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About This Document

Purpose

This document, CentreVu® Messenger Agent Assist Administration,
585-313-704, provides administrative details about the functions of the Agent
Assist System Software Version 2.5 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

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 CentreVu®
Messenger documentation library. Trademarks indicated below were derived
from various sources.

= CONVERSANT and DEFINITY are registered trademarks of Lucent
Technologies.

= INTUITY is trademark of Lucent Technologies.

= Microsoft and MS are registered trademarks of Microsoft Corporation.
=« Windows and Windows95 are trademarks of Microsoft Corporation.

= UnixWare is a registered trademark of The Santa Cruz Operation, Inc.
= UNIXis 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

X

This document includes an alphabeticalat the end for quick access to
specific topics.
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Conventions Used in This Document

Conventions Used in This Document

This section describes the conventions used in this document.

Terminology

Terminal Keys

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.

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.
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About This Document

Screen Displays

Typography

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 nul t aneous Port s field.

Example 2:
Al arm For m Updat e was successful.
Press <Enter> to continue.

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

Start at the CentreVu® Messenger Main Menu and select

> Custoner/ Services Adm nistration

> Al ar m Managenent

In this example, you would access the CentreVu® Messenger 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.
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Technical Support

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.

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 Support

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

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
CentreVu® Messenger writing team at (303) 538-1741.

Please mention the name and order number of this document, Centre Vu®
Messenger System Agent Assist Administration, 585-313-704.
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Agent Assist Overview

Overview

This chapter provides an overview of the Agent Assist system software for the
CentreVu® Messenger system.

Purpose

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

= |applications

« |software architecture|

« |hardware and software requirements|
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Agent Assist System Software

The Agent Assist system software is comprised of five applications that record
complete or partial conversations and other audio sessions using the CentreVu®
Messenger system as a call processing/recording server. A Windows™ client
personal computer (PC) serves as the application administration and activation
tool.

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 CentreVu®
Messenger 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:

= 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 “Agent Observing”, for more information on administering
and using the Agent Observing application.

= 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:

= Switch recorded announcements

= Music

= \oice Response interactions

= Agent conversations

= Transferred and conference call conversation

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

See “Customer Experience Observing” for more information on
administering and using the C.E.O. application.
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On-Demand Recordings

On-demand recordings begin immediately upon activation from the Windows
client PC. Once the application is activated, the CentreVu® Messenger 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:

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
“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 “Spontaneous
Telephony Agent Recording”, 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“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
CentreVu® Messenger system. When one of the on-demand applications
is launched, such as S.T.A.R., the CentreVu® Messenger 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 CentreVu®
Messenger system. Many of the administrative functions are
accomplished through the Port Manager and the Administrator
applications.

Recordings — The CentreVu® Messenger 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 CentreVu® Messenger 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.
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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 CentreVu®
Messenger system for later retrieval. Using the Agent Assist Recording
Retriever application, you can:

— Retrieve and play the recording on the PC
— Call the CentreMu® Messenger system and listen to the recording

— Archive the recording from the CentreVu® Messenger 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
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Figure 1-1. 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 CentreVu® Messenger

system. depicts a typical network configuration required by the Agent
Assist software.
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Figure 1-2. Agent Assist Network
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Hardware and Software Requirements

The section describes the basic hardware and software requirements for both the
CentreVu® Messenger system server and the Windows client PC.

Server Hardware and Software Requirements

The following is required to install the CentreVu® Messenger Agent Assist
System software:

= Lucent Technologies platform; MAP/5P, or MAP/40P
= CentreVu® Messenger System
= Analog telephone network connection

= Local area network connection, Ethernet running TCP/IP

Client PC Hardware and Software Requirements

= PC running Windows 95 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 CentreVu®
Messenger System (server). The other component resides on a desktop personal
computer (client) running Microsoft Windows 95 or Windows NT 4.0 operating
system.

Server Software Installation

2-2

Use the procedure below to install the Agent Assist server software on the
CentreVu® Messenger system:

1.

Atthe W&l come to USL UNI X System V Rel ease 4.2 Version 1
Consol e Logi n:, enter root

The system prompts you for a password.
Enter your root password.

The system displays the system prompt #.
Enter pkgadd

System response:

Pl ease indicate the installation nmediumyou intend to
use. Strike ‘C’ to install from CARTRIDGE TAPE or ‘F’ to

install from FLOPPY DISKETTE.

Strike ESC to stop.

Press (F).
System response:
Insert the floppy disk.

Strike ENTER when ready
or DEL to cancel.

Insert the diskette labeled “Agent Assist Server, Disk 1 of 1" into the floppy
disk drive.

=>» NOTE:
The first disk is labeled Agent Assist Server. The other disks are
labeled Agent Assist Windows Client.

Press (ENTER).
System response:

Installation in progress -- do not renove the floppy
di skette.
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When the system has finished installing the software, you receive the
system response:

Installation conpl ete.

Once the Agent Assist system software has been successfully installed on the

server, you may install the applications on any client PC networked with the target
server.

Local Area Network Connectivity

TCP/IP connectivity must exist between the clients and the
CONVERSANT/CentreVUu® Messenger system to administer and use the Agent
Assist applications.

To find out the CONVERSANT/CentreVu® Messenger machine’s network name,
used in conjunction with the IP address:

1. Login to the CONVERSANT/CentreVu® Messenger as root.

2. At the UNIX prompt enter sysadm

3. Then select system-setup, nodename, then display.
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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.

The client software may be installed on a PC with either the Windows 95 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 2" into
floppy disk drive of the PC.

2. For Windows 95 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. Yiou can press the
Cancel button now if you do notwant to install Agentdssist atthis
time.

< Bk et > Cancel

5. Click the Next button to continue.

The system displays the Installation Notes screen. You may also access
this information in the README.TXT file installed during this procedure.
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=>» NOTE:
Please read the Installation Notes carefully. This file contains late-breaking
information that wasn'’t available when the manuals were printed. This file
also contains installation details for manually configuring the SERVICES file
for Windows 95 and Windows NT 4.0.

6. Click the Next button to continue.

The system displays the Registration screen.

AgentAssist  Installation [ %]

Registration Information

Flease enter the name and company of the registered owner of
Agenthssist into the fields below. Both fields must be filled to
proceed.

Fegistered user's full name:

Fegistered user's company name:

< Back | ext > | Cancel

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

8. Type the company name in the Registered User's company name field.
9. Click the Next button to continue.

The system displays the Select Destination Directory screen.
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AgentAssist Installation

Select Destination Directory

Flease selectthe directory where the Agentissistfiles are to be
installed.

C:AProgram FileshAgentissist Browse |

< Back

Cancel

All applications must be stored in the same directory. The c:\Program
Files directory is used as the default.

10. 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.

AgentAssist Installation m

Backup Replaced Files?

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

< Back | ext > | Cancel
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11. If you would like to backup your older files, select yes.
12. 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.

iAgentAssist Installation m

Select Components
Choosge which components ta install by checking the boxes belaw.
I Customer Experience Observing 277k
[" STAR 126 k
™ Malicious Call Recording 122 k
™ Agentow 131 k
[ Agent Observing 283 k
[~ AgentAssist Administrator 433k
" Recording Retrievar 125 k
" Pipeline Port Manager 1215 k

Digk. Space Required: Ok

Disk Space Remaining: 97589 k

< Back Cancel

You are presented with eight options:
= one selection for each application
= PC Administrator
= Recording Retriever

= CentreVu® Messenger Administration

=>» 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.

=>» 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.
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13.
14.

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.

Select the Agent Assist applications to install.

Click the Next button to continue.

The system displays the Ready to Install screen.

AgentAssist Installation

Ready to Install!

You are now ready to install the Agenthssist.

Fress the Next button to begin the installation or the Back button to
reenter the installation information.

< Back Cancel

15.

Click the Next button to continue.
The system displays a progress bar, indicating that the Agent Assist
applications are installing.

Installing | ]

Copying file:
CAWINDOWSY Sy STEMMSWEWIED.dII

Click the Cancel button if you wish to halt the installation.
The installation program prompts you to insert the second disk.

When the software has finished installing successfully, the system displays
the Installation Complete screen.
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AgentAssist Installation

Instaliation Completed!

The AgentAssist components that you have selected have been
successfully installed.

Press the Finish button to exitthis installation.

< Bak Earze]

16.

=>

Press the Finish button to complete the installation procedure.
The Agent Assist features are now added to your Start/Program 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 and Windows NT

4.0.

Uninstall the Agent Assist Software

Windows 95 and Windows NT

Use the procedure below to uninstall the Agent Assist System software:

1. From the Start menu, select Settings.
2. Select Control Panel.

3.
4

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

Select Add/Remove Programs.

The system displays the Select Uninstall Method screen.
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Uninstall AgentAssist

Select Uninstall Method

YWelcome to the AgentAssist uninstall program.

You can choose to automatically uninstall this software or to choose
exactly which changes are made to your system.

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

& Automatic
' Custom

< Eack 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 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 youwant to create backups of
the replaced files?

< Back | et > | Cancel

2-10 Issue 1 April 1998



Uninstall the Agent Assist Software

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.

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

< Back Finish Cancel

9. Click the Finish button to perform the uninstall.

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

Remove Shared Component

The system indicates that the following shared file is no longer used by any
programs and may be deleted.

CAWINDOWSASYSTEM mci32. 00X

If ary programs are still using this file and itis removed those programs may
nat function. Leaving this file will not harm your system. [f yvou are not sure what
to do. wou should selectthe Mo ta All button. Da yaou want ta remowve the
shared fila?

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.

Issue 1 April 1998 2-11



Software Installation

2-12 Issue 1 April 1998



Agent Assist Administration

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 CentreVu® Messenger/CONVERSANT system recoghizes 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 CentreVu® Messenger/CONVERSANT or CONVERSANT
system voice response application. Applications are activated in a
background process. This is commonly referred to as “sharing” system
ports.

