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Overview

Introduction

Symposium Call Center Web Client enables call center supervisors and
administrators to manage and configure the call center and its users, define
access to Symposium Web Client applications and data, and view real-time and
historical reports through a web browser on their desktop.

Symposium Web Client contains the following components:

m  Contact Center Management

= Real-Time Reporting

m  Historica Reporting

m  Access and Partition Management
m  Configuration

s Scripting

= Emergency Help

m  Agent Desktop Displays

»  Audit Trail

Of these components, call center supervisors typically use Contact Center
Management, Real-Time Reporting, Historical Reporting, Emergency Help, and
Agent Desktop Displays. This guide discusses these components. For
information on the remaining features, see the online Help included with the
application, or the Symposium Call Center Web Client Planning, Installation,
and Administration Guide.

The role of the supervisor

Asasupervisor, you are responsible for agroup of agents. You

= monitor agent and call center performance

= provide support (for example, if the agent has an abusive call)
= report and resolve any problems (such as poor service levels)

12 Symposium Call Center Web Client
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m  help develop schedules to ensure adequate staffing levels
= analyzereports, and participate in planning, forecasting, and trend analysis

From your computer, you can open Internet Explorer (Version 5.5 Service Pack
2 [minimum], or Version 6.0 Service Pack 1 or later [recommended)]), log on to
Symposium Web Client, and use any of the components to which you have
access to monitor and support your agents.

Note: Internet Explorer Version 5.5 Service Pack 2 (minimum), or Version 6.0
Service Pack 1 or later (recommended) is one of the requirements for the client
PC. For acomplete list of the client PC minimum requirements, see the
Symposium Call Center Web Client Planning, Installation, and Administration
Guide.

Contact Center Management

You can use Contact Center Management to create and manage call center
supervisors and their agents. When you need to cover breaks, vacations, and
other times when a supervisor is unavailable, you can also use Contact Center
Management to create agent to supervisor assignments. You can schedule these
assignments to occur on aregular basis, or you can create and activate them to
take effect immediately.

Real-Time Reporting

Supervisors and call center managers can use the real-time displays in the Real -
Time Reporting component to monitor the current performance of the call
center. The displays provide up-to-the-minute information, such as

= number of callswaiting

= average and maximum wait times

= number of calls abandoned

= number of agentslogged on to a skillset

= number of agents busy on calls

= number of agentsidle

If aproblem occurs (for example, if wait times or number of callswaiting
increase suddenly), you can detect it immediately by viewing real-time displays.
You can then take appropriate action to resolve the problem (such as assigning
additional agents to the backlogged skillsets).

Supervisor's Reference Guide 13
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Example: At 9:00 am., Pat Wilson, the supervisor for the Bookings skillset,
noticesin the real -time displays that the number of callswaiting for agentsin the
Bookings skillset has jumped from the typical 3to 15. The average wait time has
aso increased from 30 seconds to 2 minutes. He immediately assigns other
agents to the skillset in Contact Center Management, and logs himself on as an
agent assigned to the Bookings skillset. The situation begins to improve by
10:00 a.m., and by 11:00 am. call levels are back to normal. Pat restores al
agents to their usual skillsets and logs off the Bookings skillset.

Historical Reporting

Call center managers and supervisors can use the reports in the Historical
Reporting component to detect trends and seasonal behavior, and to forecast
future activity. For example, you can report on the number of callsto a skillset

m  during different times of the day
m  during different months of the same year
n  for the same month in different years

By comparing statistics for different times of the day, you can identify peak
periods. By comparing statistics for different months, you can identify seasonal
behavior. By comparing the same month across different years, you can identify
trends.

Example: Pat Wilson uses the Skillset Performance report to investigate the
sudden risein activity. He generates interval reports for the period from 9:00
am. to 11:00 am. for several daysin arow. He can clearly see the growth and
notes that the behavior was unusual for that time of day. However, heisnot able
toexplainit until helearnsthat BestAir was profiled on aradio morning show on
the day the growth occurred.

Emergency Help

You can open the Emergency Help panel on your desktop to monitor whether
any agents have pressed the Emergency key on their phonesets, indicating that
they require your assistance.

14
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Agent Desktop Displays

Agent Desktop Displaysis a Windows-based tool that provides skillset
monitoring to Symposium Call Center Server agents. Agents or supervisors can
log on to Agent Desktop Displays using their phoneset logon ID and view
statistics for each skillset to which they belong.

Note: Before you or any of your agents can use the Agent Desktop Displays,
your administrator must install and configure the software on the application
server and on each client PC that is used to access the displays. You must also
have the Real-Time Reporting component installed and configured on the
application server for Agent Desktop Displaysto function properly.

Scope of this guide

The Symposium Call Center Web Client Supervisor’s Reference Guide provides
an overview of the Symposium Web Client features that supervisors use most
often while managing and monitoring the call center. This guide describes the
main differences between the Symposium Call Center Server client and
Symposium Web Client; it does not provide detailed procedures for working in
Symposium Web Client. All procedural information islocated in the online Help
for each component.

Who should read this guide

Thisguide is for Symposium Call Center Server administrators and supervisors
who are responsible for managing call center resources and monitoring call
center performance using Symposium Web Client. It isintended for users who
can access and use the Historical Reporting, Real-Time Reporting, Contact
Center Management, Agent Desktop Displays, and Emergency Help
components of Symposium Web Client.

Supervisor's Reference Guide 15
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New features in Symposium Web Client

Introduction

Symposium Web Client offers a new web browser interface that enables call
center supervisors and administrators to configure and manage their call center.

Unlike the Symposium Call Center Server client, the application software for
Symposium Web Client does not have to be installed on your computer. Instead,
itisinstalled on asingle network computer, called an application server, that you
can access from your computer using Internet Explorer Version 5.5 Service Pack
2 (minimum), or Version 6.0 Service Pack 1 or later (recommended). This
centralized software location is beneficial for anumber of reasons:

m It reducesthe amount of space required on your computer to run
Symposium Web Client.

= It enablesthe distributor to install the application software only on the
application server, instead of installing it on every client computer.

= It enables you to have access to the latest version of the software without
having to wait for upgrades to be installed on your computer.

= It enablesyou to access the historical reporting templates on the application
server, rather than having them occupy alot of disk space on your
compulter.

Common elements in Symposium Web Client components

While each Symposium Web Client component that you use has its own distinct
purpose and function, all components have the following common elements:

m  System tree Each component has a system treein the left pane of the
window that lists al the serversin Symposium Call Center Server to which
you have access. You log on to aserver on the system tree to view and work
with the agents configured on it, and to view the server datain the real-time
and historica reports.

m  Message pane Each component has a message pane at the bottom of the
window where system messages appear, informing you of successful or
failed operations.
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m  Menus The Launchpad and Help menus for each component are the same.
These menus enable you to switch from one component to another without
logging off the application server, access online Help on any window in the
application, and access both the Symposium Call Center Web Client
Supervisor’s Reference Guide and the Symposium Call Center Web Client
Planning, Installation, and Administration Guide.

Note: The new features described here are those within the components
that call center supervisors typicaly use: Contact Center Management,
Real-Time Reporting, and Historical Reporting. For details on the other
Symposium Web Client components, see the Symposium Call Center Web
Client Planning, Installation, and Administration Guide.

New features

Contact Center Management

You can use Contact Center Management to add, edit, view, or delete
Symposium Call Center Server users (the call center supervisors and agents).
You can also create, save, and schedule agent to supervisor and agent to skillset
assignments.

Contact Center Management offers the following new features:

m  Four main data views Contact Center Management is separated into the
following four main data views, each accessible from the View/Edit menu:

= Supervisor The default view that appears when you first open Contact
Center Management. You can use the windows in this view to quickly
see the supervisors who are configured on each server on the system
tree, list the agents assigned to each supervisor, and immediately assign
agents to supervisors (create ad hoc assignments).

= Agent You can use the windows in this view to search for particular
agents or list all agents on a server. Once you have located the desired
agent, assuming you have been granted the appropriate access class, you
can view and edit the agent’s properties, including the skillsets and
partitions to which the agent is assigned, delete the agent from the
server, and quickly create a new agent by copying the current agent’s
properties.

Supervisor's Reference Guide 17
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= Skillset Thisview enables you to create new ad hoc agent to skillset
assignments and change the priority of skillsets already assigned to
agents.

m  Assignment Assuming you have the appropriate access class, this view
enables you to view and edit saved and scheduled agent to skillset and
agent to supervisor assignments and create new saved and scheduled
assignments.

When you click any of these options, the system loads the corresponding
type of datain the system tree. Before you can work with each type of data,
you must first click a server namein the tree to log on to the server and
view its agents, supervisors, and skillsets.

Assigning agentsto partitions Userswith the appropriate access class can
now use the User Details window in Contact Center Management to assign
agents to partitions instead of only being ableto do so in Access and
Partition Management.

Note: Users can assign agents only to those partitions to which they have been
given access.

Drag and drop You can usethisfeature only in supervisor view to quickly
reassign agents to supervisors by left-clicking and dragging the agent icon
on the system tree and dropping it on the new supervisor icon.

Reset assignments When you create a saved or scheduled agent to
supervisor or agent to skillset assignment, you can choose to make a reset
assignment. A reset assignment is arecord of the original datathat existed
at the time you created the assignment. For example, it contains a record of
the original list of agents assigned to a supervisor before you create an
agent to supervisor assignment. It enables you to change and run the
assignment as many times as you require, and then run the reset assignment
to return conditionsto their original state. To create areset assignment, you
must click the Create Reset Assignment check box when saving or
scheduling an assignment.

Agent searching When you need to quickly reassign agents to a particular
supervisor or skillset, you can use the agent search feature to find particular
agents on a per-server basis. You can search by up to five different criteria:
first name, last name, login 1D, department, or comment. This feature

appearsin each of the four main data viewsin Contact Center Management.

18
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m  Accessclassesfor Contact Center Management When your
administrator configures your user profile in Access and Partition
Management, he or she assigns you an access class that restricts the actions
that you can perform in Contact Center Management. Based on your
access class, you may only be able to view data in the supervisor, skillset,
and agent views, but nothing in the assignment view, which requires a
different combination of access levels.

In addition to controlling the actions that you can perform, your
administrator can assign the Use Agent & Skillset Partitionsin CCM access
level to you to restrict the skillsets that you can view in Contact Center

M anagement to only those included in your partitions. If your administrator
does not assign this access level to you, then you can view all skillsetsin
the windows and on the servers to which you have been given access. If you
need to work with a particular window or type of datain Contact Center
Management, but you cannot access it, contact your administrator and
reguest that your access class be modified.

m  Agent and skillset partitions Administrators create partitionsin the
Access and Partition Management component of Symposium Web Client.
Partitions enable administrators to specify the agents that supervisors can
see in Contact Center Management. In addition to controlling the agents
that you can see, your administrator can also include particular skillsetsin
your partition, and then restrict you to seeing only these skillsets by
assigning the Use Agent & Skillset Partitionsin CCM access level to you.

This level of data control is particularly useful in acall center shared by
several companies. Administrators can create separate partitions containing
the agents who work for each company and the skillsets the agents are
assigned to and then assign these partitions to the appropriate supervisors,
thereby restricting the supervisors’ view of the call center. If your
administrator does not assign any partitions to you, then you see all agent
datain Contact Center Management, even if he or she has assigned a
supervisor/reporting agent combination to you. For more information on
the supervisor/reporting agents feature, see below.

m  Supervisor/reporting agentsfeature This feature worksin conjunction
with partitionsto restrict you to seeing only your reporting agentsin
Contact Center Management. However, this feature only works if your
administrator also assigns a partition to you. If your administrator assigns a
supervisor/reporting agent combination to you, but no partition, then you
see all agentsin Contact Center Management.
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Administrators can use this feature to associate call center supervisors and
all their reporting agents with your Web Client user profile. An
administrator can, for example, associate your Web Client user profile with
your supervisor profile, thereby enabling you to view all your reporting
agents in Contact Center Management, and work with these agents when
you create assignments (if you have the correct access class to create
assignments). Alternately, by linking another supervisor’s profile with your
Web Client user profile, the administrator enables you to act as the agents’
associated supervisor. Unlike partitions, which must be manually updated
when anew agent is assigned to a supervisor, supervisor/reporting agent
combinations are dynamic: when auser assigns an agent to a supervisor, the
agent is automatically included in the corresponding supervisor/reporting
agent combination.

Real-Time Reporting

The Real-Time Reporting feature enables call center supervisorsto monitor their
call centers effectively by viewing up-to-date, continuous call center statisticsin
the real-time displays. Real-time statistics enable supervisorsto quickly respond
to changes in call volume so that the call center can make better use of its
resources and, therefore, better serve its customers,

Real-Time Reporting offers the following new features:

Sharing of private real-time displays After you have customized area -
time display and saved it in your Private displays folder, you can share the
display with other users by making a public copy of it. You can choose to
copy the display to the Public displays folder only on the currently selected
server, or across all serversto which you have access in the network. The
copied display retains all your customized settings except filter
information. Like all standard public displays, public copies of private
displays contain no filter information. To add filters to these public
displays, users must make private copies of them first. Once you make a
public copy of aprivate display, only the administrator (when logged on as
webadmin) can delete the display. To modify the display, you or any other
user must first make a private copy of it.

Resizing of agent map displays A zoom option enables you to resize the
box view agent map displaysto 75 percent and 50 percent of their normal
size. Theresizing option does not apply to agent maps when they are shown
in icon view. When you resize an agent map, the text within the agent
blocksis also resized, and the relative position of theiconsis maintained. If

20
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you resize an agent map to 50 percent of its normal size, then the spacing
between the agent map iconsis halved.

= Agent map header options You can now customize your agent maps by
choosing whether to display the following combinations in the icon header:

= agent first name, followed by last name
= agent last name, followed by first name
= agent first name and login ID
= agent last name and login ID

m  Supervisor/reporting agentsfeature Administrators can use this feature
to associate call center supervisors and al their reporting agents with your
Web Client user profile. An administrator can, for example, associate your
Web Client user profile with your supervisor profile, thereby enabling you
to view all your reporting agentsin the real-time displays. Just asyou
assign filters to your private real-time displays, you can also assign
supervisor/reporting agent combinations to them. These combinations are
likefilters containing agents, except that you cannot specify the agents you
want to see. Instead, when you assign a combination to a display, you see
all the supervisor’s reporting agents.

Note: You can apply the supervisor/reporting agent combinations only to
private agent real-time displays and agent map graphical displays; you
cannot view supervisor/reporting agent combinations in public real-time
displays.

Historical Reporting

The Historical Reporting component enables you to produce nodal and network-
consolidated reports detailing the past performance of the call center. Aswith
the Symposium Call Center Server client, in Symposium Web Client you can
still specify the datarange of the reports, schedule them to run at a specific time,
and apply selection criteriato them.

Historical Reporting offers the following new features:

m  Improved choicesfor scheduling reports When scheduling adaily,
weekly, or monthly report, you have the option of choosing any of the
following new options:

n from x days/weeks/months ago to y days/weeks/months ago
= X days/weeks/months ago
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=m0 weekg/months ago
These new choices enable you to schedule your report more efficiently.

Improved e-mail notification You can specify one or more e-mail
addresses where the system can send notification that the report has been
generated successfully, or that there were problems preventing the report
from being generated. If the system cannot generate the report, the

e-mail notification contains possible reasons for the failure, enabling you to
repair the problem and generate the report again.

Paper size When you choose to output the report to a printer, you can
select the paper size for your report.

Activation and deactivation of scheduled reports You can now activate
and deactivate scheduled reports from within the scheduling areain the
main Historical Reporting window instead of opening the Scheduled
Events window. This feature enables you to create, schedule, and activate a
report in the same window.

Importing user-created reports When you import a user-created report
that is based on historical data (as opposed to configuration data), the
Template Importing Wizard enables you to choose the type of data range
for the report. For historical user-created reports, you can choose from all
four datarange types: interval, daily, weekly, and monthly. When you finish
importing the report, click the report in your Private Report Templates
folder to further define the data range, schedule the report, and specify the
output options.

Unlike user-defined reports, you cannot change the data range type for
user-created reports that you have imported with the Template Importing
Wizard. To change the data range type for a user-created report, you must
import the report again with the new data range type.

Skillset by Agent report This new report template enables you to report
on agents who work with multimedia skillsets (such as e-mail and text chat
skillsets) and to manually specify the skillsets that you want to seein the
report. The report is available for the following data ranges:

= Interval
[ | Weekly
= Monthly

22
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Notes:

= With the Symposium Web Center Portal Keep-call model, the Talktime
in the Skillset By Agent report indicates the multimedia contact
handling time for the skillsets that are known to relate to acertain
medium.

= With the Symposium Web Center Portal Drop-call model,
PostCallProcessing time is actually the contact handling time, since this
is the time between the start of the Agent Not Ready condition (after
accepting the contact), and the agent going idle (when the present
contact is finished).

m  Improved user interface The new user interface in Historical Reporting
compresses each of the main areas of the Report Properties window—the
report properties, scheduling, output options, and selection criteria areas—
into its own separate section that you can collapse or expand by clicking the
section heading. This new design makesit easier to work with reports since
you no longer have to view sections that are not applicable to your report
(for example, if you are not scheduling the report, then you do not have to
view the scheduling section of the window).

m  Filter sets Thefilter sets feature enables you to select the sites and
resources to be included in a network-consolidated report. After you create
and save afilter set, you can apply it to both standard and private network-
consolidated historical reportsto view only theinformation that you specify
in the generated report. When you connect to a Network Control Center
server, open a network-consolidated report, and open the Selection Criteria
area of the Report Properties window, click the Filter Sets heading to view
the available filter setsfor this report.

When you create afilter set, you can specify the applications, DNISs,
routes, and skillsets that you want to see in both standard and private
network-consolidated historical reports. You can choose from among those
itemsincluded in the partition assigned to you. You can select multiple
resource items across multiple sites in your network and save them in one
filter set.

Note: A user with administrator privileges must assign a partition to you
before you can configure filter sets. If there are no skillsets, applications,
DNISs, or routes from which to choose when you create the filter set, then
you do not have a partition assigned to you, and you must contact your call
center administrator.
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Access rights in Symposium Web Client

Introduction

Symposium Web Client contains new features that enable call center
administrators to control your access to Symposium Web Client and all call
center data.

Access types

The administrator uses the Access and Partition Management component to
control your accessin four ways:

m  basic accessrights

m  access classes

= partitions

= supervisor/reporting agent combinations

For a description of each category, see the appropriate section below.

Basic access rights

When configuring your user profile, the administrator must first grant you basic
access rights to the Symposium Web Client components that you need to use
(for example, Real-Time Reporting, Historical Reporting, Contact Center
Management, and Emergency Help).

Access classes

Then, only if you are going to use Contact Center Management, the
administrator must assign an access class to you that contains the appropriate
access levelswithin each of the four access class elements related to Contact
Center Management:

m  CCM access
= Agent to Supervisor Assignment access

24
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m  Skillset Assignment access
m  CCM Partitions access

Your access class determines the actions that you can perform in Contact Center
Management, and the skillsets that you can see (if the Use Agent & Skillset
Partitionsin CCM access level is assigned to you).

Apart from the above access class elements, all other access class elementslisted
in Access and Partition Management are for the Configuration and Scripting
components. You do not require an access class to use Real-Time Reporting,
Historical Reporting, or Emergency Help.

CCM access class element

Within the CCM access class element, your administrator can choose one of
eight access levelsto assign to you. For adescription of each level, seethe online
Help included with Symposium Web Client:

= None

= View Agent Properties

m  Edit Agent Properties

= Edit Agent Properties Including Partitions

»  Add/Edit/Delete Agents

= View Agent and Supervisor Properties

m  Edit Agent and Supervisor Properties

»  Add/Edit/Delete Agents and Supervisors (this access level is usually
reserved for users with administrator rights)

Note: If you have been granted the Edit Agent Properties Including Partitions
access level, then you can assign agents to partitions from Contact Center
Management, instead of having your administrator do so from Access and
Partition Management. You can assign agents only to those partitions to which
you have been given access.
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Skillset Assignment and Agent to Supervisor Assignment access
class elements

Within the Skillset Assignment and Agent to Supervisor Assignment access class
elements, your administrator can choose one of four access levelsto assign to
you, with each progressive level including the rights of the preceding level:

= None

= MView Assignments

m  Create Ad hoc Assignments
m  Schedule Assignments

Each access level determines the windows that you can open and the actions that
you can perform in these windows. The access level Create Ad Hoc Assignments
is specifically for users who are responsible for only creating ad-hoc agent to
skillset and agent to supervisor assignments. These users can only view, create,
and change ad hoc assignments; they cannot schedule assignments.

For agent to skillset assignments, your administrator can restrict not only the
type of assignments you can create by selecting the appropriate level from the
Skillset Assignment access element, but the skillsets that you can include in the
assignments by also using the Use Agent & Skillset Partitionsin CCM access
level within the CCM Partitions access element. If your administrator assigns
you this access level, then you can only assign skillsets that are in the partition
assigned to you. If your administrator does not assign this access level to you, or
if you do not have a partition, then you can work with all skillsets configured on
the server.

Users with the Add/Edit/Del ete Agents and Supervisors access level and the
Schedule Assignments access level for both types of assignments can perform all
actions in Contact Center Management.

CCM Partitions access class element

This access class element is designed to control the skillsetsthat you can view in
Contact Center Management—either all skillsets configured on the serversto
which you have access, or only those skillsetsincluded in the partitions assigned
to you.

26
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Note: In Contact Center Management, the agents who a user can view are
always limited to those included in the user’s partition. The access level you
assign to a user has no effect on the agent partitions.

There are two access levels under this heading:

s UseAgent Partitionsin CCM access level Thisisthe default value under
this access class element. If your administrator assignsthis level to you,
then you are able to see all skillsets configured on the servers to which you
have access.

m  UseAgent & Skillset Partitionsin CCM accesslevel If your administrator
assignsthislevel to you, then you are able to see only those skillsets (and
agents) included in the partitions assigned to you.

Partitions

Partitions determine the data that you can access in Real-Time Reporting,
Historical Reporting, and Contact Center Management. If an administrator does
not assign a partition to you, then you see all available datain the real-time
displays, historical reports, and Contact Center M anagement.

However, once an administrator assigns a partition to you, it restricts the data
that you can see. For example, if the administrator assigns a partition to you
containing only skillsets and applications, then you do not see any agent datain
Real-Time Reporting, Historical Reporting, or Contact Center Management
because there are no agentsin your partition. (If the administrator has also
assigned a supervisor/reporting agent combination to you, however, then you are
allowed to see those agents.)

Additionally, if your administrator has assigned the Use Skillset Partitions
access level to you (within the CCM Partitions access heading), then in Contact
Center Management, you can see only those skillsetsincluded in the partition
assigned to you. If your administrator does not assign this access level to you, or
if you have no partitions assigned to you, then you see all skillsetsin Contact
Center Management.

Notes:

n  If theadministrator assigns a partition to you, then it must contain all your
agents so you can effectively monitor your agents' activity in the rea-time
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and historical reports, and work with your agentsin Contact Center
Management. Therefore, when you or another user creates an agent in
Contact Center Management and assigns the agent to you, the administrator
must also add the new agent to your partition.

m If your administrator has assigned an access class to you that contains the
Edit Agent Properties Including Partitions access level, then you can add
agents to partitions directly from the Agent or Supervisor/Agent Details
window in Contact Center Management; you do not have to request that
your administrator do so in Access and Partition Management.

Alternatively, to avoid having to update the list of agentsin the partition, your
administrator can use the supervisor/reporting agents feature in conjunction with
partitions. See below for details.

Note: Once your administrator assigns a supervisor/reporting agent combination
to you in Access and Partition Management, when you are working in Real-
Time Reporting, you can assign these combinations to private real-time displays
and agent map graphical displays to view the corresponding reporting agents.
However, you cannot assign any of these combinations to public real-time
displays, nor can you include these combinations in custom filters that you
assign to displays.

Supervisor/reporting agents feature

In most cases, the supervisor/reporting agents feature only worksin conjunction
with partitions. That is, for you to see the agents in the supervisor/reporting
agent combination assigned to you, your administrator must also assign a
partition to you (even if the partition contains no agents). The exception to this
ruleisin Real-Time Reporting, specifically for the private agent real-time
displays and agent map displays. If your administrator has assigned you only a
supervisor/reporting agent combination in Access and Partition Management
(not apartition), then you can apply this supervisor/reporting agent combination
to either a private agent real-time display, or an agent map display to view only
those reporting agents in the display.

When your administrator assigns a supervisor/agent combination to you, it
enables him or her to associate your Web Client user profile with your
supervisor profile (which, in turn, is linked to all your reporting agents). This
association is dynamic, meaning that each time a new agent is assigned to you
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(either by you or your administrator), the agent is automatically associated with
your Web Client user profile, enabling you to see the new agent in Historical
Reporting, Real-Time Reporting, and Contact Center Management. The agents
included in a supervisor/reporting agent combination appear in different waysin
each of these components.

Notes:

m  Torestrict you to seeing only your reporting agents, your administrator can
assign a partition to you containing no agents, and the supervisor/reporting
agent combination containing all of your agents.

= Once your administrator assigns a supervisor/reporting agent combination
to you in Access and Partition Management, when you are working in Real -
Time Reporting, you can assign these combinations to private real-time
displays and agent map graphical displays to view the corresponding
reporting agents. However, you cannot assign any of these combinations to
public real-time displays, nor can you include these combinations in the
custom filters that you assign to displays.
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Starting Symposium Web Client

When your administrator configures your Web Client user profile, he or she
enters a Web Client user name and password for you. When your administrator
gives you this user name and password, you can log on to the application server
and start to use Symposium Web Client.

Note: Supervisorswho log onto their client PC as either aregular Windows user
or adomain user, and whose client PCs run either Windows XP or Windows
2000 Professional, need at least Power User privileges on the client PC to
successfully download and install many of the third-party controls required by
Symposium Web Client. (A user with administrator privileges must first install
the client SOAP software on the client PCs.) If your client PC runs either of
these operating systems and you cannot download arequired third-party control,
contact your administrator and request that he or she give you Power User
privileges on the client PC.
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To start Symposium Web Client
1  Start Internet Explorer.

2 Type the IP address or the URL address of the application server. If you do
not know this address, contact your administrator.

Note: The default URL address is http://<Application Server>.

/J Symposium Web Client — Launch Pad - Microzoft In

J File Edit “iew Favortes Toolz Help
R < Al
Back FEanxard Stop Fiefrezh Home

J Address I hitp: //ptord kg

Tip: You can save the application server’s address by adding it to your list
of Internet Explorer Favorites.

Result: The application server displays the Symposium Web Client main
logon window.

NKRTEL
NETWORKS

SYMPOSIUM WEB CLIENT

Login

User Hame:

o

Password:

Login
Change Password

About Symposium Web Client

Note: Click About Symposium Web Client to view a dialog box containing
details of the Symposium Web Client build number and Service Update
version.

3 Enter your Web Client user name and password.

Note: If you choose to change your Symposium Web Client password, it
must contain only English characters.
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4  Click Login.

Result: The system checks for the required software. If your administrator
has not installed the client version of SOAP 3.0 on the PC, a warning
message appears, notifying you that a user with administrator rights must
install this software. For details on installing it, see “Installing Simple Object
Access Protocol” in the Symposium Call Center Web Client Planning,
Installation, and Administration Guide. If this software is already installed
on the client PC, then the main application window appears. To access any
of the components shown, click the component name.

NECRTEL
NETWORKS

YMPOSIUM WEB CLIENT

wn

Contact Center Management
Real-Time Reporting
Historical Reporting

Emergency Help

e@®0
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Related documents

The following documents provide additional information about managing and
monitoring the operation of your call center.

Note: The Symposium Call Center Web Client Planning, Installation, and
Administration Guide is accessible from the Help menu in Symposium Web

Client.

For information on refer to

Software installation, Symposium Call Center Web Client
configuration, and minimum Planning, Installation, and
requirements Administration Guide
Administration Symposium Call Center Web Client

Planning, Installation, and
Administration Guide

Administration of the Network
Control Center (NCC) server

Historical reports and data

Scripting

Meridian 1 Data Extraction Tool

Symposium Call Center Server
Network Control Center
Administrator’s Guide

Symposium Call Center Server
Historical Reporting and Data
Dictionary

Symposium Call Center Server
Scripting Guide

Symposium Call Center Web Client
Data Extraction Tool User’s Guide

Supervisor's Reference Guide
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Skills you need

Introduction

This section outlines the skills or knowledge that you need to work with
Symposium Web Client.

Nortel Networks product knowledge

You require knowledge of, or experience with, the following Nortel Networks
product:

m  Symposium Call Center Server Release 4.0 or later

PC experience or knowledge

Knowledge of, or experience with, the following PC products is hel pful when
using Symposium Web Client:

m  Microsoft Windows (98, NT Workstation, 2000, or XP)

m  Microsoft Internet Explorer Version 5.5 with Service Pack 2 (minimum),
Internet Explorer 6.0 Service Pack 1 or later (recommended)

Note: As Service Packsfor Internet Explorer become available, Nortel
Networks tests them for compatibility against the Symposium Web Client
software as soon as possible. Nortel Networks recommends that customers
upgrade to new service packs as per vendor (Microsoft) recommendations, as
critical service packs may include security enhancements.

m  Crystal Reportsfor creating custom historical report templates to import
into the Historical Reporting component

Note: Supervisorswho log onto their client PC as either aregular Windows user
or adomain user, and whose client PCs run either Windows XP or Windows
2000 Professional, need at least Power User privileges on the client PC to
successfully download and install many of the third-party controls required by
Symposium Web Client. (A user with administrator privileges must first install
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the client SOAP software on the client PCs.) If your client PC runs either of
these operating systems and you cannot download arequired third-party control,
contact your administrator and request that he or she give you Power User
privileges on the client PC.

Other experience or knowledge

The following types of experience or knowledge may be useful aswell:

»  knowledge of your call center organizational structure
»  understanding of the operational requirements of your call center
»  knowledge of your customer needs
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Supervisors and agents

Introduction

As asupervisor, you are responsible for managing a group of agents. In Contact
Center Management, either asupervisor or acall center administrator createsthe
agents on Symposium Call Center Server and assigns them to you.

The administrator then performs one or both of the following:

He or she adds your agents to a partition in Access and Partition
Management and assigns the partition to you.

He or she associates your agents with your Symposium Web Client user
profile by clicking the check box beside your name in the Supervisors tab.

Note: If your administrator has not assigned any partitions to you, or has not
associated your agents with your profile, then you see all agent datain Contact
Center Management.

Supervisor role

For each of your agents, you

are notified when the agent presses the Emergency key

have agent keys configured on your phoneset

can change agent properties, such asthe agent’slanguage, call presentation,
and skillset priorities

can create, edit, and schedule agent to supervisor assignments and agent to
skillset assignments in Contact Center Management (provided that the
administrator has granted you Schedule Assignments access to both types of
assignments in Access and Partition Management)

You can view all your agents in your real-time displays, or you can apply filters
to the displays to show only a subset of the agents assigned to you. Likewise,
you can also create user-defined reports in Historical Reporting, and apply
selection criteriato them to show only a subset of the agents assigned to you.
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Notes:

If your administrator does not assign a supervisor/reporting agent
combination to you, but only assigns a partition to you, then the partition
must contain all your agentsif you want to see all your agentsin Real-Time
Reporting, Historical Reporting, and Contact Center Management. If you
only want to see a portion of your agents, then your administrator only
needs to include these agentsin your partition.

In Contact Center Management, supervisor/reporting agent combinations
only limit the agents that you can see when combined with a partition. If
you do not have a partition assigned to you, but only have a supervisor/
reporting agent combination assigned, then you see all agentsin Contact
Center Management in the windows to which you have been granted
access.

If you are only assigned a partition and a new agent is created in Contact
Center Management and assigned to you, then the administrator must also
add the agent to at |east one of the partitions assigned to you. If the
administrator does not add the new agent to your partition, then you will
not see the agent in Real-Time Reporting, Historical Reporting, or Contact
Center Management.

If, on the other hand, your administrator assigns a supervisor/reporting
agent combination to you that contains all your agents (in addition to
assigning you a partition), then he or she does not have to update the
combination as new agents are assigned to you; the supervisor/reporting
agent combination is automatically updated to reflect all your reporting
agents.

Supervisors and associated supervisors

You

have the primary responsibility for the agents assigned directly to you. In

the Symposium Call Center Server client, when the primary supervisor is
unavailable, an associated supervisor provides backup by monitoring the agents
in the real-time displays and historical reports.

In Symposium Web Client, the concept of an associated supervisor differs
dightly from the Symposium Call Center Server client. Instead of designating
associated supervisors, your administrator can use two features—partitions or
the supervisor/reporting agents feature—to share a supervisor’s agents with
other supervisors who can monitor their agents in their absence.
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Note: While partitions alone can restrict the agents that you can see, supervisor/
reporting agent combinations cannot accomplish this on their own: your
administrator must also assign a partition to you (even if it contains no agents)
for the supervisor/reporting agent combination to restrict you to viewing only
the agents assigned to you. If your administrator only assigns a supervisor/
reporting agent combination to you, then you see all agentsin Contact Center
Management.

While partitions enable your administrator to assign specific agents to you on a
per server basis, the supervisor/reporting agents feature enables your
administrator to assign all of a supervisor’s reporting agents to you on a per
server basis. Partitions, therefore, are useful for assigning associated agents
(some of a supervisor’'s agents to another supervisor), while the supervisor/
reporting agents feature is useful for assigning all of a supervisor’s reporting
agents. Your administrator can use only partitions, or a combination of both
features, to control the agent data that you can see.

Example

The company Best Air has two sales departments, Europe and Canada. The two
corresponding supervisors for each department are Andrew Engel and Liz
Matthews. The administrator creates two partitions for the call center, one for
each supervisor. Each partition contains all the associated agents for each
supervisor, plus the required skillsets, CDNs, DNIS, applications, and report
groups. The administrator also assigns a supervisor/reporting agent combination
to each supervisor, enabling them to automatically view all their own reporting
agents.

In thisexample, supervisor Andrew Engel has 5 agents reporting directly to him.
These agents are assigned to him in Contact Center Management, and are
assigned to his Web Client user profile through the supervisor/reporting agents
feature in Access and Partition Management. The partition assigned to him
includes 7 of the 10 agentswho report directly to Liz Matthews, making Andrew
the associated supervisor for these 7 agents. When Liz is unavailable, Andrew
can monitor these 7 agentsin the real-time displays, historical reports, and
Contact Center Management, in addition to his own reporting agents.
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Result in Contact Center Management

In the windows to which Andrew has been given access, he sees all the agents
included in the partition assigned to him (his associated agents), and the agents
included in the supervisor/reporting agent combination assigned to him (his
reporting agents). For more information on partitions, supervisor/reporting agent
combinations and Contact Center Management, see “ Partitions and supervisor/
reporting agent combinationsin Contact Center Management” in the Symposium
Call Center Web Client Planning, Installation, and Administration Guide.

Note: To make Andrew Engel the associated supervisor for all of Liz'sreporting
agents, instead of manually adding all the agents to a partition and assigning the
partition to Andrew, use the supervisor/reporting agents feature to link Liz
Matthews' profile with Andrew’s Web Client user profile.

Result in Real-Time Reporting
In Real-Time Reporting, Andrew creates one filter:

m filter A containing Liz's 7 agents

When Andrew configures his private agent real-time displays, he can

= view al his associated agents by assigning filter A to the display
= view all hisreporting agents by assigning the appropriate supervisor/
reporting agent combination to the display

= Vview both his associated and reporting agents in one display by assigning
filter A and the supervisor/reporting agent combination to the display

Result in Historical Reporting
In Historical Reporting, Andrew can use the selection criteria to specify the
agents he wantsto include in reports.

Web Client users

The Symposium Web Client equiva ent of the Desktop User in Symposium Call
Center Server isthe Web Client user. Thistype of user can access the application
server and use Symposium Web Client.
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In Contact Center Management, you can give supervisors and supervisor/agents
aWeb Client user ID and password, enabling them to access Symposium Web
Client. However, these Web Client users cannot work with any components until
auser with administrator privileges finishes configuring their user profilesin the
Access and Partition Management component.

