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I n t r o d u c t i o n
3B Ca ll M an a g em en t Sy st em V ect o rin g A d m in i st ra t i o n , I ssu e 4 (5 8 5 - 2 1 5 - 5 0 2 ) co v e r s t h e
a d m in is t r a t io n o f t h e C a ll Ve ct o r in g fe a t u r e t h a t is a v a ila b le in t h e 3 B C a ll M a n ag e m e n t S y s t e m
(C M S), Re le a s e 2 . Th is fe a t u r e p r o v id e s a n a d m in is t r a t io n in t e r fa ce t o t h e C a ll Ve ct o r in g
fe a t u r e t h a t is a v a ila b le w it h A u t o m a t ic C a ll D is t r ib u t io n (A C D ) o n t h e D EF IN ITY *
C o m m u n ica t io n s Sy s t e m G e n e r ic 2 a n d S y s t e m 8 5 , Re le a s e 2 , Ve r s io n 4 (R2 V4 ) s w it ch es . Th is
fe a t u r e a ls o p r o v id e s r e p o r t in g ca p a b ilit ie s o n t h e C a ll Ve ct o r in g fe a t u r e w h e n u s e d o n a
G e n e r ic 2 , S y s t e m 8 5 , o r G e n e r ic 3 i s w it ch . To g e t h e r , t h e 3 B C M S, Re le a se 2 , a n d A C D w it h
C a ll Ve ct o r in g p r o v id e a t o t a l p a ck a g e fo r e n h a n ce d ca ll p r o ce s s in g t o a p h o n e ce nt e r .

D e f i n i t i o n o f C a l l V e c t o r i n g

C a ll Ve ct o r in g is a fle xib le a n d s o p h is t ica t e d w a y o f r o u t in g a n d p r o ce s s in g in co m in g ca ll s t o
t h e s w it ch . C a ll Ve ct o r in g co n s is t s o f u s e r d e fin a b le , m u lt is t e p r o u t in g t a b le s , or C a ll Ve ct o r s .
Th e s e p r o g r a m m a b le ca ll v e ct o r s d ir e ct ca ll s t o s p e cifie d o n - n e t w o r k o r o ff- n e tw o r k
d e s t in a t io n s , t o q u e u e s in A C D s p lit s , o r t o t r e a t m e n t s u ch a s fo r ce d fir s t an n o u n ce m e n t s ,
m u lt ip le r e co r d e d a n n o u n ce m e n t s , fo r ce d d is co n n e ct , fo r ce d b u s y , o r d e la y t r e a t m e n t.

I n t e n d e d A u d i e n c e

M o s t C M S o r g a n iz a t io n a l s t r u ct u r e s co n s is t o f a p r im a r y a d m in is t r a t o r , w h o h as a cce s s t o a ll
p a r t s o f t h e C M S , a n d s e co n d a r y a d m in is t r a t o r s (s u ch a s s p lit s u p e r v is o r s ) w it h lim it ed a cce s s t o
p a r t s o f t h e C M S . Th is d o cu m e n t is a im e d a t t h e C M S o r t h e G e n e r ic 2 / S y s t em 8 5 / G e n e r ic 3 i
s w it ch p r im a r y a d m in is t r a t o r , b u t ca n b e u s e d b y a n y o n e w it h t h e a d m in is t r a tiv e r e s p o n s ib ilit y
fo r t h e C a ll Ve ct o r in g fe a t u r e .

* Tr a d e m a r k o f AT &T.
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O r g a n i z a t i o n a n d U s e o f T h i s D o c u m e n t
Th is d o cu m e n t co v e r s o n ly t h e p o r t io n o f t h e 3 B C M S, Re le a s e 2 s o ft w a r e r e la t e d t o th e C a ll
Ve ct o r in g fe a t u r e . U s e t h is d o cu m e n t w it h t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 -
2 1 5 - 5 0 4 ) a n d t h e 3B Ca ll M an a g em en t Sy st em Cu st o m R ep o rt s (5 8 5 - 2 1 5 - 5 0 3 ) d o cu m e n t s . A ll
a r e a s o f C M S n o t r e la t e d t o C a ll Ve ct o r in g a r e co v e r e d in t h o s e d o cu m e n t s . Als o , m a n y o f t h e
co n ce p t s a n d g e n e r a l r u le s o f C M S a d m in is t r a t io n t h a t a p p ly t o t h e m a t e r ia l in t h is d o cu m e n t
a r e co v e r e d o n ly in t h o s e d o cu m e n t s .

Th e ch a p t e r s o f t h is d o cu m e n t a r e o r g a n iz e d a s fo ll o w s :

C h apt er 1 ‘ ‘ H o w t o U s e Th is D o cu m e n t ’ ’ is a n o v e r v ie w o f t h e C M S Ve ct o r in g
A d m in is t r a t io n d o cu m e n t a n d t h e m a t e r ia l co n t a in e d in t h e v a r io u s ch a p t e r s .

C h apt er 2 ‘ ‘ G e n e r ic 2 / Sy s t e m 8 5 C a ll Ve ct o r in g F e a t u r e D e s cr ip t io n ’ ’ is a g e n e r a l o v e r v ie w
o f ca ll v e ct o r in g o n t h e G e n e r ic 2 a n d S y s t e m 8 5 s w it ch e s a n d t h e C M S fu n ct io ns
a n d p r o ce s s e s in v o lv in g v e ct o r in g . Th e ch a p t e r a ls o d e s cr ib e s t h e v e ct o r in g
co m m a n d s .

C h apt er 3 ‘ ‘ G e n e r ic 3 i C a ll Ve ct o r in g Fe a t u r e D e s cr ip t io n ’ ’ is a g e n e r a l o v e r v ie w o f ca ll
v e ct o r in g o n t h e G e n e r ic 3 i s w it ch a n d t h e C M S fu n ct io n s a n d p r o ce s s e s in v olv in g
v e ct o r in g . Th e ch a p t e r a ls o d e s cr ib e s t h e v e ct o r in g co m m a n d s .

C h apt er 4 ‘ ‘ Re p o r t s ’ ’ t e ll s y o u h o w t o o r d e r t h e s t a n d a r d r e a l- t im e a n d h is t o r ica l r ep o r t s
a s s o cia t e d w it h v e ct o r in g , a n d a ls o d e s cr ib e s e v e r y it e m co n t a in e d in e a ch r e p o r t .

C h apt er 5 ‘ ‘ D ict io n a r y ’ ’ t e ll s y o u h o w t o n a m e a n d d e s cr ib e y o u r v e ct o r s a n d v e ct o r d ir e ct o r y
n u m b e r s (VD N s ) t o m a k e y o u r r e p o r t s e a s ie r t o r e a d .

C h apt er 6 ‘ ‘ C o n fig u r a t io n ’ ’ t e ll s y o u h o w t o m o v e t r u n k g r o u p s t o VD N s , m o v e VD N s t o
v e ct o r s , cr e a t e a n d s p e cify v e ct o r s , a n d r e v ie w t h e v e ct o r s s p e cifie d fo r in d iv id u a l
s p lit s . Th e s y n t a x o f e a ch v e ct o r in g co m m a n d is g iv e n a lo n g w it h r e co m m e n d e d
co m b in a t io n s o f co m m a n d s fo r t h e m o s t e fficie n t v e ct o r d e s ig n .

C h apt er 7 ‘ ‘ Ex ce p t io n s ’ ’ t e ll s y o u h o w t o s p e cify e xce p t io n co n d it io n s fo r v e ct o r a ct iv it y s o
t h a t C M S n o t ifie s y o u w h e n a n u n u s u a l ca ll h a n d lin g e v e n t o ccu r s . Th e ch a p t e r
a ls o t e lls y o u h o w t o o r d e r e xce p t io n r e p o r t s o n v e ct o r s .

C h apt er 8 ‘ ‘ A d m in is t r a t io n ’ ’ t e ll s y o u h o w t o g iv e a cce s s p e r m is s io n t o C M S u s e r s fo r s pe cific
v e ct o r s w it h in y o u r ca ll ce n t e r .

C h apt er 9 ‘ ‘ M a in t e n a n ce ’ ’ t e lls y o u h o w t o a r ch iv e s u m m a r y h is t o r ica l d a t a fo r v e ct o r s a n d
VD N s a n d h o w t o ch e ck t h e n u m b e r o f m e a s u r e d VD N s a n d v e ct o r s in y o u r
s y s t e m .

Glo ssa ry Th e G lo s s a r y d e fin e s im p o r t a n t t e r m s u s e d in t h is d o cu m e n t .

1-2 H o w t o U s e T h i s D o c u m e n t



O t h e r P u b l i c a t i o n s o n C a l l M a n a g e m e n t
S y s t e m

3B Ca ll M an a g em en t Sy st em Plan n i n g , Co n fi gu ra t ion , an d I m p l em en t a t i o n (5 8 5 - 2 1 5 -
6 0 1 )

3B Ca ll M an a g em en t Sy st em Q u i ck R eferen ce (5 8 5 - 2 1 5 - 7 0 4 )

3B 2 Ca ll M an ag em en t Sy st em I n st all at i o n an d M ain t en an ce (5 8 5 - 2 1 5 - 1 0 4 )

3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 ).

3B Ca ll M an a g em en t Sy st em Gra p h i cs A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 5 ).

3B Ca ll M an a g em en t Sy st em Cu st o m R ep o rt s (5 8 5 - 2 1 5 - 5 0 3 ).

O t h e r P u b l i c a t i o n s o n C a l l V e c t o r i n g

DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 2 an d Sy st em 85 F ea t u res Descrip t i o n
(5 5 5 - 1 0 4 - 3 0 1 ).

DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 1 an d Gen eric 3i F ea t u res Descrip t i o n
(5 5 5 - 2 0 0 - 2 0 1 ).

DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 3i I m p l em en t at i o n (5 5 5 - 2 3 0 - 6 5 0 ).

DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 3 Ca ll V ect o rin g Gu i d e (5 5 5 - 2 3 0 - 5 2 0 ).
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N o t a t i o n C o n v e n t i o n s U s e d i n T h i s
D o c u m e n t

Th e fo llo w in g lis t s u m m a r iz e s co n v e n t io n s u s e d in t h is d o cu m e n t :

Te r m in a l k e y s u s e d in d a t a e n t r y a p p e a r in t e xt e n clo s e d in a k e y s h a p e : fo r
e xa m p le , E S C a n d C HANG E . Th is is t r u e fo r b o t h h a r d - la b e le d k e y s a n d s cr e e n -
la b e le d k e y s .

Scr e e n s a r e r e p r o d u ce d t h r o u g h o u t t h e d o cu m e n t t o h e lp y o u u n d e r s t a n d t he d a t a
e n t r y . Sm a ll b o xe s in t h e s e s cr e e n s a r e fie ld n u m b e r r e fe r e n ce s a n d d o n o t a ct u a lly
a p p e a r o n C M S ’ s s cr e e n d is p la y s .

In t h e p r o ce d u r e s s e ct io n s o f t h e d o cu m e n t , in s t r u ct io n s fo r d a t a in p u t a r e o ft e n
fo ll o w e d b y b u ll e t it e m s . Su ch it e m s p r o v id e b a ck g r o u n d in fo r m a t io n .

Th e y lo o k lik e t h is .

In t h e p r o ce d u r e s s e ct io n s o f t h e d o cu m e n t , s y s t e m r e s p o n s e t o in p u t is s h ow n in
b r a ck e t s , a s in t h e fo ll o w in g e xa m p le :

[ Th e Ve ct o r St a t u s r e p o r t a p p e a r s . ]

1-4 H o w t o U s e T h i s D o c u m e n t



A b b r e v i a t i o n s a n d A c r o n y m s U s e d i n T h i s
D o c u m e n t

Th e fo llo w in g a b b r e v ia t io n s a n d a cr o n y m s a r e u s e d in t h is d o cu m e n t .

3B C M S 3 B C a ll M a n a g e m e n t S y s t e m

A C D A u t o m a t ic C a ll D is t r ib u t io n

A S A A v e r a g e S p e e d o f A n s w e r

M A A P M a in t e n a n ce a n d A d m in is t r a t io n P a n e l

S M T Sy s t e m M a n a g e m e n t Te r m in a l

CS M C e n t r a liz e d Sy s t e m M a n a g e m e n t

IS D N In t e g r a t e d S e r v ice s D ig it a l N e t w o r k

PRI P r im a r y Ra t e In t e r fa ce

S L K Scr e e n - La b e le d K e y

V D N Ve ct o r D ir e ct o r y N u m b e r
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N O T E S

1-6 H o w t o U s e T h i s D o c u m e n t



G e n e r a l I n f o r m a t i o n
Th is ch a p t e r g iv e s a n o v e r v ie w o f t h e C a ll Ve ct o r in g fe a t u r e o n t h e D EF IN ITY
C o m m u n ica t io n s Sy s t e m G e n e r ic 2 a n d t h e S y s t e m 8 5 R2 V4 . Th is fe a t u r e is u s e d w it h t h e
A u t o m a t ic C a ll D is t r ib u t io n (A C D ) fe a t u r e t o e n h a n ce a ca ll ce n t e r ’ s ca ll- h a n d lin g ca p a b ilit ie s .

Th e o p t io n a l Ve ct o r in g fe a t u r e o f t h e 3 B C a ll M a n a g e m e n t S y s t e m , Re le a s e 2 , is u s e d t o
g e n e r a t e r e p o r t s a b o u t v e ct o r s a n d Ve ct o r D ir e ct o r y N u m b e r s (VD N s ) o n a G e n e ric 2 o r Sy s t e m
8 5 s w it ch t h a t h a s t h e A C D a n d C a ll Ve ct o r in g fe a t u r e s . In a d d it io n , t h e Ve ct o rin g fe a t u r e o f
3 B C M S ca n b e u s e d t o a d m in is t e r t h e C a ll Ve ct o r in g fe a t u r e o f t h e s w it ch .

N O T E Th e 3 B C M S ca n a ls o o p e r a t e o n G e n e r ic 2 / S y s t e m 8 5 R2 V4 s w it ch e s t h a t d o no t
h a v e t h e C a ll Ve ct o r in g fe a t u r e .

Se e DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 2 an d Sy st em 85 F ea t u res Descrip t i o n (5 5 5 - 1 0 4 -
3 0 1 ) fo r d e t a ile d in fo r m a t io n o n t h e C a ll Ve ct o r in g fe a t u r e .

N O T E F o r in fo r m a t io n o n t h e G e n e r ic 3 i C a ll Ve ct o r in g fe a t u r e , s e e C h a p t e r 3 in t h is
d o cu m e n t .

Th e fo llo w in g t e r m s a r e u s e d t h r o u g h o u t t h is d o cu m e n t t o d e s cr ib e C M S v e ct o r in g.

T a b l e 2-1 Ca l l V e ct o r i n g T e r m s

v e ct o r A p r o g r a m m e d s e t o f ca ll - p r o ce s s in g s t e p s t h r o u g h w h ich
d e s ig n a t e d in co m in g ca ll s a r e p r o ce s s e d .

A n a ct io n a n in co m in g ca ll m a y r e ce iv e in a v e ct o r .s t e p

Th e k e y w o r d o f a s t e p t h a t d e s cr ib e s t h e a ct io n t o b e
e xe cu t e d o n a n in co m in g ca ll.

co m m a n d

A p a r a m e t e r in a s t e p t h a t d e t e r m in e s w h e n a co m m a n d
w ill b e e xe cu t e d o n a n in co m in g ca ll .

co n d it io n

Ve ct o r D ir e ct o r y N u m b e r , t h e n u m b e r u s e d t o e n t e r
v e ct o r p r o ce s s in g . C a n b e a cce s s e d b y a u t o m a t ic- in o r
d ia l- r e p e a t in g t r u n k s .

VD N
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T h e C o n c e p t o f V e c t o r i n g

V e c t o r s a n d V D N s

C a ll Ve ct o r in g is a h ig h ly fle xib le w a y o f p r o ce s s in g in co m in g ca lls t o t h e G e n e r ic 2 a n d S y st e m
8 5 R2 V4 s w it ch e s . C a ll Ve ct o r in g co n s is t s o f t w o b a s ic co m p o n e n t s — v e ct o r s a n d Ve ct o r
D ir e ct o r y N u m b e r s (VD N s ).

V e ct o r s a r e u s e r - d e fin e d , m u lt is t e p ca ll - p r o ce s s in g t a b le s t h a t d ir e ct ca ll s t o o n - n e t w or k o r o ff-
n e t w o r k d e s t in a t io n s a n d , m o r e s p e cifica ll y , t o A C D s p lit s a n d ca ll t r e a t m e n t s s u ch a s
a n n o u n ce m e n t s , fo r ce d d is co n n e ct , fo r ce d b u s y , a n d d e la y . B y u s in g a v e ct o r , y o u ca n cu s t o m -
d e s ig n w a y s o f t r e a t in g s p e cific in co m in g ca lls . A v e ct o r m a y h a v e u p t o 1 5 s t e p s an d ca n b e
cr e a t e d u s in g o n e o f t h e fo llo w in g a d m in is t r a t io n t o o ls :

O n a S y s t e m 8 5 , t h e M a in t e n a n ce a n d A d m in is t r a t io n P a n e l (M A A P ), t h e Vis u a l
M a in t e n a n ce a n d A d m in is t r a t io n P a n e l (VM A A P ), t h e S y s t e m M a n a g e m e n t
Te r m in a l (S M T), o r C e n t r a liz e d S y s t e m M a n a g e m e n t (C SM ).

O n a G e n e r ic 2 , t h e D EF IN ITY M a n a g e r II.

A v e ct o r m a y a ls o b e cr e a t e d u s in g t h e C o n fig u r a t io n — Ve ct o r S p e cifica t io n s cr e e n in C M S.

V D N s a r e 3 - , 4 - , o r 5 - d ig it s w it ch e xt e n s io n n u m b e r s t h a t p r o v id e a s o ft w a r e lin k b et w e e n
t r u n k g r o u p s a n d v e ct o r s , t h e r e b y e n a b lin g in co m in g A C D ca ll s t o b e p r o ce s s e d by v e ct o r s .
VD N s a r e n o t a s s ig n e d t o a ct u a l t e le p h o n e lin e s co n n e ct e d t o a g e n t s .

F o r a ca ll o n a n a u t o m a t ic- in t r u n k g r o u p , t h e C e n t r a l O ffice (C O ) s e iz e s a t r u n k t o t h e s w it ch .
Th e s w it ch t h e n co n n e ct s t h e ca ll t o t h e VD N t h e t r u n k g r o u p is a s s ig n e d t o . Th e ca ll t h e n
co n n e ct s t o t h e v e ct o r t h e VD N is a s s ig n e d t o . Th u s , fo r a u t o m a t ic- in t r u n k g r o u p s , th e
n u m b e r d ia le d b y t h e ca ll e r m a y n o t h a v e t h e s a m e fin a l d ig it s a s t h e VD N .

F o r a ca ll o n a d ia l- r e p e a t in g t r u n k g r o u p [ a ls o k n o w n a s a D ir e ct In w a r d D ia l (D ID ) t r u n k
g r o u p ] , t h e C O p a s s e s t h e fin a l 3 , 4 , o r 5 d ig it s o f t h e ca ll t o t h e s w it ch , w h ich r e co g n iz e s t h e
d ig it s a s a VD N a n d co n n e ct s t h e t r u n k t o t h e VD N . Th e ca ll t h e n co n n e ct s t o t h e v e ct o r t h e
VD N is a s s ig n e d t o . Th u s , fo r d ia l- r e p e a t in g t r u n k g r o u p s , t h e fin a l d ig it s d ia le d b y t h e ca lle r
ar e t h e VD N .

A VD N m a y a ls o b e d ia le d fr o m a v o ice t e r m in a l co n n e ct e d t o t h e s w it ch . In t h is ca s e , o n ly t h e
VD N d ig it s m u s t b e d ia le d . Th e ca ll w ill t h e n co n n e ct t o t h e v e ct o r t h e VD N is a s s ig n e d t o .

VD N s ca n b e r e a s s ig n e d t o d iffe r e n t v e ct o r s o r d e a ct iv a t e d w h ile s t ill b e in g r e t ain e d in m e m o r y
in t h e s w it ch .

2-2 Ge n e r i c 2 / S y s t e m 8 5 C a l l V e c t o r i n g F e a t u r e D e s c r i p t i o n



T he C onc ept of V e c t or i ng

H o w C a l l V e c t o r i n g A f f e c t s C a l l R o u t i n g a n d
T r e a t m e n t

Th e w a y a n A C D d e t e r m in e s h o w t o p r o ce s s in co m in g ca ll s is q u it e d iffe r e n t w h e n C all
Ve ct o r in g is u s e d . W it h a n o n - v e ct o r in g A C D , a t r u n k ca ll e n t e r s t h e A C D a n d is r o u t e d t o a
s p lit . If t h e ca ll is n o t im m e d ia t e ly a n s w e r e d b y a n a g e n t in t h e s p lit , e it h e r t he ca ll w ill b e
p la ce d in t h e s p lit ’ s q u e u e a n d g iv e n t r e a t m e n t s u ch a s r e co r d e d a n n o u n ce m e nt s o r m u s ic, o r
t h e ca ll w ill b e in t r a flo w e d (fo r w a r d e d ) t o a n o t h e r d e s t in a t io n . Th e b a s is fo r t he t r e a t m e n t o f
a n in co m in g ca ll , t h e r e fo r e , is t h e s p lit t o w h ich t h e ca ll’ s t r u n k g r o u p is a s s ig n e d a n d th e
p a r a m e t e r s o f t h e s p lit .

In a v e ct o r in g A C D , t h e ca ll m u s t p a s s t h r o u g h a v e ct o r o n it s w a y t o a s p lit — if a s p lit is it s
d e s t in a t io n . A s a r e s u lt , t h e v e ct o r b e co m e s t h e fo ca l p o in t fo r ca ll h a n d lin g r at h e r t h a n t h e
s p lit . A s s o o n a s a VD N co n n e ct s t o a v e ct o r , v e ct o r p r o ce s s in g s t a r t s . Th e ca ll m a y b e q u e u e d
t o a s p lit ; b u t , if n o a g e n t co n n e ct s im m e d ia t e ly , t h e ca ll m a y b e q u e u e d t o a no t h e r s p lit . Th e
ca ll m a y a ls o b e g iv e n a n a n n o u n ce m e n t n o t a s s o cia t e d w it h a s p lit . Th u s , v e ct or s o p e r a t e
in d e p e n d e n t o f s p lit s . In o t h e r w o r d s , a v e ct o r o p e r a t e s a s t h e ca ll ’ s m a na g e r g o in g fr o m
a n n o u n ce m e n t t o d e la y a n d fr o m q u e u e t o q u e u e , u n t il t h e ca ll is a n s w e r ed , a b a n d o n e d , o r
g iv e n s o m e o t h e r fin a l t r e a t m e n t s u ch a s fo r ce d d is co n n e ct o r b u s y .

A VD N is a s s o cia t e d w it h t r u n k s o r t r u n k g r o u p s , w h ich , in t u r n , n o r m a ll y h a nd le o n e t y p e o f
ca ll — fo r e xa m p le , a 1 - 8 0 0 n u m b e r t h a t h a n d le s r e s e r v a t io n s o r a lo ca l cu s t o m er s e r v ice
n u m b e r . H o w e v e r , m o r e t h a n o n e VD N m a y b e m a p p e d t o a v e ct o r , s o e a ch v e ct o r (a nd s p lit )
ca n s im u lt a n e o u s ly s e r v ice a v a r ie t y o f ca ll t y p e s .

In a d d it io n , m o r e t h a n o n e v e ct o r ca n s e n d ca ll s t o a p a r t icu la r s p lit , a n d t h e ca ll s s e n t fr o m
e a ch v e ct o r ca n h a v e d iffe r e n t p r io r it ie s in t h a t s p lit ’ s q u e u e . Th is p r io r it y a s s ig n m e nt is o n e o f
s e v e r a l v a r ia b le co n d it io n s a v a ila b le w it h in a v e ct o r fo r t h e t r e a t m e n t o f ca ll s .

Th is m u lt i- VD N ca ll h a n d lin g in v e ct o r s a n d s p lit s o ffe r s co n s id e r a b ly m o r e fle xib ilit y t h a n t he
u s u a l s in g le - p u r p o s e s p lit co n fig u r a t io n s co m m o n t o n o n - v e ct o r in g s y s t e m s. Y e t , b e ca u s e o f t h e
a v a ila b ilit y o f s t a n d a r d r e p o r t s o n VD N s , ca ll s ca n s t ill b e t r a ck e d b y t y p e o r p u r p os e . A ls o ,
a g e n t s ca n e fficie n t ly h a n d le ca lls fr o m m u lt ip le VD N s if t h e N a m e s D a t a b a s e in t h e sw it ch is
u s e d t o d is p la y VD N n a m e s o n v o ice t e r m in a ls .
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T he C onc ept of V e c t or i ng

V e c t o r i n g A p p l i c a t i o n s

Th o u g h a v e ct o r s t o r e d in t h e s w it ch co u ld b y - p a s s t h e A C D e n v ir o n m e n t e n t ir e ly , ma n a g in g
t h e q u e u e s o f A C D s p lit s is t h e p r im a r y a p p lica t io n o f v e ct o r in g . K e e p in g a ca ll q u e u e d t o a
s p lit w h ile p r o v id in g a s e r ie s o f o t h e r p r o ce s s in g o p t io n s is o n e w a y a v e ct o r m a n a g e s a q u e u e .
O t h e r co m m o n a p p lica t io n s in clu d e :

Sp e cia l t r e a t m e n t fo r s e le ct e d ca lle r s .

F o r e xa m p le , ca ll s fr o m p r e fe r r e d cr e d it ca r d cu s t o m e r s m a y r e ce iv e p r io r it y
t r e a t m e n t , y e t n o t r e q u ir e h a n d lin g b y a s e p a r a t e s p lit . A g e n t s in t h e s am e s p lit
co u ld h a n d le b o t h p r e fe r r e d cu s t o m e r s a n d a ll o t h e r cu s t o m e r s . Th e s p lit co u ld
q u e u e ca ll s in t o a m a xim u m o f fo u r p r io r it y le v e ls , a n d ca ll s fr o m d iffe r e n t VD N s
co u ld g o t o t h e s e d iffe r e n t le v e ls , w it h p r e fe r r e d cu s t o m e r s h a v in g ‘ ‘ t o p ’ ’ p r io r it y .
Th is m e a n s t h a t w h e n a ll a g e n t s a r e b u s y in t h is s p lit , ca ll s fr o m p r e fe r r e d
cu s t o m e r s w o u ld g o t o t h e t o p o f t h e q u e u e a h e a d o f o t h e r ca lle r s a lr e a d y in q u e u e .

N ig h t t r e a t m e n t .

F o r e xa m p le , b e t w e e n 5 :0 0 p . m . a n d 8 :0 0 a . m ., t h e v e ct o r co u ld r o u t e ca lls t o s o m e
s p e cifie d d e s t in a t io n , s u ch a s a n a n n o u n ce m e n t a n d a d is co n n e ct . D u r in g b u s in e ss
h o u r s , t h e v e ct o r co u ld s e n d ca ll s t o s p lit s fo r co n n e ct io n s w it h a g e n t s o r q u eu e
n o r m a ll y .

O ff- lo a d in g p e r io d ic e xce s s ca lls r e s u lt in g fr o m p r o m o t io n s , s e a s o n a l t r e n d s , o r
r e g u la r d a y t im e flu ct u a t io n s in ca ll s .

F o r e xa m p le , a v e ct o r co u ld t e s t a s p lit fo r t h e n u m b e r o f ca ll s a lr e a d y in q u e u e . If
t h e n u m b e r w e r e a b o v e a ce r t a in t h r e s h o ld , t h e v e ct o r w o u ld b y p a s s t h a t s plit a n d
r o u t e t h e ca ll s o m e w h e r e e ls e — fo r e xa m p le , t h e a t t e n d a n t . If t h e n u m b e r o f ca lls
q u e u e d t o t h e s p lit w e r e b e lo w a ce r t a in t h r e s h o ld , t h e v e ct o r w o u ld q u e u e t he ca ll
t o t h a t s p lit .

Em e r g e n cy t r e a t m e n t fo r co n d it io n s s u ch a s b a d w e a t h e r (w h e n a g e n t s ca n n o t g e t
t o w o r k ) o r t e le co m m u n ica t io n s fa cilit ie s t h a t a r e n o t o p e r a t in g co r r e ct ly .

Re m o v a l o f s e le ct e d ca ll s fr o m t h e s y s t e m .

A n s w e r S u p e r v i s i o n i n a V e c t o r i n g E n v i r o n m e n t

A n s w e r s u p e r v is io n is a s ig n a l, s e n t fr o m t h e s w it ch t o t h e s e r v in g C O , t h a t te ll s t h e C O t o
b e g in r e co r d in g t o ll ch a r g e s fo r a ca ll . H o w e v e r , w h ile a ca ll w a it s in q u e u e , A T&T A C D
s o ft w a r e m a y d e la y s e n d in g a n s w e r s u p e r v is io n s o t h a t t h e A C D o w n e r / op e r a t o r o r ca lle r ca n
a v o id e xce s s t o ll ch a r g e s . Th u s , a ca ll e r w a it in g in q u e u e m a y h e a r C O r in g b a ck u n til a n s w e r
s u p e r v is io n is s e n t .
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W it h ca ll v e ct o r in g , t h e d e s ir e t o d e la y a n s w e r s u p e r v is io n ca n in flu e n ce t h e ch o ice o f ca ll
t r e a t m e n t in a v e ct o r . G e n e r a ll y , a n s w e r s u p e r v is io n is s e n t w h e n e it h e r a ca ll is a n s w e r e d o r
C O r in g b a ck s t o p s . So , a r e co r d e d a n n o u n ce m e n t o r w a it in g w it h m u s ic w ill t r ig g e r a n s w e r
s u p e r v is io n . D is co n n e ct in g a ca ll w ill a ls o t r ig g e r a n s w e r s u p e r v is io n . *

Tr u n k r o u t in g fr o m t h e C O a ls o in flu e n ce s t h e t r ig g e r in g o f a n s w e r s u p e r v is io n. Fo r a n a u t o - in
t r u n k , w a it in g w it h s ile n ce t r ig g e r s a n s w e r s u p e r v is io n fo r t h e ca ll. O n t h e o t he r h a n d , w a it in g
w it h s ile n ce o n a d ia l- r e p e a t in g t r u n k d o e s n o t t r ig g e r a n s w e r s u p e r v is io n . Th e r e fo r e , w h e n
t r u n k r o u t in g t o a v e ct o r (v ia t h e VD N ) is ch a n g e d , t h e e ffe ct o n a n s w e r s u p e rv is io n s h o u ld b e
co n s id e r e d .

A S A I G a t e w a y

Th e A d ju n ct / S w it ch A p p lica t io n In t e r fa ce (A S A I) G a t e w a y is a h a r d w a r e a n d s o ft w a r e p a ck a g e
t h a t p r o v id e s a t w o - w a y g a t e w a y b e t w e e n t h e s w it ch a n d ca ll - r o u t in g s oft w a r e r u n n in g o n a
h o s t co m p u t e r . Th e A S A I g a t e w a y (fo r m e r ly k n o w n a s t h e In t e g r a t e d Te le m a rk e t in g G a t e w a y
[ ITG ] ) e n a b le s t h e h o s t co m p u t e r s o ft w a r e t o m o n it o r a n d co n t r o l ce r t a in in co m in g , o u t g o in g ,
a n d in t e r n a l ca ll s . Th e A S A I G a t e w a y s o ft w a r e r u n s o n a n A T&T 3 B 2 co m p u t e r .

A s p e cia l IS D N — P RI lin k is r e q u ir e d b e t w e e n t h e s w it ch a n d t h e 3 B 2 . Th e s w it ch a n d 3 B 2
co m m u n ica t e b y e xch a n g in g m e s s a g e s o v e r t h e D (s ig n a lin g ) ch a n n e l o f t h e ISD N — P RI lin k.
Th e A SA I G a t e w a y s o ft w a r e a ct s a s a n in t e r p r e t e r b e t w e e n t h e s w it ch a n d th e h o s t co m p u t e r .
Th e G a t e w a y t r a n s la t e s m e s s a g e s fr o m t h e s w it ch in t o a fo r m t h e h o s t co m p u t er ca n
u n d e r s t a n d a n d v ice v e r s a .

F ig u r e 2 - 1 s h o w s a n e xa m p le o f a n A S A I G a t e w a y co n fig u r a t io n . Th e A SA I G a t e wa y is ca ll e d
a t w o - w a y g a t e w a y b e ca u s e in fo r m a t io n t r a v e ls t h r o u g h t h e g a t e w a y in t w o d ir e ct io n s ; fr o m t h e
s w it ch t o t h e ca ll - ce n t e r s o ft w a r e a n d fr o m t h e ca ll - ce n t e r s o ft w a r e t o t h e s w it ch .

* Exce p t w it h ISD N t r u n k s .
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A n s w e r in g
P o s it io n

D a t a
Te r m in a l

Vo ice
Te r m in a l

P u b lic
N e t w o r k

ITG / A G (3 B 2 C o m p u t e r
r u n n in g ITG / A G s o ft w a r e )

H o s t C o m p u t e r
Ru n n in g

C a ll - C e n t e r
So ft w a r e

D EF IN ITY
G e n e r ic 2

(ISD N - P RI D - ch a n n e l)

ITG / A G t r u n k g r o u p

A n a lo g ,
D C P , o r

B RI
C o n n e ct io n

In co m in g Tr u n k s
(P r e fe r a b ly ISD N - P RI)

H o s t - Sp e cific
C o n n e ct io n

A S A I o v e r X .2 5

F i g u r e 2-1 S am p l e A S A I C o n f i g u r ati o n

D e p e n d in g o n t h e t y p e o f in co m in g t r u n k s a n d t h e a v a ila b le n e t w o r k s e r v ice s , t h e s w it ch ca n
r e ce iv e A u t o m a t ic N u m b e r Id e n t ifica t io n (A N I) a n d D ia le d N u m b e r Id e n t ifica t io n Se r v ice
(D N IS) fr o m t h e p u b lic n e t w o r k a n d s e n d it t h r o u g h t h e A S A I G a t e w a y t o t h e ca ll - ce n t e r
s o ft w a r e . A N I is t h e ca ll in g p a r t y ’ s 1 0 - d ig it b illin g n u m b e r . D N IS is t h e d ia le d n u m b er ,
t y p ica ll y t h e VD N a s s o cia t e d w it h t h e ca ll . To r e ce iv e A N I a n d D N IS , t h e in co m in g t r u nk s
(fr o m t h e A T&T n e t w o r k ) m u s t b e IS D N — P RI. Fu r t h e r m o r e , M ega c o m 8 0 0 s e r v ice a n d
IN FO - 2 s e r v ice a r e r e q u ir e d t o r e ce iv e A N I.

Th e h o s t co m p u t e r s o ft w a r e u s e s in co m in g ca ll in fo r m a t io n t o d e t e r m in e h o w t o h a n d le t h e ca ll
a n d t o r e t r ie v e in fo r m a t io n fr o m a cu s t o m e r d a t a b a s e . Fo r e xa m p le , t h e s w it ch ma y s e n d D N IS
in fo r m a t io n t o t h e ca ll - ce n t e r s o ft w a r e , w h ich t e ll s t h e s o ft w a r e t h a t t he ca ll is d ir e ct e d t o t h e
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n u m b e r u s e d b y fo r e ig n la n g u a g e s p e a k in g cu s t o m e r s . Th e h o s t co m p u t e r s o ft w a r e d e t e r m in e s
t h a t a m u lt ilin g u a l a g e n t o r s p lit s h o u ld h a n d le t h e ca ll a n d s e n d s t h is ca ll - ha n d lin g in fo r m a t io n
t h r o u g h t h e g a t e w a y b a ck t o t h e s w it ch .

In fo r m a t io n fr o m t h e h o s t co m p u t e r s o ft w a r e ca n s p e cify o n e o f t h e fo ll o w in g de s t in a t io n s fo r
a n in co m in g ca ll :

A VD N (Ve ct o r D ir e ct o r y N u m b e r ).

A n in t e r n a l e xt e n s io n n u m b e r .

A p r iv a t e - n e t w o r k n u m b e r .

A p u b lic- n e t w o r k n u m b e r .

A t t h e s a m e t im e t h e h o s t co m p u t e r s o ft w a r e s e n d s r o u t in g in fo r m a t io n t o t h e s w it ch , t h e
s o ft w a r e ca n d e liv e r in fo r m a t io n fr o m t h e cu s t o m e r d a t a b a s e t o t h e a g e n t ’s d a t a t e r m in a l. Th e
h o s t co m p u t e r s o ft w a r e ca n co o r d in a t e t h e t im in g o f t h e s e e v e n t s s o t h a t t he d a t a b a s e
in fo r m a t io n a r r iv e s a t t h e a g e n t ’ s t e r m in a l a t t h e s a m e t im e (o r b e fo r e ) t he v o ice ca ll a r r iv e s .

F o r in co m in g ca ll s , t h e s w it ch u s e s a ‘ ‘ r o u t e t o ’ ’ v e ct o r co m m a n d t o s e n d ca ll in fo r m a t io n
t h r o u g h t h e g a t e w a y t o t h e h o s t co m p u t e r s o ft w a r e a n d , d e p e n d in g o n th e ca ll - h a n d lin g
in fo r m a t io n s e n t b a ck fr o m t h e h o s t co m p u t e r , m a y u s e a n o t h e r v e ct o r t o d eliv e r t h e in co m in g
ca ll t o a n a n s w e r in g p o s it io n .

V e c t o r i n g W i t h L o o k -A h e a d I n t e r f l o w

L o o k - A h e a d In t e r flo w * is a fe a t u r e t h a t is a v a ila b le w h e n t w o o r m o r e A C D s h a v e th e C a ll
Ve ct o r in g fe a t u r e an d u s e t h e In t e g r a t e d S e r v ice s D ig it a l N e t w o r k (ISD N )/ P r im a r y Ra t e
In t e r fa ce (P RI) .

In a s y s t e m w it h o u t L o o k - A h e a d In t e r flo w , w h e n a ca ll is in t e r flo w e d (s e e t h e ‘ ‘ Ro u t e To ’ ’
co m m a n d d e s cr ib e d la t e r in t h is ch a p t e r ) fr o m a v e ct o r in o n e A C D t o a v e ct o r in a no t h e r A C D ,
t h e r e ce iv in g v e ct o r a u t o m a t ica lly h a n d le s t h e ca ll . If t h e s p lit (s ) a s s o cia t e d wit h t h e r e ce iv in g
v e ct o r a r e n o t im m e d ia t e ly a v a ila b le t o a cce p t a ca ll , t h e v e ct o r m a y g iv e t h e ca ll a fo rce d b u s y
s ig n a l, a n a n n o u n ce m e n t , a fo r ce d d is co n n e ct , o r s o m e o t h e r t r e a t m e n t . If th e ca ll h a d a lr e a d y
r e ce iv e d s o m e a n n o u n ce m e n t (s ) o r w a it e d a lo n g t im e w h ile t h e o r ig in a l (s e n d in g ) v e ct o r
p r o ce s s e d t h e ca ll , t h e r e ce iv in g v e ct o r m a y g iv e t h e ca ll in a p p r o p r ia t e t r e a tm e n t .

* In t e r flo w is t h e r e d ir e ct io n o f ca ll s r e ce iv e d a t a n AC D t o a d e s t in a t io n o u t s id e o f t h e s w it ch .
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L o o k - A h e a d In t e r flo w h e lp s p r e v e n t in t e r flo w e d ca ll s fr o m r e ce iv in g in a p p r o p r ia t e tr e a t m e n t .
W it h L o o k - A h e a d In t e r flo w , t h e v e ct o r r e ce iv in g a n in t e r flo w e d ca ll m a y r e je ct t h e ca ll a n d
s e n d t h e ca ll b a ck t o t h e s e n d in g v e ct o r fo r co n t in u e d p r o ce s s in g . Th e r e ce iv in g ve ct o r m a y
r e je ct a ca ll b a s e d o n o n e o f t h e fo llo w in g co n d it io n s :

Th e ca ll w o u ld r e ce iv e a fo r ce d d is co n n e ct (w it h n o a n n o u n ce m e n t ) if t h e r e ce iv in g
v e ct o r p r o ce s s e d t h e ca ll .

Th e ca ll w o u ld r e ce iv e a fo r ce d b u s y if t h e r e ce iv in g v e ct o r p r o ce s s e d t h e ca ll .

Th e r e ce iv in g v e ct o r t r ie d o n ce t o r e r o u t e t h e ca ll t o y e t a n o t h e r d e s t in a t io n an d t h e
r e r o u t in g fa ile d .

W h e n t h e ca ll r e t u r n s , t h e o r ig in a l v e ct o r r e s u m e s p r o ce s s in g t h e ca ll w it h t h e st e p t h a t fo ll o w s
t h e in t e r flo w s t e p .

L o o k - A h e a d In t e r flo w p e r m it s e ffe ct iv e co o r d in a t io n o f b a ck u p p r o ce s s in g b y v e ct o r s in r em o t e
A C D s . H o w e v e r , s in ce t h e u s e o f Lo o k - A h e a d In t e r flo w m a y r e q u ir e t h e u s e o f p u b lic t r u n k in g
fa cilit ie s , a d d it io n a l t o ll ch a r g e s m a y b e in cu r r e d . Th e r e fo r e , Lo o k - A h e a d In t er flo w s h o u ld b e
u s e d p r im a r ily w h e n p r o ce s s in g o p t io n s o n t h e lo ca l s w it ch h a v e b e e n e xh a u s t e d .

Se e t h e DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 2 an d Sy st em 85 F ea t u res Descrip t i o n (5 5 5 -
1 0 4 - 3 0 1 ) fo r co m p le t e in fo r m a t io n o n L o o k - A h e a d In t e r flo w .

N O T E In r e co r d in g d a t a , C M S m a k e s n o d is t in ct io n b e t w e e n Lo o k - A h e a d In t e r flo w ca ll s a n d
s t a n d a r d in t e r flo w ca ll s .
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Y o u u s e v e ct o r in g co m m a n d s t o r o u t e a n d t r e a t in co m in g ca ll s in w a y s t h a t e xa ct ly m e et t h e
n e e d s o f y o u r o r g a n iz a t io n a n d y o u r cu s t o m e r s . Th is s e ct io n d e s cr ib e s a n d ill us t r a t e s t h e
v a r io u s v e ct o r in g co m m a n d s a n d co n d it io n s .

T h e Q u e u e t o M a i n S p l i t C o m m a n d

Th e ‘ ‘ Q u e u e t o M a in S p lit ’ ’ co m m a n d s e n d s a ca ll t o a s p lit a n d a s s ig n s a q u e u in g p r io r it y le v e l
t o t h e ca ll in ca s e a ll a g e n t s a r e b u s y . A ca ll s e n t w it h t h is co m m a n d w ill e it h er co n n e ct t o a n
a g e n t in t h e s p lit o r e n t e r t h e s p lit ’ s q u e u e . A ca ll t h a t q u e u e s t o a s p lit w ill r e m a in in q u e u e
u n t il:

Th e ca ll r e a ch e s a n a v a ila b le a g e n t

Th e ca ll e r a b a n d o n s

C o n t r o l p a s s e s t o a n o t h e r q u e u e s p e cifie d in a la t e r s t e p — e it h e r a n o t h e r ‘‘ q u e u e
t o m a in s p lit ’ ’ co m m a n d o r a ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d

A ‘ ‘ d is co n n e ct ’ ’ co m m a n d is e xe cu t e d

A ‘ ‘ b u s y ’ ’ co m m a n d is e xe cu t e d

A ‘ ‘ r o u t e t o ’ ’ co m m a n d r e d ir e ct s t h e ca ll.

Sa m p le Ve ct o r s 1 t h r o u g h 6 ill u s t r a t e t h e ‘ ‘ q u e u e t o m a in ’ ’ co m m a n d . Ve ct o r 1 ill u s t r a t e s t h e
s im p le s t ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d w it h n o p r io r it y e s t a b lis h e d .

V e c t o r : 1

S T E P A C T I O N & C O N D I T I O N S
1 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
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Y o u ca n ch a n g e t h e p r io r it y s p e cifica t io n t o ‘ ‘ m e d , ’ ’ ‘ ‘ h ig h , ’ ’ o r ‘ ‘ t o p . ’ ’ P r io r it y le v e ls in a q u e u e
o p e r a t e lik e la y e r s o f ca ll s . A ll ca lls in o n e la y e r a r e s e r v e d b e fo r e a n y ca ll s in t he la y e r b e lo w
a r e s e r v e d . O n e w a y t o u s e t h is fe a t u r e is t o cr e a t e t w o v e ct o r s (s e e Ve ct o r s 2 a n d 3 ) w it h t h e
s a m e s p lit s p e cifie d in t h e ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d , b u t w it h d iffe r e n t p rio r it y
s p e cifica t io n s .

V e c t o r : 2

S T E P A C T I O N & C O N D I T I O N S
1 q u e u e t o m a i n s p l i t 1 p r i o r i t y to p

V e c t o r : 3

S T E P A C T I O N & C O N D I T I O N S
1 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d

Tw o s e t s o f ca ll e r s ca n b e , in e ffe ct , ‘ ‘ la y e r e d ’ ’ w it h in o n e s p lit . O n e g r o u p ca llin g in t o o n e
VD N (a s s ig n e d t o Ve ct o r 2 ) w ill b e g iv e n m o r e p r io r it y t h a n a n o t h e r g r o u p ca ll in g a n o t h e r
VD N (a s s ig n e d t o Ve ct o r 3 ).

U s e o f p r io r it y le v e ls o t h e r t h a n ‘ ‘ lo w ’ ’ is o p t io n a l.

2-1 0 Ge n e r i c 2 / S y s t e m 8 5 C a l l V e c t o r i n g F e a t u r e D e s c r i p t i o n



T he V e c t or i ng Co mma n d s

In t h is q u e u e d s t a t e , o t h e r co m m a n d s ca n b e u s e d t o p r o ce s s t h e ca ll:

V e c t o r : 4

S T E P A C T I O N & C O N D I T I O N S
1 q u e u e t o m a i n s p l i t 1 p r i o r i t y to p
2 an n o un c e m e n t n u m b e r 23
3 w ai t t i m e 10 s e c s h e a r i n g r i n g b ack
4 an n o un c e m e n t n u m b e r 23

A t a ll t im e s d u r in g p r o ce s s in g b y Ve ct o r 4 , t h e ca ll is q u e u e d u n t il e it h e r a b a n do n m e n t o r a g e n t
co n n e ct io n . Th e o r e t ica ll y , y o u co u ld ch a in a n n o u n ce m e n t s a n d d e la y s in d e fin it e ly t o k ee p t h e
ca ll e r o n t h e lin e u s in g t h is t y p e o f p r o ce s s in g lo g ic.

M u lt ip le ‘ ‘ q u e u e t o m a in ’ ’ co m m a n d s ca n o ccu r in o n e v e ct o r a s w e ll . Th e e ffe ct is t o eit h e r
fin d a n a v a ila b le a g e n t in t h e fir s t s p lit o r , d e p e n d in g o n t h e in t e r im p r o ce s s in g , pa s s o n t h e ca ll
t o t h e s e co n d s p lit ’ s q u e u e . Ve ct o r 5 is a n e xa m p le o f t h is t y p e o f p r o ce s s in g :

V e c t o r : 5

S T E P A C T I O N & C O N D I T I O N S

1 q u e u e t o m a i n s p l i t 1 p r i o r i t y to p
2 an n o un c e m e n t n u m b e r 23
3 w ai t t i m e 10 s e c s h e a r i n g s i l e n ce
4 an n o un c e m e n t n u m b e r 23
5 q u e u e t o m a i n s p l i t 2 p r i o r i t y to p
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A v a r ia n t o f t h e m u lt ip le ‘ ‘ q u e u e t o m a in ’ ’ t y p e v e ct o r is r e q u e u in g t o t h e s a m e s p lit a t di ff eren t
p r io r it ie s :

V e c t o r : 6

S T E P A C T I O N & C O N D I T I O N S

1 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
2 an n o un c e m e n t n u m b e r 23
3 w ai t t i m e 10 s e c s h e a r i n g 1
4 an n o un c e m e n t n u m b e r 23
5 q u e u e t o m a i n s p l i t 1 p r i o r i t y to p

St e p 5 ca u s e s ca ll s t o r e q u e u e t o s p lit 1 , b u t a t a h ig h e r p r io r it y .

N O T E C a ll s w ill q u e u e t o a s p lit e v e n if it is u n s t a ffe d . Y o u s h o u ld u s e ‘ ‘ G o t o ’ ’ co m m a nd s
(t h a t t a k e e ffe ct w h e n t h e n u m b e r o f s t a ffe d a g e n t s is le s s t h a n o n e ) t o p r e ve n t ca lls
fr o m q u e u in g t o u n s t a ffe d s p lit s .

T h e C h e c k B a c k u p C o m m a n d

Wh i l e a ca l l i s s t i l l q u e u e d t o t h e m ai n s p l i t, t h e ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d ch e ck s t h e
s t a t u s o f a s e co n d s p lit e v e r y 2 s e co n d s fo r p o s s ib le fo r w a r d in g o f t h e ca ll t o th a t s p lit . Th e
co m m a n d w ill fo r w a r d a ca ll t o t h e s p lit if t h e s p lit m e e t s ce r t a in co n d it io n s s p e cifie d a s p a r t o f
t h e co m m a n d .

Th e co n d it io n s fo r fo r w a r d in g ca n b e b a s e d o n :

Th e n u m b e r o f s t a ffe d a g e n t s in t h e b a ck u p s p lit

Th e n u m b e r o f a v a ila b le (id le ) a g e n t s in t h e b a ck u p s p lit

Th e le n g t h o f t h e b a ck u p s p lit ’ s q u e u e a t t h e s p e cifie d p r io r it y le v e l a n d a n y h ig h e r
le v e ls .

Th e ‘ ‘ a g e ’ ’ o f t h e b a ck u p s p lit ’ s o ld e s t q u e u e d ca ll a t t h e s p e cifie d p r io r it y le v e l a n d
a n y h ig h e r le v e ls .
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Th e s w it ch w ill ch e ck t h e b a ck u p s p lit s in a v e ct o r u p t o 1 0 0 0 t im e s a n d , if t h e ca ll d o es n o t
q u e u e t o t h e b a ck u p s p lit o r g o t o a d iffe r e n t v e ct o r s t e p , C M S w ill t h e n d is co n ne ct t h e ca ll .

Y o u m a y w a n t t o fo llo w a ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d o r s e r ie s o f co m m a n d s wit h a ‘ ‘ w a it ’ ’
o r ‘ ‘ a n n o u n ce m e n t ’ ’ s t e p t o a ll o w t h e s w it ch t im e t o a ct u a lly ch e ck t h e b ack u p s p lit (s ). If a
‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d is im m e d ia t e ly fo llo w e d b y a ‘ ‘ r o u t e t o ’ ’ co m m a n d, t h e s w it ch
w ill s e n d ca lls t o t h e ‘ ‘ r o u t e t o ’ ’ d e s t in a t io n w it h o u t fir s t co m p le t in g it s ch e ck o f t h e b a ck u p
s p lit .

Ve ct o r 7 s h o w s a n e xa m p le o f co n d it io n s fo r fo r w a r d in g ca lls t o a b a ck u p s p lit :

V e c t o r : 7

S T E P A C T I O N & C O N D I T I O N S
1 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
2 an n o un c e m e n t n u m b e r 20
3 ch e ck b a c k u p s p l i t 2 p r i o r i t y m e d i f av ai la b l e a g e n t s 1
. . . o r
3 ch e ck b a c k u p s p l i t 2 p r i o r i t y m e d i f q u e u e d cal l s 1

In Ve ct o r 7 , a ft e r t h e ca ll q u e u e s t o s p lit 1 , t h e s o ft w a r e d e cid e s if a n a g e n t is a v a ila b le in s p lit
1 . If n o t , it p r o ce e d s w it h t h e a n n o u n ce m e n t a n d ch e ck s s p lit 2 fo r t h e t h r e s h o ld co n d it io n . If
n e it h e r a n a g e n t is a v a ila b le in s p lit 1 n o r S t e p 3 ’ s t h r e s h o ld co n d it io n is m e t , t h e ca ll r e m a in s
q u e u e d t o s p lit 1 a n d C M S co n t in u e s t o ch e ck s p lit 2 e v e r y 2 s e co n d s fo r it s t h r es h o ld
co n d it io n . Th e ca ll ca n b e q u e u e d o n ly t o o n e s p lit a t a t im e . B u t b y s e t t in g lo w q ue u e - le n g t h
t h r e s h o ld s — fo r e xa m p le , t h e s e co n d a lt e r n a t iv e in Ve ct o r 7 ’ s t h ir d s t e p — y o u ca n sim u l a t e
m u lt ip le s p lit q u e u in g . In t h e s e co n d v e r s io n o f S t e p 3 , ca ll s w o u ld r e m a in q u e u e d t o s p lit 1
u n le s s 0 ca ll s w e r e q u e u e d t o s p lit 2 . In o t h e r w o r d s , t h e ca ll w o u ld n o t le a v e s p lit 1 ’ s q u e u e
e xce p t t o b e co m e ca ll n u m b e r 1 in s p lit 2 ’ s q u e u e .
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Y o u ca n a ct u a ll y w r it e a v e ct o r t o ch e ck s e v e r a l b a ck u p s p lit s w h ile q u e u e d t o m a in . O r y o u
ca n ch e ck t h e s a m e b a ck u p s p lit a t s e v e r a l p r io r it ie s . F o r e xa m p le , s e e Ve ct o r 8.

V e c t o r : 8

S T E P S A C T I O N & C O N D I T I O N S
1 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
2 ch e ck b a c k u p s p l i t 2 p r i o r i t y m e d i f cal l s q u e u e d 10
3 ch e ck b a c k u p s p l i t 2 p r i o r i t y h i g h i f cal l s q u e u e d 100

[sa m e sp l i t , d if feren t p rior it y l ev el] o r . . .
3 ch e ck b a c k u p s p l i t 3 p r i o r i t y l o w i f cal l s q u e u e d 20

[di ff eren t sp l it]

In Ve ct o r 8 , t h e t h r e s h o ld co n d it io n s o f t h r e e s p lit s a r e r e p e a t e d ly ch e ck e d fo r p o s s ib le ca ll
fo r w a r d in g . W it h t w o ‘ ‘ q u e u e t o m a in ’ ’ co m m a n d s , t h e ca ll is q u e u e d e it h er t o o n e o r t o t h e
o t h e r s p lit , d e p e n d in g o n w h ich co m m a n d C M S r e a d la s t . B u t w it h t h e ‘ ‘ ch e ck b ack u p ’ ’
co m m a n d , t h e ca ll w ill ch e ck t h e b a ck u p s p lit , w h i l e it i s st i l l qu eu ed t o t h e m ain sp l i t . Th a t
m e a n s t h e ca ll co u ld co n n e ct t o a n a g e n t in t h e b a ck u p s p lit if t h e co n d it io n s a r e me t o r t h e
m a in s p lit a t a n y t im e if a n a g e n t b e co m e s a v a ila b le .

N O T E If a ca ll a ct u a lly q u eu es t o a b a ck u p , it is n o lo n g e r q u e u e d t o t h e p r im a r y . B e s u r e
y o u u n d e r s t a n d t h e d iffe r e n ce b e t w e e n q u eu i n g t o a b a ck u p a n d ch ecki n g a b a ck u p .

N O T E C a ll s w ill q u e u e t o a s p lit e v e n if it is u n s t a ffe d . Th e r e fo r e , if y o u r co n d it io n fo r
fo r w a r d in g is n u m b e r o f ca ll s in q u e u e o r a g e o f o ld e s t ca ll , b e s u r e t h e b a ck u p s p lit
w ill b e s t a ffe d .
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T h e R o u t e T o C o m m a n d

A ‘ ‘ r o u t e t o ’ ’ co m m a n d r e m o v e s a ca ll fr o m t h e v e ct o r a n d s e n d s t h e ca ll t o a no t h e r d e s t in a t io n .
Th e d e s t in a t io n is s p e cifie d a s a n u m b e r , 1 t h r o u g h 9 5 , w h e r e t h e n u m b e r co me s fr o m a n
A b b r e v ia t e d D ia l (A D ) g r o u p lis t a s s ig n e d t o C a ll Ve ct o r in g . Via t h e A D g r o u p lis t , t he ‘ ‘ r o u t e
t o ’ ’ s t e p ca n s e n d a ca ll t o o n e o f t h e fo ll o w in g d e s t in a t io n s :

A lo ca l e xt e n s io n

Th e a t t e n d a n t (o r t h e a t t e n d a n t q u e u e )

A n o t h e r VD N o n t h e lo ca l s w it ch .

A H o s t C o m p u t e r A cce s s t r u n k g r o u p — Th is d e s t in a t io n r e q u ir e s t h e u s e o f ASA I
G a t e w a y .

A r e m o t e e xt e n s io n o r VD N — Th is r o u t in g co n s t it u t e s in t e r flo w , a n d m a y
co n s t it u t e Lo o k - A h e a d In t e r flo w , if t h e s e n d in g s w it ch a n d t h e r e ce iv in g s w it ch
h a v e t h e Lo o k - A h e a d In t e r flo w fe a t u r e .

N O T E Y o u m a y a cce s s t h e s e r e m o t e d e s t in a t io n s u s in g t h e A RS fe a t u r e w it h t h e
p u b lic n e t w o r k o r t h e A A R fe a t u r e w it h a p r iv a t e n e t w o r k — a
M a in / Sa t e ll it e / Tr ib u t a r y n e t w o r k .

If a ca ll is q u e u e d t o a s p lit w h e n it r e a ch e s a ‘ ‘ r o u t e t o ’ ’ s t e p , t h e ‘ ‘ r o ut e t o ’ ’ s t e p r e m o v e s t h e
ca ll fr o m t h e s p lit q u e u e w h e n t h e r o u t in g s u cce e d s .

C o n t in g e n cie s a r e :

If t h e lo ca l e xt e n s io n is b u s y , t h e n e xt s t e p in t h e v e ct o r w ill t a k e e ffe ct . If t h e lo ca l
e xt e n s io n h a s a m u lt ip le - a p p e a r a n ce v o ice t e r m in a l, t h e ca ll w ill r in g o n a n id le
a p p e a r a n ce . If t h e lo ca l e xt e n s io n h a s a s in g le - a p p e a r a n ce v o ice t e r m in a l, t h e ca ll
w ill t r y t o co n n e ct t o a fo r w a r d in g d e s t in a t io n . A ca ll ca n n o t b e p u t o n h o ld o r in
C a ll - W a it fr o m a s in g le - a p p e a r a n ce v o ice t e r m in a l.

If a t r u n k is n o t a v a ila b le t o t h e r e m o t e s w it ch , t h e n e xt s t e p in t h e v e ct o r w ill t a k e
e ffe ct .

If t h e a t t e n d a n t is n o t a v a ila b le , t h e ca ll w ill e n t e r t h e a t t e n d a n t q u e u e .