Port Contention Rules

32

Since the five Agent Assist applications contend for available assigned ports on
the CentreVu® Messenger/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.T.A.R. — 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 CentreVu® Messenger/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: From the Start menu, select Programs.
The system displays the list of Program folders.
2. 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

3. Select Port Manager.

The system displays the administration login window.

=% Connect to the server E

Server I LI ann;d

Username / Ext IAdministrator

&

FPassward I Cancel

®

Search

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

4. In the Server field, select or type a server from the drop-down menu the
name. 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
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=>» NOTE:
The local subnet is found only on your messaging system. Also, only those
CentreVu® Messenger/CONVERSANT systems with Agent Assist software
loaded are displayed.

5. Inthe 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 3-32.

%@ CentreVu® Messenger/CONVERSANT system.

‘ 6. Click on the Connect button to connect the client PC to the selected

Connect i i
The system displays the Port Manager window.

H Port Manager - globalwe !Elﬂ

File Edit Help

globalwe

‘ |1123AMW’£'7

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. They are used by all
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.
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H Port Manager - globalwe !Eﬂ

File Edit Help

Server Seltings

[ (2 VR Sta

{23 Applications Network Details

ServerMName:  globalwe planetglobal com
P Address:  206.147.221.23

Protocol Wersion: 80
Build Date:  MonDec1511:44:38 C3T 1997

User Details
’7 Connected As:  Administrator ‘

¥

Bestore

Backup

| [11:30 AM 272798 |G

Backup Agent Assist Files
Use the procedure below to backup Agent Assist files:
1. Place a blank tape in the CentreVUu® Messenger/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 CentreVu® Messenger/ 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 CenterVu
Messenger/CONVERSANT server.

B 2. Click on the Restore button to restore the data from the tape.
¥
Bestore =>» NOTE:

If you restore from a backup with data from the previous day, all data
entered for the current day will be lost.
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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 !Eu
File Edit Help
B3] globalwe .
= 23 Server Setings Port Configuration
(™ YFont Configuration
g General Server Setings Current Port Assignments
b} 1]
-8 Application Licensing Port|Application o
23 1R Stetus 3 0 [Locked out-of-service _I
: . 1|Qutbound CBM
F-{23] Applications
D PR 2 |Awailable / unassigned
3|Used for playback service
4 [Inbound CBMM
5 |Inbound CBM
6 |Business Reach Survey
7 |Awvailable / unassigned
6 |Usable for recording
9|Survey Phrase Recorder
10|Usable for recording PB
11 |Usable for recording - Update
| 1132 M [272/98 %

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

Current Paort Asgighments
Port| Recording Status -
0|Uzable for recarding —
1| zable for recording
2|Uzable for recording
3| Locked out-of-zervice
4| zed for playback service
| Locked out-of-zervice
E|Locked out-of-zervice
7
3
9
0

Locked out-of-zervice
[Locked out-of-zervice ]

kay Force an intialization -
IJzable for recordin —

1

11
| Uzed for playback service

|Jzed for AUIDE deliveny i

3. Click on desired assignment (scroll to view all assignment options).
The following list describes each port status:
= May Force an initialization — forces an application
= Usable for recording — used for recording

» Locked out-of-service — not available
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= Used for playback service — used to dial into the CentreVu®
Messenger/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.

=« Used for AUDIX delivery —

« Outbound CBM —

= Used by Conference Bridging —

« Inbound CBM —

=« Record CBM Custom Greetings —

= Business Reach Survey —

= Survey Phrase Recorder —

« Out of Service/unavailable —

= Available/unassigned —

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

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.

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 CentreVu® Messenger/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
3-30.
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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).

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
itin the PBX.

See the CentreVu® Messenger/CONVERSANT System user documentation for
more information about port assignments on the CentreVu®
Messenger/CONVERSANT system.

Save Port Assignments

Once all port assignments are complete, the information must be sent to the
CentreVu® Messenger/CONVERSANT system.

Click on the Update button to save the port assignments to the CentreVu®
Messenger/CONVERSANT system as displayed in the Current Port Assignments
window.

General Server Settings Administration

3-8

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

The system displays the General Server Settings window.
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HPort Manager - globalwe !EB

" File Edit Heln

| =3 globatwe i
-[23 Server Setings General Server Settings

-l Port Configuration

General Server Settings

-2 Application Licensing Local Qutdial Digits Ig
-3 VR Status -
: LD Qutdial Digits
-2 Applications 9 I9
This Area Code Ia]g

Update [

‘ 238 Py ’m@

Type a digit in the Local Qutdi al Digits field.
Type a digitinthe LD Qutdi al Di gits field.
Type your three-digit area code in the Thi s Area Code field.

N o g &

Click on the Update button to save the settings.

Update =>» 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.

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.

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

= CentreVu® Messenger/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 CentreVu® Messenger/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 !EB
Fle Edit Help
B globatwe
Server Settings

il Port Configuration
:] General Server Settings

Application Licensing

Application Licensing

-3 VR St .
- mus License [pADEB4BDSD2AFACICAF43072

- Applications
Key [1s7c60BC

€

Updlate

| TEENT v

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.
The system displays the Agent Assist Settings window.
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HPort Manager - globalwe !Eu

File Edit Help

ﬂ Application Licensing d . i
b VR Status AgentAssist Settings

-~ B Cards

By i General | STAR Fislds |

{53 Disks
H-[53 Applications

Sve. Observing FAC I*aa
File aging (haurs) IU

- N
ﬂ Ll_ Update

| 827 AM 1430098 |G

3. Type the Service Observing Feature Access Code (FAC) in the
Svc. Observi ng FACfield to allow the CentreVu® Messenger/
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 3-34 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.T.A.R.
application feature of Observance Notes. See Chapter 7, page 7-7,
[“Entering Observance Notes” | Type your customized description into the
field(s).
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“ Port Manager - globalwe !Em

File Edit Help
" Application Licensing d

b7 VR Staus Agentdssist Settings
oo Cards :
‘% Channels General STAR Fleldsl
23 Disk _ :
]'EA-pp\ilczltiz Field 1 [Customar ID Figld 2 [Pracuct Name
&
R 8 A et Field 3 [Concem Fisld 4 [Payment Type

Field 5 ICredit Card # Fisld & IAccoum#

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

| DB:30AM 1730738 6

6. Click on the Update button to store the settings within the CentreVu®
Messenger/CONVERSANT system.

Update
IVR Status

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

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

=> NOTE:

IVR Status folders are informational only. They indicate current settings, but
do not enable you to change those settings

Use the procedure below to view IVR Status overview details:
1. Click IVR Status folder icon.
The system displays the IVR Status window.
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H Port Manager - globalwe !Elﬂ

File Edit Help

=M glabalwve
D Server Settings IVR Status

LJ 'R Status:
-3 Applications —Software Rel

CVIS Release  Bx
QS Release  UNIX_Sv4.2release 11.2

-~ Installed Hardware

Tip/Ring Cards
T1 Interfaces
E1 Interfaces

Fax
SP/S5P

- o0 o = ra

| |11 30.AM ‘wzwaa W

2. Expand the IVR Status folder.

The system displays the status window with the current settings:

B Port Manager - globalwe !Em
Eile Edit Help
= glohalwe

Server Sefings IVR Status

— Software Rel
E Channels
{53 Disks CvISRelease  Bx
{53 Applications OS5 Release  UNIX_SY 42release 1.1.2

—Installed Hardwars

Tip/Ring Cards
T1 Interfaces
E1 Interaces

Fax
SF/S5P

— oo —

1134M [1/23/36 G5

Cards
The Cards folder provides an informational window, containing a table listing all
IVR cards, with detailed information about the makeup, position and status of
each.
Use the procedure below to view card information:
1. Start at the IVR Status window and click on the Cards sub-folder.

The system displays the Cards window.
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Hront Manager - globalwe !Em
File Edit Help
=53 globalwe
[ (£ Server Setings Cards
. -l Port Configuration
{75 General Server Setings Id IT pe IAYC I Curre I FPend I First ... I MNhr .. I
H . ] T AYCZ1 InSe. InSe. 0 24
=8 Application Licansing 1 TipRi.. AYCI0 Funct. Funct. 24 6
2 TipRi.. AYCID InSe.. InSe.. 30 [
3 SP/S. AYC43 InSe.. InSe. 36 ]
[23) Applications
| | |

[rz08 P 172888 K

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

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)
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= | 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 IVR Status window and click on the Channels sub-folder.

The system displays the Channels window.

! nPnﬂManager—glnhalwe !Elm
File Edit Help
=23 globalwe
= 123 Server Sattings Channels
- sal} Part Configuration
[ General Senver Settings Id |Pnr1 |Slate |Pendi |Chan |Te\e |Scr\‘
9 Application Licensin [ [ InSer. InGar. 1725/ 4374
PP B 1 0.1 InSer.. InSer. 1/29/. 4375
=2 VR Status 2 02 InSer. InSer. 128/ 4376
~ B Cards 3 03 InSer. hGer. 1/29/. 4377  Pipi
- 4 0.4 InSer.. InSer. 1/29/. 4378
DD\SKS 3 05 InSer.. InSer.. 1729/ 4379
3 06 InSer. InSar. 1/29/. 4380
{23 Applicat
i [ Applicatiors 7 07 InSer. hSer. 1/23/. 4381
8 06 InSer. InSar. 1728/ 4362
9 0.3 InSer.. InSer. 1/29/. 4383
10 010 InSer. hSer. 1/28/. 4384
1 011 InSer. ISer. 1/28/. 4385
17 niz In Ser In Ser 1429} 438k hd
4| r »
| 358 Ph 1729798 [

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.
Channels Informational Screen Contents
The Channels screen consist of the following information:
= |d — 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
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Disks

3-16

— Functionally OOS = functionally out of service (system does not
recoghnize 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, assighed
by you at the server

=—>» NOTE:

Any incorrect assignments made at the server will be reflected here.
Script — name of IVR application currently using this channel
(PipelineRcd = Pipeline Recording)

Called # — the number dialed to reach that application

Calling # — the called Id# (ANI) — the number called from — (available
only if you have called 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.

