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DEFINITIONS

I “You”, “Your”, or “Licenseg’ means the person or business entity who purchased this License
to use this Client Software or for whom such License was purchased.

I “Client Software” means a software application that operates on a computer system that
provides resources to Client Software.

I “Documentation” means the manual and any other printed material provided by Avayalnc.
with the Client Software.

I “License’” means the License purchased and granted pursuant to this Agreement.

LICENSE AND PROTECTION

1. License Grant. Avayalnc. grantsto You, subject to the following terms and conditions, a
nonexclusive, nontransferable right to use the Client Software on multiple single user devices,
maximum simultaneous users of the Client Software being limited to the number Licensed and
authorized by Avayalnc.. THE SERVER SOFTWARE AUTOMATICALLY PREVENTS
SIMULTANEOUS USE BY MORE THAN THE AUTHORIZED NUMBER OF USERS.
Avayanc. reserves dl rights not expressly granted to You.

2. Protection of Software. You agree to take all reasonable steps to protect the Client Software
and Documentation from unauthorized copy or use. The Client Software source code
represents and embodies trade secrets of Avaya Inc. and/or its licensors. The source code and
embodied trade secrets are not licensed to You and any modification, addition, or deletion is
strictly prohibited. You agree not to disassemble, decompile, or otherwise reverse engineer the
Client Software in order to discover the source code and/or the trade secrets contained in the
source code or for any other reason.

To the extent that the Client Softwareis located in aMember State of the European
Community and You need information about the Client Software in order to achieve
interoperability of an independently created software program with the Client Software, You
shall first request such information from Avaya Inc. Unless Avaya Inc. refuses to make such
information available, You shall not take any steps, such as reverse assembly or reverse
compilation, to derive a source code equivalent to the Client Software. Avaya Inc. may charge
You areasonable fee for the provision of such information.

3. Copies. You may make multiple copies of the Client Software, provided You do not receive
any payment, commercial benefit, or other consideration for reproduction or use. You may not
copy Documentation unlessiit carries a statement that copying is permitted. All proprietary
rights notices must be faithfully reproduced and included on all copies.

4. Ownership. Ownership of, and title to, the Client Software and Documentation (including any
adaptations or copies) remains with Avaya Inc. and/or its licensors.

5. Restrictions. You agree not to rent, lease, sublicense, modify or time share the Client Software
or Documentation.
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6. Termination. This Agreement shall automatically terminate if You breach any of the terms or
conditions of this Agreement. You agree to destroy the original and all copies of the Client
Software and Documentation, or to return them to Avaya Inc., upon Termination of this
License.

LIMITED WARRANTY AND LIMITED LIABILITY

1. Compatibility. The Client Software is only compatible with certain computers and operating
systems. THE SOFTWARE ISNOT WARRANTED FOR NONCOMPATIBLE SY STEMS.

2. Software. Avayalnc. warrantsthat if the Client Software fails to substantially conform to the
specificationsin the Documentations and if the Client Software is returned to the place from
which it was purchased within one (1) year from the date purchased, then Avaya Inc. will
either replace the Client Software or offer to refund the License Fee to You upon return of all
copies of the Client Software and Documentation to Avaya Inc.. In the event of arefund, the
License shall terminate.

3. DISCLAIMER OF WARRANTIES. Avaya Inc. makes NO WARRANTY,
REPRESENTATION OR PROMISE NOT EXPRESSLY SET FORTH IN THIS
AGREEMENT. AVAYA INC. DISCLAIMS AND EXCLUDES ANY AND ALL IMPLIED
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR
PURPOSE. AVAYA INC. DOESNOT WARRANT THAT THE CLIENT SOFTWARE OR
DOCUMENTATION WILL SATISFY YOUR REQUIREMENTS OR THAT THE CLIENT
SOFTWARE OR DOCUMENTATION ARE WITHOUT DEFECT OR ERROR OR THAT
THE OPERATION OF THE SOFTWARE WILL BE UNINTERRUPTED. Some states or
countries do not allow the exclusion of implied warranties or limitations on how long an
implied warranty lasts, so the above limitation may not apply to You. This warranty gives You
specific legal rights which vary from state to state.

4. EXCLUSIVE REMEDY. EXCEPT FOR BODILY INJURY CAUSED BY AVAYA INC.'S
NEGLIGENCE, AVAYA INC.SENTIRE LIABILITY ARISING FROM OR RELATING TO
THISAGREEMENT OR THE CLIENT SOFTWARE OR DOCUMENTATION AND YOUR
EXCLUSIVE REMEDY ISLIMITED TO DIRECT DAMAGESIN AN AMOUNT NOT TO
EXCEED $10,000. AVAYA INC. SHALL NOT IN ANY CASE BE LIABLE FOR ANY
SPECIAL INCIDENTAL, CONSEQUENTIAL, INDIRECT OR PUNITIVE DAMAGES
EVEN IF AVAYA INC. HASBEEN ADVISED OF THE POSSIBILITY OF SUCH
DAMAGES. AVAYA INC. ISNOT RESPONSIBLE FOR LOST PROFITS OR REVENUE,
LOSS OF USE OF THE CLIENT SOFTWARE, LOSS OF DATA, COSTS OF
RECREATING LOST DATA, THE COST OF ANY SUBSTITUTE EQUIPMENT OR
PROGRAM, OR CLAIMSBY ANY PARTY OTHER THAN Y OU. Some states or countries
do not alow the exclusion or limitation of incidental or consequential damages, so the above
limitation or exclusion may not apply to You.
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GENERAL CONDITIONS.

1

Governing Law. This Agreement shall be governed by, and interpreted in accordance with,
the substantive laws of the State of New Jersey of the United States of America

. Entire Agreement. This Agreement sets forth the entire understanding and agreement

between You and Avaya Inc. and may be amended only in awriting or writings signed by You
and AvayaInc. NO VENDOR, DISTRIBUTOR, DEALER, RETAILER, SALES PERSON
OR OTHER PERSON ISAUTHORIZED TO MODIFY THISAGREEMENT OR TO MAKE
ANY WARRANTY, REPRESENTATION OR PROMISE WHICH IS DIFFERENT THAN,
OR IN ADDITION TO, THE REPRESENTATIONS OR PROMISES OF THIS
AGREEMENT ABOUT THE SOFTWARE.

. Export. Licensee hereby agreesthat it will not knowingly, directly or indirectly, without prior

written consent, if required, of the Office of Export Licensing of the U.S. Department of
Commerce, Washington D.C. 20230, export or transmit any of the Productsto any group Q, S,
W, Y, or Z country specified in the Export Administration Regulations issued by the U.S.
Department of Commerce or to any country which such transmission is restricted by
applicable regulations or statues.

. U.S. Government Restricted Rights. Use, duplication, or disclosure by the United States

Government is subject to restrictions as set forth in FAR 52.227-14 (June 1987) Alternate |11
(9)(3) (June 1987), FAR 52.227-19 (June 1987), or DFARS 52.227-7013 (c)(1)(ii) (June
1988), as applicable Contractor/Manufacturer is Avaya, Inc. 11900 North Pecos Street,
Westminster, Colorado 80234.

. Assignment. Avaya Inc. may without your consent or notice to You, assign this Agreement to

an entity to which it transfers ownership of the Client Software. Upon the effective date of
such assignment, You agree that Avaya Inc. shall be released and discharged from all
obligations and liabilities under this Agreement.
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Preface

Overview

The CentreVu® Supervisor Installation and Getting Sarted document includes
the following information:

* Instructions for installing CentreVu Supervisor (referred to as Supervisor)
on alocal PC from anetwork server or CD-ROM

*  Proceduresfor installing Supervisor to a Shared Network Drive
*  Proceduresfor uninstalling Supervisor

* Instructionsfor using Supervisor

*  Proceduresfor installing and using CentreVu Terminal Emulator

* Guidelines for responding to error messages that may be displayed while
installing Supervisor or logging into the CentreVu Call Mangement System
(referred to as CMS) server.

=> NOTE:
CentreVu Termina must be separately installed. It is not automatically installed

with Supervisor Version 9.
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The following sections are included in this Preface:
*  Contents of this Document
*  Conventions Used in this Document

* Related Documents.

Audience

This document is intended for anyone who is installing the Supervisor software for
usewith the DEFINITY® Enterprise Communications Server (ECS) and the CMS. It
assumes that you are familiar with your PC and the Microsoft Windows' 95" or
Windows 98%, Windows NT"" 4.0, Windows ME' or Windows 2000 operating
systems, including standard Microsoft Windows conventions.

*Microsoft Windows is a trademark of Microsoft Corp.
tWindows 95 is atrademark of Microsoft Corp.

FWindows 98 is atrademark of Microsoft Corp.
**Windows NT is aregistered trademark of Microsoft Corp.
ttWindows ME is atrademark of Microsoft Corp.
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Contents of this document

The document is organized into the following chapters:

Chapter 1

Chapter 2

Chapter 3

Chapter 4

Introduction

This chapter introduces the Supervisor application. It
provides information on the following:

*  Thetwo methods of installation

* Theitemsthat are shipped to you in the
Supervisor package

*  The equipment that is required to run Supervisor

*  TheHelpline numbers

Installing CentreVu Supervisor on alocal PC

This chapter provides the procedures to install Supervisor
from a CD-ROM or the network onto a PC that will not
access Supervisor over the network.

Installing CentreVu Supervisor on a shared
network drive

This chapter provides the proceduresto install Supervisor
(executable and default files) to a shared read-only folder
on the network server.

Uninstalling CentreVu Supervisor

This chapter provides the procedures to uninstall
Supervisor from a PC or network server.
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Chapter 5

Chapter 6

Chapter 7

Chapter 8

Chapter 9

Getting started with CentreVu Supervisor

This chapter provides the procedures to start Supervisor,
log into a CMS server, log out of a CM S server, and exit
Supervisor. It also describes how to change your
connection settings and provides information about
getting help regarding the Supervisor product.

Performing CentreVu CMS operations

This chapter describes how to use the windows that are
displayed when you select an item from any Operations
tab, including detailed information on the Actions menu
itemsthat are available in Operations input windows.

Using CentreVu Supervisor reports

This chapter describes how reports are displayed in
Supervisor and shows how to format and print reports,
including selecting run dates and times. This chapter also
gives detailed information on the Actions menu items that
are available in the report output windows and shows how
to export report information to another Microsoft
Windows application.

Installing and using CentreVu Terminal

This chapter provides general information about the
CentreVu Terminal application, including how to install it
and how to set it up to connect to the CM S server.

Troubleshooting

This chapter gives you information on error messages that
you might receive whileinstalling or using Supervisor and
provides basic procedures for troubleshooting the error

messages.
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Conventions used in this document

The following conventions are used in this document:

Convention Description

Bold text Menu names, options, and icon names are shown in
bold text. File names and locations of files are also
shown in bold text. For example: Select Save from the
File menu.

Initial Capital Names of windows and keyboard keys. For example:

Letters Thisfield isin the Manual Login window.

Courier Text you are asked to enter and system commands. For

Text example: Enter t hi s command.

<> Variable text is marked by less-than/greater-than signs.
For example: Couldn’t create <filename>.

KEY+KEY Key combinations for which you must press and hold
down one key and then press another. For example:
ALT+4.

Italic Text References to other documents.

Quotation marks Sections and chaptersthat are referenced. For example:

(G| See Chapter 1, “Introduction,” for an outline of the
information in this document.

Click and References pushing button 1 (the left-most mouse

Double-click button or primary button) one time or two times,
respectively.
When you are asked to click or double-click the mouse
button, click button 1 unless button 2 (the right-most
button on the mouse or secondary button) is specified.

P-5
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Convention Description

Microsoft These terms are used to refer to Windows 95 with
Windows or Distributed Component Object Model (DCOM)),
Windows Windows 98, Windows NT 4.0 with Service Pack 4 or

higher, Windows 2000, or Windows Millenium Edition
(ME) running on at least a Pentium?® 150

a. Pentium isaregistered trademark of Intel Corporation.
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Related documents

The following documents include additional information about CM S or
Supervisor:

CentreVu® Supervisor Version 5 User Guide, 585-215-829

CentreVu® Call Management System Release 3 Version 9 Administration,
585-214-015

CentreVu® SQupervisor Version 9 Reports, 585-210-929, |ssue 2

CentreVu® Call Management System Release 3 Version9 Database Items
and Calculations, 585-210-945

CentreVu® Call Management System Custom Reports, 585-215-822, Issue
2

Avaya Inc. Version 9 Call Center Change Description, 585-215-942

CentreVu® Call Management System Release 3 Version 9 External Call
History Interface, 585-215-952

CentreVu® Advocate User Guide, 585-215-953
CentreVu® Report Designer Version 9 User Guide, 585-210-930, Issue 2

CentreVu® Call Management System Release 3 \ersion 9 Software
Installation, Maintenance, and Troubleshooting, 585-215-956

Sun SPARCserver Hardware I nstallation documentation, connectivity
diagrams, and maintenance and troubl eshooting documentation
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Overview

This chapter includes the following sections:

*  “About CentreVu Supervisor” on page 1-2

*  “About CentreVu CMS’ on page 1-6

*  “Typesof instalation” on page 1-7

*  “Checking package contents’ on page 1-8

* “Instalation support” on page 1-9

*  “What you need on your PC” on page 1-12

*  “What you need for your CentreVu CM S server” on page 1-14
*  “CentreVu CMS system capacities’ on page 1-15
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About CentreVu Supervisor

The Avaya CentreVu® Supervisor (referred to as Supervisor) softwareis a
graphical user interface to the Avaya CentreVu Call Management System
(referred to as CMS) Release 3 Version 9 (R3V9), Release 3 Version 8 (R3V8)
or Release 3 Version 6 (R3V6) software.

The Supervisor software runson an Intel” 486-compatible processor (a Pentium
processor is preferred) that is running one of the following Microsoft Wi ndows’
operating systems (see page 1-12 for more detailed requirements):

*  Windows 95¥ with Distributed Component Object Model (DCOM)
*  Windows 98"

*  Windows NTT 4.0 with Service Pack 4 or a newer service pack

*  Windows 2000+

*  Windows Millennium Edition (M E)*** running on at least a Penti um’ Tt
150

* Intel isaregistered trademark of Intel Corporation.
tMicrosoft Windows is atrademark of Microsoft Corp.
FWindows 95 is atrademark of Microsoft Corp.
**Windows 98 is atrademark of Microsoft Corp.
tTWindows NT is atrademark of Microsoft Corp.
FFWindows 2000 is a trademark of Microsoft Corp.
***Windows ME is atrademark of Microsoft Corp.

t11 Pentium is aregistered trademark of Intel Corporation.
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Languages supported by Supervisor

Supervisor is not supported for all languages of Microsoft Windows operating
systems. For information about which versions of Supervisor are supported for
which Microsoft Windows operating systems, see the following table (
indicates that the operating system is supported).

Table 1-1: Languages supported by Supervisor

Language

Microsoft
Portu-

Windows English | Dutch | French | German | Italian guese Spanish |Japanese| Chinese
oS

English

Windows 95

v

Windows 98

Windows NT
4.0

Windows
2000

L N N N N
NN RN NN
L N N N N
NN RN NN
L N N N N
NN RN NN

v
v
v
v

Windows ME

Dutch

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

L N N N N S Y S

Windows ME

French

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

Windows ME

SN R NSNS SN S NSN]SR S NS

L N N N N

Page 1 of 3
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Table 1-1: Languages supported by Supervisor

Language

Microsoft
Windows
oS

English

Dutch

French

German

Italian

Portu-
guese

Spanish

Japanese| Chinese

German

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

Windows ME

SN N NN

Italian

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

Windows ME

SN S YN S

Portuguese

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

SN NS

Spanish

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

Windows ME

A N N 1 O O O O O O O O O I N R N Y

SN NN S

Page 2 of 3
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Table 1-1: Languages supported by Supervisor

Language

Microsoft
Windows
oS

English

Dutch

French

German

Italian

Portu-
guese

Spanish

Japanese| Chinese

Japanese

Windows 95

Windows 98

Windows NT
4.0

Windows
2000

Windows ME

SN N NN

SN S YN S

Chinese

\Windows 95

\Windows 98

Windows NT
4.0

Windows
2000

SN NN

Windows ME

v

Page 3 of 3
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About CentreVu CMS

CentreVu Call Management System (CMS) is a software product used by
customers who use an Avaya DEFINITY ® Enterprise Communications Server
(ECS) or other Avaya tel ecommunications switch and receive alarge volume of
telephone calls that are processed through the Automatic Call Distribution
(ACD) feature of the switch. The CM S server collects call-traffic data, formats
management reports, and provides an administrative interface to the ACD
feature in the switch.
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Types of installation

This document discusses the following methods of installing Supervisor:

Local installation. With this type of installation, all of the Supervisor
softwareisinstalled locally on each PC from a CD-ROM or from a
network server. When installing from the network, the network
administrator first copies the Supervisor installation files to a shared
installation folder that resides on the network. Then, the user runs a client
setup from the installation folder to install Supervisor to disk space that is
local to the PC. See Chapter 2, “Installing CentreVu Supervisor on a Local
PC,” for details.

Shared network installation. With this type of installation, the Supervisor
softwareisinstalled in a shared application folder on the network server,
but user-specific files and logs are stored in a Supervisor folder on each
user’s PC or on the user’s network drive. See Chapter 3, “Installing
CentreVu Supervisor on a Shared Network Drive,” for details.
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Checking package contents

The Supervisor software package includes the items that are listed in the
following table. Check the package contents to be sure that al items are

included.
Table 1-2: Supervisor package contents
Item Description
CentreVu Supervisor CD-ROM
Software
CentreVu® Supervisor Document number 585-210-928,
Installation and Getting Issue 2
Sarted document

If either of the itemsis missing or damaged, contact your Avaya account team.
For support outside of the United States, contact your Avaya representative or
distributor.
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Installation support

If you have difficulty installing Supervisor, refer to the following sources:
*  Systemrequirementsin “What you need on your PC” on page 1-12.

* TheonlineHelp that is provided with the installation program. See“Online
help” on page 1-10.

* Thetipsinthereadme.txt file on the CD-ROM. Use an editor such as
Microsoft Windows Notepad to read the file.

* Thelnstall Status window. Thiswindow displaysalist of all filesthat are
installed for Supervisor Version 9. Review thislist to seethat all fileswere
successfully installed.

*  Chapter 9, “Troubleshooting”

If you have further questions, contact the Avaya National Customer Care Center
on 1-800-242-2121. For support outside of the United States, contact your
Avaya representative or distributor.

Tips

The CD-ROM in your package includes a graphical installer to help you install
your copy of Supervisor.

The CD-ROM a so supports the Microsoft Windows AutoPlay feature. If
AutoPlay is enabled on the PC, insert the CD-ROM into the drive and the
Supervisor Setup program starts automatically.

=> NOTE:

See your system administrator for information on how to enable or
disable AutoPlay on your PC.

You can cancel the installation of Supervisor at any time by selecting Close
from the control menu, pressing Alt+F4, or pressing the F3 key. You can also
cancel the installation by selecting the Cancel button at the bottom of the
installation screen. When you cancel an installation, the Supervisor installation
program exits installation and removes any files that were built by the program
during the incomplete installation.
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Online help

OnlineHelp is provided with Supervisor to assist you ininstalling and using the
product. The online Help is divided into main categories or books. To see the
categoriesthat are available in Help, select the Contents tab on the Help Topics
window, as shown below.

Ch'.lll.-;hlrml

Chrk abook  wrwibwn ches O pee, O choh g fai ek @ indes

Sl B TR L]

dibind Carde'sii TS

Feghum Unmase ko Dendv'y S upevms Hele
T echescal Dot

TR s kD

Loppght

e g L] i b iy B v
Ciom o Bt

Teapead flaies

Comm e e
1w ain s e Lsoduan

T Dmabase s

II Ly daiers

£ #P PP R

Help topics

Topics are the basic unit of an online Help system. Each Help book that islisted
above contains a list of topics. Double-click the book nameto list the related
topics, which are represented by a question mark, as shown above under
Database Items and Calculations.



CentreVu Supervisor V9 Installation and Getting Started

Introduction
Installation support 1-11

Using Help

You can get information from Supervisor Help in a number of ways. The
method you use depends on the type of information for which you are
searching. The following methods of accessing Help are available:

Help contents. To display alist of the books and topics the Help system,
select Contents from the Help menu on the Supervisor Controller
Window.

Help on open windows. With a window open, you can press the F1 key to
get help on that window.

Help on a specific topic. Select the Eind tab from the Help Topics window
to search for topics that contain a specific term or phrase.

What's This? help. With awindow open that displaysthe E iconinthe
title bar, help topics are available for each area or individual item in the
window. Click the icon, followed by the item or area on which you want
help. You can also right-click certain items and select “What's This?’

Additional features, such as bookmarks, are available in the Supervisor Help
system. For more information on using the standard Help features, see your
Microsoft Windows documentation.
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What you need on your PC

Toinstall and run Supervisor, you need the following minimum configuration
of hardware and software is recommended.

A Pentium133-MHz processor (Pentium 150 for Windows ME).
=> NOTE:

The minimum supported PC configuration is an Intel 486-compatible 66-
MHz processor. Response time will be slower with this processor.

A hard disk drivewith 50 MB of free space. If you areinstalling Supervisor
in more than one language, you also need an additional 5 MB of disk space
for each installation of Supervisor in another language.

A CD-ROM drive.

A minimum of 32 MB RAM. If simultaneous Supervisor instances are
running in the background, additional memory may be required to maintain
acceptable performance.

An SVGA monitor and adapter set to at least 800 x 600 x 256 colors
graphics resolution.

Windows 95 with DCOM, Windows 98, Windows NT 4.0 with Service
Pack 4 or higher, Windows ME ona Pentium 150, or Windows 2000
operating system.

=> NOTE:

If you are installing Supervisor on a Windows NT 4.0 operating system,
you must first install the Microsoft Service Pack 4 or later version.

A mouse that is compatible with the supported Microsoft Windows
operating systems.

For network connection:
— A WinSock 1.1 compliant TCP/IP stack

— An ethernet communications board.

1-12
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For serial connection:

— A seria cablethat is correctly wired to support hardware flow control
and a 16550A UART communications port

— Anavailable COM port.
For modem connection:

— At least a19.2 Kbps modem and a 16550A UART communications
port. If the modem is external, the cable must be correctly wired to
support hardware flow control.

Other requirements

In addition to the recommended hardware and software requirements, the
following items affect Supervisor installation.

If you are upgrading from Supervisor Version 1.0 or Version 5.0 and you
are running Windows 3.1, Windows for Workgroups 3.11, or Windows NT
3.51, you must upgrade your PC operating system to Windows 95,
Windows 98, Windows NT 4.0, Windows ME, or Windows 2000 before
you can install Supervisor Version 9.

If you are installing Supervisor on a Windows 95 or Windows 98 operating
system that does not have Internet Explorer 4.0, you must install DCOM 95
before installing Supervisor. To install DCOM95, run the dcom95.exe
program that islocated in the Dcom95 folder on your Supervisor CD-
ROM, or in the Supervisor folder on the network server.

=> NOTE:

DCOM95 requires that you reboot your PC, so you heed to close any open
applications before you run it.

If you are running Windows NT 4.0 and do not have Service Pack 4
installed, you must install it before installing Supervisor.

=> NOTE:

If you have Windows NT 4.0 without a Service Pack or if you have Service
Pack 1 or Service Pack 2, you must install Service Pack 3 and then Service
Pack 4. If you have Windows NT 4.0 with Service Pack 3, you must
upgrade to Service Pack 4.

1-13
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What you need for your CentreVu CMS server

Toinstall and run Supervisor, you need the following CM S platform and
version:

* A Sun’ Ultrab, Sun E3000, or Sun E3500 computer with Solaris 8
*  CentreVu CMSR3V9, R3V8, or R3V6 running on the Sun platform.

=> NOTE:

If you are upgrading from Supervisor 1.0 or 5.0, you must upgrade your
CMS server before you upgrade Supervisor. When you log in to the CM S
server, you must have both Supervisor Version 9 and CMS R3V9, R3V8,
or R3V6 or the login fails and the system displays an error message. You
are given the option to choose a version of CMSto use when you log in to
Supervisor.

*Sun isaregistered trademark of Sun Microsystems, Inc.
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CentreVu CMS system capacities

The CMSS system capacities are unchanged by the Supervisor software. If you
are putting your Supervisor userson aLAN, your network must be able to
support the additional network traffic.

Number of Supervisor windows allowed

Supervisor makes it possible for users to open as many as 12 windows
simultaneously. Thislimit is set for each user by the CM S system administrator.
Microsoft Windows that do not directly use CM S data, such as the color
customization data, are not included in this limit. Also, windows that are open
for applications other than Supervisor are not included in this limit.

The Supervisor application can connect to asingle CMS. Supervisor does not
provide the capability to combine data from more than one CMS.

Number of simultaneous instances allowed

With the recommended configuration listed in “What you need on your PC” on
page 1-12, you can run as many as four simultaneous Supervisor instances.
With an Intel 486-compatible processor, you are limited to one instance of
Supervisor with one report.

With Windows 95, you are limited to one instance of Supervisor with six
reports running or four instances of Supervisor with one report each.

The ability to run several instances of Supervisor and the performance of the
Supervisor software in this situation depends on the memory and speed of the
PC that you are using. It is also affected by any other applications that are
running on the PC while Supervisor isin use. If simultaneous Supervisor
instances are running in the background, the PC may require additional memory
to maintain acceptable performance.
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Number of PCs allowed to run Supervisor

The number of PCs that are running Supervisor is limited by the number of
simultaneous users who are contracted for in the site-licensing agreement with
Avaya. The CM S software counts the number of active Supervisor clients that
are logged in and limits the number of simultaneous users to the number of
logins that were purchased by the customer.

A client may belogged in to a CM S server once per user ID on asingle PC.

Performance

When you are using Supervisor you may experience dightly slower response
times for some actions. The following are afew possible reasons for slower
performance:

The PC’s configuration, processor speed, Level 2 cache, hard disk speed,
and video RAM could affect the response time.

If the Supervisor application is running simultaneously with other
applications, performance of the Supervisor application could be affected
by those other applications.

Two or more Supervisor instances that are running simultaneously could
result in slightly slower response time.

If Supervisor isrunningin aLAN environment, Supervisor generates
additional network traffic. For example, if 250 Supervisor instances are
running two real-time reports each, Supervisor could require
approximately 20% of the LAN’s capacity. Therefore, ensure that your
LAN isengineered appropriately.

InaLAN environment, network backups can cause congestion on the
network and adversely affect the network performance.
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Reliability and availability

If serial links or LAN connectivity drop and you are logged in using the
Automatic Login capability, Supervisor automatically attempts to restore the
connection.

Security

When Supervisor is connected to CM S, you have the same level of security as
you do when you use a dedicated CM Sterminal. The existing CM S permissions
structure is honored. When you are using Supervisor on aLAN, you are ableto
access only the information that is available in a direct-connect environment.
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Overview

Local installation means that you install all of the files necessary to run
CentreVu® Supervisor (Supervisor) on disk space within aPC. You can perform
thisinstallation from either a CD-ROM or a network server.

If you are installing Supervisor from the network, you must first copy the
Supervisor installation files from the CD-ROM onto the network. Then you
install Supervisor onto each client PC from the network.

You must have administrator privileges to install Supervisor on aPC that is
running Windows NT" 4.0.

This chapter includes the following sections:

* “Instalation procedures’ on page 2-2

*  “Preparing the network folder” on page 2-2
*  “Setting up the PC” on page 2-3

*Windows NT is atrademark of Microsoft Corp.
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Installation procedures

Installing Supervisor over a network is a two-step process that consists of:
*  Preparing the installation folder
* Installing Supervisor on each PC

Use these procedures to install Supervisor on a PC that will run the application
from alocal disk drive. If you are using the network to install Supervisor on
each PC, start with “Preparing the network folder” below. If you are using the
CD-ROM toinstall Supervisor on each PC, start with “Setting up the PC” on

page 2-3.
=> NOTE:

For installation requirements, see “ Other requirements’ on page 1-13.

Preparing the network folder

This section describes how to set up the network folder that will house the
Supervisor filesfor installation on individual PCs. After preparing the network
folder, you will set up the PC and then install Supervisor.

To prepare the network folder:

1. AtaPC that isconnected to the network, insert the CentreVVu Supervisor
CD-ROM into the CD-ROM drive.

2. If AutoPlay is enabled on the PC, the CentreVu Supervisor Setup program
starts automatically after you insert the CD-ROM into the drive. Select the
Cancel button in the window that is displayed and continue with Step 3.

=> NOTE:

See your system administrator for information on how to enable or disable
AutoPlay on your PC.

Open Microsoft Windows™ Explorer.

Create afolder on the network drive, and record the path to the folder for
later use.

*Microsoft Windows is a trademark of Microsoft Corp.
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5. Usethe Copy command or the drag-and-drop method to copy the contents
of the CD-ROM to the folder that you created in Step 4. Be sureto copy al

of thefiles.

6. Verify that the network drive to which you copied the contents of the
distribution medium is available to each PC that will be installing

Supervisor from the network.
7. Continue with “ Setting up the PC”.

Setting up the PC

Complete these steps to install Supervisor on a PC.

1. Before starting the installation, close all programs that are running on the

PC.

2. On the Supervisor distribution medium (CD-ROM or installation folder),
locate and double-click the Readme.txt file to view last-minute install ation

tipsfor this Supervisor release.

The readme.txt file displays in Microsoft Windows Notepad, as shown

below:

Fil= Edit Search Help

[_[O] ]

Lucent CentreUu{R) Supervisor 8.8
Load: DC.82

Date: June 38, 1999

READHME .T&T File

TABLE OF CONTEHTS

1. WHAT'S HEW IH U8
EMHANCEMENT RELEASE
ACD CAPACITY IMCREASES
AGENT SITE TRACGKIHNG
1.3.1 HEW STANDARD REPORTS
1.3.2 REPORT DESIGHER
1.3.3 REPORT WIZARD
LOCATION ID OF A TRUHK
HEASUREMENT OF ATH TRUHKS
HODIFIED AGENT/TRUMK EXCEPTION REPORTS
HEW ADUVOCATE STANDARD REPORTS
HEW DRILL DOWH REFPORTS

HDED AND MINIMUM PC CONFIGURATIOHNS

[T
[N

[y
me=~ounE

2. RECOHMH

3. Closethe Notepad application to exit the readme.txt file.
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4. Perform one of the following actions:

a. If youareinstalling from the CD-ROM and AutoPlay is enabled,
insert the CD-ROM. Skip Step 5 through Step 9 and continue with

Step .
b. If you areingtaling from the CD-ROM and AutoPlay is not enabled,

complete Step 5 and Step 6, insert the CD-ROM and then continue
with Step 10.

c. If you areinstalling from the network, complete Step 5, skip Step 6,
complete Step 7, Step 8, and Step 9, and continue with Step 10.

5.  From the Microsoft Windows Sart menu, select Run.

The system displays the Run window.
Run HE

Type the name of a program, folder, or document, and
Wwindawesz will apen it for you.

Oper: IE:'\ j

¥ | B in Separate Memony Space

ok I Cancel | Browsze. .. |

6. Inthe Open text box, enter the letter that designates the drive from which
you areinstalling Supervisor, followed by setup, and then select OK. In
the following example, the “c.” driveis selected.

Aun HE

Tupe the name of a program, folder, or document, and
Witidaows will open it fior wou,

Open: Ic:\.f-\va_l,la'\Centle\-"u Supervizorzetup.exe j
| B in Separate i emam Gpace

QK I Cancel | Browse... |
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7. Inthe Run window, select the Browse button.
The system displays the Browse window.

Lekie [ b -] B =] ]
ol HTML 5 aimgpdizsi

;315-“ XA

L G ebap T i, ewe

“ia pars | Lpea
Fiss of fyps |=-.|_J.|-|. ;I Caced

8. Inthe Browse window, navigate to the drive and directory that contain the
Supervisor files.

=> NOTE:

If the drive that contains the Supervisor installation filesis not mapped to
the PC, you must map this drive now. To do this, open Microsoft Windows
Explorer and select Map Networ k Drive from the Tool s drop-down menu.
Select any available drive letter and enter the appropriate description in the
path field, for example, \my_server\folder _name.
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9. Locate and double-click on the setup.exefile to begin the installation.
After ashort wait, the system displays the Supervisor I nstallation Welcome

window.
Centre¥u Supervizor 9.0 Installation [ %]

Welcome!

Thig installation program will install Centrevu Supervizor 9.0,
Fleaze close all open applications before contituing with
Setup. |f pou have an older version of Cenbrelu Supervisar
9.0, it will be upgraded with this releaze.

Fress the Mest button to start the installation. You can press
the Cancel buttan now if you da not want ta install Centretfu
Supervigor 5.0 at thiz time.

LCancel |

10. Select Next.
Setup begins searching for a previous installation of Supervisor on your
PC.
The system displays the Type of Location window.

Centre¥u Supervizor 9.0 Installation

Type of Location

& Install ta Lacal PC Select thiz option if pou want
ta install Centreviu
Supervizor 9.0 on a
stand-alone PC.

" Inztall om shared Network drive  Select this option if wou
wish to install Centretu

Supervizor 3.0 onto a
netwark, drive.

Help < Back Lancel
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11.

12.

13.
14.

Select Install to Local PC to install Supervisor to a stand-alone client PC
or on the client’'sown LAN drive.

Select Next.

If the system displays the Select L ocation window, it means that the
setup program did not find any previous installation of Supervisor. Go
to Step 21.

If the setup program finds a previous installation of Supervisor the
system displays the Previous Version Found window. Continue with
Step 13.

Previouz Yerzion Found E |

Setup has detected a previous verzion of
Centrebu Supervizor 9.0, Thiz releaze wil
upgrade vour previous verzion of Centrebu

Supervizor 8.0 in C:\Program
Files\fuayaiCentre\ii

Select OK to continue with the installation.

Perform one of the following actions, depending on which version of
Supervisor that the setup program finds:

If the system displays the Replace CentreVu Supervisor 5.0 window, it
means that the setup program found an installation of Supervisor
Version 5. Go to Step 15.

