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telecommunication services or facilities accessed through or connected
to it. Lucent Technologies will not be responsible for any charges that
result from such unauthorized use.

Lucent Technologies Fraud Intervention
If you suspect that you are being victimized by toll fraud and you need
technical support or assistance, call the Lucent Technologies National

Customer Care Center Toll Fraud Intervention Hotline at 1 800 643-2353.

Lucent Technologies Web Page
The world wide web home page for Lucent Technologies is:
http://www.lucent.com
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Part 68: Answer-Supervision Signaling. Allowing this equipment to be
operated in a manner that does not provide proper answer-supervision
signaling is in violation of Part 68 Rules. This equipment returns answer-
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About This Document

Purpose

This document, INTUITY™ CONVERSANT® System Agent Assist User Guide,
585-310-597, provides administrative details about the functions of the Agent
Assist System Software Version 2.8 applications. This document includes:

¢ an overview of the Agent Assist applications

¢ instructions to install the Agent Assist software

¢ descriptions and instructions for the administrative functions
¢ instructions to use the individual Agent Assist applications

e guidelines for troubleshooting the Agent Assist software

Intended Audiences

The primary audiences for this document are individuals responsible for
administering telecommunications and desktop applications in the Call Center
environment. Some sections may be applicable for Agents and Call Center
Supervisors as a User Manual to describe feature operations. Care should be
taken to control the distribution of the Administration portions of this manual to
protect from unauthorized access of system administration capabilities.
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About This Document

Trademarks

Lucent Technologies has made every effort to supply trademark information about
company names, products, and services mentioned in the documentation library.
Trademarks indicated below were derived from various sources.

» CONVERSANT and DEFINITY are registered trademarks of Lucent
Technologies.

e INTUITY is trademark of Lucent Technologies.

» Microsoft and MS are registered trademarks of Microsoft Corporation.
e Windows and Windows95 are trademarks of Microsoft Corporation.

» UnixWare is a registered trademark of The Santa Cruz Operation, Inc.
* UNIX is a registered trademark of UNIX System Laboratories, Inc.

* Novell is a registered trademark of Novell, Inc.

* ORACLE, ORACLE*Terminal, OBJECT*SQL, SQL*FORMS, SQL*Menu,
SQL*Net, SQL*Plus, PRO*C, and SQL*ReportWriter are trademarks of the
Oracle Corporation.

» Ethernet is a trademark of Xerox Corporation.

How to Use This Document

This document is designed to step you through the installation and administration
process.

To Locate Specific Topics

This document includes an alphabetical index at the end for quick access to
specific topics.

Conventions Used in This Document

This section describes the conventions used in this document.

Terminology

« The word “type” means to press the key or sequence of keys specified. For
example, an instruction to type the letter “y” is shown as

Type y to continue.

» The word “enter” means to type a value and then press (ENTER). For
example, an instruction to type the letter “y” and press is shown as

Enter y to continue.
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Conventions Used in This Document

Terminal Keys

The word “select” means to move the cursor to the desired menu item and
then press (ENTER). For example, an instruction to move the cursor to the
start test option on the Network Loop-Around Test screen and then press
is shown as

Select Start Test.

Keys that you press on your terminal or PC are represented as rounded
boxes. For example, an instruction to press the enter key is shown as

Press (ENTER).

Two or three keys that you press at the same time on your terminal or PC
(that is, you hold down the first key while pressing the second and/or third
key) are represented as a series of separate rounded boxes. For example,
an instruction to press and hold while typing the letter “d” is shown as

Press D).

Function keys on your terminal, PC, or system screens, also known as soft
keys, are represented as round boxes followed by the function or value of
that key enclosed in parentheses. For example, an instruction to press
function key 3 is shown as

Press (F3 (Choices).

Keys that you press on your telephone keypad are represented as square
boxes. For example, an instruction to press the first key on your telephone
keypad is shown as

Press [1] to record a message.

Screen Displays

Values, system messages, field names, and prompts that appear on the
screen are shown in typewriter-style const ant - wi dt h type, as shown in
the following examples:

Example 1:

Enter the number of ports to be dedicated to outbound traffic in the
Maxi mum Si mul t aneous Port s field.

Example 2:
Al arm For m Updat e was successful .

Press <Enter> to conti nue.
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About This Document

Typography

The sequence of menu options that you must select to display a specific
screen or submenu is shown as follows:

Start at the Main Menu and select

> Custoner/ Servi ces Adm ni stration

> Al ar m Managenent

In this example, you would access the Main Menu and select the
Customer/Service Administration menu. From the Customer/Service
Administration menu, you would then select the Alarm Management
screen.

Commands and text you type in or enter appear in bold type, as in the
following examples:

Example 1:

Enter change-switch-time-zone at the ent er conmand: prompt.
Example 2:

Type high or low in the Speed: field.

Command variables are shown in bold italic type when they are part of
what you must type in and regular italic type when they are not, for
example

Enter ch ma machine_name, where machine_name is the name of
the call delivery machine you just created.

Safety and Security Alert Labels

This document uses the following symbols to call your attention to potential
problems that could cause personal injury, damage to equipment, loss of data,
service interruptions, or breaches of toll fraud security:

A CAUTION:

Indicates the presence of a hazard that if not avoided can or will cause minor
personal injury or property damage, including loss of data.

A CAUTION:

Indicates the presence of a toll fraud security hazard. Toll fraud is the
unauthorized use of a telecommunications system by an unauthorized party.
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Technical Support

A WARNING:

Indicates the presence of a hazard that if not avoided can cause death or
severe personal injury.

A DANGER:

Indicates the presence of a hazard that if not avoided will cause death or
severe personal injury.

Technical Suﬂaort

Please contact the Lucent National Customer Care Center for technical support at
1-800-242-2121.

How to Comment on This Document

We are interested in your suggestions for improving this document. Please
complete and return the reader comment card that is located behind the title page.

If the reader comment card has been removed, send your comments to:

Lucent Technologies

Product Documentation
Room 22-2H15

11900 North Pecos Street
Denver, Colorado 80234 USA

You may also fax your comments to the attention of the Lucent Technologies
INTUITY CONVERSANT writing team at (303) 538-1741.

Please mention the name and order number of this document, INTUITY™
CONVERSANT® System Agent Assist User Guide, 585-310-597.
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Agent Assist Overview

Overview

This chapter provides an overview of the Agent Assist system software for the
INTUITY CONVERSANT system.

Purpose

The purpose of this chapter is to familiarize you with the Agent Assist system
software including:

* Applications
» Software architecture

» Sardware and software requirements

Agent Assist System Software

The Agent Assist system software is comprised of five applications that record
scheduled or on-demand recordings and other audio sessions using the INTUITY
CONVERSANT system as a call processing/recording server. A Windows™ client

personal computer (PC) serves as the application administration and activation
tool.
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Agent Assist Overview

Recording Types and Applications

Scheduled Recordings

Scheduled recordings are assigned at some point prior to the actual session.
When the time for the scheduled recording is reached, the INTUITY
CONVERSANT system automatically bridges onto the conversation and records
the call for a preset time interval as administered by the user.

The Agent Assist applications that record on a scheduled basis are:

e Agent Observing (AO) — This application provides continuous audio
recording of call center agent conversations over a defined interval of time.
Recording takes place at the scheduled start time, regardless of agent call
disposition, and terminates when selected length has been reached.

See Chapter 4, “Agent Observing”, for more information on administering
and using the Agent Observing application.

e Customer Experience Observing (C.E.O.) — This application allows a
supervisor to schedule recordings of an entire call from the time the caller
enters the call center until the call is disconnected for a predetermined time
period. As opposed to recording the conversations specific to an agent,
C.E.O. records all audio sessions the caller hears while on the vector
directory number (VDN) of the DEFINITY switch. These audio sessions
can include:

e Switch recorded announcements

e Music

« Voice response interactions

e Agent conversations

¢ Transferred and conference call conversation

e Progress tones such as busy, reorder, and ringing
e Switch call prompts and associated caller input

See Chapter 6, “Customer Experience Observing” for more information on
administering and using the C.E.O. application.

On-Demand Recordings

2

On-demand recordings begin immediately upon activation from the Windows
client PC. Once the application is activated, the Intuity CONVERSANT system
bridges onto the call and records until the client PC stops the recording.

The Agent Assist applications that record on an on-demand basis are:

Issue 3 December 1999



Agent Assist System Software

Malicious Call Recording (M.C.R.) — This application allows the agent to
immediately record a conversation. The agent’s conversation continues to
be recorded until terminated by the agent. The agent can also add text
notes to the recording during the conversation for later retrieval. See
Chapter 5, “Malicious Call Recording”, for more information on
administering and using the M.C.R. application.

Spontaneous Telephony Agent Recording (S.T.A.R.) — This application
also allows the agent to immediately record a conversation. With S.T.A.R.,
however, the agent can enter data during the conversation into ten (10)
free form text fields for later retrieval. See Chapter 7, “Spontaneous
Telephony Agent Recording (S.T.A.R.)”, for more information on
administering and using the S.T.A.R. application.

AgentNow! — This application is similar to Malicious Call Recording with
one significant exception; the Supervisor initiates the recording. A
Supervisor may record conversations of agents assigned to them on an
on-demand basis. See Chapter 8, “AgentNow!” for more information on
administering and using the AgentNow! application.

Agent Assist Application Processes

The basic Agent Assist application processes are:

Application activation/administration — This initial step involves the
establishment of a “begin recording” notification to be set within the Intuity
CONVERSANT system. When one of the on-demand applications is
launched, such as S.T.A.R., the Intuity CONVERSANT system collects the
appropriate user information and bridges on to the conversation.
Scheduled recording involves administering a stop/start date and time into
a schedule form. These activities are then sent to the Intuity
CONVERSANT system. Many of the administrative functions are
accomplished through the Port Manager and the Administrator
applications.

Recordings — The Intuity CONVERSANT system receives an indication to
record (either on-demand or when the scheduled time is reached) and
bridges onto the DEFINITY switch call connections. Depending on the
Agent Assist application, the INTUITY CONVERSANT system collects
audio samples based on the voice terminal extension or vector directory
number (VDN). When recording is based on voice terminal, only the audio
conversation taking place from that specific telephone is recorded.

When recording on a VDN basis, all audio portions occurring during the
call, regardless of any terminating voice terminals, is captured in the
sample. Only the C.E.O. application records on a VDN basis.

Recordings retrieval — Audio recordings are stored on the INTUITY
CONVERSANT system for later retrieval. Using the Agent Assist
Recording Retriever application, you can:

— Retrieve and play the recording on the PC
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Agent Assist Overview

— Save the recording from the INTUITY CONVERSANT system to
another storage location such as a floppy diskette or alternative
directory on another server

Software Architecture

A client-server architecture is used to administer, activate, and maintain the Agent
Assist features (Figure 1).

Boent Bd=ist Client

DERIMITY
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=g i
1. D;-Dernc'lu.and or Scsthe.duled 2. CONVERSANT bridges TLE
ec-:-m Tg 'EE:,'I'E = onta call and records
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—T— L]

S

CONWER S0,
3. CONWERSANT
stares recorded

samples for retriewval
ower phane or PG,

Figure 1. Client-Server Architecture

Network Architecture

The Agent Assist software uses a local area network configuration, either Token
Ring or Ethernet running TCP/IP, to communicate with the INTUITY
CONVERSANT system. TCP/IP connectivity must exist between the clients and
INTUITY CONVERSANT system to administer and use the Agent Assist
applications. Figure 2 depicts a typical network configuration required by the
Agent Assist software.
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Hardware and Software Requirements

‘ Analog or LineSide T1 connection

INTUITY CONVERSANT
DEFINITY Systemn — Server

Remote Service Observing package
must be available on the DEFINITY switch.

LAN may be Token Ring
or Ethernet running TCP/IP.

am
Gy

Agent Assist Local
Client PCs oca
Area

Network

Figure 2. Agent Assist Network

Hardware and Software Requirements

The section describes the basic hardware and software requirements for both the
INTUITY CONVERSANT system server and the Windows client PC.

Server Hardware and Software Requirements

The following is required to install the INTUITY CONVERSANT Agent Assist
System software:

¢ Lucent Technologies platform; MAP/5P, MAP/40P, or MAP/100P
e INTUITY CONVERSANT System
* Analog telephone network connection

* Local area network connection, Ethernet running TCP/IP
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Agent Assist Overview

Client PC Hardware and Software Requirements

* PC running Windows 95/98 or Windows NT 4.0 or higher
* Multimedia capable PC

=>» NOTE:

If using Windows NT 4.0 you must have the latest service packs. If during
installation you receive the message the service packs have not been
applied, you must download Service Pack 3 for the proper machine. For
example, if you have a Windows NT Workstation, you need to download
Service Pack 3 for Windows NT Workstations. The service packs can be
found at http.//www.microsoft.com/NTworkstation. This location could
change; please check with Microsoft for location.
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Software Installation

Overview

This chapter describes the procedure needed to install the Agent Assist system
software on both the server and the client machines.

Purpose

The purpose of this chapter is to describe the server and client PC installation
procedures for Agent Assist.
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Software Installation

Agent Assist System Software
Installation

One software component resides on the Lucent Technologies INTUITY
CONVERSANT System (server). The other component resides on a desktop
personal computer (client) running Microsoft Windows 95/98 or Windows NT 4.0
operating system.

Agent Assist Application

The following must be configured on the Intuity CONVERSANT system to install
Agent Assist.

» Pipeline Server 2.7 or later — This package must be installed first

* Agent Assist

Installing Pipeline Serve
1. Login to the CONVERSANT as root
2. Atthe command line, enter pkgadd —d diskettel pipeline
The system displays the following message:

Insert diskette into Floppy Drive 1.
Type [go] when ready,
or [gq] to quit: (default: go)

3. Insert the Pipeline Server installation diskette labeled 1 of 2 in the floppy
drive.

4. Press Enter.
The system displays messages similar to the following:

Installation in progress. Do not renove the diskette.

PROCESSI NG

Package: CenterPoint Solutions Pipeline (c) Server V2.8
(pi pel i ne)
from <di skettel>.

CenterPoint Solutions Pipeline (c) Server V2.8
(i 486) 2.8

Usi ng </ > as the package base directory.

Cent er Poi nt Sol utions, Inc.

## Processi ng package information.
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Agent Assist System Software Installation

## Processing systeminfornmation.
## Verifying package dependenci es.

## Verifying disk space requirenents.

Installing CenterPoint Solutions Pipeline (c) Server
V2.8 as <pi peline>

## Executing preinstall script.

New i nstall.

St oppi ng any runni ng conponents... Stopped.

## Installing part 1 of 2.
/etc/conf/init.d/ CS4l Opi peline

/ usr/ add- on/ cent er poi nt/ bi n/ i mpdr op. sql
/ usr/ add- on/ cent er poi nt/ bi n/ pl server

/ usr/ add- on/ cent er poi nt/ bi n/ pl svrstart
/ usr/ add- on/ cent er poi nt/ bi n/ pl svrstop

/ usr/ add- on/ cent er poi nt/ bi n/ servi ces
/vs/bin/util/shutdown/plsvrstop

## Installing part 2 of 2.

Then, the system displays the following message:

Insert diskette 2 of 2 for <pipeline> package into
Fl oppy Drive 1.

Type [go] when ready,
or [q] to quit: (default: go)

5. Insert the Pipeline Server installation diskette labeled 2 of 2 in the floppy
drive.

6. Press Enter.
The system displays messages similar to the following:
/ usr/ add- on/ cent er poi nt/ bi n/ pl server V6
[ verifying class <plfiles> ]

## Executing postinstall script.
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Software Installation

/

The version of the vs package is i.3
Installation for Conversant V7 ...

-- establishing files for Conversant V7

Creating dat abase tabl es... Done.

Addi ng service entries...

Starting Pipeline (c) Server

Started

Cent er Poi nt Sol utions, Inc. Pipeline (c) Server

Installation of CenterPoint Solutions Pipeline (c)
Server V2.8

(pi peline) was successful.

Installing Agent Assist

1. Login to the CONVERSANT as root.
2. Enter pkgadd —d diskettel agtasstc
The system displays the following message:
Insert diskette into Floppy Drive 1.
Type [go] when ready,
or [q] to quit: (default: go)
3. Insert the Agent Assist installation diskette 1 of 4 in the floppy drive.

4. Press Enter.
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Agent Assist System Software Installation

The system displays messages similar to the following:

Installation in progress. Do not renove the diskette.

PROCESSI NG

Package: CenterPoint Sol utions Agent Assi st Recorder
V2.8 (agtasstc)

from <di skettel>

Cent er Poi nt Sol uti ons Agent Assi st Recorder V2.8
(i486) 2.8

Usi ng </ > as the package base directory.

## Processing package information.

## Processing systeminformation.

## Verifying package dependenci es.

## Verifying di sk space requirenents.

Installing CenterPoint Solutions Agent Assist Recorder
V2.8 as <agtasstc>

## Executing preinstall script.

New i nstall ati on.

St oppi hg any runni ng processes... Stopped.

## Installing part 1 of 4.

PROCESSI NG

Package: CenterPoint Sol utions Agent Assi st Recorder
V2.8 (agtasstc)

from <di skettel>
Cent er Poi nt Sol uti ons Agent Assi st Recorder V2.8

(i486) 2.8

Usi ng </ > as the package base directory.
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## Processi ng package information.
## Processing systeminfornmation.
## Verifying package dependenci es.

## Verifying disk space requirenents.

Installing CenterPoint Solutions Agent Assi st Recorder
V2.8 as <agtasstc>

## Executing preinstall script.

New i nstall ation.

St oppi hg any runni ng processes... Stopped.

## Installing part 1 of 4.

/ usr/ add- on/ cent er poi nt/ agent assi st/ bi n/ pl record
/ usr/ add- on/ cent er poi nt/ agent assi st/ bin/plrecstart
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1000
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1001
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1005
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1006
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1007
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpts/ 1011
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1012
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1101
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 7500
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 7501
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 7502
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 7504

/ usr/ add- on/ cent er poi nt/ agent assi st/ recordi ngs
<synmbolic |ink>

## Installing part 2 of 4.
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Then, the system displays the following message:

Insert diskette 2 of 4 for <agtasstc> package into
Fl oppy Drive 1.

Type [go] when ready,
or [gq] to quit: (default: go)

5. Insert the Agent Assist installation diskette 2 of 4 in the floppy drive and
press Enter.

The system displays messages similar to the following:

/usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1008
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1009
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1010
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1100
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1106
[ usr/ add-on/ centerpoint/util/aacl ean

## Installing part 3 of 4.

Then, the system displays the following message:

Insert diskette 3 of 4 for <agtasstc> package into
Fl oppy Drive 1.

Type [go] when ready,
or [q] to quit: (default: go)

6. Insert the Agent Assist installation diskette 3 of 4 in the floppy drive and
press Enter.

The system displays messages similar to the following:
/etc/conf/init.d/ CS4l 1lagt assta

/ usr/ add- on/ cent er poi nt/ agent assi st/ bi n/ pl record. V6
/ usr/ add- on/ cent er poi nt/ agent assi st/ bi n/ pl recst op

/ usr/ add- on/ cent er poi nt/ agent assi st/ bi n/ t abl efi x. sh
/ usr/ add- on/ cent er poi nt/ agent assi st/ bi n/ tabl efi x. sq
/ usr/ add- on/ cent er poi nt/ agent assi st/ bi n/tabl efi x. t xt
/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1102

/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1103

/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1104

/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1105

/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpt s/ 1200

/ usr/ add- on/ cent er poi nt/ agent assi st/ pronpts/ 1201
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/vs/ bin/util/shutdown/plrecstop
## Installing part 4 of 4.
Then, the system displays the following message:

Insert diskette 4 of 4 for <agtasstc> package into
Fl oppy Drive 1.

Type [go] when ready,
or [gq] to quit: (default: go)

7. Insert the Agent Assist installation diskette 4 of 4 in the floppy drive and
press Enter.

The system displays messages similar to the following:

[ usr/ add-on/ centerpoint/util/aacl ean. V6

[ verifying class <aafiles> ]

## Executing postinstall script.

/

The version of the vs package is i.3
Installation proceeding for Conversant V7 ...

-- establishing files for Conversant V7

Creating database tabl es...Done.

Check tables. ..
Starting Pipeline (c) Server

Started

Starting Agent Assist (c) Recorder
Started

Cent er Poi nt Sol utions, Inc. AgentAssi st

Installation of CenterPoint Solutions Agent Assi st
Recorder V2.8 (agtasstc) was successful.

Client PC Software Installation

A WARNING:
The individual applications will not perform properly if the Agent Assist
System software is not installed on the target server.
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The client software may be installed on a PC with either the Windows 95/98 or
Windows NT 4.0 operating systems.

Use the procedure below to install the Agent Assist System software on the client
PC:

1. Insert the diskette labeled “Agent Assist Windows Client, Disk 1 of 3” into
floppy disk drive of the PC.

2. For Windows 95/98 or Windows NT 4.0 — Starting at the desktop, select
Run from the Start menu.

The system responds with the Run window.
3. Type a:\setup in the Command Line field.

4. Click the OK button and follow the instructions on the screen.

The system displays the initial installation screen that provides a welcome
and some basic instructions.

AgentAssist Installation m

Welcome!

This installation program will install AgentAssist.

Fress the Next button to start the installation. You can press the
Cancel button now if yvou do notwant to install AgentAssist atthis
time

< Bach Cancal

5. Click the Next button to continue.

The system displays the Registration screen.
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AgentAssist  Installation [ %]

Registration Information

Flease enter the name and company of the registered owner of
Agentassist into the fields below. Both fields mustbefilled to
proceed.

Fegistered user's full name:

Registered user's company name:

< Back I Mext » I Cancel |

6. Type the user name in the Registered User’s full name field.

7. Type the company name in the Registered User’'s company name field.

8. Click the Next button to continue.

The system displays the Select Destination Directory screen.

AgentAssist Installation

Select Destination Directory

Please select the directony where the Agentassist files are to be
installed.

C:\Program Files\CenterPoint\Agentdssist Browse |

< Back LCancel |

9. Click the Next button to accept the default directory and continue.

To select a new directory, either enter a directory in the field or click the
Browse button to select a different directory. Click the Next button to

continue.