There are three windows available for each “disk” — an overview details window,
and two windows showing pie 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 IVR Status window and click on the desired disk folder icon.

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

Aront Manager - globalwe !E X

File Edit Help
3 VR Status ;I )
A Cards Disic: /
ﬁ Charnnels
E-23) Disks —Disk Storage Information
EE‘% Total Bytes 749,731,840
- @) Fils Handle Usage Available Bytes 78,005,248
@ Disk Space Usage Used Bytes 571,726,682
== fproc
FH-E fdewv/fd Block Size 1,024

--E /stand

= /mitce

= s

"E joracle_old

i~ Digk File Information

Total Files
Awailable Files
Used Files

100,469
34,948
30671

o0 e 1723738 %

2. Click on the disk folder icon to view the pie charts.

3. Click on the icon labeled File Handling Usage.

The system displays the File Handling Usage window.

_H Port Manager - globalwe !Em
File Edit Help
H cards :I . g
E Channels Disk: /
= Disks
R 35000 T 35000
==
e Ha ) 30000 — — 30000
@ Disk Space Usag
@ = foros 25000 — 25000
- fdevid
20000 — — 20000
[+ (=1 fstand W Fre
B fmice 15000 —t 15000 Use
= fus
[#-[E= foracle_old 10000 —— 10000
[+ [= ftmp 3000 — 5000
- [= fvoicel o
- foracle - o - — Ly
1| [—
‘ |u4-45 PM |1/29,f95 573

4. Click on the icon labeled Disk Space Usage.

The system displays the Disk Space Usage window.
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l1 Port Manager - globalwe !Em
 Eile Edit Help
B Cards = 5
E Channels Diste: /
=[5 Digks
TeHI0R TeHI0R
EI= T : ’
@ File Handle Usage el —————— — BeHl0Z
@ Disk Space Usage
[ /proc SeHllf ——m—— — JeHl02
= oo/t
i detllf +—m—— — deHl02
B fstand M P
[ /mice JeHl0s ———————— — 3e+l08 Wep
=l fvs
= foracle_nold 2eHlDE — — 2eHI02
= Ty E— — 1eH08
B fvnicel = !
o - — 10

= faracle =
1i S ; _I

| 1448 M [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. Windows NT and Windows 95: From the Start menu, select Programs.
The system displays the list of Program folders.
2. Select Agent Assist.

The system displays the list of applications.

B Agentbasizt - Administrator
@ Agentissizt - Agenth owl
B Agentissist - A0

i Agentbasist - CEO

;7 Agenthesist - MCR

eBi Agentissist - Retriever
£X Agenthssist - STAR

E Fort b anager

Release Motes

3. Select AgentAssist — Administrator.

The system displays the administration login window.
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=% Connect to the server E

Server I LI ann;d

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.

4. In the Server field, select or type a CentreVu® Messenger/CONVERSANT
system 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 valid CentreVu®
@ [ Messenger/CONVERSANT systems.
Search

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

5. Inthe 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 3-32.

%@ CentreVu® Messenger/CONVERSANT system.

‘ 6. Click on the Connect button to connect the client PC to the selected

Connect

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the administration session.
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Agent Assist Administrator Functions

Using the Administrator, you can administer the basic functions including:
= add or delete agent information
= add supervisor information
= administer holidays
= retrieve and listen to recordings

= change administrator password

Agent Administration

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

# Administrator - globalwe !Em
Fil= Edit Help
Becordings' Holidays  Agents |§upervisors|
Currently Defined Extensions (Agents and YDMNs) ,@
Extension [Agent's Full Name I Agen_t a2 Is this a%DMN?
Supervisor? Change
C ; Agent
! 4250 Raul2 MNa Na
4311 Falph Black Mo MNo
4444 Bob the Grumpy Mo res
8909 Cloug Yes MNo 3
G918 markn Yes MNo
8920 Scatt Ves Na _Add Agent |
8921 Falph White Yes MNo
G922 Sarah MNo MNo
3928 Pl 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
Extensian

Agent / VDR MName I

Extensian is an
2 Agent

Extensionis a
superyisor

Extension is a DM (for
CEOD schedules)

- Change Password

Dlew Password I

Confirm Mew 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.Q.) 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 Confirm 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.
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The system displays the Modify Extension Information window.

& Change Agent Details m

—Extension Details

Extension |3114

Agent / YDN MName [V

- Extensionis 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.

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

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

To help ensure security, asterisks (*) are displayed in both fields while the
password is entered. All name and password information is case
insensitive.

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

The default agent and supervisor password is “1234".

6. To change an agent to a supervisor, click on the box next to Ext ensi on
is 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 | 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 - globalwe !EB
File Edit Help
Becordmgsl Holidays | Agents  Supervisors |
Supervisor Name IDDug j Befied
Agents not managed by Doug Agents managed by Doug
Agent / VDN I Extensior « Agent / VDN | Extension
§ Raul 4250 — § Callback 2005
§ Ralph Black an § Hobthe Gumpy 4444
§ markn 5918 _Aidaen | ¢ Doug 8909
§ Scott 8320 § Sonnie 8999
§ Relph White o1 || =
§ Sarah 8922 Remave
§ Raul 8920 |t
- - .
N [ [ [

| ns:13 an 2r10se G5

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

By default, the system displays the first available supervisor.

Supersisar Name IDDug

Falph White
Faul

These are the names designated as supervisors in the Agents table.

Issue 1 April 1998 3-23



Agent Assist Administration

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.

The following list shows the agents not assighed to the supervisor Doug:

Agents not managed by Doug

Agent / VON | Extensior «
§ Raul2 4250
§ Ralph Black 4311
§ markn 8918
§ scott 8920
§ Ralph white go21
§ Sarah 8922
2 Raul BO2E

The following list shows the agents assignhed to the supervisor Doug:

Agents managed by Doug
Agent / YOMN | Extension
§ Callback 2005
§ Bobthe Grumpy 4444
§ Doug 3909
Bannie g994

| =

Add Agents to a Supervisor

When an agent is assighed 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.

them to the supervisor currently selected from the list of supervisors.

- [ The Add agent button takes an agent from the unmanaged pool and assigns
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.

agent
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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.lan j |1ggs j Date | Diescription |
01011998 Mew Years Day

RD?JDMHS? July dth
RDSJDUHS? Labor Day
R 114271997 Thanksgiving
" 11/28/1997 Day ahter
R 12/24/1997  Christnas Eve
R 12/25/1997  Chriztmas Day

Sun|Maon| Tue [Wed) Thu | Fri | S=t
28 |20 |20 (=31 2 2

4 |5 |6 [F |8 [2 |10 *

11 |12 [12 (14 [15 [16 [17 | AddHaliday

18 (19 |20 (21 |22 |23 |24 &

25 |26 |27 |28 |29 (30 |1 Remaove

T2 B = |5 |5 [¢ | _Holiday |
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.

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

N o g s~ ouDd

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.

Femowve
Haoliday

The holiday is deleted from the list.
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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.
4 Administrator-globatwe ~~ MEEA
File Edit Help
Becordings |H0|idays| Agents I Supervisors I

Id | Extension | Status | T -

: 8928 Automatically remow.. & E
mmz?s g9z2 Autornatically remow.. A Fetriewve
10277 8922 Completed (no error) A || LCSCOMEINGE) |
<l 10279 g9z22 Completed (no errar) A—
< 10280 8918 Completed (no error) A <E\']']-
el 10281 914 Completed (no errar) A Flay
10282 g9za Completed (no error] £ Fecarding(s)
*10300 5909 FPending A
<1030 g4z2 Completed (noerrar) A %
mWSDB g9zz Fecorder notrunnin... A el
?1030? 4311 Fiecarder not runnin.,.. _;ﬂlll Recording(s)

| 0317 AM 2010798 G
=>» 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:

= This symbol indicates there is an associated voice file.

e

= This symbol indicates there is no associated voice file.

You may only

38

retrieve those recordings that have an associated voice file

(completed without errors).

Recordings Information

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

= |d —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:

=—>» NOTE:

Not all of the status messages may occur.

Pending — the recording is pending for a later time

Rescheduled (complete) — the recording was completed after
have been postponed and rescheduled

Error (complete) — the recording was not processed due to
inability to access a CentreVu® Messenger/CONVERSANT system
port

Actively Recording — the call is currently being recorded on a
CentreVu® Messenger/CONVERSANT system port

Completed (no error) — the recording completed normally

Transferring request to recorder — the CentreVu®
Messenger/CONVERSANT system is being notified to begin
recording
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3-28

— Deleted (not transferred) — the recording was deleted before it was
sent to the CentreVu® Messenger/CONVERSANT system

— 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
CentreVu® Messenger/CONVERSANT system was not running

— Automatically removed by server — the server removed the
recording based on the|File Aging parameter|(page 3-11)

= 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 AgentNow! applications

= Stored At — indicates the final recording storage location on the
CentreVu® Messenger/CONVERSANT system; the default storage
directory is /usr/add-on/pipeline/recordings/id#.adp

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.
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Retrieve Recordings

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.
R;etrie.v-e The system retrieves the CELP or ADPCM sound file(s) from the
Riecording(s) CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window.

i Select Destination Directory m

Directory name: oK
|C:\My Documents TEMPYAgent Assist
Cancel
3C
£y Documeants Help
| Y TEMP
N Angent Assist Fecordings Network..

Drives:
| = c: [BONMIE] =

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

The CentreVu® Messenger/CONVERSANT sound file(s) stored in CELP or
ADPCM retrieved from the system are converted into the .WAV format and
saved in the selected destination directory.

