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Your Responsibility for Your System’s Security
Toll fraud is the unauthorized use of your telecommunications system by an
unauthorized party, for example, persons other than your company’s

Canadian Department of Communications (DOC)

Interference Information

This digital apparatus does not exceed the Class A limits for radio noise
emissions set out in the radio interference regulations of the Canadian
Department of Communications.

Le Préent Appareil Nomérique n’énet pas de bruits radioélectriques
dépassant les limites applicables aux appareils numériques de laclass A
préscrites dans e reglement sur le brouillage radioél ectrique édicté par le
ministére des Communications du Canada.

Trademarks

employees, agents, subcontractors, or persons working on your company’See the section titl§d "About This Bodk.”
behalf. Note that there may be a risk of toll fraud associated with your tele-
communications system and, if toll fraud occurs, it can result in substantialOrdering I nformation

additional charges for your telecommunications services.

You and your system manager are responsible for the security of your sys-

tem, such as programming and configuring your equipment to prevent
unauthorized use. The system manager is also responsible for reading all
installation, instruction, and system administration documents provided

with this product in order to fully understand the features that can introduceOr der:
risk of toll fraud and the steps that can be taken to reduce that risk. Lucent
Technologies does not warrant that this product is immune from or will pre-

vent unauthorized use of common-carrier telecommunication services or
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facilities accessed through or connected to it. Lucent Technologies will notentitled "Related Resourceg.”

be responsible for any charges that result from such unauthorized use.

Lucent Cor porate Security
Whether or not immediate support is required, all toll fraud incidents

You can be placed on a standing order list for this and other documents you
may need. Standing order will enable you to automatically receive updated
versions of individual documents or document sets, billed to account infor-

involving Lucent products or services should be reported to Lucent Corpo-mation that you provide. For more information on standing orders, or to be

rate Security at 1 800 821-8235. In addition to recording the incident,
Lucent Corporate Security is available for consultation on security issues,

put on a list to receive future issues of this document, contact the Lucent
Technologies Publications Center.

investigation support, referral to law enforcement agencies, and educational

programs.

Lucent Technologies Fraud Intervention
If you suspect that you are being victimized by toll fraud and you need tech-

Warranty

Lucent Technologies provides a limited warranty on this product. Refer to
the “Limited Use Software License Agreement” card provided with your
package.

nical support or assistance, call the Lucent Technologies National Customer

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

Federal Communications Commission Statement
Part 15: Class A Statement. This equipment has been tested and found to
comply with the limits for a Class A digital device, pursuant to Part 15 of

the FCC Rules. These limits are designed to provide reasonable protection ow-Voltage Directive
against harmful interference when the equipment is operated in a commer-
cial environment. This equipment generates, uses, and can radiate radio—fraCE

guency energy and, if not installed and used in accordance with the
instruction manual, may cause harmful interference to radio communica-
tions. Operation of this equipment in a residential area is likely to cause
harmful interference in which case the user will be required to correct the
interference at his own expense.

Part 68: Network Registration Number. This equipment is registered
with the FCC in accordance with Part 68 of the FCC Rules. It is identified
by an FCC registration number.

Part 68: Answer-Supervision Signaling. Allowing this equipment to be

European Union Declaration of Confor mity
Lucent Technologies Business Communications Systems declares that the
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Union (EU) Directives and Harmonized Standards listed below:
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directives.
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operated in a manner that does not provide proper answer-supervision sig-

naling is in violation of Part 68 Rules. This equipment returns answer-
supervision signals to the public switched network when:

Answered by the called station

Answered by the attendant

.
CPE user
This equipment returns answer-supervision signals on all DID calls for-

e’ RECYCLED PAPER

Routed to a recorded announcement that can be administered by the

warded back to the public switched telephone network. Permissible excep-

tions are:

A call is unanswered

A busy tone is received

A reorder tone is received
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About This Document

This chapter introduces you to Customer Assist Version 7.0 and provides an
overview of the document. It also directs you to additional related documentation.

Intended Audiences

This document is written for call-center agents, technicians and system
administrators responsible for using and maintaining Customer Assist.

How to Use This Document

One good way to use the document is to start with the general overviews in
[Chapter 1] This will give you a feel for the system and suggest how you can
configure it to for your needs. Next read and study[Chapter 2]“Quick Start and
Navigating Customer Assist” to follow step-by-step instructions on how to log in
and navigate your new system. Then you can go over the sample applications to
get an idea of how call-handling instructions, or Customer Assist vectors, work to
direct incoming calls.

It is important that you read “Quick Start and Navigating Customer
Assist”, before going on to the task of building your own applications. Use

Chapter 3| “Designing a World-Class Call Center” and [Chapter 4| “Vector
Administration” to understand how actions and variables work within the sample
applications.
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About This Document

Organization of This Document

XViil

This document is divided into 15 chapters, including the appendices, glossary,
and index.

= |Chapter 1, “Product Introduction”, provides an overview of the product

and its packages.

[Chapter 2] “Quick Start and Navigating Customer Assist”, provides a
checklist, with references, for setting up your system, and then shows you
how to navigate through Customer Assist screens and gives a brief
overview about what each screen offers.

“Designing a World-Class Call Center”, offers step-by-step
sample applications to help you setup your call center and customize it.

Chapter 4 “Vector Administration”, shows you how to setup your vectors.

Chapter 5, “Mector Actions”, explains the major tools, called actions, that
work in Customer Assist.

“Speech Administration”, shows you how to record and
administer speech phrases.

Chapter 7] “System Administration”, serves as a reference guide for
setting up your Customer Assist.

Chapter 8 “Reports”, shows you how to generate, view, and print reports.
It also tells you the advantages of each report.

Chapter 9] “The Agent and Customer Assist”, teaches agents how to
access mailboxes and perform callbacks.

Chapter 10, “llroubleshooting”, provides suggestions and guidance to
fixing problems with your system.

Appendix A “Maximum Values in Customer Assist Packages”, serves as a
reference listing maximum values for input in Customer Assist.

Appendix B, “Reentering Customer Assist”, explains how to enter
Customer Assist from Script Builder or how to enter after returning data to

the DEFINITY.

“Interaction between Dial Plan and Customer Assist”, shows
you how Customer Assist interacts with Dial Plan.

Thelglossary|contains commonly used terms.

The[index contains a detailed list of key terms with the page number
where the information can be found.
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Conventions

This section describes the terminology, typography, and symbols used in this
document.

Terminology

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

Type y to continue.

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

Enter y to continue.

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.

The INTUITY CONVERSANT system displays screens and menus. Large
screens both show and request system information. Smaller screens,
sometimes called windows, may only request information. Menus provide
a list of available selections.

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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Screen Displays

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

Example 1:

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

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

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

Start at the INTUITY CONVERSANT Main Menu and select:

>\Voi ce System Admi nistration

In this example, you would access the Main Menu and select Voice
System Administration menu.

= Screens shown in this document are examples only. The screens you see
on your machine will be similar, but not exactly the same.

Other Typography

= 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 command: prompt.
Example 2:

Type high or low in the Speed: field.

= Command variables, arguments, and return values 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 created.
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Trademarks

Safety and Security Alert Labels

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

=>» NOTE:
Information in notes are helpful hints for using Customer Assist. Helpful
hints may include basic theory or procedural shortcuts. Notes are indented
from the main text.

A CAUTION:

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

Trademarks

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

= CONVERSANT and DEFINITY are registered trademark of Lucent
Technologies.

= INTUITY is a trademark of Lucent Technologies.

= Customer Assist Care Center is a trademark of Lucent Technologies.
= UnixWare is a registered trademark of Santa Cruz Operations, Inc.

= UNIXis aregistered trademark of UNIX Systems Laboratories, Inc.

= Novell is a registered trademark of UNIX System Laboratories, Inc.

= ORACLE is a trademark of the Oracle Corporation.

= FEthernet is a trademark of Xerox Corporation.
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Related Resources

UnixWare Operating System
and CONVERSANT Documentation

=  SCO UnixWare Documentation Set, 585-350-908

= INTUITY CONVERSANT System Version 7.0 Upgrade Procedures,
585-313-111

= INTUITY CONVERSANT System \Version 7.0 Administration, 585-313-501

= INTUITY CONVERSANT System Version 7.0 MAP/40 Maintenance,
585-313-108

or

INTUITY CONVERSANT System Version 7.0 MAP/100 Maintenance,
585-313-109

DEFINITY G3 or ECS R5 Documentation

Some knowledge of DEFINITY G3 Call Vectoring, Expert Agent Selection (EAS)
and Call Prompting is necessary to make full use of Customer Assist. The most
helpful document will probably be the Call Vectoring/EAS Guide. If you are not
familiar with Call Vectoring, review that document, especially its tutorial sections.

=« Lucent DEFINITY Communications System Generic 3 Call Vectoring/EAS
Guide, 555-230-520

or
Lucent DEFINITY ECS R5 Call Vectoring/EAS Guide, 555-230-521

« Lucent DEFINITY Communications System Generic 3 Feature Description,
555-230-204

or
Lucent DEFINITY ECS R5 Feature Description, 555-230-301

= Lucent DEFINITY Communications System Generic 3i Implementation,
555-230-650,

Lucent DEFINITY Communications System Generic 3r Implementation,
555-230-651,

Lucent DEFINITY Communications System Generic 3i-Global
Implementation, 555-230-652,

Lucent DEFINITY Communications System Generic 3 V2 and V3
Implementation, 555-230-653,
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How to Make Comments

Lucent DEFINITY Communications System Generic 3 V4 Implementation,
555-230-655,

or

Lucent DEFINITY ECS R5 Implementation, 555-230-302

How to Make Comments

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

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

Lucent Technologies

Product Documentation
Room 22-2H15

11900 North Pecos Street
Denver, Colorado 80234 USA

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

Please mention the name and order number of this document, Intuity
CONVERSANT System Customer Assist User Guide, 585-313-706.
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Product Introduction

This chapter describes the main benefits of combining a DEFINITY G3, ECS R5,
or R6.3+ switch, a voice platform system, and Customer Assist V7.0. This manual
stresses the value that the voice platform and Customer Assist add to the
DEFINITY G3, ECS R5, or R6.3+ switch.

Overview of Customer Assist

Call centers are the newest development in call information management, and
today they are lending even more capabilities to a switching system. Customer
Assist is a leading call-center queue- and resource- management tool. It
provides high flexibility and ease in managing call flow and disseminating
information.

A stand-alone DEFINITY G3, ECS R5, or R6.3+ switch provides the ability to
gueue the call, collect the calling number, and estimate a wait time; combined
with Customer Assist on the voice platform, capabilities are significantly
enhanced. Now you can round the wait time up or down to the nearest minute
and use a factoring percentage to increase or decrease the value of the wait
time. This information helps callers make informed decisions as to what they
want to do next. For instance, callers can reach dynamic, self-service options
while either in or out of queue, such as:

= Auto attendants
= Bulletin boards, or
= Informational announcements

They can also leave a message in a mailbox or be routed to another area for
additional information.
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Product Introduction

And, Customer Assist offers you additional benefits. While it offers your
customers a variety of services, it enhances the management structure of your
organization and its communication. Customer Assist gives you an alternative to
hiring additional people to answer calls by providing “virtual” agents to manage
call flow. In addition, it helps manage busy peak times and provides automated
services such as bulletin boards and delay announcements. All of these benefits
have a positive effect on key call center measurements like abandon rates, as
well as on call center supervisors by requiring fewer actual agents.

Customer Assist fills the main role of a call-management resource tool by helping
allocate resources in a busy call center. In addition, it provides customers with
added benefits of more effective and efficient customer service by tailoring it to
meet their needs.

Customer Assist Packages

1-2

The Customer Assist packages are grouped into the following groups:

= Base

= Platform Management (14 packages)
— Platform Runtime
— Platform Administration
— Platform Language Australian English
— Platform Language Brazilian Portuguese
— Platform Language Canadian French
— Platform Language Colombian Spanish
— Platform Language Dutch
— Platform Language European French
— Platform Language German
— Platform Language lItalian
— Platform Language Japanese
— Platform Language Castilian Spanish
— Platform Language UK English
— Platform Language US English

= Custom Call Routing (1 package)

= Speech Recognition (1 package)

=« Dial Pulse Recognition (1 package)

= Callback Messaging (14 packages)

— Callback Messaging Runtime
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— Callback Messaging Administration
— Callback Messaging Language Australian English
— Callback Messaging Language Brazilian Portuguese
— Callback Messaging Language Canadian French
— Callback Messaging Language Colombian Spanish
— Callback Messaging Language Dutch
— Callback Messaging Language European French
— Callback Messaging Language German
— Callback Messaging Language Italian
— Callback Messaging Language Japanese
— Callback Messaging Language Castilian Spanish
— Callback Messaging Language UK English
— Callback Messaging Language US English

= Surveys

= Web Reports

=  Windows Administration

DEFINITY and CONVERSANT
Integration

Customer Assist V7.0 is designed to work with Lucent Technologies’ DEFINITY
DEFINITY G3, ECS R5, or R6.3+ switch on INTUITY CONVERSANT System V7.0.
Vectors on the DEFINITY G3, ECS R5, or R6.3+ switch and the voice platform
work together to send information from an incoming call to Customer Assist
waiting to receive calls.

Customer Assist Vectors

Like its counterpart on the DEFINITY G3, ECS R5, or R6.3+ switch, a Customer
Assist vector is a series of commands or “actions” that dictates how the system
treats an incoming call and what speech the caller hears. You may define as
many as 256 Customer Assist vectors. Each can contain up to 14 individual
actions.

Because of the multi-tasking power of the UnixWare operating system, Customer
Assist can serve many callers at once. In addition, you can define or edit
Customer Assist vectors while others are active without interrupting the system’s
operation. This flexible design also lets you launch any CONVERSANT
application from Platform Management.
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DEFINITY Vectors

DEFINITY vectors reside on the DEFINITY G3, ECS R5, or R6.3+ switch and are
similar in concept to Customer Assist vectors. They consist of commands linked
together in order to perform a task or function, such as place a call in queue or
play a recorded message to the caller. You build and launch them in much the
same way as Customer Assist vectors by using on-screen menus to enter the
actions you want.

The DEFINITY vector has precedence over its junior partner, the Customer Assist
vector. The DEFINITY vector receives all incoming calls and governs their
movement. It dictates the playing of most forced announcements. It places calls
in queue according to their priority level and arrival time. If a caller is in queue, it
stops a message played by a Customer Assist vector in order to deliver the caller
to a live agent.

See Chapters 1 through 4 of Lucent DEFINITY Communications System Call
Vectoring/EAS Guide, 585-230-520 (G3) or -521 (ECS R5), or 555-230-521 (ECS
R6.3) for more information on basic DEFINITY Call Vectoring.

Their Partnership

1-4

Figure 1-1 illustrates the DEFINITY and Customer Assist vectors working together
to insure that an incoming call is treated properly.

DEFINITY Vector CONVERSANT Vectors

- Queue to main split
- Announce ext. 1000
- Wait 30 seconds with music

- Collect 1 digit after
announcement extension
1001

- Goto step 7 if digits = 1
6 - Goto step 2 UNC

7 - Converse on split 2
passing VDN and none —=

8 - Goto step 2 UNC v’/’/", Quit

Ext. 1000, standard
announcement

Quit

("
2
3
4

6]

AR

Dynamic announcement
based on VDN

def-cvis LUK 102196

Figure1-1. A Working Partner ship

1. When a call arrives, the DEFINITY vector answers it and then queues the
call to a main split, or group, of agents.

Issue 1 September 1998



DEFINITY and CONVERSANT Integration

2. Ifno agentis available, the DEFINITY vector passes the call to a Customer
Assist vector, which plays a standard announcement, such as a greeting
and the request to wait until an agent can answer the call.

3. When the announcement ends, the QUIT action sends the call back to the
DEFINITY vector, which looks again (as, in fact, it does periodically as
long as the call is in queue) to see whether an agent is available.

4. If not, Step 3 plays music for 30 seconds.

5. Then, if every agent is still busy, step 4 asks the caller to press one to
hear, for instance, about a recent product update.

6. Callers who do not press one return to step 2.

7. If the caller presses a number, the Converse vector step passes the call
back to the Customer Assist vector, which plays a dynamic
announcement that contains the information the caller requested.

8. The QUIT action, as before, sends the call back to the DEFINITY vector.

Cooperation between the DEFINITY vector and the Customer Assist vector is
fundamental to every call Customer Assist handles.
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Customer Assist Product Highlights

Customer Assist offers a variety of features to meet the needs of real people and
their businesses.

Anticipated delay routing

Routing based on customer entries, customer profile, time of day, etc.
Anticipated delay announcements

Automated attendants and bulletin boards

Standard and dynamic announcements

Message drop

Agent delivery of messages

Customer callback

Speech administration

Dynamic port allocation

Multilingual features (up to 12 languages) in Platform Management and
Callback Messaging

Speech recognition
Dial pulse recognition
Surveys

Reports on the Web

Windows Administration

Overview of Customer Assist Platform
Management

1-6

Platform Management provides the tools to build and execute Customer Assist
vectors that handle incoming calls. With Platform Management, you can design
Customer Assist vectors to:

Play announcements to callers

Forward their calls to other extensions (requires the call to be returned to
the DEFINITY for routing)

Execute other Customer Assist vectors or Script Builder applications

But before the system can perform any of these functions, a DEFINITY vector
must first connect a call to a CONVERSANT port that has Customer Assist
assigned. Platform Management answers through a single setup vector that
ushers incoming calls to other Customer Assist vectors you have built.
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=> NOTE:
You build the setup vector previously mentioned by using the template
described in|*Sample Application #1: The Setup Vector”|on page 3-8.
Templates automatically create vectors to perform important and common
call-handling tasks. Besides the setup template, Platform Management
provides templates for:

= Dynamic port allocation
= Anticipated delay or estimated wait time announcements

= Queue-position announcements

Hard and Dynamic Port Allocation and the
Converse Vector Step

A hard-allocated port is restricted to playing only one standard announcement or
launching only one specific application. However, this port can play an
announcement to many callers simultaneously who are each listening on their
own telephones, having each been routed and queued to a Customer Assist
vector containing the ANNOUNCE action. A call center where all calls are routed
to a customer-service line makes heavy use of hard-allocated ports. In this kind
of environment, they are very economical.

A dynamically allocated port, by contrast, has a wide repertoire. Unlike a
hard-allocated port, which is likely to be an inactive port when there is no
demand for it, a dynamically allocated port can play a variety of different
announcements or launch many different Script Builder applications. However,
only one caller can hear a given dynamic announcement or use a given
application on any port simultaneously.

One key element in the responsiveness of a dynamic port is the Converse vector
step from the DEFINITY G3 or ECS R5 switch. By passing a caller’'s choices or
other information, such as the dialed number or caller’s telephone number, from
the switch to the voice platform, this feature plays an indispensable role in
making dynamic ports efficient and economical over time.

illustrates the difference between hard and dynamic ports and of the
voice platform and DEFINITY vectors that channel calls to each port. Platform
Management lies under a glass case that represents Customer Assist.

Above and outside the case, two DEFINITY vectors pass an incoming call to the
Customer Assist setup vector. The DEFINITY vector on the left does not carry any
specific information that distinguishes the call from any others. The vector simply
passes its call to a Customer Assist vector containing an ANNOUNCE action that
plays a standard announcement.

The DEFINITY vector on the right receives instructions from the caller to play a

specific announcement containing information tailored for the caller. It passes its
call with the caller’s information through the Converse vector step to a Customer
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Assist vector that contains the DYN_ANNOU action. This action, in turn, plays the
dynamic announcement.

Similarly, the DYNAMIC, EXECUTE, SWITCH, MENU, and SCHEDULE actions
can respond dynamically with applications or vectors.
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Single incoming call Single incoming call

DEFINITY DEFINITY
vector vector

/——\\

(e.g., EWT or VDN)

I(:
-Ea Converse step

CONVERSANT setup vector

Dynamic port
allocation

‘ vector

/ \
CONVERSANT CONVERSANT |, CONVERSANT | | |

| vector \ \ vector .
| announce “ dynamic announce || dynamic announce | | \

Hard Allocation - Dynamic Allocation
One port, one message,  One port, many messages,

many listeners at once. | one listener at once.
: | | “ ‘ ‘ ‘

~

Platform Management packag®

feevall LUK 022197

Figure 1-2. Hard Allocation vs. Dynamic Allocation (for Announcements)
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Overview of Customer Assist Callback
Messaging

The optional Callback Messaging package responds to callers who want to leave
a message. To review messages and return customer calls, you can configure
the Customer Assist Agent Access feature, which delivers messages to agents
automatically, to:

= Act as a software agent in queue where the software sits in line for the
caller and searches for the next available agent to whom it can deliver the
message

=« Deliver messages to agents as the agents become available
= Allow callers to schedule a callback
= Allow agents to call the voice platform to transcribe messages

= Adjusts the date and time entered by the caller to account for time zone
differences

See[‘Using the Agent Access Feature”|on page 1-21 for more information about
the Agent Access feature.

Two actions add Callback Messaging functions to Customer Assist vectors:
= MSG_DROP — takes messages
= TRANSRIBE (TRANSCRIBE) — transcribes messages

This section describes each action. (See|“Mailbox Administration”jon page 7-3
for more information about administering mailboxes and defining global
parameters.)

MSG_DROP

1-10

This action activates a mailbox form that you configure with up to 15 prompts or
guestions for information. You define each question by choosing a speech
phrase to play and the type of response to accept: data, schedule, record, or
inform.

« Data-type response

The system administrator enters this information on the Data Configuration
form. This segment collects touch-tone, speech recognition, or dial pulse
recoghition information, such as an account number, ID, or callback
telephone number, from the caller. Data, whose value is a passed
parameter, is selected on this form by making it an argument of type A, B,

or C (see[‘Passed Parameters”|on page 1-12).

» Record-type response
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The system administrator enters this information on the Record
Configuration form. The record segment prompts callers to speak
information, such as name, address, or reason for the call, which is
recorded.

= Schedule-type response

The system administrator enters this information on the Schedule
Configuration form. The schedule segment prompts callers to schedule a
time to be called back by an agent.

» Inform-type response

The system administrator enters this information on the Information
Configuration form. The inform segment announces a phrase to the caller
to provide information without needing any response from the caller.

Configuring Mailboxes

A mailbox can prompt the caller to enter information in several different ways,
including:

=« Touch-tone — callers enter information by pressing a button on a
touch-tone telephone.

=« Dial pulse — callers enter information using a rotary telephone.

= Speech recognition — WholeWord Recognition allows the system to
recoghnize the verbal responses “yes” and “no” and spoken digits 1
through 9 as well as 0.

These methods allow you to collect several types of information from the caller,
including:

= A telephone number to call back

= A string of touch-tones to deliver to the agent’s display telephone along
with the call

= Arequested time for callback

After prompting for verbal input that goes beyond spoken digits, such as the
description of a technical problem, the system beeps to signal callers to
respond. The system will not beep after prompting for touch-tone, dial pulse, or
speech recognition input. You can record and update prompts from any
touch-tone telephone.

Callers respond to prompts by speaking into the handset or pressing touch-tone
digits. The system stores caller input on the system's hard disk drive for
transcription later. The Speech Space Available Report and the Audit Mailbox,
both described in“Reports”, can help you monitor disk space
available for prompts and messages.

At your option, the system can signal agents when it receives new messages by
lighting Message Waiting Lamps on their telephones.
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Passed Parameters

The Customer Assist vectors can pass variable values to a mailbox form using
optional arguments. Variables are placeholders that can be populated by:

= Prompting callers for a response

= Using information obtained through integration such as Automatic Number
Identification (ANI) or Dialed Number Identification Service (DNIS)

=« Passing information from the DEFINITY
For example, if a passed parameter for ANI is available, the associated variable

may be used to populate a mailbox with a caller’s telephone number
automatically (see|‘MSG_DROP Action”jon page 5-39.)

Once this information is collected, the MSG_DROP action activates a mailbox
that is configured beforehand and loads the ANI. The mailbox has the provisions
to prompt the caller to confirm any values passed. If there are no values passed,
the system assumes a data field and prompts for it using the specified phrase.

Jump-To Vector

If the caller completes a message drop and a “jump-to” vector is defined, the
system saves the message left by the caller and activates another vector. You
specify the vector to activate on the MSG_DROP action definition form.

=>» NOTE:
To prevent callers from hanging up early, the first announcement in a series
of prompts for a mailbox should advise callers to stay on the line for
additional questions.

Hessage Drop Action, Step Number 9 for vector 1

HSG_DROP Action saves a multi-part message.

Hessage Drop in mailbox:
Optional arguments
Argument A:
Argument B:
Argument C:

After MSG_DROP
Jump to Uector !

Comment !

Figure 1-3. MSG_DROP Action Definition Form
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Schedule Callback Option — Callers

Callers who leave messages can schedule a time to be called back by an agent.
Prompts are provided as a part of the speech talkfiles for Mailbox Standard
Speech Administration (see|‘Access Phrases for Vectors, Mailboxes, and|
[Standard Speech”|on page 6-3).

The system offers callers three possible options (see to be called
back:

= Immediately
=« Later that same day

= To schedule a date and time up to 11 months in advance
Option one, immediately, does not have any restrictions.

Option two, callback later the same day, has the following restrictions:

= The system will not speak this option if the current time is equal to or
greater than 11 p.m. because the time is too close to 12 a.m. for callers to
schedule a callback time for the same day.

= Callers can only enter future hours for the same day. For example, if the
time is 11 a.m., the system will not accept 10 a.m. as a valid callback time.
Option three, schedule future date, has the following restriction:

= Callers can enter a future date of up to 11 months ahead. If the caller
enters a date that has already passed, the system will not accept the
entry.

= Callers can enter a time that is no later than 11 p.m.
You should also include in the prompts the format of the time, day, and month the
system expects including the:

= Hour between 1 and 12 (A.M./P.M. format) or 0 and 23 (military format)

=« Day between 1 and 31

=« Month between 1 and 12
The system does not accept wrong calendar days such as February 30. The
system will adjust the time or date entered by the caller to match your local time

zone. This insures callbacks are made during normal business hours in the
customer’s time zone.

You can restrict these options by turning the prompts on or off at the Mailbox
Global Settings form (see|“Mailbox Global Settings”|on page 7-22). If a schedule
option is not provided, the default is immediate callback.
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System playing
back message

Toreplay, press"1".
To delete, press"2".
To save, press"3".
Tolaunch and delete, press "4".
To launch and save, press "5". — Playback
To pause and re-start, press"7". Menu
To exit, press"9".
For help, press"0".
For additional options, press the star key.

Help
S S S S S S
Delete | [Save Message; Proceed| | Delete and Save and Pause 6 Additional
Message to Next Message Launch Launch Seconds Options

v v

Figure 1-4. Schedule Callback Menu

TRANSRIBE (TRANSCRIBE)

Agents use this action to access voice mailboxes and return customer calls
automatically.

When agents reach this action in a Customer Assist vector, the system prompts
them for a password (if a password was assigned to the mailbox). If you have not
associated the TRANSRIBE action with a mailbox number on the TRANSRIBE

action definition form the system will also prompt for a mailbox
number.
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Transribe Action, Step Number 9 for vector 1

TRANSRIBE Action starts the transcription program.

Transcribe messages from mailbox:

Comment :

Figure 1-5. TRANSRIBE Action Definition Form

The system then speaks the number of new messages, saved messages, and
messages being transcribed for the mailbox. New messages include messages
that are scheduled for a later callback. You can choose to review all new and
saved messages or access specific messages. For this last option, enter the
number of the message to replay.

A CAUTION:
To insure that only authorized users have access to messages in mailboxes,
do not use this action in vectors that communicate with external callers, and
be sure to configure every mailbox with a password. (See
[Administration”|on page 7-3 for more about this password.)

While listening to messages, agents can replay and skip both spoken and
touch-tone responses. They can also pause and advance or retreat in 4-second
increments through spoken responses You can configure the
system to replay both the prompts and responses or only the responses. In both
cases, the system replays spoken responses exactly and uses prerecorded
system speech to play touch-tone responses. Several agents can access
messages in the same mailbox, but the system prevents two agents from
listening at once to the same message.

Issue 1 September 1998 1-15



Product Introduction

1-16

{To replay segment, press "1".

To skip segment, press "2".

To backup 1 seqment, press "3".

To replay message, press "4".

To backup 4 seconds, press "5".

To advance 4 seconds, press "B".

To pause, press "7".

To skip to the next message, press "8"

h.

7

Figure 1-6. Message Listening Options

Pressing any key continues playing back a message part (a response to a
prompt) after playback has been paused (touch-tone “7”). To replay a message
part from the beginning, choose replay current segments (touch-tone “1"). To
replay the message from the first message part, choose replay message
(touch-tone “4™).

—>» NOTE:

These options are only available via spoken menu.

After each message, the system offers a playback menu of options:

Replay

Save

Delete

Launch a callback and save the message just heard
Launch a callback and delete the message just heard
Pause and restart

Skip

Exit

Help

Additional options: Forward, Prepend, and Schedule

=>» NOTE:

Issue 1

When transcribing messages from mailboxes configured with automatic
outdial, agents can press any touch-tone key during the prompt “Please
hold for callback” to interrupt the callback process and invoke the previous
menu.
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These relationships, illustrated in [Figure 1-7|and |[Figure 1-8 |illustrate how
Callback Messaging typically works: plays back messages to agents, launches
automatic callbacks, schedules callbacks, forwards calls, and prepends
messages. Agents can also reclassify callback attempts

=—>» NOTE:

To launch a callback, the system places the agent on hold and dials the
caller’'s telephone number. The system uses the conference call function to
return the agent to the call, and it remains on the line for the time, called
Conference Time, specified in the Mailbox Global Settings form. When it
leaves the call, it either deletes or saves the message, depending on the
option the agent chose previously.

=—>» NOTE:

To launch a callback you must dial into a port that has the TRANSRIBE
action assigned. A callback cannot be dynamically allocated and then
launched. The other option is to use agent callback.

Call Classification

The system reports on callback attempts as follows:

If a caller left an incomplete telephone number, the system will abort the
callback attempt and inform the agent of the reason.

If the caller did not include a telephone number, the system will report that
the attempt was unsuccessful.

If you configured the mailbox without a prompt for a telephone number to
call back, the system will report that the attempt was unsuccessful.

If the call results in a busy signal or no answer (and your system is set up
to make intelligent calls), the system will report that the attempt was
unsuccessful.

After an unsuccessful attempt, the system automatically offers the menu
that the agent can use to reclassify the call.

If the system reports the call is successful, then the agent has the option to
override the system'’s evaluation of the call's success. For example, if an

answering machine is reached the agent may want to reclassify the call as
unsuccessful. To do this, press [*][9] [9] before Customer Assist leaves the
conference call to bring up the menu that allows you to reclassify the call.

After a callback attempt, an agent can choose to replay, delete, save, or skip the
current message.

—>» NOTE:

Pressing any touch-tone key while in the conference restarts the length of
time that the administrator has configured the CONVERSANT to remain on
the line. This capability should be used with care because called parties
will hear any touch-tones generated by keys that agents press.

Issue 1 September 1998 1-17



Product Introduction

After agents review all messages in a mailbox’s new or saved category, they
return to the main menu.

Schedule Callback Option — Agents

From the main menu, agents can schedule a callback time in the same manner
as callers do as a part of a message drop, which was explained earlier in this
section. However, in this case, agents schedule a callback when transcribing a
message. To schedule a time to retry a callback, agents can press [x] to select
the Additional Options menu. Once a scheduled time is selected, the message is
saved to the message table as a “new” message until it is ready to be delivered
by the system to the callback extension.

Forward Message and Prepend Options

1-18

During a period of high-volume calling or if an agent decides that a message
needs the attention of a supervisor, the system allows messages to be forwarded
to another mailbox. Agents can prepend a recording as a note to an existing
message before forwarding it. Prepending is also an option for messages that
are not forwarded.

Prepended messages can provide details about the callback attempt for
subsequent transcribers of that message. To prepend a message before
forwarding, agents can press [x] to select the Additional Options menu. When the
forward option is selected, the system will prompt the agent for an existing
mailbox number. A voice prompt will notify agents that they have 30 seconds to
record a message.

=>» NOTE:
Messages that are forwarded to other mailboxes are still “linked” to the
original mailbox even though they cannot be retrieved from the original
mailbox. Therefore, if forwarded messages exist, neither the original nor the
destination mailbox should be deleted since these messages cannot be
retrieved.

To prepend a message without forwarding it, agents can press [x] to select the
Additional Options menu and choose the Prepend option. A voice prompt will
notify agents they have 30 seconds to record a message.

The main menu includes an option to quit, but agents can exit the system at any
time by hanging up.
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Sytemplaying
beck messe

Torepay, press"1".
Toddde press"2'.
Tosae pres"3'.
Tolauchand ddete, press4'.
Tolaunchad savg, press™S'. — Flayback
Topauseadredat, press"7". Menu
Toexit, press"9'.
For hdp, press"'0'.
For additiond options, pressthedar key.

S S S S

Ddee | |SwveMesssge Roosd| | Ddeeand Svead Pauz6
Messge toNext Messge Launch Lauch Seoonds
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Figure 1-7. Message Handling Options
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Additiond
Optias

l

Tofawad press"1".
Toprepad press"2'.
Toreshaddetreddlbak, press”3'.
Torduntothepreiasmay, pres"4',
Toext, press"9'.

Figure 1-8. Additional Options Menu
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Using the Agent Access Feature

The Agent Access feature delivers messages to agents automatically. Administer
Agent Access by adjusting Callback Messaging parameters, not by creating
Customer Assist vectors.

You can direct the system to dial an extension or, alternatively, a VDN that
accesses a DEFINITY vector designed to determine collective agent availability
before attempting a callback. You may design this optional DEFINITY vector to
return a busy signal whenever agent activity exceeds a set threshold. See the
Lucent DEFINITY Call Vectoring/EAS Guide, 555-230-520 (G3), or -521 (ECS R5),
or 555-230-521 (ECS R6.3) for more information.

From the Mailbox Global Settings form, identify the ports to use for out-dialing.
From the Mailbox Definition form, identify the extension or VDN to dial. To prevent
Agent Access from over-using CONVERSANT ports for redialing, take care not to
set the Channel access time too low.

When agents are available, Customer Assist monitors the telephone connection
for speech energy if configured to do so, and, when an agent answers, delivers
the call and invokes a transcription routine. As previously described, this can
guide agents through the components of the message in the mailbox and allow
them to return calls automatically. By configuring the mailbox to prompt for data
(one field per mailbox), you can also deliver a number to the DEFINITY vector
along with the call. Agents can view these numbers as calls arrive by pressing
the CALLER INFO button on their display telephones.

To review additional messages after calls conclude, agents must call into the

system or wait for more messages to be delivered.

Overview of Customer Assist Custom
Call Routing

The optional Custom Call Routing package routes incoming calls to extensions or
splits, based on Automatic Number Identification (ANI) or other information.

The Custom Call Routing package adds one action, LOOK-UP, to Customer
Assist.

This section describes LOOK_UP and explains how to use it with CONVERSE
and DATA_RTN to custom-route incoming calls.

=>» NOTE:
Customer Assist templates, described under|“Vector Templates”|on page
4-8, automatically create vectors to perform important and common call
handling tasks that can be easily modified to your call center. Use the
Custom Call Routing template to help build vectors for your Custom Call
Routing applications.
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LOOK_UP

This action accesses a Customer Assist Routing Table to retrieve data values
associated with a given key value. Custom call routing applications typically use
LOOK_UP to access a table of account or ANI numbers associated with agent
extensions. Because you can associate up to two values with each key value in a
database, your applications can also transfer information to an agent’s display
telephone along with each call.

Routing Calls

To custom-route incoming calls, first use the Converse vector step in a DEFINITY
vector to transfer each call to Customer Assist, together with an identifying item
of information, such as ANI. ANI digits are the same as the caller’s telephone
number.

You must create a database table on Customer Assist to associate this data with
agent extensions. If the Customer Assist vector, through the LOOK_UP action,
finds an extension or split in the database to associate with the call, it sends the
feature access code (FAC) for DATA_RTN and the extension number to the
DEFINITY vector. Then, the DEFINITY vector can route the call.

Other call treatment can be defined for cases where the vector either cannot find
information corresponding to the data identifying the call or finds more than one
match.

A custom call-routing template, described under|‘Modify Custom Call Routing|
[Template”]on page 4-29, makes this type of application easy to build. Using this
template, you can develop other applications that use the LOOK_UP action in
cooperation with other actions. For example, by defining a table of item numbers,
you can access a local database of product information, such as the quantity of a
given item in stock, and use the SPEAK_NUM action to communicate this
information to callers.

Populating an Agent’s Telephone Display

1-22

You can also use Custom Call Routing with the DATA_RTN action to send
information to an agent’s telephone set with display, or to a desktop computer for
a screen pop using Aurora’s FastCall software. As they respond to calls, agents
can press the CALLER-INFO button on their telephones to view, for example, a
caller's account number.

=>» NOTE:
You do not need Custom Call Routing to send information to an agent’s
telephone set.
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To deliver information to agents along with calls, you can create a database table
to associate each ANI or other look-up value with two items of information: a
vector directory number (VDN) to dial (not an agent extension) and information to
send to the agent’s display. You must also create a DEFINITY vector (accessed
using a VDN) for each agent extension or split you plan to use. Consider the
following example:

1. A DEFINITY vector uses the Converse vector step to deliver both a call
and its ANI information to a Customer Assist vector.

2. The Customer Assist vector, through the LOOK_UP action, finds a record
in its database, and retrieves the VDN and account number
corresponding to the ANI.

3. The vector then uses the DATA_RTN action with the FAC for Data Return to
pass the VDN and the account number to the DEFINITY G3 or ECS R5
switch.

=>» NOTE:
Specify the account number on the next line of the definition form for
the DATA_RTN action and follow it with the field delimiter “#” to
eliminate interdigit time-out delay.

4. The DEFINITY G3 or ECS R5 switch collects the VDN from the Customer
Assist vector and uses it to access a DEFINITY vector especially
configured to route the call to the extension or split specified in the vector.
Before transferring the call, however, this second DEFINITY vector uses a
second collect step to receive the account number from the Customer
Assist vector’'s DATA_RTN action. An agent with a telephone display can
view the digits acquired by this second collect step before answering the
call.

=>» NOTE:
Because this method uses an individual DEFINITY vector for each
extension or split to dial, this method should be implemented for a
small number of splits or individual agent extensions.

Overview of Customer Assist Speech
Recognition

The optional Speech Recognition package allows the recognition of spoken
digits, yes and no, in both Platform Management and Callback Messaging
packages.

The Speech Recognition package adds one action, GET_SPCH, to Customer
Assist.

This package uses Whole Word Speech Recoghnition technology to collect digits

as well as yes-no spoken by callers. It will recognize the spoken input in the base
language by default or the language set using the CHG_LANG action. It requires
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the appropriate CONVERSANT Whole Word Speech Recoghnition model to be
loaded in order to work.(See the INTUITY CONVERSANT System Version 7.0
Administration, 585-310-591 manual for more information.)

GET_SPCH

This action allows the specification of up to five prompts to collect spoken input,
which is then loaded into a variable. Only one prompt is needed to collect brief
input. For longer input such as an account number or telephone number, the
input can be collected in pieces and combined later.

In Callback Messaging

If the Callback Messaging package is loaded, it will enable the administrator to
specify whether a mailbox accepts spoken inputs for the data and schedule
segments along with touch-tone inputs.

Overview of Customer Assist
Dial Pulse Recognition

The optional Dial Pulse Recognition package allows the collection of dialed input
when callers use a rotary telephone in both Platform Management and Callback
Messaging packages.

The Dial Pulse Recognition package adds one action, GET_DIALP, to Customer
Assist.

It also allows Dial Pulse Recognition to be used in the Callback Messaging to
collect caller input.

The package uses Dial Pulse Recognition technology to collect digits dialed by
callers. It requires the CONVERSANT Dial Pulse Recognition to be enabled in
order to work.(Refer to INTuITYy CONVERSANT System Version 7.0 Administration,
585-310-591 manual.)

GET_DIALP

1-24

This action allows the specification of up to five prompts to collect dialed input,
which will then be loaded into a variable. For short input, only one prompt is
needed to collect the input. For longer input such as an account number or
telephone number, the input can be collected in pieces and combined later.
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Overview of Surveys

Callback Messaging acts as a voice form or message mailbox that collects
information (either by dial pulse recognition, speech recognition, or touch-tones)
from a caller using a series of prompts. The Surveys package provides you with a
way to view the information Customer Assist collects.

Examples of Surveys

Reports

Data File

When you configure a survey, you must specify how you want to view the data
Customer Assist collects. You can view it either as a report or as a data file.

You also have the option of summarizing data. If you choose to summarize data,
you see how many people responded in the same way to a specific question. If
you choose not to summarize data, you see what each person entered for each
guestion.

This method allows you to view caller input in a table with headers identifying
callers and the questions they answered. Currently you can view only single
digits in this form.

Example of Reports

A company provides customers with a toll-free number. Callers are asked to rate
their level of satisfaction with the company. The system asks a series of
guestions, which the customers answer on a scale from 1 through 5. “1” is highly
satisfied, whereas “5” is completely unsatisfied.

The company wants to see how customers ranked them. The company can either
ask an agent to listen to every mailbox and write down caller input manually, or
they can generate a survey that shows caller input automatically.

Survey Configuration. In this scenario, caller input consists of single digits. The
company decides to view the survey in report form. This provides headers to
help organize the material.

The company is interested in the number of callers that were highly satisfied with
the company. They are not interested an individual caller’s level of satisfaction.
They should choose to summarize the report, which shows them how many
callers pressed “1” to indicate they were highly satisfied with the company.

This method allows you to view all caller input in segments. Unlike Reports, this
format allows you to view exactly what the caller put into the system. It separates
each entry with a delimiter, such as a comma.
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Example of Data File

A company provides customers with a help line. Customers call into the system
and leave their telephone number so that an agent can call them back. The
company wants a record of the telephone numbers.

Survey Configuration. In this scenario, caller input consists of several digits. The
company chooses to view the survey in a data file. This insures that the company
sees every digit the caller entered.

The company wants a record of the telephone numbers. They are not interested
in knowing how many callers left their telephone number. Therefore, the company
chooses not to summarize the data.

Overview of Web Reports

Web Reports is an optional package that allows you to view Customer Assist
management reports via your web browser. If your web browser has printing
capabilities, you can print the reports directly, rather than through the voice
platform.

Summary

1-26

This chapter introduced you to the Customer Assist product and explained the
packages.
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Quick Start and Navigating Customer

Assist
This chapter provides a set up checklist for the first-time user, and then shows
how to log in and navigate Customer Assist screens. See “Reports”,
for information on how to log into Web Reports.

Getting Started
This section describes the procedures for setting up, logging in and
understanding your options.

Setting up Your System

The following checklist is a summary of all of the steps that you should take when
setting up your Customer Assist system and specific applications in your call
center. Additional information in pertinent chapters is referenced.

This list is intended for system administrators setting up a new call center system
with the current version of Customer Assist.

1. Log into your CONVERSANT. See[‘Logging In”Jon page 2-2 for more

information.

2. Assign Customer Assist to the appropriate CONVERSANT channels. See
[“Sample Application #1: The Setup Vector’lon page 3-8.

3. Create the callflow for your current application either on paper or using a
callflow software program. A callflow is a diagram that shows the
interaction and options available to callers. It is helpful when planning
speech and other portions of your call center application. See
Application #2: Standard Announcement”|on page 3-18, and
Application #3: Dynamic Announcement”|on page 3-31, and
Application #4: Automated Attendants”|on page 3-45.
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10.

11.

Logging In

. Build your application vectors. See|‘Sample Application #2: Standard

Record all of the application speech phrases using Speech Administration
in Customer Assist. See[Chapter 6]“Speech Administration”, and[“Sample]
Application #2: Standard Announcement”|on page 3-18.

Create variables using Variable Administration and mailboxes using

Callback Messaging Administration. See [“Variable Administration”| on
page 2-25 and|“Mailbox Administration”|on page 7-3 for more information.

Record all of your mailbox speech prompts using the Speech
Administration in Customer Assist. See [Chapter 2, “ISpeech
Administration”, and [‘Sample Application #10: Callback Messaging”|on
page 3-144,

Create routing tables that you need for your call center application. See
[‘Routing Table Administration”|on page 7-35.

Import or add any data into routing tables before creating vectors. See
[‘Sample Application #8: Custom Call Routing”|on page 3-125.

Announcement”|on page 3-18, and|[‘Sample Application #3: Dynamic
Announcement”’| on page 3-31, and|*Sample Application #4: Automated|

Attendants”|on page 3-45.

Change your setup vector to “point” to your new vectors. See
|[Application #1: The Setup Vector”|on page 3-8.

Place your new vectors (including the changes just made to the setu
vector) “in service” so they become active. See|'Sample Application #1]
[The Setup Vector”|on page 3-8.

You must be logged in as root to administer Customer Assist. Use the following
steps to log in to Customer Assist:

CONVERSANT Administration

To log
1.

UNIX Interface
To log

in to Customer Assist through CONVERSANT administration:

Start at the CONVERSANT Voice System Administration main menu and
select Application Package Administration.

The system displays the Application Package Administration menu.
Select Customer Assist Care Center.

The system displays the Customer Assist Administration main menu,
which presents the main options for administering the Customer Assist
system.

in to Customer Assist from UNIX:
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Log in as root.
Enter the root password.
Enter cd /usr/spanlink/ccc/OBJECTS

A

Enter ccc

The system displays the Customer Assist Administration main menu.

Status Line

While administering Customer Assist, refer to the status line at the bottom of your
screen, shown in Figure 2-1, for available options at any screen. This line
displays the functions assigned to the numbered function keys (D through Fg))
on the CONVERSANT keyboard.

Instructions in this chapter will refer to these functions both by name and
corresponding function key.

=>» NOTE:
Not all of the following functions are available at all times.

HELP INSERT | REMOUE |l DEFINE ENTER CANCEL WREFRESH RMCHG-KEYS

Figure 2-1. Status Line

ADD-PHR Allows you to create a new phrase tag for ANNOUNCE, MENU,
GET_SPCH, and GET_DIALP actions during vector
configuration.

CANCEL Discards all unsaved entries and returns you to the previous
screen (menu or form).

CHANGE Changes a record in a routing table.

CHG-KEYS Offers an alternative set of functions on the status line. Pressing

CHG-KEYS again recovers the previous functions.

CHOICES Lists possible responses to a prompt for input. When three or
fewer choices are available, you must repeatedly press
CHOICES until the item you want appears. The status line will
indicate if no choices are available.

CLOSE Exits a definition form and saves all input. Also saves during
mailbox administration.

CMD-MENU Provides a menu of standard options, including some
described in this section.
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2-4

CONT

DEFINE

DELETE
DIAL

ENTER

HELP
INDEX

INSERT

LAUNCH

MARK

NEXT-FRM
NEXTPAGE

PREV-FRM
PREVPAGE

PRINT
RECORD
REFRESH

REMOVE

SAVE

A CAUTION:

Allows you to continue to administer Customer Assist after you
encounter a warning or an error.

Allows you to associate new parameters with actions or define
message segments in the mailbox forms. Definition forms
appear on-screen automatically after you choose new
Customer Assist vector actions or mailbox segment types.

Deletes a record from a routing table.

Lets you identify the telephone and port to use to record
speech phrases.

Acts just like the RETURN key to register a menu choice or
typed entry.

Provides context-sensitive on-screen help information.

Available at the main menu, it provides context-sensitive
on-screen help information by keyword.

Inserts a new line wherever you position the cursor on the
Customer Assist vector worksheet. Also allows you to insert
prompts within mailbox forms.

Dials the specified telephone to record speech phrases.

Selects a Customer Assist vector, phrase, mailbox, routing
table, variable, or survey to delete.

Moves your cursor forward through option frames.

Moves your cursor forward through a single multipart definition
form.

Moves your cursor to previous option frames.

Moves your cursor backwards through a single multipart
definition form.

Prints a report.
Selects a speech phrase to record.

Reprints the screen after it is disordered by a faulty modem
transmission or other cause.

Deletes an action from a vector or a message segment in the
mailbox forms.

Saves a new or changed Customer Assist vector or database
table.

The following characters and key commands are invalid in Customer Assist
administration and should not be used, as they may cause the user
interface to lock up:
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.
= | (Pipe symbol)

= \ (Backslash, except as delimiter when importing data from
diskette)
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Navigating the System

This section describes how to navigate the system.

Customer Assist Main Menu

After you log in to Customer Assist, the main menu appears, as shown in Figure

2-2.

LUCENT TECHMOLOGIES Customer Assist Care Center - July 10, 1998
1 Customer Assist Care Center

Call VYector Configuration
>System Administration
System Monitor

UNIX System
Exit

Select the item and press ENTER.

HELP N | ENTER QPREV-FRI NEXT-FRME CANCEL ECMD-MENUN INDEX

Figure 2-2. Customer Assist Main Menu

You begin all system activities by highlighting one of the following options and

pressing (ENTER).
= Call Vector Configuration
= System Administration
= System Monitor
= UNIX System
»  Exit

=>» NOTE:

If you have entered into a screen to view definitions and have not made any
changes, press CANCEL (Fg rather than CLOSE (F3) or SAVE (3 to return to
the previous screen faster. The cursor will be left where it was rather than

sent back to the top of the screen.
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Call Vector Configuration

Use this menu, shown in Figure 2-3, to create, delete and modify Customer Assist
vectors. It also allows you to place new or modified vectors into service. A vector
is a series of commands or “actions” that dictates how the system treats an
incoming call and what speech the caller hears.

LUCENT TECHNOLOGIES Customer Assist Care Center — Jul
1 Customer Assist Care Center
»Call Vector Configuration
System Administration

System Monitor

UNIX System

Exit

10, 1998
2 Yector Configuration
Create New Vector

Edit Vector

Delete Vector

Copy Wector

Select VYector Template
Audit Yector Database
Place Mew Yectors in Service

Select the item and press ENTER.

HELP W W ENTER QPREV-FR NEXT-FRME CANCEL RCMD-MENUS INDEX

Figure 2-3. The Vector Configuration Menu

When you place new vectors in service, the system retains a copy of every vector
and its parameter settings in a database used exclusively for development. This
permits you to create and modify Customer Assist vectors without immediately
influencing the way the system handles calls. Options at this menu are:

= [Create New Vector|
.

.

.

» [Select Vector Template|

« |Audit Vector Database|

« |Place New Vectors in Service]
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Create New Vector

This form enables you to build new vectors from scratch. Use this grid form to
insert actions to build your vector.

See[‘Creating a New Customer Assist Vector”|on page 4-1 for more information
on creating new vectors.

=>» NOTE:

On each empty action step, CHG-KEYS [Fg) and then CHOICES 2 will give
you a list of available actions.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
3 EDIT UECTOR NUMBER 153 STEPS

>Call Ue| Uector Name: Uector Number: 153
System | Description:
System
UNIX Sy| Step Action Description
Exit 1

2

3

n

5

[

T

8

9

10

11

12

13

14

Enter the vector name.

HELP INSERT REMOUE DEF INE ENTER CANCEL WREFRESH ECHG-KEYS

Figure 2-4. Create Vector Form
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Edit Vector

This menu shows you available vectors that can be edited. Each time you create
a new vector, it will be added to this list.

See[‘Editing a Customer Assist Vector”|on page 4-3 for more information on
editing vectors.

LUCENT TECHMOLOGIES Customer Assist Care Center — Jul
1 Customer Assist Care Center
»Call Vector Configuration
System Administration
System Monitor

UNIX System

10, 1998
2 Vector Configuration
Create New Vector

>Edit Vector

Delete Vector

Copy Vector

Exit Select Yector Template
Audit Yector Database
Place New Yectors in Service
»0lsetup

11Main Menu

ZIME Actions

31 changel anpuage
41 Transfer

51IVE apps
615peech Admin /
7lchose vector
815cheduling
9lMorning ANN

Select the item and press ENTER,

HELP B W ENTER MPREV—FR NEXT-FRMI CANCEL MCHMD-MENUN |

Figure 2-5. Edit Vector Menu
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Delete Vector

This menu gives a list of current vectors that can be deleted. Like the Edit Vector
menu, any new vectors will be added to it.

See['Deleting a Customer Assist Vector”jon page 4-6 for more information on
deleting vectors.

LUCENT TECHNOLOGIES Customer Assist Care Center — Jul

10, 1998

1 Customer Assist Care Center
»>Call Vector Configuration
System Administration

System Monitor

UNIX System

2 Yector Configuration
Create New Vector

Edit ¥ector

>Delete Vector

Copy VYector

Exit Select Vector Template
Audit VYector Database
Place New Yectors in Service
»0lsetup

1IMain Menu

2IMB Actions

3l changel anguage
41 Transfer

S1IVR apps
615peech Adnin /
7lchose vector
815cheduling
91Morning ANN

Mark the wvector{s) with the MARK key and press ENTER,
HELP N MARK I ENTER WMPREV-FR NEXT-FR CANCEL NMCHD-MENUN |

Figure 2-6. Delete Vector Menu
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Copy Vector

This form allows you to create a copy of a vector with a new name. Use this form
to copy a vector and make changes instead of rebuilding the entire vector. You
can also use the form to create a backup vector.

See[‘Copying a Customer Assist Vector”|on page 4-7 for more information on

copying vectors.

1 Customer Assist Care Center
»Call Uector Configuration
System Administration
System Monitor

UNIX System

Exit

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul

>Copy Uector

27,
2 Uector Configuration
Create New Uector
Edit Uector
Delete Uector

1998

Select Uector Template
Audit Uector Database
Place New Uectors in Service

Uector Num
Copy from Uector !
To Uector

Description:

HE |

B

Uector Mame

Enter the vector to copy from.

HELP [cHoIcES WcLosE B |

ENTER CANCEL BREFRESH I |

Figure 2-7. Copy Vector Form
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Select Vector Template

The Template Type menu offers choices of templates that add pre-built vectors
into your call center. These templates are useful because they streamline the
process of creating standard vectors like Estimated Wait Time vectors or Custom
Call Routing vectors. You can make changes to the pre-built vectors generated
by the templates and save them under another name or use them as is.

See[“Vector Templates”| on page 4-8 for more information on vector templates.

LUCENT TECHMOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
»Call Vector Configuration
System Administration

System Monitor

UNIX System

Exit

10, 1998
2 Vector Configuration
Create New Vector
Edit Vector
Delete Vector
Copy Yector
»Select Vector Template
Audit Vector Database
Place New Vectors in Service

Template Type
»Setup Template

Dynamic Port Allocation Template
Estimated Wait Time Template
Announce Queue Position Template
Custom Call Routing Template

Select the item and press ENTER,

HELF N N ENTER WFPREV—FR NEXT—FRME CANCEL WCMD-MENUE |

Figure 2-8. Template Type Menu
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Audit Vector Database

This option allows you to run an audit to determine any problems with the
development vector database.

See[*Audit Vector Database”| on page 4-35 for more information on auditing the
vector database.

LUCENT TECHNOLOGIES Customer Assist Care Center — July 10, 1998
1 Customer Assist Care Center 2 Vector Configuration
»Call Yector Configuration Create MNew VYector

System Adninistration Edit Vector

System Monitor Delete Yector

UNIX System Copy Vector

Exit Select Yector Template
>hudit Yector Database
Yector Audit of Development Database

The results of the audit are as follows:

WARNING: YECTOR AUDIT FOUND THE FOLLOWING PROBLEMS:

Vector 0 : startup service for channel 0 is not assipned to ccc,
startup service for channel 1 is not assipned to ccc.
startup service for channel 2 is not assipned to ccc.
startup service for channel 3 is not assipned to ccc.
startup service for channel 4 is not assipned to ccc.
startup service for channel 5 is not assipned to ccc.
channel 6 does not exist.
channel 7 does not exist.

Press CANCEL to go back to the menu.

LN JFREVPAGE NEXTPAGER ConCEL | |

Figure 2-9. Audit Vector Database Screen
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Place New Vectors in Service

2-14

This option allows you to place the development vector database in service.

See[‘Place New Vectors in Service”|on page 4-38 for more information.

LUCENT TECHMOLOGIES Customer fAssist Care Center — July 10, 1998
1 Customer Assist Care Center 2 Yector Configp
>Call Vector Configuration Create New Vector
System Administration Edit Vector
System Monitor Delete Vector
UNIX System Copy Vector

Exit Select Vector Template

Audit Yector Database

>FPlace New Vectors in Service

Place vectors in service:
Yector audit: found more than 295 potential problems.
Changes HAVE been made to the development database

since you last placed vectors in service:;
Olsetup

Press CONT to place vectors in service, Press CANCEL to return to menu.

[ B N ConT JPREVPAGE NEXTPAGE CANCEL N N |

Figure 2-10. Place New Vectors in Service Screen
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System Administration

Use this menu to set up mailboxes and callback messaging functionality,
generate reports, administer custom call routing, speech, and surveys, as well as
to back up/restore configurations and to work with variables.

LUCENT TECHMOLOGIES Customer Assist Care Center - July 10, 1998

1 Customer Assist Care Center
Call Vector Configuration >Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Variable Administration

Select the item and press ENTER.

HELP N [ ENTER [PREV—FR NEXT-FRHE CANCEL MCHD-MENUE |

Figure 2-11. System Administration Menu

Options at this menu include:

» |Callback Messaging Administration|
» [CONVERSANT Administration|

» |Custom Call Routing Administration|

« |Report Generation|

« |Report Scheduling|

« |Speech Administration|

» |Survey Configurations|

» |System Backup/Restore]

« |Variable Administration|
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Callback Messaging Administration

Use this menu to:
« Administer mailboxes
= Setup global settings
= Setup agent callback hours
= Set up customer callback hours
= Delete messages from mailboxes

= Map country/city/area codes to time zones

These screens lead to setting up message drop and callback functionality.

‘lon

Country/C|ty/Area Codes to Time Zones”|on page 7-29 for more information on

how each of them work.

 page

LUCENT TECHNOLOGIES Customer Assist Care Center - July 10, 1998

1 Customer Assist Care Center
Call Vector Configuration »>Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration

UNIX System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Variable Administration

Callback Messaging Administration
>Mailbox Administration
Mailbox Global Settings

Agent Callback Hours

Customer Callback Hours
Delete Messages from Mailbox
Mapping Country/City/Area Codes to Time Zones

Select the item and press ENTER.

HELP B W ENTER JPREV-FR NEXT—F Rl CANCEL BCHD-MENUN |

Figure 2-12. Callback Messaging Administration Menu
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CONVERSANT Administration

This menu allows you to access the CONVERSANT Voice System Administration.

See['CONVERSANT Administration”|on page 7-31 for more information.

Uoice System Administration

Application Package Administration
Backup/Restore
Configuration HManagement

Feature Packages

Reports

Script Builder Applications
Switch Interfaces

System Monitor

Exit

[N I DN W JcHD-HENUN |

Figure 2-13. CONVERSANT Administration Main Menu
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Custom Call Routing Administration

Use this menu to:
= Import or export data from a floppy diskette
= Administer the routing tables
= Administer records

These menus allow you to create and maintain routing records.

See[‘Custom Call Routing Administration”jon page 7-31 for more information.

LUCENT TECHNOLOGIES Customer Assist Care Center — July 10, 1988

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor »Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
VYariable Administration

3 Custom Call Routing Administration
>Import/Export Data from/to Floppy

Routing Table Administration
Record Administration

Select the item and press ENTER.

HELP N N ENTER JPREV—FR NEXT—FRMl CANCEL WCMD-MENUE |

Figure 2-14. Custom Call Routing Administration Menu

2-18 Issue 1 September 1998



System Administration

Report Generation (Administration)

This menu allows you to choose the reports to generate. For most reports, you
enter criteria, such as the day or time to run the report. Each report can be

viewed on screen or printed.