If you have a previously installed version of Agent Assist, the installation
process prompts to see if you want to backup your older files and displays
the Backup screen.
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IAgentAssist Installation

Backup Replaced Files?

This installation program can create backup copies of all files
replaced during the installation. Do you wantto create backups of
the replaced files?

" Yasg

< Back | Mext > | Cancel

10. If you would like to backup your older files, select yes.

11. Click the Next button to continue.

After selecting the directory and backing up older files (if applicable), you
have the option of selecting the Agent Assist applications to install. The
system displays the Select Components screen.

AgentAszsist Installation
Select Components
Chooze which components to install by checking the boxes
belaw.
¥ Customer Experience Observing 233k
¥ Spontaneous Telephony Agent Recarding 130k
¥ talicious Call Recording 127 k
v Agent o 135k
v Agent Observing 289k
v Agentdasist Administrator 432k
v Recaording Retri 131 k
1220k
Dizk Space Required: 2807 k
Dizk. Space Remaining: 197450 k

< Back | Mest » I LCancel

=>» NOTE:
If you are installing S.T.A.R., Malicious Call Recording, or AgentNow!

as the only application, you must also install the Recording Retriever
in order to retrieve the recordings with the PC.
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=>» NOTE:
The five applications are licensed separately and may be sold
individually or as a bundle. The other three applications, the
Administrator, Recording Retriever and Port Manager are shipped
with all applications. One of these must be installed on a client to
setup and administer Agent Assist.

The amount of hard disk space required is shown on this screen. If enough
hard disk space is not available to install the selected components, Agent
Assist will halt the installation. At this point, you must either free some hard
disk space or reduce the number of selections you wish to install on the
PC.

12. Select the Agent Assist applications to install.
13. Click the Next button to continue.

The system displays the Ready to Install screen.

lAgentAssist Installation m

Ready to Install!

v'ou are now ready to install the AgentAssist.

Press the Next button to begin the installation orthe Back button to
reenter the installation information.

< Back

Cancel |

14. Click the Next button to continue.

The system displays a progress bar, indicating that the Agent Assist
applications are installing.

Installing ]

Copying file:
CAWINDOWS,SYSTEMMSVEYME0.dI

Click the Cancel button if you wish to halt the installation.

The installation program prompts you to insert the second and then the
third disk.
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When the software has finished installing successfully, the system displays
the Installation Complete screen.

iAgentAssist Installation m

Installation Completed!

The AgentAssist components that you have selected have been
successfully installed

Press the Finish button to exit this installation.

Bk E|m5h Gancel |

15. Press the Finish button to complete the installation procedure.

The Agent Assist features are now added to your
Start/Program/CenterPoint Solutions menu.

=> NOTE:
Remember to read the README.TXT file for important information
regarding the software. This file also contains installation details for
manually configuring the SERVICES file for Windows 95/98 and Windows
NT 4.0.

Uninstall the Agent Assist Software

Uninstall from the Client

Use the procedure below to uninstall the Agent Assist System software from the
client PC:

1. From the Start menu, select Settings.

2. Select Control Panel.

3. Select Add/Remove Programs.

4. Select AgentAssist from the list and click on Add/Remove.

The system displays the Select Uninstall Method screen.
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Uninstall AgentAssist

Select Uninstall Method

Welcome to the AgentAssist uninstall program.

‘r'ou can choose to automatically uninstall this software orto choose
exactly which changes are made to vour system.

Selectthe Custam buttan to select which modifications are to be
made during the uninstall. Select the Automatic button for the default
uninstall options. Press the Next button to continue.

& Automatic

€ Custom

< Back Text > Cancel |

5. Select Automatic or Custom for the deletion process.

You should use the automated process unless you want to remove
application files manually.

6. Click the Next button to continue.

If you chose to perform a backup of older Agent Assist files during the
installation of the Agent Assist software, the system displays the Perform
Rollback screen.

Skip to Step 8 if you do not see the Perform Rollback screen.

iAgentAssist Installation m

Backup Repiaced Files?

This installation program can create backup copies of all files
replaced during the installation. Do you wantto create backups of
the replaced files?

< Back | ext » | Cancel
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7. Select yes if you want the Agent Assist uninstall program to restore the
older version of the Agent Assist files that were backed up during the install
program.

8. Click the Next button to continue.

The system displays the Perform Uninstall screen to confirm the uninstall
request.

Uninstall AgentAssist m

Perform Uninstall

You are now ready to uninstall the AgentAssist from your
system.

Press the Finish button to perform the uninstall. Press the Back
button to change any of the uninstall options. Press the Cancel
button to exit the uninstall.

< Back FEinish Cancel |

9. Click the Finish button to perform the uninstall.

The system displays the following message as it removes the software:

Remove Shared Component | x|

The system indicates that the following shared file is no langer used by any
programs and may he deleted

CAWINDOWS,SYSTEMYymci32. 0Cx

If any programs are still using this file and itis removed those programs may
notfunction. Leaving this file will nat harm your system. [fyou are not sure what
to do, you should selectthe Mo to All button. Do you wantto remove the
shared file?

10. This file should have no adverse effect if left on your PC. If you are not sure
if you should remove this file, select the default choice of No to All.

When the uninstall program is finished, the Agent Assist folder and all
associated icons and software are removed from your PC.

Uninstall Agent Assist from the CONVERSANT

1. Login to the CONVERSANT as “root”

2. Enter pkgrm agasstc
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22

The system displays the following message:
The follow ng package is currently install ed:

agt asstc Cent er Poi nt Sol uti ons Agent Assi st Recorder
V2.8 (i486) 2.8

Do you want to renove this package [yes, no, ?, quit]

. Entery

If the software is successfully removed, the system displays the following
message:

Renpval of <agtasstc> was successful.

. Enter pkgrm pipeline

The system displays the following message:
The foll owi ng package is currently installed:

pi pel i ne Cent er Poi nt Sol utions Pipeline (c) Server
V2.8 (i486) 2.8

Do you want to renove this package [yes, no,?, quit]

. Entery

If the software is successfully removed, the system displays the following
message:

Renmoval of <pipeline> was successful.
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Overview

This chapter describes the Agent Assist server and client administration aspects
and the associated procedures. The client PC is used to perform all Agent Assist
administrative functions.

Purpose

The purpose of this chapter is to provide administrative information and
procedures for the Agent Assist System software.

Agent Assist administration is comprised of two aspects: server administration
and client PC administration.
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Server Administration

Ports Usage

When the Intuity CONVERSANT system recognizes a command to perform an
audio recording, the system searches for a valid port that is currently not
processing a call. If the port is not busy, the Agent Assist application seizes the
port for the duration of the recording session.

=>» NOTE:
You do not physically assign the applications to the ports as you would with
a traditional system voice response application. Applications are activated in
a background process. This is commonly referred to as “sharing” system
ports.

Port Contention Rules

24

Since the five Agent Assist applications contend for available assigned ports on
the INTUITY CONVERSANT system, the following priority is applied in the event
ports are not available to process the recording requests:

« Malicious Call Recording — high priority (0)

» AgentNow! — highest priority (1)

 S.TAR.— medium priority (2)

* Agent Observing — low priority (3)

» C.E.O. — lowest priority (4)
The highest priority application (Malicious Call Recording) takes precedence on
all ports. For example, if a port is not available when Malicious Call Recording is
activated because another Agent Assist recording is in progress, M.C.R. takes
priority over the other recording application. M.C.R. takes the port and begins
recording.
Some general port contention rules are:

» Agent Assist applications do not take over or interrupt an application that is
assigned to a INTUITY CONVERSANT system port. Only other Agent
Assist recording requests may be terminated by a higher priority recording
request.

* A scheduled recording request may be stopped to allow recording to begin
when a supervisor or an agent requests an “on-demand” recording and no
ports are available.
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Port Manager

The Port Manager is provided for server and switch integration administration.

Use the procedure below to access the Port Manager:
1. Windows NT and Windows 95/98: From the Start menu, select Programs.
The system displays the list of Program folders.
2. Select CenterPoint Solutions.
3. Select Port Manager.

The system displays the administration login window.

=% Connect to the server E

Server I LI ann;d

Username / Ext IAdministrator

&

®

Search

FPassward I Cancel

=>» NOTE:
Only the Administrator is allowed access to these menus. After the
initial login, the system automatically displays the Username and
Password.

4. Inthe Server field, select or type a server from the drop-down menu. The
systems listed are those connected through the local area network.

Click on the Search button to search the network for available server(s).
@ [ Use the Server drop-down menu to select listed available server(s).
Search
=>» NOTE:

The local subnet is found only on your messaging system. Also, only those
Intuity CONVERSANT systems with Agent Assist software loaded are
displayed.

5. In the Password field, type the administrator’s password.

The default password for the administrator is “1234" .
=>» NOTE:
It is recommended that you change the administrator password and

store it in a secure location. See “Change Administrator Password”
on page 3-52.
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6. Click on the Connect button to connect the client PC to the selected Intuity
CONVERSANT system.

The system displays the Port Manager window.

“ Port Manager - globalwe !Em
Eile  Edit Help
globalwe
‘ |11:28AM 2/2/98 G-

Server Settings

The Server Settings main folder provides an overview details screen, listing the
current server name, IP address and protocol version and the user identity.

There are three sub-folders within the Server Settings folder, which control port
assignments, dialing options, and licensing information. These settings are used
by other applications sharing this server, and must be set before using any server

applications.

To view Server Settings overview details:

1. Click on the Server Settings folder.

The system displays the Server Settings window.

H Port Manager - globalwe
File  Edit Help

=T globakwe
C_{ Senver
3 R St
{23 Applications

Server Settings

Network Details

Server Narme:
IP Adldress:

Pratocal Version:

Build Date

globalwe. planetglobal.com
206.147.221.23

ll]
hon Dec 15 11:44:38 CST 1947

Connected As:

’7UserDetaiIs

Administratar ‘

H
+
Backup Eestore

11:30 A0 [erorme [
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Backup Agent Assist Files
Use the procedure below to backup Agent Assist files:
1. Place a blank tape in the INTUITY CONVERSANT server.

2. Click on the Backup button. The system will run a backup of the Agent
Assist files on the server.

_ Backup 3. When this procedure is complete, remove tape from server.

=>» NOTE:
This procedure will only backup the INTUITY CONVERSANT Agent Assist
files. It will not backup the Agent Assist client PC. To backup the client side
PC please see your network administrator.

Restore Agent Assist Files
Use the procedure below to restore Agent Assist files:

1. Place the tape containing the desired backup in the CentreVu
Messenger/CONVERSANT server.

Click on the Restore button to restore the data from the tape.
=>» NOTE:

If you restore from a backup with data from the previous day, all data
entered for the current day will be lost.

2.

¥

BEestore

Port Configuration

This dialog box assigns a use for each available port on your system.

Use the procedure below to set port assignments:

1. Click on Port Configuration sub-folder of Server Settings folder. The
following screen is displayed:

APron Manager - globalwe
File Edit Help
=23 globalwe

= 2 Server Setings Port Configuration
[ Y on Configuration
{53 General Server Setings Current Port Assignments
-3 Application Licensing Port | Application -
27 IR Status » 0 |Locked out-of-service _I
: . 1|Outbound CEM
#-[2] Applications
£ 4ep 2 |Awailable / unassigned
3|Used for playback service
4|Inbound CBM
5 |Inbound CBM
6 |Business Reach Survey
7 |Awvailable / unassigned
8|Usable for recording
9|Survey Phrase Recorder
10|Usable for recording ’@
]1 Usal?\?fnrrecnrdi.ng - Update
32 v [27208 G
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28

2. Click on the port number you wish to change. A drop down menu of
assignment options are displayed:

HPort Manager - globalwe [_ [=] %]
File Edit Help
E|:| globalwe

: 7] Server Settings
d Iiant Cam el ian Current Port Assignments
:l General Server Setting Port| &pplication :I

I ﬁ Application Licensing 21| 0ut of Service / unavailable
22| 0ut of Service / unavailable
; ) VAU Staus 23| Dut of Service / unavailable
[#- :l Applications 24| Uszable for recording

25| Available / unassigned

26| Available / unaszigned

27| Available / unassigned _I
28| Available / unassigned

F 29| zable for recording -

| 30 = [
31| Locked out-of-service ) 1 ,LSJ
4 | | j 32| Used for playback service Update

Used for AIDIX delivery B
. 9716/ | °5

| Outbound CBk
3. Click on desired assignment (scroll to view all assignment options).

Part Configuration

4

The following list describes each port status:
» Usable for recording — used for Agent Assist recordings
» Locked out-of-service — not available

» Used for playback service — used to dial into the Intuity
CONVERSANT system and retrieve recordings via the telephone.

=>» NOTE:

Select one of the port assignments listed above for Agent
Assist. The port assignments listed below are used for other
applications and do not pertain to Agent Assist.

¢ May Force an initialization

e Used for AUDIX delivery

e Outbound CBM

e Used by Conference Bridging

¢ Inbound CBM

e Record CBM Custom Greetings

¢ Business Reach Survey

e Survey Phrase Recorder

Contact your Lucent Technologies account representative for information on
obtaining additional software packages.
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Assign Ports for Recording

Use the procedure below to assign ports for recording used by the Agent Assist
applications:

1. From the Port Manager window, click on a port from the list of available
ports.

H Port Manager - globalwe -] x]

File Edit Help
E|:| globalwe

Server Settings

a Part Configuration
i] General Server Setting
ﬁ Application Licensing

Part Canfiguration

Current Part Azzsignments

Application

]

Out of Service / unavailable

U sable for recording

Farm Manager Form

Survey Phraze Recorder
Available / unassigned
Available / unassigned
Available / unassigned

Biut of Service / unavailable
I ay Force an initialization

YRU Status
:l &pplications

e

-

Locked out-of-service
Usged for playback. service

Updat [
< | o Oised for AUDIX delivery i ==

| lo405 PM [9r14/m8 G

2. Select Usable for recording to make the port available for use by the Agent
Assist applications.

You can change the port status by selecting a different status from the list
provided.

Assign Ports for Telephone Playback

To access an Agent Assist recording from a remote site by telephone, as opposed
to using the PC interface, you must assign the playback service to a port on the
INTUITY CONVERSANT system.

Assigning ports for telephone playback is done in the same manner as assigning
ports to use for recording. Instead of selecting Usable for recording, select Used
for playback service. See “Playback Recordings through the Server” on page
3-52.

A CAUTION:

Ports caution # 1 — The playback service cannot share a port with other
applications. The port is dedicated to the playback service. Make sure no
other applications are assigned to the port(s).

Issue 3 December 1999 29



Agent Assist Administration

A CAUTION:
Ports caution # 2 — Prior to assigning playback service ports, make sure the
port is not accessible from other DEFINITY switch routing translations. In
particular, remove the associated ports from any hunt groups assigned to it
in the PBX.

See the Intuity CONVERSANT system user documentation for more information
about port assignments on the Intuity CONVERSANT system.

Save Port Assignments
Once all port assignments are complete, the information must be sent to the
Intuity CONVERSANT system.

,E Click on the Update button to save the port assignments to the Intuity
CONVERSANT system as displayed in the Current Port Assignments window.

Update

General Server Settings Administration

The General Server Settings portion of the Port Manager window is used to set
the server interface parameters.

=—>» NOTE:

This General Server Settings window is currently used exclusively for the
CallBack Manager application. Agent Assist software does not utilize this
administrative parameter that defines dialing characteristics.
Use the procedure below to access the General Server Settings:
1. Start at the Port Manager window and open the server folder.
2. Open the Server Settings folder.

3. Click on the General Server Settings folder.
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The system displays the General Server Settings window.

H Port Manager - globalwe [_ o] x]
" File Edit Help

=[5 globakwe )

5 [ Senver Setings General Server Settings

-l Port Canfiguration

C_j General Server Settings
= Application Licenging Local Outdial Digits Ig

-5 VR Status A

i LD Qutdial Digit I

-7 Applications Ll b

Thig Arga Code Ia]z—

Update [

‘ |u2 39 P M’v

4. Type adigitin the Local CQutdi al Di gits field.
5. Type adigitinthe LD Qutdi al Digits field.
6. Type your three-digit area code in the Thi s Area Code field.
If you are in a 10-digit dialing area, use ###.
,@ 7. Click on the Update button to save the settings.

Update
Agent Assist Application License Administration

Agent Assist is licensed on a per application basis. To purchase additional

licenses, call Lucent Technologies at 1-800-242-2121 or CenterPoint Solutions at
303-382-6300.

When purchasing this software, you should have received licensing information
from your Lucent Technologies account representative and/or the Lucent
professional services organization. If you do not have a license, contact Lucent at
1-800-242-2121. Have the following information available when you call:

» Agent Assist Order #

» Applications Purchased: 1) AO 2) MCR 3) CEO 4) STAR 5)
AgentNow 6)Bundle

* Intuity CONVERSANT machine name:

Use the procedure below to add licenses to the Agent Assist System software:
1. Start at the Port Manager window.
2. Click on the INTUITY CONVERSANT system folder.
3. Expand the Server Settings folder.
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4. Click on Application Licensing. The system displays the Application
Licensing window.

H Port Manager - globalwe [ [C]x]
File Edit Help
Elil dlobialve Application Licensing

- :] Server Settings

@iy Port Configuration

] General Server Settir

ﬁ Application Licensing License ||
23] VRU Status

_ Key |
[~ 5] Applications

=
P | | _,I Update
| 0409 Pm [ar14s09 [ 375

A WARNING:

These fields should never be changed unless adding licenses. DO
NOT DELETE any information currently contained in the fields.

o 5. Click on the Update button to save the license information.
Update
Agent Assist Settings Administration

The Agent Assist portion of the Port Manager window is used to set up the
interface between the client PC and the switch.

Use the procedure below to access the Agent Assist Settings:
1. Start at the Port Manager window and click on the Applications folder.

2. Click on the Agent Assist Settings folder.
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The system displays the Agent Assist Settings window.

Arort Manager - globalwe !Eu

File Edit Help

ﬁ Application Licensing ﬂ i i
b [ VR Stetus Agentdssist Settings

- B Cards

H cranrels General | STAR Fields |
{53 Disks
t Applications

A,

Swe. Observing FAC I*aa
File aging (haurs) Ig

= N\
ﬂ Lll Update

| ‘UE.Z?AM |uau;93 |@

3. Type the Service Observing Feature Access Code (FAC) in the
Svc. Qbservi ng FACfield to allow the CentreVu® Messenger/ Intutiy
CONVERSANT system to bridge onto the appropriate agent station(s). The
Remote Service Observing FAC is required for all recording applications.

The FAC assigned in the Svc. Observi ng FACfield and the FAC
assigned on the DEFINITY switch must be the same. See “Assign Remote
Service Observing FAC” on page 3-54 for the procedure to assign the
Remote Service Observing FAC on the DEFINITY switch.

In the example above, the DEFINITY FAC for Remote Service Observing is
set to *68. (This is set on the switch)

4. The File Aging represents the number of hours the server will save
recordings. “1” hour to “8760” hours (one year) may be chosen. By placing
a “0” (zero) in this field, the recordings will remain on the server until the
administrator chooses to remove them.

A CAUTION:

Regular file system management is required to ensure the system
does not fill with old recordings.

5. Click on the STAR Fields tab. The STAR Fields tab contains ten fields into
which customized field descriptions may be entered to provide a window
for the agent to enter call notes during or after a call session. These fields
must be specified in order to generate entry fields in the S.TA.R.
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application feature of Observance Notes. See “Entering Observance
Notes” on page 7-125 of Chapter 7, “Spontaneous Telephony Agent
Recording (S.T.A.R.)". Type your customized description into the field(s).

“ Port Manager - globalwe
File Edit Help

: ﬂ Application Licensing j i i
(3 VR Status Agentdssist Settings
oo Cards :
E Channels General STARFields |
B Disks . :
Field 1 Figld 2
]E Applications ICustomer (=] IPdeud MName
IS 5% A Field 3 [Concem Fisld 4 [Payment Type

Field 5 |Cradiit Card #

Fisld & IAccoum#

Field 7 ISubscr\ption Le Field & I
Field 9 I Field 10 I

| 0630 AM 130730 6%

6. Click on the Update button to store the settings within the Intuity
CONVERSANT system.

Update
VRU Status

The VRU Status main folder provides an overview details screen, listing basic
software release and hardware configuration information.

There are three main VRU Status sub-folders, which provide detailed information
regard VRU cards, channels and disks.

=>» NOTE:
VRU Status folders are informational only. They indicate current settings,
but do not enable you to change those settings
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Use the procedure below to view VRU Status overview details:
1. Click VRU Status folder icon.
The system displays the VRU Status window.

H Port Manager - globalso = 2
File Edit Help
E|:| globalso VRII Status

:l Server Seftings
: Status:
# :I Applications — Software Rel
CYl5 Release B
05 Release  UNIX_5V 4.2 releaze 1.1.2

~ Installed Hardware

Tip/Ring Cards
T1 Interfaces
E1 Interfaces

Fax
SPASSP

(=== =)

| [12:41 M |Br26raa | IG7E

2. Expand the VRU Status folder.

The system displays the status window with the current settings:

H Port Manager - globalso [ (o] x]
File Edit Help
B gobako VRU Status

:l Server Settings

~ Software Fel

CYIS Relzase  Bx
05 Releaze  UMI<_SY 4.2 releaze 1.1.2

[+ :l Applications

~ Inzstalled Hardwar

Tip/Ring Cards
T1 Interfaces
E1 Interfaces

Fax
SP/SSP

oo o=

[12:43 P [a/26/93 | Kz

Cards

The Cards folder provides an informational window, containing a table listing all
VRU cards, with detailed information about the makeup, position and status of
each.
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Use the procedure below to view card information:

1. Start at the VRU Status window and click on the Cards sub-folder.

The system displays the Cards window.

