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Section 1: Introduction

Welcome to the Arc Supervisor Connect user guide. The Supervisor Connect is an important
application of the Arc Connect suite. It is for managing and over seeing the activities of the
organisation. This organisation purchases the Supervisor application to manage and control the

activities of the Users in its Call Centre using other applications of the Arc Connect suite.

The Application

Arc Supervisor allows the users to make on-line updates (changes) to the configuration of the Arc
applications running already related to Calls, Queues and Users. Supervisors can view reports,
analyse activities graphically and update the configuration without logging into the Configuration

utility.

The users are allowed to log on or log off the Users, change their Statuses and modify the
properties while working in the application. They can enable or disable a Queue, change its
properties and set the thresholds. The reports are in the graphical and text format. These reports

have information about Calls, Queues and Users activities. These reports can also be printed.

About the User Guide

This user guide explains the role of the Supervisor application in an organisation. It describes
how it plays effectively in relation to the Arc Connect applications and what benefits a Supervisor
can derive. It also explains how the Supervisors (users) can use the given facilities for managing

the activities within their telephony system in a better approach.

The Audience
The user guide is intended for the audience who are,
1. Involved in the training of the application users.

2. The application users themselves.

It is assumed that the users have a working knowledge of Microsoft Windows '95, '98, 2000, NT
and XP.
<<TOC




Inside The User Guide

This User Guide contains the following briefly introduced sections,

Getting Started
This section gives description on the logging in and logging off the Supervisor application. It
introduces the users with the Interface and describes its contents according to their functions. It

gives details about the Menu bar and Tool bar options.

Initialising Supervisor Connect
In this section, the users learn how to configure the preferences, other required settings and
adjustments before starting to work in the Supervisor application. It gives step-by-step

procedures to complete the sequence of functions.

Arc Connect
This is the main and foremost section that describes the overall functionalities in Supervisor
application such as the Reports, Graphs and Online updates. It gives collective data on the
modules it is supervising. The users get to know the functions they can perform to start working
in the application. It gives details on

e Creating new Monitor Templates

e Using the menu and tool bars options of the Monitor Templates

e Setting Alarms and Thresholds

e Data Windows, Data Levels, Data Items and Data Statistics

e Reports and the Graphs

e Online Updates

Console Connect
This section is about the reports, graphs and the online updates related to the Console Connect.

The Supervisor can know the activities taking place in the Console Connect application.

Voice Connect
In this section, the users are introduced with the reports and graphs of the Voice connect. The
Voice Connect has no online updates.

<<TOC
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For the convenience of users, the sections for Glossary, Table of Figures and Index have been

provided.

There are Appendices, given to impart an in-depth look at many types of reports that can be

produced by the Supervisor application. There are over 200 reports and charts that can be

produced by the Arc Supervisor. All reports are run in the same way. The details of specific

reports can be found in their related Appendixes.

Conventions

The conventions used in this User Guide are:

Tahoma font-face with 10pt font size
Heading 1, Heading 2, Heading 3, Heading 4
Some of the headings are created, Title, Sub-title, Intro font, Intro font 2
The figures are captioned with Tahoma font-face and 8pt font size.
Examples, Tips and Notes are given in image forms.
Topics are numbered following the number of Sections.
Numbered lists are used for procedures and steps.
Bulleted lists are used for functionalities.
Menu paths and specific application names are in Italics.
Menu options and controls are given in bold.
<<TOC
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Section 2: Getting Started

The Supervisors are configured in the Users section of the Configuration utility. While creating
the Supervisors in the Configuration utility, different Arc Connect modules i.e. Console Connect
and Voice Connect are assigned to them. And different Supervisors can be assigned for one or
more than one module. Also the Login name and Password for the Supervisor application are

given to the users in Configuration utility.

2.1 Logging On

When a Supervisor logs in the application with the given Login Name and Password, it checks

the modules assigned to the user. Then it displays relevant modules allowed to the Supervisor.

P=

EXAMPLE

A supervisor Daniel is provided with a Login name DAN and Password DAN.
The Console Connect and Voice Connect are assigned to him while creating
him as a user in the Configuration utility. When he logs in the Arc Supervisor

application, the system will display only the Voice Connect and Console

Connect modules.

The first time a user opens the supervisor application; the logging in procedure is as follows,
Firstly they will be asked to select reporting database. This is the database that will be used to
generate call reports.

<<TOC

Arc Connect Supervisor User Guide

Version 4.1

11




2.1.1 Select Reporting Database
Selecting a SQL Database,

Information

Database For reports has not be selecked.
Do you want to select database?

1. Click Yes to continue the procedure of selecting a database.

5Select Logging Database ﬂ

Select Connection Mode

[~ Use wWindows Suthentication

< Back | Mest » I LCancel |

2. Click Next.
|

Which SOL zerver does pour log database reside on?

SOL Server:

< Back | Mewut » I LCancel |

3. Select a SQL Server from the drop down list. Click Next.
x|

Pleaze enter login details to connect ta the SOL zerver:

zer Marne: Iad

Pazzword: I

< Back | Mewut » I LCancel |

4. Enter the User Name and Password for the SQL Server.
<<TOC




5. Click Next.
]

Pleaze select the log databaze:

Log Databasze: |Zqqeias )

< Back | Finizh I LCancel

6. Select a Log Database from the drop down list. Click Finish.

2.1.2 Logging In

1. The logging window will appear after connecting to the Arc CT Server.

x|

User Details
Login Mame: IDAN

Passwiord: I"""

Logon I Cancel Help

Figure 2-1 Logon

1. Enter the Login Name and Password.
2. Click Logon to enter the Supervisor application.

3. The modules allowed to the logged on Supervisor display on the screen.

F=

NOTE

If you have given the Arc CT Server Name and Port Number during the
installation of the Supervisor application, then you do not need to enter the
information again while logging in. the application will automatically connect to
the Arc CT Server. You are shown the Login window only.

<<TOC

Arc Connect Supervisor User Guide

Version 4.1

13




If the user is not prompted for the Server Name and Port Number, then the following simple

procedure is taken,

1. Click the icon i in tool bar.

2. The Login window will open.

User Details
Login Marne: IDAN

Paszword: I’“‘"

Logan I Cancel Help

Figure 2-2 Login window

3. Enter the Login Name and Password.

4. Click Logon.

<<T0OC
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2.2 Interface

On logging the Supervisor application, the contents appearing on the screen are,

1. Menu Bar

2. Tool Bar

3. Message Bar

4. Supervisor Bar
5. Folder List

6. Description Area

€ arc Connect Supervisor =15 ﬂ

File Wiew Database Message Configuration Window Help

| L -8 Y| — > Tool Bar

D escription
? Monitar Templates ? Monitor Templates
Reports &% Reports

o8 Oriine Updates #8% Orline Lpdates

- % Cansale Connect Message Bar
? tdanitar Templates
e Graphical Analysis
Reports

fﬂ‘ Online Updates
Online Updates &3] « Vaice Conmect

——T— Folder List

» Supervisor Bar

Console Connect

|Lngged In

|Arc Conneck
Figure 2-3 Arc Connect Supervisor’s main interface.

<<TOC
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2.2.1 Menu Bar

The options in the menu bar are explained the following the table,

Control Name

Explanation

File

Printer Set up

This option is to configure settings for printing the reports.

Log On/ Log Off

This option is for logging on and logging off the application.

Exit

This option is to quit the application.

View

Supervisor Bar

This option is selected by default. To remove the bar from the
screen, de-select this option.
This bar contains icons of Monitor Templates, Reports and

Online Updates.

Folder List

This option is also selected by default. De-select the option to
remove it from the screen.

This bar contains the default module Arc Connect. Other modules®
are the assigned application to the Supervisor. T helps in navigating

through the modules easily.

Message Bar

Select this option to make the message bar visible on the screen.
The users can view messages sent by other Supervisors, Users or

Queues in it. It also shows the set Alarms.

Database

Select Reporting

Database

This option allows the Supervisor to select the logging database

(ArcLogDB) for generating reports.

<<TOC
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this assignment lies within the selection of the applications running in the organisation.

16




Database Maintenance

Supervisor can configure settings for the logging database by using

this option.

Message

Send

Supervisor can send message (s) to Wallboard and Supervisor

application users.

Configuration

Preferences This option allows the Supervisor to configure the settings for
displaying a message.
It also displays the Server connection details.

Help

Contents It helps to find the required topics giving easy navigation to the

users.

Keyword Search

It allows searching the relevant information by entering keywords in

Help file.

About Arc Connect

Supervisor

It displays the version and copyright information about the

Supervisor application.

2.2.2 Tool Bar

Table 2-1

The icons given in the tool bar are explained in the following table,

Control Name Icon

Explanation

Log On/Log Off i

Click to log on to the application. Also click the to log off.
When a Supervisor logs on, the Green light in the button enables.

When the Supervisor logs off, the Red light turns on.

Connect To

Database

Click icon to connect to the required database. It opens the Select

Logging Database window.

Send Message &

Click to send message(s) to the Users, Queues, other Supervisors or

the Entire System.

<<TOC
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Preferences

Click to configure the settings for displaying messages and the

Server connection.

Printer Set up

Click to configure settings for printing reports.

On-screen Help

q

Click for help on Supervisor application.

Run Report

This icon enables only when the reports are selected. Click to run a

report.

2.2.3 Message Bar

Table 2-2

It displays the messages sent by other users. It also displays the Alarm messages set by the

Supervisor in the Set Thresholds window of the Monitor Templates.

The Alarm messages display in the Message Bar in addition to a popup window in the system

tray.

2.2.4 Supervisor Bar

This bar has the icons for
1. Monitor Templates
2. Reports

3. Online Updates

The Supervisor Bar contains slides for every modules assigned to the user(s). It gives quick

access to the above numbered contents of the modules.

2.2.5 Folder List

It displays the modules in a folder format. The navigation is in a tree style. It allows the

Supervisor to navigate quickly and see the contents of particular folder(s). The files and folders

can be expanded or contracted by clicking on = or F icons to view the sub-folders and reports.

<<T0OC
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2.2.6 Description Area

This area shows the contents of the selected folders in the Folder List or Supervisor Bar. The

contents include the list of reports and graphical analysis and the folders for online updates.

When a graph or report is selected in the Description Area, it instantly displays the required

input options for it.

2.3 Database

Arc Supervisor application takes information from the Logging Database file, ArcLogDB to run
the reports. This database is installed with the Server application. Upon first use of the
Supervisor application, it will prompt for the database connection, which then becomes the
default database. User can always change the Logging Database by using the Select Reporting

Database option.

2.4 Arc Connect Suite Support

Arc Supervisor application provides the ability to support and manage the Arc Connect products,
1. Console Connect

2. Voice Connect

2.4.1 Console Connect

The users can view the Historical and Real-time statistics. The Historical reports include the
Graphical Analysis and Text-based Reports, whereas the Real-time reports are visual reports
displayed instantaneously. Users can make on-line changes to the active configuration for

Console Connect.

2.4.2 Voice Connect

This module provides with Graphical Analysis and Text-based Reports only. The users are unable
to make online changes to this module.
<<TOC
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Section 3:

Initialising Supervisor Connect

Arc Connect Supervisor application has functions and procedures that can be easily performed to

initialise and work with. The users are allowed to set preferences for various functions.

This section explains the following,

e Print Set up
e Logging On/Off

e Database Configuration

e Message

e Configuration-Preferences

3.1 File

3.1.1 Print Set up

In this window, the users can set options for printing the reports. It has three sections

Printer: The user can select a printer on network. The other options display information

about the selected printer. It also has a Properties button. Click to select or change

properties for the printout.

Print Setup 21

— Printer
M ame: ARCSERYERAHP Lazerlet 1200 Series Hid Properties. . |
Status: Ready
Type: HP Laser)et 1200 Seriez PCL &
“where:  DOT4 001
Commeht:

= F'aper Origttation
ize: ¥ Portrait
Size: iml j ortrail
Source: iﬂuto Select LI " Landscape
Metwork... | Ok I Cancel

Figure 3-1 Set up printer settings

Paper: Users can select a paper size from
the drop down list and also the source of
the paper.

Orientation: It allows the user to select
the type of printout is required, either
Portrait or Landscape.

The Network button allows user to select a printer on the network.

<<TOC
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To configure the printer settings, perform the following steps,
1. Select Name of the printer installed.
2. Select paper Size.
3. Select a Source.
4. Select an option from the Orientation, either Portrait or Landscape.
5. Click Ok.

For printer set up you can also click the @ icon on the toolbar.

3.1.2 Log On/Log Off

The Log On/Off procedure is same as given in section 1.2 Logging On.

3.1.3 Exit

Select this option to quit the application.

3.2 View

The options in this menu are Supervisor Bar, Folder List and Message Bar. All these options
are selected by default in the application. Although they display by default, if any option is
invisible, select the required one.

P=

EXAMPLE

A supervisor wants the Message Bar to appear on the screen.

1. Click on the View menu.

2. Select Message Bar option.

3.3 Database

This menu has three options for selecting and managing the databases.

3.3.1 Select Reporting Database

To generate reports in the Supervisor application, the system requires a logging database to
connect to. Supervisor can change the database when required.
<<TOC
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Selecting a SQL Database

1.

Click Select Reporting Database option from the menu. The following window will

open.

Select Logging Database |

Select Connection Mode

[~ Use wWindows Suthentication

< Back: | Mewut » I LCancel |

Click Next.
x|

wwhich SOL server does pour log databaze reside on?

SOL Server:

< Back | Mewut » I LCancel |

Select a SQL Server from the drop down list. Click Next.

Select Logging Database ﬂ

Pleaze enter login details to connect ta the SOL zerver:

Uzer Mame: Iad

Fazzward: I

< Back | Hewt » I LCancel |

Enter the User Name and Password for the SQL Server.

Click Next.

Select Logging Database x|

Fleaze zelect the log database:

Log Database: |ZijeMafs|n]

< Back | Finizh I LCancel

Select a Log Database from the drop down list. Click Finish.

<<TOC
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You can also browse a database by clicking g icon on the tool Bar. If the logging database is
not selected for the application, the system prompts for a database during the logging in. In this
case, the system displays a message,

Information 5'

Database for reports has not be selected.
Do you want ko select database?

Click Yes to continue the procedure of selecting a database.

3.3.2 Database Maintenance

The Supervisor can change settings for the Logging database through this option. The Database

Maintenance consists of two tabs, Log Database and Tools.

Log Database

The Log Database tab allows the Supervisor to 2]
. . Log Databaze | Taol

o Set the free space required on the hard disk. - HaiseDiskslpai?\,\meg —

If the free disk space is left less than that, Disk Space s Less Than [1 = e

then system will raise a warning. [ Disk Space

i i . [Database: ArcLogDB1
e View the Free Space available on Hard disk. [0 FresSpace: 2,369,781.760 bytes 221GE
. DB Size: 32,000 bytes 0.03MB

¢ View the Database size.

ok I Lancel I Apply

Figure 3-2 View the Disk space
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x| It allows Supervisor to
Log Duatase [Toct | ¢ View the Status of the server.

ey i _ e Select a Mode for the server.

AR Eetl ne T ¢ Compact the logging database if required.

1% Fur S erver D Lires

— Compack Log OB
Orivee IC:

Palh Program Filessic
Haie ArclogDB mdl
[~ Brng Server On Lines fdsay Complation

Compact

T o

Figure 3-3 Use Tools as required
3.4 Message

3.4.1 Send

The Supervisor can send messages to other users in the system. Selecting this option displays

the following Send Message window,

Send Message I x|
— Recipient
Destination Type: [N Recipient |
 Meszage
2
Send Bt | Hep |

Figure 3-4 Send a message

To send a message,
1. Select a Destination Type from the drop down list.
2. The Recipient list box will display all the names of the users in that particular

destination.
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3. Select the user’s name you want to send a message.
4. Type a Message.

5. Click Send to send the message to the user.

The message can be sent to more than one user. To quit sending messages, click Exit. To send

a message you can also click the “Z icon on the toolbar.

3.5 Configuration

The Configuration section has two sub menu options.

1. Preferences

3.5.1 Preferences

The Supervisor can modify the settings for the Message Bar display and view the Server

Connection details.
This window has two tabs that are explained below,

Environment

This tab allows the users to modify the message display settings.

Environment | Server Cannection I

— Meszage Bar

Scroll Speed: 1 =i

— Select Colours

Background |

Teut |

—Background Color

Supervizor B ar - Change I

Faolder List | Change I

Description Pane | Change I

Ok I Lancel | Help I

Figure 3-5 Modify message settings
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To modify the message bar settings

21|
B azic colors:
- E T W=
1. Click Background.
g Il il 1
2. Select a colour from the palette.  Fll R Bl N |
3. Select Text colour. A B 8 8§ B
i i i N B B B |
4. Set the Scroll Speed. EEENE N
5. Click Ok.
Cusztomn colars:
EEEEENENEN
NN NNNN
Define Custom Calars > |
Ok I Cancel I

Figure 3-6 Select colours

Supervisor can also modify the background colour of the Supervisor Bar, Folder List and the
Description Pane, in the background colour section.

1. Click the Change button.

2. Select a colour from the palette.

3. Click Ok.

Server Connection
This tab displays the status of the connected server.

preferences ﬂ

Server Detailz l%

Erwironmert | 2

Server IthDS

Port Murnber: |1 553

0k I LCancel Help

Figure 3-7 View Server Connection

You can only view the server details.
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3.6 Message Bar

The Message Bar keeps the users aware and alert of the occurring tasks in the organization (Call
Centre). It also shows the Alarm Messages triggered when thresholds exceed. It is able to

receive messages from the Users, Queues and Supervisors.

Right-click on the Message Bar, a drop-down menu will appear. The options are,
1. Clear All Messages

2. Clear Message

3. Attached

4. Floating

5. System Tray

The user can set preferences for the messages from these options. The drop down menu
appears as shown in the figure below.

Clear 14

D Coubon Mastags
E"I’ 1nade b [ prpleds

i

vr'e w Fetarhad

L o Flastng
e 1

] Call Tinching
+ ﬁ:h [Dirres Lipedstae.

Figure 3-8 Select option for Message Bar

3.6.1 Clear All Messages

A Message Bar can display more than one message. All the messages keep scrolling in the bar

until the user requires removing them. Select the Clear All Messages to clear all messages
scrolling in the bar.

3.6.2 Clear Message

If one message is scrolling in the bar, then user can select this option to clear it.
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1. Click on the Clear Message option.
2. The option will show a menu for the messages floating on the message bar at that time.
3. Click on the message required removing from the bar.

3.6.3 Attached

This option is selected by default. The Message Bar is attached to the Tool Bar.

3.6.4 Floating

If the user wants to have a floating message bar, select this option. The message bar will stand-

alone on the screen.

Licix

Figure 3-9 Floating Bar

If the Supervisor closes the floating message bar, it will minimise in the System Tray. The

floating message bar can be retrieved any time.

3.6.5 System Tray
If this option is selected, the message bar minimised in the System Tray. The icon in the System

Tray is =E The message bar can be retrieved any time with a double click.
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Section 4: Arc Connect

Arc Connect is the first and default opened module folder of the application. It is in both the
Supervisor Bar and Folder List. The Arc Connect folder contains three segments,

1. Monitor Templates

2. Reports

3. Online Updates
It gives figured up Reports and Online Updates related to the modules available to the logged on
user(s). The reports give details about the Total Incoming and Outgoing calls; the Routing calls,
CLI tracking, DDI tracking and External transfer calls. The On line Updates allow the Supervisor
to make instant changes to the configurations such as Main Directory, Users, and Reason
Codes.

4.1 Arc Connect Monitor Templates

The Monitor Templates consist of Data Windows that allows the users to manage the activities.

€ Arc Connect Supervisor

File ‘iew Datsbase Message Configuration Woidow  Help

EBoRS Y v : | _ .
- e S = T

[=- @.ﬁlctmmu Template Name | Description
= L= Mcnitor T B Creste New Template.__
= JZ_E]_ Reports \“‘;\
;|D\rerview EL g ) Wi Y T
;l Call Tracking ICKE IO creale d LR | el
E o Orine Updates
(1 Main Disectory Nun

».'-'|'||.'|._‘|I-;::;_

Figure 4-1 Create a New Template

Double click on '%Iu 'Create a New Template. A new window will open with System Monitor
Template displaying in its title bar. The new Monitor Template has the following default Data
Windows.

1. Tree Table Data Window 1-Queue

2. Tree Table Data Window 2-Users

3. Line Graph Data Window 1-Active Calls

4. Line Graph Data Window 2-Queue Calls Inbound

5. Line Graph Data Window 3-Users Logged In
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6.

Line Graph Data Window 4—Users Available Outbound

Figure 4-2 Default Data Windows in New Monitor Template

Supervisor can add more Data Windows as required. When a new Monitor Template is created,

the Description area shows its details.

1.

2
3
4.
5

Template Name
Description
Created Date
Modified Date

Last Accessed Date

_ -

Eie e Oanhogs  Sesoags Sonferaton
BB Ty

| Comated Craca | heaStant Dt | Laat Acosssnd Date

Corv
?m gl ?rwu-—nmv

- ) Moty Prcomere st Torupone] s b Towpoe® G000 2 T2FM IWEA0000 LS TQFN  IWaaiald | 5000
i ily e il

Figure 4-3 New Monitor Template with details
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4.1.1 Alarms

For smooth running of the call centre’s affairs, it is vital that the users are alerted when anything
goes wrong. The users can take effective steps to solve the problem(s). This will enhance the

productivity of the call centre, and will provide room for improvements.

Suppose, there are many Users sitting idle in one Queue. And in another Queue there are calls
waiting to be answered just because there are no free Users available. Hence there is a need to
shift some of the Users from one Queue to the other. The users are alarmed immediately about

such situations. This is done through the Alarm System in the Supervisor application.

These Alarms can be set in the Data Windows of the Monitor Template(s). The user can set
different values for different Alarm states for the Data Statistics. Whenever the current value
exceeds the already set threshold, an Alert Message will inform the users about the state for that
Data Statistic. The Alert messages pop up in the System Tray. Figure 4.4 shows an Alarm

message appear in the System Tray, when a threshold value has been crossed.

| #fl 23zpm

Figure 4-4 Alarm Message pop up

To get the Alarm messages, the Supervisor application should be active and connected with the
Arc CT Server. If a threshold value exceeds while the application is close then messages are

shown immediately after the user logs in.

4.1.1.1 Alarm States
The users can declare a value for the Data Statistic that alerts them about the problem. The
Alarm system has four levels of concern. These are called Alarm States in the Monitor
Templates.

<<TOC

Arc Connect Supervisor User Guide

Version 4.1

31




Zero State: It is the State when the values are Zero (Null) for the Data Statistics.
Running State: In this state, figures are between the Zero and Caution State for
Data Statistics.

Caution State: This state is the first warning for the Supervisors. Users can set
values.

Warning State: Values set here by the users are the second and final warning for

them.

Alarms conditions are given for the Data Window against a Data Statistic in relation to the
Data Item. For example, if the user wants to enter Alarm conditions for the Users Available in
Queue_one in Console Connect, they can be entered in the Data Window. Condition will apply in

all the Data Windows for this Data Statistic (Available Users) within the Data Item (Queue_one).

4.1.1.2 Setting Thresholds

To set the Alarm Conditions for any Data Statistic,

Open Monitor Template in the Supervisor application.

Open the Data Window in which Alarms are required.

Right click on the Data Item for which the Alarm conditions are required to set in Data

Window. The Data Item covers a specific area in all the Data Windows. In Bar Graph, it
shows in different colours. In Tabular Data Windows, Data Items cover a specific block in
the Table. Line represents Data Item in Line Graph.

Select Set Threshold from the popup menu.

A window will appear with a list of Data Statistics for the selected Data Item.

To enter Alarm conditions for a specific Data Statistic, select it from the list on the left

side. Only relevant Data Statistics are seen in the list on the left side based on the Data

Item.

Window will show default colours for each state, which are as under,

Zero State Background Colour: White

Zero State Font Colour: Blue

Running State Background Colour: White
Running State Font Colour: Green
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Caution State Background Colour: Yellow

Caution State Font Colour: Black

Warning State Background Colour: Red
Warning State Font Colour: Black

Alarm State’s background colour is in all types of Data Window, whereas Alarm State’s

font colour is seen only in the Tabular Data Windows.

8. Difference among four states is based on the Alarm Threshold values given by the user in
Caution and Warning Sate. The user should enter an Alarm Threshold value for
caution state and relatively higher Alarm Threshold value for Warning State.

9. The users can choose to flash the area for the Data Statistic in the Data Window by
selecting the option Flash on Caution/Warning.

10. The users can also give a message that is displayed when the threshold exceeds. Select
the option Caution/Warning State Message and type the message in the text box.