See[‘Reports Administration”|on page 8-1 for more information on report

administration and individual reports.

LUCENT TECHMOLOGIES Customer Assist Care Center — July 10, 1998

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Variable Administration

Report Administration

Call Detail Survey Report
Event Count Traffic Report

Message Count Report Vector Map
Message Download Report Vector Profile Report
Message Log Report Vector Usage
Routing Table Report

3
»Agent Callback Count Report Speech Space fivailable Test

Event Detail Transcription Detail Report

Select the item and press ENTER.

HELP B W ENTER JPREV—FR NEXT-FRM CANCEL WCMD-MENUN |

Figure 2-15. Report Generation (Administration) Menu
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Report Scheduling

This form allows you to select the reports you want to run on a scheduled basis.
You can run reports at any time that is convenient.

See[‘Report Scheduling”|on page 8-55 for more information on scheduling

reports.

1 Customer Assist Care Center
Call Vector Configuration
>System Administration
System Monitor

UNIX System

Report Scheduling

Time to Run Daily Reports!

Traffic Report:
Uector Usage Report:
Event Count Report:
Event Detail Report:
Call Detail Report:
Callback Count Report
Survey Report:

Run
Run
Run
Run
Run
Run
Run

Print Reports Automatically:

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul

Number of Days to Archive Data:

27, 1998
System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

ling
stration
12 midnight urations
T /Restore
nistration
yes
no_
no
no
no
: no
no_
ho

Enter number of days (0-7) you want to archive data

HELP McHOICES W closE B | ENTER CANCEL WREFRESH @ |

Figure 2-16. Report Scheduling Options Form
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Speech Administration

This menu allows you to record new speech or change existing speech phrases.

Its options include:
= \ector Phrase Administration

» Mailbox Phrase Administration

= Mailbox Standard Speech Administration

= Standard Speech Phrase Administration

= Password Administration
= Generate Phrase List

=« Change Base Language

The speech that is created and recorded in the above options will be used in

mailboxes and other areas of your call center.

See|[Chapter 6, “Speech Administration”, for more information in any of these

areas.

LUCENT TECHMOLOGIES Customer Assist Care Center — July 10, 1998

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
»5Systen Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
>Speech Administration

Survey Configurations

System Backup/Restore

Variable Administration

Speech Administration
>Yector Phrase Administration
Mailbox Phrase Administration
Mailkox Standard Speech Administration

Standard Speech Phrase Administration
Password Administration

Generate Phrase List

Change Base Language

Select the item and press ENTER,

HELP M W ENTER WPREV-FR NEXT—FRME CANCEL WCHD-MENUN |

Figure 2-17. Speech Administration Menu
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Survey Configuration

This menu allows you to configure surveys so that you can see the type of input
callers left in mailboxes. Use this menu to add, remove, or copy a survey.

See[‘Survey Configurations”|on page 7-40 for more information.

LUCENT TECHNOLOGIES Customer Assist Care Center — July 10, 1998

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration

3 Survey ipurations g »Survey Configurations

>ADD NEW SURVEY System Backup/Restore

REMOVE SURVEY Variable Administration

COPY SURVEY

Select the item and press ENTER.

HELF W ENTER JPREV-FR NEXT—FRH CANCEL JCMD-HENUN |

Figure 2-18. Survey Configurations Menu
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System Backup/Restore

This menu allows you to back up to UNIX or DOS format or restore information
from or to floppy disks with these options:

=>» NOTE:
Routing tables are backed up and restored to DOS format only.
= Restore Vector Database
= Backup Vector Database to Floppy Disk
= Backup/Restore Speech
= Backup/Restore Mailbox Configuration
= Backup/Restore Time Zones Mapping
= Backup/Restore Survey Configuration
= Format Floppy Disk
» Restore Data from Previous Version of Call Center
= Backup Verification
= Copy File from/to Diskette
There is also an option that enables you to restore vectors, mailboxes, or speech

from a previous version of Customer Assist. To do this, you restore information
from diskettes.

See [“‘System Backup/Restore”|on page 7-45 for more information.
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LUCENT TECHMWOLOGIES Customer Assist Care Center — Jul
1 Customer Assist Care Center
Call Vector Confipuration
>System Administration

System Monitor

UNIX System

Exit

10, 1998
2 System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Speech Administration

Survey Confipurations

>System Backup/Restore

n/Restore ation

?Restore VYector Database

Backup Vector Database to Floppy Disk
Backup/Restore Speech

Backup/Restore Mailbox Configuration
Backup/Restore Time Zones Mapping

Backup/Restore Survey Configuration

Format Floppy Disk

Restore Data from Previous Version of Call Center
Backup Verification

Copy File from/to Diskette

Select the item and press ENTER,

HELF N W ENTER JPREV—FR NEXT-FRME CONCEL MCMD-MENUN |

Figure 2-19. System Backup/Restore Menu
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Variable Administration

This menu allows you to add, remove, or edit variables. Variables are entities that
hold information or a value to be used by the vectors. The values can be up to 24
characters long. If the variable holds a number that will be used in an arithmetic

calculation, the number cannot be

greater than 2 billion or less than negative 2

billion. When you add a new variable, the name can contain 2 to 9 characters.

See|“Variable Administration”|on page 7-63 for more information on how to create

and work with variables.

1 Customer Assist Care Center
Call VYector Confipuration
>System Administration

System Monitor

UNIX System

Exit

>ADD NEW YARIABLE 91%datal

REMOVE VARIABLE 101%data2
1l¥%caller_num 111%data3
21%ci_value 121%datad
3l¥ewt 131%datad
41¥%1language 141 %vdn
S51%num_dig_got 151%ani
B1Ynum_tried 161 Yphrase_num
7 I¥matched 171 ¥%qgpos

8lYreturn_vlu 181%minutes

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul

Yariable Administration

10, 1998
System Administration

Callback Messaging Administration

Conversant Administration

Custom Call Routing Administration

Report Generation

Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

tion

191%temporary
20 1%seconds

Select the item and press ENTER.

HELP M W ENTER JPREV—FR

NEXT-FRME CANCEL WCMD-MENU |

Figure 2-20. Variable Administration Menu
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System Monitor

The system monitor keeps track of calls coming into the call center. It shows you
the number of the voice channel, how many calls were received, and the status
of the script or application that is running on that channel. It also shows any
touch-tone responses the caller made and any digits dialed by Customer Assist
during the transfer attempts. To access the monitor, select System Monitor under
the main menu.

= See the INTUITY CONVERSANT System Version 7.0 Administration,
585-310-591, manual for more information on the system monitor.

System Monitor — Yoice Channals
Calls VYoice Service Caller Dialed
Channel Today Service Status Input Digits
0 0 #Foos
1 0 #Foos
2 0 *Foos
3 0 *0n Hook
4 0 *Foos
5 0 *Foos
Bv 0 BGM
| _HELP WPREVPAGEENEXTPAGEN | || CANCEL JCMD-MENUBCHG—KEYS

Figure 2-21. System Monitor of Voice Channels

UNIX System

This menu allows you direct access to the UNIX system. To access UNIX, select
UNIX system under the main menu.

Summary

While working through this chapter, you learned how to quick start Customer
Assist and navigate the system.
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This chapter provides sample applications to help you understand how to set up
your system.

Potential Customer Assist
Applications

This section describes the major applications that you can build with Customer
Assist.

Auto Attendants

An Automated Attendant, or Auto Attendant as it is commonly called, provides
menu-driven routing options for incoming callers. Callers are prompted with
menus from which they can select routing options using either their touch-tone
telephone or their voice in a speech-recognition environment.

Bulletin Boards

Bulletin boards allow callers to hear messages through a menu and, if necessary,
submenus. Instead of routing callers to an application or extension, a
bulletin-board application routes callers to particular phrases. This may be
through menus (for example, "Press [1] for directions, or press [2] for product
information”) or through other numbers that correspond to specific phrases (for
example, “Enter the catalog number”).
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Bulletin boards provide useful information as either a supplement or a substitute
to agent help by:

= Allowing callers to access frequently requested information in queue

= Minimizing direct agent assistance by providing general or dynamic
announcements

= Serving as a stand-alone application

Caller-On-Hold Systems

This section describes features of Customer Assist that help you manage callers
on hold.

Standard/Dynamic Announcements

Standard announcements, heard by every caller directed to a specific split, may
no longer be the compelling reason to use Customer Assist. When combined
with other features, Customer Assist continually provides announcement
capabilities that enhance the DEFINITY G3, ECS R5 or R6.3+ in terms of both the
dynamics of the announcements and the speech-storage capacity of the
CONVERSANT platform, should it be needed.

With integration, dynamic announcements can be tailored for a particular caller.
Another benefit of Customer Assist announcements is the system administrator
can access a single administration interface for voice applications in a call
center.

Delay Announcements and Delay Routing

Customer Assist relays caller-specific delay announcements and helps apply
appropriate automation based on ANI, DNIS, and current call-center status.

Customer Assist uses queue-position or expected wait-time data from the
DEFINITY G3, ECS R5 or R6.3+. It recites this information to callers in a flexible
format, providing an incentive to select automated services. Delay and wait time
may be spoken to callers, or used for automatic call routing based on
group-activity status.

Speech Recognition

3-2

With the addition of optional Speech Recognition, Customer Assist applications
such as menus, automated attendants, bulletin boards, callback messaging,
prompt-based routing, and other prompting applications are available to rotary
callers or any other caller who prefers vocal responses to touch-tone responses.

Furthermore, providing a speech-recognition version of vectoring allows a call
center to extend the DEFINTY ECS R6.3’s Call Prompting (which facilitates data
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display) and Expert Agent Selection features to rotary callers using Customer
Assist.

For more accurate recognition of lengthy digit strings and to simultaneously store
each string in a single variable, Speech Recognition uses a series of collect
segments to collect information. The combined inputs are loaded into a single
input variable.

Speech Recognition also enables telephone numbers, account numbers, or
other data in additional fields to be collected for use in Callback Messaging.

Message Delivery and Callback Messaging

Customer Assist Callback Messaging is a package that works most effectively
with anticipated delay routing and announcements to help even out the flow of
traffic to agents. For example, with Callback Messaging, Customer Assist can:

= Automatically direct callers to a mailbox after hours or when call volumes
exceed a specified threshold

= Provide the option for a caller to leave a message rather than wait in
gueue for an available agent

The Customer Assist Callback Messaging package provides the following
services:

= Acts as a voice form or message mailbox that collects information (either
by speech recording, speech recognition, or touch-tones) from a caller
using a series of prompts. Allows agents to call in and retrieve messages
for transcription.

= Allows the caller to leave a message requesting a return call and delivers
the message to an agent automatically, either by monitoring the queue
status for an available agent or by placing a message in queue for an
available agent

Once the agent has reviewed a message, Customer Assist can
automatically place a call through the switch to connect the agent with the
customer. Customer Assist can provide this capability regardless of
whether the message was automatically delivered to the agent or the
agent dialed into the system to retrieve it.

Callback Messaging is a virtual queuing capability for customers, providing the
capability for calls to be queued based on their type and priority.

If a caller wants to talk to an agent, Callback Messaging provides callers with

alternatives to waiting in queue. For a call center, this can dramatically reduce
abandoned calls, average hold times for callers, and associated network costs.
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Dynamic Port Allocation

Dynamic port allocation maximizes the use of ports in a multi-application
environment. By using information passed from the DEFINITY switch and
perhaps other databases, any port can determine the appropriate recorded
message to play or other application for a given caller. Ports may be allocated for
all applications. Some ports may be allocated for specific applications if
required. A dedicated port is required for message waiting lights. Ports may
share inbound traffic with outbound calls for callback messaging if desired.

=>» NOTE:
To launch a callback you must dial into a port that has the TRANSRIBE
action assigned. A callback cannot be dynamically allocated and then
launched.

Multilingual Systems

As more companies serve customers in multilingual settings, corporate call
centers must keep up with this emerging trend. Customer Assist, including its
speech recognition, can work with 12 different languages that are widely spoken
in over 18 countries. When enabled, Customer Assist can switch between
languages in real time and on a per-call basis. Agents can then transcribe
messages while switching between languages.

Other Applications

Customer Assist administrators can use the optional Script Builder software to
create applications that can coexist with Customer Assist. These additional
applications can be executed by Customer Assist and can also pass information
back with calls as they return to Customer Assist. Other third-party Script Builder
software packages can also be purchased.

System Administration

Actions

This section describes how to administer actions, speech, and reports.

Although some may never be needed for basic implementations, Customer
Assist includes several actions that can be linked together to perform a specific
function or task, such as:

= Call Prompting

= Speech recognition-enabled Call Prompting
= Check queue status — any split(s) or skill(s)
= Goto step/vector if

= Route/transfer to
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Speech

Reports

= Collect digits

=« Converse

= Data return

= Announce

= Concatenated and/or dynamic announcements
= Time of day/date checking and routing

= Report/route on abandon (abandoned call treatment)

The Customer Assist speech administration services are part of the product.
Customer Assist provides standard speech in a female voice for letters, digits,
and the numbers needed for delay announcements, as well as a number of
standard phrases used in the:

= Callback Messaging package
= Speech administration services

The system administrator and a customer-selected voice talent create all other
speech through the speech-administration services.

Customer Assist also comes with 15 reports that help measure the success of
your call center. Each report is standard; configurable reports are also available.
These reports can be scheduled to generate and print at regular intervals.

Introduction to the Sample
Applications

Example:

This chapter contains 15 sample applications that explain how a hypothetical
company called Rock Coast Software can set up Customer Assist and implement
its features to create an excellent call center.

Rock Coast Software

The Rock Coast Software company maintains a customer-service call center to
handle a significant number of customer comments and questions. Agents
spend most of their time answering questions about their software products, but
they also occasionally announce new products and special promotions. Rock
Coast Software wants to make better use of its limited human resources but
recognizes the importance of giving customers the attention they deserve.
Currently, its DEFINITY ECS R6.3 switch is programmed to play some standard
announcements containing general information. With Customer Assist, Rock
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Coast Software can add many additional capabilities to its call center. Each of
the sample applications (SAs) focuses on a basic Customer Assist task or a new
capability.

Overview of Sample Applications

[*Sample Application #1: The Setup Vector”|creates the Customer Assist
setup vector, which is required for all applications.

[‘Sample Application #2: Standard Announcement’|records a speech
phrase and creates a Customer Assist vector that plays the phrase as a
standard announcement to callers.

[‘Sample Application #3: Dynamic Announcement”|creates Customer
Assist vectors that play dynamic announcements with the name of the
department being called and the name of the caller's company.

“Sample Application #4: Automated Attendants”| and[“Sample Application|
#5: Bulletin Boards”|create automated attendants and bulletin boards.
“Sample Application #6: Announce Queue Position” and|“SampI§|

Application #7: Estimated Wait Time”|announce a caller's queue position
or estimated wait time.

“Sample Application #8: Custom Call Routing”l and|“Sample Application|
#9: Estimated Wait Time Routing”|route calls based on call information,

such as Automatic Number Identification (ANI), or estimated wait time.

lication #10: Callback Messaging”|builds on sample
application[‘'Sample Application #9: Estimated Wait Time Routing”|by

setting up a Callback Messaging mailbox.

lication #11: Bilingual Dynamic Announcements and
makes sample application “Sample Application #9: Estimated
Wait Time Routing” bilingual.

“Sample Application #12: Dynamic Port Allocation and Dynamic Allocation

of Applications”|explains dynamic port allocation and dynamic allocation
of applications.

[‘Sample Application #13: Scheduling Events in a Call Center”’|schedules
different announcements for weekends and during the holiday season.

[‘Sample Application #14: Reporting and Hang Up Actions”|explains the
reporting and hang-up actions.

“Sample Application #15: Speech Administration and Transcribin
Messages”|explains how to enable agents or supervisors to call into
Customer Assist to administer speech and transcribe callback messages.

Organization of the Sample Applications

The initial sample applications provide systematic instructions for basic tasks
such as creating the setup vector and recording announcements. Each sample
application builds on lessons learned in previous sample applications.
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Most of the sample applications include:
= Callflow diagrams
= Examples of DEFINITY vectors

= Descriptions of the steps in Customer Assist vectors

Some of the sample applications also include Customer Assist administration
topics such as recording announcements and creating mailboxes for callback
messaging.

Callflow Diagrams

Before every application is built, you should create a callflow diagram to insure
that you completely understand what you are trying to accomplish and what
callers will hear and do during calls. A callflow is a diagram that illustrates the
interaction and options available to callers.

DEFINITY Vectors

As a CONVERSANT application, Customer Assist takes all of its direction from a
DEFINITY switch by means of DEFINITY call vectors. The DEFINITY vectors are
critical to understand because they route calls to the CONVERSANT for
processing by Customer Assist.

The DEFINITY vector examples in the sample applications assume you are
familiar with the steps in DEFINITY vectors.

If you are not familiar with DEFINITY call vectoring, read the first few chapters of
Lucent DEFINITY Communications System Generic 3 or ECS R6.3 Call
Vectoring/EAS Guide, 555-230-520 or -521.

Customer Assist Vectors

A Customer Assist vector consists of a series of steps, and each step contains
one vector action. Each sample application describes the steps in all of its
Customer Assist vectors. See [Chapter 5] “Vector Actions”, for more information
on vector actions.

Action Forms

The action form is the form that appears when you select a vector action. It
allows you to specify certain parameters regarding the vector action. The sample
applications show the action form only the first time that action appears in the
vector. After that, the sample applications do not show action forms unless the
vector action is used in a new way or the information on the form is important to
the discussion of the application. If the action form does not appear, the
description will reference the page with the action form.
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Sample Application #1: The Setup
Vector

Business Situation

The Rock Coast Software company has just purchased an INTUITY CONVERSANT
system with Customer Assist V7.0 software. They have a DEFINITY G3, ECS R5
or R6.3+ switch and have already set up the switch with the correct hunt groups
to route callers to the CONVERSANT when necessary.

The first step in Customer Assist administration is to direct incoming calls. You do
this by using the setup vector.

Setup Vector

The setup vector is the main traffic control point; it routes incoming
CONVERSANT calls to their appropriate vectors. The setup vector is loaded
automatically when Customer Assist software is installed and should be modified
immediately. Later, when you have many of your vectors built and applications
loaded for your call center, you can modify the setup vector.

The setup vector is the first vector you will work with, and is numbered “Vector
#0.” The setup vector is responsible for the following:

= Setting all global variables to null or zero for every incoming call

= Taking CONVERSANT ports off hook to receive calls

= Routing callers to the next vector in the callflows

= Quitting execution

Procedure

See|[Chapter 2,[“Quick Start and Navigating Customer Assist”, for information
about getting started with Customer Assist.
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LUCENT TECHMOLOGIES Customer Assist Care Center - July 10, 1998

1 Customer Assist Care Center
Call ¥Yector Confipuration Callback Messaging Administration
>System Administration >Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Variable Administration

Select the item and press ENTER.

HELF i W ENTER JPREV—FR NEXT—FRMl CANCEL WCMD-MENUE |

Figure 3-1. Path to CONVERSANT Administration

The system displays the CONVERSANT menus. Select from the menus

the following order:

in

> Confi gurati on Managenent

> Voi ce Equi pnent

> Voi ce Services

> Channel Services

> Assign Service

The system displays the Assign Services to Channels form
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Uoice System Administration I
Configuration Management I
Uoice Equipment I
Uoice Services I

Channel Services

Channel Numbers:
Service Name!
Startup Service:!

Enter channel numbers and/or range of nhumbers.

Assign Services to Channels

HELP McHoIces § savE N | [ W canceL Mcvp-vEnUS |

Figure 3-2. Channel Assignment Screen

5. Atthe Assign Services to Channel s form, enter a channel number
(for example, 5, 6, or 7) or a range of numbers (for example, 5-9) to
represent the channels on the CONVERSANT.

6. Tab to the Servi ce Nane field and press CHOICES (F2) to see the

available applications.

The system displays a list of available services
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Uoice System Administration I
Configuration Management I
Uoice Equipment I

Uoice Services I

Channel Services

Assign Seruvices to Channels

Channel Numbers |
Service Name :[<<3
Startup Service:

Services

USEngccc

USEngsphad

agent

asr_tst

ccc
UUUUUUUUUUUUYUUUUUULUUUY

Enter a service name or use CHOICES.

I I N B [ WcanceL @ W |

Figure 3-3. Awvailable Services

7. Use your directional keys to move the cursor down to “ccc”.
8. Press (ENTER), and repeat the process for the St art up Ser vi ce field.
9. When you are finished, press SAVE (F3), and verify your choices on screen.
10. Press CANCEL (F§ until you return to the Customer Assist main menu.
You have now assigned Customer Assist to channels on your
CONVERSANT system.
Viewing Channels Assigned to Customer Assist
1. Exit out of Customer Assist.
2. Enter disp chan (for display channels) at the UnixWare prompt.
=>» NOTE:
In Channels 1 and 2 are currently assigned to ccc, which
is the service name for Customer Assist. One other channel is in
service, but it is assigned to another application. In addition, three
channels are currently not active, that is, they are in “Facility Out Of

Service” mode (“FOOS"). The telephone extensions to call Customer
Assist are 676 and 137.
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.PT CHN

CUNFWN-—=O
NMEWN—=O

ok #

STATE:
NAME :

Inserv
AYC10

FUNCTION: TipRing
STATE-CHNG-TIME

STATE
Inserv
Ihserv
Foos
Foos
Foeos
Foos

Feb
Feb
Feb
Feb
Feb
Feb

06
06
06
06
06
06

081
08:
08!
08!
081
08:

57
57
57
57
57
57

102
102
02
102
102
102

CLASS! Analog(TR)
OPTIONS:

masterl,no tdm,tt

SERUICE-NAME PHONE
cce 2645
cce 2646

0.5.INDEX:

GROUP

NNNNNN

OPTS
talk
talk
talk
talk
talk
talk

¢}

TYPE
IUCe
IUCe
IUCs
IUCs
IUCe
IUCe

Figure 3-4. Channels in Service

Building the Setup Vector

The following sections describe two ways to build the setup vector:

= Resetting the current setup vector to the defaults of the template

= Modifying the automatically loaded setup vector:

Use the one with the closer relation to your current software situation and

experience.

Resetting the Current Setup Vector

to the Defaults of the Template

Use the following steps to reset the current setup vector to the defaults of the

template:

1. Enter Customer Assist by following the steps inon page 2-2.

2. Start at the Customer Assist main menu and select

> Cal |

Vector Configuration

> Sel ect Vector Tenpl ate

>Setup Tenpl ate

This process resets your setup vector to the default settings in the
software.

The system displays the Setup Template form
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
3 EDIT UECTOR NUMBER © STEPS

>Call Ue| Uector Name: setup Uector Number: O

System Description: sustem setup vector
System

UNIX Sy| Step Action Description
Exit OFF_HOOK answer the call

1

2 CHAN_ASN assign channels to vectors

3 CHAN_ASN assign channels to vectors

4 CHAN_ASN assign channels to vectors

5 CHAN_ASN assign channels to vectors

3 CHAN_ASN assign channels to vectors

7 CHAN_ASN assign channels to vectors

8 CHAN_ASN assign channels to vectors

a3 CHAN_ASN assign channels to vectors

10 QuliT if channel is not assigned.

Enter the vector name.

HELP INSERT REMOUE DEFINE ENTER CANCEL EREFRESH ECHG-KEVYS

Figure 3-5. Setup Template Form

Modifying the Automatically Loaded Setup Vector:

If you are just starting out with Customer Assist, the easiest way to build the setup
vector is to modify the one that is already there.

Use the following steps to modify the existing setup vector:

1. Enter Customer Assist by following the steps in[‘Logging In’]on page 2-2.

2. Start at the Customer Assist main menu and select

>Call Vector Configuration

>Edit Vector

The system displays the Edit Vector menu
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LUCENT TECHNOLOGIES Customer Assist Care Center — July 10. 1998

1 Customer Assist Care Center
>Call Vector Configuration
System Administration

System Monitor

UNI¥X System

Exit

3 Edit VYector
>0l setup

>Edit Vector

2 Vector Configuration
Create New Vector

Delete Vector

Copy Vector

Select Vector Template
Audit Vector Database

Place New Vectors in Service

1IMain Menu
2IMB Actions

31 changel anguage
41 Transfer

S1IVR apps
615peech Admin
7lchose vector
815cheduling
9lMorning ANN

Select the item and press ENTER.
HELF M | ENTER QPREV-FR

NEXT—FRM CANCEL WCMD-MENUE |

Figure 3-6. Edit Vector Menu

3. Select 0 | setup.

3-14

The system displays the Setup Vector worksheet

=>» NOTE:
Several of the steps have actions already loaded into them. In this
example, you will modify one action, the CHAN_ASN action.
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setup

system setup vector

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
EDIT UECTOR NUMBER @ STEPS

Uector Number: 0

Action

CHAN

>Call Ve Uector Name:

System | Description:

System

UNIX Sy| Step

Exit 1
L3 Ed/IE
>0isetup 4

1{Main 5

2|{MB Ac 6

lchang T

4iTrans 8

51IUR a a9

6iSpeec 10

Tichose 11

8{3ched 12

91Morni 13
E— 14

OFF _HOOK
CHAN
CHAN
CHRAN

ASN
ASN
ASN

CHRN

ASN

CHRN

ASN

CHRN

ASN
ASN
ASN

CHAN
QuiTt

ansuer
assign
assigh
assign
assign
assign
assign
assign
assigh

if channel is not assigned.

Description

the call
channels
channels
channels
channels
channels
channels
channels
chanhels

to
to
to
to
to
to
to
to

vectors
vectors
vectors
vectors
vectors
vectors

vectors
vectors

Enter the vector name.

HELP INSERT B REHMOUE W DEFINE

ENTER CANCEL BREFRESH ECHG-KEYS

Figure 3-7. Setup Vector Worksheet

4. Use the directional cursors to move down to step 3 and then press

DEFINE ).

The system displays the CHAN_ASN action form
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
>Call Ue| Uector Name: setup Uector Number: 8
System | Description: _
System
UNIX Sy| Step Action CHAN_ASN assigns vectors to channels
Exit 1 OFF_HOOK answ| Comment: assign channels to vectors
— CHAN_ASN assi| CHANNEL UECTOR NAME
3 CHAN_ASN assi| o
>0isetup 4 CHAN_ASN assi o o
11Hain 5 CHAN_ASN assi o -
2iMB Ac 6 CHAN_ASN assi| _ _
3ichang 7 CHAN_RSN assi| _ o
4iTrans 8 CHAN_RSHN assi| _ o
S!IUR a 9 CHAN_ASN assi| -
B|Speec 10 QUIT if ¢| o
lchose 11 o -
8|Sched 12 _ _
9iMorni 13 _ o
- 14 _ _

Please enter your comments.

HELP [cHOICES WcLosE § | ENTER CANCEL BREFRESH I |

Figure 3-8. CHAN_ASN Action Form

5. You may:
a. Enter a comment if you wish.
b. Tab down (or use your directional keys) to the CHANNEL column.

c. Enter the channel numbers that currently are active with Customer
Assist. See|“Building the Setup Vector”|on page 3-12 for more
information.

d. For each channel number, enter the number of the Customer Assist
vector where calls coming in on that channel should be routed.

When your cursor is at the VECTOR column, you can either:
= Press CHOICES 2 for a list of vectors.

= Enter a number for a vector that has not been created.

=>» NOTE:
If a call comes in on a channel that specifies the
number of a vector that has not been created, the
software will not work. If you enter the channel number
in this column and then create the vector, the name of
the newly created vector will appear in the NAME
column when you return to the setup vector.

In Figure 3-8, channel 1 points to vector 26, “RC-Main Greet,” which has
already been created.
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6. Repeat Step 4 until all of your channels are assigned.

=>» NOTE:
Each CHAN_ASN action can assigh 12 channels. The number of
channels in your setup vector corresponds to the capacity of the
configuration you purchased. The setup vector in|Figure 3-7|on page
3-15 has a capacity of 96 channels.

7. Press CLOSE (F3) to return to the Veector Worksheet.
8. Press CHG-KEYS (Fs).
9. Press SAVE (3.

The system returns you to the Edit Vector menu.

You have now created your first vector, the setup vector, which is the main vector
within Customer Assist. Any vectors that are activated by incoming calls must be
referenced in the setup vector. Follow the steps in this sample application and
remember to place vectors in service. See the next section, “Placing Vectors in
Service”, for more information.

Placing Vectors in Service

When you develop vectors, Customer Assist maintains them in a development
database. When you place vectors in service, Customer Assist copies them into
a run-time database. Customer Assist also copies vectors to an archive
database when it takes them out of service.

After you place vectors in service, you can modify the copies in the development
database without modifying the vectors in service (that is, in the run-time
database). See|‘Place New Vectors in Service’|on page 2-14 for more
information.

Use the following steps to place vectors in service:

1. Make sure that you have created all the vectors that you listed in the
VECTOR column in the CHAN_ASN action forms in the setup vector.

2. Insure you have created all vectors that were referenced in other
Customer Assist vectors.

After you have created all of your Customer Assist vectors, you are ready
to place them in service.

3. Start at the Vector Configuration menu and select Place New Vectors in
Service.

Customer Assist prompts you to confirm that you want to place these

vectors in service|(Figure 3-9).
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LUCENT TECHNOLOGIES Customer Assist Care Center — Jul
1 Customer Assist Care Center
>Call VYector Configuration
System Administration

System Monitor

UNIX System

Exit

13, 1998
2 Yector Confipuration
Create New VYector

Edit Vector

Delete Wector

Copy Vector

Select Vector Template
Audit Vector Database
>Place MNew Vectors in Service

Place vectors in service:
Yector audit:; found more than 250 potential problems.
Changes HAVYE been made to the development database

since you last placed vectors in service:
11Main Menu

Press CONT to place vectors in service. Press CANCEL to return to menu.

[ N N CONT WPREVPAGE NEXTPAGER CANCEL N |

Figure 3-9. Place New Vectors in Service confirmation

4. Press CONT (F3 to confirm and continue, or CANCEL (F§ to cancel the
action.

Sample Application #2: Standard
Announcement

Business Situation

Before Rock Coast Software can design their call center, they must learn how to
create standard and dynamic announcements. These announcements are
building blocks for more powerful applications.

Standard Announcements

3-18

Standard announcements can respond to callers with messages that answer
common questions and maintain interest during the callers’ wait. Because
authorized users can record standard announcements from any touch-tone
telephone, Rock Coast Software can provide the latest product information to
callers. This sample application demonstrates how to create a simple call center
with one standard announcement: “Thank you for calling Rock Coast Software. A
representative will be with you shortly. We appreciate your patience.”
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Dynamic Announcements

Dynamic announcements can respond to callers with specific announcements
based on call information passed from the DEFINITY G3, ECS R5 or R6.3+ switch
to Customer Assist. One example is passing a VDN, or Vector Directory Number,
to Customer Assist. Customer Assist can use the VDN to play the appropriate
announcement to the caller.[*Sample Application #3: Dynamic Announcement’|
on page 3-31 demonstrates how to create a call center that uses a VDN passed
from the switch and touch-tone information entered by a caller to play dynamic
announcements.

Callflow Diagram

Before every application is built, you should create a callflow diagram to insure
that you completely understand what you are trying to accomplish and what
callers will hear as well as do during calls. The following is a simple diagram for
this sample application. The diagrams for the more advanced applications in this
chapter are much more complicated.

=> NOTE:
The » used in callflows designates non-speech text or an action. See[*How]
[to Read a Callflow”] on page 9-3 for more information on understanding
callflows.
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2. Standard Announcement

STANDARD ANNOUNCEMENT - 100(
"Thank you for calling Rock Coast Software. /
representative will be with you shortly. We
appreciate your patience

Figure 3-10. Standard Announcement Callflow

ECS R6.3/DEFINITY Vector

Because Customer Assist works on the CONVERSANT system, it takes all of its
direction from the DEFINITY G3, ECS R5 or R6.3+ switch. The DEFINITY vectors
are critical to understand because they route callers to the CONVERSANT and
Customer Assist during a call.

The following example demonstrates how the DEFINITY vector performs when
passing a caller to the CONVERSANT and Customer Assist to hear a standard
announcement.
Assumptions: Agent Split is 1.

1. wait-time 2 secs hearing ringback

2. queue-to main split 1 prim

3. announcement extension 1000

4

. wait-time 2 secs hearing music
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=—>» NOTE:

This example assumes that you are familiar with the steps in DEFINITY
vectors. If you are not, read the first few chapters of the Lucent DEFINITY
Communications System Generic 3 or ECS R5 Call Vlectoring/EAS Guide,
555-230-520 or -521.

Speech Administration

This section describes how to create a standard announcement on the
CONVERSANT using Customer Assist.

1. Start at the Customer Assist main menu and select

> System Adm ni stration

> Speech Admi ni stration

>Vector Phrase Adm nistration

>Tal kfile

The system displays the Select Phrase menu (Figure 3-11).

LUCENT TECHNOLOGIES Customer Assist Care Center — July 13, 1998

1 Customer Assist Care Center
Call Vector Confipuration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration

UNIX System Report Generation

Exit Report Scheduling
»Speech Administration

4 Select Talkfile Survey Configurations

6004 | UK English System Backup/Restore

»6104 | U5 English Variable Administration

5 Select Phrase ,
2>ADD NEW PHRASE
REMOYE PHRASE
COPY PHRASE

Speech Administration
>¥Yector Phrase Administration
Mailbox Phrase Administration
Mailbox Standard Speech Administration
Standard Speech Phrase Administration
Password Administration
Generate Phrase List
Change Base Language

Select the item and press ENTER,

HELP M W ENIER N | L CANCEL JCMD-MENUE |

Figure 3-11. Select Phrase Menu Options
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2. Select ADD NEW PHRASE.
Customer Assist automatically creates a phrase number for you.
=>» NOTE:
The talkfile used when dealing with speech in vectors is #6104 for
US English. Some of the talkfile numbers change depending on

which language is currently selected. The following list describes the
US English talkfiles:

= Talkfile #6104: Vector Phrases (that is, standard
announcements heard by callers)

= Talkfile #6100: Standard Speech (for example, numbers,
months, days, etc.)

= Talkfile #6101: Mailbox Custom and Standard Phrases (for
example, numbers, confirmations, customer-specific speech
callers hear when leaving a message)

= Talkfile #6105: Mailbox prompt phrase
3. Enter the appropriate phrase number in the Phr ase Nunber field.

4. Enter a brief description of the information conveyed with this phrase in
the Phr ase Tag field.

For example, “Rock Coast - Main Greeting”.
5. Enter the exact text you want callers to hear in the Phr ase Text field.

For example, “Thank you for calling Rock Coast Software. A representative
will be with you shortly. We appreciate your patience.”

The system displays the completed Add New Phrase form|(Figure 3-12).
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LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Vector Configuration
»System Administration

System Monitor

UNIX System

13, 1998
2 System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Exit Report Schedul ing
- Add Mew Phrase to Talkfile 6104
6004 | UK E| Add a New Phrase Recorded:

6104 | US E| Talkfile Number: 6104
Phrase Number: 1000

>Vector Fhra| FPhrase Tag: Rock Coast — Main Greeting I
Mailbox Phr

Mailbox Sta

Standard Sp| Phrase Text: Thank you for calling Rock Coast Software, A
Password Ad representative will be with you shortly, Thank
Generate Ph you for your patience,

Change Base

HELF WCHOICES SAVE RECORD ENTER CANCEL WREFRESH W |

Figure 3-12. Add New Phrase Form

6. Press RECORD (F4).

Customer Assist responds by reciting “Adding phrase listing” and “Phrase
listing changed.”

7. The cursor will now be blinking in the Codi ng Rat e field. Enter the
recording quality level at which Customer Assist should record your voice.
You have four options:

= ADPCM16 — lowest recording quality (smallest size of resulting
speech file)

= ADPCM32 — medium recording quality (medium size of resulting
speech file)

= PCM64 — highest recording quality (largest size of resulting
speech file)

= CELP16 — medium recording quality (small size of resulting
speech file)

8. For this sample application, press CHOICES (F2 until the Codi ng Rat e
selected is CELP16.

Figure 3-13|shows the completed Record Phrase form.
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LUCENT TECHNOLOGIES Customer Assist Care Center — July 13, 1998

Call Vector
>System Admi| Coding Rate: CELP16
System Moni| Phrase Number: 1000

UNIX System| Talkfile Number: 6104

Exit
b————————— | Phrase Tag: Rock Coast — Main Greeting 2

6004 | UK E| Phrase Text: Thank you for calling Rock Coast Software. A
26104 | US E representative will be with you shortly., Thank
—— you for your patience,

>Yector Phra
Mailbox Phr

Mailbox Sta [ |
Standard Sp| Phrase Text: Thank you for calling Rock Coast Software., A
Password Ad representative will be with you shortly, Thank
Generate Ph you for your patience,

Change Base

Enter the coding rate followed by the Return or ENTER key.

HELP  WCHOICES W CLOSE DIAL [ QcCANCEL EREFRESH |

Figure 3-13. Record Phrase Form

9. Press DIAL (F3.

10. Inthe Tel ephone Number to Di al field, enter the extension number of
the telephone you are using to record speech.

11. Inthe Di al out on channel field, enter a working CONVERSANT
channel number.

In this example, Customer Assist will call extension 2155 using channel 2

Figure 3-14).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
Dial Number flile Number G104
Telephone Humber to Dial: 2143 d: N
Dialing out on channel: 3 H Coding:
Blks:
| Exit
7 Record Phrase Number 1000 in talkfile Number 6104 I
Coding Rate: CELP18
Phrase Number: 1000 e. A
Talkfile Number: 6104 Thank
Phrase Tag: Rock Coast - Main Greeting 2 I
Phrase Text: Thank you for calling Rock Coast Software. A
representative will be with you shortly. Thank ul
you for your patience.
Enter the telephone number followed by the Return or ENTER key.
HELP B W Launch ] ENTER CANCEL MREFRESH | |

Figure 3-14. Dial Number Form
12. Press LAUNCH (3 to have the CONVERSANT call you at the telephone
number you entered in the Tel ephone Nunber to Di al field.
Use the following steps to record speech:
a. Press[1]to start Speech Administration.

b. Press[i]torecord the phrase (for example, Phrase 1000) exactly as
it is written in the Phrase Text area on your screen.

Record your phrase by speaking into the telephone.
= Press [1]to stop recording.
= Press [2]to playback the phrase recorded.
= Press [3]to record another phrase.
= Press to install the phrase in Customer Assist.
= Press [9] to quit Speech Administration.
13. Press CLOSE (3.
14. Press SAVE [F3.
15. To view the work you have done:
a. Press CANCEL (Fe).
b. Highlight the phrase you just recorded
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LUCENT TECHMNOLOGIES Customer Assist Care Center — July 13, 1998

Call Vector Configuration
»System Administration
System Monitor

UNIX System

Exit

1 Customer Assist Care Center

2 System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Geheration

Report Scheduling

4 Select Talkfile
6004 | UK English
>6104 | US English

*¥Yector Phrase Administrat
Mailbox Phrase Administra
Mailbox Standard Speech A
Standard Speech Phrase Ad
Password Administration
Generate Phrase List
Change Base Language

»Speech Administration
Survey Configurations
System Backup/Restore

Select Phrase

ADD MEW PHRASE

REMOVE PHRASE

COPY PHRASE
»6104110001Rock Coast — Main Greeting 2
610411001 1Please enter mail box number
610411002 1Press 1 for msg drop.
610411003 1Please enter transfer ext,..
610411004 1Confirm number

610411005 1Confirm 2 {y/n}

610411008 IChoose an IVR application

2 fro transcribe I

Select the item and press ENTER.

HELP B QI ENTER_J | (| CANCEL JICHD-MENUY |
Figure 3-15. Selecting a Phrase

c. Press (ENTER).

The system displays the Edit Phrase form (Figure 3-16).

Call Vecto

»System Adm
System Mon
UNIx Syste
Exit

6004 | UK

6104 | US
*Yector Phr

Mailbox Ph
Mailbox 5t

Standard Speech Phrase Ad| 610411002|Press 1 for msg drop.
Password Administration
Generate Phrase List
Change Base Language

LUCENT TECHNOLOGIES Customer Assist Care Center — July 13, 1998
6 Edit Phrase Number 1000 in talkfile Number 6104

Edit the Selected Phrase Recorded: N

Phrase MNumber: 1000 Seconds: Coding:

Talkfile Number: 6104 Bytes: Blks:

Phrase Tag: Rock Coast - Main Greeting I

Phrase Text: Thank you for calling Rock Coast Software. A
representative will be with you shortly. Thank
you for your patience,

2 fro transcribe I
6104110031Please enter transfer ext...

6104110041 Confirm number
6104110051Confirm 2 (y/n)

610411006 | Choose an IVRE application

3-26

Enter the phrase tag followed by the Return or ENTER key,

HELP QCHOICES § CLOSE RECORD

ENTER N CANCEL WREFRESH I |

Figure 3-16. Edit Phrase Form
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=>» NOTE:
The “Y” next to Recor ded indicates that the phrase has been
recorded. The length of the recorded phrase is shown in seconds as
well as the coding rate and byte size of the recorded phrase.

16. If you do not want to review the phrase you just recorded, press CANCEL
four times to get back to the Customer Assist main menu.

Customer Assist Vector

Use the following steps to create a Customer Assist vector that plays the
standard announcement to callers:

1. Start at the Customer Assist main menu and select

>Call Vector Configuration

> Create New Vector

The system displays the Create New Vector worksheet (Figure 3-17).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
3 EDIT UECTOR WUMBER 153 STEPS

>Call Ue| Uector Name: Uector Number: 153
System | Description:
System
UNIX Sy| Step Action Description
Exit 1

2

3

y

5

6

T

8

9

10

11

12

13

4

Enter the vector name.

HELP INSERT i REMOUE J DEFINE ENTER CANCEL BMREFRESH JCHG-KEYS

Figure 3-17. Create New Vector worksheet
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2. Enter a name for the vector in the Vect or Nane field.
For example, “RC-Main Greet".

3. Enter a description of the vector in the Descri pti on field.
For example, “Rock Coast - Main Greeting”.

4. Tab to the first step in the vector and press CHG-KEYS (Fg).

5. Press CHOICES (2 to see the selection of vector actions.

The system displays the Select Action menu (Figure 3-18).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
EDIT UECTOR NUMBER 153 STEPS
Uector Name: RC-Main Greet Uector Number: 153

Description: Rock Coast - Main Greeting

Step Action Description
1
2
Select Action
GET_DIALP QUIT
CHAN_ASN GET_DIGT REPORT I

CHG_LANG GET_SPCH SCHEDULE
CONUVERSE GOTO SET
DATA_RTN HANG_ACT SPCH_ADMN
DYNAMIC  LOOK_UP  SPEAK_NUM
DYN_ANNOU MENU SWITCH
EWT MSG_DROP TRANSFER
EXECUTE  OFF_HOOK TRANSRIBE

|11+

Select the action and press ENTER.

[_HELP Q| ENTER JIPREU-FRM NExT-FRMM cancEL B |

Figure 3-18. Select Action Screen
This vector will have two steps. Each step will contain an action;
ANNOUNCE and QUIT.
6. Select ANNOUNCE on the Select Action menu and press (ENTER).
The cursor will be blinking at the Phr ase Tag field.

7. Press CHOICES (F2 and select the phrase you want from the menu that
appears.

For example, select phrase number 130.
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=>» NOTE:
The phrase tag appears as the description of the ANNOUNCE action
on the Edit Vector Steps form. See Figure 3-19 on page 3-29. The
figures that illustrate this sample application are inconsistent. The
phrase number shown here and the phrase number that you entered
in[Eigure 3-11]on page 3-21 should match.

Figure 3-19 shows the completed ANNOUNCE action form.

LUCENT TECHNOLOGIES Customer Assist Care Center -

EDIT UECTOR NUMBER 153 STEPS
>Call Ue| Uector Name: RC-Main Greet Uector Number: 153

ANNOUNCE Action step speaks a phrase to caller

Talkfile Humber: 6104 US English

Allow Interrupt: Yes I
Phrase Tag: Rock Coast - Main Greeting 2
Phrase Number: 1800

Phrase Text: Thank you for calling Rock Coast Software. A

July 27, 1998

Description: Rock Coast - Main Greeting

ANNOUNCE Action Step Number 1 for vector 153

representative will be with you shortly. Thank
you for your patience.

Press the CHOICES key for the list of valid phrase tags.

HELP [CHOICES W CLosE B @ | ENTER CANCEL MREFRESH MADD-PHR

Figure 3-19. ANNOUNCE Action Form

8.
9.
10.
11.

12.
13.

Press CLOSE 3.

Tab to the second step in the vector.

Press CHG-KEYS (F8) and then CHOICES (F2) to select a vector action.
Select QUIT.

The system displays the QUIT action form [(Figure 3-31]on page 3-44).
Enter the comment “Caller returns to switch” in the Corment field.

Press CLOSE 3.
The system returns you to the vector worksheet|(Figure 3-20).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
3 EDIT UECTOR WUMBER 153 STEPS

>Call Ue| Uector Name: RC-Main Greet Uector Number: 153
System Description: Rock Coast - Main Greeting
System
UNIX Sy| Step  Action Description
Exit 1 ANNOUNCE Rock Coast - Main Greeting 2

2 QUIT

3

4 .
5 -
6 -
[ -
8 -
a9

10

11

12

13

14

Enter the vector name.

HELP INSERT B REMOUE N DEFINE ENTER CANCEL BREFRESH ECHG-KEYS

Figure 3-20. Finished Customer Assist vector

Now you have created a sample application with one vector that plays a
standard announcement to all callers.

14. Put the vector into service.

See[‘Placing Vectors in Service”|on page 3-17 for more information.

3-30 Issue 1 September 1998



Sample Application #3: Dynamic Announcement

Sample Application #3: Dynamic
Announcement

Business Situation

Reconsider the situation of Rock Coast Software. In this sample application, the
company wants callers to dial a telephone number that Customer Assist
associates with a specific department. Callers will be greeted with a dynamic
announcement for the called department. There are two main departments:
Customer Service and Technical Support.

To provide personalized customer service, Rock Coast also wants to greet callers
with a dynamic announcement that mentions the name of the company where the
caller is employed.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagrams

The following four diagrams illustrate the callflow for this sample application.
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Alncoming call to

STANDARD ANNOUNCEMENT - 1000
"Thank you for calling Rock Coast Software.”

v

GET CUSTOMER INPUT
ANNOUNCEMENT - 109

"Please enter your three digit Customer
Identification Number."
Timeout. Invali
No more -
trie: 3 Diait:
ALoad into variable
%.ci_value
~%%vdn = Tech Support number
or
Customer Service Department number
Customer Service Departme Tech Support
v
CUSTOMER TECH
SERVICE SUPPORT

Figure 3-21. Callflow for Dynamic Announcement 1
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3. Dynamic Announcement

CUSTOMER
SERVICE

I

DYNAMIC ANNOUNCEMENT - 112
"The Customer Service Department will
answer the call from..."

v

DYNAMIC ANNOUNCEMENT - 114
"Customer Name."

v

ENDING ANNOUNCEMENT - 115
"....shortly."

Figure 3-22. Callflow for Dynamic Announcement 2
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TECH SUPPORT

)

DYNAMIC ANNOUNCEMENT - 111
"The Technical Support Department will
answer the call from..."

v

DYNAMIC ANNOUNCEMENT - 113
"Customer Name."

ENDING ANNOUNCEMENT - 115
"....shortly."

Figure 3-23. Callflow for Dynamic Announcement 3

ECS R6.3/DEFINITY Vectors

This sample application uses two DEFINITY vectors. Both vectors use a
Converse vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: Agent Queue Splits are 1 (Customer Service) and 3 (Technical
Support). The CONVERSANT split is 2.

If you are not familiar with DEFINITY call vectoring, read the first few chapters of

the Lucent DEFINITY Communications System Generic 3 or ECS R5 Call
Vectoring/EAS Guide, 555-230-520 or -521.
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Customer Service Vector
. wait-time 2 secs hearing ringback
. gqueue-to main split 1 pri m

1

2

3. wait-time 0 secs hearing music

4. converse-on split 2 pri m passing vdn and none
5

. wait-time 2 secs hearing music

Technical Support Vector
1. wait-time 2 secs hearing ringback
2. queue-to main split 3 prim
3. wait-time 0 secs hearing music
4. converse-on split 2 pri m passing vdn and none
5

. wait-time 2 secs hearing music

Speech Administration

After you diagram your callflow and create your DEFINITY vectors, record your
speech phrases. Typically, it is easier to record speech before creating Customer
Assist vectors.

For this sample application, you must record the following phrases: 1043, 1045,
and 111-115. See the callflow for complete text. All the phrases are in Talkfile
6104.

See|‘Sample Application #2: Standard Announcement’|on page 3-18 for
information on how to create or record vector phrases.

—=> NOTE:
The callflow diagrams show two phrases,113 and 114, which announce
“Customer Name.” These phrases announce the name of the caller’s
company, such as Longhaul Trucking Company or Green Thumb Garden
Center. Rock Coast must record a separate phrase for each of its
customers.
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Customer Assist Vector

This section describes the procedures for creating a dynamic announcement
using Customer Assist and the Customer Assist vectoring language. This sample
application uses one Customer Assist vector, called RC-Main Greet.

Use the following steps to create a hew vector or edit an existing vector:

1. Start at the Customer Assist main menu and select

>Call Vector Configuration

> Create New Vector (Edit Vector)

2. Enter each of the nine steps that will appear in the vector.

See[‘Step Descriptions”| below.

3. Save your vector by pressing SAVE (F3.
The vector is saved to the development database.

4. When you are ready to activate your application, place the vector in
service.

See[‘Placing Vectors in Service”|on page 3-17 for more information.
Figure 3-24|shows the finished vector.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 117 STEPS

>Call Ue| Uector Name: RC-Main Greet Uector Number: 117
Suystem | Description: Rock Coast Main Gree
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE  collect 3 digits into %udn
— 2 ANNOUNCE  Thank you for calling
3 Ed 3 ANNOUNCE Please enter 3 digits
111{RC- 4 GET_DIGT get 3 digits and load into %ci_value
112} Que 5 GOTO Step 3 if Znum_dig_got '= 3
113 Que 6 O¥N_ANNOU phrase in %datal
114 | Get T DYN_ANNOU phrase in %ci_value
1151GSp 8 ANNOUNCE  ...shortly.
1161GSp 9 QUIT End vector
>117{RC- 10
118{RC- 11
119{RC- 12
120! Gsp 13

Please enter the description

HELP INSERT M REMOUE N DEFINE ENTER CANCEL WREFRESH ECHG-KEYS)

Figure 3-24. Finished RC-Main Greet Vector

Step Descriptions
The following is a systematic analysis of the nine steps in the finished vector.
1. CONVERSE

Accepts the three digit VDN from the switch and places the value into the
variable %vdn. The Customer Assist vector uses this information to recite
the Customer Service or Technical Support department name.

The CONVERSE action also places the total number of digits collected
into the variable %num_dig got.

Figure 3-25[shows the CONVERSE action form.
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3-38

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
»>Call Ue| Uector Name: RC-Main Greet Uector Number: 117
System | Description: Rock Coast Main Gree
System
UNIX Sy| Step Action Description
Exit 1 CONUVERSE collect 3 digits into Zudn
— 2 ANNOUNCE Thank you for calling
3 Ed 3 ANNOUNCE Please enter 3 digits
T11HRC-| & _
1121 Que 5 GOTO
1131 0ue ] DYN_A| Converse 3tep gathers TouchTones
1141 Get 7 DYN_A
1151GSp 8 ANNOU| MNumber of Digits to Collect: 3
1161GSp 9 QuiT
>117IRC- 10 Load Digits inte Uariable: %udn
118{RC- 11
119}{RC- 12 Place number of digits collected into! ¥num_dig_got
1201Gsp 13
—_— 14 Comment: collect 3 digits into %udn
| _HELP QcHoICcES W ClosE N | | ENTER [ CANCEL BREFRESH N |

Figure 3-25. CONVERSE Action Form

2. ANNOUNCE

Recites the opening announcement: “Thank you for calling Rock Coast

Software.”
Figure 3-26/shows the ANNOUNCE action form.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
4 EDIT UECTOR NUMBER 117 STEPS

>Call Ue
System
System

Uector Name: RC-Hain Greet Uector Number: 117
Description! Rock Coast Main Gree

ANNOUNCE Action Step Number 2 for vector 117

ANNOUNCE Action step speaks a phrase to caller

Talkfile Number: 6104 US English

Allow Interrupt: Yes I
Phrase Tag: Thank you for calling

Phrase Number:

Phrase Text:

Enter the talkfile.

HELP [QcHoICES WcLosE | ENTER CANCEL MREFRESH JADD-PHR

Figure 3-26. ANNOUNCE Action Form

3. ANNOUNCE

Recites the announcement that prompts callers to enter their three digit
customer identification number.

Figure 3-27|shows the ANNOUNCE action form.
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3-40

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
4 EDIT UECTOR NUMBER 117 STEPS
Uector Name: RC-Main Greet Uector Number: 117
Description: Rock Coast Main Gree

ANNOUNCE Action Step Number 3 for vector 117
AKNNOUNCE Action step speaks a phrase to caller

Talkfile Number: 6104 US English
Allow Interrupt: Yes

Phrase Tag: Please enter 3 digits

Phrase Number:

Phrase Text:

Enter the talkfile.

[_HeLP QcHorces Jf cLose Q|

Figure 3-27. ANNOUNCE Action Form

4. GET_DIGT

Collects three digits from callers and places them into the variable %ci_
value. This step also counts the total number of digits the caller entered

and places that value into the variable %num_dig_got.
Figure 3-28|shows the GET_DIGT action form.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
»Call Ue| Uector Name:!: RC-Main Greet Uector Number: 117
System Description: Rock Coast Main Gree
System
UNIX Sy| Step Action Description
Exit 1 CONVERSE collect 3 digits into %udn
2 ANNOUNCE  Thank you for calling
3 ANNOUNCE Please enter 3 digits
1111{RC- Yy GET_DIGT get 3 digits and load inte %ci_value
112i0ue| 5
113!10Que 6 DYN_A
114 Get T DYN_A| Get Digits Step gathers TouchTones from caller
1151GSp 8 ANNOU
1181GSp 9 QUIT Number of Digits to Collect: 3
>117IRC- 10
1181RC- 11 Load Digits into Variable: %ei_value
1191RC- 12 Place number of digits collected into: Znum_dig_got
1201Gsp 13
— 14 Comment :
Enter the number follow by the Return or ENTER key.
| _HELP JcHorces J cLose N | | ENTER [l CANCEL BREFRESH |

Figure 3-28. GET_DIGT Action Form

5. GOTO

Routes the caller back to Step 3 if less than three digits were not entered,
that is, if the value of the variable %num_dig_got does not equal 3.

Figure 3-29|shows the GOTO action form.
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3-42

GOTO Step

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 117 STEPS

GOTO compares a variable with a value and routes to a vector or step.

GOTO Action Step

»Call Ue| Uector Name: RC-Main Greet Uector Number: 117
System | Description: Rock Coast Main Gree
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 3 digits into Zudn
2 ANNOUNCE Thank you for calling
3 ANNOQUNCE Please enter 3 digits
111{RC- L} GET_DIGT get 3 digits and load into %ci_value
11210Que 5 GOTO Step 3 if %num_dig_qot '= 3

Number 5 Fo; vector 117

ANNOUNCE

Comment :

IF variable %num_digq_qot != 3

Enter "Uector™ or "Step” followed by the Return or ENTER key.

HELP McHoicEs W cLosE N ] ENTER CANCEL MREFRESH | |

Figure 3-29. GOTO Action Form

6. DYN_ANNOU

Recites the phrase whose number corresponds to the VDN that has been
passed from the switch and placed in the variable %vdn. If the DEFINITY
vector passed the VDN for the Technical Support Department, this step
would recite the phrase: “The Technical Support Department will answer
the call from....”

For example, if the DEFINITY vector has passed 111 from the switch, there
should be a vector phrase number 111 in Talkfile #6104 for the
department with that VDN. In the callflow diagrams for this sample
application, 111 is both the VDN and the vector phrase number for the
Technical Support Department at Rock Coast Software.

Figure 3-30|shows the DYN_ANNOU action form.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 117 STEPS

»Call Ue| Uector Name: RC-Main Greet Uector Number: 117
System | Description: Rock Coast Main Gree
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 3 digits into Zudn
— 2 ANNOUNCE Thank you for calling
3 ANNOQUNCE Please enter 3 digits
111{RC- L} GET_DIGT get 3 digits and load into %ci_value
1121 Que 5 GOTO Step 3 if %num_dig_got '= 3
1131 Que ] DYH_ANNOU phrase in Zdatal
114 Get T DYN_ANNOU phrase in %ci_value
1151GSp 8 [sll[ily 5 DYN_ANNOUNCEMENT Action Step Number & for vector 117
1161GSp 9 Quli
>117IRC- 10 __ | DYNAMIC ANNOUNCE Action step speaks a phrase to caller
118{RC- 11
119{RC- 12 _ | Talkfile Number: 6104 Allow Interrupt: VYes
1201Gsp 13 _
— 4 __ | Phrase Number: Adatal

Enter "Yes” to allow the phrase to be interrupted. Otherwise enter "No".

HELP McHoicEs W cLosE N ] | W cancEL QREFReSH ) |

Figure 3-30. DYN_ANNOU Action Form

7. DYN_ANNOU

Recites the caller's company name. This step uses the three digit number
entered by the caller (variable %ci_value) to identify the correct phrase in

Talkfile #6104.

=—>» NOTE:

In this example, Rock Coast must record a phrase in order to recite

the company name of each of its customers.

8. ANNOUNCE
Recites the phrase “shortly” to finish the concatenated announcement.
9. QUIT
Quits the application and returns the call to the switch unconditionally.
shows the QUIT action form.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
»Call Ue| Uector Name:!: RC-Main Greet Uector Number: 117
System Description: Rock Coast Main Gree
System
UNIX Sy| Step HAction Description
Exit 1 CONVERSE collect 3 digits into %udn
2 ANNOUNCE  Thank you for calling
3 ANNOUNCE Please enter 3 digits
111}{RC- L] GET_DIGT qet 2 digits and load into %ci_value
1121 Que 5 GOTO QUIT Action Step Number 9 for vector 117
1131 Que 5 DYN_A
114iGet T DYN_A| QUIT Action Step Ends Call Processing
1151GSp 8 ANNOU
1161GSp 9 QUIT
>117IRC- 10
1181{RC- 11
119{RC- 12 Comment: End vector
1201Gsp 13
— 14
| HELP B Qclose M| | W CANCEL BREFRESH |

Figure 3-31. QUIT Action Form
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Sample Application #4: Automated
Attendants

Business Situation

An Automated Attendant, or Auto Attendant as it is commonly called, provides
menu-driven routing options for incoming callers. Callers are prompted with
menus from which they can select routing options using either their touch-tone
keypad or their voice in a speech-recognition environment.

In this sample application, Rock Coast Software has decided that one incoming
telephone line will pass callers to the Auto Attendant for routing information. Then
callers will be sent back to the switch for proper routing based on information
gathered in the CONVERSANT system. This Auto Attendant allows touch-tones
and speech recognition. It contains five options for routing, one of which routes
callers to another CONVERSANT application, a fax-on-demand system.

=>» NOTE:
Automatic Speech Recognition (ASR) for WholeWord is required on the
CONVERSANT to use speech recognition. Likewise, the optional Speech
Recognition package that works with Customer Assist V7.0 is also required
to use speech recognition.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagrams

The following three diagrams illustrate the callflow for this sample application.
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4. Auto Attendant

Alncoming call

[ Conver se passing none ]

ACD

NOff Hook

PHRASE NUMBER 1043
"Thank you for calling Rock Coast Software."

I

PHRASE NUMBER 116
"If you are cdling from a Touch Tone phone, please press any key now.
Otherwise, please remain on theline."