H Port Manager - globalwe !Em

File Edit Help

=3 globatwe

=] 23 Server Settings Cards
: il Port Configuration
{53 General Senver Settings

Id |T pe |AYC | Curre | Fend | First | MNar |

= Application Licersing 0 T AYCZl InSe.. IhSe. 0 24
H 1 TipRi.. AYCI0 Funct. Funct. 24 [
=3 VR Status 2 TipRi.. AYCID InSe.. InSe.. 30 B
: Carcl 3 SP/S.. AYCAY InSe. InSe. 36 0

ﬂb -ards
ﬁ hannels
[3 Disks

{23 Applications

4 | [

| |03:03 P 1/29/98 W

Use the scroll bars at the bottom and/or side of table to view off-screen
columns or rows. To increase the width of any column, double-click on
border of column heading, or drag border to desired width.

Cards Informational Screen Contents

The Cards window consists of the following information:

Id — identifying number corresponding to the physical position of the card
Type — identifies the kind of card used. Current options are:

— T1 = digital card

— TipRing = analog card

— SP/SSP = signal processor/super signal processor (advanced
speech processing card)

AYC — Lucent model number of this card
Current State — Options are:
— In service = card is functioning properly

— Functionally OOS = functionally out of service (system does not
recognize the card)

— Manually OOS = manually out of service (card has been removed
from service by an individual)

Pending State — indicates pending card status. Options are the same as
for Current State

First Channel — number assigned to the first channel available on this card
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e Nbr Channel — total number of channels available on this card. (e.g., a
card with First Channel = 0 and Nbr Channel = 24 has 24 available
channels, numbered 0 through 23. The first channel of the next card will be
24.)

* | Vol — input volume setting

* O Vol — output volume setting

* TTS O Vol — text to speech output volume setting

» Version — version number of the software patch downloaded to the card
* Flash Time — time required for a flash (switch hook), in milliseconds

*  Wink Time — wink time, in milliseconds

Channels

The Channels folder provides an information screen, containing a table listing all
available channels, with detailed information about the makeup, position and
status of each.
Use the procedure below to view the Channel window.

1. Start at the VRU Status window and click on the Channels sub-folder.

The system displays the Channels window.

! II Port Manager - globalwe !Elm
File Edit Help
=23 globalwe
= Server Satings Channels
il Part Configuration
DGenera\SewerSemngs Icl |P0n |S(ate |Pend|. |Chan.|Te\e. |Scr\A
=8 Application Licensin 0 0.0 InSer.. InGer. 1728/ 4374
PP 4 1 0.1 InSer. InSer. 1/28/. 4375
=23 1WA Status 2 2 InSer. InSsr. 1/28/. 4376
~ B Cards 3 03 InSer. lSer. 1/29/. 4377  PipiJ
i 4 0.4 InSer.. InSer. 1/28/. 4378
DD\SKS 3 05 InSer.. InSer.. 1/29/. 4379
- 6 06 InSer.. InSer. 1/23/. 4380
=23 Applical
&3 Applications 7 07 ISer. InSer. 1/28/. 4381
8 08 InGer.. InSer. 1/23). 4382
9 0.3 InSer.. InSer. 1/23/. 4383
10 010 InSer. InSer. 128/ 4384
1 001 InSer. InSer. 1/23/. 4385
17 niz In Ser In Ser 1429} 438k hd
0 r »
| 356 PM 1 723058 |G-

Use the scroll bars at the bottom and/or side of the table to view off-screen
columns or rows. To increase the width of any column, double-click on the
border of column heading, or drag border to desired width.
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Channels Informational Screen Contents

The Channels screen consist of the following information:

Disks

Id — identifying number

Port — card and position of channel (e.g., 0.2 = card Id 0, channel position
2)

Current State — Options are:
— In service = channel is functioning properly

— Functionally OOS = functionally out of service (system does not
recognize the channel)

— Manually OOS = manually out of service (channel has been
removed from service by an individual)

Pending State — indicates pending channel status. Options are the same
as for Current State

Changed — date and time when the state of this channel was last changed

Telephone — administered telephone extension for this channel, assigned
by you at the server

=>» NOTE:

Any incorrect assignments made at the server will be reflected here.
Script — name of VRU application currently using this channel
Called # — the number dialed to reach that application

Calling # — the called Id# (ANI) — the number called from — (available
only if you have caller Id service on this line)

Caller Input — the last digits collected from the caller (as when a caller is
asked to dial one or more digits to make a selection)

=>» NOTE:
x = masked input (e.g., caller is asked to input a security code)
Dialed Digits — the most recent outbound digits dialed by the application

Calls Rec’d — calls received — the number of calls received by this
channel since the last time the Refresh Channels command was used.

There is a separate folder for each file system (each of which may or may not
correspond to a separate physical disk). Each is identified by a disk-drive icon and
a designation of the file system location.

38 Issue 3 December 1999



Server Administration

There are three windows available for each “disk” — an overview details window,

and two windows showing bar charts that compare free and used portions of

system disk space.

Use the procedure below to see the Disk overview information:

1.

Start at the VRU Status window and click on the desired disk folder icon.

The system displays the disk storage and disk file information window.

APon Manager - globalwe !EI X
File Edit Help
F 23 VR Status A A
B Cards Diske: /
ﬁ Channels
E-[£9 Disks —Disk Storage Information
EE‘% ) Total Bytes 749,731,840
"Q File Hancle Lisage Available Byles 78,005,248
Disk Space Usage Used Bytes 671,726,532
= fproc
- jdevifd Block Size 1.024

B /stand
--E fmtce

= s

= foracle_old
B fmp

--E fuoicel -
[ | —

i~ Digk File Information

Taotal Files
Awailable Files
Used Files

100,469
34,949
30,571

|30 1729190 W

Click on the disk folder icon to view the bar charts.

Click on the icon labeled File Handling Usage.

The system displays the File Handling Usage window.

H Port Manager - globalwe
File Edit Help

B Cards
E Channels

=23 Disks
==

ge
@ Disk Space Usage

H- = fproc

H- = fdev/fid

H- = /stand

H- = frotce

H = fvs

H-[=1 foracle_old

H- = ftmp

H- = fvoicel

= foracle -
1i S . , _I

[+
[#
[+
[#
[+
[
[+
[

25000 —

20000 —

15000

10000

3000

— 25000

— 20000

— 15000

— 10000

— 3000

—La

|u4-45 Ph |1129,’EE W
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4. Click on the icon labeled Disk Space Usage.

The system displays the Disk Space Usage window.

II Port Manager - globalwe !Elﬂ
| Eile Edit Help
ﬂ Cards - i
- [ Chermels Disk: /
[=-[Z3] Disks
Te-HIOR TeHI08
== & &
@ File Handle Usage otz L I
= jproc " JeHllE — — 5002
B /devitc detlf +¥—m — | deronz . -
=1 fstand
=l fmice eHlls ———— N Y Use
=l fvs
= foracle_old JetllE ———————— | gt
= fimp leHll8 +——— S B Y
= fvaicel | j_
0= —L0

H- = foracle =
s b

| 1448 Ph [1/29/98 W

Client PC Administration

The client PC features are administered through the Agent Assist Administrator
application.

Use the procedure below to access the Agent Assist Administrator:

1. For Windows NT and Windows 95/98, select Programs from the Start:
menu.

The system displays the list of Program folders.
2. Select CenterPoint Solutions.
3. Select Agent Assist.

The system displays the list of applications.

e Agentissist - Administratar
@ Agentissist - Agenth owl
i Agentissist - A0

ey Agentbssist - CEO

;7 Agentiesist - MCR

B Agentissist - Retriever
@ Agentbiesizt - STAR

E Fort bdanager

Release Mates
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4. Select AgentAssist — Administrator.

The system displays the administration login window.

=% Connect to the server

&

Senver I

Username / Ext IAdministrator

Ll
fo1]
=
]
.

FPassward I

1]
1]
@
0
=

=—>» NOTE:

@

Only the Administrator is allowed access to these menus. After the
initial login, the system automatically displays the Username and

Password.

5. In the Server field, select or type a Intuity CONVERSANT system from the
drop-down menu. The systems listed are those connected through the

local area network.

CONVERSANT systems.

Search [

Click on the Search button to search the network for valid Intuity

The Username/Ext field is always set to “Administrator”.

6. In the Password field, type the administrator’s password.

The default password for the administrator is “1234".

=>» NOTE:

It is recommended that you change the administrator password and
store it in a secure location. See “Change Administrator Password”

on page 3-52.

&>

7.
‘ CONVERSANT system.

Connect

Click on the Connect button to connect the client PC to the selected Intuity

The information from the Intuity CONVERSANT system is downloaded to

the client PC for the administration session.

Agent Assist Administrator Functions

Using the Administrator, you can administer the basic functions including:

e Add or delete agent information
e Add supervisor information

e Administer holidays
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* Retrieve and listen to recordings

e Change administrator password

Agent Administration

=>» NOTE:
Only the administrator may change agent information.
The Agents tab of the Administrator window allows the administrator to:
e Add agents
¢ Delete agents

¢ Change existing agent details

Use the procedure below to access agent information:
1. Start at the Administrator window and click on the Agents tab.

The system displays the Agents table.

. i dministratl:lr - globalwe !EI

File Edit Help
Becordingsl Holidays  Agents |§upervisors|

Currently Defined Extensions (Agents and YDMNs) ,@
Extension |Agent's Full Name I Agen_t a I this a vDINT
Supervisor? Change
C: CE Agent
! 4250 Raul2 MNa Na
4311 Falph Black Mo Mo
4444 Boh the Grumpy Mo Yes
8909 Cloug Yes MNo 3
8918 rnarkn ‘es Mo
5920 Scott Yes No _AddAgent |
8921 Falph White Yes MNo
G922 Sarah MNo MNo
8928 |Raul Yes No @
5939 Bonnie MNo MNo
Delete Agent

02:45 PM 2/2/98 |-7-
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Add Agents
Use the procedure below to add agents:
1. Start at the Agents table and click on Add Agent button.
The system displays the Add Agent window.

= Add Agent [x]
— Extension Details
Extensiaon

Agent / VDK Name I

- Extension is an
Agent

~ Extension is a
SUperisor

Extension is a DM (for

» CED schedules)

—Change Fassword

Iew Password I

Canfirm MNew I

v X

Ok Cancel

2. Inthe Ext ensi on field, type the new agent extension number.
3. Inthe Agent/ VDN Nane field, type the new agent’'s name.
4. Select Extension is an Agent box.

=>» NOTE:

The “Extension is a supervisor” box is the only method to add
supervisors.

=>» NOTE:
In order to record the agent using the Customer Experience
Observing (C.E.O.) application, the box “Extension is a VDN (for
CEO schedules)” must be checked.

5. Inthe New Passwor d field, type the agent password.

6. Inthe Confir m Newfield, type the same password as entered in the New
Passwor d field.

Change Agent Details

Use the procedure below to change the agent name for an extension, indicate the
agent as a supervisor, change the extension to a VDN, or change the password
for an agent:

1. Start at the Agent table and highlight the agent you wish to change.

2. Click on the Change Agent button.

Change
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The system displays the Modify Extension Information window.

& Change Agent Details m

—Extension Details

Extension |3114

Agent / YON Name | ¥

& Extension is an
Agent

Extension is a
superisar

Extension is a VDN (for
CEO schedules)

—Change Password

MNew Password IW

Canfirm MNew IW

v X

Ok Cancel

3. To change the agent name, type the new name in the Agent / VDN Nane
field.

The agent/VDN name is case insensitive.

4. To change the password, type the new password in the New Passwor d
field.

The password must be numeric to use the playback feature.
5. Type the new password again in the Conf i r m New field.
To ensure security, asterisks (*) display in both password fields.

=>» NOTE:

The password you enter in the New Password and the Confirm New
fields must be identical.

6. To change an agent to a supervisor, click on the box next to Ext ensi on
i's a supervisor.

7. To indicate the agent extension is part of a VDN, click on the box next to
Extension is a VDN (for CEO schedul es).

‘/ 8. Click on the OK button to save the changes.
Ok

Delete Agents

To delete an agent, start at the Agents table and select the applicable row and
press the Delete Agent button. The Delete Agent confirmation appears.
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Supervisor Administration

The Supervisor tab of the Administrator window allows the administrator to:
» Add agents to a supervisor’s monitoring pool
» Administer the supervisor-to-agent relationships in the call center

=>» NOTE:

By default, everyone is initially added to the system as an “Agent”. To assign
an agent with supervisor status, use the “Add Agents” procedure above,
and enter “Yes” inthe I s Agent a Supervi sor ? field.

To change supervisor details, such as passwords, use the “Change Agent
Details” procedure above.
Use the procedure below to access supervisor information:
1. Start at the Administrator window and click on the Supervisors tab.
The system displays the Supervisors window.
4 Administrator lupin _ [0 ]

Fila Edt Help
Eecordingsl ﬂolidaysl Agents  Supervizors |

Supervisor Name ISupewisor LI Refresh |

;Slesr:tlztr?;?g;as)llgr:zg Agents not managed by Supervisor Agents managed by Supervisar This list displays the
to the Supervisor. Agent / YDN | Extenzio « Agent A WON Extenzion agents ass@gned to

§ Dawn 5323 Paula 5322 the Supervisor.

¥ L 5328 § s 5331

§ Caig £330

i Supervizor 9999 .

‘ Adrniristrator admirus ;Q;;e

¥ web Caller webealle T

<] | » | ] B

| [04:43 Pt [9/14/93

Ev2

2. Click the Supervisor Name arrow to display a list of all currently assigned
supervisors.

By default, the system displays the first available supervisor. The list
displays only supervisor names as designated in the Agents table.

3. Select the desired supervisor from the list of names.

The two lists in the window show the names of agents both assigned and
not assigned to the selected supervisor’s pool.
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Add Agents to a Supervisor

When an agent is assigned to a supervisor’s pool, the supervisor is then
authorized to activate an Agent Assist recording for that agent. A single agent
may be assigned to multiple supervisor pools in the system.

The Add agent button takes an agent from the unmanaged pool and assigns them

= to the supervisor currently selected from the list of supervisors.
Add agent

Remove Agents from a Supervisor

When an agent is removed from a supervisor’s pool, the supervisor is no longer
authorized to activate recordings or hear recordings for the agent.

The Remove agent button takes an agent from the supervisor’s managed pool
and places the agent back into the general pool.

Remove
agent

Holidays Administration

The Holiday tab allows the administrator to assign specific days when the call
center is closed for service. During these days, the scheduled Agent Assist
applications do not collect any recordings.

Add Holidays
Use the procedure below to add holidays:
1. Start at the Administrator window and click on the Holidays tab.

The system displays the Holidays window.

4} Administrator - Ipasobl M= B3
File Edit Help

Becordings Iﬂolidaysl Agents I Supervizors I

I.Ian j |1998 j | Diescription |
S e e 01011998 Mew Years Day

25 |za =0 |24 z |z RD?JDMHS? July dth
4 |5 |8 [ |2 |2 |0 * RDSJD‘IJ‘ISB? Labor Day

11 |1z |12 [1a [15 (18 |17 Add Haliday R'I'I.-Q?.-"‘ISS? Thankzgiving

e E R E i " 11/28/1397 Day after
R 12/2441997  Christmas Eve

25 |26 |27 |28 (20 (30 |31 I
B e R e Haliday R12.-"25.-"199? Christmas Day
R 12/31997  Mew Years Eve
Deseription INew Years Day
| &dded date to holiday schedule [5:25 PM B13sa7 G-

Select the month from the pull-down menu.
Select the year from the pull-down menu.

Click on a day in the calendar to select the date.

o M 0N

Type the name of the holiday in the Descri pti on field.
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6. Click on the Add Holiday button to add the holiday to the list.

— 7. Repeat steps 2—6 for each holiday you wish to add.
Add Holiday
Delete Holidays
Use the procedure below to delete holidays:
1. Start at the Holiday window and select a holiday from the list by clicking on
it.
- 2. Click on the Remove Holiday button.
Femave The holiday is deleted from the list.

Haoliday

Recordings Administration

The Recordings tab of the Administrator window lists all Agent Assist recordings.
From this tab, the administrator may:

» Retrieve recordings
* Play recordings

* Delete recordings

Use the procedure below to access the Recordings tab:
1. Start at the Administrator window and click on the Recordings tab.

The system displays the Recordings window.

¥l Administrator - globalwe !Elm
Eile Edit Help
Becordings |ﬂ0|idays| Agents | Supenrvisors |
Id I Extension I Status I T~
G928 Automatically remow... A :'n_'_J
*102?6 g9zz Automatically remow... A Fietieve
10277 8922 Completed (no errar) A || LEEESHEIRGE) |
10279 g922 Completed (no errar) A
10280 8418 Completed (no error) A <E\'-]'-]--
10281 918 Completed (no errar] A Flay
err102a2 g928 Completed (noerror) = Fecording(s)
¢ 10300 5909 Pending &
«fs-10301 g922 Completed (no ermr) A @
mmSDB 8922 Recorder not runnin A Biaiisi
?1030? 4311 Fecorder not runnin... ;]LI Recoerc?i:g(s)
| 0917 AM (2710798 | )%
=>» NOTE:

If you do not see the recording you wish to play, refresh the screen.
From the Edit menu, select Refresh Recordings.
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Recording Icons

The icons in the Recordings window are as follows:

 The :;t} symbol indicates there is an associated voice file.

 The m symbol indicates there is no associated voice file.

You may only retrieve those recordings that have an associated voice file
(completed without errors).

Recordings Information

48

The recordings listed in this window are displayed with the following information:

» Id —indicates the unique value assigned to each recorded message and is
used as a reference for recordings retrieval and management

» Extension — indicates either an agent extension, agent login ID, VDN,
attendant console or any DEFINITY switch extension with the appropriate
service class (that is, allows recordings)

» Status — indicates the current status of the recording process.

The following lists valid recording statuses:

Pending — the recording is scheduled for a later time

Error (complete) — the recording was not processed due to inability
to access a Intuity CONVERSANT system port

Actively Recording — the call is currently being recorded on a Intuity
CONVERSANT system port

Completed (no error) — the recording completed without error

Transferring request to recorder — the Intuity CONVERSANT
system is being notified to begin recording

Cancelled by user — the scheduled recording was cancelled by the
agent/supervisor/process that initiated it

Stopping — the recording is in the process of completing
Reorder tone (fast busy) — the channel was busy

Channel denied (no resources) — no channels were available for
this recording

Recorder not running at time-of-request — the recorder on the
Intuity CONVERSANT system was not running

Automatically removed by server — the server removed the
recording based on the File Aging parameter (see “Agent Assist
Settings Administration” on page 3-32)

Issue 3 December 1999



Client PC Administration

« Type — indicates the application name used to collect the recording (Agent
Observing, C.E.O., S.T.A.R., M.C.R., or AgentNow!)

* Requesting Agent — indicates the login ID/extension of the agent that
requested the recording

* Requested Start — indicates the requested date and time scheduled for
the recording to begin

» Actual Start — indicates the actual date and time the recording began

» Actual Stop — indicates the actual date and time that the recording
completed

* Length (seconds) — indicates the total length of the recording

» General Notes — indicates any notes the agent entered as part of the
Malicious Call Recording and S.T.A.R. applications

» Stored At — indicates the final recording storage location on the Intuity
CONVERSANT system; by default, the files are stored in the following
directory: /usr/add-on/centerpoint/agentassist/recordings/id#.adp
The directory /usr/add-on/centerpoint/agentassist/recordings is initially
created as a link to the voice files system in version 2.7 and up.

Click on the scroll bars at the bottom and to the right of the listed recordings to
view all the information.

The Recordings window elements can be shortened to view other elements
instead of using the scroll bar on the bottom of the screen. When the cursor is on
a field line, it changes to a bar with arrows. Drag the cursor to the left or right to
adjust the fields.

Retrieve Recordings

Retrieve
Recording(s)

Retrieve Recordings Through the Client PC
Use the procedure below to retrieve recordings through the client PC:

1. Start at the Recordings tab of the Administrator window and highlight the
recording(s) you wish to retrieve. To select multiple recordings, hold down
the Control key while clicking on items to be retrieved.

2. Click on the Retrieve Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.
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The system displays the Save As window.

Save As

Save in: I 5 Agenthssist

| &Il MCR's
] Backup
D7) 1001 4w
0] 1001 B
@f-‘«buut.wav

File name: | (NASERNEN] ﬂl
Save as lwpe: I WAN Files [* wwav) j Cancel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s).

4. Choose from the following options:

» If you have a CELP voice file player, select Edit|Use CELP Player to
play CELP voice files to use the CELP player.

e If you do nothave a CELP voice file player the files automatically
convert and save as a .wav file.

5. Click Save.

=—>» NOTE:

The Retrieve Recording(s) option is designed to retrieve only.

Playback Recordings

There are two methods by which to playback recordings:
» Through the client PC (Multimedia player required)
* Through the INTUITY CONVERSANT server via touch-tone a telephone

Playback Recordings Through the Client PC
Use this procedure to listen to completed recordings from the client PC:

1. Start at the Recordings tab of the Administrator window and highlight the
recording(s) you wish to playback. To select multiple recordings, hold down
the Control key while clicking on items to be retrieved.

2. Click on the Play Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.
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The system displays the Save As window.

Save As 7
Savein: | Agenthssist k2 e [ =
0 4l MCR's
1 Backup
0] 10071 4w
0] 1001 6w
@Abnut.wav
File hame: 0001, waw Save I
Save az type: | Wit Files [*wav) j Cancel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s) for playback.

4. Choose from the following options:

» If you selected Edit|Use CELP Player to play CELP voice files, the
CELP voice file player opens.

* If you saved the file as a .wav file, your default Windows voice
player opens.

=>» NOTE:
CELP files are stored on the Intuity CONVERSANT system with an
.Ivp extension and use less hard drive space than .wauv files.

The default multimedia recorder window is displayed and indicates at the
top of the window which .wav file is currently present for playback.

010004 way [_ [ x|

1
|

bl-l
5. Click the hl button to listen to the recording.

6. Close the multimedia window or click on a .wav file from the Task bar to
continue with playback(s).

=>» NOTE:
If multiple recordings are retrieved for playback and you wish to listen to a
specific .wav file, you may click on the specific .wav file from the Task Bar for
playback.