Administrators must grant Web Client users basic access rights to the
appropriate Symposium Web Client components before they can use them.
Administrators also assign supervisor/reporting agent combinations, partitions,
and access classes to Web Client usersin the Access and Partition Management
component. Therefore, when you assign aWeb Client user ID and password to a
user in Contact Center Management, notify your administrator.

Note: Users with the appropriate access class can also assign agents and
supervisor/agents to partitions through Contact Center Management. For more
information, see the online Help included with the application.
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Agent types in Contact Center Management

There are two types of agentsin Contact Center Management:

= Agents A user with agent capability is assigned skillsets and answers calls
in the call center. All agents must be assigned to a supervisor. The only
component of Symposium Web Client that agents can use isthe stand-alone
component, Agent Desktop Displays. Agents are not assigned a Web Client
user ID and, therefore, cannot log on to the application server and use
Symposium Web Client.

m  Supervisor/agents A user with supervisor/agent capability is assigned
skillsets, answers callsin the call center, and can perform some of the
duties of aregular supervisor, such as monitor real-time displaysin
Symposium Web Client and answer agent queries. All supervisor/agents
must be assigned to a supervisor. In turn, sometimes supervisor/agents can
have agents assigned to them.

If thistype of user requires accessto Symposium Web Client (for example,
to view real-time displays), he or she is assigned aWeb Client user ID in
Contact Center Management. Then, the user profile is automatically copied
to the Access and Partition Management component of Symposium Web
Client.

Before the supervisor/agent can use any of the Symposium Web Client
components, the administrator must also configure the supervisor/agent’s
profile in Access and Partition Management by granting the user basic
access rights to the appropriate Symposium Web Client components.
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Agent properties

In Contact Center Management, when you create an agent or change an existing
agent, you can specify the following properties:

general properties—including name, language, department, title, and
comments

user type—either agent or supervisor/agent

phoneset properties—the agent’s phoneset login ID

call presentation properties—the agent’s call presentation class
threshold properties—the agent’s threshold class

skillset properties—the skillsets to which an agent is assigned, and the
agent’s priority for those skillsets
supervisor properties—the agent’s supervisor

partitions—the partitions to which the agent belongs (only administrators
can assign agents to partitions from the Contact Center Management
windows)

In addition to the above properties, when you create a supervisor/agent, you can
specify the following properties:

telephony/port address (Thisis the number of the phoneset at which the
supervisor logs on. Thisisthe phoneset on which the switch maps the agent
keys for agents reporting to this supervisor.)

Web Client user ID
Web Client password
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Overview

Introduction

As a supervisor, you must ensure that skillsets are serviced adequately by the
available agents. To do so, you must ensure that each skillset is staffed by
enough qualified agents to handle the call load for that skillset.

What is a skillset?

A skillset isa group of abilities necessary to answer a specific type of call.
Skillsets are the basic building blocks of skill-based routing. They are used to
match callers with the agents who can best meet their needs.

Examples of skillsets

The company Best Air has several different skillsets:

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

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

m  Cargo Tracing: Agentswho specialize in the tracing of shipments and
personal luggage.

m  Best Air Travel Club: Agentswho can provide information about Best Air
Travel Club benefitsand air miles.

m  Vacations: Agentswho can book vacation packages. Additional skillsets
specialize in American, European, Asian, and Pacific vacations.

James Jones is a booking agent with Best Air. He is a member of the Bookings
skillset. Through training courses, James has become familiar with the
company’s vacation package offerings. After completing the courses, he was
also assigned to the Vacations skillset. Through subsequent courses, travel, and
reading, James has devel oped additional expertise in European travel issues. He
is now also a member of the European skillset.
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Skill-based routing

Skill-based routing uses skillsets to match callers with the agents who can best
meet their needs.

Example
Sandra Smith wants to book a vacation to Britain. She has called severa airlines
to obtain information for the trip, including

m  schedules and faresinformation

= aBritish Rail pass

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

When she calls Best Air, Sandra’s call is routed to the European skillset and
presented to James Jones. James is able to give her information about the British
Rail pass, dong with alist of bed-and-breakfasts, and a description of the
available tour packages.

When skillsets go out of service

Skillsets go out of service under the following conditions:

= automatically, when all agents have logged off

= manually, when your administrator changes the skillset mode in the
Skillsets window of the Configuration component

Two out-of-service modes are available: transition mode and night service mode.

Transition mode

Transition modeis a skillset state in which Symposium Call Center Server
presents calls already queued to a skillset, but gives all new calls out-of-service
treatment. Your administrator may put a skillset into transition mode if a service
interruption occurs during the business day, and you want to answer al calls
currently waiting in the queue before putting the skillset out of service. The
administrator must put skillsets into transition mode manually in the Skillsets
window of the Configuration component.
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Night service mode

Night service mode is a skillset state in which queued calls and any new calls
arriving for a skillset are given out-of-service treatment. The system can put
skillsets into night service mode automatically—when all agents have logged
off—or the administrator can put them into night service mode manually in the
Skillsets window of the Configuration component.

In scripts, your administrator defines how calls are handled when a skillset isin
night service mode.
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Calls in queue

Introduction

Symposium Call Center Server must make the following decisions when
presenting calls:

s If multiple agents are avail able, to which agent will it present the call?
n If multiple calls are waiting, which call will it present first?

Choosing an agent

If two agents are available to answer an incoming call, the server in Symposium
Cdll Center Server presents the call to the agent with the highest priority for the
skillset to which the call is queued. Symposium Call Center Server bases skillset
priority on the agent’s skill level for a skillset. It assigns a higher priority for a
skillset to an agent with a higher skill level, and it assigns alower priority to an
agent with alower skill level. (Priority can range from 1 to 48, with 1 being the
highest priority for the skillset.)

If more than one agent has the same priority, the server presents the call to the
agent with the greatest idle time. Your administrator can configure Sympaosium
Call Center Server to base idle time on one of

= total idletime since logging on
= tota idletime since the last status change
= tota idletime since the end of the last skillset or ACD call

Choosing a call

If two calls are waiting in a skillset queue when an agent for that skill set
becomes available, Symposium Call Center Server usesthe following criteria(in
the order shown) to determine which call to present first:

m call priority Thisisanumerical value assigned in a script that defines the
relative importance of acall. All priority 1 calls will always be answered
before any calls of priority 2 or greater.
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= call source preference (networking environment only) The server
determines the presentation order of calls within the same priority by first
checking the call source preference, and then checking the call age
preference. The administrator determines which calls—local or network—
are given preference, or can choose not to prioritize calls based on source.
If the administrator sets the call source preference to none, the server does
not consider it when presenting calls and, instead, passes directly to the call
age preference.

m call age preference The amount of time a call has been waiting in the
system before being presented to an agent. Symposium Call Center Server
uses call age preference to arrange the order of calls with the same priority
and the same call source preference. The administrator can configure
Symposium Call Center Server to base call age on either

= when the call was received by the server (that is, passed to the server
from the switch or from an external IVR)

= when the call was added to the skillset queue (for example, if acall was
gueued to one skillset, presented to an agent, and subsequently queued
to another skillset)

Example

The following example outlines how Symposium Call Center Server uses a
combination of call priority, call source preference, and call age preferenceto
present calls in the queue to agents.

In this example, the call source preference is network. There are three calls
waiting in the queue:

m apriority 2 local call that has been in the queue for 1 minute
m apriority 3local call that has been in the queue for 3 minutes
= apriority 3 network call that has been in the queue for 2 minutes

Since call priority isthe first consideration when routing calls, Symposium Call
Center Server presentsthe priority 2 call first, even though it has been in the
gueue for the least amount of time.

Then, since call source preference is the second consideration when routing
calls, the server presents the network priority 3 call next, even though it has been
in the queue for less time than the local priority 3 call. Finaly, the server
presents the local priority 3 call.
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Note: If the administrator does not set the call source preference, the only two
criteriafor routing calls are call priority and call age preference. Therefore, in
this example, the priority 2 call is till presented first, followed by the priority 3
local call that has been in the queue for 3 minutes, and lastly the priority 3
network call that has been waiting for 2 minutes.

Queuing to a default skillset

Your administrator can define a default skillset. Any callsthat are not queued by
the end of script execution are automatically queued to this skillset.

In the Meridian 1, Succession Communication Server for Enterprise 1000, and
Meridian 1 Internet Enabled (M 1/Succession 1000/M1 | E) switch environment,
your administrator can create a separate default skillset for each agent.

In the Digital Multiplex Switch/Meridian Stored L ogic 100 switch

(DM S/MSL-100) environment, only one default skillset is available for all
agents. For example, Best Air has defined Bookings as the default skillset. Calls
that have not been queued by the end of the script execution are presented to
agents assigned to the Bookings skillset.
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Other skillset options

Introduction

Your administrator can create activity codes and threshold classes to help track
your agents’ skillset activity more effectively in reports and real-time displays.

Activity codes

Agents can assign activity (line of business) codes to the calls they answer. The
system uses activity codesto track the amount of time that is spent on the
various types of incoming calls. To generate reports with meaningful activity
code names, your administrator must define these activity codes at the server.

Notes:

= Onthe DMS/MSL-100 switch, agents can enter a maximum of three
activity codes.

m  Tousethisfeature on the DMS/MSL-100 switch, your administrator must
aso

= enable the LOB feature on the switch
» configure Line of Business codes in the ACDGRP table on the switch

Default activity code
On the M1/Succession 1000/M1 | E switches, your administrator can define two
default activity codes:

m  system default activity code If an agent does not enter an activity code
during the entire call, the system uses the system default activity code.

m  skillset default activity code If an agent presses the activity code key
twice during a call without entering an activity code, the system uses the
skillset default activity code.
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Threshold classes

A threshold classis a set of options that specifies how statistics are treated in
reports and real-time displays. For example, your administrator can set a short
call threshold for skillsets. The short call threshold defines the length of a short
call for pegging purposes.
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Global skillset properties

Your administrator defines global properties for your system in the Global
Settings window of the Configuration component. The global skillset properties
that he or she defines apply to all skillsets defined on your Symposium Call
Center Server. These propertiesinclude

m  the system default skillset

n  (for the DMS/MSL-100 switch only) the Recorded Announcement (RAN)
route for the default skillset

m theagent idle time preference

n  (for the DMS/MSL-100 switch only) the delimiter used between fieldsin
caller-entered data

Note: (Networking option only) If the default skillset is a network skillset, calls
that are not queued by the end of script execution are queued to this skillset on
the local server.
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Overview

Contact Center Management can be separated into the following four main data
views, each accessible from the View/Edit menu:

m  Supervisors (thisis the default view that appears when you first open
Contact Center Management)

m  Agents
m  Skillsets
= Assignments

To switch from one type of data, or view, to the next, click the desired option
from the View/Edit menu.

{™iew/Edit
Supervisors
Agents
Skillsets
Assignments

Refresh

When you click any of these options, the system loads the corresponding type of
datain the system tree. Before you can work with each type of data, you must
first click aserver name in the tree to log on to the server and view its agents,
supervisors, and skillsets. If you work in a networked environment (and have
been granted access to multiple serversin the network), the system tree contains
multiple servers with each server representing acall center in the network.

Note: When you click Refresh, the system collapses the tree, closes the window
in which you are currently working, and rel oads the supervisor view. Once
reloaded, you must click to log on to a server again.

For more information on each of these data views, see the corresponding section
in this chapter.

Notes:

m  To create new users, click the desired option from the Add menu. You can
choose from Agent, Supervisor, or Supervisor/Agent. When you click one
of these options, the corresponding new user details window appears, where
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you can type the user’s properties. For more information on creating users,
see the online Help.

= To create new agents, in addition to the above option, you can also right-
click asupervisor in the system tree, and then select Add Agent from the
resulting pop-up menu.

m  The serversthat you can see and the windows that you can view in Contact
Center Management vary according to the access class that your
administrator has assigned to you. If you cannot access a server, window, or
atype of datathat you need to work with, contact your administrator and
reguest that he or she update the access class assighed to you. For alist of
the access class levels required to work in each of the Contact Center
Management windows, see “Access classes and Contact Center
Management” on page 58.
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Access classes and Contact Center
Management

When your administrator configures your profile in Access and Partition
Management, he or she assigns you basic rights to work in the Symposium Web
Client components that you need to access—typically, Contact Center
Management, Historical Reporting, and Real- Time Reporting—and then assigns
an access class to you that controls the actions that you can perform in Contact
Center Management.

Note: Access classes are not applicable to Historical and Real-Time Reporting;
users with basic access to these components can perform all functions.

The table on page 59 lists the access level s required to perform typical
supervisor functions in each of the windows in Contact Center Management. If
you need to perform actions that are usually associated with administrators (for
example, adding and editing supervisors, and deleting users), then consult the
online Help for descriptions of the required access levels.

The access levels shown can be combined to increase the number of actions that
you can perform. For example, if your administrator assignsto you the Edit
Agent Properties access level under the CCM access heading, the Ad Hoc
Assignments access level under the Skillset Assignment access heading, and the
Schedule Assignments access level under the Agent to Supervisor Assignment
access heading, then you can do the following:

= View and edit agent properties in the Agent Details window.
m  Perform ad hoc agent to skillset assignments.

m  Assign agentsto supervisors on an ad hoc basis, and create and edit
scheduled agent to supervisor assignments.

For complete details on all access levels, see the online Help included with the
application, or the Symposium Call Center Web Client Planning, Installation,
and Administration Guide.
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Note: Your administrator controls the agents and skillsets that you can seein the
Contact Center Management windows by assigning partitions and supervisor/
reporting agent combinations to you. Therefore, you can only perform the
following functions using the data to which you have been granted access:

This access level

enables you to perform this task

Edit Agent Properties under the
CCM access heading

Edit Agent Properties Including
Partitions under the CCM access
heading

Ad Hoc Assignments under the
Skillset Assignment access
heading

Ad Hoc Assignments under the
Agent to Supervisor Assignment
access heading

Schedule Assignments under the
Skillset Assignment access
heading

Schedule Assignments under the
Agent to Supervisor Assignment
access heading

View and edit agent propertiesin the
Agent Details window.

View and edit agent properties,
including assigning agents to
partitions, in the Agent Details
window.

Note: Users can assign agents only to
those partitions to which they have
been given access.

Perform ad hoc agent to skillset
assignmentsin the Agent Details,
Agent, and Skillset windows.

Perform ad hoc agent to supervisor
assignments in the Supervisor
window.

Perform scheduled agent to skillset
assignmentsin the Agent to Skillset
Assignment window, and ad hoc
agent to skillset assignmentsin the
Agent Details, Agent, and Skillset
windows.

Perform scheduled agent to
supervisor assignments in the Agent
to Supervisor Assignment window,
and ad hoc agent to supervisor
assignments in the Supervisor
window.
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This access level

enables you to perform this task

Use Agent Partitionsin CCM
under the CCM Partitions access
level

Use Agent & SKkillset Partitionsin
CCM under the CCM Partitions
access level

Thisisthe default level for thisaccess
heading and enables you to work with
all skillsets on all serversto which
you have access, in addition to the
agentsincluded in the partitions and
in any supervisor/reporting agent
combinations assigned to you.

Work with only those skillsets and
agents included in the partitions
assigned to you, in addition to the
agentsincluded in the partitions and
in any supervisor/reporting agent
combinations assigned to you.
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Working in supervisor view

Introduction

When you open Contact Center Management from the Symposium Web Client

launchpad, it opensin supervisor view. This view enables you to quickly see the
supervisors who are configured on each server on the system tree and list the

agents assigned to each supervisor. You can use thisview to immediately assign
agents to supervisors (ad hoc assignments).

Notes:

m  To create saved and scheduled assignments, you must use the assignments
view. For more information, see “Working in assignments view” on page

73.

= To add new supervisors, you must use the Add menu.

JFHE Edit Miew Favorites Tools Help

3 symposium Web Client - Contact Center Management - Micrasoft Internet Explorer

o]

ks ”ﬁ

View/Edit | Add

Toronta
Montreal
Wancouver

Symposium Web Client

Contact Center Management

Launchpad | Help

Contact Center Management

= Click a server name to log on to the server and manage

users

= Choose from the options in the View/Edit menu to load
superdsors, agents, skillsets, or assignments. Then,

log on to the desired sever to manage this data.

+ To add a user, log on to the desired server. Then,
choose from the options in the Add menu to add new

agents, supenisors, and supervisor/agents

|&] bone

| | |@ Trustedsites
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Ad hoc agent to supervisor assignments

To work with agents and supervisorsin supervisor view, you must first log on to
the appropriate server in the system tree. The server expands to revea al the
supervisors configured on it. Click a supervisor in the tree to open the
Supervisor window and see the supervisor’s reporting agents and their
corresponding login IDs.

3 Symposium Web Client - Contact Center Management - Microsoft Internet Explore =10 5[
J File Edit View Favortes Tools Help |
Jnddress I@ http:/ptordOwes/Cem/Default, asp j e H Links ¥/
: Symposium Web Client @
Contact Center Management
view/Edit | Add Launchpad | Help
& C:I Symposium Servers (Supervisor = |
R
EneoUver Supenvisor: Doe Joe Server: Toronto
Maritresl
Halifax
=t Taranta Login ID Assigned Agents (3} ¥ Functions
+~~(8) Aber Gunther F30GE riffin Chris [=]
) spry insiey 2007 Haran Kigran =]
8) Matthews Liz - -
(8 Neilans Mary 2005 Kiniy artin o
--18) Young Justin
) srchibald Mike P Assion Adents

-~(8) Banks Todd

--8) Browne Janet

8) Jacahs Jason Submt I

-8} Nelson Kelsey b

-8 Crowley Boh

8) Daly Anne

-8y Collires Adriznne - - - - -

£--(8) Dos doe Click this headiing to list all unassigned
") Griffin Chris agents to which you have access on

[ A) Horan Kieran this server.

Lo (B) King Martin

8) Doherty Kenneth

+~(8) Donohoe John

-~ (8) Duberry Mike

8) Dunbar Christopher

-(8) Faust Gurther

/4 Fry Stenken bt
< [

|@] pone ’_’_‘o Trusted sites v

[#

To quickly assign new agents to a supervisor, click Assign Agents. The agent
search feature appears, enabling you to search for specific agents by up to five
criteria (first name, last name, login ID, department, or comment), or to list all
agents configured on the server (only those agentsincluded in the partitions and
supervisor/reporting agent combinations assigned to you). When you click
Search or List All, the agents appear in anew table.
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] Symposiur Web Client - Contact Center Management - Microsoft Internet Explorer 1ol x|
J File Edit View Favorites Tools Help |
| ddress [ ] hetpsyfptordowsfCemiDefault.asp =l P ||unks >
: - Symposium Web Client
Contact Center Management
view/Edit | Add Launchpad | Help
E1-[_] Symposium Servers (Supervisor 4 | =
-
» Mir;:roeua\:er Supervisor: Doe Joe Server: Toronto
Halitax
B Toronto Login ID i Agents (3) ¥ Functions
- (9) Aber Gurither 89988 rittin Chris ]
8) Spry Ainsley -
@) Matthews Liz 2007 Haran Kieran =
~-(8) Neilans Wary 2005 King hartin =]
8) *oung Justin
(@) Archibald Mike w Assign Agents
- (8) Banks Tadd Instead of searching
-8 Browne Janet Show all agents on server scosd0_svr where: for specific agents,
8) Jacahs Jason [FistName =] [Contains =] i I 5 click List Allto list
- (8) Nelsan Kelsey o all agents to which
have access on
#1-+(8) Crowley Bob Seaich | | ListAll [mmmm Y0
8) Daly Arre _I this server.
- 5) Caolling Adrienne Login ID Agent Hame (3} ¥ Assign
=--18) Doe Jos
" ) Griftin Chris 3023 Donohoe Jahn r
- A/n Haran Kigran 0M Dubois Joan [V — _
e ) King Mertin Click the
5001 Lardner James i
8) Doherty Kenneth L hehs'de the ar?ﬁms
who you want to
-8} Donohae Joh
- "5) D:z:,,DeMiien _Submit | assign to this supervisor.
S Then click Submit
D Dunbe Crcerer to immediately
. ~q—: Eauze‘::'mer = assigh the agents.
.8 Frv Stenhen L
4 B E
|@] pone ’_’_‘o Trusted sites v

When you have found the agents you want to assign to the supervisor, click the
Assign check box beside their names, and then click Submit. The system
immediately assigns the agents to the supervisor.

Note: Each agent can be assigned to only one supervisor at atime. Therefore,
when you assign an agent to a supervisor, you unassign the agent from his or her
current supervisor.

Tip: You can aso assign agents to the supervisor, one agent at atime, using the
drag and drop feature. On the system tree in supervisor view, locate the agent
who you want to assign to the supervisor. Left-click the agent icon and, while
still holding down the left mouse button, drag the icon over the desired
supervisor icon. Release the mouse button to immediately assign the agent to the
SUpErvisor.
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Working in agent view

Introduction

Note: In the following section, the term “agent” also includes users who are
supervisor/agents, as the agent view enables you to work with both types of
users.

The agent view enables you to search for particular agents or list all agentson a
server. Once you have located the desired agent, assuming you have been
granted the appropriate access class, you can

= view and edit the agent’s properties, including the skillsets and partitionsto
which the agent is assigned

m  delete the agent from the server
m  quickly create a new agent by copying the current agent’s properties

To open the agent view, click View/Edit O Agents. Then click the desired server
in the system tree to log on to the server and work with the agents configured on
it (only those agents included in the partitions and supervisor/reporting agent
combinations assigned to you). When you click a server in the system tree, the
AgentsList window appears. In thiswindow, you can use the agent search boxes
to locate specific agents, or click List All tolist all agents on the selected server.
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} symposium Web Client - Contact Center Management - Microsoft Internet Explorer =lol x|

J File Edit View Favorites Tools  Help i

J GBack + = - ) at | Qhsearch [GFavorites £ #History ||%v =1

JAddress I@ http:ffptorddwsgCem) j 6o |JLinks 2

Symposium Web Client @

Contact Center Management

View /Edit | Add Launchpad | Help
=[] Symposium Servers (Agent
Halifax .
Agents List : 3 Agents Server: Toronto
Wancauver
Winnipeg
e Showe all agents on server scosd0_svr where:
------- Moritreal First Mame = | | Contains = | |i | =
Search | Lizt &l |
Login ID Agent Hame (3} Functions
3023 Donohoe John |
9001 Dubois Joan |
5001 Lardner James =
‘Wiew Agent Details
Use the Functions menu G0 ko Supervisor Yisw
toview the agent's details, ™ [Delete Agent
go to the supervisor view, c .
opy Agent Properties
delete the agent from the L

server, or copy the agent's
properties and create a new
agent.

|@ Done

’_ ’_ | @ Trusted sites 4

Viewing or editing the agent details

In the Agents List window, from the table of agentswho you have located
through your search, there are two ways in which you can view or edit an agent’s
details:

m  Click the desired agent’s name.

m  Click Functions beside the desired agent, and then select View Agent
Details from the resulting pop-up menu.

When you click either of these options, the Agent Details window appears,
enabling you to view all of the agent’s properties, such as name, login ID,
supervisor information, and, if you have the appropriate access class, the
skillsets and partitions to which the agent is assigned.
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Agent Details : Joan Dubois Server: sccsd0_sur

-

w User Details

First Mame: |Joan Uszer Type: IAgent = I
Last Mame: |Dub0is Phoneszet Login 10 Igum
| Personal (Phartom) Dh: I

Department: |

Language: I English - I

- |
Comment: I
¥

w Anent Infarmation

Primary Supervisor: IE[Dw|e}| Bob vl Call Presentation: IEalI_Eentre_Administrator vl
Agent Key: IU Threshold: IAgent_TempIate 'I

m Supervizor nformation - This section is enabled only for viewing users who are supervisors.

Click this heading to view and change the skillsets to which the
agent is currently assigned, and to assign the agent to new skillsets.

P Partition:s s 1o assign the agent to new partitions, or unassign the agent from a partition.

Click this heading to view the partitions to which the agent is currently assigned, —

i

Use the User Details and Agent Information sections of this window to view and
change information about the agent, such as the name, login ID, user type, and
primary supervisor.

In addition, when you create supervisors and supervisor/agents, the Supervisor
Information section is enabled and allows you to assign these users a Web Client
user ID and password.

Thisinformation is required if the user is going to log on to the application
server and use Symposium Web Client. When you are finished adding the user’'s
details, you must click Submit to save your changes.

Viewing or editing ad hoc agent to skillset assignments

Click the Skillsets heading in the Agent Details window to view the skillsets to
which the agent is assigned and change the skillset priority. (You must have at
least the View Assignments access level under the Skillset Assignments access
heading to open the Skillsets section of the Agent Details window, and the Ad
Hoc Assignments access level to change the skillset priority or assign the agent
to new skillsets.) Click List All tolist all configured skillsets on the server to
which you have access, and assign the agent to new skillsets.
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¥ Skillsets
Skillset Hame (3} Priority
Default_Skillset 1 =l Use this table to change the
Calesckilset 7 ;l priority of sKillsets to which
the agent is already assigned.
MarketingSkillset ] =l
w ListAll
Skillset Hame {16} Priority
Mtk S Unassigned = | L=
MtwwkRR Unassigned = |
= Use this table to immediately
LEEkES) Unsssigned - | | assign the agent to new
MetwworkSkillsetSeg Unassigned ;I — skillsets by choosing the skillset
Test_Skil_=et Unassigned ;I F;orwfmm the drop-down
ists.
SupportSkillzet Unassigned ;I
Marting_skillzet Unassigned ;I LI

Windows 98 and ad hoc agent to skillset assignments

If you have the Windows 98 operating system, and the number of skillsets that
you can choose from to assign to an agent is greater than 50, then the List All
section of this window changes dightly, as shown in the following graphic:

¥ Assign Skillsets
Skillset Hame {1-50 of 51} ~ Priority
MbwkSeg Unassigned;l ;I
MtwwkRR Unassigned = | -
MtwkSS Unassigned = |
MetworkSkilsetSeg Unassigned;l
Test_Skil_=et Unassigned;l
SupportSkillzet Unassigned;l
Marting_skillzet Unassigned;l LI
More Skillsets... First Prev 50 Mext S0 Last |

In this case, the skillsets that you can choose from are listed in the table, 50
skillsets at atime. To view all skillsets (in groups of 50 or less), use the Prev 50,
Next 50, or L ast links at the bottom of the table.
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Viewing or editing partition assignments

Click the Partitions heading in the Agent Details window to view the partitions
to which the agent is assighed and assign the agent to new partitions. (You must
have at least the View Agent Properties or Edit Agent Properties access level to
expand this heading and view the partitions to which the agent is assigned, and
at least the Edit Agent Properties Including Partitions access level or higher to
assign the agent to new partitions.)

Click the check box beside the partition name to assign the agent to the partition.
When you click Submit, the agent is automatically included in the partition you
indicated (and can, therefore, be viewed by the supervisors to whom this
partition is assigned).

Deselect the check box beside the partition name to unassign the agent from the
partition.

Note: Before you unassign an agent from a partition, ensure that the agent’s
supervisor can still see the agent in Contact Center Management, Historical and
Real-Time Reporting, either because the agent isincluded in another partition
assigned to the supervisor, or the supervisor is assigned a supervisor/reporting
agent combination (which automatically includes the agent).

Deleting agents in agent view

Note: Only users with the Add/Edit/Delete Agents access level or higher are
alowed to delete agents.

On the Functions menu in agent view, you can click Delete Agent to delete the
agent from the server, or you can right-click the agent’s name in the system tree,
and select Delete Agent from the resulting pop-up menu.

Copying an agent’s properties

You can aso use the Functions menu in the Agents List window to quickly
create anew agent by copying the properties of an existing agent.

Note: You must have the Add/Edit/Del ete Agents access level or higher to create
agents in Contact Center Management.
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When you click Copy Agent Properties on the Functions menu, the system
copies the following properties from the existing agent into the New Agent
Detail s window:

m  Skillset assignment
m  department

= Uusertype

= language

= comment

= supervisor

= call presentation

= threshold

= agent key

To create the new agent, you must type in the new agent’s name and phoneset
login ID. You may also change any of the copied properties, and then press
Submit to save your changes. The system saves the agent under the supervisor
that you specified, and the agent’sicon appears in the system tree.
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Working in skillset view

Introduction

The skillset view enables you to create new ad hoc agent to skillset assignments
and change the priority of skillsets already assigned to agents. Click

View/Edit O Skillsets to load skillset datain the system tree. Then click the
desired server in the system tree to log on to the server and work with the
skillsets and agents configured on it.

When you click askillset in the system tree, the Skillset window appears, listing
the agents who are currently assigned and their priority for this skillset.

Note: To log on to aserver and view datain the skillset view, your administrator
must have assigned to you the View Assignments access level or higher under the
Skillset Assignments access heading. If you are not assigned this access level or
higher, then you cannot log on to the serversin skillset view and work with
skillset assignments.

Ad hoc agent to skillset assignments

In the Skillset window, you can immediately assign an agent to a new skillset or
change the priority of an assigned skillset. To change the priority of an agent
already assigned to the skillset, from the Priority drop-down list, choose the
new priority. Then click Submit to save your changes.
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To immediately assign a new agent to the skillset, click the Assign Agents
heading. Just asin supervisor view, when you click this heading, the agent
search feature appears, enabling you to search for specific agents by up to five
criteria (first name, last name, login ID, department, or comment), or to list all
agents configured on the server (only those agents included in the partitions and
supervisor/reporting agent combinations assigned to you). When you click
Search or List All, the agents appear in anew table.
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From the list of unassigned agents, choose the skillset priority for each agent.
Then click Submit to save your changes. The system immediately assigns the
agents to the skillset with the priority you chose.

Note: To create saved or scheduled assignments, you must use the assignments
view.
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Working in assignments view

Introduction

The assignments view enablesyou to view and edit saved and scheduled agent to
skillset and agent to supervisor assignments, and create new saved and
scheduled assignments. Click View/Edit O Assignments to load the assignment
datain the system tree. Then click the desired server in the system tree to log on
to the server and work with the assignments configured on it.

Notes:

m  Tolog onto serversin assignments view and work with assignment data,
you must have the Schedule Assignments access level under either the
Agent to Supervisor Assignments or the Skillset Assignments access
headings (or both).

m  To create ad hoc (unscheduled) agent to skillset assignments, use the
skillset view. To create ad hoc agent to supervisor assignments, use the
SUPErVisor view.

ATTENTION Symposium Web Client only recognizes assignments

that you schedule in Contact Center Management;
likewise, the Symposium Call Center Server client
only recognizes assignments that you schedul e through
its scheduling component. Therefore, when scheduling
assignments, you must use either the Contact Center
Management portion of Symposium Web Client or the
Symposium Call Center Server client exclusively. You
cannot use a combination of both client componentsto
schedul e assignments.
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Assignment types

There are two types of assignments that you can create in Contact Center
Management:

= Agent to supervisor assignments You can create agent to supervisor
assignments to automatically change supervisor assignments for multiple
agents. You can use agent to supervisor assignments to reassign agents
when supervisors go on break or vacation.

s Agent to skillset assignments You can create agent to skillset assignments
to temporarily assign agents to different skillsets for shifts when fewer
agents are available, to cover other agents' breaks, or when agents are sick,
on vacation, or on a course.

An agent to skillset assignment makes multiple agents active or inactive for
multiple skillsets. When an assignment is run, it changes the skillset priority of
each agent who has been added to the assignment. It can make an agent inactive
for askillset by changing the agent’s priority to Standby, or it can make an agent
active for askillset by changing the agent’s priority to avalue from 1 to 48 (with
1 being the highest priority for the skillset).

In assignments view, you can save and schedule the assignments to take effect at
alater date, and you can create reset assignments to revert the call center to the
original configuration that existed before scheduled assignments are run. You
create ad hoc assignments (those that are effectiveimmediately) in the skillset or
supervisor views. For more information, see “Ad hoc agent to supervisor
assignments’ on page 62, or “Ad hoc agent to skillset assignments” on page 70.

Reset assignments

When you create a scheduled agent to supervisor assignment or an agent to
skillset assignment in the assignments view, you can choose to make a reset
assignment. A reset assignment isarecord of the original datathat existed at the
time you created the assignment. For example, it containsarecord of the original
list of agents assigned to a supervisor before you create an agent to supervisor
assignment.
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A reset assignment enables you to change and run the assignment as many times
as you require, and then run the reset assignment to return conditions to their
original state. Thisfeature is particularly useful when you create an assignment
to cover agent or supervisor breaks, and then want to return conditions to their
normal state when the agent or supervisor returns to work.

Example

Supervisor Pat Jones takes alunch break every day from 12:00 to 1:00 p.m. You
create an agent to supervisor assignment that reassigns all of Pat’s agentsto
Mike Smith, and you schedule it to take effect at 12:00 p.m. every day. When
you save the assignment, you create a reset assignment, which contains a record
of al the agents originally assigned to Pat. You schedule the reset assignment to
take effect every day at 1:00 p.m., thereby reassigning all Pat’s agents back to
Pat when she returns from her lunch break.

Notes:

= Whenyou delete the assignment, the system del etes the corresponding reset
assignment.

= When you create a reset assignment, the system saves it with the same
name as the original assignment, but adds ___ (two underscores) at the end
of the name. For example, if the assignment is called Pat_lunch, the system
saves the reset assignment as Pat_lunch__.

= You can modify areset assignment just as you modify any other
assignment.

Agent to supervisor assignment scenarios

The following scenarios provide some examples of when you create agent to
supervisor assignments:

Example 1: Supervisor is sick

Pat Wilson, one of Best Air's supervisors, callsin sick for the day. The call
center manager sets up an agent to supervisor assignment that assigns half of
Pat’s agents to Chris Konings, and the other half to Cindy Wong. The manager
applies the assignment immediately, and all agents are assigned to their
temporary supervisors for the day. When the manager creates the assignment,
she also creates a reset assignment, and schedules it for next day to reassign all
agents back to Pat.
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Example 2: Supervisor is on vacation

Pat has booked vacation from the 17th to the 28th of August. Best Air’s call
center manager has set up an agent to supervisor assignment that reassigns Pat’s
agents for that period. The manager schedules the assignment to begin
automatically on August 17th. When the manager creates the assignment, she
also creates a reset assignment, which takes effect August 28th at 5:00 p.m.,
reassigning the agents back to Pat.

Example 3: Supervisor is on regularly scheduled training

At Best Air, all supervisors are required to participate in regular upgrading.
Every four weeks, the supervisor must spend half aday in training. Training
sessions are staggered to ensure adequate supervision of the call center. Pat’s
training occurs every third Thursday of the month. The call center manager has
set up an agent to supervisor assignment that automatically reassigns Pat’'s
agents for that time.

Agent to skillset assignment scenarios

The following scenarios provide some examples of when you create agent to
skillset assignments:

Example 1: Agents are sick

Mark Schultz, an agent in Best Air's Cargo Tracing skillset, is sick and absent
from work today. This has left the Cargo Tracing skillset understaffed,
particularly for the period from 10:00 a.m. to 4:00 p.m., the skillset’s busiest
time. The call center manager temporarily assigns Rose Stefanopolis (an agent
who has worked in this skillset before) to the Cargo Tracing skillset. The
manager applies the agent to skillset assignment immediately, and Rose is
automatically reassigned. The manager reassigns Rose to her normal skillset
when Mark returns to work the following day.

Example 2: Coffee and lunch breaks

As agents go on break, their skillsets become understaffed. To improve skillset
coverage for coffee and lunch breaks, Best Air’s call center manager reassigns
the skillsets during these periods.
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Example 3: Shifts

During the early morning and evening periods, few agents are available. Asa
result, many skillsets are understaffed. Others, such as the Cargo Tracing
skillset, do not go into service until 9:00 am., and go out of service at 5:00 p.m.
Best Air's call center manager has set up an agent to skillset assignment to
automatically assign members of the Cargo Tracing skillset to Bookings, the
busiest skillset, during early morning and evening periods.