@ Timeout SPEECH
REC

VRU

Any TT
PHRASE NUMBER 117
—P "For Technical Support, press 1.
For Customer Service, press 2.
PHRASE NUMBER 126 o Forts?'? ress 3. .
"That was an invalid entry. . or Fa”a”yD n 0”3 'Z{" press -
Plesse try again.” or our Fax-on-Demand system, press 5.

1st Try T Invalid or Timeout Tnpt
2nd Try "1-5"
"Load digit entered
PHRASE NUMBER 138 into variable %ci_value
"Thank you for calling Rock Coast
Computer Software. Goodbye." *
ROUTE

@ CALLER

Figure 3-32. Auto Attendant Callflow 1
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4. Auto Attendant
ROUTE
CALLER

|

[ "Route call to appropriate VDN ]

based on %ci_vaue

!

PHRASE NUMBER 119
"Please hold while we connect you to [Department]."

1 2 3 4 5
A 4
PHRASE NUMBER 120 F:HRASE NUMBER124
PHRASE NUMBER 122 ...the Fax-on-Demand

"...Technica Support."

"...Saes." system.”

ADATA RTN l "Execute Fax-on-Demand
Technical Support VDN "DATA_RTN haidiannal
echni ppo Sales VDN NOTE: This application must

finish withaDATA_RTN of 999

or other valid value to correspond

« « with the Definity Vector.
v o >

PHRASE NUMBER 121 \ 4

"...Customer Service." PHRASE NUMBER123
"...Warranty Information."

v !

[ADATA_RTN Customer] [‘DATA_RTN WarrantyJ

Service VDN Information VDN

Figure 3-33. Auto Attendant Callflow 2
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4. Auto Attendant

SPEECH
REC

I

PHRASE NUMBER 118
> "For Technical Support, say 1.
For Customer Service, say 2.

PHRASE NUMBER 126 For Sdes, say 3.
N . . For Warranty Information, say 4.
That was an invalid entry. For our Fax-on-Demand system 5"
Pleasetry again.” System, Sy >
1stTry T Invalid or Timeout
2nd Try
"Load digit entered
PHRASE NUMBER 138 into variable %ci_value
"Thank you for calling Rock Coast
Computer Software. Goodbye." +
ROUTE

« CALLER

Figure 3-34. Auto Attendant Callflow 3
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ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: Agent Queue Splits are 1 (Customer Service) and 3 (Technical
Support). The CONVERSANT split is 2.
1. wait-time 2 secs hearing ringback
converse on split 2 pri m passing none and none
collect 3 digits after announcement none
goto step 6 if digits = 999

route to digits with coverage n

o o A~ DN

stop

Speech Administration

In this sample application, you must record speech for phrase numbers 1043,
and 116-124, 126, and 138. See the callflow for the text of these phrases.

See|‘Sample Application #2: Standard Announcement”|on page 3-18 for
information about how to create or record vector phrases.

Customer Assist Vectors

This AutoAttendant contains four vectors:
1. RC-AutoAttend (see|‘First Vector — RC-AutoAttend”|on page 3-50)
2. RC-AA-TT Menu (see[‘Second Vector — RC-AA-TT Menu’|on page 3-51)
3. RC-AA-Rotary (see[‘Third Vector — RC-AA-Rotary”|on page 3-56)
4. Quit (see[‘Fourth Vector — Quit Veector”|on page 3-61)

For each vector, the sample application first shows the steps in the finished
vector and then describes each step.

Issue 1 September 1998 3-49



Designing a World-Class Call Center

First Vector — RC-AutoAttend

This vector greets incoming callers and, prompts callers to identify whether they
are using a touch-tone telephone, and based on the callers’ responses, routes
the calls to either a touch-tone or speech-recognition vector (second or third
vector, respectively).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998

>Call Ue| Uector Mame: RC-AutoAttend Uector Number: 141
System Description: Rock Coast Software AutoAttendant

System
UNIX Sy| Step Action Description

Exit 1 AHNOUNCE Thank you for calling Rock Coast Softuware
2 ANNOUNCE If you are calling from a TouchTone phone...
3 GET_DIGT get 1 digits and load into ¥%ci_value
4 GOTO Uector 40 if Znum_dig_got = 1
5 GOTO Uector 42 unconditionally
6 QuiT
T
8
9
10
11
12
13
14

Please enter the description

HELP INSERT B REMOUE W DEFINE ENTER CANCEL BREFRESH ECHG-KEYS

Figure 3-35. Finished RC-AutoAttend Vector

Step Descriptions
1. ANNOUNCE

Recites the opening announcement: “Thank you for calling Rock Coast
Software.”

2. ANNOUNCE

Recites an announcement that prompts the caller to identify whether they
are using a touch-tone telephone. Callers may be calling from a rotary
telephone, or they may wish to use speech recognition to navigate the
Auto Attendant.

3. GET_DIGT

Collects digital input from the caller and places the value into the variable
%ci_value. This step also counts the total number of digits heard from the
caller and places that value into the variable %num_dig_got. If %num _
dig_gotis equal to or greater than 1, then the caller has a touch-tone
telephone.

4. GOTO
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Routes callers who identified themselves as having a touch-tone
telephone to the touch-tone vector. See “Second Vector — RC-AA-TT

Menu” on page 3-51.

=—>» NOTE:

Because any touch-tone entry signifies that the customer is using a
touch-tone telephone, this step looks at the value of %num_dig_got.

5. GOTO

If Customer Assist does not “hear” touch-tones (that is, if %6num_dig_got =
0), it assumes the caller has a rotary telephone or is requesting the use of
speech recognition. This step then routes the caller to the third Speech
Recognition vector unconditionally. See[“Third Vector — RC-AA-Rotary”|

on page 3-56.
6. QUIT

Quits the vector and returns control of the call to the DEFINITY vector.

Second Vector — RC-AA-TT Menu

This vector provides an AutoAttendant menu for callers using touch-tone

telephones.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
>Call VUe| Vector Name: RC-RA-TT Menu Uector Number: 142
System Description: Rock Coast AutoAttendant Touch Tone Menu
System
UNIX Sy| Step Action Description
Exit 1 MENU Tech Support 1. Cust Seruv 2. Sales 3. Warr 4 Fax 5
— 2 ANNOUNCE Please hold while we connect you to...
3 Ed| 3 DYN_ANNOU phrase in Xdatal
134{RC- Yy GOTO Step 7 if Zdatal = 124
1351Rou 5 DATA_RTN to PBX with x01
1361RC- 6 EXECUTE program: FaxSystem
1371Dyn I QUIT
1381EWT 8
1391 Que 9
140{Rou 10
141{RC- 11
>1421RC- 12
143{RC- 13
- 14
Enter the vector name.
| ENTER | CaNCEL HREFRESH JICHG-KEVS]

Figure 3-36. Finished RC-AA-TT Menu Vector
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Step Descriptions
1. MENU

This action recites a phrase describing five menu choices and then
provides routing decisions for callers who select one of the choices with
their touch-tone telephones.

The Output Value (variable %datal) is a three digit number.

= For the first four menu choices, this number corresponds to the
VDN of the department (Technical Support, Customer Service,
Sales, or Warranty Information) that has a speech phrase with the
same number. For example, the VDN for Technical Support is 120.
The number of the “Technical Support” speech phrase is also 120.

= For the fifth menu choice, the GOTO action in step 4 uses the
Output Value (124) to route the call to step 7, which executes the
fax-on-demand system. The speech phrase for “the fax-on-demand
system” is 124.

The DYN_ANNOU action in Step 3 recites a dynamic announcement using
the speech phrase specified by the value in %datal.

There are two screens for the MENU action. You access the second
screen (shown in|Figure 3-38Jon page 3-53) by pressing NEXTPAGE 5.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 19398
NORMAL INPUT @ k
Talkfile: 6104 US English Allow Interrupt: Yes
Prompt Phrase: Tech Support 1. Cust Seru 2. Sales 3. Warr 4 Fax 5 1010
Number of digits to collect : Min 1 HMax 1
Time to wait for input (sec): 1st digit €  Next digit(s) 4
Place in Uariables :
Input Zeci_value Output Zdatal
Ualid Input Output Ualue GOTO Uector Uector Name
1 120 CONT
2 121 CONT
3 122 CONT )
4 123 CONT
5 124 CONT
Confirm Input No
Enter the talkfile.

Figure 3-37. MENU Action Form: Normal Input
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
5 MENU Action Step Number 1 for vector 142
SPECIAL CASES !
Caller's input not on list :
Speak Phrase !

Max. number of tries : 3
Output Ualue : GOTO Uector : CONT

Caller did not enter the 1st digit within the time allowed !
Speak Phrase @
Max. number of tries : 3
Output Ualue @ GOTO Uector @ CONT

Caller did not enter the minimum number of digits required :

Speak Phrase !
Max. number of tries : 3

Output UValue @ GOTO Uector @ CONT

Caller has no more tries to enter valid input @
Speak Phrase !

Enter the phrase taq for input not on list abouve.

HELP NCHOICES W CLOSE PREVPAGE] NEXTPAGE CANCEL BRFFRESH EADD-PHR

Figure 3-38. MENU Action Form: Special Cases

=>» NOTE:
The second page of the MENU action is helpful because it allows for
error checking, input confirmation, and error routing.

2. ANNOUNCE

Recites a standard announcement: “Please hold while we connect you
to...”

3. DYN_ANNOU

Recites a dynamic announcement: a speech phrase identified by the
value currently in the variable %datal. This phrase is the name of the
destination where the caller is being routed, either a department
(Technical Support, Customer Service, Sales, or Warranty Information) or
the fax-on-demand system.

4. GOTO

Routes the caller to step 7, which executes the fax-on-demand
application, if the variable %datal is 124. 124 is also the number of the
speech phrase for “the fax-on-demand system.”

5. DATA_RTN

Delivers the VDN number (the current value of the variable %datal) back
to the switch so that it knows where to route the caller.
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The DATA_RTN action also sends a FAC (feature access code) to the
switch. The FAC instructs the switch what it should do with the passed
data.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1938
>Call Ue| Uector Name: RC-AA-TT Menu Uector Number: 142
System Description: Rock Coast AutoAttendant Touch Tone Menu
System 5 Data Return Action, Step Number 5 for vector 142
UNIX Sy| Step Action
Exit 1 MENU DATA_RTN Action returns information to switch.
2 ANNOUNCE
3 DYN_AMNNO| Feature Access Code: =01
134{RC- Yy GOTO
1351Rou 5 DATA_RTN| Data Return Segment 1: Zdatal
1361{RC- 6 EXECUTE Data Return Segment 2:
1371Dyn T QUIT Data Return Segment 3:
1381EUT 8 Data Return Segment 4:
1391 Que 9 Data Return Segment 5:
140 {Rou 10 Data Return Segment G6:
141 {RC- 11 Data Return Segment 7:
>142{RC- 12 Data Return Segment 8:
1431RC- 13
- 14 Comment :
Enter the value or variable of the data field followed by the ENTER key.
| _HELP JcHorces J cLose N | | ENTER [l CANCEL BREFRESH |

Figure 3-39. DATA_RTN Action Form

6. EXECUTE
Executes the fax-on-demand system.

The screen displays the EXECUTE action dialog box as well as some of
the applications currently available on the CONVERSANT.

3-54 Issue 1 September 1998



Sample Application #4: Automated Attendants

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1398
4 EDIT UECTOR NUMBER 142 STEPS
»Call Ue| Uector Name: RC-AA-TT Menu Uector Number: 142

PO 5 EXECUTE ACTION 6 for vector 42§

System

UNIX Sy| S| EXECUTE ACTION STARTS A HEW PROGRAM

Exit Application: Fax3ystem Write Call Data Record Immed.:iyes
13 Ed Argument 1:

1341RC- Argument 2:

1351Rou Argument 3:

1361RC- Argument Y:

1371 0un Argument S:

1381EWT Argument 61

1391 Que Argument Ti

1401 Rou Argument 8:

1411{RC- Argument 9:

>1421RC- Argument 10:

143{RC- Return Ualue: #return_ulu

C nt:

Enter the application name follow by the Return or ENTER key.

HELP McHoIcEs WcLose B | ENTER CANCEL BREFRESH |

Figure 3-40. EXECUTE Action Form

7. QUIT

Quits Customer Assist.
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Third Vector — RC-AA-Rotary

This vector provides an AutoAttendant menu for callers using Speech

Recognition.

LUCENT TECHNOLOGIES Customer Assist Care Center - August 13, 1998
Yy EDIT UECTOR NUMBER 143 STEPS

>Call Ue| Uector Name: RC-AA-Rotary Uector Number: 143
System Description: Rock Coast AutoAttendant for Rotary
System
UNIX Sy| Step Action Description
Exit 1 SET Zhum_tried = Znum_tried = @

— GET_SPCH get digits and load into %ci_value
3 Ed| 3 GOTO Step 7 if Znum_dig_got = 1
138 1EWT 4 SET #Znum_tried = Znum_tried + 1
1391 Que 5 GOTO Uector 43 if Znum_tried = 2
1401 Rou 6 GOTO Step 2 unconditionally
141 {RC- 7 SET %ei_value = %ei_value + 119
142 |RC- 8 ANNOUNCE Please hold while we connect you to...

>143|RC- 9 DYN_ANNOU phrase in %ci_value
144 {RC- 10 GOTO Step 13 if %ci_value = 124
145 RC- 11 DATA_RTN to PBX with =01
146 {RC- 12 QUIT
147{RC- 13 EXECUTE program: test

- 14 QuIT

HELP INSERT | REMOUE | DEFINE

Press the CHOICES key for the list of available actions.

ENTER CANCEL BREFRESH BCHG-KEYS)

Figure 3-41. Finished RC-AA-Rotary Vector

Step Descriptions
1. SET

3-56

Sets a counter variable, %num_tried, to 0. The vector uses this variable to
count the number of times that a caller tries to speak the number of a valid
menu choice at the GET_SPCH action. A caller is allowed two tries. After 2
unsuccessful tries, the GOTO action in step 5 routes the caller to the guit
vector.

GET_SPCH

This action recites a phrase describing five menu choices and then uses
the speech-recognition package to listen to callers’ voices as they make a
choice.

The action:

= Collects 1 digit with a value from 1 through 5 and places the digit in
the variable %ci_value

= Places the number of digits collected (either 0 or 1) into the variable
%num_dig_got
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
5 GET_SPCH ACTION, STEP 2 for vector 143 7
Get Speech Step gathers Spoken Digit(s) from caller

Comment: Speech Recognition prompt

Consolidate responses into variable: Z%ci_value
Place number of digits collected into: Znum_dig_got

Talkfile: 6183 US English I
Phrase Tag Number Ualid Input

SpRec Tech § 1. Cust Serv 2. Sales 3. Warr 4. FaxS 1 digit: 1-3
Confirmation: None Time limit per response: 6

HELP [QcHoICES W cLosE B | ENTER CANCEL BREFRESH MADD-PHR

Figure 3-42. GET_SPCH Action Form

3. GOTO
Allows a caller who speaks a valid number to continue in the vector.

If the value of %num_dig _got = 1, the GOTO action routes the call to
step 7 for routing based on the caller’s input.

4. SET

If the caller did not speak a valid number (that is, if %6num_dig_got = 0),
this action Increases the counter variable, %num_tried, by 1.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-AA-Rotary Uector Number: 143
System Description: Rock Coast AutoAttendant for Rotary
System
UNIX Sy| Step HAction Description
Exit 1 SET Znum_tried = Znum_tried = 0
2 GET_SPCH get digits and load into Zci_value
3 GOTO Step 7 if Znhum_dig_got = 1
135!Rou L] SET Znum_tried = %num_tried + 1
1361RC- 5 GOTO SET Action Step Number 4 for vector 143
1371Dyn 5 GOTO
1381EWT T SET SET Action Step Performs Operation on Variable
1391 Que 8 ANNOU
1401Rou 9 DYN_A
1411RC- 10 GOTO Uariable Operator Value
1421RC- 11 DATA_| Z#num_tried + 1
>1431RC- 12  QUIT
144 {RC- 13 Comment :
E— 14
Enter the variable name follow by the Return or ENTER key.
| _HELP QcHorcEs J cLose N | | ENTER | CANCEL WREFRESH i |

Figure 3-43. SET Action Form

5. GOTO
Routes a caller who runs out of tries to the guit vector.

Callers are allowed two tries. The GOTO action determines whether the
value of the counter variable, %num_tried, equals 2.

6. GOTO

Routes callers who have not run out of tries back to the GET_SPCH action
in step 2.

7. SET

Converts the caller’s choice into a three digit number that is used when
routing the caller to the desired department or the fax-on-demand system.
The SET action adds 119 to the value in the variable %ci_value.

= For the first four menu choices, the number in %ci_value
corresponds to the VDN of the department (Technical Support,
Customer Service, Sales, or Warranty Information) that has a
speech phrase with the same number. For example, the VDN for
Technical Support is 120. The number of the “Technical Support”
speech phrase is also 120.

= For the fifth menu choice, the GOTO action in step 10 uses the
number in %ci_value (124) to route the call to step 13, which
executes the fax-on-demand system. The speech phrase for “the
fax-on-demand system” is 124.
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10.

The DYN_ANNOU action in step 9 speaks a dynamic announcement
using the speech phrase specified by the value in %ci _value.

=>» NOTE:
For this routing mechanism to work, each department’s VDN must
equal the menu choice plus 119. The VDNSs of the four departments
are 120, 121, 122, and 123 and their menu choices are 1, 2, 3, and 4
respectively.

ANNOUNCE

Speaks a standard announcement: “Please hold while we connect you
to...”

DYN_ANNOU

Speaks a dynamic announcement: a speech phrase identified by the
value currently in the variable %ci_value. This phrase is the name of the
destination where the caller is being routed, either a department
(Technical Support, Customer Service, Sales, or Warranty Information) or
the fax-on-demand system.

The speech phrase has the same number as the department’s VDN. For
example, the VDN for Technical Support is 120. The number of the
“Technical Support” speech phrase is also 120.

GOTO

Routes the caller to step 13, which executes the fax-on-demand
application, if the variable %ci_value is 124. 124 is also the number of the
speech phrase for “fax-on-demand system.”
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3-60

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 143 STEPS

GOTO Step 13

IF variable Zci_value = 124

Comment i Route if caller chooses Fax

>Call VUe| Uector Name: RC-AA-Rotary Uector Number: 143
System Description: Rock Coast AutoAttendant for Retary
System
UNIX Sy| Step Action Description
Exit 1 SET Znum_tried = Znum_tried = ©
2 GET_SPCH get digits and load into %ci_uvalue
3 GOTO Step 7 if %num_dig_got = 1
1351Rou L} SET Znum_tried = Znum_tried + 1
1361RC- 5 GOTO Uector 43 if Znum_tried = 2
5 GOTO Action Step Number 10 for vector 143

GOTO compares a variable with a value and routes to a vector or step.

Enter "Uector™ or "Step” followed by the Return or ENTER key.

HELP [WcHOICES W cLosE N | ENTER CANCEL WREFRESH |l |

Figure 3-44. GOTO Action Form

11. DATA_RTN

Sends the VDN number, which is the current value of %ci_value, to the

switch so it knows where to route the caller.

The DATA_RTN action also sends a FAC (feature access code) to the

switch. The FAC instructs the switch what it should do with the passed

data.
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>Call Ue

System
System
UNIX Sy
Exit

1351Rou
1361RC-
1371Dyn
1381EUT
1391 Que
148{Rou
1411RC-
1421RC-
>1431RC-
144 {RC-

Uector Name:

Step

WO UEwWwN =

10
11
12
13
14

Action
SET
GET_SPC
GOTO
SET
GOTO
GOTO
SET
ANNOUNC
DYN_ANN
GOTO
DATA_RT
QUIT

DATA_RTN Action returns information to switch.

Feature Access Code!

Data
Data
Data
Data
Data
Data
Data
Data

Comment :

Return
Return
Return
Return
Return
Return
Return
Return

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 143 STEPS
RC-AA-Rotary

Description: Rock Coast AutoAttendant for Rotar
5 Data Return Action, Step Number 11 for vector 143

Segment
Segment
Segment
Segment
Segment
Segment
Segment
Segment

Sends the UDN back to the switch

Uector Number: 143

*01

1: ¥%ci_value

|_HeLP QcHorces Jf cLose Q|

Enter the FAC followed by the Return or ENTER key.

[ ENTER i CANCEL BREFRESH |

Figure 3-45. DATA_RTN Action Form

12. QUIT

Quits the Customer Assist vector and returns the call to the DEFINITY
vector.

13. EXECUTE

Executes the fax-on-demand system.

14. QUIT

Quits the Customer Assist vector.

Fourth Vector — Quit Vector

This vector plays a final announcement and returns callers to the switch.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 15 STEPS

>Call Ue| Uector Name: Quit Uector Number: 15
System | Description: Quit
System
UNIX Sy| Step Action Description
Exit 1 ANNOUNCE  Goodbye.
— 2 QUIT
3 Ed 3
9iMorni L]
10}Afte 5
111Hang ]
12}Pass T
13/D0Q W 8
14{Get 9
>151Quit 10
161Swit 11
17iAsht 12
18| XFER 13
— 14

Enter the vector name.

Figure 3-46. Finished QUIT Vector

Step Descriptions
1. ANNOUNCE

Plays a standard announcement: “Thank you for calling Rock Coast
Software. Goodbye.”

2. QUIT

Quits the Customer Assist vector and routes the caller back to the
DEFINITY vector.
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Sample Application #5: Bulletin

Boards

Business Situation

Bulletin boards are similar to auto attendants but differ by offering information
“trees” rather than routing callers to specific locations.

In this example, Rock Coast Software has created an automated information line
to help callers answer questions about company products, upgrade issues,
addresses and telephone numbers, and employment opportunities. Rock Coast
Software wants callers to be able to access this information 24 hours a day, 7
days a week. Rock Coast Software will be able to accomplish this goal with
Customer Assist using bulletin boards.

Bulletin boards are created in Customer Assist using a unique combination of
MENU actions, SWITCH actions, announcements, and dynamic announcements.

Similar to the auto attendant in sample application #4, this bulletin board
application allows touch-tones and speech recognition.

—=> NOTE:
Automatic Speech Recognition (ASR) for WholeWord is required on the
CONVERSANT to use speech recognition. Likewise, the optional Speech
Recognition package that works with Customer Assist V7.0 is also required
to use speech recognition.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagrams

The following 12 diagrams illustrate the callflow for this sample application.
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Alncoming call

v

PHRASE NUMBER 108
"Thank you for calling Rock Coast Software."

v

PHRASE NUMBER 116
"If you are calling from a Touch Tone phone, please press 1 now.
Otherwise, please remain on the line."

Timeout SPEECH
—>
Any TT REC
PHRASE NUMBER 126

"Y ou have reached the Rock Coast Software
Automated Information Line.
For information about our products, please press 1. <« MAIN
For information on software upgrades, press 2. MENU
For our address and company phone numbers, press 3.
For employment opportunities, press4.
To exit this system, please press 5.

ERROR Invalid
HANDLING

MAIN MENU
CONT.

Figure 3-47. Bulletin Board Callflow 1
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MAIN MENU
CONT.
i"l' "2 i"B' "4 ¢ "E
INFORMATION PHRASE NUMBER12¢ EXIT
MENU " Address Announcement"
v \ 4
PHRASE NUMBERI13C
UPGRADE “Employment
M ENU Announcement"
PHRASE NUMBER131

"To return to the Main menu, press 1.
To exit the system, press 2."

ERROR Invalid i ;
npu
HANDLING
L 1 Lz
MAIN EXIT
MENU

Figure 3-48. Bulletin Board Callflow 2
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INFORMATION
MENU

v

PHRASE NUMBER133

"For information about Rock Coast Software products for Windows '95, please press 1.
For information about Rock coast Software products for Windows 3.1.1 or Windows NT, press 2.
For information about Rock Coast Software products for Macintosh, press 3.
For information about Rock Coast Software Products for Unix, press 4.
To exit the system, please press 5."

Invalid ERROR
HANDLING
WINDOWS 95 PHRASE NUMBER136 EXIT
"Macintosh
MENU Announcement”
PHRASE NUMBER 135 PHRASE NUMBER137
"Win 3.1.1 Announcement” "Unix Announcement"
PHRASE NUMBER131

"To return to the Main menu, please press 1.

To exit the system, press 2."

ERROR
HANDLING

Invalid N

v v

MAIN EXIT

MENU

Figure 3-49. Bulletin Board Callflow 3
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UPGRADE
MENU

l

PHRASE NUMBER139
"For information about upgrading a Windows 95 product, please press 1.
For information about upgrading any other Rock coast Software product, press 2.
To exit the system, please press 3.

Invalid ERROR
HANDLING

X

[

PHRASE NUMBER 141 PHRASE NUMBER142 EXIT
"Windows 95 Upgrade "All other Upgrades
Announcement” Announcement”
PHRASE NUMBER131

"To return to the Main menu, please press 1.
To exit the system, press 2."

ERROR Invaid @
HANDLING
L"l" lz

MAIN EXIT
MENU

Figure 3-50. Bulletin Board Callflow 4
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UPGRADE
MENU

|

PHRASE NUMBER140
"For information about upgrading a Windows 95 product, please say 1.
For information about upgrading any other Rock coast Software product, say 2.
To exit the system, please say 3.

™ Invalid ERROR
HANDLING
g
l--l-- 2 ¢3
A 4
PHRASE NUMBER 141 PHRASE NUMBER142 EXIT
"Windows 95 Upgrade "All other Upgrades
Announcement” Announcement”
PHRASE NUMBER132

"To return to the Main menu, please say 1.
To exit the system, say 2."

ERROR Invalid
HANDLING

MAIN EXIT
MENU

Figure 3-51. Bulletin Board Callflow 5
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PHRASE NUMBER 138
"Thank you for calling
Rock Coast Computer

Software. Goodbye."

ERROR
HANDLING

v

(Phrase, prompt for input)

Invalid or Timeout A Invalid or Timeout
Input

2nd Try

Valid
Response

v

1st Try

(Continuation of callflow)

EXIT

!

PHRASE NUMBER 138
"Thank you for calling
Rock Coast Computer

Software. Goodbye."

PHRASE NUMBER 128

> "We're sorry, your response

was not recognized. Please
try again."

Return to previous
phrase and prompt

Figure 3-52. Bulletin Board Callflow 6
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SPEECH
REC

!

PHRASE NUMBER 127
"Y ou have reached the Rock Coast Software
Automated Information Line.
For information about our products, please say 1. MAIN
For information on software upgrades, say 2. MENU
For our address and company phone numbers, say 3.
For employment opportunities, say 4.
To exit this system, please say 5.

ERROR Invalid Tnput
HANDLING
1.5
v
MAIN MENU
CONT.

Figure 3-53. Bulletin Board Callflow 7
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MAIN MENU
CONT.
l"l" no ls g l "5
INFORMATION PHRASE NUMBER129 EXIT
MENU "Address Announcement"
PHRASE NUMBER130
UPGRADE "Employment
MENU Announcement”
PHRASE NUMBER132

"To return to the Main menu, please say 1.
To exit the system, say 2."

ERROR Invalid
HANDLING

Figure 3-54. Bulletin Board Callflow 8
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INFORMATION
MENU

v

PHRASE NUMBER134

"For information about Rock Coast Software products for Windows '95, please say 1.
For information about Rock coast Software products for Windows 3.1.1 or Windows NT, say 2.
For information about Rock Coast Software products for Macintosh,say 3.
For information about Rock Coast Software Products for Unix, say 4.
To exit the system, please say 5."

Invalid ERROR
HANDLING
¢--1-- 7 l3 T L"s
WINDOWS 95 PHRASE NUMBER136 EXIT
MENU "Macintosh
Announcement"
PHRASE NUMBER 135 PHRASE NUMBER137
"Win 3.1.1 Announcement” "Unix Announcement"
PHRASE NUMBER132

"To return to the Main menu, please say 1.
To exit the system, say 2."

ERROR
HANDLING

Invalid

MAIN EXIT

MENU

Figure 3-55. Bulletin Board Callflow 9

3-72 Issue 1 September 1998




Sample Application #5: Bulletin Boards

UPGRADE
MENU

|

PHRASE NUMBER140
"For information about upgrading a Windows 95 product, please say 1.
For information about upgrading any other Rock coast Software product, say 2.
To exit the system, please say 3.

oot Invalid ERROR
HANDLING
"y
l--l-- 7 I
A 4
PHRASE NUMBER 141 PHRASE NUMBER142 EXIT
"Windows 95 Upgrade "All other Upgrades
Announcement” Announcement”
PHRASE NUMBER132

"To return to the Main menu, please say 1.
To exit the system, say 2."

ERROR
HANDLING

MAIN EXIT
MENU

Figure 3-56. Bulletin Board Callflow 10
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WINDOWS 95
MENU

!

PHRASE NUMBER144
"For information about Product A, please say 1.
For information about Product B, say 2.
To exit the system, please say 3.

Invalid ERROR
HANDLING
i"ln l"zu ¢ "3"
PHRASE NUMBER 145 PHRASE NUMBER146 EXIT
"Product A "Product B
Announcement” Announcement”
PHRASE NUMBER132

"To return to the Main menu, please say 1.
To exit the system, say 2."

ERROR Invalid
HANDL ING @
¢T l@

MAIN EXIT
MENU

Figure 3-57. Bulletin Board Callflow 11
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ERROR
HANDLING

v

(Phrase, prompt for input)

PHRASE NUMBER 138 ) ) PHRASE NUMBER 128
"Thank you for calling Invalid or Timeout Aput Invalid or Timeout "We're sorry, your response
Rock Coast Computer 2nd Try 1st Try was not recognized. Please

Software. Goodbye." try again.”
valid

Response

Return to previous
phrase and prompt

Cavoca v

(Continuation of callflow)

EXIT

!

PHRASE NUMBER 138
"Thank you for calling
Rock Coast Computer

Software. Goodbye."

Figure 3-58. Bulletin Board Callflow 12
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Customer Assist Vectors

The bulletin board for Rock Coast Software has 12 vectors that implement the
callflows for this sample application.

38:RC-BB-Main Vec (see [*First Vector — RC-BB-Main Vec”|on page 3-76)

39:RC-BB-TT Menu (see|“Second Vector — RC-BB-TT Menu”|on page
3-79)

40:RC-BB-SCR Menu (see["“Third Vector — RC-BB-SR Main”|on page
3-82)

41:RC-BB-InfoMenu (see|“Third Vector — RC-BB-SR Main”|on page 3-82)

42:RC-BB-UpgradTT (see|"Fifth Vector — RC-BB-UpgradTT”|on page
3-88)

43:RC-BB-Return? (see|“Sixth Vector — RC-BB-Return?”’|on page 3-91)
44:RC-BB-SR Info (see['Seventh Vector — RC-BB-SR Info”|on page 3-93)

45:RC-BB-SR Upgra (see [‘Eighth Vector — RC-BB-SR Upgr’jon page
3-96)

46:RC-BB-SR Retur (see|‘Ninth Vector — RC-BB-SR Retur’|on page 3-99)

47:RC-BB-Win95Men (see[*Eighth Vector — RC-BB-SR Upgr’|on page
3-96)

48:RC-BB-SR Win95 (not shown on the Edit Vector screen, see
[Vector — RC-BB-SR Win95”|on page 3-106)

32:Quit (not shown on the Edit Vector screen, see [‘Twelfth Vector — Quit’]
on page 3-110)

For each vector, the sample application first shows the steps in the finished
vector and then describes each step.

First Vector — RC-BB-Main Vec

This vector greets incoming callers, prompts them to specify whether they are
using a touch-tone telephone, and then routes the calls to either a touch-tone or
speech-recognition vector (second or third vector, respectively).

3-76
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-BB-Main Uec Uector Number: 136
System Description: Rock Coast Bulletin
System
UNIX Sy| Step Action Description
Exit 1 ANNOUNCE Rock Coast - Main Greeting
— ANNOUNCE Using Touch Tone?

3 GET_DIGT get 1 digits and load into ¥%ci_value
1311 Que 4 GOTO Uector 39 if %Znum_dig_got = 1
132 {Rou 5 GOTO Uector 48 unconditionally
133 Que 6 Quit
1341RC- T
135{Rou 8
>136{RC- 9
1371 Dyn 10
138 EWT 11

1391 Que 12
1401 Rou 13

Enter the vector name.

HELP INSERT B REMOUE N DEFINE ENTER CANCEL NREFRESH ECHG-KEYS)

Figure 3-59. Finished RC-BB-Main Vec Vector

Step Descriptions
1. ANNOUNCE

Recites the opening announcement: “Thank you for calling Rock Coast
Software.”

2. ANNOUNCE

Recites an announcement that prompts the caller to identify whether they
are using a touch-tone telephone. Callers may be calling from a rotary
telephone, or they may wish to use speech recognition to navigate the
bulletin board.

3. GET_DIGT

Collects digital input from the caller and places the value into the variable
%ci_value. This step also counts the total number of digits heard from the
caller and places that value into the variable %num_dig_got. If %num_
dig_gotis equal to or greater than 1, then the caller has a touch-tone
telephone.

4. GOTO

Routes callers who identified themselves as having a touch-tone
telephone to the touch-tone vector. See|‘Second Vector — RC-BB-TT]|

on page 3-79.
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=>» NOTE:
Because any touch-tone entry signifies that the customer is using a
touch-tone telephone, this step looks at the value of %num_dig_got.

5. GOTO

If Customer Assist does not “hear” touch-tones (that is, if %6num_dig _got=
0), it assumes the caller has a rotary telephone or is requesting the use of
speech recognition. This step then routes the caller to the Speech
Recoghnition vector unconditionally. See[“Third Vector — RC-BB-SR Main”|
on page 3-82.

6. QUIT

Quits the vector and returns control of the call to the DEFINITY vector.
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Second Vector — RC-BB-TT Menu

This vector provides a bulletin board menu for callers using touch-tone
telephones. It plays two dynamic announcements and then routes callers to other
vectors depending on their selection.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 1998
] EDIT UECTOR NUMBER 119 STEPS

>Call Ue| Uector Name: RC-BB-TT Menu Uector Number: 119
System Description: Rock Coast Bulletin
System
UNIX Sy| Step Action Description
Exit 1 HENU RC-BB-Main HMenu
—— D¥YN_ANNOU phrase in Zdatal
3 GOTO Uector 43 unconditionally
>119|RC- 4 QuiT
1201 Gsp 5
121 {RC- 6
122{RC- T
1231RC- 8
124}RC- 9
125{RC- 10
126 | Dyn 11
1271 Dyn 12
128 | EWT 13
E— 14

Enter the vector name.

HELP INSERT B REMOUE N DEFINE ENTER CANCEL NREFRESH ECHG-KEYS)

Figure 3-60. Finished RC-BB-TT Menu Vector
Assumptions: Agent Queue Splits are 1 (Customer Service) and 3 (Technical
Support). The CONVERSANT split is 2.

1. wait-time 2 secs hearing ringback

Step Descriptions
1. MENU

Recites a phrase (number 126, as illustrated in the callflow) describing
five menu choices. Callers select one of the choices with their touch-tone
telephones.

Customer Assist collects the input from the caller and places the collected
digits into the variable %ci value.

On the MENU action form|(Figure 3-61),|the M n and Max values of 1
indicate that Customer Assist is looking for no fewer than or no more than
one collected digit from each caller.

Customer Assist places the output value into the variable %datal.
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After the variable %datal is populated, a GOTO vector step moves the
caller to the next step or to another vector in the callflow.

Specifically:

= Choices 1, 2, and 5 route callers to vectors 96, 97, and 15,
respectively. See|"“Third Vector — RC-BB-SR Main”[on page 3-82,
“Fifth Vector — RC-BB-UpgradTT”|on page 3-88, and
\Vector — Quit”|on page 3-110.

= Choices 3 and 4 select dynamic announcements. The MENU action
places a three digit output value (129 or 130, respectively) in the
variable %datal. The DYN_ANNOU action in step 2 then recites a
dynamic announcement using the speech phrase specified by the
value in %datal.

There are two screens for the MENU action. You access the second
screen by pressing NEXTPAGE (F5). You can return to the first page by
pressing PREVPAGE [F4).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
NORMAL INPUT : k
Talkfile: B104 US English Allow Interrupt: Yes
Prompt Phrase:
Number of digits to collect : Min 1 Max 1
Time to wait for input (sec): 1st digit 6  Next digit(s) 4
Place in Uariables :
Input %ci_value Output Ydatal
Valid Input Output Value GOTO Vector Uector Name
1 98 Future-Testing
2 ar Future-Testing
3 129 CONT
4 130 CONT
S 15 Quit
Confirm Input HNo
Enter the talkfile.

Figure 3-61. MENU Action Form: Normal Input

The second page of this form includes contingencies for callers who make
mistakes while entering information. Use this page to speak a phrase
announcement that informs callers of any errors during data entry. For example,
Rock Coast Software uses phrase number 128, as illustrated in the callflows:
“We’'re sorry, your response was not recognized. Please try again.” The following
fields contain the number of tries that a caller has to enter correct information, the
output value that will be populated in %datal, and the GOTO vector step that
routes the caller to the next step in the callflow.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
5 MENU Action Step Number 1 for vector 119
SPECIAL CASES :
Caller's input not on list :
Speak Phrase :

Max. number of tries ! 2
Output Ualue : 999 GOTO Vector & 15 Quit

Caller did not enter the 1st digit within the time allowed !

Speak Phrase !
Max. number of tries : 2

Output Ualue : 999 GOTO Uector @ 15 Quit

Caller did not enter the minimum number of digits required !

Speak Phrase !
Max. number of tries : 2

Output Ualue : 999 GOTO Uector : 15 Quit

Caller has no more tries to enter valid input @
Speak Phrase @

Enter the phrase tag for input not on list above.

HELP CHOICES CLOSE PRE ¥PAGE] NEXTPAGER CANCEL ERFFRESH EADD—PHR

Figure 3-62. MENU Action Form: Special Cases

2. DYN_ANNOU

If callers select choice 3 or 4, the DYN_ANNOU action recites a dynamic
announcement: a speech phrase identified by the value currently in the
variable %datal. This phrase is either the “Address Announcement”
(phrase number 129) or the “Employee Announcement” (phrase number
130).

GOTO

Routes the caller to vector 43. See|"“Sixth Vector — RC-BB-Return?”|on
page 3-91.

4. QUIT

Quits the vector and returns control of the call to the DEFINITY vector.

w
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Third Vector — RC-BB-SR Main

This vector provides a bulletin board menu for callers using speech recognition,
plays two dynamic announcements, and routes callers to other vectors based on
their choices.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
»Call Ue| Uector Name: RC-BB-SR-Main Uector Number: 144
System Description: Rock Coast Bulletin Board SpeechRec Main
System
UNIX Sy| Step HAction Description
Exit 1 SET Znum_tried = Znum_tried = 0
— 2 GET_SPCH get digits and load into Zci_value
3 GOTO Step 8 if Znhum_tried = 1
135!Rou L] SET #num_tried = %num_tried + 1
1361RC- 5 GOTO Uector 32 if Znum_tried = 2
1371Dyn 5 ANNOUNCE That was an invalid entry. Please try again
1381EWT T GOTO Step 2 unconditionally
1391 Que 8 SET %ci_value = ¥ci_value + 144
148 {Rou 9 SWITCH Routes callers to appropriate place
141 {RC- 10 DYN_ANNOU phrase in %ci_uvalue
1421RC- 11 GOTO Uector 46 unconditionally
1431RC- 12 QUIT
>144{RC- 13
— 14

Figure 3-63. Finished RC-BB-SR Main Vector

Step Descriptions
1. SET

Sets a counter variable, %num_tried, to 0. The vector uses this variable to
count the number of times that a caller tries to speak the number of a valid
menu choice at the GET_SPCH action. A caller is allowed two tries. After
two unsuccessful tries, the GOTO action in step 5 routes the caller to the
quit vector.

2. GET_SPCH

This action recites a phrase (number 127, as illustrated in the callflow)
describing five menu choices and then uses the speech-recognition
package to listen to callers’ voices as they make a choice.
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The action:

= Accepts as valid input 1 digit with a value from 1 through 5 and
places the digit in the variable %ci value

= Places the number of digits collected (either 0 or 1) into the variable
%num_dig_got

There will be no confirmation of the choices that the caller made using
speech recognition.

3. GOTO
Allows a caller who speaks a valid number to continue in the vector.

If the value of %num_dig _got = 1, the GOTO action routes the call to
step 8 for routing based on the caller’s input.

4. SET

If the caller did not speak a valid number (that is, if %6num_dig_got = 0),
this action increases the counter variable, %num_tried, by 1.

5. GOTO
Routes a caller who runs out of tries to the guit vector.

Callers have two tries. The GOTO action determines whether the value of
the counter variable, %num_tried, equals 2.

6. ANNOUNCE

If the caller did not speak a valid number, this step plays a standard
announcement: “We’re sorry, your response was not recognized. Please
try again.”

7. GOTO

Routes callers who have not run out of tries back to the GET_SPCH action
in step 2.

8. SET

Converts the caller’s choice into a three digit number that is used when
routing the caller or playing a dynamic announcement. The SET action
adds 126 to the value in the variable %ci value.

9. SWITCH

Evaluates the value of the variable %ci_value and routes the caller to a
vector associated with the value.

=« Forthe value 127 (GET _SPCH choice 1), the action routes the caller
to vector 44. See[‘Seventh Vector — RC-BB-SR Info”|on page 3-93.

=« Forthe value 128 (GET _SPCH choice 2), the action routes the caller
to vector 45. See|“Eighth Vector — RC-BB-SR Upgr”|on page 3-96.

=« Forthe value 131 (GET _SPCH choice 5), the action routes the caller
to vector 32. See|‘Twelfth Vector — Quit”|on page 3-110.
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For the values 129 and 130 (GET_SPCH choices 3 and 4), the SWITCH
action does not contain routing information. Processing continues in the
current vector.

System
System
UNIX Sy
Exit

135|Rou
136 |RC-
1371Dyn
138 1EWT
1391 Que
148 | Rou
141 |RC-
142 |RC-
143 |RC-

3 Ed

>1H4{RC-

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
] EDIT UECTOR NUMBER 144 STEPS
>Call Ue| Vel SWITCH Action Step Number 9 for vector 144

De

St

Please enter your comments.

[_HeLP JcHoIcEs  cLosE J | [ ENTER _J§ CANCEL JREFRESH |

SWITCH evaluates variables and routes matches to vectors

Comment : Routes callers to appropriate place
Variable: Zci_value Operator: =
UALUE UECTOR NUM UECTOR NAME
147 15 Quit

Figure 3-64. SWITCH Action Form

10. DYN_ANNOU

Speaks a dynamic announcement: a speech phrase identified by the
value currently in the variable %ci _value. This phrase is either the
“Address Announcement” (phrase number 129) or the “Employee
Announcement” (phrase number 130). These are GET_SPCH choices 3
and 4, respectively.

11. GOTO

Routes the caller to vector 46. See[“Ninth Vector — RC-BB-SR Retur”|on
page 3-99.

12. QUIT

Quits the Customer Assist vector and returns the call to the DEFINITY
vector.
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Fourth Vector — RC-BB-InfoMenu

This vector provides the Information Menu for callers using touch-tone
telephones (Figure 3-65).

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
>Call Ue| Uector Name: RC-BB-InfoMenu Uector Number: 123
Suystem | Description: Rock Coast Bulletin Board Info Main Menu
System
UNIX Sy| Step Action Description
Exit 1 MENU Information Main Menu - TT
2 DYN_ANNOU phrase in Zdatal
3 GOTO Uector 43 unconditionally
1191RC- y QUIT
1201Gsp 5
1211RC- 6
1221RC- 7
>»1231RC- 8
124!RC- 9
1251RC- 10
1261Dyn 1
1271Dyn 12
1281EUT 13
— 14
Enter the vector name.

Figure 3-65. Finished RC-BB-InfoMenu Vector

Step Descriptions
1. MENU

Recites a phrase (number 133 in the callflow) describing five menu
choices. Callers select one of the choices with their touch-tone
telephones.

Customer Assist collects the input from the caller and places the collected
digits into the variable %ci value.

The M n and Max values of 1 indicate that Customer Assist is looking for
no less than or no more than one collected digit from each caller.

Customer Assist places the output value into the variable %datal.

After the variable %datal is populated, a GOTO vector step moves the
caller to the next step or to another vector in the callflow.
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Specifically:

= Choices 1 and 5 route callers to vectors 121 and 113, respectively.

See[‘Eighth Vector — RC-BB-SR Upgr”|on page 3-96 and |“Twelfth
\Vector — Quit”|on page 3-110.

= Choices 2, 3, and 4 select dynamic announcements. The MENU

action places a three digit output value (135, 136, or 137,
respectively) in the variable %datal. The DYN_ANNOU action in
step 2 then recites a dynamic announcement using the speech
phrase specified by the value in %datal.

There are two screens for the MENU action. You access the second
screen by pressing NEXTPAGE (F5). You can return to the first page by
pressing PREVPAGE [F4).

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
NORMAL INPUT : k
Talkfile: 6104 US English Allow Interrupt: Yes
Prompt Phrase:
Number of digits to collect : Min 1 Max 1
Time to wait for input (sec): 1st digit 6  Next digit(s) 4%
Place in Uariables !
Input %ci_value Output Zdatal
Ualid Input Qutput Value GOTO Vector Uector Name
1 121 RC-BB-Win95Hen
2 135 CONT
3 136 CONT v
4 137 CONT
5 113 Queu Pos Templ
Confirm Input No
Enter the talkfile.

Figure 3-66. MENU Action Form: Normal Input
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LUCENT TECHHOLOGIES Customer Assist Care Center - July 31, 19398
5 MENU Action Step Number 1 for vector 123

SPECIAL CASES :

Caller's input not on list !

Speak Phrase !
Max. number of tries : 3

Output Ualue : GOTO Uector : CONT

Caller did not enter the 1st digit within the time allowed !

Speak Phrase !
Max. number of tries ! 3

Output Ualue : GOTO Uector : CONT

Caller did not enter the minimum number of digits required :

Speak Phrase !
Max. number of tries ! 3

Output Ualue : GOTO Uector : CONT

Caller has no more tries to enter valid input :
Speak Phrase !

Enter the phrase tag for input not on list above.

HELP [CHOICES CLOSE [PREVPAGE] NEXTPAGER CANCEL ERFFRESH RADD—PHR

Figure 3-67. MENU Action Form: Special Cases

2.

w

DYN_ANNOU

If callers select choice 2, 3, or 4, the DYN_ANNOU action recites a
dynamic announcement: a speech phrase identified by the value currently
in the variable %datal. This phrase is the “Win 3.1.1 Announcement”
(phrase number 135), the “Macintosh Announcement” (phrase number
136),or the “Unix Announcement” (phrase number 137).

GOTO

Routes the caller to vector 43. See|"Sixth Vector — RC-BB-Return?|' on
page 3-91.

QuUIT

Quits the vector and returns control of the call to the DEFINITY vector.
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Fifth Vector — RC-BB-UpgradTT

This vector provides the Upgrade Menu for callers using touch-tone telephones
(Figure 3-68).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-BB-UpqradTT Uector Number: 125
System Description: Rock Coast Bulletin
System
UNIX Sy| Step HAction Description
Exit 1 MENU Upgrades Main Menu - TT
2 GOTO Uector 43 unconditionally
3 QUIT
119{RC- L}
1201Gsp 5
1211RC- 5
1221RC- T
1231RC- 8
124{RC- 9
>1251RC- 10
1261Dyn 11
12710yn 12
1281EUT 13
E— 14
Enter the vector name.

Figure 3-68. Finished RC-BB-UpgradTT Vector

Step Descriptions
1. MENU

Recites a phrase (number 139 in the callflow) describing three menu
choices. Callers select one of the choices with their touch-tone
telephones.

Customer Assist collects the input from the caller and places the collected
digits into the variable %ci value.

The M n and Max values of 1 indicate that Customer Assist is looking for
no less than or no more than one collected digit from each caller.

Customer Assist places the output value into the variable %datal.

After the variable %datal is populated, a GOTO vector step moves the
caller to the next step or to another vector in the callflow.
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Specifically:

Choices 1 and 2 select dynamic announcements. The MENU action
places a three digit output value (141 or 142, respectively) in the
variable %datal. The DYN_ANNOU action in step 2 then recites a
dynamic announcement using the speech phrase specified by the
value in %datal.

Choice 3 routes callers to vector 113. See|“Twelfth Vector — Quit”]
on page 3-110.

There are two screens for the MENU action. You access the second
screen by pressing NEXTPAGE (5).

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
5 MENU Action Step Number 1 for vector 125

NORMAL INPUT : k
Talkfile: B104 US English Allow Interrupt: Yes
Prompt Phrase! Upgrades Main Menu - TT 1013
Number of digits to collect : Min 1 Max 1
Time to wait for input (sec): 1st digit 6 Next digit(s) 4
Place in Uariables :
Input %ci_value Output Zdatal
Ualid Input Output Value GOTO Vector Uector Name

1 41 CONT

2 142 CONT

3 32 Future-Testing Ui
Confirm Input HNo

Enter the talkfile.
HELP WCHOICES | CLOSE JPREVPAGE]

NEXTPAGER CANCEL ERFFRESH BADD-FHR

Figure 3-69. MENU Action Form: Normal Input
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
5 MENU Action Step Number 1 for vector 125
SPECIAL CASES @
Caller's input not on list !
Speak Phrase !

Max. number of tries ! 3
Output Ualue : GOTO Uector @ CONT

Caller did not enter the 1st digit within the time allowed !

Speak Phrase :
Max. number of tries & 3

OQutput Ualue @ GOTO Uector @ CONT

Caller did not enter the minimum number of digits required :

Speak Phrase :
Max. number of tries : 3

Output Ualue : GOTO Uector @ CONT

Caller has no more tries to enter valid input @
Speak Phrase :

Enter the phrase tag for input not on list above.

HELP NCHOICES @ CLOSE PRE YPAGE] NEXTPAGEl CANCEL EREFRESH EADD-PHR

Figure 3-70. MENU Action Form: Special Cases

2. DYN_ANNOU

If callers select choice 1 or 2, the DYN_ANNOU action recites a dynamic

announcement: a speech phrase identified by the value currently in the
variable %datal. This phrase is either the “Windows 95 Upgrade
Announcement” (phrase number 141) or the “All other Upgrades
Announcement” (phrase number 142).

3. GOTO

Routes the caller to vector 43. See|‘Sixth Vector — RC-BB-Return?”|on
page 3-91.

4. QUIT

Quits the vector and returns control of the call to the DEFINITY vector.
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Sixth Vector — RC-BB-Return?

The bulletin board routes callers to this vector whenever it plays a dynamic
announcement. After callers hear the information they requested, they are routed
to this vector, which enables them to return to the main menu or exit the system
(Figure 3-71).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-BB-Return? Uector Number: 122
System Description: Rock Coast Bulletin
System
UNIX Sy| Step HAction Description
Exit 1 MENU To Return to Main Menu - TT
— 2 QUIT
3
119{RC- Yy
1201Gsp 5
1211RC- 6
>1221RC- T
1231RC- 8
124{RC- 9
1251RC- 10
1261Dyn 11
12710yn 12
128 1EUT 13
- 14
Enter the vector name.

Figure 3-71. Finished RC-BB-Return? Vector

Step Descriptions
1. MENU

Recites a phrase (number 131 in the callflow) describing two menu
choices. Callers select one of the choices with their touch-tone
telephones.

Customer Assist collects the input from the caller and places the collected
digits into the variable %ci value.

The M n and Max values of 1 indicate that Customer Assist is looking for
no less than or no more than one collected digit from each caller.

Customer Assist places the output value into the variable %datal.

After the variable %datal is populated, a GOTO vector step moves the
caller to the next step or to another vector in the callflow.

Choices 1 and 2 route callers to vectors 95 and 113, respectively. See
[‘Second Vector — RC-BB-TT Menu”|on page 3-79 and [“Twelfth Vector —
Quit” on page 3-110.

Issue 1 September 1998 3-91



Designing a World-Class Call Center

3-92

There are two screens for the MENU action. You access the second
screen by pressing NEXTPAGE (F5).

LUCENT TECHHOLOGIES Customer Assist Care Center - July 31, 19398

NORMAL INPUT : k
Talkfile: 6104 Us English Allow Interrupt: Yes
Prompt Phrase:
Number of digqits to collect : Min 1 Max 1
Time to wait for input (sec): 1st digit &  Next digit(s) 4
Place in Uariables !

Input %ci_value Output Zdatal
Ualid Input Output Value GOTO Vector Uector Name
1 95 Future-Testing
2 113 Queu Pos Templ I

Confirm Input HNo

Enter the talkfile.
HELP WCHOICES W CLOSE WPREVPAGE] NEXTPAGEl CANCEL WREFRESH NADD-PHR

Figure 3-72. MENU Action Form: Normal Input

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
5 MENU Action Step Number 1 for vector 122
SPECIAL CASES @
Caller's input not on list !
Speak Phrase !

Max. number of tries ! 3
Output Ualue : GOTO Uector @ CONT

Caller did not enter the 1st digit within the time allowed !

Speak Phrase :
Max. number of tries & 3

OQutput Ualue @ GOTO Uector @ CONT

Caller did not enter the minimum number of digits required :

Speak Phrase :
Max. number of tries : 3

Output Ualue : GOTO Uector @ CONT

Caller has no more tries to enter valid input @
Speak Phrase :

Enter the phrase tag for input not on list above.

HELP [CHOICES CLOSE PREVPAGE] NEXTPAGER CANCEL ERFFRESH RADD—PHR

Figure 3-73. MENU Action Form: Special Cases
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2. QUIT

Quits the vector and returns control of the call to the DEFINITY vector.

Seventh Vector — RC-BB-SR Info

This vector provides the Information Menu for callers using speech recognition
(Figure 3-74).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 153 STEPS

>Call Ue| Uector Name: RC-BB-SR-Info Uector Number: 153
Suystem | Description: Rock Coast Bulletin Board SpeechRec Info
System
UNIX Sy| Step Action Description
Exit 1 SET Znum_tried = ¥num_tried = ©

— GET_SPCH qget digits and load into %ci_value
3 Ed 3 GOTO Step 8 if Ynum_dig_got = 1
148 |RC- 4 SET Znum_tried = Znum_tried + 1
149 {RC- 5 GOTO Uector 32 if %num_tried = 2
158 {RC- B ANNOUNCE = That was an invalid entry. Please try again
1511CH4 T GOTO Step 2 unconditionally
152 | ADA 8 SET %eci_value = Zei_value + 133

>153|RC- 9 SWITCH Routes callers to appropriate place
2001 Ash 10 DYN_ANNOU phrase in ¥%ci_value
2011UK 11 GOTO Uector 145 unconditionally
202 uk 12 QUIT
203 uk 13

— 14

Enter the vector name.

Figure 3-74. Finished RC-BB-SR Info Vector

Step Descriptions
1. SET

Sets a counter variable, %num_tried, to 0. The vector uses this variable to
count the number of times that a caller tries to speak the number of a valid
menu choice at the GET_SPCH action. A caller is allowed two tries. After
two unsuccessful tries, the GOTO action in step 5 routes the caller to the
quit vector.

2. GET_SPCH

This action recites a phrase (number 134, as illustrated in the callflow)
describing five menu choices and then uses the speech-recognition
package to listen to callers’ voices as they make a choice.

The action:

= Accepts as valid input 1 digit with a value from 1 through 5 and
places the digit in the variable %ci value
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= Places the number of digits collected (either 0 or 1) into the variable
%num_dig_got

There will be no confirmation of the choices that the caller made using
speech recognition.

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
5 GET_SPCH ACTION, STEP 2 for vector 153 ]
Get Speech Step gathers Spoken Digit(s) from caller

Comment 3 Speech Recognition Prompt

Consolidate responses into variable: Zci_value
Place number of digits collected into: Znum_dig_got

Talkfile: 6104 US English I
Phrase Tag Number Ualid Input
Upgrades Main Menu - SR 1015 1 digit:1-3
Confirmation: None Time limit per response! B

Please enter your comments.

|_HeLP QcHorces Jf cLosE Q|

Figure 3-75. GET_SPCH Action Form

3.

GOTO

Allows a caller who speaks a valid number to continue in the vector. If the
value of %num _dig got = 1, the GOTO action routes the call to step 8 for
routing based on the caller’s input.

SET

If the caller did not speak a valid number (that is, if %6num_dig_got = 0),
this action increases the counter variable, %num_tried, by 1.

GOTO

Routes a caller who runs out of tries to the guit vector. Callers have two
tries. The GOTO action determines whether the value of the counter
variable, %num_tried, equals 2.

ANNOUNCE

If the caller did not speak a valid nhumber, this step plays a standard
announcement: “We're sorry, your response was not recoghized. Please
try again.”

GOTO
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Routes callers who have not run out of tries back to the GET_SPCH action
in step 2.

. SET

Converts the caller’s choice into a three digit number that is used when
routing the caller or playing a dynamic announcement. The SET action
adds 133 to the value in the variable %ci value.

. SWITCH

Evaluates the value of the variable %ci_value and routes the caller to a
vector associated with the value.

For the value 134 (choice 1), the action routes the caller to vector
48. See|“Eleventh Vector — RC-BB-SR Win95”|on page 3-106.

For the value 138 (choice 5), the action routes the caller to vector
32. See|“Twelfth Vector — Quit”|on page 3-110.

For the values 135, 136, and 137 (choices 2, 3, and 4), the SWITCH action
does not contain routing information. Processing continues in the vector.

System De

System

UNIX Sy| S$t| Comment:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
] EDIT UECTOR NUMBER 153 STEPS
>Call Ue| Vel SWITCH Action Step Number 9 for vector 153

SWITCH evaluates variables and routes matches to vectors
Routes callers to appropriate place

Exit Variable:

UALUE
148 {RC-

—

%ci_value

Operator:

UECTOR NUM
138

UECTOR NAME
RC-BB-Main Uec

143 |RC-

15 ouit

150 (RC-

1511CH

1521 ADA

>1531RC-

200} Ash

201 UK

202 uk

203 1uk

Please enter your comments.

HELP [cHOICES W cLosE B |

ENTER CANCEL BREFRESH |

Figure 3-76. SWITCH Action Form

10. DYN_ANNOU
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11.

12.

If callers speak 2, 3, or 4, the DYN_ANNOU action speaks a dynamic
announcement: a speech phrase identified by the value currently in the
variable %datal. This phrase is the “Win 3.1.1 Announcement” (phrase
number 135), the “Macintosh Announcement” (phrase number 136),or the
“Unix Announcement” (phrase number 137).

GOTO

Routes the caller to vector 46. See[“Ninth Vector — RC-BB-SR Retur’|on
page 3-99.

QuUIT

Quits the Customer Assist vector and returns the call to the DEFINITY
vector.

Eighth Vector — RC-BB-SR Upgr

3-96

This vector provides the Upgrade Menu for callers using speech recognition.
(Figure 3-77).

>Call Ue| Uector Name: RC-BB-SR-Upaqr Uector Number: 154
System | Description: Rock Coast Bulletin Board SpeechRec Upgr
System
UNIX Sy| Step Action Description
Exit 1 SET #num_tried = %num_tried = 0

— 2 GET_SPCH get digits and load into Zci_uvalue
3 Ed| 3 GOTO Step 8 if XZnum_dig_got = 1
1491RC- L} SET %num_tried = Znum_tried + 1
1581RC- 5 GOTO Vector 32 if Znum_tried = 2
1511CY B ANNOUNCE That was an invalid entry. Please try again
1521ADA T GOTO Step 2 unconditionally
1531RC- 8 SET %ei_value = %ei_value + 140

>154{RC- 9 SWITCH Routes callers to appropriate place
2001Ash 10  DYN_ANNOU phrase in %ci_value
281 1UK 11 GOTO Uector 145 unconditionally
202 uk 12 QUIT
203 juk 13

— 14

Enter the vector name.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 154 STEPS

Figure 3-77. Finished RC-BB-SR Upgr Vector

Step Descriptions
1. SET
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Sets a counter variable, %num_tried, to 0. The vector uses this variable to
count the number of times that a caller tries to speak the number of a valid
menu choice at the GET_SPCH action. A caller is allowed two tries. After
two unsuccessful tries, the GOTO action in step 5 routes the caller to the
quit vector.