11. The users can also play a sound when the threshold exceeds. Select the option Play
Sound On Caution/Warning and browse for the Wave sound file to be attached with
the state. Two default wave sound files are provided and can be selected with the
Configure button and selecting them in Supervisor folder on the hard disk.
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12. When Thresholds are set, click the Ok button.

Selected Item : OPT

Alarm M arme I

Session Time

Queue Talk Time
Queus Calls

Mon &rc Inbound Talk Time
Mon Arc Inbound Calls
Outbound Talk Time
Outbound Calls
Transfened In Calls
Transfened Out Calls
Call Offering Time

Mot Ready Time

Mo Activity Time
‘wrapup Time

Langest Talk Time
Total Talk Time
Average Talk Time
Current Alerting Time
Current Status Time

€3 Threshold Settings

Alarmn Thresholds |

— Alam Properties

—2era and Running State
Zero State Back Color:
Zero State Font Color:
Fiunning State Back Color:
Fiunning State Font Color:

Change
Fant Change
Change
Font Change

¥ Caution State
Caution State Backaround Colar
Caution State Font Color:

Caution Threshold Value:

[~ Caution State Message
I™ | FlaySaund O Caution

: Change
Faont Change
Hours Minutes Seconds

Ff < 4

IDefauIt Cavtion
Lonfigure

v ‘wiarning State
‘warning Background Calor:
‘warning Font Color:

‘warning Thieshold VY alue:
[~ Flazh OnWarning
[~ waming State Message

Change
Change
Hours Minutes Seconds

= b =
IDefauIl Warming

[™ | FlaySound On ' arming Configure
| Ok I LCancel | Help

Figure 4-5 Window for setting Thresholds

4.1.2 Data Window Types

There are seven types of Data Windows in a Monitor Template.

Standard Table

They are explained as follows,
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4.1.2.1 Tree Table Data Window

Drill down facility is available in this Data Window. This window supports the tree style for

showing details of the Users in Queue and Queues in a module.

=ioix

[Dusse Agents Available Dalboiand | Ageets Logged In |
=l YWoice Connect [1/1]

Suppar I

=l Comzole Connect [171)

Reception I
|

Figure 4-6 Tree Table Data Window

Drill down facility depends on the Data level and Data Item type selected by the user in this Data

Window. The features for the Tree Table are as follows,

User can copy the table in the Monitor Template.

A Call Table can be generated instantly from a Tree Table.
The properties of Tree Table can be edited at any time.
Threshold values can be set on this Table.

It has three Data Levels; System, Module and Queue User.

N oy s w N

Data Level. Data Levels/Items have different colours in Data Window.

4.1.2.2 Standard Table Data Window
This Data Window displays information in a standard column and row format.

Jp 4 Tt Tatibe R NN e
Camerd Devica 5I-ub2 I Caunrant | CI Ew: I LDIEI': Connact Tene
walCal Linzvaishls (e Ok Do
Hold Unavalsbis 10 Ok Do
O Hicak. Ayl b Lk O
WalLal Linavaishis [LGT

4]

Figure 4-7 Standard Table Data Window

Data Level and Alarms for the Data Window are shown in the Status Bar.

Number of (Selected/Total) Data Items and Alarms are shown in the Data Window with
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Some of the features of the Standard Table are as follows,

1.

2
3
4.
5

User can copy the Standard table in the Monitor Template.
User can edit the table on run time.

Threshold values can be set from this Table.

It has three Data Levels, Queue, User and Queue User.

Data Level for the Data Window and Alarms are shown in the Status Bar.

4.1.2.3 Call Table Data Window

This Data Window is specifically for the supervision of Calls. The data statistics for this table are

related to the Call information.

EZ Tree Table Data Window1

Queue Answered Calls Abandoned Calls Inbound Redi

[} System [4/4)

- Sales Queue 0 .
- Marketing Queue o .
. Admin Queue 0 0 0
- Queue o I
4] |
| Data Level: Swstem | Wyarning: Longest Waiting Call Inbound (Quens)

Figure 4-8 Call Table Data Window

Some of the features of Call Table are as follows,

A

It can be copied in the Monitor Template.
Properties of Call Table can be edited at run time.
This Table can also be generated at run time from any tree table present in the template.
It has four Data Levels: System, Module and Queue User.
If the user selects the Data level as Queue then only Queues can be selected as Data
Items. If the user selects the Data level as User then only Users can be selected as
Data Items. In other Data Levels both Data types are available, user can choose Data
Items for one type only. For example, a user can either select Queues/Sessions or Users
as Data Items.
Data Level for the Data Window and the number of Data Items selected are shown in the
Status Bar.
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4.1.2.4 Bar Graph

This is a traditional Bar Graph. Data elements are shown on one axis and Data Statistics on the

other.

Tiniesi Gan Tl Lekd (L VRING ADRIGNEE CAIE (SREE]

Figure 4-9 Bar Graph Data Window

Some of the features in the Bar Graph type are as follows,

1.

v o N owu ok WwN

[N
= o

12.

Bar Graph window can be copied in the Monitor Template.

The properties of Bar Graph window can be edited at run time.

It can also be exported as .bmp image.

Bar graph can be printed.

The user can choose the axis for Data Items and for Data Statistics in the Wizard.
Graph refreshes for every 10 seconds.

Threshold values can be set from this graph.

The user can change colours for the Data Window.

The user can change 3D settings of this Data window.

. It has three Data Levels: Queue, User and Queue User.

. If the user selects Queue Data Level then only the Queues can be selected as Data

Items. If the user selects the User as Data Level, then only Users can be selected as
Data Items. Selecting Data Level as Queue User would allow the user to select only one
Queue or one User as Data Item.
Data Level, the selected Data Items, the page number and Alarms are displayed in the
Status Bar.
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4.1.2.5 Line Graph

This is a traditional Line Graph. Only one of the Data Statistics can be selected from the list.

Line Graph Data Window1

Active Calls

i 171954 17:41:08

| Data Level: Queue

Figure 4-10 Line Graph Data Window

Some of the features of the Line Graph are as follows,

v o N oy ok WwNe

—
o

—_ =
N =

13.

Line Graph window can be copied in the Monitor Template.
Properties of Line Graph window can be edited at run time.

Line graph can also be exported as bmp image.

Line graph can be printed.

The user can change colours for the Data Window.

The user can change 3D settings of this Data Window.

Threshold values can be set from this graph.

Only one Data Statistic may be selected in this Data Window type.

Graph will refresh after every 10 seconds, a new interval is added as a line on the Graph.

. Number of intervals on the Graph depends upon the size of the graph in the Monitor

Template. Number of intervals adjusts automatically.

. It has three Data Levels, Queue, User and Queue User.

. If the user selects Queue Data Level then only the Queues can be selected as Data

Items. If the user selects the User as Data Level, then only the Users can be selected as
Data Items. Selecting Data Level as Queue User would allow the user to select only one
Queue or only one User as Data Item.
Data Level and Alarms are shown in the Status Bar.
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4.1.2.6 Pie Chart Data Window

This is a traditional Pie Chart. Only one of the Data Statistics can be selected from the list.

[ ]pie Chart Data Window1

Abandoned Calls

[Datalevel: Quene | Warning: Abandoned Calls (Sales) s

Figure 4-11 Pie Chart Data Window

Some of the features of Pie Chart are as follows,

W e N oy oW

Pie Chart can be copied in the Monitor Template.

Properties of Pie Chart can be edited at run time. Note that the Data Item cannot be
changed.

Pie Chart can be exported in .bmp format.

Pie Chart can be printed.

The user can change colours for the Pie Chart.

The user can change 3D settings of Pie Chart.

Graph refreshes after every 10 seconds.

It has three Data Levels, Queue, User and Queue User.

If the user selects Queue Data level then only the Queues can be selected as Data
Items. If the user selects the User as Data Level, then only the Users can be selected as
Data Items. Selecting Data Level as Queue User allows the user to select only one

Queue or one User as Data Item.

10. The Data Level and Alarms are shown in the Status Bar of the Data Window.

<<TOC

Arc Connect Supervisor User Guide

Version 4.1

39




4.1.2.7 Frames Data Window

This Data Window is a replica of the System Monitor section. Users and Queue can be selected as

Data Items.

o Uk W

4.1.3

CH Frames Data Window] 3 o =[]
Q

al'web Queue |

Abardoned ., 0 |&hendaned . i
Abardoned ., o[l ||| eberdaned . 0
| 1laetive Calle oLl 1 setive Cate: 0 :
Ciaka Lewed: Queus Caution: Agents Logoed InfSakes) 2

Figure 4-12 Frames Data Window

Frame window can be copied in Template.

Properties of Frame window can be edited at run time.

Threshold values can be set for the Frame window.

The user can change orientation of Picture and Statistics.

There are three Data Levels, Queue, User and Queue User.

Only one Data Item can be selected. If Data Level is Queue User. Multiple Data Items
may be selected where Data Level is Queue or User.

If the User selects the Data Level as User or Queue User, then the default image can
be replaced. In Data level Queue, default image representing Queues is shown in the
Frames.

Data Level and the Alarms are shown in the Status Bar.

Data Levels

The data can be viewed at different levels. If Data Level is selected as Queue then there would

be only 5 calls shown as answered for that User, but if the Data Level is for a Module then there

would be 10 calls shown as answered for that User.
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It may happen that the User actually has answered more than 10 calls forwarded to his extension
from Queues/Voice Sessions of other Modules. Data Level ‘System’ would the exact information
in that case.

Different choices are available for the users in Data Level window based upon the Data Window

type selected.

&=

EXAMPLE
For example, a User is logged in two Call Queues i.e. Sales and Reception

and has received 5 calls in Sales Queue, but has also received 5 calls
delivered in Reception Queue. Monitor Template gives the Supervisor this

facility for selecting a Data Level to view the exact information at every level.

4.1.3.1 System
If Data Level is selected as System, the information in Data Statistics is shown for all modules.
For example, the answered calls for a User at System Level will be the addition of all calls

answered in the entire Users’ allocated Queues and all calls answered outside of these Queues.

4.1.3.2 Module
Arc Connect is divided into modules for answering calls. These modules are
e Console Connect
e Voice Connect
The Supervisor application can monitor the activity of all these modules through the System
Monitor.
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If the information is required at the module level then select Data Level as Module.

E=
EXAMPLE
For example, if the user wants to see the answered calls of a User within

Console Connect module then Data Level while creating a Data Window must
be Module, and that Specific User is to be selected as Data Item. Data
Statistic should be Answered Calls, than Data Window will give the desired

information to the user.

4.1.3.3 Queue

If Data Level is selected as Queue, the information in Data Statistics is shown only for the
Queues Level. For example, the Data Statistics Answered Calls for an User will show the
answered calls within the Queue. To see the answered calls in other Queues, the user will add

the Queues in the Data Items.

4.1.3.4 User
In this Data Level, the Data Statistics show information for specific Users selected as Data Items.
This Data Level does not differentiate among the Modules or Queues. Use this Data Level to

monitor specific Users.

4.1.3.5 Queue User

This Data Level is about the relation between Queue and User. If the users select Queue User
as data level and Queue as data item then data is shown for all the Users in the Queue. If the
users select Queue User as data level and User as data item then data is shown fort all the

Queues assigned to that User.

4.1.4 Data Items

Data Items are the entities for which the user can view the Data Statistics. These Data Items
may be the Queues/Voice Sessions or the Users. Data Window can have only one Data Item,
either the Queues/Voice Sessions or the Users. After selecting an item, the user can then select
the required Queues/Voice Sessions or the Users from the available list.
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Selection of more than one Data Item is restricted if the user has selected Data Window as Bar
Graph, Line Graph or Pie Graph and Data Level as Queue Users. The user is allowed to select
only Queues/Voice Sessions or the Users. In that case if ‘Queue’ were selected as Data Level
then Data for all Users in Queues/Voice Sessions selected would be shown in the Data Window.
If User were selected as Data Level then All the Queues for Users selected would be shown in
the Data Window.

4.1.4.1 Queues
If the user selects the Data Item Type as Queue, all the Console Connect Queues and Voice
Connect Voice Sessions populate the Data Item list. The user should select the required Data

Item from the available list.

4.1.4.2 User
If the user selects the Data Item Type as User, then all the Console Connect Operators

populate the Data Item list. The user should select the required Data Item from the available list.

4.1.5 Data Statistics

Data Statistics are viewed in the Data Window for the selected Data Item. This information
can be a

1. Numeric value i.e. Total Answered Calls.

2. Time Based Value i.e. Total Logged in Time.

3. Text Based Value i.e. Device Status.

These values appear in available Data Statistics List when the user selects the required radio
button in the Data Window Wizard. The user may select a Numeric, Time Based and Text

Based or All for a Data Window. In the Line Graph, only one Data Statistic is selected.

Set of Data Statistics available in the Data Window may vary depending on the Data Window,

Data Level, Data Item Type selected, and Data Statistics selected.

4.1.6 Monitor Template Controls

The Monitor Template opens in a new window, therefore it has its own Menu Bar and Tool Bar.
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4.1.6.1 Menu Bar

The options in the menu bar are described in the following table,

Control Name

Explanation

File

Save Template

Select to save the template with name displayed in the window’s

Title Bar i.e. System Monitor Templatel.

Save Template As

Select to save the template with the required name.

Rename Template

Enter New Mame :

Sustem Maonitor Templatel
Ok I Cancel |
Set Template Select to enter a description for the Monitor Template.
Description Change Monitor Template Descriptior =]
Enter Mew Dezcription :
Suztem Maonitor Templatel
oK I Cancel |
Exit Select to close the System Monitor Template.

Data Window

New

Data Window

Select to create a new data window.

Arrange Windows

Tile

Set all the opened Data Windows in Tile format. The options

available for Tile are, 4inarow, 3inarow, 2inarow, 1ina

row or Actual size.
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Cascade Set all the opened Data Windows in Cascade format.

Window: It shows a drop down menu of all the Data Windows open in an active Monitor

Template.

Table 4-1

4.1.6.2 Tool Bar
The Tool Bar displays icons according to the selection of the Data Windows. The description of

functions for the icons is given in the table.

Control Name Icon Explanation
Save Template Click to save the template.
=
Create a New Data Click to create a new Data Window other than the ones
Window q{} being shown in the Monitor Template. It opens the Data
* Window Wizard.
Edit Data Window Click to edit the properties of the Data Window already
Properties 5 opened and selected.
On selecting the Line Graph, Bar Graph and Pie Chart Data Windows, following icons enable.
Print Data Window Click to print the selected Data Window.
Contents
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Export Data Window

Contents

Click to export the contents of the selected Data
Window.

Set Data Window

Click to set the colours of the selected Data Window.

o

Colours

Enable/Disable 3D e Click to either enable the 3D Tunings or disable them.

Tunings -

3D Rotation = Click to rotate the graph in the selected Data Window.

3D Offset T Click to move the graph in the selected Data Window.
-y

3D Depth Click to set a depth for the graph in the selected Data
ﬁ Window.

3D Zoom Click to Zoom in or Zoom out the graph.

®

Reset To Defaults

(1]
=5
(1]

Click to restore the settings of the graph.

In addition to the above

icons, if Bar Graph Window is selected, the following icons also enable.

First Page

14

Click to move to the first page.
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Previous Page 4 Click to move to the previous page

Next Page d Click to move to the next page.

Last Page Y Click to move to the last page.

Max. Stats/Page

It sets the maximum number of Data Statistics per page
Marstas/pa0e [3 2 ¢ the selected Data Window.

Table 4-2

4.1.7 Creating New Data Window

When a new Monitor Template is opened, it contains six default Data Windows. If users want to
add new Data Window in the opened Monitor Template, they can create one in the Data
Window Wizard.

1.

l - Select Data Window Wizard option in the
File | Datatindow Window P

News ¥|  Datawindaow Wizard Menu Bar to create a new Data Window. You can

E =
also click Bns icon in the tool bar to create a

new Data Window.

<<T0OC

Arc Connect Supervisor User Guide

Version 4.1

47




£ Data Window Wizard j x|

D ata Window Wiz

This wizard will guidz you though the
steps for presenting your Cal Centre run
time Data in the following diferert T abular
and Graphical forms

~Tree Table
-Standard Table
-Call Table
AN -Bar Grah
Line Graph
-Fie Chait
-Frames

Click Next to continue.

@ T

5FData Window Wizard x|

Deta'window Type

Inthis Dt windau type, Datais shown in
Please select the Data Window ype the Tabular format. Dl down facilty is

available on this Dta Window. The user
Tree Table =] can expand the details of Agents in Queue

or detalls of Agents in queues in Modul.

Click Mext to continue.

Back [ Cancel

4 Data Window Wizard x|

[ Data Levet

This s the level of the Data within the
Flease select the required Data Level System. Your selection wil have an affect
an the Diaka Statistics and theil values
displayed inthe Data izard,

Click. Next to continue,

Back Mewt Cancel
4 Data window Wizard x|
Data ltems are the entities against which you will view the Data Statistics
CERlEm ey ——
& Husuies / Sessions  Users / Operators ‘
Data ltems List
Auvailable Selected

Click Mext to continue.

Back g3 Cancel |

The first window will open with an introduction

note. Click Next to continue.

In the second window, it allows the user to
select one Data Window from the drop down
list.

Select any one of the Data Window you require
creating.

Click Next to continue.

In the next window, user is prompted to
select a Data Level from the list. The Data
Levels display according to the Data
Window Type selected.

Click Next to continue.

Select a Data Item in the next step. There are
two types of Data Items, Queues/Sessions and
Users. The Data Items enable according to the
Data Level selected.

Supervisor can select a radio button if both are

enabled. Otherwise the default will be selected.
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P
Data ltems are the entities against which you will view the Data Statistics
Ol =
’7- i € Users / Operal ‘
Data ltems List
Auvailable Selected
2
>
<
<4
Click Next to continue.
Back Hert Laneel
T E
Dt R L b el R e o O
H bR M
7 e 1™ Tt it Lt}
Fube By Led
Jvimadin Smimnid
|t ' s Lot =
|t D j
Wk Fe 1 s
- U |
= Tl o Wk Wergd £
o 5oty Okt
P duke dm ol p (L iy Dt 0 Lt i e i

vin Sentacics it Dot ir'wrrsbicos Dustie
Sm il . o s 2 e
mmhﬁ;ﬁun‘“n Lot

ik Fimsah 10 et e e e e

et R ] g |

Then select available items from the list.

Select Item(s) from the Available list, them click

on the Z‘ to add it in the Selected list.

Click Next to continue.

In the next window, select Data Statistics. There
are three types of Data Statistics, Numeric,
Time Based and All. Supervisor can select any
one of the radio buttons.

Then select Item(s) from the Available list and

click Z‘ to add in the Selected list.

Click Next to continue.

In the next window, Supervisor is allowed to
arrange the order of the Data Statistics. Click

j and j buttons to arrange the order.

Click Next to continue.

If the user is creating a graph or Standard table, then the next window after step 8 will be as

follows,
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9

Ix

*You can choose the axis for the Data Statistics and the Data Window
Select the relevant Radio button belaw,

Daata Statistics Orisntation

Define the orientation of Data Statistics.

= Data Statistics On'Y' axis. Data ltems on . axis

" Data Statistics On X avis. Data ltems an Y axis,

Click. Firish ta create the Data Window.

In this window, select a radio button to define an
orientation of the Data Statistics and Data Items.
The Graph or Standard Table will display in the
defined orientation.

By default Data Statistics are selected on Y-axis
and Data Items on X-axis.

Click Finish to complete the creating of Data
Window.

If the user is creating a Frame Data Window, then the next windows in steps 10 -11 after step 8

will be as follows,

5 Data Window Wizard

10.

‘ou can choose the avis for the Data Statistics and the Data Window
Select the relevant Radio button belaw.

Data Statistics Orientatiorr

Define the orientation of Data Stafistics,

i Picture Left, Statistics Right.

" Pictwie Top, Statistics Below.

Click Next to continue.

=3 Cancel

Back

1 1 2 Data Window Wizard i x|
* ‘Vou can replace the default Image for Agent with picture.
Click on the Browse bulton ta reach for the required piture. Fioture should be in bitmap format
gents Pictur
Agents List

agent2

agent3

aperator]

operator?

operalor3

webagent1

webagent2

webagent3

izHotAgent

2 et |

Browse

Click Firish to create the Data windaw.

Back Eirish

Cancel

The user is allowed to select an option for
displaying the picture in the Frame Data

Window. By default the first radio button is
selected.

Click Next to continue.

In the next window, user can change pictures for
the Users.

Select an User from the list, a default image will
appear. If you require changing it, click the
Browse button to choose an image from the

system.

Click Finish to complete creating a Data Window.

If the user has selected Users in the Data Items then the window in Number 11 above will

display. In case of Queues, a default image will appear for all Queues selected.

<<TOC

50




4.1.8 Set Data Window Colours

The colours used in the Graph Data Windows can be changed for a Monitor Template. They can
also be set as default for the new Data Windows to be created in other Monitor Templates. The

user can set colours of the following Data Windows:

1. Bar Graph
2. Line Graph
3. Pie Chart

To set colours for a Graph Data Window, right click on the Data Window. Select Set Colours
from the Popup menu.
Every Graph Data Window has different setting options for colours.

2]
m

You can also click on the icon to Set Colours.

4.1.8.1 Bar Graph

<] User can set the colours for the following options
*SITdCII in a Bar Graph Data Window.
e L e Background
stat02 = e Axis
Sy e Stat Names (Data Statistics Label)
S BB B e Scale Values (Scale Values along the axis)
Esalc;:ar:nu: : Sca\:tfsalues : e Grid Lines
Grid Lines

— Default Colours
Fleset | Set s Default | ‘

LCancel |
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E=
EXAMPLE
To change colour,

1. Click an option, for example Back Ground.

2. Select colour from the Colour Palette.

3. Click Ok when done.
If you want to set the selected colour as default for all the Bar Graphs, click Set
As Default button.
Reset button will set all the colours of the Graph according to the default

colours in the application.

4.1.8.2 Line Graph

4 User can edit the following options’ colours in
Line Graph Colaurs
the Line Graph Data Window.

— Selected Calours

1. Background
Axis

Time Scale Values

[~ Select Graph Colours
Back Ground

Scale Values along the Axis
Grid Lines (for Data Statistics)
Grid Lines (for Time Intervals)
Title of the Line Graph

| Az |
Scale Values | Time Scale Values |
Grid Lines [V alues] I Giid Lines [Time] l

Title I

Default Calours
{ Resat | Set &z Default | ‘

] coon

N oy h W
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E=
EXAMPLE
To change colour,

1. Click an option, for example Back Ground.

2. Select colour from the Colour Palette.

3. Click Ok when done.
If you want to set the selected colour as default for all the Line Graphs, click
Set As Default button.
Reset button will set all the colours of the Graph according to the default

colours in the application.

4.1.8.3 Pie Chart

X User can edit the following options’ colours in a
Pie Chart Colours I . .
e Pie Chart Data Window.

e Background

e Title of the Line Graph

— Select Graph Colours
Back Ground | Title: |

— Default Colours

Reset | Set Az Default |

Lancel |

4.1.9 Closing the Data Window

To close a Data Window in a Monitor Template,
1. Right click on the Data Window.
2. Select Close from the popup menu.
3. The Data Window will disappear from the Monitor Template.
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If the user saves the changes after closing the Data Window and closes the Monitor Template,
then the Data Window is deleted permanently from the Monitor Template. If changes are not
saved and Monitor Template is closed, then Data Window will be there on opening the Monitor
Template.

4.1.10 Copying the Data Window

A Data Window can be copied in the same opened Monitor Template. The new Data Window will
have same properties as the original Data Window. The new Data Window will have a separate
Identity and its properties can be edited without disturbing the Data Window. This is useful when
user wants the new Data Window perform different from the original one. In this case instead of
repeating steps of Data Window Wizard, the user can copy the Data Window and then change its
Properties according to the requirements.

To copy the Data Window in the Monitor Template,
1. Right click on the Data Window.
2. Select Make Copy from the popup menu.
3. A new Data Window is copied in the Monitor Template with same properties.
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4.2 Arc Connect Reports

The users can use this function to produce Text reports, based on the Historical Data.

Arc Connect > Reports > Overview displays the fields shown in figure 4.13.

w .