Working with scheduled assignments

In assignments view, you can either

m  work with existing scheduled assignments by clicking the assignment name
in the system tree

= add new agent to skillset or agent to supervisor assignments by right-
clicking the Agent Skillset Assignments or Agent Supervisor Assignments
folder, and then choosing Add Assignment from the resulting pop-up
menu

When you log on to a server in the system tree, it expands to reveal the Agent
Skillset Assignments and Agent Supervisor Assignments folders. Click the
appropriate folder to view the list of assignments. Then click the assignment
name to open the assignment window and view the assignment detailsin atable.
Based on the type of assignment that you click in the system tree, either the
Agent to Skillset Assignment window or the Agent to Supervisor Assignment
window appears.

The graphic on page 78 shows the assignment details that appear when you click
an existing agent to skillset assignment from the system tree.
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Assignment details table
The assignment details table shows you the agents and skillsets or agents and
supervisors that are currently included in the assignment.

To change the skillset priority of existing skillsets, click the skillset box in
the appropriate agent row, and then type the new priority number, or type
Standby to put the agent in standby mode for this skillset. When you are
finished updating a skillset priority number in the table, click in any other
box in the same row, or press Tab.

To change the supervisor to whom an agent is assigned, click in the
appropriate supervisor box and select the new supervisor from the drop-
down list that appears.

To save your changes in the table, after you have finished entering a value,
you must click in any other cell to register the changes, and then click Save
Assignment.
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Note: When you are finished updating the table, you must click Save
Assignment to save your changes. If you do not click this button, all your
changes are lost.

Refresh Table button

Click Refresh Table only to revert to the last saved version of the assignment.
When you click this button, the system removes all changes you make to the
table but do not save. Refresh Tableis useful if you have added new skillsets,
skillset priority numbers, agents, or supervisors to the table in error and want to
remove them before saving the assignment. In summary, Refresh Table

= removesany empty rowsin thetable
= removes new datathat you have typed but do not want to save

= returns usersto the table after you have hidden them with Hide User
(before you click Save Assignment)

Hide User button

When you want to temporarily remove a user from the table (for example, when
you are using an existing assignment as a template for a new assignment and do
not want a user to be included in the new assignment), you can highlight the user
in the table and click Hide User. To save your changes, you must click Save
Assignment. When you click Save Assignment, the system saves everything
that is visible in the assignment details table, so if you have hidden one or more
users, then they are not included in the saved assignment.
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Note: To return the user to the table, click Refresh Table before you click Save
Assignment.

Go to Schedule button

Click Go to Schedule after you have typed assignment information in the
assignment details table and want to schedul e the assignment. The Save/
Schedule Assignments section at the bottom of the window opens, enabling you
to type schedule details. For more information on scheduling assignments, see
“Example: Scheduling an agent to skillset assignment” on page 83. You can aso
consult the online Help for more details.

List Available Agents heading

Click this heading to search for unassigned agents who you want to add to your
assignment. You can search by first name, last name, department, comment,
login ID, or acombination of all of these criteria (up to a maximum of five). You
cannot use the wildcard symbol (*) in your search.

Notes:
m  You can search only among the agents included in the partition assigned to
you, and in any supervisor/reporting agent combinations assigned to you.
m  However, you can search among all configured agents if
= you do not have a partition or supervisor reporting/agent combination
assigned to you
= you only have a partition, but it contains no agents

= you only have a supervisor/reporting agent combination assigned to you
(no partition)

w List Available Agents
Showe all agents on server scosd0_svr where: Enter your gearch criteria
— - h t i of
Click the Agent | Last Mame ;I | Containg ;I |b | and ;I Sirr?t,elrlra '_:_::;T:;::(u;:amh
Hame heading to - . - .
sort the names | Laogin 1D ;I | Containg ;I |D | ;I
in ascending or - - "
= Click List All to list all
descending Search | List Al | e agen‘tjsl - a‘ "
order (indicated ! of searching for agents).
by arrow). LoginiD Agent Hame (3) ¥ [~ select Al
3029 Burke Barry r Click the checkbox beside the
agents who you want to add to
2000 Dunbar Chris v —— the assignment. Then click
Update Table.
3055 Hunt Lisa r pree =
Update T able |
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When entering the criteriafor your search, use the and/or valuesin the last drop-
down list to append search criteria; to clear search criteria, choose the blank
value from this box. When you are satisfied with your criteria, click Search. In
the resulting table, click the check box beside the names of the agents who you
want to add to the assignment, or click the Select All check box at the top of the
column to select al agents. Then click Update Table.

Note: When you click Update Table, the agents you have chosen and their
current skillsets appear in the assignment details table.

List Available Skillsets heading

Click this heading to list all available skillsets on the currently selected server
(those skillsets that are not already included in the assignment and, therefore, not
appearing in the assignment details table). From the resulting table, you can
automatically select all skillsets by clicking the Select All check box at the top
of the table, or you can select individual skillsets from the table. When you have
chosen all the skillsets, click Update Table to transfer them to the assignment

details table.
w List Available Skillsets
- Click this checkbox to
Skillset Hame (13) )
Skillset Hame (13 [T select Allm select all skillsets.
etwarkSkilsetSeg r =
Test_Skil_set |
SupportSkillzet I~ Select individual skillsets
5 » to add to the assignment
artins_skillset I [—! == by clicking the checkbox
est_eoinog_d45a v beside them. Then click
= = Update Table.
erthandler r
error r ~|
Update T able |
Notes:

m If you do not see a skillset to which you need access, it may be because
your administrator has assigned the Use Agent & Skillset Partitions access
level to you, and the skillset is not included in your partition. Contact your
administrator and request that the skillset be added to the partition assigned
to you.

= If you have the Windows 98 operating system, and there are more than 50
available skillsets to assign to the agent, then this table appears differently.
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For detail s, see “Windows 98 and ad hoc agent to skillset assignments’ on
page 67.

Skillset Search heading

Click this heading when you need to quickly locate all agents on a server who
are either assigned to a skillset, in Standby for a skillset, or who are not assigned
to aparticular skillset. Then, when you find the agents, you can add them to the
current assignment. Thisfeature is particularly useful when you notice high call
volume for a skillset. You can locate all agents who are in Standby mode for the
skillset so that you can assign them to handle the excess calls.

Note: You can search for a maximum of five skillsets.

¥ Skillset Search
Sh rits where | Default_Skilsst = | i | Not Assiared = | [and = Enter your search criteria
O GRS e I — _I = I = _I I _I in these boxes, up to a maximum
where | M arketingS killset ;I is |In StandBy ;I | ;I of five criteria. Then click Search.
Search |
Login ID Agent Hame (12) ~ [~ select Al _‘ Click this box to select all agents.
7220 Banks Tadd I~ B
2005 ing Martin r
- - Click the checkboxes beside
TS il tile W the agents who you want to
3018 Cullen Eileen o add to the assignmen . Then
click Update Table.
28374 'Brien Stephen o
5234 O'Sullivan Ronmy r 1=
7786 Seeger Robhy o Ll
Update T able |

Save/Schedule Assignments heading

After you havefilled the assignment detail s table with the users and skill sets that
you want to include in the assignment, and have chosen the correct skillset
priority for all the skillsets, click Save/Schedule Assignments to enter the
assignment name, select the schedule details, and save the assignment.

Note: You can click Go To Schedule under the assignment details table to jump
directly to this section.
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¥ SaveiSchedule Assignments

Save Assignment as: |Lunc:h Application Server Time: |5:1 E:22 P REffEShl

| =
Comment:

E
Schedule Type: I [Daily - I
Start Time: 05:50:00 %JI Mezt Run Time: I
Start Date: | Frigay . march 14, x| Last Run Time: [
Repesat Task: |7 Every: I 15 - I minutes
¥ Create Reset Assignment You must click this checkbox to
create a reset assignment.
Schedule |

For details on al the boxesin this section of the window, see the online Help. To
save or schedule an assignment, you must type an assignment name, and then
choose the schedul e type from the Schedule Type drop-down list. You can
choose from Specific Date, Daily, Weekly, and Monthly, with different schedule
options for each choice.

To create areset assignment, you must click the check box beside Create Reset
Assignment. When you are finished scheduling your assignment, click Save
Assignment, and then click Schedule. The Next Run Time box indicates the
next time when the assignment will be run, relative to the application server time
shown.

Example: Scheduling an agent to skillset assignment
This example shows you how to use the following features of the Agent to
Skillset Assignment window in Contact Center Management:
m the assignment detailstable
m  the Save/Schedule Assignments section
m thereset assignment option

In this example, you create and schedule an agent to skillset assignment that
includes three agents. You have to reassign these three agents to new skillsets
while the regular agents take a break every day from 3:00 to 3:30 p.m.
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To schedule a new agent to skillset assignment

When working in assignments view, you must ensure that the assignment details
table shows only those agents and skillsets that you want to include in the
assignment because the system saves everything that isvisiblein thistableto the
assignment.

ATTENTION gy mnasium Web Client only recognizes assignments that

you schedule in Contact Center Management; likewise,
the Symposium Call Center Server client only recognizes
assignments that you schedule through its scheduling
component. Therefore, when scheduling assignments,
you must use either the Contact Center Management
portion of Symposium Web Client or the Symposium
Call Center Server client exclusively. You cannot use a
combination of both client components to schedule
assignments.

1 Click View/Edit O Assignments.

Result: The system tree collapses, and the assignments view of Contact
Center Management opens.

2 Onthe system tree, log on to the server on which you want to work with
assignments.

Result: The server expands to reveal the Agent Skillset Assignments and
Agent Supervisor Assignments folders.

3  Right-click the Agent Skillset Assignments folder, and, from the resulting
pop-up menu, click Add Assignment.

Result: The New Agent to Skillset Assignment window appears.
4  Click the Assignment Details heading to expand it.

Click the List Available Agents heading to use the agent search feature.
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6  From the agent search drop-down lists, enter the search criteria for the
three agents. You can search by first name, last name, login ID, comment,
or department.

Tip: In this example, if you know that the last names of the agents are
Smith, Brown, and Robbins, you can enter the following:

w List Available Agents
Showe all agents on server scosd0_svr where:
|LastName =l |E0ntains =l |Smith |0r =
|LastName = |E0ntains =l |Br0wn |0r =
|Last Mame ;I |E0ntains ;I |F|0bbins | ;I
Search | List &l |

7  Click Search.
8 The agent names matching your search criteria appear in the results table.

9  Click the check box beside the Select All heading to select the three agent
names, and then click Update Table.

LoginlD Agent Hame (3) ~ ¥ select all
3021 Broswn Janet i
2000 Robhins Tom v
3055 Simith Diane I~
Update T able |

Result: The agents you selected appear in the assignment details table at
the top of the window, along with the skillsets that are already assigned
to them.

10 Perform steps 6 to 9 until the assignment details table at the top of the
window contains all agents who you want to include in the assignment.

Note: The Users table should now contain only the three agents who you
want to include in the assignment (plus the skillsets that are already
assigned to them).

11 Review the skillsets in the assignment details table. If you need to add new
skillsets to the table, click List Available Skillsets.

Result: The list of available skillsets (those not yet assigned to the agents
you have selected) appears in a new table.
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12

13

14

15

16

17

18
19

20

Click the check box beside the skillsets that you want to add to the table,
and then click Update Table.

Result: The skillsets appear in the assignment details table, along with the
agents you have selected.

In the assignment details table, assign the skillsets to the agents by locating
the skillsets in the table and typing the skillset priority numbers. The skillset
priority numbers can range from 1-48, where 1 is the highest priority and
48 is the lowest priority. You can also put the agent in standby for a skillset
by typing Standby. To unassign the agent from a skillset, leave the cell for
this skillset blank.

After you type the last skillset priority number, click in any other box in the
same row of the table, or press Tab.

When you have finished changing the skillset priority numbers, click Go to
Schedule.

Result: The system moves the focus to the Save/Schedule Assignments
heading.

Click the Save/Schedule Assignments heading.
Result: The heading expands to reveal a series of boxes.

In the Save Assignment As box, type the assignment name. This name
must be unique.

From the Schedule Type drop-down list, select Daily.
Beside the Application Server Time box, click Refresh.

Note: Click Refresh to give you the current application server time. The
system generates all scheduled assignments based on this time so you
must take this time into account when scheduling your assignments. For
example, where you are, it is currently 9:00 a.m., but the application server
time is 11:00 a.m., two hours later. Therefore, when you type a start time for
your assignment, you type the time when you want to run the assignment,
plus two hours. In this example, with the application server located in a time
zone that is two hours later than your location, to schedule an assignment
to run at 3:00 p.m., you type a start time of 5:00 p.m., two hours later. When
it is 5:00 p.m. at the application server (and 3:00 p.m. where you are), the
system runs the assignment.

In the Start Time box, type the start time, based on the application server
time.
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21 Click the triangle beside the Start Date box. A calendar appears, enabling
you to select the start date.

Start Date: [ Frigay | March 14, =]
4|  marchz003  _+|
Repeat Task: [ g
23024 25 2B 7T O/
[ Creste Reset Assignment 2 3 4 5 B T 8
9 10 1M 12 13 E E 3 15
Schedule
16 17 18 19 20 21 22
23 024 25 26 27 2 28
3o A 2 3 4 5
Ty Today: 3142003

22 Click the start date for the assignment.

23 Click the check box beside Create Reset Assignment.

Note: When you save the assignment, the system saves a reset
assignment with the same name as the original assignment, but with a
dash (_ ) at the end of the name. In this example, the original assignment
is called Lunchbreak, and the reset assignment is called Lunchbreak .

24 Click Save Assignment.
25 Click Schedule to activate the assignment’s schedule.

26 To reset the skillset assignment when the agents return from their break,
you can use the reset assignment. On the system tree, click the reset
assignment Lunchbreak__. The assignment properties appear in the Agent
to Skillset Assignment window.

27 Inthe Save/Schedule Assignments section, from the Schedule Type drop-
down list, select Daily.

28 Beside the Application Server Time box, click Refresh.

29 Inthe Start Time box, type the assignment start time, based on the
application server time.

30 Click the triangle beside the Start Date box. A calendar appears, enabling
you to select the start date.

31 Click the start date.
32 Click Save Assignment.
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33 Click Schedule to activate the assignment’s schedule. At 3:30 p.m., when
the original agents return from their break, the system reassigns their
skillsets back to them.

For detail s on creating, saving, and scheduling assignments, see the online Help
included with Contact Center Management.
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Using real-time displays to monitor your call
center

Introduction

You can use the Real -Time Reporting displaysto identify service-level problems
resulting from situations such as

= unusua numbers of unavailable agents
= unusua call volumes
m  inefficient skillset assignments

You can monitor these situations on a per-site basis, or, if you work in a
networked environment and have access to a Network Control Center (NCC)
server, you can monitor al sites configured in your network by using the new
network-consolidated real-time displays.

This section describes how to identify these situations from the standard real-
time displays (the public displays shipped with Symposium Web Client). You
can a'so create your own customized real-time displays.

Agents unavailable
To determine how many agents are unavailable at a site, use the Standard Agent
Display and the Standard Skillset Display. To compare the statistics at all sitesin
the network, use the Consolidated Agent Position Status Count display.
On the Standard Agent Display, consider the following information:
= nhumber of agents listed—Shows all agents currently logged on. If the
number of logged on agents is low, you must determine why. Are agents
sick, late, or on vacation?
m DN call statistics—Shows how many agents are currently active on DN
cals.
m InCals Status and Time In State—Shows how many agents arein
Walkaway, Busy, or Active state, and for how long.
90 Symposium Call Center Web Client



December 2003 Real-Time Reporting

On the Standard Skillset Display, look at the following columns:

m  Agents Staffed—Shows how many agents are logged on for this skillset.

m  Agents ldle—Shows how many agents are waiting to take calls for this
skill set.

»  Agent Not Ready—Shows how many agents logged on to this skillset arein
Not Ready state.

On the Consolidated Agent Position Status Count display, look at the following
columns:

m  In Service—Shows how many agents are logged on for this skillset at all
network sites.

m  Agents Waiting—Shows how many agents are waiting to take calls for this
skillset at al network sites.

m  Agent Not Ready—Shows how many agentslogged on to this skillset arein
Not Ready state at all network sites.

Call volume

To examine call volume for askillset at one site in the network, use the Standard
Skillset Display. If you have the networking feature enabled, you can view the
call volume statistics for all sitesin the network by using the Consolidated
Skillset Display.

On the Standard Skillset Display, look at the following columns:

m  Waiting—Shows the number of calls currently queued for the skillset.
Skillsets with high numbers of calls waiting probably need more agents.

m  Average Answer Delay—Shows how long, on average, callerswaited in the
skillset queue. Skillsets with long delays may need additional staffing.

m % Service Level—Shows how many calls met the targeted service level for
the skillset. If the number istoo low, you may need additional staffing.

On the Consolidated Skillset Display, look at the following columns:

m  Waiting—Shows the number of local and network calls currently queued
for the skillset at each site. Skillsets with high numbers of calls waiting
probably need more agents.
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m  Average Answer Delay—Shows how long, on average, local and network
callswaited in the skillset queue. Skillsets with long delays may need
additional staffing.

m % Service Level—Shows how many local and network calls met the
targeted service level for the skillset. If the number istoo low, you may
need additional staffing.

Inefficient skillset assignments

To identify inefficiencies in the assignment of agents to skillsets, use the
Standard Agent Display, the Standard Skillset Display, and the Consolidated
Agent Position Status Count display.

On the Standard Agent Display, look at the following columns:

»  In Calls Status—Check the number of agentsin Idle state.
m  Timein State—Determine how long agents have been in Idle state.

On the Standard Skillset Display, look at the following columns:
m  Agents Staffed—How many agents are logged on for this skillset?
m  Agentsldle—How many agents are waiting to take calls for this skillset?

On the Consolidated Agent Position Status Count display, look at the following
columns:

»  In Service—How many agents are logged on for this skillset at all network
sites?

»  Waiting—How many agents are waiting to take calls for this skillset at all
network sites?
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Overview of real-time displays

Introduction

Real-time displays provide up-to-date statistics for your call center and its
resources. You can use these statistics to monitor your call center and determine
its effectiveness.

There are three main types of displaysin Symposium Web Client:

m  Publicdisplays These displaysinclude both the standard displaysthat ship
with Symposium Web Client, and customized private displays that you
have shared with your coworkers by saving them in the Public displays
folder. To modify either of these types of displaysin any way, you must
make a copy of the display and save it as a private (user-defined) display.

m  Privatedisplays These are copies of public grid displays that you
customize and save in your Private displays folder. Only the creator of the
private display can access or modify it. To grant other users access to your
private display, you must save acopy of it asaPublic display. You can save
public copies of private displays on the current server, or across all servers
to which you have access.

m  Graphical displays These are private graphical displays that you create
and save in your private displays folder. Only the creator of the private
display can access or modify it. You cannot make private graphical displays
public. The graphical display formats are listed in the section below.

Display formats

You can view the Symposium Web Client real-time displays in the following
formats:

m  Grid displays Thesedisplays are arranged in table format, with the
statistics appearing in rows and columns. They contain subtotals of data
either for each sitein the network, for each filter that you have applied, or
for each element shown in the display (for example, each skillset),
depending on the display configuration. They also contain a grand total of
all statistics shown in the display. For more information, see“ Subtotals and
totalsin real-time display grids’ on page 120.
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Chart displays There are two types of chart displaysin Real-Time
Reporting: chart graphical displays that you configure and store on the
system tree under the server of your choice, and summary charts that you
can launch only from the grid displays. Summary charts summarize the
statistics shown in the grid display from which you launch them, in either
bar chart or pie chart format. You can launch a site summary chart from a
nodal grid display, and a network summary chart from a network-
consolidated grid display.

Agent maps An agent map enables you to view arepresentation of al the
agents to whom you have access in your call center in asingle graphical
display. Each agent is shown as a color-coded position block that indicates
the agent’s first name, last name (or both), agent state, time in state, login
ID, and, optionally, the agent’s position ID. You can customize your agent
maps by choosing the threshold and agent state colors, and by rearranging
the agent map icons to represent your call center layout. You can also
choose whether to display the following combinations in the icon header:

= agent first name, followed by last name
= agent last name, followed by first name
= agent first name and login 1D
= agent last name and login ID

Billboards You can configure billboards only for skillset, application, and
IVR data. A billboard enables you to choose one statistic that you want to
monitor closely, such as the number of calls waiting, and one skillset or
application (out of all skillsets and applications in your partition).
Alternately, instead of selecting one skillset or application, select Summary
to view asummary of the statistic for all applications or skillsetsin your
partition on the selected server (for nodal graphical displays), or across all
serversin the network (for network-consolidated graphical displays), or for
al IVR queues on the selected server. When you launch the billboard, the
statistic appears as alarge, colored number that updates at the default
refresh rate of 5 seconds.

Note: When you create | VR billboards, you can only view a summary of
the chosen statistic acrossall IV R queues on the selected server; you cannot
select a particular VR queue.

Coallections A collection isagroup of real-time displays appearing in one
window, that enable you to view multiple types of statistics simultaneously.
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You can configure a collection to include a maximum of three grid displays
and three billboard or chart displays.

Types of real-time displays

Thefollowing types of nodal real-time displays are available in Symposium Web

Client:
= agent
m  agpplication

s IVR (ML/Succession 1000/M1 IE switch only)
= route (M1/Succession 1000/M1 | E switch only)
m skillset

m  cal center summary (nodal)

The following types of network-consolidated real-time displays are available in
Symposium Web Client (for the M 1/Succession 1000/M 1 | E networking switch

only):

= agent

m Skillset

m  application

Note: The current release of the Succession 1000 switch only supports
networking over ISDN trunks.

Partitions, supervisor/reporting agent combinations, and real-time
data

Supervisor/reporting agent combinations are like partitions containing agents,
with afew notable differences, as outlined below. Your administrator can assign
to you a partition containing agents, or both a partition and a supervisor/
reporting agent combination.
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Partitions enable the administrator to control the amount and type of data that
each Web Client user can see. When your call center administrator configures
your user profilein Access and Partition Management, he or she specifies the
skillsets, applications, and optionally, the agents that you can view in the real-
time displays by creating partitions and assigning them to you. The agents are
optional in partitions only if your administrator also assigns at least one
supervisor/reporting agent combination to you.

Note: Only partitioned data appearsin standard rea -time displays; the agentsin
supervisor/reporting agent combinations do not appear in standard displays.
Therefore, if your administrator assigns to you a partition containing no agent
data, and a supervisor/reporting agent combination, you do not see any agentsin
the standard real-time displays. For more information, see “Partitions and
supervisor/reporting agent combinations in Real-Time Reporting” on page 98.

If an administrator does not assign a partition to you, then you see all available
datain thereal-time displays. However, once an administrator assigns a partition
to you, it restricts the data that you can see to the dataincluded in the partition
(plus any agents in the supervisor/reporting agent combinations assigned to
you). For example, if the administrator assigns a partition to you containing only
report groups, CDNs, and DNISs, then you do not see any datain Real-Time
Reporting because there are no agents, applications, and skillsets in your
partition, and you have not been assigned a supervisor/reporting agent
combination.

The administrator must assigh a combination of partitions and supervisor/
reporting agent combinations to you that contain all the applicable agents,
applications, and skillsets for you to be able to view the data in the real-time
displays. If you cannot see important datain the real-time displays (for example,
one of your agents), contact your administrator and request that the data be
added to the partition assigned to you, or request that the administrator assign
the supervisor/reporting agent combination containing your agents to you.

Notes:

= If your administrator assigns a partition to you that does not contain any
agents, and does not assign a supervisor/reporting agent combination to
you, then you will not see any agent datain the real-time displays.
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m  If your administrator does not assign a partition to you, then you see all call
center data in the standard real-time displays, regardless of whether you
have a supervisor/reporting agent combination assigned.

m  However, if your administrator only assigns a supervisor/reporting agent
combination to you (and not a partition), then you can apply this
combination to your private agent real-time displays and agent map
graphical displays, just as you would apply a custom filter. When you
launch the display, you see only those agents reporting to the supervisor
whaose name you sel ected.

Supervisor/reporting agent combinations are dynamic

Since partitions are not dynamic, whenever a new agent is assigned to you
(either by you or your administrator), your administrator must update the
partition assigned to you to include the new agent; otherwise, you will not see
the agent in the real-time displays. To avoid having to update the list of agentsin
the partition, your administrator can use the supervisor/reporting agents feature
to associate your Web Client user profile with your supervisor profile (which, in
turn, islinked to all your reporting agents).

This association is dynamic, meaning that each time a new agent is assigned to
you (either by you or your administrator), the agent is automatically associated
with your supervisor profile. In addition to this association, your administrator
can create a partition containing the appropriate skillsets and applications that
you need to view in the real-time displays. The combination of the partition and
the supervisor/reporting agent association enables you to aways have an up-to-
date list of agents, and to view their skillsets and applications in the real-time

displays.

Note: When a new agent is assigned to you, you must close and reopen the
display you are currently viewing to see this new agent.

For information on applying the supervisor/reporting agent combinations to
your real-time displays, see “Assigning supervisor/reporting agent combinations
to real-time displays’ on page 117.
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Partitions and supervisor/reporting agent combinations in Real-
Time Reporting

Partitions and the supervisor/reporting agents feature behave differently in Real-
Time Reporting, based on the type of display you open, and whether you assign
a supervisor/reporting agent combination or afilter to the display (or, in some
cases, both). When your administrator assigns you a partition, you can decide
which data you want to see by creating afilter containing the desired data and
assigning the filter to the private real-time displays.

Just as you can assign afilter to aprivate display so that you see only the filtered
information in the display, so too can you assign a supervisor/reporting agent
combination to view all the applicable reporting agents in the agent display.
Both the filters you have created and the supervisor/reporting agent
combinations assigned to you appear on the Filter stab in Real-Time Reporting.
You can assign afilter, a supervisor/reporting agent combination, or sometimes
both, to adisplay.

This section outlines the differences in the following three types of displays:

m  standard real-time displays Since you cannot apply either filters or
supervisor/reporting agent combinations to standard displays, only
partitioned data is shown in this type of display.

= private agent real-time displays If your administrator has assigned you a
partition, then you can choose the data you want to see in the display by
creating a custom filter and assigning it to the display. If your administrator
has also assigned you a supervisor/reporting agent combination (in Access
and Partition Management), you can also assign the combination to the
display to view the corresponding reporting agents. You can assign afilter,
a supervisor/reporting agent combination, or both, to the display.

= agent map graphical displays Agent map graphical displaysaresimilar to
private agent real-time displays, except you must assign either afilter or a
supervisor/reporting agent combination to the display, but you cannot
assign both at the sametime.

98

Symposium Call Center Web Client



December 2003

Real-Time Reporting

The behavior of partitions and supervisor/reporting agent combinationsis
different in each type of display. The following table summarizes all scenarios
and the results in Real-Time Reporting. In this example, it is assumed that you

have been assigned a partition containing agents and the supervisor/reporting

agent combination containing all your reporting agents.

Type of display

You assign this to the
display

What you see in the
display

Standard real-
time display

You cannot assign filters or
supervisor/reporting agent
combinations to standard
displays.

Only the agents (and any
other data) included in the
partitions assigned to you.
Supervisor/reporting agent
combinations are not
applicable to standard real -
time displays and,
therefore, the agents
included in these
combinations do not

Private agent

real-time display

You do not assign anything
to the display (neither a
filter containing partitioned
agents, nor a supervisor/
reporting agent
combination).

You assign afilter
containing asubset of your
partitioned agents, but do
not assign a supervisor/
reporting agent
combination.

You assign a supervisor/
reporting agent
combination, but do not
assign afilter containing
partitioned agents.

All the agentsin your
partition. The agentsin the
supervisor/reporting agent
combination do not appear.

Only the partitioned agents
that you have added to the
filter, not the reporting
agents from the supervisor/
reporting agent
combination.

Only your reporting agents.
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You assign this to the What you see in the
Type of display  display display

You assign both a All your reporting agents,
supervisor/reporting agent  plus any partitioned agents
combination, and afilter  that you have added to the

containing partitioned filter.
agents.
Agent map You assign afilter Only the agentsincludedin
graphical containing some of your  thefilter, none of the
display* partitioned agents. agents in the supervisor/
reporting agent
combination.

You assign asupervisor/  Only your reporting agents,
reporting agent none of the agentsin the
combination. partition assigned to you.

*You must assign either afilter containing some of your partitioned agents or a
supervisor/reporting agent combination to an agent map graphical display; you
must assign one of these to launch the display, but cannot assign both at the same
time.

Nodal real-time displays

Symposium Web Client offers you the same six nodal real-time displays
included with the Symposium Call Center Server client (Agent, Application,
IVR, Nodal M1, Route, and Skillset). Nodal real-time displays provide you with
areal-time view of call center activities on a per-site basis. You can customize
the standard nodal displays by arranging the columns, applying filters and
supervisor/reporting agent combinations, and changing the colors. For more
information, see “ Configuring private display properties’ on page 109.
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Network-consolidated real-time displays

In addition to the standard nodal displays, Symposium Web Client offers the
following three new network-consolidated displays (only if you have networked
serversin Symposium Call Center Server):

s Consolidated Agent Position Status Count
m  Consolidated Application Display
m  Consolidated Skillset Display

These displays provide you with an overall, real-time view of call center
activities across anetwork linked by multiple serversin Symposium Call Center
Server. You can launch these displays if you have access to a Network Control
Center (NCC) server. For alist of all the statistics columnsincluded in the
standard displays, see Section B: “Network-consolidated real-time displays’ on
page 159.

The displays offer subtotals of activity for each Symposium Call Center Server
sitein the call center network, and a grand total of all statistics shown on the
display. For more information, see “ Subtotals and totals in real-time display
grids’ on page 120.
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Public real-time displays

Public displays include both nodal and network-consolidated displays (if you
work in anetworked environment). There are two types of public displaysin
Symposium Web Client:

Standard real-time displays The set of standard, real-time displays that
are shipped with the software and that every Real-Time Reporting user can
access. The contents of these real-time displays are predefined and cannot
be modified. You can launch these displays from the Public displays folder
under each server on the system tree, or you can make copies of them and
save them in your Private displays folder. Nobody can delete the standard
public displays.

Privatereal-time displays The copies of private displays that users have
saved in the Public displays folder. After you have customized a private
real-time display, you can share it with other users by making a public copy
of it. You can choose to copy the display to the Public displaysfolder on the
same server as the private display, or across all serversto which you have
access in the network. The copied display retains all your customized
settings except filter information.

Like all standard public displays, public copies of private displays contain
no filter information. To add filters to these public displays, users must
make private copies of them first. To delete these displays, you must have
administrator privileges and be logged on to the server as webadmin. For
more information on making public copies of private displays, seethe
online Help.

Private real-time displays

Private real-time displays are those that you create yourself by making copies of
the public displays and modifying them to display the type of information that

you need to monitor your call center. When you save adisplay in your Private

displays folder, only you, the display creator, can access the display.

You can apply color schemes, add custom formulas, and insert or remove
statistics columns. You can also apply filters to most of the real-time displays
(all except the Standard Nodal, VR, and Route displays). Filters enable you to
specify the skillset, application, and agent data that you want to see in your
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displays. In addition, only for your private, customized agent displays, you can
apply supervisor/reporting agent combinations. For more information, see
“Assigning supervisor/reporting agent combinations to real-time displays’ on
page 117.

You can also share your customized real-time displays with other users by
making public copies of them. For more information, see “Making public copies
of private displays’ on page 119.

Data collection modes

Moving window mode
In moving window mode, statistics shown represent the last 10 minutes of
system activity.

Interval-to-date mode

In interval-to-date mode, statistics are collected only for the current interval.
When theinterval is over, datafieldsinitialize to O (zero), and collection begins
for the next interval.

Note: Verify with your administrator that he or she has enabled the mode of your
choice on Symposium Call Center Server using the Real-Time Statistics
Multicast configuration tool.
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Working with real-time displays

Introduction

The Real-Time Reporting main window enables you to log on to any of the
servers shown on the system tree and work with its public or private displays.

Note: The system lists private displays under a server only after you create them.

/J Symposium Web Client 4.0 - Real-Time Reporting - Microsoft Intemet Explorer provided by Nortel Networks

| Ele Edt View Favertes Took Help ‘

- A B a9 #F . 2
Back Fonward Stop  Refresh  Home | Seach  Favortss  Histony Mail Print Edit Discuss  Messenger
| Address [&] hitp: /ptord08/Freporting/Fiealime! =] o6 ‘ | Links
Ty : -
NERTEL ‘_b-.' = Symposium Web Client @
5 S S Real-Time Reporting
The system tree | Displays | Filters Launchpad | Help

lists all servers in

your network Riccmngen47

@ public displays

B ptorcoo; Displays
The list of public  Public displays
(standard)%isplays B Standard_Agert_Display » Click Displays > Add Graphical Display to add new agent
N Standard_applcation_Displ
and a public copy %st::d:d}\f;ﬁs:\:; splay maps, billboards, charts, and collections,

of a private display B standard_Hodsl_M1_Display
on a nodal server. [ standard Routs Display

Click Displays > Manage Exported Displays to view the list

B8 standard_skilset_Display of display grids that you have exported to the application
. B public_one_server_Skillset_Display CEFHET,
A private copy that @ prr sl
you have made of a Frivate displays
blic display, ———— B8 prorc0nj_standard_skillset_Display
pu play. W ptorcook the displays.
@ public displays
@ private displays
W ptordohh available displays.
@ public displays

Click Filters > Manage Filters to configure filter groups for

Click Public displays or Private displays to view the list of

Double-click a display name to launch the display.

@] Done || @ Twsted stes W

You can launch adisplay with its default properties directly from the system tree
by double-clicking the display name. The grid display opensin a separate
window and updates at the default refresh rate for public displays, or at the rate
that you specified for the private display.

The default refresh rate for public displays varies based on the type of display
that you launch.

»  Network-consolidated displays have a default refresh rate of 5 seconds.
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m  The Standard Agent nodal display has a default refresh rate of 1 second.
m  All other standard nodal displays have a default refresh rate of 2 seconds.

2 standard Skillset Display - Microsoft Internet Explorer ; =10] x|
El
Standard Skillset Dlsplay prorc00h Summary Export Print Close | Help |
skillset AAD Srv Lvl % | Ans Wait Agt Staff Agt Active Agt NRdy Agt Idle
rmarketing 1.85 1643 48 49 1z 28 57 ]
net help 9.57 .75 7 iz 56 5 1 74
net support 0.16 67 .44 36 6 3z 4 46 ]
net training 0.63 49,71 a4 29 il b 48 78
et transfer 0.13 39.32 29 31 38 Z a5 4z
reception 112 45,45 an 32 [ 36 24 1z
|| sales 0.01 85.21
___--____
ﬁwng Wwindow, refreshing every 5 seconds Information as of 2/13/2001 3:31:50 PM
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ATTENTION 6 fastest rate at which real-time data from Symposium

Call Center Server can reach the end-user in Symposium

Web Client is equal to the highest value among the

following settings:

» the Multicast Rate (set on Symposium Call Center
Server)

» the Output Rate (set on the application server)
m the Transform Rate (set on the application server)
Example

If the Symposium Call Center Server Multicast Rateis set to
2 seconds, the application server Transform Rateissetto 1
second, and the application server Output Rateis 7 seconds,
then the data on the client PC will not refresh faster than
every 7 seconds, regardless of the refresh rate that you
choose in Rea-Time Reporting.

If the refresh rate that you set for your private real-time
displaysisfaster than therate at which the application server
sends real-time data, your displays will refresh at the rate
you set, but you will not see changes to your datain every
refresh cycle. Contact your administrator for more
information about the rates set on the application server and
the server in Symposium Call Center Server.

To launch links from Microsoft Outlook in a new browser window

When you are viewing adisplay on your desktop, if you choose to open alink to
another Internet site from Microsoft Outlook, the new web page may replace the
real-time display in the same browser window.

To keep the real-time display open and launch links from Microsoft Outlook in a
new browser window, follow these steps:

1 InInternet Explorer, click Tools [0 Internet Options.
2  Click the Advanced tab.
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3 Under Browsing, ensure that the check mark beside Reuse windows for
launching shortcuts is deselected.

4  Click OK.

Deleting public copies of private displays

When you click a public display that isa copy of aprivate display (instead of a
standard public display), then you have the option of deleting the display if you
have administrator rights and are logged on as webadmin.