2. GET_SPCH

This action recites a phrase (number 140, as illustrated in the callflow)
describing three menu choices and then uses the speech-recognition
package to listen to callers’ voices as they make a choice.

The action:

= Accepts as valid input 1 digit with a value from 1 through 3 and
places the digit in the variable %ci value

= Places the number of digits collected (either O or 1) into the variable
%num_dig_got

There will be no confirmation of the choices that the caller made using
speech recognition.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
5 GET_SPCH ACTION, STEP 2 for vector 154 1
Get Speech Step gathers Spoken Diqit(s) from caller

Comment : Speech Recognhition Prompt

Consolidate responses into variable:!: Zci_value
Place number of digits collected into! %num_dig_got

Talkfile: 6104 US English I
Phrase Tag Number Ualid Input
Upgrades Main Menu - SR 1015 1 digit:1-3
Confirmation: None Time limit per response! &

Please enter your comments.

HELP [cHOICES W cLosE B | ENTER CcANCEL WREFRESH MADD-PHR

Figure 3-78. GET_SPCH Action Form

3. GOTO

Allows a caller who speaks a valid number to continue in the vector. If the
value of %num _dig got = 1, the GOTO action routes the call to step 8 for
routing based on the caller’s input.
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. SET

If the caller did not speak a valid number (that is, if %6num_dig_got = 0),
this action Increases the counter variable, %num_tried, by 1.

. GOTO

Routes a caller who runs out of tries to the guit vector. Callers have two
tries. The GOTO action determines whether the value of the counter
variable, %num_tried, equals 2.

. ANNOUNCE

If the caller did not speak a valid number, this step plays a standard
announcement:“We're sorry, your response was not recognized. Please try
again.”

. GOTO

Routes callers who have not run out of tries back to the GET_SPCH action
in step 2.

. SET

Converts the caller’s choice into a three digit number that is used when
routing the caller or playing a dynamic announcement. The SET action
adds 140 to the value in the variable %ci value.

. SWITCH

Evaluates the value of the variable %ci_value and routes the caller to a
vector associated with the value.

For the value 143 (GET _SPCH choice 3), the action routes the caller to
vector 32. See[“Twelfth Vector — Quit”|on page 3-110.

For the values 141 and 142 (GET_SPCH choices 1 and 2), the SWITCH
action does not contain routing information. Processing continues in the
current vector.
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LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398
>Call Ue| UeriEl SWITCH Action Step Number 9 for vector 154
System De
System SWITCH evaluates variables and routes matches to vectors
UNIX Sy| S$t| Comment: Routes callers to appropriate place
Exit Uariable: Zci_value Operator: =
3 Ed UALUE UECTOR NUM UECTOR NAME
149 {RC- 1 138 RC-BB-Main Uec
150 {RC~- 2 15 Quit
1511CY _
152 | ADA _
1531RC- _
>1541RC- _
2001 Ash -
2011UK _
202 uk _
203 uk _
Please enter your comments.
] ]

Figure 3-79. SWITCH Action Form

10. DYN_ANNOU

If callers speak 1 or 2, the DYN_ANNOU action speaks a dynamic
announcement: a speech phrase identified by the value currently in the
variable %datal. This phrase is either the “Windows 95 Upgrade
Announcement” (phrase number 141) or the “All other Upgrades
Announcement” (phrase number 142).

11. GOTO

Routes the caller to vector 46. See“Ninth Vector — RC-BB-SR Retur” on

page 3-99.

12. QUIT

Quits the Customer Assist vector and returns the call to the DEFINITY

vector.

Ninth Vector — RC-BB-SR Retur

This vector prompts callers using speech recognition to identify whether they
want to return to the main menu or exit the system. The bulletin board routes
callers to this vector each time it plays a dynamic announcement that provides
information selected by the caller with a menu choice.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-BB-SR-Retur Uector Number: 145
System Description: Rock Coast Bulletin Board SpeechRec Retu
System
UNIX Sy| Step Action Description
Exit 1 SET Znum_tried = Znum_tried = @
2 GET_SPCH get digits and load into Z%ci_value
3 GOTO Step 8 if %Znum_dig_got = 1
1371Dyn Yy SET #nhum_tried = Znum_tried + 1
1381EUT 5 GOTO Uector 32 if Znum_tried = 2
1391Que 5 ANNOUNCE That was an invalid entry. Please try again
148 {Rou T GOTO Step 2 unconditionally
141 {RC- 8 SWITCH Routes callers to appropriate place
1421RC- 9 QUIT
1431RC- 10
144 {RC- 11
>1451RC- 12
146 {RC- 13
— 14
Enter the vector name.

Figure 3-80. Finished RC-BB-SR Retur Vector

Step Descriptions
1. SET

Sets a counter variable, %num_tried, to 0. The vector uses this variable to
count the number of times that a caller tries to speak the number of a valid
menu choice at the GET_SPCH action. A caller is allowed two tries. After
two unsuccessful tries, the GOTO action in step 5 routes the caller to the
quit vector.

2. GET_SPCH

Recites a phrase (number 132, as illustrated in the callflow) describing
two menu choices and then uses the speech-recognition package to listen
to callers’ voices as they make a choice.

The action:

= Accepts as valid input 1 digit with a value from 1 through 2 and
places the digit in the variable %ci value

= Places the number of digits collected (either 0 or 1) for the variable
%ci_value into the variable %num_dig_got

There will be no confirmation of the choices that the caller made using
speech recognition.

3-100 Issue 1 September 1998



Sample Application #5: Bulletin Boards

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
5 GET_SPCH ACTION, STEP 2 for vector 145 ]
Get Speech Step gathers Spoken Digit(s) from caller

Comment 3 Speech Recognition Prompt

Consolidate responses into variable: Zci_value
Place number of digits collected into: Znum_dig_got

Talkfile: 6104 US English

Phrase Tag
Upgrades Main Menu - SR

Number Ualid Input I

1815 1 digit:1-3

Confirmation: None Time limit per response! B

Please enter your comments.

[_HeLP QcHorces Jf cLose Q|

Figure 3-81. GET_SPCH Action Form

=>» NOTE:
Figure 3-81 incorrectly shows the valid input for the GET_SPCH
action as yes- no ratherthan 1 di gi t: 1- 2. Although yes/no
responses do not match the callflow or the SWITCH action step in
this vector, you can use yes and no input with speech recognition.
The GET_SPCH action would place either 1 for “Yes” or O for “No” in
the variable %ci value.

. GOTO

Allows a caller who speaks valid data to continue in the vector.

If the value of %num_dig _got = 1, the GOTO action routes the call to
step 8 for routing based on the caller’s input.

. SET

If the caller did not speak a valid number (that is, if %6num_dig_got = 0),
this action Increases the counter variable, %num_tried, by 1.

. GOTO

Routes a caller who runs out of tries to the guit vector.

Callers have two tries. The GOTO action determines whether the value of
the counter variable, %num_tried, equals 2.

. ANNOUNCE
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If the caller did not speak a valid nhumber, this step plays a standard
announcement: “We're sorry, your response was not recoghized. Please
try again.”

GOTO

Routes callers who have not run out of tries back to the GET_SPCH action
in step 2.

SWITCH

Evaluates the value of the variable %ci_value and routes the caller to a
vector associated with the value.

For the value 1 (GET _SPCH choice 1), the action routes the caller to vector
40. See|“Third Vector — RC-BB-SR Main”|on page 3-82.

For the value 2 (GET _SPCH choice 2), the action routes the caller to vector
32. See|“Twelfth Vector — Quit”|on page 3-110.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
] EDIT UECTOR NUMBER 145 STEPS
>Call Ue| Vel SWITCH Action Step Number 8 for vector 145

System De

System SWITCH evaluates variables and routes matches to vectors
UNIX Sy| S$t| Comment: Routes callers to appropriate place

Exit Variable: Z%ci_value Operator: =

>145|RC-
1461RC-

UALUE UECTOR NUM UECTOR NAME
136 RC-BB-Main Uec

15 Quit I

—

1371 Dyn
138 EWT 2
139 Que
140 | Rou
141 {RC-
142 {RC-
143 |RC-
144 |RC-

Please enter your comments.

HELP [cHOICES W cLosE B |

ENTER CANCEL BREFRESH |

Figure 3-82. SWITCH Action Form

9. QUIT

Quits the Customer Assist vector and returns the call to the DEFINITY

vector.
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Tenth Vector — RC-BB-Win95Men

This vector provides the Windows 95 Menu for callers using touch-tone
telephones (Figure 3-83). This is the lowest level in the bulletin board.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
m
»Call Ue| Uector Name: RC-BB-Win9SHen Uector Number: 121

System Description! Rock Coast Bulletin

System

UNIX Sy| Step Action Description

Exit 1 HENU Windows 95 Main Menu - TT
—— D¥YN_ANNOU phrase in %datal

3 GOTO Uector 43 unconditionally

1161G5p 4 QuIT

117IRC- 5

118{RC- [

1191{RC- T

120}iGsp 8
>121|RC- 9

122{RC- 10

1231{RC- 11

124{RC- 12

1251RC- 13
— 14
Enter the vector name.

Figure 3-83. Finished RC-BB-win95Men Vector

Step Descriptions
1. MENU

Recites a phrase (number 143 in the callflow) describing three menu
choices. Callers select one of the choices with their touch-tone
telephones.

Customer Assist collects the input from the caller and places the collected
digits into the variable %ci value.

The M n and Max values of 1 indicate that Customer Assist is looking for
no less than or no more than one collected digit from each caller.

Customer Assist places the output value into the variable %datal.

After the variable %datal is populated, a GOTO vector step moves the
caller to the next step or to another vector in the callflow.

Issue 1 September 1998 3-103



Designing a World-Class Call Center

Specifically:

= Choices 1 and 2 select dynamic announcements. The MENU action
places a three digit output value (145 or 146, respectively) in the
variable %datal. The DYN_ANNOU action in step 2 then recites a
dynamic announcement using the speech phrase specified by the
value in %datal.

= Choice 3 routes callers to vector 113. See[“Twelfth Vector — Quit”|
on page 3-110.

There are two screens for the MENU action. You access the second
screen by pressing NEXTPAGE (5).

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938

NORMAL INPUT : k
Talkfile: 6104 US English Allow Interrupt: Yes
Prompt Phrase:
Number of digits to collect : Min 1 Max 1
Time to wait for input (sec): 1st digit 6  Next digit(s) 4%
Place in Uariables !

Input %ci_value Output Zdatal
Ualid Input Qutput Value GOTO Vector Uector Name
1 145 CONT
2 146 CONT
3 113 Queu Pos Templ Yl

Confirm Input No

Enter the talkfile.
HELP NCHOICES W CLOSE NFREVPAGE] NEXTPAGEl] CANCEL WREFRESH WADD-PHR

Figure 3-84. MENU Action Form: Normal Input
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
5 MENU Action Step Number 1 for vector 121
SPECIAL CASES :
Caller's input not on list !
Speak Phrase :

Max. number of tries ! 3
Output Ualue : GOTO Uector @ CONT

Caller did not enter the 1st digit within the time allowed !

Speak Phrase !
Max. number of tries ! 3

Output Ualue : GOTO Uector @ CONT

Caller did not enter the minimum number of digits regquired :

Speak Phrase :
Max. number of tries ! 3

Output Ualue : GOTO Uector @ CONT

Caller has no more tries to enter valid input !
Speak Phrase :

Enter the phrase taq for input not on list above.

HELP CHOICES CLOSE PREYPAGE] NEXTPAGER CANCEL ERFFRESH EADD—PHR

Figure 3-85. MENU Action Form: Special Cases

2. DYN_ANNOU

If callers select choice 1 or 2, the DYN_ANNOU action recites a dynamic
announcement: a speech phrase identified by the value currently in the
variable %datal. This phrase is either the “Product A Announcement”
(phrase number 145) or the “Product B Announcement” (phrase number
146).

3. GOTO

Routes the caller to vector 43. See|"Sixth Vector — RC-BB-Return?”|on
page 3-91.

4. QUIT

Quits the vector and returns control of the call to the DEFINITY vector.
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Eleventh Vector — RC-BB-SR Win95

This vector provides the Windows 95 Menu for callers using speech recognition
(Figure 3-86). This is the lowest level in the bulletin board.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Hame:!: RC-BB-SR-Win95 Uector Number: 144
System Description: Rock Coast Bulletin Board SpeechRec Main
System
UNIX Sy| Step Action Description
Exit 1 SET Zhum_tried = Znum_tried = @
—— 2 GET_SPCH get digits and load into ¥ci_value
13 Ed| 3 GOTO Step 8 if %num_tried = 1
135{Rou y SET Zhum_tried = Znum_tried + 1
136{RC- 5 GOTO Uector 32 if Znum_tried = 2
1371Dyn [ ANWOUNCE That was an invalid entry. Please try again
138 EUT T GOTO Step 2 unconditionally
1391 Que 8 SET %ci_value = Zeci_value + 144
148 Rou 9 SWITCH Routes callers to appropriate place
141 {RC- 10 DYN_ANNOU phrase in Zeci_value
142 {RC- 11 GOTO Uector 48 unconditionally
143{RC- 12 QUIT
>144|RC- 13
— 14
Enter the vector name.

Figure 3-86. Finished RC-BB-SR Win95 Vector

Step Descriptions
1. SET

Sets a counter variable, %num_tried, to 0. The vector uses this variable to
count the number of times that a caller tries to speak the number of a valid
menu choice at the GET_SPCH action. A caller is allowed two tries. After
two unsuccessful tries, the GOTO action in step 5 routes the caller to the
quit vector.

2. GET_SPCH

This action recites a phrase (number 144, as illustrated in the callflow)
describing three menu choices and then uses the speech-recognition
package to listen to callers’ voices as they make a choice.

The action:

= Accepts as valid input 1 digit with a value from 1 through 3 and
places the digit in the variable %ci value

= Places the number of digits collected (either 0 or 1) into the variable
%num_dig_got
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There will be no confirmation of the choices that the caller made using
speech recognition.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
5 GET_SPCH ACTION, STEP 2 for vector 144 b
Get Speech Step gathers Spoken Digit(s) from caller

Comment : Speech Recognition Prompt

Consolidate responses into variable: %ci_value
Place number of digits collected into: Znum_dig_got

Talkfile! G104 US English

Phrase Tag Number Ualid Input
Upgrades Main Menu - SR 1015 1 digit:1-3
Confirmation: None Time limit per response! B

Please enter your comments.

HELP McHoicEs i cLosE N | ENTER CANCEL BREFRESH WADD-PHR

Figure 3-87. GET_SPCH Action Form

3. GOTO

Allows a caller who speaks a valid number to continue in the vector. If the
value of %num_dig got = 1, the GOTO action routes the call to step 8 for
routing based on the caller’s input.

4. SET

If the caller did not speak a valid number (that is, if %6num_dig_got = 0),
this action increases the counter variable, %num_tried, by 1.

5. GOTO

Routes a caller who runs out of tries to the guit vector. Callers have two
tries. The GOTO action determines whether the value of the counter
variable, %num_tried, equals 2.

6. ANNOUNCE

If the caller did not speak a valid number, this step plays a standard
announcement:“We’'re sorry, your response was not recognized. Please try
again.”

7. GOTO

Routes callers who have not run out of tries back to the GET_SPCH action
in step 2.
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3-108

8

. SET

Converts the caller’s choice into a three digit number that is used when
routing the caller or playing a dynamic announcement. The SET action
adds 144 to the value in the variable %ci value.

SWITCH

Evaluates the value of the variable %ci_value and routes the caller to a
vector associated with the value.

For the value 147 (GET_SPCH choice 3), the action routes the caller to
vector 32. See|‘Twelfth Vector — Quit”|on page 3-110.

For the values 141 and 142 (GET_SPCH choices 1 and 2), the SWITCH
action does not contain routing information. Processing continues in the
current vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 144 STEPS
>Call Ue| Vel SWITCH Action Step Number 9 for vector 144

Exit UVariable: %ci_value Operator: =

>144 {RC-

Please enter your comments.

|_HeLP _JcHoIcEs J cLosE J | [ ENTER _J§ CANCEL JREFRESH |

System De
System SWITCH evaluates variables and routes matches to vectors
UNIX Sy| St| Comment: Routes callers to appropriate place

3 Ed| UALUE UECTOR NUM UECTOR NAME
1351Rou 147 Quit

1361RC-
137{Dyn
138 EWT
1391 Que
140 | Rou
141 {RC-
142 |RC-
143 {RC-

_
BRRRRRNRNNC
T

Figure 3-88. SWITCH Action Form

10

11.

. DYN_ANNOU

If callers speak 1 or 2, the DYN_ANNOU action speaks a dynamic
announcement: a speech phrase identified by the value currently in the
variable %datal. This phrase is either the “Product A Announcement”
(phrase number 145) or the “Product B Announcement” (phrase number
146).

GOTO

Routes the caller to vector 46. See|“Ninth Vector — RC-BB-SR Retur”|on
page 3-99.
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12. QUIT

Quits the Customer Assist vector and returns the call to the DEFINITY
vector.
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Twelfth Vector — Quit

This vector plays a final announcement and returns callers to the switch.

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
»Call Ue| Uector Name: Quit Uector Number: 15
System | Description: Quit
System
UNIX Sy| Step Action Description
Exit 1 ANNOUNCE Goodbye.
— 2 QUIT
L3 Ed|
ichose L}
8iSched 5
9{Morni [
10}Afte T
111Hang 8
121Pass 9
13iDQ M 10
141 Get 11
>15{Quit 12
161Swit 13
E— 14
Enter the vector name.

Figure 3-89. Finished Quit Vector

Step Descriptions
1. ANNOUNCE

Plays a standard announcement: “Thank you for calling Rock Coast
Computer Software. Goodbye.”

2. QUIT

Quits the Customer Assist vector and routes the caller back to the
DEFINITY vector.
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Sample Application #6: Announce
Queue Position

Business Situation

The Rock Coast Software Company wants to provide callers who are on hold with
information about their actual queue position. For example, callers hear an
announcement such as, “The Rock Coast Customer Service Department will be
with you shortly. Currently, there are [number of] callers ahead of you waiting to
speak with our agents. We will be with you as soon as possible.”

The delivery of their queue position is the focus of this sample application. See
“Sample Application #7: Estimated Wait Time”|on page 3-118 for information on
how to provide callers with options, such as Estimated Wait Time, Anticipated
Delay, and Queue Position, that they can select, based on queue-related
information.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagram

The following diagram shows the callflow for this sample application.
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Call Flow,

ROCK COAST V15197
6. ANNOUNCE QUEUE POSITION

[ ~ Incoming call ]

v

(ACD Phrase Number 150)
"Thank you for calling Rock Coast Software. To help serve you better, please
select from one of the following three options:
For Customer Service, press 1. For Technical Support, press 2.
For al other inquires, press 3."

v

[ ~Conver se passing qpos ]

ACD

VRU

+"1" *2 "3"

4

(Phrase Number 151) (Phrase Number 152) -
"A Rock Coast Customer Service "A Rock Coast Technical Support * Continue
Representative will bewith you Representative will be with you with call
shortly. Currently there are...” shortly. Currently there are..”
( . ( ¢ A
" Spesk the number of callersin A Speak the number of callersin
L queue ahead of this caller queue ahead of this caller
(.
(Phrase Number 153) (Phrase Number 153)
"...(caller|callers) ahead of you waiting "...(caller|callers) ahead of you waiting to
to speak with our agents. Wewill be speak with our agents. We will be with
with you as soon as possible.” you as soon as possible."

AData RTN

A 4

A Continue with call

Figure 3-90. Announce Queue Position Call Flow
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ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: Agent Queue Splits are 1 (Customer Service), 2 (Technical
Support, and 3 (General Support.) The CONVERSANT split is Split 4.
1. collect 1 digits after announcement 150
goto step 7 if digits = 1
goto step 12 if digits = 2
gueue-to main split 3 pri m
wait-time 60 secs hearing music
goto step 5 if unconditionally
gueue-to main split 1 pri m

wait-time 0 secs hearing music

© © N o gk~ w DN

converse-on split 4 pri m passing gpos and 1

=
o

wait-time 60 secs hearing music

=
=

. goto step 10 if unconditionally

=
N

. gqueue-to main split 2 pri m

=
w

. wait-time O secs hearing music

[y
IS

. converse-on split 4 pri m passing gpos and 2

=
(@)

. wait-time 60 secs hearing music

=
(]

. goto step 15 if unconditionally

Speech Administration

In this sample application, you must record speech for phrase numbers 150-153.
See the callflow for the text of these phrases.

See|‘Sample Application #2: Standard Announcement”|on page 3-18 for
information on how to create or record vector phrases.
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Customer Assist Vector

Center

This sample application uses one Customer Assist vector, called

RC-AnnQueuePos.

This vector controls the following:

= Receiving the queue position information from the switch

= Receiving the current department that the caller is in from the switch

= Converting the queue position data to the number of callers ahead of the
current caller

= Reciting the converted queue position information in a concatenated
announcement to the caller

Figure 3-91 shows the completed RC-AnnQueuePos vector.

>Call Ue| Uector
System
UNIX Sy| Step
Exit 1
3 Ed 3
104}RC- 4
105{RC- 5
1061Res 6
187IRC T
108{RC- 8

>109{RC- 9
110{RC- 10
1111{RC- 11
1121 Que 12
1131 Que 13

— 14

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 103 STEPS

Name: RC-AnnQueuePos Uector Number: 109

System | Description: Rock Coast - Announc

Action Description
CONUERSE collect 3 digits into Zqgpos
CONUERSE collect 1 digits into %datal

GOTO Step 5 if %gpos = 1

SET Agpos = Agpos - 1

GOTO Step 10 if %datal = 2

ANNOUNCE A Rock Coast Customer Service Rep will be with you
SPEAK_NUM in Zgpos as Number

ANNQUNCE ...callers ahead of you waiting to speak with...
GOTO Step 13 unconditionally

ANNOUNCE A Rock Coast Technical Support Rep will bhe with...
SPEAK_NUM in Zgpos as Humber

ANNOUNCE ...callers ahead of you waiting to speak with...
DATA_RTN to PBX with =01
QuUIT

Enter the vector name.

Figure 3-91. Finished RC-AnnQueuePos Vector

Step Descriptions

1. CONVERSE

Collects the queue position information (three digits) from the switch and
places it in the variable %qpos.

2. CONVERSE

3-114 Issue 1 September 1998



Sample Application #6: Announce Queue Position

Collects a single digit that corresponds to the department where the caller
is currently queued from the switch. The CONVERSE action places the
digit in the variable %datal.

In this example, if 1 is passed, then Customer Assist knows that the caller
is in Customer Service. Likewise, if 2 is passed, then the caller is in
Technical Support.

=>» NOTE:
In this sample application, if the caller pressed “3” on the switch “for
all other inquiries,” the caller will not hear their queue position. See
Figure 3-90]on page 3-112.

3. GOTO
Routes callers to step 5 if their current queue position is 1.

This GOTO action skips step 4, which would subtract 1 from the value of

the current queue position, leaving 0. The ANNOUNCE and SPEAK_NUM
actions would then announce: “There are currently 0 callers ahead of you.”
Skipping step 4 insures that the announcement informs callers that there

is at least one caller ahead of them in queue.

4. SET

Converts the queue position information to the number of callers ahead of
the current caller by subtracting 1 from the value.

5. GOTO

Routes the caller to step 10 if they are currently queued in the Technical
Support department, that is, if %datal = 2.

Because callers who do not go to step 10 are currently queued in the
Customer Service department, the next three steps give the Customer
Service version of the queue position announcement.

6. ANNOUNCE

Recites the first part of the concatenated queue position announcement:
“A Rock Coast Customer Service Representative will be with you shortly.
Currently there are...”

7. SPEAK_NUM

Recites the modified queue position (that is, the number of callers ahead
of the current caller) as a number.

Figure 3-92|shows the completed SPEAK_NUM action form.
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LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 1998
] EDIT UECTOR NUMBER 109 STEPS

>Call Ue| Uector Name: RC-AnnQueuePos Uector Number: 109
System Description: Rock Coast - Announc
System
UNIX Sy| Step Action Description
Exit 1 CONUVERSE collect 3 digits into ¥gpos
—— CONUERSE collect 1 digits into ¥datal
3 GOTO Step 5 if ¥gpos = 1
104 {RC- 4 SET %apos = %gpos - 1
105{RC~- 5 GOTO Step 10 if Zdatal = 2
106 |Res 6 SPEAK_NUMBER Action Step Number 7 for vector 109
107IRC T
108 1RC- 8 SPEAK NUMBER Action step speaks number or string to caller
>1091{RC- 9
110{RC- 10 Number ! Agpos
111{RC- 11 Speak as Number/Character string:!: MNumber
112{Que 12 Allow Interrupt: Yes
1131 Que 13
— 14 Note! Speaks numbers over 9 digits as characters.

Enter the number or variable, follow by the Return or ENTER key.

HELP [cHOICES W cLosE B | | W cancEL BREFRESH N |

Figure 3-92. SPEAK_NUM Action Form

8. ANNOUNCE

Recites the last part of the concatenated queue position announcement to
the caller: “callers ahead of you waiting to speak with out agents. We will
be with you as soon as possible.”

9. GOTO
Routes the caller to the DATA_RTN action at the end of the vector.
10. ANNOUNCE

Recites the first part of the concatenated queue position announcement
for callers in the Technical Support department: “A Rock Coast Technical
Support Representative will be with you shortly. Currently there are...”

11. SPEAK_NUM

Recites the modified queue position (that is, the number of callers ahead
of the current caller) as a number.

12. ANNOUNCE

Recites the last part of the concatenated queue position announcement to
the caller.

13. DATA RTN
Returns the caller to the switch.
14. QUIT
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Quits Customer Assist and returns control to the ECS R6.3/DEFINITY
vector.
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Sample Application #7: Estimated Wait

Time

Business Situation

3-118

The Rock Coast Software Company wants to provide callers on hold with useful
additional information, such as the estimated time the caller must wait to be
connected to an agent. For example, Rock Coast wants to provide callers with an
announcement such as, “The Rock Coast Customer Service Department will be
with you shortly. You should expect to hold for approximately [estimated number
of] minutes before being connected with an agent.”

Rock Coast also wants to provide its callers with additional options after they
have received their Estimated Wait Time. They want to allow callers to:

= Continue holding

= Get connected to a bulletin board system

= Use a fax response system
Estimated Wait Time (EWT) announcements are messages that estimate the
amount of time a caller must wait in queue. This sample application uses the
Converse vector step on the G3V4+ switch to pass each call and the switch’s

Expected Wait Time to Customer Assist. In turn, Customer Assist uses the EWT
action to:

= Increase or decrease the switch’s estimate by a percentage you specify
= Round the result up, down, or to the nearest whole number

= Convert the estimate from seconds to minutes
Subsequent actions speak the revised wait estimate to the caller.

If you are using a DEFINITY G3V3 or G3V2 switch, use the Anticipated Delay
Announcement (ADA_CALC) action described in[*ADA_CALC Action’|on page
5-2. This action combines your predefined estimates of staff size and average
call duration with queue position information from the switch to determine how
long a caller will wait.

The lessons learned in earlier sample applications are background for this
sample application.
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Callflow Diagram

The following two diagrams illustrate the callflow for this sample application.

7. ESTIMATED WAIT TIME

" Incoming call

v

~ Converse passing wait

ACD
VRU
" Evaluate
Expected Wait Time
(Phrase Number 156)
Yes "Thank you for calling Rock
NEWT =1? Coast Software. Y our
estimated wait time on hold
is 60 seconds.”
No
A 4
~Continue with call
A 4
No
AEWT > 20 MODIFIED
EWT
Yes
(Phrase Number 157)

"Thank you for caling Rock Coast Software. Weare
currently experiencing ahigh volume of calls. You can
expect hold times of 20 minutes or longer. Y ou may
continue to hold for an agent or call back at alater time."

\ 4

Continue with call

Figure 3-93. EWT Callflow 1

Issue 1 September 1998 3-119



Designing a World-Class Call Center

7. ESTIMATED WAIT TIME

MODIFIED
EWT

l

(Phrase Number 158)
"Thank you for calling Rock Coast Software. Our
Customer Service department will be with you shortly.
Y ou should expect to hold for approximately..."

"Speak modified
Estimated Wait Time

(Phrase Number 159)
"...minutes before being connected with an Agent.”.

(Phrase Number 160)

"If you would like to continue to hold, press 1.
If you would like to access our automated
Bulletin Board service for answers to commonly
asked questions regarding our products, press 2.
If you would like to use our automated Fax
Response system, press 3."

Input

\ 4

A 4
\ 4 ~Route to Bulletin ~Route to Fax
AContinue with call Board application Response system

Figure 3-94. EWT Callflow 2
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ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: Agent Queue Split is 1 (Customer Service). The CONVERSANT
splitis Split 2.

1. wait-time 2 secs hearing ringback

2. queue-to main split 1 prim

3. wait-time 0 secs hearing music

4. converse-on split 2 pri m passing wait and none

5

. wait-time 2 secs hearing music

Speech Administration

In this sample application, you must record speech for phrase numbers 156-160.
See the callflow for the text of these phrases.

See|‘Sample Application #2: Standard Announcement”|on page 3-18 for
information on how to create or record vector phrases.

Customer Assist Vector

This sample application uses one Customer Assist vector, called RC-EWT
Announc.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-EWT Announc Uector Number: 124
System | Description: Rock Coast Estimated
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 5 digits into Zdatal
—— 2 EWT calculates the delay from Zdatal into Zewt
3 Ed 3 GOTO Step 9 if Zewt = 1
1151G5p 4 GOTO Step 11 if Zewt > 20
1161GSp 5 ANNOUNCE  Your estimate wait time on hold is...
117IRC- [ SPEAK_NUM in %ewt as Number
118{RC- 7 ANNOUNCE ...minutes
119{RC- 8 GOTO Step 13 unconditionally
1201 Gsp 9 ANNOUNCE EWT Short Announcement
1211RC- 10  GOTO Step 14 unconditionally
1221{RC- 11 ANNOUNCE EWT Short Announcement
1231RC- 12 GOTO Step 14 unconditionally
>1241RC- 13 MENU Press 1 to hold., 2 for bulletin board
- 14 QUIT Returns caller to switch
Enter the vector name.

Figure 3-95. Finished RC-EWT Announc Vector

Step Descriptions
1. CONVERSE

Collects the Expected Wait Time information from the switch and places it
in the variable %datal. Since this information is passed to the
CONVERSANT in seconds, this action will collect five digits.

2. EWT

Converts the Expected Wait Time information received from the DEFINITY
to an Estimated Wait Time that can be spoken back to the caller.

The action rounds the value of the variable %datal up to the nearest
minutes and places the result in the variable %ewt. The result of this
calculation is in minutes.

=>» NOTE:

The Weighting Index of 100% indicates that the Estimated Wait Time
provided by the switch has not been weighted in Customer Assist.
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LUCENT TECHNOLOQGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 124 STEPS

>Call Ue| Uector Name: RC-EWT Anhnounc Uector Number: 124%
Suystem | Description: Rock Coast Estimated
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 5 digits into %datal
— 2 EuT calculates the delay from %datal into %ewt
3 Ed| 3 GOTO Step 9 if Zewt = 1
1151G3p 4 GOTO Step 11 if Zewt > 20
1161GSp 5 ANNOUNCE  Your estimate wait time on hold is...
117iRC- [ SPEAK_NUM in %ewt as Number
118{RC- EWT ACTION STEP 2 for vector 124
119{RC-
120 Gsp ESTIMATED WAIT TIME IN QUEUE ACTION
1211{RC-
122{RC- EWT Input: Zdatal Calculated Output: Zeut I
123{RC- Weighting Index: 100%
>124{RC- Resolution! Minutes Rounding! Nearest
- Comment ! Converts EWT to Estimated Wait Time

Enter the variable that receives estimated wait time.

[_HeLp QcHorces Jf close N | [ ENTER | CANCEL JREFRESH B |

Figure 3-96. EWT Action Form

3. GOTO

If the value of the variable %ewt = 1, this step routes the caller to step 9,
which speaks the short Estimated Wait Time announcement.

4. GOTO

If the value of the variable %ewt > 20, this step routes the caller to step 11,

which speaks the long Estimated Wait Time announcement.
5. ANNOUNCE

Recites the first part of the standard Estimated Wait Time announcement:

“Thank you for calling Rock Coast Software. Our Customer Service
department will be with you shortly. You should expect to hold for
approximately....”

6. SPEAK_NUM
Recites the Estimated Wait Time to the caller as a number.
7. ANNOUNCE

Recites the last part of the standard Estimated Wait Time announcement:
“minutes before being connected with an Agent.”

8. GOTO

Routes the caller to step 13 where they can select their service options
from a menu.
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3-124

9.

10.

11.

12.

13.

14.

ANNOUNCE

Recites the short Estimated Wait Time announcement: “Thank you for
calling Rock Coast Software. Your estimated wait time on hold is 60
seconds.”

GOTO

Routes the caller to the last step in this vector, the QUIT action, which
returns them to the switch.

ANNOUNCE
Recites the long Estimated Wait Time announcement.
GOTO

Routes the caller to the last step in the vector, the QUIT action, which
returns them to the switch.

MENU

Recites a menu announcement to callers to inform callers of their options.
Callers can:

= Press [1]to continue to hold; this routes them to the QUIT action in
step 14 so that they return to the DEFINITY switch.

= Press [2]to connect to a bulletin board application.

= Press [3]to connect to Rock Coast’s Fax Response application.

=>» NOTE:
After pressing [3], the caller is sent to another vector (not
shown in this sample application) that has two action steps:
EXECUTE and QUIT. To execute the fax system, see[‘Sample]
|[Application #4: Automated Attendants”|on page 3-45.

QuUIT

Quits Customer Assist and returns control to the ECS R6.3/DEFINITY
vector.
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Sample Application #8: Custom Call
Routing

Business Situation

The Rock Coast Software Company wants to speed up the processing of its calls
by shaving valuable seconds from every call. It can do this is by capturing the
Automatic Number Identification (ANI) from its callers, checking that value
against a database table, speaking a dynamic announcement based on their
destination, and routing callers dynamically to the appropriate location.

By collecting and transferring caller information along with the call, Custom Call
Routing allows the call center to chart the path of each call as it is routed to a
particular split by means of:

= Automatic Number Identification (ANI)

= Dialed Number Information Service (DNIS)

= Collected Digits
These are passed from the switch to Platform Management and matched to a
system-administrable routing table. In addition, information such as the

customer’s account number can be displayed on the agent’s telephone or on
their PC screen as the agent receives the call.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagram

The following diagram shows the callflow for this sample application.
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Call Flow,
ROCK COAST V1597
8. CUSTOM CALL ROUTING
" Incoming call
" Converse passing ANI
ACD
VRU
(Phrase Number 1036)
"Thank you for calling the Rock Coast
Software Technical Support Line."
Check ANI against Rock
Coast routing table
Match [ No Match
Dynamic Announcements
(Phrase Number 1037)
(Phrase Number 1040)

"One moment please as we connect you to

our Windows 95 Support Group." "One moment please aswe
- connect you to our general

(Phrase Number 1038) Technica Support Group.”
"One moment please as we connect you to

our Windows NT and Unix Support Group."
or

) (Phrase Number 1039) ADataRTN
One moment please as we connect you to
our Macintosh Support Group."

“Route to Genera Technical
Support ext. 444

"Data-RTN

[ Route to appropriate ]

support group based on ANI

Figure 3-97. Call Routing Callflow
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ECS R6.3/DEFINITY Vector

This sample application includes one DEFINITY vector with a Converse vector
step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: Agent Queue Splitis 1. The CONVERSANT split is Split 2.

1.

wait-time 2 secs hearing ringback

2. converse on split 2 pri m passing ani and none
3. collect 3 digits after announcement none

4.,
5

route-to digits coverage n

. stop

Custom Call Routing Table

The first step in creating a custom call routing application is to add a new table to
Customer Assist.

Setting Up the Routing Table

Use the following steps to add a new routing table:

1.

Start at the Customer Assist main menu and select

> System Adm ni stration

> Custom Call Routing Adm nistration

>Routing Tabl e Administration

>ADD TABLE

The system displays the Add Table form.
Enter a name for your table in the Rout i ng Tabl e Nane field.
Spaces are not accepted in the table name. Use an underscore instead.

Enter the number of records that this table will eventually contain in the
Maxi mum Nunber of Recor ds field.

Enter the name or a brief description for the table in the Descri pti on
field.

Figure 3-98|shows the completed Add Table form.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
_Custoner ssist Care Center
Call Uector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor >Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Variable Administration

4 Routing Table Administration
>Add Table
Delete Table

Add Table

3 Custom Call Routing Administration |
Import/Export Data from/to Floppy
>Routing Table Administration
Record Administratio

Routing Table Name !
Maximum Number of Records ! 1008
Description :

Please enter the routing table name followed by the ENTER or Return key.

[_HeLP JcHoICES J cLOSE | [ ENTER _J§ CANCEL JREFRESH |

Figure 3-98. Add Table Form

5. Press CLOSE (F3) to save the table setup. Press CANCEL (Fg to return to
the Custom Call Routing Administration menu.

Populating the Routing Table
You can populate this routing table in two ways:
= Import data into the table, or

= Enter data directly into the table.

Importing Data into the Table
Use the following steps to import data into the routing table:

1. Start at the Custom Call Routing Administration menu and select
Import/Export Data from/to Floppy.

2. Enter the appropriate information.

The form should resemble|Figure 3-99.
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LUCENT TECHNWOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configuration
>System Administration

System Monitor

UNIX System

Exit

28, 1998
2 System Administration
Callback Messaqing Administration
Conversant Administration

>Custom Call Routing Administration
Report Generation
Report Scheduling
Speech Administration
Survey Configurations
Import/Export Routing

Import/Export data from/to DOS diskette

Import/Export: Import
>Imp| Routing Table Name:!
Rou| Append/Replace: Replace
Rec| Drive A or Drive B: A

Path: i

Filename!

Field delimiter:
Filter Non-Numeric?:

1= -

Select routing table import or export.

HELP [CHOICES SAUE ENTER caNcEL BReEFRESH |

Figure 3-99. Import/Export Routing Table Form

Entering Data into the Table Directly
Use the following steps to enter data into the table directly:

1. Start at the Custom Call Routing Administration menu and select Record
Administration.

2. Select Add Record.
3. Complete the form with the first record’s data.

In this example, Rock Coast Software is using the caller's Automatic
Number Identification (ANI) as the Lookup Field.

Data Field #1 contains the dynamic phrase number that is spoken back to
the caller.

Data Field #2 contains the extension of the switch split that is sent back to
the switch at the end of all vectors.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
1 Customer Assist Care Center 2 System Administration

Call Uector Configquration Callback Messaging Administration
>8ystem Administration Conversant Administration

System Monitor >Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration
Survey Configurations
System Backup/Restore
Uariable Administration

4 Record Administration
Edit/Delete Record
>Add Record

3 Custom Call Routing Administration |
Import/Export Data from/to Flopp
Routing Table Administration
>Record Administration

Record Administration

Routing Table Name: Rock Coast
Lookup Field: 5555551111
Data Field 1: 1037

Data Field 2: 111

HELP MNcHoIcES @ aoD N | | W cancEL BREFRESH |

Figure 3-100. Record Administration Form

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor >Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

4 Record Administration Survey Configurations
Edit/Delete Record System Backup/Restore
>Add Record Uariable Administration

3 Custom Call Routing Administration j
Import/Export Data from/te Flopp
Routing Table Administration
>Record Administration

Record Administration

Routing Table Name: Rock Coast
Lookup Field: 5555552222
Data Field 1: 1038

Data Field 2: 222

HELP NcHOICES M oD N | [ N concEL BREFRESH M |

Figure 3-101. Record Administration Form
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1938

1 Customer Assist Care Center
Call Uector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor >Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration
4 Record Administration Survey Confiqurations
Edit/Delete Record System Backup/Restore
>Add Record Variable Administration

3 Custom Call Routing Administration j
Import/Export Data from/te Flopp
Routing Table Administration
»Record Administration

Record Administration

Routing Table Name: Rock Coast
Lookup Field: 5555553333
Data Field 1: 1039

Data Field 2: 333

[_HeLp QcHorces ff app (| canceL BReFRESH N |

Figure 3-102. Record Administration Form

4. After all of the data has been entered for one record, press ADD (F3 to add
the data to the Custom Call Routing table.

Speech Administration

In this sample application, you must record speech for phrase numbers
1036-1040. See the callflow for the text of these phrases.

See|‘Sample Application #2: Standard Announcement’|on page 3-18 for
information on how to create or record vector phrases.
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Customer Assist Vector

This sample application uses one Customer Assist vector, called RC Routing.

Figure 3-103 shows the completed RC Routing vector.

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
»Call Ue| Uector Name: RC Routing Uector Number: 101
System | Description: Rock Coast's Routing
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 10 digits into ¥ani
2 LOOK_UP  %ani in table Rock_Coast
3 GOTO Step 6 if Zmatched = 1
96 |Futu y SET %datal = ¥datal = 1040
a7 |Futu 5 SET %data2 = ¥data2 = 444
98| Futu ] ANHMOUNCE RC-CCR-Main Greeting
99|Futu T DYN_ANNOU phrase in Zdatal
100 Fut 8 DATA_RTN to PBX with x01
>1811RC 9 QuUIT Ends call unconditionally
182 {RC- 10
1031EWT 1
184{RC- 12
105{RC- 13
— 14
Enter the vector name.

Figure 3-103. Finished RC Routing Vector

Step Descriptions
1. CONVERSE

Collects 10 digits that are passed from the switch (the caller's ANI) and
places them into the variable %ani.

2. LOOK_UP

Checks the look-up field in Rock_Coast routing table for a value that
matches the value of the variable %ani (that is, for a value that matches
the caller's ANI).

If the LOOK_UP action locates the ANI value, it takes the corresponding
values in data field 1 and data field 2 and places them in the variables
%datal and %dataZ.

The LOOK _UP action records whether or not there were any matches and
stores the number of matches in the variable %matched.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 101 STEPS

>Call Ue| Uector Name: RC Routing Uector Number: 101
System Description: Rock Coast's Routing
System
UNIX Sy| Step Action Description
Exit 1
— 2
13 Ed 3| LOOK_UP Action looks up values in a database table.
961Futu 4
9T7iFutu 5| Input Fields
981Futu 6 Routing table: Rock_Coast
991Futu T Look-up field: %ani
108 |Fut 8| Return Fields
>1011{RC 9 Number of Matches found: Zmatched
102 |{RC- 1 Data field 1: *datal
103 EWT 1 Data field 2: *dataz
104 {RC- 1
105{RC- 1| Comment: Look up value and return data
— 1| Note:!: The LOOK_UP action requires that the table be populated.

Enter the routing table name followed by the Return or ENTER key.

HELP [McHOIcES W ciose B ] ENTER caNcEL BREFRESH |

Figure 3-104. LOOK_UP Action Form

3.

GOTO

Routes the caller to step 6, which recites the opening announcement if the
ANI passed from the switch is in the routing table (that is, if the variable
%matched = 1).

SET

“Hard-codes” the value of the variable %datal as 1040, which is the
number of the talkfile phrase that represents the general technical support

group.

Steps 4 and 5 “hard code” the numbers of the talkfile phrases because
the caller's ANI is not in the custom call routing table, and Customer Assist
cannot provide custom routing to specific support groups.

SET

“Hard-codes” the value of the variable %dataZ as 444, which is the
extension of the general technical support group. This value is sent to the
switch to route the caller.

ANNOUNCE

Recites the opening announcement to the caller: “Thank you for calling the
Rock Coast Software Technical Support Line.”

DYN_ANNOU

Recites the dynamic announcement to the caller based on the value in the
variable %datal.
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In this example, the phrase is 1037 for the Windows 95 Support Group,
1038 for the Windows NT and Unix Support Group, 1039 for the Macintosh
Support Group, or 1040 for the general Technical Support Group. Phrases
1027, 1038, and 1039 are from the routing table; phrase 1040 is
hard-coded.

. DATA_RTN

Returns the value of the variable %data2to the switch for accurate routing.
In this example, the extension is 111, 222, or 333 (from the routing table)
or 444 (hard-coded).

. QUIT

Ends the call unconditionally and returns it to the switch.

=>» NOTE:
You may also use the Custom Call Routing Template provided for
you in Customer Assist. See to[“Selecting a Template”|on page 4-10
for more information.
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Sample Application #9: Estimated Wait
Time Routing

Business Situation

The Rock Coast Software Company wants to provide callers on hold with useful
additional information, such as the estimated time the caller must wait to be
connected to an agent. For example, Rock Coast wants to provide callers with an
announcement such as “The Rock Coast Customer Service Department will be
with you shortly. You should expect to hold for approximately [estimated number
of] minutes before being connected with an agent.”

Rock Coast also wants to provide callers with additional options after they have
received their Estimated Wait Time. They want to allow callers to:

= Continue holding

= Get connected to a bulletin board system

» Use a fax response system

More importantly in this sample application (as compared to[“Sample Application
{#7: Estimated Wait Time”|on page 3-118), Rock Coast Software wants to
automatically route callers to specific locations in their call center, based on the
result of the EWT calculation. For instance, Rock Coast wants to route callers to
an overflow Callback Messaging mailbox where callers who will have to wait
more than 20 minutes will be “forced” to leave a message rather than wait on the
telephone. This will be more user-friendly for the caller and less expensive for
Rock Coast since they will not have to pay the 1-800 trunk charges to keep that
caller on the line.

Other options for EWT routing include routing callers to the IVR applications such
as automated attendants and bulletin boards; to specific overflow extensions or
departments; to a randomized dynamic list of promotional announcements, using
Custom Call Routing, and then onto a mailbox, IVR application, or department.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagram

The following two diagrams illustrate the callflow for this sample application.

Issue 1 September 1998 3-135



Designing a World-Class Call Center

9. EWT ROUTING

" Incoming call

v

" Converse passing wait

ACD
VRU
A Evaluate
Expected Wait Time
(Phrase Number 156)
Yes "Thank you for calling Rock
"EWT =17 Coast Software. Y our
estimated wait time on hold
is 60 seconds.”
No
A 4
Continue with call
A\ 4
No
AEWT > 20 MODIFIED
EWT
Yes
(Phrase Number 1090)

"Thank you for caling Rock Coast Software. We are
currently experiencing a high volume of cals. You can
expect hold times of 20 minutes or longer. Please leave a
message and an Agent will return your call."

Route to Rock Coast callback
messaging mailbox #1010

Figure 3-105. EWT Routing Callflow 1
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9. EWT ROUTING

MODIFIED
EWT

l

(Phrase Number 158)
"Thank you for calling Rock Coast Software. Our
Customer Service department will be with you shortly.
Y ou should expect to hold for approximately..."

Speak modified

Estimated Wait Time

(Phrase Number 159)
"...minutes before being connected with an Agent.".

(Phrase Number 160)

"If you would like to continue to hold, press 1.
If you would like to access our automated
Bulletin Board service for answers to commonly
asked questions regarding our products, press 2.
If you would like to use our automated Fax
Response system, press 3."

\ 4
~Route to Bulletin "Route to Fax
AContinue with call Board application Response system

Figure 3-106. EWT Routing Callflow 2
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ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumption: Agent Queue splitis 1 (Customer Service.) The CONVERSANT split
is Split 2.
1. wait-time 2 secs hearing ringback
gqueue-to main split 1 pri m
wait-time 0 secs hearing music
converse-on split 2 pri m passing wait and none
collect 1 digits after announcement none
goto step 9 if digits = 1
wait-time 60 secs hearing music

goto step 7 if unconditionally

© © N o gk~ w N

quit

Speech Administration

In this sample application, you must record speech for phrase numbers 1090,
156, and 158-160. See the callflow for the text of these phrases.

See|‘Sample Application #2: Standard Announcement”|on page 3-18 for
information on how to create or record vector phrases.

Customer Assist Vectors

3-138

This sample application uses three Customer Assist vectors:

[“First Vector — RC-EWT Routing”|on page 3-139

[*‘Second Vector — RC-Msg Drop”|on page 3-141
[“Third Vector — RC-Return ACD”|on page 3-143
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First Vector — RC-EWT Routing

The RC-EWT Routing vector collects the expected wait time from the switch,
converts it to minutes, and uses it to route callers to one of three different
announcements, depending on the number of minutes the caller is expected to
wait in queue (short = 1 minute; standard = 1-20 minutes; long = greater than 20
minutes). Except for step 12, this vector closely resembles the Customer Assist
vector in|“Sample Application #7: Estimated Wait Time”|on page 3-118.

Figure 3-107 shows the finished RC-EWT routing vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name:!: RC-EWT Routing Uector Number: 111
System Description! Rock Coast EWT Routing
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 5 digits into %datal
— 2 EwT calculates the delay from Zdatal into %data2
3 Ed| 3 GOTO Step 9 if Zdataz =1
105{RC- 4 GOTO Step 11 if ¥dataz > 28
1061Res 5 ANNOUNCE  your EWT is ...
107iRC 6 SPEAK_NUM in Y%ewt as Number
108{RC- T AHNNOUNCE  ...minutes.
109{RC- 8 GOTO Step 13 unconditionally
1181RC- ] AHNNOUNCE  your EWT is ...
>111{RC- 10 GOTO Step 14 unconditionally
1121 Que 11 ANNOUNCE  your EWT is ...
1131 Que 12 GOTO Uector 5 unconditionally
114iGet 13 MENU Tech Suppert 1. Cust Serv 2. Sales 3. Warr 4 Fax 5
— 14 QUIT Returns caller to suwitch
Enter the vector name.

Figure 3-107. Finished RC-EWT Routing Vector

Step Descriptions
1. CONVERSE

Collects the Expected Wait Time information from the switch and places it
in the variable %datal. Since this information is passed to the
CONVERSANT in seconds, this action will collect five digits.

2. EWT

Converts the Expected Wait Time information received from the DEFINITY
to an Estimated Wait Time that can be spoken back to the caller.

The action rounds the value of the variable %datal up to the nearest
minutes and places the result in the variable %ewt. The result of this
calculation is in minutes.
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3. GOTO

If the value of the variable %ewt = 1, this step routes the caller to step 9,
which recites the short Estimated Wait Time announcement.

4. GOTO

If the value of the variable %ewt > 20, this step routes the caller to step 11,
which recites the long Estimated Wait Time announcement.

5. ANNOUNCE

Recites the first part of the standard Estimated Wait Time announcement.
6. SPEAK_NUM

Recites the Estimated Wait Time to the caller as a number.
7. ANNOUNCE

Recites the last part of the standard Estimated Wait Time announcement.
8. GOTO

Routes the caller to step 13 where they can select their service options
from a menu.

9. ANNOUNCE
Recites the short Estimated Wait Time announcement.
10. GOTO

Routes the caller to the last step in this vector, the QUIT action, which
returns them to the switch.

11. ANNOUNCE
Recites the long Estimated Wait Time announcement.
12. GOTO

Routes the caller to the[“Second Vector — RC-Msg Drop”|on page 3-141.
That vector allows the caller to leave a message in the Rock Coast
mailbox.

13. MENU

Recites a menu announcement to callers to inform callers of their options.
Callers can:

= Press [1]to continue to hold; this routes them to the QUIT action in
step 14 so that they return to the DEFINITY switch.

= Press [2]to connect to a bulletin board application.

= Press [3]to connect to Rock Coast’s Fax Response application.
After pressing [3], the caller is sent to another vector (not shown in
this sample application). To execute the fax application, see
[‘Sample Application #4: Automated Attendants”| on page 3-45.

14. QUIT
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Quits Customer Assist and returns control to the ECS R6.3/DEFINITY
vector.

Second Vector — RC-Msg Drop

This vector allows the caller to leave a message in the Rock Coast mailbox and
then routes the caller to the last vector, which routes them back to the switch to
end the call.

In this example, the caller is still in queue while they are leaving a message. In
some instances, you may want to return the caller to the switch to dequeue them
first and then return them to the CONVERSANT to allow them to leave a message.
This reduces the overall DEFINITY split length, lowers the hold times, and
prevents a caller who is leaving a message from being “yanked” back to the
DEFINITY if an agent becomes available. In this sample application, however,
Rock Coast wants callers with wait times over 20 minutes to remain in queue so
they can be connected to an agent if one should become available.

Figure 3-108 shows the completed RC-MessageDrop vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
4 EDIT UECTOR NUMBER 110 STEPS

>Call Ve| Uector Name: RC-MessageDrop Uector Number: 110
System | Description: Rock Coast Message D
System
UNIX Sy| Step Action Description
Exit 1 MSG_DROP into box XZlanguage

3
105{RC- 4
106 {Res 5
107iRC [
108{RC- 7
109{RC- 8

>110{RC- 9
1111RC- 10
1121 Que 11
1131 Que 12
114iGet 13

— 4

Enter the vector name.

HELP INSERT B REHMOUE B DEFINE ENTER CANCEL MREFRESH MCHG-KEYS

Figure 3-108. Finished RC-Msg Drop Vector
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Step Descriptions
1. MSG_DROP

Allows the caller to leave a message in a specified mailbox and then
routes the caller to the RC-Return ACD vector.

=>» NOTE:
In Figure 3-109, the mailbox number appears incorrectly as the
variable %language. This variable is used in place of a mailbox
number in|“Sample Application #9: Estimated Wait Time Routing”|on
page 3-135.

Figure 3-109 shows the MSG_Drop action form.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-MessageDrop Uector Number: 110
System Description: Rock Coast Message D
System
UNIX Sy| Step Action Description
Exit
13 Ed| MSG_DROP Action saves a multi-part message.
105 {RC-
106 |Res Message Drop in mailbox: Zlanquage
107{RC Optional arguments
108 |RC- Argument A:
1091RC- Argument B:
>1101RC- Argument C:
111{RC-
1121 Que After MSG_DROP
1131 Que Jump to Uector i [ Speech Admin
114 Get
— Comment: Rock Coast Queue Mailbox
Enter the mailbox number or a variable followed by the Return or ENTER key.
I I

Figure 3-109. MSG_DROP Action Form
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Third Vector — RC-Return ACD

This last vector returns the caller (if they are still on hold) to the switch to end the
call.

Figure 3-110 shows the completed RC-Return ACD vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ve| Uector Name: RC-Return ACD Uector Number: 102
System | Description: Rock Coast Returns U
System
UNIX Sy| Step Action Description
Exit 1 DATA_RTN to PBX with =01
— 2 QuliT Returns caller to the switch
L3 Ed
97iFutu 4
98iFutu 5
99{Futu B
108} Fut T
1811{RC 8
>1021RC- 9
103 1EWT 10
104{RC- 11
105{RC- 12
106 Res 13
E— 14
Enter the vector name.

Figure 3-110. Finished RC-Return ACD Vector

Step Descriptions
1. DATA_RTN
Returns a hard-coded number 1 to the DEFINITY vector.
2. QUIT

Quits Customer Assist and returns control to the ECS
R6.3/DEFINITYswitch vector, which in turn drops the caller.
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Sample Application #10: Callback
Messaging

Business Situation

Continuing on with the work that was done in the “Sample Application #9:
Estimated Wait Time Routing”, this sample application completes that exercise
by showing the set up of the Callback Messaging mailbox and all of its global
settings.

To review, the Rock Coast Software Company wants to provide callers on hold
with useful additional information, such as the estimated time the caller must wait
to be connected to an agent. For example, Rock Coast would like to provide
callers with an announcement such as “The Rock Coast Customer Service
Department will be with you shortly. You should expect to hold for
approximately...” (estimated wait time) “...minutes before being connected to an
agent.” Rock Coast would like to provide their callers with additional options after
they have received their Estimated Wait Time. They want to allow callers to
continue to hold, to connect to a bulletin board application, or to use a fax
response application.

More importantly, Rock Coast Software would like to automatically route callers to
specific locations in their call center based on the result of the EWT calculation.
For instance, Rock Coast would like to route callers who will have to wait more
than 20 minutes to an overflow Callback Messaging mailbox. The callers will be
“forced” to leave a message. This will be more user-friendly for the caller and
less expensive for Rock Coast since they will not have to pay the 1-800 or Free
Phone trunk charges to keep that caller on the line.

Other options for EWT routing include routing callers to IVR applications such as
Automated Attendants, Bulletin Boards; routing callers to specific overflow
extensions or departments; or using Custom Call Routing to route callers to a
randomized dynamic list of promotional announcements and then onto a
mailbox, IVR application, or department.

The lessons learned in earlier sample applications are background for this
sample application.

Callflow Diagram

Use the callflow in the['Sample Application #9: Estimated Wait Time Routing”{on
page 3-135 as reference.

ECS R6.3/DEFINITY Vector

Use the DEFINITY vector in the[*Sample Application #9: Estimated Wait Time|
on page 3-135 as reference.

3-144 Issue 1 September 1998



Sample Application #10: Callback Messaging

Callback Messaging Administration

Callback Messaging administration involves:
= Agent callback hours setup
= Customer callback hours setup
= Mailbox global settings

= New mailbox setup

Agent Callback Hours Setup
This option allows Rock Coast to set up the hours that agents will be available to
return callback messages.
Use the following steps to modify agent callback hours:

1. Start at the Customer Assist main menu and select Callback Messaging
Administration.

2. Select Agent Callback Hours.
The system displays the Agent Callback Hours form (Figure 3-111).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
1 Customer Assist Care Center 2 System Administration
Call Uector Configuration >Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

Survey Configurations
Syste gent Callback Hours
Varia
Callback Hours (hoursiminutes AM/PM)
Callback Messaging Administrati Start time Stop time
Mailbox Administration SUN 12:00 AM 12:00 AM
Mailbox Global Settings MON 05:00 AM 05:00 PH
>Agent Callback Hours TUE 08:00 AM 05:00 PM
Customer Callback Hours WED 08:00 AM 05:00 PM
Delete Messages from Mailbox THR 08:00 AM 05:00 PM
Mapping Country/City/Area Codes to Tim| FRI 08:00 AM 05:00 PH
SAT 12:00 AM 12:08 AM

Enter the hour and press Return or the ENTER key.

HELP McHoIcES W cLosE | ENTER CANCEL WREFRESH i |

Figure 3-111. Agent Callback Hours Form
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Customer Callback Hours Setup

3-146

This option allows Rock Coast to set up
should launch callbacks to customers.

Use the steps following steps to modify

the hours during which Customer Assist

customer callback hours:

1. Start at the Customer Assist main menu and select Callback Messaging

Administration.

2. Select Customer Callback Hours.

The system displays the Customer Callback Hours form (Figure 3-112).

LUCENT TECHNOLOGIES Customer Assist Ca
1 Customer Assist Care Center
Call Uector Configuration
>System Administration

System Monitor

>Callb
Conve
Custo

UNIX System Repor
Exit Repor
Speec
Surve

Syste

Administrati

Callback Messaging
Mailbox Administration
Mailbox Global Settings
Agent Callback Hours
>Customer Callback Hours
Delete Messages from Mailbox
Mapping Country/City/Area Codes to Tim

[_HeLP QcHorces Jf cLose Q|

Varia

re Center - August 11, 1998
System Administration

ack Messaging Administration

rsant Administration

m Call Routing Administration

t Generation

t Scheduling

h Administration

y Confiqurations

Customer Callback Hours
Callback Hours (hoursiminutes AM/PM)
Start time Stop time
SUN 12:00 AH 12:00 AM
HON 08:00 AM 05:00 PH
TUE 08:00 AM 05:00 PH
WED 08:00 AM 05:00 PH
THR 08:80 AM 05:08 PH
FRI 08:00 AM 05:00 PH
SAT 12:00 AM 12:00 AM

Enter the hour and press Return or the ENTER key.

