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New Features
IN Release 5.0

This section contains a listing of the new features that were
added in Release 5.0. Most of the features listed are de-
scribed within this guide. (Refer to the Contents page for
the presentation order and content of each section.)

The new features available in Release 5.0 are listed below.

* Addition of the DHPC function which allows a Supervisor to con-
nect to a CC MIS partition via a LAN without the requirement of
entering an IP Address. This feature is enabled on the Partition
Options screen.

» The Key Code feature was added to allow customer software to
be upgraded remotely using a key code.

» Enhanced handling of ACD Re-Enqueued Calls adding the fol-
lowing new statistics
» Abd After RENQ
* Num RENQ Routed

* RENQ Via Force Out
* RENQ Via Not Ready

* RENQ related fields were added to the Configuration Control -
Special Routing window and to the Configuration Control -
Change Orders / Special Routing window.

* Num ACD Hold Acts statistic was added to the Report Formula
definition.
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* Access to additional OFRT tables (OFR2, OFR3, and OFR4)
using the Config/View/OFRT Tables sub-menu.

» Access to additional IBNRTE tables (IBNRT2, IBNRT3, and
IBNRT4) using the Config/View/IBNRTE Tables sub-menu.

» The capability of changing route entries to the new tables was
added to the Groups/Time Overflow, Groups/Overflow Tar-
gets, and Groups/Special Routing windows in Configuration
Control.

* The System Report/Configuration Report can include entries
from the new IBNRTE and OFRT tables.

* Enhancements to the Session / Setup / Communication screen.
* CC MIS Main window was enhanced to display defined clients.

» Agent Trace option was added to the Admin / Agent Definition
screen.

» Two additional fields were added to the Storage Calculator
(Agent Trace Data and Disk Space for Agent Trace).

* Client Management was added to the Admin menu.

» Terminology change on the Partition Configuration screenin the
Maintenance Interface (LAN Terminals changed to Static LAN
Terminals).

* Enhancements made to the CC MIS Client Services tab window
(Session / Setup / Client Services).

» Language Support - CC MIS 5.0 is now offered in French and
Spanish.
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Re-Enqueued
Enhancements

Note: Re-enqueue features require BCS43

Enhanced handling of ACD Re-Enqueued Calls adding the
following new statistics to the formulas list in the Report
Formula Definition window. These will appear in the appro-
priate statistics group formulas list:

- Abd After RENQ

- Num RENQ Routed

- RENQ Via Force Out
- RENQ Via Not Ready

These formulas are available under the appropriate statis-
tics groups in the Report Formula Definition window (as
shown in the example below).
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8% Report Formulas =1 E3
File Edit Statistics Help
O | & x| % =[]~ | [Destination ACD-GRP Statisics ~| |2
Title |
Graph Tile |
7 — Divide by Zero Treatment
Column Title Default Display Format INumerlc: 'l & Divide by One
Minirmurn Width |3 vl " Force Ta Zero
Calculation
Operators  Statistics
+ _ Ak fAbd Category 4 Abd Category 9 Ans Categony 10 Aup
b Categone 1 Abd Category 5 ACD Talk Time Ans Categony 2 A
* / labd Category 10 Abd Category b Active Time Ans Categony 3 A
MIN | s b Category 2 Abd Category 7 All Posns Busy Time Ans Categony 4 A
labd Category 3 Abd Category 8 Ans Categorny 1 Ans Category b A
L1 — »

RENQ fields were added to the Configuration Control -
Special Routing window and to the Configuration Control -
Change Orders / Special Routing window. These fields are
described below:

Re-Enqueue Time - The maximum amount of time in sec-
onds a re-enqueued call remains queued before being re-
routed to the re-enqueue route (Range: 0 -1800).

Re-Enqueue Route - This is the re-enqueue route that con-
sists of table (Values: "OFRT", "IBNRTE") and index
(Range: 0 - 1023).

Re-Enqueue Audio Table - Audio group used to provide re-
enqueue announcement to callers prior to re-routing the
call to the re-enqueue route (Range: 1 - 512).