Issue 3 December 1999 51



Delete
Fecording

Agent Assist Administration

Playback Recordings through the Server

Recorded messages can also be played using the telephone to access the server
directly by entering the recording ID number or the extension on which the
recording was made.

Use the procedure below to listen to completed recordings from a telephone:

1.

Dial the telephone number corresponding to the channel assigned to Used
for Playback on the Intuity CONVERSANT system. The Used for Playback
Service must be assigned to the selected channel using the Port Manager.
See “Assign Ports for Telephone Playback” on page 3-29 for more
information.

. The supervisor will be prompted for their extension followed by the # key

and password followed by the # key. Once connected to the Agent Assist
Recording Player, the supervisor has the option to hear a specific recording
or listen to a list of recording IDs for a given extension.

To listen to a specific recording:
» Enter the recording ID followed by the # key.

You hear the ID number, extension, date, and length of the recording
and the actual recording.

To listen to a list of recordings for a given extension:
» Enter an agent extension number followed by the * key.

You hear the ID number, extension, date, and length of the
recording.

Delete Recordings

Use the procedure below to delete recordings:

1.

2.

Start at the Recordings tab of the Administrator window and select
recording(s) from the list. To select multiple recordings, hold down the
Control key while selecting recordings.

Click on the Delete Recording button.

=>» NOTE:

It is recommended that recordings saved on the Client PC hard drive are
deleted periodically to save space

Change Administrator Password

Use the procedure below to change the administrator password:

1.

Start at the Administrator window. From the File menu, select Change
Password.

2. Type the old administrator password in the A d Passwor d field.
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3. Type the new administrator password in the New Passwor d field.

Type the new administrator password again in the Conf i r m Newfield.

=>» NOTE:
Both entries in the password fields must be identical for the new
password to be accepted.

. Click on the OK button to save the changes.

DEFINITY Switch Administration

To successfully run an Intuity CONVERSANT Agent Assist application, several
items on the DEFINITY switch must be configured properly. These deal primarily
with the assignment of the Remote Service Observing Feature Access Code
(FAC). To administer the Remote Service Observing FAC, the following items
must be assigned on the switch:

Remote Service Observing Feature Access Code (FAC)

Class of Restriction permitting Service Observing capability to the Intuity
CONVERSANT Ports

Remote Service Observing system parameter

PBX warning tones (optional)

A CAUTION:

The use of the warning tone feature may be subject to federal, state, or local
laws, rules or regulations and may be prohibited pursuant to the laws, rules,
or regulations or require the consent of one or both of the parties to the
conversation. Customers should familiarize themselves with and comply
with all applicable law, rules and regulations before using these features.

Assign Remote Service Observing
System Parameter

For Agent Assist applications to bridge onto DEFINITY switch conversations, the
Remote Service Observing system parameter must be set in the customer options
section of the DEFINITY switch. To review these settings:

1. From the DEFINITY switch console, type display system-parameters

customer-options

After you receive the first screen of the Optional Features, go to page 2 of
the screen. You will see at the bottom left column the Service Observing
(Basic) option and Service Observing (Remote/By FAC) and at the top of
the next column Service Observing (VDNSs). All three of these options must
be setto V. If they are not:
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a. Press the Cancel key and at the command line enter change
system-parameters customer-options

b. Go to page 2 again and change the options to V.

Assign Remote Service Observing FAC

To add or change the Remote Service Observing Feature Access Code, perform
the following from the DEFINITY switch administration console:

1. Enter display feature-access-codes
2. Page down to Service Observing Listen Only Access Code.
=>» NOTE:
If there is an access code associated with this feature, use Table 3-1 below

to make a note of this number. This is the code that must be entered into
Agent Assist CVIS Administration.

Table 3-1. DEFINITY Switch Administration Parameters

Parameter Value

Remote Service Observing FAC

Agent Class of Restriction(s) (Agent)

Agent Class of Restriction(s) (Intuity
CONVERSANT)

Intuity CONVERSANT IP Address
VDNs
VDNs

Remote Message Archival Directory

3. To assign a new code, from the DEFINITY switch console, press Cancel
and enter change feature-access-code

4. Page down to Service Observing Listen Only Access Code.

5. Enter the new feature access code and press the Enter key on the numeric
key pad.
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A CAUTION:

Make sure this feature access code is not being used by any other
DEFINITY switch feature.

See the DEFINITY switch documentation for further details on assigning a new
Service Observing Listen Only Access Code.

Assign Class of Restriction for Recording on
Two Server Ports

After you verified the Feature Access Code, administer the server ports for the
Class of Restriction (COR). The COR allows the recording of Agents and VDNs
by the server. The following options must be set to Y for the appropriate CORs to
allow the agents/VDNSs to be observed by the system:

» Can Be Service Observed — This option must be set to Y for all CORs
associated to the agents and/or VDNs that you would like to record.

» Can Be A Service Observer — This option is dedicated to the Intuity
CONVERSANT Ports. This option must be set to Y for the CORSs to be
associated to the Intuity CONVERSANT ports that will be used for
recording events.

General Tips for Changing Class of Restrictions

Find Station COR

To view agents and the Intuity CONVERSANT system’s COR, on the DEFINITY
switch administration console

1. Enter list station

All agents and Intuity CONVERSANT system phone numbers will be listed.
Also, there is a column labeled COR/COS. The first number in this column
is your COR number associated with your agents and Intuity
CONVERSANT ports.

Display COR Attributes

1. Once you have the COR number, enter display COR (COR number
associated to the agents or Intuity CONVERSANT ports) Example: display
COR 1

2. Inthe COR screen, there are two fields: Can Be Servi ce Observed
and Can Be A Service Cbserver.
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Change COR Attributes
1. Enter change COR
2. Tab down to the fields and type Y for both options.
3. Press the Enter key on the numeric pad.
Each different COR associated with agents available for recording must
have this COR number assigned. Review the examples below for the
appropriate configuration.
The following are some examples of how the CORs should be assigned.
* Intuity CONVERSANT, agent, and VDN CORs are the same:
— Can Be Service Observed Y
— Can Be A Service Observer Y
* Agent/VDN COR settings:
— Can Be Service Observed Y
— Can Be A Service Observer N
* INTUITY CONVERSANT COR settings:
— Can Be Service Observed N

— Can Be A Service Observer Y

PBX Warning Tones

A warning tone may be administered on the DEFINITY switch to “warn” the caller
that this conversation is being recorded. If assigned, when Agent Assist bridges
onto a call, a periodic tone is played to the agent and caller throughout the entire
conversation. This tone is generated by the DEFINITY switch.

A CAUTION:
The use of these features may be subject to federal, state, or local laws,
rules or regulations and may be prohibited pursuant to the laws, rules, or
regulations or require the consent of one or both of the parties to the
conversation. Customers should familiarize themselves with and comply
with all applicable law, rules and regulations before using these features.

Use the following procedure to add or remove Service Observing Warning Tones
in the switch to inform the caller that they are being recorded:

1. From the DEFINITY switch console, enter change system-parameters
features
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2. After you entered the command, go to page 3 on the switch screen. Under
this title there is a field labeled Ser vi ce Cbservi ng Warni ng Tone.

3. To activate the tone, enter Y

To deactivate the tone, enter N
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Overview

This chapter describes the Agent Observing application. Agent Observing is one
of two applications that initiate recording sessions on a scheduled basis. The
intent is that this application is administered by Call Center Supervisors to
schedule recordings for Agents assigned to their supervision.

Purpose

The purpose of this chapter is to describe the Agent Observing application,
including an explanation of its use, the procedures to access and administer the
application, and how to work with the resulting recordings.
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Agent Observing Application

60

The Agent Observing application allows a specific user, such as a supervisor, to
schedule recordings of agent audio conversations or a series of conversations.
Recording begins at the specified time and continues until the scheduled time
expires.

Recording is not related to agent disposition. Recording begins whether or not the
agent is logged in or taking calls at that moment, and continues until the
scheduled time expires.

=>» NOTE:
Recording does not stop if there is continuous silence between agent
conversations. Recording continues for the entire interval administered
when the event was scheduled.

Any terminal accessed through the DEFINITY switch Remote Agent Observing
FAC can be recorded using the Agent Observing application. A supervisor may
use Agent Observing to schedule recordings for a station (extension), attendant or
logical agent ID. The term “agent” refers to the station, attendant or logical agent
ID being observed.

The Intuity CONVERSANT observes consecutive agent calls during the specified
time interval. As long as the supervisor has scheduled Agent Observing for a
particular agent, the Intuity CONVERSANT system records that agent until the
scheduled time expires.

The basic use of the Agent Observing application is represented by the following
scenario:

1. A Supervisor schedules recording times on a per agent basis using the
Agent Observing software installed on the client PC.

2. The schedules are “uploaded” into the Intuity CONVERSANT system.

3. The time to begin recording is reached and the Intuity CONVERSANT
system:

a. Connects to the DEFINITY switch using an available, assigned port.
b. Outpulses the feature access code and the agent extension.
c. Bridges onto the call and begins the recording for the specified time.

4. The recording stops and is stored on the Intuity CONVERSANT system in
the Agent Assist recording files.

5. A supervisor retrieves and listens to recordings specific to agents within
their assignment.
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Agent Observing Port Contention

Agent Observing is one of the applications with a low priority to obtain a port on
the Intuity CONVERSANT system.

A CAUTION:

Any application with a higher port contention priority (Malicious Call
Recording, AgentNow!, and S.T.A.R.) “bump” Agent Observing off ports if no
other facilities are available for use.

See “Ports Usage” in Chapter 3, “Agent Assist Administration”, for more
information about port assignments.

Using Agent Observing

Agent Observing recordings are administered by scheduling recordings using the
client PC interface. The schedules are then “uploaded” into the Intuity
CONVERSANT system where a background process handles the triggering of
recordings.

Use the procedure below to administer the Agent Observing application:
1. For Windows 95/98 or Windows NT, select Programs from the Start menu.
The system displays the list of Program folders.
2. Select CenterPoint Solutions.
3. Select AgentAssist.

The system displays a list of applications.

Ph Agentaissist - Administratar
@ Agentiszist - Agenth awl
Bh Agentassist - AD

i Agentdssist - CEQ

;7 Agentésaist - MCR

i Agentissist - Retriever
@ Agentéssist - STAR

,@ Part Manager

Release Motes

4. Select AgentAssist-AO.
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The system displays the initial supervisor login window.

Connect to the server

Server I LI ann;d
Username { Ext || @
FPassward I Cancel
Search

This window is similar to the login window described in “Client PC
Administration” in Chapter 3, “Agent Assist Administration”. Passwords
are all assigned in the Administration menu.

5. In the server field, select from the drop-down menu or type a Intuity

CONVERSANT system.
6. Click the Search button to search the network for valid Intuity
@ [ CONVERSANT systems. The systems listed are those connected through
EEEE] the local area network and have Agent Assist Server software installed and
running.

7. In the Username/Ext field, type your login name or extension identifier.
8. In the Password field, type your password.

9. Click the Connect button to connect the client PC to the selected Intuity
(8 CONVERSANT system.

o

Cannect The system displays the Agent Observing window.

4 Agent Observing - globalwe !En
File Recarding Help
Agem« Recordings
Observing Id Extension Status -
*10276 gazz Automatically remoy %
10277 a2z Completed (no enor] ’
p }
| REEN]
ol 8922 Complated (no enar] | Recarding(e)
@? 1 g9z2 Completed (no erar]
mWDBDZ a2z Fecarder not unnin <B')']
*10303 (i Fecarder not unnin
mWDBM a2z Fecorder not runnin Plﬁy
= Recording(s)
*10305 4im Recarder not unnin _
mWDHDE a2z Recarder not unnin
.\E} *10307 4im Fecarder not unnin @
*WBUE am Fecarder not unnin Delete
schedule jmw Ra7? Rernrer nnt mnni—n|ﬂ Recording(s)
1 »
| ID223Pw 2638 G-
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Agent Observing Scheduling Wizard

Agent Observing recordings are scheduled via the scheduling “wizard”. The
wizard is used to schedule either a single event, at a specific time, or multiple
events. The wizard provides an easy to use step-by-step method for creating
recording requests.

Scheduling One Agent/One Recording

The Scheduling Wizard allows the supervisor to schedule a single recording for a
specific agent at a designated time.

Use the procedure below to schedule using the Schedule Wizard:

1. Select the Schedule Wizard from the Recording menu or click the
Schedule icon on the Agent Observing window.

=>» NOTE:

Supervisors may only schedule and retrieve recordings for agents
assigned to them in the administration section of the Agent Assist
features. See “Agent Administration” and “Supervisor
Administration” in Chapter 3, “Agent Assist Administration” for more
information about administering agents and supervisors.

The system displays the initial Wizard window.

T AgentAssist - AQO Scheduling Wizard

Y, Welcome

Wielcome to the Agentdssist Schedule Wizard. This wizard
will help you set up recording schedules for one or more of
wour agents by asking you a number of simple questions.
“Wwhen the process is complete you will be shown a list of the
tentative recardings you have scheduled.

Press Begin to Start

el | <2 ErevimnE Begin
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2. Click Begin to start.

T AgentAssist - AQO Schedule Wizard

Y, Number of Recordings

Flease select the number of recordings or agents that wou
wish to record in this session. Choosing multiple allows you

to set more schedule parameters and build randorm
schedules.

& One Agent / One Recording

 bultiple Agents / Multiple Recaordings

|m[=e] | << Previous Mext >>

=—>» NOTE:

Multiple Agents/Multiple Recordings allows the supervisor to set

schedule parameters and build random schedules of recordings for
agents based on recording hours.

3. Select One Agent/One Recording. This allows the supervisor to schedule a
single recording at a specified time.
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The system lists the Available Extension/Agent Name.

T AgentAssist - AQ Schedule Wizard

Y, Select Agent

Flease select an agent from the following list.

4 0921
S 5922

«|

E:xtension

| Agent Name

Ralph Black
Ralph White
Sarah

%webcaller YWk Caller

el

<< Previous

Mext »»

4. Select the Extension/Agent Name to schedule a single recording session.

Click Next to continue.

"% AgentAssist - A 0. Schedule Wizard |

'\E} Select Day

Pleaze select the date on which you would like vour

recording to be started.

Sep EDDqSEp =] |znnu =]
s %] T iyt T F s
27 28 29 20 21 1 =
<] 4 5 s} T =] g
10 12 13 14 15 16
17 18 18 20 21 22 23
2 26 26 27 28 28 20
1 2 = s 5 [} E
HEelm | << Presvious Hest =
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5. Select the recording start date from the calendar. Click Next to continue.

E?1:|_; AgentAssist - AQ Schedule Wizard

\Q} Enter Stavting Time

Flease enter the time at which wvouwould like vour recording
to begin. This time is an approximation, the actual staring
time may be several minutes later than scheduled due to
agent state at start time.

Starting Time |14

<¢Previous | || Mext>>

6. Enter the start time for the recording to begin. Click Next to continue.

Ff':g AgentAssist - AQO Schedule Wizard

“, Enter Recording Length

Flease enter the length (in minutes) that you would like for
wour recording. This length is an approximation, the actual
length may be differentthan scheduled due to agent state.

Length [4

Mext >»
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7. Use the slide bar or type the recording length. You can record a minimum
of one minute and up to an hour. Click Next to continue.

A CAUTION:
The recording length will impact the amount of hard disk space
needed on the Intuity CONVERSANT system to store the recordings.
If you choose to create long recordings, and proper fill management
is not performed, you run the risk of filling the hard disk. See the
documentation provided with your Intuity CONVERSANT system for
specific information about hard disk storage space.

The system displays a tentative recording schedule of agents and the time
scheduled for the recording of each agent.

-':._-% AgentASSiST - A0, Schedule Wizard |
"E} Tentative Schedule

Thiz iz a list of the tentatively scheduled recordings. Press
Schedule to upload the schedule to the server.

Q’}EE?E 3100, 3Ats00. 50

Q’}EE?E 811400 9A1/00. &
[;’}53?5 3100, 3A1s00. B

[:’}53?5 91100, 9A1/00.. & -
4| | >|

Help <4 Previous | Schedule |

8. Click Schedule to confirm and complete the schedule.

=—>» NOTE:

If you are not satisfied with the schedule assigned by the system, you
may back up to the previous steps to create a new schedule.
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Once the schedule has been completed, the scheduling confirmation
screen is presented.

Ta AgentAssist - AO Schedule Wizard

‘ Y, Thank vou

Thank wou far using the Agentissist scheduling wizard.
Fress Finish to return to Agent Observing.

Help | < Previnns ........... Flnlsh ...........
I

9. Click Finish to complete the Schedule Wizard session.

Multiple Agents/Multiple Recordings

The Scheduling Wizard allows you to schedule multiple recordings for multiple
agents. You may also set the scheduling parameters to build a randomized
schedule for groups of agents associated with a specific supervisor.

1. Select the Schedule Wizard from the Recording menu or Click the
Schedule icon on the Agent Observing window.

=> NOTE:
Supervisors may only schedule and retrieve recordings for agents
assigned to them in the administration section of the Agent Assist
features. See “Agent Administration” and “Supervisor
Administration” in Chapter 3, “Agent Assist Administration” for more
information about administering agents and supervisors.
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The system displays the initial Wizard window.

Ff':g AgentAssist - AQO Scheduling Wizard

Y, Welcome

Wielcome to the Agentdssist Schedule Wizard. This wizard
will help you set up recording schedules for one or more of
wour agents by asking you a number of simple questions.
“Wwhen the process is complete you will be shown a list of the
tentative recardings you have scheduled.

Press Begin to Start

Begin

2. Click Begin to start.

Ff':; AgentAssist - AO Scheduling Wizard

o, Number of Recordings

Flease select the number of recordings or agents that wou
wish to record in this session. Choosing multiple allows you
to set more schedule parameters and build randorm
schedules.

" One Agent { One Recording

& Multiple Agents { Multiple Recordings:

<< Previous Mext >>
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3. Select Multiple Agents/Multiple Recordings. Click Next to continue.

Ta AgentAssist - AQ Schedule Wizard

Y, Select Agents

Flease selectthe agents that vou would like to schedule from
the fallowing list.

Extension Agent Name
Falph Black
Ralph White
I 10022 Sarah

%webcaller Wb Caller

< | B

[C Randam

Help | << Previous

4. Select multiple agents by pressing and holding down while
selecting the agents to be scheduled. Check the Random box to include all
displayed agents in the scheduling. When you select Random, all
displayed agents may be sampled during the period assigned in the
Scheduling tab of this window. The number of samples assigned in the #
Recordings field is performed until the session is complete.

Mext »» |
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After selecting the appropriate agents, Click Next to continue.

o AgentAssist - A 0. Schedule Wizard |

'\@5 Sefect Start Day

Pleaze zelect the starting date fram which vou would like wour
recording schedule to be built.

Sep 2000[sep =] o000~}

s ) T Wy T F s
27 28 29 a0 31 1 2
3 4 il G 7 =] g
10 12 12 14 15 16
17 12 19 20 21 22 23
294 |25 26 27 28 20 a0
] 2 3 } il [s] 7

HElm | << Previouz Mest »»

5. Select the recording start date from the calendar. Click Next to continue.

-':._-1:“ AgentASSiSt - A 0. Schedule Wizard |

"E} Select End Day

Fleaze zelect the ending date to which vou would like your
recording schedule to be built,

Sep 2ﬂﬂq5ep =] |2nuu =]

5 ] T iy T F b1
27 28 29 20 21 1 2
] < 5 =] ¥ 2 a
10 11 12 14 15 16
17 12 19 20 21 22 23
24 25 26 27 28 29 20
1 2 = < 5 G ¥
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6. Select the recording ending date from the calendar. Click Next to continue.

T AgentAssist - AQO Schedule Wizard

“, Enter Recording Length

Flease enter the length (in minutes) that you would like for
wour recording. This length is an approximation, the actual
length may be differentthan scheduled due to agent state.

Length |17

Help |  <Previous | Next>»

7. Use the slide bar or type in the recording length in minutes (maximum of 60
minutes). Click Next to continue.

=>» NOTE:
The recording length will impact the amount of hard disk space
needed on the Intuity CONVERSANT system to store the recordings.
If you choose to create long recordings, and proper file management
is not performed, you run the risk of filling the hard disk. See the
documentation provided with your Intuity CONVERSANT system for
specific information about hard disk storage space.
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Ta AgentAssist - AQ Schedule Wizard

Y, Enter Number of Recordings

Flease enter the number of recordings that you would like to
schedule for this session. The number of recordings

| scheduled may be different than the nurmber of recardings

‘ actually made due to system resources available at
recording time.

# of Recordings |1

A

| Help | < Brovims ........ He)d)}

8. Use the slide bar or type in the number of recordings you would like to
schedule. Click Next to continue.

T AgentAssist - AQ Schedule Wizard

Y, Select Schedulable Days

Flease selectthe available weekdays for this recarding
sessian.

[T Sunday

I honday

¥ Tuesday

I ‘Wednesday
¥ Thursday
¥ Friday

[T Saturday

el | J=—— He)d)}
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9. Select the day(s) of the week for the recordings. Click Next to continue.

Ta AgentAssist - AQ Schedule Wizard

Y, Select Holiday Scheduling

A scheduling calendar can be built either including or
excluding administered holidays. Selectves to include
holidays in the scheduling calendar. For example, if
12/25/19495 is an administered holiday. then selecting yes will
include it as a possible day.

" *es, include holidays

& Mo, don'tinclude holidays

Heln | J=—— He)d)}

10. Select Yes to include holidays or No to exclude holidays. Click Next to
continue.

=>» NOTE:

Holidays are set in the Agent Assist Administrator.

T AgentAssist - AQO Schedule Wizard

\'EI} Enter Business Hours

Flease selectthe business hours for this scheduling session.
These hours may be star-of-day and end-of-day. or shift
based. Hours which fall outside of this range will not be
included in the awvailable scheduling hours.

Start of Shift IDB:DDAM vI
End of Shift IDE:DD Phd vI

- | P— ........ Me;d)) .........
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11. Select the business hours for this scheduling session from the following
screen. Click Next to continue.

=>» NOTE:
Agent Assist Agent Observing uses the CONVERSANT to determine
recording start and stop times. Synchronize the time between the
CONVERSANT and the client to be sure your recordings occur as
expected.