[ ENTER i CANCEL BREFRESH |

Figure 3-112. Customer Callback Hours form

Issue 1 September 1998




Sample Application #10: Callback Messaging

Mailbox Global Settings

These screens allow Rock Coast to set up global parameters regarding all
Callback Messaging mailboxes. Parameters can include what agents hear upon
transcription as well as the scheduling options available to callers and agents.
Rock Coast has set up its system so that:

Messages are delivered in one minute increments to agents.

Messages are delivered to agents on channels 1-4 on their
CONVERSANT.

Agents must “Press [1]” when a message is delivered to them before it will
play.

Segment numbers and all of the message header information play upon
transcription.

Callers have two confirmation chances when leaving message segments.
Use a 12-hour clock.
Callers and agents can schedule callbacks.

The CONVERSANT “listens in” for 30 seconds while the agent is
connected to the caller before dropping off the line.

Figure 3-113 shows the completed Global Settings form.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 19398
1 Customer Assistfy 4 Global Settings for All Message Drop Mailboxes

Call VUector Confi
>System Administra| Specify the Global Parameters for Message Drop

System Monitor AGENT ACCESS
UNIX System Channel access time! 1
Exit Access channel(s):

>Mailbox Global Se

Force 'Press 1' for agent callback pickup! Yes

MESSAGE PLAYBACK
Speak transcription segment numbers:
Play message header information:
Number of confirmation chances!
Mailbox Administr| Time format: 12 hour clock.

INID <
D
[
L]

Agent Callback Ho CUSTOMER CALLBACK
Customer Callback| Allow agents to reschedule? Yes
Delete Messages f| Scheduling options:

Mapping Country/C Immediately: Yes Later today: Later date: Yes

Enter "AUTO" to monitor constantly or minutes between tries in calling agents.

Callback conference time: 20
Allow agents to classify callbacks?

Yes
Yes

HELP WCHOICES  CLOSE N | ENTER CANCEL BREFRESH N |

Figure 3-113. Global Settings Form
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New Mailbox Setup

3-148

This setup screen allows Rock Coast to set up individual parameters for an
individual mailbox. Rock Coast has set up its system so that:

The security code on this mailbox is 192.

The mailbox uses U.S. English.

Messages are delivered to agents by dialing the internal VDN #20024.

Dialing 9 is required to get an outside line to call back callers.

The CONVERSANT is located in the United States, so the Country Code is

setto 1.

The CONVERSANT waits for 20 seconds to see if the agent picks up upon
message delivery. If no agent picks up, delivery is retried every 1 minute.

The message waiting lamp is not used.

Figure 3-114 shows the completed Edit Existing Mailbox form.

>

S

En

Mailbox name:

Rock Coast Queue Mailbox

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
5 Edit Existing Mailbox

Mailbox ID: 100

Mailbox password: 192
Talkfile: B185 US English

CALLBACK
Transcriber welcome phrase:
Rock Coast Queue Mailbox

Mailbox priority: 1

1016

Agent access number: 2020

Treat as outside number? Ho

OQutside line access code!
Time to wait for answer! 15
Use Dial Pulse Recognition: No
Adjust for time zone? Yes
NOTIFICATION AND ALARMS
Message Waiting Lamp extension:
Alarm if
Message age exceeds Minutes:
Max number of messages exceeds!
Forward messages into mailbox:

777

Country code: 1
Message retry interval: 1
Use Speech Recognition: No

Hours: Days: 1

DJ_test

ter the mailbox name.

HELP INSERT REMOVE DEF INE

ENTER CANCEL BREFRESH EMCHG-KEYS

Figure 3-114. Edit Existing Mailbox Form
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Sample Application #10: Callback Messaging

Modify Mailbox Form

Rock

Each

Coast wants to ask callers three questions:
Caller's Name
Telephone Number

Reason for calling

of these questions goes in a separate segment. Use the following steps to

modify this mailbox form:

1.

Start at the Callback Messaging Administration menu and select Mailbox
Administration.

. Select Create New Mailbox.

The system displays the Create New Mailbox form (similar to [Figure
3-114).

See[‘Callback Messaging Administration”|on page 7-2 for more
information on how to administer mailboxes.

Figure 3-115, |Figure 3-116,/and [Figure 3-117|show the segment-type
forms.

>

Se

LUCENT TECHNOLOGIES Customer Assist Care Center - August 13, 1998
Message closing phrase:
Rock Coast Mailbox - Goodbye 1021
Segment Type Identity Tag
1 Record Please speak your full name. 1017
2 Data 1024
3 Record Please speak your current technical issue. 1019
y
5 I
8 I
7 I
8 I
9 I
10 .
11 .
12 .
13 .
14 .
15 .
lect the phrase tag to play after the final mailbox prompt.

Figure 3-115. [Edit Existing Mailbox: Segments Grid
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3-150

LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
5 Record configuration for mailbox 100, segment 1 7
MESSAGE DROP OPTIONS:
Phrase tag: Please speak your full name. 1017
Response limits: Minimum: 3 Maximum: 15
Recording quality: ADPCH32
Have caller confirm? Yes
Segment required to saue message? No
TRANSCRIPTION OPTIONS:
Play back to transcriber? Yes
> 8
9
10
11
12
13
—| 14 -
15 -
Select the phrase tag that the caller will hear.
| _HELP MCHOICES W CLOSE N | | CANCEL EREFRESH R |

Figure 3-116. Edit Existing Mailbox: Record Configuration for Record
Segment 1

LUCENT TECHNOLOGIES Customer Assist Care Center - August 13, 1998

5 Edit Existing Mailbox
Message closing phrase:!
>| Rock Coast Mailbox - Goodbye 1021
Data configuration for mailbox 15,
MESSAGE DROP OPTIONS:
Phrase tag: Please enter your phone number
Response limits: Minimum: ©  Maximum: 24
Have caller confirm? No
Segment required to saue message? No
TRANSCRIPTION OPTIONS:
Play back to transcriber? Yes
Display field? ohe
Treat as phone field? No  Portion: Whole
Enable automatic launch? No Message treatment: HNone
INPUT OPTIONS:
Passed parameter? No  Argument: _
[_reLk JlcHorces B close B [ concel BRerresi l

Figure 3-117. [Edit Existing Mailbox: Data Configuration for Data Segment 2
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Sample Application #11: Bilingual Dynamic
Announcements and Routing

LUCENT TECHNOLOGIES Customer Assist Care Center - August 13, 1998
B Record configuration for mailbox 15, segment 3 b

MESSAGE DROP OPTIONS:

Phrase tag: Please speak your current technical issue. 1019
Response limits! Minimum: 3 Maximum: 300
Recording quality: CELP16

Have caller confirm? No
Segment required to save message? No

Play back to transcriber? Yes

TRANSCRIPTION OPTIONS: i

> 8
9
10
1
12
13
—| 14
15

Select the phrase tag that the caller will hear.
| _HELP MCHOICES W CLosE N | | CANCEL EREFRESH N |

Figure 3-118. Edit Existing Mailbox: Record Configuration for Record
Segment 3

Customer Assist Vectors

Use the Customer Assist vectors in the|“Sample Application #9: Estimated Wait]
Time Routing”| on page 3-135 as reference.

Sample Application #11: Bilingual
Dynamic Announcements and Routing

Business Situation

The Rock Coast Software Company wants to enable callers to select the
language in which to hear prompts and announcements. Approximately 80% of
its customers speak U.S. English and the other 20 percent speak Colombian
Spanish. They would like to convert their Estimated Wait Time application
[(“Sample Application #7: Estimated Wait Time”|on page 3-118, Collects a single
digit that corresponds to the department where the caller is currently queued
from the switch was modified to include EWT Routing in[*Sample Application #9:|
[Estimated Wait Time Routing”|on page 3-135) to have the capability to change
languages “on the fly.”

The lessons learned in earlier sample applications are background for this
sample application.
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Callflow Diagram

The following three diagrams illustrate the callflow for this sample application.
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Sample Application #11: Bilingual Dynamic
Announcements and Routing

11 EWwTROUTING o D

Bi-lingual

~ Incoming call

v

" Conver se passing wait

(Phrase Number 162) VRU
"Thank you for calling Rock Coast Software. To
continue this call in English, please press 1.
Gracias por llamar a Rock Coast Software.
Para coninuar en espanol, oprima dos.”

-,
["Continuecall inuUS Englisthi
" Evaluate
Expected Wait Time

AContinue call in Spanish]

(Phrase Number 156)
"Y our estimated wait time
on hold is 60 seconds.”

"Un representonte te estora

No disponible en
aproxamidomente 60
MODIFIED segundos.”
EWT

Yes

(Phrase Number 1090)
"We are currently experiencing ahigh ~Continue with call
volume of calls. Y ou can expect hold
times of 20 minutes or longer. Please
leave a message and an Agent will return
your call."

"Procesamos muchas |lamadas ahora..."

I

"Route to Rock Coast calback
messaging mailbox #1010

Figure 3-119. Bilingual Callflow 1
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11. EWT ROUTING

Bi-lingua| MODIFIED
EWT

!

(Phrase Number 158)
"Our Customer Service department will be with you
shortly. Y ou should expect to hold for approximately..."

"Un representonte te..."

'

"Speak modified
Estimated Wait Time

v

(Phrase Number 159)
"...minutes before being connected with an Agent.”

"...minutos..."

v

(Phrase Number 160)
"If you would like to continue to hold, press 1.
If you would like to access our automated Bulletin Board service for
answers to commonly asked questions regarding our products, press 2.
If you would like to use our automated Fax Response system, press 3."

"El departomento technical te estara disponible..”

“Routeto Fax
Response system

"Route to Bulletin
Board application

Continue with call

Figure 3-120. Bilingual Callflow 2
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Sample Application #11: Bilingual Dynamic
Announcements and Routing

ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.
Assumptions: The CONVERSANT split is Split 3.
1. wait-time 2 secs hearing ringback
gueue-to main split 1 pri m
wait-time 0 secs hearing music
converse-on split 2 pri m passing wait and none
collect 1digits after announce none
goto step 9 if digits = 1
wait-time 60 secs hearing music

goto step 7 if unconditionally

© © N o gk~ w N

stop

Callback Messaging Administration

Callback Messaging administration involves:
= Agent callback hours setup
= Mailbox global settings

= New mailbox setup

See['Sample Application #10: Callback Messaging”|on page 3-144 for
instructions.

Because this sample application is bilingual, you must set up two mailboxes, one
for US English and one for Colombian Spanish. In this sample application, the
mailbox numbers must match the corresponding language code numbers. For
example, since the language code for Colombian Spanish is 5, the mailbox
number for Colombian Spanish must also be 5.

Speech Administration

In this sample application, you must record speech for phrase numbers 1090,
156, 158-160, and 162. See the callflow for the text of these phrases.

See[‘Sample Application #2: Standard Announcement”|on page 3-18 for
information on how to create or record vector phrases.
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Customer Assist Vectors

This sample application uses five Customer Assist vectors:

= “First Vector — RC-BiLing Open” on page 3-156

[‘Second Vector — RC-BiLing EWT”|on page 3-159

[“Third Vector — RC-BiLing Menu”|on page 3-160

[“Fourth Vector — RC-Msg Drop’|on page 3-162

« |“Fifth Vector — RC-Return ACD”|on page 3-165

For each vector, the sample application first describes the steps in the finished
vector and then describes each step.

First Vector — RC-BiLing Open

3-156

This vector receives the estimated wait time from the switch, prompts the caller to

select English or Colombian Spanish, changes the language to the caller’s

request, and routes callers to the next vector, [‘Second Vector — RC-BiLing EWT’|

on page 3-159.

Figure 3-121 shows the completed RC-BiLing Open vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
»Call Ue| Uector Name: RC-Biling Open Uector Number: 104
System | Description: Rock Coast Bi-lLingua
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 5 digits into Zdatal
— 2 EWT calculates the delay from %datal into Zewt
3 MENU U.S. Spanish Menu
99{Futu L] CHG_LANG to ¥language
1801Fut 5 GOTO Uector & unconditionally
101 }{RC 6
1821RC- T
103 1EWT 8
>104{RC- 9
1051{RC- 10
106 {Res 11
107{RC 12
108{RC- 13
— 14
Enter the vector name.

Figure 3-121. Finished RC-BiLing Open Vector
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Sample Application #11: Bilingual Dynamic
Announcements and Routing

Step Descriptions
1. CONVERSE

Collects the Expected Wait Time information from the switch and places it
in the variable %datal. Since this information is passed to the
CONVERSANT in seconds, this action step will collect five digits.

2. EWT

Converts the Expected Wait Time information received from the DEFINITY
to an Estimated Wait Time that can be spoken back to the caller.

The action rounds the value of the variable %datal up to the nearest
minutes and places the result in the variable %ewt. The result of this
calculation is in minutes.

3. MENU

Recites a single announcement with both U.S. English and Colombian
Spanish speech. The announcement prompts the caller to select the
language they want to use.

If the caller presses 1 for U.S. English, then all prompts from that point on
will be spoken to the caller in U.S. English. If the caller presses 2 for
Colombian Spanish, then all prompts from that point on will be spoken to
the caller in Colombian Spanish. Depending on this selection, the MENU
action sets the value of the variable %language to the talkfile reference
number that is used throughout the call.

4. CHG_LANG

Changes the current talkfile language for one specific caller to the talkfile
number represented in the value in the variable %language. The results of
this action affect only this specific caller and do not globally change the
base language.

=>» NOTE:
See[‘Changing the Base Language”|on page 6-16 to globally
change the base language of Customer Assist.

Figure 3-122|shows the completed CHG_LANG action form.
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LUCENT TECHNOLOQGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 104 STEPS

>Call Ue| Uector Name: RC-BiLing Open Uector Number: 104
Suystem | Description: Rock Coast Bi-Lingua
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 5 digits into %datal
— 2 EuT calculates the delay from %datal into %ewt
3 Ed| 3 MENU U.5. Spanish Henu
991Futu 4 CHG_LANG to Zlanguage
108 {Fut 5 GOTO Uector 8 unconditionally
101 {RC 3
1021RC- T
1031EWT 8
>104|RC- 9
1051 RC- 10
Language Action, Step Number 4 for vector 104
Change lanquage to: Z%lanquage
Comment

Enter the language or a variable.

[_HeLp QcHorces Jf close N | [ ENTER | CANCEL JREFRESH B |

Figure 3-122. CHG_LANG Action Form

5. GOTO

This action step unconditionally routes the caller to the EWT
Announcement vector. See|‘Second Vector — RC-BiLing EWT”|on page
3-159.
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Announcements and Routing

Second Vector — RC-BiLing EWT

This vector uses the estimated wait time to route callers to one of three different
announcements depending on the number of minutes the caller is expected wait
in queue (short = 1 minute; standard = 1-20 minutes; long = greater than 20
minutes).

Figure 3-123 shows the completed RC-BiLing EWT vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - August 13, 1998

1 Customer Assist Care Center Uector Configuration
>Call Ue EDIT UECTOR NUMBER 105 STEPS

System | Uector Name: RC-Biling EWT Uector Number: 105

System | Description: Rock Coast Bi-Lingqua

UNIX Sy

Exit Step Action Description
— 1 GOTO Step 7 if Zewt = 1
13 Ed 2 GOTO Step 9 if %ewt > 20

99iFutu 3 DYN_ANNOU phrase in 158

100 |Fut 4 SPEAK_NUM in Zewt as Number

101 {RC 5 DYN_ANNOU phrase in 159

102 {RC- [ GOTO Uector 9 unconditionally

103 1EWT 7 DYN_ANNOU phrase in 156

104{RC- 8 QUIT Returns call to the switch
>105{RC- 9 DYN_ANNOU phrase in 161

106 | Res 16 GOTO Uector 5 unconditionally

107 {RC 11

108 {RC- 12
— 13

14

Enter the vector name.

HELP INSERT W REMOUE W DEFINE ENTER cANCEL WREFRESH JCHG-KEVYS]

Figure 3-123. Finished RC-BiLing EWT Vector

Step Descriptions
1. GOTO

If the value of the variable %ewt = 1, this step routes the caller to step 7,
which speaks the short Estimated Wait Time announcement.

2. GOTO

If the value of the variable %ewt > 20, this step routes the caller to step 9,
which speaks the long Estimated Wait Time announcement.

3. DYN_ANNOU

Recites the first part of the standard Estimated Wait Time announcement
in the language represented in the variable %language.

4. SPEAK_NUM

Recites the Estimated Wait Time to the caller as a number in the language
represented in the variable %language.
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10.

DYN_ANNOU

Recites the last part of the standard Estimated Wait Time announcement in
the language represented in the variable %language.

GOTO

Routes the caller to a vector that provides a menu of options in the
requested language. See “Third Vector — RC-BiLing Menu” on page
3-160.

DYN_ANNOU

Recites the short Estimated Wait Time announcement in the language
represented in the variable %language.

QUIT
Routes the caller back to the switch.
DYN_ANNOU

Recites the long Estimated Wait Time announcement in the language
represented in the variable %language.

GOTO

Routes the caller to the [‘Fourth Vector — RC-Msg Drop”|on page 3-162.
That vector allows the caller to leave a message in the Rock Coast
mailbox.

Third Vector — RC-BiLing Menu

3-160

This vector provides a menu of options for callers in either Colombian Spanish or
US English.

Figure 3-124|shows the completed RC-BiLing vector.
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Sample Application #11: Bilingual Dynamic
Announcements and Routing

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-Biling Menu Uector Number: 146
System Description: Rock Coast Bi-Linqual Menu
System
UNIX Sy| Step Action Description
Exit 1 GOTO Step 3 if %Zlanguage = 11
— 2 GOTO Step 5 if %Zlanguage = 5
13 Ed 3 MENU Tech Support 1. Cust Seru 2. Sales 3. UWarr 4 Fax 5
141 {RC- 4 QUIT Returns call to suitch
142 |RC- 5 MENU Tech Support 1. Cust Serv 2. Sales 3. lWarr 4 Fax 5
143 |RC- 6 QUIT Returns call to the switch
144 {RC- T
145 {RC- 8
>146 |RC- 9
147 |RC- 10
148 |RC- 11
149 {RC- 12
158 {RC- 13
- 14
Enter the vector name.

Figure 3-124. Finished RC-BiLing Menu Vector

Step Descriptions
1. GOTO

If %6language = 11, this action routes the caller to step 3, which provides a
menu using US English prompts.

2. GOTO

If %language = 5, this action routes the caller to step 5, which provides a
menu using Colombian Spanish prompts.

3. MENU

Recites a menu announcement in US English to callers to inform callers of
their options. Callers can:

= Press [1]to continue to hold; this routes them to the QUIT action so
that they return to the DEFINITY switch.

= Press [2]to connect to a bulletin board application.

= Press [3]to connect to Rock Coast’s Fax Response application.

=>» NOTE:
After pressing [3], the caller is sent to another vector (not
shown in this sample application). To execute the fax system,
see[‘Sample Application #4: Automated Attendants”|on page
3-45.
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4. QUIT

Ends the Customer Assist session and unconditionally routes the caller
back to the switch.

5. MENU

Recites a menu announcement in Colombian Spanish to callers to inform
callers of their options. Callers can:

= Press [1]to continue to hold; this routes them to the QUIT action so
that they return to the DEFINITY switch.

= Press [2]to connect to a bulletin board application.
= Press [3]to connect to Rock Coast’s Fax Response application.
6. QUIT

Ends the Customer Assist session and unconditionally returns the caller to
the switch.

Fourth Vector — RC-Msg Drop

This vector allows the caller to leave a message in the Rock Coast mailbox using
the appropriate language, and then routes the caller to the last vector, which
routes them back to the switch to end the call.

In this example, the caller is still in queue while they are leaving a message. In
some instances, you may want to return the caller to the switch to dequeue them
first and then return them to the CONVERSANT to allow them to leave a message.
This reduces the overall DEFINITY split length, lowers the hold times, and
prevents a caller who is leaving a message from being “yanked” back to the
DEFINITY if an agent becomes available. In this sample application, however,
Rock Coast wants callers with wait times over 20 minutes to remain in queue so
they can be connected to an agent if one should become available.
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Announcements and Routing

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
[ EDIT UECTOR NUMBER 118 STEPS

>Call Ue| Uector Name: RC-MessageDrop Uector Number: 110
Sustem | Description: Rock Coast Message D
System
UNIX Sy| Step Action Description
Exit 1 MSG_DROP into box XZlanguage

I 2
3 Ed 3
105!RC- 4
1061Res 5
107IRC 6
108!RC- 7
109{RC- 8

>118{RC- 9
1111RC- 10
1121Que 11
1131 Que 12
114! Get 13

- 4

Enter the vector name.

HELP INSERT | REMOUE W DEFINE | ENTER CANCEL BREFRESH WCHG-KEVS]

Figure 3-125. Finished RC-Msg Drop Vector

Step Descriptions
1. MSG_DROP

Allows the caller to leave a message in a mailbox and then routes the
caller to the[“Fifth Vector — RC-Return ACD”|on page 3-165.

Instead of specifying a mailbox number, the MSG_DROP action specifies
the value of the variable, %language. This variable is either 11 for US
English or 5 for Colombian Spanish. The sample application has two
Callback Messaging mailboxes:

= Mailbox number 11 prompts callers in US English

= Mailbox number 5 prompts callers in Colombian Spanish
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
»>Call Ue| Uector Name: RC-MessageDrop Uector Number: 110
System Description: Rock Coast Message D
System
UNIX Sy| Step Action Description
Exit
13 Ed MSG_DROP Action saves a multi-part message.
105{RC-
108 |Res Message Drop in mailbeox! %language
107{RC Optional arguments
108 {RC- Argument A:
109 {RC- Argument B:
>1101RC- Argument C:
111{RC-
1121 Que After M3G_DROP
113 Que Jump to Uector : [ Speech Admin
114{Get
— Comment: Rock Coast Queue Mailbox
Enter the mailbox number or a variable followed by the Return or ENTER key.
] ]

Figure 3-126. MSG_DROP Action Form
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Announcements and Routing
|

Fifth Vector — RC-Return ACD

This last vector returns the caller (if they are still on hold) to the switch to end the

call.

>Call Ue

System
System
UNIX Sy
Exit

3 Ed|
97iFutu
98 iFutu
99iFutu
100 {Fut
1011{RC
>1021RC-
1031EWT
104}RC-
1051{RC-
1061Res

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Uector Name: RC-Return ACD Uector Number: 102
Description: Rock Coast Returns U

Step

WU Ewh =

Action Description
DATA_RTN to PBX with x01
QUIT Returns caller to the switch

Enter the vector name.

HELP INSERT B REMOUE M DEFINE ENTER CANCEL BREFRESH ECHG-KEYS

Figure 3-127. Finished RC-Return ACD Vector

Step Descriptions

1. DATA_RTN

Returns a hard-coded number 1 to the DEFINITY vector.

2. QUIT

Quits Customer Assist and returns control to the ECS R6.3/DEFINITY
vector, which in turn drops the caller.
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Sample Application #12: Dynamic Port
Allocation and Dynamic Allocation of
Applications

Business Situation

The Rock Coast Software Company is getting close to finishing its entire call
center application, but it is looking for ways to make its CONVERSANT more cost
effective.

One option is to dynamically allocate ports on the CONVERSANT to run any
application, as compared to statically allocating ports to just one application,
such as a single announcement. A statically allocated port allows many callers to
hear a single announcement. Dynamically allocated ports allow only one caller to
access and hear a single announcement, but it can occur on any port. Rock
Coast estimates that by dynamically allocating its ports, it can save on hardware
expenses because it will not need as many ports, and at the same time
dynamically provide better quality service overall to its customer base.

In the following example, Rock Coast creates a “Main Route” vector that will act
as the dynamic port allocation engine to other vectors in the software. This Main
Route vector routes any incoming caller's VDN number to specific vectors or
specific applications outside of the Customer Assist application.

The lessons learned in earlier sample applications are background for this
sample application.

ECS R6.3/DEFINITY Vector

3-166

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.
Assumptions: The CONVERSANT split is Split 3.

1. wait time 2 secs hearing ringback

2. converse-on split 3 pri m passing vdn and none

3. collect 3 digits after announcement none

4. route-to digits with coverage n

5. stop

The sample application illustrates dynamic port allocation when the DEFINITY is
passing VDN. However, dynamic port allocation can take place when any
argument or hard-coded digit string is passed and evaluated. If the DEFINITY
vector step passes nothing, however, no dynamic port allocation can take place.
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Sample Application #12: Dynamic Port Allocation and
Dynamic Allocation of Applications

Customer Assist Vector

This sample application uses the RC-Main DPA vector to provide the dynamic
port allocation for the other vectors in the application. These other vectors are not
discussed.

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
»>Call Ue| Uector Name: RC-Main DPA Uector Number: 147
System | Description: Rock Coast-Main Route-Dunamic Port Alloc
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 3 digits into %datal
— 2 SWITCH Dynamic Port Allocation
3 Ed| 3 DYNAMIC  Dynamic Allocations of Applications
142{RC- Y QUIT
143 1RC- 5
144 {RC- [
1451RC- T
146 {RC- 8
>147{RC- 9
148 1{RC- 10
1491{RC- 11
1S58 {RC- 12
1511CH 13
— 14
Press the CHOICES key for the list of available actions.

Figure 3-128. Finished RC-Main DPA Vector

Step Descriptions
1. CONVERSE

Collects the VDN digits passed to the CONVERSANT from the DEFINITY
switch and places them into the variable %datal.

=>» NOTE:
In this example, the Customer Assist application is expecting to
receive three digits. This number may be different depending on the
application. There may also be a second CONVERSE step to receive
a second argument passed from the DEFINITY.

2. SWITCH

Routes the caller to specific vectors in Customer Assist, depending on the
VDN value in the variable %datal.

For example, if the VDN is 111, the SWITCH action routes the call to vector
number 20, RC-AnnQueuePos.
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If the VDN passed from the switch to the CONVERSANT does not appear
in the SWITCH action, the Main Route vector continues to the step
containing the DYNAMIC action.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Vel SWITCH Action Step Number B for vector 147
System De
System SWITCH evaluates variables and routes matches to vectors
UNIX Sy| St| Comment: Dynamic Port Allocation
Exit Uariable: Zdatal Operator: =
UALUE UECTOR NUM UECTOR NAME
142{RC- 111 109 RC-AnnQueuePos
1431RC- 222 142 RC-AA-TT Menu
144{RC- 333 142 RC-AA-TT Menu
145{RC- 444 144  RC-BB-SR-Win9S
146{RC- 555 145  RC-BB-SR-Retur
>14T7IRC- [ 146 RC-BilLing Menu
148 {RC- ir7 147  RC-Main DPA
149{RC- 888 148 RC-lWeekend
150{RC- o
1511CY _
Please enter your comments.
|_HeLP Hcroices f closE N | | ENTER il cANCEL JREFRESH |

Figure 3-129. SWITCH Action Form

3. DYNAMIC

Dynamically allocates another application, an automated employee
payroll system called “agent,” on the CONVERSANT to callers entering the
Customer Assist application.

This action dynamically allocates the agent application if the VDN passed
from the switch is either 999 or 000. In either case, the DYNAMIC action
passes data (three arguments) out of the Customer Assist application and
into the agent application sitting on the CONVERSANT. The action passes
both hard-coded numbers such as 567 and variables such as %datal.
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Sample Application #12: Dynamic Port Allocation and
Dynamic Allocation of Applications

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 147 STEPS
»Call Ue| Uector Name: RC-Main DPA Uector Number: 147

System 5 DYNAMIC PORT ALLOCATION BLOCK 7 for vector 147
System

UNIX Sy|| DYWAMIC ALLOCATION STARTS PROGRAMS FOR GIUEN UALUES

Exit Comment & Dynamic Allocations of Applications

Uariable: %*datal

142 {RC- UALUE PROGRAM ARG1 ARGZ ARG3
1431{RC- 999 agent 1234 567 890
144 {RC- [e]e]:] agent 1234 %datal 890 I

145{RC-
T1461RC-
>147{RC-
1481RC-
1491RC-
150{RC-
1511C4

Please enter your comments.

HELP McHoIcES WclosE N ] ENTER CANCEL JREFRESH i |

Figure 3-130. Dynamic Port Allocation

4. QUIT

If any VDN is passed other than those specified in the previous SWITCH
and DYNAMIC actions, the QUIT action returns the call to the DEFINITY
switch.
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Changing the Setup Vector

After Rock Coast creates the Main Route vector, it must change its setup vector
so that every channel assighed to Customer Assist on the CONVERSANT points
to this vector.

Figure 3-131 illustrates how a CHAN_ASN action in the setup vector would look
after all the Customer Assist channels are assigned to the Main Route vector
(vector 29).

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398
>Call Ue| Uector Name: setup Uector Number: O
System | Description: h
System
UNIX Sy| Step Action CHAN_ASN assigns vectors to channels
Exit 1 OFF_HOOK answ| Comment:! assign channels to vectors
— 2 CHAN_ASN assi| CHANNEL UECTOR NAME
3 Ed 3 CHAN_ASN assi| O 1 Main Menu
>Bisetup 4 CHAN_ASN assi| 1 1 Main Menu
1iMain 5 CHAN_ASN assi 2 1 Main Menu
2|/MB Ac 6 CHAN_ASN assi 3 1 Main Menu
| chang T CHAN_ASN assi| 4 1 Main Menu
4i{Trans 8 CHAN_ASN assi| 5 1 Main Menu
SIIVR a 9 CHAN_ASN assi| 6 27 UTG-Menu
61Speec 10 QuUIT if ¢ T 27 UTG-Menu
Tichose 11 8 27 UTG-Menu
8|Sched 12 9 27 UTG-Menu
9iMorni 13 10 1 Main Menu
S— 14 1 1 Main Menu
Please enter your comments.
I I

Figure 3-131. CHAN_ASN Action Form
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Sample Application #13: Scheduling Events in a Call
Center

Sample Application #13: Scheduling
Events in a Call Center

Business Situation

The Rock Coast Software Company would now like to create a way to give its
customers specific announcements during the December holiday season as well
as specific announcements during a weekend. Rock Coast can easily do this by
using Customer Assist. This sample application modifies the dynamic port
allocation vector created in the previous section.

The lessons learned in earlier sample applications are background for this
sample application.

ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.
Assumption: The CONVERSANT split is Split 3.

1. wait-time 2 secs hearing ringback
2. converse-on split 3 pri m passing vdn and none
3. collect 3 digits after announcement none
4. route-to digits with coverage n
5

. stop

Customer Assist Vectors

This sample application illustrates three Customer Assist vectors:

[“First Vector — RC-Main DPA”|on page 3-178

[‘'Sample Application #14: Reporting and Hang Up Actions”|on page 3-177
[“Third Vector — RC-Weekend”|on page 3-175

Each of these vectors provides dynamic port allocation for other vectors in the
application. These other vectors are not discussed.
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First Vector — RC-Main DPA

3-172

This vector receives the VDN from the switch, routes callers to different vectors
based on time and date, and provides dynamic allocation of ports and
applications.

>Call Ve

System
System
UNIX Sy
Exit

1421RC-
1431RC-
144{RC-
1451RC-
1461RC-
>147{RC-
1481RC-
1491RC-
158{RC-

Enter the

3 Ed

1511CH

LUCENT TECHWOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 147 STEPS

Uector Hame: RC-Main DPA Uector Number: 147
Description: Rock Coast-Main Route-Dynamic Port Alloc
Step Action Description

1 CONUERSE collect 3 digits into %datal

2 SCHEDULE Holiday and Weekend Hours Announce

3 SWITCH Dynamic Port Allocation

4 DYNAMIC Dynamic Allocations of Applications

5 QUIT

6

T

8

3

10

11

12

13

14

vector name.

HELP INSERT REMOUE DEF INE ENTER CANCEL WREFRESH ECHG-KEYS

Figure 3-132. Finished RC-Main DPA Vector

Step Descriptions
1. CONVERSE

Receives the three VDN digits passed to the CONVERSANT from the
DEFINITY switch and places them into the variable %datal.

2. SCHEDULE

Routes callers to different vectors based on a time schedule.

In this example, the SCHEDULE action routes callers to one vector

[(“Second Vector — RC-Holiday”|on page 3-174) in the month of

December and to another vector|(“Third Vector — RC-Weekend”|on page

3-175) on weekends.

During the week (Monday through Friday) from January through
November, processing continues in the current vector.

=>» NOTE:

Create the SCHEDULE action with the “extreme” cases first and the
less extreme cases later. In the example, the holiday schedule is first

because it takes precedence over the weekend schedule in
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Sample Applica
Center

tion #13: Scheduling Events in a Call

December. The asterisks shown in the figure are wild cards that
represent “any” or “all.” For example, an asterisk in the year column
represents all years.

>

En

HELP MCHOICES CLOSE MPREUPAGE]

LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
5 Edit Existing Mailbox

Mailbox ID: 100
Mailbox priority: 1

Mailbox name: Rock Coast Queue Mailbox
Mailbox password: 192
Talkfile: 6105 US English

CALLBACK

Transcriber welcome phrase!
Rock Coast Queue Mailbox

Agent access humber: 2020
Outside line access code:

Time to wait for answer: 15
Use Dial Pulse Recoghition: No
Adjust for time zone? Yes
NOTIFICATION AND ALARMS

Message Waiting Lamp extension:
Alarm if

1016
Treat as outside number? No
Country code: 1
Message retry interval: 1
Use Speech Recognhition: Ho

Message age exceeds Minutes: Hours: _ Days: 1
Max number of messages exceeds!:
Foruward messages into mailbox: TiT DJ_test

ter the mailbox name.

NEXTPAGEJS CANCEL MREFRESH |

Figure 3-133. SCHEDULE Action Form

3.

SWITCH

Routes the caller to specific vectors in Customer Assist, depending on the
VDN value in the variable %datal.

For examples, see the Customer Assist vector in[‘Sample Application #12|
[Dynamic Port Allocation and Dynamic Allocation of Applications”on page
3-166.

DYNAMIC

Dynamically allocates another application on the CONVERSANT to callers
entering the Customer Assist application.

“Sample Application|
on of Applications”|on

For an example, see the Customer Assist vector in
[#12: Dynamic Port Allocation and Dynamic Allocat
page 3-166.

QuUIT

If any VDN is passed other than those specified in the SWITCH and
DYNAMIC actions, the QUIT action returns the call to the DEFINITY switch.
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Second Vector — RC-Holiday

3-174

This vector plays a holiday announcement before routing callers.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
»Call Ue| Uector Name: RC-Holiday Uector Number: 155
System | Description: Rock Coast December Holiday Vector
System
UNIX Sy| Step Action Description
Exit 1 ANNOUNCE Rock Coast December Holiday Welcome Greeting
—— SWITCH Dynamic Port Allocation

3 DYNAMIC  Dynamic Allocation of Applications
1501{RC- 4 QuUIT
1511CH 5
1521ADA [
1531RC- 7
154 1{RC- 8
>1551RC- 9
2001Ash 10
201 1UK 11
2021uk 12

203 1uk 13

Enter the vector name.

HELP INSERT B REMOUE B DEFINE ENTER CANCEL WREFRESH WCHG-KEYS

Figure 3-134. Finished RC-Holiday Vector

Step Descriptions
1. ANNOUNCE
Plays the holiday announcement.
2. SWITCH

Routes the caller to specific vectors in Customer Assist, depending on the
VDN value in the variable %datal.

3. DYNAMIC

Dynamically allocates another application on the CONVERSANT to callers
entering the Customer Assist application.

4. QUIT

If any VDN is passed other than those specified in the SWITCH and
DYNAMIC actions, the QUIT action returns the call to the DEFINITY switch.
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Sample Application #13: Scheduling Events in a Call
Center

Third Vector — RC-Weekend

This vector plays a weekend announcement before routing callers.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398
>Call Ue| Uector Name: RC-Weekend Uector Number: 148
Suystem | Description: Rock Coast December Holiday Uector
System
UNIX Sy| Step Action Description
Exit 1 ANNOUNCE Rock Coast Weekend Announcement
— SWITCH Dynamic Port Allocation

3 Ed 3 DYNAMIC  Dynamica Allocation of Application
142 {RC- 4 QUIT

143 {RC- 5

144 {RC- 6

145 RC- T

146 | RC- 8

147{RC- 9
>148{RC- 10

149{RC- 11

158 {RC- 12

1511C4 13

Enter the vector name.

Figure 3-135. Finished RC-Weekend Vector

Step Descriptions
1. ANNOUNCE
Plays the weekend announcement.
2. SWITCH

Routes the caller to specific vectors in Customer Assist, depending on the
VDN value in the variable %datal.

3. DYNAMIC

Dynamically allocates another application on the CONVERSANT to callers
entering the Customer Assist application.

4. QUIT

If any VDN is passed other than those specified in the SWITCH and
DYNAMIC actions, the QUIT action returns the call to the DEFINITY switch.
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Changing the Setup Vector

After Rock Coast creates its Main Route vector, it must change its setup vector
so that every channel assighed to Customer Assist on the CONVERSANT points
to this vector.

Figure 3-136 illustrates how a CHAN_ASN action in the setup vector would look
after all the Customer Assist channels are assigned to the Main Route vector
(vector 29).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: setup Uector Number: O
System | Description: h
System
UNIX Sy| Step Action CHAN_ASN assigns vectors to channels
Exit 1 OFF_HOOK answ| Comment: assign channels to vectors
— P CHAN_ASN assi| CHANNEL UECTOR NAME
3 Ed| 3 CHAN_ASN assi| 0O 1 Main Menu
>@isetup L] CHAN_ASN assi| 1 1 Main Menu
11Hain 5 CHAN_ASN assi| 2 1 Main Menu
2iMB Ac B CHAN_ASN assi| 3 1 Main Menu
3ichang T CHAN_ASN assi 4 1 Main Menu
4| Trans 8 CHAN_ASN assi 5 1 Main Menu
SIIUR a 9 CHAN_ASN assi| 6 27 UTG-Menu
61Speec 10 QUIT if ¢ T 27 UTG-Henu
Tichose 11 8 27 UTG-Henu
8!Sched 12 9 27 UTG-Menu
9{Horni 13 10 1 Main Menu
— 14 11 1 Main Menu
Please enter your comments.
I I

Figure 3-136. CHAN_ASN Action Form
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Sample Application #14: Reporting and Hang Up

Actions

Sample Application #14: Reporting
and Hang Up Actions

Business Situation

The Rock Coast Software Company feels that its call center applications are
almost complete, but it wants to add some reporting features to its call center. It
wants to monitor the VDNSs that are passed from the DEFINITY and capture the
ANI of abandoned callers. Rock Coast can put this ANI into a Callback
Messaging mailbox that can deliver the abandoned ANI to an agent for a prompt
callback. This option provides Rock Coast with the utmost in service —
automatically calling callers back who abandoned the line while waiting in
queue.

The lessons learned in earlier sample applications are background for this
sample application.

ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: The CONVERSANT split is Split 3.

=

. wait-time 2 secs hearing ringback

2. converse-on split 3 pri m passing vdn and ani
3. collect 3 digits after announcement none

4. route-to digits
5

. stop

Customer Assist Vectors

This sample application illustrates two Customer Assist vectors:

[‘First Vector — RC-Main DPA" on page 3-178

[‘Second Vector — RC-Hang Up”]on page 3-181

As in[*Sample Application #13: Scheduling Events in a Call Center”|on page
3-171, this sample application consists of many different vectors. It illustrates
only the two vectors that show how to use the REPORT and HANG_ACT actions.
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First Vector — RC-Main DPA

3-178

This vector receives the VDN and ANI from the switch, reports on the ANI, routes
callers to different vectors based on time and date, and provides dynamic
allocation of ports and applications.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 147 STEPS

»Call Ue| Uector Name: RC-Main DPA Uector Number: 147
System Description: Rock Coast-Main Route-Dynamic Port Alloc
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 3 digits into %datal

2 CONUERSE collect 10 digits into ¥ani
3 REPORT on *datal
1431RC- Yy HANG_ACT end with vector 149 (RC-Hang Up)
144 RC- 5 SCHEDULE Holiday and Weekend Hours Announce
1451RC- ] SWITCH Dynamic Port Allocation
146 1RC- T DYNAMIC Dynamic Allocations of Applications
>147IRC- 8 QUIT
1481RC- 9
1491RC- 10
1581RC- 11
1511CYy 12
1521ADA 13
- 14

Enter the vector name.

HELP INSERT | REMOUE ll DEFINE | ENTER caNcEL BREFRESH JCHG-KEYS

Figure 3-137. Finished RC-Main DPA Vector

Step Descriptions
1. CONVERSE

Receives the three VDN digits passed to the CONVERSANT from the
DEFINITY switch and places them into the variable %datal.

2. CONVERSE

Receives the 10 ANI digits passed to the CONVERSANT from the
DEFINITY switch and places them into the variable %ani.

3. REPORT

Instructs Customer Assist to report on the variable named %datal, which
records the VDN that is passed from the DEFINITY switch whenever this
vector is invoked.

You can see these values by running an Event Detail Report. See[“Event]
Detail Report”|on page 8-15.
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Sample Application #14: Reporting and Hang Up
Actions

LUCENT TECHWOLOGIES Customer Assist Care Center - July 28, 1998
»>Call Ue| Uector Name! RC-Main DPA Uector Number: 147
System Description: Rock Coast-Main Route-Dynamic Port Alloc
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 3 digits into Zdatal
— 2 CONUERSE collect 10 digits into %ani
3 Ed| 3 REPORT on Zdatal
143{RC- 4 HANG_ACT end with vector 149 (RC-Hang
144 {RC- 5 e, [3fy 5 REPORT Action Step Number 3 for vector 147
1451RC- [ SWITC
146{RC- T DY¥NAM| REPORT Action Step Stores Ualue of Uariable
>14T7IRC- 8 QUIT
148{RC- 9 Uariable to Report:! ¥datal
149{RC- 10
1S8{RC- 11 Comment! Recording which UDN s are passed
1511CY 12
1521ADA 13
- 14
Enter the variable name follow by the Return or ENTER key.
| _HELP NcHoIcES W cLosE N | | ENTER il CAnCEL BREFRESH @ |

Figure 3-138. REPORT Action Form

4. HANG_ACT

Instructs Customer Assist to go to vector 133, RC-Hang Up, if the caller
hangs up while in the CONVERSANT. See[‘Second Vector — RC-Hang|
Up”lon page 3-181.

Because the HANG_ACT action is a global setting throughout the duration
of a call, you need to include it only once. Typical places to include it are
in the Main Route vector or the setup vector. The HANG_ACT action is
valid for every call, no matter where the caller is in the CONVERSANT.
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3-180

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 147 STEPS

»Call Ue| Uector Name: RC-Main DPA Uector Number: 147
System | Description: Rock Coast-Main Route-Dunamic Port Alloc
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 3 digits into Zdatal

— 2 CONUERSE collect 10 digits into %ani

3 REPORT on %datal
143 {RC- L} HANG_ACT end with vector 149 (RC-Hang Up)
144 {RC- 5 SCHEDULE Holiday and Weekend Hours Announce
145 RC - ] SWITCH Dynamic Port Allocation

HANG_ACT Action Step Number 4 for vector 147

HANG_ACT Action Step specifies a vector number to go to after a HANGUP.

0On HANGUP go to Uector Number: 149 Name: RC-Hang Up

Comment: If caller hangs up goto this vector

Enter the vector name follow by the Return or ENTER key.

HELP McHoicEs W cLosE N ] ENTER CANCEL MREFRESH | |

Figure 3-139. HANG_ACT Action Form

5. SCHEDULE
Routes callers to different vectors based on a time schedule.
6. SWITCH

Routes callers to specific vectors in Customer Assist depending on the
VDN value in the variable %datal.

7. DYNAMIC

Dynamically allocates another application on the CONVERSANT to callers
entering the Customer Assist application.

8. QUIT

If any VDN is passed other than those specified in the SWITCH and
DYNAMIC actions, the QUIT action returns the call to the DEFINITY switch.
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Sample Application #14: Reporting and Hang Up
Actions

Second Vector — RC-Hang Up

This vector reports on the value of the variable %ani. This variable collects the
caller’'s telephone number, or ANI, from the switch. Rock Coast will use the ANI to
callback the callers who have abandoned calls. The company can view the value
of this variable by generating the Event Detail Report, or it can set up a vector
that routes the caller's ANI to a Callback Messaging mailbox. Agents who access
the mailbox can call back callers who abandon calls automatically.

LUCENT TECHMWOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Mame: RC-Hang Up Uector Number: 149
System Description! Rock Coast Hang Up Uector
System
UNIX Sy| Step Action Description
Exit 1 REPORT on %ani
— 2 QUIT done
3 Ed 3
1431{RC- L]
144{RC- 5
145{RC- 6
146{RC- 7
147iRC- 8
1481{RC- 9
>149{RC- 10
150{RC- 11
1511CH 12
1521ADA 13
- 4
Enter the vector name.

Figure 3-140. Finished RC-HangUp Vector

Step Descriptions
1. REPORT

Instructs Customer Assist to report on the variable named %ani. This
variable collects the caller’s telephone number, or ANI, from the switch
whenever the vector is invoked.

You can see these values by running an Event Detail Report. See[*Event]
Detail Report”|on page 8-15.

2. QUIT
Returns the call to the DEFINITY switch.
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Sample Application #15: Speech
Administration and Transcribing
Messages

Business Situation

The Rock Coast Software Company can set up two utility vectors to help them
with the process of creating its call center applications:

= A Speech Administration vector that allows agents or call center
supervisors to call into the DEFINITY and be routed directly into Speech
Administration to change or record phrases as well as administer
languages, etc.

= A Transcription vector that allows agents to call into the DEFINITY and be
routed directly into transcribing messages in Callback Messaging
mailboxes

The lessons learned in earlier sample applications are background for this
sample application.

ECS R6.3/DEFINITY Vector

This sample application uses one DEFINITY vector. The vector uses a Converse
vector step to pass a caller to the CONVERSANT and Customer Assist.

Assumptions: The CONVERSANT split is Split 3.
1. wait-time 2 secs hearing ringback
2. converse-on split 3 pri m passing none and none

3. stop

Customer Assist Vectors

This sample application illustrates two Customer Assist vectors:

[“First Vector — RC-SpchAdmn’|on page 3-183

[‘Second Vector — RC-Transcript’|on page 3-184
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Sample Application #15: Speech Administration and
Transcribing Messages

First Vector — RC-SpchAdmn

This vector routes agents to the speech administration program to make changes
to phrases in talkfiles.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 134 STEPS

>Call Ue| Uector Name: RC-SpchAdmin Uector Number: 134
Suystem | Description: Rock Coast Speech Administration
System
UNIX Sy| Step Action Description
Exit 1 SPCH_ADMN talkfile 6105 , phrase 1000

— 2 QUIT
3 Ed 3
1291 ENT 4
1301 ENT 5
1311 Que [
1321Rou 7
1331 Que 8

>134%{RC- 9
1351Rou 10
1361RC- 11
1371Dyn 12
138 1EWNT 13

— 14

Enter the vector name.

HELP INSERT B REMOUE N DEFINE ENTER CANCEL NREFRESH ECHG-KEYS)

Figure 3-141. Finished RC-SpchAdmn Vector and SPCH_ADMN Action Form

Step Descriptions
1. SPCH_ADMN

Starts the speech administration program and allows agents or
supervisors to make changes to speech phrases in talkfiles.

= To allow agents or supervisors to make changes to all talkfiles,
leave the Speci fy the tal kfil e field blank.

= To allow agents and supervisors to make changes to all phrases
within a talkfile, enter the talkfile number in the Speci fy the
tal kfil e field and leave the Speci fy the phrase numnber
field blank (Figure 3-141).

=« To allow agents and supervisors to make changes to only one
phrase in a specific talkfile, enter the talkfile number in the

Specify the tal kfil e field and enter the phrase number in
the Speci fy the phrase nunber field|(Figure 3-142).
2. QUIT
Returns the call to the DEFINITY switch.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
>Call Ue| Uector Name: RC-SpchAdmin Uector Number: 134
System | Description! Rock Coast Speech Administration
System
UNIX Sy| Step Action Description
Exit 1 SPCH_ADMN talkfile 6105 ., phrase 1000
2 QUIT
3
1291EWT L]
130 {EWT 5
1311Que 6
1321Rou T SPCH_ADMN Action, Step Number 1 for vector 134
1331 Que 8
>1341RC- 9 SPCH_ADMN Action starts the Speech Administration program.
1351Rou 10
136{RC- 11 Specify the talkfile: 5105
1371Dyn 12 Specify the phrase number: 1000
138 1EUWT 13
— 14 Comment: Callers can only change phrase 1000
Enter the talkfile number followed by the Return or ENTER key.
|_HELP JcHoIceEs J cLosE N | | ENTER || CANCEL JREFRESH N |

Figure 3-142. SPCH_ADMN Action Form with Different Values

Second Vector — RC-Transcript

This vector allows agents and supervisors to access the messages saved in the
Callback Messaging mailboxes.
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Sample Application #15: Speech Administration and

Transcribing Messages
|

>Call Ue

System
System
UNIX Sy
Exit

145{RC-
146 {RC-
147{RC-
1481RC-
1491RC-
>150{RC-
1511cCYy
1521ADA
1531{RC-

1541RC-

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Uector Name: RC-Transcript Uector Number: 158
Description: Rock Coast Callback Messaqing Transcript

Step  Action Description
1 TRANSRIBE messages from box
2 QUIT
3
y
5
5
T
8
9
10
11
12
13
14

Enter the vector name.

HELP INSERT B REMOUE W DEFINE ENTER CANCEL BREFRESH ECHG-KEYS

Figure 3-143. Finished RC-Transcript Vector

Step Descriptions
1. TRANSRIBE

Starts the transcription program and allows agents or supervisors to
transcribe messages.

To allow agents or supervisors to transcribe messages from all
mailboxes, leave the Tr anscri be nessages from nai | box

field blank|(Figure 3-144).

To agents or supervisors to transcribe messages from only one
mailbox, enter the mailbox number in the Tr anscri be nessages
from mai | box field.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
Y EDIT UECTOR NUMBER 158 STEPS

»Call Ue| Uector Name: RC-Transcript Uector Number: 158
System Description: Rock Coast Callback Messaqing Transcript
System
UNIX Sy| Step HAction Description
Exit 1 TRANSRIBE messages from box

— 2 QUIT

3

1451IRC- Y

146{RC- 5

147{RC- 6
Transribe Action., Step Number 1 for vector 150

TRANSRIBE Action starts the transcription program.

Transcribe messages from mailbox:

Comment :

Enter the mailbox number or a variable followed by the Return or ENTER key.

HELP McHoicEs W cLosE N @ | ENTER CANCEL MREFRESH | |

Figure 3-144. TRANSRIBE Action Form

2. QUIT
Returns the call to the DEFINITY switch.

Summary

This chapter provided planning examples to help you configure your system for
your needs.

= See|Chapter 5)“Vector Actions”, for more information on vector actions.
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Vector Administration

This chapter describes the procedures for configuring Customer Assist vectors
and placing them in service.

Call Vector Configuration

Use this menu to create, delete, and modify Customer Assist vectors. When you
place new vectors in service, the system retains a copy of every vector and its
parameter settings in a database used exclusively for development. This permits
you to create and modify Customer Assist vectors without immediately
influencing the way the system handles calls.

Creating a New Customer Assist Vector

This option enables you to build vectors from scratch. Vectors are a series of
actions that perform a specific or multiple tasks. (See|Chapter 5,“Vector Actions”
for actions to include in your vectors.)

Access Create New Vector
Use the following steps to create a new vector:

1. Start at the Customer Assist Administration main menu and select

>Call Vector Configuration

> Create New Vector

The system displays the Customer Assist vector worksheet
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LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398
3 EDIT UECTOR NUMBER 156 STEPS

>Call Ue| Uector Name: Uector Number: 156

Suystem | Description:
System
UNIX Sy| Step Action Description

Exit 1

WO EWN
T

10
11
12
13
14

Enter the vector name.

Figure 4-1. Customer Assist Vector Worksheet

Modify Create New Vector

Use the following steps to create a new vector (See|Chapter 5, “Vector Actions”
form more information about vector actions and their parameters):

1. Enter a name for your vector in the Vect or Nane field.
2. Enter a description of your vector in the Descri pti on field if you wish.

Vector names and descriptions are for reference only; they do not affect
the handling of calls.

3. Enter your first vector action in the Act i on column after Step 1.

The numbers in the St ep column represent the sequential ordering of
actions within this vector. The text in the Descri pti on column
summarizes the parameters specified for each action.

=—>» NOTE:

You cannot type directly onto the vector worksheet. The system will
not process your entry. You must press CHG-KEYS (F8) and then
CHOICES (/2 for a list of vector actions. Press ENTER (F3) to choose
one of these. (See [Chapter 5] “Vector Actions” for vector action
definitions.)

4. Complete the dialog box that appears. (See “Vector Actions”
for more information.)

5. Finish the Customer Assist vector worksheet.
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6. Save your vector. Press CHG-KEYS g) and then SAVE [F3].

The system returns you to the Vector Configuration menu.

Editing a Customer Assist Vector

This menu option allows you to edit your vectors. For example, you can add or
remove an action step from an existing vector.
Access Edit Vector

Use the following steps to add or remove vector action from an existing vector:

1. Start at the Customer Assist Administration main menu and select

> Call Vector Configuration

>Edit Vector

The system displays the Edit Vector menu (Figure 4-2).

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
»*Call Vector Confipuration
System Administration
System Monitor

UNI¥X System

22, 1998
2 Vector Confipuration
Create New Vector

>Edit Vector

Delete Vector

Copy Vector

Exit Select Yector Template
Audit Yector Database
Place New Vectors in Service
>0l setup

1IMain Menu
2IMB Actions
3lchangel anguage
41 Transfer

51IVR apps
615peech Admin
7lchose vector
81Scheduling
9lMorning ANN

Select the item and press ENTER,

HELF B W ENTER MPREV-FR NEXT-FRMl CANCEL BCMDMENUN |

Figure 4-2. Edit Vector Menu
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Modify Edit Vector

The Edit Vector menu displays the names of the vectors you can edit. Use the
following steps to select a vector:

1. Select the vector you want to edit or enter the number appearing before
the vector name.

The system displays the vector worksheet (Figure 4-3).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
3 EDIT UECTOR NUMBER 158 STEPS

>Call Ue| Uector Name: RC-Transcriptn Uector Number: 156

System Description:
System
UNIX Sy| Step Action Description

Exit 1 TRANSRIBE messages from box 100

QuUIT

Enter the vector name.

HELP INSERT B REMOUE N DEFINE ENTER CANCEL NREFRESH ECHG-KEYS)

Figure 4-3. Sample Vector Worksheet

Inserting an Action Step into a Customer Assist Vector

When you insert an action step over an existing action step, the new action step
takes the place of the original action step but does NOT delete the original action
step; the original action step simply moves down one line. Use the following
steps to insert an action step into a Customer Assist vector:

1. Move the cursor to the line on the vector worksheet where you want the
new action to appear.

=>» NOTE:
In order to insert an action step, there must already be an action on
this line. Do not attempt to insert a blank line where one exists
already, as you may distort the worksheet.

2. Press INSERT (F2.

The system prompts you to confirm the insertion. Press CONT (F3) to
proceed.
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3. Return your cursor to the new line.

4. Press CHG-KEYS [F8) and CHOICES (2.

=>» NOTE:
Before presenting the list of actions, the system evaluates the
Customer Assist vector’s size (cannot exceed 1K). It warns you if
another action might exceed its storage capacity. If you encounter
this warning, consider using the GOTO action to continue your
application on a new vector worksheet. Then, press either CANCEL
to return to the Customer Assist vector worksheet, or CONT (F3) to
proceed.

The system displays a list of vector actions (Figure 4-4).

LUCENT TECHHNOLOGIES Customer Assist Care Center - August 03,

1 Customer Assist Care Center i 2 Uector Configuration

EDIT UECTOR NUMBER 161 STEPS
Uector Number:

1998

Uector Name: 161

Description?

System
System

Step Action

1
Select Action
GET_DIALP REPORT
GET_DIGT SAUVE_DATA
GET_SPCH SCHEDULE
GOTO SET
HANG_ACT SPCH_ADMN
LOOK_UP SPEAK_NUM
MENU SWITCH
MSG_DROP TRANSFER
OFF_HOOK TRANSRIBE
QuUIT

Description

CHAN_ASN
CHG_LANG
CONUERSE
DATA_RTN
DYNAMIC
DYN_ANNOU
EWT
EXECUTE
GET_DATA

|11+

Select the action and press ENTER.

HELP B  [JENTER PREU-FRM

EXT-FRM I N

Figure 4-4. Worksheet for Sample Vector and Select Action Menu

Select the action you want to insert.
Complete the action form that appears.
=>» NOTE:

See|‘Customer Assist Vector Actions”|on page 5-1 for more
information about actions and action forms.

Press CLOSE (3.

deleting actions.

Press CHG-KEYS ([F8) and SAVE when you have finished adding or
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=>» NOTE:
The system does not apply changes to call handling until you place
new vectors in service at the Vector Configuration menu. Make sure
that you “Place New Vectors in Service” after you make any changes
to your vectors. Otherwise, your vector changes will not go into
effect.

Removing an Action Step from a Customer Assist Vector
Use the following steps to remove an action step from a Customer Assist vector:
1. Select the action step you want to delete.
2. Press REMOVE (F3).
3. Press CONT (3 to confirm.
4. Press CHG-KEYS [8) and SAVE (F3) to save this modified Customer Assist

vector when you have finished adding or deleting actions.

=>» NOTE:
The system does not apply changes to call handling until you place
new vectors in service at the Vector Configuration menu. Make sure
that you “Place New Vectors in Service” after you make any changes
to your vectors. Otherwise, your vector changes will not go into
effect.

Deleting a Customer Assist Vector

This menu gives a list of the current vectors you can delete. Like the Edit Vector
menu, new vectors are added to the list.

Access Delete Vector
Use the following steps to access the Delete Vector menu:

1. Start at the Customer Assist Administration main menu and select

> Call Vector Configuration

> Del ete Vector

The system displays a menu of Customer Assist vectors similar to the one

in[Figure 4-4,

2. Select the vector you want to delete, or enter the number that appears
before the name.
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3. Press MARK (2.

To remove more than one vector, return to Step 1. To unmark a vector,
highlight its name and press MARK (F2 again.

4. Press (ENTER).
5. Press CONT (3 to confirm.

=>» NOTE:
After you delete a Customer Assist vector in this fashion, you can no
longer select it for editing. To stop a deleted vector from handling
calls, you must also place new vectors in service at the Vector
Configuration menu.

Copying a Customer Assist Vector

This menu allows you to create a copy of a vector by giving it a new name. Use
this option to copy a vector and make changes instead of rebuilding the entire
vector or use it to create a backup.

Access Copy Vector
Use the following steps to access the Copy Vector menu:

1. Start at the Customer Assist Administration main menu and select

>Call Vector Configuration

> Copy Vector

The system displays the Vector Configuration menu
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LUCENT TECHNOLOGIES Customer Assist Care Center - Jul

28,

1998

1 Customer Assist Care Center
>Call Uector Configuration
System Administration

System Monitor

UNIX System

Exit

>Copy Uector

2 Uector Configuration
Create New Uector

Edit Uector

Delete Uector

Select Uector Template
Audit Uector Database
Place Hew Uectors in Service

Uector Num
Copy from Uector !
To Uector |
Description:

Uector Name

Enter the vector to copy from.

