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3 B C M S D e s c r i p t i o n
Th e 3 B C a ll M a n a g e m e n t S y s t e m (3 B C M S ) is a s o ft w a r e p r o d u ct u s e d b y b u s in e s s cu s t o m e r s
t h a t h a v e a n A T&T t e le co m m u n ica t io n s s w it ch a n d r e ce iv e a la r g e v o lu m e o f t e le p h o n e ca ll s
t h a t a r e p r o ce s s e d t h r o u g 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 re o f t h e s w it ch . Th e 3 B
C M S co ll e ct s ca ll - t r a ffic d a t a , fo r m a t s m a n a g e m e n t r e p o r t s , a n d p r o v id e s a n a d m in is t r a t iv e
in t e r fa ce t o t h e A C D fe a t u r e in t h e s w it ch .

Th e C M S a d m in is t r a t o r ca n a cce s s t h e C M S d a t a b a s e , g e n e r a t e r e p o r t s , a n d a ls o m o n it o r ca ll
a ct iv it ie s t o d e t e r m in e t h e m o s t e fficie n t s e r v ice p o s s ib le fo r t h e ca ll in g cu s t o me r s .

N O T E If y o u a r e a n e w C M S a d m in is t r a t o r , r e a d t h is ch a p t e r a n d C h a p t e r 2 , ‘ ‘ Ge t t in g
St a r t e d , ’ ’ t o le a r n m o r e a b o u t t h e C a ll M a n a g e m e n t Sy s t e m . If y o u a r e u nfa m ilia r
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 , s e e A p p e n d ix C , ‘ ‘ AC D B a sics . ’ ’

C M S in t e r fa ce s w it h t h e U N IX o p e r a t in g s y s t e m o f t h e 3 B co m p u t e r a n d u s e s se v e r a l U N IX
s y s t e m u t ilit ie s t o co m m u n ica t e w it h t e r m in a ls a n d p r in t e r s , lo g e r r o r s , e xe cu t e p ro ce s s e s , a n d
s o fo r t h . C M S w o r k s w it h t h e IN F O RM IX * d a t a b a s e m a n a g e m e n t s y s t e m , w h ich p r ov id e s a n
in t e r fa ce t o t h e C M S h is t o r ica l d a t a b a s e .

Th e 3 B C M S s o ft w a r e ca n r u n o n t h e fo llo w in g 3 B 2 co m p u t e r s : 3 1 0 , 4 0 0 , 5 0 0 , 5 2 2 , 60-0 , o r
1-0 0 0 M o d e l 7 0 (t h e 3 B 2 3 1 0 , 4 0 0 , 5 0 0 , a n d 6 0 0 a r e s u p p o r t e d b u t a r e n o lo n g er s o ld ) a n d ca n
b e co n n e ct e d t o t h e fo ll o w in g A T&T s w it ch e s :

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 1 (h e r e a ft e r r e fe r r e d t o a s G e n e r ic 1 )

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 (h e r e a ft e r r e fe r r e d t o a s G e n e r ic 2 )

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 (h e r e a ft e r r e fe r r e d t o a s G e n e r ic 3 i)

Sy s t e m 7 5 , Re le a s e 1 , Ve r s io n 3 (R1 V3 )

Sy s t e m 7 5 X E (R1 V3 )

Sy s t e m 8 5 , Re le a s e 2 , Ve r s io n 3 (R2 V3 )

Sy s t e m 8 5 , Re le a s e 2 , Ve r s io n 4 (R2 V4 )

D IM EN S IO N S y s t e m , Fe a t u r e P a ck a g e (FP ) 8 . 3 .

* Re g is t e r e d t r a d e m a r k o f In fo r m ix So ft w a r e , In c.
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3B CM S D e sc r i p t i on

S i n g l e a n d M u l t i p l e A C D s

D e p e n d in g o n w h ich co m p u t e r y o u h a v e a n d h o w t h e C M S s o ft w a r e w a s in s t alle d , t h e C M S
s o ft w a r e ca n co m m u n ica t e w it h u p t o fo u r A C D s . (Th e 3 B 2 3 1 0 , 4 0 0 , 5 0 0 , a n d 5 2 2 co m p u t e r s
ca n co m m u n ica t e w it h o n ly o n e A C D w h ile t h e 3 B 2 6 0 0 a n d 1 0 0 0 M o d e l 7 0 co m p u t e r s ca n
co m m u n ica t e w it h u p t o fo u r A C D s . ) If y o u r s y s t e m w a s co n fig u r e d w it h m o r e t ha n o n e A C D ,
a s e p a r a t e co p y o f t h e C M S file s t r u ct u r e u n d e r d iffe r e n t U N IX s y s t e m d ir e ct o r ie s w a s
e s t a b lis h e d fo r e a ch A C D . Th e s e C M S file s t r u ct u r e s a r e / cm s/ a cd1, / cm s/ a cd2, / cm s/ a cd3, a n d
/ cm s/ a cd4.

Re fe r e n ce s t o m u lt ip le A C D s in t h is d o cu m e n t r e fe r t o m u lt ip le - s w it ch co n fig u r a t io ns . If y o u
h a v e o n ly o n e s w it ch , y o u ca n ig n o r e m u lt ip le - A C D co n s id e r a t io n s b e ca u s e y o u r da t a w ill
a lw a y s b e u n d e r / cm s/ a cd1. A d iffe r e n t C M S lo g in ID is cr e a t e d , d u r in g in s t a ll a t io n , fo r t h e
C M S A d m in is t r a t o r o f e a ch A C D : a cd1, a cd2, a cd3, a n d a cd4.

A C D A d m i n i s t r a t i o n
U s in g t h e a p p r o p r ia t e s w it ch a d m in is t r a t io n t o o l, y o u r s w it ch a d m in is t r a t o r ca n a d d o r r e m o v e
m e a s u r e d s p lit s fr o m y o u r s y s t e m , a d m in is t e r a n n o u n ce m e n t s , a d d a g e n ts t o t h e s y s t e m ,
t e r m in a t e t r u n k g r o u p s t o s p lit s , a n d a d m in is t e r m a n y o t h e r a s p e ct s o f t h e A C D . Se e Ta b le C -
1 , ‘ ‘ M o d e l- Sp e cific D a t a o n A C D Fe a t u r e s , ’ ’ in A p p e n d ix C , ‘ ‘ A C D B a s ics , ’ ’ fo r t h e s p e cific
a d m in is t r a t io n t o o l u s e d w it h y o u r s w it ch t o m a k e t h e s e ch a n g e s .

N O T E Th e p r im a r y C M S a d m in is t r a t o r s h o u ld co o r d in a t e w it h t h e s w it ch a d m in is t r a t o r to b e
s u r e t h a t t h e n e e d e d A C D / C M S co n fig u r a t io n is u n d e r s t o o d b y b o t h .

3 B C M S V e c t o r i n g F e a t u r e

C a ll Ve ct o r in g , w h ich is a v a ila b le o n t h e G e n e r ic 3 i, G e n e r ic 2 , a n d S y s t e m 8 5 , R2 V4 s w it ch e s ,
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 . Th e
3 B C M S s o ft w a 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 on t h e
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 . In a d d it io n , 3 B C M S p r o v id e s
r e p o r t in g ca p a b ilit y o n v e ct o r s a n d VD N s fo r G e n e r ic 3 i, G e n e r ic 2 , a n d Sy s t e m 85 s w it ch e s
t h a t h a v e v e ct o r in g .

O n G e n e r ic 2 a n d S y s t e m 8 5 , t h e 3 B C M S Ve ct o r in g fe a t u r e a ll o w s y o u t o cr ea t e , co p y , e d it ,
a n d d e le t e C a ll Ve ct o r s (v e ct o r t a b le s ). C a ll v e ct o r s a r e u s e r d e fin a b le , m u lt is t e p r o ut in g t a b le 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 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 .

1-2 I n t r o d u c t i o n



3B CM S D e sc r i p t i on

If y o u r s y s t e m h a s t h is fe a t u r e , r e fe r t o 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
(5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r d e t a ile d p r o ce d u r e s , b a ck g r o u n d in fo r m a t io n , a n d r e fe r e n ce
m a t e r ia l.

3 B C M S G r a p h i c s P a c k a g e

Th e 3 B C M S G r a p h ics P a ck a g e u s e s b a r g r a p h s t o g r a p h ica ll y r e p r e s e n t re a l- t im e o r h is t o r ica l
d a t a fo r v a r io u s a g e n t , s p lit , v e ct o r d ir e ct o r y n u m b e r , o r s y s t e m a ct iv it ie s s u ch a s A C D ca ll s ,
ca ll s a b a n d o n e d , a v e r a g e s p e e d o f a n s w e r , e t c. Th e b a r g r a p h s a r e m os t u s e fu l a s a q u ick
r e fe r e n ce o n A C D a ct iv it y .

Th e g r a p h ics p a ck a g e w o r k s o n m o n o ch r o m e o r co lo r t e r m in a ls w it h t h r e e le v e ls of
co lo r / in t e n s it y in d ica t o r s fo r n o r m a l, ca u t io n , a n d w a r n in g s it u a t io n s . Se e t he 3B Ca ll
M an ag em en t Sy st em Gra ph i cs A d m i n ist ra t i o n (5-8 5 - 2 1 5 - 5 0 5 ) d o cu m e n t fo r m o r e in fo r m a t io n .

I m p o r t a n t T e r m s

B e fo r e a d m in is t e r in g y o u r C M S, y o u n e e d t o k n o w t h e m e a n in g o f s e v e r a l t e r m s . Th e s e t e r m s
a r e a ls o d e fin e d in t h e ‘ ‘ G lo s s a r y . ’ ’

Re al - T i m e D at ab as e — C o n s is t s o f t h e cu r r e n t a n d p r e v io u s h a lf- h o u r d a t a o n
e a ch C M S - m e a s u r e d 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 , a n d Ve ct o r D ir e ct o r y
N u m b e r (VD N ).

Hi s t o r i ca l D at ab as e — C o n t a in s h a lf- h o u r r e co r d s fo r u p t o 3 1 d a y s in t h e p a s t
a n d d a ily r e co r d s fo r u p t o 3 8 7 d a y s in t h e p a s t fo r e a ch C M S - m e a s u r e d a g en t ,
s p lit , t r u n k , t r u n k g r o u p , v e ct o r , a n d VD N .

Cu r r e n t In t e r v al — Re p r e s e n t s t h e cu r r e n t h a lf- h o u r , p a r t o f t h e r e a l- t im e
d a t a b a s e .

Pr e v i o u s In te r v al — Re p r e s e n t s o n e h a lf h o u r , p a r t o f t h e r e a l- t im e d a t a b a s e . A t
t h e e n d o f e a ch h a lf h o u r , t h e co n t e n t s o f t h e cu r r e n t h a lf h o u r a r e co p ie d t o t h e
p r e v io u s h a lf- h o u r p o r t io n .

D ai l y D at a — D a t a t h a t h a s b e e n co n v e r t e d t o a 1 - d a y s u m m a r y .

Re al - T i m e Re p o r ts — G iv e in fo r m a t io n o n t h e cu r r e n t A C D a ct iv it y o f a g e n t s ,
s p lit s , t r u n k s , t r u n k g r o u p s , v e ct o r , a n d VD N .

Hi s t o r i ca l Re p o r ts — 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 n k g r o u p ,
v e ct o r , o r VD N a ct iv it ie s .
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Ca l l Pr o f i l e Re p o r t — U s e d w it h r e a l- t im e r e p o r t s a n d s h o w s t h e w a it t im e s o f
in co m in g ca lls h a n d le d a n d a b a n d o n e d in a s p lit d u r in g t h e cu r r e n t h a lf h o u r .
U s e d t o d e t e r m in e w h a t a n s w e r in g s p e e d is r e q u ir e d t o r e d u ce a b a n d o n e d ca ll s .

D ai l y Ca l l Pr o f i l e Re p o r t — U s e d w it h h is t o r ica l r e p o r t s a n d s h o w s t h e w a it
t im e s o f in co m in g ca ll s h a n d le d a n d a b a n d o n e d in a s p lit d u r in g a s p e cifie d d a y .
A ls o u s e d t o d e t e r m in e w h a t a n s w e r in g s p e e d is r e q u ir e d t o r e d u ce a b a n d o n ed
ca ll s .

E x ce p t i o n Re p o r ts — D is p la y o ccu r r e n ce s o f u n u s u a l ca ll - h a n d lin g e v e n t s .

F o r e cas t Re p o r ts — D is p la y e xp e ct e d ca ll t r a ffic a n d a g e n t / t r u n k g r o u p
r e q u ir e m e n t s fo r y o u r ca ll ce n t e r fo r a p a r t icu la r d a y o r p e r io d in t h e fu t u r e .

A g e n t T r ace Re p o r t — D is p la y s , b y in d iv id u a l a g e n t , e v e r y a ct iv it y p e r fo r m e d fo r
a s p e cifie d t im e p e r io d .

Cu s t o m Re p o r ts — Re a l- t im e o r h is t o r ica l r e p o r t s t h a t h a v e b e e n cu s t o m iz e d fr o m
s t a n d a r d r e p o r t s o r cr e a t e d fr o m s cr a t ch . S e e t h e 3B CM S 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 fo r m o r e in fo r m a t io n .
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A C D / C M S P a r a m e t e r s
Ta b le 1 - 1 s h o w s t h e m a xim u m v a lu e s o f 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 ) p ar a m e t e r s
s u p p o r t e d b y t h e A T&T P r iv a t e B r a n ch Exch a n g e s (P B X s ), w h ile Ta b le 1 - 2 s h o w s t h e m a xim u m
v a lu e s o f t h e A C D p a r a m e t e r s s u p p o r t e d b y t h e 3 B C M S - a p p r o v e d 3 B 2 co mp u t e r s .

T a b l e 1-1 A C D Param e t e r s S u p p o r te d b y A T & T S w i t ch e s

A C D Param e t e r s
Ho s t S w i t ch

S p l i t s A g e n t s T r u n k T r u n k s V e ct o r s V D N s C al l A r r i v al s
Gro u p s ( Pe r Ho u r )

D IM EN S IO N 3 0 5 1 2 1 8 - 2 5 5 † 1 ,6 0 0 n / a n / a 2 0 ,0 0 0

Sy s t e m 7 5 3 2 2 0 0 6 0 2 0 0 n / a n / a 2 ,0 0 0 †
R1 V3

G e n e r ic 1 , 1 .1 3 2 * 4 0 0 9 9 4 0 0 n / a n / a 4 ,0 0 0 * * o r 5 ,5 0 0 ‡

G e n e r ic 3 i 9 9 5 0 0 9 9 4 0 0 2 5 6 5 0 0 7 ,0 0 0

Sy s t e m 8 5 3 0 1 ,0 2 4 1 8 - 2 5 5 † 6 ,0 0 0 n / a n / a 2 0 ,0 0 0
R2 V3

Sy s t e m 8 5 6 0 1 ,0 2 4 1 8 - 9 9 9 † 6 ,0 0 0 1 2 8 3 2 ,0 0 0 2 5 ,0 0 0 (Ve ct o r in g )
R2 V4 3 2 ,0 0 0 (N o Ve ct o r in g )

G e n e r ic 2 .1 6 0 1 0 2 4 1 8 - 9 9 9 † 6 ,0 0 0 1 2 8 3 2 ,0 0 0 2 5 ,0 0 0 (Ve ct o r in g )
3-2 ,0 0 0 (N o Ve ct o r in g )

* 9 9 s p lit s a r e a v a ila b le o n t h e G e n e r ic 1 . 1 L o a d 5 . 0 P B X . F o r e a r lie r v e r s io n s of G e n e r ic 1 , t h e n u m b e r o f

a v a ila b le s p lit s is 3 2 .

† Th e s w it ch ca n h a v e a m a xim u m o f 9 9 9 t r u n k g r o u p s , b u t C M S ca n o n ly m e a s u r e 2-3 8 t r u n k g r o u p s . In
a d d it io n , t o b e m e a s u r e d , a t r u n k gr o u p m u s t b e a s s ig n e d a t r u n k g r o u p n u mb e r fr o m 1 8 t o 2 5 5 .

* * Th e s e r a t e s a s s u m e a n id e a l A C D s ce n a r io in w h ich in co m in g AC D ca ll s co m p r is e 1 0 0 % of ca ll t r a ffic
o n t r u n k s t o t h e P B X a n d t h e ca ll s a r e e q u a lly d iv id e d b e t w e e n t w o ge n e r a l t yp e s o f s p lit s , e a ch w it h t h e
fo ll o w in g ca ll flo w :

F o r t h e fir s t t y p e o f s p lit , ca ll s r e ce iv e a fo r ce d fir s t a n n o u n ce m e n t a n d a r e t h e n an s w e r e d
im m e d ia t e ly .
F o r t h e s e co n d t y p e o f s p lit , ca ll s go in t o q u e u e , w h e r e h a lf o f t h e ca lls r e ce iv e a fir st
a n n o u n ce m e n t a n d a r e t h e n a n s w e r e d im m e d ia t e ly a n d t h e o t h e r h a lf r e ce iv e a fir s t
a n n o u n ce m e n t , a s e co n d a n n o u n ce m e n t , a n d a r e t h e n a n s w e r e d im m e d ia t e ly .

If o t h e r a p p lica t io n s o r o t h e r t y p e s o f ca ll flo w a r e in v o lv e d w it h t h e P B X , ca ll a r r iv a ls will b e lo w e r .

‡Th e 5 , 5 0 0 ca ll a r r iv a l r a t e o n G e n e r ic 1 a p p lie s o n l y t o t h e G e n e r ic 1 . 1 Lo a d 5 .0 P B X . F o r e a r lie r
v e r s io n s o f t h e G e n e r ic 1 P B X , t h e ca ll a r r iv a l r a t e is 4 , 0 0 0 .

.
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T a b l e 1-2 A C D Param e t e r s S u p p o r te d b y 3B CM S

3B C M S H o s t C o m p u t e r s
A C D Param e t e r s

3B2 310, 400 3B2 500, 522 3B2 600, 1000 M o d e l 70

A g e n t s * 4 0 0 1 ,0 2 3 1 ,0 2 3 †
Sp lit s * 6 0 6 0 6 0 †

Tr u n k G r o u p s * 2 3 8 * * 2 3 8 * * 2 3 8 * * †
Tr u n k s * 7 0 0 / 1 0 0 1 ,4 0 0 / 1 0 0 1 ,4 0 0 / 1 0 0 †

Ve ct o r s * 1 2 8 1 2 8 1 2 8 †
VD N s * 2 5 5 2 5 5 2 5 5 †

C a ll A r r iv a ls P e r H o u r * 1 0 ,0 0 0 2 5 ,0 0 0 3 5 ,0 0 0 †
Th e m a xim u m n u m b e r
o f ca ll s t h e 3 B 2 6 0 0 a n d
1-0 0 0 M o d e l 7 0 ca n
h a n d le fo r a ll A C D s is
8-0 ,0 0 0 .

N u m b e r o f A C D s 1 1 4
H r . D a t a (D a y s ) 3 1 3 1 3 1

D a ily D a t a (D a y s ) 3 8 7 3 8 7 3 8 7

* Th e m a xim u m s o f t h e lis t e d p a r a m e t e r s ca n n o t b e a ch ie v e d s im u lt a n e o u s ly (r e fe r
t o t h e s e ct io n s Di sk M em o ry Siz i n g Gu i d el i n es a n d Pr o ces so r O cc u p an cy fo r a
d e s cr ip t io n o f t h e co n s t r a in t s ).

† S in ce C M S o n a 3 B 2 6 0 0 a n d 1 0 0 0 M o d e l 7 0 ca n h a n d le u p t o 4 A C D s , t h e s e
v a lu e s ca n t h e o r e t ica lly b e m u lt ip lie d b y 4 . Th e s e a r e m a xim u m v a lu e s p e r A C D
co n n e ct e d t o t h e 3 B 2 6 0 0 a n d 1 0 0 0 M o d e l 7 0 a n d a r e fo r a G e n e r ic 2 A C D . If th e
cu s t o m e r h a s a d iffe r e n t s w it ch , t h e s e v a lu e s co u ld b e lo w e r . S e e t h e 3B CM S
Plan n i n g, Co n fi gu ra t i o n an d I m p l em en t at i o n (5-8 5 - 2 1 5 - 6 0 1 ) d o cu m e n t fo r m o r e
in fo r m a t io n .

* * O n a Sy s t e m 8 5 R2 V4 / G e n e r ic 2 , C M S ca n m e a s u r e o n ly t r u n k g r o u p s n u m b e r e d
fr o m 1 8 t o 2 5 5 .

N O T E Y o u r s w it ch a n d C M S w ill p r o b a b ly b e co n fig u r e d d iffe r e n t ly t h a n t h e m a xim u m
v a lu e s s h o w n in Ta b le s 1 - 1 a n d 1 - 2 . M a k e n o t e o f t h e s e d iffe r e n ce s . Y o u w ill ne e d
y o u r p a r t icu la r C M S v a lu e s t o in it ia ll y s t a r t a d m in is t e r in g C M S .

N O T E In Ta b le 1 - 2 t h e n u m b e r o f a g e n t s e a ch co m p u t e r s u p p o r t s r e p r e s e n t s t h e m a xim u m
n u m b e r o f a g e n t s t h a t C M S ca n s im u lt a n e o u s ly t r a ck . In a ct u a lit y , C M S ca n k e e p
r e co r d s fo r a s m a n y a g e n t s a s t h e r e a r e p o s s ib le lo g in ID s . Th e r e fo r e , if a ca ll ce n t e r
h a s t h r e e s h ift s , w it h 1 0 2 3 a g e n t s a ct iv e p e r s p lit , C M S o n a 3 B 2 / 1 0 0 0 M o d e l 7 0
co u ld p r o v id e d a t a fo r 3 0 6 9 d iffe r e n t lo g in ID s .
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N O T E C M S m e a s u r e m e n t o f A U D IX * s y s t e m s p lit s is n o t r e co m m e n d e d . Th e C M S D a ily
L o g in a n d Lo g o u t r e p o r t fo r a n A U D IX s y s t e m s p lit w ill s h o w a n u n u s u a l n u mb e r o f
lo g in s a n d lo g o u t s s in ce A U D IX s y s t e m p o r t s a r e a u t o m a t ica ll y lo g g e d in / o u t ea ch
h a lf- h o u r . Th is n u m b e r o f lo g in s a n d lo g o u t s ca n u s e s u b s t a n t ia l a m o u n t s o f d is k
s p a ce .

If a n A U D IX s y s t e m s p lit is a d m in is t e r e d o n t h e s w it ch , t h e s p lit ’ s n u m b e r s h ou ld b e
h ig h e r t h a n t h a t o f a n y C M S- m e a s u r e d s p lit s in ce C M S - m e a s u r e d s p lit n u m be r s m u s t
b e in s e q u e n ce s t a r t in g fr o m 1 .

M e a s u r e d a n d U n m e a s u r e d T r u n k s

Th e e n t r ie s fo r t r u n k s u n d e r t h e 3 B 2 / 4 0 0 , 3 B 2 / 5 2 2 , a n d 3 B 2 / 1 0 0 0 M o d e l co m pu t e r co lu m n s in
Ta b le 3 - 2 a r e m e a s u r e d a n d u n m e a s u r e d t r u n k s . A m in im u m o f 1 0 0 u n m e a s u re d t r u n k s a r e
p r o v id e d b y d e fa u lt . Th is n u m b e r o f u n m e a s u r e d t r u n k s is r e q u ir e d fo r in t r a - P B X ca lls t o s p lit s
a n d fo r t r a n s fe r r in g ca ll s (t r a n s fe r s s e iz e a n u n m e a s u r e d t r u n k o n ly u n t il t h e tr a n s fe r is
co m p le t e ). O n a G e n e r ic 3 i s w it ch w it h C a ll Ve ct o r in g , a d d it io n a l u n m e a s u r e d t ru n k s (o v e r a n d
a b o v e t h e b a s e o f 1 0 0 u n m e a s u r e d t r u n k s ) a r e r e q u ir e d if ca lls w ill b e q u e u e d to m u lt ip le s p lit s
s im u lt a n e o u s ly .

If m o r e t h a n 1 0 0 u n m e a s u r e d t r u n k s a r e n e e d e d fo r a n A C D , t h e m a xim u m n u m b er o f
m e a s u r e d t r u n k s w ill d e cr e a s e a cco r d in g ly . F o r e xa m p le , o n a 3 B 2 / 1 0 0 0 M o d e l 7 0 , w h ich
s u p p o r t s a t o t a l o f 1 5 0 0 m e a s u r e d a n d u n m e a s u r e d t r u n k s fo r t h e A C D , yo u m ig h t ch o o s e t o
h a v e 3 0 0 u n m e a s u r e d t r u n k s , w h ich w ill le a v e 1 2 0 0 t r u n k s a v a ila b le fo r m e a s u r e me n t .

N O T E A P B X ca n a ct u a ll y s u p p o r t m a n y m o r e u n m e a s u r e d t r u n k s t h a n s h o w n in Ta b le 3- 2
— w i t h o u t af f e ct i n g th e av ai l ab l e n u m b e r o f m e as u r e d t r u n k s. H o w e v e r , t h e s e
a d d it io n a l t r u n k s ca n o n ly b e u s e d fo r n o n - A C D p u r p o s e s . U s in g a d d it io n a l
u n m e a s u r e d t r u n k s fo r A C D w ill al w ay s r e d u ce t h e a v a ila b le n u m b e r o f m e a s u r e d
t r u n k s .

U n m e a s u r e d T r u n k s F o r M u l t i p l e S p l i t Q u e u i n g
O n a G e n e r ic 3 i s w it ch w it h C a ll Ve ct o r in g , a ca ll m a y q u e u e t o u p t o t h r e e s plit s
s im u lt a n e o u s ly . H o w e v e r , a ft e r o ccu p y in g a m e a s u r e d t r u n k a n d q u e u in g t o o n e s p lit , t h e ca ll
w ill o ccu p y a n u n m e a s u r e d t r u n k fo r e a ch a d d it io n a l s p lit t h e ca ll q u e u e s t o . Th e re fo r e , if a
ca ll is q u e u e d t o t h r e e s p lit s s im u lt a n e o u s ly , t h e ca ll w ill o ccu p y o n e m e a s u r e d t r u n k a n d t w o

* Tr a d e m a r k o f AT &T.
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u n m e a s u r e d t r u n k s . W h e n t h e ca ll co n n e ct s t o a n a g e n t in a s p lit , t h e ca ll w ill co n t in u e t o
o ccu p y t h e m e a s u r e d t r u n k , r e g a r d le s s o f w h ich s p lit it is a n s w e r e d in , a n d t h e t w o u n m e a s u r e d
t r u n k s b e co m e a v a ila b le a g a in .

Th e u n m e a s u r e d t r u n k s t h a t a r e u s e d in m u lt ip le s p lit q u e u in g r e d u ce o n a o n e -t o - o n e b a s is t h e
n u m b e r o f m e a s u r e d t r u n k s a v a ila b le o n t h e G e n e r ic 3 i s w it ch . To d e t e r m in e ho w m a n y
u n m e a s u r e d t r u n k s a r e n e e d e d fo r m u lt ip le s p lit q u e u in g , d o t h e fo ll o w in g :

1 Est im a t e t h e m a xim u m n u m b e r o f ca ll s Nca lls t h a t , a t a n y p o in t in t im e , w ill b e
q u e u e d a cr o s s a ll s p lit s o n t h e A C D .

If a n e s t im a t e ca n n o t b e m a d e b a s e d o n h is t o r ica l e xp e r ie n ce , u s e t h e fo ll o w in g
fo r m u la t o ca lcu la t e m a xim u m q u e u e d ca ll s o n t h e A C D :

Nca lls Nag en t s Tag o cc

Tw ait

W h e r e :

Nag en t s is t h e e xp e ct e d n u m b e r o f a g e n t s s im u lt a n e o u s ly lo g g e d in

Tw ait is t h e e xp e ct e d a v e r a g e t im e in s e co n d s t h a t a ca ll e r w ill w a it in
q u e u e b e fo r e h a n g in g u p

Tag o cc is t h e e xp e ct e d a v e r a g e t im e in s e co n d s t h a t a n a g e n t w ill s p e n d o n
a ca ll , in clu d in g a ft e r - ca ll - w o r k .

2 Est im a t e t h e a v e r a g e n u m b e r o f s p lit s Nspl it s t h a t a ca ll m ig h t q u e u e t o . Th is
a v e r a g e ca n b e d e t e r m in e d w it h t h e fo ll o w in g fo r m u la :

Nspl it s Nn on m sq ca lls Nm sq calls

Nn on m sq ca lls (Nm sq calls
.Nqu eu ed )

W h e r e :

Nn on m sq ca lls is t h e m a xim u m n u m b e r o f ca ll s p e r h o u r t h a t d o n o t q u e u e t o
m u lt ip le s p lit s

Nm sq calls is t h e m a xim u m n u m b e r o f ca ll s p e r h o u r t h a t q u e u e t o m u lt ip le
s p lit s

Nqu eu ed is t h e a v e r a g e n u m b e r o f s p lit s a ca ll w ill s im u lt a n e o u s ly q u e u e t o
in a m u lt ip le s p lit s ce n a r io

3 F in d t h e n u m b e r o f u n m e a s u r e d t r u n k s Nt ru n ks w it h t h e fo ll o w in g e q u a t io n :

Nt ru n ks Nca lls
.(Nspl it s 1 )
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A d d t h is n u m b e r o f u n m e a s u r e d t r u n k s in t o o n e o f t h e fo r m u la s in t h e fo ll o w in g s e ct io n ,
M e a s u r e d Tr u n k s A v a ila b le O n t h e S w it ch . ’ ’ Th e s e fo r m u la s a r e u s e d t o d e te r m in e t h e n u m b e r
o f m e a s u r e d t r u n k s a v a ila b le o n t h e s w it ch . Th e n u m b e r o f u n m e a s u r e d t r u nk s is r e p r e s e n t e d
in t h e fo r m u la s b y u.

M e a s u r e d T r u n k s A v a i l a b l e O n t h e S w i t c h

Th e m e a s u r e d t r u n k s a v a ila b le ca n b e d e t e r m in e d a s fo ll o w s :

F o r t h e 3 B 2 5 0 0 , 5 2 2 , 6 0 0 a n d 1 0 0 0 M o d e l 7 0 co m p u t e r s :

t 1-4 0 0 m ax (u 1-0 0 , 0 )

W h e r e t is t h e n u m b e r o f m e a s u r e d t r u n k s a n d u is t h e n u m b e r o f u n m e a s u r e d t r u n k s .

F o r e xa m p le , 3 B C M S r e s id in g o n a 3 B 2 / 4 0 0 co m p u t e r is u s e d t o m o n it o r a n A CD w it h 1 5 0
u n m e a s u r e d t r u n k s . Th e m a xim u m n u m b e r o f m e a s u r e d t r u n k s t h a t t h e 3 B C MS w ill b e a b le
t o m o n it o r ca n b e d e t e r m in e d a s fo ll o w s :

t 7 0 0 m ax (u 1-0 0 , 0 )

t 7 0 0 m ax (1-5 0 1 0 0 , 0 )

t 7 0 0 5 0

t 6-5 0

F o r t h is e xa m p le , 3 B C M S w ill o n ly b e a b le t o m o n it o r 6 5 0 m e a s u r e d t r u n k s .
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T e r m i n a l s

D is p la y t e r m in a ls co n n e ct e d t o t h e 3 B co m p u t e r a n d p r o p e r ly id e n t ifie d t o t h e co m p u t e r ca n b e
u s e d t o a d m in is t e r t h e C a ll M a n a g e m e n t S y s t e m . In a d d it io n , t h e U N IX s y s te m ca n b e a cce s s e d
b y t h e s e t e r m in a ls . If t e r m in a ls in co m p a t ib le w it h t h e C M S a p p lica t io n a r e u s ed , if t e r m in a ls
a r e n o t p r o p e r ly id e n t ifie d w it h in t h e C M S e n v ir o n m e n t , o r if t e r m in a l o p tio n s a r e n o t p r o p e r ly
s e t u p , t h e t e r m in a ls w ill n o t o p e r a t e co r r e ct ly . Th e fo ll o w in g t e r m in a ls h a ve b e e n a p p r o v e d
fo r u s e w it h t h e 3 B C M S s o ft w a r e a p p lica t io n :

A T&T D A TA S P EE D * 4 4 2 5 Te r m in a l

6 0 5 B u s in e s s C o m m u n ica t io n s Te r m in a l (B C T)

6 1 0 B C T

6 1 5 M u lt it a s k in g (M T) Te r m in a l

6 1 5 C o lo r M u lt it a s k in g (C M T) Te r m in a l

N O T E Y o u m u s t h a v e a 6 1 5 co lo r t e r m in a l t o h a v e co lo r g r a p h ic r e p o r t s . A ls o ,
y o u m u s t s e le ct 615c a s y o u r t e r m in a l t y p e if y o u w a n t co lo r w it h t h e
g r a p h ics p a ck a g e .

6 2 0 M u lt it a s k in g G r a p h ics (M TG ) Te r m in a l

* Re g is t e r e d t r a d e m a r k o f A T&T.
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7 0 5 M u lt it a s k in g Te r m in a l

A T&T 6 5 0 0 D is p la y Te r m in a ls (6 5 2 8 , 6 5 2 9 , 6 5 3 8 , a n d 6 5 3 9 ) w it h v t 2 2 0 t e r m in a l
e m u la t io n . Se e A p p e n d ix B , 6 5 0 0 D is p la y Te r m in a ls ’ ’ fo r m o r e in fo r m a t io n .

N O T E 6-5 0 0 t e r m in a ls a r en o t s u it a b le fo r r u n n in g g r a p h r e p o r t s b e ca u s e t h e y d o
n o t o ffe r t h e d im , n o r m a l, a n d b r ig h t in t e n s it y le v e ls r e q u ir e d fo r e ffe ct iv e
g r a p h r e p o r t s .

Se e C h a p t e r s 8 a n d 9 in 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 )
fo r in fo r m a t io n a b o u t o t h e r t e r m in a l r e q u ir e m e n t s a n d fo r t r o u b le s h o o t in g.

Se e C h a p t e r 1 2 fo r t e r m in a l s e t u p in fo r m a t io n o n a ll t e r m in a ls . Fo r t h e 6 1 5 C M T t er m in a l, s e e
t h e 3B CM S Gra ph i cs A d m i n ist ra t i o n (5-8 5 - 2 1 5 - 5 0 5 ) d o cu m e n t fo r m o r e s p e cific in fo r m a t io n .

A m o n g t h e fe a t u r e s t h a t t e r m in a ls r e q u ir e in t h e C M S a p p lica t io n a r e :

Scr e e n - la b e le d k e y s (S LK s ) t h a t ca n d is p la y 2 lin e s o f ch a r a ct e r s , w it h 8 ch a r a ct e r s
e a ch . Se e S cr e e n - La b e le d K e y s (SLK 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 .

N O T E F o r t h e 6 5 0 0 d is p la y t e r m in a l fe a t u r e s , s e e A p p e n d ix B .

A-1 3 2 - co lu m n d is p la y . Th is is r e q u ir e d fo r v ie w in g a n d e d it in g h is t o r ica l r e p o r t s a t
y o u r t e r m in a l.

N O T E W h e n r e q u ir e d , t h e 1 3 2 - co lu m n fe a t u r e o f t h e t e r m in a l w ill b e
a u t o m a t ica lly in v o k e d b y C M S .

C o n s o l e T e r m i n a l

O n e s y s t e m t e r m in a l (n o t a 6 5 0 0 d is p la y t e r m in a l) s h o u ld b e s e t u p a s t h e C o n so le Te r m in a l.
Th is t e r m in a l co n n e ct s t o t h e A la r m In t e r fa ce C ir cu it (A IC ), a n d t h e A IC co n n e ct s t o t h e
C o n s o le P o r t o n t h e 3 B co m p u t e r .

Th e co n s o le t e r m in a l is in s t a ll e d a n d w ir e d t o a ll o w A T&T Se r v ice s t e ch n icia n s t o r em o t e ly lo g
in t o y o u r s y s t e m t o h e lp d ia g n o s e t h e ca u s e s o f r e m o t e a la r m s o r o t h e r t r o u b le s . If y o u a r e
u s in g t h e co n s o le t e r m in a l a n d a n A T&T S e r v ice s t e ch n icia n lo g s in t o y o u r s y s t e m , y o u m a y
lo s e co n t r o l o f t h e co m p u t e r . Th e r e fo r e , i t i s r e co m m e n d e d t h at t h e co n s o l e t e r m i n al n o t b e
u s e d i n n o r m al C M S ad m i n i s t r at i o n.
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P r i n t e r s

A ll C M S s it e s r e q u ir e a t le a s t o n e s y s t e m p r in t e r . P r in t e r s a r e u s e d t o pr in t C M S h is t o r ica l,
fo r e ca s t , a n d e xce p t io n r e p o r t s ; e r r o r lo g s ; a n d s o fo r t h . A ll p r in t e r s a r e n a me d t o t h e s y s t e m ,
a n d t h e C M S a d m in is t r a t o r s h o u ld k n o w t h e s e n a m e s . O n e p r in t e r is id e n t ifie d d u r in g C M S
in s t a lla t io n a s t h e d e f au l t p r i n t e r. W h e n y o u e xe cu t e a C M S p r in t r e q u e s t , t h e p r in t jo b w ill
n o r m a ll y b e r o u t e d t o t h e d e fa u lt p r in t e r , u n le s s t h e p r in t e r d e s t in at io n h a s b e e n a d m in is t e r e d
d iffe r e n t ly .

Th e p r in t e r s e le ct s cr e e n w ill a p p e a r w h e n e v e r a u s e r r e q u e s t s t h e fo ll o w in g r ep o r t s :
Hi s t o r i ca l , F o r e cas t , E x ce p t i o n, A g e n t T r ace , a n d E r r o r L o g. S e e U s e o f C M S M e n u s , Scr e e n s ,
a n d K e y b o a r d ’ ’ in t h is ch a p t e r fo r m o r e in fo r m a t io n .

Ea ch u s e r w it h a C M S lo g in w ill r e q u ir e t h e u s e o f a p r in t e r . Th is p r in t e r ca n b e t he d e fa u lt
p r in t e r , b u t it ca n b e a n y s y s t e m p r in t e r .

N O T E W h e n y o u s e n d a r e p o r t t o t h e t e r m in a l, y o u a r e p la ce d in a U N IX s y s t e m ed it o r , b u t
w it h r e d u ce d fu n ct io n a lit y .

F o r a co m p le t e lis t in g o f co m p a t ib le p r in t e r s , s e e t h e 3B Ca ll M an a g em en t Sy st em Plan n i n g ,
C o n fi g u ra t i o n , an d I m p l em en t a t i o n (5-8 5 - 2 1 5 - 6 0 1 ) d o cu m e n t .
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T h e C M S M e n u s , S c r e e n s , a n d K e y b o a r d
F o r a C M S u s e r w it h a cce s s t o a ll s u b s y s t e m s , t h e C M S M a in M e n u lo o k s lik e Fi g ur e 1 - 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

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

MA I N M E NU

[ ] R E P O RT S
[ ] D I C T IO N A R Y
[ ] C O N F IG U R A T I ON
[ ] S C H E DU L E
[ ] F O R E CA S T
[ ] E X C E PT I O N S
[ ] C U S T OM R E P O R TS C R E A T IO N
[ ] A D M I NI S T R A T IO N
[ ] M A I N TE N A N C E
[ ] U N I X
[ ] M A I L
[ ] P A S S WO R 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
HE L P PR I N T LO GO U T

F i g u r e 1-1 CM S M ai n M e n u

N O T E Re fe r t o 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
fo r in fo r m a t io n o n C u s t o m Re p o r t s C r e a t io n .
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3 B C M S M a i n a n d S u b s y s t e m M e n u s / S c r e e n
O r g a n i z a t i o n

[ ] R E POR T S*
St a n d a r d
[ ] Re a l- Tim e
[ ] H is t o r ica l

C u s t o m
[ ] Re a l- Tim e
[ ] H is t o r ica l

[ ] DI CT I O N A R Y *
[ ] Lo g in - Id e n t ifica t io n s
[ ] A g e n t - G r o u p s
[ ] Ext e n s io n - G r o u p s
[ ] C a lcu la t io n s
[ ] C o n s t a n t s
[ ] D a t a b a s e - It e m s
[ ] Sp lit - Sy n o n y m s
[ ] Tr u n k - G r o u p - Sy n o n y m s

[ ] CON F IGU R A T I O N *
Sp lit
[ ] Ext e n s io n - A s s ig n m e n t s
[ ] Tr u n k - G r o u p - A s s ig n m e n t s†
[ ] P a r a m e t e r - A d m in is t r a t io n†
[ ] C a ll - P r o file - Ad m in is t r a t io n
[ ] A g e n t Tr a ce

[ ] SC H E DU LE
[ ] Sch e d u le r
[ ] P r o g r a m Ed it o r

[ ] F O R E C A ST
Re p o r t s
[ ] Lo n g - Te r m
[ ] In t r a d a y
[ ] C u r r e n t - D a y
[ ] Sp e cia l- D a y
[ ] A g e n t - P o s it io n s - Re q u ir e d
[ ] Tr u n k - En g in e e r in g

Ad m in is t r a t io n
[ ] Sp e cia l- D a y s
[ ] C a ll - C h a r a ct e r is t ics
[ ] Tr u n k - G r o u p - B lo ck in g
[ ] W e ig h t in g - C o e fficie n t s

[ ] E X CE P T I O N S*
Re p o r t s
[ ] Sp lit s
[ ] Tr u n k - G r o u p s

Ad m in is t r a t io n
[ ] Sp lit s
[ ] Tr u n k - G r o u p s

[ ] CUST O M R E P O R T S CR E A T I O N
St a n d a r d Re p o r t s
[ ] Re a l- t im e Re p o r t s
[ ] H is t o r ica l Re p o r t s

C u s t o m Re p o r t s
[ ] Re a l- t im e Re p o r t s
[ ] H is t o r ica l Re p o r t s

[ ] A DM I N I ST R A T I O N *
[ ] Sy s t e m - A cce s s
[ ] Sp lit - Acce s s
[ ] Tr u n k - G r o u p - A cce s s

[ ] M A I N T E N A N CE
[ ] B a ck u p - D a t a
[ ] Re s t o r e - D a t a
[ ] A r ch iv e - P a r a m e t e r s
[ ] D a ily - D a t a - Ar ch iv e
[ ] Se s s io n - St a t u s
[ ] Er r o r - Lo g
[ ] Fo r e ca s t M a n a g e r

[ ] U N I X SY ST E M

[ ] M A I L

[ ] PA SSWO R D

* If y o u h a v e a G e n e r ic 2 o r S y s t e m 8 5 R2 V4 w it h t h e Ve ct o r in g fe a t u r e , y o u r m e n u will b e d iffe r e n t . S e e
t h e 3B Ca ll M an ag em en t Sy st em V ect o r in g A d m i n i st ra t i o n (5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r m o r e in fo r m a t io n .

†If y o u h a v e a G e n e r ic 1 o r S y s t e m 7 5 , y o u w ill n o t h a v e t h is m e n u it e m .
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T h e C M S S c r e e n H e a d e r I n f o r m a t i o n

F ig u r e 1 - 2 s h o w s a t y p ica l C M S d a t a - e n t r y s cr e e n h e a d e 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

F i g u r e 1-2 T h e C M S S cr e e n He ad e r

Th e t o p lin e o f e a ch C M S d a t a - e n t r y s cr e e n a lw a y s a p p e a r s in r e v e r s e v id e o a n d ha s t h e
fo ll o w in g in fo r m a t io n :

Th e n a m e o f t h e a p p lica t io n , C a ll M a n a g e m e n t S y s t e m ’ ’

Th e n a m e o f t h e s w it ch y o u a r e lin k e d t o

Th e s t a t u s o f t h e lin k (U p , D o w n , o r U p b u t O u t - o f- S y n c’ ’ )

If t h e 3 B a n d s w it ch clo ck a r e m o r e t h a n 5 m in u t e s a p a r t , y o u s h o u ld r e s e t o n e
o f t h e clo ck s . S e e C h a p t e r 1 2 , U N IX S y s t e m , ’ ’ fo r m o r e in fo r m a t io n o n r e s e t t in g
t h e clo ck s .

Th e cu r r e n t 3 B t im e .

H o w t o U s e t h e C M S M e n u s

F r o m t h e m a in m e n u , y o u fir s t s e le ct t h e a p p r o p r ia t e s u b s y s t e m m e n u . Fro m t he s u b s y s t e m
m e n u , y o u s e le ct t h e a p p r o p r ia t e m e n u o r s cr e e n t o p e r fo r m y o u r t a s k . A lt er n a t iv e m e t h o d s fo r
s e le ct in g s u b s y s t e m m e n u s a n d s cr e e n s a r e a s fo ll o w s :

M o v e t h e cu r s o r u s in g t h e a r r o w k e y s t o t h e b r a ck e t s n e xt t o t h e o p t io n d e s ir e d,
a n d p r e s s R E TUR N . O n m o s t t e r m in a ls , t h e S HIFT p lu s TA B k e y s m o v e b a ck w a r d s
t h r o u g h t h e fie ld s .

Ty p e in t h e n a m e o f t h e fu n ct io n d e s ir e d a t t h e t o p o f t h e m e n u s cr e e n , a n d pr e s s
R E TUR N . Y o u ca n a b b r e v ia t e t h e s e le ct io n d o w n t o t h e ch a r a ct e r s n e e d e d t o cr e a t e a

u n iq u e , le a d in g s t r in g . Th is p r in cip le is t r u e o f a ll C M S m e n u s . Fo r e xa m p le , if
t w o o p t io n s w e r e A g e n t a n d A g e n t s , y o u w o u ld h a v e t o t y p e in a ll ch a r a ct e r s .
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If t w o o p t io n s a r e D I C T I O N A R Y a n d R E P O R T S , in it ia ls o n ly a r e r e q u ir e d .

In a 2 - t ie r e d m e n u , y o u m u s t u n iq u e ly id e n t ify b o t h t h e s u b h e a d a n d t h e m e n u s e le ct io n . Lo o k
a t t h e fo ll o w in g m e n u fo r e xce p t io n 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 S

r t _ _ _ _ __ o r a s _ __ _ _ _ _

Re p o r t s
[ ] S p l i ts
[ ] T r u n k G r o u p 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

It is s u fficie n t t o t y p e r t’ ’ t o s e le ct Tr u n k G r o u p Re p o r t s o r a s’ ’ t o s e le ct S p lit
A d m in is t r a t io n . N o t ice t h a t y o u m u s t le a v e a s p a ce b e t w e e n t h e a b b r e v ia t io n s fo r t he s u b h e a d
a n d t h e s e le ct e d it e m .

N O T E If y o u s e le ct t h e U N IX s y s t e m fr o m t h e m a in m e n u , y o u w ill b e p la ce d in t h e U N IX
Sy s t e m s h e ll, ’ ’ w h e r e y o u m u s t u s e s t a n d a r d U N IX s h e ll p r o g r a m co m m a n d s . Se e t h e
U N I X Sy st em V U ser Gu i de (3-0 7 - 1 0 0 ) fo r in fo r m a t io n o n t h e s h e ll .

C A U T I O N D o n o t u s e U N IX s y s t e m co m m a n d s u n le s s y o u u n d e r s t a n d t h e ir im p lica t io n s .
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S c r e e n -L a b e l e d K e y s

Scr e e n - la b e le d k e y s (S LK s ) a r e a t t h e b o t t o m o f y o u r s cr e e n in r e v e r s e v id e o a n d co r r e s po n d t o
t h e e ig h t f’ ’ (fu n ct io n ) k e y s a t t h e t o p o f y o u r k e y b o a r d . Th e s e k e y s w ill a p p ea r a n d d is a p p e a r
a u t o m a t ica lly w it h in t h e v a r io u s fu n ct io n s o f C M S . Th e ir g e n e r a l m e a n in g s a r e a s fo ll o w s :

C HANG E

C h a n g e s d a t a a lr e a d y p r e s e n t in t h e d a t a b a s e fo r a s cr e e n . Fo r e xa m p le , if a r ep o r t
is s ch e d u le d t o r u n F r id a y s , a n d y o u w a n t t o s t a r t r u n n in g it Th u r s d a y s , ca ll u p t h e
Sch e d u le r s cr e e n , m a k e t h e ch a n g e in t h e D a y o f W e e k ’ ’ fie ld , a n d p r e s s C HANG E .

A DD

A d d s n e w d a t a o n m o s t a d m in is t r a t iv e s cr e e n s . Fo r e xa m p le , if y o u w a n t e d t o
cr e a t e a s y n o n y m fo r a s p lit , y o u w o u ld g o t o t h e S p lit Sy n o n y m s cr e e n , e n t e r th e
s y n o n y m , a n d p r e s s A DD t o e n t e r t h e n e w d a t a in t o t h e d a t a b a s e .

DE LETE

D e le t e s a d m in is t r a t iv e d a t a fr o m t h e d a t a b a s e . Fo r e xa m p le , if y o u w a n t t o d e le t e a
p r o g r a m fr o m t h e s ch e d u le , p o s it io n t h e cu r s o r in t h e a p p r o p r ia t e fie ld a n d p re s s
DE LETE .

P R I NT S C R E E N

P r in t s t h e co n t e n t s o f t h e s cr e e n o n t h e d e fa u lt s y s t e m p r in t e r .

R E P O R T

G e n e r a t e s a p r in t o u t fr o m t h e p r o ce s s y o u a r e a d m in is t e r in g (a v a ila b le w it h t he
D ict io n a r y a n d A g e n t Tr a ce r e p o r t s ).

C O MMA ND LI NE

G e n e r a t e s a co m m a n d lin e (a s e t o f co m m a n d s in s ch e d u le p r o g r a m fo r m a t t h a t
p e r fo r m a ce r t a in t a s k ) a n d d is p la y s t h e P r o g r a m Ed it o r w it h in t h e Sch e d u le
DE LETE , S u b s y s t e m . Y o u ca n t h e n s ch e d u le t h e t a s k (p r in t a r e p o r t o r m o v e a n

a g e n t ) t o b e e xe cu t e d r e g u la r ly o r o n ce , b u t n o t n o w .

R E S UME

Re t u r n s t o t h e p r im a r y s e t o f s cr e e n - la b e le d k e y s .
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S E AR C H

Se a r ch e s fo r d a t a in a d a t a b a s e ; fo r e xa m p le , s e a r ch e s fo r a n a g e n t in t h e
D ict io n a r y .

S TAR T a n d S TO P

B e g in s a n d e n d s t r a cin g o f a n a g e n t ’ s a ct iv it y . Th e s e k e y s a p p e a r o n t h e A ge n t
Tr a ce s cr e e n o n ly .

I TE M LOO KUP

In v o k e s t h e D ict io n a r y S e a r ch s cr e e n a n d e n a b le s y o u t o s e a r ch fo r it e m s in t h e
D ict io n a r y .

DI C TNAR Y ACC E S S

A cce s s e s t h e D ict io n a r y fr o m t h e S cr e e n P a in t e r in t h e C u s t o m Re p o r t s s u b s y st e m .
W h e n y o u fin is h y o u r t a s k s in t h e D ict io n a r y , C M S r e t u r n s y o u t o t h e C u s t o m
Re p o r t s s u b s y s t e m d ir e ct ly , w it h o u t h a v in g t o w o r k t h r o u g h t h e C M S m e nu s
a g a in .*

P R E V P A G E o r NE X T P A G E

D is p la y s p r e v io u s p a g e o r n e xt p a g e o f a m u lt ip a g e b lo ck o f s cr e e n d a t a . Th es e
SLK s a p p e a r o n y o u r s cr e e n o n ly w h e n s u ch b lo ck s a r e p r e s e n t .

P R E V I TEM o r NE X T I TEM

D is p la y s t h e n e xt o r p r e v io u s D ict io n a r y it e m s .

E X I T

Ex it s t h e cu r r e n t s cr e e n a n d a cce s s e s t h e p r e v io u s s cr e e n o r m e n u .

L O G O UT

L o g s y o u o u t o f C M S. Th is S LK a p p e a r s o n ly o n t h e C M S M a in M e n u .

MO R E K E Y S

D is p la y s t h e s e co n d s e t o f SLK s .

* Fo r o t h e r SLK s u s e d o n ly in t h e C u s t o m Re p o r t s Su b s y s t e m , s e e t h e 3 B C M S C u s to m Re p o r t s (5 8 5 - 2 1 5 - 5 0 3 )
d o cu m e n t .
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T he C MS Me nu s, S c r ee ns, a n d K e yb oa r d

E X C E P T

G e n e r a t e s a d is p la y o f a ll e xce p t io n s p e g g e d d u r in g t h e cu r r e n t s e s s io n in w h ich
y o u v ie w a r e a l- t im e r e p o r t .

HE LP KEY S

D is p la y s a s e r ie s o f h e lp k e y s .

C M S H e l p K e y s f o r O n -L i n e D o c u m e n t a t i o n

Th e S L K HE LP KEY S a p p e a r s o n e v e r y C M S s cr e e n a n d d is p la y s t h e fo ll o w in g t ie r o f H e lp S LK s .

K EY SM ESS A G E M ESS A G E M ESS A G E H EL P H EL P
RE SU M E H A RD N EX T P RE V EX P A N D FIE L D SC RE EN

Th e H e lp S LK s d is p la y in fo r m a t io n a b o u t t h e s cr e e n y o u a r e cu r r e n t ly v ie w in g . Th e H e lp
in fo r m a t io n ca n s u p p le m e n t o r r e p la ce t h e in fo r m a t io n in t h is d o cu m e n t . O n ce y o u a r e fa m ilia r
w it h t h e u s e o f t h e s e k e y s , y o u w ill b e a b le t o fin d in fo r m a t io n fa s t e r b y u s in g th e m .

Th e H e lp S LK s g iv e y o u t h e fo ll o w in g in fo r m a t io n :

S C R E E N HE LP

D is p la y s a fu ll- s cr e e n d e s cr ip t io n o f t h e m e n u o r s cr e e n a n d in fo r m a t io n fo r
e n t e r in g d a t a o r o b t a in in g a r e p o r t , fo r e xa m p le , S cr e e n P a in t e r a n d w h at o p t io n s
a r e a v a ila b le w h e n d e s ig n in g a r e p o r t .

F I E LD HE LP

D is p la y s a s in g le - lin e m e s s a g e a b o u t t h e p r o p e r e n t r y fo r t h e fie ld t h e cu r s or is in .
F o r t h e S cr e e n P a in t e r , t h is S LK a p p lie s o n ly t o t h e D a t a It e m W in d o w a n d Tim e
St a m p W in d o w .

E X P AND ME S S A G E

D is p la y s a m u lt ip le - lin e w in d o w t h a t e xp a n d s t h e in fo r m a t io n g iv e n in t h e la s t
C M S m e s s a g e .

P R E V ME S S AGE

Re d is p la y s t h e la s t s in g le - lin e m e s s a g e C M S d is p la y e d .
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T he C MS Me nu s, S c r ee ns, a n d K e yb oa r d

NE X T ME S S AGE

D is p la y s t h e n e xt m e s s a g e , if o n e e xis t s , t h a t C M S g e n e r a t e d a ft e r t h e cu r re n t ly
v ie w e d m e s s a g e .

HAR D K E Y S

D is p la y s a co m p le t e lis t o f t h e t e r m in a l k e y s a v a ila b le fo r u s e in C M S . Fo r t h e
Scr e e n P a in t e r , s e e Scr e e n H e lp fo r H a r d K e y s a v a ila b le in t h e S cr e e n P a in t e r .

R E S UME

Re d is p la y s t h e fir s t t ie r o f SLK s .

E r r o r M e s s a g e s a n d E r r o r H e l p

A n y in v a lid , o u t - o f- b o u n d s , o r o t h e r w is e in co r r e ct d a t a e n t e r e d in t o a fie ld will a u t o m a t ica ll y
g e n e r a t e a n e r r o r m e s s a g e o n t h e s cr e e n . If t h e m e s s a g e d o e s n o t co m p le t ely cla r ify w h a t y o u
s h o u ld d o t o a v o id t h e e r r o r , u s e t h e o n - lin e h e lp in fo r m a t io n .

P r e s s t h e HE LP KEY S k e y fo r a r e la b e lin g o f t h e SLK s ; t h e n p r e s s E X P AND ME S S A G E . A m o r e
co m p le t e e xp la n a t io n o f t h e e r r o r a n d a r e co v e r y p r o ce d u r e w ill b e d is p la y e d .

Y o u ca n a ls o m o v e fr o m t h e e r r o r m o d e ’ ’ t o a h e lp m o d e . ’ ’ Th a t is , w h e n a n er r o r m e s s a g e
a p p e a r s , y o u ca n g e t in fo r m a t io n a b o u t t h e fie ld in w h ich t h e e r r o r w a s m a d e b y p r es s in g
HE LP KEY S a n d F I E LD HE LP .

Th e s e q u e n ce is im p o r t a n t . To g e n e r a t e e r r o r r e co v e r y in fo r m a t io n :

1 Re ce iv e e r r o r m e s s a g e .

2 P r e s s HE LP KEY S .

3 P r e s s E X P AND ME S S A G E .

To g e n e r a t e b a ck g r o u n d in fo r m a t io n o n t h e fie ld w h e r e t h e cu r s o r is lo ca t e d :

1 P r e s s HE LP KEY S .

2 P r e s s F I E LD HE LP .

3 P r e s s E X P AND ME S S A G E .
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T he C MS Me nu s, S c r ee ns, a n d K e yb oa r d

T h e T e r m i n a l K e y b o a r d i n C M S

In a d d it io n t o t h e s cr e e n - la b e le d k e y s , t h e t e r m in a l k e y b o a r d is u s e d t o s e le ct op t io n s a n d e n t e r
d a t a .

Th e cu r s o r , t h e lig h t r e ct a n g le o n y o u r s cr e e n , in d ica t e s w h e r e y o u a r e o n t h e s cr e e n . W h e n
y o u m a k e a n e n t r y o r e xe cu t e p a r t o f a p r o ce s s , y o u d o it fr o m t h e cu r s o r lo ca t io n .

Y o u ca n o n ly m o v e t h e cu r s o r t o v a lid d a t a - e n t r y fie ld s . Y o u ca n n o t m o v e t o a ll lo ca t io n s o n
t h e s cr e e n .

Th e fiv e m a jo r s e t s o f k e y s n e e d e d t o o p e r a t e C M S a r e :

Th e R E TUR N k e y a t t h e r ig h t o f y o u r k e y b o a r d , w h ich e xe cu t e s m a n y o f t h e d a t a -
e n t r y p r o ce s s e s

N O T E O n t e r m in a ls w it h b o t h a n E NTE R a n d a R E TUR N k e y , y o u m u s t u s e t h e
R E TUR N k e y .

Th e a lp h an u m eric k e y s (a ll t h e n u m b e r s a n d le t t e r s ), w h ich a r e u s e d t o fill in m o s t
d a t a fie ld s a n d t o m o v e a r o u n d in C u s t o m Re p o r t C r e a t io n

Th e u p a n d d o w n a r r o w k e y s , w h ich m o v e t h e cu r s o r fr o m fie ld t o fie ld

Th e s p a ce b a r , w h ich m o v e s t h e cu r s o r w it h in a fie ld , r e m o v in g w h a t is t h e r e
(d e s t r u ct iv e fo r w a r d s p a ce )

Th e B ACK S P ACE k e y , w h ich is a d e s t r u ct iv e b a ck s p a ce .
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T he C MS Me nu s, S c r ee ns, a n d K e yb oa r d

K e y b o a r d O p e r a t i o n i n t h e U N I X S y s t e m E n v i r o n m e n t
W h e n y o u u s e C M S a t y o u r t e r m in a l k e y b o a r d , y o u a r e in o n e o f t w o e n v ir on m e n t s :

Th e s t a n d a r d C M S s cr e e n - d a t a - e n t r y e n v ir o n m e n t , w h ich is u s e d w it h a ll s cr e e n s
a n d m e n u s

Th e U N IX S y s t e m v is u a l e d it o r v i, (p r o n o u n ce d v e e - e y e ) w h ich is u s e d w it h t h r e e
s p e cia liz e d fu n ct io n s :

— Th e P r o g r a m Ed it o r

— Th e t e r m in a l d is p la y s o f C M S r e p o r t s a n d lo g s , in clu d in g s t a n d a r d
h is t o r ica l r e p o r t s , fo r e ca s t r e p o r t s , e xce p t io n r e p o r t s , a n d t h e e r r o r lo g .

Th e v i e d it o r is b r ie fly d is cu s s e d in A p p e n d ix B , Th e U N IX Sy s t e m v i S cr e e n Ed it o r . ’ ’ It is
d o cu m e n t e d in m o r e d e t a il in t h e U N I X Sy st em V U ser Gu i de (3-0 7 - 1 0 0 ).
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C M S P e r f o r m a n c e G u i d e l i n e s
F o r p e a k p e r fo r m a n ce o f t h e 3 B C M S s o ft w a r e , y o u s h o u ld a d h e r e t o t h e fo ll o w in g g u id e lin e s :

L a r g e r e p o r t s s h o u ld b e p r in t e d d u r in g o ff- p e a k h o u r s .

Re p o r t s s h o u ld n o t b e s ch e d u le d t o p r in t a t t h e s a m e t im e d u r in g o ff- p e a k h ou r s .

F o r e ca s t in g s h o u ld b e d o n e d u r in g o ff- p e a k h o u r s .

Ex ce s s iv e lo g g in g in a n d o u t b y t h e a g e n t s w ill ca u s e d is k s t o r a g e s p a ce t o b e us e d
u p a t a r a p id r a t e . Th e r e fo r e , a g e n t s s h o u ld lo g in a n d o u t o n ly o n ce d u r in g t he ir
s h ift .

D a t a b a s e b a ck u p s s h o u ld b e s ch e d u le d t o r u n d u r in g o ff- p e a k h o u r s w h e n r e po r t s
a r e n o t b e in g p r in t e d , p r e fe r a b ly a ft e r m id n ig h t .

D o n o t a ct iv a t e m o r e t h a n 2 0 a g e n t t r a ce s a t a n y g iv e n t im e .

W h e n e v e r y o u r u n a G r o u p S t a t u s r e a l- t im e r e p o r t , s e e t h e e q u a t io n s in t h e Re fr e s h
Ra t e s fo r t h e G r o u p St a t u s Re a l- Tim e Re p o r t ’ ’ s e ct io n la t e r in t h is ch a p t e r t o
d e t e r m in e t h e o p t im a l r e fr e s h r a t e .

A C D a g e n t s t a t is t ics s h o u ld b e m o n it o r e d w it h t h e m in im u m n u m b e r o f s u p e r v is or
t e r m in a ls s u fficie n t fo r a d e q u a t e a n d t im e ly m a n a g e m e n t o f t h e A C D .

M in im iz e t h e n u m b e r o f t e r m in a ls u s e d t o v ie w r e a l- t im e r e p o r t s . Se e t h e Re fr e s h
Ra t e s fo r Re a l- Tim e Re p o r t s ’ ’ s e ct io n la t e r in t h is ch a p t e r .

If a cu s t o m r e p o r t co n t a in in g q u a d s ’ ’ is u s e d t o d is p la y r e a l- t im e in fo r m a tio n , e a ch
q u a d r a n t in t h e r e p o r t s h o u ld b e co n s id e r e d a t e r m in a l w h e n d e t e r m in in g r e fr es h
r a t e s . It is r e co m m e n d e d t h a t q u a d s n o t b e u s e d w it h cu r r e n t r e le a s e s o f C M S
s o ft w a r e .
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P r o c e s s o r O c c u p a n c y
P r o ce s s o r o ccu p a n cy is a m e a s u r e o f t h e b u s y - n e s s ’ ’ o f t h e p r o ce s s o r (co m pu t e r ) w it h a g iv e n
a p p lica t io n . P r o ce s s o r o ccu p a n cy r a n g e s fr o m 0 (o r 0 p e r ce n t ) t o 1 . 0 (o r 1 0 0 p e rce n t ), w h e r e 0
o r 0 p e r ce n t is co m p le t e ly id le , a n d 1 . 0 o r 1 0 0 p e r ce n t is co m p le t e ly b u s y .

Th e co m b in e d s t e a d y - s t a t e p r o ce s s o r o ccu p a n cy o f a 3 B co m p u t e r r u n n in g 3 B C M S sh o u ld n o t
e xce e d 0 . 8 0 (8 0 p e r ce n t ). Th e s t e a d y - s t a t e p r o ce s s o r o ccu p a n cy fo r 3 B C M S (t h a t is , th e
o ccu p a n cy a t t r ib u t a b le t o t h e C M S - t o - s w it ch co m m u n ica t io n s lin k , t h e r e fr e s h o r u p d a t e o f
t e r m in a ls , a n d m a n a g e m e n t a n d d e t e ct io n o f e xce p t io n s ) ca n b e a p p r o xim a t e d w it h t h e
fo ll o w in g e q u a t io n s :

F o r t h e 3B 2/ 310 an d 3B 2/ 400:

P r o ce s s o r O ccu p a n cy 0 . 0 7 5A 0 . 0 0 5v 0 . 0 1 6a 0 . 0 0 5c 0 . 0 1 5t m in (0 .0 5 5T, 0 . 2 7 5 )

F o r t h e 3B 2 500, 522, 600, a n d 1000 M o del 70 co m p u t ers:

P r o ce s s o r O ccu p a n cy 0 . 0 4A 0 . 0 0 3v 0 . 0 0 8a 0 . 0 0 3c 0 . 0 0 8t m in (0 .0 2 5T, 0 . 2 7 5 )

W h e r e :

A is t h e n u m b e r o f A C D s .
a is t h e t o t a l n u m b e r o f a g e n t s (in a ll A C D s ) d iv id e d b y 1 0 0 .
c is t h e t o t a l t r a ffic in t h o u s a n d s o f ca ll s p e r h o u r .
t is t h e t o t a l n u m b e r o f o b s e r v e d t r u n k s d iv id e d b y 1 0 0 .
T is t h e t o t a l n u m b e r o f t e r m in a ls .
v is t h e n u m b e r o f A C D s u s in g t h e C a ll Ve ct o r in g fe a t u r e .

Th e h a lf- h o u r d a t a - s a v e p r o ce s s m a y co n t r ib u t e a s m u ch a s 0 . 2 0 t o t h e p r o ce s s o r o ccu p a n cy .
(Th is p r o ce s s is r e a s o n a b ly s h o r t in d u r a t io n a n d a p p e a r s t o h a v e m in im a l im p a ct on t h e
o b s e r v e d p e r fo r m a n ce o f C M S . )

H o w e v e r , t h e D ai l y D at a A r ch i v e o r d ai l y d s av e p r o ce s s m a y co n t r ib u t e a s m u ch a s 0 . 3 5 t o
0 . 4 0 t o t h e p r o ce s s o r o ccu p a n cy . Fo r t h is r e a s o n , t h e D ai l y D at a A r ch i v e p r o ce s s s h o u ld b e
s ch e d u le d t o r u n a ft e r m id n ig h t . (Re fe r t o t h e M ain t en an ce ch a p t e r in t h is d o cu m e n t . )
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R e f r e s h R a t e s f o r R e a l - T i m e R e p o r t s
Re a l- t im e r e p o r t s ca n b e r e fr e s h e d o r u p d a t e d fr o m e v e r y 1 0 t o e v e r y 3 0 0 s e co n ds . Th e d e fa u lt
r e fr e s h o r u p d a t e r a t e fo r a n y r e a l- t im e r e p o r t is 3 0 s e co n d s . B e fo r e a C M S u s e r ca n d is p la y a
r e a l- t im e r e p o r t , t h e u s e r m u s t ch o o s e a r e fr e s h r a t e .

Th e p r o ce s s o r o ccu p a n cy o f t h e 3 B h o s t co m p u t e r s h o u ld b e co n s id e r e d w h e n se le ct in g t h e
r e fr e s h r a t e fo r a r e a l- t im e r e p o r t . In o t h e r w o r d s , a s t h e n u m b e r o f t e r m in a ls u s e d t o d is p la y
r e a l- t im e r e p o r t s in cr e a s e s , a s lo w e r r e fr e s h r a t e s h o u ld b e s e le ct e d t o m a in t a in a t o le r a b le
p r o ce s s o r o ccu p a n cy . A d d it io n a ll y , a s lo w e r r e fr e s h r a t e s h o u ld b e s e le ct ed if t h e cu s t o m e r is
p r in t in g h is t o r ica l r e p o r t s , a r ch iv in g t h e d a ily d a t a , o r r u n n in g a n y o t h e r p ro ce s s t h a t in cr e a s e s
t h e p r o ce s s o r o ccu p a n cy d u r in g n o r m a l w o r k in g h o u r s .

R e f r e s h R a t e s o n t h e 3 B 2 / 3 1 0 a n d 3 B 2 / 4 0 0
C o m p u t e r s

G e n e r a ll y , t h e r e fr e s h r a t e fo r r e a l- t im e r e p o r t s s h o u ld b e d e t e r m in e d a s fo ll o w s :

p 2 T

In t h is e q u a t io n , T is t h e n u m b e r o f t e r m in a ls r u n n in g r e a l- t im e r e p o r t s , a n d p is t h e r e fr e s h
r a t e in s e co n d s .

Ta b le 1 - 3 s h o w s s o m e e xa m p le s o f r e fr e s h r a t e s fo r t e r m in a ls co n n e ct e d t o a 3 B 2 / 3 1 0 or
3 B 2 / 4 0 0 co m p u t e r b a s e d o n t h e n u m b e r o f t e r m in a ls u s e d t o d is p la y r e a l- t im e r e p o r t s .

N O T E F o r t h e m a xim u m n u m b e r o f t e r m in a ls s u p p o r t e d b y t h e 3 B 2 / 3 1 0 a n d 3 B 2 / 40-0
co m p u t e r s r u n n in g t h e 3 B C M S s o ft w a r e , s e e C h a p t e r 3 in t h e 3B Plan n i n g,
C o n fi g u ra t i o n , an d I m p l em en t a t i o n (5-8 5 - 2 1 5 - 6 0 1 ) d o cu m e n t .

If a cu s t o m r e p o r t co n t a in in g ‘ ‘ q u a d s ’ ’ is u s e d t o d is p la y r e a l- t im e in fo r m a tio n , e a ch
q u a d r a n t in t h e r e p o r t s h o u ld b e co u n t e d a s a t e r m in a l w h e n d e t e r m in in g re fr e s h
r a t e s .

A t e r m in a l ca n n o t r e fr e s h fa s t e r t h a n 1 0 s e co n d s r e g a r d le s s o f h o w m a n y t er m in a ls a r e
u s e d t o d is p la y r e a l- t im e r e p o r t s .
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R e fr e sh R a tes f or R e a l - T i me R e por t s

T a b l e 1-3 T e r m i n al Re f r e s h Ra t e s f o r 3B 2/ 310 an d 3B 2/ 400 C o m p u t e r s

N o . T e r m i n al s Re f r e s h Rat e / T e r m i n al
2-1 0
4-1 0
6-1 2
8-1 6

1-0 2 0
1-2 2 4
1-4 2 8
1-6 3 2
1-8 3 6
2-0 4 0

R e f r e s h R a t e s o n t h e 3 B 2 5 0 0 , 5 2 2 , 6 0 0 , a n d
1-0 0 0 M o d e l 7 0 C o m p u t e r s

G e n e r a ll y , t h e r e fr e s h r a t e fo r r e a l- t im e r e p o r t s s h o u ld b e d e t e r m in e d a s fo ll o w s :

p T

In t h is e q u a t io n , T is t h e n u m b e r o f t e r m in a ls r u n n in g r e a l- t im e r e p o r t s , a n d p is t h e r e fr e s h
r a t e in s e co n d s . (N o t ice t h a t p T.)

Ta b le 1 - 4 s h o w s s o m e e xa m p le s o f r e fr e s h r a t e s fo r t e r m in a ls co n n e ct e d t o a 3 B 2 5 0 0 , 5 22 , 6 0 0 ,
o r 1 0 0 0 M o d e l 7 0 co m p u t e r b a s e d o n t h e n u m b e r o f t e r m in a ls u s e d t o d is p la y r e a l- t im e re p o r t s .

N O T E F o r t h e m a xim u m n u m b e r o f t e r m in a ls s u p p o r t e d b y t h e 3 B 2 5 0 0 , 5 2 2 , 6 0 0 , a nd 1 0 0 0
M o d e l 7 0 co m p u t e r s r u n n in g t h e 3 B C M S s o ft w a r e , s e e C h a p t e r 3 in t h e 3B Plan n i n g,
C o n fi g u ra t i o n , an d I m p l em en t a t i o n (5-8 5 - 2 1 5 - 6 0 1 ) d o cu m e n t .

If a cu s t o m r e p o r t co n t a in in g ‘ ‘ q u a d s ’ ’ is u s e d t o d is p la y r e a l- t im e in fo r m a tio n , e a ch
q u a d r a n t in t h e r e p o r t s h o u ld b e co u n t e d a s a t e r m in a l w h e n d e t e r m in in g re fr e s h
r a t e s .

A t e r m in a l ca n n o t r e fr e s h fa s t e r t h a n 1 0 s e co n d s r e g a r d le s s o f h o w m a n y t er m in a ls a r e
u s e d t o d is p la y r e a l- t im e r e p o r t s .
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T a b l e 1-4 T e r m i n al Re f r e s h Ra t e s f o r 3B 2 500, 522, 600, an d 1000 M o d e l 70 C o m p u t e r s

N o . T e r m i n al s Re f r e s h Rat e / T e r m i n al
2-1 0
4-1 0
6-1 0
8-1 0

1-0 1 0
1-2 1 2
1-4 1 4
1-6 1 6
1-8 1 8
2-0 2 0

D i f f e r e n t R e f r e s h R a t e s f o r D i f f e r e n t T e r m i n a l s

So m e cu s t o m e r s m a y w a n t t o h a v e t h e d a t a fo r t h e ir r e a l- t im e r e p o r t s r efr e s h e d a t d iffe r e n t
r a t e s fo r d iffe r e n t t e r m in a ls . Th e fo ll o w in g e q u a t io n s p r o v id e t h e co n s t r a in t s o n r e fr e s h r a t e s
fo r s u ch cu s t o m e r s .

F o r cu s t o m e r s u s in g a 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 h o s t co m p u t e r , u s e t h e fo ll ow in g e q u a t io n :

pi

2 Ti
1

W h e r e Ti is t h e n u m b e r o f t e r m in a ls t h a t r e q u e s t a r e fr e s h p e r io d o f pi , a n d t h e s u m in clu d e s a ll
s u ch g r o u p s o f d iffe r e n t t e r m in a ls .

F o r cu s t o m e r s u s in g a 3 B 2 5 0 0 , 5 2 2 , 6 0 0 , o r 1 0 0 0 M o d e l 7 0 h o s t co m p u t e r , u s e t h e fo llo w in g
e q u a t io n :

pi

Ti
1
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Re f r e s h Ra te E x am p l e 1:

A-3 B 2 C M S cu s t o m e r w is h e s t o h a v e 1 t e r m in a l r e fr e s h e v e r y 1 0 s e co n d s , 2 e v e r y 2 0 s e co n d s
a n d 1 2 a d d it io n a l t e r m in a ls t o r e fr e s h a s o ft e n a s p o s s ib le . H o w fa s t s h o u ld t he 1 2 t e r m in a ls
r e fr e s h ? In s e r t in g t h e k n o w n p a r a m e t e r s in t o t h e a b o v e e q u a t io n y ie ld s :

1-0
2.1

2-0
2.2

r
2.1-2

1

M u lt ip ly in g t h e k n o w n v a lu e s g iv e s :

1-0
2

2-0
4

r
2-4

1

F in d in g t h e co m m o n d e n o m in a t o r r e s u lt s in :

5
1

5
1

r
2-4

1

Su b t r a ct in g t h e k n o w n v a lu e ,
5
2

, fr o m b o t h s id e s o f t h e e q u a t io n g iv e s :

r
2-4

5
3

M u lt ip ly e a ch s id e o f t h e e q u a t io n b y 5 :

r
2-4.5

3

M u lt ip ly e a ch s id e o f t h e e q u a t io n b y r:

2-4.5-3 r

D iv id e b y 3 t o is o la t e r:

3
2-4.5

r

Re d u ce t h e fr a ct io n :

4-0 r

Ex p r e s s in t e r m s o f r:

r 4-0 s e co n d s

Th e r e fo r e , t h e 1 2 a d d it io n a l t e r m in a ls ca n r e fr e s h a t a m a xim u m fr e q u e n cy o f e v e r y 4 0 s e co n d s .

1-2 8 I n t r o d u c t i o n



R e fr e sh R a tes f or R e a l - T i me R e por t s

Re f r e s h Ra te E x am p l e 2:

C a n a 3 B 2 C M S cu s t o m e r r e fr e s h 1 t e r m in a l e v e r y 1 0 s e co n d s , 3 t e r m in a ls e ve r y 1 5 s e co n d s ,
a n d 6 t e r m in a ls e v e r y 2 5 s e co n d s ?

1-0
2.1

1-5
2.3

2-5
2.6

2-5
2-7

B e ca u s e t h e r e s u lt is g r e a t e r t h a n 1 , t h is co n fig u r a t io n is n o t r e co m m e n d e d. H o w e v e r , t h is
co n fig u r a t io n w o u ld b e a cce p t a b le if t h e 6 t e r m in a ls w e r e r e fr e s h e d e v e r y 3 0 s e co nd s .

N O T E F a ilu r e t o p r o v id e a d e q u a t e t im e b e t w e e n r e fr e s h e s w ill in cr e a s e p r o ce s s o r occu p a n cy
w h ich ca u s e s t h e p e r fo r m a n ce o f t h e 3 B C M S s o ft w a r e t o s lo w d o w n .

R e f r e s h R a t e s f o r t h e G r o u p S t a t u s R e a l -T i m e
R e p o r t

Th e G r o u p S t a t u s r e a l- t im e r e p o r t r e q u ir e s m o r e p r o ce s s in g t im e t h a n a n y o t h e r r e a l- t im e
r e p o r t . Th e r e fo r e , t h e r e fr e s h r a t e e q u a t io n s in t h is s e ct io n s h o u ld b e t a ke n in t o co n s id e r a t io n
w h e n e v e r t e r m in a ls a r e u s e d t o m o n it o r t h is r e a l- t im e r e p o r t .

F o r t h e 3B2/ 310 an d 3B2 / 400 Co m p u t e r s :

If t h e r e a r e Tg t e r m in a ls r u n n in g t h e G r o u p S t a t u s r e a l- t im e r e p o r t , To t e r m in a ls r u n n in g o t h e r
t y p e s o f r e a l- t im e r e p o r t s , a n d if b o t h g r o u p s o f t e r m in a ls a r e r e fr e s h in g wit h t h e sa m e p e r io d p,
t h e fo llo w in g e q u a t io n s h o u ld b e u s e d :

p 2 To 2-2Tg

If t h e r e a r e Tg t e r m in a ls r u n n in g t h e G r o u p S t a t u s r e a l- t im e r e p o r t w it h r e fr e s h p e r io d pg, a n d
To t e r m in a ls r u n n in g o t h e r t y p e s o f r e a l- t im e r e p o r t s w it h r e fr e s h p e r io d po, t h e fo llo w in g
e q u a t io n s h o u ld b e u s e d :

po

2 To

pg

2-2Tg
1

If d iffe r e n t r e fr e s h r a t e s a r e u s e d o n d iffe r e n t t e r m in a ls , t h e n t h e co n s t r a in t b e co me s :

po i

2 To i

pgi

2-2Tgi
1
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Th e s e co n d s u m in t h is e q u a t io n in clu d e s a ll g r o u p s o f t e r m in a ls r u n n in g G r o u p S t at u s r e a l-
t im e r e p o r t , a n d t h e fir s t s u m in clu d e s a ll g r o u p s o f t e r m in a ls r u n n in g o t h e r t y pe s o f r e a l- t im e
r e p o r t s .

F o r t h e 3B2 500, 522, 600, an d 1000 M o d e l 70 C o m p u t e r s :

Th e e q u a t io n s p r e v io u s ly d e s cr ib e d ca n a ls o b e u s e d fo r t h e 3 B 2 5 0 0 , 5 2 2 , 6 0 0 , an d 1 0 0 0 M o d e l
7 0 co m p u t e r s e xce p t t h a t t h e co n s t a n t m u lt ip ly in g t h e n u m b e r o f t e r m in a ls r u n n in g G r o u p
St a t u s r e a l- t im e r e p o r t m u s t b e ch a n g e d fr o m 2 2 t o 1 1 , a n d t h e co n s t a nt m u lt ip ly in g t h e
n u m b e r o f t e r m in a ls r u n n in g o t h e r t y p e s o f r e a l- t im e r e p o r t s m u s t b e ch a n ge d fr o m 2 t o 1 .

F o r e xa m p le , t h e e q u a t io n u s e d fo r a 3 B 2 / 3 1 0 (t h e t h ir d e q u a t io n a b o v e ) b e co m es t h e fo ll o w in g
fo r a 3 B 2 / 5 0 0 co m p u t e r :

po i

To i

pgi

1-1Tgi
1

Re f r e s h Ra te f o r Gro u p S t at u s Re al - T i m e Re p o r t, E x am p l e 1:

A cu s t o m e r h a s t h r e e t e r m in a ls r u n n in g t h e G r o u p S t a t u s r e a l- t im e r e p o r t a n d s ix t e r m in a ls
r u n n in g o t h e r t y p e s o f r e a l- t im e r e p o r t s . Th e cu s t o m e r w a n t s t o u s e t h e s a m e r e fr e s h r a t e fo r
e a ch t e r m in a l. W h a t is t h e s m a ll e s t r e fr e s h p e r io d t h a t s h o u ld b e r e q u e s t e d ?

F o r a 3 B 2 / 4 0 0 co m p u t e r , u s e t h e fo ll o w in g e q u a t io n :

p 2 (6 ) 2 2 (3 ) 7 8 seco n ds

F o r a 3 B 2 / 6 0 0 co m p u t e r , u s e t h e fo ll o w in g e q u a t io n :

p 1 (6 ) 1 1 (3 ) 3 9 seco n ds
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Re f r e s h Ra te f o r Gro u p S t at u s Re al - T i m e Re p o r t, E x am p l e 2:

A cu s t o m e r h a s t w o t e r m in a ls r u n n in g t h e G r o u p S t a t u s r e a l- t im e r e p o r t , a n d fo u r t e r m in a ls
r u n n in g o t h e r t y p e s o f r e p o r t s . Th e t e r m in a ls r u n n in g o t h e r t y p e s o f r e p or t s h a v e a 3 0 - s e co n d
r e fr e s h r a t e . W h a t s h o u ld t h e r e fr e s h r a t e b e fo r t h e t e r m in a ls r u n n in g th e G r o u p S t a t u s r e a l-
t im e r e p o r t ?

F o r a 3 B 2 / 3 1 0 , u s e t h e fo ll o w in g e q u a t io n :

3-0
2 (4 )

pg

2-2 (2 )
1

pg 6 0 seco n ds

F o r a 3 B 2 / 5 0 0 co m p u t e r , u s e t h e fo ll o w in g e q u a t io n :

3-0
1 (4 )

pg

1-1 (2 )
1

pg 2-5 . 4seco n ds

(A r e fr e s h r a t e o f a t le a s t 2 6 s e co n d s s h o u ld b e r e q u e s t e d o n a 3 B 2 / 5 0 0 co m pu t e r . )
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T h e C M S R e m o t e A l a r m i n g S y s t e m
Th e C M S Re m o t e A la r m in g S y s t e m is a n o n - lin e co n n e ct io n b e t w e e n e a ch C M S a n d a re m o t e
m a in t e n a n ce ce n t e r o p e r a t e d b y A T&T s e r v ice p e r s o n n e l. Th is a la r m in g s y s t e m m o nit o r s C M S
2-4 h o u r s a d a y a n d n o t ifie s A T&T p e r s o n n e l o f p r o b le m s in C M S h a r d w a r e o r s oft w a r e . A T&T
p e r s o n n e l ca n t h e n s o lv e t h e p r o b le m s q u ick ly b y r e m o t e ly lo g g in g in t o y o u r s y s t e m .

N O T E Th e C M S Re m o t e A la r m in g S y s t e m is o p t io n a l o n 3 B 2 co m p u t e r s a n d is d e p e n d e nt o n
in s t a lla t io n o f t h e S ile n t K n ig h t * A u t o d ia le r .

H o w e v e r , t h e rem o t e d i al- u p l i n e is a r e q u ir e m e n t fo r t h e C M S Re m o t e M a in t e n a n ce
a n d is p a id fo r b y t h e cu s t o m e r .

Th e a la r m in g s y s t e m w o r k s a s fo llo w s :

1 Th e s y s t e m d e t e ct s a n a la r m co n d it io n t h r o u g h a fa ilu r e in h a r d w a r e o r s o ft w a r e .

2 Th e a la r m in g h a r d w a r e o n t h e 3 B co m p u t e r (ca ll e d a n A IC — A la r m In t e r fa ce
C ir cu it ) a le r t s t h e S ile n t K n ig h t A u t o d ia le r .

3 Th e a u t o d ia le r , p r o g r a m m e d w it h t h e r e m o t e m a in t e n a n ce ce n t e r ’ s p h o n e n u m b e r
a n d y o u r cu s t o m e r ID , p la ce s a p h o n e ca ll t o t h e r e m o t e m a in t e n a n ce s it e .

4 Th e r e ce iv in g h a r d w a r e a t t h e m a in t e n a n ce s it e h a s a r e a d - o u t t h a t s h o w s yo u r
cu s t o m e r n u m b e r a n d t h e s e v e r it y o f t h e fa ilu r e .

5 Th e r e m o t e A T&T p e r s o n n e l ca n d ia l in t o y o u r 3 B co m p u t e r a n d ch e ck fo r t h e
s o u r ce o f t h e p r o b le m . In a ll lik e lih o o d , t h e p r o b le m ca n b e r e s o lv e d w it h o u t y o u r
e v e r k n o w in g a b o u t it .

So ft w a r e co n d it io n s t h a t ca u s e a la r m s t o b e s e n t a r e o f t h r e e cla s s e s :

U N IX o p e r a t in g s y s t e m a la r m s ca ll e d ‘ ‘ p a n ics , ’ ’ ca u s e d b y in t e r n a l e r r o r s o ccu rr in g
w it h in t h e o p e r a t in g s y s t e m o n t h e 3 B .

A la r m s s e n t b y C M S, w h ich a r e ca u s e d b y C M S r e ce iv in g n o t ifica t io n o f e r r o r s
fr o m in t e r n a l s u b s y s t e m s lik e IN FO RM IX , t h e U N IX s y s t e m , In t e r p r o ce s s
C o m m u n ica t io n (IP C ), a n d s o o n .

* Re g is t e r e d t r a d e m a r k o f Sil e n t K n ig h t Se cu r it y Sy s t e m s
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T he C MS R e mote A l a r mi ng S yst em

‘ ‘ Sa n it y t im e - o u t ’ ’ a la r m s w h ich a r e is s u e d b y t h e A la r m In t e r fa ce C ir cu it (A IC ).
Th e A IC ’ s s a n it y ch e ck e r e xp e ct s a n ‘ ‘ I’ m O K ’ ’ m e s s a g e fr o m t h e U N IX s y s t e m on a
r e g u la r b a s is . If it fa ils t o g e t n o r m a l a s s u r a n ce , a n a la r m is is s u e d . Th is cla s s of
a la r m is p r e s e n t o n t h e 3 B 2 o n ly .

H a r d w a r e a la r m s a r e ca u s e d b y p o w e r fa ilu r e s a n d fa n fa ilu r e s .

N O T E N o a la r m is s e n t fo r t e m p o r a r y lin k - d o w n co n d it io n s b e t w e e n t h e s w it ch a nd t h e 3 B .

A t t h e r e m o t e s it e , fo r C M S- g e n e r a t e d a la r m s , t h e m a in t e n a n ce p e r s o n ne l lo o k in t h e ex p ala rm
file in t h e / cm s/ m ain t / t ex t d a t a b a s e fo r t h e p e g g in g o f a la r m co n d it io n s . Th e y t h e n cr o s s - ch e ck
p e g s fo u n d in t h e ex p ala rm file w it h Er r o r Lo g e n t r ie s a n d t h e e r r o r - lo g t e xt file s t o g e t m o r e
in fo r m a t io n a b o u t t h e a la r m co n d it io n .
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E s c a l a t i o n P r o c e d u r e s

W h o t o C o n t a c t
If t h e p r o b le m is p u r e ly in fo r m a t io n a l, co n t a ct y o u r A T&T A cco u n t Te a m , i. e . , ca ll y o u r
Sy s t e m s C o n s u lt a n t (S C ). If n e ce s s a r y , m e m b e r s o f t h e a cco u n t t e a m ca n co n t a ct t e ch n ica l
e xp e r t s w h o ca n p r o v id e a n e xp la n a t io n o r o t h e r co n s u lt a t io n . B e p r e p a r e d to d e s cr ib e y o u r
p r o b le m a s e xa ct ly a s p o s s ib le .

If t h e p r o b le m is w it h 3 B C M S s o ft w a r e , ca ll t h e A T & T C al l Ce n t e r H e l p l i n e o n
1 - 8 0 0 - 3 4 4 - 9 6 7 0 t o r e p o r t t h e p r o b le m a n d o b t a in a t r o u b le t ick e t n u m b e r t o e s ca la t e th e
p r o b le m t h r o u g h t h e s e r v ice s o r g a n iz a t io n .

N O T E Th e C a ll C e n t e r H e lp lin e n u m b e r is s t a ffe d b y t r a in e d 3 B C M S t e ch n icia n s lo ca t e d a t
t h e Te ch n ica l S e r v ice C e n t e r (TS C ). Th e t e ch n icia n s a t t h e TS C w ill t r y t o fix t h e
p r o b le m in a t im e ly m a n n e r . If t h e y ca n n o t fix t h e p r o b le m , t h e y w ill e s ca la t e t h e
p r o b le m t o a h ig h e r le v e l o f cu s t o m e r s u p p o r t .

B e p r e p a r e d t o g iv e t h e fo llo w in g in fo r m a t io n :

Y o u r fu ll n a m e , y o u r o r g a n iz a t io n , a n d a p h o n e n u m b e r w h e r e A T&T ca n co n t a ct
y o u co n ce r n in g t h e t r o u b le

Th e p r o b le m a s a ‘ ‘ 3 B 2 C a ll M a n a g e m e n t S y s t e m (3 B C M S) p r o b le m ’ ’

Th e In s t a ll a t io n Lo ca t io n (IL ) n u m b e r

Th is is 1 0 - d ig it n u m b e r fr o m a n A T&T d a t a b a s e t h a t h e lp s s e r v ice p e r s o n n e l lo o k
u p t h e d e t a ils o f y o u r C M S in s t a lla t io n a n d e n v ir o n m e n t .

Th e p h o n e n u m b e r t h a t o ff- s it e t e ch n icia n s ca n u s e t o r e m o t e ly d ia l in t o y o u r
s y s t e m

Th e p a s s w o r d fo r t h e ro o t lo g in ID

Th e 3 B C M S v e r s io n (lo a d ) n u m b e r

Th is n u m b e r a p p e a r s in t h e fo r m o f a d ig it , a d e cim a l p o in t , a n d a n o t h e r d ig it , a n d
is p r o n o u n ce d a s ‘ ‘ x d o t x.’ ’ Fo r e xa m p le , 2 . 1 0 is p r o n o u n ce d ‘ ‘ t w o d o t t e n.’ ’ W h e n
y o u lo g in t o t h e C M S s y s t e m a s a n o r d in a r y u s e r , t h e s o ca ll e d ‘ ‘ d o t lo a d ’’ n u m b e r
a p p e a r s ju s t b e fo r e t h e C M S m a in m e n u a p p e a r s o n y o u r t e r m in a l s cr e e n .

Y o u r 3 B co m p u t e r m o d e l, s w it ch m o d e l, a n d a n y u n iq u e ch a r a ct e r is t ics o f y o u r 3 B -
s w it ch e n v ir o n m e n t y o u t h in k m ig h t b e r e le v a n t
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E sc a lati on P r oc e d ures

Th e t y p e a n d s y m p t o m s o f t h e p r o b le m — d e s cr ib e e xa ct ly

Th e t y p e o f s e r v ice co n t r a ct y o u r o r g a n iz a t io n h a s w it h A T&T, if a n y .

If t h e t r o u b le r e p o r t is n o t co v e r e d b y w a r r a n t y o r s e r v ice co n t r a ct , y o u w ill b e
in v o ice d fo r t h e w o r k d o n e t o t r o u b le s h o o t y o u r s y s t e m . S e r v ice co n t r a ct s ca n b e
fo r b u s in e s s h o u r s o n ly o r 2 4 - h o u r s a d a y , 7 d a y s a w e e k , o r t h e y ca n p ro v id e a
d e d ica t e d t e ch n icia n fo r y o u r in s t a ll a t io n .

A f t e r t h e I n i t i a l C o n t a c t
W h e n y o u r e p o r t t h e t r o u b le t o A T&T, y o u s h o u ld r e ce iv e a tro u b l e - t i ck e t n u m b e r . B e s u r e t o
g e t t h is n u m b e r fr o m t h e p e r s o n y o u a r e t a lk in g t o . U s e t h is n u m b e r w h e n yo u t a lk t o a n
A T&T r e p r e s e n t a t iv e a b o u t t h e p r o b le m a ft e r t h e in it ia l r e p o r t .

A cco r d in g t o A T&T’ s in t e r n a l r u le s , t h e t r o u b le t ick e t m u s t b e clear ed. Th is m e a n s t h a t y o u
m u s t r e ce iv e n o t ifica t io n t h a t t h e t r o u b le h a s b e e n cle a r e d u p , a n d a g r e e t h a t it h as . If y o u
r e ce iv e n o s u ch n o t ifica t io n in a r e a s o n a b le p e r io d , ca ll 1 - 8 0 0 - 3 4 4 - 9 6 7 0 a g a in a n d a s k fo r a
r e s o lu t io n o n y o u r t r o u b le t ick e t n u m b e r .
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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 is fo r a n e w C M S a d m in is t r a t o r . Th e in fo r m a t io n is p r e s e n t e d in a s t e p -b y - s t e p
s e q u e n ce w it h w o r k s h e e t s a n d a ch e ck lis t t o h e lp y o u t h r o u g h t h e b e g in n in g p h a se o f C M S
a d m in is t r a t io n . Th is ch a p t e r a ls o r e fe r s y o u t o t h e a p p r o p r ia t e ch a p t e r , m a in m e n u it e m , a n d
s u b m e n u it e m w h e n co m p le t in g a n y g iv e n t a s k . Th e in fo r m a t io n co v e r e d in clu d e s :

In fo r m a t io n r e q u ir e d b e fo r e y o u lo g in t o C M S

H o w t o lo g in a n d r e a d m a il

H o w t o ch a n g e y o u r p a s s w o r d

A ‘ ‘ G e t t in g St a r t e d C h e ck lis t ’ ’ a n d w o r k s h e e t s t o h e lp y o u in it ia lly a d m in is t e r t h e
C M S

In fo r m a t io n o n g e n e r a t in g r e p o r t s , co n fig u r in g s p lit s , a d m in is t e r in g C M S us e r s , a n d
m a in t a in in g C M S

In fo r m a t io n o n e r r o r m e s s a g e s a n d e r r o r h e lp

Tr a in in g a g e n t s o n v o ice t e r m in a ls .
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P r e - C M S L o g i n I n f o r m a t i o n W o r k s h e e t
A ft e r y o u r s y s t e m h a s b e e n in s t a lle d b y a n A T&T t e ch n icia n , co m p le t e t h e fo ll o w in g w or k s h e e t
b e fo r e y o u b e g in a d m in is t e r in g C M S . If y o u h a v e q u e s t io n s , co n t a ct t h e A T&T t e ch n icia n wh o
in s t a lle d y o u r s y s t e m a n d g e t t h e n e e d e d in fo r m a t io n . Fo r s y s t e m s e cu r it y , p as s w o r d s s h o u l d
n o t b e w r i t t e n d o w n . If t h e y a r e , p u t t h e m in a s e cu r e d a r e a .

Th e p a s s w o r d fo r t h e ro o t lo g in ID . (A ls o p a s s w o r d s
fo r t h e s y s t e m lo g in ID s if t h e y w e r e a s s ig n e d . )

1 .

Th e C M S a d m in is t r a t o r lo g in ID a n d p a s s w o r d . (Th is
lo g in ID is a cd1.)

2 .

A d d it io n a l C M S - a d m in is t r a t o r lo g in ID s a n d p a s s w o r d s 3 .

Th e d e fa u lt C M S p r in t e r n a m e 4 .

A d d it io n a l s y s t e m p r in t e r n a m e s 5 .

H o w m a n y s p lit s w e r e a s s ig n e d ? 6 .

H o w m a n y a g e n t s w e r e a s s ig n e d ? 7 .

H o w m a n y t r u n k g r o u p s w e r e a s s ig n e d ? 8 .

H o w m a n y t r u n k s w e r e a s s ig n e d ? 9 .

H o w m a n y VD N s w e r e a s s ig n e d ? 1 0 .
(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 , R2 V4 )

Th e p r in t e r o u t p u t * fr o m a co m m a n d ca ll e d df - t 1-1 .

* Th e p r in t e r o u t p u t co n t a in s t h e n a m e s o f d is k p a r t it io n s o n w h ich d iffe r e n t p o r t io n s of t h e U N IX s y s t e m a n d C M S
file s r e s id e . It a ls o co n t a in s in fo r m a t io n o n t h e n u m b e r o f b lo ck s b e in g u s e d a n d st ill r e m a in in g a v a ila b le in g iv e n
a r e a s o f t h e U N IX s y s t e m a n d C M S file s t r u ct u r e . Y o u s h o u ld k e e p t h is in fo r m a t io n fo r r e fe r e n ce .
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H o w t o L o g I n t o C M S
C M S is a m e n u - d r iv e n s y s t e m t h a t is o p e r a t e d t h r o u g h a s e r ie s o f in t e r a ct iv e s cr e e n s . In o r d e r
t o u s e t h e s cr e e n s t o a d m in is t e r C M S , y o u m u s t fir s t lo g in t o t h e s y s t e m .

Y o u a r e g iv e n a n ID d u r in g t h e in it ia l C M S in s t a ll a t io n . (G e t t h is in fo r m a t io n fr o m th e ‘ ‘ P r e -
C M S L o g in In fo r m a t io n W o r k s h e e t . ’ ’ )

N O T E Th e fir s t t im e y o u lo g in t o C M S , y o u a r e p la ce d in t h e P a s s w o r d s cr e e n a n d w ill b e
r e q u ir e d t o cr e a t e a p a s s w o r d . S e e t h e s e ct io n s o n ‘ ‘ C h a n g in g Y o u r P a s s w or d ’ ’ a n d
‘ ‘ En t e r in g Y o u r P a s s w o r d t h e Fi r s t Tim e ’ ’ la t e r in t h is ch a p t e r .

F o r t h e lo g in p r o ce d u r e s o n t h e 6 5 0 0 d is p la y t e r m in a ls , s e e A p p e n d ix B .

To lo g in t o C M S , d o t h e fo llo w in g :

1 Tu r n o n y o u r t e r m in a l o r p r e s s t h e R E TUR N k e y if y o u r t e r m in a l is a lr e a d y o n . Th e
fo ll o w in g p r o m p t a p p e a r s :

l o g i n :

2 Ty p e y o u r lo g in ID a n d p r e s s R E TUR N .

p a s s w o r d :

Y o u r p a s s w o r d m u s t co n t a in a t le a s t s ix ch a r a ct e r s . A ls o , a t le a s t o n e
ch a r a ct e r m u s t b e a n u m b e r o r s p e cia l ch a r a ct e r , a n d a t le a s t t w o
ch a r a ct e r s m u s t b e a lp h a b e t ic.
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H ow t o Log In to CM S

3 Ty p e y o u r p a s s w o r d (it w ill n o t a p p e a r o n t h e s cr e e n ) a n d p r e s s R E TUR N a g a in .

N O T E Y o u m u s t e n t e r 6 1 5c a s y o u r t e r m in a l t y p e if y o u w a n t co lo r w it h t h e
G r a p h ics p a ck a g e .

[ Y o u w ill t h e n s e e o n e o f t h e fo ll o w in g t w o s cr e e n s :]

U N I X S y s t e m V R e l e a s e x.x .x A T& T 3 B 2
u n i x
C o p y r i g h t ( c ) 1 9 8 4 , 1 9 8 6 , 1 9 8 7 , 1 9 8 8 A T& T
A l l R i g h t s R e s e r v e d
C a l l M a n a g e m e n t S y s t e m 6 0 0 S C S I ( V e r s i o n 2 . n, I s s u e 1 . z)
y o u h a v e m a i l

S e l e c t t h e t e r m i n a l y o u w i l l u s e f r o m t h e f o l l o w i n g l i s t :

6 0 5 4 4 1 0 5 4 1 0 6 5 2 8

6 1 0 4 4 2 5 5 4 2 5 6 5 2 9

6 1 5 6 5 3 8

6 2 0 6 5 3 9

En t e r s e l e c t i o n :

o r

I f y o u r t e r m i n a l t y p e i s 4 4 2 5 , p r e s s R E T U R N .

O t h e r w i s e , e n t e r t h e n e w t e r m i n a l n a m e :

Th e x w ill v a r y w it h t h e U N IX S y s t e m v e r s io n .

Th e n a n d z w ill v a r y w it h t h e C M S s o ft w a r e lo a d .

Th e m a il m e s s a g e r e fe r s t o U N IX s y s t e m m a il fr o m C M S .
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H ow t o Log In to CM S

Th e fir s t m e s s a g e a p p e a r s t h e fir s t t im e a n e w u s e r lo g s in t o t h e s y s t e m ,
a ft e r w h ich t h e s e co n d m e s s a g e a p p e a r s .

4 If y o u r e ce iv e d t h e fir s t m e s s a g e , e n t e r y o u r t e r m in a l t y p e a n d p r e s s R E TUR N . If
t h e s e co n d m e s s a g e a p p e a r s , ju s t p r e s s R E TUR N .

[ Y o u w ill s e e t h e m e s s a g e D o y o u w a n t t o r e a d y o u r m a i l n o w ? ( y
o r n )]

5 En t e r y o r n a n d p r e s s R E TUR N .

[ A t t h is p o in t , y o u w ill r e ce iv e y o u r m a il (if y o u t y p e d y) a n d t h e n s e e t h e C M S
m a in m e n u . Se e t h e ‘ ‘ H o w t o Re a d M a il’ ’ s e ct io n in t h is ch a p t e r . ]

6 If y o u r s y s t e m is in w o r k in g o r d e r , b u t y o u r lo g in a t t e m p t w a s u n s u cce s s fu l, y ou
m a y h a v e e n t e r e d y o u r u s e r ID o r p a s s w o r d in co r r e ct ly o r ch e ck y o u r u s e r ID a n d
p a s s w o r d t o m a k e s u r e t h e y a r e v a lid .
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H o w t o R e a d M a i l
C M S s a v e s U N IX s y s t e m m a il m e s s a g e s fr o m C M S p r o ce s s e s t h a t h a v e b e e n co m p le t e d . Th e s e
m e s s a g e s t e ll y o u t h a t s y s t e m a ct iv it ie s a r e co m p le t e , a n d w h e t h e r t h e y r a n s ucce s s fu ll y o r
u n s u cce s s fu ll y .

To r e ce iv e t h e s e m e s s a g e s , y o u ca n ch o o s e t o r e a d m a il w h e n lo g g in g in , ch o o s e th e M A I L
o p t io n in t h e C M S m a in m e n u , o r p r e s s t h e MA I L SLK o n a n y s cr e e n t h a t h a s it . Th e fo ll o w in g
m e s s a g e a p p e a r s o n t h e M A IL s cr e e n a lo n g w it h w h ich k e y s t o p r e s s t o s a v e o r d ele t e t h e
m e s s a g e s .

B a s i c M a i l C o m m a n d O p t i o n s :

d < r e t u r n > = d e l e t e t h i s m a i l i t e m a n d g o
t o t h e n e x t o n e

< r e t u r n > = s a v e t h i s m a i l i t e m a n d g o t o t h e
n e x t o n e

q < r e t u r n > = e x i t f r o m M A I L

* < r e t u r n > = l i s t m a i l c o m m a n d s u m m a r y

M S G M S G
E X I T N E X T P R E V D E L E T E

Th e S L K s h a v e t h e fo ll o w in g m e a n in g s :

D E L E T E D is ca r d t h e cu r r e n t ly d is p la y e d m a il m e s s a g e .

PRE V M S G D is p la y t h e p r e v io u s m a il m e s s a g e (w o r k s o n ly if y o u h a v e p r e s s e d N EX T
M S G fo r a g iv e n m a il m e s s a g e — in o t h e r w o r d s , if y o u h a v e s a v e d it ).

N E X T M S G Sa v e t h e cu r r e n t m a il a n d g o o n t o t h e n e xt m e s s a g e .

E X IT Re t u r n t o t h e p r io r C M S s cr e e n .
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H ow t o R e a d Ma i l

H o w t o R e c e i v e F a i l u r e M e s s a g e s O n l y

If y o u w a n t M A IL o n o n ly t h e C M S p r o ce s s e s t h a t fa ile d , d o t h e fo llo w in g :

1 Se le ct t h e U N I X s y s t e m o p t io n fr o m t h e m a in m e n u , a n d p r e s s r e t u r n .

2 En t e r t h e fo ll o w in g co m m a n d :

$ e c h o " y e s " > f a i l u r e s _ o n l y

N O T E Th is p r o ce d u r e o n ly a p p lie s t o s ch e d u le d r e p o r t s o r r e p o r t s s e n t t o a file .
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C h a n g i n g Y o u r P a s s w o r d

N O T E F o r s y s t e m s e cu r it y , p a s s w o r d s a r e r e co m m e n d e d fo r a ll C M S u s e r lo g in ID s .

To ch a n g e y o u r p a s s w o r d , s e le ct P A S SW O RD fr o m t h e C M S M a in M e n u . W h e n t h e P a s s w o r d
s cr e e n a p p e a r s , fo llo w t h e d ir e ct io n s o n t h e s cr e e n .

Y o u a r e p r o m p t e d b e l o w f o r a p a s s w o r d .
A s y o u e n t e r t h e p a s s w o r d , i t w i l l n o t a p p e a r
o n y o u r t e r m i n a l . T h e r e f o r e , t o b e s u r e y o u
h a v e e n t e r e d i t c o r r e c t l y , y o u w i l l b e a s k e d
t o e n t e r i t a g a i n .

C h a n g i n g p a s s w o r d f o r < u s e r n a m e >
O l d p a s s w o r d :

P a s s w o r d s h a v e t h e fo ll o w in g r e s t r ict io n s :

A p a s s w o r d m u s t h a v e a t le a s t s ix ch a r a ct e r s a n d n o m o r e t h a n e ig h t .

A p a s s w o r d m u s t h a v e a t le a s t o n e n u m b e r o r s p e cia l ch a r a ct e r a n d a t le a s t tw o
a lp h a b e t ic ch a r a ct e r s .

W h e n ch a n g in g a p a s s w o r d , y o u m u s t ch a n g e a t le a s t t h r e e ch a r a ct e r s .

E n t e r i n g Y o u r P a s s w o r d t h e F i r s t T i m e

If y o u h a v e n e v e r h a d a p a s s w o r d o n C M S , C M S is n o t e xp e ct in g a n e xis t in g p a ss w o r d fr o m
y o u . Y o u w ill b e a s k e d t o e n t e r a n e w p a s s w o r d .
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G e t t i n g S t a r t e d C h e c k l i s t
U s e t h is ch e ck lis t a s a g u id e w h e n y o u fir s t u s e y o u r C M S . Th is ch e ck lis t g iv e s y o u t h e ta s k t o
b e co m p le t e d a n d t h e a p p r o p r ia t e ch a p t e r , m a in m e n u it e m , a n d s u b m e n u it em t o s e le ct . Th e
s u b m e n u it e m is in it a lics .

M ai n M e n u Ite m
T as k Ch ap t e r a n d Su bm en u Ite m

1 . C o m p le t e t h e P r e - C M S Lo g in W o r k s h e e t . 2
2 . D o y o u k n o w h o w t o lo g in a n d r e a d m a il? 2
3 . H a v e y o u ch a n g e d y o u r p a s s w o r d ? 2
4 . Ve r ify 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 is u p . 1 1 M a in t e n a n ce

Sessio n St at u s
I f t h e l i n k i s n o t u p an d t h e session is n o t est ab li sh ed , g o

t o C h a p t e r 1 1 , ‘ ‘ C o n n e ct in g t h e 3 B a n d t h e S w it ch ’ ’ a n d
p e r fo r m t h e s t e p s .
5 . Ve r ify t h e n u m b e r o f m e a s u r e d s p lit s , a g e n t s , t r u n k s 1 1 M a in t e n a n ce

a n d t r u n k g r o u p s . Sessio n St at u s

I f t h e n u m ber o f m ea su red sp l i t s i s i n co r rec t , g o t o
C h a p t e r 1 1 , ‘ ‘ A d m in is t e r in g t h e N u m b e r o f M e a s u r e d
Sp lit s ’ ’ a n d p e r fo r m t h e s t e p s .
6 . Ve r ify t h a t t h e A T&T t e ch n icia n s b a ck e d u p t h e 1 1 M a in t e n a n ce

U N IX file s y s t e m s b e fo r e t u r n in g t h e
s y s t e m o v e r t o y o u .

7 . A s s ig n a g e n t n a m e s t o a g e n t lo g in ID s . 5 D ict io n a r y

U si n g zero - l en gt h log in I Ds ( p o ssible fo r Gen eric 1 a n d
Sy st em 75 sw i t ch es) p rev en t s t h e co ll ect i o n o f ag en t dat a
fro m t h e sw i t ch .

8 . S ch e d u le D a ily D a t a A r ch iv e a n d t h e F o r e ca s t 1 1 M a in t e n a n ce
M a n a g e r t o r u n d a ily . 7 S ch e d u le

9 . A s s ig n C M S lo g in ID s a n d p r in t e r s fo r s p lit 1 0 A d m in is t r a t io n
s u p e r v is o r s a n d t h e ir a cce s s p e r m is s io n s . Sy st em A cces s

Spl i t A ccess
T ru n k Gr o u p A cces s
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G e tt i ng S tart ed C he c kl i st

Ge t t i n g S t ar te d C h e ck l i s t (C o n t d )
M a in M e n u It e m

T as k C h a p t e r a n d Su bm en u It e m
1-0 . M a k e s u r e y o u r a r ch iv e p a r a m e t e r s m a t ch y o u r 1 1 M a in t e n a n ce

s y s t e m d e s ig n . A rch i v e Pa ra m et ers

If d is k s p a ce is e xp e ct e d t o b e a p r o b le m , co n s id e r
ch a n g in g t h e A r ch iv e P a r a m e t e r s .

1-1 . S e n d a r e p o r t t o t h e d e fa u lt p r in t e r t o v e r ify t h a t 1
t h e p r in t e r is w o r k in g .

Th is ca n b e d o n e b y p r e s s in g t h e P R I NT S C R E E N SLK
w h ile v ie w in g a n y s cr e e n o r b y p r e s s in g t h e R E TUR N

k e y a t t h e e n d o f a n h is t o r ica l- r e p o r t - o r d e r in g
s e q u e n ce .

1-2 . S ch e d u le C M S d a t a b a ck u p fo r e a ch A C D . 1 1 M a in t e n a n ce
7 S ch e d u le

O p t i o n al: A s s ig n r e s p o n s ib ilit y fo r m a n u a l d a ily C M S
b a ck u p s .
1-3 . Tr a in a g e n t s o n v o ice t e r m in a l lo g in p r o ce d u r e s . 2
1-4 . G iv e a g e n t s t h e ir a s s ig n e d lo g in ID s .
1-5 . Tr a in s p lit s u p e r v is o r s a n d o t h e r C M S u s e r s o n

C M S .

O PT IO N A L T A S K S

1-6 . S ch e d u le t h e d a ily h is t o r ica l r e p o r t s . 4 H is t o r ica l Re p o r t s
7 S ch e d u le

1-7 . S ch e d u le t h e w e e k ly / m o n t h ly h is t o r ica l r e p o r t s . 4 H is t o r ica l Re p o r t s
7 S ch e d u le

1-8 . Es t a b lis h s y n o n y m s fo r s p lit s a n d t r u n k g r o u p s . 5 D ict io n a r y
1-9 . A s s ig n a g e n t s t o A g e n t G r o u p s o r e xt e n s io n s t o 5 D ict io n a r y

Ex t e n s io n G r o u p s .
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G e tt i ng S tart ed C he c kl i st

C M S S p l i t S u p e r v i s o r L o g i n I D s / A c c e s s
P e r m i s s i o n s / P r i n t e r W o r k s h e e t

S p l i t S u p e r v i s o r N a m e :

C M S U s e r I D :

R o o m N u m b e r :

Te l e p h o n e N u m b e r :

P r i n t e r N a m e :

S y s t e m A c c e s s R e a d ? W r i t e ?

R EP O R TS :
D I C TI O N A R Y :

C O N F I G U R A TI O N :
S C H E D U LE R :

F O R E C A S T:
EX C E P TI O N S :

C U S TO M R EP O R TS C R EA TI O N :
A D M I N I S TR A TI O N :

M A I N TE N A N C E :
U N I X :
M A I L:

P A S S W O R D :

S p l i t A c c e s s :

Tr u n k A c c e s s :

V D N A c c e s s :
( G e n e r i c 2 a n d R 2 V 4 o n l y )
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C M S A g e n t L o g i n I D / E x t e n s i o n W o r k s h e e t
A g e n t N am e L o g i n ID E xt e n s i o n
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U s i n g C M S
A lt h o u g h C M S is d iv id e d in t o 1 1 s u b s y s t e m s , y o u u s e t h e s u b s y s t e m s t o pe r fo r m 4 o v e r a ll
fu n ct io n s :

1 G e n e r a t in g r e p o r t s fr o m ca ll d a t a co ll e ct e d fr o m y o u r ca ll ce n t e r ’ s A C D (s )

2 C o n fig u r in g t h e s p lit s in y o u r ca ll ce n t e r

3 A d m in is t e r in g t h e a cce s s p e r m is s io n s fo r C M S u s e r s , u s u a ll y s p lit s u p e r v is o rs o r
t e le co m m u n ica t io n s m a n a g e r s . Ea ch C M S u s e r m u s t h a v e a lo g in ID a n d
(o p t io n a ll y ) a p a s s w o r d fo r in cr e a s e d s e cu r it y .

4 M a in t a in in g t h e C M S .

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 d a t a fr o m A C D a ct iv it y a n d s t o r e s it in o n e o f t h e C M S d a t a b a s es . Th e d a t a
r e fle ct s t h e a ct iv it y in v o lv in g y o u r s p lit s , t r u n k s , t r u n k g r o u p s , a g e n t s , a n d a ge n t o r e xt e n s io n
g r o u p 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 v a r io u s C M S r e p o r t s :

Re p o r ts O r d e r e d A d m i n i s t e r e d
St a n d a r d Re a l- Tim e Re p o r t s C o n fig u r a t io n (C a ll P r o file )
St a n d a r d H is t o r ica l Re p o r t s C o n fig u r a t io n (C a ll P r o file )
C u s t o m Re a l- Tim e Re p o r t s C u s t o m Re p o r t C r e a t io n

D ict io n a r y (C a lcu la t io n s , C o n s t a n t s )
C u s t o m H is t o r ica l Re p o r t s C u s t o m Re p o r t C r e a t io n

D ict io n a r y (C a lcu la t io n s , C o n s t a n t s )
Ex ce p t io n s Ex ce p t io n Exc e p t io n
F o r e ca s t Fo r e ca s t F o r e ca s t
A g e n t Tr a ce Re p o r t C o n fig u r a t io n C o n fig u r a t io n

N O T E Se e 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 fo r
in fo r m a t io n o n C u s t o m Re p o r t s .

3 B C M S A d m i n i s t r a t i o n 2-1 3



U si ng CMS

Th e s cr e e n s in v a r io u s C M S s u b s y s t e m s a r e u s e d t o a d m in is t e r d a t a a n d g e n er a t e r e p o r t s .
A d m in is t e r in g y o u r r e p o r t s co m p r is e s a m a jo r p o r t io n o f t h e C M S p r o ce d u r e s . Th e p r o ce d u r e s
ca n b e ca t e g o r iz e d a s :

A d m in is t e r in g co lle ct io n a n d s t o r a g e o f r e p o r t d a t a

O r d e r in g a n d s ch e d u lin g r e p o r t o u t p u t

A s s ig n in g s y n o n y m s t o a g e n t lo g in ID s , s p lit s , a n d t r u n k g r o u p s t o r e p la ce s wit 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 .

C o n f i g u r i n g S p l i t s

Sp lit s , e xt e n s io n s , a n d t r u n k g r o u p s a r e in it ia lly cr e a t e d a n d a s s ig n e d a t t h e s wit ch . H o w e v e r ,
o n ce t h e y h a v e b e e n cr e a t e d , y o u ca n co n t r o l t h e co n fig u r a t io n o f y o u r s p lit s in CM S b y
p e r fo r m in g t h e fo ll o w in g t a s k s :

S e l e ct T h e n S u b m e n u
If y o u w an t t o : M ai n M e n u Ite m Ite m / S cre e n

M o v e e xt e n s io n s t o o t h e r s p lit s C o n fig u r a t io n S p lit
Ex t e n s io n - A s s ig n m e n t s

M o v e t r u n k g r o u p s t o o t h e r s p lit s C o n fig u r a t io n S p lit
N o t e : N o t a v a ila b le o n G e n e r ic 1 Tr u n k - G r o u p - A s s ig n m e n t s

a n d S y s t e m 7 5 .

Se t u p ca ll fo r w a r d in g (in t r a flo w ) fr o m a C o n fig u r a t io n S p lit
s p lit t o o t h e r d e s t in a t io n s P a r a m e t e r - A d m in is t r a t io n
N o t e : N o t a v a ila b le o n G e n e r ic 1

a n d S y s t e m 7 5 .

Se t u p d e la y t im e s fo r a n n o u n ce m e n t s t o C o n fig u r a t io n S p lit
ca ll s q u e u e d t o a s p lit P a r a m e t e r - A d m in is t r a t io n
N o t e : N o t a v a ila b le o n G e n e r ic 1

a n d S y s t e m 7 5 .

C h a n g e t h e n u m b e r o f m e a s u r e d s p lit s * M a in t e n a n ce S e s s io n S t a t u s

C r e a t e s p e cia l r e p o r t in g g r o u p s — D ict io n a r y A g e n t G r o u p
A g e n t G r o u p s o r Ex t e n s io n G r o u p s t h a t Ext e n s io n G r o u p s
a r e r e p o r t e d in d e p e n d e n t ly o f e xist in g
s p lit a s s ig n m e n t s

* If t h e u p p e r lim it in t h e n u m b e r o f m e a s u r e d s p lit s h a s b e e n e xce e d e d o n t h e sw it ch s id e , y o u w ill h a v e
t o e xe cu t e t h e sw set u p co m m a n d fir s t . S e e C h a p t e r 1 2 , ‘ ‘ U N IX S y s t e m .’ ’
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N O T E If y o u r s y s t e m h a s t h e C M S Ve ct o r in g fe a t u r e , y o u r C M S co n fig u r a t io n t a s k s w ill b e
co n s id e r a b ly d iffe r e n t fr o m t h o s e lis t e d h e r e . Re fe r t o t h e 3B Ca ll M an a g em en t Sy st em
V ect o r in g A dm i n i st ra t i o n ( 585- 215- 502) d o cu m e n t fo r in fo r m a t io n a b o u t co n fig u r a t io n
t a s k s w it h Ve ct o r in g .

A d m i n i s t e r i n g C M S U s e r s
C M S p r o v id e s y o u w it h a n A d m in is t r a t io n s u b s y s t e m t h a t y o u ca n u s e t o lim it a cce s s b y C M S
u s e r s o n a n e e d - t o - k n o w o r n e e d - t o - d o b a s is . To co n t r o l u s e r a cce s s , d o th e fo ll o w in g :

S e l e ct T h e n S u b m e n u
T o co n t r o l u s e r ac ce s s : M ai n M e n u Ite m Ite m / S cr e e n

C r e a t e C M S lo g in ID s A d m in is t r a t io n Sy s t e m A cce s s

D e s ig n a t e p a s s w o r d u s a g e A d m in is t r a t io n S y s t e m A cce s s

Se t r e a d a n d w r it e p e r m is s io n s fo r C M S s u b s y s t e m s A d m in is t r a t io n S y s t e m A cce s s

Se t r e a d a n d w r it e p e r m is s io n s fo r m e a s u r e d s p lit s A d m in is t r a t io n S p lit A cce s s

Se t r e a d a n d w r it e p e r m is s io n s fo r t r u n k g r o u p s A d m in is t r a t io n Tr u n k G r o u p A cce s s

N O T E If y o u r s y s t e m h a s t h e C M S Ve ct o r in g fe a t u r e , y o u w ill a ls o a s s ig n v e ct o r a cce s s
p e r m is s io n s . S e e t h e 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 (5-8 5 - 2 1 5 -
5-0 2 ) d o cu m e n t fo r m o r e in fo r m a t io n .
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M a i n t a i n i n g C M S
C M S p r o v id e s a d d it io n a l t o o ls w it h w h ich t o m a in t a in y o u r s y s t e m (in clu d in g t o o ls t o p r ot e ct
y o u r d a t a a n d s o ft w a r e ). U s in g t h e M a in t e n a n ce s u b s y s t e m o r U N IX s y st e m , y o u ca n p e r fo r m
t h e fo llo w in g t a s k s :

S e l e ct T h e n S u b m e n u
If y o u w an t t o : M ai n M e n u Ite m Ite m / S cre e n

C r e a t e b a ck u p co p ie s o f C M S d a t a file s M a in t e n a n ce D a t a B a ck u p

Re s t o r e lo s t C M S d a t a t o t h e s y s t e m M a in t e n a n ce D a t a Re s t o r e

C r e a t e b a ck u p co p ie s o f C M S s o ft w a r e U N IX s y s t e m

In v e s t ig a t e s y s t e m e r r o r s M a in t e n a n ce Er r o r L o g

C o n n e ct a n d d is co n n e ct t h e lin k t o t h e s w it ch M a in t e n a n ce Se s s io n S t a t u s
b e fo r e m a k in g co n fig u r a t io n ch a n g e s .

A d m in is t e r t h e co n n e ct io n o f p r in t e r s a n d U N IX s y s t e m
t e r m in a ls t o t h e s y s t e m
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T r a i n i n g A g e n t s o n V o i c e T e r m i n a l s
A g e n t s in a ca ll ce n t e r h a n d le ca lls u s in g v o ice t e r m in a ls t h a t a r e co n n e ct e d t o t h e sw it ch . Fo r
C M S t o r e co r d a g e n t a ct iv it y , a g e n t s m u s t lo g in t o t h e ir v o ice t e r m in a ls u s in g lo g in ID s
a s s ig n e d t o t h e m b y t h e C M S a d m in is t r a t o r . Th e C M S a d m in is t r a t o r ca n d e t e r min e w h a t a g e n t
lo g in ID s a r e a v a ila b le fr o m t h e D ict io n a r y s u b s y s t e m . A ls o , in t h e D ict io n a r y s u b sy s t e m , t h e
C M S a d m in is t r a t o r ca n a s s ig n a g e n t n a m e s t o lo g in ID s .

C A U T I O N A g e n t s s h o u ld a v o id lo g g in g in a n d o u t o t h e r t h a n a t t h e b e g in n in g a n d e n d in g
o f t h e ir s h ift s . A g e n t s s h o u ld u s e A U X W O RK fo r s h o r t p e r io d s a w a y fr o m
t h e ir p o s it io n s . Th is a lt e r n a t iv e w ill k e e p t h e h a lf h o u r a g e n t file s fr o m
b e co m in g o v e r fill e d w it h lo g o u t / lo g in p e g s , a n d it w ill s a v e d is k s p a ce .

A g e n t L o g i n a n d L o g o u t P r o c e d u r e s ( G e n e r i c
2 / S y s t e m 8 5 / D I M E N S I O N P B X )

To lo g in t o a n A C D a g e n t p o s it io n , fo ll o w t h e s e s t e p s o n t h e v o ice t e r m in a l:

1 P r e s s a n y id le ca ll - a p p e a r a n ce b u t t o n .

[ Y o u w ill h e a r a d ia l t o n e . ]

2 D ia l t h e a g e n t lo g in a cce s s co d e n u m b e r , o r p r e s s t h e L O G IN b u t t o n . Th e lo g in
a cce s s co d e is a v a ila b le fr o m t h e s w it ch a d m in is t r a t o r .

[ Y o u w ill h e a r a d ia l t o n e . ]

3 D ia l y o u r lo g in id e n t ifica t io n n u m b e r t w ice . A n y 4 - d ig it n u m b e r — w h e r e t h e fir s t
d ig it is n o t z e r o — is v a lid , b u t t h e lo g in ID a s s ig n m e n t is a C M S r e s p o n s ib ilit y .

[ Y o u w ill h e a r a co n fir m a t io n t o n e , o r y o u w ill h e a r a n in t e r ce p t t o n e if:]

— L o g in ID is n o t t h e s a m e b o t h t im e s .

— L o g in ID h a s a lr e a d y b e e n u s e d a s a cu r r e n t lo g in .

— L o g in ID is o u t o f r a n g e .

4 P r e s s t h e a p p r o p r ia t e b u t t o n t o d is co n n e ct y o u r v o ice t e r m in a l fr o m t h e lin e .

[ Y o u r p o s it io n is n o w in t h e A U X s t a t e . ]
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To lo g o u t fr o m a n a g e n t p o s it io n :

1 G o o ff- h o o k o n a n id le a p p e a r a n ce .

[ Y o u w ill h e a r a d ia l t o n e . ]

2 D ia l t h e lo g - o u t a cce s s co d e (t h is is a ls o a v a ila b le fr o m s w it ch a d m in is t r a t io n ), o r
p r e s s t h e LO G - O U T b u t t o n .

[ Y o u w ill h e a r a co n fir m a t io n t o n e . A n in t e r ce p t t o n e m e a n s t h e p o s it io n w a s
a lr e a d y lo g g e d o u t . ]

3 P r e s s t h e REL EAS E b u t t o n o r g o o n - h o o k .

[ Y o u r p o s it io n is n o w in t h e U N ST A FF ED s t a t e . ]

In a d v e r t e n t lo g g in g o ff m ig h t co n s is t o f u n s t a ffin g t h e p o s it io n , in clu d in g :

P r e s s in g t h e ST A FF b u t t o n

D ia lin g t h e s t a ff a cce s s co d e

G o in g o n - h o o k d u r in g t h e A U TO M A TIC A N S W ER IN G o p e r a t io n

D is co n n e ct in g t h e h e a d s e t d u r in g A U TO M A TIC A N S W ER IN G o p e r a t io n .

A g e n t L o g i n a n d L o g o u t P r o c e d u r e s ( G e n e r i c
1 / S y s t e m 7 5 )

To lo g in t o a n A C D a g e n t p o s it io n , fo ll o w t h e s e s t e p s :

1 G o o ff- h o o k o n a n id le a p p e a r a n ce .

[ Y o u w ill a h e a r d ia l t o n e . ]

2 D ia l t h e a g e n t lo g in a cce s s co d e n u m b e r , o r p r e s s t h e L O G IN b u t t o n . Th e lo g in
a cce s s co d e is a v a ila b le fr o m t h e s w it ch a d m in is t r a t o r .

[ Y o u w ill h e a r a d ia l t o n e . ]

3 D ia l t h e s p lit n u m b e r .

4 D ia l y o u r lo g in id e n t ifica t io n n u m b e r .

[ Y o u w ill h e a r a co n fir m a t io n t o n e . ]

A n y 1 - t o 9 - d ig it n u m b e r is v a lid fo r C M S . A 0 - d ig it lo g in , w h ich
m e a n s t h a t n o lo g in s a r e r e q u ir e d , m a y b e s p e cifie d a t t h e s w it ch , b u t
C M S w ill n o t b e a b le t o co lle ct d a t a fo r t h e s e lo g in ID s .
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5 P r e s s t h e REL EAS E b u t t o n o r g o o n - h o o k .

[ Th e a g e n t p o s it io n is n o w in t h e A U X s t a t e . S e e A p p e n d ix C , ‘ ‘ A C D B a s ics , ’’ fo r
m o r e in fo r m a t io n . ]

To lo g o u t fr o m a n a g e n t p o s it io n :

1 G o o ff- h o o k o n a n id le a p p e a r a n ce .

[ Y o u w ill h e a r a d ia l t o n e . ]

2 D ia l t h e lo g - o u t a cce s s co d e (t h is is a ls o a v a ila b le fr o m s w it ch a d m in is t r a t io n ), o r
p r e s s t h e LO G - O U T b u t t o n .

3 D ia l t h e s p lit n u m b e r .

[ Y o u w ill h e a r a co n fir m a t io n t o n e . Th e in t e r ce p t t o n e m e a n s t h e a g e n t w a s a lr e a d y
lo g g e d o u t . ]

4 P r e s s t h e REL EAS E b u t t o n o r g o o n - h o o k .

[ Th e a g e n t p o s it io n is n o w in t h e U N S TA FF ED s t a t e . ]

In a d v e r t e n t lo g g in g o ff m ig h t co n s is t o f u n s t a ffin g t h e p o s it io n , in clu d in g :

G o in g o n - h o o k d u r in g A U TO M A TIC A N S W ERIN G o p e r a t io n

U n p lu g g in g a h e a d s e t d u r in g A U TO M A TIC A N S W ERIN G o p e r a t io n .

T e m p o r a r i l y L e a v i n g a H e a d s e t -E q u i p p e d P o s i t i o n

If y o u w a n t t o le a v e y o u r p o s it io n t e m p o r a r ily , t a k in g y o u r h e a d s e t w it h y o u, fo ll o w t h is
p r o ce d u r e .

1 P r e s s A U X W O RK .

2 P u ll o u t y o u r h e a d s e t fr o m t h e v o ice t e r m in a l.

[ Th is p la ce s t h e p o s it io n in A U X W O RK , a n d n o A C D ca ll w ill b e d is t r ib u t e d t h e r e . ]

N O T E W it h G e n e r ic 3 i, G e n e r ic 1 a n d S y s t e m 7 5 u s in g C A L L M A S TER v o ice
t e r m in a ls w it h a u t o - in a n d a u t o - a n s w e r , u n p lu g g in g t h e h e a d s e t lo g s t h e
a g e n t o u t .

H o w e v e r , t h e a g e n t ca n g o in t o A U X , t h e n u n p lu g t h e Q u i ck- Di sco n n ect
p lu g a n d w ill n o t b e lo g g e d o u t . In t e r n a l ca ll s w ill s t ill co n n e ct t o t h e
e xt e n s io n . Th e a g e n t m u s t a ct iv a t e ca ll fo r w a r d in g o r s e n d a ll ca ll s t o
r e d ir e ct t h e n o n - A C D ca lls .

3 B C M S A d m i n i s t r a t i o n 2-1 9



T r a i ning A gen ts on V oi c e T e r mi na l s

N O T E U n s t a ffin g t h e p o s it io n o r p u ll in g t h e h e a d s e t o u t w it h o u t g o in g in t o A U X
W O RK a r e n o t r e co m m e n d e d p r o ce d u r e s . Th e fir s t a ct io n cr e a t e s a n
u n n e ce s s a r y r e co r d in t h e a g e n t file ; t h e s e co n d ca n le a v e t h e p o s it io n
s t a ffe d .
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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 s t a n d a r d r e a l- t im e r e p o r t s t o ch e ck t h e cu r r e n t s t a t u s o f A C D act iv it y . Re a l- t im e
r e p o r t s d is p la y cu r r e n t a n d p r e v io u s h a lf- h o u r d a t a fo r v a r io u s a g e n t , s plit , o r t r u n k g r o u p
a ct iv it ie s , s u ch a s n u m b e r o f A C D ca ll s , a b a n d o n e d ca ll s , a v e r a g e t a lk t im e , a v e r a g e s p e e d o f
a n s w e r , a n d s o o n .

C M S r e a l- t im e r e p o r t s o ffe r t h e fo ll o w in g ca p a b ilit ie s :

Se le ct io n o f r e p o r t s fo r s p e cific a g e n t s , a g e n t g r o u p s , e xt e n s io n g r o u p s , s p lit s, o r
t r u n k g r o u p s

D e fin it io n o f a u t o m a t ic u p d a t e in t e r v a ls , b y w h ich t h e s y s t e m u p d a t e s d a ta a s y o u
a r e v ie w in g it

A u t o m a t ic o n - lin e ca lcu la t io n o f t o t a ls , a v e r a g e s , a n d p e r ce n t a g e s

Im m e d ia t e e xce p t io n n o t ifica t io n .

M e n u s U s e d t o O r d e r S t a n d a r d R e a l -T i m e R e p o r t s

Y o u s e le ct s t a n d a r d r e a l- t im e r e p o r t s b y fir s t a cce s s in g t h e Re p o r t s M e n u (F ig u r e 3 - 1 ).

Time Down or Switch_N ame:Up System Management Call

___________
REPORTS

Standard
[ ] Real-Time
[ ] Historical

Custom
[ ] Real-Time
[ ] Historical

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 3-1 T h e Re p o r ts M e n u

3 B C M S A d m i n i s t r a t i o n 3-1



G e ne r a l Infor ma ti on

Y o u t h e n a cce s s t h e Re a l- Tim e Re p o r t s m e n u (F ig u r e 3 - 2 ), w h ich lis t s t h e s t a n d a r d re a l- t im e
r e p o r t s a v a ila b le t o y o u . Ea ch o f t h e s e r e p o r t s is d e s cr ib e d in d e t a il la t e r in t h is ch ap t e 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

RE A L - T IM E R E P O RT S

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

[ ] S p l i t S t a t u s
[ ] G r o u p S t a t u s
[ ] S y s t em S t a t u s
[ ] A g e n t/ S p l i t Co m p a r i so n
[ ] S p l i t S u m m a r y
[ ] C a l l Pr o f i l e
[ ] T r u n k G r o u p S um m a r y
[ ] S p l i t P e r f o r ma n c e
[ ] S p l i t E v e n t C ou n t S u m ma r 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 3-2 T h e Re al - T i m e Re p o r ts M e n u

N O T E If y o u h a v e t h e Ve ct o r in g fe a t u r e , y o u r m e n u w ill b e d iffe r e n t . S e e t h e 3B Ca ll
M an ag em en t Sy st em V ect o rin g A d m i n i st ra t ion (5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t .

3-2 S t a n d a r d R e a l -T i m e R e p o r t s



G e ne r a l Infor ma ti on

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 , s im ila r t o F ig u r e 3 - 3 , w ill a p p e a r a ft e r y o u s e le ct t he 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 d is p la y e d . Y o u m u s t u s e t h e Re p o r t Pa 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 a g e n t , a g e n t g r o u p , e xt e n s io n g r o u p , s p lit , o r t r u n k g r ou p 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 ca n a ls o 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 Switch_N ame:Up System Management Call

INTERVAL: 00 Quad: 1

REPORT PARAMETERS

1 SPLIT = Sales____________ ________
2 UPDATE_INTER VAL (10 - 300) = 30

Error and confirmation messages appear in this field.

KEYS SCREEN
HELP PRINT EXIT

F i g u r e 3-3 S am p l e Re p o r t Param e te r s S cr e e n ( f o r a Re al - T i m e S p l i t Re p o r t)

D e fin it io n o f Fie ld s

F ie ld 1 Sp lit , Tr u n k G r o u p , A g e n t ID , o r G r o u p

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

F ie ld 2 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 .

N O T E Th e fa s t e s t u p d a t e in t e r v a l p o s s ib le is 1 0 s e co n d s . H o w e v e r , t h e u p d a t e in t er v a l
r a t e is a ls o lim it e d b y t h e n u m b e r o f t e r m in a ls cu r r e n t ly lo g g e d in t o t h e C M S. To
d e t e r m in e t h e fa s t e s t u p d a t e p o s s ib le fo r t h e n u m b e r o f C M S t e r m in a ls cu rr e n t ly
lo g g e d in , s e e t h e ‘ ‘ Te r m in a l Re fr e s h Ra t e s fo r Re a l- Tim e Re p o r t s ’ ’ s e ct io n in
C h a p t e r 1 .

3 B C M S A d m i n i s t r a t i o n 3-3



O r d e r i n g a S t a n d a r d R e a l - T i m e R e p o r t

1 In t h e Re p o r t s m e n u , s e le ct t h e S t a n d a r d [ ] R e a l - T i m e o p t io n , a n d p r e s s
R E TUR N .

[ Th e R E A L - T I M E R E P O R T S m e n u a p p e a r s . ]

2 Se le ct t h e d e s ir e d r e p o r t a n d p r e s s R E TUR N .

[ Th e Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

3 In fie ld 1 , t y p e t h e n u m b e r o r s y n o n y m fo r t h e s p e cific a g e n t , g r o u p , s p lit , o r t r u n k
g r o u p y o u w a n t t h e r e p o r t t o co v e r .

4 In fie ld 2 , t y p e t h e n u m b e r o r s e co n d s y o u w a n t b e t w e e n e a ch d a t a u p d a t e , o r
le a v e t h e d e fa u lt v a lu e o f 3 0 s e co n d s in t h e fie ld .

5 P r e s s R E TUR N .

[ Th e r e p o r t w ill b e d is p la y e d o n y o u r t e r m in a l. ]

3-4 S t a n d a r d R e a l -T i m e R e p o r t s



I n t r o d u c t i o n t o R e p o r t D e s c r i p t i o n s
Ea ch r e p o r t d e s cr ip t io n in t h is ch a p t e r co n t a in s :

A n ill u s t r a t io n o f t h e r e p o r t ’ s o u t p u t w it h s a m p le d a t a

A t a b le d e s cr ib in g e a ch r e p o r t i t e m (e a ch p ie ce o f o u t p u t d a t a in t h e r e p o r t ),
in clu d in g :

— 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 (fo r e xa m p le , 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 .

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 fo r 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 O U TT IM 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 .

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 .

So m e r e a l- t im e r e p o r t s co n t a in a v e r a g e s a n d t o t a ls . Th e s e a r e fo r cu r r e n t h a lf- h ou r
in t e r v a ls , a n d a r e r e s e t t o z e r o a t t h e b e g in n in g o f e a ch 3 B co m p u t e r clo ck h a lf- ho u r .

Ev e n t co u n t s a r e n o t a v a ila b le a s a s t a n d a r d fe a t u r e o n G e n e r ic 1 o r Sy s t e m 75 .
H o w e v e r , e v e n t co u n t s o ft w a r e ca n b e p r o v id e d a s a C u s t o m S o ft w a r e o pt io n .
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In tr od uc t i on t o R e por t D e sc r i pt i ons

F o r m a t o f a S t a n d a r d R e a l -T i m e R e p o r t

Th e fo llo w in g s cr e e n s h o w s a s a m p le r e a l- t im e r e p o r t — a Sp lit S t a t u s r e p o r t .

Time Switch_N ame:Up System Management Call

INTERVAL: 36 PAGE 1 of 1 QUAD:1
SPLIT STATUS

SPLIT: 1 TRUNK GROUP STATUS
TRUNK GROUP NO. BUSY TOTAL NO.

NUMBER OF CALLS WAITING 5
OLDEST CALL WAITING 6 21 12 12
AVERAGE SPEED OF ANSWER 5.01 22 6 6

23-1 1
NUMBER OF ABANDONED CALLS 60 24 33 34
AVERAGE TIME TO ABANDON 11.00 27 4 4

NUMBER OF ACD CALLS 349
AVERAGE ACD TALK TIME 26.12
AVERAGE AFTER CALL WORK TIME 11.02

NUMBER OF OUTGOING CALLS 1
AVERAGE OUTGOING TALK TIME 89.93

NUMBER AGENTS STAFFED 20 NUMBER OF AGENTS AVAILABLE 0
NUMBER ON ACD CALLS 17 NUMBER IN AFTER CALL WORK 3
NUMBER IN AUX WORK 0 NUMBER ON OUTGOING CALLS 0

Confirmation , error, and exception messages appear in this line

SCREEN PARAMS
PRINT EXIT REPORT UPDATE

F i g u r e 3-4 S am p l e Re al - T i m e Re p o r t
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In tr od uc t i on t o R e por t D e sc r i pt i ons

R e a l - T i m e R e p o r t H e a d e r I n f o r m a t i o n

IN T E RV A L Th e cu r r e n t h a lf h o u r in t e r v a l n u m b e r . Ta b le 3 - 1 is u s e fu l fo r co n v e r t in g
in t e r v a ls t o clo ck t im e s .

T a b l e 3-1 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

PA G E Th e n u m b e r o f t h e p a g e w it h in t h e r e a l- t im e r e p o r t .

Q U A D Th e q u a d lo ca t io n w it h in t h e r e a l- t im e r e p o r t . Th e q u a d is a lw a y s 1 in
s t a n d a r d r e a l- t im e r e p o r t s . Th is fie ld o n ly a p p lie s t o C u s t o m r e p o r t s ,
w h ich ca n b e la r g e r t h a n s t a n d a r d r e p o r t s a n d m a y h a v e u p t o fo u r
a d ja ce n t s cr e e n s (q u a d s ) o f d a t a .

Q u a d r e p o r t s a r e n o t r e co m m e n d e d w it h cu r r e n t C M S s o ft w a r e r e le a s e s .

3 B C M S A d m i n i s t r a t i o n 3-7



In tr od uc t i on t o R e por t D e sc r i pt i ons

S c r e e n -L a b e l e d K e y s i n R e a l - T i m e R e p o r t s
Th e UP DATE k e y r e fr e s h e s t h e d is p la y w it h t h e la t e s t ca ll d a t a .

Th e R E P O R T P AR AM S k e y r e t u r n s y o u t o t h e Re p o r t P a r a m e t e r s s cr e e n .

Th e NE X T P A G E a n d P R E V P A G E k e y s a llo w y o u t o p a g e t h r o u g h m u lt ip a g e r e p o r t s .

Th e E X I T k e y r e t u r n s y o u t o t h e Re a l- Tim e Re p o r t s m e n u .

Th e P R I NT S C R E E N k e y p r in t s t h e s cr e e n ’ s co n t e n t s o n t h e s y s t e m p r in t e r .

Th e E X C E P T SLK (w h ich a p p e a r s o n ly a ft e r a n e xce p t io n o ccu r s ) p r o v id e s a lis t o f t h e
e xce p t io n s t h a t o ccu r r e d d u r in g t h e cu r r e n t s e s s io n w h ile v ie w in g a r e a l- t im e r e p or t . A n e w lis t
is cr e a t e d a n y t im e y o u e xit fr o m a n d r e a cce s s t h e r e a l- t im e r e p o r t . P r e s s E X I T fr o m t h e
e xce p t io n s d is p la y t o r e t u r n t o t h e r e a l- t im e r e p o r t .

3-8 S t a n d a r d R e a l -T i m e R e p o r t s



S p l i t S t a t u s R e p o r t

Re p o r t File N a m e S P L I T (SP LITV if v e ct o r in g a ct iv e )
File s U s e d / C U R R E N T / S P L I T , / C U R R E N T / T R K G R P

If v e ct o r in g is a ct iv e , d o e s n o t u s e / C U RRE N T/ TRK G RP file .
C o m m e n t s Th e o n ly t r u n k g r o u p d a t a fo r in d iv id u a l s p lit s in a n y r e p o r t .

If v e ct o r in g is a ct iv e , t h is r e p o r t d o e s n o t d is p la y Tr u n k G r o u p S t a t u s d a t a .

Th e S p lit S t a t u s r e p o r t s h o w s , fo r t h e cu r r e n t in t e r v a l, ca ll p r o ce s s in g a ct iv it ie s o f t h e s e le ct e d
s p lit a n d t h e s t a t u s o f t h e s p lit ’ s a s s ig n e d t r u n k g r o u p s .

Th e S p lit S t a t u s r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s a v aila b le if t h e r e p o r t
u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s v o ice t e r m in a l.

H o w e v e r , if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d , t h e ‘ ‘ N um b e r o f A g e n t s
A v a ila b le ’ ’ it e m d o e s n o t in clu d e a g e n t s w h o s e v o ice t e r m in a ls a r e r in g in g . Th a t is , a n a g e n t
w h o s e v o ice t e r m in a l is r in g in g is n o t co u n t e d a s a v a ila b le . C o n v e r s e ly , t h e ‘ ‘ N u mb e r o f C a ll s
W a it in g ’ ’ it e m d o e s in clu d e ca ll s t h a t a r e r in g in g .

Y o u m a y cu s t o m iz e t h is r e p o r t t o s h o w t h e n u m b e r o f ca ll s r in g in g (w h ich a ls o r ep r e s e n t s
a g e n t s w it h ca ll s r in g in g ) o r a d d it io n a l r in g - s t a t e d a t a . S e e ‘ ‘ Rin g St a t e Re po r t s ’ ’ la t e r in t h is
ch a p t e r fo r a co m p le t e lis t o f r in g - s t a t e d a t a b a s e it e m s a n d ca lcu la t io n s . A ls o , s ee t h e 3 B C M S
C u s t o m Re p o r t s d o cu m e n t (5 8 5 - 2 1 5 - 5 0 3 ) fo r cu s t o m r e p o r t cr e a t io n in fo r m a t io n .

N O T E If y o u h a v e t h e Ve ct o r in g fe a t u r e , y o u r r e p o r t w ill n o t d is p la y t r u n k g r o u p d a t a . W it h
v e ct o r in g , t r u n k g r o u p s a r e n o t a s s ig n e d d ir e ct ly t o s p lit s . S e e t h e 3B Ca ll M an a g em en t
Sy st em V ect o rin g A d m i n ist ra t i o n (5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t .
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S pl i t S tatus R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T S TA T U S

SP L I T : 1 T R U N K G RO U P S T A TU S
TR U N K G RO U P N O . BU S Y T O T AL N O .

NU M B E R OF C A L L S WA I T I N G 5
OL D E S T CA L L W A I TI N G 6 2 1 12 1 2
AV E R A G E S P E E D O F A N S W E R 5. 0 1 2 2 6 6

23-1 1
NU M B E R OF A B A N D ON E D C A L LS 6 0 2 4 33 3 4
AV E R A G E T I M E T O AB A N D O N 11 . 0 0 2 7 4 4

NU M B E R OF A C D C A LL S 3 4 9
AV E R A G E A C D T A L K T I M E 2 6 .1 2
AV E R A G E A F T E R C AL L W O R K TI M E 1 1 .0 2

NU M B E R OF O U T G O IN G C A L L S 1
AV E R A G E O U T G O I NG T A L K TI M E 8 9 . 93

NU M B E R AG E N T S S TA F F E D 2 0 N U M B E R O F A G E N TS A V A I L AB L E 0
NU M B E R ON A C D C A LL S 1 7 N U MB E R I N AF T E R C A LL W O R K 3
NU M B E R IN A U X W O RK 0 N U M B ER O N O U TG O I N G C AL L S 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-5 S p l i t S t at u s Re al - T i m e Re p o r t

3-1 0 S t a n d a r d R e a l -T i m e R e p o r t s



S pl i t S tatus R e por t

T a b l e 3-2 Ite m Re f e r e n ce f o r t h e S p l i t S t at u s Re al - T i m e Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

SP LIT Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

N U M B ER O F C A LL S
W A ITIN G

N u m b e r o f ca lls in t h is
s p lit ’ s q u e u e .

C a ll s Q U EC ALL S

Tim e t h e fir s t ca ll in
q u e u e h a s b e e n w a it in g .

O LD EST C A LL W A ITIN G Se co n d s O C W

AVERAG E SP EE D O F
AN SW ER

A v e r a g e t im e t o a n s w e r
a ll ca ll s t h a t h a v e b e e n
a n s w e r e d in t h e cu r r e n t
h a lf- h o u r .

AVG A N SW ER SP EED
A N S D E L A Y / A N S W E R E D

Se co n d s

N U M B ER O F AB AN D O N ED
C A LL S

N u m b e r o f q u e u e d ca lls
in w h ich t h e ca ll e 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
d u r in g t h e cu r r e n t h a lf-
h o u r .

C a ll s AB AN D O N S

AVERAG E TIM E TO
AB AN D O N

Th e a v e r a g e t im e a ca lle r
w h o h u n g u p w it h o u t
r e ce iv in g a n a n s w e r
w a it e d b e fo r e d o in g s o .

AVG A B AN 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

A C D ca ll s a n s w e r e d b y
t h is s p lit ’ s a g e n t s d u r in g
t h is h a lf h o u r . (Th e co u n t
in clu d e s in t r a flo w e d a n d
in t e r flo w e d ca ll s
a n s w e r e d in t h is s p lit .)

N U M B ER O F AC D C ALL S C a ll s AC D C ALL S

A v e r a g e le n g t h o f A C D
ca ll s h a n d le d b y t h is
s p lit ’ s a g e n t s in t h e
cu r r e n t h a lf- h o u r .

AVG C O M TA L K TIM E
C U M T A L K / N U M T A L K

AVERAG E A C D TA LK TIM E Se co n d s

AVERAG E A F TER C ALL
W O RK TIM E

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 b y
a g e n t s in t h is s p lit fo r
cu r r e n t h a lf- h o u r .

AVG 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
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S pl i t S tatus R e por t

T a b l e 3-2 Ite m Re f e r e n ce f o r t h e S p l i t S t at u s Re al - T i m e Re p o r t ( Co n t d )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N U M B ER O F O U TG O IN G
C A LL S

N u m b e r o f o u t d ia le d ca lls b y t h is
s p lit ’ s a ge n t s in t h is h a lf h o u r .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

C a ll s

AVERAG E O U TG O IN G TA L K
TIM E

L e n g t h o f a v e r a ge e xt e n s io n - o u t
ca ll s fo r t h is s p lit in t h is h a lf
h o u r .

AVG 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

N u m b e r o f a g e n t s lo g g e d in t o
t h is s p lit .

N U M B ER O F AG EN TS ST A F F ED A ge n t s ST AFC O U N T

Ag e n t p o s it io n s cu r r e n t ly
co n n e ct e d t o A C D ca ll s .

N U M B ER O N AC D C ALL S A ge n t s A C D C O U N T

Ag e n t s cu r r e n t ly in t h e a u xilia r y
w o r k s t a t e .

N U M B ER IN AU X W O RK A g e n t s A U X C O U N T

N U M B ER O F AG EN TS
AVA IL AB L E

Ag e n t s a v a ila b le fo r A C D ca ll s .
O n G e n e r ic 2 w it h r in g - s t a t e
e n a b le d , d o e s n o t in clu d e a g e n t s
w h o s e t e r m in a ls a r e r in gin g .

Ag e n t s IN P O O L

N U M B ER IN AFTER C A LL
W O RK

Ag e n t s cu r r e n t ly in t h e AC W
s t a t e .

Ag e n t s AC W C O U N T

N U M B ER O N O U TG O IN G
C A LL S

Ag e n t s m a k in g e xt e n s io n - o u t
ca ll s . In clu d e s a ge n t s in AVA IL
m o d e .

AG 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

Ag e n t

N u m b e r s o r s y n o n y m s o f t h e
t r u n k g r o u p s a s s ig n e d t o t h is
s p lit .

Tr u n k
gr o u p
n u m b e r

TRU N K G RO U P SY N (TRK G RP )

N u m b e r o f t r u n k s in t h is gr o u p
t h a t a r e s e iz e d , co n n e ct e d , o r
q u e u e d .

N O . B U SY Tr u n k s TRK SIN U SE

To t a l n u m b e r o f t r u n k s in e a ch
t r u n k g r o u p .

TO TA L N O . Tr u n k s G RO U P SIZE
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G r o u p S t a t u s R e p o r t

Re p o r t File N a m e G R O U P

D a t a File s U s e d / C U R R E N T / A G E N T

Th e G r o u p S t a t u s r e p o r t d is p la y s t h e cu r r e n t co m p o s it io n o f u p t o t w o s pe cifie d a g e n t g r o u p s ,
t h e s t a t e o f e a ch a g e n t in t h e g r o u p , a n d t h e t im e t h a t s t a t e w a s e n te r e d . G r o u p s ca n co m p r is e
a g e n t p o s it io n s a s s o cia t e d b y e xt e n s io n n u m b e r (Exte n s io n G r o u p s ) o r b y a g e nt lo g in ID (A g e n t
G r o u p s ) a n d ca n b e s e p a r a t e a n d in d e p e n d e n t fr o m a p a r t icu la r s p lit ’ s o r g a niz a t io n .

N O T E If y o u h a v e a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , t h e S TA T E co lu m n w ill
s h o w R I N G w h e n a ca ll is r in g in g a t a n a g e n t ’ s v o ice t e r m in a l.

P r e r e q u i s i t e I n f o r m a t i o n

Y o u m u s t cr e a t e e it h e r t y p e o f g r o u p (Ex t e n s io n o r A g e n t G r o u p ) u s in g t h e Dict io n a r y (s e e
C h a p t e r 5 ). G r o u p s a r e n o t cr e a t e d a t t h e s w it ch .

G r o u p r e p o r t s r e q u ir e m o r e p r o ce s s in g t im e t h a t a n y o t h e r r e a l- t im e r e po r t . Th e r e fo r e , y o u
s h o u ld co n s id e r h o w m a n y t e r m in a ls w ill b e r u n n in g g r o u p r e p o r t s a n d t h e re fr e s h r a t e s fo r
t h o s e t e r m in a ls . S e e ‘ ‘ Re fr e s h Ra t e s fo r t h e G r o u p S t a t u s Re a l- Tim e Re p o r t s ’ ’ in Ch a p t e r 1 fo r
m o r e in fo r m a t io n .

3 B C M S A d m i n i s t r a t i o n 3-1 3



G r oup S tatu s R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
GR O U P S TA T U S

GR O U P : Te a m A G R OU P : T e a m B
AG E N T E XT S T A T E TI M E A G E NT E X T S TA T E T I M E

Pa t s y Y ou 1 2 0 1 A CD 1 5 : 0 0 Ge n e G r ee n 1 3 0 1 AC W 1 5 : 0 1
Ba r r y M cG e e 1 2 0 3 A C D 1 5 : 01 B o b M cC a w 1 3 0 4 A U X 1 5 : 20
El i n o r e M c C l u s k 1 2 0 9 A CW 1 5 : 0 6 Ka t s u M a sa d a 1 4 0 1 A V A I L 15 : 0 6
Ap r i l L uc e l l i 1 49 0 A C D 15 : 0 1 T e rr y O v e r ly 1 4 5 0 A VA I L 1 5 :0 1
Bi n g G r et s c h 1 5 09 A C D 1 5 :0 1 K e r n S a l i d a 15 1 2 A V A IL 1 5 : 1 2
Ta l u l l ah S c r e e n 1 5 0 6 A CD 1 5 : 0 5 12 0 9 9 1 5 03 A V A I L 15 : 0 4

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-6 Gro u p S t at u s Re p o r t
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G r oup S tatu s R e por t

T a b l e 3-3 Ite m Re f e r e n ce f o r t h e Re p o r ti n g G r o u p Re al - T i m e Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

Th e n a m e o f t h e g r o u p s
s e le ct e d fo r t h is r e p o r t .

G RO U P G r o u p n a m e G RO U P

Sy n o n y m o r ID o f a g e n t -
m e m b e r s o f t h e g r o u p (if
t h e g r o u p is b a s e d o n
a g e n t s ) o r a g e n t s lo g g e d
in a t e xt e n s io n s (if t h e
g r o u p is b a s e d o n
e xt e n s io n s ).

Sy n o n y m o r
lo g in ID

A G EN T S Y N (LO G ID )

Ex t e n s io n n u m b e r w h e r e
t h e a g e n t is lo g g e d in .

Th e
e xt e n s io n
n u m b e r

EX T EX TEN SIO N

C u r r e n t s t a t e t h is a g e n t is
in (U N ST A F, A VA IL ,
RIN G †, A C D , A C W , A U X ,
A C W O U T, A C W IN ,
A U X O U T, A U X IN , IN IT).
(Se e A p p e n d ix C , ‘ ‘ AC D
B a s ics ,’ ’ 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 g e n t s t a t e
n a m e

ST A TE* A S TA TE

Tim e a g e n t e n t e r e d t h is
s t a t e .

M ilit a r y
n o t a t io n
t im e , h o u r s
a n d
m in u t e s .

TIM E TIM EM A RK

* If a n a g e n t ch a n g e s fr o m o n e A U X -T IM E s t a t e t o a n o t h e r A U X - TIM E s t a t e, t h e TIM E r e p o r t
it e m (i.e ., t h e TIM EM A RK d a t a b a s e it e m ) d o e s n o t ch a n g e t o s h o w t h e n e w s t a t e .

† Th e RIN G s t a t e is a v a ila b le o n ly if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e
e n a b le d .

3 B C M S A d m i n i s t r a t i o n 3-1 5



S p l i t S u m m a r y R e p o r t

Re p o r t File N a m e S A G E N T

D a t a File s U s e d / C U R R E N T / S P L I T , / C U R R E N T / A G E N T

Th e S p lit S u m m a r y r e p o r t d is p la y s t h e cu r r e n t a ct iv it ie s o f a ll a g e n t s a s s ig n ed t o a s p lit . It
s h o w s s t a t u s in fo r m a t io n a s w e ll a s t h e n u m b e r o f A C D a n d o t h e r ca ll s h a nd le d b y e a ch a g e n t
d u r in g t h e cu r r e n t h a lf- h o u r . It a ls o s u m m a r iz e s t h e s p lit ’ s cu r r e n t s t a ffin g an d a ct iv it y ,
s h o w in g q u e u e s t a t u s , a b a n d o n e d ca ll s , a n d a v e r a g e s fo r s p e e d - o f- a n sw e r a n d t a lk t im e . Y o u
ca n v ie w a m a xim u m o f t e n a g e n t s a t a t im e o n t h e S p lit S u m m a r y r e p o r t .

N O T E Th e S p lit S u m m a r y r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s a va ila b le
if t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s v o ice t e r m in al.

If y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d , t h e S TA T E co lu m n w ill s h o w
R I N G if a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l. A ls o , o n t h e G e n e r ic 2 w it h t he
r in g - s t a t e , t h e it e m ‘ ‘ N u m b e r o f A g e n t s A v a ila b le ’ ’ d o e s n o t in clu d e a g e n t s w h o s e
v o ice t e r m in a ls a r e r in g in g . ‘ ‘ N u m b e r o f C a ll s W a it in g ’ ’ d o e s in clu d e ca ll s r in g in g .

A s p e cia l S p lit S u m m a r y r e p o r t is a v a ila b le a s a g lo b a l cu s t o m r e p o r t in t h e Re a l- Tim e
C u s t o m Re p o r t s s u b m e n u t o s e e t h e n u m b e r o f ca ll s r in g in g (w h ich a ls o r e p r e se n t s t h e
n u m b e r o f a g e n t s w it h ca lls r in g in g ). S e e ‘ ‘ Rin g S t a t e Re p o r t s ’ ’ la t e r in t h is ch ap t e r fo r
m o r e in fo r m a t io n .
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S pl i t S u mma r y R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T S UM M A R Y

SP L I T : 1 ( S a l e s )
AC D E X T IN E X T O U T

AG E N T N AM E E X T S TA T E T I M E C A L L S CA L L S C A LL S

La r r y O ’L e a r y 1 29 9 A C D 0 8: 2 0 1 9 0 0
Ne a l P a tr u s k i 1 27 8 A C D 0 8: 2 1 2 0 3 3
Al l e r d yc e N i c h ol 1 3 4 0 AC W 0 8 : 2 1 2 2 1 1
Pe t e O h sh i m a 1 2 90 A C D 0 8 :2 1 2 1 2 4
El l e n R ub i n 1 2 7 7 A C D 0 8 : 21 2 2 4 5
Pa t s y Y ou 1 2 0 1 A CD 0 8 : 2 1 19 3 1

NU M B E R OF A G E N T S S T A F F E D 2 0 N U M BE R O F A G EN T S A V A IL A B L E 0
NU M B E R ON A C D C A LL S 1 8 A V ER A G E A CD T A L K T IM E 2 6 . 1 6
NU M B E R OF C A L L S WA I T I N G 2 A V E R A GE S P E E D OF A N S W E R 5 . 0 0
OL D E S T CA L L W A I TI N G 0 A V ER A G E T IM E T O A B AN D O N 1 1 .0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-7 S p l i t S u m m ar y Re al - T i m e Re p o r t
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S pl i t S u mma r y R e por t

T a b l e 3-4 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

SP LIT Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

Sy n o n y m , lo g in
ID

AG EN T Sp lit m e m b e r lo g in ID o r s y n o n y m . SY N (LO G ID )

Ex t e n s io n a t w h ich t h e a g e n t is
lo g g e d in .

EX T Ex t e n s io n n u m b e r EX TEN SIO N

C u r r e n t s t a t e t h is a g e n t is in
(U N S TA F, A VAIL, RIN G †, A C D ,
A C W , A U X , A C W O U T, A C W IN ,
A U X O U T, A U X IN , IN IT).
(Se e A p p e n d ix C , ‘ ‘ AC D B a s ics ,’ ’
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 g e n t s t a t e n a m eSTA TE* A ST AT E

Tim e a g e n t e n t e r e d t h e cu r r e n t
s t a t e .

M ilit a r y n o t a t io n
t im e

TIM E TIM EM ARK

N u m b e r o f A C D ca ll s a n s w e r e d b y
t h is a g e n t in t h e cu r r e n t h a lf h o u r .
Th e co u n t in clu d e s in t r a flo w e d a n d
in t e r flo w e d ca ll s a n s w e r e d b y t h is
a g e n t in t h is s p lit .

AC D C ALL S C a ll s AC D C ALL S

D ir e ct d ia le d ca ll s t o t h is a g e n t
(e xt e n s io n ) in t h e cu r r e n t h a lf-
h o u r .

EX T C ALL IN
A C W I N C A L L S +

A U X I N C A L L S

EX T IN C A LL S C a ll s

Ex t e n s io n - o u t ca ll s p la ce d b y t h is
a g e n t (e xt e n s io n ) d u r in g t h e
cu r r e n t h a lf- h o u r

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

EX T O U T C A L L S C a ll s

N U M B ER O F AG EN TS
STA FF ED

C u r r e n t ly lo g g e d - in a g e n t s in t h is
s p lit .

A g e n t s STA FCO U N T

* If a n a g e n t ch a n g e s fr o m o n e A U X -T IM E s t a t e t o a n o t h e r A U X - TIM E s t a t e, t h e TIM E r e p o r t it e m
(i.e ., t h e TIM EM A RK d a t a b a s e it e m ) d o e s n o t ch a n g e t o s h o w t h e n e w s t a t e .

† Th e RIN G s t a t e a p p e a r s o n ly if y o u r s w it ch is a G e n e r ic 2
w it h t h e r in g - s t a t e
e n a b le d .
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S pl i t S u mma r y R e por t

T a b l e 3-4 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y Re p o r t ( Co n t d )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

C u r r e n t n u m b e r o f s p lit ’ s
a g e n t s o n A C D ca ll s .

N U M B ER O N AC D C ALL S A g e n t s AC D C O U N T

N U M B ER O F C A LL S
W A ITIN G

N u m b e r o f u n a n s w e r e d
ca ll s in t h is s p lit ’ s q u e u e .

C a ll s Q U EC ALL S

Tim e t h a t t h e fir s t ca ll in
q u e u e h a s b e e n w a it in g .

O LD EST C A LL W A ITIN G Se co n d s O C W

N U M B ER O F AG EN TS
AVA IL AB L E

A g e n t s a v a ila b le fo r A C D
ca ll s . O n G e n e r ic 2 w it h
r in g - s t a t e e n a b le d , d o e s
n o t in clu d e a g e n t s w h o s e
t e r m in a ls a r e r in g in g .

A g e n t s IN P O O L

AVERAG E A C D TA LK
TIM E

A v e r a g e le n g t h o f A C D
ca ll s h a n d le d b y t h is
s p lit ’ s a g e n t s in t h e
cu r r e n t h a lf- h o u r .

AVG C O M TA L K TIM E
C U M T A L K / N U M T A L K

Se co n d s

AVERAG E SP EE D O F
AN SW ER

A v e r a g e t im e t o a n s w e r
a ll ca ll s t h a t h a v e b e e n
a n s w e r e d in t h e cu r r e n t
h a lf- h o u r .

AVG A N SW ER SP EED
A N S D E L A Y / A N S W E R E D

Se co n d s

AVERAG E TIM E TO
AB AN D O N

Th e a v e r a g e w a it t im e fo r
ca ll e r s w h o h u n g u p
b e fo r e co n n e ct in g w it h a n
a g e n t .

AVG A B AN 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
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S y s t e m S t a t u s R e p o r t

Re p o r t File N a m e S Y S T E M

D a t a File U s e d / C U R R E N T / S P L I T

Th e S y s t e m St a t u s r e p o r t d is p la y s r e a l- t im e ca ll - h a n d lin g in fo r m a t io n o n u p to fiv e s p lit s
s im u lt a n e o u s ly . It a ll o w s t h e s u p e r v is o r t o e v a lu a t e a n d co m p a r e e a ch s p lit ’ s w o r k lo a d a n d
ca ll - h a n d lin g p e r fo r m a n ce a n d d e t e r m in e a g e n t r e a s s ig n m e n t o r o t h e r s y s te m co n fig u r a t io n
a lt e r n a t iv e s t o b a la n ce w o r k lo a d s a n d / o r r e d u ce a b a n d o n e d ca ll s .

N O T E Th e S y s t e m St a t u s r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s a v a ila b le
if t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s v o ice t e r m in al.

If y o u r s w it ch is a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , t h e S TA T E co lu m n
w ill s h o w R I N G if a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l. A ls o , o n a G e n e r ic 2
w it h t h e r in g - s t a t e , t h e it e m ‘ ‘ N u m b e r o f A g e n t s A v a ila b le ’ ’ d o e s n o t in clu d e a g e n t s
w h o s e v o ice t e r m in a ls a r e r in g in g . ‘ ‘ N u m b e r o f C a lls W a it in g ’ ’ d o e s in clu d e ca ll s
r in g in g .

A s p e cia l S y s t e m S t a t u s r e p o r t is a v a ila b le a s a g lo b a l cu s t o m r e p o r t in t h e Re a l- Tim e
C u s t o m Re p o r t s s u b m e n u t o s e e t h e n u m b e r o f ca ll s r in g in g (w h ich a ls o r e p r e se n t s t h e
n u m b e r o f a g e n t s w it h ca lls r in g in g ). S e e ‘ ‘ Rin g S t a t e Re p o r t s ’ ’ la t e r in t h is ch ap t e r fo r
m o r e in fo r m a t io n .

3-2 0 S t a n d a r d R e a l -T i m e R e p o r t s



S yst e m S ta tus R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SY S T E M ST A T U S

SP L I T 1 (s a l e s ) 2 ( s e r v c ) 3 ( a d m in ) 4 ( w r nt y ) 5 ( )

NO . O F C AL L S W A I TI N G 3 5 3 3 3
OL D E S T CA L L W A I TI N G 5 1 2 15 1 8 1 8
AV E R A G E S P E E D O F A N S W E R 5. 0 4 6 . 40 1 0 . 3 1 15 . 2 7 1 7 .3 7

NO . A B A ND O N E D C AL L S 7 3 3 5 1 8 1 0 9
AV E R A G E T I M E T O AB A N D O N 11 . 0 0 1 5. 0 6 2 0 . 00 2 5 . 0 0 30 . 0 0

NO . O F A CD C A L L S 42 3 2 0 8 1 43 1 0 8 8 6
AV E R A G E A C D T A L K T I M E 2 6 .1 7 5 7 . 52 8 1 . 1 2 10 7 . 5 5 1 44 . 4 7
AV G . A F TE R C A L L WO R K T I M E 1 1 . 0 1 16 . 0 0 2 4 .0 0 3 6 . 0 0 3 4 . 0 0

NO . O F A GE N T S A V AI L A B L E 0 0 0 0 0
NO . O F A GE N T S O N AC D 1 8 1 9 18 1 9 1 9
NO . I N A FT E R C A L L W O R K 1 1 2 1 1
NO . I N A UX W O R K 1 0 0 0 0
NO . O N O UT G O I N G CA L L S 0 0 0 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-8 S y s t e m Re al - T i m e S t an d ard Re p o r t

3 B C M S A d m i n i s t r a t i o n 3-2 1



S yst e m S ta tus R e por t

T a b l e 3-5 Ite m Re f e r e n ce f o r t h e S y s t e m S t at u s Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

Sp lit n u m b e r s o r
s y n o n y m s fo r s e le ct e d
s p lit s .

SP LIT SY N (SP LIT)

N O . O F C A LL S
W A ITIN G

N u m b e r o f u n a n s w e r e d
ca ll s in t h e s p lit s ’ q u e u e s .

C a ll s Q U EC ALL S

L e n g t h o f t im e t h e fir s t
u n a n s w e r e d ca ll in e a ch
q u e u e h a s b e e n w a it in g .

O LD EST C A LL W A ITIN G Se co n d s O C W

AVERAG E SP EE D O F
AN SW ER

A v e r a g e w a it t im e fo r
ca ll s t h a t h a v e b e e n
a n s w e r e d in t h e cu r r e n t
h a lf- h o u r .

AVG A N SW ER SP EED
A N S D E L A Y / A N S W E R E D

Se co n d s

N O . O F AB AN D O N ED
C A LL 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 ll s fo r
e a ch s p lit in w h ich t h e
ca ll e 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 .

C a ll s AB AN D O N S

AVERAG E TIM E TO
AB AN D O N

Th e a v e r a g e w a it t im e fo r
ca ll e r s w h o h u n g u p
b e fo r e co n n e ct in g w it h a n
a g e n t .

AVG A B AN 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

Q u e u e d ca ll s 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 .
(Th e co u n t in clu d e s
in t r a flo w e d / in t e r flo w e d
ca ll s a n s w e r e d in t h is
s p lit .)

N O . O F AC D C ALL S C a ll s AC D C ALL S

AVERAG E A C D TA LK
TIM E

L e n g t h o f t h e a v e r a g e
A C D ca ll d u r in g t h is
h a lf- h o u r in e a ch s p lit .

AVG C O M TA L K TIM E
C U M T A L K / N U M T A L K

Se co n d s

AVG . AFTER C A LL
W O RK TIM E

A v e r a g e le n g t h o f s e s s io n
in a ft e r - ca ll w o r k fo r
a g e n t s in e a ch s p lit .

AVG 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

3-2 2 S t a n d a r d R e a l -T i m e R e p o r t s



S yst e m S ta tus R e por t

T a b l e 3-5 Ite m Re f e r e n ce f o r t h e S y s t e m S t at u s Re p o r t ( Co n t d )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N O . O F AG EN TS
AVA IL AB L E

A g e n t s a v a ila b le fo r A C D
ca ll s in e a ch s p lit . O n
G e n e r ic 2 w it h r in g - s t a t e
e n a b le d , d o e s n o t in clu d e
a g e n t s w h o s e t e r m in a ls
a r e r in g in g . A g e n t s t h a t
a r e cu r r e n t ly a v a ila b le t o
r e ce iv e A C D ca ll s in e a ch
s p lit .

A g e n t s IN P O O L

N O . O F AG EN TS O N
AC D

A g e n t s cu r r e n t ly
co n n e ct e d t o A C D ca lls in
e a ch s p lit .

A g e n t s AC D C O U N T

N O . IN AFTER C A LL
W O RK

A g e n t s n o w in A C W in
e a ch s p lit .

A g e n t s AC W C O U N T

A g e n t s n o w in a u xilia r y
w o r k in e a ch s p lit .

N O . IN AU X W O RK A g e n t s AU X C O U N T

N O . O N O U TG O IN G
C A LL S

A g e n t s cu r r e n t ly e n g a g e d
in e xt e n s io n - o u t ca ll s in
e a ch s p lit .

AG 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

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



A g e n t / S p l i t C o m p a r i s o n ( P r e v i o u s H a l f
H o u r ) R e p o r t

Re p o r t File N a m e A G E N T

C o m m e n t s D a t a is fo r p r e v io u s h a lf- h o u r ; r e q u e s t b y a g e n t lo g in a n d s p lit n u mb e r .
A g e n t m u s t b e cu r r e n t ly s t a ffe d .

D a t a File s U s e d / P R E V I O U S / S P L I T , / P R E V I O U S / A G E N T

Th e A g e n t / Sp lit C o m p a r is o n r e p o r t (Fi g u r e 3 - 9 ) s u m m a r iz e s t h e a ct iv it ie s o f a s p e cific a g e n t
d u r in g t h e p r e v io u s h a lf- h o u r a n d co m p a r e s t h a t a ct iv it y t o t h e ‘ ‘ a v e r a g e ag e n t ’ ’ in t h a t s p lit fo r
t h e s a m e t im e p e r io d . Th is d a t a ca n h e lp y o u e v a lu a t e a n a g e n t ’ s p e r fo r ma n ce .

N O T E D e p e n d in g o n y o u r n e e d s , y o u m a y w a n t t o ch a n g e s e v e r a l fo r m u la s u s e d t o ca lcu la t e
r e p o r t it e m s . To ch a n g e a fo r m u la , y o u n e e d t o cr e a t e a cu s t o m ca lcu la t io n in t h e
D ict io n a r y s u b s y s t e m , a n d t h e n cr e a t e a cu s t o m r e p o r t t h e u s e s t h e n e w ca lcu la t io n .
Se e t h e 3B CM S Cu st o m R ep o rt s d o cu m e n t (5 8 5 - 2 1 5 - 5 0 3 ) fo r t h is in fo r m a t io n .

A V E R A G E A F T E R C A L L W O R K d o e s n o t in clu d e n o n - A C D p h o n e ca ll s a g e n t s
m a d e o r r e ce iv e d . If a ft e r - ca ll - w o r k in y o u r ca ll ce n t e r o ft e n in v o lv e s n o n - A C D p h o ne
w o r k , y o u m a y w a n t t o in clu d e n o n - A C D ca ll s .

P E R C E N T O F S T A F F E D T I M E — A C D in clu d e s a ft e r - ca ll - w o r k . If y o u r ca ll
ce n t e r h a s v e r y lit t le a ft e r - ca ll - w o r k s p e cifica ll y a s s o cia t e d w it h A C D ca ll s , y o u ma y
w a n t t o e xclu d e it fr o m P e r ce n t o f S t a ffe d Tim e .

T I M E I N A U X W O R K d o e s n o t in clu d e t im e o n n o n - A C D ca ll s . If y o u r ca ll ce n t e r
s e ld o m r e q u ir e s p h o n e w o r k a s s o cia t e d w it h A C D ca ll s , y o u m a y w a n t t o in clu d e
n o n - A C D p h o n e t im e in t h is it e m .

3-2 4 S t a n d a r d R e a l -T i m e R e p o r t s



A gent/ S pl i t Compa r i son ( P r e vious H a l f H ou r ) R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
AG E N T / SP L I T C O MP A R I S O N ( P R E V IO U S H A L F H O U R )

AG E N T : ch a r l i e _o S P L I T : 1 ( s a l es )

AG E N T S PL I T A V E RA G E
AC D O U T AC D O U T

NU M B E R OF C A L L S 59 0 5 9 . 3 0 0 . 0 0
AV E R A G E T A L K T I ME 2 7 . 8 8 0. 0 0 2 6 .3 1 0 . 0 0
AV E R A G E A F T E R C AL L W O R K 2. 6 1 3 . 92
PE R C E N T O F S T A F FE D T I M E 99 . 9 4 0 .0 0 9 9 . 5 9 0 . 0 0

AG E N T S PL I T

TI M E I N AU X W O R K 0 1 3 4
PE R C E N T A U X W O R K T I M E 0 . 00 0 . 3 7
NO . E X T EN S I O N C AL L S I N 0 0
NO . A S S IS T C A L L S 1 9
TO T A L T IM E S T A F FE D 1 8 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-9 A g e n t/ S p l i t C o m p ari s o n Re p o r t
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A gent/ S pl i t Compa r i son ( P r e vious H a l f H ou r ) R e por t

T a b l e 3-6 Ite m Re f e r e n ce f o r t h e A g e n t / S p l i t Co m p ar i s o n Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

AG EN T A g e n t lo g in ID o r n a m e . SY N (LO G ID )

SP LIT Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

A G EN T A C D = n u m b e r
o f A C D ca ll s t o a g e n t .
(So m e o f t h e ca ll s co u n t e d
m a y h a v e in t r a flo w e d /
in t e r flo w e d in t o t h e
a g e n t ’ s s p lit .)

N U M B ER O F C A LL S C a ll s AC D C ALL S

A G EN T O U T = n u m b e r
o f e xt e n s io n - o u t ca ll s
m a d e b y a g e n t .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

C a ll s

SP LIT A VER A G E A C D =
a v e r a g e n u m b e r o f A C D
ca ll s p e r a g e n t in t h e s p lit .

A v e r a g e
n u m b e r
o f ca ll s

N U M C A LL IN
A C D C A L L S / M A X A G E N T

SP LIT A VER A G E O U T =
a v e r a g e n u m b e r o f
e xt e n s io n - o u t ca ll s p e r
a g e n t in t h is s p lit .

A v e r a g e
n u m b e r
o f ca ll s

N U M C A LL O U T1
1-8 0 0 * ( ( A U X O U T C A L L S

+ A C W O U T C A L L S ) /
( S T A F T I M E - A U X T I M E ) )

A G EN T a n d SP LIT A C D
= t h e a v e r a g e A C D - ca ll
le n g t h fo r t h e a g e n t ; t h e
a v e r a g e s in g le - ca ll
d u r a t io n fo r t h e s p lit .

AVG A C D TA L K TIM E
A C D T I M E / A C D C A L L S

AVERAG E TA LK TIM E Se co n d s

A G EN T a n d SP LIT O U T
= t h e a v e r a g e le n g t h o f
a n e xt e n s io n - o u t ca ll fo r
a n a g e n t ; t h e a v e r a g e
le n g t h o f a s in g le
e xt e n s io n - o u t ca ll fo r t h e
s p lit .