Once the criteria have been selected, click the Run Report icon

Description

F=)AC04 - Call Routing By Date
S5 AC05 - Call Routing By Time

EAED‘I - Total Incoming and Outgaing Calls By Date
@AEM - Total Incoming and Outgaing Calls By Time
@AEDB - &bandoned External Calls Inbound and Outbound

/\

RunReport [ \
: T

4 Octob 04 3 4 Oectober 2004 k|
S M T w N.F S 5 M T wW T F 5§

2 T

3 4 5 8 7 @ 3 4 5 &6 7 8 9
W1 12 13 14 15 16 1011 12 13 14 15 16
17 18] 21 2 = 17 18 [8] e 21 22 =
24 25 % 27 8 29 20 \se<25 e R
3 k]

— Time Selection
Frar: Tt

|l2:DD:UDAM :‘ 11:59:569 PM :‘
— Graph Settings
[Eall Details:
Chart Tope:
Bar ¥
Feriod:
IDa_l,- 'I

—&bandoned Cal -
s Minutes Seconds
After Time: 0 N1 o= Im ﬂv

N

i~ Selections
[ueue!

AN

Icnnsole q

= Arival Queus
Agent:

g

€ Delivery Qusue

Jai

5|

Figure 4-13 Click Run Report icon to create a report

Run Report
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To run report,

1. Select the required report from the Description Area.

2. Select the relevant Date, Time, and other setting criteria for the report.

3. Every report has different setting criteria.

4. Click icon 4 to run report.

A sample report generated is as follows,

Arc Connect
16 Mar 2005 12:39 PM

From Date: 08 Mar 2005 To Date: 16 Mar 2005

IBS E3

Total Incoming and Outgeing Calls By Date

arc
Report Code: ACHM  Page Ho. 1

-lslx]
@EE W4y n

Calls ————— % Auerage " Longest
Ansmd Aband Answer Time Fiofile

Date Total Answd  Aband Oflow  Answd  Aband  O'flow Wait Tak Wit 0 20 30 40 40+ Aband Wait Anawd Wit
10 Mar 2005 1 0 1 ] 0.00 0000 000 000000 00:00:00 00:00:38 000 00D 000 000 000 000038 000000
11 Mar 2005 1 2 ] 0 2000 8000 000 000006 O0OO0Z 00033 10000 000 000 000 000 0040:08  00:00:10
14 Mar 2005 2 2 0 0 0000 000 000 000005 OO:0O:0Z O0:00:00 10000 000 000 000 000 000000 000006
15 Mar 2005 4 z 2 0 5000 5000 000 000003 00:00:01 00:00:04 10000 000 000 000 000 00:00:04  00:00:04
Report Totals 7 ] 11 0 3529 8471 000 000005 000002 0002 10000 000 000 000 000

Figure 4-14 Sample Text Report

The Report Window contains a Tool Bar with the following icons,
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4.2.1 Tool Bar

The icons in the tool bar are described as follows,

Control Name Icons Explanation

Print Report Click to print the report.

=
Export Report Click to export the report in formats,
e Excel (.xls)
e Cascading Style Sheet (.css)
e HTML (.html, .htm)
e Adobe Acrobat Reader (.pdf)

e Word (.rtf)
Size @ = The Report page can be resized as required. The
options are,
e Whole Page
e Page Width
e 100%
Scroll Arrows 4 4 [ 1 » »1 | These arrows allow the users to move in the report if it

is more than one page.

Percentage oo % The user can manually enter the required size for the
Selection report.
Table 4-3

4.3 Arc Connect Online Updates

The application provides the ability to make instant operational changes. Within Arc Connect, a
user can make On-line Updates in the following categories,
1. Directory Configuration
2. Main Directory Numbers
3. Directory Groups
4. CLI Numbers
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4.3.1

DDI Numbers
External CLI Details
Directory Settings
Users

Reasons Codes

. Messaging
. Personal Call Park Location

. Presence Management

Directory Configuration

It provides the functionality of On-line Updating for Directory Configuration. The user can add or

modify the Job Titles, Regions, Branches and Departments. There are four sub-sections for

Directory Configuration,

1.

2
3.
4

Manage General Setting
Manage Regions
Manage Branches

Manage Departments

4.3.1.1 Manage General Settings

The window allows the users to the job titles for the workers. Select Arc Connect > On-line

updates > Directory Configuration > Manage General Setting,

x|
—dob Titles
—Job Title Detail
Full Job Title [Jab e | [ 77 1MEEEAE
Full Jab Title: I
Job Title: I
New | Update |
Delste |

E xit |

Figure 4-15: Manage General Settings (Job Titles)
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To add a Job Title
1. Click New to add a new Job Title.
Enter Full Job Title.
Enter Job Title.
Click Update.
Click Exit.

vk N

To delete a Job Title
1. Select a Job Title from the list.
2. Click Delete.
3. Click Exit.

To update Job Title
1. Select a Job Title from the list to update.
2. Update/Change details of the Job Title.
3. Click Update.
4. Click Exit.

4.3.1.2 Manage Regions

This window allows the users to set filters for regions. Also users can enter region details. Select

Arc Connect > On-line upadates > Directory Configuration > Manage Regions,

X
— Regionz
i Filters
Region Mame: I Apply | Clear |
: Region Details
Regiong I
UK, Name: |Usa|
US4

Update

Delete |

E xit |

Figure 4-16 Manage Regions
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To add a new Region

1.

2
3.
4

Click New to add a new Region.
Enter Name.

Click Update.

Click Exit.

To delete a Region

1.
2.
3.

Select the name of the Region.
Click Delete.
Click Exit.

To Update Region

1
2
3.
4

Select a Region from the list to update.
Update/Change details of the Region.
Click Update.

Click Exit.
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4.3.1.3 Manage Branches

The user can set filters for the branches and the region in which they reside. Also the user can

enter details for the branch. Select Arc Connect > On-line updates > Directory Configuration >

Manage Branches,
x
i~ Branches
Filters
’VHegion M arne: I Eranch Mame: Lpply | Elear ‘
- r— Branch Details
Branch | Fegion |
London Mame; ILondon
Code:  |0M
Fegion: INone j

Delete |

Branch Queues

Available Bueues

Admin fdd

Hemave |

Selected Queues

To add a new Branch

1. Click New to add a Branch.

Enter Name and Code for the new Branch.

2.
3.
4.
5. Click Update.
6. Click Exit.
To delete a Branch

1. Select a Branch.

2. Click Delete.
3. Click Exit.

Figure 4-17: Manage Branches

Select a Region for this Branch.
Select Queues for this Branch and click Add button.
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To Update Branch

Select a Branch from the list to update.

1
2. Update/Change details of the Branch.
3

Click Update.
4. Click Exit.

4.3.1.4 Manage Departments

In this window, the users can set filter for the departments. The users can also enter details for

the departments. They can set priority for the departments according to the selected branches.

Select Arc Connect > On-line updates > Directory Configuration > Manage Departments,

& Manage Departments g x|
— Departments — Department Priority
i Filters Branch:
Branch Mame: Departmient Hame: INone ﬂ
dorly | Cleer |
Departments:
e I Branch I i~ Department Details Departments |
Name: ||
MNotes:
=
uRL: | j
Fiegion: INone j
Eranch: I More j
Mew | Update |

Delete |

Update |

E xit |

Figure 4-18: Manage Departments

To add a new Department

1. Click New to add a Department.

Enter Name for the Department.

2.

3. Enter Notes and URL.
4. Select Region.

5. Select Branch.

6. Click Update.

7. Click Exit.
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To delete a Department
1. Select a Department.
2. Click Delete.
3. Click Exit.

To update Department
1. Select a Department from the list to update.
2. Update/Change details of the Department.
3. Click Update.
4. Click Exit.

4.3.2 Manage Main Directory Numbers

The Main Directory Numbers provides the function of On-line Update for them. The user can add

or modify Main Directory Numbers. Select Arc Connect > On-line updates > Main Directory

Numbers > Manage Main Directory Numbers,
[MainDirectory

x|

i Directory Devices

Filters
|7First Name:l Department: I Extension: I Kepword: I

Apply

| Ciear |

1108 Agent
3021 John Kindle Elue ‘Wha Gulberg 43BBE7HETE | B7ESETESI
W

Eroperties

Delete

e

Copy

1 |

Extenzion | First Mame | Initial | Last Hame | Company | Department | Buziness Mo | Home Mo | Fax Mo | kobile Mo | User Fie

B7BESE756

Exit |

Figure 4-19: Manage Main Directory Numbers
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To add a New Main Directory Numbers

1.
2.

Click the New button.

A new window will open for the details of the main directory number.

Contact Properties 1'
i General Information ~ Mumbers
Titler l_ itials: I— Extension: Alternates |
X — Business:
First Name: Altermates... —
. Buizness 2:
Middle Name:
Last Name: Altermates... IfEhz
-——m- Fa
Email Frafile..
Mobile:
Address:
Pager.
Pickup Ext.:
— Company | nformation
Company: I
Post Cods: [N e I
User Figld 1: Job Tie: I
User Field 2: 5
Section: I
User Field 3:
Location: I
Region: INone ﬂ
Cost Centre: |
— Authentication et I e |
Windows Logir I
FIN: I‘ i Contact Categoy———————————— |
% Conzale Contact
i~ Contact leons Infarmation 1 wEaDieston Fontact
— Keywords
Contact loon Set [ Defaul lcon Set =l Edit
Hew | Contact Motes | Update I Status I Close | Help |

Figure 4-20: Main Directory Device details

Give the General Information about the device. Alternates can be added for First
Name and Last Name field. It also includes Email, Address and Postal Code.
Select a Contact Category. The contact is used in Internal Directory.
Fill in the Numbers for the contact. All the phone numbers associated with the contact
can be added here in this area. Alternates can be added for Extension number.
In the Company Information, give information about the Company.
Select an Icon to indicate the contact. While using Web Directory module in Arc Connect,
every contact can have any special set of icons. Customized icons are grouped as a set in
Directory Configuration tab.
Add keyword(s) used to search the record in the list of the Main Directory. Console
Operator application has the use of the keywords while searching for contacts.
The user can also add Contact Notes (for additional contact information) and Absent
Message (to provide absence reason for the contact) by clicking the Contact Notes
button.
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10. Click Update.
11. Click Close to go to the previous screen.
12. Click Exit.

F=

NOTE

Users will only be able to modify/delete the contact fields that have NOT been
mapped for LDAP Synchronization.

To delete Main Directory Numbers

1.

2
3.
4

Select a number from the Main Directory Numbers list.
Click Delete.

Click Update.

Click Exit.

To update Main Directory Number

1.

N oy ks W

Select a Main Directory Number from the list to update.

Click on Properties.

A new window will open with the details of Main Directory Number.
Update/Change details of the Main Directory Number.

Click Update.

Click Close.

Click Exit.

To edit presence status of a contact,

Select a number from the Main Directory Numbers list and double click.

2. On the Contact Properties page, Click Status.

F=

NOTE

Directory Numbers can only be updated or modified once all the contacts
have been downloaded from the CT Server. To ensure the download is

complete, you have to view the Status Bar.
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3. Edit details for presence status.

4. Click Update to save changes.

When the contacts are being downloaded from CT Server, the status will be displayed to the user

in the status bar as shown below:

© Arc Connect Superyisor

File Wiew Database Message Configuration 'Window  Help

=lax|

&7
g Arc Connect

Online Updates

-
-
-
Ex)

Call Connect

Haot Connect

Corsole Connect

Woice Connect

? Monitor Templates
@ Reports
Elrh Online Updates
r_l Drirectony Configuration
a I ain Direc ES
D Diirectory Groups
{;I CU Mumbers
{;I DDI Numbers
r_l Extemal CLI Details
r_l Directony Settings
e 1 Users
r_l Fieazon Codes
D Call Completion Codes
& Call Connect
Q Haot Cannect
@ Console Connect
« Woice Connect

Description

!ﬁl Manage Main Directory Numbers

|Lngged In |Directnry

&roups

Figure 21 Status Bar Message
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During the time of download, if the user attempts to access the Directory Numbers or Directory

Groups, the following message box appears, reminding the user of the current download status.

x

@ Information currently being downloaded,

Figure 22 Message Box Displaying that Information is still Being Downloaded

4.3.3 Manage Directory Group Details

User can create directory groups and assign devices to them. The users can also select devices
for the Busy Lamp Field. To modify or add Directory Groups, select Arc Connect > On-line

updates > Directory Groups > Manage Directory Groups,

Manage Drectory Grovppetas 2
| Directory Group |
i0efault ;
Delete |
— Directory Group Detailz

[ame: I [ escription: I

Dievizes Ayal able: Device | First Mame [ Initial | Last Mame| Company | Department | Business Mo [Home No [Fax No [ Mobile No | a
|| 3000
|30 | | | | i
|| 3002
|| 3003 | |
| | 3004 *
4| | »

dad || agdel |
Devices Used: | Device [BLF | First Name [Initial | Last Name| Company| Department| Business Mo [Home Mo [ Fas Mo | Mobik
BLF
Check Al |
Clear &l
et ||y | 3
Femayve | Femove Al Mew | pdate |

Exit |

Figure 4-23 Manage Directory Group Details
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To add a New Directory Groups,

1.

o v bk wN

Click New to create a Directory Group.
Enter text in the Name textbox.

Enter a Description.

Add Devices for the new group.

Click Update.

Click Exit.

To delete Directory Group(s),

1.

2
3.
4

Select a Directory Group from the list.
Click Delete.

Click Update.

Click Exit.

To update Directory Group(s),

1.
2.

Select a group from the Directory Group list.
Update/Change the details for that group. Add/Remove devices. Change the BLF status
for the devices included in the group.
Click Update.
Click Exit.
F=
NOTE
Directory Groups can only be updated or modified once all the contacts have

been downloaded from the CT Server. To ensure the download is complete,
you have to view the Status Bar. This is case is similar to that of accessing

Directory Numbers.
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4.3.4 Manage CLI Numbers

CLI Numbers provide the function of on-line update for the CLI numbers. The users can add or

modify the CLI numbers. Select Arc Connect > On-line updates > CLI Numbers > Manage CLI

Numbers,
x]
—CLI Tag P fi
CLI Mumber |.cLi Tag | CLI Reterence Data | lElanlzlotln
Mumber: I
Tag I

Reference Data; I

New | Update |

Delete | Search for; Exit | Help |

Figure 4-24 Manage CLI Numbers

The users can set properties for the CLI Tags by entering the number and Reference Data.

Also the user can search for the CLI Tags already entered in the list.

To add a New CLI Number,
1. Click New.
2. Enter a number in the Number text box.
3. Enter a Tag and Reference Data.
4. Click Update.
5. Click Exit.

To delete CLI Number(s),
1. Select a number from the CLI Numbers list.
2. Click Delete.
3. Click Update.
4. Click Exit.
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4.3.5 Manage DDI Numbers

It provides the function of on-line update for the DDI Numbers. The users can add or modify DDI

Numbers. Select Arc Connect > On-line updates > DDI Numbers > Manage DDI Numbers,

x
— DDl Tag Properties
DD Mumber | DDl Tag |
18002 HFE Fiouting for Qusue Nurmber: |1EDD2
15003 tezt Routing for Queue

Tag: IHFE Fouking for Queue

MHew | pdate I
Delete |Searchfnr:| Exit | Help |

Figure 4-25 Manage DDI Numbers

The users can set properties for the DDI Tags by entering the number and Reference Data.

Also the user can search for the DDI Tags already entered in the list.

To add a New DDI Number,

1. Click New.

2. Enter a number in the Number textbox.
3. Enter a Tag.

4. Click Update.

5. Click Exit.

To delete DDI Number(s),
1. Select a number from the DDI Numbers list.

2. Click Delete.
3. Click Update.
4. Click Exit.

<<T0OC

70




4.3.6 Manage Directory Settings

This tab contains all of the fields for the Contact Details in the list box Available Keywords.
The user selects the desired keywords from this list box and adds them to the Keyword Search
Field list box. These selected keywords will then become the filter criteria in the Keywords text

field for the Main Directory device list page.

Select Arc Connect > On-line updates > CLI Numbers > Manage Directory Settings,

Directory Settings ) x|

— Kewwords Setting

Available Fields: Fepwword Search Fields:

Title -
Initialz

Firzt M ame

Middle M ame

Lazt Mame

Alternate First Mame

Email

Home Address Line 1

Home Address Line 2

Home Address Line 2 B
Home Address Line 4 j

[EEEE

|pdate |
E xit |

Figure 4-26: Manage Directory Settings

4.3.7 External CLI Details

F=

NOTE
Users will only be able to modify/delete the contact fields that have NOT been

mapped for LDAP Synchronization.

It provides the function of online update for the External CLI Details. The users can add or
amend External CLI Details.
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Select Arc Connect > On-line updates > External CLI Details > Manage External CLI Details,

Manage External CLT B x|

e = 1
CLI Properties

Cormpary 23 | Full Mame | | B
First M arne: I

Middle [itial: |

Last Mame: I

Company: I

Department: I

Business 1: I

Busziness 2 I

Huorne:

|
Mobile: |
|

Faw:

User Field 1: |
User Field 2: |
User Field 3: |
Email |

MNew | pdate I
Delete |Search far: Exit | Help |

Figure 4-27 Manage External CLL

To add a New External CLI,

1.

2
3.
4

Click New to create an External CLI.

Enter details for the new contact in the text boxes required.
Click Update.

Click Exit.

To delete External CLI (s),

1.

2
3.
4

4.3.8

Select an External CLI from the list.
Click Delete.
Click Update.

Press Exit.

Users

It provides the functionality of online updating for the users. The users can add or modify the

Users. There are three sections for Users,

1.
2.

Manage Operator Details
Manage Wallboard Details
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3. Manage Supervisor Details

4.3.8.1 Manage Operator Details

The users can set Properties for the Users, their Type, and Options. Select Arc Connect > On-

line upadates > Users > Manage User Details,

Operator Details x|
Tzl s I —Operator Properties
opt] M ame:
opt2
Login Mame: IDF"I
FPazzword: I Bezet Pazzword |
Canfirnation: I

—Operator Options
W Supervisory Access

Security Options | Call Processing I

Operatar Security Options
¥ Allow Intemal Contact Additions ¥ Allow Logout While Calls Are On Hald
¥ &llow Esternal Contact Additions

¥ Allow Contact Deletions

[~ Allow Contact Amendments

Delete | Hew | Wpdate I Exit Help

Figure 4-28 Operator Details

To add a New Operator

1.

2
3
4.
5

Click New to add a new Operator.

Enter Name.

Enter Login Name and Password. Confirm the Password.

Select a Operator Type.

Select options in the Operator Options, Operator Security Options and Call
Processing

Select the Device Type that the operator will log on to. The supervisor can select
between three options, Headset, Handset and User Preference.

a) Headset: If this option is checked then the user will be logged onto the headset.

b) Handset: If this option is checked, user can only logon to the handset.
c) User Preferences: If this option is checked, than user will be able to logon on any of

the device type. This option will be checked by default.
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If the user selects any device option, then the user can only logon using that particular option.

Otherwise an error will be returned by the CT Server.

7. Click Update.
8. Click Exit.

To update an Operator’s details
1. Select an Operator from the list.
2. Details of the selected details will be shown in the window.
3. Update/change the details as required.
4. Click Update.
5. Click Exit.

To delete an Operator
1. Select an Operator from the list.
2. Click Delete.
3. Click Exit.

4.3.8.2 Manage Wallboard Details
It allows the user to set Properties for the Wallboard Users and assign Modules to them.
Select Arc Connect > On-line updates > Users > Manage Wallboard Details,

Wallboard Details x|

— “walboard Froperties

Wwallboard Mame

M ame: I

Lagin Marme: I
Pazzword: I Beset Passwond |
Confirmation: I

Modules 2xvailabls
I Call Connect [~ Waice Connect
[~ Campaign Connect [ ‘wWeb Connect

[~ Consale Connect

Hew lpdate |
[elete | Exit | Help |

Figure 4-29 Wallboard Details
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To add a new Wallboard

I

Click New to add a new Wallboard.

Enter Name.

Enter the Login Name and Password. Confirm the Password.

Select modules for the new Wallboard.
Click Update.
Click Exit.

To update Wallboard’s details

1.

2
3
4.
5

Select Wallboard from the list.

Details of the selected details will be shown in the window.
Update/change the details as required.

Click Update.

Click Exit.

To delete a Wallboard

1.
2.
3.

Select the name of the Wallboard.
Click Delete.
Click Exit.
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4.3.8.3 Manage Supervisor Details

This window allows the user to set Properties for the Supervisors and assign them Modules.

Select Arc Connect > On-line updates > Users > Manage Supervisor Details,

x
e T I ~ Super[)%nr Froperties
ganiel Hame: IE
James Login Name: I-"l
Pazzword: I Beszet Pazzword |
Confirmnation: I

Modules Axvailable
[~ Woice Connect
[~ web Caonnect

¥ Call Connect
[~ Campaign Cornect

I Console Connect

Hew lpdate |

Delete | Exit | Help |

Figure 4-30 Supervisor Details

To add a new Supervisor

1.

o Uk wN

Click New to add a Supervisor.

Enter Name.

Enter Login Name and Password. Confirm Password.
Select Modules Available.

Click Update.

Click Exit.

To update Supervisor’s details

1.

2
3
4.
5

Select Supervisor from the list.
Details of the selected details will be shown in the window.
Update/change the details as required.
Click Update.
Click Exit.
<<TOC

76




To delete a Supervisor
1. Select a Supervisor.
2. Click Delete.
3. Click Exit.

4.3.9 Reason Codes

It provides the functionality of online updating for the Reason Codes. The users can add or

modify them. There are two sections for Reason Codes,

1. Manage Break Periods Reason

4.3.9.1 Break Periods Reason

In this window the users can add break reasons for the long periods, the User and Operators will

be unavailable. Select Arc Connect > On-line updates > Reason Codes > Manage Break Periods

Reason,

Break Periods Reason

Break Code I Break Description

BRPM On Lunch.
BRPOZ2 Out of the office.
BRPOZ Urgent work.

Delete |

— Break Reazon Properties

Ciode; EFR PO

Dezcription: [On Lunch.

Figure 4-31 Break Periods Reason

To add a new Break Reason,

1. Click New to add a new Break Reason.

2. Enter Code.

3. Enter the Description.
4. Click Update.

5. Click Exit.
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To delete a Break Reason,

1.
2.
3.

Select a Break Reason.
Click Delete.
Click Exit.

To update a Break Reason,

1.

2
3.
4

Select Break Reason from the list.

Change the Code or Description as desired.
Click Update.

Click Exit.

4.3.10 Messaging

This section in the Arc Connect Online updates allows the Supervisor to configure the settings for

Paged messages. The supervisor can make online changes for the messaging functionality

through this tab. The Messaging section consists of the following four tabs:
1.

2
3.
4

Page Request

Page Response

Page Groups

Page Group Contacts
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4.3.10.1 Page Request

This sub-tab allows the Supervisor to create, update or delete groups of messages. Each page
group can contain page requests or messages of similar type.

Page Request

Paae Heauests
Sales
Adriry
335
Najam

To create a page request gro

1. Click the New button.
2.

displayed in Operator’s

— Page Request Details

Display Mame: |Sales
Description;  |Sales

[ Automatically Expand

Paaa HE;UESl Items

1need sale Quote
Majam needs to talk to sales

e |s

ki

3

Priority:

Delete | pdate

Request Dietails

Digplay Name: |\ need gale Ouote

=

Message Text: I\ need cale Quote

v Allow Free Format Message

Add

Feplaze |

Update: |

Close |

Figure 4-32: Page Request

up,

paging window.

In Page Request Details section, enter display name and description. This name is

Select Automatically Expand checkbox. If selected, the group list is expanded in

Operator’s paging window and displays all messages in the group. In this checkbox is

not selected, only page group are displayed to the Operator however, the Operator can
manually expand the group to view page requests or messages.

Requests list.

Press Update to finish. The newly created page group will be displayed in the Page
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5. The order of page request groups in the list can be changes using the Up and Down
buttons. Press Update button after changing the order.
Once a page request group is created, the Supervisor can associate messages to each page

request group.

To add page request item to a page group,

1. In the Page Requests list, select the group to which you want to add a message.

2. In the Request Details section, type the name and text of the page request. The
name and text typed here are displayed on recipient’s IP Phone screen.
Set priority level. A greater number represents lower priority level.

4, Select Allow Free Format Message checkbox. This will enable the operator to add
additional message to the page request.

5. Click Add to finish. The newly created message will be shown in Page Request Items
list.

To amend page request item details,
1. In the Page Request Items list, select the message you want to amend.

2. Make changes and press Replace button.

To change page request order,
1 Select the page group for which you want to change the message order.
2 The messages added to the group will appear in the Requests Items list.
3. Usel® and #!to change order.
4 Press Update to finish.

To delete a page group,
1. In the Page Requests list, select the page group you want to delete.

2. Press Delete.

To amend a page group,
1. In the Page Requests list, select the group you want to amend.
2. Make changes to the group
3. Click Update to save changes.
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4.3.10.2 Page Response
This tab allows the Supervisor to manage Page Replies. These replies are sent in response to
page requests through an IP phone. Page replies can be created, updated and deleted in this

section.