HELP McHoicEs W cLosE N @ |

ENTER CANCEL MREFRESH | |

Figure 4-5. Copy Vector Form

Copy a Vector

Use the following steps to copy a vector:

Enter the number of the vector you want to copy in the Copy from

Enter an available vector number or use the default value that appears in

Enter a name for your new vector in the blank space after the vector

- Vect or field.
or
Press CHOICES (2 for a list.
2.
the To Vect or field.
3. The following fields are optional:
] number if you wish.
=« Enter a description if you wish.
4. Press CLOSE 3.

Vector Templates

Customer Assist provides you with four vector templates. These templates load
pre-built vectors into your call center application. This streamlines the process of
creating standard vectors like Estimated Wait Time vectors or Custom Call
Routing vectors. You can customize these templates to perform common call

handling tasks.
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Each time you use a template, the system creates a new Customer Assist vector
for you. Because each vector (except the Setup template) has a unique number,
it can operate independently from other Customer Assist vectors with the same
name. This allows you to use the same template to build new vectors for different
applications.

Access Templates
Use the following steps to access the templates:

1. Start at the Customer Assist Administration main menu and select

>Call Vector Configuration

> Sel ect Vector Tenpl ate

The system displays the Template Type menu (Figure 4-6).

LUCENT TECHNWOLOGIES Customer Assist Care Center — July 22, 1998
1 Customer Assist Care Center 2 VYector Confipuration
>Call Vector Configuration Create New Vector

System Administration Edit Vector

System Monitor Delete Vector

UNIX System Copy VYector

Exit »Select Vector Template
Audit Vector Database
Place New Vectors in Service

Template Type
»Setup Template

Dynamic Port Allecation Template
Estimated Wait Time Template
Announce Queue Position Template
Custom Call Routing Template

Select the item and press ENTER.

HELF B W ENTER MPREV-FR NEXT-FRM CANCEL BCMD-MENUN |

Figure 4-6. Template Type Menu

This menu includes six types of templates:
= Setup Template
= Dynamic Template
= Anticipated Delay Announcement Template

= Estimated Wait Time Template
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= Announce Queue Template

= Custom Call Routing Template

Selecting a Template
Use the following steps to use a template:

1. Select the name of the template you want, or type the first few letters of its
name.

The system will create and display a single template vector. This primary
vector delivers callers to other vectors as appropriate.

2. Consult the sections below for template editing guidelines.

Setup Template

4-10

The system uses the setup vector to respond to every call. Therefore, you must
configure the setup vector before callers can use other Customer Assist vectors.
This template overwrites the setup vector that routes all incoming calls to
Customer Assist vectors.

By default, your vector database includes a blank setup vector. You must
configure this vector to take each dialed port “off hook” and launch the Customer
Assist vector assigned. Although the setup vector uses the CHAN_ASN action to
attach specific Customer Assist vectors to ports, you can use actions such as
DYNAMIC and SWITCH in the targeted vectors to respond dynamically to
arguments they receive with calls.

Modify Setup Template

Use the following steps to assign Customer Assist vectors to ports:

A CAUTION:

Selecting the Setup Template overwrites the existing setup vector. To make
changes to the setup vector without overwriting it, choose the Edit Vlector
option instead.

1. Start at the Template Type menu and select Setup Template.

The system displays the Setup Template
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System

setup

system setup vector

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
>Call Ue| Uector Name:
System | Description:

Uector Number: 0

UNIX Sy| Step Action

Exit 1 OFF_HOOK
2 CHAN_ASN
3 CHAN_ASN
L] CHAN_ASN
5 CHAN_ASN
6 CHAN_ASN
7 CHAN_ASN
8 CHAN_ASN
9 CHAN_ASN
10 QUIT
11
12
13
14

answer
assign
assign
assigh
assign
assigh
assign
assign
assigh

if channel is not assigned.

Description

the call
channels
channels
channels
channels
channels
channels
channels
channels

to
to
to
to
teo
to
to
to

vectors
vectors
vectors
vectors
vectors
vectors

vectors
vectors

Enter the vector name.

Figure 4-7. Setup Vector Worksheet

2. Move your cursor to the first CHAN_ASN action and press DEFINE F4.

The system displays the CHAN_ASN action form This setup
vector corresponds to a 96-port Customer Assist configuration. (Each
CHAN_ASN action can represent 12 channels.)
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 199§

3 EDIT UECTOR NUMBER @ STEPS

>Call Ue| Uector Name: setup Uector Number: 0

4 CHAN_ASN Action Step Number 2 for vector O

CHAN_ASN assigns vectors to channels on

Comment: assign channels to vectors

CHANNEL UECTOR NAME ectors
32 _ ectors
_ o ectors 5 Choices
_ _ ectors M1 iMain Menu
_ o ectors 2iMB Actions
o o ectors {changelLanguage
o - ectors 4|{Transfer
o - ectors S1IUR apps
_ _ signed. 61Speech Admin
_ _ Tichose vector U
_ o 8!Scheduling
o o 91Morning ANN
o o 18}Afternoon ANN

Select the item and press ENTER.

B QENER J [ QcenceL B J |

Figure 4-8. Channel Assignment Definition Form and Vector List

3. Move your cursor to an available line under the CHANNEL column and
enter the number of an active channel.

4. Enter the number of the Customer Assist vector to associate with calls to
this channel in the CHANNEL col umm.

or
Press CHOICES 2 to choose from a list.

5. Press (ENTER).

If a Customer Assist vector with this number exists, its name appears in
the NAME column.

6. Press CLOSE 3, CHG-KEYS {8}, and SAVE 3.

7. Repeat Steps 3 through 6 for every active port in Customer Assist. Use
additional CHAN_ASN actions to assign more than 12 ports.
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Dynamic Port Allocation Template
The vector this template generates routes callers to CONVERSANT applications
based on the value of any variable you specify.

The system will create a new vector each time you select this template. With this
vector, called Dynamic Templ., you can execute any CONVERSANT application
from any channel in Care Center.

Modify Dynamic Port Allocation Template

Use the following steps to configure the Dynamic Port Allocation template
correctly:
1. Select Dynamic Port Allocation Template from the Template Type menu.

The system displays the Dynamic Template (Figure 4-9).

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398
4 EDIT UECTOR NUMBER 156 STEPS

»>Call Ue| Uector Name: Dunamic Templ. Uector Number: 156
Suystem | Description: Dunamic port allocation.
System
UNIX Sy| Step Action Description
Exit 1 DYNAMIC Port allocation, block 1
2 DYNAMIC Port allocation, block 2 (choose programs).
3 DYNAMIC  Port allocation. block 3 (choose programs).
4 ANNOUNCE  wvalue not found (choose phrase)
5 QUIT end call.
6
T
8
9
10
11
12
13
14

Enter the vector name.

Figure 4-9. Dynamic Template Vector Worksheet

2. Move your cursor to the first DYNAMIC action and press DEFINE [F4).

The system displays the Dynamic Port Allocation Definition form[(Figure]
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
’-m y EDIT UECTOR NUMBER 156 STEPS
>Call Ue| Vector Name: Duynamic Templ. Uector Number: 156
3 DYNAMIC PORT ALLOCATION BLOCK 1 for vector 156

DYNAMIC ALLOCATION STARTS PROGRAMS FOR GIUEN UALUES

Comment : Port allocation, block 1
Uariable:
UALUE PROGRAM ARG1 ARG2 ARG3

Please enter your comments.

[_HeLP JcHoIcEs  cLosE J | [ ENTER _J§ CANCEL JREFRESH |

Figure 4-10. Dynamic Templ. Vector Worksheet with the DYNAMIC Action
Definition Form

3. Move your cursor to the Var i abl e field and press CHOICES (F2.
4. Select a variable.
5. Enter the following in the DYNAMIC action form:

= Possible values

= Corresponding CONVERSANT applications (programs)

= Arguments to pass (such as a telephone number, account number,
or customer number)

=>» NOTE:
The variable you select must be assigned a value before the
DYNAMIC action uses it to determine which application to execute.
You may use the CONVERSE, SET, GET_DIGT, or MENU actions
earlier in the vector or the call to capture or assign values to
variables. This is useful because it routes callers to the appropriate
location based on their identity or selections made during the call.

6. Press CLOSE (F3).
=>» NOTE:
You can use the other DYNAMIC actions in the same way to

accommodate additional variable names, values, and
CONVERSANT applications to target.
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7.

Move your cursor to the ANNOUNCE action and press DEFINE (F4).
The system displays the ANNOUNCE action form (Figure 4-11).

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul

AKNNOUNCE Action step speaks a phrase to caller

Talkfile Mumber: 6104 US English
Allow Interrupt: Yes

Phrase Tag: value not found (choose phrase) I
Phrase Number:

Phrase Text:

28, 1998
4 EDIT UECTOR NUMBER 156 STEPS
Uector Name: Dynamic Templ. Uector Number: 1586
Description: Dynamic port allocation.

ANNOUNCE Action Step Number 4 for vector 156

Enter the talkfile.

HELP McHoicEs W cLosE N @ | ENTER CANCEL BREFRESH WADD-PHR

Figure 4-11. Dynamic Templ. Vector Worksheet with the ANNOUNCE Action

8.

9.

10.

Definition Form
After Tal kfil e Nunber, select the talkfile number corresponding to the
language in which to recite this phrase.

After Phr ase Tag, enter the name of the speech phrase you defined to
notify callers that their entry does not match any valid choices

or
Press CHOICES 2 to select from a list.
=>» NOTE:

To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form will appear. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE (F3), CHG-KEYS (F8), and SAVE (F3) to return to the Vector
Configuration menu.

=>» NOTE:

Dynamic Templ. uses the QUIT action to end the CONVERSANT's
involvement in the call and return call control to the DEFINITY vector.
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Replace this action if you do not want Dynamic Templ. to end the
CONVERSANT's involvement in the call.

Estimated Wait Time Template
(Beginning with DEFINITY G3V4)

The vector this template generates informs each caller of the wait time for an
agent based on wait time estimates from the DEFINITY switch.

The system creates one new Customer Assist vector each time you select this

template.

Modify Estimated Wait Time Template

Use the following steps to configure the Estimated Wait Time template correctly:

1. Select Estimated Wait Time Template from the Template Type menu.

The system displays the Estimate Wait Time Template (Figure 4-12).

>Call Ue| Uector Name:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
EWT Template
Calculate & speak delay minutes in queue

Uector Number: 157

System Description:

System

UNIX Sy| Step HAction

Exit 1 EWT
GOTO

calculates the delay from *datal into Zdata2
Step 8 if Zdataz = 1

3 GOTO Step 10 if X%data2 > 20

L) ANNOUNCE This is the leading announcement, normal wait.
5 SPEAK_NUM number in Xdata2 as Humber

6 ANNOUNCE This is the trailer announcement.

T GOTO Step 11 unconditionally

8 ANNOUNCE This is the short wait announcement.
] GOTO Step 11 unconditionally

10 ANNOUNCE This is the long wait phrase.

11 QUIT Return call to PBX.

12

13

4

Description

Enter the vector name.

HELP INSERT B REMOUE M DEFINE

ENTER CANCEL NREFRESH ECHG-KEYS)

Figure 4-12. Vector Created by the Estimated Wait-Time Template

This vector uses the CONVERSE action with the variable %datal to
acquire the expected wait time from a CONVERSE step in a DEFINITY
vector. Then, it uses the EWT action to convert this estimate and the
ANNOUNCE and SPEAK_NUM actions to recite the new estimate to the
caller. After each estimated wait time announcement, call control reverts

to the DEFINITY vector.
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=—>» NOTE:

The template does not automatically include the CONVERSE action
in the vector it creates for you. You must create another vector that
uses CONVERSE to acquire this information and GOTO to jump to

the EWT vector.

Use the following steps to configure the EWT vector correctly:

1. Move your cursor to the EWT action and press DEFINE [F4.

The system displays the EWT action form (Figure 4-13).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998

1 Custofy 4 EDIT UECTOR NUMBER 157 STEPS

>Call Ue| Uector Name: EWT Template Uector Number: 157

System Description: Calculate & speak delay minutes in queue

System

UNIX Sy| Step HAction Description

Exit 1 EWT calculates the delay from ¥datal into Zdata2
2 GOTO Step 8 if Zdataz = 1
3 GOTO Step 10 if %dataz > 20
Y ANMOUNCE This is the leading announcement, normal wait.

3 EWT ACTION STEP 1 for vector 157 I

ESTIMATED WAIT TIME IN QUEUE ACTION

EWT Input: hdatal Calculated Output: %data2

Weighting Index: 100%

Resolution: Minutes Rounding: Up

Comment : calculates the wait in minutes.

14

Enter the variable that receives estimated wait time.

I .
Figure 4-13. EWT Template Vector Worksheet with EWT Action Definition

Form

2. Enter the variable into which the EWT was collected from the DEFINITY via
CONVERSE Step (%datal) inthe EW | nput field.

or

Press CHOICES 2 for a list of variables.

3. Enter the name of the variable where Customer Assist should place the
result of the conversion (the length the caller must wait) in the
Cal cul at ed Qut put field.

4. The following fields are optional:

The Wei ghti ng | ndex field allows you to increase or decrease
the wait time estimate from the switch. The default value of 100%
leaves this estimate unchanged.
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= The Resol uti on field allows you to specify M nut es or Seconds.

= The Roundi ng field allows you to specify whether Customer Assist
should round Up, Down or to the Nearest minute or second

5. Press CLOSE (F3).

6. Move your cursor to the first ANNOUNCE action and press DEFINE (F4).

The system displays the ANNOUNCE action form (Figure 4-14).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998
] EDIT UECTOR NUMBER 157 STEPS
Uector Name: EUWT Template Uector MNumber: 157
Description: Calculate & speak delay minutes in queue
ANNOUNCE Action Step Number 4 for vector 157
2
ANMOUNCE Action step speaks a phrase to caller
Talkfile Number: 8104 US English it.
Allow Interrupt: P
Phrase Tag: This is the leading announcement. normal wait.
Phrase Number:
Phrase Text:
Enter the talkfile.
HELP [cHOICES W cLosE B | ENTER CcANCEL WREFRESH MADD-PHR

Figure 4-14. EWT Template Vector Worksheet with ANNOUNCE Action Form

7. Enter the speech phrase you defined to precede the wait time estimate in

the Phr ase Tag field.
or
Press CHOICES (2 to select from a list.

For example, you might record “An agent will be available in
approximately...”

=—>» NOTE:

To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

8. Press CLOSE (F3).
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9. Move your cursor to the SPEAK_NUM action and press DEFINE (F4).
The system displays the SPEAK_NUMBER action form (Figure 4-15).

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398

y EDIT UECTOR NUMBER 157 STEPS
>Call Ue| Uector Name: EUWT Template Uector Number: 157
Sustem | Description: Calculate & speak delay minutes in gueue
System
UNIX Sy| Step Action Description
Exit 1 EWT calculates the delay from Zdatal into ¥%data2
2 GOTO Step 8 if %dataz = 1
3 GOTO Step 10 if Xdataz > 20
4 ANNOUNCE  This is the leading announcement, normal wait.
3 SPEAK_NUMBER Action Step Number 5 for vector 157 I
SPEAK NUMBER Action step speaks number or string to caller

Number : Zdataz
Speak as Number/Character string: Number
Allow Interrupt: Yes

Note: Speaks numbers over 9 digits as characters.

Enter the number or variable. follow by the Return or ENTER key.

[_HeLP JcHoIcEs  cLosE J | [ CaNcEL JREFRESH N |

Figure 4-15. SPEAK_NUMBER Action Form
1. Enter the variable you entered in the Cal cul at ed Qut put field in the
EWT definition form|(Figure 4-13)|in the Nunber field.
or
Press CHOICES (2 to select from a list of variables.

2. Enter Number or Character in the Speak as Number/ Char act er field
to specify how you want the action to recite the wait time to the caller.

3. Move to the second ANNOUNCE action and press DEFINE 4.
The system displays the ANNOUNCE action form|(Figure 4-14).

4. Enter the speech phrase you defined to follow the wait time estimate in the
Phrase Tag field.

or
Press CHOICES (2 to select from a list.
For example, you might record only “...minutes” or “seconds,” depending

on the resolution you chose in Step 2.

=>» NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
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10.

11.

new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE 3.
Move to the third ANNOUNCE action and press w (F4).
The system displays the ANNOUNCE action form|(Figure 4-14).

Enter the speech phrase you defined to notify callers that they should
expect a very brief wait.

or
Press CHOICES (2 to select from a list.

=>» NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE (3.
Move to the fourth ANNOUNCE action and press DEFINE (F3).
The system displays the ANNOUNCE action form[(Figure 4-14).

Enter the speech phrase you defined to notify callers that they should
expect an especially long wait.

or

Press CHOICES (2 to select from a list.

=> NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE (F3), CHG-KEYS (Fg), and SAVE (F3) to return to the Vector
Configuration menu.
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Anticipated Delay Announcement Template
(before DEFINITY G3V4)

This template creates a vector that approximates how long a caller can expect to
wait for an agent. It delivers this information to the caller in spoken form.

The system creates a new Customer Assist vector each time you select this

template. This template, called ADA template, uses the following factors to
calculate how long a caller will wait in queue:

= Queue-position information that is acquired from the switch via the
Converse step

= Your estimates of call duration and staff size

Anticipated Delay Announcement Template

Use the following steps to configure the Anticipated Delay Announcement
template correctly:

=> NOTE:
The template does not automatically include the CONVERSE action in the
vector it creates for you. You must create another vector that uses
CONVERSE to acquire this information and GOTO to jump to ADA_
template.

1. Start at the Template Type menu and select Anticipated Delay
Announcement Template.

The system displays the ADA Template|(Figure 4-16).
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
>Call Ue| Uector Name: ADRA Template Uector Number: 158
System | Description: Calculate & speak delay minutes in queue
System
UNIX Sy| Step Action Description
Exit 1 ADA_CALC calculate the delay into ¥%data2
2 GOTO Step 9 if %Zdataz = 1
3 GOTO Step 11 if %data2 > 20
L] GOTO Step 13 if Zdata2 = -1
5 ANNQUNCE This is the leading announcement, normal wait.
B SPEAK_NUM in ¥data2 as Number
T ANNOUNCE This is the trailer announcement.
8 GOTO Step 14 unconditionally
9 ANNOUNCE This is the short wait announcement.
19 GOTO Step 14 unconditionally
11 ANNQUNCE This is the long wait phrase.
12 GOTO Step 14 unconditionally
13 ANNOUNCE This is the no agents avail phrase.
14 QUIT Return call to PBX.
Enter the vector name.

Figure 4-16. ADA Template

If the ADA Template determines that agents are on-duty and the
anticipated delay for the caller is less than 20 minutes, it informs the caller
of the anticipated delay and returns call control to the DEFINITY vector.

2. To configure this vector, move your cursor to the first ADA_CALC action on
the worksheet and press DEFINE (F3).

The system displays the ADA_CALC action form|(Figure 4-20).
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LUCENT TECHNOLOGIES Customer Assist Care Center -

July 28, 1998

1 Custol EDIT UECTOR NUMBER 158 STEPS
>Call Ue| Uector Name: ADA Template Uector Number: 158
System Description: Calculate & speak delay minutes in queue
System
UNIX S Action Description
ADA_CALC Action Step Number 1 for vector 158 a2
ADA_CALC CALCULATES THE ANTICIPATED DELAY IN QUEUE
Aug. Call Length: Queue Position ! Zdatal
Result @ Zdataz ent, normal wait.
Comment: calculate the delay into %data2
Number of Agents 3Staffed ent.
SUN MON TUE WED THU FRI SAT
6 AM N gcement.
T AM R
8 AM R
9 AM s
10 AM N hrase.
11 AH s

Enter the duration in seconds,

HELP NCHOICES W CLOSE WPREUPAGE]

followed by pressing the Return key.

NEXTPAGER CANCEL BREFRESH | |

Figure 4-17. ADA Template Vector Worksheet with ADA_CALC Action Form

3. Press CLOSE (F3).

4. Move your cursor to the first ANNOUNCE action and press DEFINE [F4).
The system displays the ANNOUNCE action form|(Figure 4-18).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998

1 Custo EDIT UECTOR NUMBER 158 STEPS
>Call Ue| Uector Name: ADA Template Uector Number: 158

Description: Calculate & speak delay minutes in queue

ANNOUNCE Action Step Number 5 for vector 158

AKNNOUNCE Action step speaks a phrase to caller

Talkfile Mumber: 6104 US English

Allow Interrupt: P it. I
Phrase Tag: This is the leading announcement. normal wait.

Phrase Number:

Phrase Text:

Enter the talkfile.

HELP McHoicEs W cLosE N @ | ENTER CANCEL BREFRESH WADD-PHR

Figure 4-18. ADA Template Vector Worksheet with the ANNOUNCE Action
Form

5. Enter the number of the talkfile in the Tal kfi | e Nunber field.
or
Press CHOICES 2 to select from a list.

6. Enter Number in the Speak as a Nunber/ Character string field to
indicate that Customer Assist should speak the anticipated delay as a
number.

or
Press CHOICES 2 to select from a list.

7. Move to the second ANNOUNCE action and press DEFINE F34).
The system displays the ANNOUNCE action form.

8. Enter the speech phrase you defined to follow the anticipated delay in the
Phrase Tag field.

or
Press CHOICES 2 to select from a list.

For example, you might record only “...minutes.”
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10.

11.

12.
13.

14.

15.
16.

17.

=>» NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE 3.
Move your cursor to the next ANNOUNCE action and press DEFINE 4.
The system displays the ANNOUNCE action form.

Enter the name of the speech phrase that informs callers the anticipated
wait time is one minute or less in the Phr ase Tag field.

or
Press CHOICES (2 to select from a list.
—>» NOTE:

To create a new phrase tag for this action instead, press ADD-PHR
F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE

Move your cursor to the next ANNOUNCE action and press DEFINE (F4).

The system displays the ANNOUNCE action form.

Enter the name of the speech phrase that informs callers the anticipated
wait time is 20 minutes or more in the Phr ase Tag field.

or

Press CHOICES (2 to select from a list.

=> NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE

Move your cursor to the last ANNOUNCE action and press DEFINE F3).

The system displays the ANNOUNCE action form.

Enter the name of the speech phrase that informs callers agents are not
currently available in the Phrase Tag field.
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or

Press CHOICES (2 to select from a list.

=—>» NOTE:

To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Modify Announce Queue Position Template

4-26

This template creates a vector to inform callers of their relative position in queue.

The system creates a new Customer Assist vector each time you select this
template. From a DEFINITY vector, simply launch this Customer Assist vector to
inform callers of the number of callers that precede them in queue.

Use the following steps to configure the Announce Queue Position template

correctly:

1. Start at the Template Type menu and select Announce Queue Position
Template.

The system displays the Que Pos Templ vector worksheet (Figure 4-19).

>Call Ue
System
System
UNIX Sy
Exit

Uector Name:

Description:
Step Action
1 CONUERSE
2 ANNOUNCE
3 SPEAK _NUHM
4 ANNOUNCE
5 QuUIT
6
T
8
9
10
11
12
13
14

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398
Queu Pos Templ Uector Number: 159
Get gueue pos from PBX & spk. announce

Description
collect 3 diqits into %datal
Beginning part of queue pos. announce.
in Zdatal as Number
Trailing part of queue pos announce.
Pass call back to PBX. I

Enter the vector name.

Figure 4-19. Queu Pos Templ Vector Worksheet
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This worksheet creates a vector that uses the CONVERSE action with the
variable %datal to acquire the caller's queue position from a DEFINITY
vector. The vector then announces the caller’'s queue position to the caller
and returns call control to the DEFINITY vector.

. To configure this vector, move your cursor to the CONVERSE action on the

worksheet and press DEFINE (F4).
The system displays the ANNOUNCE action form (Figure 4-20).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 28, 1998

1 Custofy 4 EDIT UECTOR NUMBER 159 STEPS
>Call Ue| Uector Name: Queu Pos Templ Uector Number: 159
System Description: Get queue pos from PBX & spk. announce
System

UNIX Sy| Step HAction Description

Exit 1 CONVERSE collect 3 digits into %datal

Converse Step gathers TouchTones I
Number of Digits to Collect: 3
Load Digits into Uariable: %datal I
Place number of digits collected into: Znum_dig_got

Comment: Get digits from switch.

2 ANNOUNCE Beginning part of gueue pos. announce.
3 SPEAK_NUM in ¥datal as Number
CONUERSE ACTION, STEP 1 for vector 159 announce.

Enter the number followed by the Return or ENTER key.

HELP McHoicEs W cLosE N @ | ENTER CANCEL MREFRESH | |

Figure 4-20. Queu Pos Templ Worksheet with CONVERSE Action Form

3.

Enter the number of digits the variable should collect in the Nunber of
Digits to Collect field.

Enter the name of the variable that should collect the digits in the Load
Digits into Vari abl e field.

Enter the name of the variable where to place the number of digits
collected in the Pl ace number of digits collected into field.

Enter a comment if you wish.

Next, move your cursor to the first ANNOUNCE action on the worksheet
and press DEFINE (F4).

The system displays the ANNOUNCE action form (Figure 4-20).
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4-28

LUCENT TECHHOLOGIES Customer Assist Care Center - July 28, 19398

1 Custol EDIT UECTOR NUMBER 159 STEPS
>Call Ue| Uector Name: Queu Pos Templ Uector Number: 159

System Description: Get queue pos from PBX & spk. anhounce

System

ANNOUNCE Action Step Number 2 for vector 159

ANNOUNCE Action step speaks a phrase to caller

Talkfile Number: 6104 US English

Allow Interrupt: Yes I
Phrase Tag: Beqinning part of queue pos. announce.

Phrase Number:

Phrase Text:

Enter the talkfile.

[_HeLP JcHoIcEs  cLosE J |

Figure 4-21. Queu Pos Templ Worksheet with ANNOUNCE Action Form

8. Enter the name of the speech phrase you defined to precede the queue
position, which the vector recites as a discrete number, in the Phr ase
Tag field. For example, you might record “Currently, there are...”

or

Press CHOICES (2 to select from a list.

=—>» NOTE:

10.

11.

12.

To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE (3.

Move your cursor to the SPEAK_NUM action and press DEFINE (F4).

The system displays the SPEAK_NUMBER action form (Figure 4-15).

Enter the variable that corresponds to where the caller is in queue in the
Nunber field.

or
Press CHOICES (2 for a list of variables.

Enter Number or Character in the Speak as Nunber/ Char act er field
to specify how the action should recite the queue position to the caller.
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13. Press CLOSE (F3).
14. Move to the second ANNOUNCE action and press DEFINE F4).
The system displays the ANNOUNCE action form|(Figure 4-14).

15. Enter the name of the speech phrase you defined to follow the queue
position in the Phr ase Tag field.

or

Press CHOICES (2 to select from a list.

For example, you might record only “...people waiting to speak with our
agents.”

=>» NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

16. Press CLOSE (F3, CHG-KEYS ([Fg), and SAVE (3 to return to the Vector
Configuration menu.

Modify Custom Call Routing Template
The vector this template generates uses information it receives from a DEFINITY
vector to route incoming calls.

The system creates a new Customer Assist vector each time you select this
template. From a DEFINITY vector, simply launch this Customer Assist vector to
route callers intelligently.

Use the following steps to configure the routing template vector correctly:

1. Start at the Template Type menu and select Custom Call Routing
Template.

The system displays the Routing Tmpl vector worksheet [(Figure 4-22).
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28, 1938
4 EDIT UECTOR NUMBER 160 STEPS

»Call Ue| Uector Name: Routing Templ. Uector Number: 160
System | Description: Gather ANI from PBX & route call.
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 10 digits into %ci_value
2 LOOK_UP  %ci_wvalue in table (choose table)
3 GOTO Step 6 if Zmatched = 1
L} GOTO Step 8 if Zmatched = @
5 QuliT else, quit on error.
] ANNOUNCE Play normal routing message (choose).
7 DATA_RTN to PBX with FAC (insert code here)
8 ANNOUNCE Play no match message (choose).
9 DATA_RTN to PBX with FAC (insert code here)
10
11
12
13
4

Enter the vector name.

HELP INSERT B REMOUE W DEFINE ENTER CANCEL BREFRESH ECHG-KEYS

Figure 4-22. Routing Templ. Worksheet

This routing template uses the CONVERSE action with the variable %ci_
value to acquire information such as the caller’s telephone number (ANI)
from the DEFINITY vector.

2. Move your cursor to the CONVERSE action and press DEFINE F4).
The system displays the CONVERSE action form|(Figure 4-23).
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LUCENT TECHHNOLOGIES Customer Assist Care Center - July 28, 1998
y EDIT UECTOR NUMBER 160 STEPS
>Call Ue| Uector Name: Routing Templ. Uector Number: 160
System | Description: Gather ANI from PBX & route call.
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 10 digits into Zci_value
— 2 LOOK_UP  %ci_value in table (choose table)
3 GOTO Step 6 if Zmatched = 1
3 CONUERSE ACTION, STEP 1 for vector 160
Conuverse Step gathers TouchTones (choose) . I
e here)
Number of Digits to Collect: 10 se).
e here)
Load Digits into Variable: Zci_value
Place number of digits collected into! X%hum_dig_got
Comment: collect ANI from PBX.
Enter the number followed by the Return or ENTER key.
HELP McHoIces W closE | ENTER CANCEL WREFRESH I |

Figure 4-23. Routing Templ. Vector Worksheet with CONVERSE Action Form

3. Enter the maximum number of digits to accept from the DEFINITY vector in
the Nunmber of Digits to Coll ect field.

=>» NOTE:
For many routing applications, you will accept a 10-digit telephone
number from the PBX.
4. Press CLOSE (3.
Move your cursor to the LOOK_UP action and press DEFINE (F3).

The system displays the LOOK_UP action form|(Figure 4-24).
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 28,
1 Custol EDIT UECTOR NUMBER 160 STEPS
»>Call Ue| Uector Name: Routing Templ. Uector Number: 160

1998

System | Description: Gather ANI from PBX & route call.
System
UNIX S Step Action Description

LOOK_UP Table Action, Step Number 2 for vector 160

LOOK_UP Action looks up values in a database table.

Input Fields
Routing table!
Look-up field: %ci_value
Return Fields
Number of Matches found: Zmatched
Data field 1: Zdatal
Data field 2: Zdata2

Comment: look up value and return data.
Note: The LOOK_UP action requires that the table be populated.

Enter the routing table name followed by the Return or ENTER key.

[_HeLP QcHorces Jf cLose Q| [ ENTER i CANCEL BREFRESH |

Figure 4-24. Routing Templ. Vector Worksheet with LOOK_UP Action Form

6. Move your cursor to the Rout i ng t abl e field and press CHOICES (F2.

7. Select the name of the database table you created for Custom Call
Routing from the list that appears.

8. Inthe Look-up fi el d, specify the variable the LOOK_UP action should
compare to the records in the Custom Call Routing table you specified in
Step 7.

In this example (Figure 4-24), the first column in the Custom Call Routing
table must contain possible values for the variable %ci_value. If Customer
Assist finds one such record where the %ci_value matches this Look- up
fi el d value, the Customer Assist vector continues to the first
ANNOUNCE action in the vector.

=>» NOTE:
You may associate a third column of information with the %ci_value.
The LOOK_UP action in this Customer Assist vector uses the
variables %datal and %dataZ2 to acquire information in the second
and third columns, respectively.

See|‘Custom Call Routing Administration”|on page 7-31 for more
information about routing tables.

9. Press CLOSE (3.
10. Move your cursor to the first ANNOUNCE action and press DEFINE (F3).
The system displays the ANNOUNCE action form[(Figure 4-25).

4-32 Issue 1 September 1998



Call Vector Configuration

Uector Name: Routing Templ.
Description: Gather ANI from PBX

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
4 EDIT UECTOR NUMBER 132 STEPS

Uector Number:

29, 1998

ANNOUNCE Action Step
ANMOUNCE RAction step speaks a phrase to caller

Talkfile Number: 5104 US English
Allow Interrupt: Yes

Number & for vector 132

Phrase Tag! Play normal routing messaqe (choose).

132

Phrase Number:

Phrase Text:

Enter the talkfile.

[_HeLP JcHoIcEs  cLosE J |

Figure 4-25. Routing Templ. Vector Worksheet with ANNOUNCE Action

11.

12.
13.

Form

Enter the name of the speech phrase you defined to precede the transfer
in the Phr ase Tag field.

or
Press CHOICES (2 to select from a list.
=—>» NOTE:

To create a new phrase tag for this action instead, press ADD-PHR
(F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE (F3).

Move your cursor to the first DATA_RTN action and press DEFINE F3).

The system displays the DATA_RTN action form|(Figure 4-26).
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4-34

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
Y EDIT UECTOR NUMBER 132 STEPS

»>Call Ue| Uector Name: Routing Templ. Uector Number: 132
System | Description: Gather ANI from PBX
System 5 Data Return Action, Step Number 7 for vector 132
UNIX Sy| Step Action
Exit 1 CONUERSE| DATA_RTM Action returns information to switch.
— 2 LOOK_UP
3 Ed| 3 GOTO Feature Access Code:
1271Dyn Y GOTO
1281EUT 5 QUIT Data Return Segment 1: Zdatal
1291EUT 6 ANNOUNCE| Data Return Segment 2: #
1301EWT T DATA_RTN| Data Return Segment 3:
1311Que 8 ANNOUNCE| Data Return Segment 4:
>132{Rou 9 DATA_RTN| Data Return Segment 5:
1331 Que 10 Data Return Segment 6:
134{RC- 11 Data Return Segment 7:
1351Rou 12 Data Return Segment 8:
1361RC- 13
— 14 Comment: Return database field to PBX.

Enter the FAC followed by the Return or ENTER key.

[_HeLP QcHorces Jf cLose Q| [ ENTER i CANCEL BREFRESH |

Figure 4-26. Routing Templ. Vector Worksheet with DATA_RTN Action Form

14. Enter the feature access code (FAC) that Customer Assist should send to
the switch before the first data return segment in the Feat ure Access
Code field.

The feature access code is a series of touch-tones that informs the switch
that the caller is trying to use a certain switch feature.

=>» NOTE:
Your entry must be the same as the Converse Data Return FAC
already specified on the DEFINITY for Data Return.

15. Enter any additional values or variables you want to return to the DEFINITY
vector up to a combined limit of 24 characters in the Dat a Ret urn
Segrent fields.

=> NOTE:
When using variables to represent values, keep in mind that the
number of characters in the value, not the number of characters in
the variable, count toward the limit. Every character in values you list
on these lines counts toward the limit, including #, which you can
use as a delimiter.

16. Press CLOSE (F3).
17. Move your cursor to the next ANNOUNCE action and press DEFINE F34).

The system displays the ANNOUNCE action form|(Figure 4-25).
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18.

19.
20.

21.

22.

23.

Enter the name of the speech phrase that naotifies callers that they will be
transferred to an agent in the Phr ase Tag field.

or

Press CHOICES 2 to select from a list.

=>» NOTE:
To create a new phrase tag for this action instead, press ADD-PHR
F8). A phrase definition form appears. Use this form to define your
new phrase tag and press SAVE (3. Although you cannot record
speech at this time, you can assign the phrase to your ANNOUNCE
action immediately.

Press CLOSE (F3).
Move your cursor to the second DATA_RTN action and press DEFINE (F4).
The system displays the DATA_RTN action form|(Figure 4-26).

Enter the FAC you want to send to the PBX before the extension number of
an agent.

=>» NOTE:
Your entry must be the same as the Converse Data Return FAC
already specified on the DEFINITY for Data Return.

To change the agent extension number that this vector will return to the
DEFINITY vector (default = 0), move your cursor to the field labeled Dat a
Ret urn Segnent 1, and replace the default extension nhumber with the
desired number.

Press CLOSE (F3), CHG-KEYS (Fg), and SAVE (F3) to return to the Vector
Configuration menu.

Audit Vector Database

This option allows you to run an audit to determine any problems with in-service
vectors. Choose this option to check vectors in your development database for
common errors. Select this option before you place new vectors in service.

=—>» NOTE:

Passing this audit does not guarantee that a vector will operate as
expected. This audit is not a substitute for careful vector planning and
testing. Conversely, the appearance of a warning does not necessarily
indicate an error condition that will disrupt the handling of calls.
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Access Audit Vector Database

Use the following steps to access the Audit Vector Database:

1. Start at the Customer Assist Administration main menu and select

>Call Vector Configuration

> Audit Vector Database

The system displays the Audit Vector Database (Figure 4-27).

LUCENT TECHNOLOGIES Customer Assist Care Center — July 23, 1998
1 Customer Assist Care Center 2 Vector Confipuration
»Call Vector Configuration Create New Vector

System Administration Edit VYector

System Monitor Delete Yector

UNIX System Copy Yector

Exit Select Yector Template
YAudit Vector Database
Yector Audit of Development Database

The results of the audit are as follows:

WARNING: VECTOR AUDIT FOUND THE FOLLOWING PROBLEMS:

Vector 0 : startup service for channel 0 is not assigned to ccc.
startup service for channel 0 is not assigned to ccc.
startup service for channel 2 is not assigned to ccc.
startup service for channel 3 is not assigned to ccc.
startup service for channel 4 is not assigned to ccc.
startup service for channel 5 is not assigned to ccc.
channel & does not exist.
channel 7 does not exist.

Press CANCEL to go back to the menu,

) JPREVPAGE NEXTPAGEN CancEL B Bl |

Figure 4-27. Audit Vector Database

Field Definitions

Table 4-1)defines each field that appears in the Audit Vector Database.
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Table 4-1. Audit Vector Database Field Descriptions

Field Description

Vector xx, Is an O phan: The vector is not assigned to any
channel and is not referenced by any
other vector.

Vector xx, Not properly The vector does not end with a QUIT

ended: action or any other action that
surrenders call control. See
[‘Customer Assist Vector Actions”|on
page 5-1 for more information about
actions and their properties.

Vect or xx, Converse Action The vector contains a CONVERSE

Ends with Transfer: action followed by a TRANSFER
action. The DEFINITY switch does not
allow actions that flash the switch
following a CONVERSE action.
Instead, the switch is either
expecting Customer Assist to return
control to the DEFINITY vector via a
QUIT action or is expecting digits to
be returned via the Data Return

feature.
Vector xx, Goto to The vector contains a SWITCH,
Nonexi st ent Vector: MENU, GOTO, or CHAN_ASN action

that refers to a missing vector.

Vector xx i s inconplete (see The action is defined but not

YY action): configured. Check that the step
containing the action has been
completely filled in. See[*Vector]
[Mapping Report’| on page 8-45 for a
key of two-letter action codes.

Channel xx is not assigned Channels specified in CHAN_ASN

to ccc or is not in service: are not assigned to ccc or contain a
channel that is not currently in
service.

Vect or xx has undefined References orphaned variables that

vari abl e: are used in vectors but are not
defined.

Phrase xx is not in phrase References orphaned phrase tags

dat abase: that are used in announcements or

menus but are not defined.

Continued on next page

Issue 1 September 1998 4-37



Vector Administration

Table 4-1. Audit Vector Database Field Descriptions — Continued

Field Description

Mai | box xx is no | onger References orphaned mailboxes that

defi ned: are used in vectors but no longer
exist.

Routing table xx is no References routing tables that are

| onger defi ned: used in vectors but no longer exist.

GOTO step xx - step doesn't References GOTO actions that jump

exist: to steps that do not exist.

Phrase xx has not been References phrases that have valid

recorded: phrase tags, but are not recorded.

Vector xx has uninstalled References vectors that require

language: specific language vector talkfiles that

are missing and/or not installed on
the CONVERSANT.

GOTO action contains an Checks for GOTO step actions that
endless loop: call themselves.

Place New Vectors in Service

This menu allows you to place vectors in service after you have created them.
Customer Assist maintains Customer Assist vectors in three separate databases:

= Runtime database — contains active vectors

= Development database — contains duplicate runtime vectors that you can
modify without affecting the way the system handles calls

= Archive database — contains previous runtime vectors

When you place new vectors in service, Customer Assist compares the
development database to the runtime database and does one of the following:

= Ifthey match exactly, the system indicates that no change has been made
to the development database since it was last placed in service. Press
CANCEL (Fg to return to the Veector Configuration menu.

« If the two databases do not match, the system displays the name and
number of each Customer Assist vector that has been added or changed.
Press CONT (F3) to place these vectors in service or CANCEL (Fg to return
to the Vector Configuration menu.
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Figure 4-28 illustrates the two-step process the system uses to place new vectors
in service.

Development
Database
Run-Time Archive
Database Database

Development
Database
\ 4
Run-Time Archive
Database Database

Placing New Vectors in Service

Figure 4-28. Three CONVERSANT Vector Databases

The steps are as follows:

1. Customer Assist copies the current runtime vector database to an archive
database.

2. Customer Assist overwrites the runtime database with the development
database.

See|'System Backup/Restore”|on page 7-45 for information on backing up and
restoring databases or Customer Assist vectors from diskettes.
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Summary

While working through this chapter, you learned how to configure vectors and
place them in service.

= See|Chapter 5] “Vector Actions”, for more information on vector actions
and their definitions.

= SeelChapter 6.[“Speech Administration” for more information on how to
record and document speech.
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This chapter describes vectoring capabilities as well as the procedures for
working with variables and actions.

Customer Assist Vector Actions

This section describes the actions associated with Customer Assist vector

administration in the Platform Management package. shows the
available actions.

=> NOTE:
Because ADA_CALC and EWT actions apply to different DEFINITY switch
versions, they will not appear under the Select Action menu simultaneously.
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1938
EDIT UECTOR NUMBER 161 STEPS

Uector Name: Uector Number: 161
Description:

System
UNIX Sy| Step Action Description
1
2

Select Action
>EDiMe:iMe GET_DIALP QUIT
ANNOUNCE GET_DIGT REPORT
CHAN_ASN GET_SPCH SCHEDULE
CHG_LANG GOTO SET
CONUERSE HANG_ACT SPCH_ADHN
DATA_RTN LOOK_UP  SPEAK_NUM
DYNAMIC  MENU SWITCH
DYN_ANNOU MSG_DROP TRANSFER
EXECUTE OFF_HOOK TRANSRIBE

Select the action and press ENTER.

[_HeL B J ENTER _JIPREU-FRM NEXT-FRME canceL Bt f |

Figure 5-1. Select Action Menu

ADA_CALC Action

This action is used after the CONVERSE action to calculate the approximate time
a caller will wait in queue.

=>» NOTE:
This action is available only with DEFINITY G3V3 and earlier switches.

The ADA_CALC action uses the factors below to calculate how long a caller must
wait in queue:

= The caller’'s position in queue, which it receives from the switch.

= Your estimates of the average length of a call and the number of available
agents.

Calculating Anticipated Delay

To calculate this estimate, the system adds the number of callers ahead of the
current caller and the number of “agents staffed” as entered in the ADA_CALC
table. It multiplies the result by the average duration of a call. Then, it divides this
product by the number of agents staffed.

(Number of Callers Ahead of Current Caller + Number of Agents Staffed) *
Average Call Duration / Number of Agents Staffed
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=> NOTE:
The ADA_CALC action truncates its calculation by the minute with a
minimum of 1 minute. For example, if the calculated delay was 30 seconds,
the caller would hear 1 minute. If the calculated delay was 2 minutes 30
seconds, the caller would hear 2 minutes.

Use the ADA (Anticipated Delay Announcement) template for help building your
announcements. (See|“Anticipated Delay Announcement Template (before
[DEFINITY G3V4)"|lon page 4-21 for more information.) Another version of this
template, the Announce Queue Position template, can speak a caller's position in
gueue. ADA and Announce Queue Position templates, like those supplied with
Customer Assist, automatically create Customer Assist vectors to perform
important call handling tasks.

Modify ADA_CALC Action

The ADA_CALC action form (Figure 5-2) appears when you insert this action into
a vector.

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1938
>Call Ue| Uector Name: Uector Number: 161
System | Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3 ADA_CALC CALCULATES THE ANTICIPATED DELAY IN QUEUE
L} Avg. Call Length: _  Queue Position :
5 Result :
6 Comment :
T Number of Agents Staffed
8 SUN HMON TUE WED THU FRI SAT
9 6 AM s Ui
10 T AH s
11 8 AM s
12 - 9 AM -
13 | 10 AH e
1 | 11 AM e
Enter the duration in seconds. followed by pressing the Return key.
NEXTPAGE] I

Figure 5-2. ADA_CALC Action Form

Use the following steps to complete the ADA_CALC action form:

1. Enter the approximate number of seconds a caller will be connected to an
agentinthe Avg. Call Length field.

2. Enter the name of the variable you used with CONVERSE to obtain the
caller's queue position in the Queue Posi ti on field.
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3. Enter the name of the variable where ADA_CALC should place its estimate
of the number of minutes a caller will wait in the queue in the Resul t field.

4. Optionally, enter a comment to associate with the ADA_CALC action.

5. Inthe Nunber of Agents Staffed grid, enter the number of agents on
duty for each day of the week at each hour. Blank spaces correspond to 0
agents. Use PREVPAGE 4, NEXTPAGE 5, and the directional keys to
move around this form.

ANNOUNCE Action

5-4

This action plays a specific recorded message. Use the ANNOUNCE action in a
Customer Assist vector to speak information, prompt a caller for input, or play a
“standard announcement” to several callers simultaneously in an ACD
(Automatic Call Distribution) queue up to the limits of your switch.

To provide a standard announcement, a DEFINITY vector first connects calls to
an announcement extension corresponding to a CONVERSANT port. In turn,
Customer Assist takes this port off-hook and launches a hard-allocated vector
that you have configured with at least one ANNOUNCE action. After the recorded
message finishes, the CONVERSANT hangs up and vector processing continues
in the DEFINITY vector.

You can record announcements by:
= Using the SPCH_ADMN action in a Customer Assist vector, (see|'SPCH
ADMN Action”|on page 5-48).
« Through Speech Administration (see “Speech Administration”).

Later, you can update your phrases from any touch-tone telephone by dialing a
vector containing the SPCH _ADMN action and entering a valid number and
password. (See["SPCH_ADMN Action”]on page 5-48 or[Chapter 6]“Speech
Administration” for more information about speech administration.)

=>» NOTE:
Standard announcements were not available over digital (line-side T1/E1)
lines until G3V4.

A CAUTION:
The ANNOUNCE action, during the call, cannot be interrupted by the caller
using Speech Recognition or Dial Pulse Recognition. It CAN be interrupted
using a touch-tone if the Al | ow | nt errupt : field is set to Yes. If an
ANNOUNCE action is interrupted with a touch-tone, that speech—plus any
speech later in the vector—is skipped, and that tone will be used as input in
the action that collects input, such as a MENU, GET_DIALP, GET_SPCH, or
GET _DIGT action. For example, if a vector has two ANNOUNCE actions
and a MENU action (described later in this chapter) and if the caller
presses a touch-tone key while listening to the first ANNOUNCE, Customer
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Assist will skip the first ANNOUNCE action AND the second ANNOUNCE
action AND the prompt used in the MENU action. Customer Assist will use
the input to the touch-tone prompt as input for the MENU action.

=>» NOTE:
The proceeding paragraph does not apply when the DEFINITY
vector routes callers to an announcement extension that then routes
callers to a hard-allocated CONVERSANT port. Therefore, 256
callers could all hear a standard announcement on the
CONVERSANT, yet that announcement would be unaffected by any
of those callers pressing a touch-tone. The touch-tone entered would
be used by the DEFINITY in the next collect action step in the
DEFINITY vector on a per call basis.

Modify ANNOUNCE Action Form

The system displays the ANNOUNCE action form (Figure 5-3) when you insert
this action into a vector.

1

LUCENT TECHHOLOGIES Customer Assist Care Center - Jul

ANNOUNCE Action step speaks a phrase to caller

Talkfile Number: §104 US English

Allow Interrupt: Yes I
Phrase Tag: Rock Coast - Main Greeting 2

Phrase Number: 1000

Phrase Text: Thank you for calling Rock Coast Software. A

29, 1998
3 EDIT VECTOR NUMBER 161 STEPS

Uector Name: Uector Number: 181
Description:

Custol

AWNOUNCE Action Step Number 1 for vector 181

representative will be with you shortly. Thank
you for your patience.

Press the CHOICES key for the list of valid phrase tags.

HELP McHOICES fcLose | ENTER cANCEL WREFRESH MADD-PHR

Figure 5-3. ANNOUNCE Action Form

Use the following steps to modify the ANNOUNCE action form:

1.

Enter the number of the vector phrase to use in the Tal kfi |l e Nunber:
field; press CHOICES (2 for a menu of talkfiles.

Enter Yes inthe Al | ow | nt errupt: field to allow the caller to interrupt
the phrase recited by this action.
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A CAUTION:

The ANNOUNCE action, during the call, cannot be interrupted by the
caller using Speech Recognition or Dial Pulse Recoghnition. It CAN
be interrupted using a touch-tone ifthe Al | ow | nt er rupt : field is
set to Yes. If an ANNOUNCE action is interrupted with a touch-tone,
that speech—plus any speech later in the vector—is skipped, and
that tone will be used as input in the action that collects input, such
as a MENU, GET _DIALP, GET _SPCH, or GET DIGT action. For
example, if a vector has two ANNOUNCE actions and a MENU
action (described later in this chapter) and if the caller presses a
touch-tone key while listening to the first ANNOUNCE, Customer
Assist will skip the first ANNOUNCE action AND the second
ANNOUNCE action AND the prompt used in the MENU action.
Customer Assist will use the input to the touch-tone prompt as input
for the MENU action.

=>» NOTE:
The proceeding paragraph does not apply when the
DEFINITY vector routes callers to an announcement extension
that then routes callers to a hard-allocated CONVERSANT
port. Therefore, 256 callers could all hear a standard
announcement on the CONVERSANT, yet that announcement
would be unaffected by any of those callers pressing a
touch-tone. The touch-tone entered would be used by the
DEFINITY in the next collect action step in the DEFINITY
vector on a per call basis.

3. Enter the name of the speech phrase to play in the Phrase Tag field;
press CHOICES (F2 for a menu of phrase tags.

The phrases depend on the talkfile that was chosen. The phrase number
and text appear on the action form automatically after you enter the
phrase tag.

=—>» NOTE:

To create a new phrase tag for this action, press ADD-PHR [Fg). A
Phrase Definition form appears. Use this form to define your new
phrase tag and press SAVE (F3. Although you cannot record speech
at this time, you can assign the phrase to your ANNOUNCE action
immediately. See[To Add a New Phrase”|on page 6-7 for more
information.

CHAN_ASN Action

This action is used in the setup vector to assign Customer Assist vectors to
CONVERSANT ports so that incoming callers can be routed to the appropriate

vectors.
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Modify CHAN_ASN Action

The system displays the CHAN_ASN action form (Figure 5-4) when you insert this
action in a vector.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§

>Call Ue| Uector Name: Uector Number: 161

System | Description:
System
UNIX Sy| Step Action CHAN_ASN assigns vectors to channels
Exit 1 Comment !

CHRANNEL UECTOR NAME

Enter the Channel number follow by the Return or ENTER key.

HELP [McHOICES W closE | ENTER CANCEL BREFRESH | |

Figure 5-4. CHAN_ASN Action Form

Use the following steps to modify the CHAN_ASN action form:
1. Optionally, enter a brief description of the action in the Conmrent : field.
2. Enter the number of an active (in service) port in the CHANNEL column.

3. Enter the number of the Customer Assist vector where calls coming into
the corresponding port should be routed in the VECTOR column; press
CHOICES (2 for a list.

If a specific port is listed more than once on the CHAN_ASN form, the first
occurrence will be activated.

4. Repeat Steps 2 and 3 for each active Customer Assist port for up to 12
ports. Use additional CHAN_ASN actions in the setup vector to assign
more than 12 ports.

=> NOTE:
The setup vector assigns vectors to ports within Customer Assist
only. The system will not respond to calls unless you assign
Customer Assist to every port you plan to use. (See the INTUITY
CONVERSANT System Version 7.0 Administration, 585-310-591, for
more information about assigning services to ports.)
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CHG_LANG Action

This action specifies the language the caller will hear. Your choices depend on
the languages installed. If the CHG_LANG action is not used, callers will hear the
application in the base language. Upon reaching the CHG_LANG action, the
callers will hear the application in the language chosen from this point on.

Modify CHG_LANG Action

The system displays the CHG_LANG action form (Figure 5-5) when you insert
this action in a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Uector Name: Uector Number: 161

System Description:

System

UNIX Sy| Step HAction Description
Exit

Change Language Action, Step Number 1 for vector 161

Change language to:
Comment

Enter the lanquage or a variable.

HELP McHoicEs W cLosE N @ | ENTER CANCEL MREFRESH | |

Figure 5-5. CHG_LANG Action Form

Use the following steps to modify the CHG_LANG action form:

1. Enter either a language or a variable corresponding to a language id to
specify the language the caller will hear in the Change | anguage to
field; press CHOICES (2 to select from a list.

=>» NOTE:
The variable may be used if you are setting up the vector to offer a
choice of languages.
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A CAUTION:
If the value of the variable is invalid (that is, if it is not an available
option), the call will continue in the base language or the language in
effect.

2. Optionally, enter a description of the action in the Conmrent field.

CONVERSE Action

This action accepts information that the DEFINITY G3 or ECS R5 or 6.3+ switch

sends along with a call by using the DEFINITY Converse step. To send two items
of information with a single call, use two CONVERSE actions. If two CONVERSE
actions are being used, only the SET action or the REPORT action can be placed
between them. Information can include:

A string of touch-tone digits collected through DEFINITY Call Prompting
(digits)

The caller’s position in queue (qpos)

The switch’s estimate of how long a caller will wait in queue (G3V4 and
DEFINITY ECS R5 and 6.3+) (wait)

Vector Directory Number (vdn) (which may equate to DNIS)
Automatic Number Identification (ani) information
Numbers (0-9), *, or #

=—>» NOTE:

The # is treated as a termination character by the CONVERSE action. It
stops the collection of input from the switch.

=—>» NOTE:

To report on the value of digits that are conversed to Customer Assist, you
may insert a REPORT action after the CONVERSE action. See['REPORT]
[Action”]on page 5-42. It is important to distinguish between the CONVERSE
action, which is part of Customer Assist and receives only data passed to it
by the DEFINITY G3V2 (or greater) switch, and the Converse vector step,
which is part of the DEFINITY's call vectoring feature, beginning with the
DEFINITY G3V2+. The DEFINITY’s Converse vector step performs the
actual handoff to the Customer Assist vector.

Modify CONVERSE Action Form

The system displays the CONVERSE action form when you insert this
action in a vector.
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LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Uector Name: Uector Number: 161
Suystem | Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3
4 5 CONVERSE ACTION, STEP 1 for vector 161
5 -
6 | Converse Step gathers TouchTonhes
T .
8 _ | Humber of Digits to Collect: _
9
10 Load Digits into Uariable:
11
12 Place number of digits collected into! Z%num_dig_got
13
14 Comment :

Enter the number followed by the Return or ENTER key.

[_HeLP JcHoIcEs  cLosE J | [ ENTER _J§ CANCEL JREFRESH |

Figure 5-6. CONVERSE Action Form

Use the following steps to modify the CONVERSE action form:

1. Enter the number of digits that the switch should deliver to the CONVERSE
action in the Nunber of Digits to Coll ect field.

The maximum number of digits is 16. In this total, do not include the
key, which the DEFINITY G3 or ECS R5 or 6.3+ automatically sends to
mark the end of the digit string. The system uses the variable %num dig
gotto represent the actual number of digits collected.

2. Enter the name of the variable where the digits the DEFINITY vector
passes should be stored inthe Load Digits into Vari abl e field.

=>» NOTE:
The system assigns the value 0 (zero) to the variable %num_dig _got
if it does not receive any touch-tones from the DEFINITY G3 or ECS
RS or 6.3+.

3. Optionally, enter a description of the action in the Conmrent : field.

Give each item of information a variable name. Other actions can use
these variables to respond to callers with announcements or other actions.
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=>» NOTE:
After a DEFINITY vector passes a call and information to a Customer
Assist vector using a Converse vector step, the Customer Assist
vector cannot invoke any action using flash-hook signals, such as
transferring a call and launching a customer callback. Before using
the CONVERSE action with line-side T1/E1 ports, access the
Systems-Parameters Features screen on the DEFINITY G3 or ECS
R5 or 6.3+ switch and set the Converse First and Second Data Delay
parameter to 1 instead of 0.

=>» NOTE:
When using the CONVERSE action, Customer Assist waits for in-band
DTMF signals from the switch. If you are just testing this, you may use your
touch-tone telephone to simulate in-band DTMF signals. This allows you to
fake a Converse step from the switch. For example, create the vectors you
wish to test and place them in service. Dial the CONVERSANT and after the
first ring or two, start pushing the touch-tone key pad with the data that
would be passed from the DEFINITY. The touch-tones will be viewed by the
CONVERSANT as in-band DTMF signals. This helps debug vectors built in
Customer Assist.

DATA_RTN Action

This action sends information to the DEFINITY G3V2+ or ECS R5 or 6.3+ switch.
This information can be used to route or remove calls from queue, or to populate
agents’ telephone or computer displays.

The DATA_RTN action complements the CONVERSE action by providing a way to
return data to a DEFINITY vector. You specify a FAC (feature access code) and a
series of variables or strings to pass. The FAC then tells the DEFINITY switch that
the vector is receiving DATA_RTN information from Customer Assist.

Modify DATA_RTN Action Form

The system displays the DATA_RTN action form whenever you insert
this action into a vector.
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1938
3 EDIT UECTOR NUMBER 161 STEPS
>Call Ue| Uector Name: Uector Number: 161
System | Description:
System 5 Data Return Action, Step Number 1 for vector 1861
UNIX Sy| Step Action
Exit 1 DATA_RTN Action returns information to switch.
2
3 Feature Access Code!
y
5 Data Return Segment 1:
] Data Return Segment 2:
T Data Return Segment 3:
8 Data Return Segment 4:
9 Data Return Segment 5:
10 Data Return Segment 6:
11 Data Return Segment T7:
12 Data Return Segment §:
13
14 Comment :
Enter the FAC followed by the Return or ENTER key.
HELP McHoicEs W cLosE N ] ENTER CANCEL MREFRESH | |

Figure 5-7. DATA_RTN Action Form

Use the following steps to modify the DATA_RTN action form:

1. Enter the feature access code (FAC) you want to send to the switch before
value in the Feat ure Access Code: field.

Your entry must be the Converse Data Return code already defined on the
DEFINITY G3 or ECS R5 or 6.3+ switch.

2. Enter the values (or variables containing values) to return to the DEFINITY
vector in the Dat a Return Segnent fields.

The maximum number of characters is 24 characters; every character
counts toward the limit, including:

= #, which you may use as a delimiter

= when using variables to represent values, the number of characters
in the value (not the number of characters in the variable name)

3. Optionally, enter a description of the action in the Conmrent : field.

A CAUTION:
Do not use [x] because it will erase the collected digits buffer on the
DEFINITY switch.
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DYNAMIC Action

This action transfers call control to one of up to 10 CONVERSANT applications,
depending on the value of a variable, such as VDN (vector directory number).
Associate this action with a single variable name and then link three possible
arguments with CONVERSANT applications to execute.

Modify DYNAMIC Action Form

The system displays the DYNAMIC action form (Figure 5-8) whenever you insert
this action into a vector.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
3 EDIT UECTOR NUMBER 161 STEPS
>Call Ue| Uector Name: Uector Number: 161

System 5 DYMAMIC PORT ALLOCATION BLOCK 1 for vector 161
System
UNIX Sy DYNAMIC ALLOCATION STARTS PROGRAMS FOR GIUEN UALUES

Exit Comment :

UVariable:

UALUE PROGRAM ARG1 ARG2 ARG3

Please enter your comments.

[_HeLP JcHoIcEs  cLosE J | [ ENTER _J§ CANCEL JREFRESH |

Figure 5-8. DYNAMIC Action Form

Use the following steps to modify the DYNAMIC action form:
1. Optionally, enter a description of the action in the Corment : field.