If Lo o k - A h e a d In t e r flo w is a ct iv e fo r b o t h t h e lo ca l a n d r e m o t e A C D , a n d a v e ct o r
o n t h e r e m o t e A C D r e je ct s t h e r o u t e d ca ll, t h e n e xt s t e p in t h e o r ig in a l v e ct o r w ill
t a k e e ffe ct . (Se e t h e ‘ ‘ Ve ct o r in g W it h L o o k - A h e a d In t e r flo w ’ ’ s e ct io n e a r lie r in t h is
ch a p t e r . )
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If t h e ‘ ‘ r o u t e t o ’ ’ is t h e la s t s t e p in t h e v e ct o r o r is t h e la s t s t e p b e fo r e a ‘ ‘s t o p ’ ’ s t e p ,
t h e s o ft w a r e w ill r e t r y t h e r o u t e - t o d e s t in a t io n e v e r y 2 s e co n d s u n t il it s u cce e d s o r
4 0 m in u t e s p a s s e s . A ft e r 4 0 m in u t e s , t h e s w it ch d is co n n e ct s t h e ca ll .

If a ‘ ‘ r o u t e t o ’ ’ d e s t in a t io n d o e s n o t e xis t in t h e A D lis t , t h e n e xt s t e p in th e v e ct o r
w ill t a k e e ffe ct .

A ls o , if a ca ll is r o u t e d t o a n y n u m b e r o t h e r t h a n a n o t h e r VD N , C M S s t o p s t ra ck in g
t h a t ca ll w h e n it co n n e ct s t o t h e n u m b e r .

Th e 9 5 p o t e n t ia l ‘ ‘ r o u t e t o ’ ’ t a r g e t s ca n b e ch a n g e d a t a v o ice t e r m in a l if, w h e n t h e g r o u p lis t is
a d m in is t e r e d a t t h e s w it ch , t h a t v o ice t e r m in a l’ s e xt e n s io n is a s s ig n e d a s t he ‘ ‘ co n t r o ll in g
e xt e n s io n . ’ ’

Ve ct o r 9 is a n e xa m p le o f a ‘ ‘ r o u t e t o ’ ’ co m m a n d :

V e c t o r : 9

S T E P A C T I O N & C O N D I T I O N S

1 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
2 ch e ck b a c k u p s p l i t 2 p r i o r i t y m e d av ai la b l e a g e n t s 1
3 w ai t t i m e 30 s e c s h e a r i n g s i l e n ce
4 r o u t e t o 34
5 an n o un c e m e n t 22
6 w ai t t i m e 4 s e c s h e a r i n g s i l e n ce

In t h is e xa m p le , if ca ll s r e a ch S t e p 4 , t h e y d e q u e u e fr o m s p lit 1 . If A D n u m b e r 3 4 is b u s y (o r
o t h e r w is e u n a v a ila b le ), t h e a n n o u n ce m e n t a n d w a it w ill p r o ce s s .

T h e S t o p C o m m a n d

Th e ‘ ‘ St o p ’ ’ co m m a n d r e m o v e s t h e ca ll fr o m v e ct o r p r o ce s s in g a n d co n t in u e s w ha t e v e r ca ll
p r o ce s s in g is cu r r e n t ly in e ffe ct . In d e fin it e ly co n t in u e d ca ll p r o ce s s e s a r e :

q u e u e t o m a in s p lit

ch e ck b a ck u p s p lit
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r o u t e t o ch e ck in g (if t h e d e s t in a t io n o r t r u n k g r o u p is b u s y )

w a it (d e la y ), w it h s ile n ce , r in g in g , o r m u s ic.

N O T E Th e ca ll e r h e a r s d e fa u lt s ile n t fe e d b a ck if a ‘ ‘ q u e u e t o m a in s p lit , ’ ’ ‘ ‘ ch e ck b a ck u p
s p lit , ’ ’ o r ‘ ‘ r o u t e t o ’ ’ s t e p r e m a in s in e ffe ct a n d n o ‘ ‘ w a it ’ ’ s t e p w it h r in g in g o r m u s ic is
a ls o in e ffe ct .

Th e r e a l- t im e a n d h is t o r ica l v e ct o r d a t a b a s e s s t o p r e ce iv in g d a t a o n a ca ll w h e n a s t o p s t e p is
r e a ch e d , t h o u g h t h e ca ll co n t in u e s t o b e t r a ck e d in t h e s p lit a n d VD N d a t a b as e s . Th u s , t h e
‘ ‘ To t a l Tim e in Ve ct o r ’ ’ in t h e v e ct o r r e p o r t s ca n d iffe r fr o m t h e ‘ ‘ To t a l Tim e in VD N ’ ’ in t h e
VD N r e p o r t s . N u m b e r o f a n s w e r e d a n d a b a n d o n e d ca ll s ca n a ls o d iffe r in t h e v e ct or a n d VD N
r e p o r t s .

N O T E Y o u n o r m a lly u s e a ‘ ‘ St o p ’ ’ co m m a n d t o p r e v e n t e xe cu t io n o f la t e r s t e p s in t h e ve ct o r
t h a t s h o u ld e xe cu t e o n ly w h e n b r a n ch e d t o b y e a r lie r ‘ ‘ G o t o ’ ’ s t e p s . S e e t h e
fo ll o w in g s e ct io n , ‘ ‘ Th e G o To C o m m a n d . ’ ’

Ve ct o r 1 0 is a n e xa m p le o f t h e ‘ ‘ St o p ’ ’ co m m a n d :
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V e c t o r : 1 0

S T E P S A C T I O N & C O N D I T I O N S

1 g o t o s t e p 8 i f ca l l s q u e u e d i n s p l i t 1-20 p r i o r i t y m e d
2 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
3 ch e ck b a c k u p s p l i t 2 p r i o r i t y m e d i f av ai la b l e a g e n t s i s 0
4 w ai t t i m e 10 s e c s h e a r i n g r i n g b ack
5 an n o un c e m e n t n u m b e r 30 [ " A l l a g en t s a re bu sy . Y o u r ca ll w i l l be

a n sw ered i n it s o rder o f ar r iv al." ]
6 w ai t t i m e 10 s e c s h e a r i n g m u s i c
7 s t o p
8 q u e u e t o m a i n s p l i t 3 p r i o r i t y m e d

In Ve ct o r 1 0 , t h e s t o p co m m a n d s e p a r a t e s t h e t w o b a s ic ca ll p r o ce s s e s lin k e d in t h e v e ct o r : t h e
q u e u in g t o s p lit 1 a n d ch e ck in g s p lit 2 ; a n d t h e q u e u in g t o s p lit 3 , w h ich o n ly h a p pe n s if t h e
t h r e s h o ld co n d it io n in S t e p 1 is m e t (g r e a t e r t h a n 2 0 ca ll s q u e u e d t o s p lit 1 ). Th e s t o p k e e p s
t h e ca ll q u e u e d t o s p lit 1 in d e fin it e ly , w it h t h e ca ll e r h e a r in g m u s ic.
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T h e G o t o C o m m a n d

Th e ‘ ‘ G o t o ’ ’ co m m a n d is a b r a n ch in g s t e p a ll o w in g co n d it io n a l o r u n co n d it io n a l m o ve m e n t t o
la t e r o r e a r lie r s t e p s .

C o n d it io n a l b r a n ch in g is u s e d t o co m p e n s a t e fo r h e a v y t r a ffic o r fo r n ig h t - w e e k e n d se r v ice .
C a ll s in q u e u e b e fo r e a ‘ ‘ g o t o ’ ’ w ill s t a y in q u e u e a ft e r t h e b r a n ch u n t il a ne w q u e u e o r
t e r m in a t in g s t e p is e n co u n t e r e d .

Th e co n d it io n s o f b r a n ch in g a r e :

Tim e o f D a y (a n d D a y o f W e e k )

N u m b e r o f a g e n t s s t a ffe d in a n y s p lit

N u m b e r o f a g e n t s a v a ila b le in a n y s p lit

N u m b e r o f ca ll s q u e u e d (a t a g iv e n p r io r it y ) t o a n y s p lit

A g e o f t h e o ld e s t ca ll w a it in g (a t a g iv e n p r io r it y ) in a n y s p lit ’ s q u e u e .

N O T E A ‘ ‘ G o t o ’ ’ s t a t e m e n t w it h a ‘ ‘ n u m b e r o f ca ll s q u e u e d ’ ’ o r ‘ ‘ a g e o f o ld e s t ca ll w a it in g ’ ’
co n d it io n t a k e s e ffe ct if t h e co n d it io n is t r u e fo r t h e p r io r it y le v e l s p e cifie d a n d a ll
p r io r it y le v e ls ab o v e it . Fo r e xa m p le , s p e cify in g a ‘ ‘ m e d ’ ’ p r io r it y le v e l m e a n s t h a t t h e
‘ ‘ g o t o ’ ’ w ill t a k e e ffe ct if t h e n u m b e r o f ca ll s q u e u e d o r t h e a g e o f o ld e s t ca ll w a it in g
co n d it io n is m e t fo r a ll ca ll s a t t h e m e d iu m , h ig h , a n d t o p p r io r it y le v e ls .

U n co n d it io n a l b r a n ch in g w ill g e n e r a lly b e b a ck w a r d t o a n e a r lie r s t e p , t y p ica lly ap p ly in g t o
lo o p - t y p e v e ct o r p a t t e r n s . C o m m o n lo o p s w o u ld b e co n s t a n t ly r e p e a t e d a n n o un ce m e n t s u s e d
fo r e m e r g e n cie s , fo r s n o w d a y s in a s ch o o l d is t r ict o r co r p o r a t io n , a n d fo r p h on e n u m b e r s t h a t
h a v e r e ce n t ly ch a n g e d . Lo o p s o f t h is t y p e co n t in u e u n t il t h e ca ll e r a b a n d o n s o r t h e ‘ ‘ g o t o ’ ’
s t e p e xe cu t e s 1 0 0 0 t im e s fo r t h e ca ll .

Ex a m p le s o f v e ct o r s u s in g ‘ ‘ g o t o ’ ’ co m m a n d s a r e s h o w n in Ve ct o r s 1 1 a n d 1 2 .
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Ve ct o r 1 1 u s e s t h e ‘ ‘ g o t o ’ ’ co m m a n d t o s e le ct o n e o f t w o a n n o u n ce m e n ts ca ll e r s s h o u ld h e a r ,
d e p e n d in g o n h o w b u s y t h e m a in s p lit is . Th e ‘ ‘ s t o p ’ ’ co m m a n d is u s e d t o ke e p ca lle r s n o t
p r o ce s s e d b y t h e ‘ ‘ go t o ’ ’ s t e p fr o m h e a r in g t w o co n t r a d ict o r y a n n o u n ce m e nt s .

V e c t o r : 1 1

S T E P S A C T I O N & C O N D I T I O N S

1 g o t o s t e p 5 i f c a l l s q u e u e d i n s p l i t 1 i s 10 p r i o r i t y m e d
2 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
3 an n o un c e m e n t 3 0 [ " Please h o ld . Y o u r ca ll w i l l be

a n sw ered i n it s o rder o f ar r iv al." ]
4 s t o p
5 an n o un c e m e n t 40 [ " A l l a g en t s a re bu sy . Please t ry a g a in

in a few m i n u t es." ]

Th e ‘ ‘ t im e o f d a y ’ ’ co n d it io n o f t h e ‘ ‘ g o t o ’ ’ co m m a n d ca n b e u s e d t o p r o ce s s ca lls d iffe r e n t ly ,
d e p e n d in g o n w h e n t h e y a r r iv e . F o r e xa m p le , s e e Ve ct o r 1 2 :

V e c t o r : 1 2

S T E P A C T I O N & C O N D I T I O N S

1 g o t o s t e p 7 i f ti m e o f d a y i s al l 17: 00 t o al l 07: 00
2 g o t o s t e p 7 i f ti m e o f d a y i s s at 00: 00 t o s u n 23: 59
3 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
4 an n o un c e m e n t n u m b e r 30 [ " Please h o ld . Y o u r ca ll w i l l be p ro cess ed

in i t s o r der o f a rr iv a l." ]
5 w ai t 45 s e c s h e a r i n g m u s i c
6 s t o p
7 an n o un c e m e n t n u m b e r 3 1 [ " O u r o ffi ce is close d. Please ca ll ba ck

bet w een 7: 00 a.m . a n d 5: 00 p .m ." ]

Ve ct o r 1 2 s e n d s ca lls m a d e o u t s id e o f b u s in e s s h o u r s t o a n n o u n ce m e n t 3 1 , wh ich s t a t e s t h a t t h e
o ffice is clo s e d . C a lls m a d e d u r in g b u s in e s s h o u r s w ill b e g in p r o ce s s in g a t S t e p 3 .
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N O T E Y o u m u s t e n t e r a ch a r a ct e r in t h e fir s t b la n k o f t h e ‘ ‘ t im e ’ ’ fie ld . If t h e h o u r is a s in g le
d ig it n u m b e r , e n t e r z e r o 0 in t h e fir s t b la n k . Fo r e xa m p le , 7 a . m . s h o u ld b e e n t e r e d a s
07: 00.

T h e D i s c o n n e c t C o m m a n d

Th e ‘ ‘ D is co n n e ct ’ ’ co m m a n d e n d s t r e a t m e n t o f a ca ll a n d r e m o v e s t h e ca ll fr o m t h e s w it ch . A
ca ll e r t h a t h a s b e e n d is co n n e ct e d h e a r s a click a n d t h e n s ile n ce . Th is co m m a n d a ls o a ll o w s t h e
o p t io n a l a s s ig n m e n t o f a n a n n o u n ce m e n t t h a t w ill p la y im m e d ia t e ly b e fo r e t h e d is co n n e ct .
U s u a lly , if t h e s w it ch h a s n o t y e t s e n t a n s w e r s u p e r v is io n , it d o e s s o im m e d ia te ly b e fo r e
d is co n n e ct in g a ca ll, r e g a r d le s s o f w h e t h e r it p la y s a n a n n o u n ce m e n t . Fo r IS D N ca ll s , h o w e v e r ,
t h e s w it ch s e n d s a n s w e r s u p e r v is io n o n ly if a n a n n o u n ce m e n t p la y s w it h t h e d is co n n e ct .

N O T E C M S d o e s n o t r e co r d ca ll s r e ce iv in g a fo r ce d d is co n n e ct a s a b a n d o n e d ca ll s . In s t e a d ,
t h e y a r e r e co r d e d u n d e r a s e p a r a t e d a t a b a s e it e m , FD ISC C A LL S.

Th e ‘ ‘ d is co n n e ct ’ ’ co m m a n d is u s e fu l in o v e r lo a d a n d a ft e r - h o u r s s it u a t io n s, a s ill u s t r a t e d b y
Ve ct o r s 1 3 a n d 1 4 .
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V e c t o r : 1 3

S T E P A C T I O N & C O N D I T I O N S

1 g o t o s t e p 5 i f cal l s q u e u e d i n s p l i t 1 i s 20 p r i o r i t y l o w
2 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
3 an n o un c e m e n t n u m b e r 30 [ " Please h o ld , et c." ]
4 s t o p
5 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 34 [ " A l l a g en t s a re bu sy .

Please t ry ag a in i n a h alf h o u r." ]

V e c t o r : 1 4

S T E P A C T I O N & C O N D I T I O N S

1 g o t o s t e p 6 i f ti m e o f d a y i s al l 17: 00 t o al l 07: 00
2 g o t o s t e p 6 i f ti m e o f d a y i s s at 00: 00 t o s u n 23: 59
3 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
4 an n o un c e m e n t n u m b e r 2 [ " Please h o ld , et c." ]
5 s t o p
6 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 4 [ " O u r o ffi ce is close d.

Please ca ll ba ck M o n d ay t h ro u gh F rid a y 7: 00 a.m . t o 5: 00 p .m ." ]

T h e B u s y C o m m a n d

Th e ‘ ‘ B u s y ’ ’ co m m a n d r e m o v e s a ca ll fr o m v e ct o r p r o ce s s in g a n d g iv e s t h e ca lle r a b u s y s ig n a l.
D ia l- r e p e a t in g t r u n k ca ll s t h a t r e a ch a ‘ ‘ b u s y ’ ’ co m m a n d a lw a y s r e ce iv e a b u s y sig n a l.
H o w e v e r , a u t o - in t r u n k ca ll s r e ce iv e a b u s y s ig n a l o n ly if a n s w e r s u p e rv is io n h a d p r e v io u s ly
b e e n s e n t (v ia a n a n n o u n ce m e n t o r w a it w it h m u s ic s t e p ). If a n s w e r s u p e r v is io n h ad n o t b e e n
s e n t p r io r t o a n a u t o - in t r u n k ca ll r e a ch in g a ‘ ‘ b u s y ’ ’ co m m a n d (t h a t is , t h e ca ll h a s n o t r e ce iv e d
a n a n n o u n ce m e n t o r a w a it s t e p w it h m u s ic), t h e s w it ch s k ip s t h e b u s y co m m a nd a n d p r o ce s s e s
t h e ca ll w it h t h e n e xt s t e p a n d t h e ca ll e r co n t in u e s t o h e a r C O r in g b a ck .

If a b u s y s ig n a l co n t in u e s fo r 2 0 s e co n d s , t h e s w it ch d is co n n e ct s t h e ca ll a n d , fo r n o n - ISD N
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ca ll s , s e n d s a n s w e r s u p e r v is io n .

N O T E C M S d o e s n o t r e co r d ca ll s r e ce iv in g a fo r ce d b u s y a s a b a n d o n s . In s t e a d , t h e y a r e
r e co r d e d u n d e r a s e p a r a t e d a t a b a s e it e m , FB U S Y C A LL S.

Ve ct o r 1 5 s h o w s a n e xa m p le o f t h e ‘ ‘ B u s y ’ ’ co m m a n d .

V e c t o r : 1 5

S T E P S A C T I O N S & C O N D I T I O N S

1 g o t o s t e p 5 i f cal l s q u e u e d i n s p l i t 1 i s 20 p r i o r i t y l o w
2 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
3 w ai t t i m e 20 s e c s h e a r i n g r i n g b ack
4 s t o p
5 b u s y

In Ve ct o r 1 5 , t h e b u s y s ig n a l is u s e d t o g e t ca ll e r s o ff t h e lin e if m o r e t h a n 2 0 ca ll s a r e a lr e a d y
q u e u e d t o t h e m a in s p lit .

T h e A n n o u n c e m e n t C o m m a n d

A t a n y p o in t in a v e ct o r t a b le , a n a n n o u n ce m e n t m a y b e in t r o d u ce d . U p t o 8 4 a n no u n ce m e n t
ch a n n e ls (n u m b e r e d 1 6 t h r o u g h 9 9 ) ca n b e im p le m e n t e d in t h e s w it ch a n d s p e cifie d b y
n u m b e r . A n n o u n ce m e n t s ca n h a v e m a xim u m le n g t h s fr o m 1 6 t o 1 2 8 s e co n d s , d ep e n d in g o n
t h e r e co r d in g h a r d w a r e u s e d a lo n g w it h t h e P B X . W h e n r e a ch in g a n a n n o u n ce m en t s t e p , a
ca ll e r m a y w a it u p t o t h e le n g t h o f t h e a n n o u n ce m e n t b e fo r e a ct u a lly h e a r in g it . Th is w a it
o ccu r s b e ca u s e e a ch a n n o u n ce m e n t p la y s o n ly fo r ca ll s cu r r e n t ly q u e u e d t o it , a n d o n ce a n
a n n o u n ce m e n t s t a r t s p la y in g , n e w ca ll s t h a t q u e u e t o t h e a n n o u n ce m e nt m u s t w a it u n t il it e n d s
a n d b e g in s a g a in . Th e ca ll e r w ill h e a r t h e p r e v io u s t r e a t m e n t u n t il t h e a n n ou n ce m e n t s t a r t s .
A n n o u n ce m e n t s ca n b e ch a in e d in s e q u e n t ia l v e ct o r in g s t e p s t o e xt e n d t h e m es s a g e b e y o n d t h e
m a xim u m le n g t h , b u t a p a u s e w ill o ccu r b e t w e e n e a ch a n n o u n ce m e n t .

A n s w e r s u p e r v is io n is s e n t a t t h e b e g in n in g o f a n a n n o u n ce m e n t . W h e n a n a nn o u n ce m e n t
fin is h e s , t h e ca ll e r h e a r s s ile n ce u n le s s t h e a n n o u n ce m e n t s t e p is fo ll o w e d by a d d it io n a l
t r e a t m e n t lik e o t h e r a n n o u n ce m e n t s o r w a it in g w it h m u s ic.

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 2-2 3



T he V e c t or i ng Co mma n d s

T h e W a i t C o m m a n d

Th e ‘ ‘ Wa it ’ ’ co m m a n d is g e n e r a ll y u s e d t o s e t a le n g t h o f t im e fo r a ca ll t o w a it in t h e m a in
s p lit ’ s q u e u e a n d t o s p e cify o n e o f t h e fo llo w in g t r e a t m e n t s w h ile t h e ca ll a d va n ce s in q u e u e :

Sil e n ce

Rin g in g

M u s ic.

Y o u ca n s e t t h e w a it t im e fo r 2 t o 9 9 8 s e co n d s .

N O T E Th e n a m e o f t h is s t e p is ‘ ‘ d e la y ’ ’ in s w it ch a d m in is t r a t io n a n d ‘ ‘ w a it ’ ’ in C M S
a d m in is t r a t io n . Th e o p e r a t io n o f t h e s t e p is id e n t ica l in b o t h ca s e s .

Ta b le 2 - 2 s u m m a r iz e s t h e t r e a t m e n t o f t h e w a it s t e p :

T a b l e 2-2 O p e r ati o n o f t h e Wai t S t e p

D IS PO S IT IO N IF A N S S U PV N O T S E N T
PRE V IO U S L Y

D IS PO S IT IO N IF A N S
S U PV S E N T
PRE V IO U S L Y

D E L A Y T YPE CA L L T YPE

A n s w e r su p e r v is io n is n o t s e n t ; ca lle r h e a r s
r in g b a ck fr o m t h e sw it ch .

d ia l- r e p e a t in g C a lle r h e a r s sile n ce .

A n s w e r su p e r v is io n is n o t s e n t ; ca lle r h e a r s
r in g b a ck fr o m C e n t r a l O ffice (C O ).

Sile n ce a u t o - in C a lle r h e a r s s ile n ce .

A n s w e r su p e r v is io n is n o t s e n t ; ca lle r h e a r s C O
r in g b a ck .

d ia l- r e p e a t in g C a lle r h e a r s r in g b a ck .

A n s w e r su p e r v is io n is n o t s e n t ; ca lle r h e a r s C O
r in g b a ck .

Rin g b a ck a u t o - in C a lle r h e a r s r in g b a ck .

A n s w e r su p e r v is io n is s e n t ; ca lle r h e a r s m u s ic. d ia l- r e p e a t in g C a lle r h e a r s m u s ic.

A n s w e r su p e r v is io n is s e n t ; ca lle r h e a r s m u s ic. M u s ic a u t o - in C a lle r h e a r s m u s ic.

A ca ll e r o n a d ia l- r e p e a t in g t r u n k w ill h e a r s ile n ce , n o t r in g b a ck , u n t il a ‘ ‘ Wa it ’ ’ s t e p t a k e s
e ffe ct ; t h e ca lle r m a y , a s a r e s u lt , t h in k t h e ca ll d id n o t g e t t h r o u g h . Th e r e fo r e , ea r ly in a v e ct o r
h a n d lin g d ia l- r e p e a t in g t r u n k s (p e r h a p s a ft e r a ‘ ‘ Q u e u e t o M a in S p lit ’ ’ co mm a n d ), y o u s h o u ld
e n t e r a ‘ ‘ W a it ’ ’ s t e p w it h r in g b a ck , m u s ic, o r a n a n n o u n ce m e n t .
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N O T E If a w a it s t e p is u s e d a s t h e fin a l s t e p in a v e ct o r , t h e le n g t h o f t h e w a it s p ecifie d ca n
a ffe ct h o w C M S d a t a is co lle ct e d o n t h e v e ct o r . If t h e w a it is s p e cifie d t o b e s h o r t
(i.e . , 2 s e co n d s fo r in s t a n ce ), t h e C M S w ill s t o p t r a ck in g ca lls in t h a t v e ct o r a ft e r a 2 -
s e co n d w a it . Th e ca lle r w ill n o t k n o w t h e d iffe r e n ce a s t h e t r e a t m e n t s p e cifie d fo r t h e
w a it w ill co n t in u e u n t il t h e ca ll is a n s w e r e d o r a b a n d o n e d , r e g a r d le s s o f t he t im e
s p e cifie d . Y o u ca n o v e r co m e t h is lo s s o f v e ct o r d a t a , if d e s ir e d , b y s p e cify in g t h e w ait
t o b e 9 9 8 s e co n d s . Th e VD N a n d s p lit d a t a w o u ld n o t b e a ffe ct e d b y e it h e r v e rs io n o f
t h e w a it s t e p a n d w o u ld co n t in u e t o b e co ll e ct e d in e it h e r ca s e .

Ve ct o r s 1 6 a n d 1 7 a r e e xa m p le s o f t h e ‘ ‘ w a it ’ ’ co m m a n d .

V e c t o r : 1 6

S T E P S A C T I O N & C O N D I T I O N S

1 q u e u e t o m a i n s p l i t 1 p r i o r i t y l o w
2 w ai t t i m e 2 s e c s h e a r i n g r i n g b ack

V e c t o r : 1 7

S T E P S A C T I O N & C O N D I T I O N S

1 q u e u e t o m a i n s p l i t 1 p r i o r i t y l o w
2 w ai t t i m e 998 s e c s h e a r i n g r i n g b ack

Th e C M S w ill s t o p a ccu m u la t in g v e ct o r - r e la t e d d a t a a ft e r 2 s e co n d s o n ca ll s u n d e r Ve ct o r 1 6 ’ s
co n t r o l. N o t s o fo r Ve ct o r 1 7 : v e ct o r d a t a w ill co n t in u e t o b e a ccu m u la t e d o n 1 7 ’ s ca ll s fo r 9 9 8
s e co n d s (o v e r 1 6 m in u t e s ). Fo r b o t h v e ct o r s , h o w e v e r , t h e VD N a n d s p lit s t a t is t ics w ill b e
a ccu m u la t e d fo r a s lo n g a s t h e ca ll la s t s .
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Th u s , t h e ‘ ‘ To t a l Tim e in Ve ct o r ’ ’ s t a t is t ic in t h e h is t o r ica l v e ct o r r e p o r t s w o u ld s h o w d iffe r e n t
r e s u lt s fo r Ve ct o r s 1 6 a n d 1 7 . Th e ‘ ‘ To t a l Tim e in VD N ’ ’ s t a t is t ic in t h e h is t o rica l VD N r e p o r t s
w o u ld n o t b e a ffe ct e d b y t h is d iffe r e n ce . A ls o , t h e n u m b e r o f a b a n d o n e d a n d a n s w er e d ca lls
co u ld d iffe r in VD N a n d v e ct o r r e p o r t s if Ve ct o r 1 6 w e r e u s e d .
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A g e n t C a l l H a n d l i n g i n a V e c t o r i n g A C D
Th e w a y a g e n t s h a n d le ca lls in a v e ct o r in g A C D is a lm o s t t h e s a m e a s t h e w a y t h ey h a n d le
ca ll s in a n o n - v e ct o r in g A C D . M o s t v e ct o r s s e n d ca lls t o s p lit s , a n d t h e ca lls a r e th e n
d is t r ib u t e d t o a g e n t s a cco r d in g t o t h e s p e cifie d A C D m e t h o d . In m o s t ca s e s , a ca ll is co n n e ct e d
t o a n a g e n t o r t h e ca lle r a b a n d o n s , a n d v e ct o r p r o ce s s in g e n d s fo r t h a t ca ll . A s ca lls co m p le t e
a n d t e r m in a t e , a g e n t s ch a n g e t h e ir s t at e s a cco r d in g ly . (S e e A p p e n d ix C , ‘ ‘ A C D B a s ics , ’ ’ in t h e
C a ll M an ag em en t Sy st em A d m i n i st ra t i o n [ 5 8 5 - 2 1 5 - 5 0 4 ] fo r a d e s cr ip t io n o f a g e n t s t a t e s . ) A s
a g e n t s ch a n g e s t a t e s , ch a n g e o f s t a t u s m e s s a g e s a r e s e n t t o t h e 3 B co mp u t e r fo r co ll e ct io n in t h e
C M S d a t a b a s e .

In a n o n - v e ct o r in g A C D , a g e n t s in a s p lit t e n d t o r e ce iv e ca ll s fr o m a fixe d s e r ie s o f p ub lis h e d
n u m b e r s a n d t r u n k g r o u p s . In a v e ct o r in g A C D , s in ce a s p lit m a y b e m a p p e d q u it e fr e e ly
a cr o s s m a n y v e ct o r s , a n a g e n t in a s p lit m a y h a v e t o h a n d le ca ll s fr o m a w id e va r ie t y o f
s o u r ce s . A s a r e s u lt , t h e ca p a b ilit y o f a g e n t s in a s p lit t o h a n d le a v e ct o r ’ s ca lls s h o u ld b e
co n s id e r e d b e fo r e s p e cify in g t h e s p lit a s a m a in o r b a ck u p s p lit in t h e v e ct o r .

V o i c e T e r m i n a l D i s p l a y s f o r A g e n t s

A g e n t s w it h d is p la y v o ice t e r m in a ls m a y s e e a d is p la y id e n t ify in g t h e s o u r ce o f a ca ll (if D ia le d
N u m b e r Id e n t ifica t io n S e r v ice is a v a ila b le ). W it h v e ct o r in g , t h e ca ll id e n t ifica t io n d is p la y e d o n
a n a g e n t ’ s v o ice t e r m in a l co n s is t s o f a t le a s t t w o fie ld s (m o r e , if q u e u e s t a t us d is p la y is a ct iv e ):

[ S o u r c e o f c a l l ] t o [ V D N n a m e o r n u m b e r ]

Th is fo r m a t is e s p e cia ll y u s e fu l w h e n e a ch VD N is s e t u p t o r e ce iv e ca ll s fo r a ce r t a in p r o d uct
o r s e r v ice , a n d s e v e r a l VD N s t e r m in a t e t o o n e v e ct o r a n d s p lit . W it h t h is fo r m a t, a s p lit ’ s
a g e n t s ca n e a s ily d e a l w it h ca ll s fo r m u lt ip le p r o d u ct s b e ca u s e t h e ir v o ice t e r m in als w ill n o t ify
t h e m o f t h e p r o d u ct o r s e r v ice a s s o cia t e d w it h t h e ca ll.

F o r e xa m p le , a n a g e n t m ig h t b e t r a in e d t o a n s w e r : ‘ ‘ H e ll o . . . P r o d u ct A s a le s ’ ’ w h e n h e o r s h e
s e e s t h is d is p la y w it h a VD N n a m e :

t r u n k g r o u p t o P r o d u c t A S a l e s

Th e s a m e a g e n t co u ld t h e n a n s w e r : ‘ ‘ H e ll o . . . P r o d u ct B S a le s , ’ ’ w h e n t h is dis p la y a p p e a r e d :

t r u n k g r o u p t o P r o d u c t B S a l e s

‘ ‘ P r o d u ct A Sa le s ’ ’ a n d ‘ ‘ P r o d u ct B S a le s ’ ’ w o u ld b e t h e N a m e s D a t a b a s e e nt r ie s a t t h e s w it ch
fo r t w o VD N s a s s ig n e d t o t h e s a m e v e ct o r . Th e s e m e s s a g e s w o u ld a p p e a r fo r ca lls r ou t e d
t h r o u g h t h e s e t w o VD N s , in d e p e n d e n t o f t h e a s s ig n e d v e ct o r o r s p lit s w it h in th e v e ct o r .
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W it h VD N s a s ca ll id e n t ifie r s , a v a r ie t y o f t r u n k g r o u p s ca n a ls o b e m a p p e d t o o n e VD N
(in clu d in g D ID , C O , Tie , a n d FX t r u n k g r o u p s ), a n d ca ll s ca r r ie d o n t h o s e t r u n k g r o up s w ill
s h o w t h e s a m e t e r m in a l m e s s a g e fo r t h e s a m e p r o d u ct .

N O T E If s p lit s h a n d le m o r e t h a n o n e p r o d u ct , s p lit r e p o r t s w ill n o t d is t in g u is h ca ll t r a ffic fo r
s p e cific p r o d u ct s . So , C M S p r o v id e s VD N r e p o r t s t o co ll e ct a n d d is p la y ca ll t r a ffic
d a t a o n VD N s u s e d a s ca ll - id e n t ifie r s .
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R e q u i r e d S w i t c h A d m i n i s t r a t i o n f o r
V e c t o r i n g

Th e M A A P , VM A A P , S M T, o r a n o t h e r s y s t e m m a n a g e m e n t t o o l is u s e d b y t h e sw it ch
a d m in is t r a t o r t o a d m in is t e r t h e C a ll Ve ct o r in g fe a t u r e a t t h e s w it ch . Th e s w it ch ad m in is t r a t o r
m u s t p e r fo r m t h e fo ll o w in g t a s k s a n d p r o ce d u r e s w it h t h e s y s t e m m a n a g em e n t co n t r o l b e fo r e
t h e C M S v e ct o r in g fe a t u r e ca n o p e r a t e :

Cre at i o n o f V D N s
VD N s a r e a d m in is t e r e d a s ‘ ‘ d u m m y ’ ’ o r ‘ ‘ s o ft ’ ’ e xt e n s io n s . P r o ce d u r e 0 0 0, W o r d 1 is
a d m in is t e r e d w it h ‘ ‘ Ve ct o r in g D ir e ct o r y N u m b e r ’ ’ a s t h e p o r t t y p e , a n d n o e q u ip m e n t
lo ca t io n .

A s s i g n m e n t o f V D N s t o V e ct o r s
VD N s a r e in it ia ll y a s s ig n e d t o v e ct o r s in P r o ce d u r e 0 3 1 , W o r d 1 .

A s s i g n m e n t o f T r u n k G r o u p s to V D N s
Tr u n k g r o u p s a r e in it ia ll y a s s ig n e d t o VD N s in P r o ce d u r e 0 3 1 , W o r d 2 .

A s s i g n m e n t o f N am e s
N a m e s a r e a s s ig n e d t o b o t h t r u n k g r o u p s a n d VD N s in t h e s w it ch N a m e s D a ta b a s e u s in g
P r o ce d u r e 0 1 2 . Th e s e n a m e s a p p e a r o n t h e v o ice t e r m in a l d is p la y s o f a g e nt s a s t h e s o u r ce
a n d d e s t in a t io n o f ca ll s .

N O T E Y o u s h o u ld u s e t h e n a m e s a s s ig n e d in t h e s w it ch N a m e s D a t a b a s e a s t h e n a m es
(s y n o n y m s ) y o u a s s ig n in t h e C M S D ict io n a r y . Th is w ill e n s u r e t h a t t h e n a m e s
a p p e a r in g in C M S r e p o r t s a n d s cr e e n s m a t ch t h o s e a p p e a r in g o n a g e n t v o ice
t e r m in a ls .

CM S M e as u r e m e n t o f V D N s
P r o ce d u r e 0 3 1 , W o r d 1 in it ia ll y a s s ig n s C M S m e a s u r e m e n t t o a VD N ; P r o ce d u r e 11-5
in it ia lly a s s ig n s C M S m e a s u r e m e n t t o a t r u n k g r o u p u s e d fo r v e ct o r in g . Th e s e p r o ce d u r e s
m u s t b e p e r fo r m e d fo r e a ch VD N a n d t r u n k g r o u p . Lim it s o f 1 2 8 v e ct o r s (t h e P B X ’ s lim it )
a n d 2 5 5 VD N s (a C M S lim it ) e xist fo r t h e n u m b e r t h a t ca n b e m e a s u r e d . Th e C M S
a d m in is t r a t o r ca n ch e ck t h e n u m b e r o f m e a s u r e d v e ct o r s a n d VD N s u s in g t h e
M a in t e n a n ce — S e s s io n St a t u s s cr e e n . (S e e C h a p t e r 1 1 , ‘ ‘ M a in t e n a n ce , ’ ’ in th e C a ll
M an ag em en t Sy st em A d m i n i st ra t i o n [ 5 8 5 - 2 1 5 - 5 0 4 ] fo r m o r e in fo r m a t io n a b o u t t h e S e s s io n
St a t u s s cr e e n . )

V e ct o r S p e ci f i ca t i o n s
Ve ct o r s ca n b e cr e a t e d a n d d e fin e d a t t h e s w it ch o r w it h in C M S . Ve ct o r s p e cifica t io ns a r e
a d m in is t e r e d a t t h e s w it ch u s in g P r o ce d u r e 0 3 0 , W o r d 3 .
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‘ ‘ Ro u t e t o ’ ’ D e s t i n at i o n s
A n A b b r e v ia t e d D ia l (A D ) g r o u p lis t fo r t h e C a ll Ve ct o r in g fe a t u r e m u s t b e a s s ig n ed a t t h e
s w it ch u s in g P r o ce d u r e 0 3 0 , W o r d 1 . Th e n u m b e r s in t h e A D g r o u p lis t , w h ich r e p r es e n t
t h e d e s t in a t io n s ca lls m a y b e r o u t e d t o , m u s t b e d e fin e d a t t h e s w it ch u s in g Pr o ce d u r e 0 5 9 ,
W o r d s 1 , 2 , a n d 3 . Fo r e xt e r n a l d e s t in a t io n s , A u t o m a t ic Ro u t e S e le ct io n (A RS) o r
A u t o m a t ic A lt e r n a t e Ro u t in g (A A R) t a b le s m u s t a ls o b e cr e a t e d a t t h e s w it ch . Th es e t a b le s
d e fin e a lt e r n a t e t r u n k r o u t e s t h a t ca ll s ca n u s e t o r e a ch d e s t in a t io n s o u t sid e o f t h e lo ca l
s w it ch (t h r o u g h a p r iv a t e n e t w o r k o r t h e p u b lic n e t w o r k ). Re fe r t o t h e DE F I N I T Y
C o m m u n i ca t i o n s Sy st em Gen eric 2 an d Sy st em 85 F ea t u res Descrip t i o n (5 5 5 - 1 0 3 - 3 0 1 ) fo r
A RS/ A A R a n d D C S p r o ce d u r e s .

A ls o , a co n t r o ll in g e xt e n s io n fo r t h e A D g r o u p lis t m a y b e a s s ig n e d a t t h e s w it ch (P r o c
0 5 9 , W o r d 1 ). Th is a s s ig n m e n t g iv e s t h e v o ice t e r m in a l a t t h a t e xt e n s io n co n t r o l of t h e
n u m b e r s o n t h e A D g r o u p lis t .
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C o n f i g u r i n g V e c t o r s

Th e Ve ct o r in g fe a t u r e g iv e s t h e C M S a n e xp a n d e d r o le in t h e co n fig u r a t io n o f A C D ca ll
h a n d lin g b e ca u s e C M S is e a s ie r a n d m o r e co n v e n ie n t t o u s e fo r v e ct o r a d m in is t r a t io n t h a n t h e
s w it ch s y s t e m m a n a g e m e n t t o o ls . To co n t r o l t h e co n fig u r a t io n o f y o u r v e ct o r s, y o u ca n
p e r fo r m t h e fo ll o w in g t a s k s :

M o v e t r u n k g r o u p s t o o t h e r VD N s (Co n f i g u r at i o n - T r u n k Gro u p A s s i g n m e n ts
s cr e e n ).

M o v e VD N s t o o t h e r v e ct o r s (Co n f i g u r at i o n - V e ct o r D i r e ct o r y N u m b e r
A s s i g n m e n t s cr e e n ).

C r e a t e a n d s p e cify v e ct o r s (Co n f i g u r at i o n - V e ct o r S p e ci f i ca t i o n s s cr e e n ).

Vie w , fo r a s p e cific s p lit , t h e lis t o f v e ct o r s t h a t t r y t o q u e u e ca ll s t o t h a t s p lit
(Co n f i g u r at i o n - V e ct o r S p l i t Re f e r e n ce s s cr e e n ).

Th e Ve ct o r in g fe a t u r e in t h e A C D / C M S e n v ir o n m e n t m a k e s ce r t a in fe a t u r e s o f a s t a n d a r d C M S
u n n e ce s s a r y . Th e d ir e ct a s s ig n m e n t o f t r u n k g r o u p s t o s p lit s is n o lo n g e r n e ce s s ar y s in ce t r u n k
g r o u p s a r e in d ir e ct ly a s s ig n e d t o s p lit s t h r o u g h t r u n k g r o u p t o VD N a s s ig n m e nt s , VD N t o
v e ct o r a s s ig n m e n t s , a n d v e ct o r q u e u in g t o s p lit s . A ls o , t h e in t r a flo w fu n ct io n h as b e e n r e p la ce d
b y t h e ‘ ‘ ch e ck b a ck u p s p lit ’ ’ a n d ‘ ‘ r o u t e t o ’ ’ v e ct o r in g s t e p s . Th e r e fo r e , t he C M S w ill r e p o r t t h a t
a ca ll h a s b e e n flo w e d in o r flo w e d o u t w h e n a ‘ ‘ ch e ck b a ck u p s p lit ’ ’ r o u t e s a ca ll t o a n o t h e r
s p lit o r a ‘ ‘ r o u t e t o ’ ’ co m m a n d r o u t e s a ca ll t o a n o t h e r in t e r n a l d e s tin a t io n . Th e ‘ ‘ r o u t e t o ’ ’
co m m a n d , w h e n r o u t in g ca ll s t o e xt e r n a l d e s t in a t io n s , a ls o r e p la ce s t h e in t e r flo w fu n ct io n .

N a t u r a ll y , t h e s p lit s u p e r v is o r ’ s a b ilit y t o a d m in is t e r in t r a flo w fr o m h is o r h e r vo ice t e r m in a l
h a s b e e n e lim in a t e d w it h t h e in t r a flo w fe a t u r e .

Sp lit - b y - s p lit a d m in is t r a t io n o f a n n o u n ce m e n t a n d a n n o u n ce m e n t d e la y h a s b e e n r ep la ce d b y
t h e ca ll- o r ie n t e d a n n o u n ce m e n t a n d d e la y fe a t u r e a d m in is t e r e d u s in g t h e ‘ ‘w a it , ’ ’ ‘ ‘ d is co n n e ct , ’ ’
a n d ‘ ‘ a n n o u n ce m e n t ’ ’ v e ct o r in g co m m a n d s .

Th e s p lit ’ s Q u e u e D ir e ct o r y N u m b e r (Q D N ) h a s b e e n e lim in a t e d in a v e ct o r in g e n v ir on m e n t .
A ll ca lls a r e r o u t e d e it h e r d ir e ct ly (in t e r n a l ca lls o r e xt e r n a l d ia l- r e p e a t in g ) o r in d ir e ct ly (a u t o - in )
t o VD N s .

Th e a b ilit y t o s p e cify a s p lit a s t h e fin a l p o in t in a co v e r a g e p a t h is r e p la ce d b y t h e u s e o f
VD N s a s t h e fin a l p o in t in a co v e r a g e p a t h . C a ll Fo r w a r d in g — B u s y a n d D o n ’ t An s w e r a n d
C a ll Fo r w a r d in g — D o n ’ t A n s w e r ca n n o t b e u s e d t o fo r w a r d ca ll s t o a VD N ; C a ll Fo r w a r d in g —
F o ll o w M e ca n . H o w e v e r , n o n e o f t h e C a ll Fo r w a r d in g fe a t u r e s ca n fo r w a r d ca lls f r o m a VD N .
DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 2 an d Sy st em 85 F ea t u res Descrip t i o n (5 5 5 - 1 0 4 - 3 0 1 )
co v e r s t h e in t e r a ct io n s o f C a ll Ve ct o r in g w it h o t h e r s w it ch fe a t u r e s .
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N O T E Th e C o n fig u r a t io n — S p lit P a r a m e t e r s s cr e e n a n d t h e C o n fig u r a t io n — Sp lit Tr u n k
G r o u p A s s ig n m e n t s s cr e e n a r e n o t a v a ila b le in C M S w it h v e ct o r in g b e ca u s e t h e
fu n ct io n s o f t h o s e s cr e e n s a r e n o lo n g e r n e ce s s a r y .

G e n e r a t i n g R e p o r t s

C M S co ll e ct s VD N a n d v e ct o r d a t a a n d s t o r e s it in VD N a n d Ve ct o r file s in e a ch o f t h e C M S
d a t a b a s e s . Y o u ca n v ie w t h is d a t a b y a cce s s in g t h e fo llo w in g r e p o r t s t h a t co v e r v e ct o r in g :

St a n d a r d Re a l- t im e Re p o r t s , s p e cifica lly t h e Ve ct o r S t a t u s a n d VD N S t a t u s Re p o rt s .
Y o u a d m in is t e r a n d o r d e r t h e s e r e p o r t s in t h e Re p o r ts s u b s y s t e m .

St a n d a r d H is t o r ica l Re p o r t s , s p e cifica lly t h e D a ily , W e e k ly , a n d M o n t h ly Ve ct o r
Re p o r t s , a n d t h e D a ily , W e e k ly , a n d M o n t h ly VD N Re p o r t s . Y o u a d m in is t e r a n d
o r d e r t h e s e r e p o r t s in t h e Re p o r ts s u b s y s t e m .

Th e D a ily Ve ct o r Ex ce p t io n s Re p o r t , w h ich y o u a d m in is t e r a n d o r d e r in t h e
E x ce p t i o n s s u b s y s t e m .

N O T E F o r m o r e in fo r m a t io n o n h o w C M S d a t a b a s e s a r e o r g a n iz e d , s e e C h a p t e r 5 in th e C a ll
M an ag em en t Sy st em Cu st o m R ep o rt s (5 8 5 - 2 1 5 - 5 0 3 ).

Y o u ca n a ls o cr e a t e cu s t o m r e p o r t s o n v e ct o r s a n d VD N s u s in g t h e Cu s t o m Re p o r ts Cre at i o n
s u b s y s t e m a n d t h e C a lcu la t io n s a n d C o n s t a n t s p o r t io n s o f t h e D i ct i o n ary s u b s y s t e m .

Ve ct o r in g d a t a ca n b e s t o r e d fo r u p t o 3 1 d a y s fo r h a lf- h o u r d a t a a n d 3 8 7 d a ys fo r d a ily d a t a .
Th e s e p e r io d s r e p r e s e n t t h e m a xim u m a g e s o f v e ct o r in g d a t a t h a t ca n a p p ea r in a r e p o r t . Th e s e
p a r a m e t e r s a r e a d m in is t e r e d b y t h e C M S a d m in is t r a t o r fr o m t h e M ai n te n an ce — A r ch i v e
Param e t e r s s cr e e n .

Ve ct o r a n d VD N s y n o n y m s ca n a ls o b e a s s ig n e d t o v e ct o r s a n d VD N s t o r e p la ce t h e s w it ch
id e n t ifie r s in r e p o r t s fo r m o r e m e a n in g fu l d is p la y s . Y o u a s s ig n t h e s e s y n o n y m s in t h e
D i ct i o n ary s u b s y s t e m .

N O T E D o n o t co n fu s e t h e s e s y n o n y m s w it h N a m e s D a t a b a s e n a m e s fo r VD N s a n d t ru n k
g r o u p s . N a m e s D a t a b a s e n a m e s a r e s w it ch - r e s id e n t . A n e ffo r t s h o u ld b e m a de t o
co o r d in a t e n a m e s in t h e C M S D ict io n a r y a n d t h o s e in t h e s w it ch N a m e s D a t a ba s e .
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A d m i n i s t e r i n g V e c t o r A c c e s s

Y o u m u s t a d m in is t e r r e a d a n d w r it e a cce s s p e r m is s io n s t o C M S u s e r s fo r s p e cific v ect o r s cr e a t e d
in C M S (A d m i n i s t r ati o n - V e ct o r A cc e s s s cr e e n ). Re a d p e r m is s io n a ll o w s a C M S u s e r t o v ie w
v e ct o r r e p o r t s a n d p a r a m e t e r s e s t a b lis h e d fo r v e ct o r s . W r it e p e r m is s io n allo w s a C M S u s e r t o
cr e a t e o r ch a n g e p a r a m e t e r s fo r a s p e cific v e ct o r .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 2-3 3



U si ng CMS W i t h V e c t or i ng

N O T E S
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G e n e r a l I n f o r m a t i o n
Th is ch a p t e r g iv e s a n o v e r v ie w o f t h e C a ll Ve ct o r in g fe a t u r e o n t h e D EF IN ITY
C o m m u n ica t io n s Sy s t e m G e n e r ic 3 i. Th is fe a t u r e is u s e d w it h t h e A u t o m a t ic C a ll D is t r ib u t io n
fe a t u r e t o g r e a t ly e n h a n ce t h e ca ll- h a n d lin g ca p a b ilit ie s o f a ca ll ce n t e r . Th is ch a pt e r a ls o g iv e s
a n o v e r v ie w o f o t h e r s w it ch fe a t u r e s t h a t m a y b e u s e d in co n ju n ct io n w it h C a ll Ve ct o r in g .
Th e s e fe a t u r e s a r e :

C a ll P r o m p t in g

A d ju n ct Ro u t in g (n o t a ct u a ll y a fe a t u r e , b u t a ca p a b ilit y o f C a ll Ve ct o r in g a v a ila b le
w it h t h e A d ju n ct / S w it ch A p p lica t io n In t e r fa ce [ A S A I] fe a t u r e )

L o o k A h e a d In t e r flo w

Th e Ve ct o r in g fe a t u r e o f t h e 3 B C a ll M a n a g e m e n t S y s t e m , Re le a s e 2 , is u s e d t o g e n e r a t e C M S
r e p o r t s a b o u t v e ct o r s a n d Ve ct o r D ir e ct o r y N u m b e r s (VD N s ) o n a G e n e r ic 3 i sw it ch t h a t h a s
C a ll Ve ct o r in g .

N O T E In g e n e r a l, y o u ca n n o t u s e 3 B C M S t o a d m in is t e r t h e C a ll Ve ct o r in g fe a t u r e o f th e
s w it ch . S e e ‘ ‘ Ve ct o r D ir e ct o r y N u m b e r A s s ig n m e n t s ’ ’ in C h a p t e r 6 fo r in fo r m a t io n o n
v e ct o r in g a d m in is t r a t io n y o u ca n d o w it h 3 B C M S .

N O T E Th e 3 B C M S ca n a ls o o p e r a t e o n G e n e r ic 3 i s w it ch e s t h a t d o n o t h a v e t h e Ca ll
Ve ct o r in g fe a t u r e .

Se e DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 1 an d Gen eric 3i F ea t u re Descrip t i o n (5 5 5 - 2 0 0 - 2 0 1 )
o r DE F I N I T Y C o m m u n i ca t ion s Sy st em Gen eric 3i I m p l em en t at i o n (5 5 5 - 2 3 0 - 6 5 0 ) fo r m o r e
in fo r m a t io n a b o u t t h e C a ll Ve ct o r in g , C a ll P r o m p t in g , A S A I, a n d Lo o k A h e a d In t e rflo w
fe a t u r e s .
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G e ne r a l Infor ma ti on

Th e fo llo w in g t e r m s a r e u s e d t h r o u g h o u t t h is d o cu m e n t t o d e s cr ib e C a ll Ve ct o rin g a n d r e la t e d
fe a t u r e s .

T a b l e 3-1 Ca l l V e ct o r i n g T e r m s

v e ct o r A p r o g r a m m e d s e t o f ca ll - p r o ce s s in g s t e p s .

O n e a ct io n o r t r e a t m e n t t h a t a ca ll m a y
r e ce iv e .

s t e p

Th e k e y w o r d o f a s t e p t h a t d e s cr ib e s t h e
a ct io n o r ca ll t r e a t m e n t .

co m m a n d

P a r t o f a co m m a n d t h a t s p e cifie s u n d e r
w h a t cir cu m s t a n ce s t h e co m m a n d is
e xe cu t e d .

co n d it io n

Ve ct o r D ir e ct o r y N u m b e r , t h e n u m b e r
d ia le d t o e n t e r v e ct o r p r o ce s s in g . C a n b e
a cce s s e d b y a u t o m a t ic- in o r d ia l- r e p e a t in g
t r u n k s , o r b y lo ca l s t a t io n u s e r s .

VD N

3-2 Ge n e r i c 3 i C a l l V e c t o r i n g F e a t u r e D e s c r i p t i o n



T h e C o n c e p t o f V e c t o r i n g

V e c t o r s a n d V D N s

C a ll Ve ct o r in g is a h ig h ly fle xib le w a y o f p r o ce s s in g in co m in g ca lls t o t h e G e n e r ic 3 i s w it ch .
C a ll Ve ct o r in g co n s is t s o f t w o b a s ic co m p o n e n t s — v e ct o r s a n d Ve ct o r D ir e ct o r y N um b e r s
(VD N s ).

A v e ct o r is a s e t o f co m m a n d s t h a t s p e cifie s t h e t r e a t m e n t fo r s p e cific in co m in g ca lls . C a ll
t r e a t m e n t in clu d e s : q u e u in g ca lls t o o n e o r m o r e A C D s p lit s , g iv in g ca ll e r fe e d b ack (s u ch a s
m u s ic o r r in g in g ), ch e ck in g t h e s t a t u s o f b a ck u p s p lit s , p la y in g a n n o u n ce m e n t s , r o u t in g ca ll s t o
in t e r n a l o r e xt e r n a l d e s t in a t io n s , a n d m o r e . C a ll t r e a t m e n t ca n ch a n g e au t o m a t ica ll y b a s e d o n
t im e o f d a y a n d d a y o f w e e k , t h e a m o u n t o f t im e t h e o ld e s t ca ll in q u e u e h as w a it e d , o r
ch a n g in g t r a ffic o r s t a ffin g co n d it io n s . A v e ct o r m a y h a v e u p t o 1 5 s t e p s a n d ca n be cr e a t e d
u s in g t h e D EF IN ITY M a n a g e r I.

V D N s a r e 1 - t o 5 - d ig it s w it ch e xt e n s io n n u m b e r s t h a t p r o v id e a cce s s t o v e ct o r s , t h e re b y
e n a b lin g lo ca l a n d in co m in g ca lls t o b e p r o ce s s e d b y v e ct o r s . VD N s a r e n o t a s s ig n e d t o a ct u a l
t e le p h o n e lin e s co n n e ct e d t o a g e n t s .

F o r a ca ll o n a n a u t o m a t ic- in t r u n k g r o u p , t h e C e n t r a l O ffice (C O ) s e iz e s a t r u n k t o t h e s w it ch .
Th e s w it ch co n n e ct s t h e ca ll t o t h e VD N t h e t r u n k g r o u p is a s s ig n e d t o a n d t h e n to t h e v e ct o r
t h e VD N is a s s ig n e d t o . Th u s , fo r a u t o m a t ic- in t r u n k g r o u p s , t h e n u m b e r d ia le d by t h e ca ll e r
m a y n o t h a v e t h e s a m e d ig it s a s t h e VD N .

F o r a ca ll o n a d ia l- r e p e a t in g t r u n k g r o u p [ a ls o k n o w n a s a D ir e ct In w a r d D ia l (D ID ) t r u n k
g r o u p ] , t h e C O p a s s e s t h e fin a l d ig it s o f t h e ca ll t o t h e s w it ch , w h ich r e co g n iz e s t h e d ig it s a s a
VD N a n d co n n e ct s t h e t r u n k t o t h e VD N . Th e n t h e s w it ch co n n e ct s t h e ca ll t o t h e v ect o r t h e
VD N is a s s ig n e d t o . Th u s , fo r d ia l- r e p e a t in g t r u n k g r o u p s , t h e fin a l d ig it s d ia le d b y t h e ca lle r
ar e t h e VD N .

F o r 1 - 8 0 0 a n d 1 - 9 0 0 s e r v ice u s in g A T&T M e g a co m t r u n k g r o u p s , t h e A T&T n e t w o r k
d e t e r m in e s a ca ll ’ s o r ig in a n d a s s ig n s D ia le d N u m b e r Id e n t ifica t io n S e r v ice (D N IS ) d ig it s t o t h e
ca ll . Th e C O p a s s e s t h e D N IS d ig it s t o t h e s w it ch o v e r a D ID t r u n k g r o u p . Th e s e s am e d ig it s
a r e a s s ig n e d in t h e s w it ch a s a VD N . W h e n t h e s w it ch r e ce iv e s t h e D N IS d ig it s , it r eco g n iz e s
t h e m a s a VD N a n d co n n e ct s t h e ca ll t o t h e a s s ig n e d v e ct o r . Th e r e fo r e , w it h M e g aco m , t h e
D N IS a s s ig n e d t o a ca ll b y t h e A T&T n e t w o r k m u s t m a t ch t h e VD N a d m in is t e r e d in t h e s w it ch .

A VD N m a y a ls o b e d ia le d fr o m a v o ice t e r m in a l co n n e ct e d t o t h e s w it ch . In t h is ca s e , o n ly t h e
VD N d ig it s m u s t b e d ia le d . Th e ca ll w ill t h e n co n n e ct t o t h e v e ct o r t h e VD N is a s s ig n e d t o .

VD N s ca n b e r e a s s ig n e d t o d iffe r e n t v e ct o r s o r d e a ct iv a t e d w h ile s t ill b e in g r e t ain e d in m e m o r y
in t h e s w it ch .
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T he C onc ept of V e c t or i ng

H o w C a l l V e c t o r i n g A f f e c t s C a l l R o u t i n g a n d
T r e a t m e n t

Th e w a y a n A C D d e t e r m in e s h o w t o p r o ce s s in co m in g ca ll s is q u it e d iffe r e n t w h e n C all
Ve ct o r in g is u s e d . W it h a n o n - v e ct o r in g A C D , a t r u n k ca ll e n t e r s t h e A C D a n d is r o u t e d t o a
s p lit . If t h e ca ll is n o t im m e d ia t e ly a n s w e r e d b y a n a g e n t in t h e s p lit , e it h e r t he ca ll w ill b e
p la ce d in t h e s p lit ’ s q u e u e a n d g iv e n t r e a t m e n t s u ch a s r e co r d e d a n n o u n ce m e nt s o r m u s ic, o r
t h e ca ll w ill b e in t r a flo w e d (fo r w a r d e d ) t o a n o t h e r d e s t in a t io n . Th e b a s is fo r t he t r e a t m e n t o f
a n in co m in g ca ll , t h e r e fo r e , is t h e s p lit t o w h ich t h e ca ll’ s t r u n k g r o u p is a s s ig n e d a n d th e
p a r a m e t e r s o f t h e s p lit .

In a v e ct o r in g A C D , t h e ca ll m u s t p a s s t h r o u g h a v e ct o r o n it s w a y t o a s p lit — if a s p lit is it s
d e s t in a t io n . A s a r e s u lt , t h e v e ct o r b e co m e s t h e fo ca l p o in t fo r ca ll h a n d lin g r at h e r t h a n t h e
s p lit . A s s o o n a s a VD N co n n e ct s t o a v e ct o r , v e ct o r p r o ce s s in g s t a r t s . Th e fir s t s te p in t h e
v e ct o r m a y q u e u e t h e ca ll t o t h e s p lit t h a t t y p ica ll y a n s w e r s t h is t y p e o f ca ll . If a n a g e n t is n o t
im m e d ia t e ly a v a ila b le t o a n s w e r t h e ca ll, a n a n n o u n ce m e n t co u ld b e p la y e d o r t he s t a t u s o f
o t h e r s p lit s co u ld b e ch e ck e d t o s e e if t h e y co u ld a n s w e r t h e ca ll m o r e q u ick ly . Th u s , v e ct o r s
o p e r a t e in d e p e n d e n t o f s p lit s . Th e s t e p s t h a t m a k e u p a v e ct o r s p e cify a ca ll’ s t r e a t m e n t , t h e
o r d e r in w h ich t r e a t m e n t s a r e g iv e n , a n d t h e co n d it io n s u n d e r w h ich t r e a t m e nt a r e g iv e n .