£

Page Response -

M 1~ Page Response Details
gl Display Mame: !msg'l
Message Test: !New message
Mew Wpidate
Delete Llose
Figure 4-33: Page Response
To create a reply,
1. Click New button.
2. Enter display name and message text.
3. Press Update to finish. The newly created reply appears in the Page Response list.
To amend a reply,
1. In the Page Response list, select the reply you want to amend.
2. Amend details and press Update to save changes.
To delete a reply,
1. In the Page Response list, select the reply you want to delete.

2. Press Delete.
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4.3.10.3 Page Groups
The Supervisor can create a page groups in this sub-tab. A Page group is a set of contacts or

page recipients.

x4
Page Group Detals
Page Group: ILahDrE
Delhi Pakistan Description: ILahUre
Region: INDHE _'J
New Update |
Delete Clnze |

Figure 4-34 Page Response

To create a page group,
1. Press New button.-
2. Enter the name and description of the group.
3. Select a Region from the list.
4, Press Update to finish. The newly created page group will appear in the Page Group
list.

To amend a page group,

1. In the Page Group list, select the group you want to amend.
2. Change details as required.
3. Press Update to save changes.

To delete a page group,
1. In the Page Group list, select the page group you want to delete.
2. Press Delete
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4.3.10.4 Page Group Contacts
The Supervisor can associate a contact with a page group with this tab. The Supervisor can also
associate one more contacts to a group. Similarly, contact associations can be created or

removed here.

To associate a contact to a group,

1. In the Page Group list, select a group.
2. Press Add button. This will open a new window.
3. In the new window, select the contact you want to associate with the selected group.

The supervisor can also search a contact from the directory using different search
criteria in this window. Only console contacts can be associated to a group.

4, Press Add. The contact will be added to the selected group and displayed in the
Contacts Used in Page Group section.

5. Press Update to finish.

Page Group Contacts | 3 ﬂ

P l EST i Page Group Details
Page Group: I
Regior: I

i Contacts Used In Page Group
| Extension | Hame | Compary | Department | Region | Cortact Nates
B[ 45545 ad adas dpttt
2| | 2l
add... | Bemove Remove all Update Cloge

Figure 4-35 Page Group Contacts

To remove a contact from group,

1. In the Page Group list, select the group from which you want to remove a contact.
2. All contact associated with the group will appear in the contacts list.
3. Select the required contact and press Remove. The Remove All button removes all

contacts from the selected group.
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4.3.11 Personal Call Park Location

This section in the Arc Connect Online updates allows the Supervisor to configure the settings for
Personal Call Park. The supervisor can make online changes for the call park locations through

this tab. The Personal Call Park Location section consists of the following two tabs:

1. Local Call Parking
2. Remote Call Parking

4.3.11.1 Local Call Parking
When the currently logged in user parks a call, it is parked at local location. The following fields

are configured for such locations:

1. Local: This is the extension number assigned to the Pre CT Gateway that holds the
local parked calls.
2. Resource Group: This is an optional field where you can specify a resource group for

local call parking.

& personal Call Park - 10| =|

— Call Park Location

— Local Call Parking

Locatian: BE10

Default B

BEOunCe El [I:II_JFI
Update |

ok Cancel | Help

Rezource Group:

Figure 4-36 Local Call Park Location

4.3.11.2 Remote Call Parking
Remote call park location is the one from where a user can access calls parked by other users.
The following fields are configured for such locations:
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1. Remote: This is the extension number assigned to the Pre CT Gateway that holds the
remote parked calls.
2. Resource Group: This is an optional field where you can specify a resource group for

remote call parking.

& personal Call Park -0 x|

— Call Park Lacation

— Remaote Call Parking

Loz atiomn: RRZ0

Resource Group:

Figure 4-37 Remote Call Park Location

4.3.12 Presence Management

Presence Status is the current status of an internal contact. Each contact can set a presence
status that can be viewed in the Console Operator’s Internal Directory and Busy Lamp Fields,
thus letting the operator know whether the contact is ready to take calls or not. The

Administrator can create new status and configure the attributes as well.

The supervisor can manage the Presence Status as follows,
1. Select Arc Connect — Online Updates — Presence Managemernt.
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2. Click on Presence Status and the following form will appear,

€9 presence Status Form

Presence Status

Delete | Update

ol x]
7 Statuz Details
Status: IAway [~ Do Mot Distub
When status iz set uzer needs ta specify
ﬂ Expiry Date: I j
ﬂ Ewxpiry Time: I j
&ltemate Mumber: I j
Free Format Text: I j
Hew Update
0K | LCancel | Help |

3. Enter the name to be specified in the Status field.

4. Select the additional attributes (Expiry Date, Expiry Time, Alternate Number and Free

Format Text) that must be specified by the person when changing status.
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Section 5: Console Connect

The fifth folder in the Folder List will be Console Connect. The Console Connect folder
consists of four segments,

1. Monitor Templates

2. Graphical Analysis

3. Reports

4. Online Updates
Console Connect provides information about the Operators’ activities. The Supervisor can view
the Graphical reports as well as the Text-based ones. The Supervisor is also allowed to make

online updates instantly.

5.1 Console Connect Monitor Templates

The Monitor Templates created follow the same steps as described in the previous sections. The
Monitor Templates created in Console Connect are slightly different from the Monitor Templates

of Arc Connectin the sense of Data Items.

Difference between Arc Connect and Console Connect Monitor Templates

The Data Items included all the Users and Queues in all the Arc Connect. In the Console
Connect, the Data Items include only the Console Queues and Operators who can receive the

Console Queue Calls.

5.2 Console Connect Graphical Analysis

The Supervisor can have Graphical Analysed reports based on the historical data. The Graphical

Analysed information in Console Connect includes on the following segments,

1. Queue
2. Operator
3. Overflow
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To run any of these reports, select the B to open the required segment as,

To run a report,

Console Connect > Graphical Analysis > Queue

Console Connect > Graphical Analysis > Operator

Console Connect > Graphical Analysis > Overflow

Once the criteria have been selected, click the Run Report icon [:l/_
Description
g CHEGOT - CHAGTT - Conzole Call detail: by time period
g CNOG12 - CNOG22 - Consolidated console call details by queue
/\
RunReport [ )
From: i \\ Ta:
4 Dictaber 20N v |4 October 2004 b
S M T w T Ng S S M T wW T F 5
1 12
3458?8\9\3458?89
01 12 13 14 15 16 W1 12 13 14 15 16
17 1] 2 22 23 7 o] n o2
24 25 2% 27 28 29 0 NG 6 27 28 29 20
k1l 3
—F'!I'Dimg Selection = —Aband.one.d Call '_E" Minutes Seconds
[izomooem = [irsserd = e o =f
_ ¥ N
— Giraph Settings gsuilﬁ:;hons \
Call Details: - I
lND. of calls j I[ S 3\
Chart Type: = Arival Queus € Deliyerny Gueue
Bar ¥ [ perators:
Period: i LI Run Report
IDa}| 'I
Figure 5-1 Run Report
1. Select the required report from the Description Area.
2. Select the relevant Date, Time, and other setting criteria for the report.
3. Every report has different setting criteria.
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4. Run Report.

A sample graphical analysed report generated is as follows,

|5 craph Consoldated consae call detas by aneue=astresas NN _i5lx
SR\BERE -« «[7 » »n [z T 4 Rgsdb

Call Connect Server
12 Sep 021721

Consolidsted console call details by queus - No. of calls

Arc Sol
Craph: CHN@G14  Page Mo, 1

For: 11 Sep 02

Mumber of Calls

Gueue MName

Data For: 11 Sep 02

Page 1 of ©

Figure 5-2 A sample of Graphical Analysis Report

5.2.1 Tool Bar

The Graphical Analyses report contains a Tool Bar with the following icons,

Control Name Icons

Explanation

Print @

Click to print the graph report.

Copy to Clipboard [a]

Click to copy the graph report. Then manually paste
the graph in a file. The graph report can be pasted in
e Word
e Paint

Size ’E E

The Report page can be resized as required. The
options are,

e Whole Page

e Page Width

e 100%
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Scroll Arrows

These arrows allow Supervisor to move in the graph

report if it is more than one page.

Percentage

Selection

Supervisor can manually enter the required size for the

graph report.

Max. Points per

This is the number of intervals in the graph.

Page

Normal R This icon is clicked by default.
You can click it to view the graph in normal mode.

Rotate 2y Click to rotate the graph along the axis.
You will have to place the cursor on the graph and
rotate it.

Move 1 Click to move the graph in required direction(s).
Move the graph with your cursor.

Zoom @ Click to zoom the graph.

Depth [ || Click to increase or decrease the depth of the graph.

Drag your cursor inwards and outwards for the

required depth.

5.3 Console Connect Reports

Table 5-1

The Reports in Console Connect also generate in the same approach as described and explained

in the Arc Connect Reports. The Report information in Console Connect includes on the following

segments,

1. Over View

2. Queue

3. Operator

To run any of these reports, select the # to open the required segment as,

e (Console Connect > Reports > Over View

e (Console Connect > Reports > Queue

e (Console Connect > Reports > Operator
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Difference between Arc Connect Reports and Console Connect Reports
The Arc Connect Reports involve all the activities information that take place. It shows the
reports including data for all the modules in Arc Connect.

In Console Connect, the reports will include information about the Operators and Queues. The

reports will display the information about the calls specific to the Operators and Queues.

Once the criteria have been selected, click the Run Report icon [:V. This can be chosen from

the icon field at the top of the Arc Supervisor application or as shown above.

Descriptioh
E=ICNOT - Incoming Calls By Date

LE} CN02 - Incoming Calls By Time

F=]CMO3 - Abandoned Calls CLI Report
E=ICMO4 - Call Routing By Date

LZ} CHO5 - Call Routing By Time

@ CHOE - Abandoned Call: Overview By Date

T =i CRINT - Ak znmegd M alls Muarizi P Tira

Aun Report [ \
i~ Date Selection
o To
4 Dctober 2008N\_ 4 October 2004 b
S MOT wW T \ S S M T W T F 5

1 1 2
3 4 5 6 7 & 1 3 4 &5 B 7 8 1
m o112 13 14 15 16 10

112 13 14 15 1B
17 e[ ]2 2 22 23 1wl 22 2z

24 25 26 27 28 29 30 24 27 28 29 0
kil il
— Time Selection —Ahandoned Calls——N :
Frarm To T Hours \Minutes Seconds
|12:DD.U[]AM = 115359 P = : ID EVE |D 5‘
Eranh St — Selections N\
= braph Settings Gusue:
Call Details: Run Report
lNU. of calls j
Chart Tupe:
IBa, vl £+ Amival Queue = Delivery Queue
Period [perators:
Period:
All -
| | =
Figure 5-3 Click Run Report icon to create a report
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To run a report,
1. Select the required report from the Description Area.
2. Select the relevant Date, Time, and other setting criteria for the report.
3. Every report has different setting criteria.
4. Run Report.

A sample report generated is as follows,

=l8lx]
Gh EBEE « «[1 » o [z =

Console Connect Arc Sol
12 Sep 2002 5:30 PM Report Code: CND1 Page Mo.
Calls by Date

From Date: 11 Sep 2002 To Date: 11 Sep 2002

For Queue; HR
Queue Type: Arrival Queue

Calls % Average £
——Answered Abandoned Angwer Time Profile Longest

R Total AnsweradAbandoned AnsweredAbandoned Wiait Talk SWiait 10 20 30 40 40+ Wiait

11 Sep 2002 & 5 o 100.00 0.00 00:00:13 00:00:48 000000 4000 4000 2000 000 000 0O0:00:24

Report Totals 0.00 00:00:13  00:00:48 00:00:00 4000 40.00 20000  0.00

***End of Report™*

|Page 1 of 1 I
Figure 5-4 Sample Report for Console Connect

5.3.1 Tool Bar

Icons Explanation
Print Report E Click to print the report.
Export Report Click to export the report in formats,

e Excel (.xls)

e Cascading Style Sheet (.css)
e HTML (.html, .htm)

e Adobe Acrobat Reader (.pdf)
e Word (.rtf)
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Size ’E E

The Report page can be resized as required. The

options are,

e Whole Page
e Page Width
e 100%

Scroll Arrows

These arrows allow Supervisor to move in the report if

it is more than one page.

Percentage

Selection

The user can manually enter the required size for the

report.

5.4 Console Connect Online Updates

Within the Console Connect, the Supervisor can make On-line Updates in the following segments,

1. Operator Control
Operator Details
Queue Control
Queue Details
Call Filters

Break Hours

o v kW N

5.4.1 Operator Control

The Operator Control provides the On-line Update function to logout an Operator. It has one

option,

1. Log Out an Operator
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5.4.1.1 Log Out an Operator
This is used to log-out an Operator or all Operators. Select Console Connect > On-line updates >

Operator Control > Log Out An Operator

The following window will appear,

Opetator Logouk x|

I — Operator Details

Logged In Operatars

Full M arne; I

Active Queues:

Log [t Log Dut Al Exit Help

Figure 5-50perator Logout

To logout an Operator,
1. Select the Operator from the Logged In Operators list. The names of the Queues that

the Operator is currently logged-in to will be shown.
2. Click Log Out if Logging-out one Operator. If logging out all Operators, there is no need
to select Operator names as in step 1. Simply click Log Out All.
3. Click Exit.
After any On-line Update, an information window will be shown,

x

@ Cperator has been logged out successFully,

Figure 5-6 Message for logout

This window confirms that the changes have been made. Click Ok.
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5.4.2 Operator Details

The Operator Details function provides the following on-line update possibilities.

1.

2. Manage Operator Groups

Manage Operator Queues

5.4.2.1 Manage Operator Queues

The Supervisor can change the Operator’s Queues in the following ways:

Select Console Connect > On-line updates > Operator Details > Manage Operator Queues,

Manage Operator Queues,
1.

o v h W N

Manage Operator Queues

Operator Name

| Queue Count |

oopP

1

— Dperator Queue Properties

X

Available Queues

Operator Queues

iHR

I \_Ip
{m
0

Hemave

pdate

Exit |

Help

Figure 5-7 Manage Operator Queues

Click on the name of the Operator from the Operator Name list. This will automatically

display the Operator’s Queues.

Select from the Available Queues list.

Click Add.

To remove a Queue from Operator, Select a Queue and click Remove.

Click Update.
Click Exit.
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5.4.2.2 Manage Operator Groups

The Supervisor can change and manage the Operator’s Groups.

Select Console Connect > On-line updates > Operator Details > Manage Operator Groups,

& Manage Operator Groups 3

Operator Mame

| Group Count |

=101 %]

— Operator Growp Properties

oop

1

Available Groups

Operator Groups

Drefault

Add

Hemmawve

pdate |

Exit

Help

Manage Operator groups,

Figure 5-8Manage Operator Groups

1. Select the Operator from the Operator Name list. This will automatically display the

Operator’s Groups.

5.4.3 Queue Control

The Queue Control provides the following on-line update functions,

1. Take a Queue Out of Service.

2. Put a Queue in Service.

2. Select from the Available Groups list.

3. Click Add.

4. To remove a Group from Operator, Select a Group and click Remove.
5. Click Update.

6. Click Exit.
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5.4.3.1 Take a Queue Out of Service

This function allows the Supervisor to take an existing Queue out of service.

Select Console Connect > On-line updates > Queue Control > Take a Queue Out of Service,

Take a Console Queue Out of Service N

Active Hueues

HR

x|

— Hueue Detailz

Mame: IHH
Redirection
Type: I Cueue

Crestination: I Mone

De-Activate

De-Activate ﬁlll Esit

Figure 5-9 Take a Queue out of Service

To take a Queue out of service,

1.

A

Select the Queue from the list.

Set the Redirection type if there is none set before.

Click the De-Activate button.

To de-Activate all the Queues, click the De-Activate All button.

Click Ok on the message screen.
Click Exit.
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5.4.3.2 Put a Queue in Service

This function allows the Supervisor to put an existing Queue in service.

Select Console Connect > On-line updates > Queue Control > Put a Queue in Service,

Put a Console Queue In Service

X

- — Queue Details
Inactive Queues |

&

Activate I Activate Al E xit Help

Figure 5-10 Put a Console Queue in Service

To put a Queue in service,

1.

2
3
4.
5

Select the Queue from the list.

Click the Activate button.

To activate all the Queues, click the Activate All button.
Click Ok on the message screen.

Click Exit.

5.4.3.3 Put Queue in Emergency Mode

This feature allows the users to put the Console Queues in Emergency mode. The Supervisor can

select any queues from here and put them into the emergency mode. The supervisor application

requests the CT Server to declare emergency for the selected Queue(s). The CT Server then

notifies all the connected User applications about the emergency status of these queues, the

Applications will change the status of these queues to denote their Emergency status.

Put a Queue In Emergency Mode x|

| Queue Details

Active Queues

Sales Marme: |Sales

De-Achvate I De-Activate Alll Exit Help

Figure 5-14 put a Queue in Emergency mode
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To put a Queue in emergency

1.

2
3
4.
5

Select the Queue from the list.

Click the De-Activate button to put the selected queues into Emergency mode.
To put all the Queues in Emergency mode, press the De-Activate All button.
Click Ok on the message screen.

Click Exit.

5.4.3.4 Take Queue out of Emergency mode

This feature allows the Supervisor to take the Console Queues out of Emergency mode. The

Supervisor requests the CT Server to take the selected queues out of the Emergency mode and

put them into Service. The CT Server in turn notifies all the connected applications to take out

the selected queues out of the Emergency Mode.

| Queue Details

Inactive Husues

N I

Activate | Lctivate Al Ezit Help

Figure 5-15 Take a Queue out of Emergency mode

To take a Queue out of Emergency mode,

1.

2
3
4.
5

5.4.4

Select the Queue from the list.

Click the Activate button to take out the selected Queue from the Emergency mode.
To put all the Queues out of the Emergency mode, click the Activate All button.
Click Ok on the message screen.

Click Exit.

Queue Details

The Queue Details function provides the following on-line update to Manage Console Queue

Details. It has one segment,

1.

Manage Queue Details
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5.4.4.1 Manage Queue Details

To change the details of an existing Queue, Select Console Connect > On-line updates > Queue

Details > Manage Queue Details,

Manage Console Queue Details

(ueue Mame |
Conzale

x|

— Queue Properties

v Automatic Distribution —
MName: Im * Longest Waiting
Locatior: 1505 " Circular
r— Overflow Properties
Owerflow Type I Destination Type I Destination I [ ata |
tax Call'w/ aitin... Mone Maone 00:00:00
Max Calls MHaone MHaone 1]
Mo Agents Hone Mone [NE
Fanward Destination Type: I Maone j
Fornward Destination: INone j
Hows Minutes Seconds
Ovwerflow O ata: ID :’D_ﬂﬂ_ill

i | Hep |

Figure 5-11 Manage Queue Details

To add Queue Details,

1. Enter Name and Location.

N oy s wN

Click Update.

To change Queue Details,

Select Overflow Properties.

Enter value for the Overflow Data.

Select an option from the Forward Destination.

Select an Automatic Distribution, Longest Wait or Circular.

Select an option from the Forward Destination Type.

1. Click on the name of the Queue from the Queue Name list. This will automatically

display the Queue properties.

2. Change the Queue properties as required.

Click Update.
Click Exit.
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5.4.5 Call Filters

The Call Filters section provides the function to update for the Call Filters and the Routing Tag

Groups online.

5.4.5.1 Manage Call Filters

The Supervisor can use Mange call filters to route incoming calls to their intended destination.

To Create a New Call Filter, Select Console Connect > On-line updates > Call Filters > Manage

Call Filters,

Manage Console Call Filters T

Console Qusue Name I

x|
i~ Call Filter Properties

Avallable Filters |
Resource Group: l j

e |
Number: I

Updat
Faouting Tag: I ﬁl
Salutation: I Deete |
PFrictity: Iﬂ j
Call Filter Type | Numbarl Raouting Tag | Priciity | 5alutation | Resource Groupl

Exit

To add a Call Filter,

1. Select the Queue from the Queue Name list.

Click New.

o U bk wN

Figure 5-12 Manage Console Call Filters

Enter the number in the Number text box.

Select the type of filter from the Available Filters list.

Select the relevant Resource Group from the drop down box.

Enter the required text in the Routing Tag text box. Ensure that all required Operator

applications have the routing tag enabled in their call information to display this text.

7. Click Update.

<<T0OC

Arc Connect Supervisor User Guide

Version 4.1

101




8.

Click Exit.

E=
NOTE
Multiple filters can apply to a single Queue, i.e. there may be multiple

numbers sent to a single Queue.

To delete a Call Filter,

1.

2
3.
4

Click on the name of the Queue from the Queue Name list.
Select the filter to be removed.

Click Delete.

Click Exit.

Types of Filter

There are nine filters assigned to a Queue.

CLI exact match filter: Any calls with this exact CLI will be sent to the required
Queue.
CLI pattern match filter: Any calls matching this CLI pattern will be filtered to the
required Queue. For example, all calls that are CLI begin with 02084* will be filtered to
the required Queue.
DDI exact match filter: Any calls matching this DDI will be filtered to the required
Queue.
DDI pattern match filter: Any calls matching this DDI pattern will be filtered to the
required Queue. All calls that's DDI begins with 100* will be filtered to the required
Queue.
Divert exact match filter: All calls that have been diverted from a device to any Pre
CT Gateway, will arrive in the Queue in which this filter is applied.
Divert external call filter: All External calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert filter will arrive in the Queue
in which this filter is applied. User does not need to give any number in case of this filter.
This filter will be applied only once in any call queue in the system.
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7. Divert internal call filter: All internal calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert filter will arrive in the Queue
in which this filter is applied. User does not need to give any number in case of this filter.
This filter will be applied only once in any call queue in the system.

8. Divert pattern match filter: All calls that have been diverted from a device (with a
number that matches the pattern given in this filter) to any Pre CT Gateway, will arrive in
the Queue in which this filter is applied. If user has given a number i.e. 300 in this filter
then all calls from 3005 and 3006 diverted to a Pre CT Gateway will arrive in this Queue.

9. No call Divert match filter: All calls that have been diverted from a device to any Pre
CT Gateway and could not be caught by any divert filter will arrive in the Queue in which
this filter is applied. User does not need to give any number in case of this filter. This
filter will be applied only once in any call Queue in the system. This filter will work in the

absence of Divert internal call filter and Divert external call filter.

5.4.5.2 Manage Routing Tag Groups

This provides the function of on-line update for the Routing Tag Groups for the Console
Connect Queues and the filters for Queues. Supervisor can add or remove Routing Tag Groups
for the Queues and the filters for Queues. To amend Routing Tag Groups, Select Console

Connect > On-line updates > Call Filters > Manage Routing Tag Groups,

€& Manage Routing Tag Groups _ i ;lglﬁl

LI — Dperator Group Properties

Queue: IHH

Available Groups I
Call Routing Tag | Group Count | Default
iHA Fouting for Queue 1 i

fdd

Operator Groups l Bemove |

Update |

Exit | Help |

Figure 5-13 Manage Routing Tag Groups
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To amend the Routing Tag Groups for Queues,

1. Select Queue from the drop down list. Routing Tag for that Queue and all the routing
tags for the filters in that Queue will be populated in the box below.

2. Select a tag from the Call Routing Tag list.

3. To add a Routing Tag Group, select a group from the Available Groups list to
Operator Groups list. Click the Add button.

4. To remove a Routing Tag Group, select a group from the Operator Groups list to
Available Groups list. Click the Remove button.

5. Click Update.

6. Click Exit.

5.4.6 Break Hours

All the Queues can be given breaks for hours and days of operation. This page sets up the times
and days of operation for each Console Connect queue. It allows specific days of the week and
dates to be entered for when a queue will not operate, i.e. Sunday, Christmas Date.
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To amend Break Hours, select Console Connect > On-line updates > Break Periods > Manage

Break Hours, the following window will open,

Manage Break Hours x|

— Breaks — Break Froperties
Lisiehia s & Dete [ 9/17/2003 v
— Days
- - ) Day IWednesday 'i
Dray | Start Time | End Time | Reazon
~ Reason ————————————
Start Time: [ 120000 & =
End Time:  [12:00.0084 =4
i Dates  Owerflow
Date | Start Time | EndTime | Reason Forward Destination Type:
lNone j
Forward Destination:

[elete | Hew | lpdate |

Bi | Hep |

Figure 5-14 Manage Break Hours

To add new Break Hours for Days,

—

Select the Queue Name from the drop down list.
Click the New button.
Select Day radio button.

Select the Day in which Break is required on weekly basis

2

3

4

5. Select Reason for the Break.

6. Set the Break Properties. Select the Start and End Time of the Break.

7. Set a Forward Destination where calls would be forwarded during the Break Hour.
8

Click Update button.