If the system displays the Replace CentreVu Supervisor 1.0 window, it
means that the setup program found an installation of Supervisor
Version 1. Goto Step 18.

If the system finds a previous installation of V6, V8, or V9 CentreVu
Supervisor, you will be prompted to removeit or to install CentreVu
Supervisor R9 as an upgrade, replacing the previous release. Continue
with Step 21 or see Chapter 4: Uninstalling CentreMu Supervisor in
this document.
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15. The systems displays the Replace CentreVu Supervisor 5.0 window
16. Select one of the following:

* Replace Existing. The setup program deletes the existing installation
of Supervisor Version 5 and installs Supervisor Version 9 in its place.

*  Keep Existing. The setup program keeps the existing installation of
Supervisor Version 5 and prompts you to install Supervisor Version 9
in adifferent folder.

=> NOTE:

If you keep the previousinstallation of Supervisor Version 5, you can
uninstall it later using the uninstall executable file on the Supervisor CD-
ROM. Thisfile is named removeV5.exe.

17. Select Next and continue with Step 21.
18. The system displays the Replace CentreVu Supervisor 1.0 window
19. Select one of the following:

* Replace Existing. The setup program deletes the existing installation
of Supervisor Version 1 and installs Supervisor Version 9 in its place.

* Keep Existing. The setup program keep the existing installation of
Supervisor and prompts you to install Supervisor Version 9in a
different folder.

=> NOTE:

If you keep the previousinstallation of Supervisor Version 1, you can
uninstall it later using the uninstall executable file on the Supervisor CD-
ROM. Thisfile is named removeV 1.exe.

20. Select Next.
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21. The system displays the Select Location window. If you are replacing the
existing version of Supervisor, the Browse button is disabled.

Centre¥u Supervizor 9.0 Installation

Select Location

Fleaze select the falder where Centreu Supervizor 9.0 files
are to be installed.

"Free Disk Space After Instal"' is bazed on pour curent
selection of files to install. & negative number indicates that
there is not enough disk space to install the application to the
specified dive.

C:4Program FileshbwapatCentreldu Supervizor 9.0

Browse... |

Current Free Dizk Space: 1698712 k

Free Disk Space After Install: 1666309 k

Free Digk Space in WINDOWS 1642602 k
Help | < Back | Cancel |

22. Make sure that you have enough disk spaceto install the application to the
specified drive.

=> NOTE:

The numbers at the bottom of the window indicate the total spacethat is
available on the specified drive and the total space that will be available
after installation of Supervisor.

23. Perform one of the following actions, depending on where you want to
install the Supervisor files:

* If youwant to install the Supervisor filesin the default installation
path displayed, skip Step 24 through Step 26 and continue with Step
27.

* If youwant toinstall the Supervisor filesin adifferent drive or folder,
continue with Step 24.
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24. Select the Browse button to display the Select Destination Folder window.

Select Destination Folder E

IC: WPrograrn FileshAwapatCentreliu Supervizor 9.0 | 0K I
= ch
= Program Files Cancel |
F= Avaya

i Centrevu Supervizor 8.0
23 Terminal Emlator

IE =3 j

25. Inthe Select Destination Folder window, perform one of the following
actions:

* Navigate to the drive and folder where you want to install the files.
Double-click the name of the folder to select it.

*  Typethe name of the drive and folder where you want to install the
files. If the folder does not exist, the Setup program createsit.

26. When you have selected the location, select OK.

The system displays the destination path that you chose Select L ocation
window.
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27. Select Next.
The system displays the Type of Install window.

CentreYu Supervisor 9.0 Installation %]

Type of Install

_ Click on this option if pou wish to install
&+ Typical CentreVfu Supervigor 9.0 and the Help files in
Englizh and Operating Systemn lahguage of your
C.

Click on this option to choose which options
and languages toinztall. You can un Setup
again to install more optiohs and languages.

€ Custom

28. Inthe Type of Install window, select one of the following options and then
the Next button.

* Typical. Thisselection installs al of the basic optionsin English,
which isrequired, and all of the basic optionsin the language of your
Microsoft Windows operating system. Skip Step 29 through Step 30
and continue with Step 31.

* Custom. This selection lets you choose which options and language
versionsto install. Continue with Step 29.

=> NOTE:

If you are performing a Supervisor Version 9 upgrade, you must also install
all of the required languages. The Supervisor upgrade does not
automatically reinstall the required languages.



29.

30.
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If you select Custom, the system displays the Select Components window.
Use this window to select the components and language versions that you
want to install.

Centre¥u Supervisor 9.0 Installation [ <]
Select Components
Chaoaoze which components ta install by checking the boxes
below.
= Eerteyu Supenvisan 810 Chinese 3412k
[~ Cantrelu Supervisor 9.0 Deutsch 2671 k
[ Centreviu Supervizor 9.0 Ezpafiol 2624 k
[~ Centre¥u Supervisor 9.0 Frangais 2B672 k.
™ Cantreu Supervisor 9.0 Italian 2923 k
= | Centreyin Supenisan S0 apanese 4353 k
™ Centreu Supervizor 9.0 Netherlands 2790 k
™ Centrelu Supervisor 9.0 Portugués 2690 k.
Digk Space Fequired: Ok
Digk Space Remaining: 1899722k
Help | < Back | LCancel |

Before making your selections, read the bottom half of the window. It
provides you with the following information:

* Thetotal spacethat isrequired toinstall the options that you selected

* Thetotal space that isavailable on the specified drive (both the
destination drive and the drive on which Microsoft Windows exists).

Select the componentsin the list box that you want to install.

=> NOTE:

The English versions of Supervisor and online help are alwaysinstalled. If
you are running a supported nonEnglish version of Microsoft Windows,
Setup installs Supervisor and online help in the language that matches your
Microsoft Windows system. See page 1-3 for atable that lists the supported
versions of Microsoft Windows and Supervisor in different languages.

2-12
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31. Select Next.

The system displays the Select Folder window.

Centre¥u Supervisor 9.0 Installation

Select Folder

Enter the name of the Folder to add Centrel/u Supervizor 9.0
shortcuts to:

Accessones

Adminiztrative Tools (Common)
Adobe Acrobat

Adobe Acrobat 4.0

Arbortest

Avaya Centreb/u Supervigor 3.0
COMPAST0

CorelD R 7

GS Tools

INTERSOLY

Lucent Centrel/u Supervizor 8.0 LI

Help |

¢ Back | Mext » I Cancel |

32. Perform one of the following actions, depending on the folder in which you

want to put Supervisor shortcuts.
*  Choose the default folder that is displayed.

* Typeadifferent folder name in the text box. The Supervisor setup

program creates the folder.

* Select afolder name from the list of existing groups.

2-13
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33. Select Next.

The system displays the Ready to Install window.

Centre¥u Supervisor 9.0 Installation
Ready to Install!

‘r'ou are now ready to inztall Centretfu Superyvizor 9.0.

Prezz the Install button ta begin the installation ar the Back
buttan to re-enter the installation infarmation,

Help | < Back | S lntall LCancel

34. Select Install to begin the installation.

The system displays a progress indicator that shows what percentage of the
files are being installed.

Installing E=

Copying file:
C:h . MwvayahCentreVu Supervisor 9.0%enu_cv hip

N 14%

=> NOTE:

The Install Status window displays alist of al filesthat are installed for

Supervisor Version 9. Review thislist to see that al files were successfully
installed.
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When the installation is compl ete, the system displays the Install
Successful window.

Centre¥Yu Supervizor 9.0 Installation E

Install Successful

Setup was able to install Centre'fu Supervizor 9.0 on your PC
successfully. Click on Finish to exit Install and begin using
Centretfu Supervizor 9.0,

wep | [

Einizh |

35. Select Finish to return to your desktop.
Supervisor installation is complete.

Go to Chapter 5, “ Getting Started with CentreVu Supervisor,” for the
procedures on establishing a connection to the CM S server.



CentreVu Supervisor V9 Installation and Getting Started
Installing CentreVu Supervisor on alocal PC
Installation procedures 2-16



CentreVu Supervisor V9 Installation and Getting Started

Installing CentreVu Supervisor on a shared network drive
Overview

Installing
CentreVu
Supervisor on a
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drive

Overview

This chapter explains how to install the CentreVu Supervisor (referred to as
Supervisor) software for usein a shared application folder configuration on the
network drive. With this type of installation, the Supervisor executable files
reside on the application server and are shared by multiple computers.

You must have administrator privileges to install Supervisor on aPC that is

running Microsoft Windows NT" 4.0.

You must first do a network setup to install Supervisor onto the network. Then,
from each client workstation, you do a client setup to make it possible for users

to access Supervisor from their workstations.
This chapter includes the following sections:
* “Instalation procedures’ on page 3-2

*  “Network setup” on page 3-2

* “Client setup” on page 3-11

*Windows NT is atrademark of Microsoft Corp.

3-1
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Installation procedures

Installing Supervisor to a shared application folder is a two-step process that
consists of the following:

*  Performing the network setup
*  Performing a client setup at each client PC

The network setup expands all program files and all language options into the
network directory. In addition, this setup transfers a client setup program and its
associated files to the network directory. You can do this setup from either the
network installation folder or from a CD-ROM.

The client setup program makesit possible for clients to access Supervisor from
the network server. Client setup creates a folder on the client PC. Theiconsin
the folder point to the executable files on the application server. In addition,
client setup allows you to identify where you want to put the user-specific files.
These files can be located on the client’s local drive or on the network.

=> NOTE:

For installation requirements, see “Other Requirements’ on page 1-13.

Network setup
To perform a network setup, you must first havg administrative privileges on a
workstation that is running Microsoft Windows .
To perform network setup:
1. Logintothe PC asauser with administrative privileges.
2. Closeall programsthat are running on the PC.

3. Create afolder on the network drive to hold the Supervisor application
files, and make it read-only and shared.

4. Verify that the network drive that contains the application folder is
connected to each client PC.

*Microsoft Windows is a trademark of Microsoft Corp.
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5. On the Supervisor distribution medium (CD-ROM or installation folder),
locate and double-click on the Readme.txt file to view last-minute
installation tips for this Supervisor release.

Thefile displays in Microsoft Windows Notepad, as shown below:

Bl readme.txt - Notepad [_ [O] <]
File Edit Search Help

' 3
Lucent CentreUu{R) Supervisor 8.8

Load: DCG.B2

Date: June 38, 1999
READHME .TXT File

TABLE OF CONTEHTS

1. WHAT'S HEW IN U8
ENHAMCEMENT RELEASE
ACD CAPACITY IHCREASES
AGENT SITE TRACKIHG
1.3.1 HEW STANDPARD REPORTS
1.3.2 REPORT DESIGHER
1.3.3 REPORT WIZARD
LOCATION ID OF A TRUHK
MEASUREHENT OF ATH TRUHKS
MODIFIED AGENT/TRUNK EXCEPTION REPORTS
NHEW ADVODCATE STAMDARD REPORTS
HEW DRILL DOWH REPORTS
HDED AHD HMIHIMUHM PC COHFIGURATIOHNS ,:J

-k ok
o
L3N -k

Tk ok ok
oo
MG~

2. RECOHH

Close the Notepad application to exit the readmefile.

Insert the Supervisor CD-ROM into the CD-ROM drive. One of the
following will occur:

* If AutoPlay is enabled, setup starts automatically when you insert the
CD-ROM. Skip Step 8 and Step 9 and continue with Step 10.

* If AutoPlay is not enabled, proceed with Step 8.
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8. From the Microsoft Windows Start menu, select Run.

The system displays the Run window.
Run EHE

Type the name of a program, falder, ar document, and
Windows will open it for pou.

Open: |E:\ LI

¥ | B Separate Memong Space

Ok I Cancel | Browsze. .. |

9. Inthe Open text box, enter the letter that designates the drive from which
you areinstalling Supervisor, followed by setup, and then select OK. In
the following example, the “d:” driveis selected.

ﬁ Type the name of & paogeam, folder. or document. and

wirndire wll o il P o

Dipsen | | % b ;I

You can also install Supervisor from an installation folder on the network
drive. If the drive that contains the Supervisor installation filesis not
mapped to your PC, type the network path in the Open box of the Run
window to map it to your PC.
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10. After ashort wait, the system displaysthe Supervisor Installation Welcome
window.
Centre¥u Supervisor 9.0 Installation [ ]

Welcome!

Thiz inztallation program will install Centretfu Supervizor 9.0.
Fleaze cloze all open applications: before continuing with
Setup. If pou have an older verzsion of Centreb'u Supervizor
9.0, it will be upgraded with this releaze.

Prezs the Mext button to start the installation. Y'ou can press
the Cancel buttan now if you da nat want to install Centrelfu
Supervizor 9.0 at thiz time.

LCancel
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11. Select Next.

The system displays the Type of Location window.
CentreYu Supervizor 9.0 Installation

Type of Location

 Install ta Local PC Select thiz option if you want
to install Centretiu
Supervizor 9.0 on a
stand-alone PC.

% install on shared Metwork divet Select this option if you
wigh to inztall Centretu

Supervizor 9.0 onto a
network drive,

Help | < Back | Hent> I Catcel |

12. Select Install on Shared Network Driveto install the Supervisor
application files to afolder on a shared network server.
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13. Select Next.

The system displays the Select Network L ocation window.

Centre¥Yu Supervizgor 9.0 Installation

Select Network Location

Fleaze select the directory where Centrelfu Supervizor 9.0 files
are to be installed.

"Free Digk Space After Install™' iz bazed on vour current
zelection of filez to install. & negative number indicates that
there iz not enough disk space to install the application to the
specified drive.

C:“Program Files\AyapaiCentrelfu Su Browse... |

Cument Free Disk Space: 1681828 k
Free Digk Space After Install: 1616750 k
Free Disk Space in WINDOWSYSYSTEM 1584972 k

Hep |

¢ Back | Mest > I LCancel |

The setup program expands all program filesand all language versionsinto
the network directory specified in the Select Network L ocation window.

14. Make sure that you have enough disk space to install the application to the

specified drive.
=> NOTE:

The numbers at the bottom of the window indicate the total space
that is available on the specified drive and the total space that will

be available after installation of Supervisor.

15. Perform one of the following actions, depending on where you want to

install the Supervisor files:

* If youwant to install the Supervisor filesin the default installation
path displayed, skip Step 15 through Step 17 and continue with Step

19.

If you want to install the Supervisor filesin adifferent drive or folder,

continue with Step 15.

3-7
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16. Inthe Select Network Location window, use the Browse option to display
the Select Destination Folder window.

Select Destination Directory E3

IEI: 4Pragram FildshdewayaiCentreyu Supervizor 9.0 | 0K I

= e
[£= Program Files Cancel |

= Swapa

Centretu Supervizor 5.0
£ backup
£ Locals
£ temp

IE o j

17. Navigateto the drive that contains the folder that you created in Step 3 and
double-click the folder to select it.

=> NOTE:

If you are performing a Supervisor upgrade, the upgrade must be installed
in the same folder that contains the previous Supervisor Version 9 software.
It isthe system administrator’s responsibility to make sure that the client’s
PC is mapped to the network drive and folder that contain the Supervisor
Version 9 software.

18. Select OK.

The system displays the System Network L ocation window, which shows
the drive and folder in which Supervisor will be installed.
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19. Select Next.
The system displays the Ready to Install window.

CentreYu Supervisor 9.0 Installation
Ready to Install!

You are now ready to install Centrelfu Supervizor 9.0,

Prezs the Inztall button to begin the installation or the Back
buttan to re-enter the installation information.

Help | < Back | i Install LCancel

20. Select Install to begin the installation.

The system displays a progress indicator that shows what percentage of the
filesareingtalled.

Installing E3

Copying file:
C:h eanahCentrebu Supervizor 9.0henu_cw. hip

[ 14%
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When the installation is compl ete, the system displays the Install
Successful window.

Centre¥u Supervizor 9.0 Installation
Install Successfil

Setup waz able ta ingtall Centrev'u Supervizor 9.0 on yaur PC
successfully. Click on Finizh to exit Inztall and begin using
Centretu Supervisar 9.0

Finizh |

Select Finish to return to your desktop.

Supervisor installation to the network drive is complete.
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Client setup

The client setup program sets up the client computer to access Supervisor from
the network server. Supervisor setup installs the application files on the
network. Client setup installs the user-specific files that are needed to run
Supervisor on the PC.

=> NOTE:

You must run client setup from the actual PC that the will be used to
access Supervisor. If you just logon to the network as each user and then
run client setup, the program does not install properly.

To set up aclient PC:
1. Close programsthat are running on the PC.

2. InMicrosoft Windows Explorer or Network Neighborhood (Microsoft
Windows 95 or 98, Microsoft WindowsNT 4.0, Microsoft Windows ME or
Microsoft Windows 2000), navigate to the directory where Supervisor is
installed on the network.

3. Locate and then double-click the setupclt.exe file.

After ashort wait, the system displays the Supervisor Installation Welcome
window.

CentreYu Supervisor 9.0 Installation [ %]

Welcome!

Thiz inztallation program will install Centretu Supervizor 9.0,
Fleaze close all open applications before continuing with
Setup. If you have an older version of CentreVu Supervizor
9.0, it will be upgraded with this release.

Prezz the Mext button to start the installation. Y'ou can press
the Cancel button now if you do not want ta ingtall Centreldu
Supervizor 9.0 at this time.

Lancel
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4,

Select Next.

Setup beginsto search for a previous installation of Supervisor on the PC.

If the system displays the Select Destination Directory window, it
means that the setup program did not find any previous installation of
Supervisor. Continue with Step 13.

If the setup program finds a previous installation of Supervisor the
system displays the Previous Version Found window.

Previouz Yerzion Found E |

Setup has detected a previous verzion of
Centrebu Supervizor 9.0, Thiz releaze wil
upgrade vour previous verzion of Centrebu

Supervizor 8.0 in C:\Program
Files\fuayaiCentre\ii

Select OK to continue with the installation.

Perform one of the following actions, depending on which version of
Supervisor that the setup program finds:

If the system displays the Replace CentreVu Supervisor 5.0 window, it
means that the setup program found an installation of Supervisor
Version 5. Go to Step 15.

If the system displays the Replace CentreVu Supervisor 1.0 window, it
means that the setup program found an installation of Supervisor
Version 1. Goto Step 18.

If the system finds a previous installation of V6, V8, or V9 CentreVu
Supervisor, you will be prompted to removeit or to install CentreVu
Supervisor R9 as an upgrade, replacing the previous release. Continue
with Step 13 or see Chapter 4: Uninstalling CentreMu Supervisor in
this document.

The systems displays the Replace CentreVu Supervisor 5.0 window
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8. Select one of the following:

* Replace Existing. The setup program deletes the existing installation
of Supervisor Version 5 and installs Supervisor Version 9 in its place.

* Keep Existing. The setup program keeps the existing installation of
Supervisor Version 5 and prompts you to install Supervisor Version 9
in adifferent folder.

=> NOTE:

If you keep the previous installation of Supervisor Version 5, you
can uninstall it later using the uninstall executable file on the
Supervisor CD-ROM. Thisfileis named removeV5.exe.

9. Select Next and continue with Step 21.
10. The system displays the Replace CentreVu Supervisor 1.0 window
11. Select one of the following:

* Replace Existing. The setup program deletes the existing installation
of Supervisor Version 1 and installs Supervisor Version 9 in its place.

* Keep Existing. The setup program keep the existing installation of
Supervisor and prompts you to install Supervisor Version 9in a
different folder.

=> NOTE:

If you keep the previous installation of Supervisor Version 1, you
can uninstall it later using the uninstall executable file on the
Supervisor CD-ROM. Thisfileis named removeV1.exe.

12. Select Next.



13. The system displays the Select Destination Directory window. If you are
replacing the existing version of Supervisor, the Browse button is disabled.

14.

CentreYu Supervizor 9.0 Installation

Select Location

Please select the folder where Centretu Supervisor 9.0 files
are to be installed.

"Free Disk Space After Instal"' iz based on your current
selection of files tainstall. A negative number indicates that
there iz not enough disk space to install the application to the
specified drive.

C:\Program FileshdwapatCentrelu Supervisor 9.0

Browsze... |

Current Free Disk Space: 1698712 k
Free Disk Space After Install 1666209 |
Free Disk Space in WINDOWS 1642602 k
Help | < Back LCancel
=> NOTE:

The Select Destination Directory window lets you choose where you want
toinstall user-specific files. If aprevious user file location is not detected,
the default location is c:\Avaya\CentreVu\Supervisor. |f a previous user
file location is detected, the client setup displays the user file path that was

used for the previous installation.

Perform one of the following actions, depending on where you want to

install the Supervisor files:

* If youwant toinstall the Supervisor filesin the default installation
path that is displayed, skip Step 15 through Step 17 and continue with

Step 18.

* If youwant toinstall the Supervisor filesin adifferent drive or folder

than the one that is displayed, continue with Step 15.

CentreVu Supervisor V9 Installation and Getting Started
Installing CentreVu Supervisor on a shared network drive
Installation procedures
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15. Select the Browse button to display the Select Destination Folder window.

Select Destination Folder E

IC:'\F'ngram FilestbwapatCentretu Supervizor 9.0 | oK I
= b
[= Program Files Cancel |
= fvaps

B Centretfu Supervisor 8.0
£ Terminal Ernulator

B ]

16. Inthe Select Destination Folder window, perform one of the following
actions:

* Navigate to the drive and folder where you want to install the files.
Double-click the folder to select it.

* Typethedrive and folder where you want to install the files. If the
folder does not exist, the Setup program createsiit.

=> NOTE:

The user files can be located on the client’s local drive or on the network.
17. When you have selected the location, select the OK button.

The destination system displays the that path you chose in the Select
L ocation window.



CentreVu Supervisor V9 Installation and Getting Started

Installing CentreVu Supervisor on a shared network drive
Installation procedures

18. Select Next.

The system displays the Type of Install window.

CanlinWu Sugsiviess 9.0 Inslalaban

Type af Install

. Chok on lhws oplio i s vesh o rsiall
=1 Tppacal Centiees Supervien B7and the Hislp fles in
Enghsh rd persing Systen langnge ol yous

[k ariLhn apfan 1o cheae whech oplern
el larwpiages iniraial iou canan Selup
i 40 Wbl oll e ORI ] R s

b | | Hews Cavel |

19. Inthe Type of Install window, select one of the following:

20. Inthe Type of Install window, select one of the following options and then
the Next button.

* Typical. Thisselection installs al of the basic optionsin English,
which isrequired, and all of the basic options in the language of your
Microsoft Windows operating system. Skip Step 21 and Step 22 and
continue with Step 23.

*  Custom. This selection lets you choose which options and language
versionsto install. Continue with Step 21.

=> NOTE:

If you are performing a Supervisor Version 9 upgrade, you must
also ingtall al of the required languages. The Supervisor upgrade
does not automatically reinstall the required languages.

3-16
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21. If you selected Custom, the system displays the Select Components
window. This window lets you select the components and language
versions that you want to install.

Centre¥u Supervisor 9.0 Installation [ ]
Select Components
Choose which components ta install by checking the boxes
beloys.
I | Certreiiu Supenean 30| Ehinese 2412 k
™ Centreb'u Supervisor 3.0 D eutsch 2671 k
™ Centrehu Supervizor 9.0 E spafiol 2624 k.
™ Centrehu Supervisar 9.0 Frangais 2B72 L
™ Centrelu Supervisor 9.0 [talian 2923 k
= Eentreiu Superyison 5.0 apanese 4353 k
™ Centretu Supervisar 9.0 Netherlands 2780 k
™ Centreu Supervisor 9.0 Portugués 2690 |,
Digk Space Required: Ok
Digk Space Remaining: 1899722 k
Help | < Back | LCancel |

Before making your selections, read the bottom half of the window. It
provides you with the following information:

* Thetotal spacethat isrequired toinstall the options that you selected

* Thetotal spacethat isavailable on the specified drive (both the
destination drive and the drive on which Microsoft Windows exists).

22. Select the componentsin the list box that you want to install.

=> NOTE:

The English versions of Supervisor and online help are always
installed. If you are running a supported nonEnglish version of
Microsoft Windows, Setup installs Supervisor and online help in
the language that matches your Microsoft Windows system. See
page 1-3 for atable that lists the supported versions of Microsoft
Windows and Supervisor in different languages.
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23. Select Next.

The system displays the Select Folder window.

CentreYu Supervizor 9.0 Installation (%]

Select Folder

Enter the name of the Falder ta add Centre'éu Supervizor 9.0
shortcuts bo:

Accessories

Administrative Tools (Coramaon)
Adobe Acrobat

Adobe Acrobat 4.0

Arborkest

Awaya Centretu Supervisor 9.0

COMPASTO

CorelDRaw 7

G5 Tool:

INTERSOLY

Lucent Centrebfu Supervizor 8.0 LI
Help | < Back | Mext > I Lancel |

24. Perform one of the following actions, depending on the folder in which you
want to put Supervisor shortcuts.

*  Choose the default folder that is displayed.

* Typeadifferent folder name in the text box. The Supervisor setup
program creates the folder.

*  Select afolder name from thelist of existing groups.

3-18
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25. Select Next.

The system displays the Ready to Install window.

CentreYu Supervizor 9.0 Installation
Ready to Instali!

*f'ou are now ready to install CentreVu Supervisor 9.0

Press the Install buttan to begin the installation or the Back
buttan o re-enter the installation information.

Help | < Back | i nstall LCancel

26. Select | nstall to begin the setup.

The system displays a progress indicator that shows what percentage of the
filesare being installed.

Installing E

Copying file:
Con wvanatCentret'u Supervizor 9.0%enu_cv hip

[ ] 14%

=> NOTE:

Thelnstall Statuswindow displaysalist of al filesthat areinstalled
for Supervisor Version 9. Review thislist to see that al files were
successfully installed.
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When the installation is compl ete, the system displays the Install
Successful window.

Centre¥Yu Supervizor 9.0 Inztallation x|

Install Successful

Setup waz able to install Centrebdu Supervizor 9.0 on wour PC
successfully. Click on Finish ta exit Install and begin using
Centre¥u Supervisar 9.0,

Firizh |

27. Select Finish to return to your desktop.
Supervisor installation is complete.

Go to Chapter 5, “ Getting Started with CentreVu Supervisor,” for the
procedures on establishing a connection to the CM S server.

=> NOTE:

If you get a message that you need to restart your computer before running
Supervisor, select OK to restart your computer.
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Overview

You can easily uninstall the CentreVu Supervisor (Supervisor) application using
the Microsoft Windows Add/Remove Programs wizard. Uninstall removesthe
Supervisor files and folders from the PC. Uninstall does not remove
components, registry entries, filesthat are being used by other applications, or a
folder that is not empty.

=> NOTE:

A registry isaMicrosoft Windows database that holdsinformation about
the system and its applications, including system settings, client, and
server information.

This chapter includes the following section:

*  “Performing the uninstall” on page 4-2

*Microsoft Windows is a trademark of Microsoft Corp.
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Performing the uninstall

To uninstall Supervisor:

1
2.

Close all programs that are running on the PC.

From the Microsoft Windows Start menu, select Settings > Control

Panel.

Double-click the Add/Remove Programsicon.

The system displays the Add/Remove Programs Properties window.

Add/Remove Programs Properties

Install/Uninstall | Windows NT Setup |

Toingtall @ new program from a floppy disk or CO-ROM
diive, click Install
—

Inatall...

The fallowing zoftware can be automatically removed by
Windows, To remove a program or to madify itz installed

components, select it fram the list and click
Add/Remove.

ADEPT 2.0

Adobe Acrobat 4.0

Adobe Acrobat Reader 3.02
&dobe FrameM aker vB.5

Adobe Framehd aker+SGML «5.5
‘Centrev'u Superyizar 3.0
Centreb/u Supervizor 3.0 Terminal Emulator
COMPAS

COMPAS

Add/Femove. .. |

ak. | Cancel |

Apply

4. Select the Install/Uninstall tab.

5. Highlight CentreVu Supervisor 9.0 inthelist of installed software.

4-2
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6. Select the Add/Remove button.

The system displays the Remove CentreVu Supervisor 9.0? window.
[Romove ContioVu Suporvisor 307 K|

Q Thig will uninztall Centretfu Supervizor 9.0 from your

computer.

WARMIMG: |F pouw Cancel Uninstall whils it iz minning.
CWS will be in an unstable state and it will have to be
re-installed before you can wse it or remove it. For
further detailz, please see documentation,

Do pou wish bo proceed?

Mo Cancel

7. Select Yes.

The system displays the Perform Uninstall window and a progress
indicator that shows what percentage of the files are installed.

Perform Uninstall [ ]

&

Perfarming uninstall of the CentreVu Supervizar 9.0...

o

Prezs the Cancel button to cancel the uninztall process and
exit this program.

Self-Unregistering file:
C:A NAvayahCentrebu Supervizor 9 0hevsCTLG dI

=> NOTE:

If you press Cancel at thistime, the system cancels the uninstall
process. However, because some files have been del eted, Supervisor
will not run. Also, the system prevents you from trying to uninstall
Supervisor filesa second timeif you cancel the first attempt.

After the uninstall is complete, the system returns you to the desktop.
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Overview

This chapter provides information on the main components of the Supervisor
Controller window. It a so provides procedures for common operations that you
will perform in Supervisor. This chapter includes the following sections:

“Logging in to the CentreVu CM S server for the first time” on page 5-10
“Logging into the CentreVu CM S server after first time” on page 5-11
“Logging off the CentreVu CM S server” on page 5-15

“Exiting Supervisor” on page 5-16

“Changing connection settings’ on page 5-17

“Exploring the CentreVu Supervisor Controller” on page 5-19

“Using the system tray icon” on page 5-37

“Using Supervisor menus’ on page 5-38

“Using Supervisor selector windows’ on page 5-39

“Completing input windows’ on page 5-41

“Completing input fields” on page 5-43

“Using the browse button” on page 5-44

“Using the history list” on page 5-47

“Closing Supervisor windows” on page 5-48
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Establishing CentreVu CMS server connection
settings

=> NOTE:

If you have already established connection settings, skip this section and
continue with the following sections:

*  “Logging into the CentréVu CMS server for thefirst time” on page
5-10

*  “Logging into the CentreVu CM S server after first time” on page
5-11.

You must establish connection settings in order to connect to the CM S server.

There are three connection options:

*  Network
*  Serd
*  Modem.

There are two ways to set these options to connect to the CM S server:
* Automatic. Tologin tothe CMS server directly from Supervisor.

*  Manual. Tolog into the CMS server by way of the server’s Solaris'
system. You would use manual login for the following reasons:

— You need to accesscnsSsVvC and cmsadmmenus.
— You areinstructed to do so for troubleshooting.

— Your version of Supervisor residesin adifferent Solaris system than
the CM S server.

=> NOTE:

For more information about your Solaris system, see your Solaris system
administrator.

Now you are ready to open Supervisor and establish a connection to the CMS
server. Continue with “ Opening the CentreVu Supervisor application” on page
5-3.

*Solarisis aregistered trademark of Sun Microsystems.

5-2
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Opening the CentreVu Supervisor application

To open the Supervisor application:

1. From the Microsoft Windows™ Start menu, select Programs > Avaya
CentreVu Supervisor 9.0.

2. Select CentreVu Supervisor-English from the Avaya CentreVu
Supervisor menu.

At this point, the Supervisor application is open, but you are not logged in
to the CM S server. If you have not yet established connection settingsto a
CMS server, the system displays the Supervisor Controller and an open
Options window, as shown below.

& Options
1 Feport Colors ] Threshold Colars ] Marme Format i
CMS Servers ] General ] Scripting

Servers: New |
Hemave |
Eroperties |

™ Manual Login [using Server Name selected abovef

Help
4 — 0K I Cancel | Applt |

1. Supervisor controller
2. Options icon

3. Login icon

4. Options window

Continue with “Establishing the connection” on page 5-4.

*Microsoft Windows is a trademark of Microsoft Corp.

5-3
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Establishing the connection

To establish connection settingsto a CM S server, you must use the Options
window. The Options window is displayed with the CM S Serverstab as the

only active tab.
{8 Dptions
Fieport Calors ] Threshold Colors ] Mame Format g
CHS Servers ] General ] Scripting 3

Servers:

Eemowe

I

Eraperties

[~ Manual Login [using Server Name selected abovef

:

Help

0K I Cancel | Aol |

To establish a connection:

1. Perform one of the following actions, depending on how you want to
connect to the CM S server:

* If youwant to connect manually, select the Manual L ogin check box.

* If you want to connect automatically, do not select the Manual L ogin
check box.

2. Sincethisisanew connection, select New.
The system displays the Server Properties window.

3. Perform one of the following actions, depending on the type of connection
that you want to establish:

*  For aNetwork connection, continue with “Network” on 5-5.
*  For aSeria connection, continue with “Serial on 5-7.

*  For aModem connection, continue with “Modem” on 5-8.
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Network

When you select New in the Options window, the system displays the Server
Properties window with the Networ k connection selected, as shown in the
following figure.

(& Server Properties

Chooze a connection method and set its options.

Server Mame: |msie.dl.avaya.com | 1
. Connection
Server Yersion: - 2
i Serial = Modem
CH3 Y3 K )
Metwork Settings
CMS Mebwork Address: |rosie.dr.avaya.com d 3

Metwork Port: |23

Help | 0K I Cancel |

1. Server Name text box
2. Connection box
3. CMS Network Address: text box

To establish a network connection:

1. Inthe Server Name text box, type the name of the server that you will be
using. Asyou type it, the system displaysthe Server Nameinthe CMS
Networ k Addresstext box.

2. Inthe Network Port: text box, use the default of 23 unless otherwise
instructed by your system administrator.
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3. Select OK.
The system displays the CM S Servers tab folder with the options that you
chose.
& O ptions
Fieport Colars ] Threzhold Colarz ] Mame Format 3
CMS Servers ] General ] Scripting N

Servers: [1359.133.205

Bemave

==

Properties

¥ Marwal Login [using Server Mame selected above)

Help |

ak. | Cancel | Sl |

=> NOTE:

Besides New, the other optionsin the CMS Serverstab are as follows:

* Remove. Highlight the name of the server and select this option to
remove the CM S server configuration that you entered previously.
You will get amessage asking if are sure you want to delete the
server configuration. Select Yes or No.