ACD Hold Activations Statistic
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The Num ACD Hold Acts statistic was added to the Report
Formula Definition window and is displayed in the formulas
list under the appropriate statistics group.
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Access to OFRT
and IBNRTE
Tables

OFRT Tables

Access to additional OFRT tables (OFR2, OFRS3, and
OFR4) using the Config/View/OFRT Tables sub-menu.

BHCC MIS - Nortel - Jay

Session  Displays  Beports sl Frofil= Admin Help
Connection Status Eositions... Config Status
Sroups 4
ﬁ—ﬁ_l ACD-DNs... Mane
BMetworking...
08:13:11
| Change Orders...

Audio Tahle...
OFRT Tables

[BMRTE Tahles L4

Audio Lists...
Boute Lists...

Transaction Log...
Execution Queue ..

OFRT
OFR2
OFR3
OFR4
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IBNRTE Tables

Access to additional IBNRTE tables (IBNRT2, IBNRTS3,
and IBNRT4) using the Config/View/IBNRTE Tables

sub-menu.

1 CC MIS - Nortel - Jay

Session  Displays Bepors Eslilsl Profile  Admin - Help
Connection Status Eositions... Config Status
Groups 4
@ﬁ_l ACD-DNs.. None
MNetwarking...
08:14:06
| Change Orders...
Audio Table...
OFRT Tahkles

IBMRTE Tables

Audio Lists...
Boute Lists...

Transaction Log...
Execution Queue...

IBMRTE
[BMETZ
IBMRTZ
|[BMETA

New Tables are Available in Configuration

Report

Entries for the new IBNRTE and OFRT tables can be in-
cluded in the System Report/Configuration Report .
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DHCP Feature

Addition of the DHPC function which allows CC MIS to be
connected to a LAN without the requirement of entering an
IP Address.

This feature is enabled in the Maintenance Interface on the
partition Options screen.

Data Export H
Language Support : Disabled
Use of Haintenance Printer : Enabled
Nightly Backups : Enabled
Automatic Position Reassignment : Enabled
SNHEP Support : Disabled
Flexible Intervals : Enabled
Haximum ACD Groups [1-442] H 20
Haximum Positions [1-4500] H 100
Haximum Wallboard Ports [0-47] H 0
Haximum Supervisor Connections [0-29] : 5
Haximum Loging [0-29] H 5
Dynamic LAN Terminal Accegs : Enabled
Access Password )

Confirm Password )

g ae 1 I S B Command sl #R0pt ions
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In the Windows Supervisor Interface, this feature makes
use of the Session / Setup / Communications command.

This screen allows you to define several connection pro-
files and allows you to start a new session of CC MIS with
the profile of your choice. (Multiple sessions connected to
different partitions are permitted).

When defining a profile, the connection type is selected,
the Host IP address is specified, and the partition name

and password are entered.

CC WIS Communications Setup |
Prafile Mame |Jays :j Mew I Delete I
CC MIS allows LAN connections Connection Type (YN
to the specified host and partition
without the IP address of the Hostname/Address 14?.0.15.151 ;i
Supervisor's machine being Partition iSteve
defined.
Pazsword i ***** ¥ Save Password

Specify the type of connection, /
then the associated fields
displayed for the connection

selected. oK. I Cancel I Lpply | Help l

CC MIS Communications Setup i

Prafile Name [Jays =] Hew | Dekte | | avaiapie
connections can

/ be selected from

Connection Type !L.-'E-.N to Partition _:! the drop-down
LAk to Host menu

LAM to Partibion
Serial

Seral - Pozt Dial Window
Serial - Unix Login

Hoztnamebddress

Partition

Pazzward

k. l Cancel Apply Help
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Client Management

Clients are added using the CC MIS Client Services tab
window (Session / Setup / Client Services).

Selecting the clients under the Services tab causes the cli-
ents to be displayed on the CC MIS Main window.

CC WIS Client Services Setup EE
B Tesxt I Graphicz l [ wallboards
i Services l & Filing | i Printer

Theze zettings configure various client services into the CC MIS spstem.

Select the client services pou wizh to allow;

[~ iCC MIS can sawe text reports as files on this computes

[T CC WIS can print reports from this computer
I CC MIS can E-mail andor Fax reports from this computer
[T CC MIS can send meszages to wallboards connected to this computer

Provide the name by which CC MIS should refer to this computer;

Ok, i Cancel Help !
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The CC MIS Main window was enhanced to display defined
clients.