2. Enter the name of the variable containing the value that will determine
which CONVERSANT application to execute; press CHOICES (F2 for a list.

3. Under the column marked VALUE, enter a possible value for the variable
you chose.

If a specific value is repeated in the VALUE column, the first occurrence
will be used during the call.

4. Under the column marked PROGRAM enter the name of the CONVERSANT
application to execute if the actual value of the variable matches the value
indicated on the left; press CHOICES (/2 for a list.
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5. Use remaining columns to specify up to three arguments (ARGL, ARRX?,
ARG3) to pass to the executed program. Valid arguments include
numbers, text strings, or variables. For example, Customer Assist could
pass a caller's ANI along with the caller’s collected digit account number
to a fax response application (outside of Customer Assist) on the
CONVERSANT.

6. Repeat steps 3 through 5 for each possible variable value.

=>» NOTE:
After removing a CONVERSANT application from your hard-disk drive or
restoring your Customer Assist vector to a new hard-disk drive, check that
the DYNAMIC action’s PROGRAM column still lists valid CONVERSANT
applications on the hard-disk drive.

DYN_ANNOU Action

5-14

This action plays one of many messages to a single caller. A Converse vector
step in a DEFINITY vector can send one or two items of call information that
Customer Assist vector can use to select an announcement to play.

Within a DEFINITY vector, for example, you might use Call Prompting to ask
callers if they would rather hear an informational message or speak with an
agent. Your DEFINITY vector could then deliver callers who choose the
announcement to a CONVERSANT port, along with the number they dialed. The
Platform Management package, in turn, can use this value to determine the
message to play. When a vector containing the dynamic announcement ends,
the CONVERSANT port drops off and vector processing resumes in the
DEFINITY vector.

DEFINITY vectors can also place calls in an ACD (Automatic Call Distribution)
gueue before connecting them to Customer Assist. This allows the DEFINITY
vector to interrupt dynamic announcements and regain call control when agents
become available.

=> NOTE:
The DEFINITY G3 or ECS R5 or 6.3+ can direct only one caller at atime to a
CONVERSANT port when the Converse step is used. Call centers wishing
to speak forced first messages to many callers should hard allocate several
CONVERSANT ports to play standard announcements. Simple call-volume
calculations can help you determine the call handling capacity of
dynamically allocated ports.

A CAUTION:
The DYN_ANNOU action, during the call, cannot be interrupted by the
caller using Speech Recognition or Dial Pulse Recognition. It CAN be
interrupted using a touch-tone ifthe Al | ow I nt er rupt : field is set to Yes.
Ifa DYN_ANNOU action is interrupted with a touch-tone, that speech—plus
any speech later in the vector—will be skipped, and that tone will be used
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as input in the next action that collects input, such as a MENU, GET_DIALP,
GET _SPCH, or GET _DIGT action. For example, if a vector had two DYN_
ANNOU actions and a MENU action (described later in this chapter) and if
the caller presses a touch-tone key while listening to the first DYN_ANNOU,
Customer Assist will skip the first DYN_ANNOU action AND the second
DYN_ANNOU action AND the prompt used in the MENU action. Customer
Assist will use the input to the touch-tone prompt as input for the MENU
action.

=>» NOTE:
The proceeding paragraph does not apply when the DEFINITY
vector routes callers to an announcement extension that then routes
callers to a hard-allocated CONVERSANT port. Therefore, 256
callers could all hear a standard announcement on the
CONVERSANT, yet that announcement would be unaffected by any
of those callers pressing a touch-tone. The touch-tone entered would
be used by the DEFINITY in the next collect action step in the
DEFINITY vector on a per call basis.

Modify ANNOUNCE Action Form

The system displays the ANNOUNCE action form when you insert
this action into a vector.

Modify DYN_ANNOU Action Form

The system displays the DYN_ANNOU action form whenever you
insert this action into a vector.
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5-16

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1938
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Uector Name: Uector Number: 161
System | Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3
y
5
]
T
8 B 5 DYN_ANNOUNCEMENT Action Step Number 1 for vector 161
9
10 __ | DYNAMIC ANNOUNCE Action step speaks a phrase to caller
11
12 | Talkfile Number: 6104 Allow Interrupt: VYes
13
14 | Phrase Number:

Enter “Yes™ to allow the phrase to be interrupted. Otherwise enter "No".

[_HeLP QcHorces Jf cLose Q| (| canceL BReFRESH N |

Figure 5-9. DYN_ANNOU Action Form

Use the following steps to modify the DYN_ANNOU action form:

1. Enter Yesinthe Al |l ow I nterrupt: field to allow the caller to interrupt
the phrase recited by this action.

A CAUTION:
The ANNOUNCE action, during the call, cannot be interrupted by the
caller using Speech Recognition or Dial Pulse Recognition. It CAN
be interrupted using a touch-tone ifthe Al | ow | nt er rupt : field is
set to Yes. If an ANNOUNCE action is interrupted with a touch-tone,
that speech—plus any speech later in the vector—is skipped, and
that tone will be used as input in the action that collects input, such
as a MENU, GET _DIALP, GET_SPCH, or GET _DIGT action. For
example, if a vector has two ANNOUNCE actions and a MENU
action (described later in this chapter) and if the caller presses a
touch-tone key while listening to the first ANNOUNCE, Customer
Assist will skip the first ANNOUNCE action AND the second
ANNOUNCE action AND the prompt used in the MENU action.
Customer Assist will use the input to the touch-tone prompt as input
for the MENU action.

=>» NOTE:
The proceeding paragraph does not apply when the
DEFINITY vector routes callers to an announcement extension
that then routes callers to a hard-allocated CONVERSANT
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port. Therefore, 256 callers could all hear a standard
announcement on the CONVERSANT, yet that announcement
would be unaffected by any of those callers pressing a
touch-tone. The touch-tone entered would be used by the
DEFINITY in the next collect action step in the DEFINITY
vector on a per call basis.

2. Enter the name of the variable that contains the number of the phrase to
play in the Phrase Number : field; press CHOICES (2 for a list.

You may also enter a hard-coded number corresponding to a phrase
number in any language that is currently loaded on the system.

=>» NOTE:
Phrases are referenced by their Phrase Number. If you assign this number
as a value of a variable (such as%datal), you can speak these with the
DYN_ANNOU action for dynamic announcements. For example, callers can
call in to order items from a catalog where each item has a four-digit item
number. You could create a phrase that speaks the name of the item and
set the phrase number equal to the catalog item number. The system can
play back the item name so callers can confirmed they have entered the
number of the item they want.
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EWT Action

This action (available only for use with the DEFINITY G3V4 or ECS R5 or 6.3+)
allows you to increase or decrease the switch’s estimate of how long a caller
must wait for an agent by a percentage you specify; you may round the result up,
down, or to the nearest whole number, and, at your option, convert it from
seconds to minutes. Use the SET action after the EWT action to perform
additional calculations, such as to announce the wait time in minutes and

seconds. See|Figure 5-11.

Use the CONVERSE action in your Customer Assist vector to obtain the switch’s
wait time estimate in seconds. After using the EWT action to convert this estimate
to minutes, use the SET action to convert it further, or use the ANNOUNCE and
SPEAK_NUM actions to communicate it to the caller.

Use the[Estimated Wait Time template |described on page 4-16, for help building
your announcements. Another version of this template, the Announce Queue

Position template, can speak a caller's relative position in queue (see
Estimated Wait Time and Announce Queue Position templates, like those
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supplied with Customer Assist, automatically create Customer Assist vectors to
perform important call handling tasks.

Modify EWT Action Form

The system displays the EWT action form (Figure 5-10) whenever you insert this
action into a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Uector Name: Uector Number: 161

System Description:
System

UNIX Sy| Step HAction Description
Exit

Enter the variable that receives estimated wait time.

HELP McHoicEs W cLosE N @ | ENTER CANCEL MREFRESH | |

1

2
3
y
5
6

EWT ACTION STEP 1 for vector 161

ESTIMATED WAIT TIME IN QUEUE ACTION

EWT Input: %datal Calculated Output: ¥data2 I
Weighting Index: 100%

Resolution: Minutes Rounding: Nearest
Comment :

Figure 5-10. EWT Action Form

Use the following steps to modify the EWT action form:

1.

Enter the name of the variable you used with CONVERSE action to obtain
the caller’'s estimated wait time in the EWI' | nput field; press CHOICES
for a list.

Enter the name of the variable where you want to store the recalculated
wait time in the Cal cul at ed Qut put field; press CHOICES (2 for a list.

Enter the percentage of the switch’s estimate to use in the Wi ght i ng
| ndex: field.

For example, to double the wait time estimate, enter 200%. (The minimum
option for Wi ght i ng | ndex is 10% and the maximum is 300%.)

Enter Minutes or Seconds in the Resol ut i on field to specify how to
convert the estimate; press CHOICES (/2 for a list.

Enter the method to use when converting the estimate to a whole number
in the Roundi ng field; press CHOICES (2 for a list.
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= Nearest — round the estimate to the nearest minute or the nearest
10 seconds, if Resol ut i on has been set to Seconds.

= Up —round up to the nearest minutes or the nearest 10 seconds.

= Down — round down to the nearest minutes or the nearest 10
seconds.

6. Optionally, enter a description of the vector in the Conment : field.

=>» NOTE:
The following screen shows an alternate method of calculating EWT. The
vector shown captures the EWT from the DEFINITY, weights the value in
seconds by 150 percent, and converts it into minutes and seconds that can
be spoken back to the caller.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
>Call Ue| Uector Name: RC-EWT Calc Uector Number: 108
Suystem | Description: Rock Coast EWT Calculation: Mins & Secs
System
UNIX Sy| Step Action Description
Exit 1 CONUERSE collect 5 digits into %datal
— 2 EWT REPLACE THIS ACTION WITH ADA_CALC FROM CHOICES MEN
3 Ed 3 SET Zminutes = Zminutes = Zewt
103 EWT 4 SET Zminutes = ¥minutes / 60
104 |RC- 5 SET %temporary = Ztemporary = Zminutes
105 {RC- B SET %temporary = Ltemporary = B0
106 |Res T SET %seconds = ¥seconds = Zewt
107{RC 8 SET %seconds = Yseconds = ZLtemporary
>108|RC- 9 ANNOUNCE Your estimated wait time is...
109{RC- 10 SPEAK_NUM in Zminutes as Number
110{RC- 11 ANNOUNCE ...minutes and...
1111RC- 12 SPEAK_NUM in ¥%seconds as Number
112 Que 13 ANNOUNCE ...seconds
— 14
Enter the vector name.

Figure 5-11. Converting DEFINITY EWT into Minutes and Seconds
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EXECUTE Action

Unconditionally transfers control of a call to a CONVERSANT application.

Modify EXECUTE Action Form

The system displays the EXECUTE action form (Figure 5-12) whenever you insert
this action into a vector.

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1938
>Call Ue| Uector Name: Uector Number: 161
SOTUMMY 5 EXECUTE ACTION I for vector d6l |

System
UNIX Sy
Exit

EXECUTE ACTION STARTS A WEW PROGRAM
Application: Write Call Data Record Immed.:iyes

(%)

Argument
Argument
Argument
Argument
Argument
Argument
Argument
Argument
Argument 9:
Argument 10:
Return Ualue: ¥return_ulu
Comment :

W= HU W=
L

Enter the application name follow by the Return or ENTER key.

[_HeLP QcHorces Jf cLose Q| [ ENTER i CANCEL BREFRESH |

Figure 5-12. EXECUTE Action Form

Use the following steps to modify the EXECUTE action form:

1. Enter the name of the CONVERSANT application to execute in the
Appl i cati on field; press CHOICES 2 for a list.

2. Specify up to ten arguments to pass to the executed application.
Numbers, text strings, or variables can represent valid arguments, such
as collecting a caller’'s phone number in a variable or another number that
can identify the caller.

The system automatically uses the variable %return_viu to represent any
data returned by the CONVERSANT in the event of an error.

3. Optionally, enter a description of the action in the Conmrent : field.
=>» NOTE:

You can execute any other CONVERSANT application anywhere in a call
vector by using the EXECUTE action. Likewise, any other CONVERSANT
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application can launch the Customer Assist by referring to it's program
name, “ccc”. For example, you can use the EXECUTE action to launch a
Fax Back application.

GET_DIALP Action

This action gathers dialed digits, such as numbers dialed from a rotary
telephone, from the caller. Dial Pulse Recognition is highly dependent on the
quality of phone lines used for the call and the accuracy can vary from call to
call. Dial Pulse Recognition only recognizes digits from 0 through 9, and it works
only with SSP cards (not with SP cards).

In general, try to use the most restrictive grammar, or valid input, that can accept
the desired input. That is because different grammars have different accuracy.
Digits that are further from each other results in better accuracy. For example,
instead of offering callers a menu to select from using 1, 2, and 3; use a Dial
Pulse Recognition menu to have callers select their options using 1, 3, and 5. The
GET_DIALP action is normally used to collect a long number because it can
collect the number in pieces and then combine them. Also, GET_DIALP is used
when specific grammars need to be used to provide more accurate recognition.
This occurs when the input follows a pattern. For example, an input value of 1,3
and 5.

=>» NOTE:
When using Dial Pulse Recognition the CONVERSANT tends to recognize
higher numbers better than lower numbers.

Modify GET_DIALP Action Form

5-22

The system displays the GET_DIALP action form|(Figure 5-13)|whenever you
insert this action into a vector.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
5 GET_DIALP ACTION, STEP 1 for vector 161 ]
Get Dial Pulse Step gathers Dialed Digit(s) from caller

Comment :

Consolidate responses into variable! Xci_value
Place number of digits collected into: Znum_dig_qot

Talkfile: 6103 US English
Phrase Tag Number Ualid Input
Confirmation: None Time limit per response! B

Please enter your comments.

|_HeLP QcHorces Jf cLose Q|

Figure 5-13. GET_DIALP Valid Input Choices

Use the following steps to modify the GET_DIALP action form:

1.
2.

In the Comment field, enter information if you wish.

Inthe Consol i dat e responses into vari abl e field, use CHOICES
to select a variable to hold the input that is dialed following the prompt.

In the Tal kfi | e field use CHOICES (F2) to choose the Vector Phrase
talkfile to use.

In the Phr ase Tag field, enter the short text phrase (called a Phrase Tag)
that identifies the speech phrase desired.

For previously recorded speech, press CHOICES (2. Select the phrase
and press [ENTER).

=>» NOTE:
See “Speech Administration”, for information on
recording phrases.

Inthe Val i d I nput field, use CHOICES (F2 to choose what type of input
to collect.

For example, select 1 digit: 1-3 inthe Val i d | nput field if Customer
Assist should listen for 1, 2, or 3 in response to a phrase. See Figure 5-13.

In the Confi r mat i on field, use CHOICES (F2) to choose one of the
following:

= Overall - prompts for confirmation after all input is gathered
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Field

None -

- prompts for confirmation after each field

does not prompt for confirmation.

7. IntheTine Iimt per response field, enter the time the system will
wait for caller input in seconds.

=—>» NOTE:

When collecting a large number of digits via Dial Pulse Recognition (for
example, an international phone number), you can break the collection up
into multiple prompts to increase the accuracy (for example, country code
first, then area code, then phone number). To increase the accuracy, use
the most restrictive grammar, or valid input, that can be used to collect the
broken down input options to increase the accuracy.

GET_DIGT Action

Modify GET_DIGT Action Form

5-24

This action collects touch-tone input from callers and stores it in the variable you
specify. For example, by using GET_DIGT with ANNOUNCE, you can prompt
callers to choose from a menu of options in your Customer Assist vector. Other
actions can use this variable to make call handling decisions.

The system displays the GET_DIGT action form (Figure 5-14) whenever you
insert this action into a vector.

>Call Ue
System
System
UNIX Sy
Exit

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1938
3 EDIT UECTOR NUMBER 161 STEPS

Uector Name:
Description:

Step

WO EWwN—

10
11
12
13
14

Action

5 GET_DIGT ACTION STEP 1 for vector 161

Uector Number: 161

Description

Get Digits Step gathers TouchTones from caller
Number of Digits to Collect: _

Load Digits into Uariable:
Place number of digits collected into: Znum_dig_got

Comment:

Enter the number follow by the Return or ENTER key.

HELP McHoicEs W cLosE N ] ENTER CANCEL MREFRESH | |

Figure 5-14. GET_DIGT Action Form
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Use the following steps to modify the GET_DIGT action form:

1. Enter the maximum number of digits the caller can enter in the Nunber
of Digits to Collect: field.

The maximum number of digits is 24. Every touch-tone key, including the
key, which callers can press to indicate that an entry is complete,
counts toward this total. The variable %num_dig_got automatically
represents the number of touch-tones actually entered, including the
key.

=>» NOTE:
The [#] key is used as a terminator. Whenever this key is entered, it
indicates to the system that the caller input is complete. This helps
eliminate the interdigit timeout.

2. Enter the name of the variable where the touch-tone input should be
stored inthe Load Digits into Variabl e field; press CHOICES (2
for a list. The system does not include the [#] key in this variable’s value.
—> NOTE:

The system assigns the value 0 (zero) to the variable %num_dig got
if the caller does not enter any touch-tones.

3. Optionally, enter a description of the action in the Conment : field.

GET_SPCH Action

This action collects spoken digits from callers. This action allows caller input
using speech recognition. If the optional Customer Assist speech recognition
package and its custom grammars are loaded, and if the Lucent WholeWord
Speech Recognition package has been purchased and is loaded, then GET_
SPCH works with any supported language in the Customer Assist package up to
a limit of two per any one system. However, it is assumed that administrators and
agents will have touch-tone telephones. Therefore, speech recognition is not
available for Speech Administration or for transcription of messages.

At most two languages can be enabled for WholeWord Speech Recognition with
Customer Assist due to the size of the speech models for the languages. If
Speech Recognition is enabled for German, UK English or Japanese, no other
languages can be enabled on the same system. This is because each of them
takes more than half the space on the SSP card in the CONVERSANT. Standard
French, Brazilian Portuguese, Dutch and Canadian French Whole Word Speech
Recognition are only supported on SSP cards.

=>» NOTE:
Multiple SSP boards can increase the number of ports that can use Speech
Recognition but it will not increase the number of languages that can be
Speech Recognition enabled.
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Customer Assist adds a few more custom grammars for each of the enabled
languages. These grammars allows the collection of input types that are not
available with the standard Lucent WholeWord Speech Recognition packages.
The custom grammars added are:

Variable-length numbers of 1 to 24 digits long
Variable-length numbers of 1 to 8 digits long

Variable-length numbers of 4 to 14 digits long
Variable-length numbers of 8 to 16 digits long

Variable-length numbers of 1 to 2 digits long and value of 0 to 31

=—>» NOTE:

When using speech recognition in the GET_SPCH action, you can ask for
caller confirmation after input is collected for each part or after collecting all
the input. For example, to collect a phone number from the caller, the GET _
SPCH action can prompt the caller for the area code and then the
subscriber number. It can ask for confirmation for area code and
subscriber separately or after collecting the entire phone number. The
GET_DIALP action has the same capability.

Modify GET_SPCH Action Form

The system displays the GET_SPCH action form|(Figure 5-15)|whenever you
insert this action into a vector.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1938
5 GET_SPCH ACTION, STEP 1 for vector 161 ]
Get Speech Step gathers Spoken Digit(s) from caller

Comment :

Consolidate responses into variable: Xci_value
Place number of digits collected into! Znhum_dig_got

Talkfile: 6103 US English I
Phrase Tag Number Ualid Input
Confirmation! Nonhe Time limit per response! 6

Please enter your comments.

HELP McHoicEs W cLosE N ] ENTER CANCEL BREFRESH WADD-PHR

Figure 5-15. GET_SPCH Valid Input Options

Use the following steps to modify the GET_SPCH action form:

1.
2.

Optionally, enter a description of the action in the Corment : field.

Inthe Consol i dat e responses into vari abl e field, use CHOICES
to select a variable to hold the input that is spoken following the
prompt.

. Atthe Tal kfi | e field, use CHOICES (F2 to choose the Vector Phrase

talkfile to use.

In the Phr ase Tag field, enter the Phrase Tag of the recorded speech you
wish to use. For previously recorded speech, press CHOICES (F2. Select
the phrase and press (ENTER).

=>» NOTE:
See “Speech Administration”, for information on
recording phrases.

Inthe Val i d | nput field use CHOICES (F2) to choose what type of input
to collect such as 1 digit:1-3 meaning that one digit will be collected
between the range of 1 and 3. After selecting the type of input, press
(ENTER). See Figure 5-15.

—>» NOTE:

In general, try to use the most restrictive grammar, or valid input
options, that can accept the desired input because different
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grammars have different accuracy. Fixed length grammars have the
best accuracy. If the input is shorter, the accuracy improves. The
accuracy is also affected by the language used. U.S. English has
the best accuracy at over 99% per digit. The accuracy of other
languages is somewhere around 95-98% per digit. The GET_SPCH
action is normally used to collect a long number because it can
collect the number in pieces and then combine them. Also, GET _
SPCH is used when specific grammars provide more accurate
recognition. This occurs when the input follows a pattern. For
example, the input value of 1 to 5 using 1 digit: 1-5.

=> NOTE:
Ifthe Val i d | nput of yes-no type is used, a yes input will result in
a 1 value and a no input will result in a 0 value. During the
confirmation of a yes-no input, the caller will hear a yes or no phrase
played back.

—=>» NOTE:
If the phrase used in the GET_SPCH action prompts the caller to
press “1” or “2,” and the Valid Input field is set at 1:1-3 and the caller
chooses 3, the caller will fall through this GET_SPCH action step and
continue on in the current vector. If this condition is probable, then
place error checking action steps, such as examining the input value
or the value of %num_dig_gotto ensure all digits were captured,
after the GET_SPCH action in the current vector to catch the number
outside of the range.

6. Inthe Confirmati on field use CHOICES (F2 to choose Overall, which
prompts for confirmation after all input is gathered, Field, which prompts
for confirmation after each field, or None, which does not prompt for
confirmation.

7. IntheTine limt per response field enter the time the system will
wait for caller input in seconds.

=>» NOTE:

GOTO Action

To collect a large number of digits with speech recognition (e.g. an
international phone number, etc.), break the collection up into multiple
prompts to increase the accuracy (i.e. country code first, then area code,
then phone number, etc.). Also, use the most restrictive grammar, or valid
input, that can be used to collect the broken down input options to increase
the accuracy.

This action moves call control to another vector or to another step in the current
vector, either unconditionally or if a specific condition is met. Comparisons
consist of a single variable, value, and a relational operator (=, !=, <, <=, >, or
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>=). The GOTO action evaluates both arguments in a comparison as strings if
either argument is 10 or more characters long. The resulting comparison is
alphabetic, not numeric.

Modify GOTO Action Form

The system displays the GOTO action form (Figure 5-16) whenever you insert
this action into a vector.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Vector Name: Uector Number: 1861
System Description:
System
UNIX Sy| Step Action Description
Exit 1

2

3

n

5

GOTO Action Step Number 1 for vector 161

GOTO compares a variable with a value and routes to a vector or step.

GOTO Uector

IF variable

Comment :

Enter "Uector” or "Step” followed by the Return or ENTER key.

[_HeLP JcHoIcEs  cLosE J | [ ENTER _J§ CANCEL JREFRESH |

Figure 5-16. GOTO Action Form

Use the following steps to modify the GOTO action form:

1. Enter where the call should go next in the GOTOfield; press CHOICES
for a list.

= Vector—the default value; enter this to go to another vector.
= Step—qgo to another action in the current vector.

If you enter a vector number and a Customer Assist vector with this
number already exists, its name appears automatically. If not, no text
appears.

=—>» NOTE:
If you enter a step number and an action has already been defined
for this step, the action name will automatically appear. If not, no text
appears.
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2. Enter the name of the variable that holds the value inthe | f vari abl e
field.

=>» NOTE:
For unconditional navigation, enter only the step or vector
destination. Leave comparison positions blank.

3. Press to advance to the next position in the comparison and enter a
relational operator, as follows:
= =—equalto
« !=—notequalto
» < —lessthan
=« <= —lessthan or equal to
= > — greater than
= >=— greater than or equal to

4. Press to advance to the last position and enter the value or variable
name that is being compared to the variable in Step 2.

5. Optionally, enter a description of the action in the Conment : field.

A CAUTION:

Be sure to create Customer Assist vectors for vector numbers you enter
here before you place the new vectors into service. If not, when auditing the
vector database, internal vectors will alarm the system and fail an integrity
check.

A CAUTION:

Inserting or removing actions in a vector that contains a GOTO step could
result in the GOTO action routing to the wrong step.

HANG_ACT Action

This action identifies the Customer Assist vector to launch if the caller leaves the
call prematurely while still in vectoring in Customer Assist.

If the caller is not in vectoring (such as when using MSG_DROP), the HANG_ACT
action is no longer valid. If, after the caller leaves a message using MSG_DROP
and you want the HANG_ACT action to continue monitoring the call, insert
another HANG_ACT action step in the vector and “jump to” that step after MSG_
DROP is finished. A caller activates the HANG_ACT action by exiting at any point
in a Customer Assist vector after the HANG_ACT action and before the QUIT,
DATA_RTN, TRANSFER, EXECUTE, DYNAMIC, SPCH_ADMN, MSG_DROP, or
TRANSRIBE actions.
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Modify HANG_ACT Action Form

The system displays the HANG_ACT action form (Figure 5-17) whenever you
insert this action into a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Vector Name: Uector Number: 1861

System Description:
System
UNIX Sy| Step Action Description

Exit

N EWwN =

HANG_ACT Action Number 1 for vector 161 I

HANG_ACT Action Step specifies a vector number to go to after a HANGUP.

On HANGUP go to Uector Number: — Name:

Comment

Enter the vector name follow by the Return or ENTER key.

HELP [cHOICES W cLosE B | ENTER CANCEL BREFRESH |

Figure 5-17. HANG_ACT Action Form

Use the following steps to modify the HANG_ACT action form:

1. Enter the number of the vector to launch after the caller disconnects in the
On HANGUP go to Vector Nunber: field; press CHOICES (F2 for a list.

If a Customer Assist vector with this number already exists, its name
appears automatically. If not, no text appears.

2. Enter a description of the action in the Comrent : field.
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LOOK_UP Action

This action retrieves a record from a local database table by comparing the value
of a specified variable to the values that appear in the table’s index field.

Modify LOOK_UP Action

The system displays the LOOK_UP action form (Figure 5-18) whenever you insert
this action into a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 181 STEPS
>Call Ue| Uector Name: Uector Number: 161

System Description:
System

UNIX Sy| Step Action Description
Exit 171 LOOK_UP Table Action, Step Number 1 for vector 161

LOOK_UP Action looks up values in a databhase table.

2

3

y

5| Input Fields

[ Routing table:
T Look-up field!:
8| Return Fields

9 Number of Matches found:
1 Data field 1:
1 Data field 2:
1

1

1

Comment :
Note: The LOOK_UP action requires that the table be populated.

Enter the routing table name followed by the Return or ENTER key.

[_HeLP QcHorces Jf cLose Q| [ ENTER i CANCEL BREFRESH |

Figure 5-18. LOOK_UP Action Form

Use the following steps to modify the LOOK_UP action form:

1. Enter the name of the database table to search in the Rout i ng Tabl e
field; press CHOICES (2 to select from a list.

2. Enter the name of the variable containing the key value or the primary
search value in the Look- up Fi el d field; press CHOICES (/2 to select
from a list.

3. Enter the name of the variable that will hold the number of records
containing the value of the variable in the index field in the Nunber of
Mat ches Found field; press CHOICES (2 for a list.

=>» NOTE:
For intelligent routing applications, such as routing a telephone
number to a certain greeting or department, this value must never be
greater than 1 because the lookup field should be unigue.

5-32 Issue 1 September 1998



Customer Assist Vector Actions

4. Enter a name for the variable that will hold the Data field 1 value for the first
record in the table that has the same value for variables in both the
Lookup field and index field inthe Data fi el d 1 field; press CHOICES
for a list.

5. Enter a name for the variable that will hold the Data field 2 value for the first
record in the table that has the same value for variables in both the
Lookup field and index field inthe Dat a fi el d 2 field; press CHOICES
for a list.

6. Optionally, enter a description of the action in the Conment : field.

=>» NOTE:
If a LOOK_UP action is used to search a single database table using
the same key value on a single call, the LOOK_UP action searches
for the next instance of that value. If the result is not the desired
result, another LOOK_UP action must be used to find the next
occurrence. If you use the action to look up a different value, the
search will start from the beginning of the table. It does not retrieve
the same record twice.

MENU Action

This action prompts a caller for input and moves call control to one of up to 13
Customer Assist vectors, depending on the value of the input.

You can configure the MENU action to respond differently to callers who delay,
enter too few digits, or enter values not on a list of acceptable values. Callers

may have more than one attempt to enter a valid value. The MENU action can
accept touch-tone, Speech Recognition or Dial Pulse Recognition input.

MENU simplifies the design of bulletin boards and automated attendants.

The system displays the MENU action form [(Figure 5-19]and [Figure 5-20)|
whenever you insert this action into a vector.
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5-34

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938

NORMAL INPUT : k
Talkfile: 6104 US English Allow Interrupt: Yes
Prompt Phrase:
Number of digits to collect : Min 1 Max 1
Time to wait for input (sec): 1st digit 6  Next digit(s) 4%
Place in Uariables !
Input %ci_value Output Zdatal

Ualid Input Qutput Value GOTO Vector Uector Name

- I

Confirm Input No

Enter the talkfile.
HELP NCHOICES W CLOSE NPREVPAGE] INEXTPAGEl] CANCEL WREFRESH WADD-PHR

Figure 5-19. MENU Action Form 1

LUCENT TECHNWOLOGIES Customer Assist Care Center - July 31, 1938
5 MENU Action Step Number 1 for vector 161
SPECIAL CASES :
Caller's input not on list !
Speak Phrase :

Max. number of tries ! 3
Output Ualue : GOTO Uector @ CONT

Caller did not enter the 1st digit within the time allowed !

Speak Phrase !
Max. number of tries ! 3

Output Ualue : GOTO Uector @ CONT

Caller did not enter the minimum number of digits regquired :

Speak Phrase :
Max. number of tries ! 3

Output Ualue : GOTO Uector @ CONT

Caller has no more tries to enter valid input !
Speak Phrase :

Enter the phrase taq for input not on list above.

HELP CHOICES CLOSE PRE VPAGE] NEXTPAGER CANCEL ERFFRESH EADD-FHR

Figure 5-20. MENU Action Form 2
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Use the following steps to modify the MENU action form:

1. Enter the talkfile number for the desired language in the Tal kf i | e field;
press CHOICES (F2 to select from a list.

The selected language appears in an adjacent field that is not
administrable.

2. Enter Yesinthe Al | ow | nterrupt: field to allow the caller to interrupt
the phrase recited by this action.

A CAUTION:
The ANNOUNCE action, during the call, cannot be interrupted by the
caller using Speech Recognition or Dial Pulse Recognition. It CAN
be interrupted using a touch-tone ifthe Al | ow | nt er rupt : field is
set to Yes. If an ANNOUNCE action is interrupted with a touch-tone,
that speech—plus any speech later in the vector—is skipped, and
that tone will be used as input in the action that collects input, such
as a MENU, GET _DIALP, GET _SPCH, or GET DIGT action. For
example, if a vector has two ANNOUNCE actions and a MENU
action (described later in this chapter) and if the caller presses a
touch-tone key while listening to the first ANNOUNCE, Customer
Assist will skip the first ANNOUNCE action AND the second
ANNOUNCE action AND the prompt used in the MENU action.
Customer Assist will use the input to the touch-tone prompt as input
for the MENU action.

=>» NOTE:
The proceeding paragraph does not apply when the
DEFINITY vector routes callers to an announcement extension
that then routes callers to a hard-allocated CONVERSANT
port. Therefore, 256 callers could all hear a standard
announcement on the CONVERSANT, yet that announcement
would be unaffected by any of those callers pressing a
touch-tone. The touch-tone entered would be used by the
DEFINITY in the next collect action step in the DEFINITY
vector on a per call basis.

3. Optionally, enter the name of an existing speech phrase to play after the
prompt in the Pr ompt field; press CHOICES (F2) for a list. To create a new
phrase tag for this action instead, first press ADD-PHR (8). This phrase is
the first prompt for input that callers hear.

4. Enter the minimum number of digits (including [#]) to accept from a caller
inthe M n field.

If a caller delays, the system can prompt the caller for the entire entry
again.

5. Enter the maximum number (including [#]) of digits to accept in the Max
field.
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After the system has collected this number of digits, it stops waiting for
additional input.

Enter the maximum number of seconds to wait for the first digit of a caller’s
response in the 1st digit field.

This number is often called the “initial timeout.” Exceeding this time limit
corresponds to the second special case in step 13: “Caller did not enter
the 1st digit within the time allowed.”

Enter the maximum number of seconds to wait for each subsequent digit
of a multidigit response in the Next di git (s) field.

This number is often called the “interdigit timeout.” Exceeding this time
limit before entering the minimum number of digits required corresponds
to the third special case in step 13: “Caller did not enter the minimum
number of digits required.” However, if a caller exceeds this time limit
after entering the minimum number of digits required, the system
considers the entry complete.

Optionally, after | nput , use the default variable %ci_value to hold the
caller's input; press CHOICES (2 to select a different variable. Other
vectors can use this variable's value to make call handling decisions. The
system does not include the [#] key in this variable's value.
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9.

10.

11.

12.

Optionally, after Qut put , use the default variable %datal to hold any
output value you want to associate with the caller’s input; press CHOICES
to select a different variable. Other vectors can use this variable’s value
to make call handling decisions. For example:

= To create an automated attendant, you can assign telephone
extensions to the output variable and populate the GOTO Vect or
field, described later, with the number of a Customer Assist vector
that uses the TRANSFER or DATA_RTN action to transfer callers.

= To create a bulletin board, you can assign phrase numbers to the
output variable, follow the MENU action in your vector with a DYN_
ANNOU action, and enter CONT (or no entry) in the GOTO Vect or
field to execute the next action in the current vector.

Optionally, enter up to ten acceptable values in the Val i d | nput
column. Most common entries will include the:

=« Standard digits 0 to 9.
= Touch-tone symbol * (star).

= Wild-card character, n, representing any single standard digit. For
example, nn represents any 2-digit number.

= Repeat character r. For example, 123r represents “123,” “1233,”
“12333,” etc.

= Quit character q. For example, 123q represents any entry, up to the
maximum allowable length, that begins with the digits “123.”

=>» NOTE:
Use the pattern matching feature in the MENU action and SWITCH
action to do input validation. For example, specify “81nn” to allow
only caller input that begins with “81” and ends with two digits as
valid input.

Optionally, associate an output value with every value in the
corresponding Val i d | nput column. The MENU action assigns an
output value to the output variable when a caller's entry matches a valid
input value. If the caller's entry matches more than one valid input value,
the MENU action uses the output value associated with the first match in
the column.

Optionally, after GOTO Vect or, enter the number of a Customer Assist
vector to activate if the caller's input matches a value in the corresponding
I nput Val ue column. Enter CONT (or no entry) instead of a vector
number to execute the next action in the current vector.

If a Customer Assist vector with this number already exists, its name
appears automatically. If no Customer Assist vector exists, no text
appears.
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5-38

13.

14.

15.

16.

17.

18.

A CAUTION:
Be sure to create Customer Assist vectors for vector numbers you
enter here before you place the new vectors into service. If not, when
auditing the vector database, internal vectors will alarm the system
and fail an integrity check.

Enter Yes to prompt the caller to confirm the input in the Confi r m | nput
field. Otherwise, enter No.

Press NEXTPAGE (F5) and perform Steps 14 through 17 for each of the first
three “special cases.”

= Caller’s input not on |ist: The caller's entry does not
match the acceptable values in the Val i d | nput column.

= Caller did not enter the 1st digit within the tine
al | owed: The caller did not respond to the prompt within the time
allowed by the first digit parameter.

= Caller did not enter the mni mum nunber of digits
requi red: The caller did not enter the minimum number of digits
required before the Next di gi t (s) field—the interdigit time
limit—expired.

Optionally, after Speak Phr ase, enter the name of an existing speech
phrase to play; press CHOICES (72 for a list. To create a new phrase tag
for this action’s special case instead, first press ADD-PHR ().

=>» NOTE:
After you use the ADD-PHR function to create a new phrase tag for
the MENU action, the system returns your cursor to the beginning of
the first page of the Action Definition form. Press NEXTPAGE (F5) to
return to your previous location.

After Max. nunber of tries, use the default value or enter a different
limit for the number of invalid entries that invokes this special case.

Optionally, after Qut put Val ue, enter the value to assign to the output
variable when a caller exceeds the maximum number of tries for this
special case.

After GOTO Vect or, enter the number of the Customer Assist vector to
activate if the caller exceeds the maximum number of tries for this special
case. Enter CONT or no entry instead of a vector number to execute the
next action in the current vector.
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19. For the last instance of Speak Phr ase, select a phrase to play when the
caller exceeds the maximum number of tries for any of the three special
cases. You can enter the name of an existing speech phrase to play; press
CHOICES (/2 for a list. To create a new phrase tag for this action’s special
case instead, first press ADD-PHR (F8). After callers hear this phrase,
vector processes proceeds to the vector associated with their special
case, or continues in the current vector as defined.

MSG_DROP Action

This action sends the caller to a mailbox you previously created at the Mailbox
Administration menu.

Modify MSG_DROP Action Form

The system displays the MSG_DROP action form (Figure 5-21) whenever you
insert this action into a vector.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
>Call Ue| Uector Name: Uector Number: 161
Suystem | Description:

System
UNIX Sy| Step Action Description
Exit 5 Message Drop Action, Step Number 1 for vector 161

MSG_DROP Action saves a multi-part message.

Message Drop in mailbox:
Optional arguments
Argument A: I

Argument B:
Argument C:

After M3G_DROP
Jump to Uector

Comment :
| _HELP JcHoIces Jf cLose B | | ENTER | CANCEL JREFRESH |

Figure 5-21. MSG_DROP Action Form
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Use the following steps to modify the MSG_DROP action form:

1. After Message Drop in nail box, enter the number of the mailbox to

accept calls; press CHOICES (F2) to select from a list.

If a value (s) is to be passed to the target mailbox as an argument, enter in
a valid variable name in argument fields A, B, or C.; press CHOICES (F2) to
select from a list. Up to three fields can be defined. Optionally, enter a
value in each field.

=>» NOTE:
A variable must be assigned a value before the MSG_DROP action
can use it to decide the mailbox to activate. You may use the
CONVERSE, SET, MENU, GET_SPCH, GET_DIALP, or GET_DIGT
actions to assign values to variable.

Argument fields A, B, or C will be used by a callback messaging mailbox
only if arguments types A, B, or C are selected at the Data Configuration
form defined in the target mailbox. Argument field A in the MSG_DROP
action is associated with Argument A in the Data Configuration form of a
mailbox, etc.

. After Junp to Vect or, enter the number of the Customer Assist vector

to activate after the caller leaves a message.

4. Optionally, enter a comment.

OFF_HOOK Action

This action is used in the setup vector to take a voice port off hook and answer a

call.

Modify OFF_HOOK Action Form

The system displays the OFF_HOOK action form|(Figure 5-22)|whenever you
insert this action into a vector.
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LUCENT TECHNWOLOGIES Customer Assist Care Center - July 29, 1998

3 EDIT UECTOR NUMBER 161 STEPS

Uector Name: Uector Number: 161

Description:

Step Action Description
1
2
3
3
5
B
T
8
9 5 OFF_HOOK Action Step Number 1 for vector 161
10
11 OFF_HOOK Action Step Answers Call
12
13
14 Comment :

Please enter your comments.
HELP B Qciose M| | cAncEL BREFRESH |

Figure 5-22. OFF_HOOK Action Form

Use the following steps to modify the OFF_HOOK action form:

1. Optionally, enter a description of the action in the Corment : field.

QUIT Action

This action releases the call currently under the Customer Assist vector’s control.
When used in conjunction with the Converse step, control of calls released using
QUIT returns to the DEFINITY G3 or ECS R5 or 6.3+ switch.

Modify QUIT Action Form

The system displays the QUIT action form|(Figure 5-23)|whenever you insert this
action into a vector.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Vector Name: Uector Number: 1861
System Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3
n
5
[
7 5 QUIT Action Step Humber 1 for vector 181
8
9 QUIT Action Step Ends Call Processing
10
11 I
12
13
14 Comment :

Please enter your comments.

[_Hee B Qclose J [ CaNcEL JREFRESH N |

Figure 5-23. QUIT Action Form

Use the following steps to modify the QUIT action form:

1. Optionally, enter a description of the action in the Corment : field.

REPORT Action

This action records, for reporting purposes, the current value of a variable. This
information is important when administering and debugging your call center
application. It also is useful to report on the value of specific variables for
management purposes, such as the number of times a specific DNIS is called or
the number of times a specific department is called.

Customer Assist records the value of a variable immediately upon encountering a
REPORT action.

Modify REPORT Action Form

The system displays the REPORT action form [(Figure 5-24)|whenever you insert
this action into a vector.
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LUCENT TECHWOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 181 STEPS

>Call Ue| Uector Name: Uector Number: 161
System | Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3
n
5
[
T
8 5 REPORT Action Step Number 1 for vector 161
9
10 REPORT Action Step Stores Ualue of Variable
11
12 Uariable to Report:
13
14 Comment :

Enter the variable name follow by the Return or ENTER key.

HELP [McHOICES W close | | ENTER CANCEL JREFRESH i |

Figure 5-24. REPORT Action Form

Use the following steps to modify the REPORT action form:
1. Name the variable to document; press CHOICES (2 for a list.

2. Optionally, enter a description of the action in the Conmrent : field.

=>» NOTE:
If you want to know the value of a certain variable while a vector is
executing, insert a REPORT action in the vector in question and choose the
variable you wish to see in the REPORT action form. Then, run an Event
Detail Report to see what the value of that variable is. You will be able to
see this report on screen or by printing it to your local default printer
physically attached to your CONVERSANT.

SCHEDULE Action

This action allows the application to take different actions according to a
schedule. It compares the current date and time to a schedule that maps time
periods to specific vector actions and transfers control to the vector associated
with the scheduled time period.

By scheduling vectors, you can respond to calls differently on holidays, after
hours, or during other periods without reassigning applications manually.

For each application you want to schedule, you enter a specific date and time, or
use the asterisk (*) as a wildcard character in combination with days or months to
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indicate time periods or recurring times. You can choose to “start” routing at that
time and continue for the remainder of the hour, day, week, month, or year, or you
can choose to route callers only “during” the minute, hour, day, week, month, or
year represented by your entry.

=>» NOTE:
You can set up special holiday hours by using the SCHEDULE action. This
way your incoming callers can hear different announcements during
different time of the day, month, or year. It is recommended that holidays
such as New Years day or other days where the call will not be handle in the
normal way be set up in a separate SCHEDULE action than the normal one.
This way, it would be easier to add, edit or delete entries for special
handling without affecting the entries for normal handling.

By using the wildcard character or by leaving fields on the Action Definition form
blank, you can easily schedule applications to run at many different times. For
example, by choosing to “start” routing to a vector at 10:01 on Thursday and not
specifying a specific date or year, you direct the system to route to your vector
every week, from 10:01 a.m. on Thursday to 12:00 a.m. on Friday, the following
day. By choosing route “during” this time instead, you would direct the system to
route to your vector every Thursday, for the minute between 10:01 and 10:02 a.m.

=>» NOTE:
To have holiday and other schedules to supersede your every-day
schedule, use a separate SCHEDULE action and position it before any
other SCHEDULE action in your vector.

Modify SCHEDULE Action Form

5-44

The system displays the SCHEDULE action form|(Figure 5-25)|whenever you
insert this action into a vector.
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System Descripti

UNIX Sy| Step
Exit

o
o

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT VECTOR NUMBER 181 STEPS
>Call Ue| Uector Nafig SCHEDULE Action Step Number 1 for vector 161

System SCHEDULE CHANGES UECTORS BY TIME

T
e

GOTO
Uector Uector Name

=
=
(=]
w
w
x
=]
>
+
=

<
o
w
=

Please enter your comments.

HELP NCHOICES @ CLOSE WPREUPAGE]

=

EXTPAGE] CANCEL MREFRESH |

Figure 5-25. SCHEDULE Action Form

Use the following steps to modify the SCHEDULE action form:

1. Optionally, enter a description of the action in the Corment : field.

2. Move your cursor to the first line in the St art/ Duri ng column.

3. Enter Start to begin routing at a specific time and continue for the
remainder of the hour, day, week, month, or year as represented in the
following table; enter During to route callers only during a specific minute,
hour, day, week, month, or year; press CHOICES (F2 to select from a list.

If the greatest unit in your
“start” time is:

Routing will continue until
the end of the:

minute

hour

hour

day

day (“M,” “T,” “W,” etc.)

week (midnight Saturday)

date (“1,” "2,” 3," etc.) month

“M-F" week (midnight Saturday)
month year

year (routing continues indefinitely)

4. Under HR, enter an hour to begin, from 00 through 23, where 00 indicates
midnight; press CHOICES (F2 for a list. Enter * or leave the field blank to

indicate all hours.
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5. Under W, enter a minute to begin, from 00 through 59, where 00 indicates
the top of the hour; press CHOICES (/) for a list. Enter * or leave the field
blank to indicate all minutes.

6. Under Day, press CHOICES (F2 and select a day of the week, “M-F,” or a
date from 1 to 31; press CHOICES (2 for a list. Enter * or leave the field
blank to indicate all days.

7. Under Mont h, press CHOICES (F2 and select a month. Enter * or leave the
field blank to indicate all months.

8. Under Year, enter a year from 1998 through 2002; press CHOICES (72 for
a list. Enter * or leave the field blank to indicate all years.

=>» NOTE:
Dynamic choices include the current year and the next four years.
This value will be updated automatically every year.

9. After GOTO Vect or, enter the number of a Customer Assist vector to
activate during the specified period; press CHOICES (F2) for a list.

If a Customer Assist vector with this number already exists, its name
appears automatically. If not, no text appears.

A CAUTION:
Be sure to create Customer Assist vectors for vector numbers you
enter here before you place the new vectors into service. If not, when
auditing the vector database, internal vectors will alarm the system
and fail an integrity check.

10. Repeat steps 3 through 9 for each period you want to associate with a
vector.

=>» NOTE:
When multiple schedule actions are used in a callflow, if the first
SCHEDULE action is used, no subsequent SCHEDULE actions are
used.

SET Action

5-46

This action performs a mathematical operation on the value of a numeric variable
and replaces the original value with the resulting value. This can be used as a
counter variable to enable error checking during vector flow. The SET action can
also be used to map dynamic announcement numbers to switch VDNSs that do
not map on a one-to-one basis. For example, an incoming VDN of “200” can
correspond to dynamic announcement number “2000” by multiplying the
incoming VDN value by 10.

Issue 1 September 1998



Customer Assist Vector Actions

Modify SET Action Form

The system displays the SET action form (Figure 5-26) whenever you insert this
action into a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Vector Name: Uector Number: 1861
System Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3
n
5
6 5 SET Action Step Number 1 for vector 161
T
8 SET Action Step Performs Operation on Uariable
]
10
11 Variable Operator Ualue
12 _
13
14 Comment:

Enter the variable name follow by the Return or ENTER key.

|_HeLP _JcHoIcEs J cLosE J | [ ENTER _J§ CANCEL JREFRESH |

Figure 5-26. SET Action Form

Use the following steps to modify the SET action form:

1. After Vari abl e, enter the name of the variable containing the value to
modify; press CHOICES (72 for a list.

2. Follow Oper at or with an arithmetic operator. Choices include:
= +— addition
= - — subtraction
= *— multiplication
= /—division
= =—new value

3. After Val ue, enter the operand to use with the operator just specified;
press CHOICES (F2 to select from a list. You can use either a variable or a
number.

=>» NOTE:
Although values you assign to variables with (=) may be
alphanumeric and up to 24 characters long, values you use in other
operations (such as + or /) must be fewer than 10 digits. Otherwise,
the integer 999,999,999,999 will result automatically to indicate an
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error. In operations where both arguments are within bounds but the
result falls beyond the system'’s limits for integers (-2,147,483,648 to
2,147,483,647), the system will yield unpredictable results.

4. Optionally, enter a description of the action in the Commrent : field.

=>» NOTE:
To count the number of times a certain event has occurred, use a SET
action to set a specific variable, like %datal, to 0 and then after the event
has occurred, increase the count of that variable by 1 using a second SET
command. You can then report on the value of that variable later in your
vectors. An example of this is to see how many times callers move in and
out of a specific area in a bulletin board application. This method is useful
in measuring the effectiveness of a specific call center application as
viewed by your callers.

SPCH_ADMN Action

This action allows you to administer phrases defined for vectors, mailboxes, and
standard speech with a touch-tone telephone.

When you add this action to a vector, you can also define the talkfile and phrase
numbers to use. Alternatively, you can leave these spaces blank to have the
system prompt callers for these numbers.

You can also use a variable to represent a phrase number to administer. With a
variable, you can administer speech dynamically the same way you can play
speech dynamically with the DYN_ANNOU action.

A CAUTION:
To protect the integrity of your talkfiles, do not use this action in vectors that
communicate with external callers and be sure to always use a speech
administration password. See[Chapter 6_“Speech Administration”, for more
about this password and other settings you can administer from the
administration terminal.

Modify SPCH_ADMN Action Form

5-48

The system displays the SPCH_ADMN action form|(Figure 5-27)whenever you
insert this action into a vector.
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LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Uector Name: Uector Number: 161
Suystem | Description:
System
UNIX Sy| Step Action Description
Exit 1
2
3
n
5
6
T SPCH_ADMN Action, S$tep Mumber 1 for vector 161
8
] SPCH_ADMN Action starts the Speech Administration program.
10
11 Specify the talkfile:
12 Specify the phrase number:
13
14 Comment :

Enter the talkfile number followed by the Return or ENTER key.

[_HeLP JcHoIcEs  cLosE J | [ ENTER _J§ CANCEL JREFRESH |

Figure 5-27. SPCH_ADMN Action Form

Use the following steps to modify the SPCH_ADMN action form:

1. Specify the talkfile containing the phrase to record; press CHOICES (F2) for
a list of talkfile numbers. Leave this space blank to prompt callers for a
talkfile number.

2. Specify the number of the phrase to record or choose the variable
containing this phrase by pressing CHOICES (2 and selecting from a list.
Leave this space blank to prompt callers to enter a phrase number.

=>» NOTE:
Although you can specify a talkfile to administer without also
specifying a phrase, you cannot specify a phrase without first
specifying its talkfile.

=>» NOTE:
When recording speech in SPCH_ADMN, you can advance faster
than the prompts if you know what the next phrase will be. Push [3] to
record the next phrase, enter the phrase nhumber followed by the
pound sign, and then start recording. For example, you have
created a number of phrases and wish to record them. Generate and
print the phrase listing. With this in front of you, launch one of the
phrases that you wish to record. When recording, refer to the phrase
listing that you have printed. After recording that phrase, press [3] to
select another phrase to record. Enter the next phrase number that
you wish to record followed by the pound sign. You can interrupt the
announcements to get to the recording faster by pressing a
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touch-tone. At the beep, record the next phrase. Continue these
steps until all the phrases have been recorded.

SPEAK_NUM Action

This action speaks a number to the caller in the default language or the last
language chosen from the last CHG_LANG action. SPEAK_NUM will never speak
a fractional value because the system removes any value to the right of a
number’s decimal point before it associates that number with a variable name.
This works in all 12 languages supported in Customer Assist.

Modify SPEAK_NUM Action Form

The system displays the SPEAK_NUM action form (Figure 5-28) whenever you
insert this action into a vector.

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
3 EDIT UECTOR NUMBER 161 STEPS

>Call Ue| Uector Name: Uector Number: 161

Suystem | Description:
System
UNIX Sy| Step Action Description

Exit 1

3

4

5

6 SPEAK_NUMBER Action Step Number 1 for vector 161
T

8 SPEAK NUMBER Action step speaks number or string to caller
9

10 Number :

11 Speak as Number/Character string: Number

12 Allow Interrupt: Yes

13

14 Note: Speaks numbers over 9 digits as characters.

Enter the number or variable. follow by the Return or ENTER key.

[_HeLP JcHoIcEs  cLosE J | [ CaNcEL JREFRESH N |

Figure 5-28. SPEAK_NUM Action Form

Use the following steps to modify the SPEAK_NUM action form:

1. After Nunber , name the variable that will contain the value to speak, or
enter a value directly; press CHOICES (2 to select from a list.
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2. After Speak as Number/ Character string, use the default setting
Nunmber to speak the value as a whole number (for example, twenty-two),
or press CHOICES (F2 and select Character to speak the value as a string
of characters.

=—>» NOTE:

The system always speaks numbers over 999,999,999 digit-by-digit.
On a multilingual system, the number will be spoken back in the
base language or the language set in the last CHG_LANG action.

3. Enter Yesinthe Al | ow | nterrupt: field to allow the caller to interrupt
the phrase recited by this action.

A CAUTION:

SWITCH Action

The ANNOUNCE action, during the call, cannot be interrupted by the
caller using Speech Recognition or Dial Pulse Recognition. It CAN
be interrupted using a touch-tone ifthe Al | ow | nt er rupt : field is
set to Yes. If an ANNOUNCE action is interrupted with a touch-tone,
that speech—plus any speech later in the vector—is skipped, and
that tone will be used as input in the action that collects input, such
as a MENU, GET _DIALP, GET_SPCH, or GET _DIGT action. For
example, if a vector has two ANNOUNCE actions and a MENU
action (described later in this chapter) and if the caller presses a
touch-tone key while listening to the first ANNOUNCE, Customer
Assist will skip the first ANNOUNCE action AND the second
ANNOUNCE action AND the prompt used in the MENU action.
Customer Assist will use the input to the touch-tone prompt as input
for the MENU action.

=>» NOTE:
The proceeding paragraph does not apply when the
DEFINITY vector routes callers to an announcement extension
that then routes callers to a hard-allocated CONVERSANT
port. Therefore, 256 callers could all hear a standard
announcement on the CONVERSANT, yet that announcement
would be unaffected by any of those callers pressing a
touch-tone. The touch-tone entered would be used by the
DEFINITY in the next collect action step in the DEFINITY
vector on a per call basis.

Moves call control to one of up to 11 vectors, depending on the value of a
specified variable. SWITCH is similar to DYNAMIC, but it launches vectors, not
CONVERSANT applications.
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=—>» NOTE:

If you have a case where a single variable may end up having multiple
values, you can use the SWITCH action to direct callers to different vectors
depending on the value of the variable. For example, based on the DNIS
collected from the switch via the CONVERSE action, the system can
evaluate the DNIS value and direct the caller to the appropriate
applications using the SWITCH action.

Modify SWITCH Action Form

The system displays the SWITCH action form (Figure 5-29) whenever you insert
this action into a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
3 EDIT UECTOR NUMBER 181 STEPS
Ve I SWITCH Action Step Number 1 for vector 1861

Please enter your comments.

[_HeLP QcHorces Jf cLose Q| [ ENTER i CANCEL BREFRESH |

De
SWITCH evaluates variables and routes matches to vectors
St| Comment:
Variable: Operator: =
UaLUE UECTOR NUM UECTOR NAME

Figure 5-29. SWITCH Action Form

Use the following steps to modify the SWITCH action form:

1.
2.

5-52 Issue 1

Optionally, enter a description of the action in the Corment : field.

Enter the name of the variable whose value will determine which Customer
Assist vector to target. Press CHOICES (/2 for a list.

Enter up to 11 acceptable values in the VALUE column. Most common
entries will include the:

=« Standard digits 0 to 9.

= Touch-tone symbol * (star).
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= Wild-card character, n, representing any single standard digit. For
example, nn represents any 2-digit number.

= Repeat character r. For example, 123r represents “123,” “1233,”
“12333,” etc.

= Quit character q. For example, 123q represents any entry, up to the
maximum allowable length, that begins with the digits “123.”

4. Inthe corresponding VECTOR NUM column, associate each value with the
number of a Customer Assist vector to activate if that value matches the
caller's entry; press CHOICES (F2) for a list. If a Customer Assist vector with
this number already exists, its name appears automatically. If not, no text
appears.

= [f the variable’s value matches more than one value in this column,
the SWITCH action activates the vector associated with the first
match.

= Ifthe variable’s value does not match any value in this column, then
the call “falls through” this step and continues with the current
vector.

A CAUTION:
Be sure to create Customer Assist vectors for vector numbers you
enter here before you place the new vectors into service. If not, when
auditing the vector database, internal vectors will alarm the system
and fail an integrity check.

TRANSFER Action

This action transfers the caller to any extension or VDN you specify when the call
is not under DEFINITY vector control via the Converse step. This action can be
used only when callers are sent to the CONVERSANT without using the Converse
step.

Call Management System (CMS) reports do not document calls transferred by
this action. For more accurate CMS reporting, use the DATA_RTN action to return
an extension number to a DEFINITY vector that you configure to transfer the call.

=> NOTE:
Before using the TRANSFER action with line-side T1/E1 ports, use the
ANNOUNCE action or other actions that take time once in the Customer
Assist vector so that the switch will not interpret the transfer as a hang-up.

A CAUTION:
Transfers may not follow a Converse step.
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Modify TRANSFER Action Form

The system displays the TRANSFER action form (Figure 5-30) whenever you
insert this action into a vector.

5-54

>Call Ue
System
System
UNIX Sy
Exit

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§
3 EDIT UECTOR NUMBER 161 STEPS

Uector Name: Uector Number: 161
Description:
Step Action Description
1
2
3
u
5
6 5 Transfer Action, Step Number 1 for vector 161
7
8 TRANSFER Action step transfers caller.
9 I
10 _ | Transfer call to Extension!
11
12 Return Ualue! Zreturn_ulu
13
14 Comment:

Enter the extension number followed by the Return or ENTER key.

HELP [McHOICES W closE | ENTER CANCEL BREFRESH | |

Figure 5-30. TRANSFER Action Form

Use the following steps to modify the TRANSFER action form:

1. Enter the number of the extension destination or a name of the variable
representing the extension number; press CHOICES (2 for a list.

The system automatically uses the variable %return_viu to represent any
data returned by the DEFINITY G3 or ECS R5 or 6.3+ in the event of an

error.

Possible return values include:

Blank = May occur on blind transfers

0 = Instruction Successfully Completed

-1 = Hard/Software/Dialing Error

-2 = Timeout Waiting for Call Progress Tones

-3 = lllegal Dial String Passed

2. Optionally, enter a description of the action in the Conmrent : field.
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TRANSRIBE (TRANSCRIBE) Action

This action plays the contents of a Message Drop mailbox. Touch-tone options
move transcribers through messages and can optionally launch return calls
automatically.

A CAUTION:
If an agent dials a VDN to access a TRANSRIBE vector and is conversed
from the DEFINITY to the CONVERSANT, the agent cannot launch a
callback. To enable this feature, route the agent’s call to the CONVERSANT
rather than conversing the call.

Modify TRANSRIBE Action Form

The system displays the TRANSRIBE action form (Figure 5-31) whenever you
insert this step into a vector.

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998

>Call Ue| Uector Name: Uector Number: 161
System Description:
System
UNIX Sy| Step HAction Description

Exit

Ul WM =

Transribe Action, Step Number 1 for vector 161 I

TRANSRIBE Action starts the transcription program.

Transcribe messages from mailbox:

Comment :

Enter the mailbox number or a variable followed by the Return or ENTER key.

HELP McHoicEs W cLosE N @ | ENTER CANCEL MREFRESH | |

Figure 5-31. TRANSRIBE Action Form
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Use the following steps to modify the TRANSRIBE action form:

1. Optionally, enter the number or variable name holding the number of the
mailbox containing messages you want to transcribe; press CHOICES
for a list.