N O T E A s a r e s u lt o f v e ct o r p r o ce s s in g , a ca ll m a y b e q u e u e d t o a s m a n y a s t h r e e s p lit s
s im u lt a n e o u s ly . Th is ca p a b ilit y , ca ll e d m u l t i p l e s p l i t q u e u i n g, is a v a ila b le o n ly o n a
s w it ch t h a t h a s t h e C a ll Ve ct o r in g fe a t u r e .

A VD N ca n b e a s s ig n e d t o o n e o r m o r e t r u n k g r o u p s , w h ich n o r m a lly h a n d le o n e t yp e o f ca ll
— fo r e xa m p le , a 1 - 8 0 0 n u m b e r t h a t h a n d le s r e s e r v a t io n s o r a lo ca l cu s t o m e r s er v ice n u m b e r .
H o w e v e r , m o r e t h a n o n e VD N ca n b e a s s ig n e d t o a v e ct o r , s o a s in g le v e ct o r ca n p ro ce s s a
v a r ie t y o f ca ll t y p e s . Fu r t h e r m o r e , m o r e t h a n o n e v e ct o r ca n s e n d ca ll s t o a p ar t icu la r s p lit , a n d
ca ll s s e n t fr o m d iffe r e n t v e ct o r s ca n b e a s s ig n e d d iffe r e n t p r io r it y le v e ls .

Th is m u lt i- VD N ca ll h a n d lin g in v e ct o r s a n d s p lit s o ffe r s co n s id e r a b ly m o r e fle xib ilit y t h a n t he
u s u a l s in g le - p u r p o s e s p lit co n fig u r a t io n s co m m o n t o n o n - v e ct o r in g s y s t e m s. Y e t , b e ca u s e o f t h e
a v a ila b ilit y o f s t a n d a r d r e p o r t s o n VD N s , ca ll s ca n s t ill b e t r a ck e d b y t y p e o r p u r p os e .
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V e c t o r i n g A p p l i c a t i o n s

Ve ct o r s ca n b e u s e d t o p r o ce s s A C D a n d n o n - A C D ca ll s . H o w e v e r , m a n a g in g th e q u e u e s o f
A C D s p lit s is t h e p r im a r y a p p lica t io n o f v e ct o r in g . Q u e u in g ca ll s t o A C D s p lit s w h ile p r o v id in g
a s e r ie s o f o t h e r ca ll t r e a t m e n t s is o n e w a y a v e ct o r m a n a g e s a q u e u e . O th e r v e ct o r in g
a p p lica t io n s in clu d e :

M u lt ip le s p lit q u e u in g

A v e ct o r ca n s im u lt a n e o u s ly q u e u e ca lls t o a s m a n y a s 3 s p lit s . M u lt ip le s p lit
q u e u in g ca n g r e a t ly r e d u ce t h e r is k o f ca ll s w a it in g t o o lo n g w h e n a n y o n e s p lit h a s
m a n y ca ll s in q u e u e .

Sp e cia l t r e a t m e n t fo r s e le ct e d ca lle r s .

C a ll s fr o m p r e fe r r e d cr e d it ca r d cu s t o m e r s ca n r e ce iv e p r io r it y t r e a t m e n t , y e t n ot
r e q u ir e h a n d lin g b y a s e p a r a t e s p lit . A g e n t s in t h e s a m e s p lit co u ld h a n d le bo t h
p r e fe r r e d cu s t o m e r s a n d a ll o t h e r cu s t o m e r s . A s m a n y a s fo u r p r io r it y le v e ls ca n b e
u s e d t o q u e u e ca ll s t o a s p lit . C a ll s t o d iffe r e n t VD N s ca n b e q u e u e d a t d iffe r e n t
p r io r it y le v e ls , w it h p r e fe r r e d cu s t o m e r s h a v in g ‘ ‘ t o p ’ ’ p r io r it y . Th is m e a n s th a t
w h e n a ll a g e n t s a r e b u s y , ca ll s fr o m p r e fe r r e d cu s t o m e r s g o t o t h e t o p o f t he q u e u e
a h e a d o f ca ll s a lr e a d y in q u e u e .

N ig h t t r e a t m e n t .

W h e n t h e o ffice is clo s e d , a v e ct o r co u ld r o u t e ca ll s t o a n a lt e r n a t e d e s t in a t io n , o r
p la y a n in fo r m a t io n a n n o u n ce m e n t a n d d is co n n e ct ca ll s . D u r in g b u s in e s s h o u rs ,
t h e s a m e v e ct o r co u ld s e n d ca ll s t o o n e o r m o r e A C D s p lit s .

O ff- lo a d in g e xce s s ca ll s r e s u lt in g fr o m p r o m o t io n s , s e a s o n a l t r e n d s , o r r e g u la r
d a y t im e flu ct u a t io n s in ca ll v o lu m e .

A v e ct o r co u ld t e s t a s p lit fo r t h e n u m b e r o f ca ll s in q u e u e . If t h e n u m b e r o f ca ll s
q u e u e d t o t h e s p lit w e r e b e lo w t h e s p e cifie d t h r e s h o ld , t h e v e ct o r w o u ld q u eu e t h e
ca ll t o t h a t s p lit . If t h e n u m b e r w e r e a b o v e t h e s p e cifie d t h r e s h o ld , t h e v e ct or
w o u ld b y p a s s t h a t s p lit a n d ch e ck t h e s t a t u s o f a n o t h e r s p lit , o r r o u t e t h e ca ll t o
a n o t h e r d e s t in a t io n .

Em e r g e n cy t r e a t m e n t fo r co n d it io n s s u ch a s b a d w e a t h e r (w h e n a g e n t s ca n n o t g e t
t o w o r k ) o r t e le co m m u n ica t io n s fa cilit ie s t h a t a r e n o t o p e r a t in g co r r e ct ly .

Re m o v a l o f s e le ct e d ca ll s fr o m t h e s y s t e m .
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A n s w e r S u p e r v i s i o n i n a V e c t o r i n g E n v i r o n m e n t

A n s w e r s u p e r v is io n is a s ig n a l, s e n t fr o m t h e s w it ch t o t h e s e r v in g C O , t h a t te ll s t h e C O t o
b e g in r e co r d in g t o ll ch a r g e s fo r a ca ll . H o w e v e r , w h ile a ca ll w a it s in q u e u e , A T&T A C D
s o ft w a r e m a y d e la y s e n d in g a n s w e r s u p e r v is io n s o t h a t t h e A C D o w n e r / op e r a t o r o r ca lle r ca n
a v o id e xce s s t o ll ch a r g e s . Th e ca lle r h e a r s C O r in g b a ck u n t il a n s w e r s u p e r v is io n is s e nt .

W it h ca ll v e ct o r in g , t h e d e s ir e t o d e la y a n s w e r s u p e r v is io n ca n in flu e n ce t h e ch o ice a n d o r d e r o f
ca ll t r e a t m e n t s s p e cifie d in a v e ct o r . A n s w e r s u p e r v is io n is s e n t w h e n e it h e r a ca ll is a n s w e r e d
o r b e fo r e t h e ca ll e r h e a r s a r e co r d e d a n n o u n ce m e n t o r m u s ic. A n s w e r s u p e rv is io n is a ls o s e n t
w h e n a ca ll is d is co n n e ct e d . *

Tr u n k r o u t in g fr o m t h e C O a ls o in flu e n ce s t h e t r ig g e r in g o f a n s w e r s u p e r v is io n. Fo r a n a u t o - in
t r u n k , w a it in g w it h s ile n ce t r ig g e r s a n s w e r s u p e r v is io n fo r t h e ca ll. O n t h e o t he r h a n d , w a it in g
w it h s ile n ce o n a d ia l- r e p e a t in g t r u n k d o e s n o t t r ig g e r a n s w e r s u p e r v is io n . Th e r e fo r e , w h e n
t r u n k r o u t in g t o a v e ct o r (v ia t h e VD N ) is ch a n g e d , t h e e ffe ct o n a n s w e r s u p e rv is io n s h o u ld b e
co n s id e r e d .

V e c t o r C o n t r o l o f A C D C a l l s

O n a G e n e r ic 3 i, y o u m u s t s p e cify w h e t h e r a s p lit is v e ct o r co n t r o ll e d o r n o t . Fo r ve ct o r -
co n t r o ll e d s p lit s , ca ll - t r e a t m e n t p a r a m e t e r s a r e a s s ig n e d o n a VD N o r v e ct o r b as is . Fo r n o n -
v e ct o r - co n t r o ll e d s p lit s , ca ll - t r e a t m e n t p a r a m e t e r s a r e a s s ig n e d o n a s plit b a s is .

V e ct o r - C o n t r o l l e d S p l i ts , a u t o m a t ic- in t r u n k g r o u p s a r e a s s ig n e d t o VD N s a n d e a ch VD N is
a s s ig n e d t o a v e ct o r . A C D ca ll s (a n d o t h e r in co m in g ca ll s ) a r e d ir e ct e d t o v e ct o rs t h a t s p e cify
b o t h t h e o r d e r in w h ich a n d t h e co n d it io n s u n d e r w h ich t r e a t m e n t s a r e g iv e n . C a ll t r e a t m e n t is
b a s e d o n t h e v e ct o r a n d t r e a t m e n t s s p e cifie d in t h e v e ct o r .

N o n - V e ct o r - C o n tro l l e d S p l i t s , a u t o m a t ic- in t r u n k g r o u p s a n d ca ll - t r e a t m e n t p a r a m e t e r s a r e
a s s ig n e d t o a p a r t icu la r A C D s p lit . A C D ca ll s g o d ir e ct ly t o a s p lit q u e u e a n d a r e g iv en t h e
t r e a t m e n t a s s ig n e d t o t h a t s p lit . C a ll t r e a t m e n t is b a s e d o n t h e s p lit a n d pa r a m e t e r s a s s ig n e d t o
t h e s p lit .

A s Figu r e 3 - 1 s h o w s , a s y s t e m ca n h a v e b o t h v e ct o r - co n t r o lle d a n d n o n - v e ct o r - co n tr o ll e d s p lit s .

* Exce p t w it h ISD N t r u n k s .
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T he C onc ept of V e c t or i ng

Sw it ch s o ft w a r e co n n e ct io n s=

A u t o - i n Tr u n k G r o u p
5 3 8 - 1 0 0 1

A u t o - i n Tr u n k G r o u p
5 3 8 - 1 0 0 0

D I D Tr u n k G r o u p
P r e f i x 5 3 8 -

5 3 8 - 1 0 0 5

5 3 8 - 1 0 0 3

Sp lit 4

A g e n t 1

A g e n t 2

A g e n t 1

A g e n t 2

Sp lit 3

N o n - v e cto r -

co n t r o lle d s p lit s

Sp lit 2

A g e n t 1

A g e n t 2

A g e n t 3

A g e n t 1

A g e n t 2

A g e n t 3

Sp lit 1

A u t o - i n Tr u n k G r o u p
5 3 8 - 1 0 0 2

A u t o - i n Tr u n k G r o u p

VD N 2 0 0 1

3 w a i t 2 0 s e c s h e a r i n g m u s i c

2 a n n o u n c e m e n t 3 3 4 4

Ve ct o r 1
1 q u e u e t o m a i n s p l i t 1 . .

6 r o u t e t o 2 0 0 1

5 w a i t 4 0 s e c s h e a r i n g m u s i c

4 c h e c k b a c k u p s p l i t 2 . . .

R o u t i n g t o
e x t e r n a l # 9 9 3 - 2 4 6 3 .

Ro u t in g to VD N 2 0 0 1 .

C a ll t r a n sfe r s o r

p e r s o n a l ca lls m a d e

b y a g e n t s.

Ve ct o r - co n t r o lle d

sp lit s

Ve ct o r 2
1 q u e u e t o m a i n s p l i t 2 . .

2 a n n o u n c e m e n t 3 3 4 4

3 w a i t 2 0 s e c s h e a r i n g m u s i c

4 c h e c k b a c k u p s p l i t 1 . . .

5 w a i t 4 0 s e c s h e a r i n g m u s i c

6 r o u t e t o 9 ̃  p 9 9 3 2 4 6 3

VD N 2 0 0 2

VD N 2 0 0 0

C a lls d ia le d w it h
VD N a s fin a l d ig it s

G e n e r ic 3 i

C a lls d ia le d w it h s p lit

D ID e xte n s io n a s fin a l d ig it s

5 3 8 - 1 0 0 4
A u t o - i n Tr u n k G r o u p

P r e f i x 5 8 5 -
D I D Tr u n k G r o u p

A u t o - i n Tr u n k G r o u p

F i g u r e 3-1 Ge n e r i c 3i Co n f i g u r at i o n Wi t h V e ct o r - C o n t r o l l e d an d N o n - V e ct o r -
Co n t r o l l e d S p l i t s
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V e c t o r i n g - R e l a t e d F e a t u r e s

C a l l P r o m p t i n g

Th e C a ll P r o m p t in g fe a t u r e o f t h e G e n e r ic 3 i s w it ch p r o v id e s fle xib le ca ll h a n d lin g ba s e d o n
d ia le d d ig it s co ll e ct e d fr o m a ca lle r . C a ll P r o m p t in g u s e s s p e cia l v e ct o r co m m a n d s t o b o t h
co ll e ct ca ll e r - e n t e r e d t o u ch - t o n e d ig it s a n d u s e t h o s e co ll e ct e d d ig it s t o d et e r m in e ca ll t r e a t m e n t .

To u s e t h e C a ll P r o m p t in g fe a t u r e , t h e s w it ch m u s t a ls o h a v e t h e C a ll Ve ct o r in g fe a t u r e . S e e
t h e C a ll Ve ct o r in g d e s cr ip t io n in t h is ch a p t e r fo r in fo r m a t io n a b o u t VD N s , v e ct o r s , a n d o t h e r
v e ct o r co m m a n d s .

Th e Ve ct o r in g fe a t u r e o f 3 B C M S is u s e d (a n d r e q u ir e d ) t o g e n e r a t e C M S r e po r t s a b o u t v e ct o r s
a n d Ve ct o r D ir e ct o r y N u m b e r s (VD N s ) o n a G e n e r ic 3 i s w it ch t h a t h a s C a ll P r o m pt in g .

N O T E Y o u m u s t a d m in is t e r v e ct o r s t h a t co n t a in C a ll P r o m p t in g co m m a n d s u s in g t h e
D EF IN ITY M a n a g e r I. Y o u ca n n o t a d m in is t e r C a ll P r o m p t in g u s in g C M S .

Se e ‘ ‘ Th e P r o m p t in g C o m m a n d s ’ ’ la t e r in t h is ch a p t e r fo r m o r e in fo r m a t io n o n th e C a ll
P r o m p t in g fe a t u r e .

A d j u n c t R o u t i n g ( w i t h A S A I )

Th e A SA I fe a t u r e a v a ila b le w it h t h e G e n e r ic 3 i s w it ch p r o v id e s a n In t e g r a t e d Se r v ice s D ig it a l
N e t w o r k (IS D N ) in t e r fa ce b e t w e e n t h e D EF IN ITY G e n e r ic 3 i a n d o n e o r m o r e h os t co m p u t e r s .
Th is in t e r fa ce e n a b le s t h e s w it ch t o t a lk t o t h e h o s t co m p u t e r (s ). A h o s t co m p u t e r t yp ica ll y
r u n s b u s in e s s s o ft w a r e t o w h ich t h e s w it ch ’ s in co m in g ca ll s a r e a s s o cia t e d . Th e h o s t co m p u t e r ,
t h e r e fo r e , m a y p r o ce s s ca ll d a t a r e ce iv e d fr o m t h e s w it ch a s a n a id t o r u n n in g it s b u s in e s s
s o ft w a r e . A s a r e s u lt o f t h is p r o ce s s in g , t h e h o s t co m p u t e r m a y a ls o s e nd m e s s a g e s b a ck t o t h e
s w it ch t o t e ll t h e s w it ch w h e r e t o s e n d ca ll s . In t h is ca p a cit y a s a ca ll d is t r ib u t o r, t h e h o s t
co m p u t e r a ls o s e r v e s a s a n a d ju n ct p r o ce s s o r t o t h e s w it ch .

Th e A SA I fe a t u r e , t h e r e fo r e , e n a b le s a s w it ch w it h C a ll Ve ct o r in g t o p a s s co n t r o l of ca ll r o u t in g
t o t h e a d ju n ct / h o s t . Th is co n t r o l o f ca ll r o u t in g b y t h e a d ju n ct , ca ll e d ad ju n ct r o u ti n g, fu r t h e r
e n h a n ce s t h e fle xib ilit y o f t h e Ve ct o r in g fe a t u r e fo r h a n d lin g in co m in g ca ll s t o t h e A C D .
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V e c t or i ng-R e l a ted F e a tur es

A d ju n ct r o u t in g w o r k s b a s ica ll y a s fo ll o w s :

1 W h e n a ca ll e n t e r s v e ct o r p r o ce s s in g , t h e s w it ch s e n d s t h e a d ju n ct in fo r m a t io n
a b o u t t h e ca ll.

2 D u r in g v e ct o r p r o ce s s in g , t h e s w it ch r e q u e s t s r o u t in g in fo r m a t io n fr o m t h e a d ju nct
v ia a n ‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d in t h e v e ct o r .

3 Th e a d ju n ct p r o ce s s e s t h e ca ll in fo r m a t io n it r e ce iv e d fr o m t h e s w it ch t o d e t e r m in e
w h e r e t h e ca ll s h o u ld g o .

4 Th e a d ju n ct s e n d s r o u t in g in fo r m a t io n t o t h e s w it ch .

N O T E U n t il t h e s w it ch r e ce iv e s r o u t in g in fo r m a t io n fr o m t h e a d ju n ct , t h e s w it ch
co n t in u e s p r o ce s s in g t h e ca ll w it h a n y a d d it io n a l v e ct o r co m m a n d s .

5 Th e s w it ch r o u t e s t h e ca ll t o t h e a p p r o p r ia t e d e s t in a t io n .

To d e t e r m in e w h e r e t o r o u t e ca ll s , t h e a d ju n ct ca n u s e a n y o f t h e fo llo w in g ca ll in fo r ma t io n :

Th e ca ll in g p a r t y n u m b e r

Th e b illin g n u m b e r

Th e D ia le d N u m b e r Id e n t ifica t io n S e r v ice (D N IS ) id e n t ifica t io n

To u ch - t o n e d ig it s e n t e r e d b y t h e ca ll e r (if t h e s w it ch a ls o h a s t h e C a ll P r o m p t in g
fe a t u r e ).

Se e ‘ ‘ Th e A d ju n ct Ro u t in g C o m m a n d ’ ’ la t e r in t h is ch a p t e r fo r m o r e in fo r m a t io n a b o ut a d ju n ct
r o u t in g .

O t h e r A S A I C a p a b i l i t i e s

A S A I o ffe r s a v a r ie t y o f o t h e r ca p a b ilit ie s t h a t m a y o r m a y n o t b e u s e d in co n ju n ct io n w it h
a d ju n ct r o u t in g . S o m e o f t h e s e ca p a b ilit ie s a r e :

D a t a Scr e e n D e liv e r y

Th e a d ju n ct u s e s ca ll in fo r m a t io n t o d is p la y t h e p r o p e r d a t a s cr e e n a t t h e d a ta
t e r m in a l o f t h e a g e n t r e ce iv in g t h e ca ll .
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V e c t or i ng-R e l a ted F e a tur es

D a t a Scr e e n Tr a n s fe r

Th e s w it ch ca n n o t ify a n a d ju n ct w h e n a v o ice ca ll is t r a n s fe r r e d . Th is e n a b le s t h e
a d ju n ct t o t r a n s fe r t h e co r r e s p o n d in g d a t a s cr e e n .

Vie w F ir s t D ia lin g

A n a d ju n ct ca n in it ia t e a ca ll o n b e h a lf o f a n a g e n t . Th e a g e n t m a y h a v e p r e v ie w ed
a d a t a s cr e e n a n d u s e d t h e d a t a k e y b o a r d t o t e ll t h e a d ju n ct t o b e g in t h e ca ll .

A u t o P a ce D ia lin g

A n a d ju n ct ca n in it ia t e ca lls o n b e h a lf o f a g r o u p o f a g e n t s . Th e s w it ch cla s s ifie s
ca ll s , n o t ifie s t h e a d ju n ct o f e a ch cla s s ifica t io n , a n d s e n d s o n ly a n s w e r e d ca ll s to t h e
a g e n t s .

L o o k A h e a d I n t e r f l o w

Th e Lo o k A h e a d In t e r flo w fe a t u r e e n a b le s A C D ca lls t o b e in t e ll ig e n t ly in t e r flo w ed (r e d ir e ct e d )
fr o m o n e s w it ch t o a n o t h e r . Th e k e y w o r d h e r e is in t e llig e n t ly . Tw o s w it ch e s th a t h a v e t h e
C a ll Ve ct o r in g a n d ISD N — P RI fe a t u r e s (in a d d it io n t o Lo o k A h e a d In t e r flo w ) ca n ‘ ‘ t a lk ’ ’ t o
e a ch o t h e r a n d d e t e r m in e if co n d it io n s a r e a p p r o p r ia t e fo r in t e r flo w in g a ca ll . If co n d it io n s a t
t h e s w it ch t h a t w o u ld r e ce iv e t h e ca ll a r e n o t a cce p t a b le , t h e in t e r flo w r e q u es t ca n b e r e je ct e d .

W it h o u t Lo o k A h e a d In t e r flo w , t h e d e cis io n t o in t e r flo w a ca ll ca n o n ly b e b a s e d o n co n d it io n s
a t t h e s e n d in g s w it ch (t h e s w it ch t h e ca ll is cu r r e n t ly a t ). Th is ca n r e s u lt in a ca ll in t er flo w in g
fr o m a b u s y s p lit t o a n e v e n b u s ie r s p lit .

W it h L o o k A h e a d In t e r flo w , t h e d e cis io n t o in t e r flo w a ca ll (a t t h e s e n d in g s w it ch ) a n d t o
a cce p t o r r e je ct t h e ca ll (a t t h e r e ce iv in g s w it ch ) ca n b e b a s e d o n a n y co m b in a t io n of t h e
fo ll o w in g co n d it io n s :

Tim e o f d a y

D a y o f w e e k

N u m b e r o f ca ll s in q u e u e

Tim e t h e o ld e s t ca ll in q u e u e h a s w a it e d

N u m b e r o f s t a ffe d a g e n t s

N u m b e r o f a v a ila b le a g e n t s .

Se e ‘ ‘ Th e Ro u t e To C o m m a n d ’ ’ la t e r in t h is ch a p t e r fo r e xa m p le s o f Lo o k A h e a d v e ct or s .
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T h e V e c t o r i n g C o m m a n d s

N O T E Y o u can n o t u s e 3 B C M S t o a d m in is t e r ca ll v e ct o r s . In s t e a d , y o u m u s t u s e t h e
D EF IN ITY M a n a g e r I s w it ch a d m in is t r a t io n t o o l.

Y o u u s e v e ct o r in g co m m a n d s t o r o u t e a n d t r e a t in co m in g ca ll s in w a y s t h a t m e e t t h e n e e d s o f
y o u r o r g a n iz a t io n a n d y o u r cu s t o m e r s . Th is s e ct io n d e s cr ib e s a n d ill u s t r a t e s th e v a r io u s
v e ct o r in g co m m a n d s a n d co n d it io n s .

N O T E F o r in fo r m a t io n a b o u t P r o m p t in g co m m a n d s , s e e ‘ ‘ Th e P r o m p t in g C o m m a n d s ’ ’ s e ct io n
in t h is ch a p t e r .

T h e Q u e u e t o M a i n S p l i t C o m m a n d

Th e ‘ ‘ Q u e u e t o M a in S p lit ’ ’ co m m a n d s e n d s a ca ll t o a s p lit a n d a s s ig n s a q u e u in g p r io r it y le v e l.
If o n e o r m o r e a g e n t s a r e a v a ila b le , t h e ca ll is s e n t t o a n a g e n t . If n o a g en t s a r e a v a ila b le , t h e
ca ll is q u e u e d a t t h e s p e cifie d p r io r it y le v e l u n t il:

C a ll s a h e a d o f it in q u e u e a r e a n s w e r e d a n d a n a g e n t b e co m e s a v a ila b le

Th e ca ll e r h a n g s u p (a b a n d o n s t h e ca ll )

A s u b s e q u e n t v e ct o r co m m a n d (fo r e xa m p le , a ‘ ‘ r o u t e t o , ’ ’ ‘ ‘ b u s y , ’ ’ o r ‘‘ d is co n n e ct ’ ’
co m m a n d ) ca u s e s t h e ca ll t o b e r e m o v e d fr o m q u e u e .

Th e fo llo w in g v e ct o r s ill u s t r a t e t h e ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d .
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T he V e c t or i ng Co mma n d s

Ve ct o r 1 ill u s t r a t e s t h e s im p le s t ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d .

C A L L V E C T O R

N u m b e r : 1 N a m e t g 1 8 t o v d n 5 5 0 1
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 5 p r i o r i t y l
0 2 .
0 3 .

Th e p r io r it y le v e l s h o w n in Ve ct o r 1 , l fo r lo w , is t h e lo w e s t p r io r it y . Y o u ca n ch a n g e t h e
p r io r it y s p e cifica t io n t o m (m e d iu m ), h (h ig h ), o r t (t o p ). P r io r it y le v e ls in a q u e u e o p e r a t e
lik e la y e r s o f ca ll s . A ll ca ll s in o n e la y e r a r e s e r v e d b e fo r e a n y ca ll s in t h e la y e r b elo w a r e
s e r v e d . O n e w a y t o u s e t h is fe a t u r e is t o cr e a t e t w o v e ct o r s (s e e Ve ct o r s 2 a nd 3 ) w it h t h e s a m e
s p lit s p e cifie d in t h e ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d , b u t w it h d iffe r e n t p r io r it y s p e cifica t io n s .

C A L L V E C T O R

N u m b e r : 2 N a m e t g 1 9 t o v d n 5 5 0 2
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y t
0 2 .
0 3 .
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T he V e c t or i ng Co mma n d s

C A L L V E C T O R

N u m b e r : 3 N a m e t g 2 0 t o v d n 5 5 0 3
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 2 .
0 3 .

Tw o s e t s o f ca ll e r s ca n b e , in e ffe ct , ‘ ‘ la y e r e d ’ ’ w it h in o n e s p lit . O n e g r o u p ca llin g in t o o n e
VD N (a s s ig n e d t o Ve ct o r 2 ) w ill b e g iv e n m o r e p r io r it y t h a n a n o t h e r g r o u p ca ll in g a n o t h e r
VD N (a s s ig n e d t o Ve ct o r 3 ).

U s e o f p r io r it y le v e ls o t h e r t h a n ‘ ‘ lo w ’ ’ is o p t io n a l.

O n ce a ca ll is q u e u e d t o a m a in s p lit , o t h e r co m m a n d s ca n b e u s e d t o p r o ce s s t h e ca ll , a s s h o w n
in Ve ct o r 4 .

C A L L V E C T O R

N u m b e r : 4 N a m e t g 2 1 t o v d n 5 5 0 4
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y t
0 2 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 1
0 3 . w a i t t i m e 1 0 s e c s h e a r i n g r i n g b a c k
0 4 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 2
0 5 .

A t a ll t im e s d u r in g p r o ce s s in g b y Ve ct o r 4 , t h e ca ll is q u e u e d u n t il e it h e r t h e ca lle r a b a n d o n s o r
a n a g e n t a n s w e r s t h e ca ll . Th e o r e t ica ll y , y o u co u ld ch a in a n n o u n ce m e n t s a n d d ela y s
in d e fin it e ly t o a t t e m p t t o k e e p t h e ca ll e r o n t h e lin e .
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T he V e c t or i ng Co mma n d s

A ca ll ca n q u e u e t o a s m a n y a s t h r e e s p lit s s im u lt a n e o u s ly . O n e w a y t o q u e u e a ca ll t o m o r e
t h a n o n e s p lit is t o u s e m u lt ip le ‘ ‘ q u e u e t o m a in ’ ’ co m m a n d s . A n o t h e r w ay is t o u s e ‘ ‘ ch e ck
b a ck u p s p lit ’ ’ co m m a n d s — s e e ‘ ‘ Th e C h e ck B a ck u p S p lit C o m m a n d ’ ’ la t e r in t h is ch a p t e r .

Ve ct o r 5 is a n e xa m p le o f m u lt ip le s p lit q u e u in g u s in g m o r e t h a n o n e ‘ ‘ q u e u e t o m ain s p lit ’ ’
co m m a n d .

C A L L V E C T O R

N u m b e r : 5 N a m e t g 2 2 t o v d n 5 5 0 5
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y t
0 2 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 1
0 3 . w a i t t i m e 1 0 s e c s h e a r i n g s i l e n c e
0 4 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 2
0 5 . q u e u e t o m a i n s p l i t 2 p r i o r i t y t
0 6 .

A ca ll r e m a in s q u e u e d (t o a s m a n y a s t h r e e s p lit s ) u n t il:

Th e ca ll is a n s w e r e d

A n o t h e r v e ct o r co m m a n d r e m o v e s t h e ca ll fr o m q u e u e (n o t s h o w n in Ve ct o r 5 )

Th e ca ll e r h a n g s u p (a b a n d o n s t h e ca ll ).

Th e s w it ch s k ip s a ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d if:

Th e s p lit ’ s q u e u e is fu ll . Th a t is , t h e a d m in is t e r e d q u e u e le n g t h (1 - 1 9 9 ) h a s alr e a d y
b e e n r e a ch e d .

Th e ca ll is a lr e a d y q u e u e d t o t h r e e d iffe r e n t s p lit s .

A q u e u e is n o t a s s ig n e d t o t h e s p lit a n d n o a g e n t s a r e a v a ila b le .

Th e s p lit is u n s t a ffe d .

If a ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d s p e cifie s a s p lit t o w h ich t h e ca ll is a lr e a d y q ue u e d b u t
s p e cifie s a d iffe r e n t p r io r it y le v e l, t h e ca ll is r e q u e u e d t o t h e s p lit a t t h e n e w pr io r it y le v e l.
Ve ct o r 6 is a n e xa m p le o f t h is t y p e o f r e q u e u in g .
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C A L L V E C T O R

N u m b e r : 6 N a m e t g 2 3 t o v d n 5 5 0 6
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 2 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 1
0 3 . w a i t t i m e 1 0 s e c s h e a r i n g s i l e n c e
0 4 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 2
0 5 . q u e u e t o m a i n s p l i t 1 p r i o r i t y t
0 6 .

St e p 5 in Ve ct o r 6 ca u s e s ca ll s t o r e q u e u e t o s p lit 1 , b u t a t a h ig h e r p r io r it y .

T h e C h e c k B a c k u p C o m m a n d

Th e ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d ch e ck s t h e s t a t u s o f a b a ck u p s p lit fo r p o s sib le q u e u in g o f
t h e ca ll t o t h a t s p lit a t t h e s p e cifie d p r io r it y le v e l. Th e b a ck u p s p lit ca n b e t h e fir s t , s e co n d , o r
t h ir d s p lit t o w h ich a ca ll is q u e u e d . Y o u ca n s e t t h e co m m a n d t o q u e u e a ca ll t o t h e s p lit
e it h e r u n co n d it io n a ll y (t h a t is , t h e ca ll a lw a y s q u e u e s t o t h e b a ck u p s p lit ) or t o q u e u e a ca ll if
t h e s p lit m e e t s ce r t a in co n d it io n s . Th e co n d it io n s y o u ca n s p e cify a r e a s fo ll o w s :

Th e n u m b e r o f s t a ffe d a g e n t s in t h e b a ck u p s p lit .

Th e n u m b e r o f a v a ila b le (id le ) a g e n t s in t h e b a ck u p s p lit .

Th e n u m b e r o f ca ll s in t h e b a ck u p s p lit ’ s q u e u e a t t h e s p e cifie d p r io r it y le v e l o r
h ig h e r le v e ls .

Th e ‘ ‘ a g e ’ ’ o f t h e b a ck u p s p lit ’ s o ld e s t q u e u e d ca ll a t a ll p r io r it y le v e ls .

N O T E A ll ca lls in q u e u e a r e ch e ck e d fo r t h e o ld e s t ca ll w a it in g co n d it io n , b u t t h e ca ll is
q u e u e d a t t h e s p e cifie d p r io r it y if t h e co n d it io n is m e t .
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If t h e co n d it io n s p e cifie d in t h e ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d is m e t , t h e ca ll q u e ue s t o t h e
b a ck u p s p lit . Ve ct o r p r o ce s s in g s k ip s t h e co m m a n d a n d co n t in u e s w it h t h e n e xt v ect o r
co m m a n d if:

Th e s p e cifie d co n d it io n is n o t m e t .

Th e s p lit ’ s q u e u e is fu ll . Th a t is , t h e a d m in is t e r e d q u e u e le n g t h (1 - 2 0 0 ) h a s alr e a d y
b e e n r e a ch e d .

Th e ca ll is a lr e a d y q u e u e d t o t h r e e d iffe r e n t s p lit s .

A q u e u e is n o t a s s ig n e d t o t h e s p lit a n d n o a g e n t s a r e a v a ila b le .

If a ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d s p e cifie s a s p lit t o w h ich t h e ca ll is a lr e a d y q u e u ed b u t
s p e cifie s a d iffe r e n t p r io r it y le v e l, t h e ca ll is r e q u e u e d t o t h e s p lit a t t h e n e w pr io r it y le v e l.

Ve ct o r 7 s h o w s o n e o f t h e co n d it io n s fo r q u e u in g ca ll s t o a b a ck u p s p lit .

C A L L V E C T O R

N u m b e r : 7 N a m e t g 2 4 t o v d n 5 5 0 7
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 2 . a n n o u n c e m e n t e x t e n s i o n 3 2 0 1
0 3 . c h e c k b a c k u p s p l i t 2 p r i o r i t y m i f q u e u e d - c a l l s < 2
0 4 .

In Ve ct o r 7 , t h e ca ll fir s t q u e u e s t o s p lit 1 . Th e n a n a n n o u n ce m e n t p la y s (St e p 2 ) a nd v e ct o r
p r o ce s s in g ch e ck s s p lit 2 fo r t h e t h r e s h o ld co n d it io n (St e p 3 ). If S t e p 3 ’ s co n d it io n is n ot m e t ,
t h e ca ll r e m a in s q u e u e d t o Sp lit 1 a n d n o o t h e r ch e ck in g is d o n e fo r Sp lit 2 . If t h e co n dit io n fo r
t h e ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d is m e t , t h e ca ll q u e u e s t o S p lit 2 an d r e m a in s q u e u e d t o
Sp lit 1 .

Y o u ca n w r it e a v e ct o r t h a t ch e ck s s e v e r a l b a ck u p s p lit s w h ile a ca ll is q u e u e d t o a m a in sp lit .
O r y o u ca n ch e ck t h e s a m e b a ck u p s p lit a t d iffe r e n t p r io r it ie s o r fo r d iffe r e n t co n d it io n s. Fo r
e xa m p le , s e e Ve ct o r 8 .
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C A L L V E C T O R

N u m b e r : 8 N a m e t g 2 5 t o v d n 5 5 0 8
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 2 . a n n o u n c e m e n t e x t e n s i o n 3 2 0 1
0 3 . c h e c k b a c k u p s p l i t 2 p r i o r i t y m i f c a l l s - q u e u e d < 1 0
0 4 . c h e c k b a c k u p s p l i t 3 p r i o r i t y t i f c a l l s - q u e u e d < 2 0
0 6 .

In Ve ct o r 8 , t h e t h r e s h o ld co n d it io n s o f t w o b a ck u p s p lit s a r e ch e ck e d fo r p o s s ib le ca ll q u e u in g .
In S t e p 3 , if t h e ‘ ‘ ch e ck b a ck u p ’ ’ co n d it io n is n o t m e t a t o n e p r io r it y le v e l, t h e s w it ch w ill u s e
St e p 4 t o ch e ck a n o t h e r s p lit a t a h ig h e r p r io r it y le v e l a n d w it h a co n d it io n m o r e lik e ly t o b e
m e t . O f co u r s e , if b o t h ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d s a r e s u cce s s fu l, a ca ll co u ld be q u e u e d
t o S p lit s 1 , 2 , a n d 3 s im u lt a n e o u s ly .

T h e R o u t e T o N u m b e r C o m m a n d

A ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d r e m o v e s a ca ll fr o m t h e v e ct o r a n d s e n d s t h e ca ll t o a n o t h e r
d e s t in a t io n . Th e d e s t in a t io n is s p e cifie d a s a n e xt e n s io n o r p h o n e n u m b e r o f u p t o 1 6 d ig it s . If
a ca ll is q u e u e d t o o n e o r m o r e s p lit s w h e n it r e a ch e s a ‘ ‘ r o u t e t o ’ ’ s t e p , t he ‘ ‘ r o u t e t o ’ ’ s t e p
r e m o v e s t h e ca ll fr o m t h e s p lit q u e u e (s ) w h e n t h e r o u t in g s u cce e d s . Th e ‘ ‘ ro u t e t o ’ ’ s t e p ca n
s e n d a ca ll t o o n e o f t h e fo ll o w in g d e s t in a t io n s :

A lo ca l e xt e n s io n o r VD N

Th e a t t e n d a n t (o r t h e a t t e n d a n t q u e u e )

A r e m o t e e xt e n s io n o r VD N

A n e xt e r n a l p h o n e n u m b e r

A n e xt e n s io n fo r a n o n - v e ct o r - co n t r o lle d s p lit .
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Th e d e s t in a t io n n u m b e r ca n a ls o in clu d e a n y o f t h e fo ll o w in g s p e cia l co d e s :

˜ p (p a u s e )

Th e ˜ p co d e t e ll s t h e s w it ch t o w a it 1 . 5 s e co n d s b e fo r e s e n d in g t h e d ig it s t h a t
fo ll o w . Th e p a u s e is u s e d t o w a it fo r d ia l t o n e o n o u t g o in g - t r u n k ca lls .

˜ w (w a it )

Th e ˜ w co d e t e ll s t h e s w it ch t o w a it 4 t o 1 0 s e co n d s b e fo r e s e n d in g t h e d ig it s t h a t
fo ll o w . Th e w a it is u s e d w h e n a lo n g e r w a it fo r d ia l t o n e is n e e d e d o n o u t g o in g-
t r u n k ca ll s .

˜ m (m a r k )

Th e ˜ m co d e a ll o w s a # o r * d ig it t o b e s e n t a s p a r t o f t h e d e s t in a t io n n u m be r
w h e n , fo r e xa m p le , a d ia l a cce s s co d e is b e in g s e n t t o a r e m o t e s w it ch . W it h o u t t he
˜ m co d e , t h e G e n e r ic 3 i w ill n o t s e n d t h e # a n d * d ig it s .

˜ s (s u p p r e s s )

Th e ˜ s co d e s h o u ld p r e ce d e a n y s e cu r it y co d e , s u ch a s a p a s s w o r d o r a u t h o r iz a tio n
co d e , t h a t is s e n t a s p a r t o f t h e d e s t in a t io n n u m b e r . ˜ s p r e v e n t s t h e s ecu r it y co d e
fr o m a p p e a r in g o n a d is p la y v o ice t e r m in a l b y r e p la cin g e a ch d ig it o f t h e s e cu r it y
co d e w it h a n s.

C o n t in g e n cie s a r e :

If t h e lo ca l e xt e n s io n is b u s y , t h e n e xt s t e p in t h e v e ct o r w ill t a k e e ffe ct . If t h e lo ca l
e xt e n s io n h a s a m u lt ip le - a p p e a r a n ce v o ice t e r m in a l, t h e ca ll w ill r in g o n a n id le
a p p e a r a n ce . If t h e lo ca l e xt e n s io n h a s a s in g le - a p p e a r a n ce v o ice t e r m in a l, t h e ca ll
w ill t r y t o co n n e ct t o a fo r w a r d in g d e s t in a t io n , if o n e e xis t s .

If a t r u n k is n o t a v a ila b le t o t h e r e m o t e s w it ch , t h e n e xt s t e p in t h e v e ct o r w ill t a k e
e ffe ct .

If t h e a t t e n d a n t is n o t a v a ila b le , t h e ca ll w ill e n t e r t h e a t t e n d a n t q u e u e .

If Lo o k A h e a d In t e r flo w is a ct iv e fo r b o t h t h e lo ca l a n d r e m o t e A C D , a n d a v e ct o r
o n t h e r e m o t e A C D r e je ct s t h e r o u t e d ca ll, t h e n e xt s t e p in t h e o r ig in a l v e ct o r w ill
t a k e e ffe ct . (Se e t h e ‘ ‘ L o o k A h e a d In t e r flo w ’ ’ s e ct io n e a r lie r in t h is ch a p t e r . )

If a ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d fa ils , t h e s w it ch p r o ce s s e s t h e n e xt s t e p in t he v e ct o r a n d t h e
ca ll co n t in u e s t o r e ce iv e t h e t r e a t m e n t e s t a b lis h e d b e fo r e t h e ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d w a s
t r ie d .
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If a ca ll is r o u t e d , C M S s t o p s co ll e ct in g VD N , v e ct o r , a n d s p lit d a t a o n t h a t ca ll w h e n t h e
r o u t in g s u cce e d s . If t h e ‘ ‘ r o u t e t o n u m b e r ’ ’ fa ils a n d is t h e la s t s t e p in t h e v e ct o r , C M S w ill
co n t in u e t o co ll e ct v e ct o r a n d VD N d a t a (a n d s p lit d a t a if t h e ca ll is q u e u e d ) o n th e ca ll u n t il
t h e ca lle r h a n g s u p o r t h e ca ll is a n s w e r e d .

N O T E If a ca ll r o u t e s t o a n o t h e r d e s t in a t io n o n t h e lo ca l s w it ch (in t r a flo w ), C M S p e g s t h e
VD N , v e ct o r , a n d s p lit (s ) w it h a ca ll in t h e O U TFL O W d a t a b a s e it e m . If a ca ll r o u t e s
t o a r e m o t e d e s t in a t io n (in t e r flo w ), C M S p e g s VD N a n d s p lit (s ) w it h a ca ll in t h e
O U TFL O W d a t a b a s e it e m . H o w e v e r , C M S p e g s t h e v e ct o r w it h a ca ll in t h e
RO U TED C A LL S d a t a b a s e it e m .

Ve ct o r 9 is a n e xa m p le o f a ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d .

C A L L V E C T O R

N u m b e r : 9 N a m e t g 2 6 t o v d n 5 5 0 9
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 2 . c h e c k b a c k u p s p l i t 2 p r i o r i t y m i f a v a i l a b l e - a g e n t s > 1
0 3 . w a i t t i m e 3 0 s e c s h e a r i n g s i l e n c e
0 4 . r o u t e t o n u m b e r 9 ̃ p 9 0 8 5 5 5 9 9 9 9 i f u n c o n d i t i o n a l l y
0 5 . a n n o u n c e m e n t e x t e n s i o n 3 0 2 2
0 6 . w a i t t i m e 4 s e c s h e a r i n g m u s i c
0 7 .

In t h is e xa m p le , if a ca ll r e a ch e s S t e p 4 a n d t h e s w it ch s e iz e s a n o u t g o in g t r u n k , t h e ca ll is
d e q u e u e d fr o m m a in s p lit 1 a n d , if q u e u e d , fr o m b a ck u p s p lit 2 . If n o o u t g o in g tr u n k s a r e
a v a ila b le , t h e a n n o u n ce m e n t a n d w a it co m m a n d s a r e p r o ce s s e d a n d ca lls r e m a in qu e u e d t o
s p lit s 1 a n d 2 .
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R o u t e T o W i t h L o o k A h e a d I n t e r f l o w
Th e ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d ca n b e u s e d t o in t e r flo w ca ll s t o a r e m o t e s wit ch o n a lo o k -
a h e a d b a s is (if b o t h s w it ch e s h a v e t h e C a ll Ve ct o r in g a n d t h e Lo o k A h e a d In t er flo w fe a t u r e s
a n d t h e s w it ch e s a r e co n n e ct e d b y o n e o r m o r e ISD N — P RI t r u n k g r o u p s ).

O n e o r m o r e co n d it io n a l ‘ ‘ g o t o s t e p ’ ’ co m m a n d s in t h e s e n d in g v e ct o r d e t e r m in e if co n d it io n s
a r e a p p r o p r ia t e fo r in t e r flo w in g a ca ll . If co n d it io n s a r e a p p r o p r ia t e , t h e s en d in g s w it ch q u e r ie s
t h e r e ce iv in g s w it ch t o d e t e r m in e if it ca n a cce p t t h e ca ll .

A s w it h t h e s e n d in g v e ct o r , t h e r e ce iv in g v e ct o r co n t a in s o n e o r m o r e co n d it io n a l ‘ ‘ g o t o s t e p ’ ’
co m m a n d s t h a t d e t e r m in e if co n d it io n s a r e a p p r o p r ia t e fo r a cce p t in g a ca ll . If co n dit io n s a r e
a p p r o p r ia t e , t h e r e ce iv in g v e ct o r a cce p t s t h e in t e r flo w r e q u e s t a n d t h e s en d in g v e ct o r r o u t e s t h e
ca ll t o t h e r e ce iv in g s w it ch . If co n d it io n s a r e n o t a p p r o p r ia t e , t h e r e ce iv in g v e ct o r r e je ct s t h e
in t e r flo w r e q u e s t a n d p r o ce s s in g co n t in u e s a t t h e s e n d in g v e ct o r .

To a cco m m o d a t e t h e r e je ct io n o f a n in t e r flo w r e q u e s t , t h e s e n d in g v e ct o r s h o u ld co nt a in m o r e
t h a n o n e ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d o r p r o v id e a lt e r n a t e ca ll t r e a t m en t s u ch a s a n
in fo r m a t io n a n n o u n ce m e n t o r a m e s s a g e - t a k in g s e r v ice .

N O T E W h e n r e co r d in g d a t a , C M S m a k e s n o d is t in ct io n b e t w e e n L o o k A h e a d In t e r flo w ca ll s
a n d s t a n d a r d in t e r flo w ca lls .

Ve ct o r s 1 0 a n d 1 1 s h o w h o w a co m p a n y m ig h t u s e t h e Lo o k A h e a d In t e r flo w fe a t ur e t o
b a la n ce t h e ca ll lo a d b e t w e e n t w o o ffice s . Ve ct o r 1 0 is a n e xa m p le o f a s e n d in g v e ct o r.
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C A L L V E C T O R

N u m b e r : 1 0 N a m e t g 2 7 t o v d n 5 5 1 0
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . w a i t t i m e 0 s e c s h e a r i n g r i n g b a c k
0 2 . q u e u e t o m a i n s p l i t 4 p r i o r i t y l
0 3 . g o t o s t e p 5 i f o l d e s t c a l l - w a i t i n g i n s p l i t 4 < 3 0
0 4 . r o u t e t o n u m b e r 9 ̃ p 2 1 3 5 5 5 0 0 0 1
0 5 . w a i t t i m e 1 0 s e c s h e a r i n g r i n g b a c k
0 6 . a n n o u n c e m e n t e x t e n s i o n 3 3 0 1
0 7 . w a i t t i m e 0 s e c s h e a r i n g m u s i c
0 8 .

St e p s 1 a n d 2 p r o v id e ca ll e r fe e d b a ck (r in g in g ) a n d q u e u e ca ll s t o s p lit 4 a t lo w p r io r it y . St e p 3
t e s t s s p lit 4 a n d b r a n ch e s t o S t e p 5 if t h e o ld e s t ca ll in q u e u e h a s w a it e d le ss t h a n 3 0 s e co n d s .
St e p s 5 t h r o u g h 7 p r o v id e a 1 0 - s e co n d d e la y , a n a n n o u n ce m e n t a n d m u s ic, t h e n o rm a l
p r o ce s s in g fo r ca ll s w a it in g in s p lit 4 ’ s q u e u e .

If t h e o ld e s t ca ll in s p lit 4 ’ s q u e u e h a s w a it e d 3 0 s e co n d s o r m o r e ( t h e co n d it io n s p e cifie d in
St e p 3 is n o t m e t ), S t e p 4 q u e r ie s t h e r e ce iv in g v e ct o r t o d e t e r m in e if it ca n a cce p t t h e ca ll a n d ,
if a cce p t e d , in t e r flo w s t h e ca ll .
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Ve ct o r 1 1 is a n e xa m p le o f a r e ce iv in g v e ct o r .

C A L L V E C T O R

N u m b e r : 1 1 N a m e t g 2 8 t o v d n 5 5 1 1
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 9 i f s t a f f e d a g e n t s i n s p l i t 2 < 1
0 2 . g o t o s t e p 9 i f o l d e s t c a l l - w a i t i n g i n s p l i t 2 > 5
0 3 . g o t o s t e p 9 i f c a l l s q u e u e d i n s p l i t 2 > 1 9 p r i o r i t y l
0 4 . q u e u e t o m a i n s p l i t 2 p r i o r i t y m
0 5 . w a i t t i m e 1 2 s e c s h e a r i n g r i n g b a c k
0 6 . a n n o u n c e m e n t e x t e n s i o n 2 3 0 1
0 7 . w a i t t i m e 2 0 s e c s h e a r i n g m u s i c
0 8 . g o t o s t e p 6 i f u n c o n d i t i o n a l l y
0 9 . b u s y
1 0 .

St e p s 1 , 2 , a n d 3 t e s t s p lit 2 a n d b r a n ch t o St e p 9 if t h e s p e cifie d co n d it io n s a r e me t . Th a t is ,
in t e r flo w r e q u e s t s a r e r e je ct e d (St e p 9 ) if s p lit 2 is u n s t a ffe d , if t h e o ld e s t ca ll in q u eu e h a s
w a it e d m o r e t h a n 5 s e co n d s , o r if m o r e t h a n 1 9 ca ll s a r e in q u e u e .

If t h e co n d it io n s s p e cifie d in S t e p s 1 t h r o u g h 3 a r e n o t m e t , S t e p 4 a cce p t s t h e ca ll a n d q u e u e s
it t o s p lit 2 a t m e d iu m p r io r it y . S t e p 5 d e la y s v e ct o r p r o ce s s in g fo r 1 2 s e co n d s w h ile ca lle r s
h e a r r in g in g . S t e p s 6 t h r o u g h 8 p r o v id e m u s ic a n d a r e p e a t in g d e la y a n n o u n ce m e n t .

T h e S t o p C o m m a n d

Th e ‘ ‘ St o p ’ ’ co m m a n d s t o p s p r o ce s s in g o f s u b s e q u e n t v e ct o r s t e p s . H o w e ve r , a n y p r e v io u s ly
e s t a b lis h e d ca ll t r e a t m e n t co n t in u e s . Th a t is , ca ll s q u e u e d t o a s p lit r e m a in in q ue u e a n d ca ll e r
fe e d b a ck e s t a b lis h e d b y a ‘ ‘ w a it ’ ’ o r ‘ ‘ a n n o u n ce m e n t ’ ’ co m m a n d co n t in u e s .

N O T E Th e ca ll e r h e a r s d e fa u lt s ile n t fe e d b a ck if n o ‘ ‘ w a it ’ ’ co m m a n d w it h r in g in g o r m u s ic
o r ‘ ‘ a n n o u n ce m e n t ’ ’ co m m a n d is in e ffe ct .

Th e r e a l- t im e a n d h is t o r ica l v e ct o r d a t a b a s e s s t o p r e ce iv in g d a t a o n a ca ll w h e n a s t o p s t e p is
r e a ch e d , t h o u g h t h e ca ll co n t in u e s t o b e t r a ck e d in t h e s p lit a n d VD N d a t a b as e s . Th u s , t h e
‘ ‘ To t a l Tim e in Ve ct o r ’ ’ in t h e v e ct o r r e p o r t s ca n d iffe r fr o m t h e ‘ ‘ To t a l Tim e in VD N ’ ’ in t h e
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VD N r e p o r t s . N u m b e r o f a n s w e r e d a n d a b a n d o n e d ca ll s ca n a ls o d iffe r in t h e v e ct or a n d VD N
r e p o r t s .

N O T E Y o u n o r m a lly u s e a ‘ ‘ St o p ’ ’ co m m a n d t o p r e v e n t e xe cu t io n o f la t e r s t e p s in t h e ve ct o r
t h a t s h o u ld e xe cu t e o n ly w h e n b r a n ch e d t o b y e a r lie r ‘ ‘ G o t o ’ ’ s t e p s . S e e t h e
fo ll o w in g s e ct io n , ‘ ‘ Th e G o To St e p C o m m a n d . ’ ’

Ve ct o r 1 2 is a n e xa m p le o f t h e ‘ ‘ St o p ’ ’ co m m a n d .

C A L L V E C T O R

N u m b e r : 1 2 N a m e t g 2 9 t o v d n 5 5 1 2
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 8 i f c a l l s - q u e u e d i n s p l i t 1 > 2 0 p r i o r i t y m
0 2 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 3 . c h e c k b a c k u p s p l i t 2 p r i o r i t y m i f a v a i l a b l e - a g e n t s > 0
0 4 . w a i t t i m e 1 0 s e c s h e a r i n g r i n g b a c k
0 5 . a n n o u n c e m e n t e x t e n s i o n 3 3 0 0
0 6 . w a i t t i m e 1 0 s e c s h e a r i n g m u s i c
0 7 . s t o p
0 8 . q u e u e t o m a i n s p l i t 3 p r i o r i t y m
0 9 .

In Ve ct o r 1 2 , t h e s t o p co m m a n d s e p a r a t e s t h e t w o b a s ic ca ll p r o ce s s e s lin k e d in t h e v e ct o r : t h e
q u e u in g t o s p lit 1 a n d ch e ck in g s p lit 2 ; a n d t h e q u e u in g t o s p lit 3 , w h ich o n ly h a p pe n s if t h e
t h r e s h o ld co n d it io n in S t e p 1 is m e t (g r e a t e r t h a n 2 0 ca ll s q u e u e d t o s p lit 1 ). Th e s t o p
co m m a n d k e e p s t h e ca ll q u e u e d t o s p lit 1 (a n d p o s s ib ly s p lit 2 ) in d e fin it e ly , w it h th e ca ll e r
h e a r in g m u s ic.

T h e G o T o S t e p C o m m a n d

Th e ‘ ‘ G o t o ’ ’ co m m a n d is a b r a n ch in g s t e p a ll o w in g co n d it io n a l o r u n co n d it io n a l m o ve m e n t t o
la t e r o r e a r lie r s t e p s .

C o n d it io n a l b r a n ch in g is u s e d t o co m p e n s a t e fo r h e a v y t r a ffic o r fo r n ig h t - w e e k e n d se r v ice .
C a ll s in q u e u e b e fo r e a ‘ ‘ g o t o ’ ’ w ill s t a y in q u e u e a ft e r t h e b r a n ch u n t il a ne w q u e u e o r
t e r m in a t in g s t e p is e n co u n t e r e d .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 3-2 3



T he V e c t or i ng Co mma n d s

Th e co n d it io n s o f b r a n ch in g a r e :

Tim e o f D a y (a n d D a y o f W e e k )

N u m b e r o f a g e n t s s t a ffe d in a s p lit

N u m b e r o f a g e n t s a v a ila b le in a s p lit

N u m b e r o f ca ll s q u e u e d (a t a g iv e n p r io r it y a n d a ll h ig h e r p r io r it ie s ) t o a s p lit

A g e o f t h e o ld e s t ca ll w a it in g in a s p lit ’ s q u e u e .

N O T E A ‘ ‘ G o t o s t e p ’ ’ co m m a n d w it h a ‘ ‘ n u m b e r o f ca ll s q u e u e d ’ ’ co n d it io n t a k e s e ffe ct if
t h e co n d it io n is t r u e fo r t h e p r io r it y le v e l s p e cifie d a n d a ll p r io r it y le v e ls a b o v e it . Fo r
e xa m p le , s p e cify in g a ‘ ‘ m e d ’ ’ p r io r it y le v e l m e a n s t h a t t h e ‘ ‘ g o t o ’ ’ w ill t a k e e ffe ct if
t h e ‘ ‘ n u m b e r o f ca lls q u e u e d ’ ’ co n d it io n is m e t fo r a ll ca ll s a t t h e m e d iu m , h ig h , a n d
t o p p r io r it y le v e ls .

U n co n d it io n a l b r a n ch in g w ill g e n e r a lly b e b a ck w a r d t o a n e a r lie r s t e p , t y p ica lly ap p ly in g t o
lo o p - t y p e v e ct o r p a t t e r n s . C o m m o n lo o p s w o u ld b e co n s t a n t ly r e p e a t e d a n n o un ce m e n t s u s e d
fo r e m e r g e n cie s , fo r s n o w d a y s in a s ch o o l d is t r ict o r co r p o r a t io n , a n d fo r p h on e n u m b e r s t h a t
h a v e r e ce n t ly ch a n g e d . Lo o p s o f t h is t y p e co n t in u e u n t il t h e ca ll e r a b a n d o n s o r t h e ‘ ‘ g o t o ’ ’
s t e p e xe cu t e s 1 0 0 0 t im e s fo r t h e ca ll . Ve ct o r s 1 3 a n d 1 4 a r e e xa m p le s o f v e ct o r s t h a t co n t a in
‘ ‘ g o t o ’ ’ co m m a n d s .

Ve ct o r 1 3 u s e s t h e ‘ ‘ g o t o ’ ’ co m m a n d t o s e le ct o n e o f t w o a n n o u n ce m e n ts ca ll e r s s h o u ld h e a r ,
d e p e n d in g o n h o w b u s y t h e m a in s p lit is . Th e ‘ ‘ s t o p ’ ’ co m m a n d is u s e d t o ke e p ca lle r s n o t
p r o ce s s e d b y t h e ‘ ‘ go t o ’ ’ s t e p fr o m h e a r in g t w o co n t r a d ict o r y a n n o u n ce m e nt s .
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C A L L V E C T O R

N u m b e r : 1 3 N a m e t g 3 0 t o v d n 5 5 1 3
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 5 i f c a l l s - q u e u e d - i n s p l i t 1 i s > 1 0 p r i o r i t y m
0 2 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 3 . a n n o u n c e m e n t e x t e n s i o n 3 0 0 1
0 4 . s t o p
0 5 . a n n o u n c e m e n t e x t e n s i o n 3 0 0 2
0 6 .

Th e ‘ ‘ t im e o f d a y ’ ’ co n d it io n o f t h e ‘ ‘ g o t o ’ ’ co m m a n d ca n b e u s e d t o p r o ce s s ca lls d iffe r e n t ly ,
d e p e n d in g o n w h e n t h e y a r r iv e . F o r e xa m p le , s e e Ve ct o r 1 4 .

C A L L V E C T O R

N u m b e r : 1 4 N a m e t g 3 1 t o v d n 5 5 1 4
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 7 i f t i m e - o f - d a y i s a l l 1 7 : 0 0 t o a l l 0 7 : 0 0
0 2 . g o t o s t e p 7 i f t i m e - o f - d a y i s s a t 0 0 : 0 0 t o s u n 2 3 : 5 9
0 3 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 4 . a n n o u n c e m e n t e x t e n s i o n 3 0 0 1
0 5 . w a i t t i m e 4 5 s e c s h e a r i n g m u s i c
0 6 . s t o p
0 7 . a n n o u n c e m e n t e x t e n s i o n 3 0 0 2
0 8 .