=> NOTE:

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

There are two methods by which to playback recordings:
=« through the client PC (Multimedia player required)

= through the CentreVu® Messenger/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
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window

. Select Destination Directory m

Directory name: oK
|C:'\,My Documentsh TEMPYAgent Assist
Cancel
[
3y Documents el
| N TEMP _
B Angent Assist Fecordings Netwark...

Dirivves:

| &3 c [BONNIE] =]

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory. The files are also displayed in
the Task Bar at the bottom of the window.

§7] 10277 wawv- | 10279 wens - . “

il Start
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The Multimedia recorder window is displayed and indicates at the top of
the window which .WAV file is currently present for playback.

8 10279.wav - Sound Recorder !Elm

File Edit Effects Help
Fosition: Length:
0.00 sec. 2700 sec.
|
_

4. Click on the Play button to listen to the present recording.

5. 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 CentreVu® Messenger/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
3-7 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.
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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.

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.
Delote The audio portion of the recording(s) is permanently removed from the
Recording CentreVu® Messenger/CONVERSANT system. The textual components of
the message remain on the system.
=>» 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 O d Passwor d field.

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

4. Type the new administrator password again in the Confi r m Newfield.
=>» NOTE:

Both entries in the password fields must be identical for the new
password to be accepted.

\/ 5. Click on the OK button to save the changes.
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DEFINITY Switch Administration

To successfully run a CentreVu® Messenger/CONVERSANT Agent Assist
application, several items on the DEFINITY switch must be configured properly.
These deal primarily with the assighment 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
CentreVu® Messenger/CONVERSANT Ports

= Remote Service Observing system parameter

= PBXwarning 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 Y. If they are not:

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 Y.
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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) (CentreVu®
Messenger/CONVERSANT)

CentreVu® Messenger/CONVERSANT IP
Address

VDNs
VDNs

Remote Message Archival Directory

3. To assigh 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.

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.
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Assign Class of Restriction for Recording on
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/VDNs 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 VDNSs that you would like to record.

= Can Be A Service Observer — This option is dedicated to the CentreVu®
Messenger/CONVERSANT Ports. This option must be set to Y for the
CORs to be associated to the CentreVu® Messenger/CONVERSANT ports
that will be used for recording events.

General Tips for Changing Class of Restrictions

Find Station COR

To view agents and the CentreVu® Messenger/CONVERSANT system’s COR, on
the DEFINITY switch administration console

1. Enter list station

All agents and CentreVu® Messenger/ 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 CentreVu® Messenger/CONVERSANT ports.

Display COR Attributes

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

2. Inthe COR screen, there are two fields: Can Be Servi ce Cbserved
and Can Be A Service Cbserver.

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.
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The following are some examples of how the CORs should be assigned.

= CentreVu® Messenger/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
= CentreVu® Messenger/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

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 War ni ng Tone.

3. To activate the tone, enter Y

To deactivate the tone, enter N

3-36 Issue 1l April 1998



Agent Observing

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

4-2

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 CentreVu® Messenger/CONVERSANT observes consecutive agent calls
during the specified time interval. As long as the supervisor has scheduled Agent
Observing for a particular agent, the CentreVu® Messenger/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 CentreVu®
Messenger/CONVERSANT system.

3. The time to begin recording is reached and the CentreVu®
Messenger/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 CentreVu®
Messenger/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 CentreVu® Messenger/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 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 CentreVu®
Messenger/CONVERSANT system where a background process handles the
triggering of recordings.

Use the procedure below to administer the Agent Observing application:
1. Windows 95 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. Select AgentAssist.

The system displays a list of applications.

I Agentissist - Administrator
@ Agentdszist - Agenth owl
P Agentassist - AD

P Agentissist - CEO

y Agenttasizt - MCR

P Agentissist - Retrisver
£¥ Agenthssist- STAR

,@ Part Manager

Release Motes

3. Select AgentAssist-AO.

The system displays the initial supervisor login window.
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Connect

Agent Observing

Connect to the server

&>

Server I LI Connect
Username { Ext || @

®

Search

FPassward I Cancel

This window is similar to the login window described in|‘Client P
Administration”| in Chapter 3, “Agent Assist Administration”. Passwords

are all assigned in the Administration menu.

In the server field, select from the drop-down menu or type a CentreVu®
Messenger/CONVERSANT system.

Click on the Search button to search the network for valid CentreVu®
Messenger/CONVERSANT systems. The systems listed are those
connected through the local area network and have Agent Assist Server
software installed and running.

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

The default password for the supervisor is “1234" .

=>» NOTE:

It is recommended that you change the supervisor password and
store it in a secure location.

Click on the Connect button to connect the client PC to the selected
CentreVu® Messenger/CONVERSANT system.

The system displays the Agent Observing window.
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4 Agent Observing - globalwe !Hm
File Becording Help
Agem« Recordings
Observing Id Extension Status -
mWDZ?E a2z Automatically remaov %
& 8922 Completed (ho enor| ;
i Retrieve
ol a2z Completed (no emar] Recording(s)
B0 8922 Carmpleted (no erar
NWDHDE gaz2 Fecorder not runnin 4})]
mWDBDB e Fecarder not unnin
*WUBU‘I a2z Fecarder not unnin Flay
. — Recaording(s)
mWDBDE 4im Fecarder not unnin _
*10306 e Recarder not unnin
"“E} mWDBD? 4am Fecarder not nnnin %
*WDBDB 4im Fecarder not unnin Delete
Schedule ﬁﬂﬂﬂq fAap? Rernrder nnt mnrﬁ Recording(s)
1 »
| D223 216 -

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.

Schuduling 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 on 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 intitial Wizard window.
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T AgentAssist - ADO Scheduling Wizard

Y, Welcome

YWelcome to the Agentéssist Schedule Wizard. This wizard
will help wou set up recording schedules for one or more of
wour agents by asking you 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 on 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.
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3. Select One Agent/One Recording. This allows the supervisor to schedule
a single recording at a specified time.

The system lists the Available Extension/Agent Name.

T AgentAssist - AQ Schedule Wizard

Y, Select Agent

Flease select an agent from the following list.

IdElm

Extension | Agent Name
I Ralph Black
% 3921 Ralph White
S 8922 Sarah

%webcaller YWk Caller

«|

<< Previous |

2

Mext>> |

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

T AgentAssist - AQO Schedule Wizard

, Select Day

Flease selectthe date onwhich vouwould like your
recording to be stared.

el |

Feb 1998]Feb

1998 ~|

=
-

S M T W F S
25 26 27 28 28 30 31
1 2 3 = 5] 7
g g 10 11 12 13 14
15 16 17 18 19 20 21
22 23 24 25 26 27 28
1 2 3 4 = 5] 7
<< Brevious Mext >»

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

continue.
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" AgentAssist - AQ Schedule Wizard

\E} Enter Starting Time

Flease enter the time at which you would like wour 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 ImAM

(el | << Previous Mext>>

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

T AgentAssist - AQO Schedule Wizard

o, 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 different than scheduled due to agent state.

Length |17

el |  <cPrevious | Bext>»
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7. Using the slide bar, select the recording length (in minutes) or type in the
recording length (in minutes). Click on Next to continue.

A CAUTION:
The recording length will impact the amount of hard disk space
needed on the CentreVu® Messenger/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 Centre VU®
Messenger/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.

a AgentAssist - AQ Schedule Wizard

‘ Yy Tentative Schedule

This is a list of the tentatively scheduled recordings. Press
Schedule to upload the schedule to the server.

Agent | Stant Time | End Time
e 4311 D2/0441998 1. 2/4/9810:05:...

(el << Previous | Schedule

i
8. Click on 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.

Once the schedule has been completed, the scheduling confirmation
screen is presented.
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Ta AgentAssist - AO Schedule Wizard

9. Click on Finish to complete the Scedule Wizard session.
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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 on 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

in Chapter 3, “Agent Assist Administration” for more

information about administering agents and supervisors.

The system diplays 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

2. Click on Begin to start.
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T AgentAssist - ADO 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

& dultiple Agents § Multiple Recordings

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

3. Select Multiple Agents/Multiple Recordings. Click on 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 Sarah
%webcaller Wb Caller

< | B

[C Randam

Help | << Previous

Mext »» |
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4. Select multiple agents by pressing and holding down while
selecting the agents to be scheduled. Check the Random box to activate
scheduling of all agents assigned to the administering supervisor. With
this active, all agents are sampled randomly 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.

After selecting the appropriate agents, click on Next to continue.

T AgentAssist - AQO Schedule Wizard

Y, Select Day

Flease select the date on which you would like your
recording to be staned.

Feb 1998|reb =] [1908 =]
F| s

s M T L) T
25 |28 & Zs (29 (30 |31
1 2 3 ] B 7
g 9 (LU 12 |13 [14
19 |16 [17 18 189 20 |
22 23 |24 25 |26 |27 (28
1 2 3 4 5 5 i

el |  <cPrevious | Bext>»

5. Select the recording start date from the calendar. Click on Next to
continue.
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T AgentAssist - AQ Schedule Wizard

Y, Select End Day

Flease selectthe ending date to which you would like your
recording schedule to be built.

| Feb 1998[Fe =] 19 =]
‘ S M T W T F S

25 |28 & |28 28 (30 3
1 2 E 4 ] 7
8 g 1 |11 12 13 |14
19 18 17 18 |18 20 |
22 |23 |24 |25 |26 |27 |28
1 2 B B B b 7

' = | <<Previous | || Mext>> |

6. Select the recording ending date from the calendar. Click on 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). Click on Next
to continue.
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=>» NOTE:
The recording length will impact the amount of hard disk space
needed on the CentreVu® Messenger/ 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 CentreVU®
Messenger/CONVERSANT system for specific information about
hard disk storage space.

a AgentAssist - AQ Schedule Wizard

, Enter Number of Recordings

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

| scheduled may be different than the number of recordings

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

‘ # of Recordings |1

JS—

' el | <<Previous | || Mext>> |

8. Use the slide bar or type in the number of recordings you would like to
schedule. Click on Next to continue.
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T AgentAssist - AQ Schedule Wizard

Y, Select Schedulable Days

Flease select the available weekdays for this recording
sessian.