AVG 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 )

3-2 6 S t a n d a r d R e a l -T i m e R e p o r t s



A gent/ S pl i t Compa r i son ( P r e vious H a l f H ou r ) R e por t

T a b l e 3-6 Ite m Re f e r e n ce f o r t h e S p l i t - A g e n t Co m p ar i s o n Re p o r t ( Co n t d )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

AVERAG E A F TER
C A LL W O RK

A G EN T a n d SP LIT
= a v e r a g e le n g t h o f
A C W p e r A C D ca ll .

AVG A C W TIM E
( A C W T I M E -

A C W O U T T I M E -
A C W I N T I M E ) /
A C D C A L L S

Se co n d s

P ERC EN T O F
STA FF ED TIM E

A G EN T a n d SP LIT
A VER A G E A C D =
p e r ce n t o f s t a ffe d
(lo g g e d in ) t im e o n
A C D ca ll s a n d
r e la t e d a ft e r - ca ll
w o r k .

P ERC EN T ST AFF IN
1-0 0 *

( ( A C D T I M E +
A C W T I M E -
A C W I N T I M E -
A C W O U T T I M E ) /
S T A F T I M E )

P e r ce n t o f t im e

A G EN T a n d SP LIT
A VER A G E O U T =
p e r ce n t o f s t a ffe d
t im e o n e xt e n s io n -
o u t ca lls .

P ERC EN T ST AFF O U T
1-0 0 *

( ( A C W O U T T I M E +
A U X O U T T I M E ) /
S T A F T I M E )

P e r ce n t o f t im e

A G EN T = a g e n t
t im e in a u xilia r y
w o r k in h a lf- h o u r ;
SP LIT = t o t a l t im e
t h e s p lit ’ s a g e n t s
co m b in e d s p e n t in
a u xilia r y w o r k in t h e
p r e v io u s h a lf- h o u r .
C a ll t im e
a ccu m u la t e d w it h in
t h e A U X W O RK
s t a t e is d e d u ct e d
fr o m A U X W O RK
t o t a ls .

AU X W O RK TIM E
A U X T I M E -

A U X O U T T I M E -
A U X I N T I M E

TIM E IN A U X W O RK Se co n d s

3 B C M S A d m i n i s t r a t i o n 3-2 7



A gent/ S pl i t Compa r i son ( P r e vious H a l f H ou r ) R e por t

T a b l e 3-6 Ite m Re f e r e n ce f o r t h e S p l i t - A g e n t Co m p ar i s o n Re p o r t ( Co n t d )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

A G EN T =
p e r ce n t a g e o f s t a ffe d
t im e s p e n t in A U X
WO RK fo r p r e v io u s
h a lf- h o u r ; S P L IT =
p e r ce n t a g e o f t h e
s p lit m e m b e r s ’
s t a ffe d t im e s p e n t in
A U X WO RK d u r in g
t h e p r e v io u s h a lf
h o u r .

P ERC EN T A U X W O RK
1-0 0 *

( A U X T I M E / S T A F T I M E )

P ERC EN T A U X W O RK P e r ce n t

A G EN T = d ir e ct
d ia le d (n o n - A C D )
ca ll s t o a g e n t in
h a lf- h o u r ; S P L IT =
t o t a l d ir e ct d ia le d
ca ll s t o s p lit
m e m b e r s in h a lf-
h o u r .

EX T C ALL IN
A C W I N C A L L S +

A U X I N C A L L S

N O . EX TEN SIO N C A L L S IN C a ll s

A G EN T = n u m b e r
o f ca ll s r e fe r r e d t o
s p lit s u p e r v is o r b y
a g e n t in h a lf- h o u r ;
SP LIT = n u m b e r o f
ca ll s r e fe r r e d t o s p lit
s u p e r v is o r b y s p lit
a g e n t s d u r in g t h e
h a lf- h o u r .

N O . A SSIS T C ALL S C a ll s AS SIS TS

A G EN T = t o t a l t im e
a g e n t w a s lo g g e d in
in h a lf- h o u r .

TO TA L TIM E STA FF E D Se co n d s STA FTIME

3-2 8 S t a n d a r d R e a l -T i m e R e p o r t s



C a l l P r o f i l e R e p o r t

Re p o r t File N a m e C A L L _ P R O F

C o m m e n t s S e t t h e in t e r v a l le n g t h s in t h e C a ll P r o file A d m in is t r a t io n s cr e e n .
D a t a File U s e d / C U R R E N T / S P L I T

Th e C a ll P r o file r e p o r t (Figu r e 3 - 1 0 ) s h o w s t h e w a it t im e s o f in co m in g ca ll s h a n d le d an d
a b a n d o n e d in a s p lit d u r in g t h e cu r r e n t h a lf- h o u r p e r io d . C a lls a r e d is p la y e d in t en co lu m n s ,
w it h e a ch co lu m n r e p r e s e n t in g a p r o g r e s s iv e ly lo n g e r w a it t im e . Th e u n ifo r m in cr e a s e in t im e
(1 t o 1 8 0 s e co n d s ) b e t w e e n co lu m n s is e s t a b lis h e d o n t h e C a ll P r o file P a r a m e t e r s s cr e e n (s e e
C h a p t e r 6 , ‘ ‘ C o n fig u r a t io n ’ ’ ). A ls o s h o w n in t h e r e p o r t is t h e p e r ce n t a g e o f ca ll s a n s w e r e d
w it h in t h e a cce p t a b le t im e lim it s (s e r v ice le v e l o b je ct iv e ), a ls o e s t a b lis h e d o n t h e C all P r o file
P a r a m e t e r s s cr e e n .

Sin ce t h is r e p o r t s h o w s y o u h o w lo n g it t a k e s fo r ca ll s t o b e h a n d le d o r a b a n d o n e d , it ca n t e ll
y o u h o w lo n g a ca ll e r is w illin g t o w a it fo r a n a g e n t b e fo r e h a n g in g u p a n d w h a t an s w e r in g
s p e e d is r e q u ir e d t o r e d u ce a b a n d o n e d ca ll s .

N O T E In t h is r e p o r t , t h e P E R C E N T A B A N D O N E D fo r m u la h a s a d e n o m in a t o r t h a t in clu d e s
in t r a flo w e d - o u t ca lls . H o w e v e r , t h e fo r m u la fo r P E R C E N T A N S W E R E D d o e s n o t
in clu d e in t r a flo w e d - o u t ca ll s in t h e d e n o m in a t o r . To ch a n g e t h e fo r m u la , a cce s s t he
a s s o cia t e d ca lcu la t io n in t h e D ict io n a r y s u b s y s t e m a n d cr e a t e a cu s t o m ca lcu la t io n .
Th e n cr e a t e a cu s t o m r e p o r t t h a t u s e s t h e n e w ca lcu la t io n . S e e t h e 3B CM S Cu st o m
R ep o r t s d o cu m e n t (5 8 5 - 2 1 5 - 5 0 3 ) fo r cu s t o m r e p o r t cr e a t io n in fo r m a t io n .

N O T E If y o u ch a n g e t h e ca ll p r o file p a r a m e t e r s w it h in a h a lf- h o u r in t e r v a l, d a t a w ill be
d is t o r t e d .

C M S d e le t e s t h e ca ll p r o file d a t a a lr e a d y co ll e ct e d fo r t h a t h a lf- h o u r a n d o n ly k e ep s
t h e ca ll p r o file d a t a t h a t o ccu r r e d in t h e h a lf- h o u r a ft e r t h e ch a n g e .

C M S a ls o t r ie s t o co m b in e t h e ca ll p r o file d a t a g a t h e r e d b o t h b e fo r e a n d a ft e r t h e
ch a n g e in t o a s in g le d a ily r e co r d o f ca ll p r o file d a t a . A s a r e s u lt , s o m e d a t a is p la ce d
in t h e w r o n g t im e in t e r v a ls .

To a v o id d is t o r t e d ca ll p r o file d a t a , ch a n g e t im e in t e r v a ls e a r ly in t h e d a y , p r e fe r ab ly
b e fo r e a g e n t s b e g in s t a ffin g s p lit s a n d b e fo r e a la r g e a m o u n t o f d a t a h a s b e e n
g a t h e r e d .
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C a l l P rof i l e R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
CA L L P R OF I L E

SP L I T : 1 ( ) P A R A ME T E R S C HA N G E D : N O

TI M E
IN T E R V AL 0 0 - - - 00 0 5 - - - 00 1 0 - - -0 0 1 5 - - -0 0 2 0 - - -0 0 2 5 - -- 0 0 3 0 - -- 0 0 3 5 - -- 0 0 4 0 -- - 0 0 4 5 +

NU M B E R
AN S W E R ED 3 1 5 1 9 4 2 8 0 0 0 0 0 0

NU M B E R
AB A N D O NE D 0 0 9 4 0 0 0 0 0 0

NU M B E R OF C A L L S CA R R I E D 63 1
NU M B E R OF C A L L S AB A N D O N ED 9 4 P E RC E N T A B AN D O N E D 14 . 9 0 %
NU M B E R OF C A L L S AN S W E R E D 5 3 7 P E RC E N T A N SW E R E D 8 5. 1 0 %

AV E R A G E T I M E T O AB A N D O N 11 . 0 1 S ER V I C E L EV E L 2 0
AV E R A G E T I M E T O AN S W E R 4 .9 1 % W I TH I N S E R VI C E L E V EL 8 5 . 1 0%

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-1 0 Ca l l Pr o f i l e Re al - T i m e Re p o r t
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C a l l P rof i l e R e por t

T a b l e 3-7 Ite m Re f e r e n ce f o r t h e C al l Pro f i l e Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

SP LIT Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

Ad m in is t r a t iv e ch a n g e s in
s e r v ice le v e l t h a t a ffe ct t h is
r e p o r t . If a n y p a r a m e t e r s
w e r e ch a n g e d d u r in g t h e
cu r r e n t h a lf- h o u r , t h is h a lf-
h o u r ’ s d a t a is z e r o e d o u t .

P A RAM ETER S C H A N G ED N O / Y ES C A LL P RO FCH G

Tim e a ft e r e n t e r in g t h e
q u e u e . Th e in t e r v a ls a r e
s p e cifie d in t h e
C o n fig u r a t io n — C a ll P r o file
P a r a m e t e r s s cr e e n .

W IN D O W ,
W IN D O W * 2 . . .W IN D O W * 9

TIM E IN TERV AL Se co n d s

C a ll s co n n e ct in g t o a n a ge n t
in t h is in t e r v a l.

N U M B ER A N SW ERE D C a ll s C A LL S1 . . . C A L L S1 0

C a ll e r s h a n g in g u p b e fo r e
r e ce iv in g a n a n s w e r in t h is
in t e r v a l.

N U M B ER A B AN D O N ED C a lls A B AN D O N 1 . . . A B AN D O N 1 0

N U M B ER O F C A LL S
C A RRI ED

To t a l ca lls e n t e r in g t h is s p lit ’ s
q u e u e in t h e cu r r e n t h a lf
h o u r .

C A LL S O FF ER ED
A N S W E R E D + A B A N D O N S +

O U T F L O W *

C a ll s

N U M B ER O F C A LL S
AB AN D O N ED

C a ll e r s h a n g in g u p in t h is
in t e r v a l.

C a ll s A B AN D O N S

N U M B ER O F C A LL S
AN SW ER ED

AC D ca lls co n n e ct in g t o a n
a g e n t in t h e cu r r e n t h a lf-
h o u r .

C a ll s A N SW ER ED

P e r ce n t a g e o f ca ll s t h a t
a b a n d o n b e fo r e co n n e ct in g t o
a n a g e n t .

P ERC EN T C A L L A B AN
1-0 0 * ( A B A N D O N S /

( A N S W E R E D + A B A N D O N S +
O U T F L O W * ) )

P ERC EN T A B AN D O N ED P e r ce n t

* W it h a G e n e r ic 3 i s w it ch , y o u co u ld h a v e m o r e O U TFL O W ca ll s co u n t e d b e ca u s e
o f t h e M u lt ip le S p lit Q u e u in g fe a t u r e . Se e t h e 3B CM S V ect o rin g A d m i n i st ra t ion
( 585- 215- 502) d o cu m e n t fo r m o r e in fo r m a t io n .
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C a l l P rof i l e R e por t

T a b l e 3-7 Ite m Re f e r e n ce f o r t h e C al l Pro f i l e Re p o r t ( Co n t d )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

P e r ce n t a g e o f q u e u e d ca ll s
co n n e ct in g t o a n a g e n t .

P ERC EN T C A L L A N S
1-0 0 * ( A C D C A L L S /

( A C D C A L L S + A B A N D O N S ) )

P ERC EN T A N SW ERE D P e r ce n t

AVERAG E TIM E TO
AB AN D O N

Th e a v e r a g e w a it t im e fo r
ca ll e r s w h o h u n g u p
b e fo r e co n n e ct in g w it h a n
a g e n t .

AVG A B AN 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

A v e r a g e t im e a q u e u e d
ca ll t a k e s t o co n n e ct t o a n
a g e n t in t h is h a lf- h o u r .

AVG A N SW ER SP EED
A N S D E L A Y / A N S W E R E D

AVERAG E TIM E TO AN SW ER Se co n d s

Tim e in w h ich ca ll s a r e
e xp e ct e d t o b e a n s w e r e d .
Y o u s p e cify t h is t im e in
t h e C o n fig u r a t io n — C a ll
P r o file P a r a m e t e r s s cr e e n .

SERV IC E LE V EL Se co n d s SVC LV L

P ERC EN T W ITH IN SERV IC E
L EV EL

P e r ce n t a g e o f ca ll s
a n s w e r e d w it h in t h e
Se r v ice Le v e l.

P ERC EN T SERV LE VL
1-0 0 * ( T R A F F I C /

( A N S W E R E D + A B A N D O N S +
O U T F L O W * ) )

P e r ce n t

* W it h a G e n e r ic 3 i s w it ch , y o u co u ld h a v e m o r e O U TFL O W ca ll s co u n t e d b e ca u s e
o f t h e M u lt ip le S p lit Q u e u in g fe a t u r e . Se e t h e 3B CM S V ect o rin g A d m i n i st ra t ion
(5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r m o r e in fo r m a t io n .
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T r u n k G r o u p S u m m a r y R e p o r t
Re p o r t File N a m e T G R O U P

D a t a File U s e d / C U R R E N T / T R U N K , / C U R R E N T / T R K G R P

Th e Tr u n k G r o u p S u m m a r y r e p o r t (Figu r e 3 - 1 1 ) d is p la y s t h e cu r r e n t s t a t u s o f ea ch t r u n k in a
s e le ct e d t r u n k g r o u p a n d lis t s e a ch t r u n k ’ s p h y s ica l lo ca t io n w it h in t h e A C D . Th is in fo r m a t io n
is u s e fu l in id e n t ify in g o v e r u s e d o r u n d e r u s e d fa cilit ie s a n d in g e n e r a l t r o u b le s h o o t in g .

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
TR U N K G RO U P S U M MA R Y

TR U N K G RO U P : 2 2 NO . O F T R UN K S : 2 0

TR U N K T RU N K
NU M B E R LO C A T I O N S T A T E T IM E D I R EC T I O N E XT / S P L I T

91-0 0 . 0 .0 . 1 1 . 0 3 I D L E 1 7 :5 7 - - N ON E
92-0 0 . 0 .0 . 1 1 . 0 4 C O N N 1 7 :5 6 I N 4 44 5
93-0 0 . 0 .0 . 1 1 . 0 5 Q U E U E D 17 : 5 7 I N 4
94-0 0 . 0 .0 . 1 2 . 0 0 S E I Z E D 17 : 5 7 I N N O N E
95-0 0 . 0 .0 . 1 2 . 0 1 C O N N 1 7 :5 7 I N 2 08 7
96-0 0 . 0 .0 . 1 2 . 0 2 I D L E 1 7 :5 7 - - N ON E
97-0 0 . 0 .0 . 1 2 . 0 3 Q U E U E D 17 : 5 7 I N 4
98-0 0 . 0 .0 . 1 2 . 0 4 Q U E U E D 17 . 5 7 I N 4

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-1 1 T r u n k G r o u p S u m m ary Re al - T i m e Re p o r t

Th e t r u n k s t a t e s h a v e t h e fo ll o w in g m e a n in g s :

ID L E W a it in g fo r ca ll .

S E IZ E D Th e t r u n k is s e iz e d (in co m in g o r o u t g o in g ). A C D ca lls g o t o Q U EU ED , t h e n
C O N N , A B AN , o r F W RD . N o n - A C D ca ll s r e m a in SEIZ ED .

Q U E U E D A n A C D ca ll e r h a s t h e t r u n k a n d is w a it in g fo r a n a g e n t t o a n s w e r .

CO N N A g e n t a n d ca lle r a r e co n n e ct e d in a n A C D ca ll .
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T r un k G r oup S u mma r y R e por t

A BA N D O N E D A q u e u e d ca lle r ju s t a b a n d o n e d t h e ca ll .

F WRD A q u e u e d ca ll h a s b e e n in t r a flo w e d o u t s id e t h e A C D o r in t e r flo w e d .

M BU S Y M a in t e n a n ce B u s y , o u t o f s e r v ice fo r m a in t e n a n ce p u r p o s e s .

HO L D Th e a g e n t h a s p u t a ca ll o n h o ld (a v a ila b le w it h G e n e r ic 2 a n d S y s t e m 8 5 ,
R2 V4 o n ly ).

IN IT Th e lin k is d o w n o r a n e r r o r h a s b e e n d e t e ct e d . IN IT r e m a in s u n t il t h e
co n d it io n is cle a r e d (lin k co m e s u p ) a n d t h e cu r r e n t A C D ca ll a n d a s s o cia t e d
A C W a r e co m p le t e .

3-3 4 S t a n d a r d R e a l -T i m e R e p o r t s



T r un k G r oup S u mma r y R e por t

T a b l e 3-8 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

TRU N K G RO U P N u m b e r o r s y n o n y m o f t h e t r u n k Tr u n k g r o u p SY N (TRK G RP )

g r o u p s e le ct e d . n u m b e r o r s y n o n y m .

N O . O F TRU N K S N u m b e r o f t r u n k s a s s ig n e d t o t h is g r o u p . Tr u n k s G RO U P SIZ E

In t e r n a l t r u n k n u m b e r fr o m t h e s w it ch . In t e r n a l t r u n k
n u m b e r

TRU N K N U M B ER TRK N D X

P h y s ica l lo ca t io n o f t r u n k in t h e s w it ch .
Th e d ig it s r e p r e s e n t m o d u le , ca b in e t ,
ca r r ie r , s lo t , a n d cir cu it . Th is n u m b e r is
u s e d in s w it ch a d m in is t r a t io n . S h o w n in
t h e s a m p le r e p o r t is t h e G e n e r ic
2 / S y s t e m 8 5 / D IM EN S IO N P B X fo r m a t .
Th e G e n e r ic 1 , G e n e r ic 2 U n iv e r s a l
M o d u le , a n d Sy s t e m 7 5 fo r m a t u s e s a
le t t e r t o r e p r e s e n t t h e ca r r ie r .

Th e n u m e r ic
s e q u e n ce t h a t
id e n t ifie s t h e t r u n k ’ s
e q u ip m e n t lo ca t io n
in t h e s w it ch .

TRU N K LO C AT IO N EQ LO C AT IO N

O n e o f e ig h t co n d it io n s t h a t a r e p o s s ib le
fo r a t r u n k .

St a t e n a m eSTA TE TS TA TE

Tim e w h e n t h e t r u n k e n t e r e d t h e cu r r e n t
s t a t e .

M ilit a r y n o t a t io n
t im e

TIM E TIM EM ARK

Th e d ir e ct io n o f t h e cu r r e n t ca ll —
in co m in g o r o u t g o in g .

IN , O U T, o r - - if
n o n e

D IRECT IO N D IREC TIO N

Ex t e n s io n n u m b e r if C O N N ; S p lit
n u m b e r if Q U EU ED ; " N O N E" if
a n y t h in g e ls e . Se e s t a t e lis t a b o v e .

Ex t e n s io n o r s p lit
n u m b e r

EX T/ SP LIT A SSO C IAT IO N
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S p l i t P e r f o r m a n c e R e p o r t

Re p o r t File N a m e S P E R F O R M

C o v e r s O n e s p lit , co m p a r in g cu r r e n t a n d p r e v io u s h a lf- h o u r ’ s d a t a .
D a t a File s U s e d / C U R R E N T / S P L I T , / P R E V I O U S / S P L I T

Th e S p lit P e r fo r m a n ce r e p o r t (Fi g u r e 3 - 1 2 ) d is p la y s cu r r e n t a n d p r e v io u s h a lf- h o ur ca ll
h a n d lin g d a t a fo r a s e le ct e d s p lit . Th is d a t a is u s e fu l in g a u g in g im m e d ia t e ca ll -h a n d lin g
e fficie n cy a n d t h e n e e d fo r a d ju s t in g a g e n t w o r k a s s ig n m e n t s . B y co m p a r in g t h e p re v io u s a n d
cu r r e n t h a lf- h o u r in t e r v a ls o n t h e r e p o r t , y o u ca n a ls o ch e ck im m e d ia t e r e s u lt s o f ch a n g e s t o a
s p lit ’ s co n fig u r a t io n .

F o r e xa m p le , if y o u h a v e r e a s s ig n e d e xt e n s io n s o r in t r a flo w e d ca lls in h o p e s o f r e du cin g
a v e r a g e s p e e d o f a n s w e r , v ie w t h is r e p o r t t o s e e if a v e r a g e s p e e d o f a n s we r ch a n g e s w it h in t h e
cu r r e n t h a lf- h o u r a s co m p a r e d t o t h e p r e v io u s in t e r v a l.

Th e S p lit P e r fo r m a n ce r e p o r t a ls o d is p la y s s t a t u s in fo r m a t io n o n a g e n t s in t h e sp lit . Y o u ca n
u s e t h is in fo r m a t io n t o id e n t ify a g e n t s fo r r e a s s ig n m e n t t o o t h e r s p lit s o r ag e n t s a v a ila b le t o
h a n d le o v e r flo w ca lls fr o m o t h e r s p lit s .

C M S t r a n s fe r s d a t a fr o m t h e cu r r e n t h a lf- h o u r in t e r v a l t o t h e p r e v io u s h a lf- h ou r in t e r v a l e a ch
h a lf h o u r a cco r d in g t o t h e s w it ch clo ck t im e .

N O T E Th e S p lit P e r fo r m a n ce r e p o r t m a y m o m e n t a r ily s h o w a ca ll w a it in g w it h a g e n t s
a v a ila b le if t h e r e p o r t u p d a t e s w h ile t h e ca ll is s t ill r in g in g a t a n a g e n t ’ s v o ice
t e r m in a l.

If y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d , t h e S TA T E co lu m n w ill s h o w
R I N G if a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l. A ls o , o n G e n e r ic 2 w it h t h e
r in g - s t a t e , t h e it e m ‘ ‘ N u m b e r o f A g e n t s A v a ila b le ’ ’ d o e s n o t in clu d e a g e n t s w h o s e
v o ice t e r m in a ls a r e r in g in g . ‘ ‘ N u m b e r o f C a ll s W a it in g ’ ’ d o e s in clu d e ca ll s r in g in g .

If y o u w a n t t o cu s t o m iz e t h is r e p o r t t o s h o w t h e n u m b e r o f ca ll s r in g in g (w h ich a ls o
r e p r e s e n t s t h e n u m b e r o f a g e n t s w it h ca lls r in g in g ) o r a d d it io n a l r in g - s t at e d a t a , s e e
‘ ‘ Rin g S t a t e Re p o r t s ’ ’ fo r a lis t o f r in g - s t a t e d a t a b a s e it e m s a n d ca lcu la t io n s .
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S pl i t P e r f or ma nc e R e por t

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T : 1 S P L I T P ER F O R M A NC E

CU R R E N T P R E V I O US
NU M B E R OF C A L L S WA I T I N G 5
OL D E S T CA L L W A I TI N G 6
AV E R A G E S P E E D O F A N S W E R 4. 8 6 4 . 94

NU M B E R OF A B A N D ON E D C A L LS 9 9 2 0 2
AV E R A G E T I M E T O AB A N D O N 11 . 0 1 1 0. 8 6

NU M B E R OF A C D C A LL S 5 7 8 1 18 6
AV E R A G E A C D T A L K T I M E 2 6 .1 3 2 6 . 35
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 1 1 . 0 0

NU M B E R OF O U T G O IN G C A L L S 0 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 0 . 00

NU M B E R AG E N T S S TA F F E D 2 0 N U M B E R A G E N T S AV A I L A B LE 0
NU M B E R ON A C D C A LL S 1 7 N U MB E R I N AF T E R C A LL W O R K 3
NU M B E R IN A U X W O RK 0 N U M B ER O N O U TG O I N G C AL L S 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-1 2 S p l i t Pe r f o r m an ce Re al - T i m e Re p o r t
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S pl i t P e r f or ma nc e R e por t

T a b l e 3-9 Ite m Re f e r e n ce f o r t h e S p l i t Pe r f o r m an ce Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

Sp lit n u m b e r o r s y n o n y m .SP LIT SY N (SP LIT)

N U M B ER O F C A LL S
W A ITIN G

N u m b e r o f ca lls in t h e
s p lit ’ s q u e u e .

C a ll s Q U EC ALL S

Tim e t h e ca ll a t t h e
b e g in n in g o f t h e q u e u e
h a s b e e n w a it in g .

O LD EST C A LL W A ITIN G Se co n d s O C W

AVERAG E SP EE D O F
AN SW ER

Tim e t h e a v e r a g e ,
a n s w e r e d ca ll w a it e d
b e fo r e r e ce iv in g a n
a n s w e r .

AVG A N SW ER SP EED
A N S D E L A Y / A N S W E R E D

Se co n d s

N U M B ER O F AB AN D O N ED
C A LL S

Q u e u e d ca ll s in w h ich t h e
ca ll e r h a n g s u p b e fo r e
r e ce iv in g a n a n s w e r .

C a ll s AB AN D O N S

AVERAG E TIM E TO
AB AN D O N

Th e a v e r a g e w a it t im e fo r
ca ll e r s w h o h u n g u p
b e fo r e co n n e ct in g w it h a n
a g e n t .

AVG A B AN 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

Q u e u e d ca ll s t h a t r e ce iv e d
a n a n s w e r fr o m a n a g e n t
in t h e s p lit in t h is h a lf-
h o u r . Th e co u n t in clu d e s
in t r a flo w e d / in t e r flo w e d
ca ll s a n s w e r e d in t h is
s p lit .

N U M B ER O F AC D C ALL S C a ll s AC D C ALL S

L e n g t h o f t h e a v e r a g e
A C D ca ll in t h is s p lit in
t h is h a lf h o u r .

AVG C O M TA L K TIM E
C U M T A L K / N U M T A L K

AVERAG E A C D TA LK TIM E Se co n d s

AVERAG E A F TER C ALL
W O RK TIM E

L e n g t h o f a v e r a g e s e s s io n
in A C W s t a t e .

AVG 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
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S pl i t P e r f or ma nc e R e por t

T a b l e 3-9 Ite m Re f e r e n ce f o r t h e S p l i t Pe r f o r m an ce Re p o r t ( Co n td )

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N U M B ER O F O U TG O IN G
C A LL S

C o u n t o f e xt e n s io n - o u t
ca ll s b y t h is s p lit ’ s a g e n t s
in t h is h a lf h o u r . Th is
co u n t in clu d e s ca ll s p la ce d
b y a g e n t s w h ile in t h e
A VA IL s t a t e .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

C a ll s

AVERAG E O U TG O IN G
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 s m a d e b y
t h is s p lit ’ s a g e n t s .

AVG 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

N U M B ER O F AG EN TS
STA FF ED

N u m b e r o f a g e n t s
cu r r e n t ly lo g g e d in a t t h is
s p lit ’ s e xt e n s io n s .

A g e n t s STA FCO U N T

A g e n t s cu r r e n t ly
co n n e ct e d t o A C D ca lls .

N U M B ER O N AC D C ALL S A g e n t s AC D C O U N T

A g e n t s cu r r e n t ly in
a u xilia r y w o r k s t a t e .

N U M B ER IN AU X W O RK A g e n t s AU X C O U N T

N U M B ER O F AG EN TS
AVA IL AB L E

N u m b e r o f a g e n t s a b le t o
a cce p t a n A C D ca ll ; id le
a g e n t s . O n G e n e r ic 2
w it h t h e r in g - s t a t e
e n a b le d , d o e s n o t in clu d e
a g e n t s w h o s e t e r m in a ls
a r e r in g in g .

A g e n t s IN P O O L

N U M B ER IN AFTER C A LL
W O RK

A g e n t s d o in g ca ll - r e la t e d
w o r k .

A g e n t s AC W C O U N T

N U M B ER O N O U TG O IN G
C A LL S

A g e n t s cu r r e n t ly o n
e xt e n s io n - o u t ca ll s .

AG 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
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S p l i t E v e n t C o u n t S u m m a r y R e p o r t

C o m m e n t s Ev e n t co u n t s ca n b e a n y e v e n t a g r e e d u p o n w it h in t h e s p lit .
L im it a t io n E v e n t Co u n t s ( s t r o k e co u n ts ) r e q u i r e S p e ci al D e v e l o p m e n t

s o f t w ar e o n Ge n e r i c 1 an d S y s t e m 75 o n l y .
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 / A G E N T

Th e S p lit Ev e n t C o u n t S u m m a r y r e p o r t (Figu r e 3 - 1 3 ) d is p la y s t h e n u m b e r o f t im e s du r in g t h e
cu r r e n t h a lf- h o u r e a ch a g e n t in a s p lit h a s p r e s s e d e a ch o f n in e Ev e n t C o u n t b u tt o n s . Th e
a g e n t m u s t b e lo g g e d in t o t h e s p lit a n d o ff- h o o k t o r e co r d t h e e v e n t co u n t b u t t o n d e p r e s s io n .
Th e r e p o r t a ls o s u m m a r iz e s t h e e v e n t co u n t fo r t h e s p lit .

B e ca u s e y o u ca n d e fin e e v e n t b u t t o n s t o r e p r e s e n t a n y k in d o f e v e n t , t h is r e p o r t ca n s h o w
q u a n t it ie s o f ce r t a in t y p e s o f ca ll s co m in g t o a s p lit (fo r e xa m p le , t h e n u m b e r o f ca ll s g e n e r a t e d
fr o m a n a d , p r o m o t io n , o r d e m o g r a p h ic g r o u p ).

N O T E W h e n a g e n t s lo g o u t fr o m a s p lit , t h e y w ill n o lo n g e r a p p e a r in t h e ‘ ‘ Ag e n t’ ’ co lu m n .
H o w e v e r , t h e ir e v e n t co u n t s w ill r e m a in in t h e ‘ ‘ Sp lit To t a l’ ’ u n t il t h e h a lf- h o ur
in t e r v a l ch a n g 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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T E VE N T C O U NT S U M M A RY

SP L I T : 1 ( ) N U M B ER O F A G E NT S S T A FF E D : 7

-- - - - A GE N T - - - -- - - - A CD - - - - - -- - - - - - -- - - - E V EN T C O U NT - - - - - -- - - - - - -- -
CA L L S 1 2 3 4 5 6 7 8 9

Te r r y F in l e y 2 3 1 1 0 0 1 0 0 0 7 5
Ma x V a n Qu i l l e r 13 1 2 0 0 4 0 5 3 1
Im o g e n e L a s t 2 9 4 0 0 0 5 1 3 3 1
O’ N e i l l L a s l o 1 8 1 0 0 0 6 0 9 2 0
Qu e n t i n M c C a s l in 1 9 4 0 0 0 4 0 0 0 1
Je r r y T wi l l 8 7 1 0 0 0 5 1 1 2 0
Tr i s h V an d e r j a gt 4 5 0 0 0 0 0 0 0 0 0

SP L I T T OT A L : 2 3 4 1 2 3 0 0 3 4 2 1 8 1 7 8

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-1 3 S p l i t E v e n t Co u n t Re al - T i m e Re p o r t
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S pl i t E ve nt C ou nt S u mma r y R e por t

T a b l e 3-1 0 Ite m Re f e r e n ce f o r t h e S p l i t E v e n t C o u n t Re al - T i m e Re p o r t

D A T A B A S E ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

SP LIT Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

N U M B ER O F AG EN TS
STA FF ED

Ag e n t s lo g g e d in a t t h is
s p lit ’ s e xt e n s io n s .

Ag e n t s STA FC O U N T

Ag e n t ’ s n a m e o r lo g in ID . AG EN T Sy n o n y m o r lo g in ID SY N (LO G ID )

AC D ca lls r e ce iv e d b y e a ch
a g e n t a n d t h e t o t a l fo r t h e
s p lit in t h e cu r r e n t h a lf- h o u r .

AC D C ALL S C a ll s A C D C A LL S

Ea ch a g e n t ’ s s u b t o t a l fo r e a ch
EV EN T C O U N T b u t t o n , a n d
t h e s p lit s t o t a l.

B u t t o n p r e s s e s E VE N T C O U N TER ST RO K E1. . . ST RO K E9
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R i n g S t a t e R e p o r t s
If y o u h a v e a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , C M S co lle ct s r e a l- tim e in fo r m a t io n
o n ca lls t h a t a r e r in g in g . Fo r e xa m p le , C M S ca n t e ll y o u w h ich a g e n t s a r e in t h e RIN G s t a t e
(t h a t is , w h ich a g e n t s cu r r e n t ly h a v e ca lls r in g in g a t t h e ir v o ice t e r m in a ls ) o r h o w lo n g a
p a r t icu la r a g e n t h a s b e e n le t t in g ca ll s r in g b e fo r e p ick in g u p t h e ca lls . Fo r a s p lit , C M S ca n a ls o
t e ll y o u t h in g s lik e :

H o w lo n g ca lls r in g b e fo r e a g e n t s a n s w e r .

Th e t im e ca ll e r s w a it in q u e u e b e fo r e r in g in g a n a g e n t .

Th e n u m b e r o f ca ll s t h a t a b a n d o n w h ile r in g in g a t a n a g e n t ’ s t e r m in a l.

Th e n u m b e r o f ca ll s t h a t a b a n d o n b e fo r e r in g in g a t a n a g e n t ’ s t e r m in a l.

N O T E H is t o r ica l d a t a o n r in g in g ca ll s is n o t a v a ila b le .

F r o m t h e C M S C u s t o m Re p o r t s m e n u , y o u ca n s e le ct t w o r in g s t a t e r e p o r t s (Sp lit Su m m a r y a n d
Sy s t e m S t a t u s ) t h a t g iv e y o u s o m e o f t h is in fo r m a t io n . S p e cifica lly , t h e s e r ea l- t im e r e p o r t s
t r a ck ca ll s r in g in g a t a g e n t v o ice t e r m in a ls s e p a r a t e ly fr o m ca ll s in q u e u e .

Th e s e r e p o r t s u s e s o m e , b u t n o t a ll, o f t h e d a t a b a s e it e m s (a n d ca lcu la t io ns ) a s s o cia t e d w it h
r in g in g ca ll s . A ll r in g s t a t e d a t a b a s e it e m s (Ta b le 3 - 1 1 ) a n d ca lcu la t io n s (Ta b le 3 - 1 2 ) ar e lis t e d
o n t h e fo ll o w in g p a g e s , a s w e ll a s in A p p e n d ix A .

C A U T I O N If y o u d o n o t h a v e a G e n e r ic 2 s w it ch w it h t h e r in g - s t a t e e n a b le d , d o n o t us e
t h e r in g - s t a t e r e p o r t s o r a n y o f t h e r in g - s t a t e d a t a b a s e it e m s . Y o ur d a t a w ill b e
in co m p le t e a n d in a ccu r a t e .

C A U T I O N If a n a g e n t g o e s in t o A U X w o r k w h ile a n ca ll is r in g in g , t h e a g e n t ’ s v o ice
t e r m in a l w ill s t o p r in g in g . H o w e v e r , t h e ca ll e r w ill s t ill h e a r t h e r in g in g t o n e.
A s a r e s u lt , a n a g e n t s h o u ld n o t m a k e o r t a k e e xt e n s io n ca lls w h ile ca ll s a r e
r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l.

Th e r in g s t a t e d a t a b a s e it e m s a r e lis t e d in Ta b le 3 - 1 1 .
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R i ng S tate R e por ts

T a b l e 3-1 1 RIN G S t at e D at ab as e Ite m s

D at ab as e Ite m D e s cri p t i o n
Sh o w s t h e RIN G s t a t e , in a d d it io n t o t h e o t h e r s t a n d a r d s t a t e s s u ch a s A CD a n d
A VA IL s t a t e s . S t a n d a r d r e p o r t s , s u ch a s A g e n t r e p o r t s a n d S p lit S u m m a ry r e p o r t s ,
w ill s h o w t h e RIN G s t a t e if y o u r s w it ch is a G e n e r ic 2 w it h t h e r in g - s t a t e e n a b le d .

A S T A TE

Th e cu m u la t iv e t im e a n y a g e n t w a s in t h e r in g - s t a t e (A g e n t file ), o r t h e t im e a ll
a g e n t s in t h e s p lit w e r e in t h e r in g - s t a t e (S p lit file ). If a n a g e n t g o e s in t o A U X
w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l, C U M RIN G w ill co u n t t h e
t im e r in g in g u p t o t h e p o in t w h e n t h e a g e n t g o e s in t o A U X w o r k .

CU M RIN G

Th e n u m b e r o f A C D ca ll s t h a t r a n g a t a n in d iv id u a l a g e n t ’ s v o ice t e r m in a l (A g e n t
file ), o r t h e n u m b e r o f ca ll s t h a t r a n g a t v o ice t e r m in a ls fo r t h e w h o le s p lit (Sp lit
file ). If a n a g e n t g o e s in t o A U X w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice
t e r m in a l, N U M RIN G w ill s t ill co u n t t h e ca ll.

N U M RIN G

N u m b e r o f A C D ca ll s t h a t a b a n d o n e d w h ile r in g in g a t a n in d iv id u a l a g e n t ’ s vo ice
t e r m in a l (A g e n t file ), o r t h e n u m b e r o f ca ll s , fo r t h e w h o le s p lit , t h a t a b a n d o n ed
w h ile r in g in g a t a g e n t v o ice t e r m in a ls (S p lit file ).

RIN G A BA N D O N

Th e cu m u la t iv e t im e a b a n d o n e d ca lls s p e n t r in g in g a t t h e a g e n t ’ s t e r m in a l b e fo r e
a b a n d o n in g (A g e n t file ), o r t h e cu m u la t iv e t im e a b a n d o n e d ca ll s t o t h e w h o le s p lit
s p e n t r in g in g a t a g e n t t e r m in a ls b e fo r e a b a n d o n in g (S p lit file ).

RIN G A BN T IME

Th e n u m b e r o f A C D ca ll s a n in d iv id u a l a g e n t a n s w e r e d (A g e n t file ), o r t h e n u m b er
o f ca ll s a s p lit ’ s a g e n t s a n s w e r e d (S p lit file ). R I N G A N S W E R e q u a ls A C D C A L L S .

RIN G A N S WE R

Th e cu m u la t iv e t im e a ll A C D ca ll s r a n g a t a n in d iv id u a l a g e n t ’ s v o ice t e r m in a l
(A g e n t file ), o r t h e t im e a ll A C D ca ll s t o t h e s p lit r a n g a t v o ice t e r m in a ls (S p lit file ).
In clu d e s o n ly t im e fo r ca ll s t h a t w e r e an s w e r e d.

RIN G A N S T IME

A g e n t e xt e n s io n t h a t a n A C D ca ll o n t h e t r u n k is r in g in g . (Tr u n k file o n ly ).RIN G A S S O C

Th e cu m u la t iv e n u m b e r o f A C D ca lls t h a t r a n g a t a n a g e n t ’ s v o ice t e r m in a l (A g e n t
file ) o r t h a t r a n g fo r t h e w h o le s p lit (S p lit file ). If a n a g e n t g o e s in t o A U X w o r k
w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l, RIN G C A LL S w ill s t ill co u n t t h e
ca ll .

RIN G CA L L S

Th e cu m u la t iv e n u m b e r o f A C D ca lls cu r r e n t ly r in g in g a t s p lit a g e n t v o ice
t e r m in a ls (S p lit file o n ly ).

RIN G CO U N T

Th e cu m u la t iv e t im e t h e a g e n t w a s in t h e r in g - s t a t e (A g e n t file ), o r t h e t im e a ll
a g e n t s in t h e s p lit w e r e in t h e r in g - s t a t e (S p lit file ). If a n a g e n t g o e s in t o A U X
w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l, RIN G TIM E w ill co u n t t h e
t im e r in g in g u p t o t h e p o in t w h e n t h e a g e n t g o e s in t o A U X w o r k .

RIN G TIM E
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N O T E If a n a g e n t g o e s in t o A U X w o r k w h ile a ca ll is r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l,
RIN G TIM E a n d C U M RIN G w ill p e g t h e t im e t h e ca ll s p e n t r in g in g u p t o t h e p o in t
w h e r e t h e a g e n t w e n t in t o A U X w o r k . Li k e w is e , RIN G C A L L S a n d N U M RIN G w ill
p e g a r in g in g ca ll w h e n t h e a g e n t g o e s in t o A U X w o r k . Fo r t h e s e d a t a b a s e it e m s, t h e
a g e n t is n o lo n g e r co n s id e r e d in t h e r in g - s t a t e w h e n t h e a g e n t g o e s in t o A UX w o r k .

H o w e v e r , e v e n t h o u g h t h e a g e n t g o e s in t o A U X w o r k , t h e ca ll e r w ill co n t in u e t o h e a r
r in g in g u n t il t h e a g e n t a n s w e r s t h e ca ll o r t h e ca ll e r h a n g s u p . S o , C M S ha s o t h e r
d a t a b a s e it e m s t o co ll e ct r in g - s t a t e d a t a b a s e d o n h o w lo n g t h e ca ll e r co n tin u e s t o h e a r
r in g in g . Th e s e d a t a b a s e it e m s a r e RIN G A N S W ER, RIN G A N S TIM E,
RIN G A B A N D O N , a n d RIN G A B N TIM E. RIN G A N S W ER a n d RIN G A N ST IM E p e g t h e
ca ll a n d t h e t im e s p e n t r in g in g r e s p e ct iv e ly w h e n t h e a g e n t a n s w e r s t h e ca ll — e v e n
i f t h e a g e n t w e n t in t o A U X w o r k fir s t a n d t h e n la t e r a n s w e r e d t h e ca ll. S im ila rly ,
RIN G A B A N D O N a n d RIN G A B N TIM E p e g t h e ca ll a n d t h e t im e s p e n t r in g in g
r e s p e ct iv e ly w h e n t h e ca lle r h a n g s u p (b e ca u s e t h e a g e n t n e v e r a n s w e r e d ).

Th e r in g - s t a t e ca lcu la t io n s a r e a s fo ll o w s :

T a b l e 3-1 2 RIN G S t at e Ca l cu l at i o n s

Ca l cu l at i o n F o r m u l a D e s cri p ti o n
( A N S D EL A Y / A N S W E R ED ) -
( R I N G A N S TI M E) / R I N G A N SW ER

A v e r a g e t im e A C D ca ll s w a it e d in a s p lit
q u e u e b e fo r e r in g in g a t a n a g e n t v o ice
t e r m in a l.

AVG H U N TA N S TIM E

R I N G T I M E/ R I N G C A LL S A v e r a g e r in g t im e fo r a ll A C D ca ll s t h a t
r a n g a t t h e a g e n t ’ s v o ice t e r m in a l (a g e n t
d a t a ) o r a t a ll a g e n t v o ice t e r m in a ls in a
s p lit (s p lit d a t a ). In t e r v a l- b a s e d .

AVG IN IT RIN G TIM E

R I N G A B N TI M E/ R I N G A B A N D O N A v e r a g e r in g t im e fo r ca ll s t h a t a b a n d o n e d
w h ile r in g in g a t t h e a g e n t ’ s v o ice t e r m in a l
(a g e n t d a t a ) o r a t a ll a g e n t v o ice t e r m in a ls
in a s p lit (s p lit d a t a ).

AVG RIN G A B N TIM E

R I N G A N S TI M E/ R I N G A N S W ER A v e r a g e r in g t im e fo r a ll A C D ca ll s t h a t t h e
a g e n t a n s w e r e d (a g e n t d a t a ) o r w e r e
a n s w e r e d b y a ll a g e n t s in a s p lit (s p lit d a t a ).

AVG RIN G A N S TIM E
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T a b l e 3-1 2 RIN G S t at e Ca l cu l at i o n s ( Co n t d )

Ca l cu l at i o n F o r m u l a D e s cri p ti o n
C U M R I N G / N U M R I N G A v e r a g e r in g t im e fo r a ll A C D ca ll s t h a t

r a n g a t t h e a g e n t ’ s v o ice t e r m in a l (a g e n t
d a t a ) o r a t a ll a g e n t v o ice t e r m in a ls in a
s p lit (s p lit d a t a ).

AVG TERM RIN G TIM E

A B A N D O N S - R I N G A B A N D O N To t a l n u m b e r o f ca ll s t h a t a b a n d o n e d w h ile
in t h e s p lit q u e u e (b e fo r e r in g in g a t a n
a g e n t v o ice t e r m in a l).

H U N TA B AN D O N

A N S D E LA Y - R I N G A N S TI M E To t a l t im e A C D ca ll s w a it e d in t h e s p lit
q u e u e b e fo r e r in g in g a n a g e n t ’ s v o ice
t e r m in a l.

H U N TA N ST IM E

H o w t h e R i n g -S t a t e A f f e c t s O t h e r D a t a

Th e r e a l- t im e d a t a b a s e it e m I N P O O L , w h ich is t h e 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 , d o e s
n o t in clu d e a g e n t s w h o a r e in t h e r in g - s t a t e . In a d d it io n , t h e r e a l- t im e d a t ab a s e it e m
I D L E T I M E , w h ich is t h e t o t a l t im e a g e n t s in a s p lit h a v e b e e n in t h e a v a ila b le (A VA IL ) s t a t e ,
d o e s n o t in clu d e t im e in w h ich a g e n t s a r e in t h e r r in g - s t a t e .

H o w e v e r , t h e h is t o r ica l d a t a b a s e it e m I D L E T I M E in clu d e s t h e t im e a g e n t s s p e n t in t h e r in g -
s t a t e , a s w e ll a s t h e t im e t h e y w e r e a v a ila b le .
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R i ng S tate R e por ts

R i n g -S t a t e S p l i t S u m m a r y R e p o r t

D a t a File s U s e d / C U R R E N T / S P L I T , / C U R R E N T / A G E N T

Th e r in g - s t a t e S p lit S u m m a r y r e p o r t d iffe r e n t ia t e s b e t w e e n ca ll s in q u e u e a nd ca ll s r in g in g a t a n
a g e n t ’ s t e r m in a l. Th is r e p o r t is lis t e d in t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e nu u n d e r t h e
Re p o r t s M a in M e n u o p t io n . O n t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e n u , s e le ct t h e
S P L I T _ R I N G g lo b a l r e p o r t n a m e .

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SP L I T S UM M A R Y

SP L I T : 1 ( S a l e s )
AC D E X T IN E X T O U T

AG E N T N AM E E X T S TA T E T I M E C A L L S CA L L S C A LL S

La r r y O ’L e a r y 1 29 9 A C D 0 8: 2 0 1 9 0 0
Ne a l P a tr u s k i 1 27 8 A C D 0 8: 2 1 2 0 3 3
Al l e r d yc e N i c h ol 1 3 4 0 AC W 0 8 : 2 1 2 2 1 1
Pe t e O h sh i m a 1 2 90 A C D 0 8 :2 1 2 1 2 4
El l e n R ub i n 1 2 7 7 A C D 0 8 : 21 2 2 4 5
Pa t s y Y ou 1 2 0 1 A CD 0 8 : 2 1 19 3 1

NU M B E R OF A G E N T S S T A F F E D 2 0 N U M BE R O F A G EN T S A V A IL A B L E 0
NU M B E R ON A C D C A LL S 1 8 A V ER A G E A CD T A L K T IM E 2 6 . 1 6
NU M B E R OF C A L L S RI N G I N G 1 A V E R A GE R I N G T IM E T O A N SW E R 3 . 20
NU M B E R OF C A L L S WA I T I N G 2 A V E R A GE S P E E D OF A N S W E R 5 . 0 0
OL D E S T CA L L W A I TI N G 1 1 A VE R A G E TI M E T O A BA N D O N 1 1. 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-1 4 S p l i t S u m m ar y Re al - T i m e Re p o r t

N O T E Ex t e n s io n s a s s ig n e d t o a s p lit , b u t cu r r e n t ly u n s t a ffe d , w ill a p p e a r in t h e r e p o rt , w it h
‘ ‘ U N ST A F’ ’ in t h e S T A T E co lu m n . To p r e v e n t t h e s e e xt e n s io n s fr o m s h o w in g u p ,
y o u ca n cr e a t e a cu s t o m r e p o r t a n d a s s ig n t h e fo ll o w in g cr it e r ia s t a t e m e n t t o e a ch d a t a
it e m in t h e r e p o r t : A S T A T E N E 0 (0 r e p r e s e n t s t h e ‘ ‘ U N S TA F ’ ’ s t a t e ).
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R i ng S tate R e por ts

T a b l e 3-1 3 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S p l i t S u m m ary 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 Sp lit n u m b e r o r s y n o n y m . SY N (SP LIT)

Sy n o n y m , lo g in
ID

AG EN T Sp lit m e m b e r lo g in ID o r s y n o n y m . SY N (LO G ID )

Ex t e n s io n a t w h ich t h e a g e n t is
lo g g e d in .

EX T Ex te n s io n n u m b e r EX TEN SIO N

C u r r e n t s t a t e t h is a g e n t is in
(U N S TA F, A VAIL, RIN G , A C D ,
A C W , A U X , A C W O U T, A C W IN ,
A U X O U T, A U X IN , IN IT).

A g e n t s t a t e n a m eSTA TE A ST A TE

Tim e a g e n t e n t e r e d t h e cu r r e n t
s t a t e .

M ilit a r y n o t a t io n
tim e

TIM E TIM EM ARK

N u m b e r o f A C D ca ll s a n s w e r e d b y
t h is a g e n t in t h e cu r r e n t h a lf h o u r .
So m e o f t h e ca lls co u n t e d m a y
h a v e in t r a flo w e d / in t e r flo w e d in t o
t h e a g e n t ’ s s p lit .

AC D C ALL S C a lls AC D C ALL S

D ir e ct d ia le d ca ll s t o t h is a g e n t
(e xt e n s io n ) in t h e cu r r e n t h a lf-
h o u r .

EX T C ALL IN
A C W I N C A L L S +

A U X I N C A L L S

EX T IN C A LL S C a lls

Ex t e n s io n - o u t ca ll s p la ce d b y t h is
a g e n t (e xt e n s io n ) d u r in g t h e
cu r r e n t h a lf- h o u r

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

EX T O U T C A L L S C a lls

N U M B ER O F AG EN TS
STA FF ED

C u r r e n t ly lo g g e d - in a g e n t s in t h is
s p lit .

A g e n t s STA FCO U N T
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R i ng S tate R e por ts

T a b l e 3-1 3 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S p l i t S u m m ary 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
C u r r e n t n u m b e r o f s p lit ’ s a ge n t s
o n A C D ca lls .

N U M B E R O N A C D C A LL S A g e n t s A C D C O U N T

N u m b e r o f a g e n t s cu r r e n t ly in t h e
r in g - s t a t e .

N U M B E R O F C A LL S RIN G IN G C a lls RIN G C O U N T

N u m b e r o f u n a n s w e r e d ca lls in
th is s p lit ’ s q u e u e . In clu d e s ca lls
r in g in g .

N U M B E R O F C A LL S W A ITIN G C a lls Q U ECA LL S

Tim e t h a t t h e fir s t ca ll in q u e u e
h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

N U M B E R O F A G EN TS
A VA ILAB L E

A g e n t s a v a ila b le fo r A C D ca lls ;
id le a g e n ts . D o e s n o t in clu d e
a g e n t s w ith ca lls r in g in g .

A g e n t s IN P O O L

A v e r a g e le n g t h o f A C D ca lls
h a n d le d b y t h is s p lit’ s a g e n t s in
th e cu r r e n t h a lf- h o u r .

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 A C D TA LK TIM E S e co n d s

A VERAG E RIN G TIM E TO
A N S W ER

A v e r a g e r in g t im e fo r ca lls t o t h e
sp lit .

A VG RIN G A N S TIM E
R I N G A N S T I M E / R I N G A N S W E R

Se co n d s

A v e r a g e tim e t o a n s w e r a ll ca lls
th a t h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u 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 VERAG E S P EE D O F A N S W ER Se co n d s

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

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
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R i ng S tate R e por ts

R i n g -S t a t e S y s t e m S t a t u s R e p o r t

D a t a File U s e d / C U R R E N T / S P L I T

Th e r in g - s t a t e S y s t e m S t a t u s r e p o r t d iffe r e n t ia t e s b e t w e e n ca ll s in q u e u e a nd ca ll s r in g in g a t a n
a g e n t ’ s t e r m in a l. Th is r e p o r t is lis t e d in t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e nu u n d e r t h e
Re p o r t s M a in M e n u o p t io n . O n t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e n u , s e le ct t h e
S Y S _ R I N G g lo b a l r e p o r t n a m e .

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

IN T E R V AL : 3 6 P A GE 1 o f 1 Q UA D : 1
SY S T E M ST A T U S

SP L I T 1 (s a l e s ) 2 ( s e r v c ) 3 ( a d m in ) 4 ( w r nt y ) 5 ( )

NO . O F C AL L S W A I TI N G 3 5 3 3 3
OL D E S T CA L L W A I TI N G 5 1 2 15 1 8 1 8
AV E R A G E S P E E D O F A N S W E R 5. 0 4 6 . 40 1 0 . 3 1 15 . 2 7 1 7 .3 7

NO . A B A ND O N E D C AL L S 7 3 3 5 1 8 1 0 9
AV E R A G E T I M E T O AB A N D O N 11 . 0 0 1 5. 0 6 2 0 . 00 2 5 . 0 0 30 . 0 0

NO . O F A CD C A L L S 42 3 2 0 8 1 43 1 0 8 8 6
AV E R A G E A C D T A L K T I M E 2 6 .1 7 5 7 . 52 8 1 . 1 2 10 7 . 5 5 1 44 . 4 7
AV G . A F TE R C A L L WO R K T I M E 1 1 . 0 1 16 . 0 0 2 4 .0 0 3 6 . 0 0 3 4 . 0 0

NO . O F A GE N T S A V AI L A B L E 0 0 0 0 0
NO . O F C AL L S R I N GI N G 1 0 0 0 1
NO . O F A GE N T S O N AC D 1 8 1 9 18 1 9 1 9
NO . I N A FT E R C A L L W O R K 1 1 2 1 1
NO . I N A UX W O R K 1 0 0 0 0
NO . O N O UT G O I N G CA L L S 0 0 0 0 0

Co n f i r ma t i o n , er r o r , an d e x c e pt i o n m e ss a g e s a pp e a r i n t h i s l i ne

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 3-1 5 Ri n g - S t at e S y s t e m S t at u s Re al - T i m e Re p o r t
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R i ng S tate R e por ts

T a b l e 3-1 4 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S y s t e m 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 s o r s y n o n y m s fo r
se le ct e d sp lit s .

SP LIT S Y N (S P LI T)

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 .

N O . O F C A LL S WA ITIN G C a lls Q U EC A LL S

L e n g t h o f t im e t h e fir s t
u n a n s w e r e d ca ll in e a ch q u e u e
h a s b e e n w a it in g .

O LD EST C A LL WA ITIN G S e co n d s O C W

A v e r a g e w a it t im e fo r ca lls t h a t
h a v e b e e n a n s w e r e d in t h e
cu r r e n t h a lf- h o u 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 VERAG E S P EE D O F A N S W ER 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 e a ch s p lit 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 sw e r e d .

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

Th e a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ctin g
w it h a n a ge n t .

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 . (Th is
ite m a ls o co n t a in s
in t r a flo w e d / in t e r flo w e d ca lls
a n s w e r e d in t h is s p lit .)

N O . O F A C D C A L L S C a lls A C D C A LL S

L e n g t h o f t h e a v e r a g e A C D ca ll
d u r in g t h is h a lf- h o u r in e a ch s p 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 A C D TA LK TIM E S e co n d s

A v e r a g e le n g t h o f se s s io n in
a ft e r - ca ll w o r k fo r a g e n t s in e a ch
sp lit .

A VG C O M P A C W TIM E
C U M A C W / N U M A C W

A VG . A FTE R C A LL W O RK TIM E Se co n d s
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R i ng S tate R e por ts

T a b l e 3-1 4 Ite m Re f e r e n ce f o r t h e Ri n g - S ta t e S y s t e m 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
A g e n t s t h a t a r e cu r r e n t ly a v a ila b le
to r e ce iv e A C D ca lls in e a ch sp lit .
D o e s n o t in clu d e a ge n t s w h o s e
v o ice t e r m in a ls a r e r in g in g .

N O . O F A G EN TS A VA ILAB L E A ge n t s IN P O O L

N u m b e r o f a g e n t s cu r r e n t ly in t h e
r in g - s t a t e .

N O . O F C A LL S RIN G IN G C a lls RIN G C O U N T

A g e n t s cu r r e n t ly co n n e ct e d t o
A C D ca lls in e a ch sp lit .

N O . O F A G EN TS O N A C D A g e n t s A C D C O U N T

A g e n t s n o w in A C W in e a ch sp lit . N O . IN A FTE R C A LL W O RK A g e n t s A C W C O U N T

A g e n t s n o w in a u xilia r y w o r k in
e a ch s p lit.

N O . IN A U X W O RK A g e n ts A U X C O U N T

A g e n t s 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 e a ch sp 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

N O . O N O U TG O IN G C A L L S A g e n ts
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R e p o r t - I t e m C r o s s - R e f e r e n c e
Ta b le 3 - 1 5 w ill h e lp y o u fin d o u t w h ich d a t a it e m s a r e in w h ich s t a n d a r d r e p o r t s .

N O T E So m e n o n s t a t is t ica l it e m s s u ch a s a g e n t n a m e , t im e , a n d ID n u m b e r a r e n o t s h o w n in
t h is t a b le .

T a b l e 3-1 5 Re p o r t Ite m s / Re al - T i m e Re p o r t C r o s s - Re f e r e n ce

RE PO RT ITE M S RE A L - T IM E RE PO RT S IN WH ICH T HE Y A PPE A R
S p l i t G r o u p A g e n t / S y s t e m S p l i t Ca l l Tru n k S p l i t S p l i t

S t at u s S t at u s S p l i t S t at u s S u m m ary Pro f i l e G r o u p Pe r f o rm - E v e n t

Co m p ari - S u m m ary an ce Co u n t

s o n S u m m ary

N u m b e r o f C a ll s W a it in g X X X X
O ld e s t C a ll W a it in g X X X X
Av e r a g e Sp e e d o f A n s w e r X X X X X
(Av e r a ge Tim e t o A n s w e r )

N u m b e r o f A b a n d o n e d

C a ll s X X X X
Av e r a g e Tim e t o A b a n d o n X X X X X
N u m b e r o f A C D C a ll s X X X X X X
Av e r a g e A C D Ta lk Tim e X X X X X
Av e r a g e A ft e r C a ll W o r k X X X X
N u m b e r o f O u t go in g

C a ll s X X
Av e r a g e O u t g o in g Ta lk

Tim e X X X
N u m b e r o f A g e n t s St a ffe d X X X X
N u m b e r o n A C D C a ll s X X X X

(N o . o f Ag e n t s o n A C D )

N u m b e r in A U X W o r k X X X

N O T E Th e r e p o r t it e m s N o . o f C a l l s R i n g i n g a n d N o . o f C a l l s Q u e u e d a p p e a r s in
t h e s p e cia l S p lit S u m m a r y a n d S y s t e m St a t u s Re p o r t s . Th e s e g lo b a l cu s t o m r ep o r t s
a r e fo u n d in t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e n u u n d e r t h e Re p o r t s M a in M e nu
o p t io n .
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R e por t -I tem Cross-R e ference

T a b l e 3-1 5 Re p o r t Ite m s / Re al - T i m e Re p o r t C r o s s - Re f e r e n ce ( Co n t d )

RE PO RT ITE M S RE A L - T IM E RE PO RT S IN WH ICH T HE Y A PPE A R
S p l i t G r o u p A g e n t / S y s t e m S p l i t Ca l l Tru n k S p l i t S p l i t

S t at u s S t at u s S p l i t S t at u s S u m m ary Pro f i l e G r o u p Pe r f o rm - E v e n t

Co m p ari - S u m m ary an ce Co u n t

s o n S u m m ary

N u m b e r o f A g e n t s A v a ila b le X X X X
N u m b e r in A ft e r C a ll W o r k X X X
N u m b e r o n O u t go in g C a ll s X X X
Ag e n t St a t e X X
Ex t In C a ll s

(N o . o f Ex t . C a ll s In ) X X
N u m b e r o f C a ll s - - A C D X
N u m b e r o f C a ll s - - O U T X X
Av e r a g e Ta lk Tim e - - A C D X
P e r ce n t o f St a ffe d Tim e

(AC D o r O u t C a lls ) X
Tim e in AU X W o r k X
P e r ce n t AU X W o r k Tim e X
N u m b e r o f C a ll s C a r r ie d X
N u m b e r o f C a ll s A n s w e r e d X
P e r ce n t Ab a n d o n e d X
P e r ce n t An s w e r e d X
Se r v ice L e v e l X
% W it h in Se r v ice Le v e l X
Tr u n k G r o u p St a t e X
N u m b e r o f A s s is t C a ll s X
To t a l Tim e St a ffe d X
Ev e n t C o u n t (1 - 9 ) X
N u m b e r o f B u s y Tr u n k s X
To t a l N u m b e r o f Tr u n k s X X

N O T E Th e r e p o r t it e m s N o . o f C a l l s R i n g i n g a n d N o . o f C a l l s Q u e u e d a p p e a r s in
t h e s p e cia l S p lit S u m m a r y a n d S y s t e m St a t u s Re p o r t s . Th e s e g lo b a l cu s t o m r ep o r t s
a r e fo u n d in t h e C u s t o m Re a l- Tim e Re p o r t s s u b m e n u u n d e r t h e Re p o r t s M a in M e nu
o p t io n .
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R e por t -I tem Cross-R e ference

N O T E S

3-5 4 S t a n d a r d R e a l -T i m e 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
H is t o r ica l r e p o r t s a r e u s e d t o ch e ck t h e p a s t p e r fo r m a n ce o f a n y m e a s u re d s u b s e t o f t h e A C D .
H is t o r ica l r e p o r t s 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 , o r t r u n k g ro u p a ct iv it ie s , s u ch a s
n u m b e r o f A C D ca lls , a b a n d o n e d ca ll s , a v e r a g e t a lk t im e , a v e r a g e s p e e d o f a n sw e r , e t c.

H is t o r ica l r e p o r t s in clu d e :

D a ily r e p o r t s , w h ich co n t a in h a lf- h o u r b r e a k d o w n s o f d a t a

W e e k ly a n d m o n t h ly r e p o r t s (a n d t h e D a ily S y s t e m r e p o r t ), w h ich co n t a in d a ily
s u m m a r y d a t a

Su m m a r y r e p o r t s , w h ich co n t a in a s u m m a r y o f o n e d a y ’ s r e s u lt s , b r o k e n d o w n b y
a g e n t s in a s p lit o r g r o u p , o r t r u n k s in a t r u n k g r o u p . U n l i k e m o s t D a ily r e p o r t s ,
Su m m a r y r e p o r t s u s e d a t a fr o m t h e d ai l y , n o t t h e h a lf- h o u r , h is t o r ica l d a t a b a s e .

D a ily - O n ly r e p o r t s , w h ich in clu d e s t h r e e r e p o r t s , e a ch w it h a d iffe r e n t fo r m a t :

— Th e D a ily Lo g in a n d Lo g o u t Re p o r t , w h ich co n t a in s a lis t o f lo g in s a n d
lo g o u t s in a s p lit . Lo g in s a r e s o r t e d b y e xt e n s io n n u m b e r s , a n d lo g o u t s
a r e s o r t e d b y t im e .

— Th e D a ily C a ll P r o file Re p o r t , w h ich co n t a in s d a ily s u m m a r y d a t a .

— Th e D a ily Tr u n k Re p o r t , w h ich co n t a in s h a lf- h o u r b r e a k d o w n s o f d a t a .

C M S ca n s t o r e d a ily s u m m a r y d a t a fo r u p t o 3 8 7 d a y s , a n d it ca n s t o r e h a lf- h ou r d a t a fo r u p t o
3-1 d a y s . Th e s e m a xim u m s a r e t h e d e fa u lt s t o r a g e p a r a m e t e r s fo r C M S , b u t yo u ca n r e d u ce t h e
le n g t h o f t im e t h a t C M S s t o r e s d a t a (t h e r e b y s a v in g d is k s t o r a g e s p a ce ) u sin g t h e A r ch iv e
P a r a m e t e r 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 ’ ’ ).

Th o u g h d a t a in t h e h a lf- h o u r d a t a b a s e is a r ch iv e d a u t o m a t ica ll y , d a t a in t he d a ily d a t a b a s e is
a r ch iv e d a cco r d in g t o t h e s ch e d u le y o u s e t u s in g t h e D a ily D a t a A r ch iv e 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 ’ ’ ). Th is a r ch iv e s ch e d u le (w h ich ca n r u n e v e r y d a y , e v e r y o t h e r da y , o n d e m a n d ,
o r h o w e v e r y o u ch o o s e ) w ill d e t e r m in e w h ich d a y s a r e co n t a in e d in t h e w e e k ly , m o n t hly , a n d
s u m m a r y r e p o r t s . Th e r e fo r e , fo r co m p le t e r e p o r t s y o u s h o u ld s ch e d u le t h e da ily d a t a a r ch iv e t o
o ccu r e v e r y w o r k d a y .
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Y o u ca n , e it h e r o n d e m a n d o r a cco r d in g t o a s e le ct e d s ch e d u le (s e e C h a p t e r 7 , ‘ ‘ Sch e d u le ’ ’ ),
p r in t t h e r e p o r t s , d is p la y t h e m o n y o u r t e r m in a l, o r s e n d t h e m t o a d e s ig n a t e d file . Y o u s h o u ld
n o r m a ll y s ch e d u le h is t o r ica l r e p o r t s t o r u n a t n ig h t d u r in g o ff- p e a k h o u r s t o a v o id in t e r fe r in g
w it h n o r m a l b u s in e s s co m p u t e r t im e .

N O T E To o r d e r a r e p o r t , y o u m u s t h a v e r e ad p e r m is s io n fo r t h e Re p o r t s s u b s y s t e m a n d t h e
p a r t icu la r s p lit o r t r u n k g r o u p y o u w a n t . Th is r e q u ir e m e n t in clu d e s r e a d p e r m is s io n
fo r t h e s p lit co n t a in in g a p a r t icu la r a g e n t o r a p a r t icu la r a g e n t / e xt e n s io n g r ou p a n d
r e a d p e r m is s io n fo r t h e t r u n k g r o u p co n t a in in g a p a r t icu la r t r u n k .

M e n u s U s e d t o S e l e c t 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

Y o u s e le ct s t a n d a r d h is t o r ica l r e p o r t s 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 ).

Time Switch_N ame:Up System Management Call

REPORTS

Standard
[ ] Real-Time
[ ] Historical

Custom
[ ] Real-Time
[ ] Historical

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

Y o u t h e n a cce s s t h e S t 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 - 2 ), w h ich lis t s t he s t a n d a r d
h is t o r ica l r e p o r t s a v a ila b le t o y o u . Ea ch o f t h e s e r e p o r t s is d e s cr ib e d in d e t a il la te r in t h is
ch a p t e r .

4-2 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
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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

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
[ ] 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

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 4-2 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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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 , lik e t h e o n e b e lo w , w ill a p p e a r a ft e r y o u s e le ct th 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 w ill u s e t h e Re p o rt 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 a g e n t , a g e n t g r o u p , s p lit , o r t r u n k g r o u p y o u w a n t t h e re 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 ve 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 b e lo w . (Th is
Re p o r t P a r a m e t e r s s cr e e n is id e n t ica l t o t h e Re p o r t P a r a m e t e r s s cr e e n fo r th e D a ily - O n ly Tr u n k
Re p o r t . )

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

R E P O R T PA R A M E T E R S

D a i l y [ T y p e o f Re p o r t ]

1 R E P O R T _ D A Y = -1
2 [ i t e m _ c h o i c e ] =
3 F I R S T _ I N T E R V A L = 1
4 L A S T _ I N T E R V A L = 48

D e fin it io n o f Fie ld

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

Th e d a y co v e r e d b y t h e r e p o r t . Th e e n t r y ca n h a v e a r e la t iv e d a y o r a n
M M / D D / Y Y fo r m a t . D a t a fo r d a ily r e p o r t s a r e a v a ila b le u p t o 3 1 d a y s in t h e p as t .
A n e n t r y o f ‘ ‘ - 0 ’ ’ is a cce p t a b le a n d w ill g e n e r a t e a r e p o r t fo r t o d a y s t a rt 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 s t r e ce n t h a lf- h o u r a r ch iv e .

F ie ld 2 [ it e m ch o ice ]

Th e n u m b e r o r s y n o n y m o f t h e a g e n t , g r o u p , s p lit , t r u n k , o r t r u n k g r o u p y o u w a n t
co v e r e d in t h e r e p o r t . Y o u r e n t r y m u s t b e id e n t ica l in u p p e r - a n d lo w e r - ca s e
le t t e r in g t o t h e ID e s t a b lis h e d in t h e d a t a b a s e .

4-4 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
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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 t h a t y o u w a n t t h e r e p o r t t o co v e r . (Se e
Ta b le 4 - 1 , Tim e In t e r v a l Ta b le , t h a t fo llo w 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 t h a t y o u w a n t t h e r e p o r t t o co ve r . (S e e
Ta b le 4 - 1 , Tim e In t e r v a l Ta b le , t h a t fo llo w s . )

H a lf- h o u r in t e r v a ls 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 co r r e s p o n d t o re co r d s in t h e
h a lf- h o u r h is t o r ica l d a t a b a s e . Ta b le 4 - 1 d e fin e s C M S h a lf- h o u r in t e r v a l n u m be r 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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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 t h e fo ll o w in g fie ld 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

R E P O R T PA R A M E T E R S

W e e k l y [o r Mo n t h l y ] [t y p e of re p o r t ]

1 [ i t e m _ c h o i c e ] =
2 S T A R T _ D A Y = - 7 [- 3 1 ]
3 N U M B E R _ O F _ D A Y S = 7 [3 1 ]

D e fin it io n o f Fie ld s

F ie ld 1 [ it e m ch o ice ]

Th e n u m b e r o r s y n o n y m o f t h e a g e n t , g r o u p , s p lit , o r t r u n k g r o u p y o u w an t
co v e r e d in t h e r e p o r t . Y o u r e n t r y m u s t b e id e n t ica l in u p p e r - a n d lo w e r - ca s e
le t t e r in g t o t h e ID e s t a b lis h e d in t h e d a t a b a s e .

F ie ld 2 St a r t D a y

Th e e a r lie s t 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 e 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 ) w o u ld 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 efa u lt
v a lu e s fo r 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 er
n o m o r e t h a n 1 2 0 d a y s .
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S u m m a r 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 s u m m ary r e p o r t s co n t a in s t h e fo ll o w in g fie ld s . (Th is Re p o r t
P a r a m e t e r s s cr e e n is a ls o id e n t ica l t o t h e Re p o r t P a r a m e t e r s s cr e e n s fo r t he D a ily - O n ly Lo g in
a n d Lo g o u t Re p o r t a n d D a ily - O n ly C a ll P r o file Re p o r t . )

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

R E P O R T PA R A M E T E R S

[ i t e m ] Su m m a r y

1 R E P O R T _ D A Y = -1
2 [ i t e m _ c h o i c e ] =

D e fin it io n o f Fie ld

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 . U s e e it h e r a r e la t iv e d a y o r a n M M / D D / Y Y
fo r m a t . Th e d e fa u lt v a lu e (- 1 ) s p e cifie s a r e p o r t fo r y e s t e r d a y , b u t y o u ca n e nt e r u p
t o - 3 8 7 in t h e fie ld . En t e r in g ‘ ‘ - 0 ’ ’ fo r t o d a y w ill n o t g e n e r a t e a r e p o r t b e ca u s e t h e
d a ily d a t a w ill n o t h a v e b e e n a r ch iv e d y e t .

F ie ld 2 [ it e m ch o ice ]

Th e n u m b e r o r s y n o n y m o f t h e a g e n t , g r o u p , s p lit , o r t r u n k g r o u p y o u w an t
co v e r e d in t h e r e p o r t . Y o u r e n t r y m u s t b e id e n t ica l in u p p e r - a n d lo w e r - ca s e
le t t e r in g t o t h e ID e s t a b lis h e d in t h e d a t a b a s e .

R e p o r t D e s t i n a t i o n S c r e e n

W h e n y o u o r d e r a n y S t a n d a r d H is t o r ica l, C u s t o m H is t o r ica l, Fo r e ca s t , Ex ce p tio n , A g e n t Tr a ce ,
o r Er r o r Lo g r e p o r t , C M S d is p la y s t h e Re p o r t D e s t in a t io n s cr e e n (F ig u r e 4 - 3 ). U s e th is s cr e e n t o
d e t e r m in e w h e r e y o u r r e p o r t w ill g o — t o a p r in t e r , t o a t e r m in a l, o r t o a U NIX s y s t e m file .
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N O T E If y o u a r e s ch e d u lin g a r e p o r t t o b e g e n e r a t e d a t a la t e r t im e , t h e s cr e e n w ill n o t g iv e
y o u t h e o p t io n o f s e n d in g t h e r e p o r t t o a t e r m in a l.

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

Pl e a s e en t e r t h e r e p o r t d e s t i n at i o n : p
(‘ ‘ p ’ ’ fo r p r i n te r , ‘ ‘ t’ ’ f o r t er m i n a l or ‘ ‘ f ’ ’ fo r f i l e)

F i g u r e 4-3 T h e Re p o r t D e s t i n at i o n S cre e n

If y o u t y p e t a t t h e p r o m p t a n d p r e s s R E TUR N , t h e r e p o r t w ill a p p e a r o n y o u r t e r m in a l. If y o u
t y p e p a t t h e p r o m p t a n d p r e s s R E TUR N , t h e p r o m p t s in Figu r e 4 - 4 w ill a p p e a r . Y o u r d e fa u lt
p r in t e r n a m e w ill a p p e a r ; o n ly e n t e r a p r in t e r n a m e if d iffe r e n t t h a n t h e d e fa u lt p r in t e r . Th e
d e fa u lt n u m b e r o f co p ie s is ‘ ‘ 1 . ’ ’

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

P l e a s e en t e r th e re p o r t d e s t i n a t i o n : p
( ‘ ‘ p ’ ’ fo r pr i n t e r , or ‘‘ f ’ ’ fo r fi l e ; fo r y o u r co m m a n d

P l e a s e en t e r th e pr i n t e r na m e / c l a s s : pr i n t e r 1

P l e a s e en t e r th e nu m b e r o f co p i e s : 1

F i g u r e 4-4 T h e Re p o r t D e s t i n at i o n S cre e n f o r Pr i n t e r S e l e ct i o n
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Y o u m a y ch o o s e t o s e n d a r e p o r t t o a file fo r t h r e e r e a s o n s :

Y o u d o n o t w a n t t o p r in t t h e r e p o r t , b u t y o u w a n t t o h a v e t h e r e p o r t a v a ila b le fo r
v ie w in g a t a n y t im e .

Y o u w a n t t o in d e fin it e ly d e la y p r in t in g o f t h e r e p o r t (p e r h a p s b e ca u s e o f p r in t e r
p r o b le m s ); in w h ich ca s e , y o u ca n m a n u a ll y p r in t t h e r e p o r t a t a la t e r t im e .

Y o u w a n t t o s e n d a co p y o f t h e r e p o r t t o a n o t h e r co m p u t e r .

If y o u t y p e f a t t h e p r o m p t a n d p r e s s R E TUR N , t h e p r o m p t in Figu r e 4 - 5 w ill a p p e a r . Y o u ca n
t y p e a file n a m e fo r y o u r r e p o r t o r a cce p t t h e d e fa u lt n a m e . Y o u ca n a ls o t y p e th e fu ll U N IX
s y s t e m p a t h n a m e e .g . , / u sr/ t m p / m y rep. Y o u ca n t h e n a cce s s t h is r e p o r t in t h e U N IX s y s t e m
(s e e C h a p t e r 1 2 ).

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

P l e a s e en t e r th e re p o r t d e s t i n a t i o n : f
( ‘ ‘ p ’ ’ fo r pr i n t e r , or ‘‘ f ’ ’ fo r fi l e ; fo r y o u r co m m a n d

P l e a s e en t e r th e fi l e na m e / p a t h : RP T D S P L I T

F i g u r e 4-5 T h e Re p o r t D e s t i n at i o n S cre e n f o r F i l e S e l e ct i o n
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O r d e r i n g a S t a n d a r d H i s t o r i c a l R e p o r t
O r d e r i n g a D a i l y R e p o r t
Y o u o r d e r m o s t o f t h e ‘ ‘ d a ily ’ ’ r e p o r t s t o d is p la y d a t a fo r e a ch h a lf- h o ur in a d a y . H o w e v e r , t h e
D a ily Sy s t e m r e p o r t d is p la y s d a ily s u m m a r y d a t a , a n d y o u o r d e r it in a s lig h t ly d iffe r e n t
m a n n e r fr o m t h a t o f t h e o t h e r d a ily r e p o r t s .

1 O n t h e R E P O R T S m e n u , s e le ct [ ] H i s t o r i c a l u n d e r t h e S t a n d a r d
h e a d in g a n d p r e s s R E TUR N .

[ Th 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 a p p e a r s . ]

2 Se le ct t h e d e s ir e d r e p o r t s a n d p r e s s R E TUR N .

[ A Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

3 In t h e s p a ce n e xt t o R E P O R T _ D A Y = , t y p e t h e d a y co v e r e d b y t h e r e p o r t . Th is ca n
b e in relat i v e d ay fo r m a t (s u ch a s is u s e d fo r t h e d e fa u lt [ - 1 ] ) o r in M M / D D / Y Y
fo r m a t . D e p e n d in g o n y o u r a r ch iv e p a r a m e t e r s , r e p o r t s u s in g h a lf- h o u r d a t a a r e
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 d t h e D a ily S y s t e m r e p o r t , w h ich u s e s
d a ily d a t a , is a v a ila b le fo r u p t o 3 8 7 d a y s in t h e p a s t . A s p e cifica t io n o f ‘ ‘ - 0 ’ ’ is
a cce p t a b le a n d w ill g e n e r a t e a r e p o r t fo r t o d a y s t a r t in g a t m id n ig h t a n d co n tin u in g
u p t o t h e m o s t r e ce n t a r ch iv in g o f h a lf- h o u r d a t a .

N O T E G o t o St e p 6 if y o u a r e o r d e r in g a D a ily S y s t e m r e p o r t .

4 In t h e s p a ce n e xt t o [ i t e m _ c h o i c e ] = , 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
it e m (in d iv id u a l a g e n t , s p lit , e t c. ) y o u w a n t co v e r e d . C a p it a ls a n d lo w e r - ca se le t t e r s
a r e di ff eren t fo r s y n o n y m s a n d a g e n t D ict io n a r y n a m e s .

5 In t h e s p a ce s n e xt t o F I R S T _ I N T E R V A L = a n d L A S T _ I N T E R V A L = , t y p e t h e
n u m b e r o f t h e b e g in n in g a n d e n d in g h a lf- h o u r in t e r v a ls y o u w a n t co v e r e d in t h e
r e p o r t .

6 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 . ]

7 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 .
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[ If y o u p r e s s e d R E TUR N in S t e p 6 , 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 6 , 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 . ]

O r d e r i n g a W e e k l y o r M o n t h l y R e p o r t

Y o u o r d e r t h e w e e k ly a n d m o n t h ly r e p o r t s t o d is p la y d a ily s u m m a r y d a t a fo r t he d a y (s )
s p e cifie d .

1 O n t h e R E P O R T S m e n u , s e le ct [ ] H i s t o r i c a l u n d e r t h e S t a n d a r d
h e a d in g a n d p r e s s R E TUR N .

[ Th 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 a p p e a r s . ]

2 Se le ct t h e d e s ir e d r e p o r t a n d p r e s s R E TUR N .

[ A Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

N O T E G o t o St e p 6 if y o u a r e o r d e r in g a w e e k ly o r m o n t h ly S y s t e m r e p o r t .

3 In t h e s p a ce n e xt t o [ i t e m _ c h o i c e ] = , 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
it e m y o u w o u ld lik e t h e r e p o r t b a s e d o n (t h a t is , a n a g e n t ID , t r u n k n u m b er , e t c. ).

4 In t h e s p a ce n e xt t o S T A R T _ D A Y = , t y p e t h e r e la t iv e o r M M / D D / Y Y - fo r m a t
d a t e t h a t w ill b e t h e e a r lie s t d a t a co n t a in e d in t h e r e p o r t . Re p o r t s u s in g da ily d a t a
a r e a v a ila b le u p t o 3 8 7 d a y s in t h e p a s t (d e p e n d in g o n w h e r e t h e A r ch iv e
P a r a m e t e r s a r e s e t ).

Th e - 7 a n d - 3 1 a r e t h e d e fa u lt s fo r 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 p e cifica t io n o f ‘ ‘ - 0 ’ ’ w o u ld n o t b e a cce p t a b le fo r a n y
r e p o r t u s in g d a ily d a t a file s , a s t h e r e a r e n o d a ily d a t a file s fo r t o d a y
(w h ich is w h a t - 0 m e a n s ) u n t il D a ily D a t a A r ch iv e e xe cu t e s fo r t o d a y
(s o m e t im e t o m o r r o w m o r n in g ).

5 In t h e s p a ce n e xt t o N U M B E R _ O F _ D A Y S = , t y p e a n in t e g e r r e p r e s e n t in g t h e
n u m b e r o f d a y s t o b e co v e r e d b y t h e r e p o r t .

Th e 7 a n d 3 1 a r e t h e d e fa u lt s fo r t h e 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 . It is r e co m m e n d e d t h a t a s in g le r e p o r t 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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6 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 . ]

7 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 6 , 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 6 , 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 . ]

O r d e r i n g a S u m m a r y R e p o r t

Re p o r t s lis t e d u n d e r t h e S u m m a r y h e a d in g a r e s im ila r t o d a ily r e p o r t s in t h a t t h e y co v e r o n e
d a y . H o w e v e r , lik e t h e D a ily S y s t e m r e p o r t , t h e y u s e d a ily (n o t h a lf- h o u r ) d at a .

1 O n t h e R E P O R T S m e n u , s e le ct [ ] H i s t o r i c a l u n d e r t h e S t a n d a r d
h e a d in g a n d p r e s s R E TUR N .

[ Th 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 a p p e a r s . ]

2 Se le ct t h e d e s ir e d r e p o r t a n d p r e s s R E TUR N .

[ A ‘ ‘ Re p o r t P a r a m e t e r s ’ ’ s cr e e n a p p e a r s . ]

3 In t h e s p a ce n e xt t o R E P O R T _ D A Y = , t y p e t h e d a y t o b e co v e r e d b y t h e r e p o r t .
Th is e n t r y ca n b e a r e la t iv e d a y (t h e fo r m a t u s e d fo r t h e d e fa u lt [ - 1 ] ) o r a n
M M / D D / Y Y - fo r m a t d a t e . D a t a a r e a v a ila b le u p t o 3 8 7 d a y s in t h e p a s t , a s t h e
d a ily d a t a file s a r e u s e d fo r t h e s e r e p o r t s . S p e cify in g ‘ ‘ - 0 ’ ’ w ill n o t w o r k h e re .

4 N e xt t o [ i t e m _ c h o i c e ] = , 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 s p lit , g r o u p , o r
t r u n k g r o u p y o u w a n t co v e r e d in t h e r e p o r t .

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 . ]
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I n t r o d u c t i o n t o R e p o r t D e s c r i p t i o n s
Ea ch r e p o r t d e s cr ip t io n in t h is ch a p t e r co n t a in s :

A n ill u s t r a t io n o f t h e r e p o r t ’ s o u t p u t w it h s a m p le d a t a

A t a b le d e s cr ib in g e a ch r e p o r t i t e m (e a ch p ie ce o f o u t p u t d a t a in t h e r e p o r t ),
in clu d in g :

— 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 (fo r e xa m p le , 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 (s t a n d a r d r e p o r t s
o n ly ).

— 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 .

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 fo r 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 O U TT IM 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 .

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 can 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 l e t e a s t a n d a r d ca lcu la t io n .

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 o f t h e fo r m 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 h a v e t h e fo r m S U M (it e m ).
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W h y R e p o r t s M a y N o t A d d U p

If y o u t r y t o co m p a r e d a t a in t w o r e p o r t s , o r co m p a r e d a t a w it h in a s in g le r e p o rt , t h e n u m b e r s
m a y n o t a d d u p t h e w a y y o u t h in k t h e y s h o u ld . Th e s e r e p o r t d a t a d is cr e pa n cie s o ccu r b e ca u s e
d a t a is co ll e ct e d in d iffe r e n t w a y s an d, w h e n co m m u n ica t io n b e t w e e n t h e s w it ch a n d t h e 3 B is
in t e r r u p t e d in s o m e w a y , t h e n u m b e r s fo r v a r io u s r e p o r t it e m s m a y n o t a d d u p .

C a l l -B a s e d V e r s u s I n t e r v a l -B a s e d I t e m s

In t e r v al - b as e d i t e m s a r e d a t a b a s e it e m s t h a t e it h e r r e co r d t im e o f e v e n t s d u r in g a n d u p t o t h e
e n d o f a n in t e r v a l o r r e co r d e v e n t o ccu r r e n ce s w h e n t h e e v e n t s b e g in . Fo r e xa m p le , s a y a n
a g e n t a n s w e r s a ca ll d u r in g In t e r v a l 1 7 . Th e ca ll la s t s 4 m in u t e s in t h is in t e r v a l. Th e ca ll
co n t in u e s in t o In t e r v a l 1 8 , la s t s 3 m in u t e s , a n d e n d s in In t e r v a l 1 8 . F o r t h is a g en t , o n e ca ll is
r e co r d e d in In t e r v a l 1 7 b y t h e in t e r v a l- b a s e d it e m A C D C A L L S. N o ca ll is r e co r d e d in In t er v a l
1-8 . Fo u r m in u t e s o f ca ll t im e is r e co r d e d in In t e r v a l 1 7 b y t h e in t e r v a l- b a s e d it e m A CD TIM E,
a n d 3 m in u t e s o f ca ll t im e is r e co r d e d in In t e r v a l 1 8 b y A C D TIM E.

Ca l l - b as e d i t e m s a r e d a t a b a s e it e m s t h a t r e co r d e v e n t o ccu r r e n ce s w h e n t h e e v e n t s e n d o r
r e co r d t o t a l t im e fo r e v e n t s w it h in t h e in t e r v a ls in w h ich t h e e v e n t s e n d : t h e y d o n o t s p lit u p
t im e b e t w e e n t w o in t e r v a ls . In t h e p r e ce d in g e xa m p le , t h e ca ll - b a s e d it e m N U MTA LK w o u ld
r e co r d t h e ca ll in In t e r v a l 1 8 . N o ca ll w o u ld b e r e co r d e d in In t e r v a l 1 7 . Th e ca ll - b as e d it e m
C U M TA LK w o u ld r e co r d 7 m in u t e s o f ca ll t im e in In t e r v a l 1 8 .

C o m m u n i c a t i o n B e t w e e n t h e S w i t c h a n d t h e 3 B

A t t im e s , t h e lin k b e t w e e n t h e s w it ch a n d t h e 3 B m a y b e in t e r r u p t e d o r m e ss a g e s fr o m t h e
s w it ch m a y b e d is r e g a r d e d b e ca u s e o f s o ft w a r e a u d it co r r e ct io n s o r p r o t o co l v io la t io n s . W h e n
t h e s e la p s e s in co m m u n ica t io n o ccu r , a n in t e r v a l- b a s e d it e m m a y co ll e ct d a t a , wh ile a ca ll - b a s e d
it e m d o e s n o t . O r t h e r e v e r s e m a y b e t r u e . Y o u ca n e n s u r e t h a t , w h e n co mp a r in g y o u r cu s t o m
r e p o r t s , d a t a is co n s is t e n t if y o u d o n o t a lt e r n a t e ca ll - b a s e d a n d in t e r v a l- b a s e d d a t a b a s e it e m s
t h a t co ll e ct t h e s a m e t y p e o f d a t a .

A s t e r i s k s o n H i s t o r i c a l R e p o r t s

Y o u w ill r e ce iv e a s t e r is k s in s o m e fie ld s o n h is t o r ica l r e p o r t s if y o u r d a t a is o ut o f r a n g e .
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S p l i t R e p o r t

Re p o r t File N a m e s D S P L I T , W S P L I T , M S P L I T

D a t a File s U s e d / H H O U R / S P L I T fo r D a ily Re p o r t ;
/ D A I L Y / S P L I T fo r W e e k ly a n d M o n t h ly Re p o 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 s p lit .

A S p lit Re p o r t s u m m a r iz e s t h e a ct iv it ie s o f a s p lit a s a u n it . Th e r e p o r t ca n b e u se d t o a n a ly z e
t h e o v e r a ll p e r fo r m a n ce o f a s p lit o r t o co m p a r e s p lit s d o in g co m p a r a b le w o r k . Se e Figu r e s 4 - 6
a n d 4 - 7 .

N O T E A v e r a g e S p e e d o f A n s w e r r e p o r t s t h e a v e r a g e t im e ca ll e r s w a it e d in q u e u e
b e fo r e co n n e ct in g t o a n a g e n t . H o w e v e r , a b a n d o n e d ca ll s a r e n o t in clu d e d in fo r m in g
t h is a v e r a g e . A C D T i m e in clu d e s b o t h t h e t im e o n A C D ca ll s a n d t h e t im e in a ft e r -
ca ll w o r k .

N O T E Th e t im e a n a g e n t s p e n d s w a it in g fo r a n A C D ca ll (id le t im e ) is n o t in clu d e d in a n y of
t h e ca lcu la t io n s fo r t h e S p lit Re p o r t ; t h e r e fo r e , t h e t im e s m ig h t n o t a d d u p . Y o u ca n
cr e a t e a cu s t o m r e p o r t t o a d d t h e id le t im e t o t h is r e p o r t . S e e t h e 3B CM S Cu st o m
R ep o r t s d o cu m e n t (5 8 5 - 2 1 5 - 5 0 3 ).
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S pl i t R e por t

D A I LY S PLI T R EPO R T ( M EN U : D SP LI T)
4 / 2 2 / 8 9 D A Y : 0 4 / 0 1 / 8 9

SP LI T: 1 ( )
A V G A V G N O N O A V G A V G N O A V G A V G % C A L LS/

SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % O U T O U T P O S A C D % P O S
TI M E A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L A U X C A LL S TI M E S TA FF TI M E A N S STA FF

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-8 : 0 0 - 0 8 : 3 0 A M 3 . 4 6 1 0 . 9 7 1 1 8 3 2 0 3 1 1 0 0 2 6 . 1 5 4 . 1 3 0 . 4 0 0 0 . 0 0 2 0 . 0 0 9 9 . 45-8 5 . 3 5 5 9 . 1 5
0-8 : 3 0 - 0 9 : 0 0 A M 3 . 5 4 1 0 . 9 2 1 1 7 7 2 0 4 1 1 0 0 2 6 . 2 2 4 . 0 5 0 . 4 3 0 0 . 0 0 2 0 . 0 0 9 9 . 44-8 5 . 2 3 5 8 . 8 5
0-9 : 0 0 - 0 9 : 3 0 A M 3 . 8 2 1 0 . 8 8 1 1 8 8 2 0 4 1 1 0 0 2 6 . 3 1 3 . 9 6 0 . 4 0 0 0 . 0 0 2 0 . 0 0 9 9 . 53-8 5 . 3 4 5 9 . 4 0

.

.
0-5 : 3 0 - 0 6 : 0 0 P M 3 . 7 3 1 0 . 8 3 1 1 9 0 2 0 6 1 2 0 0 2 6 . 4 3 3 . 8 3 0 . 4 0 0 0 . 0 0 2 0 . 0 0 9 9 . 52-8 5 . 2 4 5 9 . 5 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
3 . 7 5 1 0 . 9 0 5 6 7 9 9 9 7 8 8 0 0 2 6 . 2 7 4 . 0 0 0 . 4 1 0 0 . 0 0 9 9 . 4 9 8 5 . 3 0

W EE K LY S P LI T R E PO R T ( M E N U : W SP LI T)
2 / 1 1 / 8 9

SP LI T: 1 ( )

A V G A V G N O . N O . A V G A V G N O EX T A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % O U T EX T O U T A C D %

D A Y A N S TI M E C A L LS C A LL S D EL A Y I N O U T TI M E C A LL W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-1 / 2 8 / 8 9 4 0 . 8 3 7 8 . 0 0 6 4 4 3 3 4 0 7 0 0 1 4 1 . 9 9 0 . 4 1 5 5 . 4 7 1 2 1 3 6 0 . 7 0 3 2 . 5 7 9 5 . 1 3
0-1 / 2 9 / 8 9 2 2 . 0 1 5 8 . 0 4 6 7 0 2 7 2 1 4 0 0 1 3 7 . 0 1 0 . 7 7 4 9 . 3 8 1 1 1 9 5 7 . 6 2 3 4 . 3 8 9 6 . 1 3
0-2 / 0 1 / 8 9 3 6 . 6 1 3 5 . 9 1 2 0 5 3 6 7 1 9 1 0 0 1 1 8 . 0 6 1 . 1 5 1 9 . 6 2 6 6 7 5 4 . 6 0 6 9 . 3 8 9 6 . 8 4
0-2 / 0 2 / 8 9 4 3 . 0 9 3 0 . 6 5 2 6 1 3 1 0 0 3 2 8 0 0 1 0 9 . 7 5 1 . 5 9 2 3 . 8 0 8 8 7 5 1 . 9 2 7 3 . 1 6 9 6 . 3 1
0-2 / 0 3 / 8 9 2 7 . 8 0 2 6 . 8 3 2 1 2 6 4 7 2 2 8 0 0 1 1 2 . 1 3 1 . 2 8 2 2 . 7 5 7 5 4 5 4 . 0 5 6 6 . 8 9 9 7 . 8 4
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 5 . 5 2 3 9 . 6 8 8 1 0 6 2 7 4 0 0 1 1 7 . 3 0 1 . 2 4 3 2 . 1 9 4 6 4 0 5 6 . 3 2 5 7 . 8 5 9 6 . 7 3

M O N TH L Y S P LI T R EPO R T ( M EN U : M SP LI T)
2 / 1 1 / 8 9

SP LI T: 1 ( )

A V G A V G N O . N O . A V G A V G N O EX T A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % O U T EX T O U T A C D %

D A Y A N S TI M E C A L LS C A LL S D EL A Y I N O U T TI M E C A LL W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-1 / 1 1 / 8 9 2 5 . 8 6 4 3 . 3 1 6 2 5 1 3 4 4 8 0 0 1 5 6 . 5 0 0 . 0 3 2 4 . 9 3 5 7 6 5 8 . 6 1 4 9 . 1 0 9 7 . 9 6
0-1 / 1 2 / 8 9 3 9 . 4 6 7 4 . 3 8 5 1 1 3 2 4 1 5 0 0 1 7 9 . 8 7 0 . 3 2 2 3 . 4 1 3 8 0 5 3 . 1 1 5 7 . 0 5 9 4 . 1 1
0-1 / 1 3 / 8 9 1 1 . 4 9 7 7 . 8 8 4 6 2 8 2 3 5 0 0 1 5 4 . 6 5 1 . 2 2 4 1 . 5 2 9 8 8 6 0 . 2 9 3 3 . 4 6 9 8 . 3 0

.

.
0-2 / 1 0 / 8 9 7 . 9 0 4 9 . 7 0 9 9 9 1 0 1 9 4 1 0 1 3 3 . 1 8 1 . 5 6 3 0 . 0 1 8 4 1 6 3 . 6 6 4 3 . 1 6 9 9 . 0 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 1 . 9 6 4 1 . 5 3 2 3 2 9 5 8 3 9 1 0 1 2 8 . 8 8 1 . 4 6 4 1 . 1 3 2 6 0 1 8 5 8 . 7 6 4 4 . 7 3 9 6 . 5 2

F i g u r e 4-6 E x am p l e s o f S p l i t Re p o r ts

4-1 6 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



S pl i t R e por t

T a b l e 4-2 Ite m Re f e r e n ce f o r S p l i t Re p o r ts

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t
d a t e

0-4 / 2 2 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D SP LIT, W SP L IT, M SP LIT U N IX s y s t e m file n a m e o f r e p o r t . La b e l

D a y s e le ct e d in 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 b e r e p o r t e d
o n .

M M / D D / Y Y
fo r m a t
d a t e

D A Y (D a ily o n ly ) D A TE(J )

Sp lit s e le ct e d in Re p o r t
P a r a m e t e r s s cr e e n t o b e co v e r e d
b y t h e r e p o r t .

Sp lit
n u m b e r
o r
s y n o n y m

SP LIT SY N (SP LIT)

In t e r v a ls o r d a y s s e le ct e d fo r
r e p o r t in t h e Re p o r t P a r a m e t e r s
s cr e e n .

a . m . / p . m .
fo r m a t
t im e ,
h a lf- h o u r
in t e r v a ls
o r
M M / D D / Y Y
fo r m a t
d a t e s

IN TERV AL fo r D a ily Re p o r t ;
D A TE(D A Y ) fo r W e e k ly a n d
M o n t h ly .

TIM E o r D A Y

Av e r a g e s p e e d o f a n s w e r : t h e
a v e r a g e w a it t im e fo r ca lle r s t h a t
co n n e ct e d t o a n a g e n t .

AVG A N SW ER SP EED
A N S D E L A Y / A N S W E R E D

AVG SP EED A N S Se co n d s

Av e r a g e a b a n d o n t im e : t h e
a v e r a g e w a it t im e fo r ca lle r s
w h o h u n g u p b e fo r e co n n e ct in g
w it h a n a g e n t .

AVG A B AN D O N TIM E
A B A N T I M E / A B A N D O N S

AVG A B AN TIM E Se co n d s

AC D ca lls co n n e ct e d t o a g e n t s in
t h is s p lit d u r in g t h e p e r io d
co v e r e d . Th e co u n t in clu d e s
in t r a flo w e d / in t e r flo w e d ca ll s
a n s w e r e d in t h is s p lit .

N U M B ER A C D C A LL S C a ll s AC D C ALL S
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S pl i t R e por t

T a b l e 4-2 Ite m Re f e r e n ce f o r S p l i t Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N u m b e r o f a b a n d o n e d ca ll s :
q u e u e d ca ll s in w h ich t h e
ca ll e r h u n g u p b e fo r e
co n n e ct in g w it h a n a g e n t .

N O . A B AN C A L L S C a lls A B AN D O N S

M a xim u m d e la y : t h e lo n g e s t
w a it in q u e u e b y a n y ca ll ,
r e g a r d le s s o f w h e t h e r t h e ca ll
co n n e ct e d t o a n a g e n t o r w a s
a b a n d o n e d .

M A X D EL AY Se co n d s M A X O LD C W

In t r a flo w e d / in t e r flo w e d ca ll s
a cce p t e d in t o t h is s p lit d u r in g
t h e p e r io d co v e r e d . Th e
co u n t in clu d e s in t r a flo w e d /
in t e r flo w e d ca ll s t h a t w e r e
a n s w e r e d , a b a n d o n e d , o r
flo w e d o u t o f t h e s p lit .

F L O W IN C a ll s IN FL O W *

In t r a flo w e d a n d in t e r flo w e d
ca ll s s e n t t o a n o t h e r
d e s t in a t io n b y t h is s p lit
d u r in g t h e p e r io d co v e r e d .

F L O W O U T C a ll s O U TFL O W *

Av e r a g e t a lk t im e : a v e r a g e
le n g t h o f A C D ca ll s fo r t h e
p e r io d co v e r e d .

AVG A C D TA L K TIM E H H
(D a ily )
C U M T A L K / N U M T A L K

AVG TA LK TIM E Se co n d s

AVG A C D TA L K TIM E
(W e e k ly , m o n t h ly )
A C D T I M E / A C D C A L L S

AVG A F TER C A LL
W O RK

Av e r a g e a ft e r - ca ll w o r k t im e :
t h e a v e r a g e s e s s io n in t h e
AC W s t a t e

AVG A C W TIM E
< ( A W C T I M E - A C W I N T I M E -
A C W O U T T I M E / A C D C A L L S >

Se co n d s

P e r ce n t o f t im e in A U X w o r k :
t im e s p e n t in a u xilia r y w o r k .

P ERC EN T A U X W O RK
< 1 0 0 *
( A U X T I M E / S T A F T I M E >

% A U X P e r ce n t

* Wit h a G e n e r ic 3 i s w it ch , y o u co u ld h a v e m o r e IN FL O W / O U TFL O W ca ll s co u n t e d b e ca u s e o f t h e
M u lt ip le S p lit Q u e u in g fe a t u r e . S e e t h e CM S V ect o rin g A d m in i st ra t i o n (5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r m o r e
in fo r m a t io n .
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S pl i t R e por t

T a b l e 4-2 Ite m Re f e r e n ce f o r S p l i t Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N u m b e r o f e xt e n s io n - o u t
ca ll s : n u m b e r o f o u t g o in g
ca ll s p la ce d fr o m w it h in t h is
s p lit d u r in g t h e p e r io d
co v e r e d .

N U M C A LL O U T2
< A C W O U T C A L L S +
A U X O U T C A L L S >

N O . EX T O U T C A LL S C a ll s

AVG EX T O U T TIM E
(w e e k ly a n d m o n t h ly
r e p o r t s o n ly )

Av e r a g e le n g t h o f e xt e n s io n -
o u t ca ll s .

AVG 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

AVG P O S ST A F F ED
(D a ily o n ly )

Th e a v e r a g e n u m b e r o f
a g e n t s s t a ffin g t h e s p lit
d u r in g a g iv e n h a lf- h o u r .
C a lcu la t e d b y lo g g e d - in
s e co n d s a ccu m u la t e d d u r in g
t h e h a lf- h o u r .

Ag e n t
e q u iv a le n t s

F U LL TIM E A G EN T
< S T A F T I M E / 1 8 0 0 >

P e r ce n t AC D t im e : p e r ce n t o f
s t a ffe d t im e s p e n t o n A C D
ca ll s a n d in a ft e r ca ll w o r k .

P ERC EN T A C D TIM E
< 1 0 0 * ( ( A C D T I M E +
A C W T I M E ) / S T A F T I M E ) >

% A C D TIM E P e r ce n t

P e r ce n t o f q u e u e d ca ll s t h a t
co n n e ct t o a n a g e n t

P ERC EN T C A L L A N S
< 1 0 0 * ( ( A C D C A L L S /
( A C D C A L L S + A B A N D O N S ) >

% A N S P e r ce n t

C A LL S/ P O S STA FF
(D a ily o n ly )

Av e r a g e n u m b e r o f ca ll s
h a n d le d b y a n a ge n t p o s it io n

F U LL AG N U M C A LL
< 1 8 0 0 * ( A C D C A L L S /
S T A F T I M E ) >

C a ll s
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S p l i t E v e n t C o u n t R e p o r t
Re p o r t File N a m e D S E V E N T , W S E V E N T , M S E V E N T

C o v e r a g e Th e e v e n t co u n t fo r o n e s p lit
C O U N T b u t t o n s o n a g e n t p h o n e s
/ H H O U R / S P L I T fo r t h e D a ily
Re p o r t ; D A I L Y / S P L I T fo r t h e
We e k ly a n d M o n t h ly Re p o r t s .

D a t a File s U s e d

D e p e n d e n cie s Re a d p e r m is s io n fo r t h e s p lit .

A S p lit Ev e n t C o u n t Re p o r t s h o w s t h e co m b in e d n u m b e r o f t im e s a g e n t s in a s plit p r e s s e d t h e
Ev e n t C o u n t b u t t o n s . A n Ev e n t C o u n t b u t t o n ca n r e p r e s e n t a n y ca ll e v e n t , in clu d in g a
s u cce s s fu l s a le , a ca ll fr o m a ce r t a in d e m o g r a p h ic ca t e g o r y , o r a r e s p o n s e to a p r o m o t io n . C M S
r e co r d s a n e v e n t o ccu r r e n ce e a ch t im e a lo g g e d in a n d o ff- h o o k a g e n t p r e s s e s a n Ev e n t C o u n t
b u t t o n .

N O T E Ev e n t C o u n t s (s t r o k e co u n t s ) r e q u ir e C u s t o m W o r k G r o u p S o ft w a r e o n G en e r ic 1 a n d
Sy s t e m 7 5 .
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S pl i t E ve nt C ou nt R e por t

D A I LY S P LI T EV EN T C O U N T R E P O R T ( M EN U : D SEV EN T )
4 / 2 2 / 8 9 D A Y : 0 4 / 0 1 / 8 9

S P LI T: 1 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - - EV EN T C O U N T- - - - - - - - - - - - - - - - - - - - - - - - - - -
TI M E C A LL S 1 2 3 4 5 6 7 8 9

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-8 : 0 0 - 0 8 : 3 0 A M 1 1 8 3 0 0 0 0 1 2 0 0 0 0
0-8 : 3 0 - 0 9 : 0 0 A M 1 1 7 7 0 0 0 0 1 2 0 0 0 0
0-9 : 0 0 - 0 9 : 3 0 A M 1 1 8 8 0 0 0 0 1 2 0 0 0 0

.

.
0-5 : 3 0 - 0 6 : 0 0 P M 1 1 9 0 0 0 0 0 1 2 0 0 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
5-6 7 9 9 0 0 0 0 5 6 0 0 0 0 0

W EE K L Y S P LI T EV EN T C O U N T R EPO R T ( M EN U : W S EV E N T)
2 / 1 1 / 8 9

S P LI T: 1 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - - EV EN T C O U N T- - - - - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A LL S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-2 / 0 4 / 8 9 1 9 2 8 5 0 0 0 0 0 0 0 0
0-2 / 0 5 / 8 9 1 6 3 5 1 0 1 0 0 0 0 0 0
0-2 / 0 8 / 8 9 1 6 8 6 6 0 0 0 2 0 0 0 0
0-2 / 0 9 / 8 9 1 5 5 2 2 0 0 0 1 0 0 0 0
0-2 / 1 0 / 8 9 9 9 9 7 4 6 5 3 0 0 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
7-8 0 0 2 1 4 7 5 6 0 0 0 0

M O N TH LY S P LI T EV EN T C O U N T R EPO R T ( M EN U : M S EV EN T)
2 / 1 1 / 8 9

S P LI T: 1 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - - EV EN T C O U N T- - - - - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A LL S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-1 / 1 1 / 8 9 6 2 5 8 0 0 0 0 0 0 0 0
0-1 / 1 2 / 8 9 5 1 1 8 0 0 0 0 0 0 0 0
0-1 / 1 3 / 8 9 4 6 2 3 1 0 0 0 0 0 0 0

.

.
0-2 / 1 0 / 8 9 9 9 9 7 4 6 5 3 0 0 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
2-3 2 9 5 1 1 6 8 1 0 1 0 1 3 0 0 0 0

F i g u r e 4-7 E x am p l e s o f S p l i t E v e n t Co u n t Re p o r ts
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S pl i t E ve nt C ou nt R e por t

T a b l e 4-3 Ite m Re f e r e n ce f o r t h e S p l i t E v e n t C o u n t Re p o r ts

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t d a t e

0-4 / 2 2 / 8 9 D a t e r e p o r t w a s o u t p u t . D A TE(D )

Th e d a y o r d a y s co v e r e d
b y t h e r e p o r t .

M M / D D / Y Y
fo r m a t

D A TE(J ), D a ily ; D A TE(D A Y )
W e e k ly , M o n t h ly

D A Y

Th e s p lit n u m b e r o r
s y n o n y m s e le ct e d in t h e
Re p o r t P a r a m e t e r s s cr e e n .

N u m b e r o r
s y n o n y m

SP LIT SY N (SP LIT)

TIM E (D a ily r e p o r t
o n ly )

Th e h a lf- h o u r in t e r v a ls
s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n .

a .m ./ p .m .
fo r m a t t im e

IN TERV AL

N u m b e r o f A C D ca ll s
a n s w e r e d b y t h is s p lit in
t h e p e r io d co v e r e d . Th e
co u n t in clu d e s
in t r a flo w e d / in t e r flo w e d
ca ll s a n s w e r e d in t h is
s p lit .

AC D C ALL S C a ll s AC D C ALL S

Th e n u m b e r o f b u t t o n
p r e s s e s o f t h e v a r io u s
EV EN T C O U N T b u t t o n s
b y t h is s p lit ’ s a g e n t s
d u r in g t h e p e r io d co v e r e d .

STRO K En fo r h a lf- h o u r d a t a ;
SU M (STRO K E n ) fo r s u m m a r y
d a t a , w h e r e ‘ ‘ n ’ ’ is t h e n u m b e r o f
a n EVE N T C O U N T b u t t o n .

EV EN T C O U N TS Ev e n t co u n t s
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A g e n t R e p o r t
Re p o r t File N a m e s D A G E N T , W A G E N T , M A G E N T

D a t a File s U s e d / H H O U R / A G E N T fo r D a ily ; / D A I L Y / A G E N T fo r W e e k ly a n d M o n t h ly
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 t o w h ich a g e n t is a s s ig n e d

A n A g e n t Re p o r t s h o w s t h e a ct iv it ie s a n d p e r fo r m a n ce o f a n in d iv id u a l a g e n t . Th ou g h a n
a g e n t co u ld lo g in t o m o r e t h a n o n e s p lit in t h e co u r s e o f a d a y o r w e e k , a n A ge n t Re p o r t lis t s
t h e fir s t s p lit t h e a g e n t lo g g e d in t o fo r t h e d a t e co v e r e d b y t h e d a ily r e p o r t a n d t h e fir s t s p lit
lo g g e d in t o fo r t h e fir s t d a t e co v e r e d in t h e w e e k ly / m o n t h ly r e p o r t s .

Ev e n t h o u g h a n a g e n t ca n lo g in t o m o r e t h a n o n e s p lit , a ll a g e n t a ct iv it y is r e co r d e d u n d e r t h e
fir s t s p lit lis t e d in t h e A g e n t Re p o r t . If t h e a g e n t lo g s in u s in g m o r e t h a n o n e lo g in ID , t h a t
a ct iv it y is r e co r d e d u n d e r e a ch lo g in ID .

Y o u ca n u s e t h e r e p o r t t o e v a lu a t e t h e w o r k o f in d iv id u a ls a n d t h e a p p r o p ria t e n e s s o f
in d iv id u a l w o r k a s s ig n m e n t s . S e e e xa m p le s in Figu r e 4 - 8 .

N O T E D e p e n d in g o n y o u r n e e d s , y o u m a y w a n t t o ch a n g e t h e fo r m u la u s e d t o ca lcu la t e
A C D T I M E . Th is it e m cu r r e n t ly in clu d e s a ft e r - ca ll - w o r k .
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A gent R e por t

D A I LY A G EN T R EPO R T ( M E N U : D A G EN T)
2 / 1 6 / 8 9 D A Y : 0 2 / 0 2 / 8 9

A G EN T: 7 0 0 2 ( )
SP LI T: 1 ( )

N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D M I N O F

TI M E C A L LS TI M E C A LL W O R K V A LU E C A LL S TI M E C A LL S TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

1-1 : 0 0 - 1 1 : 3 0 A M 7 1 7 5 . 4 3 0 . 0 0 1 7 5 . 4 3 0 0 . 0 0 0 0 . 0 0 0 . 0 8 9 9 . 8 4 2 0 . 5 0 0
1-1 : 3 0 - 1 2 : 0 0 P M 1 7 8 7 . 0 0 0 . 0 0 8 7 . 0 0 1 1 . 0 0 0 0 . 0 0 1 5 . 9 2 8 3 . 8 0 2 9 . 4 2 0
1-2 : 0 0 - 1 2 : 3 0 P M 2 8 4 5 . 0 0 0 . 0 0 8 4 5 . 0 0 0 0 . 0 0 0 0 . 0 0 1 . 4 9 9 7 . 0 1 2 9 . 0 3 0

.

.
0-3 : 3 0 - 0 4 : 0 0 P M 1 4 8 8 . 7 1 0 . 0 0 8 8 . 7 1 1 1 . 0 0 0 0 . 0 0 2 7 . 2 9 6 9 . 7 4 2 9 . 6 8 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 1 1 1 9 . 5 5 0 . 0 0 1 1 9 . 5 5 2 1 . 0 0 0 0 . 0 0 1 4 . 8 4 8 4 . 3 7 2 1 4 . 9 0 0

W EE K LY A G EN T R EPO R T ( M EN U : W A G EN T)
2 / 1 1 / 8 9

A G EN T: 7 0 0 2 ( )
SP LI T: 1 ( )

N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

D A Y C A L LS TI M E C A LL W O R K V A LU E C A LL S TI M E C A L LS TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-2 / 0 4 / 8 9 9 8 1 2 1 . 3 6 0 . 0 0 1 2 1 . 3 6 6 2 . 0 0 0 0 . 0 0 2 5 . 6 7 6 1 . 6 3 5 . 3 6 0
0-2 / 0 5 / 8 9 7 0 1 0 5 . 4 9 0 . 0 0 1 0 5 . 4 9 2 1 . 5 0 0 0 . 0 0 1 6 . 2 5 6 8 . 5 0 2 . 9 9 0
0-2 / 0 8 / 8 9 5 4 1 4 2 . 6 9 0 . 0 0 1 4 2 . 6 9 2 1 . 0 0 0 0 . 0 0 1 8 . 8 5 7 5 . 8 7 2 . 8 2 0
0-2 / 0 9 / 8 9 8 5 1 1 9 . 5 6 0 . 0 0 1 1 9 . 5 6 3 1 . 0 0 0 0 . 0 0 2 6 . 3 0 6 4 . 8 1 4 . 3 6 0
0-2 / 1 0 / 8 9 4 8 1 4 6 . 5 4 0 . 0 0 1 4 6 . 5 4 3 1 . 0 0 0 0 . 0 0 1 8 . 6 6 5 7 . 1 7 3 . 4 2 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 5 5 1 2 4 . 4 5 0 . 0 0 1 2 4 . 4 5 1 6 1 . 4 4 0 0 . 0 0 2 2 . 0 5 6 4 . 7 6 1 8 . 9 5 0

M O N TH L Y A G EN T R EPO R T ( M EN U : M A G EN T )
2 / 1 1 / 8 9

A G EN T: 7 0 0 2 ( )
SP LI T: 1 ( )

N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

D A Y C A L LS TI M E C A LL W O R K V A LU E C A LL S TI M E C A L LS TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-1 / 1 1 / 8 9 1 4 1 9 3 . 5 0 0 . 0 0 1 9 3 . 5 0 2 1 . 0 0 0 0 . 0 0 9 . 4 6 6 3 . 2 6 1 . 1 9 0
0-1 / 1 2 / 8 9 2 6 1 9 5 . 4 2 0 . 0 0 1 9 5 . 4 2 1 1 . 0 0 0 0 . 0 0 9 . 2 8 7 0 . 5 5 2 . 0 0 0
0-1 / 1 3 / 8 9 1 2 2 7 7 . 3 3 0 . 0 0 2 7 7 . 3 3 1 2 . 0 0 0 0 . 0 0 0 . 1 6 8 9 . 1 5 1 . 0 4 0

.

.
0-2 / 1 0 / 8 9 4 8 1 4 6 . 5 4 0 . 0 0 1 4 6 . 5 4 3 1 . 0 0 0 0 . 0 0 1 8 . 6 6 5 7 . 1 7 3 . 4 2 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 0 9 1 4 9 . 8 2 0 . 0 0 1 4 9 . 8 2 4 6 1 . 4 3 0 0 . 0 0 1 5 . 5 2 6 8 . 7 9 5 4 . 9 9 0

F i g u r e 4-8 E x am p l e s o f A g e n t Re p o r ts
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A gent R e por t

T a b l e 4-4 Ite m Re f e r e n ce o n A g e n t Re p o r ts

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t
d a t e

0-2 / 1 6 / 8 9 D a t e t h e r e p o r t w a s p r in t e d . D A TE(D )

D A G EN T, W A G EN T,
M A G EN T

File n a m e s o f t h e r e p o r t s . U N IX s y s t e m file n a m e s . La b e l

D a t e co v e r e d in a d a ily
r e p o r t ; b e g in n in g d a t e o f
w e e k ly o r m o n t h ly r e p o r t s .

M M / D D / Y Y
fo r m a t
d a t e

D A Y (D a ily o n ly ) D A TE(J )

ID o r s y n o n y m o f t h e a g e n t
s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n .

Sy n o n y m
o r
L o g in
ID

A G EN T SY N (LO G ID )

N u m b e r o r s y n o n y m o f t h e
a g e n t ’ s s p lit .

N u m b e r
o r
s y n o n y m

SP LIT S Y N (S P LI T)

H a lf- h o u r in t e r v a ls s e le ct e d
fo r t h is r e p o r t in t h e Re p o r t
P a r a m e t e r s s cr e e n .

a .m ./ p .m .
fo r m a t
t im e

TIM E (D a ily r e p o r t o n ly ) IN TERVAL

D a y s s e le ct e d fo r t h is r e p o r t
v ia t h e Re p o r t P a r a m e t e r s
s cr e e n .

M M / D D / Y Y
fo r m a t
d a t e

D A TE (We e k ly , M o n t h ly ) D A TE(D A Y )

A C D ca ll s a n s w e r e d b y t h is
a g e n t d u r in g t h e p e r io d
co v e r e d . (S o m e o f t h e ca ll s
co u n t e d m a y h a v e
in t r a flo w e d / in t e r flo w e d
in t o t h e a g e n t ’ s s p lit .)

SU M (A C D C A LL S)* (D a ily )
A C D C A LL S (W e e k ly ,m o n t h ly )

N U M B E R O F A C D C A LL S C a ll s

A v e r a g e le n g t h o f t h is
a g e n t ’ s A C D ca ll s d u r in g
t h e p e r io d co v e r e d .

A VG A C D TA LK TIM E S U M (D a ily )
S U M ( A C D T I M E ) /

S U M ( A C D C A L L S )
A VG A C D TA LK TIM E (We e k ly ,
M o n t h ly )
A C D T I M E / A C D C A L L S

A VERAG E A C D TA LK TIM E Se co n d s
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A gent R e por t

T a b l e 4-4 Ite m Re f e r e n ce o n A g e n t Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

A VERAG E A FTE R C A LL
WO RK

A v e r a g e le n g t h o f A C W
s e s s io n s b y t h is a g e n t .

A VG A C W TIM E S U M (D a ily )
S U M ( A C W T I M E - A C W O U T T I M E

- A C W I N T I M E ) /
S U M ( A C D C A L L S )
A VG A C W TIM E (W e e k ly ,m o n t h ly )
( A C W T I M E - A C W O U T T I M E -

A C W I N T I M E ) / A C D C A L L S

Se co n d s

Th e a v e r a g e co m b in e d
le n g t h o f A C D ca ll s a n d
a ft e r - ca ll w o r k fo r t h is
a g e n t . Th e t o t a l e la p s e d
t im e fr o m t h e b e g in n in g
o f o n e ca ll t o t h e
b e g in n in g o f t h e n e xt ,
a s s u m in g t h e a g e n t ’ s w o r k
is a n u n b r o k e n s e r ie s o f
A C D ca ll s a n d A C W
s e s s io n s .

A VG W O RK TIM E S U M (D a ily )
S U M ( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E ) /
S U M ( A C D C A L L S )
A VG W O RK TIM E (W e e k ly ,M o n t h ly )
( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E ) /
( A C D C A L L S )

WEIG H TED C A L L VA LUE Se co n d s

N u m b e r o f e xt e n s io n - o u t
ca ll s b y t h is a g e n t in t h e
p e r io d .

SU M (N U M C A LL O U T2 ) (D a ily )
S U M ( A C W O U T C A L L S +

A U X O U T C A L L S )
N U M C A LL O U T2 (W e e k ly ,m o n t h ly )
( A C W O U T C A L L S +

A U X O U T C A L L S )

N O . O F EX T O U T C A LL S C a ll s

Th e le n g t h o f t h e a v e r a g e
e xt e n s io n - o u t ca ll .

A VG TA LK TIM O U T S U M (D a ily )
S U M ( A C W O U T T I M E +

A U X O U T T I M E ) /
S U M ( A C W O U T C A L L S +
A U X O U T C A L L S )
A VG TA LK TIM E O U T
(We e k ly ,m o n t h ly )
( 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 )

A VG EX T O U T TA LK TIM E Se co n d s

Th e n u m b e r o f d ir e ct -
d ia le d ca ll s t o t h e a g e n t ’ s
e xt e n s io n d u r in g t h e
p e r io d co v e r e d .

SU M (EX T C A LL IN ) (D a ily )
S U M ( A C W I N C A L L S +

A U X I N C A L L S )
EX T C A L L IN (We e k ly ,m o n t h ly )
( A C W I N C A L L S +

A U X I N C A L L S )

N O . O F EX T IN C A LL S C a ll s
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A gent R e por t

T a b l e 4-4 Ite m Re f e r e n ce o n A g e n t Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

L e n g t h o f t h e a v e r a g e
d ir e ct - d ia le d ca ll t o t h is
a g e n t ’ s e xt e n s io n d u r in g
t h e p e r io d co v e r e d .

A VG TA LK TIM E IN S U M (D a ily )
S U M ( A C W I N T I M E +

A U X I N T I M E ) /
S U M ( A C W I N C A L L S +
A U X I N C A L L S )
A VG TA LK TIM E IN
(We e k ly ,m o n t h ly )
( A C W I N T I M E + A U X I N T I M E ) /

( A C W I N C A L L S + A U X I N C A L L S )

A VG EX T IN TA L K TIM E Se co n d s

P e r ce n t a u xilia r y w o r k :
t h e p e r ce n t o f t h e a g e n t ’ s
t o t a l lo g g e d - in t im e s p e n t
in t h e A U X - WO RK s t a t e .

P ERCEN T A U X WO RK S U M (D a ily )
1-0 0 * S U M ( A U X T I M E ) /

S U M ( S T A F T I M E ) )
P ERCEN T A U X WO RK
(We e k ly ,m o n t h ly )
1-0 0 * ( A U X T I M E ) /

( S T A F T I M E ) )

% A U X WO RK P e r ce n t

P e r ce n t A C D t im e : t h e
p e r ce n t o f t h e a g e n t ’ s t o t a l
lo g g e d - in t im e a ct u a lly
s p e n t o n A C D ca ll s a n d
t h e a s s o cia t e d a ft e r - ca ll
w o r k .

P ERCEN T A C D TIM E S U M (D a ily )
1-0 0 * S U M ( A C D T I M E +

A C W T I M E ) / S U M ( S T A F T I M E )
P ERCEN T A C D TIM E
(We e k ly ,m o n t h ly )
1-0 0 * ( A C D T I M E + A C W T I M E )

/ ( S T A F T I M E )

% A C D TIM E P e r ce n t

To t a l lo g g e d - in t im e b y
t h is a g e n t in t h e p e r io d
co v e r e d .

SU M (M IN S TA FF TIM E (D a ily )
S T A F T I M E / 6 0

H R S TA FF TIM E (We e k ly ,m o n t h ly )
S T A F T I M E / 3 6 0 0

TO TA L M IN / H O U RS S TA FFE D M in u t e s / h o u r s

N u m b e r o f ca lls r e fe r r e d
t o t h e s u p e r v is o r b y t h e
a g e n t u s in g t h e A S S IST
b u t t o n d u r in g t h e p e r io d
co v e r e d .

SU M (A SS IS TS ) (D a ily )
A S S IS TS (W e e k ly ,m o n t h ly )

N U M B E R O F A S SIS TS C a ll s
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A g e n t E v e n t C o u n t R e p o r t
Re p o r t File N a m e s D A V E N T , W A V E N T , M A V E N T

D a t a File s U s e d / H H O U R / A G E N T u s e d in D a ily r e p o r t ;
/ D A I L Y / A G E N T u s e d in We e k ly a n d M o n t h ly r e p o 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 s p lit t o w h ich a g e n t is a s s ig n e d .

Th e A g e n t Ev e n t C o u n t r e p o r t s h o w s t h e n u m b e r o f t im e s a n in d iv id u a l a ge n t h a s p r e s s e d a n
E v e n t C o u n t (s o m e t im e s r e fe r r e d t o a s St r o k e C o u n t ) b u t t o n w h ile lo g g e d in a n d o ff- h o o k .

A n Ev e n t C o u n t b u t t o n ca n r e p r e s e n t a n y ca ll e v e n t , in clu d in g a s u cce s s fu l s a le , a ca ll fr o m a
ce r t a in d e m o g r a p h ic ca t e g o r y , o r a r e s p o n s e t o a p r o m o t io n . C M S r e co r d s a n e v e n t o ccu r r e n ce
e a ch t im e a n a g e n t p r e s s e s a n Ev e n t C o u n t b u t t o n o n h is o r h e r v o ice t e r m in a l. S e e Fi g u r e 4 - 9 ,
Ex a m p le s o f A g e n t Ev e n t C o u n t Re p o r t s .

N O T E Ev e n t C o u n t s (s t r o k e co u n t s ) r e q u ir e C u s t o m W o r k G r o u p S o ft w a r e o n G en e r ic 1 a n d
Sy s t e m 7 5 .
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A gent E ve n t Cou n t R e por t

D A I LY A G EN T EV EN T C O U N T R EPO R T ( M EN U : D A EV EN T)
2 / 1 6 / 8 9 D A Y : 0 2 / 0 2 / 8 9

A G EN T: 7 0 0 2 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - - EV EN T C O U N T- - - - - - - - - - - - - - - - - - - - - - -
TI M E C A LL S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

1-1 : 0 0 - 1 1 : 3 0 A M 7 0 0 0 0 0 0 0 0 0
1-1 : 3 0 - 1 2 : 0 0 P M 1 7 0 0 0 0 0 0 0 0 0
1-2 : 0 0 - 1 2 : 3 0 P M 2 0 0 0 0 0 0 0 0 0

.

.
0-3 : 3 0 - 0 4 : 0 0 P M 1 4 0 0 0 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 9 1 0 0 0 0 0 0 0 0 0

W EE K L Y A G EN T EV EN T C O U N T R EPO R T ( M EN U : W A EV EN T)
2 / 1 1 / 8 9

A G EN T: 7 0 0 3 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - EV EN T C O U N T- - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A LL S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-2 / 0 4 / 8 9 8 9 0 0 0 0 0 0 0 0 0
0-2 / 0 5 / 8 9 1 1 4 0 0 0 0 0 0 0 0 0
0-2 / 0 8 / 8 9 1 5 8 0 0 0 0 0 0 0 0 0
0-2 / 0 9 / 8 9 1 5 5 0 0 0 0 0 0 0 0 0
0-2 / 1 0 / 8 9 5 4 0 0 0 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 5 7 0 0 0 0 0 0 0 0 0 0

M O N TH LY A G E N T EV EN T C O U N T R EPO R T ( M E N U : M A EV EN T)
2 / 1 1 / 8 9

A G EN T: 7 0 0 2 ( )

A C D - - - - - - - - - - - - - - - - - - - - - - EV EN T C O U N T- - - - - - - - - - - - - - - - - - - - - - - -
D A Y C A LL S 1 2 3 4 5 6 7 8 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-1 / 1 1 / 8 9 1 4 0 0 0 0 0 0 0 0 0
0-1 / 1 2 / 8 9 2 6 0 0 0 0 0 0 0 0 0
0-1 / 1 3 / 8 9 1 2 0 0 0 0 0 0 0 0 0

.

.
0-2 / 1 0 / 8 9 4 8 0 0 0 0 0 0 0 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 9 0 9 0 0 0 0 0 0 0 0 0

F i g u r e 4-9 E x am p l e s o f A g e n t E v e n t C o u n t Re p o r ts
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A gent E ve n t Cou n t R e por t

T a b l e 4-5 Ite m Re f e r e n ce f o r t h e A g e n t E v e n t Co u n t Re p o r ts

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t d a t e

0-2 / 1 6 / 8 9 D a t e t h e r e p o r t w a s g e n e r a t e d . D A TE(D )

D A EVE N T, W AEVEN T,
M A EVE N T

U N IX s y s t e m file n a m e o f
r e p o r t n a m e .

L a b e l

M M / D D / Y Y
fo r m a t

D A TE(J ), D a ily ;
D A TE(D A Y ), W e e k ly ,
M o n t h ly

D A Y Th e d a y co v e r e d b y t h e r e p o r t .

Th e a g e n t ID n u m b e r o r n a m e
s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n .

ID o r
s y n o n y m

AG EN T SY N (L O G ID )

Th e h a lf- h o u r in t e r v a ls
s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n .

a .m ./ p .m .
fo r m a t t im e

TIM E (D a ily r e p o r t o n ly ) IN TERV AL

N u m b e r o f A C D ca ll s
a n s w e r e d b y t h is a g e n t in t h e
p e r io d co v e r e d . (S o m e o f t h e
ca ll s co u n t e d m a y h a v e
in t r a flo w e d / in t e r flo w e d in t o
t h e a g e n t ’ s s p lit .)

SU M (AC D C ALL S)
(D a ily )
AC D C ALL S (W e e k ly ,
M o n t h ly )

AC D C ALL S C a ll s

Th e n u m b e r o f b u t t o n p r e s s e s
o f t h e v a r io u s EV EN T
C O U N T b u t t o n s b y t h is a g e n t
d u r in g t h e p e r io d co v e r e d .

SU M (STRO K E n ) w h e r e
‘ ‘ n ’ ’ is t h e n u m b e r o f
t h e EVE N T C O U N T
b u t t o n (D a ily )
STRO K En (W e e k ly a n d
m o n t h ly )

EV EN T C O U N T Ev e n t co u n t s
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T r u n k G r o u p R e p o r t
Re p o r t File N a m e D T G R O U P , W T G R O U P , M T G R O U P

D a t a File U s e d / H H O U R / T R U N K G R O U P / D A I L Y / T R U N K G R O U P

D e p e n d e n cie s Re a d p e r m is s io n s fo r t r u n k g r o u p .

A Tr u n k G r o u p r e p o r t s h o w s t h e le v e l o f in co m in g a n d o u t g o in g ca ll t r a ffic fo r a n in div id u a l
t r u n k g r o u p . Y o u ca n u s e t h is r e p o r t t o v e r ify t h a t t h e n u m b e r o f t r u n k s a v aila b le t o y o u r s p lit s
is a p p r o p r ia t e a n d t o m o n it o r t h e n u m b e r o f o u t g o in g ca ll s . H o w e v e r , y o u ca n g e t a r e p o r t o n
a n y m e a s u r e d t r u n k g r o u p , r e g a r d le s s o f w h e t h e r it is u s e d fo r A C D ca ll s. S e e Fi g u r e 4 - 1 0 ,
Ex a m p le s o f Tr u n k G r o u p Re p o r t s .

Th e r e p o r t it e m C e n t u m C a ll S e co n d s (C C S ) is a m e a s u r e o f h o w m a n y 1 0 0 - s e co n d in cr e m e n t s
t h e t r u n k w a s b u s y d u r in g t h e h a lf- h o u r in t e r v a l. A t r u n k is ‘ ‘ s e iz e d ’ ’ w h ile t he ca ll is b o t h in
q u e u e a n d co n n e ct e d t o a n a g e n t . Th e r e fo r e , w a it t im e fo r a b a n d o n e d ca lls is fig u r e d in t o t h e
C C S fig u r e s . B e ca u s e a h a lf- h o u r in t e r v a l h a s 1 8 0 0 s e co n d s , t h e m a xim u m C C S fo r e a ch t r u n k
in a t r u n k g r o u p is 1 8 C C S . M u lt ip ly in g 1 8 C C S b y t h e n u m b e r o f t r u n k s in a t r u n k g ro u p w ill
g iv e y o u t h e m a xim u m o ccu p a n cy fo r t h e t r u n k g r o u p , w h ich y o u ca n t h e n co m p a r e w it h y o u r
a ct u a l C C S . A C C S e xa m p le fo ll o w s .

(Tr u n k d o e s n o t h a v e t o b e b u s y fo r t h e e n t ir e 1 0 0 - s e co n d in cr e m e n t . )

1-8 0 0 s e co n d s = 1 / 2 h o u r

3-6 0 0 s e co n d s = 1 h o u r

x = Th e t r u n k fo r t h is 1 0 0 - s e co n d in cr e m e n t is b u s y .

3-6 t h
C C S

3-5 t h
C C S

3-4 t h
C C S

1-0 0
s e c

1-0 0
s e c

1-0 0
s e c

x

1-8 t h
C C S

1-7 t h
C C S

1-6 t h
C C S

1-0 0
s e c

1-0 0
s e c

1-0 0
s e c

x x. . . . . . . .

1-0 0
s e c

1-0 0
s e c

1-0 0
s e c

3 r d
C C S

2 n d
C C S

1 s t
C C S

x x . . . . . . . . .

F i g u r e 4-1 0 CC S E x am p l e

Th e r e p o r t it e m ‘ ‘ % A ll Tr u n k s B u s y , ’ ’ w h ich is a g o o d in d ica t o r o f h o w m a n y ca ll e r s a r e b e in g
b lo ck e d (g e t t in g a b u s y s ig n a l), s h o u ld b e a r e la t iv e ly lo w fig u r e in m o s t ca ll ce n t er s .

N O T E Th e W e e k ly a n d M o n t h ly Tr u n k G r o u p Re p o r t s b a s e t h e % A L L T R U N K S B U S Y
a n d t h e % T I M E M A I N T B U S Y o n a 2 4 - h o u r d a y w it h 4 8 in t e r v a ls ; a s a r e s u lt , t h e
s u m m a r y v a lu e s fo r t h e s e it e m s s h o w n in y o u r D a ily r e p o r t s m a y n o t m a t ch th e
v a lu e s s h o w n in y o u r W e e k ly / M o n t h ly r e p o r t s . D e p e n d in g o n y o u r n e e d s , y o u ma y
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T r un k G r oup R e por t

w a n t t o cr e a t e a cu s t o m r e p o r t a n d ch a n g e t h e d e n o m in a t o r fo r t h e s e fie ld s t o r e fle ct
y o u r a ct u a l h o u r s o f a ct iv it y in a d a y . Fo r e xa m p le , fo r 8 h o u r s o f a ct iv it y , u s e 1-6
in t e r v a ls ; fo r 1 2 h o u r s o f a ct iv it y , u s e 2 4 in t e r v a ls , e t c.

N O T E Th e ‘ ‘ N u m b e r o f C a ll s C a r r ie d ’ ’ it e m co n t a in s , in a d d it io n t o t h e n u m b e r of ca ll s
a n s w e r e d a n d a b a n d o n e d , t h e n u m b e r o f n o n - A C D ca ll s (if a n y ) a n d ca ll s lo s t d u e t o
h a r d w a r e a n d s o ft w a r e fa ilu r e s (if a n y ); t h e r e fo r e , ‘ ‘ C a ll s C a r r ie d ’ ’ m a y no t a lw a y s
m a t ch t h e t o t a l o f ‘ ‘ C a ll s A b a n d o n e d ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d . ’ ’ Y o u ca n cr e a t e a
cu s t o m r e p o r t t o e lim in a t e t h e s e a d d it io n a l ca lls . S e e t h e 3B CM S 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 .
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T r un k G r oup R e por t

D A I LY TR U N K G R O U P R EPO R T ( M EN U : D TG R O U P)
4 / 2 2 / 8 9 D A Y : 0 4 / 0 1 / 8 9

TR U N K G R O U P: 2 2 ( )
N U M B ER O F TR U N K S: 2 0

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G % A LL % TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TR U N K S M A I N T
TI M E C A R R I ED A B A N D O N E D A N SW ER ED TI M E C C S C A LL S TI M E C C S B U SY B U SY
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0-8 : 0 0 - 0 8 : 3 0 A M 2 2 3 2 1 2 0 2 1 4 8 . 4 8 3 3 1 . 1 2 0 0 . 0 0 0 . 0 0 1 5 . 6 1 0 . 0 0
0-8 : 3 0 - 0 9 : 0 0 A M 2 2 3 2 1 2 0 2 1 4 6 . 9 2 3 2 7 . 6 4 0 0 . 0 0 0 . 0 0 7 . 6 1 0 . 0 0
0-9 : 0 0 - 0 9 : 3 0 A M 2 2 0 1 8 2 0 2 1 4 9 . 4 1 3 2 8 . 7 0 0 0 . 0 0 0 . 0 0 1 2 . 1 7 0 . 0 0

.

.
0-5 : 3 0 - 0 6 : 0 0 P M 2 2 3 1 9 2 0 4 1 4 9 . 0 2 3 3 2 . 3 1 0 0 . 0 0 0 . 0 0 1 6 . 6 7 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 1 0 6 5 8 9 4 7 9 7 1 0 1 4 8 . 9 4 1 5 8 7 4 . 3 5 0 0 . 0 0 0 . 0 0 1 3 . 5 4 0 . 0 0

W EE K LY TR U N K G R O U P R E PO R T ( M EN U : W TG R O U P)
3 / 0 1 / 8 9

TR U N K G R O U P: 2 0 ( )
N U M B ER O F TR U N K S: 1 3 8

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G % A LL % TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TR U N K S M A I N T
D A Y C A R R I ED A B A N D O N E D A N SW E R ED TI M E C C S C A LL S TI M E C C S B U SY B U SY

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0-2 / 0 9 / 8 9 3 6 4 1 5 2 2 5 1 1 2 . 7 8 4 1 0 . 5 1 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0-2 / 1 0 / 8 9 2 8 9 1 3 1 2 9 1 0 9 . 4 6 3 1 6 . 3 3 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0-2 / 1 1 / 8 9 4 0 2 2 0 2 . 7 5 8 . 1 1 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
6-5 7 2 8 3 5 6 1 1 1 . 8 6 7 3 4 . 9 5 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

M O N TH L Y TR U N K G R O U P R EPO R T ( M EN U : M TG R O U P)
3 / 0 1 / 8 9

TR U N K G R O U P: 2 0 ( )
N U M B ER O F TR U N K S: 1 3 8

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G % A LL % TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TR U N K S M A I N T
D A Y C A R R I ED A B A N D O N E D A N SW E R ED TI M E C C S C A LL S TI M E C C S B U SY B U SY

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0-2 / 0 1 / 8 9 7 2 2 1 1 2 9 2 6 7 5 7 4 . 2 5 5 3 6 1 . 4 4 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0-2 / 0 2 / 8 9 9 0 8 7 2 0 2 4 3 7 7 8 9 . 8 5 8 1 6 4 . 5 8 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0
0-2 / 0 3 / 8 9 3 2 0 8 7 9 1 8 6 0 1 0 4 . 6 4 3 3 5 6 . 8 4 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

.

.
0-2 / 1 1 / 8 9 4 0 2 2 0 2 . 7 5 8 . 1 1 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
2-6 1 4 0 6 5 6 1 2 1 5 3 9 0 . 4 5 2 3 6 4 3 . 5 3 0 0 . 0 0 0 . 0 0 0 . 0 0 0 . 0 0

F i g u r e 4-1 1 E x am p l e s o f T r u n k G r o u p Re p o r ts
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T r un k G r oup R e por t

T a b l e 4-6 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p Re p o r ts

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

D a t e w h e n t h e r e p o r t w a s
g e n e r a t e d .

M M / D D / Y Y
fo r m a t
d a t e

0-4 / 2 2 / 8 9 D A TE(D )

D TG RO U P U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

M M / D D / Y Y
fo r m a t
d a t e

D A TE(J )(D a ily ) D A Y

Th e n u m b e r o f s y n o n y m o f t h e
t r u n k g r o u p co v e r e d in t h e
r e p o r t .

Tr u n k
g r o u p
n u m b e r

TRU N K G RO U P SY N (TRK G RP )

N U M B ER O F TRU N K S N u m b e r o f t r u n k s in g r o u p . Tr u n k s G RO U P SIZ E

Th e h a lf- h o u r in t e r v a ls o r d a y s
s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

a .m / p .m .
fo r m a t
t im e

IN TERV AL (D a ily )
D A TE(D A Y ) (W e e k ly , M o n t h ly )

TIM E/ D A TES

IN CO M IN G

N U M B ER O F C A LL S
C A RRI ED

In co m in g ca ll s t h a t s e iz e d t h is
t r u n k d u r in g t h e p e r io d co v e r e d .

C a ll s IN C A L L S

N U M B ER O F C A LL S
AB AN D O N ED

C a ll s in w h ich t h e ca ll e r h a n g s
u p b e fo r e b e in g co n n e ct e d t o a n
a g e n t d u r in g t h e p e r io d co v e r e d .

C a ll s AB AN D O N S

4-3 4 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



T r un k G r oup R e por t

T a b l e 4-6 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N U M B ER O F C A LL S
AN SW ER ED

C a ll s t h a t co n n e ct e d t o a n
a g e n t in t h is p e r io d .

C a ll s AN SW ER ED

A v e r a g e le n g t h o f t im e
in co m in g ca ll s la s t .

AVG H O LD TIM E IN
I N T I M E / I N C A L L S

AVG H O LD TIM E Se co n d s

Th e t r u n k o ccu p a n cy b y
in co m in g ca ll s t h a t s e iz e
t h e t r u n k (in clu d e s a ll
" ca r r ie d " ca ll s ) in
h u n d r e d s o f ca ll s e co n d s .

TO TA L C C S C C S IN TIM E/ 1 0 0

O U T G O IN G

N U M B ER O F O U T
C A LL S

Ex t e n s io n - o u t ca ll s t h a t
s e iz e t h is t r u n k d u r in g t h e
p e r io d co v e r e d .

C a ll s O U TC ALL S

A v e r a g e h o ld in g t im e o f
a ll o u t g o in g ca ll s o n t h is
t r u n k .

AVG H O LD TIM E O U T
O U T T I M E / O U T C A L L S

AVG H O LD TIM E Se co n d s

To t a l o u t g o in g - ca ll t r u n k
o ccu p a n cy in h u n d r e d s o f
ca ll s e co n d s .

O U TG O IN G C C S
O U T T I M E / 1 0 0

TO TA L C C S C C S

Th e p e r ce n t a g e o f t im e a ll
t r u n k s a r e s im u lt a n e o u s ly
b u s y .

P ERC EN T B U SY A LL (D a ily )
A L L I N U S E / 1 8

SU M (P ERC EN T B U SY A LL )
(W e e k ly , m o n t h ly )
A L L I N U S E / 1 8 ) / 4 8

% A LL TRU N K S B U SY P e r ce n t

Th e p e r ce n t a g e o f t im e
t h e t r u n k g r o u p h a s b e e n
b u s ie d o u t fo r
m a in t e n a n ce .

P ERC EN T M AIN T TIM (D a ily )
M B U S Y T I M E / ( 1 8 *

G R O U P S I Z E )
SU M (P ERC EN T M A IN T TIM )
(W e e k ly , m o n t h ly )
( ( M B U S Y T I M E ) / ( 1 8 *

G R O U P S I Z E ) ) / 4 8

% TIM E M A IN T B U SY P e r ce n t
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S y s t e m R e p o r t
Re p o r t File N a m e s D S Y S T E M , W S Y S T E M , M S Y S T E M

D a t a File U s e d / D A I L Y / S P L I T

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 s .

A S y s t e m r e p o r t (D a ily , W e e k ly , o r M o n t h ly ) s u m m a r iz e s t h e a ct iv it y o f e v e r y s p lit m e as u r e d
fo r a n A C D . Y o u ca n u s e t h is r e p o r t t o q u ick ly co m p a r e s p lit p e r fo r m a n ce fo r s p lit s p e r fo r m in g
s im ila r fu n ct io n s . U n m e a s u r e d s p lit s a r e n o t in clu d e d in t h is r e p o r t . S e e F ig u re 4 - 1 1 , Exa m p le s
o f S y s t e m Re p o r t s .

Th e ‘ ‘ F lo w In ’ ’ a n d ‘ ‘ F lo w O u t ’ ’ co lu m n s o f t h e r e p o r t s h o w t h e in t r a flo w ca ll fo rw a r d in g
p ict u r e fo r t h e s y s t e m . ‘ ‘ F lo w In ’ ’ r e p r e s e n t s t h e n u m b e r o f fo r w a r d e d ca ll s t h a t w e r e a cce p t e d
b y a s p lit . ‘ ‘ F lo w O u t ’ ’ r e p r e s e n t s t h e n u m b e r o f ca ll s fo r w a r d e d t o an o t h e r d e s t in a t io n . In
m a n y ca s e s , t h e s u m m a r y n u m b e r s fo r F lo w In a n d Flo w O u t w ill b e e q u a l, b e ca u s e w h a t w a s
fo r w a r d e d b y o n e s p lit w ill b e a cce p t e d in t o a n o t h e r . If t h e y a r e n o t e q u a l, it m ay b e b e ca u s e
ca ll s w e r e in t r a flo w e d in t o u n m e a s u r e d s p lit s , e xt e n s io n s w it h in t h e A C D , o r e ls e w h e r e .

St a t is t ics in t h e r e p o r t s u ch a s ‘ ‘ % A U X ’ ’ (p e r ce n t a u xilia r y w o r k ) a n d ‘ ‘ N u m b er o f Exte n s io n -
O u t C a ll s ’ ’ a r e in d ica t o r s o f a ct iv it ie s n o t d ir e ct ly e n g a g e d in A C D t r a ffic.

N O T E Th e t im e a g e n t s w e r e a v a ila b le a n d w a it in g fo r a n A C D ca ll (id le t im e ) is n o t s h o w n
in t h e Sy s t e m r e p o r t s . If y o u w a n t t o k n o w t h e p e r ce n t a g e o f t im e a g e n t s w e r e
a v a ila b le t o a n s w e r ca ll s , y o u ca n cr e a t e a r e p o r t it e m w it h t h e fo ll o w in g fo r m u la :
1-0 0 * ( I D LE T I M E/ S TA F TI M E ). S e e t h e 3B CM S Cu st o m R ep o rt s d o cu m e n t (5 8 5 - 2 1 5 -
5-0 3 ) fo r m o r e in fo r m a t io n .
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S yst e m R e por t

D A I LY S Y STEM R E PO R T ( M EN U : D SY STEM )
2 / 1 6 / 8 9 D A Y : 0 2 / 0 2 / 8 9

A V G A V G N O . N O . A V G A V G N O A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % EX T O U T EX T O U T A C D %

SP LI T A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1 ( ) 4 3 . 0 9 3 0 . 6 5 2 6 1 3 1 0 0 3 2 8 0 0 1 0 9 . 7 5 1 . 5 9 2 3 . 8 0 8 8 7 5 1 . 9 2 7 3 . 1 6 9 6 . 3 1
2 ( ) 1 8 . 3 9 2 3 . 6 6 1 6 7 0 3 2 1 7 0 0 0 1 0 9 . 6 2 0 . 0 0 3 0 . 4 1 2 8 4 . 6 1 5 4 . 4 0 9 8 . 1 2
3 ( ) 6 2 . 4 6 3 4 . 8 3 2 2 2 7 1 1 9 2 3 1 0 0 1 4 4 . 4 1 1 7 . 1 5 3 4 . 1 4 2 1 3 5 5 2 . 5 1 6 0 . 8 4 9 4 . 9 3

.

.
3-1 ( ) 3 . 3 6 0 . 0 0 1 9 2 0 1 9 7 0 0 4 5 2 . 3 8 0 . 0 0 5 6 . 1 8 3 5 1 1 0 2 . 9 4 1 4 . 6 4 1 0 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 5 1 . 2 0 1 0 0 . 2 4 3 2 9 5 4 1 5 7 3 1 1 2 3 1 1 2 3 1 5 6 . 1 1 4 . 0 5 2 9 . 5 8 1 8 8 7 1 6 5 . 6 3 4 5 . 9 4 9 5 . 4 4

W EE K LY S Y STEM R EPO R T ( M EN U : W SY STEM )
2 / 1 1 / 8 9 D A Y : 0 2 / 0 4 / 8 9

A V G A V G N O . N O . A V G A V G N O A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % EX T O U T EX T O U T A C D %

SP LI T A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1 ( ) 3 0 . 4 0 3 2 . 9 3 7 8 0 0 3 3 1 4 6 2 1 0 1 1 9 . 7 2 2 . 2 6 2 7 . 4 3 3 4 8 8 5 8 . 9 2 5 9 . 3 6 9 5 . 9 3
2 ( ) 2 8 . 9 5 5 3 . 0 1 4 4 1 0 1 9 7 1 7 8 3 6 0 0 1 2 6 . 4 3 0 . 0 6 3 0 . 4 1 1 0 1 6 . 9 0 5 0 . 7 1 9 5 . 7 2
3 ( ) 3 4 . 4 8 4 1 . 7 0 7 7 2 8 2 3 3 7 6 2 9 0 0 1 4 4 . 6 1 1 5 . 1 1 3 4 . 0 8 7 2 0 0 6 1 . 4 0 5 5 . 8 1 9 7 . 0 7

.

.
3-1 ( ) 6 . 5 5 1 2 9 . 5 6 7 8 1 1 6 6 1 8 0 0 4 1 8 . 4 9 0 . 0 0 6 3 . 3 4 3 7 5 2 9 1 . 6 4 1 3 . 0 7 9 7 . 9 9
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 3 . 9 3 6 1 . 8 7 1 2 8 3 6 8 5 1 7 3 5 5 7 4 5 5 6 7 1 6 6 . 8 8 9 8 3 5 0 7 0 . 8 2 3 9 . 9 7 9 6 . 1 3

M O N TH L Y S Y STEM R EPO R T ( M EN U : M SY STEM )
2 / 1 1 / 8 9 D A Y : 0 1 / 1 1 / 8 9

A V G A V G N O . N O . A V G A V G N O A V G %
SP EED A B A N A C D A B A N M A X F LO W FLO W TA LK A FTER % EX T O U T EX T O U T A C D %

SP LI T A N S TI M E C A LL S C A L LS D EL A Y I N O U T TI M E C A L L W R K A U X C A LL S TI M E TI M E A N S
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1 ( ) 3 1 . 9 6 4 1 . 5 3 2 3 2 9 5 8 3 9 5 5 6 1 0 1 2 8 . 8 8 1 . 4 6 4 1 . 1 3 2 6 0 1 8 5 8 . 7 6 4 4 . 7 3 9 6 . 5 2
2 ( ) 3 5 . 4 3 6 7 . 7 3 1 5 1 5 3 5 5 8 1 7 8 3 6 0 0 1 2 7 . 7 3 0 . 0 2 4 2 . 2 0 5 5 5 4 5 0 . 9 4 3 8 . 8 7 9 6 . 4 5
3 ( ) 4 2 . 2 8 5 2 . 4 0 2 4 3 9 3 9 3 5 7 6 2 9 0 1 5 7 1 5 4 . 9 1 1 2 . 0 3 4 5 . 6 8 3 6 4 4 3 6 0 . 6 3 4 4 . 9 0 9 6 . 3 1

.

.
3-1 ( ) 3 . 1 3 2 4 8 . 0 0 3 3 3 5 3 0 1 1 8 2 0 0 4 7 3 . 8 7 0 . 0 0 4 5 . 2 1 1 1 2 8 0 7 8 . 1 1 1 4 . 1 9 9 9 . 1 1
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 3 5 . 0 4 7 9 . 8 9 5 6 5 6 9 6 2 4 5 6 9 3 4 3 0 9 3 4 3 0 2 1 6 7 . 0 9 5 6 6 7 5 7 6 6 . 3 1 3 5 . 0 2 9 5 . 8 4

F i g u r e 4-1 2 E x am p l e s o f S y s t e m Re p o r ts
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S yst e m R e por t

T a b l e 4-7 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t
d a t e

0-2 / 1 6 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D SY STEM , W SY STEM ,
M SY STEM

U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a t e s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n : d a y co v e r e d
in t h e r e p o r t .

M M / D D / Y Y
fo r m a t
d a t e

D A Y (D a ily r e p o r t ) D A TE(J )

F IRST D A Y (W e e k ly
a n d M o n t h ly r e p o r t s )

B e g in n in g o f t h e p e r io d co v e r e d
in t h e r e p o r t .

M M / D D / Y Y
fo r m a t
d a t e

D A TE(J )

N u m b e r s o r s y n o n y m s o f
m e a s u r e d s p lit s co v e r e d in t h e
r e p o r t .

Sp lit
n u m b e r
o r
s y n o n y m

SP LIT SY N (SP LIT)

A v e r a g e s p e e d o f a n s w e r : t h e
a v e r a g e t im e t o a n s w e r a ll A C D
ca ll s t h a t co n n e ct e d t o a n a g e n t
in a ll m e a s u r e d s p lit s .

AVG A N SW ER SP EED
(D a ily )
A N S D E L A Y / A N S W E R E D

AVG A N SW ER SP EED SU M
(W e e k ly , m o n t h ly )
SU M
(AN SD EL AY )/ SU M
(AN SW ERE D )
(W e e k ly , m o n t h ly )

AVG SP EED A N S Se co n d s

A v e r a g e a b a n d o n t im e : t h e
a v e r a g e t im e a ca ll e r w h o h u n g
u p w it h o u t r e ce iv in g a n a n s w e r
w a it e d b e fo r e d o in g s o .

AVG A B AN D O N TIM E SU M
(D a ily )
A B A N T I M E / A B A N D O N S

AVG A B AN D O N TIM E SU M
(W e e k ly , m o n t h ly )
S U M ( A B A N T I M E )

/ S U M
( A B A N D O N S )

AVG A B AN TIM E Se co n d s
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S yst e m R e por t

T a b l e 4-7 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N u m b e r o f A C D ca ll s :
q u e u e d ca ll s t h a t
co n n e ct e d t o a g e n t s
d u r in g t h e p e r io d co v e r e d .
Th e co u n t a ls o in clu d e s
in t r a flo w e d / in t e r flo w e d
ca ll s a n s w e r e d in t h is
s p lit .

AC D C ALL S (D a ily )
SU M (AC D C ALL S)
(W e e k ly , m o n t h ly )

N O . A C D C A LL S C a ll s

N u m b e r o f a b a n d o n e d
ca ll s : q u e u e d ca ll s in
w h ich t h e ca ll e r h u n g u p
b e fo r e co n n e ct in g t o a n
a g e n t d u r in g t h e p e r io d
co v e r e d .

AB AN D O N S (D a ily )
SU M (AB AN D O N S)
(W e e k ly , m o n t h ly )

N O . A B AN C A L L S C a ll s

M a xim u m d e la y : t h e
lo n g e s t q u e u e t im e b e fo r e
b e in g co n n e ct e d t o a n
a g e n t o r b e in g a b a n d o n e d
fo r a n y A C D ca ll in t h e
p e r io d co v e r e d .

M A X D EL AY Se co n d s M A X (MA X O L D C W )

In t r a flo w e d / in t e r flo w e d
ca ll s a cce p t e d in t o
m e a s u r e d s p lit s o r
e xt e n s io n s d u r in g t h e
p e r io d co v e r e d . Th e
co u n t a ls o in clu d e s ca ll s
t h a t w e r e a n s w e r e d ,
a b a n d o n e d , a n d flo w e d
o u t .

IN FL O W (D a ily )*
SU M (IN FL O W ) (W e e k ly , m o n t h ly )*

F L O W IN C a ll s

In t r a flo w e d ca ll s e xp o r t e d
b y m e a s u r e d s p lit s d u r in g
t h e p e r io d co v e r e d .

O U TFL O W (D a ily )*
SU M (O U TFL O W )
(W e e k ly , m o n t h ly )*

F L O W O U T C a ll s

* Wit h a G e n e r ic 3 i s w it ch , y o u co u ld h a v e m o r e IN FL O W / O U TFL O W ca ll s co u n t e d b e ca u s e o f t h e
M u lt ip le S p lit Q u e u in g fe a t u r e . S e e t h e CM S V ect o rin g A d m in i st ra t i o n (5-8 5 - 2 1 5 - 5 0 2 ) d o cu m e n t fo r m o r e
in fo r m a t io n .
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S yst e m R e por t

T a b l e 4-7 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

A v e r a g e t a lk t im e :
a v e r a g e le n g t h o f A C D
ca ll s fo r t h e p e r io d
co v e r e d .

AVG A C D TA L K TIM E (D a ily )
A C D T I M E / A C D C A L L S

AVG A C D TA L K TIM SU M
(W e e k ly , M o n t h ly )
S U M ( A C D T I M E ) /

S U M ( A C D C A L L S )

AVG TA LK TIM E Se co n d s

AVG A F TER C A LL
W O RK

A v e r a g e a ft e r - ca ll w o r k
t im e : t h e a v e r a g e s e s s io n
in t h e A C W s t a t e .

AVG A C W TIM E (D a ily )
( A C W T I M E - A C W O U T T I M E

- A C W I N T I M E ) /
A C D C A L L S
AVG A C W TIM E SU M
(W e e k ly , m o n t h ly )
S U M ( A C W T I M E -

A C W O U T T I M E - A C W I N T I M E )
/ S U M ( A C D C A L L S )

Se co n d s

P e r ce n t o f t im e in A U X
w o r k : t im e s p e n t in
a u xilia r y w o r k , a n a g e n t
s t a t e r e a ch e d b y p r e s s in g
t h e A U X - W O RK b u t t o n .

P ERC EN T A U X W O RK (D a ily )
1-0 0 *

( A U X T I M E / S T A F T I M E )
P ERC EN T A U X W O RK SU M
(W e e k ly , m o n t h ly )
1-0 0 * ( S U M ( A U X T I M E ) /

S U M ( S T A F T I M E ) )

% A U X P e r ce n t

N u m b e r o f o u t ca ll s :
n u m b e r o f e xt e n s io n - o u t
ca ll s p la ce d b y a g e n t s in
m e a s u r e d s p lit s d u r in g t h e
p e r io d co v e r e d .

N U M C A LL O U T2 (D a ily )
A C W O U T C A L L S + A U X O U T C A L L S

SU M (N U M C ALL O U T2 )
(W e e k ly , M o n t h ly )
S U M ( A C W O U T C A L L S +

A U X O U T C A L L S )

N O . EX T O U T C A LL S C a ll s

A v e r a g e o u t t im e : a v e r a g e
le n g t h o f e xt e n s io n - o u t
ca ll s .

AVG TA LK TIM E O U T (D a ily )
( 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 )
AVG TA LK TIM O U T
S U M ( A C W O U T T I M E +

A U X O U T T I M E ) /
S U M ( A C W O U T C A L L S +
A U X O U T C A L L S )

AVG EX T O U T TIM E Se co n d s
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T a b l e 4-7 Ite m Re f e r e n ce f o r t h e S y s t e m Re p o r ts ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

P e r ce n t A C D t im e :
p e r ce n t o f s t a ffe d t im e
s p e n t b y a ll m e a s u r e d
a g e n t s o n A C D ca ll s .

P ERC EN T A C D TIM E (D a ily )
1-0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E )
P ERC EN T A C D TIM E SU M
(W e e k ly , m o n t h ly )
1-0 0 * ( S U M ( A C D T I M E +

A C W T I M E ) /
S U M ( S T A F T I M E ) )

% A C D TIM E P e r ce n t

P e r ce n t o f ca ll s q u e u e d
t h a t r e ce iv e a n a n s w e r .

P ERC EN T C A L L A N S (D a ily )
1-0 0 * ( A C D C A L L S /

( A C D C A L L S + A B A N D O N S ) )
P ERC EN T C A L L A N S SU M
(W e e k ly , m o n t h ly )
1-0 0 * ( S U M ( A C D C A L L S ) /

S U M ( A C D C A L L S + A B A N D O N S ) )

% A N S P e r ce n t
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S p l i t S u m m a r y R e p o r t
Re p o r t File N a m e S P L S U M

C o m m e n t s A g e n t s co v e r e d ca n b e a n y w h o w e r e lo g g e d in
a t t h is s p lit ’ s e xt e n s io n s d u r in g t h e r e p o r t ’ s co v e r a g e p e r io d .

D a t a File U s e d / D A I L Y / A G E N T

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 S p lit S u m m a r y r e p o r t s u m m a r iz e s t h e d a ily a ct iv it y o f e v e r y a g e n t in a s p lit . Th o u g h a n
a g e n t m a y lo g in t o m o r e t h a n o n e s p lit in a d a y , t h e S p lit S u m m a r y Re p o r t fo r a p a r t icu la r s p lit
w ill ca p t u r e a n a g e n t ’ s a ct iv it y fo r t h e e n t ir e d a y if t h e s p lit w a s t h e fir s t o n e t he a g e n t lo g g e d
in t o fo r t h e d a y .

Ev e n t h o u g h a n a g e n t ca n lo g in t o m o r e t h a n o n e s p lit , a ll a g e n t a ct iv it y is r e co r d e d u n d e r t h e
fir s t s p lit lis t e d in t h e S p lit Su m m a r y Re p o r t . If t h e a g e n t lo g s in u s in g m o r e t h a n o n e lo g in ID ,
t h a t a ct iv it y is r e co r d e d u n d e r e a ch lo g in ID . Th is r e p o r t u s e s t h e a g e n t s ’ n a m es if t h e n a m e s
w e r e e n t e r e d in t h e D ict io n a r y .

Y o u ca n u s e t h is r e p o r t t o q u ick ly co m p a r e t h e p e r fo r m a n ce s o f in d iv id u a l a g en t s o r a n
in d iv id u a l a g e n t ’ s co n t r ib u t io n t o t h e t o t a l s p lit ’ s p e r fo r m a n ce . S e e Figu r e 4 -1-2 , Exa m p le o f t h e
Sp lit Su m m a r y Re p o r t .

N O T E D e p e n d in g o n y o u r n e e d s , y o u m a y w a n t t o ch a n g e t h e fo r m u la u s e d t o ca lcu la t e
‘ ‘ % A C D TIM E.’ ’ Th is it e m cu r r e n t ly in clu d e s a ft e r - ca ll w o r k . S e e t h e 3B CM S Cu st o m
R ep o r t s d o cu m e n t (5 8 5 - 2 1 5 - 5 0 3 ).

Th e t im e a n a g e n t s p e n d s w a it in g fo r a n A C D ca ll (id le t im e ) is n o t in clu d e d in a n y of
t h e ca lcu la t io n s fo r t h e S p lit S u m m a r y Re p o r t . Th e r e fo r e , t h e t im e s m ig h t n o t a dd u p .
Y o u ca n cr e a t e a cu s t o m r e p o r t t o a d d t h e id le t im e t o t h is r e p o r t . S e e t h e 3B CM S
C u st o m R ep o rt s (5-8 5 - 2 1 5 - 5 0 3 ) d o cu m e n t .

SP LI T S U M M A R Y ( M EN U : S PLS U M )
2 / 1 1 / 8 9 D A Y : 0 2 / 1 0 / 8 9

SP LI T: 1 ( )
N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

A G EN T EX T. C A LL S TI M E C A LL W R K V A LU E C A LL S TI M E C A LL S TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
4-0 2 5 ( ) 5 0 1 3 0 0 . 0 0 0 . 0 0 0 . 0 0 2 2 1 6 8 . 3 2 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 5 . 7 3 0
4-0 2 6 ( ) 5 0 1 2 0 0 . 0 0 0 . 0 0 0 . 0 0 1 9 8 6 7 . 6 5 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 4 . 9 5 0
7 0 1 8 ( ) 5 0 0 0 3 2 1 1 1 . 1 3 0 . 0 0 1 1 1 . 1 3 2 1 . 0 0 0 0 . 0 0 1 5 . 8 8 5 3 . 4 3 1 . 8 5 0

.

.
7 0 4 2 ( ) 5 0 0 1 7 1 7 5 . 3 7 1 9 . 4 2 9 4 . 7 9 2 1 . 0 0 0 0 . 0 0 5 . 1 1 5 0 . 5 4 3 . 7 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 9 9 1 3 3 . 4 0 1 . 5 6 1 3 4 . 9 6 6 2 6 6 5 . 4 7 0 0 . 0 0 2 5 . 9 2 4 5 . 7 1 8 1 . 9 4 0

F i g u r e 4-1 3 E x am p l e o f th e S p l i t S u m m ary Re p o r t

4-4 2 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



T a b l e 4-8 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t

0-2 / 1 1 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

SP LSU M U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

M M / D D / Y Y
fo r m a t
fo r d a y
co v e r e d

D A Y D a y co v e r e d b y t h e r e p o r t . D A TE(J )

Th e n u m b e r a n d (if cr e a t e d ) t h e
s y n o n y m o f t h e s p lit co v e r e d in
t h e r e p o r t .

N u m b e r
a n d
s y n o n y m

SP LIT SY N (SP LIT)

A g e n t s y n o n y m o r lo g in ID fo r
m e m b e r s o f t h e s e le ct e d s p lit .

Sy n o n y m
o r ID
n u m b e r

AG EN T SY N (L O G ID )

Ex t e n s io n t o w h ich t h e a g e n t
w a s lo g g e d o n .

Ex t e n s io n
N u m b e r

EX T EX TEN SIO N

N U M B ER O F AC D
C A LL S

A C D ca ll s co n n e ct e d t o t h is
a g e n t d u r in g t h e p e r io d co v e r e d .
Th e co u n t a ls o in clu d e s
in t r a flo w e d / in t e r flo w e d ca lls
a n s w e r e d in t h is s p lit .

C a ll s AC D C ALL S

AVERAG E A C D TA LK
TIM E

A v e r a g e le n g t h o f t h is a g e n t ’ s
A C D ca ll s d u r in g t h e p e r io d
co v e r e d .

AVG A C D TA L K TIM E
A C D T I M E / A C D C A L L S

Se co n d s

AVERAG E A F TER
C A LL W O RK

A v e r a g e le n g t h o f A C W s e s s io n s
b y t h is a g e n t . A C W is a n a g e n t
s t a t e .

AVG A C W TIM E
( A C W T I M E -

A C W O U T T I M E -
A C W I N T I M E ) /
A C D C A L L S

Se co n d s

3 B C M S A d m i n i s t r a t i o n 4-4 3



T a b l e 4-8 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

W EIG H TED C ALL
VALU E

Th e a v e r a g e co m b in e d
le n g t h o f A C D ca ll s a n d
a ft e r - ca ll w o r k fo r t h is
a g e n t . Th e t o t a l e la p s e d
t im e fr o m t h e b e g in n in g
o f o n e ca ll t o t h e
b e g in n in g o f t h e n e xt ,
a s s u m in g t h e a g e n t ’ s w o r k
is a n u n b r o k e n s e r ie s o f
A C D ca ll s a n d A C W
s e s s io n s .

AVG W O RK TIM E
( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E )
/ A C D C A L L S

Se co n d s

N u m b e r o f e xt e n s io n - o u t
ca ll s b y t h is a g e n t in t h e
p e r io d co v e r e d .

N U M C A LL O U T
A C W O U T C A L L S +

A U X O U T C A L L S

N O . O F EX T O U T C A L L S C a ll s

AVG EX T O U T TA LK
TIM E

A v e r a g e e xt e n s io n - o u t
t a lk t im e : t h e le n g t h o f
t h e a v e r a g e e xt e n s io n - o u t
ca ll .

AVG 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

Th e n u m b e r o f d ir e ct -
d ia le d ca ll s t o t h e a g e n t ’ s
e xt e n s io n d u r in g t h e
p e r io d co v e r e d .

EX T C ALL IN
A C W I N C A L L S +

A U X I N C A L L S

N O . EX T IN C ALL S C a ll s

L e n g t h o f t h e a v e r a g e
d ir e ct - d ia le d ca ll t o t h is
a g e n t ’ s e xt e n s io n d u r in g
t h e p e r io d co v e r e d .

AVG TA LK TIM E IN
( A C W I N T I M E +

A U X I N T I M E ) / A C W I N C A L L S
+ A U X I N C A L L S )

AVG EX T IN TA LK TIM E Se co n d s

P e r ce n t a u xilia r y w o r k :
t h e p e r ce n t o f t h e a g e n t ’ s
t o t a l lo g g e d - in t im e s p e n t
in t h e A U X - WO RK s t a t e .

P ERC EN T A U X W O RK
1-0 0 *

( A U X T I M E / S T A F T I M E )

% A U X W O RK P e r ce n t

4-4 4 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



T a b l e 4-8 Ite m Re f e r e n ce f o r t h e S p l i t S u m m ar y ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

P e r ce n t A C D t im e : t h e
p e r ce n t o f t h e a g e n t ’ s t o t a l
lo g g e d in t im e a ct u a ll y
s p e n t o n A C D ca ll s a n d
t h e a s s o cia t e d A C W t im e .

P ERC EN T A C D TIM E
1-0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E

% A C D TIM E P e r ce n t

To t a l lo g g e d - in t im e b y
t h is a g e n t in t h e p e r io d
co v e r e d .

H R ST AFF TIM E
S T A F T I M E / 3 6 0 0

TO TA L H O U RS ST A F F ED H o u r s

N u m b e r o f ca lls r e fe r r e d
t o t h e s u p e r v is o r b y t h e
a g e n t u s in g t h e A S S IST
b u t t o n d u r in g t h e p e r io d
co v e r e d .

N U M B ER O F AS SIS TS C a ll s AS SIS TS

3 B C M S A d m i n i s t r a t i o n 4-4 5



G r o u p S u m m a r y R e p o r t
Re p o r t File N a m e G R P S U M

D a t a File U s e d / D A I L Y / A G E N T

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 s t o w h ich a g e n t s a r e
a s s ig n e d .

A G r o u p S u m m a r y r e p o r t s u m m a r iz e s t h e d a ily a ct iv it ie s o f e v e r y a g e n t w it h in a n ag e n t o r
e xt e n s io n g r o u p . A g e n t s in a n a g e n t g r o u p o r e xt e n s io n g r o u p m a y s h a r e ch a r a ct e r is t ics , s u ch
a s b e in g n e w ly - h ir e d o r t o p p e r fo r m in g , o r t h e y m a y s im p ly b e p a r t o f a m o r e m an a g e a b le
s u b d iv is io n o f a s p lit . Y o u ca n u s e t h is r e p o r t t o q u ick ly co m p a r e in d iv id u a ls w it h in a g r o u p .
Se e Figu r e 4 - 1 3 , Ex a m p le o f t h e G r o u p Su m m a r y Re p o r t .

N O T E G r o u p s a r e n o t cr e a t e d a t t h e s w it ch . Y o u m u s t d e fin e t h e m in t h e D ict io n ar y
s u b s y s t e m (C h a p t e r 5 ).

G R O U P S U M M A R Y ( M EN U : G R PS U M )
2 / 1 1 / 8 9 D A Y : 0 2 / 1 0 / 8 9

G R O U P: w e s t
N U M B ER A V ER A G E A V ER A G E W EI G H TE D N O . O F A V G EX T N O . O F A V G EX T % % TO TA L N U M B ER
O F A C D A C D TA LK A FTER C A LL EX T O U T O U T TA LK EX T I N I N TA LK A U X A C D H O U R S O F

A G EN T C A LL S TI M E C A LL W O R K V A LU E C A L LS TI M E C A LL S TI M E W O R K TI M E S TA FF ED A SS I S TS
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
4-0 2 5 ( ) 0 0 . 0 0 0 . 0 0 0 . 0 0 2 2 1 6 8 . 3 2 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 5 . 7 3 0
4-0 2 6 ( ) 0 0 . 0 0 0 . 0 0 0 . 0 0 1 9 8 6 7 . 6 5 0 0 . 0 0 1 0 0 . 0 0 0 . 0 0 4 . 9 5 0
7 0 1 8 ( ) 3 2 1 1 1 . 1 3 0 . 0 0 1 1 1 . 1 3 2 1 . 0 0 0 0 . 0 0 1 5 . 8 8 5 3 . 4 3 1 . 8 5 0

.

.
7 0 4 2 ( ) 7 1 7 5 . 3 7 1 9 . 4 2 9 4 . 7 9 2 1 . 0 0 0 0 . 0 0 5 . 1 1 5 0 . 5 4 3 . 7 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 9 9 9 1 3 3 . 4 0 1 . 5 6 1 3 4 . 9 6 6 2 6 6 5 . 4 7 0 0 . 0 0 2 5 . 9 2 4 5 . 7 1 8 1 . 9 4 0

F i g u r e 4-1 4 E x am p l e o f th e G r o u p S u m m ar y Re p o r t

4-4 6 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



T a b l e 4-9 Ite m Re f e r e n ce f o r t h e Gro u p S u m m ary Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

0-2 / 1 1 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . M M / D D / Y Y D A TE

fo r m a t d a t e

G RP SU M U N IX s y s t e m file n a m e o f L a b e l

t h e r e p o r t .

M M / D D / Y Y
fo r m a t d a t e

D A Y D a y co v e r e d in t h e r e p o r t . D A TE(J )

G RO U P G r o u p n a m e . Sy n o n y m G RO U P

A g e n t s y n o n y m o r lo g in
ID fo r m e m b e r s o f t h e
s e le ct e d g r o u p .

Sy n o n y m o r
ID

AG EN T SY N (L O G ID )

N U M B ER O F AC D
C A LL S

A C D ca ll s co n n e ct e d t o
t h is a g e n t d u r in g t h e
p e r io d co v e r e d . Th e
co u n t in clu d e s in t r a flo w e d
a n d in t e r flo w e d ca ll s
a n s w e r e d in t h is s p lit .

C a ll s AC D C ALL S

AVERAG E A C D TA LK
TIM E

A v e r a g e le n g t h o f t h is
a g e n t ’ s A C D ca ll s d u r in g
t h e p e r io d co v e r e d .

AVG A C D TA L K TIM E
A C D T I M E / A C D C A L L S

Se co n d s

AVERAG E A F TER
C A LL W O RK

A v e r a g e le n g t h o f A C W
s e s s io n s b y t h is a g e n t .

AVG A C W TIM E
( A C W T I M E - A C W I N T I M E -

A C W O U T T I M E ) / A C D C A L L S

Se co n d s

W EIG H TED C ALL
VALU E

Th e a v e r a g e co m b in e d
le n g t h o f A C D ca ll s a n d
a ft e r - ca ll w o r k fo r t h is
a g e n t .

AVG W O RK TIM E
( A C D T I M E + A C W T I M E -

A C W O U T T I M E - A C W I N T I M E )
/ A C D C A L L S

Se co n d s

N O . O F EX T O U T
C A LL S

N u m b e r o f e xt e n s io n - o u t
ca ll s b y t h is a g e n t in t h e
p e r io d co v e r e d .

N U M C A LL O U T2
A C W O U T C A L L S +

A U X O U T C A L L S

C a ll s

3 B C M S A d m i n i s t r a t i o n 4-4 7



T a b l e 4-9 Ite m Re f e r e n ce f o r t h e Gro u p S u m m ary Re p o r t ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

AVG EX T O U T TA LK
TIM E

A v e r a g e e xt e n s io n - o u t
t a lk t im e : t h e le n g t h o f
t h e a v e r a g e e xt e n s io n - o u t
ca ll .

AVG 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

Th e n u m b e r o f d ir e ct -
d ia le d ca ll s t o t h e a g e n t ’ s
e xt e n s io n d u r in g t h e
p e r io d co v e r e d .

EX T C ALL IN
A C W I N C A L L S +

A U X I N C A L L S

N O . O F EX T IN C A LL S C a ll s

AVG EX T IN TA LK TIM E L e n g t h o f t h e a v e r a g e
d ir e ct - d ia le d ca ll t o t h is
a g e n t ’ s e xt e n s io n d u r in g
t h e p e r io d co v e r e d .

AVG TA LK TIM E IN
( A C W I N T I M E +

A U X I N T I M E ) /
( A C W I N C A L L S +
A U X I N C A L L S )

Se co n d s

P e r ce n t a u xilia r y w o r k :
t h e p e r ce n t o f t h e a g e n t ’ s
t o t a l lo g g e d - in t im e s p e n t
in t h e A U X - WO RK s t a t e .

P ERC EN T A U X W O RK
1-0 0 * ( A U X T I M E / S T A F T I M E )

% A U X W O RK P e r ce n t

P e r ce n t A C D t im e : t h e
p e r ce n t o f t h e a g e n t ’ s t o t a l
lo g g e d in t im e a ct u a ll y
s p e n t o n A C D ca ll s a n d
t h e a s s o cia t e d A C W .

P ERC EN T A C D TIM E
1-0 0 * ( ( A C D T I M E +

A C W T I M E ) / S T A F T I M E )

% A C D TIM E P e r ce n t

To t a l lo g g e d - in t im e b y
t h is a g e n t in t h e p e r io d
co v e r e d .

H R ST AFF TIM E
S T A F T I M E / 3 6 0 0

TO TA L H O U RS ST A F F ED H o u r s

N u m b e r o f ca lls r e fe r r e d
t o t h e s u p e r v is o r b y t h e
a g e n t u s in g t h e A S S IST
b u t t o n d u r in g t h e p e r io d
co v e r e d .

N U M B ER O F AS SIS TS C a ll s AS SIS TS

4-4 8 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



T r u n k G r o u p S u m m a r y R e p o r t
Re p o r t File N a m e T G S U M

D a t a File U s e d / D A I L Y / T R U N K

D e p e n d e n cie s Re a d p e r m is s io n fo r t r u n k g r o u p .

A Tr u n k G r o u p S u m m a r y r e p o r t s u m m a r iz e s t h e d a ily in co m in g a n d o u t g o in g t r a ffic o f e v e r y
t r u n k in a t r u n k g r o u p . Y o u ca n u s e t h is r e p o r t t o v e r ify t h a t t h e n u m b e r o f tr u n k s a v a ila b le t o
y o u r s p lit s is a p p r o p r ia t e a n d t o m o n it o r t h e n u m b e r o f o u t g o in g ca ll s . In a dd it io n , y o u ca n g e t
a r e p o r t o n a n y o t h e r m e a s u r e d t r u n k g r o u p n o t a s s ig n e d t o a s p lit .