Ve ct o r 1 4 s e n d s ca lls m a d e o u t s id e o f b u s in e s s h o u r s t o a n n o u n ce m e n t e xt e ns io n 3 0 0 2 , w h ich
s t a t e s t h a t t h e o ffice is clo s e d . C a lls m a d e d u r in g b u s in e s s h o u r s w ill b e g in p ro ce s s in g a t
St e p 3 .
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T h e G o T o V e c t o r C o m m a n d

Th e ‘ ‘ G o t o v e ct o r ’ ’ co m m a n d is a b r a n ch in g s t e p a ll o w in g co n d it io n a l o r u n co n d it io na l
m o v e m e n t t o a n o t h e r v e ct o r . U n co n d it io n a l b r a n ch in g t o a n o t h e r v e ct o r a llo w s y o u t o cr e a t e
v ir t u a l v e ct o r s o f m o r e t h a n 1 5 s t e p s . C o n d it io n a l b r a n ch in g is u s e d t o co m p e n sa t e fo r h e a v y
t r a ffic o r fo r n ig h t - w e e k e n d s e r v ice .

C a ll s t h a t b r a n ch t o a n o t h e r v e ct o r b e ca u s e o f a ‘ ‘ g o t o v e ct o r ’ ’ co m m a n d a r e p r o ce s s e d b y t h e
n e w v e ct o r s t a r t in g a t S t e p 1 . C a lls t h a t a r e in a s p lit ’ s q u e u e b e fo r e r e a ch in g a ‘ ‘ g o t o v e ct o r ’ ’
co m m a n d w ill s t a y in t h a t q u e u e a ft e r b r a n ch in g t o t h e n e w v e ct o r u n t il a te r m in a t in g s t e p is
e n co u n t e r e d . A n d b e ca u s e ca ll s ca n b e s im u lt a n e o u s ly q u e u e d t o m u lt ip le s p lit s , a ‘ ‘ g o t o
v e ct o r ’ ’ s t e p co u ld e n a b le a ca ll t o b e s im u lt a n e o u s ly q u e u e d t o t w o o r t h r ee s p lit s , w it h e a ch
s p lit r e fe r e n ce d b y a d iffe r e n t v e ct o r . Fo r e xa m p le , a ca ll co u ld b e s im u lt a n e o u s ly q u e u e d t o
Sp lit 1 r e fe r e n ce d in Ve ct o r 1 , S p lit 2 r e fe r e n ce d in Ve ct o r 2 , a n d S p lit 3 , r e fe r e n ce d in Ve ct o r 3.

Th e co n d it io n s o f b r a n ch in g fo r a ‘ ‘ g o t o v e ct o r ’ ’ co m m a n d a r e id e n t ica l t o t h os e o f a ‘ ‘ g o t o
s t e p ’ ’ co m m a n d . Th e y a r e a s fo ll o w s :

Tim e o f D a y (a n d D a y o f W e e k )

N u m b e r o f a g e n t s s t a ffe d in a s p lit

N u m b e r o f a g e n t s a v a ila b le in a s p lit

N u m b e r o f ca ll s q u e u e d (a t a g iv e n p r io r it y a n d a ll h ig h e r p r io r it ie s ) t o a s p lit

A g e o f t h e o ld e s t ca ll w a it in g in a s p lit ’ s q u e u e .

N O T E A ‘ ‘ g o t o v e ct o r ’ ’ co m m a n d w it h a ‘ ‘ n u m b e r o f ca ll s q u e u e d ’ ’ co n d it io n t a k e s effe ct if
t h e co n d it io n is t r u e fo r t h e p r io r it y le v e l s p e cifie d a n d a ll p r io r it y le v e ls a b o v e it . Fo r
e xa m p le , s p e cify in g a ‘ ‘ m e d ’ ’ p r io r it y le v e l m e a n s t h a t t h e ‘ ‘ g o t o ’ ’ w ill t a k e e ffe ct if
t h e n u m b e r o f ca ll s q u e u e d co n d it io n is m e t fo r a ll ca lls a t t h e m e d iu m , h ig h , a nd t o p
p r io r it y le v e ls .

If a ca ll b r a n ch e s t o a n o t h e r v e ct o r , C M S s t o p s co ll e ct in g v e ct o r d a t a o n t h a t ca ll fo r t h e o ld
v e ct o r a n d s t a r t s co lle ct in g d a t a fo r t h e n e w v e ct o r . H o w e v e r , s in ce t h e ca ll is s till ca r r ie d b y
t h e o r ig in a l VD N , C M S co n t in u e s t o co ll e ct d a t a o n t h e ca ll fo r t h a t VD N . A ls o , sin ce t h e ca ll
r e m a in s q u e u e d t o a n y s p lit s it q u e u e d t o p r io r t o b r a n ch in g t o a n o t h e r v ect o r , C M S co n t in u e s
t o co ll e ct d a t a o n t h e ca ll fo r t h o s e s p lit s .
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T h e D i s c o n n e c t C o m m a n d

Th e ‘ ‘ D is co n n e ct ’ ’ co m m a n d e n d s t r e a t m e n t o f a ca ll a n d r e m o v e s t h e ca ll fr o m t h e s w it ch . A
ca ll e r t h a t h a s b e e n d is co n n e ct e d h e a r s a click a n d t h e n s ile n ce . Th is co m m a n d a ls o a ll o w s t h e
o p t io n a l a s s ig n m e n t o f a n a n n o u n ce m e n t t h a t w ill p la y im m e d ia t e ly b e fo r e t h e d is co n n e ct .
U s u a lly , if t h e s w it ch h a s n o t y e t s e n t a n s w e r s u p e r v is io n , it d o e s s o im m e d ia te ly b e fo r e
d is co n n e ct in g a ca ll, r e g a r d le s s o f w h e t h e r it p la y s a n a n n o u n ce m e n t . Fo r IS D N ca ll s , h o w e v e r ,
t h e s w it ch s e n d s a n s w e r s u p e r v is io n o n ly if a n a n n o u n ce m e n t p la y s w it h t h e d is co n n e ct .

N O T E C M S d o e s n o t r e co r d ca ll s r e ce iv in g a fo r ce d d is co n n e ct a s a b a n d o n e d ca ll s . In s t e a d ,
t h e y a r e r e co r d e d u n d e r a s e p a r a t e d a t a b a s e it e m , FD ISC C A LL S.

Th e ‘ ‘ d is co n n e ct ’ ’ co m m a n d is u s e fu l in o v e r lo a d a n d a ft e r - h o u r s s it u a t io n s, a s ill u s t r a t e d b y
Ve ct o r s 1 5 a n d 1 6 .

C A L L V E C T O R

N u m b e r : 1 5 N a m e t g 3 2 t o v d n 5 5 1 5
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 5 i f c a l l s - q u e u e d i n s p l i t 1 i s > 2 0 p r i o r i t y l
0 2 . q u e u e t o m a i n s p l i t 3 0 p r i o r i t y m
0 3 . a n n o u n c e m e n t e x t e n s i o n 3 3 2 2
0 4 . s t o p
0 5 . d i s c o n n e c t a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 2 2
0 6 .
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C A L L V E C T O R

N u m b e r : 1 6 N a m e t g 3 3 t o v d n 5 5 1 6
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 6 i f t i m e o f d a y i s a l l 1 7 : 0 0 t o a l l 0 8 : 0 0
0 2 . g o t o s t e p 6 i f t i m e o f d a y i s s a t 1 7 : 0 0 t o s u n 0 8 : 0 0
0 3 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 4 . a n n o u n c e m e n t e x t e n s i o n 3 3 4 4
0 5 . s t o p
0 6 . d i s c o n n e c t a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 3 3
0 7 .

T h e B u s y C o m m a n d

Th e ‘ ‘ B u s y ’ ’ co m m a n d r e m o v e s a ca ll fr o m v e ct o r p r o ce s s in g a n d g iv e s t h e ca lle r a b u s y s ig n a l.
D ia l- r e p e a t in g t r u n k ca ll s t h a t r e a ch a ‘ ‘ b u s y ’ ’ co m m a n d a lw a y s r e ce iv e a b u s y sig n a l.
H o w e v e r , a u t o m a t ic- in t r u n k ca lls r e ce iv e a b u s y s ig n a l o n ly if a n s w e r s u p er v is io n h a d
p r e v io u s ly b e e n s e n t (v ia a n a n n o u n ce m e n t o r w a it w it h m u s ic s t e p ). If a n s w er s u p e r v is io n h a d
n o t b e e n s e n t p r io r t o a n a u t o m a t ic- in t r u n k ca ll r e a ch in g a ‘ ‘ b u s y ’ ’ co m ma n d (t h a t is , t h e ca ll
h a s n o t r e ce iv e d a n a n n o u n ce m e n t o r a w a it w it h m u s ic s t e p ), t h e s w it ch s k ip s th e b u s y
co m m a n d a n d p r o ce s s e s t h e ca ll w it h t h e n e xt s t e p a n d t h e ca ll e r co n t in u e s to h e a r C O
r in g b a ck .

If a b u s y s ig n a l co n t in u e s fo r 4 5 s e co n d s , t h e s w it ch d is co n n e ct s t h e ca ll a n d , fo r n o n - ISD N
ca ll s , s e n d s a n s w e r s u p e r v is io n .

N O T E C M S d o e s n o t r e co r d ca ll s r e ce iv in g a fo r ce d b u s y a s a b a n d o n s . In s t e a d , t h e y a r e
r e co r d e d u n d e r a s e p a r a t e d a t a b a s e it e m , FB U S Y C A LL S.

Ve ct o r 1 7 is a n e xa m p le o f t h e ‘ ‘ B u s y ’ ’ co m m a n d .
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C A L L V E C T O R

N u m b e r : 1 7 N a m e t g 3 4 t o v d n 5 5 1 7
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 5 i f c a l l s - q u e u e d i n s p l i t 1 i s > 2 0 p r i o r i t y l
0 2 . q u e u e t o m a i n s p l i t 1 p r i o r i t y m
0 3 . w a i t t i m e 1 2 s e c s h e a r i n g r i n g b a c k
0 4 . s t o p
0 5 . b u s y
0 6 .

In Ve ct o r 1 7 , t h e b u s y s ig n a l is u s e d t o g e t ca ll e r s o ff t h e lin e if m o r e t h a n 2 0 ca ll s a r e a lr e a d y
q u e u e d t o t h e m a in s p lit .

T h e A n n o u n c e m e n t C o m m a n d

Th e ‘ ‘ a n n o u n ce m e n t ’ ’ co m m a n d p la y s t h e a n n o u n ce m e n t a s s ig n e d t o t h e s p e cifie d e xt e n s io n . If
t h e ca ll is in a s p lit q u e u e , t h e ca ll r e m a in s in q u e u e w h ile t h e a n n o u n ce m e n t p la y s. A ft e r t h e
a n n o u n ce m e n t co m p le t e s , if t h e ca ll is s t ill in q u e u e , t h e ca lle r h e a r s s ile n ce u n t il a n o t h e r
‘ ‘ a n n o u n ce m e n t ’ ’ co m m a n d , a ‘ ‘ w a it w it h r in g b a ck ’ ’ co m m a n d , o r a ‘ ‘ w a it w it h m u s ic’ ’
co m m a n d is p r o ce s s e d . If t h e ca ll co n n e ct s t o a n a g e n t ’ s t e r m in a l w h ile t h e a n no u n ce m e n t is
p la y in g , t h e a n n o u n ce m e n t s t o p s a n d t h e ca ll e r h e a r s r in g b a ck .

If t h e s p e cifie d a n n o u n ce m e n t is n o t in s e r v ice , t h e s w it ch s k ip s t h e co m m a n d a nd p r o ce s s e s
t h e ca ll w it h t h e n e xt v e ct o r co m m a n d . A n s w e r s u p e r v is io n , if n o t p r e v io u s ly se n t , is s e n t a t
t h e b e g in n in g o f a n a n n o u n ce m e n t .

T h e W a i t C o m m a n d

Th e ‘ ‘ Wa it ’ ’ co m m a n d d e la y s v e ct o r p r o ce s s in g fo r t h e s p e cifie d a m o u n t o f t im e w h ile ca ll e r s
h e a r s ile n ce , r in g in g (a ls o ca ll e d r in g b a ck ), o r m u s ic.

Y o u ca n s e t t h e w a it t im e fo r 0 t o 9 9 8 s e co n d s . If a w a it t im e o f 0 s e co n d s is s p e cifie d , ca ll e r
fe e d b a ck a n d p r o ce s s in g o f t h e n e xt v e ct o r co m m a n d b e g in im m e d ia t e ly . Ta b le 3 - 2 s um m a r iz e s
t h e t r e a t m e n t o f t h e w a it s t e p .
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T a b l e 3-2 O p e r ati o n o f t h e Wai t S t e p

D IS PO S ITIO N IF A N S S U PV N O T
S E N T PRE V IO U S L Y

D IS PO S ITIO N IF A N S
S U PV S E N T
PRE V IO U S L Y

WA IT TYPE TRU N K T YPE

An s w e r s u p e r v is io n is n o t s e n t ; ca ll e r
h e a r s r in g b a ck fr o m t h e s w it ch .

d ia l- r e p e a t in g C a ll e r h e a r s s ile n ce .

An s w e r s u p e r v is io n is n o t s e n t ; ca ll e r
h e a r s r in g b a ck fr o m C e n t r a l O ffice (C O ).

Sile n ce a u t o m a t ic- in C a ll e r h e a r s s ile n ce .

An s w e r s u p e r v is io n is n o t s e n t ; ca ll e r
h e a r s C O r in g b a ck .

d ia l- r e p e a t in g C a ll e r h e a r s r in g b a ck .

An s w e r s u p e r v is io n is n o t s e n t ; ca ll e r
h e a r s C O r in g b a ck .

Rin g b a ck a u t o m a t ic- in C a ll e r h e a r s r in g b a ck .

An s w e r s u p e r v is io n is s e n t ; ca ll e r h e a r s
m u s ic.

d ia l- r e p e a t in g C a ll e r h e a r s m u s ic.

An s w e r s u p e r v is io n is s e n t ; ca ll e r h e a r s
m u s ic.

M u s ic a u t o m a t ic- in C a lle r h e a r s m u s ic.

A ca ll e r o n a d ia l- r e p e a t in g t r u n k w ill h e a r s ile n ce , n o t r in g b a ck , u n t il a ‘ ‘ Wa it ’ ’ s t e p t a k e s
e ffe ct ; t h e ca lle r m a y , a s a r e s u lt , t h in k t h e ca ll d id n o t g e t t h r o u g h . Th e r e fo r e , ea r ly in a
v e ct o r h a n d lin g d ia l- r e p e a t in g t r u n k s (p e r h a p s a ft e r a ‘ ‘ Q u e u e t o M a in Sp lit ’ ’ co m m a n d ), y o u
s h o u ld e n t e r a ‘ ‘ W a it ’ ’ s t e p w it h r in g b a ck , m u s ic, o r a n a n n o u n ce m e n t .

N O T E If a ‘ ‘ w a it ’ ’ co m m a n d is t h e la s t s t e p in a v e ct o r (o r is fo ll o w e d b y a ‘ ‘ s t o p ’ ’
co m m a n d ), t h e s p e cifie d w a it in t e r v a l ca n a ffe ct t h e d a t a C M S co lle ct s fo r a v e ct o r .
W h e n t h e s p e cifie d w a it in t e r v a l e xp ir e s , t h e P B X s e n d s a m e s s a g e t o C M S
in d ica t in g t h a t p r o ce s s in g o f v e ct o r s t e p s h a s fin is h e d . If t h e s p e cifie d w a it in t e rv a l
is s h o r t (fo r e xa m p le , 2 s e co n d s ), t h e P B X co u ld s e n d C M S t h e m e s s a g e in d ica t in g
t h a t p r o ce s s in g fin is h e d b e fo r e t h e ca ll is a n s w e r e d .

Ve ct o r s 1 8 a n d 1 9 a r e e xa m p le s o f t h e ‘ ‘ w a it ’ ’ co m m a n d .
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C A L L V E C T O R

N u m b e r : 1 8 N a m e t g 3 4 t o v d n 5 5 1 8
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y l
0 2 . w a i t t i m e 2 s e c s h e a r i n g r i n g b a c k
0 3 .

C A L L V E C T O R

N u m b e r : 1 9 N a m e t g 3 5 t o v d n 5 5 1 9
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . q u e u e t o m a i n s p l i t 1 p r i o r i t y l
0 2 . w a i t t i m e 9 9 8 s e c s h e a r i n g r i n g b a c k
0 3 .

C M S w ill s t o p a ccu m u la t in g v e ct o r - r e la t e d d a t a a ft e r 2 s e co n d s o n ca ll s u n d e r Ve ct o r 1 8 ’ s
co n t r o l. N o t s o fo r Ve ct o r 1 9 : v e ct o r d a t a w ill co n t in u e t o b e a ccu m u la t e d o n 1 9 ’ s ca ll s fo r
9 9 8 s e co n d s (o v e r 1 6 m in u t e s ). F o r b o t h v e ct o r s , h o w e v e r , t h e VD N a n d s p lit s t a tis t ics w ill
b e a ccu m u la t e d fo r a s lo n g a s t h e ca ll la s t s .

Th u s , t h e ‘ ‘ To t a l Tim e in Ve ct o r ’ ’ s t a t is t ic in t h e h is t o r ica l v e ct o r r e p o r t s w o u ld s h o w
d iffe r e n t r e s u lt s fo r Ve ct o r s 1 8 a n d 1 9 . Th e ‘ ‘ To t a l Tim e in VD N ’ ’ s t a t is t ic in t h e h is t o r ica l
VD N r e p o r t s w o u ld n o t b e a ffe ct e d b y t h is d iffe r e n ce . A ls o , t h e n u m b e r o f a b a n d o n ed a n d
a n s w e r e d ca lls co u ld d iffe r in VD N a n d v e ct o r r e p o r t s if Ve ct o r 1 8 w e r e u s e d .
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T h e M e s s a g i n g S p l i t C o m m a n d

Th e ‘ ‘ m e s s a g in g s p lit ’ ’ co m m a n d s e n d s a ca ll t o t h e s p e cifie d m e s s a g in g s p lit s o t h a t t h e ca ll e r
ca n le a v e a m e s s a g e fo r t h e e xt e n s io n s p e cifie d in t h e co m m a n d . Th e m e s s a g in g s plit ca n b e a n
A U D IX s p lit o r a M e s s a g e C e n t e r s p lit . Th e e xt e n s io n ca n b e a p e r s o n a l e xt e n s io n or a s p lit
e xt e n s io n . If a n e xt e n s io n is n o t s p e cifie d o r ‘ ‘ n o n e ’ ’ is e n t e r e d in t h e fie ld , t h e ca lle r w ill b e
a b le t o le a v e a m e s s a g e fo r t h e VD N a s s o cia t e d w it h t h e ca ll . M e s s a g e s a r e d e liv e re d e it h e r v ia
a n A U D IX m a il b o x o r v ia t h e M e s s a g e C e n t e r a g e n t w h o t a k e s t h e m e s s a g e.

Ve ct o r p r o ce s s in g s k ip s a ‘ ‘ m e s s a g in g s p lit ’ ’ co m m a n d a n d p r o ce s s e s t h e n e xt v e ct o r co m m a n d
if:

Th e s p e cifie d s p lit is n o t a d m in is t e r e d (o n t h e s w it ch ) a s a n A U D IX s p lit o r a
M e s s a g e C e n t e r s p lit .

Th e s p e cifie d e xt e n s io n (o r d e fa u lt VD N ) is n o t a d m in is t e r e d o n t h e s w it ch o r is n o t
a n A U D IX o r M e s s a g e C e n t e r s u b s cr ib e r .

Th e q u e u e a s s ig n e d t o t h e s p e cifie d m e s s a g in g s p lit is fu ll .

Th e lin k t o t h e A U D IX is d o w n o r a ll A U D IX p o r t s a r e o u t o f s e r v ice .

If a ca ll is q u e u e d t o a s p lit w h e n a ‘ ‘ m e s s a g in g s p lit ’ ’ co m m a n d is p r o ce s s e d , t h e ca ll is
r e m o v e d fr o m q u e u e w h e n t h e m e s s a g in g s p lit is s u cce s s fu ll y a cce s s e d . Ve ct o r 2 0 is a n
e xa m p le o f a ‘ ‘ m e s s a g in g s p lit ’ ’ co m m a n d .
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C A L L V E C T O R

N u m b e r : 2 0 N a m e t g 3 6 t o v d n 5 5 2 0
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . g o t o s t e p 8 i f t i m e o f d a y i s a l l 1 7 : 0 0 t o a l l 0 8 : 0 0
0 2 . q u e u e t o m a i n s p l i t 3 p r i o r i t y l
0 3 . w a i t t i m e 1 2 s e c s h e a r i n g r i n g b a c k
0 4 . a n n o u n c e m e n t e x t e n s i o n 5 4
0 5 . w a i t t i m e 1 0 s e c s h e a r i n g m u s i c
0 6 . c h e c k b a c k u p s p l i t 5 p r i o r i t y l i f a v a i l a b l e - a g e n t s > 0
0 7 . s t o p
0 8 . m e s s a g i n g s p l i t 2 0 f o r e x t e n s i o n 2 0 0 0
0 9 .

T h e A d j u n c t R o u t i n g C o m m a n d

Th e ‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d is o n ly a v a ila b le if t h e A SA I fe a t u r e is a d m in is t e r e d on t h e
s w it ch . Th e ‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d is u s e d t o g iv e ca ll- r o u t in g co n t r o l t o a n a d ju n ct
p r o ce s s o r a n d t o s e n d in fo r m a t io n (co lle ct e d b y t h e s w it ch ) t o t h e a d ju n ct s o t h e a d ju n ct ca n
d e t e r m in e h o w t o r o u t e t h e ca ll .

D e p e n d in g o n t h e ca ll ce n t e r s o ft w a r e d e v e lo p e d fo r t h e a d ju n ct , t h e a d ju n ct ca n t h e n r o u t e
ca ll s t o a n y o f t h e fo llo w in g d e s t in a t io n s :

A lo ca l e xt e n s io n o r VD N

Th e a t t e n d a n t (o r t h e a t t e n d a n t q u e u e )

A r e m o t e e xt e n s io n o r VD N

A n e xt e r n a l p h o n e n u m b e r

A n e xt e n s io n fo r a n o n - v e ct o r - co n t r o lle d s p lit

A n a n n o u n ce m e n t e xt e n s io n

A ‘ ‘ w a it ’ ’ o r ‘ ‘ a n n o u n ce m e n t ’ ’ co m m a n d s h o u ld a lw a y s fo ll o w a n ‘ ‘ a d ju n ct ro u t in g ’ ’ co m m a n d
in a v e ct o r t o g iv e t h e a d ju n ct t im e t o a cce p t t h e ca ll fo r r o u t in g . If a n y o t h e r co m ma n d
im m e d ia t e ly fo ll o w s a n ‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d , t h e s w it ch p r o ce s s e s t h e co m m a n d t h a t
fo ll o w s a n d t h e ‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d fa ils .
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Ve ct o r 2 1 is a n e xa m p le o f t h e ‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d .

C A L L V E C T O R

N u m b e r : 2 1 N a m e t g 3 7 t o v d n 5 5 2 1
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . a n n o u n c e m e n t e x t e n s i o n 3 0 0 0
0 2 . a d j u n c t r o u t i n g l i n k e x t e n s i o n 2 1 1 1
0 3 . w a i t t i m e 2 0 s e c s h e a r i n g m u s i c
0 4 . g o t o v e c t o r 1 8 u n c o n d i t i o n a l l y
0 5 .

In Ve ct o r 2 1 , a ca ll fir s t r e ce iv e s a n a n n o u n ce m e n t . Th e n t h e s w it ch im m e d ia t e ly r e q u es t s ca ll
r o u t in g in s t r u ct io n s fr o m t h e a d ju n ct v ia e xt e n s io n 2 1 1 1 . A ‘ ‘ w a it ’ ’ co m m a n d fo ll o w s t h e
‘ ‘ a d ju n ct r o u t in g ’ ’ co m m a n d t o g iv e t h e a d ju n ct t im e t o a cce p t t h e ca ll r o u t in g r e q u es t . Th e ‘ ‘ g o
t o v e ct o r ’ ’ co m m a n d in S t e p 4 p r o v id e s a n a lt e r n a t iv e fo r ca ll p r o ce s s in g in ca s e t h e a d ju n ct
d o e s n o t a cce p t t h e r o u t in g r e q u e s t .
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T h e P r o m p t i n g C o m m a n d s
Th e fo llo w in g v e ct o r co m m a n d s ca n o n ly b e a d m in is t e r e d o n t h e s w it ch u s in g t h e D EF IN ITY
M a n a g e r I. Fu r t h e r m o r e , t h e s e co m m a n d s ca n b e a d m in is t e r e d o n ly if t h e s w it ch h as t h e C a ll
Ve ct o r in g a n d C a ll P r o m p t in g fe a t u r e s . To r e ce iv e VD N a n d v e ct o r r e p o r t s , t h e CM S m u s t
h a v e t h e Ve ct o r in g fe a t u r e . Fo r in fo r m a t io n a b o u t VD N s , v e ct o r s , a n d o t h e r v e ct o r in g
co m m a n d s , s e e t h e d e s cr ip t io n o f C a ll Ve ct o r in g in t h is ch a p t e r .

C a ll P r o m p t in g a d d s t h e fo ll o w in g v e ct o r co m m a n d s :

co ll e ct d ig it s

r o u t e t o d ig it s

C a ll P r o m p t in g a d d s t h e t h e ‘ ‘ if d ig it s e q u a l’ ’ co n d it io n t o t h e fo ll o w in g v e ct o r co m m a n d s :

g o t o s t e p

g o t o v e ct o r

r o u t e t o n u m b e r

T h e C o l l e c t D i g i t s C o m m a n d

Th e ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d co ll e ct s a n d s t o r e s u p t o 1 6 t o u ch - t o n e d ig it s en t e r e d fr o m t h e
ca ll e r ’ s t e le p h o n e . Th e s w it ch u s e s t h e s e d ig it s t o d e t e r m in e h o w t o p r o ce ss t h e ca ll . Th e
‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d ca n s p e cify a n e xt e n s io n n u m b e r a s s o cia t e d w it h a n a n n o u n ce m e n t .
Th e a n n o u n ce m e n t s h o u ld e xp la in t h e ca ll e r ’ s d ig it - e n t r y o p t io n s a n d t h e pu r p o s e o f e a ch
o p t io n .

Th e ca ll e r m a y s t a r t e n t e r in g d ig it s w h ile t h e a n n o u n ce m e n t is p la y in g o r u p to 1 0 s e co n d s a ft e r
t h e a n n o u n ce m e n t s t o p s . O n ce d ig it - e n t r y s t a r t s , t h e ca ll e r h a s u p t o 10 s e co n d s t o e n t e r e a ch
a d d it io n a l d ig it . If t h e ca ll e r d o e s n o t e n t e r a d ig it w it h in 1 0 s e co n d s , d ig it co ll ect io n s t o p s
(w h e t h e r d ig it e n t r y is co m p le t e o r n o t ) a n d t h e n e xt s t e p in t h e v e ct o r is p r o ce s s e d. If t h e
ca ll e r b e g in s e n t e r in g d ig it s w h ile t h e a n n o u n ce m e n t is p la y in g , t h e a n n o u n ce me n t s t o p s .

If t h e ca ll e r m a k e s a m is t a k e w h ile e n t e r in g d ig it s , e n t e r in g a n a s t e r is k (* ) re s t a r t s t h e d ig it
co ll e ct io n p r o ce s s . Th e a n n o u n ce m e n t d o e s n o t p la y a g a in if t h e d ig it co lle ct io n p r oce s s is
r e s t a r t e d .
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V a r i a b l e - L e n g t h D i g i t S t r i n g s
To a cco m m o d a t e v a r ia b le - le n g t h d ig it s t r in g s , t h e ca ll e r ca n e n t e r a p o u n d s ig n (# ) a ft e r
e n t e r in g o n e o r m o r e d ig it s . Fo r e xa m p le , t h e a n n o u n ce m e n t co u ld t e ll t h e ca ll e r t o e n t e r a
fiv e - d ig it e xt e n s io n n u m b e r o r , fo r o p e r a t o r a s s is t a n ce , p r e s s t h e z e r o fo llo w e d b y t h e p o u n d
s ig n . W h e n t h e n u m b e r o f d ig it s t h e ca ll e r co u ld e n t e r v a r ie s , t h e ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d
s h o u ld s p e cify t h e la r g e s t p o s s ib le n u m b e r o f d ig it s . Th e ‘ ‘ co ll e ct d ig it s ’ ’ co m ma n d fo r t h e
p r e v io u s e xa m p le s h o u ld s p e cify 5 d ig it s .

Th e p o u n d s ig n t e ll s t h e s w it ch t h a t t h e ca ll e r h a s fin is h e d e n t e r in g d ig it s . If t h e ca ll e r e n t e r s
d ig it s a n d a p o u n d s ig n (o r e n t e r s t h e n u m b e r o f d ig it s s p e cifie d in t h e co m m a nd ), t h e n e xt s t e p
in t h e v e ct o r is p r o ce s s e d im m e d ia t e ly . If t h e ca ll e r d o e s n o t e n t e r t h e n u mb e r o f d ig it s
s p e cifie d in t h e co m m a n d a n d d o e s n o t e n t e r a p o u n d s ig n , v e ct o r p r o ce s s in g wa it s 1 0 s e co n d s
a n d t h e n p r o ce s s e s t h e n e xt s t e p in t h e v e ct o r .

D i a l i n g A h e a d
If t h e ca ll e r e n t e r s m o r e t h a n t h e n u m b e r o f d ig it s s p e cifie d fo r a ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d , t h e
s w it ch s a v e s t h e a d d it io n a l d ig it s fo r a la t e r ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d . Th is allo w s fr e q u e n t
ca ll e r s t o d ia l a h e a d a n d a v o id lis t e n in g t o t h e a n n o u n ce m e n t (s ). If t h e v e ct o r d o e s n o t h a v e
a n o t h e r ‘ ‘ co lle ct d ig it s ’ ’ co m m a n d , t h e e xt r a d ig it s a r e d is ca r d e d .

T h e A n n o u n c e m e n t
Th e ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d ca n s p e cify a n e xt e n s io n n u m b e r a s s o cia t e d w it h a n
a n n o u n ce m e n t . In a d d it io n t o e xp la in in g t h e ca ll e r s d ig it - e n t r y o p t io n s a n d t h e p ur p o s e o f e a ch
o p t io n , d e p e n d in g o n h o w t h e v e ct o r is d e s ig n e d , t h e a n n o u n ce m e n t m a y a ls o in clu d e
in fo r m a t io n :

F o r r o t a r y t e le p h o n e u s e r s .

A b o u t e n t e r in g t h e p o u n d (# ) s ig n t o s t o p d ig it co ll e ct io n .

A b o u t e n t e r in g t h e a s t e r is k (* ) t o r e s t a r t d ig it co ll e ct io n .

A b o u t d ia lin g a h e a d .
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T he P r omp ti ng Co mma nd s

D e l a y s A s s o c i a t e d w i t h t h e ‘ ‘ C o l l e c t D i g i t s ’ ’ C o m m a n d
D u r in g p e r io d s o f h e a v y ca ll t r a ffic, ca lle r s m a y h a v e t o w a it fo r a t o u ch - t o n e r e ce iv e r (u s e d t o
co ll e ct d ig it s ). Th e ca ll e r w ill n o t h e a r t h e ‘ ‘ co lle ct d ig it s ’ ’ a n n o u n ce m e n t u n t il a t o u ch - t o n e
r e ce iv e r is a v a ila b le . C a ll e r s m a y a ls o h a v e t o w a it if a n a n n o u n ce m e n t p o r t is n o t im m e d ia t e ly
a v a ila b le . W h ile w a it in g , t h e ca lle r co n t in u e s t o h e a r t h e t r e a t m e n t (s ile n ce , m u s ic, o r r in g b a ck )
t h a t w a s in e ffe ct b e fo r e t h e ‘ ‘ co lle ct d ig it s ’ ’ co m m a n d w a s p r o ce s s e d .

S a m p l e V e c t o r
Ve ct o r 2 2 is a n e xa m p le o f a v e ct o r t h a t co n t a in s a ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d .

C A L L V E C T O R

N u m b e r : 2 2 N a m e t g 3 8 t o v d n 5 5 2 2
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . c o l l e c t 1 d i g i t s a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 2 3
0 2 . g o t o s t e p 5 i f d i g i t s e q u a l 1
0 3 . g o t o s t e p 9 i f d i g i t s e q u a l 2
0 4 . g o t o v e c t o r 3 0 i f d i g i t s e q u a l 3
0 5 . q u e u e t o m a i n s p l i t 1 1 p r i o r i t y l
0 6 . a n n o u n c e m e n t e x t e n s i o n 3 4 0 0
0 7 . w a i t t i m e 9 9 8 s e c s h e a r i n g m u s i c
0 8 . s t o p
0 9 . q u e u e t o m a i n s p l i t 1 2 p r i o r i t y l
1 0 . a n n o u n c e m e n t e x t e n s i o n 3 4 0 0
1 1 . w a i t t i m e 9 9 8 s e c s h e a r i n g m u s i c
1 2 .

In S t e p 1 o f Ve ct o r 2 2 , t h e a n n o u n ce m e n t p a r t o f t h e ‘ ‘ co ll e ct d ig it s ’ ’ co m ma n d in s t r u ct s t h e
ca ll e r t o e n t e r a ‘ ‘ 1 , ’ ’ ‘ ‘ 2 , ’ ’ o r ‘ ‘ 3 , ’ ’ d e p e n d in g o n w h a t o p t io n t h e ca ll e r w a n t s . Th e n , la t e r s t e p s
in t h e v e ct o r u s e t h e ca ll e r - e n t e r e d d ig it t o p r o ce s s t h e ca ll .
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T he P r omp ti ng Co mma nd s

T h e G o T o S t e p C o m m a n d

C a ll P r o m p t in g a d d s t h e ‘ ‘ if d ig it s e q u a l’ ’ co n d it io n t o t h e ‘ ‘ g o t o s t e p ’ ’ co m m a n d d e s cr ib e d in
t h e ‘ ‘ Th e Ve ct o r in g C o m m a n d s ’ ’ s e ct io n o f t h is ch a p t e r . Ve ct o r p r o ce s s in g b r an ch e s t o t h e
s p e cifie d s t e p in t h e v e ct o r if t h e d ig it s co ll e ct e d b y t h e la s t ‘ ‘ co ll e ct d ig it s ’ ’ co mm a n d m a t ch t h e
d ig it s s p e cifie d in t h e ‘ ‘ g o t o s t e p ’ ’ co m m a n d . Th e ‘ ‘ if d ig it s e q u a l’ ’ co n d it io n ca n s p e cify a s
m a n y a s 1 6 d ig it s .

C a ll s r e m a in in q u e u e o r co n t in u e t o r e ce iv e t h e t r e a t m e n t t h a t w a s e s t a blis h e d b e fo r e t h e ‘ ‘ go
t o s t e p ’ ’ co m m a n d . If t h e d ig it s s p e cifie d in t h e ‘ ‘ g o t o s t e p ’ ’ co m m a n d d o n o t m a t ch t h e d ig it s
co ll e ct e d b y t h e la s t ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d , v e ct o r p r o ce s s in g co n t in u e s w it h t he n e xt s t e p in
t h e v e ct o r (b r a n ch in g d o e s n o t o ccu r ).

Ve ct o r 2 3 s h o w s e xa m p le s o f t h e ‘ ‘ g o t o s t e p ’ ’ co m m a n d w it h t h e ‘ ‘ if d ig it s ’ ’ co n d it io n .

C A L L V E C T O R

N u m b e r : 2 3 N a m e t g 4 1 t o v d n 5 5 2 3
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . c o l l e c t 1 d i g i t s a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 2 3
0 2 . g o t o s t e p 4 i f d i g i t s e q u a l 1
0 3 . g o t o s t e p 8 i f d i g i t s e q u a l 2
0 4 . q u e u e t o m a i n s p l i t 1 1 p r i o r i t y l
0 5 . a n n o u n c e m e n t e x t e n s i o n 3 4 0 0
0 6 . w a i t t i m e 9 9 8 s e c s h e a r i n g m u s i c
0 7 . s t o p
0 8 . q u e u e t o m a i n s p l i t 1 2 p r i o r i t y l
0 9 . a n n o u n c e m e n t e x t e n s i o n 3 4 0 0
1 0 . w a i t t i m e 9 9 8 s e c s h e a r i n g m u s i c
1 1 .

St e p 1 co ll e ct s o n e d ig it fr o m t h e ca ll e r . St e p s 2 t h r o u g h 4 t e s t t h e ca ll e r - e n t e r ed d ig it a n d
b r a n ch t o S t e p 5 if t h e ca ll e r e n t e r e d a 1 , b r a n ch t o S t e p 9 if t h e ca ll e r e n te r e d a 2 , o r co n t in u e
v e ct o r p r o ce s s in g w it h v e ct o r 3 0 if t h e ca ll e r e n t e r e d a 3 . S t e p 5 q u e u e s t he ca ll t o s p lit 1 1 a t
lo w p r io r it y . St e p 9 q u e u e s t h e ca ll t o s p lit 1 2 a t lo w p r io r it y .

Se e ‘ ‘ Th e Ve ct o r in g C o m m a n d s ’ ’ s e ct io n in t h is ch a p t e r fo r in fo r m a t io n a b o u t o t he r ‘ ‘ g o t o
s t e p ’ ’ co m m a n d co n d it io n s .
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T he P r omp ti ng Co mma nd s

T h e G o T o V e c t o r C o m m a n d

C a ll P r o m p t in g a d d s t h e ‘ ‘ if d ig it s e q u a l’ ’ co n d it io n t o t h e ‘ ‘ g o t o v e ct o r ’’ co m m a n d d e s cr ib e d in
t h e C a ll Ve ct o r in g s e ct io n o f t h is ch a p t e r . Th e s w it ch b r a n ch e s t o St e p 1 o f t h e s p e cifie d v ect o r
if t h e d ig it s co ll e ct e d b y t h e la s t ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d m a t ch t h e d ig it s s pe cifie d in t h e ‘ ‘ g o
t o v e ct o r ’ ’ co m m a n d . Th e ‘ ‘ if d ig it s e q u a l’ ’ co n d it io n ca n s p e cify a s m a n y a s 1 6 d ig it s .

C a ll s r e m a in in q u e u e o r co n t in u e t o r e ce iv e t h e t r e a t m e n t t h a t w a s e s t a blis h e d b e fo r e t h e ‘ ‘ go
t o v e ct o r ’ ’ co m m a n d . If t h e d ig it s s p e cifie d in t h e ‘ ‘ g o t o v e ct o r ’ ’ co m m a n d d o n o t m a t ch t h e
d ig it s co ll e ct e d b y t h e la s t ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d , v e ct o r p r o ce s s in g co n t in u e s w it h t h e n e xt
s t e p in t h e v e ct o r (b r a n ch in g d o e s n o t o ccu r ).

Ve ct o r 2 4 is a n e xa m p le o f t h e ‘ ‘ g o t o v e ct o r ’ ’ co m m a n d w it h t h e ‘ ‘ if d ig it s e q u a l’ ’ co n d it io n .

C A L L V E C T O R

N u m b e r : 2 4 N a m e t g 4 2 t o v d n 5 5 2 4
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . c o l l e c t 1 d i g i t s a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 2 3
0 2 . g o t o s t e p 5 i f d i g i t s e q u a l 1
0 3 . g o t o s t e p 9 i f d i g i t s e q u a l 2
0 4 . g o t o v e c t o r 3 0 i f d i g i t s e q u a l 3
0 5 . q u e u e t o m a i n s p l i t 1 1 p r i o r i t y l
0 6 . a n n o u n c e m e n t e x t e n s i o n 3 4 0 0
0 7 . w a i t t i m e 9 9 8 s e c s h e a r i n g m u s i c
0 8 . s t o p
0 9 . q u e u e t o m a i n s p l i t 1 2 p r i o r i t y l
1 0 . a n n o u n c e m e n t e x t e n s i o n 3 4 0 0
1 1 . w a i t t i m e 9 9 8 s e c s h e a r i n g m u s i c
1 2 .

In S t e p 4 o f Ve ct o r 2 4 , v e ct o r p r o ce s s in g co n t in u e s w it h Ve ct o r 3 0 if t h e ca ll e r e n t er s a ‘ ‘ 3 ’ ’ fo r
t h e ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d .

Se e ‘ ‘ Th e Ve ct o r in g C o m m a n d s ’ ’ s e ct io n in t h is ch a p t e r fo r in fo r m a t io n a b o u t o t he r ‘ ‘ g o t o
v e ct o r ’ ’ co m m a n d co n d it io n s .
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T he P r omp ti ng Co mma nd s

T h e R o u t e T o N u m b e r C o m m a n d

C a ll P r o m p t in g a d d s t h e ‘ ‘ if d ig it e q u a ls ’ ’ co n d it io n t o t h e ‘ ‘ r o u t e t o nu m b e r ’ ’ co m m a n d
d e s cr ib e d in t h e C a ll Ve ct o r in g s e ct io n o f t h is ch a p t e r . Th is co m m a n d r o u t e s t h e ca ll to t h e
s p e cifie d d e s t in a t io n if t h e d ig it s p e cifie d in t h e ‘ ‘ if d ig it e q u a ls ’ ’ co n d it io n m a t ch es t h e d ig it
co ll e ct e d b y t h e la s t ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d .

Ve ct o r p r o ce s s in g s t o p s if t h e ca ll r o u t e s s u cce s s fu ll y . Ve ct o r p r o ce s s in g s k ip s th e ‘ ‘ r o u t e t o
n u m b e r ’ ’ co m m a n d a n d co n t in u e s w it h t h e n e xt s t e p in t h e v e ct o r if t h e ca ll d oe s n o t r o u t e
s u cce s s fu ll y o r if t h e la s t ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d co ll e ct e d m o r e t h a n o n e d ig it , n o d ig it s , o r a
d ig it t h a t d o e s n o t m a t ch t h e d ig it s p e cifie d in t h e ‘ ‘ r o u t e t o n u m b e r ’ ’ co m ma n d .

Th e ‘ ‘ if d ig it e q u a ls ’ ’ co n d it io n ca n o n ly b e u s e d t o r o u t e ca lls b a s e d o n a s in g le -d ig it
co m p a r is o n .

Ve ct o r 2 5 s h o w s e xa m p le s o f t h e ‘ ‘ r o u t e t o n u m b e r ’ ’ co m m a n d w it h t h e ‘ ‘if d ig it e q u a ls ’ ’
co n d it io n .

C A L L V E C T O R

N u m b e r : 2 5 N a m e t g 4 3 t o v d n 5 5 2 5
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . c o l l e c t 1 d i g i t s a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 2 3
0 2 . r o u t e t o n u m b e r 5 5 7 7 i f d i g i t e q u a l s 1
0 3 . r o u t e t o n u m b e r 5 5 8 0 i f d i g i t e q u a l s 2
0 4 . r o u t e t o n u m b e r 5 5 8 7 i f d i g i t e q u a l s 3
0 5 . g o t o v e c t o r 3 0 u n c o n d i t i o n a l l y
0 6 .

In Ve ct o r 2 5 , if t h e ca ll e r e n t e r s a ‘ ‘ 1 ’ ’ fo r t h e ‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d in S te p 1 , t h e ca ll r o u t e s
t o e xt e n s io n 5 5 7 7 . If t h e ca ll e r e n t e r s a ‘ ‘ 2 , ’ ’ t h e ca ll r o u t e s t h e t o e xt e ns io n 5 5 8 0 . If t h e ca lle r
e n t e r s a ‘ ‘ 3 , ’ ’ t h e ca ll r o u t e s t o e xt e n s io n 5 5 8 7 . Fin a ll y , if t h e ca ll e r e n t er s a n y o t h e r d ig it o r
fa ils t o e n t e r a d ig it , v e ct o r p r o ce s s in g co n t in u e s a t Ve ct o r 3 0 .
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T he P r omp ti ng Co mma nd s

T h e R o u t e T o D i g i t s C o m m a n d

Th is co m m a n d r o u t e s t h e ca ll t o t h e d e s t in a t io n s p e cifie d b y t h e d ig it s co lle ct e d b y t h e la s t
‘ ‘ co ll e ct d ig it s ’ ’ co m m a n d .

Th e ‘ ‘ r o u t e t o d ig it s ’ ’ co m m a n d e n a b le s t h e s w it ch t o r o u t e a ca ll b a s e d o n ca ll e r - e n t e r e d d ig it s .
Th e ‘ ‘ w it h co v e r a g e ’ ’ p a r a m e t e r s p e cifie s w h e t h e r fe a t u r e t h a t r e d ir e ct ca ll s s u ch a s C a ll
C o v e r a g e a n d C a ll F o r w a r d in g a p p ly t o t h e r o u t e d ca ll o r n o t . Fo r a n in t e r n a l e xt e n s io n , t h e
ca ll r e d ir e ct s if t h e ‘ ‘ w it h co v e r a g e ’ ’ p a r a m e t e r is s e t t o y (y e s ) a n d co v e r a ge / fo r w a r d in g is
a s s ig n e d a n d a p p lie s t o t h e ca ll . C o v e r a g e is ig n o r e d if t h e ‘ ‘ w it h co v e r a g e ’ ’ p ar a m e t e r is s e t t o
n (n o ).

If t h e ‘ ‘ w it h co v e r a g e ’ ’ p a r a m e t e r is s e t t o y an d t h e d e s t in a t io n is a n in t e r n a l e xt e n s io n , v e ct o r
p r o ce s s in g s t o p s a s s o o n a s t h e co m m a n d is p r o ce s s e d . If t h e d e s t in a t io n is o u t sid e t h e s w it ch
o r t h e ‘ ‘ w it h co v e r a g e ’ ’ p a r a m e t e r is s e t t o n , v e ct o r p r o ce s s in g s t o p s if t he ca ll r o u t e s
s u cce s s fu ll y . Ve ct o r p r o ce s s in g s k ip s t h e ‘ ‘ r o u t e t o d ig it s ’ ’ co m m a n d a n d co n tin u e s w it h t h e
n e xt s t e p in t h e v e ct o r if t h e ca ll d o e s n o t r o u t e s u cce s s fu ll y o r t h e la s t ‘ ‘ co lle ct d ig it s ’ ’
co m m a n d co ll e ct e d n o d ig it s .

Ve ct o r 2 6 is a n e xa m p le o f t h e ‘ ‘ r o u t e t o d ig it s ’ ’ co m m a n d .

C A L L V E C T O R

N u m b e r : 2 6 N a m e t g 4 4 t o v d n 5 5 2 6
A S A I R o u t i n g ? n B a s i c ? y P r o m p t i n g ? y

0 1 . c o l l e c t 4 d i g i t s a f t e r a n n o u n c e m e n t e x t e n s i o n 3 3 2 3
0 2 . r o u t e t o d i g i t s w i t h c o v e r a g e n
0 3 . g o t o v e c t o r 3 0 i f u n c o n d i t i o n a l l y
0 4 .

In Ve ct o r 2 6 , t h e a n n o u n ce m e n t s p e cifie d in S t e p 1 t e ll s t h e ca ll e r t o e n t e r a 4 -d ig it e xt e n s io n
n u m b e r . S t e p 2 r o u t e s t h e ca ll t o t h e 4 - d ig it e xt e n s io n n u m b e r e n t e r e d b y t he ca ll e r . If t h e
e xt e n s io n is n o t a v a ila b le , S t e p 3 s e n d s t h e ca ll t o Ve ct o r 3 0 .
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A g e n t C a l l H a n d l i n g i n a V e c t o r i n g A C D
Th e w a y a g e n t s h a n d le ca lls in a v e ct o r - co n t r o ll e d s p lit is a lm o s t t h e s a m e a s t h e w a y t h e y
h a n d le ca ll s in a n o n - v e ct o r - co n t r o ll e d s p lit . M o s t v e ct o r s s e n d ca ll s t o s p lit s , an d t h e ca ll s a r e
t h e n d is t r ib u t e d t o a g e n t s a cco r d in g t o s p e cifie d A C D a lg o r it h m s . In m o s t ca s e s, a ca ll is
co n n e ct e d t o a n a g e n t o r t h e ca ll e r a b a n d o n s , a n d v e ct o r p r o ce s s in g e n d s fo r th a t ca ll. A s ca ll s
co m p le t e a n d t e r m in a t e , a g e n t s ch a n g e t h e ir s t at e s a cco r d in g ly . (S e e A p p e n d ix C , ‘ ‘ A C D
B a s ics , ’ ’ in t h e C a ll M an ag em en t Sy st em A d m i n i st ra t i o n [ 5 8 5 - 2 1 5 - 5 0 4 ] fo r a d e s cr ip t io n o f a g e n t
s t a t e s .) A s a g e n t s ch a n g e s t a t e s , ch a n g e o f s t a t u s m e s s a g e s a r e se n t t o t h e 3 B co m p u t e r fo r
p e g g in g in t h e C M S d a t a b a s e .

In a n o n - v e ct o r - co n t r o ll e d s p lit , a g e n t s t e n d t o r e ce iv e ca ll s o f a s im ila r n a t u r e fr o m o n e o r a
fe w s o u r ce s . In a v e ct o r - co n t r o ll e d s p lit , a g e n t s m a y r e ce iv e a w id e v a r ie t y o f ca ll s fr o m m a n y
d iffe r e n t s o u r ce s . Vo ice t e r m in a ls w it h d is p la y ca p a b ilit ie s h e lp a g e n t s d is t in g u is h t he s o u r ce
a n d p u r p o s e o f e a ch ca ll .

V o i c e T e r m i n a l D i s p l a y s f o r A g e n t s

W it h C a ll Ve ct o r in g , t h e fo ll o w in g ca ll in fo r m a t io n (m o r e , if q u e u e s t a t u s d is pla y is a ct iv e ) is
d is p la y e d o n a n a g e n t ’ s v o ice t e r m in a l:

[ S o u r c e o f c a l l ] t o [ V D N n a m e o r n u m b e r ]

Th is in fo r m a t io n is e s p e cia ll y u s e fu l w h e n s e v e r a l VD N s t e r m in a t e t o o n e v e ct o r a n d sp lit . Th e
d is p la y id e n t ifie s t h e s o u r ce o f a n d t h e p r o d u ct o r s e r v ice a s s o cia t e d w it h e a ch ca ll .

F o r e xa m p le , a n a g e n t m ig h t b e t r a in e d t o a n s w e r : ‘ ‘ H e ll o . . . P r o d u ct A s a le s ’ ’ w h e n t h e
fo ll o w in g in fo r m a t io n is d is p la y e d :

t r u n k g r o u p t o P r o d u c t A S a l e s

Th e s a m e a g e n t co u ld t h e n a n s w e r : ‘ ‘ H e ll o . . . P r o d u ct B S a le s , ’ ’ w h e n t h e fo ll o w in g
in fo r m a t io n is d is p la y e d :

t r u n k g r o u p t o P r o d u c t B S a l e s

‘ ‘ P r o d u ct A Sa le s ’ ’ a n d ‘ ‘ P r o d u ct B S a le s ’ ’ a r e n a m e s a s s ig n e d t o t h e VD N s t h a t r e ce iv e ca ll s fo r
t h e s e p r o d u ct s .

N O T E If s p lit s h a n d le m o r e t h a n o n e p r o d u ct , s p lit r e p o r t s w ill n o t d is t in g u is h ca ll t r a ffic fo r
s p e cific p r o d u ct s . So , C M S p r o v id e s VD N r e p o r t s t o co ll e ct a n d d is p la y ca ll t r a ffic
d a t a o n VD N s u s e d a s ca ll - id e n t ifie r s .
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U s i n g C M S W i t h V e c t o r i n g

C o n f i g u r i n g V e c t o r s

Y o u ca n u s e t h e C M S Co n f i g u r at i o n - V e ct o r D i r e ct o r y N u m b e r A s s i g n m e n t s cr e e n t o r e a s s ig n
VD N s t o v e ct o r s . To a d m in is t e r a n y o t h e r a s p e ct o f a v e ct o r in g A C D , y o u m u st u s e t h e
D EF IN ITY M a n a g e r I.

G e n e r a t i n g R e p o r t s

C M S co ll e ct s VD N a n d v e ct o r d a t a a n d s t o r e s it in VD N a n d Ve ct o r file s in e a ch o f t h e C M S
d a t a b a s e s . Y o u ca n v ie w t h is d a t a b y a cce s s in g t h e fo llo w in g r e p o r t s t h a t co v e r v e ct o r in g :

St a n d a r d Re a l- t im e Re p o r t s , s p e cifica lly t h e Ve ct o r S t a t u s a n d VD N S t a t u s Re p o rt s .
Y o u a d m in is t e r a n d o r d e r t h e s e r e p o r t s in t h e Re p o r ts s u b s y s t e m .

St a n d a r d H is t o r ica l Re p o r t s , s p e cifica lly t h e D a ily , W e e k ly , a n d M o n t h ly Ve ct o r
Re p o r t s , a n d t h e D a ily , W e e k ly , a n d M o n t h ly VD N Re p o r t s . Y o u a d m in is t e r a n d
o r d e r t h e s e r e p o r t s in t h e Re p o r ts s u b s y s t e m .

Th e D a ily Ve ct o r Ex ce p t io n s Re p o r t , w h ich y o u a d m in is t e r a n d o r d e r in t h e
E x ce p t i o n s s u b s y s t e m .

N O T E F o r m o r e in fo r m a t io n o n h o w C M S d a t a b a s e s a r e o r g a n iz e d , s e e C h a p t e r 5 in th e C a ll
M an ag em en t Sy st em Cu st o m R ep o rt s (5 8 5 - 2 1 5 - 5 0 3 ).

Y o u ca n a ls o cr e a t e cu s t o m r e p o r t s o n v e ct o r s a n d VD N s u s in g t h e Cu s t o m Re p o r ts Cre at i o n
s u b s y s t e m a n d t h e C a lcu la t io n s a n d C o n s t a n t s p o r t io n s o f t h e D i ct i o n ary s u b s y s t e m .

Ve ct o r in g d a t a ca n b e s t o r e d fo r u p t o 3 1 d a y s fo r h a lf- h o u r d a t a a n d 3 8 7 d a ys fo r d a ily d a t a .
Th e s e p e r io d s r e p r e s e n t t h e m a xim u m a g e s o f v e ct o r in g d a t a t h a t ca n a p p ea r in a r e p o r t . Th e s e
p a r a m e t e r s a r e a d m in is t e r e d b y t h e C M S a d m in is t r a t o r fr o m t h e M ai n te n an ce — A r ch i v e
Param e t e r s s cr e e n .
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U si ng CMS W i t h V e c t or i ng

Ve ct o r a n d VD N s y n o n y m s ca n a ls o b e a s s ig n e d t o v e ct o r s a n d VD N s t o r e p la ce t h e s w it ch
id e n t ifie r s in r e p o r t s fo r m o r e m e a n in g fu l d is p la y s . Y o u a s s ig n t h e s e s y n o n y m s in t h e
D i ct i o n ary s u b s y s t e m .

N O T E A n e ffo r t s h o u ld b e m a d e t o co o r d in a t e n a m e s in t h e C M S D ict io n a r y a n d t h o s e
e n t e r e d in t h e Ve ct o r D ir e ct o r y N u m b e r a n d C a ll Ve ct o r Fo r m s o n t h e s w it ch .

A d m i n i s t e r i n g V e c t o r A c c e s s

Re a d p e r m is s io n a llo w s a C M S u s e r t o v ie w v e ct o r r e p o r t s . W r it e p e r m is s io n a llo w s a CM S
u s e r t o cr e a t e o r ch a n g e e xce p t io n r e p o r t p a r a m e t e r s fo r a s p e cific v e ct o r a n d t o r e a s s ig n VD N s
t o t h e v e ct o r .
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G e n e r a l I n f o r m a t i o n
Y o u ca n u s e t h e C M S Re p o r t s S u b s y s t e m t o r e q u e s t r e a l- t im e (cu r r e n t ), h is to r ica l, a n d s p e cia l
m a n a g e m e n t r e p o r t s o n y o u r v e ct o r s a n d VD N s . Th e s e r e p o r t s d is p la y d a ta o n v a r io u s
a ct iv it ie s (a v e r a g e s p e e d o f a n s w e r , a b a n d o n e d ca ll s , ca ll s ca r r ie d , a n d s o o n) in v o lv in g v e ct o r s
a n d VD N s . Re p o r t s ca n b e d is p la y e d d ir e ct ly o n t h e s cr e e n o r d ir e ct e d t o a p r in t e r o r file .

T h e R e p o r t s M e n u f o r C M S W i t h C a l l V e c t o r i n g

Y o u s e le ct t h e v e ct o r o r VD N r e p o r t s y o u w a n t b y fir s t a cce s s in g t h e Re p o r t s M e n u (Figu re 4 - 1 ).
O n t h is m e n u , y o u s e le ct r e a l- t im e r e p o r t s , h is t o r ica l r e p o r t s , o r t h e s p e cia l VD N / Tr u n k -
A ct iv it y - M a t r ix r e p o r t .

Time Down or Switch_N ame:Up System Management Call

REPORTS

Standard
[ ] Real-Time
[ ] Historical

Custom
[ ] Real-Time
[ ] Historical

Special
[ ] VDN/Trunk-Activi ty-Matrix

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 4-1 T h e Re p o r ts M e n u
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O r d e r i n g S t a n d a r d R e a l - T i m e R e p o r t s
P u r p o s e To p r in t s t a n d a r d r e a l- t im e r e p o r t s
A cce s s VD N St a t u s r e q u ir e s r e a d a cce s s fo r VD N ’ s a s s ig n e d v e ct o r .

Ve ct o r S t a t u s r e q u ir e s r e a d a cce s s fo r v e ct o r a n d s p lit .

Y o u u s e t h e Re a l- Tim e Re p o r t s M e n u (F ig u r e 4 - 2 ) t o s e le ct e it h e r t h e VD N o r Ve ct o r St a t u s
Re p o r t . Y o u fo ll o w t h e s a m e p r o ce d u r e s fo r s e le ct in g a n y C M S S t a n d a r d Re a l- Tim e Re p o r t . If
n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n ( 585- 215- 504) d o cu m e n t fo r
in s t r u ct io n s .

Time Down or Switch_N ame:Up System Management Call

____________ __________

REAL-TIME REPORTS

[ ] Split Status
[ ] Group Status
[ ] Split Summary
[ ] System Status
[ ] Agent/Split Comparison
[ ] Call Profile
[ ] Trunk Group Summary
[ ] Split Performance
[ ] Split Event Count Summary
[ ] VDN Status
[ ] Vector Status

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 4-2 T h e Re al - T i m e Re p o r ts S cre e n

N O T E W h e n t h e Ve ct o r in g fe a t u r e is a ct iv e in C M S , t h e s t a n d a r d Sp lit S t a t u s Re p o r t (s e e
C h a p t e r 3 in t h e 3 B C M S A d m in is t r a t io n d o cu m e n t ) d o e s n o t d is p la y t r u n k d a t a .
H o w e v e r , y o u ca n cr e a t e a cu s t o m r e p o r t t h a t m e r g e s t r u n k d a t a b a ck in to t h e S p lit
St a t u s r e p o r t .

4-2 R e p o r t s



O r d eri ng S ta nd a rd R e a l -T i me R e por t s

T h e R e p o r t P a r a m e t e r s S c r e e n s

A Re p o r t P a r a m e t e r s s cr e e n fo r VD N S t a t u s Re p o r t s (Figu r e 4 - 3 ) o r Ve ct o r S t a t u s Re p o r t s
(F ig u r e 4 - 4 ) w ill a p p e a r a ft e r y o u s e le ct t h e r e p o r t y o u w a n t a n d b e fo r e t h e r ep o r t is a ct u a lly
d is p la y e d . Y o u u s e t h e Re p o r t P a r a m e t e r s s cr e e n t o s e le ct t h e s p e cific VD N s o r v e ct o r s y o u
w a n t t h e r e p o r t t o co v e r . Fo r t h e Ve ct o r St a t u s r e p o r t , y o u a ls o s p e cify t h e sp lit t o w h ich t h e
v e ct o r s q u e u e . In a d d it io n , y o u s p e cify o n t h e Re p o r t P a r a m e t e r s s cr e e n h o w o ft e n y o u w a n t
C M S t o u p d a t e t h e d a t a in t h e r e p o r t .

