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Getting started

In this chapter
Overview
Section A: About call centers

Section B: Connecting to the server
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Overview

Welcome

Nortel Networks announces Nortel Networks Symposium Express Call Center
Release 3.0. This product provides asimplified call center solution for call
centers with up to 150 agents and up to 5000 calls per hour.

In this guide

The Nortel Networks Symposium Express Call Center Call Center Management
Guide explains how to manage the day-to-day activities of your Symposium
Express Call Center.

Be sureto refer to the Nortel Networks Symposium Express Call Center Task
Flow Guide for information about

m thetasks you need to perform to set up and configure your call center

m  theorder in which to perform those tasks

m  which documents to refer to for information about using or administering
other tools and features of Symposium Express Call Center

Who should read this guide

This guideis for administrators who are responsible for the day-to-day
management of Symposium Express Call Center.

Assumptions

This guide assumes that Symposium Express Call Center has been correctly
installed and is operational. If the application has not been installed, then you
should contact your distributor and get it installed.
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Access rights

This guide assumes that you have the required privileges and access rights to
perform the procedures. For more information, refer to Chapter 3, “Managing
users.”

Optional features

Some of the features described in this guide are optional. To determine which
features you have access to, Nortel Networks supplies a special code called a
keycode that you use when you install the Symposium Express Call Center
software. Fields and commands for features that you did not purchase are not
available.

What’s new in this release

The following features described in this guide are new to Symposium Express
Call Center Release 3.0:

= Symposium Management Interface

You now use the Symposium Management Interface (SM1) Workbench to
connect to each server from the client PC. When you double-click the
system icon, the SM1 Workbench initiates a connection to the server. When
the connection is established, the Administration window opens. The
Administration window contains programs for administering and
monitoring the Symposium Express Call Center.

m  \oice Services

A Voice Services card installed in the Meridian 1 switch provides front-end
voice processing capability to Symposium Express Call Center. It also
enables you to provide recordings within a call treatment. The Voice
Services card provides similar functionality to Meridian Mail; however, the
Voice Services card enables you to play recorded announcements and voice
menu options so that you can collect customer-entered data, or to inform
callers of their position in queue or the amount of time they can expect to
wait before their call is answered.

Voice Servicesis a keycoded option, available only if you have purchased
the feature and have installedaV oice Services card on your switch.

Call Center Management Guide 3
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For more information, see “ Configuring call treatments’ on page 113 and
“Configuring Voice Services’ on page 85.
Call Priority

A call can be queued to a skillset with a priority between 1 and 3. If the call
is not forwarded to an agent within a specific amount of time, the call can
be overflowed to a backup skillset. For more information, see “Configuring
cal routing” on page 136.

Calls Waiting and Overflow by Number thresholds

You can configure the Calls Waiting threshold to determine the number of
calls that must be waiting in a specific skillset queue before the Calls
Waiting lamp on an agent’ s phoneset appears.

The Overflow by Number threshold determines the number of callsthat can
be queued to a skillset before any new calls are overflowed to a backup
skillset.

For more information, see “ Configuring call treatments’ on page 113.
Global call ceiling

Theglobal call ceiling threshold is the maximum number of active and
gueued calls, including network calls, for the entire call center. If this
threshold is reached or exceeded, then al new calls hear an announcement
that explains that the call center is busy.

Busy ceiling per CLID, DNIS, and CDN thresholds

When the number of calls coming into an individual CLID, DNIS, or CDN
reaches its respective ceiling, callers are either played a busy message and
disconnected, or they are transferred to aDN.

For more information, see “Configuring call treatments’ on page 113.
Senior Supervisor user type

The senior supervisor can perform all tasks associated with a supervisor,
and can also view the configuration properties of al agentsin the call
center. For more information, see “ User typesin Symposium Express Call
Center” on page 46.

Configuring switch resources

In Symposium Express Call Center Release 3.0, customer administrators
can configure CDNs, DNISs, phonesets, and activity codes.

For more information, see Chapter 8, “ Configuring switch resources.”

Symposium Express Call Center
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m  Network Skill-Based Routing (NSBR)
Network Skill-Based Routing is a keycoded feature that enables a
Symposium Express Call Center to overflow callsto other Symposium
Express Call Center and Symposium Call Center Server call centersin the
network. For information, see “Network Skill-Based Routing” on page9.
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Section A: About call centers
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Overview

What is a call center?

A call center is an environment designed to processtelephone calls efficiently
while maximizing customer satisfaction. A call center can be as small as two
people who are frequently on the phone, or it can employ hundreds of people
who respond to a variety of customer inquiries.

Call center components

Call center components include

m therepresentatives who answer the calls (also called agents)
= management personnel
m  technology that distributes calls to the appropriate representatives

= anonline computer system to record caller requests and inquiries, and to
look up information

Role of the call center manager

A call center can be found within a department, or it can be the single business
unit that comprises a compary. Regardless of the size of the call center, the
requirements of successful call center management are the same:

m  todeliver caller satisfaction through prompt, professional call handling
m  to control costs by using facilities efficiently

m  to help staff work productively

m  toincrease profitability

Whether callers are purchasing products, requesting service, or seeking

information, the call center must havetechnology that deliversthetimely service
they expect.

8 Symposium Express Call Center
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Call processing

Typically, acall center has a number of agents available to answer incoming
calls. When a call comesin to the call center, it is automatically directed to one
of these agents. Call distribution can occur on the switch, or it can be controlled
by aproduct like Symposium Express Call Center.

Skill-based routing

Symposium Express Call Center can perform skill-based routing. Instead of
simply directing the call to an available agent, Symposium Express Call Center
directs the call to the agent who best meets the customer’ s needs.

Network Skill-Based Routing

Network Skill-Based Routing (NSBR) is a keycoded feature that enables you to
route calls to up to three remote call centers To use Network Skill-Based
Routing, Symposium Express Call Center must be integrated with a Symposium
Call Center Server and a Network Control Center (NCC) server. For more
information, refer to the Symposium Call Center Server Network Control Center
Administrator’s Guide.

Queue

The queue is the number of calls waiting to be answered. Frequently, the queue
isinvisible. That is, calers do not know their position in the queue. Symposium
Express Call Center provides information that helps you make the queue
visible—you can tell customers their expected wait time or you can play
appropriate messages based on their position in queue Thisis a keycoded
feature, available only if you have purchased the Position in Queue option.

Agent Occupancy

Agent occupancy isthe amount of time during ahalf-hour period that agents are
on acall (talk time) or in post-call processing (Not Ready time). Symposium
Express Call Center provides reports and displays that you can useto monitor
agent occupancy, talk time, and Not Ready time.

Call Center Management Guide 9
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Call abandonment

Call abandonment measures the number of calls abandoned before being
answered. The time when calls are abandoned is as important as the number of
calls abandoned. Callers may abandon early because they have decided not to
wait, or they may abandon in frustration after along wait. Symposium Express
Call Center lets you gather abandonment statistics.

Service level

The service level isthe percentage of incoming calls answered within a specified
number of seconds. For example, you may have the objective, “ 80 percent of
calls are answered within 20 seconds.” In this case, your service level is 80
percent and your threshold timeis 20 seconds.Y our actual service level,
reported by Symposium Express Call Center, may be “ 77 percent of callsare
answered within 20 seconds.” The server uses the following equation to
calculate service level:

{[(Calls Answered + Calls Abandoned) — (Calls Answered After Threshold +
Calls Abandoned After Threshold)] * 100} / (Calls Answered + Calls
Abandoned)

where the threshold is the number of seconds defined in your service level
objective (for example, 20).

Example

Your call center answers 80 calls in one hour. Of those calls, 10 calls are
answered after the threshold. During the same period, 20 calls are abandoned. Of
those calls, 13 calls are abandoned after the threshold. In this case, the service
level is

{[(80+20)-(10+13)]* 100} /(80+20) = 77%

10
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Call center objectives

Introduction

To process calls efficiently, you must fully understand the objectives of the call
center. Generally, a call center has three major objectives:

s  Maximizecall center efficiency.
m  Maximize caller satisfaction.

= Anayzehow your call center is functioning, and make decisions on how
best to improve service.

Maximize call center efficiency

To maximize the efficiency of your call center, you must accomplish the
following goals:

m  Increase productivity.

= Improve service.

m  Decrease costs.

s Handleunusua situations.

In an efficient call center, agents process calls that they are qualified to handle.
You must ensure incoming calls are presented to the agents best prepared to deal
with the requirements of the call. Thisis the basis for skill-based routing:
determine a caller’s requirements and route the call to an agent who has the
knowledge to dea with it effectively.

Callers should wait for as short atime as possible before speaking with an agent.
This accomplishes two things: the caller isless likely to hang up while waiting
in queue, and agents spend as little time as possible waiting to answer calls.
When both of these conditions are met, costs decrease and profits increase.

Occasionally, an incoming call is not presented to the intended agent. For
example, the call is returned to the queue or is disconnected. Configure routing
to prevent such situations or to deal with them in the event they do occur. Y ou
must consider unexpected conditions and determine methods to resolve them.

Call Center Management Guide 11
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Maximize caller satisfaction

Callers should speak to aqualified agent immediately. However, dueto large
call volumes and a limited number of agents, thisis not always the case You
can, however, try to reduce the amount of time each caller waits in queue.

Caller satisfaction is extremely important. Callers waiting in queue do not want
to hear silence until their call isanswered. They want to know what is happening
to their call. If callers begin to doubt that their call is being handled properly,
they may hang up.

There are several ways to ensure maximum caller satisfaction. You can

m  prioritize calls based on your most important callers

m  give callers options while waiting in queue

m  play appropriate messages based on their expected wait time or their
position in queue
This functionality is provided by the ExpectedWait Time feature, which is
akeycoded option. It isavailable only if you purchase the option.

m et callers speak with an agent of their choice

m et callers speak with an agent in the language of their choice

Track and report on call information

When configuring call routing, consider that you can track call-related
information and store it in adatabase for later analysis. Take timeto plan call
routing to track the information you need. You can use thisinformation later in
reports that enable you to analyze how your call center is functioning, and make
decisions on how best to improve service. For example, you may want to know
the average amount of time agents spend answering calls, or the number of
abandoned calls.

12 Symposium Express Call Center
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Switching and routing concepts

Introduction

This section provides abasic overview of switching and routing concepts. It is
for informational purposes only. All of the switch resources are configured and
acquired by the distributors who install and configure your systems. For more
information, refer to Chapter 8, “Configuring switch resources.”

This section briefly outlines concepts such as

m  controlled directory numbers (CDNs)

n routes

= phonesets

m  Voice ports

= IVRACD-DNs

m  Dialed Number Identification Service (DNIS)
s calinglinelD (CLID)

Controlled directory number

A controlled directory number (CDN) allows incoming calls to be queued into
the switch and messages about these calls to be sent to Symposium Express Call
Center.

Symposium Express Call Center must acquire a CDN so that the system can
track when calls are terminated at that CDN. Before the system can acquire a
CDN, however, the CDN must be configured on the switch and then added to the
Symposium Express Call Center database.

If you want to add a CDN, contact your distributor.

Route

A route defines a group of trunks. Each trunk carries incoming and outgoing
callsto and from the switch.

Call Center Management Guide 13
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If you want to include a route on reports, then you must add the route on
Symposium Express Call Center. If you want to create All Trunks Busy (ATB)
reports for the route, then you must acquire that route.

You must add routes on Symposium Express Call Center to allow the routes to
appear on reports and to allow the system to acquire them.

Note: Symposium Express Call Center only supports FGDT, TIE, DID, COT,
FEK, and WAT S route types.

Phoneset

Your distributor must add and acquire each phoneset at which agents and
supervisors log on to the system. When Symposium Express Call Center

acquires a phoneset, the switch begins sending messages about these phonesets
to the system.

If you want to add a new phoneset, contact your distributor.

Voice port

A voice port is defined as a 2500 phoneset for third-party 1VR systems, or an
RCS (517 or 2009) phoneset for Meridian Mail. If you use Meridian Mail, then
you must have dedicated voice ports. Symposium Express Call Center cannot
share voice ports with any other Meridian Mail application.

Note: If you have purchased and installed an optional Voice Services card in the
Meridian 1 switch, your distributor must also configure voice ports specifically
for the Voice Services card.

To add a voice port, contact your distributor.

IVR ACD-DN

An IVR ACD-DN isadirectory number that routes a caller to aspecific IVR
application. The VR ACD-DN also provides Meridian Mail treatment.

If your call center uses Meridian Mail for call treatment, then your distributor
must add and acquire anew IVR ACD-DN.

14
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DNIS

A DNISis a setting on the switch that indicates the number used to dial in to the
call center switch. For example, acall center can have different 1-800 numbers
that customers use to reach different skillsets or departments within the call
center.

All DNIS numbers used by Symposium Express Call Center must either auto-
terminate on a Symposium Express Call Center CDN or use an IDC table to map
to a Symposium Express Call Center CDN. For more information, contact your
distributor.

CLID

A CLID isasetting on the switch that tracks the number from which thecaller is
calling. For example, Symposium Express Call Center can track the area code of
the caller and direct the calls according to the area code. CLIDs must be made
available from the central office/PSTN.

Call Center Management Guide 15
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How skillset priorities affect call routing

Introduction

This section describes skill set priorities, and gives examples of how skillset
priorities affect call routing. This section uses afictional call center, BestAir
Airlines, to provide examples of how calls are routed in different situations.

Skillset priorities

When you configure call routing, you can set a priority level of 1 to 3 (1 being
the highest) for each CLID, DNIS, and CDN in your call center. For example,
you may queue callsto a specialized skillset, such as European Vacations, with a
priority of 1, and also queue the same callsto a General Sales skillset,
configured as an overflow skillset, with a priority of 3.

Symposium Express Call Center first queues callsto the EuropeanV acations
skillset. If the first overflow timer expires, then the call is queued to the
overflow skillset, General Sales.

For more information about setting call overflow treatments, see “ Configuring
call treatments’ on page 113.

For more information about assigning priority levelsto skillsets, see
“Configuring call routing” on page 136.

Skillset priority and agents

Agents have priorities within skillsets. The skillset priority determines which
call is presented to an agent first. If cals are queued for two or more of the
skillsets to which an agent belongs, and there are other agents available to take
the calls, then the system checks the skillset priority for the agent to determine
which call to present first. If thereisonly one agent idle, the highest priority call
will be presented, regardless of the agent’s skillset priorities.

Similarly, if there are two agents available who belong to the same skillset,
incoming calls are queued to the agent with the higher priority for that skillset.

16
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For more information about agent to skillset assignments, see “Configuring
agent to skillset assgnments” on page 82.

Example: BestAir Airlines

Thefollowing section describes how the example call center of BestAir Airlines
is set up.

Types of calls

BestAir Airlines handles the following three types of calls:

m  Vacations

m  Corporate Sales

m  Customer Service

Thereisaskillset for each call type, and afourth skillset handles general
inquiries.

DNIS numbers
Callersdial different 1-800 numbers, or DNISs, to reach BestAir Airlines. The
numbers that customers dial are

s 123REST (for vacations)
m  123WORK (for Corporate Sales)
m  123HELP (for Customer Service)

Call priority
The following table shows how BestAir Airlines' call routing is set up:

Skillset priorities

Corporate Customer General
DNIS Vacations  Sales Service Inquiries
123REST 1 0.2 0.3
123WORK 1 0.2
123HELP 1 0.3

Call Center Management Guide 17
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Callsto 123REST are queued to the Vacations skillset with a priority of 1. If the
overflow period expires, then calls are queued to the Customer Service skillset
with apriority of 2. If the call remains in the Customer Service skillset and the
overflow period expires before the call is answered, then the caller is played a
busy announcement or it is passed to aDN. Thisis configured in the Call
Treatmentswizard. For moreinformation, refer to “ Configuring call treatments’

on page113.

Skillset assignments
The following table shows BestAir Airline's agent to skill set assignments:

Skillset priority

Agent
Fred
Sue
Brad
Liz
Al
Kris
Mark
Deb
Dave
Carol

Pete

Vacations

N N O O O O O O P+ Pk, Pk

Corporate
Sales

0

o N O O O B N B O O

Customer General

Service Inquiries
0 0
2 0
2 0
2 0
1 0
2 0
1 0
1 0
1 0
3 4
3 4

Call routing

The following illustration shows how calls coming in to BestAir Airline’s call

center are routed, based on the information above.

18

Symposium Express Call Center



June 2001 Getting started

Note: A solid line indicates that a call is queued with apriority of 1. A broken
lineindicates that acal is queued with apriority of 2. A dotted line indicates
that acall is queued with a priority of 3.

Agentin the Fred, Sue, Liz, Al, Sue, Brad, Liz, Carol, Pete

skillset Brad, Kris, Carol Al, Kris, Mark,
Caral, Pete Deb, Dave,
Caral, Pete
Skillset Vacations Corporate Customer General
Sales Service Inquiries

E A v

.

DNIS 123;REST 123WORK 123HELP

Calls are only presented to the second or third priority skillsets after the
overflow timers run out.

Examples of how calls are routed

The following examples show how calls are routed in different situations, given
the information above:

1. Agentsidle. A call entersthe call center from the 1223WORK number and
is queued to the Corporate Sales skillset. The call can be queuedto Liz, Al,
Kris, and Carol. Liz and Kris have the highest priority for this skillset. The
agent who isidle the longest will get the call.

2. All agentsarebusy. A call entersthe call center from the 123WORK
number and is queued to the Corporate Sales skillset. All agents are busy,
and the call overflowsto the General Inquiries skillset. The call will now be
answered by thelongest idle agent in the Corporate Sales and General
Inquiries skillsets, rather than by the agent with the higher skillset priority.

Note: If two agents have been idle for the same amount of time, then the
agent with the higher skillset priority gets the call.

Call Center Management Guide 19
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3. High priority call entersthe queue. A call enters the call center from the
123REST number and is queued to the Vacations skillset with a priority of
1. The overflow period expires and the call is then queued to the Customer
Service skillset with apriority of 2. The cal jumps ahead of any calls
already in the queue that have been overflowed to the Customer Service
skillset from the 123HEL P number.

4. Nologged on agents. If there are no agents logged on to any skillsets, then
calls receive emergency treatment. For more information, refer to
“Configuring emergency treatment” on page 124.
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Symposium Express Call Center components

Introduction

Symposium Express Call Center is aclient/server call center application that
provides sophisticated call routing and management information to small call
centers. Symposium Express Call Center consists of the following components:

aserver that is a customer-supplied PC running Windows NT Server 4.0,
and on which the Symposium Express Call Center server softwareis
installed. The Symposium Express Call Center server processes calls and
stores statistics.

aclient that is a customer-supplied PC running either Windows NT
Workstation 4.0, Windows 95, or Windows 98, and on which the
Symposium Express Call Center client softwareisinstalled. A copy of the
client software is alwaysinstalled on the same PC as the server. In addition,
you can install separate copies of the client on PCs used by your
Supervisors.

Symposium Express Call Center software that runs on the server and is
accessed and controlled by the client PCs

a Sybase database that isinstalled as part of the server installation

aMeridian 1 switch that receives and directs calls to the call center
application as well as software for administering the Meridian 1

aVoice Servicescard installed in the Meridian 1 switch. The Voice Services
card is akeycoded feature.

an embedded or private LAN (ELAN) that connects the Meridian 1 switch
and the server

pcAnywhere Version 9.2 support software that isinstalled on the server. It
isincluded in the Symposium Express Call Center Server Application CD
and must be installed prior to the Symposium Express Call Center server
software.

a separate customer LAN (CLAN) if you have more than one client PC to
support communication between theclient and server

Meridian Mail, MIRAN, or RAN if you do not purchase aVoice Services
card and you want to play announcements

Call Center Management Guide 21
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m amusic source, if you want to play music

Setup options

There are two setup options for Symposium Express Call Center:

1. Thereisaways both aserver and aclient on the same PC running on
Windows NT Server 4.0. There are no additional client PCs.

2. You can then have additional separate client PCs running one of Windows
NT Workstation 4.0, Windows 95, or Windows 98.

Note: If you have purchased the Network Skill-Based Routing feature, your call
center can be configured to route calls to three remote call centers. For more
information about Network Skill-Based Routing, see “Network Skill-Based
Routing” on page 9.

The following diagram shows a single PC installation:

Dial up Windows

networking NT 4.0
server

Remote

support

Q

switch

Optional
third-party IVR

or

Meridian Mail
(without

8 ACCESS link)

G101184

The following diagram shows the architecture if additional clients are running
on separate PCs:
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Windows 95/ ~ .
Windows 98/ I Client
Windows NT4.0 software
client .I

O : Customer LAN (CLAN) )

Windows
NT 4.0
server

Server
software

—F

Dial up

switch

Optional
third-party IVR

or
Meridian Mail
(without

) ACCESS link)

G101185

Description

As shown in the diagrams, Symposium Express Cal Center operatesin aclient/
server environment, although one PC acts as both the client and the server. The
single PC ingtallation facilitates remote support.

The client software provides operational, administrative, and management
(OA& M) control for the server. Additional client PCs connect to an existing
CLAN, if required. The CLAN operates with either Ethernet architecture or
Token Ring architecture using the TCP/IP protocol.

The server connects to both the CLAN and the ELAN. Control signals for the
Meridian 1 switch are sent over the ELAN by way of the AML link from the
server.
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The ELAN can connect to a customer-supplied router to allow accessto awide
area network (WAN).