A ls o , b e ca u s e it lis t s t r u n k s b y p h y s ica l lo ca t io n o n t h e s w it ch a n d t a ll ie s t r u n k fa ilu r e s , t h e
Tr u n k G r o u p S u m m a r y r e p o r t ca n b e v e r y u s e fu l fo r t r o u b le s h o o t in g p r o b le m s w it h t r u n k s .
Se e Figu r e 4 - 1 4 , Ex a m p le o f t h e Tr u n k G r o u p Su m m a r y Re p o r t .

Th e r e p o r t it e m C e n t u m C a ll S e co n d s (C C S ) is a m e a s u r e o f h o w m a n y 1 0 0 - s e co n d in cr e m e n t s
t h e t r u n k w a s b u s y d u r in g t h e h a lf- h o u r in t e r v a l. A t r u n k is ‘ ‘ s e iz e d ’ ’ w h ile t he ca ll is b o t h in
q u e u e a n d co n n e ct e d t o a n a g e n t . Th e r e fo r e , w a it t im e fo r a b a n d o n e d ca lls is fig u r e d in t o t h e
C C S fig u r e s . B e ca u s e a h a lf- h o u r in t e r v a l h a s 1 8 0 0 s e co n d s , t h e m a xim u m C C S fo r e a ch t r u n k
in a t r u n k g r o u p is 1 8 C C S . M u lt ip ly in g 1 8 C C S b y t h e n u m b e r o f t r u n k s in a t r u n k g ro u p w ill
g iv e y o u t h e m a xim u m o ccu p a n cy fo r t h e t r u n k g r o u p , w h ich y o u ca n t h e n co m p a r e w it h y o u r
a ct u a l C C S . Se e Figu r e 4 - 1 0 , C C S Exa m p le , in t h e Tr u n k G r o u p Re p o r t d e s cr ip t io n in th is
ch a p t e r .

N O T E F o r t h is r e p o r t , n o n - A C D ca ll s a r e ca ll s w h ich d o n o t e n t e r t h e A C D (s u ch a s a d ir e ct -
d ia le d ca ll t o t h e a g e n t ’ s e xt e n s io n ) o r A C D ca lls w h ich d o n o t t e r m in a t e a t a
d e s t in a t io n m e a s u r e d b y C M S (s u ch a s in t e r flo w e d ca ll s t o t h e a t t e n d a n t ).

N O T E Th e ‘ ‘ N u m b e r o f C a ll s C a r r ie d ’ ’ it e m co n t a in s , in a d d it io n t o t h e n u m b e r of ca ll s
a n s w e r e d a n d a b a n d o n e d , t h e n u m b e r o f n o n - A C D ca ll s (if a n y ) a n d ca ll s lo s t d u e t o
h a r d w a r e a n d s o ft w a r e fa ilu r e s (if a n y ); t h e r e fo r e , ‘ ‘ C a ll s C a r r ie d ’ ’ m a y no t a lw a y s
m a t ch t h e t o t a l o f ‘ ‘ C a ll s A b a n d o n e d ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d . ’ ’ Y o u ca n cr e a t e a
cu s t o m r e p o r t t o e lim in a t e t h e s e a d d it io n a l ca lls . S e e t h e 3B CM S 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 .

3 B C M S A d m i n i s t r a t i o n 4-4 9



TR U N K G R O U P S U M M A R Y ( M EN U : TG SU M )
2 / 1 5 / 8 9 D A Y : 0 1 / 2 5 / 8 9

TR U N K G R O U P: 3 0 ( )

- - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - - - - -
N U M B ER N U M B ER A V G D I R EC T N U M B ER A V G N U M B E R

PH Y SI C A L TR U N K TR U N K O F C A LL S O F C A LL S H O LD TO TA L I N O F O U T H O LD TO TA L O F
EQ U I P M E N T LO C A TI O N N U M B ER C A R R I ED A B A N D O N ED TI M E C C S C A L LS C A LL S TI M E C C S F A I LU R ES

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
8 . 1 . 1 . 1 9 . 1 1 6 2 7 1 0 1 1 9 6 . 8 0 1 9 . 6 8 0 0 0 . 0 0 0 . 0 0 0
8 . 1 . 1 . 2 0 . 1 1 6 3 9 1 3 0 2 8 7 . 7 7 3 7 . 4 1 1 0 0 . 0 0 0 . 0 0 0
8 . 1 . 1 . 1 8 . 2 1 6 4 0 1 1 0 3 2 2 . 8 2 3 5 . 5 1 0 0 0 . 0 0 0 . 0 0 0

.

.
6 . 1 . 1 . 1 4 . 3 2 9 3 9 1 6 2 2 6 1 . 8 1 4 1 . 8 9 1 0 0 . 0 0 0 . 0 0 0

F i g u r e 4-1 5 E x am p l e o f th e T r u n k G r o u p S u m m ar y Re p o r t

T a b l e 4-1 0 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t d a t e

0-2 / 1 5 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

TG SU M U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

M M / D D / Y Y
fo r m a t d a t e

D A Y D AT E(J )

Th e n u m b e r o r s y n o n y m o f t h e
t r u n k g r o u p co v e r e d in t h e
r e p o r t .

Tr u n k g r o u p
n u m b e r o r
s y n o n y m

TRU N K G RO U P SY N (TRK G RP )

P H Y SIC A L TRU N K
EQ U IP M EN T
L O C A TO N

Th e ca b in e t , m o d u le , ca r r ie r ,
s lo t , a n d cir cu it lo ca t io n o f t h e
t r u n k e q u ip m e n t .

* S e e
Fo o t n o t e

M O D U LE , C A B IN ET, C A RRI ER ,
SLO T, C IRC U IT

In t e r n a l t r u n k n u m b e r .TRU N K N U M B ER Tr u n k n u m b e r TRK N D X

* Th e s w it ch a d m in is t r a t io n fo r m a t fo r t r u n k lo ca t io n . S h o w n in t h e s a m p le r e p o r t is t h e G e n e r ic 2
/ S y s t e m 8 5 / D IM EN SIO N P B X fo r m a t . G e n e r ic 1 , G e n e r ic 2 U n iv e r s a l M o d u le , a n d S ys t e m 7 5 u s e a le t t e r
t o r e p r e s e n t t h e ca r r ie r .

4-5 0 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



T a b l e 4-1 0 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary ( Co n t d )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

IN CO M IN G

N U M B ER O F C A LL S
C A RRI ED

In co m in g ca ll s t h a t s e iz e
t h is t r u n k d u r in g t h e
p e r io d co v e r e d .

C a ll s IN C A L L S

N U M B ER O F C A LL S
AB AN D O N ED

N u m b e r o f a b a n d o n e d
ca ll s : ca ll s in w h ich t h e
ca ll e r h a n g s u p b e fo r e
co n n e ct in g t o a n a g e n t .

C a ll s AB AN D O N S

A v e r a g e le n g t h o f ca lls ,
in clu d in g t im e in q u e u e .

AVG H O LD TIM E IN
I N T I M E / I N C A L L S

AVG H O LD TIM E Se co n d s

Th e t r u n k o ccu p a n cy b y
in co m in g ca ll s in
h u n d r e d s o f ca ll s e co n d s .

H u n d r e d s
o f ca ll
s e co n d s

IN C O M IN G C C S
I N T I M E / 1 0 0

TO TA L C C S

In co m in g ca ll s o n
m e a s u r e d t r u n k s t h a t a r e
a n s w e r e d b y n o n - A C D
d e s t in a t io n s .

D IRECT IN C ALL S C a ll s N O N A C D

O U T G O IN G

Ex t e n s io n - o u t ca ll s t h a t
s e iz e t h is t r u n k d u r in g t h e
p e r io d co v e r e d .

N U M B ER O F O U T C ALL S C a ll s O U TC ALL S

A v e r a g e t a lk t im e o f a ll
o u t g o in g ca ll s o n t h is
t r u n k .

AVG H O LD TIM E O U T
O U T T I M E / O U T C A L L S

AVG H O LD TIM E Se co n d s

To t a l o u t g o in g - ca ll t r u n k
o ccu p a n cy in h u n d r e d s o f
ca ll s e co n d s .

H u n d r e d s
o f ca ll
s e co n d s

O U TG O IN G C C S
O U T T I M E / 1 0 0

TO TA L C C S

N U M B ER O F F AILU RE S Tr u n k h a r d w a r e fa ilu r e s . Fa ilu r e s F AILU RE S

3 B C M S A d m i n i s t r a t i o n 4-5 1



D a i l y L o g i n a n d L o g o u t R e p o r t
Re p o r t File N a m e D L O G

D a t a File U s e d / H H O U R / A G E N T

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 .

Th e D a ily Lo g in a n d Lo g o u t r e p o r t p r e s e n t s a d a ily lo g o f a g e n t lo g in s a n d lo g o u ts in a s p lit .
L o g in s a r e s o r t e d b y e xt e n s io n n u m b e r s , a n d lo g o u t s a r e s o r t e d b y t im e. Y o u ca n u s e t h is
r e p o r t t o ch e ck t h a t a g e n t s lo g g e d in o r o u t a t t h e p r o p e r t im e s a n d t o se e w h a t e xt e n s io n s t h e y
w e r e lo g g e d in t o . A g e n t s a r e id e n t ifie d b y t h e ir lo g in ID o r s y n o n y m if t h e s yn o n y m is
a v a ila b le .

Th e D a ily Lo g in a n d Lo g o u t r e p o r t fo r a n A U D IX s y s t e m s p lit w ill s h o w a n u n u s u a l nu m b e r o f
lo g in s a n d lo g o u t s s in ce A U D IX s y s t e m p o r t s a r e a u t o m a t ica ll y lo g g e d in / o u t ea ch h a lf- h o u r .
Th is n u m b e r o f lo g in s a n d lo g o u t s ca n u s e s u b s t a n t ia l a m o u n t s o f d is k s pa ce . A ls o , t h e A U D IX
s y s t e m s p lit r e p o r t w ill s h o w A U D IX s y s t e m a g e n t s n o t fu lly a v a ila b le .

Th e r e fo r e , C M S m e a s u r e m e n t o f A U D IX s y s t e m s p lit s is n o t r e co m m e n d e d . In a d d it io n , if a n
A U D IX s y s t e m s p lit is a d m in is t e r e d o n t h e s w it ch , t h e s p lit ’ s n u m b e r s h o u ld b e h ig he r t h a n
t h a t o f a n y m e a s u r e d s p lit s in ce C M S - m e a s u r e d s p lit n u m b e r s m u s t b e in s e qu e n ce s t a r t in g
fr o m 1 .

D A I LY LO G I N A N D LO G O U T R EPO R T ( M E N U : D L O G )
2 / 1 6 / 8 9 D A Y : 0 2 / 0 2 / 8 9

S P LI T: 1 ( )

A G EN T EX TE N S I O N LO G H I S TO R Y TI M E
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
7 0 4 2 ( ) 5 0 0 2 LO G I N 8 : 5 9
J S m i t h 5 0 0 3 LO G I N 8 : 5 7
7 0 2 7 ( ) 5 0 0 5 LO G I N 8 : 5 9
7 0 4 3 ( ) 5 0 0 8 LO G I N 9 : 0 1
7 0 1 5 ( ) 5 0 0 9 LO G I N 8 : 5 8

.

.
4-0 3 7 ( ) 5 0 0 9 LO G O U T 2 2 : 4 6

F i g u r e 4-1 6 E x am p l e o f th e D ai l y L o g i n an d L o g o u t Re p o r t
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T a b l e 4-1 1 Ite m Re f e r e n ce f o r t h e D ai l y L o g i n an d L o g o u t Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y
fo r m a t
d a t e

0-2 / 1 6 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D LO G U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

M M / D D / Y Y
fo r m a t
d a t e

D A Y D AT E(J )

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 co v e r e d in t h e r e p o r t .

Sp lit
n u m b e r
o r
s y n o n y m

SP LIT SY N (SP LIT)

Sy n o n y m
o r ID

AG EN T A g e n t s y n o n y m o r lo g in ID . SY N (LO G ID )

M e a s u r e d e xt e n s io n w h e r e t h e
a g e n t lo g g e d in .

Ex t e n s io n
n u m b e r

EX TEN SIO N EX TEN SIO N

L o g in a n d lo g o u t s e q u e n ce in
t h e s y s t e m .

L O G IN
o r
L O G O U T

L O G H ISTO RY LO G M O D E

Tim e w h e n lo g in o r lo g o u t e v e n t
o ccu r r e d .

M ilit a r y -
t im e
fo r m a t

TIM E AG H O U R, A G M IN U TE

3 B C M S A d m i n i s t r a t i o n 4-5 3



D a i l y C a l l P r o f i l e R e p o r t
File N a m e o f Re p o r t D C A L L P R O F

D a t a File s U s e d / D A I L Y / S P L I T

D e p e n d e n cie s Re a d p e r m is s io n fo r t h e s p lit .

Th e D a ily C a ll P r o file r e p o r t is t h e h is t o r ica l co u n t e r p a r t o f t h e r e a l- t im e C a ll P ro file r e p o r t . It
s h o w s t h e w a it t im e s o f in co m in g ca ll s h a n d le d a n d a b a n d o n e d in a s p lit d u r in g t h e s p e cifie d
d a y . C a ll s a r e d is p la y e d in t e n co lu m n s , w it h e a ch co lu m n r e p r e s e n t in g a p r o g r e s siv e ly lo n g e r
w a it t im e . Th e u n ifo r m in cr e a s e in t im e b e t w e e n co lu m n s , w h ich ca n b e fr o m 1 t o 1 8 0
s e co n d s , is e s t a b lis h e d o n t h e C a ll P r o file P a r a m e t e r s s cr e e n (s e e C h a p t e r 6, ‘ ‘ C o n fig u r a t io n ’ ’ ) .

Sin ce t h is r e p o r t s h o w s y o u h o w lo n g it t a k e s fo r ca ll s t o b e h a n d le d o r a b a n d o n e d , it ca n t e ll
y o u h o w lo n g a ca ll e r is w illin g t o w a it fo r a n a g e n t b e fo r e h a n g in g u p a n d w h a t an s w e r in g
s p e e d is r e q u ir e d t o r e d u ce a b a n d o n e d ca ll s .

N O T E If t h e C a ll P r o file P a r a m e t e r s a r e ch a n g e d d u r in g t h e d a y b e in g co v e r e d , t h a t d a y ’ s
d a t a m a y b e in v a lid a t e d .

D A I LY C A LL P R O F I LE R EPO R T ( M EN U : D C A LL PR O F )
2 / 1 1 / 8 9 D A Y : 0 2 / 1 0 / 8 9

S P LI T: 1 ( )

S ER V I C E LEV EL : 3 4
W I N D O W : 8
P A R A M ET ER S C H A N G E D : N O

TI M E I N TE R V A L 0 - 8 - 1 6 - 2 4 - 3 2 - 4 0 - 4 8 - 5 6 - 6 4 - 7 2 + TO TA L

N U M B E R A N S W ER ED 8 3 5 2 8 2 3 2 0 1 9 1 0 9 1 3 8 3 2 9 9 7

N U M B E R A B A N D O N ED 1 0 1 2 2 0 0 0 2 2 1 0

F i g u r e 4-1 7 E x am p l e o f th e D ai l y C al l Pro f i l e Re p o r t
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D a i l y C a l l P rof i l e R e por t

T a b l e 4-1 2 Ite m Re f e r e n ce f o r C al l Pr o f i l e Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

0-2 / 1 1 / 8 9 D a t e t h e r e p o r t w a s g e n e r a t e d . M M / D D / Y Y D A TE(D )

fo r m a t d a t e

D C A LL P RO F U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in 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 b e co v e r e d
in t h e r e p o r t .

M M / D D / Y Y
fo r m a t d a t e

D A Y D AT E(J )

N u m b e r a n d s y n o n y m o f s p lit
co v e r e d .

N u m b e r a n d
s y n o n y m

SP LIT SY N (SP LIT)

C a ll p r o file a cce p t a b le s e r v ice
le v e l.

SERV IC E LE V EL Se co n d s SVC LV L

Th e le n g t h o f t h e in t e r v a ls in t o
w h ich a n s w e r e d a n d a b a n d o n e d
ca ll s fa ll. Th e le n g t h o f t h e
in t e r v a ls is a d m in is t r a b le fr o m
t h e C o n fig u r a t io n — C a ll P r o file
s cr e e n . Th e in t e r v a l r e p r e s e n t e d
h e r e is t h e la s t - s p e cifie d le n g t h
d u r in g t h e d a y co v e r e d in t h is
r e p o r t , if t h e in t e r v a l w a s
ch a n g e d d u r in g t h e d a y .

W IN D O W Se co n d s W IN D O W

Fla g in d ica t in g e it h e r t h e ca ll
p r o file s e r v ice le v e l o r t h e ca ll
p r o file w in d o w s iz e ch a n g e d .

P A RAM ETER S C H A N G ED Y ES/ N O C A LL P RO FC H G

W IN D O W ,
2 * W IN D O W . . .
9 * W IN D O W

TIM E IN TERV AL Th e e la p s e d t im e a ft e r q u e u in g . S e co n d s

Th e n u m b e r o f ca ll s a n s w e r e d
b y t h e s p lit co v e r e d d u r in g e a ch
in t e r v a l.

C A LL S1 . . . C A L L S1 0 ;
TO TA L = A N SW ERE D

N U M B ER A N SW ERE D C a ll s

Th e n u m b e r o f ca ll s t h a t
a b a n d o n e d fr o m t h is s p lit ’ s
q u e u e d u r in g e a ch in t e r v a l.

AB AN D O N 1 . . . A B AN D O N 1 0 ;
TO TA L = A B AN D O N S

N U M B ER A B AN D O N ED C a ll s

3 B C M S A d m i n i s t r a t i o n 4-5 5



D a i l y T r u n k R e p o r t
File N a m e o f Re p o r t D T R U N K

D a t a File U s e d / H H O U R / T R U N K

D e p e n d e n cie s Re a d p e r m is s io n fo r t r u n k g r o u p fo r w h ich t h e
t r u n k is a m e m b e r .

Th e D a ily Tr u n k Re p o r t d is p la y s , in h a lf- h o u r in t e r v a ls , a d a y ’ s ca ll t r a ffic d a t a fo r a s in g le
t r u n k . Y o u s p e cify t h e d a y , t r u n k n u m b e r , a n d h a lf- h o u r in t e r v a ls y o u w a n t th e r e p o r t t o co v e r
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 . W it h t h is r e p o r t , y o u ca n r e v ie w t r u n k s in a n y m e a s u r e d
t r u n k g r o u p . Se e Figu r e 4 - 1 7 , Exa m p le o f t h e D a ily Tr u n k Re p o r t .

Y o u u s e t h is r e p o r t t o v e r ify t h a t ca ll t r a ffic le v e ls fo r a t r u n k a r e a p p r o p r ia te t h r o u g h o u t t h e
d a y a n d t o m o n it o r o u t g o in g ca ll s m a d e t h r o u g h o u t t h e d a y . If y o u r s p lit o r s y s t e m r e p o r t s
s h o w q u e s t io n a b le r e s u lt s , t h is r e p o r t ca n b e e s p e cia lly e ffe ct iv e in h e lp in g y o u t r a ck d o w n
p o t e n t ia l t r u n k p r o b le m s in y o u r A C D .

N O T E Th e ‘ ‘ N u m b e r o f C a ll s C a r r ie d ’ ’ it e m co n t a in s , in a d d it io n t o t h e n u m b e r of ca ll s
a n s w e r e d a n d a b a n d o n e d , t h e n u m b e r o f n o n - A C D ca ll s (if a n y ) a n d ca ll s lo s t d u e t o
h a r d w a r e a n d s o ft w a r e fa ilu r e s (if a n y ); t h e r e fo r e , ‘ ‘ C a ll s C a r r ie d ’ ’ m a y no t a lw a y s
m a t ch t h e t o t a l o f ‘ ‘ C a ll s A b a n d o n e d ’ ’ a n d ‘ ‘ C a ll s A n s w e r e d . ’ ’ Y o u ca n cr e a t e a
cu s t o m r e p o r t t o e lim in a t e t h e s e a d d it io n a l ca lls . S e e t h e 3B CM S 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 .

N O T E In s o m e ca ll ce n t e r co n fig u r a t io n s , a ll ca ll s e n t e r a s in g le s cr e e n in g s p lit . Th e n , t he
s cr e e n in g s p lit ’ s a g e n t s t r a n s fe r t h e ca lls t o o t h e r s p lit s w it h s p e cia liz e d fu n ct io n s . In
t h is s it u a t io n , t h e D a ily Tr u n k r e p o r t r e co r d s ca ll s o n a t r u n k o n ly fo r t h e s cr e e n in g
s p lit . B y co u n t in g ca ll s in t h is w a y , t h e r e p o r t p r e v e n t s a d o u b le ca ll co u n t fo r t he
t r u n k s in v o lv e d , t h o u g h t e ch n ica ll y ca lls a r e e it h e r a n s w e r e d t w ice o r b o t h a n s w e re d
(in t h e s cr e e n in g s p lit ) a n d a b a n d o n e d (b e fo r e r e a ch in g t h e d e s t in a t io n s p lit ’ s a ge n t ).
If y o u r ca ll ce n t e r u s e s a s cr e e n in g s p lit , y o u m u s t ch e ck t h e s p lit r e p o r t s t o g e t
a n s w e r / a b a n d o n s t a t is t ics fo r a d e s t in a t io n s p lit .

4-5 6 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



D a i l y T r un k R e por t

D A I LY TR U N K R EPO R T ( M E N U : D TR U N K )
4 / 2 2 / 8 9 D A Y : 0 4 / 0 1 / 8 9

TR U N K N U M B ER : 8 2
TR U N K LO C A TI O N : 0 0 . 0 . 0 . 1 0 . 0 2
TR U N K G R O U P: 2 2 ( )

- - - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - -
N U M B ER N U M B ER N U M B E R A V G N U M B ER A V G TI M E

O F C A LL S O F C A LL S O F C A L LS H O LD TO TA L O F O U T H O LD TO TA L TI M E M A I N T
TI M E C A R R I ED A B A N D O N E D A N SW ER ED TI M E C C S C A LL S TI M E C C S B U SY B U SY
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-8 : 0 0 - 0 8 : 3 0 A M 1 2 1 1 1 1 4 3 . 1 7 1 7 . 1 8 0 0 . 0 0 0 . 0 0 1 7 1 8 0
0-8 : 3 0 - 0 9 : 0 0 A M 1 1 0 1 0 1 5 1 . 3 6 1 6 . 6 5 0 0 . 0 0 0 . 0 0 1 6 6 5 0
0-9 : 0 0 - 0 9 : 3 0 A M 1 1 1 1 1 1 4 9 . 6 4 1 6 . 4 6 0 0 . 0 0 0 . 0 0 1 6 4 6 0

.

.
0-5 : 3 0 - 0 6 : 0 0 P M 1 0 0 1 0 1 6 9 . 3 0 1 6 . 9 3 0 0 . 0 0 0 . 0 0 1 6 9 3 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
SU M M A R Y 5 3 1 2 5 5 0 6 1 5 4 . 0 3 8 1 7 . 9 2 0 0 . 0 0 0 . 0 0 8 1 7 9 2 0

F i g u r e 4-1 8 E x am p l e o f th e D ai l y T r u n k Re p o r t
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D a i l y T r un k R e por t

T a b l e 4-1 3 Ite m Re f e r e n ce f o r t h e D ai l y T r u n k Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

M M / D D / Y Y fo r m a t0-4 / 2 2 / 8 9 D a t e r e p o r t w a s g e n e r a t e d . D A TE(D )

D TRU N K U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

M M / D D / Y Y fo r m a tD A Y D AT E(J )

TRU N K N U M B ER In t e r n a l t r u n k n u m b e r . Tr u n k n u m b e r ,
in Tr u n k G r o u p
Su m m a r y r e p o r t .

TRK N D X

Th e ca b in e t , m o d u le , ca r r ie r ,
s lo t , a n d cir cu it lo ca t io n o f t h e
t r u n k e q u ip m e n t .

* S e e Fo o t n o t e . M O D U LE , C A B IN ET,
C A RRI ER , SLO T,
C IRC U IT

TRU N K LO C AT IO N

Th e s y n o n y m o r n u m b e r o f t h e
t r u n k g r o u p o f w h ich t h e t r u n k
is a m e m b e r .

Tr u n k g r o u p n u m b e r
o r s y n o n y m

TRU N K G RO U P SY N (TRK G RP )

Th e h a lf- h o u r in t e r v a ls s e le ct e d
in t h e Re p o r t P a r a m e t e r s s cr e e n
fo r t h e r e p o r t t o co v e r .

a .m ./ p .m . fo r m a tTIM E IN TERV AL

IN CO M IN G

N U M B ER O F C A LL S
C A RRI ED

In co m in g ca ll s t h a t s e iz e t h is
t r u n k d u r in g t h e p e r io d co v e r e d .

C a ll s IN C A L L S

N U M B ER O F C A LL S
AB AN D O N ED

C a ll s in w h ich t h e ca ll e r h a n g s
u p b e fo r e b e in g co n n e ct e d t o a n
A C D a g e n t d u r in g t h e p e r io d
co v e r e d . Th is s t a t is t ic im p lie s
t h a t t h e ca ll , a n d t h e t r u n k , is
a s s o cia t e d w it h a n A C D s p lit .
N o n - A C D ca lls w ill n e v e r g e t a
p e g in t h is ca t e g o r y .

C a ll s AB AN D O N S

* Th e s w it ch a d m in is t r a t io n fo r m a t fo r t r u n k lo ca t io n . S h o w n in t h e s a m p le r e p o r t is t h e G e n e r ic 2 /
Sy s t e m 8 5 / D IM EN SIO N P B X fo r m a t . G e n e r ic 1 , G e n e r ic 2 U n iv e r s a l M o d u le , a n d S y s te m 7 5 u s e a le t t e r
t o r e p r e s e n t t h e ca r r ie r .
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D a i l y T r un k R e por t

T a b l e 4-1 3 Ite m Re f e r e n ce f o r t h e D ai l y T r u n k Re p o r t ( Co n td )

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N U M B ER O F
C A LL S
AN SW ER ED

C a ll s co n n e ct e d t o a n a g e n t in t h is p e r io d .
Th is n u m b e r im p lie s a n A C D ca ll . N o n -
A C D ca ll s m a y g e t a n a n s w e r fr o m
w h o m e v e r g e t s t h e ca ll b u t a r e n o t p e g g e d
a s a n s w e r e d in t h is s t a t is t ica l ca t e g o r y .
C a ll s t h a t g o t o C o v e r a g e (G e n e r ic 1 a n d
Sy s t e m 7 5 ) o r a r e Fo r w a r d e d (G e n e r ic 2
Sy s t e m 8 5 , o r D IM EN S IO N P B X )— fo r n ig h t
s e r v ice , fo r e xa m p le — a r e p e g g e d in t h e
N u m b e r o f C a lls A n s w e r e d .

C a ll s AN SW ER ED

AVG H O LD TIM E A v e r a g e le n g t h o f a ll in co m in g ca ll s , S e co n d s AVG H O LD TIM E IN

in clu d in g q u e u e t im e . I N T I M E / I N C A L L S

TO TA L C C S To t a l t r u n k o ccu p a n cy b y in co m in g ca ll s H u n d r e d s IN C O M IN G C C S

ca ll s d u r in g t h e cu r r e n t h a lf h o u r . o f ca ll I N T I M E / 1 0 0

s e co n d s

O U T G O IN G

N U M B ER O F O U T
C A LL S

Ex t e n s io n - o u t ca ll s t h a t s e iz e d t h is t r u n k
d u r in g t h e p e r io d co v e r e d .

C a ll s O U TC ALL S

A v e r a g e h o ld in g t im e o f a ll o u t g o in g ca ll s
o n t h is t r u n k d u r in g t h is h a lf- h o u r .

AVG H O LD TIM E O U T
O U T T I M E / O U T C A L L S

AVG H O LD TIM E Se co n d s

To t a l t r u n k o ccu p a n cy b y o u t g o in g ca ll s
d u r in g t h e cu r r e n t h a lf h o u r .

H u n d r e d s
o f ca ll
s e co n d s

O U TG O IN G C C S
O U T T I M E / 1 0 0

TO TA L C C S

Th e t o t a l h o ld in g t im e o f a ll in co m in g a n d
o u t g o in g ca ll s .

TIM E B U SY Se co n d s TRK B U SY

Th e t im e t h e t r u n k h a s b e e n b u s ie d o u t fo r
m a in t e n a n ce .

TIM E M A IN T B U SY Se co n d s M B U SY TIM E
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R e p o r t - I t e m C r o s s - R e f e r e n c e
Ta b le 4 - 1 4 w ill h e lp y o u fin d o u t w h ich d a t a it e m s a r e in w h ich s t a n d a r d r e p o r t s . S o m e
n o n s t a t is t ica l it e m s s u ch a s a g e n t n a m e , t im e , a n d ID n u m b e r a r e n o t s ho w n in t h is t a b le .

T a b l e 4-1 4 Re p o r t Ite m / H i s t o r i ca l Re p o r t C r o s s - Re f e r e n ce

Re p o r t Ite m s H i s t o r i ca l Re p o r ts i n Wh i ch T h e y A p p e ar
D ,W,M * D ai l y We e k l y , D ,W,M * D ,W,M * S p l i t o r Tru n k D ai l y D ai l y D ai l y D ,W,M *

A g e n t S p l i t M o n th l y S y s t e m S p l i t o r Gro u p Gro u p L o g i n / C al l Tru n k Tru n k

S p l i t A g e n t S u m m ary S u m m ary L o g o u t Prof i l e Gro u p

E v e n t

Co u n t

A v e r a g e Sp e e d o f
A n s w e r (A v e r a g e
Tim e t o A n s w e r )

X X X

N u m b e r o f
A b a n d o n e d C a lls

X X X X X X X

A v g . A b a n d o n Tim e X X X

N u m b e r o f A C D
C a lls

X X X X X X

A v g . A C D Ta lk
Tim e (A v g . Ta lk
Tim e )

X X X X X

A v g . A ft e r C a ll
Wo r k Tim e

X X X X X

P e r ce n t A C D Tim e

(% A C D Tim e ) X X X X X
To t a l Tim e S t a ffe d
(M in . S t a ffe d , H o u r s
St a ffe d )

X X

% A U X Wo r k X X X X X
% A n s X X X
N o . o f Ext. O u t C a lls X X X X X X X
A v g . Ext. O u t Ta lk
Tim e

X X X X X X

N o . o f Ext. In C a lls X X

* D a ily , We e k ly , M o n t h ly
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R e por t -I tem Cross-R e ference

T a b l e 4-1 4 Re p o r t Ite m / H i s t o r i ca l Re p o r t C r o s s - Re f e r e n ce ( Co n td )

Re p o r t Ite m s H i s t o r i ca l Re p o r ts i n Wh i ch T h e y A p p e ar
D ,W,M * D ai l y We e k l y , D ,W,M * D ,W,M * S p l i t o r Tru n k D ai l y D ai l y D ai l y D ,W,M *

A g e n t S p l i t M o n th l y S y s t e m S p l i t o r Gro u p Gro u p L o g i n / C al l Tru n k Tru n k

S p l i t A g e n t S u m m ary S u m m ary L o g o u t Prof i l e Gro u p

E v e n t

Co u n t

A v g . Ext In Ta lk
Tim e (Tim e o n
N o n - A C D C a lls - -
In co m in g)

X X

We ig h t e d C a ll Va lu e
(WC V)

X X

N u m b e r o f A s s is t s X X
M a x D e la y X X X
Flo w In X X X
Flo w O u t X X X
A v g . P o s . S t a ffe d X
Ev e n t C o u n t (1 - 9 ) X
To t a l C C S

(In co m in g , O u t g o in g ) X X X
N u m b e r o f Fa ilu r e s X
N u m b e r o f C a lls
C a r r ie d - In co m in g,
O u t g o in g

X X X

Tim e B u sy X
Tim e M a in t . B u s y X
% A ll Tr u n k s B u s y X
% Tim e M a in t . B u sy X
N u m b e r A n s w e r e d X X X
A v g . H o ld Tim e
(In co m in g / O u t g o in g )

X X X

Se r v ice le v e l X
P a r a m e t e r s C h a n ge
Fla g

X

A g e n t Log in Tim e X
A g e n t Log o u t Tim e X

* D a ily , W e e k ly , M o n t h ly
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R e por t -I tem Cross-R e ference

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 e D ict io n a r y is t h e s u b s y s t e m w it h w h ich y o u ca n d e fin e a n d / o r r e fe r e n ce t h e va r io u s
e le m e n t s o f y o u r C M S r e p o r t s . U s e t h e D ict io n a r y t o p e r fo r m t a s k s s u ch a s:

A s s ig n in g a g e n t n a m e s t o lo g in ID s , w h ich C M S u s e s t o r e co r d a g e n t a ct iv it ie s

A s s ig n in g n a m e s a n d d e s cr ip t io n s t o t h e s p lit s a n d t r u n k g r o u p s in y o u r A C D (s )

G r o u p in g a g e n t s b y lo g in ID a n d / o r e xt e n s io n fo r s p e cia l r e p o r t in g p u r p o s es

Re s e a r ch in g C M S d a t a b a s e it e m s y o u ca n u s e t o cr e a t e cu s t o m r e p o r t s

C r e a t in g a n d m a in t a in in g co n s t a n t s (co n s t a n t a r it h m e t ic v a lu e s ) a n d ca lcu la t io n s
(a b b r e v ia t e d n a m e s fo r a r it h m e t ic fo r m u la s ) y o u ca n u s e t o cr e a t e cu s t o m r e po r t s .

A ll d a t a b a s e it e m s a n d m a n y ca lcu la t io n s a lr e a d y e xist in t h e D ict io n a r y , b u t y o u w ill h av e t o
e n t e r t h e o t h e r it e m s .

D i c t i o n a r y M e n u

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

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
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P r o c e d u r e s C o m m o n t o A l l D i c t i o n a r y
S c r e e n s

Th e p r o ce d u r e s lis t e d o n t h e n e xt t w o p a g e s a r e co m m o n t o a ll s cr e e n s (e xce p t Lo g in
Id e n t ifica t io n ) in t h e D ict io n a r y a n d in v o lv e t h e u s e o f s o m e s cr e e n - la b e le d k e y s (SLK s ). Re fe r
t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f o t h e r S L K s .

S e a r c h i n g f o r I t e m s W i t h t h e I T E M L O O K U P K e y

Th e I TE M LOO KUP s cr e e n - la b e le d k e y is a v a ila b le o n t h e D ict io n a r y m e n u a n d o n a ll D ict io n a r y
s cr e e n s e xce p t Lo g in Id e n t ifica t io n . O n t h e m e n u a n d o n t h e D a t a b a s e It e m s s cr e e n , it is in t h e
fir s t t ie r o f S L K s . In o t h e r s cr e e n s , y o u p r e s s MO R E K E Y S t o s e e t h e I TE M LOO KUP SLK . Th e
s t e p s t o u s e t h e k e y a r e :

1 In t h e Sy n o n y m , A g e n t G r o u p , Ex t e n s io n G r o u p , C o n s t a n t , o r C a lcu la t io n s cr ee n s ,
p r e s s MO R E K E Y S t o d is p la y t h e I TE M LOO KUP SLK .

2 En t e r t h e it e m t o b e lo o k e d u p in t h e I t e m : fie ld . En t e r t h e co m p le t e it e m n a m e ,
o r a n y le a d in g p o r t io n o f t h e n a m e .

N O T E In t h e D ict io n a r y m e n u , t h e fie ld a t t h e t o p o f t h e s cr e e n fu n ct io n s a s a n
I t e m : fie ld fo r lo o k u p p u r p o s e s .

3 P r e s s I TE M LOO KUP .

[ A ‘ ‘ Se a r ch ’ ’ s cr e e n w ill a p p e a r lis t in g a n d d e s cr ib in g t h e it e m o r it e m s t h a t sa t is fy
t h e lo o k u p cr it e r ia . ]
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P r oc e d ures Com mon t o A l l D ic t i ona r y S c r ee ns

S e a r c h i n g f o r I t e m s W i t h t h e N E X T I T E M a n d
P R E V I T E M K e y s

Th e NE X T I TEM a n d P R E V I TEM SLK s a p p e a r o n a ll D ict io n a r y s cr e e n s e xce p t t h e D ict io n a r y
m e n u .

1 W h e n t h e s cr e e n fo r t h e s e le ct e d p r o ce s s a p p e a r s , p r e s s t h e NE X T I TEM SLK o r
R E TUR N .

[ Th e fir s t it e m in t h a t p a r t o f t h e D ict io n a r y (C a lcu la t io n s , fo r e xa m p le ) w ill b e
d is p la y e d o n t h e s cr e e n , w it h a ll a s s o cia t e d d a t a . ]

2 To s cr o ll t h r o u g h a ll it e m s , k e e p p r e s s in g NE X T I TEM . U s e P R E V I TEM t o s cr o ll
b a ck w a r d t o w a r d s t h e t o p o f t h e a lp h a b e t .

O r d e r i n g a D i c t i o n a r y R e p o r t

A D ict io n a r y r e p o r t is a p r in t e d lis t in g o f a ll it e m s in a p a r t icu la r a r e a o f t h e D ict io n ar y . Y o u
ca n g e t a r e p o r t b y fo ll o w in g t h e s e s t e p s :

1 Se le ct t h e D I C T I O N A R Y o p t io n fr o m t h e C M S m a in m e n u , a n d p r e s s R E TUR N .

[ Th e D ict io n a r y m e n u a p p e a r s . ]

2 P la ce t h e cu r s o r in t h e b r a ck e t s fo r t h e p a r t o f t h e D ict io n a r y fo r w h ich y o u w a nt
t h e r e p o r t .

If y o u w a n t a r e p o r t o n t h e w h o le D ict io n a r y , s k ip t h is s t e p a n d le a v e
t h e cu r s o r in t h e lin e a t t h e t o p o f t h e s cr e e n .

3 P r e s s t h e R E P O R T SLK .

[ Th e D ict io n a r y r e p o r t w ill b e s e n t t o t h e s y s t e m p r in t e r . ]

3 B C M S A d m i n i s t r a t i o n 5-3



P r oc e d ures Com mon t o A l l D ic t i ona r y S c r ee ns

S a m p l e D i c t i o n a r y R e p o r t

Th e fo llo w in g a r e t h e fir s t t w o it e m s fr o m a D ict io n a r y Re p o r t o n C a lcu la t io n s :

D i c t i o n a r y R e p o r t F r i A u g 2 9 , 1 9 8 8 a t 1 3 : 5 4 : 1 2

D a t a D i c t i o n a r y - - C a l c u l a t i o n s f i l e

C A LC U LA TI O N N A M E A C C U R A C Y P R EC I S I O N

A G EN T C A LL O U T x . x x i n t e g e r

D ESC R I P TI O N : n u m b e r o f a g e n t s o n o u t g o i n g c a l l s

EQ U A T I O N : A C W O U TC O U N T+A U X O U T C O U N T

A U X W O R K TI M E x . x x 1 i n t e g e r

D ESC R I P TI O N : t i m e o n a u x i l i a r y w o r k

EQ U A T I O N : A U X TI M E- A U X O U TT I M E- A U X I N T I M E

N O T E ‘ ‘ A ccu r a cy ’ ’ m e a n s t h e n u m b e r o f d e cim a l s p a ce s s p e cifie d in t h e C a lcu la t io n s scr e e n .
‘ ‘ P r e cis io n ’ ’ r e fe r s t o t h e t y p e o f n u m b e r : in t e g e r o r flo a t in g p o in t .
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L o g i n I d e n t i f i c a t i o n
P u r p o s e To id e n t ify C M S - m e a s u r e d A C D a g e n t s t o C M S w it h a lo g in

ID a n d s y n o n y m .

Y o u u s e t h e L o g in Id e n t ifica t io n s cr e e n t o a s s ig n ag e n t n am e s t o lo g in ID s (t h a t a g e n t s lo g in
w it h a t t h e ir v o ice t e r m in a ls ). A ft e r y o u h a v e a s s ig n e d t h e n a m e s , y o u ca n t e ll a g en t s t o u s e
t h e ir a s s ig n e d lo g in ID e xclu s iv e ly w h e n e v e r t h e y lo g in t o t h e m e a s u r e d p o r t io n s of t h e A C D .
C M S r e p o r t s o n s p e cific a g e n t a ct iv it y w ill t h e n d is p la y a g e n t n a m e s in s t e a d o f lo g in ID
n u m b e r s .

Re co r d in g a g e n t n a m e s in t h e D ict io n a r y is n o t r e q u ir e d b y t h e A C D o r C M S s o ft w a r e . It
s im p ly m a k e s in d iv id u a l a g e n t a ct iv it y e a s ie r t o fo ll o w .

N O T E Y o u ca n n o t u s e t h e s a m e a g e n t n a m e fo r m u lt ip le lo g in ID s , a n d y o u s h o u ld n o t a ll o w
t w o a g e n t s t o u s e t h e s a m e lo g in ID a t t h e s a m e t im e b e ca u s e m is le a d in g r ep o r t d a t a
m a y b e cr e a t e d .

S c r e e n D e s c r i p t i o n

T i m e D o w n o r 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

D I C T I O N A R Y - - LO G I N ID E N T I F I C A T I O N

1 L o g i n I D Ag e n t Na m e Lo g i n ID Ag e n t Na m e
1 0 0 1 Be n Bo r d e n
1 0 0 2 Ma r y St r e v e r s
1 0 0 3 Do n Ka r n e l l
1 0 0 4 Ba r r y Sp e n d e r

2 L o g i n I D : __ _ _ _ _ _ _ _
3 A g e n t N a m e : _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E r r o r a n d co n f i r m a t i o n m e s s a g e s ap p e a r in th i s f i e l d .

K E Y S K E Y S P A G E P A G E
H E L P M O R E E X I T N E X T P R E V D E L E T E A D D C H A N G E

F i g u r e 5-2 T h e L o g i n Id e n t i f i ca t i o n S cre e n

3 B C M S A d m i n i s t r a t i o n 5-5



Logi n Id en ti f i c a ti on

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w s :

K EY S P A G E P A G E SC RE EN
H EL P RE SU M E E X IT N EX T P REV SEA RCH P RIN T

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 D a t a D is p la y

Th e p r e v io u s ly e n t e r e d lo g in ID s a n d a g e n t n a m e s a r e d is p la y e d h e r e .

F ie ld 2 L o g in ID

Th e fie ld is u s e d t o e n t e r t h e lo g in ID s t o b e a d d e d , ch a n g e d , d e le t e d , o r
s e a r ch e d fo r .

F ie ld 3 A g e n t N a m e

Th is fie ld is u s e d fo r a g e n t n a m e s w h e n e n t e r in g t h e m in t o t h e d ict io n a r y ,
ch a n g in g t h e m , o r s e a r ch in g fo r t h e m .

5-6 D i c t i o n a r y



Logi n Id en ti f i c a ti on

A d d i n g a N e w A g e n t L o g i n I D

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 [ ] L o g i n - I d e n t 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 cu r r e n t ly - d e fin e d lo g in ID s a r e d is p la y e d . ]

2 En t e r t h e n e w lo g in ID a n d a g e n t n a m e in t h e L o g i n I D a n d A g e n t N a m e
fie ld s , r e s p e ct iv e ly .

L o g in ID s a r e fo u r in t e g e r s in 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 , S y s t e m 8 5 , a n d D IM EN S IO N P B X w it h t h e fir s t ch a r a ct e r
s o m e t h in g o t h e r t h a n z e r o . Lo g in ID s a r e o n e t o n in e in t e g e r s in
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 1 a n d S y s t e m 7 5 ,
d e p e n d in g o n t h e s w it ch ’ s lo g in - le n g t h s p e cifica t io n .

N a m e s (s y n o n y m s ) a r e 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 ll o w e d a n d co u n t e d ).

3 P r e s s A DD .

[ Th e n e w id e n t ifica t io n w ill b e a d d e d t o t h e d a t a b a s e .]
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Logi n Id en ti f i c a ti on

C h a n g i n g a n A g e n t N a m e

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 [ ] L o g i n - I d e n t 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 cu r r e n t ly - d e fin e d lo g in ID s a r e d is p la y e d . ]

2 En t e r e it h e r t h e cu r r e n t ID in t h e L o g i n I D fie ld o r t h e a g e n t n a m e in t h e
A g e n t N a m e fie ld .

3 P r e s s MO R E K E Y S , t h e n S E AR C H .

[ Th e cu r r e n t ID o r n a m e (w h ich e v e r y o u d id n ’ t e n t e r in S t e p 2 ) w ill b e d is p la y e d . ]

4 En t e r t h e n e w a g e n t n a m e in t h e A g e n t N a m e fie ld .

5 P r e s s C HANG E .

[ Th e ch a n g e d id e n t ifica t io n w ill b e w r it t e n t o t h e D ict io n a r y d a t a b a s e . ]

N O T E To ch a n g e a n ID n u m b e r fo r a n a g e n t , d e le t e t h e o ld ID a n d r e e n t e r t h e
n e w ID a n d n a m e .

S e a r c h i n g f o r a L o g i n I d e n t i f i c a t i o n

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 [ ] L o g i n - I d e n t 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 cu r r e n t ly - d e fin e d lo g in ID s a r e d is p la y e d . ]

2 En t e r e it h e r t h e a g e n t ’ s ID n u m b e r o r a u n iq u e , le a d in g p o r t io n o f t h e a g e n t ’ s na m e
in t h e a p p r o p r ia t e fie ld .

3 P r e s s MO R E K E Y S , t h e n S E AR C H .

[ Th e co m p le t e ID d e s cr ip t io n w ill b e d is p la y e d . ]
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Logi n Id en ti f i c a ti on

D e l e t i n g a L o g i n I d e n t i f i c a t i o n

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 [ ] L o g i n - I d e n t 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 cu r r e n t ly - d e fin e d lo g in ID s a r e d is p la y e d . ]

2 En t e r e it h e r t h e a g e n t ’ s ID n u m b e r o r a u n iq u e , le a d in g p o r t io n o f t h e a g e n t ’ s na m e
in t h e a p p r o p r ia t e fie ld .

3 P r e s s MO R E K E Y S , t h e n S E AR C H .

[ Th e m a t ch in g id e n t ifica t io n e le m e n t w ill b e d is p la y e d if it is in t h e D ict io n a r y . ]

4 En t e r t h e ID t o b e d e le t e d in t h e L o g i n I D fie ld , a n d p r e s s DE LETE .

[ Th e a g e n t w ill b e d e le t e d fr o m t h e D ict io n a r y . ]
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A g e n t G r o u p s
P u r p o s e To cr e a t e a n d a d m in is t e r r e p o r t in g g r o u p s o r g a n iz e d

b y lo g in ID a n d n a m e . Th e G r o u p S u m m a r y a n d G r o u p S t a t u s
r e p o r t s d e p e n d o n t h e s e g r o u p s ’ e xist e n ce .

D e p e n d e n cie s Th e lo g in ID s o n t h e L o g in Id e n t ifica t io n s cr e e n .

C r e a t in g a g e n t g r o u p s is a n o p t io n a l p r e lim in a r y - a d m in is t r a t io n p r o ce d u r e . Yo u ca n g r o u p
a g e n t s , w it h o u t r e g a r d t o s p lit a s s ig n m e n t , a cco r d in g t o s p e cia l ch a r a ct e r is tics o f in t e r e s t t o y o u .
F o r e xa m p le , y o u m a y cr e a t e g r o u p s o f n e w e m p lo y e e s o r e m p lo y e e s u n d e r p ar t icu la r
s u p e r v is o r s . C M S w ill t h e n g e n e r a t e r e p o r t s o n t h e g r o u p (s ) y o u cr e a t e . W it h th e s e r e p o r t s ,
y o u ca n co m p a r e a g e n t s in a g r o u p t o e a ch o t h e r o r co m p a r e t h e g r o u p a s a w h o le t o o t h e r
g r o u p s . Y o u a s s ig n a g e n t s t o a g r o u p u s in g t h e ir lo g in ID s .

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 -- AGENT GROUPS
1 Item: New-Hires____ ___________ ___

2 Login ID Agent Name Login ID Agent Name

1001 Mary Smith 1007 Doug Watkins
1002 Tom Jones 1008 Bill Evans
1003 Bob Thomas 1009 Tom Flanagan
1004 Alice Johnson
1005 Tim Brown
1006 Bill Singer

3 Login ID(s)________ ___________ ___________ _________

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 A g e n t Gro u p D i ct i o n ary S cre e n
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A gent G r ou ps

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w s :

K EY S P A G E P A G E 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

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e n a m e o f t h e a g e n t g r o u p b e in g a d d e d , d e le t e d , o r ch a n g 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

Th e ID s a n d a g e n t n a m e s in t h is g r o u p .

F ie ld 3 L o g in ID (s )

Th is fie ld is u s e d w h e n y o u p la ce a g e n t s in a n e w g r o u p , a d d a g e n t s , o r d e le t e
a g e n t s .

C r e a t i n g a G r o u p

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 [ ] A g e n t - G r o u p s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k A g e n t G r o u p s cr e e n a p p e a r s . ]

2 En t e r t h e n a m e y o u w ill ca ll t h e n e w g r o u p in I t e m : fie ld .

U s e u p t o 2 0 a lp h a n u m e r ic ch a r a ct e r s .

3 P r e s s R E TUR N .

[ Th e d a t a b a s e w ill b e s e a r ch e d fo r t h e it e m (in t h e s a m p le s cr e e n ) ‘ ‘ N e w - H ir e s , ’ ’
a n d , b e ca u s e n o t h in g is t h e r e , a n e m p t y s cr e e n a p p e a r s . ]
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A gent G r ou ps

4 In t h e L o g i n I D ( s ) fie ld , e n t e r t h e lo g in ID s o f t h e a g e n t s y o u w a n t in t h e
g r o u p .

En t r ie s m a y b e in d iv id u a l n u m b e r s s e p a r a t e d b y co m m a s o r 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 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.
F o r e a ch lo g in ID e n t e r e d , a n a g e n t n a m e m u s t e xis t in t h e Lo g in
Id e n t ifica t io n s cr e e n .

A n A g e n t G r o u p s s cr e e n w it h a co r r e ct ly fill e d - in L o g i n I D ( s ) fie ld
is s h o w n in 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 -- AGENT GROUPS
1 Item: New-Hires____ ___________ ________

3 Login ID(s) 1001, 1002, 1004 1005-1008_______ _______

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

5 P r e s s A DD .

[ Th e n e w r e p o r t in g g r o u p w ill b e a d d e d t o t h e D ict io n a r y , a n d t h e d a t a d is p la y
fie ld w ill d is p la y t h e m e m b e r s . ]
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A gent G r ou ps

C h a n g i n g a n A g e n t G r o u p b y A d d i n g a n d / o r
D e l e t i n g M e m b e r s

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 [ ] A g e n t - G r o u p s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k A g e n t G r o u p s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld , e n t e r t h e n a m e (o r le a d in g , u n iq u e p o r t io n o f t h e n a m e ) o f t h e
g r o u p y o u a r e ch a n g in g .

3 P r e s s R E TUR N .

[ Th e cu r r e n t m e m b e r s h ip o f t h e g r o u p is d is p la y e d . ]

4 In t h e L o g i n I D ( s ) fie ld , e n t e r t h e lo g in ID n u m b e r s o f t h e a g e n t s y o u w a n t t o
a d d . A d d in d iv id u a l ID s (s e p a r a t e d b y co m m a s o r s p a ce s ) o r r a n g e s (u s in g t h e
h y p h e n b e t w e e n n u m b e r s ).

Ea ch ID m u s t h a v e a co r r e s p o n d in g a g e n t n a m e lis t e d in t h e L o g in
Id e n t ifica t io n s cr e e n in t h e D ict io n a r y .

5 P r e s s A DD .

[ Th e ID s a n d a g e n t n a m e s w ill b e a d d e d t o t h e D ict io n a r y fo r t h is g r o u p , a n d t h e
u p d a t e d d is p la y o f t h is g r o u p w ill b e r e t u r n e d t o t h e s cr e e n . ]

6 In t h e L o g i n I D ( s ) fie ld , e n t e r t h e ID n u m b e r s o f t h e a g e n t s y o u w a n t t o
d e le t e . Y o u ca n s p e cify in d iv id u a l ID s (s e p a r a t e d b y co m m a s o r s p a ce s ) o r r a ng e s
(u s in g t h e h y p h e n b e t w e e n n u m b e r s ).

7 P r e s s DE LETE .

[ Th e ID s a n d a g e n t n a m e s w ill b e d e le t e d fr o m t h e d a t a b a s e fo r t h is g r o u p , a nd t h e
u p d a t e d d is p la y fo r t h is g r o u p w ill b e r e t u r n e d t o t h e s cr e e n . ]

N O T E To d e le t e t h e g r o u p it s e lf, d e le t e a ll m e m b e r s . Th e n e xt t im e y o u a cce s s
t h e a g e n t g r o u p fe a t u r e , t h e g r o u p w ill n o t b e p r e s e n t .
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A gent G r ou ps

C h a n g i n g a G r o u p N a m e

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 [ ] A g e n t - G r o u p s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k A g e n t G r o u p s s cr e e n a p p e a r s . ]

2 En t e r o ld g r o u p n a m e (it e m n a m e ) o r le a d in g , u n iq u e p o r t io n o f t h e n a m e in t he
I t e m : fie ld .

3 P r e s s R E TUR N .

[ Th e d a t a fo r t h a t g r o u p a p p e a r s . ]

4 O v e r t y p e t h e o ld n a m e w it h t h e n e w .

5 P r e s s C HANG E .

[ Th e n e w n a m e r e p la ce s t h e o ld in t h e D ict io n a r y . ]
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E x t e n s i o n G r o u p s
P u r p o s e To cr e a t e a n d a d m in is t e r r e p o r t in g g r o u p s t h a t a r e

o r g a n iz e d b y e xt e n s io n n u m b e r .

C r e a t in g e xt e n s io n g r o u p s is a n o p t io n a l p r e lim in a r y - a d m in is t r a t io n p r o ce d u r e an d g e n e r a ll y
h a s t h e s a m e p u r p o s e a s cr e a t in g a g e n t g r o u p s . Y o u ca n g r o u p a g e n t s by t h e ir e xt e n s io n
n u m b e r s , w it h o u t r e g a r d t o s p lit a s s ig n m e n t , t o id e n t ify g r o u p s w it h s p e cia l ch a r act e r is t ics . In
t h is w a y , y o u ca n co m p a r e a g e n t s in a g r o u p t o e a ch o t h e r o r co m p a r e t h e g r o u p a s a w h o le t o
o t h e r g r o u p s . Fo r e xa m p le , y o u m a y cr e a t e g r o u p s o f n e w e m p lo y e e s o r e m p lo y e e s un d e r
p a r t icu la r s u p e r v is o r s . Y o u a s s ig n a g e n t s t o a g r o u p u s in g t h e ir e xt e n s io n s.

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 -- EXTENSION GROUPS
1 Item: _____________ ___________

2 Extensions Extensions Extensions Extensions

1101
1102
1103
1104
1105
1106

3 Extension(s) : ________________ ___________ ____________ _______

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 5-4 E x t e n s i o n Gro u p S cre e n

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w 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
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E xten si on G r oups

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e n a m e o f t h e e xt e n s io n g r o u p .

F ie ld 2 D a t a F ie ld

D is p la y o f t h e e xt e n s io n s in t h e g r o u p n a m e d in t h e I t e m : fie ld .

Re ad O n l y F i e l d

F ie ld 3 Ex t e n s io n (s )

Ex t e n s io n s t o b e a d d e d , d e le t e d , o r ch a n g e d .

C r e a t i n g a n E x t e n s i o n G r o u p

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 [ ] E x t e n s i o n - G r o u p s o p t io n in
t h e D ict io n a r y m e n u , a n d p r e s s R E TUR N .

[ Th e b la n k Ex t e n s io n G r o u p s s cr e e n a p p e a r s .]

2 En t e r a n e w g r o u p n a m e in t h e I t e m : fie ld u s in g 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 .

3 In t h e E x t e n s i o n ( s ) : fie ld , e n t e r t h e e xt e n s io n s y o u w is h t o in clu d e in t h e
g r o u p .

Y o u ca n e n t e r in d iv id u a l e xt e n s io n n u m b e r s s e p a r a t e d b y co m m a s o r
s p a ce s , r a n g e s s e p a r a t e d b y a h y p h e n , o r a co m b in a t io n o f in d iv id u a l
e xt e n s io n s a n d r a n g e s .

Ex t e n s io n s in clu d e d in t h is p r o ce s s m a y h a v e u p t o s e v e n d ig it s .
H o w e v e r , r e p o r t s ca n n o t s h o w ca ll a ct iv it y o n e xt e n s io n s u n le s s t h e y
a r e m e a s u r e d . Y o u ca n v ie w a lis t o f s p lit e xt e n s io n a s s ig n m e n t s u s in g
t h e C o n fig u r a t io n s u b s y s t e m (s e e C h a p t e r 6 , ‘ ‘ C o n fig u r a t io n ’ ’ ).

Th e fo llo w in g s cr e e n ill u s t r a t e s e xt e n s io n n u m b e r s b e in g co r r e ct ly
e n t e r e d in t h e E x t e n s i o n ( s ) : fie ld .
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E xten si on G r oups

Time Down or Switch_N ame:Up System Management Call

DICTIONARY -- EXTENSION GROUPS
1 Item: new-building

2 Extensions Extensions Extensions Extensions

3 Extension(s) : 1101, 1103-1109________

Error and confirmation messages appear in this field.

KEYS KEYS ITEM ITEM
HELP MORE EXIT NEXT PREV DELETE ADD CHANGE

4 P r e s s A DD .

[ Th e g r o u p w ill b e cr e a t e d w it h t h e e n t e r e d e xt e n s io n n u m b e r s . ]

A d d i n g o r D e l e t i n g E x t e n s i o n s t o o r F r o m a G r o u p

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 [ ] E x t e n s i o n - G r o u p s o p t io n in
t h e D ict io n a r y m e n u , a n d p r e s s R E TUR N .

[ Th e b la n k Ex t e n s io n G r o u p s s cr e e n a p p e a r s .]

2 In t h e I t e m : fie ld , e n t e r t h e n a m e o f t h e g r o u p t o w h ich y o u w o u ld lik e t o a d d
o r d e le t e e xt e n s io n s .

3 P r e s s R E TUR N .

[ Th e fir s t p a g e o f e xt e n s io n s o f t h e g r o u p e n t e r e d w ill b e d is p la y e d . ]

4 En t e r t h e e xt e n s io n s t o b e d e le t e d in t h e E x t e n s i o n ( s ) : fie ld . En t e r
in d iv id u a l e xt e n s io n s s e p a r a t e d b y co m m a s o r s p a ce s o r r a n g e s s e p a r a te d b y a
h y p h e n .
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E xten si on G r oups

5 P r e s s DE LETE .

[ Th e e xt e n s io n s w ill b e d e le t e d fr o m t h is g r o u p . ]

If y o u p la ce a ll o f a g r o u p ’ s e xt e n s io n s in t h e E x t e n s i o n ( s ) : fie ld
a n d p r e s s DE LETE , t h e g r o u p it s e lf w ill b e d e le t e d .

6 En t e r t h e e xt e n s io n s t o b e a d d e d in t h e E x t e n s i o n ( s ) : fie ld . Y o u ca n e n t e r
in d iv id u a l e xt e n s io n s s e p a r a t e d b y co m m a s o r s p a ce s , r a n g e s s e p a r a t ed b y h y p h e n s ,
o r b o t h in d iv id u a l e xt e n s io n s a n d r a n g e s .

7 P r e s s A DD .

[ Th e e xt e n s io n s w ill b e a d d e d t o t h e g r o u p . ]

C h a n g i n g a n E x t e n s i o n G r o u p N a m e

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 [ ] E x t e n s i o n - G r o u p s o p t io n in
t h e D ict io n a r y m e n u , a n d p r e s s R E TUR N .

[ Th e b la n k Ex t e n s io n G r o u p s s cr e e n a p p e a r s .]

2 En t e r t h e it e m n a m e (cu r r e n t g r o u p n a m e ) in t h e I t e m : fie ld a n d p r e s s R E TUR N .

[ Th e d a t a fo r t h a t g r o u p a p p e a r s . ]

3 O v e r t y p e t h e o ld n a m e w it h t h e n e w n a m e a n d p r e s s C HANG E .

[ Th e n e w n a m e fo r t h e g r o u p w ill b e e n t e r e d in t o t h e D ict io n a r y . ]

5-1 8 D i c t i o n a r y



C a l c u l a t i o n s
P u r p o s e To v ie w a n d ch a n g e C M S ca lcu la t io n s

u s e d in s t a n d a r d r e p o r t s ; t o cr e a t e cu s t o m ca lcu la t io n s .

C a lcu la t io n s a r e a b b r e v ia t e d n a m e s fo r fo r m u la s u s e d t o cr e a t e r e p o r t o u t p u t . Th e ca lcu la t io n s
fo r s t a n d a r d r e p o r t s a lr e a d y e xis t in t h e D ict io n a r y , b u t y o u ca n a d d y o u r o w n ca lcu la t io n s t o
t h e D ict io n a r y fo r u s e in cu s t o m r e p o r t s . Re 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 Cu st o m R ep o rt s (5-8 5 - 2 1 5 - 5 0 3 ) o r t h e s t a n d a r d r e p o r t d e s cr ip t io n s in C h a p t e r s 3 a n d 4 fo r
a q u ick r e fe r e n ce t o s t a n d a r d C M S ca lcu la t io n s .

C A U T I O N C a lcu la t io n s t h a t y o u cr e a t e w ill co e xist w it h s t a n d a r d C M S ca lcu la t io n s in t h e
D ict io n a r y . Th e r e fo r e , y o u s h o u ld id e n t ify y o u r o w n ca lcu la t io n s w it h a n a ll -
lo w e r - ca s e le t t e r fo r m a t t o d is t in g u is h t h e m fr o m s t a n d a r d ca lcu la t io n s , w h ich
h a v e a n a ll - u p p e r - ca s e le t t e r fo r m a t . W h ile t h e r e is n o r e s t r ict io n o n
a d m in is t e r in g a n y ca lcu la t io n (y o u r o w n o r s t a n d a r d ca lcu la t io n s ), ca r e s h o u ld
b e u s e d in ch a n g in g s t a n d a r d ca lcu la t io n s b e ca u s e s t a n d a r d r e p o r t s co u ld b e
a d v e r s e ly a ffe ct e d .

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 -- CALCULATIONS
1 Item:_______ ___________ ____________

2 Formula: _______________ ____________ ___________ ____________ _______

3 Precision:x. ______ (number of digits to the right of the decimal point)

4 Description: ___________ ____________ ___________ ______

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 5-5 T h e C al cu l at i o n s S cre e n
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C a l c u l a ti ons

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w s :

K EY S ITE M ITEM L O O K U P
H EL P RE SU M E E X IT N EX T P REV ITEM P RIN T

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e n a m e o f t h e ca lcu la t io n t h a t y o u w is h t o lo o k u p , a d d t o t h e d a t a b a s e , o r
ch a n g e . Th e n a m e ca n h a v e u p t o 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 ,
u n d e r s co r e s , a n d h y p h e n s a r e o k a y ).

F ie ld 2 F o r m u la

Th e fo r m u la fo r t h e ca lcu la t io n . F o r e xa m p le : C U M TA LK / N U M TA LK

F ie ld 3 P r e cis io n

Th e n u m b e r o f d e cim a l p la ce s t o w h ich d iv is io n ca lcu la t io n s a r e ca r r ie d (a
d iv is io n is a lw a y s ca r r ie d t o a t le a s t t w o p la ce s t o t h e r ig h t o f t h e d e cim a l p o in t,
n o m a t t e r w h a t y o u s p e cify h e r e ). Lo w e r - ca s e x is u s e d t o fill e a ch d e s ir e d
d e cim a l p la ce .

F ie ld 4 D e s cr ip t io n

A v e r b a l d e s cr ip t io n o f t h e ca lcu la t io n .

5-2 0 D i c t i o n a r y



C a l c u l a ti ons

A d d i n g a C a l c u l a t i o n

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 [ ] C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C a lcu la t io n s s cr e e n a p p e a r s . ]

2 In t h e I t e m : , fie ld e n t e r t h e n a m e o f t h e n e w ca lcu la t io n y o u w a n t a d d e d t o t h e
d a t a b a s e .

3 In t h e F o r m u l a : fie ld , e n t e r t h e fo r m u la .

F o r m u la s ca n co n s is t o f d a t a b a s e it e m s , co n s t a n t s , a n d t h e fo ll o w in g
a r it h m e t ic o p e r a t o r s : + , - , * , / , a n d ( ), w h ich s t a n d fo r : a d d , s u b t r a ct ,
m u lt ip ly , d iv id e , a n d d o fir s t , r e s p e ct iv e ly .

N o s p a ce s s e p a r a t e t h e e le m e n t s in a fo r m u la .

4 In t h e P r e c i s i o n : fie ld , s p e cify t h e p r e cis io n d e s ir e d u s in g x’ s .

5 P r e s s A DD .

[ Th e n e w ca lcu la t io n w ill b e a d d e d t o t h e D ict io n a r y .]

N O T E A ll d iv is io n - t y p e fo r m u la s a r e a u t o m a t ica ll y ca r r ie d t w o d e cim a l p la ce s in C M S
r e p o r t s , r e g a r d le s s o f w h a t p r e cis io n y o u s p e cify .
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C a l c u l a ti ons

C r e a t i n g a N e w C a l c u l a t i o n b y M o d i f y i n g a n
E x i s t i n g O n e

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 [ ] C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k ca lcu la t io n s s cr e e n a p p e a r s . ]

2 En t e r t h e n a m e o f t h e ca lcu la t io n t o b e co p ie d in t h e I t e m : fie ld a n d p r e s s
R E TUR N .

3 En t e r a n y ch a n g e s y o u w a n t o v e r t h e e xist in g d a t a , in clu d in g t h e n a m e , fo r m u la ,
a n d d e s cr ip t io n . If y o u e n t e r a n e w n a m e , b e s u r e t o u s e a ll lo w e r - ca s e le t t e r s .

4 P r e s s A DD .

[ Th e m o d ifie d , n e w ca lcu la t io n w ill b e a d d e d t o t h e D ict io n a r y . ]
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C a l c u l a ti ons

C h a n g i n g a C a l c u l a t i o n

C A U T I O N C a lcu la t io n s t h a t y o u cr e a t e w ill co e xist w it h s t a n d a r d C M S ca lcu la t io n s in t h e
D ict io n a r y . Th e r e fo r e , y o u s h o u ld id e n t ify y o u r o w n ca lcu la t io n s w it h a n a ll -
lo w e r - ca s e le t t e r fo r m a t t o d is t in g u is h t h e m fr o m s t a n d a r d ca lcu la t io n s , w h ich
h a v e a n a ll - u p p e r - ca s e le t t e r fo r m a t . W h ile t h e r e is n o r e s t r ict io n o n
a d m in is t e r in g a n y ca lcu la t io n (y o u r o w n o r s t a n d a r d ca lcu la t io n s ), ca r e s h o u ld
b e u s e d in ch a n g in g s t a n d a r d ca lcu la t io n s b e ca u s e s t a n d a r d r e p o r t s co u ld b e
a d v e r s e ly a ffe ct e d .

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 [ ] C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C a lcu la t io n s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld o f t h e ca lcu la t io n s s cr e e n , e n t e r t h e it e m n a m e o f t h e
ca lcu la t io n b e in g ch a n g e d .

3 P r e s s R E TUR N .

[ C M S w ill r e t u r n t h e d a t a o n t h e ca lcu la t io n t o t h e s cr e e n . ]

4 M a k e a n y d e s ir e d ch a n g e s t o t h e d is p la y e d d a t a b y o v e r t y p in g t h e n a m e , fo r m u la ,
p r e cis io n , o r d e s cr ip t io n .

5 P r e s s C HANG E .

[ Th e ch a n g e w ill b e m a d e in t h e d a t a b a s e . ]
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C a l c u l a ti ons

D e l e t i n g a C a l c u l a t i o n

N O T E Y o u ca n n o t d e le t e s t a n d a r d ca lcu la t io n s (id e n t ifie d b y t h e ir a ll - u p p e r - ca s e le t te r
fo r m a t ). Th is p r o ce d u r e a p p lie s o n ly t o ca lcu la t io n s y o u h a v e cr e a t e d .

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 [ ] C a l c u l a t i o n s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C a lcu la t io n s s cr e e n a p p e a r s . ]

2 En t e r t h e it e m t o b e d e le t e d in t h e I t e m : fie ld , a n d p r e s s R E TUR N .

[ Th e it e m w ill b e d is p la y e d . ]

3 P r e s s t h e DE LETE SLK .

[ Th e it e m w ill b e d e le t e d fr o m t h e D ict io n a r y . ]

5-2 4 D i c t i o n a r y



C o n s t a n t s
P u r p o s e To a llo w cr e a t io n o f co n s t a n t s s u ch a s r a t io s a n d

o t h e r fixe d v a lu e s t o b e u s e d in cu s t o m r e p o r t s .
D e p e n d e n cie s Th e o n ly p la ce y o u ca n p u t a co n s t a n t

is t h e It e m fie ld o f a D a t a It e m Win d o w o f t h e
C u s t o m Re p o r t s s cr e e n p a in t e r .

C o n s t a n t s a r e it e m s w it h fixe d n u m e r ica l v a lu e s t h a t y o u ca n e n t e r in t o t he d a t a b a s e a n d u s e in
cu s t o m r e p o r t s . N o co n s t a n t s e xist in C M S w h e n it is fir s t in s t a ll e d . B y cr e a t in g co n s t a n t s , y o u
ca n u s e n u m b e r s w it h in r e p o r t s (e it h e r a s p a r t s o f fo r m u la s o r a s s t a n d - a lo n e n u m b e r s ) a n d , if
n e e d e d , q u ick ly ch a n g e t h e m in t h e D ict io n a r y r a t h e r t h a n ch a n g in g t h e m in C us t o m Re p o r t s
C r e a t io n .

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 -- CONSTANTS
1 Item:_______ ___________ __

2 Value: 0.000000___

3 Description: ___________ ____________ ___________ _______

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 5-6 T h e C o n s t an t s S cr e e n
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C onsta nts

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w 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

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e n a m e o f a co n s t a n t t h a t y o u w is h t o lo o k u p , a d d t o t h e d a t a b a s e , d e le t e , or
ch a n g e . Th e n a m e ca n h a v e u p t o 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 ,
u n d e r s co r e s , a n d h y p h e n s a r e o k a y ).

F ie ld 2 Va lu e

Th e n u m e r ica l v a lu e o f t h e co n s t a n t .

F ie ld 3 D e s cr ip t io n

A n o p t io n a l d e fin it io n o f t h e co n s t a n t .

A d d i n g a C o n s t a n t

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 [ ] C o n s t a n t s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C o n s t a n t s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld o f t h e b la n k C o n s t a n t s s cr e e n , e n t e r t h e n a m e o f t h e n e w
co n s t a n t y o u w a n t a d d e d t o t h e d a t a b a s e . U s e a s m a ll n u m b e r o f le t t e r s t o ma k e
t h e n a m e e a s y t o m a n ip u la t e .

3 En t e r t h e n u m e r ica l v a lu e o f t h e co n s t a n t in t h e V a l u e : fie ld . U s e a d e cim a l
p o in t if d e s ir e d a n d a n y d e s ir e d n u m b e r o f d e cim a l p la ce s .

4 En t e r a d e s cr ip t io n o f t h e co n s t a n t in t h e D e s c r i p t i o n : fie ld . It is
r e co m m e n d e d t h a t y o u lim it t h is d e s cr ip t io n t o 4 0 a lp h a n u m e r ic ch a r a ct e r s . Th is
s t e p is o p t io n a l.

5 P r e s s A DD .

[ Th e n e w co n s t a n t w ill b e a d d e d t o t h e d a t a b a s e . ]
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C onsta nts

C h a n g i n g a C o n s t a n t

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 [ ] C o n s t a n t s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C o n s t a n t s s cr e e n a p p e a r s . ]

2 En t e r t h e n a m e o f t h e co n s t a n t t o b e ch a n g e d in t h e I t e m : fie ld , a n d p r e s s
R E TUR N .

[ C M S w ill r e t u r n t h e d a t a o n t h e co n s t a n t t o t h e s cr e e n . ]

3 M a k e a n y d e s ir e d ch a n g e s t o t h e d is p la y e d d a t a b y o v e r t y p in g it .

4 P r e s s C HANG E .

[ Th e D ict io n a r y w ill b e u p d a t e d o n t h e it e m . ]

D e l e t i n g a C o n s t a n t

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 [ ] C o n s t a n t s o p t io n a n d p r e s s
R E TUR N .

[ Th e b la n k C o n s t a n t s s cr e e n a p p e a r s . ]

2 In t h e I t e m : fie ld o f t h e C o n s t a n t s s cr e e n , e n t e r t h e n a m e o f t h e co n s t a n t t o b e
d e le t e d .

3 P r e s s R E TUR N .

[ C M S w ill d is p la y t h e co n s t a n t ’ s d a t a . ]

4 P r e s s DE LETE .

[ Th e it e m w ill b e d e le t e d fr o m t h e D ict io n a r y . ]
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D a t a b a s e I t e m s
P u r p o s e O n - lin e d a t a b a s e - it e m t o d a t a b a s e - file

cr o s s - r e fe r e n ce ; u s e d in cu s t o m r e p o r t cr e a t io n .
L im it a t io n Th is w h o le s e ct io n o f t h e D ict io n a r y is r e a d o n ly .

D a t a b a s e it e m s a r e t h e ca t e g o r ie s o f in fo r m a t io n C M S u s e s t o co ll e ct , s t o r e , a n d r e t r ie v e A C D
d a t a . Th e y a r e t h e fu n d a m e n t a l e le m e n t s o f a ll s t a n d a r d r e p o r t s . A s s uch , t h e y ca n n o t b e
ch a n g e d . B u t y o u ca n lo o k t h e m u p in t h e D ict io n a r y a n d u s e t h e m in cr e a t in g cu st o m r e p o r t s .
Th e D a t a b a s e It e m s s cr e e n w ill g iv e a d e s cr ip t io n o f t h e it e m s a n d a lis t o f file s t h a t co n t a in
t h e m . Se e 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 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 fo r a lis t in g o f d a t a b a s e it e m s .

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 -- DATABASE ITEMS

1 Item: ACDCALLS_____ _______

2 Table: real-time hhour agent
real-time hhour split
historical hhour agent
historical daily agent
historical hhour split
historical daily split

3 Description: Total number of ACD calls_______ ________

Error and confirmation messages appear in this field.

KEYS SCREEN ITEM ITEM LOOKUP
HELP PRINT EXIT NEXT PREV ITEM

F i g u r e 5-7 D at ab as e Ite m S cr e e n
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D a taba se Items

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e d a t a b a s e it e m y o u w is h t o k n o w a b o u t .

F ie ld 2 Ta b le

Th e d a t a b a s e file s in w h ich t h e it e m a p p e a r s .

F ie ld 3 D e s cr ip t io n

D e s cr ip t io n o f t h e d a t a b a s e it e m .

S e a r c h i n g f o r a D a t a b a s e I t e 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 [ ] D a t a b a s e - I t e m s o p t io n in t h e
D ict io n a r y m e n u , a n d p r e s s R E TUR N .

[ Th e b la n k D a t a b a s e It e m s s cr e e n a p p e a r s . ]

2 En t e r t h e n a m e (o r u n iq u e , le a d in g p o r t io n o f t h e n a m e ) o f t h e it e m in t h e I t e m :
fie ld .

N O T E A ll d a t a b a s e it e m s a r e in a ll- ca p it a l le t t e r s : A C D TIM E, A C D C A L L S, e t c.

3 P r e s s R E TUR N .

[ Th e d a t a b a s e w ill b e s e a r ch e d fo r t h e it e m , a n d t h e s cr e e n w ill d is p la y t h e file s
w h e r e t h e it e m a p p e a r s a n d a d e fin it io n fo r t h a t it e m . ]

N O T E N o a d m in is t r a t io n is d o n e o n t h e d a t a b a s e it e m s . It e m s ca n n o t b e a d d e d , ch a n g e d , o r
d e le t e d , o n ly s e a r ch e d .
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S p l i t S y n o n y m s
P u r p o s e To cr e a t e cu s t o m iz e d n a m e s fo r s p lit s in y o u r C M S.

Y o u u s e t h e Sp lit 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 y o u r A C D sp lit s . Sp lit
s y n o n y m s a p p e a r w it h s p lit n u m b e r s o n r e p o r t s a n d m a k e t h e r e p o r t s e as ie r t o r e a d . Th e
n a m e s y o u u s e s h o u ld co n cr e t e ly r e fle ct t h e co n fig u r a t io n o f y o u r s p lit s a n d A CD (s ). F o r
e xa m p le , if y o u w a n t s p lit s in y o u r s y s t e m t o b e b r o k e n o u t b y ‘ ‘ Sa le s , ’ ’ ‘ ‘ C us t o m e r S v c, ’ ’ a n d
‘ ‘ W h o le s a le , ’ ’ ju s t a s s ig n t h o s e n a m e s t o t h e s p lit s t h a t h a n d le t h o s e a re a s o f t h e b u s in e s s .

N O T E In n a m in g t r u n k g r o u p s a n d s p lit s , y o u m a y w a n t t o b e co n s is t e n t w it h t h e cit y -o f-
o r ig in a n d q u e u e - o f- o r ig in n a m e s g iv e n t r u n k g r o u p s a n d s p lit s b y y o u r s w it ch
a d m in is t r a t o r (G e n e r ic 2 / Sy s t e m 8 5 / D IM EN S IO N P B X o n ly ).

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 -- SPLIT SYNONYMS

1 Item: magazine sales__________

2 Value: 22__

3 Description: Split 22 is magazine sales____________ ________

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 5-8 T h e S p l i t S y n o n y m s S cre e n

5-3 0 D i c t i o n a r y



S pl i t S ynonyms

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w 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

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e s y n o n y m (n a m e ) o f t h e s p lit y o u w a n t t o a d d , ch a n g e , o r d e le t e . Th e
s y n o n y m ca n h a v e u p t o 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 , u n d e r s co r e s , an d
h y p h e n s a r e o k a y ). O t h e r s p e cia l ch a r a ct e r s (‘ ‘ , &, e t c.) a r e n o t a ll o w e d.

F ie ld 2 Va lu e

Th e n u m b e r o f t h e s p lit t o w h ich t h e s y n o n y m w ill a p p ly .

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 s p lit (o p t io n a l).

A d d i n g a S p l i t 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 [ ] S p l i t - 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 S p lit 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 , e n t e r t h e s y n o n y m y o u w a n t fo r t h e s p lit . U s e 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 ll o w e d a n d co u n t e d ).

3 En t e r t h e n u m b e r o f t h e s p lit in t h e V a l u e : fie ld .

4 En t e r a d e s cr ip t io n in t h e D e s c r i p t i o n : fie ld . Th is is o p t io n a l.

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 .]
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S pl i t S ynonyms

C h a n g i n g a S p l i t 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 [ ] S p l i t - 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 S p lit 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 , e n t e r t h e s y n o n y m (o r a u n iq u e le a d in g p o r t io n o f 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 d is p la y t h e d a t a fo r t h e s y n o n y m . ]

4 En t e r in t h e d e s ir e d ch a n g e s o v e r t h e e xist in g d a t a , a n d p r e s s C HANG E .

[ Th e s y n o n y m w ill b e ch a n g e d . ]

D e l e t i n g a S p l i t 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 [ ] S p l i t - 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 S p lit 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 , e n t e r t h e s y n o n y m (o r u n iq u e , le a d in g p o r t io n o f t h e
s y n o n y m ) y o u w a n t 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 w ill
b e d is p la y e d .]

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 .]

5-3 2 D i c t i o n a r y



T r u n k G r o u p S y n o n y m s
P u r p o s e To cr e a t e cu s t o m iz e d n a m e s fo r t r u n k g r o u p s in y o u r C M S .

Y o u u s e t h e Tr u n k G r o u p Sy n o n y m s s cr e e n t o a s s ig n m e a n in g fu l s y n o n y m s (n a me s ) t o y o u r
A C D t r u n k g r o u p s . Th e s y n o n y m s w ill a p p e a r w it h t r u n k g r o u p n u m b e r s o n re p o r t s a n d m a k e
t h e r e p o r t s e a s ie r t o r e a d . A t r u n k g r o u p s y n o n y m ca n b e a p u b lis h e d p h on e n u m b e r , a
v a r ia t io n o f a n a s s o cia t e d s p lit n a m e , o r a n y o t h e r n a m e t h a t co n cr e t e ly r e fle ct s th e
co n fig u r a t io n o f y o u r t r u n k g r o u p s , s p lit s , a n d A C D (s ).

N O T E In n a m in g t r u n k g r o u p s a n d s p lit s , y o u m a y w a n t t o b e co n s is t e n t w it h t h e cit y -o f-
o r ig in a n d q u e u e - o f- o r ig in n a m e s g iv e n t r u n k g r o u p s b y y o u r s w it ch a d m in is t ra t o r
(G e n e r ic 2 / Sy s t e m 8 5 / D IM EN SIO N P B X o n ly ).

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 -- TRUNK GROUP SYNONYMS

1 Item_local 961-1234_____ ______

2 Value: 22__

3 Description: Trunk Group 22 is local line 961-1234_________

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 5-9 T h e T r u n k Gro u p S y n o n y m s S cre e n
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T r un k G r oup S ynonyms

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w 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

Re fe r t o C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r a r e v ie w o f S L K s .

D e fin it io n o f Fie ld s

F ie ld 1 It e m

Th e s y n o n y m (n a m e ) o f t h e t r u n k g r o u p y o u w a n t t o a d d , ch a n g e , o r d e le te .
Th e s y n o n y m ca n h a v e u p t o 2 0 a lp h a n u m e r ic ch a r a ct e r s (u n d e r s co r e s a n d
h y p h e n s a r e o k a y ). (N o b la n k s a r e a ll o w e d . )

F ie ld 2 Va lu e

Th e n u m b e r o f t h e t r u n k g r o u p t o w h ich t h e s y n o n y m w ill a p p ly .

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 t r u n k g r o u p (o p t io n a l).

A d d i n g a T r u n k G r o u p 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 [ ] T r u n k - G r o u p - 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 Tr u n k G r o u p 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 , e n t e r t h e s y n o n y m y o u w a n t fo r t h e t r u n k g r o u p . U s e 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 (n o b la n k s a ll o w e d ).

3 En t e r t h e n u m b e r o f t h e t r u n k g r o u p in t h e V a l u e : fie ld .

4 En t e r t h e d e s cr ip t io n in t h e D e s c r i p t i o n : fie ld . Y o u s h o u ld lim it y o u r
d e s cr ip t io n t o 4 0 a lp h a n u m e r ic ch a r a ct e r s .

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 .]
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T r un k G r oup S ynonyms

C h a n g i n g a T r u n k G r o u p 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 [ ] T r u n k - G r o u p - 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 Tr u n k G r o u p Sy n o n y m s s cr e e n a p p e a r s . ]

2 En t e r t h e s y n o n y m (o r u n iq u e , le a d in g p o r t io n o f 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 in t h e I t e m : fie ld .

3 P r e s s R E TUR N .

[ Th e d a t a b a s e 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 w ill
b e d is p la y e d .]

4 En t e r in t h e n e w s y n o n y m , t r u n k g r o u p n u m b e r , o r d e s cr ip t io n in t h e I t e m : ,
V a l u e : , o r D e s c r i p t i o n : fie ld s r e s p e ct iv e ly .

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 . ]

D e l e t i n g a T r u n k G r o u p 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 [ ] T r u n k - G r o u p - 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 Tr u n k G r o u p S y n o n y m s s cr e e n a p p e a r s . ]

2 En t e r t h e s y n o n y m (o r u n iq u e , le a d in g p o r t io n o f 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
in t h e I t e m : fie ld .

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
w ill b e d is p la y e d . ]

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 .]
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T r un k G r oup S ynonyms

N O T E S

5-3 6 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
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 a s k s s u ch a s :

M o v in g e xt e n s io n s a n d t r u n k g r o u p s t o d iffe r e n t s p lit s

Se t t in g a u t o m a t ic ca ll - h a n d lin g p a r a m e t e r s fo r s p lit s

Se t t in g p a r a m e t e r s w it h w h ich t o m o n it o r ca ll w a it t im e

Se t t in g u p a n d m o n it o r in g t h e m in u t e - b y - m in u t e t r a ce o f in d iv id u a l a g e n t a ct iv it y .

N O T E F o r a 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 1 , a S y s t e m 7 5 , a n d a C M S w it h
t h e Ve ct o r in g fe a t u r e , t h e Sp lit Tr u n k - G r o u p - A s s ig n m e n t s a n d t h e S p lit P a r a m et e r -
A d m in is t r a t io n s cr e e n s a r e n o t a v a ila b le .

C o n f i g u r a t i o n M e n u

Time Switch_N ame:Up System Management Call

CONFIGURATIO N

Split
[ ] Extension-Assign ments
[ ] Trunk-Group-Assi gnments
[ ] Parameter-Admini stration
[ ] Call-Profile-Adm inistration

[ ] 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
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S p l i t E x t e n s i o n A s s i g n m e n t s
P u r p o s e To p r o v id e lo a d b a la n cin g ca p a b ilit y fo r t h e C M S - m e a s u r e d

p o r t io n o f t h e A C D t h r o u g h e xt e n s io n r e a s s ig n m e n t .
D e p e n d e n cie s C M S m e a s u r e m e n t o f t h e a ffe ct e d e xt e n s io n s a n d s p lit s .

If y o u r s it e h a s 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 ), y o u s h o u ld
co o r d in a t e ch a n g e s w it h t h e C S M a d m in is t r a t o r .
Y o u n e e d w r it e p e r m is s io n fo r a ll a ffe ct e d s p lit s .

Ex t e n s io n s a r e o r ig in a ll y a s s ig n e d t o s p lit s a t t h e s w it ch . U s e t h is s cr e e n t o se a r ch fo r a n d v ie w
t h o s e e xt e n s io n a s s ig n m e n t s a n d t o r e a s s ig n e xt e n s io n s t o o t h e r s p lit s . Th is s cr e e n ca n a ls o b e
a q u ick r e fe r e n ce t o d e t e r m in e w h a t e xt e n s io n s a r e a v a ila b le in a s p lit , w h e t h e r th e y a r e s t a ffe d
b y a g e n t s , a n d w h ich a g e n t s a r e cu r r e n t ly lo g g e d in t o t h o s e e xt e n s io n s .

N O T E O n a G e n e r ic 2 / S y s t e m 8 5 s w it ch , e a ch s p lit is a s s ig n e d a s p lit s iz e , r e p r e s e n t ed b y
t h e m a xim u m n u m b e r o f e xt e n s io n s t h e s p lit ca n h a v e . O n ce t h e m a xim u m n u m b e r
o f e xt e n s io n s is a s s ig n e d t o a s p lit , a t t e m p t s t o r e a s s ig n a n a d d it io n a l e xt e ns io n t o t h a t
s p lit w ill b e r e je ct e d .

W it h a G e n e r ic 2 / S y s t e m 8 5 s w it ch , S p lit 0 is a d u m m y s p lit t o w h ich y o u ca n a s s ig n
e xt e n s io n s t h a t y o u d o n o t w a n t in a n y o f y o u r m e a s u r e d s p lit s . In a d d it io n , e xt e n s io n s t h a t
y o u a s s ig n t o u n m e a s u r e d s p lit s w ill a ls o b e a u t o m a t ica ll y a s s ig n e d t o S p lit 0 s o t h a t y o u ca n
k e e p t r a ck o f t h e m fo r fu t u r e r e a s s ig n m e n t s . Th is ca p a b ilit y is n o t a v a ila b le w it h Ge n e r ic
1 / S y s t e m 7 5 .

6-2 C o n f i g u r a t i o n



S pl i t E xten sion A ssig nme nts

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 -- SPLIT EXTENSION ASSIGNMENTS

1 Split: 5________________ ________

2 Extension Agent Name Extension Agent Name
1000 Quint Selby 1006 Unstaffed
1001 LaRue Jenkins 1007 Unstaffed
1002 Seb Liuzzo
1003 Ann Hunt
1004 Tyrone A. Tyrone
1005 Arigahto Gozahimahs

3 Extension(s) : ________________ ___________ ____________ ___________ ___
4 Destination: _________________ ___________ __

[page 1 of 1]
Error and confirmation messages appear in this field.

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

F i g u r e 6-2 T h e S p l i t E xt e n s i o n A s s i g n m e n t s S cr e e n

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 w h o s e e xt e n s io n s y o u a r e in t e r e s t e d in .

F ie ld 2 D a t a F ie ld s

Th e d is p la y a r e a fo r t h e e xt e n s io n n u m b e r s a s s ig n e d t o t h e s p lit a n d a g e n ts
cu r r e n t ly lo g g e d in a t t h e s p lit . Th e w o r d ‘ ‘ U n s t a ffe d ’ ’ w ill a p p e a r n e xt t o a n
e xt e n s io n if n o o n e is lo g g e d in t o it . Y o u ca n n o t e n t e r d a t a in t h e s e fie ld s .

F ie ld 3 Ex t e n s io n (s )

Ex t e n s io n s w h o s e s p lit a s s ig n m e n t s y o u w is h t o ch a n g e o r s e a r ch fo r .

F ie ld 4 D e s t in a t io n

Th e d e s ir e d n e w s p lit n u m b e r fo r t h e e xt e n s io n s in t h e E x t e n s i o n ( s ) :
fie ld .
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S pl i t E xten sion A ssig nme nts

V i e w i n g E x t e n s i o n 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 [ ] E x t e n s i o n -
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 .

[ Th e b la n k S p lit Exte n s io n A s s ig n m e n t s s cr e e n a p p e a r s . ]

2 In t h e S p l i t : fie ld , e n t e r t h e s y n o n y m o r n u m b e r o f t h e s p lit w h o s e e xt e n s io n s
y o u w is h t o v ie w .

3 P r e s s R E TUR N .

[ Th e e xt e n s io n s a s s ig n e d t o t h e s e le ct e d s p lit w ill b e s h o w n , a cco m p a n ie d b y n am e s
o f a g e n t s cu r r e n t ly lo g g e d in t o t h o s e e xt e n s io n s . ]

6-4 C o n f i g u r a t i o n



S pl i t E xten sion A ssig nme nts

R e a s s i g n i n g E x t e n s i o n s

N O T E If y o u a r e m o v in g e xt e n s io n s fo r t h e fir s t t im e , t h e o r ig in a l e xt e n s io n s a s s ig n e d a t t h e
s w it ch a r e d is p la y e d fo r a n y s p lit .

N O T E O n ly p o s it io n s t h a t a r e u n s t a ffe d ca n b e m o v e d v ia t h e Ext e n s io n A s s ig n m e n t s
p r o ce s s .

1 Re q u e s t t h a t a g e n t s a t e xt e n s io n s y o u w a n t t o m o v e lo g o ff t h e s y s t e m .

2 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 [ ] E x t e n s i o n -
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 .

[ Th e b la n k S p lit Exte n s io n A s s ig n m e n t s s cr e e n a p p e a r s . ]

3 In t h e S p l i t : fie ld , e n t e r t h e s p lit n u m b e r o r s y n o n y m o f t h e cu r r e n t lo ca t io n o f
t h e e xt e n s io n s .

4 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 s t o t h e s p lit w ill b e d is p la y e d . ]

B e s u r e t h a t w o r d ‘ ‘ U n s t a ffe d ’ ’ a p p e a r s in t h e a r e a n e xt t o e a ch
e xt e n s io n y o u w is h t o m o v e .

5 In t h e E x t e n s i o n ( s ) fie ld , e n t e r t h e n u m b e r s o f t h e e xt e n s io n s y o u w is h t o
m o v e . En t e r in d iv id u a l e xt e n s io n 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 ng e s
s e p a r a t e d b y h y p h e n s , o r co m b in a t io n s o f b o t h .

6 In t h e D e s t i n a t i o n : fie ld , e n t e r t h e n u m b e r o f t h e s p lit t o w h ich t h e
e xt e n s io n s w ill b e m o v e d .

7 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 m o v e w ill o ccu r im m e d ia t e ly . Th e s cr e e n w ill a ls o
d is p la y t h e d e s t in a t io n s p lit t o v e r ify t o w h a t e xt e n 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 , y o u w ill m o v e t o t h e S ch e d u le S u b s y s t e m w h e r e y o u
ca n s ch e d u le t h e m o v e a t a n o t h e r t im e . ]

8 If, a ft e r a ch a n g e , y o u w a n t t o v a lid a t e t h e o r ig in a l s p lit ’ s n e w co n fig u r a t io n , e n t e r
it s n u m b e r in t h e S p l i t fie ld a n d p r e s s R E TUR N .
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S pl i t E xten sion A ssig nme nts

R e a s o n s f o r a n U n s u c c e s s f u l E x t e n s i o n R e a s s i g n m e n t
If t h e m o v e a t t e m p t is u n s u cce s s fu l o r p a r t ia ll y u n s u cce s s fu l, t h e m e s s a g e s h o wn in t h 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 -- SPLIT EXTENSION ASSIGNMENTS
1Split: 5_(loans)

************ *********** ************ *********** ************ *********
* *
* These extensions were not moved. See reasons below. *
* *
* 1005** *
* *
* *
* *
* *
* * = not in displayed split; ** = staffed; *
* *** = switch rejected *
************ *********** ************ *********** ************ *********

3 Extension(s) :1001, 1004, 1005_____________ ____________ ___
4 Destination: 2________________ ___________ __ [Page 1 of 1]

2 of 3 requested extensions were moved to split 2

KEYS SCREEN LINE
HELP PRINT EXIT SEARCH COMMAND CHANGE

F i g u r e 6-3 A n U n s u cc e s s f u l E x t e n s i o n Re as s i g n m e n t S cre e n

In t h is ca s e , e xt e n s io n 1 0 0 5 w a s n o t s u cce s s fu lly m o v e d b e ca u s e a n a g e n t w a s lo g ge d in a t
t h a t e xt e n s io n w h e n t h e m o v e w a s a t t e m p t e d . Ex t e n s io n s 1 0 0 1 a n d 1 0 0 4 w er e s u cce s s fu lly
m o v e d . Re a s o n s fo r a n u n s u cce s s fu l m o v e a r e :

Eit h e r o n e o r b o t h s p lit s a r e n o t p a r t o f t h e A C D .

Eit h e r o n e o r b o t h s p lit s a r e n o t C M S m e a s u r e d .

Th e e xt e n s io n is n o t a m e m b e r o f t h e o ld s p lit .

Th e e xt e n s io n b e in g m o v e d is cu r r e n t ly a ct iv e (t h e p o s it io n m u s t b e u n s t a ffe d ).
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S pl i t E xten sion A ssig nme nts

Th e e xt e n s io n is t h e s u p e r v is o r ’ s e xt e n s io n (m e m b e r 0 ).

Y o u la ck w r it e p e r m is s io n fo r e it h e r t h e o r ig in a l s p lit , t h e d e s t in a t io n s p lit , or
b o t h .

N O T E O n ly G e n e r ic 2 a n d Sy s t e m 8 5 id e n t ifie s m e m b e r 0 a s t h e s p lit s u p e r v is o r
e xt e n s io n .

S e a r c h i n g f o r a n E x t e n s i o 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 S p l i t [ ] E x t e n s i o n -
A s s i g n m e n t s o p t io n in t h e C o n fig u r a t io n m e n u .

[ Th e b la n k Ex t e n s io n A s s ig n m e n t s s cr e e n a p p e a r s . ]

2 In t h e E x t e n s i o n ( s ) : fie ld , e n t e r t h e e xt e n s io n n u m b e r w h o s e a s s ig n m e n t y o u
a r e in t e r e s t e d in .

3 P r e s s S E AR C H .

[ Th e s p lit co n t a in in g t h e e xt e n s io n b e in g s o u g h t w ill b e d is p la y e d . ]

3 B C M S A d m i n i s t r a t i o n 6-7



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 To v ie w t r u n k g r o u p a s s ig n m e n t s a n d m o v e t r u n k g r o u p s .
D e p e n d e n cie s C M S m e a s u r e m e n t o f a ll a ffe ct e d s p lit s a n d t r u n k

g r o u p s ; w r it e p e r m is s io n fo r t h e a ffe ct e d s p lit s a n d t r u n k
g r o u p s . C h e ck w it h C S M a d m in is t r a t o r if C S M is p r e s e n t .
T h e T r u n k Gro u p A s s i g n m e n t p r o ce s s i s n o t av ai l ab l e
o n G e n e r i c 1 an d S y s t e m 75. S e e t h e 3B CM S V ect o rin g
A d m i n i st ra t ion ( 585- 215- 502) d o cu m e n t i f y o u h av e th e
3B C M S V e ct o r i n g f e at u r e.

L im it a t io n s

Tr u n k g r o u p s a r e o r ig in a lly a s s ig n e d t o s p lit s a t t h e s w it ch . 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 s plit s .

Sp lit 0 is a d u m m y s p lit t o w h ich y o u ca n a s s ig n t r u n k g r o u p s t h a t y o u d o n o t w a n t in a n y o f
y o u r m e a s u r e d s p lit s . In a d d it io n , t r u n k g r o u p s t h a t y o u a s s ig n t o u n m e a su r e d s p lit s w ill a ls o
b e a u t o m a t ica ll y a s s ig n e d t o S p lit 0 s o t h a t y o u ca n k e e p t r a ck o f t h e m fo r fu t u r e
r e a s s ig n m e n t s .

N O T E Sp lit — Tr u n k G r o u p a s s ig n m e n t is a v a ila b le o n ly o n t h e G e n e r ic 2 , S y s t e m 8 5 , a n d
D IM EN S IO N P B X . A ls o , it is n o t a v a ila b le fo r C M S w it h t h e Ve ct o r in g fe a t u r e .

6-8 C o n f i g u r a t i o n



T r un k G r oup A ssig nme nts

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 -- SPLIT TRUNK GROUP ASSIGNMENTS

1 Split:7_____ ___________ ___

Trunk Group Synonym
19 TG19_DID
18 TG18_Band5_In

2 121 TG121_Band5_In
122 TG122_Band4_In
178 TG178_Band8_In

3 Trunk Group(s):____ ___________ ___________ ____________ ___________
4 Destination: ___________ ____________ ___________ _ [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 6-4 T h e S p l i t T r u n k Gro u p A s s i g n m e n t s S cre e n

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 f t h e s p lit w h o s e t r u n k g r o u p a s s ig n m e n t s y o u a r e v ie w in g o r
ch a n g in g .

F ie ld 2 D a t a D is p la y fie ld

Th e lis t 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 s p lit . Y o u ca n n o t e n t e r d a t a in
t h is fie ld .

F ie ld 3 Tr u n k G r o u p

Th is fie ld is fo r n u m b e r s o f t r u n k g r o u p s — 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 .

F ie ld 4 D e s t in a t io n

Th e s p lit 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 .
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T r un k G r oup A ssig nme nts

V i e w i n g 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 S p l i t [ ] 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 .

[ Th e b la n k S p 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 p p e a r s . ]

2 In t h e S p l i t fie ld , e n t e r 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 w h o s e t r u n k g r o u p
a s s ig n m e n t s y o u a r e in t e r e s t e d in .

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 w ill b e d is p la y e d . ]

M o v i n g a T r u n k G r o u p

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 l i t [ ] 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 .

[ Th e b la n k S p 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 p p e a r s . ]

2 In t h e S p l i t fie ld , e n t e r 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 w h e r e t h e t r u n k
g r o u p cu r r e n t ly t e r m in a t e s .

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 s w ill b e d is p la y e d . ]

4 In t h e T r u n k G r o u p ( s ) : fie ld , e n t e r t h e n u m b e r 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 b e m o v e d . Th e e n t r y m a y b e 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 pa 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 nd r a n g e s .
Th is fie ld w ill n o t a cce p t s y n o n y m s .

5 In t h e D e s t i n a t i o n : fie ld , e n t e r t h e n u m b e r o f t h e n e w s p lit r e ce iv in g t h e
t r u n k g r o u p s .

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 m o v e w ill o ccu r im m e d ia t e ly . Th e s cr e e n w ill a ls o
d is p la y t h e d e s t in a t io n s p lit t o v e r ify t o w h a t e xt e n 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 , y o u w ill m o v e t o t h e S ch e d u le S u b s y s t e m w h e r e y o u
ca n s ch e d u le t h e m o v e a t a n o t h e r t im e . ]

6-1 0 C o n f i g u r a t i o n



T r un k G r oup A ssig nme nts

N O T E If y o u w a n t t o m o v e t r u n k g r o u p s fr o m m o r e t h a n o n e s p lit t o a s in g le d e s t in a tio n
s p lit , y o u ca n s k ip S t e p s 3 a n d 4 a n d , in t h e T r u n k G r o u p ( s ) : fie ld , e n t e r t h e
n u m b e r s o f a ll t h e t r u n k g r o u p s y o u w a n t t o m o v e t o a s in g le d e s t in a t io n .

R e a s o n s f o r a n U n s u c c e s s f u l T r u n k G r o u p
R e a s s i g n m e n t

If t h e m o v e is u n s u cce s s fu l, t h e s cr e e n w ill d is p la y a m e s s a g e lik e t h e o n e s h o w n b e lo w.

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- SPLIT TRUNK GROUP ASSIGNMENTS

Split: 1_____________
************ *********** ************ *********** ************ *********
* *
* These trunk groups were not moved. See reasons below. *
* *
* 19* *
* *
* * = trunk group not assigned ** = no permission to move *
* *** = switch rejected *
************ *********** ************ *********** ************ *********
3 Trunk Group(s):____ ___________ ___________ _________
4 Destination: ___________ ____________ ___________ _ [page 1 of 1]

Error and confirmation information appears on this line. "

KEYS SCREEN LINE
HELP PRINT SEARCH COMMAND CHANGE

F i g u r e 6-5 A n U n s u cc e s s f u l T r u n k Gro u p Re as s i g n m e n t S cr e e n
Th e fo llo w in g ca n ca u s e a m o v e t o fa il:

Th e t r u n k g r o u p is n o t ‘ ‘ m e a s u r e d ’ ’ a t t h e s w it ch .

O n e o f t h e a ffe ct e d s p lit s is n o t m e a s u r e d a t t h e s w it ch .

Th e u s e r d o e s n o t h a v e p e r m is s io n s fo r t h e t r u n k g r o u p , t h e o r ig in a l s p lit , o r th e
d e s t in a t io n s p lit .
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T r un k G r oup 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 t o S e e I t s S p l i t
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 S p l i t [ ] 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 .

[ Th e b la n k S p 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 p p e a r s . ]

2 W h e n t h e b la n k s cr e e n a p p e a r s , e n t e r t h e t r u n k g r o u p n u m b e r y o u a r e s ea r ch in g
fo r in t h e T r u n k G r o u p ( s ) : fie ld .

3 P r e s s S E AR C H .

[ Th e s p lit 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 w ill b e d is p la y e d if it is a
m e a s u r e d t r u n k g r o u p . ]

6-1 2 C o n f i g u r a t i o n



S p l i t P a r a m e t e r s
P u r p o s e Es t a b lis h , ch a n g e in t r a flo w p a t t e r n s ; a d m in is t e r r e co r d e d - a n n o un ce m e n t

d e la y .
D e p e n d e n cie s S w it ch a d m in is t r a t io n fo r Q u e u e D ir e ct o r y a n d P r io r it y Q u e u e D ir e ct o r y

n u m b e r s , if u s e d . W r it e p e r m is s io n fo r t h e s p lit s in v o lv e d .
T h i s s cr e e n i s n o t p r e s e n t i n a C M S at ta ch e d t o a G e n e r i c 1, S y s te m
75, o r CM S w i t h t h e V e ct o r i n g f e at u r e .

L im it a t io n s

U s e t h e S p lit P a r a m e t e r s s cr e e n t o co n t r o l i n t r af l o w (t h e fo r w a r d in g o f q u e u e d ca ll s fr o m a
s p lit t o a n o t h e r m e a s u r e d p o r t io n o f t h e A C D ) a n d s ch e d u le p r e r e co r d e d a nn o u n ce m e n t s fo r
ca ll s w a it in g in s p lit q u e u e s .

In t r a flo w h e lp s b a la n ce t h e w o r k lo a d d u r in g p e a k p e r io d s b y m o v in g ca lle r s t o s p lit s t ha t a r e
n o t a s b u s y . Y o u s e t u p in t r a flo w b y e n t e r in g fo r w a r d in g d e s t in a t io n (s ) a n d fo r w a r d in g
co n d it io n s o n t h e S p lit P a r a m e t e r s s cr e e n . Th e d e s t in a t io n o f ca ll s ca n b e :

A n o t h e r s p lit in t h e m e a s u r e d p o r t io n o f t h e A C D

A n o t h e r s p lit t h a t is n o t m e a s u r e d

Th e a t t e n d a n t o r C e n t r a liz e d A t t e n d a n t S e r v ice (C A S ) a t t e n d a n t

A n e xt e n s io n (m e a s u r e d o r u n m e a s u r e d ).

Y o u ca n s p e cify u p t o t h r e e fo r w a r d in g d e s t in a t io n s fo r e a ch s p lit . Th e n , w h en t h e A C D
fo r w a r d s a ca ll , it w ill t r y t o s e n d t h e ca ll t o t h e fir s t d e s t in a t io n y o u s p e cifie d . If t h at
d e s t in a t io n ca n n o t a cce p t t h e ca ll, t h e A C D w ill t r y t h e s e co n d d e s t in a t io n , t h e n th e t h ir d . If
t h e t h ir d d e s t in a t io n ca n n o t a cce p t t h e ca ll , t h e A C D w ill le a v e t h e ca ll in t h e o rig in a l s p lit ’ s
q u e u e . Th e r e fo r e , t h e la s t d e s t in a t io n s h o u ld b e a s p lit o r e xt e n s io n t h a t a cce p t s a ll ca ll s in t o it s
q u e u e .

Y o u e s t a b lis h fo r w a r d in g co n d it io n s fo r a s p lit b y s p e cify in g a n o u t f l o w t h r e s h o l d, o r t h e
n u m b e r o f q u e u e d ca ll s t h a t w ill t r ig g e r ca ll fo r w a r d in g . Fo r e xa m p le , if y o u s p e cify an o u t flo w
t h r e s h o ld o f 1 0 , t h e o ld e s t ca ll w a it in g in q u e u e w ill b e fo r w a r d e d w h e n t he n u m b e r o f ca ll s in
q u e u e r e a ch e s 1 0 .

Y o u ca n a ls o u s e t h e S p lit P a r a m e t e r s s cr e e n t o lim it t h e n u m b e r o f fo r w a r d e d ca ll s a s p lit w ill
a cce p t fr o m o t h e r s p lit s . Y o u e s t a b lis h t h a t lim it b y s p e cify in g a n i n f l o w t h r e s h o l d, o r t h e
n u m b e r o f q u e u e d ca ll s a b o v e w h ich fo r w a r d e d ca ll s w ill n o t b e a cce p t e d in t o t h e q u e u e . Fo r
e xa m p le , if y o u s p e cify a n in flo w t h r e s h o ld o f 9 , fo r w a r d e d ca ll s w ill n o t b e a cce pt e d b y t h e
s p lit w h e n t h e n u m b e r o f ca ll s in q u e u e m e e t s o r e xce e d s 9 . W h e n a d e s t in a t io n s p lit ’ s in flo w
t h r e s h o ld is m e t o r e xce e d e d , t h e A C D w ill t r y t o fo r w a r d ca lls t o t h e n e xt d e st in a t io n s p e cifie d
in t h e o r ig in a l s p lit ’ s in t r a flo w p a r a m e t e r s .

3 B C M S A d m i n i s t r a t i o n 6-1 3



S pl i t P a r a me ter s

Y o u m a y ch o o s e t o in t r a flo w al l ca ll s t o a n o t h e r d e s t in a t io n , in w h ich ca s e y o u d o n o t e n t e r a n
o u t flo w t h r e s h o ld fo r t h e s p lit . Th is u n co n d it io n a l t y p e o f in t r a flo w is m o s t u s e fu l a t t im e s
s u ch a s w e e k e n d s o r e v e n in g s w h e n n o o n e is s t a ffin g t h e s p lit . W h e n a ll o f a s p lit ’ s ca ll s a r e
in t r a flo w e d , t h e A C D t r ie s t o s e n d e a ch ca ll t o t h e fir s t d e s t in a t io n , t h e n t he s e co n d , a n d fin a ll y
t h e la s t — if y o u s p e cify m o r e t h a n o n e d e s t in a t io n .

H o w e v e r , u n lik e co n d it io n a l in t r a flo w , u n co n d it io n a l in t r a flo w r e q u ir e s t h a t t h e AC D
s u cce s s fu ll y fo r w a r d ca ll s — it ca n n o t le a v e ca ll s in t h e o r ig in a l s p lit ’ s q u e u e . If t h e
d e s t in a t io n is a n a t t e n d a n t o r s p lit q u e u e , t h e A C D w ill a lw a y s q u e u e a n u n co nd it io n a ll y
in t r a flo w e d ca ll t o t h a t d e s t in a t io n , r e g a r d le s s o f w h e t h e r t h e d e s t in a t io n h a s a n in flo w
t h r e s h o ld t h a t is b e in g e xce e d e d . A s a r e s u lt , e n t e r in g m o r e t h a n o n e sp lit a s a d e s t in a t io n is
in e ffe ct u a l b e ca u s e t h e fir s t d e s t in a t io n s p lit w ill a lw a y s a cce p t a ll ca ll s , a n d n o ca ll s w ill e v e r
r e a ch t h e s e co n d d e s t in a t io n s p lit . A ls o , a n a t t e n d a n t q u e u e o r a n o t h e r s plit s h o u ld a lw a y s b e
t h e la s t d e s t in a t io n fo r u n co n d it io n a l in t r a flo w , a n d e xt e n s io n d e s t in a t io n s t ha t d o n o t h a v e a
q u e u e s h o u ld p r e ce d e s p lit d e s t in a t io n s in t h e in t r a flo w s e q u e n ce .

Y o u r in t r a flo w p a r a m e t e r s ca n b e s ch e d u le d t o t a k e e ffe ct a t p r e d e t e r m in e d t im e s , s u ch a s
F r id a y a ft e r n o o n (fo r w e e k e n d t r a ffic) o r t h e b e g in n in g o f t h e e v e n in g s h ift . A t t im e s , y o u
m ig h t w a n t t o h a v e a ll ca ll s r o u t e t o a n a n s w e r in g m a ch in e , w h e r e ca ll e r s ca n le a v e m e s s a g e s .
Th is w o u ld b e p o s s ib le b y fo r w a r d in g t h e s p lit ’ s ca ll s t o a n e xt e n s io n t h a t h a d an a n s w e r in g
m a ch in e a t t a ch e d .

N O T E C M S in t r a flo w is n o t a v a ila b le in C M S a p p lica t io n s a t t a ch e d t o a G e n e r ic 1 o r S y s t e m
7 5 s w it ch . G e n e r ic 1 o r S y s t e m 7 5 in t r a flo w ca n b e a d m in is t e r e d fr o m t h e S y s t em
A d m in is t r a t io n Te r m in a l (S A T). A ls o , t h e S p lit P a r a m e t e r s s cr e e n is n o t a v a ila b le o n
C M S w it h t h e Ve ct o r in g fe a t u r e .
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S pl i t P a r a me ter 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 -- SPLIT PARAMETERS ADMINISTRATION
1 Split: 1________________ ____________ ______ Session: UP

2 Intraflow Call Forwarding: conditional
Destination 1: 3 split ____ 4 2___________ __
Destination 2: extension 4444______
Destination 3: extension 3444______

5 Inflow threshold: 6_
6 Outflow threshold: 20

7 Delay Time for Announcement 1: 25
8 Delay Time for Announcement 2: 45

9 Queue Directory No: 4445________ __
10 Priority Queue Directory No: 1234________

Error and confirmation messages appear in this field.

KEYS SCREEN LINE
HELP PRINT EXIT COMMAND CHANGE

F i g u r e 6-6 T h e S p l i t Pa r am e te r s S cr e e n

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 w h o s e p a r a m e t e r s y o u a r e v ie w in g o r
a d m in is t e r in g .

F ie ld 2 In t r a flo w C a ll Fo r w a r d in g

En t e r o f in t r a flo w in g . Va lid e n t r ie s in clu d e :

n o n e N o ca lls w ill b e fo r w a r d e d ; ca ll s w ill r e m a in in t h e q u e u e .

co n d i ti o n al C a ll s w ill b e fo r w a r d e d a cco r d in g t o o u t flo w t h r e s h o ld s .

al l A ll ca lls w ill b e fo r w a r d e d .
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F ie ld 3 D e s t in a t io n fie ld , fir s t p a r t

Th e t y p e o f r e ce iv in g p o in t y o u d e s ir e fo r t h e in t r a flo w e d ca ll s . En t e r o n e o f t h e
fo ll o w in g co d e s :

e e xt e n s io n

s s p lit

p p r io r it y s p lit

c C e n t r a liz e d A t t e n d a n t S e r v ice (C A S )

a a t t e n d a n t

u u n a s s ig n e d .

F ie ld 4 D e s t in a t io n fie ld , s e co n d p a r t

Th e n u m b e r o f t h e s p lit o r e xt e n s io n t o w h ich ca ll s a r e fo r w a r d e d .

N O T E If y o u s p e cify m o r e t h a n o n e d e s t in a t io n , t h e A C D w ill fir s t t r y t o
fo r w a r d e a ch ca ll t o D e s t in a t io n 1 . If t h e co n d it io n s a r e n o t m e t fo r a
s u cce s s fu l fo r w a r d in g (s u ch a s t h e in flo w t h r e s h o ld b e in g e xce e d e d a t
t h e d e s t in a t io n s p lit ), t h e in t r a flo w s o ft w a r e w ill a t t e m p t t o q u e u e t o
t h e s e co n d d e s t in a t io n , t h e n t h e t h ir d . If n o fo r w a r d in g co n d it io n s a r e
m e t , t h e ca ll r e m a in s q u e u e d t o t h e o r ig in a l s p lit .

F ie ld 5 In flo w t h r e s h o ld

A fie ld w h e r e r e ce ip t o f in t r a flo w e d ca lls is s p e cifie d fo r t h is s p lit . W h e n t h e
n u m b e r o f ca lls in t h is s p lit ’ s q u e u e is le s s t h a n o r e q u a l t o t h is n u m b e r ,
in t r a flo w e d ca ll s w ill b e a cce p t e d in t o t h is s p lit ’ s q u e u e .

F ie ld 6 O u t flo w t h r e s h o ld

A n o t h e r fie ld w h e r e co n d it io n a l in t r a flo w p a r a m e t e r s a r e s e t . W h e n t h e t y pe o f
fo r w a r d in g is ‘ ‘ co n d it io n a l’ ’ a n d t h e n u m b e r o f ca ll s in a s p lit ’ s q u e u e is g r ea t e r
t h a n o r e q u a l t o t h is n u m b e r , co n d it io n a l in t r a flo w w ill b e in e ffe ct fo r t h a t s p lit .
Th e in t r a flo w r o u t in e s w ill a t t e m p t t o in t r a flo w t h is s p lit ’ s ca ll s e ls e w h e r e u n d e r
t h e s e co n d it io n s .
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F ie ld s 7 a n d 8 D e la y Tim e fo r A n n o u n ce m e n t s 1 a n d 2

Th e d e la y e s t a b lis h e d fo r t h is s p lit b e fo r e a r e co r d e d a n n o u n ce m e n t is h e a r d b y
q u e u e d ca ll e r s .

F ie ld 9 Q u e u e D ir e ct o r y N u m b e r

Th e m a in a s s o cia t e d e xt e n s io n n u m b e r o f t h e s p lit . A s s ig n e d d u r in g TRA C S
(Tr a n s la t io n s Re co v e r y , A d d it io n s , C o n v e r s io n s S y s t e m ) im p le m e n t a t io n in
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 . P a r t icu la r ly
u s e fu l in fo r w a r d in g in t e r n a l ca lls t o a n A C D s p lit . Y o u ca n n o t e n t e r d a t a in to
t h is fie ld .

F ie ld 1 0 P r io r it y Q u e u e D ir e ct o r y N u m b e r (o p t io n a l fie ld )

Th e p r io r it y a s s o cia t e d e xt e n s io n fo r t h is s p lit (d ia lin g it g iv e s t h e ca ll e r p r io r it y
in t h e q u e u e o v e r ca lls t o t h e m a in s p lit n u m b e r ). Y o u ca n n o t e n t e r d a t a in t o
t h is fie ld .

C h a n g i n g t h e I n t r a f l o w P a r a m e t e r s
Th e p r o ce d u r e fo r ch an g in g a s p lit p a r a m e t e r a ls o a p p lie s t o cr e a t in g n e w o n e s e it h e r a t t h e s t a r t
u p o f y o u r C M S a d m in is t r a t io n o r a ft e r , fo r e xa m p le , a d d in g a n e w s p lit t o t h e AC D .

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 l i t [ ] P a r a m e t e r -
A d m i n i s t r a t i o n o p t io n a n d p r e s s R E TUR N .

[ A b la n k S p lit P a r a m e t e r s s cr e e n a p p e a r s . ]

2 En t e r t h e n u m b e r o r s y n o n y m o f a s p lit in t h e S p l i t : fie ld , a n d p r e s s R E TUR N .

[ Th e s p lit ’ s d a t a a p p e a r s . ]

3 In t h e I n t r a f l o w C a l l F o r w a r d i n g : fie ld , s p e cify t h e t y p e o f in t r a flo w t o
b e u s e d b y t h is s p lit — co n d it io n a l, a ll , o r n o n e .
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4 F ill in t h e D e s t i n a t i o n fie ld s (fie ld s 3 a n d 4 ) fo r e a ch d e s t in a t io n y o u a r e
a d m in is t e r in g a cco r d in g t o t h e fo ll o w in g ch a r t . Th r e e s u cce s s iv e d e s t in a t io n s a re
p o s s ib le fo r a n in t r a flo w e d ca ll . A ls o , y o u ca n e n t e r t h e d e s t in a t io n s e v e n if y o u
s p e cifie d ‘ ‘ n o n e ’ ’ in S t e p 3 . Th e n , w h e n n e ce s s a r y y o u ca n t u r n o n in t r a flo w
w it h o u t h a v in g t o e n t e r t h e d e s t in a t io n s e a ch t im e .

IF Y O U P LAC E TH IS IN TH E 1 S T
D EST IN A TIO N FIE L D (3 ). . .

Y O U R 2 N D D EST IN A TIO N FIEL D
(4 ) EN TRY WILL B E . . .

A v a lid e xt e n s io n n u m b e r in y o u r
s w it ch s y s t e m .

e fo r e xt e n s io n

A m e a s u r e d s p lit n u m b e r o r
s y n o n y m .

s fo r s p lit

A m e a s u r e d s p lit n u m b e r o r
s y n o n y m t h a t h a s a P r io r it y Q u e u e
D ir e ct o r y N u m b e r (P Q D N ). In t h is
ca s e , in t r a flo w e d ca lls w ill g e t
p r io r it y o v e r o t h e r ca lls q u e u e d t o
t h is s p lit .

p fo r p r io r it y s p lit

c fo r C A S (C e n t r a liz e d A t t e n d a n t
Se r v ice ) a t t e n d a n t

B la n k .

a fo r a t t e n d a n t B la n k .
u fo r u n a s s ig n e d B la n k .

N O T E D o n o t s p e cify a s p lit , p r io r it y s p lit , a t t e n d a n t , o r C A S a t t e n d a n t a s t h e
d e s t in a t io n o f u n co n d it io n a ll y in t r a flo w e d ca ll s , ex cep t as t h e last
dest i n a t i o n . U s e e xt e n s io n s fo r a ll b u t t h e la s t d e s t in a t io n (t h e fir s t t w o if
t h e t o t a l is t h r e e , t h e fir s t if t h e t o t a l is t w o d e s t in a t io n s ). M o r e
in fo r m a t io n o n t h is s u b je ct is a v a ila b le in A p p e n d ix C , ‘ ‘ A C D B a s ics , ’ ’ t h e
s e ct io n o n ‘ ‘ In t e r flo w a n d In t r a flo w . ’ ’

5 In t h e I n f l o w t h r e s h o l d a n d O u t f l o w t h r e s h o l d fie ld s , e n t e r t h e
in flo w a n d o u t flo w t h r e s h o ld s fo r t h e o r ig in a l s p lit . Th e r a n g e s a r e 0 t h r o u g h 9-8
fo r in flo w , 1 t h r o u g h 9 9 fo r o u t flo w . A s p lit ’ s o u t flo w m u s t a lw a y s e xce e d in flo w .
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6 P r e s s C HANG E o r C O MMA ND LI NE .

C HANG E s e n d s t h e in fo r m a t io n t o t h e s w it ch im m e d ia t e ly , a n d ca ll s w ill s t a r t
in t r a flo w in g im m e d ia t e ly . C a ll s p rev i o u sl y in q u e u e w h e n t h e C HANG E SLK is
p r e s s e d w i l l b e p r o ce s s e d b y t h e in t r a flo w . Th a t is , if t h e in t r a flo w is a n ‘ ‘ a ll ’ ’
t y p e , a ll ca ll s t h a t w e r e p r e v io u s ly in t h e q u e u e w ill m o v e . If t h e in t r a flo w is a
co n d it io n a l t y p e , p r e v io u s ly - q u e u e d ca ll s a b o v e t h e o u t flo w t h r e s h o ld w ill m o ve .
O f co u r s e , a ll n e w ly - a r r iv in g ca lls w ill a ls o b e p r o ce s s e d b y t h e in t r a flo w .

C O MMA ND LI NE cr e a t e s a co m m a n d lin e t h a t ca n b e s ch e d u le d . Th is fo r ce s t h e
in t r a flo w in g t o b e g in w h e n y o u s ch e d u le t h e co m m a n d (s e e C h a p t e r 7 ,
‘ ‘ Sch e d u le ’ ’ ). Th e s a m e r u le a p p lie s t o s ch e d u le d ch a n g e s t h a t a p p lie s t o im m e d ia t e
ch a n g e s . P r e v io u s ly q u e u e d ca lls a r e m o v e d a cco r d in g t o t h e s p e cifica t io n s y o u s e t ,
a t t h e m o m e n t t h e s ch e d u le d ch a n g e t a k e s p la ce .

C h a n g i n g t h e D e l a y T i m e f o r a n A n n o u n c e 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 S p l i t [ ] P a r a m e t e r s -
A d m i n i s t r 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 S p lit P a r a m e t e r s s cr e e n a p p e a r s . ]

2 En t e r t h e n u m b e r o r s y n o n y m o f a s p lit in t h e S p l i t : fie ld , a n d p r e s s R E TUR N .

[ Th e p a r a m e t e r s fo r t h e s p lit a p p e a r . ]

3 C h a n g e t h e a n n o u n ce m e n t d e la y t im e s b y o v e r t y p in g t h e e xist in g t im e s in t h e
D e l a y T i m e f o r A n n o u n c e m e n t s 1 a n d 2 fie ld s w it h t h e n u m b e r o f
s e co n d s y o u d e s ir e fo r d e la y .

4 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 ch a n g e w ill o ccu r im m e d ia t e ly . ]

[ If y o u p r e s s C O MMA ND LI NE , y o u w ill m o v e t o t h e S ch e d u le S u b s y s t e m w h e r e y o u
ca n s ch e d u le t h e ch a n g e a t a n o t h e r t im e .]

N O T E B e ca u s e a n n o u n ce m e n t s p la y o n ly fr o m t h e b e g in n in g , t h e le n g t h o f a n
a n n o u n ce m e n t , a s w e ll a s y o u r s p e cifie d d e la y p e r io d , m a y p a s s b e fo r e t h e ca ll e r
a ct u a lly h e a r s t h e a n n o u n ce m e n t . Fo r e xa m p le , if t h e a n n o u n ce m e n t la s t s 1 0 s e co n d s
a n d y o u h a v e s p e cifie d a 2 0 - s e co n d d e la y , t h e ca ll e r m a y w a it u p t o 3 0 s e co n ds b e fo r e
h e a r in g t h e a n n o u n ce m e n t .
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C a l l P r o f i l e P a r a m e t e r s
P u r p o s e To a llo w a d m in is t r a t io n o f C a ll P r o file r e p o r t p a r a m e t e r s .
D e p e n d e n cie s W r it e p e r m is s io n fo r t h e s p lit in q u e s t io n .

O n t h e C a ll P r o file r e p o r t s (b o t h r e a l- t im e a n d h is t o r ica l), t e n t im e in t e r v a ls o f un ifo r m le n g t h
(fr o m 1 t o 1 8 0 s e co n d s ) fo r m a co n t in u u m o f p r o g r e s s iv e ly g r e a t e r w a it t im e . Th e C a ll P r o file
r e p o r t s d is p la y t h e n u m b e r o f ca lls t o a s p lit t h a t w e r e e it h e r a n s w e r e d o r ab a n d o n e d w it h in
e a ch o f t h e s e t im e in t e r v a ls . Th is in fo r m a t io n in d ica t e s h o w lo n g ca ll e r s w ill w a it t o b e
a n s w e r e d b e fo r e h a n g in g u p a n d w h a t a n s w e r in g s p e e d is r e q u ir e d t o r e d u ce a b a n d o n e d ca ll s .

Y o u u s e t h e C a ll P r o file P a r a m e t e r s s cr e e n t o d e fin e t h e le n g t h o f ca ll p r o file t im e in t e r v a ls .
Y o u a ls o u s e t h e C a ll P r o file P a r a m e t e r s s cr e e n t o d e fin e t h e a cce p t a b le t im e lim it (s e r v ice le v e l
o b je ct iv e ), w it h in w h ich ca ll s s h o u ld b e a n s w e r e d . Th is s e r v ice le v e l o b je ct iv e is d is p la y e d on
b o t h C a ll P r o file r e p o r t s . O n t h e r e a l- t im e C a ll P r o file r e p o r t , t h e p e r ce n t a g e o f ca ll s t h a t a r e
a ct u a lly a n s w e r e d w it h in t h e s e r v ice le v e l a r e a ls o d is p la y e d .

N O T E W it h in a n y h a lf- h o u r in t e r v a l o f t h e d a y , if y o u ch a n g e t h e le n g t h o f t h e ca ll p r o file
t im e in t e r v a ls , C M S w ill d e le t e ca ll p r o file d a t a a lr e a d y co lle ct e d fo r t h a t h a lf- h o ur
a n d w ill k e e p o n ly ca ll p r o file d a t a t h a t o ccu r s in t h a t h a lf- h o u r a ft e r t h e ch a n g e.
Th u s , t h e r e a l- t im e C a ll P r o file r e p o r t m a y h a v e in co m p le t e d a t a a ft e r a ch a n g e.

A ls o , if y o u ch a n g e t h e t im e in t e r v a ls a ft e r a lo t o f d a t a h a s a lr e a d y b e e n co lle ct ed fo r
t h e d a y , d a t a o n t h e D a ily C a ll P r o file r e p o r t w ill b e m is le a d in g , b e ca u s e C M S t r ie s t o
co m b in e t h e ca ll p r o file d a t a g a t h e r e d b o t h b e fo r e a n d a ft e r t h e ch a n g e in t o a sin g le
d a ily r e co r d o f ca ll p r o file d a t a . A s a r e s u lt , s o m e d a t a is in co r r e ct ly p la ce d in t he
w r o n g t im e in t e r v a l.

To a v o id m is le a d in g d a ily ca ll p r o file d a t a , y o u s h o u ld ch a n g e t im e in t e r v a ls e a r ly in
t h e d a y , p r e fe r a b ly b e fo r e a g e n t s b e g in s t a ffin g s p lit s a n d b e fo r e a n y s u b s t an t iv e d a t a
h a s b e e n g a t h e r e d .
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C a l l P rof i l e P a r a me ter 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 -- SPLIT CALL PROFILE PARAMETERS

1 Split: 1 (Order Entry)__________ ___

2 Acceptable Service Level: 30_
3 Service Interval Size: 10

Error and confirmation messages appear in this field.

KEYS SCREEN ITEM ITEM LINE
HELP PRINT EXIT NEXT PREV COMMAND CHANGE

F i g u r e 6-7 T h e C al l Pro f i l e Param 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 Sp lit

Th e s p lit n u m b e r o r s y n o n y m o f t h e s p lit w h o s e C a ll P r o file p a r a m e t e r s y o u a r e
a d m in is t e r in g .

F ie ld 2 A cce p t a b le Se r v ice Le v e l

Th e a cce p t a b le n u m b e r o f s e co n d s b e fo r e a n A C D ca ll is a n s w e r e d . Th e C a ll
P r o file r e p o r t s in d ica t e t h e p e r ce n t a g e o f ca ll s w it h in t h is s e r v ice le v e l.

D e f au l t: 2 0 s e co n d s

F ie ld 3 Se r v ice In t e r v a l S iz e

Th e s iz e o f t h e ‘ ‘ w in d o w s ’ ’ u s e d in t h e C a ll P r o file r e p o r t s t o cr e a t e t im e - o f-
a b a n d o n m e n t a n d t im e - o f- a n s w e r p r o file s fo r s p lit s . Th e r a n g e o f w in d o w s iz e is
1 t h r o u g h 1 8 0 s e co n d s . Th e C a ll P r o file r e p o r t s d is p la y t e n e q u a l w in d o w s o f
t h e in t e r v a l s iz e t h a t y o u s p e cify in t h is fie ld .

D e f au l t: 5 s e co n d s fo r e a ch in t e r v a l (e . g . , 5 , 1 0 , 1 5 , 2 0 , e t c. )
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C a l l P rof i l e P a r a me ter s

C h a n g i n g t h e C a l l P r o f i l e I n t e r v a l

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 l i t [ ] C a l l - P r o f i l e -
A d m i n i s t r 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 C a ll P r o file A d m in is t r a t io n s cr e e n a p p e a r s . ]

2 En t e r 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 w h o s e ca ll p r o file p a r a m e t e r s y o u a r e
in t e r e s t e d in .

3 P r e s s R E TUR N .

[ Th e cu r r e n t p a r a m e t e r s fo r t h is s p lit w ill d is p la y in t h e A c c e p t a b l e S e r v i c e
L e v e l a n d S e r v i c e I n t e r v a l S i z e fie ld s .]

4 In t h e S e r v i c e I n t e r v a l S i z e : fie ld , e n t e r t h e s iz e o f in t e r v a l t h a t w ill b e
u s e d in t h e C a ll P r o file r e p o r t s .

5 P r e s s e it h e r C HANG E o r C O MMA ND LI NE .

[ If y o u p r e s s C HANG E , y o u w ill g e t a m e s s a g e lik e t h e fo llo w in g s cr e e n :]

Time Switch_N ame:Up System Management Call

CONFIGURATIO N -- SPLIT CALL PROFILE PARAMETERS

1 Split: Order Entry_______ _______

2 Acceptable Service Level: 30_
3 Service Interval Size: 10

Call Profile data may be lost! Continue with change? _

Error and confirmation messages appear in this field.

KEYS SCREEN ITEM ITEM LINE
HELP PRINT EXIT NEXT PREV COMMAND CHANGE

F i g u r e 6-8 Ch an g i n g a Ca l l Pr o f i l e In t e r v al S cre e n
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C a l l P rof i l e P a r a me ter s

Th is m e s s a g e (Figu r e 6 - 8 ) m e a n s t h a t , if y o u e n t e r y (y e s ), t h e cu r r e n t h a lf- h o u r ’ s
d a t a fo r t h e C a ll P r o file r e a l- t im e r e p o r t w ill b e d is ca r d e d t o a ll o w fo r t h e
a ccu m u la t io n o f d a t a fo r t h e n e w in t e r v a ls .

If y o u p r e s s t h e C O MMA ND LI NE , y o u w ill cr e a t e a co m m a n d lin e fo r t h e p a r a m e t e r s
y o u h a v e e n t e r e d a n d b e p la ce d in t h e S ch e d u le S u b s y s t e m , w h e r e y o u ca n
s ch e d u le t h e ch a n g e . Y o u ca n m in im iz e t h e lo s s o f cu r r e n t - h a lf- h o u r d a t a b y
s ch e d u lin g C a ll P r o file P a r a m e t e r s ch a n g e s fo r la t e a t n ig h t o r a t o t h e r s lo w t im e s .

Th e NE X T I TEM a n d P R E V I TEM k e y s r e fe r t o t h e n u m e r ica l s e q u e n ce o f s p lit s . So , if
y o u e n t e r a n y s p lit n u m b e r o r s y n o n y m in t h e S p l i t : fie ld , a n d p r e s s R E TUR N ,
y o u ca n t h e n m o v e t o a n y o t h e r s p lit fr o m t h a t p o in t .

C h a n g i n g t h e S e r v i c e L e v e l

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 l i t [ ] C a l l - P r o f i l e -
A d m i n i s t r 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 C a ll P r o file A d m in is t r a t io n s cr e e n a p p e a r s . ]

2 En t e r 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 o f w h o s e ca ll p r o file p a r a m e t e r s y o u a r e
in t e r e s t e d in .

3 P r e s s R E TUR N .

[ Th e cu r r e n t p a r a m e t e r s fo r t h is s p lit w ill d is p la y in t h e A c c e p t a b l e S e r v i c e
L e v e l : a n d S e r v i c e I n t e r v a l S i z e : fie ld s .]

4 In t h e A c c e p t a b l e S e r v i c e L e v e l fie ld , e n t e r t h e n u m b e r o f s e co n d s y o u
w a n t fo r s e r v ice le v e l r e p o r t in g in C a ll P r o file r e p o r t s .

5 P r e s s e it h e r 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 s cr e e n w ill a s k y o u if y o u r e a lly w a n t t h e ch a n g e . Ty p in g
y (y e s ) ca u s e s t h e ch a n g e t o t a k e e ffe ct im m e d ia t e ly . ]

[ P r e s s in g C O MMA ND LI NE p la ce s y o u in t h e S ch e d u le S u b s y s t e m w h e r e y o u ca n
s ch e d u le t h e ch a n g e . ]
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A g e n t T r a c e
P u r p o s e To a ct iv a t e a t r a ce in co m p u t e r s t o r a g e o f a n a g e n t ’ s

a ct iv it ie s , a n d t o o r d e r A g e n t Tr a ce r e p o r t s
D e p e n d e n cie s C M S m e a s u r e m e n t s o f t h e e xt e n s io n s u s e d b y t r a ce d a g e n ts .
L im it a t io n L im it t h e a ct iv e t r a ce s t o 2 5 a g e n t s p e r A C D .

U s e t h e A g e n t Tr a ce s cr e e n t o r e co r d s w it ch d a t a o n a g e n t s a n d p r o d u ce a lo g -lik e r e p o r t o f
e v e r y a ct io n t a k e n b y t h e a g e n t . It in clu d e s a ll s t a t e ch a n g e s b y t h e a g e n t fo r t h e p e r io d
co v e r e d .

Th e A g e n t Tr a ce r e p o r t d iffe r s fr o m t h e A g e n t r e p o r t s . W h ile t h e A g e n t r e p o r ts t a ll y t o t a ls fo r
v a r io u s a ct iv it ie s w it h in a s p e cifie d t im e p e r io d , t h e A g e n t Tr a ce r e p o r t s im p ly lis t s ea ch a ct iv it y
a n d t h e t im e it o ccu r r e d . Y o u ca n u s e t h is in fo r m a t io n t o e v a lu a t e h o w w e ll a ge n t s a r e u s in g
t h e ir t im e .

A m a xim u m o f 2 5 a g e n t s m a y b e a ct iv e in t h e t r a ce s y s t e m a t a n y o n e t im e . Als o , b e ca u s e
a g e n t t r a ce r e co r d s a r e k e p t o n t h e d is k e v e n a ft e r t h e t r a ce is s t o p p e d , y ou s h o u ld p e r io d ica lly
r e m o v e t r a ce r e co r d s n o lo n g e r n e e d e d .

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 -- AGENT TRACE

1 Logid Name Status
5001 Ella Maxwell saved on disk
5002 Dean Foster saved on disk
5003 Phil Jones saved on disk
5900 Dick Johnson saved on disk and trace is active
5901 Alice Slater saved on disk and trace is active

Page 1
2 Agent(s):___ ___________ ____________ ___________ ___________

Error and confirmation messages appear in this field.

KEYS KEYS PAGE PAGE
HELP MORE EXIT NEXT PREV DELETE STOP START

F i g u r e 6-9 A g e n t T r ace S cre e n
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A gent T r a c e

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w s :

K E Y S P A G E P A G E L I N E S C R E E N
H E L P S E A R C H E X I T N E X T P R E V R E P O R T C O M M A N D P R I N T

D e fin it io n o f Fie ld s

F ie ld 1 D a t a D is p la y

Th e a g e n t lo g in ID s a n d n a m e s fo r t h o s e a g e n t s y o u a r e t r a cin g a r e d is p la y e d
h e r e . Y o u ca n n o t e n t e r d a t a in t h is fie ld .

F ie ld 2 A g e n t (s )

Th e a g e n t lo g in ID s fo r t h o s e a g e n t s y o u w a n t t o s t a r t a t r a ce o n , s t o p a t ra ce o n ,
o r o r d e r a r e p o r t o n a r e e n t e r e d h e r e .

S t a r t i n g a n A g e n t T r a c e

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 [ ] A g e n t - T r a c e o p t io n a n d
p r e s s R E TUR N .

[ Th e lis t o f a g e n t s in t h e t r a ce s y s t e m is d is p la y e d . ]

Y o u ca n u s e t h e P R E V P A G E a n d NE X T P A G E k e y s t o s cr o ll t h r o u g h a
m u lt ip a g e b lo ck o f a g e n t s , if t h a t m a n y a r e d is p la y e d .

2 To s e e if t h e a g e n t y o u w a n t t o a d d is cu r r e n t ly in t h e t r a ce s y s t e m , e n t e r t h e
a g e n t ’ s lo g in ID , a n d p r e s s MO R E K E Y S a n d S E AR C H .

[ Th e a g e n t ’ s ID a n d n a m e w ill b e fo u n d in t h e t r a ce s y s t e m , if it is p r e s e n t . ]

3 P r e s s E X I T t o r e t u r n t o t h e fir s t t ie r o f s cr e e n - la b e le d k e y s .

4 To a d d a n a g e n t w h o is n o t b e in g t r a ce d , e n t e r t h e ID in t h e A g e n t ( s ) : fie ld .
Th is fie ld a cce p t s in d iv id u a l ID n u m b e r s o r r a n g e s s e p a r a t e d b y a h y p h e n . N o
a g e n t n a m e s m a y b e u s e d in t h is fie ld .
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A gent T r a c e

5 P r e s s S TAR T o r C O MMA ND LI NE .

[ If y o u p r e s s S TAR T , y o u w ill s t a r t a t r a ce o n t h is a g e n t . ]

[ If y o u p r e s s C O MMA ND LI NE , a n e w lin e o f t e xt w ill a p p e a r a b o v e t h e A g e n t ( s ) :
fie ld : P r e s s k e y t o b e s c h e d u l e d : [ S T A R T ] , [ S T O P ] o r
[ M O R E K E Y S - R E P O R T ] .

P r e s s t h e S TAR T SLK a n d y o u w ill b e p la ce d in t h e Sch e d u le s y s t e m .

S t o p p i n g a n A g e n t T r a c e

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 [ ] A g e n t - T r a c e o p t io n a n d
p r e s s R E TUR N .

[ Th e A g e n t Tr a ce s cr e e n a p p e a r s . ]

2 In t h e A g e n t ( s ) : fie ld , e n t e r t h e ID o f t h e a g e n t y o u w is h t o s t o p t r a cin g .

3 P r e s s S TO P o r C O MMA ND LI NE .

[ If y o u p r e s s S TO P , t h e t r a ce o f t h e a g e n t w ill s t o p . ]

[ If y o u p r e s s C O MMA ND LI NE , y o u w ill b e p r o m p t e d fo r t h e S TO P SLK , a n d t h e n b e
p la ce d in t h e Sch e d u le S u b s y s t e m . ]

D e l e t i n g A g e n t R e c o r d s F r o m D i s k

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 [ ] A g e n t - T r a c e o p t io n a n d
p r e s s R E TUR N .

[ Th e A g e n t Tr a ce s cr e e n a p p e a r s . ]

2 En t e r t h e ID o f t h e a g e n t w h o s e r e co r d y o u w is h t o d e le t e in t h e A g e n t ( s ) :
fie ld .

3 P r e s s DE LETE .

[ Th e a g e n t ’ s r e co r d w ill b e d e le t e d fr o m t h e d is k . ]
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A gent T r a c e

O r d e r i n g a n A g e n t T r a c e R e p o r 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 [ ] A g e n t - T r a c e o p t io n a n d
p r e s s R E TUR N .

[ Th e A g e n t Tr a ce s cr e e n a p p e a r s . ]

2 En t e r t h e ID o f t h e a g e n t o n w h o m y o u d e s ir e a r e p o r t in t h e A g e n t ( s ) : fie ld .

3 P r e s s MO R E K E Y S a n d R E P O R T , o r p r e s s C O MMA ND LI NE .

[ If y o u p r e s s R E P O R T , t h e r e p o r t w ill b e s t a r t e d in t h e b a ck g r o u n d . ]

[ If y o u p r e s s C O MMA ND LI NE , y o u w ill b e p r o m p t e d t o p r e s s t h e R E P O R T SLK .
H a v in g d o n e t h a t , y o u w ill m o v e t o t h e Sch e d u le S u b s y s t e m w h e r e y o u ca n p la ce
t h e r e p o r t in t o t h e s ch e d u le . ]

S a m p l e A g e n t T r a c e R e p o r t

Time Switch_N ame:Up System Management Call

08/23/88
AGENT TRACE REPORT FOR LOGIN ID 15002: DEAN FOSTER

DATE TIME EXTENSION ACTIVITY

08/23/88 08:14:45 0 Start-of-Tra ce
08/23/88 08:14:56 4456 on ACD call
08/23/88 08:15:57 4456 available
08/23/88 08:23:23 4456 logoff
08/23/88 08:45:01 4457 login, split #2
08/23/88 08:45:45 4457 available:
08/23/88 08:45:34 4457 on ACD call
08/23/88 08:53:45 4457 after call work

KEYS PAGE PAGE LINE SCREEN
HELP SEARCH EXIT NEXT PREV REPORT COMMAND PRINT

F i g u r e 6-1 0 E x am p l e o f an A g e n t T r ace Re p o r t

Th e d a t e a n d t im e a r e t h e m o m e n t t h e a ct iv it y o ccu r r e d . Th e e xt e n s io n is t h e e xt e n s io n t h e
a g e n t is lo g g e d in t o . N o t e t h a t t h e t r a ce ca n fo ll o w a n a g e n t t o m o r e t h a n on e e xt e n s io n .
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A gent T r a c e

S e a r c h i n g f o r A g e n t T r a c e R e c o r d 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 [ ] A g e n t - T r a c e o p t io n a n d
p r e s s R E TUR N .

[ Th e A g e n t Tr a ce s cr e e n a p p e a r s . ]

2 En t e r t h e lo g in ID o f t h e a g e n t in t h e A g e n t ( s ) : fie ld .

3 P r e s s MO R E K E Y S a n d S E AR C H .

[ Th e a g e n t ’ s d a t a w ill b e d is p la y e d if h e o r s h e is in t h e t r a ce s y s t e m .]

4 P r e s s E X I T t o r e t u r n t o t h e fir s t t ie r o f s cr e e n - la b e le d k e y s .
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G e n e r a l I n f o r m a t i o n
Th e S ch e d u le S u b s y s t e m g iv e s y o u t h e o p t io n o f s ch e d u lin g a t a s k fo r co m p le t io n a t a t im e t h a t
is co n v e n ie n t a n d n o n d is r u p t iv e t o y o u r ca ll - ce n t e r ’ s o p e r a t io n . Th e S ch e du lin g s u b s y s t e m
co n s is t s o f t w o s cr e e n s : t h e P r o g r a m Ed it o r a n d t h e P r o g r a m S ch e d u le r . N o r m a ll y , y o u w ill u s e
b o t h w h e n s ch e d u lin g a p r o g r a m .

N O T E Y o u m u s t cr e a t e y o u r p r o g r a m s in t h e P r o g r a m Ed it o r b e fo r e y o u ca n s ch e d u le t h e m
u s in g t h e P r o g r a m Sch e d u le r . Th e r e fo r e , t h e ‘ ‘ P r o g r a m Ed it o r ’ ’ is p r e s e nt e d fir s t in
t h is ch a p t e r , t h e n t h e ‘ ‘ P r o g r a m Sch e d u le r , ’ ’ a n d fin a ll y ‘ ‘ H o w t o Sch e d ule a P r o g r a m
Via C o m m a n d Lin e ’ ’ w h ich t a k e s y o u t h r o u g h s ch e d u lin g a t a s k fr o m b e g in n in g t o
e n d .

Th e Pr o g r am E d i t o r is u s e d fo r t h e fo ll o w in g :

C r e a t in g a n e w p r o g r a m

A d d in g a co m m a n d lin e t o e xis t in g p r o g r a m s

Ed it in g a p r o g r a m

D e le t in g a p r o g r a m

G e t t in g a lis t o f p r o g r a m s .

Th e Pr o g r am S ch e d u l e r is u s e d fo r t h e fo ll o w in g :

A d d in g a n e w p r o g r a m t o t h e s ch e d u le

A d d in g a n e xist in g b u t u n s ch e d u le d p r o g r a m t o t h e s ch e d u le

Re s ch e d u lin g a p r o g r a m

D e le t in g a p r o g r a m fr o m t h e s ch e d u le r

C h a n g in g p r o g r a m lis t o p t io n s .
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G e ne r a l Infor ma ti on

T a s k s T h a t C a n B e S c h e d u l e d

Y o u ca n s ch e d u le t h e fo ll o w in g t a s k s in C M S . Y o u d e fin e a n d r e q u e s t e a ch t a s k in t h e
s u b s y s t e m a p p e a r in g in p a r e n t h e s e s ( ).

P r in t in g h is t o r ica l r e p o r t s (Re p o r t )

P r in t in g fo r e ca s t r e p o r t s (F o r e ca s t )

P r in t in g e xce p t io n r e p o r t s (Exce p t io n s )

P r in t in g a n e r r o r lo g (M a in t e n a n ce )

C h a n g in g t h e C a ll P r o file P a r a m e t e r s (C o n fig u r a t io n )

P r in t in g a n A g e n t Tr a ce r e p o r t (C o n fig u r a t io n )

St a r t in g a n d s t o p p in g A g e n t Tr a ce (C o n fig u r a t io n )

In t r a flo w in g ca ll s (C o n fig u r a t io n )

M o v in g e xt e n s io n s a n d t r u n k g r o u p s (C o n fig u r a t io n )

Ru n n in g t h e F o r e ca s t M a n a g e r (M a in t e n a n ce )

Ru n n in g D a ily D a t a A r ch iv e (M a in t e n a n ce )

P e r fo r m in g C M S b a ck u p s (o n s y s t e m s r e q u ir in g o n ly o n e t a p e ) (M a in t e n a n ce ).

W h ile y o u a r e in o n e o f t h e s e s u b s y s t e m s , y o u ca n s ch e d u le y o u r t a s k b y p r es s in g t h e
C O MMA ND LI NE s cr e e n - la b e le d k e y . C M S im m e d ia t e ly p la ce s y o u in t h e S ch e d u le s u b s y s t e m a n d

t h e P r o g r a m Ed it o r s cr e e n a p p e a r s s o y o u ca n cr e a t e a p r o g r a m fo r y o u r t a s k . Th e n y o u w ill
a cce s s t h e P r o g r a m Sch e d u le r s cr e e n t o s e t t h e t im e fo r t h e t a s k ’ s p r o g r a m t o r u n .
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G e ne r a l Infor ma ti on

S c h e d u l e M e n u

If y o u w a n t t o e d it a p r o g r a m o r ch a n g e a p r o g r a m s ch e d u le , y o u ca n s e le ct t he a p p r o p r ia t e
o p t io n o n t h e Sch e d u le m e n u a n d b y p a s s t h e s u b s y s t e m in w h ich y o u in it ia ll y d efin e d t h e t a s k .

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

__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _
SC H E D U LE

[ ] S c h e du l e r
[ ] P r o g ra m E d i t or

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 S ch e d u l e M e n u
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P r o g r a m E d i t o r
P u r p o s e C r e a t e p r o g r a m s , a p p e n d co m m a n d lin e s t o p r o g r a m s ,

m o v e p r o g r a m s in t o t h e s ch e d u le r , e d it co m m a n d lin e s .
Th e C O MMA ND LI NE SLK in a n o t h e r C M S s cr e e n D e p e n d e n cie s

t o cr e a t e t h e co m m a n d lin e a n d e n t e r t h e P r o g r a m Ed it o r p r o ce s s .

If y o u w a n t t o s ch e d u le t a s k s (p r in t in g r e p o r t s , m o v in g e xt e n s io n s , r u n n in g t he Fo r e ca s t
M a n a g e r , e t c.) fo r e xe cu t io n , y o u m u s t fir s t cr e a t e a n d / o r e d it p r o g r a m s t o p er fo r m t h o s e t a s k s .
A p r o g r a m co n t a in s o n e o r m o r e co m m a n d lin e s t h a t s p e cify t h e t a s k (s ) y o u wa n t t o s ch e d u le .
Y o u u s e t h e P r o g r a m Ed it o r s cr e e n t o cr e a t e p r o g r a m s , a p p e n d (a d d ) co m m a nd lin e s t o e xis t in g
p r o g r a m s , a n d e d it co m m a n d lin e s in e xist in g p r o g r a m s .

C r e a t e M o d e

Th e t h r e e m a in s t e p s n o r m a ll y in v o lv e d in cr e a t in g a p r o g r a m a r e a s fo ll o w s:

1 D e fin e t h e t a s k b y e n t e r in g p a r a m e t e r s o n t h e a p p r o p r ia t e s u b s y s t em (Fo r e ca s t ,
Re p o r t s , e t c. ) s cr e e n .

2 P r e s s C O MMA ND LI NE , w h ich p la ce s y o u o n t h e P r o g r a m Ed it o r s cr e e n a n d g e n e r a t e s a
co m m a n d lin e . Th e co m m a n d lin e (d is p la y e d o n t h e P r o g r a m Ed it o r ) co n t a in s , in
p r o g r a m fo r m a t , e a ch p o r t io n o f y o u r t a s k d e fin it io n .

3 Tr a n s fo r m t h e co m m a n d lin e in t o a p r o g r a m b y e n t e r in g a p r o g r a m n a m e a n d
p r e s s in g C R E ATE .

A s a n e xa m p le , s a y t h a t y o u a r e in t h e Re p o r t s s u b s y s t e m a n d y o u o r d e r a D aily S p lit Re p o r t
u s in g t h e fo ll o w in g Re p o r t P a r a m e t e r s s cr e e n (s e e Fi g u r e 7 - 2 ).
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P r og r a m E d i t or

Time Down or Switch_N ame:Up System Management Call

REPORT PARAMETERS

Daily Split

1 REPORT_DAY= -1
2 SPLIT NUMBER= 1
3 FIRST_INTERV AL= 1
4 LAST_INTERVA L= 48

F i g u r e 7-2 Re p o r t Pa r am e t e r s S cre e n

A ft e r y o u p r e s s C O MMA ND LI NE a n d s p e cify y o u r o u t p u t d e s t in a t io n , y o u w ill s e e t h e
fo ll o w in g s cr e e n (F ig u r e 7 - 3 ).

Time Down or Switch_N ame:Up System Management Call

SCHEDULE -- PROGRAM EDITOR

1 Program Name: _________________ ___________ ________

COMMAND LINE
reports standard historical /cms/acd1/stand ard/historic al/ objects/DSPLIT "REPORT_DAY=-1"
"SPLIT_NUMBE R= 1" "FIRST_INTERV AL= 1" "LAST_INTERV AL= 48" RETURN_KEY destination=p rinter
RETURN_KEY printer=print er1 copies=1

F i g u r e 7-3 E x am p l e o f Pr o g r am E d i t o r S cr e e n

Th e co m m a n d lin e (F ig u r e 7 - 3 ) co n t a in s t h e p a r a m e t e r s y o u o r ig in a ll y e n t e r e d on t h e Re p o r t
P a r a m e t e r s s cr e e n , p lu s o u t p u t d e s t in a t io n p a r a m e t e r s . Y o u t h e n cr e a t e a p r o g r a m b y e n t e r in g
a p r o g r a m n a m e a n d p r e s s in g C R E ATE . In t h is e xa m p le , t h e p r o g r a m cr e a t e d w ill, a ft e r it is
s ch e d u le d , p r in t a co p y o f t h e D a ily S p lit r e p o r t .
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P r og r a m E d i t or

A p p e n d M o d e
A t t im e s , y o u m a y w a n t t o a p p e n d a co m m a n d lin e t o a n e xis t in g p r o g r a m r a t h er t h a n cr e a t e a
n e w p r o g r a m ju s t fo r t h a t co m m a n d lin e . Y o u a p p e n d co m m a n d lin e s o f v a r io u s t a s k s t o a
s in g le p r o g r a m fo r o n e o f t w o r e a s o n s :

A Y o u e lim in a t e t h e p o s s ib ilit y o f s ch e d u lin g t a s k s o u t o f s e q u e n ce . Th a t is , t a sk s t h a t
d e p e n d o n o u t p u t fr o m o t h e r t a s k s ca n b e a s s u r e d o f h a v in g t h e o u t p u t .

B Ta s k s t h a t s h o u ld e xe cu t e a t o r n e a r t h e s a m e t im e a r e h a n d le d b y t h e 3 B’ s C P U fa r
m o r e e fficie n t ly in a s in g le p r o g r a m .

F o r e xa m p le , y o u m a y w a n t t o s ch e d u le , fo r 5 :0 0 p . m . e v e r y n ig h t , in t r a flo w
(fo r w a r d in g o f q u e u e d ca lls ) fr o m 2 0 s p lit s t o a n a n s w e r in g m a ch in e . Ra t h e r t ha n
s ch e d u lin g 2 0 s e p a r a t e p r o g r a m s , y o u ca n a p p e n d co m m a n d lin e s fo r e a ch s p lit ’s
in t r a flo w in t o o n e p r o g r a m . Th is m e t h o d w o u ld a s s u r e t h a t e a ch t a s k is p r o ce s s e d
a t t h e d e s ir e d t im e a n d w o u ld s im p lify y o u r C M S file s .

Th e p r o ce s s o f a p p e n d in g a co m m a n d lin e t o a n e xis t in g p r o g r a m is s im ila r t o cr e a t in g a
p r o g r a m : y o u d e fin e y o u r t a s k in t h e a p p r o p r ia t e s u b s y s t e m , y o u p r e s s C O MMA ND LI NE , a n d y o u
a r e p la ce d in t h e P r o g r a m Ed it o r w it h a n e w co m m a n d lin e . H o w e v e r , o n ce y o u a re in t h e
P r o g r a m Ed it o r , y o u t y p e t h e n a m e o f a n e xis t in g p r o g r a m a n d p r e s s A P P E ND . Th e co m m a n d
lin e w ill t h e n b e a d d e d t o t h e e n d o f t h e e xist in g p r o g r a m . Th e e xis t in g p r o g r a m will t h e n
p e r fo r m t h e n e w t a s k , a lo n g w it h t h e o t h e r t a s k s p r e v io u s ly e n t e r e d , acco r d in g t o t h e s ch e d u le
y o u s e t o n t h e P r o g r a m S ch e d u le r .

E d i t M o d e
Y o u ca n e d it a p r o g r a m a t a n y t im e b y a cce s s in g t h e P r o g r a m Ed it o r t h r o u g h t he S ch e d u le
m e n u , n a m in g t h e d e s ir e d p r o g r a m , a n d p r e s s in g E DI T . Y o u ca n a ls o e d it a p r o g r a m
im m e d ia t e ly a ft e r y o u cr e a t e it o r im m e d ia t e ly a ft e r y o u a p p e n d a co m m a n d lin e t o it .

N O T E Y o u ca n n o t e d it a co m m a n d lin e u n t il it h a s b e e n p la ce d in a p r o g r a m . A ls o , y o u w ill
n o t s e e a p r o g r a m ’ s co m m a n d lin e (s ) o n t h e P r o g r a m Ed it o r s cr e e n u n t il y o u na m e t h e
p r o g r a m a n d p r e s s E DI T .

Th e e d it m o d e is m o s t u s e fu l a s a s h o r t cu t m e t h o d o f in clu d in g n e w t a s k s w it h in a p r o g r a m .
Th is is p o s s ib le b e ca u s e , a ft e r y o u p r e s s E DI T a n d e n t e r t h e U N IX s y s t e m v i e d it o r , y o u ca n
co p y a p r o g r a m ’ s co m m a n d lin e a n d m a k e ch a n g e s t o t h a t co p y . Th e r e s u lt is a ne w co m m a n d
lin e in t h e p r o g r a m .
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Th is m e t h o d w ill s a v e t im e w h e n in a ca s e w h e r e y o u w a n t t o s ch e d u le a n u m b e r of v e r y
s im ila r t a s k s — a s in t h e p r e v io u s a p p e n d e xa m p le . In t h a t e xa m p le , y o u co u ld cr e a t e a
p r o g r a m w it h o n e co m m a n d lin e t h a t in t r a flo w s ca ll s , e n t e r e d it m o d e fo r t h a t pr o g r a m , m a k e
1-9 co p ie s o f t h e co m m a n d lin e , a n d t h e n e d it e a ch co p y . Th e r e s u lt w o u ld b e a p ro g r a m w it h
co m m a n d lin e s t h a t in t r a flo w ca lls fr o m 2 0 s p lit s .

S c r e e n D e s c r i p t i o n

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

SC H E D U LE - - P R O GR A M E D I TO R

1 Pr o g r a m N a m e : _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __

CO M M A N D L I N E
2 co n f i g ur a t i o n sp l i t e xt e n s i o ns a s s i g nm e n t s s pl i t = 1 (S a l e s ) RE T U R N _ KE Y

ex t e n s io n = 3 0 0 0 d e s t i na t i o n = 2 C H G _ K E Y E X I T _ K EY

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 KE Y S
HE L P MO R E EX I T SC H E D UL E ED IT DE L E TE AP P E ND CR E AT E

F i g u r e 7-4 T h e Pr o g r am E d i to r S cr e e n

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w s :

K EY S P A G E P A G E SC RE EN
H EL P RE SU M E E X IT N EX T P REV L IST P RIN T

D e fin it io n o f Fie ld s

F ie ld 1 P r o g r a m N a m e

Th e n a m e o f a p r o g r a m . A p r o g r a m is a s ch e d u la b le o b je ct . If t h is is t o b e a
n e w p r o g r a m , y o u cr e a t e it b y n a m in g it in t h is fie ld . If t h is is t o b e a n e d it
s e s s io n w it h a n e xist in g p r o g r a m , n a m e it in t h is fie ld .

A p r o g r a m n a m e m a y h a v e u p t o 1 4 a lp h a n u m e r ic ch a r a ct e r s (u n d e r s co r e s a nd
ca p it a l le t t e r s a r e co u n t e d ).
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F ie ld 2 C o m m a n d Li n e

Th is fie ld co n t a in s o n e o r m o r e co m m a n d lin e s , w h ich d e fin e a n a d m in is t r a t iv e
a ct io n . C o m m a n d lin e s a r e cr e a t e d b y t h e C O MMA ND LI NE SLK in a n o t h e r C M S
s cr e e n .

C r e a t i n g a N e w P r o g r a m

1 P r e s s C O MMA ND LI NE in a n y s ch e d u la b le s cr e e n , h a v in g s e t t h e p a r a m e t e r s fo r t h e
s cr e e n ’ s a ct iv it y a s y o u w a n t t h e m .

[ 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 t o d ir e ct o u t p u t t o a file o r t h e p r in t e r:]

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

Pl e a s e en t e r t h e r e p o r t de s t i n at i o n : p
(‘ ‘ p ’ ’ fo r p r i n te r , o r ‘ ‘f ’ ’ f o r f i l e ; f or y o u r c om m a n d

2 L e a v e t h e s cr e e n u n ch a n g e d o r m a k e a n y ch a n g e s d e s ir e d t o t h e d e fa u lt s , a nd p r e s s
R E TUR N .

[ Th e P r o g r a m Ed it o r s cr e e n a p p e a r s , w h ich co n t a in s a co m m a n d lin e r e fle ct in g t h e
t a s k y o u d e fin e d in t h e s u b s y s t e m y o u ju s t le ft .]
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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

SC H E D U LE - - P R O GR A M E D I TO R

1 Pr o g r a m N a m e : 1 st s h i f t_ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __

2 co n f i g ur a t i o n sp l i t e xt e n s i o n a s s i g n me n t s s p li t = 1 ( Sa l e s ) R ET U R N _ K EY e x t e ns i o n = 3 00
de s t i n at i o n = 2 CH G _ K E Y E X I T _ K EY

pr o g r a m c r e a t i on o r c o mm a n d l i ne a d d i t io n s u c c es s f u l ly c o m p l et e d

KE Y S KE Y S
HE L P MO R E EX I T SC H E D UL E ED IT DE L E TE AP P E ND CR E AT E

3 En t e r t h e n a m e y o u w is h t o g iv e t h is n e w p r o g r a m in t h e P r o g r a m N a m e :
fie ld . U s e u p t o 1 4 a lp h a n u m e r ics , w it h n o b la n k s o r p e r io d s .

4 P r e s s C R E ATE .

[ A m e s s a g e w ill co n fir m t h a t y o u r p r o g r a m h a s b e e n cr e a t e d . ]

Y o u ca n ch e ck t h a t y o u r p r o g r a m h a s b e e n cr e a t e d b y p r e s s in g
MO R E K E Y S a n d L I S T , w h ich ca u s e s a lis t o f a ll e xist in g p r o g r a m s ,

w h e t h e r s ch e d u le d o r n o t , t o b e d is p la y e d .

Th e E DI T SLK le t s y o u m a k e ch a n g e s t o t h e p r o g r a m y o u ju s t cr e a t e d .

N O T E W h e n y o u a r e cr e a t in g a p r o g r a m , t h e E DI T SLK is n o t
a v a ila b le o n t h e P r o g r a m Ed it o r u n t il y o u p r e s s C R E ATE .

Th e S C HE DULE SLK m o v e s y o u t o t h e S ch e d u le r s cr e e n s o y o u ca n
s ch e d u le t h e p r o g r a m .
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A d d i n g a C o m m a n d L i n e t o a n E x i s t i n g P r o g r a m

1 P r e s s t h e C O MMA ND LI NE SLK in a n y s ch e d u la b le p r o ce s s .

[ Th e P r o g r a m Ed it o r s cr e e n a p p e a r s w it h t h e ju s t - co m p le t e d co m m a n d lin e in t h e
C o m m a n d L i n e fie ld (fie ld 2 ), a n d w it h t h e P r o g r a m N a m e : fie ld (fie ld 1 )
b la n k .]

2 In t h e P r o g r a m N a m e : fie ld , e n t e r t h e n a m e o f a n e xis t in g p r o g r a m , u s in g
MO R E K E Y S a n d L I S T t o r e s e a r ch t h e co r r e ct n a m e s o f p r o g r a m s , if n e ce s s a r y .

3 P r e s s R E S UME a n d A P P E ND .

[ Th e n e w co m m a n d lin e w ill b e a d d e d t o t h e e xist in g p r o g r a m . ]

4 If y o u w a n t t o e d it t h e p r o g r a m t o w h ich y o u ju s t a p p e n d e d a co m m a n d lin e , y o u
ca n p r e s s t h e E DI T SLK .

[ Y o u w ill b e p la ce d in a v i e d it in g e n v ir o n m e n t a n d in a U N IX s y s t e m file t h a t ca n
b e e d it e d . ]

N O T E W h e n y o u a r e a p p e n d in g a co m m a n d lin e t o a p r o g r a m , t h e E DI T SLK
d o e s n o t b e co m e a v a ila b le o n t h e P r o g r a m Ed it o r u n t il y o u p r e s s A P P E ND .

E d i t i n g a P r o g r a m

1 O n t h e S C H E D U L E m e n u , s e le ct t h e [ ] P r o g r a m E d i t o r o p t io n .

[ Th e P r o g r a m Ed it o r s cr e e n a p p e a r s . ]

2 En t e r t h e n a m e o f a n e xis t in g p r o g r a m in t h e P r o g r a m N a m e : fie ld o f t h is
s cr e e n .

U s e t h e L I S T SLK t o s e e t h e n a m e s o f a ll e xis t in g p r o g r a m s .

3 P r e s s E DI T .

[ Th e P r o g r a m Ed it o r w ill p la ce y o u in t o t h e e d it m o d e , w h e r e y o u a r e s h o w n a
U N IX s y s t e m file co n t a in in g t h e p r o g r a m y o u ju s t n a m e d . Y o u n o w a r e in t h e
U N IX s y s t e m v i e d it in g e n v ir o n m e n t , w h ich is illu s t r a t e d in t h e fo ll o w in g s cr e e n . ]
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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

co n f i g ur a t i o n sp l i t e xt e n s i o n a s s i g n me n t s s p li t = 1 ( Sa l e s ) R ET U R N _ K EY e x t e ns i o n = 3 00
de s t i n at i o n = 2 CH G _ K E Y E X I T _ K EY
˜
˜
˜
˜
˜
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 .

EX I T WR I T E

4 M a k e a n y e d it in g ch a n g e s d e s ir e d u s in g t h e v i e d it o r .

N O T E Y o u ca n r e a d m o r e a b o u t v i co m m a n d s in A p p e n d ix A .

5 P r e s s WR I TE t o s a v e y o u r ch a n g e s .

N O T E Y o u ca n a ls o e n t e r t h e e d it in g m o d e ju s t a ft e r cr e a t in g a n e w p r o g r a m . (S ee ‘ ‘ C r e a t in g
a N e w P r o g r a m , ’ ’ e a r lie r in t h is ch a p t e r .)

D e l e t i n g a P r o g r a m

1 A cce s s t h e P r o g r a m Ed it o r v ia t h e S ch e d u le m e n u o r t h e C O MMA ND LI NE SLK .

2 Ty p e t h e n a m e o f t h e p r o g r a m t o b e d e le t e d in t h e P r o g r a m N a m e : fie ld .

3 P r e s s DE LETE .

[ Th e m e s s a g e D o y o u w a n t t o d e l e t e p r o g r a m "x x x x x" ? ( y / n ) _
w ill a p p e a r . ]

4 Ty p e y a n d p r e s s R E TUR N .

[ Th e p r o g r a m w ill b e d e le t e d . ]
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G e t t i n g a L i s t o f P r o g r a m s

1 A cce s s t h e P r o g r a m Ed it o r v ia t h e S ch e d u le m e n u o r t h e C O MMA ND LI NE SLK .

2 P r e s s MO R E K E Y S t o g e t t h e s e co n d a r y t ie r o f SLK s .

3 P r e s s t h e L I S T SLK .

[ Th e lis t o f p r o g r a m s w ill b e d is p la y e d . Th e s e a r e a ll t h e p r o g r a m s cr e a t e d , b u t n o t
n e ce s s a r ily s ch e d u le d , fo r t h e A C D y o u a r e lo g g e d in t o . Th e fo ll o w in g s cr e e n
s h o w s w h a t t h e lis t lo o k s lik e . ]

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

SC H E D U LE - - P R O GR A M E D I TO R

1 Pr o g r a m F i l e N a me : _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _

SC H E D U LE P R O G R AM S
pr o g 1 h ou r l y 2
da i l y p ro g d a i l y2
we e k l y pr o g m o n th l y 1
ho u r l y pr o g h a l fh r 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 PA G E PA G E SC R E E N
HE L P RE S U M E EX I T NE X T PR E V LI S T PR IN T
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P r o g r a m S c h e d u l e r
P u r p o s e To s ch e d u le r e p o r t in g a n d a d m in is t r a t iv e a ct iv it ie s .
D e p e n d e n cie s Th e P r o g r a m Ed it o r t o cr e a t e p r o g r a m s t o b e s ch e d u le d ;

t h e C O MMA ND LI NE SLK t o cr e a t e co m m a n d lin e s .

U s e t h e P r o g r a m S ch e d u le r t o s ch e d u le p r o g r a m s t o r u n a t s p e cific d a t e s a n d t im e s . Y o u ca n
a ls o s ch e d u le p r o g r a m s t o r u n a t r e g u la r in t e r v a ls a n d o n s p e cific d a y (s ) o f t h e w e e k . To a s s is t
y o u in d e t e r m in in g w h a t p r o g r a m s t o s ch e d u le a n d w h e n t o s ch e d u le t h e m , th e P r o g r a m
Sch e d u le r ca n a ls o p r o v id e y o u w it h a lis t o f cu r r e n t ly s ch e d u le d p r o g r a m s a n d pr o g r a m s n o t
y e t s ch e d u le d .

N O T E Y o u m u s t cr e a t e y o u r p r o g r a m s o n t h e P r o g r a m Ed it o r s cr e e n b e fo r e y o u ca n s ch ed u le
t h e m .

S c h e d u l i n g G u i d e l i n e s

In g e n e r a l, y o u s ch e d u le p r o g r a m s a cco r d in g t o y o u r n e e d s ; b u t b e ca u s e s o m e ta s k s d e p e n d o n
t h e p r io r co m p le t io n o f o t h e r t a s k s , a n d b e ca u s e y o u w a n t t o a v o id co n flict s in co m p ut e r
a v a ila b ilit y d u r in g p e a k h o u r s , y o u s h o u ld fo llo w t h e g u id e lin e s b e lo w :

Sch e d u le t h e D a ily D a t a A r ch iv e t o r u n e a ch d a y b e ca u s e it cr e a t e s d a ily r e co r d s
e s s e n t ia l t o m a n y r e p o r t s . A ls o , y o u s h o u ld s ch e d u le t h e D a ily D a t a A r ch iv e fo r
a p p r o xim a t e ly 1 / 2 - h o u r a ft e r m id n ig h t (1 2 :3 0 a . m . ) b e ca u s e t h is t im e a llo w s t h e
d a y ’ s la s t h a lf- h o u r o f d a t a t o a r ch iv e a n d , a t t h e s a m e t im e , cr e a t e s ou t p u t n e e d e d
b y o t h e r p r o g r a m s t h a t a r e a ls o n o r m a ll y s ch e d u le d a t n ig h t .

Th e fo llo w in g h is t o r ica l r e p o r t s d e p e n d o n t h e o u t p u t o f t h e D a ily D a t a A r ch iv e
a n d s h o u ld b e s ch e d u le d t o r u n a t n ig h t a ft e r t h e D a ily D a t a A r ch iv e e xe cu t es :

— W e e k ly a n d m o n t h ly r e p o r t s

— Th e D a ily S y s t e m r e p o r t

— Su m m a r y r e p o r t s .

Y o u s h o u ld s ch e d u le t h e F o r e ca s t M a n a g e r t o r u n a t n ig h t a ft e r t h e D a ily D at a
A r ch iv e e xe cu t e s b e ca u s e t h e Fo r e ca s t M a n a g e r a ls o d e p e n d s o n D a ily D a t a Ar ch iv e
o u t p u t .

F o r e ca s t r e p o r t s s h o u ld b e s ch e d u le d d u r in g o ff h o u r s a ft e r t h e Fo r e ca s t M a n ag e r
e xe cu t e s .

3 B C M S A d m i n i s t r a t i o n 7-1 3



P r og r a m S c he d u l er

In a m u lt i- A C D s y s t e m , y o u m u s t s ch e d u le p r o g r a m s fo r e a ch A C D . Th e r e fo r e , if
y o u h a v e fo u r A C D s , y o u m ig h t s ch e d u le fo u r D a ily D a t a A r ch iv e p r o g r a m s , fo u r
F o r e ca s t M a n a g e r p r o g r a m s , fo u r s e t s o f h is t o r ica l r e p o r t s , a n d s o o n . Y o u s h o u ld
a v o id s ch e d u lin g p r o g r a m s fo r y o u r s y s t e m a t t h e s a m e o ff- p e a k t im e . In s t ea d , y o u
s h o u ld d e v o t e a p p r o xim a t e ly 2 h o u r s fo r a ll s ch e d u le d t a s k s fo r e a ch . Th e p e r io d
fr o m 0 0 :3 0 t o 0 2 :3 0 co u ld b e fo r A C D 1 , fr o m 0 2 :3 0 t o 0 4 :3 0 co u ld b e A C D 2 , a n d s o
o n .

S c r e e n D e s c r i p t i o n

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

PR O G R A M S C H E D U LE R
1 Pr o g r a m N a m e : _ __ _ _ _ _ _ __ _ _ _ S MT W T F S

5 Da y s o f We e k : _ _ __ _ _ _
2 In t e r v al : o n c e __ _ _ _ _ _
3 St a r t D at e : 0 3 / 15 / 8 7 6 Ha l f - H ou r l y / H ou r l y S t op T i m e : 0 _ : 0 _
4 St a r t T im e : 0 _ : 0_

7 So r t O n Ti m e I n s te a d o f N am e ? : n
8 Li s t a l l u s e r ’ s pr o g r a m s i n a d d it i o n t o yo u r o w n ?: y

Da y s N e xt S c h e d ul e d S t o p
Pr o g r a m N a m e I n te r v a l S MT W T F S Da t e T i m e T i m e U s er
9
__ d a i l y d a i l y X XX X X 0 3 / 16 / 8 7 2 2: 3 0 g l e
__ w e e k ly w e e k l y X 0 3 / 2 1 /8 7 2 3 : 00 g l 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 o n t h i s li n e .

KE Y S KE Y S PA G E
HE L P MO R E EX I T NE X T DE L E T E CH A N G E AD D

F i g u r e 7-5 T h e Pr o g r am S ch e d u l e r S cre e n

Th e s e co n d t ie r o f s cr e e n - la b e le d k e y s a cce s s e d v ia MO R E K E Y S is a s fo llo w s :

K EY S P A G E P A G E SC RE EN
H EL P RE SU M E E X IT N EX T P REV L IST M A IL P RIN T
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D e fin it io n o f Fie ld s

F ie ld 1 P r o g r a m N a m e

Th e n a m e o f t h e p r o g r a m t o b e s ch e d u le d . Y o u e n t e r t h is n a m e if y o u a cce s s t h e
Sch e d u le r fr o m t h e Sch e d u le m e n u . Th e s y s t e m p la ce s t h e n a m e in t h is fie ld if
y o u a cce s s t h e S ch e d u le r v ia t h e S C HE DULE SLK fr o m t h e P r o g r a m Ed it o r .

F ie ld 2 In t e r v a l

F r e q u e n cy w it h w h ich t h e s ch e d u le d p r o g r a m is r u n . Y o u e n t e r o n e o f t h e
fo ll o w in g co d e s :

o n ce o n ce

h a h a lf- h o u r ly

h o h o u r ly

d d a ily

w w e e k ly

m m o n t h ly

q q u a r t e r ly .

D e f au l t : o n ce

F ie ld 3 St a r t D a t e

A M M / D D / Y Y - fo r m a t d a t e fo r t h e d a y t h e p r o g r a m s t a r t s e xe cu t in g .

D e f au l t : t o d a y ’ s d a t e

F ie ld 4 St a r t Tim e

Th e (m ilit a r y fo r m a t ) t im e y o u w is h t h e p r o g r a m t o s t a r t r u n n in g .

D e f au l t : 0 : 0

Ran g e : 0-0 :0 0 t h r o u g h 2 3 :5 9

F ie ld 5 D a y s o f W e e k

Sp a ce fo r a n ‘ ‘ x’ ’ u n d e r t h e d a y o r d a y s a p r o g r a m is t o r u n .
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In t e r a ct io n s w it h t h e I n t e r v a l fie ld (fie ld 2 ):

— If y o u d e s ig n a t e dail y , h alf- h o u rly , o r h o u rly , y o u ca n p la ce a n x
u n d e r a n y s in g le d a y o r co m b in a t io n o f d a y s .

D e f au l t : n o x’ s

— If y o u d e s ig n a t e w eek l y , m o n t h l y , o r q u ar t erly , y o u ca n o n ly p la ce a n
x u n d e r o n e d a y .

In t e r a ct io n s w it h t h e S t a r t D a t e fie ld (fie ld 3 ):

F o r w e e k ly , m o n t h ly , a n d q u a r t e r ly p r o g r a m s , t h e d a y o f t h e w e e k t h e S t a rt D a t e
fa ll s o n s h o u ld m a t ch t h e D a y o f W e e k s p e cifica t io n .

F ie ld 6 H a lf- H o u r ly / H o u r ly S t o p Tim e

F o r h o u r ly a n d h a lf- h o u r ly p r o g r a m s o n ly , s p a ce fo r t h e (m ilit a r y fo r m a t ) t im e
y o u w is h t h e p r o g r a m t o s t o p r u n n in g .

D e f au l t : 0 :0

Ran g e : 0-0 :0 0 t h r o u g h 2 3 :5 9 d e p e n d in g o n t h e ch o ice in t h e I n t e r v a l fie ld
(fie ld 2 ).

F ie ld 7 So r t o n Tim e In s t e a d o f N a m e s ?

H o w t h e s ch e d u le d p r o g r a m s a r e t o b e lis t e d — b y t im e o r n a m e . Ty p e y o r
n .

F ie ld 8 L is t A ll U s e r s ’ P r o g r a m s in A d d it io n t o Y o u r O w n ?

Th e d e cis io n w h e t h e r p r o g r a m s s ch e d u le d b y y o u o r b y a ll lo g in ID s in y o u r a cd
e n v ir o n m e n t w ill b e s h o w n in t h e cu r r e n t - s ch e d u le p o r t io n o f t h e s cr e e n . Ty p e
y o r n .