Time Down or Switch_N ame:Up System Management Call

INTERVAL: 00 Quad: 1

REPORT PARAMETERS

1 through 5 VDN_1= 1001
VDN_2=______ ___
VDN_3=______ ___
VDN_4=______ ___
VDN_5=______ ___

6 UPDATE_INTER VAL (10 - 300) = 30

F i g u r e 4-3 Re al - T i m e Re p o r t Pa r am e t e r s S cre e n f o r V D N S t at u s Re p o r ts

D e fin it io n o f Fie ld s

F ie ld s 1 t h r o u g h 5 VD N

Th e VD N n u m b e r s o r s y n o n y m s fo r t h e VD N s y o u w a n t t h e r e p o r t t o co v e r .

F ie ld 6 U p d a t e In t e r v a l

Th e le n g t h o f t im e , in s e co n d s , b e t w e e n o n - lin e u p d a t e s o f t h e r e p o r t d a t a .
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O r d eri ng S ta nd a rd R e a l -T i me R e por t s

Time Down or Switch_N ame:Up System Management Call

INTERVAL: 00 Quad: 1

REPORT PARAMETERS

1 SPLIT_1=____ ___________ _____
2 through 5 VECTOR_1=___ ___________ ______

VECTOR_2=___ ___________ ______
VECTOR_3=___ ___________ ______
VECTOR_4=___ ___________ ______

6 UPDATE_INTER VAL (10 - 300) = 30

F i g u r e 4-4 Re al - T i m e Re p o r t Pa r am e t e r s S cre e n f o r V e ct o r S t at u s

D e fin it io n o f Fie ld s

F ie ld 1 Sp lit

Th e n u m b e r o r s y n o n y m o f t h e s p lit y o u w a n t t h e r e p o r t t o co v e r .

F ie ld s 2 t h r o u g h 5 Ve ct o r

Th e v e ct o r n u m b e r s o r s y n o n y m s y o u w a n t t h e r e p o r t t o co v e r .

F ie ld 6 U p d a t e In t e r v a l

Th e le n g t h o f t im e , in s e co n d s , b e t w e e n o n - lin e u p d a t e s o f t h e r e p o r t d a t a .
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O r d e r i n g S t a n d a r d H i s t o r i c a l R e p o r t s
P u r p o s e To p r in t s t a n d a r d h is t o r ica l r e p o r t s
A cce s s Re q u ir e s r e a d a cce s s fo r v e ct o r o r t h e VD N ’ s a s s ig n e d v e ct o r .
D e p e n d e n cie s D a ily D a t a A r ch iv e in fo r m a t io n m u s t e xis t fo r r e p o r t in g d a t e
L im it a t io n s Ru n h is t o r ica l r e p o r t s d u r in g o ff- p e a k h o u r s t o r e d u ce o ccu p a n cy o f

t h e s y s t e m d u r in g p e r io d s o f h ig h ca ll t r a ffic a ct iv it y . Th is h e lp s
t o r e d u ce s y s t e m r e s p o n s e t im e fo r u s e r s .

Y o u u s e t h e St a n d a r d H is t o r ica l Re p o r t s M e n u (Figu r e 4 - 5 ) t o s e le ct e it h e r t h e VD N or Ve ct o r
Re p o r t . Y o u fo ll o w t h e s a m e p r o ce d u r e s y o u u s e t o s e le ct a n y S t a n d a r d H is t or ica l Re p o r t .
A ls o , t h e VD N a n d Ve ct o r Re p o r t s u s e t h e s a m e d a ily , w e e k ly , a n d m o n t h ly r ep o r t p a r a m e t e r s
a s t h e o t h e r s t a n d a r d h is t o r ica l r e p o r t s a n d t h e s a m e r e s t r ict io n s a p p ly . If ne ce s s a r y , r e fe r t o
t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n ( 585- 215- 504) d o cu m e n t fo r in s t r u ct io n s .

Ti m e Do w n or Sw i t c h _ Na m e : Up Sy s t em Ma n a ge m e n t Ca l l

__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _

ST A N D A RD H I S T O RI C A L R E PO R T S

Sp l i t S pl i t E v e nt S y s t e m S u m m a ry
[ ] D a i l y [ ] D a i l y [ ] D a i l y [ ] S p l it
[ ] W e e k ly [ ] W e e kl y [ ] W e ek l y [ ] Gr o u p
[ ] M o n t hl y [ ] M o nt h l y [ ] Mo n t h l y [ ] T r u n k G r o u p

Ag e n t A ge n t E v e nt T r u n k Gr o u p D ai l y - O n ly R e p o r ts
[ ] D a i l y [ ] D a i l y [ ] D a i l y [ ] L o g in L o g o u t
[ ] W e e k ly [ ] W e e kl y [ ] W e ek l y [ ] Ca l l P r o fi l e
[ ] M o n t hl y [ ] M o nt h l y [ ] Mo n t h l y [ ] T r u n k G r o u p

VD N V e c to r
[ ] D a i l y [ ] D a i l y
[ ] W e e k ly [ ] W e e kl y
[ ] M o n t hl y [ ] M o nt h l y

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT

F i g u r e 4-5 T h e S ta n d ar d H i s to r i cal Re p o r ts M e n u
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O r d eri ng S ta nd a rd H i stor i c a l R e por t s

T h e R e p o r t P a r a m e t e r s S c r e e n s

A Re p o r t P a r a m e t e r s s cr e e n (Figu r e 4 - 6 o r 4 - 7 ) w ill a p p e a r a ft e r y o u s e le ct t h e r e p o r t y o u w a n t
a n d b e fo r e t h e r e p o r t is a ct u a ll y g e n e r a t e d . Y o u u s e t h e Re p o r t P a r a m e te r s s cr e e n t o s e le ct t h e
s p e cific VD N o r v e ct o r y o u w a n t t h e r e p o r t t o co v e r . Y o u a ls o s p e cify t h e d a y (s ) an d / o r h a lf-
h o u r in t e r v a ls y o u w a n t t h e r e p o r t t o co v e r .

D a i l y R e p o r t P a r a m e t e r s S c r e e n
Th e Re p o r t P a r a m e t e r s s cr e e n fo r d ai l y r e p o r t s co n t a in s t h e fie ld s a s s h o w n in Fi g u r e 4 - 6 .

Time Down or Switch_N ame:Up System Management Call

REPORT PARAMETERS

Daily [VDN or Vector]

1 REPORT_DAY= -1
2 [VDN or VECTOR NUMBER]= ____
3 FIRST_INTERV AL= 1
4 LAST_INTERVA L= 48

F i g u r e 4-6 T h e D ai l y Re p o r t Param e t e r s S cre e n

D e fin it io n o f Fie ld s

F ie ld 1 Re p o r t D a y

Th e d a y y o u w a n t t h e r e p o r t t o co v e r in r e la t iv e d a y o r M M / D D / Y Y fo r m a t .
D a ily d a t a is a v a ila b le fo r u p t o 3 1 d a y s in t h e p a s t . A n e n t r y o f - 0 w ill g e n e r at e
a r e p o r t fo r t h e cu r r e n t d a y s t a r t in g a t m id n ig h t a n d co n t in u in g u p t o t h e m o st
r e ce n t h a lf- h o u r in t e r v a l t h a t is a r ch iv e d .

F ie ld 2 VD N o r Ve ct o r N u m b e r

Th e n u m b e r o r s y n o n y m o f t h e VD N o r v e ct o r y o u w a n t t h e r e p o r t t o co v e r .

F ie ld 3 F ir s t In t e r v a l

Th e n u m b e r o f t h e fir s t h a lf- h o u r in t e r v a l y o u w a n t t h e r e p o r t t o co v e r . (S ee t h e
Tim e In t e r v a l Ta b le . )
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O r d eri ng S ta nd a rd H i stor i c a l R e por t s

F ie ld 4 L a s t In t e r v a l

Th e n u m b e r o f t h e la s t h a lf- h o u r in t e r v a l y o u w a n t t h e r e p o r t t o co v e r . (Se e t h e
Tim e In t e r v a l Ta b le . )

U s e Ta b le 4 - 1 t o d e t e r m in e t h e in t e r v a l n u m b e r s fo r t h e h a lf- h o u r in t e r v a ls y o u w a nt t o
o r d e r in y o u r r e p o r t s .

T a b l e 4-1 T i m e In t e r v al T ab l e

In t e r v a l C lo ck t im e In t e r v a l
1 A M 1 2 :0 0 - 1 2 :3 0 P M 2 5
2 A M 1 2 :3 0 - 0 1 :0 0 P M 2 6
3 A M 0 1 :0 0 - 0 1 :3 0 P M 2 7
4 A M 0 1 :3 0 - 0 2 :0 0 P M 2 8
5 A M 0 2 :0 0 - 0 2 :3 0 P M 2 9
6 A M 0 2 :3 0 - 0 3 :0 0 P M 3 0
7 A M 0 3 :0 0 - 0 3 :3 0 P M 3 1
8 A M 0 3 :3 0 - 0 4 :0 0 P M 3 2
9 A M 0 4 :0 0 - 0 4 :3 0 P M 3 3

1 0 A M 0 4 :3 0 - 0 5 :0 0 P M 3 4
1 1 A M 0 5 :0 0 - 0 5 :3 0 P M 3 5
1 2 A M 0 5 :3 0 - 0 6 :0 0 P M 3 6
1 3 A M 0 6 :0 0 - 0 6 :3 0 P M 3 7
1 4 A M 0 6 :3 0 - 0 7 :0 0 P M 3 8
1 5 A M 0 7 :0 0 - 0 7 :3 0 P M 3 9
1 6 A M 0 7 :3 0 - 0 8 :0 0 P M 4 0
1 7 A M 0 8 :0 0 - 0 8 :3 0 P M 4 1
1 8 A M 0 8 :3 0 - 0 9 :0 0 P M 4 2
1 9 A M 0 9 :0 0 - 0 9 :3 0 P M 4 3
2 0 A M 0 9 :3 0 - 1 0 :0 0 P M 4 4
2 1 A M 1 0 :0 0 - 1 0 :3 0 P M 4 5
2 2 A M 1 0 :3 0 - 1 1 :0 0 P M 4 6
2 3 A M 1 1 :0 0 - 1 1 :3 0 P M 4 7
2 4 A M 1 1 :3 0 - 1 2 :0 0 P M 4 8
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O r d eri ng S ta nd a rd H i stor i c a l R e por t s

W e e k l y / M o n t h l y R e p o r t P a r a m e t e r s S c r e e n
Th e Re p o r t P a r a m e t e r s s cr e e n fo r w e e k l y a n d m o n t h l y r e p o r t s co n t a in s fie ld s a s s h o w n in
F ig u r e 4 - 7 .

Time Down or Switch_N ame:Up System Management Call

REPORT PARAMETERS

Weekly [or Monthly] [VDN or Vector]

1 [VDN or VECTOR NUMBER]= ____
2 START_DAY= -7 [-31]
3 NUMBER_OF_DA YS= 7 [31]

F i g u r e 4-7 T h e We e k l y / M o n th l y Re p o r t Param e t e r s S cre e n

D e fin it io n o f Fie ld s

F ie ld 1 VD N o r Ve ct o r N u m b e r

Th e n u m b e r o r s y n o n y m o f t h e VD N o r v e ct o r y o u w a n t t h e r e p o r t t o co v e r .

F ie ld 2 St a r t D a y

Th e d a y y o u w a n t t h e r e p o r t t o co v e r u s in g e it h e r t h e r e la t iv e d a y o r
M M / D D / Y Y fo r m a t . Th e e a r lie s t d a y y o u ca n s p e cify is - 3 8 7 . Th e d e fa u lt
v a lu e s (- 7 a n d - 3 1 ) g e n e r a t e r e p o r t s b e g in n in g a w e e k a n d a m o n t h a g o ,
r e s p e ct iv e ly .

F ie ld 3 N u m b e r O f D a y s

Th e n u m b e r o f d a y s y o u w a n t t h e r e p o r t t o in clu d e . S e v e n a n d 3 1 a r e t h e
d e fa u lt v a lu e s fo r a w e e k ly a n d m o n t h ly r e p o r t s , r e s p e ct iv e ly . A s in g le r e p o r t
s h o u ld co v e r n o m o r e t h a n 1 2 0 d a y s .
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O r d e r i n g V D N / T r u n k - A c t i v i t y - M a t r i x R e p o r t s
P u r p o s e To p r in t a S p e cia l Re p o r t
A cce s s Re q u ir e s r e a d a cce s s fo r s p e cifie d VD N , v e ct o r , a n d t r u n k g r o u p .
D e p e n d e n cie s N o n e

Sin ce o n ly o n e s p e cia l r e p o r t , t h e VD N / Tr u n k - A ct iv it y - M a t r ix Re p o r t , is a v a ila b le a t t h is t im e ,
a s e p a r a t e m e n u fo r Sp e cia l Re p o r t s d o e s n o t e xist . Y o u u s e t h e m a in Re p o r t s M e n u t o s e le ct
t h e s p e cia l VD N / Tr u n k - A ct iv it y - M a t r ix Re p o r t . Y o u fo llo w t h e s a m e p r o ce d u r e s a s t h o s e u s e d
t o s e le ct a n y C M S S t a n d a r d Re p o r t . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em
A d m i n i st ra t ion ( 585- 215- 504) d o cu m e n t fo r in s t r u ct io n s .

T h e R e p o r t P a r a m e t e r s S c r e e n

A Re p o r t P a r a m e t e r s s cr e e n (Figu r e 4 - 8 ) w ill a p p e a r a ft e r y o u s e le ct t h e VD N / Tr u nk - A ct iv it y -
M a t r ix r e p o r t a n d b e fo r e t h e r e p o r t is a ct u a ll y g e n e r a t e d . Y o u u s e t h e Re p o r t P a r a m e t e r s s cr e e n
t o s e le ct t h e s p e cific VD N s a n d t r u n k g r o u p s y o u w a n t t h e r e p o r t t o co v e r . Y o u a ls o s p e cify t h e
d a y (s ) a n d / o r h a lf- h o u r in t e r v a ls y o u w a n t t h e r e p o r t t o co v e r .

Time Down or Switch_N ame:Up System Management Call

REPORT PARAMETERS

1 TRUNK_GROUPS = ________________ ___
2 VDNS= _____________ ___________ ___________ ____________ __
3 EXCEPTION_LE VEL (1-100%)= 80_
4 UPDATE_INTER VAL (10-300)= 30_

F i g u r e 4-8 T h e V D N / T r u n k - A ct i v i t y - M at r i x Re p o r t Pa r am e t e r s S cre e n
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O r d eri ng V D N / T runk- A c t i vi t y-Ma tr i x R e por t s

D e fin it io n o f Fie ld s

F ie ld 1 Tr u n k G r o u p s

Th e n u m b e r (s ) o f t h e t h e t r u n k g r o u p (s ) y o u w a n t t h e r e p o r t t o co v e r . Y o u m ay
e n t e r u p t o fo u r t r u n k g r o u p n u m b e r s .

F ie ld 2 VD N S

Th e n u m b e r (s ) o f t h e VD N (s ) y o u w a n t t h e r e p o r t t o co v e r . Y o u m a y e n t e r
s in g le VD N n u m b e r s , a r a n g e o f VD N s , o r ‘ ‘ a ll. ’ ’

F ie ld 3 Ex ce p t io n Le v e l

Th e p e r ce n t a g e o f t r u n k s in a t r u n k g r o u p t h a t ca n b e b u s y b e fo r e a n e xce p t io n
is t r ig g e r e d fo r t h e VD N .

D e f au l t : 8-0

F ie ld 4 U p d a t e In t e r v a l

Th e le n g t h o f t im e , in s e co n d s , b e t w e e n o n - lin e u p d a t e s o f t h e r e p o r t d a t a .

D e f au l t : 3-0
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I n t r o d u c t i o n t o R e p o r t s D e s c r i p t i o n s
Th is ch a p t e r p r o v id e s a r e fe r e n ce t o t h e ca ll v e ct o r in g r e p o r t s co n t a in e d in t h e Re p o r t s
Su b s y s t e m o f t h e 3 B C M S. Th e s e ct io n o n e a ch r e p o r t co n t a in s :

A s a m p le co p y o f t h e r e p o r t

A t a b le co n t a in in g e a ch r e p o r t it e m w it h :

— A d e fin it io n o f e a ch it e m

— Th e u n it s t h e o u t p u t v a lu e s r e p r e s e n t (e . g . , ca ll s , s e co n d s , p e r ce n t )

— Th e d a t a b a s e it e m o r ca lcu la t io n fo r t h e r e p o r t it e m

— Th e fo r m u la fo r e a ch ca lcu la t io n a s d e fin e d in t h e D ict io n a r y .

N O T E F o r a co m p le t e lis t o f d a t a b a s e it e m s , in clu d in g v e ct o r in g d a t a b a s e it e m s , r e fe r t o
A p p e n d ix A in t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t .

D a t a b a s e it e m s , fo r m u la s , a n d ca lcu la t io n s a r e p r e s e n t e d in t h e r e p o r t d es cr ip t io n s fo r q u ick
r e fe r e n ce s h o u ld y o u d e cid e t o cr e a t e cu s t o m r e p o r t s .

D at ab as e i t e m s D a t a b a s e it e m s a r e t h e b a s ic u n it s fo r s t o r a g e a n d r e t r ie v a l o f d a t a t h a t
a p p e a r in t h e r e co r d s o f a g e n t s , g r o u p s , s p lit s , a n d t r u n k g r o u p s .
Ex a m p le s a r e : A C W IN TIM E (t o t a l t im e o n A ft e r - C a ll - W o r k in co m in g
ca ll s ), A C D C A LL S (t o t a l n u m b e r o f A C D ca lls ), a n d A C D TIM E (t o t a l t im e
o n A C D ca ll s ). Y o u ca n n o t ch a n g e d a t a b a s e it e m s , b u t y o u ca n u s e t h e m
in t h e cr e a t io n o f cu s t o m r e p o r t s .

F o r m u l as F o r m u la s co n s is t o f d a t a b a s e it e m s p lu s a r it h m e t ic o p e r a t o r s s u ch a s * ,
( ), a n d / . Th e s e cr e a t e m o r e m e a n in g fu l in fo r m a t io n a b o u t a g e n t s ,
s p lit s , t r u n k g r o u p s , a n d t r u n k s . A n e xa m p le o f a fo r m u la is
(A C W TIM E- A C W O U TTIM E- A C W IN TIM E)/ A C D C A LL S, w h ich is t h e
fo r m u la fo r a v e r a g e le n g t h o f a ft e r - ca ll w o r k s e s s io n s .
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In tr od uc t i on t o R e por t s D e sc r i p t i ons

Ca l cu l at i o n s C a lcu la t io n s a r e s h o r t h a n d n o t a t io n s fo r fo r m u la s a n d a r e d e fin e d in t h e
D ict io n a r y . F o r cu s t o m r e p o r t s , y o u ca n cr e a t e cu s t o m ca lcu la t io n s b a s e d
o n s t a n d a r d fo r m u la s lis t e d in t h is s e ct io n . Th e n , if y o u u s e t h e s e cu s t o m
ca lcu la t io n s in s t e a d o f fo r m u la s , y o u ca n u s e t h e D ict io n a r y t o m a k e
q u ick g lo b a l ch a n g e s (in m o r e t h a n o n e r e p o r t ) t o r e p o r t - o u t p u t .

N O T E Y o u ca n n o t ch a n g e a s t a n d a r d r e p o r t , n o r ca n y o u d e le t e a s t a n d a r d ca lcu la tio n . It is
a ls o r e co m m e n d e d t h a t y o u n o t ch a n g e a s t a n d a r d ca lcu la t io n . Ra t h e r , s o t ha t y o u d o
n o t r is k co r r u p t in g d a t a in s t a n d a r d r e p o r t s t h a t u s e ca lcu la t io n s y o u w a n t to ch a n g e ,
cr e a t e a cu s t o m ca lcu la t io n fr o m a s t a n d a r d ca lcu la t io n a n d t h e n u s e t h e cu s t o m
ca lcu la t io n in cu s t o m r e p o r t s .

N O T E If t h e lin k b e t w e e n t h e 3 B a n d t h e s w it ch g o e s d o w n , o r if o t h e r in t e r n a l s y st e m
p r o b le m s o ccu r , t h e s u m m a r y lin e d a t a in d a ily r e p o r t s a n d t h e d a ily d a t a in
w e e k ly / m o n t h ly r e p o r t s m a y v a r y s lig h t ly . Va r ia t io n s m a y o ccu r b e ca u s e it e m s u s e d
in t h e d a ily r e p o r t s a r e cal l - b as e d, w h e r e a s it e m s u s e d in w e e k ly / m o n t h ly r e p o r t s a r e
i n t e r v al - b as e d. (S e e C h a p t e r 5 in 3B CM S Cu st o m R ep o rt s (5 8 5 - 2 1 5 - 5 0 3 ) fo r a
co m p le t e e xp la n a t io n o f t h e s e t w o it e m s . ) Th u s , a n e v e n t t h a t s t a r t s w h ile t h e lin k is
d o w n , b u t e n d s w h e n t h e lin k is u p , m a y b e r e co r d e d in ca ll - b a s e d it e m s (a n d d a ily
r e p o r t s ) b u t n o t in in t e r v a l- b a s e d it e m s (o r w e e k ly / m o n t h ly r e p o r t s ). Co n v e r s e ly , a n
e v e n t t h a t s t a r t s b e fo r e t h e lin k g o e s d o w n , b u t e n d s w h ile t h e lin k is d o w n, m a y b e
r e co r d e d in in t e r v a l- b a s e d it e m s (a n d w e e k ly / m o n t h ly r e p o r t s ) b u t n o t in ca ll -b a s e d
it e m s (o r d a ily r e p o r t s ).

N O T E F o r a ll f o r m u l as (a v e r a g e s a n d p e r ce n t a g e s ) t h a t co n t a in d iv is io n o p e r a t o r s , t h e
fo r m u la fo r t h e s u m m a r y lin e it e m is S U M (n u m e r a t o r ) / S U M (d e n o m in a t o r ). O t h e r
s u m m a r y lin e it e m s co n s is t o f t h e d a t a fu n ct io n S U M (it e m ).
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V e c t o r S t a t u s
P u r p o s e M o n it o r cu r r e n t s t a t u s o f ca ll s fo r s e le ct e d v e ct o r s w it h in t h e s a m e m a in s p lit .
D a t a File U s e d C U R R E N T / S P L I T , C U R R E N T / V E C T O R

D e p e n d e n cie s Re a d p e r m is s io n fo r s p lit a n d v e ct o r s .

Th e Ve ct o r St a t u s r e a l- t im e r e p o r t s h o w s t h e r e la t io n s h ip b e t w e e n t h e ca ll s h a nd le d b y o n e
s p lit a n d t h e v e ct o r s t h a t q u e u e t o t h a t s p lit . Th e r e p o r t d is p la y s a m a xim u m o f fo u r v e ct o r s .
Th e u s e r o f t h is r e p o r t m u s t k n o w w h ich v e ct o r s s p e cify a g iv e n s p lit in t h e ir ‘ ‘ qu e u e t o m a in
s p lit ’ ’ a n d ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d s ; t h e Re p o r t P a r a m e t e r s s cr e e n (w h e r e s p lit a n d
v e ct o r s e le ct io n s a r e m a d e ) ca n n o t ch e ck fo r t h is r e la t io n s h ip . Th e in fo r m a t io n is a v a ila b le in
t h e S p lit Re fe r e n ce s s cr e e n t h a t y o u ca n s e le ct fr o m t h e C o n fig u r a t io n m e n u .

Ti m e Do w n or Sw i t c h _ Na m e : Up Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
VE C T O R ST A T U S

SP L I T - -- - - - - - -- - - V E C TO R T O T AL S - - - - -- - - - - - -
1 ( s a l e s) 4 ( s e r vc ) 2 2 ( a dm i n ) 3 4 ( w r n t y ) 3 5 ( )

NO . O F C AL L S W A I TI N G 8 1 1 3 3
AV E R A G E S P E E D O F A N S W E R 8. 3 0 4 . 91 6 . 1 2 1 0. 4 7 1 4 . 88

NO . O F A BA N D O N E D C A L L S 21 1 1 1 5 5 2 2 8 1 6
AV E R A G E T I M E T O AB A N D O N 36 . 0 0 1 8. 0 0 2 . 0 0 4 5 . 0 0 2 5. 0 0

NO . O F C AL L S A N S WE R E D 1 41 5 6 7 5 3 40 2 2 9 1 7 1
AV E R A G E T A L K T I ME 2 6 . 1 4

AV E R A G E A F T E R C AL L W O R K TI M E 1 1 .0 1
NO . O F O UT G O I N G CA L L S 0
AV E R A G E O U T G O I NG C A L L TA L K T I M E 0 . 0 0

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e 4-9 V e ct o r S t at u s Re p o r t
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V e c t or S tatu s

T a b l e 4-2 Ite m Re f e r e n ce f o r t h e V e ct o r S t at u s Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Sp lit n u m b e r o r s y n o n y m fo r
se le ct e d sp lit .

Sp lit
N u m b e r o r
Sy n o n y m

SP LIT S Y N (S P LI T)

A t t h e h e a d o f e a ch co lu m n is t h e
n u m b e r a n d (if a v a ila b le ) t h e
sy n o n y m o f o n e v e ct o r s e le cte d in
th e Re p o r t s P a r a m e t e r s s cr e e n .

Ve ct o r
N u m b e r o r
Sy n o n y m

VECTO R TO TA L S S Y N (VECTO R)

N O . O F C A LL S WA ITIN G N u m b e r o f u n a n s w e r e d ca lls in
th e s p lit ’ s q u e u e (s p lit co lu m n ),
a n d t h e n u m b e r o f u n a n s w e r e d
ca lls in e a ch v e ct o r .

C a lls Q U EC A LL S

A VERAG E S P EE D O F
A N S W ER

A v e r a g e o f q u e u e tim e s fo r a ll
A C D ca lls t h a t co n n e ct t o a ge n t s
in t h e s p lit in t h e cu r r e n t h a lf
h o u r , a n d t h e b r e a k o u t o f t h e
a v e r a g e s fo r e a ch v e ct o r .

A VG A N S W ER SP EED (s p lit s )
A N S D E L A Y / A N S W E R E D
A N S D E L A Y / ( A N S M A I N +

A N S B A C K ) * (v e ct o r s)

Se co n d s

Fo r cu r r e n t h a lf h o u r , t o t a l o f
q u e u e d ca lls fo r t h e s p lit in w h ich
th e ca lle r h a n g s u p b e fo r e b e in g
a n s w e r e d (s p lit co lu m n ), a n d t h e
b r e a k o u t fo r e a ch v e ct o r .

N O . O F A B A N D O N ED C A LL S C a lls A B A N D O N S

A VERAG E TIM E TO
A B A N D O N

A v e r a g e tim e a ca lle r w a it e d
b e fo r e h a n g in g u p in t h e s p lit
(sp lit co lu m n ), a n d t h e b r e a k o u t
fo r e a ch v e ct o r .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

Se co n d s

* N o ca lcu la t io n fo r t h is fo r m u la .
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V e c t or S tatu s

T a b l e 4-2 Ite m Re f e r e n ce f o r t h e V e ct o r S t at u s Re p o r t ( Co n t d )

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Q u e u e d ca lls t h a t co n n e ct e d t o a n
a g e n t d u r in g t h is h a lf h o u r in t h e
se le ct e d sp lit a n d t h e q u e u e d ca lls
th a t co n n e ct e d w h ile b e in g
p r o ce s s e d b y e a ch v e ct o r .

A N S W ER ED (s p lits )
A N S M A IN + A N SB A C K (v e ct o r s )

N O . O F C A LL S A N S W ER ED C a lls

L e n g t h o f t h e a v e r a g e ca ll d u r in g
th is h a lf h o u r in t h e sp lit .

A VG C O M TA LK TIM E
C U M T A L K / N U M T A L K

A VERAG E TA LK TIM E Se co n d s

A VERAG E A FTE R C A LL
WO RK TIM E

A v e r a g e se s s io n fo r a g e n t s in t h is
sp lit in a fte r - ca ll w o r k .

A VG C O M P A C W TIM E
C U M A C W / N U M A C W

Se co n d s

N O . O F O U TG O IN G C A LL S A g e n ts cu r r e n t ly e n g a g e d in
e xte n s io n - o u t ca lls in t h e s p lit.

A G EN T C A LL O U T
A C W O U T C O U N T + A U X O U T C O U N T

A g e n t s

A VERAG E O U TG O IN G
C A LL TA LK TIM E

L e n g t h o f a v e r a g e o u t g o in g ca ll
fr o m t h is sp lit ’ s a g e n t s .

A VG TA LK TIM E O U T
( A C W O U T T I M E + A U X O U T T I M E )

/ ( A C W O U T C A L L S +
A U X O U T C A L L S )

Se co n d s
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V e c t o r D i r e c t o r y N u m b e r S t a t u s

P u r p o s e M o n it o r cu r r e n t s t a t u s o f in co m in g ca ll s t o s e le ct e d VD N s .
D a t a File U s e d C U R R E N T / D N

D e p e n d e n cie s Re a d p e r m is s io n fo r v e ct o r s t o w h ich VD N s a r e a s s ig n e d .

Th is r e a l- t im e r e p o r t (Figu r e 4 - 1 0 ) d is p la y s t h e s t a t u s o f ca lls co m in g t o s e le ct e d Ve ct o r
D ir e ct o r y N u m b e r s (VD N s ). Th o u g h VD N s m a y h a v e a o n e - t o - o n e m a p p in g t o s p lit s in a n
A T&T v e ct o r in g s y s t e m , a s in g le s p lit m a y a ls o r e ce iv e ca lls fr o m m o r e t h a n o n e VD N (fo r
e xa m p le , w h e n e a ch VD N r e p r e s e n t s a p a r t icu la r t y p e o f ca ll, b u t a s in g le s p lit h a nd le s s e v e r a l
t y p e s o f ca ll s ). Th e r e fo r e , in a V DN r e p o r t , t h e n u m b e r o f ca ll s fo r t w o o r m o r e co lu m n s m a y
b e r e fe r r in g t o ca ll s t h a t a r e q u e u e d t o t h e s a m e s p lit .

W h e t h e r t h e ca ll s a r e d ir e ct e d t o t h e s a m e s p lit o r d iffe r e n t s p lit s , t h is r e po r t sep ar a t es t h e m
a cco r d in g t o t h e ir VD N e n t r y - p o in t in t o t h e lo ca l s y s t e m . Th e s a m e is t r u e o f ‘ ‘ wa it in g ’ ’
(q u e u e d ) ca lls . Th e ca ll s m a y b e w a it in g fo r (q u e u e d t o ) o n e s p lit . B u t if t h e y acce s s e d t h e s p lit
v ia di ff eren t V DN s, t h e y w ill b e in d iffe r e n t co lu m n s in t h is r e p o r t .

B e ca u s e e a ch VD N is u s u a ll y a s s o cia t e d w it h a s p e cific t y p e o f ca ll, t h e VD N S t a t u s r e p o r t ca n
b e q u it e u s e fu l in d e t e r m in in g v o lu m e o f ca ll s a n d ca ll- h a n d lin g e fficie n cy fo r s p e cific ty p e s o f
ca ll s .

O n e VD N m a y a ls o r e fe r e n ce s e v e r a l s p lit s . Th is w o u ld b e t h e ca s e w h e n , fo r e xa m p le , a
‘ ‘ r o u t e t o VD N ’ ’ t y p e co m m a n d w a s in clu d e d in a v e ct o r a s s o cia t e d w it h t h e VD N . Als o , t w o
o r m o r e ‘ ‘ q u e u e t o m a in s p lit ’ ’ co m m a n d s o r o n e o r m o r e ‘ ‘ ch e ck b a ck u p s p lit ’ ’ co m m a n d s in
o n e v e ct o r w o u ld h a v e a s im ila r e ffe ct . A t a n y g iv e n m o m e n t , h o w e v e r , t h e ca ll is u n de r t h e
co n t r o l o f o n ly o n e VD N , v e ct o r , a n d s p lit . In t h is r e p o r t , w h ich e v e r VD N cu r r e n t ly ha s (o r
m o s t r e ce n t ly h a d ) co n t r o l o f t h e ca ll w ill b e t h e o n e r e p o r t in g a b a n d o n m e n t , sp e e d o f a n s w e r ,
a n d q u e u e le n g t h fo r t h a t ca ll .
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V e c t or D i r ect or y N u mber S tatu s

Ti m e Do w n or Sw i t c h _ Na m e : Up Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
VE C T O R DI R E C T O RY N U M B E R S T A T U S

VE C T O R DI R E C T O RY N U M B ER : 6 6 6 6 (s a l e s ) 33 3 4 ( s e rv i c e ) 12 2 0 ( a d mi n ) 5 5 5 6 ( w r a n ty ) 4 4 7 4 (c u s t )

AV E R A G E S P E E D O F A N S W E R 4. 8 9 6 . 21 1 0 . 5 3 14 . 8 3 1 7 .8 9

NO . O F A BA N D O N E D C A L L S 10 9 5 0 2 8 16 1 2
AV E R A G E T I M E T O AB A N D O N 11 . 0 1 1 5. 0 8 2 0 . 00 2 5 . 0 0 30 . 0 0

NO . O F C AL L S A N S WE R E D 6 38 3 2 3 2 1 6 1 6 2 1 3 1
AV E R A G E T A L K T I ME 2 6 . 2 5 58 . 3 4 8 1. 0 1 1 0 7 .3 4 1 4 4 . 55
NO . O F C AL L S W A I TI N G 6 1 2 3 3

SC R E E N PA R A M S
PR I N T EX I T RE PO R T UP DA T E

F i g u r e 4-1 0 V e ct o r D i r e ct o r y N u m b e r S t at u s

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 4-1 7



V e c t or D i r ect or y N u mber S tatu s

T a b l e 4-3 Ite m Re f e r e n ce f o r t h e V D N S t at u s Re p o r t

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Ve ct o r D ir e ct o r y N u m b e r s o r
sy n o n y m s s e le ct e d fo r t h is r e p o r t .

VD N
N u m b e r s
o r
sy n o n y m s

VECTO R D IRECTO RY D N U M B E R S Y N (D N EX T)

A v e r a g e o f q u e u e tim e s fo r a ll
A C D ca lls t h a t co n n e ct t o a ge n t s
v ia t h is VD N .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VERAG E S P EE D O F A N S W ER Se co n d s

To t a l o f q u e u e d ca lls fo r t h e sp lit s
o f e a ch VD N in w h ich t h e ca lle r
h a n g s u p b e fo r e b e in g a n s w e r e d ,
a n d t h e b r e a k o u t fo r e a ch VD N .

N O . O F A B A N D O N ED C A LL S C a lls A B A N D O N S

A v e r a g e tim e t h e ca lle r w a ite d
b e fo r e h a n g in g u p in t h e s p lit o r
sp lit s a s s o cia t e d w it h t h e v e cto r s
u s in g e a ch VD N .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VERAG E TIM E TO A B AN D O N Se co n d s

Q u e u e d ca lls t h a t co n n e ct e d t o a n
a g e n t d u r in g t h is h a lf h o u r in t h e
sp lit s a s s o cia t e d w it h t h e v e cto r s
u s in g e a ch VD N .

N O . O F C A LL S A N S W ER ED C a lls A N S W ER ED

L e n g t h o f t h e a v e r a g e ca ll d u r in g
th is h a lf h o u r in t h e VD N ’ s s p lit
o r s p lit s .

A VERAG E TA LK TIM E Se co n d s A G T I M E / A N S W E R E D *

N u m b e r o f ca lls cu r r e n t ly q u e u e d
to t h e s p lit o r s p lit s sp e cifie d in
th e v e ct o r s u s in g a giv e n VD N .

N O . O F C A LL S WA ITIN G C a lls Q U EC A LL S

* N o ca lcu la t io n fo r t h is fo r m u la .
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V e c t o r R e p o r t s

P u r p o s e P r o v id e h is t o r ica l d a t a o f in co m in g ca ll s fo r a s e le ct e d v e ct o r .
D a t a File U s e d H H O U R/ VEC TO R fo r d a ily r e p o r t

D A ILY / VEC TO R fo r w e e k ly a n d m o n t h ly r e p o r t s

Th is r e p o r t s h o w s t h e r e s u lt s o f ca ll s h a n d le d b y o n e v e ct o r (F ig u r e 4 - 1 1 ). Th e m ap p in g o f
v e ct o r s t o s p lit s in C M S fo llo w s t h e s e r u le s :

1 M o r e t h a n o n e v e ct o r m a y s e n d ca ll s t o a s in g le s p lit .

2 A s in g le v e ct o r m a y q u e u e ca ll s t o t w o s p lit s (m a in a n d b a ck u p ).

3 Ve ct o r s , t h r o u g h t h e ‘ ‘ r o u t e t o ’ ’ co m m a n d , m a y b e ‘ ‘ ch a in e d ’ ’ t o g e t h er . ‘ ‘ C h a in e d ’ ’
v e ct o r s a r e r e p o r t e d s e p a r a t e ly . Th a t is , ca ll s h a n d le d b y t h e s p lit s in t h e fir s t v e ct o r
g o in it s r e p o r t ; ca ll s h a n d le d b y s p lit s in t h e a d d it io n a ll y ‘ ‘ ch a in e d ’ ’ v e ct or s a r e
r e p o r t e d in t h e ir r e p o r t s . Th e r e is n o co n s o lid a t e d r e p o r t t h a t co m b in e s t h e s p lit s in
ch a in e d v e ct o r s .

Th e ‘ ‘ C a ll s A n s w e r e d in M a in ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d in B a ck u p ’ ’ it e m s r e fe r t o ca ll s t h a t q u e u e
t o d iffe r e n t s p lit s t h a t a r e s p e cifie d in t h e ‘ ‘ q u e u e t o m a in ’ ’ a n d ‘ ‘ ch e ck b a ck u p ’ ’ s t e p s (if
p r e s e n t ) in t h e v e ct o r .

N O T E Th e D a ily , W e e k ly , a n d M o n t h ly Ve ct o r Re p o r t s a r e id e n t ica l e xce p t t h e D a ily r e p o r t
lis t s d a t a b y h a lf- h o u r in t e r v a ls in s t e a d o f b y d a t e s .
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V e c t or R e por t s

D A I L Y V E C T O R R E P O R T ( M E N U : D V E C T O R )
V E C T O R : 1 ( s a l e s ) D A T E : 9 / 1 8 / 8 8

N O . A V G N O . A V G N O . C A L L S N O . C A L L S T O T A L
C A L L S S P E E D A B A N A B A N A N S I N A N S I N T I M E I N

T I M E A N S W E R E D A N S C A L L S T I M E M A I N B A C K U P V E C T O R
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 8 : 0 0 - 0 8 : 3 0 A M 2 8 5 . 6 1 8 2 5 . 3 8 2 7 1 4 4 3 2
0 8 : 3 0 - 0 9 : 0 0 A M 4 3 3 . 0 3 2 2 6 . 0 0 3 8 5 5 6 4 3
0 9 : 0 0 - 0 9 : 3 0 A M 3 8 3 . 3 3 1 1 4 . 0 0 3 2 6 4 9 3 9
0 9 : 3 0 - 1 0 : 0 0 A M 3 6 0 . 7 2 0 0 . 0 0 3 1 5 4 6 2 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 1 4 5 4 . 0 0 1 5 2 3 . 9 3 1 2 8 1 7 1 9 6 4 3

W E E K L Y V E C T O R R E P O R T ( M E N U : W V E C T O R )
V E C T O R : 1 ( s a l e s ) D A T E : 9 / 2 1 / 8 8

N O . A V G N O . A V G N O . C A L L S N O . C A L L S T O T A L
C A L L S S P E E D A B A N A B A N A N S I N A N S I N T I M E I N

D A T E A N S W E R E D A N S C A L L S T I M E M A I N B A C K U P V E C T O R
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 9 / 1 4 / 8 7 4 0 8 5 . 6 1 8 2 5 . 3 8 3 9 7 1 1 7 9 4 3 2
0 9 / 1 5 / 8 7 2 4 3 3 . 0 3 2 2 6 . 0 0 2 2 8 1 5 4 9 4 9 4
0 9 / 1 6 / 8 7 2 3 8 3 . 3 3 1 1 4 . 0 0 2 1 8 2 0 4 7 7 3 9
0 9 / 1 7 / 8 7 1 8 9 0 . 7 2 0 0 . 0 0 1 7 9 1 0 3 6 1 2 9
0 9 / 1 8 / 8 7 1 7 4 4 . 9 4 0 0 . 0 0 1 6 1 1 3 3 4 7 9 6
0 9 / 1 9 / 8 7 4 5 7 . 7 8 2 3 6 . 5 0 3 7 8 8 3 8 1
0 9 / 2 0 / 8 7 6 6 4 . 3 9 2 8 . 5 0 5 7 9 1 1 3 8 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 1 3 6 3 4 . 0 0 1 5 2 3 . 9 3 1 2 7 7 8 6 2 6 7 3 3 3

M O N T H L Y V E C T O R R E P O R T ( M E N U : M V E C T O R )
V E C T O R : 1 ( s a l e s ) D A T E : 9 / 2 1 / 8 8

N O . A V G N O . A V G N O . C A L L S N O . C A L L S T O T A L
C A L L S S P E E D A B A N A B A N A N S I N A N S I N T I M E I N

D A T E A N S W E R E D A N S C A L L S T I M E M A I N B A C K U P V E C T O R
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 8 / 1 9 / 8 7 4 0 8 5 . 6 1 8 2 5 . 3 8 3 9 7 1 1 7 9 4 3 2
0 8 / 2 0 / 8 7 2 4 3 3 . 0 3 2 2 6 . 0 0 2 2 8 1 5 4 9 4 9 4
0 8 / 2 1 / 8 7 2 3 8 3 . 3 3 1 1 4 . 0 0 2 1 8 2 0 4 7 7 3 9
.
.

0 9 / 2 0 / 8 7 6 6 4 . 3 9 2 8 . 5 0 5 7 9 1 3 3 8 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 5 3 4 8 4 . 0 0 7 5 2 3 . 9 3 5 0 3 3 3 1 5 9 1 9 7 7 8

F i g u r e 4-1 1 V e ct o r Re p o r ts
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V e c t or R e por t s

T a b l e 4-4 Ite m Re f e r e n ce f o r t h e V e ct o r Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Ve ct o r s p e cifie d in t h e Re p o r t s
P a r a m e t e r s s cr e e n .

Ve ct o r N u m b e r o r
sy n o n y m .

VECTO R S Y N (VECTO R)

D a t e co v e r e d in a d a ily r e p o r t . M M / D D / Y Y D A Y D A TE(D )

M M / D D / Y Y D A TE (h e a d e r ) D a t e o f t h e o u t p u t . D A TE(J )

In t e r v a ls s e le ct e d fo r a d a ily r e p o r t . Tim e TIM E IN TERV A L

D a t e co v e r e d in a w e e k ly o r m o n t h ly
r e p o r t .

M M / D D / Y Y D A TE D A TE(D A Y )

N O . C A L L S
A N S W ER ED

N u m b e r o f ca lls r e ce iv in g a n a n s w e r
in t h e s p lit o r s p lit s sp e cifie d in t h is
v e ct o r .

C a lls A N S M A I N + A N S B A C K *

A v e r a g e sp e e d o f a n s w e r fo r ca lls t h a t
r e ce iv e a n a n s w e r in t h e s p lit o r s p lit s
sp e cifie d in t h is v e cto r .

A VG S P EE D A N S S e co n d s A N S D E L A Y / ( A N S M A I N + A N S B A C K ) *

N u m b e r o f ca lls t h a t a b a n d o n e d fr o m
th e s p lit o r s p lit s w h ile b e in g
p r o ce s s e d in t h is v e ct o r .

N O . A B AN C A LL S C a lls A B A N D O N S

A v e r a g e le n g t h o f w a it b e fo r e ca lls
a b a n d o n .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VG A B A N TIM E S e co n d s

N O . C A L L S A N S IN
M A IN

C a lls a n s w e r e d in th e s p lit s p e cifie d in
th is v e ct o r ’ s " q u e u e t o m a in sp lit "
co m m a n d .

C a lls A N S M A IN

N O . C A L L S A N S IN
B A C K U P

C a lls a n s w e r e d in th e s p lit s p e cifie d in
th is v e ct o r ’ s " ch e ck b a ck u p s p lit "
co m m a n d .

C a lls A N S B A C K

TO TA L TIM E IN
VECTO R

Tim e ca ll w a s u n d e r v e ct o r ’ s co n t r o l—
th a t is , a fte r e n t e r in g t h e v e cto r a n d
b e fo r e co n n e ct in g t o a n a g e n t ,
a b a n d o n in g , o r v e cto r r e a ch e s a
" s t o p " co m m a n d .

Se co n d s VECTIM E

* N o ca lcu la t io n fo r t h is fo r m u la .
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V e c t o r D i r e c t o r y N u m b e r R e p o r t s

P u r p o s e P r o v id e h is t o r ica l d a t a o n in co m in g ca ll s t o a s e le ct e d VD N .
D a t a File U s e d H H O U R/ D N fo r d a ily r e p o r t ; D A IL Y / D N fo r w e e k ly a n d m o n t h ly r e po r t s .
D e p e n d e n cie s Re a d p e r m is s io n fo r v e ct o r t o w h ich VD N is a s s ig n e d .

N O T E Th e D a ily , W e e k ly , a n d M o n t h ly Ve ct o r D ir e ct o r y N u m b e r Re p o r t s a r e id e n t ica l e xce p t
t h e D a ily r e p o r t lis t s d a t a b y h a lf- h o u r in t e r v a ls in s t e a d o f b y d a t e s .

Th is r e p o r t co v e r s ca ll s t h a t ca m e t o a s in g le Ve ct o r D ir e ct o r y N u m b e r (F ig u r e 4 - 1 2 ). Ma p p in g
o f VD N s t o s p lit s in C M S fo ll o w s t h e s e r u le s :

1 Ea ch VD N m u s t b e a s s o cia t e d w it h o n ly o n e v e ct o r .

2 A v e ct o r ca n s p e cify m o r e t h a t o n e s p lit fo r q u e u in g .

3 M o r e t h a n o n e VD N ca n t e r m in a t e a t a s in g le v e ct o r .

K e e p t h e s e r u le s in m in d a s y o u v ie w VD N r e p o r t s . Th e in t e r p r e t a t io n o f e a ch VD N r e p o r t
d e p e n d s o n t h e VD N - t o - v e ct o r m a p p in g a n d t h e v e ct o r - t o - s p lit m a p p in g in y o u r s y s te m .
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V e c t or D i r ect or y N u mber R e por t s

D A I L Y V E C T O R D I R E C T O R Y N U M B E R R E P O R T ( M E N U : D D N U M )
D A T E : 0 9 / 2 0 / 8 7

V E C T O R D I R E C T O R Y N U M B E R : 6 7 2 7 ( T e c h S u p p )
D A Y : 0 9 / 1 9 / 8 7

N O . A V G N O . A V G N O . T O T A L
C A L L S S P E E D A B A N A B A N C A L L S T I M E

T I M E C A R R I E D A N S C A L L S T I M E A N S W E R E D I N V D N
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 8 : 0 0 - 0 8 : 3 0 A M 5 4 3 . 8 9 2 2 3 . 4 1 5 2 1 1 0 2 4
0 8 : 3 0 - 0 9 : 0 0 A M 4 6 1 . 9 6 8 1 5 . 7 5 3 8 8 5 8 4
0 9 : 0 0 - 0 9 : 3 0 A M 6 6 2 . 3 9 8 1 8 . 7 5 5 8 1 7 5 2 0
0 9 : 3 0 - 1 0 : 0 0 A M 6 2 0 . 5 7 4 1 4 . 2 5 5 8 1 7 8 7 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 2 2 8 3 . 0 0 2 2 2 1 . 0 8 3 6 0 0 5 5 0 0 7

W E E K L Y V E C T O R D I R E C T O R Y N U M B E R R E P O R T ( M E N U : W D N U M )
D A T E : 0 9 / 2 0 / 8 7

V E C T O R D I R E C T O R Y N U M B E R : 6 7 2 7 ( T e c h S u p p )

N O . A V G N O . A V G N O . T O T A L
C A L L S S P E E D A B A N A B A N C A L L S T I M E

D A T E C A R R I E D A N S C A L L S T I M E A N S W E R E D I N V D N
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 9 / 1 4 / 8 7 8 9 4 3 . 8 9 2 2 2 3 . 4 1 8 5 8 1 7 1 0 2 4
0 9 / 1 5 / 8 7 6 9 6 1 . 9 6 8 1 5 . 7 5 6 7 9 1 2 6 5 8 4
0 9 / 1 6 / 8 7 7 6 6 2 . 3 9 8 1 8 . 7 5 7 5 5 1 5 7 5 2 0
0 9 / 1 7 / 8 7 6 2 2 0 . 5 7 4 1 4 . 2 5 6 1 1 1 2 5 8 7 9
0 9 / 1 8 / 8 7 5 3 9 4 . 6 8 1 0 1 8 . 6 0 5 2 6 1 1 3 1 6 8
0 9 / 1 9 / 8 7 1 2 0 1 2 . 1 0 1 1 1 5 . 4 5 1 0 1 1 9 1 8 9
0 9 / 2 0 / 8 7 1 4 5 4 . 0 3 1 7 2 8 . 3 5 7 0 1 1 3 1 4
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 3 7 8 2 3 . 0 0 8 0 2 1 . 0 8 3 6 0 0 7 2 4 6 7 8

M O N T H L Y V E C T O R D I R E C T O R Y N U M B E R R E P O R T ( M E N U : M D N U M )
D A T E : 0 9 / 2 0 / 8 7

V E C T O R D I R E C T O R Y N U M B E R : 6 7 2 7 ( T e c h S u p p )

N O . A V G N O . A V G N O . T O T A L
C A L L S S P E E D A B A N A B A N C A L L S T I M E

D A T E C A R R I E D A N S C A L L S T I M E A N S W E R E D I N V D N
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0 8 / 2 1 / 8 7 8 9 4 3 . 8 9 2 2 2 3 . 4 1 8 5 8 1 7 1 0 2 4
0 8 / 2 2 / 8 7 6 9 6 1 . 9 6 8 1 5 . 7 5 6 7 9 1 2 6 5 8 4
0 8 / 2 3 / 8 7 7 6 6 2 . 3 9 8 1 8 . 7 5 7 5 5 1 5 7 5 2 0
0 8 / 2 4 / 8 7 6 2 2 0 . 5 7 4 1 4 . 2 5 6 1 1 1 2 5 8 7 9
.
.

0 9 / 2 0 / 8 7 1 4 5 4 . 0 3 1 7 2 8 . 3 5 7 0 1 1 3 1 4
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 1 3 7 7 7 3 . 0 0 3 3 3 2 1 . 0 8 1 2 6 4 6 2 6 7 4 8 7 6

F i g u r e 4-1 2 V e ct o r D i r e ct o r y N u m b e r ( V D N ) Re p o r t
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V e c t or D i r ect or y N u mber R e por t s

T a b l e 4-5 Ite m Re f e r e n ce f o r t h e V D N Re p o r ts

D at ab as e Ite m O r
Ca l cu l at i o n Re p o r t Ite m Wh at It M e as u r e s U n i t s

F o r m u l a
Ve ct o r D ir e ct o r N u m b e r s p e cifie d
in t h e Re p o r t s P a r a m e t e r s s cr e e n .

VD N o r
sy n o n y m

VD N S Y N (D N EX T)

M M / D D / Y Y
fo r m a t

D A TE(h e a d e r ) D a t e o f t h e o u t p u t . D A TE(D )

In t e r v a ls s e le ct e d fo r a d a ily
r e p o r t .

TIM E Tim e IN TER VA L

D a y co v e r e d in a d a ily r e p o r t. M M / D D / Y Y
fo r m a t

D A Y D A TE(J )

D a y s co v e r e d in m o n t h ly o r
w e e k ly r e p o r t s .

M M / D D / Y Y
fo r m a t

D A TE D A TE(D A Y )

N u m b e r o f ca lls ca r r ie d fo r t h e
VD N .

N O . C A L L S C A RR IED C a lls C A RR IED

A v e r a g e sp e e d o f a n s w e r fo r ca lls
th a t r e ce iv e a n a n s w e r in a n y s p lit
r e fe r e n ce d in t h is VD N ’ s v e cto r .

A VG A N S W ER SP EED
A N S D E L A Y / A N S W E R E D

A VG S P EE D A N S S e co n d s

N u m b e r o f ca lls t h a t a b a n d o n e d
w h ile b e in g p r o ce ss e d in t h is
VD N ’ s v e ct o r .

N O . A B AN C A LL S C a lls A B A N D O N S

A v e r a g e le n g t h o f w a it b e fo r e
ca lls a b a n d o n .

A VG A B A N D O N TIM E
A B A N T I M E / A B A N D O N S

A VG A B A N TIM E S e co n d s

N O . C A L L S A N S WERED C a lls a n sw e r e d in th e s p lit
sp e cifie d in t h is VD N ’ s v e cto r .

C a lls A N S W ERE D

To t a l t im e o f a ll ca lls in t h e VD N ,
in clu d in g w a it t im e , a g e n t t a lk
tim e , a n d w a it t im e o f a b a n d o n e d
ca lls .

D N TIM E
D N W A I T T I M E + A G T I M E

TO TA L TIM E IN VD N S e co n d s
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V D N / T r u n k A c t i v i t y M a t r i x R e p o r t s
P u r p o s e M o n it o r cu r r e n t t r u n k g r o u p u t iliz a t io n fo r s e le ct e d t r u n k g r o u p s an d VD N s .
D a t a File U s e d N o n e

Th is r e p o r t d is p la y s r e a l- t im e t r u n k g r o u p u t iliz a t io n o n a VD N b a s is . Th e u s e r ca n r e p o r t u p
t o fo u r t r u n k g r o u p s a n d a n y n u m b e r o f VD N s . If a t r u n k g r o u p e q u a ls o r e xce e ds a s p e cifie d
e xce p t io n le v e l, t h e fig u r e s a r e h ig h lig h t e d o n t h e s cr e e n . U s e t h is r e p o r t t o h elp y o u e s t a b lis h
e xce p t io n le v e ls .

N O T E Th is r e p o r t d o e s N O T cr e a t e a p e r m a n e n t file w it h r e p o r t it e m s . Th e r e fo r e , y ou
ca n n o t r e fe r e n ce a n y it e m s fr o m t h e r e p o r t t o cr e a t e cu s t o m r e p o r t s .

Ti m e Do w n or Sw i t c h _ Na m e : Up Sy s t em Ma n a ge m e n t Ca l l

IN T E R V AL : 1 5 P A GE 1 o f 1
VD N / T R UN K A C T I VI T Y M A T RI X

18 ( L o c al 2 W ) 1 9 (L o c a l D ID ) 4 4 ( In - 8 0 0 ) 10 2 ( C l b y C l )
-- - - - - -- - - - - - - - - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - -

UT I L I Z AT I O N 1 8 /2 0 ( 9 0 % ) 1 6 / 2 0 (8 0 % ) 1 8 /2 0 ( 9 0 % ) 8 / 2 0 ( 40 % )
OU T G O I NG 0 0 0 1
IN C O M I NG 1 8 1 6 1 8 7

NO N - V D N 0 0 0 1
VD N 1 8 1 6 1 8 6

40 1 2 ( S al e s ) 1 8 (9 0 % ) 0 0 3
40 1 3 ( C at a l o g ) 0 0 0 2
40 1 4 ( J on e s ) 0 1 6 ( 8 0 % ) 0 0
66 5 0 ( S mi t h ) 0 0 0 0
OT H E R V DN S 0 0 1 8 (9 0 % ) 1

SC R E E N PA R A M S RE P O R T
PR I N T EX I T RE PO R T UP DA T E PR I N T

F i g u r e 4-1 3 V D N / T r u n k - A ct i v i t y - M at r i x Re p o r t

N O T E Th e P R I NT R E P O R T s cr e e n - la b e le d k e y p r in t s a co p y o f t h e e n t ir e r e p o r t , w h e r e a s t h e
P R I NT S C R E E N k e y p r in t s t h e p o r t io n o f t h e r e p o r t cu r r e n t ly d is p la y e d o n t h e t e r m in a l.
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V D N / T r un k A c t i vit y Ma tr i x R e por t s

T a b l e 4-6 V D N / T r u n k A ct i v i t y M at r i x Re p o r t E x p l an at i o n

F IE L D E X PL A N A T IO N
D A TE (h e a d e r ) D a t e o f t h e o u t p u t .

TIM E (h e a d e r ) Tim e o f t h e r e p o r t .

TRU N K G RO U P Tr u n k g r o u p (s ) s p e cifie d in t h e Re p o r t s P a r a m e t e r s s cr e e n .

N u m b e r o f t r u n k s in u s e , t h e n u m b e r o f t r u n k s a v a ila b le ,
a n d t h e p e r ce n t a g e in u s e w it h in t h e t r u n k g r o u p .

U TILIZA TIO N

N u m b e r o f t r u n k s in t r u n k g r o u p cu r r e n t ly o n o u t g o in g
ca ll s .

O U TG O IN G

N u m b e r o f t r u n k s in t r u n k g r o u p cu r r e n t ly o n in co m in g
ca ll s .

IN C O M IN G

Th e n u m b e r o f n o n - VD N in co m in g ca ll s w it h in t h e t r u n k
g r o u p .

N O N - VD N

N u m b e r o f VD N in co m in g ca ll s w it h in t h e t r u n k g r o u p . VDN

Th e n u m b e r o f in co m in g ca lls fo r t h e VD N . If t h e
p e r ce n t a g e o f t r u n k s b u s y o n in co m in g VD N ca ll s e q u a ls
o r e xce e d s e xce p t io n le v e ls , t h e a ct u a l p e r ce n t a g e a ls o
d is p la y s a n d is h ig h lig h t e d a lo n g w it h t h e ca ll co u n t .

IN D IVID U A L VD N S

Th e n u m b e r o f in co m in g ca lls fo r t h e t r u n k g r o u p o n
VD N s o t h e r t h a n t h o s e s p e cifie d in t h e Re p o r t s
P a r a m e t e r s s cr e e n .

O TH ER VD N S
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A d d i t i o n a l V e c t o r i n g D a t a b a s e I t e m s
Th e fo llo w in g d a t a b a s e it e m s a r e a v a ila b le fo r u s e in C u s t o m Re p o r t s , e v e n t h o u g h t h e y d o n o t
a p p e a r a s r e p o r t it e m s in s t a n d a r d v e ct o r a n d VD N r e p o r t s . Th e it e m s lis t e d fir s t co ll e ct d a t a
r e fe r r e d t o a s i n t r af l o w a n d i n t e r f l o w d a t a in a n o n - v e ct o r in g e n v ir o n m e n t .

T a b l e 4-7 O t h e r V e ct o r i n g D at ab as e Ite m s

ITE M E X PL A N A T IO N
Th is it e m ca p t u r e s , fo r a v e ct o r , o n ly t h e n u m b e r o f ca ll s r o u t e d t o t h a t v e ct o r
fr o m a n o t h e r v e ct o r v ia t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d . Th is n u m b e r in clu d e s ca ll s
r o u t e d t o u n m e a s u r e d p o r t io n s o f t h e A C D a n d t h e n r o u t e d a g a in , v ia a VD N ,
t o t h e v e ct o r .