Symposium Web Client
Real-Time Reporting

®

Displays | Filters Launchpad | Help

Bhp_srv

¥ Public displays SCCS40_SVR: public2_Standard_Agent_Display
# Private displays

W SCCS40_SVR

3 Public displays T
# Private displays
W scos42srv Launch the public2_Standard_Agent_Display.

# Public displays
¥ Private displays

Make Private Copy
Type the name of your private display:
ISCCS4O?S\/R7pubhc27StandardegentﬁD\sp\a

(Note: Each of your private displays must have a unigue name.)

Dilets Public Display This button appears when_ you
are logged on as webadmin and
Delete publicz_Standard_Agent_Display. click a public copy of a private display.
- - — Click this button to delete the display.

& Done [ D Trusted sites v

Note: The Delete Public Display button only appearsif you click a public copy
of aprivate display and if you are logged on to the server as webadmin.

Creating private displays

When you click a public display on the system tree, you have the option of
launching the display, or making a copy of it and saving it in your Private
displays folder.
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Symposium Web Client @
. i Real-Time Reporting
pisplays |  Filters Launchpad | Logout | Help
M Toronto
& Public displays
B standard_agent_Display Toronto : Standard_Application_Display
B standard_application_Display
@ Standard_I¥R_Display
ﬂ Standard_Modal_M1_Display

B standard_Route_Display Launch Display

Standard_Skillset_Displ S |
.VGH(EE:H e ey Launch the Standard_Application_Display.
# public displays

Makg Private Copy I

Type the name of your private display:
|y private display

{Mote: Each of your private displays must have a unique name.)

108 Symposium Call Center Web Client



December 2003

Real-Time Reporting

Configuring private display properties

When you make a private copy of apublic display, you can specify thefollowing
display properties:
m thedisplay refresh rate (minimum 0.5 seconds, or 1 to 99 seconds)

ATTENTION

The fastest rate at which real-time data from Symposium
Call Center Server can reach the end-user in Symposium
Web Client is equal to the highest value among the
following settings:

» the Multicast Rate (set on Symposium Call Center
Server)

» the Output Rate (set on the application server)
» the Transform Rate (set on the application server)
Example

If the Symposium Call Center Server Multicast Rateis set to
2 seconds, the application server Transform Rateissetto 1
second, and the application server Output Rateis 7 seconds,
then the data on the client PC will not refresh faster than
every 7 seconds, regardless of the refresh rate that you
choose in Real-Time Reporting.

If the refresh rate that you set for your private real-time
displaysisfaster than therate at which the application server
sends real-time data, your displays will refresh at the rate
you set, but you will not see changes to your datain every
refresh cycle. Contact your administrator for more
information about the rates set on the application server and
the server in Symposium Call Center Server.

m  thedata collection mode (either moving window or interval -to-date)
m  thesummary chart type (bar chart or pie chart) and fill color (color or black

and white) for all displays except the Standard Agent Display, Standard

Route Display, and Standard Nodal Display

= thepath for summary chartsthat you export as either .omp or .jpg files, and
file name prefix for grid displays that you export to the application server
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= thegrouping of thefirst three columnsin the network-consolidated displays
(not shown in the following diagram). The order that you specify affectsthe
subtotals that you see in the display. For more information, see “ Subtotals
and totalsin real-time display grids’ on page 120.

= thecolorsof the display rows (the filter and site subtotals and grand total)
n thedisplay title
m thefont size of the statistics shown in the display

= whether you want to make a public copy of your private display across all
servers in the network to which you have access, or only on the currently
selected server

/A Symposium Web Client - Real-Time Reporting - Microsoft Internet Explorer provided by Sypwpatem?
File Edit View Fevortes Tools Help Links ” B

Symposium Web Client @
L2 g i Real-Time Reporting
Displays | Filters Launchpad | Help
Whp_srv hp_srv_Consolidated_Agent_Pos_Status_Count Properties | Calurmns | Filters |
¥ Public displays
@ Private displays Data collection Export options
B3 hp_srv_Consolidated_. Refresh rate: |5 secands Summary chart expart path:
B8 hp_srv_Consolidated_Skil Data collection mode: |Maving window =
W SCCS40_SVR Chart format Grid export prefix:
# Public displays Type for site summary: |Bar chart v ConaAgt
3 Private displays Site surmmary fill:[Color - Grgup'"i _ﬂPIt'D" ‘
roup display colurmns:
Wsces42 Jooor =]
scesdasry Metwork summary fill: | Color lm

# Public displays

¥ Private displays (ol et

Color settings: Display Title:
Lyl 1 Tatal Lyl 1 Tatal Lvl 1 Tatal hp srv Consolidated Agent Pos Stz
& Lv| 2 Total - Lv| 2 Total - Lv| 2 Total
Data Data Data Column font size:
GrardTotl| [Grandioml|  Grand Totl Headings: IS_ paints
Lyl 1 Tatal Lyl 1 Tatal Lyl 1 Tatal Data'la_ .
~_l2Total) L2 Tofl| . Lvl2 Total : points
Data Data Data
Grand Total _ Grand Total
Remave Private Display | Launch Display | Submit | Cancel |

Make Public Copy

Type in the name of your public display:

@ Across All Servers

hp_srv_hp_srv_Consolidated_Agent_Pos_Status_Count b
I PSP ST pa-Lae = € This Server Only

(MNote: Each of your public displays must have a unique name. )
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Choosing and arranging columns in private displays

There are two kinds of columnsin the real-time display grids: system columns
(the site name, filter name, and skillset or application name), and statistics
columns, which contain the statistics values that update in real time.

For private network-consolidated displays, you can choose the order of the three
system columns in the Properties tab. The order you choose determines the
subtotals shown in the display. For more information, see “ Subtotals and totals
in real-time display grids’ on page 120.

You can remove, rename, and arrange the order of the statistics columnsin your
private displays. In addition, for nodal displays only, you can add new columns
and custom formulas to the displays, and assign threshold colors to some of the

/3 Symposium Web Client 4.0 - Real-Time Reporting - Microsoft Internet Explorer provided by Nortel Netwarks
| e Edt Yew Fawoies Took Help || Links >
i - e . .
NERTEL 1‘* pa— Symposium Web Client @
NETWORKS R i Real-Time Reporting
Displays | Filters Launchpad | Help
W Toronto my_private_display Properties | Columins || Fiters |
# public displays
W vancouver
# public displays Available Fields: | Ava Ans Delay - Add Field
- : Avg | Sru Lvl - Agt Agt Not
Filter Skillset Ans Dly Ans Wait | Agt Staff e ik Agt Idle
Field name: Agent Staffed Threshald colors:
Column name: [ Agt Staff petween Level 15 2: 1 D
Column width: [10 characters _ | [ |
Delete | Move Left | Move Right |
Remove Private Display Launch Display | Submit | cancel |
9 has been duplicated successfully.

Real-Time Reporting includes some system-defined formulas, such as the
Average Answer Delay. You cannot change system-defined formulas. However,
your administrator can create custom formulas by combining existing fields and
mathematical operators. You can then add these custom formulasto your private
nodal displaysjust as you add any other type of statistics column.
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For more information on customizing your displays, seethe online Help
included with Real-Time Reporting.

Thresholds in real-time display grids

Thresholds are used to highlight exceptional conditionsin the call center. There
are two threshold values that your administrator can define for system activity:
the low value (level 1), and the high value (level 2). These valuesresult in three
operationa levels:

m Belowlevel 1 Based onthetype of statistic, thislevel can mean normal call
center operation and no action required (that is, the lower the number of
callswaiting, the better), or it can signify an alert situation that requires
attention (that is, the lower the service level percentage, the worse the
situation).

m  Between level 1 and level 2 Action may be required to prevent call center
performance from moving beyond acceptable operating levels.

m  Abovelevel 2 Based on the type of statistic, thislevel can mean normal
call center operation and no action required (that is, the higher the service
level percentage, the better), or it can signify an alert situation that requires
attention (that is, the greater the number of calls waiting, the worse the
situation).

Thresholds are applicable to both nodal and network-consolidated real-time

displays. However, they behave differently for each type of display, as described

bel ow.

Thresholds in nodal real-time displays

When you customize the columns of your private nodal displays, you can
specify the colors for the real-time statistics that exceed the defined threshold
values. When you launch your private nodal display, statistics that exceed the
threshold values appear in the color you have chosen, as shown in the graphic on
page 113.
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a Standard Application Display - Microsoft Internet Explorer i |EI|1|

El
Standard Application Display phorc0oh Summary | Export: | Prink Close | Help |

Application AAD Srv Lyl % Offer Ans | Abdd Term Wait Max Wait

acd_dn_application ) 54.83 a6 ss | EE 62|42 01:28
rmaster_script 1 35.23 76 71|34 75|47 06:09
nacd_dn_application 3 44,73 91 37 1 gz 23 03:18
network_script o 78.7 a3 96 1z a0 03:33
Moving Window, refreshing every 5 seconds Information as of 2/14/2001 9:45:21 AM

Thresholds in network-consolidated real-time displays

You cannot choose the threshold colors for your private network-consolidated
real-time displays; statistics that exceed the level 1 value appear in yellow, while
those that exceed the level 2 value appear in red. In these displays, when
statistics exceed athreshold value, the subtotal row in the applicable section
indicates which column in the display contains this statistic.

In the following display, for example, there are two threshold conditionsin the
Salesfilter, as shown in the subtotal line.

3 Sales skillset Display - Microsoft Internet Explorer 10l =l
Sales Skillset Dlsplay Metwork Surmmary | Export | Prink | Close | Help |
Avg
‘ Filter ‘ Site ‘ Skillset Wait | Offer Ansd Abnd Ans Sr\;hLuI
Dly
J ales 33 89
Interval-to-Date, refreshing every 5 seconds Infofmation as of Dl.-"l 2002 17:19:59
Ll Click the plus sign (+) to
zfcp?nd thets?c_tmntﬁfthe Thresholds are indicated
tr:sp zyl?n a';.'tr.'g e in red and yellow in the
[esho’@ condiion. subtotal row of the display.

To view the statistics that have exceeded the threshold levels, manually expand
the section by clicking the plus sign (+) beside the filter name. The statistics
appear highlighted in the appropriate threshold colors, as shown below:
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3 Sales Skillset Display - Microsoft Internet Explorer 1Ol x|
;l
Sales Skillset D|sp|ay Metwork Summary Export Print Close | Help |
Filter Site skillset Wait | Offer | ansd | Abnd %Tng Sr‘;h""'
¥
- | sales 0 9 6 s ssso
Toronto 1] 1] 1] 1] 1] 1]
default_skillset o o o o o 100
salesskillset ] ] ] ] ] 100
Montreal 1] 9 6 3 11 68.89
default_skillset o o o o o 100
french_sales ] ] ] ] 0 100
group_sales o o o o 1] 100
husiness_accts ] ] ] ] 0 100
| salesskillset ] eI 3 38.88
NewkTotal | [ | o 9 ] | sse9]
ﬂterval-to-Date, refreshing every 5 seconds formation as of 01/90/2002 17:58:12
When you expand the display, you can see
the statistics that have reached or exceeded
threshold levels. ;I

Adding filters to real-time displays

There are two features that enable you to control the data that you want to seein
your private real-time displays: filters and supervisor/reporting agent
combinations. This section includes details on creating and assigning filters. For
information on supervisor/reporting agent combinations, see “Assigning
supervisor/reporting agent combinations to real-time displays’ on page 117.

Filters enable you to specify the agents, skillsets, and applications that you want
to see in your private real-time displays.

After you apply filtersto the real-time displays, you no longer have to scan data
that is not applicable to you. For example, if you are the supervisor in the Sales
department, you can create a filter containing data applicable only to Sales and
apply it to all your private real-time displays.

You must create and save the filters in the Filters window of Real-Time
Reporting before you can assign them to the real-time displays.
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ZJ Symposium Web Client 4.0 - Real-Time Reporting - Miciosoft Intermet Explorer pravided by Nartel Networks

| Ble Edt View Favotes Took Help HLmks >

NERTEL | ) W= Symposium Web Client

Displays | Filters Launchpad | Help

 Filters

7 sales Sales shilset | Application || agent |

selection criteria for application elements:

47.179.140.146, Master_Script
47.179.140.1486, Network_Script
icerngenl?, Master_Script
icerngeni?, Network_Script
ptarcOOh, Master_Script
ptarcOOh, Network_Script

il e < B B

ieemngsn17, Mastsr_Script

"""""" icerngeni?, Network_Script
47.179.1401.146, ACD_DN_Applicstion
47.179.1401.146, Mastar_Script
47.179.140.146, riks_tsstl
47.179.1401.146, NACD_DN_Applicstion
47.179.1401.146, Natwark_Seript =l

Delete Filter select Search || Select all | clear all | submit | cancel |

I

|&] Done || @ Twsted stes W

Note: Your call center administrator must assign a partition to you containing
agents, skillsets, and applications before you can create filters with each type of
data. If your administrator has not assigned a partition to you, then you cannot
createfilters. You can view all call center data in the real-time displays, but you
cannot specify the data that you want to see.

You can apply as many filters as you want to each display. However, if you have
included the same skillset or application in two or more filters on one real-time
display, to accurately provide the total values, the system discounts duplicatesin
thetotal calculation. For example, on onereal-time display, if you have specified
that filter 1 includes Toronto Sales, Toronto Marketing, and Toronto Customer
Service, while filter 2 includes Toronto Sales, Montreal Sales, and Vancouver
Sales, the network total includes only one Toronto Sales value.

After you create filters, you can apply them to your private rea-time displaysin
the Filters tab.
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%3 Symposium Web Client 4.0 - Real-Time Reporting - Microsalt Intemnet Explorer provided by Nortel Networks
|| Links

Symposium Web Client @
Real-Time Reporting
Launchpad | Help

Jgne Edt ‘iew Favoites Tools Help

Displays | Filters

B Toronto my_private_display Properties || Columns | Filters |
# Public displays

B vancouver
# Public displays
@ Private displays o
B my_private_display

Assign filters:

Sales

Removs Frivate Display Launch Display Select all | clear &l | Submit | cancsi

|&] Done || @ Twsted stes v

ATTENTION 52 elements appear in the display only if the system has
collected real-time statistics for the element. If there are no
reported real-time statistics for the element, then it does not
appear in the display.

For more information on configuring and assigning filters, see the online Help
included with Real-Time Reporting.

116 Symposium Call Center Web Client



December 2003 Real-Time Reporting

Assigning supervisor/reporting agent combinations to real-time
displays

When you customize an agent display, you can assign one or more supervisor/
reporting agent combinations to the display. Unlike filters, which you create by
specifying the agents, applications, and skillsets that you want to see, you cannot
create supervisor/reporting agent combinations. Instead, when your
administrator configures your Web Client user profilein Access and Partition
Management, he or she assigns these combinations to you on a per-server basis.

When you customize the agent display on a server on which your administrator
has assigned a supervisor/reporting agent combination to you, click the Filters
tab to seethe list of filters that you have created, and the supervisor/reporting
agent combinations assigned to you. Each supervisor’s name on the Filter s tab
represents a supervisor and all of hisor her reporting agents.

Using both supervisor reporting/agent combinations and filters

To include all your reporting agents in the display, aswell as any of your
associated agents that are included in the partition assigned to you, use a
combination of filters and supervisor/reporting agent combinations. For
example, to see all your reporting agents in the display, click the supervisor/
reporting agent combination corresponding to your supervisor profile. In
addition, create and assign afilter containing your associated agents. When you
launch the display, you see al your reporting agents and the associated agents
who you have included in thefilter.

ATTENTION £ the supervisor/reporting agent combination and the filter

assigned to a display each contain the same agent, then this
agent appears twice when you launch the display. Therefore, to
avoid duplicated data, configure the filter so that it does not
contain any of the same agents as the supervisor/reporting
agent combination.

Example

The following graphic shows the Filter stab for a customized agent display,
containing a filter the user has created and called “agents,” and a supervisor/
reporting agent combination for supervisor James John (and all his reporting

agents).
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®

-

Symposium Web Client
Real-Time Reporting
Displays | Filters Launchpad | Help
ptord0jb_Standard_Agent_Display Properties | Colurmns | Filters |
Assign filters:
This is afilter containing Filters
agents that the user has
created. T agents
Supervisors
This is a supervisorireporting
agent bination that the v John, James
inistrator has igned
to the user.
‘I I _’I Remove Private Display | Launch Display | Select Al | Clear Al | Submit | Cancel | LI

To assign the supervisor/reporting agent combination, click the check box beside

James John's name.

To see an example of how using both filters and supervisor/reporting agent
combinations can enable you to act as the associated supervisor for agroup of
agents, see “ Supervisors and associated supervisors’ on page 39.

Supervisor/reporting agent combinations are dynamic

One benefit of assigning a supervisor/reporting agent combination to a display
(instead of afilter containing your reporting agents) is that these combinations
are automatically updated to reflect the agents assigned to you. When you or
another user assigns a new agent to you, the agent is automatically included in
the corresponding supervisor/reporting agent combination, and, therefore,
automatically appears in the display to which the combination is assigned.
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Making public copies of private displays

After you have customized a private real -time display, you can share it with
other users by making a public copy of it. You can choose to copy the display to
the Public displays folder on the same server as the private display, or across all
servers to which you have access in the network.

To make a copy of a private display, click the display name in the server tree.
Then, in the resulting Properties tab, type a name for the public display, choose
the server on which you want to copy the display, and click M ake Public Copy.
The copied display appears under the selected serversin the Public displays
folder, enabling all users who have access to the server to use your display.

The copied display retainsall your customized settings except filter information.
Like all standard public displays, public copies of private displays contain no
filter information. To add filters to these public displays, or to change them in
any way, users must make private copies of them first.

[ WsccsaZsry Metwork surmmary ﬂl\:lca\nr j Eilter - Site - Element =

# Public displays
Display format

¥ Private displays
Color settings: Display Title:

Lyl 1 Tatal Lyl 1 Tatal Lvl 1 Tatal hp srv Consolidated Agent Pos Stz
& Lv| 2 Total - Lv| 2 Total - Lv| 2 Total
Data Data Data Column font size:
Grand Tatal Grand Tatal Grand Tatal Headings: [8 points
Lv| 1 Total Lv| 1 Total Lv| 1 Total X
Ll 2Totl| . _Lvl2 Total] . _LvI2 Total (0=t | (i
Data Data Data
Grand Tatal Grand Tatal Grand Tatal
Remaove Private Display | Launch Display | Submit |

Click this button to Make Pblic Copy
make a public copy of
your private display. Type in the name of your public display:

® fAcross Al Servers
© This Server Only

|hp_srv_hp_srv_cansoI\dated_Agent_PDs_Sta\us_Count

(Mote: Each of your public displays must have a unique name. )

K1 i
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Subtotals and totals in real-time display grids

Introduction

The subtotals shown in the real-time display grids differ according to the type of
display (nodal or network consolidated), and whether you have applied filters to
the display. You can choose the colors for the subtotal linesin the Properties
tab. For more information, see “ Configuring private display properties’ on page
100.

Nodal display subtotals and totals

In nodal real-time display grids, you can see subtotals for each filter that you
have applied to the display, and a grand total for all of the site’s statistics at the

bottom of the display.
2} ptorcooj standard Skillset Display - Microsoft Internet Explorer =10l x|
-
Serverl Standard Skillset DiSp'aV Server 1 Summary Expart Prink Close I Help |
Filter skillset anp | STV ans | wait | MOt | AgE o ||
- |Office Support 2.46 43.18 24 19
Microsoft Excel 3.14 52.94 7 3 3z ] 7 3
Microsoft Outlook 1.28 33.33 7 g 26 & 4 3
Microsoft PowerPoint 0.33 33.33 9 1 40 z 5 9
Microsoft word 25 50 1 7 26 4 g 3
- |callCtr Support +4.06 50.85 33 14
Adrmninistration 242 7272 7 1 22 8 1} o
Advertising 8.6 36.36 5 3 37 o & 7
Helpline 2,14 33.33 7 5 40 5 a a
Marketing 5.28 69,23 7 4 35 5 g 1
|| Sales 3.14 40 _7 1 36 3 o L]
servert Total |
#Dving window, refreshing every 5 seconds ----ﬁﬁmﬂ%
-]
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Note: For statistics such as Agents Staffed, Agents Active, Agents Not Ready,
and Agents Idle, the displays do not show the totals since one agent is typically
assigned to more than one skillset, which makes these totals misleading.

Network-consolidated display subtotals and totals

In the network-consolidated real-time displays, the subtotals you see depend on
the grouping of the three system columns: the site name, filter, and the element
type (skillset or application name).

You can arrange the order of these three columns when you customize your
private network-consolidated real-time displays. For more information, see
“Configuring private display properties’ on page 109.

There are three different grouping arrangements for these columns:

m  Filtersfollowed by site names (serversin Symposium Call Center
Server)—In this arrangement, you see a subtotal first for the filters, and
then for each of the sites.

n  Filtersfollowed by e ement type—In this arrangement, you see a subtotal
first for the filters, and then for the element type.

m  Sitesfollowed by filters—In this arrangement (see the following diagram),
you see asubtotal first for the network sites, and then for the filters.

The network total at the bottom of the display shows asummary of al the
statistics in the display. The system cal culates the network total differently for
each of the two types of statistics shown in the displays:

s For raw statistics, such as the total number of calls answered, the network
total isthe sum of all filter group subtotals.

m  For calculated statistics, such asthe average answer delay, the network total
is the amount reached after adding up all individual statisticsin the column
and applying the appropriate formulato the sum. The subtotal valuesin the
column are not used in this calculation.
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(]|
i

Consolidated Agent Position Status Count Network summary || Export | print | close |
Site Name | Filter skillset sI:u Wait R:g::iy DN “['):3' '*_'SED csasil SNStg:" S%“E‘;'I'I
Toronto 12 4 8 9 5 5 10 6 2
Sales 9 3 ] ] 2 5 8 5 1
Default_skillset 5 1 4 3 1 o 2 2 1
skilll 2 1 1 1 o 3 5 2 u]
skillz 2 1 1 2 1 z 1 1 o
Marketing 2 1 1 3 2 0 2 0 0
Customer_Svce 1 1} 1 1} 1 1} 1} 1 1
Default_Skillset 1 o 1 1] 1 1] 1] 1 1
Yancouver 20 8 11 19 10 10 16 9 9
Sales 14 4 9 9 3 7 9 6 6
Default_Skillset 3 o 3 1 2 1] 5 o 3
skilll 5 3 1 3 o 4 2 1 2
skillz & 1 5 5 1 3 2 5 1
Service 6 4 2 10 7 3 7 3 3
Mkl 2 1 1 2 5 2 3 1 3
Mskz 4 3 1 g 2 1 4 2 o
Montreal 10 6 4 5 2 4 11 7 3
Service 10 6 4 5 2 4 11 7 3
Mkl 4 1 3 4 2 1 g 2 2
Mskz & 5 1 1 o 3 3 5 1
Ntwk Total 42 18 23 33 17 19 37 22 14
Interval to Date, refreshing every 5 seconds Information as of 6/3/00 11:18:28 AM

=
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Multi-page displays

Introduction

A real-time display that contains large amounts of data can be cumbersome to
view. Symposium Web Client makesit easier to view large displays. Whenever a
real-time display contains more than 30 data elements, the system breaks it
down into a multi-page display, with each page containing a maximum of 30
lines of data.

When you launch adisplay with alarge amount of data, arow of numbered links
appears at the bottom of the display, with each link representing a pagein the
series. To view each page, click the numbered links, or use the Next and Prev
(Previous) links. This feature enables you to flip from one page to the next
without having to scroll through many lines of data.

Example

You launch the Standard Agent Display for the Toronto site, acall center with
over 200 configured agents. In the resulting display, a numbered bar appears at
the bottom of the display, indicating how many consecutive pages there are for
you to view. Click any of the numbers to move from one page to another, or use
the Prev and Next links.

Note: When you sort the columns in a multi-page display, you sort the column
across the series of pages, not just on the individual page.
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The following graphic shows an example of one page in a series containing 10
pages.

Toronto Standard Agent Display - Microsoft Internet Explorer ! B ;|g|5|
El
Toronto Standard Agent Display Export | Print dose | Help |
agtip | ARTE | Alame. | Pos 10 | *ime™t | skiset | 'Status |Wolkaway/onin) gU | TSR
5101 Janet Browne 5101| John Idle 2:05
5102 Justin Young 5102 | John Active 14:02
5103 Liz Matthews 5103| Linda Active 1:56
5104 Andrea Hossack 5104 | Kara Active £:45
5105 Sue Bartlernan 5105| John Idle 2:05
5106 Eric Innanen 5106| Miriam Mot Ready 5:34
5107 Marlene Haley 5107 | John Active 2126
5108 Rosa Rodriguez 5106| Linda Active 5125
5109 Fermin Lablanca 5109| kara Active 12:05
5110 Jenny Chiu 5110( Miriam Idle 4:04
5111 Chayapan | Bamrhung 5111| John Idle 4:10
5112 Yyvette Lemieus 5112 John Mot Ready 3:25
5113 Adrienne | Watts 5113| Linda Idle 1:57
5114 Jason lacobs 5114| Kara Active 2:04
5115 Lynne Olver 5115| Miriam Active 7135
5116 Rob Parry 5116| John Mot Ready 1:45
5117 Walter Garcia 5117| Miriam Idle 2:02
5118 Andrew Mg 5118| Kara Active 12:05
5119 Arielle Greene 5119| Linda Active 22104
5120 Sarah Winters 5120| John Idle 1:07
Moving Window, refreshing every 5 seconds Information as of 18/05/2000 2:50:53 PM
Page 6 of 10 . .
[1 2 3] 4] 5] 8] 2] 8] 9 10 Nex] MI—EE&ZEEEI}?{EK;nmITaﬂs & Series
E
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Chart displays

Introduction

There are two types of chart displaysthat you can launch in Symposium Web
Client: summary charts, and chart graphical displays that you configure and
store in your Graphical Displays folder.

Summary charts

You can launch summary charts only from the grid displays. This type of chart
summarizes the statistics shown in the grid display from which you launch them,
in either bar chart or pie chart format.

= Youcanlaunch asite summary chart either from the site summary buttonin
nodal grid displays, or by clicking the site name in a network-consolidated
display.

= You canlaunch a network summary chart only by clicking Networ k
Summary in a network-consolidated grid display.
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Site summary charts

Site summary charts show a summary of the call activity at one site (one
Symposium Call Center Server) in the network. You can launch these chartsin
either pie chart or bar chart format, and you can change the chart fill (either
black and white pattern or color) by clicking Pattern or Color on the chart.

The following example shows a pie chart site summary for the Toronto site that
was launched from the application display:

A (=] B3

Toronto - Application - 06/14/2000 3:42:42 PM

58

= Waiting [ arrived [0 answered
[ 4bandoned O mtwk Waiting [ Request
[ ntwk Routed [ wtwk snswered [ ntwk sbandoned

Pattern | Export BMP | Export JPG | Prinkt | Close |
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Network summary charts

Network summary charts show a summary of the statistics for all sitesin the
network in vertical stacked bar chart format only. These charts report the total
value for each statistic in the network and do not take your filter settings into
account. The statistics values for each site in the network are indicated by a
separate color, or adifferent black and white pattern.

The following example shows a network summary chart launched from the
Network Consolidated Skillset display:

Network Consolidated Skillset - 8/9/00 12:37:14 PM

A0

B Toronto
[ vancouver

Walting offated fnswerd dennad kawa\zm NW“O«Emde\* fnsweEd

Pattern | EnportBMP || Ewport PG | Print || Close | Help

Chart graphical displays

You can configure and store private chart displays in your Graphical displays
folder on the system tree under the server of your choice. These charts differ
from the summary chartsin that only you, the creator of the chart, can access
them and change their properties.
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Chart properties
You can create application, VR, and skillset chart displays. When you create
these custom displays, you can specify

= the statistics of your choice
= whether you want to see the chart in color or black and white

= the path for exporting a snapshot of the chart. For information about
exporting, see “Exporting real-time displays’ on page 142.

m thedata collection mode (either moving window or interval -to-date)

Additional properties for application and skillset charts
In addition to the above properties, when you create your customized application
and skillset chart graphical displays, you can choose

m  multiple statistics per skillset or application (for example, the Calls
Waiting, Calls Answered, and Calls Abandoned statistics for the
French_Sales skillset)

»  multiple statistics viewed for a summary of all the applications or skillsets
within your partition on the selected server (for example, Calls Waiting,
Calls Answered, and Calls Abandoned for al skillsetsin your partition on
the server), or across all serversin the network

m  multiple skillsets or applications per statistic (for example, the number of
Calls Waiting for each of the French_Sales, English _Sales, and
Spanish_Sales skillsets). Thistype of chart is available only for nodal

displays.

Note: For summary chart skillset displays, the total for statistics such as Agents
Staffed, Agents Active, Agents Not Ready, or Agents Idleis shown as 0 since
one agent istypically assigned to more than one skillset, which makes these
totals mideading.

Additional properties for IVR charts
When you create your customized IVR chart graphical displays, you can choose

»  multiple statistics for asummary of al VR queues on the selected server
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Chart formats

You can specify the following chart formats:

= Nodal chart displays You can choose from horizontal or vertical bar chart
or pie chart format.

= Network-consolidated chart displays You can choose from horizontal or
vertical stacked bar, or horizontal or vertical line plot format.

For asummary of all the chart formats for each element type, see the following

table:

Element type Chart options (nodal)

Chart options (network
consolidated)

AgentPosition N/A

Count

Application n

Choose statistics per
application (for example,
view the Calls Answered,
Calls Waiting, and Calls
Abandoned statistics for
the Master_Script
application, or for a
summary of all
applications in your
partition on the selected
server).

Choose applications per
statistic (for example,
view the Calls Answered
for the Sales, Marketing,

and Support applications).

m Choose statistics per

summary (for example, view
the Agents |dle, Agents Not
Ready, and Agents Active
for asummary of all skillsets
in your partition across al
servers).

Choose statistics per
summary (for example, view
the Calls Answered, Calls
Waiting, and Calls
Abandoned statistics for a
summary of all applications
in your partition across all
servers).
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Chart options (network
Element type Chart options (nodal) consolidated)

IVR m Choose statisticsfor IVR  N/A
summary (for example,
view the Calls Answered,
Calls Waiting, and Calls
Abandoned statistics for a
summary of all IVR
gueues on the selected
server).

Note: You cannot select a
particular IVR queue; you
can view only a summary of
IVR queues on a particular
server.

Skillset m Choose statistics per m Choose statistics per
skillset (for example, view summary (for example, view
the Calls Answered, Calls the Calls Answered, Calls

Waiting, and Calls Waiting, and Calls
Abandoned statistics for Abandoned statistics for a
the French_Sales skillset, summary of all skillsetsin
or for asummary of all your partition across all
skillsetsin your partition servers).

on the selected server).

m Choose skillsets per
statistic (for example,
view the Calls Answered
for the Sales, Marketing,
and Support skillsets).
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Example

You want to create anodal application chart display that showsthe real-time data
for the Master_Script application on the Toronto server. You want to monitor the
following statistics:

s CalsOffered

= CalsAnswered

s CalsAbandoned

m  CalsGiven Terminate

s CallsWaiting
When you open the New Graphical Display window, you type the name of the

new display, choose the Toronto server, the Application element type, and the
statistics per application chart type.

Mew Graphical Display

Name: [aster

Server: [Toronto =1

Element Type Presentation

(o Agent " Billboard
(C Application
C IvR
 skillset
<l

Edit Properties | Cancel |

hart {choose statistics per application}

Chart {choose applications per statistic)

Click Edit Propertiesto open the Chart Properties window, in which you can
choose the application, select the statistics, type the title of the new graphical
display, and choose the data collection mode.
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Choose the statistics that
you want to monitor.

Master Toronto, Application

Chart properties:

Chart title: Statistics:
|Toronto Master_Script ¥ Calls Offered -l
Chart type: ¥ Calls Answered
|Hnriznntal Bar =1 L [ Calls aAbandaned
Choose the Chatt fill: ¥  Calls Given Terminake
ar?plication |COIor ;I W Calls Waiting
that you
want to Application: ™ cals Abandoned Delay
MONILOF.  — IMaster_Script =1 [T Calls Abandoned After Threshold I
Data collection mode: ™ calls Answered Delay
5:::’:59 the — | Maving windaw =1 I~ calls Answered After Threshold
coll:laction Export path: {Blank to desktop) T Calls Answered Delay At Skilset
mode,
| ™ Metwork Out Calls -
Check all Clear al |

Remove Display Launch I Submit I Cancel I

When you are finished customizing the display, you must click Submit to save
your changes. Then click L aunch to start the new graphical display.

4} Master : Master_Script - Microsoft Internet Explorer

=10l x|

Toronto Master_Script {11,/1,/2001 3:37:52 PM)

[ calls Offered [ calls Answered A cals Abandoned
[ calls Given Terminate [ calls waiting

Pattern | Export BMP | Export PG | Print | Close | Help |

The following example shows a skillset chart display in which the statistic Calls
Answered is monitored for the three skillsets, French Sales, English Sales, and
Spanish Sales:
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73 skillsets: Calls Answered - Microsoft Internet Explorer 10l =|

Toronto Skillsets (11,/1,/2001 3:50:53 PM)

[MFfrench Sales [ English Sales [ Spanish Sales

Pattern | Export BMP | Export PG | Print | Close | Help |

Note: For summary chart skillset displays, the total for statistics such as Agents
Staffed, Agents Active, Agents Not Ready, or Agents Idleis shown as 0 since
one agent istypically assigned to more than one skillset, which makes these

totals mideading.
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The following example shows a network-consolidated chart display in line plot

format:
= ] NCC summary - Microsoft Internet Explorer i [=] 3]
WCC summary (4/3/2001 6:16:49 PM})
23
L]
20 Al
FTT SO @ R AREERTEE
15 15
14
T P
7
|
B
0 0 0 0
0 e
\Waiting \n Gerilee Mot ready gulisst Call
4T, 179,140,146 B Toronto *  Vancouver
Pattern Exzpart BMP Expart JPG I Print I Close | Help I
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Graphical displays

Introduction

In addition to chart graphical displays, you can a so create the foll owing types of
graphical displaysin Real-Time Reporting:

= agent maps

»  billboards

= collections

Agent maps

Agent maps are graphical displays that use blocks or rectangular icons to
represent agents in the call center. Each block contains details about the agent,
such as the agent’s name, login 1D, time in state, and current agent state.

Note: Before you can create and launch an agent map, you must assign either a
filter containing agents or a supervisor/reporting agent combination to the
display. For more information, see “Agent maps and filters’ on page 138.

There are two different views of agent maps:

s boxview
m  iconview

When you first launch an agent map, it defaults to the box view. In this view, all
agent blocks are initially minimized, but you can still see the agent detailsin a
small pop-up window by hovering your cursor over each block. Click the square
icon in the upper right corner of each box to maximize the box and see the
agent’s details. The box background color represents the agent state, while the
text color—if other than black—represents athreshold level (the box must be
maximized to see the text).
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Box view

3 iccmngenl4: Agent Map - Microsoft Internet Explorer

In the box
John - |Nancy =l view, click the
pig On Skillset 022 Idle =ypper right
Call 21:20| corner to
21:18 maximize or
minimize the
Roberta o Juanita | boxes.

Fred o
Click this button to
switch to Icon view,
in which each agent
is shown as a small,
colored icon.
4] !
Agent Display | Icon Yiew |

Zoom option

In box view, azoom option enables you to resize agent map displaysto 75
percent and 50 percent of their normal size. The resizing option does not apply
to agent maps when they are shown inicon view. When you resize an agent map,
the text within the agent blocksis also resized, and the relative position of the
iconsis maintained. If you resize an agent map to 50 percent of its normal size,
then the spacing between the agent map iconsis halved. To resize the agent map,
click the appropriate size from the Zoom drop-down list.

Zoom drop-down list

Z00m |IDD% vl

Click I con View to switch to icon view, in which each agent is represented by a
small icon that changes color according to the agent’s state and whether a
threshold value is exceeded.
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Icon view

3 iccngen14: Agent Map - Microsoft Internet Explorer

ERCOO0OOO

Parm, 022
State; Idle (48:32)

Poition 1Dt 5212 In icon view, place your cursor over an

agent icon to view the agent's details,
such as state and time in state. The icon
color represents the agent state until a
threshold value has been exceeded, at
whlich point it changes to the threshold
color.