To add new Break Hours for Date,
1. Select the Queue Name from the drop down list.
2. Click the New button.
3. Select Date radio button.
4. Select the Date for the Break.
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Select Reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

To delete a Break Hour period,

1.

2
3.
4

Select the Queue Name from the drop down list.

Select the Break Hour period from Day or Date section.
Click Delete.

Click Exit.

To update a Break Hour period,

1.

2
3
4.
5

Select the Queue Name from the drop down list.
Select the Break Hour period from Day or Date section.
Update/Change the Break hour period.
Click Update.
Click Exit.
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Section 6: Voice Connect

The sixth folder in the Folder List is Voice Connect. The Voice Connect folder consists of three
segments,
1. Monitor Templates
2. Graphical Analysis
3. Reports
4. Online Updates

Voice Connect provides information about the Voice Sessions. The Supervisor can view the
Graphical reports as well as the Text-based reports. The Supervisor is also allowed to make

instant online updates.

6.1 Voice Connect Monitor Templates

The created Monitor Templates follow the same steps as described and explained in Section 4,
topic 4.1, Monitor Templates. The Monitor Templates created in Voice Connect are slightly

different from the Monitor Templates of Arc Connectin the sense of Data Items.
Difference between Arc Connect and Voice Connect Monitor Templates

As explained in the topic 4.1 Monitor Templates of Arc Connect, the Data Items included all
the Users and Queues in all the Arc Connect. In the Voice Connect, the Data Items include only

the Voice Sessions.

6.2 Voice Connect Graphical Analysis

The Supervisor can have Graphical Analysed reports based on the historical data. The Graphical
Analysed information in Voice Connect includes on the following segments,
1. Overview
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2. Session
3. Night Service

4. Over Flow

To run any of these reports, select the H to open the required segment as,

Once the criteria have been selected, click the Run Report icon

Voice Connect > Graphical Analysis > Session

Voice Connect > Graphical Analysis > Over View

Voice Connect > Graphical Analysis > Night Service

Voice Connect > Graphical Analysis > Over Flow

w .

Description

g WGOT - Woice port utilization for a period

G WEOZ - Voice call: for a period

/\

Run Report [ )
. ;
From: To:
1 Dctober 2084 3 1 October 2004 3
5 M T W TNL S 5 M T W T F §
1 1 2
3 4 5 6 7 8 1 3 4 &85 B 7 8 1
o o1 12 13 14 15 18 o 11 12 13 14 15 16
17 1w 2 o2 23 7o ] 2 2 2
24 25 26 27 28 29 0 2 26 27 28 29 30
il il
i~ Time Selection —Abandoned Calls— : =
From: To: P HouMN fMinutes Secotids
frer. Timne:
[zonooam = [iisssarm = e |
 Selecti N
r— Graph Settings g;ﬁ:;mns \
[Zall Details; I B\
Chart Type: & Arival Queue ¢ Delivery Queue
Bar - .fl\l_ggnt'
Period: Al LI
|Da_l,l 'l

Figure 6-1 Run Report

\ Run Report
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To run a report,

1. Select the required report from the Description Area.

2. Select the relevant Date, Time, and other setting criteria for the report.

3. Every report has different setting criteria.

4. Click to run report.

A sample graphical analysed report generated is as follows,

ry - ao1x
SRERRE« «[1 » » [Bz dARGHnaln

Call Connect Server
28 Apr318:15

Consolidated call details by session - No. of calls
For: 29 Apr 03

Arc
Graph: WCQG14  Page

Mumber of Calls
w

Figure 6-2 A sample of Graphical Analysis Report

6.2.1 Tool Bar

The Graphical Analyses report contains a Tool Bar with the following icons,

Control Name Icon Explanation
Print @ Click to print the graph report.
Copy to Clipboard [a] Click to copy the graph report. Then manually paste
the graph in a file. The graph report can be pasted in
e Word
e Paint
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Size

EEE

The Report page can be resized as required. The

options are,

e Whole Page
e Page Width
e 100%

Scroll Arrows

These arrows allow Supervisor to move in the graph

report if it has more than one page.

Percentage

Selection

Supervisor can manually enter the required size for the

graph report.

Max. Points per

The number of intervals at the Y-axis and X-axis.

Page

Normal [ This icon is clicked by default.
You can click it to view the graph in normal mode.

Rotate 2y Click to rotate the graph along the axis.
You will have to place the cursor on the graph and
rotate it.

Move 1 Click to move the graph in required direction(s).
Move the graph with your cursor.

Zoom Click to zoom the graph.

Depth [ | Click to increase or decrease the depth of the graph.

Drag your cursor inwards and outwards for the

required depth.

6.3 Voice Connect Reports

The Reports in Console Connect also generate in the same approach as described and explained

in the Arc Connect Reports, Section 4, and topic 4.2. The Report information in Voice Connect

includes on the following segments,

1. Over View

2. Session
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To run any of these reports, select the B to open the required segment as,
o Voice Connect > Reports > Over View

o Voice Connect > Reports > Session

Difference between Arc Connect Reports and Voice Connect Reports
The Arc Connect Reports involve all the activities report information that takes place. It shows

the reports including data for all the modules in Arc Connect.

In Voice Connect, the reports will include information about the Sessions. The reports will display

the information about the calls specific to the voice Sessions.

Once the criteria have been selected, click the Run Report icon m/. This can be chosen from

the icon field at the top of the Arc Supervisor application or as shown above.

Deescription
LEICTM - CLI Call Tracking

‘@ CTO2 - CLI Call Tracking Summary

‘% CTO3-DDI Call Tracking

(% CTO04 - DDI Call Tracking Summary

@ CTO5 - External Transfer Tracking Report
< Run Report [ /{
b Colect

From: \ To
1 October 2004 \ b 1 October 2004 3
S M T W T F § S M T W T F §
12 12
i 4 5 & 7 8 19 E 7 8 3

m 11 12 13 14 15 16

17 e 20 2 23

24 25 2% 27 28 23 30

25

il il
— Time Selecton ————— | [ &bandoned Call N\
Erarn: Ta: e Hours  Minudsg Seconds
- er Time: I AI | 3
I‘I2:DD:DDAM i— 11:59:59 P -_-j A [ L
— Selecti N
— Graph Settings————————————— CLﬁ S \\ Run Report
LCall Details I
Chart Type & Arival Dueus £ Deliver Hueue
|Bar ¥ I -":ljggn"
Feriod: ) l‘
|Day VI

Figure 6-3 Click Run Report icon to create a report
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Every report has different setting criteria.
4. Run Report.

A sample report generated is as follows,

L | &%

2 @AE « ([T

Select the required report from the Description area.

Select the relevant Date, Time, and other setting criteria for the report.

Voice Connect
29 Apr 2003 7:21 PM

Calls by Date

From Date: 29 Apr 2003 To Date: 29 Apr 2003

Arc
Report Code: WC01 Page Ho. 1

Callz k)

Diate Total Answered Abandoned Answered Abanconed

Average
Anzwerend
Wiait Duration

Abandoned
Wiait

Longest
Wizt

29 Apr 2003 5 o 5 0.00 100,00

00:00:00

00:00:00 00:00:10 00:00:00

Report Totalg 3 o S

***End of Report™*

| K4
ﬁge 1of1 v
Figure 6-4 Sample Report
6.3.1 Tool Bar
Control Name Icon Explanation
Print Report Eh Click to print the report.
Export Report Click to export the report in formats,
e Excel (.xls)
e Cascading Style Sheet (.css)
e HTML (.html, .htm)
e Adobe Acrobat Reader (.pdf)
e Word (.rtf)
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Size IE E

The Report page can be resized as required. The

options are,

e Whole Page
e Page Width
e 100%

Scroll Arrows

These arrows allow Supervisor to move in the report

if it is more than one page.

Percentage

Selection

Supervisor can manually enter the required size for

the report.

6.4 Voice Connect Online Updates

Within the Voice Connect, the Supervisor can make On-line Updates in the following segments,

1. Messages

Voice Scripts

Voice Sessions

In Queue Messages
Call Filters

Break Hours

o Uk W N

6.4.1 Messages

This section allows a supervisor to record messages. A Message is composed of phrases. Here

the user can record phrases to create messages. Through the messages function, the user can

perform the following,
1. Manage Phrases

2. Manage Messages
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6.4.1.1 Manage Phrases
The manage phrase section allows the supervisor to record or play a phrase for a particular
device. To record or play a particular phrase, the supervisor must be connected to that device.

To manage the phrases, select Voice Connect > On-line updates > Manage Phrases. The

following window will appear.

X

LI r— Phrase Dption:

Phraze Type: ! Uszer Phrages

Phraze D escription Phraze Description: Iin the queue

Angwered Shartly, Thank pou fo Device: |3931 Cotinect |

in the queue

Mot Understood
rour call is P Flay I Stop | @ Fecod |

Your call will be answered in.

Status: | Connected

Delete | Exit | Help |

Figure 6-5 Manage phrases

1. Select the type of Phrase from the Phrase type drop down box.
2. The list of available phrases will be displayed in the Phrase Description text area.
3. Enter the device on which the phrase is to be recorded or played in the Device text box

and press the Connect button.
4. The selected device will be displayed in the text box Phrase Description.

5. To play the phrase, click the _» e | pytton.
6. To record the phrase, click the '_Bm'dJ button.

6.4.1.2 Manage Messages
The manage messages section allows the supervisor to record or play a message for a particular

device. To record or play a particular message on a device, the supervisor must be connected to
that device. To manage the phrases, select Voice Connect > On-line updates > Manage

Messages
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The following window will appear

Manage Messages T il
i Message Properties
Meszages |
Answered Shortly. Thank you fo Mezzage Description: IF!equest nat understood

iHequest not understood H
our callis [MUMBER] in the Start Phrase:

“Your call will be answered in INUt Understaod ;I
Message Type: |standard =
End Phrase: INC'”E ;I

Test Walue: ID ﬂ
Local Dievice: |393‘I Connect |

Py | oo |
Status | Connected
Detete | Mew | e |
. 50 ||

Figure 6-6 Manage Messages

Enter the device number in the Local Device text box and press the Connect button.
Select the desired message displayed on the left.
Enter Description of the current messages.

Enter a single or multiple phrases in Start Phrase.

A

Select a Message Type. It can be Standard, Estimated Answer Time or Queue

Position.

o

Enter the final part of the phrase(s) in End Phrase.
7. Select a Test Value. This selects a value for testing the new IQP or EAT message. The

value 1 — 60 and First to sixtieth is supported.

Eom

Start Phrase: ‘Your call is...
Message Type: Queue position
End Phrase: ‘in the Queue...’
Test Value 3
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8. To play the phrase, click the _» e | pytton,
9. To record the phrase, click the ﬂl button

6.4.2 Voice Scripts

Voice Scripts allow the user to set up multi-level auto attendant. A box within a script can either

simply play a message and route the call or it can require a caller to make a decision to help

route their call to it's final destination. Single digit tones can be used within a script. The

supervisor can manage the Voice scripts by selecting Voice Connect> Online updates> Voice

Scripts> Manage Voice Scripts

The following window will appear

Manage Yoice Scripts -'3: 3 5'
r~ Script
Yoice Scripts E :
Descriptian; I
Script Tree: c(l: My script

Delete | Open

New | Update |

Delete

Eloperlles

Exit Help

Figure 6-7 Manage voice scripts

Clicking New will create a new script and a Script Starting Box will be opened

Script Starting Box

Starting Box Detail

Mame: ||

Type: I

LCancel |

Figure 6-8 Script starting box
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W e N v ok

Enter the Name of your script.

Enter the type of the script required to display. The options are Message Box or
Decision Box. Selecting Message Box and Ok will produce an icon on the script
tree section.

Highlighting this icon and selecting properties will produce the Box entry form,

2|

i~ General

IHeception

Description: IHeception Meszagd

Greeting Message: IAnswered Shortly. Thank 'l
IMessage Box

M ame:

Box Type:

r— Follovs On D etails
IEnd Script 'l

Action:

Details:

Lancel |

Figure 6-9 Reception

Reception window opens up.

Enter Name of the script.

Enter the Description of the script.

Enter the Greeting Message, which the caller will hear at the time of calling.
It displays the default Box Type.

Select an Action how the call will be processed once the greeting has played.

. Select Details. These are the details of the action. E.g. if the selected Action is

transfer to extension, the details section will show a list of all available extensions.
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11.

12
13

14.

15
16

17

18.
19.

20.

21

22,

23

Selecting Decision Box and Ok will produce an icon on the script tree section.

Highlighting this icon and selecting properties will produce the Box entry form,

2|

Figure 6-10 Test

Enter Name of the script.
Enter the Description of the script.
It will display the default Decision Box.
Select a Greeting Message that the caller will hear.
In the Digit Options, note that there are 12 possible digits (1 to #), each
representing the digits on a telephone keypad. Action and details, this decides the
type of destination for the call.
For multi level auto attendants select Goto Box. The New button will be
highlighted. Now you can create a new box. Once the box is created, it can be edited
from the main Voice Scripts tab; any existing boxes will be listed in the details
section.
Select an User from the list of the currently configured Users in Transfer to User.
Select a Queue from the list of the currently configured Queues in Transfer to
Queue.
The call will be transferred to the device number that is in the Transfer to Device
you entered in the Details section. This can be an internal or external nhumber.
For the End Script, the caller will be sent back to the Arc Connect gateway. This is
mainly used for an in Queue script; the caller will be returned to the queue they
came from.
Invalid Digits. If the caller presses a digit that has not been configured, i.e. this
digit has an action setting of None then the actions of the invalid digits section will
apply.
Maximum Retries. This is the number of attempts that a caller has to enter the
correct response.
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24.
25,
26.
27.

28.

29.
30.

=

Message. The message that is played after a caller has pressed an invalid digit.
Action. This action will occur when the maximum retries limit has been exceeded.
Details. The destination for the action.

Time Out. This is the action that will be followed if the caller does not press
anything. This is also useful if the caller is using a pulse dial phone.

Time out X seconds. The duration of time in seconds that the script will wait
before the Action will operate.

Action. The required action upon timeout.

Details. The destination for the action.

NOTE

Please note that once a voice script is updated by using the Update button it will

become live on your system. A script change only will not require you to stop and

start your Arc Server.

6.4.3 Voice Sessions

Voice sessions associate voice scripts with the queues. Calls coming into any of the voice sessions

are directed to voice server so that the associated voice script can be played. To manage the

voice sessions, select Voice Connect> Voice Session > Manage Voice Sessions.
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The following screen will appear

Session Mame

— Seszion Properties

Mame: I
Location: |

Script: |

— Overflow Properties

Overflow Type | [restination Type I Drestination

Forward Destination Type: INona ’I
|N0na 7!

Hours Minutes Seconds

Overflow Data: lﬁ_i‘lﬁ_‘i‘[ﬂ_ﬁ

Fonward Destination:

| [ ata I

Update |

Exit I

Help

Figure 6-11 Manage voice session details

1. Once a voice script has been constructed, this screen will allocate a location number to it

in the same manner as the allocation of a location number to a Queue. Note that

overflows options can be configured in the same way as a Queue.

2. Enter the Name of the Session e.g. Welcome.

w

this queue. This number cannot be edited.

v oo N v ok

6.4.4 In Queue Messages

Select the overflow data.

Click Update when done.

Select the script description from the Script dropdown box.
Next select the Overflow properties.
Select the forward destination type.

Select the forward destination.

The next field is the Location. This is the number that will be dialled internally to reach

In-Queue Messages informs caller about their current status in the particular queue. This section

contains the section

1. Manage In Queue Messages
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6.4.4.1 Manage In Queue Messages
Select Voice Connect> Online Updates> Manage In Queue Messages. The following screen will

appear

showmess x|
— In Queue Message Properties

| {* Play Message IYour calliz [MUMBER] in the

Play Time I Message Description

Ll Led

" Play Script I

Start Playing After: |2 ﬂ min(s] |1 3" secls]
Repeat Eveny: IU il'lmin[s] 1] iIJ secs]

Repeat For: |0 iij minfz] [0 ﬂ secfz]

Delete | Hew | Update |

Bit | Hep |

Figure 6-13 Manage In queue messages

To set voice messages on the listed queues,

1. Click the New button.

2. Select the desired queue from drop down box. This drop down box will display the list of
available Console queues.

3. Select the required message or script to be played from the Play Message or Play
Script drop down box.

4. Select the time after which the message would be started playing.
Select the time after which the message would be repeated and also select its duration.

6. Click the Update button when done.

6.4.5 Call Filters

Voice Call Filters work in the same way as Console Queue Call Filters. Any filters entered here will
result in these calls being routed to the Voice Session. The Call filters have a section
Manage Call Filters.
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6.4.5.1 Manage Call Filters

To manage the call filters select Voice Connect> Online Updates> Manage Call Filters. The

following screen will appear:

Manage Call Filters i x|

“Woice Session

| — aoice Call Filker Properties

Awailable Filters =

DDl exact match filker

DD pattermn match filter
Mivert rract mateh filker —vJ [ e |
Mumber: I
Update |
Fouting Tag: I
Delete
Call Fiter Type | Cal Fiter Match | Routing Tag__| i]

Help

Figure 6-14 Manage call filters

This section is used to filter incoming calls to their intended destination.
Highlight the session that is the required destination.

Enter the number criteria in the Number text box.
Enter the required text in the Routing Tag field. Ensure that all required User

applications have the routing tag enabled in their call information to display this text.

1.
2.
3. Highlight the required filter.
4.
5.
6.

CLI exact match filter:

CLI pattern match
filter:

DDI exact match filter:

DDI pattern match
filter:

Select a filter from Types of filter.

Any calls with this exact CLI will be sent to the required
Queue.
Any calls matching this CLI pattern will be filtered to the
required Queue. For example, all calls that are CLI begin
with 020849884* and are filtered to the required Queue.
Any calls matching this DDI will be filtered to the required
Queue.
Any calls matching this DDI pattern will be filtered to the
required Queue. All calls that’s DDI begins with 020849884*
will be filtered to the required Queue.
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Divert exact match
filter

Divert external call
filter

Divert internal call
filter

Divert pattern match
filter

No call Divert match
filter

All calls that have been diverted from a device to any Pre CT
Gateway will arrive in the Queue in which this filter is
applied.
All External calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert
filter will arrive in the Queue in which this filter is applied.
User does not need to give any number in case of this filter.
This filter will be applied only once in any call queue in the
system.
All internal calls that have been diverted from a device to
any Pre CT Gateway and could not be caught by any divert
filter will arrive in the Queue in which this filter is applied.
User does not need to give any number in case of this filter.
This filter will be applied only once in any call queue in the
system.
All calls that have been diverted from a device (with a
number that matches the pattern given in this filter) to any
Pre CT Gateway will arrive in the Queue in which this filter is
applied. If user has given a number i.e. 300 in this filter then
all calls from 3005 and 3006 diverted to a Pre CT Gateway
will arrive in this queue
All calls that have been diverted from a device to any Pre CT
Gateway and could not be caught by any divert filter will
arrive in the Queue in which this filter is applied. User does
not need to give any number in case of this filter. This filter
will be applied only once in any call queue in the system.
This filter will work in the absence of Divert internal call filter
and Divert external call filter
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P NE

field.

5. This number will vary according to the DDI digit presentation of the
switch. I.e. if the full DDI number is 020 8498 7904, then the switch

e

Select New.
Highlight the session Welcome.
Select DDI exact match filter.
Enter the DDI number that will be used for Welcome into the Number

will present 7904 if four digit presentation is used.
6. Enter the required text into the routing tag field.
7. Multiple filters can apply to a single session.

6.4.6 Break Hours

It sets up the times and days of operation for each Voice session. It allows specific days of the

week and dates to be entered for when a Queue will not operate, i.e. Sunday, Christmas Date.

The break hours section contains the following option

Manager Break Hours

6.4.6.1 Manage Break Hours

Select Voice Connect > Online Updates > Manage Break Hours. The following window will appear

Manage Break Hours =

— Breaks

— Break Properties

X

Queue Mame: I J
— Days
" Day IFrida_l,' 'i
Diay | Start Time | End Time | Reazon
—Reason ——————————
INight Service j
Stat Time:  [1200008M  —=
EndTime:  [1200:004M =
i~ Dates i~ Overflow
Date | Start Time | End Time | Reason Forward Destination Type:
INone j
Forward Destination:
[Delete | HHew | Update |
Bt | Hep |

Figure 6-15 Manage break hours
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To Add New Break Hours for Days,

Select the Voice Session Name from the drop down list.

Click the New button.

Select Day radio button.

Select the Day in which Break is required on weekly basis.

Select reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

Newly added Break Hour will be seen in the list.

WooNOURAWNE

Note:

1 Start Time and End Time in Reason section depend on time settings as defined
in Regional Settings (Windows 98) or Regional Option (Windows 2000) in
Control Panel.

2 The default setting for Overflow section is as follows,
Forward Destination Type: Device

Forward Destination: 100
The user is required to change these settings according to requirements and available
devices.

To Add New Break Hours for Dates,

Select the Voice Session name from the drop down list.

Click the New button.

Select Date radio button.

Select the Date for the Break.

Select reason for the Break.

Set the Break Properties. Select the Start and End Time of the Break.

Set a Forward Destination where calls would be forwarded during the Break Hour.
Click Update button.

Newly added Break Hour will be seen in the list.

WoONOUIAWNE

1. Start Time and End Time in Reason section depend on time settings as defined in
Regional Settings (Windows 98) or Regional Option (Windows 2000) in Control Panel.

2. The default setting for Overflow section is as follows,
a. Forward Destination Type. Device
b. Forward Destination. 100
¢. The user is required to change these settings according to requirements and
available devices.
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Section 7:

Appendices

7.1 Appendix 1: Running a Report with the Arc Supervisor Application

When a report folder is opened, the reports associated with that folder are shown in the

Description field. A number of report criteria are also displayed, as shown below. Not all report

criteria are available for selection with each report. The ‘unavailable criteria’ is shown greyed-out.

Fun Report  [5r
i Date Selection
Fram; To:
1 October 2004 k| 1 Dctober 2004 3
S M7 w T F 5 5 M T T F 5§
1 2 1 2
3 4 5 B ¥ 8 9 3 4 5 78 19
m 1 12 13 14 15 16 0 1M 12 13 14 15 16
17 1wz 21 2 = 17 o[ 2 22 o2
24 25 2B 27 28 29 30 24 25 B 27 28 29 30
il il
 Time Selection Abandoned Call 7
e i st Ti Hours  Minutes Seconds
er Time:
[fzooooam = [fi5esseM = Pl 2}
: — Selections
— Graph Settings Queue
& Detals:
I j conzole q
Lhiart Type:
|Ear j f* Arrival Queus " Delivery Queue
: [perators:
Eeriod: I-’-‘-.'I ﬂ
I[JajJ j =

Figure 7-1 Running a report
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7.1.1 Date Selection

Use the arrows to scroll to the month and year that the report will start from. Click on a number

to select date. The date then shows in a grey square. Today’s date is automatically selected and

shown with a red outline.

L September 2002

d

September 2002

d

— Date Selection

From:
S M OT
1 2 3
a 9 10
15 17
220023 A
29 30

A
28

14
A
28

e Use the arrows to scroll to the month and year

Figure 7-2 Date Selection

e The report in figure will base on figures generated between 14" Sep 2002 — 16" Sep

2002.

By Bomart e
June 2002

July 2002

August 2002

September 2002

ernber 2002

4

September 2002

4

October 2002

Maovember 2002
December 2002

o = I
15 17
22 23 24
29 30

15 N 17

e By clicking on the Date field, a group of months is listed.

e The current month is shown and selected.

Figure 7-3 Select months
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e The three months on either side of the current month are also shown. The desired date

can be selected by moving the mouse up or down the list.

7.1.2 Time Selection

The user can use the arrows to change the time. By default, the time setting is for one 24 Hour
day. From 12:00:00 To 11:59:59.

Time Selection
From: To

[Eoooosmd == [11:5959PM =

Figure 7-4 Time Selection

7.1.3 Queue Selections

The user can use the arrows at the end of this field to scroll to the Queue, on data the report will

be based. Click on the Queue to select.

Selections

Hueue:

ftest ]
= Arrival Bueue ) Deliven Hueue

Figure 7-5 Select Queue

e Open the Drop down box to select the Queue.
e Click on the queue to select.
e Click to select whether the report will be based on figures for the Arrival Queue or the

Delivery Queue.

7.1.4 User Selections

Use the arrows to scroll through the Users, on whose data the report will be based. Click on the
User name to select.
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Note: Up to four Users can be displayed in this field without the need for a scroll bar.