F ie ld 9 Sch e d u le D is p la y

Th e d is p la y o f cu r r e n t ly s ch e d u le d p r o g r a m s . Th e b la n k s p a ce p r io r t o e a ch fie ld
is g iv e n a n x w h e n y o u d e le t e p r o g r a m s fr o m t h e s ch e d u le . Th e in d iv id u a l fie ld s
h a v e t h e fo ll o w in g m e a n in g s :

Pr o g r am N am e N a m e o f t h e p r o g r a m in t h e s ch e d u le .

In t e r v al H o w o ft e n t h e p r o g r a m is s ch e d u le d t o e xe cu t e .

D ay s W h ich d a y o r d a y s o f t h e w e e k a w e e k ly , d a ily , h o u r ly , o r h a lf-
h o u r ly p r o g r a m e xe cu t e s .
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N e x t D at e Th e d a t e t h e p r o g r a m is s ch e d u le d t o r u n n e xt .

S ch e d u l e T i m e W h e n o n t h e n e xt s ch e d u le d d a t e t h e p r o g r a m is s ch e d u le d t o
r u n .

S t o p T i m e Th e t im e w h e n a h a lf- h o u r ly o r h o u r ly p r o g r a m is s ch e d u le d t o
s t o p .

U s e r Th e lo g in ID t h a t s ch e d u le d t h e p r o g r a m .

A d d i n g a N e w P r o g r a m t o t h e S c h e d u l e

1 Th e a d d it io n o f a n e w p r o g r a m t o t h e s ch e d u le r e q u ir e s t h a t y o u u s e t h e P r og r a m
Ed it o r a n d t h e C O MMA ND LI NE SLK . Th e p r o ce d u r e is t o p r e s s C O MMA ND LI NE in t h e
s cr e e n fo r a n y s ch e d u la b le p r o ce s s (s u ch a s o r d e r in g a r e p o r t ).

[ Y o u w ill e n t e r t h e P r o g r a m Ed it o r . ]

2 F o ll o w t h e p r o ce d u r e s fo r cr e a t in g a n e w p r o g r a m in t h e P r o g r a m Ed it o r s e ct io n.
F in is h b y p r e s s in g t h e S C HE DULE SLK .

[ Th e P r o g r a m S ch e d u le r s cr e e n w ill a p p e a r . Th e n a m e o f t h e p r o g r a m ju s t cr e at e d
w ill a p p e a r in t h e P r o g r a m N a m e : fie ld (fie ld 1 ).]

3 In t h e I n t e r v a l : fie ld (fie ld 2 ) e n t e r h a fo r h alf- h o u rly , h o fo r h o u rly , d fo r
dail y , w fo r w eek l y , m fo r m o n t h l y , o r q fo r q u ar t erly. To e xe cu t e t h e p r o g r a m
o n ly o n ce , le a v e t h e d e fa u lt , o n c e .

4 In t h e S t a r t D a t e : fie ld (fie ld 3 ), e n t e r t h e d a t e y o u w a n t t h e p r o g r a m t o
b e g in e xe cu t in g . U s e a M M / D D / Y Y fo r m a t .

5 In t h e S t a r t T i m e : fie ld (fie ld 4 ), e n t e r t h e t im e y o u w a n t t h e p r o g r a m t o
e xe cu t e . If y o u s e le ct e d h o u r ly o r h a lf- h o u r ly in S t e p 3 , t h is t im e is w h e n t h e
p r o g r a m fir s t e xe cu t e s . Th e r a n g e is 0 0 :0 0 t o 2 3 :5 9 , in m ilit a r y fo r m a t .
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6 If t h e p r o g r a m w ill r u n d a ily , h o u r ly , h a lf- h o u r ly , in t h e D a y s o f W e e k :fie ld ,
e n t e r x’ s u n d e r t h e d a y o r d a y s o f t h e w e e k y o u w a n t t h e p r o g r a m t o r u n . If y o u
w a n t t h e p r o g r a m t o r u n e v e r y d a y , le a v e t h is fie ld b la n k .

If t h e p r o g r a m w ill r u n w e e k ly , m o n t h ly , o r q u a r t e r ly , in t h e D a y s o f W e e k :
fie ld e n t e r a n x u n d e r t h e d a y o f t h e w e e k y o u w a n t t h e p r o g r a m t o r u n .

N O T E B e s u r e t h a t t h e d a y s p e cifie d in t h e D a y o f W e e k fie ld m a t ch e s t h e
d a t e s p e cifie d in t h e S t a r t D a t e fie ld .

7 In t h e H a l f - H o u r l y / H o u r l y S t o p T i m e : fie ld , e n t e r t h e t im e y o u w a n t
t h e p r o g r a m t o s t o p e xe cu t in g if it is o n a n h o u r ly o r h a lf- h o u r ly s ch e d u le . Th e
r a n g e is 0 0 :0 0 t o 2 3 :5 9 , in m ilit a r y fo r m a t t im e .

N O T E F o r h a lf- h o u r a n d h o u r ly p r o g r a m s , t h e St o p Tim e v a lu e m u s t e xce e d t h e
St a r t Tim e v a lu e . In o t h e r w o r d s , y o u ca n n o t cr o s s a ‘ ‘ m id n ig h t ’ ’
b o u n d a r y .

8 P r e s s t h e A DD SLK .
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A d d i n g a n E x i s t i n g b u t U n s c h e d u l e d P r o g r a m t o
t h e S c h e d u l e

1 O n t h e S C H E D U L E m e n u , s e le ct t h e [ ] S c h e d u l e o p t io n a n d p r e s s R E TUR N .

[ A b la n k P r o g r a m Sch e d u le r s cr e e n a p p e a r s . ]

2 N a m e t h e p r o g r a m t o b e s ch e d u le d in t h e P r o g r a m N a m e : fie ld .

[ If t h is is n o t t h e co r r e ct n a m e o f a n e xis t in g p r o g r a m , y o u w ill g e t t h e m e ss a g e
s h o w n in t h e e r r o r a n d co n fir m a t io n fie ld in t h e fo ll o w in g s cr e e n . ]

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

PR O G R A M S C H E D U LE R

1 Pr o g r a m N a m e : w ro n g n a m e_ _ _ _ _ SM T W T F S
5 Da y s o f We e k : _ _ __ _ _ _

2 In t e r v al : o n c e __ _ _ _ _ _
3 St a r t D at e : 0 3 / 15 / 8 7 6 Ha l f - H ou r l y / H ou r l y S t op T i m e : 0 _ : 0 _
4 St a r t T im e : 0 _ : 0_

7 So r t o n ti m e i n s te a d o f n am e ? : n
8 Li s t a l l u s e r ’ s pr o g r a m s i n a d d it i o n t o yo u r o w n ?: y

Da y s N e xt S c h e d ul e d S t o p
Pr o g r a m N a m e I n te r v a l S MT W T F S Da t e T i m e T i m e U s er
9
__ d a i l y d a i l y X XX X X 0 3 / 16 / 8 7 2 2: 3 0 g l e
__ w e e k ly w e e k l y X 0 3 / 2 1 /8 7 2 3 : 00 g l e

Th e P r o gr a m N a m e - - w r o ng n a m e - - d o e s N O T E X I S T . Us e L I S T u n d e r M OR E K E Y S .

KE Y S KE Y S PA G E
HE L P MO R E EX I T NE X T DE L E T E CH A N G E AD D

3 F o ll o w in g t h e m e s s a g e ’ s d ir e ct io n , p r e s s MO R E K E Y S a n d L I S T . Th e lis t o f e xist in g
p r o g r a m s w ill b e d is p la y e d o n t h e s cr e e n .

3 B C M S A d m i n i s t r a t i o n 7-1 9



P r og r a m S c he d u l er

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

PR O G R A M S C H E D U LE R
1 Pr o g r a m N a m e : w ro n g n a me _ _ _ _ _ __ _ _ _ _ S MT W T F S

5 Da y s o f We e k : _ _ __ _ _ _
2 In t e r v al : o n c e __ _ _ _ _ _
3 St a r t D at e : 0 3 / 15 / 8 7 6 Ha l f - H ou r l y / H ou r l y S t op T i m e : 0 _ : 0 _
4 St a r t T im e : 0 _ : 0_

7 So r t o n ti m e i n s te a d o f n am e ? : n
8 Li s t a l l u s e r ’ s pr o g r a m s i n a d d it i o n t o yo u r o w n ?: y

SC H E D U LE P R O G R AM S

da i l y m ve x t 1
da i l y d sa v e m v t g1
mv t g 2 e rr o r l o g
we e k l y re p o r t s
ag e n t t ra c e f c s tm g 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 o n t h i s li n e .

KE Y S PA G E PA G E SC R E E N
HE L P RE S U M E EX I T NE X T PR E V LI S T PR IN T

4 Re e n t e r t h e co r r e ct n a m e in t h e P r o g r a m N a m e : fie ld .

5 En t e r a n y d e s ir e d ch a n g e s t o fie ld s 2 t h r o u g h 8 (i.e . , I n t e r v a l : , S t a r t
D a t e : , S t a r t T i m e : , D a y s o f W e e k : , H a l f - H o u r l y / H o u r l y
S t o p T i m e : , S o r t o n t i m e i n s t e a d o f n a m e ? : , L i s t a l l
u s e r ’ s p r o g r a m s i n a d d i t i o n t o y o u r o w n ? :

6 P r e s s t h e R E S UME a n d A DD s cr e e n - la b e le d k e y s .

[ Th e p r o g r a m w ill b e s ch e d u le d .]

R e s c h e d u l i n g a P r o g r a m

N O T E To r e s ch e d u le p r o g r a m , y o u m u s t b e t h e p e r s o n w h o o r ig in a ll y s ch e d u le d t h e
p r o g r a m . If a n o t h e r u s e r o r ig in a lly s ch e d u le d t h e p r o g r a m , y o u m u s t p r e s s A DD t o
e n t e r t h e n e w s ch e d u le . A co p y o f t h e p r o g r a m w ill e n t e r t h e s ch e d u le w it h t h e n e w
(ch a n g e d ) s p e cifica t io n s . Th e o r ig in a l v e r s io n w ill r e m a in u n t o u ch e d .

1 O n t h e S C H E D U L E m e n u , s e le ct t h e S c h e d u l e r o p t io n , a n d p r e s s R E TUR N .

[ Th e P r o g r a m S ch e d u le r s cr e e n a p p e a r s w it h d e fa u lt d a t a a n d a lis t o f t h e cu r re n t
s ch e d u le . ]
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P r og r a m S c he d u l er

2 C h e ck t h e d a t a fo r t h e p r o g r a m y o u w o u ld lik e t o ch a n g e .

F o r e xa m p le , t h e fo llo w in g s cr e e n co n t a in s a s ch e d u le fo r a p r o g r a m ca ll e d dail y .

N O T E Th is e xa m p le a s s u m e s y o u a r e ‘ ‘ gl e . ’ ’

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

PR O G R A M S C H E D U LE R

1 Pr o g r a m N a m e : _ __ _ _ _ _ _ __ _ _ _ _ SM T W T F S
5 Da y s o f We e k : _ _ __ _ _ _

2 In t e r v al : o n c e __ _ _ _ _ _
3 St a r t D at e : 0 3 / 15 / 8 7 6 Ha l f - H ou r l y / H ou r l y S t op T i m e : 0 _ : 0 _
4 St a r t T im e : 0 _ : 0_

7 So r t o n ti m e i n s te a d o f n am e ? : n
8 Li s t a l l u s e r ’ s pr o g r a m s i n a d d it i o n t o yo u r o w n ?: y

Da y s N e xt S c h e d ul e d S t o p
Pr o g r a m N a m e I n te r v a l S MT W T F S Da t e T i m e T i m e U s er
9
__ d a i l y d a i l y X XX X X 0 3 / 16 / 8 7 2 2: 3 0 g l e
__ w e e k ly w e e k l y X 0 3 / 2 1 /8 7 2 3 : 00 g l 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 o n t h i s li n e .

KE Y S KE Y S PA G E PA G E
HE L P MO R E EX I T NE X T PR E V DE LE T E AD D CH A N G E

3 Ty p e t h e p r o g r a m n a m e (dail y in t h is e xa m p le ) in t h e P r o g r a m N a m e : fie ld .

4 M a k e t h e d e s ir e d s ch e d u le ch a n g e b y t y p in g n e w n u m b e r s in t h e S t a r t
D a t e : , S t a r t T i m e : , a n d D a y s o f W e e k : fie ld s .

5 P r e s s t h e C HANG E SLK .

[ Th e n e w d a t a w ill b e s u b s t it u t e d in t h e s ch e d u le fo r t h is p r o g r a m a n d t h e lis t in
t h e S c h e d u l e D i s p l a y fie ld (fie ld 9 ) w ill b e u p d a t e d t o r e fle ct t h e n e w
s ch e d u le . ]
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D e l e t i n g a S c h e d u l e d P r o g r a m

N O T E To d e le t e a s ch e d u le d p r o g r a m , y o u m u s t b e lis t e d a s t h e u s e r w h o cr e a t e d th e
p r o g r a m in t h e s ch e d u le .

1 O n t h e S C H E D U L E m e n u , s e le ct t h e [ ] S c h e d u l e r o p t io n in t h e Sch e d u le
m e n u , a n d p r e s s R E TUR N .

[ Th e Sch e d u le r 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 s ch e d u le d is p la y a t t h e b o t t o m o f t h e s cr e e n a n d p la ce a n x
b e s id e t h e p r o g r a m t o b e d e le t e d .

3 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 d e l e t e m a r k e d
p r o g r a m ( s ) ? w ill a p p e a r . ]

4 Ty p e y.

[ If t h e ID s m a t ch , t h e m a r k e d p r o g r a m w ill b e d e le t e d fr o m t h e g r o u p o f s ch e d u le d
p r o g r a m s , a n d t h e S c h e d u l e D i s p l a y fie ld (fie ld 9 ) d is p la y w ill b e u p d a t e d . ]

C h a n g i n g P r o g r a m L i s t O p t i o n s

1 Ty p e y o r n in t h e S o r t o n t i m e i n s t e a d o f n a m e ? : fie ld (fie ld 7 ) o r
t h e L i s t a l l u s e r ’ s p r o g r a m s i n a d d i t i o n t o y o u r o w n fie ld
(fie ld 8 ).

2 P r e s s R E TUR N .

[ Th e n e w s o r t in g t y p e a n d / o r n e w lis t w ill b e d is p la y e d . ]

7-2 2 S c h e d u l e



H o w t o S c h e d u l e a P r o g r a m V i a C o m m a n d
L i n e

Th e fo llo w in g s t e p s t a k e y o u t h r o u g h s ch e d u lin g a p r o g r a m u s in g t h e C O MMA ND LI NE fr o m t h e
b e g in n in g t o t h e e n d .

1 In a n y s ch e d u la b le s cr e e n (i.e . , Re p o r t s , Exce p t io n s , e t c. ) e n t e r t h e s p e cifica t io n s fo r
t h e a ct iv it y y o u w a n t t o s ch e d u le a n d p r e s s C O MMA ND LI NE .

[ Y o u w ill b e p r o m p t e d t o s e le ct e it h e r a p r in t e r a n d a n u m b e r o f co p ie s o r a file
n a m e fo r a p r o g r a m t h a t g e n e r a t e s a r e p o r t . ]

2 M a k e a n y ch a n g e s t o t h is s cr e e n , a n d p r e s s R E TUR N .

[ Th e S c h e d u l e - - P r o g r a m E d i t o r s cr e e n a p p e a r s . Th e ‘ ‘ co m m a n d lin e ’ ’
s u m m a r iz in g t h e a ct iv it y y o u ju s t s ch e d u le d s h o u ld a p p e a r in t h e ce n t e r o f th a t
s cr e e n . ]

3 In t h e P r o g r a m N a m e : fie ld , t y p e t h e n a m e o f a p r o g r a m . It ca n b e a n e w o r
e xis t in g p r o g r a m n a m e . U s e u p t o 1 4 a lp h a n u m e r ics , w it h n o b la n k s o r p e r io ds .

4 P r e s s C R E ATE o r A P P E ND , d e p e n d in g o n w h e t h e r y o u n a m e d a n e w o r a r e a d d in g t o
a n e xist in g p r o g r a m in S t e p 3 .

[ If y o u p r e s s C R E ATE , a m e s s a g e w ill co n fir m t h a t y o u r p r o g r a m h a s b e e n cr e a t e d .
If y o u p r e s s A P P E ND , C M S a p p e n d s t h e co m m a n d lin e w it h n o fu r t h e r a ct io n fr o m
y o u . ]

5 M a k e s u r e t h e p a r t s o f t h e co m m a n d lin e a ccu r a t e ly r e fle ct t h e a ct iv it y y o u w a n t
s ch e d u le d . If n o t , p r e s s E DI T a n d m a k e a n y r e q u ir e d ch a n g e s u s in g t h e v i e d it o r .
M a k e s u r e y o u p r e s s WR I TE t o s a v e y o u r ch a n g e s .

N O T E W h e n y o u a r e cr e a t in g a p r o g r a m o r a p p e n d in g a co m m a n d lin e t o a
p r o g r a m , t h e E DI T SLK is n o t a v a ila b le in t h e P r o g r a m Ed it o r u n t il y o u
p r e s s C R E ATE o r A P P E ND .

6 P r e s s S C HE DULE t o s ch e d u le a n e w p r o g r a m o r t o ch a n g e t h e s ch e d u le o f a n
e xis t in g p r o g r a m .

[ Th e P R O G R A M S C H E D U L E R s cr e e n w ill a p p e a r . Th e n a m e o f t h e p r o g r a m ju s t
cr e a t e d a p p e a r s in t h e P r o g r a m N a m e fie ld a lo n g w it h t h e d e fa u lt v a lu e s . Th e
p r o g r a m s t h a t a r e cu r r e n t ly s ch e d u le d s h o u ld b e s h o w n t o w a r d s t h e b ot t o m o f t h e
s cr e e n . ]
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H ow t o S c he d ule a P r ogr a m V i a Com ma n d Li ne

7 In t h e I n t e r v a l : fie ld , e n t e r h a fo r h al f - h o u r l y , h o fo r h o u r l y , d fo r d ai l y ,
w fo r w e e k l y , m fo r m o n t h l y , o r q fo r q u arte r l y . To e xe cu t e t h e p r o g r a m o n ly
o n ce , le a v e t h e d e fa u lt , o n c e .

8 In t h e S t a r t D a t e : fie ld , t y p e t h e d a t e y o u w a n t t h e p r o g r a m t o s t a r t
e xe cu t in g , if it is o t h e r t h a n t o d a y . U s e a M M / D D / Y Y fo r m a t .

9 In t h e S t a r t T i m e : fie ld , t y p e t h e t im e y o u w o u ld lik e t h e p r o g r a m t o e xe cu t e .
If it is a n h o u r ly o r h a lf- h o u r ly p r o g r a m , t h is is w h e n t h e p r o g r a m fi rst e xe cu t e s .
U s e m ilit a r y - fo r m a t t im e , 0 0 :0 0 t o 2 3 :5 9 .

10 If t h e p r o g r a m w ill r u n d a ily , h o u r ly , h a lf- h o u r ly , in t h e D a y s o f W e e k :fie ld ,
e n t e r x’ s u n d e r t h e d a y o r d a y s o f t h e w e e k y o u w a n t t h e p r o g r a m t o r u n . If y o u
w a n t t h e p r o g r a m t o r u n e v e r y d a y , le a v e t h is fie ld b la n k .

If t h e p r o g r a m w ill r u n w e e k ly , m o n t h ly , o r q u a r t e r ly , in t h e D a y s o f W e e k :
fie ld , e n t e r a n x u n d e r t h e d a y o f t h e w e e k y o u w a n t t h e p r o g r a m t o r u n .

N O T E B e s u r e t h a t t h e d a y s p e cifie d in t h e D a y o f W e e k fie ld m a t ch e s t h e
d a t e s p e cifie d in t h e S t a r t D a t e fie ld .

11 In t h e H a l f - H o u r l y / H o u r l y S t o p T i m e : fie ld , e n t e r t h e t im e y o u w a n t
a n h o u r ly o r h a lf- h o u r ly p r o g r a m t o s t o p e xe cu t in g . U s e m ilit a r y - fo r m a t t im e,
0-0 :0 0 t o 2 3 :5 9 .

N O T E F o r h o u r - h o u r a n d h o u r ly p r o g r a m s , t h e S t o p Tim e v a lu e m u s t e xce e d t h e
St a r t Tim e v a lu e . In o t h e r w o r d s , y o u ca n n o t cr o s s a ‘ ‘ m id n ig h t ’ ’
b o u n d a r y .

12 W h e n y o u a r e s a t is fie d t h a t t h e s ch e d u le w ill e xe cu t e t h e w a y y o u w a n t it t o , p r es s
A DD .

[ Th e p r o g r a m w ill b e s ch e d u le d .]
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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 F o r e ca s t S u b s y s t e m t o g e n e r a t e fo r e ca s t r e p o r t s w h ich p r e dict b o t h fu t u r e ca ll
t r a ffic a n d t h e r e s o u r ce s r e q u ir e d t o m e e t ca ll - h a n d lin g o b je ct iv e s . C M S u s e s da t a fo r t h e
cu r r e n t d a y , h is t o r ica l d a t a , a n d / o r o b je ct iv e s t h a t y o u s e t t o g e n e r a t e t h e fo llo w in g fo r e ca s t
r e p o r t s :

L o n g - T e r m F o r e cas t Th is r e p o r t fo r e ca s t s s p lit ca ll t r a ffic u p t o 3 5 d a y s in
a d v a n ce . Th e r e p o r t d is p la y s t h e fo ll o w in g fo r e ca s t d a t a :

F o r e cas t C al l s C ar r i e d — Th e n u m b e r o f
ca ll s t h e s p lit w ill r e ce iv e e a ch h a lf- h o u r in
t h e d a y .

N u m b e r Po s i t i o n s Re q u i r e d— Th e n u m b e r
o f a g e n t s y o u w ill n e e d fo r e a ch h a lf- h o u r in
t h e d a y .

% A CD T i m e — Th e p e r ce n t a g e o f t im e
a g e n t s w ill s p e n d h a n d lin g A C D ca ll s e a ch
h a lf- h o u r in t h e d a y .

Cu r r e n t D ay F o r e ca s t Th is r e p o r t fo r e ca s t s s p lit ca ll t r a ffic fo r t h e cu r r e n t d a y .
Th e r e p o r t d a t a is a u t o m a t ica ll y co m p ile d w h e n t h e
F o r e ca s t M a n a g e r co ll e ct s d a t a fo r t h e p r e v io u s d a y . Th e
r e p o r t d is p la y s Fo r e ca s t C a ll s C a r r ie d , N u m b e r P o s it io n s
Re q u ir e d , a n d % A C D Tim e fo r e a ch h a lf- h o u r in t e r v a l
in t h e cu r r e n t d a y .

In t r ad ay F o r e ca s t Th is r e p o r t fo r e ca s t s s p lit ca ll t r a ffic fo r t h e r e m a in d e r o f
t h e cu r r e n t d a y . It u s e s t h e p r e v io u s ly co m p ile d C u r r e n t
D a y fo r e ca s t d a t a (F o r e ca s t C a ll s C a r r ie d , N u m b e r
P o s it io n s Re q u ir e d , a n d % A C D Tim e ) a n d a d ju s t s it
u s in g d a t a fr o m a ct u a l ca ll t r a ffic t h a t h a s a lr e a d y
o ccu r r e d fo r t h e cu r r e n t d a y .

S p e ci al D ay F o r e cas t Th is r e p o r t fo r e ca s t s s p lit ca ll t r a ffic fo r a n y s p e cia l d a y
(fo r e xa m p le , a b a d w e a t h e r d a y o r h o lid a y ) d e fin e d o n
t h e S p e cia l D a y s A d m in is t r a t io n s cr e e n . Th e r e p o r t
d is p la y s Fo r e ca s t C a ll s C a r r ie d , N u m b e r o f P o s it io n s
Re q u ir e d , a n d % A C D Tim e fo r e a ch h a lf- h o u r in t e r v a l
in t h e s p e cia l d a y .
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A g e n t Po s i t i o n s Re q u i r e d F o r e ca s t Th is r e p o r t d is p la y s a t a b le s h o w in g t h e r e la t io n s h ip
b e t w e e n t h e N u m b e r o f P o s it io n s Re q u ir e d a n d t h e
N u m b e r o f C a ll s C a r r ie d fo r a n y h y p o t h e t ica l s e t o f ca ll
ch a r a ct e r is t ics . Th e A g e n t P o s it io n s Re q u ir e d fo r e ca s t
d o e s n o t u s e h is t o r ica l d a t a in it s ca lcu la t io n s , a n d t h e
d a t a is in d e p e n d e n t o f a n y s p lit o r h a lf- h o u r in t e r v a l.
Th e r e fo r e , t h is r e p o r t is a q u ick m e a n s o f d e t e r m in in g
h o w m a n y a g e n t s y o u m ig h t n e e d fo r t h e n u m b e r o f
ca ll s y o u e xp e ct ; o r it is a m e a n s o f d e t e r m in in g h o w
m a n y ca ll s y o u ca n h a n d le w it h t h e n u m b e r o f a g e n t s
y o u h a v e .

T r u n k E n g i n e e r i n g F o r e ca s t Th is r e p o r t d o e s n o t a ct u a lly fo r e ca s t fu t u r e p e r fo r m a n ce
a n d ca ll t r a ffic. In s t e a d , it g iv e s t h e fo ll o w in g d a t a fo r a
s p e cifie d m o n t h in t h e p a s t :

N u m b e r o f T r u n k s Re q u i r e d

Th is is t h e n u m b e r o f t r u n k s t h a t e a ch t r u n k
g r o u p s h o u ld h a v e h a d t o m e e t y o u r o b je ct iv e
tru n k g r o u p b l o ck i n g p e r ce n t ag e .

B lo ck in g is t h e in a b ilit y o f a ca ll e r t o co n n e ct
w it h t h e s w it ch . Th e r e fo r e , a t r u n k g r o u p
b lo ck in g p e r ce n t a g e in d ica t e s w h a t p e r ce n t a g e
o f ca ll s r e ce iv e b u s y s ig n a ls o n a t r u n k g r o u p
a n d d o n o t co n n e ct w it h t h e s w it ch . Y o u r
o b je ct iv e b lo ck in g p e r ce n t a g e w ill n o r m a ll y b e a
b lo ck in g p e r ce n t a g e t h a t y o u fin d a cce p t a b le fo r
t h e s p lit .

B u s y Ho u r CC S

B u s y H o u r C C S (C e n t u m C a ll S e co n d s ) is a
m e a s u r e o f h o w m a n y 1 0 0 - s e co n d in cr e m e n t s
t h e t r u n k s in a t r u n k g r o u p w e r e s e iz e d b y ca ll s
in t h e t r u n k g r o u p ’ s a v e r a g e b u s y - h o u r o f t h e
m o n t h .

A ct u al Bl o ck i n g F act o r %

Th e a ct u a l b lo ck in g fa ct o r p e r ce n t a g e is t h e
e s t im a t e d p e r ce n t a g e o f ca ll s t h a t w e r e b lo ck e d
in t h e t r u n k g r o u p d u r in g t h e b u s ie s t h o u r o f
t h e m o n t h .

Y o u u s e t h is fo r e ca s t t o d e t e r m in e if y o u n e e d
t o a d ju s t t h e n u m b e r o f t r u n k s in a t r u n k g r o u p .
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F o r e c a s t O b j e c t i v e s

Th e fo r e ca s t s y o u g e t a r e d e p e n d e n t o n t h e o b je ct iv e s y o u s e t fo r a s p lit o r t r un k g r o u p . Y o u r
o b je ct iv e s m a y co n s is t o f o n e o r m o r e o f t h e fo llo w in g p a r a m e t e r s :

Ca l l Ch aracte r i s t i cs C a ll ch a r a ct e r is t ics a r e e xp e ct e d v a lu e s y o u g iv e a s p lit fo r e a ch
h a lf- h o u r in t h e d a y . C a ll ch a r a ct e r is t ics co n s is t o f t h e fo ll o w in g :

Th e A v e r ag e A n s w e r D e l ay fo r ca lls in t h e s p lit ’ s
q u e u e

Th e We i g h t e d Ca l l V al u e , w h ich is a v e r a g e le n g t h o f
t im e a n a g e n t in t h e s p lit w ill s p e n d o n a ca ll , in clu d in g
t im e s p e n t in a ft e r - ca ll - w o r k .

Th e N u m b e r o f A s s i g n e d T r u n k s, w h ich a r e t h e
e xp e ct e d n u m b e r o f t r u n k s in a ll t r u n k g r o u p s t h a t w ill
b e a s s ig n e d t o t h e s p lit , p lu s a n e s t im a t e d n u m b e r o f
t r u n k s o r e xt e n s io n s t h a t a r e e xp e ct e d t o co n n e ct t o t h e
s p lit fr o m u n a s s ig n e d t r u n k g r o u p s (fo r e xa m p le , D ID
t r u n k g r o u p s ) o r fr o m in t e r n a l ca lls . Th e N u m b e r o f
A s s ig n e d Tr u n k s s e r v e s a s a lim it w it h in C M S fo r e ca s t
ca lcu la t io n s fo r t h e n u m b e r o f ca lls t h a t m a y b e
s im u lt a n e o u s ly co n n e ct e d t o t h e s p lit a t a n y g iv e n
m o m e n t . Th e r e fo r e , it a ls o s e r v e s a s a lim it fo r t h e
n u m b e r o f a g e n t s t h a t w ill b e r e q u ir e d a t a n y g iv e n
m o m e n t .

Y o u ca n a ls o e n t e r , fo r S p lit 0 * , a s e t o f s p e cia l ca ll ch a r a ct e r is t ics
t h a t ca n t e m p o r a r ily r e p la ce t h e r e g u la r ca ll ch a r a ct e r is t ics y o u
e s t a b lis h fo r a n y s p lit in a n A C D . Sp lit 0 ch a r a ct e r is t ics ca n b e
p a r t icu la r ly u s e fu l a s a s u b s t it u t e ch a r a ct e r is t ics o n s p e cia l d a y s .

Th e Fo r e ca s t C a ll s C a r r ie d , A g e n t P o s it io n s Re q u ir e d , a n d % A C D
Tim e fo r e ca s t e d in t h e Lo n g - Te r m , C u r r e n t D a y , In t r a d a y , a n d
Sp e cia l D a y fo r e ca s t s a r e b a s e d o n ca ll ch a r a ct e r is t ics . Th e C a ll
C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n h a s d e fa u lt ch a r a ct e r is t ics
w h ich y o u ca n u s e o r ch a n g e a cco r d in g t o y o u r e xp e ct a t io n s .

* B e ca u s e C M S m e a s u r e s A C D s p lit s t h a t a r e n u m b e r e d 1 t h r o u g h n , Sp lit 0 is als o u s e d a s t h e d e s t in a t io n s p lit in t h e
Ex t e n s io n A s s ign m e n t , Tr u n k G r o u p A s s ig n m e n t , a n d in t e r flo w p r o ce s s e s t o r e m o v e a n it em fr o m C M S
m e a s u r e m e n t w it h o u t r e s o r t in g t o P B X a d m in is t r a t io n .
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We i g h t i n g Co e f f i ci e n t s F o r Lo n g - Te r m , C u r r e n t D a y , a n d In t r a d a y fo r e ca s t s , C M S
d e t e r m in e s t h e d a y o f t h e w e e k (M o n d a y , Tu e s d a y , W e d n e s d a y ,
e t c. ) o f t h e fo r e ca s t d a t e , t h e n fig u r e s in t o t h e fo r e ca s t t h e d a t a fr o m
t h a t s a m e w e e k d a y in e a ch o f t h e 3 w e e k s p r e ce d in g t h e cu r r e n t
d a t e . F o r e xa m p le , if y o u r fo r e ca s t is fo r W e d n e s d a y , S e p t e m b e r 2 1 ,
a n d t h e cu r r e n t d a t e is S e p t e m b e r 1 9 , C M S fig u r e s in t h e d a t a fr o m
t h e p r e v io u s t h r e e W e d n e s d a y s , w h ich o ccu r r e d o n A u g u s t 3 1 ,
Se p t e m b e r 7 , a n d S e p t e m b e r 1 4 .

We i g h t i n g co e f f i ci e n t s a r e t h e r e la t iv e w e ig h t s (e n t e r e d a s n u m b e r s
fr o m 0 t o 1 0 ) g iv e n t o e a ch o f t h e s e 3 d a y s o f h is t o r ica l d a t a .
W e ig h t in g co e fficie n t s d e t e r m in e w h ich w e e k ’ s d a t a s h o u ld b e
fa ct o r e d m o s t h e a v ily in a fo r e ca s t . Fo r e xa m p le , if t h e d a y 1 w e e k
a g o h a s a w e ig h t o f 6 a n d t h e d a y 2 w e e k s a g o h a s a w e ig h t o f 2 ,
t h e d a t a fr o m 1 w e e k a g o w ill b e g iv e n 3 t im e s a s m u ch w e ig h t in
t h e ca lcu la t io n s a s t h e d a t a fr o m 2 w e e k s a g o .

Y o u s p e cify o n e s e t o f w e ig h t in g co e fficie n t s fo r a ll s p lit s o n t h e
W e ig h t in g C o e fficie n t s s cr e e n , t h o u g h y o u ca n a d ju s t t h e w e ig h t in g
co e fficie n t s w h e n y o u o r d e r a Lo n g - Te r m fo r e ca s t o n a p a r t icu la r
s p lit .

N O T E Sin ce a S p e cia l D a y fo r e ca s t u s e s h is t o r ica l d a t a o n ly fr o m
a p r e v io u s o ccu r r e n ce o f a s p e cia l d a y a n d d o e s n o t
in clu d e d a t a fr o m t h e p r e ce d in g 3 w e e k s , w e ig h t in g
co e fficie n t s a r e n o t u s e d fo r S p e cia l D a y fo r e ca s t s .

Gro w t h F act o r s Th e S y s t e m G r o w t h F act o r is a p e r ce n t a g e fr o m 1 t o 1 0 0 0 % t h a t
t e ll s C M S y o u e xp e ct a n o v e r a ll in cr e a s e o r d e cr e a s e in ca ll t r a ffic.
C M S u s e s t h is p e r ce n t a g e t o a d ju s t it s fo r e ca s t s . Th e Sy s t e m
G r o w t h Fa ct o r a ls o t e ll s C M S a d ju s t it s fo r e ca s t s w h e n y o u b e lie v e
t h e h is t o r ica l d a t a t o b e u s e d in t h e fo r e ca s t d o e s n o t r e p r e s e n t
n o r m a l ca ll t r a ffic fo r t h a t t im e p e r io d . Y o u e n t e r t h e Sy s t e m
G r o w t h Fa ct o r o n t h e W e ig h t in g C o e fficie n t s s cr e e n . Th e Sy s t e m
G r o w t h Fa ct o r is u s e d t o ca lcu la t e Lo n g - Te r m , C u r r e n t D a y ,
In t r a d a y , a n d S p e cia l D a y fo r e ca s t s .

W h e n y o u o r d e r a Lo n g - Te r m o r Sp e cia l D a y fo r e ca s t , y o u ca n
a d ju s t t h e S y s t e m G r o w t h Fa ct o r fo r t h e p a r t icu la r s p lit . W h e n y o u
o r d e r a Lo n g - Te r m , In t r a d a y , o r Sp e cia l D a y fo r e ca s t , y o u ca n a ls o
s p e cify a d d it io n a l g r o w t h fa ct o r s fo r W e ig h t e d C a ll Va lu e a n d
A v e r a g e A n s w e r D e la y fo r t h e p a r t icu la r s p lit .
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T r u n k G r o u p Bl o ck i n g % Y o u ca n e n t e r a t a r g e t e d t r u n k g r o u p b lo ck in g p e r ce n t a g e
(O b j e c t i v e B l o c k i n g F a c t o r %) o n t h e Tr u n k G r o u p
B lo ck in g P e r ce n t a g e s s cr e e n . Th e n , o n t h e Tr u n k En g in e e r in g
F o r e ca s t , t h e s y s t e m w ill d e t e r m in e t h e n u m b e r o f t r u n k s t h e t r u n k
g r o u p w o u ld h a v e n e e d e d t o m e e t t h a t o b je ct iv e fo r t h e g iv e n
m o n t h in t h e p a s t .

S e as o n al T r e n d Bas e D at e Th e s e a s o n a l t r e n d b a s e d a t e is a d a t e in t h e p a s t t h a t h a s s im ila r
ca ll t r a ffic ch a r a ct e r is t ics t o t h e d a t e (s ) o f t h e fo r e ca s t y o u a r e
o r d e r in g . C M S in clu d e s , in it s fo r e ca s t a lg o r it h m s , d a t a fo r t h e
s e a s o n a l t r e n d b a s e d a t e a n d t h e d a y s 1 , 2 , a n d 3 w e e k s b e fo r e t h e
b a s e d a t e . Fo r In t r a d a y a n d C u r r e n t D a y fo r e ca s t s , a s e a s o n a l t r e n d
b a s e d a t e e xa ct ly o n e y e a r a g o is a u t o m a t ica ll y fig u r e d in t o t h e
fo r e ca s t s . (P r e s u m a b ly , t h e s e a s o n 1 y e a r a g o w a s s im ila r t o t h e
cu r r e n t s e a s o n . ) Fo r Lo n g - Te r m fo r e ca s t s , y o u ca n s p e cify a n y
s e a s o n a l t r e n d b a s e d a t e y o u w a n t , u p t o 1 y e a r a g o .

F o r e c a s t M a n a g e r

Y o u m u s t r u n t h e Fo r e ca s t M a n a g e r (s e e C h a p t e r 1 1 , ‘ ‘ M a in t e n a n ce ’ ’ ) t o co ll e ct h is t o r ica l d a t a
t h a t C M S u s e s fo r S p e cia l D a y fo r e ca s t in g . If fo r s o m e r e a s o n t h e F o r e ca s t M a n a g e r h a s b e e n
in a ct iv e , y o u ca n h a v e t h e F o r e ca s t M a n a g e r g o b a ck a n d r e t r ie v e Sp e cia l D a y d a t a fr o m a n y o f
t h e p a s t 3 1 d a y s .

Y o u m u s t a ls o r u n t h e Fo r e ca s t M a n a g e r t o cr e a t e C u r r e n t D a y fo r e ca s t s a n d t o s t o r e u p - t o - d a t e
Sp e cia l D a y , C a ll C h a r a ct e r is t ics , a n d W e ig h t in g C o e fficie n t s a d m in is t r a t io n ch a n ge s . Y o u
s h o u ld b e s u r e t h a t C M S h a s co ll e ct e d h a lf- h o u r h is t o r ica l d a t a (s e e C h a p t e r 1 1,
‘ ‘ M a in t e n a n ce ’ ’ ) fo r a t le a s t 3 w e e k s b e fo r e t h e cu r r e n t d a t e , b e ca u s e C M S cr ea t e s C u r r e n t D a y
fo r e ca s t s u s in g d a t a fr o m t h e 3 w e e k s im m e d ia t e ly p r e ce d in g t h e d a y y o u o r d e r a re p o r t .

Sin ce C M S ca n s t o r e d a t a fo r u p t o 3 8 7 d a y s (1 y e a r p lu s 3 w e e k s ), y o u ca n b a s e a Sp ecia l D a y
o r Tr u n k En g in e e r in g fo r e ca s t o n d a t a fr o m u p t o 1 y e a r in t h e p a s t . A n d , a s m e n tio n e d e a r lie r ,
y o u ca n in clu d e fo r a Lo n g - Te r m r e p o r t a s e a s o n a l t r e n d b a s e d a t e fr o m u p t o 1 y ea r in t h e
p a s t . A s e a s o n a l t r e n d b a s e d a t e e xa ct ly o n e y e a r a g o is a u t o m a t ica lly in clu d e d in In tr a d a y a n d
C u r r e n t D a y r e p o r t s .

Th e Fo r e ca s t m e n u (F ig u r e 8 - 1 ) lis t s t h e s ix s cr e e n s y o u u s e t o d e fin e d a t e s , t im e s, a n d
o b je ct iv e s fo r y o u r r e p o r t s . In a d d it io n , t h e fo u r a d m in is t r a t io n s cr e e n s lis t e d o n t h e Fo r e ca s t
m e n u a r e a v a ila b le t o d e fin e g lo b a l fo r e ca s t o b je ct iv e s o r o b je ct iv e s fo r in d iv id u a l s p lit o r t r u n k
g r o u p fo r e ca s t s .
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F o r e c a s t M e n u

Y o u u s e t h e F o r e ca s t M e n u t o s e le ct t h e p a r t icu la r s cr e e n y o u w a n t , e it h e r t o o rd e r a fo r e ca s t
r e p o r t o r t o d e fin e fo r e ca s t o b je ct iv e s .

N O T E B e ca u s e y o u s h o u ld d e fin e fo r e ca s t o b je ct iv e s b e fo r e o r d e r in g a n y r e p o r t s , t h is ch a p t e r
p r e s e n t s a d m in is t r a t io n s cr e e n p r o ce d u r e s b e f o r e r e p o r t s cr e e n p r o ce d u r e 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

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

FO R E C A ST

Re p o r t s
[ ] L o n g -T e r m
[ ] I n t r ad a y
[ ] C u r r en t - D a y
[ ] S p e c ia l - D a y
[ ] A g e n t- P o s i t io n s - R e qu i r e d
[ ] T r u n k- E n g i n ee r i n g

Ad m i n i st r a t i o n
[ ] S p e c ia l - D a y s
[ ] C a l l -C h a r a c te r i s t i cs
[ ] T r u n k- G r o u p -B l o c k i ng
[ ] W e i g ht i n g - C oe f f i c i en t 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 8-1 F o r e cas t M e n u
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S p e c i a l D a y s A d m i n i s t r a t i o n
P u r p o s e To cr e a t e u p t o 1 5 s p e cia l d a y s p e r s p lit .
D e p e n d e n cie s W r it e p e r m is s io n fo r t h e s p lit .

Y o u u s e t h e Sp e cia l D a y s A d m in is t r a t io n s cr e e n t o id e n t ify t o C M S t h o s e d a y s th a t h a v e
u n u s u a l ca ll t r a ffic. C M S ca n t h e n s t o r e h is t o r ica l d a t a in s e p a r a t e s p e cia l d a y file s a n d p r o d u ce
fo r e ca s t r e p o r t s o n fu t u r e o ccu r r e n ce s o f t h o s e d a y s . F o r e xa m p le , if a s e r io u s s to r m cr e a t e d a
s ig n ifica n t ch a n g e in ca ll v o lu m e , y o u co u ld e n t e r t h a t d a y a s a s p e cia l d a y , t h e n acce s s a
s p e cia l d a y fo r e ca s t r e p o r t if t h e s a m e s t o r m co n d it io n s o ccu r r e d a g a in in t h e fu t ur e .

Y o u ca n id e n t ify u p t o 1 5 s p e cia l d a y s fo r a s p lit , a n d w h e n t h e Fo r e ca s t M a n a ge r r u n s fo r
t h o s e d a y s , t h e u n u s u a l ca ll t r a ffic d a t a w ill b e s t o r e d fo r fu t u r e s p e cia l d ay fo r e ca s t s . H is t o r ica l
d a t a fo r s p e cia l d a y s t h a t h a v e n ’ t o ccu r r e d y e t w ill b e co m p ile d b y t h e Fo r e ca s t M an a g e r w h e n
t h o s e d a y s a ct u a ll y a r r iv e . H is t o r ica l d a t a fo r s p e cia l d a y s t h a t a r e r e ce n tly p a s t (w it h in t h e la s t
3-1 d a y s o r le s s d e p e n d in g o n y o u r a r ch iv e p a r a m e t e r s [ s e e C h a p t e r 1 1 ] )ca n b e co m p ile d if y o u
m a k e s e p a r a t e r u n s o f t h e F o r e ca s t M a n a g e r t o s p e cifica ll y ca t ch t h o s e d a ys ’ d a t a .

N O T E If y o u ch a n g e t h e d a t e s fo r a s p e cia l d a y lik e Th a n k s g iv in g , w h o s e d a t e ch a n g e s e a ch
y e a r , d o n o t d e le t e t h e e xis t in g s p e cia l d a y d e fin it io n a n d r e e n t e r a n e w on e . In s t e a d ,
ju s t ch a n g e t h e d a t e . Th is m e t h o d r e t a in s t h e p r e v io u s y e a r ’ s d a t a in t h e da t a b a s e .

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - S P E C IA L D A Y S

1 Sp l i t : 1_ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ _

2 Da t e D e sc r i p t i on D a t e D es c r i p ti o n

1/ 1 N e w Ye a r ’ s D ay

3 Da t e : _ _/ _ _
4 De s c r i pt i o n : _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __

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 .

HE L P SC R E E N
HE L P PR I N T EX IT DE L E TE AD D CH A N G E

F i g u r e 8-2 F o r e cas t — S p e ci al D ay s A d m i n i s t r ati o n S cre e n
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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 fo r w h ich y o u a r e a d m in is t e r in g fo r e ca s t
s p e cia l d a y s .

F ie ld 2 D a t a D is p la y

Th e s p e cia l d a y s y o u h a v e s e t u p fo r t h is s p lit a r e d is p la y e d h e r e .

F ie ld 3 D a t e

Th e M M / D D - fo r m a t d a t e o f t h e s p e cia l d a y y o u a r e a d m in is t e r in g .

F ie ld 4 D e s cr ip t io n

A n o p t io n a l d e s cr ip t io n o f t h e d a y , u p t o 2 4 ch a r a ct e r s in le n g t h .

A d d i n g a S p e c i a l D a y

1 O n t h e F O R E C A S T 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 [ ] S p e c i a l
D a y s o p t io n a n d p r e s s R E TUR N .

[ A b la n k S p e cia l D a y s A d m in is t r a t io n s cr e e n a p p e a r s . ]

2 En t e r t h e n u m b e r o r s y n o n y m o f a m e a s u r e d s p lit in t h e S p l i t : fie ld .

3 P r e s s R E TUR N .

[ Th e cu r r e n t s p e cia l d a y s fo r t h e s p lit a r e d is p la y e d . ]

4 En t e r t h e d a t e in t h e D a t e : fie ld , a n d (o p t io n a lly ) e n t e r t h e d e s cr ip t io n o f t h e
s p e cia l d a y in t h e D e s c r i p t i o n : fie ld .

5 P r e s s A DD .

[ Th e n e w s p e cia l d a y d e fin it io n w ill b e a d d e d t o t h e fo r e ca s t s y s t e m w h e n t h e
F o r e ca s t M a n a g e r r u n s a g a in (n o r m a ll y e a ch n ig h t ). H is t o r ica l d a t a fo r t h e n ew
s p e cia l d a y w ill b e o b t a in e d o n t h e n e xt o ccu r r e n ce o f t h e s p e cia l d a y , o r if t h e
s p e cia l d a y o ccu r r e d w it h in t h e la s t 3 1 d a y s , w h e n a s e p a r a t e r u n o f t h e Fo r e ca st
M a n a g e r is m a d e fo r t h a t d a y . ]
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C h a n g i n g a S p e c i a l D a y

1 O n t h e F O R E C A S T 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 [ ] S p e c i a l -
D a y s o p t io n a n d p r e s s R E TUR N .

[ A b la n k S p e cia l D a y s A d m in is t r a t io n s cr e e n a p p e a r s . ]

2 En t e r a m e a s u r e d s p lit n u m b e r o r s y n o n y m in t h e S p l i t : fie ld .

3 P r e s s R E TUR N .

[ Th e s p e cia l d a y s fo r t h a t s p lit a r e d is p la y e d . ]

4 To ch a n g e a d e s cr ip t io n o f a d a y b u t k e e p t h e d a t e t h e s a m e , e n t e r t h e e xis tin g d a t e
in t h e D a t e : fie ld a n d t h e n e w d e s cr ip t io n in t h e D e s c r i p t i o n : fie ld . Th is
w o u ld a ll o w y o u , fo r in s t a n ce , t o ch a n g e t h e d e s cr ip t io n o f 7 / 4 t o ‘ ‘ In d e p en d e n ce
D a y ’ ’ fr o m ‘ ‘ Th e Fo u r t h o f J u ly . ’ ’

5 To ch a n g e a d a t e , e n t e r t h e n e w d a t e in t h e D a t e : fie ld .

6 P r e s s C HANG E .

[ Th e ch a n g e d d a t a w ill b e m a d e a v a ila b le t o t h e Fo r e ca s t s y s t e m , a n d w ill b e
d is p la y e d o n y o u r s cr e e n . Th e ch a n g e w ill b e u s e d t o g a t h e r fo r e ca s t d a t a w it h th e
n e xt e xe cu t io n o f t h e Fo r e ca s t M a n a g e r o n t h e Sp e cia l D a y .]

D e l e t i n g a S p e c i a l D a y

1 O n t h e F O R E C A S T 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 [ ] S p e c i a l -
D a y s o p t io n a n d p r e s s R E TUR N .

[ A b la n k S p e cia l D a y s A d m in is t r a t io n s cr e e n a p p e a r s . ]

2 En t e r a s p lit n u m b e r o r s y n o n y m o f a m e a s u r e d s p lit in t h e S p l i t : fie ld .

3 F o r t h e s p e cia l d a y t o b e d e le t e d , e n t e r t h e d a t e in t h e D a t e : fie ld .

4 P r e s s DE LETE .

[ A co n fir m a t io n p r o m p t a p p e a r s t o v e r ify t h a t y o u w a n t t o d e le t e t h e S p e cia l D a y
a n d d is ca r d t h a t d a y ’ s d a t a . ]

5 En t e r y n e xt t o t h e co n fir m a t io n m e s s a g e a n d p r e s s R E TUR N .

[ Th e s p e cia l d a y w ill b e d e le t e d , a n d t h e s cr e e n w ill b e u p d a t e d w it h t h e r e v is e d lis t
o f s p e cia l d a y s . ]
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C a l l C h a r a c t e r i s t i c s A d m i n i s t r a t i o n
P u r p o s e To s e t t h e h a lf- h o u r WC V, d e la y , a n d n u m b e r o f t r u n k s

fo r a s p lit ’ s fo r e ca s t s . Y o u ca n a ls o s e t S p lit 0 ’ s
(s p e cia l) ch a r a ct e r is t ics .

D e p e n d e n cie s W r it e p e r m is s io n fo r t h e s p lit .

Y o u u s e t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n t o s e t t h e a v e r a g e d e la y o f ca ll s ,
w e ig h t e d ca ll v a lu e s , a n d n u m b e r o f a s s ig n e d t r u n k s t a r g e t e d fo r a s p lit . Y o u e n t e r t h o s e
v a lu e s fo r e a ch h a lf- h o u r in t e r v a l in a d a y . C M S t h e n u s e s t h e s e e xp e ct e d v alu e s t o ca lcu la t e
fo r e ca s t d a t a fo r t h e n u m b e r o f a g e n t s a n d t r u n k s n e e d e d .

Y o u co m p le t e a s e t o f ca ll ch a r a ct e r is t ics fo r e a ch A C D s p lit y o u w is h t o fo r e ca s t . In a dd it io n ,
y o u ca n s e t s p e cia l ca ll ch a r a ct e r is t ics fo r S p lit 0 , a s p e cia l d u m m y s p lit . Th e n y o u ca n a p p ly
Sp lit 0 ’ s s p e cia l ca ll ch a r a ct e r is t ics t o a n y fo r e ca s t r e p o r t a t t h e t im e y o u o r d e r it .

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - - C A L L C H A R A C TE R I S T IC S

1 Sp l i t : __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __

2 In t e r v al 3 WC V 4 De l a y 5 Tr u n k s In t e r v a l W C V D e l ay T r u n ks

MI D N T - 00 : 3 0 1 8 0 5 _ _ 1 _ _ 06 : 0 0 - 06 : 3 0 1 8 0 5 _ _ 1 _ _
00 : 3 0 - 01 : 0 0 1 8 0 5 _ _ 1 _ _ 06 : 3 0 - 07 : 0 0 1 8 0 5 _ _ 1 _ _
01 : 0 0 - 01 : 3 0 1 8 0 5 _ _ 1 _ _ 07 : 0 0 - 07 : 3 0 1 8 0 5 _ _ 1 _ _
01 : 3 0 - 02 : 0 0 1 8 0 5 _ _ 1 _ _ 07 : 3 0 - 08 : 0 0 1 8 0 5 _ _ 1 _ _
02 : 0 0 - 02 : 3 0 1 8 0 5 _ _ 1 _ _ 08 : 0 0 - 08 : 3 0 1 8 0 5 _ _ 1 _ _
02 : 3 0 - 03 : 0 0 1 8 0 5 _ _ 1 _ _ 08 : 3 0 - 09 : 0 0 1 8 0 5 _ _ 1 _ _
03 : 0 0 - 03 : 3 0 1 8 0 5 _ _ 1 _ _ 09 : 0 0 - 09 : 3 0 1 8 0 5 _ _ 1 _ _
03 : 3 0 - 04 : 0 0 1 8 0 5 _ _ 1 _ _ 09 : 3 0 - 10 : 0 0 1 8 0 5 _ _ 1 _ _
04 : 0 0 - 04 : 3 0 1 8 0 5 _ _ 1 _ _ 10 : 0 0 - 10 : 3 0 1 8 0 5 _ _ 1 _ _
04 : 3 0 - 05 : 0 0 1 8 0 5 _ _ 1 _ _ 10 : 3 0 - 11 : 0 0 1 8 0 5 _ _ 1 _ _
05 : 0 0 - 05 : 3 0 1 8 0 5 _ _ 1 _ _ 11 : 0 0 - 11 : 3 0 1 8 0 5 _ _ 1 _ _
05 : 3 0 - 06 : 0 0 1 8 0 5 _ _ 1 _ _ 11 : 3 0 - 12 : 0 0 1 8 0 5 _ _ 1 _ _

WC V - W e ig h t e d C al l V a l u e [ P a g e 1 o f 2 ]

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 PA G E
HE L P PR I N T EX IT NE X T PR E V CH A N G E

F i g u r e 8-3 F o r e cas t — Ca l l C h aracte r i s t i cs A d m i n i s trati o n S cre e n

8-1 0 F o r e c a s t



C a l l C ha r a c t eri st i c s A d mi ni str a ti on

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 fo r w h ich y o u a r e v ie w in g o r ch a n g in g t h e
ca ll ch a r a ct e r is t ics . N o t e t h a t y o u ca n a ls o d e fin e ca ll ch a r a ct e r is t ics fo r s p lit 0 ,
w h ich ca n s t o r e a n a lt e r n a t e s e t o f ch a r a ct e r is t ics a v a ila b le t o t h e w h o le s y s t e m.

F ie ld 2 In t e r v a l

Th e h a lf- h o u r p e r io d s fo r w h ich ca ll ch a r a ct e r is t ics a r e in d iv id u a lly s e t .

F ie ld 3 W C V

W e ig h t e d C a ll Va lu e . Th e o b je ct iv e n u m b e r o f s e co n d s a g e n t s w ill s p e n d p e r
ca ll — co m b in in g A C D t a lk t im e a n d a ft e r - ca ll w o r k (A C W ).

D e f au l t : 1-8 0

Ran g e : 1 t o 9 9 9 s e co n d s

F ie ld 4 D e la y

Th e o b je ct iv e o r e xp e ct e d a v e r a g e q u e u e - d e la y fo r t h is s p lit . Th e d e la y
ch a r a ct e r is t ic o f a s p lit is lik e t h e s e r v ice le v e l e n t e r e d fo r C a ll P r o file r e p o r t s .

D e f au l t : 5

Ran g e : 1 t o 9 9 9 s e co n d s

F ie ld 5 Tr u n k s

Th e n u m b e r o f t r u n k s a s s ig n e d t o t h is s p lit d u r in g t h is in t e r v a l.

D e f au l t : 1

N O T E Th is n u m b e r r e p r e s e n t s t h e ce ilin g fo r t h e n u m b e r o f a g e n t s t h e s y s t e m
w ill fo r e ca s t in t h e C u r r e n t D a y , In t r a d a y , S p e cia l D a y , a n d L o n g Te r m
r e p o r t s . In o t h e r w o r d s , t h e n u m b e r o f t r u n k s s p e cifie d fo r a s p lit in
t h is s cr e e n w ill n o t b e e xce e d e d b y t h e n u m b e r o f a g e n t s fo r e ca s t fo r
t h a t s p lit .

3 B C M S A d m i n i s t r a t i o n 8-1 1



C a l l C ha r a c t eri st i c s A d mi ni str a ti on

A d d i n g o r C h a n g i n g F o r e c a s t C a l l C h a r a c t e r i s t i c s

Th e p r o ce s s u s e d t o a d m in is t e r ca ll ch a r a ct e r is t ics is t o ch a n g e t h e d e fa u lt v a lu es a lr e a d y in t h e
s y s t e m .

1 O n t h e F O R E C A S T 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 [ ] C a l l
C h a r a c t e r i s t i c s o p t io n a n d p r e s s R E TUR N .

[ A b la n k C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n a p p e a r s . ]

2 En t e r 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 y o u w a n t t o a d m in is t e r in t h e S p l i t :
fie ld .

3 P r e s s R E TUR N .

[ Th e d e fa u lt o r cu r r e n t v a lu e s fo r e a ch h a lf- h o u r in t e r v a l a p p e a r : W e ig h t e d Ca ll
Va lu e s , A v e r a g e A n s w e r D e la y , a n d N u m b e r o f Tr u n k s . ]

Ea ch s p lit ’ s ca ll ch a r a ct e r is t ics r e q u ir e t w o p a g e s fo r a co m p le t e d is p la y ,
t h e fir s t p a g e co n t a in in g t h e 2 4 a . m . in t e r v a ls , t h e s e co n d co n t a in in g
t h e 2 4 p . m . in t e r v a ls . Th e NE X T P A G E a n d P R E V P A G E SLK s a r e u s e d t o
m o v e b a ck a n d fo r t h b e t w e e n t h e a . m . a n d p . m . in t e r v a ls fo r e a ch s p lit ;
e a ch S L K a p p e a r s o n t h e s cr e e n w h e n a p p r o p r ia t e . Y o u ca n m a k e
ch a n g e s t o b o t h p a g e s b e fo r e p r e s s in g t h e C HANG E k e y .

4 M a k e ch a n g e s o n P a g e 1 ; p r e s s NE X T P A G E a n d m a k e ch a n g e s o n P a g e 2 . Y o u ca n
ch a n g e (o v e r w r it e ) a n y o f t h e t h r e e ch a r a ct e r is t ics (W C V, D e la y , o r N u m b e r o f
Tr u n k s ) fo r a n y h a lf- h o u r in t e r v a l.

5 P r e s s C HANG E .

[ Y o u r ch a n g e s w ill b e u s e d t o ca lcu la t e fo r e ca s t d a t a a ft e r t h e Fo r e ca s t M a n a g er
r u n s n e xt . ]

8-1 2 F o r e c a s t



T r u n k G r o u p B l o c k i n g P e r c e n t a g e
A d m i n i s t r a t i o n

P u r p o s e To s e t d e s ir e d b lo ck in g p e r ce n t a g e s fo r t r u n k g r o u p s , fo r
w h ich C M S w ill fin d t h e r e q u ir e d n u m b e r o f t r u n k s .

D e p e n d e n cie s W r it e p e r m is s io n fo r t h e t r u n k g r o u p .

Y o u u s e t h e Tr u n k G r o u p B lo ck in g P e r ce n t a g e s s cr e e n t o s e t a t a r g e t e d b lo ck in g p e r ce n t a g e fo r
e a ch t r u n k g r o u p a s s ig n e d t o t h e A C D . C M S w ill lis t t h e s e p e r ce n t a g e s o n t h e Tr u n k
En g in e e r in g Fo r e ca s t r e p o r t u n d e r t h e O b je ct iv e B lo ck in g Fa ct o r % co lu m n , a n d C M S w ill u s e
t h e m t o fo r e ca s t t h e n u m b e r s o f t r u n k s r e q u ir e d t o m e e t t h o s e p e r ce n t a g e s in a g iv e n m o n t h .

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - T R U N K G R O U P B LO C K I N G P E R C E N TA G E S

1 Tr u n k G ro u p N a m e %

10 l o c a l 9 6 1 - 1 2 34 5
11 l o c a l 9 6 1 - 1 2 35 5
12 F X 1 - 96 1 - 1 2 3 6 5
13 l o c a l 9 6 1 - 1 2 37 5
14-8 0 0 - nu m b e r 5

2 Tr u n k G ro u p ( s ) :_ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _
3 Pe r c e n ta g e : _ _ _%

[P a g e 1 of 1 0 ]
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 PA G E
HE L P PR I N T EX IT NE X T PR E V SE A R C H CH A N G E

F i g u r e 8-4 F o r e cas t — T r u n k G r o u p Bl o ck i n g Pe r ce n t ag e s S cre e n
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T r un k G r oup Bl oc ki ng P e r c en tage A d mi nist r a ti on

D e fin it io n o f Fie ld s :

F ie ld 1 D a t a fie ld

Th e d is p la y o f m e a s u r e d t r u n k g r o u p s (n u m b e r a n d , if p r e s e n t , s y n o n y m ) a n d
t h e ir cu r r e n t fo r e ca s t b lo ck in g p e r ce n t a g e s .

F ie ld 2 Tr u n k G r o u p (s )

Th e t r u n k g r o u p o r g r o u p s w h o s e b lo ck in g p e r ce n t a g e y o u w a n t t o v ie w o r
ch a n g e in t h e fo r e ca s t s y s t e m .

F ie ld 3 P e r ce n t a g e

Th e b lo ck in g p e r ce n t a g e d e s ir e d fo r t h e s e t r u n k g r o u p s . B lo ck in g p e r ce n t a g es
r a n g e fr o m 1 (t h e lo w e s t a v a ila b le ) t o 1 0 0 p e r ce n t (n o ca ll s g e t t h r o u g h o n th is
t r u n k g r o u p ).

D e f au l t : 5

N O T E B e ca u s e a ll t r u n k g r o u p s b e g in — fo r m o d e lin g p u r p o s e s — w it h a 5 p e r ce n t
b lo ck in g p e r ce n t a g e , a ll a d m in is t r a t io n o n t h is s u b je ct is a m a t t e r o f ch a n g e s .
N o t ice t h e r e is n o A DD SLK o n t h e s cr e e n fo r b lo ck in g p e r ce n t a g e .

C h a n g i n g a B l o c k i n g P e r c e n t a g e

1 O n t h e F O R E C A S T 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 [ ] T r u n k -
G r o u p - B l o c k i n g o p t io n a n d p r e s s R E TUR N .

[ Th e fir s t p a g e o f m e a s u r e d t r u n k g r o u p s a n d t h e ir p e r ce n t a g e s w ill a u t om a t ica ll y
d is p la y . ]

2 In t h e T r u n k G r o u p ( s ) : fie ld , e n t e r t h e n u m b e r s o f t r u n k g r o u p s fo r w h ich
y o u w a n t t o ch a n g e t h e b lo ck in g p e r ce n t a g e . Y o u ca n e n t e r in d iv id u a l t r u n k gr 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 t e d b y h y p h e n s, a
co m b in a t io n o f b o t h , o r ‘ ‘ a ll . ’ ’

3 En t e r a n u m b e r fr o m 1 t h r o u g h 1 0 0 in t h e P e r c e n t a g e : fie ld . Th is w ill b e t h e
n e w b lo ck in g p e r ce n t a g e .

Th is ch a n g e a ffe ct s o n ly fo r e ca s t in g ca lcu la t io n s , n o t a ct u a l b lo ck in g .

8-1 4 F o r e c a s t



T r un k G r oup Bl oc ki ng P e r c en tage A d mi nist r a ti on

4 P r e s s C HANG E .

[ Th e ch a n g e d b lo ck in g p e r ce n t a g e s w ill b e e n t e r e d in t o t h e fo r e ca s t s y s t e m . ]

S e a r c h i n g f o r a B l o c k i n g P e r c e n t a g e

1 O n t h e F O R E C A S T 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 [ ] T r u n k -
G r o u p - B l o c k i n g 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 B lo ck in g s cr e e n a p p e a r s . ]

2 En t e r t h e n u m b e r o f t h e t r u n k g r o u p o f in t e r e s t in t h e T r u n k G r o u p ( s ) : fie ld
a n d p r e s s S E AR C H . Y o u ca n a ls o u s e t h e NE X T P A G E o r P R E V P A G E SLK s t o s cr o ll
p a g e - b y - p a g e t h r o u g h t h e t r u n k g r o u p d is p la y t o s e a r ch fo r a s p e cific t r u nk g r o u p .

[ If y o u p r e s s S E AR C H , t h e p a g e o f d a t a co n t a in in g t h e s p e cifie d t r u n k g r o u p w ill b e
d is p la y e d . ]

3 B C M S A d m i n i s t r a t i o n 8-1 5



W e i g h t i n g C o e f f i c i e n t A d m i n i s t r a t i o n
P u r p o s e To a s s ig n w e ig h t in g co e fficie n t s t o t h e h is t o r ica l d a t a in e a ch

o f t h e 3 w e e k s b e fo r e t h e cu r r e n t d a t e . Th is d e t e r m in e s h o w h e a v ily
e a ch w e e k ’ s d a t a is fig u r e d in t o a fo r e ca s t .

Y o u u s e t h e W e ig h t in g C o e fficie n t A d m in is t r a t io n s cr e e n t o s e t t h e r e la t iv e w eig h t s o f h is t o r ica l
d a t a fr o m t h e s e le ct e d d a y s 1 , 2 , a n d 3 w e e k s b e fo r e t h e cu r r e n t d a t e . C M S g a th e r s d a t a fr o m
t h e d a y in e a ch o f t h e 3 p a s t w e e k s t h a t is t h e s a m e d a y o f t h e w e e k a s t h e fo r e ca s t d a t e . Th a t
is , if t h e fo r e ca s t d a t e is a W e d n e s d a y , t h e h is t o r ica l d a t a fr o m t h e W e d n es d a y in e a ch o f t h e 3
w e e k s p r e ce d in g t h e cu r r e n t d a t e is u s e d in t h e fo r e ca s t . C M S u s e s t h e w e ig h t in g co e fficie n t s
t o d e t e r m in e h o w h e a v ily e a ch o f t h o s e d a y ’ s d a t a s h o u ld b e fa ct o r e d in t o a fo re ca s t . F o r
e xa m p le , if y o u b e lie v e t h a t t h e d a t a fr o m 1 w e e k p a s t w ill b e t t e r m a t ch y o u r fo re ca s t d a t e t h a n
t h e d a t a fr o m 2 w e e k s p a s t , y o u w ill g iv e o n e - w e e k - p a s t d a t a a h e a v ie r w e ig h t in g in t h e C M S
fo r e ca s t a lg o r it h m s .

Y o u a ls o u s e t h is s cr e e n t o s e t a n e xp e ct e d s y s t e m g r o w t h fa ct o r (t h e p e r ce n t a ge o f cu r r e n t ca ll
t r a ffic y o u e xp e ct o n t h e d a y b e in g fo r e ca s t ), w h ich C M S a ls o u s e s t o fo r e ca s t ca ll t r a ffic.

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - W E I G HT I N G C O EF F I C I EN T S

1 Sy s t e m Gr o w t h F ac t o r : 1 00 %

Nu m b e r of C a l l s Ca r r i e d
We i g h t in g C o e f fi c i e n t s

2 3 W e e k s Pa s t : 1
3 2 W e e k s Pa s t : 3
4 1 W e e k P as t : 6

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 8-5 F o r e cas t — We i g h t i n g Co e f f i ci e n t s A d m i n i s t r ati o n S cr e e n
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W e i g hti ng C oe ff i c i en t A d mi nist r a ti on

D e fin it io n o f Fie ld s :

F ie ld 1 Sy s t e m G r o w t h Fa ct o r

Th e p e r ce n t a g e o f cu r r e n t ca ll t r a ffic y o u e xp e ct o n t h e d a y b e in g fo r e ca s t . En t e r
a v a lu e fr o m 1 t o 1 0 0 0 . Va lu e s b e lo w 1 0 0 in d ica t e a d e cr e a s e in ca ll t r a ffic;
v a lu e s a b o v e 1 0 0 in d ica t e a n in cr e a s e in ca ll t r a ffic.

D e f au l t : 1-0 0 .

F ie ld s 2 , 3 , a n d 4 W e ig h t in g C o e fficie n t s

In e a ch o f t h e s e 3 fie ld s , e n t e r a n u m b e r fr o m 0 t o 1 0 . Th e w e ig h t in g
co e fficie n t s s h o u l d a d d u p t o 1 0 t o g e t v a lid d a t a . (Y o u co u ld e n t e r 1 0 in a n y
o n e o f t h e fie ld s , b u t if y o u d o , t h e o t h e r t w o fie ld s s h o u ld e q u a l 0 . )

Th e v a lu e p la ce d in e a ch fie ld w ill b e t h e r e la t iv e w e ig h t in g o f t h e h is t o r ica l d a t a
fr o m 3 w e e k s a g o , 2 w e e k s a g o , a n d 1 w e e k a g o fo r t h e d a y o f t h e w e e k
m a t ch in g t h e fo r e ca s t d a t e . Th e h ig h e r t h e n u m b e r , t h e g r e a t e r t h e w e ig h t in g
p la ce d o n t h e w e e k ’ s d a t a .

D e f au l t s : 1 , 3 , 6 , r e s p e ct iv e ly , fo r w e e k s 3 , 2 , a n d 1 .

C h a n g i n g F o r e c a s t W e i g h t i n g f o r t h e S y s t e m

A ll w e ig h t in g is d o n e t h r o u g h t h e C HANG E k e y . Th e r e is n o A DD fu n ct io n .

1 O n t h e F O R E C A S T 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 [ ] W e i g h t i n g -
C o e f f i c i e n t s o p t io n a n d p r e s s R E TUR N .

[ A W e ig h t in g C o e fficie n t s A d m in is t r a t io n s cr e e n w it h cu r r e n t w e ig h t in g co e fficie n t
v a lu e s a p p e a r s . ]

2 En t e r , in t h e S y s t e m G r o w t h F a c t o r : fie ld , t h e s y s t e m g r o w t h fa ct o r y o u
e xp e ct y o u r fo r e ca s t s t o h a v e o v e r t h e h is t o r ica l d a t a in y o u r fo r e ca s t s y s t e m . Y ou
ca n e n t e r a n y in t e g e r fr o m 1 t h r o u g h 1 0 0 0 .

3 En t e r , in t h e W e i g h t i n g C o e f f i c i e n t s fie ld s , t h e w e ig h t in g co e fficie n t s
y o u w a n t t o a t t a ch t o e a ch o f t h e p r e v io u s 3 w e e k s ’ d a t a . Fo r e a ch w e e k , t h e v a lu e s
ca n b e fr o m 0 t h r o u g h 1 0 . Th e g r e a t e r t h e n u m b e r , t h e g r e a t e r t h e w e ig h t a t t a ch e d
t o t h a t w e e k . Th e w e ig h t in g co e fficie n t s m u s t a d d u p t o 1 0 (1 0 0 p e r ce n t ) t o g e t
v a lid d a t a . (Y o u co u ld e n t e r 1 0 in a n y o n e o f t h e fie ld s , b u t if y o u d o , t h e o t he r
t w o fie ld s s h o u ld e q u a l 0 . )

4 P r e s s C HANG E .

[ W h e n t h e Fo r e ca s t M a n a g e r r u n s n e xt , t h e e n t e r e d v a lu e s w ill b e u s e d t o ca lcu la t e
fo r e ca s t d a t a . ]
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L o n g T e r m R e p o r t
P u r p o s e To s e t t h e o b je ct iv e s a n d o r d e r a lo n g - t e r m fo r e ca s t .
D e p e n d e n cie s Th e Fo r e ca s t M a n a g e r a n d D a ily

D a t a A r ch iv e . Re a d p e r m is s io n fo r t h e s p lit .

Y o u u s e t h e L o n g Te r m Re p o r t s cr e e n t o o r d e r a lo n g - t e r m fo r e ca s t r e p o r t fo r a s p lit (u p t o 3 5
d a y s ). Fo r t h e s p e cific r e p o r t y o u o r d e r , y o u ca n a ls o u s e t h e s cr e e n t o a lt e r fo r eca s t o b je ct iv e s
p r e v io u s ly s e t , in clu d in g ca ll ch a r a ct e r is t ics , w e ig h t in g co e fficie n t s , a n d g r o w t h fa ct or s . Fin a ll y ,
y o u ca n ch o o s e t o b a s e y o u r lo n g - t e r m fo r e ca s t o n ly o n cu r r e n t (in t h e la s t 3 w e e k s) d a t a o r t o
a ls o in clu d e d a t a fr o m a s e a s o n a l t r e n d b a s e d a t e a n d t h e d a y s 1 , 2 , a n d 3 we e k s b e fo r e t h e
b a s e d a t e .

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - - L O N G T E R M R E PO R T
1 Sp l i t : __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _

2 Fo r e c a st D a t e : __ / _ _ O R Fu t u r e Da y ( s ) : __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
3 St a r t T im e : 0 _ : 0_
4 St o p T i me : 0 _ : 0 _

5 Se a s o n al T r e n d in g ? n
6 Se a s o n al T r e n d Ba s e D a t e: 1 1 / 2 5/ 8 6

7 Us e S p e ci a l C a l l C h a r a c te r i s t ic s ? n

NC C W e i gh t i n g C oe f f i c ie n t s G r ow t h F a c to r P e r c en t a g e s
8 3 w e e k s pa s t : 1 _ 11 Sy s t e m : 1 0 0 %
9 2 w e e k s pa s t : 3 _ 12 We i g h t ed C a l l V al u e : 1 0 0%
10 1 w e e k p as t : 6 _ 1 3 De l a y : 10 0 %

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 8-6 F o r e cas t — L o n g T e r m Re p o r t S cre e n
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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 fo r w h ich t h e fo r e ca s t w ill b e g e n e r a t e d .

F ie ld 2 F o r e ca s t D a t e o r Fu t u r e D a y (s )

Th e d a t e in t h e fu t u r e t h a t w ill b e fo r e ca s t if y o u u s e t h e M M / D D fo r m a t in t h e
F o r e ca s t D a t e p a r t o f t h e fie ld , o r t h e r e la t iv e fu t u r e d a y if y o u p la ce a p o s it iv e
in t e g e r in t h e F u t u r e D a y (s ) p a r t o f t h e fie ld . Fo r Fu t u r e D a y (s ), 1 m e a n s
t o m o r r o w ; 2 m e a n s t h e d a y a ft e r t o m o r r o w , e t c. It ca n b e a r a n g e u s in g t w o
in t e g e r s s e p a r a t e d b y a h y p h e n . Th is w o u ld r e s u lt in a n o u t p u t o f s e v e ra l d a y s ’
fo r e ca s t s . Th e m a xim u m n u m b e r o f d a y s in t h e fu t u r e is 3 5 .

Th e M M / D D fo r m a t is u s e d fo r a 1 - t im e fo r e ca s t . Th e r e la t iv e d a y ca n b e u s e d
fo r a r e g u la r ly s ch e d u le d fo r e ca s t , a lw a y s s o m a n y d a y s h e n ce . Fo r e xa m p le , t h is
co u ld b e u s e d t o r e g u la r ly s ch e d u le a fo r e ca s t fo r 1 w e e k fr o m t o d a y , s o y o u ca n
p la n y o u r s t a ff a n d s h ift s ch e d u le s a w e e k a h e a d .

F ie ld 3 St a r t Tim e

Th e b e g in n in g t im e y o u w a n t t h e fo r e ca s t t o co v e r in m ilit a r y n o t a t io n . M in u t e s
a r e e it h e r 0 0 o r 3 0 .

D e f au l t : 0 :0

Ran g e : 0-0 :0 0 t h r o u g h 2 3 :3 0

F ie ld 4 St o p Tim e

Th e e n d in g t im e y o u w a n t t h e fo r e ca s t t o co v e r in m ilit a r y n o t a t io n . M in u t e s a r e
e it h e r 0 0 o r 3 0 .

D e f au l t : 0 :0

Ran g e : 0-0 :3 0 t h r o u g h 2 4 :0 0

F ie ld 5 Se a s o n a l Tr e n d in g ?

Th e d e cis io n , y e s o r n o , t o u s e a p a s t d a y (a n d t h e 3 w e e k s b e fo r e it ) a s t h e b as is
o f t h is fo r e ca s t . En t e r y (y e s ) o r n(n o ). Y o u s p e cify t h e s e a s o n a l t r e n d b a s e d a t e
in t h e n e xt fie ld .

D e f au l t : n
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F ie ld 6 Se a s o n a l Tr e n d B a s e D a t e

If y o u e n t e r e d y in fie ld 5 , e n t e r a n y p a s t d a t e , u s in g t h e M M / D D / Y Y fo r m a t .
P ick a d a t e in t h e p a s t w h e r e t h e d a t a fo r t h a t d a y a n d t h e d a y s 1 , 2 , a nd 3
w e e k s b e fo r e t h a t d a t e h a v e a s im ila r p a t t e r n t o t h e p e r io d y o u a r e fo r e ca s tin g .
If t h e s e as o n al t r e n d d at a i s d i s to r te d f o r an y r e as o n , i t w i l l h av e a d i s to r ti n g
e f f e ct o n t h e f o r e cas t .

D e f au l t : D a t e o f d a y 1 y e a r a g o .

F ie ld 7 U s e S p e cia l C a ll C h a r a ct e r is t ics ?

En t e r e it h e r y (y e s ) o r n (n o ). ‘ ‘ Y e s ’ ’ m e a n s t h e fo r e ca s t w ill u s e t h e s p e cia l,
s y s t e m - w id e ca ll ch a r a ct e r is t ics (W C V, D e la y , N u m b e r o f A s s ig n e d Tr u n k s ) t h a t
a r e cu r r e n t ly in e ffe ct fo r s p lit 0 . ‘ ‘ N o ’ ’ m e a n s t h e fo r e ca s t w ill u s e t h e ca ll
ch a r a ct e r is t ics e s t a b lis h e d fo r t h e s p lit r e q u e s t e d in fie ld 1 .

D e f au l t : n

F ie ld 8 , 9 , a n d 1 0 N C C W e ig h t in g C o e fficie n t s

Th e s e fie ld s a r e o v e r r id e s o f t h e v a lu e s e n t e r e d in t h e W e ig h t in g C o e fficie n t
A d m in is t r a t io n s cr e e n , s p e cify in g t h e w e ig h t t o p u t o n t h e ca ll s t a t is t ics fo r t h e
s y s t e m 1 w e e k a g o , 2 w e e k s a g o , a n d 3 w e e k s a g o .

D e f au l t s : Th e v a lu e s e n t e r e d in t h e W e ig h t in g C o e fficie n t s cr e e n .

En t e r a n y v a lu e s y o u d e s ir e fr o m 0 t o 1 0 t o o v e r r id e t h e d e fa u lt s .

F ie ld 1 1 G r o w t h Fa ct o r P e r ce n t a g e s — S y s t e m

Th e r e la t iv e s iz e o f t h e ca ll v o lu m e y o u e xp e ct a t t h e fu t u r e p o in t o f t h e fo r e ca st .

D e f au l t : Th e s y s t e m g r o w t h fa ct o r e n t e r e d in t h e W e ig h t in g C o e fficie n t s cr e e n .

En t e r a n y p e r ce n t a g e fr o m 1 t h r o u g h 1 0 0 0 . A n y v a lu e le s s t h a n 1 0 0 p e r ce n t
m e a n s s y s t e m s h r in k a g e . A v a lu e o v e r 1 0 0 p e r ce n t m e a n s s y s t e m g r o w th .
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F ie ld 1 2 G r o w t h Fa ct o r P e r ce n t a g e s — W e ig h t e d C a ll Va lu e

In fie ld 7 y o u ch o s e a s e t o f ca ll ch a r a ct e r is t ics . F ie ld 1 2 g iv e s y o u a ch a n ce t o
a lt e r t h e o n e s y o u ch o s e t o a ll o w y o u t o v a r y t h e r e s u lt s fo r t h is p a r t icu la r
fo r e ca s t — w it h o u t h a v in g t o g o b a ck t o t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n
s cr e e n . In fie ld 1 2 , y o u s p e cify a m u lt ip lie r fo r t h e w e ig h t e d ca ll v a lu e
ch a r a ct e r is t ic. Fo r e xa m p le , 1 0 0 w o u ld m e a n n o a lt e r a t io n t o t h e s p e cifie d
w e ig h t e d ca ll v a lu e , 9 0 w o u ld m e a n s lig h t ly s h o r t e r W C V, a n d 1 5 0 w o u ld m e a n
a n o b je ct iv e W C V h a lf a g a in a s la r g e a s s p e cifie d in t h e C a ll C h a r a ct e r is t ics
s cr e e n .

D e f au l t : 1-0 0 p e r ce n t (e . g . , t h e s a m e v a lu e s p r e s e n t in t h e C a ll C h a r a ct e r is t ics
A d m in is t r a t io n p r o ce s s ).

En t e r a n y v a lu e 1 t h r o u g h 1 0 0 0 p e r ce n t .

F ie ld 1 3 G r o w t h Fa ct o r P e r ce n t a g e s — D e la y

Th e s a m e t y p e o f e n t r y a s fie ld 1 2 — a n a lt e r a t io n t o t h e d e la y ca ll ch a r a ct e r is t ic
fo r e a ch h a lf- h o u r fo r t h is fo r e ca s t r e p o r t o n ly .

D e f au l t : 1-0 0 p e r ce n t

En t e r a n y v a lu e fr o m 1 t h r o u g h 1 0 0 0 . Th e e ffe ct is t o in cr e a s e o r d e cr e a s e t h e
t a r g e t e d a v e r a g e w a it in q u e u e .

O r d e r i n g a L o n g T e r m F o r e c a s t

1 B e s u r e a ll fo r e ca s t a d m in is t r a t io n is fille d o u t p r o p e r ly . Th is in clu d e s C a ll
C h a r a ct e r is t ics a n d W e ig h t in g C o e fficie n t s s cr e e n s .

2 O n t h e F O R E C A S T m e n u , s e le ct t h e R e p o r t s [ ] L o n g - T e r m o p t io n a n d
p r e s s R E TUR N .

[ Th e b la n k Lo n g Te r m Fo r e ca s t s cr e e n a p p e a r s . ]

3 En t e r , in t h e S p l i t : fie ld , 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 b e co v e r e d b y
t h is r e p o r t .

4 En t e r t h e M M / D D / Y Y - fo r m a t d a t e in t h e F o r e c a s t D a t e : , o r e n t e r a r e la t iv e
d a y in t e g e r in t h e F u t u r e D a y s : fie ld . If y o u u s e in t e g e r s , y o u ca n e n t e r o n e
in t e g e r , a r a n g e o f in t e g e r s s e p a r a t e d b y a h y p h e n , s u ch a s 3- 5, o r a co m b in a t io n o f
b o t h .
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5 En t e r , in m ilit a r y t im e , t h e s t a r t t im e in t h e S t a r t T i m e : fie ld a n d t h e s t o p
t im e in t h e S t o p T i m e : fie ld t o d e fin e t h e p e r io d t o b e co v e r e d in t h e r e p o r t .

M in u t e s m u s t b e e it h e r : 0 0 o r : 3 0 .

6 En t e r y o r n in t h e S e a s o n a l T r e n d i n g ? fie ld t o s e le ct o r b y p a s s s e a s o n a l
t r e n d in g .

7 If y o u t y p e d y in t h e S e a s o n a l T r e n d i n g ? fie ld , e n t e r in t h e S e a s o n a l
T r e n d B a s e D a t e : fie ld t h e d a t e t o b e u s e d in s e a s o n a l t r e n d in g . U s e a n
M M / D D / Y Y fo r m a t .

8 En t e r y (y e s ) o r n (n o ) in t h e U s e S p e c i a l C a l l C h a r a c t e r i s t i c s ?
fie ld . ‘ ‘ Y e s ’ ’ s e le ct s t h e ca ll ch a r a ct e r is t ics fo r s p lit 0 . ‘ ‘ N o ’ ’ k e e p s t h e ca ll
ch a r a ct e r is t ics fo r t h e s p lit s e le ct e d in S t e p 3 .

9 In t h e N C C W e i g h t i n g C o e f f i c i e n t s fie ld s , o v e r w r it e t h e d e fa u lt
w e ig h t in g co e fficie n t s if y o u w a n t t o ch a n g e t h e m . Th e g r e a t e r t h e n u m b e r , t he
g r e a t e r t h e w e ig h t .

10 In t h e G r o w t h F a c t o r P e r c e n t a g e s fie ld s , e n t e r in t e g e r s fr o m 1 t h r o u g h
1-0 0 0 if y o u w a n t t o ch a n g e t h e p e r ce n t a g e s . Th e s e a r e m u lt ip lie d a g a in s t t he
v a lu e s in t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n fo r t h is s p lit .

11 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 . ]

12 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 1 1 , 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 1 1 , 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 . ]

N O T E If y o u e n t e r v a lu e s o t h e r t h a n t h e d e fa u lt s (1 0 0 p e r ce n t ) in G r o w t h F a c t o r
P e r c e n t a g e s fie ld s , p r o ce s s in g t im e w ill b e d e la y e d .

N O T E Th e in t e g e r (s ) y o u e n t e r in t h e F u t u r e D a y ( s ) : fie ld m u s t b e p o s it iv e . Th e
fo r e ca s t w ill n o t r u n if y o u e n t e r a n e g a t iv e in t e g e r (fo r e xa m p le , ‘ ‘ - 1 ’ ’ ) in t h e fie ld .
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L o n g T e r m F o r e c a s t R e p o r t D e s c r i p t i o n

Th e fo llo w in g fig u r e s h o w s a s a m p le lo n g - t e r m fo r e ca s t o u t p u t t o a t e r m in a l s cr e e n :

09 / 2 3 / 89 C A L L M AN A G E M E NT S Y S T EM p a g e 1

LO N G T E RM F O R E C AS T
SP L I T : 1 ( S a l e s ) D A T E : 1 0/ 2 3 / 8 7

FO R E C A ST B A S E D ON : 9 / 1 6/ 8 7 9 / 9 /8 7 9 / 2 / 87
SE A S O N AL T R E N D IN G B A S ED O N : 9 / 23 / 8 6

WE I G H T IN G F A C T OR S : 1 3 6
SY S T E M GR O W T H F AC T O R : 12 0 %

OB J E C T IV E G R O W TH F A C T OR S :
WE I G H T ED C A L L V AL U E = 9 5 % D E L A Y = 1 1 0 %

-- - - O B JE C T I V E -- - - -
WE I G H T ED N U M B E R F O R E C A ST N U M B ER %

CA L L O F CA L L S P O SI T I O N S AC D
TI M E V A LU E D E L A Y T R U N K S CA R R I E D R E Q U I R ED T I M E

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - -

15 : 0 0 - 15 : 3 0 1 2 0 3 5 1 0 7 9 6 6 7
15 : 3 0 - 16 : 0 0 1 2 0 3 5 1 0 8 9 6 7 5
16 : 0 0 - 16 : 3 0 1 2 0 3 5 1 0 9 1 6 7 5
17 : 0 0 - 17 : 3 0 1 2 0 3 5 1 0 1 1 0 6 9 9
18 : 0 0 - 18 : 3 0 1 2 0 4 5 1 5 2 5 0 1 0 8 9
18 : 3 0 - 19 : 0 0 1 2 0 4 5 1 5 2 6 0 1 1 9 5
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- -
TO T A L 8 79 4 5

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

Th e S L K s fo r a t e r m in a l o u t p u t o f a fo r e ca s t r e p o r t h a v e t h e fo ll o w in g m e a n in g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch co m m a n d . Th is p u t s a s la s h
(/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce a n y s t r in g o f
ch a r a ct e r s y o u d e s ir e a ft e r t h e s la s h . Th e n b y p r e s s in g R E TUR N , y o u w ill
g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e s t r in g ’ s lo ca t io n in t h e
r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .
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PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e L o n g Te r m Re p o r t r e q u e s t s cr e e n .

T a b l e 8-1 L o n g T e r m F o r e cas t O u tp u t E x p l an at i o n

F IE L D E X PL A N A T IO N

SP LIT Th e s p lit s e le ct e d in t h e Lo n g Te r m Re p o r t s cr e e n .

D A TE Th e d a t e fo r e ca s t .

F O RECA ST B ASED O N D a t e s 1 , 2 , a n d 3 w e e k s a g o — u s e d , a lo n g w it h
w e ig h t in g fa ct o r s , t o p r o je ct a n e s t im a t e d n u m b e r
o f ca ll s ca r r ie d .

SEAS O N A L TREN D IN G B ASED O N Ta k e n fr o m Lo n g Te r m Re p o r t s cr e e n ’ s S e a s o n a l
Tr e n d B a s e D a t e fie ld . D a t a fr o m t h e S e a s o n a l
Tr e n d B a s e D a t e a n d t h e d a y s 1 , 2 , a n d 3 w e e k s
b e fo r e t h a t d a t e ca n b e a n o t h e r e le m e n t in t h e
a lg o r it h m fo r t h e fo r e ca s t n u m b e r o f ca ll s .

D a t a e n t e r e d in t h e W e ig h t in g C o e fficie n t s fie ld in
t h e Lo n g Te r m Re p o r t s cr e e n . Th e s e n u m b e r s
g iv e g r e a t e r o r le s s w e ig h t t o e a ch o f t h e w e e k s
u s e d t o p r o je ct ca ll s ca r r ie d .

W EIG H TIN G F AC TO RS

D a t a fr o m t h e Sy s t e m fie ld in t h e Lo n g Te r m
Re p o r t s cr e e n . Th is p e r ce n t a g e p r o je ct s t h e
o v e r a ll g r o w t h (o r s h r in k a g e ) o f ca ll v o lu m e fr o m
t h e p a s t 3 w e e k s t o t h e fo r e ca s t d a t e .

SY STEM G RO W TH FAC TO R

D a t a fr o m t h e We ig h t e d C a ll Va lu e a n d D e la y
fie ld s in t h e Lo n g Te r m Re p o r t s cr e e n . Th e s e
p e r ce n t a g e s p r o je ct g r o w t h o r s h r in k a g e in WC V
a n d D e la y fr o m t h e p a s t 3 w e e k s t o t h e fo r e ca s t
d a t e .

O B J ECT IVE G RO W TH FAC TO RS

H a lf- h o u r in t e r v a ls d e s ig n a t e d fo r t h e fo r e ca s t
r e p o r t in t h e S t a r t Tim e a n d S t o p Tim e fie ld s in
t h e Lo n g Te r m Re p o r t s cr e e n .

TIM E
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T a b l e 8-1 L o n g T e r m F o r e cas t O u tp u t E x p l an at i o n ( Co n t d )

F IE L D E X PL A N A T IO N

W EIG H TED C ALL VALU E Th e e xp e ct e d t im e o n e a ch A C D ca ll , in clu d in g a ft e r - ca ll w o r k .
Th e t im e is t a k e n fr o m t h e ca ll ch a r a ct e r is t ics fo r e it h e r t h e
s p e cific s p lit o r S p lit 0 , a s s e le ct e d in t h e U s e S p e c i a l
C a l l C h a r a c t e r i s t i c s ? fie ld o f t h e Lo n g Te r m Re p o r t
s cr e e n . Th is t im e m a y b e m o d ifie d b y t h e G r o w t h Fa ct o r
P e r ce n t a g e fo r W C V e n t e r e d o n t h e L o n g Te r m Re p o r t s cr e e n .
Th e a ct u a l W e ig h t e d C a ll Va lu e ca n b e ca lcu la t e d fo r t h e s p lit
b y a d d in g A VG TA LK TIM E a n d A VG A FTER C A LL in t h e
h is t o r ica l S p lit Re p o r t s .

Th e p r o je ct e d t im e ca lle r s w ill w a it b e fo r e a n a g e n t a n s w e r s .
Th e t im e ca n b e fo r t h e s p e cifie d s p lit o r S p lit 0 . Th e a ct u a l
v a lu e ca n b e s e e n in t h e A v e r a g e S p e e d o f A n s w e r s t a t is t ics in
r e a l- t im e o r h is t o r ica l r e p o r t s fo r t h is s p lit .

D EL AY

Th e n u m b e r o f t r u n k s a s s ig n e d t o t h e s p lit . Th e n u m b e r ca n
b e fo r t h e s p e cifie d s p lit o r S p lit 0 . Th is n u m b e r r e p r e s e n t s
t h e m a xim u m n u m b e r o f ca ll s t h a t ca n b e co n n e ct e d t o t h e
s p lit a t a g iv e n t im e a n d a ct s a s a ce ilin g o n t h e n u m b e r o f
ag e n t s t h a t t h e s y s t e m w ill fo r e ca s t . Th e p r in cip le is t h a t n o
A C D w ill e v e r u s e m o r e a g e n t s t h a n t r u n k s in a s p lit .

N U M B ER O F TRU N K S

C a ll s fo r e ca s t t o b e r e ce iv e d b y t h is s p lit . S e e ‘ ‘ A lg o r it h m s fo r
Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

F O RECA ST C ALL S C A RRIE D

N U M B ER O F P O SIT IO N S RE Q U IRE D Th e n u m b e r o f a g e n t s n e e d e d t o s e r v ice t h e fo r e ca s t ca ll
v o lu m e . S e e t h e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t
t h e e n d o f t h is ch a p t e r .

Th e p e r ce n t o f t im e t h e n u m b e r o f a g e n t s r e q u ir e d w ill s p e n d
o n A C D ca ll s fo r t h e h a lf- h o u r . S e e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t
Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

% A C D TIM E

TO T A L

Fo r e ca s t e d t o t a l o f ca lls r e ce iv e d .TO TA L C A LL S

C o lu m n t o t a l (n o t t h e t o t a l a g e n t s n e e d e d ).TO TA L A G EN TS
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I n t r a d a y R e p o r t
P u r p o s e To fo r e ca s t a g e n t r e q u ir e m e n t s fo r t h e r e s t o f t h e cu r r e n t d a y.

U p d a t e s t h e C u r r e n t D a y fo r e ca s t .
D e p e n d e n cie s Th e Fo r e ca s t M a n a g e r m u s t h a v e e xe cu t e d t h a t d a y .

Re a d p e r m is s io n fo r t h e s p lit .

Y o u u s e t h e In t r a d a y Re p o r t s cr e e n t o o r d e r s p lit fo r e ca s t r e p o r t s fo r t h e r em a in d e r o f t h e
cu r r e n t d a y . Th e In t r a d a y Re p o r t co n t a in s cu r r e n t d a y fo r e ca s t d a t a t h a t ha s b e e n r e v is e d t o
in co r p o r a t e a ct u a l d a t a g e n e r a t e d e a r ly in t h e d a y .

Y o u ca n a lt e r ca ll ch a r a ct e r is t ics fo r t h e s p e cific in t r a d a y r e p o r t y o u o r d e r .

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - - I N T RA D A Y R E PO R T

1 Sp l i t : 1_ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _

2 St a r t T im e : 1 3 : 00
3 St o p T i me : 2 4 : 0 0

4 Us e S p e ci a l C a l l C h a r a c te r i s t ic s ? : n

Gr o w t h Fa c t o r P er c e n t a ge s
5 We i g h t ed C a l l V al u e : 1 0 0

6 De l a y : 10 0

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 8-7 In t r ad ay F o r e ca s t S cre e n
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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 fo r w h ich y o u w a n t t h e In t r a d a y Re p o r t .

F ie ld 2 St a r t Tim e

Th e b e g in n in g h a lf- h o u r t o b e in clu d e d in t h e fo r e ca s t r e p o r t .

D e f au l t : C u r r e n t h a lf- h o u r in t h e d a y .

Ran g e : 0-0 :0 0 t h r o u g h 2 3 :3 0

M in u t e s a r e e it h e r 0 0 o r 3 0 .

F ie ld 3 St o p Tim e

Th e fin a l h a lf- h o u r t o b e in clu d e d in t h e fo r e ca s t r e p o r t .

D e f au l t : 2-4 :0 0

Ran g e : 0-0 :3 0 t h r o u g h 2 4 :0 0

M in u t e s a r e e it h e r 0 0 o r 3 0 .

F ie ld 4 U s e S p e cia l C a ll C h a r a ct e r is t ics ?

En t e r e it h e r y (y e s ) o r n (n o ). ‘ ‘ Y e s ’ ’ m e a n s t h e fo r e ca s t w ill u s e t h e s p e cia l,
s y s t e m - w id e ca ll ch a r a ct e r is t ics (W C V, D e la y , N u m b e r o f A s s ig n e d Tr u n k s ) t h a t
a r e cu r r e n t ly in e ffe ct fo r s p lit 0 . ‘ ‘ N o ’ ’ m e a n s t h e fo r e ca s t w ill u s e t h e ca ll
ch a r a ct e r is t ics e s t a b lis h e d fo r t h e s p lit r e q u e s t e d in fie ld 1 .

D e f au l t : n

F ie ld 5 G r o w t h Fa ct o r P e r ce n t a g e s — W e ig h t e d C a ll Va lu e

Th is fie ld is a n o t h e r fin e - t u n in g y o u ca n a p p ly t o ca ll ch a r a ct e r is t ics — in t h is
ca s e , s p e cifica ll y W e ig h t e d C a ll Va lu e (W C V) . It is t h e p e r ce n t a g e in cr e a s e (e n t e r
1-0 0 t o 1 0 0 0 ) o r d e cr e a s e (a n y t h in g le s s t h a n 1 0 0 d o w n t o 1 ) y o u w a n t t h is
In t r a d a y Fo r e ca s t t o r e fle ct in t h e W C V v a lu e s y o u d e fin e d o n t h e C a ll
C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n .

F o r e xa m p le , if y o u a cce p t e d t h e d e fa u lt W C V (1 8 0 s e co n d s ) a n d y o u
w o u ld lik e t o fo r e ca s t a g e n t s fo r t h e r e s t o f t o d a y b a s e d o n a lo n g e r
W C V s ce n a r io , e n t e r in t h is fie ld t h e p ercen t ag e in cr e a s e in W C V y o u
w o u ld lik e t o fo r e ca s t , s u ch a s 1 5 0 . Th is w o u ld m e a n t h a t , fo r t h is
fo r e ca s t , W C V is p r o je ct e d a t 2 7 0 s e co n d s , g e n e r a t in g a fo r e ca s t n e e d fo r
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a p r o p o r t io n a t e ly la r g e r n u m b e r o f a g e n t s . U s in g t h is fie ld a n d t h e n e xt ,
y o u ca n r u n fo r e ca s t s b a s e d o n s e v e r a l p o s s ib le s ce n a r io s o f t a lk t im e
a n d a ft e r ca ll w o r k w it h o u t a ffe ct in g t h e b a s e ca ll ch a r a ct e r is t ics y o u
h a v e d e fin e d fo r t h is s p lit .

D e f au l t : 1-0 0

Ran g e : 1 t h r o u g h 1 0 0 0

F ie ld 6 G r o w t h Fa ct o r P e r ce n t a g e s — D e la y

Th e p e r ce n t a g e in cr e a s e o r d e cr e a s e y o u p r o je ct fo r t h e d e la y ch a r a ct e r is t ic
o r ig in a ll y e s t a b lis h e d fo r t h is s p lit o n t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n
s cr e e n .

D e f au l t : 1-0 0

Ran g e : 1 t h r o u g h 1 0 0 0

O r d e r i n g a n I n t r a d a y F o r e c a s t

1 B e s u r e a ll fo r e ca s t a d m in is t r a t io n is fille d o u t p r o p e r ly . Th is in clu d e s C a ll
C h a r a ct e r is t ics a n d W e ig h t in g C o e fficie n t s s cr e e n s .

2 O n t h e F O R E C A S T m e n u , s e le ct t h e R e p o r t s [ ] I n t r a d a y o p t io n in t h e
F o r e ca s t m e n u , a n d p r e s s R E TUR N .

A b la n k In t r a d a y Re p o r t s cr e e n a p p e a r s .

3 En t e r , in t h e S p l i t : fie ld , 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 b e co v e r e d b y
t h is r e p o r t .

4 O v e r t y p e t h e d e fa u lt s , a s d e s ir e d , in t h e S t a r t T i m e : , S t o p T i m e : , U s e
S p e c i a l C a l l C h a r a c t e r i s t i c s ? , W e i g h t e d C a l l V a l u e : , a n d
D e l a y : fie ld s .

A ll m in u t e s m u s t b e e it h e r : 0 0 o r : 3 0 .

Th e W e ig h t e d C a ll Va lu e a n d D e la y fie ld s t a k e v a lu e s fr o m 1 t o 1 0 0 0 .
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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 . ]

I n t r a d a y F o r e c a s t R e p o r t D e s c r i p t i o n

Th e fo llo w in g fig u r e s h o w s In t r a d a y Fo r e ca s t o u t p u t t o a t e r m in a l:

0-9 / 2 3 / 8 9 C A L L M A N A G E M E N T S Y S T E M p a g e 1

F o r e c a s t I n t r a d a y R e p o r t
S P L I T : 1

O B J E C T I V E G R O W T H F A C T O R S : W E I G H T E D C A L L V A L U E = 1 0 0 % D E L A Y = 1 0 0 %
S P E C I A L C A L L C H A R A C T E R I S T I C S : N O

A C T I V I T Y F R O M M I D N I T E T O 1 2 : 0 0
N U M B E R O F C A L L S C A R R I E D : 2 3 4 5
F O R E C A S T E D N U M B E R O F C A L L S C A R R I E D : 1 9 6 7
P E R C E N T A G E O F A C T U A L T O F O R E C A S T : 1 1 9 %

- - - O B J E C T I V E - - -
W E I G H T E D N U M B E R F O R E C A S T N U M B E R %

C A L L O F C A L L S P O S I T I O N S A C D
T I M E V A L U E D E L A Y T R U N K S C A R R I E D R E Q U I R E D T I M E
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
1-2 : 0 0 - 1 2 : 3 0 2 1 0 5 2 5 1 6 7 1 5 7 9
1-2 : 3 0 - 1 3 : 0 0 2 1 0 5 2 5 2 0 3 1 5 8 5
1-3 : 0 0 : 1 3 : 3 0 2 1 0 6 2 5 1 9 9 1 5 8 4
1-3 : 3 0 - 1 4 : 0 0 2 0 0 7 2 6 2 4 5 1 5 9 0
1-4 : 0 0 - 1 4 : 3 0 2 0 0 8 2 6 3 4 0 1 9 9 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
T O T A L 1 1 4 4 7 9

P A G E P A G E P R E V N E X T
E X I T N E X T P R E V S E A R C H S E A R C H S E A R C H

F i g u r e 8-8 In t r ad ay F o r e ca s t Re p o r t O u tp u t o n a T e r m i n al
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Th e S L K s fo r a t e r m in a l o u t p u t o f a fo r e ca s t r e p o r t h a v e t h e fo ll o w in g m e a n in g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch co m m a n d . Th is p u t s a s la s h
(/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce a n y s t r in g o f
ch a r a ct e r s y o u d e s ir e a ft e r t h e s la s h . Th e n b y p r e s s in g R E TUR N , t h e
cu r s o r m o v e s t o t h e s t r in g ’ s fir s t lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e In t r a d a y Re p o r t r e q u e s t s cr e e n .

T a b l e 8-2 In t r ad ay F o r e ca s t O u t p u t E x p l an at i o n

F IE L D E X PL A N A T IO N

SP LIT Th e s p lit s e le ct e d in t h e In t r a d a y Re p o r t s cr e e n .

O B J ECT IVE G RO W TH FAC TO RS:
W EIG H TED C ALL VALU E D EL AY

Th e p e r ce n t a g e o f t h e WC V a n d d e la y v a lu e s , o r ig in a ll y
d e fin e d o n t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n , t h a t
a r e t a r g e t e d fo r t h is s p e cific in t r a d a y fo r e ca s t .

SP EC IAL C A L L C H A RAC TERISTIC S Th e d e cis io n (y o r n) w h e t h e r t o u s e , fo r t h is r e p o r t , t h e S p lit 0

s p e cia l ca ll ch a r a ct e r is t ics e s t a b lis h e d o n t h e C a ll
C h a r a ct e r is t ics s cr e e n .

TO TA L N U M B ER O F C A LL S
C A RRI ED

A ct u a l s p lit A C D ca ll t r a ffic fo r t h e cu r r e n t d a y u p u n t il t h e
t im e o f t h e fo r e ca s t .

TO TA L FO RECA ST ED N U M B ER O F
C A LL S C A RRI ED

Fo r t h e s a m e p e r io d , t h e n u m b e r o f ca ll s p r o je ct e d in t h e
C u r r e n t D a y Fo r e ca s t .

P ERC EN TA G E O F A C TU A L TO
F O RECA ST

Th e r a t io o f t h e a ct u a l n u m b e r o f ca ll s t o t h e fo r e ca s t e d
n u m b e r o f ca lls .
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T a b l e 8-2 In t r ad ay F o r e ca s t O u t p u t E x p l an at i o n ( Co n t d )

F IE L D E X PL A N A T IO N

TIM E (B o d y ) H a lf- h o u r in t e r v a ls d e s ig n a t e d fo r t h e fo r e ca s t r e p o r t in t h e S t a r t Tim e
a n d S t o p Tim e fie ld s in t h e In t r a d a y Re p o r t s cr e e n .

W EIG H TED C ALL VALU E Th e e xp e ct e d t im e o n e a ch A C D ca ll , in clu d in g a ft e r - ca ll w o r k . Th e
t im e is t a k e n fr o m t h e ca ll ch a r a ct e r is t ics fo r e it h e r t h e s p e cific s p lit o r
Sp lit 0 , s e le ct e d in t h e U s e S p e c i a l C a l l
C h a r a c t e r i s t i c s ? fie ld o f t h e In t r a d a y Re p o r t s cr e e n . Th is
t im e m a y a ls o b e m o d ifie d b y t h e G r o w t h Fa ct o r P e r ce n t a g e fo r WC V
e n t e r e d o n t h e In t r a d a y Re p o r t s cr e e n . Th e a ct u a l We ig h t e d C a ll
Va lu e ca n b e ca lcu la t e d fo r t h e s p lit b y a d d in g A VG TA LK TIM E a n d
A VG A FTER C A LL WO RK in t h e h is t o r ica l S p lit Re p o r t s .

Th e p r o je ct e d t im e ca lle r s w ill w a it b e fo r e a n a g e n t a n s w e r s . Th e
t im e ca n b e fo r t h e s p e cifie d s p lit o r S p lit 0 . Th e a ct u a l v a lu e ca n b e
s e e n in t h e A v e r a g e S p e e d o f A n s w e r s t a t is t ics in r e a l- t im e o r
h is t o r ica l r e p o r t s fo r t h is s p lit .

D EL AY

Th e e xp e ct e d n u m b e r o f t r u n k s a s s ig n e d t o t h e s p lit . Th e n u m b e r ca n
b e fo r t h e s p e cifie d s p lit o r S p lit 0 . Th is n u m b e r r e p r e s e n t s t h e
m a xim u m n u m b e r o f ca ll s t h a t ca n b e co n n e ct e d t o t h e s p lit a t a
g iv e n t im e a n d a ct s a s a ce ilin g o n t h e n u m b e r o f ag e n t s t h a t t h e
s y s t e m w ill fo r e ca s t . Th e p r in cip le is t h a t n o A C D w ill e v e r u s e m o r e
a g e n t s t h a n t r u n k s in a s p lit .

N U M B ER O F TRU N K S

Th e ca lls fo r e ca s t t o b e r e ce iv e d b y t h is s p lit . S e e t h e ‘ ‘ A lg o r it h m s fo r
Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

F O RECA ST C ALL S C A RRIE D

N U M B ER O F P O SIT IO N S RE Q U IRE D Th e n u m b e r o f a g e n t s n e e d e d t o s e r v ice t h e fo r e ca s t ca ll v o lu m e . Se e
t h e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

Th e p e r ce n t o f t im e t h e n u m b e r o f a g e n t s r e q u ir e d w ill s p e n d o n
A C D ca ll s d u r in g t h e h a lf- h o u r in t e r v a l. S e e t h e ‘ ‘ Al g o r it h m s fo r
Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

% A C D TIM E

TO T A L

Fo r e ca s t e d t o t a l o f ca lls r e ce iv e d .TO TA L C A LL S

C o lu m n t o t a l (n o t t h e t o t a l a g e n t s n e e d e d ).TO TA L A G EN TS
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C u r r e n t D a y R e p o r t
P u r p o s e To fo r e ca s t a g e n t r e q u ir e m e n t s fo r t o d a y .
D e p e n d e n cie s Th e Fo r e ca s t M a n a g e r m u s t e xe cu t e t o

cr e a t e a C u r r e n t D a y fo r e ca s t fo r t h e n e xt d a y .
A ls o , h a lf- h o u r h is t o r ica l d a t a m u s t b e a v a ila b le
fo r d a y s 1 , 2 , a n d 3 w e e k s b e fo r e t h e cu r r e n t d a y .
Re a d p e r m is s io n fo r t h e s p lit .

Y o u u s e t h e C u r r e n t D a y Re p o r t s cr e e n t o o r d e r a s p lit fo r e ca s t r e p o r t fo r t he cu r r e n t d a y . Th e
C u r r e n t D a y Re p o r t fo r e ca s t s t h e n u m b e r o f a g e n t s n e e d e d , p e r ce n t a g e o f A C D t im e a g e n t s w ill
s p e n d , a n d t h e n u m b e r o f ca ll s t h e s p lit w ill ca r r y fo r e a ch h a lf- h o u r in t e r v a l in t h e cu r r e n t d a y .
A cu r r e n t d a y fo r e ca s t is a v a ila b le a ft e r t h e Fo r e ca s t M a n a g e r e xe cu t e s t h a t d a y (p r e fe r a b ly s o o n
a ft e r 1 2 :3 0 a . m . ).

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - - C U R RE N T D A Y RE P O R T

1 Sp l i t : 1_ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _

2 St a r t T im e : 1 2 : 00
3 St o p T i me : 1 5 : 0 0

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 8-9 Cu r r e n t D ay F o r e cas t S cr e e n
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C u r r e nt D a y R e por t

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 fo r w h ich y o u w a n t t h e C u r r e n t D a y
F o r e ca s t r e p o r t .

F ie ld 2 St a r t Tim e

Th e b e g in n in g in t e r v a l t o b e in clu d e d in t h e fo r e ca s t r e p o r t .

D e f au l t : 0 :0

Ran g e : 0-0 :0 0 t o 2 3 :3 0 .

M in u t e s m u s t b e e it h e r 0 0 o r 3 0 .

F ie ld 3 St o p Tim e

Th e fin a l in t e r v a l t o b e in clu d e d in t h e fo r e ca s t r e p o r t .

D e f au l t : 2-4 :0

Ran g e : 0-0 :3 0 t o 2 4 :0 0 .

M in u t e s m u s t b e e it h e r 0 0 o r 3 0 .

O r d e r i n g a C u r r e n t D a y F o r e c a s t R e p o r t

1 O n t h e F O R E C A S T m e n u , s e le ct t h e R e p o r t [ ] C u r r e n t - D a y o p t io n in
t h e m e n u , a n d p r e s s R E TUR N .

[ A b la n k C u r r e n t D a y Fo r e ca s t s cr e e n a p p e a r s . ]

2 En t e r , in t h e S p l i t : fie ld , 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 b e co v e r e d b y
t h is r e p o r t .
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C u r r e nt D a y R e por t

3 En t e r , in m ilit a r y t im e , t h e s t a r t t im e in t h e S t a r t T i m e : fie ld a n d t h e s t o p
t im e in t h e S t o p T i m e : fie ld t o d e fin e t h e p e r io d t o b e co v e r e d in t h e r e p o r t .

A ll m in u t e s m u s t b e e it h e r : 0 0 o r : 3 0 .

4 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 . ]

5 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 4 , 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 4 , 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 . ]

C u r r e n t D a y F o r e c a s t R e p o r t D e s c r i p t i o n

Th e fo llo w in g fig u r e s h o w s C u r r e n t D a y Fo r e ca s t o u t p u t t o a t e r m in a l:

09 / 2 3 / 89 C A L L M AN A G E M E NT S Y S T EM p a g e 1

CU R R E N T D A Y F O R EC A S T

SP L I T : 1 D A T E : 0 9/ 2 3 / 8 9

-- - - O B JE C T I V E -- - -
WE I G H T ED N U M B E R F O R E C A ST N U M B ER %

CA L L O F CA L L S P O SI T I O N S AC D
TI M E V A LU E D E L A Y T R U N K S CA R R I E D R E Q U I R ED T I M E
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- -
12 : 0 0 - 12 : 3 0 2 1 0 5 2 5 1 6 7 15 7 9
12 : 3 0 - 13 : 0 0 2 1 0 5 2 5 2 0 3 15 8 5
13 : 0 0 : 13 : 3 0 2 1 0 5 2 5 1 9 9 15 8 4
13 : 3 0 - 14 : 0 0 2 0 0 5 2 6 2 4 5 15 9 0
14 : 0 0 - 15 : 0 0 2 0 0 5 2 6 3 4 0 19 9 0
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- -
TO T A L 1 15 4 7 9

WA R N I N G: C U R R E NT D A Y d at a i s u n av a i l a b le f o r t o da y , r e po r t d a t a f r o m 0 9 /2 2 / 8 9

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

F i g u r e 8-1 0 Cu r r e n t D ay F o r e cas t Re p o r t O u t p u t o n a T e r m i n al
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C u r r e nt D a y R e por t

Th e S L K s fo r a t e r m in a l o u t p u t o f a fo r e ca s t r e p o r t h a v e t h e fo ll o w in g m e a n in g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch v i co m m a n d . Th is p u t s a
s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce a n y
s t r in g o f ch a r a ct e r s y o u d e s ir e a ft e r t h e s la s h . Th e n b y p r e s s in g
R E TUR N , y o u w ill g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e s t r in g ’ s

lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e C u r r e n t D a y Re p o r t r e q u e s t s cr e e n .

T a b l e 8-3 Cu r r e n t D ay F o r e cas t O u t p u t E x p l an at i o n

F IE L D E X PL A N A T IO N

SP LIT Th e s p lit s e le ct e d in t h e C u r r e n t D a y Re p o r t s cr e e n .

D A TE N o r m a ll y , t o d a y ’ s d a t e . Th e Fo r e ca s t M a n a g e r m u s t e xe cu t e b e fo r e t h e
r e q u e s t fo r t h is r e p o r t .

H a lf- h o u r in t e r v a ls d e s ig n a t e d fo r t h e fo r e ca s t r e p o r t in t h e S t a r t Tim e
a n d S t o p Tim e fie ld s in t h e C u r r e n t D a y Re p o r t s cr e e n .

TIM E

Th e e xp e ct e d t im e a n a g e n t w ill s p e n d o n e a ch A C D ca ll , in clu d in g
a ft e r - ca ll w o r k . Th e t im e is t a k e n fr o m t h e C a ll C h a r a ct e r is t ics
A d m in is t r a t io n s cr e e n fo r t h e s p lit . Th e a ct u a l W e ig h t e d C a ll Va lu e
ca n b e ca lcu la t e d fo r t h e s p lit b y a d d in g A VG TA LK TIM E a n d A VG
A FTER C A LL in t h e h is t o r ica l S p lit Re p o r t s .

W EIG H TED C ALL VALU E

Th e p r o je ct e d t im e ca lle r s w ill w a it b e fo r e a n a g e n t a n s w e r s . Th e t im e
is t a k e n fr o m t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n fo r t h e
s p lit . Th e a ct u a l v a lu e ca n b e s e e n in t h e A v e r a g e S p e e d o f A n s w e r
s t a t is t ics in r e a l- t im e o r h is t o r ica l r e p o r t s fo r t h is s p lit .

D EL AY
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C u r r e nt D a y R e por t

T a b l e 8-3 Cu r r e n t D ay F o r e cas t O u t p u t E x p l an at i o n ( Co n t d )

F IE L D E X PL A N A T IO N

N U M B ER O F TRU N K S Th e n u m b e r o f t r u n k s a s s ig n e d t o t h e s p lit . Th is n u m b e r is t a k e n
fr o m t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n . Th is n u m b e r
r e p r e s e n t s t h e m a xim u m n u m b e r o f ca ll s t h a t ca n b e co n n e ct e d
t o t h e s p lit a t a g iv e n t im e a n d a ct s a s a ce ilin g o n t h e n u m b e r o f
ag e n t s t h a t t h e s y s t e m w ill fo r e ca s t . Th e p r in cip le is t h a t n o
A C D w ill e v e r u s e m o r e a g e n t s t h a n t r u n k s in a s p lit .

Th e ca lls fo r e ca s t t o b e r e ce iv e d b y t h is s p lit . S e e t h e
‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

F O RECA ST C ALL S C A RRIE D

N U M B ER O F P O SIT IO N S RE Q U IRE D Th e n u m b e r o f a g e n t s n e e d e d t o s e r v ice t h e fo r e ca s t ca ll v o lu m e .
Se e t h e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is
ch a p t e r .

Th e p e r ce n t o f t im e t h e n u m b e r o f a g e n t s r e q u ir e d w ill s p e n d o n
A C D ca ll s d u r in g t h e h a lf- h o u r in t e r v a l. S e e t h e ‘ ‘ Al g o r it h m s fo r
Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

% A C D TIM E

TO T A L

Fo r e ca s t e d t o t a l o f ca lls r e ce iv e d .TO TA L C A LL S

C o lu m n t o t a l (n o t t h e t o t a l a g e n t s n e e d e d ).TO TA L A G EN TS

Th is m e s s a g e a p p e a r s if t h e fo r e ca s t m a n a g e r d id n o t e xe cu t e fo r
t h e cu r r e n t d a y . Th e d a t a r e p r e s e n t s t h e la s t d a y t h e Fo r e ca s t
M a n a g e r d i d r u n .

W A RN IN G
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S p e c i a l D a y R e p o r t
P u r p o s e To fo r e ca s t a g e n t r e q u ir e m e n t s fo r a s p e cia l d a y .
D e p e n d e n cie s Fo r e ca s t — S p e cia l D a y s A d m in is t r a t io n . Th e Fo r e ca s t M a n a g e r

m u s t h a v e e xe cu t e d t o g a t h e r d a t a fo r t h e la s t o ccu r r e n ce o f
t h e S p e cia l D a y .
Re a d p e r m is s io n fo r t h e s p lit .

Sp e cia l d a y s a r e t h o s e d a y s (h o lid a y s , b a d w e a t h e r d a y s , p r o m o t io n a l d a y s , a n d s o o n ) t h a t
h a v e u n u s u a l ca ll t r a ffic. Y o u u s e t h e S p e cia l D a y Re p o r t s cr e e n t o o r d e r a s p lit fo re ca s t r e p o r t
fo r a s p e cia l d a y . Y o u ca n a ls o u s e t h is s cr e e n t o a lt e r ca ll ch a r a ct e r is t ics fo r a s p ecific fo r e ca s t
r e p o r t .

H o w e v e r , fo r t h e s p e cia l d a y fo r e ca s t t o r u n , t h e p a r t icu la r d a y m u s t h a v e be e n p r e v io u s ly
id e n t ifie d o n t h e S p e cia l D a y s A d m in is t r a t io n s cr e e n . A ls o , t h e S p e cia l D a y s file m u st a lr e a d y
h a v e a t le a s t o n e d a y ’ s h is t o r ica l d a t a fo r t h e d a y y o u w a n t t o fo r e ca s t . Th e r efo r e , if h is t o r ica l
d a t a fr o m t h e s p e cia l d a y h a s n e v e r b e e n p r o ce s s e d b y t h e Fo r e ca s t M a n a g e r , y o u ca n n o t o r d e r
a s p e cia l d a y fo r e ca s t r e p o r t fo r t h a t d a y .

Y o u ca n r e fe r t o t h e Sp e cia l D a y s A d m in is t r a t io n s cr e e n t o d is p la y a lis t o f s p e cia l d a ys a lr e a d y
e s t a b lis h e d fo r a s p lit .

S c r e e n D e s c r i p t i o n

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

SP E C I A L D A Y F O R EC A S T
1 Sp l i t : 1_ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _

2 Sp e c i a l d a y : _ 1 /_ 1
3 St a r t T im e : 1 2 : 00
4 St o p T i me : 1 8 : 0 0

5 Us e S p e ci a l C a l l C h a r a c te r i s t ic s : y

Gr o w t h Fa c t o r P er c e n t a ge s
6 We i g h t ed C a l l V al u e : 1 2 0%

7 Sy s t e m : 1 2 0 %
8 De l a y : 10 0 %

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 8-1 1 S p e ci al D ay F o r e cas t S cr e e n
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S pec i a l D a y R e por t

D e fin it io n o f Fie ld s

F ie ld 1 Sp lit

Th e s p lit fo r w h ich t h e S p e cia l D a y Fo r e ca s t is d e s ir e d .

F ie ld 2 Sp e cia l D a y

Th e d a t e o f t h e S p e cia l D a y b e in g fo r e ca s t .

F ie ld 3 St a r t Tim e

Th e b e g in n in g in t e r v a l, in m ilit a r y t im e , t h a t y o u w a n t t h e fo r e ca s t t o co v e r .

D e f au l t : 0 :0

Ran g e : 0-0 :0 0 t h r o u g h 2 3 :3 0

M in u t e s m u s t b e e it h e r 0 0 o r 3 0 .

F ie ld 4 St o p Tim e

Th e e n d in g in t e r v a l, in m ilit a r y t im e , t h a t y o u w a n t co v e r e d b y t h e r e p o r t .

D e f au l t : 2-4 :0

Ran g e : 0-0 :3 0 t h r o u g h 2 4 :0 0

M in u t e s m u s t b e e it h e r 0 0 o r 3 0 .

F ie ld 5 U s e S p e cia l C a ll C h a r a ct e r is t ics ?

En t e r e it h e r y (y e s ) o r n (n o ). ‘ ‘ Y e s ’ ’ m e a n s t h e fo r e ca s t w ill u s e t h e s p e cia l,
s y s t e m - w id e ca ll ch a r a ct e r is t ics (W C V, D e la y , N u m b e r o f A s s ig n e d Tr u n k s ) t h a t
a r e cu r r e n t ly in e ffe ct fo r S p lit 0 . ‘ ‘ N o ’ ’ m e a n s t h e fo r e ca s t w ill u s e t h e ca ll
ch a r a ct e r is t ics e s t a b lis h e d fo r t h e s p lit r e q u e s t e d in fie ld 1 .

D e f au l t : n .
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F ie ld 6 W e ig h t e d C a ll Va lu e

Th e p e r ce n t a g e in cr e a s e (1 0 0 t h r o u g h 1 0 0 0 ) o r d e cr e a s e (1 t h r o u g h 1 0 0 ) in t h e
w e ig h t e d ca ll v a lu e (W C V) t h a t a p p lie s t o t h is s p e cia l- d a y fo r e ca s t . Th is fie ld
a ll o w s y o u t o e a s ily ch a n g e W e ig h t e d C a ll Va lu e w it h o u t r e a d m in is t e r in g t h e
C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n . Th is p e r ce n t a g e ca n b e a p p lie d t o t h e
s p lit ’ s W C V o r t h e W C V d e fin e d fo r S p lit 0 , if y o u s e le ct e d Sp lit 0 in fie ld 5 o f
t h is s cr e e n .

D e f au l t : 1-0 0

Ran g e : 1 t h r o u g h 1 0 0 0

F ie ld 7 Sy s t e m

Th e p e r ce n t a g e in cr e a s e (1 0 0 t o 1 0 0 0 ) o r d e cr e a s e (1 t o 1 0 0 ) in ca ll t r a ffic g r o w t h
b e t w e e n t h e p r e v io u s s p e cia l d a y a n d t h is o n e (u s u a lly a 1 - y e a r s p a n ). A n e n t r y
o f 1 0 0 m e a n s ca ll t r a ffic o n t h e fo r e ca s t Sp e cia l D a y w ill b e s im ila r t o t r a ffic o n
t h e la s t o ccu r r e n ce o f t h e S p e cia l D a y .

D e f au l t : 1-0 0

Ran g e : 1 t h r o u g h 1 0 0 0

F ie ld 8 D e la y

Th e p e r ce n t a g e in cr e a s e (1 0 0 t o 1 0 0 0 ) o r d e cr e a s e (1 t o 1 0 0 ) y o u p r o je ct fo r t h e
d e la y ch a r a ct e r is t ic o r ig in a ll y e s t a b lis h e d fo r t h is s p lit (o r Sp lit 0 , if s e le ct e d ) on
t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n . A n e n t r y o f 1 0 0 m e a n s t h e d ela y
o n t h e fo r e ca s t S p e cia l D a y w ill b e s im ila r t o t h e d e la y o n t h e p r e v io u s
o ccu r r e n ce o f t h e S p e cia l D a y .

D e f au l t : 1-0 0 .

Ran g e : 1 t h r o u g h 1 0 0 0
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S pec i a l D a y R e por t

G e n e r a t i n g a S p e c i a l D a y F o r e c a s t

1 O n t h e F O R E C A S T m e n u , s e le ct t h e R e p o r t s [ ] S p e c i a l - D a y 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 e cia l D a y Fo r e ca s t s cr e e n a p p e a r s . ]

2 En t e r t h e n u m b e r o f t h e s p lit fo r w h ich t h e s p e cia l d a y w ill b e fo r e ca s t in t h e
S p l i t : fie ld . Va lid e n t r ie s a r e m e a s u r e d - s p lit n u m b e r s o r s y n o n y m s .

3 En t e r t h e s p e cia l d a y ’ s d a t e in t h e S p e c i a l d a y : fie ld .

Y o u ca n d e t e r m in e w h a t s p e cia l d a y s a r e a v a ila b le fo r e a ch s p lit b y
lo o k in g in t h e Fo r e ca s t — Sp e cia l D a y s A d m in is t r a t io n s cr e e n .

4 O v e r w r it e t h e d e fa u lt s a s d e s ir e d in t h e S t a r t T i m e : , S t o p T i m e : , U s e
S p e c i a l C a l l C h a r a c t e r i s t i c s ? , W e i g h t e d C a l l V a l u e : ,
S y s t e m : , a n d D e l a y : fie ld s .

U s e m ilit a r y t im e fo r t h e s t a r t a n d s t o p t im e . A ll m in u t e s m u s t b e
e it h e r : 0 0 o r : 3 0 .

Th e W e ig h t e d C a ll Va lu e , S y s t e m , a n d D e la y fie ld s t a k e v a lu e s fr o m 1
t o 1 0 0 0 .

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 . ]

8-4 0 F o r e c a s t



S pec i a l D a y R e por t

S p e c i a l D a y F o r e c a s t R e p o r t D e s c r i p t i o n

Th e fo llo w in g fig u r e s h o w s s a m p le S p e cia l D a y fo r e ca s t o u t p u t t o a t e r m in a l.

09 / 2 3 / 89 C A L L M AN A G E M E NT S Y S T EM p a g e 1

Fo r e c a st S p e c i al D a y R e po r t

SP L I T : 1

FO R E C A ST B A S E D ON : 0 1 / 01 / 8 9
SY S T E M GR O W T H F AC T O R : 10 0 %

OB J E C T IV E G R O W TH F A C T OR S : W E I GH T E D C A LL V A L U E = 1 2 0 % D EL A Y : 1 0 0%
SP E C I A L C A L L C H AR A C T E RI S T I C S : Y E S

-- - - O B JE C T I V E -- - - -
WE I G H T ED N U M B E R F O R E C A ST N U M B ER %

CA L L O F CA L L S P O SI T I O N S AC D
TI M E V A LU E D E L A Y T R U N K S CA R R I E D R E Q U I R ED T I M E

-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - -
15 : 0 0 - 15 : 3 0 1 2 0 3 0 1 0 8 9 6 6 9
15 : 3 0 - 16 : 0 0 1 2 0 3 0 1 0 1 0 9 6 9 5
16 : 0 0 - 16 : 3 0 1 2 0 3 0 1 0 1 2 0 7 9 5
17 : 0 0 - 17 : 3 0 1 2 0 4 5 1 5 1 7 5 1 0 7 9
17 : 3 0 - 18 : 0 0 1 2 0 4 5 1 5 2 1 0 1 1 9 0
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - -
TO T A L 7 03 4 0

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

F i g u r e 8-1 2 S p e ci al D ay F o r e cas t Re p o r t O u t p u t o n a T e r m i n al
Th e S L K s fo r a t e r m in a l o u t p u t o f a fo r e ca s t r e p o r t h a v e t h e fo ll o w in g m e a n in g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch v i co m m a n d . Th is p u t s a
s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce a n y
s t r in g o f ch a r a ct e r s y o u d e s ir e a ft e r t h e s la s h . Th e n b y p r e s s in g
R E TUR N , y o u w ill g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e s t r in g ’ s

lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e S p e cia l D a y Fo r e ca s t Re p o r t r e q u e s t s cr e e n .
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S pec i a l D a y R e por t

T a b l e 8-4 S p e ci al D ay F o r e cas t O u t p u t E x p l an at i o n

F IE L D E X PL A N A T IO N

SP LIT Th e s p lit s e le ct e d in t h e S p e cia l D a y Re p o r t s cr e e n .

F O RECA ST B ASED O N Th e s p e cia l d a y s e le ct e d in t h e S p e cia l D a y Re p o r t s cr e e n .

SY STEM G RO W TH FAC TO R Th e p r o je ct e d p e r ce n t a g e in cr e a s e o r d e cr e a s e o f t h e s p lit ’ s ca ll

v o lu m e fr o m t h e p r e v io u s S p e cia l D a y t o t h e fo r e ca s t S p e cia l
D a y .

O B J ECT IVE G RO W TH FAC TO RS:
W EIG H TED C ALL VALU E D EL AY

Th e p e r ce n t a g e t h a t WC V a n d A v e r a g e C a ll D e la y w ill
in cr e a s e (1 0 0 t o 1 0 0 0 ) o r d e cr e a s e (1 t o 1 0 0 ) fr o m t h e
p r e v io u s S p e cia l D a y t o t h e fo r e ca s t Sp e cia l D a y . Th e s e
p e r ce n t a g e s a r e o r ig in a ll y d e fin e d o n t h e C a ll C h a r a ct e r is t ics
A d m in is t r a t io n s cr e e n , b u t y o u ca n ch a n g e t h e m h e r e fo r t h e
s p e cific r e p o r t y o u a r e o r d e r in g .

SP EC IAL C A L L C H A RAC TERISTIC S Th e d e cis io n w h e t h e r t o u s e , fo r t h is r e p o r t , t h e S p lit 0 s p e cia l
ca ll ch a r a ct e r is t ics .

H a lf- h o u r in t e r v a ls in t h e S p e cia l D a y t h a t w e r e s e le ct e d in
t h e S p e cia l D a y Re p o r t s cr e e n .

TIM E

Th e e xp e ct e d t im e a n a g e n t w ill s p e n d o n e a ch A C D ca ll ,
in clu d in g a ft e r - ca ll w o r k . Th e t im e is t a k e n fr o m t h e ca ll
ch a r a ct e r is t ics fo r e it h e r t h e s p e cific s p lit o r S p lit 0 , s e le ct e d in
t h e U s e S p e c i a l C a l l C h a r a c t e r i s t i c s ? fie ld o f
t h e S p e cia l D a y Re p o r t s cr e e n . Th is t im e m a y a ls o b e
m o d ifie d b y t h e G r o w t h Fa ct o r P e r ce n t a g e fo r W C V e n t e r e d
o n t h e Sp e cia l D a y Re p o r t s cr e e n . Th e a ct u a l W e ig h t e d C a ll
Va lu e ca n b e ca lcu la t e d fo r t h e s p lit b y a d d in g A VG TA LK
TIM E a n d A VG A FTER C A L L in t h e h is t o r ica l S p lit Re p o r t s .

W EIG H TED C ALL VALU E

Th e p r o je ct e d t im e ca lle r s w ill w a it b e fo r e a n a g e n t a n s w e r s .
Th e a ct u a l v a lu e ca n b e s e e n in t h e A v e r a g e Sp e e d o f A n s w e r
s t a t is t ics in r e a l- t im e o r h is t o r ica l r e p o r t s fo r t h is s p lit . Th e
t im e ca n b e fo r t h e s p e cifie d s p lit o r S p lit 0 .

D EL AY

Th e n u m b e r o f t r u n k s a s s ig n e d t o t h e s p lit , o r a s s ig n e d t o
Sp lit 0 , o n t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n .
Th is n u m b e r r e p r e s e n t s t h e m a xim u m n u m b e r o f ca ll s t h a t
ca n b e co n n e ct e d t o t h e s p lit a t a g iv e n t im e a n d a ct s a s a
ce ilin g o n t h e n u m b e r o f ag e n t s t h a t t h e s y s t e m w ill fo r e ca s t .
Th e p r in cip le is t h a t n o A C D w ill e v e r u s e m o r e a g e n t s t h a n
t r u n k s in a g iv e n s p lit .

N U M B ER O F TRU N K S
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S pec i a l D a y R e por t

T a b l e 8-4 S p e ci al D ay F o r e cas t O u t p u t E x p l an at i o n ( Co n td )

F IE L D E X PL A N A T IO N

F O RECA ST C ALL S C A RRIE D Th e n u m b e r o f ca ll s fo r e ca s t t o b e r e ce iv e d b y t h is s p lit .
Se e t h e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e
e n d o f t h is ch a p t e r .

N U M B ER O F P O SIT IO N S RE Q U IRE D Th e n u m b e r o f a g e n t s n e e d e d t o s e r v ice t h e fo r e ca s t
ca ll v o lu m e . S e e t h e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t
It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

Th e p e r ce n t o f t im e t h e n u m b e r o f a g e n t s r e q u ir e d w ill
s p e n d o n A C D ca ll s d u r in g t h e h a lf- h o u r in t e r v a l. Se e
t h e ‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d
o f t h is ch a p t e r .

% A C D TIM E

TO T A L

Fo r e ca s t e d t o t a l o f ca lls r e ce iv e d .TO TA L C A LL S

C o lu m n t o t a l (n o t t h e t o t a l a g e n t s n e e d e d ).TO TA L A G EN TS

3 B C M S A d m i n i s t r a t i o n 8-4 3



A g e n t P o s i t i o n s R e q u i r e d
P u r p o s e To fo r e ca s t t h e n u m b e r o f a g e n t s n e e d e d fo r a n u m b e r o f ca ll s ca r rie d ,

g iv e n a h y p o t h e t ica l s e t o f ca ll ch a r a ct e r is t ics fo r a n y h a lf- h o u r - in t e r v a l.

Y o u u s e t h e A g e n t P o s it io n s Re q u ir e d s cr e e n t o o r d e r a n A g e n t P o s it io n s Re q u ir e d Re p o r t . Y o u
a ls o u s e t h is s cr e e n t o cr e a t e a h y p o t h e t ica l s e t o f ca ll ch a r a ct e r is t ics o n w h ich to b a s e t h e
r e p o r t . B a s e d o n t h e ca ll ch a r a ct e r is t ics y o u e n t e r , t h e A g e n t P o s it io n s Re q u ir ed r e p o r t lis t s
v a r io u s le v e ls o f ca lls ca r r ie d fo r t h e h y p o t h e t ica l h a lf- h o u r in t e r v a l a n d t h e n um b e r o f a g e n t s
t h a t co u ld h a n d le e a ch le v e l. Th is co m p a r is o n o f a g e n t s t o ca ll s is in d e p e n d e n t o f a ny
p a r t icu la r s p lit o r h a lf- h o u r in t e r v a l, a n d y o u u s e t h e co m p a r is o n a s a q u ick m e a n s of
fo r e ca s t in g y o u r s t a ffin g n e e d s .

S c r e e n D e s c r i p t i o n

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

FO R E C A ST - - A G E NT P O S I T IO N S R E QU I R E D

1 Ob j e c t iv e w e i g ht e d c a l l v a l u e : 1 2 0
2 Ob j e c t iv e D e l a y: 1 0

3 Nu m b e r of T r u n k s: 2 0

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 8-1 3 A g e n t Po s i t i o n s Re q u i r e d S cre e n

8-4 4 F o r e c a s t



A gent P osi ti ons R e q uir ed

D e fin it io n o f Fie ld s

F ie ld 1 O b je ct iv e W e ig h t e d C a ll Va lu e

Th e t o t a l s e co n d s p e r ca ll y o u t h in k a n a g e n t s h o u ld s p e n d , in clu d in g A C D t alk
t im e a n d a ft e r - ca ll w o r k .

F ie ld 2 O b je ct iv e D e la y

Th e t im e , in s e co n d s , t h a t y o u t h in k a ca lle r s h o u ld w a it b e fo r e r e ce iv in g a n
a n s w e r fr o m a n a g e n t .

F ie ld 3 N u m b e r o f Tr u n k s

Th e e xp e ct e d n u m b e r o f t r u n k s t o b e a s s ig n e d .

O r d e r i n g a n A g e n t -P o s i t i o n s -R e q u i r e d F o r e c a s t

1 O n t h e F O R E C A S T m e n u , s e le ct t h e R e p o r t s [ ] A g e n t - P o s i t i o n s -
R e q u i r e d o p t io n a n d p r e s s R E TUR N .

[ Th e b la n k A g e n t P o s it io n s Re q u ir e d s cr e e n a p p e a r s . ]

2 En t e r t h e n u m b e r o f s e co n d s o f o b je ct iv e w e ig h t e d ca ll v a lu e in t h e O b j e c t i v e
w e i g h t e d c a l l v a l u e : fie ld .

3 En t e r t h e n u m b e r o f s e co n d s o f a v e r a g e q u e u e d e la y in t h e O b j e c t i v e
D e l a y : fie ld .

4 En t e r t h e n u m b e r o f t r u n k s r e q u ir e d in t h e N u m b e r o f T r u n k s : fie ld .

Th is ca n b e a n a ct u a l n u m b e r o r a h y p o t h e t ica l o n e fo r s y s t e m - d e s ig n
m o d e lin g p u r p o s e s .

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 .
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A gent P osi ti ons R e q uir ed

[ 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 . ]

N O T E Th e A g e n t P o s it io n s Re q u ir e d r e p o r t ca n t ie u p a t e r m in a l fo r s e v e r a l h o u r s . It is
r e co m m e n d e d t h a t y o u s ch e d u le t h e A g e n t P o s it io n s Re q u ir e d r e p o r t t h r o ug h t h e
Sch e d u le s u b s y s t e m s o it ca n r u n in t h e b a ck g r o u n d .

8-4 6 F o r e c a s t



A gent P osi ti ons R e q uir ed

A g e n t P o s i t i o n s R e q u i r e d R e p o r t D e s c r i p t i o n

Th e fo llo w in g fig u r e s h o w s a s a m p le A g e n t P o s it io n s Re q u ir e d Re p o r t d is p la y e d o n a t e r m in a l.

01 / 1 3 / 90 C A L L M AN A G E M E NT S Y S T EM P a g e 1

Ag e n t P os i t i o n s R e q u i r ed R e p o rt

OB J E C T IV E W E I G HT E D C A LL V A L U E = 1 2 0
OB J E C T IV E D E L A Y = 1 0
NU M B E R OF T R U N K S = 2 0

# P o s i t io n s R e q . # C a l l s Ca r r i e d
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - -

1-1
2-3
3-9
4-1 9
5-2 9
6-4 9
7-5 9
8-6 9
9-8 9

10-9 9
11-1 0 9
12-1 2 9
13-1 4 9
14-1 6 8
15-1 9 9
16-2 2 2
17-2 4 6
18-2 7 0
19-2 7 6 *
20-2 7 6 *

* N u m b e r o f C a l l s C a r r i ed i s t h e th e o r e t ic a l m a x im u m b a se d o n p a ra m e t e r s.

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

F i g u r e 8-1 4 A g e n t Po s i t i o n s Re q u i r e d Re p o r t O u t p u t o n a T e r m i n al

Th e S L K s fo r a t e r m in a l o u t p u t o f a fo r e ca s t r e p o r t h a v e t h e fo ll o w in g m e a n in g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch v i co m m a n d . Th is p u t s a
s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce a n y
s t r in g o f ch a r a ct e r s y o u d e s ir e a ft e r t h e s la s h . Th e n b y p r e s s in g
R E TUR N , y o u w ill g e t t h e s e a r ch fu n ct io n a n d t h e n b e m o v e d t o t h e

s t r in g ’ s lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .
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A gent P osi ti ons R e q uir ed

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e A g e n t P o s it io n s Re q u ir e d Re p o r t r e q u e s t s cr e e n .

T a b l e 8-5 A g e n t Po s i t i o n s Re q u i r e d F o r e ca s t O u t p u t E x p l an at i o n

F IE L D E X PL A N A T IO N

O B J ECT IVE W EIG H TED C ALL VALU E Th e e xp e ct e d a g e n t t im e o n e a ch A C D ca ll , in clu d in g

a ft e r - ca ll - w o r k , a s s p e cifie d in t h e A g e n t P o s it io n s
Re q u ir e d Re p o r t s cr e e n .

Th e e xp e ct e d t im e ca lle r s w ill w a it b e fo r e a n a g e n t
a n s w e r s , a s s p e cifie d in t h e A g e n t P o s it io n s Re q u ir e d
Re p o r t s cr e e n .

O B J ECT IVE D EL AY

Th e e xp e ct e d n u m b e r o f t r u n k s t o b e u s e d , a s
s p e cifie d in t h e A g e n t P o s it io n s Re q u ir e d Re p o r t
s cr e e n . Th is n u m b e r a ct s a s a ce ilin g o n t h e n u m b e r
o f a g e n t s t h a t t h e s y s t e m w ill fo r e ca s t . Th e p r in cip le
is t h a t n o A C D w ill e v e r u s e m o r e a g e n t s t h a n
t r u n k s in a s p lit .

N U M B ER O F TRU N K S

P O SIT IO N S RE Q U IRE D / C A L L S
C A RRI ED

Th e p o s it io n s r e q u ir e d / ca ll s ca r r ie d co lu m n s fo r m a
t a b le s h o w in g t h e p r o je ct e d r e la t io n s h ip b e t w e e n a
n u m b e r o f ca lls a n d t h e s t a ffin g n e e d e d t o s e r v ice
t h a t n u m b e r , g iv e n a s e t o f ca ll ch a r a ct e r is t ics .
Wh e n y o u k n o w t h e n u m b e r o f a g e n t s y o u h a v e ,
y o u ca n fin d t h e ca ll v o lu m e t h o s e a g e n t s ca n
h a n d le ; o r w h e n y o u k n o w t h e n u m b e r o f ca lls y o u
w ill g e t , y o u ca n fin d t h e n e ce s s a r y s t a ffin g t o
h a n d le t h e ca lls .
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T r u n k E n g i n e e r i n g R e p o r t
P u r p o s e To m o d e l fa cilit ie s p e r fo r m a n ce .
D e p e n d e n cie s Fo r e ca s t — Tr u n k G r o u p B lo ck in g P e r ce n t a g e A d m in is t r a t io n .

D a ily d a t a fo r t h e m o n t h u s e d fo r t h e r e p o r t m u s t b e a v a ila b le
fr o m t h e D a ily H is t o r ica l D a t a b a s e .
Re a d p e r m is s io n fo r t h e t r u n k g r o u p (s ).

Y o u u s e t h e Tr u n k En g in e e r in g Re p o r t s cr e e n t o o r d e r t h e Tr u n k En g in e e r in g F or e ca s t r e p o r t .
Th is r e p o r t d o e s n o t a ct u a lly fo r e ca s t fu t u r e p e r fo r m a n ce a n d ca ll t r a ffic. In s t e a d , it a n a ly z e s
h is t o r ica l d a t a fo r t h e m o n t h a n d t r u n k g r o u p (s ) y o u s p e cify a n d fin d s t h e n u m b er o f t r u n k s
e a ch t r u n k g r o u p s h o u ld h a v e h a d t o m e e t t h e b lo ck in g p e r ce n t a g e s y o u t a r g et e d o n t h e Tr u n k
G r o u p B lo ck in g A d m in is t r a t io n s cr e e n .

Y o u ca n b a s e t h e fo r e ca s t r e p o r t o n h is t o r ica l d a t a fr o m a n y o n e o f t h e p r e v io u s 1 2 m o n t h s . O f
co u r s e , y o u m u s t b e s u r e t h a t t h e d a t a fo r y o u r b a s e m o n t h h a s b e e n co m p ile d a n d t h a t t h e
d a t a h a s n o t y e t b e e n r e m o v e d fr o m t h e d a t a b a s e (s e e A r ch iv e P a r a m e t e r s in C h a p t e r 1 1 ).

S c r e e n D e s c r i p t i o n

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

Tr u n k E ng i n e e r in g F o r e ca s t

1 Mo n t h : cu r r e n t

2 Tr u n k G ro u p ( s ) :2 0 , 2 1 ,2 2 _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _

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 8-1 5 T r u n k E n g i n e e r i n g F o r e ca s t S cre e n
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T r un k E ngi ne e r i ng R e por t

D e fin it io n o f Fie ld s

F ie ld 1 M o n t h

Th e m o n t h o f h is t o r ica l d a t a y o u w a n t u s e d fo r t h e r e p o r t . Y o u r ch o ice s a r e
‘ ‘ cu r r e n t , ’ ’ ‘ ‘ p r e v io u s , ’ ’ a n d 1 t h r o u g h 1 2 . If y o u s e le ct 1 1 a n d y o u a r e in J uly ,
t h e r e p o r t w ill u s e d a t a fr o m N o v e m b e r o f t h e p rev i o u s y e a r . If y o u s e le ct 4 a n d
y o u a r e in J u ly , t h e r e p o r t w ill u s e d a t a fr o m A p r il o f t h e cu rren t y e a r .

D e f au l t : cu r r e n t

F ie ld 2 Tr u n k G r o u p (s )

Th 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 . En t e r n u m b e r s o n ly . En t e r , if
d e s ir e d , a lis t o f n u m b e r s s e p a r a t e d b y co m m a s o r s p a ce s , a r a n g e o f n u m b er s
s e p a r a t e d b y a h y p h e n , o r b o t h .

O r d e r i n g a T r u n k E n g i n e e r i n g F o r e c a s t

1 O n t h e F O R E C A S T m e n u , s e le ct t h e R e p o r t s [ ] T r u n k - E n g i n e e r i n g
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 En g in e e r in g Re p o r t s cr e e n a p p e a r s . ]

2 En t e r , in t h e M o n t h : fie ld , t h e m o n t h y o u w o u ld lik e t h e r e p o r t t o co v e r .

Th e ch o ice s a r e ‘ ‘ cu r r e n t , ’ ’ ‘ ‘ p r e v io u s ,’ ’ o r 1 t h r o u g h 1 2 .

3 En t e r , in t h e T r u n k G r o u p ( s ) : fie ld , t h e t r u n k g r o u p (s ) t o b e co v e r e d in t h e
r e p o r t . U s e n u m b e r s , n o t s y n o n y m s .

4 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 . ]

5 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 4 , 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 4 , 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 . ]
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T r un k E ngi ne e r i ng R e por t

T r u n k E n g i n e e r i n g F o r e c a s t R e p o r t D e s c r i p t i o n

Th e fo llo w in g fig u r e s h o w s a Tr u n k En g in e e r in g Fo r e ca s t o u t p u t t o a t e r m in a l:

09 / 2 3 / 89 C A L L M AN A G E M E NT S Y S T EM P a g e 1

TR U N K E NG I N E E R IN G F O R E CA S T

MO N T H : 8/ 8 9

BU S Y O B JE C T I V E AC T U A L N UM B E R A CT U A L
HO U R B L OC K I N G B LO C K I N G TR U N K S NU M B E R

TR U N K G RO U P C C S FA C T O R % FA C T O R % R E Q U I R ED T R U N K S
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- -
20-1 3 1 0 0 5 1 2 0
21-3 4 6 0 2 7 4 1 5
22-3 1 0 0 33 2 4
23 x x x x x x x x x x x xx
24 x x x x x x x x x x x xx
25 ( 1 W A Y_ I N ) 3 9 0 4 5 0 4 1

NO D A T A AV A I L A B LE F O R T RU N K G R O UP S : 1 8 - 19 , 2 7 , 2 9, 3 0 - 4 0

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

N O T E Th e x’ s fo r t r u n k g r o u p s 2 3 a n d 2 4 m e a n t h a t t h e u s e r d o e s n o t h a v e r e a d p er m is s io n
fo r t h e s e t r u n k g r o u p s . Th is lim it a t io n is a d m in is t e r e d in t h e A d m in is t r a t io n — Tr un k
G r o u p A cce s s s cr e e n . Th e m e s s a g e a t t h e b o t t o m o f t h e s cr e e n / p r in t o u t m ea n s t h e r e
is n o d a t a fo r t h e s e t r u n k g r o u p s in t h e m o n t h s e le ct e d .

Th e S L K s fo r a t e r m in a l o u t p u t o f a fo r e ca s t r e p o r t h a v e t h e fo ll o w in g m e a n in g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch v i co m m a n d . Th is p u t s a
s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce a n y
s t r in g o f ch a r a ct e r s y o u d e s ir e a ft e r t h e s la s h . Th e n b y p r e s s in g R E TUR N ,
y o u w ill g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e s t r in g ’ s lo ca t io n in
t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .
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S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e Tr u n k En g in e e r in g F o r e ca s t Re p o r t r e q u e s t s cr e e n .

T a b l e 8-6 T r u n k E n g i n e e r i n g F o r e ca s t Re p o r t O u t p u t E x p l an at i o n

F IE L D E X PL A N A T IO N

M O N TH Th e m o n t h s e le ct e d in t h e Tr u n k En g in e e r in g Fo r e ca s t s cr e e n .

Th e t r u n k g r o u p (s ) s e le ct e d in t h e Tr u n k En g in e e r in g
Fo r e ca s t s cr e e n .

TRU N K G RO U P

Th e t o t a l t im e , e xp r e s s e d in C C S (h u n d r e d s o f ca ll s e co n d s ),
t h a t t h e t r u n k s in a t r u n k g r o u p a r e b u s y d u r in g t h e a v e r a g e
b u s y h o u r o f t h e m o n t h s e le ct e d . S e e t h e ‘ ‘ A lg o r it h m s fo r
Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is ch a p t e r .

B U SY H O U R C C S

O B J ECT IVE B L O C K IN G FAC TO R % B lo ck in g p e r ce n t a g e y o u s p e cifie d fo r t h e t r u n k g r o u p in t h e
Tr u n k G r o u p B lo ck in g P e r ce n t a g e s cr e e n .

AC TU AL B L O C K IN G FAC TO R % Th e e s t im a t e d b lo ck in g p e r ce n t a g e t h a t C M S fo u n d fo r t h e
t r u n k g r o u p d u r in g t h e b u s ie s t h o u r o f t h e m o n t h . Th e
ca lcu la t io n o f t h is v a lu e in v o lv e s a ct u a l t r a ffic in t o t h e t r u n k
g r o u p a n d q u e u in g t h e o r y . Th e a lg o r it h m e s t im a t e s t h e
n u m b e r o f ca lls t h a t w e r e p r o b a b ly b lo ck e d b a s e d o n t h e
p e r ce n t a g e o f t im e a ll t r u n k s w e r e b u s y .

N U M B ER O F TRU N K S REQ U IRED Th e n u m b e r o f t r u n k s t h a t a t r u n k g r o u p s h o u ld h a v e h a d t o
m e e t t h e o b je ct iv e t r u n k g r o u p b lo ck in g p e r ce n t a g e . S e e t h e
‘ ‘ A lg o r it h m s fo r Fo r e ca s t Re p o r t It e m s ’ ’ a t t h e e n d o f t h is
ch a p t e r .

AC TU AL N U M B ER TRU N K S N u m b e r o f t r u n k s cu r r e n t ly a s s ig n e d t o t h e t r u n k g r o u p .
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A l g o r i t h m s f o r F o r e c a s t R e p o r t I t e m s
A n a lg o r it h m is a s e r ie s o f m a t h e m a t ica l s t e p s u s e d t o g e t a r e s u lt . C M S u s es t h e a lg o r it h m s
d e s cr ib e d in t h is s e ct io n t o g e n e r a t e t h e fo ll o w in g s ix fo r e ca s t it e m s :

F o r e ca s t C a lls C a r r ie d (Lo n g - t e r m , C u r r e n t D a y , a n d In t r a d a y )

F o r e ca s t C a lls C a r r ie d (S p e cia l D a y )

N u m b e r o f P o s it io n s Re q u ir e d (L o n g - t e r m , C u r r e n t D a y , In t r a d a y , a n d Sp e cia l Da y )

P e r ce n t A C D Tim e (Lo n g - t e r m , C u r r e n t D a y , In t r a d a y , a n d S p e cia l D a y )

B u s y - H o u r C C S (Tr u n k En g in e e r in g Re p o r t )

N u m b e r o f Tr u n k s Re q u ir e d (Tr u n k En g in e e r in g Re p o r t )

Ta b le 8 - 7 lis t s t h e t e r m s u s e d in t h e a lg o r it h m s .

T a b l e 8-7 L e g e n d o f F o r e ca s t i n g T e r m s

F O RE CA S T M E A N IN G
A C RO N YM
A B A ct u a l B lo ck in g
B D B a s e D a t e
C C S C e n t u m (h u n d r e d s o f) C a ll Se co n d s
C P D C a lcu la t e d P r o b a b le D e la y
F C C F o r e ca s t C a ll s C a r r ie d
N C C N u m b e r o f C a ll s C a r r ie d (in clu d e s A C D ca ll s a n s w e r e d a n d

a b a n d o n e d fr o m t h e h is t o r ica l d a t a b a s e )
N P R N u m b e r o f P o s it io n s Re q u ir e d
N TR N u m b e r o f Tr u n k s Re q u ir e d
O B O b je ct iv e B lo ck in g
O D O b je ct iv e D e la y
O W C V O b je ct iv e W e ig h t e d C a ll Va lu e
P D P r o b a b le D e la y
SG F Sy s t e m G r o w t h Fa ct o r
ST F S e a s o n a l Tr e n d in g Fa ct o r
W A N C C W e ig h t e d A v e r a g e N u m b e r o f C a ll s C a r r ie d
W C W e ig h t in g C o e fficie n t
W C V W e ig h t e d C a ll Va lu e
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A l g o r i t h m f o r F o r e c a s t C a l l s C a r r i e d ( L o n g T e r m ,
C u r r e n t D a y , a n d I n t r a d a y )

Th is a lg o r it h m is u s e d t o co m p u t e Fo r e ca s t C a ll s C a r r ie d (F C C ) fo r e a ch h a lf- h o u r in te r v a l in
t h e Lo n g Te r m , C u r r e n t D a y , a n d In t r a d a y fo r e ca s t s :

1 F in d t h e W e ig h t e d A v e r a g e N u m b e r o f C a ll s C a r r ie d (W A N C C ):

D e t e r m in e t h e d a y o f t h e w e e k o f t h e fo r e ca s t d a t e . Fin d t h e a ct u a l
N u m b e r o f C a ll s C a r r ie d (N C C ) in e a ch h a lf- h o u r in t e r v a l o f t h e s a m e
w e e k d a y s in e a ch o f t h e 3 w e e k s b e fo r e t h e cu r r e n t d a t e . M u lt ip ly
t h e s e n u m b e r s b y t h e a s s ig n e d w e ig h t in g co e fficie n t s .

D iv id e t h e p r o d u ct fo r e a ch h a lf- h o u r in t e r v a l b y t h e s u m o f t h e
w e ig h t in g co e fficie n t s a s s ig n e d t o t h a t h a lf- h o u r .

Th e e q u a t io n fo r W A N C C fo r e a ch h a lf- h o u r in t e r v a l is a s fo ll o w s :

W A N C C
(W C1 W C2 W C3 )

(N CC1 W C1 ) (N CC2 W C2 ) (N CC3 W C3 )

2 F in d t h e S e a s o n a l Tr e n d in g Fa ct o r (S TF) .

F in d t h e a ct u a l N C C fo r t h e s e a s o n a l t r e n d b a s e d a t e (u s u a ll y 1 y e a r
a g o ). Th is N C C in clu d e s t h e N C C fo r t h e w h o le d a y , n o t ju s t o n e
h a lf- h o u r in t e r v a l. M u lt ip ly t h e b a s e d a t e ’ s N C C b y 3 .

D iv id e t h is p r o d u ct b y t h e s u m o f t h e d a ily N C C fo r t h e d a y s 1 , 2 , a n d
3 w e e k s b e fo r e t h e b a s e d a t e .

Th e e q u a t io n fo r S TF is a s fo ll o w s :

ST F
(N CCB D 1 w eek N CCB D 2 w eeks N CCB D 3 w eeks)

N CCB D 3

3 D iv id e t h e S y s t e m G r o w t h Fa ct o r (S G F ) b y 1 0 0 . Fo r e xa m p le , if t h e S G F w e r e 1 00 ,
t h is s t e p w o u ld p r o d u ce a n S G F o f 1 .
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4 M u lt ip ly t h e fa ct o r s fo u n d fr o m t h e p r e v io u s t h r e e s t e p s t o g e t h e r t o g e t t h e Fo r e ca s t
C a ll s C a r r ie d .

Th e fin a l e q u a t io n fo r FC C is a s fo ll o w s :

F C C W A N CC ST F
1-0 0
SG F

A l g o r i t h m f o r F o r e c a s t C a l l s C a r r i e d ( S p e c i a l
D a y s )

Th e a lg o r it h m u s e d t o co m p u t e F C C fo r e a ch h a lf- h o u r in t e r v a l in t h e S p e cia l D a y is a s fo llo w s :

1 F in d t h e a ct u a l N u m b e r o f C a ll s C a r r ie d (N C C ) fo r e a ch h a lf- h o u r in t h e p r e v io u s
co r r e s p o n d in g S p e cia l D a y .

2 D iv id e t h e S y s t e m G r o w t h Fa ct o r b y 1 0 0 .

3 M u lt ip ly t h e fa ct o r s fr o m t h e p r e v io u s t w o s t e p s .

Th e e q u a t io n fo r Fo r e ca s t C a ll s C a r r ie d fo r e a ch h a lf- h o u r in a S p e cia l D a y is a s fo ll ow s :

F C C N CCPrev Spec Day 1-0 0
SG F
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A l g o r i t h m f o r N u m b e r o f P o s i t i o n s R e q u i r e d

Th is a lg o r it h m is u s e d t o d e t e r m in e t h e N u m b e r o f P o s it io n s Re q u ir e d (N P R) fo r e ach h a lf- h o u r
in t h e L o n g Te r m , S p e cia l D a y , In t r a d a y , a n d C u r r e n t D a y r e p o r t s :

N O T E Th is a lg o r it h m is n o t u s e d t o d e t e r m in e t h e N P R fo r t h e A g e n t P o s it io n s Re q u ir e d
r e p o r t .

1 F in d t h e fo r e ca s t e d a r r iv a l r a t e o f ca ll s t o t h e s p lit fo r e a ch h a lf- h o u r .

F in d t h e FC C fo r e a ch h a lf- h o u r a cco r d in g t o t h e a p p r o p r ia t e Fo r e ca s t
C a ll s C a r r ie d a lg o r it h m .

D iv id e t h e FC C b y t h e n u m b e r o f s e co n d s p e r h a lf- h o u r t h a t t h e s p lit is
a v a ila b le fo r ca ll s (n o r m a lly 1 8 0 0 ).

Th e e q u a t io n is :

C a ll A rr iv al R at e F C C / 1-8 0 0

2 Se le ct a n a r b it r a r y n u m b e r o f a g e n t s .

3 U s in g t h e ca ll a r r iv a l r a t e , t h e n u m b e r o f a g e n t s , a n d t h e e s t a b lis h e d O bje ct iv e
W e ig h t e d C a ll Va lu e fo r e a ch h a lf- h o u r , ca lcu la t e h o w lo n g e a ch A C D ca ll w ill
h a v e t o w a it (P r o b a b le D e la y ) b e fo r e b e in g a n s w e r e d .

4 C o m p a r e t h e P r o b a b le D e la y (P D ) t o t h e O b je ct iv e D e la y (O D ) e s t a b lis h e d o n t he
C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n .

5 If t h e P D is lo n g e r t h a n t h e O D , in cr e a s e t h e n u m b e r o f a g e n t s b y o n e . If th e P D is
s h o r t e r t h a n t h e O D , d e cr e a s e t h e n u m b e r o f a g e n t s b y o n e .

6 C a lcu la t e a n e w P r o b a b le D e la y u s in g t h e n e w n u m b e r o f a g e n t s .

7 Re p e a t S t e p s 4 t h r o u g h 6 u n t il t h e P D r e a ch e s t h e clo s e s t p o s s ib le m a t h e m at ica l
a p p r o xim a t io n o f t h e O D . Th e n u m b e r o f a g e n t s t h a t m a k e s P D = O D is t h e
N u m b e r o f P o s it io n s Re q u ir e d .
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A l g o r i t h m f o r P e r c e n t A C D T i m e

Th is a lg o r it h m is u s e d t o p r o je ct t h e p e r ce n t a g e o f t im e fo r e a ch h a lf- h o u r t h a t a sp lit ’ s
fo r e ca s t e d n u m b e r o f a g e n t s w ill b e b u s y a n d u n a b le t o a n s w e r a d d it io n a l in co m in g ca lls . Th e
a lg o r it h m is u s e d in t h e C u r r e n t D a y , S p e cia l D a y , Lo n g Te r m , a n d In t r a d a y r e p o r t s .

1 C a lcu la t e t h e t im e in e a ch h a lf- h o u r t h a t a ll a g e n t s a r e o ccu p ie d b y m u lt ip ly in g th e
F o r e ca s t C a lls C a r r ie d (FC C ) b y t h e O b je ct iv e W e ig h t e d C a ll Va lu e (O W C V)
s p e cifie d o n t h e C a ll C h a r a ct e r is t ics A d m in is t r a t io n s cr e e n . Th is ca lcu la t io n g iv e s
t h e t o t a l t im e in s e co n d s t h a t w ill b e n e e d e d t o h a n d le a ll e xp e ct e d ca ll s d u r in g t h e
h a lf- h o u r in t e r v a l.

T i m e O ccu p ied F C C O W C V

2 C a lcu la t e t h e t o t a l a g e n t t im e a v a ila b le p e r h a lf- h o u r b y m u lt ip ly in g t h e N u mb e r o f
P o s it io n s Re q u ir e d b y 1 8 0 0 . 1 8 0 0 is u s e d b e ca u s e t h e r e a r e 1 8 0 0 s e co n d s in a
h a lf- h o u r .

A v ail a ble A g en t T i m e N PR 1-8 0 0

3 C a lcu la t e t h e p e r ce n t a g e o f t im e a g e n t s w ill s p e n d o n A C D ca ll s fo r t h e h a lf- h o u r
in t e r v a l b y d iv id in g t h e t o t a l t im e a ll a g e n t s a r e o ccu p ie d b y t h e a v a ila b le a ge n t
t im e fo r t h e p e r io d .

% A CD T I M E
N PR 1-8 0 0

F C C O W CV

A l g o r i t h m f o r B u s y -H o u r C C S ( T r u n k E n g i n e e r i n g
R e p o r t )

Th is a lg o r it h m is u s e d t o d e t e r m in e t h e a m o u n t o f u s a g e o f e a ch t r u n k g r o u p d ur in g t h e b u s ie s t
h o u r o f t h e s e le ct e d m o n t h .

1 Se a r ch t h e d a ily r e co r d s o f t h e s e le ct e d t r u n k g r o u p fo r t h e s e le ct e d m o n t h a n d
id e n t ify t h e 5 p e a k o r b u s ie s t d a y s .

2 F in d t h e t r u n k g r o u p ’ s b u s ie s t h o u r in e a ch o f t h e 5 d a y s .
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3 C a lcu la t e t h e a v e r a g e t r u n k o ccu p a n cy (n u m b e r o f s e co n d s in a seiz ed s t a t u s ) fo r t h e
b u s ie s t h o u r s in t h o s e 5 d a y s . Th is is d o n e b y a d d in g t h e t o t a l t im e t r u n ks a r e
s e iz e d in t h e 5 s e le ct e d b u s y - h o u r s , t h e n d iv id in g t h e s u m b y 5 (t h e n u m b e r o f
b u s y - h o u r s ).

A v era g e B u sy H o u r
5

T o t al T ru n k O ccu p a n cy (in secs) O f B u sy H o u rs I n 5 B u sy Day s

4 D iv id e t h e n u m b e r o f s e co n d s fo r t h e a v e r a g e b u s y h o u r b y 1 0 0 t o g e t t h e Ce n t u m
C a ll S e co n d s (C C S) fo r t h e h o u r .

A v era g e B u sy H o u r CC S
1-0 0

A v era g e B u sy H o u r (in seco n d s)

5 A d ju s t t h e b a s ic C C S v a lu e fo r t h e a v e r a g e b u s y h o u r t o a cco u n t fo r t h e a ct ua l
t r u n k g r o u p b lo ck in g p e r ce n t a g e . Th is b lo ck in g p e r ce n t a g e is a n e s t im a t e b a s ed o n
t h e p e r ce n t a g e o f t im e a ll t r u n k s w e r e b u s y (% A T B) o n t h e h is t o r ica l Tr u n k G r o u p
r e p o r t s fo r t h e d a y s in clu d e d in t h e A v e r a g e B u s y H o u r ca lcu la t io n . Fo r e xa m p le , if
a ll t r u n k s in a t r u n k g r o u p w e r e b u s y fo r m o r e t h a n 1 0 p e r ce n t o f t h e t im e d u r in g
t h e b u s y h o u r , t h e C C S w o u ld b e a d ju s t e d u p w a r d b y 1 0 p e r ce n t .

B u sy H o u r CC S A v era g e B u sy H o u r CC S (1 %A T B)

A l g o r i t h m f o r N u m b e r o f T r u n k s R e q u i r e d ( T r u n k
E n g i n e e r i n g R e p o r t )

Th is a lg o r it h m is u s e d t o d e t e r m in e t h e n u m b e r o f t r u n k s r e q u ir e d t o m e e t t h e ob je ct iv e
b lo ck in g le v e l fo r a t r u n k g r o u p in a s e le ct e d m o n t h .

1 D e t e r m in e t h e a ct u a l b lo ck in g % (A B ) fo r t h e t r u n k g r o u p in t h e s e le ct e d m o n t h .

2 C o m p a r e A B t o t h e O b je ct iv e B lo ck in g % (O B ) a s s p e cifie d o n t h e Tr u n k G r o u p
B lo ck in g P e r ce n t a g e A d m in is t r a t io n s cr e e n .

3 D e p e n d in g o n h o w A B a n d O B co m p a r e , in cr e a s e o r d e cr e a s e t h e n u m b e r o f t r u n k s
b y o n e a n d r e p e a t S t e p s 1 a n d 2 u n t il O B = A B . Th e fin a l n u m b e r o f t r u n k s
r e q u ir e d is t h e n u m b e r t h a t r o u g h ly m a k e s O B = A B .
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G e n e r a l I n f o r m a t i o n
U s e t h e Exce p t io n s s u b s y s t e m t o :

D e fin e e xce p t io n a l co n d it io n s y o u w a n t C M S t o r e p o r t fo r A C D e v e n t s in v o lv in g
a g e n t s , s p lit s , a n d t r u n k g r o u p s

G e n e r a t e r e p o r t s o n e xce p t io n s .

A n e xce p t io n is a cu m u la t iv e t o t a l o f A C D e v e n t s o ccu r r in g w it h in a h a lf- h o u r in t e r v a l th a t
m e e t s o r e xce e d s ce r t a in co n d it io n s y o u h a v e d e fin e d . Fo r e xa m p le , y o u m a y d e fin e th e
m a xim u m n u m b e r o f ca ll s w a it in g a s 1 2 . Th e r e a ft e r , if t h e n u m b e r o f ca ll s w a it in g r e a ch e s 1 2 o r
m o r e , C M S w ill r e co r d a n e xce p t io n . A s a n o t h e r e xa m p le , y o u ca n d e fin e 2 a s t h e m a xim um
n u m b e r o f t im e s t h a t a t r u n k m a y b e in u s e fo r 1 5 0 s e co n d s o r m o r e . Th e r e aft e r , if a n y t r u n k is
in u s e 2 o r m o r e t im e s fo r 1 5 0 s e co n d s , C M S w ill r e co r d a n e xce p t io n .

Y o u d e fin e e xce p t io n co n d it io n s fo r e v e n t s in s p lit s o r t r u n k g r o u p s (s e e Ta b le s 9 - 1 an d 9 - 2 )
u s in g t h e a d m in is t r a t io n s cr e e n s lis t e d o n t h e Ex ce p t io n s M e n u in Figu r e 9 - 1 . D e p e n d in g o n
t h e e v e n t , y o u m a y 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 ’ ’ ) ha s b e e n
r e a ch e d o r e xce e d e d . If y o u s e t 1 5 0 s e co n d s a s t h e t im e lim it o n t r u n k u s a g e , bu t y o u o n ly
w a n t a n e xce p t io n r e co r d e d w h e n 1 5 0 s e co n d s h a s b e e n r e a ch e d t w ice , y o u p la ce a 2 in t h e
‘ ‘ Th r e s h o ld ’ ’ fie ld a n d 1 5 0 in t h e ‘ ‘ Tim e ’ ’ fie ld .

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 . Th e m a xim u m n u m b e r y o u ca n e n t e r a s a n e xce p t io n
co n d it io n is 9 9 9 .

Ex ce p t io n co n d it io n s a p p ly o n l y t o t h e A C D e v e n t s o ccu r r in g w it h in a h al f - h o u r in t e r v a l.
W h e n t h e h a lf- h o u r in t e r v a l ch a n g e s , a ll A C D e v e n t o ccu r r e n ce s a r e cle a r e d , a n d C M S b e g in s
t o co u n t e v e n t o ccu r r e n ce s a g a in s t a r t in g fr o m z e r o . Th e r e fo r e , y o u s h o u ld e n s ur e t h a t y o u r
e xce p t io n co n d it io n s m a y r e a lis t ica ll y t r ig g e r e xce p t io n s w it h in a h a lf- h o u r in t e r v al (w h ich la s t s
1-8 0 0 s e co n d s ).

F o r ex a m p l e, if y o u s e t a n e xce p t io n t o o ccu r w h e n a t r u n k h a s b e e n b u s y 3 t im e s fo r m o r e t h a n
6 0 0 s e co n d s , C M S w ill n e v e r fin d a n e xce p t io n b e ca u s e 3 6 0 0 s e co n d s e q u a ls 18-0 0 s e co n d s ,
t h e le n g t h o f a n e n t ir e h a lf- h o u r in t e r v a l. Lik e w is e , if y o u s e t a n e xce p t io n to o ccu r if a n a g e n t
s p e n d s m o r e t h a n 3 0 0 s e co n d s o n 6 o r m o r e ca lls , C M S w ill n e v e r fin d a n e xce p t io n .
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Ex ce p t io n s d e fin e d o r ch a n g e d w h ile t h e A C D is a ct iv e b e co m e e ffe ct iv e im m e d ia t e ly . Th e
Ex ce p t io n s u b s y s t e m n o t ifie s y o u o f e xce p t io n s in o n e o f t w o w a y s :

1 O n C M S r e a l- t im e r e p o r t s , m e s s a g e s d is p la y w h e n t h e e xce p t io n s o ccu r .

W h e n y o u r e ce iv e a n e xce p t io n n o t ice , t h e E X C E P T s cr e e n - la b e le d k e y w ill a ls o
a p p e a r . Y o u ca n p r e s s E X C E P T t o g e t a lis t o f a ll e xce p t io n s t h a t h a v e o ccu r r e d in
t h e cu r r e n t r e p o r t - v ie w in g s e s s io n .

2 In o n e o f t h e t w o r e p o r t s a v a ila b le t h r o u g h t h e Ex ce p t io n s s u b s y s t e m .

Y o u o r d e r e xce p t io n r e p o r t s fo r s p lit s o r t r u n k g r o u p s u s in g t h e t w o r e p or t s cr e e n s
lis t e d o n t h e Ex ce p t io n s M e n u in F ig u r e 9 - 1 . B e ca u s e C M S r e t a in s e xce p t io n d a t a
fo r 7 d a y s , u n le s s y o u s p e cify fe w e r d a y s 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 (s e e
C h a p t e r 1 1 , ‘ ‘ M a in t e n a n ce ’ ’ ), y o u ca n o r d e r e xce p t io n r e p o r t s o n a ct iv it y fo r u p to 7
d a y s in t h e p a s t .
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E x c e p t i o n s M e n u

Y o u ca n u s e t h e s cr e e n s lis t e d in t h e Exce p t io n s M e n u (Figu r e 9 - 1 ) t o d e fin e y o u r e xce p tio n
co n d it io n s a n d o r d e r e xce p t io n r e p o r t s .

N O T E A lt h o u g h t h e Exce p t io n s m e n u lis t s t h e r e p o r t s s cr e e n s fir s t , y o u m u s t s e t u p y o u r
e xce p t io n co n d it io n s b e fo r e y o u o r d e r r e p o r t s . Th e r e fo r e , t h is ch a p t e r p r e s e nt s t h e
Ex ce p t io n A d m in is t r a t io n p r o ce d u r e s b e f o r e Ex ce p t io n Re p o r t p r o ce d u r e s .

T i m e D o w n o r 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

E X C E P T I O N S

R e p o r t s
[ ] S p l i t s
[ ] T r u n k - G r o u p s

A d m i n i s t r a t i o n
[ ] S p l i t s
[ ] T r u n k - G r o u p s

K E Y S S C R E E N
H E L P P R I N T E X I T

F i g u r e 9-1 T h e E xc e p t i o n s M e n u
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S p l i t E x c e p t i o n s A d m i n i s t r a t i o n
P u r p o s e To e s t a b lis h e xce p t io n s fo r a s p lit .
D e p e n d e n cie s W r it e p e r m is s io n o n t h e s p lit if y o u a r e ch a n g in g e xce p t io n co n d it io n s

N o t ifica t io n co m e s t h r o u g h r e a l- t im e o r e xce p t io n r e p o r t s .

U s e t h e Exce p t io n A d m in is t r a t io n (S p lit s / A g e n t s ) s cr e e n t o e s t a b lis h e xce p t io n co nd it io n s fo r
e v e n t s in v o lv in g a g e n t s a n d s p lit s . O n t h e b a s is o f t h e co n d it io n s y o u e s t a b lis h , C M S w ill
r e co r d e xce p t io n s a n d r e p o r t 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 ge 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 h e n y o u o r d e r a s p lit e xce p t io n r e p o r t .

N O T E Th e e xce p t io n m e s s a g e s t h a t d is p la y o n a r e a l- t im e r e p o r t w ill d e p e n d o n t h e s plit
p e r m is s io n s fo r t h e u s e r t h a t is v ie w in g t h e r e p o r t .

Y o u m a y d e fin e e xce p t io n co n d it io n s fo r s e v e r a l e v e n t s . In t h e Th r e s h o ld fie ld , y ou d e fin e a
co n d it io n a s a n u m b e r o f o ccu r r e n ce s . In t h e Tim e fie ld , y o u d e fin e a co n d it io n a s a m a xim u m
o r m in im u m n u m b e r o f s e co n d s in d u r a t io n . If y o u e n t e r a n u m b e r in t h e Tim e fie ld , yo u m u s t
a ls o e n t e r a n u m b e r in t h e Th r e s h o ld fie ld . If y o u d o n o t e n t e r co n d it io n s fo r a n e v e n t , t h e
Th r e s h o ld a n d Tim e fie ld s w ill d is p la y t h e d e fa u lt e n t r y ‘ ‘ o ff,’ ’ a n d n o e xce p t io n d a ta w ill b e
r e co r d e d fo r t h a t e v e n t .
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S c r e e n D e s c r i p t i o n

T i m e D o w n o r 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

E x c e p t i o n A d m i n i s t r a t i o n ( S p l i t s / A g e n t s )
1 S p l i t : 1 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

E x c e p t i o n T y p e 2 T h r e s h o l d 3 T i m e

A g e n t T i m e A v a i l a b l e ( i d l e ) o f f o f f
A g e n t T i m e i n R I N G o f f o f f
A g e n t T i m e o n A C D C a l l ( M A X ) o f f o f f
A g e n t T i m e o n A C D C a l l ( M I N ) o f f o f f
A g e n t T i m e i n A C W o f f o f f
A g e n t T i m e o n A C W O u t g o i n g C a l l o f f o f f
A g e n t T i m e o n A C W I n c o m i n g C a l l o f f o f f
A g e n t T i m e i n A U X W o r k o f f o f f
A g e n t T i m e o n A U X O u t g o i n g C a l l o f f o f f
A g e n t T i m e o n A U X I n c o m i n g C a l l o f f o f f
T i m e f o r A C D C a l l o n H o l d o f f o f f

P a g e 1 o f 2
E r r o r a n d c o n f i r m a t i o n m e s s a g e s a p p e a r i n t h i s f i e l d .

K E Y S S C R E E N P A G E
H E L P P R I N T E X I T N E X T C H A N G E

F i g u r e 9-2 S cre e n D i s p l ay i n g Pa g e 1 o f S p l i t E x ce p t i o n s
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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

Ex c e p t io n A d m i ni s t r a t io n ( S p li t s / A g en t s )
1 Sp l i t : 1

Ex c e p t io n T y p e 2 Th r e s h ol d 3 Ti m e

Nu m b e r of A C W O u t C a l l s / Ag e n t o ff
Nu m b e r of A C W I n Ca l l s / A ge n t o f f
Nu m b e r of A U X O u t C a l l s / Ag e n t o ff
Nu m b e r of A U X I n Ca l l s / A ge n t o f f
Lo g i n I de n t i f i ca t i o n of f

Ti m e f o r C a l l W a it i n g o f f o f f
Nu m b e r of C a l l s Wa i t i n g of f
Nu m b e r of C a l l s Ab a n d o n ed o f f
Nu m b e r of I n t r a fl o w e d -O u t C a l ls o f f
Nu m b e r of I n t r a fl o w e d -I n C a l l s o f f

Pa g e 2 o f 2

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 PR E V CH A N G E

F i g u r e 9-3 S cre e n D i s p l ay i n g Pa g e 2 o f S p l i t E x ce p t i o n s

D e fin it io n o f Fie ld s

F ie ld 1 Sp lit

Th e s p lit n u m b e r o r s y n o n y m fo r w h ich y o u w a n t t o a d m in is t e r e xce p t io n s .