Agent Display | Box View | Save Layouk | Tile Agents | Closel Helpl

You can choose the colors for the threshold alerts, specify the way you want the
agent name and login ID to appear in the icon header, and specify if you want
the agent map to pop to the front when athreshold level is exceeded.

Note: When an agent map pops to the front, it only pops to the front of the
browser session from which you launched it. Agent maps do not pop in front of
other browser sessions, or other open applications on your desktop.

Agent state colors
When you configure an agent map, you can choose the colors for each of the
following agent states:

= logout

= undefined
m  busy

n ide

= not ready

s onskillset cal
s onDNincadl
= on DN out cal

When an agent’s activity changes, the background color in the agent’s block
changes accordingly.
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Agent icon header format
When you configure agent maps, you can also specify which of the following
combinationsto display in theicon header:

= agent first name, followed by last name

= agent last name, followed by first name

= agent first name and login ID

= agent last name and login ID

The following graphic shows the drop-down list in the Agent Map Properties
window from which you can choose the icon header format:

Agent Name:
| First Name ( Login 1D} =
(Ei :

iFirsk ello )
Last Mame, First Nare

Last Mame { Login ID)

First Marne Last Mame

Threshold alerts

There are also threshold alerts for agent maps when the statistic values exceed
the threshold values set by the administrator. You can choose a color for

statistics that exceed the level 1 threshold value, and another color for statistics
that exceed the level 2 value. When the threshold values are exceeded, thetext in
the maximized agent blocks (in box view), or the agent icon (in icon view),
changes color accordingly.

Note: In box view, you must maximize the agent blocks to see the text change
color when athreshold is reached; the text in the title bar of minimized agent
blocks does not change color.

Agent maps and filters

Before you can create and launch an agent map, you must assign either afilter
containing agents or a supervisor/reporting agent combination to the display. To
assign afilter containing agents, you must configure it on the selected server.
You can assign agent filters to agent maps to show only a subset of the agentsto
which you have access (the agentsincluded in the partition assigned to you). For
example, you can create filters to correspond to different departments in the call
center.
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Alternatively, if your administrator has assigned a supervisor/reporting agent
combination to you, then you can assign this combination to the agent map
display to view all your reporting agents. You can assign either afilter
containing agents or a supervisor/reporting agent combination: you cannot
assign both simultaneoudly.

Customizing the agent map layout

You can move the agent blocks around in the agent map to represent the seating
plan at the call center site. You can also resize the agent map by clicking and
dragging its border to the desired size. After you arrange the agent icons, click
Save L ayout to save your configuration.

Finally, you can launch the corresponding nodal agent real-time display grid by
clicking Agent Display at the bottom of the agent map.

Note: You cannot configure agent maps on the Network Control Center server.

3 ptorc00j: Agent Map - Microsoft Internet Explorer i |EI|1|
George (4002) _| Amy (4003)0 |Linda (40040 Liz (40300 |Nat (4037) _| Andrew (3001}
2 On DN Out Call 654 On DN In Call

1011 05:45

Bobh (4005) _| Justin (4017)0 Janet (4029)0
1 OnDM Out Call
10:05

Agent Display | Zoom IIDD% vl Tcon Yiew | Save Layouk | Tile Agents | Closel Helpl

For step-by-step procedures on creating and configuring agent maps, see the
online Help included with Real-Time Reporting.

Billboards

When you configure a billboard, you can choose one statistic that you want to
monitor closely, such as the number of calls waiting, and one skillset or
application (out of all skillsets and applicationsin your partition). Alternatively,
instead of selecting one skillset or application, select Summary to view a
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summary of all IVR queues on the selected server, or asummary of the statistics
for all applications or skillsetsin your partition on the selected server (for nodal
graphical displays), or across al serversin the network (for network-
consolidated graphical displays). For example, you can monitor the number of
callswaiting for the Sales skillset. When you launch the billboard, the statistic
appears as alarge, colored number that updates at the default refresh rate of

5 seconds.

You can configure billboards only for the nodal Skillset, Application, and IVR
displays, and for all three network-consolidated displays. When you double-
click the billboard, the corresponding real-time display grid appears.

You can specify the billboard title, select the statistic that you want to monitor,
choose the font color for viewing the statistic, and the colors for the threshold
levels. The background color of billboard displaysis black until athreshold
value is exceeded, at which time it changes to the color you have specified for
the threshold level, and the font changes to black. You can also specify if you
want the billboard to pop to the front when athreshold level is exceeded.

Notes:

= When abillboard popsto front, it only pops to the front of the browser
session from which you launched it. Billboards do not pop in front of other
browser sessions, or other open applications on your desktop.

= Whenyou create Skillset billboards and you select statistics such as Agents
Staffed, Agents Active, Agents Not Ready, or Agents Idle, the total for this
type of statistic across multiple skillsets can be mideading since agents are
typically assigned to more than one skillset. Therefore, when you select any
of these statistics and you choose the Summary option, the system notifies
you that the statistic is not available when you launch the billboard.
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The following example shows a billboard displaying the Service Level %
statistic for the Standard Application Display:

'3 47.179.140.146: Service Lew:

47.179.140.146: StandardApplication

For step-by-step procedures on creating and configuring billboards, see the
online Help included with Real-Time Reporting.

Collections

A collection isagrouping of real-time displays shown in the same window. The
advantage of using collectionsis that you can monitor different displays and
different types of statistics at the same time.

When you configure a collection, you can specify a maximum of three real-time
display grids for the left side of the collection, and three chart or billboard
graphical displays for the right side. Each display in the collection behaves
according to its own settings and properties.

Note: You can choose from only those private real-time display grids and
graphical displaysthat exist on the server on which you are configuring the
collection. Therefore, you must configure the graphical displays on the server
before you can include them in your collection.
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/B ptorc00j; collection1 - Microsoft Internet Explorer —18 x|
Standard Skillset Display i ptorc0j summary (2/19/2001 4:57:14 PM)
- Sev Ll _ Agt
skillset AAD & Ans | wait | Agtstaff| A% | agtNRdy | Agtldle
default_skillset 8.5 238 4 17 43 31 s2 44

kara 2.78 32.83 14 69 99 1 76 51

nski 0.83 34.56 60 53 64 34 &0 15 Eﬁ”w :
nskin 0.14 771 67 90 20 80 65 10 1%/
nskil 0.27] 6338 47 60 43 23 56 60 mll“z
nsk2 122 59.18 67 64 42 62 46 &7 883 [
nsk3 452 3617 21 93 29 16 a7 20 : : : :

nskd 728 8936 7 95 62 26 an o1
nsks 09|  B0.64 21 13 15 17 a4 83) < [ Agent Staffed
OO agent Active
Standard Application Display H :EZ:E ;‘fj'; Ready
— srv Lvl Max O agentononcall
Application ARD offer Ans Abdd | Term Wait T I gent on fitierk skilsst €3l
acd_dn_ 55‘55‘ 2 - o1 a4 07i1s [ Agent on Other Skilset Call
mastor_seriot . | 51| w4 _onws

nacd_dn_application

network_script

sz |
44 28 02:10 ptorc00j summary (2/19/2001 4:57:14 PM)
| =T I e I I L

Moving Window, refreshing every 5 seconds Information as of 2/19/2001 4:57:11 PM 127

HDHH
o
3
g
R
&
L

Standard TVR Display

13 280
Queue Queue No AAD SrvLvl% | Ans Tr:;t‘ed Wait
Defautt_IVRQ 539 0.04 5182 35 33 43
_|testrzaa 1234 073 35.58 58 65 o6
JptorconyTotat | | 09|  se2r]  107] 98| o] .
Moving Windouw, refreshing every 5 seconds Information as of 2/19/2001 4157114 PM

E calls Offered O calls Answered
O calls Abandoned O calls wating

Exporting real-time displays

In Real-Time Reporting, you can save snapshots of rea-time displays for future
reference by exporting them to the application server, to a network computer, or
to your computer. The export location depends on the type of display that you
export.

= You can export snapshots of real-time display grids only to the application
server.

= You can export snapshots of summary charts and chart graphical displaysto
alocation that you specify on a network computer or on your computer. If
you do not specify a custom location for exporting chart displays, the
system automatically exports them to your desktop.

Exporting real-time display grids
When you view areal-time display grid, you can click Export to export a
snapshot of the grid display to the application server.
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The system saves the grid as an HTML file with the file name
userid_prefix_date_time.htm.

s Theuserid isyour application server user ID.

m  Theprefixisatitle that you can give the display when you customize its
properties (for more information, see “Configuring private display
properties” on page 109). If you do not specify a custom prefix, the system
provides a default prefix.

m  Thedate_timeisthe timestamp when you export the display.

Example

Your user 1D isKara, and you specify agrid export prefix for the Skillset display
of Skillset. You export the Skillset grid display to the application server on May
23, 2001 at 12:45:28 p.m. The system saves the file with the name
kara_Skillset_20010523_124528.htm.

To access real-time display grid files that you have exported to the application
server, you can use the Exported Displays window in Real-Time Reporting. This
window enables you to view al files that you have exported, and delete the files
that you no longer want to keep. To view an exported file, click the file name.
The file opensin a separate browser window.

emet Explorer provided by Nortel Networks

Symposium Web Client 4.0 @
2] Real-Time Reporting
Displays | Filters Launchpad | Help

Select Al | Clear Al | Delate Cancel

& Froperties for have been saved successfully.

€] Done I [ @ Trustedsites 7
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Exporting summary charts

When you view a site summary or network summary chart, you can click
Export BMP or Export JPG to export a snapshot of the chart to the location
that you specified when you customized the corresponding private real-time
display. You can choose to export the snapshot as a bitmap graphic with a.bmp
extension, or a JPEG graphic with a.jpg extension. For information

on customizing your displays, see “ Configuring private display properties’ on
page 109.

The system saves the network summary charts with the file name
DisplayType _date _time.[file extension].

m  TheDisplayTypeiseither Ntwk_Skillset, Ntwk_Application, or Ntwk_Agent
PositionCount, depending on the display from which you launched the
summary chart.

m  Thedate _timeisthe timestamp when you export the chart.
m  Thefile extension is either .jpg or .bmp.

The system saves the site summary charts with the file name
DisplayType sitename_date_time.[file extension].

n  TheDisplayTypeis either Sandardillset, StandardApplication,
SandardAgent, SandardNodal, SandardI VR, or SandardRoute,
depending on the display from which you launch the summary chart.

m  Thesitename isthe name of the Symposium Call Center Server from which
the display is launched.

m  Thedate timeisthe timestamp when you export the chart.
m  Thefile extension is either .jpg or .bmp.

Example

You export the Network Consolidated Agent Position Status Count network
summary chart as a.bmp file on June 29, 2000 at 2:23 p.m. The exported file
name is Ntwk_AgentPositionCount_20000629_142307.bmp.

To access summary charts that you have exported, navigate to the location that
you specified while customizing the corresponding network-consolidated or
nodal real-time display. If you did not specify an export path, the fileis located
on your desktop.
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Overview

Introduction

The Symposium Call Center Server can collect the following types of real-time
statistics:

agent

application

IVR (M1/Succession 1000/M 1 | E switch only)
nodal call count

route

skillset

For a detailed description of the statistics shown in each real-time display, see
the online Help included with Real-Time Reporting.

Data collection interval

Symposium Web Client and Symposium Call Center Server offer two data
collection intervals:

Type Description
moving m Symposium Call Center Server reports the last 10 minutes
window of activity.

interval-to-date = The start time for statistics collection is user-configurable.

m Statistics are accumulated for intervals from 15 minutes to
24 hours (incremented by 15 minutes).

m Datacollection isreset to O at the start of every interval.
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Types of calls

Introduction

This section details the following types of calls: Symposium Call Center Server
calls, ACD calls, NACD calls, and DN calls. The system tracks calls and
presents the corresponding statistics differently according to the type of call. For
detailed descriptions of the types of real-time statistics shown in the Real-Time
Reporting displays, see the online Help included with the application.

Symposium Call Center Server calls

Symposium Call Center Server cals are calls that

= ariveat aCDN that isacquired by Symposium Call Center Server

= arepresented to the Incalls key of a phoneset that is acquired by
Symposium Call Center Server

Local Symposium Call Center Server callsarrive at a CDN configured asalocal
CDN; network Symposium Call Center Server calls arrive at a CDN configured
as anetwork CDN (that is, incoming calls), or calls that are offered to aremote
site by the local server (that is, outgoing calls).

Note: Unless otherwise specified, Symposium Call Center Server callsinclude
both local and network calls.

Tracking
Symposium Call Center Server cals are tracked from the time that a call
notification message arrives from the switch until the call is

= abandoned

= routed to the default DN

=  given Force Disconnect command
m  given Busy treatment

= given Overflow treatment

s given Queueto NACD treatment
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= given Queue to Network Skillset treatment, and then
= abandoned
= answered
m reachesanon-ISDN trunk
n treated by the Network script at the remote site
] released
m transferred or conferenced out by an agent or resource

ACD calls

ACD calls are callsto an Automatic Call Distribution Directory Number
(ACD-DN) that are presented to a phoneset that is acquired by Symposium Call
Center Server. ACD callsare distributed to agentsin an ACD group based on the
routing table defined on the switch.

Notes:

»  Networking statistics only contain calls controlled by the server. They do
not include ACD calls.

s Onthe DMS/MSL-100 switch, ACD call statistics include NACD calls.

Tracking

For ACD calls, the server does not record information about call activity on the
switch. ACD calls are tracked from the time they are answered at a phoneset
acquired by Symposium Call Center Server. Therefore, the server does not
record the following statistics for ACD calls.

s calsoffered

s calswaiting

= calsabandoned (and abandon delay)

m  calsreturned to queue

NACD calls

NACD calls arrive at the server viaa network ACD-DN and are presented to a
phoneset acquired by Symposium Call Center Server.
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Notes:

»  Delay and abandon statistics are not available for NACD calls.

. Onthe DMS/MSL-100 switch, Symposium Call Center Server cannot
distinguish between ACD and NACD calls. NACD callsare pegged asACD
calls.

Tracking

For NACD calls, the server does not record information about call activity onthe
switch. NACD calls are tracked from the time they are answered at a phoneset
acquired by Symposium Call Center Server. Therefore, the server does not
record the following statistics for NACD calls:

s calsoffered

n calswaiting

= calsabandoned (and abandon delay)
m  calsreturned to queue

DN calls

DN calls are presented to the DN key of a phoneset that is acquired by
Symposium Call Center Server. They are usually personal calls. The server only
pegs DN callsin the agent performance statistics. Activity code and application
statistics do not include DN calls.

Tracking
DN calls are tracked from the time they are answered at a phoneset acquired by

Symposium Call Center Server. The server does not track activity for calls
automatically redirected by the switch, including

= Hunting

m  Call Forward—Busy

s Cal Forward—All Cdls

n  Cal Forward—No Answer

Note: For the DMS/M SL-100 switch, only one DN key can be configured in the

Phoneset Properties sheet and monitored by Symposium Call Center Server.
Activity on other DN keysis not reported.
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Types of real-time statistics

Introduction

The following section outlines the types of real-time statistics available in
Symposium Web Client. For a complete listing of the real-time statistics and
their definitions, see the Symposium Call Center Server Supervisor’s Guide for
Release 3.0.

Agent statistics

Agent statistics provide information pertaining to a Symposium Call Center
Server agent. The data fields are pegged based on agent activities. These
statistics allow a supervisor to monitor an agent’s current state in the real-time

displays.

The following three cumulative agent statistics are available only in Symposium
Web Client, and only if you are connected to a Release 4.2 Symposium Call
Center Server (or later). They are not available if you are connected to a Release
4.0 Symposium Call Center Server.

Skillset Calls Answered
Description: Thetotal number of skillset calls answered by agents at this site.
Type: Cumulative/Tota

Note: Thistotal does not include the number of ACD or NACD calls answered
by agents.

Directory Number In Calls Answered
Description: The total number of DN calls answered by agents at this site.

Type: Cumulative/Tota

Directory Number Out Calls Made

Description: Thetotal number of outbound DN calls made by agents at this site.
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Type: Cumulative/Total

Data collection option
Your administrator can enable moving window or interval-to-date data
collection for the agent statistics group.

Pegging thresholds

Your administrator can define agent threshold classes with different threshold
values for settings such as On Hold and Reserve. Therefore, the value for On
Hold and Reserve can vary from one agent to another. For more information
about threshold classes, refer to the Symposium Call Center Server
Administrator’s Guide.

Application statistics

Application statistics provide performance data on a per-application basis. The
statistics provide a means to monitor an application’s contribution to the
operation of acall center.

Script
A script is defined as a set of instructions that relate to a particular type of cal,
caller, or set of conditions, such astime of day or day of week.

Note: The Network_Script is not supported on the DM S/M SL-100 switch.

Application

An applicationisalogical entity that represents a script for reporting purposes.
The Master script and each script that it references (that is, each primary script)
has an application with the same name as the script name.

Note: The Network_Script application and the NACD-DN application are not
applicable to the DM S/M SL-100 switch.

Pegging

When a call enters Symposium Call Center Server, it is handled by the Master
script. Most calls are handed off by the Master script to a primary script. The
primary script can hand off the call to a secondary script.
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Calls handled by a Master script
If the call does not leave the Master script, all time delays and events (such as
call treatments) are pegged against the Master_Script application.

Calls handled by a primary script

If acal ishanded off to a primary script, all events occurring up to the hand-off
are pegged against the Master_Script application. Events that occur after hand-
off are pegged against the primary application.

Calls handled by a secondary script
If acal ishanded off to a secondary script, all delays and events are pegged
against the primary application.

Note: If ascript is referenced by both the Master script and a primary or
secondary script, calls passing through the script are pegged against the Master
script.

Call traffic records

In real-time network call statistics, each site keeps records for al incoming and
outgoing traffic taking place between applications at the local site and
applications at the remote site.

Non-ISDN trunks and call information

If acal encounters anon-ISDN trunk while being networked to another
Symposium Call Center Server site, the call information that normally travels
with the call does not reach the destination site. This means that the destination
site cannot distinguish that the call came from the Symposium Call Center
Server network. The destination site treats the networked call asanew call. The
source site treats the network call as terminated.

Data collection option
Your administrator can enable moving window or interval-to-date data
collection for the application statistics group.
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Pegging thresholds

Your administrator can define application threshold classes with different
threshold values for settings such as Calls Abandoned and Calls Answered After
Threshold. Therefore, the value for Calls Abandoned and Calls Answered After
Threshold can vary from one application to another. For moreinformation about
threshold classes, refer to the Symposium Call Center Server Administrator’s
Guide.

IVR statistics

Interactive Voice Response (1VR) statistics, which apply only to the M1/
Succession 1000/M1 | E switch, provide performance measurement information
on aper-1VR gueue basis. These statistics provide a means to monitor the usage
of the port resources of an VR queue from areal -time perspective.

Restrictions
IVR statistics may not be available if athird-party IVR application is used
instead of a Meridian Mail application.

Data collection option
Your administrator can enable or disable moving window or interval-to-date data
collection for the agent statistics group.

Pegging thresholds

Your administrator can define IV R threshold classes with different threshold
values for settings such as Calls Answered and Calls Answered Delay.
Therefore, the value for Calls Answered and Calls Answered Delay can vary
from one IVR ACD-DN to another. For more information about threshold
classes, refer to the Symposium Call Center Server Administrator’s Guide.

Nodal statistics

Nodal statistics provide accounting information on a per-site basis. These
statistics provide a means to monitor the nodal performance of call handling
from areal-time perspective.

Note: Network-related statistics are not availablein DM S/M SL-100 nodal
statistics.
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Data collection option

For call center summary statistics, your administrator can enable but not disable
moving window; your administrator can enable or disable interval-to-date data
collection.

Pegging thresholds

Your administrator can define anodal threshold class with different threshold
values for settings such as Calls Answered and Network In Calls Answered. For
more information about threshold classes, refer to the Symposium Call Center
Server Administrator’s Guide.

Route statistics

Route statistics apply only to the M 1/Succession 1000/M 1 IE switch. Route
statistics provide al trunks busy (ATB) information on a per-route basis.

Data collection option
Your administrator can enable or disable moving window or interval-to-date data
collection for the route statistics group.

Pegging thresholds

Your administrator can define route threshold classes with different threshold
values for settings such as All Trunks Busy Time and Short Call. Therefore, the
value for All Trunks Busy Time and Short Call can vary from one route to
another. For more information about threshold classes, refer to the Symposium
Call Center Server Administrator’s Guide.

Skillset statistics

Skillset statistics provide performance information based on a per-skillset basis.
These statistics provide a means to monitor the real-time performance of active
skillsets that your call center offersto incoming calls.
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Pegging thresholds

Your administrator can define skillset threshold classes with different values for
the service level threshold and the length (talk time) of a short call. Therefore,
the value for service level and short call length can vary from one skillset to
another. For more information about threshold classes, refer to the Symposium
Call Center Server Administrator’s Guide.

Data collection option

For skillset statistics, your administrator can enable or disable interval-to-date
data collection. Your administrator can enable but not disable moving window
data collection.
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Real-time agent status

This section shows how the agent state is reported on real-time displays.

If the agent key status is

Agent status displays as

Walk-
Incalls DN In DN QOut |away
Incalls key DN key Status Status Status Status
no call present no call present Idle
no call present incoming DN call | Busy Active
active
no call present incoming DN call | Busy On hald
on hold
no call present outgoing DN call Busy Active
active
no call present outgoing DN call on | Busy On hold
hold
no call present incoming DN call  |Idle
ringing
no call present DN key pressed Busy
cal ringing no call present Call present
call ringing incoming DN call | Call present
ringing
cal active no call present Active
call on hold no call present On hold
cal active incoming DN call ~ Active On Hold
on hold
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If the agent key status is

Agent status displays as

Walk-
Incalls DN In DN Out |away
Incalls key DN key Status Status Status Status
call on hold incoming DN call | On hold Active
active
call on hold incoming DN call | On hold On hald
on hold
cal active outgoing DN call on | Active On hold
hold
call on hold outgoing DN call On hold Active
active
call on hold outgoing DN call on | On hold On hold
hold
ACD/NACD cal no call present Busy
ringing
ACD/NACD cal no call present ACD/
active NACD
Active
ACD/NACD cdll on | no call present ACD/
hold NACD on
hold
Not ready no call present Not ready
Not ready Incoming DN call |Notready |Active
active
Not ready Incoming DN call |Notready | Onhold
on hold
Not ready Outgoing DN call | Not ready Active
active
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If the agent key status is Agent status displays as

Walk-

Incalls DN In DN Out |away
Incalls key DN key Status Status Status Status
Not ready Outgoing DN call | Not ready On hold
on hold

Cdll on hald; no call present On hold Yes
walkaway
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Section B: Network-consolidated real-
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Overview

Network-consolidated displays enable you to view consolidated real-time data
across a network of call centers.

Inacall center network, each call center siteis represented by a server in
Symposium Call Center Server. The Network Control Center (NCC) server acts
as the central administration point for all serversin Symposium Call Center
Server in the network, keeping track of which sites belong to your network, and
the site names.

When you want to launch a network-consolidated real-time display in
Symposium Web Client, you must click to log on to the NCC server on the
system tree. The network-consolidated display that you launch contains statistics
for each site that the NCC server recognizes as being part of the network.

Symposium Web Client includes the following three new network-consolidated
real-time displays:

m  Consolidated Agent Position Status Count display
m  Consolidated Skillset Display
m  Consolidated Application Display

Unlike the nodal real-time displays included with Real-Time Reporting, you
cannot add custom formulas or new statistics columns to the network
consolidated real -time displays. However, you can rename, rearrange, and delete
the columns when you save copies of the standard public network-consolidated
displaysin your Private displays folder. Threshold alerts also apply to the
network-consolidated real-time displays, but you cannot choose custom colors
for them. Instead, statisticsin the displays that exceed the level 1 threshold value
appear in yellow, while those that exceed the level 2 value appear in red.

This section lists the fields included in each of the standard public displays. For
detailed descriptions of the fields, see the online Help included with the
application.

160

Symposium Call Center Web Client



December 2003

Real-Time Reporting

Consolidated Agent Position Status Count

display

Introduction

In this display, you can view details on the number of agents across the network
who are in service, waiting to receive calls, or not ready to receive calls, as well
as statistics on the number and type of skillset and DN calls that the agents are

handling.

ATTENTION

On the DM S/M SL-100 switch, agents cannot press the

Emergency key while they are in conference with another

agent.

Column descriptions

The standard Consolidated Agent Position Status Count real-time display

contains the following columns:

Site name

Skillset name

Agents waiting

Agentsin service

Agents not ready

Agents on skillset calls
Agents on network skillset cals
Agents on other skillset cals
Agentson DN calls

Agents on ACD-DN calls
Agents on NACD-DN calls
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Consolidated Skillset Display

Introduction

In this display, you can view the number of local and incoming network calls
that are handled by each skillset defined in all call centers across a network. For
example, you can see the number of calls handled in each call center by agents
with the Marketing skillset.

Column descriptions

The standard Consolidated Skillset Display contains the following columns:

Site Name

Skillset Name

Total Calls Waiting
Total Calls Offered
Total Calls Answered
Total Calls Abandoned

Total Calls Average Answer Delay (The average answer delay for al calls
answered by agents with this skillset. Formula: Total Calls Answered Delay
/ Total Calls Answered)

Service Level Percentage (The service level percentage calculated for this
skillset based on the number of CDN and networking calls answered and
abandoned. Formula: (1- (Total Calls Answered After Threshold + Total
Calls Abandoned After Threshold) / (Total Calls Answered + Total Calls
Abandoned) ) * 100)

Network In Calls Waiting
Network In Cdlls Offered
Network In Calls Answered

162

Symposium Call Center Web Client



December 2003 Real-Time Reporting

Consolidated Application Display

Introduction

In this display, you can view the number of local and incoming network calls
that are handled by each application within all call centers across a network. For
example, you can see the number of calls handled in each call center by the
Marketing application.

Column descriptions

The standard Consolidated Application Display contains the following columns:

s SiteName

m  Application Name

m  Total CallsWaiting

m  Total CalsArrived

s Total Calls Answered
s Total Calls Abandoned

m  Average Answer Delay (Formula: Total Calls Answered Delay / Total Calls
Answered)

m  Service Level Percentage (Thevalueis calculated for this application based
on the number of CDN and networking calls answered and abandoned.
Formula: (1- (Total Calls Answered After Threshold + Total Calls
Abandoned After Threshold) / (Total Calls Answered + Total Calls
Abandoned) ) * 100)

= Network Out Calls Waiting

= Network Out Calls Requested
»  Network Out Calls Routed

m  Network Out Calls Answered
m  Network Out Calls Abandoned

»  Network Average Answer Delay (The average answer delay for all calls
networked out from this application and answered at remote sites. Formula:
Network Out Calls Answer Delay / Network Out Calls Answered)
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Agent Desktop Displays
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Real-time statistics column descriptions 168
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About Symposium Agent Desktop Displays

Agent Desktop Displaysis a Windows-based tool that provides skillset
monitoring to Symposium Call Center Server agents. Agents or supervisors can
log on to Agent Desktop Displays using their phoneset logon ID and view
statistics for each skillset to which they belong.

Note: Before you or any of your agents can use the Agent Desktop Displays,
your administrator must install and configure the software on the application
server and on each client PC that is used to access the displays. You must also
have the Real-Time Reporting component installed and configured on the
application server for Agent Desktop Displaysto function properly.
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Display formats

There are two types of display formats that users can view:

n  tabular displays Agent Desktop Displays tabular format appears as a
window with several columns. Thiswindow can be moved, minimized,
resized, closed, or set to always stay on top of the desktop like any standard
Microsoft window.

m  onelinedisplays Inthe one-line display, you can view the summary real-
time statistics for each skillset to which you currently have access. Every 5
seconds, a new skillset and its associated statistics appear in the one-line
display. The skillsets continuously change, enabling you to view all of your
skillset statistics one skillset at atime. To seethe full name of each statistic,
pause your cursor over each of the statistics headings. A box appears,
listing the full statistic name.

To switch between the one-line display and the tabular display, right-click the
window and select the display type of your choice from the pop-up menu. You
can aso choose the language for the statistic names and menu items shown in
the display. For more information about using the Agent Desktop Displays,
right-click in the display and select Help from the resulting pop-up menu.
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Real-time statistics column descriptions

Introduction

Each skillset shown in Symposium Agent Desktop Displays can display any one
of the statistics listed below on the client PC.

Statistic Display name

Description

Callswaiting CALLSWAIT

Total callsanswered CALLSANS

Total callsanswered ANSDELAY
delay

The number of local and incoming
network CDN callsthat are
currently waiting to be answered
by agentsin each skillset to which
you are currently logged on.

Note: A cal is counted more than
onceif it is queued to more than
one of the skillsets to which you
arelogged on.

The number of local and incoming
network CDN calls answered by
agents for the currently selected
skillset.

The average amount of timein
secondsthat all local and incoming
network CDN calls had to wait
before being answered by an agent
with this skillset. Waiting timeis
measured from the time at which
the calls entered the queue to the
time when agents answered the
cals.
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Statistic

Display name

Description

Maximum waiting
time

Calls answered after
threshold

Network calls waiting

Network calls
answered

Agents available

Agentsin service

Agents not ready

MAX WAIT

ANS THRESH

NTWK WAIT

NTWK ANS

AVAIL AGENTS

INSRV AGENTS

NOTRDY
AGENTS

The amount of timein seconds that
the oldest local or incoming
network CDN call had to wait to be
answered by agentsin the currently
selected skillset.

The number of local and incoming
network CDN calls that were
answered after adelay greater than
or equal to the service level
threshold for this skillset.

The number of incoming network
callsthat are currently waiting to
be answered by an agent in this
skillset.

The number of incoming network
calls answered by agentsin the
current skillset.

The number of available agentsin
this skillset who are logged on and
in Wait state.

The number of agents assigned to
this skillset who are logged on.

Note: Agents are counted more
than once if they are logged on to
more than one of the skillsets that
you can view.

The number of agents who are
logged on for this skillset and
whose state is Not Ready.
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Statistic

Display name

Description

Agents on skillset call

Agents on network
skillset call

Agents on other
skillset call

Agentson DN call

Agentson ACDDN
call

Agentson NACDDN
call

Expected wait time

SKLSET CALL

NTWK SKLSET

OTHER SKLSET

DN CALL

ACDDN CALL

NACDDN CALL

EXPECT WAIT

The number of agents who are
currently on a call that was queued
to this skillset.

The number of agents assigned to
the current skillset who are
answering incoming network
skillset calls.

The number of agents assigned to
the current skillset who are active
on callsfor other skillsets.

Note: Agents can be assigned to
multiple skillsets. Other skillsets
can be local skillsets designed
specificaly for call handling at
your location, or network skillsets
that can be assigned from any site.

The number of agents logged on
for this skillset who are currently
handling DN calls.

The number of agents assigned to
this skillset who are currently
handling ACD-DN calls.

The number of agents assigned to
the current skillset who are
answering networked ACD-DN
calls.

Thetime that a new local or
incoming network CDN call is
expected to wait before being
answered by an agent with this
skillset.
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Statistic Display name Description

Longest waitingtime LWT LASTCL  Thelongest waitingtime of al idle

since last call agentswho are currently waiting to
answer callsfor this skillset. The
timeis calculated since the agent’s
last call. Thetimer for idletimeis
reset to O (zero) when an agent
answersacall.

Longest waitingtime LWT LOGIN Thelongest waiting time of al idle

sincelogin agentswho are currently waiting to
answer calls for this skillset. The
timeis calculated since the agent
logged on. Thetimer begins
logging wait time when an agent
logs on to the current skillset and
resets to 0 (zero) when the agent
answersacall.

Skillset state SKLSET STATE The current state of this skillset.
Values:

s INSVC =In Service
s OUTSVC = Out of Service

Agentsunavailable  UNAVAL The number of logged on agents
AGENTS who are currently unavailable to
take calls.

Display thresholds

All display thresholds have two values—the low end (Level 1) and the high end
(Level 2) of the normal range of activity. Your administrator can define these
valuesin the Configuration component of Symposium Web Client.

In the Symposium Agent Desktop Displays application, your administrator can
use colors (red, yellow, and green) to identify whether the value of the statistic
shown in the display is less than the low value, between the low and high value,
or greater than the high value. The administrator must configure these threshold
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colors on the Agent Desktop Displays server component on the application
server. For more information on configuring the Agent Desktop Displays, see
the Symposium Call Center Web Client Planning, Installation, and
Administration Guide, or consult the Symposium Agent Desktop Displays
online Help.

Note: If your administrator does not set the threshold levels for the statisticin
the Configuration component, then the statistic values appear in white in the
Symposium Agent Desktop Displays.
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Overview

Introduction

Reports help you monitor your system performance by providing information on
system activity. You can use reportsto

m  analyze productivity and efficiency
m  assess staffing requirements

= identify trends

m identify seasonal behavior

n  forecast future activity

= enhance service

Forecasting is especially helpful for predicting changesin call center traffic. For
example, if aretailer’'s annual summer sale traditionally brings higher call
volumes, detailed reports can help the call center prepare for future sales.
Similarly, tracking seasonal business trends makesit easier to manage staffing
reguirements from one year to the next.

Working with reports

Creating reports

When you customize one of the standard public report templates included with
Symposium Web Client, you create a user-defined report. When you create a
user-defined report, you specify

= general report information—including the report name

m  selection criteria—the entities to be included in the report (for all reports
you can choose from the filter elements that are applicable for the type of
report; for network-consolidated reports, you can also choose from among
the filter setsthat you have saved [if any])

= report schedule—when the report is to be generated
m  datarange—the data collection period for the report
= output options—the printer or file to which the report is output
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Working in Historical Reporting

Introduction

Public,

The Historical Reporting component enables you to produce nodal and network-
consolidated reports detailing the past performance of the call center. Aswith
the Symposium Call Center Server client, in Symposium Web Client, you can
specify the datarange of the reports, schedule them to run at a specific time, and
apply selection criteriato them.

Note: The combined number of ad hoc or scheduled reports that you can
generate simultaneoudly islimited to five. You can schedule as many historical
reports as required; however, only five scheduled reports are processed
simultaneously while the otherswait in queue. Likewise, for ad hoc reports, only
five reports can be generated at the same time.

For example, five supervisors can generate an ad hoc report, but the sixth
supervisor to do so receives a message saying the system could not process the
reguest. This supervisor must try to generate the ad hoc report again later, after
the first five reports have been generated (or schedule the report to run later).

This limitation applies to the total of the ad hoc and scheduled reports that can
be generated at a particular time. For example, if two reports are scheduled to be
output at noon, then only three ad hoc reports can be generated at thistime,
bringing the total to five.

private, and shared reports

Historical Reporting contains up to three main folders where reports are stored
under each server on the system tree: the Public Report Templates folder, the
Group folder, and the Private Report Templates folder.
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2} Symposium Web Client - Historical Reporting - Microsoft Internet Explorer provided by Nortel Networks

J File Edit View Favortes Toolk Help “ Links
NERTEL | d Symposium Web Client
MNETWORKS™ 2 2 5 Historical Reporting
Report | Filter Sets Launchpad | Help

Torarto
- Mortreal
(= Vancouver

- Public Repart Templates
- Agert Performance
Call-bry-Call
Configuration
Metworking

Others

Sales Group

‘B Private Report Templates
- Oltawa
Halifax

- Scheduled Events

The Public Report Templates
folder contains all the standard
reports the administrator has
assigned to you in your partition.

The Sales Group is an example of a

custom report group the

administrator has created and

included in the ﬁal‘titil:ll‘l assigned to you.

You can save shared reports in your Group folder.