[C Sunday

¥ Monday

¥ Tuesday

V¥ ‘Wednesday
¥ Thursday
¥ Friday

[T Saturday

9. Select the day(s) of the week for the recordings. Click on Next to continue.

a 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

Help | << Previous

10. Select Yes to include holidays or No to exclude holidays. Click on Next to
continue.
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T AgentAssist - AQO Schedule Wizard

"E} Enter Business Hours

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

Start of Shift IUE:DUAM vl
End of Shift IUE:DU = vl

el | << Previous

11. Select the business hours for this scheduling session from the following

screen. Click on Next to continue.

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

1 hour

|m[=e] | << Previous 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 on Next to continue.

The system displays a tentative recording schedule of agents and the time
scheduled for the recording of each agent.
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a AgentAssist - AO Schedule Wizard

Y, Tentative Schedule

This is a list of the tentatively scheduled recordings. Press
Schedule to upload the schedule to the server.

Agent | Starnt Time | End Time

e 5827 2f6,/9817:00..  2/6/98711:070:..
efn 5827 2/6/9811:30:.. 2/6/9811:31:.
e 8822 2f6,/98 4:00:0...  2/6/98 4:01:0...

<] | i

(el << Previous | schedule

13. Click on 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.

Once the schedule has been completed, the scheduling confirmation
screen is presented.

T AgentAssist - AO Schedule Wizard

Y, Thank you

Thank you for using the Agentissist scheduling wizard.

Press Finish to return to Agent Observing.

14. Click on 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 !Em
File Becording Help
Agent Recordings
Observing Il Extension Status -
mlDE?E 8922 Automatically remow %
. ]
LR 8922 Completed {no erar] Fetiove
8922 Completed (no error] Pecording(s)
8922 Completed {no erar]
8922 Recarder not runnin 4}]_]
8922 Fecarder not runnin
8922 Recarder not runnin P\ay
= Recording(s)
43 Recarder not runnin _
8922 Recarder not runnin
\Q} 43 Recarder not runnin @
41m Recorder not runnin Delete
Schedule ﬂLI A972 Rernrder nnt r\mni_nlj Recording(s]
4 4
| 0223PM 215/% |G-

=>» NOTE:
You can also use the of the Agent Assist Administrator as
described in Chapter 3, page 3-29.

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

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

The system retrieves the CELP or ADPCM sound file(s) from the
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

Directory name: oK
|C:"-,My Documentsh TEMPYAgent Assist
Cancel
A
£y Documents Help
| Y TEMP
-y Agent Assist Recordings Network..

Dirtwes:
| = c: [BONNIE] =

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory.

Playback Recordings

There are two methods by which to playback recordings:
= through the client PC (Multimedia player required)

= through the CentreVu® Messenger/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
<9,].,]_, to playback. Multiple recordings are selected by pressing and holding

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

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

The system retrieves the CELP or ADPCM sound file(s) from the
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

Directory name: oK
|C:"-,MyDacuments\TEMP\AgentAssist

Cancel
A
£y Documents Help
| Y TEMP
-"'ﬁ".ﬂ.uqem ist Recordings Network..

Dirtwes:
| = c: [BONNIE] =

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory. The files are also displayed in
the Task Bar at the bottom of the screen.

4] 10277 waw- . | 10279 e~ .. “

The Multimedia recorder window is displayed and indicates at the top of
the window which .WAV file is currently present for playback.

il Start

8 10279.wav - Sound Recorder !Elm

File Edit Effects Help

Faosition: Length:
0.00 sec. 2700 sec.
|

_

4. Click the Play button to listen to the present recording.

5. 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.
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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 CentreVu® Messenger/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
3-7 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. The original default password is
1234’

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.
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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 on the Delete
Recording(s) button. The system sends a message to the CentreVu®
Messenger/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”

Unschedule Future Events

To “Unschedule” a recording(s), select the sessions(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. The system sends a
message to the CentreVu® Messenger/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.

A WARNING:

Once removed from the CentreVu® Messenger/CONVERSANT system, the
record cannot be retrieved unless previously stored on a floppy diskette or
converted to a .WAV file.

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 CentreVu® Messenger/CONVERSANT system.

A CAUTION:

It is highly recommended that recordings are periodically removed from the
CentreVu® Messenger/CONVERSANT system to save space on the system
disk.
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Malicious Call Recording

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 CentreVu® Messenger/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

Malicious Call Recording has the highest priority in obtaining a port on the
CentreVu® Messenger/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 not interrupt a CentreVu®
Messenger/CONVERSANT system application that is physically assigned to a
system port.

See 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 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. 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 Mates

3. Select AgentAssist-MCR.

The system displays the initial agent 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”.
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Search [

&>

Connect

5-4

. In the server field, select or type a CentreVu® Messenger/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 CentreVu®
Messenger/CONVERSANT systems.

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

6. Inthe Password field, type your password.

The default agent password is “1234” .

=—>» NOTE:

You should change the agent password and store it in a secure
location. Change the password using the Administrator application
as described in|Chapter 3,|"Agent Assist Administration”.

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

CentreVu® Messenger/CONVERSANT system.

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the application session.

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

¥ Malicious Call Recording - Ipazo61 !EIE
File Becording

: Recording Details I Obzervance Motes I

— eneral Recording [nfarmation——

Malicious Call
Recording Your Extensian |?E|02 ’@)
IE 3 ark

5
— Deztination Fecording

i+ se Plavback @
) Efilai [ ap

. . Fiecording
= Woice Mail I _

806 &M |B/16/97

Eoz
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Accessing Malicious Call Recording

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.
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.

F Malicious Call Recording - globalwe M= E3
Recordng  Help

Minimize to lcon Tray Ewance Motes I

Change Passward Fiecording [nformation——

Connect to Coreeersant wension  [1373 .

Exit

Skart
Destination Fecording

* Use Plavback @
) E-ail I— »
oz Recording

| |3:43PM [7/31/97

IOz

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.

$BiziA) 1.29PM

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

The system displays the Malicious Call Recording window.

¥ Malicious Call Recording - Ipazo61 !EIE

File Recording

: Recording Details I Obzervance Motes ]

Melicions el
Fecording

— General Recording

Infarmation——
‘r'our Extension Imug ’9)
Start
— D estination R ecording
i+ se Playback @
rh E'Mall I ap
. . Fecaording
" Yoice Mail I _—

806 AM |B/16/97

O

2. Click on the Recording Details tab to activate that portion of the window (if
not already selected).

Fecording

S@? 3. Click the Start Recording button to begin an M.C.R. session.

The M.C.R. session is active on the CentreVu® Messenger/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.

| Currently recording id 14

1806 AM [B/16/97

o

=—>» 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
Riesaitlis you wish to stop recording.
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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.

5. Specify the method by which the recordings are stored with the
Destination portion of the Recordings Details tab. This portion of the
window has three fields:

= Use Playback — The standard method of retrieving and storing
samples. With this item selected, the completed recording samples
are stored in the CentreVu® Messenger/CONVERSANT system
until retrieved by the supervisor.

=« E-Mail — Included for future releases of the Agent Assist software.
= Voice Mail — Included for future releases of the Agent Assist
software.

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 CentreVu® Messenger/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 - lpaso61 M= E3
File Becording

Recording D etailz ] Obzervance Hotes I

Malicious Call |Enter free form notes during the conversation. ﬁ.fter;l
Fecarding the call iz terminated., text can still be entered.

Faor example: Threats received]

[

10:20 M |B18/97 |05
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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

5-8

By design, the Malicious Call Recording 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.

Use the procedure below to use the Recording Retriever:
1. Windows 95 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. 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

3. Select AgentAssist-Retriever.

The system displays the initial agent login window.

Connect to the server

Server I j C;nn;d

Usamame / Ext || @

Passward I Cancel

&

1]
1]
@
0
=
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Search [

Connect

‘ (S

Fetrieve
Fecording(s)

Using Malicious

Call Recording

In the server field, select or type an CentreVu® Messenger/ 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 CentreVu®
Messenger/CONVERSANT systems.

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

The default agent password is “1234” .

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

CentreVu® Messenger/CONVERSANT system.

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the application session.

Once you are logged into the system, the system displays the Recording
Retriever window.

W AgentAssist Recording Retriever - globalwe !Em I
File Edit Help
Id | Extension | Status | Ta —
o . - £
11 8328 Automatically remow.. A )

) Fetrieve
m1 02786 g9z2 Automatically remav.. A Fecarding(s)
til*ﬂ 0277 gaz2 Campleted (no erar) A
t@!ﬂ 0279 gaz2 Campleted (no erar) A @:{.]-.]..
<fs 10280 8918 Completed (no errar) £ Play
10281 8918 Completed (no errory £ Fiecarding(s)
10282 8928 Completed (noeror) £
¢ 10300 ga09 Pending J: @
w1030 6az22 Completed (no errory £ Delete
m‘l 0306 8922 Recorder notrunnin... A Recarding(s)

1n3nz 4311 Bernrder nnt runnin b
4 »
‘ 08:36 AM 2/9/96 "G

8.

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.

. Click the Retrieve Recording button.

The system retrieves the CELP or ADPCM sound file from the CentreVu®
Messenger/CONVERSANT server.