IN FL O W (Ve ct o r s )

Th is it e m ca p t u r e s , fo r a VD N , t h e n u m b e r o f ca ll s r o u t e d t o t h a t VD N fr o m a
v e ct o r v ia t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d .

IN FL O W (VD N s )

Th is it e m ca p t u r e s , fo r a v e ct o r , t h e n u m b e r o f ca ll s t h a t t h e v e ct o r r o u t e s v ia
t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d t o o t h e r d e s t in a t io n s w it h in t h e s w it ch . In n o n -
v e ct o r in g t e r m s , t h is it e m r e p r e s e n t s t h e in t r a flo w o f ca ll s o u t o f a v e ct o r .

O U TFL O W (Ve ct o r s )

Th is it e m ca p t u r e s , fo r a VD N , t h e n u m b e r o f ca ll s r o u t e d fr o m t h a t VD N v ia
t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d in it s a s s ig n e d v e ct o r . U n lik e O U TFL O W fo r v e ct o r s ,
t h is it e m in clu d e s ca ll s r o u t e d t o d e s t in a t io n s o u t s id e t h e s w it ch .

O U TFL O W (VD N s )

RO U TED C A LL S
(Ve ct o r s )

Th is it e m ca p t u r e s , fo r a v e ct o r , t h e n u m b e r o f ca ll s t h a t t h e v e ct o r r o u t e s o u t o f
t h e s w it ch v ia t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d . Th is n u m b e r in clu d e s ca ll s r o u t e d
t h r o u g h A u t o m a t ic A lt e r n a t e Ro u t in g (AA R) a n d A u t o m a t ic Ro u t e Se le ct io n
(ARS).

F L O W TIM E (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l t im e t h a t a v e ct o r p r o ce s s e s ca ll s
b e fo r e it r o u t e s t h e m v ia t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d t o o t h e r d e s t in a t io n s w it h in
t h e s w it ch .

Th is it e m ca p t u r e s , fo r a VD N , t h e t o t a l t im e ca ll s r e m a in co n n e ct e d t o t h a t
VD N b e fo r e t h e y a r e r o u t e d v ia t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d t o o t h e r d e s t in a t io n s .

F L O W TIM E (VD N s )

RO U TETIM E (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l t im e t h a t t h e v e ct o r p r o ce s s e s ca ll s
b e fo r e it r o u t e s t h e m o u t o f t h e s w it ch v ia t h e ‘ ‘ Ro u t e t o ’ ’ co m m a n d .
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A d d i t i ona l V e c t or i ng D a taba se Items

T a b l e 4-7 O t h e r V e ct o r i n g D at ab as e Ite m s ( Co n t d )

ITE M E X PL A N A T IO N
C A RR IED (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l n u m b e r o f ca ll s t h a t a r e e it h e r

a n s w e r e d o r a b a n d o n e d w h ile b e in g p r o ce s s e d b y t h e v e ct o r . Th is it e m d o e s
n o t in clu d e ca ll s a n s w e r e d o r a b a n d o n e d a ft e r a ‘ ‘ st o p ’ ’ s t e p .

F B U SY C A L L S (VD N s ) Th is it e m ca p t u r e s , fo r a VD N , t h e t o t a l n u m b e r o f ca ll s t h a t r e ce iv e a fo r ce d
b u s y s ign a l.

F B U SY C A L L S (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l n u m b e r o f ca ll s t h a t r e ce iv e a fo r ce d
b u s y s ign a l.

F B U SY TIM E (VD N s ) Th is it e m ca p t u r e s , fo r a VD N , t h e t o t a l t im e t h a t ca ll s w a it e d b e fo r e r e ce iv in g a
fo r ce d b u s y .

F B U SY TIM E (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l t im e t h a t ca ll s w a it e d b e fo r e r e ce iv in g
a fo r ce d b u s y .

F D IS C C A L L S (VD N s ) Th is it e m ca p t u r e s , fo r a VD N , t h e t o t a l n u m b e r o f ca ll s t h a t r e ce iv e a fo r ce d
d is co n n e ct .

F D IS C C A L L S (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l n u m b e r o f ca ll s t h a t r e ce iv e a fo r ce d
d is co n n e ct .

F D IS C TIM E (VD N s ) Th is it e m ca p t u r e s , fo r a VD N , t h e t o t a l t im e t h a t ca ll s w a it e d b e fo r e r e ce iv in g a
fo r ce d d is co n n e ct .

F D IS C TIM E (Ve ct o r s ) Th is it e m ca p t u r e s , fo r a v e ct o r , t h e t o t a l t im e t h a t ca ll s w a it e d b e fo r e r e ce iv in g
a fo r ce d d is co n n e ct .

S p l i t D a t a A f f e c t e d b y V e c t o r i n g

Ve ct o r in g a ffe ct s t h e w a y IN FL O W a n d O U TFL O W ca p t u r e d a t a fo r s p lit s . A s a r e s u lt , t h e
In flo w a n d O u t flo w r e p o r t it e m s in s t a n d a r d S p lit Re p o r t s a n d S y s t e m Re p o r t s (s e e C h a p t e r 4 ,
3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n [ 5 8 5 - 2 1 5 - 5 0 4 ] ) a r e a ffe ct e d . Fo r a s p lit in a v e ct o r in g
A C D , IN FL O W ca p t u r e s t h e n u m b e r o f ca ll s r o u t e d t o t h e s p lit v ia a ‘ ‘ Ch e ck b ack u p s p l i t ’ ’
co m m a n d o r ‘ ‘ Ro u t e t o ’ ’ co m m a n d in a n o t h e r v e ct o r . O U TFL O W ca p t u r e s t h e n u m b e r o f ca ll s
r o u t e d fr o m t h e s p lit ’ s q u e u e v ia a ‘ ‘ Ch e ck Back u p S p l i t ’ ’ o r ‘ ‘ Ro u t e t o ’ ’ co m m a n d in it s o w n
v e ct o r . A ca ll t h a t fa ils t o q u e u e t o t h e s p lit b e fo r e t h e v e ct o r r o u t e s t h e ca ll w ill n o t b e
ca p t u r e d in O U TFL O W fo r t h e s p lit .

4-2 8 R e p o r t s
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N O T E IN FL O W fo r a s p lit w ill ca p t u r e a ca ll r o u t e d t o t h a t s p lit o n ly if t h e ca ll h a d q u e u e d
t o a n o t h e r s p lit b e fo r e it w a s r o u t e d .

D a t a ca p t u r e d b y IN FL O W a n d O U TFL O W fo r s p lit s w ill n o t a lw a y s m a t ch d a t a ca p t ur e d b y
IN FL O W a n d O U TFL O W fo r v e ct o r s a n d VD N s . Fo r e xa m p le , if a ca ll in a v e ct o r b y p a s s e s t h e
‘ ‘ Q u e u e t o M a in S p lit ’ ’ co m m a n d b e ca u s e o f a ‘ ‘ G o t o ’ ’ co m m a n d , a n d is t h e n r o u t e d v ia a
‘ ‘ Ro u t e t o ’ ’ co m m a n d , t h e ca ll w ill b e ca p t u r e d in O U TFL O W fo r t h e v e ct o r a n d VD N , b u t w ill
n o t b e ca p t u r e d b y O U TFL O W fo r t h e m a in s p lit in t h a t v e ct o r . A ls o , if a ca ll in t e r flo w s (v ia
t h e ‘ ‘ r o u t e t o ’ ’ co m m a n d ), t h e s p lit a n d VD N ca r r y in g t h e ca ll w ill b e p e g g e d fo r a n O U TFL O W
ca ll , b u t t h e v e ct o r w ill b e p e g g e d fo r a RO U TED C A L L S ca ll .

S p l i t D a t a A f f e c t e d b y M u l t i p l e S p l i t Q u e u i n g

O n G 3 i w it h C a ll Ve ct o r in g , a ca ll ca n b e q u e u e d t o u p t o t h r e e s p lit s s im u lt a ne o u s ly . A s a
r e s u lt , C M S t r a ck s a ca ll q u e u e d t o t h r e e s p lit s a s t h r e e s e p a r a t e ca lls un t il t h e ca ll is a n s w e r e d ,
a b a n d o n e d , o r r e r o u t e d . Th is m u lt ip le s p lit q u e u in g a ls o s ig n ifica n t ly a ffe ct s t h e w a y C M S
co ll e ct s s p lit d a t a w h e n t h e ca ll is a n s w e r e d , a b a n d o n e d , o r r e r o u t e d . C M S co ll e ct s d a t a a s
d e s cr ib e d fo r t h e fo llo w in g co n d it io n s .

Wh e n a ca l l h as q u e u e d t o t h r e e s p l i t s an d :

T h e cal l i s an s w e r e d i n o n e o f t h e s p l i t s, C M S p e g s t h a t s p lit w it h a n a n s w e r e d
ca ll a n d p e g s e a ch o f t h e o t h e r t w o s p lit s w it h a n O U TFL O W ca ll .

T h e cal l ab an d o n s, C M S p e g s a n A B AN D O N S ca ll fo r t h e fir s t s p lit t h e ca ll
q u e u e d t o a n d p e g s e a ch o f t h e o t h e r t w o s p lit s w it h a n O U TFL O W ca ll .

T h e cal l i s r o u t e d ( v i a a ‘ ‘ r o u t e to ’ ’ co m m an d ) t o an o t h e r d e s t i n at i o n, C M S p e g s
a ll t h r e e s p lit s w it h a n O U TFL O W ca ll .

T h e cal l i s r o u t e d ( v i a a ‘ ‘ r o u t e to ’ ’ co m m an d ) t o a n e w s p l i t, t h e C M S p e g s t h e
n e w s p lit w it h a n IN F L O W ca ll .

T h e cal l i s r o u t e d ( v i a a ‘ ‘ r o u t e to ’ ’ co m m an d ) t o a n e w s p l i t an d t h e n b e co me s
s i m u l ta n e o u s l y q u e u e d to o n e o r t w o ad d i t i o n al s p l i t s, C M S p e g s t h e fir s t n e w
s p lit w it h a n IN FL O W ca ll. Th e n , if t h e ca ll is a n s w e r e d b y o n e o f t h e n e w s p lit s ,
C M S p e g s t h a t s p lit w it h a n a n s w e r e d ca ll a n d p e g s t h e o t h e r s p lit s w it h a n
O U TFL O W ca ll .
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Ta b le 4 - 8 s h o w s h o w a ca ll w o u ld b e p e g g e d if t h e ca ll q u e u e d t o t h r e e s p lit s (Sp lit s 1 , 2 , a n d
3 ) in o n e v e ct o r , w a s s e n t t o a n o t h e r v e ct o r v ia a ‘ ‘ r o u t e t o ’ ’ a n o t h e r VD N , q u e u e d t o t h r e e
m o r e s p lit s (Sp lit s 4 , 5 , a n d 6 , w it h S p lit 4 q u e u e d fir s t ), a n d w a s fin a ll y a n s w er e d in Sp lit 5 .
Th e p lu s s ig n (+ ) in d ica t e s a p e g .

T a b l e 4-8 O U T F L O W/ IN F L O W Pe g g i n g f o r M u l t i p l e S p l i t Q u e u i n g B e f o r e an d A f t e r a
Ro u t e T o S t e p

SP LITS Q U EU ED
(B EF O RE RO U TE) O U TFL O W IN FL O W A N S W ER

1 +
2 +
3 +

SP LITS Q U EU ED
(A FTE R RO U TE) O U TFL O W IN FL O W A N S W ER

4 + +
5 +
6 +

N o t ice t h a t t h e fir s t t h r e e s p lit s a r e a ll p e g g e d w it h O U TFL O W ca lls . A ls o , n o t ice t h a t Sp lit 4 ,
s in ce it w a s t h e fir s t s p lit t h e ca ll q u e u e d t o a ft e r t h e ‘ ‘ r o u t e t o ’ ’ s t e p , is p e g g e d w it h a n
IN FL O W ca ll. A n d s in ce t h e ca ll is fin a lly a n s w e r e d in S p lit 5 , S p lit s 4 a n d 6 a r e a ls o p e gg e d
w it h O U TFL O W ca ll s .

N O T E Th e in t r a flo w d e s cr ib e d in t h e p r e ce d in g e xa m p le w o u ld o n ly o ccu r w it h t h e ‘ ‘ r o u t e
t o ’ ’ s t e p . Th e ‘ ‘ g o t o v e ct o r ’ ’ s t e p w o u ld n o t ca u s e in t r a flo w fo r s p lit s s in ce a ca ll
s t a y s q u e u e d t o s p lit s r e fe r e n ce d in a v e ct o r e v e n a ft e r a ‘ ‘ g o t o v e ct o r ’ ’ s t e p .
Th e r e fo r e , if t h e ca ll is a lr e a d y q u e u e d t o t h r e e s p lit s b e fo r e r e a ch in g a ‘ ‘ g o to v e ct o r ’ ’
s t e p , t h e ca ll w ill s t a y in t h o s e s p lit s ’ q u e u e s a n d w ill n o t q u e u e t o a n y of t h e s p lit s in
t h e n e xt v e ct o r .

4-3 0 R e p o r t s



G e n e r a l I n f o r m a t i o n
Y o u u s e t h e D ict io n a r y S u b s y s t e m t o a s s ig n n a m e s a n d d e s cr ip t io n s t o VD N s a n d v e ct o r s . Th e
n a m e s y o u a s s ig n w ill cr e a t e a m e a n in g fu l id e n t ifica t io n o f t h e VD N s a n d v e ct o r s w h e n yo u a r e
u s in g o t h e r C M S s u b s y s t e m s o r w h e n y o u a r e r e a d in g y o u r r e p o r t s .

T h e D i c t i o n a r y M e n u f o r C M S W i t h C a l l V e c t o r i n g

Y o u s e le ct t h e VD N - S y n o n y m s o r Ve ct o r - S y n o n y m s s cr e e n fr o m t h e D ict io n a r y Me n u (Fi g u r e
5 - 1 ) t o a s s ig n n a m e s a n d d e s cr ip t io n s t o y o u r VD N s a n d v e ct o r s .

Time Down or Switch_N ame:Up System Management Call

____________ ______
DICTIONARY

[ ] Login-Identifica tions

[ ] Agent-Groups
[ ] Extension-Groups
[ ] Calculations
[ ] Constants
[ ] Database-Items
[ ] Split-Synonyms
[ ] Trunk-Group-Syno nyms
[ ] VDN-Synonyms
[ ] Vector-Synonyms

Error and confirmation messages appear in this field.

KEYS SCREEN LOOKUP
HELP PRINT EXIT ITEM REPORT

F i g u r e 5-1 T h e D i ct i o n ar y M e n u

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-1



V D N S y n o n y m s
P u r p o s e D is p la y , a d d , ch a n g e , o r d e le t e VD N s y n o n y m s t o t h e D ict io n a r y .
A cce s s A d m in is t r a t io n r e q u ir e s w r it e a cce s s fo r D ict io n a r y S u b s y s t e m

a n d VD N ’ s a s s ig n e d v e ct o r .

Y o u u s e t h e VD N S y n o n y m s s cr e e n t o a s s ig n s y n o n y m s (n a m e s ) t o t h e VD N s in yo u r A C D .
Y o u s h o u ld a s s ig n t h e s a m e n a m e s fo r t h e VD N s a s t h e n a m e s s e t u p in t h e N am e s D a t a b a s e
o n t h e s w it ch . Th is e n s u r e s t h a t y o u r C M S VD N r e p o r t s s h o w t h e s a m e VD N n am e s a s t h e
n a m e s t h a t a p p e a r o n a n a g e n t ’ s d is p la y t e r m in a l.

S c r e e n D e s c r i p t i o n

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- VDN SYNONYMS

1 Item: West Region______

2 Value: 5050__

3 Description: WEST REGION: SPLIT #10/VECTOR #15___________ ________

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

F i g u r e 5-2 T h e V D N S y n o n y m s S cr e e n

P r e s s MO R E K E Y S t o d is p la y t h e r e la b e le d k e y s :

K EY S ITE M ITEM L O O K U P SC RE EN
H EL P RE SU M E E X IT N EX T P REV ITEM P RIN T

5-2 D i c t i o n a r y



V D N S ynonyms

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
D ict io n a r y p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 -
2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .

D e fin it io n s o f Fie ld s

F ie ld 1 It e m

Th e s y n o n y m o f t h e VD N y o u w a n t t o v ie w , a d d , ch a n g e , o r d e le t e . A VD N
s y n o n y m co n s is t s o f 2 0 o r fe w e r a lp h a n u m e r ic ch a r a ct e r s . B la n k s a r e a llo w e d a n d
co u n t e d .

F ie ld 2 Va lu e

Th e n u m b e r o f t h e VD N id e n t ify in g t h e s y n o n y m . A VD N n u m b e r co n s is t s o f 3 t o
5 n u m e r ic ch a r a ct e r s , 0 0 0 t h r o u g h 9 9 9 9 9 .

F ie ld 3 D e s cr ip t io n

Th e d e s cr ip t io n o f t h e VD N (o p t io n a l). Th e VD N d e s cr ip t io n m a y co n s is t o f u p t o
4 0 a lp h a n u m e r ic ch a r a ct e r s . B la n k s a r e a ll o w e d a n d co u n t e d .

V i e w i n g a V D N S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V D N - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ A b la n k VD N S y n o n y m s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m o f t h e VD N .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-3



V D N S ynonyms

3 P r e s s t h e R E TUR N k e y .

[ Th e s y n o n y m ’ s in fo r m a t io n d is p la y s o n t h e s cr e e n a s s h o w n b e lo w . ]

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- VDN SYNONYMS

1 Item: West Region________ _________

2 Value: 5050____

3 Description: WEST REGION: SPLIT #10/VECTOR #15___________ ________

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

4 To co n t in u e v ie w in g VD N s y n o n y m s , r e t u r n t o S t e p 2 .

A d d i n g a V D N S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V D N - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ A b la n k VD N S y n o n y m s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m fo r t h e VD N .

3 M o v e t h e cu r s o r t o t h e V a l u e : fie ld , a n d t y p e t h e n u m b e r o f t h e VD N .

4 M o v e t h e cu r s o r t o t h e D e s c r i p t i o n : fie ld , a n d t y p e t h e VD N d e s cr ip t io n .
Th is s t e p is o p t io n a l.

5-4 D i c t i o n a r y



V D N S ynonyms

5 P r e s s A DD .

[ Th is a d d s t h e n e w VD N s y n o n y m t o t h e D ict io n a r y . ]

6 To co n t in u e a d d in g VD N s y n o n y m s t o t h e D ict io n a r y , m o v e t h e cu r s o r t o t h e
I t e m : fie ld , a n d r e t u r n t o St e p 2 .

C A U T I O N To p r e v e n t a n e r r o n e o u s a d d it io n t o t h e D ict io n a r y , cle a r a n y o ld u n w a n t e d
ch a r a ct e r s r e m a in in g in a fie ld a ft e r t y p in g in n e w d a t a . Th e d a t a fr o m a
p r e v io u s p r o ce d u r e r e m a in s o n t h e s cr e e n t o p r o v id e a n a d d it io n a l s h o r t cu t . If
y o u a r e a d d in g a n e w s y n o n y m t h a t is s im ila r t o a n e xist in g s y n o n y m , fir s t
d is p la y t h e o ld s y n o n y m ’ s d a t a . Th e n s im p ly ch a n g e t h e d is p la y e d d a t a t o
m a t ch t h e n e w VD N ’ s d a t a a n d p r e s s A DD .

C h a n g i n g a V D N S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V D N - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ A b la n k VD N S y n o n y m s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m o f t h e VD N y o u d e s ir e t o ch a n g e .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-5



V D N S ynonyms

3 P r e s s R E TUR N .

[ Th e D ict io n a r y w ill b e s e a r ch e d fo r t h e e n t e r e d VD N s y n o n y m . W h e n it is fo u n d ,
t h e d a t a d is p la y s a s s h o w n o n t h e fo ll o w in g s cr e e n . ]

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- VDN SYNONYMS

1 Item: West Region________ _

2 Value: 5050_

3 Description: WEST REGION: SPLIT #10/VECTOR #15___________ ________

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

4 M o v e t h e cu r s o r t o t h e fie ld t h a t y o u w a n t t o ch a n g e a n d t y p e in t h e n e w d a ta o v e r
t h e o ld d a t a .

5 P r e s s C HANG E .

[ Th e ch a n g e w ill b e a d d e d t o t h e D ict io n a r y . ]

6 To co n t in u e ch a n g in g VD N s y n o n y m s , m o v e t h e cu r s o r t o t h e I t e m : fie ld a n d
r e t u r n t o S t e p 2 .

C A U T I O N To p r e v e n t a n e r r o n e o u s ch a n g e t o t h e D ict io n a r y , cle a r a n y o ld
u n w a n t e d ch a r a ct e r s r e m a in in g in a fie ld a ft e r ch a n g in g t h e d a t a .

5-6 D i c t i o n a r y



V D N S ynonyms

D e l e t i n g a V D N S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V D N - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k VD N S y n o n y m s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld , t y p e in t h e VD N s y n o n y m y o u d e s ir e t o d e le t e .

3 P r e s s R E TUR N .

[ Th e D ict io n a r y w ill b e s e a r ch e d fo r t h e n a m e d it e m . W h e n it is fo u n d , t h e d a t a
d is p la y s o n t h e s cr e e n . ]

4 P r e s s DE LETE .

[ Th e VD N s y n o n y m (it e m ) w ill b e r e m o v e d fr o m t h e D ict io n a r y . ]

5 To co n t in u e d e le t in g VD N s y n o n y m s , r e t u r n t o S t e p 2 .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-7



V e c t o r S y n o n y m s
P u r p o s e D is p la y , a d d , ch a n g e , o r d e le t e v e ct o r

s y n o n y m s t o t h e D ict io n a r y .
A cce s s A d m in is t r a t io n r e q u ir e s w r it e a cce s s

fo r D ict io n a r y S u b s y s t e m a n d v e ct o r .

Y o u u s e t h e Ve ct o r Sy n o n y m s s cr e e n t o a s s ig n s y n o n y m s (n a m e s ) t o t h e v e ct o rs in y o u r A C D .
Y o u s h o u ld a s s ig n t h e s a m e n a m e s a s t h o s e s e t u p in t h e N a m e s D a t a b a s e on t h e s w it ch . Th is
e n s u r e s t h a t y o u r C M S v e ct o r r e p o r t s s h o w t h e s a m e v e ct o r n a m e s a s t he n a m e s t h a t a p p e a r o n
a g e n t ’ s d is p la y t e r m in a l.

S c r e e n D e s c r i p t i o n

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- VECTOR SYNONYMS

1 Item: 9000 - TECH-SUPP____ _____

2 Value: 40__

3 Description: TG #26/VDN #7632/SPLIT #32/VECTOR #40________

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

F i g u r e 5-3 T h e V e ct o r S y n o n y m s S cr e e n

P r e s s MO R E K E Y S t o d is p la y t h e r e la b e le d k e y s :

K EY S ITE M ITEM L O O K U P SC RE EN
H EL P RE SU M E E X IT N EX T P REV ITEM P RIN T

5-8 D i c t i o n a r y



V e c t or S ynonyms

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s u s e d fo r a n y C MS
D ict io n a r y p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n
(5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .

D e fin it io n s o f Fie ld s

F ie ld 1 It e m

Th e s y n o n y m o f t h e v e ct o r y o u w a n t t o v ie w , a d d , ch a n g e , o r d e le t e . A v e ct o r
s y n o n y m co n s is t s o f 2 0 o r fe w e r a lp h a n u m e r ic ch a r a ct e r s . B la n k s a r e a llo w e d
a n d co u n t e d .

F ie ld 2 Va lu e

Th e n u m b e r o f t h e v e ct o r id e n t ify in g t h e v e ct o r s y n o n y m . A v e ct o r n u m b e r
co n s is t s o f 1 t o 3 n u m e r ic ch a r a ct e r s r a n g in g fr o m 0 t o 1 2 8 .

F ie ld 3 D e s cr ip t io n

Th e d e s cr ip t io n o f t h e v e ct o r (o p t io n a l). A v e ct o r d e s cr ip t io n m a y co n s is t o f u p
t o 4 0 a lp h a n u m e r ic ch a r a ct e r s . B la n k s a r e a ll o w e d a n d co u n t e d .

V i e w i n g a V e c t o r S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , S e le ct t h e V e c t o r - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k Ve ct o r Sy n o n y m s s cr e e n a p p e a r s .]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m o f t h e v e ct o r y o u w a n t t o v ie w .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-9



V e c t or S ynonyms

3 P r e s s t h e R E TUR N k e y .

[ Th e s y n o n y m ’ s in fo r m a t io n d is p la y s a s s h o w n o n t h e fo ll o w in g s cr e e n .]

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- VECTOR SYNONYMS

1 Item: 9000 - TECH-SUPP____ ___________

2 Value: 40____

3 Description: TG #26/VDN #7632/SPLIT #32/VECTOR #40_____________ __

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

4 To co n t in u e v ie w in g v e ct o r s y n o n y m s , r e t u r n t o S t e p 2 .

A d d i n g a V e c t o r S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V e c t o r - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k Ve ct o r Sy n o n y m s s cr e e n a p p e a r s .]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m y o u w a n t fo r t h e v e ct o r .

5-1 0 D i c t i o n a r y



V e c t or S ynonyms

3 M o v e t h e cu r s o r t o t h e V a l u e : fie ld , a n d t y p e in t h e n u m b e r o f t h e v e ct o r .

4 M o v e t h e cu r s o r t o t h e D e s c r i p t i o n : fie ld , a n d t y p e t h e v e ct o r d e s cr ip t io n ;
t h is is a n o p t io n a l fie ld .

5 P r e s s A DD .

[ Th is a d d s t h e n e w s y n o n y m t o t h e D ict io n a r y .]

6 To co n t in u e a d d in g a v e ct o r s y n o n y m t o t h e D ict io n a r y , m o v e t h e cu r s o r t o t h e
I t e m : fie ld a n d r e t u r n t o S t e p 2 .

C A U T I O N To p r e v e n t a n e r r o n e o u s a d d it io n t o t h e D ict io n a r y , cle a r a n y o ld u n w a n t e d
ch a r a ct e r s r e m a in in g in a fie ld a ft e r t y p in g in n e w d a t a . Th e d a t a fr o m a
p r e v io u s p r o ce d u r e r e m a in s o n t h e s cr e e n t o p r o v id e a n a d d it io n a l s h o r t cu t . If
y o u a r e a d d in g a n e w s y n o n y m t h a t is s im ila r t o a n e xist in g s y n o n y m , fir s t
d is p la y t h e o ld s y n o n y m ’ s d a t a . Th e n s im p ly ch a n g e t h e d is p la y e d d a t a t o
m a t ch t h e n e w Ve ct o r ’ s d a t a a n d p r e s s A DD .

C h a n g i n g a V e c t o r S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V e c t o r - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k Ve ct o r Sy n o n y m s s cr e e n a p p e a r s .]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m y o u d e s ir e t o ch a n g e .

3 P r e s s R E TUR N .

[ Th e D ict io n a r y w ill b e s e a r ch e d fo r t h e n a m e d it e m . W h e n it is fo u n d , t h e d a t a
d is p la y s a s s h o w n o n t h e fo ll o w in g s cr e e n . ]

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-1 1



V e c t or S ynonyms

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- VECTOR SYNONYMS

1 Item: 9000 - TECH-SUPP____ _______

2 Value: 40

3 Description: TG #26/VDN #7632/SPLIT #32/VECTOR #40___________

2002 Request successfully completed

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

4 M o v e t h e cu r s o r t o t h e fie ld t h a t y o u w a n t t o ch a n g e a n d t y p e in t h e ch a n g e s o v e r
t h e e xist in g d a t a .

5 P r e s s C HANG E .

[ Th e ch a n g e w ill b e a d d e d t o t h e D ict io n a r y . ]

6 To co n t in u e ch a n g in g v e ct o r s y n o n y m s , m o v e t h e cu r s o r t o t h e I t e m : fie ld a n d
r e t u r n t o S t e p 2 .

C A U T I O N To p r e v e n t a n e r r o n e o u s ch a n g e t o t h e D ict io n a r y , cle a r a n y o ld
u n w a n t e d ch a r a ct e r s r e m a in in g in a fie ld a ft e r ch a n g in g t h e d a t a .

5-1 2 D i c t i o n a r y



V e c t or S ynonyms

D e l e t i n g a V e c t o r S y n o n y m

1 O n t h e D I C T I O N A R Y m e n u , s e le ct t h e V e c t o r - S y n o n y m s o p t io n a n d p r e s s
R E TUR N .

[ A b la n k Ve ct o r S y n o n y m s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld , t y p e t h e s y n o n y m y o u d e s ir e t o d e le t e .

3 P r e s s R E TUR N .

[ Th e D ict io n a r y w ill b e s e a r ch e d fo r t h e n a m e d it e m . W h e n it is fo u n d , t h e d a t a
d is p la y s o n t h e s cr e e n . ]

4 P r e s s DE LETE .

[ Th e s y n o n y m (it e m ) w ill b e r e m o v e d fr o m t h e D ict io n a r y .]

5 To co n t in u e d e le t in g v e ct o r s y n o n y m s , r e t u r n t o S t e p 2 .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 5-1 3



V e c t or S ynonyms

N O T E S

5-1 4 D i c t i o n a r y



G e n e r a l I n f o r m a t i o n

G e n e r i c 2 / S y s t e m 8 5 w i t h C a l l V e c t o r i n g

Y o u u s e t h e C o n fig u r a t io n S u b s y s t e m t o p e r fo r m t h e fo ll o w in g t a s k s :

D e fin in g a n d m o d ify in g t h e s t e p s in v e ct o r s

Re a s s ig n in g VD N s t o d iffe r e n t v e ct o r s

Re a s s ig n in g t r u n k g r o u p s t o VD N s

Vie w in g t h e v e ct o r s t h a t q u e u e ca ll s t o a s p lit .

Th e s e t a s k s a r e t h e p r im a r y m e a n s o f m a n a g in g ca ll t r a ffic w it h t h e C a ll Ve ct o r in g fe a t u r e .

N O T E Th e s e t a s k s d iffe r co n s id e r a b ly fr o m t h e C o n fig u r a t io n p r o ce d u r e s fo r a n o n - v e ct o r in g
C M S , a n d t w o s cr e e n s — t h e S p lit P a r a m e t e r s A d m in is t r a t io n a n d t h e S p lit Tr un k
G r o u p A s s ig n m e n t s s cr e e n s — a r e n o t a v a ila b le in C M S w it h C a ll Ve ct o r in g .
Th e r e fo r e , y o u s h o u ld ig n o r e t h e Tr u n k G r o u p A s s ig n m e n t s a n d Sp lit P a r a m e t er s
s e ct io n s in C h a p t e r 6 o f t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 )
d o cu m e n t .

G e n e r i c 3 i w i t h C a l l V e c t o r i n g

Y o u u s e t h e C o n fig u r a t io n S u b s y s t e m t o p e r fo r m t h e fo ll o w in g t a s k o n ly :

Re a s s ig n VD N s t o v e ct o r s .

Y o u can n o t v ie w , d e fin e , o r m o d ify v e ct o r s o r t r u n k g r o u p a s s ig n m e n t s .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 6-1



G e ne r a l Infor ma ti on

T h e C o n f i g u r a t i o n M e n u f o r C M S W i t h C a l l
V e c t o r i n g

Y o u p e r fo r m t h e v e ct o r in g co n fig u r a t io n t a s k s u s in g t h e s cr e e n s lis t e d u n d e r ‘ ‘ V ect o r ’ ’ o n t h e
C o n fig u r a t io n m e n u (Figu r e 6 - 1 ).

Time Switch_N ame:Up System Management Call

CONFIGURATIO N

Split
[ ] Extension-Assign ments
[ ] Call-Profile-Adm inistration

Vector
[ ] Trunk-Group-Assi gnments
[ ] Directory-Number -Assignment s
[ ] Specifications
[ ] Split-References

[ ] Agent Trace

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 6-1 T h e C o n f i g u r at i o n M e n u

N O T E O n G e n e r ic 3 i, t h e fo ll o w in g it e m s w ill n o t a p p e a r o n t h e C o n fig u r a t io n m e n u:

V e c t o r [ ] T r u n k - G r o u p - A s s i g n m e n t s

V e c t o r [ ] S p e c i f i c a t i o n s

V e c t o r [ ] S p l i t - R e f e r e n c e s

6-2 C o n f i g u r a t i o n



V e c t o r T r u n k G r o u p A s s i g n m e n t s
P u r p o s e Vie w a n d ch a n g e t r u n k g r o u p a s s ig n m e n t s .
A cce s s A d m in is t r a t io n r e q u ir e s w r it e a cce s s fo r C o n fig u r a t io n Su b s y s t e m ,

t r u n k g r o u p s , a n d VD N s .

Th e in it ia l a s s ig n m e n t o f t r u n k g r o u p s t o VD N s o ccu r s a t t h e s w it ch , b u t y o u ca n u s e t h is
s cr e e n t o s e a r ch fo r a n d v ie w t h o s e t r u n k g r o u p a s s ig n m e n t s a n d t o r e a s s ig n t r u n k g r o u p s t o
o t h e r VD N s . H o w e v e r , a d d in g n e w t r u n k g r o u p s s t ill r e q u ir e s a d m in is t r a t io n o n a s w it ch .

N O T E Th is s cr e e n is n o t a v a ila b le if y o u h a v e a G e n e r ic 3 i s w it ch . In s t e a d , y o u m u s t u s e th e
D EF IN ITY M a n a g e r I t o a s s ig n t r u n k g r o u p s t o VD N s .

S c r e e n D e s c r i p t i o n

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR TRUNK GROUP ASSIGNMENTS

1 VDN: 6727__________ _________

2 Trunk Group Synonym Trunk Group Synonym
65 65_6759010B5_NST S
66 66_6769010B6_NST S

3 Trunk Groups:______ ___________ ___________ _______
4 Destination VDN:________ ____________ ___________ ____

[Page 1 of 1]

Error and confirmation information appears on this line.

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

F i g u r e 6-2 T h e V e ct o r T r u n k G r o u p A s s i g n m e n t s S cr e e n

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 6-3



V e c t or T r un k G r ou p A ssig nme nts

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
C o n fig u r a t io n p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n
(5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .

D e fin it io n s o f Fie ld s

F ie ld 1 VD N

Th e VD N (Ve ct o r in g D ir e ct o r y N u m b e r ) o r s y n o n y m co n t a in in g t h e t r u n k g r o u p
a s s ig n m e n t s y o u w is h t o v ie w o r ch a n g e . A VD N co n s is t s o f 3 t o 5 n u m e r ic
ch a r a ct e r s r a n g in g fr o m 0 0 0 t h r o u g h 9 9 9 9 9 . A VD N s y n o n y m co n s is t s o f 2 0 o r
fe w e r a lp h a n u m e r ic ch a r a ct e r s . B la n k s a r e a llo w e d a n d co u n t e d .

F ie ld 2 D a t a D is p la y fie ld ( Re ad O n l y F i e l d )

A d is p la y o f t r u n k g r o u p s cu r r e n t ly a s s ig n e d t o t h is VD N .

F ie ld 3 Tr u n k G r o u p

Th e t r u n k g r o u p n u m b e r s s p e cifie d e it h e r fo r r e a s s ig n m e n t o r s e a r ch p u r p o s e s .
O n D EF IN ITY C o m m u n ica t io n s S y s t e m G e n e r ic 2 a n d S y s t e m 8 5 , a t r u n k g r o u p
n u m b e r co n s is t s o f 2 o r 3 n u m e r ic ch a r a ct e r s r a n g in g fr o m 1 8 t o 2 5 5 .

F ie ld 4 D e s t in a t io n VD N

Th e VD N t o w h ich t r u n k g r o u p s w ill b e r e a s s ig n e d . A VD N co n s is t s o f 3 t o 5
n u m e r ic ch a r a ct e r s r a n g in g fr o m 0 0 0 t o 9 9 9 9 9 .

6-4 C o n f i g u r a t i o n



V e c t or T r un k G r ou p A ssig nme nts

V i e w i n g V D N T r u n k G r o u p A s s i g n m e n t s

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r T r u n k - G r o u p -
A s s i g n m e n t s o p t io n a n d p r e s s R E TUR N .

[ A b la n k Ve ct o r Tr u n k G r o u p A s s ig n m e n t s s cr e e n a p p e a r s . S e e t h e fo ll o w in g
s cr e e n . ]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR TRUNK GROUP ASSIGNMENTS

1 VDN: ______________ _____

2 Trunk Group Synonym Trunk Group Synonym

3 Trunk Groups:______ ___________ ___________ _______
4 VDN Destination:___ ___________ ___________ __________

[Page 1 of 1]
Error and confirmation information appears on this line.

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

2 In t h e V D N : fie ld , t y p e t h e n u m b e r o r s y n o n y m o f a VD N t o v ie w t h e VD N ’ s
a s s ig n m e n t s .

3 P r e s s R E TUR N .

[ Th e t r u n k g r o u p a s s ig n m e n t s d is p la y o n t h e s cr e e n . ]

4 To co n t in u e v ie w in g t r u n k g r o u p a s s ig n m e n t s , r e t u r n t o S t e p 2 .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 6-5



V e c t or T r un k G r ou p A ssig nme nts

S e a r c h i n g f o r a T r u n k G r o u p V D N A s s i g n m e n t

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r T r u n k - G r o u p -
A s s i g n m e n t s o p t io n a n d p r e s s R E TUR N .

[ A b la n k Ve ct o r Tr u n k G r o u p A s s ig n m e n t s s cr e e n a p p e a r s . ]

2 M o v e t h e cu r s o r t o t h e T r u n k G r o u p ( s ) : fie ld , a n d t y p e t h e n u m b e r o f t h e
t r u n k g r o u p .

3 P r e s s S E AR C H .

[ Th e VD N co n t a in in g t h is t r u n k g r o u p a s s ig n m e n t a p p e a r s . S e e t h e fo ll o w in g
s a m p le s cr e e n . ]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR TRUNK GROUP ASSIGNMENTS

1 VDN: 6727__________ _________

2 Trunk Group Synonym Trunk Group Synonym
65 65_6759010B5_NST S

3 Trunk Groups: 65_______________ ___________ _______
4 VDN Destination:___ ___________ ___________ __________

[Page 1 of 1]

Error and confirmation information appears on this line.

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

4 To co n t in u e s e a r ch in g fo r a t r u n k g r o u p ’ s VD N , r e t u r n t o S t e p 2 .

6-6 C o n f i g u r a t i o n



V e c t or T r un k G r ou p A ssig nme nts

M o v i n g a T r u n k G r o u p t o a N e w V D N

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r T r u n k - G r o u p -
A s s i g n m e n t s o p t io n a n d p r e s s R E TUR N .

[ A b la n k Tr u n k G r o u p A s s ig n m e n t s s cr e e n a p p e a r s .]

2 Th is a n d t h e fo ll o w in g s t e p a r e o p t io n a l. (If y o u d o N O T n e e d t o v ie w t h e VD N ’ s
t r u n k g r o u p a s s ig n m e n t s , p r o ce e d t o S t e p 4 . ) In t h e V D N : fie ld , t y p e t h e VD N
n u m b e r o r s y n o n y m cu r r e n t ly co n t a in in g t h e t r u n k g r o u p .

3 P r e s s R E TUR N .

[ Th e t r u n k a s s ig n m e n t s d is p la y o n t h e s cr e e n , a s in t h e fo ll o w in g e xa m p le :]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR TRUNK GROUP ASSIGNMENTS

1 VDN: 6727__________ _________

2 Trunk Group Synonym Trunk Group Synonym
65 65_6759010B5_NST S
66 66_6769010B6_NST S

3 Trunk Groups:______ ___________ ___________ _______
4 Destination VDN:________ ____________ ___________ ____

[Page 1 of 1]
Error and confirmation information appears on this line.

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

4 M o v e t h e cu r s o r t o t h e T r u n k G r o u p ( s ) : fie ld , a n d t y p e t h e n u m b e r (N O
s y n o n y m s ) o f t h e t r u n k g r o u p o r g r o u p s t o m o v e . Th e e n t r y m a y co n t a in s in g le
t r u n k g r o u p n u m b e r s s e p a r a t e d b y s p a ce s o r co m m a s , r a n g e s s e p a r a te d b y h y p h e n s ,
o r b o t h in d iv id u a l n u m b e r s a n d r a n g e s .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 6-7



V e c t or T r un k G r ou p A ssig nme nts

5 M o v e t h e cu r s o r t o t h e V D N D e s t i n a t i o n : fie ld , a n d t y p e t h e n u m b e r o f t h e
n e w VD N a s s o cia t e d w it h t h e t r u n k g r o u p s . To D EL E TE a t r u n k g r o u p ’ s
a s s o cia t io n w it h a VD N , e n t e r ‘ ‘ 0 ’ ’ in t h is fie ld a s t h e VD N d e s t in a t io n .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR TRUNK GROUP ASSIGNMENTS

1 VDN: 6727__________ _________

2 Trunk Group Synonym Trunk Group Synonym
65 65_6759010B5_NST S
66 66_6769010B6_NST S

3 Trunk Groups: 65, 66____________ ________
4 VDN Destination: 5908__________ ___________ _________

[Page 1 of 1]

Error and confirmation information appears on this line.

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

6 P r e s s C HANG E o r C O MMA ND LI NE .

[ If y o u p r e s s C HANG E , t h e t r u n k g r o u p m o v e o ccu r s im m e d ia t e ly . A ls o , t h e VD N ’ s
n e w a s s ig n m e n t s a r e d is p la y e d , w h ich v e r ifie s t h a t t h e m o v e w a s s u cce s s fu l. ]

[ If y o u p r e s s C O MMA ND LI NE , t h e S ch e d u le S u b s y s t e m is in v o k e d w h e r e y o u ca n
s ch e d u le t h is a d m in is t r a t iv e a ct iv it y t o t a k e p la ce a t a n o t h e r t im e . ]

If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 )
d o cu m e n t fo r in s t r u ct io n s .

7 To co n t in u e m o v in g t r u n k g r o u p s t o n e w VD N s , r e t u r n t o S t e p 2 o r St e p 4 .

6-8 C o n f i g u r a t i o n



V e c t o r D i r e c t o r y N u m b e r A s s i g n m e n t s
P u r p o s e D is p la y a n d ch a n g e v e ct o r d ir e ct o r y n u m b e r a s s ig n m e n t s .
A cce s s A d m in is t r a t io n r e q u ir e s w r it e a cce s s fo r C o n fig u r a t io n Su b s y s t e m

a n d v e ct o r s .

Th e in it ia l a s s ig n m e n t o f VD N s t o v e ct o r s o ccu r s a t t h e s w it ch . Y o u u s e t h is s cr e e n to s e a r ch
fo r a n d v ie w t h o s e VD N a s s ig n m e n t s a n d t o r e a s s ig n VD N s t o o t h e r v e ct o r s . H o w e v e r ,
a s s ig n in g n e w VD N s s t ill r e q u ir e s a d m in is t r a t io n o n a s w it ch .

S c r e e n D e s c r i p t i o n

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR DIRECTORY NUMBER ASSIGNMENT
1 Vector: 25 (TF-level-3)

2 VDN Synonym VDN Synonym
6621 Admin
6622 Sales
6623 Servc
6624 Warehs
6625 TF5050

3 VDN(s): ________________ ____________ ______
4 Destination Vector: _________________ ___________ _

[Page 1 of 1]
Error and confirmation messages appear in this line

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

F i g u r e 6-3 T h e V e ct o r D i r e ct o r y N u m b e r A s s i g n m e n t S cre e n
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V e c t or D i r ect or y N u mber A ssig nme nts

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
C o n fig u r a t io n p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n
(5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .

D e fin it io n s o f Fie ld s

F ie ld 1 Ve ct o r

Th e v e ct o r o r v e ct o r s y n o n y m t o w h ich t h e VD N s a r e a s s ig n e d . A v e ct o r n u m b e r
co n s is t s o f 1 t o 3 n u m e r ic ch a r a ct e r s r a n g in g fr o m 1 t o 1 2 8 . A v e ct o r s y n o n y m
co n s is t s o f 2 0 a lp h a n u m e r ic ch a r a ct e r s . B la n k s ca n b e u s e d a n d a r e co u n t ed .

F ie ld 2

D is p la y o f t h e VD N s a n d t h e ir s y n o n y m s a s s ig n e d t o t h e v e ct o r .

F ie ld 3 VD N (s )

Th e fie ld co n t a in in g a VD N t o s e a r ch fo r o r t o r e a s s ig n . O n G e n e r ic 2 / S y s t e m
8 5 , a VD N co n s is t s o f 3 t o 5 n u m e r ic ch a r a ct e r s r a n g in g fr o m 0 0 0 t h r o u g h 9 9 9 9 9 .
O n G e n e r ic 3 i, a VD N co n s is t s o f 1 t o 5 n u m e r ic ch a r a ct e r s r a n g in g fr o m 0 t o
9 9 9 9 9 .

F ie ld 4 D e s t in a t io n Ve ct o r

Th e fie ld co n t a in in g a VD N ’ s n e w ly a s s ig n e d v e ct o r . A v e ct o r n u m b e r co n s is t s
o f 1 t o 3 n u m e r ic ch a r a ct e r s r a n g in g fr o m 1 t o 1 2 8 . Th o u g h G e n e r ic 3 i ca n h av e
2 5 6 v e ct o r s , C M S ca n o n ly m e a s u r e a n d a d m in is t e r t h e fir s t 1 2 8 .

V i e w i n g V D N A s s i g n m e n t s T o a V e c t o r

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r D i r e c t o r y N u m b e r
A s s i g n m e n t o p t io n a n d p r e s s R E TUR N .

[ Th e Ve ct o r D ir e ct o r y N u m b e r A s s ig n m e n t s cr e e n a p p e a r s . ]

2 In t h e V e c t o r : fie ld , t y p e a n u m b e r o f a v e ct o r t o v ie w .

6-1 0 C o n f i g u r a t i o n



V e c t or D i r ect or y N u mber A ssig nme nts

3 P r e s s R E TUR N .

[ Th e v e ct o r ’ s cu r r e n t VD N a s s ig n m e n t s d is p la y , a s s h o w n in t h e fo ll o w in g s cr e e n .]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR DIRECTORY NUMBER ASSIGNMENT

1 Vector: 25 (TF-level3)

2 VDN Synonym VDN Synonym
6621 Admin
6622 Sales
6623 Servc
6624 Warehs
6625 TF5050

3 VDN(s): ________________ ____________ ______
4 Destination Vector: _________________ ___________ _

[Page 1 of 1]
Error and confirmation messages appear in this line

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

4 To co n t in u e v ie w in g a v e ct o r ’ s VD N a s s ig n m e n t s , r e t u r n t o S t e p 2 .

S e a r c h i n g f o r a V D N

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r D i r e c t o r y N u m b e r
A s s i g n m e n t o p t io n a n d p r e s s R E TUR N .

[ Th e Ve ct o r D ir e ct o r y N u m b e r A s s ig n m e n t s cr e e n a p p e a r s . ]

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 6-1 1



V e c t or D i r ect or y N u mber A ssig nme nts

2 M o v e t h e cu r s o r t o t h e V D N ( s ) : fie ld , a n d t y p e t h e n u m b e r o f t h e VD N fo r
w h ich y o u a r e s e a r ch in g .

3 P r e s s S E AR C H .

[ Th e p a g e o f d a t a co n t a in in g t h a t VD N a p p e a r s o n t h e s cr e e n , a lo n g w it h t h e ve ct o r
a s s ig n m e n t fo r t h a t VD N (in t h e V e c t o r : f i e l d ) . ]

4 To co n t in u e s e a r ch in g fo r a VD N , r e t u r n t o S t e p 2 .

R e a s s i g n i n g a V D N

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r D i r e c t o r y N u m b e r
A s s i g n m e n t o p t io n a n d p r e s s R E TUR N .

[ Th e Ve ct o r D ir e ct o r y N u m b e r A s s ig n m e n t s cr e e n a p p e a r s . ]

2 Th is a n d t h e fo ll o w in g s t e p a r e o p t io n a l. (If y o u d o N O T n e e d t o v ie w a v e ct o r ’ s
a s s ig n m e n t s , g o t o St e p 4 . ) In t h e V e c t o r : fie ld , t y p e in t h e v e ct o r cu r r e n t ly
co n t a in in g t h e VD N .

3 P r e s s R E TUR N .

[ Th e cu r r e n t a s s ig n m e n t o f VD N s t o t h is v e ct o r a p p e a r s o n t h e s cr e e n . ]

4 M o v e t h e cu r s o r t o t h e V D N ( s ) : fie ld , a n d t y p e t h e n u m b e r o r n u m b e r s o f VD N s
t o r e a s s ig n . Th e e n t r y m a y co n t a in s in g le VD N s s e p a r a t e d b y s p a ce s o r co mm a s ,
r a n g e s s e p a r a t e d b y h y p h e n s , o r b o t h in d iv id u a l n u m b e r s a n d r a n g e s.
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5 M o v e t h e cu r s o r t o t h e D e s t i n a t i o n V e c t o r : fie ld , a n d t y p e t h e n u m b e r o f
t h e n e w v e ct o r a s s ig n m e n t .

[ Th e s cr e e n a p p e a r s a s s h o w n in t h e fo ll o w in g e xa m p le . ]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR DIRECTORY NUMBER ASSIGNMENT
1 Vector: 8

2 VDN Synonym VDN Synonym
6727 9000 TS

3 VDN(s): 6727 ____________ ____________ __________
4 Destination Vector: 9________________ ___________ __

[Page 1 of 1]
Error and confirmation messages appear in this line

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

6 P r e s s C HANG E o r C O MMA ND LI NE .

[ If y o u p r e s s C HANG E , t h e r e a s s ig n m e n t o f t h e VD N s o ccu r s . ]

[ If y o u p r e s s C O MMA ND LI NE , t h e S ch e d u le S u b s y s t e m is in v o k e d w h e r e y o u ca n
s ch e d u le t h is a d m in is t r a t iv e a ct iv it y t o t a k e p la ce a t a n o t h e r t im e . ]

If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 )
d o cu m e n t fo r in s t r u ct io n s .

7 To co n t in u e r e a s s ig n in g VD N s , r e t u r n t o S t e p 2 o r S t e p 4 .
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P u r p o s e D is p la y , cr e a t e , ch a n g e , co p y , a n d d e le t e v e ct o r s .
A cce s s A d m in is t r a t io n r e q u ir e s w r it e a cce s s fo r v e ct o r a n d S u b s y s t e m .
D e p e n d e n cie s Ve ct o r in g m u s t b e a ct iv e in y o u r s y s t e m . Th e lin k t o t h e s w it ch m us t

b e u p a n d in ‘ ‘ d a t a t r a n s fe r .’ ’

N O T E Th is s cr e e n is n o t a v a ila b le if y o u h a v e a G e n e r ic 3 i s w it ch . In s t e a d , y o u m u s t u s e th e
D EF IN ITY M a n a g e r I t o cr e a t e ca ll v e ct o r s .

Ve ct o r s ca n b e s p e cifie d u s in g t h e C o n fig u r a t io n S p e cifica t io n s s cr e e n in t h e C M S . B e fo re
r e a d in g t h is s e ct io n , y o u s h o u ld b e fa m ilia r w it h t h e m a t e r ia l in C h a p t e r 2 , ‘ ‘D e s cr ip t io n o f t h e
C a ll Ve ct o r in g Fe a t u r e - G e n e r ic 2 / S y s t e m 8 5 , ’ ’ w h ich co v e r s t h e m a jo r co n ce p t s o f ca ll
v e ct o r in g n e e d e d t o a d m in is t e r v e ct o r s .

Ve ct o r s a r e m a d e u p o f s t e p s. U p t o 1 5 s t e p s ca n b e in clu d e d in a n y v e ct o r , a n d y o u ca n
s p e cify u p t o 1 2 8 in d iv id u a l v e ct o r s . Ea ch s t e p co n s is t s o f a s in g le co m m an d a n d p o s s ib le
co n d i ti o n s t h a t m o d ify t h e co m m a n d . Y o u ca n cr e a t e a v e ct o r w it h a n y co m m a n d s in a n y
o r d e r a s lo n g a s t h e r e is a t le a s t o n e s t e p . H o w e v e r , ju s t a s in a n y o t h er t y p e o f p r o g r a m m in g ,
e v e r y s t e p y o u cr e a t e in a v e ct o r w ill b e r e a d lit e r a ll y b y C M S u n le s s y o u t e ll it o t he r w is e .
Th e r e fo r e , y o u s h o u ld b e v e r y ca r e fu l t o ch e ck y o u r v e ct o r s s t e p - b y - s t e p , w a lk in g t h r o u g h
e v e r y s ce n a r io t o e n s u r e t h a t t h e v e ct o r w ill w o r k .

C e r t a in e r r o r ch e ck in g is d o n e b y t h e e d it in g m o d u le w it h in t h e Ve ct o r S p e cifica t io n p r o ce s s t o
p r e v e n t im p o s s ib le s t e p s fr o m b e in g a cce p t e d in t o t h e v e ct o r . Th e s e a r e n o t e d b y e r r o r
m e s s a g e s o n t h e s cr e e n .

Th e s p e cifica t io n o f v e ct o r s ca n in clu d e a n y o f t h e fo llo w in g fiv e p r o ce d u r e s :

Vie w in g a v e ct o r ’ s s p e cifica t io n s

C r e a t in g a n e w v e ct o r

C h a n g in g (o r e d it in g ) a n e xist in g v e ct o r

C o p y in g a v e ct o r

D e le t in g a v e ct o r .
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In m o s t ca s e s , w h e n cr e a t in g a v e ct o r , y o u ca n s a v e t im e b y co p y in g a n e xist in g v ect o r , t h e n
e d it in g it . A ls o , w h e n cr e a t in g a v e ct o r , y o u s h o u ld d r a w a flo w d ia g r a m o f t he s t e p s t o e n s u r e
ca ll s w ill b e h a n d le d t h e w a y y o u in t e n d .

N O T E Th e s w it ch a d m in is t r a t o r in it ia lly cr e a t e s v e ct o r n u m b e r s o n a s w it ch .

S c r e e n D e s c r i p t i o n

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

1 V e c t o r :

2 S T E P 3 A C T I O N & C O N D I T I O N S
1 g o t o s t e p 8 i f cal l s q u e u e d i n s p l i t 1-20 p r i o r i t y m e d
2 q u e u e t o m a i n s p l i t 1 p r i o r i t y m e d
3 ch e ck b a c k u p s p l i t 2 p r i o r i t y m e d i f av ai la b l e a g e n t s i s 0
4 w ai t t i m e 10 s e c s h e a r i n g r i n g b ack
5 an n o un c e m e n t n u m b e r 30 [ " A l l a g en t s a re bu sy . Y o u r ca ll w i l l be

a n sw ered i n it s o rder o f ar r iv al." ]
6 w ai t t i m e 10 s e c s h e a r i n g m u s i c
7 s t o p
8 q u e u e t o m a i n s p l i t 3 p r i o r i t y m e d
9
1-0
1-1
1-2
1-3
1-4
1-5

K E Y S S C R E E N
H E L P P R I N T E X I T E D I T D E L E T E C O P Y

F i g u r e 6-4 V e ct o r S p e ci f i ca t i o n S cr e e n L ay o u t
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D e fin it io n s o f Fie ld s

F ie ld 1 Ve ct o r

Th e n u m b e r y o u a s s ig n o r t h a t w a s p r e v io u s ly a s s ig n e d t o t h e v e ct o r . Th e r a n g e
o f v e ct o r n u m b e r s is 1 t h r o u g h 1 2 8 .

F ie ld 2 St e p

Th e n u m b e r o f t h e s t e p in t h e v e ct o r .

F ie ld 3 A ct io n & C o n d it io n s

Th e s t e p s p e cifica t io n s in clu d in g t h e v e ct o r co m m a n d s a n d co n d it io n s .

U s i n g t h e V e c t o r S p e c i f i c a t i o n S c r e e n
Th e r u le s fo r p la cin g v e ct o r s t e p s in t o a v e ct o r t a b le a r e a s fo llo w s :

Y o u ca n a lt e r n a t e b e t w e e n ‘ ‘ e d it m o d e ’ ’ a n d a ‘ ‘ s w it ch d a t a m o d e ’ ’ in t h e ve ct o r
s p e cifica t io n s cr e e n . Th e e d it m o d e a ll o w s y o u t o m a k e ch a n g e s in t h e v e ct o r . Th e
s w it ch d a t a m o d e a llo w s y o u t o s e e t h e cu r r e n t s w it ch v e r s io n o f a v e ct o r b e fo r e
a n y e d it in g ch a n g e s w e r e m a d e . Y o u ca n ch a n g e m o d e s b y p r e s s in g t h e
S WI TC H DATA SLK (fr o m t h e e d it m o d e ) o r t h e E DI T SLK (fr o m t h e s w it ch - d a t a

m o d e ).

In t h e e d it m o d e , co m m a n d s a r e w r it t e n t o a s t e p w h e n y o u t y p e t h e a b b r e v ia tio n
o f t h e co m m a n d in t h e b la n k fie ld n e xt t o t h e s t e p n u m b e r . A t t h is p o in t , t h e
co m m a n d is in it ia liz e d w it h t h e d e fa u lt v a lu e s o r b la n k fie ld s w it h u n d e r s co r e s fo r
co n d it io n s .

In t h e e d it m o d e , co n d it io n fie ld s a r e h ig h lig h t e d — fo r e xa m p le :

q u e u e t o m a i n s p l i t _ _ p r i o r i t y l o w

In t h e e d it m o d e , s o m e co n d it io n s d is p la y a d e fa u lt . To r e t a in t h e d e fa u lt
co n d it io n , s im p ly u s e t h e d o w n a r r o w k e y t o m o v e t o t h e n e xt co n d it io n o r s t ep
le a v in g t h e d e fa u lt co n d it io n u n ch a n g e d .

In t h e e d it m o d e , u s e t h e u p a r r o w a n d d o w n a r r o w k e y s a t t h e r ig h t o f y o u r
k e y b o a r d t o m o v e t h e cu r s o r b a ck w a r d s a n d fo r w a r d t h r o u g h t h e fie ld s o f a
co m m a n d .
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T e s t i n g Y o u r V e c t o r s
It is s t r o n g ly r e co m m e n d e d t h a t e v e r y v e ct o r b e fu ll y t e s t e d b e fo r e it is p la ce d in co n t ro l o f
a ct u a l ca ll p r o ce s s in g . C a ll Ve ct o r in g is a p o w e r fu l t o o l t h a t co u ld p r o d u ce h ig h ly u n d es ir a b le
a n d u n e xp e ct e d r e s u lt s in r e s p o n s e t o a n ill - co n ce iv e d o r m is p r o g r a m m e d v e ct o r.