Figure 7-6 Select Users

e Use the arrows to scroll through the user name if more than four users are configured.

e Click on the User to select.

e To select multiple Users, simply select the first User, then while holding down the ctrl
key select all other User(s). Or Drag the mouse being pressed over the list to select

multiple Users.

7.1.5 Graph Settings

These are only available when running Graphical Analysis Reports. Graphical Analysis Reports
are available for use with each of the Arc Connect products monitored by the Arc Supervisor
application, Console Connect and Voice Connect.
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Use the arrows at the end of each field (drop down box) to display the available settings. Click on

the required setting to select.

— Graph Seftings
Call Details:

IN:::. of calls LI
Chart Type:

I Bar j

Feriod:

Dray ;i

115 Mins
| Hour

"Wieek
kdanth

3 kaonths
'ear

Figure 7-7 Make Graph settings

e First drop down box is carrying the type of information desired by the user in the Report.
Clicking on the arrows displays the available settings.
e Chart type may be Bar, Pie or Line as selected by the User.

e The settings available in the Period are the intervals on the Graph set by the User.

7.1.6 Abandoned Call Timer

This functionality will enable the Supervisor to apply filter on the reports, which will discard the
abandoned calls according to the given time. The supervisor can set the time to abandon a

particular call through the After time spin button, as shown in the figure

—Abandoned Call 3
Hours  Minutez Seconds
&fter Time: 0 = |-| E}" ltg E"

Figure 7-8 Abandoned calls
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7.2 Appendix 2: Arc Connect Reports

7.2.1 Overview

There are five historical text reports available in Arc Connect Overview folder. Data shown in

these reports is based on all the sections of Arc Connect Suite i.e. adding up all the values from

different modules, and giving a cumulative total.
7.2.1.1 ACO01-Total Incoming and Outgoing Calls By Date

This is @ summary report of all Incoming and Outgoing Calls for all the Arc Connect modules,

covering a specified date range. A single line of information is provided for each Date.

Field Names Description ‘

Total Calls

Total number of incoming and outgoing calls through Arc Server

during the Date range selected for the Report.

Answered Calls

Total number of incoming and outgoing calls answered through

all the modules of Arc Connect.

Abandoned Calls

Total number of incoming and outgoing calls abandoned in all

the modules of Arc Connect.

Overflowed

Total number of incoming calls overflowed to a device or External

number from all the modules in Arc Connect.

% Answered

Total number of incoming and outgoing calls answered through

all the modules of Arc Connect /Total numbers of calls * 100

% Abandoned

To Total number of incoming and outgoing calls abandoned in all

the modules of Arc Connect /Total numbers of calls * 100

% Overflowed

Total number of incoming calls overflowed to a device or External
number from all the modules in Arc Connect /Total number of
calls * 100.

Average Answered Wait

Average time a caller has waited before the call is answered in all

the modules of Arc Connect.

Average Answered Talk

Average Talk time for Answered Call in all the modules of Arc

Connect System.
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Average Wait of Abandoned
Calls

Average Wait time for Abandoned Call in all the modules of Arc
Connect System. This is the average time a caller has waited

before the call is Abandoned.

Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10 % Calls answered within 10 seconds.

= 20 % Calls answered between 10 to 20 seconds.

= 30 % Calls answered between 20 to 30 seconds.

* 40 % Calls answered between 30 to 40 seconds.

= 40 % Calls answered after 40 seconds of wait.

Longest Wait for Abandoned
Calls

Among all the abandoned calls, the longest wait a caller had to

bear before the call was abandoned.

Longest Wait for Answered
Calls

Among all the answered calls, the longest wait a caller had to

bear before the call was answered.

The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.

7.2.1.2 AC02-Total Incoming and Outgoing Calls By Time

This is a summary report of all Incoming and Outgoing Calls for all the Arc Connect modules,

covering a specified Time range in a Date selected by the user. A single line of information is

provided for each hour.

Field Names Description ‘

Total Calls

Total number of call entered in Arc Server during the Date

selected for the Report.

Answered Calls

Total number of Incoming and Outgoing calls answered in all the

modules of Arc Connect Suite.

Abandoned Calls

Total number of Incoming and Outgoing calls abandoned in all

the modules of Arc Connect Suite.
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Overflowed

Total number of Incoming and Outgoing calls overflowed to a
device or External number in all the modules of Arc Connect

Suite.

% Answered

Total number of calls answered in all the modules of Arc Connect

Suite/Total numbers of calls * 100

% Abandoned

Total number of calls abandoned in all the modules in Arc

Connect Suite/Total numbers of calls * 100

% Overflowed

Total number of calls overflowed to a device or External number
in all the modules in Arc Connect Suite/Total number of calls *
100.

Average Answered Wait

Average Wait time for Answered Call in all the modules of Arc
Connect Suite. This is the average time a caller has waited before

the call is answered.

Average Answered Talk

Average Talk time for Answered Call in all the modules of Arc

Connect Suite.

Average Wait of Abandoned
Calls

Average Wait time for Abandoned Call in all the modules of Arc
Connect Suite. This is the average time a caller has waited before

the call is Abandoned.

Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.
= 10:
= 20:
= 30:
= 40:
= 40:

% Calls answered within 10 seconds.

% Calls answered between 10 to 20 seconds.
% Calls answered between 20 to 30 seconds.
% Calls answered between 30 to 40 seconds.

% Calls answered after 40 seconds of wait.

Longest Wait for Abandoned
Calls

Among all the abandoned calls, the longest wait a caller had to

bear before the call was abandoned.

Longest Wait for Answered
Calls

Among all the answered calls, the longest wait a caller had to

bear before the call was answered.
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The following selections are available for this report:

Date: For: Date of the Report.

7.2.1.3 ACO03- Abandoned External Calls Inbound and Outbound

This report gives details of all abandoned calls Inbound and Outbound, for a specific date

selected by the user. Name of the Arrival Queue is shown with the call information.

call dialled.

Time The Time when the call first rang in the Arc System.

Queue The Arrival Queue for the incoming call.

CLI Caller’s Line Identification for the incoming external call.

DDI Direct Dial Inbound: The number, the caller of the abandoned

Ring Duration

The Total Time duration for which the call remained in Arc

System.

The following selections are available for this report:

Date: For: Date of the Report.

Time: From: Start Time, To: End Time.

7.2.1.4 ACO04- Call Routing

This is a summary report for each Call Filter used for routing calls into queues, covering a

by Date

specified date range selected by the user. The information provided covers the Routing Tag and

Reference assigned to the filter.

Each line is given to a specified filter.

Call Filter

Number of the Filter applied to the Group of Calls.

Routing Tag

Routing Tag with the applied filter.

Reference for Filter

This is the name of the Queue on which the filter is applied.
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Total Calls

Total number of call entered in Arc Server for the Date range

selected.

Answered Calls

Total number of incoming calls answered in all the modules in

Arc Connect System.

Abandoned Calls

Total number of calls abandoned in all the modules in Arc

Connect System.

Overflowed

Total number of incoming calls overflowed to a device or External

number in all the modules in Arc Connect Suite.

% Answered

Total number of incoming calls answered in all the modules in

Arc Connect System/Total numbers of calls * 100

% Abandoned

Total number of incoming calls Abandoned in all the modules in

Arc Connect System/Total numbers of calls * 100

% Overflowed

Total number of incoming calls overflowed to a device or External
number in all the modules in Arc Connect System/Total number
of calls * 100

The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.

7.2.1.5 ACO05- Call Routing by Time

This is a summary report for each Call Filter used for routing calls into queues, for a specified

date selected by the user. The information provided covers the Routing Tag and Reference

assigned to the filter.

Field Names Description ‘

Time The Hour for which the calls are grouped together.

Call Filter Number of the Filter applied to the Group of Calls.

Routing Tag Routing Tag with the applied filter.

Reference for Filter This is the name of the Queue on which the filter is applied.
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Total Calls

Total number of call entered in Arc Server for the Date range

selected.

Answered Calls

Total number of incoming calls answered in all the modules in

Arc Connect Suite.

Abandoned Calls

Total number of calls abandoned in all the modules in Arc

Connect Suite.

Overflowed

Total number of incoming calls overflowed to a device or External

number in all the modules in Arc Connect Suite.

% Answered

Total number of incoming calls answered in all the modules in

Arc Connect System/Total numbers of calls * 100

% Abandoned

Total number of incoming calls Abandoned in all the modules in

Arc Connect System/Total numbers of calls * 100

% Overflowed

Total number of incoming calls overflowed to a device or External
number in all the modules in Arc Connect System/Total number
of calls * 100

The following selections are available for this report:

Date: For: Date of the Report.

7.2.2 Call Tracking

There are five Historical Text reports present in Arc Connect Call Tracking folder. These reports

track calls based on CLI and DDI information. Data fetched by these reports is based on the all

the modules of Arc Connect Suite.

7.2.2.1 CT01-CLI Call Tracking

This is a Tracking report of Incoming Calls based on the CLI. User gives the Number, and

Supervisor application will produce a report for all the incoming calls that has CLI matched with

the given number. The information provided covers Date/Time of the Call, Event, and Route of

the Call. Complete routing information is provided for each of the call.

<<T0OC

136




Date/Time Date and Time when the event has occurred on this call.
Event Event that has occurred on the call.
Routed To The name of the destination where the call is forwarded.

The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.
Input CLI number or CLI pattern.

7.2.2.2 CT02-CLI Call Tracking Summary
This is @ Summary report of Incoming Calls based on the CLI. User gives the Number, and

Supervisor application will produce a report for all the incoming calls that has CLI matched with

the given number. The information provided covers Date/Time of the Call, Event, and Route of

the Call.

CLI Caller’s number.

Date Date when the call first entered in Arc System.

Time Time when the call first entered in Arc System.

Outcome Outcome of the Call.

Ringing in Time Wait time for the call before being answered or abandoned.

Connected Time In case the call is answered then the talk time will be shown in
this column.

The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.
Input CLI number or CLI pattern.
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7.2.2.3 CT03-DDI Call Tracking

This is a Tracking report of Incoming Calls based on the DDI. User gives the Number, and
Supervisor application will produce a report for all the incoming calls that has DDI matched with
the given number. The information provided covers Date/Time of the Call, Event, and Route of

the Call. Complete routing information is provided for each of the call.

Date/Time Date and Time, when the event has occurred on this call.
Event Event that has occurred on the call.
Routed To The name of the destination where the call is forwarded.

The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.

Input DDI number or DDI pattern.

7.2.2.4 CT04-DDI Call Tracking Summary

This is a summary report of Incoming Calls based on the DDI. User gives the Number, and
Supervisor application will produce a summary report for all the incoming calls that has DDI
matched with the given number. The information provided covers Total Calls, Date/Time of the

Call, Outcome, Ringing in Time, Connected Time.

DDI The number Caller has dialled.

Date Date when the call first entered in Arc System.

Time Time when the call first entered in Arc System.

Outcome Outcome of the Call.

Ringing in Time Wait time for the call before being answered or abandoned.

Connected Time In case the call is answered then the talk time will be shown in
this column.
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The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.
Input DDI number or DDI pattern.

7.2.2.5 CTO05- External Transfer Tracking Report

This is a summary report of all incoming Calls that have been transferred on any of the External

number through Arc System based on the CLI. User gives the Number, and Supervisor

application will produce a summary report for all the incoming and transferred calls that have CLI

matched with the given number. The information provided covers CLI, Date/Time of the Call,

User and Transfer Destination.

Field Names Description ‘

CLI Caller's number for this call.

Date Date when the call first entered in Arc System.

Time Time when the call first entered in Arc System.

User Name of the User who has transferred the call
Transferred To The external number where the user transferred the call.

The following selections are available for this report:
Date Selection: From: Start Date, To: End Date.
Input CLI number or CLI pattern.

7.3 Appendix 3: Console Connect Reports

A wide range of historical text reports is also available in Console Connect section. These reports

cover all areas of Console Connect, and are defined in the following folders: -
1. Queue

2. Operator
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7.3.1 Console Connect Graphical Analysis

With Current Activity graphs, a wide range of historical graphs is also available in Console

Connect section.

These cover all areas of Console Connect, and are defined in the following folders:

1. Queue
2. Operator
3. Overflow

7.3.1.1 Queue Graphs
Report — CNQGO1 — CNQG11: Call Details by Time Period.
There are 11 queue graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 11 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar and Line.
Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year. Choices in the
Call Details include: -

1. No. of Calls
Answered Calls
Abandoned Calls
Average Wait for all calls
Average Wait for answered calls
Average Wait for abandoned calls
Longest wait for all calls

Longest wait for answered calls

0 N oUW

Longest wait for abandoned calls

10. Average duration for Answered Calls

11. Longest duration for abandoned Calls
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Report — CNQG12 — CNQG22: Call Details by Time Period.
There are 11 queue graphs available. To run a graph double clicks on the graph report nhame in
the Description panel. There are 11 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar, Pie and Line.
Choices in the Call Details include:

1. No. of Calls
Answered Calls
Abandoned Calls
Average Wait for all calls
Average Wait for answered calls
Average Wait for abandoned calls
Longest wait for all calls

Longest wait for answered calls

v ® N oA W

Longest wait for abandoned calls
10. Average duration for Answered Calls

11. Longest duration for abandoned Calls

7.3.1.2 Operator Graphs
Report — CNOPO1 — CNOPS: Call Details by Time Period.
There are 8 Operator graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 8 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar and Line.
Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year. Choices in the
Call Details include: -

1. No. of Inbound Calls

2. Duration of Inbound Calls

3. Average duration for Inbound Calls

4. Longest duration for Inbound Calls
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No. of Outbound Calls
Duration of Outbound Calls

Average duration for Outbound Calls

@ N oow

Longest duration for Outbound Calls

Report — CNOP09 — CNOP12: Call Details for a specific queue with queue totals by
time period.
There are 4 Operator graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 4 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar and Line.
Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year. Queue is
selectable before running a graph.
Choices in the Call Details include: -

1. No. of Inbound Calls

2. Duration of Inbound Calls

3. Average duration for Inbound Calls

4

Average duration for Inbound Calls

Report — CNOP13 — CNOP16: Consolidated Call Details for a specific queue.
There are 4 Operator graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 4 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar, Pie and Line.
Queue is selectable before running a graph.
Choices in the Call Details include: -

1. No. of Inbound Calls

2. Duration of Inbound Calls

3. Average duration for Inbound Calls

4. Average duration for Inbound Calls
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Report — CNOP17 — CNOP24: Consolidated Call Details for a specific Queue.

There are 8 Operator graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 8 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information

(Call Details type as selected by the user) on Y-Axis.

Available Graph types are Bar, Pie and Line. Operator(s) is selectable before running a graph.
Choices in the Call Details include: -
1. No. of Inbound Calls
Duration of Inbound Calls
Average duration for Inbound Calls
Average duration for Inbound Calls
No. of Outbound Calls
Duration of Outbound Calls

Average duration for Outbound Calls

® N O U R WD

Longest duration for Outbound Calls

Report — CNOP25: Operator Activity by Time period.
One graph is available under this title. To run the graph, double click on the graph report name
in the Description panel. There is only one choice available (as Call Details) in the drop down box
in Graph setting. Data on this report is shown as Time intervals on X-Axis and Information
(Operator Activity type as selected by the user) on Y-Axis. Available Graph types are Bar and
Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.
Choice for the Call Details is Call Time.
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Report — CNOP26: Consolidated Operator Activity.

One graph is available under this title. To run the graph, double click on the graph report name
in the Description panel. There is only one choice available (as Call Details) in the drop down box
in Graph setting. Data on this report is shown as Time intervals on X-Axis and Information
(Operator Activity type as selected by the user) on Y-Axis. Available Graph types are Bar and
Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.
Operator(s) is selectable before running a graph.

Choice for the Call Details is Call Time.

7.3.1.3 Overflow Graphs

Report — CNOGO1: No. of Overflow Calls In.

This Graph report shows the total number of overflowed calls in a queue. To run a graph, double
click on the graph report name in the Description panel. Data on this report is shown as Time
intervals on X-Axis and number of overflowed calls on Y-Axis. Available Graph types are Bar and
Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.

One queue is selectable before running a graph.

Report Date range is selectable.

Report — CNOGO02: No. of Overflow Calls Out.

This Graph report shows the total number of overflowed calls out of the queue. To run a graph,
double click on the graph report name in the Description panel. Data on this report is shown as
Time intervals on X-Axis and number of overflowed calls on Y-Axis. Available Graph types are Bar
and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.

One queue is selectable before running a graph.

Report Date range is selectable.

Report — CNOGO03: Percentage of Overflow Calls - Calls In.
This Graph report shows the Percentage of overflowed calls in a queue. To run a graph, double
click on the graph report name in the Description panel. Data on this report is shown as Time
intervals on X-Axis and Percentage of overflowed calls on Y-Axis. Available Graph types are Bar
and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.
One queue is selectable before running a graph.
Report Date range is selectable.
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Report — CNOGO04: Percentage of Overflow Calls - Calls Out.

This Graph report shows the total Percentage of overflowed calls out of the queue. To run a
graph, double click on the graph report name in the Description panel. Data on this report is
shown as Time intervals on X-Axis and Percentage of overflowed calls on Y-Axis. Available Graph
types are Bar and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months
and Year.

One queue is selectable before running a graph.

Report Date range is selectable.

7.3.2 Overview

There are five reports present in Console Connect Overview folder. These are the Historical Text

reports. Data shown in these reports is based on the Console Connect module.

7.3.2.1 CNO1-Incoming Calls By Date
This is a summary report of Incoming Call Data, covering a specified date range. A single line of

information is provided for each 24-hour period.
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Field Names Description ‘

Queue Type

It displays the Queue for which the report is being generated.

Total Calls

Total number of call entered in Console Connect. During the Date

range selected for the Report.

Answered Calls

Total number of calls answered in the Console Connect.

Abandoned Calls

Total number of calls abandoned in the Console Connect.

Overflowed Calls

Total number of calls overflowed to a device or External number

in the Console Connect.

% Answered

Total number of calls answered in Console Connect/Total

numbers of calls * 100.

% Abandoned

Total number of calls abandoned in Console Connect/Total

numbers of calls * 100.

% Overflowed

Total number of calls overflowed to a device or External number
in all the modules in Console Connect/Total number of calls *
100.

Average Answered Wait

Average Wait time for Answered Call in Console Connect. This is

the average time a caller has waited before the call is answered.

Average Answered Talk

Time

Average Talk time for Answered Call in Console Connect.

Average Wait of Abandoned
Calls

Average Wait time for Abandoned Call in the Console Connect.
This is the average time a caller has waited before the call is
Abandoned.
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Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Wait

Among all the answered calls, the longest wait a caller has to

bear before the call was answered.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Arrival or Delivery Queue type is selectable before running the report.
Date Selection: From: Start Date; To: End Date.

7.3.2.2 CNO2-Incoming Calls By Time

This is a summary report of Incoming Call Data, covering a specified time. A single line of

information is provided for each hour.

Field Names Description ‘

Total Calls

Total number of calls entered in Console Connect. During the

date range selected for the Report.

Answered Calls

Total number of incoming calls answered in Console Connect

within a specified time.

Abandoned Calls

Total number of calls abandoned in Console Connect for the

specified time range.

Overflowed Calls

Total number of calls overflowed to a device or External number

in Console Connect.
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% Answered

Total number of incoming calls answered in Console

Connect/Total numbers of calls * 100.

% Abandoned

Total number of calls Abandoned in Console Connect/Total

numbers of calls * 100.

% Overflowed

Total number of calls Overflowed in all the Console Connect/Total

numbers of calls * 100.

Average Answered Wait

Average Wait time for Answered Call in Console Connect. This is

the average time a caller has waited before the call is answered.

Average Answered Talk

Average Talk time for Answered Call in the Console Connect.

Average Wait of Abandoned
Calls

Average Wait time for Abandoned Call in Console Connect. This is
the average time a caller has waited before the call is
Abandoned.

Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Wait

Among all the answered calls, the longest wait a caller has to

bear before the call was answered.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Arrival or Delivery Queue type is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.
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7.3.2.3 CNO3-Abandoned Calls CLI Report
This is a report that gives details of all abandoned calls, for a specific date. Totals are given per

Queue. Only calls with a valid CLI are included.

Time The Time when the call first rang in the Console Connect.

Queue The arrival Queue for the incoming call.

CLI Caller’s Line Identification for the incoming external call.

DDI Direct Dial Inbound. The number the caller of the abandoned call

dialled.

Ring Duration

The Total Time duration for which the call remained in Console

Connect.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Date: For: Date of the Report.

Time: From: Start Time; To: End Time.

7.3.2.4 CNO4-Call Routing By Date

This is a summary report for each Call Filter used for routing calls into queues, covering a

specified date range. Totals are given for each Call Filter and for each date in range.

Call Filter

Name of the Filters applied to the Group of Calls.

Routing Tag

Routing Tag with the applied filter.

Reference for Filter

This is normally the name of the Queue on which the filter is
applied.

Total Calls

Total number of calls entered in Console Connect. During the

Data range selected for the Report.

Answered Calls

Total number of calls answered in Console Connect.

Abandoned Calls

Total number of calls abandoned in Console Connect.
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Overflowed Calls

Total number of calls overflowed to a device or External number

in the Console Connect.

Calls sent to Night Service

The total number of calls that have fallen in the Break Hours.

% Answered

Total number of calls answered in Console Connect /Total

numbers of calls * 100

% Abandoned

Total number of calls Abandoned in Console Connect/Total

numbers of calls * 100

The following selections are available for this report:

Arrival or Delivery Queue type is selectable before running the report.
Date Selection: From: Start Date; To: End Date.

7.3.2.5 CNO5-Call Routing By Time

A summary report for each Call Filter used for routing calls into queues, for a specific date. A

single line of information is provided for each hour. Totals are given for each Call Filter and for

the selected date.

Field Names Description ‘

Call Filter

Name of the Filters applied to the Group of Calls.

Routing Tag

Routing Tag with the applied filter.

Reference for Filter

This is normally the name of the Queue on which the filter is

applied.

Total Calls

Total number of calls entered in Console Connect. During the

Data range selected for the Report.

Answered Calls

Total number of calls answered in Console Connect.

Abandoned Calls

Total number of calls abandoned in Console Connect.

Overflowed Calls

Total number of calls overflowed to a device or External number

in Console Connect.

Calls sent to Night Service

The total number of calls that have fallen in the Break Hours.

<<TOC

150




% Answered

Total number of calls answered in Console Connect/Total

numbers of calls * 100

% Abandoned

Total number of calls Abandoned in Console Connect/Total

numbers of calls * 100

The following selections are available for this report:

Arrival or Delivery Queue type is selectable before running the report.

Date: For: Date of the Report.

Time: From: Start Time; To: End Time.

7.3.2.6 CNO6-Abandoned Calls Overview By Date

An overview summary report for the calls in the Queues, for a specific date. A single line of

information is provided for each hour.

Field Names Description ‘

For Queue It displays the Queue’s name for which the report is generated.
Date Displays the date.
Total Calls Total number of calls entered in Console Connect. During the

Data range selected for the Report.

Answered Calls

Total number of calls answered in Console Connect.

Abandoned Calls

Total number of calls abandoned in Console Connect.

% Answered

Total number of calls answered in Console Connect/Total

numbers of calls * 100

% Abandoned

Total number of calls Abandoned in Console Connect/Total

numbers of calls * 100

Average Answered Wait

Average Wait time for Answered Call in Console Connect. This is

the average time a caller has waited before the call is answered.

Average Answered Talk

Average Talk time for Answered Call in the Console Connect.
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Average Abandoned Wait Average Wait time for Abandoned Call in Console Connect. This is
the average time a caller has waited before the call is
Abandoned.

% Answer Time Profile These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Wait Among all the answered calls, the longest wait a caller has to

bear before the call was answered.

The following selections are available for this report:

Arrival or Delivery Queue type is selectable before running the report.
Date: For: Date of the Report.

Time: From: Start Time; To: End Time.

7.3.2.7 CNO7-Abandoned Calls Overview By Time
An overview summary report for the calls in the Queues, for a specific date and time. A single

line of information is provided for each hour.

Field Names Description ‘

For Queue It displays the Queue’s name for which the report is generated.
Time Displays the time.
Total Calls Total number of calls entered in Console Connect. During the

Data range selected for the Report.

Answered Calls Total number of calls answered in Console Connect.

Abandoned Calls Total number of calls abandoned in Console Connect.
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% Answered

Total number of calls answered in Console Connect/Total

numbers of calls * 100

% Abandoned

Total number of calls Abandoned in Console Connect/Total

numbers of calls * 100

Average Answered Wait

Average Wait time for Answered Call in Console Connect. This is

the average time a caller has waited before the call is answered.

Average Answered Talk

Average Talk time for Answered Call in the Console Connect.