The server connects to a modem to allow remote access by a support PC for
maintenance and diagnostics.
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Configuring the server for the switch

When to use

Your distributor configures the server to work with the Meridian 1 switch. If the
switch is not configured, then contact the distributor to install and configure
your system. Once your distributor installs and configures your Symposium
Express Call Center, you can perform the tasks outlined in this guide.
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Logging on to the Symposium Express Call
Center server

Introduction

Follow the procedure in this section to connect and log on to the Symposium
Express Call Center server from the client.

Note: The server and one client reside on the same computer. You can also
install the client software on additional computers.

When you access the server system from aclient PC, you see the Nortel
Networks SMI Logon dialog box. The Nortel Networks SMI Logon dialog box
is the security barrier to unauthorized users.

Prerequisite

Before you connect to the server, your distributor must install and configure
your system.

To log on to the server

1  From the Start menu, select Programs [ SMI Workbench, and then
double-click the server icon in the SMI Workbench folder (or double-click
the desktop shortcut, if one is available). If the icon is not there, add one as
follows:

a. Click Add System.
Result: The Add SMI System window appears.
b. Enter the computer name or IP address of the server.

c. Click Verify Address. If the address cannot be verified, check the client
server connection and the IP address of the server.

d. Click Next.

e. Enter a System Name. This is the name of the icon that will appear on
the SMI Workbench folder.
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f.  Click Finish
Result: The server icon appears in the SMI Workbench folder.
g. Double-click on the server icon in the SMI Workbench folder.

Result: The client workstation connects to the server and the Nortel
Networks SMI Login dialog box appears.

Nortel Networks SHI Login - 47.85.3.238 - C:ASMI W... [HE2

& N&RTEL

NETWORKS"™

User ID: I Wk
Pagsword I Cancel

Mortel Metworks 51 Yersion 2.00

Copyright 1938 - 1999 Mortel Networks, and &I

its licenzors, All rights reserved.

Note: If the connection fails, then a message indicates a problem with
connecting to the server. Check the IP address in the shortcut properties
and try again.

Enter your user ID.

Note: The user ID for the customer administrator is “custadmin.”

Enter your password as provided by your Nortel Networks representative.
Click OK.

Result: If you are logging on for the first time with a new password, the
Password Expiry dialog box appears.

Click Change Password.
Result: The Change Password dialog box appears.
For Old Password, enter the password that you used in step 3.

For New Password and Confirm New Password, enter the new password,
and then click OK.

Result: The Administration window appears.

Note: If you attempt to log on with the customer administrator’s user ID
(custadmin), but cannot provide the correct password, the system locks you
out after the third attempt. If this happens, contact your distributor for
support.

28
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Exploring the Administration window

Opening the Administration window

To open the Administration window, you must first log on to the server. For
more information, see “Logging on to the Symposium Express Call Center
server” on page 27.

If you log on to the server using the customer administrator user 1D, then you
can see al of theiconsfor these tasks. However, if you log on to the server using
asupervisor 1D, then you can see only some of theseicons. For more
information about access levels, see “ User types in Symposium Express Call
Center” on page 46.

The Administration window

The following illustration shows the Symposium Express Call Center
Administration window as it appears when you log on using the customer
administrator user ID:

Call Center Management Guide 29



Getting started Standard 1.0

‘s Adminiztration - Mortel Networks Symposium Express Call Center (=[] =]

Agent ] Skillset

Real-time Displ
ealtime Displays Assignments

Reports

L]
(=]
[&]

Tutorials and

Agent ] Supervisor
User Guides

. N Call Presentation
Administration

@

(e]

E

E Call Treatments Call Routing @ Activity Codes

%Eﬁé CDNs f@ DNISs Phonesets
Network Voice Services ,@ Backup
Administration - Administration

Password Frint @ | Help | Lloze I
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Administrative tasks

The Administration window contains a set of icons that allow you to do the
following tasks:

View real-time displays and set thresholds.
Administer agent to skillset assignments.
Configure how calls are presented to agents.
Configure activity codes.

Run and configure reports.

Create and administer agents and supervisors.
Configure call routing.

Configure call routing between Symposium Express Call Center and three
remote Symposium Express Call Center or Symposium Call Center Server
call centers.

This option is available only if you have purchased the Network Skill-
Based Routing feature.

Run tutorials and view online documentation.
Create and administer call routing classes.
Configure Voice Services announcements.

Configure how calls are treated when they are presented to Symposium
Express Call Center.

Run Symposium Express Call Center database backups.

The Administration window a so contains buttons that allow you to do the
following tasks:

Change your password.

View and print the call center configuration report.
Activate the emergency message.

View online Help.

Close all of the windows and disconnect from Symposium Express Call
Center.
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Creating a desktop shortcut

When to use

Windows NT requires auser ID and password that are different from the ones
you use to log on to Symposium Express Call Center. Each Windows NT user
ID is associated with its own set of desktop icons. You can use a different
Windows NT user ID and password from the ones that the installer used to
install Symposium Express Call Center. If so, you may not see the desktop
shortcut that you need to access the system.

Follow the procedure in this section to create a shortcut on the desktop to access
Symposium Express Call Center.

Before you begin

You or your distributor must install the Symposium Express Call Center client
software.

To create a desktop shortcut

1  From the Windows Start menu, choose Programs [1 SMI Workbench.

2 In the SMI window, right-click the icon for the Symposium Express Call
Center site for which you want to create a shortcut.

3 Drag the cursor to your desktop, release the mouse button, and then
choose Create Shortcut(s) Here from the context-sensitive menu.

Result: The shortcut for the system appears on your desktop.
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Overview

Introduction

Symposium Express Call Center allowsyou to specify how calls are presented to
agents. Agents control their readiness to receive calls by logging on to their
phonesets and placing their phonesets in a Ready state.

Call presentation classes

A call presentation classis a set of call presentation options that you can assign
to an agent. You can customize the following call presentation options:
= how incoming calls are presented to agents. Calls can be

= automatically answered on an agent phoneset after they have beenin the
system for a specified period of time (call force option). Agents do not
need to press the Incalls key to accept the call.

Note: The agent must use a headset if you use the call force option.

= presented to an agent phoneset for a specified length of time, and then, if
not answered, returned to the queue

= presented to an agent phoneset, remaining there until they are answered

or abandoned
»  whether agents are provided with a break between calls and, if so, the
length of the break
m  whether agents can place directory number (DN) calls on hold for incoming
cals

= whether agent phoneset displays show “Reserved” when an agent is
reserved for an incoming network call

Note: Thisis akeycoded option available only if you have purchased the
Network Skill-Based Routing feature.
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Example

At BestAir Airlines, agents in the Sales skillset update the customer database
after each call. This takes about 1 minute. Therefore, the agents' call
presentation class allows a 60-second break after each call. In contrast, agentsin
the Information skillset do not usually perform any after-call work, so the call
presentation class for those agents does not include a break.

Default call presentation settings

Before you set up acall presentation class for your call center, the following
default behavior applies:

m  Callsarepresented to an agent. If acall is not answered after 18 seconds, it
is returned to the queue. Then the agent’s phoneset is placed in aNot Ready
state.

s Agentsreceive no break after acall.
s Agentscan takeincoming call center calls by placing their DN call on hold.

Callerswho are on hold or waiting to be presented to an agent receive the
treatment specified in the Call Routing wizard, which can include music,
silence, or arecorded announcement. For more information, see Chapter 6,
“Configuring call treatments and call routing.” Symposium Express Call Center
routes calls to agents according to their skillsets. For more information, see
Chapter 4, “Configuring skillsets.”
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Adding call presentation classes

When to use

Follow the procedure in this section to add call presentation classes to your call
center. You can configure the following options:

= the presentation method for incoming calls
m  whether abreak is allowed between calls, and the length of the break

m  whether agents can place directory number (DN) calls on hold for incoming
cal center calls

s whether agent phonesets display that the agent is reserved for a network
cal. Thisis akeycoded option that is only availableif you purchase the
Network Skill-Based Routing feature.

To add call presentation classes

1 From the Administration window, double-click the Call Presentation icon.

Result: The Call Presentation window appears.

[fl Call Presentation - 47 85 3 238 - C:\5M| Workbench M=l E3
File View Help
Q| &8 || @ | X 9
Add Print Print Preview Refresh [Velete Eiapeiiies Help
tMame
ICall_Centre_sdmini...
For Help, press F1 MLUM A
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2

3
4

Click Add.

Result: The Call Presentation Class Properties dialog box appears.

Call Prezentation Class Properties

Gereral |

Marne: ||

Call Prezentation

€ Call Force Timer Dielay ID =

" Retum Call to Queue after |7 _%

&' | et Call Ring at Phoneset

sec

sec

then make Phoneset Busy vl

I After call, break for |1 _% sec

™ Answer call by placing DM call on hald

™ Displap Agent R eserved for N etwork Call

Saye I Lancel |

Help |

Enter a name for the call presentation class.

Set the call presentation method.

IF the call is to be

THEN

answered automatically on
the agent phoneset without
the agent having to press the
Incalls key to accept the call

Note: The agent must use a
headset to use this option.

a. check Call Force Timer Delay.

b. specify the amount of time before the
call is forced.

returned to the queue if not
answered within a specified
time

a. check Return Call to Queue after.

b. specify the amount of time before the
call is returned to the queue.

c. select the mode in which to place the
phoneset.

left ringing at the phoneset
until it is answered

a. check Let Call Ring at Phoneset.
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5 Decide whether to allow a break after the end of a call.

IF you

THEN

want to set a break time
between calls to an agent
phoneset

a. check After call, break for.
b. specify the length of time for the break.

do not want to set a break
time

a. clear After Call, break for.

6 Decide whether the agentis able to place DN calls on hold so that he or
she can answer call center calls.

7  Choose Display Agent Reserved for Network Call if you want to display the
message “Reserved” on the agent’s phoneset display after the server
reserves the agent for a network call.

Note: This is a keycoded option available only if you have purchased the
Network Skill-Based Routing feature.

8 Click Save.

Result: You return to the Call Presentation window, and the new call
presentation class appears on the list.

What'’s next?

To assign the call presentation to anew agent, see “Adding agents’ on page 59.
To assign the call presentation class to an existing agent, see” Changing user

properties’” on page 62.
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Changing call presentation class properties

When to use

Follow the procedure in this section to change the properties of a call
presentation class. When you change the properties of a cal presentation class,
the changes take effect immediately for new callsthat are presented to the agents
who belong to that class.

To change call presentation class properties

1

In the Administration window, double-click the Call Presentation icon.
Result: The Call Presentation window appears.

Select the call presentation class that you want to change.

Choose File O Properties.

Result: The Call Presentation Class Properties dialog box appears.
Change the call presentation class properties as necessary.

Click Save.

Result: You return to the Call Presentation window, and the changes take
effect for new calls that are presented to agents who belong to this class.

If you changed the call force option, then the agents’ phonesets display the
message “Profile Changed.” The phonesets are put into not ready state
until the agent presses Not Ready.
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Printing, previewing, and exporting a list of
call presentation classes

When to use

Follow the procedure in this section to print alist of call presentation classes.
You can print alist of all call presentation classes or only selected ones.

To print, preview, or export a list of call presentation classes
1 Inthe Administration window, double-click the Call Presentation icon.
Result: The Call Presentation window appears.

2  Choose one of the following options:

IF you want to THEN

print a list of call presentation |a. select File O Print.

classes b.in the Windows
Print dialog box,
choose to print all or a
selection of call
presentation classes,
and then click OK.

preview a list of call a. select File O Print
presentation classes Preview.

b.in the Print preview
dialog box, click All or
Selection, and then
click Print Preview.
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IF you want to

THEN

export a list of call presentation
classes

a. select File O Print
Preview.

b.in the Print preview
dialog box, click All or
Selection, and then
click Print Preview.

c. in the report window
that appears, click
Export on the toolbar,
and then choose the
Export options.

4  Click the Close box to return to the Call Presentation window.

Call Center Management Guide

41



Managing call presentation Standard 1.0

Deleting call presentation classes

When to use
Follow the procedure in this section to delete a call presentation class.

Notes:

1. You cannot delete the default call presentation class that isinstalled with
Symposium Express Call Center.

2. You cannot delete acall presentation class if it is assigned to an agent. You
must assign another call presentation class to the agent first.

To delete call presentation classes
1 In the Administration window, double-click the Call Presentation icon.
Result: The Call Presentation window appears.
2  Select the call presentation class that you want to delete.
3 Choose File O Delete.

4 Click Yes to confirm the deletion.
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Overview

Introduction

This chapter provides an overview of user administration, and describes the
various types of users and their access privileges on Symposium Express Call
Center. This chapter also gives the procedures to add new users, and to change
the properties for existing users.

Before you begin

If you have not created call presentation classes, you must assign each user the
default call presentation class. For more information, see “Adding call
presentation classes’ on page 36.
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Section A: User administration

In this section

User types in Symposium Express Call Center 46
Resetting desktop passwords 49
Changing desktop passwords 52
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User types in Symposium Express Call Center

Introduction

This section describes the types of users in the system and their access levels.
Symposium Express Call Center requiresthat each user supply auser ID and
password to log on. The user ID and password vary with the type of user. Each
type of user has different system access levels. These access levels are set, and
they cannot be changed.

User access model

There are four types of users on Symposium Express Call Center:
m  the system administrator (user ID: sysadmin)

m  customer administrator (user 1D: custadmin)

m  Senior supervisors

m  supervisors

Note: Agents do not have PC user IDs. They can only log on to their phonesets.

When your distributor installs Symposium Express Call Center, the system
administrator and customer administrator are created automatically. You must
add supervisors, senior supervisors, and agents individually.

System administrator

The system administrator (sysadmin) has complete accessto al functions
associated with the Administration window of Symposium Express Call Center.
For information about the capabilities of the system administrator, refer to the
Planning, Installation, and Administration Guide.

Note: You cannot add additional system administrator user 1Ds.

46
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Customer administrator

The customer administrator (custadmin) has compl ete access to most of the
functions (except Advanced Functions and Import) associated with the
Administration window of Symposium Express Call Center. The customer

administrator also can view the Alarm Monitor.

Note: You cannot add additional customer administrator user 1Ds.

Supervisor capabilities

Supervisors and senior supervisors on Symposium Express Call Center can do

the following tasks:

= Runany report.

m  Usereal-time displays to view the status of agents assigned to them.
s View and edit agent to skillset assignments for agents assigned to them.

s View dl onlinetutoridls.

Supervisors and senior supervisors cannot see or access the following icons on

the Administration window:

= Import

= Advanced Functions
m  Call Presentation

s Call Treatment
= Call Routing
s Activity Codes

n CDNs
s DNISs
s Phonesets

s Network Administration

= Backup

= Voice Services Administration

= Import

Call Center Management Guide
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Supervisors cannot perform the following tasks:

m  Add or remove either the agent or the supervisor attribute for any users.
s View the Expected Wait Time and Position in Queue statistics.

s View Cal Priority.

= View the Alarm Monitor window.

= View the Stop button.

Senior supervisor capabilities

Senior supervisors can perform all tasks associated with a supervisor as well as
view the configuration properties of all agentsin the call center, not only the
agents assigned to them.

Adding user accounts to the system

For information about adding user accounts to Symposium Express Call Center,
see Section B: “Configuring users,” on page 53.
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Resetting desktop passwords

When to use

Follow the procedure in this section if auser forgets his or her password. When
you reset a password, it changes back to the original, or default, password. The
default password is the same as the user ID. For example, if theuser ID is
SmithJ, then the password is reset to SmithJ as well.

Note: User IDs and passwords are case-sensitive.

To reset desktop passwords

1 In the Administration window, double-click the Agent/Supervisor
Administration icon.

Result: The Agent/Supervisor Administration window appears.

2 Agent/Supervizor Administration - Nortel Networks - Symposium Expre___ [Hl[=] B3

File Wiew Help

; 25

3 X | a|l= | €

Add Properties Delete | Assignments| FRefresh Help

Last Mame First Name D epartment
T ommy 50

labed Mike Agent 1214 8443
it CPC Agent 1234
gt CPC Agent 1235
gt CPC Agent 1236
Eooze Ben Agent 1215 3546
Cabrera b artin Agent 1215 BEE2
Camillucci Sue Supervisor 1213 B039
Ellkizon Cheryl Agent 130 2322
Harrizan Richard Agent 1215 3EET
Hoban Jerome Agent 1215 8340
Horio Patrick Agent 1212 TET4 b
. awazhima Dave Agent 1212 2029
Leong Spencer Agent 1212 126
I artinez Rob Aagent 1214 2675
Pleger Tai Agent 1214 327 -
< | »
Far Help, press F1 l_ 2

2  Select the user whose desktop password you want to reset.
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3

4
5

6

7

Choose File O Properties.
Result: The User Properties page appears.

User Property Sheet

Uszer Properties |

—E |
General

First Mame Fiichard| Last NameIHa”iSUn
Title IAgent - l Language I Englizh - l

I | C I
Department Sales Lomments

L 2]

~ Phone Set

Lagin |D |3004 Perzonal [Phantomn) Ext |4DD4

Call Presentation Class IEaII_Eentre_Administrator

=

— Uger Capabilite:

Supervizor

™ Senior Supervisor Position 1d I

V' Supervisor FC Uszer D Iharrisr

™ Reset Pagsword

[~ Agent  Agent's Supervisor IHichard Harrizon 'l

[Sreate Supensar |

Save I Lancel | Help

Check Reset Password.

Click Save to return to the Agent/Supervisor Administration window.

Result: The following message appears:

Agent/Supervisor Assignments - 47 85.96.90 - C:ASMI Workbench

& Thiz user will have to uge their PC Uzer ID az a pazsword the nest time they log-in.

Click OK.

Result: The user can now log on using the default password.

To return to the Administration window, choose File O Close.
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To reset the custadmin password

Only asystem administrator can reset the password for the custadmin user ID. If
you forget this password, contact your Nortel Networks distributor for support.

Note: If you attempt to log on with the custadmin user | D but cannot provide the
correct password, you are locked out of the system after the third attempt. If this
happens, contact your distributor for support.
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Changing desktop passwords

When to use

Follow the procedure in this section to change a desktop password.Y ou should
change the password from the one that the system assigns to a new user as soon
as possible. Nortel Networks recommends changing passwords regularly for
security reasons.

Note: User IDs and passwords are case-sensitive.

To change desktop passwords

1 Log onto Symposium Express Call Center with the user ID of the user
whose password you want to change.

Result: The Administration window appears.
2  Click Password.

Result: The Change Password dialog box appears.

Change Password EHE
Change the password for the curent uzer
Old Password:
I h |
Mew Password:
l— Cancel |
LConfirm Mew Pazsword: Help |

In the Old Password box, type the existing password.

In the New Password box, type the new password.

In the Confirm New Password box, type the new password again.
Click OK.

Result: You return to the Administration window.

o o1~ W
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Overview

Introduction
This section gives procedures for adding new agents and supervisors and
modifying existing supervisors and agents.

Reporting supervisors

Each agent must be assigned to a supervisor. The supervisor

= isnotified when the agent presses the Emergency key
m  haskeyson hisor her phoneset that are mapped to the agent keys

Supervisors can view al reporting agents on their real-time displays.

Senior supervisors

Senior supervisors can view all real-time displays associated with supervisors as
well asview al call center operations under all supervisors.

Supervisors and real-time displays

When supervisors view real-time displays, they can filter the displaysto show all
reporting agents, or only reporting agents who are logged on.

Supervisors and reports

The agent performance and short calls reports are sorted by supervisor.
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Agent roaming

Supervisors are associated with a specific phoneset, which is specified in the
position ID. Keys on the supervisor phonesets are programmed to allow
supervisors to communicate with their agents. This means that supervisors must
always log on to the same phoneset. Agents, however, can log on to any
available phoneset.
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Adding supervisors

When to use

Follow the procedure in this section to add a supervisor or a senior supervisor
user account to Symposium Express Call Center. You must add these accounts
so that supervisors and senior supervisors can access the server.

To add a supervisor or senior supervisor

1 In the Administration window, double-click the Agent/Supervisor
Administration icon.

Note: The Agent/Supervisor Administration window appears.

2 Agent/Supervisor Administration - Nortel Networks - Symposium Expre.. [H[=] E3
File “iew Help
; 254
3 x| o|s|e
Add Froperties Delete  |Assignmentz| Refresh Help
Last Mame First Mame Title D epartment Login IO o
Tommy Supervizo

1hbed Mike Agent 8449
1hgtl CPC Agent 1234
gt CPC Agent 1235
1hgt3 CPC Agent 1236
Boose Ben Agent 1215 3546
Cabrera M artin Agent 1215 REEZ
Camillucci Sue Supervizor 1213 h039
Ellkizon Cheryl Agent 130 2322
Harrizon Richard Agent 1215 3667
Hoban Jerome Agent 1215 8340
Horio Patrick Agent 1212 TET4 b
F.awazhima Dave Agent 1212 2029
Leong Spencer Agent 1212 B126
b artinez Fob Agent 1214 2675
Ffleger Tai Agent 1214 327 -

1 | »
For Help, press F1 [ i
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2 Click Add.
Result: The User Property Sheet appears.