* Properties. Highlight the name of the server and select thisoption to
display the Server Properties window, where you can view or change
the CM S server configuration properties.

4. Select OK to accept the Network settings. You have to select a server from
the list before you select OK.

The system displays the Supervisor Controller window. At this point you
are still not logged in to the CM S server, but you have established
connection settings to the CM S server.

5. Continue with “Logging in to the CentreVu CM S server for the first time”
on page 5-10.
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Serial

When you select New in the Options window, the system displays the Server
Properties window with the Networ k connection selected. Select Serial in the
Connection box and the system displays the window as shown in the following

figure.

£

Chooze a connection method and set its optiohs.

Server Version:

ICMS\FS 'l

Serial Settings

Baud Rate: Igggg vI Data Bits: Ig vI
Elas Contral: | by gre vl Stop Bits: Iﬁ -

Server Name: |msie. dr.avaya.com

] [l Server Properties

Caonnection
’7(' Metwork % Serial ' Modem

Fart: Icgm vI Farity: INone ’l

OTR/DSR ﬂ Pull-down list
RT5/CTS ok | canea |
Hondsoff

To establish a serial connection:
1. Inthe Connection box, select Serial.
2. Inthe Server Name text box, type the name of the server that you will be

using.

3. Inthe Serial Settingsbox, enter all settings for the serial connection. Each
setting has a list with various options as shown in the example above. See
your CM S administrator for the appropriate serial settings.

4.  When you finish entering the serial settings, select OK.
The system displays the CM S Servers tab.

5. Select OK to accept the serial settings.

The system displays the Supervisor Controller window. At this point you
are still not logged in to the CM S server, but you have established
connection settingsto the CM S server.

6. Continue with “Logging in to the CentreVu CMS server for the first time’

on page 5-10.
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Modem

When you select New in the Options window, the system displays the Server
Properties window with the Networ k connection selected. Select Modem in
the Connection box and the system displays the window as shown in the
following figure:

il Server Properties

Chooze a connection method and set itz options.

Server Name: |rosie.dr.avaya.com

Connection

" Metwork € Seral

Server Wersioh: ’7

IEMS KL "I

todem Settings

Phone Number: |

Modem: I =

Help | ak. I Cancel

Pull-down list

To establish a modem connection:
1. Inthe Connection box, select M odem.

2. Inthe Server Nametext box, type the name of the server that you will be
using.

3. Inthe Phone Number text box, type the telephone number of the CMS
server. If you do not know the telephone number, contact your CMS
administrator.

4. Inthe Modem box, select the modem from the pull-down list of modems
that are configured in Microsoft Windows.

5. Select OK.
The CMS Servers tab displays.
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6. Select OK to accept the modem settings.

The system displays the Supervisor Controller window. At this point you
are still not logged in to the CM S server, but you have established
connection settingsto the CM S server.

7. Continue with “Logging in to the CentreVu CM S server for thefirst time”
on page 5-10.
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Logging in to the CentreVu CMS server for the
first time
After you establish connection settings to the CM S server, you can log in to

the CM S server by using the Connect menu or using the L ogin icon, as shown
in the following figure.

Avaya Centre¥u Supervisor H[=] &3

LConnect Toolz Help

IE E™S |

ol 1 /

Connect menu Login Icon

Tologintothe CMS server for thefirst time:
1. Useone of the following methodsto log in to the CM S server:
*  Select Login from the Connect menu.

Avaya Centre¥u Supervisor = [Of =]
8 Tool: Help
|
Logant
CS Servers ”T ,_ | 4

* Click onthe Login icon: E’ﬁ .

Depending on how you established connection settings to the CM S server,
one of two actions will occur:

*  For an automatic login connection, the system displays the Login
Information window. Continue with Step 3 through Step 6 in
“Automatic login” on page 5-11.

*  For amanual login connection, the system displays the Manual Login
window. Continue with Step 2 through Step 4 in “Manual login” on
page 5-12.
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Logging into the CentreVu CMS server after
first time

After you log in to Supervisor for the first time and establish your login ID and
password, the login procedures change dlightly. Follow the procedures below
for automatic and manual login.

Automatic login

If the connection settings are established for automatic login, you will log in to
the CM S server through the Automatic Login window. Now, each time that you
open Supervisor, the system displays the Supervisor Controller window and the
Login Information window.

To log into the CM S server using automatic login:

1

4,

Double-click the Supervisor icon in its program group or on the desktop.

The system displays the Supervisor Controller window with the Login
Information window in front of the Controller, as shown in the following
figure:

Ava_l,la CentreVu Supervisor H &

Lagin Infarmation

|ﬁ CMS Server: Ilosie.dr. avaya.com 'l
Ad

Pazsword: A
ak I Cancel | Help |

1 2 3 4

1. CMS server: text box
2. Login ID: text box

3. Password: text box

4. History list of Login IDs

From the CM S Server pull-down list, select the | P address of the CMS
Server.

Typeyour CMSlogin ID inthe Login I D: text box, or choose it from the
history list of IDsif it has been entered previously.

Pressthe Tab key to move to the Password: text box.



CentreVu Supervisor V9 Installation and Getting Started
Getting started with CentreVu Supervisor
Logging into the CentreVu CMS server after first time 5-12

5. Typeyour CMS password in the Passwor d: text box.
6. Select OK.

The system displays a message box that indicates that Supervisor is
connecting to the CM S server.

Once you connect to the CM S server, the system displays the Supervisor
Controller window with the CM S operations that are available on the
toolbar. The statusline is active and the system displays two new menus,
Commands and Scripts, in the menu bar.

=> NOTE:

For more information on the scripting feature, refer to Chapter 3,
“Scripting,” in the CentreVu® CMS R3V9 Administration, 585-214-015.

See “ Exploring the CentreVu Supervisor Controller” on page 5-19 for more
information on using the Supervisor Controller window.

Manual login

If the connection settings are established for manual login, you will loginto the
CMS server through the Manual Login window. Now, each time that you open
Supervisor, the system displays the Supervisor Controller window and the
Manual Login window.

=> NOTE:

The Manual Login window is not recommended for standard Solaris use,
for example, it should not be used for editing files. The Manual Login
window is not a Terminal Emulator.
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To log into the CM S server using manual login:
1. Double-click the Supervisor icon in its program group or on the desktop.

The system displays the Supervisor Controller window with the Manual
Login window in front of the Controller, as shown in the following figure.
At thistime, you are not logged in to the CM S server.

Manual Login EHE

dun0s 5.8

login: login: lymette

Pagssword:

Last login: Wed Feb 21 12:38:20 from cofllOseelmeyer.
Set to last knowm term type

Input terminal type (default unknown): cvsl

Break | Cancel | Help |

2. Inthe Manual Login window, at thel ogi n: prompt, enter your CMS
LoginID.
=> NOTE:

The system displays the prompts only after you enter information for the
previous prompt. All prompts are shown in the example of the Manual
Login window for convenience.

3. AtthePasswor d: prompt, enter your CMS password.
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4. Perform one of the following actions, depending on which prompt that the
system displays:
* If thesystem displaysthe Ent er Terni nal Type: prompt, enter
cvsup.

* If the system displays the Solaris system prompt, enter cms.
The system displays the Supervisor Controller window.

Ava}la Centre¥u Supervigor - rosie_dr. avapa.com

LConnect Commands Toolz Scriptz Help

[EE @A

[e | |  #aas | 22102000 124446PM 4

Once you connect to the CM S server, the system displays the Supervisor
Controller window with the CM S operations that are available on the
toolbar. The statusline is active and the system displays two new menus,
Commands and Scripts, in the menu bar.

=> NOTE:

For more information on the scripting feature, refer to Chapter 3,
“Scripting,” in the CentreVu® CMS R3V9 Administration, 585-214-015.

See “ Exploring the CentreVu Supervisor Controller” on page 5-19 for more
information on using the Supervisor Controller window.
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Logging off the CentreVu CMS server

You can log off the CM S server by using the Connect menu, using the L ogout
icon, or using the Exit icon.

To log off the CMS server:
1. Useone of thefollowing methods to log off of the CMS server:

*  Select Logout from the Connect menu.

Avaya Centre¥u Supervisor - rosie.dr. avaya.com _[O] x|

m Commands  Toolz Scripts  Help
L ; 4
P |

05 ervers e[ | aass | 20w 2zawmm
T Est ’
Connect menu

* Click the Exit icon , or from the Connect menu, select Exit.
Thislogs you out of the CMS server and out of Supervisor.

* Click on the Logout icon .
The system asks you to verify whether you want to log out:

Avaya Centre¥u Supervizor

& Are you sure vou want to logout?
] Mo |

2. Select Yesto log off the CM S server.

If you selected Exit in Step 1, Supervisor logs you out of CMS and closes
the application.

If you selected L ogout in Step 1, Supervisor logs you out of CM S but the
Controller window remains open. See “When you are not logged in to the
CentreVu CMS server” on page 5-19 for details.

3. Continue with “Exiting Supervisor” on page 5-16.
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Exiting Supervisor

To exit the Supervisor application:

1. From the Connect menu, select Exit.

Ava}la Centre¥u Supervisor - rosie.dr. avaya.com =l 3

Lagit
Logout
[Ef & Seriers

IS Commands Toolz  Scripts  Help

NG |
o] | aaae | y

E xit

If you have logged off the CM S server, Supervisor closes.

If you have not logged off the CM S server, the system displays the
following message:

Avapa CentreYu Supervisor

& You are curently logged in. Are pou sure you want to exit?

a. Inresponseto the message, select one of the following:

Yes. Supervisor automatically logs you off the CM S server and then
exits from the application.

No. You are returned to the Supervisor Controller window and
remain logged in to the CM S server.
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Changing connection settings

To change connection settings to the CM S server:

=> NOTE:

You cannot be logged in to a CM S server when you change connection
settings.

Open the Supervisor application.

2. Perform one of the following actions, based on which type of login you
use:

*  If your connection to the CM S server is set for automatic login, select
Cancel from the Login Information window to close it.

* If your connection to the CM S server is set for manual login, select
Cancel from the Manual Login window to closeit.

The system displays the Supervisor Controller window.
3. Open the Options window using one of the following methods:
*  Fromthe Tools menu, select Options....
* Click on the Optionsicon: @
*  Fromthe Connect menu, select CM S Servers

The system displays the Options window with the CM S Servers tab folder
open.
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4. Inthe CMS Serverstab folder, select Properties.

The system displays the Server Properties window. Notice that the Server
Name s displayed and cannot be changed.

i Server Properties

Choose a connection method and zet ite options.

Server Mame: Ilosie.dr.avaya.com
. Connection
Server Yersion: ’7

ICMS L] 'I

Metwark Settings

= Serial = Modem

CMS Metwork Address: |rosie.dr.ava_l,la.-:c-m

Metwork, Poart: |23

Help | QK I Cancel |

5. Inthe Connection box, click the type of connection you want, Network,
Serial, or M odem.

=> NOTE:

See “Establishing the connection” on page 5-4 for information on entering
serial and modem information.

6. Change any settings as needed.
Select OK to change the connection.
The system displays the CM S Serverstab folder.
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Exploring the CentreVu Supervisor Controller

The following sections explain the different parts of the Supervisor Controller
window asit is displayed when you are not logged in to the CM S server and
when you are logged in to the CM S server.

When you are not logged in to the CentreVu CMS
server

This section describes the Supervisor Controller window asit is displayed when
you are not logged in to the CM S server. The following figure illustrates the
basic window:

1 2
vy 3
A\raya Centre¥u Supervisor M=
Connect  Tooks He\

:? [oT 1 T | /

1. System menu box

2. Title bar

3. Maximize/minimize/close window sizing buttons
4. Status bar

5. Toolbar

6. Menu bar

7. Login status indicator

System menu box

The system menu box is a common Microsoft Windows convention. Use the
system menu box to perform common windows operations, such as closing the
current window or application.
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Title Bar

Thetitle bar isacommon Microsoft Windows convention. |t shows the name of
the application.

Toolbar

The toolbar contains buttons that are used for quick access to specific features
of the application. When you are not logged in to the CM S server, the two
buttons available on the toolbar are as follows:

Button |Name Command
Options Accesses the window needed to change your
g= login options.
Login Initiates a connection to the CM S server.
=
i

When you move your cursor over atoolbar button, the system displays a brief
description of the command that the button performs. The system also displays
abrief description of the command on the status bar.

Maximize, minimize, and close buttons

The maximize, minimize, and close buttons are a common Microsoft Windows
convention. They adjust the size of the window or close the window.

Status bar

The status bar islocated at the bottom of the Supervisor Controller window. It
displays a brief description of each of the toolbar buttons when you move the
cursor over the button. The status bar also includes aL ogin Status I ndicator.
Thisindicator shows agreen light if you are currently logged in to the CMS
server, or showsagray light if you are not logged in to the CM S server.
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Menu bar

The menu bar is a common Microsoft Windows convention that lists the
available menus. When you are not logged in to the CM S server, the following
menus are available:

Connect
Tools
Help

The following sections outline the options available from each menu.

Connect menu

From the Connect menu, you can initiate or discontinue a connection to the
CMS server. The Connect menu hasthe optionsthat are shown in the following
figure and described in the following table:

Avaya Centre¥u Supervisor - rosie.dr. avaya.com

m Commands Toolz Scrpts  Help

Logaut

[R5 Senivers ”? ’_ | RRRR | v
i

Menu item Action

Login Selecting L ogin from the Connect menu displays the
Manual Login window if the Manual Login Option is set,
= and displaysitemsin the Automatic Login window if the
T Manual Login Option is not set.
CMS Selecting CM S Server s from the Connect menu opens the
Servers CMS Service tab in the Options window. When you are not
(No Icon) logged in to the CM S server, the CMS Service tab allows

you to select network, serial, and modem settings.

Exit Selecting Exit from the Connect menu closes the
Supervisor application.

(No Icon)
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Tools menu

The Tools menu has the options that are shown in the following figure and
described in the following table:

Avaya CentreYu Supervisor (= [2] x]
Connect KW Help
e DOptions... | ‘
15T s Advanced... f
foll| v
Menu item Action
Options... Selecting Options from the Tools menu or selecting the

Options button on the toolbar, opens the Options window.
When you are not logged in to the CM S server, you can set
3= standard Supervisor communications optionsin the Options
window.

Advanced... | Selecting Advanced... from the Tools menu opens the
Advanced window. This menu item is used for debugging
purposes. Do not change the settings on the Advanced
window unless you are instructed to do so by Avaya.

(No Icon)

Help

You can access Supervisor online help from all windows by doing any of the
following:

* Pressing F1 (Help) displays help that is specific to the current window.

*  Selecting the Help button (if available) displays help that is specific to the
current window.

*  Selecting Help from the menu bar (shown below) offers you the options
that are shown in the following figure an described in the following table:

Avaya Centre¥u Supervizor - rogie_di. avaya com M=l &3
Connect  Commands  Tool:  Scripts

I@l% IIAI@I&‘ IE LContents ‘

Technical Suppart
Support on the Web b |

4

About Centrelfu Supervisor
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Menu item

Action

Contents

Selecting Contents opens the Supervisor online
help table of contents.

Technical Support

Selecting Technical Support opensawindow that
provides Technical Support information.

About CentreVu
Supervisor

Selecting About CentreVu Supervisor opensthe
Supervisor Help About window, which shows the
software version number.

A style of help that is called “What's This?" is available in some windows.

When you select the

icon on atitle bar, the system displays aHelp topic

with information about the area of the window to which the mouse cursor is

pointing. You can also click the right mouse button when the cursor is pointing

to an area on the window and select the “What's this?’ item that is displayed.
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When you are logged in to the CentreVu CMS
server

This section describes the Supervisor Controller window asit is displayed when
you are logged in to the CM S server. The following figure illustrates the basic
window:

v

Ava_l,la Centre¥u Supervisor - rosie.dr.avaya. com

LConnect Command: Tool: Sciffz  Help

B @@mAES
[e | #aaa | 2212000 124445 PM y
4 b4 A
5 6 7
) 8
1. Title bar 6 . Exception count 9 10
2. Menu bar 7. ACD status indicator(s)
3. Toolbar_ 8. CMS date and time
4. Status line 9. Minimize button
5 . Login status indicator 10. Maximize button

=> NOTE:
The system menu box, title bar, and maximize and minimize buttons are
not defined below because they work the same when you are logged in to
the CM S server asthey do when you are not logged in to the server. See
“When you are not logged in to the CentreVu CM S server” on page 5-19
for information on these components.

Depending on what your CM S user permissions are, some menu items and
toolbar buttons may not be accessible.
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Toolbar

Thetoolbar contains buttons that are used for quick access to specific CMS

commands and tools. Based on your CM S user permissions, the system displays
some or al of the following buttons on your toolbar when you are logged in to

CMS.

When you move your cursor over atoolbar button, the status bar givesa
description of what the toolbar button does.

Button |Name Command
Options Accesses the window that is needed to change
g= your environment options.
L agout Disconnects you from the CM S server.
Reports Initiates the Reports command.
Dictionary Initiates the Dictionary command.
@ Exceptions I nitiates the Exceptions command.
Agent Initiates the Agent Administration command.
{ﬁl Administration
Call Center Initiates the Call Center Administration
F: - .
E Administration |command.
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Button | Name Command

s,

Report Wizard | Initiates the Report Wizard command.

CMS System Initiates the CM'S System Setup tool.
Setup

Maintenance Initiates the Maintenance tool.

Exit Logs you out of CMS and closes the
Supervisor application. The system displaysa
message box that notifies you that you are
logged in and asksif you want to continue the
exit.

User Initiates the User Permissions tool.
Permissions

Status bar

The status bar islocated at the bottom of the window and is used to display
CMS application status. It isaso used to display a brief description of each of
the toolbar buttons when the mouse pointer is over the button.

* Login statusindicator. Shows agreen light if you are connected to the
CMS server. Shows agray light if you are disconnected from the CMS
Server.

* Exception count. Gives you the current count of exceptionsfor all ACDs
for which you have exception permissions. The exceptions count is cleared
to zero at the beginning of theinterval. For information on CMS
exceptions, see CentreVu® CMS R3V9 Administration, 585-214-015.
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ACD statusindicators. Shows which ACDs are active or inactive. There
can be up to eight ACD icons showing, depending on how many ACDsthis
CMS supports. If you place your mouse over the ACD status indicator, the
current ACD is displayed in the status bar. There are two variations of
ACD status indicators, as follows:

— If thelink to any one of the ACDsis not functioning, theicon is
crossed out.

— If thereisa TCP/IP connection between the switch and CM S, the ACD
icon contains a bar. This means that CM S and the switch are not fully
communicating at thistime. Thisisatransitory state.

Current date and time. Shows the current date and time of the CM S
server that you arelogged in to.

Menu bar

The menu bar lists the available menus. When you are logged in to the CMS
server, five menus are available on the menu bar:

Connect
Commands
Tools
Scripts
Help.

=> NOTE:

The Commands menu is available only when you are logged in to the
CMS server. All of the options on the Commands menu are specific to
CMS.

The following sections describe the options that are available on each menu.
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From the Connect menu, you can initiate or discontinue a connection to the

CMS server. The Connect menu hasthe options that are shown in the following

figure and described in the following table:

(K Commands

Avapa Centre¥u Supervizor - rosie_dr.avaya com (O] x]
Tools Scrptz Help

o Halels |

A5 Seruers ”?,_| AAAD | 4
EI
Menu item Action
L ogout Selecting L ogout from the Connect menu or the Logout
button on the toolbar allows you to log out of the CMS
&""-. server. When you select L ogout, the system displays a
s message box that confirms the logout request. If you select
OK, the logout sequence begins. Once the logout is
complete, Supervisor is still open but you are not connected
to the CMS server.
Exit Selecting Exit from the Connect menu closes the

Supervisor application. If you are logged in to the CMS
server when you select Exit, the system displays a message
box that notifies you that you are logged in and asks if you
want to continue the exit. If you select Yes, you are
automatically logged out of the CM S server and Supervisor
isclosed. If you select No, the exit is cancelled and you are
returned to the Supervisor Controller window, but you are
till logged in to the CM S server.

5-28



CentreVu Supervisor V9 Installation and Getting Started

Getting started with CentreVu Supervisor
Exploring the CentreVu Supervisor Controller

Commands

The Commands menu gives you access to the Reports, Dictionary,

Exceptions, Agent Administration, and Call Center Administration
subsystemsin CMS. It also gives you access to the Report Wizard. These
options are shown in the following figure and described in the following table:

Avaya Centre¥u Supervizor - rosie.dr. avaya.com

Connect EGIIGERNEE Tool:  Scripts  Help

Repots...

=il
=7 Dictionary. .. @ ‘
Excepions.. (o | aaas | zvam oosiEem
——— Agent Administration...
Report Wizard...
Menu Item Action
Reports When you select Reports from the Commands menu or
select the Reports button on the toolbar, the system
displays the Reports selector window. The following tabs
are available:
* Red-Time
* Historica
* Integrated

and Report Designer reports.

Any Custom Reports that you create are ported to
Supervisor. You can view and print the reportsin

Supervisor. To edit the reports, or create new ones, use the
CentreVu Terminal Emulator or aCMS terminal.

From the Reports command, you can view, print, and
export datafrom al of the standard CM S reports, Custom
CMS reports, Supervisor Integrated and Graphical reports,

5-29



CentreVu Supervisor V9 Installation and Getting Started
Getting started with CentreVu Supervisor
Exploring the CentreVu Supervisor Controller

Menu Item

Action

Dictionary

When you select Dictionary from the Commands menu
or select the Dictionary button on the toolbar, the system
displaysthe Dictionary selector window. The following
tabs are available:

* Operations
*  Reports
From the Dictionary command, you can:

* Assign namesto splits/skills, trunk groups, call work
codes, reason codes, ACDs, VDNs and vectors

* Enter and edit agent names and agent groups
* View and define CM S database items and cal culations
* Moadify split/skill and trunk string values

Exceptions

When you select Exceptions from the Commands menu
or select the Exceptions button on the toolbar, the system
displays the Exceptions selector window. The following
tabs are available:

* Operations
*  Reports

From the Exceptions command, you can administer
timing-based or counting-based thresholds for exceptions
and report on those exceptions.
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Menu Item

Action

Agent
Administration

LE]

When you select Agent Administration from the
Commands menu or select the Agent Administration
button on the toolbar, the system displays the Agent
Administration selector window. The following tabs are
available:

* Operations
* Reports

From the Agent Administration command, you can view,
add, delete, or modify Agent-related parameters on the
switch, such as Change Agent Skills.

Call Center
Administration

7

When you select Call Center Administration from the
Commands menu or select the Call Center button on the
toolbar, the system displays the Call Center selector
window. The following tabs are available:

* Operations

*  Reports

From the Call Center command, you can:

* View, add, delete, or modify call work codes
* Change VDN skill preferences

*  Setup split/skill and VDN call profiles

* Maketrunk and VDN group assignments
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s,

Menu Item Action
Report When you select Report Wizard from the Commands
Wizard menu or select the Report Wizard button on the toolbar, the

system displays the Report Wizard window.

The wizard guides you through a series of tasksthat create
anew customized report. Report Wizard isa supplement to
Report Designer.

For more information about the Report Designer, see
CentreVu® Report Designer Version 9 User Guide, 585-
210-930, or select Help in any Report Designer or Report
Wizard window.

Tools

The Tools menu, gives you access to the Optionswindow and the Add Button
and Remove Button wizards. It also gives you access to the CM S System
Setup, Maintenance, and User Per missions subsystems. These options are
shown in the following figure and described in the following table:

Avaya Centre¥u Supervisor - rosie.dr.avaya.com

Connect  Commands

QN Script:  Help

BE =
Iyanced...

4idd Button o | aaas | oo oz )

BRemove Button

Maintenance...
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Menu item

Action

Options...

When you select Options from the Tools menu or select
the Options button on the toolbar, the system displays the
Options window. You can set standard Supervisor
preferences in the Options window. The following tabs
are available:

*  Generd

* Report Colors

* Threshold Colors
* Name Format

* Scripting

=> NOTE:
Selecting the Scripting tab in the Options window lets you

log script execution as minimum, normal, or maximum.
Thiswindow also lets you select a default script owner for
automatic scripts. You can also specify a name for the log
file and view the contents of thelog file.

Advanced...

This menu item is used for debugging. Do not change the
settings on the Advanced window unless you are
instructed to do so by an Avaya associate.

Add Button

Selecting the Add Button tool starts the Add Button
wizard, which guides you through the process of creating a
button and adding it to the toolbar.

Remove
Button...

Selecting the Remove Button tool displays awindow that
tells you how to remove a button from the tool bar.
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Menu item

Action

System Setup

When you select System Setup from the Tools menu or
select the CM S System Setup button on the toolbar, the
system displaysthe CM S System Setup window. The
Operations tab is available on the CM S System Setup
window.

From CM S System Setup you can view and modify
information about how the CM S and switch were
configured during installation.

Maintenance

When you select M aintenance from the Tools menu or
select the Maintenance button on the toolbar, the system
displaysthe M aintenance window. Thefollowing tabs are
available:

*  Operations
*  Reports

Use the M aintenance window to perform routine
maintenance of the CM S, including backing up data,
checking on the status of the connection to the switch, and
scanning the error log.

User
Permissions

When you select User Permissions from the Tools menu
or select the User Permissions button on the toolbar, the
system displays the User Permissions window. The
Operationsis available on the User Per missions window.

The CMS administrator uses the User Permissions
window to define CM S user 1Ds and access capabilities
for each user.
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Scripts

The Scripts menu gives you access to the Organize Scripts window which
displays al logged-in user’s scripts and script folders. The Scriptsmenu is
shown in the following figure:

Avaya CentreYu Supervisor - rosie.dr. avaya.com =l 3

Connect  Command:  Tools

@ Organize Scripts... ‘

(I S eripts] I
—————= | A%dNd | 2o On14E:PM

You can perform the following functions in the Organize Scripts window:

*  List script names, or show details regarding list size, type, and date
modified

* Addanew folder
* Moveascript

* Deleteascript

* Rename the script

=> NOTE:

Scripts are areplacement for Bookmarks. For more information, see
CentreVu® CMS R3V9 Administration, 585-214-015.
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The following figure shows an example of the Organize Scripts:

Organize Scripts 7]

Organize your scripts wzing the file list below,

Falder: IaScripts j gl S S

Fename Delete Help Cloze

“'ou may move sonptz and/sor folders using Drag-and-Drop or the clipboard functions:
CTRL: to Cut, CTRL-C to Copy, CTRLAY to Paste

Help

The Help menu is the same when you are logged in to the CMS asit is when
you are not connected. See “Help” on page 5-22 for details on using the online

Help in Supervisor.
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Using the system tray icon

The Supervisor icon resides in the system tray while the application is
running.

You can use the system tray icon in the following ways:

Threshold highlights. When a real-time report threshold highlight
caution or warning condition is met, the system tray icon changes to the
Caution or Warning icon, as appropriate.

Open windows. Select the system tray icon to display alist of al of the
Supervisor windows that are open. You can then select awindow from the
list to make it the current window.

=> NOTE:

If areport threshold highlight caution or warning condition has been met,
the Caution or Warning icon (as appropriate) displays next to the listed
reports that are affected by that condition.

Depending on the state that is shown by the system tray icon, one of the
following things happens when you double-click on theicon:

If the Supervisor icon is shown, the Supervisor Controller window
becomes the current window.

If the Caution icon is shown, all reports that are currently running with a
caution condition are brought to the front.

If the Warning icon is shown, all reports that are currently running with a
warning condition are brought to the front.

You can control the sort order of the system tray icon menu and turn the
feature on and off by selecting the option on the General tab that is accessed
by choosing Options from the Tools menu. For more information, see
Centrevu® CMSR3V9 Administration, 585-214-015.
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Using Supervisor menus

Supervisor menu items can be selected by performing any of the following
actions:

Clicking on theitem.
Using the arrow keys to highlight the item and then pressing Return.

Using the assigned Microsoft Windows keyboard access characters or
accelerator keys (hold down the Alt or Ctrl key and press the letter that is
underlined in the word that you want to select).
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Using Supervisor selector windows

A selector window is the window that the system displays after you select an

item from the Commands or Tools menu. The following figure shows an
example of a selector window:

Dictionary

Operations ") Repolts 1

Dperations:

Agent Groups
Agent Sting Yalues
2——p Annauncements
Al Reazon Codes
Calculations
Call*wiark Codes
Cotistants ﬂ

ACD:
N ) = =]

4 > Seript... | Help |

5
Ok I Cancel |

1. Tab folders

2. Available windows

3. Current ACD

4. Script... button

5. OK, Cancel, Help (and Apply) buttons

Tab folders

Typically, there are two tabs, Operations and Reports, on any Commands or
Tools selector window. The exceptions to this are the Commands | Reports
selector window, which has Real-Time, Historical, and Integrated tabs and the

Tools | Optionswindow, which has General, Report Colors, Threshold Colors,
Name Format, Controller, and Scripting tabs.

Select the appropriate tab to bring that folder to the front.
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Available windows

Use the up-arrow and down-arrow keys or the mouse to highlight an item from
the list of available windows and then select OK to open that window. The list
of availablewindowsis usually alist of Operations windows or alist of Reports
windows.

Current ACD

The ACD: box showsthe ACD that is currently selected.

Script... button

Scripts are tags that you can use to easily access operations and reports that you
use often.

To create a script for areport or operation:
1. Highlight the item in the selector box.
2. Select the Script... button.
The system displays the Save as Script window.

For more information on using the Scripting feature, see CentreVu® CMSR3V9
Administration, 585-214-015.

OK, Apply, Cancel, and Help buttons

The OK, Apply, Cancel, and Help buttons that are on Supervisor windows
perform standard Microsoft Windows actions:

*  OK. Acceptsthe current input and continues to the next window.

*  Apply. Acceptsthe current input but does not continue to the next window
(or return to the previous window).

* Cancd. Cancelsthe current input and returns you to the previous window.

* Help. Opensthe help topic that is specific to this window.
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Completing input windows

Once you select an operation or report, the system displays an input window.
Theinformation that is required on the input window depends on what you are
doing in the system. The following figure shows an example of an input
window.

i Agent E xception Administration

Actions  Edit Help - 1
2|Z|5]| 2lal7| A - 2
Spht(s)/SKils): | - 2 IEC | |

— 4
Time ~
Active Limit Threshold Exception Type 5

[~ Active ID ID Time available
[~ Active Time on inbound ACD call [min)
i i
I 3

1

||*Los Angeles ¢

1. Menu bar

2. Toolbar action(s)
3. Input field(s)

4. Browse button
5. History list

6. Current ACD

6

Input windows have all or some of the following items:

* Menu bar. Includes menus for CMS Actions (Add, Delete, Find One,
Next, Previous, List All, and Exit), Edit options (Cut, Copy, Paste, and
Clear All), and Supervisor Help.

* Toolbar action buttons. Make it possible to perform CM S actions (Add,
Delete, Find One, Next, Previous, List All, and Exit) by clicking a button.
See Chapter 6, “Performing CentreVu CM S Operations,” for more
information on the action buttons.

* Input fields. Provide text boxes where you typein or select the
information that is needed to complete the CM S action.

* History list. Displaysalist of inputs you have previously used in the
input field.
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*  Browsebutton. Providesalist of al possibleitemsfor theinput field from
which you can then select one or more items as input. See “Using the
browse button” on page 5-44 for more information. Also see “ Selecting
report run dates’ on page 7-7 and “ Selecting report run times” on page
7-10.

*  Current ACD. Displays the ACD on which you are working.
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Completing input fields

The following figure shows an example of an input window. The itemsthat are
related to completing input windows are labeled.

[ 5 ps bl Call Prafde Sebp =10l =
dctiors £ Help
2|Z|4| #in~l=| A
Split]e)f
sk [ 3
| |
3 ot s 1 2 :

3. Browse button

To complete an input field, do one of the following:

Type in the information that is requested.

Select the information from the history list of previously used items.

=> NOTE:

During each CM S session, Supervisor recalls the items that you
previously selected for each input field. If aninput field has an associated

history list, you can use the history list to select an item for the input
field.

Use the Browse button to view all of the available items for the input

field, and then select one or more items as input. Also see “ Selecting

report run dates’ on page 7-7 and “ Selecting report run times” on page
7-10.
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Using the browse button

When you select the Browse button, the system displays awindow that lets you
can use to select items for the input field. The browse selection window is
different depending on whether the input is for a single entity or for multiple
entries of the entity.

Single entity input

If theinput isfor asingle entity (split/skill, vector, agent, VDN, trunk, or trunk
group), the system displays a Browse window that is similar to the following
example:

Browse Agent K

(q

Select an Agent from the list,

— Available dgents

Anthory Mobuta -
Geaorgia Gilian
Glen Keith

Gregomn Jones
Harold Edwards

QK I Cancel Help

To use the Browse window:

1. Inthelist, highlight the name or number of the entity with which you want
to work.

2. Select OK.

The system displays the input window. The input field is populated with
the name or number of the entity that you selected in the Browse window.
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Multiple entries input

If the input allows for multiple entries of the entity (split/skill, vector, agent,

VDN, trunk, or trunk group), the system displays a Browse window that is
similar to the following example:

Browse Agents

[ 71|
@ Uze the choices on the left to create the list of selected Agents on the right.

~ Chaice
{* Available Agents

— Selected Agents [Mazimum of 50 Agentz)

Georgia Gillian
Glen Keith

Gregory Jones
Harold Edwards LI Add

Anthony Mobuta ﬂ

Mumber Selected:
" Range of Agent Login Dz

First: l:l to Last: l:l Femove |

QK Cancel | Help |

To use the Browse window:
1. Inthe Choices box, perform one of the following actions:

Highlight the names or numbers of the entities with which you want to
work

Select arange of entity numbers
To select arange:

a. Select the Range of... option.

b. IntheFirst: text box, type the beginning entity number for the
range.

c. Pressthe Tab key to move to the to Last: text box.

d. Intheto Last: text box, type the ending entity number for the
range.
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=> NOTE:

For example, if your call center has skills 1, 2, 3, 4, and 5 and you want to
select al of them, type 1 in the First: text box and type 5in theto Last: text
box.