T AgentAssist - AQ Schedule Wizard

Y, Select Start Times

Selecting starttimes determines when random recordings
may begin. For example, if yvou select 1 hour, the random
recordings will be scheduled to begin on the hour; if you
select 15 minutes, the random recordings will be scheduled
to beqin on the quarter hour and so on. Flease selectthe
random recording start time.

1 minute

B minutes
o £
30 minutes
1 hour

Helm | << Presious Mext »>

12. Select the start times for the scheduled recordings. This time defines the
interval for recording, from 1 minute up to on the hour. Recording will begin
at the closest interval selected. Click Next to continue.
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The system displays a tentative recording schedule of agents and the time
scheduled for the recording of each agent. For example, if you select one
hour, the recordings begin on the hour.

‘!".‘3&_. AgentASSiSt - A0 Schedule Wizard |
"E} Tentative Schedule

Thiz iz a lizt of the tentatively scheduled recordings. Press
Schedule to upload the schedule to the server.

Q’}EE?E 3100, 300, 50

Q’}EE?E 3A11/00..  3A11/00.. 5
Q’}EE?E 3A11/00..  3A11/00.. 5

¢}E3?5 341400, 8/M1/00.. B -
4| | >|

HEelm << Previous | Schedule |

13. Click Schedule to confirm and complete the schedule.

=>» NOTE:

If you are not satisfied with the schedule assigned by the system, you
may back up to the previous steps to create a new schedule.
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Once the schedule has been completed, the scheduling confirmation
screen is presented.

T3 AgentAssist - AO Schedule Wizard

14. Click Finish to complete the Schedule Wizard session.
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Recordings Retrieval

Use the procedure below to retrieve Agent Observing recordings:

1. Start at the Agent Observing window. Highlight the recording(s) you wish to
retrieve from the list in the window. Multiple recordings are selected by
pressing and holding down the “Control” key while clicking on the desired

recordings.
4 Agent Observing - globalwe !ﬂm
File Becording Help
Agent Recordings
ObSEWng Il Extension Status -
*102?5 8922 Autornatically rermoy %
LE10277 8922 Completed {no erar] .
Retrieve
gl 1822 Campleted (na eror] Recording(s)
L1030 8922 Campleted (no erar]
mlDSDE 8922 Recarder not runnin [@]_]
*10303 8922 Recarder not runnin
mlDSM 8922 Recarder not runnin P‘ﬁY
= Recording(s)
mlDSDS 43 Recarder not runnin _
*10306 8922 Fecarder not runnin
\Q} mlDSD? 43 Recarder not runnin @
*10308 43 Recarder not runnin Delets
Schedule ﬂ]ﬂﬂﬂﬂ A972 Rernrder nnt r\mni_nlj Recording(s]
4 »
| |02:23PM 2/6%8 )

=>» NOTE:
You can also use the Recordings tab of the Agent Assist Administrator as
described in “Retrieve Recordings” on page 3-49 in Chapter 3, “Agent
% Assist Administration”.
Retrigve You may only retrieve those recordings that have an associated voice file
Fecording(s) (completed without errors).

2. Click the Retrieve Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.
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The system displays the Save As window.

Save As

Save in: I 3 Agentdasist

1 AIMCR's
| Backup
<07] 1001 4. wav
05]1001 B war
@.ﬁ.baut.wav

File: hame: 10001, vz Save I
Save as lpe: | WiAY Files [* wav] j Caticel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s).

4. Choose from the following options:

» If you have a CELP voice file player, select Recordings|Use CELP
Player to play CELP voice files to use the CELP player.

e If you do nothave a CELP voice file player the files automatically
convert and save as a .wav file.

5. Click Save.

Playback Recordings

There are two methods by which to playback recordings:
e Through the client PC (Multimedia player required)
e Through the Intuity CONVERSANT server via a touch-tone telephone

Playback Recordings through the Client PC
Use this procedure to listen to completed recordings from the client PC:

1. Start at the Agent Observing window. Highlight the recording(s) you wish to
<B'H" playback. Multiple recordings are selected by pressing and holding down

o the “Control” key while clicking on the desired recordings.
ay

Fiecarding(s) 2. Click the Play Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.

Issue 3 December 1999 79



Agent Observing

The system displays the Save As window.

Save As
Savein: I £ Agenthasist

1 &I MCR's
7 Backup
<] 10014, v
K07 10016 war
@About.wav

File: narne: 10007, way Save I
Save az ype: I Wit Files [* wav] j Cancel |

3. Choose from the following options:

» If you selected Recordings|Use CELP Player to play CELP voice
files, the CELP voice file player opens.

» If you saved the file as a .wav file, your default Windows voice
player opens.

=> NOTE:
CELP files are stored on the CONVERSANT system with an .lvp
extension and use less hard drive space than .wav files.

The default multimedia recorder window is displayed and indicates at the
top of the window which .wav file is currently present for playback.

010004 way

4. Clickthe » | button to listen to the recording.

5. Close the multimedia window or click a .wav file from the Task bar to
continue with playback(s).

=>» NOTE:
If multiple recordings are retrieved for playback and you wish to listen to a
specific .wav file, you may click the specific .wav file from the Task Bar for
playback.

Playback Recordings through the Server

Recorded messages can also be played using the telephone to access the server
directly by entering the recording ID number or the extension on which the
recording was made.
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Use the procedure below to listen to completed recordings from a telephone:

1. Dial the telephone number corresponding to the channel assigned to Used
for Playback on the Intuity CONVERSANT system. The Used for Playback
Service must be assigned to the selected channel using the Port Manager.
See “Assign Ports for Telephone Playback’” on page 3-29 in Chapter 3,
“Agent Assist Administration”, for more information.

2. The supervisor will be prompted for their extension followed by the # key
and password followed by the # key. Once connected to the Agent Assist
Recording Player, the supervisor has the option to hear a specific recording
or to a list of recordings for a given extension.

To listen to a specific recording:
» Enter the recording ID followed by the # key.

You hear the ID number, extension, date, and length of the recording
and the actual recording.

To listen to a list of recordings for a given extension:
» Enter an agent extension number followed by the * key.
You hear the ID number, extension, date, and length of the
recording.

=>» NOTE:
The supervisor password is identical to that assigned in the client
application. As a result of the capability of accessing via a touch-tone phone,
this password must be numeric.

Refresh Recordings

To refresh recordings, from Recording menu, select Refresh. You may also press
to refresh recordings. If any additional recordings have been scheduled or
added, they now appear in the window.

Delete Recordings

Start at the Agent Observing window. Select the session(s) from the scheduled
recording list. Multiple sessions are selected by holding down the “Control” key
and clicking on the session(s) from the recording list. Click the Delete
Recording(s) button. The system sends a message to the Intuity CONVERSANT
system to remove the session(s) from the scheduled list.

=>» NOTE:
You can also use the Delete button on the Recordings window of the Agent
Assist Administrator, as described in “Delete Recordings”, in Chapter 3,
“Agent Assist Administration”
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Unschedule Future Events

To “Unschedule” a recording(s), select the session(s) from the scheduled
recording list and select Recording|Unschedule. Multiple sessions are selected by
holding down the “Control” key and clicking on the session(s) from the recording
list. The system sends a message to the Intuity CONVERSANT system to remove
the session(s) from the scheduled list. A confirmation screen appears for the
unschedule procedure.

=>» NOTE:

Only pending recordings scheduled for a future time may be unscheduled.

A WARNING:
Once removed from the Intuity CONVERSANT system, the record cannot be
retrieved unless previously stored on a floppy diskette or converted to a .wav
file.

Archive Recordings

82

Files may be saved for later usage or editing. This is accomplished by storing
them as a standard .wav file in a directory (or floppy diskette) located somewhere
other than on the Intuity CONVERSANT system.

A CAUTION:
It is highly recommended that recordings are periodically removed from the
Intuity CONVERSANT system to save space on the system disk.
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Overview

This chapter describes the Malicious Call Recording (M.C.R.) application. M.C.R.
is one of three “on-demand” applications used by an agent to create recordings.
“On-demand” refers to the ability to begin recording immediately from an Agent
Assist client PC by clicking the appropriate application icons. The other
On-demand applications are S.T.A.R. and AgentNow!.

Purpose

The purpose of this chapter is to describe the Malicious Call Recording
application, including an explanation of its use, the procedures to access and
administer the application, and how to work with the resulting recordings.
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Malicious Call Recording Application

The Malicious Call Recording (M.C.R.) application allows an agent to record an
undesirable conversation on-demand.

The basic use of the Malicious Call Recording application is represented by the
following scenario:
1. A malicious call is received by an agent.

2. The agent selects Malicious Call Recording and after logging in, clicks on
the Start Recording button.

3. A message is sent to the Intuity CONVERSANT system and bridges on to
the call and records the conversation.

4. Recording continues until the agent clicks the Stop Recording button.

5. The agent can click the Observance Notes tab and enter text information
about the call.

6. The recording is stored for later retrieval.
=> NOTE:

If Malicious Call Recording is the only Agent Assist application installed on a
PC, the Recording Retriever must also be installed to manage recordings.

Malicious Call Recording Port Contention

84

Malicious Call Recording has the highest priority in obtaining a port on the Intuity
CONVERSANT system and takes precedence over port usage when
simultaneous requests are made for Agent Observing, AgentNow!, C.E.O. or
S.T.A.R. sessions. Malicious Call Recording “bumps” any other Agent Assist
application off ports if no other facilities are available for use. However, Malicious
Call Recording does notinterrupt a Intuity CONVERSANT system application that
is physically assigned to a system port.

See “Ports Usage” in Chapter 3, “Agent Assist Administration”, for more
information about port assignments.
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Accessing Malicious Call Recording

Typically, when using M.C.R., you wish to access the application as quickly as

possible to begin call recording. Thus, it is suggested that agents log in to M.C.R.
before they begin to take calls. Use the procedures below to log in and create an
instant access icon to the M.C.R. application.

Log in to Malicious Call Recording

Use the procedure below to log in to the Malicious Call Recording application:

1. Windows 95/98 or Windows NT: From the Start menu, select Programs.

The system displays the list of Program folders.

2. Select CenterPoint Solutions.

3. Select Agent Assist.

The system displays the list of applications.

e Agentissist -
@ Agentdzsist -
e Agentissist -
e Agentissist -
y Agentdzsist -
e Agentissist -
TH Agenthssist -

Adrniniztratar
Agentt aw!
Al

CED

MCR
Retriewer

STAR

E Part b ahager

Releaze Motes

4. Select AgentAssist-MCR.

The system displays the initial agent login window.

Connect to the server

Server I

¥
LI Caonnect

Username { Ext ||

FPassward I

Cancel

®

Search

This window is similar to the login window described in “Client PC

Administration” in Chapter 3,

“Agent Assist Administration”.
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5. In the server field, select or type a Intuity CONVERSANT system from the
drop-down menu. The system(s) listed are those connected through the
local area network.

Click the Search button to search the network for valid Intuity
@ [ CONVERSANT systems.
Search

6. Inthe Username/Ext field, type your login name or extension identifier.

7. In the Password field, type your password.

&> CONVERSANT system.

8. Click the Connect button to connect the client PC to the selected Intuity
‘ Connect

Once the agent is logged into the system, the system displays the
Malicious Call Recording window.

# Malicious Call Recording - globalwe M= E3
File Becording Help

Recording Details I Observance Motes I

Maﬁchu‘s Cadl General Recording Information—— [:
Fecording
‘rour Egtenzion Iadminuser Skart
Recording
— Destination
Uze Playback op
Recording

| 10:20 M |8/24/99

e Ts

Instant Access to the Malicious Call Recording
Application

During normal PC use, the M.C.R. application is not active. However, when
desired, the agent will want quick access to the application. The Agent Assist
software provides the capability of placing the M.C.R. icon in the icon tray at the
bottom of the Windows screen.
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Use the procedure below to create a “quick access” icon for M.C.R.;
1. Start at the Malicious Call Recording window.

From the File menu, select Minimize to Icon Tray.

# Malicious Call Recording - globalwe M= E3
Becording Help
Minimize to lcon Tray Bhce Motes I
Connect to YR eral Recording Infarmation—— ’9)
Change Pazzword .
L Extension Iladminuser SEart
Recording
Destination
Uze Playback op
Recording

e s

The system minimizes the M.C.R. window from the desktop and provides
an instant access icon (the lightning bolt) from the icon tray at the bottom of
the Windows screen.

$Rizand) 129 PM

Click this icon at any time to initiate a Malicious Call Recording session.

| 10:21 &M |8/24/99

Using Malicious Call Recording

Use the procedure below to use the Malicious Call Recording application:

1. Click on the M.C.R. instant access icon (lightning bolt) from the icon tray at
the bottom of the Windows screen.
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The system displays the Malicious Call Recording window.

# Malicious Call Recording - globalwe M= B2

File Recording Help

Recording Details | Observance Motes |

Maffc:’qus Cadl General Recording [nformation—— [
Recording
— our Etension Iadminuset Skart
Recording
— Destination
Usze Plavback op
Recording

| 10:20 AM |8/24/33

TS
2. Click on the Recording Details tab to activate that portion of the window (if
not already selected).
S@? 3. Click the Start Recording button to begin an M.C.R. session.

Recoring The M.C.R. session is active on the Intuity CONVERSANT system and the
client PC until this same client PC terminates recording.

The status bar at the bottom of the window displays the recording ID of the
call that is currently recording.

| Cunrently recording id 14 08 &M |6/16/97

- -
f@"‘

=>» NOTE:
The Your Extension field displays the extension/login for your
terminal. This may only be changed by the administrator. This
extension is assigned during initial administration and is not
administrable by the agent or supervisor.

@ 4. Click the Stop Recording button when the conversation is over, or when
Resording you wish to stop recording.
A CAUTION:

The recording must be stopped to prevent unintentionally recording very
long segments. In the event a M.C.R. event is initiated and not terminated
for some reason, including the PC becoming unavailable to the network,
Agent Assist will record a two hour block session for that Agent.
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Enter Observation Notes

The M.C.R. application provides a window for the agent to enter observation
notes either during or after the conversation.

These textual notes are stored in the Intuity CONVERSANT system and are
associated with the recording.
Use the procedure below to enter text notes with an M.C.R. recording:

1. From the Malicious Call Recording window, click on the Observance Notes
tab.

2. Type your notes in the text field.
# Malicious Call Recording - Ipazobl M= E3

File Recording

Recording D etails I Obszervance Hotes I

Madicious Call |Enter free form notes during the conversation. .&fter;l
Fecording the call iz terminated. text can still be entered.

For example:  Threats received |

[~

| 10:20 8M (618497 |25

3. When you have finished entering text, from the Recording menu, select
Update Notes.

=> NOTE:
Any text entered is displayed with the recording information in the
Notes field of the Recording Retriever window.

Recordings Retrieval

The Malicious Call Recording application does not allow retrieval of recordings
from the client application. To gain access to these recordings use the Agent
Assist Recording Retriever application.
Use the procedure below to use the Recording Retriever:
1. For Windows 95/98 or Windows NT, select Programs from the Start menu.
The system displays the list of Program folders.

2. Select CenterPoint Solutions.
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3. Select Agent Assist.

The system displays the list of applications.

e Agentissist -
@ Agentdzsist -
e Agentissist -

Adrminiztrator
Agentt aw!
AD

Search [

\ (&

Connect

¢ Agentissist - CEO

y Agenttzzist - MCH
e Agentissist - Retrisver
TE Agenthssist - STAR
E Part b ahager

Releaze Motes

4. Select AgentAssist-Retriever.

The system displays the initial agent login window.

Connect to the server

Senver I LI ann;d
Userame { Ext || @
Passward I Cancel
Search

. In the server field, select or type an Intuity CONVERSANT system from the

drop-down menu. The systems listed are those connected through the
local area network and are currently running Agent Assist Server Software.

Click the Search button to search the network for valid Intuity
CONVERSANT systems.

. In the Username/Ext field, type your login name or extension identifier.
. In the Password field, type your password.

. Click the Connect button to connect the client PC to the selected Intuity

CONVERSANT system.

The information from the Intuity CONVERSANT system is downloaded to
the client PC for the application session.
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Once you are logged into the system, the system displays the Recording
Retriever window.

4 AgentAssist Recording Retriever - globalwe !Em I

File Edit Help

Id | Extension | Status | Ta E

0 8928 Automatically remov... -

) Eetrieve
*1 0276 gaz2 Automatically remow.. A Frecarding(s)
10277 agz2 Completed (no errar) A —
t@!ﬂ 0279 gaz2 Completed (no error) A 4:{.]-.]..
10280 8318 Campleted (no erar) 2 Flay
10281 8918 Completed (ho erar) £ Fecording(s)
10282 8928 Completed (hoeror) £
m1 0300 8909 Pending £ @
w1030 g9z2 Completed (no errory 4 Deleta
m'l 13086 Baze Recorder notrunnin... 2 Recording(s)
1n3nz 4311 Fecnrder nnt runnin _}‘iﬂ
4 l | »
| 0838 AM 2/9/%8 -

9. Highlight the recording(s) you wish to retrieve from the list in the window.
To select multiple recordings, hold down the Control key while clicking on
items to be retrieved.

10. Click the Retrieve Recording button.

==
Retrieve The system retrieves the CELP or ADPCM sound file from the Intuity
Recording(s) CONVERSANT server.

The system displays the Save As window.

Save As E
Save jn: I 5] AgentAssist j | |=_=i<| &
0 &)l MCR's

I Backup

071001 4. warw

071 001 6. warw
@Abnut.wav

File narne:

Save I
Save az lype: I WA Files [ wav) j Cancel |

11. Select the location (folder or floppy diskette) to save the retrieved
recording(s).

Issue 3 December 1999 91



Malicious Call Recording

12. Choose from the following options:

« If you have a CELP voice file player, select Edit|Use CELP Player to
play CELP voice files to use the CELP player.

« If you do nothave a CELP voice file player the files automatically
convert and save as a .wav file.

13. Click Save.

=—>» NOTE:

The Retrieve Recording(s) option is designed to retrieve only.

Playback Recordings

There are two methods by which to playback recordings:
e Through the client PC (Multimedia player required).
e Through the Intuity CONVERSANT server via touch-tone telephone.

Playback Recordings through the Client PC
Use this procedure to listen to completed recordings from the client PC:

1. Start at the Agent Assist Recording Retriever window. Highlight the
recording(s) you wish to playback. Multiple recordings are selected by

<9,].,]_, pressing and holding down the “Control” key while clicking on the desired
recordings.
Flay
Fecording(s) 2. Click on the Play Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.

The system displays the Save As window:

Save Az

Save in: Ia-"-"‘EI*EV'It-"-"tSSiSt j gl E =

[ &I MOR's
I Backup
0] 1001 4. v
0] 10015 warv
@Abaut.wav

File: name: 10001, waw Save I
Save a3 typer | Wit Files [*way) j Cancel |
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3. Select the location (folder or floppy diskette) to save the retrieved

recording(s) for playback.
. Choose from the following options:

» If you selected Edit|Use CELP Player to play CELP voice files, the
CELP voice file player opens.

» If you saved the file as a .wav file, your default Windows voice
player opens.

=>» NOTE:
CELP files are stored on the CONVERSANT system with an .lvp
extension and use less hard drive space than .wav files.

The default multimedia recorder window is displayed and indicates at the
top of the window which .wav file is currently present for playback.

810004 way

. Clickthe ' p | button to listen to the recording.

. Close the multimedia window or click on a .wav file from the Task bar to
continue with playback(s).

=>» NOTE:

If multiple recordings are retrieved for playback and you wish to listen to a
specific .wav file, you may click on the specific .wav file from the Task Bar for

playback.

Playback Recordings through the Server

Use the following procedure to listen to completed recordings from a telephone:

1. Dial the telephone number corresponding to the channel assigned to Used

for Playback on the Intuity CONVERSANT system. The Used for Playback
Service must be assigned to the selected channel using the Port Manager.
See “Assign Ports for Telephone Playback” page 3-29 for more
information.

. The supervisor will be prompted for their extension followed by the # key
and password followed by the # key. Once connected to the Agent Assist
Recording Player, the supervisor has the option to hear a specific recording
or to a list of recordings for a given extension.

To listen to a specific recording:
» Enter the recording ID followed by the # key.

You hear the ID number, extension, date, and length of the recording
and the actual recording.
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To listen to a list of recordings for a given extension:
« Enter an agent extension number followed by the * key.

You hear the ID number, extension, date, and length of the
recording.

=>» NOTE:
The supervisor password is identical to that assigned in the client
application. As a result of the capability of accessing via a touch-tone phone,
this password must be numeric.

Refresh Recordings

To refresh recordings, from Recording menu, select Refresh. You may also press
to refresh recordings. If any additional recordings have been scheduled or
added, they now appear in the window.

Archive Recordings

Files may be saved for later usage or editing. This is accomplished by storing
them as a standard .wav file in a directory (or floppy diskette) located somewhere
other than on the Intuity CONVERSANT system.

A CAUTION:
You should periodically remove recording from the Intuity CONVERSANT
system to save space on the system disk.

Delete Recordings

Use the procedure below to delete recordings:

1. Start at the Agent Assist Recording Retriever window and select
recording(s) from the list. To select multiple recordings, hold down the
Control key while selecting recordings.

@ 2. Click the Delete Recording button.
Delate The audio portion of the recording(s) is permanently removed from the
Recarding Intuity CONVERSANT system. The textual components of the message

remain on the system.

A WARNING:

Once removed from the Intuity CONVERSANT system, the record cannot be
retrieved unless previously stored on a floppy diskette or converted to a .wav
file.
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Overview

This chapter describes the Customer Experience Observing (C.E.O.) application.
C.E.O. is one of two applications that initiate recording sessions on a scheduled
basis (the other being Agent Observing - Chapter 4). As opposed to Agent
Observing which records on an agent basis, C.E.O. the recordings are done on a
per Vector Directory Number (VDN) basis.

=—>» NOTE:

A VDN is an extension that provides access to the Vectoring feature on the
Lucent Technologies DEFINITY switch. Vectoring allows a customer to
specify the treatment of incoming calls based on the dialed number.