F ie ld 2 Th r e s h o ld Fi e ld s

Th e 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 m e e t s o r e x ce e d s ce r t a in co n d it io n s w ill
ca u s e a n e xce p t io n t o b e r e p o r t e d . A ls o t h e n u m b e r o f t im e s t h e t im e lim it ca n be
r e a ch e d o r e xce e d e d b e fo r e a n e xce p t io n is g e n e r a t e d — a p p lie s o n ly t o fie ld s w it h
a t im e s p e cifica t io n . Fo r e xa m p le , if y o u w a n t t o s e t a m a xim u m t im e o n A ft e r C a ll
W o r k , b u t o n ly w a n t a n e xce p t io n w h e n t h e t im e h a s b e e n r e a ch e d o n t h r e e
d iffe r e n t o cca s io n s , p la ce a 3 in t h e T h r e s h o l d fie ld fo r ‘ ‘ A g e n t Tim e o n A C W
(M A X ).’ ’ If y o u w a n t t o b e n o t ifie d o f e v e r y o ccu r r e n ce , p la ce a 0 o r 1 in t h is fie ld .

D e f au l t s : O ff (n o e xce p t io n s w ill b e r e co r d e d ).

F ie ld 3 Tim e F ie ld s

Th e t im e lim it a t io n in s e co n d s y o u w a n t t o t r ig g e r a n e xce p t io n . O n ly s o m e
e xce p t io n s h a v e a t im e fie ld . Th e y a r e s h o w n in t h e t im e co lu m n s in Figu r e s 9 - 2
a n d 9 - 3 w it h a n ‘ ‘ o ff’ ’ d e fa u lt s p e cifica t io n . Re m e m b e r t h a t e xce p t io n s a r e cle a r e d
w h e n t h e h a lf- h o u r in t e r v a l ch a n g e s , a n d a h a lf- h o u r in t e r v a l co n t a in s 1 80-0
s e co n d s . Th e r e fo r e , t o r e ce iv e a n e xce p t io n , t h e n u m b e r o f s e co n d s y o u e n t e r m u s t
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b e le s s t h a n 1 8 0 0 s e co n d s . F o r o t h e r co n d it io n s a n d e xa m p le s , s e e t h e ‘ ‘G e n e r a l
In fo r m a t io n ’ ’ d e s cr ip t io n a t t h e b e g in n in g o f t h is ch a p t e r .

D e f au l t s : O ff (n o e xce p t io n s w ill b e r e co r d e d ).

D e f i n i t i o n s o f S p l i t E x c e p t i o n E v e n t s
Th e s p lit e v e n t s fo r e xce p t io n co n d it io n s a r e d e fin e d in t h e fo ll o w in g t a b le :

T a b l e 9-1 S p l i t E x ce p ti o n E v e n t s

S PL IT E X CE PTIO N S E X PL A N A T IO N

Ag e n t Tim e A v a ila b le (id le ) Th e t im e a n y a g e n t s p e n d s in A VA IL (t h a t is , id le ) a ft e r w h ich

y o u w a n t n o t ifica t io n .

Ag e n t Tim e in Rin g
(o n ly o n G e n e r ic 2 w it h r in g - s t a t e
e n a b le d )

Th e m a xim u m t im e a ca ll ca n r in g a t a n a g e n t ’ s v o ice t e r m in a l
b e fo r e a n e xce p t io n is p e g g e d .

Ag e n t Tim e o n AC D C a ll (M A X ) Th e h ig h - e n d t im e a n y a g e n t is o n a n A C D ca ll a b o u t w h ich
y o u d e s ir e n o t ifica t io n .

Ag e n t Tim e o n AC D (M IN ) Th e lo w - e n d t im e a n y a g e n t is o n a n A C D ca ll a b o u t w h ich
y o u w a n t n o t ifica t io n .

Ag e n t Tim e in AC W A m a xim u m t im e a n y a g e n t is in A C W o v e r w h ich y o u w a n t
n o t ifica t io n .

Ag e n t Tim e o n AC W O u t g o in g C a ll A m a xim u m t im e a n y a g e n t is in a n A C W o u t g o in g ca ll o v e r
w h ich y o u w a n t n o t ifica t io n .

Ag e n t Tim e o n AC W In co m in g C a ll A m a xim u m t im e a n y a g e n t is in a n A C W in co m in g ca ll o v e r
w h ich y o u w a n t n o t ifica t io n .

Ag e n t Tim e in AU X W o r k N o t ifica t io n p o in t fo r a n y a g e n t b e in g in A U X w o r k .

Ag e n t Tim e o n AU X O u t g o in g C a ll N o t ifica t io n p o in t fo r a n y a g e n t o n a n o u t g o in g ca ll in A U X
w o r k .

Ag e n t Tim e o n AU X In co m in g C a ll N o t ifica t io n p o in t fo r a n y a g e n t o n a n A U X in co m in g ca ll .

Tim e fo r A C D C a ll o n H o ld
(G e n e r ic 2 a n d Sy s t e m 8 5 , R2 V4 o n ly )

N o t ifica t io n p o in t fo r a n y ca ll o n h o ld a t a n a g e n t ’ s e xt e n s io n .

N u m b e r o f A C W O u t C a ll s / A g e n t N u m b e r o f A C W o u t g o in g ca ll s b y a n y a g e n t a b o v e w h ich
y o u w a n t n o t ifica t io n .

N u m b e r o f A C W In C a ll s / A g e n t N u m b e r o f in co m in g ca ll s p e r a g e n t in A C W a b o v e w h ich y o u
w a n t n o t ifica t io n .
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T a b l e 9-1 S p l i t E x ce p ti o n E v e n t s ( Co n t d )

S PL IT E X CE PTIO N S E X PL A N A T IO N

N u m b e r o f A U X O u t C a lls / A g e n t N u m b e r o f o u t g o in g ca ll s in A U X w o r k p e r a g e n t a b o v e
w h ich y o u w a n t n o t ifica t io n .

N u m b e r o f A U X In C a ll s / A g e n t N u m b e r o f in co m in g ca ll s in A U X w o r k p e r a g e n t a b o v e
w h ich y o u w a n t n o t ifica t io n .

L o g in Id e n t ifica t io n L o g in Vio la t io n s , t h e a t t e m p t t o lo g in w it h a n ID t h a t is n o t
in t h e D ict io n a r y .

O ld e s t C a ll W a it in g N o t ifica t io n w h e n t h e o ld e s t u n a n s w e r e d ca ll w a it in g in q u e u e

r e a ch e s t h e p o in t y o u s p e cify .

N u m b e r o f C a ll s W a it in g N o t ifica t io n w h e n t h e n u m b e r o f ca lls in q u e u e r e a ch e s t h e
p o in t y o u s p e cify .

N u m b e r o f C a ll s A b a n d o n e d N o t ifica t io n w h e n t h e n u m b e r o f a b a n d o n e d ca ll s p e r h a lf-
h o u r r e a ch e s t h e p o in t y o u s p e cify .

N u m b e r o f In t r a flo w e d - O u t C a lls N o t ifica t io n w h e n t h e in t r a flo w e d - o u t ca ll s in a h a lf- h o u r
in t e r v a l r e a ch e s t h e p o in t y o u s p e cify .

N u m b e r o f In t r a flo w e d - In C a ll s N o t ifica t io n w h e n t h e n u m b e r o f in t r a flo w e d - in ca ll s in t h is
h a lf- h o u r r e a ch e s t h e p o in t y o u s p e cify .
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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 S e t t i n g 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 [ ] S p l i t s -
A g 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 Exc e p t io n s cr e e n a p p e a r s w it h ju s t t h e S p l i t :
fie ld (fie ld 1 ) d is p la y e d . ]

2 In t h e b la n k , e n t e r 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 w h o s e e xce p t io n s yo u a r e
a d m in is t e r in g .

3 P r e s s R E TUR N .

[ Th e fu ll S p lit Exce 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
s p lit y o u h a v e s p e cifie d . ]

4 To ch a n g e o r a d d e xce p t io n s , e n t e r a n in t e g e r 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 y o u a r e s e t t in g . 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 r e a ch e d fo r t h e
e xce p t io n t o t a k e p la ce .

5 Th e n , in t h e T i m e co lu m n o v e r w r it e o f f o r t h e cu r r e n t v a lu e w it h a t im e in
s e co n d 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 t h r e s h o ld e xce p t io n s , t h e
T i m e co lu m n a cce p t s n o in p u t .

6 P r e s s C HANG E .

[ Th e e xce p t io n s w ill b e t u r n e d o n . ]
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T r u n k G r o u p E x c e p t i o n s A d m i n i s t r a t i o n
P u r p o s e To s e t e xce p t io n s fo r a t r u n k g r o u p .
D e p e n d e n cie s N o t ifica t io n o f e xce p t io n s co m e s t h r o u g h r e a l- t im e o r e xce p t io n r e po r t s .

M u s t h a v e w r it e p e r m is s io n fo r t r u n k g r o u p t o ch a n g e e xce p t io n co n d it io n s .

U s e t h e Exce p t io n A d m in is t r a t io n (Tr u n k G r o u p s ) s cr e e 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
e v e n t s in v o lv in g t r u n k g r o u p s . O n t h e b a s is o f t h e co n d it io n s y o u e s t a b lis h , C M S w ill r e co r d
e xce p t io n s a n d r e p o r t 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 ed o n t h e r e a l-
t im e r e p o r t s ) o r w h e n y o u o r d e r a t r u n k g r o u p e xce p t io n r e p o r t .

N O T E Th e e xce p t io n m e s s a g e s t h a t d is p la y o n a r e a l- t im e r e p o r t w ill d e p e n d o n t h e t ru n k
g r o u p p e r m is s io n s fo r t h e u s e r t h a t is v ie w in g t h e r e p o r t .

Y o u m a y d e fin e e xce p t io n co n d it io n s fo r u p t o fiv e e v e n t s . In t h e Th r e s h o ld fie ld , y o u d e fin e a
co n d it io n a s a n u m b e r o f o ccu r r e n ce s . In t h e Tim e fie ld , y o u d e fin e a co n d it io n a s a m a xim u m
o r m in im u m n u m b e r o f s e co n d s in d u r a t io n . If y o u e n t e r a n u m b e r in t h e Tim e fie ld , yo u m u s t
a ls o e n t e r a n u m b e r in t h e Th r e s h o ld fie ld . If y o u d o n o t e n t e r co n d it io n s fo r a n e v e n t , t h e
Th r e s h o ld a n d Tim e fie ld s w ill d is p la y t h e d e fa u lt e n t r y ‘ ‘ o ff,’ ’ a n d n o e xce p t io n d a ta w ill b e
r e co r d e d fo r t h a t e v e n t .

S c r e e n D e s c r i p t i o n

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

Ex c e p t io n A d m i ni s t r a t io n ( T r un k G r o u ps )
1 Tr u n k G ro u p : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __

Ex c e p t io n T y p e 2 Th r e s h ol d 3 Ti m e

Ti m e T r un k i n U s e ( M A X ) o ff o f f
Ti m e T r un k i n U s e ( M I N ) o ff o f f
Ti m e T r un k M a i n te n a n c e Bu s y o f f o f f
Nu m b e r of T r u n k s I n U s e o ff
Nu m b e r of T r u n k Fa i l u r e s o f f

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 9-4 T r u n k G r o u p E x ce p t i o n s S cre e n
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D e fin it io n o f Fie ld s :

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

En t e r t h e n u m b e r o r s y n o n y m o f t h e t r u n k g r o u p fo r w h ich y o u w a n t t o s e t
e xce p t io n s .

F ie ld 2 Th r e s h o ld Fi e ld s

Th e 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 m e e t s o r e x ce e d s ce r t a in co n d it io n s (fo r
e xa m p le , n u m ber o f t r u n k fa ilu r e s ) t h a t w ill ca u s e a n e xce p t io n t o b e r e p o r t e d .
A ls o t h e n u m b e r o f t im e s t h e t im e lim it ca n b e r e a ch e d o r e xce e d e d b e fo r e a n
e xce p t io n is g e n e r a t e d — a p p lie s o n ly t o fie ld s w it h a t im e s p e cifica t io n . F o r
e xa m p le , if y o u s e t a m a xim u m t im e fo r Tr u n k Tim e in U s e , b u t o n ly w a n t t o
k n o w w h e n t h e t im e h a s b e e n r e a ch e d o n t h r e e d iffe r e n t o cca s io n s , p la ce a 3 in
t h e T h r e s h o l d fie ld fo r m a xim u m Tim e Tr u n k in U s e . If y o u w a n t t o b e n o t ifie d
o f e v e r y o ccu r r e n ce , p la ce a 0 o r 1 in t h is fie ld .

D e f au l t : o ff (n o e xce p t io n s w ill b e r e co r d e d )

F ie ld 3 Tim e F ie ld s

Th e t im e lim it in s e co n d s s e t t o t r ig g e r a n e xce p t io n . O n ly s o m e e xce p t io n s h a v e
a t im e fie ld . Th e y a p p e a r o n t h e s cr e e n w it h a n ‘ ‘ o ff’ ’ in t h e t im e co lu m n .
Re m e m b e r t h a t e xce p t io n s a r e cle a r e d w h e n t h e h a lf- h o u r in t e r v a l ch a n g e s, a n d
a h o u r - h o u r in t e r v a l co n t a in s 1 8 0 0 s e co n d s . Th e r e fo r e , t o r e ce iv e a n e xce p t io n ,
t h e n u m b e r o f s e co n d s y o u e n t e r m u s t b e le s s t h a n 1 8 0 0 s e co n d s . Fo r o t h e r
co n d it io n s a n d e xa m p le s , s e e t h e ‘ ‘ G e n e r a l In fo r m a t io n ’ ’ d e s cr ip t io n a t t h e
b e g in n in g o f t h is ch a p t e r .

D e f au l t : o ff (n o e xce p t io n s w ill b e r e co r d e d )
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D e f i n i t i o n s o f T r u n k G r o u p E x c e p t i o n E v e n t s

Th e t r u n k g r o u p e v e n t s fo r w h ich y o u ca n s e t e xce p t io n co n d it io n s a r e d e fin e d in t h e fo llo w in g
t a b le :

T a b l e 9-2 T r u n k G r o u p E x ce p t i o n E v e n t s

E X CE PT IO N E X PL A N A T IO N
N u m b e r o f Tr u n k Fa ilu r e s Th e n u m b e r a b o v e w h ich y o u d e s ir e n o t ifica t io n .
N u m b e r o f Tr u n k s in U s e Th e n u m b e r o f t r u n k s in t h e t r u n k g r o u p in u s e

a b o v e w h ich y o u d e s ir e n o t ifica t io n .

Tr u n k Tim e in U s e (M A X ) Th e t im e a n y t r u n k in t h e t r u n k g r o u p is in u s e
a b o v e w h ich y o u d e s ir e n o t ifica t io n .

Tr u n k Tim e in U s e (M IN ) Th e t im e a n y t r u n k in t h e t r u n k g r o u p is in u s e
b e lo w w h ich y o u d e s ir e n o t ifica t io n .

Tim e Tr u n k M a in t e n a n ce B u s y Th e t im e a b o v e w h ich y o u d e s ir e n o t ifica t io n .

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 S e t t i n g 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 [ ] T r u n k -
G r o u p 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 w it h ju s t t h e T r u n k G r o u p : fie ld (fie ld 1 )
d is p la y e d . ]

2 In t h e b la n k , e n t e r t h e n u m b e r o r s y n o n y m o f t h e t r u n k g r o u p w h o s e e xce p t io n s
y o u a r e a d m in is t e r in g .

3 P r e s s R E TUR N .

[ Th e fu ll Tr u n k G r o u p 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 t r u n k g r o u p y o u h a v e s p e cifie d . ]

4 To ch a n g e o r a d d e xce p t io n s , e n t e r a n in t e g e r 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 y o u a r e s e t t in g . 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 .
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5 Th e n , if t h is is a t im e - o r ie n t e d e xce p t io n , in t h e T i m e co lu m n o v e r w r it e o f f o r
t h e cu r r e n t v a lu e w it h a t im e in s e co n d s .

Th is is o n ly fo r t h e t o p t h r e e e xce p t io n s . F o r t h e b o t t o m t w o fie ld s , t h e
T i m e co lu m n a cce p t s n o in p u t .

6 P r e s s C HANG E .

[ Th e e xce p t io n s w ill b e t u r n e d o n . ]
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E x c e p t i o n R e p o r t s ( S p l i t s / A g e n t s )

P u r p o s e To g e n e r a t e a p r in t e d lo g o f s e le ct e d e xce p t io n s .
D e p e n d e n cie s Exce p t io n A d m in is t r a t io n s cr e e n s t o d e fin e e xce p t io n a l e v e n t s . Th e Ar ch iv e

P a r a m e t e r s p r o ce s s t o d e fin e h o w lo n g e xce p t io n d a t a a r e r e t a in e d .
Re a d p e r m is s io n fo r t h e s p lit .

U s e t h e Exce p t io n Re p o r t s (S p lit s / A g e n t s ) s cr e e n t o o r d e r s p lit e xce p t io n r e p o r t s, w h ich in clu d e
e xce p t io n s fo r a g e n t s a s s ig n e d t o t h e s p lit s . Y o u m a y o r d e r s e p a r a t e r e po r t s fo r e a ch s p lit o r
o n e r e p o r t fo r a ll s p lit 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 ca t e g o r y o r o n e
r e p o r t fo r a ll ca t e g o r ie s .

Ex ce p t io n d a t a in y o u r r e p o r t s w ill b e fo r t h o s e e v e n t s fo r w h ich y o u s e t co n d it io n s on t h e
Ex ce p t io n A d m in is t r a t io n (S p lit s / A g e n t s ) s cr e e n . H o w e v e r , t w o e v e n t ca t e g o r ie s — Ma licio u s
C a ll a n d A u d io D ifficu lt y — d o n o t fo ll o w t h is r u le . Th o u g h y o u ca n s e le ct t h e s e ca t eg o r ie s
fo r s p lit e xce p t io n r e p o r t s , y o u d o n o t s e t co n d it io n s fo r t h e m . In s t e a d , C M S a ut o m a t ica ll y
r e co r d s a ll m a licio u s ca ll s a n d a u d io d ifficu lt ie s a s e xce p t io n s a n d , if y o u ch o o s e , w ill d is pla y
t h e m in y o u r r e p o r t .

N O T E ‘ ‘ Tim e fo r A C D C a ll o n H o ld ’ ’ e xce p t io n s a r e a v a ila b le o n ly w it h G e n e r ic 2 o r Sy s t e m
8 5 , R2 V4 .
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E xc epti on R e por ts ( S pl i t s/ A gen ts)

S c r e e n D e s c r i p t i o n

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

Ex c e p t io n R e p o rt s ( S p l it s / A g en t s )
1 Da t e : - 1_ _ _ _ _ _ 2 Sp l i t : __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _

3

[ ] A g e n t T i m e A v ai l a b l e (i d l e ) [ ] A u d i o Di f f i c u lt y
[ ] A g e n t T i m e i n RI N G [ ] N um b e r o f A C W O u t Ca l l s / A ge n t
[ ] A g e n t T i m e o n AC D C a l l (M A X ) [ ] N u m b e r of A C W I n Ca l l s / Ag e n t
[ ] A g e n t T i m e o n AC D C a l l (M I N ) [ ] N u m b e r of A U X O u t C a l l s /A g e n t
[ ] A g e n t T i m e i n AC W [ ] N u mb e r o f AU X I n C a ll s / A g e nt
[ ] A g e n t T i m e o n AC W O u t g oi n g C a ll [ ] L o g in - N o A g en t N a m e A s s i g n ed
[ ] A g e n t T i m e o n AC W I n c o mi n g C a ll
[ ] A g e n t T i m e i n AU X W o r k [ ] T i m e fo r C a l l Wa i t i n g
[ ] A g e n t T i m e o n AU X O u t g oi n g C a ll [ ] N u m be r o f C a ll s W a i ti n g
[ ] A g e n t T i m e o n AU X I n c o mi n g C a ll [ ] N u m be r o f C a ll s A b a nd o n e d
[ ] T i m e fo r A C D C al l o n H o ld [ ] N u mb e r o f I nt r a f l o we d - O u t C a l l s
[ ] M a l i ci o u s C a ll [ ] N u mb e r o f I nt r a f l o we d - I n C al l 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 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 9-5 E x ce p t i o n Re p o r ts ( S p l i t s / A g e n t s ) S cre e n

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 n u m b e r o f p a s t d a y s ’ d a t a a v a ila b le
d e p e n d s 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 . Th e d e fa u lt a n d m a xim u m is 7 d a y s .
D a t e s a r e M M / D D / Y Y fo r m a t o r r e la t iv e d a t e (fo r e xa m p le , - 1 fo r y e s t e r d a y).

D e f au l t : - 1

F ie ld 2 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 co v e r e d in t h e r e p o r t .
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E xc epti on R e por ts ( S pl i t s/ A gen ts)

F ie ld 3 Ex ce p t io n Fi e ld s

Th is is w h e r e y o u s p e cify w h ich e xce p t io n s y o u w a n t r e p o r t e d .

N O T E Th e s e e xce p t io n s m u s t h a v e b e e n p r e v io u s ly a d m in is t e r e d in t h e
Ex ce p t io n A d m in is t r a t io n (S p lit s / A g e n t s ) s cr e e n .

O r d e r i n g a S p l i t E x c e p t i o n s 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 [ ] S p l i t s - A g e n t s
o p t io n a n d p r e s s R E TUR N .

[ Th e Ex ce p t io n Re p o r t — S p lit / A g e n t s cr e e n a p p e a r s . ]

2 En t e r t h e d a t e y o u w a n t co v e r e d in t h e r e p o r t in t h e D a t e : fie ld u s in g t h e
M M / D D / Y Y fo r m a t o r t h e r e la t iv e d a y fo r m a t (0 fo r t o d a y , - 1 fo r y e s t e r d a y , a n d s o
o n ).

Ex ce p t io n d a t a is r e t a in e d o n y o u r d is k a m a xim u m o f 7 d a y s .

3 En t e r 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 y o u w a n t co v e r e d b y t h e e xce p t io n re p o r t
in t h e S p l i t : fie ld .

L e a v e t h e S p l i t : fie ld b la n k if y o u w a n t a r e p o r t o n a ll s p lit s .

4 En t e r a n x in t h e b r a ck e t s n e xt t o a n y e xce p t io n ca t e g o r y y o u w a n t co v e r e d in t h e
r e p o r t .

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 a r e p o r t o n a ll a ct iv e e xce p t io n s .

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 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 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 . ]
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E xc epti on R e por ts ( S pl i t s/ A gen ts)

S p l i t 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 S p lit Exc e p t io n Re p o r t d is p la y s s p lit 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 . F o r e a ch e xce p t io n , t h e r e p o r t a ls o d is p la y s t h e a g e n t in v o lv e d, t h e a g e n t ’ s
e xt e n s io n , a n d , fo r a M a licio u s C a ll o r A u d io D ifficu lt y e xce p t io n , t h e t r u n k ’ s t r u n k g r o u p a n d
it s p h y s ica l lo ca t io n o n t h e s w it ch .

9/ 2 3 / 8 7 C A L L M A NA G E M E N T S Y S T E M P a g e 1

Da i l y S pl i t E x c ep t i o n S um m a r y fo r 9 / 2 2 /8 7

TR U N K T RU N K
TI M E E X CE P T I O N TH R E S H O LD T I M E SP L I T A G EN T E X T E NS I O N G RO U P L O C AT I O N

__ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _
07 : 3 4 N um b e r o f AC W O U T Ca l l s / A ge n t 1 0 4 Te d W i l s on 6 5 5 9 0
07 : 4 5 M al i c i o u s C a l l 4 El l e n W h it e 6 5 5 8 8 7 8 0 4 . 3 .2 . 0 1 . 5
08 : 1 2 A ge n t t i m e o n A C D Ca l l ( M A X) 2 1 2 0 E ll e n W h i te 6 5 5 8 8
08 : 3 0 A ge n t T i m e i n R I N G 2 1 1 G e o rg e N i t e 65 5 8 9

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

F i g u r e 9-6 D ai l y S p l i t E x ce p ti o n S u m m ar y S cre e n

Th e s cr e e n - la b e le d k e y s fo r t e r m in a l o u t p u t o f a n e xce p t io n r e p o r t h a v e t h e fo ll ow in g
fu n ct io n s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch v i co m m a n d . Th is p u t s a
b a ck s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce
a n y s t r in g o r ch a r a ct e r s y o u d e s ir e a ft e r t h e b a ck s la s h . Th e n b y
p r e s s in g R E TUR N y o u w ill g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e
s t r in g ’ s lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .
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E xc epti on R e por ts ( S pl i t s/ A gen ts)

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e S p lit Ex ce p t io n Re p o r t r e q u e s t s cr e e n .

T a b l e 9-3 Ite m Re f e r e n ce f o r S p l i t E x ce p t i o n Re p o r t

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 Ex ce p t io n

Th r e s h o ld Va lu e fr o m a d m in is t r a t io n s cr e e n

Tim e Va lu e fr o m a d m in is t r a t io n s cr e e n

Sp lit Sp lit w h e r e e xce p t io n o ccu r r e d

A g e n t A g e n t r e s p o n s ib le fo r t h e e xce p t io n

Ex t e n s io n A g e n t ’ s e xt e n s io n

Tr u n k G r o u p Re p o r t e d fo r M a licio u s C a ll a n d A u d io D ifficu lt y o n ly

Tr u n k Lo ca t io n * Re p o r t e d fo r M a licio u s C a ll a n d A u d io D ifficu lt y o n ly
* Th e s a m p le r e p o r t is t h e G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X fo r m a t .
G e n e r ic 1 , G e n e r ic 2 U n iv e r s a l M o d u le , a n d S y s t e m 7 5 u s e s a le t t e r
t o r e p r e s e n t t h e ca r r ie r .
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E x c e p t i o n R e p o r t s ( T r u n k G r o u p s )

P u r p o s e To g e n e r a t e a p r in t e d lo g o f s e le ct e d t r u n k g r o u p e xce p t io n s .
D e p e n d e n cie s Exce p t io n s — Tr u n k G r o u p t o s e t t h e e xce p t io n s . A r ch iv e P a r a me t e r s

t o d e t e r m in e t h e n u m b e r o f d a y s t o r e t a in e xce p t io n d a t a .
Re a d p e r m is s io n fo r t h e t r u n k g r o u p (s ).

U s e t h e Exce p t io n Re p o r t (Tr u n k G r o u p ) 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 on t r u n k g r o u p 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 t r u n k g r o u p o r o n e r e p o r t fo r all t r u n k g r o u p 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 v e n t o r o n e r e p o r t fo r a ll e v e n ts .

Th e e v e n t s t h a t s h o w d a t a in y o u r e xce p t io n r e p o r t s w ill b e t h o s e fo r w h ich y o u se t co n d it io n s
o n t h e Ex ce p t io n A d m in is t r a t io n (Tr u n k G r o u p s ) s cr e e n . H o w e v e r , t w o e v e n t ca t e go r ie s —
M a licio u s C a ll a n d A u d io D ifficu lt y — d o n o t fo ll o w t h is r u le . Th o u g h y o u ca n s e le ct t h e se
e v e n t s fo r t r u n k g r o u p e xce p t io n r e p o r t s , y o u d o n o t s e t co n d it io n s fo r t h e m. In s t e a d , C M S
a u t o m a t ica lly r e co r d s a ll m a licio u s ca lls a n d a u d io d ifficu lt ie s a s e xce p t io n s , a n d , if y o u ch o o s e ,
w ill d is p la y t h e m in y o u r r e p o r t .

Th e e xce p t io n d a t a b a s e ca n o n ly h o ld a m a xim u m o f 1 0 0 0 e n t r ie s . If t h is d a t a b a s e fill s d u r in g
t h e d a y , e xce p t io n s w ill s t ill d is p la y in r e a l- t im e r e p o r t s b u t w ill n o t b e s a v e d in t h e d a t a b a s e .
Th e r e fo r e , e xce p t io n s d is p la y e d in r e a l- t im e r e p o r t s a ft e r t h e d a t a b a s e is fu ll w ill no t a p p e a r o n
a n e xce p t io n r e p o r t fo r t h a t d a y . A n u n fo r m a t t e d e v e n t w ill b e lo g g e d in t h e e r ro r lo g e v e r y
t im e a n e xce p t io n o ccu r s t h a t ca n n o t b e w r it t e n in t h e e xce p t io n d a t a b a s e . To fix t h is pr o b le m ,
y o u m a y n e e d t o ch a n g e t h e e xce p t io n lim it s (t h e y m a y b e s e t t o o clo s e t o n o r ma l co n d it io n s ).
Y o u ca n a ls o ch a n g e t h e a r ch iv e p a r a m e t e r s t o s t o r e le s s d a y s o f e xce p t io n d a t a .
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E xc epti on R e por ts ( T r u nk G r ou ps)

S c r e e n D e s c r i p t i o n

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

Ex c e p t io n R e p o rt s ( T r u nk G r o u ps )

1 Da t e : - 1_ _ _ _ _ _ 2 Tr u n k G ro u p : _ _ __ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _

3 [ ] T i m e Tr u n k i n Us e ( M A X )
[ ] T i m e Tr u n k i n Us e ( M I N )
[ ] T i m e Tr u n k M a in t e n a n ce B u s y
[ ] N u m b er o f T r u nk s i n U s e
[ ] N u m b er o f T r u nk F a i l u re s
[ ] M a l i ci o u s C a ll
[ ] A u d i o D i f f i c ul t 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 LI N E
HE L P PR I N T EX IT CO M M AN D

F i g u r e 9-7 E x ce p t i o n Re p o r ts ( T r u n k G r o u p s ) S cre e n

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 in M M / D D / Y Y fo r m a t o r r e la t iv e d a y
fo r m a t . Th e n u m b e r o f p a s t d a y s ’ d a t a a v a ila b le d e p e n d s 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 . Th e d e fa u lt a n d m a xim u m is 7 d a y s .

D e f au l t : - 1

F ie ld 2 Tr u n k G r o u p

Th e s y n o n y m o r n u m b e r o f t h e t r u n k g r o u p fo r w h ich y o u w a n t t o g e n e r a t e an
e xce p t io n r e p o r t .

F ie ld 3 Ex ce p t io n Fi e ld s

Ex ce p t io n s a v a ila b le fo r t r u n k g r o u p s .
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E xc epti on R e por ts ( T r u nk G r ou ps)

R e q u e s t i n g a 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 [ ] T r u n k - G r o u p s
o p t io n a n d p r e s s R E TUR N .

[ Th e Ex ce p t io n Tr u n k G r o u p Re p o r t s cr e e n a p p e a r s . ]

2 En t e r t h e d a t e y o u w a n t co v e r e d in t h e r e p o r t in t h e D a t e : fie ld u s in g t h e
M M / D D / Y Y fo r m a t o r t h e r e la t iv e d a y fo r m a t (0 fo r t o d a y , - 1 fo r y e s t e r d a y , a n d s o
o n ).

Ex ce p t io n d a t a is r e t a in e d o n y o u r d is k a m a xim u m o f 7 d a y s .

3 En t e r t h e n u m b e r o r s y n o n y m o f t h e t r u n k g r o u p y o u w a n t co v e r e d b y t h e
e xce p t io n r e p o r t in t h e T r u n k G r o u p : fie ld .

L e a v e t h e T r u n k G r o u p : fie ld b la n k if y o u w a n t a r e p o r t o n a ll
t r u n k g r o u p s .
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E xc epti on R e por ts ( T r u nk G r ou ps)

4 En t e r a n x in t h e b r a ck e t s n e xt t o a n y e xce p t io n ca t e g o r y y o u w a n t co v e r e d in t h e
r e p o r t .

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 a r e p o r t o n a ll a ct iv e e xce p t io n s .

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 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 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 . ]
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E xc epti on R e por ts ( T r u nk G r ou ps)

T r u n k G r o u p 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 Tr u n k G r o u p Ex ce p t io n Re p o r t d is p la y s t r u n k g r o u p 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 . Th e r e p o r t a ls o d is p la y s t h e p h y s ica l lo ca t io n o n t h e s w it ch
o f e a ch t r u n k g r o u p in t h e r e p o r t . F o r M a licio u s C a ll o r A u d io D ifficu lt y e xce p t io n s , t h e re p o r t
d is p la y s t h e a g e n t s t h a t r e co r d e d t h e e xce p t io n s a n d t h e a g e n t s ’ e xt e ns io n s .

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 T ru n k G r o up E x c e p ti o n S u mm a r y f o r 0 9 / 2 2 / 87

TR U N K T RU N K
TI M E E X CE P T I O N TH R E S H O LD T I M E GR O U P L O CA T I O N A GE N T E X TE N S I O N
-- - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - - - -- - - - - -- - - - - - -- - - - -
07 : 4 3 N um b e r o f Tr u n k s in U s e 2 4 44 0 4 . 3 . 2. 0 1 . 5
07 : 5 6 A ud i o D i f fi c u l t y 4 4 0 4 . 3 .2 . 0 1 . 5 El l e n K l ei n 6 9 9 0
08 : 0 7 T im e T r u n k i n U s e (M A X ) 2 2 30 4 4 0 4 . 3. 2 . 0 1 . 5

PA G E PA G E PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

F i g u r e 9-8 D ai l y T r u n k G r o u p S u m m ary S cre e n

Th e s cr e e n - la b e le d k e y s fo r t e r m in a l o u t p u t o f a n Exc e p t io n r e p o r t h a v e t h e fo llo win g
fu n ct io n s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g s e a r ch v i co m m a n d . Th is p u t s a
b a ck s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce
a n y s t r in g o r ch a r a ct e r s y o u d e s ir e a ft e r t h e b a ck s la s h . Th e n b y
p r e s s in g R E TUR N y o u w ill g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e
s t r in g ’ s lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e Tr u n k G r o u p Ex ce p t io n Re p o r t r e q u e s t s cr e e n .

3 B C M S A d m i n i s t r a t i o n 9-2 3



E xc epti on R e por ts ( T r u nk G r ou ps)

T a b l e 9-4 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p E x ce p t i o n Re p o r t

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

Th r e s h o ld Va lu e fr o m a d m in is t r a t io n s cr e e n

Tim e Va lu e fr o m a d m in is t r a t io n s cr e e n

Tr u n k G r o u p Tr u n k g r o u p w h e r e e xce p t io n o ccu r r e d

Eq u ip m e n t lo ca t io n — n u m b e r in g co d e
u s e d in s w it ch a d m in is t r a t io n

Tr u n k Lo ca t io n *

A g e n t r e s p o n s ib le fo r t h e e xce p t io n
(A u d io D ifficu lt y a n d M a licio u s C a ll
o n ly )

A g e n t

A g e n t ’ s e xt e n s io n (A u d io D ifficu lt y
a n d M a licio u s C a ll o n ly )

Ex t e n s io n

Th e s a m p le r e p o r t is t h e G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N
P B X fo r m a t . G e n e r ic 1 , G e n e r ic 2 U n iv e r s a l M o d u le , a n d
Sy s t e m 7 5 u s e a le t t e r t o r e p r e s e n t t h e ca r r ie r .

9-2 4 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 a cce s s p e r m is s io n s t o C M S u s e rs . Th r e e k in d s
o f a cce s s p e r m is s io n s a r e r e q u ir e d fo r a u s e r :

C M S s u b s y s t e m s a cce s s

Sp lit a cce s s

Tr u n k g r o u p a cce s s .

In a d d it io n , w it h in e a ch ca t e g o r y , y o u m u s t 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 a u s e r .
Re a d p e r m is s io n m e a n s t h e u s e r ca n s e a r ch fo r a n d g e t d a t a w it h in a s u b s y st e m (r e a d s t a n d a r d
r e p o r t s , fo r in s t a n ce ) fo r s p e cific s p lit s o r t r u n k g r o u p s . W r it e p e r m is s io n m ea n s t h a t t h e u s e r
ca n e n t e r d a t a a n d e xe cu t e p r o ce s s e s w it h in a s u b s y s t e m fo r s p e cific s p lit s a n d t r u n k g r o u p s .

W h e n a u s e r h a s n e it h e r r e a d n o r w r it e p e r m is s io n fo r a s u b s y s t e m , t h a t s ub s y s t e m w ill n o t
a p p e a r a m o n g h is o r h e r m a in m e n u o p t io n s . W h e n a u s e r h a s r e a d p e r m is sio n o n ly , t h e
s cr e e n - la b e le d k e y s fo r a d m in is t r a t io n o f t h a t s u b s y s t e m , s u ch a s C HANG E , A DD , a n d DE LETE ,
w ill n o t b e a ct iv e o n t h a t u s e r ’ s s cr e e n in t h e a ffe ct e d s u b s y s t e m s .

N O T E A u s e r ca n n o t h a v e w r it e p e r m is s io n fo r a s u b s y s t e m w it h o u t a ls o h a v in g r e ad
p e r m is s io n . W r it e - o n ly p e r m is s io n is a ll o w e d , h o w e v e r , fo r s p lit s o r t r u n k g r o up s
b e ca u s e , fo r e xa m p le , it m a y b e n e ce s s a r y t o in t r a flo w ca ll s t o a s p lit , t h o u g h it m ay
n o t b e n e ce s s a r y t o s e e r e p o r t s o n t h a t s p lit .

Th e C M S a d m in is t r a t o r is g iv e n a lo g in ID a t in s t a ll a t io n w h ich g iv e s h im o r h e r a cce s s t o t h e
e n t ir e s y s t e m , w h ich in clu d e s r e a d a n d w r it e p e r m is s io n s fo r a ll s u b s y s t e m s , s p lit s , a n d t r u n k
g r o u p s . H o w e v e r , 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 , m a y r e q u ir e a cce s s t o
o n ly a lim it e d n u m b e r o f s u b s y s t e m s , s p lit s , a n d t r u n k g r o u p s a n d m a y r e q uir e o n ly r e a d o r
w r it e p e r m is s io n fo r a p a r t icu la r ca t e g o r y .

F o r e xa m p le , if y o u r ca ll ce n t e r h a s a s p lit (ca ll e d S p lit 1 ), w it h t w o t r u n k g r o u ps (2 2 a n d 2 3 )
a s s ig n e d t o it , t h e s u p e r v is o r o f S p lit 1 m a y h a v e r e a d a n d w r it e a cce s s o n ly fo r S p lit 1 a n d
Tr u n k G r o u p s 2 2 a n d 2 3 . In a d d it io n , t h e s u p e r v is o r w ill p r o b a b ly h a v e r e a d a n d w rit e
p e r m is s io n t o s e v e r a l s u b s y s t e m s s o t h a t h e o r s h e ca n e ffe ct iv e ly a d m in is t e r Sp lit 1 a n d Tr u n k
G r o u p s 2 2 a n d 2 3 .

N o r m a ll y , s p lit s u p e r v is o r s w ill n o t n e e d a cce s s t o t h e M a in t e n a n ce , A d m in is t r a t io n , o r t h e
U N IX s y s t e m . H o w e v e r , y o u ca n g iv e u s e r s a n y a cce s s p e r m is s io n s y o u d e e m n e ce s s a r y o r
d e s ir a b le .

3 B C M S A d m i n i s t r a t i o n 1 0-1



G e ne r a l Infor ma ti on

C A U T I O N If, fo r y o u r o w n u s e r ID , y o u t u r n o ff w r it e p e r m is s io n 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 , y o u w ill n o lo n g e r b e a b le t o a d m in is t e r p e r m is s io n s fo r y o u r s e lf o r
a n y o t h e r u s e r w h e n y o u lo g b a ck in t o C M S .

N O T E U s e r s g r a n t e d a cce s s t o t h e A d m in is t r a t io n s u b s y s t e m ca n g r a n t t h e m s elv e s a cce s s t o
a n y o t h e r p a r t o f t h e s y s t e m .

A d m i n i s t r a t i o n M e n u

Th e A d m in is t r a t io n m e n u lis t s t h e t h r e e s cr e e n s y o u w ill u s e t o a s s ig n a cce s s p e r m is s io n 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

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

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 1 0-1 T h e A d m i n i s t r at i o n M e n u

1 0-2 A d m i n i s t r a t i o n



S y s t e m A c c e s s

P u r p o s e To e s t a b lis h u s e r a cce s s p e r m is s io n s fo r C M S s u b s y s t e m s .
Th is s cr e e n is u s e d t o cr e a t e n e w u s e r s , u s u a lly s p lit s u p e r v is o r s .

Y o u u s e t h e Sy s t e m A cce s s s cr e e n t o cr e a t e C M S u s e r ID s a n d t o a s s ig n , v ie w , o r ch a n g e a cce s s
p e r m is s io n s fo r t h e a p p r o p r ia t e s u b s y s t e m s . Th e u s e r ID s y o u cr e a t e b e co me t h e u s e r s ’ C M S
lo g in ID s . Y o u ca n a ls o t e ll C M S w h e t h e r t o r e q u ir e a p a s s w o r d fr o m t h e u s e r an d w h e t h e r t o
r e q u ir e t h e u s e r t o ch a n g e h is o r h e r p a s s w o r d .

In a m u lt ip le - A C D s y s t e m , t h e s a m e u s e r ID ca n n o t b e u s e d in d iffe r e n t A C D s . F o r exa m p le , in
a 4 - A C D s y s t e m , a t o t a l o f fo u r u s e r ID s w o u ld b e r e q u ir e d t o a cce s s C M S fo r e ach A C D . A ls o ,
n o u s e r ID fo r a n o t h e r U N IX s y s t e m a p p lica t io n ca n b e t h e s a m e a s a C M S u s e r ID .

N O T E F o r a n y s u b s y s t e m , a u s e r m a y n o t h a v e w r it e p e r m is s io n s w it h o u t r e a d p e r m is s io n s .

N O T E A ls o , a n y ch a n g e s y o u m a k e t o p e r m is s io n s w h ile t h e u s e r is lo g g e d in w ill n o t t a ke
e ffe ct u n t il t h a t u s e r lo g s in n e xt .
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S yst e m A c c ess

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 - - S Y S T EM A C C E SS

1 Us e r I D : S a r g e _ __ _ 2 Us e r N a me : E T S u zu k i _ _ _ __ _ _ _ _ __ _
3 Ro o m N u mb e r : 2 0 0G _ _ _ _ _ __ _ _

4 Te l e p h on e N u m b er : x 3 4 4 0_ _ _ _ _ __ _ _ _ _ _
5 Pr i n t e r D e s t i n at i o n : p ri n t e r 1_ _ _ _ _ _ __ _ _ _

6 Re m o v e Ex i s t i n g P a s s w o rd ? n
7 Ad d / C h an g e P a s sw o r d O n Ne x t L o gi n ? n

8 Sy s t e m Ac c e s s R ea d ? W r i te ? S y s te m A c c e ss R e a d ? Wr i t e ?

RE P O R T S: y y U N I X y y
DI C T I O NA R Y : y y MA I L y y

CO N F I G UR A T I O N : y y P A S S WO R D y y
SC H E D U LE R : y y
FO R E C A ST : y y

EX C E P T IO N S : y y
CU S T O M RE P O R T S CR E A T I ON : y y

AD M I N I ST R A T I O N: y y
MA I N T E NA N C E : y 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 DE L E TE AD D CH A N G E

F i g u r e 1 0-2 T h e S y s t e m A cc e s s S cre e n

D e fin it io n o f Fie ld s

F ie ld 1 U s e r ID

U s e r ID o f p e r s o n b e in g a d d e d o r w h o s e p e r m is s io n s a r e b e in g v ie w e d o r
ch a n g e d . Th e U s e r ID m u s t h a v e t h r e e t o e ig h t a lp h a n u m e r ic ch a r a ct e r s , w it h
n o b la n k s .

F ie ld 2 U s e r N a m e (o p t io n a l)

F ie ld 3 Ro o m N u m b e r (o p t io n a l)

F ie ld 4 Te le p h o n e n u m b e r (o p t io n a l)

1 0-4 A d m i n i s t r a t i o n



S yst e m A c c ess

F ie ld 5 P r in t e r D e s t in a t io n

Id e n t ifica t io n o f p r in t e r u s e d b y u s e r .

D e f au l t : D e fa u lt s y s t e m p r in t e r

F ie ld 6 Re m o v e Exist in g P a s s w o r d ?

Ta k e s y o r n. A y r e m o v e s t h e u s e r ’ s p a s s w o r d fr o m t h e s y s t e m . A ll o w s t h e
lo g in ID t o b e u s e d o n s u b s e q u e n t lo g in s w it h n o p a s s w o r d .

F ie ld 7 A d d / C h a n g e P a s s w o r d O n N e xt Lo g in ?

Ta k e s y o r n. A y p la ce s t h e u s e r in t h e P a s s w o r d S u b s y s t e m w h e n t h e lo g in ID
is u s e d n e xt . B y d o in g t h is , t h e s y s t e m e n a b le s t h e u s e r t o ch a n g e p a s s w o rd s t h e
n e xt t im e t h e y lo g in . If y o u h a v e n e v e r h a d a p a s s w o r d o n C M S , C M S is n o t
e xp e ct in g a n e xis t in g p a s s w o r d fr o m y o u . Y o u w ill b e a s k e d t o e n t e r a n e w
p a s s w o r d .

F ie ld 8 Sy s t e m A cce s s

P e r m is s io n s fo r u s e r t o e n t e r a n d u s e C M S s u b s y s t e m s . ‘ ‘ Re a d ’ ’ m e an s u s e r m a y
v ie w d a t a in t h e s u b s y s t e m ; ‘ ‘ w r it e ’ ’ m e a n s u s e r m a y m a k e a d m in is t ra t iv e
ch a n g e s v ia t h e s u b s y s t e m s cr e e n s . If ‘ ‘ r e a d ’ ’ is n, t h e s u b s y s t e m is r e m o v e d fr o m
t h e u s e r ’ s m a in m e n u .

En t e r e it h e r y (y e s ) o r n (n o ).

D e f au l t : y

N O T E Th e s y s t e m w ill n o t a ll o w a y in t h e ‘ ‘ w r it e ’ ’ co lu m n w it h a n n in t h e
‘ ‘ r e a d ’ ’ co lu m n .

‘ ‘ W r it e ’ ’ p e r m is s io n h a s n o m e a n in g fo r t h e fo ll o w in g fe a t u r e s :

U N IX s y s t e m

M a il

P a s s w o r d .

‘ ‘ Re a d ’ ’ p e r m is s io n co n fe r s t h e a b ilit y t o u s e a ll t h r e e fe a t u r e s t o t h e ir fu ll ext e n t .
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S yst e m A c c ess

A d d i n g a N e w 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 [ ] S y s t e m - 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 S y s t e m A cce s s s cr e e n a p p e a r s . ]

2 En t e r t h e ID o f t h e n e w u s e r in t h e U s e r I D fie ld . U s e a t le a s t t h r e e a n d u p t o
e ig h t a lp h a n u m e r ics a n d n o b la n k s .

3 En t e r t h e u s e r ’ s n a m e in t h e U s e r N a m e fie ld . Th is is o p t io n a l.

4 En t e r t h e u s e r ’ s r o o m in t h e R o o m N u m b e r fie ld . Th is is o p t io n a l.

5 En t e r t h e u s e r ’ s p h o n e n u m b e r in t h e T e l e p h o n e N u m b e r fie ld . Th is is
o p t io n a l.

6 En t e r t h e u s e r ’ s p r in t e r in t h e P r i n t e r D e s t i n a t i o n fie ld . Th is is o p t io n a l.
If t h is fie ld is le ft b la n k , t h e u s e r ’ s jo b s w ill r o u t e t o t h e d e fa u lt s y s t e m p r in te r .

7 To m a k e a ch a n g e in e it h e r t h e R e m o v e E x i s t i n g P a s s w o r d ? fie ld o r
A d d / C h a n g e P a s s w o r d O n N e x t L o g i n o r b o t h , e n t e r y o r n in e it h e r
p la ce .

8 In t h e S y s t e m A c c e s s fie ld , e n t e r y o r n n e xt t o e a ch s y s t e m t o w h ich y o u
w a n t t o a ll o w o r d e n y t h is u s e r a cce s s .

9 P r e s s A DD .

[ Th e u s e r a n d t h e s p e cifie d p e r m is s io n s w ill b e a d d e d t o t h e C M S . ]

V i e w i n g U s e 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 [ ] S y s t e m - 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 S y s t e m A cce s s s cr e e n a p p e a r s . ]

2 En t e r a n e xis t in g u s e r ’ s ID in t h e U s e r I D fie ld .

3 P r e s s R E TUR N . [ Th e u s e r ’ s d a t a a n d p e r m is s io n s w ill b e d is p la y e d . ]

1 0-6 A d m i n i s t r a t i o n



S yst e m A c c ess

C h a n g i n g U s e r P e r m i s s i o n s o r D a t a

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 [ ] S y s t e m - 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 S y s t e m A cce s s s cr e e n a p p e a r s . ]

2 En t e r t h e u s e r ’ s ID in t h e U s e r I D : fie ld .

3 P r e s s R E TUR N .

[ Th e u s e r ’ s p e r m is s io n s w ill b e d is p la y e d . ]

4 En t e r y o r n in t h e R e a d ? a n d W r i t e ? fie ld s n e xt t o a n y s y s t e m t o 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 p e r m is s io n s .

5 M a k e a n y ch a n g e s d e s ir e d t o t h e u s e r ’ s n a m e , p r in t e r , p h o n e , o r o ffice n u m b e r .

6 P r e s s C HANG E . Th e ch a n g e d d a t a w ill b e w r it t e n in t o t h e A d m in is t r a t io n d a t a b a s e .

D e l e t i n g U s e r P a s s w o r d 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 [ ] S y s t e m - 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 S y s t e m 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 , e n t e r t h e lo g in ID o f t h e u s e r w h o s e p a s s w o r d y o u a r e
r e m o v in g a n d p r e s s R E TUR N.

[ Th e d a t a fo r t h a t ID w ill b e d is p la y e d . ]

3 En t e r a y e it h e r in t h e R e m o v e E x i s t i n g P a s s w o r d ? fie ld o r
A d d / C h a n g e P a s s w o r d O n N e x t L o g i n ? a n d p r e s s R E TUR N .

[ If y o u e n t e r y in t h e R e m o v e E x i s t i n g P a s s w o r d ? fie ld , t h e u s e r ’ s
p a s s w o r d w ill b e r e m o v e d , a n d t h e u s e r w ill n o t b e p r o m p t e d fo r a p a s s w o r d o n h is
o r h e r n e xt lo g in a t t e m p t . ]

[ If y o u e n t e r y in A d d / C h a n g e P a s s w o r d O n N e x t L o g i n ? fie ld , t h e u s e r
w ill b e p la ce d in t h e P a s s w o r d S u b s y s t e m a t t h e n e xt lo g in a t t e m p t , w h e r e h e o r
s h e ca n ch a n g e p a s s w o r d s . ]

3 B C M S A d m i n i s t r a t i o n 1 0-7



S p l i t A c c e s s
P u r p o s e To e s 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 s p lit s .
D e p e n d e n cie s Th e a d m in is t r a t o r a d m in is t e r in g s p lit p e r m is s io n s m u s t h a v e

w r it e p e r m is s io n 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 .

Y o u u s e t h e Sp lit A cce s s s cr e e n t o a s s ig n , v ie w , o r ch a n g e u s e r s ’ a cce s s p e r m is s io n s t o s p e cific
s p lit s . Sp lit A cce s s p e r m is s io n s d e t e r m in e a C M S u s e r ’ s a b ilit y t o a cce s s a n d a d min is t e r a g e n t
d a t a fo r a p a r t icu la r s p lit . F o r e a ch s p lit , y o u ca n g iv e u s e r s r e a d a n d w r it e p er m is s io n s , r e a d
w it h o u t w r it e p e r m is s io n s , o r w r it e w it h o u t r e a d p e r m is s io n 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- - S P L I T A C C E S S

1 Us e r I D : s a r g e

2 Sp l i t N am e R e a d ? W r i t 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
5-8 0 0 - n um b e r ( A ) y y
6-8 0 0 - n um b e r ( B ) y y
7 N i g h t Se r v i c e y y
8 P r o b l em D e s k y y
9 C a t a l og u e y y

10 L o c a l p r o m o t io n s y y

3 Sp l i t ( s) : _ _ _ _ __ _ _ _ _ __ _ _ _ _ _
4 Re a d ? : _
5 Wr i t e ? : _ [ P a g e 1 o f 6 ]

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 1 0-3 S p l i t A cc e s s S cre e n

1 0-8 A d m i n i s t r a t i o n



S pl i t A c c ess

D e fin it io n o f Fie ld s

F ie ld 1 U s e r ID

Id e n t ifica t io n o f t h e u s e r w h o s e s p lit p e r m is s io n s y o u a r e a d m in is t e r in g .

F ie ld 2 Sp lit N a m e Re a d ? W r it e ?

Sp lit n u m b e r s , s y n o n y m s , a n d t h is u s e r ’ s p e r m is s io n s . Th e m a xim u m p o s s ib le
n u m b e r o f m e a s u r e d s p lit s (6 0 ), n o t t h e n u m b e r in y o u r s y s t e m , a r e a v a ila b le in
t h is s cr e e n .

‘ ‘ Re a d ’ ’ m e a n s t h e u s e r ca n v ie w a ll d a t a fo r t h is s p lit . ‘ ‘ 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 s p lit . Exa m p le s o f t h e la t t e r w o u ld b e
m o v in g s p lit e xt e n s io n s , s e t t in g s p lit p a r a m e t e r s , a n d s e t t in g e xce p t io n s fo r t h e
s p lit .

D e f au l t : y fo r a ll s p lit s , b o t h fo r r e a d a n d fo r w r it e .

F ie ld 3 Sp lit (s )

F ie ld w h e r e s p lit n u m b e r s a r e e n t e r e d t o a d m in is t e r a cce s s . P r o p e r e n t r ie s ar e
in d iv id u a l s p lit s s e p a r a t e d b y co m m a s o r s p a ce s , r a n g e s s e p a r a t e d b y hy p h e n s ,
o r ‘ ‘ a ll. ’ ’

F ie ld 4 Re a d ?

W ill t h e u s e r h a v e r e a d p e r m is s io n t o t h is s p lit ’ s ca ll d a t a ?

F ie ld 5 W r it e ?

W ill t h e u s e r h a v e w r it e p e r m is s io n o n a d m in is t r a t iv e co n t r o ls fo r t h is s p lit ?

N O T 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 s p lit 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 co m b in a t io n a ll o w s a u s e r a cce s s t o t h e in t r a flo w a n d
a g e n t - m o v e fe a t u r e s o n a s p lit w it h o u t t h e s p lit ’ s d a t a a p p e a r in g o n t h a t us e r ’ s
p r in t o u t s .

3 B C M S A d m i n i s t r a t i o n 1 0-9



S pl i t A c c ess

C h a n g i n g S p l i t A c c e s s P e r m i s s i o n s

N O T E U s e t h e ch a n g e p r o ce d u r e fo r b o t h n e w a n d e xist in g u s e r s , s in ce n e w u s e r s a re
a u t o m a t ica lly g iv e n d e fa u lt p e r m is s io 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 [ ] S p l i t - 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 S p lit 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 , e n t e r t h e u s e r ID o f t h e u s e r w h o s e p e r m is s io n s a r e b e in g
ch a n g e d .

3 P r e s s R E TUR N .

[ Th e cu r r e n t s t a t u s o f s p lit p e r m is s io n s fo r t h is u s e r w ill b e d is p la y e d in t h e
S p l i t N a m e R e a d ? W r i t e ? fie ld . F o r a n e w u s e r , a ll s p lit
p e r m is s io n s a r e d e fa u lt e d t o y (y e s ).]

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 s p lit s .

5 In t h e S p l i t ( s ) : fie ld , e n t e r t h e n u m b e r s o f s p lit s fo r w h ich t h is u s e r ’ s
p e r m is s io n s w ill b e ch a n g e d . Y o u m a y e n t e r in d iv id u a l s p lit n u m b e r s s e p a r at 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 a h y p h e n , o r ‘ ‘ a ll . ’ ’ N o s y n o ny m s a r e
a cce p t e d .

6 In t h e R e a d ? : a n d W r i t e ? : fie ld s , e n t e r y o r n t o e n a b le o r d e n y r e a d o r w r it e
a cce s s t o p a r t icu la r s p lit s fo r t h e u s e r .

7 P r e s s t h e C HANG E SLK .

[ A ll ch a n g e s w ill b e a d d e d t o t h e d a t a b a s e . ]

1 0-1 0 A d m i n i s t r a t i o n



S pl i t A c c ess

S e a r c h i n g f o r U s e r S p l i t 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 [ ] S p l i t - 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 S p lit A cce s s s cr e e n a p p e a r s . ]

2 En t e r t h e u s e r ’ s ID in t h e U s e r I D : fie ld .

3 P r e s s R E TUR N .

[ Th e fir s t p a g e o f t h e cu r r e n t s p lit p e r m is s io n s fo r t h is u s e r w ill b e d is p la y e d .]

4 To fin d t h e u s e r ’ s p e r m is s io n s o n a n o n d is p la y e d s p lit , e n t e r t h e s p lit n u m b e r o f
in t e r e s t in S p l i t ( s ) : fie ld , a n d 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 p e r m is s io n s fo r t h a t s p lit w ill b e d is p la y e d in t h e S p l i t
N a m e R e a d ? W r i t e ? fie ld . ]

3 B C M S A d m i n i s t r a t i o n 1 0-1 1



T r u n k G r o u p A c c e s s
P u r p o s e To e s 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 C M S - m e a s u r e d t r u n k g r o u p s .
D e p e n d e n cie s Th e a d m in is t r a t o r a d m in is t e r in g t r u n k g r o u p p e r m is s io n s

m u s t h a v e w r it e p e r m is s io n 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 .

Y o u u s e t h e Tr u n k G r o u p A cce s s s cr e e n t o a s s ig n , v ie w , o r ch a n g e u s e r s ’ a cce s s p e r m is s io n s t o
s p e cific t r u n k g r o u p s . Fo r e a ch t r u n k g r o u p , y o u ca n g iv e u s e r s r e a d a n d w r it e pe r m is s io n s ,
r e a d w it h o u t w r it e p e r m is s io n s , o r w r it e w it h o u t r e a d p e r m is s io n 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- - T R U N K G R O U P AC C E S S
1 Us e r I D : s a r g e

2 Tr u n k G ro u p N a m e R e a d ? W ri t e ?
1-9 6 1 - 1 23 4 l o c a l y y
2-9 6 1 - 1 23 5 l o c a l y y
3-8 0 0 - n um b e r ( A ) y y
4-9 6 1 - 1 23 6 y y
5-8 0 0 - n um b e r ( B ) y y
6-1 - 9 6 1 -1 2 3 7 F X y y
7 N i g h t _l i n e y y
8-1 - 9 6 1 -3 2 4 1 F X y y
9-8 0 0 - n um b e r ( C ) y y

10-9 6 1 - 12 3 7 y y

3 Tr u n k G ro u p ( s ) : _ _ _ _ _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _
4 Re a d ? : __
5 Wr i t e ? : _ _ [ P a g e 1 o f 2 1 ]

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 1 0-4 T r u n k G r o u p Pe r m i s s i o n s S cr e e n

1 0-1 2 A d m i n i s t r a t i o n



T r un k G r oup A c c e ss

D e fin it io n o f Fie ld s

1 U s e r ID

Id e n t ifica t io n o f u s e r w h o s e t r u n k g r o u p s p e r m is s io n s y o u a r e a d m in is t e r in g .

2 Tr u n k G r o u p N a m e Re a d ? W r it e ?

Tr u n k g r o u p n u m b e r s , n a m e s , a n d t h is u s e r ’ s p e r m is s io n s .

‘ ‘ Re a d ’ ’ m e a n s t h e u s e r ca n v ie w a ll d a t a fo r t h is t r u n k g r o u p . ‘ ‘ W r it e ’ ’ m ea 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 t r u n k g r o u p . Exa m p le s o f t h e
la t t e r w o u ld b e m o v in g t r u n k g r o u p s t o d iffe r e n t s p lit s a n d s e t t in g e xce p t io n s fo r
t h e t r u n k g r o u p .

D e f au l t : y fo r a ll t r u n k g r o u p s fo r b o t h r e a d a n d w r it e .

3 Tr u n k G r o u p (s )

Tr u n k g r o u p n u m b e r s fo r w h ich p e r m is s io n s w ill b e ch a n g e d . P r o p e r e n t r ie s a re
in d iv id u a l 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 co m m a s o r 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 . ’ ’ N o s y n o n y m s .

4 Re a d ?

W ill t h e u s e r h a v e r e a d p e r m is s io n t o t h is t r u n k g r o u p ’ s t r u n k d a t a ?

5 W r it e ?

W ill t h e u s e r h a v e w r it e p e r m is s io n o n a d m in is t r a t iv e co n t r o ls fo r t h is t r u n k
g r o u p ?

C h a n g i n g T r u n k G r o u p P e r m i s s i o n s

N O T E U s e t h e C HANG E SLK t o s e t u p n e w u s e r s ’ p e r m is s io n s , s in ce a ll p e r m is s io n s a r e
d e fa u lt e d t o ‘ ‘ y e s ’ ’ fo r n e w u s e r 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 [ ] T r u n k - G r o u p - 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 Tr u n k G r o u p A cce s s s cr e e n a p p e a r s .]

3 B C M S A d m i n i s t r a t i o n 1 0-1 3



T r un k G r oup A c c e ss

2 In t h e U s e r I D : fie ld , e n t e r t h e u s e r ID o f t h e u s e r w h o s e p e r m is s io n s a r e b e in g
ch a n g e d .

3 P r e s s R E TUR N .

[ Th e cu r r e n t s t a t u s o f t r u n k g r o u p p e r m is s io n s fo r t h is u s e r w ill b e d is p la ye d in t h e
T r u n k G r o u p N a m e R e a d ? W r i t e ? fie ld . ]

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 a ll p a g e s o f t r u n k g r o u p s .

5 In t h e T r u n k G r o u p ( s ) : fie ld , e n t e r t h e n u m b e r s o f t h e t r u n k g r o u p s fo r
w h ich y o u w ill ch a n g e p e r m is s io n s . En t e r in d iv id u a l 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 t e d b y h y p h e n s , o r ‘‘ a ll . ’ ’ D o n o t
e n t e r s y n o n y m s .

6 In t h e R e a d ? : a n d W r i t e ? : fie ld s , e n t e r y o r n t o e n a b le o r d e n y r e a d o r w r it e
a cce s s t o p a r t icu la r t r u n k g r o u p s fo r t h e u s e r .

7 P r e s s C HANG E .

[ A ll ch a n g e s w ill b e a d d e d t o t h e d a t a b a s e . ]

S e a r c h i n g f o r U s e r T r u n k G r o u p 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 [ ] T r u n k - G r o u p - 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 Tr u n k G r o u p A cce s s s cr e e n a p p e a r s .]

2 En t e r t h e u s e r ’ s ID in t h e U s e r I D : fie ld .

3 P r e s s R E TUR N .

[ Th e fir s t p a g e o f t h e cu r r e n t t r u n k g r o u p p e r m is s io n s fo r t h is u s e r w ill b e
d is p la y e d . ]

4 To fin d t h e p e r m is s io n s o n a n o n d is p la y e d t r u n k g r o u p , e n t e r t h e t r u n k g r o u p ’ s
n u m b e r in t h e T r u n k G r o u p ( s ) : fie ld , a n d 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 p e r m is s io n s fo r t h a t t r u n k g r o u p w ill b e d is p la y ed in t h e
T r u n k G r o u p N a m e R e a d ? W r i t e ? fie ld . ]

1 0-1 4 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
M a in t e n a n ce in clu d e s n e ce s s a r y h o u s e k e e p in g t a s k s fo r C M S , s u ch a s :

B a ck in g u p a n d r e s t o r in g C M S h is t o r ica l d a t a

Sch e d u lin g t h e t im e in t e r v a ls a t w h ich C M S r e t r ie v e s d a t a fo r u s e in h is t o r ica l a n d
fo r e ca s t r e p o r t 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

A d m in is t e r in g t h e e r r o r lo g , w h ich is u s e d t o d ia g n o s e e r r o r s t h a t o ccu r in t h e
s y s t e m

M a in t a in in g t h e lin k b e t w e e n C M S a n d t h e s w it ch

A d m in is t e r in g t h e n u m b e r o f s p lit s m e a s u r e d b y C M 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 t a s k s u s in g t h e s cr 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 (F ig u r e 1-1 - 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

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

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 1 1-1 M ai n te n an ce M e n u

3 B C M S A d m i n i s t r a t i o n 1 1-1



D a t a B a c k u p
P u r p o s e To b a ck u p C M S co n t e n t s o n t a p e .

Th e D a t a B a ck u p fe a t u r e le t s y o u p r o t e ct y o u r C M S d a t a a g a in s t a ccid e n t a l lo s se s d u e t o s y s t e m
cr a s h e s , d is k cr a s h e s , p o w e r o u t a g e s , a n d s o fo r t h . D a t a B a ck u p a ls o s a ve s a n y ch a n g e s m a d e
t o t h e fo ll o w in g U N IX s y s t e m file s :

/ u sr/ sp o o l/ cr o n / at jo bs Sy s t e m file fo r s ch e d u le d jo b s

/ u sr/ l ib/ cro n / at .allow Sy s t e m file fo r p e r m is s io n s t o s ch e d u le jo b s

/ et c/ i n i t t ab Sy s t e m file fo r b a ck g r o u n d p r o g r a m s

/ et c/ gr o u p Sy s t e m file fo r u s e r ID s

/ et c/ p a ssw d Sy s t e m file fo r p a s s w o r d s

Y o u m u s t b a ck u p s e p a r a t e ly t h e d a t a fo r e a ch A C D in y o u r s y s t e m . Th e r e fo r e , if y o u h a v e
m u lt ip le A C D s , y o u m u s t lo g in t o C M S fo r e a ch A C D t o b a ck u p t h e d a t a .

Sin ce n e w d a t a is w r it t e n e a ch d a y , it s h o u ld b e b a ck e d u p e a ch d a y . M a n a g e m e n t o f t h e t a p e s
u s e d , s t o r a g e , s e cu r it y , m a r k in g , e t c. , a r e k e y e le m e n t s in a s s u r in g th a t , if a r e s t o r e is n e e d e d , it
ca n b e d o n e q u ick ly a n d a ccu r a t e ly . A s u fficie n t s u p p ly o f t a p e s s h o u ld b e k e p t o n ha n d t o
r o t a t e t h e t a p e s . Th is a ll o w s s e v e r a l b a ck u p t a p e s t o b e a v a ila b le a t a ll t im e s. O n e co m m o n
s ch e m e is t o k e e p s e v e n t a p e s in s t o ck a n d r e cy cle t h e m w e e k ly . Th a t is , in a n e n v ir o n m e n t
w h e r e b a ck u p s a r e p e r fo r m e d d a ily , a n e w t a p e is m o u n t e d e a ch d a y o f t h e w e e k , a n d e a ch
w e e k t h e s e q u e n ce is r e p e a t e d .

D a t a b a ck u p ca n b e s ch e d u le d ; a t e ch n icia n o r a d m in is t r a t o r n e e d n o t b e p r e s e nt . Th e t a p e
m u s t b e co r r e ct ly m o u n t e d , a n d t h e d r iv e m u s t b e in t h e ‘ ‘ o n - lin e ’ ’ m o d e . Th e ta p e ca n t h e n b e
le ft u n a t t e n d e d , a n d t h e s ch e d u le d b a ck u p ca n p r o ce e d o n it s o w n .

N O T E If y o u s ch e d u le a b a ck u p t h a t r e q u ir e s t w o t a p e s , it w ill fa il b e ca u s e t h e s e co n d t a p e
w ill n o t b e m o u n t e d . Y o u r C M S m a il w ill t e ll y o u if y o u r s ch e d u le d b a ck u p fa ils .
A ls o , p r in t e d o u t p u t fr o m t h e b a ck u p w ill in d ica t e t h e n e e d fo r a s e co n d t a p e wh e r e
t h e b a ck u p fa ils . Y o u ca n t h e n b e g in t o m a n u a lly b a ck u p t h e C M S .

N O T E If t h e h o s t co m p u t e r is a 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 w it h a C a r t r id g e Ta p e C o n t r o ll e r (C TC )
a n d a s t a n d a r d ca r t r id g e t a p e d r iv e , t h e ca r t r id g e t a p e m u s t b e fo r m a t t e d . If a
ca r t r id g e t a p e h a s n o t b e e n fo r m a t t e d , s e e C h a p t e r 1 2 , ‘ ‘ U N IX S y s t e m , ’’ fo r t h e
F o r m a t t in g Ta p e p r o ce d u r e s .

If t h e h o s t co m p u t e r is a 3 B 2 / 3 1 0 , 3 B 2 / 4 0 0 , 3 B 2 / 5 0 0 o r 3 B 2 / 6 0 0 w it h a S m a ll
C o m p u t e r S y s t e m In t e r fa ce (S C S I) ca r t r id g e t a p e d r iv e , t h e ca r t r id g e t a p e s us e d w it h
SC S I ca r t r id g e t a p e d r iv e s d o n o t r e q u ir e fo r m a t t in g .

1 1-2 M a i n t e n a n c e
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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 - - DA T A B A C KU P

Th e n u m be r o f F O RM A T T E D ta p e s n ec e s s a r y t o b a c k up t h e C MS i s 1 ( 0 .9 1 )

Mo u n t t he t a p e a nd p r e s s th e r e t ur n k e y t o s t a r t

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 1 1-2 D at a B ack u p S cre e n

N O T E F o r a 3 B 2 u s e a D C 6 3 2 0 t a p e ca r t r id g e . 3 B 2 ca r t r id g e s a r e o r d e r a b le u s in g Pr ice
Ele m e n t C o d e (P EC ) 8 1 0 0 - 0 0 0 . Th e D a t a B a ck u p fe a t u r e o n t h e 3 B 2 ca n r e a d t h e
h e a d e r in fo r m a t io n o n t h e t a p e a n d w ill p r o m p t y o u w h e n y o u r t a p e n e e d s
r e p la cin g .

C M S a u t o m a t ica ll y d is p la y s t h e n u m b e r o f t a p e s y o u w ill n e e d t o b a ck u p y o u r d a t a . C M S
a ls o d is p la y s , in p a r e n t h e s e s , a n a p p r o xim a t e p e r ce n t a g e o f t a p e s p a ce ne e d e d fo r a b a ck u p .
W h e n 0 . 9 5 (9-5 p e r ce n t ) a p p e a r s o n t h e D a t a B a ck u p s cr e e n , y o u s h o u ld n o lo n g e r
s ch e d u le b a ck u p s a n d s h o u ld , in s t e a d , m a n u a ll y b a ck u p C M S d a t a .

3 B C M S A d m i n i s t r a t i o n 1 1-3
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B a c k i n g U p D a t a

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 [ ] B a c k u p - D a t a o p t io n a n d p r e s s
R E TUR N .

[ Y o u w ill s e e t h e fo llo w in g s cr e e n if y o u h a v e a 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 co m p u t e 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

MA I N T E NA N C E - - DA T A B A C KU P

Th e n u m be r o f F O RM A T T E D t a p e s n ec e s s a r y t o b a c k up t h e C MS i s 1 ( 0 .9 1 )

Mo u n t t he t a p e a nd p r e s s t h e r e t ur n k e y t o s t a r t

1 1-4 M a i n t e n a n c e
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[ Y o u w ill s e e t h e fo llo w in g s cr e e n if y o u h a v e a 3 B 2 / 5 0 0 o r 3 B 2 / 6 0 0 co m p u t e 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

MA I N T E NA N C E - - DA T A B A C KU P

Th e n u m be r o f c a rt r i d g e t a p e s n ee d e d t o ba c k u p t he C M S d at a i s 1 ( 0. 9 1 )

Mo u n t t he t a p e a nd p r e s s t h e r e t ur n k e y t o s t a r t

2 M o u n t o r in s e r t t h e b a ck u p t a p e .

F o r a 3 B 2 , in s e r t a ca r t r id g e t a p e in t o t h e t a p e d r iv e , m a k in g s u r e t h e e xp o se d t a p e
is t o t h e r ig h t . Lo ck t h e d r iv e .

N O T E If t h e h o s t co m p u t e r is a 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 w it h a C a r t r id g e Ta p e
C o n t r o ll e r (C TC ) a n d a s t a n d a r d ca r t r id g e t a p e d r iv e , t h e ca r t r id g e t a p e
m u s t b e fo r m a t t e d . If a ca r t r id g e t a p e h a s n o t b e e n fo r m a t t e d , s e e C h a p te r
1-2 , ‘ ‘ U N IX Sy s t e m , ’ ’ fo r t h e Fo r m a t t in g Ta p e p r o ce d u r e s .

F o r a s ch e d u le d b a ck u p , p e r fo r m t h is s t e p la t e r , fo r e xa m p le , b e fo r e y o u g o h o m e a t
n ig h t , r a t h e r t h a n n o w . If t h e t a p e is n o t in s t a ll e d p r o p e r ly b e fo r e y o u le a v e a t
n ig h t , t h e s ch e d u le d b a ck u p w ill fa il.

3 To s ch e d u le t h e b a ck u p , p r e s s C O MMA ND LI NE . To d o t h e b a ck u p n o w , p r e s s R E TUR N .

[ If y o u p r e s s C O MMA ND LI NE , y o u w ill b e m o v e d t o t h e S ch e d u le s u b s y s t e m , w h e r e
y o u ca n s ch e d u le t h e b a ck u p . ]

D o n o t p r e s s C O MMA ND LI NE if t h e b a ck u p r e q u ir e s t w o o r m o r e t a p e s .
A m u lt it a p e b a ck u p s h o u ld n o t b e s ch e d u le d b e ca u s e it w o u ld r e q u ir e
s o m e o n e t o b e p r e s e n t t o in s t a ll t h e s e co n d t a p e . W h e n a s e co n d t a p e
is r e q u ir e d , y o u w ill r e ce iv e a m e s s a g e o n y o u r b a ck u p p r in t o u t
r e q u e s t in g t h a t y o u m o u n t a s e co n d t a p e .

3 B C M S A d m i n i s t r a t i o n 1 1-5
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[ If y o u p r e s s R E TUR N , t h e b a ck u p w ill b e g in . It m a y t a k e u p t o 3 h o u r s , d e p e n d in g
o n t h e s iz e o f y o u r d a t a b a s e . Th e fo ll o w in g m e s s a g e w ill a p p e a r o n t h e m e ss a g e
lin e o f y o u r s cr e e n :

1-4 1 0 0 C M S D a t a B a c k u p i n p r o g r e s s

Y o u w ill t h e n s e e a s e r ie s o f C M S file n a m e s p r in t o u t o n t h e s cr e e n . Th is m e a n s
t h a t t h e s e file s h a v e b e e n co p ie d o n t o t h e b a ck u p t a p e . Y o u r s y s t e m p r in t er w ill
a ls o p r in t o u t t h e b a ck e d - u p file n a m e s . ]

W h e n t h e b a ck u p is co m p le t e , y o u w ill s e e t h e fo ll o w in g m e s s a g e in t h e m e s s a g e
lin e :

B a c k u p o p e r a t i o n f i n i s h e d

If t h e b a ck u p r e q u ir e s t w o o r m o r e t a p e s , y o u w ill s e e t h e fo ll o w in g m e s s a g e :

P l e a s e m o u n t n e w t a p e . P r e s s r e t u r n .

4 Re p e a t S t e p 2 fo r e a ch a d d it io n a l t a p e r e q u ir e d fo r b a ck u p a n d p r e s s R E TUR N .

5 If t h e h o s t co m p u t e r is a 3 B 2 / 6 0 0 w it h m u lt ip le A C D s , r e p e a t t h e e n t ir e d a t a
b a ck u p p r o ce d u r e u n d e r t h e lo g in ID (a cd1, a cd2, a cd3, o r a cd4) fo r e a ch A C D
w h o s e d a t a y o u w a n t t o b a ck u p .

1 1-6 M a i n t e n a n c e



D a t a R e s t o r e
P u r p o s e To a llo w r e co v e r y o f file s fr o m t h e d a t a - b a ck u p

t a p e .
D e p e n d e n cie s A v a ila b ilit y o f a b a ck u p t a p e . A co n s o le t e r m in a l

m u s t b e a v a ila b le a n d p o w e r e d o n .
L im it a t io n s Th e Re s t o r e D a t a p r o ce s s p u t s t h e U N IX o p e r a t in g

s y s t e m in a sin gle- u ser m o de.

Y o u u s e t h e D a t a Re s t o r e s cr e e n t o r e s t o r e C M S d a t a t h a t h a s b e e n lo s t d u e t o s y s t e m cr a s h e s ,
d is k cr a s h e s , p o w e r o u t a g e s , a n d s o fo r t h . Y o u ca n r e s t o r e a ll C M S d at a file s o r o n ly t h o s e
d a t a b a s e s a n d / o r file s y o u d e s ig n a t e . In a m u lt ip le - A C D C M S , y o u ca n r e s t o r e d a t a fo r o n ly
t h e A C D in w h ich y o u a r e cu r r e n t ly lo g g e d . Th e r e fo r e , y o u m u s t lo g in t o e a ch A C D fo r w h ich
y o u w a n t t o r e s t o r e C M S d a t a .

W h e n y o u r e s t o r e d a t a , t h e U N IX o p e r a t in g s y s t e m w ill g o in t o s in g le - us e r m o d e . A s a r e s u lt ,
a ll u s e r s e xce p t y o u w ill b e lo g g e d o ff o f C M S , a n d a ll o t h e r C M S p r o ce s s e s w ill b e s t op p e d .
C M S w ill d e liv e r a w a r n in g t o a ll o t h e r u s e r s b e fo r e t h e r e s t o r e b e g in 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

MA I N T E NA N C E - R ES T O R E D AT A

WA R N I N GS

Al l o t h er s y s t e m a c t i v i ty w i l l be s t o p p ed d u r i n g r e s t o re

CM S d a t a w i l l n o lo n g e r b e c o l l e ct e d a n d ar c h i v e d d u r i n g r e s t o r e

Do y o u w is h t o c o nt i n u e ? n

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 1 1-3 D at a Re s t o r e S cre e n

3 B C M S A d m i n i s t r a t i o n 1 1-7



D a ta R e stor e

R e s t o r i n g D a t a

C A U T I O N To p e r fo r m d a t a r e s t o r e , t h e C o n s o le Te r m in a l m u s t b e p o w e r e d o n . If it is
n o t , t h e U N IX s y s t e m r o u t in e s t h a t a r e u s e d t o d o t h e r e s t o r e ca n n o t o pe r a t e .
If y o u h a v e q u e s t io n s a b o u t t h e C o n s o le Te r m in a l, r e fe r t o t h e 3B 2 CM S
I n st allat i o n a n d M a in t en a n ce (5-8 5 - 2 1 5 - 1 0 4 ) d o cu m e n t .

1 M o u n t o r in s e r t in t h e p r o p e r d r iv e t h e t a p e t h a t co n t a in s t h e la t e s t b ack u p co p y o f
t h e C M S h is t o r ica l d a t a b a s e (s e e in s t r u ct io n s u n d e r D a t a B a ck u p ).

2 In a m u lt ip le - A C D s y s t e m , t y p e y o u r C M S Lo g in ID a n d p a s s w o r d fo r t h e A C D
t h a t g e n e r a t e d t h e d a t a y o u w a n t t o r e s t o r e .

3 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 [ ] R e s t o r e - D a t a o p t io n a n d
p r e s s R E TUR N .

[ Th e Re s t o r e D a t a s cr e e n a p p e a r s , s im ila r t o t h e s cr e e n s h o w n in Fi g u r e 1 1 - 3 . ]

4 En t e r y in t h e D o y o u w i s h t o c o n t i n u e ? p r o m p t fie ld , a n d p r e s s R E TUR N .

[ Th e r e s t o r e r o u t in e s w ill b e in v o k e d , a n d t h e s y s t e m w ill b e g in t o ch a n g e st a t e s t o
sin gle- u ser m o de. Th e fir s t s cr e e n d ia lo g u e t h a t w ill b e r e t u r n e d t o t h e s cr e e n w ill
b e a s fo ll o w s :]

Time Switch_N ame:Up System Management Call

broadcast warning message to all users

Broadcast Message from <username> (console)* [day date time]
The system will be shut down in 15 seconds
Please log off now.

* Th is e le m e n t a p p e a r s o n ly if t h e r e s t o r e is a d m in is t e r e d fr o m t h e s y s t e m co n s o le t e rm in a l.

1 1-8 M a i n t e n a n c e



D a ta R e stor e

[ Th e d ia lo g u e w ill co n t in u e t o s cr o ll d o w n t h e s cr e e n , a s t h e s y s t e m p r e p a r es t o
e n t e r s in g le - u s e r m o d e . Fi n a ll y , a m e s s a g e w ill a p p e a r a s fo ll o w s :]

Time Switch_N ame:Up System Management Call

To continue the restore,
please type in "/cms/bin/sh_rest ore" and push the return key

To return to multi-user state and end restore,
please type in "/etc/init 2" and push the return key

[ B e fo r e y o u t a k e a n y a ct io n , h o w e v e r , t h e s in g le - u s e r m o d e w ill b e e n t e r ed
a u t o m a t ica lly w it h t h e fo llo w in g d ia lo g u e :]

Time Switch_N ame:Up System Management Call

INIT: New run level: S

INIT: SINGLE USER MODE
#

N O T E In s in g le - u s e r m o d e , C M S in t e r a ct s w it h o n ly o n e t e r m in a l a n d s h u t s
d o w n a ll o t h e r s u n t il t h e r e s t o r e is co m p le t e .

3 B C M S A d m i n i s t r a t i o n 1 1-9
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5 Ty p e / cm s/ bin / sh rest o re n e xt t o t h e s y s t e m p r o m p t (# ) a n d p r e s s R E TUR N .

[ Th e r e s t o r e p r o ce s s w ill b e g in , a n d t h e fo ll o w in g p r o m p t w ill a p p e a r :]

Time Switch_N ame:Up System Management Call

MAINTENANCE -- RESTORE DATA

File Name

6 If y o u w a n t t h e w h o le C M S file s y s t e m r e s t o r e d , m a k e n o e n t r y a ft e r F i l e
N a m e . S im p ly p r e s s R E TUR N . If y o u w a n t t o p e r fo r m a p a r t ia l r e s t o r e , t y p e t h e
n a m e o f t h e file , d a t a b a s e , o r d ir e ct o r y y o u w a n t r e s t o r e d n e xt t o t h e F i l e
N a m e , a n d p r e s s R E TUR N . Fo r p a r t ia l r e s t o r e s , u s e o n e o f t h e fo ll o w in g fo r m a t s :

Hi s t o r i ca l d at ab as e . Y o u ca n s p e cify a s in g le file fo r r e s t o r a t io n b y
u s in g t h e fo ll o w in g fo r m a t :

/ cm s/ a cdn / dsav e/ [ fi l e n am e]

w h e r e t h e n is t h e n u m b e r o f t h e A C D y o u a r e lo g g e d in u n d e r .

Ty p in g * in s t e a d o f a file n a m e in t h e p r e ce d in g fo r m a t m e a n s ‘ ‘ r e s t o r e
a ll h is t o r ica l d a t a b a s e s . ’ ’

1 1-1 0 M a i n t e n a n c e
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Th e file s y o u ca n r e s t o r e a t o n e t im e o r s e p a r a t e ly a r e lis t e d in t h e
fo ll o w in g t a b le :

D ai l y F i l e s Ha l f - h o u r F i l e s
dag en t h ag en t
dsp l i t h sp l i t
dt gr p h t k gr p
dt ru n k h t ru n k
dd n h dn
dv ect o r h v ect o r

U N IX s y s t e m f i l e s . Y o u ca n a ls o s p e cify e a ch o f t h e fo ll o w in g U N IX
s y s t e m file s fo r r e s t o r a t io n b y t y p in g t h e co m p le t e file p a t h n a m e a s
s h o w n .

/ u sr/ sp o o l/ cr o n / at jo bs Sy s t e m file fo r s ch e d u le d jo b s

/ u sr/ l ib/ cro n / at .allow Sy s t e m file fo r p e r m is s io n s t o s ch e d u le jo b s

/ et c/ i n i t t ab Sy s t e m file fo r b a ck g r o u n d p r o g r a m s

/ et c/ gr o u p Sy s t e m file fo r u s e r ID s

/ et c/ p a ssw d Sy s t e m file fo r p a s s w o r d s

Cu s t o m Re p o r t p r o g r am d i r e ct o r y o r f i l e s . Y o u ca n a ls o r e s t o r e t h e
d ir e ct o r y co n t a in in g y o u r C u s t o m Re p o r t p r o g r a m file s o r a s in g le
p r o g r a m file fo r a C u s t o m Re p o r t . To r e s t o r e a s in g le C u s t o m Re p o r t
p r o g r a m file , t y p e :

/ cm s/ a cdn / repor t s/ h i st o r ical/ so u rce/ [ repor t n am e]

o r

/ cm s/ a cdn / repor t s/ rea lt im e/ so u rce/ [ repor t n am e]

Ty p in g * in s t e a d o f a r e p o r t n a m e w ill r e s t o r e a ll p r o g r a m file s fo r
e it h e r h is t o r ica l o r r e a l- t im e cu s t o m r e p o r t s . Y o u ca n a ls o e n t e r t w o o r
m o r e d a t a b a s e , file , o r d ir e ct o r y n a m e s a t o n e t im e b y t y p in g t h e fir s t
n a m e , p r e s s in g t h e d o w n a r r o w k e y , a n d t y p in g t h e n e xt n a m e .

3 B C M S A d m i n i s t r a t i o n 1 1-1 1



D a ta R e stor e

[ Th e file s w ill b e d is p la y e d o n t h is s cr e e n u n d e r t h e h e a d in g F i l e N a m e a s t h e y
a r e r e s t o r e d fr o m t h e b a ck u p t a p e . Th is p r o ce s s m a y t a k e u p t o 8 h o u r s d e p en d in g
o n t h e s iz e o f y o u r d a t a b a s e . ]

[ W h e n t h e r e s t o r e is co m p le t e , t h e C M S L o g in p r o m p t w ill a p p e a r .]

7 Re p e a t t h is p r o ce d u r e fo r e a ch A C D in a m u lt ip le - A C D C M S .

N O T E Y o u s h o u ld b e fa m ilia r w it h t h e U N IX s y s t e m file a n d d ir e ct o r y s t r u ct u r e b e fo r e
a t t e m p t in g a p a r t ia l r e s t o r e .

1 1-1 2 M a i n t e n a n c e



A r c h i v e P a r a m e t e r s
P u r p o s e To 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 C M S

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 . 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. Th e A r ch iv e P a r a m e t e r s s cr e e n is u s e d
t o s e t 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 d iffe r e n t d a ily a n d h a lf- h o u r file s . 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 9 0 d a y s , y o u co u ld ch a n g e t h e d e fa u lt o f
3-8 7 d a y s t o 9 0 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 .

D a t a a r ch iv in g r e q u ir e m e n t s v a r y fr o m C M S in s t a ll a t io n t o C M S in s t a lla t io n . Y o u w ill h a v e t o
d e t e r m in e t h e b e s t m ix o f d a t a t y p e s fo r y o u r C M S , b a s e d o n t h e fo llo w in g :

A v a ila b le d is k s p a ce ; t h e b a s ic s y s t e m (a p p lica t io n co d e ) a s id e fr o m a r ch iv e d d a t a
o ccu p ie s a b o u t 5 0 M b y t e s . 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 e e t h e 3B Ca ll M an a g em en t Sy st em Plan n i n g ,
C o n fi g u ra t i o n , an d I m p l em en t a t i o n Gu i d e (5-8 5 - 2 1 5 - 6 0 1 ).

Siz e o f t h e A C D s y s t e m (n u m b e r o f a g e n t s , t r u n k s , e t c.).

Th e h is t o r ica l a n d fo r e ca s t r e p o r t in g p a t t e r n s in t h e s y s t e m .

B e ca u s e t h e h is t o r ica l d a t a b a s e w ill p r o b a b ly b e t h e la r g e s t o ccu p a n t o f y o u r dis k , 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 r e d u ce t h e a m o u n t o f h is t o r ica l d a t a a r ch iv e d a nd d e cr e a s e
t h e d is k s p a ce u s e d b y y o u r s y s t e m . Ta b le 1 1 - 1 g iv e s y o u a n id e a o f h o w m u ch d is k s p a ce
y o u r s y s t e m w o u ld o ccu p y if y o u r e t a in e d t h e d e fa u lt a r ch iv in g p a r a m e t e r s .

If y o u r s y s t e m d o e s n o t e xa ct ly m a t ch a n y o f t h e e xa m p le s in t h e t a b le , e s t im a t e th e d is k
o ccu p a n cy o f y o u r s y s t e m b y in t e r p o la t io n fr o m t h e t w o s y s t e m s n e a r e s t y o u r s.

Th e a m o u n t o f d is k s p a ce u s e d is p r o p o r t io n a l t o t h e n u m b e r o f d a y s fo r w h ich y o u s a v e h a lf-
h o u r a n d d a ily d a t a . A d a y ’ s w o r t h o f h a lf- h o u r d a t a u s e s a p p r o xim a t e ly 1 2 t im e s a s m u ch
d is k s p a ce a s 1 d a ily r e co r d . S o , 3 1 d a y s o f h a lf- h o u r d a t a u s e s a p p r o xim a t e ly th e s a m e
a m o u n t o f s p a ce a s 3 8 7 d a y s o f d a ily d a t a .

Th e r e fo r e , if y o u ch a n g e d a ll t h e 3 1 - d a y p a r a m e t e r s t o 1 5 a n d a ll 3 8 7 - d a y p a r a m e t e r s t o 1 9 4
(t h e r e b y r e d u cin g t h e a r ch iv in g d a y s in h a lf in b o t h ca s e s ), y o u w o u ld r e d u ce t he o ccu p a n cy b y
h a lf. O f co u r s e , y o u ca n s e t p a r a m e t e r s in d iffe r e n t w a y s t o a ch ie v e t h e s a m e dis k - s p a ce
s a v in g s .

Y o u r C M S r e p o r t in g p r io r it ie s w ill a ls o d e t e r m in e h o w y o u s e t a r ch iv e p a r a m e te r s . Fo r
e xa m p le , y o u m ig h t r e d u ce t h e n u m b e r o f a r ch iv e d a y s o n d a ily t r u n k , t r u n k g ro u p , a n d a g e n t
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A r c hi ve P a rame ters

T a b l e 1 1-1 D i s k O cc u p an cy o f D at ab as e s o f V ari o u s S y s t e m s

M BY TE S O F D IS K RE Q U IRE D
S YS T E M S IZ E

WIT H D E F A U L T PA RA M E TE RS
5-0 a g e n t s , 5 s p lit s , 6 t r u n k g r o u p s ,
6 0 t r u n k s , o n e 8 - h o u r s h ift

1-2

1-0 0 a g e n t s , 1 0 s p lit s , 1 2 t r u n k g r o u p s ,
1-2 0 t r u n k s , o n e 8 - h o u r s h ift

2-3

1-0 0 a g e n t s , 1 0 s p lit s , 1 2 t r u n k g r o u p s ,
1-2 0 t r u n k s , t w o 8 - h o u r s h ift s

4-0

5-0 0 a g e n t s , 5 0 s p lit s , 6 0 t r u n k g r o u p s ,
6 0 0 t r u n k s , o n e 8 - h o u r s h ift

1-1 4

5-0 0 a g e n t s , 5 0 s p lit s , 6 0 t r u n k g r o u p s ,
6 0 0 t r u n k s , t w o 8 - h o u r s h ift s

2-0 0

r e co r d s , y e t k e e p a ll 3 8 7 d a y s ’ w o r t h o f d a ily s p lit r e co r d s s in ce t h e y a r e n e e d e d fo r lo n g - t e r m
fo r e ca s t in g . (In p a r t icu la r t h e d a ily a g e n t file ca n b e e xt r e m e ly la r g e — fo r e xa m p le , u p to 6 6
M b y t e s o n a 3 B 2 / 4 0 0 . Th e d a ily t r u n k file u s e s u p t o 2 3 M b y t e s o n a 3 B 2 / 4 0 0.) A n d if y o u
a r e n o t in t e r e s t e d in lo n g - t e r m fo r e ca s t in g , y o u co u ld r e d u ce a ll fo u r d a ily d a t a ca t e g o r ie 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 .

1 1-1 4 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

1 Ag e n t D at a : 3 1 _ da y s 5 Ag e n t D at a : 3 8 7 da y s
2 Sp l i t D at a : 3 1 _ da y s 6 Sp l i t D at a : 3 8 7 da y s
3 Tr u n k D at a : 3 1 _ da y s 7 Tr u n k D at a : 3 8 7 da y s

4 Tr u n k G ro u p D a t a: 3 1 _ d a ys 8 Tr u n k G ro u p D a t a: 3 8 7 d a ys

9 Ex c e p t io n D a t a : 7 _ _ d a y s
10 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 1 1-4 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 s 1 t h r o u g h 1 0 N u m b e r o f d a y s t o s a v e d a t a b y file t y p e

D e f au l t s an d m ax i m u m s :

— H a lf H o u r File s — 3 1 d a y s

— D a ily F ile s — 3 8 7 d a y s

— Ex ce p t io n D a t a — 7 d a y s

— Sp e cia l D a y s D a t a — 1 5 d a y s .
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A r c hi ve P a rame ters

C h a n g i n g a 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 C h a n g e a n y o f t h e a r ch iv e p e r io d s b y o v e r t y p in g t h e cu r r e n t v a lu e . Th e d e fa u lt
v a lu e , s h o w n in Figu r e 1 1 - 4 , is t h e m a xim u m v a lu e fo r a n y ca t e g o r y o f d a t a .

3 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 . A ft e r t h e p e r io d s p e cifie d , t h e a d d it io n o f a
n e w d a y ’ s d a t a w ill ca u s e t h e e a r lie s t d a y ’ s d a t a t o b e r e m o v e d fr o m t h e file . ]

1 1-1 6 M a i n t e n a n c e



D a i l y D a t a A r c h i v e
P u r p o s e T o arch i v e h al f - h o u r d at a i n t o d ai l y f i l e s o n d i s k .

H a lf- h o u r h is t o r ica l d a t a is a u t o m a t ica ll y a r ch iv e d
o n d is k in y o u r s y s t e m . D a ily D a t a A r ch iv e s u m m a r iz e s t h o s e
h a lf- h o u r r e co r d s in t o d a ily r e co r d s .
A n a r ch iv e ca n a cce s s h a lf- h o u r d a t a u p t o 3 1 d a y s in t h e
p a s t , d e p e n d in g o n t h e a r ch iv e p a r a m e t e r s p e cifie d fo r h a lf-
h o u r d a t a (s e e t h e A r ch iv e P a r a m e t e r s p r o ce d u r e s ).

L im it a t io n s

C M S a u t o m a t ica ll y r e co r d s a n d s t o r e s A C D h is t o r ica l d a t a in h a lf- h o u r in cr e me n t s . H o w e v e r ,
t h is h a lf- h o u r d a t a m u s t b e s u m m a r iz e d in t o d a ily d a t a b e fo r e it ca n b e u s e d in re p o r t s s u ch a s
t h e w e e k ly a n d m o n t h ly h is t o r ica l r e p o r t s . Y o u u s e t h e D a ily D a t a A r ch iv e s cr e e n t o s ch e d u le
t h is s u m m a r y o f h a lf- h o u r d a t a in t o d a ily d a t a .

Th o u g h y o u ca n r u n a d a ily d a t a a r ch iv e a t a n y t im e t o g a t h e r a n d s u m m a r iz e h alf- h o u r d a t a
fr o m u p t o 3 1 d a y s in t h e p a s t , y o u s h o u ld s ch e d u le t h e a r ch iv e t o r u n a ft e r e v e r y w o r k d a y t o
e n s u r e t h a t a ll h a lf- h o u r d a t a is r e co r d e d a s d a ily d a t a . Th e b e s t t im e t o sch e d u le r u n n in g o f
t h e a r ch iv e is a t n ig h t , a ft e r 1 2 :3 0 a . m . , t o a v o id co n g e s t in g t h e s y s t e m d u r in g b u s y d a y t im e
h o u r s a n d t o e n s u r e t h a t t h e d a y ’ s la s t h a lf- h o u r o f d a t a is a r ch iv e d . Als o , s in ce m a n y o t h e r
s ch e d u le d t a s k s w ill d e p e n d o n t h e d a ily d a t a g e n e r a t e d fr o m t h e d a ily d at a a r ch iv e , t h e d a ily
d a t a a r ch iv e s h o u ld b e t h e fir s t s ch e d u le d t a s k w h e n t h e w o r k d a y is o v e r .

N O T E Th e D a ily D a t a A r ch iv e p r o ce s s w ill n o t r u n u n le s s y o u s ch e d u le it o n t h e D a ily D a t a
A r ch iv e s cr e e n .
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D a i l y D a ta A r c hi ve

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

DA I L Y D AT A A R C H IV E

1 In d i c a te t h e b a se d a y f or h i s t o ri c a l d a ta a c c u m ul a t i o n: - 1

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 CO M M AN D

F i g u r e 1 1-5 T h e D ai l y D at a A r ch i v e S cre e n
D e fin it io n o f Fie ld

F ie ld 1

Th e d a y w h o s e d a t a is b e in g a r ch iv e d , e it h e r a s a r e la t iv e o r a b s o lu t e d a t e.

D e f au l t : - 1

N O T E D a ily D a t a A r ch iv e m u s t b e i n v o k e d e it h e r m a n u a ll y o r o n a s ch e d u le d b a s is fo r
C M S t o cr e a t e a lo n g - t e r m a r ch iv e o f d a ily r e co r d s fo r h is t o r ica l r e p o r t in g . Th e
D a ily D a t a A r ch iv e s cr e e n ca n b e u s e d t o s ch e d u le d a ily a r ch iv e s (it s m a in p u r p o s e )
o r t o p e r fo r m a r ch iv e p r o ce d u r e s o n a 1 - t im e b a s is . Th e la t t e r t a s k is n o r m a ll y fo r
r e d o in g a r ch iv e s t h a t fa ile d a s s ch e d u le d a r ch iv e s .

1 1-1 8 M a i n t e n a n c e



D a i l y D a ta A r c hi ve

S c h e d u l i n g D a i l y D a t a A r c h i v e

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 [ ] D a i l y - D a t a - A r c h i v e
o p t io n a n d p r e s s R E TUR N .

[ Th e D a ily D a t a A r ch iv e s cr e e n a p p e a r s . ]

2 En t e r t h e d a t e o f t h e d a y t o b e a r ch iv e d in fie ld 1 .

Th e d a t e ca n t a k e t h e - n , r e la t iv e d a y fo r m (w h e r e n is 0 o r a p o s it iv e
in t e g e r ), o r it ca n t a k e t h e M M / D D / Y Y fo r m . W h e n t h e D a ily D a t a
A r ch iv e s cr e e n is u s e d t o s e t u p a r e g u la r a r ch iv e s ch e d u le , t h e e n t r y
s h o u ld b e - 1 fo r y e s t e r d a y . Y o u ca n a ls o p la ce a - 0 (t o d a y ) a n d fr o m - 2
t h r o u g h - 3 1 in t h is fie ld ; - 0 w o u ld a r ch iv e t h e h a lf- h o u r d a t a s t a r t in g
w it h m id n ig h t la s t n ig h t u p t h r o u g h t h e la s t h a lf- h o u r in t e r v a l— in
o t h e r w o r d s , a p a r t ia l d a y .

A ll d a ily r e co r d s fo r d a y s fr o m t h e p r e s e n t b a ck t o t h e d a y s p e cifie d
w ill b e r e a r ch iv e d .

3 P r e s s C O MMA ND LI NE , if y o u s p e cifie d - 1 , t o s ch e d u le t h e p r o ce s s s o m e t im e a ft e r
1-2 :3 0 a . m . Th is a ll o w s t h e fin a l h a lf- h o u r ’ s d a t a fr o m t h e p r io r d a y t o b e co m e
a v a ila b le t o t h e a r ch iv e p r o ce s s .

[ A co m m a n d lin e w ill b e cr e a t e d , a n d y o u w ill b e p la ce d in t h e S ch e d u le r
s u b s y s t e m . ]

N O T E H a lf- h o u r d a t a is r e t a in e d fo r a m a xim u m o f 3 1 d a y s ; t h e r e fo r e a r ch iv in g
ca n b e p e r fo r m e d a m a xim u m o f 3 1 d a y s in t h e p a s t .

3 B C M S A d m i n i s t r a t i o n 1 1-1 9



D a i l y D a ta A r c hi ve

E x e c u t i n g D a i l y D a t a A r c h i v e N o w

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 [ ] D a i l y - D a t a - A r c h i v e
o p t io n a n d p r e s s R E TUR N .

[ Th e D a ily D a t a A r ch iv e s cr e e n a p p e a r s . ]

2 In fie ld 1 , t y p e t h e d a t e o r r e la t iv e d a y o f t h e d a y y o u w a n t t o a r ch iv e . A ll d at a
b a ck t o t h e d a y s p e cifie d w ill b e r e p la ce d ; y o u ca n n o t r e a r ch iv e o n ly o n e d a y ’ s d at a
u n le s s it is y e s t e r d a y ’ s .

Y o u ca n r e a r ch iv e d a t a a m a xim u m o f 3 1 d a y s in t h e p a s t . Th a t is t h e
m a xim u m a n d d e fa u lt a m o u n t o f t im e t h e C M S ca n r e t a in t h e h a lf- h o u r
file s o u t o f w h ich t h e a r ch iv e d d a ily file s a r e m a d e .

3 P r e s s R E TUR N .

[ Th e fo ll o w in g m e s s a g e w ill a p p e a 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

DA I L Y D AT A A R C H IV E

1 In d i c a te t h e b a se d a y f or h i s t o ri c a l d a ta a c c u m ul a t i o n - 1

Do y o u w an t d a i l y d s a v e t o r u n n o w? n

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 CO M M AN D

1 1-2 0 M a i n t e n a n c e



D a i l y D a ta A r c hi ve

4 C h a n g e t h e n t o a y a n d p r e s s R E TUR N .

Th e fo llo w in g m e s s a g e a p p e a r s in t h e co n fir m a t io n a r e a o f t h e s cr e e n .

Th e D SA VE M A N A G ER h a s b e e n s u cce s s fu ll y s t a r t e d in t h e B AC K G RO U N D

Y o u w ill r e ce iv e a M a il m e s s a g e w h e n t h e a r ch iv e h a s co m p le t e d .

N O T E L a r g e d a t a b a s e s co u ld t a k e s e v e r a l h o u r s t o r u n .

3 B C M S A d m i n i s t r a t i o n 1 1-2 1



E r r o r L o g
P u r p o s e To g e n e r a t e a p r in t o u t o r d is p la y o f t h e e r r o r lo g .

A ls o , t o a d m in is t e r t h e lo g ’ s le n g t h .

So m e t im e s ca ll e d C ERR lo g , t h e C M S Er r o r L o g is a ch r o n o lo g ica l o u t p u t o f u n u s u a l co n d it io n s ,
w a r n in g s , in fo r m a t io n , a n d e r r o r s d e t e ct e d b y C M S . Th e m a in p u r p o s e o f t h e lo g is t o a id y o u
in w o r k in g o n s y s t e m p r o b le m s a n d t o a id A T&T S e r v ice s p e r s o n n e l in cle a r in g p r ob le m s in
y o u r s y s t e m .

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 - E RR O R L O G

1 Al l o w e d N u m b e r of C M S E r ro r L o g En t r i e s : 2 0 0

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 RE P O R T CO M M A ND CH A N GE

F i g u r e 1 1-6 E r r o r L o g A d m i n i s t r at i o n S cr e e n

D e fin it io n o f Fie ld

F ie ld 1 A ll o w e d N u m b e r

Th e m a xim u m n u m b e r o f e r r o r - lo g r e co r d s y o u w a n t t h e e r r o r lo g t o k e e p .
W h e n t h is n u m b e r is r e a ch e d , t h e o ld e s t r e co r d is r e m o v e d .

D e f au l t : 2-0 0
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G e n e r a t i n g a L o g O u t p u t

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 [ ] E r r o r - L o g o p t io n a n d p r e s s
R E TUR N .

[ Th e Er r o r Lo g s cr e e n a p p e a r s . ]

2 P r e s s R E P O R T .

[ Y o u w ill b e p r o m p t e d a s t o w h e t h e r y o u w a n t a d is p la y (t e r m in a l o u t p u t ), pr in t o u t
(p r in t e r o u t p u t ), o r a r e p o r t s t o r e d in a file . ]

3 En t e r t , p, o r f, a n d p r e s s R E TUR N .

[ If y o u e n t e r f t o s e n d t h e r e p o r t t o a file , y o u w ill a ls o b e p r o m p t e d t o e n t e r t h e file
n a m e o r p a t h .]

S a m p l e E r r o r L o g

Th e fo llo w in g is a s a m p le o f a n e r r o r lo g . N o t e t h a t , w h e n y o u a r e v ie w in g t h e lo g on y o u r
s cr e e n , y o u h a v e b e e n m o v e d t o t h e U N IX s y s t e m v i e d it o r e n v ir o n m e n t . H o w e v e r , y o u ca n n o t
e d it t h e lo g ; it is r e a d - o n ly .

Th e e r r o r lo g is s e q u e n t ia l b e g in n in g w it h t h e la t e s t r e co r d . Th e n u m b e r o f r eco r d s in clu d e d in
t h e lo g ca n b e a d m in is t e r e d . Th e p r o ce d u r e fo r a d m in is t e r in g t h e e r r o r lo g a p pe a r s la t e r in t h is
s e ct io n . It is n o t n e ce s s a r y fo r y o u a s C M S a d m in is t r a t o r t o u n d e r s t a n d t h e s e e r r o r s , b u t t h e
in fo r m a t io n is p r o v id e d if y o u w is h t o le a r n t o d ia g n o s e s y s t e m p r o b le m s y o u r se lf.
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E r r or Log

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

09 / 2 3 / 89 C A L L M AN A G E M E NT S Y S T EM P a g e 1

Er r o r L og R e p o r t
Mo n S e p 23 0 8 : 4 5 :3 4 1 9 8 9 SI P = s c r_ i d , 0 = sr c _ e r r _n u m
93-0 6 - F ST A T E ; i tn 3 8 3 ( 8 99 ) w a s SE I Z E D f ro m S E I Z ED

CM S s i p =p r o c e s s, f a c m s gs . c = f il e , 2 4 9 =l i n e _ n um , 0 = d up s
WA R N = e ve n t , 1 = ac d , 0 = a la r m _ i d, = t e r m

Mo n S e p 23 0 8 : 4 5 :4 5 1 9 8 9 SI P = s c r_ i d , 0 = sc r _ e r r _n u m
80-1 3 - m sg s n d ( ) fa i l e d ; id = b

CM S s i p =p r o c e s s, i p c _ l ay e r . c =f i l e , 1 93 = l i n e _n u m , 2 4= d u p s
WA R N = e ve n t , 1 = ac d , 0 = a la r m _ i d

Mo n S e p 23 0 8 : 4 5 :5 9 1 9 8 9 SI P = s c r_ i d 0 = s cr _ e r r _ nu m
99-0 4 - S es s i o n w it h s w i t ch h a s b ee n e s t a bl i s h e d

CM S s i p =p r o c e s s, a p p l _ la y e r . c= f i l e , 76 0 = l i n e_ n u m 0 =d u p s
IN F O = e ve n t , 1 = ac d , 0 = a la r m _ i d = t e r m

PA G E PA G E NE X T PR E V NE X T
EX I T NE X T PR E V SE A R C H SE A R CH SE A R CH

Th e S L K s fo r a t e r m in a l o u t p u t o f a n Er r o r Lo g r e p o r t h a v e t h e fo ll o w in g m e a nin g s :

S E A RC H P r e s s in g t h is k e y in v o k e s t h e s t r in g - s e a r ch v i co m m a n d . Th is p u t s a
b a ck s la s h (/ ) in t h e co m m a n d lin e o f t h e s cr e e n , a ll o w in g y o u t o p la ce
a n y s t r in g o f ch a r a ct e r s y o u d e s ir e a ft e r t h e b a ck s la s h . Th e n b y p r e s s in g
R E TUR N y o u w ill g e t t h e s e a r ch fu n ct io n a n d b e m o v e d t o t h e s t r in g ’ s

lo ca t io n in t h e r e p o r t .

S E A RC H PRE V O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o r e t u r n t o t h e
p r e v io u s in s t a n ce o f t h e s t r in g in t h e file .

S E A RC H N E X T O n ce y o u h a v e d o n e a s e a r ch , y o u ca n p r e s s t h is k e y t o m o v e a h e a d t o
t h e n e xt in s t a n ce o f t h e s t r in g in t h e file .

N E X T PA GE M o v e s y o u t o t h e n e xt p a g e o f t h e r e p o r t .

PRE V PA GE M o v e s y o u t o t h e p r e v io u s p a g e o f t h e r e p o r t .

E X IT Re t u r n s y o u t o t h e Er r o r Lo g s cr e e n .
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E r r or Log

L o g e n t r ie s co n s is t o f t h e fo ll o w in g in fo r m a t io n , a s s h o w n in t h e Ta b le 1 1 - 2 :

T a b l e 1 1-2 D e f i n i t i o n s o f E n t r i e s o n t h e E r r o r L o g

L o g Ite m D e f i n i t i o n
Th e lo g co n t a in s t h e d a t e a n d t im e w h e n t h e e r r o r w a s d e t e ct e d . D a t e

Th is t e lls y o u t h e s o u r ce o f t h e e r r o r . Th e s ig n ifica n t o u t p u t s h e r e w o u ld
b e t h e U N IX s y s t e m o r IN FO RM IX — s o u r ce s o u t s id e C M S t h a t h a v e
t h e ir o w n e r r o r co d e s .

So u r ce ID (s r c id )

So u r ce Er r o r N u m b e r
(s r c e r r n u m )

Th is t e lls y o u t h e n u m b e r o f t h e e r r o r w it h in t h e s o u r ce p r o ce s s . Y o u ca n
u s e t h is t o lo o k u p t h e e r r o r - r e co v e r y a ct io n in t h e U N IX s y s t e m (U N IX
s y s t e m e r r n o ) o r IN FO RM IX m a n u a ls .

A-4 - d ig it e r r o r co d e a n d t e xt a r e o n t h e s a m e lin e in t h e lo g . Ex p a n d e d
in fo r m a t io n o n t h e e r r o r is a v a ila b le in t h e IN FO RM IX t x t cerr file . Th e
p r o ce d u r e t o g e t e xp a n d e d in fo r m a t io n a p p e a r s la t e r in t h is s e ct io n .

Th e e r r o r co d e a n d t e xt

Th is t e lls w h ich C M S p r o ce s s d e t e ct e d t h e e r r o r . P r o ce s s

Th e s e t e ll y o u t h e s o u r ce co d e file w it h in t h e C M S p r o ce s s a n d t h e lin e
n u m b e r w h ich d e t e ct e d t h e e r r o r (C M S is s h ip p e d in o b je ct co d e fo r m ).

File a n d Lin e N u m b e r

Th is t e lls y o u h o w m a n y t im e s t h e s a m e e r r o r h a s o ccu r r e d w it h in a b r ie f
p e r io d . A t h r e s h o ld o f 1 0 o ccu r r e n ce s p e r d a y e xis t s b e fo r e d u p s r e p o r t s
a n y t h in g . S e p a r a t e o ccu r r e n ce s a r e n o t lo g g e d a ft e r t h e d u p s t h r e s h o ld h a s
b e e n r e a ch e d .

D u p lica t e s (d u p s )

Th is t e lls y o u t h e s e v e r it y o f t h e e r r o r . Th e r e a r e t h r e e le v e ls , IN FO
(in fo r m a t io n , n o d is r u p t io n o f p r o ce s s in g ), W A RN (w a r n in g , n o d is r u p t io n ,
p o t e n t ia l p r o b le m ), a n d FA TA L (s e r io u s m a lfu n ct io n ).

Ev e n t

Th is t e lls y o u t h e in t e r n a l n u m b e r o f t h e s w it ch w h e r e t h e e r r o r o ccu r r e d .
It w ill a lw a y s b e a cd = 1 in s y s t e m s lin k e d t o a s in g le s w it ch .

A C D (a cd )

Th e a la r m n u m b e r . A s u fficie n t n u m b e r o f e r r o r s w it h t h e s a m e ID w ill
g e n e r a t e a r e m o t e a la r m a t t h e A T&T r e m o t e m a in t e n a n ce s it e . Fo r m o r e
in fo r m a t io n o n r e m o t e a la r m in g , s e e C h a p t e r 1 , ‘ ‘ In t r o d u ct io n .’ ’

A la r m ID

Th e in t e r n a l n u m b e r o f t h e t e r m in a l (t t y 0 1 , t t y 0 2 , e t c.) a t t a ch e d t o t h e
p r o ce s s d e t e ct in g t h e e r r o r . Th is ca n in d ica t e t e r m in a l- r e la t e d p r o b le m s .

Te r m in a l (t e r m )
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E r r or Log

A d m i n i s t e r i n g t h e E r r o r L o g

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 [ ] E r r o r - L o g o p t io n a n d p r e s s
R E TUR N .

[ Th e Er r o r Lo g s cr e e n a p p e a r s . ]

2 En t e r t h e m a xim u m n u m b e r o f e r r o r r e co r d s y o u w a n t k e p t in t h e d a t a b a s e file .
Y o u m a y e n t e r a n y v a lu e fr o m 0 t o 9 0 0 . N o t e t h a t m o r e d is k s p a ce is r e q u ir e d fo r
la r g e r n u m b e r s o f r e co r d s , b u t le s s h is t o r y fo r t r o u b le s h o o t in g is a v a ila b le w h e n
y o u k e e p fe w e r r e co r d s . If y o u h a v e q u e s t io n s o n d is k u s a g e , ch e ck w it h y ou r
t e ch n icia n .

3 P r e s s C HANG E .

G e t t i n g E x p a n d e d I n f o r m a t i o n A b o u t a n E r r o r

1 Se le ct t h e U N I X s y s t e m o p t io n fr o m t h e C M S m a in m e n u .

[ Th e U N IX s y s t e m p r o m p t ($) a p p e a r s . ]

2 C h a n g e U N IX s y s t e m d ir e ct o r ie s b y e n t e r in g t h e fo llo w in g co m m a n d :

$ cd /cms/maint/text

3 P r e s s R E TUR N .

[ Y o u w ill g e t a n e w $ p r o m p t . ]
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4 En t e r t h e co m m a n d in for m i x a n d p r e s s R E TUR N .

$ informix

Th e IN FO RM IX m a s t e r m e n u w ill a p p e a r .

5 Se le ct O p t io n 1 , P ER F O RM .

[ Y o u w ill g e t a m e n u o f t e xt file s . ]

6 Se le ct t h e ex p cer r o p t io n — t h e e r r o r t e xt file .

7 F o ll o w t h e in s t r u ct io n s t o g e t e xp a n d e d e r r o r in fo r m a t io n . Y o u r e q u e s t t h is b y
So u r ce Er r o r N u m b e r o f t h e e r r o r m e s s a g e , s o b e s u r e t o h a v e t h a t a v a ila ble . It is
in t h e Er r o r Lo g .
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F o r e c a s t M a n a g e r
P u r p o s e To s ch e d u le fo r e ca s t m a n a g e r p r o ce s s in g .

Th e fo r e ca s t m a n a g e r a r ch iv e s S p e cia l D a y d a t a in t h e
fo r e ca s t s y s t e m , cr e a t e s a C u r r e n t D a y Fo r e ca s t ,
d e le t e s t h e p r e v io u s d a y ’ s C u r r e n t D a y Fo r e ca s t ,
a n d p la ce s t o d a y ’ s a d m in is t r a t iv e ch a n g e s (e .g ., cr e a t io n
o f a n e w s p e cia l d a y ) in t h e fo r e ca s t s y s t e m .

L im it a t io n S h o u ld b e r u n d u r in g o ff- p e a k h o u r s
t o a v o id co n g e s t in g t h e s y s t e m .

Th e Fo r e ca s t s u b s y s t e m g e n e r a t e s fo r e ca s t r e p o r t s in la r g e p a r t b y m a n ip u la t in g h a lf- h o u r
h is t o r ica l d a t a . H o w e v e r , t o g e n e r a t e S p e cia l D a y fo r e ca s t r e p o r t s , h is t or ica l d a t a m u s t b e
r e t r ie v e d fr o m t h e h a lf- h o u r h is t o r ica l d a t a b a s e a n d p la ce d in t h e fo r e ca s t d a t a b a se b y t h e
F o r e ca s t M a n a g e r . Y o u u s e t h e F o r e ca s t M a n a g e r s cr e e n t o s ch e d u le t h is a r ch iv in g o f d a t a in t o
t h e fo r e ca s t d a t a b a s e . If fo r s o m e r e a s o n t h e Fo r e ca s t M a n a g e r h a s b e e n in act iv e , y o u ca n h a v e
it g o b a ck a n d r e t r ie v e S p e cia l D a y d a t a fr o m u p t o 3 1 d a y s in t h e p a s t .

Th e Fo r e ca s t M a n a g e r a ls o g e n e r a t e s t h e C u r r e n t D a y fo r e ca s t u s in g h a lf- ho u r d a t a fr o m t h e
p r e v io u s 3 w e e k s . Th e r e fo r e , C u r r e n t D a y fo r e ca s t s w ill n o t b e a ccu r a t e u n t il CM S h a s co ll e ct e d
h a lf- h o u r d a t a fo r t h e 3 w e e k s im m e d ia t e ly p r e ce d in g t h e d a y y o u o r d e r a r e po r t . A lt h o u g h t h e
F o r e ca s t M a n a g e r g e n e r a t e s t h e C u r r e n t D a y fo r e ca s t a u t o m a t ica ll y , y o u w ill s t ill h a v e t o o r d e r
t h e fo r e ca s t u s in g t h e a p p r o p r ia t e s cr e e n in t h e Fo r e ca s t s u b s y s t e m .

Th o u g h y o u ca n r u n t h e Fo r e ca s t M a n a g e r a t a n y t im e , y o u s h o u ld r u n it a ft e r e v e r y w o r k d a y
o r s o o n a ft e r 1 2 :3 0 a . m . t o e n s u r e t h e ca p t u r e o f a ll h a lf- h o u r d a t a fo r th e p r e v io u s d a y a n d t o
a v o id u s in g p r o ce s s o r t im e d u r in g n o r m a l o p e r a t io n s .

N O T E W h e n t h e Fo r e ca s t M a n a g e r co m p le t e s a r u n , C M S e n t e r s a m e s s a g e o n t h e Er ro r Lo g
t o s h o w w h e t h e r t h e r u n h a s b e e n s u cce s s fu l. H o w e v e r , t h e fo ll o w in g m e s s a ge in
y o u r Er r o r Lo g ,

‘ ‘ C u r r e n t d a y fo r e ca s t cr e a t e d , b u t m a y b e in co m p le t e . ’ ’

d o e s n o t o r d in a r ily m e a n t h e co ll e ct io n o f fo r e ca s t d a t a h a s b e e n u n s u cce s s fu l. Ra t h e r ,
it m e r e ly in d ica t e s t h a t t h e Fo r e ca s t M a n a g e r h a s co lle ct e d d a t a o n ly fo r t h e s plit s y o u
h a v e a ct iv e , a n d t h a t C M S h a s lo o k e d fo r , b u t n o t fo u n d , d a t a in t h e r e s t o f t he 6 0
p o s s ib le s p lit s fo r y o u r A C D .

O n t h e o t h e r h a n d , if a d d it io n a l fo r e ca s t m e s s a g e s a p p e a r in t h e Er r o r Lo g w it h t h e
p r e ce d in g m e s s a g e , a n a ct u a l p r o b le m m a y e xist w it h y o u r fo r e ca s t d a t a co ll e ct io n .
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F or ecast Ma na ger

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 - - FO R E C A S T M A N A G ER

1 Pl e a s e in d i c a t e t h e b a s e d a y f o r t h e f o r ec a s t r e po r t d a ta : - 1 _ _ __ _ _

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 CO M M AN D

F i g u r e 1 1-7 F o r e cas t M an ag e r S cre e n
D e fin it io n o f Fie ld

F ie ld 1 B a s e D a y

Th e s in g le fie ld o n t h is s cr e e n co n t a in s t h e d a y o r d a t e fr o m w h ich t h e fo r e ca s t
m a n a g e r r e t r ie v e s d a t a a n d a r ch iv e s it in t h e fo r e ca s t d a t a b a s e . Th e fo r e ca s t
m a n a g e r p la ce s S p e cia l D a y fo r e ca s t d a t a p lu s a d m in is t r a t io n d a t a fr o m fo r e ca s t
a d m in is t r a t io n s cr e e n s in a fo r e ca s t d a t a b a s e a n d g e n e r a t e s a cu r r e n t d a y
fo r e ca s t . N o r m a ll y , it is s ch e d u le d t o d o t h is d a ily . Th is fie ld a s k s y o u w h ich
d a y ’ s d a t a y o u w a n t t h e m a n a g e r t o a r ch iv e . A s a r u le , it is y e s t e r d a y ’s d a t a —
w h ich is e n t e r e d a s - 1 . B u t it ca n b e a n y M M / D D / Y Y fo r m a t d a t e in t h e p a s t ,
o r a n y r e la t iv e d a y in t h e p a s t s u ch a s - 1 0 , - 4 , a n d s o o n . Th e cir cu m s t a n ce s fo r
n o t p u t t in g - 1 in t h is fie ld w o u ld u s u a ll y b e t h a t t h e n o r m a l, d a ily fo r e ca s t
m a n a g e r e xe cu t io n fa ile d t o o ccu r o n a g iv e n d a y fo r s o m e r e a s o n . Th e
m a xim u m n u m b e r in t h is fie ld is - 3 1 .

D e f au l t: - 1
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F or ecast Ma na ger

A d m i n i s t e r i n g t h e F o r e c a s t M a n a g e r

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 [ ] F o r e c a s t - M a n a g e r o p t io n
a n d p r e s s R E TUR N .

[ Th e F o r e ca s t M a n a g e r s cr e e n a p p e a r s .]

2 In t h e B a s e D a y fie ld , t y p e t h e b a s e d a y d e s ir e d — n o r m a ll y - 1 fo r y e s t e r d a y .
In t h is m o d e , t h e m a n a g e r ca n r u n d a ily , g e n e r a t in g C u r r e n t D a y fo r e ca s t e ve r y d a y
a n d a r ch iv in g y e s t e r d a y ’ s a d m in is t r a t io n in p u t s a n d S p e cia l D a y d a t a , if a n y . An y
M M / D D / Y Y fo r m a t d a t e in t h e p a s t (u p t o t h e h a lf- h o u r - d a t a a r ch iv in g p a ra m e t e r s
lim it s y o u h a v e s e t fo r y o u r s y s t e m ) ca n b e e n t e r e d a s w e ll t o g a t h e r Sp e cia l D ay
d a t a t h a t w a s n o t co lle ct e d p r e v io u s ly .

3 P r e s s C O MMA ND LI NE o r R E TUR N .

[ If y o u p r e s s C O MMA ND LI NE , a co m m a n d lin e w ill b e cr e a t e d , a n d y o u w ill b e p la ce d
in t h e Sch e d u le r s u b s y s t e m . ]

[ If y o u p r e s s R E TUR N , y o u w ill b e a s k e d t o co n fir m y o u ch o ice . W h e n y o u d o , t h e
fo r e ca s t m a n a g e r w ill im m e d ia t e ly s t a r t p r o ce s s in g in t h e b a ck g r o u n d . ]
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S e s s i o n S t a t u s
P u r p o s e To s p e cify t h e n u m b e r o f s p lit s b e in g m e a s u r e d b y C M S .

A ls o t o v ie w t h e cu r r e n t s t a t u s o f t h e d a t a lin k t o t h e s w it ch .
Sw it ch (M A A P , S M T — 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 ; S A T — D EFIN ITY
C o m m u n ica t io n s S y s t e m , G e n e r ic 1 a n d S y s t e m 7 5 )
t r a n s la t io n s d e fin in g co n fig u r a t io n a n d m e a s u r e m e n t o f t h e
A C D , in clu d in g e xt e n s io n s , t r u n k s , t r u n k g r o u p s , a n d s p lit s .

D e p e n d e n cie s

Y o u u s e t h e Se s s io n S t a t u s s cr e e n t o m o n it o r t h e d a t a lin k b e t w e e n t h e 3 B a nd t h e s w it ch .
A d d it io n a ll y , y o u ca n d is co n n e ct t h e lin k u s in g t h is s cr e e n — a t a s k r e q u ir e d w h e n p er fo r m in g
s o m e t y p e s o f a d m in is t r a t io n o n t h e s w it ch . Fin a ll y , if y o u ch a n g e t h e n u m b e r o f me a s u r e d
s p lit s in t h e s y s t e m , y o u m u s t m a k e a n a d ju s t m e n t t o t h is s cr e e n . Re s t r ict io n s exist o n t h e
a d d it io n o f s p lit s . S e e Ta b le s 1 - 1 a n d 1 - 2 in C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r t h e lim it a t io n 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

MA I N T E NA N C E - - SE S S I O N ST A T U S

1 Li n k : _ __ _ _ _ _ _ __ _ _ _
2 Se s s i o n: _ _ _ _ _ __ _ _

3 CM S : _ _ __ _ _ _

4 Lo c a l T im e : _ _ / __ / _ _ _ _ :_ _ : _ _
5 Sw i t c h Ti m e : _ _ /_ _ / _ _ _ _: _ _ : _ _

6 Pr e v i o us I n t e r va l ( ) : _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _ _
7 Cu r r e n t I n t e r v al ( ) : _ _ __ _ _ _ _ __ _ _ _ _ _ __ _ _ _ _ _ __ _ _

8 Sp l i t s : _ _ 1 2 Me a s u r ed : _ _
9 Ag e n t P os i t i o n s: _ _

10 Tr u n k G ro u p s : _ _
11 Tr u n k 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 1 1-8 S e s s i o n S t at u s S cr e e n
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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 (fie ld 1 2 ).

F ie ld 1 L in k

Th is fie ld s h o w s t h e s t a t u s o f t h e h a r d w a r e a n d p a ck e t la y e r o f t h e
co m m u n ica t io n b e t w e e n t h e 3 B a n d t h e s w it ch . Th is is t h e lo w e s t la y e r o f t h e
co m m u n ica t io n m o n it o r e d b y t h e S e s s io n S t a t u s s cr e e n . P o s s ib le s t a t u s : ‘ ‘ D o wn ’ ’
o r ‘ ‘ U p . ’ ’ W h e n y o u p r e s s t h e C O NN E C T b u t t o n , t h e X .2 5 s o ft w a r e a t t e m p t s t o
b r in g u p t h is la y e r . Th e s t a t u s s h o u ld g o t o ‘ ‘ U p . ’ ’

F ie ld 2 Se s s io n

Th is fie ld s h o w s t h e s t a t u s o f t h e s e s s io n la y e r o f lin k b e t w e e n t h e s w it ch a n d
t h e 3 B . P o s s ib le s t a t u s : ‘ ‘ Q u ie s ce n t , ’ ’ ‘ ‘ W a it in g S e s s io n A cce p t ,’ ’ a n d ‘‘ D a t a
Tr a n s fe r . ’ ’ W h e n t h e Lin k la y e r is ‘ ‘ U p ,’ ’ t h e s e s s io n la y e r g o e s t h r o u g h it s
in it ia liz a t io n s e q u e n ce fr o m ‘ ‘ Q u ie s ce n t , ’ ’ t o ‘ ‘ W a it in g S e s s io n A cce p t , ’ ’ t o
‘ ‘ Re s y n ch r o n iz in g , ’ ’ t o ‘ ‘ D a t a Tr a n s fe r , ’ ’ t h e la s t b e in g (fo r n o r m a l o p e r a t io n ) t h e
s t e a d y s t a t e .

F ie ld 3 C M S

Th is fie ld s h o w s t h e s t a t u s o f C M S la y e r o f co m m u n ica t io n b e t w e e n 3 B a n d
s w it ch . P o s s ib le s t a t u s : ‘ ‘ Q u ie s ce n t , ’ ’ ‘ ‘ Re q u e s t in g Tr a n s la t io n s , ’ ’ ‘ ‘D a t a
Tr a n s fe r , ’ ’ ‘ ‘ B u s ie d - O u t ,’ ’ a n d ‘ ‘ A b o r t e d — Re t r y in g . ’ ’ A s t h e s e s s io n a tt e m p t s
t o co m e u p , t h e C M S la y e r s h o u ld co m e u p t h r o u g h t h e ‘ ‘ Q u ie s ce n t ’ ’ a n d
‘ ‘ Re q u e s t Tr a n s la t io n s ’ ’ s t a t e s t o ‘ ‘ D a t a Tr a n s fe r . ’ ’ ‘ ‘ B u s ie d O u t ’ ’ m e a n s t h e lin k
w a s t e r m in a t e d fr o m t h e s w it ch . ‘ ‘ A b o r t e d ’ ’ m e a n s t h e a t t e m p t t o co n n e ct to t h e
s w it ch fa ile d . A n e r r o r m e s s a g e o n t h e Se s s io n S t a t u s s cr e e n s h o u ld cla r ify t h e
r e a s o n fo r t h e a b o r t e d a t t e m p t — fo r e xa m p le , in v a lid A C D t r a n s la t io n s e n t e r e d
a t t h e s w it ch .

F ie ld 4 L o ca l Tim e

Tim e r e co r d e d b y 3 B . A n ‘ ‘ o u t o f s y n c’ ’ m e s s a g e in t h is fie ld in d ica t e s a n e e d t o
r e s y n ch r o n iz e t h e 3 B a n d s w it ch clo ck s .

F ie ld 5 Sw it ch Tim e

Tim e r e co r d e d b y t h e s w it ch . If a n ‘ ‘ a p p r o xim a t e ’ ’ m e s s a g e a p p e a r s in t h is fie ld ,
it is t h e 3 B ’ s a t t e m p t t o e s t im a t e s w it ch t im e d u r in g a lin k - d o w n co n d it io n .

F ie ld 6 P r e v io u s In t e r v a l

St a t u s o f t h e p r e v io u s h a lf- h o u r in t e r v a l o f t h e r e a l- t im e d a t a b a s e . P o s sib le
s t a t u s : ‘ ‘ U n co n fig u r e d , ’ ’ ‘ ‘ Re a d y , ’ ’ ‘ ‘ A r ch iv in g , ’ ’ o r ‘ ‘ Ar ch iv e d . ’’
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F ie ld 7 C u r r e n t In t e r v a l

St a t u s o f t h e cu r r e n t h a lf- h o u r in t e r v a l o f t h e r e a l- t im e d a t a b a s e . P o ss ib le s t a t u s :
‘ ‘ U n co n fig u r e d , ’ ’ ‘ ‘ A ct iv e , ’ ’ o r ‘ ‘ Q u ie s ce n t . ’ ’

F ie ld 8 Sp lit s

D is p la y s t h e n u m b e r o f A C D s p lit s b e in g m e a s u r e d b y C M S.

F ie ld 9 A g e n t P o s it io n s

D is p la y s t h e n u m b e r o f a g e n t p o s it io n s b e in g m e a s u r e d b y C M S .

F ie ld 1 0 Tr u n k G r o u p s

D is p la y s t h e n u m b e r o f t r u n k g r o u p s b e in g m e a s u r e d b y C M S .

F ie ld 1 1 Tr u n k s

D is p la y s t h e n u m b e r o f t r u n k s b e in g m e a s u r e d b y C M S .

F ie ld 1 2 M e a s u r e d S p lit s

En t r y fie ld fo r n u m b e r o f s p lit s t h e C M S w ill m e a s u r e . Th is is a n in p u t / o u t p u t
fie ld .
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A d m i n i s t e r i n g t h e N u m b e r o f M e a s u r e d S p l i t s

N O T E Y o u ca n ch a n g e t h e n u m b e r o f m e a s u r e d s p lit s in C M S o n ly w h e n t h e lin k b e t we e n
t h e s w it ch a n d t h e 3 B co m p u t e r is ‘ ‘ D o w n . ’ ’ A ls o , o n ly t h e lo w e s t , co n s ecu t iv e ly -
n u m b e r e d s p lit s in t h e s w it ch t r a n s la t io n s fo r t h e A C D ca n b e m e a s u r e d . (Sp lit s m us t
b e n u m b e r e d s e q u e n t ia ll y b e g in n in g w it h t h e n u m b e r o n e (1 ) fo r a ll P B X s . )

C A U T I O N B e fo r e y o u in cr e a s e t h e n u m b e r o f s p lit s in t h e Se s s io n S t a t u s s cr e e n , y o u m ay
h a v e t o e xe cu t e t h e sw set u p co m m a n d t o in cr e a s e t h e s h a r e d m e m o r y a ll o ca t io n
fo r t h e in cr e a s e d s p lit . Th e s h a r e d m e m o r y a ll o ca t io n fe a t u r e o f t h e C M S
(s p e cifie d d u r in g t h e C M S s o ft w a r e in s t a ll a t io n ) s e t s t h e u p p e r lim it in t h e
n u m b e r o f m e a s u r e d s p lit s . S e e C h a p t e r 1 2 , ‘ ‘ U N IX Sy s t e m , ’ ’ fo r m o r e
in fo r m a t io n o n in cr e a s in g m e a s u r e d s p lit s a n d t h e sw set u p co m m a n d .

If n e w s p lit s a r e g o in g t o b e m e a s u r e d , it is a ls o p o s s ib le t h a t a d d it io n a l d is k
s t o r a g e ca p a cit y w ill b e r e q u ir e d in y o u r 3 B co m p u t e r . Y o u s h o u ld r e ch e ck t h e
a s s u m p t io n s u s e d t o s e le ct t h e p r e s e n t s t o r a g e ca p a cit y o f y o u r s y s t e m t o se e if
t h e ca p a cit y w ill b e e xce e d e d w h e n y o u a d d n e w s p lit s . S e e Ta b le s 1 - 1 a n d
1 - 2 in C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ a n d ch e ck w it h y o u r A T&T A cco u n t Te a m .

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 P r e s s R E LEAS E .

[ Th e fo ll o w in g q u e s t io n a p p e a r s : R e a l - t i m e d a t a m a y b e l o s t !
C o n t i n u e w i t h R E L E A S E ? n .]

3 Ty p e y in r e s p o n s e t o t h e q u e s t io n .

[ Th is t e r m in a t e s t h e s e s s io n . Th e L i n k fie ld s h o u ld r e a d ‘ ‘ D o w n , ’ ’ t h e S e s s i o n
fie ld s h o u ld r e a d ‘ ‘ Q u ie s ce n t , ’ ’ a n d t h e C M S fie ld s h o u ld r e a d ‘ ‘ Q u ie s ce n t . ’ ’ ]

4 In t h e M e a s u r e d fie ld , t y p e t h e n u m b e r o f s p lit s y o u d e s ir e t o b e m e a s u r e d b y
C M S .

5 P r e s s t h e C HANG E a n d C O NN E C T SLK s t o r e s u m e co m m u n ica t io n b e t w e e n t h e
s w it ch a n d C M S .

[ Th e L i n k : fie ld s h o u ld ch a n g e t o ‘ ‘ U p , ’ ’ t h e S e s s i o n : fie ld s h o u ld ch a n g e t o
‘ ‘ D a t a Tr a n s fe r , ’ ’ a n d t h e C M S : fie ld s h o u ld ch a n g e t o ‘ ‘ D a t a Tr a n s fe r . ’ ’ ]
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N O T E If t h e lin k co m e s u p a n d t h e M e a s u r e d : a n d t h e S p l i t s : fie ld a r e n o t e q u a l, a n
e r r o r co n d it io n e xist s . Th e S p l i t s : fie ld r e v e r t s t o 0 . Y o u m a y h a v e t o e xe cu t e
t h e sw set u p co m m a n d t o in cr e a s e t h e s h a r e d m e m o r y a ll o ca t io n fo r t h e in cr e a s e d s p lit .
Se e C h a p t e r 1 2 , ‘ ‘ U N IX S y s t e m .’ ’

C h e c k i n g S e s s i o n S t a t u 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 L i n k : , S e s s i o n : , a n d C M S : fie ld s . A w o r k in g s e s s io n co n s is t s
o f t h e L in k la y e r b e in g ‘ ‘ U p , ’ ’ t h e s e s s io n la y e r b e in g in t h e ‘ ‘ D a t a Tr a n sfe r ’ ’ m o d e ,
a n d t h e C M S la y e r b e in g in t h e ‘ ‘ D a t a Tr a n s fe r ’ ’ m o d e .

3 C h e ck t h e s y n ch r o n iz a t io n o f t h e clo ck s . If t h e y a r e m o r e t h a n 5 m in u t e s a p ar t ,
y o u s h o u ld r e s y n ch r o n iz e t h e m . Y o u r s id e o f t h is is t h e 3 B ; u s e t h e sy sadm d at et i m e
co m m a n d (3 B 2 ) t o a d m in is t e r t h e 3 B ’ s clo ck . Se e t h e p r o ce d u r e fo r ch a n g in g t h e 3B
clo ck in C h a p t e r 1 2 , ‘ ‘ U N IX S y s t e m . ’ ’

C A U T I O N Th e s w it ch - 3 B co m m u n ica t io n w ill b e in t e r r u p t e d w it h a r e s u lt in g
lo s s o f d a t a if, in s t e a d o f ch a n g in g t h e 3 B ’ s clo ck , y o u a d m in is t e r
t h e s w it ch ’ s clo ck a n d m a k e a n y b a ck w a r d ch a n g e o r a fo r w a r d
ch a n g e o f m o r e t h a n 5 m in u t e s . If t h e ch a n g e is fo r w a r d b y le s s
t h a n 5 m in u t e s t h e r e w ill b e n o in t e r r u p t io n , b u t t h e t o t a ls fo r t h e
cu r r e n t h a lf- h o u r ’ s d a t a w ill b e in v a lid a t e d b y t h e r e d u ct io n in t h e
le n g t h o f t h e cu r r e n t in t e r v a l.

4 M o n it o r t h e t w o in t e r v a ls o f t h e r e a l- t im e d a t a b a s e . Th e cu r r e n t h a lf- h o u r sh o u ld
b e a ct iv e , o r t h e p r e v io u s h a lf- h o u r s h o u ld b e in a n a r ch iv in g p h a s e . Ea ch h a lf-
h o u r , t h e cu r r e n t h a lf- h o u r p o r t io n o f t h e r e a l- t im e d a t a b a s e is a r ch iv e d in t h e
p r e v io u s h a lf- h o u r p o r t io n .

5 C h e ck t h e S p l i t s : , A g e n t P o s i t i o n s : , T r u n k G r o u p s : ,
T r u n k s : , a n d M e a s u r e d : fie ld s t o a s s u r e t h a t y o u r e xp e ct a t io n s o n
co n fig u r a t io n o f t h e m e a s u r e d p o r t io n o f t h e A C D a r e m e t .
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C o n n e c t i n g t h e 3 B a n d t h e S w i t c h

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 N o t e t h e s t a t u s o f t h e t h r e e la y e r s o f t h e lin k . Th e y s h o u ld b e ‘ ‘ D o w n , ’’
‘ ‘ Q u ie s ce n t ,’ ’ a n d ‘ ‘ Q u ie s ce n t . ’ ’

3 P r e s s C O NN E C T .

[ Th e s e s s io n s h o u ld s t a r t t o co m e u p . Th e ‘ ‘ Se s s io n ’ ’ la y e r s h o u ld ch a n g e fr o m
‘ ‘ Q u ie s ce n t ,’ ’ t o ‘ ‘ Wa it in g S e s s io n A cce p t , ’ ’ t o ‘ ‘ D a t a Tr a n s fe r . ’ ’ Th e C M S la ye r
s h o u ld ch a n g e fr o m ‘ ‘ Q u ie s ce n t ’ ’ t o ‘ ‘ R e q u e s t Tr a n s la t io n s ’ ’ t o ‘ ‘ D a t a Tr a n s fe r . ’ ’ ]

4 If t h e lin k fa ils t o co m e u p , p e r fo r m t h e fo ll o w in g d ia g n o s t ic s t e p s :

a C h e ck fo r e r r o r m e s s a g e s o n t h e Se s s io n S t a t u s s cr e e n . Th e r e a s o n fo r
fa ilu r e s h o u ld b e g iv e n .

b U s e t h e E X P ANDED ME S S AGE SLK t o cla r ify t h e e r r o r m e s s a g e , if
n e ce s s a r y .

c If t h e L in k la y e r fa ils t o co m e u p , ch e ck t h e ca b le co n n e ct io n b e t w e e n
t h e 3 B a n d t h e s w it ch .

d C h e ck w it h t h e s w it ch a d m in is t r a t o r , t h e lo ca l t e ch n icia n , o r t h e
Re m o t e M a in t e n a n ce , A d m in is t r a t io n , a n d Tr a ffic Sy s t e m (RM A TS ) t o
s e e t h a t a n y ‘ ‘ b u s y - o u t s ’ ’ p e r fo r m e d a t t h e s w it ch h a v e b e e n e lim in a t ed .
If t h e L in k la y e r fa ils t o co m e u p , it is p o s s ib le t h a t t h e in t e r fa ce p r o ce s s
a t t h e s w it ch (t h e D C IU o r P IB ) h a s b e e n b u s ie d o u t o r d is a b le d . If t h e
C M S a p p lica t io n la y e r fa ils t o co m e u p , it is p o s s ib le t h a t t h e C M S h a s
b e e n b u s ie d o u t .

e Re v ie w C h a p t e r 3 in t h e 3B 2 CM S I n st all at ion an d M ain t en an ce (5-8 5 -
2-1 5 - 1 0 4 ) d o cu m e n t , w h ich co v e r s in it ia liz a t io n o f t h e 3 B in clu d in g
b r in g in g u p t h e P B X - 3 B lin k .
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T e r m i n a t i n g t h e 3 B -S w i t c h L i n k

Th is p r o ce d u r e m u s t b e p e r fo r m e d w h e n t h e n u m b e r o f m e a s u r e d s p lit s is ch an g e d o n t h e
Se s s io n S t a t u s s cr e e n .

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 s t a t u s o f t h e lin k . It s h o u ld b e : ‘ ‘ U p , ’ ’ ‘ ‘ D a t a Tr a n s fe r , ’ ’ a n d ‘ ‘ D a t a
Tr a n s fe r . ’ ’

3 P r e s s R E LEAS E .

[ Th e fo ll o w in g q u e s t io n a p p e a r s : R e a l - t i m e d a t a m a y b e l o s t !
C o n t i n u e w i t h R E L E A S E ? n .]

4 Ty p e y in r e s p o n s e t o t h e q u e s t io n .

[ Th e s t a t u s o f t h e t h r e e la y e r s s h o u ld ch a n g e t o : ‘ ‘ D o w n , ’ ’ ‘ ‘ Q u ie s ce n t,’ ’ a n d
‘ ‘ Q u ie s ce n t .’ ’ ]
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N O T E S

1 1-3 8 M a i n t e n a n c e



G e n e r a l I n f o r m a t i o n
Y o u ca n a cce s s t h e U N IX s y s t e m b y lo g g in g in a s ro o t fr o m t h e co n s o le t e r m in a l o r b y s e le ct in g
t h e U N IX s y s t e m o p t io n fr o m t h e C M S m a in m e n u . F ig u r e 1 2 - 1 illu s t r a t e s a cce s s t o t h e U N IX
s y s t e m fr o m t h e C M S m a in m e n u .

C A U T I O N B e ca r e fu l w h e n a cce s s in g t h e U N IX s y s t e m t o e xe cu t e U N IX s y s t e m
co m m a n d s . D a m a g e ca n r e s u lt t o C M S b e ca u s e o f in co r r e ct u s e o f t h e U N IX
s y s t e m co m m a n d s . B e fo r e y o u e xe cu t e a n y U N IX s y s t e m co m m a n d , b e s u r e
y o u k n o w w h a t e ffe ct it w ill h a v e .

N O T E To p e r fo r m s o m e o f t h e p r o ce d u r e s in t h e U N IX s y s t e m s e ct io n o f t h is ch a p t e r , y ou
w ill n e e d t o k n o w t h e ro o t p a s s w o r d fo r y o u r s y s t e m .

$

E X I T

F i g u r e 1 2-1 U N IX S y s t e m S cre e n
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G e ne r a l Infor ma ti on

C M S D i r e c t o r y N a m e s

Th e m o s t im p o r t a n t U N IX s y s t e m d ir e ct o r y n a m e s a r e a s fo ll o w s :

U n d e r / cm s:
a cd1
a cd2 ... ( u p t o fo u r)
a cdm o del
a cer p t s
bin
cdi sp l a y s
cr ep o r t s
fi el d
fl at fi l es
li b
loa dasc
m ain t
repor t s
sch em as
t erm src

U n d e r / cm s/ a cdn (w h e r e n is t h e n u m b e r o f a s e p a r a t e d ir e ct o r y fo r e a ch A C D in a
m u lt i- A C D s y s t e m ):

a dm i n
a g t ra c e
db
dsav e
ex cep t
m ain t
repor t s
sch d
sch d i n fo
st an d a rd
u sers

1 2-2 U N I X S y s t e m



F o r m a t t i n g T a p e s ( 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 )
Th e ca r t r id g e t a p e s m u s t b e fo r m a t t e d b e fo r e y o u ca n b a ck u p d a t a . To fo r m a t t h e ca rt r id g e
t a p e s , d o t h e fo ll o w in g .

N O T E If t h e 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 h a s a S m a ll C o m p u t e r S y s t e m In t e r fa ce (S C S I) ca r tr id g e
t a p e d r iv e , t h e ca r t r id g e t a p e s d o n o t r e q u ir e fo r m a t t in g .

1 H a v e a b a ck u p ca r t r id g e t a p e a v a ila b le .

2 Se le ct t h e U N I X s y s t e m o p t io n fr o m t h e C M S m a in m e n u a n d p r e s s R E TUR N.

[ Th e U N IX s y s t e m p r o m p t $ a p p e a r s . ]

$

3 A t t h e $ p r o m p t , e n t e r t h e fo llo w in g co m m a n d :

$ s u -

a n d p r e s s R E TUR N .
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F or ma tt i ng T a pes ( 3B2/ 310 or 3B2/ 400)

4 En t e r t h e ro o t p a s s w o r d a t t h e p r o m p t , a n d p r e s s R E TUR N .

[ Th e # p r o m p t a p p e a r s . ]

#

5 A t t h e # p r o m p t , e n t e r s y s a d m a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

S Y S T E M A D M I N I S T R A T I O N

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

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e , o r
? o r < n u m b e r > ? f o r H E L P , q t o Q U I T :
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F or ma tt i ng T a pes ( 3B2/ 310 or 3B2/ 400)

6 En t e r 8 a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

T A P E M A N A G E M E N T

1 . c h e c k f s y s c h e c k a r e m o v a b l e m e d i u m f i l e s y s t e m f o r e r r o r s
2 . c o m p r e s s C o m p r e s s f i l e s y s t e m
3 . f o r m a t F o r m a t r e m o v a b l e c a r t r i d g e t a p e s
4 . i n f o D i s p l a y t a p e d r i v e i n f o r m a t i o n
5 . m a k e f s y s c r e a t e a n e w f i l e s y s t e m o n a r e m o v a b l e m e d i u m
6 . m o u n t f s y s m o u n t a r e m o v a b l e m e d i u m f i l e s y s t e m
7 . r e s e t u s a g e R e s e t t a p e d r i v e u s a g e c o u n t
8 . u m o u n t f s y s u m o u n t a r e m o v a b l e m e d i u m f i l e s y s t e m

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e , o r
? o r < n u m b e r > ? f o r H E L P , ̂  t o G O B A C K , q t o Q U I T :

7 En t e r 3 a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

D o y o u w a n t t h e t a p e c a r t r i d g e f o r m a t v e r i f i e d ? [ d e f a u l t : y ) , n , q , ? ] :
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F or ma tt i ng T a pes ( 3B2/ 310 or 3B2/ 400)

8 En t e r y a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

E n t e r t h e m a x i m u m n u m b e r o f p a s s e s a l l o w e d f o r t h i s t a p e c a r t r i d g e b e f o r e
i t s h o u l d b e d i s c a r d e d [ ( d e f a u l t i s 4 0 0 0 ) q t o Q U I T ] :

9 P r e s s R E TUR N t o s e le ct t h e d e fa u lt .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

I n s e r t t a p e ,
a n d p r e s s t h e < R E T U R N > k e y w h e n r e a d y [ q ] :

N O T E A ll o w 5 m in u t e s fo r t h e t a p e t o r e t e n s io n .

10 In s e r t t h e t a p e , m a k in g s u r e t h e e xp o s e d t a p e is t o t h e r ig h t . (F o r a C a r tr id g e Ta p e
C o n t r o ll e r [ C TC ] o r a S m a ll C o m p u t e r Sy s t e m In t e r fa ce [ SC S I] ca r t r id g e t a p e d r iv e ,
t h e t a p e g o e s o n t h e le ft s id e . ) Lo ck t h e d r iv e , a n d p r e s s R E TUR N .

[ Th e t a p e w ill fo r m a t in a b o u t 2 0 m in u t e s . ]
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B a c k i n g U p t h e F i l e S y s t e m s F r o m t h e U N I X
S y s t e m E n v i r o n m e n t

Y o u s h o u ld b a ck u p t h e ro o t (/ ) a n d t h e / u sr file s y s t e m s o n s e p a r a t e ca r t r id g e t a p e s . Th e
n u m b e r o f ca r t r id g e t a p e s r e q u ir e d t o b a ck u p t h e C M S s o ft w a r e w ill v a r y d ep e n d in g h o w
m a n y file s y s t e m s t h e C M S s o ft w a r e r e s id e s o n :

/ cm s is o n d is k d r iv e 1 .

/ cm sd sk1 is o n d is k d r iv e 2 , if e q u ip p e d .

/ cm sd sk2 is o n d is k d r iv e 3 , if e q u ip p e d .

/ cm sd sk3 is o n d is k d r iv e 4 , if e q u ip p e d .

/ cm sd sk4 is o n d is k d r iv e 5 , if e q u ip p e d .

B e fo r e s t a r t in g t h e b a ck u p p r o ce d u r e s in t h is s e ct io n , lo g in a s ro o t a n d e xe cu t e t h e fo ll o w in g
co m m a n d s t o o b t a in t h e a m o u n t o f r e m a in in g d is k s p a ce . Th e s e co m m a n d s p r o v id e
in fo r m a t io n o n t h e a m o u n t o f a v a ila b le d is k s p a ce a n d a r e n o t r e q u ir e d t o p er fo r m a b a ck u p :

# d f - t > / u s r / t m p / d f
# l p / u s r / t m p / d f
# r m / u s r / t m p / d f

N O T E Th e file s y s t e m in fo r m a t io n o b t a in e d fr o m t h e p r in t o u t o f t h e d f - t co m m a n d s h o u ld
b e k e p t fo r fu t u r e r e fe r e n ce .
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

To b a ck u p t h e file s y s t e m s fr o m t h e U N IX s y s t e m e n v ir o n m e n t , d o t h e fo ll o w in g st e p s :

1 A t t h e s y s t e m co n s o le , lo g in a s ro o t a n d p u t t h e co m p u t e r in t o t h e s in g le - u s e r s t a t e
(r u n - le v e l s ) b y e xe cu t in g t h e fo llo w in g co m m a n d :

# s h u t d o w n - g 6 0 - y - i 1

C A U T I O N W h e n e v e r y o u a r e in t h e s in g le - u s e r m o d e , t h e lin k is d o w n a n d
d a t a is n o t b e in g co lle ct e d .

2 In t h e s in g le - u s e r s t a t e , e xe cu t e t h e fo ll o w in g co m m a n d t o m o u n t a ll file s y s t em s :

# m o u n t a l l

3 O b t a in a ca r t r id g e t a p e fo r e a ch file s y s t e m .

N O T E If t h e h o s t co m p u t e r is a 3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 w it h a C a r t r id g e Ta p e
C o n t r o ll e r (C TC ) a n d a s t a n d a r d ca r t r id g e t a p e d r iv e , t h e ca r t r id g e t a p e
h a s t o b e fo r m a t t e d . If a ca r t r id g e t a p e h a s n o t b e e n fo r m a t t e d , r e fe r t o
t h e s e ct io n F o rm a t t i n g T apes ( 3B 2/ 310 o r 3B 2/ 400) in t h is ch a p t e r .

If t h e h o s t co m p u t e r is a 3 B 2 / 3 1 0 , 3 B 2 / 4 0 0 , 3 B 2 / 5 0 0 o r 3 B 2 / 6 0 0 w it h a
Sm a ll C o m p u t e r S y s t e m In t e r fa ce (S C SI) ca r t r id g e t a p e d r iv e , t h e ca r t r id g e
t a p e s u s e d w it h S C SI ca r t r id g e t a p e d r iv e s d o n o t r e q u ir e fo r m a t t in g .
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

4 Ex e cu t e t h e fo ll o w in g co m m a n d t o a cce s s t h e F ile M a n a g e m e n t M e n u :

# s y s a d m f i l e m g m t

Th e fo llo w in g s cr e e n a p p e a r s .

F I L E M A N A G E M E N T

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

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e , o r
? o r < n u m b e r > ? f o r H E L P , q t o Q U I T : 1

N O T E W it h a C TC , y o u w ill n o t s e e 6 a n d 7 (h s b a ck u p a n d h s r e s t o r e ). If y o u
h a v e a SC S I- b a s e d ca r t r id g e t a p e s y s t e m , t h e s e h ig h - s p e e d co m m a n d s ca n
b e u s e d t o b a ck u p t h e C M S file s y s t e m s . S e e t h e fo ll o w in g s e ct io n ,
‘ ‘ H ig h S p e e d B a ck u p . ’ ’
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

5 En t e r 1 a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

A v a i l a b l e f i l e s y s t e m s :
/ / c m s d s k 1 / c m s d s k 2 / c m s d s k 3 / u s r A L L
/ c m s
E n t e r f i l e s y s t e m ( s ) y o u w a n t t o b a c k u p [ ? , q ] :

N O T E Th e file s y s t e m s lis t e d in t h e s cr e e n m a y v a r y . Ea ch file s y s t e m s h o u ld b e
b a ck e d u p o n a s e p a r a t e fo r m a t t e d ca r t r id g e t a p e .

N O T E Th e r e m a in d e r o f t h e ba cku p p r o ce d u r e s in t h is s e ct io n a r e p r e s e n t e d h e r e
o n ly t o s h o w y o u h o w t h e s y s ad m b ac k u p co m m a n d is u s e d t o b a ck u p
t h e / file s y s t e m .

6 En t e r / a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

S e l e c t c o m p l e t e o r i n c r e m e n t a l b a c k u p [ c , i , ? , q ] :
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

7 En t e r c a n d p r e s s R E TUR N .

[ Th e fo ll o w in g q u e s t io n a p p e a r s . ]

P r i n t e a c h f i l e n a m e a s i t i s c o p i e d ? [ y , n , ? , q ]

8 En t e r y t o s e e e a ch file n a m e p r in t e d a s it is co p ie d t o t a p e , o r e n t e r n if y o u d o n ’ t
a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

S e l e c t w h i c h d r i v e t o u s e :
1 c t a p e 1 2 d i s k e t t e 1

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e , o r
? f o r H E L P , q t o Q U I T :

9 En t e r 1 t o b a ck u p t h e file s y s t e m o n t o t h e ca r t r id g e t a p e a n d p r e s s R E TUR N .

W it h a S C S I, s e le ct t h e q t a p e o p t io n .
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

10 L a b e l t h e ca r t r id g e t a p e fo r fu t u r e r e fe r e n ce .

[ Th e fo ll o w in g m e s s a g e a p p e a r s . ]

B e f o r e i n s e r t i n g t h e f i r s t p a r t i n t o t h e c t a p e 1 d r i v e , m a r k i t :

C o m p l e t e B a c k u p o f / ,
W e d . 0 5 / 1 0 / 8 9 , 0 3 : 0 7 : 2 2 P M

p a r t 1

I n s e r t t h e m e d i u m i n t h e c t a p e 1 d r i v e . P r e s s < R E T U R N > w h e n r e a d y [ q ]

11 In s e r t t h e ca r t r id g e t a p e in t o t h e d is k d r iv e a n d p r e s s R E TUR N .

[ Th e fo ll o w in g m e s s a g e a p p e a r s . ]

D o y o u w a n t b a c k u p t o p e r f o r m a v e r i f y p a s s ? [ y , n , ? ]
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

12 En t e r y t o v e r ify t h a t t h e file s w e r e p r o p e r ly co p ie d fr o m d is k t o t a p e a n d p r e s s
R E TUR N.

[ Th e fo ll o w in g m e s s a g e a p p e a r s . ]

A v a i l a b l e f i l e s y s t e m s :
/ / c m s / u s r A L L
E n t e r f i l e s y s t e m ( s ) y o u w a n t t o b a c k u p [ ? , q ] :

13 En t e r t h e n a m e o f t h e file s y s t e m y o u w a n t t o b a ck u p a n d p r e s s R E TUR N .

14 C o n t in u e w it h t h e s y s ad m b ac k u p p r o g r a m t o b a ck u p t h e C M S file s y s t e m s (/ cm s,
/ cm sd sk1, / cm sd sk 2, e t c. ).

15 Ex e cu t e t h e fo ll o w in g co m m a n d t o p u t t h e 3 B 2 co m p u t e r b a ck in t h e m u lt iu s e r
s t a t e :

# s h u t d o w n - g 0 - y - i 6

N O T E Ea ch C M S file s y s t e m s h o u ld b e b a ck e d u p o n a s e p a r a t e ca r t r id g e t a p e . B e s u r e t o
m a r k t h e b a ck u p t a p e s a s r e co m m e n d e d b y t h e b ac k u p p r o g r a m .
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

H i g h -S p e e d B a c k u p

If y o u r h o s t co m p u t e r h a s a S C S I- b a s e d ca r t r id g e t a p e s y s t e m , t h e h s b ack u p p r o g r a m ca n b e
u s e d t o b a ck u p t h e file s y s t e m s a s s o cia t e d w it h C M S. Th is p r o ce s s is fa s t e r t h a n t h e st a n d a r d
b ac k u p p r o g r a m . H o w e v e r , t h e / a n d / u sr file s y s t e m s ca n o n ly b e b a ck e d u p b y u s in g t h e
s t a n d a r d b ac k u p p r o g r a m . Fo r m o r e in fo r m a t io n a b o u t t h e h s b ack u p p r o g r a m , r e fe r t o t h e
A T &T 3B 2 Co m p u t er U N I X Sy st em V R el ease 3 Sy st em A d m i n i st ra t o r’ s Gu i d e (3-0 5 - 5 5 4 ).

N O T E C a r t r id g e t a p e s co n t a in in g file s y s t e m s b a ck e d u p w it h t h e h s b ack u p p r o g r a m ca n
o n ly b e r e s t o r e d b y u s in g t h e h s r e s to r e p r o g r a m .

To b a ck u p t h e file s y s t e m s fr o m t h e U N IX s y s t e m e n v ir o n m e n t , d o t h e fo ll o w in g st e p s :

1 A t t h e s y s t e m co n s o le , lo g in a s ro o t a n d p u t t h e co m p u t e r in t o t h e s in g le - u s e r s t a t e
(r u n - le v e l s )b y e xe cu t in g t h e fo llo w in g co m m a n d :

# s h u t d o w n - g 6 0 - y - i 1

C A U T I O N W h e n e v e r y o u a r e in t h e s in g le - u s e r m o d e , t h e lin k is d o w n a n d
d a t a is n o t b e in g co lle ct e d .
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

2 In t h e s in g le - u s e r s t a t e , e xe cu t e t h e fo ll o w in g co m m a n d t o m o u n t a ll file s y s t em s :

# m o u n t a l l

3 O b t a in a ca r t r id g e t a p e fo r e a ch C M S file s y s t e m .

N O T E Th e ca r t r id g e t a p e s u s e d w it h S C SI ca r t r id g e t a p e d r iv e s d o n o t r e q u ir e
fo r m a t t in g .

4 Ex e cu t e t h e fo ll o w in g co m m a n d t o a cce s s t h e F ile M a n a g e m e n t M e n u :

# s y s a d m f i l e m g m t
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

Th e fo llo w in g s cr e e n a p p e a r s .

F I L E M A N A G E M E N T

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

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e , o r
? o r < n u m b e r > ? f o r H E L P , q t o Q U I T : 1

5 En t e r 6 a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

W h i c h d r i v e c o n t a i n s t h e f i l e s y s t e m t h a t y o u w a n t t o b a c k u p ?
1 d i s k 1 2 d i s k 2 3 d i s k 3 4 d i s k 4

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e , o r
? f o r H E L P , q t o Q U I T :
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

6 En t e r t h e d is k t h a t co n t a in s t h e file s y s t e m y o u w a n t t o b a ck u p a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

S e l e c t t h e f i l e s y s t e m y o u w i s h t o b a c k u p :
[ 8 ( f s : c m s ) ( q f o r q u i t ) ] :

7 En t e r t h e file s y s t e m y o u w a n t t o b a ck u p a n d p r e s s R E TUR N .

[ Th e fo ll o w in g m e s s a g e s a p p e a r . ]

T h e s e l e c t e d p a r t i t i o n c o n t a i n s :
F i l e S y s t e m N a m e " c m s " ; L a b e l N a m e " 3 . 2 " ; S i z e = 8 4 0 7 8

S e l e c t w h i c h d r i v e t h e f i l e s y s t e m w i l l b e c o p i e d t o .
1 d i s k 1 3 d i s k 3 4 d i s k 4 5 q t a p e 1
2 d i s k 2

E n t e r a n u m b e r , a n a m e , t h e i n i t i a l p a r t o f a n a m e o r
? f o r H E L P , q t o Q U I T :
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

8 En t e r q t ap e 1 a n d p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s . ]

B e f o r e i n s e r t i n g t h e f i r s t t a p e o n t o t h e d r i v e , m a r k i t :

V o l u m e B a c k u p o f c m s
s y s a d m h s b a c k u p - 1 c a r t r i d g e
W e d . 0 5 / 1 0 / 8 9 , 0 3 : 3 4 : 2 3 P M

9 M a r k t h e t a p e b e fo r e y o u in s e r t it in t o t h e ca r t r id g e t a p e t h e d r iv e .

[ Th e fo ll o w in g m e s s a g e a p p e a r s . ]

I n s e r t t h e t a p e i n t h e d r i v e . P r e s s < R E T U R N > w h e n r e a d y . [ q ]
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Ba c ki ng U p t he F i l e S yst ems F r om t he U N IX S yst em E nv i r onme n t

10 In s e r t t h e t a p e in t o t h e ca r t r id g e t a p e d r iv e a n d p r e s s R E TUR N .

[ Th e fo ll o w in g m e s s a g e s a p p e a r . ]

* * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * *
N O T E ! ! !
B e f o r e t h e h s b a c k u p b e g i n s , y o u m a y r e c e i v e w a r n i n g m e s s a g e s f r o m t h e " v o l c o p y "
c o m m a n d . T h e s e m e s s a g e s w i l l r e q u i r e a r e s p o n s e o f " y " t o c o n t i n u e .

T h e s o u r c e i s d i s k 1 d r i v e p a r t i t i o n 8 .
T h i s d r i v e i s k n o w n a s / d e v / r d s k / c 1 d 0 s 8 b y v o l c o p y .

T h e d e s t i n a t i o n i s q t a p e 1 d r i v e k n o w n a s / d e v / r m t / c 1 t 2 d 0 s 1 b y v o l c o p y .

T h e n u m b e r o f b l o c k s c o p i e d w i l l b e d i s p l a y e d a t t h e e n d .
T h e v o l c o p y s u p p o r t s t h e m u l t i - c a r t r i d g e / m u l t i - d r i v e f e a t u r e .
P l e a s e r e f e r t o t h e m a n u a l p a g e " v o l c o p y ( 1 m ) " w i t h q u e s t i o n s .
* * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * * *
S t a r t i n g b a c k u p o f c m s :

N O T E Th e d is k d r iv e lis t e d in t h e s cr e e n m a y v a r y .

T a p e 3 . 2 , 2 0 3 2 f e e t , 6 2 5 0 B P I
Y o u w i l l n e e d 1 t a p e ( s ) .
( T h e s a m e s i z e a n d d e n s i t y i s e x p e c t e d f o r a l l t a p e s )
F r o m : / d e v / r d s k / c 1 d 0 s 8 , t o : / d e v / r m t / c 1 t 2 d 0 s 1 ? ( D E L i f w r o n g )
R e t e n s i o n i n g t a p e . P l e a s e w a i t .

W r i t i n g t a p e 1 o f 1 , V O L = 3 . 2
E N D : 8 4 0 7 8 b l o c k s .

b a c k u p o f c m s o n t o / d e v / r m t / c 1 t 2 d 0 s 1 f i n i s h e d .
Y o u m a y r e m o v e t h e t a p e w h e n t h e r e w i n d c o m p l e t e s .

P r e s s t h e R E T U R N k e y t o s e e t h e f i l e m g m t m e n u [ ? , q ] :

11 C o n t in u e w it h t h e s y s ad m h s b ack u p p r o g r a m t o b a ck u p t h e r e m a in in g C M S file
s y s t e m s (/ cm s d s k 1 , / cm s d s k 2 , e t c. ) o r e n t e r q t o q u it a n d p r e s s R E TUR N .

Ea ch C M S file s y s t e m s h o u ld b e b a ck e d u p o n a s e p a r a t e ca r t r id g e t a p e . B e s u r e t o
m a r k t h e b a ck u p t a p e s a s r e co m m e n d b y t h e h s b ack u p p r o g r a m .
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C h a n g i n g t h e D a t e o r T i m e
Th e U N IX s y s t e m t im e is d is p la y e d a t t h e t o p o f m o s t C M S s cr e e n s , a n d t h e lo ca l t im e (U N IX
s y s t e m t im e ) a n d t h e s w it ch t im e a r e d is p la y e d in t h e ‘ ‘ Se s s io n - S t a t u s ’ ’ s cr ee n o f t h e
‘ ‘ M A IN TEN A N C E’ ’ fe a t u r e .

If t h e d iffe r e n ce b e t w e e n t h e U N IX s y s t e m t im e a n d t h e s w it ch t im e is le s s t h a n 5 min u t e s , y o u
d o n ’ t h a v e t o ch a n g e t h e U N IX s y s t e m t im e u n le s s y o u h a v e s ch e d u le d C M S pr o g r a m s t h a t
m u s t r u n w it h n o t im e t o le r a n ce s .

C h a n g in g t h e U N IX s y s t e m t im e o r t h e s w it ch t im e m a y ca u s e a s m a ll d is t o r t io n in t h e C M S
d a t a w h e n t h e ch a n g e is m a d e . A s m a ll a m o u n t o f d a t a m a y a ls o b e lo s t w h en t h e ch a n g e
o ccu r s . Fo r e xa m p le , if t h e U N IX s y s t e m t im e is a d v a n ce d , t h e s w it ch co n n e ct io n is
r e e s t a b lis h e d w h ich ca u s e s a s m a ll a m o u n t o f d a t a t o b e lo s t .

N O T E O n e o f t h e m o s t co m m o n ca u s e s o f a t im e d iffe r e n ce b e t w e e n t h e co m p u t e r a n d th e
s w it ch is d a y lig h t s a v in g s t im e . In t h e s y s ad m s e t u p co m m a n d , y o u a r e a s k e d fo r t h e
t im e - z o n e o ffs e t a n d d a y lig h t s a v in g s t im e . A n s w e r n o t o t h e d a y lig h t s a v in g s t im e
q u e s t io n . Y o u m u s t t h e n m a n u a lly ch a n g e t h e d a t e a n d t im e u s in g t h e fo llo win g
p r o ce d u r e s .

H o w t o C h a n g e t h e D a t e o r T i m e

To ch a n g e t h e U N IX s y s t e m t im e o n t h e 3 B 2 co m p u t e r , d o t h e fo ll o w in g s t e p s :

1 A t t h e s y s t e m co n s o le t e r m in a l, lo g in a s ro o t.

2 Ex e cu t e t h e fo ll o w in g co m m a n d t o ch a n g e t h e d a t e o r t im e :

# s y s a d m d a t e t i m e

F o ll o w t h e in s t r u ct io n s p r in t e d o n t h e s cr e e n t o ch a n g e t h e d a t e a n d t im e . F or
m o r e d e t a ile d in fo r m a t io n o n y o u r p a r t icu la r 3 B 2 co m p u t e r , r e fe r t o y o u r
o w n e r / o p e r a t o r m a n u a l.

3 To e xit fr o m t h e s y s ad m d at e t i m e p r o g r a m a ft e r y o u h a v e ch a n g e d t h e U N IX
s y s t e m t im e , e n t e r ‘ ‘ q ’ ’ .
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I n c r e a s i n g S p l i t s , A g e n t s , T r u n k s , a n d
T r u n k G r o u p s

Th e s w it ch p a r a m e t e r s (n u m b e r s o f s p lit s , a g e n t s , t r u n k s , a n d t r u n k g r ou p s ) in C M S m u s t b e
e q u a l t o o r g r e a t e r t h a n t h e n u m b e r s s e t u p o n t h e s w it ch . W h e n t h e y a r e n o t , y o u m u s t u s e
t h e sw set u p co m m a n d t o ch a n g e t h e n u m b e r s in C M S .

N O T E If y o u r s y s t e m h a s C a ll Ve ct o r in g , y o u m u s t a ls o u s e t h is p r o ce d u r e t o in cr e a s e th e
n u m b e r o f VD N s a n d v e ct o r s .

Th e s e n u m b e r s a r e in it ia lly e s t a b lis h e d w h e n y o u r s y s t e m is in s t a lle d . H o w e v e r, y o u w ill h a v e
t o ch a n g e t h e n u m b e r s in C M S if e it h e r o f t h e fo ll o w in g e v e n t s o ccu r :

Y o u r s w it ch is u p g r a d e d t o a n e w r e le a s e

Th e n u m b e r o f m e a s u r e d s p lit s , a g e n t s , t r u n k s , o r t r u n k g r o u p s is ch a n g ed o n t h e
s w it ch .

C A U T I O N If t h e n u m b e r o f m e a s u r e d s p lit s , a g e n t s , t r u n k g r o u p s , o r t r u n k s
e xce e d t h e q u a n t it ie s d e fin e d in t h e S H A RED M EM O RY
A LL O C A TIO N in C M S , t h e lin k b e t w e e n C M S a n d t h e s w it ch w ill
t r y u n s u cce s s f u l l y t o in it ia liz e . A l s o , d u r i n g t h e s e i n i t i al i z at i o n
at t e m p t s , A CD ag e n t s w i l l n o t b e ab l e t o l o g i n o r l o g o u t .
Th e r e fo r e , b e fo r e y o u in cr e a s e t h e n u m b e r o f m e a s u r e d s p lit s ,
a g e n t s , t r u n k g r o u p s , o r t r u n k s o n t h e s w it ch , y o u m a y n e e d t o
in cr e a s e t h e s h a r e d m e m o r y a ll o ca t io n q u a n t it ie s (s w s e t u p
co m m a n d ) o n C M S.

N O T E Y o u ca n in cr e a s e t h e n u m b e r o f m e a s u r e d s p lit s u s in g t h e S e s s io n St a t u s s cr e en (s e e
C h a p t e r 1 1 , ‘ ‘ M a in t e n a n ce ’ ’ ). H o w e v e r , y o u m u s t s t ill u s e t h e sw set u p co m m a n d t o
in cr e a s e t h e s h a r e d m e m o r y a ll o ca t io n q u a n t it e s fo r t h e in cr e a s e in s p lit s .

1 A t t h e s y s t e m co n s o le t e r m in a l, lo g in a s ro o t a n d e xe cu t e t h e fo ll o w in g co m m a n d s :
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In c r ea si ng S pl i t s, A gen ts, T r u nks, a nd T r u nk G roups

# s h u t d o w n - g 6 0 - y - i 1
# m o u n t a l l
# r m q u e u e s

2 N e xt , e xe cu t e t h e fo ll o w in g co m m a n d t o v e r ify t h a t t h e q u e u e s w e r e r e m o v e d :

# i p c s - a

If a ll t h e q u e u e s w e r e n o t r e m o v e d , u s e t h e i p crm co m m a n d t o r e m o v e t h e m .
[ Re fe r t o Sec t i o n 1 o f t h e U N I X Sy st em U ser R eferen ce M a n u al, (3 0 5 - 5 1 1 ).]
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In c r ea si ng S pl i t s, A gen ts, T r u nks, a nd T r u nk G roups

3 Ex e cu t e t h e fo ll o w in g co m m a n d t o ch a n g e t h e s w it ch p a r a m e t e r s :

# / c m s / b i n / s w s e t u p / c m s / < A C D H O M E >

W h e r e < A C D H O M E > e q u a ls a cd1, a cd2, a cd3, o r a cd4 (w h ich e v e r a p p lie s ).

4 A n s w e r t h e q u e s t io n s t o t h e s w s e t u p s cr ip t a n d m a k e ch a n g e s t o t h e A C D a s
n e ce s s a r y .

Th e fo llo w in g t w o s cr e e n illu s t r a t io n s s h o w t h e s w s e t u p s cr ip t .

N O T E Th e fie ld in p u t s s h o w n in t h e fo ll o w in g illu s t r a t io n s a r e o n ly e xa m p le s .
Th e a ct u a l in p u t s t h a t y o u e n t e r m a y b e q u it e d iffe r e n t .

Y o u m u s t b e i n ’ r o o t ’ a n d i n ’ s i n g l e - u s e r ’ t o m a k e c h a n g e s .

S W I T C H I D E N T I F I C A T I O N
n a m e : M A G I C _ K I N G D O M
t y p e : S 8 5

r e l e a s e : R 2 V 3

D o y o u w a n t t o c h a n g e s w i t c h i d e n t i f i c a t i o n ( y e s , n o ) ? _

S W I T C H C O N N E C T I O N
l i n k : 1
p o r t : 6 4

t i m e z o n e : 0

D o y o u w a n t t o c h a n g e s w i t c h c o n n e c t i o n ( y e s , n o ) ? _
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In c r ea si ng S pl i t s, A gen ts, T r u nks, a nd T r u nk G roups

S H A R E D M E M O R Y A L L O C A T I O N
s p l i t s : 4 0
a g e n t s : 5 0 0

t r u n k g r o u p s : 2 5 0
t r u n k s : 2 5 0

u n m e a s t r u n k s : 1 0 0

D o y o u w a n t t o c h a n g e d a t a b a s e a l l o c a t i o n ( y e s , n o ) ? y
s p l i t s ( 1 - 6 0 ) : _
a g e n t s ( 1 - 1 0 2 4 ) : _
t r u n k g r o u p s ( 0 - 2 5 5 ) : _
t r u n k s ( 0 - 1 4 0 0 ) : _
u n m e a s u r e d f a c i l i t i e s ( 1 0 0 - 1 2 5 0 ) : _

c h a n g e s w e r e s a v e d s u c c e s s f u l l y
$

C A U T I O N If t h e n u m b e r o f m e a s u r e d s p lit s , a g e n t s , t r u n k g r o u p s , o r t r u n k s
e xce e d t h e q u a n t it ie s d e fin e d in t h e S H A RED M EM O RY
A LL O C A TIO N in C M S , t h e lin k b e t w e e n C M S a n d t h e s w it ch w ill
t r y u n s u cce s s f u l l y t o in it ia liz e . A l s o , d u r i n g t h e s e i n i t i al i z at i o n
at t e m p t s , A CD ag e n t s w i l l n o t b e ab l e t o l o g i n o r l o g o u t .
Th e r e fo r e , b e fo r e y o u in cr e a s e t h e n u m b e r o f m e a s u r e d s p lit s ,
a g e n t s , t r u n k g r o u p s , o r t r u n k s o n t h e s w it ch , y o u m a y n e e d t o
in cr e a s e t h e s h a r e d m e m o r y a ll o ca t io n q u a n t it ie s (s w s e t u p
co m m a n d ) o n C M S.

5 Ex e cu t e t h e fo ll o w in g co m m a n d t o p u t t h e 3 B 2 co m p u t e r in t h e m u lt iu s e r s t a te :

# s h u t d o w n - g 0 - y - i 6

6 L o g in a s a cd1, a cd2, a cd3, o r a cd4 (w h ich e v e r a p p lie s ), a n d v e r ify t h a t t h e m e a s u r e d
co m p o n e n t s lis t e d o n t h e Se s s io n S t a t u s s cr e e n a r e co r r e ct .
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V i e w i n g o r P r i n t i n g a R e p o r t S e n t t o a F i l e
If y o u h a v e s e n t a S t a n d a r d H is t o r ica l, C u s t o m H is t o r ica l, Ex ce p t io n , Fo r e ca s t, o r A g e n t Tr a ce
r e p o r t t o a file , y o u ca n v ie w o r p r in t t h a t r e p o r t w it h t h e fo ll o w in g p r o ce d u r e:

1 Se le ct t h e U N I X o p t io n o n t h e C M S M a in M e n u .

[ Th e U N IX s cr e e n a p p e a r s . ]

2 Ty p e t h e fo ll o w in g co m m a n d a n d p r e s s R E TUR N t o v ie w t h e r e p o r t :

$ v i < r e p o r t f i l e n a m e >

[ Th e r e p o r t w ill a p p e a r o n t h e s cr e e n . ]

3 To le a v e v i, t y p e Z Z o r : w q . S e e A p p e n d ix A fo r m o r e v i co m m a n d s .

4 To p r in t t h e r e p o r t , t y p e t h e fo ll o w in g co m m a n d a n d p r e s s R E TUR N :

$ l p < r e p o r t f i l e n a m e >

[ Th e r e p o r t w ill b e p r in t e d o n y o u r d e fa u lt s y s t e m p r in t e r . ]

N O T E If y o u d o n o t r e m e m b e r t h e file n a m e o f y o u r r e p o r t , y o u ca n t y p e ls - C a t t h e $
p r o m p t t o g e t a lis t o f a ll r e p o r t s (in a d d it io n t o o t h e r file s ) t h a t h a v e b e e n s e n t t o a
U N IX s y s t e m file .