* Useacombination of highlighting names or numbersin the list and
selecting arange of entity numbers.

2. Select Add>>.

The entities that were highlighted in the Choices box are now listed in the
Selected ... box.

3. Select OK.

The system displays the input window and the input field is populated with
the names or numbers of the entities that you selected.
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Using the history list

Thereis adrop-down history list on the right of each entity text box. This
history list shows values that you have entered previously in thisfield.

[0 5 pkesShil Call Proie Sebp =151 =]
Aotiors £l Help
¢|Z]4] ¢lnl~=] Al
G phit|u)f
sk [ gL
1. Input field(s) | ‘
2. Drop-down button 1 2 3

3. Browse button

To usethe history list to select the entity that you want to include for the report
or operation that you are running:

1. Placethe cursor in the text box.
2. Select the drop-down button.
3. Click theitem that you want to add to the input field.
The system closes the history list and the item is added to the text box.
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Closing Supervisor windows

To close Supervisor windows, use any of the standard Microsoft Windows-
based methods. You can also select Exit from the Connect menu to close all
windows and quit the Supervisor application.

If the CM S server shuts down or is being changed to single-user mode,
Supervisor displays awarning message and then any open windows are closed.
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Overview

This chapter provides information about the menus and inputs that you use to
perform CentreVu Call Management System (CM S) operations in CentreVu
Supervisor (Supervisor). This chapter includes the following sections:

*  “Running an operation” on page 6-3

*  “Operations menus’ on page 6-6

* “Adding itemsto the CM S database’ on page 6-11

* “Finding itemsin the CM S database” on page 6-12

*  “Moaodifying itemsin the CMS database” on page 6-14
* “Deleting items from the CM S database” on page 6-16
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This chapter gives you general information about how to use the windows that
you access from the Supervisor Operations tabs. The Operationstabs are
available under the following commands and tools:

* Commands> Dictionary

* Commands > Exceptions

* Commands> Agent Administration

* Commands> Call Center Administration
* Tools> System Setup

* Tools>Maintenance

* Tools> User Permissions

No matter which command or tool you use to select an operation, how you
perform the operation is the same.

=> NOTE:

Additional information that is specific to each Operationstab (that is,
Dictionary, Exceptions, Agent Administration, Call Center
Administration, System Setup, M aintenance, or User Permissions),

can be found in CentreVu® CMS R3V9 Administration, 585-214-015.
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Running an operation

To run an operation:
1. Fromthe Commands or Tools menu, select one of the following options:
* Dictionary
*  Exceptions
* Agent Administration
* Call Center Administration
* System Setup
* Maintenance
* User Permissions

The system displays the Operations list box for the application that you
selected. In the following example, Dictionary was sel ected.

: Dperations 1 Reparts ]

Dperations:

Agent Groups

Agent String Values

Announcements

ALl Reazon Codes

Calculations

Call'work Codes

Constants LI

ACD:

|t =l
Script... | Help |
ak. I Canhicel |

2. Select an operation from the Operations list box.
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3. From the ACD drop-down list, select the ACD for which you want to
perform the operation, as shown in the following figure:

ACD:

[s10 =

Select OK.

The system displays the operation input window. The inputs that are
required vary, depending on which operation you are running.

6. Complete the operation input window.

The following example from the Commands > Call Center
Administration > Oper ations tab shows the possible types of information
that might be required to complete an operation input window.

[ 5 ps bl Call Prafde Sebp =10l =
Aciors £ Help

2|9 #l=|~|=] 4

Splitlslf
sk [ 1

st s § R

1. Input field(s) 1 2
2. History list
3. Browse button

7. Fill intheinput fields. Input fields are where you specify the information
that you want to view, add, modify, or delete. Use any of the following
methods:

* Typeinthe name or number of the input that is requested.
* Usethehistory list to select an input that you have previously used.

*  Select the Browse button to view all of the available inputs and then
select one.
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8. Perform one of the following actions, depending on the ACD for which
you want to perform the operation:

If you want to perform the operation for the ACD that is currently
selected, that is, the one that is displayed at the bottom of the input
window, continue with Step 9.

If you want to perform the operation for an ACD other than the one
that is currently selected, that is, the one that is displayed at the bottom
of the input window, perform the following Steps a through d.

a. Go to the selector window you chose in Step 1.
b. Change the ACD on the selector window.

c. Select the operation you want to perform.

d. Select OK.

The system displays the input window again and the input fields are
populated with any inputs that you previously entered.

9. Select OK.

The system runs the operation.
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Operations menus

The Actions and Edit menu options are commonly found on windows that you
access from the Operations tab.

Actions menu

The Actions menu is found in the Dictionary, Exceptions, Agent
Administration, Call Center Administration, Maintenance, System Setup,
and User Per mission operations windows. Actions are used to perform CMS-
related functions. The following figure shows what the menu bar looks like
when the Actions menu item is available:

&8 Dictionary ACDs M= E
| sctions JIRTNEE

Add Ot | | ,=| | ‘

Modify  Chrl+kd h ﬁ |: ﬂ

Delete  Cl+Dr

Eind one  Ctil+F

Ereviaue ShiftrEs

|it [z f=

List all  Chl+L

Script...

E it Al+F4

This menu contains all of the CMS actions that are available in the current
window. The menu items and their associated buttons on the toolbar are in the
same order. For example, Add, Delete and M odify are grouped together, as are
Eind One, Previous, Next, and List All. Exit isaways last on the menu and
the last button on the toolbar.

Thefollowing tablelists the Actions menu items, their associated buttons, and a
definition of each action. Not al of the actions are available to you all of the
time. If an action is not available in the current window, it is displayed in gray
on the Actions menu and it does not appear on the toolbar.
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Action Button | Description
Add Adds the data that you entered in the current
window to the database.
Cancd Cancels the operation that isin progress.
Capy Group/ Creates a new group from an existing one.
Create Eh
Delete Removes the entry on your current window
| % from the CM S database.
Exit Exits the window and other associated
ﬂ windows.
Eind one Searches the database for entries that match the
<i? input values in the current window.
Get contents Provides access to the members of the agent
G group.
List all Listsall of the entries that matched the current
= field values.
List Devices Listsall the devicesthat are specified in the
E Backup/Restore Devices window.
Modify — Changes the database entry to reflect the new
E values that are entered in the current window.
Next If you have used the Find One function, the
ﬁ Next button displays the next match that is
found. Otherwise, this button is not available.
Previous If you have used the Find One function, the
h Previous button displays the previous match
that is found. Otherwise, this button is not
available.

6-7
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Action Button | Description
Run/Sart Starts the process for your current window.
Script... (No Displays the Save as Script - Action window.
icon) Use this window to enter information in the
appropriate fields, and then select the Add,
Modify, or Delete action, and save it as a script.
If Add, Modify, or Delete are not present, the
Save as Script menu item is not present.
Select tables Allows you to select specific tables to back up
or restore.

6-8
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Edit menu
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The Edit menu isfound on all Dictionary, Exceptions, Maintenance, System
Setup, and User Permissions operations windows. Edit options are used to
perform functions that are related to Microsoft Windows' . The following figure
shows what the menu bar looks like when the Edit menu item is available:

&8 Dictionary ACDs

M= E3
Actions Help
= GG = | ‘
i [Capy [StrlE = ﬂ
Ar Baste  Cil
ACD Clearall Chl+E
Description:

The following table lists the options on the Edit menu:

Menu item | Shortcut

Action

Cut Ctrl + X

A standard feature of Microsoft Windows that
removes selected text or graphics and places
the items on the clipboard. Thisitemis
available on windows that have input fields
and on List All windows.

*Microsoft Windows is a trademark of Microsoft Corp.
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Menu item

Shortcut

Action

Copy

Ctrl + C

A standard feature of Microsoft Windows that
copies the image of the currently selected
chart, text, or cell to the clipboard in Microsoft
Windows metafile format (*.wmf). Thismakes
it possible for you to paste the item into any
Microsoft Windows application that supports
the Copy and Paste commands, such asaword
processor. Thisitem is available when text is
selected in thewindow or the cell isselected in
aList All window. You can also access the
Copy command from menu that is displayed
when you click the button on the right-side of
the mouse.

Ctrl +V

A standard feature of Microsoft Windows that
inserts a copy of the contents of the clipboard
at the insertion point or replaces the selection
(if any) with the text on the clipboard. This
item is available only on windows that have
input fields and when the clipboard is not
empty.

Clear all

Ctrl + E

A feature that is available only on windows
that have input fields. Thisitem clearsall of
the values that are entered in the input fields
and resets option buttons to their default value.

6-10
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Adding items to the CMS database

After you select an operation, the system displays an input window. You can use
thisinput window to add an item to the CM S, such as an agent group, aCMS
user ID, or agent login IDs.

To add items from an operations input window:

1.
2.

Fill in the information that is required in the input fields.
Use one of the following methods to activate the Add action:
*  Fromthe Actions menu, select Add

*  Select the Add button il on the toolbar

*  PressCtrl+A

If the item was added successfully, the system displays the word
“Successful” in the status bar at the bottom of the window.

If you do not have the required write permissions to add the item, the
system displays the word “Failed” in the status bar at the bottom of the
window and then displays an error message.
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Finding items in the CMS database

After you select an operation, the system displays an input window. If you want
to work with an item in the CM S, such as an agent group, aCM S user 1D, or
agent login IDs, but do not recall how that entity is named or specific details
about the entity, select List all or Find one from the Actions menu.

List all

UsetheList all command when you do not recall any of the specific
information about an entity, or when you want to list al of the entities of a
specific typeto see if any aready exist that meet your needs.

To list al of the items that are related to an operations window:

1. Perform one of the following actions, depending how specific you want the
list of itemsto be:

* Leavethetext boxes on the input window blank to list al of thistype
of entity that exist onthe CMS

* Complete specific text boxesto refine the list to a specific range of
output.

2. Useone of the following methods to activate the List all action:
*  Fromthe Actions menu, select List all
*  Select the List all button = on the toolbar
*  PressCitrl+L

The system displays alist of al of theitems that match the criteria on the
input window.
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Find one

Use Find one when you know some or al of the information that is specific to
an entity, or when you want to list all of the entities of a specific type, one by
one.

To find one entity at atime:

1. Completeal or some of the text boxes on the input window to try to find a
match, or leave the text boxes blank to list, one-by-one, all of thistype of
entity that exist on the CMS.

Thisisyour find criteria.
2. Useone of the following methods to activate the Eind one action:
*  Fromthe Actions menu, select Find one
*  Select the Find one button ﬂ on the toolbar
* PressCtrl+F

The text boxes are completed with information related to the first entity
that matches the find criteria for which you have permissions.

If there is more than one match, the status bar reads “xx matches found”,
where xx is the number of matches found.

3. Useone of the following methods to scroll through the Find one matches:
*  Fromthe Actions menu, select Next and Previous
*  Select the Next button |ﬂ or the Previous button I:l on the toolbar
* Pressing the F3 key (Next) or the Shift+F3 key (Previous)

You can also search on partial strings (for example, ac) if the input field is not
labeled with an “(s)”. For example, you cannot use the wild cards* or ?to
search for strings in any entity name input fields that are labeled with “(s)”,
such as Split(s).

=> NOTE:

For more information on the List all and Find one commands, see
Centrevu® CMS R3V9 Admi nistration, 585-214-015.
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Modifying items in the CMS database

After you select a category from the Operations tab, the system displays an
input window. If you want to modify the information for an item that already
existsin the CM S database, such as an agent group, aCMS user ID, or agent
login IDs, complete the following steps:

A CAUTION:
If you leave any fields blank and select the Modify command, any datathat is

currently stored in those blank fieldsis erased from the CM S database.

1. Perform one of the following actions, depending on the amount of
information you know about the item that you want to modify:

If you know all or part of the specific information that is required for
the input text boxes:

a. Complete all or some of the text boxes on the input window to
try to find a match, or leave the text boxes blank to list, one-
by-one, all of this type of entity that exist on the CMS.

Thisisyour find criteria.
b. Use one of the following methods to activate the Eind one action:
— From the Actions menu, select Find one
— Select the Find one button i on the toolbar
— PressCtrl+F

If you do not know the specific information that is required for the
input text boxes:

a. Use one of the following methods to activate the List all
action:

— From the Actions menu, select List all
— Sdlect the List all button E on the toolbar
— PressCtrl+L

b. Locate the information for the entity that you want to modify and
note the relevant information.

6-14
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c. ClosetheList all window.
The system displays the input window.
d. Complete the text boxes for which you have information.
e. Use one of the following methods to activate the Find one action:
— From the Actions menu, select Eind one
— Select the Find one button i on the toolbar
— PressCtrl+F
Update the information in the text boxes.
Use one of the following methods to activate the M odify action:
*  Fromthe Actions menu, select M odify
*  Select the Modify button |E| on the tool bar
*  PressCtrl+M

If the item was modified successfully, the system displays the word
“Successful” in the status bar at the bottom of the window.

If you do not have the required write permissions to modify the item, the
system displays the word “Failed” in the status bar at the bottom of the
window and then displays an error message.

=> NOTE:

If you try to modify a database entry that does not yet exist in the CMS, the
status bar reads, “Does not exist,” and you need to follow the instructions
in “Adding itemsto the CM S database” on page 6-11 to add theitem to the
database.
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Deleting items from the CMS database

After you select an operation from the Operations tab, the system displays an
input window. If you want to delete the information for an item that already
existsin the CM S, such as an agent group, aCM S user 1D, or agent login IDs,
complete the following steps:

A CAUTION:
The system does not display awarning message when you select Delete. The

item that you specify is automatically be deleted from the CM S database.

1. Perform one of the following actions, depending on the amount of
information you know about the item that you want to modify:

If you know all or part of the specific information that is required for
the input text boxes:

a. Complete all or some of the text boxes on the input window to
try to find a match, or leave the text boxes blank to list, one-
by-one, all of this type of entity that exist on the CMS.

Thisisyour find criteria.
b. Use one of the following methods to activate the Find one action:
— From the Actions menu, select Find one
— Select the Find one button i on the toolbar
— PressCtrl+F

If you do not know the specific information that is required for the
input text boxes:

a. Use one of the following methods to activate the List all
action:

— From the Actions menu, select List all
— Sdlect the List all button E on the toolbar
— PressCtrl+L

b. Locate the information for the entity that you want to modify and
note the relevant information.

6-16
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c. ClosetheList all window.
The system displays the input window.
d. Complete the text boxes for which you have information.
e. Use one of the following methods to activate the Find one action:
— From the Actions menu, select Eind one
— Select the Find one button i on the toolbar
— PressCtrl+F
2. Useone of the following methods to activate the Delete action:
— From the Actions menu, select Delete
— Select the Delete button |i on the toolbar
— PressCtrl+D

If the item was deleted successfully, the system displays the word
“Successful” in the status bar at the bottom of the window.

If you do not have the required write permissions to del ete the item, the
system displays the word “Failed” in the status bar at the bottom of the
window and then displays an error message.

If the item does not exist in the CM S database the system displays “Does
not exist” in the status bar.
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Overview

The reports that are produced by the CentreVu Call Management System
(CMS) display in CentreVu Supervisor (Supervisor). These reports display,
report, and summarize the performance of any measured subset of the ACD,
including agents, splits/skills, trunks, trunk groups, VDNSs, and vectors.

This chapter provides information on how to display CMSreportsin
Supervisor. This chapter includes the following sections:

*  “Running areport” on page 7-3

* “Selecting report run dates’ on page 7-7

* “Selecting report run times’ on page 7-10

*  “Report menu bar” on page 7-11

*  “Report layouts’ on page 7-21

*  “Formatting table reports’ on page 7-24

*  “Formatting chart reports’ on page 7-28

*  “Minimizing report output windows” on page 7-39
*  “Using right mouse button menus’ on page 7-42

* “Rotating athree-dimensional chart” on page 7-46
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“Exporting report data” on page 7-47
“Copying chart reports’ on page 7-50
“Resizing report windows” on page 7-51
“Changing column widths” on page 7-52
“Selecting a printer” on page 7-53
“Using Page Setup” on page 7-54
“Setting report threshold highlights” on page 7-56
“Report Options” on page 7-74
“Exiting and restarting reports’ on page 7-89

Report menus and tabs

The way you select, run, edit, and view areport is the same, no matter where
you run it from. Reports are available from the following menus and tabs:

Commands > Reports > Real-Time, Historical, or Integrated tab
Commands > Dictionary > Reportstab

Commands > Exceptions > Reportstab

Commands > Agent Administration > Reportstab

Commands >Call Center Administration > Reportstab
Commands >Report Wizard

Tools > Maintenance > Reportstab

=> NOTE:

Additional information that is specific to each Commands or Tools menu

option can be found in CentreVu® CMS R3V9 Administration, 585-214-
015.



CentreVu Supervisor V9 Installation and Getting Started
Using CentreVu Supervisor reports
Running a report 7-3

Running a report

To run aCM S report in Supervisor:

1. Inthe Supervisor Controller toolbar, select Commands to display the
Commands menu.

Avaya CentreYu Supervisoi - rosie.dr.avapa.com _ 0] ]
Connect ERINEIE ool Scipts Help

S Reports... @

Dictionary...

Evcepions.. 0 M| ammmomee

———  Jgent Adwinishation...
Report Wizard..

2. Select one of the following options:
* Commands> Reports > Real-Time, Historical, or Integrated tab
* Commands>Dictionary > Reportstab
* Commands> Exceptions > Reportstab
* Commands> Agent Administration > Reportstab
* Commands> Call Center Administration > Reportstab
* Tools> Maintenance > Reportstab

=> NOTE:

If you have Report Designer and want to quickly and easily generate a
new customized report, select the Report Wizard [ =4 button inthe

Controller toolbar. For more information about the Report Designer, see
the CentreVu® Report Designer Version 9 User Guide, 585-210-930.
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The system displays the Report Selector window. The following figure shows
an exampl e of the Report Selector window. Thetabsin this window will vary,
depending on which option you chose from the Commands or Tools menu.

Select a Report

(21|
Real-Time ] Historical ] Integrated ]
Bun Beport for ACD: Repart:
Jst10 =] [EllGraphical a5a =l
Category: Graphical 454 D aily

Agert Graphical &verage Positions Staffed Interval
|Dther Graphical Call Prafile Daily
raphical Multi- ervice Level Daily
2 Ell Graphical Muli4CD Service Level Dail
Ystem )
Trunk/Trunk Group Graphical Service Level Interval
DN

Graphical Skill Overload Intersal

Vec_tor Graphical Skill Time Spent Daily
Desigrier Duthaund D aily
Outbaund Interval
r— Dezcription

Shows [interval] number and average length of each type of outbound call for a split/zkil

Seript.. Properties | Copy | elete | Help

ok | Edit | Hew | Cancel |

Select a category from the Category list.
Select areport from the Report list.

Use the drop-down menu to select the ACD for which you want to run the

report from the Run Report for ACD text box.

6. Perform one of the following actions, depending on whether or not you

want to schedule a script:

If you do not want to schedule a script, continue with Step 7.

select the Script button.

The Script button displays the Save as Script window, which lets you
create anew script for the selected report, but does not run the report.

The script typeis set to interactive and cannot be changed.
7. Select OK, or double-click the report.

The system displays the report input window. The inputs that are

required vary, depending on which report you are running.

8. Continue with “Completing the report input window” on page 7-5.

If you want to schedule the selected report to run at a certain time,

7-4
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Completing the report input window

Thefollowing figure shows possible types of input that might be required to run
areport. Theinputs that are required vary, depending on which report you are
running.

1 2 3

v

&7 Split/Skill Dutbound Interval

— Inputs
Splt/Skil: | =l 4
Date:l =l [
Times:l ‘ j E
r— Destination
* “iew Report on Screen
r&“ Report on: ‘ \\DRPRINT2\33637 8|
(u] I Cancel | Help |
| Los{ngeles
4 5 6

1. Report title

2. History list

3. Browse button

4. Destination selection
5. Input field(s)

6. Current ACD
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To complete an input window:

1.

Use the following methods to complete the input field(s).

*  Typeinthe name or number of the input requested.

*  Select the Browse button to view all of the available inputs.

* Usethehistory list to select an input that you have previously entered.

For all reports other than the Commands > Reports Real-Time tab and
the Commands > Reports I ntegrated tab, select the report destination.

Reports can be viewed on screen or printed to any printer to which your PC
is connected.

Perform one of the following actions to select the report destination:
*  Select the View Report on Screen destination.

* Select the Print Report on: destination. If you want to print on a
printer other than the one that is displayed, click the button.

Ensure that the correct ACD is selected. The current ACD, whichis
selected on the Report Selector window, is displayed at the bottom right of
the input window.

If you want to run areport for adifferent ACD than the one that is selected,
perform Step a through Step d:

a. If youarein an input window, select Cancel to exit the report input
window.

b. Go to the selector window that you chosein Step 1.
¢. Change the ACD on the selector window.
d. Select the Report that you want to run.

Select OK to run the report.
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Selecting report run dates

When you run historical reports, you must select the date or dates for which to
run the report. Use one of the following methods to select a date:

Type the date or date range in the Date(s): input field.
Type arelative date, for example, -2 for two days ago.

Select the date or dates from the history list of previously used dates for
this report.

Select the Browse button .

— If you select the Browse button and the input needed is a single date,
the system displays the following window:

Browse Date [ 2]

r Select Date

| Bugust | 1993
Sun | Mon| Tue|Wed Thu| Fri | Sat
1 2 3 4 5 g 7

8 91011 1213 14

15 | 16 18 [ 19| 20 | 21
22| 23| 24| B[ 2| 27| 28
23 | 30 3

= - | Help |

To select a specific date, click the day that you want. The day is
highlighted.

To choose a date that is hot in the current month, use the arrow keys at
the bottom of the calendar box to scroll through the months.
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— If you select the Browse button and the input needed is for more than
one date, the system displays the following window:

Browse Dates HE
- Select Dates
Bange | Clear |
| August IREEE " September IREEEN | Dctober IREEE
Sun| Mon| Tue|"Wed Thu| Fri | Sat | Sun| Mon| TueWed Thu| Fri | Sat | Sun| Mon| Tus|"Wed Thu| Fr | Sat
1 304|858 7 1 2| 3| 4 1 2

L= L = T = - A = T = I O L 3|45 67,83
15 (16 [ 17 [ 18 | 19| 20| 21 1213 14 15 |16 | 17 [ 18 [ 10 11 12 /13| 14 | 15| 16
2223 | 24|25 | 26| 27| 28 |19 20 A 22| 23| 24| 25 (171819 20 21| 22| 23
2330 A 26 27| 28| 23| 30 2425 26| 27| 28|29 30

] _| D

Cancel | Help |

To select specific dates, click the day that you want. The day is
highlighted. You can select as many days as you want.

To select arange of dates, select the Range button, click the first day
of therange, and then click the last day of the range. The datesthat you
select are highlighted. You can select as many ranges as you want, but
you must select the Range button to define each range.

To choose a date that is hot in the current month, use the arrow keys at
the bottom of the calendar box to scroll through the months.

To clear the current selections, select the Clear button.
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— If theinput needed isfor 1 month, the system displays the following
window:
Browse Month
Select Manth

Mot T -]
vour

Qk I Cancel | Help |

Thiswindow is used in monthly reports where the datais for asingle
month. Theformisinitially displayed with the valuesin the input field
or to the month previous to the current month when the input field is
empty. Select a single month and year for the report. The earliest date
that you can sdlect is January 1980. The latest date that you can select
is December 2055.

— If theinput needed is for more than 1 month, the system displays the
following window:

Browse Months EHE

r Select Months

First Month; [

Mumber of Months: =

Last Month: IQUQUSl 1333

Ok I Cancel | Help |

Thiswindow is available in monthly reports where the dataisfor 1 or
more months. The report runs, beginning with the month entered in the
Eirst Month: field, and going through as many months as are
specified in the Number of Months: field.

The months are in calendar order. The earliest date that you can select
is January 1980. The latest date that you can select is December 2055.
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Selecting report run times

When you run interval historical reports, you must select the time period for
which to run the report. Use one of the following methods to select the time
period in the report input window:

* Typethetimerangeinthe Times: input field.

*  Select thetimes from the history list of previously used timesfor this
report.

*  Select the Browse button that isto the right of the Times: field.
If you select the Browse button, the system displays the following window:

Browsze Time |

Select Times

Starting Interval: [y

Ending Interval: |23:3EI j

0k I Cancel | Help |

Provide the following input in the Select Times box:

— Starting Interval. Select the time that you want the report to begin
with from the drop-down list. The report datawill begin with the
interval that begins immediately after the time that you enter.

— Ending Interval. Select the time that you want the report to end with
from the drop-down list. The report datawill go through the interval
that falls within the time that you enter.
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Report menu bar

When you run areport, the menu bar at the top of the window hasthe following

options:

* Report

* Edit

* Format
* Tools

* Options
* Help

The following sections describe the options that are available in each of these
menus.
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Report

The Report menu includes standard Microsoft Windows" options that relate to
the report you are running. The following figure shows the items that are
available in the Report menu.

& i:-'SpIiUS kill Report Monthly - Spanish

fil-aul@ Edit Format Tools Options Help

st ;799
Page Setup... | Spanish
Frint... I I I I I I . .
= B L{een] Avg Avg ACD Time  ACW Agent Other AL Time Avail Tim
Frirt P
| TIMTTEER balis ACD ACW Time  Ring  Time
Design Time Time Tirme
Save az HTML..
Script...

| »

E xit

| | Loz Angeles 4

Menu item | Action

Restart Closes the current report output window and displays the input
window for the current report. This allows you to run the same
report, changing inputs as needed.

The Restart menu item isunavailable if you are currently running
adrill-down report or if the report is an unsaved report that was

created using the Report Wizard.
Page Displays the Page Setup window. See “Using Page Setup” on
Setup... page 7-54 for more information.
Print... Displaysthe Print window. See “ Selecting a printer” on page 7-53

for more information.

=> NOTE:

When you select Print, the report that is active is printed
according to the options that you choose in the Print window. If
the report is areal-time report, only one instance of the report
prints. The real-time report does not print each timeit is refreshed.

*Microsoft Windows is a trademark of Microsoft Corp.
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Menu item

Action

Print
Preview...

Displays the report so that you can see it before printing.

Design

Allows you to access the Report Designer Design Mode window
from any report if you have purchased the Report Designer
software and your CM S User ID is authorized to use the Report
Designer.

When you select Design, the report that is currently running
remains visible, but you are placed in the Design Mode, where
you can edit the report.

The Design menu item is unavailable if you are currently running
adrill-down report.

=> NOTE:

For more information on the Design Mode, see CentreVu® Report
Designer Version 9 User Guide, 585-210-930.

Save

Saves the report that you edited.

Save As

Saves the report that you edited under a different file name.

Save as
HTML...

Displaysthe Save as HTML window, which you can use to save a
snapshot of the report output as an HTML file. Selecting the
Script button in this window displays the Save as Script window,
in which you can create a script to run the specified report and
save the output asan HTML file.

=> NOTE:

For more information on the Save asHTML feature, see
Appendix A, “Saving asHTML.”
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Menu item

Action

Script...

Displaysthe Save as Script window, which enablesyou to create a
script to run a specified report on schedule and display it on your
PC. The script can be interactive or automatic, as follows:

* Interactive. The script runsin the current Supervisor session
and the actions are displayed on the PC. You can input
requested information while the script is running.

* Automatic. The script launches a new Supervisor session that
logsinto CM S and runsthe requested tasks in the background.
Actions are not displayed on the PC.

The scripts require a customer-provided scheduler to berun at a
later time.

Exit

Closes the active report output window. The location of the report
output window is saved when the report is exited. The report is
displayed the next time that you run it.
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figure shows the standard Microsoft Windows editing options

that are available in the Edit menu.

&7 split/Skill Report Monthly - Spanish

Beport WaGN8 Format Tool: Option: Help

e

Eppart Ehart Diats,.

’I Export Table Data... LI

Export A D ata...

|| Loz Angeles G

Menu item

Action

Copy

Copies the image of the currently selected chart to the
clipboard in Microsoft Windows metafile (* .wmf) format. This
makes it possible for you to paste the chart image into any
Microsoft Windows application that can read the metafile
format. For instance, you an copy chart reports and import the
filesinto word processing files to be used as viewgraphs.

You can also access Copy from the menu that is displayed
when you click the right mouse button while the cursor ison a
report.

See “Copying chart reports’ on page 7-50 for more
information.

Export Chart
Data...

Accesses the Data Export Options window which makes it
possible for you to export the data in the currently selected
chart. If the report isareal-time report, only oneinstance of the
datais exported. If there is more than one chart on this report,
this option is unavailable until you select a chart.

You can also access the Data Export Options window from the
menu that is displayed when you click the right mouse button
while the cursor ison a chart.

For more information, see “ Exporting report data” on page
7-47.
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Menu item

Action

Export Table
Data...

Accesses the Data Export Options window which makes it

possible for you to export the table datain the report. If the
report is areal-time report, only one instance of the datais

exported. If thereis more than one table on the report, this

option isunavailable until you select atable.

You can also access the Data Export Options window from the
menu that is displayed when you click the right mouse button
while the cursor is on a chart.

For moreinformation, see “ Exporting report data” on page
7-47.

Export All
Data...

Accesses the Data Export Options window which makes it
possible for you to export all of the datain the report. You can
also include labels and headersin the data that are exported. If
the report is areal-time report, only one instance of the datais
exported.

You can also access the Data Export Options window from the
menu that is displayed when you click the right mouse button
while the cursor is on a chart.

For more information, see “ Exporting report data” on page
7-47.

7-16



CentreVu Supervisor V9 Installation and Getting Started
Using CentreVu Supervisor reports
Report menu bar 7-17

Format

The For mat menu contains actions for modifying the display format of the
currently selected object. If an action does not apply to the selected object, itis
unavailable. The following figure shows the items that are availablein the
Format menu.

&7 split/Skill Report Monthly - Spanish

Beport Edit WEy= Toolz Options Help
wont| Lt b
Table... ish
Sort by, ] . . . . . .
« ——— ]
|| LosAngeles
Menu Item Action
Chart... Allows you to format a chart.

You can aso access the Format Chart window from the
menu that is displayed when you click the right mouse
button while the cursor is on areport.

Table... Allows you to format atable.

You can aso access the Format Table window from the
menu that is displayed when you click the right mouse
button while the cursor is on areport.

Sort by... Allows you to sort the table by several parametersthat are
specific to the information in the selected table.

You can a so access the Sort by window from the menu that
is displayed when you click the right mouse button while
the cursor is on areport.
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Tools

The Tools menu contains additional actions that affect the currently selected
object. The following figure shows the items that are available in the Tools

menu.
Queue/Top Agent Status - Supply Products H=E3
Beport  Edit Format sl Option: Help
Top Agent Wwork State roducts Top Agents Stz
Threzhold Settings... Top Agents #
[Ehangedaent Skills. Top Agents Rins

|| Thresholds: On | Los Angeles A

Menu item Action

Available Allows you access any drill-down reports that are available
drill-down from the report that is currently running.

reports

You can also access the drill-down reports from the menu
that is displayed when you click the right mouse button
while the cursor is on areport.

For information on drill-down reports, see the appropriate
chapter in CentreVu® Supervisor Version 9 Reports, 585-

210-929.
Threshold Opens awindow that allows you to view or modify
settings... threshold highlight settings. Threshold highlight settings
apply only to some real-time dataitems in real-time and
integrated reports.

You can also access the Threshold settings from the menu
that is displayed when you click the right mouse button
while the cursor ison areport.

For information on setting threshold highlights, see
“Setting report threshold highlights” on page 7-56.
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Menu item Action

Change

Agemg => NOTE: _
Splits/kills If the current ACD supports Expert Agent Selection (EAS),

this menu item reads Change Agent Skills. If the current
ACD does not support EAS, this menu item reads Change
Agent Splits.

Opens the Change Agent Skills window (EAS) or Change
Agent Split (non-EAS) for the selected agent. You can then
maodify the split/skill assignments for the agent.

Thismenu item is enabled only when the selected table cell
inareport isan agent name or agent login ID. If you do not
have write permission for Agent Administration, this menu
item is not shown.

For information on changing agent splits/skills, see the

appropriate chapter in CentreVu® CMS R3V9
Administration, 585-214-015.
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Options

The Options menu contains actions that affect the basic display of the report.
The following figure shows the items that are available in the Qptions menu.
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*_{ Agent Split/Skill Monthly - Harold Edwards

Report Edit Format  Tools @it Help
Agent. Harg Tihrestialds
v Status Bar
[l a|
BRestare Original Yiew | Loz Angeles v
Menu Item Action
Thresholds Turns threshold highlighting on or off for thisreal-time

report.

When threshold highlighting is on, the report shows the
threshold colors, or icons if the report is minimized, that
are specified in the Threshold Settings window.

When threshold highlighting is off, the report does not
show the threshold colors.

Status Bar

Shows or hides the status bar.

When the status bar is hidden, the window remains the
same size but the contents are resized to fill the window.
Hide the status bar to get alarger viewing area for the
report.

When the status bar is made visible, the window remains
the same size but the contents are resized to fill the
smaller window area.

The status bar setting is saved in the report view.

Restore
Original View

Restores the report view to the original settings. All
changes that were made to the format of this report are
discarded.
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Report layouts

There are two types of report layouts in Supervisor:
* Tables. The Supervisor presentation of standard CMS reports
* Charts. The Supervisor presentation of graphical reports.

A report can consist of only one or more tables, only one or more charts, or a
combination of tables and charts.

In addition to the tables and charts that make up the main body of reports,
reports can include text and field names that are followed by single dataitems.
Text and data fields are used on both table and chart reports.