User Property Sheet E

Uszer Properties |

—E |
General

First Mame I Last Namel
Title |Agent v[ Language | English vl

Department I et jl
¥
~ Phone Set
Lagin |D I Perzonal [Phantomn) Ext I
Call Prezentation Class IEustomerServicaﬁgents j
— Uger Capabilite:
Supervizor

" Seriior Supervisor Position 1d I ™ Reset Password
™ Supervisor FLC Uszer ID I

[T Agent  Agent's Supervisor IHichard Harrizon 'l [Sreate Supensar |

QK I Cancel | Apply | Help

3 Complete the General section by entering information into the following
boxes:

First Name: The supervisor's given name.

Last Name: The supervisor's family or surname.
Title: The supervisor’s job title.

Language: The supervisor’s preferred language.

Department: The name of the department with which the supervisor is
associated.

Comments: Additional information about the supervisor. This box is
optional.

4 Complete the Phone Set section by entering information into the following

boxes:
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Login ID: The four-digit number used to log on to the phoneset to take call
center calls.

Personal (Phantom) Ext: The supervisor’s personal extension (DN). This
information is optional.

Call Presentation Class: How calls are presented to the supervisor.
Choose a call presentation class from the drop-down list. For more
information about call presentation classes, see Chapter 2, “Managing call
presentation.”

Complete the User Capabilities section by following these steps:
a. Check either the Senior Supervisor or the Supervisor box.

b. Enter the position ID and the PC user ID of the supervisor or senior
supervisor.

Note: The default password is the same as the PC user ID. The system
prompts the user to change this the first time he or she logs on.

Choose one of the following options:
a. To add more users, click Apply.

Result: The user is added and the form resets, allowing you to add
another user. Some of the boxes, including Title and Department, fill in
automatically. You can change these values if necessary.

b. To close the property page and return to the Agent/Supervisor
Administration window, click OK.

Note: If you click Apply or OK before you complete the required boxes, the
system prompts you to finish them.

Result: The new supervisor appears in the list in the Agent/Supervisor
Administration window.

To return to the Administration window, choose File 0 Close.
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Adding agents

Introduction
An agent receives incoming customer calls. When you add an agent account,
you must define the following properties:

m the agent's phoneset information
m theagent's call presentation class
s theagent’s supervisor

To add an agent

1 In the Administration window, double-click the Agent/Supervisor
Administration icon.

Result: The Agent/Supervisor Administration window appears.

2 Agent/Supervisor Administration - Nortel Networks - Symposium Expre.. [H[=] E3
File “iew Help
; 254
3 X | d|a | &
Add Froperties Delete  |Assignmentz| Refresh Help
Last Mame First Mame D epartment
Tommy

lbed Mike
1hgtl CPC Agent 1234
gt CPC Agent 1235
1hgt3 CPC Agent 1236
Boose Ben Agent 1215 3546
Cabrera M artin Agent 1215 REEZ
Camillucci Sue Supervizor 1213 h039
Ellkizon Cheryl Agent 130 2322
Harrizon Richard Agent 1215 3667
Hoban Jerome Agent 1215 8340
Horio Patrick Agent 1212 TET4 b
F.awazhima Dave Agent 1212 2029
Leong Spencer Agent 1212 B126
b artinez Fob Agent 1214 2675
Ffleger Tai Agent 1214 327 -

| | »

Far Help, press F1 l_ l_ l_ i
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2 Choose File O Add.
Result: The User Property Sheet appears.

User Property Sheet E

Uszer Properties |

—E |
General

First Mame I Last Namel
Title |Agent v[ Language | English vl

Department I et jl
¥
~ Phone Set
Lagin |D I Perzonal [Phantomn) Ext I
Call Prezentation Class IEustomerServicaﬁgents j
— Uger Capabilite:
Supervizor

" Seriior Supervisor Position 1d I ™ Reset Password
™ Supervisor FLC Uszer ID I

[T Agent  Agent's Supervisor IHichard Harrizon 'l [Sreate Supensar |

QK I Cancel | Apply | Help |

3 Complete the General section by entering information into the following
boxes:

First Name: The agent’s given name.

Last Name: The agent’s family or surname.
Title: The agent’s job title.

Language: The agent’s preferred language.

Department: The name of the department with which the agent is
associated.

Comments: Additional information about the agent. This box is optional.

4 Complete the Phone Set section by entering information into the following
boxes:
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Login ID: The four-digit number that the agent uses to log on to the
phoneset to take call center calls.

Personal (Phantom) Ext: The agent’s personal extension (DN). This box is
optional.

Call Presentation Class: How calls are presented to the agent. Choose a
call presentation class from the drop-down list. For more information about
call presentation classes, see Chapter 2, “Managing call presentation.”

Complete the User Capabilities section by following these steps:
a. Check the Agent box.

b. Select the supervisor to whom the agent reports.

Note: Agents do not have PC user IDs.

Tip: If the supervisor to whom this agent reports has not been created on
the system yet, then you can create the supervisor now. To do so, click
Create Supervisor.

Choose one of the following options:
a. To add more users, click Apply.

Result: The agent is added, and the form automatically resets,
allowing you to add another agent. Some of the boxes, including Title
and Department, fill in automatically. You can change these values if
necessary.

b. To close the property page and return to the Agent/Supervisor
Administration window, click OK.

Note: If you click Apply or OK before you complete the required boxes, the
system prompts you to finish them.

Result: The new agent appears in the list in the Agent/Supervisor
Administration window.

To return to the Administration window, choose File 0 Close.
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Changing user properties

When to use

Follow the procedure in this section to do the following tasks:

s Change asupervisor's or agent's name or personal information.
s Change asupervisor's or agent’s logon ID or position ID.

To change user properties

1 In the Administration window, double-click the Agent/Supervisor
Administration icon.

Result: The Agent/Supervisor Administration window appears.
2  Select the user whose properties you want to change.
3 Choose File 0 Properties.
Result: The User Properties Sheet appears.
4  Make changes to the user’s properties as required.
5 Click Save.
Result: You return to the Agent/Supervisor Administration window.

6  To return to the Administration window, choose File O Close.
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Deleting users

When to use

Follow the procedure in this section to delete a user account from Symposium
Express Call Center.

Before you begin

You cannot delete a supervisor who still has assigned agents. Before you can
delete a supervisor account, you must perform either of the following tasks:

Reassign the agents to another supervisor.
Delete al of the agents who report to the supervisor.

To delete a user

1

In the Administration window, double-click the Agent/Supervisor
Administration icon.

Result: The Agent/Supervisor Administration window appears.

Select the user you want to delete.

Choose File O Delete.

Result: A dialog box asks you to confirm that you want to delete the user.
Click Yes to confirm the deletion.

Result: The user is deleted and you return to the Agent/Supervisor
Administration window.

Note: If you are deleting a supervisor and any agents report to the
supervisor, then a message states that the supervisor cannot be deleted.

To return to the Administration window, choose File 0 Close.
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Section A: Using skillsets

In this section
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About skillsets

Introduction

A skillset is abase of knowledge that applies to an agent or group of agents,
which helps them effectively answer a specific type of call. Skillsets are the
basic building blocks of skill-based routing.Y ou use skillsets to match callers
with the agents who can best meet their needs. Calls are routed to agents
according to the skillsets to which the agents are assigned.

You must assign agents to specific skillsets as well as set the agents’ priority
levels for the skillsets.

Example

BestAir has several different skillsets:

m  Bookings: Agentswho can accept and change bookings, and provide
schedule and rate information.

= Shipping: Agents who can arrange for the shipment of goods. Additional
skillsets include agents who specialize in the shipment of perishable food
products and hazardous goods, as well asinternational shipments.

s Cargo Tracing: Agentswho specializein the tracing of shipments and
personal luggage.

m  BestAir Travel Club: Agentswho can provide information about BestAir
Travel Club benefits and air miles.

= Vacations: Agents who can book vacation packages. Additional skillsets
specialize in American, European, Asian, and Pacific vacations.

James Jones is a booking agent with BestAir. Heis a member of the Bookings
skillset. In interna courses, James has become familiar with the company’s
vacation package offerings. After completing the courses, he was assigned to the
Vacations skillset. Through courses, travel, and constant reading, James has
developed additional expertise in European travel issues. Heis how aso a
member of both the Europe and the Vacations skillsets.
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Default skillset

Your distributor defines one skillset on the Symposium Express Call Center
system as the default skillset. All agents are logged on to the default skillset. If
no other skillset can handle the call, the default skillset ensures that it will be
queued.

Example

At BestAir Airlines, the default skillset is Bookings. If acall cannot be queued
because there are no agentsavailablein the skillset assigned to its CLID, DNIS,
or CDN, the call isautomatically presented to an agent in the Bookings skillset.

For more information, contact your distributor.
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Skill-based routing

Introduction

Skill-based routing allows you to present calls to the agents with the expertise
required to help the caller.

Example

Sandra Smith wants to book a vacation to Britain. She has called several airlines
to obtain

s schedule and fare information

m  aBritish Rail pass

m alist of hotels and bed and breakfastsin the cities she is planning to visit
= information about tour packages

All of the airlines provided Sandra with schedules and fares, but most were not
ableto give her the other information she wanted. The airlinesreferred her to the
British embassy.

However, when Sandra called BestAir, her call was directed to the Europe
skillset. James Jones was able to give Sandrainformation about the British Rail
pass. He also sent her the British Rail information, alist of bed and breakfasts,
and a description of the tour packages that are available.
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Network Skill-Based Routing

Introduction

Network Skill-Based Routing (NSBR) is an optional keycoded feature that you
must purchase if you want to route callsto remote call centers. To use NSBR,
Symposium Express Call Center must be integrated with a Symposium Call
Center Server and a Network Control Center (NCC) server.

The Network Control Center

The Network Control Center (NCC) server is not connected to the Meridian 1
switch, and it does not perform any call routing or processing. Instead, the NCC
server enables you to configure and manage communication between sitesin a
call center. For example, the NCC server enables you to configure network
skillsets and define routing tables. System administrators can accessthe NCC
server through the Advanced Functions icon in the Administration window. For
more information about advanced functions, refer to the Planning, Installation,
and Administration Guide.

Thefollowing illustration shows atypical configuration in which Symposium
Express Call Center isintegrated into alarger call center, including Symposium
Call Center Server, the NCC server, and branch offices using Symposium
Express Call Center. You can view and edit the communication parameters for
each site in amulti-site cal center. For information, see “ Configuring
communication parameters’ on page 143.
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How does Network Skill-Based Routing work?

A network skillset is common to every site in a multi-site call center. Network
skillsets are created on the NCC server, and then they are propagated to all of the
serversin amulti-site call center. When the server at the originating Symposium
Express Call Center receivesa call, the call can be routed to another Symposium
Express Call Center or Symposium Call Center Server call center in the
network. The call can be queued to three sites simultaneously. The first available
sitetakesthe call. A total of 20 sites can be targeted for queuing, but arequest
for an agent can only be sent to three sites at atime. You must select the network
skillset option in the Call Routing Wizard if you want to route callsto anetwork
skillset. For more information about routing calls to network skillsets, see
“Configuring cal routing” on page 136.

For more information about configuring Network Skill-Based Routing, refer to
the Nortel Networks Symposium Call Center Server Network Control Center
Administrator’s Guide, Release 3.0.
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Adding skillsets

When to use

Follow the procedure in this section to add a new skillset to Symposium Express
Call Center.

Note: To configure network skillsets (if you have purchased the Network Skill-
Based Routing feature), refer to the Nortel Networks Symposium Call Center
Server Network Control Center Administrator’s Guide, Release 3.0.

To add skillsets

1 In the Administration window, double-click the Agent/Skillset Assignment
icon.

Result: The Agent/Skillset Assignment window opens.

& Agent/Skillzet Assignment - Hortel Hetworks - Symposium Express Call Center |- (O] x]

File “iew Help

=P

Sawve

@

Help

Yl

Refresh

Q

Uszer Admin

.‘1;3

&dd Skillset

g

[ etork

X

Delete Skillzet

Help Keycode Facilties SiteSenice| Sales =

Lynam, Jacinta. -
Concannon, Aine

Maoran, Josephine
C'Brien, Patrick
C'Brien, David
kMcGrath, Caroline
koaore, Damien

O'Connaor, Crioha

Contractor, Temporany

Concannan, Angela
<

For Help, press F1
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Note: You can also launch the Agent/Skillset Assignment window from the
Agent/Supervisor Administration window by clicking Assignments.
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2 Choose File O Add Skillset.

Result: The New Skillset dialog box appears.

Mew Skillzet Mame: I

QK | Cancel | Help |

3  Enter the name of the new skillset.

Note: The skillset name can include a-z, A-Z, 0-9, spaces, and
underscores. However, the name must be unique, and the first character
cannot be a number.

4  Click OK.

Result: The skillset appears in the list in the Agent/Skillset Assignment
window. No agents are assigned to the skillset yet. For more information,
see “Configuring agent to skillset assignments” on page 82.
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Deleting skillsets

Prerequisite

Before you can delete a skillset, you must ensure the following:

m  Theskillset is not used in any call routing.

m  Theskillset is not assigned to any agents. To remove agents from the
skillset, you must either set theagents' priority for the skillset to O or delete
the agent user IDs. For more information, see “ Changing skillset
assignments” on page 81 and “ Deleting users’ on page 63.

If you attempt to delete a skillset that does not meet these requirements, then you
get an error message.

Note: You cannot delete a network skillset (if you have purchased the Network
Skill-Based Routing feature). Only a system administrator with access to the
Network Control Center server can delete network skillsets. For information
about deleting network skillsets, refer to the Nortel Networks Symposium Call
Center Server Network Control Center Administrator’s Guide, Release 3.0.

To delete skillsets

1 Inthe Administration window, double-click the Agent/Skillset Assignments
icon.

Result: The Agent/Skillset Assignment window opens.
2  Choose File O Delete Skillset.

Result: The Delete Skillset dialog box appears.

Delete Skillset

Skillset to Delete:

:I ookings
Cargo Tracing
Metwark

Metwork 2 LI

QK Cancel Help |
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3 Select the skillset that you want to delete.
4  Click OK.

Result: The skillset disappears from the Agent/Skillset Assignment
window.
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Overview

Introduction

When you first create askillset, there are no agents assigned to it. You must
create agent to skillset assignments so calls can be directed to the right agents.
Each agent has a priority level for each skillset. You can assign agents to one or
more skill sets.

Skillset priority

The skillset priority determines which call is presented to an agent first. If calls
are queued for two or more of the skillsets to which an agent belongs, then the
system checks the skillset priority for the agent to determine which call to
present first.

Symposium Express Call Center provides four levels of skillset priority: 1isthe
highest level and 4 isthe lowest level. If an agent has a priority of O for a skillset,
then the agent is not assigned to that skillset.

Example

James Jones is amember of three skillsets: Bookings, Vacations, and Europe. He
is one of only two agents who can answer calls about European vacations. The
Vacations skillset contains 8 agents, and the Bookings skillset contains 20
agents.

Since there are so few agents who can answer questions about European travel,
when James was assigned to the Europe skillset, the skillset was assigned a
priority of 1. There are more agents to answer questions about vacations, so the
Vacations skillset is assigned a priority of 2. Since many agents can help with
bookings, the Bookings skillset has the lowest priority for James-3.

When James finishes talking to Sandra, four calls are queued: two in the
Bookings skillset, one in theV acations skillset, and one in the Europe skill set.
Since the Europe skillset has the highest priority, the call queued to that skillset
is presented to James.
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Changing skillset assignments

You assign and change agent to skillset assignments and priority levels on the
Agent/Skillset Assignment window.

You may need to temporarily assign agentsto different skillsetsfor the following
reasons:

= for early morning and late evening shifts, when few agents are available
m to cover other agents' coffee and lunch breaks
m  to cover agents who are sick, on vacation, or on a course

Example

Mark Schultz, an agent in BestAir's Cargo Tracing skillset, is off sick. This has
left the skillset understaffed, particularly from 10:00 a.m. to 4:00 p.m., the
skillset's busiest time. For that period, the call center manager decides to
temporarily assign Rose Stefanopolis (who has worked in this skillset before) to
the Cargo Tracing skillset. When Mark returns, Rose is removed from the
skillset.

To change agent to skillset assignments, follow the procedure “ Configuring
agent to skillset assignments” on page 82.
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Configuring agent to skillset assignments

When to use

Follow the procedure in this section to do the following:
= Add agents to sKillsets.

= Remove agents from skill sets.

s Change an agent’s priority for a skillset.

To add or change agent to skillset assignments
1 In the Administration window, double-click Agent/Skillset Assignments.

Result: The Agent/Skillset Assignment window appears. The window
shows the skillsets to which each agent is assigned, and the agent’s priority
for that skillset.

& Agent/Skillzet Assignment - Hortel Hetworks - Symposium Express Call Center |- (O] x]

Filz “iew Help

=

Save

Yl

Refresh

@

Help

a

Izer Admin

.‘1;3

&dd Skillzet

3

Metork

X

Dielate Skillzet

Help Keycode Facilties SiteService| Sales =

Lynarm, Jacinta -
Concannon, Aine

Maran, Josephine
O'Brien, Patrick
0'Brien, Davvid
tcGrath, Caroline
kMoore, Damien

Q'Connar, Crioha

Contractor, Tempaorary

RN (R R R Y [ Ry " —y

b O e R e e ot e e A e S e

pu e s s O s s o e e |
pu e I s s s s e e s e
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For Help, press F1 l_ INUM e i

2 Click in the intersecting point for the Agent/Skillset Assignment priority
level.
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3 Enter a priority from 1 to 4. 1 is the highest priority.

Note: The default value is 0, which means that the agent is not assigned to
the skillset.

Repeat this step for each priority you want to change.
Tip: Press Tab to advance to the next skillset.
4  Choose File 0 Save.

Result: A dialog box appears confirming that you have saved the setting.
The changes that you made take effect immediately.

5 To return to the Administration window, choose File 0 Close.
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Overview

When to use these procedures

You should create Voice Services treatments before you run the Call Treatment
wizard.

Types of Voice Services treatments

Comfort messages

Comfort messages are the announcements that play to callers while they wait for
an agent. These announcements assure the caller that they are still in the queue
and that their call will be attended to as soon as possible.

Prompts/collect digits

You can use the Voice Services card to collect multiple digits from the customer.
For example, you can have customers enter their account number. Up to 21
digits can be collected, and the terminating digit must be the # key. To cancel the
digits entered, the customer must press the * key. It is possible to enter more
than one set of digits. For example, the customer can be prompted to enter an
account number and then an invoice number.

A pre- and post-verification prompt can be recorded for each prompt/collect
digits treatment. The pre-verification prompt is played after the digits are
collected. For example, you can say, “The customer number you entered is...”.
The digits are then played back followed by the post-verification prompt. The
post-verification prompt might say, “Enter # if the digits are correct or * to
reenter them.” The verification prompts are optional.

Note: Thisisakeycode-enabled feature. To use this feature, you must have
installed Symposium TAPI Service provider and Symposium Agent or another
agent software that is compatible with SymposiumTAPI Service provider.

Voice menus
Use voice menus to play announcementsthat ask callers to enter information
using their telephone keys. This information can then be used to direct the call.
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For example, a voice menu may first ask callers whether they prefer servicein
French (“Press1”) or English (“Press2”). Then, a second-level voice menu may
ask callers to enter a customer number.
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Creating Voice Services treatments

When to use

Follow the procedure in this section to record and configure Voice Services
announcements. You must record the announcements on the Voice Services card
before you configure the call treatment in the Call Treatments Wizard.

Before you create prompt/collect digits treatments
1 Inthe Administration window, double-click Voice Services Administration.

Result: The Voice Services Administration window appears.

%'?:Voice Services Administration - 47 85 96202 - D:\WINNT\Profiles\Administrator\Desktop

File Edit “iew Configuration Help

201

a | X G || @ | m| F|&| &

Add Delete Froperties Frint Fiefrezh Fecord Flay Stop Digitz Switch Map Help
Card Mame Mame Treatment 1D # | Description Fecorded  [Language

English
English

1

KN I
Ready [ [NOM[
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Click Digits.

Result: The Digit Prompts window appears.

Digit Prompts
File  “iew Configuration
a X w | S| @| | =
Add Delete |Propetties|  Refresh Print Record Play Stop
Card Mame £ IDig\l ILocatmn IDeschlion ILanguage IHecolded I
i |
= i Cancel

Add and record a new SBC file for each digit (0—9) as follows. These
prompts are played to callers after they select the terminate key during digit
collection.

Note: This verify option can be enabled or disabled in the Properties-
Treatment dialog box. See “To create Voice Services treatments” on page
91.

a. Click Add.
Result: The Digit Prompt Properties window appears.

Digit Prompt Properties
i~ Detail
Diit e
Language: -

Locatian: A8 /NEWDIRD3/4.5be Browse
Lard Name: Test vI

Dezcription: I

Recoded: ird

— Recording

Play

oK I Lancel I Apply I
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b. Fill in the following boxes:

Digit: Enter the digit you are recording.
Language: Enter the language in which you are recording.

Location: Enter the location where you want to store the treatment (it
must be stored on a PCMCIA card), or click Browse to open a browse
dialog box, and then navigate to the location where you want to store

the treatment.

Card Name: Enter the Voice Services card name.

Description: Enter a description of what you are recording. This field is
optional.

Click Apply.
Click Record.