3 B C M S A d m i n i s t r a t i o n 1 2-2 5



R e m o v i n g t h e S c r e e n F l a s h o n H i s t o r i c a l
R e p o r t s

W h e n v ie w in g h is t o r ica l r e p o r t s o r t h e Er r o r L o g , o r w h e n w o r k in g in t h e U N IX o r S ch e d u le
s u b s y s t e m s , t h e s cr e e n m a y fla s h w h e n y o u p r e s s in a p p r o p r ia t e k e y s o r p r e s s m o v e m e n t k e y s
e xce s s iv e ly . U s e t h is p r o ce d u r e t o e lim in a t e t h e fla s h .

1 Se le ct t h e U N I X s y s t e m o p t io n fr o m t h e C M S m a in m e n u .

[ Th e U N IX s y s t e m p r o m p t ($) a p p e a r s . ]

2 If n e ce s s a r y , a cce s s y o u r U N IX s y s t e m u s e r d ir e ct o r y b y e n t e r in g t h e fo llo w in g
co m m a n d :

$ c d / c m s / a c d [ n ] / u s e r s / [ y o u r u s e r I D ]

n is t h e n u m b e r o f t h e A C D y o u a r e cu r r e n t ly lo g g e d in t o .

3 P r e s s R E TUR N . Y o u w ill g e t a n e w $ p r o m p t .

4 En t e r t h e co m m a n d v i .ex rc a n d p r e s s R E TUR N .

[ Y o u r e xis t in g o r a n e w .ex rc file w ill a p p e a r . ]

˜
˜

5 En t e r se n o fl a sh a n d s a v e it u s in g v i e d it o r co m m a n d s (s e e A p p e n d ix A ).

6 P r e s s E X I T t o e xit t h e U N IX s y s t e m .

[ Th e r e m o v a l o f t h e s cr e e n fla s h w ill t a k e e ffe ct im m e d ia t e ly . In p la ce o f t h e fla s h ,
a b e e p in g s o u n d w ill o ccu r w h e n y o u p r e s s in a p p r o p r ia t e k e y s o r p r e s s m o v em e n t
k e y s e xce s s iv e ly . ]

1 2-2 6 U N I X S y s t e m



A d m i n i s t e r i n g a N e w P r i n t e r
Th is p r o ce d u r e s h o w s y o u h o w t o id e n t ify a n e w p r in t e r t o t h e U N IX s y s t e m a n d t h e 3 B
co m p u t e r . B e fo r e y o u b e g in t h is p r o ce d u r e , m a k e s u r e t h e p r in t e r is a t ta ch e d t o t h e a p p r o p r ia t e
p o r t o n t h e 3 B co m p u t e r a n d y o u k n o w t h e t t y n u m b e r o f t h e p o r t . D iffe r e n t t y p e s o f p r in t e r s
r e q u ir e d iffe r e n t 3 B p o r t s .

1 L o g in a s ro o t. S u p p ly t h e co r r e ct p a s s w o r d w h e n p r o m p t e d .

2 Ty p e t h e fo ll o w in g co m m a n d t o lis t a ll y o u r e xist in g p r in t e r s .

# l p s t a t - t

3 Ex e cu t e t h e fo ll o w in g co m m a n d t o g o t o t h e d ir e ct o r y t h a t co n t a in s t h e n e w p r in t e r
a d m in is t r a t io n p r o g r a m a n d o t h e r r e la t e d file s :

# c d / e t c / f e a t / c m s / l p s e t u p

4 Ex e cu t e t h e fo ll o w in g p r o g r a m t o a d m in is t e r t h e n e w p r in t e r :

# . / s e t u p p r

F o ll o w t h e d ir e ct io n s in t h e p r o g r a m u n t il t h e n e w p r in t e r h a s b e e n a d m in is t e r e d .

N O T E If t h e p r in t e r m o d e l is ‘ ‘ a t t 4 7 5 ’ ’ o r ‘ ‘ a t t 4 7 6 ’ ’ , D IP 5 o n s w it ch S W 2 4 o f t h e
p r in t e r m u s t b e ‘ ‘ O N ’ ’ (C L O S ED ), a n d D IP 6 o n s w it ch S W 2 4 o f t h e
p r in t e r m u s t b e ‘ ‘ O F F ’ ’ (O P EN ). Re fe r t o t h e U sers Gu i d e 470/ 471,
475/ 476 Prin t ers (9-9 9 - 7 0 0 - 3 0 3 IS ) d o cu m e n t fo r t h e A T&T 4 7 5 p r in t e r t o

3 B C M S A d m i n i s t r a t i o n 1 2-2 7



A d mi nist eri ng a N e w P ri nter

d e t e r m in e t h e lo ca t io n o f s w it ch SW 2 4 .

1-2 2 8 U N I X S y s t e m



A d mi nist eri ng a N e w P ri nter

5 If t h e m o d e l n a m e o f t h e n e w p r in t e r is n o t lis t e d a s a s e le ct io n in t h e p r o g r am , e xit
fr o m t h e p r o g r a m b y p r e s s in g t h e DE LETE o r B R E AK k e y a n d d o t h e fo ll o w in g
s t e p s :

a M a k e a co p y o f t h e p rn t r.m o del file a n d n a m e it a cco r d in g t o it s p r in t e r
m o d e l n a m e :

# c p p r n t r . m o d e l < n e w _ p r i n t e r _ m o d e l _ n a m e >

b Ed it t h e n e w file :

# e d < n e w _ p r i n t e r _ m o d e l _ n a m e >

- - o r - -

# v i < n e w _ p r i n t e r _ m o d e l _ n a m e >

c F o ll o w t h e d ir e ct io n s in t h e n e w file t o s e t t h e ‘ ‘ M O D ES’ ’ fo r t h e n e w
p r in t e r . W r it e a n d q u it t h e file .

N O T E Y o u m a y h a v e t o r e fe r t o y o u r p r in t e r m a n u a l fo r M O D E
in fo r m a t io n .

3 B C M S A d m i n i s t r a t i o n 1 2-2 9



A d mi nist eri ng a N e w P ri nter

d M o v e t h e n e w file t o t h e C M Sm o del s d ir e ct o r y :

# m v < n e w _ p r i n t e r _ m o d e l _ n a m e > C M S m o d e l s

e Ex e cu t e t h e fo ll o w in g p r o g r a m a g a in :

# . / s e t u p p r

F o ll o w t h e d ir e ct io n s in t h e p r o g r a m u n t il t h e n e w p r in t e r h a s b e e n a d m in is t e r e d .

1 2-3 0 U N I X S y s t e m



A d m i n i s t e r i n g a N e w T e r m i n a l
A ft e r a n e w t e r m in a l h a s b e e n co n n e ct e d t o t h e co m p u t e r , t h e t e r m in a l o p tio n s o n t h e t e r m in a l
h a v e t o b e s e t , a n d t h e U N IX s y s t e m h a s t o b e a d m in is t e r e d fo r t h e co m p u t e r t o r e co g n iz e t h e
n e w t e r m in a l. C h e ck t h e in s t a ll a t io n a n d p e r ip h e r a l d o cu m e n t a t io n fo r y o u r co m p u t e r m o d e l t o
e n s u r e t h a t t h e t e r m in a l is p r o p e r ly co n n e ct e d t o t h e co m p u t e r .

Th e 3 B C a ll M a n a g e m e n t S y s t e m s u p p o r t s t h e fo ll o w in g d is p la y t e r m in a ls :

A T&T D A TA S P EE D 4 4 2 5 Te r m in a l

6 0 5 B u s in e s s C o m m u n ica t io n s Te r m in a l (B C T)

N O T E Th e 6 0 5 B C T h a s b e e n m a n u fa ct u r e d is co n t in u e d (M D ). C M S w ill s t ill
s u p p o r t t h is t e r m in a l; h o w e v e r , t h e 7 0 5 M u lt it a s k in g Te r m in a l h a s
r e p la ce d t h e 6 0 5 B C T.

6 1 0 B C T

6 1 5 M u lt it a s k in g (M T) Te r m in a l

6 1 5 C o lo r M u lt it a s k in g Te r m in a l (C M T). S e e 3B CM S Gra ph i cs A d m i n ist ra t i o n
(5-8 5 - 2 1 5 - 5 0 5 ) d o cu m e n t fo r m o r e in fo r m a t io n .

6 2 0 M u lt it a s k in g G r a p h ics (M TG ) Te r m in a l

7 0 5 M u lt it a s k in g Te r m in a l

A T&T 6 5 0 0 D is p la y Te r m in a ls (6 5 2 8 , 6 5 2 9 , 6 5 3 8 , a n d 6 5 3 9 ) w it h v t 2 2 0 e m u la t io n .
Se e A p p e n d ix B , ‘ ‘ 6 5 0 0 D is p la y Te r m in a ls ’ ’ fo r m o r e in fo r m a t io n .

T e r m i n a l O p t i o n s

Th e fo llo w in g fig u r e s s h o w t h e p r e fe r r e d s e t t in g s fo r t h e s u p p o r t e d t e r m in a ls . F or t h e 6 5 0 0
d is p la y t e r m in a ls , s e e A p p e n d ix B .

N O T E Th e fig u r e s s h o w t h e s e t t in g s fo r a 3 B 2 co m p u t e r .

3 B C M S A d m i n i s t r a t i o n 1 2-3 1



A d mi nist eri ng a N e w T e r mi na l

N O T E Th e b a u d r a t e s s h o w n in t h e fig u r e s a r e t h e m a xim u m r e co m m e n d e d r a t e s . Th e
En h a n ce d P o r t s ca r d s s u p p ly a m a xim u m t h r o u g h p u t o f 1 9 .2 K b a u d t h r o u g h 8 p o r t s .
Th e 4 8 0 0 b a u d r a t e m a y h a v e t o b e r e d u ce d if m o r e t h a n 4 p o r t s t o a ca r d a r e u s e d .

4 4 2 5 T e r m i n a l

S p e e d
D u p l e x

S e n d P a r i t y
C h e c k P a r i t y

1-3 2 C o l u m n s
M e m o r y A c c e s s

C l o c k
W a i t f o r D S R

" En t e r " K e y

A n s w e r b a c k

f u l l

n o

o f f
s c r o l l
a s y n c h

n o

R e t u r n K e y
N e w l i n e o n LF

A u t o w r a p
C u r s o r

K e y c l i c k
M a r g i n B e l l

D i a l e r
A n s w e r o n C o n n e c t

C R
n o
o n

o f f

n o
n o

Tr a n s m i s s i o n
Li n e S e n d

B l o c k S e n d
S e n d F r o m

Ed i t K e y s
S e n d A t t r i b u t e s

A u t o a n s w e r
V T 5 2

B l o c k t e r m i n a t o r

c h a r
k e y e d

u n p r o t
c u r s o r

s e n d
n o
n o
n o

C U R R E N T O P TI O N S
V e r s i o n

A U X I LI A R Y P R I N TE R O P TI O N S

F i e l d S e p a r a t o r

P r i n t e r M o d e l
S p e e d

F l o w C o n t r o l
A l a r m

P R EV I O U S
F I ELD

N EX T
F I ELD

S TEP D EFA U L T
V A LU E S

S A V ED
V A LU E S

S A V E
A LL

P R I N T
S C R EE N

M O N I TO R
M O D E *

c o l x x x r o w x x x

s p a c e

4-8 0 0

*

*

*
*

*
*

* U s e r P r e f e r e n c e

F i g u r e 1 2-2 T e r m i n al O p t i o n s f o r a 4425 T e r m i n al

If a n y o f t h e 4 4 2 5 t e r m in a l o p t io n s a r e in co r r e ct , s e e t h e m a n u a l t h a t ca m e w it h t h e t e r m in a l
fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .

1 2-3 2 U N I X S y s t e m



A d mi nist eri ng a N e w T e r mi na l

6 0 5 B C T

O P T I O N S S E T U P

C o m m u n i c a t i o n s U s e r P r e f e r e n c e s

S p e e d 4 8 0 0 C o l u m n s _ 8 0 _
S e n d P a r i t y s p a c R e v e r s e V i d e o _ n o _
C h e c k P a r i t y _ n o _ B e l l _ o n _
L o c a l E c h o _ o f f K e y C l i c k _ o f f
M o n i t o r M o d e _ o f f S c r o l l i n g j u m p
A u t o W r a p _ o n _ S c r o l l S p e e d m e d _
N e w l i n e o n L F _ n o _ C u r s o r T y p e b l c k
R e t u r n K e y _ C R _ C u r s o r B l i n k _ n o _
E n t e r K e y < - L a b e l s _ o n _
T e r m i n a l M o d e n o r m S w a p D e l e t e / D e l _ n o _

D O N E 6 0 5 B C T - 1 . 0

T O E N D S E T U P V A L U E S V A L U E S O P T I O N
C L E A R N E X T S A V E S A V E D D E F A U L T C H A N G E

F i g u r e 1 2-3 T e r m i n al O p t i o n s f o r a 605 BCT

If a n y o f t h e 6 0 5 B C T o p t io n s a r e in co r r e ct , r e fe r t o t h e 605 B u si n ess Co m m u n i ca t i o n s
T erm i n al, U ser’ s Gu i d e (9-9 9 - 3 0 0 - 2 9 9 IS ) fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .

3 B C M S A d m i n i s t r a t i o n 1 2-3 3



A d mi nist eri ng a N e w T e r mi na l

6 1 0 B C T

O P T I O N S S E T U P

C o m m u n i c a t i o n s U s e r P r e f e r e n c e s

S p e e d 4 8 0 0 C o l u m n s - 8 0 -
S e n d P a r i t y s p a c S c r o l l i n g j u m p
C h e c k P a r i t y - n o - R e v e r s e V i d e o - n o -
L o c a l E c h o - o f f V o l u m e - 1 - -
M o n i t o r M o d e - o f f K e y C h c k - o f f
A u t o W r a p - o n - C u r s o r T y p e b l c k
N e w l i n e o n L F - n o - C u r s o r B l i n k - n o -
R e t u r n K e y - C R - L a b e l s - o n -
E n t e r K e y < -

T O E N D S E T U P V A L U E S V A L U E S O P T I O N
C L E A R N E X T S A V E S A V E D D E F A U L T C H A N G E

F i g u r e 1 2-4 T e r m i n al O p t i o n s f o r a 610 BCT

N O T E Th e ‘ ‘ V o lu m e ’ ’ o p t io n in F ig u r e 1 2 - 5 r e fe r s t o t h e a la r m b e ll. Th e s e t t in g s r a n g e
fr o m 1 t o 7 , w it h 1 b e in g t h e lo w e s t v o lu m e .

If a n y o f t h e 6 1 0 B C T o p t io n s a r e in co r r e ct , r e fe r t o t h e U ser’ s Gu i d e, 610 B u si n ess
C o m m u n i ca t i o n s T erm i n al (9-9 9 - 3 0 0 - 2 7 0 IS ) fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .

1 2-3 4 U N I X S y s t e m



A d mi nist eri ng a N e w T e r mi na l

6 1 5 M T

O P T I O N S S E T U P

C o m m u n i c a t i o n s U s e r P r e f e r e n c e s

I / O C a r d i d l e C a r t r i d g e i d l e
S p e e d 4 8 0 0 C o l u m n s _ 8 0 _
S e n d P a r i t y s p a c R e v e r s e V i d e o _ n o _
C h e c k P a r i t y _ n o _ V o l u m e _ 4 _ _
L o c a l E c h o _ o f f K e y C l i c k _ o f f
E n c o d i n g _ o f f S c r o l l i n g j u m p
G e n e r a t e F l o w _ o n _ S c r o l l S p e e d m e d _
R e c e i v e F l o w _ o f f
P a s s F l o w _ y e s

M o n i t o r M o d e _ o f f C u r s o r T y p e b l c k
A u t o W r a p _ o n _ C u r s o r B l i n k _ n o _
N e w l i n e o n L F _ n o _ L a b e l s _ o n _
R e t u r n K e y _ C R _
E n t e r K e y _ C R _

6 1 5 M T 1 . 1

T O E N D S E T U P V A L U E S V A L U E S O P T I O N
C L E A R N E X T S A V E S A V E D D E F A U L T C H A N G E

F i g u r e 1 2-5 T e r m i n al O p t i o n s f o r a 615 M T

If a n y o f t h e 6 1 5 M T o p t io n s a r e in co r r e ct , r e fe r t o t h e U ser’ s Gu i d e, 615 M u l t i t a ski n g
T erm i n al (9-9 9 - 3 0 0 - 3 0 2 IS ) fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .

3 B C M S A d m i n i s t r a t i o n 1 2-3 5



A d mi nist eri ng a N e w T e r mi na l

6 1 5 C o l o r M T

. . . . . . . ..
. . . . . . . . ...

6 1 5 C M T 1 . 0

TO EN D
C LE A R

S ETU P
N EX T SA V E

V A LU E S
S A V ED

V A LU E S
D EFA U LT

O P TI O N
C H A N G E

U S ER P R EFER EN C ES C O M M U N I C A TI O N S

O P TI O N S S ETU P

F o r e g r o u n d
La b e l s
C u r s o r B l i n k
C u r s o r Ty p e

S w a p D e l e t e / D e l
A l t e r n a t e K e y p a d
S c r o l l S p e e d
S c r o l l i n g
K e y C l i c k
V o l u m e
R e v e r s e V i d e o
C o l u m n s

B a c k g r o u n d

o f f

n o

m e d i u m
j u m p

4

b l o c k

o n

n o

n o

8-0

o f f

S p e e d
S e n d P a r i t y
C h e c k P a r i t y
Lo c a l Ec h o
En c o d i n g
F l o w C o n t r o l
G e n e r a t e F l o w
R e c e i v e F l o w
P a s s F l o w

M o n i t o r M o d e
A u t o w r a p
N e w l i n e o n LF
R e t u r n K e y
En t e r K e y

D C 1 / D C 3

o f f

o f f

o f f
o f f

C R

n o n e
9-6 0 0

y e s

o n

o n

n o

n o

. . . . . . . . . . . ..
. . . . . . . . . . . . ...

. . . . . . . . . . . ..
. . . . . . . . . . . . ...

F i g u r e 1 2-6 T e r m i n al O p t i o n s f o r a 615 C M T

If a n y o f t h e 6 1 5 C M T o p t io n s a r e in co r r e ct , r e fe r t o t h e U ser’ s Gu i d e, 615 C o lor M u l t i t a ski n g
T erm i n al (9-9 9 - 3 0 0 - 5 7 0 ) fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .

N O T E A ft e r e xit in g t h e Set u p s cr e e n , t h e s cr e e n y o u r e t u r n t o w ill b e b la n k . To r e fr e s h t h e
s cr e e n , p r e s s C TR L - L. Th is w ill r e t u r n t h e C M S s cr e e n y o u w e r e v ie w in g b e fo r e
e n t e r in g t h e Set u p s cr e e n .

N O T E W h ile s o m e co lo r m o n it o r s w ill a ll o w y o u t o m o d ify t h e fo r e g r o u n d a n d
b a ck g r o u n d co lo r s ch e m e s , t h e b a r g r a p h r e p o r t s a r e m o s t e ffe ct iv e w h e n u s e d w it h
a b la ck a n d w h it e co m b in a t io n o f t h e fo r e g r o u n d a n d b a ck g r o u n d co lo r s .

1 2-3 6 U N I X S y s t e m



A d mi nist eri ng a N e w T e r mi na l

6 2 0 M T G

O P T I O N S S E T U P

C o m m u n i c a t i o n s U s e r P r e f e r e n c e s

S p e e d 4 8 0 0 R e v e r s e V i d e o _ n o _
S e n d P a r i t y e v e n V o l u m e _ 4 _ _
C h e c k P a r i t y _ n o _ K e y C l i c k _ o f f
L o c a l E c h o _ o f f
E n c o d i n g _ o f f M o u s e M o v e m e n t _ 1 : 1
G e n e r a t e F l o w _ o n _ M o u s e B u t t o n 3 r i g h t
R e c e i v e F l o w _ o f f
P a s s F l o w _ y e s P r i n t e r T y p e 5 3 2 0

P r i n t e r A l a r m _ n o _
P r i n t e r S p e e d 1 2 0 0
P r i n t e r P a r i t y n o n e

M o n i t o r M o d e _ o f f C u r s o r T y p e b l c k
A u t o W r a p _ o n _ C u r s o r B l i n k _ n o _
N e w l i n e o n L F _ n o _ L a b e l s _ o n _
R e t u r n K e y _ C R _
E n t e r K e y < . . .

6 2 0 / B a s i c - 1 . 1

T O E N D S E T U P V A L U E S V A L U E S O P T I O N
C L E A R N E X T S A V E S A V E D D E F A U L T C H A N G E

F i g u r e 1 2-7 T e r m i n al O p t i o n s f o r a 620 M T G

If a n y o f t h e 6 2 0 M T o p t io n s a r e in co r r e ct , r e fe r t o t h e U ser’ s Gu i d e, 620 M u l t i t a ski n g Gr a p h i cs
T erm i n al (9-9 9 - 3 0 0 - 2 1 1 IS ) fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .
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A d mi nist eri ng a N e w T e r mi na l

7 0 5 M T T e r m i n a l O p t i o n s
Th e 7 0 5 M T Te r m in a l r e p la ce s o r e m u la t e s t h e 6 0 5 B C T t e r m in a l. To p r o p e r ly s et u p t h e
t e r m in a l, y o u m a y n e e d t o ch a n g e s o m e o f t h e o p t io n s o n t h e Te r m in a l S e t up s cr e e n .

Th e d e fa u lt o p t io n s a r e co r r e ct w it h t h e e xce p t io n o f t h e ‘ ‘ P o r t M a p p in g ’ ’ o pt io n . Th is s h o u ld
b e s e t s o t h a t it w ill r e a d P o r t 2 fo r M a in a n d P o r t 1 fo r A U X . Re fe r t o t h e 705 M u l t i - T a ski n g
T erm i n al U ser’ s Gu i d e (9-9 9 - 3 0 0 - 6 6 0 ) fo r in s t r u ct io n s o n h o w t o ch a n g e t h e o p t io n s .

A ft e r m a k in g t h e ch a n g e , t h e 7 0 5 M T o p t io n s s h o u ld b e s e t t o t h e s e t t in g s ou t lin e d in t h e
fo ll o w in g w in d o w s .

U s e r P r e f e r e n c e s W i n d o w

U S E R P R E F E R E N C E S

L i n e s 2 4
C o l u m n s 8 0
R e v e r s e V i d e o N o
S c r e e n S a v e r 3 0 m i n .
S c r o l l i n g J u m p
S c r o l l S p e e d M e d i u m
L a b e l s O n
K e y C l i c k O f f
W a r n i n g B e l l O n
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A d mi nist eri ng a N e w T e r mi na l

C o m m u n i c a t i o n s O p t i o n s W i n d o w

C O M M U N I C A T I O N S O P T I O N S

M A I N A U X

P o r t 2 P o r t M a p p i n g P o r t 1
H o s t P o r t S e r v i c e P r i n t e r
9 6 0 0 S p e e d 9 6 0 0
1 b i t S t o p B i t s 1 b i t
7 b i t s D a t a B i t s 7 b i t s
S p a c e S e n d P a r i t y S p a c e

N o C h e c k P a r i t y N o
O f f L o c a l E c h o -
O f f E n c o d i n g -

X O N / X O F F G e n e r a t e F l o w X O N / X O F F
N o n e R e c e i v e F l o w X O N / X O F F
2 4 0 X O F F a t 2 4 0
- T r a n s m i t L i m i t -
N o A n s w e r b a c k o n C o n n e c t -

M a i n C l e a r C o m m u n i c a t i o n P o r t A u x

Ge n e r a l O p t i o n s W i n d o w

G E N E R A L O P T I O N S

P R I M A R Y / W I N D O W 1 W I N D O W 2

7 0 5 E m u l a t i o n 7 0 5
N o N e w l i n e o n L F N o

7 b i t s T r a n s m i t C o n t r o l s 7 b i t s
N o r m a l B a c k s p a c e M o d e N o r m a l

U n l o c k e d U s e r F e a t u r e s L o c k e d
N o C o n c e a l A n s w e r b a c k N o

( b l a n k ) A n s w e r b a c k ( b l a n k )
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A d mi nist eri ng a N e w T e r mi na l

D i s p l a y O p t i o n s W i n d o w

D I S P L A Y O P T I O N S

P R I M A R Y / W I N D O W 1 W I N D O W 2

O f f M o n i t o r M o d e O f f
B l o c k C u r s o r T y p e B l o c k
O f f C u r s o r B l i n k O f f
Y e s D i s p l a y C u r s o r Y e s

B o t t o m S t a t u s L i n e P o s i t i o n B o t t o m
H o s t S t a t u s L i n e T y p e H o s t

M u l t n a t l C h a r a c t e r M o d e M u l t n a t l
I S O L a t n I n t e r n a t i o n a l F o n t I S O L a t n

O n A u t o w r a p O n

K e y b o a r d O p t i o n s W i n d o w

K E Y B O A R D O P T I O N S

P R I M A R Y / W I N D O W 1 W I N D O W 2

C a p s L c k C a p s / S h i f t L o c k K e y C a p s L c k
C R < - - C R
< - - E n t e r K e y < - -
Y e s A u t o r e p e a t Y e s
Y e s M a r g i n B e l l Y e s

E n a b l e d C o m p o s e K e y E n a b l e d
E n a b l e d B r e a k K e y E n a b l e d

U S K e y b o a r d L a n g u a g e U S
N u m e r i c N u m e r i c P a d N u m e r i c
N o r m a l C u r s o r K e y s N o r m a l

N o S w a p D e l e t e N o
N o n e C o n t r o l K e y S w a p p i n g N o n e

- L e g e n d s -
- U s e r D e f i n e d K e y s -
B S B a c k s p a c e K e y s B S
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A d mi nist eri ng a N e w T e r mi na l

P r i n t e r O p t i o n s W i n d o w

P R I N T E R O P T I O N S

P R I M A R Y / W I N D O W 1 W I N D O W 2

P a g e S e l e c t P r i n t R e g i o n P a g e
N o r m a l P r i n t M o d e N o r m a l
N o n e P r i n t e r T e r m i n a t o r N o n e

N a t i o n a l P r i n t e r F o n t R e s t r i c t i o n N a t i o n a l
N o P r i n t e r A l a r m N o
Y e s P r i n t e r t o H o s t Y e s

H o w t o A d m i n i s t e r a N e w T e r m i n a l

1 Se le ct t h e U N I X s y s t e m o p t io n fr o m t h e C M S m a in m e n u , a n d p r e s s R E TUR N .

2 Ty p e t h e fo ll o w in g co m m a n d :

$ s u -

a n d p r e s s R E TUR N . Th is ch a n g e s y o u r id e n t ifica t io n t o t h e U N IX s y s t e m t o t h a t o f
ro o t . Y o u w ill b e p r o m p t e d fo r t h e ro o t p a s s w o r d . En t e r it , a n d p r e s s R E TUR N .

3 B C M S A d m i n i s t r a t i o n 1 2-4 1



A d mi nist eri ng a N e w T e r mi na l

3 Ty p e t h e fo ll o w in g co m m a n d :

# s y s a d m t t y m g m t

Y o u w ill s e e a m e n u o f o p t io n s in t t y m a n a g e m e n t .

4 Se le ct 3 , m o dt t y .

Y o u w ill b e g iv e n a lis t o f p o r t s o n t h e 3 B 2 co m p u t e r .

5 Ty p e t t y n n in t h e fie ld r e q u e s t in g a p o r t n u m b e r fo r t h e n e w t e r m in a l, w h e r e t h e
n n is t h e n u m b e r o f t h e p o r t t o w h ich t h e n e w t e r m in a l is co n n e ct e d , a n d p r e ss
R E TUR N . Y o u w ill b e g iv e n a s e t o f o p t io n s t o s e le ct .

6 Sp e cify t h e o p t io n s a s s h o w n in t h e fo ll o w in g s cr e e n :

t t y < > n e w c h a r a c t e r i s t i c s :
S t a t e o n
H a n g u p D e l a y o f f
L i n e S e t t i n g 4 8 0 0
D e s c r i p t i o n c m s t e r m i n a l

7 P r e s s R E TUR N a n d q t o e n t e r y o u r t e r m in a l- a d m in is t r a t io n s p e cifica t io n s in t o t h e
s y s t e m a n d q u it t h e t t y m gm t p r o g r a m .
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P r i n t i n g R e p o r t s W h e n a L i n e P r i n t e r I s
B r o k e n

If y o u r s y s t e m h a s t w o lin e p r in t e r s , y o u ca n m a in t a in r e p o r t p r o d u ct io n w h e n a p r in t e r is
b r o k e n b y :

A C o n t in u in g t o s e n d p r in t jo b s t o t h e b r o k e n p r in t e r , a n d r e d ir e ct in g t h e q u e u e d jo b s
t o a w o r k in g p r in t e r w it h t h e U N IX s y s t e m lp m o v e co m m a n d .

B Ex e cu t in g a U N IX s y s t e m co m m a n d t o ch a n g e t h e d e fa u lt s y s t e m p r in t e r . Th is
ch o ice in v o lv e s s o m e ch a n g e s t o C M S s cr e e n s a s w e ll.

C Im m e d ia t e ly r e p la cin g t h e b r o k e n lin e p r in t e r a n d co n t in u in g w it h p r o d u ct io n .

P r o c e d u r e A — H o w t o R e d i r e c t P r i n t J o b s

1 Se le ct t h e U N IX s y s t e m o p t io n fr o m t h e C M S m a in m e n u a n d p r e s s R E TUR N .

Y o u s h o u ld g e t t h e U N IX s y s t e m p r o m p t $ .

2 D is a b le t h e p r in t e r b y e xe cu t in g t h e fo llo w in g co m m a n d :

$ d i s a b l e - r " < r e a s o n p r i n t e r i s b r o k e n > " < p r i n t e r _ n a m e >

Th e r o p t io n fo r t h e d i s ab l e co m m a n d a llo w s y o u t o s e n d a m e s s a g e t o a u s e r w h o
s u b m it s a p r in t jo b t o a d is a b le d p r in t e r . Th e m e s s a g e is s e n t t o t h e u s e r via t h e
m a il fa cilit y .

3 Ty p e t h e co m m a n d s u r o o t a n d p r e s s R E TUR N t o r e id e n t ify y o u r s e lf t o t h e
s y s t e m a s ro o t .

Y o u w ill b e p r o m p t e d fo r t h e ro o t p a s s w o r d .

4 Ty p e t h e p a s s w o r d a n d p r e s s R E TUR N .

Y o u s h o u ld g e t t h e ro o t p r o m p t # .

3 B C M S A d m i n i s t r a t i o n 1 2-4 3



P r i nti ng R e por t s W he n a Li ne P r i nter Is Br oken

5 To r e d ir e ct jo b s in t h e p r in t q u e u e , e xe cu t e t h e fo ll o w in g co m m a n d s :

# / u s r / l i b / l p s h u t
# / u s r / l i b / l p m o v e br o ken p rin t ern am e w o rkin gprin t ern a m e
# / u s r / l i b / l p s c h e d

p r e s s in g R E TUR N a ft e r e a ch .

N O T E Th e it a liciz e d s t r in g s a r e u s e r - s u p p lie d .

Th is s h u t s o ff t h e lin e - p r in t e r s ch e d u le r , m o v e s t h e q u e u e d jo b s t o a
w o r k in g p r in t e r , a n d r e s t a r t s t h e s ch e d u le r .

Th e q u e u e d jo b s s h o u ld n o w p r in t o n t h e w o r k in g p r in t e r .

Y o u w ill h a v e t o r e p e a t t h is p r o ce d u r e la t e r if a d d it io n a l jo b s a r e
s u b m it t e d a n d q u e u e d t o t h e b r o k e n p r in t e r .

P r o c e d u r e B — H o w t o C h a n g e t h e D e f a u l t
P r i n t e r

1 Se le ct t h e U N I X s y s t e m o p t io n in t h e C M S m a in m e n u a n d p r e s s R E TUR N .

Y o u w ill g e t t h e U N IX s y s t e m $ p r o m p t .

2 Ty p e t h e co m m a n d s u r o o t a n d p r e s s R E TUR N t o r e id e n t ify y o u r s e lf t o t h e
s y s t e m a s ro o t .

Y o u w ill b e p r o m p t e d fo r t h e ro o t p a s s w o r d .

3 Ty p e t h e p a s s w o r d a n d p r e s s R E TUR N .

Y o u s h o u ld g e t t h e ro o t p r o m p t # .
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P r i nti ng R e por t s W he n a Li ne P r i nter Is Br oken

4 Ty p e t h e fo ll o w in g co m m a n d :

# / u s r / l i b / l p a d m i n - dw o rki n gpri n t er

N O T E Th e it a liciz e d s t r in g is u s e r - s u p p lie d .

5 P r e s s R E TUR N .

Th is ch a n g e s t h e d e fa u lt s y s t e m p r in t e r fr o m t h e b r o k e n u n it t o a
w o r k in g p r in t e r .

6 W h e n y o u s e e t h e ro o t p r o m p t (# ), p r e s s t h e E X I T SLK t w ice t o r e t u r n t o t h e C M S
m a in m e n u .

7 Se le ct t h e A D M I N I S T R A T I O N o p t io n , a n d s e le ct t h e [ ] S y s t e m - A c c e s s
o p t io n o n t h e A d m in is t r a t io n m e n u . P r e s s R E TUR N fo r e a ch .

8 Ty p e t h e ID o f o n e u s e r o f y o u r C M S in t h e U s e r I D : _ _ _ _ _ _ _ _ _ _ _ _ _ fie ld .

9 P r e s s R E TUR N .

Th e d a t a a p p e a r s fo r t h e n a m e d u s e r .

10 In t h e P r i n t e r D e s t i n a t i o n : _ _ _ _ _ _ _ _ _ _ _ fie ld , t y p e t h e n a m e o f t h e
w o r k in g p r in t e r .

11 P r e s s t h e C HANG E SLK .

Th e n e w p r in t e r w ill b e co m e t h e d e s t in a t io n fo r t h is u s e r ’ s p r in t jo b s .

12 Re p e a t S t e p s 8 t h r o u g h 1 1 fo r a ll C M S u s e r s w h o u s e t h e s y s t e m p r in t e r .

13 P r e s s E X I T t w ice .

14 O n t h e C M S m a in m e n u , s e le ct t h e S C H E D U L E o p t io n .

3 B C M S A d m i n i s t r a t i o n 1 2-4 5



P r i nti ng R e por t s W he n a Li ne P r i nter Is Br oken

15 In t h e Sch e d u le m e n u , s e le ct t h e [ ] S c h e d u l e r o p t io n .

16 P r e s s t h e MO R E K E Y S a n d L I S T SLK s .

A lis t o f a ll s ch e d u le p r o g r a m s s h o u ld a p p e a r .

17 W r it e d o w n t h e n a m e s o f a ll p r o g r a m s t h a t co n t a in a p r in t e r s p e cifica t io n . If y ou
a r e n o t s u r e o f a g iv e n n a m e , w r it e it d o w n a n y w a y .

18 P r e s s E X I T .

Th e S ch e d u le m e n u s h o u ld a p p e a r .

19 Se le ct t h e [ ] P r o g r a m E d i t o r o p t io n .

Th e P r o g r a m Ed it o r s cr e e n s h o u ld a p p e a r .

20 Ty p e t h e fir s t n a m e o n y o u r lis t in t h e P r o g r a m N a m e : _ _ _ _ _ _ _ _ _ _ fie ld .

21 P r e s s t h e E DI T SLK .

Y o u w ill b e p la ce d in t h e v i e d it o r e n v ir o n m e n t , in t h e file co n t a in in g
t h e co m m a n d lin e s fo r t h e p r o g r a m n a m e d .

22 M a k e t h e r e q u ir e d ch a n g e s t o t h e p r in t e r n a m e in t h e co m m a n d lin e s u s in g th e v i
e d it o r .

N O T E To p e r fo r m a ‘ ‘ g lo b a l ch a n g e , ’ ’ t o o n e p r o g r a m in t h e v i e d it o r
e n v ir o n m e n t , p r e s s E S C a n d t y p e a co lo n . Th e n e n t e r t h e co m m a n d
g /o ld p rin t er/ s / /n ew p rin t er/ g p a n d p r e s s R E TUR N . Th e it a liciz e d p r in t e r
n a m e s a r e s it e - s p e cific.

23 P r e s s t h e WR I TE SLK t o s a v e y o u r ch a n g e s .

24 Re p e a t S t e p s 2 0 , 2 1 , 2 2 , a n d 2 3 fo r a ll a ffe ct e d p r o g r a m s .

25 P r e s s E X I T t o r e t u r n t o t h e P r o g r a m Ed it o r .

N o w a ll p r in t r e q u e s t s in y o u r s y s t e m w ill g o t o t h e w o r k in g p r in t e r .

B e s u r e t o r e v e r s e t h is p r o ce d u r e w h e n y o u r b r o k e n p r in t e r co m e s b a ck
o n lin e .
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A p p e n d i x A : T h e U N I X S y s t e m V i s u a l E d i t o r
( v i )

F u r t h e r in fo r m a t io n o n v i is a v a ila b le in t h e U N IX s y s t e m u s e r ’ s g u id e p u b lis h e d fo r y o u r
p a r t icu la r co m p u t e r . Y o u s h o u ld h a v e o n e o f t h e s e g u id e s a v a ila b le fo r r e fe r e n ce , as w h a t
a p p e a r s in t h is a p p e n d ix is a s u b s e t o f t h e t o t a l ca p a b ilit y o f v i e d it in g fu n ct io n s .

E d i t i n g a n d C o n t r o l C o m m a n d s f o r v i

M o v i n g t h e C u r s o r

CO M M A N D A CT IO N

l M o v e t o t h e r ig h t
h M o v e t o t h e le ft
k M o v e u p
j M o v e d o w n
b M o v e b a ck t o p r e v io u s w o r d
B M o v e b a ck o n w o r d p a s t p u n ct u a t io n
w M o v e t o n e xt w o r d
W M o v e t o n e xt w o r d p a s t p u n ct u a t io n
e M o v e t o e n d o f cu r r e n t w o r d
$ M o v e t o t h e e n d o f t h e lin e
0 M o v e t o t h e b e g in n in g o f t h e lin e
’ ’ M o v e t o t h e p r e v io u s p o s it io n
1G G o t o lin e 1
5G G o t o lin e 5
G G o t o la s t lin e
M M o v e t o m id d le o f s cr e e n
L M o v e t o la s t lin e o n s cr e e n
- M o v e t o t h e b e g in n in g o f t h e p r e v io u s lin e
RE T U RN M o v e t o t h e b e g in n in g o f t h e n e xt lin e

3 B C M S A d m i n i s t r a t i o n A-1



A pp en d i x A : T he U N IX S yst em V i su a l E d i tor ( vi )

A d d i n g T e x t

A ll o f t h e fo ll o w in g co m m a n d s p u t y o u in t o
a n a p p en d o r in sert m o d e . Y o u m u s t p r e s s
t h e E S C k e y t o r e t u r n t o t h e co m m a n d m o d e .

CO M M A N D A CT IO N

a A d d t e xt a ft e r t h e cu r s o r
A A d d t e xt a t t h e e n d o f t h e lin e
i In s e r t t e xt b e fo r e t h e cu r s o r
R Re p la ce s cu r r e n t ch a r a ct e r s
o O p e n a n e w lin e b e lo w t h e cu r s o r
O O p e n a n e w lin e a b o v e t h e cu r s o r
C C h a n g e t h e t e xt a ft e r t h e cu r s o r

cw C h a n g e cu r r e n t w o r d
cc C h a n g e cu r r e n t lin e

L e av i n g v i

CO M M A N D A CT IO N

: w [RE T U RN ] W r it e s t h e file t o d is k
: q [RE T U RN ] Q u it s v i
: q ! Q u it s v i a n d ch a n g e s a r e n o t s a v e d
: w q W r it e s a n d q u it s v i
Z Z W r it e s a n d q u it s v i

O t h e r C o m m an d s

CO M M A N D A CT IO N

Y Y a n k t h e cu r r e n t lin e
5Y Y a n k 5 lin e s (co u ld b e a n y n u m b e r o f lin e s )
P P u t t h e y a n k e d lin e a b o v e t h e cu r s o r
p P u t t h e y a n k e d lin e b e lo w t h e cu r s o r
u U n d o t h e la s t co m m a n d
U Re s t o r e cu r r e n t lin e
J J o in t h e cu r r e n t lin e w it h t h e n e xt lin e
/ ab c Se a r ch fo r w a r d fo r t h e s t r in g ‘ ‘ a b c’ ’
? ab c Se a r ch b a ck w a r d fo r t h e s t r in g ‘ ‘ a b c’ ’

D e l e ti n g T e x t

CO M M A N D A CT IO N

x D e le t e a ch a r a ct e r
r Re p la ce a ch a r a ct e r

d w D e le t e w o r d
d d d e le t e e n t ir e lin e
D D e le t e r e s t o f lin e

S cr o l l i n g / Pa g i n g T e x t

CO M M A N D A CT IO N

CN T L d Scr o ll d o w n
CN T L u Scr o ll u p
CN T L f F o r w a r d p a g e
CN T L b B a ck w a r d p a g e
CN T L l Re fr e s h s cr e e n

A-2 T h e U N I X S y s t e m V i s u a l E d i t o r ( v i )



G e n e r a l I n f o r m a t i o n

Th e 6 5 0 0 d is p la y t e r m in a ls a ll o w a co m m o n t e r m in a l in t e r fa ce t o co n n e ct w it h s y n ch r o no u s
a n d a s y n ch r o n o u s h o s t s . Th e 3 B C M S s u p p o r t s t h e fo ll o w in g 6 5 0 0 d is p la y t e r min a ls t h a t h a v e
a v t 2 2 0 t e r m in a l e m u la t io n :

6-5 2 8

6-5 2 9

6-5 3 8

6-5 3 9 .

N O T E Th e s t a t io n m a n a g e r w h o a d m in is t e r s t h e 6 5 0 0 d is p la y t e r m in a ls m u s t a d m in is t er t h e
a s y n ch r o n o u s lin k fr o m t h e 6 5 4 4 s t a t io n clu s t e r co n t r o ll e r t o t h e 3 B C M S h o s t
co m p u t e r u s in g t h e St a t io n M a n a g e r fe a t u r e o f t h e 6 5 0 0 M u lt ifu n ct io n
C o m m u n ica t io n s Sy s t e m . Th e s t a t io n m a n a g e r m u s t a ls o s e t u p a n d a d m in is t e r t h e
t e r m in a l. S e e t h e 6500 St at i o n M an ag er’ s Gu i d e, I ssu e 6 (9-9 9 - 3 0 0 - 1 0 6 IS ) d o cu m e n t fo r
m o r e in fo r m a t io n .

Th e 6 5 0 0 S t a t io n m u s t b e o p e r a t in g w it h G e n e r ic 3 . 0 s o ft w a r e . If t h e 6 5 0 0 St a t io n is
o p e r a t in g w it h s o ft w a r e p r io r t o G e n e r ic 3 . 0 , t h e 6 5 0 0 t e r m in a ls w ill n o t ha v e fu ll
fu n ct io n a lit y w h e n a cce s s in g t h e 3 B C M S .

Y o u ca n d ia l u p a 3 B C M S h o s t co m p u t e r if it h a s ‘ ‘ d ia l- in ’ ’ ca p a b ilit y a n d y o u r 6 5 0 0 te r m in a l
h a s ‘ ‘ d ia l- o u t ’ ’ ca p a b ilit y . C h e ck w it h y o u r s t a t io n m a n a g e r fo r t h e co n fig u ra t io n s u p p o r t e d b y
y o u r 6 5 0 0 t e r m in a l.

3 B C M S A d m i n i s t r a t i o n B-1



R e c o m m e n d e d D i s p l a y S e t t i n g s f o r t h e
6-5 0 0 D i s p l a y T e r m i n a l s

U s e t h e fo ll o w in g p r o ce d u r e t o v e r ify t h e r e co m m e n d e d d is p la y s e t t in g s fo r y o u r t er m in a l.

N O T E F o r m o r e in fo r m a t io n o n ch a n g in g t h e d is p la y s e t t in g s , s e e t h e u s e r ’ s g u id e fo r y o u r
6-5 0 0 d is p la y t e r m in a l.

1 To ch e ck t h e d is p la y s e t t in g s o n y o u r t e r m in a l, p la ce t h e cu r s o r in t h e ‘ ‘ A s y n c’ ’
w in d o w a n d p r e s s t h e P F 4 k e y . Th e ‘ ‘ Se t U p D ir e ct o r y ’ ’ s cr e e n (Fi g u r e B - 1 )
a p p e a r s .

S e t U p D i r e c t o r y ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o S e l e c t F i e l d )

Cl e ar D i s p l ay C l e a r C o m m R e s e t T e r m i n a l D e f a u l t S e t t i n g s

R e c a l l S e t t i n g s S a v e S e t t i n g s [ D i s p l a y S e t U p ] G e n e r a l S e t U p

C o m m u n i c a t i o n s S e t U p K e y b o a r d S e t U p T a b S e t U P

S e t U P
( P F 4 )

F i g u r e B-1 S e t U p D i r e ct o r y S cre e n

2 M o v e t h e cu r s o r w it h t h e le ft o r r ig h t a r r o w k e y s t o ‘ ‘ D is p la y S e t U p ’ ’ , a n d p r es s
E n t e r . Th e ‘ ‘ D is p la y S e t U p ’ ’ s cr e e n (F ig u r e B - 2 ) a p p e a r s .

B-2 6-5 0 0 D i s p l a y T e r m i n a l s



R e c omme n d ed D i sp l a y S e tt i ngs f or t he 6500 D i sp l a y T e r mi na l s

D i s p l a y S e t U p ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o t o g g l e f i e l d v a l u e )

T o N e x t S e t U p T o D i r e c t o r y 8 0 c o l u m n s

I n t e r p r e t C o n t r o l C h a r a c t e r s A u t o W r a p

S e t U P
( P F 4 )

F i g u r e B-2 D i s p l ay S e t U p S cr e e n

3 Ve r ify t h e s e t t in g s a n d m o v e t h e cu r s o r t o ‘ ‘ To N e xt Se t U p ’ ’ . P r e s s E n t e r . Th e
‘ ‘ G e n e r a l S e t U p ’ ’ s cr e e n (F ig u r e B - 3 ) a p p e a r s .

G e n e r a l S e t U p ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o t o g g l e f i e l d v a l u e )

T o N e x t S e t U p T o D i r e c t o r y U s e r D e f i n e d K e y s U n l o c k e d

V T 2 0 0 , 7 B i t C o n t r o l s N u m e r i c K e y p a d N e w L i n e = C R

U s e r F e a t u r e s U n l o c k e d A p p l i c a t i o n C u r s o r K e y s

S e t U P
( P F 4 )

F i g u r e B-3 Ge n e r al S e t U p S cr e e n

N O T E Wh e n ac ce s s i n g 3B C M S , t h e ar r o w k e y s w i l l n o t o p e r at e
p r o p e r l y i f t h e ‘ ‘ A p p l i ca ti o n C u r s o r K e y s ’ ’ o p t i o n h as n o t
b e e n s e t .

3 B C M S A d m i n i s t r a t i o n B-3



R e c omme n d ed D i sp l a y S e tt i ngs f or t he 6500 D i sp l a y T e r mi na l s

4 Ve r ify t h e s e t t in g s a n d m o v e t h e cu r s o r t o ‘ ‘ To N e xt Se t U p ’ ’ . P r e s s E n t e r . Th e
‘ ‘ C o m m u n ica t io n Se t U p ’ ’ s cr e e n (Figu r e B - 4 ) a p p e a r s .

C o m m u n i c a t i o n S e t U p ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o t o g g l e f i e l d v a l u e s )

T o N e x t S e t U p T o D i r e c t o r y S p e e d = 1 2 0 0 8 b i t s , N o P a r i t y

N o P a r i t y D e t e c t N o L o c a l E c h o E n a b l e X O F F

S e t U P
( P F 4 )

F i g u r e B-4 Co m m u n i cat i o n S e t U p S cre e n

5 Ve r ify t h e s e t t in g s a n d m o v e t h e cu r s o r t o ‘ ‘ To N e xt Se t U p ’ ’ . P r e s s E n t e r . Th e
‘ ‘ K e y b o a r d Se t U p ’ ’ s cr e e n (Figu r e B - 5 ) a p p e a r s .

K e y b o a r d S e t U p ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o t o g g l e f i e l d v a l u e s )

T o N e x t S e t U p T o D i r e c t o r y M a r g i n B e l l B r e a k

A u t o A n s w e r b a c k

A n s w e r b a c k = N o t C o n c e a l e d

S e t U P
( P F 4 )

F i g u r e B-5 K e y b o ard S e t u p S cre e n

B-4 6-5 0 0 D i s p l a y T e r m i n a l s



R e c omme n d ed D i sp l a y S e tt i ngs f or t he 6500 D i sp l a y T e r mi na l s

6 Ve r ify t h e s e t t in g s a n d m o v e t h e cu r s o r t o ‘ ‘ To N e xt Se t U p ’ ’ . P r e s s E n t e r . Th e
‘ ‘ Ta b Se t U p ’ ’ s cr e e n (Figu r e B - 6 ) a p p e a r s .

T a b S e t U p ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o s e l e c t t a b s e t t i n g s )

T o N e x t S e t U p T o D i r e c t o r y C l e a r A l l T a b s S e t 8 c o l u m n T a b s

T T T T T T T T T
1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0 1 2 3 4 5 6 7 8 9 0

S e t U P
( P F 4 )

F i g u r e B-6 T ab S e t u p S cr e e n

7 Ve r ify t h e s e t t in g s a n d m o v e t h e cu r s o r t o ‘ ‘ To D ir e ct o r y ’ ’ . P r e s s E n t e r . Th e ‘ ‘ Se t
U p D ir e ct o r y ’ ’ s cr e e n (Figu r e B - 7 ) a p p e a r s .

S e t U p D i r e c t o r y ( U s e C U R S O R L / R t o p o s i t i o n a n d E N T E R t o S e l e c t F i e l d )

Cl e ar D i s p l ay C l e a r C o m m R e s e t T e r m i n a l D e f a u l t S e t t i n g s

R e c a l l S e t t i n g s S a v e S e t t i n g s [ D i s p l a y S e t U p ] G e n e r a l S e t U p

C o m m u n i c a t i o n s S e t U p K e y b o a r d S e t U p T a b S e t U P

S e t U P
( P F 4 )

F i g u r e B-7 S e t U p D i r e ct o r y S cre e n

3 B C M S A d m i n i s t r a t i o n B-5



R e c omme n d ed D i sp l a y S e tt i ngs f or t he 6500 D i sp l a y T e r mi na l s

8 If y o u h av e m o d i f i e d an y o f t h e s e t t i n g s , d o t h e f o l l o w i n g t o s av e
th e n e w s e tt i n g s :

a M o v e t h e cu r s o r t o ‘ ‘ Sa v e Se t t in g s ’ ’ .

b P r e s s t h e E n t e r k e y .

Th e m e s s a g e ‘ ‘ Sa v e d ’ ’ s h o u ld a p p e a r a t t h e b o t t o m o f t h e s cr e e n .

9 P r e s s t h e P F 4 k e y t o e xit t h e s e t u p s cr e e n s .

B-6 6-5 0 0 D i s p l a y T e r m i n a l s



H o w t o L o g I n t o t h e 3 B C M S
W it h a 6 5 0 0 d is p la y t e r m in a l y o u ca n h a v e t w o t y p e s o f co n n e ct io n s : D ir e ct a n d Re mo t e . Th e
p r o ce d u r e s g iv e n a n d t h e fo ll o w in g n o t e a p p ly t o b o t h co n n e ct io n s .

N O T E W h e n M o d e m / D ia l ( P F 3 k e y ) d is p la y s , y o u d o n o t h a v e a co n n e ct io n .

To b r e a k a co n n e ct io n , p r e s s t h e S HIFT a n d t h e P F 5 k e y s .

Th e 6 5 0 0 t e r m in a ls d o n o t a u t o m a t ica lly cle a r t h e s cr e e n a ft e r b r e a k in g a co n n e ct io n
o r lo g g in g o ff. To cle a r t h e s cr e e n :

1 P r e s s P F 4 .

[ Th e ‘ ‘ Se t U p D ir e ct o r y S cr e e n ’ ’ (Figu r e B - 1 ) a p p e a r s a n d Cl e ar D i s p l ay
w ill b e h ig h lig h t e d .]

2 P r e s s t h e E n t e r k e y .

[D o n e a p p e a r s . ]

3 P r e s s P F 4 a g a in .

[ Scr e e n is cle a r e d . ]

L o g g i n g I n U s i n g a D i r e c t C o n n e c t i o n

1 P r e s s t h e P F 3 k e y (M o d e m / D ia l).

2 If t h e h o s t co m p u t e r n a m e fo r 3 B C M S i s d is p la y e d , p r e s s t h e P F 2 k e y (S e le ct ).

[ Th e l o g i n p r o m p t a p p e a r s . ]

3 If t h e h o s t co m p u t e r n a m e fo r 3 B C M S is n o t d is p la y e d , p r e s s t h e P F 1 k e y (N e xt )
u n t il t h e co r r e ct h o s t is d is p la y e d . Th e n p r e s s t h e P F 2 k e y (S e le ct ).

[l o g i n a p p e a r s . ]

4 En t e r y o u r lo g in ID a n d p r e s s R E TUR N .

[ Th e p a s s w o r d : p r o m p t a p p e a r s . ]

5 En t e r y o u r p a s s w o r d (it w ill n o t a p p e a r o n t h e s cr e e n ) a n d p r e s s R E TUR N a g a in .

[ Y o u w ill t h e n s e e o n e o f t h e fo ll o w in g t w o s cr e e n s . ]

3 B C M S A d m i n i s t r a t i o n B-7



H ow t o Log In to t he 3B CM S

U N I X S y s t e m V R e l e a s e 3 . 1 . 1 A T & T 3 Bx
u n i x
C o p y r i g h t ( c ) 1 9 8 4 , 1 9 8 6 , 1 9 8 7 A T & T
A l l R i g h t s R e s e r v e d
C a l l M a n a g e m e n t S y s t e m < 6 0 0 S C S I > ( V e r s i o n 2 . 2n, I s s u e 1 . 1 )
y o u h a v e m a i l

S e l e c t t h e t e r m i n a l y o u w i l l u s e f r o m t h e f o l l o w i n g l i s t :

6 0 5 4 4 1 0 5 4 1 0 6 5 2 8

6 1 0 4 4 2 5 5 4 2 5 6 5 2 9

6 1 5 6 5 3 8

6 2 0 6 5 3 9

E n t e r s e l e c t i o n :

o r

I f y o u r t e r m i n a l t y p e i s 6 5 3 9 , p r e s s R E T U R N .

O t h e r w i s e , e n t e r t h e n e w t e r m i n a l n a m e :

6 If y o u r e ce iv e d t h e fir s t s cr e e n , e n t e r y o u r t e r m in a l t y p e a n d p r e s s R E TUR N . If t h e
s e co n d s cr e e n a p p e a r s , ju s t p r e s s R E TUR N .

[ Th e fo ll o w in g m e s s a g e (F ig u r e B - 8 ) s cr e e n a p p e a r s a ft e r lo g g in g in t o C M S . ]

B-8 6-5 0 0 D i s p l a y T e r m i n a l s



H ow t o Log In to t he 3B CM S

T E R M I N A L 6 5 x x

C M S f u n c t i o n s a r e a v a i l a b l e u s i n g t h e s h i f t e d p r o g r a m - f u n c t i o n - k e y s ( P F K s ) .
T h e t o p r o w o f k e y s , P F 1 3 t h r o u g h P F 2 0 a r e t h e a c t i v e f u n c t i o n k e y s .

F U N C T I O N K E Y E X A M P L E :

[ C H A N G E ] [ A D D ] [ D E L E T E ] [ ] [ ] [ E X I T ] [ P R I N T ] [ H E L P ]

T o u s e t h e E X I T f u n c t i o n :
p r e s s [ S H I F T ] - [ P F 1 8 ]

M o s t s c r e e n s c a n a l s o b e u s e d w i t h t h e u n - s h i f t e d P F K s .

T o u s e t h e E X I T f u n c t i o n f o r t h e s e s c r e e n s , y o u m a y :
p r e s s [ P F 1 8 ]

N O T E : F o r s o m e s c r e e n s , l i k e r e p o r t s d i s p l a y e d t o t h e t e r m i n a l , t h e P F K
f u n c t i o n n a m e s w i l l n o t b e d i s p l a y e d . E v e n t h o u g h t h e n a m e s a r e
n o t v i s i b l e , t h e k e y s w i l l s t i l l b e a c t i v e . T o c h e c k w h i c h f u n c t i o n s
a r e a v a i l a b l e i n t h e s e s c r e e n s , r e f e r t o t h e C M S A d m i n i s t r a t i o n G u i d e .

P r e s s " R E T U R N " w h e n r e a d y t o c o n t i n u e .

F i g u r e B-8 L o g i n M e s s ag e f o r 6500 T e r m i n al s

7 Re a d t h e in fo r m a t io n o n t h e s cr e e n , a n d p r e s s R E TUR N w h e n y o u a r e r e a d y t o
co n t in u e .

3 B C M S A d m i n i s t r a t i o n B-9



H ow t o Log In to t he 3B CM S

L o g g i n g I n U s i n g a R e m o t e C o n n e c t i o n

Th e 6 5 0 0 t e r m in a ls s u p p o r t s e v e r a l d iffe r e n t m o d e m s , a n d t h e fo llo w in g p r o ce d u r e s a r e a n
e xa m p le o f o n e o f t h o s e m o d e m s . Y o u r m o d e m m a y r e q u ir e d iffe r e n t lo g in pr o ce d u r e s ; s e e
y o u r s t a t io n m a n a g e r fo r t h e p r o ce d u r e s . S e e t h e 6500 St at i o n M an ag er’ s Gu i d e, I ssu e 6 (9-9 9 -
3-0 0 - 1 0 6 IS ) d o cu m e n t a n d t h eU ser’ s Gu i d e 6538/ 6539 Di sp l a y s, I ssu e 4 (9-9 9 - 3 0 0 - 1 2 2 IS )
d o cu m e n t fo r t h e s u p p o r t e d m o d e m s a n d a s y n ch r o n o u s o p e r a t io n .

A n a l o g C o n n e c t i o n U s i n g a D A T A P H O N E I I A u t o m a t i c
C a l l e r

1 O b t a in t h e e xt e n s io n o r e xt e r n a l n u m b e r fo r t h e C M S m a ch in e p o r t .

2 P r e s s t h e P F 3 k e y (M o d e m / D ia l).

3 P r e s s t h e P F 1 k e y (N e xt ) u n t il t h e C M S m a ch in e n a m e d is p la y s .

4 P r e s s t h e P F 2 k e y (S e le ct ) a n d p r e s s R E TUR N .

[ ‘ ‘D i a l , E n t e r C o m m a n d O r H F o r H e l p’ ’ a p p e a r s . ]

5 En t e r t h e C M S e xt e n s io n o r e xt e r n a l n u m b e r , a n d p r e s s R E TUR N .

[ ‘ ‘D i a l i n g’ ’ a n d t h e d ia le d n u m b e r a p p e a r , a n d y o u h e a r r in g in g . ]

[ ‘ ‘A n s w e r e d’ ’ a p p e a r s . ]

[ ‘ ‘l o g i n’ ’ a p p e a r s . ]

6 En t e r y o u r lo g in ID , a n d p r e s s R E TUR N .

[ Th e p a s s w o r d : p r o m p t a p p e a r s . ]

7 En t e r y o u r p a s s w o r d (it w ill n o t a p p e a r o n t h e s cr e e n ), a n d p r e s s R E TUR N a g a in .

[ Y o u w ill t h e n s e e o n e o f t h e fo ll o w in g t w o s cr e e n s . ]

B-1 0 6-5 0 0 D i s p l a y T e r m i n a l s



H ow t o Log In to t he 3B CM S

U N I X S y s t e m V R e l e a s e 3 . 1 . 1 A T & T 3 Bx
u n i x
C o p y r i g h t ( c ) 1 9 8 4 , 1 9 8 6 , 1 9 8 7 A T & T
A l l R i g h t s R e s e r v e d
C a l l M a n a g e m e n t S y s t e m < 6 0 0 S C S I > ( V e r s i o n 2 . 2n, I s s u e 1 . 1 )
y o u h a v e m a i l

S e l e c t t h e t e r m i n a l y o u w i l l u s e f r o m t h e f o l l o w i n g l i s t :

6 0 5 4 4 1 0 5 4 1 0 6 5 2 8

6 1 0 4 4 2 5 5 4 2 5 6 5 2 9

6 1 5 6 5 3 8

6 2 0 6 5 3 9

E n t e r s e l e c t i o n :

o r

I f y o u r t e r m i n a l t y p e i s 6 5 3 9 , p r e s s R E T U R N .

O t h e r w i s e , e n t e r t h e n e w t e r m i n a l n a m e :

8 If y o u r e ce iv e d t h e fir s t s cr e e n , e n t e r y o u r t e r m in a l t y p e a n d p r e s s R E TUR N . If t h e
s e co n d s cr e e n a p p e a r s , ju s t p r e s s R E TUR N .

[ Th e fo ll o w in g s cr e e n a p p e a r s a ft e r lo g g in g in t o C M S . ]

3 B C M S A d m i n i s t r a t i o n B-1 1



H ow t o Log In to t he 3B CM S

T E R M I N A L 6 5 x x

C M S f u n c t i o n s a r e a v a i l a b l e u s i n g t h e s h i f t e d p r o g r a m - f u n c t i o n - k e y s ( P F K s ) .
T h e t o p r o w o f k e y s , P F 1 3 t h r o u g h P F 2 0 a r e t h e a c t i v e f u n c t i o n k e y s .

F U N C T I O N K E Y E X A M P L E :

[ C H A N G E ] [ A D D ] [ D E L E T E ] [ ] [ ] [ E X I T ] [ P R I N T ] [ H E L P ]

T o u s e t h e E X I T f u n c t i o n :
p r e s s [ S H I F T ] - [ P F 1 8 ]

M o s t s c r e e n s c a n a l s o b e u s e d w i t h t h e u n - s h i f t e d P F K s .

T o u s e t h e E X I T f u n c t i o n f o r t h e s e s c r e e n s , y o u m a y :
p r e s s [ P F 1 8 ]

N O T E : F o r s o m e s c r e e n s , l i k e r e p o r t s d i s p l a y e d t o t h e t e r m i n a l , t h e P F K
f u n c t i o n n a m e s w i l l n o t b e d i s p l a y e d . E v e n t h o u g h t h e n a m e s a r e
n o t v i s i b l e , t h e k e y s w i l l s t i l l b e a c t i v e . T o c h e c k w h i c h f u n c t i o n s
a r e a v a i l a b l e i n t h e s e s c r e e n s , r e f e r t o t h e C M S A d m i n i s t r a t i o n G u i d e .

P r e s s " R E T U R N " w h e n r e a d y t o c o n t i n u e .

9 Re a d t h e in fo r m a t io n o n t h e s cr e e n , a n d p r e s s R E TUR N w h e n y o u a r e r e a d y t o
co n t in u e .
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S c r e e n - L a b e l e d K e y s / P r o g r a m m a b l e
F u n c t i o n K e y s

Th e S L K s a t t h e b o t t o m o f y o u r s cr e e n a r e in in v e r s e v id e o . Th e ‘ ‘ P F ’ ’ (P r o g ra m m a b le
F u n ct io n ) k e y s a r e t h e t o p r o w o f k e y s o n y o u r t e r m in a l. Th e ‘ ‘ P F’ ’ k e y s , P F1 3 t h r ou g h P F 2 0 ,
o n t h e t o p o f y o u r t e r m in a l k e y b o a r d co r r e s p o n d t o t h e S LK s a t t h e b o t t o m o f y o u r s cr e e n .

N O T E O n m o s t s cr e e n s , y o u ca n p r e s s t h e P F k e y t o a ct iv a t e a n S LK . H o w e v e r , wh e n u s in g
t h e v i e d it o r , t h e U N IX s y s t e m , P a s s w o r d , a n d M a il fu n ct io n s , y o u m u s t p re s s t h e
S HIFT a n d t h e co r r e s p o n d in g P F # k e y a t t h e s a m e t im e .

Th e S L K s o n t h e 6 5 0 0 t e r m in a ls d is p la y o n ly 1 lin e w it h 8 ch a r a ct e r s e a ch . Th e r e fo r e, ch a n g e s
w e r e m a d e t o s o m e o f t h e o r ig in a l la b e ls . Th e o r ig in a l la b e ls a n d t h e n e w r e p la ce m e n t la b e ls
a r e s h o w n in t h e fo llo w in g t a b le .

O r i g i n al L ab e l s N e w L ab e l s

P REV P A G E P REV P A G E
N EX T P A G E N EX TP A G E

P REV ITEM P REV ITEM
N EX T ITEM N EX TITEM

P REV M ESS A G E P REV M S G
N EX T M ESS A G E N EX T M S G

P REV D A TA P REV D A TA
C U RR D A TA C U RR D A TA

P RIN T S C RE EN P RIN T
P RIN T REP O RT RE P O RT

RE P O RT P A RA M S P A RAM S
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S c r ee n- La beled K e ys/ P r og r a mma bl e F u nc t i on K e ys

S L K s a n d t h e v i E d i t o r

W h e n u s in g t h e v i e d it o r , t h e s cr e e n - la b e le d k e y s a r e n o t d is p la y e d b u t ar e s t ill a ct iv e . Th e P F
k e y s w ill o n ly o p e r a t e b y p r e s s in g t h e S HIFT k e y a n d t h e co r r e s p o n d in g P F # k e y a t t h e s a m e
t im e . To ch e ck t h e SLK s fo r e a ch s cr e e n a n d t h e co r r e s p o n d in g P F k e y s , s e e t h e a p pr o p r ia t e
ch a p t e r in t h is d o cu m e n t .

Th e v i e d it o r a cce s s e s t h e fo ll o w in g :

M ai n M e n u Ite m S u b m e n u Ite m
Re p o r t s S t a n d a r d a n d C u s t o m H is t o r ica l
F o r e ca s t Re p o r t s
Ex ce p t io n s Re p o r t s
M a in t e n a n ce Er r o r - Lo g
Sch e d u le P r o g r a m Ed it o r

S L K s a n d t h e U N I X S y s t e m

W h e n a cce s s in g t h e U N I X s y s t e m fr o m t h e C M S m a in m e n u , t h e E X I T SLK is n o t d is p la y e d .

To e xit fr o m t h e U N IX s y s t e m , fir s t p r e s s R E TUR N t o cle a r t h e co m m a n d lin e . Th e n a t t h e $
p r o m p t , d o o n e o f t h e fo ll o w in g :

P r e s s S HIFT a n d P F 1 8 .

H o ld t h e C t r l k e y d o w n a n d p r e s s t h e D k e y .

Ty p e t h e w o r d ‘ ‘ e xit ’ ’ a n d p r e s s R E TUR N .

S L K s W i t h M A I L a n d P A S S W O R D

Th e S L K s ar e d is p la y e d in M A I L a n d P A S S W O R D b u t w ill o n ly o p e r a t e b y p r e s s in g t h e S HIFT

k e y a n d t h e co r r e s p o n d in g P F # k e y .
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W h a t a S w i t c h D o e s
A s w i t ch is a n e le ct r o n ic d e v ice t h a t p r o ce s s e s d ia le d p h o n e n u m b e r s a n d co n n e ct s ca ll s t o th e
p r o p e r d e s t in a t io n s . Th e t e le p h o n e co m p a n y s w it ch in y o u r lo ca l a r e a is ca ll e d a Ce n t r al
O f f i ce ( CO ). A s w it ch a t a co m p a n y o r o r g a n iz a t io n t h a t p r o ce s s e s in t e r n a l ca lls a n d p a r tia ll y
p r o ce s s e s e xt e r n a l ca ll s is ca ll e d a PBX (P r iv a t e B r a n ch Exc h a n g e ) s y s t e m . H o w e v e r ,
t h r o u g h o u t t h is a p p e n d ix, ‘ ‘ s w it ch ’ ’ is u s e d t o r e fe r t o a co m p a n y o r o r g an iz a t io n ’ s P B X . Th e
fo ll o w in g A T&T s w it ch e s a r e u s e d b y la r g e co m p a n ie s fo r ca ll p r o ce s s in g :

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

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 1

Sy s t e m 7 5 (R1 V3 )

Sy s t e m 7 5 X E (R1 V3 )

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

Sy s t e m 8 5 (R2 V3 )

Sy s t e m 8 5 (R2 V4 )

D IM EN S IO N 6 0 0 a n d 2 0 0 0 S y s t e m s w it ch e s , w it h F e a t u r e P a ck a g e (FP ) 8 , Ve r s io n
3 . 8 .

T r u n k s , T r u n k G r o u p s , a n d E x t e n s i o n s

In co m in g ca lls t o a co m p a n y fir s t p a s s t h r o u g h t h e C O a n d t h e n p a s s t o t h e co m p a n y s w it ch
o v e r tru n k s (t e le p h o n e lin e s t h a t ca r r y 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 s w it ch ,
o r b e t w e e n a C O a n d a p h o n e )* . Th e C O r e ce iv e s d ia le d d ig it s fr o m t h e ca lle r , p r o ce s s e s t h e
d ig it s , a n d s e iz e s a t r u n k t h a t is a s s ig n e d t h o s e d ig it s . A ft e r t h e C O s eiz e s a t r u n k , it s e n d s a
co n t in u in g t r a n s m is s io n t o t h e d e s t in a t io n p h o n e o r s w it ch , a n d n o o t h e r ca ll s ca n b e s e n t o v e r
t h a t t r u n k u n t il t h e cu r r e n t ca ll d is co n n e ct s .

Sin ce a t r u n k ca n ca r r y o n ly o n e ca ll a t a t im e , tru n k g r o u p s a r e u s u a ll y cr e a t e d fo r in co m in g
ca ll s t o a s w it ch . A t r u n k g r o u p is 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 o t he s a m e d ig it s . W it h
a t r u n k g r o u p , t h e C O r e ce iv e s t h e d ig it s o f a d ia le d p h o n e n u m b e r a n d ch e ck s t h e t r u n k g r o u p
a s s ig n e d t o t h a t n u m b e r t o s e e if a n y o f t h e t r u n k s a r e a v a ila b le . Th e C O t h en s e iz e s a n
a v a ila b le t r u n k . A s m a n y s im u lt a n e o u s ca ll s ca n b e m a d e o v e r a t r u n k g r o u p a s t h er e a r e
t r u n k s in t h a t t r u n k g r o u p . A t r u n k g r o u p , t h e r e fo r e , ca n ca r r y m u lt ip le ca ll s fo r t h e s a m e
p h o n e n u m b e r . W h e n a t r u n k g r o u p ca r r ie s in co m in g ca ll s (t h a t is , ca ll s m a d e o ut s id e t h e

* Tr u n k s ca n ca r r y in co m in g ca ll s , o u t g o in g ca ll s , o r b o t h . H o w e v e r , t h e A u t o m a tic C a ll D is t r ib u t io n (A C D ) fe a t u r e
a n d t h e 3 B C a ll M a n a g e m e n t Sy s t e m a r e p r im a r ily co n ce r n e d w it h in co m in g t r u nk s .
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W ha t a S w i t c h D oe s

co m p a n y ’ s s w it ch lo ca t io n ) t o t h e s w it ch , t h e s w it ch t h e n co n n e ct s t h e ca ll s t o th e ir p r o p e r
d e s t in a t io n s w it h in t h e co m p a n y .

Th e s w it ch e s p r e v io u s ly lis t e d , in a d d it io n t o co n n e ct in g o u t s id e ca ll s t o t h e p r o p er d e s t in a t io n s ,
a r e a ls o lik e p r iv a t e C O s fo r co m p a n y e m p lo y e e s . Th a t is , e m p lo y e e p h o n e s a re co n n e ct e d t o a
s w it ch b y t e le p h o n e lin e s ca ll e d e x t e n s i o n s. Ext e n s io n s a r e t h e n a s s ig n e d 3 - , 4 - , o r 5 - d ig it
n u m b e r s w it h in t h e s w it ch s o ft w a r e , a n d t h e s e n u m b e r s b e co m e t h e e m p lo y ee p h o n e n u m b e r s
fo r in t e r n a l (in t r a - co m p a n y ) ca lls .

D i r e c t I n w a r d D i a l P r o c e s s i n g

Ex t e n s io n n u m b e r s m a y a ls o s e r v e a s t h e fin a l d ig it s o f e m p lo y e e p h o n e n u m b er s fo r in co m in g
ca ll s . Th a t is , t h e C O m a y a s s ig n o n ly a 2 - , 3 - , o r 4 - d ig it p r e fix t o a t r u n k g r o u p . Th en , w h e n
a 7 - d ig it e m p lo y e e p h o n e n u m b e r is d ia le d , t h e ca ll is p r o ce s s e d a s fo ll o w s :

1 C O p r o ce s s e s t h e p r e fix o f t h e d ia le d n u m b e r , t h e n s e iz e s a t r u n k in t h e t r u nk
g r o u p t h a t is a s s ig n e d t h a t p r e fix.

2 Th e C O p a s s e s t h e r e m a in in g d ig it s o f t h e d ia le d n u m b e r t o t h e s w it ch .

3 Th e s w it ch r e co g n iz e s t h e r e m a in in g d ig it s a s a n e m p lo y e e e xt e n s io n n u m b e r a nd
s e n d s t h e ca ll t o t h a t e xt e n s io n .

Th is k in d o f p r o ce s s in g is ca ll e d D i r e ct In w ar d D i al i n g (D ID ). W it h D ID p r o ce s s in g , in co m in g
t r u n k s d o n o t co n n e ct t h e C O d ir e ct ly t o a n e m p lo y e e ’ s p h o n e ; in s t e a d , t h e in co min g t r u n k s a r e
p o o le d b y t h e s w it ch , a n d t h is p o o l o f t r u n k s is t h e n s h a r e d b y e m p lo y e e p h o ne s .

A s a n e xa m p le o f D ID p r o ce s s in g , s a y t h a t Em p lo y e e A h a s t h e e xt e r n a l p h o n e nu m b e r
5-3 8 - 1 0 0 0 a n d t h e e xt e n s io n n u m b e r 1 0 0 0 . Em p lo y e e B h a s t h e p h o n e n u m b e r 5 38 - 9 9 9 9 a n d
t h e e xt e n s io n n u m b e r 9 9 9 9 . Th e s t e p s in co m p le t in g ca ll s t o Em p lo y e e s A a n d B m ig h t be a s
fo ll o w s :

1 Em p lo y e e A ’ s clie n t d ia ls 5 3 8 - 1 0 0 0 .

2 Th e C O s e r v in g Em p lo y e e A ’ s co m p a n y id e n t ifie s t h e d ig it s 5 3 8 - (t h e co m m o n
p r e fix fo r a ll p h o n e n u m b e r s t o t h a t co m p a n y ) a n d s e iz e s Tr u n k 1 in t h e t r u n k
g r o u p a s s ig n e d t h e d ig it s 5 3 8 .

3 Th e C O p a s s e s t h e d ig it s 1 0 0 0 t o t h e s w it ch a t Em p lo y e e A ’ s co m p a n y .

4 Th e s w it ch id e n t ifie s t h e d ig it s 1 0 0 0 a s Em p lo y e e A ’ s e xt e n s io n n u m b e r a n d s e n d s
t h e ca ll t o Em p lo y e e A ’ s e xt e n s io n .

5 Em p lo y e e A ’ s p h o n e r in g s a n d Em p lo y e e A a n s w e r s .
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6 M e a n w h ile , Em p lo y e e B ’ s clie n t d ia ls 5 3 8 - 9 9 9 9 .

7 Th e C O id e n t ifie s t h e d ig it s 5 3 8 - a n d s e iz e s Tr u n k 2 in t h e t r u n k g r o u p a s s ig n e d
t h e d ig it s 5 3 8 .

8 Th e C O p a s s e s t h e d ig it s 9 9 9 9 t o t h e s w it ch .

9 Th e s w it ch id e n t ifie s t h e d ig it s 9 9 9 9 a s Em p lo y e e B ’ s e xt e n s io n n u m b e r a n d s e n d s
t h e ca ll t o Em p lo y e e B ’ s e xt e n s io n .

10 Em p lo y e e B ’ s p h o n e r in g s a n d Em p lo y e e B a n s w e r s .

W h ile Em p lo y e e s A a n d B co n t in u e t o t a lk , Tr u n k s 1 a n d 2 in t h e 5 3 8 - t r u n k g r o u p w ill n ot
a cce p t a n y m o r e ca lls , s o a n o t h e r ca ll b e g in n in g w it h t h e d ig it s 5 3 8 w ill s e iz e y e t a n ot h e r t r u n k
in t h e t r u n k g r o u p .

A u t o m a t i c -I n P r o c e s s i n g

B e s id e s D ID , au t o m at i c- In p r o ce s s in g ca n a ls o b e u s e d . W it h a u t o m a t ic- in p r o ce s s in g , t h e C O
p r o ce s s e s a ll o f t h e d ig it s o f a n in co m in g ca ll . Th e C O t h e n s e iz e s a t r u n k fr o m t he t r u n k
g r o u p , b u t , s in ce p r o ce s s in g is co m p le t e , t h e ca ll co n n e ct s 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 . Th a t d e s t in a t io n ca n b e a p h o n e , a q u e u e (in w h ich ca lle r s w a it 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 ir ca ll w a s r e ce iv e d ), o r s p e cia l t r e a t m e n t lik e a n
a n n o u n ce m e n t , d is co n n e ct , o r a u t o m a t ic (fo r ce d ) b u s y s ig n a l.

T h e A t t e n d a n t

In co m in g ca lls ca n a ls o g o t o a s w it ch at t e n d an t. A s w it ch a t t e n d a n t is 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 a t 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 r a t o r w h o tr a n s fe r s ca ll s t o t h e
p r o p e r e xt e n s io n s . O ft e n , a s w it ch w ill a ct u a lly h a v e m o r e t h a n o n e a t t e n da n t , a n d a ll o f t h e
s w it ch ’ s a t t e n d a n t s w ill a n s w e r ca ll s t o t h e at t e n d an t q u e u e , w h ich h o ld s ca ll s u n t il a n
a t t e n d a n t ca n a s s is t t h e ca lle r . Th e a t t e n d a n t q u e u e r e ce iv e s in t e r n a l ca ll s m a d e fr o m e m p lo y e e
e xt e n s io n s , a n d a ls o r e ce iv e s in co m in g ca ll s t h r o u g h D ID p r o ce s s in g a n d a u t o m at ic- in
p r o ce s s in g . A t t e n d a n t ca ll h a n d lin g v a r ie s , d e p e n d in g o n t h e co m p a n y ’ s n e ed s . H o w e v e r , if
t h e a t t e n d a n t h a s a n a u t o m a t ic- in n u m b e r , t h e a u t o m a t ic- in n u m b e r w ill n o r m ally b e t h e
n u m b e r p u b lis h e d in t h e p h o n e b o o k , a n d t h e D ID n u m b e r w ill m o s t lik e ly b e u s e d by o ff- s it e
e m p lo y e e s w h o o n ly k n o w t h e a t t e n d a n t ’ s e xt e n s io n n u m b e r .

In a d d it io n t o a n a t t e n d a n t q u e u e , a s w it ch ca n a ls o h a v e a Ce n t r al i z e d A t t e n d an t S e r v i ce
( CA S ), w h ich is u s e d w h e n t h e co m p a n y h a s m o r e t h a n o n e s w it ch . C A S is a n a t t e n d a n t or
g r o u p o f a t t e n d a n t s t h a t s im u lt a n e o u s ly h a n d le s ca lls fo r a ll o f t h e co m p a n y sw it ch e s . C A S ca n
o n ly b e e s t a b lis h e d o n a G e n e r ic 2 , S y s t e m 8 5 , D IM EN S IO N P B X , o r a n e n h a n ce d Ge n e r ic
3 i/ G e n e r ic 1 / S y s t e m 7 5 . H o w e v e r , t h e C A S ca n r o u t e ca ll s t o a n d r e ce iv e ca lls fr o m a n o r m a l
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G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , a s w e ll a s a G e n e r ic 2 / S y s t e m 8 5 o r D IM EN S IO N P B X , a s
lo n g a s t h e G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 r e s id e s in t h e co m p a n y ’ s s w it ch n e t w o r k .

F ig u r e C - 1 illu s t r a t e s a s w it ch t h a t h a s a n a t t e n d a n t a n d e xt e n s io n s , a n d us e s b o t h D ID a n d
a u t o m a t ic- in p r o ce s s in g o f ca ll s .

Ex t. 2 0 0 1

Ex t. 2 0 0 2

o r

Ex t. 1 0 0 1

5-3 8 - 1 0 0 0

C a lls d ia le d t o
e m p lo y e e e xte n s io n s

C a lls co n n e ct e d
th r o u g h a t t e n d a n t

C a lls d ia le d t o
a t t e n d a n t e xte n s io n

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

5-3 8 - 1 0 0 0

SW ITC H

A t t e n d a n t

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

P r e fix 5 3 8 -
D ID Tr u n k G r o u p

Ex t. 2 0 0 0

F i g u r e C-1 T y p i cal C al l Pro ce s s i n g o n a S w i t ch — Wi t h o u t an A C D
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If t h e co m p a n y o p e r a t e s a h ig h - v o lu m e ca ll a n s w e r in g ce n t e r (fo r e xa m p le , a ca t a lo g u e s a le s
ce n t e r , a r e s e r v a t io n s ce n t e r , o r a cu s t o m e r s e r v ice ce n t e r ), ce r t a in t r u n k gr o u p s w ill ca r r y la r g e
n u m b e r s o f ca ll s w it h o n e o r a fe w s p e cific p u r p o s e s . A t r u n k g r o u p m ig h t ca r r y a 1 -8-0 0 -
n a t io n w id e r e s e r v a t io n s n u m b e r , a lo ca l cu s t o m e r s e r v ice n u m b e r , o r a r e g io n a l sa le s n u m b e r .
To a n s w e r ca ll s o n t h o s e t r u n k g r o u p s , t h e co m p a n y ca n e s t a b lis h g r o u p s o f e xt e n s io n s t o
r e ce iv e t h o s e ca ll s . 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 fr om o n e o r a fe w
t r u n k g r o u p s is ca ll e d a s p l i t. A n e m p lo y e e w h o a n s w e r s ca ll s t o a n e xt e n s io n in a s p lit is
ca ll e d a n ag e n t. Th e p h o n e a n a g e n t u s e s is ca ll e d a v o i ce te r m i n al , w h ich u s u a lly h a s b u t t o n s
w it h w h ich a n a g e n t ca n t r a n s fe r ca ll s , p u t ca ll s o n h o ld , r e q u e s t t h e n e xt ca ll t o t h e s p lit , o r
p r e v e n t s p lit ca ll s fr o m co m in g t o t h a t a g e n t ’ s v o ice t e r m in a l.

Th e A u t o m at i c Ca l l D i s t r i b u t i o n ( A C D ) is a d d it io n a l s o ft w a r e in s t a ll e d o n t h e s w it ch t h a t
a u t o m a t ica lly d is t r ib u t e s in co m in g ca lls t o a v a ila b le e xt e n s io n s w it h in s p lit s . Th e A C D o n a
G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 s w it ch ca n d is t r ib u t e ca ll s t o u p t o 3 2 s p lit s ; o n a G e n e r ic
2 / S y s t e m 8 5 s w it ch , t h e A C D ca n d is t r ib u t e ca ll s t o u p t o 6 0 s p lit s ; o n a D IM EN SIO N P B X
s w it ch , t h e A C D ca n d is t r ib u t e ca ll s t o u p t o 3 0 s p lit s .

N O T E If t h e C a ll Ve ct o r in g fe a t u r e is a ct iv e o n t h e G e n e r ic 2 o r S y s t e m 8 5 R2 V4 s w it ch ,
t r u n k g r o u p s a r e n o t a s s ig n e d d ir e ct ly t o s p lit s . (S e e t h e 3B CM S V ect o rin g
A d m i n i st ra t ion [ 5 8 5 - 2 1 5 - 5 0 2 ] d o cu m e n t . )

M a in t a in in g t r u n k s fr o m t h e C O t o t h e s p lit a n d h ir in g a g e n t s t o a n s w e r ca ll s a t t h e a s s ig n e d
s p lit e xt e n s io n s co s t s m o n e y . O n t h e o t h e r h a n d , if cu s t o m e r s w h o ca ll t o p ur ch a s e g o o d s o r
s e r v ice s h a v e d ifficu lt y r e a ch in g a g e n t s a n d , t h e r e fo r e , s t o p t r y in g t o g e t t h r o u g h , t h e ca ll ce n t e r
w ill lo s e r e v e n u e . C a ll ce n t e r m a n a g e m e n t n e e d s , t h e r e fo r e , t o d e t e r m in e w h a t n u m b e r s o f
t r u n k s a n d a g e n t s w ill m in im iz e co s t s fo r a s p lit , y e t m a xim iz e t h e a b ilit y o f cu s to m e r s t o g e t
t h r o u g h . M a n a g e m e n t ca n t h e n s e t u p a n d m a in t a in t h e A C D a cco r d in g ly .

Th e p r o ce d u r e s fo r s e t t in g u p a n d m a in t a in in g t h e A C D (t h a t is , cr e a t in g s p lit s , a ss ig n in g t r u n k
g r o u p s t o s p lit s , a s s ig n in g a g e n t s a n d e xt e n s io n s t o s p lit s , e t c. ) a r e p e r fo r m e d u s in g s w it ch -
s p e cific a d m in is t r a t io n t o o ls . Th o s e t o o ls a n d t h e d o cu m e n t s t h a t d e s cr ib e t h e a p p r o p r ia t e A C D
p r o ce d u r e s a r e lis t e d in t h e fo ll o w in g t a b le .
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W ha t the A C D D oe s

T a b l e C-1 M o d e l - S p e ci f i c D at a o n A C D F e at u r e s

S WIT C H M O D E L A C D D O CU M E N T A D M IN IS T RA T IO N T O O L
Sy s t e m 8 5 R2 V3
a n d S y s t e m 8 5 R2
V4

D E F IN ITY C o m m u n i ca ti o n s
S y s t e m Ge n e ri c 2 an d S y s te m 85
F e at u re D e s cri p ti o n s (5-5 5 - 1 0 4 -
3-0 1 )

M a in t e n a n ce a n d A d m in is tr a t io n P a n e l
(M A A P ), S y s t e m M a n a g e m e n t Te r m in a l
(SM T), Tr a n s la t io n s Re co v e r y , A d d it io n s ,
C o n v e r s io n S y s t e m (TRA C S ) Vis u a l
M a in t e n a n ce a n d A d m in is tr a t io n P a n e l
(VM A A P ), C e n t r a liz e d S y st e m
M a n a g e m e n t (C S M ), D EFI N ITY M a n a g e r
II a n d IV

G e n e r ic 2 D E F IN ITY C o m m u n i ca ti o n s
S y s t e m Ge n e ri c 2 an d S y s te m 85
F e at u re D e s cri p ti o n s (5-5 5 - 1 0 4 -
3-0 1 )

D EFIN ITY M a n a ge r II, III, a n d IV; a n d
TRAC S

Sy s t e m 7 5 R1 V3
a n d S y s t e m 7 5 X E
R1 V3

A T & T S y s t e m 75 Re f e re n ce
M an u al , Re l e as e 1 V e rs i o n 3
Ca p ab i l i t i e s (5-5 5 - 2 0 0 - 4 9 9 )

Sy s t e m A cce s s Te r m in a l, C e n t r a liz e d
Sy s t e m M a n a g e m e n t (C S M ), a n d
D EFIN ITY M a n a ge r IV

G e n e r ic 1 D E F IN ITY C o m m u n i ca ti o n s
S y s t e m Ge n e ri c 1 an d Ge n e ri c 3i
F e at u re D e s cri p ti o n
(5-5 5 - 2 3 0 - 2 0 1 )

D EFIN ITY M a n a ge r I a n d IV

G e n e r ic 3 i D E F IN ITY C o m m u n i ca ti o n s
S y s t e m Ge n e ri c 1 an d Ge n e ri c 3i
F e at u re D e s cri p ti o n
(5-5 5 - 2 3 0 - 2 0 1 )

D EFIN ITY M a n a ge r I a n d IV

D IM EN S IO N P B X
F P 8 . 3

E n h an ce d U n i f o r m C al l
D i s t ri b u t i o n Fe at u re D o cu m e n t ,
D IM E N S IO N PBX (5-4 4 - 1 9 1 - 1 2 1
IS)

M a in t e n a n ce a n d A d m in is tr a t io n P a n e l
(M A A P ), C u s t o m e r A d m in is t r a t io n P a n e l
(C A P ), 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 S M ), D EFIN ITY M a n a ge r II a n d IV

N O T E So m e A C D m a in t e n a n ce ca n b e p e r fo r m e d u s in g t h e 3 B C M S in s t e a d o f t h e p a rt icu la r
s w it ch a d m in is t r a t io n t o o l.
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C a l l P r o c e s s i n g t o a S p l i t

Sp lit s a r e cr e a t e d b y e n t e r in g a n u m b e r (fr o m 1 t o 3 0 fo r S y s t e m 8 5 R2 V3 , 1 t o 6 0 fo r G e n e r ic 2
o r S y s t e m 8 5 R2 V4 , 1 t o 3 2 fo r G e n e r ic 1 / S y s t e m 7 5 , o r 1 t o 3 0 fo r D IM EN S IO N P B X ) fo r e a ch
s p lit in t o t h e A C D s o ft w a r e a cco r d in g t o t h e a p p r o p r ia t e s w it ch p r o ce d u r e . A ft e r a s p lit is
cr e a t e d , a ll o t h e r A C D e le m e n t s a s s o cia t e d w it h t h a t s p lit ca n b e cr e a t e d a nd / o r a s s ig n e d .

A s p l i t s u p e r v i s o r e x t e n s i o n is n o r m a ll y a s s ig n e d t o e a ch s p lit s o t h a t a v o ice t e r m in a l
co n n e ct e d t o t h a t e xt e n s io n m a y b e u s e d t o a d m in is t e r t h e s p lit . Fo r G e n e r ic 2, S y s t e m 8 5 , a n d
D IM EN S IO N P B X , t h e s p lit s u p e r v is o r m u s t a ls o b e id e n t ifie d in t h e A C D s o ft w a r e as a n a g e n t
o f t h e s p lit , w it h a g e n t n u m b e r 0 . In a d d it io n t o n o r m a l a g e n t ca p a b ilit ie s , a Ge n e r ic 2 / S y s t e m
8 5 / D IM EN SIO N P B X s p lit s u p e r v is o r ca n u s e t h e v o ice t e r m in a l o n t h is e xt e n s io n t o mo n it o r
a g e n t p e r fo r m a n ce , a d d a n d r e m o v e a g e n t s fr o m t h e s p lit , a n d t o d o o t he r s p lit s e t - u p a ct iv it ie s .
M o s t o f t h e s e ca p a b ilit ie s b e co m e a u t o m a t ica ll y a v a ila b le w h e n t h e s p lit s u p e r v is o r e xt e n s io n is
cr e a t e d . Fo r G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , t h e s e ca p a b ilit ie s , a s w e ll a s ag e n t ca p a b ilit ie s ,
m u s t b e a s s ig n e d w it h s e p a r a t e s w it ch a d m in is t r a t io n p r o ce d u r e s .

A u t o m a t i c -I n P r o c e s s i n g o f C a l l s t o a S p l i t

F o r a u t o m a t ic- in p r o ce s s in g o f a s p lit ’ s ca ll s , o n e o r m o r e t r u n k g r o u p s co n n e ct ed t o t h e C O
m u s t b e a s s ig n e d t o a s p lit t h r o u g h s w it ch a d m in is t r a t io n . Th is a s s ig n m e n t w ill r ou t e ca lls
a r r iv in g o v e r t h o s e t r u n k g r o u p s t o t h e p a r t icu la r s p lit . Th e A C D t h e n d is t r ib u te s t h e ca ll s t o
t h e a g e n t e xt e n s io n s a s s ig n e d t o t h e s p lit .

F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X , o n ce t r u n k g r o u p s h a v e b e e n in it ia ll y
a s s ig n e d t o s p lit s , 3 B C M S ca n b e u s e d t o r e a s s ig n t r u n k g r o u p s t o d iffe r e n t sp lit s . (Se e
C h a p t e r 6 , ‘ ‘ C o n fig u r a t io n ’ ’ .)
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C a l l P roc es si ng t o a S pl i t

D I D P r o c e s s i n g o f C a l l s t o a S p l i t

F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X , o t h e r e xt e n s io n s ca n b e a s s ig n e d as D ID
e xt e n s io n s t o a s p lit a ft e r a s u p e r v is o r ’ s e xt e n s io n is a s s ig n e d t o t h e s p lit . Th es e e xt e n s io n s a r e
ca ll e d as s o ci at e d e x t e n s i o n s. A n a s s o cia t e d e xt e n s io n is n o t a n a g e n t e xt e n s io n ; it is , in s t e a d , a
d u m m y e xt e n s io n in t h e s w it ch s o ft w a r e t h a t s e n d s in t e r n a l ca ll s a n d in co m in g D ID ca ll s (if t h e
s w it ch h a s D ID t r u n k g r o u p s ) t o a s p lit . Th e A C D d is t r ib u t e s t h e s e ca ll s t o t h e a g e n t e xt e n s io n s
a s s ig n e d t o t h e s p lit .

F o r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , o n e e xt e n s io n ca n b e a s s ig n e d t o a s p lit as a D ID
e xt e n s io n . A ls o , a s p lit s u p e r v is o r e xt e n s io n is n o t r e q u ir e d p r io r t o a s sig n in g t h e s p lit ’ s D ID
e xt e n s io n .

N O T E F o r D ID p r o ce s s in g , t r u n k g r o u p s a r e n o t a s s ig n e d t o t h e s p lit . Th e cr e a t io n of
a s s o cia t e d e xt e n s io n s is s u fficie n t t o s e n d ca lls a r r iv in g o v e r D ID t r u n k g r o u p s t o t h e
a p p r o p r ia t e s p lit .

Ea ch s p lit ca n r e ce iv e in co m in g ca ll s t h r o u g h D ID p r o ce s s in g , a u t o m a t ic- in p r o ce s s in g , o r b o t h .
A u t o m a t ic- in t r u n k g r o u p s ca r r y ca ll s o n ly t o t h e s p lit , w h e r e a s D ID t r u n k g r o up s ca r r y ca ll s t o
a n y e xt e n s io n id e n t ifie d in t h e s w it ch s o ft w a r e , n o t ju s t a s p lit . Th e m ixt u r e o f A C D a n d n o n -
A C D ca ll t r a ffic o n a D ID t r u n k g r o u p m a k e s p r e cis e m e a s u r e m e n t o f A C D ca ll t r affic e xt r e m e ly
d ifficu lt . C a ll t r a ffic o n a u t o m a t ic- in t r u n k g r o u p s is m u ch e a s ie r t o m o n it o r a n d co n t r o l
b e ca u s e a ll ca ll t r a ffic g o e s o n ly t o a s p lit . Fo r t h e s e r e a s o n s , h ig h - v o lu m e n u m b e r s (t h a t is ,
p u b lis h e d n u m b e r s a n d n u m b e r s a d v e r t is e d t o cu s t o m e r s ) a r e u s u a ll y a u t o m a t ic- in t r u n k g r o u p
n u m b e r s . A s s o cia t e d e xt e n s io n n u m b e r s a r e u s u a ll y u s e d fo r in t e r n a l ca lls a n d by o ff- s it e
e m p lo y e e s w h o k n o w t h e e xt e n s io n n u m b e r (s ) a n d s im p ly a d d t h e co m p a n y D ID p r efix. Figu r e
C - 2 ill u s t r a t e s a n e xa m p le o f ca ll - p r o ce s s in g o n a s w it ch w it h a n A C D .
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C a l l P roc es si ng t o a S pl i t

Ex t. 2 0 0 2

Ex t. 2 0 0 1

Ex t. 2 0 0 0

D ID Tr u n k G r o u p

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

A t t e n d a n t

A C D

SW ITC H

Ex t. 1 0 0 2

1 - 8 0 0 - 5 5 5 - 7 7 7 7

Sp lit 1

A u t o - in Tr u n k G r o u p
1 - 8 0 0 - 5 5 5 - 7 7 7 7

5-3 8 - 1 0 0 0

a t t e n d a n t e xte n s io n
C a lls d ia le d t o

th r o u g h a t t e n d a n t

sp lit D ID e xte n s io n

C a lls d ia le d t o

C a lls co n n e ct e d

e m p lo y e e e xte n s io n s
C a lls d ia le d t o

e xte n s io n s
to s p lit a ge n t

C a lls d is tr ib u t e d

5-3 8 - 1 0 0 0

Ex t. 1 0 0 1

o r

o r

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

P r e fix 5 3 8 -

F i g u r e C-2 Ca l l - Pr o ce s s i n g o n a S w i t ch Wi t h an A C D
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S p l i t Q u e u e s
W h e n ca ll s a r r iv e a t a s p lit , t h e A C D w ill co n n e ct t h e ca ll t o a n a v a ila b le e xt e n s io n in t h e s p lit .
If n o e xt e n s io n is a v a ila b le (t h a t is , a ll a g e n t s a r e b u s y ), t h e ca ll w ill e n t e r t he s p lit ’ s q u e u e . A
s p l i t q u e u e is 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 er e
r e ce iv e d . W h e n a ca ll is p u t in q u e u e , t h e ca ll e r m a y h e a r o n e o r t w o d e la y a n no u n ce m e n t s ,
m u s ic, a n d / o r s ile n ce , d e p e n d in g o n t h e t r e a t m e n t a s s ig n e d fo r t h e s p lit . (Tr e a t m e n t o f ca ll s in
q u e u e is a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n . ) A ft e r a ca ll r e a ch e s t h e h ea d o f t h e q u e u e , it
co n n e ct s t o t h e n e xt a v a ila b le e xt e n s io n .

N O T E Th e A C D o n G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN S IO N P B X a ct u a lly r o u t e s e v e r y ca ll
t h r o u g h a s p lit ’ s q u e u e b e fo r e co n n e ct in g t h e ca ll s t o a g e n t s in t h e s p lit . Ho w e v e r , if
a g e n t s a r e a v a ila b le , t h e ca ll s d o n o t w a it in q u e u e .

N O T E If t h e C a ll Ve ct o r in g fe a t u r e is a ct iv e o n t h e G e n e r ic 2 o r S y s t e m 8 5 R2 V4 s w it ch , s p lit
q u e u in g fu n ct io n s s o m e w h a t d iffe r e n t ly fr o m t h e s p lit q u e u in g d e s cr ib e d in t h is
s e ct io n . (S e e t h e 3B CM S V ect o rin g A d m i n i st ra t ion [ 5 8 5 - 2 1 5 - 5 0 2 ] d o cu m e n t . )

P r i o r i t y a n d N o n p r i o r i t y S p l i t Q u e u e s

Ea ch s p lit ca n h a v e t w o q u e u e s : a n o n p r i o r i t y q u e u e a n d a p r i o r i t y q u e u e . A s p lit a lw a y s h a s
a n o n p r io r it y q u e u e , w h ich co ll e ct s t h e b u lk o f ca ll s t o a s p lit . B u t a s p lit ca n a ls o h a v e a
p r io r it y q u e u e , w h ich co ll e ct s h ig h - p r io r it y ca ll s . Th e A C D d is t r ib u t e s a ll ca ll s in t h e p r io r it y
q u e u e b e fo r e it d is t r ib u t e s a n y ca lls in t h e n o n p r io r it y q u e u e . Th e r e fo r e , t h e p rio r it y q u e u e , if
o n e e xist s , m u s t b e e m p t y b e fo r e t h e A C D w ill r e s u m e d is t r ib u t in g ca ll s in t h e n o n pr io r it y
q u e u e .

F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X , a u t o m a t ic- in t r u n k g r o u p s a n d / o r D ID
e xt e n s io n s a r e a s s ig n e d t o t h e a p p r o p r ia t e q u e u e (n o n p r io r it y o r p r io r it y ) a t t h e s a m e t im e t h e y
a r e a s s ig n e d t o t h e s p lit . A ls o fo r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN S IO N P B X , m u lt ip le D ID
e xt e n s io n s a n d a u t o m a t ic- in t r u n k g r o u p s ca n b e a s s ig n e d t o t h e n o n p r io r it y q u eu e , a n d
m u lt ip le a u t o m a t ic- in t r u n k g r o u p s m a y b e a s s ig n e d t o t h e p r io r it y q u e u e . H o we v e r , o n ly o n e
D ID e xt e n s io n ca n b e a s s ig n e d t o t h e p r io r it y q u e u e .

A n y ca ll s m a d e t o a s p lit u s in g t h e p r io r it y D ID e xt e n s io n n u m b e r o r t h e p r io r it y t r u n k g r o u p
p h o n e n u m b e r s w ill b e p la ce d in t h e p r io r it y q u e u e if n o a g e n t s a r e a v a ila b le . C a lls u s in g
n u m b e r s o f n o n p r io r it y D ID e xt e n s io n s o r t r u n k g r o u p s w ill b e p la ce d in t h e n o n p r io rit y q u e u e
if n o a g e n t s a r e a v a ila b le .
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S pl i t Q u e u e s

F o r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , o n ly in t e r n a l e xt e n s io n s m a y b e a s s ig ne d p r io r it y
q u e u in g . C a lls o n a s p lit ’ s a u t o m a t ic- in t r u n k g r o u p s o r D ID e xt e n s io n e n t e r t he s p lit ’ s q u e u e
o n a n o n p r io r it y b a s is o n ly . Fo r G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , a s p lit m a y als o b e a s s ig n e d
Pr i o r i t y Q u e u i n g o n In t r af l o w , w h ich m e a n s t h a t ca ll s t o t h a t s p lit , if r e r o u t e d t o a n o t h e r s p lit ,
w ill e n t e r t h e d e s t in a t io n s p lit ’ s p r io r it y q u e u e .

A s a n e xa m p le o f p r io r it y / n o n p r io r it y q u e u in g t o a s p lit in G e n e r ic 2 / S y s t e m 8 5 , s ay t h a t a n
a ir lin e s r e s e r v a t io n s ce n t e r h a s a Sp lit 1 fo r t h e W e s t e r n Re g io n . C a ll p r o ce s s in g to t h e s p lit
m a y b e s e t u p a s fo ll o w s :

A u t o m at i c- In T r u n k G r o u p s

— Tr u n k g r o u p 2 4 , w it h t h e n u m b e r 1 - 8 0 0 - 5 3 8 - 1 0 0 0 , ca r r ie s S p lit 1 ca ll s
t h a t r e g u la r cu s t o m e r s t h r o u g h o u t t h e r e g io n m a k e . Tr u n k g r o u p 2 4 is
g iv e n n o n p r io r it y s t a t u s .

— Tr u n k g r o u p 2 5 , w it h t h e n u m b e r 5 3 8 - 1 0 0 1 , ca r r ie s S p lit 1 ca ll s t h a t
cu s t o m e r s w it h in t h e lo ca l a r e a co d e m a k e . Tr u n k g r o u p 2 5 is g iv e n
n o n p r io r it y s t a t u s .

— Tr u n k g r o u p 2 6 , w it h t h e n u m b e r 5 3 8 - 1 0 0 2 , is a lo ca l n u m b e r t h a t
t r a v e l a g e n t s u s e . Tr u n k g r o u p 2 6 is g iv e n p r io r it y s t a t u s .

D ID E x t e n s i o n s

— D ID e xt e n s io n n u m b e r 1 0 0 3 is u s e d b y a ir lin e e m p lo y e e s w h o w a n t t o
m a k e r e s e r v a t io n s . Th e y m a y u s e t h is n u m b e r in t e r n a ll y o r t h e y ca n
a d d t h e p r e fix 5 3 8 - w h e n t h e y d ia l e xt e r n a ll y . Ex t e n s io n 1 0 0 3 is g iv e n
n o n p r io r it y s t a t u s .

— D ID e xt e n s io n n u m b e r 1 0 0 4 is u s e d o n ly b y a ir lin e e xe cu t iv e s t o m a k e
r e s e r v a t io n s . Ext e n s io n 1 0 0 4 is a s s ig n e d p r io r it y s t a t u s .

N O T E Th e fir s t D ID (a s s o cia t e d ) e xt e n s io n t h a t is a s s ig n e d t o a n o n p r io r it y q u e u e is
s o m e t im e s ca ll e d a Q u e u e D ir e ct o r y N u m b e r (Q D N ). Th e D ID e xt e n s io n t h a t is
a s s ig n e d t o a p r io r it y q u e u e is s o m e t im e s ca ll e d t h e P r io r it y Q u e u e D ir e ct o r y Nu m b e r
(P Q D N ).
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S pl i t Q u e u e s

S i z e o f S p l i t Q u e u e s

F o r t h e G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , a m a xim u m o f 1 0 0 ca ll s ca n b e w a it in g in a s p lit
q u e u e a t a g iv e n t im e . Th is n u m b e r , w h ich ca n a ls o b e le s s t h a n 1 0 0 , is e s t a b lis h e d t h r o u g h
s w it ch a d m in is t r a t io n . If t h e q u e u e s iz e is s m a lle r t h a n t h e n u m b e r o f t r u n k s a ss ig n e d t o t h e
s p lit , s o m e ca ll s m a y n o t b e a b le t o q u e u e t o t h e s p lit a n d w ill g e t a b u s y s ig n al. Th e r e fo r e , ca ll
r e d ir e ct io n (s e e ‘ ‘ In t r a flo w a n d In t e r flo w ’ ’ ) ca n b e e s t a b lis h e d t h r o u g h s w it ch a d m in is t r a t io n fo r
ca ll s a r r iv in g w h e n t h e q u e u e is fu ll .

F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X , t h e n u m b e r o f ca ll s t h a t ca n q u e ue t o a s p lit
is p r im a r ily lim it e d b y t h e n u m b e r o f t r u n k s a s s ig n e d t o t h e s p lit . H o w e v e r , s in ce D ID ca ll s
a n d in t e r n a l ca ll s ca n a ls o co n n e ct t o a s p lit , ca lls t h a t ca n q u e u e t o a s p lit a r e th e o r e t ica ll y
lim it e d o n ly b y t h e s w it ch ’ s t o t a l n u m b e r o f p h y s ica l t r u n k s a n d s o ft w a r e co n n e ct io n s . G e n e r ic
2 , S y s t e m 8 5 , a n d D IM EN S IO N P B X d o n o t o ffe r a n y s w it ch a d m in is t r a t io n p r o ce d u r es fo r
r e d u cin g s p lit q u e u e s iz e .

N O T E F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X o n ly , 3 B C M S o ffe r s t h e ca p a b ilit y t o
r e d u ce s p lit q u e u e s iz e u s in g t h e Sp lit P a r a m e t e r s s cr e e n (s e e C h a p t e r 6 ,
‘ ‘ C o n fig u r a t io n ’ ’ ) , b u t t o d o s o r e q u ir e s t h a t a n a lt e r n a t e d e s t in a t io n b e s e t u p fo r ca ll s
t h a t ca n n o t e n t e r t h e q u e u e . A ls o , o n a G e n e r ic 2 o r S y s t e m 8 5 R2 V4 w it h t h e C a ll
Ve ct o r in g fe a t u r e , s p lit q u e u e s iz e ca n b e r e d u ce d t h r o u g h e it h e r s w it ch a d m in is tr a t io n
o r 3 B C M S .
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A n n o u n c e m e n t s a n d O t h e r T r e a t m e n t f o r
C a l l s i n a S p l i t Q u e u e

A s m e n t io n e d e a r lie r , a ca ll t h a t q u e u e s t o a s p lit m a y r e ce iv e o n e o r t w o a n no u n ce m e n t s ,
m u s ic, a n d / o r s ile n ce , d e p e n d in g o n t h e t r e a t m e n t s e t u p in t h e A C D s o ft w ar e fo r t h a t s p lit .
W h e n a ca ll q u e u e s t o a s p lit , t h e ca ll r e ce iv e s r in g in g u n t il t h e ca ll co n n e ct s t o an a g e n t o r t h e
ca ll r e ce iv e s a n a n n o u n ce m e n t . A n an n o u n ce m e n t is a r e co r d e d m e s s a g e t h a t n o r m a ll y 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 tr ie s t o p e r s u a d e
t h e ca lle r t o s t a y o n t h e lin e .

A n n o u n ce m e n t s a r e r e co r d e d o n a n a n n o u n ce m e n t d e v ice co n n e ct e d t o t h e s w it ch . Th e
a n n o u n ce m e n t s a r e t h e n a s s ig n e d t o s p lit s t h r o u g h s w it ch a d m in is t r a t io n . A ls o, w h e n
a n n o u n ce m e n t s a r e a s s ig n e d t o s p lit s , t h e d e l ay ti m e , o r t h e t im e a ca ll m u s t w a it in a s p lit
q u e u e b e fo r e r e ce iv in g t h e a n n o u n ce m e n t , is a s s ig n e d t o e a ch a n n o u n ce m e n t . If a ca ll co n n e ct s
t o a n a g e n t b e fo r e t h e d e la y t im e p a s s e s , t h e ca lle r d o e s n o t h e a r t h e a n no u n ce m e n t . If a ca ll
r e ce iv e s a n a n n o u n ce m e n t , a n a v a ila b le a g e n t m a y s t ill p ick u p t h e ca ll b e fo r e th e
a n n o u n ce m e n t is co m p le t e . If a ca ll r e ce iv e s a co m p le t e a n n o u n ce m e n t , t h e ca lle r will h e a r
m u s ic o r s ile n ce a ft e r w a r d s u n t il a s e co n d a n n o u n ce m e n t is p la y e d o r t h e ca ll co n n e ct s t o a n
a g e n t . Th e t r e a t m e n t o f m u s ic o r s ile n ce fo r s p lit q u e u e s m u s t a ls o b e s e t u p t h r o u g h s w it ch
a d m in is t r a t io n .

F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X , t h e a n n o u n ce m e n t d e la y t im e ca n be fr o m 2
t o 3 0 s e co n d s . Fo r G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , t h e a n n o u n ce m e n t d e la y t im e ca n b e fr o m
0 t o 9 9 s e co n d s . 0 s e co n d s d e la y t im e in G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 ca u se s a f o r ce d
an n o u n ce m e n t, w h ich m e a n s ca ll s t o a s p lit w ill a u t o m a t ica ll y r e ce iv e t h e a n n o u n ce m e n t ,
r e g a r d le s s o f w h e t h e r a n a g e n t is a v a ila b le .

F o r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , e a ch s p lit m a y h a v e it s o w n u n iq u e fir s t a nd s e co n d
a n n o u n ce m e n t s . Th e r e fo r e , 3 2 fir s t a n n o u n ce m e n t s a n d 3 2 s e co n d a n n o u n ce m en t s m a y b e
cr e a t e d . S e co n d a n n o u n ce m e n t s o n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 ca n a ls o b e s e t t o r e cu r
e a ch t im e t h e a n n o u n ce m e n t d e la y t im e e xp ir e s . Fo r G e n e r ic 2 , S y s t e m 8 5 , a nd D IM EN S IO N
P B X , e a ch s p lit m a y h a v e it s o w n u n iq u e fir s t a n n o u n ce m e n t ; h o w e v e r , t h e s eco n d
a n n o u n ce m e n t m u s t b e a g e n e r ic a n n o u n ce m e n t e s t a b lis h e d fo r a ll s p lit s . Th e r e fo r e , fo r a
Sy s t e m 8 5 R2 V3 , a t o t a l o f 3 0 fir s t a n n o u n ce m e n t s ca n b e cr e a t e d . F o r a G e n er ic 2 o r Sy s t e m
8 5 R2 V4 , a t o t a l o f 6 0 fir s t a n n o u n ce m e n t s ca n b e cr e a t e d . Fo r a D IM EN SIO N P B X , a t o t al o f
3-0 ca n b e cr e a t e d .

N O T E A n n o u n ce m e n t ca p a b ilit ie s o n a G e n e r ic 2 o r Sy s t e m 8 5 R2 V4 w it h t h e C a ll Ve ct o r in g
fe a t u r e d iffe r s ig n ifica n t ly fr o m t h e ca p a b ilit ie s d is cu s s e d in t h is s e ct io n .
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G e n e r i c 2 / S y s t e m 8 5 / D I M E N S I O N P B X
A n n o u n c e m e n t Q u e u i n g

F o r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN SIO N P B X , t h e a n n o u n ce m e n t s e t , w h ich ca n b e a n a lo g
o r d ig it a l, s e n d s s p lit a n n o u n ce m e n t s t o ca ll s in q u e u e . Th e a n n o u n ce m e n t s e t w ill p la y
a n n o u n ce m e n t s o v e r a n d o v e r if ca ll s co n t in u a ll y e xce e d d e la y t im e s in s p lit q u eu e s . H o w e v e r ,
a ca ll ca n g e t a n a n n o u n ce m e n t o n ly w h e n t h e a n n o u n ce m e n t b e g in s ; a ca ll ca n n ot co n n e ct t o
a n a n n o u n ce m e n t w h e n t h e a n n o u n ce m e n t is p a r t ia lly co m p le t e d . W h e n a ca ll w a it s b e y o n d
t h e d e la y t im e , t h e ca ll m a y e n t e r a n a n n o u n ce m e n t q u e u e . Th e n , w h e n t he a n n o u n ce m e n t
s t a r t s o v e r , t h a t ca ll e r w ill h e a r t h e a n n o u n ce m e n t . In p r a ct ice , t h e t o t a l tim e a ca ll e r co u ld
w a it b e fo r e h e a r in g a n a n n o u n ce m e n t co u ld b e t h e d e la y t im e p lu s t h e t o t al t im e fo r a n
a n n o u n ce m e n t t o p la y b e fo r e s t a r t in g o v e r .

A G e n e r ic 2 / Sy s t e m 8 5 / D IM EN S IO N P B X a n n o u n ce m e n t q u e u e ca n co n t a in u p t o 2 5 5 ca ll s a t
o n e t im e . A ll ca ll s in a n a n n o u n ce m e n t q u e u e r e ce iv e t h e a n n o u n ce m e n t s im u lt a n e o u s ly , s o
2-5 5 ca lls ca n r e ce iv e t h e s a m e a n n o u n ce m e n t a t t h e s a m e t im e .

G e n e r i c 3 i / G e n e r i c 1 / S y s t e m 7 5 A n n o u n c e m e n t
Q u e u i n g

F o r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , s p lit a n n o u n ce m e n t s ca n b e e it h e r a n alo g o r d ig it a l.
Q u e u in g fo r a n a lo g a n n o u n ce m e n t s w o r k s lik e G e n e r ic 2 / Sy s t e m 8 5 a n n o u n ce m e nt q u e u in g ,
e xce p t t h a t e a ch G e n e r ic 3 i/ S y s t e m 7 5 / G e n e r ic 1 a n a lo g a n n o u n ce m e n t ca n h a ve a m a xim u m
o f 1 5 0 ca ll s in q u e u e , a n d o n ly 5 ca ll s in t h e q u e u e ca n s im u lt a n e o u s ly r e ce iv e a n
a n n o u n ce m e n t .

Q u e u in g fo r G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 d ig it a l a n n o u n ce m e n t s is q u it e d iffe r e n t . D ig it a l
a n n o u n ce m e n t s a r e d e liv e r e d t o a 1 6 - p o r t a n n o u n ce m e n t b o a r d , a n d a ca ll r e ce iv e s a n
a n n o u n ce m e n t o n ly w h e n it co n n e ct s t o o n e o f t h e 1 6 a n n o u n ce m e n t p o r t s . Th er e fo r e , a ll ca lls ,
r e g a r d le s s o f t h e s p lit a n n o u n ce m e n t t h e y a r e w a it in g t o r e ce iv e , w a it in a sin g le q u e u e t o
a cce s s a p o r t o n t h e a n n o u n ce m e n t b o a r d . Th e m a xim u m le n g t h o f t h is q u e u e is 50 ca ll s , a n d
u p t o 5 ca ll s w a it in g fo r t h e s a m e a n n o u n ce m e n t ca n co n n e ct t o a p o r t s im u lt a n e ou s ly . Th is
s a m e a n n o u n ce m e n t ca n b e d e liv e r e d o v e r m u lt ip le p o r t s . M e a n in g if a ll 5 0 ca lls in q ue u e a r e
w a it in g fo r t h e s a m e a n n o u n ce m e n t , t h a t a n n o u n ce m e n t co u ld b e p la y e d s im u lt an e o u s ly t o a ll
5-0 ca lls o v e r 1 0 p o r t s . D ig it a l a n n o u n ce m e n t s a r e d e liv e r e d o n d e m a n d , s o a ca ll th a t co n n e ct s
t o a p o r t r e ce iv e s a n a n n o u n ce m e n t im m e d ia t e ly a n d d o e s n o t h a v e t o w a it fo r t he
a n n o u n ce m e n t t o fin is h a n d s t a r t a g a in .
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A s a n e xa m p le o f d ig it a l a n n o u n ce m e n t q u e u in g , s a y t h e ca lls id e n t ifie d b y a s te r is k s (* ) in t h e
fo ll o w in g lis t a r e w a it in g fo r t h e fir s t S p lit 1 a n n o u n ce m e n t , a n d P o r t 3 b e co m e s a va ila b le :

Q u e u e d C al l s A n n o u n ce m e n t Po r ts
1. A * B u s y — P o r t 1
2. B B u s y — P o r t 2
3. C * B u s y — P o r t 3
4. D B u s y — P o r t 4
5. E B u s y — P o r t 5
6. F * B u s y — P o r t 6
7. G B u s y — P o r t 7
8. H B u s y — P o r t 8
9. I* B u s y — P o r t 9

10. J * B u s y — P o r t 1 0
11. K B u s y — P o r t 1 1

B u s y — P o r t 1 2
B u s y — P o r t 1 3
B u s y — P o r t 1 4
B u s y — P o r t 1 5
B u s y — P o r t 1 6

W it h P o r t 3 a v a ila b le , C a ll A (t h e fir s t ca ll in q u e u e ) a n d u p t o fo u r o t h e r ca lls w a it in g in q u e u e
fo r t h e Sp lit 1 a n n o u n ce m e n t im m e d ia t e ly co n n e ct t o P o r t 3 , a s s h o w n in t h e fo ll o win g q u e u e :

Q u e u e d C al l s A n n o u n ce m e n t Po r ts
1. B B u s y — P o r t 1
2. D B u s y — P o r t 2

A C F I J— P o r t 3 : S p lit 1 a n n o u n ce m e n t3. E
4. G B u s y — P o r t 4
5. H B u s y — P o r t 5
6. K B u s y — P o r t 6

B u s y — P o r t 7
B u s y — P o r t 8
B u s y — P o r t 9
B u s y — P o r t 1 0
B u s y — P o r t 1 1
B u s y — P o r t 1 2
B u s y — P o r t 1 3
B u s y — P o r t 1 4
B u s y — P o r t 1 5
B u s y — P o r t 1 6
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A ll ca lls r e m a in in g in q u e u e t h e n m o v e t o h ig h e r p o s it io n s in t h e q u e u e . N o t ice t ha t t h e
s e co n d ca ll in t h e q u e u e (C a ll B ) m o v e s u p t o t h e fir s t p o s it io n . W h e n t h is ca ll co n n ect s t o t h e
n e xt a v a ila b le p o r t , u p t o fo u r o t h e r ca ll s w a it in g fo r t h e s a m e a n n o u n ce m e n t w ill a ls o co n n e ct
t o t h a t p o r t .

If a G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 a n n o u n ce m e n t q u e u e is fu ll , t h e s y s t e m w ill co n t in u e t o
t r y e v e r y 1 0 s e co n d s t o co n n e ct a ca ll t o t h e p r o p e r a n n o u n ce m e n t u n t il t he ca ll co n n e ct s t o a n
a g e n t , co n n e ct s t o a n a n n o u n ce m e n t , o r e n t e r s t h e a n n o u n ce m e n t q u e ue .

N O T E If a ca ll is t o r e ce iv e a fo r ce d a n n o u n ce m e n t , t h e s y s t e m w ill n o t co n n e ct t h e ca ll to a n
a g e n t u n t il t h e ca ll h a s r e ce iv e d t h e a n n o u n ce m e n t o r it fin d s t h a t t h e a n n o un ce m e n t
is n o t a v a ila b le (t h a t is , o u t o f s e r v ice o r h a s n o t b e e n r e co r d e d ).
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A n s w e r S u p e r v i s i o n o n C a l l s t o a S p l i t

A n s w e r s u p e r v i s i o n is a s ig n a l s e n t b y t h e s w it ch t o t h e s e r v in g C O . Th is s ig n a l t e lls t h e C O
t h a t a n in co m in g ca ll h a s b e e n a n s w e r e d a n d t h a t t h e C O s h o u ld b e g in t r a ck in g t o ll ch a r g e s fo r
t h e ca ll (if t h e y a p p ly ). Fo r Sy s t e m 7 5 , G e n e r ic 1 , G e n e r ic 3 i, G e n e r ic 2 o r Sy s t em 8 5 R2 V4 ,
a n s w e r s u p e r v is io n is a lw a y s s e n t im m e d ia t e ly b e fo r e a ca ll co n n e ct s t o a n a g e n t o r a n
a n n o u n ce m e n t . A d d it io n a ll y , w it h v e ct o r in g , a n s w e r s u p e r v is io n is s e n t t o th e C O w h e n m u s ic
is p r o v id e d p r io r t o a n a n n o u n ce m e n t o r co n n e ct in g t o a n a g e n t . Fo r S y s t e m 8 5 R2 V3 a n d
D IM EN S IO N P B X , t h e s w it ch ca n b e s e t t o s e n d a n s w e r s u p e r v is io n a t e it h e r of t h e fo llo w in g
t w o t im e s :

A t t h e t im e a n in co m in g ca ll fir s t e n t e r s a s p lit q u e u e

Im m e d ia t e ly b e fo r e a ca ll co n n e ct s t o a n a g e n t o r a n n o u n ce m e n t .

W h ich e v e r t im e is s e t fo r a n s w e r s u p e r v is io n , t h a t t im e b e co m e s e ffe ct iv e fo r a ll s p lit s.

In m o s t ca s e s , s e n d in g a n s w e r s u p e r v is io n im m e d ia t e ly 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 o r
a n n o u n ce m e n t w ill b e t h e m o s t e co n o m ica l o p t io n . Se n d in g a n s w e r s u p e r v is io n wh e n a ca ll
q u e u e s t o a s p lit u s u a ll y m e a n s t h a t t h e ca ll n e e d le s s ly a ccu m u la t e s t o ll ch a r g e s w h ile it w a it s
in q u e u e .
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A b a n d o n e d C a l l s
A t a n y t im e w h ile a ca ll is w a it in g in q u e u e o r is r e ce iv in g a n a n n o u n ce m e n t , t h e ca ll e r ca n
h a n g u p . Th is t y p e o f d is co n n e ct is ca ll e d a n ab an d o n e d cal l . A n a b a n d o n e d ca ll is a ca ll t h a t
q u e u e s t o a s p lit , b u t d o e s n o t co n n e ct t o a n a g e n t b e ca u s e t h e ca ll e r h a ng s u p . A b a n d o n s ca n
ca u s e b ill in g fo r ca lls t o o ccu r if a n s w e r s u p e r v is io n is s e n t b e fo r e a b a n d o n m e n t . Th e y a ls o
t e m p o r a r ily o ccu p y t r u n k s t h a t co u ld h a v e o t h e r w is e g o n e t o m o r e p e r s is t e nt ca ll e r s . Fin a ll y ,
a b a n d o n s o ft e n r e p r e s e n t lo s t s a le s o r lo s t g o o d w ill . F o r t h e s e r e a s o ns , e ffe ct iv e a n n o u n ce m e n t
a d m in is t r a t io n s h o u ld p e r s u a d e q u e u e d ca ll e r s t o s t a y o n t h e lin e u n t il s o me o n e a n s w e r s t h e ir
ca ll s . A ls o , s t a ffin g s h o u ld b e s u fficie n t t o p r e v e n t ca ll e r s fr o m h a v in g t o w a it in q u e u e fo r a n
u n r e a s o n a b le a m o u n t o f t im e .

A b a n d o n e d C a l l S e a r c h

If a n s w e r s u p e r v is io n h a s b e e n s e n t a n d a ca ll a b a n d o n s , g h o s t cal l s ca n o ccu r . A g h o s t ca ll is
a ca ll t h a t is s e n t t o a n a g e n t a ft e r t h e ca ll e r h a s a ct u a ll y h u n g u p . Th u s , t h e a g e n t a n s w e r s a n
A C D ca ll , a n d n o o n e is o n t h e lin e . G h o s t ca ll s o ccu r b e ca u s e t h e C O d e la y s s e nd in g a
d is co n n e ct s ig n a l t o t h e A C D 2 t o 2 5 s e co n d s (d e p e n d in g o n t h e C O ) a ft e r a ca ll e r h a n g s u p .
G h o s t ca ll s a r e a p r o b le m b e ca u s e t h e y w a s t e a g e n t s ’ t im e , a n d t h e y ca n d ela y o r p r e v e n t a ct u a l
ca ll s fr o m co n n e ct in g t o a n a g e n t . A g e n t s w ill a ls o b e in a p p r o p r ia t e ly cr e d it e d wit h A C D ca ll s
w h e n t h e 3 B C M S g a t h e r s d a t a .

To m in im iz e t h is p r o b le m , A b a n d o n e d C a ll S e a r ch ca n b e a s s ig n e d a s a s w it ch - w id e fe a tu r e o n
G e n e r ic 2 / S y s t e m 8 5 a n d a s s ig n e d t o s p e cific t r u n k g r o u p s o n G e n e r ic 3 i/ G en e r ic 1 / S y s t e m
7 5 . W it h A b a n d o n e d C a ll Se a r ch , t h e s w it ch ch e ck s a ca ll ’ s in co m in g t r u n k ju s t b e fo r e r in g in g
a n a g e n t . If t h e t r u n k h a s b e e n d is co n n e ct e d , t h e s w it ch r e le a s e s t h e t r u nk . If t h e t r u n k s t ill
h a s a ca ll e r w a it in g , t h e s w it ch d is t r ib u t e s t h e ca ll t o t h e a g e n t .
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I n t r a f l o w a n d I n t e r f l o w
If, d u r in g p e a k ca ll in g p e r io d s , a s p lit ’ s q u e u e is h e a v ily lo a d e d , o r if ca ll s a r r iv e o ut s id e o f
n o r m a l w o r k in g h o u r s , ca lls m a y b e r e d ir e ct e d t o a n o t h e r d e s t in a t io n . Re d ir e ct in g ca ll s t o
a n o t h e r d e s t in a t io n w it h in t h e lo ca l s w it ch is ca ll e d i n t r af l o w . Re d ir e ct in g 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 is ca ll e d i n t e r f l o w . In t r a flo w a n d in t e r flo w a r e s e t u p d iffe r e n t ly in
G e n e r ic 2 , S y s t e m 8 5 , D IM EN S IO N P B X , S y s t e m 7 5 , G e n e r ic 1 , a n d G e n e ric 3 i.

N O T E If C a ll Ve ct o r in g is a ct iv e o n a G e n e r ic 2 , S y s t e m 8 5 R2 V4 , o r G e n e r ic 3 i, r e d ir e ct io n
o f ca ll s d iffe r s s ig n ifica n t ly fr o m t h e G e n e r ic 2 / S y s t e m 8 5 / G e n e r ic 3 i
in t r a flo w / in t e r flo w d e s cr ib e d in t h is s e ct io n . Se e t h e 3B Ca ll M an a g em en t Sy st em
V ect o r in g A dm i n i st ra t i o n (5-8 5 - 2 1 5 - 5 0 2 ) fo r a d e s cr ip t io n o f s p lit ca ll r e d ir e ct io n w it h
ca ll v e ct o r in g .

I n t r a f l o w a n d I n t e r f l o w f o r G e n e r i c 2 / S y s t e m
8 5 / D I M E N S I O N P B X

F o r G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , u p t o t h r e e in t r a flo w d e s t in a t io n s an d o n e
in t e r flo w d e s t in a t io n ca n b e e s t a b lis h e d fo r a s p lit t h r o u g h s w it ch a d m in is t r a t io n a n d
p r o ce d u r e s o n t h e s p lit s u p e r v is o r ’ s v o ice t e r m in a l. F o r in t r a flo w , t h e d e s t in a t io n s ca n b e :

O t h e r s p lit s

Ex t e n s io n s

Th e a t t e n d a n t q u e u e

Th e C e n t r a liz e d A t t e n d a n t S e r v ice q u e u e

A u d io In fo r m a t io n Exch a n g e (A U D IX ) o r a M e s s a g e S e r v ice C e n t e r .

F o r in t e r flo w , t h e d e s t in a t io n s ca n b e t h e s a m e a s t h o s e lis t e d fo r in t r a flo w , e xce p t t h a t t h e
d e s t in a t io n s w ill b e o n a r e m o t e s w it ch . A s a r e s u lt , a n in t e r flo w d e s t in a tio n is u s u a ll y a 7 -
d ig it , 1 0 - d ig it , o r in t e r n a t io n a l p h o n e n u m b e r .

W h e n a s p lit h a s m o r e t h a n o n e in t r a flo w / in t e r flo w d e s t in a t io n , t h e A C D s en d s a ca ll t o t h e
fir s t d e s t in a t io n s p e cifie d . If t h a t d e s t in a t io n ca n n o t a cce p t t h e ca ll, t h e A C D w ill t ry t h e
s e co n d d e s t in a t io n , t h e n t h e t h ir d , a n d fin a ll y t h e fo u r t h . If t h e la s t d e st in a t io n ca n n o t a cce p t
t h e ca ll, t h e A C D w ill n o t r e m o v e t h e ca ll fr o m t h e o r ig in a l s p lit ’ s q u e u e . Th e r efo r e , t h e la s t
d e s t in a t io n s h o u ld b e a s p lit o r e xt e n s io n t h a t a cce p t s a ll ca lls in t o it s q u e u e. If a n in t e r flo w
d e s t in a t io n is s p e cifie d , it m u s t b e t h e la s t d e s t in a t io n t h e A C D t r ie s .
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In tr a fl ow a n d Interf l ow

U n c o n d i t i o n a l a n d T h r e s h o l d I n t r a f l o w / I n t e r f l o w f o r
G e n e r i c 2 / S y s t e m 8 5 / D i m e n s i o n P B X

In t r a flo w a n d in t e r flo w ca n b e s e t t o o ccu r u n co n d it io n a ll y . Th is m e a n s t h a t a ll ca lls t o a s p lit
a r e r e d ir e ct e d t o t h e in t r a flo w / in t e r flo w d e s t in a t io n (s ). U n co n d it io n a l in t ra flo w / in t e r flo w is
n o r m a ll y u s e d t o r e d ir e ct ca ll s d u r in g a ft e r - w o r k h o u r s .

N O T E W h e n u n co n d it io n a l in t r a flo w / in t e r flo w g o e s in t o e ffe ct , ca ll s a lr e a d y w a it in g in
q u e u e w ill a ls o b e r e d ir e ct e d . Th is m a y ca u s e ca ll s t o w a it fo r a n e xce s s iv e ly lo n g
t im e b e fo r e co n n e ct in g .

In t r a flo w / in t e r flo w ca n a ls o b e s e t t o o ccu r o n ly w h e n a n o u t f l o w t h r e s h o l d h a s b e e n r e a ch e d .
A n o u t flo w t h r e s h o ld is t h e n u m b e r o f ca ll s in a s p lit q u e u e t h a t w ill t r ig g e r
in t r a flo w / in t e r flo w . Th r e s h o ld in t r a flo w / in t e r flo w is n o r m a ll y u s e d t o r e d ir e ct ca ll s d u r in g
p e a k ca ll in g p e r io d s , w h e n a lo t o f ca ll s s t a r t t o e n t e r t h e s p lit q u e u e . Th e o u t flo w t h r e s h o ld is
s e t t h r o u g h s w it ch a d m in is t r a t io n .

If a s p lit ’ s o u t flo w t h r e s h o ld is r e a ch e d , t h e ca ll a t t h e h e a d o f t h e q u e u e is r e d ir e ct e d . Th is is
u s u a ll y t h e o l d e s t ca l l w ai t i n g i n t h at s p l i t ’ s q u e u e . If a n d w h e n t h a t ca ll q u e u e s t o a
d e s t in a t io n , it co u ld b e co m e t h e la s t ca ll in t h e d e s t in a t io n ’ s q u e u e . A s a r es u lt , a r e d ir e ct e d ca ll
ca n r e ce iv e a n e xce s s iv e ly lo n g w a it t im e . To p r e v e n t e xce s s iv e w a it t im e , ca ll s s h o u ld b e
r e d ir e ct e d t o p r io r it y q u e u e s w h e n e v e r p o s s ib le . Fo r e xa m p le , if t h e d e s t in a tio n is a n o t h e r s p lit ,
a n d t h a t s p lit ca n b e a cce s s e d b y a n o n p r io r it y a s s o cia t e d e xt e n s io n o r a p r io r it y a s s o cia t e d
e xt e n s io n , t h e p r io r it y a s s o cia t e d e xt e n s io n s h o u ld b e u s e d fo r in t r a flo w .

W h e n a n in t r a flo w d e s t in a t io n h a s a q u e u e , t h a t d e s t in a t io n m a y a ls o h a ve a n i n f l o w
th r e s h o l d. A n in flo w t h r e s h o ld is t h e n u m b e r o f ca ll s in a q u e u e t h a t w ill p r e v e n t in t r aflo w e d
ca ll s fr o m e n t e r in g t h a t q u e u e . W h e n a d e s t in a t io n ’ s in flo w t h r e s h o ld is re a ch e d , t h e A C D
s e n d s in t r a flo w e d ca ll s t o t h e o r ig in a l s p lit ’ s n e xt d e s t in a t io n o r t h e ca ll s r em a in in t h e o r ig in a l
s p lit ’ s q u e u e . A n in flo w t h r e s h o ld is s e t u p t h r o u g h s w it ch a d m in is t r a t io n .

N O T E A n in t e r flo w e d ca ll w ill a u t o m a t ica ll y q u e u e t o t h e d e s t in a t io n , r e g a r d le s s o f w h e t h e r
t h e d e s t in a t io n h a s a n in flo w t h r e s h o ld .

N O T E U n co n d it io n a l a n d t h r e s h o ld in t r a flo w / in t e r flo w ca n n o t b e u s e d s im u lt a n e o u s ly fo r
t h e s a m e s p lit .
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In tr a fl ow a n d Interf l ow

S e t t i n g U p G e n e r i c 2 / S y s t e m 8 5 I n t r a f l o w / I n t e r f l o w
To s e t u p in t r a flo w / in t e r flo w , t h e a p p r o p r ia t e d i al acc e s s co d e s m u s t b e s e t u p u s in g s w it ch
p r o ce d u r e s . D ia l a cce s s co d e s a r e n u m b e r s t h a t ca n b e d ia le d fr o m a v o ice t e r m in al t o a ct iv a t e
p a r t icu la r s w it ch fe a t u r e s . Th e y m a y , in t u r n , b e a s s ig n e d t o b u t t o n s o n v o ice te r m in a ls fo r
q u ick d ia lin g o f t h e co d e s . Sp lit s u p e r v is o r s a ct iv a t e in t r a flo w / in t e r flo w o n t h eir v o ice
t e r m in a ls b y d ia lin g t h e a cce s s co d e s o r p r e s s in g t h e a s s ig n e d v o ice t e r m in a l b u tt o n s .
Su p e r v is o r s t h e n e n t e r t h e e xt e n s io n o r p h o n e n u m b e r o f t h e d e s t in a t io n .

A s p lit s u p e r v is o r m u s t r e p e a t t h e e n t ir e in t r a flo w / in t e r flo w a ct iv a t io n p r o ce d u r e fo r e a ch
d e s t in a t io n . Th e o r d e r in w h ich t h e A C D ch e ck s d e s t in a t io n s fo r in t r a flo w / in t er flo w is t h e
s a m e o r d e r in w h ich t h e s p lit s u p e r v is o r a ct iv a t e s t h e d e s t in a t io n s . To a ct iv a t e t w o
d e s t in a t io n s , t h e s u p e r v is o r p e r fo r m s t h e p r o ce d u r e t w ice , a n d t h e fir s t de s t in a t io n a ct iv a t e d
b e co m e s t h e fir s t d e s t in a t io n fo r in t r a flo w / in t e r flo w .

Th e fo llo w in g t y p e s o f in t r a flo w / in t e r flo w ca n b e u s e d fo r a s p lit :

1 Th r e s h o ld in t r a flo w (u s in g t h e C a ll Fo r w a r d in g — B u s y a n d D o n ’ t A n s w e r fe a t u r e )

2 U n co n d it io n a l in t r a flo w (u s in g t h e C a ll Fo r w a r d in g — Fo llo w M e fe a t u r e )

3 Th r e s h o ld in t e r flo w (u s in g O v e r lo a d B a la n cin g )

4 U n co n d it io n a l in t e r flo w (u s in g O v e r lo a d B a la n cin g )

5 U n co n d it io n a l in t e r flo w (u s in g t h e C a ll Fo r w a r d in g — Fo llo w M e fe a t u r e in a
m u lt ip le s w it ch n e t w o r k ). Th is t y p e o f in t e r flo w s h o u ld b e u s e d fo r a n A U D IX o r
M e s s a g e S e r v ice C e n t e r d e s t in a t io n .

B e ca u s e u n co n d it io n a l a n d t h r e s h o ld in t r a flo w / in t e r flo w ca n n o t b e u s e d t o g e t he r fo r t h e s a m e
s p lit , t h e fo ll o w in g co m b in a t io n s o f in t r a flo w / in t e r flo w m a y b e u s e d t o g e t h e r:

Ty p e s 1 a n d 3

Ty p e s 2 a n d 4

Ty p e s 2 a n d 5 .

If t h e C a ll Fo r w a r d in g — F o ll o w M e fe a t u r e is u s e d t o s e t u p a n in t e r flo w d e s t in at io n , t h e
m a xim u m n u m b e r o f d e s t in a t io n s fo r t h e s p lit is o n ly t h r e e — t h e in t e r flo w d es t in a t io n a n d
t w o in t r a flo w d e s t in a t io n s . If O v e r lo a d B a la n cin g is u s e d fo r in t e r flo w , t h e d e st in a t io n p h o n e
n u m b e r m u s t b e a s s ig n e d a n A u t o m a t ic A lt e r n a t e Ro u t in g (A A R) o r A u t o m a t ic Ro u t e S e le ct io n
(A RS) p a t t e r n t h r o u g h s w it ch a d m in is t r a t io n .
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In tr a fl ow a n d Interf l ow

N O T E A A R a n d A RS a r e s w it ch fe a t u r e s w h ich s t o r e a lt e r n a t e t r u n k r o u t e s fo r o u t g oin g
(e xt e r n a l) ca lls o r , in t h is ca s e , in t e r flo w .

U s i n g 3 B C M S t o S e t U p G e n e r i c 2 / S y s t e m
8 5 / D I M E N S I O N P B X I n t r a f l o w

O n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , a s p lit s u p e r v is o r o r t h e C M S a d m in is t r at o r ca n
s e t u p a n d a ct iv a t e in t r a flo w fo r a s p lit u s in g t h e 3 B C M S in s t e a d o f a s p lit s u p e r v is or ’ s v o ice
t e r m in a l. 3 B C M S ca n n o t b e u s e d fo r in t e r flo w . In 3 B C M S , t h e s u p e r v is o r o r ad m in is t r a t o r
s p e cifie s t h e fo ll o w in g p a r a m e t e r s :

W h e t h e r t h e in t r a flo w w ill b e u n co n d it io n a l (a ll ca ll s in t r a flo w e d ) o r co n d it io n a l
(ca ll s in t r a flo w e d a cco r d in g t o t h e o u t flo w t h r e s h o ld )

W h e t h e r e a ch d e s t in a t io n (u p t o t h r e e in t r a flo w d e s t in a t io n s a r e p o s s ib le ) is a n
e xt e n s io n , s p lit , p r io r it y s p lit , a t t e n d a n t , o r C A S

Th e s p lit n u m b e r , e xt e n s io n , o r p h o n e n u m b e r o f e a ch d e s t in a t io n

Th e o u t flo w t h r e s h o ld o f t h e o r ig in a l s p lit a n d t h e in flo w t h r e s h o ld (s ) o f t he
r e ce iv in g s p lit (s ).

Th e m a in a d v a n t a g e o f u s in g 3 B C M S t o s e t u p in t r a flo w is t h a t in t r a flo w ca n b e s ch e d u le d t o
t a k e e ffe ct a u t o m a t ica ll y . Th u s , in t r a flo w ca n b e s ch e d u le d t o b e co m e a ct iv e o n ly du r in g p e a k
ca ll in g p e r io d s o r o n t h e w e e k e n d s a n d / o r a t n ig h t . C M S w ill a ct iv a t e in t r a flo w au t o m a t ica ll y
a cco r d in g t o s ch e d u le , w it h o u t a n y fu r t h e r in t e r v e n t io n b y t h e s p lit s u p e r v is o r . H o w e v e r , t h e
s u p e r v is o r w ill s t ill h a v e t o m a n u a ll y a ct iv a t e in t e r flo w w h e n n e e d e d .
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I n t r a f l o w a n d I n t e r f l o w f o r G e n e r i c 3 i / G e n e r i c
1 / S y s t e m 7 5

F o r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , u p t o t h r e e in t r a flo w d e s t in a t io n s O R o n e in t e r flo w
d e s t in a t io n ca n b e e s t a b lis h e d fo r a s p lit t h r o u g h s w it ch a d m in is t r a t io n . F o r in t r a flo w , t h e
d e s t in a t io n s ca n b e :

Ex t e n s io n s

O t h e r s p lit s o r H u n t G r o u p s *

Th e a t t e n d a n t q u e u e

A U D IX

A n n o u n ce m e n t s fo ll o w e d b y a fo r ce d d is co n n e ct .

F o r in t e r flo w , t h e d e s t in a t io n s ca n b e t h o s e p r e v io u s ly lis t e d , p lu s t h e C A S , a ll o f w h ich w ill b e
o n a r e m o t e s w it ch . In a d d it io n , a n in t e r flo w d e s t in a t io n ca n b e a 7 - d ig it , 1 0 - d ig it , o r
in t e r n a t io n a l p h o n e n u m b e r .

L ik e in t r a flo w fo r a G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , if a s p lit in a G e n e r ic 3 i/ Ge n e r ic
1 / S y s t e m 7 5 h a s m o r e t h a n o n e d e s t in a t io n , t h e A C D w ill t r y e a ch d e s t in a t io n in s u cce s s io n
u n t il it fin d s a d e s t in a t io n t h a t w ill a cce p t a ca ll . If n o d e s t in a t io n w ill a cce p t t he ca ll , t h e A C D
w ill le a v e t h e ca ll in t h e o r ig in a l s p lit ’ s q u e u e . If a n in t e r flo w d e s t in a t io n is s p e cifie d a n d
a ct iv a t e d , t h e A C D w ill t r y t h a t d e s t in a t io n o n ly , e v e n if in t r a flo w is a ct iv e . If t h e in t e r flo w
d e s t in a t io n d o e s n o t a cce p t t h e ca ll , t h e ca ll r e ce iv e s a b u s y s ig n a l.

* ‘ ‘ H u n t G r o u p ’ ’ is a t e r m in G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 a d m in is t r a t io n t h a t r efe r s t o g r o u p s o f e xt e n s io n s t h a t
r e ce iv e d is t r ib u t e d ca ll s . Fo r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 a d m in is t r a t io n , h o w e v e r , th e t e r m ‘ ‘ s p lit ’ ’ r e fe r s t o a
h u n t g r o u p t h a t is m e a s u r e d b y C M S.
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T y p e s o f I n t r a f l o w / I n t e r f l o w o n G e n e r i c 3 i / G e n e r i c
1 / S y s t e m 7 5

L ik e G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 in t r a flo w a n d
in t e r flo w ca n b e s e t t o o ccu r u n co n d it io n a ll y . Th a t is , a ll ca lls ca n b e in t r a flo w e d / in t e r flo w e d ,
r e g a r d le s s o f t h e s p lit ’ s q u e u e s t a t u s . In a d d it io n , in t r a flo w ca n b e s e t t o occu r b a s e d o n o n e o f
t w o cr it e r ia :

D o n ’ t A n s w e r Tim e In t e r v a l

Th e D o n ’ t A n s w e r Tim e In t e r v a l is t h e t im e p e r m it t e d fo r a ca ll t o w a it in a s p lit
q u e u e b e fo r e t h e A C D in t r a flo w s t h e ca ll . Th e D o n ’ t A n s w e r In t e r v a l is s e t fo r
e a ch s p lit t h r o u g h s w it ch a d m in is t r a t io n . Th e t im e in t e r v a l is a ct u a ll y e n t e r e d as
t h e n u m b e r o f r in g in g cy cle s t h a t o ccu r b e fo r e in t r a flo w . S in ce a r in g in g cy cle la s t s
6 s e co n d s , e n t e r in g 3 fo r t h e t im e in t e r v a l m e a n s t h a t a ca ll w ill in t r a flo w a ft e r
w a it in g in q u e u e fo r 1 8 s e co n d s . Th e m a xim u m le n g t h o f a t im e in t e r v a l ca n b e 9 9
r in g in g cy cle s , o r 5 9 4 s e co n d s .

B u s y

Th e B u s y cr it e r ia s p e cifie s t h a t in t r a flo w fr o m a s p lit o ccu r s w h e n t h e s p lit ’ s q u e u e
is fu ll . If t h e B u s y cr it e r ia is u s e d , t h e e s t a b lis h e d q u e u e s iz e s h o u ld n o t be s o la r g e
t h a t n o ca ll s a r e in t r a flo w e d , n o r s h o u ld t h e q u e u e s iz e b e s o s m a ll t h a t ca ll s a r e
u n n e ce s s a r ily in t r a flo w e d .

N O T E W h e n u n co n d it io n a l in t r a flo w / in t e r flo w g o e s in t o e ffe ct , ca ll s a lr e a d y w a it in g in
q u e u e w ill a ls o b e r e d ir e ct e d . Th is m a y ca u s e ca ll s t o w a it fo r a n e xce s s iv e ly lo n g
t im e b e fo r e co n n e ct in g .

A s w it h G e n e r ic 2 / Sy s t e m 8 5 / D IM EN SIO N P B X , w h e n a n in t r a flo w d e s t in a t io n h a s a q ue u e ,
t h a t q u e u e m a y b e a s s ig n e d a n in flo w t h r e s h o ld . Fo r G e n e r ic 3 i, G e n e r ic 1 , a n d S y s t e m 7 5 , t h e
in flo w t h r e s h o ld is t h e le n g t h o f t im e t h e o ld e s t ca ll in q u e u e h a s b e e n w a it in g , n o t t h e n u m b e r
o f ca ll s in q u e u e a s w it h t h e G e n e r ic 2 / S y s t e m 8 5 . Th r o u g h s w it ch a d m in is t ra t io n , t h e le n g t h
o f t im e is s p e cifie d a s a n u m b e r o f s e co n d s b e t w e e n 0 a n d 9 9 9 . If t h e o ld e s t ca ll in qu e u e h a s
b e e n w a it in g lo n g e r t h a n t h e s p e cifie d le n g t h o f t im e , t h a t q u e u e d o e s n o t acce p t in t r a flo w e d
ca ll s a n d t h e A C D t r ie s t h e n e xt s p e cifie d d e s t in a t io n .

Th e G e n e r ic 3 i, G e n e r ic 1 , a n d S y s t e m 7 5 A C D ca n s e n d in t r a flo w e d ca ll s t o d es t in a t io n s a s
p r io r it y ca ll s , w h ich t h e n e n t e r a d e s t in a t io n 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 . Fo r
in t r a flo w e d ca ll s t o h a v e p r io r it y , t h e o r ig in a l s p lit is a s s ig n e d P r io r it y Q u e u in g o n In t ra flo w
t h r o u g h s w it ch a d m in is t r a t io n .
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Th e fo llo w in g t y p e s o f in t r a flo w / in t e r flo w ca n b e u s e d fo r a s p lit :

1 D o n ’ t A n s w e r Tim e In t e r v a l in t r a flo w (u s in g t h e C a ll C o v e r a g e fe a t u r e )

2 B u s y in t r a flo w (u s in g t h e C a ll C o v e r a g e fe a t u r e )

3 U n co n d it io n a l in t r a flo w (u s in g t h e C a ll Fo r w a r d in g — A ll fe a t u r e )

4 U n co n d it io n a l in t e r flo w (u s in g t h e C a ll Fo r w a r d in g — A ll fe a t u r e ).

N O T E W h e n ca ll s a r e in t r a flo w e d u s in g t h e C a ll C o v e r a g e fe a t u r e , C M S o n ly r e p o r t s
in flo w e d a n d o u t flo w e d ca ll s if t h e ca ll q u e u e s t o t h e o r ig in a l s p lit . F o r e xa m p le , a
ca ll t h a t co v e r s u s in g t h e b u s y cr it e r io n w ill n o t b e r e co r d e d a s in / o u t flo w e d ; ca ll s
t h a t q u e u e b e fo r e co v e r in g u s in g t h e d o n ’ t a n s w e r cr it e r io n a r e r e co r d e d a s
in / o u t flo w e d ca ll s .

S e t t i n g U p G e n e r i c 3 i , G e n e r i c 1 , a n d S y s t e m 7 5
I n t r a f l o w / I n t e r f l o w

A t a n y o n e t im e , a s p lit ca n h a v e e it h e r in t r a flo w o r in t e r flo w a ct iv e , b u t n o t b o th . H o w e v e r ,
b o t h co n d it io n a l (C a ll C o v e r a g e ) a n d u n co n d it io n a l (C a ll F o r w a r d in g ) in t r a flo w ca n b e
s im u lt a n e o u s ly a ct iv e fo r a s p lit . In t h is ca s e , u n co n d it io n a l in t r a flo w is fir s t in v o k e d fo r t h e
s p lit ’ s in co m in g ca lls . Th e n , a ft e r t h e s w it ch fo r w a r d s a ca ll t o t h e u n co n d it io n a l de s t in a t io n , t h e
s w it ch u s e s t h e co n d it io n a l in t r a flo w cr it e r ia t o d e t e r m in e w h e t h e r t o r e d ir ect t h e ca ll t o t h e
n e xt d e s t in a t io n . Th u s , w h e n u n co n d it io n a l a n d co n d it io n a l in t r a flo w a r e u s e d t o g e t h e r , t h e
co n d it io n a l in t r a flo w cr it e r ia a r e a p p lie d t o t h e fo r w a r d e d - t o d e s t in a t io n , n o t to t h e o r ig in a l
s p lit .

Th is co m b in a t io n o f u n co n d it io n a l a n d co n d it io n a l in t r a flo w a ll o w 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 ) n u m b e r s t o a p p e a r o n a g e n t d is p la y v o ice t e r m in a ls . In t h is ca s e ,
t h e D N IS n u m b e r is a ct u a lly a d u m m y s p lit e xt e n s io n (t h a t is , t h e s p lit e xt e n s io n h a s n o
a s s ig n e d a g e n t e xt e n s io n s ). Th e in t r a flo w d e s t in a t io n s a r e t h e r e a l s p lit s (w it h st a ffe d a g e n t s ).
W it h s u ch a co n fig u r a t io n , C M S w ill p e g in co m in g ca ll s fo r t h e D N IS n u m b e r (t h a t r ed ir e ct e d
v ia co n d it io n a l in t r a flo w t o r e a l s p lit s ) a s o u t flo w s . C M S w ill a ls o p e g t h e ca ll s t o t h e
d e s t in a t io n s p lit s a s A C D ca ll s a n d in flo w e d ca ll s . A n d r e g a r d le s s o f t h e s plit w h e r e ca ll s
a ct u a lly co n n e ct t o a g e n t s , t h e a g e n t s w ill s e e t h e D N IS (d u m m y s p lit ) n u m b e r o n t h e ir d is p la y
t e r m in a ls .

Th e in t r a flo w cr it e r ia a n d d e s t in a t io n s a r e a s s ig n e d t h r o u g h s w it ch a d m in is t r a tio n . Th e
in t r a flo w cr it e r ia t h e n r e m a in a ct iv e , a n d in t r a flo w o ccu r s e it h e r u n co n d it io n a lly o r wh e n e v e r
t h e cr it e r ia is m e t . A ls o t h r o u g h s w it ch a d m in is t r a t io n , co n s o le p e r m is s io n s a n d t h e in t e r flo w
d ia l a cce s s co d e a r e a s s ig n e d . U n co n d it io n a l in t e r flo w ca n b e a ct iv a t e d b y e n t e rin g t h e
in t e r flo w d ia l a cce s s co d e , t h e s p lit ’ s e xt e n s io n , a n d t h e in t e r flo w d e s t in a t io n n u m b e r .
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N O T E W it h G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , t h e s p lit s u p e r v is o r ca n n o t e s t a b lis h in tr a flo w
fr o m a v o ice t e r m in a l. In a d d it io n , 3 B C M S ca n n o t b e u s e d t o s e t u p o r a ct iv a t e
in t r a flo w / in t e r flo w .

N i g h t S e r v i c e o n G e n e r i c 3 i / G e n e r i c 1 / S y s t e m 7 5
G e n e r ic 3 i, G e n e r ic 1 , a n d Sy s t e m 7 5 o ffe r a n a lt e r n a t iv e fo r m o f ca ll r o u t in g ca lle d N ig h t
Se r v ice . N ig h t S e r v ice is t h e r e d ir e ct io n o f a ll ca ll s t o a N ig h t S e r v ice d e s t in a t io n , w h ich ca n b e
a s fo ll o w s :

A n o t h e r s p lit

A n e xt e n s io n

Th e a t t e n d a n t g r o u p

A n a n n o u n ce m e n t w it h fo r ce d d is co n n e ct .

N ig h t Se r v ice ca n t a k e t h r e e fo r m s :

Hu n t Gro u p ( S p l i t) N i g h t S e r v i ce

H u n t G r o u p N ig h t Se r v ice r e d ir e ct s a ll ca ll s a r r iv in g a t a s p lit t o a d e s t in a t io n
co n n e ct e d t o t h e lo ca l s w it ch . Th e N ig h t S e r v ice d e s t in a t io n fo r t h e s p lit m u s t b e
a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n . A ls o , t h e N ig h t S e r v ice fe a t u r e a n d t h e
s p e cific s p lit n u m b e r m u s t a ls o b e a s s ig n e d t o a b u t t o n o n t h e s p lit s u p e r v is o r ’s
v o ice t e r m in a l, a s p lit a g e n t ’ s v o ice t e r m in a l, o r b o t h . Th e s p lit s u p e r v is o r o r t h e
a g e n t ca n t h e n a ct iv a t e N ig h t S e r v ice fo r t h e s p lit s im p ly b y p r e s s in g t h e N ig h t
Se r v ice b u t t o n .

T r u n k G r o u p N i g h t S e r v i ce

Tr u n k G r o u p N ig h t S e r v ice r e d ir e ct s a ll ca ll s a r r iv in g o v e r a s p lit ’ s a s s ig n e d t r u n k
g r o u p s t o a lo ca l d e s t in a t io n . Th is N ig h t S e r v ice d e s t in a t io n fo r t h e t r u n k g r ou p (s )
m u s t b e a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n . A ls o , t h e N ig h t Se r v ice fe a t u r e
a n d t h e s p e cific t r u n k g r o u p n u m b e r m u s t a ls o b e a s s ig n e d t o a b u t t o n o n a s p lit
s u p e r v is o r ’ s v o ice t e r m in a l, a n a g e n t ’ s v o ice t e r m in a l, o r b o t h . Th e s u p e r v is o r or
a g e n t ca n t h e n a ct iv a t e Tr u n k G r o u p N ig h t S e r v ice fo r t h e s p lit s im p ly b y p r e s s in g
a b u t t o n .
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Tr u n k G r o u p N ig h t S e r v ice b y it s e lf d o e s n o t g u a r a n t e e t h a t a ll ca lls t o a sp lit w ill
b e r e d ir e ct e d . D ID a n d in t e r n a l e xt e n s io n ca ll s m a y s t ill co n n e ct t o t h e s p lit .

N O T E Tr u n k G r o u p N ig h t S e r v ice a n d H u n t G r o u p N ig h t S e r v ice ca n b o t h b e
a ct iv e fo r a s p lit a t t h e s a m e t im e . H o w e v e r , if t h e Tr u n k G r o u p N ig h t
Se r v ice d e s t in a t io n d iffe r s fr o m t h e H u n t G r o u p N ig h t S e r v ice d e s t in a t io n ,
ca ll s w ill g o t o t h e Tr u n k G r o u p N ig h t S e r v ice d e s t in a t io n .

S y s t e m N i g h t S e r v i ce

Sy s t e m N ig h t S e r v ice r e d ir e ct s a ll ca ll s a r r iv in g o v e r al l t r u n k g r o u p s t o t h e N ig h t
Se r v ice d e s t in a t io n . S y s t e m N ig h t S e r v ice o v e r r id e s a n y H u n t G r o u p N ig h t S e rv ice
s e t u p fo r a n in d iv id u a l s p lit . If Tr u n k G r o u p N ig h t S e r v ice is a ct iv e fo r a p a r t icu la r
t r u n k g r o u p , Sy s t e m N ig h t S e r v ice d o e s n o t a ffe ct t h a t t r u n k g r o u p .

N O T E W h e n a n y t y p e o f N ig h t S e r v ice b e co m e s e ffe ct iv e , ca ll s a lr e a d y in a s p lit ’ s q u e u e w ill
n o t b e r e d ir e ct e d . To a v o id d is s a t is fie d ca ll e r s , a g e n t s s h o u ld co n t in u e t o s t aff t h e
s p lit u n t il t h e q u e u e is e m p t y .
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So t h a t ca ll s a r r iv in g a t a s p lit w ill a ct u a lly co n n e ct t o a p h o n e , a g e n t e xt e n s io n s m u s t b e
a s s ig n e d t o t h e s p lit t h r o u g h s w it ch a d m in is t r a t io n . O n G e n e r ic 2 / S y s t e m 8 5/ D IM EN S IO N
P B X , a g e n t n u m b e r s , s t a r t in g w it h a g e n t n u m b e r 0 , a r e t h e n a s s ig n e d t o ea ch e xt e n s io n in t h e
s p lit . O n G e n e r ic 3 i, G e n e r ic 1 , a n d S y s t e m 7 5 , t h e S y s t e m A cce s s Te r m in a l au t o m a t ica ll y lis t s
a g e n t n u m b e r s lo t s (1 t h r o u g h 1 0 0 ) fo r e a ch s p lit . Ea ch a g e n t e xt e n s io n m u s t b e e n t e r e d in t o
o n e o f t h e s e s lo t s in o r d e r t o a s s ig n t h e e xt e n s io n t o t h e s p lit . Th e n u m b e r o f t h e s lo t t h e n
b e co m e s t h a t e xt e n s io n ’ s a g e n t n u m b e r . A g e n t n u m b e r s fo r a s p lit cr e a t e a s e qu e n ce t h a t t h e
A C D ca n u s e t o s e a r ch fo r a v a ila b le a g e n t e xt e n s io n s .

O n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 a s p lit w it h 3 0 a g e n t e xt e n s io n s w ill h a v e a g e n t n u m b e r s
fr o m 1 t o 3 0 . O n G e n e r ic 2 / S y s t e m 8 5 , a s p lit w it h 2 1 5 a g e n t e xt e n s io n s w ill h av e a g e n t
n u m b e r s fr o m 0 t o 2 1 5 . Th e t o t a l n u m b e r o f a g e n t s a s s ig n e d in a ll s p lit s , h ow e v e r , ca n n o t
e xce e d t h e fo ll o w in g m a xim u m s :

Ge n e r i c 3i / Ge n e r i c 1/ S y s t e m 75 S w i tc h e s 4 4 8 a g e n t s

Ge n e r i c 2/ S y s t e m 85 S w i t ch e s 1 , 0 2 4 a g e n t s

D IM E N S IO N PBX S w i tc h 5-1 2 a g e n t s .

N O T E Th e s e n u m b e r s a p p ly t o t h e A C D . Th e n u m b e r o f a g e n t s t h a t 3 B C M S ca n m e a su r e
m a y b e d iffe r e n t . (Se e C h a p t e r 1 , ‘ ‘ In t r o d u ct io n , ’ ’ fo r t h e m e a s u r a b le a g e n t n u m b e r s
fo r y o u r 3 B C M S . )

O n ce e xt e n s io n s h a v e b e e n in it ia ll y a s s ig n e d t o s p lit s a n d h a v e b e e n id e n t ifie d as m e a s u r e d b y
3 B C M S , e xt e n s io n s ca n b e r e a s s ig n e d t o d iffe r e n t s p lit s , o r r e m o v e d fr o m act iv e s p lit s , u s in g 3 B
C M S . (Se e C h a p t e r 6 , ‘ ‘ C o n fig u r a t io n .’ ’ )

N O T E O n a G e n e r ic 2 / S y s t e m 8 5 s w it ch , e a ch s p lit is a s s ig n e d a s p lit s iz e , r e p r e s e n t ed b y
t h e m a xim u m n u m b e r o f e xt e n s io n s t h e s p lit ca n h a v e . O n ce t h e m a xim u m n u m b e r
o f e xt e n s io n s is a s s ig n e d t o a s p lit , a t t e m p t s t o r e a s s ig n a n a d d it io n a l e xt e ns io n t o t h a t
s p lit w ill b e r e je ct e d .
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M u l t i p l e S p l i t A s s i g n m e n t s f o r A g e n t s o n G e n e r i c
3 i / G e n e r i c 1 / S y s t e m 7 5

O n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , a n a g e n t e xt e n s io n m a y b e a s s ig n e d t o u p t o 3 2 s p lit s ,
a n d a n a g e n t ca n b e s im u lt a n e o u s ly lo g g e d in t o t h r e e s p lit s . If a n a g e n t is lo gg e d in t o t h r e e
s p lit s , t h a t a g e n t w ill b e co u n t e d a s t h r e e a g e n t s b y b o t h t h e s w it ch a nd C M S. Th e r e fo r e , t h e
4 4 8 a g e n t lim it (2 0 0 a g e n t lim it o n 3 B C M S ) m a y b e u s e d u p r a p id ly if m a n y a g e n ts lo g in t o
m o r e t h a n o n e s p lit .

C a l l D i s t r i b u t i o n M e t h o d s

Th e A C D ca n d is t r ib u t e ca ll s t o a g e n t s in a s p lit in o n e o f t h r e e w a y s (a lt h o u g h a ll t h r e e a r e n o t
a v a ila b le w it h e v e r y s w it ch m o d e l):

D i r e ct H u n ti n g Th e A C D s o ft w a r e ch e ck s t h e s p lit ’ s a g e n t n u m b e r s in n u m e r ica l
s e q u e n ce u n t il it fin d s a n a g e n t w it h a n a v a ila b le e xt e n s io n . Th e
A C D t h e n s e n d s t h e ca ll t o t h a t a g e n t ’ s e xt e n s io n . Th is m e t h o d is
m o s t u s e fu l w h e n m a n a g e m e n t w a n t s t o m a xim iz e t h e n u m b e r o f
ca ll s t o t h e m o s t e ffe ct iv e a g e n t s . W it h t h is m e t h o d , t h e m o s t
e ffe ct iv e a g e n t s w ill b e a s s ig n e d t h e lo w e s t a g e n t n u m b e r s , s t a r t in g
w it h a g e n t n u m b e r 1 fo r t h e t o p a g e n t . (F o r G e n e r ic 3 i/ G e n e r ic
1 / S y s t e m 7 5 , t h e t e r m ‘ ‘ D ir e ct D e p a r t m e n t C a ll in g [ D D C ] is o ft e n
u s e d t o r e fe r t o D ir e ct H u n t in g . )

Ci r cu l ar H u n t i n g Th e A C D s o ft w a r e ch e ck s t h e s p lit ’ s a g e n t n u m b e r s in n u m e r ica l
s e q u e n ce s t a r t in g w it h t h e n u m b e r o f t h e la s t a g e n t co n n e ct e d t o a
ca ll . Th is m e t h o d is u s e fu l in m a in t a in in g a b a la n ce d w o r k lo a d
a m o n g a ll a g e n t s . (Th is d is t r ib u t io n m e t h o d is n o t a v a ila b le in
G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 . )

M o s t Id l e A g e n t ( M IA ) Th e A C D fin d s t h e a g e n t e xt e n s io n t h a t h a s b e e n id le (o r n o t
e n g a g e d in A C D - r e la t e d w o r k ) t h e lo n g e s t a n d s e n d s t h e ca ll t o t h a t
e xt e n s io n . Th is m e t h o d e n s u r e s a h ig h d e g r e e o f e q u it y in a g e n t s ’
w o r k lo a d s e v e n w h e n t h e ca ll s a r e n o t s im ila r in le n g t h . Th is
m e t h o d is s o m e t im e s ca ll e d ‘ ‘ t r u e A C D . ’ ’ (Fo r G e n e r ic 3 i/ G e n e r ic
1 / S y s t e m 7 5 , t h e t e r m U n ifo r m C a ll D is t r ib u t io n [ U C D ] is o ft e n
u s e d t o r e fe r t o M IA d is t r ib u t io n . M IA is n o t a v a ila b le o n
D IM EN S IO N P B X .)

In a G e n e r ic 2 / S y s t e m 8 5 , t h e M IA d is t r ib u t io n m e t h o d ca n b e s e t s o t h a t t h e A C D w ill co u n t
a n o u t g o in g ca ll fr o m a n a g e n t e xt e n s io n a s A C D - r e la t e d a n d , t h u s , t h e a ge n t w ill n o t b e
m o v e d fo r w a r d in t h e m o s t - id le - a g e n t q u e u e . (Th e o u t b o u n d ca ll w ill b e co n s id e re d a n A C D
ca ll fo r p u r p o s e s o f a g e n t a v a ila b ilit y . )
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A n a g e n t ca n r e ce iv e s p lit ca ll s fr o m t h e A C D a n d , in m o s t ca s e s , p e r s o n a l ca ll s t ha t a r e n o t
r e la t e d t o a s p lit . C a lls d ia le d t o a s p lit a n d t h e n d is t r ib u t e d t o a n a g e n t ’ s e xt e n s io n a r e ca ll e d
A C D cal l s. C a ll s d ia le d d ir e ct ly t o a n in d iv id u a l a g e n t u s in g t h e a g e n t ’ s e xt e n s io n n u mb e r
(s u ch a s in t e r n a l ca lls a n d D ID e xt e n s io n ca ll s ) a r e ca lle d e x t e n s i o n - i n ( E X T- IN ) cal l s.
O u t g o in g ca lls t h e a g e n t m a k e s a r e ca ll e d e x t e n s i o n - o u t ( E X T - O U T ) ca l l s. EX T- IN a n d EX T-
O U T ca ll s a r e co n s id e r e d n o n - A C D cal l s.

N O T E Th e ca p a b ilit y o f a v o ice t e r m in a l t o r e ce iv e EX T- IN ca ll s o r t o m a k e EX T- O U T ca ll s
ca n b e e it h e r fa cilit a t e d o r lim it e d t h r o u g h s w it ch a d m in is t r a t io n .

A g e n t s r e ce iv e ca ll s o n t h e ir v o ice t e r m in a ls . Th e y ca n n o r m a ll y u s e t h e b u t t o ns o n t h e ir v o ice
t e r m in a ls t o h a n d le ca ll s in m a n y w a y s in clu d in g u s in g t h e C a ll P ick u p b u t t o n . Se e ‘ ‘ H o w t h e
C a ll P ick u p F e a t u r e A ffe ct s D a t a ’ ’ la t e r in t h is a p p e n d ix fo r m o r e in fo r m a t io n .
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F ig u r e C - 3 s h o w s a s a m p le b u t t o n la y o u t fo r a n a g e n t ’ s v o ice t e r m in a l, t h e CA LL M A S TER*
v o ice t e r m in a l in t h is ca s e .

6 0 0 2 6 0 0 2 L O G IN AS SIS T EMERG

L W C L O G O U T RE P EAT
AU D IO

TRO U B L E

C o n fe r e n ce Tr a n s fe r AU TO
- IN

STRO K E STRO K E

D r o p H o ld M A N U A L
- IN

STRO K E STRO K E

1 2 3
AU X -
W O RK

STRO K E STRO K E

1 2 3 STRO K E STRO K E

7 8 9 N O RMA L IN SP EC T STEP

* 0 # M u t e L N D RE L EASEM s g

F i g u r e C-3 S am p l e Bu t to n L ay o u t ( Wi t h D i s p l ay ) f o r A g e n t T e r m i n al ( CA L L M A S T E R
V o i ce T e r m i n al ) †

* Tr a d e m a r k o f AT &T.

† Th e s t r o k e co u n t b u t t o n s s h o w n a r e n o t a v a ila b le o n G e n e r ic 1 / Sy s t e m 7 5 .
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S t a f f i n g a n A g e n t E x t e n s i o n

Th e A C D d is t r ib u t e s ca ll s o n ly t o ‘ ‘ a v a ila b le ’ ’ a g e n t e xt e n s io n s . To b e co n s id e r e d a va ila b le , a n
a g e n t m u s t fir s t s t a ff a n a g e n t e xt e n s io n a n d t h e n s e le ct a ca ll a n s w e r in g m o de .

S t a f f i n g a n A g e n t E x t e n s i o n o n G e n e r i c 3 i / G e n e r i c
1 / S y s t e m 7 5

To s t a ff a n a g e n t e xt e n s io n o n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , a n a g e n t m us t e n t e r a lo g in
d ia l a cce s s co d e o r p r e s s a n a s s ig n e d L O G I N b u t t o n o n t h e a g e n t ’ s v o ice t e r m in a l. Th e a g e n t
m u s t t h e n e n t e r a s p lit n u m b e r a n d lo g in ID o f o n e t o n in e d ig it s fo r 3 B C M S t o g at h e r ca ll -
h a n d lin g d a t a o n t h a t a g e n t . Th e r e q u ir e d lo g in ID le n g t h , t h e lo g in d ia l a cce s s co d e , a n d , if
d e s ir e d , t h e L O G I N b u t t o n s o n a g e n t v o ice t e r m in a ls m u s t b e s e t u p t h r o u g h s w it ch
a d m in is t r a t io n . Th e s p lit n u m b e r m a y a ls o b e a s s ig n e d t o t h e L O G I N b u t t o n o r a n o t h e r b u t t o n
fo r fa s t e r a g e n t lo g in .

If C M S d a t a o n a g e n t ca ll h a n d lin g is n o t r e q u ir e d , t h e lo g in ID le n g t h ca n b e s et t o 0 t h r o u g h
s w it ch a d m in is t r a t io n . Th e n , w h e n a n y a g e n t e n t e r s t h e d ia l a cce s s co d e a n d th e s p lit n u m b e r ,
t h a t a g e n t ’ s e xt e n s io n is im m e d ia t e ly co n s id e r e d t o b e s t a ffe d , a n d t h e a ge n t ca n b e g in
r e q u e s t in g A C D ca lls . Th u s , w it h a lo g in ID le n g t h o f 0 , n o lo g in ID is r e q u ir e d fo r s t a ffin g a n
e xt e n s io n , a n d n o A C D ca ll h a n d lin g d a t a is g a t h e r e d o n a g e n t s .

S t a f f i n g a n A g e n t E x t e n s i o n o n G e n e r i c 2 / S y s t e m
8 5 / D I M E N S I O N P B X

To s t a ff a s p lit e xt e n s io n o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN SIO N P B X , a n a g e n t m us t p r e s s o n e
o f t w o b u t t o n s o n t h e v o ice t e r m in a l fo r t h a t a g e n t ’ s e xt e n s io n :

S TAFF E D

Th e S TA FF E D b u t t o n n o t ifie s t h e A C D t h a t a n a g e n t is p r e p a r in g t o r e ce iv e ca lls on
t h e e xt e n s io n . H o w e v e r , t o a ct u a ll y r e ce iv e ca ll s , t h e a g e n t w ill s t ill h a v e to p r e s s
a n o t h e r b u t t o n , t h e A U TO M A TIC - IN o r M A N U A L - IN b u t t o n , b o t h o f w h ich a r e
d e s cr ib e d la t e r in t h is A p p e n d ix. A ls o , 3 B C M S w ill n o t g a t h e r a n y d a t a o n a n
a g e n t t h a t s t a ffs a n e xt e n s io n w it h t h e S TA FF E D b u t t o n .

O n m o s t v o ice t e r m in a ls , if t h e a g e n t u s e s a v o ice t e r m in a l h e a d s e t t o a n s we r ca ll s ,
m e r e ly p lu g g in g in t h e h e a d s e t t o t h e v o ice t e r m in a l t e ll s t h e A C D t h a t t h e
e xt e n s io n is s t a ffe d . W h e t h e r a n a g e n t ’ s v o ice t e r m in a l h a s h e a d s e t o r ha n d s e t
ca p a b ilit y is e s t a b lis h e d t h r o u g h s w it ch a d m in is t r a t io n .

L O G I N

Th e LO G IN b u t t o n t e ll s t h e A C D t h a t t h e a g e n t is g o in g t o b e g in lo g g in g in . Th en ,
a ft e r t h e a g e n t lo g s in , t h e e xt e n s io n b e co m e s s t a ffe d a n d 3 B C M S b e g in s t o g a t h e r
d a t a o n t h a t a g e n t ’ s a ct iv it y . Lo g g in g in is r e q u ir e d fo r C M S d a t a co ll e ct io n , e ve n if
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t h e a g e n t is u s in g a h e a d s e t . Fo r G e n e r ic 2 , S y s t e m 8 5 , a n d D IM EN S IO N P B X , t h e
lo g in ID , a fo u r - d ig it n u m b e r , m u s t b e e n t e r e d t w ice b e fo r e lo g in is co m p le t e .

D ia l a cce s s co d e s fo r A C D s t a ffin g a n d / o r lo g in m u s t b e a s s ig n e d t h r o u g h s w it ch
a d m in is t r a t io n . A ls o u s in g s w it ch p r o ce d u r e s , t h e S TA FF E D b u t t o n o r L O G IN b u tt o n ca n b e
a s s ig n e d o n e a ch a g e n t v o ice t e r m in a l. A n a g e n t ca n t h e n p r e s s a b u t t o n o r e n te r t h e
a p p r o p r ia t e d ia l a cce s s co d e t o s t a ff o r lo g in t o a n a g e n t e xt e n s io n .

N O T E A n a g e n t ca n n o t g e t A C D ca ll s o n a n e xt e n s io n fo r w h ich C M S g a t h e r s d a t a u nle s s
t h e a g e n t p r e s s e s t h e L O G I N b u t t o n . Th e r e fo r e , w h e n a n e xt e n s io n is a s s ig n e d t o C M S
d a t a co ll e ct io n , t h e a g e n t ’ s v o ice t e r m in a l n o r m a ll y h a s o n ly t h e L O G I N b u t t o n .
C o n v e r s e ly , a v o ice t e r m in a l o n a n e xt e n s io n n o t a s s ig n e d t o C M S d a t a co ll e ct io n
n o r m a ll y h a s o n ly t h e S TAFF E D b u t t o n .

S t a f f i n g M u l t i p l e S p l i t s
A n a g e n t ca n lo g in t o a n y e xt e n s io n a s s ig n e d t o a s p lit . O n G e n e r ic 3 i/ G e n e ric 1 / S y s t e m 7 5 ,
a n a g e n t ca n lo g in t o u p t o t h r e e s p lit s . O n G e n e r ic 2 / S y s t e m 8 5 / D IM EN SIO N PB X , a n a g e n t
ca n lo g in t o o n ly o n e s p lit .

N O T E O n G e n e r ic 3 i, G e n e r ic 1 , a n d S y s t e m 7 5 , a g e n t s s h o u ld u s e d iffe r e n t lo g in ID s fo r
e a ch s p lit if t h e y s im u lt a n e o u s ly lo g in t o m u lt ip le s p lit s ; o t h e r w is e , 3 B C M S d a ta w ill
b e co r r u p t e d fo r t h o s e a g e n t s .

C a l l A n s w e r i n g M o d e s

Im m e d ia t e ly a ft e r a n e xt e n s io n b e co m e s s t a ffe d , t h e a g e n t is co n s id e r e d t o b e in t h e ‘ ‘ au x i l i ary
w o r k ( A U X - WO RK ) ’ ’ s t a t e , w h ich is co n s id e r e d t o b e n o n - A C D w o r k . Th e a g e n t is n o t y e t
co n s id e r e d t o b e a v a ila b le . To b e co m e a v a ila b le fo r A C D ca ll s , t h e a g e n t m u s t p re s s o n e o f t w o
b u t t o n s t o s e le ct a ca ll a n s w e r in g m o d e :

MA NUAL -IN

Th e M A N U A L- IN b u t t o n t e ll s t h e A C D t h a t t h e a g e n t e xt e n s io n is a v a ila b le fo r a n
A C D ca ll . Th e A C D t h e n s e n d s a ca ll t o t h a t a g e n t ’ s e xt e n s io n a cco r d in g t o t he
e s t a b lis h e d ca ll d is t r ib u t io n m e t h o d . A ft e r t h e a g e n t fin is h e s t h e ca ll , t h e a ge n t is
co n s id e r e d t o b e in a n ‘ ‘ A f t e r - C al l - Wo r k ( A CW ) ’ ’ s t a t e a n d is n o t co n s id e r e d
a v a ila b le fo r a n o t h e r s p lit ca ll . If t h e a g e n t p r e s s e s M A N U A L- IN a g a in , t h e a ge n t
b e co m e s a v a ila b le fo r a n o t h e r s p lit ca ll. Th e m a n u a l- in m o d e is m o s t e ffe ct iv e
w h e n a n a g e n t m u s t p e r fo r m ca ll - r e la t e d t a s k s im m e d ia t e ly a ft e r fin is h in g ea ch ca ll.
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A UTO MA TI C - I N

L ik e t h e M A N U A L - IN b u t t o n , t h e A U TO M A TIC - IN b u t t o n t e lls t h e A C D t h a t t he
a g e n t is a v a ila b le fo r s p lit ca ll s . H o w e v e r , a ft e r a n a g e n t fin is h e s a ca ll , t h e A C D
a u t o m a t ica lly co n s id e r s t h e a g e n t t o b e a v a ila b le a g a in a n d s e n d s t h e a g e nt a n o t h e r
ca ll a cco r d in g t o t h e e s t a b lis h e d ca ll d is t r ib u t io n m e t h o d . Th e a g e n t d o e s n o t h a v e
t o p r e s s a n y b u t t o n s t o r e ce iv e a n o t h e r ca ll . Th is t y p e o f ca ll - a n s w e r in g in cr e a s e s
t h e n u m b e r o f ca ll s t h a t a g e n t s ca n a n s w e r in a g iv e n t im e fr a m e , e s p e cia lly if
a g e n t s h a v e t o d o lit t le ca ll - r e la t e d w o r k w h e n ca ll s h a v e b e e n co m p le t e d .