Average Abandoned Wait

Average Wait time for Abandoned Call in Console Connect. This is
the average time a caller has waited before the call is
Abandoned.

% Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Wait

Among all the answered calls, the longest wait a caller has to

bear before the call was answered.

The following selections are available for this report:

Arrival or Delivery Queue type is selectable before running the report.

Date: For: Date of the Report.

Time: From: Start Time; To: End Time.

7.3.2.8 CNO8-Incoming Calls by Date and Time
An overview summary report for the incoming calls in the Queues, for a specific date and time. A

single line of information is provided for a particular date and time duration.
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For Queue It displays the Queue’s name for which the report is generated.
Queue Type Type of queue receiving calls.

Hour Displays the time.

Date Displays the date.

Total Calls Total number of calls entered in Console Connect. During the

Data range selected for the Report.

Answered Calls

Total number of calls answered in Console Connect.

Abandoned Calls

Total number of calls abandoned in Console Connect.

Overflowed

Total number of Incoming calls overflowed to a device or

External number in all the modules of Arc Connect Suite.

% Answered

Total number of calls answered in Console Connect/Total

numbers of calls * 100

% Abandoned

Total number of calls Abandoned in Console Connect/Total

numbers of calls * 100

%0 Overflowed

Total number of calls Overflowed in Console Connect/Total

numbers of calls * 100

Average Answered Wait

Average Wait time for Answered Call in Console Connect. This is

the average time a caller has waited before the call is answered.

Average Answered Talk

Average Talk time for Answered Call in the Console Connect.

Average Abandoned Wait

Average Wait time for Abandoned Call in Console Connect. This is
the average time a caller has waited before the call is
Abandoned.
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% Answer Time Profile These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Abandoned Wait Among all the answered calls, the longest wait a caller has to

bear before the call was abandoned.

Longest Answered Wait Among all the answered calls, the longest wait a caller has to

bear before the call was answered.

7.3.3 Queue

There are seven reports present in Console Connect Queue folder. These are the Historical Text
reports. Data shown in these reports is based on the Queues configured in Console Connect
module.
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7.3.3.1 CSO01-Incoming Calls By Queue/Date

This is a summary report of Incoming Call Data, covering a specified date range. A single line of

information is provided for each 24-hour period.

Field Names Description ‘

Total Calls

Total number of calls entered in Console Connect. During the

Date range selected for the Report.

Answered Calls

Total number of calls answered for selected Queue(s) in Console

Connect.

Abandoned Calls

Total number of calls abandoned for selected Queue(s) in

Console Connect.

Overflowed Calls

Total number of calls overflowed to a device or External number

for selected Queue(s) in Console Connect.

% Answered

Total number of calls answered for selected Queue(s) in Console

Connect/Total numbers of calls * 100

% Abandoned

Total number of calls Abandoned for selected Queue(s) in

Console Connect/Total numbers of calls * 100

% Overflowed

Total number of calls Overflowed for selected Queue(s) in

Console Connect/Total numbers of calls * 100.

Average Answered Wait

Average Wait time for Answered Call for selected Queue(s) in
Console Connect. This is the average time a caller has waited

before the call is answered.

Average Answered Talk

Average Talk time for Answered Call for selected Queue(s) in the

Console Connect.

Average Wait of Abandoned
Calls

Average Wait time for Abandoned Call for selected Queue(s) in
Console Connect. This is the average time a caller has waited

before the call is Abandoned.
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Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Wait Among all the answered calls in a selected Queue, the longest
wait a caller has to bear before the call was answered.
Longest Talk The duration of answered calls, which were talked over more

than the normal answering time.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Arrival or Delivery Queue type is selectable before running the report.
Date Selection: From: Start Date: To: End Date.

7.3.3.2 CS02-Incoming Calls By Queue/Time

This is a summary report of Incoming Calls for a queue, covering a specified date range. A single

line of information is provided for each hour.

Field Names Description ‘

Total Calls

Total number of calls entered in Console Connect. During the

Date range selected for the Report.

Answered Calls

Total number of calls answered for selected Queue(s) in a

specified time.

Abandoned Calls

Total number of calls abandoned for selected Queue(s) in

specified time.

Overflowed Calls

Total number of calls overflowed to a device or External number

for selected Queue(s) in specified time.
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% Answered

Total number of calls answered for selected Queue(s) in specified

time /Total numbers of calls * 100

% Abandoned

Total number of calls Abandoned for selected Queue(s) in

specified time /Total numbers of calls * 100

% Overflowed

Total number of calls Overflowed for selected Queue(s) in

specified time /Total numbers of calls * 100.

Average Answered Wait

Average Wait time for Answered Call for selected Queue(s) in
specified time. This is the average time a caller has waited before

the call is answered.

Average Answered Talk

Average Talk time for Answered Call for selected Queue(s) in the

specified time.

Average Wait of Abandoned
Calls

Average Wait time for Abandoned Call for selected Queue(s) in
specified time. This is the average time a caller has waited before

the call is Abandoned.

Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait.

Longest Wait Among all the answered calls in a selected Queue, the longest
wait a caller has to bear before the call was answered.
Longest Talk The duration of answered calls, which were talked over more

than the normal answering time.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Arrival or Delivery Queue type is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.
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7.3.3.3 CS03-Queue Activity By Time

This is a summary report of activities for a queue, covering a specified date. A single line of

information is provided for each Call.

Queue It displays the name of the Queue for which the report is
generated.

Start Time The start time for the answering of calls in a Queue.

End Time The end time for answering the calls in a Queue.

Talk Time The total time during which the talk was held.

CLI Caller’s Line Identification for the incoming external call in the
Queue.

DDI Direct Dial Inbound. The number the caller of the abandoned call
dialled to the Queue.

Destination It displays the name of the destination in the Queue to which the
call was directed.

Outcome It displays the results of the call.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.
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7.3.3.4 CSO04-Overflowed Calls By Date

This is a summary report of overflowed calls for a queue, covering a specified date range. A

single line of information is provided for each Queue/date.

Field Names Description ‘

Queue

It displays the name of the Queue for which the report is

generated.

Total Queue Calls

The total number of incoming calls in a Queue.

Total Overflow In

The total number of calls overflowed in a respective Queue.

Overflow In

The number of calls overflowed in the selected Queue from other

call Queues during business hours.

Night Service In

The number of calls overflowed in the Queue during the break

hours.

Overflow out Time Limit

It displays the number of calls, which were overflowed out to the
other selected Queues. Reason being that the time for a call

waiting to be answered exceeded the limit.

Overflow out Queue Limit

It displays the number of calls, which were overflowed out to
other Queues. Reason being that the Queue could no more take

the calls.

Overflow out No Users

The number of calls that overflowed to other destination due to

no Users available to answer the call in the Queue.

Overflow out Destination

Time Limit

The destination to which the calls were overflowed during the

Time limit.

Overflow out Destination

Queue Limit

The destination to which the calls were overflowed during the

Queue limit.

Overflow out Destination No

Users

The destination to which the calls were overflowed when there

were no Users available in the default Queue.

Night Service Out

The number of calls that were overflowed out during the break

hours to other selected Queue(s).
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Night Service Out The destination to which the calls are overflowed out during the
Destination break hours.

% In The calculated percentage of the Overflowed In calls.

% Out The calculated percentage of the Overflowed Out calls.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Date Selection: From: Start Date: To: End Date.

7.3.3.5 CSO05-Overflowed Calls By Time

This is a summary report of overflowed calls for a queue, covering a specified date. A single line

of information is provided for each hour.

Field Names Description ‘

Queue It displays the name of the Queue for which the report is
generated.
Total Queue Calls The total number of incoming calls in a Queue.

Total Overflow Queue Calls The total number of calls overflowed in a respective Queue.

Overflow In The number of calls overflowed in the selected Queue from other

call Queues during business hours.

Night Service In The number of calls overflowed in the Queue during the break
hours.
Overflow out Time Limit It displays the number of calls, which were overflowed out to the

other selected Queues. Reason being that the time for a call

waiting to be answered exceeded the limit.

Overflow out Queue Limit It displays the number of calls, which were overflowed out to
other Queues. Reason being that the Queue could no more take

the calls.

Overflow out No Users The number of calls that overflowed to other destination due to

no Users available to answer the call in the Queue.

<<TOC

Arc Connect Supervisor User Guide

Version 4.1 161




Night Service Out

The number of calls that were overflowed out during the break

hours to other selected Queue(s).

Night Service Out Total Total number of calls overflowed out during the break hours.
% In The calculated percentage of the Overflowed In calls.
% Out The calculated percentage of the Overflowed Out calls.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.

7.3.3.6 CS06-Night Service Calls By Date

This is a summary report of Night Service calls for a queue, covering a specified date range. A

single line of information is provided for each Queue/date.

Field Names Description ‘

Queue

It displays the name of the Queue for which the report is

generated.

Total Overflow Queue Calls

The total number of calls overflowed in a respective Queue.

Overflow In

The number of calls overflowed in the selected Queue from other

call Queues during business hours.

Night Service In

The number of calls overflowed in the Queue during the break

hours.

% Calls In

The calculated percentage of the calls overflowed in.

Overflow Out

The number of calls overflowed out.

Night Service Out

The number of calls that were overflowed out during the break

hours to other selected Queue(s).

% Calls Out

The calculated percentage of calls overflowed out.

Night Service Destination

The destination to which the calls are overflowed during the

break hours.
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The following selections are available for this report:

Queue (s) is selectable before running the report.
Date Selection: From: Start Date: To: End Date.

7.3.3.7 CSO07-Night Services Calls By Time

This is a summary report of Night Service calls for a queue, covering a specified date. A single

line of information is provided for each hour.

Field Names Description ‘

Queue

It displays the name of the Queue for which the report is

generated.

Total Overflow Queue Calls

The total number of calls overflowed in a respective Queue.

Overflow In

The number of calls overflowed in the selected Queue from other

call Queues during business hours.

Night Service In

The number of calls overflowed in the Queue during the break

hours.

Overflow Out Time Limit

It displays the number of calls, which were overflowed out to the
other selected Queues. Reason being that the time for a call

waiting to be answered exceeded the limit.

Overflow Out Queue Limit

It displays the number of calls, which were overflowed out to
other Queues. Reason being that the Queue could no more take

the calls.

Overflow Out No Users

The number of calls that overflowed to other destination due to

no Users available to answer the call in the Queue.

Overflow Out Total

Total number of calls overflowed out.

Night Service Out

The number of calls that were overflowed out during the break

hours to other selected Queue(s).

% In

The calculated percentage of the Overflowed In calls.

% Out

The calculated percentage of the Overflowed Out calls.
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The following selections are available for this report:

Queue (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.

7.3.3.8 CS08-Abandoned Calls by Queue/date

This is a summary report of the abandoned calls by queue/date. A single line of information is

provided for each hour.

Field Names Description ‘

Total Calls

Total number of calls entered in Console Connect. During the

Date range selected for the Report.

Answered Calls

Total number of calls answered for selected Queue(s) in Console
Connect.

Abandoned Calls

Total number of calls abandoned for selected Queue(s) in

Console Connect.

Overflowed Calls

Total number of calls overflowed to a device or External number

for selected Queue(s) in Console Connect.

% Answered

Total number of calls answered for selected Queue(s) in Console

Connect/Total numbers of calls * 100

% Abandoned

Total number of calls Abandoned for selected Queue(s) in

Console Connect/Total numbers of calls * 100

% Overflowed

Total number of calls Overflowed for selected Queue(s) in

Console Connect/Total numbers of calls * 100.

Average Abandoned Time

Average Abandon Time for Abandoned Calls for selected
Queue(s) in Console Connect. This is the average time a caller

has waited before the call is Abandoned.
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Abandon Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls abandoned within 10 seconds.

= 20: % Calls abandoned between 10 to 20 seconds.

= 30: % Calls abandoned between 20 to 30 seconds.

= 40: % Calls abandoned between 30 to 40 seconds.

= 40: % Calls abandoned after 40 seconds of wait.

Longest Abandon Wait

Among all the abandoned calls in a selected Queue, the longest

time taken before the call was abandoned.

The following selections are available for this report:

Queue (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.
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7.3.3.9 CS09-Abandoned Calls by Queue/time

This is a summary report of the abandoned calls by queue/time. A single line of information is

provided for each hour.

Field Names Description ‘

Total Calls

Total number of calls entered in Console Connect. During the

Date range selected for the Report.

Answered Calls

Total number of calls answered for selected Queue(s) in Console

Connect.

Abandoned Calls

Total number of calls abandoned for selected Queue(s) in

Console Connect.

Overflowed Calls

Total number of calls overflowed to a device or External number

for selected Queue(s) in Console Connect.

% Answered

Total number of calls answered for selected Queue(s) in Console

Connect/Total numbers of calls * 100

% Abandoned

Total number of calls Abandoned for selected Queue(s) in

Console Connect/Total numbers of calls * 100

% Overflowed

Total number of calls Overflowed for selected Queue(s) in

Console Connect/Total numbers of calls * 100.

Average Abandoned Time

Average Abandon Time for Abandoned Calls for selected
Queue(s) in Console Connect. This is the average time a caller

has waited before the call is Abandoned.

Abandon Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls abandoned within 10 seconds.

= 20: % Calls abandoned between 10 to 20 seconds.

= 30: % Calls abandoned between 20 to 30 seconds.

= 40: % Calls abandoned between 30 to 40 seconds.

= 40: % Calls abandoned after 40 seconds of wait.

Longest Abandon Wait

Among all the abandoned calls in a selected Queue, the longest

time taken before the call was abandoned.
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The following selections are available for this report:

Queue (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time

7.3.4 Operator

There are five reports present in Arc Connect Operator folder. These are the Historical Text

reports. Data shown in these reports is based on the all the sections of Arc Connect Suite.

7.3.4.1 COO01- Operator Calls by Date

This is a summary report of Incoming and Outbound Calls for Operators in Console Connect,

covering a specified date range.

A single line of information is provided for each Operator calls.

Totals are given for each date/report.

Field Names Description ‘

Total Calls Total number of calls attended by the Operator.
Console Total number of Console Queue calls attended by the Operator.
Others Total number of calls other than the Console attended by the

Operator.

Inbound Total talk time

Total Talk time for the Inbound calls.

Inbound Average talk time

Average Talk time for the Inbound calls.

Inbound Longest talk time

Longest Talk time for the Inbound calls.

Total Outbound Calls

Total number of Outbound calls attended by the Operator.

Outbound Total talk time

Total Talk time for the Outbound calls.

Outbound Average talk time

Average Talk time for the Outbound calls.

Outbound Longest talk time

Longest Talk time for the Outbound calls.

The following selections are available for this report:

Queue (s) is to be selected by the user before running the report.

Operator(s) is to be selected by the user before running the report.
Date Selection: From: Start Date: To: End Date.
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7.3.4.2 CO0O02- Operator Calls by Date
This is a summary report of Incoming and Outbound Calls for Users in Console Connect, covering
a specified date range. A single line of information is provided for each hour. Totals are given

each hour date.

Field Names Description ‘

Total Calls Total number of calls attended by the Operator.

Console Total number of Console Queue calls attended by the Operator.

Others Total number of calls other than the Console attended by the
Operator.

Inbound Total talk time Total Talk time for the Inbound calls.

Inbound Average talk time Average Talk time for the Inbound calls.

Inbound Longest talk time Longest Talk time for the Inbound calls.

Total Outbound Calls Total number of Outbound calls attended by the Operator.

Outbound Total talk time Total Talk time for the Outbound calls.

Outbound Average talk time || Average Talk time for the Outbound calls.

Outbound Longest talk time Longest Talk time for the Outbound calls.

The following selections are available for this report:
User(s) is to be selected by the user before running the report.
Date Selection: From: Start Date: To: End Date.

7.3.4.3 COO03- Operator Calls by Queue
This is a summary report of Outbound Calls for Operators in Console Connect, covering a
specified date range. The information provided covers Operator Login Name, Queue Name, Total
Talk Time, Average Answered Talk and Longest Talk Time. A single line of information is
provided for each Operator. Totals are given for each Date/report.
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User Login Name

Logged in user’s name.

Queue Name

The Queue assigned to that selected user.

Total Queue Calls

Total number of Queue Calls.

Total Talk Time

The total talk time by an user for inbound calls.

Average Answered Talk

Average Talk time for Answered Call.

Longest Talk Time

Longest Talk time for Answered Call in Console Connect.

The following selections are available for this report:

Operator(s) is to be selected by the user before running the report.

Queue (s) is to be selected by the user before running the report.
Date Selection: From: Start Date: To: End Date.

7.3.4.4 CO04- Operator Activity Report
This is a summary report of Operator(s) Activity in Console Connect, covering a specified date.

The information provided covers Call Time, Call Event, Reason, Alerting Time, Connected Time,

CLI and Call Type. A single line of information is provided for each Call

Time The Time when an event has occurred related to the operator.
Event Event that has occurred. Like, login, logout, unavailable etc.
Alerting Time A counter that will continue to display the time with the call, as it

increases.

Connected Time

The time the operator was connected with the call.

CLI Caller’s Line Identification for the incoming external call.
Call Type Internal or External
<<TOC
Arc Connect Supervisor User Guide
Version 4.1 169




The following selections are available for this report:

Operator(s) is to be selected by the user before running the report.
Operator Activity type to be selected by the user before running the report.
Choices are; All Information, Login Logout only and Call Information.
Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.

7.3.4.5 COO05- Operator Outbound Calls CLI
This is a summary report of Operator(s) Outbound calls during login session, covering a specified
date. The information provided covers Start Time, End Time, Talk Time, CLI, DDI and Call Status.

A single line of information is provided for each Call. Totals are given for each Operator/report.

Start Time Start time of the outbound call.

End Time End time of the outbound call.

Talk Time Talk time of an operator

CLI Caller’s Line Identification for the incoming external call.

DDI Direct Dial Inbound: The number the caller of the abandoned call
dialled.

Call Status Status of the outbound call.

The following selections are available for this report:
Operator(s) is to be selected by the user before running the report.
Date: For: Date of the Report.
Time Selection: From: Start Time; To: End Time.
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7.3.4.6 COO06 - Operator Activity Summary

This is a summary report of User(s) Activities during login session, covering a specified date

range. A single line of information is provided for each User. Totals are given each User/report.

Field Names Description ‘

Operator Login Name

Name of the Operators selected for the report.

Total

Total Inbound calls for Operators

Total Login Time

Total Login Time for the Operators while in Login Session.

Average Talk Time

Average Talk Time for the Operators while in Login Session.

Longest Talk Time

Longest Talk Time for the Operators while in Login Session.

Total No of outbound calls

Total number of outbound calls while in Login session.

Total Talk Time Outbound

Total Talk Time for outbound calls for the Operators while in

Login Session.

Average Talk Time
Outbound

Average Talk Time for outbound calls for the Operators while in

Login Session.

Longest Talk Time Outbound

Longest Talk Time for outbound calls for the Operators while in

Login Session.

The following selections are available for this report:

User(s) is to be selected by the user before running the report.
Date Selection: From: Start Date: To: End Date.

7.4 Appendix 4: Voice Connect Reports

7.4.1 Voice Connect Graphical Analysis

A wide range of historical graphs is also available in Voice Connect section. These cover all areas

of Voice Connect, and are defined in the following folders: -

1. Overview

2. Session
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3. Night Service

4., Overflow

7.4.1.1 Overview Graphs

Report — VGO1: Voice port Utilization for a Period.

This graph shows the Voice port Utilization for a specific Period selected. To run a graph, double
click on the graph report name in the Description panel. Data on this report is shown as Time
intervals on X-Axis and Information (% of Voice port Utilization) on Y-Axis. Available Graph types
are Bar and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and

Year.

Report — VG02: Voice Calls for a Period.

This graph shows the Total Voice Connect Calls for a specific Period selected. To run a graph,
double click on the graph report name in the Description panel. Data on this report is shown as
Time intervals on X-Axis and Information (Calls for Voice Connect) on Y-Axis. Available Graph
types are Bar and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months

and Year.

7.4.1.2 Session Graphs
Report — VCQGO1 — VCQGO5: Call Details by Time Period.
There are 11 session graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 11 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar and Line.
Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year. Choices in the
Call Details include: -

1. No. of Calls

2. Answered Calls

3. Abandoned Calls

4. Average duration for Answered Calls

5. Longest duration for Answered Calls
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Report — VCQG14 — VCQG18: Consolidated Call details by session.
There are 11 session graphs available. To run a graph, double click on the graph report name in
the Description panel. There are 11 choices (as Call details) given to the user in the drop down
box in Graph setting. Selecting different Information as Call Details will change the graph report
produced by the user. Data on this report is shown as Time intervals on X-Axis and Information
(Call Details type as selected by the user) on Y-Axis. Available Graph types are Bar, Pie and Line.
Choices in the Call Details include: -

1. No. of Calls

2. Answered Calls

3. Abandoned Calls

4. Average duration for Answered Calls

5

Longest duration for Answered Calls

7.4.1.3 Night service Graphs

Report — VCNGO1: No. of Night Service Calls by Time period.

This Graph report shows the total number of Night Service Calls for a session. To run a graph,
double click on the graph report name in the Description panel. Data on this report is shown as
Time intervals on X-Axis and number of Night Service calls on Y-Axis. Available Graph types are
Bar and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.
One session is selectable before running a graph.

Report Date range is selectable.

7.4.1.4 Overflow Graphs

Report — VCOGO01: No. of Overflow Calis In.

This Graph report shows the total number of overflowed calls in a session. To run a graph,
double click on the graph report name in the Description panel. Data on this report is shown as
Time intervals on X-Axis and number of overflowed calls on Y-Axis. Available Graph types are Bar
and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.

One session is selectable before running a graph.

Report Date range is selectable.
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Report — VCOGO02: No. of Overflow Calls Out.

This Graph report shows the total number of overflowed calls out of the session. To run a graph,
double click on the graph report name in the Description panel. Data on this report is shown as
Time intervals on X-Axis and number of overflowed calls on Y-Axis. Available Graph types are Bar
and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.

One session is selectable before running a graph.

Report Date range is selectable.

Report — VCOGO03: Percentage of Overflow Calls - Calls In.

This Graph report shows the Percentage of overflowed calls in a session. To run a graph, double
click on the graph report name in the Description panel. Data on this report is shown as Time
intervals on X-Axis and Percentage of overflowed calls on Y-Axis. Available Graph types are Bar
and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months and Year.
One session is selectable before running a graph.

Report Date range is selectable.

Report — VCOGO04: Percentage of Overflow Calls - Calls Out.

This Graph report shows the total Percentage of overflowed calls out of the session. To run a
graph, double click on the graph report name in the Description panel. Data on this report is
shown as Time intervals on X-Axis and Percentage of overflowed calls on Y-Axis. Available Graph
types are Bar and Line. Time intervals can be 15 Minutes, Hours, Days, week, Month, 3 months
and Year.

One session is selectable before running a graph.

Report Date range is selectable.

7.4.2 Overview

There are seven historical text reports present in Voice Connect Overview folder. Data shown in
these reports is based on calls made through the Voice Connect module of Arc Connect Suite.
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7.4.2.1 VCO1l-Incoming Calls By Date
This is a summary report of Incoming Call Data, for a specified date range. A single line of

information is provided for each date.

Total Calls

Total number of call entered in Voice Connect during the Date

range selected.

Answered Calls

Total number of incoming calls answered in Voice Connect.

Abandoned Calls

Total number of incoming calls abandoned in Voice Connect.

% Answered

Total number of incoming calls answered in Voice Connect /Total

numbers of calls * 100

% Abandoned Total number of incoming calls abandoned in Voice Connect
/Total numbers of calls * 100
Average Wait This is the average time a caller has waited before the Voice

Connect answered the call.

Average Answered Talk

Time

Average Talk time for Answered Call in Voice Connect.

Average Wait of Abandoned
Calls

This is the average time a caller has waited before the call is
Abandoned.

Longest Wait

Among all the answered calls, the longest wait a caller has to

bear before the call was answered.
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Answer Time Profile

These are the five stats maintained for all the answered call in
term of wait.

= 10: % Calls answered within 10 seconds.

= 20: % Calls answered between 10 to 20 seconds.

= 30: % Calls answered between 20 to 30 seconds.

= 40: % Calls answered between 30 to 40 seconds.

= 40: % Calls answered after 40 seconds of wait

The following selections are available for this report:
Date Selection: From: Start Date; To: End Date.

7.4.2.2 VCO02-Total Incoming Calls by Time

This is a summary report of Incoming Call Data, covering a specified date range. A single line of

information is provided for each hour.

Field Names Description ‘

Total Calls

Total number of call entered in Voice Connect during the hour.

Answered Calls

Total number of incoming calls answered in Voice Connect.