The following sections describe each type of report layout.
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Tables

Most standard CM S reports are displayed in tables. The following figure shows
how the information on a standard report window is organized:

Top Agents Staffed: B0

Top Agents Avail. 39

Top Adents Ringing: 1

Top Agents on ACD Calls: 39
Top Agents in ACW, 0

Top Agents in AU 1

Top Agents in Other: 1}

2% Agents Staffed: 0

sgents Staffed: 0

Resemwe? Agends Staffed: 1}

Agent Name State SISkl Level e WDMMame —
£ 23019 ACDIN 3 1 08 Security Product
R 23022 07

23021 00

23031 22
B 23024 03
£ 23022 41 Security Product
B 23033 1
£ 23025 410 Security Product
B 23026 4146 Security Product
R 23035 16
t”; 23036 35 Security Produjj
o4 3

|| Threzholds: On | Los.?\ngeles 4

1. Menu bar

2. Headings

3. Table

4. Columns

5. Current ACD

Standard real-time reports can be sorted. See “ Formatting table reports’ on page

7-24 for more information.

?

5
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Charts

Reports for which the name begins with “ Graphical” are displayed in charts.
The following figure shows how the information on a chart report window is

organized:
:ﬁSpIiU’SkiII Call Profile Daily - Skilll 10l =l
Beport Edit Format Tool: Options  Help
Date: 3{27198 ACD Calls: 903 Service Level: b5
Spliyfskill: Skilll Aban Calls: 0 Acceptable Service Changed: —
Service Intervals Changed: —
! 3
Service |mwalca% % Answered Distribution
100% In Lawal 10 mes 24 mes
Outside 15 mes 40 mes
100% | R 45 mos
24 mes 55 mes
29 mes ACD Calls

SerMge Interval Answerand Abandons
2 x‘ L

\%’\ ,

§ % Abandoned Distribution

& 45

E: - \

= ACD Calls 10-- T

3 Aban Calls 15 - P

2

2 3 | | RE 45 -

t M -- 55 --
. 500 1000 29 -- Aban Calls
Mo. Calls

Double Click Ta Run Format Chart | 16_dads1eas él
1. Bar chart 5
2. Line chart
3. Pie chart

4. Legend
5. Current ACD

There are several options for formatting the appearance of the charts. For more
information, see “ Formatting chart reports’ on page 7-28.
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Formatting table reports

If you arein areport that contains a table, you can format how the report is
displayed using the Table Format Options window.

=> NOTE:
The changes that you make to areport’s format affect only your view of
the report. The changes do not affect how other CM S users see the report.

Use one of the following methods to access the Table Format Options window:
*  Double-click on acolumn heading in the report.
* Fromthe Format menu, select Format Table or Sort by.

You can also access the Format menu from the menu that is displayed
when you click the right mouse button while the cursor is on areport.

=—> NOTE:

The Table Format Options window makes it possible for you to make
layout changesto atable. All changes that you make are saved as part of
the report view when you exit the report.

If you select Sort by, the system displays the Table Format Options
window with the Sort tab active.

If you select Format Table, the system displays the Table Format Options
window with the General tab active.

The following sections describe the General and Sort tabs.
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General tab

Use the General tab to make format changesto atable.

Table Format Options
Sort \| General 1
Dizplay Options Fixed Region
[ Show Grid Lines LColumns: EI
Rows: [2 3

Ok | Cancel Apply Help

Spin box

The following table parameters can be changed:

*  Show Gridlines. Specifies whether or not table lines are shown in the
table.

* Fixed Region, Columns. Specifies the number of columns from the |eft of
the table that are fixed in place and do not scroll. Valid values are in the
range of 0 through 99. Use the Columns box to select avalid value or type
in the value.

* Fixed Region, Rows. Specifies the number of rows from the top of the
table that are fixed in place and do not scroll. Valid values are in the range
of 0 through 99. Use the Rows box to select avalid value or typein the
vaue.
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Sort tab

Use the Sort tab to specify the order in which the following information on the
real-time table report displays.

T able Format Options
Sort ] General ]

—Sort By
]  Hsgendng
ye] J " Descending

~ ThenBy \
1 ——————<—P I[none] ﬂ * Ascending - 2

" Descending

* Ascending
- i
Inane) J = Descending

Ok I Cancel Apply Help

1. Sort By criteria drop-down lists
2. Sort order

To set up the display order for areal-time report, specify the sort column and
the sort order in the Sort By area. The Sort By list shows all of the database
table and item names that are used in the report. Select either Ascending or
Descending as the sort order.

Sorting may cause report refreshes to take longer. To speed up the refresh rate,
turn off the sort options by selecting none for al of the Sort By criteria.
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Using sorting to view alphabetically

To view alist of agents alphabeticaly:

1.

2.
3.
4

Select Agent Name from the first Sort By drop-down list.
Select Ascending as the sort order.

Leave the other two Sort By boxes set to none.

Select OK.

Using sorting to search

To search for agents who have been in a certain state for too long:

1.

o~ DN

Select Sate from the first Sort By drop-down list.

Select Time from the second Sort By drop-down list.
Select Descending as the sort order for the second Sort By.
Leave the third Sort By box set to none.

Select OK.
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Formatting chart reports

The chartsin graphical reports provide a graphical representation of data.
Values or data points are displayed in formats such as bars, lines, filled areas,
and pie charts. These data points are grouped into seriesthat are identified with
unique colors.

In many chart types, one data point from each seriesis grouped together by
category across an axis. Categories are plotted along the x-axis, while values
are plotted along the y-axis. A two-dimensional chart shows series next to each
other. A three-dimensional chart plots series along the z-axis. A chart can also
have atitle and alegend.

If you arein agraphical report, you can format how the report is displayed.

=> NOTE:

The changes that you make to areport’s format affect only your view of
the report. The changes do not affect how other CM S users see the report.

To format a chart report:
1. Fromthe Format menu, select Format Chart or Sort by.

You can also access the Format menu from the menu that is displayed
when you click the right mouse button while the cursor is on areport.

The system displays the Chart Format Options window:

Chart Format Options 2]

e

Legend ] Data Labels
Buyis

Type
3D Effects

— Background Color
* Report Background

¢ Salid
= Gradient:
I Fiectangle 0 l

Eackground Color I
Gradient Colors I I

—Real-Time
I~ Baolling Chart

Mumber of Data Paints: a

Ok I Cancel | Al | Help
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The following sections describe each of the tabs.

General tab
Use the General tab to specify several general parametersthat apply to the
chart.
Chart Format Options [ 2| x|
Type ] Title ] Legend ] Data Labels
3D Effects 4 Az ‘|

— Background Color
* Report Background
 Solid

= Gradient:
I Fiectangle 0 l

Eackground Color I
Gradient Colors I I

—Real-Time
I~ Baolling Chart

Mumber of Data Paints: a

Ok I Cancel | Al | Help

The following chart parameters can be changed:

* Background Color. Use this area to specify whether the backdrop of the
chart isa solid color or whether it is displayed as agradient, that is, a
smooth transition from one color to another. The gradient transition can be:
Horizontal, Vertical, Rectangle, or Oval. The quality of the gradient
effect depends on the video card that isinstalled in the PC, or the
capabilities of the printer for printed reports.

* Real-Time. If the chart isarolling chart, use this area to specify the
number of data points to be displayed in the chart. Permitted values are 2
through 100. The default is 10. A rolling chart isaline chart that isinitially
displayed with no data points. Each time that report is refreshed, a data
point is added. As data points are added, the chart “rolls’ from left to right.
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When the chart is displaying the number of specified data points, the ol dest
data point is dropped from the display and the newest data point is
displayed the next time that the report is refreshed.

3D Effects tab

Usethe 3D Effectstab to control the three-dimensional appearance of the chart.
If the current chart is atwo-dimensional chart, thistab is unavailable.

Chart Format Options

B

Title 1 Legend ] Data Labelz
General ] Bxis ]

= 30 Wiew

Elevation:

Botation: | 60.00

|

Projection: | Perspective

Wiewing Distance: | 200.00
fidth ta Height: | 100.00

Depth to Height: | 100.00

0].8 I Cancel | Lpon Help

The following chart parameters can be changed:

* Elevation. A number from O through 90 degrees that describes the relative
height from which a chart is viewed. An elevation of 90 looks directly
down on the top of the chart. An elevation of 0 looks directly at the side of
the chart. The sample charts throughout this document use an elevation of
30 degrees.

* Rotation. A number from -360 through 360 degrees that specifies the
angle that the chart is turned relative to the viewing position. The sample
charts throughout this document use arotation of 60 degrees. Rotation does
not apply to three-dimensional pie charts.
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Projection. Use thisfield to select one of three mathematical algorithms
that are used to give athree-dimensional appearance on a two-dimensional
sheet of paper or computer screen. You can choose the following values:

— Oblique: The chart has depth but the X-Y plane does not change when
the chart isrotated or elevated.

— Orthogonal: Perspective is not applied to the chart, resulting in less of
athree-dimensional effect. The advantage of using thistype of
projection isthat verticd lines remain vertical, making some charts
easier to read.

— Perspective: This provides the most realistic three-dimensional
appearance. Objects farther away from you converge toward a
vanishing point.

Viewing Distance. A number from 50 through 1000 that represents the
distance from which the chart is viewed as a percentage of the depth of the
chart.

Width to Height. A number from 5 through 2000 that represents the
percentage of the chart’s height that is used to draw the chart’s width.

Depth to Height. A number from 5 through 2000 that represents the
percentage of the chart’s height that is used to draw the chart’s depth.

See “Rotating a three-dimensional chart” on page 7-46 for an easy way to
change the elevation and rotation of a chart using the mouse.
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AXis tab
Use the Axis tab to specify thetitle that displayed on each axis of the chart
report.
Chart Format Options HE
Twpe ] Title: ] Legend ] Data Labels g
W Effects | General ] Axis 1
Axiz Dizplay Title:
[ 5 it S plit/Sikill
| ' Az Title
[ End e Secondany ' dxis Title
v | 2 = fviz Title

QK I Cancel | Apply | Help |

The Axis Display chart parameter can be changed. Use the check boxesin the
Axis Display areato make each of the axesvisible or invisible. The choices are
X AXis, Y Axis, 2nd Y Axis, and Z Axis.
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Type tab

Use the Type tab to change the chart type.

Chart Format Options HE
3D Effects ] General 1 Bz ]
Type ] Title ] Legend ] Data Labels
— Chart
. ZD o 30
LChart Type:
Area -
Step _I
Clustered Bar
Horizantal B ar

I | Stached

ok I Cancel | Apply Help

The following chart parameters can be changed:

* 2D and 3D. Changes the chart between two-dimensional and three-
dimensional views.

=> NOTE:

Two-dimensional charts update faster than three-dimensional charts. If the
drawing speed seems slow, display charts as two-dimensional.

Chart Type. Specifies how the dataiis presented. Choose a chart type from
thelist. The types of charts available vary depending on whether you select
atwo-dimensional or three-dimensional chart. The possible chart types are
asfollows:

— Bar (two-dimensional and three-dimensional)
— Line (two-dimensional and three-dimensional)

— Area (two-dimensional and three-dimensional)
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— Sep (two-dimensional and three-dimensional)

— Horizontal Bar (two-dimensional and three-dimensional)
— Clustered Bar (three-dimensional only)

— Pie (two-dimensional and three-dimensional).

* Sacked check box. Causes the data for all seriesto be stacked rather than
shown separately. This check box is unavailable for pie charts.

* 9% Axischeck box. Causes the value axis (y-axis) to be displayed as
percentages rather than as actual datavalues. This can be combined with
the stacked check box to produce a percentage stacked chart.
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Title tab
Use the Title tab to control the location of the chart title.
Chart Format O ptions EHE
3D Effects ‘| General ‘| Axis ]
Type ] Legend ] Diata Labels
— Location
v Yisible
= TopLeft i+ Top ' Top Right
O Left ' Right
= Bottom Left i Bottom = Bottom Right
ok I Cancel | Apply Help

The following chart parameters can be changed:

Visible check box. Allows you to display or not display report titles.

=> NOTE:

Since the title takes up space, the chart will be smaller if you select the
Visible option. To increase the size of the chart, do not select the Visible
option.

L ocation. If you choose to have report titles visible, use the L ocation area
to select where the titles are displayed. The options are Top L gft, Top

(center), Top Right, L eft, Right, Bottom L eft, Bottom (center), and
Bottom Right.



CentreVu Supervisor V9 Installation and Getting Started
Using CentreVu Supervisor reports

Formatting chart reports 7-36
Legend tab
Use the L egend tab to control the location of the chart legend.
Chart Format Options EHE
3D Effects '] General ] Axis ']
Type ] Title: Data Labels 5
r~ Location
¥ isiblz
" Top Left " Top " Top Right
C Left &+ Right
~ Battom Left " Baottom " Bottom Right
oK I Cancel | Apply | Help

The following chart parameters can be changed:

Visible check box. Allows you to display or not display report legends.
=> NOTE:

Since legends take up space, the chart will be smaller if you select the

Visible option. To increase the size of the chart, do not select the Visible
option.

L ocation. If you choose to have report legends visible, use the L ocation
areato select where the legend displays. The options are Top L eft, Top

(center), Top Right, L eft, Right, Bottom L eft, Bottom (center), and
Bottom Right.
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Data Labels tab

Usethe Data L abelstab to control the location of the data point labels.

Chart Format Options EHE
3D Effects ] General ] Bxis ']
Type ] Title: ] Legend ] )

- Location — Show Label Text
" Mone
i Ahove Paint & Value
" Below Paint C EBI_CBN
i Center  Series Mame
i Baze " Category Name
" Inside
" Outside
i Left
" Right

QK. I Cancel | Apply | Help

Usethe L ocation areato specify the following chart parameters:
* None. Labels are not displayed.

* AbovePoint. Displaysthelabel abovethe datapoint. Thislocationisvalid
only for bar, line, area, and step charts.

* Below Point. Displaysthe label below the data point. Thislocation isvalid
only for bar, line, area, and step charts.

* Center. Displaysthelabel centered on the data point. Thislocationisvalid
only for bar, line, area, and step charts.

* Base. Displaysthelabel along the category axis, directly beneath the data
point. Thislocationisvalid only for bar, line, area, and step charts.

* Inside. Displaysthelabel inside apie slice. Thislocation isvalid only for
pie charts.

* OQutside. Displaysthelabel outside apie slice. Thislocation isvalid only
for pie charts.
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* Left. Displaysthelabel at the left of apieslice. Thislocation isvalid only
for pie charts.

* Right. Displaysthelabel at the right of apie slice. Thislocation isvalid
only for pie charts.

If data labels are displayed, use the Show L abel Text areato specify that the
labels include one of the following:

* Value. Displaysthe value of the data point in the label.
*  Percent. Displays the value of the data point in the label as a percentage.
* Series Name. Uses the series name to label the data point.
* Category Name. Uses the category name to label the data point.
=> NOTE:
The position of data point labels can affect the readability of the chart.

The label text may overlap in some situations, making it difficult or
impossible to read the labels.
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Minimizing report output windows

To minimize areport window, select the minimize button, which islocated in
the upper right corner of the window.

When areport output window is minimized, the system displays the report’s
icon. The following table shows the icons that are displayed for the various

report types:
Icon Report type
@l Agent Administration reports
@' Agent Real-Time, Historical, and Integrated reports

r
E Call Center Administration reports

Dictionary reports

Exceptions reports

ﬂ Maintenance reports
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Icon Report type
== Other, Queue/Agent, and Custom Real-Time and

Historical reports

% Split/Skill Real-Time, Historical, and Integrated
reports

m Trunk/Trunk Group Real-Time and Historical reports

&
‘g VDN Real-Time, Historical, and Integrated reports

gg Vector Real-Time and Historical reports
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Minimized report thresholds

If Report Thresholds are enabled, real-time and integrated reports continue to
be updated while they are minimized. If no caution or warning threshold
condition is currently being met, the report’s normal icon, as shown on the
previous table, is displayed on the toolbar and in the system tray. If thresholds
are being met, the report’s icon on the toolbar remains the same, but the system
displays the caution or warning threshold icon in the system tray.

The following table shows the icons that are displayed for the caution and
warning thresholds:

Icon Threshold type

s

)

Caution threshold

ﬁ Warning threshold

For more information on how the Supervisor icon in the system tray works, see
Chapter 5, “Getting Started with CentreVu Supervisor.”
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Using right mouse button menus

When running reports, you can click the right mouse button to display a menu.

The menu that is displayed depends on the location of your cursor. It can
include options from the Edit, For mat, and Tools menus on the Reports menu
bar. The applicable menu items for the input field are enabled. If areport object
is not selected, amenu is not displayed when you hold down the right mouse
button. To deselect a selected object, click anywhere else on the report.

=> NOTE:
See CentreVu® Supervisor Version 9 Reports, 585-210-929, for
descriptions of reports.

The right mouse button menus are available when you perform any of the
following actions:

* Select acell in atableand hold down the right mouse button. The
system draws a dotted border around the cell and displays the following
menu:

Fxpoit Tabls Datn

Eoimsak Tabile .
Zml by

Help

If you select acell that displays an agent name, agent number, or work
mode, the available drill-down reports for that cell are displayed at the top
of the menu that is displayed when you click the right mouse button. See
examples of these later in this section.

* Select an output field or label and hold down the right mouse button.
The system draws a dotted border around the field and displays the
following menu:

lhléshuld Settings___-

Help

The Threshold Settings menu item is enabled if the highlighted field has
related threshold settings.
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Select a data point in a chart and hold down the right mouse button.
The system highlights the data point using selection handles, which are
dots along the edges of the data point, and displays the following menu:

Export Chart Data...
Format Chart.__.

Theeshold Settings. ..

Copy
Help

If you select a data point that allows report threshold highlighting to be set,
the menu item is unavailable.

Select an agent name or agent number in atable and hold down the
right mouse button. The system highlights the agent name with a dotted
border and displays the following menu:

Rual Tima Agenl Inlommation
Inkegrated Agerk |ndoimaton

Empmt Tabde Dala
Fomst Tablbs. ..
Gl by

Thueskadd Settings..
I Thange Aqgenl Skils ..
Huslps

If you do not have the EASfeature, the drill-down reportsthat are available
are the Real-Time Agent Information report and the Integrated Agent
Information report.

From this menu, you can access either the Real-Time or the Integrated
Agent Graphical Information report. If you double-click the agent name
and you are running a real-time report, the default drill-down report is the
Real-Time Agent Graphical Information report.

See CentreVu® Supervisor Version 9 Reports, 585-210-929, for
descriptions of reports.
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=> NOTE:

You can change an agent’s splits/skills while you are in areport using this
method of selection. See the appropriate chapter in CentreVu® CMS R3V9
Administration, 585-214-015, for more information.

* Select acell on atableor apoint on a chart that displays agent work
state information and hold down the right mouse button. The system
highlights the data point using selection handles, which are dots along the
edges of the data point, and displays the following menu:

Agent Wk LGhabe

Expmt Table Data
Evmest Tabile .
Sinil B .

Thnshald Seltings
harens Anard 5ii

Halp

If you have the EAS feature, the Real-Time AUX Agent drill-down report
isalso available.

From this menu, you can access the Real-Time Split/Skill Work State
Report, which is also displayed when you double-click awork state in the
report.

* Select acell on atableor apoint on a chart that displays Top Agent
work stateinformation and hold down theright mouse button. The
system highlights the data point using selection handles, which are dots
along the edges of the data point, and displays the following menu:

Top Agent Work State

Expost Table Daka. .
Foimal Talla._.
Soal by,

Thivzhold Settmg:
Change Agent Skillz
Help

If you have the EAS feature, the Real-Time AUX Agent drill-down report
isalso available.
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From this menu, you can access the Real-Time Split/Skill Top Agent Work
State Report, which is also displayed when you double-click awork statein
the report.
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Rotating a three-dimensional chart

The rotation and elevation of any three-dimensional chart can be changed
interactively using the mouse. Thisis easier than using the 3D Effectstab of the
Chart Format window (see “Formatting chart reports’ on page 7-28 for
information on using the 3D Effects tab).

To change the rotation and elevation of athree-dimensional chart:

1
2.

Place the pointer over athree-dimensional chart.

Pressand hold CTRL.

The pointer changes to indicate that the chart can be rotated.
Click and hold the left mouse button.

A dotted three-dimensional outlineis displayed around the chart.

Move the pointer up and down to change the chart elevation, and left and
right to change the chart rotation. The dotted three-dimensional outline
shows the position of the chart as you move the mouse.

When you find the rotation and elevation that you want, rel ease the mouse
button.

The system redraws the chart in the new position.

The three-dimensional rotation and elevation of each chart is saved as part of
the report view.
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Exporting report data

You can export the data from both standard (table) and graphical (chart) reports,
either to afile or to the Microsoft Windows clipboard. Once you export report
data, you can copy the report information into ancther application, for instance,
a spreadsheet.

Select the Script button on the Data Export window to display the Save as
Script window. You can use this box to create a new script to run the selected
report and then export it at a scheduled time.

=> NOTE:

By default, only the data from the chart or table is exported. You must
select the Include L abels and Header s check box on the Export Data
window to include that information in the export of data.

Reports are exported from Supervisor in the following format:
* Dataisexported as ASCII characters.

*  For tablereports, each row of dataiswritten as oneline, terminated by a
carriage return (ASCII value 13).

* Thefield separator character is written between fields.

* Thefield separator does not follow the last character in the line.

*  Text strings are delineated according to the specified text delimiter.
To export the data from a report:

1. Click onthetable or chart within areport.

2. From the Edit menu, select Export Table Data, Export Chart Data, or
Export All Data, as appropriate.

You can also access the menu for exporting from the menu that is displayed
when you click the right mouse button while the cursor is on areport.



CentreVu Supervisor V9 Installation and Getting Started

Using CentreVu Supervisor reports
Exporting report data

7-48

The system displays the Export Data window. The Export Data window
allows you to copy the data from a report to the clipboard or afile.

Export All Data

— Destination

— Export Format

Ficld Separator:  |[tab)

[mone] -

Text Delimiter:
™ Export Null Values as Zemo
[~ Include Labels and Headers
¥ Expart Time Durations in Seconds

Cancel | Seript... |

= ]

Help

3. Complete the following parts of the Export Data window:

select Export to File, you can:

—Type in aname for the filein the next box.
—Select the File button @ to theright of the box to browse the

files on your PC.

Destination. Select to Export to Clipboard or Export to File. If you

—Usethe history list to select afile that you previously used.
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Export Format selection box. Define the export format of the report.
The character you choose from the drop-down list in the Field
Separator box iswhat will be placed between each field in the report.

The character you choose for the Text Delimiter determines what is
used around text stringsin the exported file. If atext delimiter is
specified, no special checks are done to ensure that the data does not
contain that character, and the datais written unmodified.

If you want to export data to Microsoft Excel, choose Tab asthe field
separator and None as the text delimiter.

Export Null Values as Zero. Select this check box to include data that
isnull as azero in the export of information. Thisis helpful if you are
exporting atable report because a null value that is not included in the
export of the data could disrupt the order of the rows/columnsin the
data.

Include Labels and Header s check box. Select this check box to
include the text information (such as column headers in table reports)
in the export of the report’s data.

Export Time Durationsin Seconds. Select this check box to include
the time duration in the export of information.

4. If you want to automatically export data at a scheduled time, select the
Script button to display the Save as Script window, which lets you create a
script to export the data from the report and then exit the report.
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Copying chart reports

Chart reports can be copied to the Microsoft Windows clipboard in the
Microsoft Windows metafile (*.wmf) format. This makesit possible for you to
paste the chart image into any Microsoft Windows application that can read the
metafile format. For instance, you can copy chart reports and import the files
into word processing files to be used as viewgraphs.

To copy achart report to the metafile format:

1. Runachart (graphical) report.

2. Select the image that you want to copy by clicking it.
3. From the Edit menu, select Copy.

You can also select Copy from the menu that is displayed when you click
the right mouse button while the cursor is on the chart.

The system copies the chart that you selected to the clipboard.
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Resizing report windows

To resize report windows:
1. Moving the cursor to the edge of the window.

2. When theresize arrow appears, hold down the left mouse button and move
the mouse to size the window.

3. Release the mouse button when the window is the size you that want it to
be.

You can also use the maximize and minimize buttons at the top of the window
to size the window.

When you resize a Supervisor report output window, the resulting effect
depends on whether you are running a standard CM S report or a graphical
report. The following sections outline the effects of resizing each type of report
window.

Standard CMS reports
When you resize the window of a standard report, the contents of the window
do not change in size to reflect the new window size.

If you made the window smaller than the size of the report, use the scroll bars
that are displayed to view the entire contents of the report.

Graphical reports

When you resize the window of agraphical report, the contents of the window
change in size to reflect the new window size.

If awindow is made too small, some elements may shrink in such away to
become unreadable. If this happens, resize the window to a more appropriate
size. You may also choose to turn chart legends or data |abels off to make more
room for the chart itself.

Thewindow size is saved as part of the report view.
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Changing column widths

You can change the width of an individual column in atable or chart report by
positioning the mouse pointer on the vertical line between the column headers.
The pointer changes to indicate that aresize is possible, and you can then drag
the mouse to change the column size.
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Selecting a printer

The Print window is a standard feature of Microsoft Windows.
To access the Print window:

1. Select areport from Reports, Dictionary, Exceptions, Call Center
Administration, or Maintenance.

2. Useone of the following methods to initiate the print process:
*  Select the Print button on the report input window
* Fromthe Report menu select Print.

The system displays the Print window.

Print

r— Printer
Properties |

MHame: SSORPRINT

Status:  Ready
Tuype: GQMS 1725E Print Spstem
‘Where:  SMEECH:33B37

Conrneht: [~ Frint to file
— Print range Copie
(O Mumber of copies: |1 3:
) Pages [mm:l LD:I
Ll e
) Selection
QK. I Cancel |

The default printer islisted in the Name box. To select another printer, click the
down arrow to theright of the box to display a drop-down list of installed
printers. You can choose any printer that has been installed in the Microsoft
Windows Control Panel. Depending on what printers are installed, nonprinter
devices such asfiles and fax may display here.

To print to afile, select the Print to file box.

Other entriesin the Printer area, including Satus, Type, Where, and
Comment, vary depending on the chosen printer. The Microsoft Windows
system software determines what is available here.
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Using Page Setup

Use the Page Setup window to specify how each page of areport is positioned
when it is printed. The changes that you make in this window apply only to
printed reports and do not affect reports that are displayed on the screen.

The Page Setup window for printing options is a standard feature of Microsoft

Windows.

To access the Page Setup window:

1. Select areport from Reports, Dictionary, Exceptions, Call Center
Administration, or Maintenance.

2. Complete the report input window and selecting View Report On Screen

asthe destination.
Select OK to run the report.

Once thereport is running, from the Report menu, select Page Setup.

The system displays the Page Setup window:

Page Setup

@ The Page Setup zettings affect how all reports will be
printed. Appearance on screen is not affected.

— Marging [inches]

— Page Mumbers

Top IT i Yes
Bottom: IT £ Ho
Left [53° | - Bowdround Tables
Bight: [53  Boy
i+ MNoBox
ITI Cancel Help
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The following options are avail able in the Page Setup window:

Margins (inches). Use to define the spaces at the edges of the page where
nothing is printed. The margin settings are defined as:

Top. The margin is measured from the top of the page. The report is
offset by this amount at the top of each page.

Bottom. The margin is measured from the bottom of the page. When a
printed table reaches the bottom of the page, it continues printing at
the top of the next page, with the table titles repeated. If a chart
overlapsthe bottom margin, it is scaled smaller so that it fitswithin the
margin. Text that reaches the bottom of the page is printed on the next

page.

L eft. The margin is measured from the left of the page. The report is
offset by this amount on the left of each page.

Right. The margin is measured from the right of the page. Tables and
text that are too wideto fit on the printed page are truncated at the right
margin. Charts that overlap the right margin are scaled smaller to fit
within the margin.

Page Numbers. Use to specify whether to display page numbers. The
following settings are valid:

Yes. Page numbers are displayed.
No. Page numbers are displayed.

Box Around Tables. Useto specify whether to display a box around report
tables when printed. The following settings are valid:

Box. Boxes are displayed.
No Box. Boxes are not displayed.
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Setting report threshold highlights

Use the report threshold highlights feature to set visual flags that notify you
when areal-time dataitem is out of acceptable bounds. This feature makes it
possible for you to run aminimized report and be notified through color or icon
changes when an item passes a specific threshold.

You can set threshold highlights for real-time dataitemsin rea-time or
integrated reports only. The threshold highlights that you set tell you when data
for an entity, that is, a split/skill, agent, agent group, or VDN, has reached the
threshold level that you defined.

Threshold highlight settings apply to asingle entity on a specific ACD. For
example, if you run areal-time split report for split 17 on ACD 1 and set the
threshold highlights, the threshold settings apply to split 17 on ACD 1 for all
reports that you run for that split and ACD. Also, the threshold highlight
settings are saved on the PC that you are currently using. So, if you move to
another PC, you must set up the threshold highlights on that PC. If multiple
userslog in to the same PC, each user’s threshold highlight settings are saved
individualy.

By default, the thresholds for each report are turned on, but the threshold
highlight settings are empty and the sample size threshold is zero. Therefore, no
threshold highlights show on any reports until you create them using the
Threshold Settings window. You can turn thresholds on and off for each report
by selecting and clearing the T hresholds Settings check box in the report input
window, or by selecting Threshold Settings from the Options menuin the
report output window.
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Example of setting thresholds

For example, say that you want to set thresholds for Time on ACD Callsin the
skill named Sales. You might set the High Caution threshold to 50 seconds and
the High Warning threshold to 60 seconds. If an agent spends more than 50
seconds, but less than 60 seconds, on an ACD call in the Sales skill, the system
highlights the item on the report with the High Caution threshold color. If the
time exceeds 60 seconds, the system highlights the item on the report with the
High Warning threshold color. However, if the agent spends more than 50
seconds on an ACD call in any other skill that does not have the same
thresholds, the system does not display any threshold highlighting for the item
on the report.

=> NOTE:
Report threshold highlights are not the same as CM 'S Exceptions
Thresholds. The threshold highlighting you can do with this featureis
available through the Supervisor interface only.

To set report threshold highlights:

1. Runareport that contains real-time data. Reports that contain real-time
data are areal-time reports and integrated reports.

2. Select on adataitem in the report for which you can set threshold
highlights

=> NOTE:

When one or more data items for which threshold highlights can be set are
selected, the Threshold Settings menu item is available. When the data
item that is selected does not allow thresholds, an error message is
displayed. See the “Available agent threshold settings’ on page 7-62,
“Available split/skill threshold settings’ on page 7-67, and “ Available
VDN threshold settings’ on page 7-71 tablesfor alist of the report outputs
that allow threshold highlighting

3. From the Tools menu, select Threshold Settings. from the right mouse
button or.

You can also select Threshold Settings from the menu that is displayed
when you click the right mouse button while the cursor is on the data item.
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4, Complete the Threshold Settings window:

Threshold Settings EHE 2

The threshold zettings shown belaw apply to data far

Descriptior: [Amount of ime the agent is in the Available workmodz, <k |~ 4

r— Threshaolds
The data item will be highlighted in the indicated CW falls within
the ranges wou specify.
/i

and below and below and sbove and abov

] I Cancel | Help

1. Data item threshold definition
2. ltem

3. Description

4. Icons

5. Thresholds

=> NOTE:
The Sample Size box is present only if you select adataitem that isa
percentage or an average.

The Threshold Settings window includes the following information and text
boxes:

* Item. Showsthe name of the report threshold that appliesto the selected
datavalue. In most cases, this box contains a single entry. If the data value
isagent “Timein State” or “Time in Workmode,” or agent group “Timein
State” or “Timein Workmode,” thislist box contains multiple names, one
for each possible agent state or workmode. Threshold highlights can be set
for each individual state and workmode.

* Description. Shows a description of the threshold that is currently
selected.
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Thresholds. Shows the colors (as defined in the Qptions Threshold
Colorstab, which is accessed from the Tools menu), icons, and current
numerical settings for the threshold highlights of thisitem. For thresholds
that are time related, the numbers that you enter are in seconds. For
example, if you are entering a high caution threshold for 3 minutes, type
180 (for 180 seconds) in the High Caution field.

— Low Warning. Contains the current value for the low warning
threshold for the selected dataitem. If no valueis defined, thefield is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leave it blank. If the field is blank, no threshold is set.

— Low Caution. Containsthe current value for the low caution threshold
for the selected dataitem. If no value is defined, the field isblank. You
can set the value to any positive integer from 0 to 999,999,999 or leave
it blank. If thefield is blank, no threshold is set.

— High Caution. Contains the current value for the high caution
threshold for the selected dataitem. If no valueis defined, thefield is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leave it blank. If the field is blank, no threshold is set.

— High Warning. Contains the current value for the high warning
threshold for the selected dataitem. If no valueis defined, the field is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leaveit blank. If the field is blank, no threshold is set.

Sample Size. Contains the current value for the sufficient sasmple size
value. You can set thisto any value from 0to 999. When you set thisvalue,
you are defining a minimum number of items that must be currently
tracked before the threshold highlighting is enabled. Sample Sizeisonly
available if the dataitem that you selected is a percentage or an average.

Select OK.
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Tips for setting report threshold highlights

The following information is helpful when you are setting report threshold
highlights.

* Beforeyou can administer threshold highlights for a dataitem, you must
first click the dataitem in the report to select it. When adataitemis
highlighted in atable (standard) report, it is outlined with a dotted line.
When adataitem is highlighted in a chart (graphical) report, it has “pull-
bars’ around the perimeter.

*  See'Available agent threshold settings’ on page 7-62, “ Available split/skill
threshold settings” on page 7-67, and “ Available VDN threshold settings’
on page 7-71 for more information on the real-time dataitemsin reportsfor
which you can set threshold highlights.

* Instandard reports, you can select items from the table or from the output
information at the top of the report.

* Inchart reports, you can select items from the pie charts, bar charts,
graphical reports, or tables.

*  When you set threshold highlights for an entity, that is, for a split/skill, an
agent, an agent group, or aV DN, that set of threshold highlights applies to
every report that is run specifically for that entity.

*  Thereport threshold highlights are updated each time that the report is
refreshed.