N O T E W h e n a n a g e n t fin is h e s a ca ll , t h e s y s t e m m a y t a k e u p t o 6 s e co n d s t o
co m p le t e ly d is co n n e ct t h e ca ll . Th e r e fo r e , it is s t r o n g ly r e co m m e n d e d t h a t
a n a g e n t u s e t h e REL EAS E b u t t o n t o im m e d ia t e ly d is co n n e ct ca lls a ft e r
t h e y a r e co m p le t e .

Th e M A N U A L- IN a n d A U TO M A TIC - IN d ia l a cce s s co d e s a n d t h e a s s o cia t e d b u t t o n s o n e a ch
a g e n t ’ s v o ice t e r m in a l m u s t b e a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n .

R i n g i n g V e r s u s Z i p T o n e o n I n c o m i n g C a l l s
W h e n a ca ll a r r iv e s a t a v o ice t e r m in a l, t h e a g e n t m a y h e a r r in g in g o r z i p t o n e (b e e p in g ),
d e p e n d in g o n h o w t h e v o ice t e r m in a l is a d m in is t e r e d . Rin g in g is r e co m m e n d e d w h en a n a g e n t
a n s w e r s ca ll s u s in g t h e h a n d s e t . Th u s , w h e n a ca ll co n n e ct s t o t h e a g e n t ’ s v o ice t e r m in a l, t h e
v o ice t e r m in a l r in g s , a n d t h e a g e n t p ick s u p t h e h a n d s e t t o a n s w e r t h e ca ll .

Zip t o n e is r e co m m e n d e d w h e n t h e a g e n t a n s w e r s ca lls o n a h e a d s e t . (Z ip t o n e ca n a ls o o ccu r
o n a h a n d s e t , b u t t h e a g e n t m u s t h o ld t h e h a n d s e t a n d lis t e n fo r in co m in g zip t o n e . ) W h e n a
ca ll co n n e ct s t o a n a g e n t ’ s v o ice t e r m in a l, t h e a g e n t w ill h e a r o n e o f t h e t h r ee t y p e s o f z ip t o n e
o n t h e h e a d s e t :

O n e b u r s t o f z ip t o n e — Fo r ca ll s d ia le d d ir e ct ly t o t h e s p lit (o r a g e n t e xt e n s io n o n
G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 )

O n G e n e r i c 2/ S y s te m 85/ D IM E N S IO N PBX o n l y . Tw o b u r s t s o f z ip t o n e — Fo r
ca ll s in t r a flo w e d fr o m a n o t h e r s p lit .

O n G e n e r i c 2/ S y s te m 85/ D IM E N S IO N PBX o n l y . Th r e e b u r s t s o f z ip t o n e —
F o r ca lls in t e r flo w e d fr o m a n o t h e r s p lit .

Th e n , w it h o u t p u s h in g a n y b u t t o n s , t h e a g e n t im m e d ia t e ly g r e e t s t h e ca lle r b e ca u s e z ip t o n e
a u t o m a t ica lly a n s w e r s t h e ca ll fo r t h e a g e n t .

Rin g in g (ca lle d ‘ ‘ m a n u a l a n s w e r ’ ’ in s w it ch a d m in is t r a t io n ) o r z ip t o n e (ca ll e d ‘ ‘ a u to m a t ic
a n s w e r ’ ’ in s w it ch a d m in is t r a t io n ) ca n b e e s t a b lis h e d o n a p e r - v o ice t e r m in a l b a sis t h r o u g h
s w it ch a d m in is t r a t io n .
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A u x i l i a r y W o r k a n d A f t e r -C a l l -W o r k

To t e m p o r a r ily p r e v e n t ca ll s fr o m a r r iv in g a t a n a g e n t ’ s v o ice t e r m in a l, a n a g e nt ca n p r e s s o n e
o f t w o b u t t o n s :

A UX -WO R K

Th e A u xilia r y W o r k (A U X - W O RK ) b u t t o n t e m p o r a r ily s t o p s A C D ca lls fr o m a r r iv in g
a t t h e a g e n t ’ s v o ice t e r m in a l. Th e a g e n t n o r m a ll y p r e s s e s t h is b u t t o n b e fo re d o in g
n o n - A C D - r e la t e d w o r k , t a k in g b r e a k s , o r d o in g p e r s o n a l b u s in e s s . In s te a d o f
u n s t a ffin g t h e e xt e n s io n o r lo g g in g o ff, a n a g e n t ca n p r e s s t h is b u t t o n , w h ich p la ce s
t h e a g e n t in t h e a u xilia r y - w o r k s t a t e .

To b e g in r e ce iv in g ca ll s a g a in , t h e a g e n t p r e s s e s t h e M A N U A L- IN o r
A U TO M A TIC - IN b u t t o n . Th e A U X - W O RK b u t t o n (o r t h e d ia l a cce s s co d e , if n o
b u t t o n is a v a ila b le ) m u s t b e a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n .

O n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , if a n a g e n t is n o r m a ll y lo g g e d in t o m o r e th a n
o n e s p lit , a n A U X - W O RK b u t t o n fo r e a ch s p lit m a y b e a s s ig n e d . Th e n , w h e n t h 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 fo r a p a r t icu la r s p lit , t h e a g e n t w ill n o t
r e ce iv e ca ll s fr o m t h a t s p lit . H o w e v e r , t h e a g e n t w ill s t ill b e a v a ila b le fo r ca ll s fr o m
t h e o t h e r s p lit s t h e a g e n t is lo g g e d in t o .

A ls o , if a n a g e n t is lo g g e d in t o t h r e e s p lit s a n d t h e a g e n t r e ce iv e s a n A C D ca ll fo r
o n e s p lit , t h e A C D w ill a u t o m a t ica ll y p la ce t h e a g e n t in A U X - W O RK fo r t h e o t h e r
t w o s p lit s .

A C W

Th e A ft e r - C a ll - W o r k (A C W ) b u t t o n is o n ly a v a ila b le fo r v o ice t e r m in a ls co n n e ct e d
t o t h e G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 . Th is b u t t o n a ls o t e m p o r a r ily s t o p s ca ll s
fr o m a r r iv in g a t t h e a g e n t ’ s v o ice t e r m in a l. A n a g e n t w h o is in a u t o m a t ic- in mo d e
n o r m a ll y p r e s s e s t h is b u t t o n d u r in g a ca ll s o t h a t w h e n t h e ca ll is fin is h e d , t h e
a g e n t w ill n o t r e ce iv e a n o t h e r A C D ca ll a n d ca n , in s t e a d , d o A C D ca ll - r e la t e d wo r k ,
s u ch a s fill in g o u t a fo r m , co m p le t in g d a t a e n t r y , o r m a k in g a n o u t g o in g ca ll t o g e t
in fo r m a t io n . W h e n t h e a g e n t is in a ft e r - ca ll - w o r k , t h e la m p in d ica t o r n e xt t o t h e
A C W b u t t o n lig h t s

In t h e m a n u a l- in m o d e , t h e A C W b u t t o n is u n n e ce s s a r y b e ca u s e a n a g e n t
a u t o m a t ica lly e n t e r s A C W w h e n t h e a g e n t co m p le t e s a ca ll. H o w e v e r , if t h e a g en t
n e e d s t o g e t o u t o f a u t o m a t ic- in m o d e o r a u xilia r y w o r k s t a t e t o d o a d d it io n a l ca ll -
r e la t e d w o r k , t h e a g e n t ca n p r e s s t h is b u t t o n (o r e n t e r a d ia l a cce s s co de , if n o
b u t t o n is a v a ila b le ).
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If a n a g e n t is lo g g e d in t o m o r e t h a n o n e s p lit , p r e s s in g t h e A C W b u t t o n m a k e s t he
a g e n t u n a v a ila b le fo r ca ll s in a ll s p lit s . C M S co n s id e r s t h e a g e n t t o b e in A U X -
W O RK fo r a ll s p lit s o t h e r t h a n t h e s p lit in w h ich t h e a g e n t is cu r r e n t ly in A C W .

O t h e r V o i c e T e r m i n a l B u t t o n s U s e d b y A g e n t s

In a d d it io n t o t h e b u t t o n s p r e v io u s ly d e s cr ib e d , a n a g e n t ’ s v o ice t e r m in a l ca n h av e m a n y o t h e r
b u t t o n s fo r ca ll p r o ce s s in g . Th e fe a t u r e d ia l a cce s s co d e s a n d t h e b u t t o n s o n ea ch a g e n t v o ice
t e r m in a l ca n b e a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n . A g e n t s ca n t h e n pr e s s t h e b u t t o n o r
d ia l t h e a s s o cia t e d a cce s s co d e t o p e r fo r m e a ch fu n ct io n . Th e fo ll o w in g lis t d e s cr ib e s t h e
fu n ct io n o f e a ch b u t t o n :

C AL L AP P E AR A NC E B u t t o n s

A g e n t s u s e t h e s e b u t t o n s t o p la ce a n d a n s w e r ca ll s . Tw o s t a t u s la m p s (r ed a n d
g r e e n ) a r e a d ja ce n t t o e a ch ca ll a p p e a r a n ce b u t t o n . Th e r e d la m p lig h t s w h e n an
a g e n t p r e s s e s a n a p p e a r a n ce b u t t o n t o m a k e o r a n s w e r a ca ll . Th e g r e e n la m p
fla s h e s t o a le r t a n a g e n t t o a n in co m in g ca ll .

Ex ce p t w it h m u lt ip le ca ll - h a n d lin g , in co m in g A C D ca ll s a lw a y s a r r iv e a t t h e fir s t
a p p e a r a n ce . H o w e v e r , v o ice t e r m in a ls m a y h a v e a d d it io n a l a p p e a r a n ce s t o pr o v id e
e xp a n d e d fu n ct io n a lit y fo r a g e n t s . Fo r e xa m p le , o n a s e co n d a p p e a r a n ce , a n a g e n t
ca n m o r e r e a d ily t r a n s fe r a n d p la ce ca ll s s in ce t h e lin e w ill b e fr e e o f A C D ca ll s .
O n a t w o - a p p e a r a n ce v o ice t e r m in a l o n G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , t h e
s e co n d a p p e a r a n ce is a u t o m a t ica ll y a s s ig n e d t o b e o n ly a ca ll o r ig in a t in g
a p p e a r a n ce : t h a t is , ca ll s w ill n o t a r r iv e o n t h e s e co n d a p p e a r a n ce .

F o r G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , t h e s e co n d a p p e a r a n ce o n a t w o -
a p p e a r a n ce v o ice t e r m in a l s h o u ld a ls o b e ca ll - o r ig in a t in g o n ly , t h o u g h t h is is n o t
m a n d a t o r y . Th is s e t u p p r e v e n t s e xt e n s io n - in ca ll s o r t r a n s fe r r e d ca ll s fr o m a r riv in g
a t t h e a g e n t ’ s v o ice t e r m in a l w h e n t h e a g e n t is a lr e a d y o n a n A C D ca ll . O n a
t h r e e - a p p e a r a n ce t e r m in a l, t h e fir s t t w o a p p e a r a n ce s ca n b e s e t t o r e ce iv e a n d m a k e
ca ll s , a n d t h e t h ir d a p p e a r a n ce ca n b e s e t o n ly fo r m a k in g ca lls . Th is s e t u p a llo w s
a n a g e n t t o r e ce iv e t w o ca lls a t t h e s a m e t im e (fo r e xa m p le , w h e n t h e a g e n t h a s
m u lt ip le ca ll - h a n d lin g ca p a b ilit y o n G e n e r ic 2 o r S y s t e m 8 5 R2 V4 ), y e t k e e p s o n e
lin e a lw a y s a v a ila b le fo r p la cin g a n d t r a n s fe r r in g ca lls .
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A S S I S T

A g e n t s p r e s s t h is b u t t o n t o r e q u e s t h e lp fr o m t h e s p lit s u p e r v is o r . Th e A SSIS T
b u t t o n a u t o m a t ica lly d ia ls t h e s p lit s u p e r v is o r ’ s e xt e n s io n a n d co n n e ct s t h e ag e n t t o
t h e s u p e r v is o r . O n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , t h e a g e n t ca n pr e s s
t h is b u t t o n a ft e r p la cin g a n A C D ca ll o n h o ld , t h e n r e t u r n t o t h e ca ll a ft e r t alk in g
w it h t h e s u p e r v is o r . O n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , p r e s s in g t h e A SS IS T
b u t t o n a u t o m a t ica lly p la ce s t h e cu r r e n t ca ll o n h o ld .

A UDI O TR O UB L E (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

A g e n t s p r e s s t h is b u t t o n t o n o t ify t h e 3 B C M S t h a t a ca ll h a s p o o r t r a n s m is s io n .
W h e n t h e a g e n t p r e s s e s t h e A U D IO TRO U B L E b u t t o n , t h e s w it ch t e ll s 3 B CM S
w h a t t h e a g e n t ’ s e xt e n s io n is , w h a t t r u n k is b e in g u s e d , a n d t h e t im e o f da y t h e
t r o u b le o ccu r r e d . Th is in fo r m a t io n is r e p o r t e d in 3 B C M S e xce p t io n r e p o r t s a n d is
u s e fu l fo r t r o u b le - s h o o t in g t r u n k a n d e xt e n s io n p r o b le m s (s e e C h a p t e r 9 ,
‘ ‘ Ex ce p t io n s ’ ’ ).

C O NF E R E NC E

A g e n t s p r e s s t h is b u t t o n t o co n n e ct a d d it io n a l p e o p le in t o a 2 - p e r s o n ca ll . Fo r
G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , a n a g e n t w it h a m u lt i- a p p e a r a n ce v o ice t e r min a l
ca n a d d u p t o 4 a d d it io n a l p e o p le t o a 2 - p e r s o n ca ll . Fo r G e n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X a n d s in g le a p p e a r a n ce v o ice t e r m in a ls o n G e n e r ic 3 i/ G e n e r ic
1 / S y s t e m 7 5 , o n ly o n e p e r s o n m a y b e a d d e d .

N O T E Sin g le a p p e a r a n ce v o ice t e r m in a ls d o n o t a ct u a ll y h a v e t h is b u t t o n .
A g e n t s m u s t in s t e a d u s e t h e REC A LL b u t t o n t o co n fe r e n ce a ca ll .

If a n a g e n t a d d s a n o t h e r a g e n t in t o a co n fe r e n ce ca ll , t h e r e s u lt in g co n fe r en ce is n o t
co n s id e r e d a n A C D ca ll fo r t h e a d d e d a g e n t . Th e A C D co n s id e r s t h e a d d e d a ge n t
t o b e o n a n e xt e n s io n - in ca ll.

E ME R G NC Y (o n S y s t e m 8 5 R2 V4 , G e n e r ic 2 , a n d D IM EN SIO N P B X )

A g e n t s p r e s s t h is b u t t o n t o n o t ify t h e a t t e n d a n t w h e n m a licio u s ca lls a r e in
p r o g r e s s . Th e a t t e n d a n t ca n t h e n p e r fo r m a ca ll t r a ce .
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HO LD

A g e n t s p r e s s t h is b u t t o n t o p la ce a ca ll o n h o ld . Th e A C D w ill n o t s e n d a n y m o re
A C D ca ll s t o t h e a g e n t a s lo n g a s a ca ll is o n h o ld . H o w e v e r , fo r t h e G e n e r ic 2 o r
Sy s t e m 8 5 R2 V4 s w it ch e s , w h ich a ll o w m u lt ip le ca ll h a n d lin g , t h e A C D w ill s e n d
ca ll s t o t h e a g e n t e v e n if t h e a g e n t h a s p r e s s e d t h e H O L D b u t t o n , p r o v id e d t h e
a g e n t p r e s s e s A U TO - IN o r M A N U A L - IN w h ile t h e o t h e r ca ll is s t ill o n h o ld .

N O T E Sin g le a p p e a r a n ce v o ice t e r m in a ls d o n o t a ct u a ll y h a v e t h is b u t t o n .
A g e n t s m u s t in s t e a d u s e t h e REC A LL b u t t o n o r t h e t e r m in a l’ s s w it ch - h o o k
t o p u t a ca ll o n h o ld .

L O G O UT

A g e n t s p r e s s t h is b u t t o n t o u n s t a ff t h e ir e xt e n s io n s a n d e n d 3 B C M S g at h e r in g o f
a g e n t d a t a .

If a n a g e n t p r e s s e d ST A FF ED t o s t a ff a v o ice t e r m in a l, t h e a g e n t s im p ly p r e s s e s
ST A F F ED a g a in t o u n s t a ff t h e v o ice t e r m in a l.

R E C AL L

A g e n t s w it h s in g le - a p p e a r a n ce v o ice t e r m in a ls p r e s s t h e RE C A L L b u t t o n t o p u t
ca ll s o n h o ld , t r a n s fe r ca ll s , a n d cr e a t e co n fe r e n ce ca lls .

R E LEAS E

A s m e n t io n e d e a r lie r , a g e n t s p r e s s t h e RE L EAS E b u t t o n t o q u ick ly d is co n n e ct
co m p le t e d ca ll s . If t h e REL EAS E b u t t o n is n o t p r e s s e d , t h e a u t o m a t ic d is co n n e ct
n o r m a ll y t a k e s a b o u t 6 s e co n d s . Th e RE L EAS E b u t t o n , o n t h e o t h e r h a n d , t ak e s
o n ly 1 / 1 0 o f 1 s e co n d t o d is co n n e ct a ca ll.

R E P E AT (o n G e n e r ic 2 / S y s t e m 8 5 )

F o r S y s t e m 8 5 (R2 V3 a n d R2 V4 ) a n d G e n e r ic 2 , a g e n t s p r e s s t h is b u t t o n t o re p e a t
cit y - o f- o r ig in a n n o u n ce m e n t s , w h ich t h e y m a y h e a r w h e n t h e y r e ce iv e in t e r flo we d
ca ll s fr o m a s p lit in a n o t h e r cit y . F o r G e n e r ic 2 o r S y s t e m 8 5 R2 V4 , a g e n t s ca n als o
u s e t h e REP EAT b u t t o n t o r e p e a t q u e u e - o f- o r ig in a n n o u n ce m e n t s , w h ich t h e y ma y
h e a r w h e n t h e y r e ce iv e in t r a flo w e d ca lls fr o m a s p lit co n n e ct e d t o t h e ir A C D .

S TR O KE C O UN T B u t t o n s (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

U p t o n in e b u t t o n s a r e a v a ila b le fo r u s e . A g e n t s p r e s s t h e s e b u t t o n s t o ta b u la t e
ce r t a in ca ll e v e n t s o f in t e r e s t . C a ll ce n t e r m a n a g e m e n t d e cid e s w h a t e a ch o f t he
b u t t o n s w ill r e p r e s e n t . W h e n e v e r t h e a g e n t e n co u n t e r s a n a s s ig n e d t y p e o f e v e n t ,
t h e a g e n t p r e s s e s t h e a s s o cia t e d s t r o k e co u n t b u t t o n t o r e co r d t h a t e v e n t occu r r e n ce .
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TR ANS F E R

A g e n t s n o r m a ll y p r e s s t h e TRA N S FE R b u t t o n t o t r a n s fe r ca ll s t o o t h e r a g e n ts o r t h e
s p lit s u p e r v is o r . Th is b u t t o n is o n ly a v a ila b le o n m u lt i- a p p e a r a n ce v o ice t e r m in a ls .
Sin g le - a p p e a r a n ce t e r m in a ls m u s t in s t e a d u s e t h e RE C A L L b u t t o n o r t h e t e r m in a l’ s
s w it ch - h o o k .

F o r G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , a g e n t s ca n a ls o u s e t h e TRA N S F ER
b u t t o n t o t r a n s fe r ca ll s t o e xt e r n a l d e s t in a t io n s o v e r t r u n k s . Ex t e r n a l tr a n s fe r m u s t
b e a s s ig n e d t o a v o ice t e r m in a l a s a fe a t u r e o v e r a n d a b o v e t h e n o r m a l t r a n s fe r
fe a t u r e .

If a n a g e n t t r a n s fe r s a ca ll t o a n o t h e r a g e n t , t h e ca ll is n o t co n s id e r e d a n A C D ca ll
fo r t h e a g e n t r e ce iv in g t h e ca ll . Th e A C D co n s id e r s t h e a g e n t r e ce iv in g t h e t r a n sfe r
t o b e o n a n e xt e n s io n - in ca ll. Fo r t h e a g e n t t r a n s fe r r in g a ca ll , t h e ca ll is n o t
co u n t e d a s a n EX T- O U T ca ll .

N u m e r o u s o t h e r b u t t o n s a r e a v a ila b le o n a g e n t v o ice t e r m in a ls , b u t m o s t a r e n o t A C D - r e la t e d .
A fe w a d d it io n a l b u t t o n s a r e d e s cr ib e d in t h e fo ll o w in g s e ct io n s .

N O T E O n D IM EN SIO N P B X , w h e n e v e r a n a g e n t d ia ls a d ia l a cce s s co d e in s t e a d o f p r e s s in g
a b u t t o n , t h e a g e n t is co n s id e r e d t o h a v e m a d e a n e xt e n s io n - o u t ca ll.
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G e n e r i c 2 / S y s t e m 8 5 / D I M E N S I O N P B X I n c o m i n g
C a l l A n n o u n c e m e n t s f o r A g e n t s

O n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , a n a g e n t ca n r e ce iv e a n a n n o u n ce m e n t
im m e d ia t e ly b e fo r e a n s w e r in g a ca ll . Th is a n n o u n ce m e n t t e ll s t h e a g e n t t h e lo ca t io n fr o m
w h ich t h e ca ll is co m in g . If a ca ll is in t r a flo w e d fr o m a lo ca l s p lit , t h e a g e n t m a y h e a r a
q u e u e - o f - o r i g i n an n o u n ce m e n t t h a t t e lls t h e a g e n t w h a t s p lit t h e ca ll ca m e fr o m . If t h e ca ll is
in t e r flo w e d fr o m a s p lit in a r e m o t e s w it ch , t h e a g e n t m a y h e a r a ci t y - o f - o r i g i n a n n o u n ce m e n t
t h a t t e lls t h e a g e n t w h a t cit y t h e ca ll ca m e fr o m . A n a g e n t ca n p r e s s t h e REP EA T v o ice
t e r m in a l b u t t o n t o r e p e a t t h e a n n o u n ce m e n t if t h e a g e n t m is s e s it t h e fir s t t im e .

A n n o u n ce m e n t s a r e a s s ig n e d t o t h e o r ig in a ll y - ca ll e d in t e r n a l s p lit s a n d t ru n k g r o u p s t h r o u g h
s w it ch a d m in is t r a t io n . A n n o u n ce m e n t s ca n a ls o b e a s s ig n e d s p e cifica lly t o in co m in g t r u n k
g r o u p s . In t h is ca s e , a n a g e n t m a y a ls o h e a r cit y - o f- o r ig in a n n o u n ce m e n t s fo r A C D ca ll s d ia le d
d ir e ct ly t o t h e s p lit .

G e n e r i c 2 / S y s t e m 8 5 I n c o m i n g C a l l D i s p l a y s f o r
A g e n t s

O n a G e n e r ic 2 / S y s t e m 8 5 , a n a g e n t ca n r e ce iv e q u e u e - o f- o r ig in a n d cit y - o f- o r ig in d i s p l ay s
in s t e a d o f o r in a d d it io n t o a n n o u n ce m e n t s if t h e a g e n t h a s a d is p la y v o ice t e r min a l (fo r
e xa m p le , t h e 7 4 0 6 D , 7 4 0 7 D , o r C A LL M A S TER v o ice t e r m in a l). D is p la y s a r e s im p ly t h e v is u a l
e q u iv a le n t o f a n n o u n ce m e n t s .

Th e a ct u a l w o r d (s ) co n t a in e d in a d is p la y m u s t b e a s s ig n e d t o t h e o r ig in a lly ca ll e d s p lit o r t h e
in co m in g t r u n k g r o u p .

A q u e u e - o f- o r ig in d is p la y m ig h t lo o k lik e t h is :

2 a = Re g io n

A cit y - o f- o r ig in d is p la y m ig h t lo o k lik e t h is :

a = D e t r o it

C-4 0 A C D B a s i c s



H ow A gents H a ndl e Ca ll s

G e n e r i c 2 o r S y s t e m 8 5 R 2 V 4 Q u e u e S t a t u s
D i s p l a y s f o r A g e n t s

O n G e n e r ic 2 / S y s t e m 8 5 , a n a g e n t w it h a d is p la y v o ice t e r m in a l ca n r e ce iv e q u e ue s t a t u s
d is p la y s s im u lt a n e o u s ly w it h in co m in g ca ll d is p la y s . Th is in fo r m a t io n is o n ly a v a ila ble w h ile
t h e a g e n t is a ct iv e o n a n A C D ca ll . A q u e u e s t a t u s d is p la y ca n g iv e t h e a g e n t t w o t y p e s o f
in fo r m a t io n :

Th e cu r r e n t n u m b e r o f q u e u e d ca ll s (fr o m 0 t o 9 9 9 * ).

Th e cu r r e n t n u m b e r o f s e co n d s (fr o m 0 0 1 t o 9 9 9 †) t h e o ld e s t q u e u e d ca ll h a s be e n
w a it in g .

A q u e u e s t a t u s d is p la y m ig h t lo o k lik e t h is :

0-0 9 5 2 a = Re g io n

Th r e e a d d it io n a l b u t t o n s m a y b e a v a ila b le o n a d is p la y t e r m in a l t o g iv e a n a g e nt co n t r o l o f t h e
d is p la y s :

DI S P LA Y (O n t h e 7 4 0 7 D In t e g r a t e d D is p la y Te r m in a l o n ly )

Th e a g e n t p r e s s e s t h is b u t t o n t o a ct iv a t e t h e d is p la y fe a t u r e o n t h e v o ice te r m in a l.

I NS P E C T

Th e a g e n t p r e s s e s t h is b u t t o n t o d is p la y n e w in co m in g ca ll (e it h e r a n e xt e n s io n -in
ca ll o r a n in t r a flo w e d / in t e r flo w e d ca ll ) in fo r m a t io n w h e n t h e a g e n t is a lr e a d y o n a n
A C D ca ll .

NO R MA L

Th e a g e n t p r e s s e s t h is b u t t o n t o u p d a t e t h e q u e u e s t a t u s d is p la y . Th is bu t t o n is
u s e fu l if t h e a g e n t w a n t s t o ch e ck t h e q u e u e ’ s cu r r e n t s t a t u s w h ile s t ill o n an A C D
ca ll .

Th e q u e u e s t a t u s d is p la y fe a t u r e a n d t h e a s s o cia t e d b u t t o n s a r e a s s ig n e d t o e a ch v o ice t e r m in a l
t h r o u g h s w it ch a d m in is t r a t io n .

* If t h e n u m b e r o f q u e u e d ca ll s e xce e d s 9 9 9 , t h is p o r t io n o f t h e d is p la y w ill s ho w ‘ ‘ * * * ’ ’ .

† If t h e o ld e s t ca ll h a s w a it e d m o r e t h a n 9 9 9 s e co n d s , t h is p o r t io n o f t h e d is p la y w ill s h o w ‘ ‘ * * * ’ ’ .
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H ow A gents H a ndl e Ca ll s

G e n e r i c 3 i / G e n e r i c 1 / S y s t e m 7 5 Q u e u e S t a t u s
I n d i c a t i o n s

O n G e n e r ic 3 i, G e n e r ic 1 , a n d S y s t e m 7 5 , 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 r e ce iv e
q u e u e s t a t u s d is p la y s t h a t a r e b a s ica ll y t h e s a m e a s t h o s e o n t h e G e n er ic 2 / S y s t e m 8 5 , e xce p t
t h a t t h e m a xim u m d is p la y e d ca lls in q u e u e is o n ly 1 0 0 (w h ich m a t ch e s S y s t e m 7 5 ’ s m a xim u m
q u e u e s iz e ).

G e n e r i c 3 i / G e n e r i c 1 / S y s t e m 7 5 Q u e u e S t a t u s L a m p s o n
A g e n t V o i c e T e r m i n a l s

B u t t o n la m p s o n a g e n t v o ice t e r m in a ls m a y b e a s s ig n e d t o p r o v id e o n e o r b o t h o f t h e fo llo w in g
q u e u e s t a t u s in d ica t io n s :

NQ C

A b u t t o n o n e a ch a g e n t ’ s v o ice t e r m in a l m a y b e a s s ig n e d t o s h o w t h e N u m b e r o f
Q u e u e d C a ll s (N Q C ). Th e la m p a s s o cia t e d w it h t h is b u t t o n t e ll s t h e a g e n t w h e n
t h e n u m b e r o f ca ll s in q u e u e h a s m e t o r e xce e d e d t h e a s s ig n e d q u e u e s iz e (1 to 1 0 0
ca ll s ) fo r t h e s p lit . If n o ca lls a r e in t h e s p lit ’ s q u e u e , t h e s t a t u s la m p a s s o cia t e d
w it h t h e b u t t o n is d a r k . W h e n o n e o r m o r e ca ll s a r e in q u e u e , t h e la m p lig h t s
s t e a d ily . W h e n t h e n u m b e r o f ca lls in q u e u e r e a ch e s t h e a s s ig n e d q u e u e t h r es h o ld ,
t h e la m p fla s h e s o n a n d o ff. In t h is w a y , a g e n t s ca n s e e w h e n ca ll s h a v e b a ck e d up
in q u e u e . A g e n t s t h e n k n o w t h e y n e e d t o b e e s p e cia ll y fa s t in d is p e n s in g w it h
in co m in g ca lls .

O Q T

A b u t t o n o n e a ch a g e n t ’ s v o ice t e r m in a l m a y b e a s s ig n e d t o s h o w t h e O ld e s t
Q u e u e d Tim e (O Q T). Th e la m p a s s o cia t e d w it h t h is b u t t o n t e ll s t h e a g e n t w h e n
t h e o ld e s t ca ll in q u e u e h a s b e e n w a it in g lo n g e r t h a n t h e a s s ig n e d w a it t im e
t h r e s h o ld (0 t o 9 9 9 s e co n d s ) fo r t h e s p lit . If n o ca ll s a r e in t h e s p lit ’ s q u e u e , t h e
s t a t u s la m p is d a r k . W h e n ca ll s a r e in q u e u e , t h e la m p lig h t s s t e a d ily . W h en t h e
a s s ig n e d w a it t im e t h r e s h o ld h a s b e e n m e t o r e xce e d e d b y t h e o ld e s t ca ll in q u e ue ,
t h e la m p fla s h e s .

Th e t h r e s h o ld s t h a t ca u s e t h e la m p s t o fla s h a n d t h e in d iv id u a l b u t t o n s o n e ach a g e n t v o ice
t e r m in a l m u s t b e a s s ig n e d t h r o u g h s w it ch a d m in is t r a t io n .
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H ow A gents H a ndl e Ca ll s

G e n e r i c 3 i / G e n e r i c 1 / S y s t e m 7 5 A u x i l i a r y Q u e u e S t a t u s
L a m p s

A n a u xilia r y q u e u e s t a t u s la m p ca n a ls o n o t ify a g e n t s w h e n e it h e r t h e N u m b e r o f Q u e u e d C a ll s
t h r e s h o ld o r t h e O ld e s t Q u e u e d Tim e t h r e s h o ld h a s b e e n r e a ch e d . A n a u xilia ry q u e u e s t a t u s
la m p is a la m p co n n e ct e d t o t h e A C D t h a t is in s t a ll e d o n a w a ll, o n t h e ce ilin g , o r a t an o t h e r
ca ll ce n t e r lo ca t io n in v ie w o f t h e s p lit a g e n t s a n d t h e s p lit s u p e r v is o r . D e p e n din g o n w h ich
t h r e s h o ld (e it h e r t h e n u m b e r o f ca ll s in q u e u e o r t h e t im e o f t h e o ld e s t ca ll w a it in g ) is a s s ig n e d
t o t h e a u xilia r y la m p , t h e la m p lig h t s s t e a d ily w h e n t h e t h r e s h o ld is m e t o r e xce e d e d . A t a ll
o t h e r t im e s , t h e la m p r e m a in s d a r k . U n lik e t h e b u t t o n la m p s o n v o ice t e r m in als , n e it h e r t y p e
o f a u xilia r y la m p in d ica t e s w h e n ca ll s h a v e m e r e ly q u e u e d t o t h e s p lit .
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S p l i t S u p e r v i s o r V o i c e T e r m i n a l B u t t o n s
A s p lit s u p e r v is o r ’ s v o ice t e r m in a l m a y h a v e a n u m b e r o f b u t t o n s w it h s p e cia l fu n ct io n s
r e s e r v e d o n ly fo r t h e s p lit s u p e r v is o r . If t h e s p lit s u p e r v is o r ’ s e xt e n s io n is a ls o a s s ig n e d t o t h e
s p lit a s a n a g e n t e xt e n s io n , t h e v o ice t e r m in a l w ill a ls o h a v e a ll b u t t o n s a va ila b le t o a n a g e n t .

F ig u r e C - 4 s h o w s a n e xa m p le o f a b u t t o n la y o u t fo r a s p lit s u p e r v is o r ’ s v o ice t e rm in a l.

6 0 1 0
A D D

A G EN T

6 0 1 0
D EL E TE
A G EN T

6 0 1 0
IN TRA FL O

A LL

L N D
IN TRA FL O
TH RE SH LD

VE RIF Y
A N N C T.

SERV IC E
O B SERV E

C o n fe r e n ce Tr a n s fe r

D r o p H o ld

1 2 3

4 5 6

7 8 9

* 0 #

M e s s a g e Re ca ll
D is co n n e ct
o r S p e a k e r

F i g u r e C-4 S p l i t S u p e r v i s o r T e r m i n al — Wi t h o u t A g e n t Re s p o n s i b i l i t i e s ( 16- B u t t o n S e t )
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S pl i t S u per visor V oi c e T e r mi na l Bu tt ons

Th e v o ice t e r m in a l b u t t o n s t h a t a r e a v a ila b le o n ly t o t h e s p lit s u p e r v is o r ’ s e xt en s io n a r e
d e s cr ib e d in t h e fo llo w in g lis t :

A DD AGE NT (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

Th e s p lit s u p e r v is o r p r e s s e s t h is b u t t o n a n d d ia ls a n a g e n t e xt e n s io n n u m b e r to a d d
t h e a g e n t t o t h e s u p e r v is o r ’ s s p lit . Fo r t h e a d d t o b e s u cce s s fu l, t h e e xt e n sio n m u s t
b e u n s t a ffe d a t t h e m o m e n t t h e e xt e n s io n is d ia le d .

DE LETE AGE NT (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

Th e s p lit s u p e r v is o r p r e s s e s t h is b u t t o n a n d d ia ls a n a g e n t e xt e n s io n n u m b e r to
d e le t e t h e a g e n t fr o m t h e s u p e r v is o r ’ s s p lit . Fo r t h e d e le t e t o b e s u cce ss fu l, t h e
e xt e n s io n m u s t b e u n s t a ffe d a t t h e m o m e n t t h e e xt e n s io n is d ia le d .

I NTR AFLO AL L (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

Th e s p lit s u p e r v is o r p r e s s e s t h is b u t t o n t o s e n d a ll ca lls t o t h e in t r a flo w
d e s t in a t io n (s ). Th e d e s t in a t io n s m a y a ls o in clu d e a n in t e r flo w d e s t in a t io n .

I NTR AFLO W THR E S HLD (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

Th e s p lit s u p e r v is o r p r e s s e s t h is b u t t o n t o s e n d ca ll s t o t h e in t r a flo w d e s t in a tio n (s )
if t h e s p lit q u e u e t h r e s h o ld h a s b e e n r e a ch e d . Th e d e s t in a t io n s m a y a ls o in clu de a n
in t e r flo w d e s t in a t io n .

NI G HT S E R V I C E (o n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 )

Th e s p lit s u p e r v is o r p r e s s e s t h is b u t t o n t o s e n d a ll ca lls t o n ig h t s e r v ice . Th e N ig ht
Se r v ice m a y b e Tr u n k G r o u p N ig h t S e r v ice o r Sp lit N ig h t S e r v ice . A ls o , a s e p a r a t e
b u t t o n fo r e a ch t y p e m a y b e a v a ila b le .

V E R I F Y ANNC T (o n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X )

Th e s p lit s u p e r v is o r p r e s s e s t h is b u t t o n t o lis t e n t o t h e s p lit ’ s fir s t a n n o u n ce me n t .
Th e s u p e r v is o r t h e n lis t e n s t o t h e a n n o u n ce m e n t t o v e r ify t h a t it p la y s co r r e ct ly a n d
s e r v e s it s p u r p o s e .

3 B C M S A d m i n i s t r a t i o n C-4 5



S pl i t S u per visor V oi c e T e r mi na l Bu tt ons

S E R V I CE O B S E R V E

Th e s u p e r v is o r p r e s s e s t h is b u t t o n a n d d ia ls a n a g e n t e xt e n s io n n u m b e r t o lis t e n in
t o co n v e r s a t io n s o n t h e v o ice t e r m in a l. Th e S e r v ice O b s e r v e fe a t u r e p e r m it s th e
s u p e r v is o r t o ch e ck a n a g e n t ’ s ca ll- a n s w e r in g t e ch n iq u e s . A n a g e n t ’ s v o ice t e r m in a l
m a y a ls o b e a s s ig n e d t h e S ER VIC E O B SERV E b u t t o n s o t h a t t h e a g e n t ca n lis t e n t o
a n o t h e r a g e n t ’ s co n v e r s a t io n s . Th e a b ilit y fo r a n a g e n t t o s e r v ice o b s e r ve o t h e r
a g e n t s is p a r t icu la r ly u s e fu l in t r a in in g . Se r v ice o b s e r v in g ca n b e s e t u p fo r
lis t e n in g o n ly o r fo r b o t h lis t e n in g a n d t a lk in g .

R E C O R D ANNC T (o n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 )

Th e s u p e r v is o r p r e s s e s t h is b u t t o n t o e it h e r lis t e n t o o r t o r e co r d a n a n n o un ce m e n t
fo r t h e s p lit .
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A s s i g n i n g 3 B C M S M e a s u r e m e n t o f t h e A C D
3 B C M S co ll e ct s d a t a o n s p lit s , a g e n t s , e xt e n s io n s , t r u n k s , a n d t r u n k g r ou p s in a n A C D .
H o w e v e r , fo r C M S t o co ll e ct d a t a , t h e a p p r o p r ia t e it e m s (s p lit s , e xt e n s io ns , a n d s o o n ) m u s t b e
id e n t ifie d a s m e as u r e d. M e a s u r e d m e a n s t h a t , fo r a n y s p lit , e xt e n s io n , a g e n t , t r u n k , o r t r u nk
g r o u p , C M S w ill p r o d u ce d a t a o n t h a t it e m . Th e C M S S e s s io n S t a t u s s cr e e n (s e e C ha p t e r 1 1 ,
‘ ‘ M a in t e n a n ce ’ ’ ) lis t s t h e t o t a l n u m b e r o f m e a s u r e d s p lit s , e xt e n s io n s (A g e n t P o s it io n s ), t r u n k s ,
a n d t r u n k g r o u p s e s t a b lis h e d in a n A C D .

C M S M e a s u r e m e n t o f t h e G e n e r i c 2 / S y s t e m
8 5 / D I M E N S I O N P B X A C D

O n G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X , e a ch in d iv id u a l e xt e n s io n a n d t r u n k g ro u p m u s t
b e a s s ig n e d t o C M S m e a s u r e m e n t u s in g s w it ch p r o ce d u r e s . Tr u n k s a r e t h en a u t o m a t ica ll y
m e a s u r e d b y v ir t u e o f t h e ir a s s ig n m e n t t o a m e a s u r e d t r u n k g r o u p . S p lit m e as u r e m e n t is
a s s ig n e d in C M S b y e n t e r in g a n u m b e r o f m e a s u r e d s p lit s o n t h e S e s s io n St a t us s cr e e n . Th e
n u m b e r o f s p lit s C M S ca n m e a s u r e ca n b e s m a lle r t h a n t h e n u m b e r o f s p lit s cr ea t e d in t h e
A C D , b u t n o t g r e a t e r . S in ce s p lit s a r e cr e a t e d in s e q u e n ce s t a r t in g fr o m S p lit 1 , CM S m e a s u r e s
s p lit s in s e q u e n ce s t a r t in g fr o m Sp lit 1 . Th u s , if 5 0 s p lit s h a v e b e e n cr e a t e d a t t he s w it ch , a n d
4-0 h a v e b e e n s p e cifie d a s m e a s u r e d o n t h e S e s s io n S t a t u s s cr e e n , Sp lit s 1 t o 40 w ill b e
m e a s u r e d , a n d S p lit s 4 1 t o 5 0 w ill b e u n m e a s u r e d .

C M S M e a s u r e m e n t o f t h e G e n e r i c 3 i / G e n e r i c
1 / S y s t e m 7 5 A C D

F o r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , in d iv id u a l s p lit s a n d t r u n k g r o u p s a r e as s ig n e d t o C M S
m e a s u r e m e n t t h r o u g h s w it ch a d m in is t r a t io n . Ext e n s io n s a r e t h e n m e a s u re d b y v ir t u e o f t h e ir
a s s ig n m e n t t o t h e s p lit s , a n d t r u n k s a r e t h e n m e a s u r e d b y v ir t u e o f t h eir a s s ig n m e n t t o t h e
t r u n k g r o u p s . Fo r G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , t h e n u m b e r o f m e a s ur e d s p lit s ca n n o t b e
ch a n g e d u s in g t h e C M S S e s s io n St a t u s s cr e e n . Ra t h e r , t h e n u m b e r o f m e a s u r e d s p lit s e n t e r e d
o n t h e Se s s io n S t a t u s s cr e e n m u s t s im p ly m a t ch t h e n u m b e r o f m e a s u r e d s plit s a lr e a d y a s s ig n e d
in t h e A C D . Th e n u m b e r o f s p lit s C M S ca n m e a s u r e ca n b e s m a ll e r t h a n t h e n u m b er o f s p lit s
cr e a t e d in t h e A C D , b u t n o t g r e a t e r . S in ce s p lit s a r e cr e a t e d in s e q u e n ce s t a r tin g fr o m S p lit 1 ,
C M S m e a s u r e s s p lit s in s e q u e n ce s t a r t in g fr o m S p lit 1 . Th u s , if 5 0 s p lit s h a v e be e n cr e a t e d a t
t h e s w it ch , a n d 4 0 h a v e b e e n s p e cifie d a s m e a s u r e d o n t h e S e s s io n St a t u s s cr e e n , Sp lit s 1 t o 4 0
w ill b e m e a s u r e d , a n d S p lit s 4 1 t o 5 0 w ill b e u n m e a s u r e d .
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S w i t c h - t o - 3 B C M S C o m m u n i c a t i o n
To co lle ct ca ll d a t a o n t h e A C D , t h e 3 B C M S m u s t co m m u n ica t e w it h t h e A C D . Sw it ch - t o -3 B
C M S co m m u n ica t io n co n s is t s o f e le ct r o n ic m e s s a g e s t h a t a r e p a s s e d b a ck a n d fo r t h b et w e e n t h e
s w it ch a n d 3 B C M S. M e s s a g e s fr o m t h e s w it ch t o 3 B C M S a r e o n e o f t w o t y p e s:

T r an s l at i o n s Tr a n s la t io n s t e ll C M S w h a t t h e co n fig u r a t io n o f t h e A C D is . Th is in fo r m a t io n
in clu d e s :

Th e n u m b e r o f m e a s u r e d s p lit s , e xt e n s io n s , t r u n k s , a n d t r u n k
g r o u p s

Th e a s s ig n m e n t s o f e xt e n s io n s a n d t r u n k g r o u p s t o s p lit s , a n d t h e
a s s ig n m e n t s o f t r u n k s t o t r u n k g r o u p s .

S t at u s C h an g e s St a t u s ch a n g e s t e ll C M S w h e n t h e s t a t e s o f a g e n t e xt e n s io n s o r t r u n k s ch an g e
t o o t h e r s t a t e s d u e t o ca ll a ct iv it y . Th e s e ch a n g e s o f s t a t e s ig n a l C M S t o co u n t
e v e n t o ccu r r e n ce s a n d t o t r a ck t h e d u r a t io n o f e v e n t s . C M S ca n t h e n fig u r e a
w id e r a n g e o f d a t a , in clu d in g e v e n t t o t a ls a n d a v e r a g e t im e o f e v e n t s . Fo r
e xa m p le , w h e n a n a g e n t r e ce iv e s a n A C D ca ll , w h e n a n a g e n t co m p le t e s a n
A C D ca ll , w h e n a t r u n k co n n e ct s t o a n a g e n t ’ s e xt e n s io n , o r w h e n a n a g e n t
e n t e r s t h e a ft e r - ca ll - w o r k s t a t e , t h e s w it ch s e n d s a m e s s a g e in d ica t in g a ch a n ge
o f s t a t e , a n d C M S t h e n ca lcu la t e s t h e a p p r o p r ia t e a g e n t o r t r u n k d a t a .

C M S a ls o s e n d s a g e n t a n d t r u n k d a t a t o t h e a p p r o p r ia t e s p lit s a n d t r u n k
g r o u p s (a s d e fin e d b y t h e co n fig u r a t io n t r a n s la t io n s ), a n d t h e n co m p ile s a n d
ca lcu la t e s t h e s p lit a n d t r u n k g r o u p d a t a .

C M S ca n b e u s e d t o ch a n g e co n fig u r a t io n s in t h e A C D . Th e r e fo r e , C M S s o m e t im e s s e n d s
t r a n s la t io n s b a ck t o t h e s w it ch . C M S a ls o s e n d s m e s s a g e s t o t h e s w it ch r eq u e s t in g t r a n s la t io n s .
Th e s e r e q u e s t s fo r t r a n s la t io n s o ccu r w h e n e v e r C M S b e g in s o p e r a t in g .
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S w i t c h- to-3B CM S Com mu nic a ti on

H o w S w i t c h / C M S C o m m u n i c a t i o n O c c u r s

Th e G e n e r ic 2 / S y s t e m 8 5 / D IM EN S IO N P B X s e n d s a n d r e ce iv e s m e s s a g e s u s in g a co n ne ct e d
p ie ce o f h a r d w a r e ca ll e d t h e D at a Co m m u n i cat i o n s In t e r f ace U n i t ( D CIU ). Th e G e n e r ic
3 i/ G e n e r ic 1 / S y s t e m 7 5 s e n d s a n d r e ce iv e s m e s s a g e s u s in g a p ie ce o f h a r dw a r e ca ll e d t h e
Pr o ce s s o r In t e r f ace Bo ar d ( PIB ). Th e 3 B co m p u t e r s e n d s a n d r e ce iv e s m e s s a g e s u s in g a n
In t e l l i g e n t S e r i al Co n t r o l l e r (ISC ) b o a r d .

Th e s e p ie ce s o f h a r d w a r e u s e s y n ch r o n o u s 2 - w a y t r a n s m is s io n b a s e d o n t he X .25 p a ck e t
s w it ch in g p r o t o co l. Th e X .2 5 p r o t o co l e n s u r e s r e lia b le t r a n s m is s io n o f d a t a b e t w e e n t he t w o
p ie ce s o f h a r d w a r e . Th e co m m u n ica t io n p r o v id e d b y t h e X .2 5 p r o t o co l is r e fe r r e d t o o n t h e
Se s s io n S t 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 ’ ’ ) a s t h e l i n k. It s o p e r a t io n ca n b e
m o n it o r e d a n d t u r n e d o n o r o ff u s in g t h e S e s s io n S t a t u s s cr e e n .

Th e co m m u n ica t io n b e t w e e n C M S a n d t h e s w it ch is e s t a b lis h e d a n d m a in t a in e d b y a n
a d d it io n a l le v e l o f p r o t o co l ca ll e d t h e s e s s i o n. Th e s e s s io n p r o t o co l is p r o v id e d b y t h e S w i t ch
In t e r f ac e Pr o ce s s ( S IP), w h ich is a ct u a ll y p a r t o f t h e C M S s o ft w a r e .

N O T E Th e X .2 5 a n d S IP p r o t o co ls t o g e t h e r a r e r e fe r r e d t o a s t h e B X .2 5 p r o t o co l.

Th e h ig h e s t le v e l o f t r a n s m is s io n is t h e a p p lica t io n s o ft w a r e it s e lf, CM S in t h is ca s e . A g a in ,
SIP p r o ce s s e s m e s s a g e s fr o m t h e s w it ch a s d a t a o r co n fig u r a t io n t r a n s la t io n s a n d s e n d s t h e
in fo r m a t io n t o t h e p r o p e r C M S d a t a b a s e (s ).

L ik e t h e lin k , t h e s e s s io n a n d C M S le v e ls o f t r a n s m is s io n ca n a ls o b e m o n it o r ed o n t h e C M S
Se s s io n S t a t u s s cr e e n . If a p r o b le m e xis t s a t t h e lin k , n e it h e r t h e s e s s io n , no r t h e C M S w ill
o p e r a t e . If a p r o b le m e xis t s a t t h e s e s s io n , t h e C M S w ill n o t o p e r a t e .
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W h a t C M S M e a s u r e s
St a t u s ch a n g e s s e n t fr o m t h e s w it ch a r e t h e s o u r ce o f a ll A C D d a t a (fo r s p lit s a n d t r u n k g r o u p s ,
a s w e ll a s a g e n t s a n d t r u n k s ). A s a r e s u lt , t h e s t a t e s o f a g e n t e xt e n sio n s a n d t r u n k s fo r m t h e
b a s is o f a ll o t h e r d a t a . Th e fo ll o w in g lis t s e xp la in w h a t t h e a g e n t (e xt e n s io n) a n d t r u n k s t a t e s
a r e . Th e s e s t a t e s a p p e a r o n C M S s t a n d a r d r e a l- t im e r e p o r t s a s C M S r e co r d s t h e cu r r e n t s t a t u s
o f t h e A C D .

A g e n t S t at e s

Th e a g e n t e xt e n s io n s t a t e s o n w h ich C M S b a s e s it s d a t a a r e a s fo ll o w s :

A C D Th e e xt e n s io n is e n g a g e d in a n A C D ca ll (w it h t h e a g e n t e it h e r
t a lk in g t o t h e ca ll e r o r t h e ca ll w a it in g o n h o ld ).

A v ai l ab l e ( A V A IL ) Th e e xt e n s io n is a b le t o a cce p t a n A C D ca ll . A n e xt e n s io n is
A VA IL in A U TO - IN a n y t im e it is n o t o n a ca ll . A n e xt e n s io n is
a ls o A VAIL in M A N U A L - IN im m e d ia t e ly a ft e r t h e M A N U A L- IN
b u t t o n is p r e s s e d .

A f t e r Ca l l Wo r k ( A C W) Th 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 t h e r w o r k
r e la t e d t o t h e p r e v io u s ca ll , a n d is n o t a v a ila b le t o r e ce iv e a n o t h e r
ca ll . Th e e xt e n s io n e n t e r s a ft e r - ca ll w o r k a ft e r a n A C D ca ll o n
M A N U A L- IN . O n a G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , t h e a g e n t
ca n s e le ct t h e s t a t e w it h t h e A FTE R C A L L W O RK b u t t o n , e v e n
w h e n t h e a g e n t h a s b e e n in A U TO - IN m o d e .

Su b s t a t e s o f A C W a r e :

A C W- IN Th e e xt e n s io n r e ce iv e d a n e xt e n s io n - in ca ll w h ile in
A C W . Fo r D IM EN S IO N P B X , if a n e xt e n s io n in
A VA IL r e ce iv e s a n e xt e n s io n - in ca ll , t h e s t a t e
ch a n g e s t o A C W - IN .

A C W- O U T Th e a g e n t p la ce d a n o u t g o in g ca ll w h ile in A C W .
F o r D IM EN SIO N P B X , if a n a g e n t p la ce s a n
e xt e n s io n - o u t ca ll w h ile in A VAIL, t h e s t a t e
ch a n g e s t o A C W - O U T.

A n a g e n t ’ s t im e in A C W in clu d e s t im e in A C W - IN a n d A C W - O U T,
a s w e ll a s t im e in A C W w h e n t h e a g e n t is n o t co n n e ct e d t o a n y
ca ll s .

A u x i l i ary Wo r k ( A U X ) Th 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 w h e n t h e
a g e n t w a n t s C M S t o r e co g n iz e t h e e xt e n s io n a s s t a ffe d , b u t d o e s n o t
w a n t t h e A C D t o d is t r ib u t e ca ll s t h e r e fo r a le n g t h y p e r io d .

C-5 0 A C D B a s i c s



W ha t C MS Me a su r es

O n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , w h e n a n a g e n t lo g s in t o m o r e
t h a n o n e s p lit , t h e a g e n t w ill g e n e r a t e e xce s s iv e A U X - W O RK t im e
s in ce C M S s h o w s t h e a g e n t t o b e in A U X - W O RK in o n e s p lit w h ile
t h e a g e n t is h a n d lin g a n A C D ca ll in a n o t h e r s p lit . Th e r e fo r e , t o g e t
a n a ccu r a t e a cco u n t o f A U X - W O RK t im e fo r a n a g e n t in a s p lit , t h e
a g e n t ’ s A C D t im e fo r t h e o t h e r s p lit s s h o u ld b e s u b t r a ct e d fr o m t h e
a g e n t ’ s A U X - W O RK in t h e s p lit in q u e s t io n .

Su b s t a t e s o f A U X W O RK a r e :

A U X - IN Th e e xt e n s io n r e ce iv e d a n e xt e n s io n - in ca ll w h ile in
A U X W O RK . Fo r G e n e r ic 2 / S y s t e m 8 5 a n d
G e n e r ic 3 i/ G e n e r ic 1 / S y s t e m 7 5 , if a n e xt e n s io n in
A VA IL r e ce iv e s a n e xt e n s io n - in ca ll , t h e s t a t e
ch a n g e s t o A U X - IN .

A U X - O U T Th e a g e n t p la ce d a n o u t g o in g ca ll w h ile in A U X
W O RK . Fo r G e n e r ic 2 / S y s t e m 8 5 a n d G e n e r ic
3 i/ G e n e r ic 1 / S y s t e m 7 5 , if a n a g e n t p la ce s a n
e xt e n s io n - o u t ca ll w h ile in A VAIL, t h e s t a t e
ch a n g e s t o A U X - O U T.

A n a g e n t ’ s t im e in A U X in clu d e s t im e in A U X - IN a n d A U X - O U T, a s
w e ll a s t im e in A U X w h e n t h e a g e n t is n o t co n n e ct e d t o a n y ca ll s .

U n s t af f e d ( U N S T A F ) N o a g e n t is lo g g e d in t o t h is e xt e n s io n .

In i t i al i z e ( IN IT ) Th e lin k is d o w n o r a n e r r o r h a s b e e n d e t e ct e d . IN IT r e m a in s u n t il
t h e co n d it io n is cle a r e d (lin k co m e s u p ) a n d / o r t h e a g e n t co m p le t e s
t h e cu r r e n t A C D ca ll a n d C M S r e ce iv e s a n a g e n t s t a t e m e s s a g e
in d ica t in g t h e a g e n t is in t h e A VAIL o r A U X s t a t e .

Ri n g Th e a g e n t ’ s v o ice t e r m in a l is r in g in g w it h a ca ll t h a t h a s le ft t h e
s p lit q u e u e . T h i s st at e i s av ail ab le o n l y w i t h Gen eric 2 w i t h t h e rin g-
st at e en ab led . W it h t h is s t a t e , y o u ca n d e t e r m in e h o w lo n g a ca ll
r in g s b e fo r e a n a g e n t a n s w e r s a n d t h e r e b y d e t e r m in e t h e a ct u a l
t im e a ca ll e r w a it s in q u e u e a n d w a it s w h ile t h e ca ll is r in g in g t o
b e t t e r a n a ly z e y o u r ca ll ce n t e r ’ s p e r fo r m a n ce .

N O T E O n C M S s t a n d a r d r e p o r t s , C M S co m b in e s A U X - IN a n d A C W - IN d a t a in t o t o t a l
e xt e n s io n - in d a t a . L ik e w is e , C M S co m b in e s A U X - O U T a n d A C W - O U T d a t a in t o t o t a l
e xt e n s io n - o u t d a t a . Y o u ca n cr e a t e cu s t o m r e p o r t s t o d is t in g u is h A C W - IN a nd A U X -
IN ca lls , a s w e ll a s A C W - O U T a n d A U X - O U T ca ll s .
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A s a n e xa m p le o f h o w a ch a n g e in a g e n t s t a t e is co n v e r t e d in t o C M S a g e n t a nd s p lit d a t a , if a n
a g e n t r e ce iv e s a n A C D ca ll, C M S r e ce iv e s a s t a t u s ch a n g e fr o m t h e s w it ch s a y in g th a t t h e a g e n t
h a s e n t e r e d t h e A C D s t a t e . C M S p e g s o n e A C D ca ll fo r t h e a g e n t (a n d t he a g e n t ’ s s p lit ) a n d
b e g in s t r a ck in g t h e t im e t h e a g e n t r e m a in s in t h e A C D s t a t e . If t h e ca ll la s t s 1-8 0 s e co n d s a n d
t h e a g e n t t h e n p r e s s e s t h e A ft e r - C a ll - W o r k b u t t o n , t h e s w it ch s e n d s a no t h e r s t a t u s ch a n g e
s a y in g t h e a g e n t h a s e n t e r e d t h e A C W s t a t e . C M S t h e n r e co r d s t h e d u r at io n o f t h e A C D ca ll
fo r t h e a g e n t a n d s p lit (1 8 0 s e co n d s ) a n d b e g in s t r a ck in g t h e t im e t h e a g e n t st a y s in A C W .

T r u n k S t at e s

Th e t r u n k s t a t e s o n w h ich C M S b a s e s it s d a t a a r e a s fo llo w s :

ID L E W a it in g fo r ca ll .

S E IZ E D Th e t r u n k is s e iz e d (in co m in g o r o u t g o in g ). A C D ca lls g o t o Q U EU ED , t h e n
C O N N , A B AN , o r F W RD . N o n - A C D ca ll s r e m a in SEIZ ED .

Q U E U E D A n A C D ca ll e r h a s t h e t r u n k a n d is w a it in g fo r a n a g e n t t o a n s w e r .

CO N N A g e n t a n d ca lle r a r e co n n e ct e d in a n A C D ca ll .

A BA N D O N E D A q u e u e d ca lle r ju s t a b a n d o n e d t h e ca ll .

F WRD A q u e u e d ca ll h a s b e e n in t r a flo w e d o u t s id e t h e A C D o r in t e r flo w e d .

M BU S Y M a in t e n a n ce B u s y , o u t o f s e r v ice fo r m a in t e n a n ce p u r p o s e s .

HO L D Th e a g e n t h a s p u t a ca ll o n h o ld (a v a ila b le w it h Sy s t e m 8 5 R2 V4 o r G e n e r ic 2
o n ly ).

IN IT Th e lin k is d o w n o r a n e r r o r h a s b e e n d e t e ct e d . IN IT r e m a in s u n t il t h e
co n d it io n is cle a r e d (lin k co m e s u p ) a n d / o r t h e cu r r e n t A C D ca ll a n d
a s s o cia t e d A C W a r e co m p le t e .

A s a n e xa m p le o f h o w a ch a n g e in t r u n k s t a t e is co n v e r t e d in t o C M S t r u n k a n d tr u n k g r o u p
d a t a , if t h e s w it ch t e lls C M S t h a t a t r u n k h a s e n t e r e d t h e C O N N (co n n e ct e d ) st a t e , C M S p e g s
a n a n s w e r e d ca ll n o t o n ly fo r t h e t r u n k , b u t a ls o fo r t h e t r u n k g r o u p t o wh ich t h e t r u n k is
a s s ig n e d a n d t h e s p lit t o w h ich t h e t r u n k w a s q u e u e d . C M S a ls o b e g in s t r a ck in g t h e t im e t h e
ca ll la s t s . W h e n t h e ca ll e n d s (s a y , a ft e r 1 8 0 s e co n d s ), t h e s w it ch t e lls C M S th a t t h e t r u n k h a s
e n t e r e d t h e ID LE s t a t e . C M S t h e n r e co r d s t h e d u r a t io n o f t h e ca ll (1 8 0 s e co nd s ) fo r t h e t r u n k ,
t h e t r u n k g r o u p , a n d t h e s p lit .
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H o w t h e H O L D , T R A N S F E R , C O N F E R E N C E , a n d
R E C A L L B u t t o n s A f f e c t A g e n t / T r u n k D a t a

W h e n a n a g e n t p r e s s e s t h e H O LD o r C O N FE R EN C E b u t t o n , n o ch a n g e s in t h a t th e a g e n t ’ s
s t a t e o ccu r . Th e a g e n t p r e s s in g t h e b u t t o n is co n s id e r e d t o s t ill b e in t h e s a me A C D s t a t e w it h
t h e ca ll (e it h e r a n EX T- IN o r A C D ). Th is is a ls o t r u e fo r t h e t r u n k ca r r y in g t h e ca ll. If th e
a g e n t a d d e d t o t h e C O N FE RE N C E ca ll w a s in A U X o r A VAIL, t h e s t a t e w i l l ch a n g e t o A U X IN .
A ls o , if t h e a d d e d a g e n t is in A C W , t h e s t a t e ch a n g e s t o A C W IN . In b o t h ca s es , t h e a d d e d
a g e n t is cr e d it e d w it h a n e xt e n s io n - in ca ll . A ls o , w h e n a n a g e n t p r e s s e s RE C A LL o n 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 o h o ld o r co n fe r e n ce a ca ll, n o s t a t u s ch a n g e is r e co r d e d fo r t h e
a g e n t (s ) o r fo r t h e ca r r y in g t r u n k .

O n G e n e r ic 2 o r S y s t e m 8 5 R2 V4 , a n a g e n t ca n p la ce a ca ll o n h o ld , t h e n p r e s s t h e MA N U A L-
IN o r A U TO - IN b u t t o n t o b e co m e a v a ila b le fo r a n o t h e r A C D ca ll . Th u s , a n a g e n t ca n ha v e
m u lt ip le - ca ll h a n d lin g a b ilit y . W h e n m u lt ip le - ca ll h a n d lin g is s e t u p , t h e s w it ch d o e s s e nd d a t a
o n h o ld s t o C M S . Th is d a t a is n o t a v a ila b le o n s t a n d a r d C M S r e p o r t s , b u t cu s to m r e p o r t s ca n
b e cr e a t e d t o in clu d e h o ld d a t a .

T r a n s f e r r e d C a l l s U s i n g t h e T R A N S F E R B u t t o n

W h e n ca ll s a r e t r a n s fe r r e d u s in g t h e TRA N S F ER b u t t o n (o n m u lt ia p p e a r a n ce v o ice t e r m in a ls ),
t h e s w it ch n o t ifie s C M S . If a t r a n s fe r r e d ca ll is a n A C D ca ll , t h e o r ig in a t in g a g e n t ext e n s io n
a n d s p lit a r e p e g g e d w it h a n A C D ca ll a n d a r e o n ly ch a r g e d fo r t h e t im e o n t h e o r ig in a l
co n n e ct io n . If t h e ca ll is t r a n s fe r r e d t o a n o t h e r m e a s u r e d A C D e xt e n s io n , t h e r e ce iv in g
e xt e n s io n is p e g g e d w it h a n EX T- IN ca ll (r e g a r d le s s o f t h e n a t u r e o f t h e o r ig in al ca ll ), a n d t h e
t im e o n t h e ca ll is t h e n ch a r g e d t o t h a t e xt e n s io n .

N O T E Th e o r ig in a t in g e xt e n s io n fo r a t r a n s fe r r e d ca ll is n o t ch a r g e d w it h a n EX T- O U T ca ll
u n l e s s t h e M u lt ip le C a ll H a n d lin g fe a t u r e (a v a ila b le o n ly o n a G e n e r ic 2 / Sy s t e m 8 5
R2 V4 s w it ch ) is a ct iv e .

W h e n ca ll s a r e t r a n s fe r r e d u s in g t h e REC A LL b u t t o n o n s in g le a p p e a r a n ce t e r min a ls , n o
m e s s a g e is s e n t t o C M S . A ll t im e o n t h e ca ll is r e co r d e d fo r t h e o r ig in a l e xt e n sio n , e v e n t h o u g h
p a r t o f t h e ca ll is h a n d le d b y a n o t h e r e xt e n s io n .

A t r u n k ’ s A C D t im e is co n t in u o u s fo r t h e d u r a t io n o f a t r a n s fe r r e d ca ll , a t a ll o f it s p o in t s o f
a n s w e r . Th e t r u n k is p e g g e d o n ly fo r o n e a n s w e r in t h e 3 B C M S . If a ca ll a b a n do n s a ft e r t h e
o r ig in a l a n s w e r (b u t b e fo r e b e in g p ick e d u p b y t h e a g e n t a n d s p lit t o w h o m it is t r a n s fe r r e d ),
t h e a b a n d o n is n o t p e g g e d fo r t h e t r u n k . N o r is t h e s e co n d a n s w e r r e co r d ed fo r t h e t r u n k , if
t h e r e is o n e .
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H o w I n t r a f l o w / I n t e r f l o w A f f e c t A C D D a t a
W h e n a ca ll is in t r a flo w e d o r in t e r flo w e d fr o m a s p lit , C M S co u n t s t h a t ca ll a s a F L O W- O U T
ca ll fo r t h e s p lit . If a ca ll is in t r a flo w e d in t o a s p lit , C M S co u n t s t h a t ca ll a s a FL O W - IN ca ll fo r
t h e s p lit . (In t e r flo w e d ca lls a r e r e co g n iz e d o n ly a s o r d in a r y in co m in g ca lls b y C M S . ) H ow e v e r ,
s in ce ca ll s ca n b e in t r a flo w e d / in t e r flo w e d t o d e s t in a t io n s t h a t a r e n o t in t h e A C D o r a r e n o n -
m e a s u r e d p a r t s o f t h e A C D , e a ch F L O W - O U T ca ll fr o m a s p lit w ill n o t a lw a y s sh o w a
co r r e s p o n d in g FL O W - IN ca ll fo r a n o t h e r s p lit . C o n v e r s e ly , s in ce ca ll s ca n b e
in t r a flo w e d / in t e r flo w e d in t o a s p lit fr o m o r ig in a t in g lo ca t io n s t h a t a r e n o t A C D -m e a s u r e d , e a ch
F L O W - IN ca ll t o a s p lit w ill n o t a lw a y s s h o w a co r r e s p o n d in g FL O W - O U T fo r a n o t h e r s p lit .

If a n in t r a flo w e d / in t e r flo w e d ca ll co n n e ct s t o a n a g e n t in t h e d e s t in a t io n s p lit , t h a t ca ll is
co u n t e d a s a n A C D ca ll fo r t h e s p lit .

O n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 , a d u m m y s p lit m a y b e e s t a b lis h e d w h ich in t r a flo w s ca ll s
t o a n o t h e r s p lit . A d u m m y s p lit , w h ich d o e s n o t a ct u a lly h a n d le ca lls a n d is h e n ce n ot s t a ffe d
w it h a g e n t s , is t y p ica ll y s e t u p a s a g a t e w a y s p lit fo r ca ll s a r r iv in g w it h a p a r t icu la r D N IS
(D ia le d N u m b e r Id e n t ifica t io n Se r v ice ) n u m b e r . Th e d u m m y s p lit a lw a y s in t r a flo w s ca ll s t o a
r e a l s p lit (w h ich h a s a g e n t s s t a ffe d ). In t h is w a y , t h e r e a l s p lit ca n h a n d le ca ll s w it h m u lt ip le
D N IS n u m b e r s a n d , b e ca u s e C M S ca n m e a s u r e FL O W - O U T ca lls fo r e a ch D N IS d u m m y s p lit ,
C M S r e p o r t s ca n b e u s e d t o d is t in g u is h t h e t y p e s o f ca ll s t h a t t h e r e a l s p lit h a n d le d .

F o r C M S t o p e g FL O W - O U T ca lls fo r d u m m y s p lit s , in t r a flo w s h o u ld b e e s t a b lis h e d us in g t h e
C a ll Fo r w a r d in g fe a t u r e . If C a ll C o v e r a g e is u s e d , a t le a s t o n e a g e n t m u s t lo g in t o t h e d u m m y
s p lit a n d g o in t o A C W a n d t h e ca ll m u s t q u e u e t o t h e d u m m y s p lit fo r a t le a s t o ne r in g cy cle in
o r d e r fo r a flo w - o u t ca ll t o b e p e g g e d .

N O T E If t h e C a ll Ve ct o r in g fe a t u r e is a ct iv e o n t h e G e n e r ic 2 , S y s t e m 8 5 R2 V4 , o r G e ne r ic 3 i
s w it ch , in t r a flo w a n d in t e r flo w w o r k q u it e d iffe r e n t ly . Th e r e fo r e , C M S d a t a r e la t e d to
in t r a flo w a n d in t e r flo w is r e co r d e d d iffe r e n t ly . (S e e t h e 3B CM S V ect o rin g
A d m i n i st ra t ion [ 5 8 5 - 2 1 5 - 5 0 2 ] d o cu m e n t . )

H o w t h e C a l l P i c k u p F e a t u r e A f f e c t s D a t a

W h e n a n a g e n t u s e s t h e C a ll P ick u p fe a t u r e t o p ick u p a n A C D ca ll t h a t r in g s a t a n o t h e r
a g e n t ’ s e xt e n s io n , t h e ca ll w ill b e p e g g e d a s a n A U X - I N ca ll fo r t h e a g e n t p ick in g u p t h e ca ll
(a n d fo r t h a t a g e n t ’ s s p lit ). Th e s p lit o f t h e a g e n t w h o s e t e r m in a l o r ig in ally r a n g w ill b e p e g g e d
w it h a n O U T F L O W ca ll , e v e n if t h e a g e n t p ick in g u p t h e ca ll is in t h e s a m e s p lit a s t h e a g e n t
w h o s e t e r m in a l o r ig in a ll y r a n g .

Th u s , w h e n C a ll P ick u p is u s e d , C M S d o e s n o t p e g t h e ca ll a s a n A C D ca ll , e v e n t h o u g h t h e
ca ll q u e u e d t o a s p lit a n d w a s a n s w e r e d . Va r io u s o t h e r t y p e s o f d a t a a s so cia t e d w it h A C D ca ll s
(fo r e xa m p le , ‘ ‘ P e r ce n t A n s w e r e d W it h in S e r v ice Le v e l’ ’ a n d ‘ ‘ Av e r a g e S p e e d of A n s w e r ’ ’ ) w ill
a ls o n o t in clu d e d a t a o n ca lls a n s w e r e d v ia t h e C a ll P ick u p fe a t u r e .
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N O T E If y o u h a v e a G e n e r ic 2 s w it ch w it h r in g - s t a t e e n a b le d , C M S w ill a ls o p e g t h e a g e nt
w h o s e t e r m in a l o r ig in a ll y r a n g (a n d t h a t a g e n t ’ s s p lit ) w it h a R I N G C A L L S a n d
N U M R I N G ca ll .
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H o w C M S S t o r e s a n d R e p o r t s A C D D a t a
Th e S w it ch In t e r fa ce P r o ce s s (S IP ) in t e r p r e t s s t a t u s ch a n g e s fr o m t h e A C D a n d s e n d s d a t a o v e r
t h e co u r s e o f a h a lf- h o u r in t e r v a l t o o n e o f fo u r file s in t h e cu r r e n t r e al - t i m e d at ab as e . Th e
fo u r m a jo r file s o f t h e cu r r e n t r e a l- t im e d a t a b a s e , a s w e ll a s t h e o t h e r r e p o r tin g d a t a b a s e s , a r e
ag e n t s , s p l i ts , t r u n k s , a n d tru n k g r o u p s. A t e a ch h a lf- h o u r in t e r v a l, t h e cu r r e n t h a lf- h o u r d a t a
is co p ie d t o t h e p r e v i o u s h al f h o u r r e al - ti m e d at ab as e in t h e s a m e fo u r file s .

U s in g t h e d is p la y w r it e r , b o t h t h e cu r r e n t a n d p r e v io u s r e a l- t im e d a t a b a s e s a r e acce s s e d t o
g e n e r a t e r e al - t i m e r e p o r ts o n a u s e r ’ s t e r m in a l d is p la y . Th e r e a l- t im e r e p o r t s g iv e in fo r m a t io n
o n t h e cu r r e n t A C D a ct iv it y o f a g e n t s , s p lit s , t r u n k s , a n d t r u n k g r o u p s .

A C D d a t a is a ls o s t o r e d in t w o h is t o r ica l d a t a b a s e s — t h e h a lf- h o u r a n d d a ily h is t o r ica l
d a t a b a s e s . Ea ch d a t a b a s e co n t a in s t h e s a m e fo u r file s co n t a in e d in t h e r e a l- t im e d at a b a s e s —
a g e n t , t r u n k , s p lit , a n d t r u n k g r o u p file s . W h e n d a t a fr o m t h e cu r r e n t r e a l- t im e d a t a b a s e is
co p ie d t o t h e p r e v io u s r e a l- t im e d a t a b a s e , t h e cu r r e n t h a lf- h o u r d a t a is a ls o st o r e d (a r ch iv e d ) in
t h e h a lf- h o u r h is t o r ica l d a t a b a s e . Th e h a lf- h o u r h is t o r ica l d a t a b a s e k e e p s t h e d a ta a s it is — in
h a lf- h o u r t o t a ls , w it h a p o s s ib le t o t a l o f 4 8 (2 m u lt ip lie d b y 2 4 h o u r s ) in t e r v a ls of d a t a fo r e a ch
d a y . Th e n , e a ch n ig h t , if t h e D a ily - D a t a - A r ch iv e h a s b e e n s ch e d u le d t o r u n (s e e C h a p t e r 1 1 ,
‘ ‘ M a in t e n a n ce ’ ’ ), t h e d a t a o f t h e 4 8 h a lf- h o u r in t e r v a ls is co n s o lid a t e d in to a s in g le d a ily r e co r d ,
a n d a r ch iv e d in t h e d a ily h is t o r ica l d a t a b a s e . Th e h a lf- h o u r d a t a is n o t d is ca rd e d , b u t is
r e t a in e d fo r u p t o 3 1 d a y s . Th e d a ily h is t o r ica l d a t a is r e t a in e d fo r u p t o 3 8 7 d a y s.

Th e h a lf- h o u r h is t o r ica l d a t a b a s e is a cce s s e d t o g e n e r a t e r e p o r t s t h a t d is p la y 1 d a y’ s d a t a in
h a lf- h o u r in t e r v a ls . M o s t d a ily r e p o r t s d is p la y d a t a in h a lf- h o u r in t e r v a ls . Th e d a ily h is t o r ica l
d a t a b a s e is a cce s s e d t o g e n e r a t e r e p o r t s t h a t d is p la y d a t a in d a ily s u m m a r ie s . W e e k ly / m o n t h ly
r e p o r t s a n d d a ily s u m m a r y r e p o r t s d is p la y d a t a a s d a ily s u m m a r ie s .

U s in g t h e C M S C u s t o m Re p o r t s C r e a t io n s u b s y s t e m , y o u ca n a ls o fo r m a t t h e da t a in w a y s
d iffe r e n t fr o m t h o s e o f a s t a n d a r d C M S r e p o r t .

N O T E D o n o t co n fu s e d ai l y d at a w it h t h e d ai l y r e p o r ts. D a ily d a t a is d a t a t h a t h a s b e e n
co n v e r t e d t o a 1 - d a y s u m m a r y . A d a ily r e p o r t d is p la y s h a lf- h o u r in t e r v a ls of d a t a fo r
1 d a y .

F ig u r e C - 5 s h o w s t h e p a t h o f a s in g le ca ll’ s d a t a a s it flo w s t h r o u g h t h e co mm u n ica t io n lin k
fr o m t h e s w it ch in t o t h e d a t a b a s e s a n d fin a ll y in t o r e a l- t im e a n d h is t o r ica l r e po r t s .

N O T E M e s s a g e s a ls o flo w fr o m C M S t o t h e s w it ch , p r o v id in g s o m e co n t r o l o v e r A C D
co n fig u r a t io n .
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TH E C A LL I S R EC O R D ED I N TH E R EA L- TI M E D A TA B A S E.

. . . . . . . . . . . . . . . . . .

7 TH A T N I G H T, A F TER TH E D A Y ’ S
D A TA H A V E B EEN TO TA LLED A N D
A R C H I V ED , P R I N TED R EP O R TS A R E
R U N . TH E C A LL I S I N C LU D ED
I N TH E TO TA L F O R TH E A G EN T
A N D S P LI T F O R TH E D A Y .

.

.

.

.

.

.

.

..

.

I F A C M S U S ER , LO G G ED I N TO
C M S , I S V I EW I N G TH E P R O P ER
R EA L- TI M E R EP O R T, H E O R S H E
W I LL S EE TH E A G EN T G O I N TO
TH E " A C D " S TA TE, LEA V I N G
TH E " A V A I LA B LE" S TA TE.

4

TH E S W I TC H
I N TER F A C E
P R O C ES S , R EC EI V ES
TH E M ES S A G E A N D
I N TER P R ETS I T.

B X . 2 5

LI N K I N TER F A C E ( D C I U )

D I S K

S I P

A G EN T
A N S W ER S

C A LL

2 TH E I N F O R M A TI O N I S P A S S ED I N M ES S A G E F O R M
F R O M TH E S W I TC H TO TH E 3 B .

5 EA C H H A LF H O U R , TH E C U R R EN T H A LF - H O U R D A TA I S
C O P I ED TO A " P R EV I O U S H A LF - H O U R " S EC TI O N O F

TO H A LF - H O U R D I S K F I LES . D A I LY , TH E H A LF - H O U R
D I S K F I LES A R E TO TA LLED A N D A R C H I V ED I N D A I LY
F I LES O N D I S K .

3 B

1

3

S I P ,

TH E R EA L- TI M E D A TA B A S E A N D A T TH E S A M E TI M E

6

S W I TC HA C D
S O F TW A R E

F i g u r e C-5 Ca l l D at a M o v i n g T h r o u g h C M S
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N O T E S
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G e n e r a l O C M I n f o r m a t i o n W i t h G e n e r i c 1
Th e A T&T O u t b o u n d C a ll M a n a g e m e n t (O C M ) fe a t u r e (t h a t w o r k s w it h t h e A T&T D EF IN ITY
C o m m u n ica t io n s Sy s t e m s G e n e r ic 1 ) is a t e le m a r k e t in g t o o l u s e d fo r s a le o r co lle ct io n
a p p lica t io n s t h a t a u t o m a t ica ll y d ia ls s p e cific b u s in e s s o r h o m e t e le p h o n e n u m b er s . Th e a g e n t
s im u lt a n e o u s ly v ie w s a cco u n t , p r o d u ct , o r p r o m o t io n a l in fo r m a t io n w h ich h a s b e e n tr a n s fe r r e d
t o t h e a g e n t ’ s s cr e e n fr o m a h o s t d a t a b a s e . Th e s y s t e m a ll o w s a n a g e n t to u p d a t e t h e d a t a b a s e .

O C M u s e s a s e p a r a t e a d ju n ct p r o ce s s o r (3 B 2 co m p u t e r ). Th e a d ju n ct ca n u s e e it h er o f t h e
fo ll o w in g t w o d ia lin g m e t h o d s t o in it ia t e O C M ca ll s .

A u t o P a ce — C a lls a r e a u t o m a t ica ll y d ia le d fr o m a ca ll lis t . W h e n t h e ca ll e d p a r t y
a n s w e r s , t h e ca ll e d p a r t y a n d a n a g e n t a r e co n n e ct e d o r t h e ca ll e d p a r t y r e ce iv e s a
r e co r d e d m e s s a g e , m u s ic, e t c. u n t il a n a g e n t is a v a ila b le t o a n s w e r t h e ca ll. If t he
ca ll is b u s y o r n o t a n s w e r e d , t h e s w it ch n o t ifie s t h e a d ju n ct . Th e a d ju n ct w ill tr y
t h e ca ll la t e r .

V i ew F irst — C a lls a r e p la ce d a ft e r a r e q u e s t fr o m a n a g e n t ’ s d a t a t e r m in a l.
Vie w F ir s t a llo w s a n a g e n t t o p r e v ie w cu s t o m e r d a t a b e fo r e t h e ca ll is co n n e ct e d .
A ls o , t h e a g e n t ca n d r o p t h e ca ll if t h e ca lle d p a r t y d o e s n o t a n s w e r o r a b u sy
s ig n a l is d e t e ct e d . Th e a d ju n ct w ill n o t a u t o m a t ica ll y p la ce t h is ca ll a g a in .

Th e g o a ls o f O C M a r e t o in cr e a s e a g e n t e fficie n cy a n d im p r o v e a g e n t s a t is fa ct io n . O C M
in cr e a s e s cu s t o m e r a g e n t p r o d u ct iv it y b y e lim in a t in g t h e m a n u a l d ia lin g fu n ct io n a n d t im e
w a s t e d o n u n s u cce s s fu l ca ll s (e . g . , b u s y , n o a n s w e r , a n s w e r in g m a ch in e s ).

F o r m o r e in fo r m a t io n o n O C M , s e 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 s Gen eric 1
A p p l i ca t i o n s N o t es, O u t bo u n d C a ll M a n ag em en t (5-5 5 - 2 0 9 - 0 1 4 ) a n d t h e d o cu m e n t a t io n s h ip p e d
w it h y o u r O C M s o ft w a r e p a ck a g e .

O C M a n d t h e C M S

Re le a s e 2 , Is s u e 1 . 2 , 1 . 3 , a n d 1 . 4 o f t h e C M S s o ft w a r e s u p p o r t s t h e O C M fe a t u r e . O C M a ls o
r e q u ir e s a 3 B O C M p r o ce s s o r w h ich a ls o co n t a in s M IS r e p o r t s .

To t h e 3 B C M S , a n O C M ca ll lo o k s lik e a n o u t b o u n d A C D ca ll . A fe w n e w s t a t e s h av e b e e n
a d d e d t o d is t in g u is h a n o u t b o u n d ca ll fr o m a n in b o u n d ca ll . Th e 3 B C M S ca n p r o v id e O C M
r e p o r t s e q u iv a le n t t o in co m in g A C D r e p o r t s .

A s p lit ca n b e u s e d fo r e it h e r O C M ca ll s o r in b o u n d A C D ca lls — b u t n o t b o t h . A g en t s lo g g e d
in fr o m t h e O C M a d ju n ct ca n n o t b e lo g g e d in t o m u lt ip le s p lit s . In t h e m u lt ip le s p lit s fe a t u r e ,
t h e a dj u n ct co n t ro ll ed a g en t s fu n ct io n r e s t r ict s t h e a g e n t . H o w e v e r , a n a g e n t m a y w o r k o n a n
in b o u n d s p lit fo r 2 h o u r s a n d t h e n s w it ch t o a n o u t b o u n d s p lit fo r 2 h o u r s (b u t n ot a t t h e s a m e
t im e ).
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G e ne r a l O C M Infor ma ti on W it h G e n e r i c 1

O C M u s e s t h e A C D fe a t u r e t o d is t r ib u t e ca ll s t o a g e n t s . Th e s e ca ll s a r e a ls o co n s id e r e d t o b e
A C D ca ll s . Th e r e fo r e , a ll e xis t in g r e p o r t s t h a t lis t t h e n u m b e r o f A C D ca lls a nd t a lk t im e
in clu d e b o t h in b o u n d a n d o u t b o u n d ca lls . A ll o f t h e e xist in g C M S fu n ct io n a lit y is u s a ble w it h
O C M (e . g . , O C M a g e n t s a n d s p lit s w ill b e n a m e d in t h e d a t a d ict io n a r y in t h e s a m e m a n n e r a s
in co m in g A C D a g e n t s a n d s p lit s ).

O n e r e a l- t im e r e p o r t , T r u n k G r o u p S u m m ary, h a s b e e n m o d ifie d fo r O C M .

Th e fo llo w in g fiv e n e w h is t o r ica l t r u n k r e p o r t s h a v e b e e n a d d e d t o t h e g lo b a l cu st o m r e p o r t s :

Re p o r t N am e M e n u N am e
C u s t o m Tr u n k G r o u p S u m m a r y C TG SU M

C u s t o m D a ily Tr u n k Re p o r t C D TRU N K

C u s t o m D a ily Tr u n k G r o u p Re p o r t C D TG RO U P

C u s t o m W e e k ly Tr u n k G r o u p Re p o r t C W TG RO U P

C u s t o m M o n t h ly Tr u n k G r o u p Re p o r t C M TG RO U P

N o ch a n g e s h a v e b e e n m a d e t o t h e s t a n d a r d h is t o r ica l r e p o r t s o r t o fo r e ca s t in g .

D-2 O u t b o u n d C a l l M a n a g e m e n t ( O C M )



R e a l - T i m e R e p o r t s

T r u n k G r o u p S u m m a r y R e p o r t

Th e Tr u n k G r o u p S u m m a r y r e p o r t d is p la y s t h e cu r r e n t s t a t u s o f e a ch t r u n k in a s e le ct e d t r u n k
g r o u p a n d lis t s e a ch t r u n k ’ s p h y s ica l lo ca t io n w it h in t h e A C D a n d O C M . Th is in fo r m a t io n ca n
b e u s e d t o id e n t ify o v e r u s e d o r u n d e r u s e d t r u n k fa cilit ie s .

Th is r e a l- t im e r e p o r t h a s b e e n m o d ifie d fo r O C M , a n d ‘ ‘ O C M ’ ’ h a s b e e n a d d t o th e
D I R E C T I O N fie ld t o in d ica t e a n O C M ca ll .

N O T E ‘ ‘ O C M ’ ’ w ill o n ly a p p e a r w h e n t h e O C M fe a t u r e is a ct iv e (a n d o n ly fo r O C M ca ll s ).
N o n - O C M cu s t o m e r s w ill s e e ‘ ‘ IN ’ ’ o r ‘ ‘ O U T’ ’ o n ly . A ls o , w h e n t h e t r u n k is I DLE, t h e
d ir e ct io n is b la n k s in ce t h e r e is n o ca ll in p r o g r e s s .

I N TE R V A L: 2 5 P A G E 1 o f 1 Q U A D : 1
TR U N K G R O U P S U M M A R Y

TR U N K G R O U P : 1 8 ( ) N O . O F TR U N K S : 2 0

TR U N K TR U N K
N U M B ER LO C A TI O N S TA TE TI M E D I R EC TI O N EX T/ S P LI T

1-0 1 . 0 . B . 1 5 . 0 0 S EI ZE D 1 5 : 5 2 I N N O N E
2-0 0 . 0 . B . 1 7 . 0 0 I D LE 1 5 : 4 5 - - N O N E
3-0 0 . 0 . B . 1 7 . 0 1 C O N N 1 5 : 4 0 O C M 2 0 0 1
4-0 1 . 0 . B . 1 7 . 0 0 C O N N 1 5 : 5 4 O U T 2 0 1 0
5-0 1 . 0 . B . 1 6 . 0 0 Q U EU ED 1 5 . 5 1 I N 4
6 0 1 . 0 . B . 1 6 . 0 1 I D LE 1 5 : 2 0 - - N O N E
7 0 1 . 0 . B . 1 8 . 0 0 C O N N 1 5 : 0 1 O C M 2 0 2 2
8 0 1 . 0 . B . 1 8 . 0 1 C O N N 1 5 . 5 2 O C M 2 0 0 2

F i g u r e D-1 T r u n k G r o u p S u m m ary Re al - T i m e Re p o r t
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R e a l -T i me R e por t s

Th e t r u n k s t a t e s h a v e t h e fo ll o w in g m e a n in g s :

ID L E W a it in g fo r a ca ll .

S E IZ E D Th e t r u n k is s e iz e d (in co m in g o r o u t g o in g ). A C D ca lls g o t o Q U EU ED , t h e n
C O N N , A B AN D O N ED , o r FWRD . N o n - A C D ca lls r e m a in S EIZED .

Q U E U E D A n A C D ca ll e r h a s t h e t r u n k a n d is w a it in g fo r a n a g e n t t o a n s w e r .

CO N N A g e n t a n d ca lle r a r e co n n e ct e d in a n A C D ca ll .

A BA N D O N E D A q u e u e d ca lle r ju s t a b a n d o n e d t h e ca ll .

F WRD A q u e u e d ca ll h a s b e e n in t r a flo w e d o u t s id e t h e A C D o r in t e r flo w e d .

M BU S Y M a in t e n a n ce B u s y , o u t o f s e r v ice fo r m a in t e n a n ce p u r p o s e s .

IN IT Th e lin k is d o w n o r a n e r r o r h a s b e e n d e le t e d . IN IT r e m a in s u n t il t h e
co n d it io n is cle a r e d (lin k co m e s u p ), a n d t h e cu r r e n t A C D ca ll a n d a s s o cia t e d
A C W a r e co m p le t e .

D-4 O u t b o u n d C a l l M a n a g e m e n t ( O C M )



R e a l -T i me R e por t s

T a b l e D-1 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p S u m m ary Re p o r t

D A T A ITE M O R

CA L CU L A T IO N RE PO RT ITE M WH A T IT M E A S U RE S U N ITS

F O RM U L A

N u m b e r o r s y n o n y m o f t h e t r u n k g r o u p
s e le ct e d .

Tr u n k g r o u p n u m b e r
o r s y n o n y m .

TRU N K G RO U P SY N (TRK G RP )

N O . O F TRU N K S N u m b e r o f t r u n k s a s s ig n e d t o t h is g r o u p . Tr u n k s G RO U P SIZ E

In t e r n a l t r u n k n u m b e r fr o m t h e s w it ch . In t e r n a l t r u n k
n u m b e r

TRU N K N U M B ER TRK N D X

P h y s ica l lo ca t io n o f t r u n k in t h e s w it ch .
Th e d ig it s / le t t e r r e p r e s e n t m o d u le ,
ca b in e t , ca r r ie r (le t t e r d e s ig n a t io n ), s lo t ,
a n d cir cu it . Th is d ig it / le t t e r is u s e d in
s w it ch a d m in is t r a t io n .

Th e d ig it s / le t t e r
s e q u e n ce t h a t
id e n t ifie s t h e t r u n k ’ s
e q u ip m e n t lo ca t io n
in t h e s w it ch .

TRU N K LO C AT IO N EQ LO C AT IO N

O n e o f s e v e n co n d it io n s t h a t a r e
p o s s ib le fo r a t r u n k (ID LE , S EIZED ,
Q U EU ED , C O N N , A B A N D O N ED ,
FWRD , M B U S Y , a n d IN IT).

St a t e n a m eSTA TE TS TA TE

Tim e w h e n t h e t r u n k e n t e r e d t h e cu r r e n t
s t a t e .

M ilit a r y n o t a t io n
t im e

TIM E TIM EM ARK

Th e d ir e ct io n o f t h e cu r r e n t ca ll —
in co m in g o r o u t g o in g .

IN , O U T, O C M , o r
— if id le

D IRECT IO N D IREC TIO N

Ex t e n s io n n u m b e r if C O N N ; S p lit
n u m b e r if Q U EU ED ; ‘ ‘ N O N E’ ’ if
a n y t h in g e ls e . Se e s t a t e lis t .

Ex t e n s io n o r s p lit
n u m b e r

EX T/ SP LIT A SSO C IAT IO N

3 B C M S A d m i n i s t r a t i o n D-5



R e a l -T i me R e por t s

O r d e r i n g t h e T r u n k G r o u p S u m m a r y R e p o r t

1 In t h e Re p o r t s m e n u , s e le ct t h e S t a n d a r d [ ] R e a l - Ti m e o p t io n , a n d p r e s s
R E TUR N .

[ Th e R EA L - TI M E R EPO R TS m e n u a p p e a r s . ]

2 Se le ct t h e d e s ir e d r e p o r t a n d p r e s s R E TUR N .

[ Th e Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

3 In t h e TR U N K G R O U P fie ld , e n t e r t h e n u m b e r o r s y n o n y m fo r t h e s p e cific t r u n k
g r o u p y o u w a n t t h e r e p o r t t o co v e r .

4 In t h e U P D A TE I N TE R V A L ( 1 0 - 3 0 0 ) = 3 0 fie ld , e n t e r t h e n u m b e r o f s e co n d s
y o u w a n t b e t w e e n e a ch d a t a u p d a t e , o r le a v e t h e d e fa u lt v a lu e in t h e fie ld .

5 P r e s s R E TUR N .

[ Th e r e p o r t w ill b e d is p la y e d o n y o u r t e r m in a l. ]

D-6 O u t b o u n d C a l l M a n a g e m e n t ( O C M )



C u s t o m H i s t o r i c a l R e p o r t s
Th e O C M h is t o r ica l r e p o r t s a r e p r e s e n t e d a s g lo b a l cu s t o m r e p o r t s . Y o u ca n d is p la y a n d
co m p ile t h e s e r e p o r t s b u t y o u ca n n o t ch a n g e o r d e le t e t h e m .

Th e s e r e p o r t s ca n a ls o b e co p ie d a n d m o d ifie d u s in g t h e C u s t o m Re p o r t s C r e a tio n s u b s y s t e m .
To cr e a t e a cu s t o m r e p o r t , s e e t h e 3B CM S 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 .

C u s t o m D a i l y T r u n k R e p o r t

Th e D a ily Tr u n k Re p o r t d is p la y s , in h a lf- h o u r in t e r v a ls , a d a y ’ s ca ll t r a ffic d a t a fo r a s in g le
t r u n k . Y o u s p e cify t h e d a y , t r u n k n u m b e r , a n d h a lf- h o u r in t e r v a ls y o u w a n t th e r e p o r t t o co v e r
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 . W it h t h is r e p o r t , y o u ca n r e v ie w t r u n k s in a n y m e a s u r e d
t r u n k g r o u p .

Th is r e p o r t v e r ifie s t h a t ca ll t r a ffic le v e ls fo r a t r u n k a r e a p p r o p r ia t e t h r o u g h o u t t h e d a y a n d
m o n it o r s o u t g o in g ca ll s m a d e t h r o u g h o u t t h e d a y . If y o u r s p lit o r s y s t e m re p o r t s s h o w
q u e s t io n a b le r e s u lt s , t h is r e p o r t ca n b e e s p e cia ll y e ffe ct iv e in h e lp in g y o u t r a ck d o wn p o t e n t ia l
t r u n k p r o b le m s in y o u r s w it ch .

Th is r e p o r t h a s b e e n m o d ifie d fo r O C M fr o m t h e s t a n d a r d r e p o r t t o in clu d e t h e fo llo w in g t w o
n e w r e p o r t it e m s :

N U M B E R O F C A L L A T T E M P T S

N U M B E R O F C A L L S C O M P L E T E D .

(Th e N U M B E R O F O U T C A L L S r e p o r t it e m o n t h e s t a n d a r d r e p o r t h a s b e e n
r e n a m e d t o N U M B E R O F C A L L A T T E M P T S fo r O C M . )

C U S TO M D A I LY TR U N K R EPO R T ( M EN U : D TR U N K )

3 / 0 1 / 8 8 D A Y : 0 2 / 2 9 / 8 8

TR U N K N U M B E R : 1

TR U N K LO C A TI O N : 0 0 . 0 . B . 0 0 . 0 1

TR U N K G R O U P : 1 8 ( )

- - - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - - - -

N U M B E R N U M B ER N U M B ER A V G N U M B ER N U M B ER A V G TI M E

O F C A LL S O F C A LL S O F C A LL S H O LD TO TA L O F C A LL O F C A LL S H O LD TO TA L TI M E M A I N T

TI M E C A R R I ED A B A N D O N ED A N S W ER ED TI M E C S S A T TE M P TS C O M PLETE D TI M E C SS B U S Y B U S Y

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-4 : 3 0 - 0 5 : 0 0 P M 0 0 0 0 . 0 0 0 . 0 0 5 1 5 1 2 9 . 9 2 1 5 . 2 6 1 5 2 6 0

0-5 : 0 0 - 0 5 : 3 0 P M 0 0 0 0 . 0 0 0 . 0 0 2 9 2 9 3 0 . 9 7 8 . 9 8 8 9 8 0

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

S U M M A R Y 0 0 0 0 . 0 0 0 . 0 0 8 0 8 0 3 0 . 3 0 2 4 . 2 4 2 4 2 4 0

F i g u r e D-2 E x am p l e o f th e D ai l y T r u n k Re p o r t
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C u stom H i stor i c a l R e por t s

T a b l e D-2 Ite m Re f e r e n ce f o r t h e C u s t o m D ai l y T r u n k Re p o r t

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

3 / 0 1 / 8 8 D a t e t h e r e p o r t w a s g e n e r a t e d . M M / D D / Y Y D A TE(D )

fo r m a t
d a t e

D TRU N K U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

M M / D D / Y Y
fo r m a t d a t e

D A Y D AT E(J )

In t e r n a l t r u n k n u m b e r . Tr u n k n u m b e r in
Tr u n k G r o u p
Su m m a r y r e p o r t .

TRU N K G RO U P TRK N D X

TRU N K LO C AT IO N P h y s ica l lo ca t io n o f t h e t r u n k in
t h e s w it ch . Th e d ig it s / le t t e r
r e p r e s e n t m o d u le , ca b in e t ,
ca r r ie r (le t t e r d e s ig n a t io n ), s lo t ,
a n d cir cu it . Th is d ig it / le t t e r is
u s e d in s w it ch a d m in is t r a t io n .

Th e d ig it s / le t t e r
s e q u e n ce t h a t
id e n t ifie s t h e t r u n k ’ s
e q u ip m e n t lo ca t io n
in t h e s w it ch .

M O D U LE , C A B IN ET,
C A RRI ER , SLO T,
C IRC U IT

Th e s y n o n y m o r n u m b e r o f t h e
t r u n k g r o u p o f w h ich t h e t r u n k
is a m e m b e r .

Tr u n k g r o u p n u m b e r
o r s y n o n y m

TRU N K G RO U P SY N (TRK G RP )

Th e h a lf- h o u r in t e r v a ls s e le ct e d
in t h e Re p o r t P a r a m e t e r s s cr e e n
fo r t h e r e p o r t t o co v e r .

a .m ./ p .m . fo r m a tTIM E IN TERV AL

D-8 O u t b o u n d C a l l M a n a g e m e n t ( O C M )



C u stom H i stor i c a l R e por t s

T a b l e D-2 Ite m Re f e r e n ce f o r t h e C u s t o m D ai l y T r u n k Re p o r t ( Co n t d )

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

IN C O M IN G

N U M B ER O F C A LL S
C A RRI ED

In co m in g ca ll s t h a t s e iz e d t h is t r u n k
d u r in g t h e p e r io d co v e r e d .

C a ll s IN C A L L S

N U M B ER O F C A LL S
AB AN D O N ED

N u m b e r o f a b a n d o n e d ca ll s in w h ich
t h e ca lle r h a n g s u p b e fo r e co n n e ct in g
t o a n a g e n t . Th is s t a t is t ic im p lie s t h a t
t h e ca ll, a n d t h e t r u n k , a r e a s s o cia t e d
w it h a n A C D s p lit . N o n - A C D ca ll s
w ill n e v e r b e co u n t e d in t h is ca t e g o r y .

C a ll s AB AN D O N S

N U M B ER O F C A LL S
AN SW ER ED

C a ll s co n n e ct e d t o a n a g e n t in t h is
p e r io d . Th is n u m b e r im p lie s a n A C D
ca ll . N o n - A C D ca ll s m a y g e t a n
a n s w e r fr o m w h o m e v e r g e t s t h e ca ll
b u t a r e n o t p e g g e d a s a n s w e r e d in t h is
s t a t is t ica l ca t e g o r y . C a ll s t h a t g o t o
C o v e r a g e M fo r n ig h t s e r v ice , fo r
e xa m p le — a r e p e g g e d in t h e N u m b e r
o f C a ll s A n s w e r e d .

Se co n d s AN SW ER ED

Th e a v e r a g e le n g t h o f t im e t h e t r u n k is
h e ld fo r in co m in g ca lls .

AVG H O LD TIM E IN
< I N T I M E / I N C A L L S >

AVG H O LD TIM E Se co n d s

To t a l t r u n k o ccu p a n cy b y in co m in g
ca ll s d u r in g t h e cu r r e n t h a lf h o u r .

H u n d r e d ca ll
s e co n d s

N C O M IN G C C S
< I N T I M E / 1 0 0 >

TO TA L C C S

3 B C M S A d m i n i s t r a t i o n D-9



C u stom H i stor i c a l R e por t s

T a b l e D-2 Ite m Re f e r e n ce f o r t h e C u s t o m D ai l y T r u n k Re p o r t ( Co n t d )

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

O U T GO IN G

N U M B ER O F C A LL
AT TEM P TS *

Ex t e n s io n - o u t ca ll s t h a t s e iz e d t h is
t r u n k d u r in g t h e p e r io d co v e r e d .

C a ll O U TC ALL S

N U M B ER O F C A LL S
C O M P L ETED*

N u m b e r o f ca lls t h a t a n a n s w e r w a s
d e t e ct e d o n d u r in g t h is p e r io d . Th is
in clu d e s ca ll s t h a t a n s w e r s u p e r v is io n
w a s r e ce iv e d fr o m t h e n e t w o r k o r t h a t
t h e s w it ch d e t e r m in e s h a s b e e n
a n s w e r e d .

C a ll s C O M P L ETED*

A v e r a g e h o ld in g t im e o f a ll o u t g o in g
ca ll s o n t h is t r u n k d u r in g t h is h a lf-
h o u r .

AVG H O LD TIM E O U T
< O U T T I M E / O U T C A L L S >

AVG H O LD TIM E* Se co n d s

To t a l t r u n k o ccu p a n cy b y o u t g o in g
ca ll s d u r in g t h e cu r r e n t h a lf h o u r .

H u n d r e d ca ll
s e co n d s

O U T G O I N G _ C C S
< O U T T I M E / 1 0 0 >

TO TA L C C S

Th e t o t a l h o ld in g t im e o f a ll in co m in g
a n d o u t g o in g ca ll s .

TRK B U SY
< I N T I M E + O U T T I M E >

TIM E B U SY Se co n d s

Th e t im e t h e t r u n k h a s b e e n b u s ie d
o u t fo r m a in t e n a n ce .

TIM E M A IN T B U SY Se co n d s M B U SY TIM E

* In d ica t e s a ch a n g e fr o m t h e s t a n d a r d r e p o r t .

D-1 0 O u t b o u n d C a l l M a n a g e m e n t ( O C M )



C u stom H i stor i c a l R e por t s

C u s t o m T r u n k G r o u p S u m m a r y

Th e Tr u n k G r o u p S u m m a r y r e p o r t s u m m a r iz e s t h e d a ily in co m in g a n d o u t g o in g tr a ffic o f e v e r y
t r u n k in a t r u n k g r o u p . Th is r e p o r t v e r ifie s t h a t t h e n u m b e r o f t r u n k s a v a ila b le t o y o u r s p lit s is
a p p r o p r ia t e a n d m o n it o r s t h e n u m b e r o f o u t g o in g ca lls . In a d d it io n , y o u ca n ge t a r e p o r t o n
a n y o t h e r m e a s u r e d t r u n k g r o u p n o t a s s ig n e d t o a s p lit .

A ls o , b e ca u s e t h is r e p o r t lis t s t r u n k s b y p h y s ica l lo ca t io n o n t h e s w it ch a n d t o ta ls t r u n k fa ilu r e s ,
t h e Tr u n k G r o u p S u m m a r y r e p o r t ca n b e v e r y u s e fu l fo r t r o u b le s h o o t in g p r o ble m s w it h t r u n k s .

Th is r e p o r t h a s b e e n m o d ifie d fo r O C M fr o m t h e s t a n d a r d r e p o r t t o in clu d e t h e fo llo w in g r e p o r t
it e m s :

N U M B E R O F C A L L A T T E M P T S

N U M B E R O F C A L L S C O M P L E T E D

D I R E C T O U T C A L L S .

(Th e N U M B E R O F O U T C A L L S r e p o r t it e m o n t h e s t a n d a r d r e p o r t h a s b e e n
r e n a m e d t o N U M B E R O F C A L L A T T E M P T S fo r O C M . )

C U STO M TR U N K G R O U P S U M M A R Y ( M EN U : C TG SU M )
3 / 0 1 / 8 8 D A Y : 0 2 / 2 9 / 8 8

TR U N K G R O U P: 1 8 ( )

- - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - - - - - - - - - -
N U M B ER N U M B ER A V G D I R EC T N U M B ER N U M B ER A V G D I R EC T N U M B E R

PH Y SI C A L TR U N K TR U N K O F C A LL S O F C A LL S H O LD TO TA L I N O F C A LL O F C A LL S H O LD TO TA L O U T O F
EQ U I P M E N T LO C A TI O N N U M B ER C A R R I ED A B A N D O N ED TI M E C SS C A L LS A TT EM PTS C O M PLETE D TI M E C SS C A LL S FA I LU R ES
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

0-0 . 0 . B . 0 0 . 0 1 1 0 0 0 . 0 0 0 . 0 0 0 8 0 8 0 3 0 . 3 0 2 4 . 2 4 0 0
0-0 . 0 . B . 0 0 . 0 2 2 0 0 0 . 0 0 0 . 0 0 0 7 6 7 6 3 0 . 3 8 2 3 . 0 9 0 0
0-0 . 0 . B . 0 0 . 0 3 3 0 0 0 . 0 0 0 . 0 0 0 7 4 7 4 3 0 . 4 2 2 2 . 5 1 0 0
0-0 . 0 . B . 0 0 . 0 4 4 0 0 0 . 0 0 0 . 0 0 0 7 4 7 4 3 0 . 3 1 2 2 . 4 3 0 0
0-0 . 0 . B . 0 0 . 0 5 5 0 0 0 . 0 0 0 . 0 0 0 7 4 7 4 3 0 . 2 7 2 2 . 4 0 0 0
0-0 . 0 . B . 0 0 . 0 6 6 0 0 0 . 0 0 0 . 0 0 0 7 4 7 4 3 0 . 4 1 2 2 . 5 0 0 0
0-0 . 0 . B . 0 0 . 0 7 7 0 0 0 . 0 0 0 . 0 0 0 7 2 7 2 3 0 . 3 8 2 1 . 8 7 0 0
0-0 . 0 . B . 0 1 . 0 0 8 0 0 0 . 0 0 0 . 0 0 0 7 2 7 2 3 0 . 2 4 2 1 . 7 7 0 0
0-0 . 0 . B . 0 1 . 0 1 9 0 0 0 . 0 0 0 . 0 0 0 7 0 7 0 3 0 . 4 1 2 1 . 2 9 0 0
0-0 . 0 . B . 0 1 . 0 2 1 0 0 0 0 . 0 0 0 . 0 0 0 6 9 6 9 3 0 . 2 6 2 0 . 8 8 0 0
0-0 . 0 . B . 0 1 . 0 3 1 1 0 0 0 . 0 0 0 . 0 0 0 6 7 6 7 3 0 . 2 4 2 0 . 2 6 0 0
0-0 . 0 . B . 0 1 . 0 4 1 2 0 0 0 . 0 0 0 . 0 0 0 6 4 6 4 3 0 . 3 9 1 9 . 4 5 0 0
0-0 . 0 . B . 0 1 . 0 5 1 3 0 0 0 . 0 0 0 . 0 0 0 6 2 6 2 3 0 . 3 5 1 8 . 8 2 0 0
0-0 . 0 . B . 0 1 . 0 6 1 4 0 0 0 . 0 0 0 . 0 0 0 5 7 5 7 3 0 . 3 2 1 7 . 2 8 0 0
0-0 . 0 . B . 0 1 . 0 7 1 5 0 0 0 . 0 0 0 . 0 0 0 4 7 4 7 3 0 . 2 1 1 4 . 2 0 0 0
0-0 . 0 . B . 0 2 . 0 0 1 6 0 0 0 . 0 0 0 . 0 0 0 2 9 2 9 3 0 . 0 7 8 . 7 2 0 0
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T a b l e D-3 Ite m Re f e r e n ce f o r t h e C u s t o m T r u n k G r o u p S u m m ary Re p o r t

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

3 / 0 1 / 8 8 D a t e t h e r e p o r t w a s g e n e r a t e d . M M / D D / Y Y D A TE(D )

fo r m a t
d a t e

C TG SU M U N IX s y s t e m file n a m e o f r e p o r t . L a b e l

D a y s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

M M / D D / Y Y
fo r m a t d a t e

D A Y D AT E(J )

Th e n u m b e r o r s y n o n y m o f t h e
t r u n k g r o u p co v e r e d in t h e
r e p o r t .

Tr u n k g r o u p n u m b e r
o r s y n o n y m

TRU N K G RO U P SY N (TRK G RP )

P H Y SIC A L TRU N K
EQ U IP M EN T
L O C A TIO N

Th e ca b in e t , m o d u le , ca r r ie r ,
s lo t , a n d cir cu it lo ca t io n o f t h e
t r u n k e q u ip m e n t . Th e d ig it s
r e p r e s e n t m o d u le , ca b in e t ,
ca r r ie r (le t t e r d e s ig n a t io n ), s lo t ,
a n d cir cu it . Th is d ig it / le t t e r is
u s e d in s w it ch a d m in is t r a t io n .

Th e d ig it s / le t t e r
s e q u e n ce t h a t
id e n t ifie s t h e t r u n k ’ s
e q u ip m e n t lo ca t io n
in t h e s w it ch .

M O D U LE , C A B IN ET,
C A RRI ER , SLO T,
C IRC U IT

TRU N K N U M B ER In t e r n a l t r u n k n u m b e r . Tr u n k n u m b e r TRK N D X

IN C O M IN G
N U M B ER O F C A LL S
C A RRI ED

In co m in g ca ll s t h a t s e iz e d t h is
t r u n k d u r in g t h e p e r io d co v e r e d .

C a ll s IN C A L L S

N U M B ER O F C A LL S
AB AN D O N ED

N u m b e r o f a b a n d o n e d ca ll s in
w h ich t h e ca ll e r h a n g s u p b e fo r e
co n n e ct in g t o a n a g e n t .

C a ll s AB AN D O N S

Th e a v e r a g e le n g t h o f t im e t h e
t r u n k is h e ld fo r in co m in g ca lls

AVG H O LD TIM E IN
< I N T I M E / I N C A L L S >

AVG H O LD TIM E Se co n d s

To t a l t r u n k o ccu p a n cy b y
in co m in g ca ll s d u r in g t h e cu r r e n t
h a lf h o u r .

H u n d r e d ca ll
s e co n d s

IN C O M IN G C C S
IN TIM E/ 1 0 0

TO TA L C C S

D IRECT IN C ALL S Th e n u m b e r o f n o n - A C D ca lls
o n t h is t r u n k d u r in g t h e p e r io d
co v e r e d .

C a ll s N O N A C D

D-1 2 O u t b o u n d C a l l M a n a g e m e n t ( O C M )
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T a b l e D-3 Ite m Re f e r e n ce f o r t h e C u s t o m T r u n k G r o u p S u m m ary Re p o r t ( Co n t d )

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

O U T GO IN G

N U M B ER O F C A LL
AT TEM P TS *

Ex t e n s io n - o u t ca ll s t h a t s e iz e d t h is
t r u n k d u r in g t h e p e r io d co v e r e d . Th is
in clu d e s a ll o u t g o in g t r u n k s e iz u r e s ,
in d e p e n d e n t o f ca ll t y p e .

C a ll s O U TC ALL S

N U M B ER O F C A LL S
C O M P L ETED*

N u m b e r o f ca lls t h a t a n a n s w e r w a s
d e t e ct e d o n d u r in g t h is p e r io d . Th is
in clu d e s ca ll s t h a t a n s w e r s u p e r v is io n
w a s r e ce iv e d fr o m t h e n e t w o r k o r t h a t
t h e s w it ch d e t e r m in e s h a s b e e n
a n s w e r e d .

C a ll s C O M P L ETED*

A v e r a g e h o ld in g t im e o f a ll o u t g o in g
ca ll s o n t h is t r u n k d u r in g t h is h a lf-
h o u r .

AVG H O LD TIM E O U T
< O U T T I M E / O U T C A L L S >

AVG H O LD TIM E Se co n d s

To t a l t r u n k o ccu p a n cy b y o u t g o in g
ca ll s d u r in g t h e cu r r e n t h a lf h o u r .

H u n d r e d ca ll
s e co n d s

O U TG O IN G C C S
< O U T T I M E / 1 0 0 >

TO TA L C C S

C a ll s p la ce d d ir e ct ly fr o m a n e xt e n s io n
(n o t d is t r ib u t e d fr o m a n O C M ) d u r in g
t h is p e r io d . Th is is e q u iv a le n t t o
N U M B ER O F C A LL A TT EM P TS -
O C M SEIZ ED .

D IRECT O U T*
< O U T C A L L S -
O C M C A L L S >*

D IRECT O U T C A LL S* C a ll s

N u m b e r o f t r u n k h a r d w a r e fa ilu r e s .N U M B ER O F F AILU RE S Fa ilu r e s F AILU RE S

* In d ica t e s a ch a n g e fr o m t h e s t a n d a r d r e p o r t .
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C u s t o m T r u n k G r o u p R e p o r t

Th e Tr u n k G r o u p (D a ily , W e e k ly , a n d M o n t h ly ) r e p o r t s h o w s t h e le v e l o f in co m in g a nd
o u t g o in g ca ll t r a ffic fo r a n in d iv id u a l t r u n k g r o u p . Th is r e p o r t v e r ifie s t h a t t h e n u m b er o f
t r u n k s a v a ila b le t o y o u r s p lit s is a p p r o p r ia t e a n d m o n it o r s t h e n u m b e r o f o ut g o in g ca ll s .
H o w e v e r , y o u ca n g e t a r e p o r t o n a n y m e a s u r e d t r u n k g r o u p , r e g a r d le s s o f w h e t h e r o r n o t it is
u s e d fo r A C D ca ll s . (O C M ca ll s w ill lo o k lik e A C D ca ll s . )

Th e r e p o r t it e m C e n t u m C a ll S e co n d s (C C S ) m e a s u r e s , in h u n d r e d ca ll s e co n d s, t h e t im e a
t r u n k is s e iz e d b y a ca ll e r . A t r u n k is ‘ ‘ s e iz e d ’ ’ w h ile a ca ll is b o t h in q u e u e a n d co nn e ct e d t o
a n a g e n t . Th e r e fo r e , w a it t im e fo r a b a n d o n e d ca ll s is in clu d e d w it h t h e C C S fig u r e s .

B e ca u s e a h a lf- h o u r in t e r v a l h a s 1 8 0 0 s e co n d s , t h e m a xim u m C C S fo r e a ch t r u n k in a t r u n k
g r o u p is 1 8 0 0 s e co n d s . M u lt ip ly in g 1 8 0 0 b y t h e n u m b e r o f t r u n k s in a t r u n k g r o u p will g iv e
y o u t h e m a xim u m o ccu p a n cy fo r t h e t r u n k g r o u p , w h ich y o u ca n t h e n co m p a r e w it h y o u r
a ct u a l C C S .

Th e r e p o r t it e m % A l l Tr u n k s B u s y in d ica t e s o f h o w m a n y ca lls a r e b e in g b lo ck e d (b u s y
s ig n a l, n o a n s w e r , e t c. ).

N O T E Th e W e e k ly a n d M o n t h ly Tr u n k G r o u p Re p o r t s b a s e t h e % A L L T R U N K S B U S Y
a n d t h e % T I M E M A I N T B U S Y o n a 2 4 - h o u r d a y w it h 4 8 in t e r v a ls ; a s a r e s u lt , t h e
s u m m a r y v a lu e s fo r t h e s e it e m s s h o w n in y o u r D a ily r e p o r t s m a y n o t m a t ch th e
v a lu e s s h o w n in y o u r W e e k ly / M o n t h ly r e p o r t s . D e p e n d in g o n y o u r n e e d s , y o u ma y
w a n t t o cr e a t e a cu s t o m r e p o r t a n d ch a n g e t h e d e n o m in a t o r fo r t h e s e fie ld s t o r e fle ct
y o u r a ct u a l h o u r s o f a ct iv it y in a d a y . Fo r e xa m p le , fo r 8 h o u r s o f a ct iv it y , u s e 1-6
in t e r v a ls ; fo r 1 2 h o u r s o f a ct iv it y , u s e 2 4 in t e r v a ls , e t c.

Th e Tr u n k G r o u p r e p o r t s h a v e b e e n m o d ifie d fo r O C M t o in clu d in g t h e fo ll o w in g t w o n e w
r e p o r t it e m s :

N U M B E R O F C A L L A T T E M P T S

N U M B E R O F C A L L S C O M P L E T E D .

(Th e N U M B E R O F O U T C A L L S r e p o r t it e m o n t h e s t a n d a r d r e p o r t h a s b e e n
r e n a m e d t o N U M B E R O F C A L L A T T E M P T S fo r O C M . )

D-1 4 O u t b o u n d C a l l M a n a g e m e n t ( O C M )
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C U S TO M D A I LY TR U N K G R O U P R EPO R T ( M EN U : C D TG R O U P )
3 / 0 1 / 8 8 D A Y : 0 2 / 2 9 / 8 8

TR U N K G R O U P : 1 8 ( )
N U M B E R O F TR U N K S : 2 0

- - - - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - - -
N U M B E R N U M B ER N U M B ER A V G N U M B ER N U M B ER A V G % A L L % TI M E

O F C A LL S O F C A LL S O F C A LL S H O LD TO TA L O F C A LL O F C A LL S H O LD TO TA L TR U N K S M A I N T
TI M E C A R R I ED A B A N D O N ED A N S W ER ED TI M E C S S A T TE M P TS C O M PLETE D TI M E C SS B U S Y B U S Y
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0-4 : 3 0 - 0 5 : 0 0 P M 0 0 0 0 . 0 0 0 . 0 0 7 4 7 7 4 7 2 9 . 9 0 2 2 3 . 3 3 0 . 0 0 0 . 0 0
0-5 : 0 0 - 0 5 : 3 0 P M 0 0 0 0 . 0 0 0 . 0 0 3 1 4 3 1 4 3 1 . 3 3 9 8 . 3 8 0 . 0 0 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 0 0 0 0 . 0 0 0 . 0 0 1 0 6 1 1 0 6 1 3 0 . 3 2 3 2 1 . 7 1 0 . 0 0 0 . 0 0

C U S TO M W EE K LY TR U N K G R O U P R EPO R T ( M E N U : C W TG R O U P )
3 / 0 1 / 8 8

TR U N K G R O U P : 1 8 ( )
N U M B E R O F TR U N K S : 2 0

- - - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U TG O I N G - - - - - - - - - - - - -
N U M B E R N U M B ER N U M B ER A V G N U M B ER N U M B ER A V G % A L L % TI M E

O F C A LL S O F C A LL S O F C A LL S H O LD TO TA L O F C A LL O F C A LL S H O LD TO TA L TR U N K S M A I N T
C A R R I ED A B A N D O N ED A N S W E R ED TI M E C S S A TT EM PTS C O M P LET E D TI M E C S S B U SY B U S Y

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0-2 / 2 3 / 8 8 0 0 0 0 . 0 0 0 . 0 0 3 1 0 4 6 3 1 0 4 6 3 0 . 0 2 9 3 1 8 . 4 6 0 . 0 0 0 . 0 0
0-2 / 2 6 / 8 8 0 0 0 0 . 0 0 0 . 0 0 1 0 3 3 1 0 3 3 3 0 . 2 1 3 1 2 . 0 2 0 . 0 0 0 . 0 0
0-2 / 2 9 / 8 8 0 0 0 0 . 0 0 0 . 0 0 1 0 6 1 1 0 6 1 3 0 . 3 2 3 2 1 . 7 1 0 . 0 0 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 0 0 0 0 . 0 0 0 . 0 0 3 3 1 4 0 3 3 1 4 0 3 0 . 0 3 9 9 5 2 . 1 9 0 . 0 0 0 . 0 0

C U S TO M M O N T H LY TR U N K G R O U P R E P O R T ( M EN U : C M TG R O U P )
3 / 0 1 / 8 8

TR U N K G R O U P : 1 8 ( )
N U M B E R O F TR U N K S : 2 0

- - - - - - - - - - - - - - - - - - - - - - I N C O M I N G - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - O U T G O I N G - - - - - - - - - - - - -
N U M B E R N U M B ER N U M B ER A V G N U M B ER N U M B ER A V G % A L L % TI M E

O F C A LL S O F C A LL S O F C A LL S H O LD TO TA L O F C A LL O F C A LL S H O LD TO TA L TR U N K S M A I N T
D A Y C A R R I ED A B A N D O N ED A N S W ER E D TI M E C S S A TT EM P TS C O M P LE TE D TI M E C S S B U S Y B U S Y
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
0-2 / 1 8 / 8 8 8 9 9 9 0 8 9 9 9 3 0 . 3 4 2 7 2 9 . 9 5 3 0 0 0 0 3 0 . 0 0 9 0 0 . 0 0 0 . 0 0 0 . 0 0
0-2 / 1 9 / 8 8 3 5 7 2 1 5 0 1 8 3 0 6 9 5 2 5 . 8 6 9 2 3 9 . 0 5 1 2 0 0 0 3 0 . 0 0 3 6 0 . 0 0 0 . 8 9 0 . 0 0
0-2 / 2 0 / 8 8 1 2 4 4 3 0 1 2 4 4 3 2 0 . 0 0 2 4 8 9 . 0 0 9 0 9 5 0 2 9 . 9 9 2 7 2 7 . 4 6 0 . 0 0 0 . 0 0
0-2 / 2 1 / 8 8 0 0 0 0 . 0 0 0 . 0 0 2 1 6 0 0 0 3 0 . 0 0 6 4 8 0 . 0 0 0 . 0 0 0 . 0 0
0-2 / 2 2 / 8 8 0 0 0 0 . 0 0 0 . 0 0 2 8 8 1 9 0 3 0 . 0 0 8 6 4 5 . 8 0 0 . 0 0 0 . 0 0
0-2 / 2 3 / 8 8 0 0 0 0 . 0 0 0 . 0 0 3 1 0 4 6 3 1 0 4 6 3 0 . 0 2 9 3 1 8 . 4 6 0 . 0 0 0 . 0 0
0-2 / 2 6 / 8 8 0 0 0 0 . 0 0 0 . 0 0 1 0 3 3 1 0 3 3 3 0 . 2 1 3 1 2 . 0 2 0 . 0 0 0 . 0 0
0-2 / 2 9 / 8 8 0 0 0 0 . 0 0 0 . 0 0 1 0 6 6 1 0 6 6 3 0 . 3 2 3 2 1 . 7 1 0 . 0 0 0 . 0 0
- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -
S U M M A R Y 5 7 1 6 3 5 0 1 8 5 2 1 3 7 2 5 . 2 9 1 4 4 5 8 . 0 0 9 6 8 5 4 3 3 1 4 0 3 0 . 0 1 2 9 0 6 5 . 4 5 0 . 1 1 0 . 0 0

F i g u r e D-3 E x am p l e s o f O C M D ai l y , We e k l y , an d M o n t h l y T r u n k Gro u p Re p o r ts
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T a b l e D-4 Ite m Re f e r e n ce f o r t h e T r u n k Gro u p Re p o r t

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

3 / 0 1 / 8 8 D a t e t h e r e p o r t w a s g e n e r a t e d . M M / D D / Y Y D A TE(D )
fo r m a t
d a t e

C D TG RO U P , U N IX s y s t e m file n a m e o f r e p o r t . La b e l
C W TG RO U P ,
o r C M TG RO U P

Th e n u m b e r o r s y n o n y m o f t h e
t r u n k g r o u p co v e r e d in t h e
r e p o r t .

Tr u n k g r o u p
n u m b e r

TRU N K G RO U P S Y N (TRK G RP )

N U M B ER O F TRU N K S N u m b e r o f t r u n k s in g r o u p . Tr u n k s G RO U P S IZE

Th e h a lf- h o u r in t e r v a ls o r d a y s
s e le ct e d in t h e Re p o r t
P a r a m e t e r s s cr e e n fo r t h e r e p o r t
t o co v e r .

a .m ./ p .m .
fo r m a t t im e

IN TERV A L (D a ily )
D A TE(D A Y )
(We e k ly , M o n t h ly )

TIM E/ D A Y

IN C O M IN G
N U M B ER O F C A LL S
C A RR IED

In co m in g ca ll s t h a t s e iz e d t h is
t r u n k d u r in g t h e p e r io d co v e r e d .

C a ll s IN C A LL S

N U M B ER O F C A LL S
A B A N D O N ED

C a ll s in w h ich t h e ca ll e r h a n g s
u p b e fo r e b e in g co n n e ct e d t o a n
a g e n t d u r in g t h e p e r io d co v e r e d .

C a ll s A B A N D O N S

N U M B ER O F C A LL S
A N S WERED

C a ll s t h a t co n n e ct e d t o a n a g e n t
in t h is p e r io d .

C a ll s A N S W ER ED

A VG H O LD TIM E A v e r a g e le n g t h o f t im e in co m in g
ca ll s la s t s .

A VG H O LD TIM E IN
IN TIM E/ IN C A LL S

Se co n d s

TO TA L C C S Th e t r u n k o ccu p a n cy b y
in co m in g ca ll s t h a t s e iz e t h e
t r u n k (in clu d e s a ll ‘ ‘ ca r r ie d ’ ’
ca ll s ) in h u n d r e d s o f ca ll
s e co n d s .

IN C O M IN G C C S
IN TIM E/ 1 0 0

C C S
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T a b l e D-4 Ite m Re f e r e n ce f o r t h e D ai l y T r u n k Gro u p Re p o r t ( Co n t d )

D A T A ITE M O R

RE PO RT ITE M WH A T IT M E A S U RE S U N ITS CA L CU L A T IO N

F O RM U L A

O U T GO IN G
N U M B ER O F C A LL
A TT EM P TS *

Ex t e n s io n - o u t ca ll s t h a t s e iz e d t h is
t r u n k d u r in g t h e p e r io d co v e r e d .

C a ll s O U TC A LL S

N U M B ER O F C A LL S
C O M P LE TED *

N u m b e r o f ca lls t h a t a n a n s w e r w a s
d e t e ct e d o n d u r in g t h is p e r io d . Th is
in clu d e s ca ll s t h a t r e ce iv e d a n s w e r
s u p e r v is io n fr o m t h e n e t w o r k o r t h a t
t h e s w it ch d e t e r m in e d h a d b e e n
a n s w e r e d .

C a ll s C O M P L ETED*

A v e r a g e h o ld in g t im e o f a ll o u t g o in g
ca ll s o n t h is t r u n k .

A VG H O LD TIM E O U T
O U TTIM E/ O U TC A LL S

A VG H O LD TIM E* Se co n d s

To t a l o u t g o in g - ca ll t r u n k o ccu p a n cy in
h u n d r e d s o f ca ll s e co n d s .

O U TG O IN G C C S
O U TTIM E/ 1 0 0

TO TA L C C S C C S

% A LL TRU N K S
B U S Y

Th e p e r ce n t a g e o f t im e a ll t r u n k s a r e
s im u lt a n e o u s ly b u s y .

P ERC EN T B U S Y A L L
A LL IN U S E/ 1 8

P e r ce n t

% TIM E M A IN T
B U S Y

Th e p e r ce n t a g e o f t im e t h e t r u n k
g r o u p h a s b e e n b u s ie d o u t fo r
m a in t e n a n ce

P ERC EN T M A IN T TIM
M B U SY TIM E/ (1 8 * G RP S IZE)

P e r ce n t

* In d ica t e s a ch a n g e fr o m t h e s t a n d a r d h is t o r ica l r e p o r t .
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O r d e r i n g a n O C M H i s t o r i c a l R e p o r t

1 Se le ct R EP O R TS fr o m t h e C M S m a in m e n u . [ Th e Re p o r t s m e n u a p p e a r s . ]

2 Se le ct C u s t o m H i s t o r i c a l . [ Th e C u s t o m H is t o r ica l Re p o r t s m e n u a p p e a r s . ]

3 Se le ct G l o b a l C u s t o m . [ Th e fo ll o w in g m e n u 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 U S T O M HI S T O R I C A L RE P O R T S

G L O B A L
[ ] C_ D T G R O U P [ ] C_ D T R U N K [ ] C_ M T G R O U P
[ ] C_ T G S U M [ ] C_ W T G R O U P

P R I V A T E

[ Pa g e 1 of 1 ]

K E Y S S C R E E N
H E L P P R I N T E X I T

F i g u r e D-4 Cu s t o m H i s to r i cal Re p o r ts M e n u

4 Se le ct t h e r e p o r t y o u w a n t .

5 P r e s s R E TUR N . [ Th e Re p o r t P a r a m e t e r s s cr e e n a p p e a r s . ]

6 En t e r y o u r ch o ice s in t h e a p p r o p r ia t e fie ld (s ). [ 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 . ]

7 En t e r y o u r r e p o r t d e s t in a t io n (a p r in t e r , t e r m in a l, o r file ).

N O T E If y o u a r e s ch e d u lin g a r e p o r t t o p r in t a t a la t e r t im e , t h e Re p o r t D e s t in a t io n scr e e n
w ill n o t g iv e y o u t h e o p t io n o f s e n d in g a r e p o r t t o a t e r m in a l.

F o r m o r e in fo r m a t io n o n t h e Re p o r t P a r a m e t e r s a n d Re p o r t D e s t in a t io n s cr e e n s , se e
C h a p t e r 4 in t h e 3B CM S 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 .
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D a t a b a s e I t e m s

Ta b le D - 5 lis t s t h e n e w d a t a b a s e it e m s fo r O C M , t h e d a t a b a s e s a n d file s e a ch it e m a pp e a r s in ,
w h e t h e r t h e it e m is cla s s ifie d a s ca ll - o r in t e r v a l- b a s e d , a n d a d e s cr ip t io n o f e a ch it e m . (S e e
C h a p t e r 5 in t h e 3B CM S 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 fo r a n e xp la n a t io n o f ca ll -
b a s e d a n d in t e r v a l- b a s e d it e m s . ) Th e r e a l- t im e d a t a b a s e id e n t ifica t io n in t h is ta b le in d ica t e s
t h a t t h e it e m a p p e a r s in b o t h t h e cu r r e n t a n d p r e v io u s r e a l- t im e d a t a b a s e s.

T a b l e D-5 N e w D at ab as e Ite m s f o r O C M

CA L L / IN T E RV A L
ITE M D A T A B A S E F I L E

B A S E D
D E S CRIPT IO N

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED D A ILY TRK G RP C A L L

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED REALTIME TRK G RP C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED D A ILY TRU N K C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED REALTIME TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S D A ILY TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S RE ALTIM E TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S D A ILY TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S RE ALTIM E TRU N K C ALL

N u m b e r o f t r u n k s cu r r e n t ly o n O C M ca ll sO C M C O U N T RE ALTIM E TRK G RP C A LL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E D AILY TRK G RP C A LL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E H ALF H O U R TRK G RP C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E RE ALTIM E TRK G RP C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E D AILY TRU N K C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E H ALF H O U R TRU N K C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E RE ALTIM E TRU N K C A L L
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N O T E S

D-2 0 O u t b o u n d C a l l M a n a g e m e n t ( O C M )



C M S D a t a b a s e I t e m s
Ta b le A - 1 p r e s e n t s t h e C M S d a t a b a s e it e m s , t h e d a t a b a s e s a n d file s e a ch it em a p p e a r s in , t h e
it e m s ’ cla s s ifica t io n a s ca ll- o r in t e r v a l- b a s e d it e m s , a n d t h e ir d e fin it io n s . (S e e C ha p t e r 5 in 3B
C M S C u st o m R ep o r t s (5-8 5 - 2 1 5 - 5 0 3 ) fo r a n e xp la n a t io n o f ca ll- b a s e d a n d in t e r v a l- b a s e d it e m s . )
Th e r e a l- t im e d a t a b a s e id e n t ifica t io n in t h e t a b le in d ica t e s t h a t t h e it e m a p p e ar s in b o t h C u r r e n t
a n d P r e v io u s r e a l- t im e d a t a b a s e s .

T a b l e E-1 3B C M S D at ab as e Ite m s

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 2 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 2 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 2 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 3 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 3 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 3 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 4 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 4 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 4 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 5 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 5 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 5 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 6 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 6 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 6 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 7 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 7 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 7 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 8 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 8 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 8 REALTIME S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 9 D A IL Y S P LI T C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 9 H A L F H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 9 REALTIME S P LIT C A LL
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T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 0 D A ILY S P L IT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 0 H A LF H O U R S P LIT C A LL

N u m b e r o f a b a n d o n e d ca lls (b y t im e in q u e u e ) AB A N D O N 1 0 RE A LTIME S P LIT C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * D A IL Y D N C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * H A LF H O U R D N C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * REALTIME D N C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S D A ILY S P LIT C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S H A LF H O U R S P LIT C A L L

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S REALTIME S P L IT C A L L

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S D A ILY TRK G RP C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S REALTIME TRK G RP C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S D A ILY TRU N K C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S REALTIME TRU N K C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * D A IL Y VEC TO R C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * H A LF H O U R VECTO R C A LL

To t a l n u m b e r o f a b a n d o n e d ca lls A B AN D O N S * REALTIME VECTO R C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* D A IL Y D N C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* H A LF H O U R D N C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* REALTIME D N C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E D A ILY S P LIT C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E H A LF H O U R S P LIT C A L L

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E REALTIME S P LIT C A L L

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* D A IL Y VEC TO R C A L L

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* H A LF H O U R VECTO R C A LL

To t a l t im e b e fo r e ca lls a b a n d o n e d A B A N TIM E* REALTIME VECTO R C A LL

To t a l n u m b e r o f ca lls a n s w e r e d b y a n a g e n t A C D C A LL S D A ILY A G EN T IN TERV A L

To t a l n u m b e r o f ca lls a n s w e r e d b y a n a g e n t A C D C A LL S H A LF H O U R A G EN T IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a n a g e n t A C D C A LL S REALTIME A G EN T IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a g e n t s A C D C A LL S D A ILY SP LIT IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a g e n t s A C D C A LL S H A LF H O U R S P L IT IN TER VA L

To t a l n u m b e r o f ca lls a n s w e r e d b y a g e n t s A C D C A LL S RE A LTI M E S P LI T IN TER VA L

N u m b e r o f a g e n t s cu r r e n t ly o n A C D ca lls A C D C O U N T REALTIME S P L IT IN TER VA L

To t a l t im e o n A C D ca lls A C D TIM E D A ILY A G EN T IN TERVAL

To t a l t im e o n A C D ca lls A C D TIM E H A LF H O U R A G EN T IN TER VA L

To t a l t im e o n A C D ca lls A C D TIM E RE A LTIME A G EN T IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

E-2 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
A C D TIM E D A IL Y S P LIT IN TERV A L To t a l t im e o n A C D ca lls
A C D TIM E H A LF H O U R SP LIT IN TER VA L To t a l t im e o n A C D ca lls
A C D TIM E REALTIME S P LIT IN TER VA L To t a l t im e o n A C D ca lls

A C W C O U N T RE A LTIME S P LIT IN TERV A L N u m b e r o f a g e n t s cu r r e n t ly in A C W m o d e

A C W IN C A LL S D A ILY A G EN T IN TERVAL To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S H A LF H O U R A G EN T IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S RE A LTIME A G EN T IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls

A C W IN C A LL S D A ILY S P LIT IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S H A LF H O U R S P LI T IN TER VA L To t a l n u m b e r o f A C W in co m in g ca lls
A C W IN C A LL S RE A LTIME S P LIT IN TER VA L To ta l n u m b e r o f A C W in co m in g ca lls

N u m b e r o f a g e n t s cu r r e n t ly o n A C W in co m in g
ca lls

A C W IN C O U N T RE A LTI M E S P LI T IN TER VA L

A C W IN TIM E D A ILY A G EN T IN TER VA L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E H A LF H O U R A G EN T IN TER VA L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E RE A LTIME A G EN T IN TER VA L To ta l t im e o n A C W in co m in g ca lls

A C W IN TIM E D A ILY S P L IT IN TER VA L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E H A LF H O U R S P LIT IN TERV A L To t a l t im e o n A C W in co m in g ca lls
A C W IN TIM E RE A LTIME S P LIT IN TERV A L To t a l t im e o n A C W in co m in g ca lls

A C W O U TC A LL S D A ILY A G EN T IN TERV A L To t a l n u m b e r o f A C W o u t g o in g ca lls
A C W O U TC A LL S H A LF H O U R A G EN T IN TERVAL To t a l n u m b e r o f A C W o u tg o in g ca lls
A C W O U TC A LL S REALTIME A G EN T IN TER VA L To t a l n u m b e r o f A C W o u t go in g ca lls

A C W O U TC A LL S D A ILY S P LIT IN TERVAL To t a l n u m b e r o f A C W o u t g o in g ca lls
A C W O U TC A LL S H A LF H O U R S P LIT IN TER VA L To t a l n u m b e r o f A C W o u t g o in g ca lls
A C W O U TC A LL S REALTIME S P LIT IN TER VA L To t a l n u m b e r o f A C W o u t g o in g ca lls

N u m b e r o f a g e n t s cu r r e n t ly o n A C W o u t g o in g
ca lls

A C W O U TC O U N T REALTIME S P LIT IN TER VA L

A C W O U TTIM E D A ILY A G EN T IN TERVAL To t a l tim e o n A C W o u t g o in g ca lls
A C W O U TTIM E H A LF H O U R A G EN T IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls
A C W O U TTIM E RE A LTI M E A G EN T IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls

A C W O U TTIM E D A ILY SP LIT IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls
A C W O U TTIM E H A LF H O U R S P L IT IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls
A C W O U TTIM E RE A LTI M E S P LI T IN TER VA L To t a l t im e o n A C W o u t g o in g ca lls

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E D A IL Y A G EN T IN TER VA L

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E H A LF H O U R A G EN T IN TERV A L

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E REALTIME A G EN T IN TERVAL

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E D A IL Y S P LIT IN TERV A L

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E H A LF H O U R SP LIT IN TERVAL

To t a l t im e in A C W (in clu d in g t im e o n in co m in g
a n d o u t g o in g ca lls)

A C W TIM E REALTIME SP LIT IN TER VA L

3 B C M S A d m i n i s t r a t i o n E-3



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
A G EN TS REALTIME S P L IT IN TER VA L N u m b e r o f a g e n t s a ss ig n e d t o a s p lit

Th e h o u r a n a g e n t la s t lo g g e d in o r o u t (m ilit a r y
tim e )

A G H O U R H A LF H O U R A G EN T IN TERVAL

Th e m in u t e a n a g e n t la s t lo g ge d in o r o u t A G M IN U TE H A LF H O U R A G EN T IN TER VA L

To t a l t im e VD N ca lls w e r e a t a g e n t p o s it io n A G TIM E* D A ILY D N IN TER VA L

To t a l t im e VD N ca lls w e r e a t a g e n t p o s it io n A G TIM E* H A LF H O U R D N IN TERV A L

To t a l t im e VD N ca lls w e r e a t a g e n t p o s it io n A G TIM E* RE A LTIME D N IN TERVAL

To t a l t im e a ll t r u n k s in t h e g r o u p w e r e o n ca lls ALL IN U SE D A ILY TRK G RP IN TER VA L

To t a l t im e a ll t r u n k s in t h e g r o u p w e r e o n ca lls ALL IN U SE H A LF H O U R TRK G RP IN TERV A L

To t a l t im e a ll t r u n k s in t h e g r o u p w e r e o n ca lls ALL IN U SE REALTIME TRK G RP IN TERVAL

Fla g in d ica t in g a ll tr u n k s a r e b u s y (* o r b la n k ) ALL TRK SB U S Y RE A LTIME TRK G RP IN TER VA L

To t a l ca lls a n s w e r e d in b a ck u p s p lit AN S B A C K * D A IL Y VEC TO R C A L L

To t a l ca lls a n s w e r e d in b a ck u p s p lit AN S B A C K * H A LF H O U R VECTO R C A LL

To t a l ca lls a n s w e r e d in b a ck u p s p lit AN S B A C K * REALTIME VECTO R C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * D A ILY D N C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * H A LF H O U R D N C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * RE A LTIME D N C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y D A ILY S P L IT C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y H A LF H O U R S P LIT C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y RE A LTIME S P LIT C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * D A ILY VECTO R C A LL

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * H A LF H O U R VEC TO R C A L L

To t a l t im e b e fo r e ca lls w e r e a n s w e r e d A N S D EL A Y * RE A LTIME VEC TO R C A L L

To t a l ca lls a n s w e r e d in m a in s p lit A N SM A IN * D A ILY VECTO R C A LL

To t a l ca lls a n s w e r e d in m a in s p lit A N SM A IN * H A LF H O U R VECTO R C A LL

To t a l ca lls a n s w e r e d in m a in s p lit A N SM A IN * REALTIME VECTO R C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED * D A ILY D N C A L L

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED * H A LF H O U R D N C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED * REALTIME D N C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED D A ILY SP LIT C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED H A LF H O U R S P L IT C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED RE A LTI M E S P LI T C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED D A ILY TRK G RP C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED H A LF H O U R TRK G RP C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED RE A LTI M E TRK G RP C A LL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

E-4 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED D A ILY TRU N K C A LL

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED H A LF H O U R TRU N K C A L L

To t a l A C D ca lls a n s w e r e d (b a s e d o n tr u n k s t a t u s ). A N S WERED RE A LTI M E TRU N K C A L L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS D A IL Y A G EN T IN TER VA L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS H A L F H O U R A G EN T IN TERV A L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS REALTIME A G EN T IN TERV A L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS D A IL Y S P LI T IN TER VA L

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f s u p e r v is o r a s s is t e d ca lls A S S ISTS REALTIME S P LIT IN TERVAL

A g e n t o r sp lit a s s o cia t io n w ith a t r u n k (a g e n t lo gin
id , s p lit n u m b e r , o r ‘ ‘ N O N E’ ’ )

A S S O C IA TIO N RE A LTIME TRU N K IN TER VA L

Th e cu r r e n t a g e n t st a t e (U N STA F, A VA IL, RIN G * ,
A C D , A C W , A U X , A C W O U T, A C WIN , A U X O U T,
A U X IN , IN IT). To e n t e r A STA TE v a lu e s a s cr ite r ia
fo r r e co r d s e le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d
in lie u o f n a m e s . S e e Ta b le A - 2 2 .

A S TA TE REALTIME A G EN T IN TER VA L

N u m b e r o f ca lls cu r r e n t ly a t a n a g e n t p o s it io n ATA G EN T* * REALTIME D N IN TER VA L

N u m b e r o f a g e n t s cu r r e n t ly in A U X w o r k m o d e A U X C O U N T RE A LTIME S P LIT IN TERV A L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S D A IL Y A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S H A L F H O U R A G EN T IN TERV A L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S REALTIME A G EN T IN TERV A L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S D A IL Y S P LIT IN TER VA L

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f A U X w o r k in co m in g ca lls A U X IN C A L L S REALTIME SP LIT IN TERVAL

N u m b e r o f a g e n t s cu r r e n t ly o n A U X w o r k in co m in g
ca lls

A U X IN C O U N T RE A LTIME S P LI T IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E D A ILY A G EN T IN TERVAL

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E H A LF H O U R A G EN T IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E RE A LTIME A G EN T IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E D A ILY SP LIT IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E H A LF H O U R S P L IT IN TER VA L

To t a l t im e o n A U X w o r k in co m in g ca lls A U X IN TIM E RE A LTIME S P LI T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S D A ILY A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S H A LF H O U R A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S RE A LTIME A G EN T IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S D A ILY S P L IT IN TER VA L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S H A LF H O U R S P LIT IN TERV A L

To t a l n u m b e r o f A U X w o r k o u t g o in g ca lls A U X O U TC A LL S RE A LTIME S P LIT IN TERV A L

* A p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h r in g - st a t e e n a b le d .
* * C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

3 B C M S A d m i n i s t r a t i o n E-5



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f a g e n t s cu r r e n t ly o n A U X w o r k
o u t g o in g ca lls

A U X O U TC O U N T REALTIME S P LIT IN TER VA L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E D A ILY A G EN T IN TERV A L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E H A LF H O U R A G EN T IN TERVAL

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E REALTIME A G EN T IN TER VA L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E D A ILY S P LIT IN TERVAL

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E H A LF H O U R S P LIT IN TER VA L

To t a l t im e o n A U X w o r k o u tg o in g ca lls A U X O U TTIM E REALTIME S P L IT IN TER VA L

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME D A IL Y A G EN T IN TER VA L

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME H A LF H O U R A G EN T IN TERVAL

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME REALTIME A G EN T IN TERVAL

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME D A IL Y S P LIT IN TERV A L

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME H A LF H O U R SP LIT IN TERVAL

To t a l t im e in A U X w o r k (in clu d in g t im e o n
in co m in g a n d o u t go in g ca lls)

A U X TIME REALTIME S P LIT IN TER VA L

N u m b e r o f a b a n d o n e d ca lls d u r in g b u s y h o u r B A B A N D O N S D A ILY TRK G RP IN TERVAL

Tim e a ll t r u n k s w e r e o n ca lls d u r in g b u s y h o u r B A LL IN U S E D A IL Y TRK G RP IN TER VA L

N u m b e r o f t r u n k h a r d w a r e fa ilu r e s d u r in g b u s y
h o u r

B FAILU RES D A ILY TRK G RP IN TER VA L

N u m b e r o f A C D ca lls h a n d le d d u r in g b u s y
h o u r

B H A N D LE D IN D A ILY TRK G RP IN TERV A L

N u m b e r o f in co m in g ca lls d u r in g b u sy h o u r B IN C A LL S D A ILY TRK G RP IN TER VA L

To t a l t im e o n in co m in g ca lls d u r in g b u s y h o u r B IN TIM E D A ILY TRK G RP IN TER VA L

Tim e t r u n k s w e r e m a in t e n a n ce b u s y d u r in g
b u s y h o u r

B M B U SY TIM E D A ILY TRK G RP IN TERV A L

N u m b e r o f n o n - A C D ca lls d u r in g b u sy h o u r B N O N A C D D A ILY TRK G RP IN TER VA L

N u m b e r o f o u t g o in g ca lls d u r in g b u s y h o u r B O U TC A LL S D A IL Y TRK G RP IN TER VA L

To t a l t im e o n o u t g o in g ca lls d u r in g b u s y h o u r B O U TTIM E D A IL Y TRK G RP IN TER VA L

N u m b e r o f s o ft w a r e fa ilu r e s d u r in g b u s y h o u r
(in co r r e ct t r u n k s t a t e t r a n s itio n s o r lin k
in t e r r u p tio n s )

B SO FTF A ILS D A ILY TRK G RP IN TERVAL

E-6 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
B u s y h o u r in t e r v a l (e .g . " 0 9 :00 - 1 0 :0 0 A M " ) B U S Y H O U R D A IL Y TRK G RP IN TER VA L

Th e p h y sica l t r u n k ca b in e t lo ca t io n CA B IN ET D A ILY TRU N K IN TERV A L

Th e p h y sica l t r u n k ca b in e t lo ca t io n CA B IN ET H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k ca b in e t lo ca t io n CA B IN ET REALTIME TRU N K IN TER VA L

Fla g in d ica t in g ca ll is a t a n a ge n t (Y ES, N O ) C A LL A TA G EN T RE A LTIME TRU N K IN TER VA L

Fla g in d ica t in g a ca ll p r o file p a r a m e t e r ch a n g e d
(Y ES,N O )

C A LL P RO FC H G D A ILY S P LIT IN TERVAL

Fla g in d ica t in g a ca ll p r o file p a r a m e t e r ch a n g e d
(Y ES,N O )

C A LL P RO FC H G H A LF H O U R S P LIT IN TER VA L

Fla g in d ica t in g a ca ll p r o file p a r a m e t e r ch a n g e d
(Y ES,N O )

C A LL P RO FC H G REALTIME S P L IT IN TER VA L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 0 D A ILY S P LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 0 H A LF H O U R S P LIT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S1 0 REALTIME S P LIT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S2 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S2 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S2 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S3 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S3 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S3 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S4 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S4 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S4 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S5 D A ILY SP LIT C A LL

3 B C M S A d m i n i s t r a t i o n E-7



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S5 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S5 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S6 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S6 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S6 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S7 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S7 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S7 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S8 D A ILY SP LIT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S8 H A LF H O U R S P L IT C A L L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S8 REALTIME S P L IT C A LL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S9 D A ILY SP LIT IN TERVAL

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S9 H A LF H O U R S P L IT IN TER VA L

N u m b e r o f A C D ca lls a n s w e r e d (b y t im e in
q u e u e )

C A LL S9 REALTIME S P L IT IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * D A IL Y D N IN TERVAL

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * H A L F H O U R D N IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * REALTIME D N IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * D A IL Y VECTO R IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * H A L F H O U R VEC TO R IN TER VA L

To t a l n u m b e r o f ca lls ca r r ie d C A RRIE D * REALTIME VEC TO R IN TER VA L

Th e p h y sica l t r u n k ca r r ie r lo ca t io n C A RRIE R D A ILY TRU N K IN TERVAL

Th e p h y sica l t r u n k ca r r ie r lo ca t io n C A RRIE R H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k ca r r ie r lo ca t io n C A RRIE R REALTIME TRU N K IN TER VA L

Th e p h y sica l t r u n k cir cu it lo ca t io n C IRCU IT D A ILY TRU N K IN TERVAL

Th e p h y sica l t r u n k cir cu it lo ca t io n C IRCU IT H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k cir cu it lo ca t io n C IRCU IT RE A LTIME TRU N K IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

E-8 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Fla g in d ica t in g a g e n t lo g g e d in o r o u t (Y ES,
N O )

C M O D E H A LF H O U R A G EN T IN TER VA L

To t a l t im e in co m p le t e d A C W s e s s io n s C U M A C W H A L F H O U R S P LIT C A LL

To t a l t im e in co m p le t e d A C W s e s s io n s C U M A C W REALTIME S P LIT C A LL

C u m u la tiv e t im e t h e a g e n t sp e n t in t h e r in g -
st a t e .

C U M RIN G * * RE A LTIME A G EN T C A LL

C u m u la tiv e t im e t h e s p lit ’ s a g e n t s s p e n t in t h e
r in g - s t a t e .

C U M RIN G * * RE A LTIME S P LIT C A LL

To t a l t im e o n co m p le t e d A C D ca lls CU M TA L K H A LF H O U R S P LIT C A LL

To t a l t im e o n co m p le t e d A C D ca lls CU M TA L K REALTIME S P LIT C A L L

Th e d ir e ctio n o f t h e cu r r e n t ca ll (IN , O U T). To
e n t e r D IRE C TIO N v a lu e s a s cr it e r ia fo r r e co r d
se le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d in lie u
o f n a m e s . S e e Ta b le A - 2 2 .

D IRECTIO N REALTIME TRU N K IN TERV A L

Fla g in d ica t in g a ca ll is a VD N ca ll (Y E S, N O ) D N C A LL * REALTIME TRU N K IN TER VA L

VD N e xte n s io n n u m b e r D N EX T* D A ILY D N IN TERV A L

VD N e xte n s io n n u m b e r D N EX T* H A LF H O U R D N IN TERVAL

VD N e xte n s io n n u m b e r D N EX T* RE A LTIME D N IN TER VA L

VD N e xte n s io n n u m b e r D N EX T* RE A LTIME TRK G RP IN TER VA L

VD N e xte n s io n n u m b e r D N EX T* RE A LTIME TRU N K IN TER VA L

N u m b e r o f VD N s a s s ig n e d to v e ct o r D N S * REALTIME VEC TO R IN TER VA L

Th e d a t e th e VD N ca ll s t a r t e d (M M / D D / Y Y ) D N S TA RTD A TE* REALTIME TRU N K IN TER VA L

Tim e t h e VD N ca ll s t a r t e d in m ilit a r y tim e
fo r m a t (H R:MN )

D N S TA RTTIME* REALTIME TRU N K IN TER VA L

VD N ca ll t im e e xclu d in g t im e a t a g e n t p o s it io n D N W A ITTIM E* D A ILY D N IN TER VA L

VD N ca ll t im e e xclu d in g t im e a t a g e n t p o s it io n D N W A ITTIM E* H A LF H O U R D N IN TERV A L

VD N ca ll t im e e xclu d in g t im e a t a g e n t p o s it io n D N W A ITTIM E* REALTIME D N IN TERV A L

Th e p h y sica l t r u n k e q u ip m e n t lo ca t io n EQ LO C A TIO N REALTIME TRU N K IN TER VA L

Th e t y p e o f e v e n t fo r t h e ca ll (M C T, A SS IS T).
To e n t e r EVE N T v a lu e s a s cr it e r ia fo r r e co r d
se le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d in lie u
o f n a m e s . S e e Ta b le A - 2 2 .

EVE N T RE A LTIME A G EN T IN TER VA L

Th e t y p e o f e xte n s io n ca ll (A C W O U T, A C W IN ,
A U X O U T, A U X IN ). To e n te r EX TCA LL v a lu e s
a s cr it e r ia fo r r e co r d s e le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

EX TC A L L REALTIME A G EN T IN TERVAL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
* * D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h t h e r in g - st a t e e n a b le d .

3 B C M S A d m i n i s t r a t i o n E-9



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Th e d a t e th e e xte n sio n ca ll s ta r t e d
(M M / D D / Y Y )

EX TC A L L D A TE REALTIME A G EN T IN TER VA L

Tim e t h e e xte n s io n ca ll s t a r te d in m ilita r y t im e
fo r m a t (H R:MN )

EX TC A L L TIM E REALTIME A G EN T IN TER VA L

A g e n t p o s it io n e xte n s io n n u m b e r EX TEN S IO N D A ILY A G EN T IN TER VA L

A g e n t p o s it io n e xte n s io n n u m b e r EX TEN S IO N H A LF H O U R A G EN T IN TERVAL

A g e n t p o s it io n e xte n s io n n u m b e r EX TEN S IO N REALTIME A G EN T IN TERVAL

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES D A ILY TRK G RP IN TERVAL

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES RE A LTIME TRK G RP IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES D A ILY TRU N K IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f t r u n k h a r d w a r e fa ilu r e s FAILU RES RE A LTIME TRU N K IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* D A ILY D N IN TERVAL

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* H A LF H O U R D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* REALTIME D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* D A ILY VECTO R IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* H A LF H O U R VEC TO R IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d b u s y FB U S Y C A L L S* REALTIME VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* D A ILY D N IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* H A LF H O U R D N IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* REALTIME D N IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* D A ILY VECTO R IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* H A LF H O U R VECTO R IN TERVAL

To t a l t im e b e fo r e ca lls w e r e fo r ce d b u s y FB U SY TIM E* REALTIME VECTO R IN TERVAL

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* D A IL Y D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* H A LF H O U R D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* REALTIME D N IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* D A IL Y VEC TO R IN TER VA L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* H A LF H O U R VECTO R IN TERV A L

To t a l n u m b e r o f ca lls fo r ce d is co n n e cte d FD ISC C A LL S* REALTIME VECTO R IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* D A ILY D N IN TERV A L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* H A LF H O U R D N IN TERVAL

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* RE A LTIME D N IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* D A ILY VECTO R IN TERVAL

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* H A LF H O U R VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls w e r e fo r ce d is co n n e ct e d FD IS C TIM E* RE A LTIME VEC TO R IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

E-1 0 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* D A ILY D N IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* H A LF H O U R D N IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* REALTIME D N IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* D A ILY VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* H A LF H O U R VECTO R IN TERV A L

To t a l t im e b e fo r e ca lls o u t flo w e d FL O W TIM E* REALTIME VECTO R IN TERV A L

L ist o f e xte n s io n s o r lo g in id s G RO U P D A ILY A G EN T IN TERV A L

L ist o f e xte n s io n s o r lo g in id s G RO U P H A LF H O U R A G EN T IN TER VA L

L ist o f e xte n s io n s o r lo g in id s G RO U P REALTIME A G EN T IN TER VA L

N u m b e r o f t r u n k s a s s ig n e d to t h e t r u n k g r o u p G RO U P S IZE D A IL Y TRK G RP IN TER VA L

N u m b e r o f t r u n k s a s s ig n e d to t h e t r u n k g r o u p G RO U P S IZE H A L F H O U R TRK G RP IN TER VA L

N u m b e r o f t r u n k s a s s ig n e d to t h e t r u n k g r o u p G RO U P S IZE REALTIME TRK G RP IN TERV A L

To t a l n u m b e r o f ca lls a b a n d o n e d w h ile o n h o ld H O LD A B A N S † D A ILY SP LIT IN TER VA L

To t a l n u m b e r o f ca lls a b a n d o n e d w h ile o n h o ld H O LD A B A N S † H A LF H O U R S P L IT IN TER VA L

To t a l n u m b e r o f ca lls a b a n d o n e d w h ile o n h o ld H O LD A B A N S † RE A LTIME S P LI T IN TER VA L

To t a l t im e a b a n d o n d e d ca lls w e r e o n h o ld H O L D A B A N TIM E† D A ILY SP LIT IN TER VA L

To t a l t im e a b a n d o n d e d ca lls w e r e o n h o ld H O L D A B A N TIM E† H A LF H O U R S P L IT IN TER VA L

To t a l t im e a b a n d o n d e d ca lls w e r e o n h o ld H O L D A B A N TIM E† RE A LTIME S P LI T IN TER VA L

To t a l n u m b e r o f ca lls t h a t w e r e p la ce d o n h o ld H O LD S † D A ILY SP LIT IN TER VA L

To t a l n u m b e r o f ca lls t h a t w e r e p la ce d o n h o ld H O LD S † H A LF H O U R S P L IT IN TER VA L

To t a l n u m b e r o f ca lls t h a t w e r e p la ce d o n h o ld H O LD S † RE A LTI M E S P LI T IN TER VA L

To t a l t im e ca lls w e r e o n h o ld H O LD TIM E† D A ILY S P L IT IN TER VA L

To t a l t im e ca lls w e r e o n h o ld H O LD TIM E† H A LF H O U R S P LIT IN TERV A L

To t a l t im e ca lls w e r e o n h o ld H O LD TIM E† RE A LTIME S P LIT IN TERV A L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e t h e a g e n t ’ s v o ice t e r m in a l w a s r in g in g .

ID LE TIME D A IL Y A G EN T IN TER VA L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e a g e n t ’ s v o ice t e r m in a l w a s r in g in g .

ID LE TIME H A LF H O U R A G EN T IN TERV A L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . O n G e n e r ic
2 w it h r in g- s t a t e e n a b le d , d o e s n o t in clu d e t im e
ca lls w e r e r in g in g a t t h e a g e n t ’ s v o ice te r m in a l.

ID LE TIME REALTIME A G EN T IN TERVAL

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e a g e n t v o ice t e r m in a ls w e r e r in g in g .

ID LE TIME D A IL Y S P LIT IN TERV A L

To t a l t im e a g e n t (s ) w e r e a v a ila b le . In clu d e s
tim e a g e n t v o ice t e r m in a ls w e r e r in g in g .

ID LE TIME H A LF H O U R SP LIT IN TERVAL

To t a l t im e a g e n t (s ) w e r e a v a ila b le . O n G e n e r ic
2 w it h r in g- s t a t e e n a b le d , d o e s n o t in clu d e t im e
ca lls w e r e r in g in g a t a g e n t v o ice t e r m in a ls .

ID LE TIME REALTIME SP LIT IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S D A ILY TRK G RP IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S RE A LTIME TRK G RP IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n t h e ‘ ‘ m u lt ip le ca ll h a n d lin g ’ ’ fe a t u r e is a ctiv e .

3 B C M S A d m i n i s t r a t i o n E-1 1



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l n u m b e r o f in co m in g ca lls IN C A LL S D A ILY TRU N K IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f in co m in g ca lls IN C A LL S RE A LTIME TRU N K IN TERV A L

N u m b e r o f t r u n k s cu r r e n t ly o n in co m in g ca lls IN C O U N T REALTIME TRK G RP IN TERVAL

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * D A ILY D N IN TER VA L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * H A LF H O U R D N IN TERV A L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * REALTIME D N IN TERVAL

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W D A ILY S P LIT IN TER VA L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W H A LF H O U R S P LI T IN TER VA L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W RE A LTIME S P LIT IN TERV A L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * D A ILY VECTO R IN TERV A L

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * H A LF H O U R VECTO R IN TERVAL

To t a l n u m b e r o f in tr a flo w e d in co m in g ca lls IN FL O W * REALTIME VECTO R IN TER VA L

N u m b e r o f a v a ila b le a g e n t s. O n G e n e r ic 2 w it h
r in g - s t a t e e n a b le d , d o e s n o t in clu d e a ge n t s
w h o s e v o ice t e r m in a ls a r e r in g in g .

IN P O O L REALTIME S P L IT IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in p r o g r e s s IN P RO G RESS * RE A LTIME D N IN TERVAL

N u m b e r o f ca lls cu r r e n t ly in p r o g r e s s IN P RO G RESS * RE A LTIME VEC TO R IN TER VA L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R A G EN T IN TERV A L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L* H A LF H O U R D N IN TER VA L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R S P LIT IN TERVAL

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R TRK G RP IN TER VA L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L H A L F H O U R TRU N K IN TERV A L

Th e 3 0 m in u t e t im e p e r io d d a t a w a s co lle ct e d
(e .g . " 0 9 :00 - 0 9 :3 0 A M " )

IN TERV A L* H A LF H O U R VEC TO R IN TER VA L

To t a l t im e o n in co m in g ca lls IN TIM E D A ILY TRK G RP IN TER VA L

To t a l t im e o n in co m in g ca lls IN TIM E H A LF H O U R TRK G RP IN TERVAL

To t a l t im e o n in co m in g ca lls IN TIM E REALTIME TRK G RP IN TERVAL

To t a l t im e o n in co m in g ca lls IN TIM E D A ILY TRU N K IN TERV A L

To t a l t im e o n in co m in g ca lls IN TIM E H A LF H O U R TRU N K IN TER VA L

To t a l t im e o n in co m in g ca lls IN TIM E REALTIME TRU N K IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in v e ct o r p r o ce s s in g IN VEC TO R* REALTIME D N IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE D A ILY A G EN T IN TERV A L

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R A G EN T IN TERVAL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

E-1 2 D a t a b a s e R e f e r e n c e



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
D a t e (M M / D D / Y Y ) J D A TE* D A ILY D N IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE* H A LF H O U R D N IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE D A ILY S P LIT IN TERVAL

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R S P LIT IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE D A ILY TRK G RP IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R TRK G RP IN TERVAL

D a t e (M M / D D / Y Y ) J D A TE D A ILY TRU N K IN TERV A L

D a t e (M M / D D / Y Y ) J D A TE H A LF H O U R TRU N K IN TERVAL

D a t e (M M / D D / Y Y ) J D A TE* D A ILY VEC TO R IN TER VA L

D a t e (M M / D D / Y Y ) J D A TE* H A LF H O U R VECTO R IN TERV A L

Th e d a t e a n a g e n t lo g g e d in / o u t (M M / D D / Y Y ) L O G D A TE REALTIME A G EN T IN TERVAL

L o g in id a s s o cia t e d w it h a n a g e n t L O G ID D A IL Y A G EN T IN TER VA L

L o g in id a s s o cia t e d w it h a n a g e n t L O G ID H A L F H O U R A G EN T IN TERV A L

L o g in id a s s o cia t e d w it h a n a g e n t L O G ID REALTIME A G EN T IN TERVAL

A g e n t p o s it io n s t a tu s fla g (L O G O U T,
L O G IN ). To e n t e r L O G M O D E v a lu e s a s
cr it e r ia fo r r e co r d se le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

L O G M O D E H A L F H O U R A G EN T IN TERV A L

A g e n t p o s it io n s t a tu s fla g (L O G O U T,
L O G IN ). To e n t e r L O G M O D E v a lu e s a s
cr it e r ia fo r r e co r d se le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

L O G M O D E REALTIME A G EN T IN TERVAL

Th e t im e a n a g e n t lo g g e d in o r o u t L O G TIM E RE A LTIME A G EN T IN TER VA L

L a r g e s t n u m b e r o f a g e n t s s t a ffe d M A X A G EN TS D A IL Y S P LIT IN TERV A L

L a r g e s t n u m b e r o f a g e n t s s t a ffe d M A X A G EN TS H A LF H O U R SP LIT IN TERVAL

L a r g e s t n u m b e r o f a g e n t s s t a ffe d M A X A G EN TS REALTIME SP LIT IN TER VA L

L a r g e s t n u m b e r o f ca lls t h a t w a it e d in q u e u e M A X C A LL SW A IT D A ILY SP LIT IN TERVAL

L a r g e s t n u m b e r o f ca lls t h a t w a it e d in q u e u e M A X C A LL SW A IT H A LF H O U R S P L IT IN TER VA L

L a r g e s t n u m b e r o f ca lls t h a t w a it e d in q u e u e M A X C A LL SW A IT REALTIME S P L IT IN TER VA L

L o n g e s t tim e a ca ll w a it e d in q u e u e M A X O LD C W D A IL Y S P LIT C A LL

L o n g e s t tim e a ca ll w a it e d in q u e u e M A X O LD C W H A L F H O U R S P LIT C A LL

L o n g e s t tim e a ca ll w a it e d in q u e u e M A X O LD C W REALTIME SP LIT C A LL

N u m b e r o f t r u n k s cu r r e n t ly m a in t e n a n ce b u s y M B U S Y C O U N T REALTIME TRK G RP IN TER VA L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME D A ILY TRK G RP IN TER VA L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME H A LF H O U R TRK G RP IN TERV A L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME REALTIME TRK G RP IN TERVAL

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME D A ILY TRU N K IN TERV A L

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME H A LF H O U R TRU N K IN TERVAL

To t a l t im e t r u n k s w e r e m a in t e n a n ce b u s y M B U S Y TIME REALTIME TRU N K IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .

3 B C M S A d m i n i s t r a t i o n E-1 3



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Th e p h y sica l t r u n k m o d u le lo ca t io n MO D U LE D A ILY TRU N K IN TERV A L

Th e p h y sica l t r u n k m o d u le lo ca t io n MO D U LE H A LF H O U R TRU N K IN TER VA L

Th e p h y sica l t r u n k m o d u le lo ca t io n MO D U LE REALTIME TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * D A ILY D N IN TERV A L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * H A LF H O U R D N IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * RE A LTIME D N IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D D A ILY TRK G RP IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D RE A LTIME TRK G RP IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D D A ILY TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D RE A LTIME TRU N K IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * D A ILY VECTO R IN TERVAL

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * H A LF H O U R VEC TO R IN TER VA L

To t a l n u m b e r o f n o n - A C D ca lls N O N A C D * RE A LTIME VEC TO R IN TER VA L

To t a l n u m b e r o f co m p le t e d A C W s e ss io n s N U M A C W H A LF H O U R S P L IT C A LL

To t a l n u m b e r o f co m p le t e d A C W s e ss io n s N U M A C W RE A LTI M E S P LI T C A LL

N u m b e r o f s p lit ca lls t h a t r a n g a t t h e a ge n t ’ s
v o ice t e r m in a l.

N U M RIN G * * RE A LTIME A G EN T C A LL

N u m b e r o f s p lit ca lls t h a t r a n g a t a g e n t v o ice
te r m in a ls.

N U M RIN G * * RE A LTIME S P LIT C A LL

To t a l n u m b e r o f co m p le t e d A C D ca lls N U M TA LK H A L F H O U R S P LIT C A LL

To t a l n u m b e r o f co m p le t e d A C D ca lls N U M TA LK REALTIME S P LIT C A LL

O ld e s t ca ll cu r r e n tly w a it in g in q u e u e O C W RE A LTIME S P LIT IN TERV A L

N u m b e r o f ca lls cu r r e n t ly o n h o ld O N H O LD † RE A LTI M E S P LI T IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S D A ILY TRK G RP IN TERVAL

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S H A LF H O U R TRK G RP IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S RE A LTIME TRK G RP IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S D A ILY TRU N K IN TERVAL

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S H A LF H O U R TRU N K IN TER VA L

To t a l n u m b e r o f o u t g o in g ca lls O U TC A LL S RE A LTIME TRU N K IN TER VA L

N u m b e r o f t r u n k s cu r r e n t ly o n o u t g o in g ca lls O U TC O U N T REALTIME TRK G RP IN TERV A L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* D A ILY D N IN TER VA L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* H A LF H O U R D N IN TER VA L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* REALTIME D N IN TERV A L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n t h e ‘ ‘ m u lt ip le ca ll h a n d lin g ’ ’ fe a t u r e is a ctiv e .
* * D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h t h e r in g - st a t e e n a b le d .
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C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l n u m b e r o f in tr a flo w e d / in t e r flo w e d ca lls O U TFL O W D A IL Y S P LIT IN TER VA L

To t a l n u m b e r o f in tr a flo w e d / in t e r flo w e d ca lls O U TFL O W H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f in tr a flo w e d / in t e r flo w e d ca lls O U TFL O W REALTIME SP LIT IN TERVAL

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* D A ILY VEC TO R IN TER VA L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* H A LF H O U R VECTO R IN TERV A L

To t a l n u m b e r o f in tr a flo w e d o u t g o in g ca lls O U TFL O W* REALTIME VECTO R IN TERVAL

To t a l t im e ca lls t h a t w e r e
fo r w a r d e d / in t r a flo w e d fr o m t h e s p lit w a it e d
b e fo r e t h e y w e r e fo r w a r d e d / in t r a flo w e d .

O U TFL O W TIM E REALTIME S P L IT C A LL

To t a l t im e o n o u t g o in g ca lls O U TTIM E D A IL Y TRK G RP IN TER VA L

To t a l t im e o n o u t g o in g ca lls O U TTIM E H A LF H O U R TRK G RP IN TERV A L

To t a l t im e o n o u t g o in g ca lls O U TTIM E REALTIME TRK G RP IN TERV A L

To t a l t im e o n o u t g o in g ca lls O U TTIM E D A IL Y TRU N K IN TER VA L

To t a l t im e o n o u t g o in g ca lls O U TTIM E H A LF H O U R TRU N K IN TERVAL

To t a l t im e o n o u t g o in g ca lls O U TTIM E REALTIME TRU N K IN TERVAL

To t a l n u m b e r o f t r u n k g r o u p o v e r flo w s O VER FL O W S RE A LTI M E TRK G RP IN TER VA L

To t a l n u m b e r o f p r io r it y ca lls P RIC A LL S D A IL Y S P LI T IN TER VA L

To t a l n u m b e r o f p r io r it y ca lls P RIC A LL S H A L F H O U R S P LIT IN TERVAL

To t a l n u m b e r o f p r io r it y ca lls P RIC A LL S REALTIME S P LIT IN TERVAL

P r io r it y le v e l fo r v e ct o r ca lls (LO W , M ED ,
H IG H , TO P ). To e n t e r P RIL EVE L v a lu e s a s
cr it e r ia fo r r e co r d se le ct io n , n u m e r ica l v a lu e s
m u s t b e u se d in lie u o f n a m e s. S e e Ta b le A - 2 2 .

P RIL EV EL * REALTIME TRU N K IN TERV A L

Fla g in d ica t in g ca ll is a p r io r it y ca ll (Y ES, N O ) P RIO RITY † REALTIME TRU N K IN TERV A L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY A G EN T IN TERVAL

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R A G EN T IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * D A ILY D N IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * H A LF H O U R D N IN TERV A L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY S P LIT IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R S P LI T IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY TRK G RP IN TERVAL

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R TRK G RP IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY D A ILY TRU N K IN TERVAL

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY H A LF H O U R TRU N K IN TER VA L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * D A ILY VECTO R IN TERV A L

Fla g in d ica t in g d a ta is co m p le t e (O K , * * * ) Q U A LITY * H A LF H O U R VECTO R IN TERVAL

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
O n G e n e r ic 3 i, m a y a ls o in clu d e ca lls th a t s im u lta n e o u s ly q u e u e d t o m o r e t h a n o ne s p lit a n d w e r e a n sw e r e d in a n o t h e r s p lit .

3 B C M S A d m i n i s t r a t i o n E-1 5



C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
N u m b e r o f ca lls cu r r e n t ly in q u e u e Q U EC A LL S* REALTIME D N IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in q u e u e Q U EC A LL S REALTIME S P LIT IN TER VA L

N u m b e r o f ca lls cu r r e n t ly in q u e u e Q U EC A LL S* REALTIME VECTO R IN TERV A L

N u m b e r o f A C D ca lls t h a t a b a n d o n e d w h ile
r in g in g a t t h e a g e n t’ s t e r m in a l.

RIN G A B A N D O N * * REALTIME A G EN T C A LL

N u m b e r o f ca lls t o th e s p lit t h a t a b a n d o n e d
w h ile r in gin g a t a n a g e n t ’ s t e r m in a l.

RIN G A B A N D O N * * REALTIME SP LIT C A LL

To t a l t im e a b a n d o n e d ca lls sp e n t r in gin g a t t h e
a g e n t ’ s t e r m in a l b e fo r e a b a n d o n in g .

RIN G A B N TIM E* * REALTIME A G EN T C A LL

To t a l t im e a b a n d o n e d ca lls sp e n t r in gin g a t a n
a g e n t ’ s t e r m in a l b e fo r e a b a n d o n in g .

RIN G A B N TIM E* * REALTIME S P LIT C A L L

N u m b e r o f A C D ca lls t h e a g e n t a n s w e r e d . RIN G A N S WER* * RE A LTIME A G EN T C A LL

N u m b e r o f A C D ca lls t h e s p lit’ s a g e n ts
a n s w e r e d .

RIN G A N S W ER* * REALTIME S P LIT C A L L

To t a l t im e A C D ca lls s p e n t r in g in g b e fo r e t h e
a g e n t a n sw e r e d .

RIN G A N S TIM E* * REALTIME A G EN T C A LL

To t a l t im e ca lls t o t h e s p lit s p e n t r in g in g b e fo r e
a n a g e n t a n s w e r e d .

RIN G A N S TIM E* * REALTIME S P LIT C A L L

Ex te n s io n a t w h ich ca ll is r in g in g . RIN G A S S O C * * REALTIME TRU N K IN TERV A L

N u m b e r o f ca lls t h a t r a n g a t t h e a g e n t ’ s v o ice
te r m in a l.

RIN G C A LL S** RE A LTIME A G EN T IN TER VA L

N u m b e r o f ca lls t o th e s p lit t h a t r a n g a t a n
a g e n t ’ s v o ice t e r m in a l.

RIN G C A LL S** RE A LTIME S P LI T IN TER VA L

N u m b e r o f a g e n t s cu r r e n t ly in t h e r in g- s t a t e . RI N G C O U N T* * RE A LTIME S P LIT C A LL

To t a l t im e t h e a g e n t s p e n t in th e r in g - st a t e . RIN G TIM E* * REALTIME A G EN T IN TER VA L

To t a l t im e t h e s p lit’ s a g e n t s sp e n t in t h e r in g -
st a t e .