The system displays the Select Destination Directory window.
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8 Select Destination Directory m

Directory name: oK

|C:\My Documentsh TEMPLAgent Assist

Cancel |

AT

S My Docurments i [=] |

ENTEMP

& AgentAssist Recordings |
i Agen ist Fer "r'i”“] =k
Drives:
[ =2 c [BONMIE] =]

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

11. The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory.

=>» NOTE:
The Retrieve Recording(s) option is designed as an application to gather
successful recordings. You may wish to distribute this application on a
stand-alone basis for users who you wish to manage these recordings for
supervisors and/or groups of agents.

Playback Recordings

There are two methods by which to playback recordings:
= through the client PC (Multimedia player required).

= through the CentreVu® Messenger/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
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

Directory name: oK
|C:"-,MyDacuments\TEMP\AgentAssist

Cancel
A
£y Documents Help
| Y TEMP
-"'ﬁ".ﬂ.uqem ist Recordings Network..

Dirtwes:
| = c: [BONNIE] =

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory. The files are also displayed in
the Task Bar at the bottom of the screen.

4] 10277 waw- . | 10279 e~ .. “

The Multimedia recorder window is displayed and indicates at the top of
the window which .WAV file is currently present for playback.

il Start

8 10279 wav - Sound Recorder !EIB

File Edit Effects Help

Fosition: Length:
0.00sec. 27.00 sec.
|

_

4. Click the Play button to listen to the present recording.

5. 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.
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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 CentreVu® Messenger/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
3-7 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. The original default password is
1234’

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.
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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 CentreVu® Messenger/CONVERSANT system.

A CAUTION:
You should periodically remove recording from the Centre Vu®
Messenger/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.
Delote | The audio portion of the recording(s) is permanently removed from the
Fecording

CentreVu® Messenger/ CONVERSANT system. The textual components of
the message remain on the system.

A WARNING:
Once removed from the CentreVu® Messenger/CONVERSANT system, the
record cannot be retrieved unless previously stored on a floppy diskette or
converted to a .WAV file.
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Customer Experience Observing

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

6-2

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

= \oice 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 CentreVu® Messenger/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 CentreVu®
Messenger/CONVERSANT system.

3. The time to begin recording is reached and the CentreVu®
Messenger/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.

4. The recording stops and is stored on the CentreVu®
Messenger/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 CentreVu® Messenger/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
CentreVu® Messenger/CONVERSANT system.

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

See 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 CentreVu®
Messenger/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 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. 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

3. Select AgentAssist-CEO.

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 P
Administration”|in Chapter 3, “Agent Assist Administration”. Passwords
are all assigned in the Administration menu.
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Search [

&>

Connect

Using C.E.O.

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

File RBecording Help

. In the Server field, select or type a CentreVu® Messenger/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 CentreVu®
Messenger/CONVERSANT systems.

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

. In the Password field, type your password.

The default password for the supervisor is “1234” .

=>» NOTE:
You should change the supervisor password and store it in a secure
location. Change the password using the Administrator application
as described in Chapter 3,|*Agent Assist Administration”.|

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

CentreVu® Messenger/CONVERSANT system.

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the administration session.

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

Customer Recardings

Experienc:e Id Extension Status -
Ob . mW 0276 8922 Autormatically remowv %
SeFVIng @m 8922 Completed (no errar] R;atriex,;e
10279 1822 Campleted (na error] Recording(s)
10301 8922 Completed (no error]
mW 0306 8922 Recorder not runnin., [@]_]
mW 0307 43 Recorder not runnin.,
mW 0308 43 Recorder not runnin., P‘ﬁY
. Recording(s)
mW 0309 8922 Recorder not runnin., _
mW 030 43 Recorder not runnin. =
1037 43 Completed (no errar; @
\Q} mWDSM 8922 Transferting recuest Delete
Schedule ﬁw N345 Aap? Cancelled h\mspr_lﬂ Fecarding(s]
1 4

143 M@

Issue 1 April 1998 6-5



Customer Experience Observing

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.

Use the procedure below to schedule using the Schedule Wizard:

1. Select the Schedule Wizard from the Recording menu or click on 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

in Chapter 3, “Agent Assist Administration” for more

information about administering agents and supervisors.

The system displays the intitial 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

2. Click on Begin to start.
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T AgentAssist - CEO Schedule Wizard

“, Number of Recordings

Flease selectthe number of recordings orVDMNs that vou
wish to record in this session. Choosing multiple allows you

to set more schedule parameters and build random
schedules.

& One %DM/ One Recording

 Multiple VDMNs / Multiple Recordings

Mext >»

el |

|
=>» 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.

The system lists the Available Extension/Agent Name.
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a AgentAssist- CEO Schedule Wizard

Y, Select VDN

Flease select a DM from the following list.

Extension | WOM Mame

&, 2005 Brandan
% 8922 Sarah
S 5999 Bonnie

< | ©

el | <cPrevious | Next>» |

4. Select the VDN to schedule a single recording session. Click on Next to
continue.

T AgentAssist - CEO Schedule Wizard

, Select Day

Flease selectthe date onwhich vouwould like your

recording to be stared.

Feb 1998|reb x| [1998 ¥]

) M T W T F )
28 |28 @8 (29 (30 |31
1 2 3 4 5 B 7
g 9 10 12 13 [14
L E=T = A = S I = O = I 4
2 23 |24 @25 |28 |27 |23
1 2 3 4 5 5 7

Helm | << Previous Mext >

5. Select the recording start date from the calendar. Click on Next to
continue.
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a AgentAssist- CEO Schedule Wizard

\E} Enter Starting Time

Flease enter the time at which you would like wour recording
to begin. This time is an approximation, the actual staring
time may be several minutes later than scheduled due to
WD state af starttime.

Starting Time |1 1 A

(el | << Previous Mext>>

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

T AgentAssist - CEO Schedule Wizard

o, 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 different than scheduled due to DN state.

Length |17

|m[=e] | << Previous Mext >>
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7. Using the slide bar or type in the recording length (in minutes). Click on
Next to continue.

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 540
minutes (9 hours).

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 CentreVu® Messenger/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.

Ta AgentAssist - CEO Schedule Wizard

Y, Tentative Schedule

This is & list of the tentatively scheduled recordings. Press
Schedule to upload the schedule to the server.

YD | Start Time | End Time
i 2005 0211998 1. 2411788 11:0..

. Schedule

Help << Previous

8. Click on Schedule to confirm and complete the schedule.
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=>» 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.

Once the schedule has been completed, the scheduling confirmation
screen is presented.

Ta AgentAssist - CEO Schedule Wizard

Y, Thank you

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

Heln | J—— ........... F|n|5h

9. Click on 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 on 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
in Chapter 3, “Agent Assist Administration” for more
information about administering agents and supervisors.

The system displays the intitial Wizard window.
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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

2. Click on Begin to start.

T AgentAssist - CEO Schedule Wizard

“, Number of Recordings

Flease selectthe number of recordings or WDiMs that you
wish to recard in this session. Choosing multiple allows you
to set maore schedule parameters and build random
schedules.

 One %DM / One Recording

& Multiple YDMNs / Multiple Fecardings:

Helm | << Presious Mext »>

3. Select Multiple VDNs/Multiple Recordings. Click on Next to continue
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T AgentAssist - CEO Schedule Wizard

", Select VDN

Flease selectthe WDiNs that wou would like to schedule from
the fallowing list.

Extension | YO Mame

%, 20105 Brandon
S 8922 Sarah
% 8999 Bonnie

< | B

[C Randam

Helm | << Previous Mext »> |

4. Multiple VDNs are selected by pressing and holding down the “Control”
key while selecting the VDNs to be scheduled. After selecting the
appropriate VDNs, click on Next to continue.

Random — Checking the Random box activates the scheduling of all
VDNSs assigned to the administering supervisor. With this active, all VDNs
are sampled randomly 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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T AgentAssist - CEO Schedule Wizard

, Select Start Day

Flease selectthe staing date fram which you would like wour
recording schedule to be built.

Feb 1998|reb =] [1998 =]
T

S M T W F S
P = T = = I == N =W =)
1 2 E 4 B B 7
] g 10 12 13 |14
1 (B (17 18 |18 20 |2
22 |23 24 |25 @6 &7 |28
1 2 B 4 B & 7

Helm | << Presious Mext »>

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

Ta AgentAssist - CEO Schedule Wizard

Y, Select End Day

Flease selectthe ending date to which you would like your
recording schedule to be built.

Feb 1998|reb x| [1998 ¥]
T F

) M T W )
28 |28 @8 (29 (30 |31
1 2 3 4 5 B 7
g 9 10 12 13 [14
L E=T = A = S I = O = I 4
2 23 |24 @25 |28 |27 |23
1 2 3 4 5 5 7

Helm | << Previous Mext >

6. Select the recording ending date from the calendar. Click on Next to
continue.
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a 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 different than scheduled due to VDN state.

Length |17

L —

(el | << Previous Mext >>

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

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 CentreVu® Messenger/CONVERSANT system for specific
information about hard disk storage space.
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T AgentAssist - CEO 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 number of recordings
actually made due to system resources availakle at
recording time.

# of Recordings |1

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

Ta AgentAssist - CEO Schedule Wizard

Y, Select Schedulable Days

Flease selectthe available weekdays for this recarding
SES5i0N,

[T Sunday

¥ handay

V¥ Tuesday

v “Wednesday
¥ Thursday
v Friday

[T Saturday

Help | << Previous Mext}) """""

9. Select the day(s) of the week for the recordings. Click on Next to continue.
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a AgentAssist- CEO Schedule Wizard

Y, Select Holiday Scheduling

A scheduling calendar can be built either including or
excluding administered holidays. Select Yes 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 holideys

& Mo, don'tinclude holidays

HE'.'”:I | << Previous -------- HE‘.'XT))

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

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)) .........

11. Select the business hours for this scheduling session from the following
screen. Click on Next to continue.

Issue 1 April 1998 6-17



Customer Experience Observing

T AgentAssist - CEO Schedule Wizard

Y, Select Start Times

Selecting start imes determines when random recordings
may begin. Forexample, ifyou select 1 hour, the randam
recordings will be scheduled to begin on the hour; if wou
select 15 minutes, the random recardings will be scheduled
to begin on the quarter hour and so on. Flease selectthe
random recording start time.