Purpose

The purpose of this chapter is to describe the Customer Experience Observing
application, including an explanation of its use, the procedures to access and
administer the application, and how to work with the resulting recordings.
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Customer Experience Observing
Application

96

The Customer Experience Observing (C.E.O.) application allows a supervisor to
schedule recordings of an entire call, from the time the caller enters the call center
VDN, until the call is disconnected from the switch.

As opposed to recording the conversations specific to an agent, C.E.O. records all
audio sessions the caller hears while processing in the vector directory number
(VDN) of the DEFINITY switch. These audio sessions can include:

» Switch recorded announcements
* Music
» Voice response interactions
» Agent conversations
» Transferred and conference call conversation
* Progress tones such as busy, reorder, and ringing
» Switch call prompts and associated caller input
C.E.O. accomplishes this by bridging onto a VDN within the DEFINITY switch.

The Intuity CONVERSANT system bridges onto individual calls as they reach the
incoming VDN and continues recording until the call is terminated.

An optional warning tone may be administered on the switch to alert the caller at
the conclusion of the vector processing that the conversation is being recorded.
When administered, the DEFINITY switch continues to play the periodic tone
throughout the duration of the call.

Instead of the periodic warning tone from the switch, you may consider playing a
recorded warning announcement as the first step of the vector.

A CAUTION:
The recording of telephone conversations is subject to federal, state, or local
laws, rules or regulations and may be prohibited pursuant to the laws, rules,
or regulations or require the consent of one or both of the parties to the
conversation. Customers should familiarize themselves with and comply
with all applicable law, rules and regulations before using these features.
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The basic use of the Customer Experience Observing application is represented
by the following scenario:

1. A supervisor schedules recording times on a VDN basis using the client
PC.

2. The schedules are “uploaded” into the Intuity CONVERSANT system.

3. The time to begin recording is reached and the Intuity CONVERSANT
system:

a. Connects to the DEFINITY using an available, assigned port.
b. Outpulses the feature access code and the VDN.
c. Bridges onto the call and begins the recording for the specified time.

=—>» NOTE:

If the agent is already on a call at start time, that call will not be
recorded. Customer Experience Observing records the next new call.

4. The recording stops and is stored on the Intuity CONVERSANT system in
the Agent Assist recording files.

5. A supervisor retrieves and listens to messages specific to VDNs within
their assignment.

VDN recording begins when the first call after the scheduled time enters the
switch VDN. Furthermore, recording stops at the end of the allotted time, whether
a single call, multiple calls, or call portions were handled during this period.

C.E.O. may observe consecutive VDN calls during the specified time interval. In
other words, as long as the supervisor has scheduled C.E.O. for a particular VDN,
the Intuity CONVERSANT system records that VDN until the session time
expires.

C.E.O. Port Contention

C.E.O. is one of the applications with a low priority to obtain a port on the Intuity
CONVERSANT system.

A CAUTION:

Any application with a higher port contention priority (Malicious Call
Recording, AgentNow!, and S.T.A.R.) “bumps” C.E.O. off ports if no other
facilities are available for use.

See “Ports Usage” in Chapter 3, “Agent Assist Administration”, for more
information about port assignments.
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Using C.E.O.

C.E.O. recordings are administered by scheduling recordings using the client PC
interface. The schedules are then “uploaded” into the Intuity CONVERSANT
system where a background process handles the triggering of recordings.

Use the procedure below to administer the C.E.O. application:
1. Windows 95/98 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. Select CenterPoint Solutions.
3. Select Agent Assist.

The system displays the list of applications.

<in Agentdissist - Administrator
@ Agenttasizt - Agentow!
i Agentdissist - AD

<in Agentissist - CEO

y Agenttasizt - MCR

i Agentiissist - Retriever
@ Agenttasizt - STAR

E Port b anager

Releaze Motes

4. Select AgentAssist-CEO.

The system displays the initial supervisor login window.

Connect to the server

&>

Server I LI Connect
Username { Ext || @
FPassward I Cancel

®

Search

This window is similar to the login window described in “Client PC
Administration” in Chapter 3, “Agent Assist Administration”. Passwords
are all assigned in the Administration menu.
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&>

Connect

Using C.E.O.

4 CE.O. - globalwe [_ 0] x]

File Recording Help

. In the Server field, select or type a Intuity CONVERSANT system from the

drop-down menu. The systems listed are those connected through the
local area network and are currently running Agent Assist Server Software.

Click the Search button to search the network for valid Intuity
CONVERSANT systems.

. In the Username/Ext field, type your login name or extension identifier.
. In the Password field, type your password.

. Click the Connect button to connect the client PC to the selected Intuity

CONVERSANT system.

The information from the Intuity CONVERSANT system is downloaded to
the client PC for the administration session.

The system displays the C.E.O. window.

Customep  Recordings

Experienc:e Id |E>densi0n |Status -
Ob . mW 0276 8922 Autormatically remowv %
AR @m 8922 Completed (no errar] Fetiove
10279 822 Completed (no errar)] Recording(s)
10301 8922 Completed (no error]
mW 0306 8922 Recorder not runnin., [@]_]
mW 0307 43 Recorder not runnin.,
MT 308 4311 Recarder not runnin., P‘ﬁy
. Recording(s)
mW 0309 8922 Recorder not runnin., _
¢ mW 030 43 Recorder not runnin. =
1037 43 Completed (no errar; @
h MWDSM 8922 Transferring recuest Delete
Schedule ﬁw N345 Aap? Cancelled h\mspr_lﬂ Fecarding(s]
1 4

143 A M@

C.E.O. Schedule Wizard

C.E.O. recordings are scheduled via the scheduling “wizard”. The wizard is used
to schedule either a single event, at a specific time, or multiple events. The wizard
provides an easy to use step-by-step method for creating recording requests.

Scheduling One Agent/One Recording

The Scheduling Wizard allows the supervisor to schedule a single recording for a
specific agent at a designated time.

Issue 3 December 1999 99



Customer Experience Observing

Use the procedure below to schedule using the Schedule Wizard:

1. Select the Schedule Wizard from the Recording menu or click the
Schedule icon on the C.E.O. window.

=>» NOTE:
Supervisors may only schedule and retrieve recordings for VDNs
assigned to them in the administration section of the Agent Assist
features. See “Agent Administration” and “Supervisor
Administration” in Chapter 3, “Agent Assist Administration” for more
information about administering agents and supervisors.

The system displays the initial Wizard window.

T AgentAssist - CEO Schedule Wizard

Y, Welcome

Wielcome to the Agentdssist Schedule Wizard. This wizard
will help you set up recording schedules for one or more of
wour WDOhs by asking vou a number of simple gquestions.
“Wwhen the process is complete you will be shown a list of the
tentative recardings you have scheduled.

Press Begin to Start

el | <2 ErevimnE Begin
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2. Click Begin to start.

T AgentAssist - CEO Schedule Wizard

Y, Number of Recordings

Flease select the number of recordings or YDMNs that you
wish to record in this session. Choosing multiple allows you

to set more schedule parameters and build randorm
schedules.

' One %DM / One Recording

 bultiple YOMNs / Multiple Recordings

el |  <cPrevious | Bext>»

=>» NOTE:

Multiple VDNs/Multiple Recordings allows the supervisor to set

schedule parameters and build random schedules of recordings or
VDNs based on recording hours.

3. Select One VDN/One Recording. This allows the supervisor to schedule a
single recording at a specified time.
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The system lists the Available Extension/Agent Name.

Ta AgentAssist - CEO Schedule Wizard

Y, Select VDN

Please select a %DM from the following list.

Extension | YO Mame

%, 20105 Brandon
Qg 8922 Sarah
% 5999 Bonnie

< | B

Help |

Mext »» |

4. Select the Extension/VDN Name to schedule a single recording session.
Click Next to continue.

"3 AgentAssist - C E.0. Schedule Wizard |
%ﬁ:} Select Day

Pleaze zelect the date on which pou would like pour
recording to be started,

Sep 2000|sep =] 2000 ]
T F

5 h T W
27 28 20 20 21 1 2
3 2} o] G 7 2 g
10 12 12 14 15 16
17 12 19 20 21 22 23
29 |25 26 27 28 28 a0
1 2 = L 5 G E

HElE | << Previous Mext »»

=]
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5. Select the recording start date from the calendar. Click Next to continue.

Ta AgentAssist - CEO Schedule Wizard

\@} Enter Stavting Time

Flease enter the time at which wvouwould like vour recording
to begin. This time is an approximation, the actual staring
time may be several minutes later than scheduled due to
WO state at start time.

Starting Time |1 1 Ak

Helm | << Presious Mext »>

6. Enter the start time for the recording to begin. Click Next to continue.

T AgentAssist - CEO Schedule Wizard

“, Enter Recording Length

Flease enter the length (in minutes) that you would like for
wour recording. This length is an approximation, the actual
length may be differentthan scheduled due to YDMN state.

Length |17

Helm | << Previous Mext >

7. Use the slide bar or type in the recording length in minutes (maximum 60
minutes). Click Next to continue.

Issue 3 December 1999 103



Customer Experience Observing

104

Length (in minutes) — The maximum number of minutes for which an
individual VDN recording session is active. During this period, multiple calls
to the VDN may be recorded. The valid time range is 1 minute to 60

minutes (one hour).

A CAUTION:

The recording length impacts the amount of hard disk space needed
on the system to store recordings. If you choose to create long

recordings, and proper fill management is not performed, you run the
risk of filling the hard disk. See the documentation provided with your
Intuity CONVERSANT system for specific information about hard disk

storage space.

=—>» NOTE:

Recording does not stop if there is continuous silence between calls
to a specific VDN. Recording continues for the entire interval

administered when the event was scheduled.

The system displays a screen with a list of tentatively scheduled

recordings.

'\\g} Tentative Schedule

Thiz iz a list of the tentatively scheduled recordingsz. Presz

Schedule to upload the schedule ta the server.

*4 AgentAssist - C.E.O. Schedule Wizard ||

Helm

WDN | Start Time | End Time | Length «

prears 910, 90 50 L

pr6375 911/00. 911/00. 5

fpr6375 941100 911700, 6

6375 911/00. V1100 5 =

: il
44 Ereviuusl Schedule |

8. Click Schedule to confirm and complete the schedule.

=>» NOTE:

If you are not satisfied with the schedule assigned by the system, you
may back up to the previous steps to create a new schedule.
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Once the schedule has been completed, the scheduling confirmation
screen is presented.

a AgentAssist- CEO Schedule Wizard

Yy, Thank you

Thank wou for using the Agentdssist scheduling wizard.
Fress Finish ta return to Customer Experience Observing.

el | <<Breviue | | Finish

9. Click Finish to complete the Schedule Wizard session.

Multiple VDNs/Multiple Recordings

Multiple VDNs/Multiple Recordings allows the supervisor to set schedule
parameters and build random schedule.

1. Select the Schedule Wizard from the Recording menu or click the
Schedule icon on the C.E.O. window.

=> NOTE:
Supervisors may only schedule and retrieve recordings for VDNs
assigned to them in the administration section of the Agent Assist
features. See “Agent Administration” and “Supervisor
Administration” in Chapter 3, “Agent Assist Administration” for more
information about administering agents and supervisors.
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The system displays the initial Wizard window.

T AgentAssist - CEO Schedule Wizard

Y, Welcome

YWelcome to the Agentéssist Schedule Wizard. This wizard
will help wou set up recording schedules for one or more of
wour WOMs by asking wou a number of simple questions.
YWhen the process is complete you will be shown a list of the
tentative recordings wou hawve scheduled.

Press Begin to Start

|m[=e] | << Erewims Begin

2. Click Begin to start.

T AgentAssist - CEO Schedule Wizard

o, Number of Recordings

Flease selectthe number of recardings or WDMNs that wou
wish to record in this session. Choosing multiple allows you
to set more schedule parameters and build randorm
schedules.

 OnewDMN / One Recording

& Pdultiple VONs / Multiple Recordings:

|m[=e] | << Previous Mext>>
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3. Select Multiple VDNs/Multiple Recordings. Click Next to continue

T AgentAssist - CEO Schedule Wizard

Y, Select VDN

Fleaze selectthe WDMNs that wou would like to schedule from

the following list.

Extension | WOM Mame
&, 2005 Brandan
% 8922 Sarah
%, 8999 Bonnie
dl | N
[ Random
el <cPrevious | Next>> |

4. Multiple VDNSs are selected by pressing and holding down the “Control” key
while selecting the VDNs to be scheduled. After selecting the appropriate

VDN, click Next to continue.

Random — Check the Random box to include all displayed VDNs in the

scheduling. When you select Random, all displayed VDNs may be
sampled during the period assigned in the Scheduling tab of this window.
The number of samples assigned in the # Recordings field is performed

until the session is complete.
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"3 AgentAssist - C.E.O. Schedule Wizard E|
\Q} Select Start Day

Pleaze select the starting date from which pou waould like yaur
recarding schedule ta be builk.

Sep 2000|sep x| |2000 +]
T F

5 h T Y
27 28 20 20 21 1 2
3 = ] 5] 7 2 g
10 12 13 14 15 16
17 18 19 20 21 22 23
29 |25 26 27 28 20 =0
il 2 2 L 5 o] ki

Helw | << Previous Mext 3
|

6. Select the recording start date from the calendar. Click Next to continue.

5

"% AgentAssist - C.E.O. Schedule Wizard El|
"'@ Select End Day

Fleasze zelect the ending date to which you would like pour
recaording schedule to be buil.

Sep 2000|sep x| Je000 ~]

s h T Wi T F s
27 28 29 20 21 1 2
3 4 il G 7 =] a
10 11 12 14 15 16
17 12 19 20 21 22 23
24 |25 26 27 28 29 30
1 2 = o} 5 =] 7

HEelp | <4< Previouz Mest =
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7. Select the recording ending date from the calendar. Click Next to continue.

Ta AgentAssist - CEO Schedule Wizard

“, Enter Recording Length

Flease enter the length (in minutes) that you would like far
wour recarding. This length is an approximation, the actual
length may be different than scheduled due to WDN state.

Length |17

Sl

Helm | << Previous Mext >

8. Use the slide bar or type in the recording length in minutes (maximum of 60
minutes). Click Next to continue.

A CAUTION:
The recording length impacts the system hard disk space used to
store recordings. If you create long recordings and do not perform
proper fill management, you may fill the hard disk. See the Intuity
CONVERSANT system documentation for specific information about
hard disk storage space.
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“a AgentAssist - CEO Schedule Wizard

Y, Enter Number of Recordings

Flease enter the nurmber of recordings that wou would like to
schedule far this session. The number of recordings
scheduled may be diffterent than the number of recordings
actually made due to system resources available at
recording time.

# of Recordings |1

Helk | << Previous ﬂext))

9. Use the slide bar or type in the number of recordings you would like to
schedule. Click Next to continue

3 AgentAssist - CEO Schedule Wizard

E Select Schedulable Days

Flease selectthe available weekdays for this recarding
session.

[ Sunday

¥ tdonday

¥ Tuesday

¥ ‘Wednesday
¥ Thursday
¥ Friday

[T Saturday

Helg | << Presdious
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10. Select the day(s) of the week for the recordings. Click Next to continue.

Ta AgentAssist - CEO Schedule Wizard

Y, Select Holiday Scheduling

A scheduling calendar can be built either including or
excluding administered holidays. Selectves to include
holidays in the scheduling calendar. For example, if
12/25/19495 is an administered holiday. then selecting yes will
include it as a possible day.

" *es, include holidays

& Mo, don'tinclude holidays

Heln | J=—— He)d)}

11. Select Yes to include holidays or No to exclude holidays. Click Next to
continue.

=>» NOTE:

Holidays are set in the Agent Assist Administrator.

a AgentAssist- CEO Schedule Wizard

\E} Enter Business Hours

Flease select the business hours for this scheduling sessian.
These hours may be star-of-day and end-of-day. or shift
based. Hours which fall outside of this range will not be
included in the awvailable scheduling hours.

Start of Shift IDB:DDAM vI
End of Shift IDE:DD Phd vI

. | P— Me;d)) .........
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12. Select the business hours for this scheduling session from the following
screen. Click Next to continue.

T AgentAssist - CEO Schedule Wizard

Y, Select Start Times

Selecting starttimes determines when random recordings
may begin. For example, if yvou select 1 hour, the random
recordings will be scheduled to begin on the hour; if you
select 15 minutes, the random recordings will be scheduled
to beqin on the quarter hour and so on. Flease selectthe
random recording start time.

1 minute

B minutes
o 5
30 minutes
1 hour

|m[=e] | << Previous Mext>> |

13. Select the start times for the scheduled recordings. Click Next to continue.

"3 AgentAssist - C_E.O. Schedule Wizard |
"E} Tentative Schedule

Thiz iz a lizt of the tentatively zcheduled recordings. Press
Schedule to upload the zchedule to the zerver.

YO | start Time | End Time | Length =
6375 9/11/00. 91100 5 L

Q’}EE?E 3A1/00..  3M11400. 5
Q’}EE?E 3A1/00..  3M11400. 5

Q’}EE?E 9A41/00.. 941400, B -
< | _>I_I

HEelm << Previous | Schedule |

14. The previous screen displays a tentative recording schedule of VDNs and
the time scheduled for the recording of each VDN. Click Schedule to
confirm and complete the schedule.
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Once the schedule has been completed, the scheduling confirmation
screen is presented.

a AgentAssist- CEO Schedule Wizard

Yy, Thank you

Thank wou for using the Agentdssist scheduling wizard.
Fress Finish ta return to Customer Experience Observing.

el | <<Breviue | | Finish

15. Click Finish to complete the Schedule Wizard session.

Recordings Retrieval

Use the procedure below to retrieve C.E.O. recordings:

1. Start at the C.E.O. window. Highlight the recording(s) you wish to retrieve
from the list in the window. Multiple recordings are selected by pressing
and holding down the “Control” key while clicking on the desired
recordings.
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4 Agent Observing - globalwe !Em
File  Eecording Help
Agent Recordings
ObSEWng Il | Extension | Status -
mlDE?E 8922 Automatically remow %
LB 8922 Completed (no errar] .
Retrieve
& 1822 Completed {no errar] Recording(s)
L1030 8922 Completed {no erar]
*10302 g9z Recorder not runnin <B]']
mlDSDS 8922 Recarder not runnin
mlDSM 8922 Recarder not runnin P‘ﬁY
. —  Recording(s)
*10305 43 Recarder not runnin _
mlDSDE 8922 Recarder not runnin
X} m]DE)D? 43 Recarder not runnin @
mlDSDE 43 Recarder not runnin Delets
Schedule ﬂ]ﬂﬂﬂﬂ A972 Rernrder nnt r\mni_nlj Recording(s]
L] 4
| 0223PM 215/% |G-

=>» NOTE:
You can also use the Recordings tab of the Agent Assist
Administrator as described in Chapter 3, page 3-49.

Retrigve You may only retrieve those recordings that have an associated voice file
Recording(s) (completed without errors).

2. Click the Retrieve Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.

The system displays the Save As window:

Save As
Save in: I 3] Agentdssist j | f_ﬁgl IE
|1 &1l MCR's
] Backup
K071 1001 4.wav
0] 10016, vearv
@About.wav
File nare: Save I
Save as type: | WY Files [%.wav) =] Cancel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s).
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4. Choose from the following options:

« If you have a CELP voice file player, select Recordings|Use CELP
Player to play CELP voice files to use the CELP player.

« If you do nothave a CELP voice file player the files automatically
convert and save as a .wav file.

5. Click Save.

=—>» NOTE:

The Retrieve Recording(s) option is designed to retrieve only.

Playback Recordings

There are two methods by which to playback recordings:
e Through the client PC (Multimedia player required)
e Through the Intuity CONVERSANT server via a touch-tone telephone

Playback Recordings through the Client PC
Use this procedure to listen to completed recordings from the client PC:

1. Startat the C.E.O. window. Highlight the recording(s) you wish to playback.
<9,].,]_, Multiple recordings are selected by pressing and holding down the

o “Control” key while clicking on the desired recordings.
ay

Fecarding(s) 2. Click the Play Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.

The system displays the Save As window.

Save As [ 7]
Save in: I ) Agentissist j gl IEE_
1 &l MCR's

|1 Backup

D7) 1001 4.

07]1 0016 warv
@f—\bnut.wav

File narne:

Q007 waw Sawe I
Save az type: | WEAY Files (% wav) j Cancel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s) for playback.
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4. Choose from the following options:

e If you selected Recodings|Use CELP Player to play CELP voice
files, the CELP voice file player opens.

» If you saved the file as a .wav file, your default Windows voice
player opens.

=>» NOTE:
CELP files are stored on the CONVERSANT system with an .lvp
extension and use less hard drive space than .wav files.

The default multimedia recorder window is displayed and indicates at the
top of the window which .wav file is currently present for playback.

810004 way

5. Clickthe » | button to listen to the recording.

6. Close the multimedia window or click a .wav file from the Task bar to
continue with playback(s).

=>» NOTE:
If multiple recordings are retrieved for playback and you wish to listen to a
specific .wav file, you may click the specific .wav file from the Task Bar for
playback.

Playback Recordings through the Server

Recorded messages can also be played using the telephone to access the server
directly by entering the recording ID number or the extension on which the
recording was made.

Use the procedure below to listen to completed recordings from a telephone:

1. Dial the telephone number corresponding to the channel assigned to Used
for Playback on the Intuity CONVERSANT system. The Used for Playback
Service must be assigned to the selected channel using the Port Manager.
See “Assign Ports for Telephone Playback” page 3-29 for more
information.

2. The supervisor will be prompted for their extension followed by the # key
and password followed by the # key. Once connected to the Agent Assist
Recording Player, the supervisor has the option to hear a specific recording
or a list of recording IDs for a given extension.
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To listen to a specific recording:
« Enter the recording ID followed by the # key.

You hear the ID number, extension, date, and length of the recording
and the actual recording.

To listen to a list of recordings for a given extension:
» Enter an agent extension number followed by the * key.

You hear the ID number, extension, date, and length of the
recording.

=—>» NOTE:

The supervisor password is identical to that assigned in the client
application. As a result of the capability of accessing via a touch-tone phone,
this password must be numeric.