Abandoned Calls

Total number of incoming calls abandoned in Voice Connect.

% Answered

Total number of incoming calls answered in Voice Connect /Total

numbers of calls * 100

% Abandoned

Total number of incoming calls abandoned in Voice Connect

/Total numbers of calls * 100
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Average Wait

This is the average time a caller has waited before the Voice

Connect answered the call.

Average Answered Talk

Time

Average Talk time for Answered Call in Voice Connect.

Average Wait of Abandoned
Calls

This is the average time a caller has waited before the call is

Abandoned.

Longest Wait

Among all the answered calls, the longest wait a caller has to

bear before the call was answered.

Answer Time Profile

These are the five stats maintained for all the answered call in

term of wait.

10:
20:
30:
40:
40:

% Calls answered within 10 seconds.

% Calls answered between 10 to 20 seconds.
% Calls answered between 20 to 30 seconds.

% Calls answered between 30 to 40 seconds.

% Calls answered after 40 seconds of wait

The following selections are available for this report:

Date: For: Date of the Report.

7.4.2.3 VCO03 - Abandoned Calls CLI Report

This is a report that gives details of all abandoned calls, for a specific date. Totals are given for

all sessions selected in this report.

Field Names Description ‘

Time of Call The Time when the call first rang in Voice Connect.
Queue Name of the Voice Session in which call is being handled.
CLI Caller’s Line Identification for the incoming external call.
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DDI

Direct Dial Inbound: The number the caller of the abandoned call
dialled.

Ring Duration

The Total Time duration for which the call remained in Voice

Connect.

The following selections are available for this report:

Date: For: Date of the Report.

Time: From: Start Time; To: End Time.

7.4.2.4 VCO04 - Call Routing by Date
This is a summary report for each Call Filter used for routing calls into voice sessions, for a

specified date range. Totals are given for each Call Filter type and for each date in selected date

range.

Field Names Description ‘

Call Filter

Number of the Filter applied to the Group of Calls.

Routing Tag

Routing Tag with the applied filter.

Reference assigned to the
filter

This is the name of the Voice Session on which the filter is

applied.

Total Calls

Total number of call entered in Voice Connect during the Date

range selected for the Report.

Answered Calls

Total number of calls answered in Voice Connect.

Abandoned Calls

Total number of calls abandoned in Voice Connect.

Overflowed Calls

Total number of calls overflowed to a device or External number

from Voice Connect.
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Night Service Calls

The total number of calls that have fallen in the Break Hours of

the Voice Connect voice sessions.

% Answered

Total number of calls answered in Voice Connect /Total numbers
of calls * 100.

% Abandoned

Total number of calls abandoned in Voice Connect /Total

numbers of calls * 100.

The following selections are available for this report:
Date Selection: From: Start Date; To: End Date.

7.4.2.5 VCO05 - Call Routing by Time
A summary report for each Call Filter used for routing calls into Voice sessions, for a specific

date. A single line of information is provided for each hour. Totals are given for each Call Filter

type and for the selected date.

Field Names Description ‘

Call Filter

Number of the Filter applied to the Group of Calls.

Routing Tag

Routing Tag with the applied filter.

Reference assigned to the
filter

This is the name of the Voice Session on which the filter is

applied.

Total Calls

Total number of call entered in Voice Connect during the hour.

Answered Calls

Total number of calls answered in Voice Connect.

Abandoned Calls

Total number of calls abandoned in Voice Connect.
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Overflowed Calls Total number of calls overflowed to a device or External number

from Voice Connect.

Night Service Calls The total number of calls that have fallen in the Break Hours of

the Voice Connect voice sessions.

% Answered Total number of calls answered in Voice Connect /Total numbers
of calls * 100.
% Abandoned Total number of calls abandoned in Voice Connect /Total

numbers of calls * 100.

The following selections are available for this report:

Date: For: Date of the Report.

7.4.2.6 VCO06 - Voice Port Utilization for a period
This is a summary report showing the Voice port Utilization for a selected period. Totals are given

for each voice Port used and for the Report.

Field Names Description ‘

Port number Number of Voice Port used.

% Used Time the selected voice session has used this port/Total usage of
this port * 100.

% Unused Time the selected voice session has not used this port/Total

usage of this port * 100.

Processing Duration Total Time for which the Voice Connect has used the port.

Calls Processed Total number of calls being processed by the Voice Connect

using the voice port.

The following selections are available for this report:
Date: For: Date of the Report.
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7.4.2.7 VCO07 - Voice Calls for a period with session break down

This is a summary report showing the calls processed by Voice Connect, for a specific date. A

single line of information is provided for each hour. Totals are given for each Hour and for the

selected date.

Field Names Description ‘

Session Name

Voice Sessions selected by the user for the report.

% Processed

% Call processed by the voice session /Total calls in Voice
Connect * 100.

% Unprocessed

% Call unprocessed by the voice session /Total calls in Voice
Connect * 100.

Calls Processed

Total number of calls processed by the Voice Session.

Calls Not Processed

Total number of calls in Voice Connect not processed by the

Voice Session.

The following selections are available for this report:

Date: For: Date of the Report.

7.4.3 Session

There are seven historical text reports present in Voice Connect Session folder. Data shown in

these reports is based on the calls handled by voice sessions configured in Voice Connect

module.

7.4.3.1 VRO1 - Incoming Calls by Session

This is a summary report of Incoming Calls, for a specified date range. A single line of

information is provided for each Voice Session.
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Field Names Description ‘

Total Calls Total number of calls entered in Voice Connect during the Date.

Answered Calls Total number of calls answered in Voice Session.

Abandoned Calls Total number of calls abandoned in Voice Session.

% Answered Total number of calls answered in Voice Session/Total numbers
of calls * 100

% Abandoned Total number of calls abandoned in Voice Session/Total numbers
of calls * 100

Average Answered Wait This is the average time a caller has waited before the call is
answered.

Average Answered Duration || Average Talk time for Answered Calls for Session.

Average Wait of Abandoned || This is the average time a caller has waited before the call is

Calls Abandoned.

Longest Wait Among all the answered calls in a Voice Session, the longest wait
a caller has to bear before the call was answered.

The following selections are available for this report:

Session (s) is selectable before running the report.

Arrival or Delivery Session type is selectable before running the report.
Date Selection: From: Start Date: To: End Date.

7.4.3.2 VRO2 - Total Incoming Calls by Session/Time
This is a summary report of Incoming Calls for a session, for a selected date. A single line of
information is provided for each hour.
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Field Names Description ‘

Total Calls

Total number of calls entered in Voice Connect during the hour.

Answered Calls

Total number of calls answered in Voice Session.

Abandoned Calls

Total number of calls abandoned in Voice Session.

% Answered

Total number of calls answered in Voice Session/Total numbers
of calls * 100

% Abandoned

Total number of calls abandoned in Voice Session/Total numbers
of calls * 100

Average Answered Wait

This is the average time a caller has waited before the call is

answered.

Average Answered Duration

Average Talk time for Answered Calls for Session.

Average Wait of Abandoned
Calls

This is the average time a caller has waited before the call is
Abandoned.

Longest Wait

Among all the answered calls in a Voice Session, the longest wait

a caller has to bear before the call was answered.

The following selections are available for this report:

Session (s) is selectable before running the report.

Arrival or Delivery Session type is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.
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7.4.3.3 VRO3 - Session Activity by Time

This is a summary report of activities for a voice session, covering a specified date. A single line

of information is provided for each Call.

Session name Name of the selected voice session for this report.

Start Time Start time for the Call.

End Time End time of the call.

Talk Time Total talk time for the call.

CLI Caller’s Line Identification for the incoming external call in the
Voice Session.

DDI Direct Dial Inbound. The number the caller dialled.

Destination Final destination of the call where it was answered.

Outcome of the Call The final output of the call, if answered or abandoned.

The following selections are available for this report:

Session is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.

7.4.3.4 VRO04 - Overflowed

Calls by Date

This is a summary report of overflowed calls for a Voice Session, for a specified date range. A

single line of information is provided for each Session/date.

Voice Session

It displays the name of the Voice Session for which the report is

generated.

Total Session Calls

The total number of incoming calls in a Voice Session.

Total Overflow In

The total number of calls overflowed in a respective Voice

Session.
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Overflow In

The number of calls overflowed in the selected Voice Session

from other call Queues during business hours.

Overflow out Time Limit

It displays the number of calls, which were overflowed out to the
other Queues. Reason being that the time for a call waiting to be

answered exceeded the limit.

Overflow out Session Limit

It displays the number of calls, which were overflowed out to
other Queues. Reason being that the Voice Session could take no

more calls.

Overflow out No Users

Total

Total number of calls Overflowed Out of the Voice Session.

Overflow out Destination

The destination to which the calls were overflowed.

% In

The calculated percentage of the Overflowed In calls.

% Out

The calculated percentage of the Overflowed Out calls.

The following selections are available for this report:

Session (s) is selectable before running the report.
Date Selection: From: Start Date: To: End Date.

7.4.3.5 VROS5 - Overflowed Calls by Time

This is a summary report of overflowed calls for a session, for a selected date. A single line of

information is provided for each hour.

Field Names Description ‘

Overflow out Destination

The destination to which the calls were overflowed.

Voice Session

It displays the name of the Voice Session for which the report is

generated.

Total Session Calls

The total number of incoming calls in a Voice Session.

Total Overflow In

The total number of calls overflowed in a respective Voice

Session.
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Overflow In

The number of calls overflowed in the selected Voice Session

from other call Queues during business hours.

Overflow out Time Limit

It displays the number of calls, which were overflowed out to the
other Queues. Reason being that the time for a call waiting to be

answered exceeded the limit.

Overflow out Session Limit

It displays the number of calls, which were overflowed out to
other Queues. Reason being that the Voice Session could take no

more calls.

Overflow out No Users

Total Total number of calls Overflowed Out of the Voice Session.
% In The calculated percentage of the Overflowed In calls.
% Out The calculated percentage of the Overflowed Out calls.

The following selections are available for this report:

Session (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.

7.4.3.6 VRO6 - Night Service Calls by Date

This is a summary report of Night Service (Break Hours) calls for a Voice Session, for a specified

date range. A single line of information is provided for each date.

Field Names Description ‘

Total Voice Session Calls

The total number of calls in the voice session.

Overflow In

The number of calls overflowed in from other call Queues during

business hours.

Overflow Out

The number of calls overflowed out to other call Queues during

business hours.

% Calls In

The calculated percentage of the calls overflowed in.

% Calls Out

The calculated percentage of the calls overflowed Out.

Night Service Destination

The forward destination for the calls that is overflowed during

the break hour of the selected voice session.
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The following selections are available for this report:

Session (s) is selectable before running the report.
Date Selection: From: Start Date: To: End Date.

7.4.3.7 VRO7 - Night Service Calls by Time

This is a summary report of Night Service (Break Hours) calls for a Voice Session, for a specified

date. A single line of information is provided for each hour.

Field Names Description ‘

Night Service Destination

The forward destination for the calls that is overflowed during

the break hour of the selected voice session.

Time

The hour for the report.

Total Voice Session Calls

The total number of calls in the voice session.

Calls In The number of calls overflowed in from other call Queues during
business hours.

Calls Out The number of calls overflowed out to other call Queues during
business hours.

% Calls In The calculated percentage of the calls overflowed in.

% Calls Out The calculated percentage of the calls overflowed Out.

The following selections are available for this report:

Session (s) is selectable before running the report.

Date: For: Date of the Report.

Time Selection: From: Start Time; To: End Time.
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7.5 Appendix 5: Drill Down Chart for Data Windows

Table given below shows the Details about fields in the Data Statistics List and drill down for

each type of Report.

Data Window
type

Available Data
Levels

Data Item type

Data Statistics type

Tree Table

System

Queues

Numeric

Time Based

All

Users

Numeric

Time Based

All

Module

Queues

Numeric

Time Based

All

Users

Numeric

Time Based

All

Queue Users

Queues

Numeric

Time Based

All

Users

Numeric

Time Based

All
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Standard Table

Queue

Queues

Numeric

Time Based

All

Users

Users

Numeric

Time Based

All

Queue Users

Queues

Numeric

Time Based

All

Users

Numeric

Time Based

All

Call Table

System

Queues

Numeric

Time Based

All

Users

Numeric

Time Based

All

Module

Queues

Numeric

Time Based

All

Users

Numeric

Time Based

All
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Queue Users Queues Numeric
Time Based
All
Users Numeric
Time Based
All
Bar Graph Queue Queues Numeric
Time Base
User Users Numeric
Time Based
Queue Users Queues Numeric
Time Based
Users Numeric
Time Based
Pie Graph Queue Queues Numeric
Time Base
User Users Numeric
Time Based
Queue Users Queues Numeric
Users Time Based
Line Graph Queue Queues Numeric
Time Base
User Users Numeric
Time Based
Queue Users Queues Numeric
Users Time Based
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Frames Queue Queues Numeric
Time Based
User Users Numeric
Time Based
Queue Users Queues Numeric
Time Based
Users Numeric
Time Based
<<TOC
Arc Connect Supervisor User Guide
Version 4.1 191




Section 8: Table of Figures

T[] LA N ol [ o PP 13
Figure 2-2 LOGIN WINAOW. .....cciieiuiiieiieeeieeiee e e e e e eeee e s e e e e e cransn s e e e e e e e e ennn s e e e e eeenennnnnnnas 14
Figure 2-3 Arc Connect Supervisor's main interface. ........cevviiiii i, 15
Figure 3-1 Set up printer SEtNGS .....cuvuiiiiiiiiii i 20
Figure 3-2 VIeW the DisK SPaCe......ciuiiiiiiieiiiiie e eeeeieis e ee e e e e e e e e e e e as 23
Figure 3-3 Use TOO0IS @S reqUIFEA .......cciuuiiiiiiiiii it e e e s e aa s 24
FigUre 3-4 SENA @ MESSAGE....ccuuuuuueeieeeeierrrnaaasseeeeereersaa s s e e esseerrrnaaseaaasserrsnnsasaeesseersnnnnnns 24
Figure 3-5 Modify Mmessage SEINGS ... .cuuiiiiiiiiiii i 25
Figure 3-6 SelECt COIOUNS .....cevrreiiei et e e e e e e e e e s e e e e e e e r e eas 26
Figure 3-7 View Server CONNECHION . ...iiuu it ea s 26
Figure 3-8 Select option for MeSSage Bar ........ccoooiiiiiiiiiiiiei e e e 27
Figure 3-9 Floating Bar .......ccuiiiiuiiiiii it 28
Figure 4-1 Create @ New Template ......oooooiiieeiii e e e e 29
Figure 4-2 Default Data Windows in New Monitor Template.........ccuvvuiiiniiiiieeeiicie e eeeeeeenens 30
Figure 4-3 New Monitor Template with details ...........coiiiiiiiii e, 30
Figure 4-4 Alarm MESSAgE POP UP ..ueeeeeerrrrruuuseeeaeereeesnnsaseeseserensssssssssesssenssnnsseeeeesrennsnnnnns 31
Figure 4-5 Window for setting Thresholds ............ccoi i 34
Figure 4-6 Tree Table Data WINAOW. .......cceireriiiieee e e e e e e 35
Figure 4-7 Standard Table Data WINAOW ........cuuiiiiiiiiiiii i 35
Figure 4-8 Call Table Data WINAOW .......ccceiiimiiie et e e e e e e e e e e e e e e e 36
Figure 4-9 Bar Graph Data WiNdOW ........ccocuiiiiiiiiiiin et 37
Figure 4-10 Line Graph Data WIiNAOW........cuiiiiiiiiiiiin et r s s aa s 38
Figure 4-11 Pie Chart Data WINAOW .......cccuiiiiiiieiie et e e e e e e e e 39
Figure 4-12 Frames Data WiNAOW........cuuiiiiiiiiiiiicii e ea s e s r s e e 40
Figure 4-13 Click Run Report icon to create @ report .......ueeieiiieeieeieeee e 55
Figure 4-14 Sample TeXt REPOIT.....cuuiiiriiiiie e e e 56
Figure 4-15: Manage General Settings (JOb TitleS) ....cevvumueii i e 58
Figure 4-16 Manage REGIONS........iiiuiiiiiiiiiei e e s et s e s s e et e s e e s e ra s e ea s e e e e e eeasernas 59
Figure 4-17: Manage BranChes..........ooooiiiiiiiie e e e e e e e e 61
Figure 4-18: Manage Departments ........oocivuiiiiiiiiniiii s 62
Figure 4-19: Manage Main Directory NUMDEIS ......c..ciiiiiiiiiii e 63
Figure 4-20: Main Directory Device detailS...........covuieerrmruiiiieeeeeerriies e eeerrns e e e e e 64
Figure 4-21 Manage Directory Group DetailS.........ccoiiiiiiiiiiiii e 67

192




Figure 4-22 Manage CLI NUMDELS ......icuiiiiieiii et e e s e s e e aa s 69

Figure 4-23 Manage DDI NUMDEFS.......ccciiireeiie e eecceere e e e e e e e eee e e e e e e e e en e e e e e e e eeennnn s 70
Figure 4-24: Manage Directory SettiNgS .....c.cviiuiiiiiii i 71
Figure 4-25 Manage EXternal CLIL.......cccu i e ea e e s a e e 72
Figure 4-26 Operator DetailS .........ieiiiiiieieiiiee e 73
Figure 4-27 Wallboard Details .......cc.oiiiuiiiiiiiiiin i 74
Figure 4-28 SUPErviSOr DetailS........couiiieiieiiiiiie et e e e 76
Figure 4-29 Break Periods REASON ......cuuiiiuiiiiiiiiiie ittt re e s ese e e s e e e e s e na e ena s 77
Figure 4-30: Page REQUESE.......ccuuiiiiiiiiiiii s s s s s s r e ne 79
FIGUIre 4-31: Page RESPONSE. ... iiuu ittt ittt it e et e et e st s et st e s e e e e e e e s s ea e s e e s e e e s na e enanas 81
Figure 4-32 Page RESPONSE......ccuuiiiiiiiiiii s s s s e s s r s rr e ne 82
Figure 4-33 Page Group CONTACES .....ccuuuiiiiiiuiiiiriiiics s s s s s an s s nen e e ees 83
Figure 4-34 Local Call Park LOCAtION........cciiiuiiiiii it e 84
Figure 4-35 Remote Call Park LOCAtION .....ccuvueuieiii i ieieiiie e e e e e 85
FIgUre 5-1 RUN REPOM ...uiiiiii it e e e e s s s e e e e e s e e s e n s e an s ennsennaennnen 88
Figure 5-2 A sample of Graphical Analysis REPOIt........ccceiiiiiiiiiiiiiiie e 89
Figure 5-3 Click Run Report icon to create @ report......ccovveeiiiiiiiin e, 91
Figure 5-4 Sample Report for Console CONNECE .......civiiviiiiiiiiii e 92
Figure 5-50perator LOGOUL.......c.u it r e e e e e s s e e e e e e e s e raa s 94
Figure 5-6 Message fOr [0QOUL.......ccuiiiiiiiiiii e eaa s 94
Figure 5-7 Manage Operator QUEUES ........ccuuuiiiirreniiiriiiierri s ssss s s s s s sss s s sesa s s sesnsssanes 95
Figure 5-8Manage Operator GIrOUPS .....cuuieeuieriieriinerenesesssnsssesssssnsennsennsenesensssnssrnsernsesnsennses 96
Figure 5-9 Take @ QUeUE OUL Of SEIVICE ....cvvuruuiiii i e e e e 97
Figure 5-10 Put a Console QUEUE IN SEIVICE ......uiiiiuiiiiiiiiiii it eaas 98
Figure 5-11 Manage QUeUE DEtailS .........ceerumuiiiiiieiiiirie e e e e e e e e e e s 100
Figure 5-12 Manage Console Call FIlters .......oiiuiiiiii i e 101
Figure 5-13 Manage ROUtINg Tag GrOUPS ....ccuuiiirrruniiirmnuiinirnsrsrssassssssss s sssss s snsnassssssnns s 103
Figure 5-14 Manage Break HOUKS. ........ocieeeiiiiee e e e e e e s e e e e e e ee e s 105
FIgUre 6-1 RUN REPOM ...uiiii ittt er e s s s s e e e s e an s e aa s e an s e nsennannnns 108
Figure 6-2 A sample of Graphical Analysis REPOIT.........uuuiiiiiiiiiiiiiiee e e 109
Figure 6-3 Click Run Report icon to create @ report......cciceiiiii i 111
Figure 6-4 Sample REPOIM ... iiiiiii i e e r e s e e e e e e e e e e e e rra s 112
Figure 7-1 RUNNING @ FEPOM ... i iii i s s s e e e s e s e s e aan s 126
Figure 7-2 Date SeleCtioN........ccuuurui i e e e e e e e e e e e e e e e e e e e eeeeennaas 127
Figure 7-3 SeleCt MONTNS .. .c.uiiii i 127
Figure 7-4 Time SEIECHION ......coeeeiii e e e e e e e e e e e e e e e e e e eeeennnnas 128

Arc Connect Supervisor User Guide

Version 4.1

193




Figure 7-5 Select Queue...........
Figure 7-6 Select Users............
Figure 7-7 Make Graph settings

194




Section 9:

Abandoned Calls
Active Calls
Answered Calls
Arrival Queue

Alerting Time

Auto Answer
Blind Transfer
Call Origin

Call Queuing

Call Status

Call Type

CLI Number

CLI Tag

Consult Transfer

Delivery Queue

DDI Number
DDI Tag

Directory

Numbers

Glossary

These are the calls that were not answered in Arc System.
These are the calls that are in progress.

Calls that have been answered by a user.

The name of the original queue, to which the call came into.

This is the total length of time since the call was passed to the user’s
extension. Therefore the alerting time will apply whatever the state of

the call - Ringing, Held or Current - until the call has been cleared.
Functionality of Phone set with which it answers the call automatically.
Transferring a call to a user, Device or queue without consultation.
Whether the call is an internal or external call. (INT or EXT)

The ability for a physical phone to have several calls stacked on the line

waiting to be answered.

It tells what is currently happening to the call. It can be Ringing, Held or
Connected.

Whether the call is an inbound, outbound or a transferred call.
(IN/OUT/TFR)

The caller's number, Caller’s Line Identification.

An additional piece of useful information added to the CLI. This could be

the name of the customer.
Transferring a call to a user or Device after consultation.

This is the queue from which the call is being delivered to the user. In
some instances the arrival and the delivery queue may be the same.
However, where a call has been redirected or transferred to another

queue, the delivery queue will be different.
The number that the caller dialled.
An additional piece of useful information added to the DDI.

These are the extension numbers of the call centre. The Directory
contains all of the extensions and data that the operator will see both in

their Busy Lamp and Internal Extension displays.
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Directory Groups

External CLI
Details

Night Service

Outbound Call
Inbound Call

Queue Thresholds

Report code

Routing Tag

Routing Tag
Groups

System Monitor

Directory Groups reflect what operators see in their Busy Lamp Field.
Depending on the business scenario in place, these groups have 2
functions. In a single business scenario a Default list of all extensions
may suffice, allowing the operator to see all extensions. (For
performance purposes an upper limit of 400 extensions should not be
exceeded.) In a multi-tenant environment a Directory Group could be set
up for each serviced company, so that when a call arrives for that

company, the operator sees only the relevant extensions in their display.

These are contact details for the numbers outside the Call centre.
External CLI Details are the Contacts that operators see in their External

Directory Field.

This facility allows you to take the queue out of operation at certain
times of the day. During this time, calls are routed to some other
destination. For example, if you close down the 'Accounts service' queue
every day at 7pm, beyond that time calls can be routed to a destination -

device or another queue.
Call that has been dialled out from the call center.
Call that has been made to the call center.

Queue Threshold are set so that a Supervisor can see a visual view of

where problems may be occurring within Call Connect.

Each report has a unique code, which helps you to identify each the

report, or graph, that has been used.

A piece of information, which comes in with the call from the call queue.
It may provide some information about the nature of the call. For
example, the call may be associated with a particular marketing

campaign.

Routing Tag Groups allow a Routing Tag to be attached to a Directory
Group. In a Multi-Tenant scenario this allows an operator to only see

relevant devices.

The ‘System Monitor Template’ window gives you an overall Activity of all

the Queues, Userss, and Calls in your call centre.
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Average
Answered Wait

Time

Average Wait All
Calls

Talk Time
Queue Call
Queue Talk Time

Break Hour

Current Device
Status

Current Status

Not Ready Time

Average time the caller had to wait before his call was received.

Average wait time for all calls in queue.

This specifies the time interval in which the user is attending to a caller.
Inbound calls.
Inbound call talk time.

This specifies the time interval for which the queue/user will not operate
calls.

Current status of a device.

Current call status

The time interval in which the user is not ready to receive any calls.
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