1 minute

B minutes
| s
30 minutes
1 hour

Helm | << Presious Mext »>

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

a AgentAssist- CEO Schedule Wizard

Y, Tentative Schedule

This is a list of the tentatively scheduled recordings. Press
Schedule to upload the schedule to the server.

WO | StartTime | End Time
2005 2411798 8:00... 2/11/88 8:01-...

(el << Previous |

13. The following 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.

Once the schedule has been completed, the scheduling confirmation
screen is presented.
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" AgentAssist - CEO Schedule Wizard

14. Click on Finish to complete the Schedule Wizard session.
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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.

4 Agent Observing - globalwe !Em
File Becording Help
Agent Recordings
Observing Extension Status -
8922 Automatically remow %
8922 Completed {no erar] Fetiove
8922 Completed (no error] Pecording(s)
8922 Completed (noerrarl [ —
8922 Recarder not runnin 4}]_}
8922 Fecarder not runnin
8922 Recarder not runnin P\ay
= Recording(s)
43 Recarder not runnin _
8922 Recarder not runnin
\Q} 43 Recarder not runnin @
41m Recorder not runnin Delete
Schedule A972 Rerarer nnt iunnin | Recording(s)
| 223PM 205098 G

Retrieve
Recordingis)

=>» NOTE:

You can also use the Recordings tab of the Agent Assist
Administrator as described in page 3-29.

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

. Click on the Retrieve Recording(s) button.

The system retrieves the CELP or ADPCM sound file(s) from the
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

Directory name: oK
|C:"-,My Documentsh TEMPYAgent Assist
Cancel
A
£y Documents Help
| Y TEMP
-y Agent Assist Recordings Network..

Dirtwes:
| = c: [BONNIE] =

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory.

Playback Recordings

There are two methods by which to playback recordings:
= through the client PC (Multimedia player required)

= through the CentreVu® Messenger/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 C.E.O. window. Highlight the recording(s) you wish to
<9,].,]_, playback. Multiple recordings are selected by pressing and holding down

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

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

The system retrieves the CELP or ADPCM sound file(s) from the
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

Directory name: oK
|C:"-,My Documentsh TEMPYAgent Assist
Cancel
A
£y Documents Help
| Y TEMP
. Agent ist Fecordings Network.

Dirtwes:
| = c: [BONNIE] =

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory. The files are also displayed in
the Task Bar at the bottom of the screen.

4] 10277 waw- . | 10279 e~ .. “

The Multimedia recorder window is displayed and indicates at the top of
the window which .WAV file is currently present for playback.

il Start

8 10279 wav - Sound Recorder !EIB

File Edit Effects Help

Fosition: Length:
0.00sec. 27.00 sec.
|

_

4. Click the Play button to listen to the present recording.

5. 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.
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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 CentreVu® Messenger/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
3-7 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. The original default password is
1234’

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 on the Delete
Recording(s) button. The system sends a message to the CentreVu®
Messenger/CONVERSANT system to remove the session(s) from the scheduled
list.
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=> 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 CentreVu® Messenger/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 sessions(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. The system sends a
message to the CentreVu® Messenger/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 CentreVu® Messenger/CONVERSANT system.

A CAUTION:

It is highly recommended that recordings are periodically removed from the
CentreVu® Messenger/CONVERSANT system to save space on the system
disk.
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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 CentreVu® Messenger/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

7-2

S.T.A.R. has a medium priority in obtaining a port on the CentreVu®
Messenger/CONVERSANT system. Once a S.T.A.R. session is started, recording
begins on the CentreVu® Messenger/ 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.T.A.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 CentreVu®
Messenger/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 CentreVu®
Messenger/CONVERSANT system.

See 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. Windows 95 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. 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 Mates

3. Select AgentAssist-STAR.

The system displays the initial agent login window.

Connect to the server

Server I ﬂ ann;d
Username | 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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4. In the Server field, select or type a CentreVu® Messenger/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 CentreVu®
@ [ Messenger/CONVERSANT systems.
Search
5. Inthe Username/Ext field, type your login name or extension identifier.

6. Inthe Password field, type your password.

The default agent password is "1234".

=—>» NOTE:

It is recommended that you change the agent password and store it
in a secure location. Passwords are administered by the
Administrator application as described in[Chapter 3]“Agent Assist
Administration”.

%@ CentreVu® Messenger/CONVERSANT system.

‘ 7. Click on the Connect button to connect the client PC to the selected

Connect

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the application session.

Once the agentis logged into the system, the system displays the S.T.A.R.
window.

# STAR. - gobalwe - [ ]

File Becording Help

Fecarding Details | Obsenvance Notes |

S. TAR — General Recording Information ——

“Your Extension IW @
Start
—Destination———————————————— Recarding
& s Flayback @
Al [ Stap
) nica ail |7 —ecording |

|m 45 Ph |1;5gaa W
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Instant Access to the S.T.A.R.
Application

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.

Use the procedure below to create a “quick access” icon for S.T.A.R.:

1. Start at the Spontaneous Telephony Agent Recording window and from
the File menu, select Minimize to Icon Tray.

# S.T.AR - globalwe

Recording  Help
Mi y

Connectto YRU
Change Password

ane Notes |

—General Recording Information——

‘Y'our Extensian Igggg

—Destination
# Use Playback
1 Eail I

i b ail

9

Staut
Recording

Stop
Recording

NECYTEE v

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
b Rekls) 3a3pm

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 onthe 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.

# STAR. - globalwe

File Becording Help

Recording Details | Ohservance MNotes

S TA R —General Fecording Information ——
U “Your Extension IW @
Start
—Destination————————————— Recording
& Use Playhack @
1 E-flail |7 Stop
= =i Ii m

| 01:45 PM 175798 G-
2. Click on the Recording Details tab to activate that portion of the window.

59? 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 CentreVu®
Messenger/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.

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

Eo2

=>» 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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5. Specify the method by which the recordings are stored with the
Destination portion of the Recordings Details tab. This portion of the
window has three fields:

= Use Playback — The standard method of retrieving and storing
samples. With this item selected, the completed recording samples
are stored in the CentreVu® Messenger/CONVERSANT system
until retrieved by the supervisor.

= E-Mail — Included for future releases of the Agent Assist software.
= Voice Mail — Included for future releases of the Agent Assist
software.

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 CentreVu® Messenger/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,

[Settings Administration’] page 3-10, to set up these fields.

# S TAR. - globalwe
File RBecording Help

Recarding Details Observance Notes |

Customer ID l— Product Name l—

Concern l— Payment Type l—
Credit Card # l— Account# l—
Subsclriptio.r] l—

0301 P /%38 W

Issue 1 April 1998 7-7



Spontaneous Telephony Agent Recording (S.T.A.R.)

Update

. 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

By design, the S.T.A.R. 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.

Use the procedure below to use the Recording Retriever:

1.

3.

Windows 95 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
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

Select AgentAssist-Retriever.

The system displays the initial agent login window.

Connect to the server

Server I j C;nn;d

Usamame / Ext || @

Passward I Cancel

&

1]
1]
@
0
=
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Search [

Connect

‘ (S

Fetrieve
Fecording(s)

Using Spontaneous Telephony Agent Recording

In the server field, select or type a CentreVu® Messenger/ 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 CentreVu®
Messenger/CONVERSANT systems.

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

The default agent password is “1234".

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

CentreVu® Messenger/CONVERSANT system.

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the application session.

Once you are logged into the system, the system displays the Recording
Retriever window.

4 Agenthssis Recording Retrever giobave I
File Edit Help

Id | Extension | Status | Ta E

] 1 8928 Autormnatically remon.. A -

) Fetrieve
m1 0278 gaz2 Automatically remow... A Fecarding(s)
dm 10277 aaze Completed (no erar) A —
t@!ﬂ 0279 gaz2 Campleted (no erar) A @:{.]-.]..
<fs 10280 8918 Completed (no errar) £ Play
liB}H 028 8918 Completed (hoeror) A Fiecarding(s)
efr 10282 8828 Completed (noerrey &
m‘l 0300 g0 Fending £ @
w1030 6az22 Completed (no errory £ Delete
m‘l 0306 8922 Fecorder not runnin.. & Recarding(s)
j‘ 1M3N7 4311 Eernrder nnt runnin i

‘ 08:36 AM 2/9/96 "G

8.

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.

. Click the Retrieve Recording button.

The system retrieves the CELP or ADPCM sound file from the CentreVu®
Messenger/CONVERSANT server.
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The system displays the Select Destination Directory window.

8 Select Destination Directory m

Directory name: oK I
|C:\My Documentsh TEMPLAgent Assist
Cancel |

[ (=)

S My Docurments Help |

Y TEMP -
| Acent Assist Becordings NT— |
Drives:
[ =2 c [BONMIE] ~|

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

11. The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory.

=> 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 CentreVu® Messenger/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
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

Directory name: oK
|C:"-,MyDacuments\TEMP\AgentAssist

Cancel
A
£y Documents Help
| Y TEMP
-"'ﬁ".ﬂ.uqem ist Recordings Network..

Dirtwes:
| = c: [BONNIE] =

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory. The files are also displayed in
the Task Bar at the bottom of the screen.

§7] 10277 wawv- | 10279 wens - . “

The Multimedia recorder window is displayed and indicates at the top of
the window which .WAV file is currently present for playback.

i Start

8 10279 wav - Sound Recorder !EIB

File Edit Effects Help

Fosition: Length:
0.00sec. 27.00 sec.
|

_

4. Click the Play button to listen to the present recording.

5. 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.
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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 CentreVu® Messenger/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
3-7 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. The original default password is
1234’

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.
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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 CentreVu® Messenger/CONVERSANT system.