You can customize public or
shared reports and save them in
your Private Report Templates
folder. Only you have access to

your private reports.

|@ Done

,_ ,_ @ Trusted sites =

Public Report Templates folder

The Public Report Templates folder includes all the standard report templates
shipped with Symposium Web Client. The templates are stored in subfolders,
each corresponding to a public report group listed in the Access and Partition
Management component of Symposium Web Client. Your administrator can
restrict your access to public report templates by including only a portion of the
public report groups in the partition assigned to you. Your administrator can give
you access to amaximum of six subfolders (public report groups):

= Agent Performance

m Call-by-Cdl
m  Configuration
m Others

= Networking (only for M1/Succession 1000/M1 |E networking)
m  NCC (only on the NCC server)
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Note: The current release of the Succession 1000 switch only supports
networking over ISDN trunks.

If your administrator does not assign a partition to you, then you can see all
public report groups by default. However, once your administrator assigns a
partition to you, then you are limited to viewing only the public report groups
included in your partition. Therefore, your partition must include at least one of
the public report groups before you can see and access the corresponding public
report templates. If you do not see a public report templates folder that you
require, contact your administrator and request that the corresponding report
group be added to the partition assigned to you.

You can run the public reports on an ad hoc basis, or you can save copies of them
in your Private or Group folders.

Group folder

The Group folder enables you to store shared reports. The Group folder name
corresponds to a custom report group. Your administrator can create custom
report groups in Access and Partition Management and include the custom
groups in the partition assigned to you. Only users who have been assigned a
partition containing a specific custom report group can access that specific
Group folder in Historical Reporting.

Note: When your administrator adds the custom report group to a partition, the
partition must be configured on the same server under which he or she created
the report group. If the partition is not configured on the same server, the report
group is not visiblein Symposium Web Client.

Group folders enable Historical Reporting users who belong to the same group
to share their customized reports. You can customize a standard public report
template and save it in your Group folder so that other members of your group
can use the same customized report. Members of your group can open your
customized report and run it on an ad hoc basis, but they cannot modify it. Only
the creator of the report can modify or delete it. Group members can save a copy
of it under adifferent name in the Group folder, or in their Private Report
Templates folder, and then modify the report, if desired.
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Administrators can create custom report groups to reflect each department in
your call center, such as the Sales Group or the Marketing Group. They can aso
create group folders for each company sharing a bureau call center. In this
scenario, the customized reports for each company are kept in separate folders,
which can only be accessed by members belonging to the group.

Report groups aso enable administrators to give a user access to avery limited
number of reports. For example, if an administrator does not want to give a user
access to any of the standard report templates, he or she can create a custom
report group and add it to the partition assigned to the user. When the user opens
Historical Reporting, he or she sees only the custom report group folder and can
only see reports that other members of the group have saved in the Group folder.

Private Report Templates folder

When you customize a public or a shared report, you can save it in your Private
Report Templates folder if you do not want to share your report with other users.
Only you, the creator of the report, can access the report when it isin your
Private Report Templates folder. If you want to share a private report with
members of your group, you can save a copy of it in your Group folder.

Historical Reporting and the application server

Symposium Web Client includes the same standard report templates that were
available on the Symposium Call Center Server client. However, instead of
being installed on the client computer, the report templatesin Symposium Web
Client are installed on the application server, and are available to all userswho
have reporting access.

When you customize reports and save them, you save them on the application
server. Centralized storage greatly reduces the amount of space required on the
client workstations to run Historical Reporting.

Scheduled reports are generated using the report scheduler on the application
server, making it unnecessary to have a client workstation that is on and running
the report listener at all times. Since the application server is always on and
receiving data from Symposium Call Center Server, the client no longer hasto
be connected to Symposium Call Center Server to generate a scheduled report.
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Historical data and partitions

When your administrator gives you access to use Historical Reporting, he or she
also determines the agents, applications, skillsets, CDNs, DNISs, and report
groups that you can see in your reports by creating a partition containing these
elements and assigning the partition to you. Thisis particularly useful in a
bureau call center shared by several companies. Administrators can create
separate partitions for each company and assign them to the appropriate
supervisors, thereby restricting the supervisors’ view of the call center. In this
way, you see only the data pertaining to your company.

Partitions contain elements that are server-specific. Therefore, if youwork in a
networked environment and have access to more than one server on the system
tree, your administrator must create a partition that spans all servers to which
you have access (or separate partitions for each server to which you have
access). If you can see data on one server on the system tree, but you see nothing
on another server, contact your administrator and request that he or she grant
you access to the data on both servers.

Note: If the administrator does not assign a partition to you on any server, then
you can see all call center data, and all public report templates on all serversto
which you have access.

Historical data and supervisor/reporting agent combinations

In addition to assigning you a partition, your administrator can assign one or
more supervisor/reporting agent combinations to your Web Client user profile
on a per-server basis. These combinations appear as the supervisor's name on
the Supervisor stab in Access and Partition Management. Each name shown
represents the supervisor and all of hisor her reporting agents. When your
administrator clicks a supervisor's name, therefore, he or shelinks all the
supervisor’s reporting agents to your Web Client user profile, enabling you to
automatically see all the agents in your historical reports.

Your administrator can assign to you the combination containing all your agents,
or a combination containing the agents of another supervisor, or both. He or she
can also assign specific agents to you by including them in the partition assigned
to you.
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All agents in the supervisor/reporting agent combinations and the partitions
assigned to you appear in the Available table when you choose a report for
which the Agent Name filter or Agent ID filter is applicable (for example, the
Agent Performance report). When you run reports ad hoc, or when you
customize and save reports, you can choose the agents who you want to seein
the report when you define the selection criteria. For information on defining the
selection criteria, see the following section.

Note: Supervisor/reporting agent combinations only restrict you to viewing your
reporting agents in Historical Reporting when used in conjunction with
partitions. If your administrator does not assign a partition to you, but only
assigns a supervisor/reporting agent combination, then you see all agents on all
servers to which you have access. On the other hand, if your administrator
assigns to you a partition containing the agents, applications, skillsets, CDNSs,
DNISs, and report groups that you need to see, in addition to a supervisor/
reporting agent combination, then you can see only those agents in the partition
and supervisor/reporting agent combination (in addition to the applications,
skillsets, CDNs, DNISs, and report groups).

Selection criteria and filter elements

When you run an ad hoc public report, or when you create a customized report,
you can choose thefilter elements (the data) that you want to seein the report by
defining the selection criteria. You can choose from all elementsthat the
administrator has put in the partition assigned to you, or from the agents
included in the supervisor/reporting agent combinations assigned to you.

The filter elements available (for example, agents, skillsets, or applications)
depend on the type of statistics included in the report. For example, the Agent
Performance report may contain two types of filter elements: Agent Name and
Agent Login ID. In this case, both filter elements are listed in one table in the
Available section. If you do not select any filter elements, then all data appears
in the report.

Note: If you select multiple filter elements, then only those that satisfy all filter
criteria appear in the report. For example, if you choose to report on five agents
and three activity codes, if one agent has not used any of the activity codes, then
that agent is not included in the report.
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Supervisor/reporting agent combinations and partitions

When you define the selection criteria for a report containing agents (for
example, the Agent Performance report), both the agents in the supervisor/
reporting agent combinations and in the partitions assigned to you appear in the
Available table, as shown in the graphic below:

Agent Login ID Agent Hame {214} Select All [~

50004 McMarmara Tommy - i‘

703433 Mawell Robert r This list of available agents includes

- both those in the partitions and
2346 Albo v
B 2 supervisorireporting agent

5062 Hayes Cathering - combinations assigned to you.
(Click the check box beside the

i (BT e ¥ its who you want to view in

8030 Ahela Stephen - he report. Then click Update
Selection Criteria.

444555 Dunne Tom - ~|

You can choose individual agentsto view in your historical reports; you cannot
choose an entire supervisor/reporting agent combination by clicking the
supervisor's name, as you can on the Filterstab in Rea-Time Reporting.

Note: Unlike agent partitions, which your administrator must manually update
when anew agent is assigned to you, supervisor/reporting agent combinations
are dynamic: if anew agent is assigned to you, then the agent is automatically
included in the corresponding supervisor/reporting agent combination. This
means that in Historical Reporting, when you select a report containing agents,
the table of available agents always lists the most current agents from the
supervisor/agent combinations assigned to you.

However, if you customize and save a historical report, the selection criteriain
your saved report is not automatically updated, meaning that you may have
access to more agents by the time you run the report. It is always a good idea,
therefore, to check the agents shown in the Available table before running your
customized report to see if you want to add any new agents that have been
assigned to you.
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Filter sets

Thefilter sets feature enables you to select the sites and resources to be included
in a network-consolidated report. After you create and save afilter set, you can
apply it to both standard and private network-consolidated historical reports to
view only the information that you specify in the generated report. When you
connect to a Network Control Center server and open a network-consolidated
report, the Selection Criteriaareaincludes alist of the available network sites,
and any available filter setsthat you have defined and saved.

Note: You can also use filter setsthat your administrator has imported from the
Symposium Call Center Server classic client. While each of the classic client
filter sets contains only one type of data—either skillsets, applications, route
numbers, route names, DNIS numbers, or DNIS names—you can add different
types of data to these filter sets after they are imported into Symposium Web
Client by using the filter sets tabs in Historical Reporting.

Creating filter sets

When you create afilter set, you can specify the applications, DNISs, routes,
and skillsets that you want to see in both standard and private network-
consolidated historical reports. You can choose from among those items
included in the partition assigned to you. You can select multiple resource items
across multiple sitesin your network and save them in one filter set.

Note: A user with administrator privileges must assign a partition to you before
you can configure filter sets. If there are no skillsets, applications, DNISs, or

routes from which to choose when you create the filter set, then you do not have
a partition assigned to you, and you must contact your call center administrator.
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To create a filter set

1 To open the Filter Sets window, on the main menu, click Filter Sets 0
Manage Filter Sets.

2 To open the tabs in which you choose the items to include in your filter set,
click Filter Sets O Add Filter Set.

/2 Symposium Web Client - Historical Reporting - Microsoft Internet Explorer 3~ o [

nge Edt \View Favortes Tools Help

TR . .
NERTEL E"’ = Symposium Web Client
MNETWORK! = -— Historical Reporting
Report | FiltarSats Launchpad | Help
 Filter Sets
T Network Sales Servers: [wewrbarmame
8 ew Fier Mame
& Netorork Sorvce Skilset || Application | ohs | Route
T French Sales Vs
Mentreal Selection criteria for Skillset elements:
Wancouver
Ottawa
Search for: | search and Select
select Al | Deselect Al | submit | Cancel
|&] Dane || @ Trusted sies b

3 Inthe box, type the new filter set name, and then click the first server under
which you want to choose filter set elements. The server’s elements appear
in the applicable tabs.

Note: The elements that you can view and select are those included in the
partitions assigned to you. If you do not see an element that you want to
include in the filter set, then contact your administrator and request that it
be added to your partition.

4 Onthe first server, select all elements that you want to include in the filter
set, and then proceed with the next server that you want to include, again
choosing the elements that you want to save in the filter set.

5  When you have chosen all elements across all applicable servers, click
Submit to save the filter set.

Result: The next time you log on to the NCC server and open a network-
consolidated report, click the Filter Sets heading in the Selection Criteria
area. The filter set name appears in the filter sets table.
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6  To apply the filter set to the report, click the check box beside the filter set
name, and then click Update Selection Criteria before generating the
report ad hoc, or scheduling it.

Note: While you can apply more than one filter set to areport, the combined
total number of filter elementsin al filter setsthat you apply to asingle report
cannot exceed 250. For example, you can apply one filter set that includes 150
skillsets, and another filter set that includes 100 agentsto a single network-
consolidated report because the total number of filter elementsis 250.

For more detailed procedures on filter sets, see the online Help included with the
application.
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Types of reports

Introduction

The reportsin Historical Reporting can be classified in two ways:

m  who created them
= what type of information they contain

Who created the reports

Public report templates

Public report templates are the standard reports installed with Symposium Web
Client. You cannot schedule public report templates, but you can run them on an
ad hoc basis. You can modify the report data range and add selection criteria
when you generate the report. All other report information is fixed.

User-defined

You create a user-defined report by using a public report template or another
user-defined report and saving a copy of it in your Private Report Templates
folder, or in your Group folder (if you have access to a group folder). You can
schedul e user-defined reports, define selection criteria, and modify any report
information (except predefined database information).

User-created

A user-created report is a customized report created with Crystal Reports 9.0 or
later. You can import user-created reports one at atime into Symposium Web
Client using the Template Importing Wizard. You can access this wizard from
the Report menu in Historical Reporting.

To import reports, follow the prompts in the wizard. When you import a report
template, it is stored on the application server. However, you access the report
template by opening your Private Report Templates folder under the same server
in Symposium Call Center Server to which you imported the report. To sharethe
report template with other users, you must save your private report in your
Group folder (if you have access to a group folder).
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When you import a user-created report that is based on historical data (as
opposed to configuration data), the Template Importing Wizard enables you to
choose the type of data range for the report. For historical user-created reports,
you can choose from all four datarange types: interval, daily, weekly, and
monthly. When you finish importing the report, click on the report in your
Private Report Templates folder to further define the data range, schedule the
report, and specify the output options.

Note: Unlike user-defined reports, you cannot change the data range type for
user-created reports that you have imported with the Template Importing
Wizard. Once you choose the type of data range and import the user-created
report, the data range type remains the same. For example, if you imported the
report with adaily datarange, you cannot change it to weekly. However, you can
choose from al the same daily data range options as you can with user-defined
reports. To change the data range type for auser-created report, you must import
the report again with the new data range type.

For more information about creating customized reports, refer to the Historical
Reporting and Data Dictionary.

Note: You can aso use the Template Importing Wizard to import existing,
customized Symposium Call Center Server report templates one at atime into
Symposium Web Client. For more information on using the wizard, see the
online Help included with the application.

What type of information the reports contain

Historical reports
Historical reports provide information about the past performance of the call
center. Two types of historical reports are available:

m  summarized historical reports—These reports contain totals accumulated
over aperiod of time (usually 15-minute interval, day, week, or month).

= event (or detail) reports—These reports contain detailed information about
each event that occurred.
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Configuration reports

Configuration reports contain information about how your system is configured.
You can use them as a reference when you are planning or making changes to
your system.
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Using reports to monitor your call center

Introduction

Symposium Web Client provides alarge number of reports that you can useto
monitor the efficiency of your call center over time. This section lists some
common questions supervisors have, and tells you which report you can useto
find answers.

Which agents need assistance and training?

Asacal center supervisor, you must be able to identify agents with the
following problems:

Problem Report

Unusually long talk time—This may indicate Agent Average Calls Per Hour
that the agent is having difficulty responding Agent Performance

to customer requests. (It may also indicate
that the agent is handling more complex calls A9ent Average Calls Per Hour, Bottom 5

than other agents.) (Use the Agent By Activity Code report
to determine the complexity of the calls
handled by the agent.)

Unusua number of short calls—This may Agent Short Calls
indicate that the agent is terminating or Agent Performance

redirecting calls to meet call quotatargets.
Agent Average Calls Per Hour, Top 5

Unusual number of transferred or conferenced Agent Transferred/Conferenced Activity
calls—This may indicate that the agent is Agent Performance

having difficulty responding to customer

requests, or is redirecting calls to meet call

quotatargets.
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Problem Report

Unusually long talk time or unusual number  Agent By Skillset Performance
of short, transferred, or conference callsfor a (Compare the same agent in several

specific skillset—This may indicate that the skillsets, and different agentsin the same
agent does not have the skillsrequired for a skillset.)'

skill set.

Over- or under-utilized agents—L ook for Agent Performance
agents with unusual amounts of Waiting time,

or unusua number of Calls Presented. (Take

into account time spent on ACD calls))

Unusual amount of time spent on personal Agent DN Performance, Top 5
calls. Agent DN Performance

Habitual lateness, long break times, excessive Agent Login/Logout
walkaway time.

Note: To balance call distribution, your call center administrator can reconfigure
parameters such as Agent Idle Time Preference, adjust agent skillset priorities,
or redesign the call flow (adding or changing scripts, adding or removing
skillsets, and changing skillset assignments).

Do | have enough agents assigned to each skillset?

Asacall center supervisor, you must be able to identify skillsets that are
underserviced. To do so, use the Skillset Performance report. Look at the
following statistics:

m  Skillset Answered—Shows the call volume for the skillset. Skillsets with
high call volumes praobably need more agents. (You should take into
account the average call length for the skillset.)

m  Average Answer Delay—Shows how long, on average, callerswaited in the
skillset queue. Skillsets with long delays may need additional staffing.

m  Skillset Answered After Thresh—Shows how many calls were answered
after the service level threshold for the skillset. Compare this total with
your department’s targets. If it istoo high, you may need additional
staffing.
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Section A: Managing reports
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Overview of managing reports

A user-defined report is areport you create using a standard public report or
another user-defined report as atemplate. You can define the following
properties for a user-defined report:

= general report information—including report name

m  selection criteria—the entities to be included in the report (if you are
connected to an NCC server and are generating a network-consolidated
report, then the selection criteria can include any filter setsthat you have
created and saved)

= report schedule—when the report is to be generated
m  datarange—the data collection period for the report

= output options—the printer or file to which the report is output, the e-mail
addresses where notification is sent that the report generation was
successful or not, and the paper size for the printed report

m  network sites—(network option only) for network-consolidated reports,
generated from the NCC, you can select the sites to be included in the
report

Notes:

= You cannot define a data range for configuration reports.

»  Theadministrator must configure a network printer on the application
server before you can select it in the output options area and generate a
scheduled report on it. For more information on configuring printers on the
application server, see the Symposium Call Center Web Client Planning,
Installation, and Administration Guide.

= You must configure adefault printer on the client PC to print ad hoc reports
to this printer.

m  Thecombined number of ad hoc or scheduled reports that you can generate
simultaneoudly islimited to five. You can schedule as many historical
reports as required; however, only five scheduled reports are processed
simultaneously while the otherswait in queue. Likewise, for ad hoc reports,
only five reports can be generated at the same time. For example, five
supervisors can generate an ad hoc report, but the sixth supervisor to do so
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receives a message saying the system could not process the request. This
supervisor must try to generate the ad hoc report again later, after the first
five reports have been generated (or schedule the report to run later). This
limitation appliesto the total of the ad hoc and scheduled reports that can
be generated at a particular time. For example, if two reports are scheduled
to be output at noon, then only three ad hoc reports can be generated at this
time, bringing the total to five.
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Where reports are stored

Introduction

All reports are located on the application server. Therefore, when you create a
user-defined report on one PC and then log on to the application server from
another PC, you see your report in the reports folder under the server where you
stored it.

User-defined reports and user ID

When you save a user-defined report in your Private Report Templates folder,
your user 1D isstored with it. Only the creator has access to the report. If another
user logs on to Symposium Web Client on the PC from which you configured
the report, he or she will not see the report in the Report Properties window.

User-defined reports and Symposium Call Center Server

When you save a user-defined report, you save it under a server in Symposium
Cdll Center Server on the system tree. The name of the server is stored with the
report. The report is available only when you log on to the server on which you
created it. If you have access to more than one server, and you create areport on
one server, that report will not appear in the Report Properties window when you
log on to another server on the system tree, even if you log on using the same
Web Client user ID.
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Reports and time zones

When you run an ad hoc report, or when you schedule a report, you can select
the time zone. The time zone that you select applies to both the data range of the
report, and the report schedule.

Note: The system defaults to the time zone in which the selected server in
Symposium Call Center Server or Network Control Center server islocated.

In anetwork of call centers, some sites in the network may be located in
different time zones. To schedule and run reports effectively, ensure that you
know the time zones in which the following two computers are |ocated:

. Symposium Call Center Server When you choose the data range for
either ad hoc or scheduled reports, the system converts the time that you
select to Symposium Call Center Server time. The system automatically
shows the selected Symposium Call Center Server time zonein the Time
Zone drop-down list when you initially open areport.

= application server When you select the schedule time for your report, the
system converts the time that you choose to the application server time.

Example

You are working in a networked environment. It is 9:00 am. in Toronto where
you are located (Eastern Standard Time). The application server islocated in
Winnipeg (1 hour earlier, Central Standard Time). You connect to aserver in
Symposium Call Center Server located in Vancouver (3 hours earlier, Pacific
Standard Time).
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The following graphic provides an overview of the time zones involved in this

example:

Symposium Call spplication server Client PC

Center Server Central Standard Time Eastern Standard Time
Pacific Standard

Time

Local Time: 6:00 a.m. Local Time: 8:00 a.m. Local time: 9:00 a.m.

In this example, you choose your local time zone (Eastern Standard Time). You
choose an interval datarange of 12:00 a.m. until 8:45 a.m. from 1 day agoto 0
days ago. For more information on selecting the data range, see “To define the
datarange’ on page 205.

Then, you schedule the report to run every day at 9:00 am. For more
information on scheduling reports, see “To define the report schedul€” on
page 215.

Result: The report is generated every day at 9:00 am. your time. However,
because the schedule time is always based on the application server time, the
timestamp at the bottom of the report shows the application server time of
8:00 am.

Ui JLLLAN R ) UL DL UL DL UL DL JLLLAN R ) UL DL UL DL UL DL [RLLREIEAN R
0545 0001500 00000 000000 000000 001500 00:00:00 0Qi0Ci00 000000 00:00:00 000000
pE:00 0001500 00000 000000 000000 001500 00:00:00 0Ci0Ci00 O0:00i00 0000000 00:00:00
pE:1s 0001500 00000 000000 000000 001500 00:00:00 0Qi0Ci00 000000 00:00:00 000000
0620 0001500 00000 000000 000000 001500 00:00:00 0Qi0Ci00 000000 00:00:00 000000
pE:4s 0001500 00000 000000 000000 001500 00:00:00 0Ci0Ci00 O0:00i00 0000000 00:00:00
o700 0001500 00000 000000 000000 001500 00:00:00 0Qi0Ci00 000000 00:00:00 000000
0718 001500 00000 000000 000000 001500 00:00:00 0Ci0Ci00 O0:00i00 0000000 00:00:00
0730 00100 00000 000000 000000 001500 00:00:00 0Qi0Ci00 000000 00:00:00 000000
0745 0001500 00000 000000 000000 001500 00:00:00 0Ci0Ci00 O0:00i00 0000000 00:00:00
pE:00 0001500 00000 000000 000000 001500 00:00:00 0Qi0Ci00 000000 00:00:00 000000
pE:1s 0001300 00000 000000 000000 001500 00:00:00 0Ci0Ci00 O0:00i00 0000000 00:00:00
0230 0001500 00000 000000 000000 001500 00:00:00 0Ci0Ci00 O0:00i00 0000000 00:00:00

The timestamp when you
generate the report is always
based on the application server time.
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The system always translates the selected data range times to Symposium Call
Center Server time, so in this case, the interval shown at the top of the report
reflects Pacific Standard Time—9:00 p.m. to 5:45 am. (the same as 12:00 am.
to 8:45 am. Eastern Standard Time).

The following graphic shows the report interval if you choose Eastern Standard
Time before you define the data range:

Midnight to 8:45 a.m. Eastern Standard Time
is 9:00 p.m. to 5:45 a.m. at the server in Symposium
Call Center Server, Pacific Standard Time.

Agent Performance I
Repart Interyal: 21:00:0001 May, 2001 - 05:45:00 02 May, 2001

Return Calls
Wialk Re-  Callz Re- ACDS Short From
Talk Time D Reay Time Break  Time Ring TimeWsiting Time Time sway Time MM Time snd

GRAND TOTAL
00:00:00 0§:45:00 00:00:00 00:00:00 00:00:00 ] ] 0 ] 0 ] ] ] ] ] ]
% Work: 50.00

00:00:00  0§:45:00 ] ] ] ] ] ] ] ]
% Work:  100.00

000000 00:00:00 000000 00:00:00 O0:00:00 o o o o o o o o o o o

000000 00:00:00 000000 00:00:00 O0:00:00 o o o o o o o o o o o

00000 00:00:00 000000 00:00:00 O0:00:00 o o o o o o o o o o o

000000 00:00:00 000000 00:00:00 O0:00:00 o o o o o o o o o o o

00000 00:00:00 000000 00:00:00 O0:00:00 o o o o o o o o o o o

Sincetheinterval at the top of the report always reflects the time zone in which
the server in Symposium Call Center Server islocated, if you leave the default
time zone (which is always the same time zone as the sel ected server), you avoid
adiscrepancy between the data range that you specify and the report interval.

Therefore, in this example, if you leave the default time zone of Pacific Standard
Time (the same time zone as the server in Symposium Call Center Server on
which you want to run the report), the datarange times that you choose are based
on the selected time zone, and are synchronized with Symposium Call Center
Server.

If you choose an interval datarange of 12:00 am. until 8:45 a.m. from 1 day ago
to 0 days ago, the interval shown at the top of the report is 12:00 a.m. until
8:45 am., Symposium Call Center Server time.
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The following graphic shows the report interval if you choose the same time
zone as the server in Symposium Call Center Server before you define the data

range:

Talk Time

00:00:00
00:00:00
000000
00:00:00
000000

Q00000

Dkl

Wialk
Reay

Agent Performance

Time

GRAND TOTAL
06:45:00  00:00:00 00:00:00 00:00:00

06:45:00

00:00:00
00:00:00
000000
00:00:00
000000

Q00000

The report interval always reflects Symposium Call Center Server
time. If you select the server's time zane, there is no discrepancy
between the data range you enter and the report interval.

Re-
Break

T
Repart Interyal: 00:00:00 01 May, 2001 - 08:45:00 02 May, 2001

Return Calls
Calls Re- ACDS Short From
Time Ring TimeWsiting Time Time sway Time MM Time snd

] ] 0 ] 0 ] ] ] ] ] ]
% Work: 50.00

00:00:00 00:00:00 00:00:00 o o o
00:00:00 00:00:00 00:00:00 o o o
00:00:00 00:00:00 00:00:00 o o o
00:00:00 00:00:00 00:00:00 o o o
00:00:00 00:00:00 00:00:00 o o o

o o o

Q00000

Q00000

Q00000

] ] ] ] ] ] ] ]
% Work:  100.00
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booooo
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ATTENTION

The report schedule that you define cannot start in the p.m.
range and end in the am. range. Therefore, when the system
converts your selected time to application server time, an
error message appears if the converted start timeisin the
p.m. range and the converted end time isin the am. range.
In this case, you must reenter the schedule start and end
times, taking into account the time difference with the
application server.

Example

The application server islocated in atime zone that is 2
hours later than the time zone you choose from the Time
Zone drop-down list. You enter a schedule start time of 9:00
p.m. and an end time of 11:00 p.m. However, when you
submit your schedule, the system converts the schedule start
timeto 11:00 p.m. and the schedule end time to 1:00 am.,
application server time. In this case, an error message
appears because the schedule that you define cannot start in
the p.m. range and end in the am. range. You must reenter
the schedule start and end times, taking into account the time
difference with the application server.
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Creating user-defined reports

Introduction

Historical Reporting enables you to create, schedule, and run user-defined
reportsin one window. This section describes the main features of the Report
Properties window in Historical Reporting. For step-by-step procedures, see the
online Help included with the application.

CAUTION
& Risk of data loss
Before you define a consolidated report or generate a call-by-call

report, check with your network administrator to make sure that
the network has the capacity to support the resulting traffic.

To create a user-defined report

To create a user-defined report, you can choose from three types of report
templates as the basis for your report: a public report template, a shared report
located in your Group folder, or a private report template.

1 Onthe system tree in the Historical Reporting main window, click the server
under which you want to create the report. The server expands to reveal a
series of folders.

2 Double-click the folder containing the report template that you want to use
as a basis for your user-defined report.

3  Click the report template. The Report Properties window appears. To view,
add, and edit the report properties, click the appropriate heading in the
window.
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/) symposium Web Client - Historical Reporting - Microsoft Internet Explorer

_|olx|
J File Edit Miew Favorites Tools  Help ﬁ
J GBack + = - ) at | Qhsearch (G Favorites £ ZHistory | N S
JAeress I@ http://47.166.105.7/Reporting/Historical/Reports_Main.asp j @GU
NEIRTEL Symposium Web Client

NETWORKS' " Historical Reporting
Report | Filter Sets Launchpad | Help
EI. MCC_Toronto = ) o

=B Public Report Templates NCC : Network Consolidated Application Performance Server: HCC_Toronto
= NoC

» Report Details

¥ Selection Criteria

» Data Range

------- @ Metwork Const

-[og) Metwark Cons b ez
------- [ Metwork Conzo
------- [&) Metwark Canst m Output Options

------- @ Metwork Const
- @ Modal Consalid
- @ Modal Consalid
------- @ Modal Consalid
------ B Private Report Templates
------ Moritreal

...... Boston

...... Chicago

""" Wancauver = Save Report Fiurn Mow Activate Dedctivate » Close All Sections
IKE [EE S

|@ about

’_ ’_ | @ Trusted sites 4

4  Click Report Details. The heading expands to reveal a series of boxes.

w Report Details

Report Title: |Netw0rk Congolidated &pplication Performanc Save Az ||
- Location: I <Select Save Folder = I
Comment: -

Time Zone: | [GMT] Greerwich Mean Time ;I

5 Type a new report title, or accept the default title shown. Do not use
apostrophes (') in the report title. The title appears at the top of the

generated report, and in the title bar of the Ad-Hoc Report viewer when you
run the report ad hoc.

Note: If you save multiple copies of the same public report in your Group or
Private report templates folders, change the report title to distinguish
between reports when you generate them. If you do not change the report
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ATTENTION

title, all copies of the same public report will have the same standard title
when you generate the reports. Do not use apostrophes (') in the report
title.

To save your customized report, you must type a new report name in the
Save As box. This is the name that appears on the system tree; it must be
unique.

Tip: If you save the report in your Group folder, type a descriptive name so
that other members of your group can easily identify the report.

From the Location drop-down box, select the location where you want to
save your report. You can choose from your private or group folders (if you
have access to a group folder). If you save it in your private folder, only you
have access to the report; if you save it in your group folder, other members
of your group can access the report.

From the Time Zone drop-down list, select the time zone in which you want
to run or schedule your report.

The data range times that you specify for this report are based
on the time zone that you choose here. The system defaults to
the time zone in which the selected server in Symposium Call
Center Server is located. If you choose a different time zone
than that in which the server in Symposium Call Center Server
is located, the system translates the data range times that you
enter to Symposium Call Center Server time. Therefore, to
reflect the data range most effectively, leave the default
Symposium Call Center Server time zone before choosing the
data range. For more information on time zones, see “Reports
and time zones” on page 195.

To save space in this window, you can now close the Report Details section
by clicking the heading. Continue with the following procedure to define the
selection criteria.
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To define the selection criteria

You can select the elements that you want to include in your reports by choosing
filters and assigning filter elementsto your reports. For example, in an agent
performance report, you can choose the agents that you want to report on. You
can define the selection criteriafor public, private, and shared reports that you
schedule or run on an ad hoc basis.

Note: If you do not select any filter elements, you see all available datain the
report. If you select afilter element, you see only that element in the report. For
example, you choose a skillset report and see alist of 20 skillsetsin the
Availablefilter elementstable. If you do not select any skillsets, you see al 20
skillsetsin the report, whereas if you select 3 skillsets, you see only these 3
skillsetsin the report.

Selecting filter sets

If you are connected to an NCC server and are defining the selection criteriafor
a network-consolidated report, then you can a so choose from among the filter
sets that you have created and saved. After you create and save afilter set, you
can apply it to both standard and private network-consolidated historical reports
that you schedule or run on an ad hoc basis. For more information on creating
filter sets, see “ Creating filter sets” on page 182.

: | Click this heading to view the list
7 AN B | of filter sets that you have saved.
Filter Sets (3) Select All [~
Sales ~ Click the check hl?xes_heside the filter sets
that you want to view in the report. Deselect
Marketing I~ = the check boxes beside the filter sets that
you no longer want to view in the report.
French_sales I Then click Update Selection Criteria.
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The following graphic shows the Selection Criteria area for the Agent by
Activity Code report:

Agent Performance : Agent by Activity Code Server:

» Report Details

w Selection Criteria

* Selected

Activity Code 1D Activity Code (2 Select All |v

i i 2] 2 The filter elements that you have

1 Meeting Il chosen to see in your report

3 Lunch = appear selected in this table.
w Ayailable

Activity Code ID  Activity Code (7)) Select All [

1] System_Default_activity_Code

00 | Skillzet_Defautt_Activity Code - You can choose new

2 | Busy I3 filter el ts to view in

your report by choosing

4 | Bresk ¥ them from this table.

5 Training -

7 Investigating -

g Aopvary -

n e 1 Click this button to move your chosen
Uzabt sttt Bl | elements to the Selected table.

1 Inthe Report Properties window, click Selection Criteria. The heading
expands to reveal a table of selected filter elements (if any), and a heading
that you can expand to show the available filter elements (those that you
have not yet chosen for this report).

Notes:

m The filters available depend on the type of statistics included in the
report. If you are using a standard public report as a template, then see
the report description in the Symposium Call Center Server Historical
Reporting and Data Dictionary for a list of filters.

= If you select multiple filter elements, only those that satisfy all filter
criteria appear in the report. For example, if you choose to report on five
agents and three activity codes, if one agent has not used any of the
activity codes, then that agent is not included in the report.

m For network-consolidated reports generated on the NCC, the filter
elements available are the network sites that you want to include in the
report, or any filter sets that you have created and saved. For
information on creating filter sets, see “Creating filter sets” on page 182,
or see the online Help included with the application.
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2  To add elements, click Available. The heading expands to reveal a table of
available filter elements. Click the check box beside the filter elements that
you want to include in the report, and then click Update Selection Criteria
to move the elements to the Selected table.

Note: When choosing individual filter elements, you can select up to 250
entities. If you use multiple filters, the total number of entities selected for all
filters cannot exceed 250.

When choosing filter sets, while you can apply more than one filter set to a
report, the combined total number of filter elements in all filter sets that you
apply to a single report cannot exceed 250. For example, you can apply
one filter set that includes 150 skillsets, and another filter set that includes
100 agents to a single network-consolidated report because the total
number of filter elements is 250.

3 Toremove an element from the report, deselect the check box beside it in
the Selected table, and then click Update Selection Criteria.

4  For the Estimated Revenue By Agent report, in the Per Unit $ box, enter
the dollar amount to be used to calculate the revenue value for each activity
code.

Note: The system multiplies this number against the number of
occurrences of the activity code.

5 Continue with the following procedure to define the data range.

To define the data range

When you define the data range of user-defined reports, you can choose from
Interval, Daily, Weekly, or Monthly collection periods.

1 Inthe Report Properties window, click Data Range. The heading expands
to reveal a series of boxes. Choose the collection period for your report in
the data range area.

Note: You cannot choose the data range for configuration reports. The
collection periods available depend on the type of report that you choose.
For example, for the Agent Performance Calls Answered, Bottom 5 report,
you can choose only Daily. If you choose Interval, the collection period is
15 minutes.

2 Based on the collection period that you choose, you can enter information
in the following boxes:
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Interval data range

w Data Range

I Interval i l

& rtervals from IU-25 j' hours ago to ID j' hours ago.
€ anintervals rom |12 2 [00 = [20 Blun [11 2 [25 = [P 5
from I O daysg | B 45 2002 T 1) ago.
to | 0 aysg | B 18 2002 =y ago.

= Include all intervals in range

e Previous interval (for current day anly)

start time at |12 '”UU '”AM "Iendtimeat |11 :l' |45 j‘ |Pf\'1 :l'

Interval data range boxes

The system collects and stores interval data every 15 minutes. When you
select Interval from the collection frequency drop-down list, you can specify
the part of the day that you want to include in your report. For example, you
can specify that you want to see the data collected in the past 3 hours up to
the present time.

Intervals from X hours ago to X hours ago: Click this button to specify a
period from up to 24 hours ago to the present, in 15-minute increments.
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All intervals from X until X from X days ago to X days ago: Click this
button to specify the start time and end time for data collection over a range
of days. For example, to report on interval data collected from 3 days ago at
9:00 a.m. to yesterday at 9:00 a.m., you enter from 9:00 a.m. until 9:00 a.m.
from 3 days ago to 1 day ago.

Tip: To make it easier to visualize a range a days, you can select dates
from the pop-up calendars that appear when you click the arrows beside
the drop-down lists. The system automatically translates the dates you
choose into the corresponding range of days. The calendars are only for
your convenience; the range of days that the system shows in the boxes
overrides the dates when you run the report.