Result: If the digit has already been recorded, the following dialog box
appears:

nicgvpsa - system - site ]

& Thisz file iz already recorded. Do you want to re-record this prompt?

o |

If you want to rerecord the digit, click Yes.

Result: The DN number dialog box appears.

DH number E
Fleaze enter the DM number for recording /
playing the prompt
|E
()8 I Cancel |

Enter the DN of the phone you want to use to record the digit, and then
click OK.

Result: The phone rings.

Answer the phone. Recording begins as soon as the phone is
answered.

Record the digit.
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h.  When you finish recording your message, hang up.
i. To replay the digit, click Play.
Result: The DN number dialog box appears.

j-  Enter the DN of the phone you want to use to play the message, and
then click OK.

k. The phone rings.

[.  Answer the phone and listen to the playback. After the playback, the
phone is disconnected.

m. Repeat steps a to | for all ten digits (0-9).

4  To create prompt/collect digits treatments, continue with “To create Voice
Services treatments” below.

To create Voice Services treatments

1 In the Administration window, double-click Voice Services Administration.

Result: The Voice Services Administration window appears.

%'?:Voice Services Administration - 47 85 96202 - D:\WINNT\Profiles\Administrator\Desktop

File Edit “iew Configuration Help

201
a | X G || @ | m| F|&| &
Add Delete Froperties Frint Fiefrezh Fecord Flay Stop Digitz Switch Map Help
Card Mame Mame Type Treatment 1D # | Description Fecorded  [Language
Sales Woice Menu h Englizh
Test FCD Frompt & Collect Digitz 1111 English
<] [+
Ready LI i
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2

Click Add.

Result: The Properties - Treatment dialog box appears.

Properties - Treatment E

— General Propertie:

Treatment |0 Iggm

Mame: IWaitDne
Location: I.-’A:.-’Ferg.-"SDD‘I she Browse |
Card Name: ILabTest 'l Language IEninsh 'l
Description: I
Recorded: el

— Tupe

€ Trarsfer to ====3 DNI [
' Comfort Message LRy

" Prompt/Collect Digits [~ “/erify
& Voice Menu V¥ SECC Contralled

Timeout Behaviour:

Menu Repeat: |-| vl First Diigit Timeout: Im vl

€ Default DN |u

— After Treatment

Treatment Type: |<n0ne> 'l

Ok I Lancel | Apply

Enter a Treatment ID. This number is used to identify the treatment in the
Call Routing wizard. Each treatment must have a unique treatment ID.

Enter a name for the treatment. Note that this is just a descriptive name.

The actual filename is entered in the Location box.

Type the location where you want to store the treatment, or click Browse to
open a browse dialog box, and then navigate to the location where you
want to store the treatment. The file must be stored on a PCMCIA card. The

following rules apply to the file name you must enter here:

The file name can contain only digits 0-9 and the characters A—F.

The file name cannot begin with the digit 0.

The file name can have a maximum of 8 characters (plus extension).

The file name must end in the extension .sbc.

The format of the location must be / X:/filename.sbc, where Xis the drive

of the PCMCIA card you are using to store the treatment.
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10

11
12

Select the Card Name and Language from the drop-down lists, and then
enter a description of the treatment.

Select the type of Voice Services treatment you want to create. If you are
creating a prompt/collect digits treatment, select Verify if you want the digits
played back to the caller.

Click Apply.
Click Record.

Result: If the prompt has already been recorded, the following dialog box
appears:

nicgvpsa - system - site ]

& Thisz file iz already recorded. Do you want to re-record this prompt?

o |

If you want to rerecord the prompt, click Yes.

Result: The DN number dialog box appears.

DH number E

Fleaze enter the DM number for recording /
playing the prompt

|E
()8 I Cancel |

Enter the DN of the phone you want to use to record the message, and
then click OK.

Result: The phone rings.
Answer the phone. Recording begins as soon as the phone is answered.

Record your message.
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13

14

15

16

17

18

When you finish recording your message, hang up.

Result: If you are recording a prompt/collect digit treatment and you have
selected Verify, you have the option to record pre/post prompts. In this
case, the following dialog box appears:

nicgvpsa - system - site ]

& Do you wish to record the Pre/Post verification prompts?

o |

If you are not recording a prompt/collect digit treatment or if you did not
select Verify, skip to step 16.

Click Yes if you want to record pre/post prompts.

Result: The Pre/Post verification prompts dialog box appears.

Pre/Post verification prompts E

— Prompt
Pre ‘erification Prompt
=B Play
Fiecorded T

— Prompt
Post Verification prompt E
IJDEF458.sbc IR
Fiecorded T

Follow steps 9 to 13 to record the pre - and post-prompts.

Note: The locations where the prompts are stored are automatically
generated, and they cannot be modified.

To replay your message, click Play.
Result: The DN number dialog box appears.

Enter the DN of the phone you want to use to play the message, and then
click OK.

Result: The phone rings.

Answer the phone. Listen to the playback. The phone is disconnected as
soon as the playback ends.
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19

IF you selected THEN

Transfer to ====>DN enter the DN to which the call is
transferred. No announcement is
played.

Comfort Message go to “To select the next treatment.”

Prompt/Collect Digits go to “To select the next treatment.”

Voice Menu go to “To create a voice menu” on page
95.

To select the next treatment

1

Select the type of action that should follow the treatment you are
configuring. In the Properties - Treatment dialog box, select one of the
following options from the Treatment Type drop-down list:

= None

m  Comfort Message

= Voice Menu

= Prompt/Digit Collection
m  Transfer to

If you select Comfort Message, Voice Menu, or Prompt/Digit Collection,
then select a treatment ID from the drop-down list that appears.

If you select Transfer to, then enter the DN to which the call is transferred.

Click OK to close the Properties - Treatment dialog box.

To create avoice menu

1

If you have not created the voice menu treatment, you must do that first.
See “To create Voice Services treatments” on page 91.

Continue in the Properties - Treatment dialog box. Specify if this treatment
is controlled by Symposium Express Call Center. It is controlled by
Symposium Express Call Center if it is part of a Symposium Express Call
Center call treatment. It is not controlled by Symposium Express Call
Center if it is used to front-end the call center.
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9

Specify the number of times the voice menu is repeated if no response is
given by the caller.

Specify the first digit timeout. This is the amount of time that callers are
given to enter a digit before the menu is repeated.

Specify if you want the call to be transferred to the default DN or returned to
the queue. If you choose to transfer it to the default DN, enter the DN.

Note: You can only have the call returned to the queue if it is controlled by
Symposium Express Call Center.

In the Voice Services Administration window, double-click the voice menu
treatment you created.

Click OK to close the Properties - Treatment dialog box.

In the Voice Services Administration window, double-click the voice menu
treatment you created.

Result: The Voice Menu Properties dialog box appears.

File Configuration  “iew
a | X W @ <
Fiefrezh Fecord Help

Add Delete

|

Flay

Stop

Froperties

. E u
@ Fepeat

i1

....... Oranges

Quick Vie
(Location: £ fzales/ 1234 sbe Recorded: [~

Highlight the voice menu treatment.
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10 Click Add to add a new branch for the voice menu.

11
12

13

14

15

Result: The Properties - Voice Menu dialog box appears.

Properties - Yoice Menu
Mame: IDranges Digit: m
Location: I.-"A:.-"sales.-"oranges.-"3423.sbc Browse |

Card Mame: ILabTest vl

Description: IDranQES

FRecorded [T

— Propertie:

' Comfort Message

" Prompt/Collect Digits [ Wity
& SubMenu

7 Trarsfer to =====3 DN ID

= Repeat

" GoBack

Timeout Behaviour:

Menu Repeat: Ig vl First Digit Timeout: Iw vl

|2333
" Return To Queue

& Default DN

— After Treatment

Treatment Type |<n0ne> 'l

Ok I Lancel | Apply

Enter a name for the treatment.

Enter the digit that this treatment will correspond to. For example, if you
enter 1, this is the treatment that customers receive if they press 1.

Type the location where you want to store the treatment (it must be stored
on a PCMCIA card), or click Browse to open a browse dialog box, and then
navigate to the location where you want to store the treatment.

Select the Card Name from the drop-down lists, and then enter a

description of the treatment.

Choose the type of treatment or action to take for the voice menu. Choose

one of the following options:
m  Comfort Message
= Prompt/Collect Digits

= Sub-menu
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m  Transfer to CDN

IF you select

THEN

Transfer to ====>DN

comfort message

Prompt/Collect Digits

Sub-Menu

Transfer to CDN

enter the DN to which the call is
transferred. No announcement is
played.

continue with step 8 of “To create Voice
Services treatments” on page 93.

continue with step 8 of “To create Voice
Services treatments” on page 93.

continue with step 8 of “To create Voice
Services treatments” on page 93.

enter the DN to which you want to
transfer the call.
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Mapping treatments to ACD DNs

When to use

If you use Voice Services treatments to front-end the call center, you must
associate each treatment with an ACD DN. There can be several partsto a
treatment (for example, a voice menu followed by comfort messages), but the
fina part of the treatment must transfer the call to a CDN acquired by
Symposium Express Call Center or to avalid DN.

In the Switch Map area, you set up the number of ports per Voice Services card
(8, 16, or 24, depending on the number of ports/channels you have on the card).
These ports/channels must also be configured on the switch. For more
information, refer to the Symposium Express Call Center Planning, Installation,
and Administration Guide.

The treatment IDs that you assign here are the ones that you use in the Call
Treatment wizard to define when a specific announcement is played.

Announcements that you record here are stored on one of the PCM CIA cardson
the Voice Services card. There are no prerecorded announcements on the card.
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To map a treatment to a CDN/ACD
1 Inthe Voice Services Administration window, click Map.

Result: The ACD DN Mapping dialog box appears.

ACD DN Mapping >
File  Miew
Add Delete Froperties Frint Fiefrezh
COMAACD Nuﬂber Treatment Mame Front Ending a2
£001 Mo -
7000 g

Ok I Lancel | Apply

2  Click Add.
Result: The Add ACD DN dialog box appears.

Add ACD DN [X]

Flease enter the ACD DM number Igggg

Ok I Lancel |

Enter the ACD DN number.

Check whether the A CD DN front-ends the call center, and then click OK.
Select a treatment for the ACD DN from the drop-down list.

Click OK.

o o1~ W
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To add a TN
1 Inthe ACD DN Mapping dialog box, click Properties.
Result: The ACD/TN dialog box appears.

ACD/TN E

Add Delete

COMAACD Mumber 4 | TM/Channel Mumber | Card Mame Fasition 1D

9000 2 8002 ﬂ

9000 a 8080

5000 2 8002

9000 1 8001

5000 3 5003

9000 a 8080

5000 4 5004

9000 1 8001 =

I ﬂ_l
()8 I Cancel |

2  Click Add.

Result: The Add TN dialog box appears.

TH
TM number IE
Lard Mame I vl
FPosition 1D ID
()8 I Cancel |
3 Click OK.
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Overview

Introduction

Switch resources are devices that are configured on the switch and acquired by
Symposium Express Call Center. The acquisition of switch resources notifies
the switch to send messages regarding the resources to Symposium Express Call
Center. These resources are CDNs, routes, voice ports, VR ACD-DNs, and
ACD phonesets.

For amore detailed description of switch resources, see “ Switching and routing
concepts’ on page 13. For procedures relating to the switch resources, refer to
“Configuring switch resources’ on page 149.

After your Nortel Networks representative configures the switching resources,
you can configure call routing.

Call treatments

While callers wait for their calls to be answered by an agent, they may receive
call treatment, such as arecorded announcement or music.Y ou can create up to
32 different call treatments for your call center. The Call Treatment wizard
guides you through a series of screensin which you configure

m  the hours of operation of your call center

= how to handle calls that have been waiting in queue for an extended period
of time (overflow treatment)

= holidays on which your cal center is closed

m  thetypes of announcements, music, or other tones to give calls arriving at
the call center

You can aso configure how to handle calls during emergency situations from
the Call Treatment window.
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Example

At BestAir Airlines, callers waiting to speak to a sales agent hear a recorded
announcement. If they are still in the queue after 20 seconds, then they hear a
second announcement that asks them to have their customer account number
ready for the sales agent. Between announcements, customers hear music.

Using Expected Wait Time and Position in Queue

Expected Wait Time and Poition in Queue are optional features that can be used
when playing thefirst wait announcement. They are used to

= makeadecision on what type of announcement to play to the caller
depending on the value of Expected Wait Time and Position in Queue

m inform calers of their expected wait time

It is not recommended to use Expected Wait Time and Position in Queue
together. The actual expected wait time should only be played in unusual
circumstances, and the actual position in queue should not be played.

You should understand the normal day-to-day traffic patterns of the call center
before configuring these feautures. You must determine the average value for
expected wait time or position in queue, so that you can play appropriate

MESSages.

The following table summarizes when Expected Wait Time and Position in
Queue should be used:

Most common Play value to
Intrinsic use When not to use caller
Expected Wait to choose an when the skillset  only during
Time appropriatewait  receivescallsof  unusually high
messageto play to different priorities traffic
the caller
Position in Queue to choose an when the skillset  not recommended

appropriatewait  receives calls of
message to play to different priorities
the caller
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How Expected Wait Time should be used

Thisfeature estimates how long it can take for the current call to be answered by
aparticular skillset based on historical information.

It isrecommended that the Expected Wait Time only be played during unusually
high periods of traffic. For example, if the normal wait time for the call center is
2 minutes, but a burst of traffic has increased the wait time to 5 minutes, then
callers can be informed that they can expect to wait for at |east5 minutes. In this
case, the expected wait time configuration may ook like thefollowing:

Expected Wait Time Message

Between 0 and 2 minutes “Your call will be answered by the
next available agent. Please hold.”

Between 2 and 5 minutes “Your call isimportant to us and will
be answered shortly. Please continue
to hold.”

Over 5 minutes “We are currently experiencing an

unusualy high number of calls Your
expected wait timeis at least 5
minutes.”

It is also recommended that the Expected Wait Time feature only be used in
single-priority systems. If calls of adifferent priority are queued to a skillset,
then they may be placed higher in the queue than lower priority calls. This can
lead to inaccurate announcements.

How Position in Queue should be used

It is recommended that this feature not be used to play callers’ position in queue
to them. Even when all calls queued to a skillset have the same priority, a
caler’'s position in queue can change. Additionally, calers positionsin queue
may not be meaningful to them, asin most cases the caller does not know how
many agents the call center has available, and how long most calls take to
complete.
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The Position in Queue feature is used to determine which type of announcement
to play to callers. In the example below, an average position in queue is 12. The
messages played may be as follows:

Position in Queue Message

Between 0 and 10 “Your call will be answered by the
next available agent. Please hold.”

Between 10 and 15 “Your call isimportant to us and will
be answered shortly. Please continue
to hold.”

Between 15 and 20 “We are currently experiencing an

unusualy high number of calls.
Please continue to hold.”

Over 20 “We are currently experiencing an
unusually high number of calls You
may want to call back after 1 p.m.”

Busy and overflow treatment

You can configure busy and overflow treatments to handle calls when the call
center is very busy. Symposium Express Call Center bases busy and overflow
treatments on the global ceiling threshold that you set in the Call Routing
wizard, and on the overflow treatment levels that you set in the Call Treatment
wizard.

The global ceiling threshold is the number of active or queued calls, including
network calls, for the entire call center. Once this threshold is reached or
exceeded, all new calls hear an announcement that explains that the call center is

busy.

Overflow treatments handle calls that have been waiting in queue for an
extended period of time. For each call treatment, you can configure afirst and
second overflow treatment. These treatments take effect when the overflow
timers expire. You set the timer when you configure call treatments.
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For example, as afirst overflow treatment, you can queue cals to alow priority,
or backup, skillset after 60 seconds. As a second overflow treatment, you can
route calls to a mailbox or to another call center, or you can play an
announcement after 3 minutes telling callers that the call center is busy.

You can aso queue calls to a backup skillset based on the number of calls
waiting in the skillset queue. The Overflow by Number threshold determines the
number of callsthat can be queued to a skillset before any new cals are
overflowed to a backup skillset.

Busy and overflow treatment diagram
The following diagram shows how busy and overflow treatments work in
Sympaosium Express Call Center:
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Call enters Symposium Express Call Center

Is the call center in

business hours?

Give out of hours/
holiday treatment.

Is the global
ceiling threshold
exceeded?

No

v

Is overflow by
number threshold
for high-priority
skillset exceeded?

No

|

Queue to high-
priority skillset

Greeting plays, if
configured

1st and 2nd wait
announcements
play, if configured.

First overflow
(timer or number
of calls in queue)
exceeded?

Busy
announcement
Yes — plays, and then the

callis
disconnected.

f

Yes

A

Is overflow by Or
number threshold
for low-priority
skillset exceeded?

No

v

Yes —

Queue to low-
priority skillset

Route callto DN

Second overflow
(timer or number
of calls in queue)
exceeded?

YesJ
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The call arrives at the Symposium Express Call Center CDN.

Symposium Express Call Center checks whether it is a business day, within
business hours, and whether it is a holiday (in-hours or out-of-hours).

If it isaholiday or out of business hours, then the caller receives out-of-
hours treatment.

If itisin business hours on a business day, the greeting announcement plays
(if there is one configured).

Symposium Express Call Center checksthe busy ceiling level for the CDN.
If the number of callsin the queue has reached or exceeded the ceiling, then
the caller hears a busy announcement.

If the busy ceiling threshold is not exceeded, then Symposium Express Call
Center checks the Overflow by Number threshold for the high-priority
skillset configured for this CDN (if you select this option for the first
overflow treatment).

If this number is not exceeded, then the call is queued to the high-priority
skillset. The call receives treatment as configured in the call routing wizard.
This treatment may include first and second wait announcements.

If the call isstill waiting to be answered when thefirst overflow thresholdis
exceeded, then the call is queued to the low-priority skillset, if configured.

If asecond overflow treatment is configured, then Symposium Express Call
Center either
m routesthecall toaDN

» playsabusy announcement after the second overflow threshold is
passed

Emergency treatment

You can configure how to handle calls when your call center is experiencing an
emergency, or when all of the agents are logged off during business hours.
Choose between playing an announcement or routing callsto a DN. For more
information, see “Configuring emergency treatment” on page 124.

The emergency treatment that you configure appliesto all callsthat enter the call
center. You cannot create multiple emergency treatments.
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Note: The emergency treatment does not take effect unless al agents arelogged
off all skillsets. If all agents are logged off any one skillset during business
hours, the call is presented to an agent logged on to another skillset.

To activate the emergency treatment, you must place the call center into the
emergency state. For more information, see “Activating the emergency state” on
page 126.

Call routing

After you create call treatments, you must configure how calls are routed. Y ou
can route calls to different skillsets based on the cdl’ scalling line ID (CLID),
Dialed Number Identification Service (DNIS), or controlled directory number
(CDN).
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Section A: Configuring call treatments

In this section

Adding call treatments 114

Configuring emergency treatment 124

Activating the emergency state 126
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Adding call treatments

When to use

Follow the procedurein this section to configure the treatments that calls receive
when they enter the call center.

Note: When you click Finish on the final Cdl Treatment screen, your changes
take effect immediately for new calls entering the call center. Callsalready in the
gueue receive treatments according to the previous settings.

What you need

Before you begin, make sure that you have the following information:

= Yyour call center’s hours of operation

= the holidays on which the call center is closed and how calls arerouted
during this period

m  how calls should be handled when the call center is busy
s available call treatments (ringback, music, or announcements)

Limitations

You can create up to 32 call treatments.

Before you begin
Beforeyou create call treatments and configure call routing, you must ensure the
following:
s TheMeridian 1 switch isinstalled and configured.

m  The Symposium Express Call Center server and client software are
installed.

s Meridian Mail or MIRAN isinstalled and configured (optional).
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s TheVoice Servicescard isinstalled in the Meridian 1 switch, and Voice

Services segments are configured on Symposium Express Call Center. (The
Voice Services card is a keycoded feature.)

m  Recorded announcements are available. Symposium Express Call Center
uses VR ACD-DNs, treatment I1Ds, and music/RAN routes to access
RANSs. Speak to your distributor for more information.

Upgraded servers

ATTENTION

When converting to Symposium Express Call Center Release
3.0, the call treatments are deleted. Nortel Networks
recommends that you record the call treatments so that you
can replace them after the conversion.

To add call treatments

1 In the Administration window, double-click the Call Treatments icon.

Result: The Call Treatments window appears.

{fl Call Treatments - Nortel Metworks - Symposium Express Call Center (- |O] ] I

File “iew Help

\3
Add Emergency

I MName |
IP_Treatrment
acations

T5_Test?
Treatmenti1

Travel Club
Information
[refault_Treatment...
Customer_Service

>

[elete

1

Refresh

@

Help

For Help, press F1 WM
2  Click Add.

Result: A dialog box appears prompting you for the name of the treatment.

Call Center Management Guide 115



Configuring call treatments and call routing

Standard 1.0

3  Enter a name for the call treatment, and then click OK.

Result: The Hours Of Business dialog box appears.

Treatment SalesTreatment - Hours OF Business [ ]

NEQRTEL

NETWORKS

SYMPOSIUM
EXPRESS
CALL CENTER

Select the daps when pour call center is in operation. Enter the start and end time for
each business day, in HH:MM format. For a 24 hour call center, the start time would be
00:00 and the end time would be 23:53

~Diays of Dperation
Stat Time End Time
r | . ==
I~ Tuesday [ [@sm
T wednestsy  [Ton . [mEm
™ Thusday [ [Em
I Eriday |
™ Zauday [ [Em
I~ Sunday |

ik [ Mews | Caned |

4  Select the days of the week and the hours during which the call center is

open.