Refresh Recordings

To refresh recordings, from Recording menu, select Refresh. You may also press
to refresh recordings. If any additional recordings have been scheduled or
added, they now appear in the window.

Delete Recordings

Start at the C.E.O. window. Select the session(s) from the scheduled recording
list. Multiple sessions are selected by holding down the “Control” key and clicking
on the session(s) from the recording list. Click the Delete Recording(s) button.
The system sends a message to the Intuity CONVERSANT system to remove the
session(s) from the scheduled list.

=>» NOTE:

You can also use the Delete button on the Recordings window of the Agent
Assist Administrator, as described in “Delete Recordings”, in Chapter 3,
“Agent Assist Administration”.

A WARNING:

Once removed from the Intuity CONVERSANT system, the record cannot be
retrieved unless previously stored on a floppy diskette or converted to a .wav
file.

Unschedule Recordings

To “Unschedule” a recording(s), select the session(s) from the scheduled
recording list and select Recordings|Unschedule. Multiple sessions are selected
by holding down the “Control” key and clicking on the session(s) from the
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recording list. The system sends a message to the Intuity CONVERSANT system
to remove the session(s) from the scheduled list. A confirmation screen appears

for the unschedule procedure.

=—>» NOTE:

Only sessions scheduled for a future time that have pending status may be
unscheduled.

Archive Recordings

Files may be saved for later usage or editing. This is accomplished by storing
them as a standard .wav file in a directory (or floppy diskette) located somewhere
other than on the Intuity CONVERSANT system.

A CAUTION:
It is highly recommended that recordings are periodically removed from the

Intuity CONVERSANT system to save space on the system disk.
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Spontaneous Telephony Agent
Recording (S.T.A.R.)

Overview

This chapter describes the Spontaneous Telephony Agent Recording (S.T.A.R.)
application. S.T.A.R. is one of three “on-demand” applications used by an agent to
create recordings.“On-demand” refers to the ability to begin recording
immediately from an Agent Assist client PC by clicking the appropriate application
icons. The intent of S.T.A.R. is to provide a “friendly” recording mechanism of calls
when the calling party is aware they are being recorded. The other two
On-demand applications are M.C.R. and AgentNow!

Purpose

The purpose of this chapter is to describe the Spontaneous Telephony Agent
Recording application, including an explanation of its use, the procedures to
access and administer the application, and how to work with the resulting
recordings.
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Spontaneous Telephony Agent
Recording Application

The Spontaneous Telephony Agent Recording (S.T.A.R.) application works much
the same as the Malicious Call Recording application, in that it allows an agent to
record a conversation on-demand. The primary difference is the fact that the user
may enter data into one or more of ten pre-defined user fields. This data is stored
for later retrieval by external sources.

The basic use of the S.T.A.R. application is represented by the following scenario:
1. An agent decides to record a conversation.

2. The agent starts the S.T.A.R. application, and after logging in, clicks on the
Start Recording button.

3. A message is sent to the Intuity CONVERSANT system and bridges on to
the call and records the conversation.

4. Recording continues until the agent clicks the Stop Recording button.

5. The agent may use the Observance Notes tab to enter text information
about the call.

6. The recording is stored for later retrieval.
=>» NOTE:

If S.T.A.R is the only Agent Assist application installed on a PC, the
Recording Retriever must also be installed to manage recordings.

S.T.A.R. Port Contention

120

S.T.A.R. has a medium priority in obtaining a port on the Intuity CONVERSANT
system. Once a S.T.A.R. session is started, recording begins on the Intuity
CONVERSANT system regardless of agent disposition.

The S.T.A.R. application takes precedence over port usage when simultaneous
requests are made for Agent Observing and C.E.O. sessions. That is, S.TA.R.
“bumps” Agent Observing and C.E.O. applications off ports if no other facilities are
available for use. However, S.T.A.R. does not interrupt an Intuity CONVERSANT
system application that is physically assigned to a system port.

=—>» NOTE:

Malicious Call Recording has the highest priority of the five Agent Assist
applications in obtaining a port on the Intuity CONVERSANT system.

See “Ports Usage” in Chapter 3, “Agent Assist Administration”, for more
information about port assignments.
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Accessing S.T.A.R.

When using S.T.A.R., you will want to access the application as quickly as
possible to record a call. Thus, it is important for agents to log in to S.T.A.R. before
they begin to take calls. Use the procedures below to log in and create an instant
access icon to the S.T.A.R. application.

Log in to Spontaneous Telephony Agent
Recording

Use the procedure below to log in to the S.T.A.R. application:
1. For Windows 95/98 or Windows NT, select Programs from the Start menu.
The system displays the list of Program folders.
2. Select CenterPoint Solutions.
3. Select Agent Assist.

The system displays the list of applications.

i Agentissist - Administratar
@ Agentdzsist - Agentt ow!
i Agentissist - A0

¢ Agentissist - CEO

y Agenttzzist - MCH

e Agentissist - Retrisver
TE Agenthssist - STAR

E Part b ahager

Releaze Motes

4. Select AgentAssist-STAR.

The system displays the initial agent login window.

Connect to the server

b

Server I ﬂ Connect
Usermame / Ext || @
Password I Cancel

®

Search

This window is similar to the login window described in “Client PC
Administration” in Chapter 3, “Agent Assist Administration”.
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&>

Connect

Spontaneous Telephony Agent Recording (S.T.A.R.)

. In the Server field, select or type a Intuity CONVERSANT system from the

drop-down menu. The systems listed are those connected through the
local area network and are currently running Agent Assist Server Software.

Click on the Search button to search the network for valid Intuity
CONVERSANT systems.

. In the Username/Ext field, type your login name or extension identifier.
. In the Password field, type your password.

. Click on the Connect button to connect the client PC to the selected Intuity

CONVERSANT system.

Once the agent is logged into the system, the system displays the S.T.A.R.
window.

#: Spontaneous Telephony Agent Hecording - globalwe

File Recording Help

Fecording Detalls I Observance Notes

— General Recording [nformation——

S@?

—Desgtination——————————————————— Recording
Uze Playback @
op

Recording

023 4M B/24/99

Tz

Instant Access to the S.T.A.R. Application

122

During normal PC use, the S.T.A.R. application is not active. However, when
desired, the agent will want quick access to the application. The Agent Assist
software provides the capability of placing the S.T.A.R. icon in the icon tray at the
bottom of the Windows screen.
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Use the procedure below to create a “quick access” icon for S.TA.R.:

1. Start at the Spontaneous Telephony Agent Recording window and from the
File menu, select Minimize to Icon Tray.

#: Spontaneous Telephony Agent Recording - globalwe
Becording Help
Minimize to [con Tray bhce Maotes

Connect to YRU — General Recording Information——
Change Password )
- - - @ @ | ‘our Extension (R ¢
E xit
; Skart
—Destingtion—————————————————— Fecording
Usge Plapback @
op
Fecording

| [10:24.M 8724039

eV

The system removes the S.T.A.R. window from the desktop and provides
and instant access icon (the star) from the icon tray at the bottom of the
Windows screen.

N\
bRkER) 343 PM

Click this icon at any time to initiate a S.T.A.R. recording session.
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Using Spontaneous Telephony Agent
Recording

Use the procedure below to use the Spontaneous Telephony Agent Recording
application:

1. Click on the S.T.A.R. instant access icon (the star) from the icon tray at the
bottom of the Windows screen.

The system displays the S.T.A.R. window.

#: Spontaneous Telephony Agent Recording - globalwe

File Becording Help

Recording Details | Observance Notes

r— General Recording |nformation——
S@
—Destination———————————————— Recarding
Usze Playback. @
op
Fecording
| [10:23AM |8/24/99 | 3G7:

2. Click on the Recording Details tab to activate that portion of the window.

S@? 3. Press the Start Recording button to begin a S.T.A.R. session.

Fecording

The S.T.A.R. session is active on the Intuity CONVERSANT system and
the client PC.

The status bar at the bottom of the window displays the recording ID of the
call that is currently recording.

| Cunently recording id 14 08 &M |6/16/97

ToE

=>» NOTE:
The Your Extension field displays the extension/login for your
terminal. This may only be changed by the administrator. This
extension is assigned during initial administration and is not
administrable by the agent or supervisor.

@ 4. Press the Stop Recording button when the conversation is over, or when
Resording you wish to stop recording.
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Entering Observance Notes

The S.T.A.R. application provides a window for the agent to enter Observance
Notes either during or after the conversation.

These textual notes are stored in the Intuity CONVERSANT system and are
associated with the recording.
Use the procedure below to enter text notes with a S.T.A.R. recording:

1. From the S.T.A.R. window, click on the Observance Notes tab.

2. Type your notes in the text fields.

The Observance Notes tab is customized information entered to identify
the unique type of recording session. See Chapter 3, “Agent Assist
Settings Administration” page 3-32, to set up these fields.

# S TAR. - globalwe

File PRecording Help

Recarding Details Observance Notes |

STAR. Customer D l— Praduct Name l—
e p—" Concem l— Payment Type l—
Credit Card # l— Accaunt# l—

Subsclriptio.r] l—

0301 P 279738 G-

Update
3. When you have finished entering notes, from the Recording menu, select

the Update button.

=>» NOTE:
Any text entered is displayed with the recording information in the
Notes field of the Recording Retriever window.

Recordings Retrieval

The S.T.A.R. application does not allow retrieval of recordings from the client
application. To listen to these recordings use the Agent Assist Recording
Retriever.
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Use the procedure below to use the Recording Retriever:
1. For Windows 95/98 or Windows NT, select Programs from the Start menu.
The system displays the list of Program folders.
2. Select CenterPoint Solutions.
3. Select Agent Assist.

The system displays the list of applications.

i Agentissist - Administratar
@ Agentdzsist - Agentt ow!
i Agentissist - A0

¢ Agentissist - CEO

y Agenttzzist - MCH

e Agentissist - Retrisver
TE Agenthssist - STAR

E Part b ahager

Releaze Motes

4. Select AgentAssist-Retriever.

The system displays the initial agent login window.

Connect to the server

Senver I LI Cannect
Userame { Ext || @

Passward I Cancel

Search

5. In the server field, select or type a Intuity CONVERSANT system from the
drop-down menu. The systems listed are those connected through the
local area network and are currently running Agent Assist Server Software.

Click the Search button to search the network for valid Intuity
@ [ CONVERSANT systems.
Search
6. Inthe Username/Ext field, type your login name or extension identifier.

7. In the Password field, type your password.

w CONVERSANT system.

8. Click the Connect button to connect the client PC to the selected Intuity
‘ Connect

The information from the Intuity CONVERSANT system is downloaded to
the client PC for the application session.
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Once you are logged into the system, the system displays the Recording
Retriever window.

4 AgentAssist Recording Retriever - globalwe !Em I

File Edit Help

Id | Extension | Status | Ta E

0 8928 Automatically remov... -

) Eetrieve
*1 0276 gaz2 Automatically remow.. A Frecarding(s)
10277 agz2 Completed (no errar) A —
t@!ﬂ 0279 gaz2 Completed (no error) A 4:{.]-.]..
10280 8318 Campleted (no erar) 2 Flay
10281 8918 Completed (ho erar) £ Fecording(s)
10282 8928 Completed (hoeror) £
m1 0300 8909 Pending £ @
w1030 g9z2 Completed (no errory 4 Deleta
m'l 13086 Baze Recorder notrunnin... 2 Recording(s)
1n3nz 4311 Fecnrder nnt runnin _}‘iﬂ
4 l | »
| 0838 AM 2/9/%8 -

9. Highlight the recording(s) you wish to retrieve from the list in the window.
To select multiple recordings, hold down the Control key while clicking on
items to be retrieved.

10. Click the Retrieve Recording button.

==
Retrieve The system retrieves the CELP or ADPCM sound file from the Intuity
Recording(s) CONVERSANT server.

The system displays the Save As window.

Save As

Save in: I £ Agentdssist

A MCR's
[E3 Backup
<07 100714 wav
0] 10016 wav
@About.wav

File name:

Save I
Save az type: I Wil Files [* wav) j Cancel |

11. Select the location (folder or floppy diskette) to save the retrieved
recording(s).
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12. Choose from the following options:

« If you have a CELP voice file player, select Edit|Use CELP Player to
play CELP voice files to use the CELP player.

« If you do nothave a CELP voice file player the files automatically
convert and save as a .wav file.

13. Click Save.

=—>» NOTE:

The Retrieve Recording(s) option is designed to retrieve only.

Playback Recordings

There are two methods by which to playback recordings:
e Through the client PC (Multimedia player required)
e Through the Intuity CONVERSANT server

Playback Recordings through the Client PC
Use this procedure to listen to completed recordings from the client PC:

1. Start at the Agent Assist Recording Retriever window. Highlight the
recording(s) you wish to playback. Multiple recordings are selected by

<9,].,]_, pressing and holding down the “Control” key while clicking on the desired
recordings.
Flay
Fecording(s) 2. Click on the Play Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.

The system displays the Save As window:

Save As HE
Save jm Iaﬂgenb’-\ssist j gl IE =

| AIMCR's
) Backup
40710014 wa
0] 10011 6. wav
@About.wav

File: name: 10007 wway Save I
Sawe as wpe: | WA Files [*wav] j Cancel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s) for playback.
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4. Choose from the following options:

« If you selected Edit|Use CELP Player to play CELP voice files, the
CELP voice file player opens.

» If you saved the file as a .wav file, your default Windows voice
player opens.

=>» NOTE:
CELP files are stored on the CONVERSANT system with an .lvp
extension and use less hard drive space than .wav files.

The default multimedia recorder window is displayed and indicates at the
top of the window which .wav file is currently present for playback.

810004 way

5. Clickthe p | button to listen to the recording.

6. Close the multimedia window or click on a .wav file from the Task bar to
continue with playback(s).

=>» NOTE:
If multiple recordings are retrieved for playback and you wish to listen to a
specific .wav file, you may click on the specific .wav file from the Task Bar for
playback.

Playback Recordings through the Server

Recorded messages can also be played using the telephone to access the server
directly by entering the recording ID number or the extension on which the
recording was made.

Use the procedure below to listen to completed recordings from a telephone:

1. Dial the telephone number corresponding to the channel assigned to Used
for Playback on the Intuity CONVERSANT system. The Used for Playback
Service must be assigned to the selected channel using the Port Manager.
See “Assign Ports for Telephone Playback’” on page 3-29 for more
information.

2. The supervisor will be prompted for their extension followed by the # key
and password followed by the # key. Once connected to the Agent Assist
Recording Player, the supervisor has the option to hear a specific recording
or a list of recording IDs for a given extension.
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To listen to a specific recording:
« Enter the recording ID followed by the # key.

You hear the ID number, extension, date, and length of the recording
and the actual recording.

To listen to a list of recordings for a given extension:
» Enter an agent extension number followed by the * key.

You hear the ID number, extension, date, and length of the
recording.

=—>» NOTE:

The supervisor password is identical to that assigned in the client
application. As a result of the capability of accessing via a touch-tone phone,

this password must be numeric.

Refresh Recordings

To refresh recordings, from Recording menu, select Refresh. You may also press
to refresh recordings. If any additional recordings have been scheduled or
added, they now appear in the window.

Archive Recordings

Files may be saved for later usage or editing. This is accomplished by storing
them as a standard .wav file in a directory (or floppy diskette) located somewhere
other than on the Intuity CONVERSANT system.

A CAUTION:
You should periodically remove recordings from the Intuity CONVERSANT

system to save space on the system disk.
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Delete Recordings

Use the procedure below to delete recordings:

1. Start at the Agent Assist Recording Retriever window and select
recording(s) from the list. To select multiple recordings, hold down the
Control key while selecting recordings.

@ 2. Click the Delete Recording button.
Delete Both the recording and any associated notes are permanently removed
Recarding from the Intuity CONVERSANT system.
A WARNING:

Once removed from the Intuity CONVERSANT system, the record cannot be
retrieved unless previously stored on a floppy diskette or converted to a .wav
file.
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Overview

This chapter describes the AgentNow! application. AgentNow! is used by
supervisors to create recordings of a specific agent on demand. The intent of
AgentNow! is to provide supervisors with a mechanism of recording conversations
of agents assigned to them on an immediate basis.

AgentNow! is one of three “on-demand” applications used to create
recordings.“On-demand” refers to the ability to begin recording immediately from
an Agent Assist client PC by clicking the appropriate application icons.The other
two On-demand applications are M.C.R. and S.T.A.R.

Purpose

The purpose of this chapter is to describe the AgentNow! application, including an
explanation of its use, the procedures to access and administer the application,
and how to work with the resulting recordings.
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AgentNow! Application

The AgentNow! application works much the same as Malicious Call Recording
and S.T.A.R., in that it allows the user to record a conversation on-demand. The
primary difference is that AgentNow! is used by a supervisor to perform an
immediate recording session on an assigned agent.

A CAUTION:
This feature is intended for supervisor use only. Caution should be taken
during initial administration to prohibit non-authorized users from recording
conversations. See “Agent Administration” and “Supervisor Administration
in Chapter 3, “Agent Assist Administration”, for more information about
administering agents and supervisors.

7

The basic use of the AgentNow! application is represented by the following
scenario:

1. A supervisor decides to record an agent’s conversation.

2. The supervisor starts the AgentNow! application, and after logging in,
selects an agent from a pull-down list of agent extensions assigned to that
supervisor.

3. The supervisor clicks on the Start Recording button.

4. A message is sent to the Intuity CONVERSANT system and bridges on to
the call and records the conversation.

5. Recording continues until the agent clicks the Stop Recording button.

6. The supervisor may use the Observance Notes tab to enter text
information about the call.

7. The recording is stored for later retrieval.
=> NOTE:

If AgentNow! is the only Agent Assist application installed on a PC, the
Recording Retriever must also be installed to manage recordings.

AgentNow! Port Contention

134

Of the Agent Assist applications, AgentNow! has a high priority in obtaining a port
on the Intuity CONVERSANT system. Once the AgentNow! session is started,
recording begins on the Intuity CONVERSANT system regardless of Agent
disposition.

The AgentNow! application takes precedence over port usage when simultaneous
requests are made for Agent Observing, C.E.O. or S.T.A.R. sessions. AgentNow!
“bumps” any other Agent Assist application off ports if no other facilities are
available for use. However, AgentNow! does not interrupt an Intuity
CONVERSANT system application that is physically assigned to a system port.
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See “Ports Usage” in Chapter 3, “Agent Assist Administration”, for more
information about port assignments.

Accessing AgentNow!

When using AgentNow!, you will want to access the application as quickly as

possible to record an agent’s call.

Thus, it may be desirable for supervisors to log into AgentNow! before they wish

to record an agent. Use the procedures below to log in and create an instant

access icon to the AgentNow! application.

Log in to Spontaneous Telephony Agent

Recording

Use the procedure below to log in to the AgentNow! application:

1. For Windows 95/98 or Windows NT, select Programs from the Start menu.

The system displays the list of Program folders.

2. Select CenterPoint Solutions.

3. Select Agent Assist.

The system displays the list of applications.

e Agentissist -
@ Agentdzsist -
e Agentissist -
e Agentissist -
y Agentdzsist -
e Agentissist -
TH Agenthssist -

Adrniniztratar
Agentt aw!
Al

CED

MCR
Retriewer

STAR

E Part b ahager

Releaze Motes

4. Select AgentAssist-AgentNow!.
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The system displays the initial supervisor login window.

Connect to the server

&>

Server I LI Connect
Username { Ext || @

FPassward I Cancel

®

Search

This window is similar to the login window described in “Client PC
Administration” in Chapter 3, “Agent Assist Administration”.

5. In the Server field, select or type a Intuity CONVERSANT system from the
drop-down menu. The systems listed are those connected through the
local area network and are currently running Agent Assist Server Software

Click on the Search button to search the network for valid Intuity
@ [ CONVERSANT systems.
Search

6. In the Username/Ext field, type your login name or extension identifier.
7. In the Password field, type your supervisor password.

8. Click on the Connect button to connect the client PC to the selected Intuity
w CONVERSANT system.

Connect

The information from the Intuity CONVERSANT system is downloaded to
the client PC for the application session.

Once the supervisor is logged into the system, the system displays the
AgentNow! window.

i AgentNow! - globalwe M= B3
File  Becording Help

Recarding Detals | Dbservance Mates |

AgthNOW_J' — General Recarding Information

o ]| '
- Agents

;
— Destination @)
Skart

Uze Playback Recording

D

Recording

| [10:26 M |B/24/99

S
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Instant Access to the AgentNow!
Application

During normal PC use, the AgentNow! application is not active. However, when
desired, the agent will want quick access to the application. The Agent Assist
software provides the capability of placing the AgentNow! icon in the icon tray at
the bottom of the Windows screen.

Use the procedure below to create a “quick access” icon for AgentNow!:

1. Start at the AgentNow! window and from the File menu, select Minimize to
Icon Tray.

is AgentMow! - globalwe M= B3
LConnect to YRU

Becording Help
Minimize to lcon Tray Brice Maotes |
Change Pazzword
. - ]
Exit hd Agents

L
Destination 9)
Skart

IJze Playback Recording

D

Recording

eral Becording [nformation

| 10:27 &M |8/24/99

vz

The system minimizes the AgentNow! window on the desktop and provides
and instant access icon (the eye) from the icon tray at the bottom of the
Windows screen.

|<Esi@ 5:05 P

Click this icon at any time to initiate a AgentNow! recording session.

Using AgentNow!

Use the procedure below to use the AgentNow! application:

1. Click on the AgentNow! instant access icon (the eye) from the icon tray at
the bottom of the Windows screen.
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The system displays the AgentNow! window.

it AgentMow! - globalwe M= E3
File HRecording Help

Recording Details | Obzervance Notes I
Ag ertNaw!  General Recording Infarmation

o (]2
= Agents

s,
— Destination @)
SEart

Jze Playback Recarding

D

Recording

| 110:26 &M |8/24/39

pS

2. Click on the Recording Details tab to activate that portion of the window.

3. Select the agent to record using the pull-down list of agents in the Agent
field.

=> NOTE:
Supervisors may only record agents assigned to them in the
administration section of the Agent Assist features. See “Agent
Administration” and “Supervisor Administration” in Chapter 3, “Agent
Assist Administration” for more information about administering
agents and supervisors.