A CAUTION:
You should periodically remove recordings from the CentreVu®
Messenger/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.
Delete The audio portion of the recording(s) is permanently removed from the
Recarding CentreVu® Messenger/ CONVERSANT system. The textual components of

the message remain on the system.

A WARNING:
Once removed from the CentreVu® Messenger/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

82

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”land|“Supervisor Administration”
in Chapter 3, “Agent Assist Administration”, for more information about
administering agents and supervisors.

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 CentreVu® Messenger/ 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.
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AgentNow! Port Contention

Of the Agent Assist applications, AgentNow! has a high priority in obtaining a
port on the CentreVu® Messenger/CONVERSANT system. Once the AgentNow!
session is started, recording begins on the CentreVu®
Messenger/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
CentreVu® Messenger/CONVERSANT system application that is physically
assigned to a system port.

See 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. Windows 95 or Windows NT: From the Start menu, select Programs.
The system displays the list of Program folders.
2. 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 Mates
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3. Select AgentAssist-AgentNow!.

Search [

Connect

‘ 0%

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”.

. In the Server field, select or type a CentreVu® Messenger/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 CentreVu®
Messenger/CONVERSANT systems.

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

. In the Password field, type your supervisor password.

The default supervisor password is “1234".

=>» NOTE:
It is recommended that you change the supervisor password and
store it in a secure location. Passwords are administered by the
Administrator application as described in[Chapter 3]“Agent Assist
Administration”.

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

CentreVu® Messenger/CONVERSANT system.

The information from the CentreVu® Messenger/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.
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&% AgentNowl - globalwe !EIB

File Recording Help

bservance MNotes |

AgentNOWf —General Recording Information

~

Agent Refresh
I LI Agents
— Destination @
Start
& Lse Flayhack Fecording

5 Erh il I @
e hAsil I Stop

Fecording

|u4:ua = |2;9;93 |@

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.
nce Motes |
Connectto VEL
Change Password kral Recording Information ﬁ
i pent Fefresh
Ext I I LI Agents
Destination @
Start
= Use Playback Recording
£ Esr il I @
e fEl I Stap
Fecording

| |n4:11 Ph |2,-f9,-f98

Ev:

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.
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|<Hsi@ 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.

The system displays the AgentNow! window.

¥ AgentNowl! - globalwe !EIB

File Recording Help

| Observance MNotes |

AgentNOWf —General Recording Inforrmation

~

Agent - Refresh
I —I Agents
—Destination @
Start
& |Use Playback Fecording

- ai I @
Y aiceihdai I Stop

Fecording

| |n4:09 P |2,"9f98

£

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.

59) 4. Press the Start Recording button to begin an AgentNow! session.
art

Fecording

The AgentNow! session is active on the CentreVu®
Messenger/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.
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Currently recording id 14 806 AM |B/16/97 Q%
@ 5. Press the Stop Recording button when the conversation is over, or when
Resording you wish to stop recording.

6. Specify the method by which the recordings are stored with the
Destination portion of the Recordings Details tab. This portion of the
window has three fields:

= Use Playback — The standard method of retrieving and storing
samples. With this item selected, the completed recording samples
are stored in the CentreVu® Messenger/CONVERSANT system
until retrieved by the supervisor.

= E-Mail — Included for future releases of the Agent Assist software.
= Voice Mail — Included for future releases of the Agent Assist
software.

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 CentreVu® Messenger/CONVERSANT
system and are associated with the recording.
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.

4 AgentNow! - globalwe ME E
File Becording Help

Recording Details  Observance Notes |

AgentNowf Erter free form text here... ;I

Update
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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 3-29.

Use the procedure below to use the Recording Retriever:

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

The system displays the list of Program folders.

2. Select Agent Assist.

The system displays the list of applications.

v Agentdssist -
@ Agentbasist -
i Agentiissist -
i Agentiissist -
y Agentbasist -
i Agentiissist -
@ Agentbasist -
E Port b anager

Adrniniztratar
Agentt owl
A0

CEO

MCR
Retriewver
STaR

Releaze Motes

3. Select AgentAssist-Retriever.

The system displays the initial supervisor login window.

Connect to the server

Senver I

Username { Ext ||

FPassward I
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Search [

&>

Connect

=

Retrieve
Recording(s)

Using AgentNow!

In the Server field, select or type an CentreVu® Messenger/ 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 CentreVu®
Messenger/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.

The default supervisor password is “1234".

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

CentreVu® Messenger/CONVERSANT system.

The information from the CentreVu® Messenger/CONVERSANT system is
downloaded to the client PC for the application session.

Once the supervisor is logged into the system, the system displays the
Recording Retriever window.

W AgentAssist Recording Retriever - globalwe !Em I

File Edit Help
Id | Extension | Status | Ta —
o . - £
#10275 8328 Automatically remow.. A )

) Fetrieve
m1 02786 g9z2 Automatically remaw... Fecarding(s)
til*ﬂ 0277 gaz2 Campleted (no erar) A
t@!ﬂ 0279 gaz2 Campleted (no erar) A @:{.]-.]..
<fs 10280 8918 Completed (no errar) £ Play
10281 8918 Completed (no errory £ Fiecarding(s)
10282 8928 Completed (noeror) £
¢ 10300 ga09 Pending J: @
w1030 6az22 Completed (no errory £ Delete
m‘l 0306 8922 Recorder notrunnin... A Recarding(s)

1n3nz 4311 Bernrder nnt runnin b
4 »
‘ 08:36 AM 2/9/96 "G

8.
9.

Highlight the recording you wish to retrieve from the list in the window.
Click on the Retrieve Recording button.

The system retrieves the CELP or ADPCM sound file from the CentreVu®
Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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. Select Destination Directory m

Directory name: ok
|C:'\,My Documentsh TEMPYAgent Assist
Cancel

[

3y Documents Help

| N TEMP -

| Agent Assist Recordings Netwark..
Dirivves:

| &3 ¢ [BONNIE] =]

10. Select the location (folder or floppy diskette) to save the retrieved records.

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory.

Playback Recordings

There are two methods by which to playback recordings:
=« through the client PC (Multimedia player required)

= through the CentreVu® Messenger/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
CentreVu® Messenger/CONVERSANT server.

The system displays the Select Destination Directory window:
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@ Select Destination Directory E

3.

Directory name: oK
|C:"-,My Documentsh TEMPYAgent Assist
Cancel
A
£y Documents Help
| Y TEMP
-y Agent Fecordings Network..

Dirtwes:
|Qc; [BOMNMIE]

=

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

The CELP or ADPCM sound file(s) retrieved from the CentreVu®
Messenger/CONVERSANT system are converted in the .WAV format and
saved in the selected destination directory. The files are also displayed in
the Task Bar at the bottom of the screen.

§7] 10277 wawv- | 10279 wens - . “

The Multimedia recorder window is displayed and indicates at the top of
the window which .WAV file is currently present for playback.

il Start

8 10279.wav - Sound Recorder
Eile Edit Effects

Fosition: Length:
0.00 sec. 27.00 sec.
|

I

Help

. Click the Play button to listen to the present recording.

5. 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.
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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 CentreVu® Messenger/CONVERSANT system.
The Used for Playback Service must be assigned to the selected channel

using the Port Manager. See “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 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. The original default password is
1234’

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.
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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 CentreVu® Messenger/CONVERSANT system.

A CAUTION:
You should periodically remove recordings from the CentreVu®
Messenger/CONVERSANT system to save space on the system disk.

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.
Delote | The audio portion of the recording(s) is permanently removed from the
Fecording

CentreVu® Messenger/ CONVERSANT system. The textual components of
the message remain on the system.

A WARNING:
Once removed from the CentreVu® Messenger/CONVERSANT system, the
record cannot be retrieved unless previously stored on a floppy diskette or
converted to a .WAV file.
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D
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.
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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
CentreVu® Messenger/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.

Escalation Strategy

9-2

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.
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Table 9-1. Agent Assist Troubleshooting

Problem

Resolution

Calls are not being recorded

1. Verify the voice system is running.

a. Log on to the CentreVu® Messenger/
CONVERSANT system as root.

b. At the prompt enter start_vs
2. Verify the plrecord is running.

a. Log on to the CentreVu®
Messenger/CONVERSANT system as root.

b. At the UNIX prompt enter ps -ef | pg

Look for /usr/add-on/pipeline/plrecord.
c. If not found, enter cd /usr/add-on/pipeline
d. At the prompt enter plrecstart.

e. Verify the recording is running by entering the
ps-ef | pg command again.

3. 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
assighments.

4. 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

Customer Experience
Observing calls not
recording.

Verify the VDN selected to record is a valid VDN on the
DEFINITY switch.

1. Log onto the DEFINITY switch.
2. At the prompt enter list vdn

This will list the valid VDNs on the switch. Look for the
VDN.

Continued on next page
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Table 9-1. Agent Assist Troubleshooting — Continued

Problem

Resolution

Recordings not removed
automatically from the server.

1. Log on to the CentreVu® Messenger/CONVERSANT
as root.

2. At the UNIX prompt, enter ps -ef | grep pl

w

. Write down the process ID for plserver (humber in
second column)

. Enter Kill <process ID number> (from step 3).
. Enter cd /usr/add-on/pipeline

. Enter plsvrstart

~N o 0o b~

. Verify server is running by entering ps -ef|grep pl

Look for the process ID for plserver.

Agents are not being
recorded.

1. Verify agent information was entered correctly in the
Agent Assist Administrator.

2. Verify the agent extensions have been defined in the
switch.

Invalid 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.)

Receive message 32004
unable to locate gtiserv.

Using the README.TXT file supplied with the software,
verify the gtiserv, gticint, and gtisrvr entries are in the
following directory file:

= For Windows 95, edit the \windows\services file
OR

« For Windows NT, edit the
\winnt\syste32\drivers\etc\services file
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