Note: Enter the hours in 24-hour clock format (hh:mm).

If your call center is open 24 hours a day, then the start time is 0:00 and the
end time is 23:59.
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5 Click Next.

Result: The Treatment Holidays dialog box appears. This dialog box
contains the Non-Business Days and Out of Hours Service boxes.

Treatment Support - Holidays E

NERTEL
FULS I Selectthe monih and detes when you oal center wil b closed and add themto the catent holday st

Mornth Dale Current NorrBusiness Days
[Januar 1

X March = [7 ¥ [[EaEn ] [Mach?
’&. << Delete

RUOCAOSIIIIN ceicct the pe of ueatment you wishto gve ta calls when your calcente s clased
EXPRESS Ditof Hours

CALL CENTER © Boute calls to tis number 0
© Route calls o this skillsst |

% Play an gut of houts anouncemen:

<Back Hest> Cancel

6  Select months and dates of holidays when the call center is closed, and
click Add to move them to the Current Non-Business Days list.

To remove a date from the list, select the date in the Current Non-Business
Days list, and then click Delete.

7  Select the mailbox or skillset to which to route calls during holidays or out-
of-service periods.

IF THEN

you select Route calls to this | enter the mailbox number in the box to
number the right. Routing to a number allows
the caller to reach an auto-attendant,
remote agent, or mailbox, depending on
how the number is configured on the
switch.

you select Route calls to this | select a skillset in the list of skillsets
skillset shown in the box.
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IF THEN
you select Play an out of enter the route for the out-of-hours
hours announcement announcement in step 16 of this

procedure. If you use Meridian Mail,
then this announcement can direct the
caller to a mailbox or other voice
menus.

8 Click Next.

Result: The Overflow Configuration dialog box appears.

Treatment T1 : Overflow Configuration

NERTEL

METWORKS Select the time interval / queued call count to overflow to the low priority skillse :

i First Overflow Treatment

€ Calls will be overflowed to the low priority skillset after 10 'I seconds
& Lalls will be overflowed to the low priority skillset if call count > [444 ‘I calls

Select the type of teatment you wish to give to calls when pour call center is too busy
to handle calls

i~ Second Overflow Treatment
I Secand Overflow On/0f

SYMPOSIUM  Dverflow After
EXPRESS

CALL CENTER Lo P ~] seconds
C o o] eals
i~ Treatment

% Rovte galls to this number [224

™ Play an uniable to handle call announcement then

& RemaininOueus) ) Disconnest

< Back I Meut > I Cancel
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9  For First Overflow Treatment, choose how you want to trigger the first

overflow.

IF you want to trigger the
first overflow based on

THEN

waited in the queue

the amount of time calls have

a. check Calls will be overflowed to the
low priority skillset after:.

b.indicate the amount of time after
which calls should be queued to a
lower priority, or backup, skillset.

Note: You select lower priority skillsets
when you configure call routing. For
more information, see step 7 in “To
configure how calls are routed to
skillsets” on page 136.

the number of calls in the
gqueue

a. check Calls will be overflowed to the
low priority skillset if call count >.

b.indicate the maximum number of
calls that can be in the queue before
calls should be queued to a lower
priority, or backup, skillset.

10 Do the following if you want to configure a second overflow treatment:

a. Ensure that Second Overflow On/Off is checked.

b. If you want to trigger the second overflow treatment based on the time
the call has been waiting in the queue, check the seconds button, and
then enter the amount of time.

c. If you want to trigger the second overflow treatment based on the
number of calls in the queue, check the calls button, and then enter the

number of calls.

d. Check either Route calls to this number or Play an unable to handle call
announcement. Choose the type of treatment the call receives at this

point.

IF you want to

THEN

route the call to a DN

a. check Route calls to this number.
b. enter the DN in the box to the right.
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IF you want to THEN

play a busy announcement|a. check Play an unable to handle call
announcement.

b. choose whether you want the caller
to remain in queue or to be
disconnected.

11 Click Next to continue.

12

13

Result: The Voice Services/MMail Segments dialog box appears.

Treatment T1 : Voice Services / MMail Segments E

NEIRTEL Please configuie your Yoice Services / Miail segment announcements

DRSS UEM - cice Services / MMail Seq Add Segment
ExpectedWait Time | Configue Expected Wait Time anneuncement segments
Delete S eqment

Postion In Queus Corfigure Pasition In Queue announcement segments
Piint Segments

G &

Woice Services/ Miail VR Port
’V Floass sntor the IR port number that you wish the configuied tisatmenis tauss: [7002 ‘

Please configure the announcement ID's plus their associated ranges, that you would fike the customers to hear
whilst wailing for their callto be: answered

SYMPOSIUM Bl L LE e
EXPRESS o pected Wait Ti
CALL CENTER

<Back | Mew> | Cencel |

Note: This dialog box appears only if you have purchased the Voice
Services option. If you did not purchase this option, the Treatment
Announcements dialog box appears. Skip to step15.

In the Voice Services/MMail IVR Port box, enter the number of the IVR
Ports to use for the Expected Wait Time and Position in Queue treatments.

Configure the voice segments to play for Expected Wait Time and Position
in Queue. For more information on Expected Wait Time and Position in
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Queue, refer to “Using Expected Wait Time and Position in Queue” on page

105.
If you want to Then
configure Expected Wait a. in the Voice Services/MMail Segments box,

Time

configure Position in Queue

click Expected Wait Time.

. click Add Segment.

c. enter a treatment number, and then click

a.

OK.

.repeat steps b and c for each voice

segment.

.in the Voice Services/MMail Segment

Configuration box, enter the time interval,
in seconds, for which each segment plays.

in the Voice Services/MMail Segments box,
click Position in Queue.

. click Add Segment.

c. enter a treatment number, and then click

OK.

.repeat steps b and c for each voice

segment.

. in the Voice Services/MMail Segment

Configuration box, enter the interval
(number of calls) for which each segment

plays.
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14 Click Next.
Result: The Announcements dialog box appears.

Treatment T1 : Announcements

NEIRTEL What do you want your callers to hear while they are waiting it the queue 7
NETWORKS —Announcemen
‘What type of announcements are you using?

= RAN or MIRAN " Meridian M ail or [V

Callers will be trarsterrad ta this number to hear announeem et I?UUU
V¥ Play a greeting announcement Greeting D |7DD5
¥ Play a wait announcement First ‘wait [Dv ID

¥ EspectedWait Time [ Position In Queue
¥ Play a second wait announcemert Second \Wait 1D IW
I2| Flapiateut of Hiotns snmouncenent Out Of Hours 1D ID—
I= | Blay abuspiannaunsem ent In Houwrs Busy ID ID—

Select what you want your callers to hear between annoumcements.

 Pinghack Tones £ Music, using route | -
First wait announcernent will be played after: m seconds

Second wailt announcement will be repeated eveny: |20 vl seconds

SYMPOSIUM

15 In the Announcements box, select the type of announcements that your call
center uses. If you use Voice Services, select Meridian Mail or IVR.

IF THEN
you select RAN or select the route to which callers are
MIRAN transferred to hear announcements.
you select Meridian Mail | a. enter the number to which callers are
or IVR transferred to hear an annoucement.
b. enter the treatment ID stored in
Meridian Mail.

16 To play other announcements, click the box for the type of announcement,
and either select the route or specify the treatment ID in the ID boxes.

Notes:

a. The option to play a Wait announcement enables you to inform the
caller of the amount of time he or she can expect to wait before the call
is answered, and the position his or her call occupies in the queue.
These options (Expected Wait Time and Position in Queue) are

122 Symposium Express Call Center



June 2001 Configuring call treatments and call routing

keycoded options. Expected Wait Time and Position in Queue can only
be played once for each call.

b. The option to play an out-of-hours announcement is available if you
select Play an out of hours announcement in step?7.

c. The option to play an in-hours busy announcement is available if you
select Play an unable to handle call announcement in step 10d.

17 Select whether you want callers to hear a ringback tone or music between
announcements. If you choose Music, then select the music route.

18 Indicate how often to play announcements.
19 Click Finish. To make changes, click Back.

Result: Once you click Finish, the new setting takes effect immediately for
all of the new calls entering the call center. Calls that are already in the
gueue receive the previously specified treatments.
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Configuring emergency treatment

When to use

Follow the procedure in this section to configure how calls are handled when
your call center isin astate of emergency.

Note: During an emergency, all calls entering the call center are handled in the
same way. You cannot configure different emergency treatments for different
skillsets. The emergency treatment does not take effect unless al agents are
logged off all skillsets, or the emergency stateis activated by the customer
administrator. For more information, refer to “Activating the emergency state”
on page 126. If al agents are logged off only one skillset during business hours,
the call is presented to alogged on agent in another skillset.

To configure emergency treatment
1 Inthe Administration window, double-click the Call Treatments icon.
2  Click Emergency.

Result: The Emergency Options dialog box appears.

Emergency Options [ %]

— Emergency Option:

Select the type of treatment you wish to give to calls when your call center is in a state of emergency, or all
agents are logged out :

— Emergency Selection

" Route calls ta this number ID

&' Play an Emergency announcement

‘what type of announcements are pou using?

' BAN or MIBAN & Meridian Mail
Callers will be transfered to this number to hear anhouncements 7000
Emergency announcement eridian Mail ID Mo, I?DD‘I

()3 Cancel |
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3 Indicate how Symposium Express Call Center should handle emergency
situations.

IF you select THEN

Route calls to this number | enter the mailbox number in the box to
the right. Routing to a number allows
the caller to reach an auto-attendant,
remote agent, or mailbox, depending on
how the number is configured on the

switch.
Play an Emergency select the type of announcement that
announcement you use (RAN, MIRAN, or Meridian

Mail), and then enter the route number
for the emergency announcement. If
you use Meridian Mail, then this
announcement can direct the callerto a
mailbox or other voice menus.

4  Click OK to return to the Call Treatment window.
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Activating the emergency state

When to use

Follow the procedure in this section to activate the emergency state. When you
activate the emergency state, the emergency treatment that you configuredin
“Configuring emergency treatment” on page 124 takes effect.

Note: Symposium Express Call Center does not automatically log agents off
when you activate the emergency state. Calls do not reach agents when the call
center isin the emergency state because callers either hear the emergency
announcement, or the call is routed to a DN.

To activate the emergency state

1 Log onto Symposium Express Call Center using the customer
administrator’s user ID (custadmin).

2  Click Stop.

Result: The following message appears:

@ Do you want to activate the Emergency State?

Mo

3  Click Yes.

Result: The emergency state is activated. A flashing message indicates
that the emergency state is in operation.
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To deactivate the emergency state

1 Log onto Symposium Express Call Center using the customer
administrator’s user ID (custadmin).

2  Click Stop.

Result: The following message appears:

@ Do you want to deactivate the Emergency State?

Mo

3  Click Yes.

Result: The emergency state is deactivated. Normal call center functions
resume.
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Section B: Configuring call routing

In this section

How call routing works 130
Planning call routing 133
Configuring call routing 136
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How call routing works

Call routing

You can route calls to skillsets based on one or more of the following numbers:

= CLID
= DNIS
= CDN

For each CLID, DNIS, or CDN, you determine the skillset to which the call is
routed, and the priority level for the call in that skillset.

Note: To route calls based on CLID or DNIS, the CLID or DNIS number must
have been entered in the Symposium Express Call Center database. If you have
not configured call routing based on a specific number (CLID, DNIS, or CDN)
selected in the Call Routing Wizard, calls receive default routing. For example,
if the CLID isunavailable, or if no matches are found in the database, then the
call is routed based on DNIS. If the DNISisunavailable, or if no matches are
found in the database, then the call is routed based on CDN.

Maximum number of skillsets

For each CLID, DNIS, and CDN, you can configure a maximum number of 20
skillsets. If al agents are busy in the higher priority skillsets, then the calls are
gueued to the lower priority skillsets.

Example

BestAir Airlines has a special DNIS (or 1-800 number) for its VIP Gold Club
members. All calls that enter the call center using this number are queued to the
VIP Gold Clients skillset with high priority. The General Sales skillset isalso
configured to receive calls from this number, but at alow priority. If no agents
from the VIP Gold Clients skillset are available, then the call is queued to the
General Sales skillset.
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Using announcements

You specify one of three choices for recorded announcements when you
configure call treatments:

n RAN or MIRAN
s Meridian Mail
= \oice Services

RAN or MIRAN

Select RAN or MIRAN on the Treatment Announcements dialog box if you use
either athird-party RAN card or MIRAN to record and play announcements.
RAN or MIRAN use existing routes to play announcements. Since these routes
are configured on the Meridian 1 switch and acquired by Symposium Express
Call Center, you only need to choose the routesto use for announcements.

Meridian Mail Announcement

Select Meridian Mail Announcement on the Call Treatment dialog box if you
use Meridian Mail to record and play announcements. These announcements use
treatment | Ds that are stored on Meridian Mail. Since you do not configure these
treatment 1Ds on the Meridian 1 switch, and you do not acquire themin
Symposium Express Call Center, you must specify the treatment IDs on the
Treatment Announcements dialog box.

Voice Services card

The Voice Services card provides functionality smilar to Meridian Mail. The
Voice Services card enables you to play recorded announcements and voice
menu options so that you can collect customer-entered data

Note: Voice Services announcements are a keycoded featureavailable only if
you have installed a Voice Services card in the Meridian 1 switch.

Types of announcements

You can configure Symposium Express Call Center to play the following types
of announcements:

= Aninitia greeting. This plays when the call first enters the system.
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A wait announcement. This announcement plays when the call has been in
the queue for a specified amount of time. You can use the ExpectedWait
Time and Position in Queue features to decide the type of announcement
that plays here.

A second wait announcement. If the call has till not been answered by an
agent after a specified amount of time, then the caller hears a second wait
announcement.

An out of hours announcement. This announcement tells callers that the
call center is closed.

A busy announcement. This announcement plays after the second overflow,
if you select Play an unableto handle calls announcement in the Treatment
Overflow Configuration dialog box. It also playsif the global ceiling
threshold for a CDN is reached or exceeded.

An emergency announcement. This announcement plays when the call
center administrator presses the Stop button in the Administration window,
or when there are no agents available to take calls during business hours.

You configure the types of announcements to play when you create call
treatments.
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Planning call routing

Introduction

An efficient call center isonein which you have successfully matched calers
and their specific requirements with agents qualified to handle their cals. If you
are aware of the types of callers who place cadls to your call center, and the
specific information or servicesthey require, then you can successfully route
cals.

Efficient servicing of your callers ensures an efficient call center. If you
understand these objectives, you can begin to draft the process of how to treat
the different types of calls entering your cal center.

Determine the types of calls entering your call center

Once you have determined the types of calls entering your call center, you can
create skillsets that correspond to these call types and assign agents to the
skillsets.

Understand skill-based routing

The concept of matching qualified agents with related call typesisthe basisfor
skill-based routing. You must be able to match callers' requirements with an
agent prepared to answer their questions. At the same time, you must be aware
of when to provide treatments to calls and how call information is tracked.

Define your objective

Treat calls with the goa of meeting an objective of your call center. Determine
what you want to accomplish (for example, routing a specific caller to a specific
skillset or agent).

Note: Symposium Express Call Center does not support routing callsto a
specific agent. However, you can accomplish the same result by creating a
skillset and assigning only one agent to it.
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To help plan call routing, you can create a flowchart or an illustration to outline
the intended path the call will follow once it enters Symposium Express Call
Center. A flowchart helpsyou to visualize the path, and allows you to determine
when to give treatments to the call and when you can collect data for reporting
purposes.

Identify the available resources

Symposium Express Call Center includes many resources that you can use to
control what happens to acall onceit entersthe call center. Knowledge of these
resources and how they work together helps you to design the path that calls
follow. Before you configure call routing, you must be familiar with the
following resources:

u CDNs

= RAN routes

m  music routes

s  skillsets

= number of agentsin each skillset

s cal center working hours and holidays
= IVRqueues

s cal treatments

m CLIDsand DNISs

= announcements

Chart the call routing process

The following diagram shows how you may configure call routing for your call
center:

Notes:
1. An“emergency” iswhen either of the following situations occurs:

= All agents are logged off during business hours.

m Thecal center administrator presses the Emergency button in the
Administration window.
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2. You can configure the amount of time that Symposium Express Call Center
waits between announcements. In this example, there is a 10-second delay

between announcements.

Is the call center Is there an Play
Yes Yes» emergency P Disconnect
open? emergency?
announcement
No
No v
v
Check CLID Check DNIS Route based
Play out of hours Match? [ V°"  Match? [ V°"  on CON
announcement
\
Yes
Yes \ 4
Disconnect Route call to
appropriate skillset

Agent answers

Is an agent

I

call ¢Yes available? Play Greeting
4
Yes
No ¢
Is an agent Wait 10 Play 1st wait Wait 10
available? seconds announcement seconds

No

t

N

Play 2nd wait
announcement
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Configuring call routing

When to use

Follow the procedure in this section to configure how calls are routed to
skillsets.

Note: When you click Apply on the Call Routing window, new calls to the
switch areimmediately directed according to the settings just entered. Calls that
are aready in the queue receive treatments according to the previous settings.

Before you begin

Before you configure call routing, you must ensure the following:

m  The Symposium Express Call Center database is updated with switch
information, and the switch resources are acquired using the Meridian 1
parser feature. For more information, contact your distributor.

m  Skillsets are created. See Chapter 4, “Configuring skillsets.”
s Call treatments are created. See “ Configuring call treatments’ on page 113.

What you need

You need to know how calls are routed to skillsets and how they are prioritized
(by CLID, DNIS, CDN, or acombination of these numbers).

Note: If Symposium Express Call Center does not successfully route the call,
then the Meridian 1 switch takes control of the call.

To configure how calls are routed to skillsets

1 Inthe Administration window, double-click the Call Routing icon.

Result: A message appears, warning that your changes will take effect
immediately.

136 Symposium Express Call Center



June 2001 Configuring call treatments and call routing

2  Click Yes to continue.

Result: The Call Routing dialog box appears.

Call Routing - Incoming Call Priority - CDM

NQRTE'. How do you want ko route the calls amiving at your call center?

MNETWORKS Call Routing
" o Add phone number..
CLID Routing | Queue pour customers' phane number ta skillzets [Calling Line 10
' DNIS Houtingl Queue vour call centers’ phone numbers to skillsets [DNIS) Delete phone number.

CON Hnuhngl Queue the contiolled call center number to skillsets [CDN) Bt el el e |
Global Ceiling
’7 Please enter a global celling level after which calls will get a busy announcement 201 ‘

Please enter a priarity level for each COMACLIDADMIS in the matrix below. Note : Each row must have at least

SYMPOSIUM one high priority skillzet assigned.
EXPRESS i Incoming call priority
CALL CENTER

Skillzet Selection
[ Local |
| Network |

DM | Treatment Ceﬂng s‘ias suppoits ‘
Sales i 2 "2 =
Support a "2 2

1 of]
ok | Caniel

Tip: If you want to route certain calls to a specific agent, then create a
skillset for that agent only.

3 Indicate how to route incoming calls.

IF THEN

you select CLID Routing | click Add phone number, and enter the
CLID number. The number appears in the
DN column of the Incoming call priority list
at the bottom of the window.

You can use wildcards to provide similar
treatment to certain types of calls entering
your call center. For example, you may
want to route all calls entering from
Ireland to a specific skillset.

you select DNIS Routing | click Add phone number, and enter a
DNIS number. The number appears in the
DN column of the Incoming call priority list
at the bottom of the window.
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IF THEN

you select CDN Routing | CDNs that are acquired from the Meridian
1 may automatically be in the left-hand
DN column. This only occurs the first time
you run the Call Routing Wizard; adding
and deleting CDNS must be done
manually from then on.

To add a new CDN

a. Click Add phone number.

b. Enter the CDN number and the CDN
script name.

Result: The number appears in the DN
column.

If you have purchased the Network Skill-Based Routing feature, choose
whether to view both local and network skillsets, or only local skillsets.

For information about configuring network skillsets, refer to the Nortel
Networks Symposium Call Center Server Network Control Center
Administrator's Guide.

Select the appropriate call treatment for each CLID, DNIS, or CDN number.
Enter call ceiling for each CDN, CLID, or DNIS.

Note: When the number of calls coming into an individual CLID, DNIS, or
CDN reaches its respective ceiling, the caller is either played a busy
message and disconnected, or is transferred to a DN, depending on how
the call treatment is configured.

Example: A call center manager may decide that CDN 2222 should have a
ceiling of 10 because CDN 2222 is routed to the French skillset and the call
center only has two people in that skillset at any one time.

In the Incoming call priority list, click the intersection point of the DN
number and the skillset, and select a priority level.

Note: You have a choice of routing a call to one of six priorities. Three are
high priority and three are low priority (overflow). The high priorities are
denoted as 1, 2, and 3. 1 is the highest priority. The low priorities are
denoted as 1, 2, and 3 with arrows next to them. You must have at least
one high-priority skillset for each CLID, DNIS, and CDN. You can view only
one routing type (CLID, DNIS, or CDN) in the list at a time.
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You can configure a maximum of 20 skillsets for each CLID, DNIS, and
CDN.