*  The numbersthat you define for the threshold highlights must increase
from left to right. So, the number that you use for L ow War ning must be
less than the number that you use for High War ning.
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You can set the label colors by choosing Qptions from the Tools menu on
the Supervisor Controller window. Depending on how you define the
colors, you can set the sample size threshold to behave in the following

ways:
— If you want to be alerted to the fact that a particular calculation is not
statistically significant, set the I nsufficient color to adifferent color

than any other threshold condition. This causes data with insufficient
sample size to be highlighted in a special color.

— If you want to ignore values with insufficient sample sizes, set the
I nsufficient color to be black text on a gray background. This causes
the value with insufficient sample size to not be highlighted.

Setting report threshold highlights affects how report datais displayed in
the following ways:

— If the data cal cul ation contains a nonzero Sample Size threshold, the
denominator of the specified calculation is compared to the Sample
Size threshold. If the denominator is less than the Sample Size
threshold, the value is displayed in the I nsufficient color, indicating
that the sample size isinsufficient for the value to be significant.

— If the sample sizeis sufficient or if thereis no sample size that is
associated with the data, the data value is compared to the L ow
Warning, Low Caution, High Caution, and High Warning
threshold values to determine which band applies. Thevalueis

displayed in the color that is associated with the appropriate threshold.
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Available agent threshold settings

All of the data that Supervisor uses for agent threshold highlights are retrieved
fromthe cagent (current interval agent) database table. See CentreVu® CMS
R3V9 Database Items and Cal culations, 585-210-945 for more information on
the database tables. The following table lists the agent threshold highlights that

you can set.

Threshold

Description/database item or calculation

Timein AUX Sate

Description — Amount of time that the agent isin the
Auxiliary Work state.

Measures — DURATION while AGSTATE = AUX

Timein AUX-IN Sate

Description — Amount of time that the agent is on an
incoming call while in the Auxiliary Work state.

Measures — DURATION while AGSTATE =
AUX-IN

Timein AUX-OUT
Sate

Description — Amount of time that the agent is on an
outgoing call whilein the Auxiliary Work state.

Measures — DURATION while AGSTATE =
AUX-OUT

Timein ACW Sate

Description — Amount of time that the agent isin the
After Call Work state.

Measures — DURATION while AGSTATE = ACW

Timein ACW-IN Sate

Description — Amount of time that the agent is on an
incoming call while in the After Call Work state.

Measures — DURATION while AGSTATE =
ACW-IN

Timein ACW-OUT
Sate

Description — Amount of time that the agent is on an
outgoing call whilein the After Call Work state.

Measures — DURATION while AGSTATE =
ACW-OUT
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Threshold

Description/database item or calculation

Timein AVAIL Sate

Description — Amount of time that the agent isin the
AVAIL state.

Measures— DURATION while AGSTATE = AVAIL.

Timein ACD Sate

Description — Amount of time that the agent isin the
ACD state.

Measures— DURATION while AGSTATE = ACD

Timein ACD-IN Sate

Description — Amount of time that the agent isin the
ACD-IN state.

Measures— DURATION while AGSTATE =
ACD-IN

Timein ACD-OUT
Sate

Description — Amount of time that the agent isin the
ACD-OUT dtate.

Measures— DURATION while AGSTATE =
ACD-OUT

Timein DACD Sate

Description — Amount of time that the agent isin the
DACD state.

Measures— DURATION while AGSTATE = DACD

Timein DACD-IN
Sate

Description — Amount of time that the agent isin the
DACD-IN state.

Measures— DURATION while AGSTATE = DACD-
IN

Timein DACD-OUT
Sate

Description — Amount of time that the agent isin the
DACD-OUT date.

Measures— DURATION while AGSTATE = DACD-
ouT

Timein DACW Sate

Description — Amount of time that the agent isin the
DACW dtate.

Measures— DURATION while AGSTATE = DACW
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Threshold Description/database item or calculation
Timein DACW-IN Description — Amount of time that the agent isin the
Sate DACW-IN state.
Measures — DURATION while AGSTATE = DACW-
IN
Timein DACW-OUT | Description — Amount of time that the agent isin the
Sate DACW-OUT state.
Measures — DURATION while AGSTATE = DACW-
ouT

Timein RING Sate Description — Amount of time that the agent isin the
RING state.

Measures — DURATION while AGSTATE = RING

Time AUX Workmode | Description — Amount of time that the agent isin the
AUX workmaode, including incoming and outgoing
calls. Thistime measures the time that the agent
remainsin AUX, regardless of any incoming or
outgoing calls handled.

Measures — AGTIME while WORKMODE = AUX.

Timein ACD Description — Amount of time that the agent isin the
Workmode ACD workmode, including incoming and outgoing
calls. Thistime measures the time that the agent
remainsin ACD, regardless of any incoming or
outgoing calls handled.

Measures — AGTIME while WORKMODE = ACD

Timein ACW Description — Amount of time that the agent isin the
Workmode ACW workmode, including incoming and outgoing
calls. Thistime measures the time that the agent
remainsin ACW, regardless of any incoming or
outgoing calls handled.

Measures — AGTIME while WORKMODE = ACW
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cals. Thistime measures the entire time that the agent
remainsin DACW, regardless of any incoming or
outgoing calls handled.

Measures— AGTIME while WORKMODE = DACW

Callsin Direct Agent
Queue

Description — Number of Direct Agent callsthat are
gueued to the agent. DA_INQUEUE isthe current
number of Direct Agent calls that are waiting in any
split/skill queue for a specific agent. (Applies only to
Generic 3 switches.)

Measures— DA_INQUEUE

Time call waiting in
Direct Agent Queue

Description — Amount of time that the caller has
waited in the Direct Agent queue. DA_OLDESTCALL
is the length of time that the oldest Direct Agent call
has waited in any split/skill queue for this agent.
(Applies only to Generic 3 switches.)

Measures— DA_OLDESTCALL

Setting report threshold highlights 7-65
Threshold Description/database item or calculation
Timein AVAIL Description — Amount of time that the agent isin the
Workmode AVAIL workmode, including incoming and outgoing

cals. Thistime measures the time that the agent

remainsin AVAIL, regardless of any incoming or

outgoing calls handled.

Measures— AGTIME while WORKMODE = AVAIL
Timein DACD Description — Amount of time that the agent isin the
Workmode DA CD workmode. Thistime measuresthetimethat the

agent remainsin DACD, regardless of any incoming or

outgoing calls handled. (Applies only to Generic 3

switches.)

Measures— AGTIME while WORKMODE = DACD
Timein DACW Description — Amount of time that the agent isin the
Workmode DACW workmaode, including incoming and outgoing
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Threshold Description/database item or calculation
Averagetalk time Description — Average length of time that the agent

spends talking on ACD calls.

=> NOTE:
Sample Size thresholds apply to this threshold.

Measures— AVG_AGENT_TALK_TIME calculation.
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Available split/skill threshold settings

All of the data that Supervisor uses for split/skill threshold highlightsis
retrieved fromthecspl i t (current interva split) database table. See
CentreVu® CMSR3V9 Database Items and Calculations, 585-210-945 for

more information on the database tables. The following table lists the split/skill

threshold highlights that you can set.

Threshold

Description/database item or calculation

Oldest Call Waiting

Description — Amount of time that the oldest call to
this split/skill has waited in queue. OLDESTCALL is
the number of seconds that the oldest split/skill ACD
call has waited in queue or ringing.

Measures— OLDESTCALL

Number of Calls
Waiting in Queue

Description — Number of callsthat are queued to this
split/skill. The computation measures the number of
calsthat arein queue or ringing at an agent position.

Measures— INQUEUE + INRING

Number of Calls

Description — Number of calls that were queued to

Abandoned this split/skill and then abandoned. ABNCALLSisthe
number of calls offered to a split queue which were
subsequently abandoned by the caller.

Measures— ABNCALLS
Aver age Speed of Description — Number of seconds, on average, before
Answer acall to this split/skill is answered. The average speed

of answer isthe ANSTIME, which is the time that
callers spent in queue or ringing before being
answered, divided by the ACDCALLS, whichisthe
number of calls that queued to the split/skill and were
answered by an agent at this split/skill.

—> NOTE:
Sample Size thresholds apply to this threshold.

Measures— AVG_ANSWER_SPEED
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Threshold

Description/database item or calculation

Average Talk Time

Description —Average length of timethat is spent on
ACD cdllsto the split/skill.

=> NOTE:
Sample Size thresholds apply to this threshold.

Measures— AVG_ACD_TALK_TIME

Average Timeto
Abandon

Description — Average length of time that callers
waited before abandoning callsto the split/skill.

—> NOTE:
Sample Size thresholds apply to this threshold.

Measures — AVG_ABANDON_TIME

Full-Time Equivalent
Agents Saffed

Description — Number of total full-time equivalent
agents who are currently staffed for the skill.

Measures — FTE_AGENTS

Number of Calls
Forced Busy

Description — Number of calls to the split/skill that
were given abusy signal by the switch.

Measures — BUSYCALLS

Number of Calls
Disconnected

Description — Number of calls to the split/skill that
were disconnected by the switch.

Measures — DISCCALLS

Percent of Calls
Answered in Service
Level

Description — Percentage of ACD callsto the
split/skill that were answered within the service level.

=> NOTE:
Sample Size thresholds apply to this threshold.

Measures— PERCENT_SERV_LVL_SPL
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Threshold Description/database item or calculation
Percent of Calls Description — Percentage of ACD callsto the
Abandoned split/skill that were abandoned.
=> NOTE:

Sample Size thresholds apply to this threshold.
Measures— PERCENT_CALL_ABAN

Number of Agents Description — Number of agents who are logged into
Saffed the split/skill.

Measures — STAFFED
Percent of Calls Description — Percentage of ACD calls that were
Answered offered to the split/skill and answered.

=> NOTE:

Sample Size thresholds apply to this threshold.
Measures— PERCENT_CALL_ANS

Call Profile Abandon | Description — Number of abandoned calls to the
per Service Level split/skill for any service level increment. A single

I ncrement report threshold appliesto all of the values. If the
number of abandoned calls for the split/skill reaches
the threshold for any of the service level increments,
the value for that service level increment is
highlighted.

Measures — ABNCALLS1 through ABNCALLS10

Rolling Average Speed | Description — Switch-based Rolling Average Speed

of Answer of Answer for this split/skill. The Rolling Average
Speed of Answer isthe average speed of answer across
intervals.

Measures — ASA

Expected Wait Time Description — Expected Wait Time for acall that is
(Low) gueued to this split/skill at alow priority level.

Measures — EWTLOW
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Threshold Description/database item or calculation

Expected Wait Time Description — Expected Wait Time for acall that is
(Medium) gueued to this split/skill at medium priority level.

Measures — EWTMEDIUM

Expected Wait Time Description — Expected Wait Time for acall that is
(High) gueued to this split/skill at high priority level.

Measures — EWTHIGH

Expected Wait Time Description — Expected Wait Time for acall that is
(Top) queued to this split/skill at top priority level.

Measures — EWTTOP
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Available VDN threshold settings

All of the data that Supervisor uses for VDN threshold highlights are retrieved
from the cvdn (current interval VDN) database table. See CentreVu® CMS

R3V9 Database Items and Cal culations, 585-210-945 for more information on
the database tables. The following table lists the VDN threshold highlights that

you can set.
Threshold Description/database item or calculation
Number of Calls Description — Number of calls that were queued to

Abandoned During the |this VDN and then abandoned.

Interval Measures— ABNCALLS

Number of Calls Description — Number of calls to the VDN that were
Forced Busy Duringthe | given abusy signal by the switch.

Interval Measures — BUSY CALLS

Number of Calls Description — Number of callsto the VDN that were
Disconnected During disconnected by the switch by the vector “ disconnect”
the Interval command.

Measures— DISCCALLS

Oldest Call Waiting Description — Number of seconds that the oldest call
has waited in this VDN.

Measures— OLDESTCALL

Number of Calls Description — Number of calls queued to this VDN
Waiting that have not been answered by an agent.

Measures — INPROGRESS - ATAGENT

Percent of Calls Description — Percentage of ACD callsto the VDN
Answered in Service that were answered within the service level.
Level

=> NOTE:

Sample Size thresholds apply to this threshold.
Measures — 100* (ACCEPTABLE / INCALLYS)
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Threshold

Description/database item or calculation

Percent of Calls
Abandoned

Description — Percentage of ACD callsto the VDN
that were abandoned.

—> NOTE:
Sample Size thresholds apply to this threshold.

Measures — 100*(ABNCALLS/INCALLYS)

Percent of Calls
Answered

Description — Percentage of ACD calls offered to the
VDN that were answered.

=> NOTE:
Sample Size thresholds apply to this threshold.

Measures — 1002 [(ACDCALLS +
CONNECTCALLS)/ INCALLS]

Call Profile Abandon
per Service Level
Increment

Description — Number of abandoned callsto this
VDN for any service level increment. A single report
threshold appliesto all of the values. If the number of
abandoned calls for the VDN reaches the threshold for
any of the service level increments, the value for that
service level increment is highlighted.

Measures — ABNCALL S1 through ABNCALLS10

Aver age Speed of
Answer

Description — Number of seconds, on average, before
acall tothis VDN is answered. Thisvalueisthetime
callers spent in queue or ringing before being
answered, divided by the number of calls queued to the
VDN that were answered by an agent at this VDN.

—=> NOTE:
Sample Size thresholds apply to this threshold.

Measures — AVG_ANSWER_SPEED
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Threshold

Description/database item or calculation

Average Talk Time

Description — Average length of time that is spent on
ACD callsto the VDN.

—> NOTE:
Sample Size thresholds apply to this threshold.

Measures— AVG_ACD_TALK_TIME

Average Timeto
Abandon

Description — Average length of time that callers
waited before abandoning calls to the VDN.

=> NOTE:
Sample Size thresholds apply to this threshold.

Measures— AVG_ABANDON_TIME

Rolling Aver age Speed
of Answer

Description — Switch-based Rolling Average Speed
of Answer for this VDN. The Rolling Average Speed
of Answer isthe average speed of answer across
intervals.

Measures — ASA

7-73



CentreVu Supervisor V9 Installation and Getting Started

Using CentreVu Supervisor reports
Report Options 7-74

Report Options

Use the Options window to:

Set the ACD and other general options to which Supervisor defaults when
you log in. See “Options General tab” on page 7-75 for more information.

Set up the colors that will be used in your graphical reports. See “Options
Report Colorstab” on page 7-77 for more information.

Set up the colors that will be used in reportsto tell you when threshold
highlights (not exceptions thresholds) are reached. See “ Setting report
threshold highlights’ on page 7-56 for more information on threshold
highlights.

Choose or create a name format using { name} for Dictionary Name,

{ entity} for entity type, and { number} for entity number. The name format
determines how items are displayed in reports. For instance, if you select
the name format of { entity}{ number}, all of the entities, that is splits/skills,
ACDs, VDN, vectors, trunks, trunk groups, call work codes, and AUX
codes, that can be named in the Dictionary are displayed as the entity type
and number instead of the Dictionary name. If you selected { name} asthe
name format, the names that are assigned to the entities in the Dictionary
are displayed.
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Options General tab

=> NOTE:

The General tab is accessible when you are connected to a CM S server.

The following figure shows the General tab on the Options window. This
figure shows the default settings for the General tab.

Fepart Colars ] Threshold Colors ] Mame Format i
Ch5 Servers ] {General ‘| Scripting 3
Set first calendar day, default ACD, and other general options.
First Day of wWeek: ISunday ﬂ
Default ACD: [st10 =l

[~ Swnchrorize PC to CMS Time at Login
W Use Sound
¥ Use Tooltips
v Display Taskbar lcon
“window Menu Sort Order:
¢ Start Order

i Alphabetical
Mote: First Day of Week affects only calendar displays; it does not change the CkS Start of

wieek day for weekly data collection.
Help |
Ok I Cancel | Al |

Usethe General tab to set your first calendar day, default ACD, and other
general options.

* First Day of Week. This option affects only how the calendar is displayed.
It does not change the CM S Start of Week day for weekly data collection
(the CM S Start of Week day is set through the System Setup—Storage
Intervals window). For example, if you browse for a date, the calendar
starts the week based on the day that you choose.

Use the drop-down list to make your selection.

* Default ACD. When you select an ACD, that ACD isthe default that is
listed in the functions windows and drop-down list options.

Use the drop-down list to make your selection.
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Synchronize PC and CM S Timeat L ogin. Select this check box to set the
PC’s clock to read the same time as the CM S clock. If you do not activate

this selection, the PC clock and the CM S clock may not read the same time.
This does not affect the CM S clock.

Use Sound. Select this check box to receive an audible alert when the
Exceptions|ndicator box isupdated. The Exceptions|ndicator box ison
the Controller status bar. The sound that you hear is the sound that you
chose for the exclamation event that is associated with your PC.

=> NOTE:

Threshold Highlighting does not use sound. It uses color only asan
indicator of athreshold being met.

Use Tooltips. Select this check box to make tooltips visible. For example,

when you are working in the Supervisor Controller window, you can place
your mouse cursor over atoolbar button and the system displays ayellow

box that provides a brief description of that button.

Use Taskbar | con. Select this check box to use the Supervisor system tray
icon feature. See Chapter 5, "Getting started with CentreVu Supervisor" for
more information on using the Supervisor system tray icon.

Window Menu Sort Order. Usethisitem to determine how the items that
display in the system tray icon menu are sorted. Thisitemisonly available
isyou select the Use Taskbar | con.

— Start Order. Select this button to display the items in the system tray
icon menu in the order in which you started them from Supervisor.

— Alphabetical. Select this button to display the itemsin the system tray
icon menu in alphabetical order, regardless of the order in which you
started them.
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Options Report Colors tab

=> NOTE:
The Report Colorstab is accessible when you are connected to aCM S
server.

The following figure shows the Report Color s tab on the Options window.
This figure shows the default settings for the Report Color s tab.

ChS Servers ] General ] Scripting g
: Heport Lolors ’I Threshold Colors ] Mame Format h
Scherme:
I Rainbow - l SaveAs. | Remaove I

123 4587 89101121314 1516

U

IE-

Backaground:
¢ “white

€ Automati |
Automatic Help
] I Cancel | Apply |

Usethe Report Colorstab to set up the colorsthat are used in your graphical
reports.

* Scheme. There are two ways to select the report color scheme that you
want to use for Supervisor reports:

— From a series of predefined color schemes. Use the Scheme drop-
down list to select a different scheme from the one that is currently

displayed.
— By creating anew color scheme. See “Creating a new report color

scheme” on page 7-82 for instructions on creating report color
schemes.
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* Background. There are two choices for the background color of reports:
— White. Select this button to make the background of al reports white.

— Automatic. Select this button to make the background of all reports
match the color that you set up for the PC in Microsoft Windows.

Options Threshold Colors tab

—> NOTE:
The Threshold Colorstab is accessible when you are connected to a
CMS server.

The following figure shows the Threshold Color s tab on the Options window.
This figure shows the default settings for the Threshold Color stab.

ChS Servers ] General ] Scripting g
Report Colors 1 Threshold Colors ‘I M ame Format 3
Scheme:
Rainbow j Save bz | Bemove

Wiewdzet colors for repart threshold indicators.

Chart Insufficient Sample Size

Chart * arning .=.
Text Caution

Teut Insufficient Sample Size ]:—l r’
Text Waming AT IR,

kK. I Cancel | Apply |
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Usethe Threshold Colorstab to set up the colorsthat are used in reportsto tell
you when exceptions thresholds are reached.

* Scheme. There are two ways to select the report color scheme that you
want to use for Supervisor reports:

— From a series of predefined color schemes. Use the Scheme drop-
down list to select a different scheme from the one that is currently

displayed.
— By creating anew color scheme. See “Creating a new report color

scheme” on page 7-82 for instructions on creating report color
schemes.
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Options Name Format tab

=> NOTE:

The Name Format tab is accessible when you are connected toaCM S

Server.

The following figure shows the Name For mat tab on the Options window.

This figure shows the default settings for the Name Format tab.

CMS Servers
Fepart Calars

1 General ] Scripting
] Threshold Colors ]Euﬂame Format

Choaose a name format or create pour awn using thamet for Dictionary Name,
{entity} for entity tipe, and frumber} for entity rumber.

Entity:
Aosnt Earmat:
gen

Call\work Code f{name} =
Skill c "

Trunk Group Hample:

WON D enverGa
“Yector

Help |

Appll |

oK I Cancel |

Use the Name For mat tab to choose or create formats for how CMS entities,

that is, splits/skills, ACDs, VDNSs, vectors, trunks, trunk groups, call work

codes, and AUX codes, are displayed in Supervisor. The display can be set to
any one or a combination of { name} for Dictionary Name, { entity} for entity

type, and { number} for entity number.
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Defining the name format

To define the name format for entities:

1.
2.

From the Entity box, select the item for which you want to set formats.

In the Eormat text box, use one of the following methods to select a
format:

*  Typetheformat that you want ({ name}, { entity}, and/or { number}),
or

* Usethedrop-down list to choose from a set of preformatted options.

For example, if you want to display agent names and extension
numbers on reports, enter { name} { number} in the Format box.

The Example box provides an example of what the format looks like
based on your current definition.

Perform one of the following actions, depending on whether you want to
save the changes:

*  Select OK to save your changes.

*  Select Cancel to clear your changes.
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Creating a new report color scheme

To create a new color scheme for reports:

1. Useone of the following methods to open the Options window:
*  From the Tools menu, select Options.
*  Select the Options button on the toolbar.
Select the Report Colorstab.

From the Scheme drop-down list, select the color scheme with which you
want to begin.

The system displays the view of the scheme:

CH5 Servers ] General ] Scripting g
i Report Colors ’I Threshold Colors ] M arme Format 3
Scheme:
IHainbow ﬂ Save fs.. | Bemaove |

123 45687 891011121314 1516

LY SALRRRETORR 1 g

Background:
* White

€ Automati |
Automatic Help

4. From the Background options list, select White or Automatic.
5. Click the color bar (1 through 16) that you want to modify.
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6. Select either the Color Selector or the Pattern Selector button.

If you select the Color Selector button, the system displays the following
window:

If you select the Pattern Selector button, the system displaysthefollowing
box:

7. Perform one of the following actionsto select a new color or pattern.

Color l
Basic colors:

JO T
BT .

IS T I T
EEEEEEEN
T i =

LCustom colors:

T 1
2 1

Define Custom Colors > |

Cancel |

|
MINE

Choose from the Basic colors palette.
Create a custom color using standard Microsoft Windows procedures.

Click the pattern that you want from the Pattern Selector window.
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8. Repeat Step 5 through Step 7 until you have updated all of the color bars
that you want to modify.

A CAUTION:
If you do not save the new color scheme using the Save As button, the changes
that you have made will overwrite the default color scheme that you modified.

9.  When you are done modifying color bars, select the Save As button.
The system displays the following window:

[ Save Scheme As

'hat would you like to call the new oK. |
scheme?

Mew R ainbaow

10. Type the name of the report color scheme that you created in the text box.
11. Select OK to save the scheme and the scheme name.

=> NOTE:

To view the changes that you made to a color scheme at any point in the
modification, select Apply. When you do this, the current color schemeis
applied to any reports that are running.
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Creating a new threshold color scheme

To create a new threshold color scheme for reports:

1. Useone of the following methods to open the Options window:
*  From the Tools menu, select Options.
*  Select the Optionsbutton [z=5j] on the toolbar.
Select the Threshold Colors tab.

From the Scheme drop-down list, select the color scheme with which you
want to begin.

The system displays the view of the scheme:

CMS5 Servers 1 General ] Scripting 1
Fieport Colars ] Threshold Colors ] Mame Format i
Scheme: _
IHising Sun ﬂ Save ds... | Bemove

Mew Rainbow -

‘iew Pastelz ~ Htors.

Pasture

PFrimary [16-color]
b

Test Inzufficient Sample Size

Text Warning

Help | | |
QK I Cancel | Apply |

4. Select the element of threshold highlighting that you want to modify colors
for from the list box.

The system displays the current setting for the element to the right of the
list box.
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5. Setthe color that will be displayed as text:
a. Select the Color Selector button that is next to the Text display box.

The system displays the following window

Color HE
Basic colars:

_ [l (mf| | f |
el e |

_ Ay NNy
HEEEEEE N
i

LCustarn colors:

Frrrrrrr
Frrrrrrr

Define Customn Colars »» |

Ok I Cancel |

b. Perform one of the following actions to select a new color.
* Choose from the Basic colors palette.

* Create a custom color using standard Microsoft Windows
procedures.

c. Select OK when you are done.
The system displays the Options window.
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6. Setthe color that will be displayed as the background on the threshold
element:

a.Select the Color Selector button that is next to the Background display
box.

The system displays the Color palette.
b. Perform one of the following actions to select a new color.
* Choose from the Basic colors palette.

* Create a custom color using standard Microsoft Windows
procedures.

a. Select OK when you are done.
The system displays the Options window.

7. Repeat Step 4 through Step 6 until you have updated all of the threshold
element colors that you want to modify.

8.  When you are done modifying the threshold element colors, select the
Save As button.

The system displays the Save Scheme As window:

[ Save Scheme As

what would vou like ta call the new
scheme?

|New Rizing Sun

9. Typethe name of the threshold color scheme that you created in the text
box.

10. Select OK to save the scheme and the scheme name.

=> NOTE:

To view the changes that you made to a color scheme at any point in the
modification, select Apply. When you do this, the current color schemeis
applied to any threshold highlights that are displayed on running reports.
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Creating a new name format

To create a new name format:

1. Useone of the following methods to open the Options window:
*  From the Tools menu, select Options.
*  Select the Options button on the toolbar.
Select the Name Format tab.

In the Entity list, select the CM S entity for which you want to change the
name format.

4. IntheFormat text box, use the drop-down list to select one of the standard
formats, or type in a name combination.

Select OK.

If you typed a nonstandard name format in Step 4, the format is not saved
in the Format list as a standard option.

To select another name format, select the Name For mat tab, select the
format, and then select OK.
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Exiting and restarting reports

To exit areport and return to the Supervisor Controller window:

1. Perform one of the following actions:
*  Double-click the System button.
*  Select Close from the System button menu.
*  Select Exit from the Report menu.

=> NOTE:

If the system shuts down due to an error, any changes that you made to

the report or reports that you are running are saved.
To restart areport, that is, return to the report input window:
1. Fromthe Report menu, select Restart.

=—> NOTE:

Work State drill-down reports and unsaved reports that were created in

the Report Wizard cannot be restarted.
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Installing and
using CentreVu
Terminal Emulator

Overview

This chapter explains how to install the CentreVu Terminal Emulator
(Terminal) software and gives an overview of Terminal. It also provides
procedures for how to set up profiles for using Terminal.

This chapter includes the following sections:

* “Using CentreVu Terminal Emulator with CentreVu Supervisor” on page

8-3
* “Instaling Terminal Emulator” on page 8-4

*  “Opening and exiting CentreVu Terminal Emulator and CentreVu CMS’

on page 8-5
* “Using CentreVu Terminal Emulator” on page 8-10

*  “CentreVu Termina Emulator messages’ on page 8-24

8-1

rm
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About CentreVu Terminal Emulator

Terminal is packaged with the CentreVu Supervisor (Supervisor) software.

Terminal isasoftware application that emulates a 615 Color (615C) terminal. It
is used to access the CentreVVu Call Management System (CMS) server from a
PC that is running Microsoft Wi ndows". You can use Terminal with any CMS
server that supports 615 or 615C terminal types.

=> NOTE:
Terminal must be separately installed. It is not automatically installed
with Supervisor Version 9.

*Microsoft Windows is a trademark of Microsoft Corp.
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Using CentreVu Terminal Emulator with
CentreVu Supervisor

If you are using Supervisor and Terminal, you will use Terminal for the
following CM S capabilities:

ACD Administration — Vector Contents.

=> NOTE:

You can also use Visual Vectors to access vector information and edit
vectors.

cmsadm and cmssve command capabilities.
Solaris” system command capabilities.
INFORMIX T database commands.
Forecast.

Shortcuts.

Timetables.

Creating and editing CM S custom reports.

Administering ACDs for Generic 2.2 switches with the Expert Agent
Selection (EAS) feature. For al of the other switches with EAS, you may
use Supervisor to perform ACD Administration operations (except for
Vector Contents) and run the applicable configuration reports.

* Solarisis aregistered trademark of Sun Microsystems, Inc.
T INFORMIX isaregistered trademark of Informix Software, Inc.



CentreVu Supervisor V9 Installation and Getting Started
Installing and using CentreVu Terminal Emulator
Installing Terminal Emulator 8-4

Installing Terminal Emulator

Toinstall Terminal:

1. Inthedirectory that contains the Supervisor files, find the Terminal setup
file, SetupTrm.exe.

2. Double-click the SetupTrm.exefile to begin the installation.

After ashort wait, the system displays the Terminal Emulator Setup
Welcome window.

Centre¥u Supervisor 9.0 Terminal Emulator Setup [%]

Welcome!

Thiz inztallation program wil install Centrebiu Supervizor 9.0
Terminal Emulator. Please close all open applications before
cohtinuing with Setup.

Press the Mext button to start the installation. *Y'ou can press
the Cancel button now if you do not want ba ingtall Centrefu
Supervizor 9.0 Temminal Emulator at this time.

LCancel

Select Next to proceed with the installation.

Follow the instructions that the system displays on the windows to install
Terminal.

When the Installation is finished, the system displays the Installation
Completed window.

5. Select Finish to return to your desktop.

You can now begin using Terminal.
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Opening and exiting CentreVu Terminal
Emulator and CentreVu CMS

This section includes the following information:

*  “Opening CentreVu Terminal Emulator” on page 8-6
* *“Logginginto CentreVu CMS’ on page 8-7

*  “Exiting Termina” on page 8-9
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Opening CentreVu Terminal Emulator

To open Terminal:

1. From the Microsoft Windows™ Start menu, select Programs > Avaya
CentreVu Supervisor 9.0.

2. Select CentreVu Terminal from the Avaya CentreVu Supervisor menu.

The system displays the Terminal window with no connection active:

gAvaya Centre¥u Terminal - [untitled)
Piofle  Edt Connection Help

F1 F2 F3 F4 F& Fh F7 Fa

The size of the Terminal window is fixed at 24 rows by 80 columns, but the
system resizes the window based on font size.

*Microsoft Windows is a trademark of Microsoft Corp.
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Logging in to CentreVu CMS

Tologinto CMS:
1. From the Profile menu, select Qpen.

aya Centre¥u Terminal - [untitled)
Edit Conhection Help
Mew
[Hpef..
Save
Save Az

E it

=> NOTE:

If you do not have a profile created, see “ Creating profiles’ on page 8-15.

When you select a connection profile, aconnection isinitiated and the
system displays a status window. The system closes the status window
when the connection is established. If the connection is established through
the network or a dedicated serial line, you seethe CMS | ogi n: prompt.
If the connection is established through a modem, the modem dials the
number of the remote host and then attempts to connect.

=> NOTE:

If you want to stop the login process but keep Terminal running, select
Disconnect from the Connection menu. If you want to stop the login
process and close Terminal, select Exit from the Profile menu.

Once a connection has been established, log in to the remote CM S host using
standard CM S login procedures.
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2.

3.

4,

Atthel ogi n: prompt, type your CMSlogin ID, and press Enter.

[E Avaya Centrevu Terminal - (untitled)

Bicfie Edi Cornection Help

Atthe Password: prompt, type your CMS password (it does not
display on the screen), and press Enter.

Atthe Term nal type: prompt,type 615¢c or CVTERM and press
Enter.

=> NOTE:

Terminal does not use cvsup as the terminal type.
The system displays the CMS Main Menu.

=> NOTE:

If the system displays aprompt, suchas$ or #, instead of the terminal
type prompt or the CMS Main menu, type cms, and press Enter.
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Exiting Terminal

To exit Terminal:

1

From the CMS Main Menu, select L ogout.

The system displays awindow indicating that the CM S connection was
dropped.

=> NOTE:

If the system displays a prompt, suchas$ or #, instead of the termina
type prompt or the CMS Main menu, type exit, and press Enter.

Perform one of the following actions:
* Select OK
* PressEnter

From the Profile menu, select Exit.

=> NOTE:

If you select Exit or try to close the Terminal window while aconnectionis
active, the system displays a message informing you of thisand asking if
you want to exit anyway. Select Yes to end the CM S connection and exit
Terminal, or select No to keep the connection active and ignore the Exit
request.
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Using CentreVu Terminal Emulator

This section contains the following information:

*  “CentreVu Termina Emulator window” on page 8-10
*  “Creating profiles’ on page 8-15

*  “Editing profiles” on page 8-17

*  “Setting profile options’ on page 8-18

CentreVu Terminal Emulator window

The following figure shows the Terminal window:

Title bar —— P [ A L R U] ME &=

/ Prafile Edt Conngction Help
Menu bar

Application window ——

Function keys — F1 F2 F3 F4 F5 Fb F7 FB
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The Terminal window contains the following items:

Title bar. Displays“ Avaya CentreVu Terminal” and the name of the
current connection profile. If no profileis currently selected, “untitled” is
displayed instead of the profile name.

Menu bar. Includes the Profile, Edit, Connection, Reset, and Help
menus.

Application window. The area of the screen where you log into CMS and
use CMS.

Function keys. The keys at the bottom of the Terminal’s main window.
Initially, these keys are not visible. After you have logged into CMS, the
function keys are appropriately labeled and work the same as the standard
CMS Screen-Labeled Keys (SLKS).

See CentreVu® CMS R3V9 Administration, 585-214-015, for definitions of
and instructions for using the function keys and their associated menus.

Menu bar

The following sections describe the menus on the Terminal menu bar, each
menu item, and the action each menu item performs.

Profile menu

From this menu you, can create, open, and save a connection profile. You
can also exit Termina from this menu. Profiles are used to store
information that is related to how a particular user connects to the remote
host. The following table lists the items on the Profile menu and describes
the action that each item performs.

Menu item Action

New Creates anew connection profile. By default, this
connection profileis named “profile 1" until you save
it. Thisitem isunavailable if aconnection is already
active,
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Menu item

Action

Open...