Example: Today is Wednesday, October 30, and you want to schedule an
interval report to run every Wednesday that includes data for Sunday and
Monday. When you click the drop-down lists beside the “days ago” boxes,
you pick from Sunday, October 27 in the first calendar, to Monday, October
28 in the second calendar. The system automatically populates the days
ago boxes with “From 3 days ago to 2 days ago,” as shown below:

w Data Range

IIntervaI vl
' Intervals from ID-25:l' hours ago to ID :l' hours ago.
& Al intervals from |12L| IDDLI IAMLIUntiI I11 LI |‘15L|

PM >

fram |_3 days(IZ?HDIDZ :l' 1 ago.

to [ 2 gays ] < October 2002 |
¥ Include

25 30 1 2 3 4 &
E 7 8 9 10 11 12
13 14 15 16 17 18 19
20021 2 23 24 25 %
7 0B 2/ 12
3 4 5 6 7 B8 9
€ SToday: 30/10/02

0 Previous interval

When you schedule the report to run every Wednesday, the system takes
into account the range of days—from 3 days ago to 2 days ago—instead of
the dates.

Include all intervals in range: Deselect the check mark in this box if you
want the report to include 24 hours of data over the range of days that you
specify. For example, if you entered from 3 days ago to 1 day ago, the
report includes interval data collected from 12:00 a.m. 3 days ago to
12:00 a.m. 1 day ago.
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Previous interval: Click this button if you want to schedule a report to print
or output to a file every 15 minutes during a specified time range on a single
day only. For example, it is 8:30 a.m. and you want to schedule a report to
print every 15 minutes containing data collected from 9:00 a.m. to 5:00 p.m.
today. Enter a start time of 9:00 a.m. and an end time of 5:00 p.m. Then, in
the Schedule area, select today’s date. You must save and activate the
schedule for the report to be generated.

Notes:

m The data collection period actually ends one second prior to the
specified end time. For example, to collect data for the period from
4:00 p.m. to 4:14:59 p.m., enter a start time of 4:00 p.m. and an end
time of 4:15 p.m.

m For consolidated reports, if you are using time zone conversion, enter
the time at the NCC.

Generate with time zone conversion: For reports generated at the NCC
only. Select this option if you want to convert NCC time to local time for
each site.

Example: The NCC is at Chicago, and the data extraction period is

10:00 a.m. to 11:00 p.m., and selected sites include Toronto and San
Francisco. If you select this option, the report includes events occurring at
Toronto between 11:00 a.m. and 12:00 p.m., and at San Francisco between
8:00 a.m. and 9:00 p.m.

Daily data range

w Data Range

IDain hd

o Yesterdsy
C Last 7 days

The Daily data range enables you

to choose from four eptions. Click

the arrows beside the date drop-down —
lists to choose dates from the pop-up
calendar.

" Last manth

* From 1¢lerannz =l

to l_”([

'3 10 11 12 13 14 15

= June 2002 o | =age

% 27 28 28 30 # 1
2 3 WEyE T o8

18 17 18 19 20 21 22
23 24 25 26 27T 2 8
W10z 3 4 5 B
€ Today: 6/52002
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Daily data range boxes

Immediately after the end of each day (that is, at 12:00 a.m. the next day),
the system sums up all of the statistics collected during the day and makes
them available to you for daily reports.

Note: You cannot generate a daily report on the current day. The most
recent daily statistics are available only for yesterday. For example, if today
is June 7 and you want to run a daily report for June 6, you can access the
daily data for June 6 starting at 12:00 a.m. today.

Yesterday: Click this button to run a report containing 24 hours of daily
data for yesterday (that is, from 12:00 a.m. at the start of yesterday, to
12:00 a.m. last night).

Last 7 days: Click this button to generate a report containing a week’s
worth of daily data ending last night at 12:00 a.m.

Last month: Click this button to generate a report containing monthly data
for the past month. The report contains data collected from midnight on the
first day of the month, until midnight on the last day of the month.

From X to X days/business days ago: Click this button to specify the
number of days to include in your report, and then type the range of days in
the boxes provided. To report on yesterday, select from 1 day ago to 0 days
ago. You can choose from days or business days. Your administrator
configures the first business day of the week and the length of the business
week in the Configuration component of Symposium Web Client.

Tip: To make it easier to visualize a range a days, you can select dates
from the pop-up calendars that appear when you click the arrows beside
the drop-down lists. The system automatically translates the dates you
choose into the corresponding range of days. The calendars are only for
your convenience; the range of days that the system shows in the boxes
overrides the dates when you run the report.

Example: Today is Wednesday, June 5, and you want to schedule a daily
report that includes yesterday’s data to run every day from Monday to
Thursday. In the first pop-up calendar, you choose Tuesday, June 4. In the
second pop-up calendar, you choose today’s date, Wednesday, June 5. The
system automatically populates the days ago boxes with the daily range of
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“from 1 day ago to 0 days ago,” as shown in the graphic below. When you
schedule the report, the system takes into account this daily range, not the
specific dates that you choose, and runs the report every day from Monday
to Thursday, including data for the previous day.

w Data Range

I Draily - l

« Yesterday
s Last 7 days
" Last marth

& prom | 1 (Jerammz )

o] ¢l e]  sune2002 o |

26 27 28 20 30 3 A
2 3 @ENE T 8
9 10 11 12 13 14 15
16 17 18 19 20 21 22
23 24 25 26 27 28 29
01 2 3 4 5 B
) Today: 6i52002

Weekly data range

¥ Data Range

Weekly 'I
o Last week
~
The Weekly data range enahles you -~ Last 4 weeks
to choose from five options. Click e Iﬂﬂ TS
the arrows beside the date drop-dewn o presks ago
lists to choose dates from the pop-up & From | 1 weekst | 5 292002 lyage
calendar. to ] 0 weeks(]| o May 2002 |

28 29 3} 1 2 3 4
s B 7 8 9 10 N[
12 13 14 15 16 17 18
19 20 21 22 23 24 25
26 27 28 29 30 3N 1
2 3 4 5 6 7 8
£ Today: 6/5/2002

Weekly data range boxes

After the end of each day of the week, the system creates weekly data
containing the totals for each day. This weekly data is available at the start
of the day for the period running up to the completed days of the current
week. For example, if your business week starts on Monday and you want a
report detailing the amounts for the previous week, the data is available
Monday at 12:00 a.m. for the period ending Sunday night at 11:59 p.m.
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Last week: Click this button to generate a report containing one week of
weekly data for the previous business week. The time range included in the
report depends on the first business day of the week. If the first business
day is Monday, when you generate the report, it includes data from two
Mondays ago to the start of this past Monday (12:00 a.m.), the first
business day of this week.

Last 4 weeks: Click this button to generate a report containing four weeks
of weekly data. The time range included in the report depends on the first
business day of the week. If the first business day is Monday, when you
generate the report, it includes data from four Mondays ago to the start of
this past Monday (12:00 a.m.), the first business day of this week.

Last 52 weeks: Click this button to generate a report containing one year of
weekly data. The time range included in the report depends on the first
business day of the week. If the first business day is Monday, when you
generate the report, it includes data from Monday 52 weeks ago to the start
of this past Monday (12:00 a.m.), the first business day of this week.

X weeks ago: Click this button to generate a report containing weekly data
for a particular week in the past, or up to and including the completed days
of the current week. Then type the number corresponding to the week in
the box provided. Type 1 in the box to generate a report containing last
week's data. Type 0 in the box to generate a report containing the data for
all the completed days since the first day of the current week. For example,
if your business week starts on Monday and today is Thursday, if you type 0
in the box, the generated report contains data from Monday to Wednesday.

Supervisor's Reference Guide 211



Historical Reporting Standard 2.0

From X to X weeks ago: Click this button to generate a report containing
weekly data for a range of weeks in the past, up to and including the
completed days in the current week. Then, type the weekly range in the
boxes. To generate a report containing data up to and including the
previous week, type 1 week ago in the second box. To generate a report
containing data up to and including the completed days of the current week
(based on the first business day), type 0 in the second box.

Tip: To make it easier to visualize a range a weeks, you can select dates
from the pop-up calendars that appear when you click the arrows beside
the drop-down lists. The system automatically translates the dates you
choose into the corresponding range of weeks. The calendars are only for
your convenience; the range of weeks that the system shows in the boxes
overrides the dates when you run the report.

Example: Today is Wednesday, June 5, and you want to schedule a report
that includes weekly data from the previous Wednesday up to and including
the most recent data for the current week. You schedule the report to run
every Wednesday. In this case, the most recent weekly data is available for
the entire day of Tuesday. (Weekly data is only available for the completed
days in the current week. You cannot generate a report containing weekly
data for the current day.) From the first pop-up calendar, you choose last
Wednesday, May 29. From the second pop-up calendar, you choose today’s
date, Wednesday, June 5. The system automatically populates the weeks
ago boxes with the range of “from 1 week ago to 0 weeks ago,” as shown in
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the graphic below. When you schedule the report, the system takes into
account this range, not the specific dates that you chose. It generates the
report every Wednesday, including data from the previous Wednesday until
Tuesday, the most recent completed day in the current week.

w Data Range

IWeekIy - l

 Last week

" Last 4 weeks
© Last 52 weeks
s I_U weeks ago

& From | 1 weeks([528m0 <lyage

to] 0 weekst|| <] May 2002 |

28 29 30 1 2 3 4
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Monthly data range

w Data Range

Marithly 'l

" Last morth
o Last year
The Monthly data range enables you e
to choose from four options. Click & From |—1momst S5m0z ]am
the arrows beside the date drop-down —
lists to choose dates from the pop-up o[~ 0 montne (| < May 2002 =
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Monthly data range boxes

Each day during the month, the system collects statistics and adds them to
the current monthly data total. The current monthly data is made up of all
completed days so far this month. For example, if you want to generate a

monthly report for the entire month of January, you can access the data on
February 1 at 12:00 a.m.
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Last month: Click this button to generate a report containing monthly data
for last month.

Last year: Click this button to generate a report containing monthly data for
the past year. The report includes data from January 1 of last year to
January 1 of the current year.

X months ago: Click this button to generate a report containing monthly
data for a particular month, or for the completed days of the current month.
Then type the number corresponding to the month in the box provided. For
example, type 1 month ago to generate a report containing last month's
data, from midnight on the first day of the month, until midnight on the last
day of the month. If you type 0 in the box, then the generated report
contains data for all the completed days of the current month. For example,
if today is June 15 and you type 0 in the box, then the generated report
contains data from June 1 to June 14.

Note: If you type 0 in the box and today is the first day of the month, then
the generated report contains no data because there are no completed
days in the current month.

From X months ago to X months ago: Click this button to generate a
report containing monthly data. Then, select the range of months from the
drop-down lists. To include monthly data for the past month, specify until

1 month ago. To view data up to and including all the completed days in the
current month, specify until 0 months ago.

Tip: To make it easier to visualize a range a months, you can select dates
from the pop-up calendars that appear when you click the arrows beside
the drop-down lists. The system automatically translates the dates you
choose into the corresponding range of months. The calendars are only for
your convenience; the range of months that the system shows in the boxes
overrides the dates when you run the report.

Example: Today is Wednesday, June 5, and you want to schedule a report
that includes monthly data from the first day of last month up to and
including the most recent data for the current month. You schedule the
report to run on the 15th of every month. In this case, the most recent
monthly data is available for the current month up to and including the 14th
day. (Monthly data is only available for the completed days in the current
month. You cannot generate a report containing monthly data for the
current day.) From the first pop-up calendar, you choose May 1. From the
second pop-up calendar, you choose today’s date, Wednesday, June 5. The
system automatically populates the months ago boxes with the range of
“from 1 month ago to 0 months ago,” as shown in the graphic on page 215.
When you schedule the report, the system takes into account this range,
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not the specific dates that you chose. It generates the report on the 15th of
every month, including data from the first day of the previous month until
the 14th of the current month, the most recent completed day in the current
month.

w Data Range

I Monthly - l

" Last marth
s Last year
s I 0 months ago

& From | 1 months¢[5/1 2002 =l)age
to ] 0 manthe ]| o] May 2002 |

28 20 30 @ 2 3 4
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12 13 14 15 16 17 18 Y
19 20 21 22 23 24 25
26 27 28 29 30 3 1
2 3 4 5 5 7 8
3 Today: 6i52002

3 Continue with the following procedure to define the report schedule.

To define the report schedule

You can schedule reports in your group and private folders to output to afile or
to print, or both. You can also specify one or more e-mail addresses where the
system can send notification that the report has been generated successfully, or
that there were problems preventing the report from being generated. If the
system cannot generate the report, the e-mail natification contains possible
reasons for the failure, enabling you to repair the problem and generate the
report again.

When you choose to output the report to a printer, you can choose the paper size
for your report.

Note: The combined number of ad hoc or scheduled reports that you can
generate simultaneoudly islimited to five. You can schedule as many historical
reports as required; however, only five scheduled reports are processed
simultaneously, while the others wait in queue. Likewise, for ad hoc reports,
only five reports can be generated at the same time. For example, five
supervisors can generate an ad hoc report, but the sixth supervisor to do so
receives a message saying the system could not process the request. This
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supervisor must try to generate the ad hoc report again later, after the first five
reports have been generated (or schedule the report to run later). This limitation
appliesto thetotal of the ad hoc and scheduled reports that can be generated at a
particular time. For example, if two reports are scheduled to be output at noon,
then only three ad hoc reports can be generated at this time, bringing the total to

five.

1 Inthe Report Details section of the window, from the Time zone drop-down
list, note the time zone in which you chose to run or schedule your report.

ATTENTION

The schedule time that you specify is based on the time zone
that you choose. However, the system translates the schedule
time that you enter to the time zone in which the application
server is located. The report is generated at the time and in
the time zone you specify, but the timestamp at the bottom of
the generated report reflects the application server time. For
more information on time zones, see “Reports and time zones”
on page 195.

The report schedule that you define cannot start in the p.m.
range and end in the a.m. range. Therefore, when the system
converts your selected time to application server time, an error
message appears if the converted start time is in the p.m.
range and the converted end time is in the a.m. range. In this
case, you must reenter the schedule start and end times,
taking into account the time difference with the application
server.

Example: The application server is located in a time zone that is 2 hours
later than the time zone you choose from the Time Zone drop-down list. You
enter a schedule start time of 9:00 p.m. and an end time of 11:00 p.m.
However, when you submit your schedule, the system converts the
schedule start time to 11:00 p.m. and the schedule end time to 1:00 a.m.,
application server time. In this case, an error message appears because
the schedule that you define cannot start in the p.m. range and end in the
a.m. range. You must reenter the schedule start and end times, taking into
account the time difference with the application server.

2  Close the Report Details section.
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3 To open the Schedule section, click Schedule. The heading expands to
reveal a series of boxes.

Click any of the schedule option buttons to|
enable the schedule boxes.

w Schedule

+ Nat Schedule

e ringtheperiodfrom|1 v”DD v”AM vlt0|1 v”DD v“AM;Ieverle_25hour;”Everyday ;I
("'OnISunday vlatl‘l v”DD 'I AM 2] weeekly

(-"Atl'I '”UU v”AM v”Everyday vl
B OUtpUt OptioNS  ee—— The Output Options area is enabled only

after you define the report schedule.

4 The schedule that you can define depends on the type of data range that
you have selected. Click any of the option buttons beside the schedule
boxes to enable them. You can enter information in the following boxes:

Schedule boxes available for Interval data range

w Schedule

" Nt Scheduled

G'Duringtheperiodfroml‘l v”DD v”AM vlt0|1 v”DD v“AM;Ieverle_25hour;”Everyday ;I

. OHISunday jv atl‘] jv IDD jv AM ] ety | Define the report schedule for
At m IE |AM ;I IE\"ET}' dap ;I interval reports in these boxes.

During the period from X to X: Click this button to schedule an interval
report to be generated at regular intervals within a defined time range every
day, every business day, on selected days of the week, or on specific dates.
For example, click this button if you want to generate a report every 15
minutes between 9:00 a.m. and 5:00 p.m. every Wednesday and Sunday.
Then enter the times in the boxes.

On X at X weekly: Click this button to generate an interval report on a
particular day, at a particular time every week. For example, click this button
to generate a report every Monday morning at 9:00 a.m.

At X every day/specific days of the week/specific dates: Click this
button to generate an interval report at a specific time every day, or on
specific days of the week, or on specific dates. For example, click this
button to generate a report at 9:00 a.m. on the first day and 30th day of
every month.
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Schedule boxes available for Daily data range

¥ Schedule

" Nt Scheduled

& at 12 =] |00 =] |ant =] | Today =]

Define the report schedule
for daily reports in these
boxes.

At X today/every day/days of the week/specific dates: Specify the time
when you want to generate a daily report. For example, you can choose to
generate your daily report at 9:00 a.m., Monday through Friday.

Schedule boxes available for Weekly data range

¥ Schedule

" Mot Scheduled

o [12 ][00 <] [am =] [Suncey <] [ihis week =]

Define the report schedule
for weekly reports in these
boxes.

At X this week/every week: Specify the time and day when you want to
generate a weekly report, either this week, or every week. For example, you
can specify that you want to generate a weekly report at 10:00 a.m. every
Tuesday.

At X on specific dates: Specify the time and dates when you want to
generate a weekly report. For example, you can specify that you want to
generate a weekly report at 10:00 a.m. on the 15th of every month.
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Schedule boxes available for Monthly data range

¥ Schedule

Mot Scheduled
" Onthel VIISunday Llin IJanuary LI at |12 v”DD VHAM 'l

o Ondayl 1 of IJanuary 'lat |12 v”DD VHAM VI
€ on|Select date(s) = [12 =] [o0 =] [am <]

Define the report schedule
for monthly reports in these
boxes.

On the X in X at X: Click this button to schedule a monthly report to run on
a specific day and month, at a specific time. You can also choose to run the
report every month. For example, you can run a monthly report on the third
Sunday every month at 12:00 p.m.

On day X at X: Click this button to schedule a monthly report to run on a
specific date during a specific month, at a specific time. You can also
choose to run the report every month. For example, you can run a monthly
report on March 17 at 12:00 p.m.

On specific dates at X: Click this button to schedule a monthly report to
run on specific dates during specific months, at a specific time. For
example, you can run a monthly report on the 15th of every second month
at 12:00 p.m.

5 Continue with the following procedure to define the output options.

To define output options

After you have scheduled the report, you must define the way the system
generatesit. You can specify whether you want to print the scheduled report
when it is generated or save it as afile, or both. If you choose to print the report,
you can select the paper size.

You can aso specify one or more e-mail addresses where the system can send
notification that the report has been generated successfully, or that there were
problems preventing the report from being generated. If the system cannot
generate the report, the e-mail notification contains possible reasons for the
failure, enabling you to repair the problem and generate the report again.
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Note: If you choose to output the report to afile, you must specify a shared
folder where the application server will send the output file. This folder can be
on your computer, on another computer in the network, or on the application
server. If the folder that you specify is on a computer other than the application
server, the network administrator must map to this shared folder from the
application server, and the computer must be within the same domain as the
application server. For more information, see the Symposium Web Client
Planning, Installation, and Administration Guide.

If you want to output a scheduled report to a printer, ensure that your
administrator has configured a default printer on the application server. If a
default printer has not been defined, then you can only output reportsto afile.

w CQutput Options

Schedule this report to print andior output to file

* Prirt [+
Printer: [HF LaserJet 4050 Series PS5 = | Paper size: [44 2104 237 mm =]

w Output to file v —_—
Output: |\\T0r0nt0\temp\c:hris [~ Save file under different name each time
Format: | Crystal Reports_Format [*.rpt) ;I

w Email Motification  [v

Send notification e-mail to: | rept{@hatmail com

Define the output options for
scheduled reports in these boxes.

1  Once you have scheduled the report, the Output Options heading is
enabled (if you have not scheduled the report, the heading is disabled).
Click Output Options to reveal the output options boxes.

2  Click the Print check box or the Output to file check box, or both.

3  To print the report, from the Printer drop-down list, select the printer to
which you want to print the scheduled report.

4  From the Paper size drop-down list, select the appropriate paper size for
the printed report.

5  To output the report to a file, in the Output box, type the path to the shared
folder where the report will be output. The path should have the format
\\[computer name]\[shared folder name]\[file name], without the file
extension. For example, you want to output the Agent Performance report
to a shared folder on the application server. The application server
computer name is appstrvr, the shared folder name is reports, and you
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decide to call the report agent. You type \\appsrvr\reports\agent in the
Output box.

Note: Click the Save file under different name each time check box if you
want the system to save the report with a different name each time it is
generated. If you do not check this box, the system overwrites previously
generated reports with the updated versions every time they are generated.

6  From the Format drop-down list, select the export file format that you want
to use.

Note: Some export formats do not support all report features. If your report
output does not look the way you expect, use a Crystal Reports, RTF, or
Excel format.

7  Click the Email Notification check box if you want the system to notify you
when the report has been generated. Then type one or more
e-mail addresses in the Send notification e-mail to box. You can type a
maximum of 255 characters in the box, with each e-mail address separated
by a semi-colon (;).

8  You must click Save Report to save your user-defined report.

9 Click Activate to activate the report’'s schedule.
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Other procedures for reports

Introduction

After you define areport, you can changeit or delete it. For step-by-step
procedures on editing and del eting reports, see the online Help included with the
application.

To change report properties

You can change the following properties for a user-defined report:

= general report information—including report name

m  selection criteria—the entitiesto beincluded in the report (not applicable to
user-created reports)

= report schedule—when the report is to be generated
m  datarange—the data collection period for the report
= output options—the printer or file to which the report is to be output

= network site properties—(for network consolidated reports only) the sites
to be included in the report

To delete user-defined or user-created reports

Note: You cannot delete standard public report templates, or group reports that
other members of your group have created.

ATTENTION 1t the report schedule is active, you must deactivate it

before you can delete the report. For more information,
refer to “ Deactivating reports’ on page 228.

From the system tree, select the report and choose Report [0 Delete.

222 Symposium Call Center Web Client



December 2003 Historical Reporting

Section B: Using reports
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Overview of using reports

Introduction

Once you have created the user-defined or user-created reports, you can activate
or deactivate their schedules and print them or output them to afile.

Scheduled report printing prerequisites

A scheduled report prints at the scheduled time if your administrator configures
adefault printer on the application server. For more information, see the
Symposium Call Center Web Client Planning, Installation, and Administration
Guide.

Standard public reports cannot be scheduled, but you can run them ad hoc and
preview or print them as needed.

Interpreting comma- and character-separated value reports

When you export a scheduled report in comma- or character-separated value
format, the program generates aline for each record in the report. Each record
line also contains all the header, summary, and footer information applicable to
the record. The program processes headers and footers one line at atime.

For example, acomma-separated value record for the following report lookslike
this:

“Agent Average Calls per Hour - Daily”,“BestAir Airlines”,“Report Interval:
00:00:00 07 May, 2001 - 23:45:00 07 May, 2001",“Site Name: TORONTOQO",“Table
Name: dAgentPerformanceStat”,“Average Answered”,“per Hour”,"Average Talk
Time”,"Average Not Ready Time”,"GRAND
TOTAL",22.77,"00:46:56","00:02:12",“Agent Name & ID: Jon Carlos -
6709”,“Summary:”,“16.80",“00:44:39",“00:02:32", “4/6/01",16.80,“00:44:39",
“00:02:32",“Agent”,16.80,“00:44:39",“00:02:32","GRAND TOTAL",22.77,
“00:46:56",00:02:12",“C:\REPORTS\flat\dm-agt9.rpt”,“Printed By: sysadmin 5/
8/01 10:23:21 AM",“Page 1 of 1”
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Bestair Airlines
Site Mame: TORONTO
Table Name: dagentPerformanceStat

Agent Average Calls per Hour - Daily

Report Interval: 00:00:00 07 hay, 2001 - 23:45:00 07 May, 2001

Average Answwered

Agent

per Hour Average Talk Time Average Mot Ready Time
GRAND TOTAL
22.77 00:46:56 00:02:12
Agent Name & ID: Jon Carlos - 6709
Summary: 16.20 00:44:23 00:0z:22
4601 16.20 on: 2 on: 2z
Agent
Agent Name
Summary: §2.00 01:00:52 00:00:04
4601 52.00 o1 52 on: 04
Agent
Agent Name : Lori Vandenberg - 6763
Summary: 48.00 005712 00:03:40
46701 42.00 on: 12 on: 40
Agent
Agent Name & ID: Brandon Woo - 6841
Summary: 38.24 00:56:44 00:00:04
4601 28.24 on: 44 on: 04

‘ Agent Name & ID: Dylan Marcus - 6844

00:46:32 00:00:04 ‘

Agent

Summary: 3z2.00
4601 22.00 O0:46:32 00:00: 04
Agent
Agent Name
Summary: 62.00 01:01:28 00:00:04
46701 01:01:28 00:00: 04

GRAND TOTAL

22.77

00:46:56 00:02:12

CAREFCRTE AN m-3g1%. o1

Printed By: sysadmin 5/8/01 10:23:21 AM

Page 1 of 1
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Confirming a report schedule

Introduction

After you schedule a private or shared report and save your changes, you can
confirm the report’s schedule by opening the Scheduled Events window.

To confirm a scheduled report

1

On the system tree, click Scheduled Events. The Scheduled Events
window appears, listing all the scheduled reports on all servers in your
network.

7 Symposium Web Client - Historical Reparting - Micrasoft Intemet Explorer provided by Nortel Networks
| Ele Edt View Favertes Took Help | Links >
£ Symposium Web Client
NQ'I}EI'EVE’.ORKS' H%{stu}?\uﬂ Reporting
Report | Filter Sets Launchpad | Help
| iccmngent 7 Report Name Group Scheduls Type Run On Server | Newst Run Time | Last Run Time Status Prirter Exported File_ |
ptorc0oh ¥ |sales Frivats Specific Date 47178140145 Inactive ST ORITOMHELMUT
ptore0nj gent Performance | Private \Aeekly 47178140146 Inactive T ORITOMHELMUT
porcik Revenue Private Specific Date 47 178140146 Inactive UK TORITOMHELMUT
D Scheduled Everts
Click this folder
to open the Scheduled
Events window and
work with scheduled
reports.
Activate De-Activate
|&] Done || @ Twsted stes i
2  Locate the scheduled report in the table and verify that the schedule details
are accurate.
3 To return to the Report Properties window, double-click a report on the
system tree.
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Activating reports

Introduction

Follow these procedures to activate a report schedule. After you schedule a
report, you must activate, or turn on, the schedule. The report is not generated
until the schedule is activated. To schedule the report, refer to “ To define the
report schedule” on page 215.

To activate a report

You can activate areport’s schedule in two ways:

= Youcanclick Activatein the Report Properties window after you schedule
anew report and click Save Report, or after you modify an existing
report’s schedule and click Save Report.

s Youcanclick Activate in the Scheduled Events window. For details, see
the following procedure:

1 Onthe system tree, click Scheduled Events. The Scheduled Events
window appears, listing all the scheduled reports on all servers in your
network.

2  Select the report that you want to activate.
Click Activate.

4  To return to the Report Properties window, double-click a report on the
system tree.
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Deactivating reports

Introduction

Follow these procedures to deactivate, or turn off, areport schedule. For
example, you can deactivate reports during holidays. When you deactivate a
report schedule, the report definition and schedule remain, but the report is not
generated until you reactivate it.

To deactivate a report

You can deactivate a report’s schedule in two ways:

You can click DeActivate in the Report Properties window when you are
viewing the properties of a scheduled report.

You can click De-Activate in the Scheduled Events window. For details,
see the following procedure:

On the system tree, click Scheduled Events. The Scheduled Events
window appears, listing all the scheduled reports on all servers in your
network.

Select the report that you want to deactivate.
Click De-Activate.

To return to the Report Properties window, double-click a report on the
system tree.

228

Symposium Call Center Web Client



December 2003 Historical Reporting

Previewing and printing ad hoc reports

Introduction

You can preview an ad hoc report before printing it.

ATTENTION ¢ you use a postscript printer, use the printer driver

provided by the manufacturer. Generic and old postscript
printer drivers can result in the cropping of letters and other
problems.

To preview or print an ad hoc report

You can print ad hoc reports with their default properties, or you can define the
selection criteriaand the data range first.

1 Onthe system tree, click the server containing the report that you want to
print.

2 Double-click the folder containing the report that you want to print. The
folder expands to reveal the list of reports.

3  Select the report that you want to print. The report properties appear in the
right pane.

4  Before you can print the report, you must run it. You can run the report with
its current properties, or you can define the selection criteria and data
range, and then run the report. For more information, see “To define the
report schedule” on page 215, and “To define the data range” on page 205.

5 Click Run Now to generate the report with the properties that you have
specified. The Ad-Hoc Report Viewer appears, enabling you to preview the
generated report.

Note: When you click Run Now, the system does not save your customized
properties. To save your properties, you must enter a report name in the
Save As box, choose a save location, and click Save Report. For more
information, see “To create a user-defined report” on page 200.

6  Click the printer icon to print the report to the default printer configured on
your computer.
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Overview

An agent may require assi stance from the Supervisor if, for example, the caller
isabusive. To contact the Supervisor, the agent presses Emer gency on hisor her
phoneset. When the button is pressed, the following events occur:

= The Emergency button on the Supervisor’s phoneset lights up.

m If the Supervisor islogged on to the Emergency Help component of
Symposium Web Client and has the Emergency Help display open or
minimized on his or her desktop, aline of data detailing the emergency
situation appears in the Emergency Help table. If the Emergency Help
display is minimized when the emergency situation occurs, the display
automatically opens on the supervisor’s desktop.

This chapter describes the main features of Symposium Web Client’s
Emergency Help component. For more detailed information, see the online Help
included with the application.
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Starting Emergency Help

Introduction

When you log on to the Symposium Web Client application server, you can open
the Emergency Help component from the main launchpad.

To start the Emergency Help display

To view the Emergency Help, you must have the Emergency Help display open
and minimized or maximized on your desktop. If an agent presses Emer gency
on his or her phoneset when you do not have the Emergency Help component
open, you do not see the Emergency Help details. If an agent presses
Emergency on hisor her phoneset when you have the Emergency Help display
minimized on your desktop, the system automatically opens the display.
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1 To view the Emergency Help window, click Emergency Help in the main
launchpad, or on the Launchpad menu from any Symposium Web Client
component. The main window appears.

ZJ Symposium Web Client 4.0 - Microsoft Intemnet Explorer provided by Nortel Networks
J File Edit View Favortes Tools Help “ Links
NERTEL Symposium Web Client
METWORKS b Emergency Help
Launchpad | Help
Miccrngen17
M ptorcooh
W ptorconj Emerge“cy Help
M ptorcook
e Click a server name in the system tree to launch the emergency help.
|@ ’7 ’7 |° Trusted sites v
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2 Onthe system tree, click the server on which you want to view the
Emergency Help. The Emergency Help window for that server appears.

2} Emergency Help for ptorcoDj - Microsoft Internet Explorer — ol x|
=
Emergency Help for ptorc00j Export | Print Close | pelb |
Agt ID First Last Pos ID Status Start End
z GEOrgE smith 3302 Closed S L3/Z00L 12:40:09 PM 313/Z001 L2140 14 PM
2 George Smith 3302 Active | 31372001 12:42:34 PM *
|

The window shows the name, logon 1D, and position ID of the agent who
pressed the Emergency key. While the emergency situation isin effect, the
agent’s status is Active. It also shows the time when the emergency situation
begins and ends.

You can print the list of agentsin this window by clicking Print. You can also
export snapshots of the Emergency Help displays asHTML filesto the
application server by clicking Export. You can use this snapshot data for future
reference.

For more information on Emergency Help and for step-by-step procedures, see
the online Help included with Symposium Web Client.
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When an emergency is resolved

When the emergency has been resolved and the agent presses the Emergency
key again, the agent’s status in the Emergency Help window changes to
“Closed,” and the time when the situation ended appears.
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Overview

This chapter provides simple investigative tips to use when solving problems
that can arise during daily call center operation. This section is not intended asa
comprehensive troubleshooting guide, but as a guideline for supervisors who
experience difficulty in completing their normal functions.
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You cannot access a report

Situation

You are logged on to a server on the system tree and you are attempting to
generate areport. However, the report that you want to generate does not appear
in any of the folders on the system tree.

Investigation

To identify the reason why the tree does not contain the desired report, answer

these questions:

Question Yes No

Areyou loggedonto Check the Each type of server (M 1/Succession 1000/

the correct server in - next M1 |E nodal and networking,

the tree? question. DMS/MSL-100, NCC) contains specific
types of standard public report templates. If
you do not see atype of report template
under one server, try logging on to another
server.

Isthereport included Check the Ask your system administrator to include

in the partition next the report in the partition assigned to you.

assigned to you? question.

If thereport isauser- Check the When you save auser-defined report inyour

defined report, are . next Private Report Templates folder, your user

you logged onwith  question.  ID isstored with it. Only you can accessthe

the user ID of the
user who created the
report?

report. If someone elselogson to the PC, he
or she cannot accessit. Therefore, make
sure that you log on as the user who defined
the report.
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Question Yes No

If thereportisauser- Check the When you save auser-defined report inyour

defined report, are . next Private or Group folder, the server nameis
you logged ontothe question. stored with it. If you log on to another
server on which the server, you cannot access the report.

report was defined? Therefore, make sure you are logged on to

the server to which you were connected
when you defined the report.

Can you generatethe No further Contact your administrator for assistance.
report? action
required.
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You cannot print scheduled reports

Situation

You have scheduled areport to be printed. After the time to print has elapsed,
you find that no report was generated.

Investigation

To identify why the scheduled report was not printed, answer the following
guestions:

Question Yes No

Hasthe administrator Check the Ask your administrator to configure a

configured adefault next default network printer on the application
network printer on  question.  server. The printer must be accessible to
the application clients who are using Historical Reporting.
server? See the Symposium Call Center Web Client

Planning, Installation, and Administration
Guide for further information.

If thereport isauser- Check the Report the problem to the author of the

created report, areall next report.

data and formulas question.

valid?

If thereportisa Check the Contact the network administrator to
network report, isthe next determine whether you have accessto the
network site guestion. network site, and to find out whether the
available? server is currently running.

Does the selection Check the Use the Report Properties window to check
criteriafor the report next the Selection Criteria. Make sure that the
contain lessthan 250 question. number of entities selected is 250 or fewer.
entities?
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Question Yes No
IsthelP addressof  Check the Scheduled reports are saved with the IP
the client PC next address of the server on which they were
unchanged? question.  scheduled. If the server’s |P address has
changed, you must reschedul e the report to
reflect the new 1P address.
Can you generatethe No further Contact your administrator for assistance.
report? action
required.
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Network call-by-call reports are missing data

Situation

You have generated a network call-by-call report, but the report does not contain
information about a call that was answered at the destination site during the
selected interval.

Investigation

This problem occursif the clocks at the source and destination sites are not
synchronized. For example, a call is networked out from Toronto at 13:16:00
local time, and is answered at Chicago at 14:14:21 local time. In the Site
parameters, the Time Zone Relative to GMT is configured as follows:

Site Time Zone Relative to GMT
Toronto GMT-5
Chicago GMT-6

The Chicago administrator wants a Network Call By Call Statistics report with
details about this call, and requests a report for the period from 13:00:00 to
13:15:00 (after converting local time to the time zone of the source site). The
reguested report does not contain any information about the desired call, because
the Network Call By Call Statistics report only contains information about calls
networked out from Toronto during this period, and the call was actually
networked during the previous period.

To troubleshoot the problem, check and synchronize the clocks at the source and
destination servers.

For more information on time zones, see “Reports and time zones” on page 195.
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You cannot launch real-time displays

Situation

When you log on to the client PC and try to launch areal-time display, it does
not launch. In Symposium Web Client 4.5, for the real-time displays to launch
properly, the system downl oads and registers anew RTDControl to the client PC
when you launch areal-time display for the first time. If you cannot launch real-
time displays on aclient PC, then it may be because you have enforced user
policies that deny access to the registry on the PC, and, therefore, prevent the
system from downloading and registering the new RTDControl.