To t e s t v e ct o r s , r e s e r v e o n e VD N , o n e v e ct o r , a n d a fe w a n s w e r in g d e s t in a t io n s o f e a ch t y p e fo r
t e s t in g p u r p o s e s . Te s t e a ch n e w p r o p o s e d v e ct o r b y fir s t u s in g t h e s a m e lo gic in t h e t e s t v e ct o r .
H o w e v e r , in t h e t e s t in g e n v ir o n m e n t co n d it io n a l p a r a m e t e r s ca n b e r e la xe d t o s im p lify t h e
t e s t in g p r o ce s s . In t h is w a y , t h e lo g ic o f e a ch n e w v e ct o r ca n b e t e s t e d t o e n su r e e ffe ct iv e a n d
s a n e r e s u lt s . A ft e r s u cce s s fu ll y t e s t in g a v e ct o r , y o u ca n s im p ly co p y t h e lo g ic t o t h e p la n n e d
v e ct o r n u m b e r a n d ch a n g e t h e p a r a m e t e r s a s d e s ir e d . Y o u r t e s t v e ct o r is t h e n a v a ila b le t o t e s t
y o u r n e xt n e w v e ct o r .
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V e c t o r C o m m a n d s a n d C o n d i t i o n a l s
Th e fo llo w in g t a b le d e s cr ib e s t h e co m m a n d s a n d co n d it io n s u s e d t o s p e cify v e ct o r s :

T a b l e 6-1 V e ct o r C o m m an d s

K E Y WO RD S /
CO M M A N D C O N D IT IO N S

A BB R’ N S
HO W T O U S E

q u e u e t o m a in
s p lit

C a lls u n d e r co n t r o l o f
a v e ct o r w it h t h is
co m m a n d a t t e m p t t o
co n n e ct t o a n a g e n t in
th e s p lit w h o s e
n u m b e r is e n t e r e d in
th e b la n k , a n d , fa ilin g
th a t , q u e u e t o t h e
sp lit . (v a lid r a n g e : 1 -
6 0 )

q u e u e , q

q u e u e t o m a in
s p lit

l o w , l ;
m e d i u m , m ;
h i g h , h ; t o p , t

P r io r it y ca n b e : ‘ ‘ lo w ,’ ’
‘ ‘ m e d ,’ ’ ‘ ‘ h ig h ,’ ’ a n d
‘ ‘ to p .’ ’ ‘ ‘ L o w ’ ’ is th e
d e fa u lt . Wit h t h is
to o l, t h e sa m e ca ll ca n
r e q u e u e to t h e s a m e
sp lit a t d iffe r e n t
p r io r it ie s (w it h
m u lt ip le q u e u e - t o -
m a in - s p lit s t e p s ) o r
d iffe r e n t ca lls ca n b e
sim u lt a n e o u s ly q u e u e d
to t h e s a m e s p lit a t
d iffe r e n t p r io r it ie s
(u s in g d iffe r e n t
v e ct o r s ).

p r io r it y l o w

ch e ck b a ck u p
s p lit

Wh ile a ca ll is q u e u e d
to m a in s p lit , a s e co n d
sp lit w ill b e ch e ck e d
e v e r y 2 s e co n d s . Th is
co m m a n d o p e r a t e s
sim ila r ly t o t h e
co n d it io n a l in t r a flo w
p r o ce s s in n o n -
v e ct o r in g A C D s .

ch e ck , c
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T a b l e 6-1 V e ct o r C o m m an d s ( Co n t d )

K E Y WO RD S /
CO M M A N D C O N D IT IO N S

A BB R’ N S
HO W T O U S E

ch e ck b a ck u p
s p lit

l o w , l ;
m e d i u m , m ;
h i g h , h ; t o p , t

P r io r it y le v e l a t w h ich
y o u w o u ld lik e t h is
ca ll q u e u e d t o t h e
b a ck u p s p lit . Lo w is
th e d e fa u lt .

p r io r it y l o w

ch e ck b a ck u p
s p lit

if av ai la b le
a g e n t s

Th is s e t s a co n d it io n
fo r q u e u in g t o t h e
b a ck u p s p lit — a
m in im u m n u m b e r o f
a v a ila b le a g e n t s in t h e
b a ck u p s p lit .
A v a ila b le is t h e
d e fa u lt .

p r io r it y l o w av ai l , a

ch e ck b a ck u p
s p lit

if s t af fe d a g e n t s Th is s e t s a co n d it io n
fo r q u e u in g t o t h e
b a ck u p s p lit — a
m in im u m n u m b e r o f
st a ffe d (lo g g e d - in )
a g e n t s in th e b a ck u p
sp lit .

p r io r it y l o w s t af f , s

ch e ck b a ck u p
s p lit

if cal l s q u e u e d Th is s e t s a co n d it io n
fo r q u e u in g t o t h e
b a ck u p s p lit — a
m a xim u m le n g t h o f
q u e u e in th e b a ck u p
sp lit .

p r io r it y l o w cal l s , c

ch e ck b a ck u p
s p lit

if o l d e st ca ll
w a it in g

Th is s e t s a co n d it io n
fo r q u e u in g t o t h e
b a ck u p s p lit — t h e
n u m b e r o f s e co n d s t h e
o ld e s t ca ll in t h e
b a ck u p s p lit ’ s q u e u e
h a s b e e n w a it in g . Th e
ca ll q u e u e s if t h e
o ld e s t ca ll h a s b e e n
w a it in g le s s t h a n t h e
sp e cifie d v a lu e .

p r io r it y l o w o l d e s , o

N O T E M e a n s ‘ ‘ g r e a t e r t h a n ’ ’ ; m e a n s ‘ ‘ le s s t h a n . ’ ’
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T a b l e 6-1 V e ct o r C o m m an d s ( Co n t d )

K E Y WO RD S /
CO M M A N D C O N D IT IO N S

A BB R’ N S
HO W T O U S E

Ro u t e t h e ca ll t o a d e s t in a t io n
w h o s e A b b r e v ia t e d D ia lin g
gr o u p - list n u m b e r (1 t o 9 5 ) is
e n t e r e d . Th e ‘ ‘ r o u te t o ’ ’ s t e p is
b y p a s s e d if o n e o f t h e fo llo w in g
co n d it io n s e xist s :
- Th e e xte n s io n is b u s y .
- N o t r u n k s a r e a v a ila b le (in th e

ca s e o f r e m o t e e xte n s io n s ).
- Th e r e ce iv in g v e cto r r e je cts t h e

ca ll o n a L o o k - A h e a d In t e r flo w
b a s is .

- Th e d e s tin a t io n d o e s n o t e xist
fo r t h e A D lis t n u m b e r .

If t h e ‘ ‘ r o u t e t o ’ ’ is th e la s t v e ct o r
st e p , a b u sy e xte n s io n o r t r u n k
gr o u p w ill b e r e t r ie d e v e r y 2
se co n d s .
If t h e ‘ ‘ r o u t e t o ’ ’ is th e la s t v e ct o r
st e p a n d t h e s t e p fa ils d u e t o a
lo o k - a h e a d r e je ct io n , t h e ‘ ‘ ro u t e
to ’ ’ s t e p w ill a ct lik e a ‘ ‘ st o p ’ ’
st e p , a n d th e ca ll w ill co n t in u e t o
r e ce iv e t h e t r e a t m e n t it h a d p r io r
to t h e ‘ ‘ r o u t e t o ’ ’ s t e p .

r o u t e t o r o u t e , r

an n o un ce m e n t
n u m b e r

G iv e t h e ca lle r a n a n n o u n ce m e n t
b y s p e cify in g t h e a n n o u n ce m e n t
n u m b e r (1 6 t o 9 9 ).

an n o u , a

w ai t t im e
s e cs

Th e ca ll w a it s a s p e cifie d e v e n
n u m b e r o f s e co n d s (2 t o 9 9 8 ).

w ai t , w

w ai t t im e
s e cs

s i l e n ce , s ;
r i n g b ack , r ;
m u s i c, m

Y o u ca n sp e cify w h a t t h e ca lle r
h e a r s a s : ‘ ‘ sile n ce ,’ ’ ‘ ‘ r in g b a ck ,’ ’ o r
‘ ‘ m u s ic.’ ’ Th e d e fa u lt is ‘ ‘ sile n ce ’ ’ .

h e a r in g s i l e n ce

g o t o s t e p if G o t o a n o t h e r s t e p (1 t o 1 5 ) in t h e
v e ct o r , b a s e d o n o n e o f s ix
co n d it io n s . C o n t in u e v e ct o r
p r o ce s s in g fr o m t h a t s t e p .

g o t o , g

g o t o s t e p if Th e ‘ ‘ go to ’ ’ a lw a y s e xe cu t e s ,
b r a n ch in g e it h e r fo r w a r d o r
b a ck w a r d . Th is is th e d e fa u lt.

u n co nd it io n a ll y u n co n , u

6-2 0 C o n f i g u r a t i o n
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T a b l e 6-1 V e ct o r C o m m an d s ( Co n t d )

K E Y WO RD S /
CO M M A N D C O N D IT IO N S

A BB R’ N S
HO W T O U S E

g o t o s t e p if ti m e o f d a y is
: t o
:

En t e r o n e o f t h e
fo llo w in g in t h e fir s t
a n d fo u r t h fie ld s :
‘ ‘ a ll,’ ’ ‘ ‘ m o n ,’ ’ ‘ ‘ tu e ,’ ’
‘ ‘ w e d ,’ ’ ‘ ‘ th r ,’ ’ ‘ ‘ fri, ’ ’
‘ ‘ sa t ,’ ’ ‘ ‘ su n .’ ’ En te r
m ilit a r y fo r m a t t im e
(0 0 :0 0 t o 2 3 :5 9 ) in th e
se co n d , t h ir d , fift h ,
a n d s ixth fie ld s . Ea ch
tim e fie ld r e q u ir e s 2
n u m e r ics, u s e le a d in g
z e r o s if n e e d e d .

ti m e , t

g o t o s t e p if s t af fe d a g e n t s
in s p lit is

A ft e r ‘ ‘ sp lit ,’ ’ e n t e r a
m e a s u r e d s p lit
n u m b e r . Th is ca n b e
th e m a in sp lit , b a ck u p
sp lit , o r a n y o t h e r
sp lit . Th e d e fa u lt is
z e r o . Th e s e co n d fie ld
ca n t a k e o r —
b e in g t h e d e fa u lt . Th e
fin a l fie ld is n u m b e r o f
a g e n t s s t a ffe d (lo gg e d
in ) a t t h e sp lit .

s t af f , s

av ai la b le
a g e n t s in s p lit

is

Sp lit n u m b e r : e n t e r
a n y m e a su r e d s p lit in
th e b la n k . In t h e fie ld
a ft e r " is ," t y p e o r

. N u m b e r o f
a v a ila b le a g e n t s : t h e
n u m b e r o f a v a ila b le
a g e n t s in th e s p e cifie d
sp lit fo r t h e " g o t o "
to w o r k .

g o t o s t e p if av ai l , a

cal l s q u e u e d in
s p lit is

Sp lit : a n y m e a s u r e d
sp lit ; t y p e o r in
th e n e xt b la n k .
Fin a lly , t y p e t h e
n u m b e r o f q u e u e d
ca lls t h a t a r e r e q u ir e d
fo r t h e " g o t o " t o
w o r k .

g o t o s t e p if cal l s , c

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 6-2 1
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T a b l e 6-1 V e ct o r C o m m an d s ( Co n t d )

K E Y WO RD S /
CO M M A N D C O N D IT IO N S

A BB R’ N S
HO W T O U S E

cal l s q u e u e d in
s p lit is

l o w , l ;
m e d i u m , m ;
h i g h , h ; t o p , t

Se le ct o n e o f t h e
p r io r it y le v e ls ; d e fa u lt
is lo w . Th is ch e ck s
fo r t h e n u m b e r o f ca lls
q u e u e d a t t h e
in d ica t e d p r io r it y a n d
a ll h ig h e r p r io r it y
le v e ls .

g o t o s te p i f p r io r it y l o w

o l d e st ca ll
w a it in g in s p lit

is

En t e r t h e sp lit
n u m b e r , o r , a n d
th e n u m b e r o f
se co n d s .

g o t o s t e p if o l d e s , o

o l d e st ca ll
w a it in g in s p lit

is

l o w , l ;
m e d i u m , m ;
h i g h , h ; o r t o p ,
t

En t e r t h e p r io r it y le v e l
a t w h ich th e t r ig g e r
ca ll is w a itin g ; d e fa u lt
is lo w .

g o t o s t e p if p r io r it y l o w

St o p a ll p r o ce s s in g;
r e m o v e ca ll fr o m a n y
q u e u e . S to p b a ck u p
ch e ck in g, a n d r e t u r n
b u s y s ig n a l.

b u s y b u s y , b

d i s con n e ct a ft e r
a n n o u n ce m e n t
n u m b e r

Fo r ce d d isco n n e ct. If
a n n o u n ce m e n t is
" n o n e ," n o
a n n o u n ce m e n t .
O t h e r w ise t h e
a n n o u n ce m e n t
p r e ce d e s t h e
d is co n n e ct .
A n n o u n ce m e n t
n u m b e r r a n g e is 1 6 t o
9 9 . A n s w e r
su p e r v is io n is s e n t
im m e d ia t e ly p r io r t o
d is co n n e ct in g t h e ca ll,
if it h a s n o t b e e n s e n t
a lr e a d y (e xce p t o n
ISD N t r u n k s )

d i s co , d

6-2 2 C o n f i g u r a t i o n
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T a b l e 6-1 V e ct o r C o m m an d s ( Co n t d )

K E Y WO RD S /
CO M M A N D C O N D IT IO N S

A BB R’ N S
HO W T O U S E

St o p v e cto r
p r o ce s s in g . S t o p C M S
m e a s u r e m e n t o f t h e
v e ct o r . C o n t in u e
cu r r e n t ca ll p r o ce ss in g :
ca ll r e m a in s q u e u e d if
it w a s a lr e a d y q u e u e d .
B a ck u p - sp lit ch e ck in g
co n t in u e s e v e r y 2
se co n d s . A w a it
fe e d b a ck in t h e
p r e v io u s s t e p
co n t in u e s in d e fin ite ly ,
u n t il t h e ca ll is
a n s w e r e d o r
a b a n d o n e d . C M S
m e a s u r e m e n t
co n t in u e s o n t h e ca ll
fo r t h e s p lit q u e u e d t o
(if t h e ca ll is q u e u e d )
a n d t h e VD N ca lle d .
‘ ‘ St o p ’ ’ is n o t
n e ce s s a r y if t h e s t e p is
th e la s t in th e v e ct o r .

s t o p s to p , s
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V i e w i n g V e c t o r S p e c i f i c a t i o n s

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e S p e c i f i c a t i o n o p t io n u n d e r
V e c t o r a n d p r e s s R E TUR N .

[ Y o u w ill s e e a b la n k Ve ct o r S p e cifica t io n s s cr e e n . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CO N F I G UR A T I O N - V E C T O R SP E C I F IC A T I O N S

Ve c t o r :

KE Y S SC R E E N
HE L P PR I N T EX IT ED I T DE L E T E CO P Y

2 In t h e V e c t o r : fie ld , e n t e r t h e n u m b e r (1 t h r o u g h 1 2 8 ) o f t h e v e ct o r y o u w is h t o
v ie w .

6-2 4 C o n f i g u r a t i o n
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3 P r e s s R E TUR N .

[ Th e v e ct o r ’ s s p e cifica t io n s a r e d is p la y e d o n t h e s cr e e n . ]

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 16
6 w ai t t i m e 14 s e c s h e a r i n g m u s i c
7 ch e ck b a c k u p s p l i t 4 p r i o r i t y l o w i f av ai la b l e a g e n t s i s > 0
8 w ai t t i m e 32 s e c s h e a r i n g m u s i c
9 an n o un c e m e n t n u m b e r 19
1-0 w ai t t i m e 998 s e c s h e a r i n g m u s i c
1-1 s t o p
1-2 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 20
1-3 s t o p
1-4 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 21
1-5 s t o p

K E Y S S C R E E N
H E L P P R I N T E X I T E D I T D E L E T E C O P Y
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C r e a t i n g a N e w V e c t o r

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e S p e c i f i c a t i o n o p t io n u n d e r
V e c t o r a n d p r e s s R E TUR N a g a in .

[ Y o u w ill s e e a b la n k Ve ct o r S p e cifica t io n s s cr e e n . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

CO N F I G UR A T I O N - V E C T O R SP E C I F IC A T I O N S

Ve c t o r :

KE Y S SC R E E N
HE L P PR I N T EX IT ED I T DE L E T E CO P Y

2 In t h e V e c t o r : fie ld , e n t e r t h e n u m b e r (1 t h r o u g h 1 2 8 ) o f t h e v e ct o r . To fu ll y
d e m o n s t r a t e h o w t o cr e a t e a n e w v e ct o r , w e w ill cr e a t e a t e s t v e ct o r . D es ig n y o u r
o w n v e ct o r s a s n e e d e d a n d u s e t h is v e ct o r a s a n e xa m p le o n ly . Fo r t h is e xa m p le ,
e n t e r ‘ ‘ 9 9 ’ ’ .

3 P r e s s E DI T .

[ Y o u w ill b e p la ce d in t h e e d it m o d e . Th e d a t a fo r t h e v e ct o r (in t h e ca s e o f a n e w
v e ct o r , t h e r e is n o n e ) a p p e a r s o n t h e s cr e e n w it h t h e cu r s o r a t S t e p 1 .]

4 In t h e fie ld n e xt t o S t e p 1 , e n t e r ‘ ‘ g’ ’ a s t h e a b b r e v ia t io n o f t h e fir s t co m m a n d fo r
t h is e xa m p le t e s t v e ct o r .

6-2 6 C o n f i g u r a t i o n
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5 Th e co m m a n d a p p e a r s in t h e s p a ce fo r t h e s t e p ; s e e t h e fo ll o w in g s cr e e n .

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 0 i f u n co n
2
3
4
5
6
7
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

6 F ill in t h e ‘ ‘ g o t o ’ ’ s t e p n u m b e r (1 t h r o u g h 1 5 ) b y e n t e r in g ‘ ‘ 1 4 ’ ’ . In t h e fie ld a ft e r
‘ ‘ if’ ’ , t y p e in ‘ ‘ t ’ ’ o v e r t h e d e fa u lt d is p la y e d fo r t im e o f d a y , a n d a n o t h e r co n dit io n a l
a p p e a r s . O t h e r co n d it io n a l s t a t e m e n t s a r e a v a ila b le . Re fe r t o Ta b le 6 - 1 Ve ct o r
C o m m a n d s fo r a fu ll e xp la n a t io n o f t h e ‘ ‘ g o t o ’ ’ co n d it io n s .

7 In t h is n e xt co n d it io n a l, e n t e r t h e b e g in n in g a n d e n d in g d a y a n d t im e p a r a m e t er s o r
u s e t h e d e fa u lt d a y s a n d t im e s d is p la y e d t o fu ll y e s t a b lis h t h e co n d it io n . F o r t h is
e xa m p le , le a v e t h e ‘ ‘ a ll ’ ’ d e fa u lt u n ch a n g e d b y m o v in g t o t h e n e xt co n d it io n a l w it h
t h e d o w n a r r o w . Ty p e in ‘ ‘ 1 8 ’ ’ o v e r t h e h o u r s in t h e fir s t t im e co n d it io n a l le av in g
t h e m in u t e s u n ch a n g e d b y u s in g t h e d o w n a r r o w t o m o v e t o t h e n e xt co n d it io na l.
A g a in , le a v e t h e ‘ ‘ a ll’ ’ u n ch a n g e d a n d m o v e t o t h e n e xt co n d it io n a l. Ty p e in ‘ ‘ 08 ’ ’
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o v e r t h e h o u r s in t h e s e co n d t im e co n d it io n a l a n d le a v e t h e m in u t e s u n ch a n g e d b y
u s in g t h e d o w n a r r o w t o m o v e t o t h e n e xt s t e p . A ft e r co m p le t in g t h is s t e p , t h e
fo ll o w in g s cr e e n a p p e a r s w it h t h e cu r s o r o n t h e n e xt s t e p .

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2
3
4
5
6
7
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

8 Y o u h a v e ju s t cr e a t e d a co m m a n d t h a t d ir e ct s a ca ll e r t o a n o t h e r s t e p (S t e p 1 4 w ill
co n t a in a n a n n o u n ce m e n t n u m b e r a n d d is co n n e ct ) d u r in g t h e h o u r s o f 6 :0 0 p . m . t o
8 :0 0 a .m . Th is co m m a n d co u ld b e u s e d fo r a v e ct o r t h a t h a s 1 s h ift o f a g e n t s 7
d a y s a w e e k . F o ll o w t h e s a m e p r o ce d u r e fo r t h e s e co n d s t e p , b u t e n t e r ‘ ‘ 1 2’ ’ a s t h e
g o t o s t e p n u m b e r a n d ch a n g e t h e t im e s t o ‘ ‘ 1 2 :3 0 t o 1 3 :3 0 ’ ’ . Y o u h a v e n o w ju s t
cr e a t e d a co m m a n d a ll o w in g a ll a g e n t s t o t a k e a lu n ch b r e a k fr o m 1 2 :3 0 t o 1 :3 0.
Th is co m m a n d is u s e fu l w h e n t h e r e is s u ch a h ig h v o lu m e o f ca ll s t h a t t o s t a g g e r
lu n ch b r e a k s cr e a t e s t o o m u ch a g e n t lo s s fo r t h e v e ct o r t o fu n ct io n e ffe ct iv e ly .
Th e r e fo r e , w e h a v e s im p ly in s t r u ct e d ca ll e r s (t h r o u g h S t e p 1 2 ) t o ca ll b a ck a ft e r
lu n ch .

6-2 8 C o n f i g u r a t i o n
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9 N o w cr e a t e St e p 3 . En t e r t h e le t t e r ‘ ‘ q ’ ’ a s t h e a b b r e v ia t io n fo r t h e co m m a n d . Th e
fo ll o w in g s cr e e n a p p e a r s :

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 0 p r i o r i t y l o w
4
5
6
7
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

10 Th e ‘ ‘ q u e u e t o m a in s p lit ’ ’ a p p e a r s w it h t h e d e fa u lt v a lu e fo r p r io r it y a s ‘ ‘ lo w ’’ . In
t h e fir s t b la n k , e n t e r t h e v e ct o r ’ s m a in s p lit n u m b e r . F o r t h is e xa m p le , e n te r ‘ ‘ 5 ’ ’ .

11 U s in g t h e d o w n a r r o w k e y , m o v e t o t h e n e xt h ig h lig h t e d fie ld . Le a v e t h e d e fa u lt
v a lu e ‘ ‘ lo w ’ ’ u n ch a n g e d b y p r e s s in g t h e d o w n a r r o w k e y a g a in t o m o v e t o t he n e xt
s t e p . Y o u h a v e n o w cr e a t e d a co m m a n d t h a t d ir e ct s t h e ca ll e r t o t h e v e ct or ’ s m a in
s p lit (a s s u m in g t h e ca ll p a s s e d t h e fir s t t w o t im e ch e ck s in S t e p s 1 a n d 2 ).
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12 Y o u a r e n o w r e a d y fo r t h e fo u r t h s t e p . En t e r ‘ ‘ w ’ ’ a s t h e a b b r e v ia t io n fo r t he
co m m a n d . Th e fo ll o w in g s cr e e n a p p e a r s .

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 0 s e c s h e a r i n g s i l e n ce
5
6
7
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

13 En t e r a s p e cific e v e n n u m b e r o f s e co n d s in t h e fir s t b la n k . Fo r t h is e xa m p le , e n t e r
‘ ‘ 1 6 ’ ’ .

14 In t h e s e co n d b la n k , e n t e r t h e a b b r e v ia t io n ‘ ‘ m ’ ’ fo r m u s ic. Th e ca lle r w ill n o w
h e a r m u s ic fo r 1 6 s e co n d s w h ile w a it in g fo r a n a v a ila b le a g e n t . If t h e ca ll is n o t
a n s w e r e d o r a b a n d o n e d w it h in 1 6 s e co n d s , t h e ca ll p a s s e s t o t h e n e xt s t e p .
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15 M o v e t h e cu r s o r t o St e p 5 , e n t e r t h e a b b r e v ia t io n o f t h e co m m a n d y o u d e s ir e t o
cr e a t e . Fo r t h is e xa m p le , e n t e r ‘ ‘ a ’ ’ . Th e fo ll o w in g s cr e e n a p p e a r s .

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 0
6
7
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

16 En t e r t h e a n n o u n ce m e n t n u m b e r . Fo r t h is e xa m p le , e n t e r ‘ ‘ 1 6 ’ ’ . Th e ca lle r w ill
n o w h e a r a s p e cific a n n o u n ce m e n t a n d t h e n (if n o t a n s w e r e d o r a b a n d o n e d ) mo v e
o n t o t h e n e xt s t e p .
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17 M o v e t h e cu r s o r t o t h e n e xt s t e p a n d e n t e r ‘ ‘ w ’ ’ . Th e fo ll o w in g s cr e e n a p p e ar s .

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 1 6
6 w ai t t i m e 0 s e c s h e a r i n g s i l e n ce
7
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

18 Th is co m m a n d is lik e S t e p 4 . B u t fo r t h is e xa m p le , e n t e r ‘ ‘ 1 4 ’ ’ a s t h e s e co n d s a n d
e n t e r ‘ ‘ m ’ ’ in d ica t in g m u s ic. Th e ca ll e r is n o w d ir e ct e d t o h e a r m u s ic fo r a s p e cific
n u m b e r o f s e co n d s w h ile t h e ca ll is s t ill w a it in g fo r a n a v a ila b le a g e n t .
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19 M o v e t o S t e p 7 a n d e n t e r t h e a b b r e v ia t io n ‘ ‘ c’ ’ . Th e fo ll o w in g s cr e e n a p p e a r s :

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 16
6 w ai t t i m e 14 s e c s h e a r i n g m u s i c
7 ch e ck b a c k u p s p l i t 0 p r i o r i t y l o w i f av ai la b l e a g e n t s i s > 0
8
9
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

20 F o r t h is e xa m p le , e n t e r t h e v e ct o r ’ s b a ck u p s p lit n u m b e r ‘ ‘ 4 ’ ’ .

21 U s in g t h e d o w n a r r o w , m o v e t o t h e n e xt s t e p , le a v in g t h e co n d it io n a l d e fa u lt s
u n ch a n g e d . Y o u h a v e n o w d ir e ct e d t h e ca ll t o n o t o n ly q u e u e t o t h e m a in s plit , b u t
t h e ca ll w ill a ls o a t t e m p t t o q u e u e t o t h e v e ct o r ’ s a s s ig n e d b a ck u p s p lit s e e k in g a n
a v a ila b le a g e n t . H o w e v e r , t h e ca ll w ill o n ly q u e u e t o t h e b a ck u p s p lit if t h e r e a r e
a v a ila b le a g e n t s .

22 St e p 8 w ill b e lik e S t e p s 4 a n d 6 . En t e r t h e a b b r e v ia t io n ‘ ‘ w ’ ’ fo r t h is s t e p .

23 En t e r t h e w a it t im e a s ‘ ‘ 3 2 ’ ’ s e co n d s a n d e n t e r ‘ ‘ m ’ ’ t o h e a r m u s ic. Th e ca lle r (if no t
a n s w e r e d o r a b a n d o n e d ) a g a in h e a r s m u s ic.
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24 M o v e t o S t e p 9 a n d e n t e r ‘ ‘ a ’ ’ . Th is s t e p w ill b e lik e S t e p 5 . Th e fo ll o w in g s cr e en
n o w a p p e a r s :

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 16
6 w ai t t i m e 14 s e c s h e a r i n g m u s i c
7 ch e ck b a c k u p s p l i t 4 p r i o r i t y l o w i f av ai la b l e a g e n t s i s > 0
8 w ai t t i m e 32 s e c s h e a r i n g m u s i c
9 an n o un c e m e n t n u m b e r 0
1-0
1-1
1-2
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

25 En t e r ‘ ‘ 1 9 ’ ’ a s t h e a n n o u n ce m e n t n u m b e r fo r t h is s t e p a n d m o v e t o t h e n ext s t e p .
Th e ca ll e r a g a in s h e a r s a n a n n o u n ce m e n t , a n d t h e ca ll is p a s s e d t o t h e n e xt st e p .

26 F o r S t e p 1 0 , e n t e r ‘ ‘ w ’ ’ a g a in lik e S t e p s 4 , 6 , a n d 8 . En t e r ‘ ‘ 9 9 8 ’ ’ a s t he w a it t im e
s e co n d s a n d ‘ ‘ m ’ ’ fo r m u s ic. Th e ca ll e r is b a ck t o h e a r in g m u s ic a ft e r t h e
a n n o u n ce m e n t w h ile t h e ca ll is q u e u e d t o t h e m a in s p lit a n d a t t e m p t in g t o q u eu e t o
t h e b a ck u p s p lit . Th is w ill b e t h e la s t s t e p fo r t h e ca ll e r in t h is v e ct o r . Th e ca ll w ill
r e m a in in t h is s t e p h e a r in g m u s ic u n t il t h e ca ll is e it h e r a n s w e r e d o r a b a n d o n e d.

27 M o v e t o S t e p 1 1 a n d e n t e r ‘ ‘ s ’ ’ fo r s t o p .
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28 M o v e t o S t e p 1 2 a n d e n t e r ‘ ‘ d ’ ’ a s t h e a b b r e v ia t io n fo r t h is co m m a n d . Th e
fo ll o w in g s cr e e n a p p e a r s :

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 16
6 w ai t t i m e 14 s e c s h e a r i n g m u s i c
7 ch e ck b a c k u p s p l i t 4 p r i o r i t y l o w i f av ai la b l e a g e n t s i s > 0
8 w ai t t i m e 32 s e c s h e a r i n g m u s i c
9 an n o un c e m e n t n u m b e r 19
1-0 w ai t t i m e 998 s e c s h e a r i n g m u s i c
1-1 s t o p
1-2 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r n o n e
1-3
1-4
1-5

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

29 F o r t h is e xa m p le , e n t e r in ‘ ‘ 2 0 ’ ’ a s t h e a n n o u n ce m e n t n u m b e r . N o t e t h a t t h is s t e p
is r e a ch e d fr o m S t e p 2 . If t h e t im e o f d a y is b e t w e e n 1 2 :3 0 p . m . a n d 1 :3 0 p . m .
(lu n ch b r e a k ), t h e ca ll e r r e ce iv e s a n n o u n ce m e n t n u m b e r 2 0 b e fo r e b e in g
d is co n n e ct e d .

30 M o v e t o S t e p 1 3 a n d e n t e r ‘ ‘ s ’ ’ a s t h e a b b r e v ia t io n fo r t h e co m m a n d . Th is e n su r e s
t h a t t h e ca ll ca n n o t p r o ce e d t o t h e n e xt s t e p .

31 M o v e t o S t e p 1 4 a n d e n t e r ‘ ‘ d ’ ’ fo r a n o t h e r d is co n n e ct a n n o u n ce m e n t . En t er ‘ ‘ 2 1 ’ ’
a s t h e a n n o u n ce m e n t n u m b e r . N o t e t h a t t h is s t e p is r e a ch e d fr o m S t e p 1 . If t h e
t im e o f d a y is b e t w e e n 6 :0 0 p . m . a n d 8 :0 0 a . m . , t h e ca lle r r e ce iv e s a n n o u n ce m e nt
n u m b e r 2 1 b e fo r e b e in g d is co n n e ct e d .
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32 M o v e t o S t e p 1 5 a n d e n t e r ‘ ‘ s ’ ’ fo r t h e s t o p co m m a n d . Th is w ill b e t h e fin a l s te p
fo r t h is v e ct o r . Th e v e ct o r is co m p le t e , a s s h o w n in t h e fo ll o w in g s cr e e n :

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 16
6 w ai t t i m e 14 s e c s h e a r i n g m u s i c
7 ch e ck b a c k u p s p l i t 4 p r i o r i t y l o w i f av ai la b l e a g e n t s i s > 0
8 w ai t t i m e 32 s e c s h e a r i n g m u s i c
9 an n o un c e m e n t n u m b e r 19
1-0 w ai t t i m e 998 s e c s h e a r i n g m u s i c
1-1 s t o p
1-2 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 20
1-3 s t o p
1-4 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 21
1-5 s t o p

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

33 Re v ie w t h e s t e p s o f t h e v e ct o r d is p la y e d o n t h e s cr e e n . P r e s s t h e C HANG E s cr e e n -
la b e le d k e y . A m e s s a g e a p p e a r s o n t h e s cr e e n : ‘ ‘D o y o u w a n t t o c h a n g e
< n > ? ( y / n ) ’ ’ w h e r e < n > is t h e n u m b e r o f t h e v e ct o r . To cr e a t e t h e v e ct o r
e n t e r ‘ ‘ y ’ ’ .
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C h a n g i n g ( E d i t i n g ) a V e c t o r

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e S p e c i f i c a t i o n s o p t io n u n d e r
V e c t o r a n d p r e s s R E TUR N .

[ A b la n k Ve ct o r S p e cifica t io n s s cr e e n a p p e a r s . ]

T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r :

K E Y S S C R E E N
H E L P P R I N T E X I T E D I T D E L E T E C O P Y

2 In t h e V e c t o r : fie ld , e n t e r t h e n u m b e r (1 t h r o u g h 1 2 8 ) o f t h e v e ct o r y o u w a n t t o
ch a n g e .

3 P r e s s E DI T .

[ Th e d a t a fo r t h e v e ct o r a p p e a r s o n t h e s cr e e n . (Se e t h e fo ll o w in g s cr e e n . ) Y o u
s h o u ld p r in t a co p y o f t h is v e ct o r fo r r e fe r e n ce b e fo r e m a k in g a n y ch a n g e s . ]
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T i m e S w i t c h _ N a m e : U p S y s t e m M a n a g e m e n t C a l l

C O N F I G U R A T I O N - V E C T O R S P E C I F I C A T I O N S

V e c t o r : 9 9 ( t e s t )

S T E P A C T I O N & C O N D I T I O N S
1 g o t o s t e p 14 i f ti m e o f d a y i s al l 18: 00 t o al l 08: 00
2 g o t o s t e p 12 i f ti m e o f d a y i s al l 12: 30 t o al l 13: 30
3 q u e u e t o m a i n s p l i t 5 p r i o r i t y l o w
4 w ai t t i m e 16 s e c s h e a r i n g m u s i c
5 an n o un c e m e n t n u m b e r 16
6 w ai t t i m e 14 s e c s h e a r i n g m u s i c
7 ch e ck b a c k u p s p l i t 4 p r i o r i t y l o w i f av ai la b l e a g e n t s i s > 0
8 w ai t t i m e 32 s e c s h e a r i n g m u s i c
9 an n o un c e m e n t n u m b e r 19
1-0 w ai t t i m e 998 s e c s h e a r i n g m u s i c
1-1 s t o p
1-2 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 20
1-3 s t o p
1-4 d i s con n e c t a f t e r a n n o u n c e m e n t n u m b e r 21
1-5 s t o p

E D I T M O D E
D e p r e s s E X I T t o e x i t e d i t m o d e

K E Y S S C R E E N D A T A S T E P S T E P
H E L P P R I N T E X I T S W I T C H R E M O V E I N S E R T C H A N G E

4 U s in g t h e u p a n d d o w n a r r o w k e y s , m o v e a m o n g h ig h lig h t e d fie ld s in t h e v e ct o r
s t e p s . M a k e a n y ch a n g e s t o t h o s e fie ld s t h a t y o u d e s ir e .

5 To co m p le t e ly r e m o v e a s t e p , p la ce t h e cu r s o r in t h e lin e t o b e d e le t e d a n d p r e s s
t h e R E MO V E S TE P . Th e la t e r s t e p s w ill a ll m o v e u p o n e .

6 To a d d a s t e p , p la ce t h e cu r s o r in t h e s t e p a t w h ich y o u w a n t t h e a d d it io n a n d
p r e s s I NS E R T S TE P . Fo r e xa m p le , if y o u w a n t t o a d d a co m m a n d in t h e t h ir d s t e p ,
p la ce t h e cu r s o r in S t e p 3 a n d p r e s s I NS E R T S TE P . Th e cu r r e n t St e p 3 w ill m o v e t o
St e p 4 , 4 t o 5 , e t c. , a n d 3 w ill a p p e a r a s a b la n k , r e a d y fo r y o u r a d d it io n . Th e
‘ ‘ IN S ER T S TEP ’ ’ w ill N O T fu n ct io n if t h e v e ct o r a lr e a d y co n t a in s 1 5 s t e p s a s
illu s t r a t e d b y t h is e xa m p le !

7 To s e e t h e o r ig in a l v e ct o r s p e cifica t io n (b e fo r e a n y ch a n g e s ), p r e s s S WI TC H DATA .
Th is ca u s e s t h e v e ct o r cu r r e n t ly b e in g u s e d b y t h e s w it ch t o b e d is p la y e d . To
r e t u r n t o t h e v e r s io n b e in g e d it e d , p r e s s E DI T .
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8 In t h e ED IT m o d e , p r e s s t h e E X I T s cr e e n - la b e le d k e y t o r e t u r n t o S W ITC H D A TA
m o d e . If y o u d o n ’ t w a n t t o s a v e y o u r ch a n g e s , y o u ca n e xit w it h o u t im p le m e nt in g
t h e ch a n g e s . In S W ITC H D A TA m o d e , t h e E X I T SLK r e t u r n s y o u t o t h e
C o n fig u r a t io n M e n u .

9 To p r in t t h e co n t e n t s o f t h e s cr e e n o n y o u r s y s t e m p r in t e r , p r e s s P R I NT S C R E E N .

10 A ft e r m a k in g a ll y o u r ch a n g e s , im p le m e n t t h e v e ct o r ’ s ch a n g e s b y p r e s s in g C HANG E .
Y o u w ill b e p r o m p t e d w it h t h e m e s s a g e ‘ ‘D o y o u w a n t t o c h a n g e < n > ?
( y / n ) ’ ’ , w h e r e < n > is t h e n u m b e r o f a v e ct o r . If y o u d o , e n t e r ‘ ‘ y ’ ’ . Th e
v e ct o r w ill b e ch a n g e d a t t h e s w it ch . C a lls cu r r e n t ly u n d e r co n t r o l o f t h is v e ct or
w ill b e p r o ce s s e d b y t h e o ld s p e cifica t io n .

N O T E U n t il a ll ca ll s fr o m t h e ‘ ‘ o ld ’ ’ v e ct o r h a v e co m p le t e d v e ct o r p r o ce s s in g
(e . g . , a n s w e r e d a b a n d o n e d , d is co n n e ct e d , g iv e n b u s y , r o u t e d e ls e w h e r e ),
y o u ca n n o t m a k e a n o t h er ch a n g e in t h e s a m e v e ct o r .

C o p y i n g a V e c t o r

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r S p e c i f i c a t i o n o p t io n
a n d p r e s s R E TUR N .

[ Th e b la n k Ve ct o r Sp e cifica t io n s cr e e n a p p e a r s . ]

2 Ty p e t h e n u m b e r o f t h e v e ct o r co n t a in in g t h e s p e cifica t io n s y o u w is h t o co p y in t h e
V e c t o r : fie ld .

3 Th is s t e p is o p t io n a l. I f y o u w an t t o see t h e v ect o r bein g co p i ed, p r e s s R E TUR N .

4 P r e s s C O P Y .

[ Th e p r o m p t a p p e a r s : ‘ ‘E n t e r v e c t o r y o u w a n t t o c o p y v e c t o r
< n > t o : ’ ’ w h e r e n is t h e n u m b e r o f t h e o r ig in a t in g v e ct o r . ]

5 Ty p e t h e n u m b e r o f t h e n ew v e ct o r (t h e co p y ) in t h e fie ld a ft e r t h e p r o m p t .
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V e c t or S pec i f i c a ti ons

6 P r e s s R E TUR N .

[ A n o t h e r p r o m p t a p p e a r s : ‘ ‘D o y o u w a n t t o c o p y < n > t o < x > ? ( y / n )
’ ’ , w h e r e < n > is t h e o r ig in a t in g v e ct o r a n d < x > w ill b e t h e co p ie d v e ct o r . }

7 If y o u d o , t y p e ‘ ‘ y ’ ’ im m e d ia t e ly a ft e r t h e p r o m p t a n d p r e s s R E TUR N .

[ Th e r e a r e n o w t w o v e ct o r s o n t h e s w it ch w it h t h e s a m e s p e cifica t io n s , a n d t h e
n e w ly co p ie d v e ct o r a p p e a r s o n t h e s cr e e n . ]

D e l e t i n g a V e c t o r

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r S p e c i f i c a t i o n o p t io n
a n d p r e s s R E TUR N .

Th e [V e c t o r S p e c i f i c a t i o n s s cr e e n a p p e a r s . ]

2 Ty p e t h e n u m b e r o f t h e v e ct o r t o b e d e le t e d in t h e V e c t o r : fie ld .

3 P r e s s R E TUR N t o d is p la y t h e v e ct o r b e fo r e d e le t in g .

4 Ve r ify t h a t t h is is t h e v e ct o r y o u d e s ir e t o d e le t e , t h e n p r e s s DE LETE .

[ Th e m e s s a g e ‘ ‘D o y o u r e a l l y w a n t t o r e m o v e t h i s v e c t o r ?
( y / n )’ ’ a p p e a r s o n t h e s cr e e n . ]

5 En t e r y.

[ Th e v e ct o r w ill b e r e m o v e d fr o m t h e s w it ch a n d t h e s cr e e n w ill b e b la n k e d o u t . ]

6-4 0 C o n f i g u r a t i o n



S p l i t R e f e r e n c e s
P u r p o s e D is p la y q u e u e s t e p s in v e ct o r s fo r a s p lit .
A cce s s N o n e r e q u ir e d
D e p e n d e n cie s N o n e

N O T E Th is s cr e e n is n o t a v a ila b le if y o u h a v e a G e n e r ic 3 i s w it ch .

Th e Ve ct o r Sp lit Re fe r e n ce s s cr e e n lis t s v e ct o r s t h a t q u e u e ca ll s t o a s p e cifie d s p lit , a s e it h e r a
m a in o r b a ck u p s p lit . Y o u ca n u s e t h is s cr e e n a s a q u ick r e fe r e n ce t o d e t e r m in e t h e ty p e s o f
ca ll s a s p lit is h a n d lin g .

S c r e e n D e s c r i p t i o n

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- VECTOR SPLIT REFERENCES

1 Split: 1 (sales)_________ ____________ ___________ __

2 Vector Synonym main backup
25 TF-level-3) x
2 Service x

[Page 1 of 1]

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 6-5 T h e V e ct o r S p l i t Re f e r e n ce s S cr e e n
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S pl i t R e fer e nc es

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
C o n fig u r a t io n p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n
(5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .

D e fin it io n s o f Fie ld s

F ie ld 1 Sp lit

Th e n u m b e r o r s y n o n y m o f t h e s p lit t o d is p la y . A s p lit n u m b e r co n s is t s o f 1 o r 2
n u m e r ic ch a r a ct e r s r a n g in g fr o m 1 t o 6 0 . A s p lit s y n o n y m co n s is t s o f u p t o 2 0
a lp h a n u m e r ic ch a r a ct e r s , s p a ce s a r e u s e d a n d co u n t e d .

F ie ld 2 Ve ct o r S y n o n y m ( Re ad O n l y F i e l d )

Th e n u m b e r a n d s y n o n y m s o f t h e v e ct o r s t h a t r e fe r e n ce t h e s p lit in ‘ ‘ q u e u e t o
m a in s p lit ’ ’ a n d ‘ ‘ ch e ck b a ck u p s p lit ’ ’ s t e p s .

V i e w i n g S p l i t R e f e r e n c e s

1 O n t h e C O N F I G U R A T I O N m e n u , s e le ct t h e V e c t o r S p l i t R e f e r e n c e s
o p t io n a n d p r e s s R E TUR N .

[ Th e b la n k S p lit Re fe r e n ce s s cr e e n a p p e a r s . ]

2 Ty p e t h e n u m b e r o r s y n o n y m o f t h e s p lit t o v ie w in t h e S p l i t : fie ld .

3 P r e s s R E TUR N .

[ Th e v e ct o r s t h a t r e fe r e n ce t h a t s p lit a p p e a r o n t h e s cr e e n . ]

4 To co n t in u e v ie w in g a s p lit ’ s r e fe r e n ce s , r e t u r n t o S t e p 2 .
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G e n e r a l I n f o r m a t i o n
Y o u u s e t h e Ex ce p t io n s s u b s y s t e m t o :

D e fin e co n d it io n s fo r v e ct o r e xce p t io n s

G e n e r a t e r e p o r t s o n v e ct o r e xce p t io n s .

Y o u d e fin e co n d it io n s fo r v e ct o r e xce p t io n e v e n t s u s in g t h e Ve ct o r s A d m in is t r a t io n scr e e n ,
w h ich is lis t e d o n t h e Exce p t io n s M e n u (F ig u r e 7 - 1 ). D e p e n d in g o n t h e e v e n t , y o u m ay d e fin e
a co n d it io n t h a t w ill t r ig g e r a n e xce p t io n a s a n u m b e r o f o ccu r r e n ce s (‘ ‘ Th r e s h o ld ’ ’ ) o r a n u m b e r
o f o ccu r r e n ce s in w h ich a s p e cifie d t im e lim it (‘ ‘ Tim e ’ ’ ) h a s b e e n r e a ch e d o r e xce e d e d .

N O T E If y o u e n t e r a ‘ ‘ Tim e ’ ’ co n d it io n fo r a n e v e n t , y o u m u s t a ls o e n t e r a ‘ ‘ Th r e s ho ld ’ ’
co n d it io n fo r t h e s a m e e v e n t .

Y o u o r d e r e xce p t io n r e p o r t s fo r v e ct o r s b y s e le ct in g ‘ ‘ Ve ct o r s ’ ’ u n d e r Re p o r t s o n t h e Exc e p t io n s
s cr e e n m e n u (s e e Fi g u r e 7 - 1 ). H o w e v e r , y o u ca n a ls o b e n o t ifie d o f e xce p t io n s w h ile vie w in g
C M S r e a l- t im e r e p o r t s b e ca u s e t h e r e a l- t im e r e p o r t s cr e e n s a u t o m a t ica lly d is p la y me s s a g e s
w h e n e xce p t io n s o ccu r .

N O T E Ex ce p t io n m e s s a g e s w ill a p p e a r o n y o u r r e a l- t im e r e p o r t s o n ly fo r t h e v e ct o r s fo r
w h ich y o u h a v e r e a d a cce s s p e r m is s io n s .
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G e ne r a l Infor ma ti on

T h e E x c e p t i o n s M e n u f o r C M S W i t h C a l l
V e c t o r i n g

Y o u s e le ct , fr o m t h e Exce p t io n s M e n u (F ig u r e 7 - 1 ), e it h e r t h e ‘ ‘ Ve ct o r s ’ ’ u n d e r Re p o r t s t o o r d e r
e xce p t io n s r e p o r t s o r t h e ‘ ‘ Ve ct o r s ’ ’ u n d e r A d m in is t r a t io n t o e s t a b lis h e xce p t io n co n d it io n s fo r a
v e ct o r .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

EX C E P T IO N S

Re p o r t s
[ ] S p l i ts
[ ] T r u n k- G r o u p s
[ ] V e c t or s

Ad m i n i st r a t i o n
[ ] S p l i ts
[ ] T r u n k- G r o u p s
[ ] V e c t or s

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT

F i g u r e 7-1 T h e E xc e p t i o n s M e n u

7-2 E x c e p t i o n s



E x c e p t i o n R e p o r t s ( V e c t o r s )
P u r p o s e G e n e r a t e a p r in t e d lo g o f e xce p t io n co n d it io n s .
A cce s s Re q u ir e s r e a d a cce s s fo r v e ct o r .
D e p e n d e n cie s Re p o r t s o n ly t h o s e e xce p t io n s e s t a b lis h e d t h r o u g h t h e Ve ct o rin g Exc e p t io n

A d m in is t r a t io n p r o ce s s . Exc e p t io n h is t o r ica l d a t a is r e t a in e d a s s p e cifie d
o n t h e A r ch iv e P a r a m e t e r s s cr e e n , w it h a m a xim u m r e t e n t io n o f 7 d a y s o f
d a t a .

Y o u u s e t h e Ex ce p t io n Re p o r t s (Ve ct o r s ) s cr e e n t o o r d e r e xce p t io n r e p o r t s o n ve ct o r s . Y o u m a y
o r d e r s e p a r a t e r e p o r t s fo r e a ch v e ct o r o r o n e r e p o r t fo r a ll v e ct o r s . Y o u ca n a ls o o r d e r s e p a r a t e
r e p o r t s fo r e a ch e xce p t io n e v e n t o r o n e r e p o r t fo r a ll e xce p t io n e v e n t s . H o w e v e r , t h e o n ly
e v e n t s t h a t w ill s h o w d a t a in a r e p o r t w ill b e t h o s e fo r w h ich y o u h a v e s e t co nd it io n s o n t h e
Ex ce p t io n s A d m in is t r a t io n (Ve ct o r s ) s cr e e n .

S c r e e n D e s c r i p t i o n

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

Ex c e p t io n R e p o rt s ( V e c to r s )

1 Da t e : - 1_ _ _ _ _ _ __ 2 Ve c t o r : _ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _

3 - 5 [ ] T i m e in V e c t o r ( M A X )
[ ] T i m e in V e c t o r ( M I N )
[ ] N u m b er o f C a l ls A b a n d on e d

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N LI N E
HE L P PR I N T EX IT MA I L CO M M A ND

F i g u r e 7-2 T h e E xc e p t i o n Re p o r ts ( V e ct o r s ) S cr e e n

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
e xce p t io n r e p o r t in g p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em
A d m i n i st ra t ion (5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .
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E xc epti on R e por ts ( V e c t or s)

D e fin it io n o f Fie ld s

F ie ld 1 D a t e

Th e d a t e fo r w h ich y o u w a n t t h e r e p o r t . Th e fie ld r e q u ir e s t h e d a t e in t h e fo r m at
M M / D D / Y Y o r a s a r e la t iv e d a y s u ch a s 0 , - 1 , - 2 , e t c.

D e f au l t : - 1

F ie ld 2 Ve ct o r

Th e s y n o n y m o r n u m b e r o f t h e v e ct o r fo r w h ich y o u w a n t t o g e n e r a t e a n
e xce p t io n r e p o r t . A v e ct o r n u m b e r co n s is t s o f 1 t o 3 n u m e r ic ch a r a ct e r s r a n gin g
fr o m 1 t o 1 2 8 . A v e ct o r s y n o n y m co n s is t s o f 2 0 o r fe w e r a lp h a n u m e r ic
ch a r a ct e r s . B la n k s a r e a ll o w e d a n d co u n t e d .

F ie ld s 3 t h r o u g h 5 Ex ce p t io n s

U s e d t o p la ce a n ‘ ‘ X ’ ’ in t h e b r a ck e t t o in clu d e t h a t e xce p t io n e v e n t in t h e r e p or t .

R e q u e s t i n g a V e c t o r i n g E x c e p t i o n R e p o r t

1 O n t h e E X C E P T I O N S m e n u , s e le ct t h e R e p o r t s [ ] V e c t o r s o p t io n a n d
p r e s s R E TUR N .

[ Th e E x c e p t i o n R e p o r t s ( V e c t o r s ) s cr e e n a p p e a r s . ]

2 Ty p e t h e d a t e fo r w h ich y o u w a n t t h e r e p o r t in t h e D a t e : fie ld . Th is fie ld
r e q u ir e s a n 8 - ch a r a ct e r in p u t , s o u s e s p a ce s if t y p in g in fe w e r ch a r a ct e r s .

Th e m a xim u m le n g t h o f e xce p t io n d a t a r e t e n t io n is 7 d a y s .

3 Ty p e t h e n u m b e r o r s y n o n y m o f t h e v e ct o r t o r e p o r t in t h e V e c t o r : fie ld .

Y o u ca n e n t e r o n ly o n e v e ct o r p e r r e q u e s t .

L e a v e t h is fie ld b la n k if y o u w a n t a r e p o r t fo r a ll v e ct o r s .

7-4 E x c e p t i o n s



E xc epti on R e por ts ( V e c t or s)

4 P la ce a n x w it h in t h e b r a ck e t s fo r t h e e xce p t io n t y p e s y o u w a n t r e p o r t e d .

Se le ct a s m a n y e xce p t io n t y p e s a s d e s ir e d . S e e t h e fo llo w in g s cr e e n .

L e a v e a ll b r a ck e t s b la n k if y o u w a n t t o s e e a ll e xce p t io n t y p e s .

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

Ex c e p t io n R e p o rt s ( V e c to r s )

1 Da t e : 0 9/ 2 7 / 8 7 __ _ _ _ 2 Ve c t o r s: _ 2 2 _ _

3 - 5
[x ] T i m e i n V e c t or ( M A X )
[x ] T i m e i n V e c t or ( M I N )
[ ] N u m b er o f C a l ls A b a n d on e d

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N LI N E
HE L P PR I N T EX IT MA I L CO M M A ND

5 P r e s s R E TUR N t o g e n e r a t e t h e r e p o r t im m e d ia t e ly , o r p r e s s C O MMA ND LI NE t o
s ch e d u le t h e r e p o r t fo r a la t e r t im e .

[ Th e Re p o r t D e s t in a t io n s cr e e n a p p e a r s . ]

6 F o ll o w t h e d ir e ct io n s o n t h e Re p o r t D e s t in a t io n s cr e e n t o fin is h o r d e r in g t h e re p o r t ,
a n d p r e s s R E TUR N a g a in .

[ If y o u p r e s s e d R E TUR N in S t e p 5 , t h e r e p o r t is g e n e r a t e d im m e d ia t e ly . If y o u
p r e s s e d C O MMA ND LI NE in S t e p 5 , t h e P r o g r a m Ed it o r in t h e S ch e d u le s u b s y s t e m
a p p e a r s s o y o u ca n s ch e d u le t h e r e p o r t . ]

If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 )
d o cu m e n t fo r in s t r u ct io n s .

7 To co n t in u e o r d e r in g e xce p t io n r e p o r t s , r e t u r n t o S t e p 2 .
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E xc epti on R e por ts ( V e c t or s)

S a m p l e V e c t o r E x c e p t i o n R e p o r t D e s c r i p t i o n

Th e D a ily Ve ct o r Ex ce p t io n S u m m a r y d is p la y s v e ct o r e xce p t io n s , w it h t h e t im e t h e y o ccu r r e d ,
fo r t h e d a t e y o u s p e cify .

09 / 2 3 / 87 C A L L M AN A G E M E NT S Y S T EM P a g e 1

Da i l y V ec t o r E x ce p t i o n Su m m a r y f o r 0 9 / 22 / 8 7

TI M E E X CE P T I O N TH R E S H O LD T I M E VE C T O R
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - --
07 : 4 3 T im e i n V e ct o r ( M I N) 5 3 0 3
07 : 5 6 T im e i n V e ct o r ( M A X) 5 4 5 3
08 : 0 7 N um b e r o f Ca l l s A b an d o n e d 5 3

PA G E PA G E NE X T PR E V
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

T a b l e 7-1 Re p o r t O u t p u t E xp l an at i o n

F IE L D E X PL A N A T IO N
Tim e Tim e e xce p t io n o ccu r r e d

Ex ce p t io n Ty p e o f e xce p t io n

N u m b e r o f e v e n t o ccu r r e n ce s t h a t w ill t r ig g e r
a n e xce p t io n m e s s a g e

Th r e s h o ld

Tim e t h a t a n e v e n t m u s t la s t b e fo r e it is
co n s id e r e d a n e xce p t io n e v e n t o ccu r r e n ce

Tim e

Ve ct o r N u m b e r o f t h e v e ct o r co n t a in in g t h e e xce p t io n

7-6 E x c e p t i o n s



E x c e p t i o n A d m i n i s t r a t i o n ( V e c t o r s )
P u r p o s e D is p la y a n d s p e cify v e ct o r in g e xce p t io n co n d it io n s .
A cce s s Re q u ir e s w r it e a cce s s fo r Exc e p t io n s

Su b s y s t e m a n d v e ct o r .

Y o u u s e t h e Ex ce p t io n A d m in is t r a t io n (Ve ct o r s ) s cr e e n t o d e fin e co n d it io n s fo r v e ct o r e xce p tio n
e v e n t s . O n t h e b a s is o f co n d it io n s y o u d e fin e , C M S w ill r e co r d e xce p t io n s a n d r e p o rt t h e m t o
y o u e it h e r a s t h e y o ccu r (w it h a m e s s a g e d is p la y e d o n t h e Re a l- Tim e Re p o r t s ) o r w he n y o u
o r d e r a v e ct o r e xce p t io n r e p o r t .

S c r e e n D e s c r i p t i o n

Time Switch_N ame:Up System Management Call

Exception Administration (Vectors)

1 Vector: _53

2 Exception Type 3 Threshold 4 Time

Time in Vector (MAX) 5 30
Time in Vector (MIN) 0 30
Number of Calls Abandoned off

Error and confirmation messages appear in this field

KEYS SCREEN
HELP PRINT EXIT CHANGE

F i g u r e 7-3 T h e V e ct o r E x ce p ti o n A d m i n i s t r at i o n S cr e e n

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
e xce p t io n a d m in is t r a t io n p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em
A d m i n i st ra t ion (5 8 5 - 2 1 5 - 5 0 4 ) d o cu m e n t fo r in s t r u ct io n s .
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E xc epti on A d mi nist r a ti on ( V e c t or s)

D e fin it io n s o f Fie ld s

F ie ld 1 Ve ct o r

Th e n u m b e r o r s y n o n y m o f t h e v e ct o r fo r w h ich y o u a r e a d m in is t e r in g e xce p t io n
co n d it io n s . A v e ct o r n u m b e r co n s is t s o f 1 t o 3 n u m e r ic ch a r a ct e r s r a n g in g fr o m
1 t o 1 2 8 . A v e ct o r s y n o n y m co n s is t s o f 2 0 o r fe w e r a lp h a n u m e r ic ch a r a ct e r s .
B la n k s a r e a llo w e d a n d co u n t e d .

F ie ld 2 Ex ce p t io n Ty p e ( Re ad O n l y F i e l d )

Th e d e s cr ip t io n o f t h e e xce p t io n e v e n t .

F ie ld 3 Th r e s h o ld

Th e n u m b e r o f o ccu r r e n ce s t h a t w ill t r ig g e r a n e xce p t io n . En t e r a n u m e r ic v a lu e
fr o m 0 t o 9 9 .

D e f au l t : o ff

F ie ld 4 Tim e

Th e le n g t h o f t im e , in s e co n d s , t h a t w ill t r ig g e r a n e xce p t io n . En t e r a n u m e r ic
v a lu e fr o m 0 t o 3 2 5 3 5 .

D e f au l t : o ff

7-8 E x c e p t i o n s



E xc epti on A d mi nist r a ti on ( V e c t or s)

V i e w i n g V e c t o r E x c e p t i o n C o n d i t i o n s

1 O n t h e E X C E P T I O N S m e n u , s e le ct t h e A d m i n i s t r a t i o n [ ] V e c t o r s
o p t io n a n d p r e s s R E TUR N .

[ A b la n k Exc e p t io n s cr e e n a p p e a r s . S e e t h e fo llo w in g s cr e e n . ]

Time Switch_N ame:Up System Management Call

Exception Administration (Vectors)

1 Vector: ________________ ____

Error and confirmation messages appear in this field

KEYS SCREEN
HELP PRINT EXIT CHANGE

2 In t h e V e c t o r : fie ld , t y p e t h e n u m b e r o r s y n o n y m o f t h e v e ct o r t o v ie w it s
e xce p t io n co n d it io n s .

3 P r e s s R E TUR N .

[ Th e Ex ce p t io n s s cr e e n d is p la y s t h e v e ct o r ’ s e xce p t io n co n d it io n s . ]

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 7-9



E xc epti on A d mi nist r a ti on ( V e c t or s)

C r e a t i n g o r C h a n g i n g E x c e p t i o n C o n d i t i o n s

1 O n t h e E X C E P T I O N S m e n u , s e le ct t h e A d m i n i s t r a t i o n [ ] V e c t o r s
o p t io n in t h e Ex ce p t io n m e n u , a n d p r e s s R E TUR N .