S@? 4. Press the Start Recording button to begin an AgentNow! session.

Fecording

The AgentNow! session is active on the Intuity CONVERSANT system and
the client PC.

The status bar at the bottom of the window displays the recording ID of the
call that is currently recording.

Currently recording id 14 08 &M |B1E/97 Sk
@ 5. Press the Stop Recording button when the conversation is over, or when
Riesaitlis you wish to stop recording.

Enter Observation Notes

The AgentNow! application provides a window for the supervisor to enter
observation notes either during or after the conversation.

These textual notes are stored in the Intuity CONVERSANT system and are
associated with the recording.
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Use the procedure below to enter text notes with an AgentNow! recording:
1. From the AgentNow! window, click on the Observance Notes tab.
2. Type your notes in the text field.
3 AgentNowl! - globalwe _ o] %

File Becording Help

Recording Details  Observance Notes |

AgentNowf Erter free form text here... ;I

3. When you have finished entering text, from the Recording menu, select
Update Notes or click on the Update icon.

=>» NOTE:
Any text entered is displayed with the recording information in the
Notes field of the Recording Retriever window.

Recording Retrieval

By design, the AgentNow! application does not allow retrieval of recordings from
the client application. It is intended that supervisors gain access to these
recordings via the Agent Assist Recording Retriever application. See Chapter 3,
“Retrieve Recordings” on page 3-49.
Use the procedure below to use the Recording Retriever:

1. For Windows 95/98 or Windows NT, select Programs from the Start menu.

The system displays the list of Program folders.
2. Select CenterPoint Solutions.

3. Select Agent Assist.

Issue 3 December 1999 139



AgentNow!

The system displays the list of applications.

e Agentissist -
@ Agentdzsist -
e Agentissist -
e Agentissist -
y Agentdzsist -

Adrniniztratar
Agentt aw!
Al

CED

MCR

Search [

Connect

‘ (S

140

e Agentissist - Retrisver
TE Agenthssist - STAR
E Part b ahager

Releaze Motes

4. Select AgentAssist-Retriever.

The system displays the initial supervisor login window.

Connect to the server

&>

Server I LI Connect
Username { Ext || @

FPassward I Cancel

®

Search

. Inthe Server field, select or type an Intuity CONVERSANT system from the

drop-down menu. The systems listed are those connected through the
local area network and are currently running Agent Assist Server Software.

Click on the Search button to search the network for valid Intuity
CONVERSANT systems.

. In the Username/Ext field, type the login name or extension identifier of the

supervisor.

. In the Password field, type the supervisor password.

. Click on the Connect button to connect the client PC to the selected Intuity

CONVERSANT system.

The information from the Intuity CONVERSANT system is downloaded to
the client PC for the application session.
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Once the supervisor is logged into the system, the system displays the
Recording Retriever window.

# AgentAssist Recording Retriever - globalwe !Em I
File Edit Help
Id | Extension | Status | T [ —
b 8928 Automatically remaw... )
) Eetrieve
*1 02786 6922 Automatically remaw... Frecarding(s)
IE|H'1 0277 gaz2 Completed (no errar) 2
t@!ﬂ 0279 gaz2 Completed (no error) A 4:{.]-.]..
10280 8318 Campleted (no erar) 2 Flay
10281 8918 Completed (ho erar) £ Fecording(s)
10282 8928 Completed (noerar) £
¢ 10300 5909 Pending J: @
w1030 g9z2 Completed (no errory 4 Deleta
m'l 0308 gozz Fecorder notrunnin... & Fecording(s)
1n3nz 4311 Fecnrder nnt runnin b
4 »
| 0838 AM 2/9/%8 -

9. Highlight the recording you wish to retrieve from the list in the window.

% 10. Click on the Retrieve Recording button.
Retrieve
Fecording(s)

The system retrieves the CELP or ADPCM sound file from the Intuity
CONVERSANT server.

The system displays the Save As window:

Save Az EE
Save in: I 5] Agentdssist j gl E ]
140 MER's
] Backup
0] 1001 4. wav
k0] 10016, wav
@About.wav
File name: 10001 waw ﬂl
Save as wpe: I Wt Files [*wav] j Cancel |

11. Select the location (folder or floppy diskette) to save the retrieved
recording(s).
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12. Choose from the following options:

« If you have a CELP voice file player, select Edit|Use CELP Player to
play CELP voice files to use the CELP player.

« If you do nothave a CELP voice file player the files automatically
convert and save as a .wav file.

13. Click Save.

=—>» NOTE:

The Retrieve Recording(s) option is designed to retrieve only.

Playback Recordings

There are two methods by which to playback recordings:
e Through the client PC (Multimedia player required)
e Through the Intuity CONVERSANT server via touch-tone a telephone

Playback Recordings through the Client PC
Use this procedure to listen to completed recordings from the client PC:

1. Start at the Recordings tab of the Administrator window and highlight the
recording(s) you wish to playback. To select multiple recordings, hold down
the Control key while clicking on items to be retrieved.

2. Click on the Play Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the Intuity
CONVERSANT server.

The system displays the Save As window:

Save As

Save in: Ia."-\gentﬂ.ssist j gl E =
|14 MCR's

|_ 1 Backup

07710014 vz

0710016 voar

@About.wav

File name: 10001 way] Save I
Save as lype: I Wil Files [* wav] ﬂ Cancel |

3. Select the location (folder or floppy diskette) to save the retrieved
recording(s) for playback.
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4. Choose from the following options:

« If you selected Edit|Use CELP Player to play CELP voice files, the
CELP voice file player opens.

» If you saved the file as a .wav file, your default Windows voice
player opens.

=>» NOTE:
CELP files are stored on the CONVERSANT system with an .lvp
extension and use less hard drive space than .wav files.

The default multimedia recorder window is displayed and indicates at the
top of the window which .wav file is currently present for playback.

810004 way

5. Clickthe p | button to listen to the recording.

6. Close the multimedia window or click on a .wav file from the Task bar to
continue with playback(s).

=>» NOTE:
If multiple recordings are retrieved for playback and you wish to listen to a
specific .wav file, you may click on the specific .wav file from the Task Bar for
playback.

Playback Recordings through the Server

Recorded messages can also be played using the telephone to access the server
directly by entering the recording ID number or the extension on which the
recording was made.

Use the procedure below to listen to completed recordings from a telephone:

1. Dial the telephone number corresponding to the channel assigned to Used
for Playback on the Intuity CONVERSANT system. The Used for Playback
Service must be assigned to the selected channel using the Port Manager.
See Chapter 3, “Assign Ports for Telephone Playback” for more
information.

2. The supervisor will be prompted for their extension followed by the # key
and password followed by the # key. Once connected to the Agent Assist
Recording Player, the supervisor has the option to hear a specific recording
or a list of recording IDs for a given extension.

Issue 3 December 1999 143



AgentNow!

To listen to a specific recording:
« Enter the recording ID followed by the # key.

You hear the ID number, extension, date, and length of the recording
and the actual recording.

To listen to a list of recordings for a given extension:
» Enter an agent extension number followed by the * key.

You hear the ID number, extension, date, and length of the
recording.

=>» NOTE:
The supervisor password is identical to that assigned in the client
application. As a result of the capability of accessing via a touch-tone phone,
this password must be numeric.

Refresh Recordings

To refresh recordings, from Recording menu, select Refresh. You may also press
to refresh recordings. If any additional recordings have been scheduled or
added, they now appear in the window.

Archive Recordings

Files may be saved for later usage or editing. This is accomplished by storing
them as a standard .wav file in a directory (or floppy diskette) located somewhere
other than on the Intuity CONVERSANT system.

A CAUTION:
You should periodically remove recordings from the Intuity CONVERSANT
system to save space on the system disk.
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Delete Recordings

Use the procedure below to delete recordings:

1. Start at the Recordings tab of the Administrator window and select
recording(s) from the list. To select multiple recordings, hold down the
Control key while selecting recordings.

@ 2. Click on the Delete Recording button.
Delate | Both the recording and any associated notes are permanently removed
Fecording

from the Intuity CONVERSANT system.

A WARNING:

Once removed from the Intuity CONVERSANT system, the record cannot be
retrieved unless previously stored on a floppy diskette or converted to a .wav
file.

Issue 3 December 1999 145



AgentNow!

146 Issue 3 December 1999



Troubleshooting and Support

Overview

This chapter provides some basic procedures for troubleshooting the Agent
Assist system software.

Purpose

The purpose of this chapter is to provide troubleshooting resolution procedures.

Troubleshooting Agent Assist
Software

This chapter helps remedy some problems that may occur while you are using
the Agent Assist system software. First, follow the troubleshooting steps for a list
of problems and solutions. Then, if you experience problems, call the following
number:

Technical Service Center
1-800-242-2121

Messages and Alarms

Certain situations and chain-of-events may cause Agent Assist and the Intuity
CONVERSANT system to generate one or more of the messages listed in this
section. We refer to all of these messages as “alarms,” but some are only
informational and therefore do not require immediate action.
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Escalation Strategy

When you are unable to resolve the trouble you have experienced, contact your
technical support organization. You will need to provide the technical support
engineer with the general information concerning the trouble as well as
information such as login IDs, passwords, and modem numbers.

Issues

INTUITY CONVERSANT Machine Network
Name

The CONVERSANT host name must be included with your license application. To
determine the Inuity CONVERSANT machine name on the network:

1. Login to the CONVERSANT as root.
2. Enter uname -n and write down the result.
Write CONVERSANT Machine Name here:

You will need this machine name to be able to get a license for your
CallBack Manager application.

3. Enter grep XXX /etc/host” where XXX is the CONVERSANT name
returned by the uname command. If no match is returned, the
CONVERSANT name must be added to the hosts file.

4. Exit.

Voice Recording Problems

To resolve agent recording problems:
1. Verify the voice system is running.

a. Log on to the CentreVu® Messenger/ CONVERSANT system as
root.

b. Atthe prompt enter start_vs
2. Verify the plrecord is running.
a. Logontothe INTUITY CONVERSANT system as root.
b. Atthe UNIX prompt enter ps -ef | pg
Look for /usr/add-on/centerpoint/agentassist/bin/plrecord

c. If not found, enter cd /usr/add-on/centerpoint/agentassist/bin
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d. Atthe prompt enter plrecstart.

e. Verify the recording is running by entering the ps-ef | pg command
again.

. Verify the recording status has been assigned to the channels.

a. From the client PC, open the Agent Assist Port Manger and use it to
check the channels assignments.

Verify the Switch Feature Access Code is the same as the DEFINITY
switch FAC.

a. From the client PC, open the Agent Assist Port Manager.
b. Verify the Switch FAC is the same as the DEFINITY switch

If problems occur with Customer Experience Observing, verify the VDN
selected to record is a valid VDN on the DEFINITY switch:

a. Log onto the DEFINITY switch.

b. Atthe prompt enter list vdn
This lists the valid VDNs on the switch. Look for the VDN.
If agents are not being recorded:

a. Verify agent information was entered correctly in the Agent Assist
Administrator.

b. Verify the agent extensions have been defined in the switch.

Recordings Do Not Automatically Delete

If your agent recordings do not automatically get removed from the server, follow
these steps.

1.

o g~ w DN

7.

Log on to the Intuity CONVERSANT as root.

At the UNIX prompt, enter ps -ef | grep pl

Write down the process ID for plserver (number in second column).
Enter kill <process ID number> (from step 3).

Enter cd /usr/add-on/centerpoint/bin

Enter plsvrstart

Verify server is running by entering ps -ef|grep pl

Look for the process ID for plserver.
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Recordings Do Not Record When Expected

If scheduled recordings do not begin and end at the times you expect, you may
need to synchronize the time between the CONVERSANT and the client.

To check the time on the CONVERSANT:
1. Login to the CONVERSANT.
2. Enter “Date”

The system displays the time and date.

Enhanced Basic Speech Problems

To verify that Enhanced Basic Speech is installed:
1. Login to the CONVERSANT as root
2. Enter pkginfo | grep ebsUS
If the package is installed, the following line will appear in the result set:

intuity ebsUS  Enhanced Basic Speech - US English -
Femal e

If you do not receive this line, contact the Lucent Account Executive to
purchase the package.

Invalid User Name or Password

To validate a user name or password:

1. Verify the user name has been entered in the Agent Assist Administrator
Agent tab.

2. Verify the password.

3. Reset the user password in Agent Assist Administrator, Detail Options.

=—>» NOTE:

This can only be done by the Administrator.
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Error Message 32004 Unable to Locate gtiserv

To resolve problems associated with error 32004, use the README.TXT file

supplied with the software.

Verify the gtiserv, gticint, and gtisrvr entries are in the following directory file:
e For Windows 95/98, edit the \windows\services file

OR
e For Windows NT, edit the \winnt\system32\driver\etc\services file

Hard Drive Space Problems

To determine the amount of available space on a hard drive:
1. Run Windows Explorer (the file manager not the Internet browser).

2. Locate the icon associated with the drive in question, generally drive C.

{C:) Properties n
General |TDD|S | Web Sharingl Sharingl Securityl

g Label: I

Type: Lacal Dizk
File systerm: MTFS

. Uszed space: 1.894.279,168 bytes 1.7EGE
. Free space: 215.488.512 bytes 205ME
Capacity: 2,109,767 EBO bytes 1.96GE

Drive C

™ Compress T

Ok, I Cancel Al

3. Right click on the drive icon.

4. Choose Properties from the pop-up menu.

5. Note the amount of free space shown in megabytes. In the previous
example, drive C only has 28.4MB free, indicating that drive space is
critically low.
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Available Space Problems on the Disk Partition

1. Login to the CONVERSANT as root
2. Enter df —k
3. Scan through the first column of the results for the voicel file system.
fil esyst enkbyt esusedavai | capaci t ynounted on
/ dev/ root 7321606815075065393%
/procO 0O 0 0% /proc
/dev/fdoO 0 0% /dev/fd
/ dev/ vol / st andvol 1536043361102428% st and
/ dev/ vol / nt ce2048066541382632% nt ce
/ dev/vol / vs2048009156111323945% vs
/ dev/vol /[t np204801706187748% t np
/ dev/ vol / voi cel61337634247227090456% voi cel
/ dev/ vol / oracl e7134000003030709693076% or acl e
/ dev/ vol / home2500001541489585262% hone

The percentage listed in the capacity column indicates the amount of space
used on the partition. The avail column displays the amount of space available.
In the sample results shown above, the partition “/dev/voice1” is 56% full with
270MB free.

CONVERSANT Login Problems

152

If you cannot login to the CONVERSANT via Port Manager or Agent Assist, you
may want to try pinging the server. If you can ping by IP, you may need to update
the hosts file, then try pinging again. If you still cannot ping, check with your
system administrator to see that the CONVERSANT is properly configured on the
network.
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To ping the server:
1. From the Start menu, select Run.
2. Enter “ping -t XXX” where XXX is the server name or the IP address. In the

example below, an attempt is made to ping the server named “globalwe.”
Run

Type the name of a program, folder, or document, and
‘windows will open it for you.

DOpen: |ping -t globalwe j
¥ | Burit S eparate i enmnm Spase

ak. I Cancel | Browse... |

3. Wait for about five seconds and then press Ctrl-C to stop the ping.

4. Choose from the following options:

e |fthe ping is successful, you receive a reply from the
CONVERSANT similar to the following:

Reply from 221.105.23.114: bytes=32 time<10ms TTL=255
e |fthe ping is unsuccessful, you receive the following message:

Request timed out.

Contact your network administrator.

5. If you cannot login to the CONVERSANT by host name, but you can ping
by IP:

a. From the Start menu, select Run.

b. Open the hosts file using Notepad. The pathname shown below is
for a Windows NT client. For a Windows 95 client, the hosts file can

be found in “c:\windows”

Run ﬂ

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

Dpen: |notepad o minnthapstem3Zhdrivershetchhosts j
¥ | Fiuirrin Separate MemonSpace

QK I Cancel | Browse... |

c. Add the server to the hosts file. In the example shown below, the
server wasabi with an IP address of 114.23.71.6 has been added.
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d. Save the file.

E Hosts - Hotepad !E

File Edit Search Help
# Copyright (c) 1993-1995 HMicrosoft Corp. =
3

ft This is a sample HOSTS file used by Microsoft TCP/IP for Windows HT.
3

# This file contains the mappings of IP addresses to host names. Each
#t entry should be Kept on an indiwidual line. The IP address should

# be placed in the first column followed by the corresponding host
name .

# The IP address and the host name should be separated by at least one
# space.

# Additionally, comments {such as these)} may be inserted on individual
# lines or following the machine name denoted by a "#' symbol.

#

# For example:

3

3 102 .54 .94 97 rhino._acme.con # source server
i 38.25.63.10 X.acme.con # x client host
127.8.8.1 localhost

114.23.71.5 anago

12.1.18.25 ebi

114.23.71.6 wasabi
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A

accessing recordings, 49, 78, 114
adding
agents, 43
holidays, 46
supervisors, 43
Administrator application, 3
passwords, 25, 41
software installation, 15
using, 40
Agent Assist software, 1
applications overview, 2
installing, 7
licenses, 31
network architecture, 4
processes, 3
switch administration, 53
Agent Observing application, 2, 60
agent selection, 63, 99
port contention, 61
software installation, 15
typical scenario, 60
unscheduling recordings, 81, 117
using, 61
AgentNow! application, 3, 134
logging in, 135
observation notes, 138
port contention, 134
quick access icon, 137
software installation, 15
typical scenario, 134

using, 137
agents
adding, 43

adding to supervisor groups, 46

changing name, 43

deleting, 44

marking as supervisor, 43

passwords, 43

removing from supervisor groups, 46

troubleshooting procedure, 149
analog interface, 5
AO, see Agent Observing application
applications, 1

Agent Observing, 60

AgentNow!, 134

Customer Experience Observing, 96

Malicious Call Recording, 84

Port Manager, 25

Spotaneous Telephony Agent Recording, 120
architecture

client-server description, 4

archiving recordings, 82, 94, 118, 130, 144
audio recordings, 3

C

C.E.O., see Customer Experience Observing application

changing
administrator passwords, 52
agent details, 43
agent passwords, 43
supervisor details, 45
supervisor passwords, 45
channels, see ports
class of restriction (COR), 55
client PC
hardware and software requirements, 6
retrieving recordings, 49
software installation, 14
CONVERSANT
disk space available, 152
enhanced basic speech, 150
machine name, 148
removing CallBack Manager, 21
COR, see class of restriction
Customer Experience Observing application, 2, 96
port contention, 97
software installation, 15
typical scenario, 97
using, 98

D

DEFINITY switch, see switch
deleting

agents, 44

holidays, 47

recordings, 52, 94, 131, 145

E

escalation path, 148
Ethernet, see local area network

F

FAC, see feature access code
feature access code, 54
feature licenses, see licenses

Issue 3 December 1999

155



Index

| |
H N
hardware platforms, 5 network
holidays architecture, 4
adding, 46 requirements, 4
deleting, 47 see also, local area network
| |
I o
icons, quick access, 86, 122, 137 observation notes
installing AgentNow!, 138
CallBack Manager, 10 Malicious Call Recording, 89
Pipeline Server, 8 Spontaneous Telephony Agent Recording, 125
installing software on-demand recordings, 2, 83, 119, 133
applications, 15
client PC, 15 —
| P
L passwords
administrator, 41, 52
LAN, see local area network troubleshooting procedure, 150
licenses personal computer (PC), see client PC
administration, 31 pinging the server, 152
purchasing additional, 31 platforms, hardware, 5
Line Side T1 interface, 5 Port Manager application, 3, 25
lines, 5 Agent Assist settings, 32
local area network general CVIS settings, 30
architecture, 4 ports configuration, 25
requirements, 5 ports
assign for recordings, 29
— assign for telephone playback, 29
contention rules, 24
M priorities, 24
status, 28

M.C.R., see Malicious Call Recording application

Malicious Call Recording application, 3, 84 —

logging in, 85 Q
observation notes, 89
port contention, 84

quick access icon, 86 quick access icons
recordings retrieval, 89, 125 AgentNow!, 137
software installation, 15 Malicious Call Recording, 86
typical scenario, 84 Spontaneous Telephony Agent Recording, 122
using, 87
MAP platforms, 5 —
R
Random, 107

Recording Retriever application, 3
software installation, 15
using, 89, 125, 139
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recordings
archiving, 82, 94, 118, 130, 144
deleting, 52, 94, 131, 145
description, 2
display fields definitions, 48
on-demand, 2, 83, 119, 133
port assignments, 29
retrieving through client PC, 49
retrieving through server, 30, 52
scheduled, 2, 59
troubleshooting procedure, 148
unscheduling, 81, 117
remote service observing, 53
requirements
client PC hardware and software, 6
server hardware and software, 5
switch, 53
telephony connections, 5
restriction class, switch, 55

S

S.T.A.R,, see Spontaneous Telephony Agent Recording
application
schedule wizard, 63, 68, 99
scheduled recordings, 59
scheduling recordings, see recordings
server
hardware and software requirements, 5
retrieving recordings, 30, 52
service observing, 53
software installation
applications, 15
client PC, 15
Spontaneous Telephony Agent Recording application, 3, 120
logging in, 121
observation notes, 125
port contention, 120
quick access icon, 122
software installation, 15
typical scenario, 120
using, 124
supervisors
adding, 45
adding agents to group, 46
changing name, 45
password, 45
removing agents from group, 46
support, technical, 147
switch
class of restriction, 55
feature access code (FAC), 54
parameter assignments, 53
remote service observing, 53
requirements, 53
warning tones, 53

T

TCP/IP, see local area network
technical support, 147

telephony interfaces, 5

token ring, see local area network
tones, warning, 53
troubleshooting procedures, 147

U

uninstalling client PC software, 19
unscheduling recordings, 81, 117

\'%

vector directory number (VDN), 3

W

warning tones, 53
Windows 95, requirements, 6
Windows NT
requirements, 6
service packs, 6
wizard, schedule, 63, 68, 99
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