Opens an existing connection profile. The system
displays a window with the current profiles listed
when this menu item is selected. Once you select a
profile to open, that profile becomes the first profile
inthe list of recently accessed profiles. Thisitemis
unavailableif thereis already a connection active.

Save

Saves the current connection profile.

Save As...

Brings up awindow that requests a name under
which to save the profile. Existing profile names are
listed in the Save Profile As window. You can select
one of these names or enter anew profile namein the
Profile Name text box. If you use an existing profile
name, the system displays a message that warns you
that you are overwriting the contents of an existing
profile.

1.4

Displays the four most-recently opened connection
profiles. You can choose anumbered profile for quick
access. The most recently selected profile that you
choose becomes profile number 1, and the other
items are renumbered accordingly. These items are
unavailableif thereis a connection already active.

Exit

Exits Terminal. If there is a profile that was modified
but not saved, awarning message is displayed.

CentreVu Supervisor V9 Installation and Getting Started
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Edit menu

From this menu, you can copy selected text to the Microsoft Windows
Clipboard, paste the contents of the Clipboard to a remote host computer,
and clear the contents of the Clipboard. In this case, “pasting” means
sending the selected text to the screen as if it were typed by the user. The
capability to cut text is not supported by Terminal. The following table lists
the items on the Edit menu and a brief description of the action each item
performs. You can also use the basic Microsoft Windows keyboard

shortcuts.

Menu item Action

Copy Copies the selected text to the Microsoft Windows
clipboard.

Paste Pastes (sends) the contents of the Microsoft
Windows clipboard to the location of your cursor
onyour PC asif you had typed it in.

Clear Clears the contents of the Microsoft Windows
clipboard.

Connection menu

From this menu you can connect to, disconnect from, or send a break to a
remote host computer. You also use this menu to set up or change Terminal
options, that is, communications, modem, and font. The following table
lists the items on the Connection menu and describes the action that each

item performs.

Menu item Action

Connect Establishes a connection to a remote host computer
as specified in the active connection profile. If a
connection is already active, thismenu itemis
unavailable.

Disconnect Disconnects the active connection. If thereis no
active connection, this menu item is unavailable.




CentreVu Supervisor V9 Installation and Getting Started
Installing and using CentreVu Terminal Emulator
Using CentreVu Terminal Emulator

Menu item

Action

Send Break

Sends a “break” seguence to aremote host
computer. A break is used to temporarily suspend
an operation or transmission. If your connectionis
“hung up” and the host appears not to respond
when you press keys on your keyboard, try
sending a break.

Options...

Brings up awindow from which you can set up or
change Terminal options. Terminal options are
grouped under three tabs: Communications,
Modem, and Font.

Reset menu

From this menu, you can reset the terminal for Terminal Emulator. This
provides away to log in to Audix and the switch.

Help menu

From this menu, you can get online Help for Terminal. The following table

lists the items on the Help menu and describes the action that each item

performs.
Menu item Action
Contents Displays atable of contents of Help topics.

Technical Support

Shows how to get Terminal technical support.

About...

Opens the Termina Help About window.

8-14
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Creating profiles

To create aprofile:
1. Open Terminal.
2. From the Profile menu, select New.

Awaya CentreW¥u Terminal - [untitled)

ol Edit Connection Help

Save

Save fiz...

E xit

The system displays the Options window:

ﬁ-ﬂptiuns for profile: profilel

Communications ] Madem 1 Font 1
Connection
* Network ™ Seral = Modem

Metwork Settings

CMS Metwork Address: |

Metwork Port: |23

Cancel

8-15
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3. Setthe Terminal options.
=> NOTE:

The Terminal Options are grouped under three tabs: Communications,
Modem, and Font. See “Communicationstab” on page 8-19, “Modem tab”
on page 8-21, and “Font tab” on page 8-22 for procedures on setting the
options in each tab.

4. Select Save As from the Profile menu.

wa CentreYu Terminal - profilel

M Edit Connection Help

The system displays the Save Profile As box:

Save Profile As B

Profile Name

1zerver Ll
2zerver
Iszerver
dzerver Cancel |
Bserver
Bzerver Help |

5. Typethe name of the profilein the Profile Name text box
6. Select OK.

=> NOTE:

If you want to overwrite an existing profile with one you have just created,
double-click the name in the list box.
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Editing profiles

To edit an existing profile:

From the Profile menu, select Qpen.

Choose the name of the profile that you want to edit.
Select Open.

From the Connection menu, select Options.

Edit the profile.

Select OK.

From the Profile menu, select Save.

N o o s~ wDd P
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Setting profile options

From the Connection menu, select Options to set up how you will connect to
the CM S host computer. The following sections describe the options that are
available and give illustrations of settings for standard Terminal profiles.

The following figure show the Options window with the Communicationstab
active.

Communications tab Modem tab Fong tab

P Options for profile: profilel

Communications ] tadem ] Fant ]
— Connection
' Metwork " Serial " Modem

— Metwork Settings

CMS Network Address: |

Metwork Port: |23

When you are working in any of the windows, the following conventions are
used:

* Select OK to set your current settings in the selected profile and close the
Options window.

*  Select the Cancel button to close the window without accepting the current
settings.

*  Select the Help button to open a Help window that provides help on the
currently selected folder tab.
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Communications tab

Select the Communications tab to display the window that lets you set up or
change the options for connecting to a remote host computer.

Select Network, Serial, or Modem from the Connection box. The following
sections provide explanations and examples of the settings that are required for
each type of connection.

Network connection settings

Select Network if you are connecting to the remote CM S through a
network. The following figure shows an example of standard settings for a
network connection:

):' Options for profile: profilel

Communications 1 b4 odem ] Font ]
— Connection
' Metwork " Serial  Modem

—Metwork Settings

CMS Network Address: [erver Name or IP Address

Hetwork Port: |23

Inthe Network Settings area, enter the following required information for
this setting:

* CMSNetwork Address. Enter the name or the Internet Protocol (1P)
address of the remote host. Thereis no default.

* Network Port. Enter the network port that you want to connect. The
default is 23, which is the network port reserved for Telnet.

=> NOTE:

Do not change these settings unless you are instructed to do so by your
network administrator.
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Serial and Modem connection settings

Select Serial if you are connecting to the remote CM S through a serial
connection. Select M odem if you are connecting to the remote CM S using
amodem. The following figure shows an example of standard settings for a
serial or modem connection:

)3' Options For profile: profilel

Communications ] Madem ] Font ]
— Connection
" Network " Seral

—Sernial and Modem Settings

Port: I coM1 - I Parity: I Mone vl
Baud Rate: |95|]|] vl Data Bils:ls vi
Flow Control: IXOnJ’XoH vI Stop Bils:|1 vl

0K I Cancel | Help |

Inthe Serial and M odem Settings area, enter the following required
information for this setting:

*  Port. Select the communication (COM) port you will use to connect to
the CM S server from the drop-down list. The options are COM1,
COM2, COM3, and COM4.

* Baud Rate. Select the baud rate from the drop-down list. The options
are 110, 300, 600, 1200, 2400, 4800, 9600, and 19.2K.

* FElow Controal. Select the flow control from the drop-down list. The
options are None, Xon/Xoff (software), Rts/Cts (hardware), or Both.

* Parity. Select the parity setting from the drop-down list. The options
are None, Odd, Even, Mark, and Space.
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* DataBit. Select the number of data bits from the drop-down list. The
optionsare 5, 6, 7, and 8.

*  Sop Bits. Select the number of stop bits from the drop-down list.
Theoptionsare 1, 1.5, and 2.

=> NOTE:

Do not change these settings unless you are instructed to do so by your
network administrator.

Modem tab

Select the M odem tab to set up or change dial strings for connecting to the
remote CM S through a modem port. The following figure shows an example of
standard modem settings:

):" Options for profile: profilel

Fomnt ]

Communications

~ Modem Commands

Phone Numher:l

Dial Prefix:[ATDT

Dial Suffix: |

Hanqup String: IAT H

Reset String: |ATZ
™ Auto Retry

Time [seconds) allowed for connection: |45

oK I Cancel | Help

Use the following information to set up the modem connection:

*  Phone Number. Enter the telephone number of the remote host.

* Dial Prefix. Enter the characters to send to the modem before the
telephone number of the remote host. For example, if a“9” must be dialed
before the telephone number, enter 9 after the phrase ATDT (ATDT9).
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Dial Suffix. Enter the characters to send to the modem after the telephone
number of the remote host. For example, if an extension must be dialed
after the telephone number of the remote host, enter it here.

Hangup Sring. Enter the characters to send to the modem to causeiit to
hang up the connection. The default is ATH.

Reset Sring. Enter the characters to send to the modem to cause it to reset
itself. The default is ATZ.

Auto Retry. Turns the auto retry option on or off. If the check box is not
selected, the modem tries only once to establish a connection to the remote
host.

Time (seconds) allowed for connection. Enter the maximum time to wait
for the connection to be established. The valid values are 1 to 999 seconds.
The default value is 45 seconds.

Font tab

Select the Font tab to change the font size that is used by Terminal when you
arelogged in to CMS. The following figure shows an example of the standard
font settings for Terminal:

ﬁ-l]plions for profile: profilel

Communications 1 Modem

Font Sizes Sample text
i Small
i Medium

(+ Large

oK | Cancel Help

8-22
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In the Font Sizes area, select one of the following:

* Small. Thisfont is approximately 8 points. It is appropriate for video
displaysthat have aresolution of 640 x 480 (VGA) or less.

* Medium. Thisfont is approximately 9 points. It is appropriate for video
displays that have aresolution of 800 x 600 or 1024 x 768. Medium isthe
default font size.

* Large Thisfont isapproximately 10 points. It is appropriate for video
displaysthat have aresolution of 1024 x 768 or greater.

* The Sampletext box shows what the selected font size looks like.
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CentreVu Terminal Emulator messages

There are two types of messages you can receive when using Terminal
*  “Error messages’ on page 8-24
*  “Information messages’ on page 8-25

Error messages

The following messages are displayed in awindow with an OK button:

Unable to connect to the remote host.

Terminal failed to connect to the remote host. If the reason for failure can be
determined, the system displays one of the following messages:

*  Busy, no answer.
* Theremote host is not responding.

*  The network is not responding.

The connection to the remote host was lost.
Some possible causes for this message are:

* Theremote host crashed.

*  The network dropped the connection.

*  The modem hung up the line.

The profile name does not exist.

The system displays this message if you try to open a profile with the specified
name and it does not exist.
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Information messages

The following messages are displayed in a box with Yes and No buttons:

The profile name exists, replace?

The system displays this message if you try to save a profile with the specified
name and it already exists.

Save changes to name?

The system displays this message if you try to exit Terminal without saving
changes to the profile with the specified name.

A connection is active, exit anyway?

The system displays thismessage if you try to exit Terminal while a connection
isactive.



CentreVu Supervisor V9 Installation and Getting Started
Installing and using CentreVu Terminal Emulator
CentreVu Terminal Emulator messages 8-26



CentreVu Supervisor V9 Installation and Getting Started
Troubleshooting
Overview 9-1

rm
hd

CentreVu
Supervisor

Troubleshooting

Overview

If you are having trouble with any of the procedures in this document, read this
section before you call the National Customer Care Center. The problem may
be something simple that you can quickly solve yourself.

If the information in this section does not help you to solve the problem, contact
the Avaya National Customer Care Center on 1-800-242-2121. For support
outside of the United States, contact your Avaya representative or distributor.
Avaya also offers fee-based installation consultation.

If you receive any error messages in the course of afailed installation, record
the messages to assist National Customer Care Center personnel in diagnosing
the problem.
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Troubleshooting tips

This section will help you with problems you may encounter when installing
CentreVu Supervisor (Supervisor), logging in to Supervisor, or running
Supervisor. It contains tables that describe the error messages that may be
displayed in Supervisor.

Installation error messages

Use the following information to help you with error messages encountered
while installing Supervisor on a hetwork server or installing Supervisor on a
PC. The following types of error messages can appear:

* Information. Indicates that the error will not affect the success of the
installation. Also indicates that you do not have privilegesto perform the
installation.

*  Warning. Indicates that the error may affect the success of the installation.

*  Severe. Indicates that theinstallation will fail, and that Setup will exit.

Error message Corrective action Type

Installing to the WINDOWS | Select another directory. WARNING
or WINDOWS SYSTEM
directoriesis not permitted.
Select another directory.

Invalid directory name Provide avalid directory WARNING
specified. name.
Invalid Location. You cannot | Select another drive. WARNING

install CentreVu Supervisor
to afloppy drive. Please
select another location.
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Error message Corrective action Type
Perform Rollback? This Select Yesto deletefilesthat | SEVERE
installation did not complete. | wereinstalled or to reinstate
Would you like to rollback filesin the registry that were
the changes that were made changed during the partial
during the partial installation.
installation?

Setup has determined that Select Next to continue with | SEVERE
CentreVu Supervisor 9.0was | theinstalation. Itis

previously unsuccessfully important that the PC is

attempted to be installed on restored to its original

this computer. Since the PC configuration, or Supervisor
configuration was changed, may not install or run

Setup will attempt to restore | correctly.

the PC to its original

configuration (cleanup)

before continuing with

Setup.

The drive selected either Select another drive. WARNING
does not exist or has

insufficient space available.

Enter a different destination

drive,

You do not have Contact your system INFORMA
administrative privileges. administrator, or selectaPC | TION
Please log on as on which you have

administrator and install administrative privileges.

Centre Vu Supervisor 9.0.
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Login error messages

Use the following information to help you with problems you may encounter

when logging in to the CentreVu Call Management System (CMS) server.

Error message

Corrective action

A bad or invalid WINSOCK.DLL
was detected on the system. Please
correct this problem and try again.

Reinstall network stack.

An action cannot be completed
because a component (cvsServer) is
not responding. Choose “ Switch To”
to activate the component and
correct the problem.

Select Switch To to correct the
problem. If the problem still exists,
install Dcom95 before attempting to
run Supervisor again. (See “ Other
Requirements’ on page 1-12 for
further information.)

Could not communicate with the
modem.

Make sure that the communications
and modem settings are correct. Use
the Communications and M odem
tabs in the Options window to verify
and change settings.

Could not connect to the server

Try again. If you still have trouble
after your third attempt, contact your
system administrator to seeif the
server isworking properly.

Your CentreVu Supervisor software
is not compatible with the
CentreVu CM S server software.
The CentreVu CMS server must be
upgraded before you can log in.
Contact your system administrator.

Contact your system administrator.
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Error message

Corrective action

This version of CentreVu
Supervisor is not compatible with
the software on your CentreVu

CMS server. Please upgrade your
PC with the appropriate version of
CentreVu Supervisor. Contact your
CentreVu CMS system
administrator.

Select adifferent server on which
the CM S version that you selected
isinstalled, or select adifferent
CMSversion (R3V6, R3VS,
R3V9).

Contact your CM S system
administrator.

Could not find the file
DALEAPPEXE in the Avaya
CentreVu Supervisor directory.
Pleasere-install thisfileinto the
Avaya CentreVu Supervisor
directory or contact technical
support.

Reinstall Supervisor. If you cannot
solve this problem yourself, contact
the National Customer Care Center
on 1-800-242-2121.

Could not initialize
communications.

Try again. If you still have trouble
after your second attempt, contact
the National Customer Care Center
on 1-800-242-2121.

Could not initiaize
DALEAPPEXE. Pleasetry tologin
again or contact technical support

1. Exit Microsoft Windows.2
2. Open Microsoft Windows.
3. Try to connect again.

4. If this does not work, reinstall
Supervisor and try to connect.

5. If this does not work, contact the
National Customer Care Center
on 1-800-242-2121.

Could not initiate a socket
connection.

The network is not installed
properly. Use the Bravo Tool to help
you isolate the network problem, or
contact your system administrator.
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Error message

Corrective action

Could not open the specified serial
port. Please check communications
settings, correct any problems, and

try again.

In the Options window, check the
settings under the Communications
tab. Check to seeif any other device
is connected to the port and that you
have the correct port assigned.

Could not resolve the hostname
'<user-entered server
nane>‘. Please check
communications settings, correct
any problems, and try again

The hostname was not recognized by
the Domain Name Services (DNS).
Try the IP address instead of the
hostname. If this does not work,
contact your system administrator.

The application could not be started
because system memory islow.
Please close some applications and

try again.

Close any open applications and try
again.

The application could not be started
because the executable fileis
corrupt. Please reinstall CentreVu

Supervisor or call Technical Support.

Remove Supervisor and reinstall it.
If Supervisor still does not start,
contact the National Customer Care
Center on 1-800-242-2121.

The application could not be started
because the executable was not
found. Please reinstall CentreVu

Supervisor or call Technical Support.

Reinstall Supervisor or contact the
National Customer Care Center on
1-800-242-2121.

The application could not be started
because the path to the executable
was not found. Please reinstall
Avaya CentreVu Supervisor or call
Technical Support.

Reinstalling Supervisor or contact
the National Customer Care Center
on 1-800-242-2121.

The carrier detect signal waslost.

Thisis amodem-related problem.
Try connecting again. If the problem
persists, contact your system
administrator.
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Error message

Corrective action

The connection to the server has
been lost, and CentreVu Supervisor
must exit. Please try to connect
again later.

Thisis anetwork-related problem.
A nonrecoverable break in the
network was received. Try tologin
to the CMS server again. If the
problem persists, contact your
system administrator.

The connection to the server was
lost.

Thisis anetwork-related problem.
A nonrecoverable break in the
network was received. Try tologin
to the CMS server again. If the
problem persists, contact your
system administrator.

Thefile AOS.EXE is corrupt, so
CentreVu Supervisor must exit.
Please re-ingtall thisfileinto the
Avaya CentreVu Supervisor
directory or contact technical
support.

Reinstall Supervisor. During the
installation, make sure you do not
skip icon installation. Or, contact
the National Customer Care Center
on 1-800-242-2121.

Thefile AOS.EXE isnot in your
Avaya CentreVu Supervisor
directory, so CentreVu Supervisor
must exit. Pleasereinstall CentreVu
Supervisor.

Reinstall Supervisor.

Thefile WINSOCK.DLL could not
be found. Please ensure that this
fileis on your workstation's path.

Check for proper installation of the
network. Contact your system
administrator for help.
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Error message

Corrective action

The maximum number of CentreVu
Supervisor logins on the server has
been reached. Please try again | ater.

The number of usersthat have been
authorized to use Supervisor has
been met. You will be denied login
until the number of usersfall below
the authorized number.

If you continue to have this problem,
you can order more user licenses
from the National Customer Care
Center on 1-800-242-2121

The network connection to '<user -
entered server nanme>' timed
out.

Supervisor was unable to log in to
the server. This error indicates that
there may be a problem on the
server.

Contact your CMS Administrator.

The network connection was broken.

Thereis possibly a problem with the
network. Contact your system
administrator.

The passwords you entered do not
match. Please retype the passwords
and try again.

Check to seeif the Caps Lock key is
on. If itis, turn it off. Then, retype
the password and try again.

The seria connection was broken.

Try tolog in to the CM S server
again. If the problem persists,
contact your system administrator.

The server did not recognize your
Login ID and/or Password. Please

try again.

Make sure that you entered the
correct login 1D and password. I
you did, make sure that the Caps
Lock key isnot on.

The server did not respond to the
login request. Try again?

This type of error occurs when the
network is busy. Try again. If the
problem persists, contact your
system administrator.
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Error message

Corrective action

The server does not support this
version of CentreVu Supervisor.
Please contact your system
administrator.

Thereisanincompatibility problem
between the server and Supervisor.
Upgrade the CM S server or install
an older version of Supervisor.

The server is currently in single-
user mode. Please try again later.

You arelogging into the CMS
server when it isin single-user
mode. Try again later.

The server is not set up to support
CentreVu Supervisor. Please
contact your system administrator.

Supervisor is not authorized on the
server (either the number of
Supervisor users = 0 or the feature
is not authorized). Contact your
system administrator.

The server refused the connection.

In the Options window, check the
Networ k Port number.

There was an unknown failure on
the server.

Contact your CMS Administrator.

This version of CentreVu
Supervisor is not supported by the
server. Please contact your system
administrator.

Thereisanincompatibility problem
between the server and Supervisor.
Upgrade the CM S server or install
an older version of Supervisor.

You are not recoghized asavalid
server user. Please contact your
system administrator.

Your login ID is not administered
on the CMS server. Contact your
system administrator.

Your new password must differ
from the old by at least three
character positions.

Choose another password. It must
have at least three different
character positions than your old
password. It also must have at least
two alphabetic characters, at |east
one numeric or special character,
and must be six charactersin
length.
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Error message

Corrective action

Your password may not bethe same
as or this similar to your login ID

Choose ancther password. It must
have at least three different
character positions than your old
password. It also must have at |east
two alphabetic characters, at least
one numeric or special character,
and must be six charactersin
length.

Your password must be at least six
charactersin length.

Choose another password. Your
password must have at least two
alphabetic characters, and at least
one numeric or special character.

Your password must contain at least
two alphabetic characters, and at
least one numeric or special
character.

Choose ancther password. Your
password must also be at least six
charactersin length.

Your UNIX shell isnot set to
/usr/bin/cms, so Automatic Login
will not work properly. Please
select Manual Login in the Options
dialog box and try again.

On the Supervisor Controller, select
Tools then Qptions... From the
Options window, select Manual
Login and try logging in to the

CMS server manually. Call your
system administrator to change
your shell.

a. Microsoft Windows is a trademark of Microsoft Corp.
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OCX and DLL incompatibilities

Supervisor and other applications on your PC use OCX and DLL files. Some of
the OCXs and DLLsthat Supervisor uses may already exist on the PC because
they are used by other applications. Problems can occur when Supervisor uses
existing OCXsand DLLsthat are an incompatible with what Supervisor needs.
These problems may appear as General Protection Faults (GPF), lockups, or
other unexpected problems. To determineif thistype of problem exists:

1

4,

Perform one of the following actions:

*  Remove everything from your StartUp group

* Hold down the Shift key and pressthe L key while starting.
Restart Microsoft Windows.

Run Supervisor. Make sure that Supervisor is the only application that is
running.

=> NOTE:

If the problem went away, it means that other software |oaded on your PC
isusing aOCX or DLL that is not compatible with Supervisor.

Start running the software that was in the StartUp group.

If you still encounter problems, then you will not be able to run this software at
the same time as you run Supervisor. If you have further questions, contact the
Avaya National Customer Care Center on 1-800-242-2121. For support outside
of the United States, contact your Avaya representative or distributor.

If you did not encounter problems, it is likely that this software is compatible
with the version of OCX or DLL that Supervisor uses.

Microsoft Windows swap files

Systems should be running with permanent swap files. Thisincreases
performance during swap file operations.

9-11
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Installing CentreVu Supervisor

Before you install Supervisor, make sure no other application isrunning. This
includes items that may be in the Microsoft Windows StartUp group and items
specified viathe WINLINI filel oad=andr un= parameters. Restart Microsoft
Windows after temporarily moving items from the StartUp group to another
group and after “commenting out” thel oad= andr un= linesof the
WIN.INI file.

Preserving CentreVu Supervisor user profiles

In the event that there is afailure during a new or upgrade Supervisor
installation, the old software can be reinstalled; however, if the user has any
preferences set, these will be lost. Use the following procedure to preserve user
preferences before a new installation or upgrade:

1

In the Microsoft Windows Explorer, locate the Avaya CentreVu Supervisor
folder (generally under Program Files).

Open the folder and copy the Profilesfile tree to another location.
Reinstall or upgrade Supervisor.

Copy the saved profiles to the Profiles tree in the new Supervisor
installation.

Resolving TCP/IP host name

In the event that initial configuration of the TCP/IP server for Supervisor has an
error or other problem, use the following procedure to resolve host name

problems:

1. Toensurethat thisisthe problem, open an MS-DOS prompt or command
prompt in Microsoft Windows.

2. Pingthe CMS host.

If the host cannot be found, contact your network administrator. If the host
isfound, the reply will contain the host’s | P address.

3. Check that the CM S host entry on the Domain Name Server (DNS) is
correct. If it iswrong or missing, use the |P address returned to you to
correct or create the entry.

4. Edit the LMHOST Sfile on the user PC to include aline for the CMS

server, whichis;
server name <tab> |P address
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Proper operation of networking software

To ensure that the PC networking software isloaded and functional, you should
test the networking connectivity to the target CM S server prior to running
Supervisor. To test this functionality, use the network software’s own ftp/tel net
application. If thisworks, but Supervisor still cannot establish connection, it is
most likely a problem with the WINSOCK.DLL.

Problems with serial/modem connections

If you have a bad serial or modem connection, you will encounter slow data
transfers and frequent loss of the serial connection. The Supervisor controller
will report thisas a“ Serial Connection Broken™ error message. If automatic
login was selected, Supervisor will attempt to connect again.

What to check for if you have serial or modem connection problems:

1. Make surethat the RTS/CTS flow control string is selected in the Options
window.

2. Check to seeif your serial connection to the CMS server or modem is
wired correctly for hardware flow control. For modem connections, make
sure you have the correct cable wiring between the modem and the CMS
server.

3. Your hardware flow control on the CM S server's serial ports must be on
and functioning properly. Refer to the your SPARCserver documentation
for correct configuration of hardware flow control for your respective
serial communications.

4. 16550A UARTS must bein use on the PC running Supervisor. The
following parameters in the [386Enh] section of the PC's SYSTEM.INI
file should be set to:

COMnFIFO=1

Where n is the communications port being used. Thiswill ensure that the
FIFO buffer capability of the communications port will be used.

5. Someterminal server connections may require the addition of
EscAl | Ctrl =1 inthe[LINK] section of the Centrevu.ini file.
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Using a secondary system password on the CMS server

If you use a secondary system password on your CMS server, set the
[ CONTROL] Syst enPasswor dPr onpt = section in the Centrevu.ini file
to astring that is the security password prompt of your CM S server.

For example:
[ CONTRCL]
Syst enPasswor dPr onpt =External security:
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SavingasHTML

Overview

The Save asHTML function is available with CentreVu Supervisor
(Supervisor) Version 8 and newer releases. Save as HTML allows the user to
export asnapshot of areport running in Supervisor and saveit asan HTML file.
Any report generated in Supervisor can be converted to an HTML file. Thisfile
can then be stored on a Web server for viewing on the Internet or an Intranet.

To view the HTML file, your Internet browser must support tables and .gif
graphic files. For example, Netscape Navigator™ 3.0 or Microsoft! Internet
Explorer 3.0, or later versions of either, support tables and .gif graphic files.

Here are some points to remember when using the Save asHTML function:

* SaveasHTML does not automatically save the HTML file onto a Web
server. You must copy the HTML file and any associated graphicsto the
Internet server you want to use.

* SaveasHTML does not automatically update the HTML for real-time
reports.

*Netscape Navigator is atrademark of Netscape Communications Corporation.
tMicrosoft Internet Explorer is aregistered trademark of Microsoft Corp.
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* SaveasHTML isfound in the pull-down report menu on an open report.

* SaveasHTML does not support 32-bit color mode for graphics saved
using SaveasHTML.

Using Save as HTML

To save areport asan HTML file, do the following:

1.  Whilerunning the report you want to save, select SaveasHTML from the
Report menu, as shown below:

” { Agent Information Report - 29028

Ml Edit Format Toolz Options Help
Bestart Login ID: 29028 Extn: 26028
Page Setup... tate: AVAIL
Print... [ime: 22:54:27 X
Prifik Prgies... Skill: Agent Time Spent Interval
- pson
Design A0 AL
Skill: T22
Save as HTML... Lice: LvL 25 1
Seript... alls: 0 1
—|ing? NO A n
Exit ERLE.
Direct Agent Skill: =
Direct Agent Calls: 0 10 1
B N a5 4
Splitrskill Level Percent 4D ACM BUK RING OTHER
T22 1 i 1
Total 2 1] Category!
Staffed Time: 2727
[ Threshoics:on [ sT1I0
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Overview

The system displays the Save asHTML window:

Save As HTML [7]x]

This window allows pou to save a shapshot of the report output as an HT ML file.

i Templat
You can use a template to provide formatting characteristics for your report,
such a2 a backaround pattem, logos, or explanatory text,

& Donol use a lemplats

" Choose an existing HT ML file to use as & template

3 2

r— Output
i+ Use Centreh/u Supervisor report fonts

" Use the web browser default fonts

Specify the name of the HTML putput file to be created

| 4 =
[t I Cancel | Senpt. | Help |

In the Template section of the Save as HTML window, do one of the
following:

* If youwant to use atemplate, type the template file namein the
template field, select the template from the drop-down history lists, or
select the browse button and browse for atemplate.

* If you do not want to use atemplate, select the Do not use atemplate
radio button.

In the Output section, select one of the following:

*  Select Use CentreVu Supervisor fontsto preserve the report fonts
as you seethem in Supervisor.

*  Select Use Web Browser default fontsto display the output file
using Internet browser default fonts.

To specify the name of the HTML output file to be created, do one of the
following:

*  Typethe name of the output file in the file name field.
*  Select thefile name from the pull-down history list.

*  Select the browse button and browse for afile name.

A-3
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5. You can now do either of the following:

* If you want to schedule the creation of an HTML file, select the
Script button at the bottom of the window. The Script button
displays the Save as Script window, which lets you create a new
script for the selected report, run the report, and save it in HTML
format. The report will exit after the save is complete.

=> NOTE:

For more information on the Scripting feature, see CentreVu® CMSR3V9
Administration, 585-214-015.

*  Select the OK button to save the report in HTML file format.

The HTML file that has been generated can be modified to fit your
specific need using an HTML or text editor. The report can now be
viewed with an Internet browser.

Output files

You must select a name for the HTML file you are creating. You must specify
the full file path (for example, ¢:\temp\myr pt.htm) to savethefileina
directory other than the current directory.

If there are charts associated with the file, they are converted into .gif filesand
numbered in the order created. For example, c:\temp\myrpt1.gif and
c:\temp\myr pt2.gif.

The output file is created using the templates and fonts you have specified.
After the HTML is saved, you can move or copy it and all associated graphics
filesto aWeb server directory for viewing on the Internet or an Intranet.
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Using templates

Templates are HTML files that can be created or edited using an HTML or text
editor. A template can be used to provide company logos, background color,
specific fonts, or surrounding text to the HTML file. The templates are limited
by what your Web browser supports. Templates are installed with Save as
HTML.

=> NOTE:
If you do not select atemplate, the HTML file displays only the report.

Not using templates
If you choose not to use existing templates, Save as HTML does the following:

*  Generates standard surround tags <HTML> and <BODY > in order for
your report to be converted to HTML

*  Setsthe background color white and font color to black

* Givesthe page the same title as the report title.

Using existing templates

Supervisor provides you with templates to use when saving areport as an
HTML file. Sample templates can be found in the samples directory of the
Supervisor directory where the executable files were installed.
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Overview

Save as HTML template tags

Thefollowing table describes the tags used by Save asHTML and which can be
used to create templates.

HTML tag Description

<CVSUP_TITLE> Thistag isreplaced with thetitle of report inthe

HTML file. If thistag is used within the
<TITLE> tags, the title of the report will be
used as heading to the page. Multiple uses of
thistag are allowed.

<CVSUP_BODY> Thistag is replaced by the report body in the

HTML file. However, only the first occurrence
of thistag isreplaced. If atemplateis used and
the <CVSUP_BODY > tag isnot in the
template, an error occurs, and the Save as

HTML operation is aborted.

Fonts

If you choose to use the Supervisor fonts, the font face and size are preserved in
the HTML file, asfollows:

The fonts used in Supervisor are Arial, Cour i er Newand Times New
Roman.

In the event these fonts are not available on the computer viewing the
HTML file, backup fonts are used. The backup fonts are Helvetica for
Arial, Courier for Courier New, and Times for Times New Roman.

If you choose to use the Web browser’s default fonts, the HTML file will
not specify any fonts, as follows:

— If you choose not to preserve the Supervisor fonts, the appearance of
the report in the HTML file may change.

— If you choose to use atemplate, do not preserve the Supervisor fontsif
the templ ate specifies the fonts.

A-6
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Glossary

ACD

Actions Menu

Add

Add/Remove
Programs
Wizard

See Automatic Call Distribution.

A menu in the upper-left corner of the
Supervisor Operations windows. The menu
lists the actions available for that particular
user window (for example, add, modify, and
delete). You select an action after entering the
necessary data in the user window.

A Supervisor action that adds the data
entered in the given window to the CMS
database.

A Microsoft Windows feature that guides you
through a series of steps in order to remove
programs that have been installed on your
computer. The Add/Remove icon is found in
the Control Panel dialog box.
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Administrator
Privileges

Agent

Agent
Reports

Agent Skill

Application
Folder
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Permissions assigned to a Centrevu
Supervisor user in order to administer specific
elements, such as installing CentreVu
Supervisor on a network. Access permissions
are specified as read or write permission.
Read permission means the user can access
and view only Supervisor data. Write
permission means the Supervisor user can
add, modify, or delete Supervisor data.

A person who answers calls to an extension in
an ACD split/skill. The agent is known to CMS
by a login identification keyed into a voice
terminal.

A group of reports that give the status of
agents in an agent group, selected splits or
skills, or real-time information and statistics.

An attribute that is associated with an ACD
agent. Agent Skills can be thought of as the
ability for an agent with a particular set of
skills to handle a call that requires one of a set
of skills. An agent can be assigned up to four
skills.

A folder on the network server that holds
CentreVu Supervisor application software—
executables and components.
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Automatic
Call
Distribution
(ACD)

Automatic
Script

AutoPlay

Call
Management
System
(CMS)

CentreVu
Advocate

Client
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A switch feature using software that channels
high-volume incoming and outgoing call traffic
to agent groups (splits or skills).

Also an agent state where the extension is
engaged on an ACD call.

A Supervisor feature that launches a new
Supervisor session that logs into CMS and
runs the requested tasks in the background.
Actions do not display on the PC. See also
Interactive Script and Script.

A Microsoft Windows feature that causes an
application on a CD-ROM to run without any
user interaction as soon as the CD-ROM is
inserted into the drive.