8  Enter the global call ceiling.

Note: The global ceiling threshold is the number of active or queued calls,
including network calls, in the entire call center. When this threshold is
reached, all new calls either hear an announcement that the call center is
busy or they are transferred to a DN, depending on how the call treatment
is configured.

9  Click Apply to put your changes into effect.

10 Click Print call routing matrix for a hard copy of your call routing
configuration.
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Overview

Introduction

Network Skill-Based Routing is a keycoded feature that enables you to route
callsto up to three remote call centers at atime.

To enable Network Skill-Based Routing for your Symposium Express Call
Center, you must configure

parameters for communication with each server on the network. For more
information, see “Configuring communication parameters’ on page 143.

anetwork CDN on which incoming network calls are received. A network
CDN must be configured on the Network Control Center server. For
information about configuring anetwork CDN, refer to the Nortel Networks
Symposium Call Center Server Network Control Center Administrator’s
Guide, Release 3.0.

network skillsets on the Network Control Center server. For information
about configuring network skillsets, refer to the Nortel Networks
Symposium Call Center Server Network Control Center Administrator’s
Guide, Release 3.0.

Only the system administrator (sysadmin) and customer administrator
(custadmin) user types can configure Symposium Express Call Center for
Network Skill-Based Routing.
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Configuring communication parameters

Introduction

You must configure the following network communication parameters for

Symposium Express Call Center to route calls to each site in amulti-site call
center:

s the DN (network CDN) that your switch dialsto route a call to each site

= how many times your server tries to queue calsto the remote site after a
route attempt fails, and the number of seconds between attempts

= the amount of time an agent at the remote site is reserved to answer a call
routed from your server

Dialable DN

When you configure the connection to a site, you specify the number that your
switch dials to reach the network CDN. The network CDN isthe CDN on which
the remote site receives incoming network calls. This CDN must be configured
as anetwork CDN on the remote server.

For example, on the Toronto server, the Dialable DN for Boston is 8-555-1111
(seethefollowing illustration).

Note: The number you enter must be the number configured in the CDNs
window on the remote server, with any prefixes required by your dialing plan.
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Call arrives
) Call arrives
Switch at network
CDN
Call Network
routed to call to
server 8-555-1111

Toronto (server)
Network Config
Parameters

Boston: Dialable
Number: 8-555-1111

Switch

Call
routed to
server

Boston (server)

N o a ~ w DdPRF

G101338

A call arrives at theToronto switch and is passed to theToronto server.

The server instructs the switch to route the call to Boston.

The server passes the DN for Boston to the switch.

The switch transfers the call to this number.

The call arrives on a network CDN at Boston.

The call is passed to the server.

The Boston server processes the call.
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To configure communication parameters

1 In the Administration window, double-click the Network Administration icon.

Result: The Network Communication Parameters dialog box appears.

Metwork Communication Parameters - ICCMNGEN20

Site Mame Comm Status | Site Filter | Metwork Skillset | Skilset Fiter | Clase |
VASTLABBOSFY Mot establis..  OFF Al skillsets off
D15226 Mot establis...  Off Al skillsets i Help |
i Al skillsets i
i Al skillsets i Tutarial |
MPKLAR Open i Al skillsets i
NMPKITS0WAN Mot establis..  Dff Al skillsets i
YASTLABEOAS... Mot establis.. OFf Al skillsets i Fishesh |
YASTLABIISFY Mot establis..  OFF Al skillsets i =
PMPKZSANWAN  Not establis...  Dff Al skillsets i

Stop Site Eilter |
Stop Shiflzet Filterl
Site Farameters |

NCC Site Mame :  ICCMNGENT3

This dialog box lists the remote sites in a multi-site call center, and their
status. For more information, refer to the Nortel Networks Symposium Call
Center Server Network Control Center Administrator’s Guide, Release 3.0.

2  To configure communication parameters, select a site, and then click Site
Parameters.

Result: The Site Parameters dialog box appears.

Site Parameters EHE

Site M ame:

Dialable DN: |B22D1 2229

Humber of Retries: I 5 ::II
Time Between Retries: I 5 j ccEaEh

Agent Reserve Timer: I E ::II zeconds
Save I Cancel | Help
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Change the following parameters, as necessary:

Dialable DN: The number your switch dials to reach the network CDN at
the remote site. The number must include any prefixes required by the
dialing plan configured on the switch.

Enter the number in the format used in your NACD Routing Table. For
information, refer to the Nortel Networks Symposium Call Center Server
Network Control Center Administrator’s Guide, Release 3.0.

Number of Retries: The number of times that your server attempts to route
a call to areserved agent at this site before filtering the site out of the
routing table. For more information, refer to the Nortel Networks
Symposium Call Center Server Network Control Center Administrator’s
Guide, Release 3.0.

Time Between Retries: The time that elapses before the server attempts
to queue a call to this site after a route attempt fails (for example, if all
trunks are busy). For more information, refer to the Nortel Networks
Symposium Call Center Server Network Control Center Administrator’s
Guide, Release 3.0.

Agent Reserve Timer: The number of seconds an agent at this site is
reserved when your site attempts to send a call. If the source site cannot
cancel the agent reservation, then it expires after this period.
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4 Click Save.

Result: You return to the Network Communication Parameters dialog box.

etwork Communication Parameters - ICCMNGEN 20

Site Mame | Comm Status | Site Filter | Metwark Skillset | Skilsst Fiter |
VASTLABEOSRY Mot establis..  Off Al skillsets Off
D15226 Mot establis...  Off Al skillsets Off
Open off Al skillzets ulis
off Al skillsets Off
MPELAR Open off l skillsets oif
NMPKITBO0WAN Mot establis..  Off l skillsets 0if
YASTLABBOAS.. Mot establis.. Off Ml skillsets 0if
YASTLABIZSRY Mot establis..  Off Ml skillsets 0if
PMPEZSAMWAN Mot establis..  Off il skillsets i

NCC Site Mame :  ICCMMGEN13

Tutorial

Befresh

Sitop Site Eiter

Stop Skillzet Bilter

LI

Site Barameters

5 Repeat steps 2 to 4 for each site you want to configure.

6 Click Close.
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Overview

Introduction

You must configure a number of resources on Symposium Express Call Center
that have already been configured on the switch.

Acquired resources

These resources include

Controlled Directory Numbers (CDNSs)
phonesets

voice ports

routes

Note: The server must acquire arouteif you want to be able to generate All
Trunks Busy reports for that route.

When you configure these resources on the server, you add them to a catalog
maintained by the server. At startup, or whenever you make a change to the
catalog of resources (for example, if you add a phoneset), the server acquires
these resources. When you acquire a resource, the switch sends messages
regarding the resource to Symposium Call Center Server.

States of acquisition
The following table shows the states that switch resources can enter.

The following table describes the states of acquisition:

IF the current state is THEN
Not Acquired the resource has just been created or deacquired.
Acquired-Pending thereis arequest into the system to acquire the
resource.
Acquired the resource is acquired from the switch.
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IF the current state is THEN

Acquired Login (voice port) the voice port has been acquired, and is in logon

state.

Acquired Logout (voice port) the voice port has been acquired, and isin logoff
dSate.

Acquired-Failed aproblem occurred during an attempt to acquire
the resource. The server is unable to acquire it.

Deacquired-Pending thereis arequest into the system to deacquire
the resource.

Deacquired-Failed thereis a problem deacquiring the resource from

the switch, and the system is unable to deacquire
it.

Note: A changein the status of an acquisition is not automatically reflected in
the resource window. To view the current status of the acquisition of a switch
resource, select Refresh on theView menu.

Other resources

To make your reports easier to understand, you can assign names to the
following resources:

=  activity codes

= DNISs

ATTENTION ) htormation that is configured at the switch must match the

configuration on Symposium Express Call Center to ensure
that the switch and the system can communicate and
function properly.
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Section A: Working with CDNs

In this section

Overview of CDNs 154
Adding CDNs 155
Acquiring and deacquiring CDNs 157
Other procedures for CDNs 158

Call Center Management Guide 153



Configuring switch resources Standard 1.0

Overview of CDNs

Introduction

A controlled directory number (CDN) enables incoming calls to be queued into
the switch and enables messages to be sent to Symposium Express Call Center
regarding these calls.

To ensure that Symposium Express Call Center can track when calls are
terminated at that CDN, you must first add a CDN at the switch, and then add it
at the server. Then the system must acquireit.
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Adding CDNs

Introduction

To enable the server to acquire a CDN, you must do the following:
1. Definethe CDN at the switch.

2. Addthe CDN on Symposium Express Call Center.

Before you begin

Make sure that the CDN is configured on the switch. For more information, refer
to the Symposium, M1, and Voice Processing Guide.

To add a CDN

1 Log onto Symposium Express Call Center as the customer administrator.

2 In the Administration window, double-click the CDNSs icon.

Result: The CDNs window appears.

1% CDNs - Toronto - C:A\SMI Workbench
File “iew Help

13 = [& o x a2 H © K?
Add Frint Frint Preview Fiefrezh [Elete Eroperties [eacquie Acguite Help ‘what's This?

4 CON Mame |EDN Mumber |EaII Type |Status |

COM 2230 2290 Metwork, Acquire Failed

COM 2345 2345 Metwork, Acquire Failed

COM G000 BO00 Local Acquire Failed

COM G007 BO01 Local Acquire Failed

COM G002 BO0Z2 Local Acquire Failed

COM G003 BO03 Local Acquire Failed

COM G004 BO04 Metwork, Acquire Failed

Faor Help, press F1. MLk i
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3 Choose File O New.
Result: The CDN Properties property sheet appears.

CDHN Properties EHE

COM Mame: ||

COM Mumber: I

™ CDN for netwark calls

Status: Mot Acquired

Save I Cancel | Help |

4  Enter information into the following boxes:

CDN Name: The name of the CDN as it appears on reports. CDN names
are restricted to alphanumeric characters and underscores ().

CDN Number: The number that is passed to the switch in requests to
acquire or deacquire the CDN. This number must match the number that is
configured at the switch.

CDN for network calls: Networking option only. Select this option if you
want this CDN to be used for network calls.

5 Click Save.

Result: The new CDN is added to the list in the CDNs window. It has the
status Not Acquired.

After you finish

Now that you have added the CDN, you must acquireit to enable the systemto
track calls terminated on it. To acquire the CDN, see “Acquiring and
deacquiring CDNS” on page 157.
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Acquiring and deacquiring CDNs

Introduction

Follow this procedure to request the system to acquire or deacquire a CDN.
Symposium Express Call Center must acquire a CDN so that it can track when
cals areterminated at that CDN.

Note: Nortel Networks recommends that you deacquire a CDN before you
configureit on the switch.

Before you begin

Make sure the CDN has been configured on the switch and added on
Symposium Express Call Center (see “Adding CDNSs" on page 155).

To acquire or deacquire a CDN
1 Inthe Administration window, click the CDNs icon.
Result: The CDNs window appears.
2  Selectthe CDN you want to acquire or deacquire.

3 If you want to acquire the CDN, choose File O Acquire. If you want to
deacquire the CDN, choose File O deacquire.

Result: The CDN status changes to Acquired (or Deacquired) pending.

4  To refresh the CDN status on the display, choose View 0 Refresh.
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Other procedures for CDNs

To change the properties of a CDN

Notes:
1. You must deacquire a CDN before you change its properties

2. You cannot change the number assigned to a CDN once it has been saved.
You must delete the CDN and recreate it with a new number.

In the CDNs window, select the CDN you want to change, and then choose File
O Properties.

For step-by-step instructions, press F1 to access the online Help.

To preview a list of CDNs
From the CDNs window, choose Filed Print Preview.

For step-by-step instructions, press F1 to access the online Help.

To print alist of CDNs
From the CDNs window, choose Filed Print.

For step-by-step instructions, press F1 to access the online Help.

To delete a CDN

Notes:

1. Beforedeeting a CDN, make sure that its status is one of the following:
Not-Acquired, Acquired-Failed, or De-acquired-Failed.

2. This procedure does not delete the CDN from the switch.

In the CDNs window, select the CDNs you want to delete, and then choose File
O Delete.

For step-by-step instructions, press F1 to access the online Help.
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Overview of phonesets

Introduction

You must add and acquire each phoneset at which agents and supervisors will
log on to the system. When the Symposium Express Call Center acquires a
phoneset, the switch begins sending messages about the phoneset to the server.

Agent and supervisor phonesets

Agents are not associated with a specific phoneset. They can log on to any
phoneset. When agents log on, the server obtains their position ID from the
switch. The server automatically maps agents' position IDsto their agent key on
the supervisor’s phoneset.

Supervisors are associated with a specific phoneset, as specified in the position
ID box. This enables the switch to program the keys on the supervisor's
phoneset to communicate with that supervisor' s agents.

160 Symposium Express Call Center



June 2001 Configuring switch resources

Adding phonesets

Introduction

You must add and acquire each phoneset that you want to use with Symposium
Express Call Center so that the switch can send messages to the server when an
agent logs on to the phoneset.

Before you begin
Configure the phoneset on the switch. For more information, refer to the

Symposium, M1, and Voice Processing Guide.

To add a new phoneset

1 In the Administration window, double-click Phonesets.

Result: The Phonesets window appears.

1% Phonesets - Toronto - C:A\SMI Workbench

File “iew Help
g & | B | oW | X a5l @ | W
Add Frint Frint Preview Fiefrezh [Elete Eroperties [eacquie Acguite Help ‘what's This?
I Terminal Marne I Telephory/Port &, | Terminal Type | Statuz | -
TH 1-0-0-0 1-0-0-0 Eror Acquire Failed
TH 1-0-0-1 1-0-0-1 Eror Acquire Failed
TH 1-0-0-13 10013 Eror Acquire Failed
TH 1-0-0-14 1-0-0-14 Eror Acquire Failed
TH 1-0-0-15 1-0-0-15 Eror Acquire Failed
TH 1-0-0-2 1-0-0-2 Eror Acquire Failed |
TH 1-0-0-3 1-0-0-3 Eror Acquire Failed
TH 1-0-0-4 1-0-0-4 Eror Acquire Failed
TH 1-0-0-5 1-0-05 Eror Acquire Failed
TH 1-0-0-6 1-0-0-6 Eror Acquire Failed
TH 1-0-0-7 1-0-0-7 Eror Acquire Failed LI
Faor Help, press F1 MLk i
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2 Choose File O New.

Result: The Phoneset Properties property sheet appears.

Phoneset Properties EHE

General |

Terminal M ame: ||

Telephory/Port Address: I

™ Add Voice Port

Status: Mot Acquired

Save I Cancel | Help |

3 Enter information into the following boxes:
Terminal Name: The name of the phoneset, as it will appear on reports.

4  Telephony/Port Address: The terminal number (TN) of the set on the
Meridian 1. It should be added in I-s-c-u format (for example, 1-0-0-5).
Ensure that the Add Voice Port box is unchecked.

5 Click Save.

Result: The phoneset is added to the list in the Phonesets window. It has
the status Not Acquired.

6  To return to the SMI window, choose File O Close.

After you finish

After adding the phoneset, you must acquireit so that the switch sends messages
to the system when an agent logs on to the phoneset.
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Acquiring and deacquiring phonesets

Introduction

You must acquire each phoneset, so that the switch sends amessage to the
system when an agent |ogs on to the phoneset.

Note: Nortel Networks recommends that you deacquire a phoneset before you
configure it on the switch.

Before you begin

Make sure that the phoneset is configured on the switch and has been added on
Symposium Express Call Center (see “Adding phonesets’ on page 161).

To acquire or deacquire a phoneset

1 Inthe Administration window, double-click Phonesets.
Result: The Phonesets window appears.
2  Select the phoneset you want to acquire or deacquire.

3 If you want to acquire the phoneset, choose File 00 Acquire. If you want to
deacquire the phoneset, choose File 0 De-acquire.

Result: The phoneset status changes to Acquired (or Deacquired)
pending.

4  To refresh the phoneset status on the display, choose View O Refresh.
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Other procedures for phonesets

To change the name of a phoneset

Notes:
1. You must deacquire a phoneset before you change its properties.

2. You cannot change the telephony/port address assigned to a phoneset. To
change these properties, delete the phoneset and recreate it.

In the Phonesets window, select the phoneset you want to change, and then
choose File O Properties.

For step-by-step instructions, press F1 to access the online Help.

To preview the list of phonesets
From the Phonesets window, choose File [0 Print Preview.

For step-by-step instructions, press F1 to access the online Help.

To print the list of phonesets
From the Phonesets window, choose File O Print.

For step-by-step instructions, press F1 to access the online Help.

To delete a phoneset

Notes:

1. Beforedeleting the phoneset from the system, ensure that the phoneset
statusis either Not-Acquired, Deacquire Failed, or Acquired-Failed. You
cannot delete aphoneset if it is Acquired.

2. This procedure does not delete the phoneset from the switch.

3. If this phoneset is avoice port type, the associated voice port is also
deleted.
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In the Phonesets window, select the phoneset you want to delete, and then
choose File O Delete.

For step-by-step instructions, press F1 to access the online Help.
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167
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Overview of activity codes

Introduction

An activity codeis anumber that an agent enters on his or her phoneset during a
call. Activity codes provide away of tracking the time agents spend on the
various types of incoming calls. You can generate reports based on activity
codes.

Even if there are no activity codes set up on the server, you can still generate
reports statistics attributed to the activity code numbers entered. However, these
reports do not contain a mapping of activity code namesto activity code
numbers.

Example

When James Jones answers Sandra’s call, he does not need to enter an activity
code. The default activity code for the skillset (Europe) is used.

Similarly, if James receives a call for the Vacations skillset, he usually does not
have to enter an activity code. The default activity code for that skillset is
automatically used. However, BestAir currently has anew ad campaign. Agents
have been instructed to ask all callers to the Vacations skillset the question,
“How did you hear about us?’ Agents then enter the following activity codes,
depending on the response they receive:

4597 newspaper
4598 radio
4599 television

Call center management can generate activity code reports to determine which
advertising medium is most effective.

168
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Default activity codes

There are two default activity codes in Symposium Express Call Center: the
system default and the skillset default.

Activity code
0 system default
00 skillset default

If an agent does not press the activity code key during acall, then the call is
automatically assigned the system default activity code. If an agent presses the
activity code key twice during acall, then the call is assigned the skillset default

activity code.

Activity code reports

You can generate reports based on activity codes. For more information, refer to
the Reports and Displays Guide.

Not Ready reason codes

A Not Ready reason codeis a number that an agent enters on the phoneset
keypad when going into the Not Ready state. This number identifies the reason
for the Not Ready state. The server uses the Not Ready reason codes to track the
amount of time spent on various activities.
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Adding activity codes

To add activity codes
1 Log onto Symposium Express Call Center as the customer administrator.
2 In the Administration window, double-click the Activity Codes icon.

Result: The Activity Codes window appears.

$* Activity Codes - BestAir Airlines - C:\SMI Workbench

File “iew Help
al|l sl s | % o
Add Frint Frint Preview Fiefrezh [Elete Eroperties Help

Activity Code Mame |TActivity Code Mumber |

Systern_Default_Activity_Code 1]

Skillzet_Default_Activity Code i}

Sales - English 419

Sales - French 420

Sales - Spanish 421

Sales - Gold Clients 422

CustService - English 423

CustService - French 424

CustService - Spanish 425

CustService - Gold 426

Helpdesk - English RO0

Helpdesk - French a1

Helpdesk - Spanizh R0z

For Help, press F1. [ [MUM [SCRL 4

3 Choose File 0 New.
Result: The Activity Code Properties property page appears.

Activity Code Properties EE

General |

Activity Code Mame: |

Activity Code Murnber: I

Save I Lancel | Help |

4 For Activity Code Name, enter a name for the activity code.

5  For Activity Code Number, enter a number for the activity code.
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6  Click Save.
Result: The activity code appears in the Activity Codes window.
7 Repeat steps 3 to 6 for each activity code that you want to add.

8  Click Refresh on the toolbar of the Activity Codes window.
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Other procedures for activity codes

To change the name of an activity code

Note: You cannot change the number assigned to an activity code once it has
been saved. To change the number, delete the activity code and recreateit with a
new number.

In the Activity Codes window, select the activity code you want, and then choose
File O Properties.

For step-by-step instructions, press F1 to access the online Help.

To preview a list of activity codes
From the Activity Codes window, choose File O Print Preview.

For step-by-step instructions, press F1 to access the online Help.

To print alist of activity codes
From the Activity Codes window, choose File O Print.

For step-by-step instructions, press F1 to access the online Help.

To delete an activity code

Note: You cannot delete the system default and the skillset default activity
codes.

From the SMI window, in the Activity Codes window, select the activity code you
want to delete, and then choose File 00 Delete.
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Overview of DNISs

Introduction

A dialed number identification service (DNIS) is a method by which the system
recogni zes the phone number dialed by the incoming caller. Agents can receive
callsfrom customers calling in on different DNISs, and customize their response
depending on the DNI S that appears on the phoneset display.
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Adding DNISs

Before you begin

Before you configure anew DNIS, ensure that the CDN, ACD-DN, or
Supplementary DN is configured on the switch. For more information, refer to
the Symposium, M1, and \oice Processing Guide.

To add a DNIS
1  From the SMI window, choose Switch Administration O DNISs.
Result: The DNISs window appears .
2  Choose File O New.