5 CC MIS - Training 2 - jayr

Sezzion Displays  Beports

Config  Profile  Admin Help
Connection Status

Hei ork Status

it [(pE=E |

Defined Clients

Config Status

Mone

The Client Management was added to the Admin menu.
From this window, a supervisor can delete unwanted cli-
ents.

¥25 CC MIS - Training 2 - jayr
Seszsion Displays Beportz  Config  Profile Help

Erivilege Lewvels...
Scopes...

| hection Status Heport Status

£3 Client Management

i i

File View Help Supervizors...
r— Default Colars...
ﬂ ﬁl gl '&hi'@n =2 EE | Time Erames 3
Threshalds...
Client Description | Last Used Selecting the ACD Groups...
E‘Web gii??jgg 1%”;”352?:4 Client Management ACD-DMNs. .
orehase 37 . L
Windows 2000 (6/24/00 71716 PH displays the e
Steve's Sony at Home 06/05/00 6330544 Client Management e
Ruben's Printer 0519400 11:08:31 &M screen. i I_
JimWacker 0B/21/00 1:53:09 P SHSUE S
Danel's Remote 0G/0B/00 1:34:51 PM Lists... )
Coveyduc (619400 11:36:02 b stomer Dptions...
Computes of Toney 06/21/00 13250 PM Client Management...
Language Options,..
|Clents; J ‘Selected: 0| i
S s e The Client Management option is enabled
Bl i = in the Master Privileged Definition screen /
Bwminnit Lalo -] . - . - . - .
e = Administration Privileges in the Mainte-
KE Granps Frey
-3 e nance Interface
Walknway Foken Fro
Eics-nf-Fweiooew Codur L]
contenat dgrice =
Clines TR B
- - -
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Quick Messages
Wallboards

Wallboard "Quick Messages" can now be sent from the
Wallboard Message Definition and Wallboard Run Table
windows.

The Run Table window is shown below:

EHWallboard Run T able
File Optionz  Help

x| +|e] 2|
T * = *® [Diagnoshc - Host Erorg]
Quick Meszage lTime: T j

Multi-board IYES "l

PS[=] E3

Quick Message field ' allboard I Current Dizplay | fd Lilti-bioard |
Cteve L88 [Diagnostic - Host Ermors) Yes
Walboard  ZEE. [Reset/Clear) Yes
:'W'alll:u:uaru:ls: 2 iSelected: 1 | 7
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Release 5

The Quick Message fields were added to the Wallboard
Message Definition screen shown below.

Wallboard Mezzage Definition

i J:Mi Standard 7 High .
e — | I Do
Ll

Frnat i Ul el I HEmmalEs || L |

F' R _I

L2l Btouas]

Quick Message fields
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Misc Maintenance
Enhancements

Storage Calculator

Agent Trace fields were added to the Storage Calculator.

Disk space for Agent Trace....

Storage Calculator - Live Partition 1

SIZING PARAMETERS

Number of ACD groupS.......... 5
Avg source ACD-DNsfgroup...... 51
Avyg active pogitions.......... 50
Avg agents pPEr dAF...aceceea=== 50
Avg agent events/agent/day.... 32
Avg LOB codes/group....-c-ca-- 10
Avg walk codesfgroup.......... 10
Avg source groups/dest group.. 1
Position moves per day...-.... 2%
ACD-DN reassigns per day.....- 2%

10 HB

OPTIONAL STATISTICS GROUPS

Valkaway Statistics...... By Group
ACD-DN StatisticS........ By Group
LOB S5tatisticS......ccc--- By Group

STORAGE DURATION

Interval data...... 30 DAYS
Daily data........- 180 DAYS
Weekly data........ 52 WEEES
Honthly dat@....... 12 HONTHS
Agent event data... 30 DAYS
Agent Trace data... 30 DAYS
Humber of shifts... 3

Days per week...... 7

DISK SPACE

Disk Awvailable... 353 HB
Size Limit....... 98 HEB
Disk Regquired.... 98 HB

F12= F1= IS Interval Configuration@s-ginalyze Configuration

New Features and Functionality
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Partition Configuration

LAN Terminals has been changed to Static LAN Terminals
to accommodate the new DHCP feature.