RIN G TIM E* * RE A LTIME S P LIT IN TERV A L

To t a l n u m b e r o f in te r flo w e d o u t g o in g ca lls RO U TED C A LL S* D A ILY VECTO R IN TERV A L

To t a l n u m b e r o f in te r flo w e d o u t g o in g ca lls RO U TED C A LL S* H A LF H O U R VECTO R IN TER VA L

To t a l n u m b e r o f in te r flo w e d o u t g o in g ca lls RO U TED C A LL S* RE A LTIME VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls in t e r flo w e d RO U TETIME* D A ILY VECTO R IN TER VA L

To t a l t im e b e fo r e ca lls in t e r flo w e d RO U TETIME* H A LF H O U R VEC TO R IN TER VA L

To t a l t im e b e fo r e ca lls in t e r flo w e d RO U TETIME* REALTIME VEC TO R IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY A G EN T IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R A G EN T IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n 3 B CM S C a ll Ve ct o r in g is n o t a ctiv e .
* * D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w it ch w it h t h e r in g - st a t e e n a b le d .
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C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* D A ILY D N IN TERV A L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* H A LF H O U R D N IN TERVAL

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY S P L IT IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R S P LIT IN TERV A L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY TRK G RP IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R TRK G RP IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL D A ILY TRU N K IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL H A LF H O U R TRU N K IN TER VA L

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* D A ILY VECTO R IN TERVAL

U n iq u e s e r ia l n u m b e r fo r a d a t a b a s e r e co r d SERIAL* H A LF H O U R VEC TO R IN TER VA L

Th e p h y sica l t r u n k s lo t lo ca tio n SLO T D A ILY TRU N K IN TERV A L

Th e p h y sica l t r u n k s lo t lo ca tio n SLO T H A LF H O U R TRU N K IN TERVAL

Th e p h y sica l t r u n k s lo t lo ca tio n SLO T REALTIME TRU N K IN TER VA L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL D A IL Y TRK G RP IN TER VA L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL H A LF H O U R TRK G RP IN TERV A L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL REALTIME TRK G RP IN TERV A L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL D A IL Y TRU N K IN TER VA L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL H A LF H O U R TRU N K IN TERV A L

To t a l n u m b e r o f s o ft w a r e fa ilu r e s (in co r r e ct
tr u n k s t a te t r a n s it io n s o r lin k in t e r r u p t io n s )

SO FTFAIL REALTIME TRU N K IN TERVAL

Sp lit n u m b e r SP LI T D A ILY A G EN T IN TERV A L

Sp lit n u m b e r SP LI T H A LF H O U R A G EN T IN TERVAL

Sp lit n u m b e r SP LI T REALTIME A G EN T IN TER VA L

Sp lit n u m b e r SP LI T D A ILY S P LIT IN TERVAL

Sp lit n u m b e r SP LI T H A LF H O U R S P LIT IN TER VA L

Sp lit n u m b e r SP LI T REALTIME S P LIT IN TER VA L

Sp lit n u m b e r SP LI T† REALTIME TRK G RP IN TERV A L

N u m b e r o f a g e n t s cu r r e n t ly st a ffe d STA FC O U N T REALTIME SP LIT IN TERVAL

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME D A ILY A G EN T IN TERVAL

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME H A LF H O U R A G EN T IN TER VA L

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME RE A LTIME A G EN T IN TER VA L

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME D A ILY S P LIT IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
† C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is n o t a ct iv e .
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C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME H A LF H O U R S P LI T IN TER VA L

To t a l t im e a g e n t (s ) w e r e s t a ffe d STA FTIME RE A LTIME S P LIT IN TERV A L

Th e d a t e th e cu r r e n t s t a t e w a s e n t e r e d
(M M / D D / Y Y )

STA TE D A TE RE A LTIME A G EN T IN TER VA L

Th e d a t e th e cu r r e n t s t a t e w a s e n t e r e d
(M M / D D / Y Y )

STA TE D A TE RE A LTIME TRU N K IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 1 d e p r e s sio n s STRO K E1 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 2 d e p r e s sio n s STRO K E2 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 3 d e p r e s sio n s STRO K E3 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 4 d e p r e s sio n s STRO K E4 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 5 d e p r e s sio n s STRO K E5 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 RE A LTIME A G EN T IN TER VA L
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C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 6 d e p r e s sio n s STRO K E6 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 7 d e p r e s sio n s STRO K E7 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 8 d e p r e s sio n s STRO K E8 RE A LTIME S P LIT IN TERV A L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 D A ILY A G EN T IN TERVAL

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 H A LF H O U R A G EN T IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 RE A LTIME A G EN T IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 D A ILY S P LIT IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 H A LF H O U R S P LI T IN TER VA L

P e g co u n t o f s t r o k e 9 d e p r e s sio n s STRO K E9 RE A LTIME S P LIT IN TERV A L

C a ll p r o file p a r a m e t e r - a cce p t a b le s e r v ice le v e l
(se co n d s)

SVC LVL D A ILY S P LIT IN TERVAL

C a ll p r o file p a r a m e t e r - a cce p t a b le s e r v ice le v e l
(se co n d s)

SVC LVL H A LF H O U R S P LIT IN TER VA L

C a ll p r o file p a r a m e t e r - a cce p t a b le s e r v ice le v e l
(se co n d s)

SVC LVL REALTIME S P L IT IN TER VA L

Th e t im e th e cu r r e n t s t a t e w a s e n t e r e d in
m ilit a r y tim e fo r m a t (H R:MN )

TIM EM A RK REALTIME A G EN T IN TERV A L

Th e t im e th e cu r r e n t s t a t e w a s e n t e r e d in
m ilit a r y tim e fo r m a t (H R:MN )

TIM EM A RK REALTIME TRU N K IN TERV A L

N u m b e r o f ca lls a n s w e r e d w it h in t h e se r v ice
le v e l

TRAFFIC D A ILY S P LIT C A LL

N u m b e r o f ca lls a n s w e r e d w it h in t h e se r v ice
le v e l

TRAFFIC H A LF H O U R S P LIT C A L L

N u m b e r o f ca lls a n s w e r e d w it h in t h e se r v ice
le v e l

TRAFFIC REALTIME S P LIT C A L L

Tr u n k g r o u p n u m b e r TRK G RP D A IL Y TRK G RP IN TER VA L

Tr u n k g r o u p n u m b e r TRK G RP H A L F H O U R TRK G RP IN TER VA L

Tr u n k g r o u p n u m b e r TRK G RP REALTIME TRK G RP IN TERV A L

Tr u n k g r o u p n u m b e r TRK G RP D A IL Y TRU N K IN TER VA L
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C MS D a taba se Items

T a b l e E-1 3B C M S D at ab as e Ite m s ( Co n td )

ITEM D A T A BA S E FIL E C A L L / IN T E RV A L BA S E D D E SC RIPT IO N
Tr u n k g r o u p n u m b e r TRK G RP H A L F H O U R TRU N K IN TERV A L

Tr u n k g r o u p n u m b e r TRK G RP REALTIME TRU N K IN TERVAL

N u m b e r o f t r u n k s cu r r e n t ly o n ca lls TR K SIN U S E REALTIME TRK G RP IN TERV A L

In t e r n a l t r u n k n u m b e r fr o m sw it ch TR K N D X D A ILY TRU N K IN TERVAL

In t e r n a l t r u n k n u m b e r fr o m sw it ch TR K N D X H A LF H O U R TRU N K IN TER VA L

In t e r n a l t r u n k n u m b e r fr o m sw it ch TR K N D X RE A LTIME TRU N K IN TER VA L

Tr u n k a s so cia t io n w it h a n a ge n t p o s itio n TRU N K A S S O C REALTIME A G EN T IN TERVAL

Th e cu r r e n t t r u n k st a t e (Q U EU ED , C O N N ,
SIEZED , ID LE , FWRD , M B U S Y , H O LD , IN IT).
To e n t e r TSTA TE v a lu e s a s cr it e r ia fo r r e co r d
se le ct io n , n u m e r ica l v a lu e s m u s t b e u s e d in lie u
o f n a m e s . S e e Ta b le A - 2 2 .

TSTA TE REALTIME TRU N K IN TER VA L

Fla g in d ica t in g ca ll is a v e ct o r ca ll (Y E S, N O ) VE C C A L L * REALTIME TRU N K IN TERVAL

Th e d a t e th e v e ct o r ca ll s t a r t e d (M M / D D / Y Y ) VE C S TA RTD A TE* REALTIME TRU N K IN TERVAL

Tim e t h e v e ct o r ca ll s t a r t e d in m ilit a r y t im e
fo r m a t (H R:MN )

VECS TA RTTIME* REALTIME TRU N K IN TERVAL

To t a l t im e ca lls w e r e in v e ct o r p r o ce s sin g VECTIM E* D A ILY VECTO R IN TERV A L

To t a l t im e ca lls w e r e in v e ct o r p r o ce s sin g VECTIM E* H A LF H O U R VECTO R IN TER VA L

To t a l t im e ca lls w e r e in v e ct o r p r o ce s sin g VECTIM E* RE A LTIME VEC TO R IN TER VA L

Ve ct o r n u m b e r VE C TO R* D A ILY D N IN TER VA L

Ve ct o r n u m b e r VE C TO R* H A LF H O U R D N IN TERV A L

Ve ct o r n u m b e r VE C TO R* RE A LTI M E D N IN TERVAL

Ve ct o r n u m b e r VE C TO R* RE A LTI M E TRU N K IN TER VA L

Ve ct o r n u m b e r VE C TO R* D A ILY VECTO R IN TERV A L

Ve ct o r n u m b e r VE C TO R* H A LF H O U R VECTO R IN TERVAL

Ve ct o r n u m b e r VE C TO R* RE A LTI M E VECTO R IN TER VA L

C a ll p r o file p a r a m e t e r - in t e r v a l s iz e (se co n d s ) WIN D O W D A ILY S P LIT IN TERV A L

C a ll p r o file p a r a m e t e r - in t e r v a l s iz e (se co n d s ) WIN D O W H A LF H O U R SP LIT IN TER VA L

C a ll p r o file p a r a m e t e r - in t e r v a l s iz e (se co n d s ) WIN D O W REALTIME S P LIT IN TER VA L

* C a n b e u s e d o n ly w h e n 3 B C M S C a ll Ve ct o r in g fe a t u r e is a ct iv e .
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D a t a b a s e I t e m s F o r O u t b o u n d C a l l
M a n a g e m e n t

Th e d a t a b a s e it e m s lis t e d in t h e fo ll o w in g t a b le a r e a v a ila b le o n ly if y o u r s y s t e m u se s t h e
O u t b o u n d C a ll M a n a g e m e n t fe a t u r e .

T a b l e E-2 D at ab as e Ite m s f o r O C M

CA L L / IN T E RV A L
ITE M D A T A B A S E F I L E

B A S E D
D E S CRIPT IO N

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED D A ILY TRK G RP C A L L

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED REALTIME TRK G RP C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED D A ILY TRU N K C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f co m p le t e d o u t g o in g ca ll sC O M P L ETED REALTIME TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S D A ILY TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S H A LF H O U R TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S RE ALTIM E TRK G RP C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S D A ILY TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S H A LF H O U R TRU N K C A LL

To t a l n u m b e r o f ca ll s d is t r ib u t e d b y O C MO C M C ALL S RE ALTIM E TRU N K C ALL

N u m b e r o f t r u n k s cu r r e n t ly o n O C M ca ll sO C M C O U N T RE ALTIM E TRK G RP C A LL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E D AILY TRK G RP C A LL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E H ALF H O U R TRK G RP C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E RE ALTIM E TRK G RP C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E D AILY TRU N K C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E H ALF H O U R TRU N K C ALL

To t a l t im e o n ca ll s d is t r ib u t e d b y O C MO C M TIM E RE ALTIM E TRU N K C A L L
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C a l l D a t a F i l e s a n d D a t a b a s e I t e m s C r o s s -
R e f e r e n c e

Th e t a b le s in t h is s e ct io n lis t d a t a b a s e it e m s b y d a t a b a s e a n d file . Th e t a b le s a ls o id e n t ify t h e
t y p e o f d a t a e a ch d a t a b a s e it e m co n t a in s a n d w h e t h e r t h e d a t a b a s e it e m is ca ll -b a s e d o r
in t e r v a l- b a s 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 (5-8 5 / 2 1 5 / 5 0 3 ) fo r a n e xp la n a t io n o f
t y p e s o f d a t a b a s e it e m s . )
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

R e a l -T i m e D a t a b a s e

T a b l e E-3 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s A g e n t F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A S S IST S EV EN T IN TERV A L
A S TA TE S TA TU S IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
C M O D E S TA TU S IN TERV A L
C U M RIN G TIM E C A LL
EV EN T S TA TU S IN TERV A L
EX TC A LL ST A TU S IN TERV AL
EX TC A LL D A TE S TA TU S IN TERV A L
EX TC A LL TIM E ST A TU S IN TERV A L
EX TEN S IO N ID EN TIFIE R IN TERV A L
G RO U P ID EN TIFIE R IN TERV A L
ID LE TIM E TIM E IN TERV A L
L O G D A TE ST A TU S IN TERV A L
L O G ID ID EN TIFIE R IN TERV A L
L O G M O D E S TA TU S IN TERV A L
L O G TIM E ST A TU S IN TERV AL
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C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-3 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s A g e n t F i l e s ( Co n td )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
N U M RIN G EV EN T C A L L
RIN G A B A N D O N EVE N T C A LL
RIN G A B N TIM E TIM E C A LL
RIN G A N S W ER EV EN T C A LL
RIN G A N S TIM E TIM E C A LL
RIN G C A LL S EVE N T IN TERV A L
RIN G TIM E TIM E IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST A TE D A TE S TA TU S IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL
TIM EM A RK S TA TU S IN TERV A L
TRU N K A S SO C ID EN TIFIE R IN TERV A L

E-2 4 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-4 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s V D N F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A G TIM E TIM E C A LL
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
A TA G EN T ST A TU S IN TERV A L
C A RR IED EV EN T C A L L
D N EX T ID EN TIFIE R IN TERV A L
D N W A ITT IM E TIM E C A LL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN P RO G RE SS S TA TU S IN TERV A L
IN VEC TO R S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U EC A LL S S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-2 5



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-5 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s S p l i t F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L BA S E D
A B A N D O N 1 EVE N T C A L L
A B A N D O N 1 0 EVE N T C A L L
A B A N D O N 2 EVE N T C A L L
A B A N D O N 3 EVE N T C A L L
A B A N D O N 4 EVE N T C A L L
A B A N D O N 5 EVE N T C A L L
A B A N D O N 6 EVE N T C A L L
A B A N D O N 7 EVE N T C A L L
A B A N D O N 8 EVE N T C A L L
A B A N D O N 9 EVE N T C A L L
A B A N D O N S EVE N T C A L L
A B A N TIM E TIM E C A LL
A C D C A LL S EV EN T IN TERV A L
A C D C O U N T S TA TU S IN TERV AL
A C D TIM E TIM E IN TERV A L
A C W C O U N T S TA TU S IN TERV AL
A C W IN C A L L S EVE N T IN TERV A L
A C W IN C O U N T S TA TU S IN TERV A L
A C W IN TIM E TIM E IN TERV A L
A C W O U TC A LL S EV EN T IN TERV A L
A C W O U TC O U N T ST A TU S IN TERV A L
A C W O U TT IM E TIM E IN TERV AL
A C W TIM E TIM E IN TERV A L
A G EN TS S TA TU S IN TERV A L
A N S D EL A Y TIM E C A LL
A N S WERED EVE N T C A L L
A S S IST S EVE N T IN TERV A L
A U X C O U N T S TA TU S IN TERV AL
A U X IN C A LL S EVE N T IN TERVAL
A U X IN C O U N T S TA TU S IN TERV A L
A U X IN TIM E TIM E IN TERV A L
A U X O U TC A LL S EV EN T IN TERV A L
A U X O U TC O U N T ST A TU S IN TERV A L
A U X O U TT IM E TIM E IN TERV AL
A U X TIM E TIM E IN TERV A L
C A LL P RO FC H G S TA TU S IN TERV A L
C A LL S1 EVE N T C A LL
C A LL S1 0 EV EN T C A LL
C A LL S2 EVE N T C A LL
C A LL S3 EVE N T C A LL
C A LL S4 EVE N T C A LL
C A LL S5 EVE N T C A LL

E-2 6 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-5 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s S p l i t F i l e s ( Co n t d )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L BA S E D
C A LL S6 EVE N T C A LL
C A LL S7 EVE N T C A LL
C A LL S8 EVE N T C A LL
C A LL S9 EVE N T C A LL
C U M A C W TIM E C A LL
C U M RIN G TIM E C A LL
C U M TA LK TIM E C A LL
H O LDA B A N S EVE N T C A LL
H O LDA B A N TIM E TIM E C A LL
H O LDS EVE N T C A L L
H O LDT IM E TIM E C A LL
ID LE TIM E TIM E IN TERV A L
IN FL O W EVE N T IN TERV A L
IN P O O L S TA TU S IN TERV A L
M A X AG EN TS EVE N T IN TERV AL
M A X C A LL SW A IT EVE N T IN TERV A L
M A X O LD C W TIM E C A LL
N U M A C W EV EN T C A LL
N U M RIN G EV EN T C A LL
N U M TA LK EV EN T C A LL
O C W ST A TU S IN TERV A L
O N H O LD S TA TU S IN TERV A L
O U TFL O W EV EN T IN TERV A L
P RIC A LL S EV EN T IN TERV A L
Q U EC A LL S ST A TU S IN TERV AL
RIN G A B A N D O N EV EN T C A LL
RIN G A B N TIM E TIM E C A LL
RIN G A N S WER EVE N T C A LL
RIN G A N S TIM E TIM E C A LL
RIN G C A LL S EVE N T IN TERV A L
RIN G C O U N T S TA TU S IN TERVAL
RIN G TIM E TIM E IN TERV A L
SP LIT ID EN TIFIER IN TERV A L
ST A FC O U N T S TA TU S IN TERVAL
ST A FTIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV A L
ST RO K E2 EV EN T IN TERV A L
ST RO K E3 EV EN T IN TERV A L
ST RO K E4 EV EN T IN TERV A L
ST RO K E5 EV EN T IN TERV A L
ST RO K E6 EV EN T IN TERV A L
ST RO K E7 EV EN T IN TERV A L
ST RO K E8 EV EN T IN TERV A L
ST RO K E9 EV EN T IN TERV A L
SVC LV L S TA TU S IN TERV A L
TRA FF IC EV EN T C A LL
WIN D O W S TA TU S IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-2 7



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-6 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s T r u n k G r o u p F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A LL IN U S E TIM E IN TERV A L
A LL TRK SB U S Y ST A TU S IN TERV A L
A N S W ERE D EVE N T C A LL
D N EX T ID EN TIFIE R IN TERV A L
F A ILU RES EV EN T C A L L
G RO U P S IZE S TA TU S IN TERV A L
IN C A LL S EV EN T IN TERV A L
IN C O U N T ST A TU S IN TERV AL
IN TIM E TIM E IN TERV AL
M B U SY C O U N T ST A TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TC O U N T S TA TU S IN TERV A L
O U TTIM E TIM E IN TERV A L
O VER F L O W S EV EN T IN TERV A L
SO FTF A IL EV EN T C A L L
SP LIT ID EN TIFIE R IN TERV AL
TRK G RP ID EN TIFIE R IN TERV A L
TRK SIN U SE S TA TU S IN TERV A L

E-2 8 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-7 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s T r u n k F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A N S W ERE D EVE N T C A LL
A S S O C IA TIO N ST A TU S IN TERV AL
C A B IN ET ST A TU S IN TERV AL
C A LL A TA G EN T S TA TU S IN TERV A L
C A RR IER ST A TU S IN TERV AL
C IRC U IT S TA TU S IN TERV AL
D IREC TIO N S TA TU S IN TERV A L
D N C A LL S TA TU S IN TERV AL
D N EX T ID EN TIFIE R IN TERV A L
D N S TA RTD A TE S TA TU S IN TERV A L
D N S TA RTTIM E ST A TU S IN TERV A L
EQ LO C A TIO N S TA TU S IN TERV AL
F A ILU RES EV EN T C A L L
IN C A LL S EV EN T IN TERV A L
IN TIM E TIM E IN TERV AL
M B U SY TIM E TIM E IN TERV A L
M O D U LE ST A TU S IN TERV AL
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
P RIL E VE L ST A TU S IN TERV A L
P RIO RITY ST A TU S IN TERV A L
RIN G A S S O C ID EN TIFIE R IN TERV A L
SLO T S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
ST A TE D A TE S TA TU S IN TERV A L
TIM EM A RK S TA TU S IN TERV A L
TRK G RP ID EN TIFIE R IN TERV A L
TRK N D X ID EN TIFIE R IN TERV A L
TS TA TE S TA TU S IN TERV A L
VE C C A LL ST A TU S IN TERV A L
VE C ST A RTD A TE S TA TU S IN TERV A L
VE C ST A RTTIM E S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-2 9



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-8 D at ab as e Ite m s i n th e C u r r e n t an d Pr e v i o u s V e ct o r F i l e s

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A N S B A C K EV EN T C A L L
A N S D EL A Y TIM E C A L L
A N S M A IN EV EN T C A L L
C A RR IED EV EN T C A L L
D N S ST A TU S IN TERV AL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN P RO G RE SS S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U EC A LL S S TA TU S IN TERV A L
RO U TED C A LL S EVE N T C A L L
RO U TETIM E TIM E C A L L
VE C TIM E TIM E C A LL
VE C TO R ID EN TIFIE R IN TERV A L

E-3 0 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

H i s t o r i c a l D a t a b a s e

T a b l e E-9 D at ab as e Ite m s i n th e H al f - H o u r A g e n t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L BA S E D
A C D C A LL S EV EN T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EVE N T IN TERV A L
A C W IN TIM E TIM E IN TERV A L
A C W O U TC A LL S EV EN T IN TERV A L
A C W O U TT IM E TIM E IN TERV AL
A C W TIM E TIM E IN TERV A L
A G H O U R S TA TU S IN TERV A L
A G M IN U TE S TA TU S IN TERV AL
A S S IST S EVE N T IN TERV A L
A U X IN C A LL S EVE N T IN TERV A L
A U X IN TIM E TIM E IN TERV A L
A U X O U TC A LL S EV EN T IN TERV A L
A U X O U TT IM E TIM E IN TERV AL
A U X TIM E TIM E IN TERV A L
C M O D E S TA TU S IN TERV A L
EX TEN S IO N ID EN TIFIER IN TERV A L
G RO U P ID EN TIFIER IN TERV A L
ID LE TIM E TIM E IN TERV A L
IN TERV A L ST A TU S IN TERV A L
J D A TE S TA TU S IN TERV AL
L O G ID ID EN TIFIER IN TERV A L
L O G M O D E ST A TU S IN TERV A L
Q U A L ITY S TA TU S IN TERV A L
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIER IN TERV A L
ST A FTIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV A L
ST RO K E2 EV EN T IN TERV A L
ST RO K E3 EV EN T IN TERV A L
ST RO K E4 EV EN T IN TERV A L
ST RO K E5 EV EN T IN TERV A L
ST RO K E6 EV EN T IN TERV A L
ST RO K E7 EV EN T IN TERV A L
ST RO K E8 EV EN T IN TERV A L
ST RO K E9 EV EN T IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-3 1



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 0 D at ab as e Ite m s i n th e H al f - H o u r V D N F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A G TIM E TIM E C A LL
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
C A RR IED EV EN T C A L L
D N EX T ID EN TIFIE R IN TERV A L
D N W A ITT IM E TIM E C A LL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN TERV A L S TA TU S IN TERV A L
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

E-3 2 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 1 D at ab as e Ite m s i n th e H al f - H o u r S p l i t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N 1 EVE N T C A LL
A B A N D O N 1 0 EV EN T C A LL
A B A N D O N 2 EVE N T C A LL
A B A N D O N 3 EVE N T C A LL
A B A N D O N 4 EVE N T C A LL
A B A N D O N 5 EVE N T C A LL
A B A N D O N 6 EVE N T C A LL
A B A N D O N 7 EVE N T C A LL
A B A N D O N 8 EVE N T C A LL
A B A N D O N 9 EVE N T C A LL
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
A S S IST S EV EN T IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
C A LL P RO F C H G S TA TU S IN TERV A L
C A LL S1 EV EN T C A LL
C A LL S1 0 EV EN T C A LL
C A LL S2 EV EN T C A LL
C A LL S3 EV EN T C A LL
C A LL S4 EV EN T C A LL
C A LL S5 EV EN T C A LL
C A LL S6 EV EN T C A LL
C A LL S7 EV EN T C A LL
C A LL S8 EV EN T C A LL
C A LL S9 EV EN T C A LL

3 B C M S A d m i n i s t r a t i o n E-3 3



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 1 D at ab as e Ite m s i n th e H al f - H o u r S p l i t F i l e ( Co n t d )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
C U M A C W TIM E C A LL
C U M TA LK TIM E C A LL
H O LD A B AN S EV EN T C A LL
H O LD A B AN TIM E TIM E C A L L
H O LD S EVE N T C A LL
H O LD TIM E TIM E C A L L
ID LE TIM E TIM E IN TERV A L
IN FL O W EV EN T IN TERV A L
IN TERV A L S TA TU S IN TERV A L
J D A TE S TA TU S IN TERV A L
M A X AG EN TS EV EN T IN TERV A L
M A X C A LL SW A IT EVE N T C A LL
M A X O LD C W TIM E C A LL
N U M A C W EV EN T C A L L
N U M TA LK EVE N T C A LL
O U TFL O W EVE N T IN TERV AL
P RIC A LL S EV EN T IN TERV AL
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL
SVC L VL S TA TU S IN TERV AL
TRA F F IC EV EN T IN TERV A L
W IN D O W ST A TU S IN TERV AL

E-3 4 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 2 D at ab as e Ite m s i n th e H al f - H o u r T r u n k G r o u p F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A LL IN U S E TIM E IN TERV A L
A N S W ERE D EVE N T C A LL
F A ILU RES EV EN T C A L L
G RO U P S IZE S TA TU S IN TERV A L
IN C A LL S EV EN T IN TERV A L
IN TERV A L S TA TU S IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-3 5



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 3 D at ab as e Ite m s i n th e H al f - H o u r T r u n k F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A N S W ERE D EVE N T C A LL
C A B IN ET ST A TU S IN TERV AL
C A RR IER ST A TU S IN TERV AL
C IRC U IT S TA TU S IN TERV AL
F A ILU RES EV EN T C A L L
IN C A LL S EV EN T IN TERV A L
IN TERV A L S TA TU S IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
M O D U LE ST A TU S IN TERV AL
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SLO T S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L
TRK N D X ID EN TIFIE R IN TERV A L

E-3 6 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 4 D at ab as e Ite m s i n th e H al f - H o u r V e ct o r F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A N S B A C K EV EN T C A L L
A N S D EL A Y TIM E C A L L
A N S M A IN EV EN T C A L L
C A RR IED EV EN T C A L L
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
IN TERV A L S TA TU S IN TERV A L
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
RO U TED C A LL S EVE N T C A L L
RO U TETIM E TIM E C A L L
SERIAL S TA TU S IN TERV A L
VE C TIM E TIM E C A LL
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-3 7



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 5 D at ab as e Ite m s i n th e D ai l y A g e n t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A S S IST S EV EN T IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
EX TEN S IO N ID EN TIFIE R IN TERV A L
G RO U P ID EN TIFIE R IN TERV A L
ID LE TIM E TIM E IN TERV A L
J D A TE S TA TU S IN TERV A L
L O G ID ID EN TIFIE R IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL

E-3 8 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 6 D at ab as e Ite m s i n th e D ai l y V D N F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A G TIM E TIM E C A LL
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
C A RR IED EV EN T C A L L
D N EX T ID EN TIFIE R IN TERV A L
D N W A ITT IM E TIM E C A LL
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
VE C TO R ID EN TIFIE R IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-3 9



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 7 D at ab as e Ite m s i n th e D ai l y S p l i t F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N 1 EVE N T C A LL
A B A N D O N 1 0 EV EN T C A LL
A B A N D O N 2 EVE N T C A LL
A B A N D O N 3 EVE N T C A LL
A B A N D O N 4 EVE N T C A LL
A B A N D O N 5 EVE N T C A LL
A B A N D O N 6 EVE N T C A LL
A B A N D O N 7 EVE N T C A LL
A B A N D O N 8 EVE N T C A LL
A B A N D O N 9 EVE N T C A LL
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A C D C A LL S EVE N T IN TERV A L
A C D TIM E TIM E IN TERV A L
A C W IN C A L L S EV EN T IN TERV A L
A C W IN TIM E TIM E IN TERV AL
A C W O U TC A LL S EVE N T IN TERV A L
A C W O U TTIM E TIM E IN TERV A L
A C W TIM E TIM E IN TERV A L
A N S D EL A Y TIM E C A L L
A N S W ERE D EVE N T C A LL
A S S IST S EV EN T IN TERV A L
A U X IN C A L L S EV EN T IN TERV A L
A U X IN TIM E TIM E IN TERV AL
A U X O U TC A LL S EVE N T IN TERV AL
A U X O U TTIM E TIM E IN TERV A L
A U X TIM E TIM E IN TERV A L
C A LL P RO F C H G S TA TU S IN TERV A L
C A LL S1 EV EN T C A LL
C A LL S1 0 EV EN T C A LL
C A LL S2 EV EN T C A LL
C A LL S3 EV EN T C A LL
C A LL S4 EV EN T C A LL
C A LL S5 EV EN T C A LL
C A LL S6 EV EN T C A LL
C A LL S7 EV EN T C A LL
C A LL S8 EV EN T C A LL
C A LL S9 EV EN T C A LL

E-4 0 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 7 D at ab as e Ite m s i n th e D ai l y S p l i t F i l e ( Co n td )

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
H O LD A B AN S EV EN T C A LL
H O LD A B AN TIM E TIM E C A L L
H O LD S EVE N T C A LL
H O LD TIM E TIM E C A L L
ID LE TIM E TIM E IN TERV A L
IN FL O W EV EN T IN TERV A L
J D A TE S TA TU S IN TERV A L
M A X AG EN TS EV EN T IN TERV A L
M A X C A LL SW A IT EVE N T IN TERV A L
M A X O LD C W TIM E C A LL
O U TFL O W EVE N T IN TERV AL
P RIC A LL S EV EN T IN TERV AL
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SP LIT ID EN TIFIE R IN TERV AL
ST A F TIM E TIM E IN TERV A L
ST RO K E1 EV EN T IN TERV AL
ST RO K E2 EV EN T IN TERV AL
ST RO K E3 EV EN T IN TERV AL
ST RO K E4 EV EN T IN TERV AL
ST RO K E5 EV EN T IN TERV AL
ST RO K E6 EV EN T IN TERV AL
ST RO K E7 EV EN T IN TERV AL
ST RO K E8 EV EN T IN TERV AL
ST RO K E9 EV EN T IN TERV AL
SVC L VL S TA TU S IN TERV AL
TRA F F IC EV EN T IN TERV A L
W IN D O W ST A TU S IN TERV AL

3 B C M S A d m i n i s t r a t i o n E-4 1



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 8 D at ab as e Ite m s i n th e D ai l y T r u n k G r o u p F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A LL IN U S E TIM E IN TERV A L
A N S W ERE D EVE N T C A LL
B A B AN D O N S EV EN T C A LL
B A LL IN U SE TIM E IN TERV AL
B F A IL U RE S EVE N T C A LL
B H A N D LE D IN EV EN T IN TERV A L
B IN C A LL S EVE N T IN TERV AL
B IN TIM E TIM E IN TERV A L
B M B U S Y TIM E TIM E IN TERV A L
B N O N A C D EVE N T C A LL
B O U TC A LL S EV EN T IN TERV A L
B O U TTIM E TIM E IN TERV A L
B SO F TFAILS EV EN T C A LL
B U S Y H O U R S TA TU S IN TERV A L
F A ILU RES EV EN T C A L L
G RO U P S IZE S TA TU S IN TERV A L
IN C A LL S EV EN T IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L

E-4 2 D a t a b a s e R e f e r e n c e



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-1 9 D at ab as e Ite m s i n th e D ai l y T r u n k F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A N S W ERE D EVE N T C A LL
C A B IN ET ST A TU S IN TERV AL
C A RR IER ST A TU S IN TERV AL
C IRC U IT S TA TU S IN TERV AL
F A ILU RES EV EN T C A L L
IN C A LL S EV EN T IN TERV A L
IN TIM E TIM E IN TERV AL
J D A TE S TA TU S IN TERV A L
M B U SY TIM E TIM E IN TERV A L
M O D U LE ST A TU S IN TERV AL
N O N A C D EV EN T C A LL
O U TC A LL S EVE N T IN TERV A L
O U TTIM E TIM E IN TERV A L
Q U A L ITY ST A TU S IN TERV AL
SERIAL S TA TU S IN TERV A L
SLO T S TA TU S IN TERV A L
SO FTF A IL EV EN T C A L L
TRK G RP ID EN TIFIE R IN TERV A L
TRK N D X ID EN TIFIE R IN TERV A L

3 B C M S A d m i n i s t r a t i o n E-4 3



C a l l D a ta F i l es a nd D a ta base Items C r oss- R e ferenc e

T a b l e E-2 0 D at ab as e Ite m s i n th e D ai l y V e ct o r F i l e

D A T A BA S E IT E M T YPE C A L L / IN T E RV A L B A S E D
A B A N D O N S EVE N T C A LL
A B A N TIM E TIM E C A L L
A N S B A C K EV EN T C A L L
A N S D EL A Y TIM E C A L L
A N S M A IN EV EN T C A L L
C A RR IED EV EN T C A L L
F B U SY C A L L S EV EN T C A LL
F B U SY TIM E TIM E C A L L
F D IS C C A L L S EV EN T C A LL
F D IS C TIM E TIM E C A L L
F L O W TIM E TIM E C A L L
IN FL O W EV EN T C A LL
J D A TE S TA TU S IN TERV A L
N O N A C D EV EN T C A LL
O U TFL O W EVE N T C A L L
Q U A L ITY ST A TU S IN TERV AL
RO U TED C A LL S EVE N T C A L L
RO U TETIM E TIM E C A L L
SERIAL S TA TU S IN TERV A L
VE C TIM E TIM E C A LL
VE C TO R ID EN TIFIE R IN TERV A L

E-4 4 D a t a b a s e R e f e r e n c e



C M S C a l c u l a t i o n s a n d F o r m u l a s
Th e fo llo w in g t a b le lis t s e v e r y s t a n d a r d ca lcu la t io n a n d t h e a s s o cia t e d fo r m u la u s e d by C M S.
D o n o t ch a n g e o r d e le t e s t a n d a r d ca lcu la t io n s b e ca u s e y o u m a y in v a lid a t e C M S re p o r t s .
St a n d a r d ca lcu la t io n s a r e w r it t e n in a ll ca p it a l le t t e r s . Th e r e fo r e , if y o u d e cid e t o cr ea t e o t h e r
ca lcu la t io n s fo r u s e in cu s t o m r e p o r t s , id e n t ify t h e m w it h n a m e s in lo w e r - ca s e le tt e r s s o y o u ca n
d iffe r e n t ia t e y o u r ca lcu la t io n s fr o m s t a n d a r d ca lcu la t io n s .

T a b l e E-2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N

A C W O U TC O U N T+ A U X O U TC O U N T N u m b e r o f a ge n t s o n o u t g o in g ca lls A G EN T C A L L O U T

A U X TIME- A U X O U TTIM E- A U X IN TIM E Tim e in a u xilia r y w o r k A U X W O RK TIM E

A B A N TIM E/ A B A N D O N S A v e r a ge a b a n d o n t im e A VG A B A N D O N TIM E

SU M (A B A N TIM E)/ S U M (A B A N D O N S ) A v e r a g e a b a n d o n t im e s u m m a r y A VG A B A N D O N TIM E SU M

A C D TIM E/ A C D C A LL S A v e r a g e ta lk t im e fo r A C D ca lls A VG A C D TA LK TIM E

C U M TA LK / N U M TA LK A v e r a g e ta lk t im e fo r co m p le t e d A C D ca lls A VG A C D TA LK TIM E H H

SU M (A C D TIM E) / S U M (A C D C A L L S) A v e r a g e t a lk t im e fo r A C D ca lls s u m m a r y A VG A C D TA LK TIM S U M

SU M (C U M TA LK )/ S U M (N U M TA LK ) A v e r a g e t a lk t im e fo r co m p le t e d A C D ca lls
su m m a r y

A VG A C D TT H H S U M

(A C W TIM E- A C WO U TTIM E- A C W IN TIM E)
/ A C D C A LL S

A v e r a g e a ft e r ca ll w o r k t im e A VG A C W TIM E

SU M (A C W TIM E-A C W O U TTIM E- A C W IN TIM E)
/ S U M (A C D C A L L S)

A v e r a g e a ft e r ca ll w o r k t im e s u m m a r y A VG A C W TIM E S U M

A N S D EL A Y / A N S W ERE D A v e r a ge s p e e d o f a n s w e r AVG A N S W ER S P EED

SU M (A N S D EL AY )/ S U M (A N S WERED ) A v e r a g e sp e e d o f a n s w e r s u m m a r y A VG A N S WER S P EE D S U M

C U M A C W / N U M A C W A v e r a g e t im e s p e n t in co m p le te d a ft e r ca ll
w o r k s e s sio n s

A VG C O M P A C W TIM E

C U M TA LK / N U M TA LK A v e r a g e o f t im e o n co m p le t e d A C D ca lls A VG C O M TA LK TIM E

IN TIM E/ IN C A LL S A v e r a g e t r u n k u s a g e t im e o n in co m in g ca lls A VG H O LD TIM E IN

SU M (IN TIM E)/ SU M (IN C A LL S) A v e r a g e tr u n k u s a ge t im e o n in co m in g ca lls
su m m a r y

A VG H O LD TIM E IN S U M

O U TTIM E/ O U TC A LL S A v e r a g e t r u n k u s a ge t im e o n o u t g o in g ca lls A VG H O LD TIM E O U T

SU M (O U TTIM E) / S U M (O U TC A L L S) A v e r a g e t r u n k u s a g e t im e o n o u tg o in g ca lls
su m m a r y

A VG H O LD TIM O U T S U M

3 B C M S A d m i n i s t r a t i o n E-4 5



C MS C a l c ula ti ons a nd F or mu l a s

T a b l e E-2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce ( Co n t d )

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N
(A B A N TIM E- RIN G A B N TIM E)/ (A B A N D O N S -
RIN G A B A N D O N )

A v e r a g e tim e ca lls w a it e d in a s p lit
q u e u e b e fo r e r in g in g a n a g e n t ’ s v o ice
te r m in a l.

A VG H U N TA B N TIM E*

(A N S D EL A Y / A N S W ERE D )-
(RIN G A N S TIM E/ RIN G A N S W ER )

A v e r a g e tim e ca lls w a it e d in a s p lit
q u e u e b e fo r e a n a g e n t a n s w e r e d .

A VG H U N TA N S TIM E*

RIN G TIM E/ RIN G C A LL S A v e r a g e t im e a g e n t s s p e n t in t h e
r in g - s t a t e p e r ca ll r in g in g t h e a g e n t
v o ice t e r m in a ls (in t e r v a l- b a s e d ).

A VG IN IT RIN G TIM E*

RIN G A B N TIM E/ RIN G A B A N D O N A v e r a ge r in g t im e fo r ca lls t h a t
a b a n d o n e d w h ile r in g in g a t th e
a g e n t ’ s v o ice t e r m in a l.

A VG RIN G A B N TIM E*

RIN G A N S TIM E/ RIN G A N S W ER A v e r a g e r in g t im e fo r A C D ca lls t h a t
r a n g a t t h e a g e n t ’ s v o ice t e r m in a l.

A VG RIN G A N S TIM E*

(A C W IN TIM E+ A U X IN TIM E)/ (A C W IN C A LL S+
A U X IN C A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k in co m in g ca lls

A VG TA LK TIM E IN

SU M (A C W IN TIM E+ A U X IN TIM E)/ S U M
(A C W IN C A LL S+ A U X IN C A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k in co m in g ca lls s u m m a r y

A VG TA LK TIM E IN S U M

(A C W O U TTIM E+ A U X O U TTIM E) /
(A C W O U TC A LL S+ A U X O U TC A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k o u t go in g ca lls

A VG TA LK TIM E O U T

SU M (A C W O U TTIM E+ A U X O U TTIM E)/ SU M
(A C W O U TC A LL S+ A U X O U TC A LL S)

A v e r a g e ta lk t im e o n A C W a n d A U X
w o r k o u t go in g ca lls s u m m a r y

A VG TA LK TIM O U T S U M

C U M RIN G / N U M RIN G A v e r a g e t im e a g e n t s s p e n t in th e
r in g - s t a t e p e r ca ll r in g in g a ge n t v o ice
te r m in a ls (ca ll- b a se d ).

A VG TER M RIN G TIM E*

(A C D TIM E+ A C WTIM E-A C W O U TTIM E-
A C W IN TIM E)/ A C D C A L L S

A v e r a g e w o r k t im e A VG WO RK TIM E

SU M (A C D TIM E+ A C W TIM E- A C W O U TTIM E-
A C W IN TIM E)/ SU M (A C D C A LL S)

A v e r a g e w o r k t im e s u m m a r y A VG WO RK TIM E S U M

A N S W ER ED + A B A N D O N S + O U TFL O W To t a l ca lls o ffe r e d to a s p lit CA LL S O FF ER ED

D N W A ITTIM E+ A G TIM E To t a l VD N ca ll t im e D N TIM E

A C W IN C A LL S+ A U X IN C A LL S N u m b e r o f in co m in g e xte n s io n ca lls E X T C A L L IN

STA FTIME/ 1 8 0 0 A v e r a g e n u m b e r o f a g e n t p o s it io n s
st a ffe d d u r in g h a lf h o u r

FU LL TIME A G EN T

1-8 0 0 * (AC D C A L L S/ S TA FTIME) A v e r a g e n u m b e r o f ca lls h a n d le d b y
st a ffe d a ge n t s d u r in g h a lf h o u r

FU LL A G N U M C A LL

STA FTIME/ 3 6 0 0 S t a ffe d tim e (in h o u r s ) H R STA FF TIM E

* D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w itch w it h r in g - s t a t e e n a b le d .
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C MS C a l c ula ti ons a nd F or mu l a s

T a b l e E-2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce ( Co n t d )

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N
A B A N D O N S - RIN G A B AN D O N To t a l 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 in t h e s p lit q u e u e (b e f o re r in g in g
a n a g e n t v o ice t e r m in a l).

H U N TA B A N D O N *

A N S D EL A Y - RIN G A N S TIM E To ta l t im e a n s w e r e d A C D ca lls w a it e d
in t h e s p lit q u e u e b e fo r e r in gin g a n
a g e n t ’ s v o ice t e r m in a l.

H U N TA N S TIM E*

IN TIM E/ 1 0 0 In co m in g C C S IN C O M IN G C C S

STA FTIME/ 6 0 S ta ffe d t im e (in m in u t e s ) M IN S TA FF TIM E

A C D C A LL S/ M A X A G EN TS N u m b e r o f in co m in g ca lls N U M C A LL IN

1-8 0 0 * ((AU X O U TC A LL S+ A C W O U TC A L L S)/
(STA FTIME- A U X TIM E) )

A v e r a g e n u m b e r o f o u t g o in g ca lls m a d e
b y s t a ffe d a g e n t s

N U M C A LL O U T1

A C W O U TC A LL S+ A U X O U TC A L L S N u m b e r o f o u tg o in g ca lls N U M C A LL O U T2

O U TTIM E/ 1 0 0 O u t g o in g C C S O U TG O IN G C C S

1-0 0 * ((A C D TIM E+ A C W TIM E)/ S TA FTIME) P e r ce n t o f t im e o n A C D ca ll a n d in
A C W

P ERCEN T A C D TIM E

1-0 0 * (SU M (A C D TIM E+ A C W TIM E)/
SU M (S TA FTIM E) )

P e r ce n t o f t im e o n A C D a n d in A C W
su m m a r y

P ERCEN T A C D TIM E S U M

1-0 0 * (A U X TIM E/ S TA FTIME) P e r ce n t o f s t a ffe d t im e s p e n t in
a u xilia r y w o r k

P ERCEN T A U X WO RK

1-0 0 * (SU M (A U X TIM E)/ SU M (S TA FTIM E) ) P e r ce n t o f s t a ffe d t im e s p e n t in
a u xilia r y w o r k s u m m a r y

P ERCEN T A U X WO RK S U M

A LL IN U S E/ 1 8 P e r ce n t o f t im e a ll t r u n k s in t r u n k
gr o u p a r e b u s y

P ERCEN T B U S Y A LL

SU M (A L L IN U S E) / S U M (1 8 ) P e r ce n t o f t im e a ll t r u n k s in t r u n k
gr o u p a r e b u s y s u m m a r y

P ERCEN T B U S Y A LL S U M

1-0 0 * (A B A N D O N S / (A N SW ERE D + A B A N D O N S +
O U TFL O W ))

P e r ce n t o f ca lls a b a n d o n e d P ERCEN T C A LL A B A N

* D a t a a p p e a r s o n ly o n a G e n e r ic 2 s w itch w it h r in g - s t a t e e n a b le d .

3 B C M S A d m i n i s t r a t i o n E-4 7



C MS C a l c ula ti ons a nd F or mu l a s

T a b l e E-2 1 Ca l cu l at i o n an d F o r m u l a C r o s s - Re f e r e n ce ( Co n t d )

CA L CU L A T IO N FO RM U L A D E S C RIPT IO N
1-0 0 * (A C D C A LL S/ (A C D C A LL S+ A B A N D O N S )) P e r ce n t o f ca lls a n s w e r e d P ER C EN T C A LL A N S

1-0 0 * (SU M (A C D C A LL S)/ S U M (A C D C A L L S+
A B A N D O N S ))

P e r ce n t o f ca lls a n sw e r e d s u m m a r y P ERCEN T C A LL A N S S U M

M B U S Y TIM E/ (1 8 * G RO U P S IZE) P e r ce n t o f t im e t r u n k s w e r e
m a in t e n a n ce b u s y

P ERCEN T M A IN T TIM

SU M (M B U S Y TIME)/ S U M (1 8 * G RO U P S IZE) P e r ce n t o f t im e t r u n k s w e r e
m a in t e n a n ce b u s y s u m m a r y

P ERCEN T M A IN T TM S U M

1-0 0 * (TR A FFIC/ (A N S W ER ED + A B A N D O N S +
O U TFL O W ))

P e r ce n t o f ca lls a n sw e r e d w ith in s e r v ice
le v e l

P ERCEN T S ERV LE VL

1-0 0 * ((A C D TIM E+ A C W TIM E- A C W IN TIM E-
A C W O U TTIM E) / S TA FTIME)

P e r ce n t o f t im e o n A C D a n d in A C W
e xclu d in g A C W ca lls

P ERCEN T S TA FF IN

1-0 0 * ((A C W O U TTIM E+ A U X O U TTIM E)/
STA FTIME)

P e r ce n t o f t im e o n o u t g o in g e xte n s io n
ca lls

P ERCEN T S TA FF O U T

STA FTIME S t a ffe d t im e (in s e co n d s) SEC S TA FF TIM E

IN TIM E+ O U TTIM E To t a l t im e t r u n k is in u s e TRK B U S Y

SU M (A N S D EL AY )/ S U M (A N S M A IN +
A N S B A C K )

Ve ct o r a v e r a g e s p e e d o f a n s w e r
su m m a r y

V A VG A N S S P EE D S U M

E-4 8 D a t a b a s e R e f e r e n c e



C r i t e r i a S t a t e m e n t V a l u e s f o r C M S S t a t e
N a m e s

Th e fo llo w in g t a b le lis t s s t a t u s d a t a b a s e it e m s t h a t g e n e r a t e s t a t e n a m e s in r ep o r t s . If, in a
cu s t o m r e p o r t , y o u w a n t t o s e le ct d a t a fr o m r e co r d s b a s e d o n a p a r t icu la r s t a te , y o u m u s t e n t e r
a n u m e r ica l v a lu e fo r t h e s t a t e , n o t t h e n a m e . Th e fo ll o w in g t a b le lis t s t h e n u m e r ica l v a lu e s
t h a t co in cid e w it h s t a t e n a m e s .

T a b l e E-2 2 S t at e N am e s an d Cri t e r i a S t at e m e n t V al u e s C r o s s - Re f e r e n ce

S t at u s D at ab as e S t at e N u m e ri ca l V al u e s
Ite m s N am e s F o r Cri t e r i a
AS TA TE U N STA F 0

AVA IL 1
AC D 2
AC W 3
AU X 4
AC W O (A CW out go in g ca ll) 5
AC W I (A CW i n co m i n g ca ll) 6
AU X O (A U X ou t go in g ca ll) 7
AU X I (A U X i n co m i n g ca ll) 8
RIN G 1 8

TST A TE ID LE 0
SEIZED 1
Q U EU ED 2
C O N N 3
AB AN 4
F W RD 5
M B U SY 6
H O LD 1 5

EX TC ALL (n o n e ) 0
AC W O U T 1
AC W IN 2
AU X O U T 3
AU X IN 4

D IRECT IO N O U T 0
IN-1

L O G M O D E U N ST A F 0
L O G IN 1

EV EN T (n o n e ) 0
M C T 1
AS SIS T 2

P RIL EV EL LO W 0
M ED 1
H IG H 2
TO P 3

3 B C M S A d m i n i s t r a t i o n E-4 9



C r i t eri a S tate me n t V a l u e s f or CMS S tate N a me s

N O T E S

E-5 0 D a t a b a s e R e f e r e 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 q u e u e d t o a s p lit in w h ich t h e ca ll e r h a n g s u p b e fo r e r e ce iv in g a n a n s w e r fr om a n a g e n t .

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 w it ch fe a t u r e . S o ft w a r e t o ch a n n e l h ig h - v o lu me in co m in g ca ll
t r a ffic t o a g e n t g r o u p s (s p lit s ).

A C W
A ft e r C a ll W o r k , a n a g e n t s t a t e r e p r e s e n t in g w o r k r e la t e d t o t h e p r ece d in g A C D ca ll . G o in g
o n - h o o k a ft e r a n A C D ca ll d u r in g M A N U A L-IN o p e r a t io n p la ce s t h e ca ll in A C W . In a d dit io n ,
Sy s t e m 7 5 A C W is a cce s s ib le b y a b u t t o n o n t h e a g e n t ’ s s e t .

A g e n t
A m e m b e r o f a n A C D s p lit . K n o w n t o C M S b y a lo g in id e n t ifica t io n k e y e d in t o a v o ice
t e r m in a l.

A g e n t L o g i n I D
A-1 - t o - 4 - d ig it n u m b e r (S y s t e m 8 5 / D IM EN S IO N P B X ) o r a 1 - t o - 9 - d ig it n u m b e r (S y s t em 7 5 )
e n t e r e d b y t h e a g e n t a t a n A C D e xt e n s io n t o a ct iv a t e (ST A FF ) t h e p o s it io n . Ag e n t lo g in s a r e
r e q u ir e d fo r a ll C M S- m e a s u r e d A C D e xt e n s io n s .

A g e n t P o s i t i o n
Th e p h y s ica l s t a t io n w h e r e t h e a g e n t w o r k s o r t h e a g e n t ’ s e xt e n s io n .

A g e n t S t a t e
A fe a t u r e o f a g e n t ca ll h a n d lin g t h a t a ll o w s a n a g e n t t o ch a n g e h is o r h e r a v a ila b ilit y t o t h e
s y s t e m .

A g e n t T r a c e R e p o r t
D is p la y s , b y in d iv id u a l a g e n t , e v e r y a ct iv it y p e r fo r m e d fo r a s p e cifie d t im e p er io d .

3 B C M S A d m i n i s t r a t i o n GL-1



A l g o r i t h m
Th e s t e p s t a k e n t o s o lv e a p r o b le m , u s u a ll y a s s o cia t e d w it h m a t h p r o b le m s .

A r c h i v e P a r a m e t e r s
A C M S fe a t u r e a ll o w in g t u n in g o f t h e d a t a b a s e b y e n a b lin g t h e u s e r t o s p e cify t h e a r ch iv e
p e r io d (t h e le n g t h o f t im e d a t a w ill b e k e p t ) fo r d iffe r e n t t y p e s o f d a t a .

A S A
A v e r a g e S p e e d o f A n s w e r , t h e a v e r a g e a m o u n t o f t im e a ca lle r w a it s in q u e ue b e fo r e
co n n e ct in g t o a n a g e n t .

A s s o c i a t e d E x t e n s i o n
In t e r n a l 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 . Se e Q D N .

A u t o m a t i c -I n R o u t i n g
Tr u n k r o u t in g o f ca lls t o in t e r n a l P B X n u m b e r s w it h o u t t h e n e e d fo r t h e C O (C e n t r a l O ffice ) t o
p a s s t h e d ig it s t o t h e P B X .

A U X
A u xilia r y w o r k , a n a g e n t s t a t e r e p r e s e n t in g w o r k n o t r e la t e d t o a p a r t icu la r ca ll ; a ls o fo r b r e a k s ,
m e e t in g s , o r lu n ch . Th e s t a t e is r e a ch e d b y t h e a g e n t ’ s p r e s s in g t h e A U X - W ORK b u t t o n o r
d ia lin g t h e p r o p e r a cce s s co d e a t h is o r h e r v o ice t e r m in a l. Th e s t a t e ca n a ls o b e r e a ch e d b y t h e
a g e n t ’ s g o in g o ff h o o k t o m a k e o r a n s w e r a n e xt e n s io n ca ll w h ile in A VA IL , a nd b y t h e a g e n t ’ s
p la cin g a n o u t g o in g ca ll .

A v e r a g e A b a n d o n T i m e
A r e p o r t it e m co v e r in g o n e o r m o r e s p lit s in d ica t in g t h e a v e r a g e n u m b e r o f s e co n d s ca ll e r s w h o
h u n g u p b e fo r e r e ce iv in g a n s w e r s w a it e d b e fo r e d o in g s o .

A v e r a g e A C D T a l k T i m e
A r e p o r t it e m a v e r a g in g t h e n u m b e r o f s e co n d s A C D ca ll s in o n e o r m o r e s p lit s la s t e d fr o m t h e
t im e a n a g e n t co n n e ct s t o t h e ca ll t o t h e e n d o f t h e ca ll .

A v e r a g e A f t e r C a l l W o r k
A r e p o r t it e m g iv in g t h e a v e r a g e n u m b e r o f s e co n d s a n a ft e r - ca ll w o r k s e ss io n la s t e d in o n e o r
m o r e s p lit s o v e r s o m e a m o u n t o f t im e .

A v e r a g e H o l d T i m e ( I n c o m i n g / O u t g o i n g )
A r e p o r t it e m a v e r a g in g t h e t r u n k o ccu p a n cy p e r ca ll . A ll ca lls s e iz in g t h e t r u n k ar e a v e r a g e d ,
w h e t h e r t h e y co n n e ct t o a n a g e n t o r n o t . In o t h e r w o r d s , ca ll s t h a t a b an d o n h a v e a ‘ ‘ h o ld
t im e ’ ’ ju s t a s ca ll s t h a t co n n e ct t o a n a g e n t d o . Q u e u e t im e is co n s id e r e d p ar t o f h o ld t im e .

A v e r a g e O u t g o i n g T a l k T i m e
A r e p o r t it e m g iv in g t h e a v e r a g e le n g t h in s e co n d s o f e xt e n s io n - o u t ca ll s .

GL-2 Gl o s s a r y



A v e r a g e T a l k T i m e - I n ( A v e r a g e E x t I n T a l k T i m e )
A r e p o r t it e m in d ica t in g t h e a v e r a g e le n g t h o f in co m in g A C D ca ll s fo r s o m e p e r io d .

A v e r a g e T i m e t o A b a n d o n
A r e p o r t it e m t h a t a v e r a g e s t h e n u m b e r o f s e co n d s a b a n d o n in g ca lle r s w a it e d b e fo r e h a n g in g
u p .

A v g . P o s . S t a f f e d
A r e p o r t it e m in d ica t in g t h e a v e r a g e n u m b e r o f e xt e n s io n s w it h a n a g e n t lo g ge d in d u r in g s o m e
p e r io d .

B a c k u p
Th e p r o ce s s o f p r o t e ct in g d a t a b y w r it in g t h e co n t e n t s o f t h e d is k t o a t a p e t ha t ca n b e r e m o v e d
fr o m t h e co m p u t e r e n v ir o n m e n t a n d s t o r e d s a fe ly .

B l o c k i n g
B lo ck in g is u s e d b y t h e fo r e ca s t s y s t e m ju s t a s t r a ffic e n g in e e r s u s e it : t o m o d el s y s t e m
p e r fo r m a n ce b a s e d o n s p e cifie d le v e ls o f a cce s s ib ilit y t o t h e s y s t e m . Th is fe a t u r e is
a d m in is t e r e d o n a t r u n k - g r o u p - b y - t r u n k - g r o u p b a s is . Th is fe a t u r e a ls o a ll o ws y o u ‘ ‘ w h a t if’ ’
m o d e lin g o p t io n s — b y a llo w in g co n ce p t u a l co n t r o l o v e r t h e t r u n k in g ju s t a s ca ll ch a ra ct e r is t ics
a ll o w co n ce p t u a l co n t r o l o v e r a g e n t a ct iv it ie s .

C a l l - B a s e d I t e m
Th e ca t e g o r y o f d a t a b a s e it e m s in C M S t h a t a r e p e g g e d a ft e r t h e e v e n t is co mp le t e . Th e ir
p u r p o s e is t o a ll o w t h e cr e a t io n o f m o r e a ccu r a t e a v e r a g e s a n d p e r ce n t a g es .

C a l l C h a r a c t e r i s t i c s
Scr e e n a n d p r o ce s s t h a t a r e p a r t o f t h e fo r e ca s t in g s y s t e m . Th e y d iv id e t h e fo re ca s t d a y in t o 4 8
h a lf- h o u r in t e r v a ls . Fo r e a ch s p lit , y o u s p e cify y o u r e xp e ct a t io n s o r d e s ir e s fo r q u e ue d e la y
(s im ila r t o A v e r a g e S p e e d o f A n s w e r ), n u m b e r o f t r u n k s , a n d e xp e ct e d W e ig h t ed C a ll Va lu e
(W C V) fo r e a ch in t e r v a l. C a ll ch a r a ct e r is t ics a r e s p e cifie d in d iv id u a ll y fo r e a ch s p lit . W C V is
t h e co m b in e d t o t a l o f A C D t a lk t im e a n d t h e a s s o cia t e d a ft e r - ca ll w o r k .

C a l c u l a t i o n
O n e o f t h e fe a t u r e s o f t h e C M S D a t a D ict io n a r y t h a t g iv e s a n a b b r e v ia t e d n am e t o a fo r m u la
fo r u s e in r e p o r t s .

C a l l s / P o s S t a f f e d
A r e p o r t it e m in d ica t in g t h e a v e r a g e n u m b e r o f ca ll s r e ce iv e d b y a s t a ffe d p o s it io n du r in g s o m e
p e r io d o f t im e . Th e t o t a l A C D ca lls r e ce iv e d b y a s p lit a r e d iv id e d b y t h e ‘ ‘ Av g . P o s . S t a ffe d .’ ’

C a l l P r o f i l e R e p o r t
Sh o w s t h e w a it t im e s o f in co m in g ca ll s h a n d le d a n d a b a n d o n e d in a s p lit d u r in g t he cu r r e n t
h a lf h o u r , u s e d w it h r e a l- t im e r e p o r t s . A ls o u s e d t o d e t e r m in e w h a t a n sw e r in g s p e e d is
r e q u ir e d t o r e d u ce a b a n d o n e d ca lls .

3 B C M S A d m i n i s t r a t i o n GL-3



C C S
C e n t u m (h u n d r e d s o f) C a ll S e co n d s , a n e n g in e e r in g t e r m fo r o ccu p a n cy o f a ch a n ne l (e . g ., a
t r u n k ).

C M S
C a ll M a n a g e m e n t Sy s t e m , s o m e t im e s ca ll e d a n M IS (M a n a g e m e n t In fo r m a t io n S ys t e m ); co ll e ct s
ca ll d a t a o n a s w it ch - r e s id e n t A C D a n d p r o v id e s m a n a g e m e n t r e p o r t in g p lu s s o m e A C D
a d m in is t r a t io n . Re s id e s o n a n a d ju n ct co m p u t e r .

C M S D a t a - E n t r y S c r e e n
A fo r m a t t e d s cr e e n d is p la y a v a ila b le v ia C M S m e n u s t h a t o p e r a t e s in t e r a ct iv e ly t o p r o v id e
co n t r o l o v e r C M S a n d t h e A C D .

C o m m a n d L i n e
A n S LK t h a t a ll o w s y o u t o s ch e d u le a n a ct iv it y a t a la t e r t im e o r o n a r e cu r r in g b as is . A ls o , t h e
t e xt o f t h e u s e r ’ s s p e cifica t io n s fo r t h e s ch e d u le d a ct iv it y .

C o n d i t i o n a l I n t r a f l o w
Se le ct iv e fo r w a r d in g a n d a cce p t a n ce o f ca ll s d e p e n d in g o n t h e co n d it io n s in t h e s e n din g a n d
r e ce iv in g lo ca t io n s . In S y s t e m 8 5 a n d D IM EN S IO N P B X , t h e n u m b e r o f q u e u e d ca ll s a t t h e
s e n d in g a n d / o r r e ce iv in g s p lit s a r e t h e r e le v a n t co n d it io n s .

C u r r e n t I n t e r v a l
Th e cu r r e n t h a lf- h o u r , a p o r t io n o f t h e r e a l- t im e C M S d a t a b a s e . Ev e n t m e s s a g es ca u s e it e m s in
t h is p o r t io n o f t h e d a t a b a s e t o b e a lt e r e d , cr e a t in g a r e a l- t im e p ict u r e o f co n d it io n s in t h e
m e a s u r e d p o r t io n o f t h e A C D .

C u r r e n t D a y
A cu r r e n t d a y fo r e ca s t is g e n e r a t e d e a ch d a y w h e n t h e Fo r e ca s t M a n a g e r e xe cu t e s . W h e n y o u
o r d e r a C u r r e n t D a y r e p o r t , y o u g e t t h e cu r r e n t d a y o u t p u t .

C u s t o m R e p o r t s
Re a l- t im e o r h is t o r ica l r e p o r t s t h a t h a v e b e e n cu s t o m iz e d fr o m s t a n d a r d r ep o r t s o r cr e a t e d fr o m
s cr a t ch .

D a i l y D a t a
D a t a t h a t h a s b e e n co n v e r t e d t o a 1 - d a y s u m m a r y .

D a t a b a s e
A co ll e ct io n o f d a t a a v a ila b le fo r a p a r t icu la r u s e . In IN FO RM IX , a d a t a b a s e is a co ll e ct io n of
file s w h o s e d a t a is a ll a cce s s ib le t o a n e xe cu t in g p r o ce s s .

D a t a b a s e A l l o c a t i o n
A ls o ca ll e d Sh a r e d M e m o r y A ll o ca t io n , t h e n u m b e r s o f s p lit s , a g e n t s , t r u nk s , a n d t r u n k g r o u p s
fo r w h ich s p a ce h a s b e e n s e t a s id e in t h e d a t a b a s e .

GL-4 Gl o s s a r y



D a t a b a s e I t e m
O n e o f t h e ca t e g o r ie s a b o u t w h ich C M S co ll e ct s d a t a ; fo r e xa m p le , A C D C A LL S — th e n u m b e r
o f A C D ca ll s . D a t a b a s e co n t e n t s a r e ch a n g e d , it e m b y it e m , b y t h e m e s sa g e s t h e s w it ch s e n d s
t o t h e C M S .

D C I U
D a t a C o m m u n ica t io n In t e r fa ce U n it , a h a r d w a r e d e v ice o n t h e S y s t e m 8 5 a n d D IM EN S IO N
P B X t h a t s e n d s a n d r e ce iv e s m e s s a g e s t o a n d fr o m o t h e r s w it ch e s o r t o a nd fr o m a p p lica t io n
p r o ce s s o r s .

D e f a u l t P r i n t e r
O n e o f t h e s y s t e m p r in t e r s d e fin e d a s t h e d e fa u lt d e s t in a t io n o f C M S p rin t jo b s .

D e l a y
Th e w a it a ca lle r e xp e r ie n ce s b e fo r e r e ce iv in g a n a n s w e r .

D i a l - R e p e a t i n g
A t y p e o f r o u t in g o f ca ll s t o a P B X e xt e n s io n in w h ich t h e d ig it s a r e p a s s e d fr o m th e C e n t r a l
O ffice t o t h e P B X . D ir e ct In w a r d D ia l ca ll s a r e t y p ica l o f d ia l- r e p e a t in g r o u t in g .

d s a v e
D a t a s a v e , t h e U N IX d ir e ct o r y t h a t co n t a in s C M S h is t o r ica l d a t a .

D N I S
D ia le d N u m b e r Id e n t ifica t io n S e r v ice , a fe a t u r e o f 8 0 0 - n u m b e r s e r v ice t h a t s e n d s t h e d ia le d
d ig it s t o t h e ca ll d e s t in a t io n . C a n b e u s e d w it h d is p la y v o ice t e r m in a ls t o in d ica t e t h e s o u r ce o f
a ca ll t o a n a g e n t .

E d i t M o d e
Th e m o d e o f o p e r a t io n in t h e cu s t o m r e p o r t s s cr e e n p a in t e r in w h ich ch a n g e s ca n b e ma d e t o
t h e cu s t o m r e p o r t .

E v e n t s
Ev e n t s o r ch a n g e s o f s t a t u s m a k e u p t h e b u lk o f t h e m e s s a g e t r a ffic fr o m th e s w it ch t o t h e C M S
a p p lica t io n o n t h e 3 B co m p u t e r . Ev e n t m e s s a g e s ca u s e it e m s in t h e C M S d a t a ba s e t o b e
ch a n g e d .

E v e n t C o u n t s
A fe a t u r e o f t h e A C D / C M S t h a t r e co r d s b u t t o n s t r o k e s b y a g e n t s a n d ca n re p o r t in p r in t e d
r e p o r t s h o w m a n y s t o k e s h a v e o ccu r r e d .

E x c e p t i o n
A n A C D e v e n t w h o s e d a t a t h e C M S t a g s a s v io la t in g s o m e p a r a m e t e r . A m e s sa g e g o e s t o a
t e r m in a l a t t h e t im e o f t h e e v e n t a n d , la t e r , e xce p t io n n o t ifica t io n ca n b e in clu d e d in a p r in t e d
e xce p t io n r e p o r t . Th e C M S u s e r s co n t r o l t h e d e fin it io n o f e xce p t io n s .

3 B C M S A d m i n i s t r a t i o n GL-5



E x c e p t i o n M a n a g e r
Th e C M S p r o ce s s t h a t p o lls t h e r e a l- t im e d a t a b a s e , co m p a r in g it s co n t e n t s to e xce p t io n
co n d it io n s e s t a b lis h e d b y t h e C M S a d m in is t r a t o r . If a v a lid e xce p t io n is fo u n d , t he Exce p t io n
M a n a g e r lo g s t h is fa ct a n d s e n d s n o t ifica t io n t o t h o s e t e r m in a ls a cce s s in g r e al- t im e r e p o r t s .

E x c e p t i o n R e p o r t
D is p la y s o ccu r r e n ce s o f u n u s u a l ca ll - h a n d lin g e v e n t s .

E x t e n s i o n
Th e n u m b e r id e n t ify in g a v o ice t e r m in a l a t t a ch e d t o a s w it ch .

E X T - I N
A g e n t s t a t e o f b e in g o n a n e xt e n s io n - in ca ll .

E x t -I n C a l l s ( N o . o f E x t - I n C a l l s )
A r e p o r t it e m in d ica t in g t h e n u m b e r o f e xt e n s io n - in ca ll s r e ce iv e d o v e r s o m e p e r io d o f t im e .

E x t e n s i o n - I n C a l l
C a ll d ia le d d ir e ct ly t o a n a g e n t p o s it io n — n o t t o t h e s p lit .

E X T - O U T
A n a g e n t s t a t e o f b e in g o n a n e xt e n s io n - o u t ca ll.

F i e l d
Th e s m a ll e s t e le m e n t in a d a t a b a s e . Th e s ch e m a fo r a d a t a b a s e file s p e cifie s t h e in div id u a l
fie ld s t h a t w ill co n t a in d a t a in t h a t file .

F l o w I n
A r e p o r t it e m in d ica t in g t h e p e g co u n t o f ca ll s in t r a flo w e d in t o a s p lit .

F l o w O u t
A r e p o r t it e m in d ica t in g t h e p e g co u n t o f ca ll s in t r a flo w e d o u t o f a s p lit .

F o r e c a s t M a n a g e r
A C M S p r o ce s s t h a t r u n s d a ily t o u p d a t e t h e fo r e ca s t file s w it h n e w h is t o r ica l a n d
a d m in is t r a t io n d a t a .

F o r e c a s t R e p o r t
O n e o f a s e r ie s o f C M S r e p o r t s t h a t co m b in e s u s e r - s p e cifie d p e r fo r m a n ce o b je ct iv e s , h is t o r ica l
d a t a , a n d fo r e ca s t in g a lg o r it h m s t o o u t p u t p r o je ct e d t r a ffic a n d s t a ffin g r e q u ir e m e n t s . C a n b e
o r d e r e d fo r in d iv id u a l s p lit s . C a n a ls o b e u s e d fo r m o d e lin g . In m o d e lin g , y o u v a r y s y s t e m
p a r a m e t e r s a n d u s e fo r e ca s t s t o p r e d ict p o s s ib le r e s u lt s .
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F o r m u l a
A p a r t o f a r e p o r t t h a t co m b in e s t h e b a s ic d a t a b a s e it e m s w it h a r it h m e t ic op e r a t o r s t o p r o d u ce a
ca lcu la t e d o u t p u t it e m in a C M S r e p o r t .

H a l f - H o u r P o r t i o n
O n e p o r t io n o f t h e C M S h is t o r ica l d a t a b a s e t h a t co n t a in s h a lf- h o u r - b y - h a lf- ho u r d a t a fo r u p t o
3-1 d a y s .

H i s t o r i c a l D a t a b a s e
A d is k - r e s id e n t d a t a b a s e t h a t co n t a in s u p t o 3 8 7 d a y s ’ w o r t h o f ca ll d a ta . Th e h is t o r ic d a t a b a s e
co n t a in s h a lf- h o u r a n d d a ily r e co r d s fo r e a ch a g e n t , s p lit , t r u n k g r o u p , a n d t ru n k t h a t is
t r a n s la t e d a s b e in g m e a s u r e d .

H i s t o r i c a l R e p o r t
A m a n a g e m e n t in fo r m a t io n r e p o r t co n t a in in g A C D p e r fo r m a n ce d a t a fo r o n e d a y o r s e v e r a l
d a y s u p t o 3 8 7 d a y s in t h e p a s t . N o r m a ll y o u t p u t t o a s y s t e m p r in t e r . Ca n a ls o b e v ie w e d a t a
t e r m in a l w it h 1 3 2 - co lu m n ca p a cit y .

H L K
H a r d - la b e le d k e y , a s e q u e n ce o f k e y d e p r e s s io n s t h a t p e r fo r m s a ce r t a in t a s k.

I n f l o w T h r e s h o l d
Th e n u m b e r o f q u e u e d ca lls b e lo w w h ich ca ll s w ill b e a cce p t e d in t o t h e d e s t in a t io n s p lit o f a n
in t r a flo w .

I N F O R M I X
Th e r e la t io n a l d a t a b a s e m a n a g e m e n t s y s t e m u s e d t o o r g a n iz e m o s t of C M S’ s d a t a . IN FO RM IX
is a cce s s ib le fr o m t h e U N IX s y s t e m o p t io n o n t h e C M S m a in m e n u .

I N F O R M I X F i l e
F ile t h a t IN FO RM IX cr e a t e s a n d t h a t is p a r t o f a n IN F O RM IX d a t a b a s e .

I n t e r f l o w
F o r w a r d in g o r o u t flo w o f q u e u e d A C D ca ll s t o a d e s t in a t io n o n a r e m o t e P B X.

I n t e r n a l C a l l e r
C a ll e r fr o m a n o t h e r s w it ch e xt e n s io n .

I n t e r v a l B a s e d I t e m s
A ca t e g o r y o f d a t a b a s e it e m s t h a t m a k e s u p t h e m a jo r it y o f it e m s . Th e s e it e m s a r e p e g g e d
w h e n a n e v e n t b e g in s . S e e ca ll - b a s e d it e m s .

I n t r a f l o w
Th e a u t o m a t ic, a d m in is t e r e d flo w o f e xce s s ca ll s fr o m o n e A C D s p lit ’ s q u e u e t o a n e xt e n s io n ,
a n o t h e r s p lit , o r t h e a t t e n d a n t .

3 B C M S A d m i n i s t r a t i o n GL-7



I / O
In p u t / o u t p u t . A ch a r a ct e r is t ic o f s cr e e n s o r fie ld s in s cr e e n s w h e n t h e y b o t h a cce pt u s e r in p u t
a n d d is p la y s y s t e m o u t p u t .

L a b e l
O n e o f t h r e e t y p e s o f a d d it io n s t h e s cr e e n p a in t e r ca n h e lp y o u m a k e t o cu s t om r e p o r t s . Te xt
t h a t w ill b e t h e s a m e in a ll r e p o r t o u t p u t s , u s u a lly id e n t ify in g r e p o r t d a t a.

L i n k
A s u s e d in 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 , t h e p r o t o co l- d e fin e d , e le ct rica l a n d p a ck e t
la y e r s o f t h e P B X - 3 B in t e r fa ce . Su p p o r t s t h e s e s s io n a n d a p p lica t io n la y e r s .

M a x D e l a y
A r e p o r t it e m in d ica t in g t h e lo n g e s t w a it a n y ca ll e r e xp e r ie n ce d b e fo r e a b a n do n in g o r
co n n e ct in g t o a n a g e n t .

M b y t e
M e g a b y t e , o n e m illio n b y t e s .

M e s s a g e
Th e u n it o f co m m u n ica t io n b e t w e e n t h e s w it ch a n d t h e C M S.

M o v e m e n t M o d e
A m o d e o f cu s t o m r e p o r t cr e a t io n a ll o w in g t h e ch a n g in g o f lo ca t io n w it h in t h e re p o r t .

N o n - A C D C a l l s
C a ll s h a n d le d b y A C D a g e n t s t h a t a r e e it h e r d ir e ct - t o - e xt e n s io n o r e xt e n s io n - o u t ca ll s .

N u m b e r i n A f t e r C a l l W o r k
A r e p o r t it e m in d ica t in g t h e n u m b e r o f a g e n t s e n g a g e d in w o r k r e la t in g t o t he p r e v io u s A C D
ca ll .

N u m b e r i n A U X W o r k
A r e p o r t it e m in d ica t in g t h e n u m b e r o f a g e n t s cu r r e n t ly in a u xilia r y w o r k .

N u m b e r o f A b a n d o n e d C a l l s
A r e p o r t it e m t h a t r e p r e s e n t s t h e p e g co u n t o f ca ll s in q u e u e t h a t a b a n d o ne d (t h e ca ll e r h u n g
u p ) b e fo r e r e ce iv in g a n a n s w e r .

N u m b e r o f A C D C a l l s ( A C D C a l l s )
A r e p o r t it e m g iv in g t h e t o t a l n u m b e r o f A C D ca ll s r e ce iv in g a n a n s w e r in o n e o r m o r e q u e u e s
fo r s o m e t im e p e r io d .
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N u m b e r o f A g e n t s A v a i l a b l e
A r e p o r t it e m in d ica t in g t h e n u m b e r o f a g e n t s in o n e o r m o r e s p lit s w h o a r e av a ila b le t o t a k e
n e w A C D ca lls .

N u m b e r o f A g e n t s S t a f f e d
A r e p o r t it e m in d ica t in g t h e cu r r e n t n u m b e r o f lo g g e d - in a g e n t s in o n e o r m o r e sp lit s .

N u m b e r o f A s s i s t C a l l s ( N u m b e r o f A s s i s t s )
A r e p o r t it e m in d ica t in g t h e n u m b e r o f ca ll s in w h ich t h e a g e n t r e q u e s t e d s u pe r v is o r a s s is t a n ce .

N u m b e r o f C a l l s A n s w e r e d
A r e p o r t it e m in d ica t in g t h e n u m b e r o f q u e u e d ca ll s t h a t co n n e ct t o a n a g e n t.

N u m b e r o f C a l l s C a r r i e d
A t r u n k - r e la t e d r e p o r t it e m in d ica t in g t h e t o t a l n u m b e r o f ca ll s t h a t s e iz e t h e t r u n k .

N u m b e r o f C a l l s - A C D
A S p lit - A g e n t C o m p a r is o n r e p o r t it e m in d ica t in g t h e n u m b e r o f A C D ca ll s t o o n e o r m o r e
a g e n t s in s o m e p e r io d o f t im e .

N u m b e r o f C a l l s - O u t
A r e p o r t it e m in d ica t in g t h e n u m b e r o f o u t g o in g ca ll s fr o m o n e o r m o r e e xt e n sio n s d u r in g s o m e
p e r io d o f t im e .

N u m b e r o f C a l l s W a i t i n g
A r e p o r t it e m in d ica t in g t h e n u m b e r o f ca ll s in q u e u e t o a s p lit .

N u m b e r o f F a i l u r e s
A r e p o r t in d ica t o r o f t r u n k fa ilu r e s .

N u m b e r o f O u t g o i n g C a l l s ( N o . o f E x t . O u t C a l l s )
A r e p o r t it e m g iv in g t h e p e g co u n t o f e xt e n s io n - o u t ca ll s b y a g e n t s in o n e o r m o r e s p lit s o v e r
s o m e t im e p e r io d . C a n in clu d e ca ll s t r a n s fe r r e d b y a g e n t s .

N u m b e r o n A C D C a l l s ( N o . o f A g e n t s o n A C D )
A r e p o r t it e m in d ica t in g t h e n u m b e r o f a g e n t s in o n e o r m o r e s p lit s cu r r e n t ly co n n e ct e d t o a n
A C D ca ll .

N u m b e r o n O u t g o i n g C a l l s
A r e p o r t it e m in d ica t in g t h e n u m b e r o f a g e n t s o n e xt e n s io n - o u t ca lls .

O b j e c t C o d e
Th e co m p ile d v e r s io n o f s o u r ce co d e — m a ch in e - r e a d a b le co d e .
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O l d e s t C a l l W a i t i n g
A r e p o r t it e m in d ica t in g t h e t im e in s e co n d s t h e fir s t ca ll in q u e u e h a s b e e n w a it in g .

O u t b o u n d C a l l M a n a g e m e n t ( O C M )
A fe a t u r e t h a t w o r k s w it h t h e A T&T D EF IN ITY C o m m u n ica t io n s S y s t e m s G e n e r ic 1 . O C M is a
t e le m a r k e t in g t o o l t h a t a u t o m a t ica ll y d ia ls s p e cific b u s in e s s o r h o m e t e le p h on e n u m b e r s fo r
a g e n t s , a n d a n a g e n t ca n s im u lt a n e o u s ly v ie w a n a cco u n t , p r o d u ct , o r p r o m o t io n a l in fo r m a t io n .

O u t f l o w T h r e s h o l d
Th e n u m b e r o f ca ll s q u e u e d a b o v e w h ich a d d it io n a l ca ll s t r ig g e r fo r w a r d in g o f ca lls fr o m t h e
q u e u e t o o t h e r lo ca t io n s .

P a c k e t
A n in d e p e n d e n t ly - a d d r e s s e d p a ck a g e o f d a t a t h a t is t h e b a s ic u n it o f t h e lin k b e t w e e n t h e
s w it ch a n d t h e 3 B in a C M S in s t a lla t io n .

P a r a m e t e r
A u s e r o p t io n fo r w h a t a s t a n d a r d o r cu s t o m r e p o r t w ill co v e r . A ls o , ‘ ‘ Re p o r t P ar a m e t e r . ’ ’

P a r a m e t e r i z a t i o n
A n o p t io n in s p e cify in g a d a t a it e m in a cu s t o m r e p o r t t h a t le a v e s t h e ch o ice o f w h a t s p lit s ,
in t e r v a ls , a n d s o fo r t h t h e d a t a w ill co v e r t o t h e p e r s o n o r d e r in g t h e r e p or t .

P e r c e n t A b a n d o n e d
A r e p o r t it e m in d ica t in g t h e t h e p e r ce n t a g e o f q u e u e d ca ll s t h a t a b a n d o n b efo r e co n n e ct in g t o
a n a g e n t .

P e r c e n t A C D T i m e ( % A C D T i m e )
A r e p o r t it e m co v e r in g o n e o r m o r e a g e n t s in d ica t in g t h e p e r ce n t a g e o f s t a ffe d (lo g g e d - in ) t im e
t h e a g e n t o r a g e n t s s p e n d o n A C D ca ll s .

P e r c e n t A n s w e r e d
A r e p o r t it e m in d ica t in g t h e p e r ce n t a g e o f q u e u e d ca lls t h a t r e ce iv e a n a n s w e r .

P e r c e n t A U X W o r k T i m e ( % A U X W o r k )
A r e p o r t it e m in d ica t in g t h e p e r ce n t o f s t a ffe d t im e o n e o r m o r e a g e n t s s p e n d s in a u xilia r y
w o r k .

P e r c e n t o f S t a f f e d T i m e ( o n I n o r O u t C a l l s )
A r e p o r t it e m in d ica t in g t h e p e r ce n t o f h is o r h e r s t a ffe d t im e (t h e t im e t h e a g en t is lo g g e d in )
h e o r s h e is o n in co m in g o r o u t g o in g ca ll s .

P I B
P r o ce s s o r In t e r fa ce B o a r d , a S y s t e m 7 5 d e v ice s im ila r t o t h e D C IU o n t h e S y s t e m 8 5 o r
D IM EN S IO N P B X .
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P r e v i o u s I n t e r v a l
O n e s e g m e n t o f t h e r e a l- t im e d a t a b a s e r e p r e s e n t in g o n e h a lf h o u r . Ea ch h a lf h o u r , t h e co n t e n t s
o f t h e cu r r e n t h a lf h o u r p o r t io n a r e co p ie d t o t h e p r e v io u s h a lf- h o u r p o r tio n .

P r i o r i t y Q u e u e
A s e g m e n t o f a s p lit ’ s q u e u e , fr o m w h ich ca ll s a r e t a k e n fir s t (n o m a t t e r in w h ich o r d e r
r e ce iv e d ) b e fo r e ca lls co n s id e r e d n o n p r io r it y in t h e s a m e q u e u e . Re q u ir e s t h e s plit b e
a d m in is t e r e d w it h p r io r it y q u e u in g .

P r o g r a m
A s ch e d u la b le o b je ct in t h e C M S Sch e d u le S u b s y s t e m . C o n t a in s o n e o r m o r e co m m a nd lin e s .

P u b l i s h e d N u m b e r
Th e n u m b e r o u t s id e ca ll e r s n o r m a ll y u s e t o r e a ch a n A C D s p lit .

Q D N
Q u e u e D ir e ct o r y N u m b e r — a n a s s o cia t e d e xt e n s io n n u m b e r o f a s p lit . Is n o t n or m a ll y d ia le d
t o r e a ch t h e s p lit , b u t ca n b e , u s in g d ir e ct d ia lin g . S y s t e m 8 5 / D IM EN S IO N P B X t er m . S e e
Sp lit Ex t e n s io n .

Q u e u e
A n o r d e r e d lis t o f ca ll s a t t e m p t in g t o r e a ch a n A C D s p lit . Th e ir o r d e r is a r r iv a l o r d e r , a n d t h e y
a r e s e r v e d in o r d e r , u n le s s p r io r it y q u e u in g is in e ffe ct .

R e a d P e r m i s s i o n
A n o p t io n in t h e A d m in is t r a t io n a n d S ch e d u le S u b s y s t e m s t h a t g r a n t s a cce s s to v ie w , b u t n o t
ch a n g e , d a t a w it h in p o r t io n s o f t h e C M S.

R e a l - T i m e D a t a b a s e
A m a in - m e m o r y - r e s id e n t d a t a b a s e co n s is t in g o f cu r r e n t a n d p r e v io u s h a lf- h o u r d a t a o n e a ch
a g e n t , s p lit , t r u n k g r o u p , a n d t r u n k t r a n s la t e d a s C M S- m e a s u r e d . U s e d by r e a l- t im e r e p o r t s .

R e a l - T i m e R e p o r t
A fo r m a t t e d r e p o r t o n a C RT lo g g e d in t o t h e C M S s y s t e m t h a t d is p la y s cu r re n t d a t a a b o u t A C D
a ct iv it y , a n d r e fr e s h e s p e r io d ica lly (3 0 t h r o u g h 3 0 0 s e co n d s ) w it h n e w d a t a .

R e p o r t I t e m
O n e ca t e g o r y o f o u t p u t d a t a in a C M S s t a n d a r d o r cu s t o m r e p o r t . D e fin e d b y o n e d a t a b a s e
it e m , fo r m u la , co n s t a n t , o r ca lcu la t io n .

R e p o r t P a r a m e t e r
Th e s e le ct io n o f w h a t a r e p o r t w ill co v e r (w h ich a g e n t , e t c. ) a n d h o w lo n g a p e r io d it will
co v e r .
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R e l a t i o n a l O p e r a t o r s
C o d e s t a t e m e n t s u s e d in s p e cify in g cr it e r ia in t h e D a t a b a s e It e m W in d o w o f t h e C u s t o m
Re p o r t s s cr e e n p a in t e r . Th e s e s t a t e m e n t s s p e cify d a t a b a s e s e a r ch co n d it io n s u s e d t o e xt r a ct
d a t a fr o m t h e d a t a b a s e .

R e l a t i v e D a y
A n u m b e r t h a t ca n b e u s e d t o o r d e r a Lo n g Te r m Fo r e ca s t . Fo r e xa m p le , in s t e a d o f fo r e ca s t in g
a s p e cific d a t e in t h e fu t u r e , y o u ca n r u n a fo r e ca s t e a ch Fr id a y fo r t h e fo ll o w in g F rid a y . Th e
r e la t iv e d a y is 7 , w h ich is 7 d a y s in t h e fu t u r e . Ea ch Fr id a y y o u r s y s t e m w ill, u s in g s om e o t h e r
in fo r m a t io n y o u s u p p ly , p r e d ict t h e s t a ffin g fo r t h e fo ll o w in g w e e k — in t im e fo r y o u t o r e a ct
t o s t a ffin g r e q u ir e m e n t s . Re la t iv e D a y s a r e s im ila r t o t h e n e g a t iv e n u m b e r u s e d t o o r d e r
h is t o r ica l r e p o r t s in t h e Re p o r t P a r a m e t e r s s cr e e n .

S c r e e n P a i n t e r
Th e in t e r a ct iv e r e p o r t s cr e a t io n a n d e d it in g fe a t u r e o f t h e C u s t o m Re p o r t s S u bs y s t e m .

S e r v i c e L e v e l
A u s e r - s p e cifie d v a lu e t h a t r e p r e s e n t s a s p lit o r s y s t e m g o a l fo r ca lle r d e la y in se co n d s . Th e
t im e in w h ich m a n a g e m e n t w o u ld lik e t o h a v e a ll ca lls a n s w e r e d .

S I P
Sw it ch In t e r fa ce P r o ce s s , t h e r e ce iv in g a n d s e n d in g p o in t in C M S fo r co m m u n ica t io n to a n d
fr o m t h e s w it ch .

S L K
Scr e e n - la b e le d k e y , a k e y n e a r t h e t o p o f a n A T&T t e r m in a l k e y b o a r d w h o s e d e fin it io n is g iv e n
in a co r r e s p o n d in g in v e r s e v id e o b lo ck a t t h e b o t t o m o f t h e s cr e e n . SLK s ch a n g e w it h th e
s cr e e n y o u a r e w o r k in g in .

S o u r c e C o d e
A p r o g r a m m in g - t y p e la n g u a g e t h a t , w h e n co m p ile d a n d e xe cu t e d , p r o d u ce s C MS r e p o r t o u t p u t .
Re s id e s o n U N IX s y s t e m file s in C M S .

S p e c i a l D a y s
C e r t a in k e y b u s in e s s d a y s — s u ch a s p o o r w e a t h e r d a y s , s a le s , h o lid a y s , e t c. , t h a t t h e d a t a b a s e
w ill r e co r d t r a ffic. Th is a ll o w s y o u t o p la n s t a ffin g a r o u n d y o u r b u s in e s s cy cle s . Ea ch CM S
s p lit ca n b e g iv e n u p t o 1 5 s p e cia l d a y s fo r w h ich t h e Fo r e ca s t M a n a g e r p r o ce s s in C M S w ill
r e t a in t h e ca ll- t r a ffic d a t a . Th e n , w it h s o m e p a r a m e t r ic in fo r m a t io n y o u s u p p ly , t he fo r e ca s t
s y s t e m ca n p r e d ict s t a ffin g fo r t h e s e d a y s .

S e r v i c e L e v e l
A t im e s p e cifie d in s e co n d s in w h ich a ll ca ll s s h o u ld b e a n s w e r e d . N o r m a ll y s e t a s an o b je ct iv e
b y m a n a g e m e n t .
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S p l i t
A g r o u p o f e xt e n s io n s s t a ffe d b y a g e n t s t r a in e d t o h a n d le a ce r t a in t y p e o f in co min g p h o n e ca ll.

S p l i t E x t e n s i o n
Sa m e a s a Q D N in S y s t e m 7 5 .

S p l i t n u m b e r
Th e s p lit ’ s id e n t it y t o t h e s w it ch a n d t o C M S .

S t a f f e d
A n a ct iv e A C D p o s it io n . Th e a g e n t h a s lo g g e d in o r p r e s s e d t h e S TA FF ED b u t t o n .

S t a t u s I t e m
A ca t e g o r y o f d a t a b a s e it e m s t h a t r e p o r t t h e cu r r e n t s t a t e o f a t r u nk o r a g e n t .

S y n o n y m s
U s e r - s u p p lie d D ict io n a r y it e m s t h a t cu s t o m iz e t h e n a m e s o f s p lit s a n d t r u n k s fo r r e p o r t o u t p u t .
A ls o ca n r e fe r t o A g e n t N a m e s in t h e D ict io n a r y a n d p o s s ib ly a ls o C a lcu la t io n s (w h ich in a
s e n s e a r e s y n o n y m s fo r fo r m u la s ).

T e r m i n a l
A C a t h o d e Ra y Tu b e (C RT) co n n e ct e d t o a co m p u t e r . A v o ice t e r m in a l is a n o t h e r n a m e fo r a
t e le p h o n e .

T i m e B u s y
A r e p o r t it e m in d ica t in g t h e n u m b e r o f s e co n d s a t r u n k is s e iz e d — m e a n in g o ccu p ie d w it h
q u e u e d o r co n n e ct e d ca ll s .

T i m e i n A U X W o r k
A r e p o r t it e m in d ica t in g t h e t im e o n e o r m o r e a g e n t s s p e n t in a u xilia r y w o r k d ur in g s o m e
p e r io d .

T i m e I t e m
A d a t a b a s e it e m t h a t co n t a in s d u r a t io n d a t a o n A C D e v e n t s — h o w lo n g ce r t a in ev e n t s a r e
la s t in g o r d id la s t .

T i m e M a i n t . B u s y
A r e p o r t it e m in d ica t in g t im e a t r u n k h a s b e e n b u s ie d o u t fo r m a in t e n a n ce p u r p o se s .

T o t a l C C S ( i n c o m i n g , o u t g o i n g )
H u n d r e d o f ca ll s e co n d s — a t r a ffic e n g in e e r in g m e a s u r e m e n t .

T o t a l T i m e ( H o u r s , M i n u t e s ) S t a f f e d
A r e p o r t it e m in d ica t in g t h e t im e o n e o r m o r e a g e n t s w a s lo g g e d in .
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T r a n s l a t i o n s
Ro u t in g in s t r u ct io n s fo r a ca t e g o r y o f ca ll s . In a n A C D , ‘ ‘ t r a n s la t io n s ’ ’ is s om e t im e s u s e d t o
r e fe r t o t h e co n fig u r a t io n o f s p lit s , t r u n k s , a n d e xt e n s io n s , a s a d m in is t e re d a t t h e s w it ch .

T r u n k
C a ll p a t h b e t w e e n a n y t w o s w it ch e s , e it h e r p u b lic o r p r iv a t e .

T r u n k C a l l s
Th e n o r m a l ca t e g o r y o f ca lls t o a n A C D s y s t e m . Th e d ig it s a r e n o t p a s s e d fr o m t h e C e n t r a l
O ffice t o t h e P B X .

T r u n k G r o u p
A g r o u p o f s im ila r ly a d m in is t e r e d t r u n k s ca r r y in g ca ll s t o t h e s w it ch . A n A C D h a s it s o w n
t r u n k g r o u p s , b u t o t h e r t r u n k g r o u p s s u ch a s D ID t r u n k g r o u p s ca n ca r r y A C D ca ll s .

T r u n k G r o u p N u m b e r
Th e t r u n k g r o u p ’ s id e n t it y t o t h e s w it ch a n d t o C M S .

T r u n k S t a t e
A r e p o r t it e m in d ica t in g t h e cu r r e n t co n d it io n o f a t r u n k .

U n c o n d i t i o n a l I n t r a f l o w
In t h is o p t io n o f in t r a flo w , a ll ca lls a r e fo r w a r d e d fr o m t h e s p lit t o s o m e o t h e r de s t in a t io n .
O ft e n u s e d fo r n ig h t s e r v ice .

U N I X S y s t e m
Th e o p e r a t in g s y s t e m o n t h e 3 B co m p u t e r o n w h ich C M S r u n s . A u s e r ca n a cce s s th e s y s t e m
v ia t h e U N IX s y s t e m o p t io n o n t h e C M S m a in m e n u . A n A T&T t r a d e m a r k .

U N I X S y s t e m F i l e
A s t o r a g e a r e a fo r d a t a in t h e U N IX o p e r a t in g s y s t e m . A U N IX s y s t e m file ca n be o p e n e d fr o m
t h e U N IX s y s t e m e n v ir o n m e n t . A n IN F O RM IX file ca n o n ly b e v ie w e d fr o m IN FO RM IX . Se e
IN FO RM IX file .

U n m e a s u r e d F a c i l i t i e s
In t e r n a l t r u n k lin e s ca ll e d IC O M s in a P B X , fo r w h ich C M S ca n k e e p s t a t e in fo r m a tio n , b u t t h e y
d o n o t a r ch iv e t h e d a t a in h is t o r ica l file s .

U n m e a s u r e d T r u n k s
U n m e a s u r e d fa cilit ie s .

U s e r
A p e r s o n lo g g e d in t o t h e C M S a p p lica t io n o n t h e 3 B .
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U s e r I D
L o g in id e n t ifica t io n fo r C M S u s e r s . Th e C M S a d m in is t r a t o r g iv e s s u b o r d in a t e u s er s t h e ir ID s .

W C V
W e ig h t e d C a ll Va lu e .

W e i g h t e d C a l l V a l u e ( W C V )
A r e p o r t it e m , s o m e t im e s ca ll e d ‘ ‘ W o r k Tim e , ’ ’ t h e t im e t o p r o ce s s o n e ca ll in clu din g A C D t a lk
t im e a n d t h e a ft e r - ca ll w o r k a s s o cia t e d w it h t h a t ca ll .

W e i g h t i n g
A t e ch n iq u e t h a t is u s e d in fo r e ca s t in g . M o s t p r o m in e n t ly , t h e ‘ ‘ We ig h t in g C oe fficie n t s ’ ’ s cr e e n
in Fo r e ca s t A d m in is t r a t io n p r o v id e s t h e fa cilit y o f r e la t iv e w e ig h t in g o f t h e p r e v io u s 3 w e e k s ’
d a t a . Th is w e ig h t in g s p e cifica t io n is , in t u r n , u s e d b y t h e fo r e ca s t in g a lg o r it h m s t o b as e
p r e d ict io n s o n r e ce n t t r a ffic h is t o r y in t h e p h o n e s y s t e m . W e ig h t in g is a ls o u s e d t o v a r y , fo r t h e
p u r p o s e s o f a s in g le r e p o r t , p a r a m e t e r s t h a t h a v e b e e n s p e cifie d in t o t he fo r e ca s t in g s y s t e m .

W r i t e P e r m i s s i o n
A n o p t io n in t h e A d m in is t r a t io n a n d S ch e d u le S u b s y s t e m s t h a t a llo w s a n o t h e r u s e r t o ch a n g e
d a t a in a p o r t io n o f t h e C M S. S e e r e a d p e r m is s io n .

% A l l T r u n k s B u s y
A r e p o r t it e m in d ica t in g t h e p e r ce n t a g e o f t im e a t r u n k is o ccu p ie d (co u ld b e w it h q ue u e d o r
co n n e ct e d ca ll s ).

% A n s
A r e p o r t it e m in d ica t in g t h e p e r ce n t a g e o f q u e u e d ca lls t h a t e v e n t u a ll y co n n e ct t o a n a g e n t (1 -
a b a n d o n e d ca ll s ).

% T i m e M a i n t . B u s y
A n h is t o r ica l it e m in d ica t in g t h e p e r ce n t a g e o f t im e a t r u n k h a s b e e n b u s ie d o u t fo r
m a in t e n a n ce .

% W i t h i n S e r v i c e L e v e l
A n h is t o r ica l it e m in d ica t in g t h e p e r ce n t a g e t h a t a ct u a ll y r e ce iv e d a n a n s w e r w it h in t h e s e r v ice
le v e l.
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I n d e x

3 B C M S D e s cr ip t io n 1-1
3 B C M S D e s cr ip t io n

3 B C M S G r a p h ics P a ck a g e 1-3
3 B C M S Ve ct o r in g Fe a t u r e 1-2
Im p o r t a n t Te r m s 1-3
Sin g le a n d M u lt ip le A C D s 1-2

3 B C M S G r a p h ics P a ck a g e 1-3
3 B C M S M a in a n d Su b s y s t e m M e n u s / Scr e e n

O r g a n iz a t io n 1-14
3 B C M S Ve ct o r in g Fe a t u r e 1-2
4 4 2 5 Te r m in a l 12-31
6 0 5 B C T 12-32
6 1 0 B C T 12-33
6 1 5 C o lo r M T 12-35
6 1 5 M T 12-34
6 2 0 M TG 12-36
6-5 0 0 D is p la y Te r m in a ls B-1
6-5 0 0 D is p la y Te r m in a ls

G e n e r a l In fo r m a t io n B-1
H o w t o L o g In t o t h e 3 B C M S B-7
O p t io n Se t t in g s B-1
Re co m m e n d e d D is p la y Se t t in g s fo r t h e 6 5 0 0 D is p la y

Te r m in a ls B-2
Scr e e n - La b e le d K e y s / P r o g r a m m a b le Fu n ct io n K e y s -

B-13
7 0 5 M T Te r m in a l O p t io n s 12-37
7 0 5 M T Te r m in a l O p t io n s

C o m m u n ica t io n s O p t io n s W in d o w 12-38
D is p la y O p t io n s W in d o w 12-39
G e n e r a l O p t io n s W in d o w 12-38
K e y b o a r d O p t io n s W in d o w 12-39
P r in t e r O p t io n s W in d o w 12-40
U s e r P r e fe r e n ce s W in d o w 12-37

A

AB AN D O N ED 3-34, C-52
Ab a n d o n e d C a ll Se a r ch C-18

Ab a n d o n e d C a ll GL-1
Ab a n d o n e d C a lls C-18
Ab a n d o n e d C a lls

Ab a n d o n e d C a ll Se a r ch C-18
AC D C-1, GL-1, C-50
AC D A d m in is t r a t io n 1-2
AC D B a s ics

Ab a n d o n e d C a lls C-18
An n o u n ce m e n t s a n d O t h e r Tr e a t m e n t fo r C a ll s in a Sp lit

Q u e u e C-13
An s w e r Su p e r v is io n o n C a ll s t o a Sp lit C-17
As s ig n in g 3 B C M S M e a s u r e m e n t o f t h e AC D C-47
C a ll P r o ce s s in g t o a Sp lit C-7
D ID C-2
H o w A ge n t s H a n d le C a lls C-30
H o w C M S St o r e s a n d Re p o r t s A C D D a t a C-56
H o w C a ll s A r e D is t r ib u t e d t o a n Ag e n t in a Sp lit C-28
In t r a flo w a n d In t e r flo w C-19
Sp lit Q u e u e s C-10
Sp lit Su p e r v is o r Vo ice Te r m in a l B u t t o n s C-44
Sw it ch - t o - 3 B C M S C o m m u n ica t io n C-48
W h a t C M S M e a s u r e s C-50
W h a t a Sw it ch D o e s C-1
W h a t t h e A C D D o e s C-5

AC D / C M S P a r a m e t e r s 1-5
AC D / C M S P a r a m e t e r s

M e a s u r e d a n d U n m e a s u r e d Tr u n k s 1-7
AC W GL-1, C-50
AC W b u t t o n C-35
AC W - IN C-50
AC W - O U T C-50
AD D 1-17
Ad d in g a C a lcu la t io n 5-21
Ad d in g a C o m m a n d Lin e t o a n Ex is t in g P r o g r a m 7-10
Ad d in g a C o m m a n d Lin e t o a n Ex it in g P r o g r a m 7-10
Ad d in g a C o n s t a n t 5-26
Ad d in g a N e w Ag e n t Lo gin ID 5-7
Ad d in g a N e w P r o g r a m t o t h e Sch e d u le 7-17, 7-17
Ad d in g a N e w U s e r 10-6, 10-6
Ad d in g a Sp e cia l D a y 8-8, 8-8
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Ad d in g a Sp lit Sy n o n y m 5-31
Ad d in g a Tr u n k G r o u p Sy n o n y m 5-34
Ad d in g a n Exist in g b u t U n s ch e d u le d P r o g r a m t o t h e

Sch e d u le 7-19, 7-19
Ad d in g F o r e ca s t C a ll C h a r a ct e r is t ics 8-12
Ad d in g o r C h a n gin g Fo r e ca s t C a ll C h a r a ct e r is t ics 8-12
Ad d in g o r D e le t in g Ext e n s io n s t o o r Fr o m a G r o u p 5-17
Ad m in is t e r in g a N e w P r in t e r 12-27
Ad m in is t e r in g a N e w Te r m in a l 12-30
Ad m in is t e r in g a N e w Te r m in a l

H o w t o Ad m in is t e r a N e w Te r m in a l 12-40
Te r m in a l O p t io n s 12-30

Ad m in is t e r in g C M S U s e r s 2-15
Ad m in is t e r in g t h e Er r o r Lo g 11-26
Ad m in is t e r in g t h e Fo r e ca s t M a n a g e r 11-30
Ad m in is t e r in g t h e N u m b e r o f M e a s u r e d Sp lit s 11-34
Ad m in is t r a t io n

Ad d in g a N e w U s e r 10-6
C h a n g in g Sp lit Acce s s P e r m is s io n s 10-10
C h a n g in g Tr u n k G r o u p P e r m is s io n s 10-13
C h a n g in g U s e r P e r m is s io n s o r D a t a 10-7
D e le t in g U s e r P a s s w o r d s 10-7
G e n e r a l In fo r m a t io n 10-1

Ad m in is t r a t io n M e n u 10-2
Ad m in is t r a t io n

Se a r ch in g fo r U s e r Sp lit Acce s s P e r m is s io n s 10-11
Se a r ch in g fo r U s e r Tr u n k G r o u p Acce s s P e r m is s io n s -

10-14
Sp lit A cce s s 10-8, 10-8

Ad m in is t r a t io n (Sp lit s / Ag e n t s ) 9-4
Ad m in is t r a t io n

Sy s t e m Acce s s 10-3, 10-3
Tr u n k G r o u p A cce s s 10-12, 10-12
Vie w in g U s e r Acce s s P e r m is s io n s 10-6

Aft e r t h e In it ia l C o n t a ct 1-35
Aft e r - C a ll - W o r k b u t t o n C-35
Ag e n t GL-1
Ag e n t Ev e n t C o u n t Re p o r t 4-28
Ag e n t Ev e n t C o u n t 4-28
Ag e n t G r o u p s 5-10, 5-10
Ag e n t G r o u p s

C h a n g in g a G r o u p N a m e 5-14
C h a n g in g a n A ge n t G r o u p b y A d d in g a n d / o r D e le t in g

M e m b e r s 5-13
C r e a t in g a G r o u p 5-11
Scr e e n D e s cr ip t io n 5-10

Ag e n t L o g in ID GL-1
Ag e n t L o g in a n d Lo g o u t P r o ce d u r e s (G e n e r ic 1 / Sy s t e m

7 5 ) 2-18
Ag e n t L o g in a n d Lo g o u t P r o ce d u r e s (G e n e r ic 2 / Sy s t e m

8 5 / D IM EN SIO N P B X ) 2-17
Ag e n t P o s it io n GL-1
Ag e n t P o s it io n s Re q u ir e d Re p o r t D e s cr ip t io n 8-47
Ag e n t P o s it io n s Re q u ir e d Re p o r t 8-44

Ag e n t P o s it io n s Re q u ir e d 8-2, 8-44
Ag e n t P o s it io n s Re q u ir e d

Ag e n t P o s it io n s Re q u ir e d Re p o r t D e s cr ip t io n 8-47
O r d e r in g a n A g e n t - P o s it io n s - Re q u ir e d F o r e ca s t 8-45
Scr e e n D e s cr ip t io n 8-44

Ag e n t Re p o r t 4-23
Ag e n t St a t e GL-1
Ag e n t St a t e s

AC D C-50
AC W C-50
AC W - IN C-50
AC W - O U T C-50
AU X C-50
AU X - IN C-51
AU X - O U T C-51
AVA IL C-50
IN IT C-51
RIN G C-51
U N ST AF C-51

Ag e n t Tr a ce Re p o r t GL-1, 1-4
Ag e n t Tr a ce 6-24
Ag e n t Tr a ce

D e le t in g A g e n t Re co r d s Fr o m D is k 6-26
O r d e r in g a n A g e n t Tr a ce Re p o r t 6-27
Scr e e n D e s cr ip t io n 6-24
Se a r ch in g fo r A ge n t Tr a ce Re co r d s 6-28
St a r t in g a n A g e n t Tr a ce 6-25
St o p p in g a n A g e n t Tr a ce 6-26

Ag e n t / Sp lit C o m p a r is o n (P r e v io u s H a lf H o u r ) Re p o r t 3-24
Ag e n t / Sp lit C o m p a r is o n 3-24
Al g o r it h m GL-2
Al g o r it h m fo r B u s y - H o u r C C S (Tr u n k En g in e e r in g

Re p o r t ) 8-57
Al g o r it h m fo r For e ca s t C a ll s C a r r ie d (Lon g Te r m , C u r r e n t

D a y , a n d In t r a d a y ) 8-54
Al g o r it h m fo r For e ca s t C a ll s C a r r ie d (Sp e cia l D a y s ) 8-55
Al g o r it h m fo r N u m b e r o f P o s it io n s Re q u ir e d 8-56
Al g o r it h m fo r N u m b e r o f Tr u n k s Re q u ir e d (Tr u n k

En g in e e r in g Re p o r t ) 8-58
Al g o r it h m fo r P e r ce n t AC D Tim e 8-57
Al g o r it h m s 8-53, 8-54, 8-55, 8-56, 8-57, 8-57, 8-58
Al g o r it h m s fo r F o r e ca s t Re p o r t It e m s 8-53
Al g o r it h m s fo r F o r e ca s t Re p o r t It e m s

Al g o r it h m fo r B u s y - H o u r C C S (Tr u n k En g in e e r in g
Re p o r t ) 8-57

Al g o r it h m fo r For e ca s t C a ll s C a r r ie d (Lon g Te r m ,
C u r r e n t D a y , a n d In t r a d a y ) 8-54

Al g o r it h m fo r For e ca s t C a ll s C a r r ie d (Sp e cia l D a y s ) -
8-55

Al g o r it h m fo r N u m b e r o f P o s it io n s Re q u ir e d 8-56
Al g o r it h m fo r N u m b e r o f Tr u n k s Re q u ir e d (Tr u n k

En g in e e r in g Re p o r t ) 8-58
Al g o r it h m fo r P e r ce n t AC D Tim e 8-57

An a lo g C o n n e ct io n U s in g a D A TA P H O N E II A u t o m a t ic
C a ll e r B-10
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An n o u n ce m e n t s a n d O t h e r Tr e a t m e n t fo r C a ll s in a Sp lit
Q u e u e C-13

An n o u n ce m e n t s a n d O t h e r Tr e a t m e n t fo r C a ll s in a Sp lit
Q u e u e

G e n e r ic 2 / Sy s t e m 8 5 / D IM EN SIO N P B X A n n o u n ce m e n t
Q u e u in g C-14

G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 A n n o u n ce m e n t
Q u e u in g C-14

An s w e r Su p e r v is io n o n C a ll s t o a Sp lit C-17
An s w e r s u p e r v is io n C-17
Ap p e n d M o d e 7-6, 7-6
Ap p e n d ix A : Th e U N IX Sy s t e m Visu a l Ed it o r (v i) A-1
Ap p e n d ix A : Th e U N IX Sy s t e m Visu a l Ed it o r (v i)

Ed it in g a n d C o n t r o l C o m m a n d s fo r v i A-1
Ar ch iv e P a r a m e t e r s 11-13, 11-13, GL-2
Ar ch iv e P a r a m e t e r s

C h a n g in g a File - Sa v e P e r io d 11-16
Scr e e n D e s cr ip t io n 11-15

Ar ch iv e P a r a m e t e r s , s e t t in g 11-13
AS A GL-2
As s ig n in g 3 B C M S M e a s u r e m e n t o f t h e AC D C-47
As s ig n in g 3 B C M S M e a s u r e m e n t o f t h e AC D

C M S M e a s u r e m e n t o f t h e G e n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X AC D C-47

C M S M e a s u r e m e n t o f t h e G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m
7 5 A C D C-47

As s is t b u t t o n C-37
As s o cia t e d Ext e n s io n GL-2
As t e r is k s o n H is t o r ica l Re p o r t s 4-14
a t t e n d a n t q u e u e C-3
Au d io Tr o u b le B u t t o n C-37
Au t o m a t ic- In C-34
a u t o m a t ic- in C-11, C-3, C-7
Au t o m a t ic- In P r o ce s s in g o f C a lls t o a Sp lit C-7
Au t o m a t ic- In P r o ce s s in g C-3
Au t o m a t ic- In Ro u t in g GL-2
AU X GL-2, C-50
AU X W O RK b u t t o n C-50
Au xilia r y W o r k a n d A ft e r - C a ll - W o r k C-35
AU X - IN C-51
AU X - O U T C-51
AU X - W O RK C-33
AU X - W O RK b u t t o n C-35
AVA IL C-50
Av e r a g e A b a n d o n Tim e GL-2
Av e r a g e A C D Ta lk Tim e GL-2
Av e r a g e A ft e r C a ll W o r k GL-2
Av e r a g e A n s w e r D e la y 8-3
Av e r a g e A n s w e r D e la y , Fo r e ca s t 8-3
Av e r a g e H o ld Tim e (In co m in g / O u t g o in g ) GL-2
Av e r a g e O u t g o in g Ta lk Tim e GL-2
Av e r a g e Ta lk Tim e - In (Av e r a g e Ext In Ta lk Tim e ) GL-3
Av e r a g e Tim e t o A b a n d o n GL-3
Av g . P o s . St a ffe d GL-3

B

B a ck in g U p D a t a 11-4
B a ck in g U p t h e F ile Sy s t e m s Fr o m t h e U N IX Sy s t e m

En v ir o n m e n t 12-7
B a ck in g U p t h e F ile Sy s t e m s Fr o m t h e U N IX Sy s t e m
En v ir o n m e n t

H ig h - Sp e e d B a ck u p 12-14
B a ck u p GL-3
B lo ck in g GL-3

C

C a lcu la t io n GL-3
C a lcu la t io n s 4-13, 5-19, 5-19, 3-5
C a lcu la t io n s

Ad d in g a C a lcu la t io n 5-21
C h a n g in g a C a lcu la t io n 5-23
C r e a t in g a N e w C a lcu la t io n b y M o d ify in g a n Exist in g

O n e 5-22
D e le t in g a C a lcu la t io n 5-24
Rin g - St a t e 3-44
Scr e e n D e s cr ip t io n 5-19

C a ll A n s w e r in g M o d e s C-33
C a ll A n s w e r in g M o d e s

Rin g in g Ve r s u s Zip To n e o n In co m in g C a ll s C-34
C a ll A p p e a r a n ce B u t t o n C-36
C a ll C e n t e r H e lp lin e N u m b e r 1-34
C a ll C h a r a ct e r is t ics A d m in is t r a t io n 8-10, 8-10
C a ll C h a r a ct e r is t ics A d m in is t r a t io n

Ad d in g o r C h a n gin g Fo r e ca s t C a ll C h a r a ct e r is t ics 8-12
Scr e e n D e s cr ip t io n 8-10

C a ll C h a r a ct e r is t ics 8-3, GL-3
C a ll C h a r a ct e r is t ics

Av e r a g e A n s w e r D e la y 8-3
N u m b e r o f A s s ign e d Tr u n k s 8-3
W e ig h t e d C a ll Va lu e 8-3

C a ll D a t a File s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce E-22
C a ll D a t a File s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce

H is t o r ica l D a t a b a s e E-31
Re a l- Tim e D a t a b a s e E-23

C a ll D is t r ib u t io n M e t h o d s C-29
C a ll P ick u p C-54
C a ll P r o ce s s in g t o a Sp lit C-7
C a ll P r o ce s s in g t o a Sp lit

Au t o m a t ic- In P r o ce s s in g o f C a lls t o a Sp lit C-7
D ID P r o ce s s in g o f C a ll s t o a Sp lit C-8

C a ll P r o file P a r a m e t e r s 6-20
C a ll P r o file P a r a m e t e r s

C h a n g in g t h e C a ll P r o file In t e r v a l 6-22
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C h a n g in g t h e Se r v ice Lev e l 6-23
Scr e e n D e s cr ip t io n 6-21

C a ll P r o file Re p o r t 3-29, 1-4
C a ll P r o file 3-29
C a ll - B a s e d It e m GL-3
C a ll - B a s e d Ve r s u s In t e r v a l- B a s e d It e m s 4-14
C a ll s / P o s St a ffe d GL-3
C A S C-3
C C S GL-4
C H A N G E 1-17
C h a n g in g a B lo ck in g P e r ce n t a g e 8-14, 8-14
C h a n g in g a C a lcu la t io n 5-23
C h a n g in g a C o n s t a n t 5-27
C h a n g in g a File - Sa v e P e r io d 11-16
C h a n g in g a G r o u p N a m e 5-14
C h a n g in g a Sp e cia l D a y 8-9, 8-9
C h a n g in g a Sp lit Sy n o n y m 5-32
C h a n g in g a Tr u n k G r o u p Sy n o n y m 5-35
C h a n g in g a n A ge n t G r o u p b y A d d in g a n d / o r D e le t in g

M e m b e r s 5-13
C h a n g in g a n A ge n t N a m e 5-8
C h a n g in g a n Exte n s io n G r o u p N a m e 5-18
C h a n g in g Fo r e ca s t C a ll C h a r a ct e r is t ics 8-12
C h a n g in g Fo r e ca s t W e igh t in g fo r t h e Sy s t e m 8-17, 8-17
C h a n g in g P r o g r a m List O p t io n s 7-22, 7-22
C h a n g in g Se t t in g s 9-12, 9-9
C h a n g in g Sp lit Acce s s P e r m is s io n s 10-10, 10-10
C h a n g in g t h e C a ll P r o file In t e r v a l 6-22
C h a n g in g t h e D a t e o r Tim e 12-20
C h a n g in g t h e D a t e o r Tim e

H o w t o C h a n g e t h e D a t e o r Tim e 12-20
C h a n g in g t h e D a t e 12-20
C h a n g in g t h e D e la y Tim e fo r a n An n o u n ce m e n t 6-19
C h a n g in g t h e In t r a flo w P a r a m e t e r s 6-17
C h a n g in g t h e Se r v ice Lev e l 6-23
C h a n g in g t h e Tim e 12-20
C h a n g in g Tr u n k G r o u p P e r m is s io n s 10-13, 10-13
C h a n g in g U s e r P e r m is s io n s o r D a t a 10-7, 10-7
C h a n g in g Y o u r P a s s w o r d 2-8
C h a n g in g Y o u r P a s s w o r d

En t e r in g Y o u r P a s s w o r d t h e Fir s t Tim e 2-8
C h e ck in g Se s s io n St a t u s 11-35
C ir cu la r H u n t in g C-29
C M S GL-4
C M S A ge n t Lo gin ID / Ex t e n s io n W o r k s h e e t 2-12
C M S C a lcu la t io n s a n d F o r m u la s E-45
C M S D a t a b a s e It e m s E-1
C M S D a t a - En t r y Scr e e n GL-4
C M S D ir e ct o r y N a m e s 12-2
C M S H e lp K e y s fo r O n - L in e D o cu m e n t a t io n 1-19
C M S M e a s u r e m e n t o f t h e G e n e r ic 2 / Sy s t e m

8 5 / D IM EN SIO N P B X AC D C-47
C M S M e a s u r e m e n t o f t h e G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5

AC D C-47

C M S P e r fo r m a n ce G u id e lin e s 1-23
C M S Sp lit Su p e r v is o r Log in ID s / A cce s s

P e r m is s io n s / P r in t e r W o r k s h e e t 2-11
C M S U s e r H a r d w a r e 1-10
C M S U s e r H a r d w a r e

C o n s o le Te r m in a l 1-11
P r in t e r s 1-12
Te r m in a ls 1-10

C O M M A N D LI N E 1-17
C o m m a n d Lin e GL-4
C o m m u n ica t io n B e t w e e n t h e Sw it ch a n d t h e 3 B 4-14
C o m m u n ica t io n s O p t io n s W in d o w 12-38
C O M P L ETED D-19, E-21
C o n d it io n a l In t r a flo w GL-4
C o n fe r e n ce B u t t o n C-37
C o n fig u r a t io n

Ag e n t Tr a ce 6-24
C a ll P r o file P a r a m e t e r s 6-20
G e n e r a l In fo r m a t io n 6-1

C o n fig u r a t io n M e n u 6-1
C o n fig u r a t io n

Sp lit Exte n s io n As s ig n m e n t s 6-2
Sp lit P a r a m e t e r s 6-13
Tr u n k G r o u p A s s ig n m e n t s 6-8

C o n fig u r in g Sp lit s 2-14
C O N N 3-33, C-52
C o n n e ct in g t h e 3 B a n d t h e Sw it ch 11-36
C o n s o le Te r m in a l 1-11
C o n s t a n t s 5-25, 5-25
C o n s t a n t s

Ad d in g a C o n s t a n t 5-26
C h a n g in g a C o n s t a n t 5-27
D e le t in g a C o n s t a n t 5-27
Scr e e n D e s cr ip t io n 5-25

C r e a t e M o d e 7-4, 7-4
C r e a t in g a G r o u p 5-11
C r e a t in g a N e w C a lcu la t io n b y M o d ify in g a n Exist in g

O n e 5-22
C r e a t in g a N e w P r o g r a m 7-8, 7-8
C r e a t in g a n Ext e n s io n G r o u p 5-16
C r e a t in g o r C h a n g in g Ex ce p t io n Se t t in gs 9-12, 9-9
C r e a t in g Se t t in gs 9-12, 9-9
C r it e r ia St a t e m e n t Va lu e s fo r C M S St a t e N a m e s E-50
C u r r e n t D a y Fo r e ca s t Re p o r t D e s cr ip t io n 8-34
C u r r e n t D a y Re p o r t 8-32, 8-32
C u r r e n t D a y Re p o r t

C u r r e n t D a y Fo r e ca s t Re p o r t D e s cr ip t io n 8-34
O r d e r in g a C u r r e n t D a y F o r e ca s t Re p o r t 8-33
Scr e e n D e s cr ip t io n 8-32

C u r r e n t D a y 8-1, GL-4
C u r r e n t In t e r v a l 1-3, GL-4
C u s t o m D a ily Tr u n k Re p o r t D-7
C u s t o m H is t o r ica l Re p o r t s D-7
C u s t o m H is t o r ica l Re p o r t s

C u s t o m D a ily Tr u n k Re p o r t D-7
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C u s t o m Tr u n k G r o u p Re p o r t D-14
C u s t o m Tr u n k G r o u p Su m m a r y D-11
D a t a b a s e It e m s D-19
O r d e r in g a n O C M H is t o r ica l Re p o r t D-18

C u s t o m Re p o r t s 1-4, GL-4
C u s t o m Tr u n k G r o u p Re p o r t D-14
C u s t o m Tr u n k G r o u p Su m m a r y D-11

D

D a ily C a ll P r o file Re p o r t 1-4, 4-54
D a ily C a ll P r o file 4-54
D a ily D a t a A r ch iv e 11-17, 11-17
D a ily D a t a A r ch iv e

Ex e cu t in g D a ily D a t a A r ch iv e N o w 11-20
Sch e d u lin g D a ily D a t a Ar ch iv e 11-19
Scr e e n D e s cr ip t io n 11-18

D a ily D a t a 1-3, GL-4
D a ily Log in a n d Lo g o u t Re p o r t 4-52
D a ily Log in a n d Lo g o u t 4-52
D a ily Re p o r t P a r a m e t e r s Scr e e n 4-4
D a ily Tr u n k G r o u p 4-31
D a ily Tr u n k Re p o r t 4-56
D a ily Tr u n k 4-56
D a t a B a ck u p 11-2
D a t a B a ck u p

B a ck in g U p D a t a 11-4
Scr e e n D e s cr ip t io n 11-3

D a t a B a ck u p 11-2
D a t a Re s t o r e 11-7, 11-7
D a t a Re s t o r e

Re s t o r in g D a t a 11-8
Scr e e n D e s cr ip t io n 11-7

D a t a b a s e GL-4
D a t a b a s e A ll o ca t io n GL-4
D a t a b a s e It e m 5-28, GL-5
D a t a b a s e It e m s F o r O u t b o u n d C a ll M a n a g e m e n t E-21
D a t a b a s e It e m s D-19, 5-28
D a t a b a s e It e m s

Rin g - St a t e 3-43
Scr e e n D e s cr ip t io n 5-28
Se a r ch in g fo r a D a t a b a s e It e m 5-29

D a t a b a s e it e m s 4-13, 3-5
D a t a b a s e Re fe r e n ce

C M S C a lcu la t io n s a n d F o r m u la s E-45
C M S D a t a b a s e It e m s E-1
C a ll D a t a File s a n d D a t a b a s e It e m s C r o s s - Re fe r e n ce -

E-22
C r it e r ia St a t e m e n t Va lu e s fo r C M S St a t e N a m e s E-50
D a t a b a s e It e m s F o r O u t b o u n d C a ll M a n a g e m e n t E-21

D C IU C-49, GL-5

D e fa u lt P r in t e r GL-5
D e fin it io n s o f Sp lit Excep t io n Ev e n t s 9-7
D e fin it io n s o f Tr u n k G r o u p Excep t io n Ev e n t s 9-12
D e la y GL-5
D EL ETE 1-17
D e le t in g a C a lcu la t io n 5-24
D e le t in g a C o n s t a n t 5-27
D e le t in g a Lo g in Id e n t ifica t io n 5-9
D e le t in g a P r o g r a m 7-11, 7-11
D e le t in g a Sch e d u le d P r o g r a m 7-22, 7-22
D e le t in g a Sp e cia l D a y 8-9, 8-9
D e le t in g a Sp lit Sy n o n y m 5-32
D e le t in g a Tr u n k G r o u p Sy n o n y m 5-35
D e le t in g A g e n t Re co r d s Fr o m D is k 6-26
D e le t in g U s e r P a s s w o r d s 10-7, 10-7
D ia l- Re p e a t in g GL-5
D ict io n a r y

Ag e n t G r o u p s 5-10
C a lcu la t io n s 5-19
C o n s t a n t s 5-25
D a t a b a s e It e m s 5-28
Ex t e n s io n G r o u p s 5-15
G e n e r a l In fo r m a t io n 5-1
L o g in Id e n t ifica t io n 5-5

D ict io n a r y M e n u 5-1
D ict io n a r y

P r o ce d u r e s C o m m o n t o Al l D ict io n a r y Scr e e n s 5-2
Sp lit Sy n o n y m s 5-30
Tr u n k G r o u p Sy n o n y m s 5-33

D IC TN A RY A C C ESS 1-18
D ID C-11, C-2, C-8
D ID P r o ce s s in g o f C a ll s t o a Sp lit C-8
D iffe r e n t Re fr e s h Ra t e s fo r D iffe r e n t Te r m in a ls 1-27
D ir e ct H u n t in g C-29
D ir e ct In w a r d D ia l P r o ce s s in g C-2
D is p la y O p t io n s W in d o w 12-39
D N IS GL-5
D o cu m e n t a t io n , 3 B C M S 3
d s a v e GL-5

E

Ed it M o d e GL-5, 7-6, 7-6
Ed it in g a P r o g r a m 7-10, 7-10
Ed it in g a n d C o n t r o l C o m m a n d s fo r v i A-1
Em e r g n cy b u t t o n C-37
En t e r in g Y o u r P a s s w o r d t h e Fir s t Tim e 2-8
Er r o r Log 11-22, 11-22
Er r o r Log

Ad m in is t e r in g t h e Er r o r Lo g 11-26
G e n e r a t in g a Lo g O u t p u t 11-23
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G e t t in g Ex p a n d e d In fo r m a t io n Ab o u t a n Er r o r 11-26
Sa m p le Er r o r Log 11-23
Scr e e n D e s cr ip t io n 11-22

Er r o r M e s s a g e s a n d Er r o r H e lp 1-20
Esca la t io n P r o ce d u r e s 1-34
Ev e n t C o u n t s GL-5
Ev e n t s GL-5
EX C EP T 1-19
EX C EP T SLK 3-8
Ex ce p t io n GL-5
Ex ce p t io n M a n a g e r GL-6
Ex ce p t io n Re p o r t GL-6
Ex ce p t io n Re p o r t s (Sp lit s / A g e n t s ) 9-14
Ex ce p t io n Re p o r t s (Sp lit s / A g e n t s )

O r d e r in g a Sp lit Ex ce p t io n s Re p o r t 9-16
Scr e e n D e s cr ip t io n 9-15
Sp lit Exc e p t io n Re p o r t D e s cr ip t io n 9-17

Ex ce p t io n Re p o r t s (Tr u n k G r o u p s ) 9-19
Ex ce p t io n Re p o r t s (Tr u n k G r o u p s )

Re q u e s t in g a Re p o r t 9-21
Scr e e n D e s cr ip t io n 9-20
Tr u n k G r o u p Ex ce p t io n Re p o r t D e s cr ip t io n 9-23

Ex ce p t io n Re p o r t s 1-4
Ex ce p t io n s

Ad m in is t r a t io n (Sp lit s / Ag e n t s ) 9-4
C h a n g in g Se t t in g s 9-12, 9-9
C r e a t in g Se t t in gs 9-12, 9-9
Ex ce p t io n Re p o r t s (Sp lit s / A g e n t s ) 9-14
Ex ce p t io n Re p o r t s (Tr u n k G r o u p s ) 9-19
G e n e r a l In fo r m a t io n 9-1

Ex ce p t io n s M e n u 9-3
Ex ce p t io n s

Re p o r t s (Sp lit s / Ag e n t s ) 9-14
Sp lit Exc e p t io n s A d m in is t r a t io n 9-4
Sp lit 9-4
Tr u n k G r o u p Ex ce p t io n Re p o r t 9-19
Tr u n k G r o u p Ex ce p t io n s A d m in is t r a t io n 9-10
Tr u n k G r o u p s 9-10

Ex e cu t in g D a ily D a t a A r ch iv e N o w 11-20
EX IT 1-18
EX IT SLK 3-8
EX P A N D M ESSA G E 1-19
Ex t e n s io n GL-6
Ex t e n s io n A s s ign m e n t s 6-2
Ex t e n s io n G r o u p s 5-15, 5-15
Ex t e n s io n G r o u p s

Ad d in g o r D e le t in g Ext e n s io n s t o o r Fr o m a G r o u p 5-17
C h a n g in g a n Exte n s io n G r o u p N a m e 5-18
C r e a t in g a n Ext e n s io n G r o u p 5-16
Scr e e n D e s cr ip t io n 5-15

Ex t e n s io n - In C a ll GL-6
EX T- IN GL-6
Ex t - In C a ll s (N o . o f Ext - In C a ll s ) GL-6
EX T- O U T GL-6

F

F ie ld GL-6
F IEL D H EL P 1-19
F ir s t In t e r v a l 4-5
F lo w In 4-36, GL-6
F lo w O u t 4-36, GL-6
F o r e ca s t 8-3
F o r e ca s t

Ad d in g Fo r e ca s t C a ll C h a r a ct e r is t ics 8-12
Ad d in g a Sp e cia l D a y 8-8
Ag e n t P o s it io n s Re q u ir e d Re p o r t 8-44
Ag e n t P o s it io n s Re q u ir e d 8-2, 8-44
Al g o r it h m s fo r F o r e ca s t Re p o r t It e m s 8-53
Al g o r it h m s 8-53, 8-54, 8-55, 8-56, 8-57, 8-57, 8-58
C a ll C h a r a ct e r is t ics A d m in is t r a t io n 8-10, 8-10
C a ll C h a r a ct e r is t ics 8-3
C h a n g in g Fo r e ca s t C a ll C h a r a ct e r is t ics 8-12
C h a n g in g Fo r e ca s t W e igh t in g fo r t h e Sy s t e m 8-17
C h a n g in g a B lo ck in g P e r ce n t a g e 8-14
C h a n g in g a Sp e cia l D a y 8-9
C u r r e n t D a y Re p o r t 8-32, 8-32
C u r r e n t D a y 8-1
D e le t in g a Sp e cia l D a y 8-9
F o r e ca s t M a n a ge r 8-5
G e n e r a l In fo r m a t io n 8-1
G r o w t h Fa ct o r s 8-4
In t r a d a y Re p o r t 8-26, 8-26
In t r a d a y 8-1
L o n g Te r m Re p o r t 8-18, 8-18

F o r e ca s t M a n a ge r 11-28, 8-5, 8-5, GL-6
F o r e ca s t M a n a ge r

Ad m in is t e r in g t h e Fo r e ca s t M a n a g e r 11-30
Scr e e n D e s cr ip t io n 11-29

F o r e ca s t M e n u 8-6
F o r e ca s t O b je ct iv e s 8-3
F o r e ca s t Re p o r t GL-6
F o r e ca s t Re p o r t s 1-4
F o r e ca s t

Se a r ch in g fo r a B lo ck in g P e r ce n t a g e 8-15
Se a s o n a l Tr e n d B a s e D a t e 8-5
Se a s o n a l Tr e n d in g 8-19
Sp e cia l D a y Fo r e ca s t 8-40
Sp e cia l D a y Re p o r t 8-37, 8-37
Sp e cia l D a y 8-1
Sp e cia l D a y s A d m in is t r a t io n 8-7
Tr u n k En g in e e r in g Re p o r t 8-49, 8-49
Tr u n k En g in e e r in g 8-2
Tr u n k G r o u p B lo ck in g % 8-5
Tr u n k G r o u p B lo ck in g P e r ce n t a g e A d m in is t r a t io n 8-13,

8-13
W e ig h t in g C o e fficie n t Ad m in is t r a t io n 8-16, 8-16
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W e ig h t in g C o e fficie n t s 8-4
F o r m a t o f a St a n d a r d Re a l- Tim e Re p o r t 3-6
F o r m a t o f a St a n d a r d Re a l- Tim e Re p o r t

Re a l- Tim e Re p o r t H e a d e r In fo r m a t io n 3-7
Scr e e n - La b e le d K e y s in Re a l- Tim e Re p o r t s 3-8

F o r m a t t in g Ta p e s (3 B 2 / 3 1 0 o r 3 B 2 / 4 0 0 ) 12-3
F o r m u la GL-7
F o r m u la s 4-13, 3-5
F W RD 3-34, C-52

G

G e n e r a l O p t io n s W in d o w 12-38
G e n e r a t in g a Lo g O u t p u t 11-23
G e n e r a t in g a Sp e cia l D a y Fo r e ca s t 8-40
G e n e r a t in g Re p o r t s 2-13
G e n e r ic 2 o r Sy s t e m 8 5 R2V4 Q u e u e St a t u s D is p la y s fo r

Ag e n t s C-41
G e n e r ic 2 / Sy s t e m 8 5 In co m in g C a ll D is p la y s fo r Ag e n t s -

C-40
G e n e r ic 2 / Sy s t e m 8 5 / D IM EN SIO N P B X A n n o u n ce m e n t

Q u e u in g C-14
G e n e r ic 2 / Sy s t e m 8 5 / D IM EN SIO N P B X In co m in g C a ll

An n o u n ce m e n t s fo r A g e n t s C-40
G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 A n n o u n ce m e n t Q u e u in g -

C-14
G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 A u xilia r y Q u e u e St a t u s

L a m p s C-43
G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 Q u e u e St a t u s

In d ica t io n s C-42
G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 Q u e u e St a t u s In d ica t io n s

G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 A u xilia r y Q u e u e St a t u s
L a m p s C-43

G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 Q u e u e St a t u s La m p s
o n A g e n t Vo ice Te r m in a ls C-42

G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 Q u e u e St a t u s La m p s o n
Ag e n t Vo ice Te r m in a ls C-42

G e t t in g a List o f P r o g r a m s 7-12, 7-12
G e t t in g Ex p a n d e d In fo r m a t io n Ab o u t a n Er r o r 11-26
G e t t in g St a r t e d C h e ck lis t 2-9
G e t t in g St a r t e d C h e ck lis t

C M S A ge n t Lo gin ID / Ex t e n s io n W o r k s h e e t 2-12
C M S Sp lit Su p e r v is o r Log in ID s / A cce s s

P e r m is s io n s / P r in t e r W o r k s h e e t 2-11
G e t t in g St a r t e d

C h a n g in g Y o u r P a s s w o r d 2-8
G e n e r a l In fo r m a t io n 2-1
G e t t in g St a r t e d C h e ck lis t 2-9
H o w t o L o g In t o C M S 2-3
H o w t o Re a d M a il 2-6
P r e - C M S Lo g in In fo r m a t io n W o r k s h e e t 2-2

Tr a in in g A g e n t s o n Vo ice Te r m in a ls 2-17
U s in g C M S 2-13

G lo s s a r y GL-1
G r o u p St a t u s Re p o r t 3-13
G r o u p St a t u s Re p o r t

P r e r e q u is it e In fo r m a t io n 3-13
G r o u p St a t u s 3-13
G r o u p Su m m a r y Re p o r t 4-46
G r o u p Su m m a r y 4-46
G r o w t h Fa ct o r s 8-4
G r o w t h Fa ct o r s , Fo r e ca s t 8-4

H

H a lf- H o u r P o r t io n GL-7
H A RD K EY S 1-20
H EL P K EY S 1-19
H e lp Scr e e n - La b e le d K e y s 1-19
H ig h - Sp e e d B a ck u p 12-14, 12-14
H is t o r ica l D a t a b a s e 1-3, E-31, GL-7
H is t o r ica l Re p o r t GL-7
H is t o r ica l Re p o r t s 1-3
H is t o r ica l Re p o r t s

Ag e n t Ev e n t C o u n t 4-28
D a ily C a ll P r o file 4-54
D a ily Log in a n d Lo g o u t 4-52
D a ily Tr u n k G r o u p 4-31
D a ily Tr u n k 4-56
G r o u p Su m m a r y 4-46
Sp lit Su m m a r y 4-42
Sp lit 4-15
Sy s t e m 4-36
Tr u n k G r o u p Su m m a r y 4-49

H LK GL-7
H O LD 3-34, C-52
H o ld b u t t o n C-38
H o w A ge n t s H a n d le C a lls C-30
H o w A ge n t s H a n d le C a lls

Au xilia r y W o r k a n d A ft e r - C a ll - W o r k C-35
C a ll A n s w e r in g M o d e s C-33
G e n e r ic 2 o r Sy s t e m 8 5 R2V4 Q u e u e St a t u s D is p la y s fo r

Ag e n t s C-41
G e n e r ic 2 / Sy s t e m 8 5 In co m in g C a ll D is p la y s fo r

Ag e n t s C-40
G e n e r ic 2 / Sy s t e m 8 5 / D IM EN SIO N P B X In co m in g C a ll

An n o u n ce m e n t s fo r A g e n t s C-40
G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 Q u e u e St a t u s

In d ica t io n s C-42
O t h e r Vo ice Te r m in a l B u t t o n s U s e d b y Ag e n t s C-36
St a ffin g a n A g e n t Ext e n s io n C-32

H o w C a ll s A r e D is t r ib u t e d t o a n Ag e n t in a Sp lit C-28
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H o w C a ll s A r e D is t r ib u t e d t o a n Ag e n t in a Sp lit
C a ll D is t r ib u t io n M e t h o d s C-29
M u lt ip le Sp lit As s ig n m e n t s fo r Ag e n t s o n G e n e r ic

3 i/ G e n e r ic 1 / Sy s t e m 7 5 C-29
H o w C M S St o r e s a n d Re p o r t s A C D D a t a C-56
H o w In t r a flo w / In t e r flo w A ffe ct A C D D a t a C-54
H o w Sw it ch / C M S C o m m u n ica t io n O ccu r s C-49
H o w t h e C a ll P ick u p Fe a t u r e A ffe ct s D a t a C-54
H o w t h e H O LD , TRA N SFE R, C O N FE R EN C E, a n d RE C A LL

B u t t o n s A ffe ct Ag e n t / Tr u n k D a t a C-53
H o w t o Ad m in is t e r a N e w Te r m in a l 12-40
H o w t o C h a n g e t h e D a t e o r Tim e 12-20
H o w t o L o g In t o C M S 2-3
H o w t o L o g In t o t h e 3 B C M S B-7
H o w t o L o g In t o t h e 3 B C M S

L o g g in g In U s in g a D ir e ct C o n n e ct io n B-7
L o g g in g In U s in g a Re m o t e C o n n e ct io n B-10

H o w t o Re a d M a il 2-6
H o w t o Re a d M a il

H o w t o Re ce iv e F a ilu r e M e s s a g e s O n ly 2-7
H o w t o Re ce iv e F a ilu r e M e s s a g e s O n ly 2-7
H o w t o Sch e d u le a P r o g r a m Via C o m m a n d Lin e 7-23, 7-23
H o w t o U s e t h e C M S M e n u s 1-15
H u n t in g, C ir cu la r C-29
H u n t in g, D ir e ct C-29

I

Id e n t ify in g N e w a n d D e le t e d M a t e r ia l 1
ID LE 3-33, C-52
Im p o r t a n t Te r m s 1-3
In cr e a s in g A g e n t s 12-21
In cr e a s in g Sp lit s 12-21
In cr e a s in g Sp lit s , A g e n t s , Tr u n k s , a n d Tr u n k G r o u p s 12-21
In cr e a s in g Tr u n k G r o u p s 12-21
In cr e a s in g Tr u n k s 12-21
In flo w Th r e s h o ld GL-7
in flo w t h r e s h o ld 6-13
IN FO RMIX GL-7
IN FO RMIX File GL-7
IN IT 3-34, C-51, C-52
In t e r flo w C-19, C-20, C-21, C-23, C-24, C-25, C-54, GL-7
In t e r n a l C a ll e r GL-7
In t e r v a l 3-7
In t e r v a l B a s e d It e m s GL-7
In t r a d a y 8-1
In t r a d a y Fo r e ca s t Re p o r t D e s cr ip t io n 8-29
In t r a d a y Re p o r t 8-26, 8-26
In t r a d a y Re p o r t

In t r a d a y Fo r e ca s t Re p o r t D e s cr ip t io n 8-29
O r d e r in g a n In t r a d a y Fo r e ca s t 8-28

Scr e e n D e s cr ip t io n 8-26
In t r a flo w C-19, C-20, C-21, C-22, C-23, C-24, C-25, C-54,

GL-7
in t r a flo w 6-13
In t r a flo w a n d In t e r flo w fo r G e n e r ic 2 / Sy s t e m

8 5 / D IM EN SIO N P B X C-19
In t r a flo w a n d In t e r flo w fo r G e n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X

Se t t in g U p G e n e r ic 2 / Sy s t e m 8 5 In t r a flo w / In t e r flo w -
C-21

U n co n d it io n a l a n d Th r e s h o ld In t r a flo w / In t e r flo w fo r
G e n e r ic 2 / Sy s t e m 8 5 / D im e n s io n P B X C-20

U s in g 3 B C M S t o Se t U p G e n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X In t r a flo w C-22

In t r a flo w a n d In t e r flo w fo r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m
7 5 C-23

In t r a flo w a n d In t e r flo w fo r G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5
N ig h t Se r v ice o n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 C-26
Se t t in g U p G e n e r ic 3 i, G e n e r ic 1 , a n d Sy s t e m 7 5

In t r a flo w / In t e r flo w C-25
Ty p e s o f In t r a flo w / In t e r flo w o n G e n e r ic 3 i/ G e n e r ic

1 / Sy s t e m 7 5 C-24
In t r a flo w a n d In t e r flo w C-19
In t r a flo w a n d In t e r flo w

In t r a flo w a n d In t e r flo w fo r G e n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X C-19

In t r a flo w a n d In t e r flo w fo r G e n e r ic 3 i/ G e n e r ic
1 / Sy s t e m 7 5 C-23

I/ O GL-8
ISC C-49
ITEM L O O K U P 1-18
It e m ch o ice 4-4, 4-6, 4-7

K

K e y b o a r d O p e r a t io n in t h e U N IX Sy s t e m En v ir o n m e n t -
1-22

K e y b o a r d O p t io n s W in d o w 12-39

L

L a b e l GL-8
L a s t In t e r v a l 4-5
L in k GL-8
L O G O U T 1-18
L o g g in g In U s in g a D ir e ct C o n n e ct io n B-7
L o g g in g In U s in g a Re m o t e C o n n e ct io n B-10
L o g g in g In U s in g a Re m o t e C o n n e ct io n

An a lo g C o n n e ct io n U s in g a D A TA P H O N E II A u t o m a t ic
C a ll e r B-10
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L o g g in g in , h o w t o 2-3
L o g in Id e n t ifica t io n 5-5, 5-5
L o g in Id e n t ifica t io n

Ad d in g a N e w Ag e n t Lo gin ID 5-7
C h a n g in g a n A ge n t N a m e 5-8
D e le t in g a Lo g in Id e n t ifica t io n 5-9
Scr e e n D e s cr ip t io n 5-5
Se a r ch in g fo r a L o g in Id e n t ifica t io n 5-8

L o g o u t b u t t o n C-38
L o n g Te r m Fo r e ca s t Re p o r t D e s cr ip t io n 8-23
L o n g Te r m Re p o r t 8-18, 8-18
L o n g Te r m Re p o r t

L o n g Te r m Fo r e ca s t Re p o r t D e s cr ip t io n 8-23
O r d e r in g a Lo n g Te r m For e ca s t 8-21
Scr e e n D e s cr ip t io n 8-18

M

M a in t a in in g C M S 2-16
M a in t e n a n ce

Ar ch iv e P a r a m e t e r s 11-13, 11-13
D a ily D a t a A r ch iv e 11-17, 11-17
D a t a B a ck u p 11-2
D a t a B a ck u p 11-2
D a t a Re s t o r e 11-7, 11-7
Er r o r Log 11-22, 11-22
F o r e ca s t M a n a ge r 11-28
G e n e r a l In fo r m a t io n 11-1
M e a s u r e d Sp lit s 11-34

M a in t e n a n ce M e n u 11-1
M a in t e n a n ce

Se s s io n St a t u s 11-31
M a n u a l- In C-33
M a x D e la y GL-8
M B U SY 3-34, C-52
M b y t e GL-8
M e a s u r e d a n d U n m e a s u r e d Tr u n k s 1-8
M e a s u r e d Sp lit s 11-34
M e n u s , h o w t o u s e 1-15
M e n u s U s e d t o O r d e r St a n d a r d Re a l- Tim e Re p o r t s 3-1
M e n u s U s e d t o Se le ct St a n d a r d H is t o r ica l Re p o r t s 4-2
M e s s a ge GL-8
M IA C-29
M O RE K EY S 1-18
M o s t Id le A g e n t C-29
M o v e m e n t M o d e GL-8
M o v in g a Tr u n k G r o u p 6-10
M o v in g a Tr u n k G r o u p

Re a s o n s fo r a n U n s u cce s s fu l Tr u n k G r o u p
Re a s s ign m e n t 6-11

M u lt ip le Sp lit As s ig n m e n t s fo r Ag e n t s o n G e n e r ic
3 i/ G e n e r ic 1 / Sy s t e m 7 5 C-29

M u lt ip le Sp lit Q u e u in g
U n m e a s u r e d Tr u n k s fo r 1-7

N

N EX T ITEM 1-18
N EX T M ESSA G E 1-20
N EX T P A G E SLK 3-8
N EX T P A G E 1-18
N ig h t Se r v ice o n G e n e r ic 3 i/ G e n e r ic 1 / Sy s t e m 7 5 C-26
N o n - A C D C a ll s GL-8
N o n p r io r it y q u e u e C-10
N u m b e r in A U X W o r k GL-8
N u m b e r in A ft e r C a ll W o r k GL-8
N u m b e r o f A C D C a ll s (AC D C a lls ) GL-8
N u m b e r o f A b a n d o n e d C a ll s GL-8
N u m b e r o f A g e n t s A v a ila b le GL-9
N u m b e r o f A g e n t s St a ffe d GL-9
N u m b e r o f A s s ign e d Tr u n k s 8-3
N u m b e r o f A s s ign e d Tr u n k s

F o r e ca s t 8-3
N u m b e r o f A s s is t C a ll s (N u m b e r o f A s s is t s ) GL-9
N u m b e r o f C a ll s - A C D GL-9
N u m b e r o f C a ll s - O u t GL-9
N u m b e r o f C a ll s A n s w e r e d GL-9
N u m b e r o f C a ll s C a r r ie d GL-9
N u m b e r o f C a ll s W a it in g GL-9
N u m b e r o f Fa ilu r e s GL-9
N u m b e r o f O u t go in g C a lls (N o . o f Ext . O u t C a ll s ) GL-9
N u m b e r o n A C D C a ll s (N o . o f A ge n t s o n AC D ) GL-9
N u m b e r o n O u t go in g C a ll s GL-9
N u m b e r o f D a y s 4-6

O

O b je ct C o d e GL-9
O C M a n d t h e C M S D-1
O C M

C O M P L ETED D-19, E-21
O C M C ALL S D-19, E-21
O C M C O U N T D-19, E-21
O C M TIM E D-19, E-21

O C M C ALL S D-19, E-21
O C M C O U N T D-19, E-21
O C M TIM E D-19, E-21
O ld e s t C a ll W a it in g GL-10
O p t io n Se t t in g s B-1
O p t io n Se t t in g s

6-5 0 0 D is p la y Te r m in a ls B-1
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O r d e r in g a C u r r e n t D a y F o r e ca s t Re p o r t 8-33
O r d e r in g a D a ily Re p o r t 4-10
O r d e r in g a D ict io n a r y Re p o r t 5-3
O r d e r in g a Lo n g Te r m For e ca s t 8-21
O r d e r in g a Sp lit Ex ce p t io n s Re p o r t 9-16
O r d e r in g a St a n d a r d H is t o r ica l Re p o r t 4-10
O r d e r in g a St a n d a r d H is t o r ica l Re p o r t

O r d e r in g a D a ily Re p o r t 4-10
O r d e r in g a Su m m a r y Re p o r t 4-12
O r d e r in g a W e e k ly o r M o n t h ly Re p o r t 4-11

O r d e r in g a St a n d a r d Re a l- Tim e Re p o r t 3-4
O r d e r in g a Su m m a r y Re p o r t 4-12
O r d e r in g a Tr u n k En g in e e r in g For e ca s t 8-50
O r d e r in g a W e e k ly o r M o n t h ly Re p o r t 4-11
O r d e r in g a n A g e n t Tr a ce Re p o r t 6-27
O r d e r in g a n A g e n t Tr a ce Re p o r t

Sa m p le Ag e n t Tr a ce Re p o r t 6-27
O r d e r in g a n A g e n t - P o s it io n s - Re q u ir e d F o r e ca s t 8-45
O r d e r in g a n In t r a d a y Fo r e ca s t 8-28
O r d e r in g a n O C M H is t o r ica l Re p o r t D-18
O r d e r in g t h e Tr u n k G r o u p Su m m a r y Re p o r t D-6
O r g a n iz a t io n a n d U s e o f Th is D o cu m e n t 1
O t h e r 3 B C M S P u b lica t io n s 3
O t h e r N e ce s s a r y o r U s e fu l P u b lica t io n s 4
O t h e r Vo ice Te r m in a l B u t t o n s U s e d b y Ag e n t s C-36
O u t b o u n d C a ll M a n a g e m e n t (O C M ) GL-10
O u t b o u n d C a ll M a n a g e m e n t (O C M )

C u s t o m H is t o r ica l Re p o r t s D-7
G e n e r a l O C M In fo r m a t io n W it h G e n e r ic 1 D-1
Re a l- Tim e Re p o r t s D-3

O u t flo w Th r e s h o ld GL-10
o u t flo w t h r e s h o ld 6-13

P

P a ck e t GL-10
P A G E 3-7
P a r a m e t e r GL-10
P a r a m e t e r iz a t io n GL-10
P e r ce n t Ab a n d o n e d GL-10
P e r ce n t AC D Tim e (% AC D Tim e ) GL-10
P e r ce n t An s w e r e d GL-10
P e r ce n t AU X W o r k Tim e (% A U X W o r k ) GL-10
P e r ce n t o f St a ffe d Tim e (o n In o r O u t C a ll s ) GL-10
P IB GL-10, C-49
P r e - C M S Lo g in In fo r m a t io n W o r k s h e e t 2-2
P REV ITEM 1-18
P REV M ESSA G E 1-19
P REV P A G E SLK 3-8
P REV P A G E 1-18
P r e v io u s In t e r v a l GL-11, 1-3

P RIN T SC REE N SLK 3-8
P RIN T SC REE N 1-17
P r in t e r O p t io n s W in d o w 12-40
P r in t e r s 1-12
P r in t in g Re p o r t s W h e n a Lin e P r in t e r Is B r o k e n 12-42
P r in t in g Re p o r t s W h e n a Lin e P r in t e r Is B r o k e n

P r o ce d u r e A — H o w t o Re d ir e ct P r in t J o b s 12-42
P r o ce d u r e B — H o w t o C h a n g e t h e D e fa u lt P r in t e r -

12-43
P r io r it y a n d N o n p r io r it y Sp lit Q u e u e s C-10
P r io r it y Q u e u e GL-11
P r io r it y q u e u e C-10
P r o ce d u r e A — H o w t o Re d ir e ct P r in t J o b s 12-42
P r o ce d u r e B — H o w t o C h a n g e t h e D e fa u lt P r in t e r 12-43
P r o ce d u r e s C o m m o n t o Al l D ict io n a r y Scr e e n s 5-2
P r o ce d u r e s C o m m o n t o Al l D ict io n a r y Scr e e n s

O r d e r in g a D ict io n a r y Re p o r t 5-3
Sa m p le D ict io n a r y Re p o r t 5-4
Se a r ch in g fo r It e m s W it h t h e ITEM LO O K U P K e y 5-2
Se a r ch in g fo r It e m s W it h t h e N EX T ITEM a n d P RE V

ITEM K e y s 5-3
P r o ce s s o r O ccu p a n cy 1-24
P r o g r a m GL-11
P r o g r a m Ed it o r 7-1, 7-4, 7-7
P r o g r a m Ed it o r

Ad d in g a C o m m a n d Lin e t o a n Ex is t in g P r o g r a m 7-10
Ap p e n d M o d e 7-6
C r e a t e M o d e 7-4
C r e a t in g a N e w P r o g r a m 7-8
D e le t in g a P r o g r a m 7-11
Ed it M o d e 7-6
Ed it in g a P r o g r a m 7-10
G e t t in g a List o f P r o g r a m s 7-12
Scr e e n D e s cr ip t io n 7-7

P r o g r a m Sch e d u le r 7-1, 7-13, 7-13
P r o g r a m Sch e d u le r

Ad d in g a N e w P r o g r a m t o t h e Sch e d u le 7-17
Ad d in g a n Exist in g b u t U n s ch e d u le d P r o g r a m t o t h e

Sch e d u le 7-19
C h a n g in g P r o g r a m List O p t io n s 7-22
D e le t in g a Sch e d u le d P r o g r a m 7-22
Re s ch e d u lin g a P r o g r a m 7-20
Sch e d u lin g G u id e lin e s 7-13
Scr e e n D e s cr ip t io n 7-14

P u b lica t io n s , 3 B C M S 3
P u b lis h e d N u m b e r GL-11

Q

Q D N GL-11
Q U A D 3-7
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Q u e u e GL-11
q u e u e C-3
Q U EU ED 3-33, C-52
q u e u e s C-12
q u e u e s , s p lit C-10

R

Re a d P e r m is s io n GL-11
Re a l- Tim e D a t a b a s e GL-11, E-23, 1-3
Re a l- Tim e Re p o r t H e a d e r In fo r m a t io n 3-7
Re a l- Tim e Re p o r t GL-11
Re a l- Tim e Re p o r t s D-3
Re a l- Tim e Re p o r t s

Ag e n t / Sp lit C o m p a r is o n 3-24
C a ll P r o file 3-29
G r o u p St a t u s 3-13
O r d e r in g t h e Tr u n k G r o u p Su m m a r y Re p o r t D-6
Rin g - St a t e Re p o r t s 3-42
Rin g - St a t e Sp lit Su m m a r y Re p o r t 3-46
Rin g - St a t e Sy s t e m St a t u s Re p o r t 3-49
Sp lit Ev e n t C o u n t Su m m a r y 3-40
Sp lit P e r fo r m a n ce 3-36
Sp lit St a t u s 3-9
Sp lit Su m m a r y 3-16
Sy s t e m St a t u s 3-20
Tr u n k G r o u p Su m m a r y Re p o r t D-3
Tr u n k G r o u p Su m m a r y 3-33

Re a s o n s fo r a n U n s u cce s s fu l Exte n s io n Re a s s ig n m e n t 6-6
Re a s o n s fo r a n U n s u cce s s fu l Tr u n k G r o u p Re a s s ig n m e n t -

6-11
Re a s s ign in g Exte n s io n s 6-5
Re a s s ign in g Exte n s io n s

Re a s o n s fo r a n U n s u cce s s fu l Exte n s io n Re a s s ig n m e n t -
6-6

Re ca ll b u t t o n C-38
Re co m m e n d e d D is p la y Se t t in g s fo r t h e 6 5 0 0 D is p la y

Te r m in a ls B-2
Re fr e s h Ra t e s fo r Re a l- Tim e Re p o r t s 1-25
Re fr e s h Ra t e s fo r Re a l- Tim e Re p o r t s

D iffe r e n t Re fr e s h Ra t e s fo r D iffe r e n t Te r m in a ls 1-27
Re fr e s h Ra t e s fo r t h e G r o u p St a t u s Re a l- Tim e Re p o r t -

1-29
Re fr e s h Ra t e s o n t h e 3 B 2 5 0 0 , 5 2 2 , 6 0 0 , a n d 1 0 0 0 M o d e l

7 0 C o m p u t e r s 1-26
Re fr e s h Ra t e s o n t h e 3 B 2/ 3 1 0 a n d 3 B 2 / 4 0 0

C o m p u t e r s 1-25
Re fr e s h Ra t e s fo r t h e G r o u p St a t u s Re a l- Tim e Re p o r t 1-29
Re fr e s h Ra t e s fo r t h e G r o u p St a t u s Re a l- Tim e Re p o r t

Aft e r t h e In it ia l C o n t a ct 1-35
W h o t o C o n t a ct 1-34

Re fr e s h Ra t e s o n t h e 3 B 2 5 0 0 , 5 2 2 , 6 0 0 , a n d 1 0 0 0 M o d e l 7 0
C o m p u t e r s 1-26

Re fr e s h Ra t e s o n t h e 3 B 2/ 3 1 0 a n d 3 B 2 / 4 0 0 C o m p u t e r s -
1-25

Re la t io n a l O p e r a t o r s GL-12
Re la t iv e D a y GL-12
Re le a s e b u t t o n C-38
Re m o t e A la r m in g Sy s t e m 1-32
Re m o v in g t h e Scr e e n Fla s h o n H is t o r ica l Re p o r t s 12-26
Re p e a t b u t t o n C-38
RE P O RT 1-17
Re p o r t D e s cr ip t io n s 4-13
Re p o r t D e s t in a t io n Scr e e n 4-7
Re p o r t It e m GL-11
Re p o r t P a r a m e t e r GL-11
Re p o r t P a r a m e t e r s 3-3
RE P O RT P A RAM S SLK 3-8
Re p o r t D a y 4-4, 4-7
Re p o r t - It e m C r o s s - Re fe r e n ce 3-52, 4-60
Re p o r t s (Sp lit s / Ag e n t s ) 9-14
Re q u e s t in g a Re p o r t 9-21
Re s ch e d u lin g a P r o g r a m 7-20, 7-20
Re s t o r in g D a t a 11-8
RE SU M E 1-17, 1-20
RIN G C-51
Rin g St a t e C a lcu la t io n s 3-44
Rin g St a t e D a t a b a s e It e m s 3-43
Rin g St a t e Re p o r t s 3-42
Rin g St a t e Re p o r t s

Sp lit Su m m a r y Re p o r t 3-46
Sy s t e m St a t u s Re p o r t 3-49

Rin g in g Ve r s u s Zip To n e o n In co m in g C a ll s C-34

S

Sa m p le Ag e n t Tr a ce Re p o r t 6-27
Sa m p le D ict io n a r y Re p o r t 5-4
Sa m p le Er r o r Log 11-23
Sch e d u le

Ad d in g a C o m m a n d Lin e t o a n Ex it in g P r o g r a m 7-10
Ad d in g a N e w P r o g r a m t o t h e Sch e d u le 7-17
Ad d in g a n Exist in g b u t U n s ch e d u le d P r o g r a m t o t h e

Sch e d u le 7-19
Ap p e n d M o d e 7-6
C h a n g in g P r o g r a m List O p t io n s 7-22
C r e a t e M o d e 7-4
C r e a t in g a N e w P r o g r a m 7-8
D e le t in g a P r o g r a m 7-11
D e le t in g a Sch e d u le d P r o g r a m 7-22
Ed it M o d e 7-6
Ed it in g a P r o g r a m 7-10
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G e n e r a l In fo r m a t io n 7-1
G e t t in g a List o f P r o g r a m s 7-12
H o w t o Sch e d u le a P r o g r a m Via C o m m a n d Lin e 7-23,

7-23
Sch e d u le M e n u 7-3
Sch e d u le

P r o g r a m Ed it o r 7-4, 7-7
P r o g r a m Sch e d u le r 7-13, 7-13
Re s ch e d u lin g a P r o g r a m 7-20
Sch e d u le r 7-14
Sch e d u lin g G u id e lin e s 7-13

Sch e d u le r 7-14
Sch e d u lin g D a ily D a t a Ar ch iv e 11-19
Sch e d u lin g G u id e lin e s 7-13, 7-13
Scr e e n D e s cr ip t io n 5-10, 8-10, 9-10, 10-12, 8-13, 7-14,

11-15, 5-15, 6-15, 9-15, 8-16, 11-18, 8-18, 5-19, 9-20,
6-21, 11-22, 6-24, 5-25, 8-26, 5-28, 11-29, 11-3, 6-3,
5-30, 11-31, 8-32, 5-33, 8-37, 10-4, 8-44, 8-49, 5-5, 9-5,
11-7, 7-7, 8-7, 10-8, 6-9

SC REE N H EL P 1-19
Scr e e n P a in t e r GL-12
Scr e e n - La b e le d K e y s in Re a l- Tim e Re p o r t s 3-8
Scr e e n - La b e le d K e y s 1-17
Scr e e n - La b e le d K e y s

AD D 1-17
C H A N G E 1-17
C O M M A N D LI N E 1-17
D EL ETE 1-17
D IC TN A RY A C C ESS 1-18
EX C EP T 1-18
EX IT 1-18
EX P A N D M ESSA G E 1-19
F IEL D H EL P 1-19
H A RD K EY S 1-20
H EL P K EY S 1-19
ITEM L O O K U P 1-18
L O G O U T 1-18
M O RE K EY S 1-18
N EX T ITEM 1-18
N EX T M ESSA G E 1-20
N EX T P A G E 1-18
P REV ITEM 1-18
P REV M ESSA G E 1-19
P REV P A G E 1-18
P RIN T SC REE N 1-17
RE P O RT 1-17
RE SU M E 1-17, 1-20
SC REE N H EL P 1-19
SEARC H 1-18
STA RT 1-18
STO P 1-18

Scr e e n - la b e le d k e y s 1-17
Scr e e n - La b e le d K e y s / P r o g r a m m a b le Fu n ct io n K e y s B-13
Scr e e n - La b e le d K e y s / P r o g r a m m a b le Fu n ct io n K e y s

SLK s W it h M A IL a n d P AS SW O RD B-14

SLK s a n d t h e U N IX Sy s t e m B-14
SLK s a n d t h e v i Ed it o r B-14

SEARC H 1-18
Se a r ch in g fo r A ge n t Tr a ce Re co r d s 6-28
Se a r ch in g fo r It e m s W it h t h e ITEM LO O K U P K e y 5-2
Se a r ch in g fo r It e m s W it h t h e N EX T ITEM a n d P RE V ITEM

K e y s 5-3
Se a r ch in g fo r U s e r Sp lit Acce s s P e r m is s io n s 10-11, 10-11
Se a r ch in g fo r U s e r Tr u n k G r o u p Acce s s P e r m is s io n s 10-14,

10-14
Se a r ch in g fo r a B lo ck in g P e r ce n t a g e 8-15, 8-15
Se a r ch in g fo r a D a t a b a s e It e m 5-29
Se a r ch in g fo r a L o g in Id e n t ifica t io n 5-8
Se a r ch in g fo r a Tr u n k G r o u p t o Se e It s Sp lit A s s ig n m e n t -

6-12
Se a r ch in g fo r a n Ext e n s io n A s s ign m e n t 6-7
Se a s o n a l Tr e n d B a s e D a t e 8-5
Se a s o n a l Tr e n d B a s e D a t e , Fo r e ca s t 8-5
Se a s o n a l Tr e n d in g 8-19
Se a s o n a l Tr e n d in g , Fo r e ca s t 8-19
SEIZED 3-33, C-52
Se r v ice In t e r v a l Siz e 6-21
Se r v ice L e v e l GL-12, GL-12, 6-21, 6-23
Se s s io n St a t u s 11-31, 11-35
Se s s io n St a t u s

Ad m in is t e r in g t h e N u m b e r o f M e a s u r e d Sp lit s 11-34
C h e ck in g Se s s io n St a t u s 11-35
C o n n e ct in g t h e 3 B a n d t h e Sw it ch 11-36
Scr e e n D e s cr ip t io n 11-31
Te r m in a t in g t h e 3 B - Sw it ch Lin k 11-37

Se t t in g U p G e n e r ic 2 / Sy s t e m 8 5 In t r a flo w / In t e r flo w C-21
Se t t in g U p G e n e r ic 3 i, G e n e r ic 1 , a n d Sy s t e m 7 5

In t r a flo w / In t e r flo w C-25
Sin g le a n d M u lt ip le A C D s 1-2
Sin g le a n d M u lt ip le A C D s

AC D A d m in is t r a t io n 1-2
SIP GL-12, C-49
Siz e o f Sp lit Q u e u e s C-12
SLK GL-12
SLK s a n d t h e U N IX Sy s t e m B-14
SLK s a n d t h e v i Ed it o r B-14
SLK s W it h M A IL a n d P AS SW O RD B-14
So u r ce C o d e GL-12
Sp e cia l D a y Fo r e ca s t Re p o r t D e s cr ip t io n 8-41
Sp e cia l D a y Fo r e ca s t 8-40
Sp e cia l D a y Re p o r t 8-37, 8-37
Sp e cia l D a y Re p o r t

G e n e r a t in g a Sp e cia l D a y Fo r e ca s t 8-40
Scr e e n D e s cr ip t io n 8-37
Sp e cia l D a y Fo r e ca s t Re p o r t D e s cr ip t io n 8-41

Sp e cia l D a y 8-1
Sp e cia l D a y s A d m in is t r a t io n 8-7
Sp e cia l D a y s A d m in is t r a t io n

Ad d in g a Sp e cia l D a y 8-8
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C h a n g in g a Sp e cia l D a y 8-9
D e le t in g a Sp e cia l D a y 8-9
Scr e e n D e s cr ip t io n 8-7

Sp e cia l D a y s GL-12
Sp lit GL-13, 4-15, 9-4
Sp lit A cce s s 10-8, 10-8
Sp lit A cce s s

C h a n g in g Sp lit Acce s s P e r m is s io n s 10-10
Scr e e n D e s cr ip t io n 10-8
Se a r ch in g fo r U s e r Sp lit Acce s s P e r m is s io n s 10-11

Sp lit Ev e n t C o u n t Re p o r t 4-20
Sp lit Ev e n t C o u n t Su m m a r y Re p o r t 3-40
Sp lit Ev e n t C o u n t Su m m a r y 3-40
Sp lit Exc e p t io n Re p o r t D e s cr ip t io n 9-17
Sp lit Exc e p t io n s A d m in is t r a t io n 9-4
Sp lit Exc e p t io n s A d m in is t r a t io n

C r e a t in g o r C h a n g in g Ex ce p t io n Se t t in g s 9-9
D e fin it io n s o f Sp lit Excep t io n Ev e n t s 9-7
Scr e e n D e s cr ip t io n 9-5

Sp lit Exte n s io n As s ig n m e n t s 6-2
Sp lit Exte n s io n As s ig n m e n t s

Re a s s ign in g Exte n s io n s 6-5
Scr e e n D e s cr ip t io n 6-3
Se a r ch in g fo r a n Ext e n s io n A s s ign m e n t 6-7
Vie w in g Ext e n s io n A s s ign m e n t s 6-4

Sp lit Exte n s io n GL-13
Sp lit n u m b e r GL-13
Sp lit P a r a m e t e r s 6-13
Sp lit P a r a m e t e r s

C h a n g in g t h e D e la y Tim e fo r a n An n o u n ce m e n t 6-19
C h a n g in g t h e In t r a flo w P a r a m e t e r s 6-17
Scr e e n D e s cr ip t io n 6-15

Sp lit P e r fo r m a n ce Re p o r t 3-36
Sp lit P e r fo r m a n ce 3-36
Sp lit Q u e u e s C-10
Sp lit Q u e u e s

P r io r it y a n d N o n p r io r it y Sp lit Q u e u e s C-10
Siz e o f Sp lit Q u e u e s C-12

Sp lit Re p o r t 4-15
Sp lit St a t u s Re p o r t 3-9
Sp lit St a t u s 3-9
Sp lit Su m m a r y Re p o r t 3-16, 4-42
Sp lit Su m m a r y Re p o r t

Rin g - St a t e 3-46
Sp lit Su p e r v is o r Vo ice Te r m in a l B u t t o n s C-44
Sp lit Sy n o n y m s 5-30
Sp lit Sy n o n y m s

Ad d in g a Sp lit Sy n o n y m 5-31
C h a n g in g a Sp lit Sy n o n y m 5-32
D e le t in g a Sp lit Sy n o n y m 5-32
Scr e e n D e s cr ip t io n 5-30

St a ffe d GL-13
St a ffin g a n A g e n t Ext e n s io n o n G e n e r ic 2 / Sy s t e m

8 5 / D IM EN SIO N P B X C-32

St a ffin g a n A g e n t Ext e n s io n o n G e n e r ic 3 i/ G e n e r ic
1 / Sy s t e m 7 5 C-32

St a ffin g a n A g e n t Ext e n s io n C-32
St a ffin g a n A g e n t Ext e n s io n

St a ffin g M u lt ip le Sp lit s C-33
St a ffin g a n A g e n t Ext e n s io n o n G e n e r ic 2 / Sy s t e m

8 5 / D IM EN SIO N P B X C-32
St a ffin g a n A g e n t Ext e n s io n o n G e n e r ic 3 i/ G e n e r ic

1 / Sy s t e m 7 5 C-32
St a ffin g M u lt ip le Sp lit s C-33
St a n d a r d H is t o r ica l Re p o r t

O r d e r in g 4-10
St a n d a r d Re a l- Tim e Re p o r t s

O r d e r in g 3-4
STA RT 1-18
St a r t D a y 4-6
St a r t in g a n A g e n t Tr a ce 6-25
St a t u s It e m GL-13
STO P 1-18
St o p p in g a n A g e n t Tr a ce 6-26
St r o k e C o u n t b u t t o n C-38
Su m m a r y Re p o r t P a r a m e t e r s Scr e e n 4-7
Sw it ch - t o - 3 B C M S C o m m u n ica t io n C-48
Sw it ch - t o - 3 B C M S C o m m u n ica t io n

H o w Sw it ch / C M S C o m m u n ica t io n O ccu r s C-49
Sy n o n y m 5-33
Sy n o n y m s GL-13
Sy s t e m 4-36
Sy s t e m Acce s s 10-3, 10-3
Sy s t e m Acce s s

Ad d in g a N e w U s e r 10-6
C h a n g in g U s e r P e r m is s io n s o r D a t a 10-7
D e le t in g U s e r P a s s w o r d s 10-7
Scr e e n D e s cr ip t io n 10-4
Vie w in g U s e r Acce s s P e r m is s io n s 10-6

Sy s t e m Re p o r t 4-36
Sy s t e m St a t u s Re p o r t 3-20
Sy s t e m St a t u s Re p o r t

Rin g - St a t e 3-49

T

Ta s k s Th a t C a n B e Sch e d u le d 7-2
Te m p o r a r ily Lea v in g a H e a d s e t - Eq u ip p e d P o s it io n 2-19
Te r m in a l GL-13
Te r m in a l O p t io n s 12-30
Te r m in a l O p t io n s

4 4 2 5 Te r m in a l 12-31
6 0 5 B C T 12-32
6 1 0 B C T 12-33
6 1 5 C o lo r M T 12-35
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6 1 5 M T 12-34
6 2 0 M TG 12-36
7 0 5 M T Te r m in a l O p t io n s 12-37

Te r m in a ls 1-10
Te r m in a t in g t h e 3 B - Sw it ch Lin k 11-37
Th e A t t e n d a n t C-3
Th e C M S M e n u s , Scr e e n s , a n d K e y b o a r d 1-13
Th e C M S M e n u s , Scr e e n s , a n d K e y b o a r d

3 B C M S M a in a n d Su b s y s t e m M e n u s / Scr e e n
O r g a n iz a t io n 1-14

C M S H e lp K e y s fo r O n - L in e D o cu m e n t a t io n 1-19
Er r o r M e s s a g e s a n d Er r o r H e lp 1-20
H o w t o U s e t h e C M S M e n u s 1-15
Scr e e n - La b e le d K e y s 1-17
Th e C M S Scr e e n H e a d e r In fo r m a t io n 1-15
Th e Te r m in a l K e y b o a r d in C M S 1-21

Th e C M S Re m o t e A la r m in g Sy s t e m 1-32
Th e C M S Scr e e n H e a d e r In fo r m a t io n 1-15
Th e Re p o r t P a r a m e t e r s Scr e e n 3-3
Th e Re p o r t P a r a m e t e r s Scr e e n s 4-4
Th e Te r m in a l K e y b o a r d in C M S 1-21
Th e Te r m in a l K e y b o a r d in C M S

K e y b o a r d O p e r a t io n in t h e U N IX Sy s t e m En v ir o n m e n t -
1-22

Th e U N IX Sy s t e m Vis u a l Ed it o r (v i)
Ap p e n d ix A : Th e U N IX Sy s t e m Visu a l Ed it o r (v i) A-1

Tim e B u s y GL-13
Tim e in AU X W o r k GL-13
Tim e In t e r v a l Ta b le 4-5
Tim e in t e r v a l t a b le 3-7
Tim e It e m GL-13
Tim e M a in t . B u s y GL-13
To t a l C C S (in co m in g , o u t g o in g ) GL-13
To t a l Tim e (H o u r s , M in u t e s ) St a ffe d GL-13
Tr a in in g A g e n t s o n Vo ice Te r m in a ls 2-17
Tr a in in g A g e n t s o n Vo ice Te r m in a ls

Ag e n t L o g in a n d Lo g o u t P r o ce d u r e s (G e n e r ic 1 / Sy s t e m
7 5 ) 2-18

Ag e n t L o g in a n d Lo g o u t P r o ce d u r e s (G e n e r ic 2 / Sy s t e m
8 5 / D IM EN SIO N P B X ) 2-17

Te m p o r a r ily Lea v in g a H e a d s e t - Eq u ip p e d P o s it io n 2-19
Tr a n s fe r b u t t o n C-39
Tr a n s fe r r e d C a lls U s in g t h e TRAN SFER B u t t o n C-53
Tr a n s la t io n s GL-14
Tr u n k GL-14
Tr u n k C a ll s GL-14
Tr u n k En g in e e r in g Fo r e ca s t Re p o r t D e s cr ip t io n 8-51
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Preface

The 3B Call Management System Administration, Issue 3 (585-215-504) document was written for
the primary Call Management System (CMS) administrator with access to all parts of the CMS,
and for secondary administrators (such as split supervisors) with limited access to the CMS.
This document is current with 3B CMS Release 2, Issue 1.4.

If you are a new CMS administrator, read Chapter 1, “Introduction,” and Chapter 2,
"Getting Started," to learn more about the Call Management System. If you are
unfamiliar with the Automatic Call Distribution (ACD) feature, see Appendix C, “ACD
Basics.”

Organization and Use of This Document
The following list describes the contents of each chapter and appendix in this document.

Chapter 1

Chapter 2

Chapter 3

Chapter 4

Chapter 5

“Introduction” describes the CMS, ACD/CMS parameters, terminals and printers,
menus and keyboard, terminal refresh rates for real-time reports, remote alarming
system, and escalation procedures.

“Getting Started” is for new CMS Administrators and is presented in a step-by-
step sequence with worksheets, a checklist, and procedures to help them through
the beginning phase of CMS administration.

“Standard Real-Time Reports” tells you how to order standard real-time reports
on call-center activity and describes every item contained in each report.

“Standard Historical Reports” tell you how to order standard historical reports on
call-center activity and describes every item contained in each report.

“Dictionary” tells you how to assign agent names to login IDs and how to name
and describe your splits and trunk groups, all of which make your reports easier to
read. The chapter also tells you how to access and administer the data elements
you use in custom reports. Finally, the chapter tells you how to create special
agent report groups within splits.
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Chapter 6

Chapter 7

Chapter 8

Chapter 9

Chapter 10

Chapter 11

Chapter 12

"Configuration" tells you how to reassign extensions and trunk groups to different
splits, forward calls from splits to other destinations, set up automatic
announcements for calls in queue, and trace individual agent activity.

“Schedule” tells you how to schedule the execution of tasks (such as forwarding
calls, printing reports, or archiving data) for times convenient for you and your
system. Though you define your tasks in other subsystems, this chapter also tells
you how you can edit previously-defined tasks to create new tasks for scheduling.

"Forecast" tells you how to order forecast reports on future call traffic and future
agent and trunk requirements. The chapter also tells you how to set parameters to
be figured into the forecasts. CMS forecasts are based on historical data from your
call center.

"Exceptions" tells you how to specify exception conditions for split or trunk group
activity so that CMS notifies you when an unusual call-handling event occurs.
The chapter also tells you how to order exception reports and monitor exceptions
on your terminal.

“Administration” tells you how to assign user IDs and give access permission to
CMS users for CMS subsystems and specific splits and trunk groups within your
call center.

“Maintenance” tells you how to backup and restore CMS data, monitor the 3B
link to the switch, and archive summary historical data. The chapter also tells you
how to transfer historical data to the forecast database.

“UNIX* System” tells you how to use the UNIX operating system for various tasks
that affect CMS. Also included in this chapter are the “CMS Directory Names.”
These names are a list of the most important UNIX system files names that can
help you do partial CMS restores.

*   Registered trademark of UNIX System Laboratories, Inc.
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Appendix A “The UNIX System Visual Editor (vi)†” covers the major tools of vi that are used
to perform editing of UNIX system files and programs in the Schedule subsystem.

Appendix B “6500 Display Terminals” gives the login procedures and the screen-labeled key
(SLK) differences with these terminals versus other CMS support display
terminals.

Appendix C “ACD Basics” serves as an overview of the ACD environment. This chapter
contains descriptions of concepts, such as call routing, agent states, call processing,
and switch administration that should be understood by all CMS administrators.

Appendix D “Outbound Call Management (OCM)” briefly describes the OCM feature and how
CMS has been modified to support OCM. This appendix also describes the
new/modified reports and database items.

Appendix E "Database Reference" contains a list of all CMS database items and calculations

Glossary

that are used in specifying report items.

Defines important terms used in this document.

For a description of the 3B CMS Custom Reports Creation subsystem, see the 3B Call
Management System Custom Reports (585-215-503) document.

Other 3B CMS Publications

■     3B Call Management System Vectoring Administration  (585-215-502)

■     3B Call Management System Custom Reports (585-215-503)

■     3B Call Management System Planning, Configuration, and Implementation
(585-215-601)

■     3B Call Management System Graphics Administration (585-215-505)

†   The Visual editor is based on software developed at The University of California, Berkeley, California; Computer
Science Division, Department of Electrical Engineering and Computer Science, and such software is owned and
licensed by the Regents of the University of California.
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■     3B Call Management System Quick Reference (585-215-704)

■     3B2 Call Management System Installation and Maintenance (585-215-104)

■

■

■

■

■

■

■

■

■

■

■

■

■

Other Necessary or Useful Publications

DEFINITY* Communications System Generic 2 and System 85 Features Description
(555-104-301), Issue 1. See the section on Automatic Call Distribution.

AT&T System 85 Automatic Call Distribution (ACD) Supervisor Instructions (555-103-
714)

AT&T System 85 Automatic Call Distribution (ACD) Agent Instructions (555-103-713)

DEFINITY Communications System, Generic 1 and System 75 Feature Description (555-
200-201)

AT&T System 75 Reference Manual, Release 1 Version 3 Capabilities (555-200-499) —
See the section on Automatic Call Distribution.

DEFINITY Communications System Generic 1 and Generic 3i Feature Description (555-
230-201)

DEFINITY Communications System Generic 3i Implementation (555-230-650)

AT&T System 75 Automatic Call Distribution (ACD) Supervisor Instructions (555-200-
724)

AT&T System 75 Automatic Call Distribution (ACD) Agent Instructions (555-200-722)

Automatic Call Distribution Feature Document, DIMENSION† PBX (554-191-264 IS)

Enhanced Uniform Call Distribution Feature Document, DIMENSION PBX (554-191-
121 IS)

UNIX System V User Guide (307-100)

UNIX System V User’s Guide (307-231) for Release 3.1.1

*   Registered trademark of AT&T.
†   Registered trademark of AT&T.
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■

■

■

■

■

■

AT&T 3B2 Computer UNIX System V Release 3.1 System Administration Utilities Guide
(305-502) (for systems running on a 3B2 computer)

AT&T 3B2 Computer UNIX System V Release 3.1.1 Owner/Operator Manual (305-527)
for 3B2/600s

AT&T 3B2 Computer UNIX System V Release 3.2 and 3.2.1 User’s and System
Administrator’s Reference Manual (305-646) for 3B2/600s and 3B2/400s

AT&T 3B2 Computer UNIX System V Release 3.2.1 Owner/Operator Manual (305-612)
for 3B2/600s

AT&T 3B2 Computer UNIX System V Release 3.2 Owner/Operator Manual (305-665)
for 3B2/400s

AT&T 3B2/400 Computer Owner/Operator Manual (305-501)
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