Solution
1. Logontotheclient PC astheloca administrator (or as auser with registry
permissions).
2. Open Symposium Web Client.
3. Open the Real-Time Reporting component.
4. Launch areal-time display.
Result: The system downloads and registers the required RTDControl to
the client PC. Now regular users can log on to the client PC and launch real-
time displays.
5. Perform this procedure on every client PC upon which real-time displays
will be launched.
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Real-time displays are blank

Situation

When you launch areal-time display, there is no data.

Investigation

Check the following:

Ensure that the LAN/WAN supports multicast traffic by contacting your
network administrator to confirm that the routers have multicast
capabilities.

Verify that you can send and receive data between the server in Symposium
Call Center Server, the application server, and the application server clients.
For more information, see the Symposium Call Center WWeb Client
Planning, Installation, and Administration Guide.

Confirm that the RSM components are sending data to the same IP
multicast address.

Check the |P Receive address for the application server. Make sure that it
matches the I P Send multicast address setting in Symposium Call Center
Server. See “Modifying RSM settings and multicast rates’ in the
Symposium Call Center Web Client Planning, Installation, and
Administration Guide for more information.

Multicast and unicast icons in real-time displays

To help you troubleshoot problems with real-time displays, when you first
launch adisplay and while the system isretrieving data, an icon appears on the
display, identifying whether the application server supports multicast clients,
unicast clients, or both multicast and unicast clients.

The graphic on page 246 shows a display in which both icons are shown,
indicating that the application server supports both multicast and unicast. In
cases where only one transmission method is enabled, the corresponding icon
appears on the display alone.
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/ mStandard Agent Display [sccs42srv] - Microsoft Internet Explorer

Last server contact: 3/11/032 4:07:10 PM
Loading data....
Page 0 of O

. =25
mStandard Agent Display (sccs42srv) M U Export

Print Close Help

These icons indicate whether the
application server supports multicast
clients, unicast clients, or both client types,
as is the case in this displ

|

Once the display islaunched, the icon indicates the transmission mode that is
actually being used to launch the display. The following graphic shows a display
that is receiving data through a unicast connection, a dedicated connection

between the application server and client PC:

/3 m5 tandard Agent Display (sccs42srv] - Microsoft Intemet Explorer

mStandard Agent Display (sccsd2siv) Export | Prink | Close | Help
Agt ID il il SuprFirst | 1n calls Status | DN Out | Time In
z001 Suzie Marris David Active |_
Q001 Janet Brown Moel Mot Ready
a004 Justin Young Dravid 1dle
2006 David Wilc o Moel Idle

Mowving window, refreshing every 1 second
Page 1 of 1

Information as of 3/11/03 3:33:29 PM

If this display were receiving multicast data, there would be a multicast icon at
the top and there would be no direct connection to the application server.
Instead, the client would be “listening” to a shared multicast data stream.

There are anumber of reasons why the real-ti
described in the following scenarios:

me displays can appear blank, as
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No unicast sessions available

This error normally appears on aclient computer when an attempt to open a
unicast channel fails and the client is not receiving multicast data. From the error
message shown in the following graphic, you can see that the application server
supports both multicast and unicast clients, so theimplicationisthat thisclientis
onh aunicast-only segment of the network. The absence of aunicast icon indicates
that the unicast connection was not successfully established and the client PC is
not receiving data packets. In this case, close the display and try to launch it
again later.

/J mStandard Agent Display [sccs42srv] - Microsoft Internet Explorer

Print Close

mStandard Agent Display (sccs42srv) Expott Help |

Last server contact: 3/11/03 2:43:52 PM

The system could not retrieve any data from the server because either the server connection is down, or there are
currently no agents logged in. If the server connection is working, then try launching the display again later.
Transmit Mode = Multicast & Unicast,

Server transmission error: (4102) The maximum number of unicast connections has been reached. The server is not

configured to open additional unicast sessions
Page 0 of O

No relevant data

The following window appears on a client computer when it is receiving data,
but the data is not relevant for the current display (for example, when the
information is not available within the user’s partition(s) or the current filter
blocks the data from the display). The presence of the unicast icon indicates that
aunicast connection was successfully established and the client PC is receiving
data packets.

3 Standard Agent Display [sccsd42srv] - Microsoft Internet Explorer [_ (O] %]

N
= Close Help
U

Standard Agent Display (sccs42srv) Export | Print

Last server contact: 3/13/03 2:45:26 PM

The system could not retrieve any data from the server because either the server connection is down, or
there are currently no agents logged in. If the server connection is working, then try launching the
display again later.

Transmit Mode = Multicast & Unicast,

Page 0 of O
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No data is available on the network

Thiswindow appears on a client PC when it is not receiving any data. Thereis
no icon at the top of the window, indicating that the display is not receiving any
data. The Transmit Mode = Multicast note implies that the server only supports
multicast, but, in this case, the client PC is not recelving multicast data. This
may be the result of a network problem, or it may mean that the server should
support unicast, but it has not been enabled. Report the problem to your
administrator so that he or she can check the application server settings and
enable unicast, if hecessary. The administrator may also check the network
settings to determine why the client PCs cannot receive multicast data.

3 Standard Agent Display [sccsd42srv] - Microsoft Internet Explorer M= E3
Standard Agent Display (sccs42siv) Export | print | Close || Help

Last server contact: 3/13/03 2:52:52 PM

The system could not retrieve any data from the server because either the server connection is down, or
there are currently no agents logged in. If the server connection is working, then try launching the
display again later.

Transmit Mode = Multicast.

Page 0 of O

The characters “*” and “0” appear in the display

Occasionally, the statistics in areal-time display may stop updating, and the
characters “*” and “0” appear instead of the variable fields, as shown in the
graphic on page 249. In a unicast environment, this indicates that the server has
stopped sending data to this client. You must close and reopen the display. Ina
multicast environment, this indicates that the server may have stopped sending
the multicast stream. Run atrace on the application server if the problem
persists.
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a mS5tandard Agent Display [sccsd2srv] - Microsoft Internet Explorer

-
| =) =
mStandard Agent Display (sccs42siv) U Ewot | Print [ Cose [l Help
e
zoo1 Suzie Morris Dravid 00:00 | *
2001 Janet Brown Moel 00:00(*
Q004 Justin Young David 00:00 | *
9006 Dravid Wilcos Moel 0o:00| *
Moving Window, refreshing every 1 second Information as of 3/13/03 3:31:33 —
Page 1 of 1
-
4] | _’l_l
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No names appear in real-time displays

Situation

If the following symptoms appear in your real-time displays, then there may bea
problem with the network settings or the configuration of your DNS server, or
there may be delaysin the network causing timeouts:

= Agent names and answering skillset names appear as * UNKNOWN* in
agent real-time displays.

m  Route names appear as * UNKNOWN* in route real-time displays.
= |IVR queue hames appear as * UNKNOWN* in IVR real-time displays.

m  Skillset and application names appear incorrectly in skillset and application
real-time displays.

Investigation

Ensure that the network is functioning correctly, the DNS has been configured
correctly on the application server, and the DNS is providing responses within a
reasonable time (for example, less than 10 seconds).
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You have display problems on the client PC

Situation

If the layout of the web interface in Symposium Web Client is distorted, follow
these steps.

Investigation

To check the display settings of your computer
1 Click Start O Settings O Control Panel.
2  Double-click the Display icon.

3 Onthe Settings tab, drag the slider in the Desktop area box until the value
reads at least 1024 x 768 pixels (it cannot be lower than this value).

4 From the Font size drop-down list, select Small Fonts.

5 Click OK to save your changes.

To set the font size in Internet Explorer

In Internet Explorer, on the View menu, click Text Size O Medium.

To resize the font

If the text or content displayed in Internet Explorer istoo large for the window,
and you cannot resize the window, do the following:

In Internet Explorer, on the View menu, click Text Size 0 Smaller or Text Size [
Smallest.
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Problems while running two Symposium Web
Client sessions on one client PC

Situation

You are running more than one Symposium Web Client session at once on the
same client PC and are experiencing difficulty.

Solution

For proper Symposium Web Client functionality, you must not run more than
one Symposium Web Client session at any given time on asingle client PC. In
certain scenarios, if you run more than one session simultaneously on a client
PC (with different Web Client users), interference can occur between the
sessions. In this situation, you must close all open sessions but one.
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accelerator key

A key on aphoneset that an agent can useto place acall 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 levels that defines the actions a member of the access
class can perform within the system. For example, a member of the
Administrator access class might be given a collection of Read/Write access
levels.

access level

A level of access or permission given to a particular user for aparticular
application or function. For example, a user might be given View Only access to
historical reports.

ACCESS link

A communication channel between Symposium Call Center Server and
CdlPilot or Meridian Mail.

ACCESS voice port
A voice port that is controlled by the ACCESS link.

ACD call
See Automatic call distribution call.

ACD-DN
See Automatic call distribution directory number.

ACD group
See Automatic call distribution group.
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ACD routing table
See Automatic call distribution routing table.
ACD subgroup
See Automatic call distribution subgroup.
acquired resource
A resource configured on the switch that is under the control of Symposium Call
Center Server. Resources must be configured with matching values on both the
switch and Symposium 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. They are a'so known as Line of Business (LOB) codes. For
example, the activity code 720 might be used to track sales calls. Agents can
then enter 720 on their phonesets during sales calls, and this information can be
generated in an Activity Code report.
adapter
Hardware required to support a particular device. For example, network adapters
provide a port for the network wire. Adapters can be expansion boards or part of
the computer’s main circuitry.
administrator
A user who is responsible for setting up and maintaining Symposium Web
Client.
agent
A user who is responsible for handling customer calls.
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agent login 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, setsthe priority of one or more agents for a
skillset. Agent to skillset assignments can be schedul ed.

agent to supervisor assignment
A definition that, when you run it, assigns one or more agents to specific
supervisors. Agent to supervisor assignments can be scheduled.

AlIP
Advanced /O Processor

API
See gpplication program interface

application

1. A logical entity that represents a Symposium Web Client script for reporting
purposes. The Master script and each primary script have an associated
application. The application has the same name as the script it represents.

2. A program that runs on a computer.

application program interface

A set of routines, protocols, and tools that programmers use to develop software
applications. APIs simplify the development process by providing commonly
used programming procedures.

application server

The computer hosting the web server that distributes all the web pages to the
client PCsthat are using Symposium Web Client. The client PCs use an Internet
browser interface to connect to the application server, launch Symposium Web
Client, and interact with Symposium Call Center Server. The application
software for Symposium Web Client isinstalled on the application server.
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associated supervisor
A supervisor who is available for an agent if the agent’s reporting supervisor is
unavailable. See also reporting supervisor.

Automatic call distribution

A means of automatically distributing an organization’s incoming calls among a
number of answering positions (ACD agents). Automatic call distribution is
useful in operations where callers want a service rather than a specific person.
Calls are serviced in the order they arrive and are distributed so that the
workload at each answering position is approximately equal.

Automatic call distribution call

A call to an ACD-DN. ACD cadls are distributed to agentsin an ACD group
based on the ACD routing table on the switch. See also Automatic call
distribution directory number.

Automatic call distribution directory number

A primary or supplementary DN associated with an ACD group. Calls made to
an automatic call distribution directory number are distributed to agents
belonging to the group, based on the ACD routing table on the switch.

Automatic call distribution group

An entity defined on the switch for the purpose of call distribution. When a
customer dials an ACD group, the call isrouted to any agent who isamember of
that group.

Automatic call distribution routing table

A table configured on the switch that containsalist of ACD-DNs used to define
routes for incoming calls. This ensures that incoming calls not processed by
Symposium Call Center Server will be queued to ACD groups and handled by
available agents.

Automatic call distribution subgroup

An entity defined on the switch to assign supervisory responsibilities. Each
subgroup has one supervisor phoneset and a number of agent phonesets
associated with it. Agents can log on to any phoneset within their ACD
subgroup. The supervisor must log on to the supervisor phoneset to monitor his
or her assigned agents.
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C

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.

call intrinsic

A script element that stores call-related information assigned when acall enters
Symposium Call Center Server. See also intrinsic, skillset intrinsic, time
intrinsic, and traffic intrinsic.

CallPilot

A multimedia messaging system you can use to manage many types of
information, including voice messages, fax messages, e-mail messages,
telephone calls (including conferencing), calendars, and directories.

call presentation class

A collection of preferences that determines how calls are presented to an agent.
A call presentation class specifies whether a break time between callsisallowed,
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
call. If two calls are in the queue when an agent becomes available, and one call
is gqueued 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

A script element that enables you to provide handling to acall whileit iswaiting
to be answered by acall center agent. For example, a caler can hear arecorded
announcement or music while waiting for an agent.
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call variable
A script variable that appliesto a specific call. A call variable follows the call
through the system and is passed from one script to another with the call. See
also global variable, script variable.
Calling Line Identification
An optional service that identifies the telephone number of the caller. This
information can then be used to route the call to the appropriate agent or skillset.
The CLID can aso be displayed on an agent’s phoneset.
CDN
See controlled directory number.
CLAN
See Customer local area network.
CLID
See Calling Line Identification.
client
The part of Symposium Call Center Server that runs on a personal computer or
workstation and relies on the server to perform some operations. See also server.
command
A building block used with expressions, variables, and intrinsics to create
scripts. Commands perform distinct functions, such asrouting acall to aspecific
destination, playing music to a caller, or disconnecting a caller.
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 Call Center
Server. When acall arrives at this number, the switch notifies the application and
walits for routing instructions, which are performed by scriptsin Symposium
Call Center Server.

258 Symposium Call Center Web Client



December 2003 Glossary

Customer local area network

The LAN to which your corporate services and resources connect. The
Symposium Web Client application server and client PC both connect to the
CLAN. Third-party applications that interface with the server also connect to
thisLAN.

D DBMS

Database Management System

deactivated script
A script that does not process any new calls. If ascriptisin usewhenitis
deactivated, calls continue to be processed by the script until they are compl eted.

default activity code

The activity code that is assigned to acdl 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.

Each skillset has a defined default activity code.

default skillset
The skillset to which calls are queued if they have not been queued to a skillset
or a specific agent by the end of a script.

destination site
The site to which an outgoing network call is sent. See also source site.

DHCP
See dynamic host configuration protocol.

Dial-Up Networking
See Remote Access Services.

Dialed Number Identification Service

An optional service that allows Symposium Call Center Server 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 is displayed on the
phoneset, can prepare a response according to the DNIS.
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Digital Multiplex Switch
A Nortel Networks switch for the central office market.

directory number

The number that identifies a phoneset on a switch. The directory number (DN)
can be alocal extension (local DN), a public network telephone 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 displays to highlight a value below or above the
normal range.

DMS
See Digital Multiplex Switch.

DN
See directory number.

DN call
See directory number call.

DNIS
See Dialed Number Identification Service.

DNS
See Domain Name System.

domain

A domain represents the portion of a network on which a common security
policy applies. A domain’s security policy defines the characteristics of
passwords, user accounts, and so on.
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Domain Name System

The protocols and services on a TCP/IP network that allow network usersto use
the name of a computer, rather than an I1P address, when looking for other
computers.

dongle

The attachment plugged into the parallel port of a server connected toaDM S/
MSL-100 switch that authenticates the serial number required at the time of
server installation.

dynamic host configuration protocol
A protocol for dynamically assigning | P addresses to devices on a network.

dynamic link library

A library of executable functions or data that can be used by a Windows
application. Typicaly, aDLL provides one or more particular functions and a
program accesses the functions by creating either a static or dynamic link to the
DLL. Several applications can use aDLL at the sametime.

E ELAN

See embedded local area network.

embedded local area network
A dedicated Ethernet TCP/IP LAN that connects the server in Symposium Call
Center Server and the switch.

Emergency key
A key on an agent’s phoneset that, when pressed by an agent, automatically calls
his or her supervisor to notify the supervisor of aproblem with a caller.

event

1. An occurrence or action in Symposium Web Client, such as the sending or
receiving of amessage, the opening or closing of an application, or the reporting
of an error. Some events are for information only, while others can indicate a
problem. Events are categorized by severity: information, minor, major, and
critical. 2. An action generated by a script command, such as queuing acall to a
skillset or playing music.
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expression

A building block used in scripts to test for conditions, perform cal culations, or
compare values within scripts. See also logical expression, mathematical
expression, and relational expression.

filter

1. In Real-Time Reporting, you create filters by specifying the skillset,
application, and agent data that you want to see in the real-time displays. You
can apply as many filters as you want to each display. After you apply these
filtersto the real-time displays, you no longer have to scan data that is not
applicableto you. 2. In Historical Reporting, you can select the elements that
you want to include in your reports by choosing filters and assigning filter
elements to your reports. For example, in an agent performance report, you can
choose thefilter Agent Login ID, and then choose the filter elements (the logon
IDs) that you want to report on.

filter timer
The length of time after the system unsuccessfully attempts to route callsto a
destination site, before that site isfiltered 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 thisvalue.

global settings
Settings that apply to all skillsets or IVR ACD-DNSs that are configured on your
system.

global variable

A variablethat contains values that can be used by any script on the system. You
can only change the value of a global variable in the Script Variable Properties
sheet. You cannot change it in a script. See also call variable, variable.
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I 1S
See Internet Information Services.

Interactive voice response
An application that allows telephone callers to interact with a host computer
using prerecorded messages and prompts.

Interactive voice response ACD-DN
A directory number that routes a caller to a specific IVR application. An IVR
ACD-DN must be acquired for non-integrated I VR systems.

Interactive voice response event
A voice port logon or logoff. An IVR event is pegged in the database when a call
acquires or de-acquires avoice port.

Internet Information Services

Microsoft’s Web server software. 1S uses Hypertext Transfer Protocol (HTTP)
to provide World Wide Web documentsin a browser. 11S includes several
security functions and allows the use of Gopher and File Transfer Protocol
(FTP) servers.

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 I P addresses must be unique and correct. The
format of an IP addressis a 32-bit numeric address written as four values
separated by periods. Each value can be 0 to 255. For example, 1.160.10.240
could be an IP address.

intrinsic

A word or phrase used in a script to gain access to system information about
skillsets, agents, time, and call traffic that can then be used in formulas and
decision-making statements. See also call intrinsic, skillset intrinsic, time
intrinsic, and traffic intrinsic.

IP address
See Internet Protocol address.
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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.

LAN
See Local area network.

Line of Business code
See activity code.

LOB code
See activity code.

Local area network

A computer network that spans arelatively small area. Most LANS connect
workstations and personal computers and are confined to asingle 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.

logical expression

A symbol used in scriptsto test for different conditions. Logical expressions are
AND, OR, and NOT. See also expression, mathematical expression, and
relational expression.
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M

M1
Meridian 1 switch

M1 IE
Meridian 1 Internet Enabled switch

Management Information Base

A data structure that describes the collection of all possible objectsin anetwork.
Each managed node maintains one or more variables (objects) that describe its
state. Symposium Call Center Server Management |nformation Bases (MIBs)
contribute to the overall network MIB by

m  identifying Nortel Networks/Meridian/Symposium Call Center Server
nodes within the network

m identifying significant events (SNMP traps), such as alarms reporting
m  gpecifying formats of alarms

Master script

Thefirst script executed when acall arrives at Symposium Call Center Server. A
default Master script is provided with Symposium Web Client, but it can be
customized by an authorized user. It can be deactivated but not deleted. See also
network script, primary script, script, secondary script.

mathematical expression

An expression used in scripts to add, subtract, multiply, and divide values.
Mathematical expressions are addition (+), subtraction (-), division (/), and
multiplication (*). See also expression, logical expression, and relational
expression.

Meridian Link Services
A communications facility that provides an interface between the switch and a
third-party host application.

Meridian Mail
A Nortel Networks product that provides voice messaging and other voice and
fax services.
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Meridian MAX
A Nortel Networks product that provides call processing based on ACD routing.

MIB
See Management Information Base.

MLS
See Meridian Link Services.

MM
See Meridian Mall.

MSL-100
Meridian Stored Logic 100 switch

music route
A resource installed on the switch that provides music to callers while they wait
for an agent.

NACD call
A cdll 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 in a Symposium Call Center Server system where NSBR is
configured and where communication between serversis managed.

network call
A call that originates at another site in the network. See also local call.
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network interface card
An expansion board that enables a PC to be connected to alocal area network
(LAN).

network script

The script that is executed to handle error conditions for Symposium Call Center
Server calls forwarded from one site to another, for customers using NSBR. The
network script is a system-defined script provided with Symposium Web Client,
but it can be customized by an authorized user. It can be deactivated but not
deleted. See also Master script, primary script, script, secondary script.

Network Skill-Based Routing
An optional feature with Symposium Call Center Server 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).

night mode

A skillset state in which the server does not queue incoming callsto the skillset,
and inwhich all queued callsare given night treatment. A skillset goesinto night
mode automatically when the last agent logs off, or the administrator can put it
into night mode manually. See also out-of-service mode, transition mode.

NPA
See Number Plan Area

NSBR
See Network Skill-Based Routing.

Number Plan Area
Areacode

object linking and embedding
A compound document standard that enables you to create objects with one
application and then link or embed them in a second application.
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ODBC
See Open Database Connectivity.

OEM
Origina equipment manufacturer

OLE
See object linking and embedding.

Open Database Connectivity
A Microsoft-defined database application program interface (API) standard.

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. See also night mode, transition mode.

out-of-service skillset

A skillset that is not taking any new calls. While a skillset is out of service,
incoming calls cannot be queued to the skillset. See also local skillset, network
skillset, skillset.

partition

Partitions enable call center administrators to control the data that Symposium
Web Client users can view and manage in Historical Reporting, Real-Time
Reporting, and Contact Center Management. Partitions can contain six types of
data: agents, skillsets, applications, CDNs, DNISs, and report groups. If an
administrator does not assign a partition to auser, then the user sees all available
datain the real-time displays and historical reports. However, if the
administrator does not assign a partition to a supervisor containing agents, then
the supervisor sees nothing in Contact Center Management.

PBX
See private branch exchange.
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pegging
The action of incrementing statistical counters to track and report on system
events.

pegging threshold
A threshold used to define a cut-off value for statistics, such as short call and
service level. Pegging thresholds are used in reports.

PEP
See Performance Enhancement Package.

Performance Enhancement Package

A Symposium Call Center Server 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.

personal directory number
A DN on which an agent can be reached directly, usually for private calls.

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 areaon an agent’s phoneset where information about incoming calls
can be communicated.

Position ID

A unique identifier for a phoneset, used by the switch to route callsto the
phoneset. Referred to as Telephony/Port Addressin Symposium Call Center
Server.

primary ACD-DN
A directory number that callers can dial to reach an ACD group.
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primary script

A script that is executed or referenced by the Master script. A primary script can
route callsto skillsets, or it can transfer routing control to a secondary script. See
also Master script, network script, script, secondary script.

private branch exchange

A telephone switch, typically used by abusiness to service itsinternal telephone
needs. A PBX usually offers more advanced featuresthan are generaly available
on the public network.

RAID
See Redundant Array of Intelligent/Inexpensive Disks.

RAN
recorded announcement

RAN route
See recorded announcement route.

RAS
See Remote Access Services.

recorded announcement route
A resource installed on the switch that offers a recorded announcement to
calers.

Redundant Array of Intelligent/Inexpensive Disks
A category of disk drives that employs two or more drives in combination for
fault tolerance and performance.

relational expression

An expression used in scriptsto test for different conditions. Relational
expressions are less than (<), greater than (>), less than or equal to (< =), greater
than or equal to (> =), and not equal to (< >). See also expression, logical
expression, mathematical expression.
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Remote Access Services

A feature built into Windows NT and Windows 95 that enables usersto log onto
an NT-based LAN using amodem, X.25 connection, or WAN link. This feature
is aso known as Dial-Up Networking.

report group

1. The standard report groupsin Historical Reporting arefoldersthat contain the
standard report templates. There are six standard report groups: Agent
Performance, Configuration, Call-by-Call, Networking (M1 networking only),
Others, and NCC (on the NCC only). 2. An administrator creates custom report
groups in Access and Partition Management, adds them to partitions, and
assignsthe partitions to Historical Reporting users. Custom report groups do not
contain standard report templates. Instead, they are foldersthat enable userswho
belong to the same group to share customized reports. Users can customize a
standard template and save it in their group folder so that other members of their
group can use the same customized report.

reporting supervisor

The supervisor who has primary responsibility for an agent. When an agent
presses the Emergency key on the phoneset, the emergency call is presented to
the agent’s reporting supervisor. See also associated supervisor.

round robin routing table

A routing table that queues thefirst call to the first three sitesin the routing
table, then the second three sites, then the third three sites, and so on, until an
agent isreserved at one of the sites. See also sequential routing table.

route
A group of trunks. Each trunk carries either incoming or outgoing calls to the
switch. See also music route, RAN route.

router
A device that connects two LANS. Routers can also filter messages and forward
them to different places based on various criteria.

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.

Supervisor's Reference Guide 271



Glossary

Standard 2.0

S

sample script

A script that isinstalled with the Symposium Call Center Server client. Sample
scripts are stored as text files in a special folder on the client. The contents of
these scripts can be imported or copied into user scripts to create scripts for
typical call center scenarios.

SCM
See Service Control Manager.

script

A set of instructions that relates to a particular type of call, caller, or set of
conditions, such astime of day or day of week. See also Master script, network
script, primary script, secondary script.

script variable
Seevariable.

second-level threshold

The value used in display thresholds that represents the highest value of the
normal range for a given statistic. The system tracks how often the value for the
statistic falls outside this value.

secondary directory number
A DN defined on the agent’s phoneset as a Centrex line for incoming and
outgoing non-ACD calls.

secondary script

Any script (other than a Master, network, or primary script) that is referenced
from aprimary script or any other secondary script. There is no pegging of
statistics for actions occurring during a secondary script. See also Master script,
network script, primary script, script.

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.
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server
A computer or device on a network that manages network resources. Examples
of serversinclude file servers, print servers, network servers, and database
servers. Symposium Call Center Server isused 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.

Simple Mail Transfer Protocol
A TCP/IP protocol used to send messages from one computer to another on a
network. This protocol is commonly used to determine the route for e-mail.

Simple Network Management Protocol
A systematic way of monitoring and managing a computer network. The SNMP
model consists of four components.

= managed nodes, which are any device, such as hosts, routers, and printers,
capable of communicating status to the outside world viaan SNMP
management process called an SNMP Agent

= management stations, which are computers running special network
management software that interact with the Agents for status

= management information, which is conveyed through exact specifications
and format of status specified by the MIB

= Management Protocol or SNMP, which sends messages called protocol
dataunits (PDUs)
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site
1. A system using Symposium Call Center Server that can be accessed using
SMI. 2. A system using Symposium Call Center Server 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.
skillset intrinsic
A script element that inserts information about a skillset in a script. Skillset
intrinsics return values such as skillsets, integers, and agent IDs. These values
are then used in gueuing commands. See also call intrinsic, intrinsic, time
intrinsic, and traffic intrinsic.
skillset priority
An attribute of a skillset assignment that determines the order in which calls
from different skillsets are presented to an agent. When an agent becomes
available, calls might 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.
SMTP
See Simple Mail Transfer Protocol.
SNMP
See Simple Network Management Protocol.
source site
The site from which an incoming network call originates. See also destination
site.
standby
In skillset assignments, a property that grants an agent membership in a skillset,
but makes the agent inactive for that skillset.
Succession 1000 switch
Succession Communication Server for Enterprise 1000 switch
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supervisor
A user who manages a group of agents. See also associated supervisor, reporting
supervisor.

supplementary ACD-DN

A DN associated with a primary DN. Any calls to the supplementary DN are
automatically routed to the primary DN. A supplementary DN can be atoll-free
(1-800) number.

switch
The hardware that receives incoming calls and routes them to their destination.

switch resource

A device that is configured on the switch. For example, a CDN is configured on
the switch, and then is used as aresource with Symposium Call Center Server.
See also acquired resource.

Symposium Call Center Server call
A call to aCDN that is controlled by Symposium Call Center Server. Thecall is
presented to the Incalls key on an agent’s phoneset.

system-defined scripts

The Master_Script and the Network_Script (if NSBR is enabled). These scripts
can be customized or deactivated by a user, but cannot be deleted. These scripts
are Thisscript isthefirst scripts executed for every local or network call arriving
at the call center.

T target site
See destination site.

TCPI/IP
See Transmission Control Protocol/Internet Protocol.
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telephony

The science of tranglating 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 telephone equipment.

Terminal services
An application that allows many computers to connect to a host computer,
alowing input and output between the connected computer and its host.

threshold
A value for a statistic at which system handling of the statistic changes.

threshold class

A set of optionsthat specifies how statistics are treated in reports and real-time
displays. See also display threshold, pegging threshold.

time intrinsic

A script element that stores information about system time, including time of
day, day of week, and week of year. See also call intrinsic, intrinsic, skillset
intrinsic, traffic intrinsic.

Token Ring

A PC network protocol developed by IBM. A Token Ring network is atype of
computer network in which all the computers are arranged schematically in a
circle.

traffic intrinsic

An intrinsic that inserts information about system-level traffic in ascript. See
also call intrinsic, intrinsic, skillset intrinsic, timeintrinsic.

transition mode

A skillset state in which the server presents already queued calls to a skillset.
New calls queued to the skill set are given out-of-service treatment. See also
night mode, out-of-service mode.
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Transmission Control Protocol/Internet Protocol
The communication protocol used to connect devices on the Internet. TCP/IPis
the standard protocal for transmitting data over networks.

treatment
See call treatment.

trunk

A communications link between aPBX 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.

U user-created script
A script that is created by an authorized user on the Symposium Web Client
system. Primary and secondary scripts are user-created scripts.

user-defined script
A script that is modified by an authorized user on the Symposium Web Client
system.

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.

V validation

The process of checking a script to ensure that al the syntax and semantics are
correct. A script must be validated before it can be activated.

variable

A placeholder for values calculated within a script, such as CLID. Variables are
defined in the Script Variable Properties sheet and can be used in multiple scripts
to determine treatment and routing of calls entering Symposium Call Center
Server. See also call variable, global variable.
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voice port
A connection from atelephony port on the switch to a port on the IVR system.

W WAN

See also Wide area network.

Wide area network

A computer network that spans arelatively large geographical area. Typically, a
WAN consists of two or more loca area networks (LANS). The largest WAN in
existence is the Internet.
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access classes 24
access rights in Symposium Web Client 24
ACD calls 148
activating reports 227
activity codes 52
ad hoc agent to skillset assignments
and Windows 98 67
creating in assignment mode 70
ad hoc agent to supervisor assignments
creating in assignment mode 62
ad hoc reports
previewing and printing 229
agent details
editing 65
viewing 65
agent map displays
zoom optionin 136
agent maps
about 135
in Real-Time Reporting 94
agent partitions 19
agent properties 44
agent statistics 150
agent to skillset assignments
creating ad hoc 70
examples of 76
scheduling 83
agent to supervisor assignments
creating ad hoc 62
examples of 75
agent types in Contact Center Management 43
agents 43
application
server time 86
statistics 151
applications 151
assignments
reset 74

associated supervisors

and partitions 40
and the supervisor/reporting agents feature 40

B

billboards

about 139
in Real-Time Reporting 94

C

calculated statistics

in real-time displays 121

call center summary statistics. See nodal

statistics

call presentation 49
call types 147
changing

report properties 222

character-separated value 224
chart displays

about 123

in Real-Time Reporting 94
network consolidated 129
nodal 129

chart graphical displays 127
client PC

Power User privileges required on 30, 34
running multiple sessions on 252
user privileges required on 30, 34

collections

about 141
in Real-Time Reporting 94

columnsin private displays

arranging 111

comma-separated value 224
configuration reports 187
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Consolidated Agent Position Status Count
display 91, 92, 101, 160

columnsin 161

Consolidated Application Display 101, 160
columnsin 163
formulasin 163

Consolidated Skillset Display 91, 101, 160, 162
columnsin 162
formulasin 162

Contact Center Management
about 13
new featuresin 17

creating private displays 107

creating user-defined reports 200

D

daily data range boxes 209
data collection modes 103
datafields, types 146
datarange 192

using pop-up calendars to define 207, 209,

212, 214

deactivating reports 228
default activity code 52
default skillset 51
deleting

reports 222
DN calls 149

E

Emergency Help
about 14
exporting real-time displays 142

filters
and supervisor reporting/agent combinations
117
applying to red-time displays 114
formulas
in real-time displays 111
in the Consolidated Application Display 163
in the Consolidated Skillset Display 162

G

Generate with time zone conversion box 208
global settings 54
Go to Schedul e button 80
graphical displays

about 135

agent maps 135

billboards 139

charts 127

collections 141
grid displays

in Real-Time Reporting 93

H

Hide User button 79
Historical Reporting

about 14

and supervisor/reporting agent combinations

179

new featuresin 21

pop-up calendarsin 207, 209, 212, 214
historical reports 186

importing 185

F _
icons
filter sets multicast and unicast in real-time displays 245
about 182 importing historical reports 185
creating 182 Internet Explorer
font sizein 251
interval data range boxes 206
interval-to-date 146
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interval-to-date mode 103
IVR statistics 153

L

LOB codes 52

location
public reports 194
user-defined reports 194

M

Master script, pegging of calls handled by 152
menus 17
message pane 16
Microsoft Outlook

opening links to web pages from 106
monthly data range boxes 213
moving window 146
moving window mode 103
multicast

icons on real-time displays 245
multiple client sessions

interference caused by 252

N

NACD calls 148
Network Control Center (NCC) server 101
network sites
choosing for network consolidated reports
204
network summary charts 94, 127
network-consolidated chart displays 129
network-consolidated real -time displays 101
overview 160
subtotals and totalsin 121
thresholdsin 113
new features
in Contact Center Management 17
in Symposium Web Client 16
night service mode 48
nodal chart displays 129

nodal displays
subtotals and totalsin 120
nodal real-time displays 100
thresholdsin 112
nodal statistics 153
non-1SDN trunks 152

O

out-of-service modes 47
Output box 220
output options
defining 219
outputting the report to afile 220
outputting the report to a printer 220

P

partitions
agent 19
and associated supervisors 40
and Real-Time Reporting 115
in Real-Time Reporting 95
pegging thresholds 151, 153, 154, 155
Per Unit $ box 205
pop-up calendars, in Historical Reporting 207,
209, 212, 214
Power User privileges 30, 34
presenting calls 49
previewing and printing ad hoc reports 229
previous interval 208
primary script, pegging of calls handled by 152
printing
ad hoc reports 229
private display properties 109
private displays 93
private real-time displays 102
arranging columnsin 111
creating 107
properties
of reports, changing 222
public displays 93
public real-time displays 102
public report templates 185
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public reports
location of 194

R

raw statistics
in real-time displays 121
real-time display grids
exporting 142
real-time displays 13
applying filters to 114
assigning supervisor/reporting agent
combinationsto 117
calculated statisticsin 121
exporting 142
formulasin 111
multicast and unicast icons on 245
network consolidated 101
nodal 100
overview of 93
private 102
public 102
raw statisticsin 121
subtotals and totalsin 120
thresholdsin 112
types 95
using 90
Real-Time Reporting
about 13
agent mapsin 94
and partitions and the supervisor/reporting
agents feature 98
billboardsin 94
chart displaysin 94
collectionsin 94
grid displaysin 93
network-consolidated real-time displaysin
101
new featuresin 20
nodal displaysin 100
real-time statistics
overview 146
types of 150
Refresh Table button 79

report schedules
defining 215

reports 14
activating 227
changing properties of 222
deactivating 228
deleting 222
limit of simultaneous generated 175
types of 185

reset assignments 74, 87
about 18

route statistics 154

S

schedules
activating 227
deactivating 228
scheduling an agent to skillset assignment
example of 83
scripts 151
secondary script, pegging of callshandled by 152
selection criteria
and filtersin Historical Reporting 180
defining 203
server
and user-defined reports 194
site summary charts 94, 126
skill-based routing 47
skillset priority numbers 86
skillset statistics 154
data collection option 151, 152, 153, 154, 155
skillsets 46
Standard Agent Display 90, 92
standard real-time displays 102
Standard Skillset Display 91
statistics
agent 150
application 151
IVR 153
nodal 153
route 154
skillset 154
subtotalsand totalsin real-time display grids 120

282

Symposium Call Center Web Client



December 2003

Index

summary charts 125
exporting 144
supervisor reporting/agent combinations
and filters 117
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