Partition Configuration

PTH SYITCH LINEK

PARTITION NAHNE HODE STATE 1D
Training Running 1 2. Partition Options
Steve Training Running 2 3. Disk Allocation
Live Partition 1 Product Running 3 4. Storage Calculator
Live Training Product Running 4 5. Serial Terminals
Steve's Nap Product Running 5 6. Static LAN Terminals

7. Printers

8. Wallboards

0. Haster Privilege Definition

F12= l£gSelect no command

Partition Options

As mentioned earlier in this document, the Partition
Options screen was modified to accommodate the new
DHCP feature. The Dynamic LAN Terminal Access filed is
used to enable DHCP.

Data Export HEEnab led
Language Support : Disabled
Use of Haintenance Printer : Enabled
Nightly Backups : Enabled
Automatic Position Reassignment : Enabled
SNHEP Support : Disabled
Flexible Intervals : Enabled
Haximum ACD Groups [1-442] H 20
Haximum Positions [1-4500] H 100
Haximum Wallboard Ports [0-47] H 0
Haximum Supervisor Connections [0-29] : 5
Haximum Loging [0-29] H 5
Dynamic LAN Terminal Accegs : Enabled
Access Password )

Confirm Password )

g ae 1 I S B Command sl #R0pt ions
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Partition Options Report

The Partition Options Report was enhanced to include the
Dynamic LAN Terminal Access field.

Storage Calculator Report

The Storage Calculator Report was enhanced to include
the Agent Trace fields.
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Agent Trace

Agent Definition

The Agent Definition window (under the Admin menu) was
enhanced to include the Agent Trace field. When set to
Yes, the Agent Trace feature is activated for that agent.

!%ihgent Definition
File Edit Options Help

x| & ilElels| =] s8f= _|
.ﬁ.gentIDlﬁ {

Agent Hame lT ony Lopez

Employee |01 I

LComment !D ept. BEYE

AFR Subgroup i'I'I'IEI vi Enabled IYES vi
Agent Trace lYes vi

Agent 1D | Agent Mame | Emplovee '™ | -
1007 Torny Lopesz Inzert Column k i =

1002 Jeff Mann Replace Colurmin » Cornrment
1003 Joyce Jones Delete Column APR Enabled
1004 Veronica Larkin APR Subgroup
|Frecords: 99/9933 | Selected: 1] Agent Trace
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Report Parameter Definition

The Agent Trace Report was added to the Report Param-

eter Definition window - Event Log.

1% Report Parameter Definition

File Edt Heport Language Help
Dlﬁ'ﬂ_l X] @I@I@]Eﬂ@‘] 3|'4}lﬁ] ”'*l [Engish 7] j’_‘
—Mame
I| [T Use as tite
— Format
lEvent Log :_! IﬂﬁgentTrace Repart ﬂ [" Page Breaks
[Erifitet f:t;,:!r:’ :! Language !English v! ¥ Surmmary [
~ Optionz i~ Output To-
Tirne: Frarme IDEI_',' ;‘ I Gl s ‘ ‘ [@[Screen] .1!

Agent Trace Report

A sample of the Agent Trace Report is shown below:

Agent Trace Report
Daily Report

Training 2 Date: 87/12/88 Time: 18:89:49 AW
Days: All
AGENT  TIHE ACTIVITY
Day: @7/18/04
1881  Group 555-811-8888 Subgroup 1188 Position 1181
14:58:84 ACD Call Hold
14:58:85 ACD Call Resume
14:58:85 ACD Call Release
LOB = 881 - Hot Defined Duration @:81:16
14:58:14 ACD Call Answer
14:58:41 ACD Call Hold
14:59:81  Transfer In SDH to Agent
From Group 555-881-0888 Position 1889
14:59:M DH1 In Answer
14:59:M DH1 In Release
14:59:M ACD Call Resume
14:59:0 ACD Call Release

New Features and Functionality
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Agent Trace in the Storage Calculator

Agent Trace fields were added to the Storage Calculator.
These fields must be set in the Maintenance Interface in or-
der to collect Agent Trace data.
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