L% DMISs - Toronto - C:ASMI Workbench
File “iew Help

g =] (& ) x & K?

Add Frint Frint Preview Fiefrezh [Elete Eraperiies Help ‘what's This?
$DMIS Name  [DMIS Mumber [ Service Level Thr.. |
DHIST 1234 3
Faor Help, press F1. MLk i

Result: The DNIS Properties property page appears.

- DNIS Properties

General i

DNIS Name: |

DHIS Humber: |

Service Level Threshold: !
QK i Cancel i Help 1

3 Complete the General property page by entering information into these
boxes:
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DNIS Name: The name of the DNIS as it will appear on reports.

DNIS Number: The ACD-DN or CDN number as it is configured on the
switch.

Service Level Threshold: Specify the time (in seconds) within which all
calls coming through on this DNIS should be answered or abandoned. This
threshold value is used in real-time displays.

4  Click Save.
Result: The DNIS appears in the list in the DNISs window.
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Other procedures for DNISs

To change the properties of a DNIS

Note: You cannot change the number assigned to aDNIS onceit has been saved.
You must delete the DNIS and recreate it with a new number.

In the DNISs window, select the DNIS you want to change, and then choose File
O Properties.

For step-by-step instructions, press F1 to access the online Help.

To preview the list of DNISs
From the DNISs window, choose File O Print Preview.

For step-by-step instructions, press F1 to access the online Help.

To print the list of DNISs
From the DNISs window, choose File O Print.

For step-by-step instructions, press F1 to access the online Help.

To delete a DNIS

In the DNISs window, select the DNIS you want to delete, and then choose File
O Delete.

For step-by-step instructions, press F1 to access the online Help.
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About the Alarm Monitor

Introduction

The Alarm Monitor opens automatically when you log on to Symposium
Express Call Center using the customer administrator user 1D.

Note: If you log on using a supervisor user ID, then you do not see the Alarm

Monitor.

Symposium Express Call Center generates alarms to notify you when minor,
major, and critical system events occur. When you log on to Symposium Express
Call Center, the Alarm Monitor automatically opens.

£* Alarm Monitor - Nortel Metworks - Symposium Express Call Center M=l E3
File “iew Help
x| @l okl
Time Stamp Event Code Severit Object (D Instance o
Monday, February ... Minor Syz Manager Library 0
tonday, February ... 41214 I ajor Telephony Service...
tonday, February ... 41211 I ajor Telephony Service...
tonday, February ... 42596 I ajor Telephony Service...
tonday, February ... 41206 I ajor Telephony Service...
tonday, February ... 41203 birar Telephony Service...
tonday, February ... 41215 I ajor Telephony Service...
b onday, February ... 41200 Critical Telephony Service...
tonday, February ... 48421 Critical ICCH Tazk FlowE...
tonday, February ... 47107 I ajor Ewent Broker
tonday, February ... 46803 birar Historical Data Coll...
tonday, February ... 47110 M ajor Ewent Broker -
| | »
For more information about an Event Code, | Active Alarms: Critical= 2 Major=12 Minar=7 Iz

You can use the Alarm Monitor to access, clear, and print system aarm
information. The Alarm Monitor is not designed to record system operations.

Alarm severity

Alarms have a severity of minor, major, or critical.
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Minor

These events indicate that afault condition exists that is not yet serious enough
to affect service, and that you must take corrective action to prevent amore
serious fault. For example, aminor alarm may indicate that the file system is 90
percent full.

Major

These events indicate that a service-affecting condition has devel oped and you
must take urgent corrective action. The event condition can cause severe
degradation in server performance, and you must restore full capacity. For
example, amajor alarm may indicate that thefile system is 100 percent full.

Critical

These events indicate that a service-affecting condition has occurred and
immediate corrective action is required. Critical events are reported when a
component is completely out of service and you must take immediate action to
restore it. For example, acritical darm may indicate that the file system has
crashed.

To close the Alarm Monitor

To close the Alarm Monitor for the rest of your online session, choose File O
Exit. The Alarm Monitor opens again the next time you log on to Symposium
Express Call Center.

Note: If you do not want to close the Alarm Monitor for the rest of your session,
then you can minimize it instead. Otherwise, you must log off and log back on to
view the Alarm Monitor again.

To view more information about an alarm

To open the online Help for an aarm, double-click its entry in the Alarm
Monitor list, and then click Help. The online Help contains more information
about each entry, including arecovery path to correct or further investigate the
problem.
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Symposium Server Event Codes HE B
Help Topics Bach Options E<s 23

Event Code 41601
Severity Maijor

Description The time server was unable to successfully complete an AP call to the TSM.

Recovery path [If the problem persists, please note any error codes/messages and contact your Customer
Support Representative.
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Clearing active alarms

When to use

The Alarm Monitor automatically clears active alarms when the condition that
caused the alarm changes. You can also manually clear alarms before the
problem is fixed to suit your operational requirements.

Clearing alarms

Clear an alarm to remove the selected alarm from the Alarm Monitor. The event
that triggered the alarm remains logged on the Event Browser. If the event
occurs again or the condition that caused the alarm changes, then the alarm
reappears in the Alarm Monitor.

Example

At BestAir, an alarm appears with the description “Disk is 90% full.” Mark
Brown, the system administrator, checks the system disk space, removes
temporary files, and decides to order alarger hard drive. Only after Mark has
resolved the problem does he clear the alarm from the Alarm Monitor.

To clear alarms
1 Inthe Alarm Monitor, select the alarm that you want to clear.
2  Choose File [1 Clear Alarm.

Result: A dialog box asks you to confirm that you want to clear the selected
alarm.

3  Click Yes.

Result: The alarm entry is removed from the Alarm Monitor.
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Overview

Introduction

There are three types of backups in Symposium Express Call Center:

m  unscheduled and scheduled Symposium Express Call Center partial
backups

m  full backups
m  Voice Services backups

Partial backups and Voice Services backups are typically performed by call
center managers. Full backups are generally performed by distributors. For more
information on full backups, refer to the Symposium Express Call Center
Planning, Installation, and Administration Guide.

One of theimportant jobs of acall center manager is to perform partia backups.
This backs up the Symposium Express Call Center database, which contains
historical data, reports, and the current call center configuration. You do not
have to shut down any services while the partial backup is running. Partial
backups can either be scheduled or unscheduled, and they can be run while the
call center isonline.

Note: Since doing an online backup can have performance implications,
backups should ideally be scheduled outside of call center hours. If abackup is
required during call center hours, it should be run when the call center is least
active.

Voice Services is akeycode-enabled option. If you have theV oice Services
option, the call center manager must also back up the PCMCIA card and the
Voice Services database. Based on the mechanism you use to back up Voice
Services, you may be able to run the Voice Services back up while the call center
is online. For more information, refer to “Performing Voice Services backups”
on page 193.
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Restoring data

If you need to restore the Symposium Express Call Center database (partial
restore) or the Voice Services PCMCIA card and database, or perform a
complete restoration of your system after a system failure, refer to the
Symposium Express Call Center Planning, Installation, and Administration
Guide.

What you need

Nortel Networks recommends that you use one of the following tape drives:

s Seagate STD28000N
s Tandberg MLR1
s Tandberg SLR50

Head-cleaning kit

Nortel Networks recommends that you purchase a head-cleaning tape to prolong
the life of your tape heads and ensure the quality of your backups. Clean the tape
drives based on how often you use them.

IF you use THEN clean the tape heads
1 tape per day weekly.

2 tapes per day every other day.

3 tapes per day every other day.

4 or moretapesper day  daily.

For more information on head cleaning, refer to your head cleaning kit
documentation.
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Performing partial backups

When to use

Nortel Networks recommends that you regularly perform a partial backup. If
you make configuration changes to your system, such as changing or adding

skillsets or the way calls are routed, then perform an additiona backup to
capture those changes.

To perform an unscheduled online partial backup

1 Log on using the customer administrator or system administrator user ID.
2  Place atape in the tape drive (of the server).
3 Inthe Administration window, double-click the Backup icon.

Result: The Unscheduled Online Backup dialog box appears.

Unscheduled Online Backup E

Thiz backup is used to backup the databaze. For a successful backup pleaze ensure that
the tape drive iz ready with the correct backup tape. Thiz backup does not require that any
zerver gervices be shutdown or any clients to disconnect.

Mote:- During and after the backup check the “Windows NT server Eventlog for any emors
that may have occured. Alzo to view Alam Monitor messages ensure there is an
administrator workstation logged on for the duration of the backup.

START :- ta start the backup

CAMCEL :- to cancel a backup job in the queue
EXIT :- to quit

- Statu
Current Statuz: Mot running

Last Status : Na Operation.

Last MagFile;  dnorteldatatbackupibackuplags'

% Completed :

0 50% 1003

Cancel Exit Help
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4  To begin the backup process, click Start.
Result: The backup starts and runs until it is complete.
Notes:

m Use Cancel to cancel a job in queue.You cannot cancel a backup job
while it is running.

m Last Msg File is a file created on the server that contains information on
any errors that were encountered during the backup.

To perform a scheduled partial backup

Log on to the client using the system administrator user ID.

Double-click Advanced Functions.

1
2
3 Click System Administration.
4 Click Server backup.

5

Double-click Backup scheduler.

Result: The backupmgr - system - site window appears.

= backupmagr - system - site M= E3
File “iew Help

| S| >l w5 =) ol

£Event D | Mext Fun Time | Frequency | Host Mame

| | 2l
Faor Help, press F1 i

Call Center Management Guide 189



Performing backups

Standard 1.0

6

7
8

Result: The Event Properties window appears.

Click the Create new scheduled backup icon (the icon on the far left).

Event Properties EHE
General | Schedulel Dthersl
Ewent |D: Host Mame:
IE Isystem
— Ownership — bain
Tag Device Mame
IBackup_NGen IF'rimaryServerTape 'l
Owner:
Isysadmin Backup Definition
Customer [D: I SCCS_Database - l
|1—
— Submizsion — Additional options
D ate:
I— I | ittt
I—Time: I | @erinite
Save I Lancel | Help |

In the Device Name drop-down box, choose the correct backup tape.

In the Backup Definition drop-down box, choose SCCS_Database.
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9 Click on the Schedule tab.

Result: The following dialog box appears:

Event Properties EHE
General  Scheduls | Dthersl
ISpecific date(s] l
= dah Start:
13 [5 | 12: 24 M =
4 [O2s M B
M asimum wait time:

s oz Hi:i
116 [w]28 .
o7 29 I 0o: 15 3
118 130
119 k|
120
O21
22
23

[ 1December 112 124

Clear | LClear |
Inxert | Inwert |
Save I Lancel | Help |

10 Specify the dates when you want the backup to run.You can select if you
want the backup to run daily, weekly, monthly, yearly, or only on specific
dates.

11 Enter a maximum wait time. If the backup fails to execute, this is the length
of time before it will try to execute it again.

12 Click Save to schedule the backup.
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When the backup is running, you can view its progress in the following dialog

box:
Backup Status EHE

©* Statug an.ci.l;-'.r.o.g-r.é.s"s |

— Currert Status

Mo Dperation. Mot mnning
— Last Statuz/Meszage
~ Progress [0%)
Lloze Help
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Performing Voice Services backups

Recommendations

Perform afull Voice Services backup (the PCMCIA card and the Voice Services
database) every time afull Symposium Express Call Center backup takes place.
You should also do afull Voice Services backup every time you

create new prompts

change the treatment configuration (for example, make changesto a
previously created voice menu)

add, remove, or change Voice Services ports, either through a VVoice
Services dataimport or through the Switch Map section of theVoice
Services Administration application

4\

4\

CAUTION

Risk of malfunction

You must ensure that the PCM CIA card and the Voice Services
database backups are versioned correctly. In the event that you
must restore, it is important that both are from the same version. A
mismatched PCM CIA card and database can lead to Voice
Services not functioning.

CAUTION

Risk of data loss

The Voice services backup information will not reside on a DAT
tape, so you must ensure that the backup files are stored in asecure
location.
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Labeling the Voice Services backups

If you need to restore from Voice Services backups, it isimportant that you use a
Voice Services PCMCIA card backup and a Voice Services database backup that
wastaken at the same time. Therefore, you must label the backups you take
accordingly. Every time you take Voice Services backups, |abel them with the
appropriate version, date, or both.

To perform a Voice Services PCMCIA card backup

There are two ways to back up the Voice Services PCMCIA card:
s using athird-party file transfer application
m  using acomputer with a PCM CIA card drive

Nortel Networks recommends that you use WS_FTP Pro to back up the Voice
Services PCMCIA card. For instructions on how to do this, refer to “To back up
the Voice Services PCMCIA card using the WS_FTP Pro application” below.
For instructions on backing up the PCMCIA card using acomputer with a
PCMCIA card drive, refer to “To back up the Voice Services PCMCIA card
using a computer with a PCM CIA card drive” on page 196.

To back up theVoice Services PCMCIA card using the WS_FTP Pro
application

1  From the Symposium Express Call Center server PC, start the WS_FTP
Pro application.

Result: The Session Properties window appeatrs.

Session Properties HE

General |5taltup| Advancedl Firawalll

Profile Mame: Iﬁ MHew
HostMametfddress: [ Delete |
Host Type; W
User D: | I™ dnonymess
Password: l— ™ Save Pwd
Account; l—

Caomment: |

0K, I Cancel I Apply I Help
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2 Click New.
3 In the Profile Name box, enter a name.

4  Inthe Host Name/Address box, type aaa.bb.ccc.ddd, where
aaa.bbb.ccc.ddd is the IP address of the Voice Services card.

5 Inthe User ID box, type vpsdseuser.
6 Inthe Password box, enter the appropriate password.
7  Click OK.

Result: The WS_FTP Pro window appears.

& WS_FTP Pro 192.122 46 41

[-[51x]

Local ~Remale

| = [ |
3 Name. | Date | sz | chpi 3 Name. | Date Size | cropic
T . T .

(1 Digits 010526 02:34 MKDr CaDigits 010513 04:54 2048 MEDt
(3 Ferg 010526 02:34 (3 Ferg 010513 04:51 2048

1 Loco 010826 02:34 1 Loco 010819 02:36 2048

(1 Losrco 010526 02:34 i (1 Losrco 010525 20:07 2048 _—
(1 NEWDIRO1 010526 02:34 (1 NEWDIRO1 010403 06:09 2048

(3 NEUDIR02 010526 02:34 e (3 NEUDIR02 010501 15:05 2048 o
(3 NEWDIR03 010526 02:34 (3 NEWDIR03 010424 16:46 2048

3 NEWDIRO4 010526 02:34 Feriae) (L3 NEWDIROD4 010519 02:41 2048 Fename,
(1 sales 010526 02:34 (1 sales 010406 06:35 2048

] 333 .5BC 010424 16:11 of | DB ] 333 .5BC 010424 16:11 9452 DelSie
[ _BACKUP.DAT 930605 00:00 o [ _BACKUP.DAT 930605 00:00 577 —
] MUSIC.SBC 960225 00:00 soa | [ = 700101 00:00 0 e
[ veri03_login.~ 010327 09:12 €36 Dilnfo [ MUSIC.SBC 960229 00:00 689638 Dilrfa
Ela || |E ver103_1ogin.~ 010327 09:12 636320

B (-]

& [-d-] o

& [-e-)

= [-f-]

Bl [-9-]

& [-h-]

& [-i-]

& [-3-]

| ml

£ ascl ‘@ ey I Ao

150 O pering BINARY mode data connectian =
Received 872 bytes in 0.1 secs, (852KBps). anster succeeded

226 Transfer complete |

Close | Cancel | Logwnd | Help l Dptions l About | Esit |

8 Navigate to the directory where you will store the backup on the Local
System panel.

9 Inthe Remote Site panel, ensure that the root directory (/A:) appears in the
drop-down list. If it does not appear, navigate to that directory.

10 Select all the directories located in this directory.
11 Ensure that Binary and Auto are checked.

12 Click the left transfer button (the left arrow) to copy the files from the
PCMCIA card to the backup location.

Result: The message Do you want to transfer the sel ected
fol ders and their contents? appears.
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13 Click Yes.

Result: The Voice Services PCMCIA card backup is now complete. Ensure
that all files backed up are stored at a secure location.

To back up theVoice Services PCMCIA card using a computer with
a PCMCIA card drive

This procedure assmumes that you have the PCMCIA card in the faceplate slot
(drive A). If thisis not the case, you have to disable the Voice Services card. For
more information on disabling the Voice Services card, refer to the Distributor’s
Technical Reference (DTR).

1
2
3

Shut down the VS service using the Voice Services monitor.
Remove the PCMCIA card from the Voice Services card.
Insert the PCMCIA card into the PCMCIA adapter slot on your computer.

Result: The card appears as the next available drive in Windows Explorer.
It can be accessed as any other drive on the computer.

Copy all files and directories from the PCMCIA card to the backup location
on the computer. Ensure that the backed up files are held at a secure
location.

Remove the PCMCIA card from your computer and replace it on the Voice
Services card slot.

Restart the VS service.

To back up the Voice Services database

Nortel Networks recommends that you back up the V oice Services database to
two separate floppy disks in case of a catastrophic failure. In addition, Nortel
Networks recommends that you also back up the Voice Services database to an
appropriate area of the Symposium Express Call Center server's hard disk.
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Log on to the server as ngensys.

From the Windows Start menu, choose Programs [0 Symposium Express
Call Center O Voice Services 0 Database backup-restore.

Result: The Voice Service database backup and restore dialog box
appears.

Yoice Service database backup and restore E

Propertie:

Select the file location to Backup from or Restore to:

Lacation

Browse |

Backup | Restore | L

Insert the preformatted disk that you will use to back up the database. The
backup is stored as a .csv file. It is highly unlikely that it will be too large to
fit on a single disk.

Click Browse to select the location of the disk, and then click Backup.
Label the disk with the following information:

= date

= version

m customer name

m server name

Repeat steps 2 to 5 to make another copy of the backup on a separate disk.

CAUTION

Risk of data loss

Always back up the information on two separate disks. Never rely
on a single disk for the backup. For disaster recovery, Nortel
Networks recommends that you retain two Voice Services
database backup disks in a secure off-site location.

Repeat steps 2 to 5, but this time back up the database to the server’s hard
disk. This enables you to do a quick restoration ofthe Voice Services
database. Ensure that you use an appropriate time stamping method when
saving to the hard drive so that there is a record of when the backup was
performed.
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Unsupported agent phoneset keys 205

Call Center Management Guide 199



Agent phoneset keys Standard 1.0

The Display Waiting Calls key/lamp

Introduction

Symposium Express Call Center supportsthe Display Waiting Calls (DWC) key.
This feature displays skillset information when the DWC key on an agent's
phoneset is pressed. This information is different from the DWC feature used
with the Meridian 1 ACD environment.

Agent phoneset display

The following information displays on a Symposium Express Call Center
agent’s phoneset (the “DWC agent”) when the agent presses the DWC key:

AAA BBB CCC, where

m  AAAisthe sum of the numbers of calls waiting in each skillset to which the
DWC agent is currently logged on. A call is counted more than onceiif it is
gueued to more than one of the skillsets to which the DWC agent is logged
on.

s BBBisthe sum of the number of agentslogged on to each skillset to which
the DWC agent is currently logged on. An agent is counted more than once
if logged on to more than one of the skillsets to which the DWC agent is
logged on.

m  CCCisthewaiting time, in seconds, of the oldest call in al of the skillsets
to which the DWC agent is logged on.

Supervisor phoneset display

The DWC key and associated lamp configured on a supervisor’s phoneset do not
support the display of any Symposium Express Call Center skillset information.
If you press the DWC key on asupervisor’s phoneset, it shows ACD queue
information for that supervisor, just asit currently does. The lamp also responds
to ACD queue loading and activity for that supervisor, as determined by the
Meridian 1 configuration. Calls are not normally queued to ACD queues for
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Symposium Express Call Center; therefore, the primary uses of this feature for
Symposium Express Call Center supervisors are when the call center ishandling
Network ACD calls or operating in default mode and the Meridian 1 ACD
features are routing the calls.

Skillset information

Skillset information display is only available on phonesetsthat have numeric
display capabilities. Phonesets without numeric displays cannot get skillset
information by any other means (for example, no audible tones).

Display format

The information displays with spaces between thefields. Three digits display
data for the smallest phoneset display type of 1 x 12. For phoneset displays
larger than 1 x 12, four digits display the data. The maximum displayable
number of callsin queueis 9999, and the maximum number of agents that
Symposium Express Call Center currently supportsis 75. The maximum
displayable amount of time that a call can bein queueis 9999 seconds or 2.78
hours. The following table summarizes the display types and field width for
phonesets that display DWC key information:

DWC key phoneset display type and field width

Display type AAA BBB CCC

1x12 3 digits 3 digits 3 digits
1x16 4 digits 4 digits 4 digits
1x40 4 digits 4 digits 4 digits
2x24 4 digits 4digits 4 digits

Sample phoneset displays

The displaysillustrated in this section indicate the lengths and positions of the
various fields for each supported display configuration.
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Notes:

= No morethan four digits display per field.
s “n”illustrates the full width of afield.
m  Leading zeros display as blanks.