A software product used by business customers that
have AT&T telecommunications switches and receive
a large volume of telephone calls that are processed
through the Automatic Call Distribution (ACD) feature
of the switch. The CMS collects call-traffic data,
formats management reports, and provides an
administrative interface to the ACD feature in the
switch.

A collection of ECS features that provide new
flexibility in the way a call is selected for an agent in a
call surplus situation and in the way that an agent is
selected for a call.

A single PC that uses CentreVu Supervisor.



Glossary

CMS

Controller

Custom
Reports

Database

Database
Item

Database
Table

Data Points

Delete
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See Call Management System.

A Supervisor feature that allows the user to
access CMS reports and operations. The
Controller includes a toolbar, a menu bar, a
status bar, tooltips, and indicators/

Real-time or historical reports that have been
customized from standard reports or created
from scratch.

A group of tables that store ACD data according to a
specific time frame: current and previous intrahour
real-time data and intrahour, daily, weekly, and
monthly historical data.

A name for a specific type of data stored in one of the
CMS databases. A database item may store ACD
identifiers (split numbers or names, login IDs, VDNSs,
etc.) or statistical data on ACD performance (hnumber
of ACD calls, wait time for calls in queue, current
states of individual agents, etc.).

CMS uses these tables to collect, store, and retrieve
ACD data. Standard CMS items (database items) are
names of columns in the CMS database tables.

Points of historical data. A data point should
include data for each interval of the working
day.

A Supervisor action that removes the entry on
the window from the CMS database.
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Designer
Reports

Dialog Box

Dictionary

Edit Menu

Exception

Exceptions
Reports

Find One
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Customized reports that can be created using
CentreVu Supervisor’s Report Designer feature, and
which are run from CentreVu Supervisor.

A small on-screen window that conveys or
requests information from the user. This
window can contain list boxes, text boxes,
tabbed pages, and so forth.

A CMS subsystem that can be used to assign names
to various call center elements such as login IDs,
splits/skills, trunk groups, VDNs and vectors. These
names appear on reports, making them easier to
interpret.

A menu on the Supervisor Operations
windows. The menu lists the actions available
for that particular user window (for example,
cut, copy, and paste).

A type of activity on the ACD which falls
outside of the limits you have defined. An
exceptional condition is defined in the CMS
Exceptions subsystem, and usually indicates
abnormal or unacceptable performance on
the ACD (by agents, splits/skills, VDNs,
vectors, trunks, or trunk groups).

Display occurrences of unusual call-handling
events.

A CMS action that searches the database for entries
thatch the input value.
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Graphics

Grayed Out

Historical
Reports

HTML

Hypertext

HyperText
Markup
Language

Input Field

Installation
Folder
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A CMS reporting option that allows you to view some
reports in bar graph format.

When you do not have access to a menu or action list
item, it will be grayed out (that is, dimmed or displayed
in a different color from the rest of the menu or action
list).

Display past ACD data for various agent, split/skill,
trunk, trunk group, vector, or VDN activities. A report
summary of call data into daily, weekly or monthly
totals

See HyperText Markup Language.

A linkage between related text. For example,
if you select a word in a sentence, information
about that word is retrieved if it exists, or the

next occurrence of the word is found.

A standard for defining documents with
hypertext links. See also Hypertext.

An area on window where you specify
information that you would like to view, add,
modify, or delete.

A folder on the network that holds all of the
CentreVu Supervisor files. Set up. exe is run
from this folder to install Supervisor on each
client computer.
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Integrated
Reports

Interactive
Script

Jump

LAN

List All

Local Area
Network
(LAN)

Local
Installation

Log
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Integrated reports compile call center
information from any starting point in the last
24 hours up to and including the current
interval.

A Supervisor feature that runs the requested
tasks in the current Supervisor session and
displays the actions on the PC. You can input
requested information while the script is
running. See also Automatic Script and Script.

In Help, a command that moves you from the
currently displayed topic to another topic.

See Local Area Network.

A CMS action that lists all the entries that matched the
current field values.

Two or more computers connected by cable
and using a suitable operating system and
application software so they can directly share
hard disks, printers, and other peripherals,
and files.

With this type of installation, you install all of
the Supervisor software to disk space local to
each computer from a CD-ROM or from the
network.

A file that contains a record of computer
activity as well as backup and recovery data.
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Maintenance

Name Fields

Network
Server

Pop-up

Queue/Agent
Reports

Readme File

Read-Only
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A CMS subsystem that is used for doing
routine maintenance of the CentreVu CMS,
such as backing up data, checking on the
status of the connection to the switch, and
scanning the error log.

Fields in which you may enter a name (synonym) that
has been entered in the Dictionary subsystem (for
example, names of agents, splits/skills, agent groups,
trunk groups, vectors, VDNS).

A computer in a network shared by multiple users.

A small window containing information that
displays over a Help window.

A group of reports that give the status of all
top agents in a skill and queue status, or skill
status for a selected skKill.

A file that provides up-to-the-minute
information on a newly released product; in
this case, CentreVu Supervisor.

A folder or file that can be read, but not
updated or erased.
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Real-Time
Reports

Registry

Report
Designer

Report
Wizard

Run
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Display current ACD call activity on agents,
splits/skills, trunks, trunk groups, vectors, and
VDNs for the current or previous intrahour
interval. Current intrahour interval real-time
reports are constantly updated as data
changes during the interval. Previous
intrahour interval real-time reports show data
totals for activity that occurred in the previous
intrahour interval.

The system-wide depository of information
supported by Microsoft Windows. The registry
contains information about the system and its
applications, including clients and servers.

A CentreVu Supervisor feature that enables
users to design their own reports.

A CentreVu Supervisor feature that delivers
user assistance, by way of a wizard, to quickly
and easily generate new customized reports.
The wizard provides instructional help that
guides the user through a series of tasks that
create a new customized report. Report
Wizard is a supplement to Report Designer.

A Microsoft Windows command that lets you
execute a program, such as Supervisor
installation.
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Scripting

Scroll

Setup
Program

Shared
Installation

Shortcut

Skill
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A CMS feature lets you automate actions
such as changing an agent’s skills, running
reports, exporting report data, and many other
CMS functions. For example, you can create
a script to run a specified report and export
the data on schedule.

To use the bar on the side of the report
window to move forward, backward, up, or
down within a window.

A program that configures a system for a
particular environment; for example, it informs
the system of a new device or interface, such
as CentreVu Framework.

With this type of installation, the CentreVu
Supervisor application software is installed to
a shared application folder on the network
server, but user-specific files and logs are
stored in a Supervisor folder on each user’s
PC or on their own network drive.

An icon on your computer screen that enables
you to select and run an application (for
example, CentreVu Supervisor) quickly and
easily.

An attribute that is assigned to an ACD Agent.
Agent Skills can be thought of as the ability for
an Agent with a particular set of skills to
handle a call which requires one of those
skills.
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Solaris
System

Split

Standard
Reports

Start Menu

Taskbar

Terminal

Terminal
Emulator

Toolbar
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A multi-user operating system developed by sun
Microsystems. The operating system on which CMS
runs.

A group of extensions that receives special-purpose
calls in an efficient, cost-effective manner. Normally,
calls to a split arrive primarily over one or a few trunk
groups.

The set of reports that are delivered with the CMS or
CentreVu Supervisor software.

The menu that appears when you click on the
Start button in the Microsoft Windows taskbar.
This menu contains programs and other
Microsoft Windows applications.

The bar that appears by default at the bottom
of the Microsoft Windows desktop. You can
click buttons that appear on this bar to switch
between running programs.

A combination of monitor (video display) and
keyboard used to communicate with a remote
computer to type and display information.

A Supervisor software application that
emulates a 615 Color (615C) terminal.

A row of Controller buttons used to activate
various functions of the Supervisor
application.



Glossary

Tooltips

Trunk Group
Report

UNIX System

User ID

VDN

VDN Reports

Vector
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Brief descriptions that display when the
mouse pointer is over a toolbar button.

Displays the status of each trunk in a selected
trunk group.

A multi-user operating system developed by
AT&T in 1969. The operating system on the
computer on which CMS runs.

The login ID for a CMS user.

See Vector Directory Number.

A group of reports that show profiles of
current VDN performance, call handling
information for a specific VDN based on skill
preference, and how calls to specific VDNs
have been handled.

A list of steps that process calls in a user-
defined manner. The steps in a vector can
send calls to splits, play announcements and
music, disconnect calls, give calls a busy
signal, or route calls to other destinations.



Glossary

Vector
Directory
Number
(VDN)

Vector Report

Window
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An extension number that enables calls to
connect to a vector for processing. A VDN is
not assigned an equipment location. It is
assigned to a vector. A VDN can connect calls
to a vector when the calls arrive over an
assigned automatic-in trunk group or when
calls arrive over a dial-repeating (DID) trunk
group and the final digits match the VDN.

A report that lists the number of calls to
specific vectors.

A rectangular, on-screen frame through which
you can view a menu, data entry fields,
reports, or messages.

GL-13
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CentreVu
— Actions Menu, (continued) Supervisor
Modify, 6-7
Symbols Next, 6-7, 6-13
Previous, 6-7, 6-13
% Axis check box, 7-34 Run, 6-8
Scripting, 6-8
— Select tables, 6-8
i Start, 6-8
Numerics Add Button, 6-7, 6-11

Add/Remove Button, 4-3

2-dimensional, 7-33 Agent Administration Button, 5-25, 5-31

) Agent Administration icon, 7-39
3D gzgfﬁstg ?—Ibe’ig7h§,o7—31 Agent Real-Time icon, 7-39
Elevation, 7-30 Agent Thresholc_js, 7-62
Projection, 7-31 All Data, Exporting, 7-16
Rotation, %—30 AHOW XX seco_nds, 8-22
Viewing Distance, 7-31 Application Window, 8-11
Width to Height, 7-31 Apply Button, 5-40
3-dimensional, 7-33 Auto Retry, 8-22.
Rotating, 7-46 Au_toPIay, Definition, 1-9
AXxis
— Display, 7-32
Tab, 7-32
A
|
About CentreVu Supervisor, 1-2 B
Above Point, label parameter, 7-37
ACD
Current, 5-42, 7-6 Background Color, 7-29
Selecting, 6-4, 7-6 Base, label parz_imeter, 7-37
Status Indicators, 5-27 Baud Rate Setting, 8-20
Action Buttons, 5-41 Below Point, label parameter, 7-37
Actions Menu, 5-41, 6-6 Browse B%’“O”' 5-42
Add. 6-7. 6-11 Select!ng Report D_ates, 7-7
Can’cel é_7 Se!ectlng Report Times, 7-10
Copy, 6-7 Using, 5-43 t0 5-46
Create. 6-7 Browse _Selector_ Window
Delete,’ 6-7 M_ultlple Entries Input, 5-45
Exit, 6-7 Single Entity Input, 5-44
Find one, 6-7, 6-13 Buttons
Get contents, 6-7 Add, 6-7, 6.'1.1 .
List all, 6-7, 6-12 Agent Administration, 5-25
List Devices, 6-7 Apply, 5-40

Browse, 5-42, 5-43 t0 5-46
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Buttons, (continued)
Call Center Administration, 5-25
Cancel, 5-40, 6-7
Copy, 6-7
Create, 6-7
Delete, 6-7
Dictionary, 5-25
Exceptions, 5-25
Exit, 6-7
Find one, 6-7, 6-13
Get contents, 6-7
Help, 5-40
List all, 6-7, 6-12
List Devices, 6-7
Login, 5-20
Logout, 5-25
Maintenance, 5-26
Modify, 6-7
Next, 6-7, 6-13
OK, 5-40
Options, 5-20, 5-22, 5-25
Previous, 6-7, 6-13
Print Setup, 7-53
Reports, 5-25
Run, 6-8
Script, 5-40, 6-8, 7-49
Select tables, 6-8
Start, 6-8
System Setup, 5-26
User Permissions, 5-26

C

Call Center Administration Button, 5-25,
5-31
Call Management System
Definition, 1-6
Supervisor Requirements, 1-15
System Capacities, 1-15
Cancel Button, 5-40, 6-7
Canceling Installation, 1-9
Category Name, data point label, 7-38
Caution Threshold icon, 7-41
Center, label parameter, 7-37

IN-2

CentreVu Terminal Emulator
Creating profiles, 8-15 to 8-16
Definition, 8-2
Exiting, 8-9, 8-12
Installing, 8-4
Logging into CMS, 8-7, 8-8, 8-9
Messages
Error, 8-24
Information, 8-25

Using, 8-3, 8-10

Window, 8-10 to 8-11
Application, 8-11
Function keys, 8-11
Menu bar, 8-11
Title bar, 8-11

Change Agent Splits/Skills, 7-19

Chart Format Options
3D Effects Tab, 7-30
Axis Tab, 7-32
Data Point Labels Tab, 7-37
General Tab, 7-29
Legend Tab, 7-36
Title Tab, 7-35
Type Tab, 7-33

Chart Reports
Copying, 7-50
Metafile format, 7-50

Chart Type, 7-33

Charts
Copying data, 7-15, 7-50
Exporting Data, 7-15
Formatting, 7-17
Rotating a 3D, 7-46

Choosing a profile, 8-12

Clear All, 6-10

Client Setup, 3-11

Close Button, 5-20

CMS (see also Call Management

System), 1-6

CMS Network Address, 8-19

CMS Operations
Deleting Database Items, 6-16
Finding database items, 6-12
Input window, 6-4
Menus

Actions, 6-6
Edit, 6-9
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CMS Operations, (continued)
Modifying database items, 6-14
Running, 6-3 to 6-5

CMS Server
Logging in, 5-21, 8-8

Password prompt, 8-8
Terminal type prompt, 8-8
Logging out, 8-9

CMS Server Requirements, 1-14

CMS Servers, 5-21

Color, Changing Threshold, 7-61

Column Width, changing, 7-52

Commands Menu, 5-29
Agent Administration, 5-31
Call Center Administration, 5-31
Dictionary, 5-30, 6-3
Exceptions, 5-30
Reports, 5-29

Communications Tab, 7-75, 7-77, 7-78, 7-

80, 8-19
Modem, 8-20
Network, 8-19
Serial, 8-20

Connect Menu, 5-21, 5-28
CMS Servers, 5-21
Exit, 5-28
Login, 5-21
Logout, 5-28

Connection Menu, 8-13, 8-14
Connect, 8-13
Disconnect, 8-13
Options, 8-14, 8-18
Send Break, 8-14

Connection, establishing, 8-7

Contents, Help, 1-11

Conventions, writing, P-5

Copy, 6-10

Copy Button, 6-7

Create Button, 6-7

Creating profiles, 8-11, 8-15 to 8-16

Current ACD, 5-42

Current Date and Time, 5-27

Custom icon, 7-40

Cut, 6-9

D

Data Bit Setting, 8-21
Data Point Labels Tab, 7-37
Above Point, 7-37
Base, 7-37
Below Point, 7-37
Category Name, 7-38
Center, 7-37
Inside, 7-37
None, 7-37
Outside, 7-37
Percent, 7-38
Right, 7-38
Series Name, 7-38
Value, 7-38
Dcom95 Installation, 1-13
Default ACD, 7-75
DEFINITY Enterprise Communications
Server (ECS), 1-6
Delete Button, 6-7
Deleting Database Items, 6-16
Depth to Height, 7-31
Designing a report, 7-13
Dial
Prefix, 8-21
Strings, 8-21
Suffix, 8-22
Dictionary Button, 5-25, 5-30
Dictionary Commands, 6-3
Dictionary icon, 7-39
DLL Incompatibilities, 9-11
Drill-Down Reports, 7-18

E

Edit Menu, 5-41, 6-9, 7-15, 8-13
Clear, 8-13
Clear all, 6-10
Copy, 6-10, 7-15, 8-13
Cut, 6-9
Export All Data, 7-16
Export Chart Data, 7-15
Export Table Data, 7-16
Paste, 6-10, 8-13

IN-3
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Editing Profiles, 8-17
Elevation, 7-30
Ending Interval, 7-10
Error Messages, 9-2 to 9-10
Installation, 9-2 to 9-3
Login, 9-4 to 9-10
Terminal, 8-24
Exception Count, 5-26
Exceptions
Button, 5-25
Icon, 7-39
Exceptions Button, 5-30
Exit, 6-7, 7-14
Reports, 7-89
Supervisor, 5-28
Exit Button, 6-7
Exiting Terminal, 8-9, 8-12
Export
All Data, 7-47
Chart Data, 7-47
Data window, 7-48 to 7-49
Table Data, 7-47
Exporting

Table Data, 7-47
All Data, 7-47
Chart Data, 7-47
Report Data, 7-47 to 7-49
Save as Script, 7-49

F

Find one button, 6-7, 6-13
Find Tab, 1-11
First Day of Week, 7-75
Fixed Columns, 7-25
Fixed Rows, 7-25
Flow Control Setting, 8-20
Font Tab, 8-22
Large, 8-23
Medium, 8-23
Sample Text, 8-23
Small, 8-23
Format Menu, 7-17
Chart, 7-17
Sort by, 7-17
Table, 7-17

IN-4

Formatting Chart Reports
3D Effects Tab, 7-30
Axis Tab, 7-32
Data Point Labels Tab, 7-37
General Tab, 7-29
Legend Tab, 7-36
Title Tab, 7-35
Type Tab, 7-33

Formatting Table Reports
General Tab, 7-25
Sort Tab, 7-26

Function keys, 8-11

G

General Tab, 7-25, 7-29, 7-75
Axis Display, 7-32
Background Color, 7-29
First Day of Week, 7-75
Fixed Columns, 7-25
Fixed Rows, 7-25
Real-Time, 7-29
Show Gridlines, 7-25

Get Contents Button, 6-7

H

Hangup String, 8-22
Help, 1-10, 1-10, 1-11, 1-11, 5-22
About Help, 5-23
Button, 5-40
Contents, 1-11, 5-23
Find Tab, 1-11
Learning to use, 1-11
Main Categories (books), 1-10
On open windows, 1-11
Technical Support, 5-23
Topics, 1-10
Help Menu, 8-14
About, 8-14
Contents, 8-14
Technical Support, 8-14
Helpline, 1-9, 9-1, 9-11
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Index

History List, 5-41
How to use, 5-47
HTML, Saving as, 7-13, A-1 to A-6

Icons
Agent Administration, 7-39
Agent Real-Time, 7-39
Caution Threshold, 7-41
Custom, 7-40
Dictionary, 5-25, 7-39
Exceptions, 5-25, 7-39
Logout, 5-25
Maintenance, 5-26, 7-39
Options, 5-20, 5-25
Other, 7-40
Previous, 6-7, 6-13
Reports, 5-25
Split/Skill, 7-40
System Setup, 5-26
Trunk, 7-40
User Permissions, 5-26
VDN, 7-40
Vector, 7-40
Warning Threshold, 7-41
Information Messages, Terminal, 8-25
Input Fields
Completing, 5-43
Definition, 5-41
Input Windows
Completing, 5-41
Definition of fields, 5-41
Inside, label parameter, 7-37
Install/Uninstall Tab, 4-2
Installation
Canceling, 1-9
CentreVu Terminal Emulator, 8-4
CMS Server
Requirements, 1-14
Dcom95, 1-13
Local, 2-1
Other Requirements, 1-13

IN-5

Installation, (continued)

PC Requirements
Network Connection, 1-12
Serial Connection, 1-12
Windows 95, 1-13
Windows NT, 1-13

Service Pack 3, 1-13

Support, 1-9

Tips, 1-9

L

Large Font, 8-23
Left, label parameter, 7-38
Legend Tab, 7-36
Location, 7-36
Visible, 7-36
List all button, 6-12
List Devices button, 6-7
Lists, History, 5-41
Local Installation, 1-7, 2-1
Network Folder, Preparing, 2-2 to 2-3
Previous Version Found, 2-7, 3-12
Replace CentreVu Supervisor 5.0, 2-
8, 2-8, 3-13, 3-13
Selecting Components, 2-12, 3-17
Selecting the Destination Folder, 2-10
Selecting the Local Directory, 2-
9to 2-10
Selecting the Shortcuts Folder, 2-13,
3-18
Selecting the Type of Installation, 2-11
Setting Up the PC, 2-3 to 2-15
Type of Location, 2-6
Using Start/Run, 2-4 to 2-6
Location
of Legend, 7-36
of title, 7-35
Logging into CMS, 8-7, 8-8, 8-9
Logging out of CMS, 8-9
Login
Button, 5-20, 5-21
Prompt, 8-8
Login Status Indicator, 5-26
Logout Button, 5-25, 5-28
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M

Maintenance
Button, 5-26, 5-34
Icon, 7-39
Margins, defining page, 7-55
Maximize/Minimize Buttons, 5-20
Maximizing Report Output Windows, 7-51
Medium Font, 8-23
Menu Bar, 5-41
About CentreVu Supervisor, 5-23
Commands, 5-29
Agent Administration, 5-31
Call Center Administration, 5-31
Dictionary, 5-30
Exceptions, 5-30
Reports, 5-29
Connect, 5-21, 5-28
CMS Servers, 5-21
Exit, 5-28
Login, 5-21
Logout, 5-28
Connected to CMS Server, 5-27
Help, 5-22
Help Contents, 5-23
Not Connected to CMS Server, 5-21
Report, 7-11
Scripts, 5-35
Technical Support, 5-23
Terminal, 8-11
Tools, 5-22, 5-32
Add Button, 5-33
Advanced, 5-22, 5-33
Maintenance, 5-34
Options, 5-22, 5-33
Remove Button, 5-33
System Setup, 5-34
User Permissions, 5-34
Menus
Pop-Up, 7-42
Right Mouse Button, 7-42
Minimizing Report Output Windows, 7-51

IN-6

Modem Connection
Baud Rate, 8-20
Data Bit, 8-21
Flow Control, 8-20
Parity, 8-20
Port, 8-20
Problems, 9-13
Settings, 8-20
Stop Bits, 8-21
Modem Tab, 8-21
Allow xx seconds, 8-22
Auto Retry, 8-22
Dial Prefix, 8-21
Dial Suffix, 8-22
Hangup String, 8-22
Reset String, 8-22
Modify button, 6-7
Modifying Database Items, 6-14

N

Name Format Tab, 7-80
National Customer Care Center Phone
Number, 1-9, 9-1, 9-11

Network Connection, 1-12

Network Connection Settings, 8-19
CMS Network Address, 8-19
Network Port, 8-19

Network Port, 8-19

Network Setup, 2-15, 3-2 to 3-20

Network Software Operation, 9-13

Next button, 6-7, 6-13

None, label parameter, 7-37

Numbers, displaying page, 7-55

@)

OCX Incompatibilities, 9-11
OK Button, 5-40

On a specific topic, 1-11
Opening a profile, 8-12
Opening Terminal, 8-6
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Operations
Actions menu, 6-6
Edit menu, 6-9
Input window, 6-4
Operations Window
Adding items, 6-11
Modifying items, 6-14
Options Button, 5-20, 5-22, 5-25, 5-33
Options Menu, 7-20
Restore Original View, 7-20
Status Bar, 7-20
Thresholds, 7-20
Options Tab
Default ACD, 7-75
Synchronize PC and CMS Time at
Login, 7-76
Use Tooltips, 7-76
User Sound, 7-76
Options...
Communications Tab, 7-75, 7-77,
7-78, 7-80
General Tab, 7-75
Name Format Tab, 7-80
Report Colors Tab, 7-77
Threshold Colors Tab, 7-78
Organize Scripts window, 5-35
Other icon, 7-40
Outside, label parameter, 7-37

P

Package Contents, 1-8
Page
Margins, defining, 7-55
Numbering, 7-55
Setup, 7-12, 7-54
Parity Setting, 8-20
Password Prompt, 8-8
Paste, 6-10
Percent, data point label, 7-38
Port Setting, 8-20
Previewing a report, 7-13
Previous Button, 6-7, 6-13
Previous Version Found, 2-7, 3-12
Print Setup, 7-53
Printer selection, 7-53

IN-7

Printing a report, 7-12
Profile Menu, 8-11 to 8-12
1...4, choosing a profile, 8-12
Editing profiles, 8-17
New, 8-11
Open, 8-7, 8-12
Save, 8-12
Save As, 8-12
Save Profile As, 8-16
Profile Options
Communications Tab, 8-19
Font Tab, 8-22
Modem Tab, 8-21
Setting, 8-16, 8-18
Window, 8-15
Profiles, creating, 8-15 to 8-16
Projection, 7-31

R

Readme File
Accessing, 2-3, 3-3
Where to Find, 1-9
Real-Time, 7-29
Related Documents, P-7
Replace CentreVu Supervisor 5.0, 2-8,
2-8, 3-13, 3-13
Report
Dates, 7-7
Destinations, 7-6
Layouts
Chart, 7-23
Table, 7-22
Restoring view, 7-20
Thresholds, Minimized, 7-41
Times, 7-10
Ending Interval, 7-10
Starting Interval, 7-10
Windows, Minimizing, 7-39
Report Colors Tab, 7-77
Report Designer, 7-3
Report Menu, 7-12
Design, 7-13
Exit, 7-14
Page Setup, 7-12
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Report Menu, (continued)
Print, 7-12
Print Preview, 7-13
Restart, 7-12
Save, 7-13
Save As, 7-13
Save as HTML, 7-13
Script, 7-14
Report Menu Bar, 7-11
Edit, 7-15
Format, 7-17
Options, 7-20
Report, 7-12
Tools, 7-18
Report Selector Window, 7-4
Reports
Change Agent Splits/Skills, 7-19
Chart, 7-23
Copying chart, 7-50
Drill Down, 7-18
Exiting, 7-89
Formatting
Changing column widths, 7-52
Chart, 7-28
Table, 7-24
Historical
Run Dates, 7-7
Run Times, 7-10
Printing, 7-53
Report Selector Window, 7-3
Resize, 7-51
Resizing windows, 7-51
Restarting, 7-89
Running, 7-3
Saving to File, 7-15, 7-16
Setting Threshold Highlights, 7-56
Specifying page setup, 7-54
Status Bar, 7-20
Table, 7-22
Threshold Settings, 7-18
Reports Button, 5-25, 5-29
Reset String, 8-22
Resizing Report Windows, 7-51
Restarting a report, 7-12, 7-89
Restore Original View, 7-20
Right Mouse Button menu, 7-42

IN-8

Right, label parameter, 7-38
Rotating a 3D Chart, 7-46
Rotation, 7-30

Run button, 6-8

S

Sample Text box, 8-23
Save As, 7-13
Save as HTML, 7-13, A-1 to A-6

Dialog box, A-3

Selecting fonts, A-3, A-6

Using a template, A-3
Save Profile As dialog box, 8-16
Saving a profile, 8-12
Saving a report, 7-13
Script

Automatic, 7-14

Interactive, 7-14

Report menu, 7-14

Save as Script dialog, 7-14
Script Button, 5-40, 6-8
Scripting

Organizing Scripts, 5-35

Scripts menu, 5-35
Scripts Menu, 5-35
Search for Help On, 1-11
Secondary System Password, using, 9-14
Select Components, 2-12, 3-17
Select Destination Directory, 3-15
Select Destination Folder, 2-10, 3-8
Select Folder, 2-13, 3-18
Select Local Directory, 2-9 to 2-10
Select Location, 2-9 to 2-10, 3-14 to 3-15
Select Network Location, 3-7 to 3-8
Select tables button, 6-8
Selector Windows, 5-39 to 5-40

Apply button, 5-40

Cancel button, 5-40

Help Button, 5-40

OK button, 5-40

Script button, 5-40

Tab folders, 5-39
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Serial Connection, 1-12
Baud Rate, 8-20
Data Bit, 8-21
Parity, 8-20
Port, 8-20
Problems, 9-13
Settings, 8-20
Stop Bits, 8-21
Series Name, data point label, 7-38
Service Pack 3 Installation, 1-13
Setting Profile Options, 8-18
Setting Report Threshold Highlights, 7-56
Shared Network Installation, 1-7
Client Setup, 3-11
Selecting the Components, 3-17
Selecting the Destination
Directory, 3-15
Selecting the Location, 3-14 to
3-15
Selecting the Shortcuts Folder,
3-18
Selecting the Type of
Installation, 3-16
Network Setup, 2-15, 3-2 to 3-20
Doing Administrative Tasks, 3-2
Selecting the Destination Folder,
3-8
Selecting the Network Location,
3-7 to 3-8
Selecting Type of Location, 3-6
Using Start/Run, 3-4
Show Gridlines, 7-25
Skill, Change Agent, 7-19
Small Font, 8-23
Sort Tab, 7-26
Split, Change Agent, 7-19
Split/Skill icon, 7-40
Split/Skill Thresholds, 7-67
Stacked check box, 7-34
Start button, 6-8
Starting Interval, 7-10
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Status Bar, 7-20
ACD Status Indicators, 5-27
Connected to CMS Server, 5-26
Current Date and Time, 5-27
Exception Count, 5-26
Login

Status Indicator, 5-26

Not Connected to CMS Server, 5-20

Stop Bits Setting, 8-21

Supervisor
Icon, 5-37
Menus, using, 5-38
Performance, 1-16
Reliability/Availability, 1-16
Security, 1-16
Selector Windows, 5-39 to 5-40
Upgrading, 1-13

Synchronize PC and CMS Time at

Login, 7-76

System Menu Box, 5-19

System Setup, 5-26

System Setup Button, 5-34

System Tray lcon
Controlling the sort order, 5-37
Turning on and off, 5-37
Using, 5-37

T

Tab Folders
Operations, 5-39
Reports, 5-39

Table
Exporting Data, 7-16
Formatting, 7-17
Sorting, 7-17

Table Format Options
General Tab, 7-25
Sort Tab, 7-26

Technical Support, 5-23
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Terminal
Creating profiles, 8-15 to 8-16
Definition, 8-2
Exiting, 8-9, 8-12
Installing, 8-4
Logging into CMS, 8-7, 8-8, 8-9
Messages, 8-24 to 8-25
Error, 8-24
Information, 8-25
Opening, 8-6
Using, 8-3, 8-10
Window, 8-10 to 8-11
Application, 8-11
Function keys, 8-11
Menu bar, 8-11
Title bar, 8-11
Terminal Menu Bar
Connection Menu, 8-13, 8-14
Edit Menu, 8-13
Help Menu, 8-14
Profile Menu, 8-11 to 8-12
Terminal type prompt, 8-8
Text Boxes, Completing, 5-43
Threshold Colors Tab, 7-78
Threshold Highlights
Agent Thresholds, 7-62
Caution Icon, 5-37
Minimized, 7-41
Setting, 7-56
Settings, accessing, 7-42
Split/Skill Thresholds, 7-67
Supervisor icon, 5-37
VDN Thresholds, 7-71
Warning icon, 5-37
Threshold Settings, 7-18
Highlighting, 7-20
Threshold, Color, 7-61
Title Bar
Connected to CMS Server, 5-24
Not Connected to CMS Server, 5-20
Title Bar, Terminal, 8-11
Title Tab, 7-35
Location, 7-35
Visible, 7-35
Toolbar
Buttons, 5-25
Connected to CMS Server, 5-25
Not Connected to CMS Server, 5-20

IN-10

Toolbar Action buttons, 5-41

Tools Menu, 5-22, 5-32, 7-18
Add Button, 5-33
Advanced, 5-22, 5-33
Change Agent Splits/Skills, 7-19
Drill-Down Reports, 7-18
Maintenance, 5-34
Options, 5-22, 5-33
Remove Button, 5-33
System Setup, 5-34
Threshold Settings, 7-18
User Permissions, 5-34

Topics, Help, 1-10

Troubleshooting, 9-1
Installing CentreVu Supervisor, 9-12
Networking Software Operation, 9-13
OCX and DLL Incompatibilities, 9-11
Preserving CentreVu Supervisor User

Profiles, 9-12
Resolving TCP/IP Host Name, 9-12
Secondary System Password, 9-14
Serial/Modem Connections
Problems, 9-13

Windows Swap Files, 9-11

Trunk icon, 7-40

Type of Install, 2-11, 3-16

Type of Location, 2-6, 3-6

Type Tab, 7-33
% AXis, 7-34
2D vs. 3D, 7-33
Chart Type, 7-33
Stacked, 7-34

U

Uninstalling CentreVu Supervisor, 4-
1to 4-3
What is Removed, 4-1
Upgrading Supervisor, 1-13
Use Sound, 7-76
Use Tooltips, 7-76
User Permissions, 5-26
User Permissions Button, 5-34
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Value, data point label, 7-38
VDN icon, 7-40

VDN Thresholds, 7-71
Vector icon, 7-40

Viewing Distance, 7-31
Visible check box, 7-35, 7-36

w

Warning Icon, 5-37
Warning Threshold icons, 7-41
Width to Height, 7-31
Windows
Closing, 5-48
Deleting items, 6-16
Input definitions, 5-41
maximizing, 7-51
minimizing, 7-51
Resize, 7-51
Resizing, 7-51
Windows Swap Files, 9-11

IN-11
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How Are We Doing?

Document Title: CentreVu® Supervisor Version 9
Installation and Getting Started
Document No.: 585-210-928 Issue 2 Date: April 2001

Avaya, Inc. welcomes your feedback on this document. Your comments can be of great value in
helping us to improve our documentation.

1. Please rate the effectiveness of this document in the following areas:

Excellent Good Fair Poor Not Applicable
Ease of Use M
Clarity M
Completeness i
Accuracy M
Organization i
Appearance M
Examples M
lllustration M
Overall Satisfaction G

2. Please check the ways you feel we could improve this document:

O Improve the overview/introduction 00 Make it more concise/brief
O Improve the table of contents O Add more step-by-step procedures/tutorials
O Improve the organization O Add more troubleshooting information
O Include more figures O Make it less technical
O Add more examples O Add more/better quick reference aids
O Add more detail O Improve the index

Please provide details for the suggested improvement.

3.What did you like most about this document?

4.Feel free to write any comments below or on an attached sheet.

If we may contact you concerning your comments, please complete the following:

Name: Telephone Number: ( )
Company/Organization: Date:
Address:

When you have completed this form, please fax the form to 303-538-1741.
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