[ A b la n k Exc e p t io n s cr e e n a p p e a r s d is p la y in g o n ly t h e V e c t o r : fie ld . ]

2 In t h e V e c t o r : fie ld , t y p e t h e n u m b e r o r s y n o n y m o f t h e v e ct o r .

3 P r e s s R E TUR N .

[ Th e fu ll Exc e p t io n s s cr e e n a p p e a r s w it h t h e cu r r e n t e xce p t io n s e t t in g s fo r t h e
v e ct o r . S e e t h e fo ll o w in g s cr e e n .]

Time Switch_N ame:Up System Management Call

Exception Administration (Vectors)

1 Vector: 53______________ ____

2 Exception Type 3 Threshold 4 Time

Time in Vector (MAX) 5 30
Time in Vector (MIN) 0 30
Number of Calls Abandoned off

Error and confirmation messages appear in this field

KEYS SCREEN
HELP PRINT EXIT CHANGE

4 In t h e T h r e s h o l d co lu m n n e xt t o t h e e xce p t io n t y p e , t y p e t h e n u m b e r w h ich
e s t a b lis h e s t h e p a r a m e t e r s o f t h a t e xce p t io n . Th is fie ld r e q u ir e s a 3 - ch a r act e r in p u t .
U s e b la n k s w h e n t y p in g in fe w e r t h a n t h r e e n u m e r ic ch a r a ct e r s . Th is n u m b e r is
t h e n u m b e r o f o ccu r r e n ce s o f t h e e v e n t o r t h e n u m b e r o f t im e s t h e T i m e fie ld
v a lu e m u s t b e e xce e d e d fo r t h e e xce p t io n t o t a k e p la ce .

5 In t h e T i m e co lu m n , t y p e t h e t im e lim it o f t h a t e xce p t io n . Th is fie ld r e q u ir e s a 5 -
ch a r a ct e r in p u t , s o u s e b la n k s w h e n t y p in g fe w e r ch a r a ct e r s .

7-1 0 E x c e p t i o n s



E xc epti on A d mi nist r a ti on ( V e c t or s)

Th is is o n ly fo r t im e - o r ie n t e d e xce p t io n s . Fo r ‘ ‘ N u m b e r o f C a ll s
A b a n d o n e d ’ ’ e xce p t io n s , le a v e t h e T i m e co lu m n b la n k .

6 P r e s s C HANG E .

[ Th e e xce p t io n co n d it io n s w ill b e t u r n e d o n . ]

7 To co n t in u e u s in g t h e e xce p t io n a d m in is t r a t io n s cr e e n , r e t u r n t o St e p 2 .
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E xc epti on A d mi nist r a ti on ( V e c t or s)

N O T E S

7-1 2 E x c e p t i o n s



G e n e r a l I n f o r m a t i o n
Y o u u s e t h e A d m in is t r a t io n s u b s y s t e m t o a s s ig n v e ct o r a cce s s p e r m is s io n s t o C MS u s e r s . Y o u
a s s ig n r e a d a n d / o r w r it e p e r m is s io n s t o u s e r s fo r e a ch v e ct o r . Re a d p e r m is s io n m ea n s t h e u s e r
ca n s e a r ch fo r a n d g e t v e ct o r a n d VD N d a t a w it h in a s u b s y s t e m (r e a d s t a n d a r d v ect o r r e p o r t s ,
fo r in s t a n ce ). W r it e p e r m is s io n m e a n s t h a t t h e u s e r ca n e n t e r v e ct o r - a n d VD N - r ela t e d d a t a
a n d e xe cu t e p r o ce s s e s o n v e ct o r s w it h in a s u b s y s t e m .

N O T E Re a d o r w r it e p e r m is s io n fo r a VD N is e s t a b lis h e d w h e n t h e s a m e p e r m is s io n s a r e
e s t a b lis h e d fo r t h e v e ct o r t o w h ich t h e VD N is a s s ig n e d .

T h e A d m i n i s t r a t i o n M e n u f o r C M S W i t h C a l l
V e c t o r i n g

Y o u a s s ig n v e ct o r a cce s s p e r m is s io n s u s in g t h e Ve ct o r - A cce s s s cr e e n , w h ich y o u s e le ct fr o m t h e
A d m in is t r a t io n m e n u (Figu r e 8 - 1 ).

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N

[ ] S y s t em - A c c e ss
[ ] S p l i t- A c c e s s
[ ] T r u n k- G r o u p -A c c e s s
[ ] V e c t or - A c c e ss

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT

F i g u r e 8-1 T h e A d m i n i s t r at i o n M e n u

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 8-1



V e c t o r A c c e s s
P u r p o s e Es t a b lis h p e r m is s io n fo r a u s e r t o v ie w a n d a d m in is t e r d a t a co n ce r n in g ve ct o r s .
A cce s s Re q u ir e s w r it e a cce s s fo r t h e A d m in is t r a t io n S u b s y s t e m .

U s e t h e Ve ct o r A cce s s s cr e e n t o s e t u p v e ct o r a cce s s p e r m is s io n s fo r a n e w u s e r , to ch a n g e
v e ct o r a cce s s p e r m is s io n s , a n d t o s e a r ch fo r a v e ct o r w it h in a u s e r ’ s s e t of p e r m is s io n s . To
e s t a b lis h a cce s s fo r a n e w u s e r , y o u m u s t u s e t h e C HANG E s cr e e n - la b e le d k e y b e ca u s e a ll a cce s s
p e r m is s io n s d e fa u lt t o ‘ ‘ y ’ ’ fo r r e a d a n d w r it e .

A co m b in a t io n o f a ‘ ‘ y ’ ’ in t h e w r it e co lu m n fo r a v e ct o r a n d a n ‘ ‘ n ’ ’ in t h e r e a d co lu m n is
p o s s ib le . Th is a ll o w s a u s e r t o ch a n g e v e ct o r s p e cifica t io n s w it h o u t t h e v e ct o r ’ s da t a a p p e a r in g
o n t h e u s e r ’ s r e p o r t s .

S c r e e n D e s c r i p t i o n

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N- - V E C T OR A C C E SS
1 Us e r I D : s a r g e _ __ _ _ _ _ _ __ _ _ _ _ _

2 Ve c t o r Sy n o n y m Re a d ? W r it e ?
1 S a l e s y y
2 S e r v i ce y y
3 C o n t r ac t N e g o t. y y
4 W h o l e sa l e y y
5 D i s t r ib u t i o n y y
6 P u b l i ca t i o n s y y
7 N i g h t Se r v i c e y y
8 T e c h S up p o r t y y
9 N e t - C om m y y

10 P r i n t S h o p y y

3 Ve c t o r (s ) : _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __
4 Re a d ? : _
5 Wr i t e ? : _ [ P a g e 1 o f 1 3 ]

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N PA G E
HE L P PR I N T EX IT NE X T SE A R C H CH A N G E

F i g u r e 8-2 T h e V e ct o r A cc e s s S cre e n

8-2 A d m i n i s t r a t i o n



V e c t or A c c e ss

U s e t h e s cr e e n - la b e le d k e y s (S LK s ) fo llo w in g t h e s a m e p r o ce d u r e s a s u s e d fo r a n y C M S
A d m in is t r a t io n p r o ce s s . If n e ce s s a r y , r e fe r t o t h e 3B Ca ll M an a g em en t Sy st em A d m i n i st ra t i o n
(5 8 5 - 2 1 5 - 5 0 4 ) m a n u a l fo r in s t r u ct io n s .

D e fin it io n s o f Fie ld s

F ie ld 1 U s e r ID

Th e lo g in ID o f t h e u s e r w h o s e v e ct o r a cce s s y o u a r e a d m in is t e r in g .

F ie ld 2 Ve ct o r N a m e Re a d ? W r it e ? ( Re ad O n l y F i e l d )

Th is fie ld O N LY d is p la y s d a t a . A ct u a l ch a n g e s a r e in p u t in fie ld s 3 t h r o u g h 5 .

F ie ld 3 Ve ct o r (s )

C o n t a in s a v e ct o r n u m b e r t o s e a r ch fo r o r v e ct o r n u m b e r (s ) w it h ch a n g in g a cce s s
p e r m is s io n s . En t e r m u lt ip le v e ct o r n u m b e r s u s in g co m m a s , s p a ce s , r a n g e s
s e p a r a t e d b y h y p h e n s , o r ‘ ‘ a ll . ’ ’ A v e ct o r n u m b e r co n s is t s o f 1 t o 3 n u m e r ic
ch a r a ct e r s r a n g in g fr o m 1 t o 1 2 8 .

F ie ld 4 Re a d ?

‘ ‘ Re a d ’ ’ m e a n s t h e u s e r ca n o b t a in a n y d a t a fo r t h is v e ct o r in a r e p o r t . Th e va lu e
ca n b e ‘ ‘ y ’ ’ fo r y e s o r ‘ ‘ n ’ ’ fo r n o .

D e f au l t : ‘ ‘ y ’ ’ fo r a ll v e ct o r s .

F ie ld 5 W r it e ?

‘ ‘ W r it e ’ ’ m e a n s t h e u s e r ca n m a k e a d m in is t r a t iv e ch a n g e s fo r t h e v e ct o r . F o r
e xa m p le , t h e s e a d m in is t r a t iv e ch a n g e s m ig h t in clu d e ch a n g in g VD N a s s ig n m e n t s
fo r t h is v e ct o r , ch a n g in g v e ct o r s p e cifica t io n s , o r s e t t in g e xce p t io n s fo r t h e v e ct o r .
Va lu e e q u a ls ‘ ‘ y ’ ’ fo r y e s a n d ‘ ‘ n ’ ’ fo r n o .

D e f au l t : ‘ ‘ y ’ ’ fo r a ll v e ct o r s .
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V e c t or A c c e ss

V i e w i n g V e c t o r A c c e s s P e r m i s s i o n s F o r a U s e r

1 O n t h e A D M I N I S T R A T I O N m e n u , s e le ct t h e V e c t o r - A c c e s s o p t io n a n d
p r e s s R E TUR N .

[ A b la n k Ve ct o r A cce s s s cr e e n a p p e a r s a s s h o w n b e lo w . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N - - V E C T OR A C C E SS
1 Us e r I D : _ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _

2 Ve c t o r Sy n o n y m Re a d ? W r it e ?

3 Ve c t o r (s ) : _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ _
4 Re a d ? : _
5 Wr i t e ? : _

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT SE A R CH CH A NG E

2 In t h e U s e r I D : fie ld , t y p e a u s e r ID t o v ie w t h e u s e r ’ s v e ct o r a cce s s
p e r m is s io n s .

8-4 A d m i n i s t r a t i o n



V e c t or A c c e ss

3 P r e s s R E TUR N .

[ Th e fir s t p a g e o f t h e u s e r ’ s cu r r e n t v e ct o r a cce s s p e r m is s io n s a p p e a r s o n t h e scr e e n .
F o r a n e w u s e r , a ll v e ct o r a cce s s e s d e fa u lt t o ‘ ‘ y ’ ’ (y e s ). S e e t h e fo ll o w in g s cr e en . ]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N- - V E C T OR A C C E SS
1 Us e r I D : s a r g e _ __ _ _ _ _ _ __ _ _ _ _ __

2 Ve c t o r Sy n o n y m Re a d ? W r it e ?
1 S a l e s y y
2 S e r v i ce y y
3 C o n t r ac t N e g o t. y y
4 W h o l e sa l e n n
5 D i s t r ib u t i o n n n
6 P u b l i ca t i o n s y n
7 N i g h t Se r v i c e y y
8 T e c h S up p o r t y y
9 N e t - C om m y y

10 P r i n t S h o p y y

3 Ve c t o r (s ) : _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _
4 Re a d ? : _
5 Wr i t e ? : _ [ P a g e 1 o f 1 3 ]

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N PA G E
HE L P PR I N T EX IT NE X T SE A R C H CH A N G E

4 U s e t h e NE X T P A G E a n d P R E V P A G E SLK s t o s cr o ll t h r o u g h m u lt ip le p a g e s o f v e ct o r s .

5 To co n t in u e v ie w in g o t h e r u s e r s ’ a cce s s p e r m is s io n s , r e t u r n t o S t e p 2 .
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V e c t or A c c e ss

S e a r c h i n g f o r a S p e c i f i c V e c t o r o f a U s e r

1 O n t h e A D M I N I S T R A T I O N m e n u , s e le ct t h e V e c t o r - A c c e s s o p t io n a n d
p r e s s R E TUR N .

[ A b la n k Ve ct o r A cce s s s cr e e n a p p e a r s .]

2 Ty p e t h e u s e r ’ s ID in t h e U s e r I D : fie ld .

3 Th is s t e p is o p t io n a l. P r e s s R E TUR N .

Th e fir s t p a g e o f t h e u s e r ’ s cu r r e n t v e ct o r a cce s s p e r m is s io n s a p p e a r s o n
t h e s cr e e n .

4 To d is p la y t h e p e r m is s io n s fo r a s p e cific v e ct o r o r v e ct o r s , e n t e r t h e v e ct o r
n u m b e r (s ) in t h e V e c t o r ( s ) : fie ld . Th e e n t r y m a y co n t a in s in g le v e ct o r
n u m b e r s s e p a r a t e d b y s p a ce s o r co m m a s , r a n g e s s e p a r a t e d b y h y p h e n s, o r b o t h
in d iv id u a l n u m b e r s a n d r a n g e s . Se e t h e fo ll o w in g s cr e e n :

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N - - V E C T OR A C C E SS
1 Us e r I D : s a r g e _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _

2 Ve c t o r Sy n o n y m Re a d ? W r it e ?

3 Ve c t o r (s ) : 1 0 _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _
4 Re a d ? : _
5 Wr i t e ? : _

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT SE A R CH CH A NG E
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V e c t or A c c e ss

5 P r e s s S E AR C H .

[ Th e p a g e co n t a in in g t h e in fo r m a t io n fo r t h e s p e cifie d v e ct o r a p p e a r s . (If s e a r ch in g
fo r m u lt ip le v e ct o r s , t h e p a g e co n t a in in g t h e fir s t v e ct o r a p p e a r s . )]

6 To co n t in u e s e a r ch in g fo r a s p e cific v e ct o r fo r t h e s a m e u s e r , r e t u r n t o S t e p 4. To
co n t in u e s e a r ch in g fo r a s p e cific v e ct o r fo r a n o t h e r u s e r , r e t u r n t o St e p 2 .

A d d i n g a n d C h a n g i n g V e c t o r A c c e s s P e r m i s s i o n s

1 O n t h e A D M I N I S T R A T I O N m e n u , s e le ct t h e V e c t o r - A c c e s s o p t io n a n d
p r e s s R E TUR N .

[ A b la n k Ve ct o r A cce s s s cr e e n a p p e a r s .]

2 In t h e U s e r I D : fie ld , t y p e a u s e r ID w h o s e v e ct o r a cce s s p e r m is s io n s y o u w a n t
t o ch a n g e .
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V e c t or A c c e ss

3 Th is a n d t h e fo ll o w in g s t e p a r e o p t io n a l. If y o u a lr e a d y k n o w t h e u s e r ’ s v e ct o r
a cce s s p e r m is s io n s , y o u m a y g o d ir e ct ly t o S t e p 5 . If y o u n e e d t o v ie w t h e u s e r’ s
v e ct o r a cce s s p e r m is s io n s , p r e s s R E TUR N .

[ Th e fir s t p a g e o f t h e u s e r ’ s v e ct o r a cce s s p e r m is s io n s a p p e a r s o n t h e s cr e e n . Fo r a
n e w u s e r , a ll v e ct o r a cce s s e s d e fa u lt t o ‘ ‘ y ’ ’ (y e s ). S e e t h e fo llo w in g s cr e e n .]

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N- - V E C T OR A C C E SS

1 Us e r I D : s a r g e _ __ _ _ _ _ __ _ _ _ _ _ __

2 Ve c t o r Sy n o n y m Re a d ? W r it e ?
1 S a l e s y y
2 S e r v i ce y y
3 C o n t r ac t N e g o t. y y
4 W h o l e sa l e n n
5 D i s t r ib u t i o n n n
6 P u b l i ca t i o n s y n
7 N i g h t Se r v i c e y y
8 T e c h S up p o r t y y
9 N e t - C om m y y

10 P r i n t S h o p y y

3 Ve c t o r (s ) : _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _
4 Re a d ? : _
5 Wr i t e ? : _ [ P a g e 1 o f 1 3 ]

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N PA G E
HE L P PR I N T EX IT NE X T SE A R C H CH A N G E

4 U s e t h e NE X T P A G E a n d P R E V P A G E SLK s t o s cr o ll t h r o u g h m u lt ip le p a g e s o f v e ct o r s .

O R

Se a r ch fo r a s p e cific v e ct o r ’ s a cce s s p e r m is s io n s b y fo ll o w in g t h e s e a r ch p r o ce d u r e .

5 In t h e V e c t o r ( s ) : fie ld , t y p e o n e o r m o r e v e ct o r n u m b e r s fo r w h ich y o u w a n t
t o ch a n g e t h e u s e r ’ s a cce s s p e r m is s io n s . Th is e n t r y m a y co n t a in s in g le v e ct o r
n u m b e r s s e p a r a t e d b y s p a ce s o r co m m a s , r a n g e s s e p a r a t e d b y h y p h e n s, o r b o t h
in d iv id u a l n u m b e r s a n d r a n g e s .
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V e c t or A c c e ss

6 M o v e t h e cu r s o r t o t h e R e a d ? fie ld a n d t y p e in e it h e r ‘ ‘ y ’ ’ o r ‘ ‘ n .’ ’ To le a v e t h e
Re a d a cce s s p e r m is s io n u n ch a n g e d , le a v e t h is fie ld b la n k a n d m o v e t h e cu r s o r t o
t h e n e xt fie ld .

7 Ty p e in e it h e r ‘ ‘ y ’ ’ o r ‘ ‘ n ’ ’ in t h e W r i t e ? fie ld . To le a v e t h e W r it e a cce s s
p e r m is s io n u n ch a n g e d , le a v e t h e fie ld b la n k a n d g o t o t h e n e xt s t e p . S e e th e
fo ll o w in g s cr e e n :

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

AD M I N I ST R A T I O N- - V E C T OR A C C E SS
1 Us e r I D : s a r g e

2 Ve c t o r Sy n o n y m Re a d ? W r it e ?
1 S a l e s y y
2 S e r v i ce y y
3 C o n t r ac t N e g o t. y y
4 W h o l e sa l e n n
5 8 0 0 - n um b e r ( A ) n n
6 8 0 0 - n um b e r ( B ) y n
7 N i g h t Se r v i c e y y
8 T e c h S up p o r t y y
9 N e t - C om m y y

10 P r i n t S h o p y y

3 Ve c t o r (s ) : 6 _ _ __ _ _ _ _ _ __ _ _ _ _ __
4 Re a d ? : n_
5 Wr i t e ? : y _ [ P a g e 1 o f 1 3 ]

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N PA G E
HE L P PR I N T EX IT NE X T SE A R C H CH A N G E

8 P r e s s C HANG E .

[ A ll ch a n g e s u p d a t e t h e d a t a b a s e . ]

9 Re p e a t S t e p s 5 t h r o u g h 8 fo r a s m a n y v e ct o r s a s y o u w is h t o a d m in is t e r s e p a ra t e ly .

10 To ch a n g e a n o t h e r u s e r ’ s a cce s s p e r m is s io n s , r e t u r n t o S t e p 2 .
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V e c t or A c c e ss

N O T E S

8-1 0 A d m i n i s t r a t i o n



G e n e r a l I n f o r m a t i o n
Y o u u s e t h e M a in t e n a n ce s u b s y s t e m t o co m p le t e t h e fo ll o w in g t a s k s s p ecific t o VD N s a n d
v e ct o r s :

Se t t in g t h e le n g t h o f t im e C M S s t o r e s d a t a fo r VD N s a n d v e ct o r s

C h e ck in g t h e n u m b e r o f m e a s u r e d VD N s a n d v e ct o r s .

M a i n t e n a n c e M e n u

Y o u p e r fo r m t h e s e t a s k s u s in g t h e A r ch iv e P a r a m e t e r s a n d Se s s io n S t a t u s scr e e n s lis t e d o n t h e
M a in t e n a n ce M e n u b e lo w :

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

__ _ _ _ _ __ _ _ _ _ _ __

MA I N T E NA N C E

[ ] B a c k up - D a t a
[ ] R e s t or e - D a t a

[ ] A r c h iv e - P a r am e t e r s
[ ] D a i l y- D a t a - Ar c h i v e

[ ] S e s s io n - S t a tu s

[ ] E r r o r- L o g

[ ] F o r e ca s t M a n ag e r

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT

F i g u r e 9-1 T h e M ai n t e n an ce M e n u
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A r c h i v e P a r a m e t e r s
P u r p o s e A d m in is t e r t h e a r ch iv in g p e r io d s fo r h is t o r ica l v e ct o r a n d VD N d a t a .
D e p e n d e n cie s D a ily D a t a A r ch iv e t o w r it e t o t h e d a ily h is t o r ica l file s e a ch d a y .
D e fa u lt e d fie ld s A ll

Th e C M S d is k ca n s t o r e u p t o 3 8 7 d a y s ’ w o r t h o f d a ily d a t a a n d u p t o 3 1 d a y s ’ w o r t h o f h a lf-
h o u r d a t a fo r VD N s a n d v e ct o r s . * Th e s e a r e t h e d e fa u lt ar ch i v e p aram e t e r s. Y o u ca n u s e t h e
A r ch iv e P a r a m e t e r s s cr e e n t o ch a n g e t h e le n g t h o f t im e d a t a is s t o r e d . Fo r e xa m p le , if y o u
w a n t e d t o m a in t a in s o m e o f y o u r d a ily file s o n ly 4 5 d a y s , y o u co u ld ch a n g e t h e d efa u lt o f 3 8 7
d a y s t o 4 5 w it h t h e A r ch iv e P a r a m e t e r s p r o ce s s .

C A U T I O N If y o u w a n t t o r e d u ce a n y d e fa u lt p a r a m e t e r s , d o s o b e fo r e y o u r s y s t e m e xce e ds
t h e n e w p a r a m e t e r s y o u w a n t t o s e t . O n ce t h e s y s t e m h a s a r ch iv e d d a t a
e xce e d in g t h o s e p a r a m e t e r s , it w ill b e d ifficu lt t o r e le a s e t h e u s e d d is k s p a ce
b a ck t o t h e s y s t e m .

* Fo r in fo r m a t io n o n t h e a m o u n t o f d is k s p a ce a v a ila b le w it h d iffe r e n t 3 B co m p u t e r s , s ee t h e 3B Ca l l M an ag e m e n t
S y s t e m Pl an n i n g , Co n f i g u rati o n , an d Im p l e m e n t at i o n G u i d e (5 8 5 - 2 1 5 - 6 0 1 ).

9-2 M a i n t e n a n c e



A r c hi ve P a rame ters

S c r e e n D e s c r i p t i o n

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

MA I N T E NA N C E - - FI L E S A V E P A R A M ET E R S

Ha l f H o ur F i l e s Da i l y F i le s

Ag e n t D at a : 3 1 d ay s A g e n t D a t a : 38 7 d a y s
Sp l i t D at a : 3 1 d ay s S p l i t D a t a : 38 7 d a y s
Tr u n k D at a : 3 1 d ay s T r u n k D a t a : 38 7 d a y s

Tr u n k G ro u p D a t a: 3 1 d a ys T r u n k Gr o u p D a ta : 3 8 7 d ay s
1 VD N D a t a: 3 1 d a y s 2 VD N D a t a: 3 8 7 d a ys

3 Ve c t o r Da t a : 3 1 da y s 4 Ve c t o r Da t a : 3 8 7 d a y s

Ex c e p t io n D a t a : 7 _ _ d a y s
Sp e c i a l D a y s D a ta : 1 5 _ d ay s

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT CH A N GE

F i g u r e 9-2 A r ch i v e Pa r am e t e r s S cr e e n

D e fin it io n o f Fie ld s

F ie ld 1 H a lf H o u r VD N D a t a

Th e n u m b e r o f d a y s o f h a lf- h o u r VD N d a t a C M S w ill s a v e . Th e m a xim u m is 3 1
d a y s .

D e f au l t : 3-1

F ie ld 2 D a ily VD N D a t a

Th e n u m b e r o f d a y s o f d a ily VD N d a t a C M S w ill s a v e . Th e m a xim u m is 3 8 7
d a y s .

D e f au l t : 3 8 7

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 9-3



A r c hi ve P a rame ters

F ie ld 3 H a lf H o u r Ve ct o r D a t a

Th e n u m b e r o f d a y s o f h a lf- h o u r v e ct o r d a t a C M S w ill s a v e . Th e m a xim u m is
3 1 d a y s .

D e f au l t : 3-1

F ie ld 4 D a ily Ve ct o r D a t a

Th e n u m b e r o f d a y s o f d a ily v e ct o r d a t a C M S w ill s a v e . Th e m a xim u m is 3 8 7
d a y s .

D e f au l t : 3 8 7

C h a n g i n g a V D N o r V e c t o r F i l e -S a v e P e r i o d

1 O n t h e M A I N T E N A N C E m e n u , s e le ct t h e A r c h i v e - P a r a m e t e r s o p t io n a n d
p r e s s R E TUR N .

[ Th e A r ch iv e P a r a m e t e r s s cr e e n w it h t h e cu r r e n t p a r a m e t e r s a p p e a r s . ]

2 O v e r t y p e a n e w n u m b e r o f d a y s in a n y o f t h e fie ld s , a n d p r e s s C HANG E .

Th e n u m b e r o f d a y s e n t e r e d in e a ch fie ld w ill b e t h e n e w a r ch iv e p e r io d fo r t h e
t y p e o f file s a s s o cia t e d w it h t h a t fie ld .

9-4 M a i n t e n a n c e



S e s s i o n S t a t u s
P u r p o s e C h e ck t h e n u m b e r o f m e a s u r e d VD N s a n d v e ct o r s .
D e p e n d e n cie s S w it ch (M A A P o r S M T) t r a n s la t io n s d e fin in g m e a s u r e m e n t

o f v e ct o r s a n d VD N s .

Th e S e s s io n St a t u s s cr e e n d is p la y s t h e n u m b e r s o f m e a s u r e d VD N s a n d v e ct o r s th a t a r e
cu r r e n t ly a v a ila b le t o u s e fo r y o u r ca ll ce n t e r . Th o u g h y o u ca n n o t ch a n g e t h e s e n um b e r s o n
t h e S e s s io n St a t u s s cr e e n , t h e S e s s io n S t a t u s s cr e e n le t s y o u q u ick ly ch e ck t o s ee h o w m a n y
m o r e VD N s o r v e ct o r s y o u ca n u s e .

Th e m a xim u m n u m b e r o f m e a s u r e d VD N s y o u ca n h a v e is 2 5 5 . Th e m a xim u m n u m b e r o f
m e a s u r e d v e ct o r s y o u ca n h a v e is 1 2 8 .

N O T E Re fe r t o C h a p t e r 1 1 in t h e C a ll M an ag em en t Sy st em A d m i n i st ra t i o n (5 8 5 - 2 1 5 - 5 0 4 )
d o cu m e n t fo r o t h e r u s e s o f t h e S e s s io n St a t u s s cr e e n .

S c r e e n D e s c r i p t i o n

Ti m e Sw i t c h _ Na m e : U p Sy s t em Ma n a ge m e n t Ca l l

MA I N T E NA N C E - - SE S S I O N ST A T U S

Li n k : _ __ _ _ _ _ _ __ _ _ _
Se s s i o n: _ _ _ _ _ __ _ _

CM S : _ _ __ _ _ _
Lo c a l T im e : _ _ / __ / _ _ _ _ :_ _ : _ _

Sw i t c h Ti m e : _ _ /_ _ / _ _ _ _: _ _ : _ _
Pr e v i o us I n t e r va l ( ) : _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _
Cu r r e n t I n t e r v al ( ) : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _

Sp l i t s : _ _ M e a s ur e d : _ _
Ag e n t P os i t i o n s: _ _

Tr u n k G ro u p s : _ _
Tr u n k s : _ _

1 VD N s : _ _
2 Ve c t o r s: _ _ _

Er r o r a nd c o n f i rm a t i o n m e s s a g es a p p e a r i n t h i s fi e l d .

KE Y S SC R E E N
HE L P PR I N T EX IT RE L E AS E CO NN E C T CH A N G E

F i g u r e 9-3 S e s s i o n S t at u s S cr e e n

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n 9-5



S e ssion S ta tus

D e fin it io n o f Fie ld s

N O T E A ll fie ld s a r e r e a d - o n ly e xce p t t h e M e a s u r e d fie ld .

F ie ld 1 VD N s

Th e n u m b e r o f VD N s t h a t C M S is cu r r e n t ly m e a s u r in g . Th e m a xim u m is 2 5 5 .

F ie ld 2 Ve ct o r s

Th e n u m b e r o f v e ct o r s t h a t C M S is cu r r e n t ly m e a s u r in g . Th e m a xim u m is 1 2 8 .

C h e c k i n g t h e N u m b e r o f M e a s u r e d V D N s a n d
V e c t o r s

1 O n t h e M A I N T E N A N C E m e n u , s e le ct t h e S e s s i o n - S t a t u s o p t io n a n d p r e s s
R E TUR N .

[ Th e Se s s io n S t a t u s s cr e e n a p p e a r s . ]

2 C h e ck t h e V D N s a n d V e c t o r s fie ld s fo r t h e n u m b e r o f VD N s a n d v e ct o r s t h a t
a r e m e a s u r e d .

F o r a G e n e r ic 2 / S y s t e m 8 5 , y o u m u s t u s e t h e M A A P / SM T P r o ce d u r e 0 0 0 , W o r d 1,
a n d / o r P r o ce d u r e 0 3 1 , W o r d 1 , t o ch a n g e t h e n u m b e r o f VD N s . If y o u w a n t t o
ch a n g e t h e n u m b e r o f v e ct o r s , y o u ca n u s e M A A P / S M T P r o ce d u r e 0 3 0 , W o r d 3 o r
t h e C M S Ve ct o r S p e cifica t io n s s cr e e n .

F o r G e n e r ic 3 i, y o u m u s t u s e t h e Ve ct o r D ir e ct o r y N u m b e r F o r m o n t h e D EF IN ITY
M a n a g e r I t o ch a n g e t h e n u m b e r o f VD N s . Y o u m u s t u s e t h e M a n a g e r I’ s C a ll
Ve ct o r Fo r m t o ch a n g e t h e n u m b e r o f v e ct o r s .

9-6 M a i n t e n a n c e



G l o s s a r y

A b a n d o n e d C a l l
A ca ll t h a t q u e u e d t o a s p lit a n d s u b s e q u e n t ly t e r m in a t e d b e ca u s e t h e ca ll e r hu n g u p b e fo r e
b e in g a n s w e r e d b y a n a g e n t .

A b b r e v i a t e d D i a l i n g
A fe a t u r e t h a t a ll o w s a lis t o f p h o n e n u m b e r s t o b e s t o r e d in t h e P B X s o ft wa r e s o t h a t d ia lin g
a n a b b r e v ia t e d co d e a u t o m a t ica lly d ia ls t h e w h o le n u m b e r . Th is fe a t u r e is u s e d in C all
Ve ct o r in g t o a ll o w u s e o f a b b r e v ia t e d co d e s in ‘ ‘ Ro u t e To ’ ’ co m m a n d s .

A c c e s s P e r m i s s i o n s
P e r m is s io n s a s s ig n e d t o a C M S u s e r s o t h a t t h e u s e r ca n a cce s s d iffe r e n t s u b s ys t e m s in C M S o r
a d m in is t e r s p e cific e le m e n t s (s p lit s , t r u n k s , v e ct o r s , a n d s o o n ) o f t h e A CD . A cce s s p e r m is s io n s
a r e s p e cifie d a s Re a d o r W r it e p e r m is s io n . Re a d p e r m is s io n m e a n s t h e C M S u s e r ca n r u n
r e p o r t s a n d / o r v ie w a d m in is t r a t io n s cr e e n s fo r ce r t a in p a r t s o f t h e A C D . W r it e p e rm is s io n
m e a n s t h e C M S u s e r ca n p e r fo r m a d m in is t r a t iv e t a s k s fo r ce r t a in p a r t s o f t h e A CD o r C M S .

A f t e r - C a l l W o r k ( A C W )
A n a g e n t s t a t e in w h ich t h e a g e n t is e n g a g e d in b o o k k e e p in g , d a t a e n t r y , o r o th e r w o r k r e la t e d
t o t h e p r e v io u s A C D ca ll . Th e a g e n t e n t e r s a ft e r - ca ll w o r k a ft e r t e r m in a t in g a n A CD ca ll
r e ce iv e d in t h e M A N U A L - IN ca ll a n s w e r in g m o d e . Th e A C D w ill n o t s e n d ca lls t o t he a g e n t
w h ile t h e a g e n t is in A C W .

A g e n t
A p e r s o n w h o a n s w e r s ca lls t o a n e xt e n s io n in a s p lit .

A n n o u n c e m e n t
A r e co r d e d m e s s a g e t h a t n o r m a lly t e ll s t h e ca lle r w h a t d e s t in a t io n t h e ca ll h a s r e a ch e d . Th e
a n n o u n ce m e n t a ls o o ft e n t r ie s t o p e r s u a d e t h e ca ll e r t o s t a y o n t h e lin e . W it h C a ll Ve ct o r in g ,
a n n o u n ce m e n t s ca n b e p a r t o f a v e ct o r ’ s ca ll p r o ce s s in g . A n a n n o u n ce m e n t is a ss ig n e d t o a
v e ct o r b y e n t e r in g a n a n n o u n ce m e n t n u m b e r .

3 B C M S V e c t o r i n g A d m i n i s t r a t i o n GL-1



A n s w e r S u p e r v i s i o n
A s ig n a l, s e n t fr o m t h e s w it ch t o t h e s e r v in g C e n t r a l O ffice (C O ), t h a t t e ll s t h e CO t o b e g in
r e co r d in g t o ll ch a r g e s fo r a ca ll .

A r c h i v e P a r a m e t e r s
A u s e r - d e fin e d le n g t h o f t im e fo r w h ich h is t o r ica l d a t a w ill b e s a v e d in t h e C MS d a t a b a s e .
A r ch iv e p a r a m e t e r s a r e s e t fo r e a ch t y p e o f A C D e le m e n t (a g e n t s , s p lit s, v e ct o r s , VD N s , a n d s o
o n ) a n d fo r e it h e r h a lf- h o u r d a t a o r d a ily d a t a .

A t t e n d a n t
A p e r s o n w h o m a n u a ll y r o u t e s ca ll s t o t h e ir p r o p e r d e s t in a t io n s u s in g a n at t e n d a n t co n s o le
(w h ich is lik e a ca ll s w it ch b o a r d ). N o r m a ll y , a n a t t e n d a n t s e r v e s a s a n in t e r n a l o p e ra t o r w h o
t r a n s fe r s ca lls t o t h e p r o p e r e xt e n s io n s .

A u t o m a t i c C a l l D i s t r i b u t i o n ( A C D )
So ft w a r e in s t a ll e d o n a s w it ch t h a t a u t o m a t ica ll y d is t r ib u t e s in co m in g ca ll s t o a va ila b le
e xt e n s io n s w it h in s p lit s .

A u t o m a t i c -i n T r u n k G r o u p
A t r u n k g r o u p fo r w h ich t h e C e n t r a l O ffice p r o ce s s e s a ll o f t h e d ia le d d ig it s o f a ca ll , s e iz e s a
t r u n k , a n d s e n d s t h e ca ll d ir e ct ly t o a d e s t in a t io n id e n t ifie d in t h e s w it ch s o ft w a r e.

A u t o m a t i c A l t e r n a t e R o u t i n g ( A A R )
A fe a t u r e o n a s w it ch t h a t fin d s t h e lo w e s t - co s t r o u t in g fo r a ca ll m a d e w it h in a pr iv a t e
n e t w o r k . A A R n o r m a ll y ch e ck s p o s s ib le r o u t e s in s e q u e n ce fr o m lo w e s t t o h ig h es t co s t , a n d
s e n d s t h e ca ll o v e r t h e fir s t r o u t e t h a t it fin d s is a v a ila b le .

A u t o m a t i c R o u t e S e l e c t i o n ( A R S )
A fe a t u r e o n a s w it ch t h a t fin d s t h e lo w e s t - co s t r o u t in g fo r a ca ll t h a t m u s t b e r o u t e d t h r o u g h
t h e p u b lic n e t w o r k . A RS n o r m a lly ch e ck s p o s s ib le r o u t e s in s e q u e n ce fr o m lo w e s t t o h ig h e s t
co s t , a n d s e n d s t h e ca ll o v e r t h e fir s t r o u t e t h a t it fin d s is a v a ila b le .

A u x i l i a r y W o r k ( A U X )
A n a g e n t s t a t e in w h ich t h e a g e n t is e n g a g e d in n o n - A C D w o r k , is o n b r e a k , in a m e e t in g , o r a t
lu n ch . Th e a g e n t p r e s s e s t h e A U X - W O RK b u t t o n t o e n t e r t h e A U X s t a t e . Th e AC D w ill n o t
s e n d ca ll s t o t h e a g e n t w h ile t h e a g e n t is in A U X .

A v a i l a b l e
A n a g e n t s t a t e in w h ich t h e a g e n t is a b le a n d r e a d y t o a cce p t a n A C D ca ll . W h e n a n a g e n t is
a v a ila b le , t h e a g e n t h a s s t a ffe d a s p lit e xt e n s io n , b u t is n o t cu r r e n t ly o n a n A CD ca ll , in A U X
w o r k , o r in a ft e r - ca ll w o r k .

B a c k u p S p l i t
A n a d d it io n a l s p lit a s s ig n e d in a v e ct o r t o a cce p t a ca ll if t h e s p lit ’ s co n d it io n s fo r acce p t in g
ca ll s a r e m e t b e fo r e t h e ca ll co n n e ct s t o a n a g e n t in t h e m a in s p lit . B a ck u p s p lit s a re a s s ig n e d
t o h a n d le ca lls in a v e ct o r u s in g t h e ‘ ‘ C h e ck b a ck u p s p lit ’ ’ co m m a n d .

GL-2 Gl o s s a r y



C a l c u l a t i o n
A s y n o n y m o r n a m e fo r a fo r m u la t h a t g e n e r a t e s d a t a fo r a fie ld in a r e p o r t . A ca lcu la t io n is
a s s ig n e d t o a fo r m u la u s in g t h e D ict io n a r y — C a lcu la t io n s s cr e e n .

C a l l V e c t o r i n g
A h ig h ly - fle xib le m e t h o d fo r p r o ce s s in g A C D ca ll s u s in g VD N s a n d v e ct o r s a s p r o ce s s in g p o in t s
b e t w e e n t r u n k g r o u p s a n d s p lit s . C a ll v e ct o r in g p e r m it s t r e a t m e n t o f ca lls t h at is in d e p e n d e n t
o f s p lit s .

C a l l W a i t i n g
A fe a t u r e t h a t a ll o w s a ca ll t o a b u s y s in g le - a p p e a r a n ce v o ice t e r m in a l t o b e h e ld w a it in g a t t h a t
t e r m in a l u n t il it ca n b e a n s w e r e d o r t h e ca ll e r h a n g s u p . A ca ll r o u t e d fr om a v e ct o r t o a
s p e cific e xt e n s io n is n o t h e ld b y t h e C a ll W a it in g fe a t u r e . In s t e a d , t h e ca ll im me d ia t e ly g o e s t o
a fo r w a r d in g d e s t in a t io n o f t h a t e xt e n s io n o r r e t u r n s t o t h e v e ct o r fo r co n tin u e d p r o ce s s in g .

C e n t r a l i z e d S y s t e m M a n a g e m e n t ( C S M )
A s o ft w a r e t o o l t h a t , a m o n g o t h e r u s e s , ca n b e u s e d t o a d m in is t e r t h e A C D a n d C a ll Ve ct o r in g
fe a t u r e s .

D a t a b a s e
A g r o u p o f file s t h a t s t o r e A C D d a t a a cco r d in g t o a s p e cific t im e fr a m e : cu r r e n t r e a l- t im e ,
p r e v io u s r e a l- t im e , h a lf- h o u r h is t o r ica l, o r d a ily h is t o r ica l.

D a t a b a s e I t e m
A n a m e fo r a s p e cific t y p e o f d a t a s t o r e d in o n e o f t h e C M S d a t a b a s e s . A d a t a b a s e it e m m a y
s t o r e A C D id e n t ifie r s (s p lit n u m b e r s , lo g in ID s , VD N s , e t c.) o r s t a t is t ica l d a t a o n A C D
p e r fo r m a n ce (n u m b e r o f A C D ca ll s , w a it t im e fo r ca lls in q u e u e , cu r r e n t s t a t e s of in d iv id u a l
a g e n t s , e t c. ).

D i a l e d N u m b e r I d e n t i f i c a t i o n S e r v i c e ( D N I S )
A fe a t u r e t h a t ca n id e n t ify t h e 8 0 0 S e r v ice n u m b e r o f a n in co m in g ca ll a n d d is p la y th a t n u m b e r
o n t h e d is p la y v o ice t e r m in a l o f t h e A C D a g e n t w h o p ick s u p t h e ca ll. Id e n t ifica t io n o f t h e
d ia le d n u m b e r u s u a ll y in d ica t e s t h e p u r p o s e o f t h e ca ll . A g e n t s in a s p lit ca n , th e r e fo r e , s e r v ice
a v a r ie t y o f ca ll t y p e s , w it h o u t fir s t h a v in g t o id e n t ify t h e p u r p o s e o f e a ch ca ll.

D i r e c t I n w a r d D i a l ( D I D ) T r u n k G r o u p
A t r u n k g r o u p fo r w h ich o n ly t h e p r e fix o f t h e a s s ig n e d p h o n e n u m b e r is p r o ce s s e d a t t h e
C e n t r a l O ffice . Th e C O s e n d s t h e r e m a in in g d ig it s t o t h e s w it ch fo r fin a l p r o ce s s in g. A D ir e ct
In w a r d D ia l t r u n k g r o u p a cce p t s a w id e v a r ie t y o f p h o n e n u m b e r s , p r o v id e d t h e p r e fix is
a lw a y s t h e s a m e . Th is v a r ie t y a ll o w s a s in g le t r u n k g r o u p t o ca r r y ca ll s a r r iv in g fr o m t h e p u b lic
n e t w o r k t o la r g e n u m b e r s o f e xt e n s io n s co n n e ct e d t o a s w it ch .

D i a l - r e p e a t i n g T r u n k G r o u p
Th e s a m e a s a D ID t r u n k g r o u p .
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E x c e p t i o n
A co n d it io n in w h ich a p a r t icu la r t y p e o f A C D a ct iv it y h a s o ccu r r e d a t a r a t e d e fin ed a s
e xce p t io n a l b y t h e u s e r . A n e xce p t io n a l r a t e is d e fin e d in t h e C M S Ex ce p t io n s su b s y s t e m , a n d
u s u a ll y in d ica t e s a b n o r m a l o r u n a cce p t a b le p e r fo r m a n ce o n t h e A C D (b y a g e n ts , s p lit s , VD N s ,
v e ct o r s , t r u n k s , o r t r u n k g r o u p s ).

E x t e n s i o n
N o r m a ll y , a t e le p h o n e lin e t h a t is a s s ig n e d a 1 - t o 5 - d ig it n u m b e r w it h in a s w it ch or p r iv a t e
n e t w o r k . Th a t n u m b e r is u s u a ll y t h e in t e r n a l p h o n e n u m b e r fo r a n e m p lo y e e p h o n e o r t h e
e xt e r n a l p h o n e n u m b e r w h e n a D ID p r e fix is a d d e d . So m e t im e s a n e xt e n s io n n um b e r is
cr e a t e d in t h e s w it ch s o ft w a r e , b u t is n o t a ct u a lly a s s ig n e d t o a t e le p h o n e lin e . S u ch e xt e n s io n
n u m b e r s a r e cr e a t e d fo r t h e p u r p o s e s o f s p e cia l fe a t u r e s . Fo r e xa m p le , VD N s ar e e xt e n s io n
n u m b e r s t h a t p e r m it a cce s s t o v e ct o r p r o ce s s in g .

F i l e
A g r o u p in g o f r e co r d s in o n e o f t h e C M S d a t a b a s e s a cco r d in g t o t h e t y p e o f A CD e le m e n t
(SP LIT, LO G ID , VD N , VE C TO R, TRU N K , o r TRU N K G RO U P ) fo r w h ich r e co r d s a r e cr e a t e d .

F o r c e d B u s y
A n a u t o m a t ic b u s y s ig n a l g iv e n t o a n in co m in g ca ll b y t h e s w it ch . W it h a fo r ce d b u sy , t h e ca ll
is a ls o r e m o v e d fr o m s w it ch p r o ce s s in g . Th e ‘ ‘ B u s y ’ ’ v e ct o r co m m a n d is u s e d fo r fo r ce d b u s y .
H o w e v e r , ca lls o n a u t o m a t ic- in t r u n k g r o u p s ca n n o t r e ce iv e a fo r ce d b u s y u n le s s a ns w e r
s u p e r v is io n is s e n t fir s t t o t h e C O .

F o r c e d D i s c o n n e c t
A u t o m a t ic d is co n n e ct o f a n in co m in g ca ll b y t h e s w it ch . W it h a fo r ce d d is co n n e ct , t h e ca ll e r
h e a r s a click , a n d t h e n s ile n ce . Th e ‘ ‘ D is co n n e ct ’ ’ v e ct o r co m m a n d is u s e d fo r fo r ce d
d is co n n e ct s .

F o r m u l a
A n a r it h m e t ic e xp r e s s io n co n t a in in g d a t a b a s e it e m s . A fo r m u la is u s e d t o d e r iv e a dd it io n a l
A C D d a t a fo r r e p o r t s u s in g d a t a fr o m d a t a b a s e it e m s .

H i s t o r i c a l R e p o r t s
C M S r e p o r t s t h a t d is p la y p a s t d a t a fo r v a r io u s a g e n t , s p lit , t r u n k , t r u nk g r o u p , v e ct o r , o r VD N
a ct iv it ie s .

I n t e r v a l
A h a lf- h o u r s e g m e n t o f t im e s t a r t in g a t e it h e r t h e h o u r o r t h e h a lf- h o u r. A n in t e r v a l is t h e
b a s ic u n it o f C M S r e p o r t in g t im e .

I n t r a f l o w
Th e r e d ir e ct io n o f ca ll s t o a d e s t in a t io n in s id e o f t h e lo ca l s w it ch .
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I n t e g r a t e d S e r v i c e D i g i t a l N e t w o r k ( I S D N )
A n e t w o r k t h a t u s e s d ig it a l t r a n s m is s io n a t a ll p o in t s in a co n n e ct io n . A n ISD N pe r m it s t h e u s e
o f t e le p h o n e lin e s a n d t r u n k s fo r t h e s im u lt a n e o u s t r a n s m is s io n o f v o ice a n d da t a s ig n a ls . A s a
r e s u lt , IS D N p e r m it s t h e u s e o f t e le p h o n e lin e s a n d t r u n k s fo r a w id e r a n g e o f
t e le co m m u n ica t io n s s e r v ice s a n d fe a t u r e s .

I n t e r f l o w
Th e r e d ir e ct io n o f ca ll s t o a d e s t in a t io n o u t s id e o f t h e lo ca l s w it ch . In t e r flo w e d ca ll s ca n b e
s e n t t h r o u g h e it h e r a p u b lic o r p r iv a t e n e t w o r k .

L o o k - A h e a d I n t e r f l o w
A fe a t u r e a v a ila b le w it h C a ll Ve ct o r in g t h a t ch e ck s t h e r e ce iv in g v e ct o r o f a n in t e rflo w e d ca ll t o
e n s u r e p r o p e r t r e a t m e n t . If t h e ca ll w ill b e d is co n n e ct e d o r g iv e n a b u s y s ig n a l b y t h e r e ce iv in g
v e ct o r , o r if t h e r e ce iv in g v e ct o r t r ie s a n d fa ils t o r e r o u t e t h e ca ll , t h e ca ll will b e r e t u r n e d t o t h e
s e n d in g v e ct o r t o b e p r o ce s s e d b y t h e n e xt s t e p .

M a i n S p l i t
A s p lit id e n t ifie d in a v e ct o r ‘ ‘ Q u e u e t o M a in S p lit ’ ’ co m m a n d . A ca ll t h a t r e a ch e s a ‘‘ Q u e u e t o
M a in Sp lit ’ ’ co m m a n d is s e n t t o t h e m a in s p lit q u e u e . Th e ca ll m a y co n n e ct im m e d ia t ely t o a
s p lit a g e n t , o r it m a y e n t e r t h e s p lit ’ s q u e u e . If t h e ca ll e n t e r s a s p lit ’ s q u e u e , t h e ca ll w ill s t a y
in t h e q u e u e u n t il it is a n s w e r e d , a b a n d o n e d , o r v e ct o r p r o ce s s in g r e m o v e s th e ca ll fr o m t h e
q u e u e (v ia v e ct o r co m m a n d s s u ch a s ‘ ‘ C h e ck B a ck u p S p lit ,’ ’ ‘ ‘ Ro u t e To , ’ ’ o r a n o th e r ‘ ‘ Q u e u e t o
M a in Sp lit ’ ’ co m m a n d ).

M a i n t e n a n c e a n d A d m i n i s t r a t i o n P a n e l ( M A A P )
A s w it ch a d m in is t r a t io n t o o l fo r t h e S y s t e m 8 5 .

M e a s u r e d
A t e r m t h a t m e a n s a n A C D e le m e n t (s p lit , e xt e n s io n , VD N , e t c. ) h a s b e e n id en t ifie d t o C M S fo r
co ll e ct io n o f d a t a .

N a m e s D a t a b a s e
A d a t a b a s e a d m in is t e r e d o n t h e s w it ch t h a t , a m o n g o t h e r t a s k s , is u s ed t o a s s ig n n a m e s t o
VD N s a n d t r u n k g r o u p s .

P r i m a r y R a t e I n t e r f a c e ( P R I )
A n IS D N s t a n d a r d in t e r fa ce t h a t p r o v id e s 2 3 ‘ ‘ B ’ ’ b e a r e r ch a n n e ls a n d o n e ‘ ‘ D ’ ’ (d a t a ) ch a n n e l.
ISD N — P RI p r o v id e s s w it ch - t o - s w it ch IS D N ca p a b ilit ie s . IS D N — P RI is r e q u ir e d fo r t h e
L o o k - A h e a d In t e r flo w fe a t u r e .

P r i o r i t y L e v e l
A g r o u p in g o f ca ll s in a s p lit q u e u e b y t h e p r io r it y w it h w h ich t h e ca lls s h o u ld b e a n s w e r e d . A
s in g le s p lit ’ s q u e u e ca n in clu d e 1 t o 4 p r io r it y le v e ls . Th e le v e ls a r e id e n t ifie d a s t o p , h ig h ,
m e d iu m , a n d lo w . A ll ca ll s w it h m e d iu m p r io r it y w ill b e a n s w e r e d b e fo r e a n y ca ll wit h lo w
p r io r it y . A ll ca ll s w it h h ig h p r io r it y w ill b e a n s w e r e d b e fo r e a n y ca ll w it h m e d iu m o r lo w
p r io r it y . A ll ca ll s w it h t o p p r io r it y w ill b e a n s w e r e d b e fo r e a n y ca ll a t a n o t he r p r io r it y le v e l.
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P r i v a t e B r a n c h E x c h a n g e ( P B X )
A p r iv a t e s w it ch in g s y s t e m p r o v id in g v o ice - o n ly o r v o ice a n d d a t a co m m u n ica t io n s s er v ice s
(in clu d in g a cce s s t o p u b lic a n d p r iv a t e n e t w o r k s ) fo r a g r o u p o f t e r m in a ls w it h in a cu s t o m e r ’ s
p r e m is e s .

Q u e u e
A h o ld in g a r e a fo r ca ll s w a it in g t o b e a n s w e r e d in t h e o r d e r in w h ich t h e y w e r e re ce iv e d . C a lls
in a q u e u e m a y h a v e d iffe r e n t p r io r it y le v e ls , in w h ich ca s e , ca ll s w it h a h ig h e r p r io r it y a r e
a n s w e r e d fir s t .

Q u e u e D i r e c t o r y N u m b e r ( Q D N )
Th e fir s t a s s o cia t e d e xt e n s io n n u m b e r a s s ig n e d t o a s p lit . A n a s s o cia t e d e xt e n s io n nu m b e r is a
n u m b e r t h a t a cce s s e s t h e s p lit , e it h e r t h r o u g h in t e r n a l d ia lin g o f t h e n u m be r o r e xt e r n a l d ia lin g
o f a D ID p r e fix a n d t h e n u m b e r . A Q D N is n o t a s s ig n e d a n e q u ip m e n t lo ca t io n .

R e a l - t i m e R e p o r t s
C M S r e p o r t s t h a t d is p la y a g e n t , s p lit , t r u n k , t r u n k g r o u p , v e ct o r , o r VD N d a ta fo r t h e cu r r e n t o r
p r e v io u s h a lf- h o u r . C u r r e n t h a lf- h o u r r e a l- t im e r e p o r t s a r e co n s t a n t ly u p da t e d a s d a t a ch a n g e s
d u r in g t h e h a lf- h o u r . P r e v io u s h a lf- h o u r r e a l- t im e r e p o r t s s h o w d a t a t o t als fo r a ct iv it y t h a t
o ccu r r e d in t h e p r e v io u s h a lf- h o u r .

R e p o r t P a r a m e t e r s
A u s e r ’ s s e le ct io n o f s p e cific A C D e le m e n t s [ w h ich s p lit (s ), w h ich a g e n t (s ), e t c.] fo r a r e p o r t .
Re p o r t p a r a m e t e r s m a y a ls o in clu d e s e le ct io n o f s p e cific d a y s o r h a lf- h o u r in t e r v als a r e p o r t
s h o u ld co v e r .

R i n g b a c k
Rin g in g t h a t a ca ll e r u s u a lly h e a r s b e fo r e a ca ll is a n s w e r e d . Rin g b a ck m a y b e g e ne r a t e d b y t h e
s w it ch o r b y t h e C e n t r a l O ffice , d e p e n d in g o n t h e t r e a t m e n t s e le ct e d in t h e v e ct o r .

S p l i t
A g r o u p o f e xt e n s io n s t h a t r e ce iv e s s p e cia l- p u r p o s e ca ll s in a n e fficie n t , co s t - e ffe ct iv e m a n n e r .
N o r m a ll y , ca ll s t o a s p lit a r r iv e p r im a r ily o v e r o n e o r a fe w t r u n k g r o u p s .

S t a f f e d
A n a g e n t s t a t e in w h ich t h e a g e n t h a s n o t ifie d t h e A C D t h a t t h e a g e n t is p re p a r in g t o r e ce iv e
ca ll s . Th e a g e n t m u s t s t ill p r e s s a n o t h e r b u t t o n , e it h e r M A N U A L-IN o r A U TO M A TIC - IN , t o
a ct u a lly b e g in r e ce iv in g ca ll s .

S w i t c h
Se e t h e d e fin it io n fo r P B X .

S y n o n y m
A n a m e fo r a n A C D e le m e n t t h a t a p p e a r s o n C M S a d m in is t r a t io n s cr e e n s a n d re p o r t s fo r e a s y
id e n t ifica t io n . Fo r e xa m p le , a n a g e n t ’ s n a m e m a y b e d is p la y e d a lo n g w it h t h e a ge n t ’ s lo g in ID
n u m b e r . S y n o n y m s a r e e n t e r e d in t h e C M S D ict io n a r y s u b s y s t e m .
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S y s t e m M a n a g e m e n t T e r m i n a l ( S M T )
A s w it ch a d m in is t r a t io n t o o l fo r t h e S y s t e m 8 5 .

T h r e s h o l d
Th e n u m b e r o f o ccu r r e n ce s o f a n A C D a ct iv it y r e q u ir e d t o g e n e r a t e a n e xce p tio n . W h e n t h e
d u r a t io n o f a n a ct iv it y is d e fin e d fo r e xce p t io n ch e ck in g , t h e t h r e s h o ld is t h e n u mb e r o f
o ccu r r e n ce s in w h ich t h e a ct iv it y m e e t s o r fa ll s o u t s id e o f t h e d e fin e d d u r a t io n .

T r u n k
A t e le p h o n e lin e t h a t ca r r ie s ca ll s b e t w e e n t w o s w it ch e s , b e t w e e n a C O a n d a sw it ch , o r
b e t w e e n a C O a n d a p h o n e .

T r u n k G r o u p
A g r o u p o f t r u n k s t h a t a r e a s s ig n e d t h e s a m e d ia lin g d ig it s — e it h e r a p h o ne n u m b e r o r a D ID
p r e fix.

U s e r I D
A lo g in ID fo r a C M S u s e r .

V e c t o r
A lis t o f u p t o 1 5 s t e p s t h a t p r o ce s s ca ll s in a u s e r - d e fin e d m a n n e r . Th e s t ep s in a v e ct o r ca n
s e n d ca ll s t o s p lit s , p la y a n n o u n ce m e n t s a n d m u s ic, d is co n n e ct ca lls , g iv e ca ll s a bu s y s ig n a l, o r
r o u t e ca ll s t o o t h e r d e s t in a t io n s . C a ll s e n t e r v e ct o r p r o ce s s in g v ia VD N s , w h ich m a y h a v e
r e ce iv e d ca lls fr o m a s s ig n e d t r u n k g r o u p s , fr o m D ID t r u n k g r o u p s , fr o m o t h e r v e ct o r s, o r fr o m
e xt e n s io n s co n n e ct e d t o t h e s w it ch .

V e c t o r C o m m a n d
Th e k e y w o r d in a v e ct o r s t e p t h a t d e s cr ib e s t h e a ct io n t o b e e xe cu t e d o n a n in co min g ca ll.

V e c t o r D i r e c t o r y N u m b e r ( V D N )
A n e xt e n s io n n u m b e r t h a t is u s e d in A C D s o ft w a r e t o p e r m it ca ll s t o co n n e ct t o a v e ct o r fo r
p r o ce s s in g . A VD N is n o t a s s ig n e d a n e q u ip m e n t lo ca t io n . It is a s s ig n e d in s t e a d t o a ve ct o r . A
VD N ca n co n n e ct ca ll s t o a v e ct o r w h e n t h e ca lls a r r iv e o v e r a n a s s ig n e d a u t o m a t ic- in t r un k
g r o u p o r w h e n ca ll s a r r iv e o v e r a d ia l- r e p e a t in g (D ID ) t r u n k g r o u p a n d t h e fin a l d ig it s m a t ch
t h e VD N . Th e VD N b y it s e lf m a y b e d ia le d t o a cce s s t h e v e ct o r fr o m a n y e xt e n s io n co n n e ct e d
t o t h e s w it ch .

V e c t o r S t e p
O n e p r o ce s s in g s t e p lis t e d in a v e ct o r . A v e ct o r s t e p co n s is t s o f a co m m a n d a n d o ne o r m o r e
co n d it io n s .

V e c t o r S t e p C o n d i t i o n
A co n d it io n a cco m p a n y in g a v e ct o r co m m a n d t h a t d e fin e s t h e cir cu m s t a n ce s in w h ich th e
co m m a n d w ill b e a p p lie d t o a ca ll.
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V o i c e T e r m i n a l
A t e le p h o n e s e t , u s u a ll y w it h b u t t o n s t h a t g iv e a n a g e n t s o m e co n t r ol o v e r t h e w a y ca ll s a r e
h a n d le d .
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