1 x 12 character displays

1 x 40 character displays

2 x 24 character displays

DWC examples for agent phonesets

Consider the following diagram with two agents logged on to two skillsets.
Three calls are queued to the two skillsets:
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Call 1 (waiting 45 seconds)

Skillset A Agent 1
Call 2 (waiting 60 seconds)

Skillset B Agent 2
Call 3 (waiting 20 seconds)

The following display results when Agent 1 presses the DWC key:

1 2 3 4 5 6 7 8 9 100 11 12 13 14 15 16 17 18 .. 24

1 WAL |T|I [N |G M| A |N D L | WA/l |T °

5 1 2 4 |5 o

The following display results when Agent 2 presses the DWC key:

1 2 3 4 5 6 7 8 9 100 11 12 13 14 15 16 17 18 .. 24

1 WAL |T|I [N |G M| A |N D L WA/l |T °

5 4 3 6 |0 ©

DWC key lamp

The DWC key lamp on a Symposium Express Call Center agent phoneset does
not respond to callsin skillsets. It always remains dark in relation to skillset
loading and activity. However, the lamp continues to respond to the call loading
and activity in any ACD queues to which the agent is logged on, as determined
by the configuration on the Meridian 1. Calls are not normally queuedto ACD
queues for Symposium Express Call Center; therefore, the primary use of this
feature for agents is when the call center is handling Network ACD calls or
operating in default mode and the Meridian 1 ACD features are routing the calls.
When the agent presses the DWC key, the agent phoneset display shows
Symposium Express Call Center skillset information as detailed in the previous
section.
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ACD Waiting Calls key/lamp

The ACD Waiting Calls (AWC) key/lamp is not supported in Symposium
Express Call Center to indicate skillset information. Any AWC key/lamp
defined on an agent’s or supervisor’s phoneset indicates information on the ACD
DN for the phoneset, as configured on the Meridian 1.
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Unsupported agent phoneset keys

Unsupported keys

Symposium Express Call Center does not support the following keys or report
on them:

= Hotline

m  Privateline

m  Voicecall

s Dia Intercom
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A accelerator key
A key on aphoneset that an agent can use to place a call quickly. When an agent
presses an accelerator key, the system places the call to the configured number
associated with the key. For example, if an agent presses the Emergency key, the
system places a call to the agent’s supervisor.

access class
A collection of access levelsthat defines the actions a member of the access
class can perform within the system.

ACD call
See Automatic call distribution call.

ACD-DN
See Automatic call distribution directory number.

ACD routing table
See Automatic call distribution routing table.

acquired resource

A resource configured on the switch that is under the control of the Symposium
Express Call Center server. Resources must be configured with matching values
on both the switch and the Symposium Express Call Center server.

activated script

A script that is processing calls or is ready to process calls. Before you can
activate a script, you must first validate it.

activity code

A number that an agent enters on his or her phoneset during a call. Activity
codes provide away of tracking the time agents spend on various types of
incoming calls. For example, the activity code 720 may be used to track sales
calls. Agents can then enter 720 on their phonesets during sales cdlls, and this
information can be generated in an Activity Code report.
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agent
A user who is responsible for handling customer calls.

agent logon ID

A unique identification number assigned to a particular agent. The agent uses
this number when logging on. The agent ID is not associated with any particular
phoneset.

agent to skillset assignment

A matrix that, when you run it, sets the priority of one or more agents for a
skillset.

Automatic call distribution call
A call toan ACD-DN. ACD calls are distributed to agents in an ACD group
based on the ACD routing table on the switch.

Automatic call distribution directory number
DNs associated with an ACD group. Calls made to these DNs are distributed to
agents belonging to the group, based on the ACD routing table on the switch.

Automatic call distribution routing table

A table configured on the switch that contains a list of ACD-DNs used to define
routes for incoming calls. This ensures that incoming calls not processed by
Symposium Express Call Center are queued to ACD groups and handled by
available agents.

call age
The amount of time a call was waiting in the system before being answered by
an agent.

call destination
The site to which an outgoing network call is sent. See also call source.
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call presentation class

A collection of preferences that determines how calls are presented to an agent.
A call presentation class specifieswhether abreak time between callsis alowed,
whether calls can be presented to an agent whose secondary DN is active,
whether an agent can put DN calls on hold for incoming ACD calls, and whether
an agent phoneset displays that the agent is reserved for a network call.

call priority

A numerical value assigned in a script that defines the relative importance of a
cal. If two calls arein the queue when an agent becomes available, and one call
is queued with a higher priority than the other, the agent receives the higher
priority call first. See also skillset priority.

call source
The site from which an incoming network call originates. See also call
destination.

call treatment

The way Symposium Express Call Center handles acall whileit iswaiting to be
answered by acall center agent. For example, acaller can hear arecorded
announcement or music while waiting for an agent.

Calling Line Identification

Thisisan optional service that identifies the telephone number of the caler. This
information can then be used to route the call to the appropriate agent or skillset.
The CLID can also be displayed on an agent’s phoneset.

CDN
See controlled directory number.

CLAN
See Customer local area network.

CLID
See Calling Line Identification.
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client
The part of Symposium Express Call Center that runs on a personal computer or
workstation and relies on the server to perform some operations. See also server.

controlled directory number

A special directory number that allows calls arriving at the switch to be queued
when the CDN is controlled by an application such as Symposium Express Call
Center. When acall arrives at this number, the switch notifies the application and
waits for routing instructions, which are performed by scriptsin Symposium
Express Call Center. See also network control directory number.

customer administrator
A user who is responsible for maintaining Symposium Express Call Center.

Customer local area network

The LAN to which your corporate services and resources connect. Symposium
Express Call Center and the client both connect to the CLAN. Third-party
applications that interface with the server al'so connect to this LAN.

DBMS
Database Management System

default activity code

The activity codethat is assigned to a call if an agent does not enter an activity
code manually, or when an agent presses the activity code button twice on his or
her phoneset.

desktop user
A configured user who can log on to Symposium Express Call Center from a
client PC.

destination site
The site to which an outgoing network call is sent. See also source site.

DHCP
See dynamic host configuration protocol.
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Dial-Up Networking
See Remote Access Services.

Dialed Number Identification Service

An optional servicethat allows Symposium Express Call Center to identify the
phone number dialed by the incoming caller. An agent can receive calls from
customers calling in on different DNISs and, if the DNIS displays on the
phoneset, can prepare a response according to the DNIS.

directory number

The number that identifies a phoneset on a switch. The directory number (DN)
can be alocal extension (local DN), apublic network tel ephone number, or an
automatic call distribution directory number (ACD-DN).

directory number call
A call that is presented to the DN key on an agent’ s phoneset.

display threshold
A threshold used in real-time displaysto highlight a value bel ow or above the
normal range.

DN
See directory number.

DN call
See directory number call.

DNIS
See Dialed Number Identification Service.

driver

A program that controls adevice. Each device, whether it isaprinter, disk drive,
or keyboard, must have a driver program. A driver acts like a translator between
the device and the programs that use the device.

dynamic host configuration protocol
A protocol for dynamically assigning | P addresses to devices on a network.
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dynamic link library

A library of executable functions or datathat can be used by a Windows
application. Typically, aDLL provides one or more particular functions, and a
program accesses the functions by creating either a static or dynamic link to the
DLL. A DLL canbeused by severa applications at the same time.

ELAN
See embedded local area network.

embedded local area network
A dedicated Ethernet TCP/IP LAN that connects Symposium Express Call
Center and the switch.

filter timer
Thelength of time after the system unsuccessfully attempts to route calsto a
destination site, before that site is filtered out of arouting table.

first-level threshold

The value that represents the lowest value of the normal range for astatisticin a
threshold class. The system tracks how often the value for the statistic falls
below this value.

Interactive voice response
An application that allows telephone callers to interact with ahost computer
using prerecorded messages and prompts.

Interactive voice response ACD-DN
A directory number that routes a caller to a specific VR application. An IVR
ACD-DN must be acquired for non-integrated | VR systems.

Interactive voice response event
A voice port logon or logoff. An IV R event is pegged in the database when a call
acquires or de-acquires a voice port.
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Internet Protocol address

An identifier for acomputer or device on a TCP/IP network. Networks use the
TCP/IP protocol to route messages based on the | P address of the destination.
For customers using NSBR, site | P addresses must be unique and correct. The
format of an IP address is a 32-bit numeric address written as four numbers
separated by periods. Each number can be 0 to 255. For example, 1.160.10.240
could be an IP address.

IP address
See Internet Protocol address.

IVR
See Interactive voice response.

IVR ACD-DN
See Interactive voice response ACD-DN.

IVR event
See Interactive voice response event.

IVR port
See voice port.

L LAN

See Local area network.

Local area network

A computer network that spans arelatively small area. Most LANSs connect
workstations and personal computers and are confined to a single building or
group of buildings.

local call
A call that originates at the local site. See also network call.

local skillset
A skillset that can be used at the local site only. See also network skillset,
skillset.
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M

M1
Meridian 1 switch

Meridian Mail
A Nortel Networks product that provides voice messaging and other voice and
fax services.

MLS
See Symposium Link Services.

MM
See Meridian Mail.

music route
A resource installed on the switch that provides music to callers while they wait
for an agent.

NACD call
A cdl that arrives at the server from a network ACD-DN.

NCC
See Network Control Center.

network call
A call that originates at another site in the network. See also local call.

Network Control Center
The server on a Symposium Call Center Server system where NSBR is
configured and communication between serversis managed.

network control directory number

A special directory number that allows calls arriving at the switch from aremote
call center to be controlled by an application such as Symposium Express Call
Center.
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network interface card
An expansion board that enables a PC to be connected to alocal area network
(LAN).

Network Skill-Based Routing
An optional feature with Symposium Express Call Center that provides skill-
based routing to multiple networked sites.

network skillset
A sKillset that is common to every site on the network. Network skillsets must be
created at the Network Control Center (NCC).

NPA
See Number Plan Area.

NSBR
See Network Skill-Based Routing.

Number Plan Area
Area code

O out-of-service mode
A skillset state in which the skillset does not take calls. A skillset is out of
service if there are no agents logged on or if the supervisor puts the skillset into
out-of -service mode manually.

P PBX

See private branch exchange.

pegging
The action of incrementing statistical counters to track and report on system
events.

pegging threshold
A threshold used to define acut-off value for statistics, such as short call and
service level. Pegging thresholds are used in reports.
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PEP
See Performance Enhancement Package.

Performance Enhancement Package

A Symposium Express Call Center supplementary software application that
enhances the functionality of previously released software by improving
performance, adding functionality, or correcting a problem discovered since the
original release.

phoneset
The physical device, connected to the switch, to which calls are presented. Each
agent and supervisor must have a phoneset.

phoneset display
The display area on an agent’s phoneset where information about incoming calls
can be communi cated.

private branch exchange

A telephone switch, typically used by a businessto serviceitsinternal telephone
needs. A PBX usually offers more advanced features than are generally available
on the public network.

RAN
recorded announcement

RAN route
See recorded announcement route.

RAS
See Remote Access Services.

recorded announcement route
A resourceinstalled on the switch that offers a recorded announcement to
cdlers.
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Remote Access Services

A feature built into Windows NT and Windows 95 that enables usersto log on to
an NT-based LAN using a modem, X.25 connection, or WAN link. This feature
is aso known as Dial-Up Networking.

round robin routing table

A routing table that queues the first call to thefirst three sitesin the routing
table, then the second three sites, then the third three sites, and so on, until an
agent is reserved at one of the sites. See also sequential routing table.

route
A group of trunks. Each trunk carries either incoming or outgoing callsto the
switch. See also music route, RAN route.

routing table
A table that defines how calls are routed to the sites on the network. See also
round robin routing table, sequential routing table.

S SCM

See Service Control Manager.

script
A set of instructions that relates to a particular type of cal, caller, or set of
conditions, such as time of day or day of week.

second-level threshold
The value used in display thresholdsthat represents the highest value of the
normal range for a given statistic.

senior supervisor

A senior supervisor can perform all the tasks associated with a supervisor.
However, senior supervisorscan view all call center operations under the control
of each supervisor aswell asthe configuration properties of al agentsin the call
center, not only the agents assigned to him or her. See also supervisor.
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sequential routing table
A routing table method that always queues a call to the first three active sitesin
the routing table. See also round robin routing table.

server
A computer or device on a hetwork that manages network resources. Examples
of serversinclude file servers, print servers, network servers, and database
servers. The Symposium Express Call Center server is used to configure the
operations of the call center. See also client.

service
A process that adheres to a Windows NT structure and requirements. A service
provides system functionality.

Service Control Manager
A Windows NT process that manages the different services on the PC.

service level
The percentage of incoming calls answered within a configured number of
seconds.

service level threshold
A parameter that defines the number of seconds within which incoming calls
should be answered.

site
1. A system using Symposium Express Call Center that can be accessed using
SMI.

2. A system using Symposium Express Call Center and participating in
Network Skill-Based Routing.

skillset

A group of capabilities or knowledge required to answer a specific type of call.

See also local skillset, network skillset.
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skillset priority

An attribute of a skillset assignment that determinesthe order in which calls
from different skillsets are presented to an agent. When an agent becomes
available, calls may be waiting for several of the skillsets to which the agent
belongs. The server presents the call queued for the skillset for which the agent
has the highest priority.

source site
The site from which an incoming network call originates. See also destination
site.

supervisor
A user who manages a group of agents. See also senior supervisor.

switch
The hardware that receives incoming calls and routes them to their destination.

switch resource

A devicethat is configured on the switch. For example, a CDN is configured on
the switch, and then is used as a resource with Symposium Express Call Center.
See also acquired resource.

Symposium Express Call Center call
A call to aCDN that is controlled by Symposium Express Call Center. The call
is presented to the Incalls key on an agent s phoneset.

Symposium Link Services

A communications facility that provides an interface between the switch and a
third-party host application.

T target site
See destination site.

TCP/IP
See Transmission Control Protocol/Internet Protocol.
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telephony

The science of translating sound into electrical signals, transmitting them, and
then converting them back to sound. The term is used frequently to refer to
computer hardware and software that perform functions traditionally performed
by tel ephone equipment.

threshold
A valuefor astatistic at which system handling of the statistic changes.

threshold class
A set of options that specifies how statistics are treated in reports and real-time
displays. See also display threshold, pegging threshold.

Transmission Control Protocol/Internet Protocol
The communication protocol used to connect devices on the Internet. TCP/IPis
the standard protocol for transmitting data over networks.

treatment
See cdll treatment.

trunk

A communications link between a PBX and the public central office, or between
PBXs. Various trunk types provide services such as Direct Inward Dialing (DID
trunks), ISDN, and Central Office connectivity.

utility

A program that performs a specific task, usually related to managing system
resources. Operating systems contain a number of utilities for managing disk
drives, printers, and other devices.

voice port
A connection from atelephony port on the switch to a port on the IVR system.
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Voice Services

A Voice Services card installed in the Meridian 1 switch provides front-end
voice processing capability to Symposium Express Call Center. The Voice
Services card provides similar functionality to Meridian Mail, however, the
Voice Services card enables you to play recorded announcements and voice
menu options so that you can collect customer-entered data, or to inform callers
of their position in queue or the amount of time they can expect to wait before
their call is answered.

W WAN

See Wide area network.

Wide area network

A computer network that spans arelatively large geographical area. Typically, a
WAN consists of two or more local area networks (LANS). ThelargestWAN in
existence isthe Internet.
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skillsets 33, 74
the server for the switch 26
users 53
Controlled Directory Numbers, description 13
controlled directory numbers. See CDNs 154
creating
agent user |Ds 59
call treatments 114, 115
desktop shortcut 32
skillsets 74
supervisor user 1Ds 56
critica alarm severity level 181
customer administrator user 1D, description 47

D

data, restoring 187
deacquiring
CDNs 157
phonesets 163
default
call presentation settings 35
passwords 49
default skillset
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description 69
deleting
activity codes 172
CDNs 158
DNISs 177
phonesets 164
skillsets 76
supervisors 63
USers 63
Department field 57, 60
desktop passwords
changing 52
resetting 49
desktop, adding a shortcut to 32
Dialable DN 143
Dialable DN box 146
Dialed Number Identification Service,
description 15
Dialed number identification services. See
DNISs
Display Waiting Calls key 200, 201, 202
and agent phoneset displays 200
and skillset information 201
and supervisor phoneset displays 200
display format 201
Display Waiting Calls lamp 200, 203
DNIS 15
DNIS Name box 176
DNIS Number box 176
DNISs 173177
adding 175
changing 177
deleting 177
previewing list of 177
printing list of 177
DWC key. See Display Waiting Calls key

F

features, optional 3
First Namefield 57, 60

G

getting started 1

H

head-cleaning kits 187
Help
for Alarm Monitor 181
hiding, Alarm Monitor 181
hold, placing calls on to answer incoming calls
36
Holidays field 117

icons, adding for Symposium Express Call
Center 32

Incoming call priority matrix 138

IVR ACD-DN description 14

K

keycoded features 3

L

Languagefield 57, 60

Last Namefield 57, 60

Let Cal Ring At Phoneset checkbox 37
logging on as system administrator 27
Login ID field 58, 61

M

major alarm severity level 181

managing security and users 43

mapping Voice Servicestreatmentsto ACD DNs
99

Meridian Mail announcements, using 131

minor alarm severity level 181

MIRAN, using 131

modifying. See changing
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network
CDN configuring 142
communication parameters 143
configuring communication parameters 143
Network Communi cation Parametersdialog box
145
network skillsets
properties 142
Number of Retries box 146

O

objectives, defining for scripts 133
occupancy description 9
optional features 3
Out of Hours Servicefield 117
overflow treatment
description 107
overview
of backups 186
of call centers 8
of call presentation 34
of call routing 130
of managing security and users 44
of skill-based routing 70
of skillset priority 80
of skillset use 68
of switching and routing concepts 13
of user types 46

P

partial backups 188
passwords

changing 52

default 49

resetting 49

restoring default 49
PC User ID field 58
performing scheduled partial backups 189
performing unscheduled partial backups 188
Personal (Phantom) ext. field 58, 61
phoneset description 14

phoneset keys, unsupported 205
phonesets 159—165
acquiring 163
adding 161162
changing 164
deacquiring 163
deleting 164
previewing list of 164
printing list of 164
Play an Emergency announcement field 125
Play an out of hours announcement field 95, 118
Position ID field 58
previewing
list of activity codes 172
list of CDNs 158
list of DNISs 177
list of phonesets 164
printing
list of activity codes 172
list of CDNs 158
list of DNISs 177
list of phonesets 164
priorities
and call routing 16—20
priority, for skillsets 80
privileges 3
procedure
adding agents 59
adding skillsets 74
adding supervisors 56
changing passwords 52
changing supervisor properties 62
clearing alarms 183
closing the Alarm Monitor 181
configuring agent to skillset assignments 82
configuring call presentation 39
deleting supervisors 63
removing skillsets 76
properties
changing for call presentation class 35
changing for supervisors 62
properties, network skillsets 142
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queue description 9

R

RAN, using 131
real-time displays, and supervisors 54
removing
supervisor user IDs 63
reporting supervisors 54
reports, and supervisors 54
resetting the desktop password 49
resources, acquiring 150—151
resources, identifying 134
restoring data 187
Return Call to Queue After checkbox 37
Route cdls to this number field
and emergencies 125
and out-of-service hours 95, 117
Route calls to this skillset field 95, 117
routes description 13
routing callsto a specific agent 137
routing overview 13
running
scheduled partia backups 189
unscheduled partial backups 188

S

sample phoneset displays 201
scheduled partia backups 189
performing 189
scripts
objectives 133
security, managing 43
server
accessrights 3
using MAT Navigator to access 26
service level description 10
Service Level Threshold box 176
setup options
for Symposium Express Call Center 22
described 23
illustrated 22—23

severity levels

critical 181

major 181

minor 181
shortcuts, creating 32
Site Parameters dialog box 145
skill-based routing, example of use 70
skillset assignments 82

changing 82

configuring 82
skillset priorities

and call routing 16—20
skillset priority

and call routing 138

description 80

example 80
Skillset_Default_Activity Code 172
skillsets

about 68

adding 74

configuring 33, 74

creating new 74

default 69

deleting 76

example of use 68

priority 80
starting

getting started 1
supervisor capabilities, description 47, 48
supervisor phoneset 160
supervisors

adding 56

and real-time displays 54

and reports 54

changing user 1D properties 62

creating 56

deleting 63

removing user IDs 63

reporting 54
switch, configuring the server for the 26
switching overview 13
Symposium Express Call Center
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setup options 22

described 23
illustrated 22—23
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system administrator, logging on as 27 backing up the database 196
backups 193
creating treatments 88
T creating voice menu treatments 95
mapping treatmentsto ACD DNs 99
tape drives, head-cleaning kit 187 PCMCIA card backup 194
Telephony/Port Address box 162 types of treaments 86

Terminal Name box 162

Time Between Retries box 146
Titlefield 57, 60
TreatmentV 1 115

turning off alarms 183

types of backups 186

types of users 46

U

unscheduled partial backups 188
performing 188
unsupported keys 205
upgraded servers, and call treatments 115
user IDs
creating for agents 59
creating for supervisors 56
custadmin 47
deleting supervisors 63
users
adding 56, 59
changing general properties of 62, 63
configuring 53
deleting 63
description of customer administrator 47
description of supervisor capabilities 47, 48
managing 43
types 46
using
announcements 131
MAT Navigator 26

V

voice menu

creating 95
voice ports description 14
\oice Services
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