=>» NOTE:
The system will prompt callers to enter a mailbox number if you do
not specify one in the TRANSRIBE action. If you specify a variable,
remember that the variable must be assighed a value before the
TRANSRIBE action can use it to decide which mailbox to activate.
You may use the CONVERSE or SET action to assign values to
variables before invoking the TRANSRIBE action.

2. Optionally, enter a description of the action in the Conmrent : field.

Summary

While working through this chapter, you learned how to use vector actions to
build vectors. Use this chapter in conjunction with|Chapter 4| “Vector
Administration”.

= See|Chapter 6,/“Speech Administration”, for information on how to record
and administer speech for your vectors.
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This chapter describes how to administer speech. It shows you how to add,
remove, record, or edit phrases. It also shows you how to change your password,
generate a phrase list, or change the base language.

Speech Administration

This menu provides the following options:

Vector Phrase Administration

Mailbox Phrase Administration

Mailbox Standard Speech Administration
Standard Speech Phrase Administration
Password Administration

Generate Phrase List

Change Base Language (See|‘Customer Assist Packages” on page 1-2
for information on languages available with your system.)
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Access Speech Administration

Use the following steps to access Speech Administration:

1. Start at the Customer Assist Administration main menu and select

> System Adni ni stration

> Speech Admi nistration

The system displays the Speech Administration menu (Figure 6-1).

LUCENT TECHNOLOGIES Customer fAssist Care Center — July 24, 1998

1 Customer Assist Care Center
Call Vector Confipuration Callback Messaping Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
*Speech Administration

Survey Configurations

System Backup/Restore

VYariable Administration

Speech Administration
>Vector Phrase Administration
Mailbox Phrase Administration
Mailbox Standard Speech Administration

Standard Speech Phrase Administration
Password Administration

Generate Phrase List

Change Base Language

Select the item and press ENTER,

HELP M W ENTER MPREV-FR NEXT—FRME CANCEL MCMD-HENU |

Figure 6-1. Speech Administration Menu
To record and administer speech, choose from the following options shown in the
Speech Administration menu in Figure 6-1:

= Vector Phrase Administration

= Mailbox Phrase Administration

= Mailbox Standard Speech Administration

= Standard Speech Phrase Administration
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Access Phrases for Vectors,
Mailboxes, and Standard Speech

Customer Assist stores speech phrases for Customer Assist vectors,
message-drop mailboxes, mailbox standard speech, and standard speech in
separate talkfiles.

Use the following steps to add, copy, or edit an existing phrase or to remove a

phrase from

the database of phrases:

1. Start at the System Administration menu and select one of the following
talkfiles:

=>

=>

Vector Phrase Administration (talkfile 6104 for U.S. English)
Mailbox Phrase Administration (talkfile 6105 for U.S. English)

Mailbox Standard Speech Administration (talkfile 6102 for U.S.
English)

Standard Speech Phrase Administration (talkfile 6100 for U.S.
English)

NOTE:

The Vector Phrases, Mailbox Phrases, Mailbox Standard Speech
and Standard Speech use different talkfiles for different languages.
(See[Appendix A]“Maximum Values in Customer Assist Packages”
for talkfile numbers for other languages.)

NOTE:

You can record speech for announcements by either recording
directly in Speech Administration or by building a vector with the
SPCH_ADMN action in it. When you call a certain extension, just
configure your setup vector to route callers who access that
extension to the SPCH_ADMN vector. That way you can access your
speech at any time from any remote touch-tone telephone. For
example, a newspaper company could have the vectors set up so
that their reporters and editors could call in from remote locations
and update phrases in their bulletin board with the latest news and
information. You do not have to go into Customer Assist at the
console. You can do the same for Message Transcription as well
using the TRANSRIBE action.

The system displays the Select Talkfile menu
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LUCENT TECHMOLOGIES Customer fAssist Care Center - July 24, 1998

1 Customer Assist Care Center
Call Vector Confipuration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration

UNIX System Report Generation

Exit Report Scheduling
»Speech Administration
Survey Configurations
26004 | UK English System Backup/Restore
6104 | US English Variable Administration

Speech Administration
>Vector Phrase Administration
Mailbox Phrase Administration
Mailbox Standard Speech Administration
Standard Speech Phrase Administration
Password Administration

Generate Phrase List

Change Base Language

Select the item and press ENTER.,

L N JEnTER N cenceL @

Figure 6-2. Vector Phrase Administration Select Talkfile Menu

Modify Phrases for Vectors,
Mailboxes, and Standard Speech

Use the following steps to modify phrases:
1. Select the talkfile of the phrase you want to administer.
= Vector Phrase Administration (talkfile 6104 for U.S. English)
= Mailbox Phrase Administration (talkfile 6105 for U.S. English)

= Mailbox Standard Speech Administration (talkfile 6102 for U.S.
English)

= Standard Speech Phrase Administration (talkfile 6100 for U.S.
English)

=—>» NOTE:

Each language has a set of these talkfiles.

The system displays the Select Phrase menu
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System Monitor
UNIX System
Exit

LUCENT TECHNWOLOGIES Customer Assist Care Center — July 24, 1998
1 Customer Assist Care Center

Call Vector Configuration
>System Administration

System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

>6104 | US Engl

»¥Yector Phrase
Mailbox Phrase

4 Select Talkfile
6004 | UK Englis

»Speech Administration
Survey Configurations
System Backup/Restore

Select Phrase

h
[
>ADD MEW PHRASE

REMOVE PHRASE

COPY PHRASE

6104110001 Rock Coast — Main Greeting 2

Mailbox Standa| 610411001 1Please enter mail box number
Standard Speec| 6104110021Press 1 for msg drop. 2 fro transcribe
Password Admin| 6104110031Please enter transfer ext...
Generate Phras| 6104110041Confirm number
Change Base La| 6104110051Confirm 2 (y/n)
810411006 | Choose an IYR application
Select the item and press ENTER.
HELP N QI ENTER N | || CANCEL JCHMD-MENUW |

Figure 6-3. Select Phrase Menu

This menu allows you to:
= Add a new phrase
Remove one or more phrases

Copy a phrase

Edit a phrase (by highlighting phrase number and pressing (ENTER)).

To review and record speech phrases over the telephone without sitting at the
CONVERSANT console, use the SPCH_ADMN action in a Customer Assist

vector.

=>» NOTE:

You cannot add, copy, or delete phrases for Standard Speech and Mailbox
Standard Speech. To change standard-speech phrase tags or rerecord the
phrases in another voice, follow instructions for editing a phrase in[Editing]

la Phrase”|on

page 6-13. When rerecording standard speech, be sure to

imitate the inflections that were used in the original phrases. Each phrase
must be at least 1 second long. If you are using a telephone, be mindful of
potential quality issues that may arise when re-recording the Standard
Speech provided with Customer Assist. The Customer Assist Standard

Speech was professionally recorded in a soundproof studio, which

provides very high quality. That recording quality may be difficult to match if

you are recording these phrases using a telephone.

The various options and their relationships for recording and playing speech
phrases are shown in
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MA

MENU

ANY TOUCH TONE

v

[ System plays any speech recorded for this phrase number. ]

v

IN

To record, press 1.
To play, press 2.

To enter anew phrase, press 3.
To quit, press 9.
Toinstall this phrase, press *3.
For other options, press *.

Note: If the user presses"1" and
the specific phrase number has
already been recorded, Care
Center will not replace the
original recording until the user
presses "* 3" to actually install the
newly recorded phrase.

ASufficient
space.

this phrase numl

MAIN ME

" System plays any
speech recorded for

Enter the phrase

the"#" sign.

ber.

number followed by

NU

Yess

When finished
recording, press"1".
Record at the tone.

Max
Time

A Unsuccessful
Input

v

A 4

To delete, press 1.
To abort, press 2.
Toingtall, press 3.

Thereisno Maximum OK Nothing For help, press 4.
room to record length recorded. For information, press 5.
your message. recorded.
\—I-bMAIN MENU<J Input
l "1 l "2 l "3 l-u" "5
A Delete A Abort A Ingtall ~Help Talkfile[#], phrase[#]. The
Phrase or Phrase Information phrase is[X.X] secondsin
duration. It has by ded at [X].
* * * uration asveen co [X]
MAIN @ MAIN  MAIN
MENU MENU  MENU MAIN MENU

Figure 6-4. Option Tree for Recording, Playing, and Editing Speech
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To Add a New Phrase

=>» NOTE:
After adding new phrases, generate the complete Phrase List before
recording your speech. This way you can either view the phrases on the
screen while recording or look at a printed copy.

=>» NOTE:
The best way to create your applications is to create all of your phrases
before you create your vectors. When you use the ANNOUNCE, MENU,
GET_SPCH and GET_DIALP actions, if you don’t have a specific phrase
created yet, you can press ADD-PHR to add a new phrase right from that
dialog box. Even with the best of planning, you may find that you need
additional phrases as you create and edit your vectors. Rather than going
to Speech Administration to add the phrases, you can use the ADD-PHR
key to add the phrases on the fly.

Use the following steps to add a phrase:
1. Start at the Select Phrase menu and select ADD NEW PHRASE.
The system displays the Add New Phrase form (Figure 6-5).

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§

Call Uector
>System Admi| Add a New Phrase Recorded:
System Moni| Talkfile Number: 6104

UNIX System| Phrase Number: 1027

Exit

4 Select Tal

6004 | UK E
>6104 | US E| Phrase Text:

>Uector Phra
Mailbox Phr
Mailbox Sta
Standard Speec| 6104}1003|Please enter transfer ext... U]
Password Admin| 610411004 |Confirm number

Generate Phras| 6104}1005{Confirm 2 (y/n)

Change Base La| 6104!1006iChoose an IUR application

Phrase Tag: I

Ualid phrase numbers are 10-65535 that are not in use.

HELP WCHOICES SAUE RECORD ENTER CANCEL BREFRESH | |

Figure 6-5. Add New Phrase Form
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2. The system automatically assighs a phrase number, which appears in the
Phrase Nunber field.

To replace the system-assigned phrase number, type a new one. Valid
phrase numbers are from 10 to 65535.

=>

3. Enter

NOTE:
The talkfile number cannot be changed.

a unigue name to identify the phrase in the Phr ase Tag field.

4. Optionally, enter the exact words to be recited in the Phr ase Text field.

5. Optionally, press RECORD (F4) to save and record this phrase.

=>

NOTE:

When recording speech in SPCH_ADMN, you can advance faster
than the prompts if you know what the next phrase will be. Press
to record the next phrase, enter the phrase number followed by the
pound sign, and then start recording. For example, you have
created a number of phrases and wish to record them. Generate and
print the phrase listing. With this in front of you, select the phrase that
you wish to record. When recording, refer to the phrase listing that
you have printed. After recording that phrase, press [3] to select
another phrase to record. Enter the next phrase number that you
wish to record followed by the pound sign, [#]. You can interrupt the
SPCH_ADMN announcements and record your phrase faster by
pressing a touch-tone. At the beep, record the next phrase. Continue
these steps until all the phrases have been recorded.

If you press RECORD, then the system displays the Phrase Recording
form
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
1 Customer Add New Phrase to Talkfile G104
Call VUector
>System Admi
System Moni
UNIX System
Exit

Add a New Phrase Recorded:
Talkfile Number: 6104
Phrase Number: 1027

Record Phrase Number 1027 in talkfile Humber 6184 I
Coding Rate: CELP16
Phrase Number: 1027 ter

Talkfile Number: 6104

Phrase Tag: Greeting
Phrase Text: llelcome to the Customer Assist Care Center

Enter the coding rate followed by the Return or ENTER key.
HELP [cHOICES W cLOSE DIAL | W cancEL BREFRESH N |

Figure 6-6. Phrase Recording Form

6. Enter or select the coding algorithm you use to record the phrase in the
Codi ng Rat e field. Press CHOICES (2 for a list of coding rates.

=>» NOTE:
Pulse code modulation at 64 kbps (PCM64) offers the highest
recording fidelity but demands the most hard disk storage. The
default is ADPCM32 (or CELP16 if the system has the appropriate
hardware). Other options include ADPCM16 and CELP16. CELP16 is
the newest encoding algorithm from Lucent that provides very high
quality with relatively small resulting speech file sizes. This requires
an SSP card from Lucent Technologies.

Recording Phrases
Use the following steps to record a phrase:
1. Press DIAL (F3).
The system displays the Dial Number form[(Figure 6-7)]
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6-10

LUCENT TECHHOLOGIES Customer Assist Care Center - July 29, 193§

Dial Number flile 6104
Telephone Number to Dial: 2129 ed:
Dialing out on channel! 3
| Exit
7 Record Phrase Number 1027 in talkfile Humber 6184 I
Coding Rate: CELP1B
Phrase Number: 1027 ter

Talkfile Number: 6104

Phrase Tag: Greeting - 2
Phrase Text: Welcome to the Customer Assist Care Center

Enter the telephone number followed by the Return or ENTER key.
HELP B N iauncH @ ] ENTER cANCEL WREFRESH I |

Figure 6-7. Dial Number Form

2. Enter the telephone number or extension that the system must dial to
reach your touch-tone telephone in the Tel ephone Nunber to Di al
field.

The number can be a maximum of 16 digits. Enter commas (,) or hyphens
(-) to pause while dialing. Each comma corresponds to a %2 second delay,

and each hyphen corresponds to a 2-second delay.

=>» NOTE:
Commas and hyphens are not recognized when dialing over
line-side (T1/E1) lines.

=—>» NOTE:

If Customer Assist is configured remotely from a computer console

outside of your location, having the CONVERSANT call for recording

speech may not work in instances where the outgoing call takes
more than 16 digits. For example, if the number dialed is long
distance (9 + area code + 7 digits) plus an accounting code of 6
digits (a total of 17 digits), then this feature will not work correctly.

Remember that the telephone number or extension to dial can be up

to 16 digits.
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3. Enter the number of the CONVERSANT port to use while recording in the
Di al i ng out on channel field.

You can use any active, or in service, port on the CONVERSANT system
except those that ACD uses for standard announcements. Avoid using
ports that are hard-allocated to other applications.

4. Press LAUNCH (F3 to place a call to your extension number.
5. Answer the call and press any touch-tone key.

By pressing a key, you signal the system to begin playing the phrase if it
was recorded. The system then offers the option to replay, record, or
rerecord, which allows you to record an existing phrase again, or to enter
the phrase number of a new phrase to record. This last option permits you
to record a number of phrases during the same call. Refer to your phrase
listing for the phrase numbers to record and the associated speech.

=>» NOTE:
Each phrase you record must be at least 1 second in duration. If
during the launch an error described as “Error -500 Message queue
is busy” occurs, this is typically due to some other application on the
CONVERSANT doing a lot of soft seizures on ports. This situation
typically rectifies itself. See[Chapter 7]“System Administration”, for
more information.

6. Press[i]to record a phrase.

When recording speech in SPCH_ADM, you can advance faster than the
prompts if you know what the next phrase will be. To start recording your
next phrase:

a. Press [3]to select another phrase to record.
b. Enter the next phrase number that you wish to record.
c. Pressthe pound sign, [#].

=> NOTE:

You can interrupt the announcements to get to the recording
faster by pressing any touch-tone key.

d. Atthe beep, record the next phrase. Continue these steps until all
the phrases have been recorded.
e. Review speech

To review and record speech phrases over the telephone without
sitting at the CONVERSANT console, use the SPCH_ADMN action
in a Customer Assist vector.

7. Press to install phrases you record.
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=>» NOTE:
The Speech Administration script will be in the default language. To
change this, change the base language in the Speech
Administration menu. Otherwise, use the CHG_LANG action to
change the desired language before the SPCH_ADM action.

Copying a Phrase
Use the following steps to copy a vector phrase:

1. Start at the Select Phrase menu and select COPY PHRASE.
The system displays the Copy Phrase form (Figure 6-8).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29,
Phrase from Talkfile 6104

1998

Ca

>8y| Copy Phrase

Sy Phrase Tag Phrase Number
UN| From :

Ex| To H 1928

4 Select Talkfile | Survey Configurations

6604 | UK Engl [l Select Phrase

>6104 | US Engl| ADD NEW PHRASE

— | REMOUE PHRASE

>COPY PHRASE

>Uector Phrase | 6104!1000iRock Coast - Main Greeting 2

Mailbox Phrase| 6104!1081!Please enter mail box number

Mailbox Standa| 6104!10082!Press 1 for msg drop. 2 fro transcribe

Standard Speec| 6104|1003 |Please enter transfer ext... v
Password Admin| 61041004 |Confirm number

Generate Phras| 6104!1005!Confirm 2 (y/n)

Change Base La| 6104!1006!Choose an IUR application

Enter the phrase to copy from.

HELP MCHOICES sauE B | ENTER CANCEL MREFRESH | |

Figure 6-8. Copy Phrase Form
2. Enter the phrase tag you want to copy in the Fr omfield; press CHOICES
for select from a list.
Enter a unique name that will be used to identify the phrase in the To field.

4. Optionally, change the phrase number from the default to an unused
phrase number.

This step allows you to give your phrase a number different than the
default number.

5. Press SAVE (F3) to save the configuration.
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=>» NOTE:
Copying a phrase copies both the identity of the phrase as well as
the actual recorded speech.

Editing a Phrase
Use the following steps to edit a vector phrase:

1. Start at the Select Phrase menu and select the phrase you want to
administer.

The system displays the Edit Phrase form for the selected phrase.

2. Make any necessary changes to the phrase tag or phrase text.

=>» NOTE:
Phrase and talkfile numbers cannot be edited.

3. Press CLOSE (F3) to save your changes.
or

Press RECORD (F4) to save your changes and rerecord the speech
associated with the phrase.

The system displays the Phrase Recording form. (See [‘Recording]
[Phrases”|on page 6-9 for more information on recording phrases.)

=>» NOTE:
Standard Speech contains phrases used primarily to speak
numbers, times, estimated wait messages, and other messages to
callers. Mailbox Standard Speech contains standard phrases used
in Message Drop for confirmation and for scheduling callbacks.
Standard Speech phrases and Mailbox Standard Speech phrases
may be rerecorded by your speech talent so that every phrase your
callers hear is in a consistent voice. See|‘Modify Phrases for|
[Vectors, Mailboxes, and Standard Speech”|on page 6-4 for more
information on recording these again.

Removing a Phrase

This option allows you to remove phrases for vectors or mailboxes.

A CAUTION:
Before removing a phrase, first remove all references to the phrase from
your Customer Assist vectors and mailboxes. If they are not removed, the
vector will fail an integrity check during the Vlector Audit or when vectors are
placed in service.

Use the following steps to remove a vector phrase:
1. Start at the Select Phrase menu and select REMOVE PHRASE.
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The system displays a menu of phrases.

2. Select the phrase you want to delete.

A CAUTION:
You cannot recover a deleted phrase.

3. Press MARK (F2).

To remove more than one phrase, return to step 2. To unmark a vector,
highlight its name and press MARK (F2 again.

4. Press (ENTER).

The system asks you to confirm that you want to proceed with deletion.
5. Press CONT (3 to continue or CANCEL (Fg to abort.

The system deletes the phrase.

6. Press CANCEL (Fg to return to the previous menu.

Password Administration

Use the following steps to configure the system to prompt you for a password
before recording speech:

1. Start at the Speech Administration menu and select Password
Administration.

The system displays the Password for Speech Administration form [(Figure]
[6-9)]
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LUCENT TECHMOLOGIES Customer fAssist Care Center - July 24, 1998

1 Customer Assist Care Center
Call Vector Confipuration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
»Speech Administration

Survey Configurations

System Backup/Restore

VYariable Administration

Speech Administration
Vector Phrase Administration
Mailbox Phrase Administration
Mailbox Standard Speech Administration
Standard Speech Phrase Administration

»Password Administration

Generate Phrase List

Change Base Language

Password for Speech Administration

Password for Speech Administration:

Enter the password (1-16 digits) or leave blank if password is not used

HELP B W save N | (| CANCEL JREFRESH N |

Figure 6-9. Password for Speech Administration Form

2. After Password for Speech Admi ni strati on, enter a series of up to
16 touch-tone digits that callers must enter to access the system’s speech
recording utility.

=>» NOTE:
To prevent the unauthorized recording of speech phrases, specify a
password for Speech Administration and change it periodically.

3. Press SAVE (F3) to save the configuration.

Generate Phrase List

The phrase list provides a script for recording speech phrases. Use the following
steps to generate a phrase list:

1. Start at the Speech Administration menu and select Generate Phrase List.

The system displays the Phrase List Report|(Figure 6-10).
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LUCENT TECHNOLOGIES Customer Assist Care Center — July 24, 1998
4 PHRASE LIST

Call Vector
>System Admi
System Moni Customer Assist Care Center
UNIX System PHRASE LISTING

Exit MACHINE NAME: thumper

RUN Fri Jul 24 14:43:02 CDT 1998

Yector Phra|TalkFile 6002 Phrase number : 1014
Mailbox Phr|Recorded Y Coding : ADPCM32
Mailbox 5ta|Seconds 3.7 Bytes : 14960 Blocks : 1

Standard Sp|Phrase tag
Password Ad|Text
>Generate Ph

That”s an invalid entry. please try again,
That”s an invalid entry. please try again,

R

Change Base|TalkFile 1 BOOZ Phrase number : 1016
Recorded : Y Coding : ADPCM32
| N § FRINT JWPREVPAGE NEXTPAGElf CANCEL @ N |

Figure 6-10. Phrase List

=>» NOTE:
Generate a complete Phrase List before recording all of your
speech. This way you can read the phrase text off of the screen or off
of a printed copy when you record. This speeds up the process of
recording your speech prompts because you do not need to exit out
of speech administration multiple times. Instead, work from the
Phrase List to record all phrases at once.

2. Press PRINT (3 for a printed copy.

Changing the Base Language

6-16

The base language is the default language used in scripts until it is changed in
vectors using the CHG_LANG action. See|[‘Customer Assist Packages”|on page
1-2 for more information on available languages.

Use the following steps to change the base language that is used by the system:

1. Start at the Speech Administration menu and select Change Base
Language.

The system displays the Change Base Language form|(Figure 6-11).
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LUCENT TECHNOLOGIES Customer Assist Care Center — July 24, 1998

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

HELP NCHOICES § CLOSE | ENTER WM CANCEL WREFRESH |

»Speech Administration
Survey Configurations
System Backup/Restore
Variable Administration

Speech Administration
Yector Phrase Administration
Mailbox Phrase Administration
Mailbox Standard Speech Administration
Standard Speech Phrase Administration
Password Administration
Generate Phra il

»Change Base L

e Base Lan

Base Language: 11 US English Female Mormal

Figure 6-11. Change Base Language Form

2. Press CHOICES (2 to select one of the installed languages as the base

language.

3. Press SAVE (F3) to save the configuration.

Summary

While working through this chapter, you learned how to record and document
speech, change the password the system may require to administer speech,
generate a phrase list, and change the base language.

See|Chapter 7,|“System Administration” for more information on how to set
up your system to perform a variety of tasks.

See[Appendix A]“Maximum Values in Customer Assist Packages”, for
more information about acceptable parameters.
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This chapter describes how to administer Customer Assist. Use it as a reference
for administering your system. It covers the following:

Add, edit, and delete variables
Schedule and generate reports

Administer the optional Callback Messaging and Custom Call Routing
packages

Configure surveys

Backup/restore configurations

System Administration Menu

Use the following steps to access the System Administration menu:

1. Start at the Customer Assist main menu and select

> System Adm ni stration

The system displays the System Administration menu
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Call Vector Configuration
>System Administration

System Monitor
UNIX System
Exit

LUCENT TECHMOLOGIES Customer Assist Care Center — July 24, 1998

1 Customer Assist Care Center 2 System Administration

>Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Variable Administration

Select the item and press ENTER.

HELF B W ENTER MPREV-FR NEXT-FRME CANCEL JCMD—MENU |

Figure 7-1. System Administration Menu

You begin all system activities by h
pressing (ENTER).

ighlighting one of the following options and

« |Callback Messaging Administration|

» |Custom Call Routing Administration|

» |Report Generation|

« |Report Scheduling|

« |Speech Administration|

= |Survey Configurations|

« |System Backup/Restore]

» |Variable Administration|

Callback Messaging Administration

7-2

This menu allows you to create and

administer mailboxes, establish parameters

for accepting messages from callers, manage the way Customer Assist notifies
agents of new messages, scheduling callbacks, and administering time zones.
The options are categorized as follows:

= Mailbox Administration
= Mailbox Global Settings
= Agent Callback Hours
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= Customer Callback Hours
= Delete Messages from Mailbox

= Mapping Country/City/Area Codes to Time Zones

Mailbox Administration

This option allows you to add or edit a mailbox you have already created, copy
an existing mailbox, and remove a mailbox from the database. It provides you
with the following options:

= CREATE NEW MAILBOX
= REMOVE MAILBOX
= COPY MAILBOX

= The number of each mailbox you can edit (by highlighting mailbox number
and pressing (ENTER)).

Access Mailbox Administration
Use the following steps to access Mailbox Administration:

1. Start at the System Administration menu and select

> Cal | back Messagi ng Admini stration

> Mai | box Adm nistration —l

The system displays the Select Mailbox menu
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LUCENT TECHNOLOGIES Customer Assist Care Center — July 24,

1 Customer Assist Care Center

Call Vector Confipuration
»System Administration

1998
System Administration

»Callback Messaging Administration

Conversant Administration

System Monitor
UNIX System
Exit

Custom Call Routing Administration
Report Generation
Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Variable Admi ]

Select Mailbox
>CREATE MEW MAILBOX
REMOVE MAILBOX

COPY MAILBOX

1001Rock Coast Queue Mailbox
111ARS-test low digits
1101S5epment Test

11115tress Test MB

11215L MBOX

121ARS-speech rec only
12015peech Test

Callback Messapi
*Mailbox Administration
Mailbox Global Settings

Agent Callback Hours

Customer Callback Hours

Delete Messages from Mailbox

Mapping Country/City/Area Codes to Time Zones

Administration

Select the item and press ENTER,

HELP M W ENTER MPREV-FR

NEXT—FRME CANCEL MCMD-HENU |

Figure 7-2. Mailbox Administration (Select Mailbox) Menu

Creating a New Mailbox

Use this option to create a mailbox and select phrases that prompt callers for
input. A single mailbox can store many messages; add new mailboxes only to:

= Prompt callers for different items of information
= Distinguish their responses from those in other mailboxes

= Send messages to different groups of agents

Use the following steps to create a new mailbox:
1. Start at the Select Mailbox menu and select CREATE NEW MAILBOX.
The system displays the Create New Mailbox form
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>

(™)

LUCENT TECHHOLOGIES Customer Assist Care Center - July 31, 193§
5 Create New Mailbox

Mailbox name: Mailbox ID:
Mailbox password: Mailbox priority: 8
Talkfile! B185

CALLBACK

Transcriber welcome phrase:

Agent access nhumber: Treat as outside number? No
Outside line access code! 9 Country code!

Time to wait for answer: 20 Messaqe retry interval: 1 [
Use Dial Pulse Recognition: No Use Speech Recognition: No

Adjust for time zone? Yes
NOTIFICATION AND ALARMS
Message Waiting Lamp extension:
Alarm if
Message age exceeds Minutes: Hours: Days:
Max number of messages exceeds!
Forward messages into mailbox:

Enter the mailbox name.

HELP INSERT @ REMOVE DEF INE ENTER CANCEL MREFRESH ECHG-KEYS

Figure 7-3. Create New Mailbox Form

2.

Enter a name for your mailbox in the Mai | box nane: field.
Enter any name up to 24 characters long.

Enter a unique number to use with the MSG_DROP and TRANSRIBE
actions to deliver callers to this mailbox in the Mai | box | D: field.

Customer Assist uses this number only to identify the mailbox, it does not
use this number as a telephone extension.

Optionally, enter the number agents must enter to transcribe the contents
of this mailbox in the Mai | box passwor d: field.

Leave this field blank to disable the password access.

Enter a number from 0 through 5, where 5 represents the highest priority,
in the Mai | box priority: field.

This field determines the order in which mailboxes deliver messages to
agents. Eligible messages in different mailboxes with the same priority
code are given the same priority.

=>» NOTE:
As long as there are messages in a mailbox with a higher priority,
those messages will be delivered before all other messages in
mailboxes with lower priority. Therefore, calls should only be directed
to priority mailboxes if they should receive precedence over other
messages.
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6.

10.

11.

12.

Enter the language of the Mailbox Phrase talkfile that contains the prompt
phrases in the Tal kfi | e: field.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

Enter the name of the phrase played to identify this mailbox for
transcribers in the Transcri ber wel cone phrase: field.

Enter the extension or VDN to dial to deliver messages to agents in the
Agent access nunber: field.

If this mailbox will not perform callback, leave this field blank.

Enter Yes in the Tr eat as out si de nunber : field to treat the agent
callback number as an outside number. Otherwise, enter No.

Enter the touch-tones that the CONVERSANT must dial for a
public-network dial tone (for example, “9”) in the Qut si de | i ne access
code: field.

=>» NOTE:
In the U.S., Customer Assist automatically sends the number “1”
before long-distance numbers it dials through the switch, even if the
DEFINITY switch is already configured to dial “1” before
long-distance numbers. Standard safeguards stop the DEFINITY
from accidentally dialing “1” twice.

Enter the country code for customer telephone numbers if customer
callbacks will be launched to ONLY one country in the Count ry code:
field. Otherwise, leave it blank.

If callers from different countries will be leaving messages, you can create
one mailbox for each country and then enter the callers’ country code in
the Count ry Code: field for the corresponding mailbox.

=> NOTE:
This field will be overwritten by the information captured in the
Portion: field (See[‘Data Configuration Form’|on page 7-10).
However, this field overwrites Dial Plan information.

Enter the number of seconds the system should wait after dialing the
agent callback number for an agent to answer (assuming the DEFINITY
G3 does not immediately return busy) inthe Tine to wait for
answer : field.

The maximum number of seconds is 9999. If you want messages queued
for an available agent, set this number to the maximum number of
seconds that exceeds the average queue time of the destination split. By
default, the Callback Messaging package retrieves a call from a VDN or
hunt group either after a busy signal or after four ring cycles.
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13.

14.

15.

=>» NOTE:
Messages delivered in intelligent mode are played back for
transcription when the system detects speech energy. Therefore, if
you plan to direct messages to a VDN or a hunt group extension to
gueue for an available agent, you must administer call treatment to
play ringing or silence to the queued message.

Alternatively, you can set the Force Press 1 for agent

cal | back pi ckup (found on the Global Settings form) to Yes, in
which case the message callback waits for touch-tone input to begin
transcription. In this case, music and announcement treatment in
gueue do not affect message delivery.

Enter the number of minutes the system should wait before attempting
again to deliver the message to an agent in the Message retry
i nterval : field.

A message retry time prevents the system from continuously presenting
the same message to agents. Customer Assist begins each attempt by
dialing a VDN that points to a DEFINITY vector that determines agent
availability. See the Lucent DEFINITY ECS R5 Call Vlectoring/EAS Guide,
555-230-521.

A message will be retried if its status is ready (not saved, not deleted, or
not currently in transcription). A message will not be retried if the system
saves or deletes it. For example, if an agent tries to “launch and delete” a
message but disconnects before reaching the caller, the system will
attempt to contact an agent in the number of minutes set in the Message
retry interval: field until the agent is reached.

=>» NOTE:
If a schedule segment is used by the caller or the agent or both, the
Message retry interval will overwrite the scheduled time for
callback. The retry interval will be the time heard by the agent in
transcription. To preserve the requested callback time for
subsequent transcribers, agents should consider using the Prepend
option to record the requested callback time and any information
about the callback attempt.

Enter the telephone extension of the agent to notify of new messages in
the Use Speech Recognition: field. Enter Yes to use Speech
Recognition to collect input in Data and Schedule segments.

=> NOTE:
Speech Recognition and Dial Pulse Recognition can be used
concurrently. However, Speech Recognition is available only for
dropping messages, not for transcription.

Enter Yes inthe Use Di al Pul se Recogni ti on: field to use Dial Pulse
Recognition to collect input in Data and Schedule Segments.
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=>» NOTE:
Speech Recognition and Dial Pulse Recognition can be used
concurrently. However, Dial Pulse Recognition is available only for
dropping messages, not for transcription.

16. Enter Yes inthe Adj ust for tinme zone? field to have this mailbox
make time zone adjustments.

17. Inthe Message waiting | anp extension: field, enter the extension
number of the message waiting lamp that should be lit whenever a
mailbox contains a “ready” message. Ready messages include messages
set for immediate callback or scheduled for later callback. Leave this
space blank to disable message waiting lamps.

=>» NOTE:
Whenever a message is left in a mailbox, Customer Assist
immediately lights the corresponding message waiting lamp, if
defined. Whenever all messages are deleted out of a mailbox,
Customer Assist immediately extinguishes the corresponding
message waiting lamp, if defined. Customer Assist also does a
“master check” every 30 minutes to make sure that all mailboxes
have their corresponding message waiting lamps either on or off by
resending the FAC to actually turn the light on or off.

18. Use the following fields to activate notification and alarms:

a. Enter the maximum number of days, hours, or minutes messages
can be in a mailbox in the Message Age Exceeds: field.

After that time, messages are sent to an overflow mailbox. You can
define each time element separately or together. For example, you
can enter: 2 days 10 hrs 00 mins, 0 days 18 hrs 20 mins, or 0 days,
0 hours, 30 mins. If no time is specified, the alarm is turned off.
Enter the numbers in the range of 0-99.

b. Enter the maximum number of messages that can be in a mailbox
in the Max Nunber of Messages Exceeds: field.

Enter any number up to five digits. After that number of messages,
the system forwards the oldest messages to an overflow mailbox.

c. Enter the number of the mailbox where the system should forward
aged and overflow messages in the For war d Messages into
Mai | box: field.

The system will automatically forward aged messages and overflow
messages into this mailbox when the age or maximum number of
messages allowed is exceeded. An alarm warning message,
stating the alarm condition, is appended to the forwarded
messages. You cannot administer these messages.
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19.

To create an alarm mailbox, follow the steps for creating a new
mailbox. You may assign a mailbox password, a message waiting
lamp extension, or callback destination. Enter the Mailbox ID
number of the alarm mailbox.

Press the PAGEDOWN key to move to the Pieces Grid form.
The system displays the Pieces Grid form (Figure 7-4).

>

Se

LUCENT TECHNOLOGIES Customer Assist Care Center - July 31, 1998
5 Create HNew Mailbox

Message closing phrase!

Segment Type Identity Tag

lect the phrase tag to play after the final mailbox prompt.

I I I I
Figure 7-4. Pieces Grid Form

20.

21.

From this form, you can set up your message segments or “prompts” for
information from the caller. Up to 15 segments of information can be
defined for one message.

Enter a valid message closing phrase in the Message cl osi ng
phrase: field.

(o]

=

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

See[‘Access Phrases for Vectors, Mailboxes, and Standard Speech”|on
page 6-3 for more information about recording phrases for Callback
Messaging.

Enter a type of response for each message segment in the Type: field.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),
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= Data-type response — allows you to collect touch-tone, speech
recoghnition, or dial pulse information from the caller, such as an
account number, ID, or callback telephone numbers. See “Data
Configuration Form” on page 7-10.

= Inform-type response — provides information to the caller without
prompting for input. See|“Information Configuration Form”|on page
7-15.

= Schedule-type response — prompts the caller for a requested
callback time, if appropriate. See|*Schedule Configuration Form”|
on page 7-17.

= Record-type response — allows you to prompt the caller to speak
information, such as name, address, or reason for call, and to
record the caller’s speech. See[‘Record Configuration Form”|on
page 7-18.

Data Configuration Form

When a data-type response is selected, the system displays the Data
Configuration form (Figure 7-5). All options can be entered or selected with
CHOICES (2.

LUCENT TECHNOLOGIES Customer Assist Care Center - August 12,
5 Edit Existing Mailbox
Message closing phrase!

Rock Coast Mailbox - Goodbye

1998

1021

Data configuration for mailbox 100, segment 2

MESSAGE DROP OPTIONS:
Phrase tag:

Response limits: Minimum: 1 Maximum: 10
Have caller confirm? No
Segment required to save message? Yes
TRANSCRIPTION OPTIONS:
Play bhack to transcriber? Yes
Display field? Nohe
Treat as phone field? Yes Portion: Whole
Enable automatic launch? No  Message treatment: HNone
INPUT OPTIONS:
Passed parameter? Yes Argument: A

Select the phrase tag that the caller will hear.

HELP cLost @ | [ WcanceL BWREFRESH N |

Figure 7-5. Data Configuration Form

Enter a valid phrase that will be spoken for this segment in the Phr ase
t ag: field. For example, “Enter your 12-digit account number.”

or
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22.

23.

24,

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

=>» NOTE:
Select a voice prompt even if you are using a passed parameter
(see|Passed Parameter|page 7-14).

See|'Access Phrases for Vectors, Mailboxes, and Standard Speech’|on
page 6-3 for more information about recording phrases for Callback
Messaging.

Enter the minimum and maximum number of digits a caller can enter in the
Response |imts:field.

You can define a maximum of 24 digits for any data-type segment,
however:

= Display field — The DEFINITY vector can only accept up to 16
digits in a single collect step. Therefore, if this segment is treated as
a display field, the maximum number of digits is 16.

= Telephone field — The maximum number of digits depends on the
dialing plan.

The system administrator specifies the number of tries the caller has to
make a valid entry; the default is three tries (See[‘Mailbox Global Settings”)
on page 7-22 for more information on the setup). On the final try, the
system will either skip to the next question or not save the message,
depending on how you define the Segnent required to save
nmessage: field. For example, if the Segment required to save
nmessage: field is set to Yes and the caller does not enter the correct
information by the final try, the message is not saved and the MSG_DROP
action step continues and/or vector processing continues.

=> NOTE:
Callers cannot delay more than five seconds before entering the first
digit of their touch-tone response, and they cannot delay more than
five seconds between digits.

Enter Yes in the Have cal | er confirm field to have callers confirm
their input.

Enter Yes inthe Segnment required to save nessage: field if the
caller's response must be valid for the segment to be saved.

Customer Assist saves messages only when callers successfully
complete all required segments. The system prompts the caller for a valid
response; if the number of tries allowed expires, the system skips to the
next question or does not save the message. (See [‘Mailbox Globall

on page 7-22 for more information on the setup.)
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=> NOTE:
If Customer Assist is using speech recognition or dial pulse
recognition and the caller’s input for a specific data segment is not
understood, Customer Assist changes its input method to recording
speech and inform the caller of such action. In addition, if the caller
fails in the input attempt and if the input was then recorded,
Customer Assist only records for that segment. For example, if in
segment one, Customer Assist prompts for the area code and the
caller's speech input was not understood, Customer Assist will
prompt the caller to record the spoken area code. In the next
segment when Customer Assist prompts for the subscriber
telephone number, it will try to collect it using speech recognition. If
Customer Assist fails to gather speech or dial pulse input, it will
record this segment as well.

25. Enter Yes inthe Pl ay back to transcriber: field to have the agent
hear the caller’'s response during transcription.

26. Enter one of the following in the Di spl ay fi el d: field.

« Internal — touch-tone information stored in this segment is sent to
a collect step in a DEFINITY vector and routed to an agent’s
telephone extension during callback. Agents can view this
information on their telephone display by pressing the CALLER
INFO button (located on the display telephone) before answering
the call.

=« External — touch-tone information is sent to a collect step in a
DEFINITY vector when the customer callback is launched. When
Customer Assist detects an auto attendant on the main switch at
the location of the caller who left the message, Customer Assist
sends this data segment externally to that switch. The segment is
sent as touch-tones so that the switch can connect the agent
directly to the caller who left the message.

For example, the caller leaves their main switch telephone number
in one data segment and also leaves their extension number. Upon
callback, Customer Assist dials the caller's main switch number,
and when that switch answers, Customer Assist sends the second
segment, the extension number, externally to that caller’s switch to
connect the agent directly to the caller.

=>» NOTE:
You can set only one data segment’s display field as Internal in a
15-part voice form. Likewise, you can set only one data segment’s
display field as External in a 15-part voice form.

27. Enter Yes inthe Treat as phone fi el d: field to use the number to
launch an automatic callback when the agent selects a launch option in
transcription or when the Enabl e aut ormati ¢ | aunch option is
selected.
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28. Enter the portion of the caller’s telephone number that you want collected
in the Por t i on: field.

= Internal — the switch should view the telephone number as an
internal number. It will dial the number as is without any other
number before or after it.

= Subscriber — the switch should view the telephone number as a
local number.

= Areacode — the number is an area code or city code.

= Country code — the number is a country code; it should be used
in place of the Count ry code: field value for this mailbox for this
message only.

= Whole — the number is a local number with or without a city/area
code. This option is valid only when Dial Plan is configured for
fixed-length telephone numbers. This field cannot collect the
country code.

=>» NOTE:
After all portions or return telephone number segments are
collected, Customer Assist connects the segments to form a
complete telephone number to allow agents to launch an outbound
customer callback.

Combinations of Portion allowed include the following:
= Internal (alone)
= Subscriber (alone)
= Whole (alone)
= Area Code and Subscriber
=« Country Code, Area Code and Subscriber
= Country Code and Subscriber
= Country Code and Whole
Any other combinations are not allowed.
=>» NOTE:
Use the whole portion option for countries with fixed length
telephone numbers. Fixed length format allows Dial Plan to locate
the area code out of the telephone number. If the country has
variable length format, the telephone number has to be collected in
separate segments using subscriber, area code, and possibly
country code portions. The country code portion is only needed if

messages in a mailbox contain telephone numbers for different
countries.
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29. To have the system launch an automatic callback when it reaches this
segment, enter Yes in the Enabl e aut omati ¢ | aunch: field. (The
segment must be a data segment with a telephone field).

A CAUTION:
This feature will not work when an agent is conversed from the
DEFINITY into Customer Assist. For example, if an agent dialed a
VDN that conversed the agent to a Customer Assist vector with a
TRANSRIBE action to transcribe messages, this feature would not be
able to automatically launch an outbound call.

A CAUTION:
Whenever a remote agent launches a callback and is connected to a
caller, the CONVERSANT must always be conferenced on the call.
This is done by setting the CONVERSANT call conference time as
high as possible, such as one hour. If the CONVERSANT call
conference time expires, both the caller and the remote agent will be
dropped off the call.

=> NOTE:
Customer Assist can deliver messages to remote agents as well as
internal agents. Any agent can also dial into a mailbox and
transcribe messages directly. In either case, the agent launches the
callback as “launch and save” or “launch and delete.” The message
will, therefore, be saved or deleted when the CONVERSANT call
conference time (the time in seconds that the CONVERSANT will be
conferenced with the agent during the callback) expires. If the
CONVERSANT call conference time did not expire because the call
ended prematurely or if the agent did not connect with the caller, the
message status remains READY unless the agent presses *99 to
classify the callback as a success or a failure.

30. Enter Save or Delete in the Message treat nment: field to specify how
the system should classify the message if the conference time expires and
the Enabl e autonatic | aunch: field is enabled.

Set this field to None if auto launch is not enabled.

31. Enter Yes in the Passed par anet er: field if the caller input for this field
should be passed into a message.

For example, you can use auto-import fields, if available, for ANI, VDN, or
account numbers. You can pass up to three arguments into a callback
messaging message; however, only one argument can be passed per
data segment. For example, if you want to pass three arguments, you
must use three data segments.

The phrase tag is not spoken when a passed parameter is used, unless
the passed parameter field is null.
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=>» NOTE:
Once confirmation phrases are defined for parameters A, B, and C,
the system will use these phrases every time these parameters are
passed. Therefore, you should select standard phrases that can be
used across mailboxes. For example, you can assigh parameter A to
the confirmation phrase for ANI and use the phrase in all mailboxes
that pass this parameter.

Optionally, enter A for the first argument, B for the second argument, or C
for the third argument in the Ar gunent : field.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

For the mailbox to use the value, the argument letters defined here must
match the argument letters in the MSG_DROP action form. If you
previously selected to have the caller confirm the message, the caller is
prompted to verify the passed value (see|'MSG_DROP Action”|on page
5-39.)

32. Select CLOSE (F3 to add the segment and return to the mailbox form.

Information Configuration Form

The Information Configuration form allows you to select an
informational phrase to play for the caller.

=>» NOTE:
Use CHOICES (F2 to select a phrase for an announcement.

Issue 1 September 1998 7-15



System Administration

7-16

Message closing phrase!
>

Segment Type Identity Tag

A

Information Configuration for mailbox 123, segment 1

2
3
n
5
6
7
8
]
1
1

MESSAGE DROP OPTIONS:
Phrase tag:

LUCENT TECHNOLOGIES Customer Assist Care Center - August 12, 1998
5 Create New Mailbox

Select the phrase tag that the caller will hear.
| _HELP QCHOICES J§ CLOSE _J | || CANCEL ERFFRESH N |

Figure 7-6. Information Configuration Form
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1.

Enter the phrase that will be spoken for this segment in the Phr ase t ag:
field. For example, “To receive a callback immediately, Press 1. To receive
a callback later today, Press 2.”

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

Schedule Configuration Form

When

a schedule-type response is selected, the system displays the Schedule

Configuration form (Figure 7-7). All options can be entered or selected with
CHOICES (2.

LUCENT TECHNOLOGIES Customer Assist Care Center - August 12,

MESSAGE DROP OPTIONS:

Have caller confirm? No

Segment required to save message? No
TRANSCRIPTION OPTIONS:

Play bhack to transcriber? Yes

1998

Schedule configuration for mailbox 123, seq

Phrase tag:

~ -

—
—_

Select the phrase tag that the caller will hear.

HELP WCHOICES W CLOSE N | [ N CANCEL BREFRESH B |

Figure 7-7. Schedule Configuration Form

1.

Enter the phrase that will be spoken for this segment in the Phr ase t ag:
field. For example, “To receive a callback immediately, Press 1. To receive
a callback later today, Press 2.”

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

=>» NOTE:
The options set for scheduling callbacks apply to all mailboxes and
are set in the Mailbox Global Settings form. The Schedule segment
prompts should reflect the global settings options.
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See[‘Access Phrases for Vectors, Mailboxes, and Standard Speech”|on
page 6-3 for more information about recording phrases for Callback
Messaging.

Enter Yes inthe Have cal | er confirm field to have the caller confirm
the response.

Enter Yes in the Segnent required to save nessage: field if the
caller's response must be valid for the segment to be saved.

If the input does not meet the criteria, the message will not be saved.

=>» NOTE:
Automated scheduling of messages should not be provided as an
option to the caller if call-in (and not callback) is the intended
method for transcription. For call-in transcription mailboxes,
consider prompting the caller to record a requested callback time
instead of using scheduled callback.

Enter Yes in the Pl ay back to transcri ber: field to have the agent
hear the caller’s response during transcription.

5. Press CLOSE (F3) to add the segment and return to the mailbox form.

Record Configuration Form

When you select a record-type response, the system displays the Record form
(Figure 7-8). All options can be entered or selected with the CHOICES 2.

LUCENT TECHNOLOGIES Customer Assist Care Center - August 12, 199§
7 Record configuration for mailbox 123, segment 1 b

MESSAGE DROP OPTIONS:

TRANSCRIPTION OPTIONS:

Phrase tag:

Response limits: Minimum: 3 Maximum: 15
Recording quality: CELP16

Have caller confirm? No

Segment required to save message? No

=

Play bhack to transcriber? Yes

0
I

>

8

9

10
11
12
13
14
15

Select the phrase tag that the caller will hear.
| _HELP NCHOICES § CLOSE J | | | CANCEL QREFRESH N |

Figure 7-8. Record Configuration Form
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1. Enter a valid phrase that will be spoken for this segment in the Phr ase
t ag: field. For example,”Record your name and address.”

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

See[‘Variable Administration”|on page 7-63 for more information about
recording phrases for Callback Messaging.

2. Enter the minimum and maximum number of seconds, up to 600, the caller
can record in the Response |imits:field.

=>» NOTE:
The system will not recognize a verbal response that is less than 1
second in duration. In addition, the caller can press “1” after
responding to move to the next segment.

3. Enter the rate at which you want Customer Assist to record a spoken
response in the Recordi ng qual ity: field.

= ADPCM32 — record a spoken response at a high rate of 32-kbps
ADPCM

= ADPCM16 — record a spoken response at a low rate of 16-kbps
ADPCM

=« CELP16 — record a spoken response at a high rate of 16-kbps
CELP

4. Enter Yes inthe Have cal | er confirm field to have the caller confirm
the recorded input. If the optional dial pulse recognition software or
speech recognition software for Customer Assist is loaded, then the caller
can confirm their input by using those options.

5. Enter Yes in the Segnent required to save nessage: field if the
caller's response must be valid for the segment to be saved.

If the caller must confirm this segment, the caller is informed that a valid
response to this segment is required. Only those inputs that meet the
criteria are acceptable. If input does not meet the criteria, the message is
deleted.

6. Enter Yes inthe Pl ay back to transcri ber: field to have the agent
hear the caller’'s response during transcription.

7. Press CLOSE (F3) to add the segment and return to the mailbox form.
=> NOTE:

The INSERT (F2 key is available to add prompts in the middle of
message segments.
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A CAUTION:

Do not insert or delete prompts in mailboxes containing new or
saved messages. Otherwise, you will not be able to recover some
message segments.

Copying a Mailbox
Use the following steps to copy the configuration of one mailbox to a new
mailbox:
1. Start at the Select Mailbox menu and select COPY MAILBOX.
The system displays the Copy Mailbox form.

2. Enter the number of the mailbox you want to copy in the From field. The
system displays the name of the mailbox.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

3. Enter a unique number for the mailbox in the To: field under the Mailbox
ID column.

=> NOTE:
The new mailbox ID cannot already exist.

4. Enter a unigue name for your mailbox in the To: field under the Mai | box
Name column.

=>» NOTE:
The mailbox name cannot already exist.

Removing a Mailbox

Use this option to delete mailboxes from the system. When you delete a mailbox,
you delete any messages in the mailbox, as well as any messages that were
forwarded from the mailbox. If the mailbox contains messages, the system
displays a warning and you can abort deletion.

A CAUTION:
Forwarded messages cannot be retrieved after the mailbox where the
message originated is deleted. This is because forwarded messages use
the structure of the original message during transcription.

1. Start at the Select Mailbox menu and select REMOVE MAILBOX.

The system displays a menu of mailbox numbers.
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2. Use the directional keys to highlight the number of the mailbox you want to
delete or type its number.

3. Press MARK (F2.

To remove more than one mailbox, repeat step 2. To unmark a mailbox,
highlight its name and press MARK (F2 again.

4. Press (ENTER).

=>» NOTE:
Before removing a mailbox, be sure to transcribe all messages in it in
order to turn off the message waiting lamp on the original agent’s
telephone. If the mailbox has messages, Customer Assist will list the
messages to allow you to cancel mailbox removal.

Editing the AUDIT Mailbox

Callback Messaging automatically performs an hourly analysis of how much
space is available on the CONVERSANT hard disk drive for message speech.
Use the AUDIT mailbox to alarm an agent when available space is less than or
equal to 5 percent of the space originally allotted to speech. This is important so
that new messages left for agent callbacks are saved and the space on the
CONVERSANT hard drive does not fill up completely.

Although the system creates this mailbox automatically, you must select it and
follow the same steps for editing a mailbox to specify an agent callback number
and, if you wish, a mailbox password as well as a message waiting lamp
extension. To activate agent callback, you must administer global mailbox
settings.

=> NOTE:
Since the AUDIT mailbox delivers messages to agents when the available
speech falls below the 5 percent threshold, be sure to also establish global
mailbox settings and agent callback hours.

Editing a Mailbox

Use the following steps to change all the various features of a mailbox, except
the mailbox number:

1. Start at the Select Mailbox menu and select the name of the mailbox you
want to edit.

The system displays the mailbox form.

A CAUTION:
Do not insert or delete prompts in mailboxes containing new or
saved messages. Otherwise, you will not be able to recover some
message segments.
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2. Use the directional keys to move to each item you want to change. (You
cannot edit mailbox numbers.)

=>» NOTE:
The INSERT (F2 key is available to add prompts in the middle of
message segments.

3. Press CLOSE (F3) to save your changes.
=>» NOTE:
Before changing the extension number of a message waiting lamp,

be sure to transcribe all messages in the corresponding mailbox in
order to turn off the message waiting lamp for the original extension.

Mailbox Global Settings

Use the following steps to administer mailbox settings:

1. Start at the Callback Messaging Administration menu and select Mailbox
Global Settings.

The system displays the Mailbox Global Settings form (Figure 7-9).

LUCENT TECHHOLOGIES Customer Assist Care Center - August 12, 1938
1 Customer Assistfy 4 Global Settings for All Message Drop Mailboxes

Call Uector Confi
>System Administra| Specify the Global Parameters for Message Drop

System Monitor AGENT ACCESS
UNIX System Channel access time:! 1
Exit Access channel(s)!

Force 'Press 1' for agent callback pickup: Yes

MESSAGE PLAYBACK
Speak transcription segment numbers:
Play message header information!
Number of confirmation chances:
Mailbox Administr| Time format: 12 hour clock.
>Mailbox Global Se
Agent Callback Ho CUSTOMER CALLBACK
Customer Callback| Allow agents to reschedule? Yes
Delete Messages f| Scheduling options!
Mapping Country/C Immediately: Yes Later today: Yes
Callback conference time: 20
AlloWw agents to classify callbacks? Yes

N D |~
o
(]
I

Later date: Yes

Enter "AUTO" to monitor constantly or minutes between tries in calling agents.

HELP WCHOTCES W ClosE N | ENTER CANCEL WREFRESH |

Figure 7-9. Mailbox Global Settings Form

2. Enter the number of minutes between message delivery attempts in the
Channel access tine: field.
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Use the default value, 1 (minute), to check the system for new messages
every minute and refresh message waiting lamps every 30 seconds. You
may change the default value from 1 (minute) through 999 (minutes) to
extend the interval between message attempts to check for an available
channel for callback. Enter AUTO to check after each new message is left.
Please recognize that a very short retry interval may monopolize the
CONVERSANT agent callback channel you assign (see next item).

=>» NOTE:
If AUTO is selected, callback will occupy all available agent
callback channels as long as there are messages in the mailboxes.
Therefore, you should consider hard allocating access channels for
callback and not directing inbound calls to those channels.

=>» NOTE:
Whenever a message is left in a mailbox, Customer Assist lights the
corresponding message waiting lamp, if defined. Whenever all
messages are deleted out of a mailbox, Customer Assist
extinguishes the corresponding message waiting lamp, if defined.
Customer Assist also does a ‘master check’ every 30 minutes to
make sure that each mailbox has its message waiting lamp turned
on or off by resending the FAC to turn the light on or off.

3. Enter the number of the CONVERSANT channel (or range of numbers) the
system uses to dial the agent callback number when delivering messages
to agents in the Access channel (s): field.

You can use any active channels on the CONVERSANT system except
those used by the ACD for standard announcements. Avoid using
channels that are hard-allocated to other applications. Use commas (,) to
separate numbers in a series; use hyphens (-) to separate numbers in a
range.

4. Enter Yes in the Force “Press 1” for agent callback: field if
blind delivery of messages to agents is used. For intelligent delivery, set
this field to Yes if there are problems detecting speech energy.

=« Blind delivery of messages — normally used when the delivery is to
an agent group, split, or VDN that has announcements or music on
hold.

= Intelligent delivery of messages — the system will playback the
message as soon as it detects “speech energy,” such as an
announcement or music on hold.

5. Enter Yes in the Speak transcription segnment nunbers: field if
the agent should hear the number of the segment before it is played.

6. Enter A, M, D, d, T,t,orNinthe Pl ay message header
i nf ormati on: field to specify the information the agent will hear during

message playback. See|Figure 7-10|for descriptions of playback options.
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>Suystem Administra

LUCENT TECHHOLOGIES Customer Assist Care Center - August 12, 1938
1 Customer Assist Global Settings for All Message Drop Mailboxes
Call Uector Confi

Specify the Global Parameters for Message Drop
AGENT ACCESS

Channel access time! 1

Access channel(s)!

System Monitor
UNIX System
Exit

Force 'Press 1' for agent callback pickup: Yes
Choices

! All header information is played

! Message number only is played

| Date and message number are played

| Date only is played

1

;

=

egient numbers:
nformation:
n chances:
clock.

N D |~
o
(]
I

Time and message number are played
Time only is played
No header information is played

Z =0 O XENL]

edule? Yes
Delete Messages f| Scheduling options!

Mapping Country/C Immediately: Yes Later today: Later date: Yes

Select the item and press ENTER.

Yes
Callback conference time: 20
AlloWw agents to classify callbacks? Yes

B QENTER B @ ConcPL N B

Figure 7-10. Play message header information options

7.

8.

10.
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Enter the number of tries the caller has to enter the information requested
in any Data, Record, or Schedule mailbox segment in the Nunber of
confirmati on chances: field.

= If a segment that is not required (Requi red to save: field is set
to No) is not confirmed, the caller will hear the next segment in the
mailbox voice form.

= Ifarequired segment (Required to save: field is setto Yes) is
not confirmed, the message is not saved, and the caller is taken out
of the mailbox to continue with vector processing.

Enter the time format to use (12-hour or 24-hour clock) when scheduling
callbacks inthe Ti me fornat: field.

Enter Yes in the Al | ow agents to reschedul e: field to allow agents
to reschedule callbacks using the settings in step 10. Enter No in this field
if you do not want agents to be able to reschedule callbacks.

Enter Yes in the Schedul i ng nenu opti ons: field to allow agents to
reschedule a time for agent callback. Enter No in this field if you do not
want agents to be able to reschedule a time for agent callback.

This option is used both by the caller and agent (during transcription). The
options are to be called back:

= Immediately
= Later today

= Later date
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11.

Each option corresponds to voice prompts directing the caller to: “Press 1,
to be called back immediately”; “Press 2, to schedule a callback later
today”; and “Press 3, to schedule a future date.”

=>» NOTE:
These prompts may be rerecorded in phrases appropriate for your
Customer Assist (see “Speech Administration”, for more
information).

=>» NOTE:
If Imnmediately is set to Yes, and Later today and Later date is set to
No, then the caller will not hear anything unless the actual Schedule
segment is set to confirm or if the segment is required to save.

Enter the number of seconds that the CONVERSANT should remain on the
line after performing a customer callback in the Cal | back conf erence
time: field.

Set this field to the minimum number of seconds required for agents to
determine whether they reached the right person or need to classify the
call. If the agent is reached via an outside call, set the conference time to
the number of seconds required for the duration of the call between the
customer and the agent. Due to the nature of the DEFINITY switch, a local
call party to the switch is needed to maintain the conference/call. Since
both the agent and the customer are outside the switch, the
CONVERSANT must be in the call. Otherwise, if the CONVERSANT drops
from the conference, the entire conference/call is broken, disconnecting
both the agent and the customer.

During intelligent and blind transfers, the Cal | back conference tinme
starts when the agent is brought back into the call.

=« During an intelligent transfer to an agent, the agent's voice or
“speech energy,” such as music on hold, signals the
CONVERSANT to playback a new message for transcription.

— If the agent wants to return the call, the CONVERSANT puts
the agent on hold, launches a call to the customer, and
monitors the connection for call energy tones, such as a
busy signal or speech energy. If it detects busy or out of
order tones, or if there is no answer within the specified time
limit, the CONVERSANT drops the line to the customer and
brings the agent back in on the call to inform the agent the
call failed. If the CONVERSANT detects an answer or
speech energy, it considers the call “successful” and
conferences the agent back into the call, remaining on the
line for the amount of time entered in the Cal | back
conference tine: field.

« During a blind transfer to an agent, the CONVERSANT system
begins prompting for agent input immediately after it finishes
dialing. Once an agent responds to the prompt, “Press 1 to begin
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transcription,” the transcription process begins. If an agent does
not respond, the system eventually “times out” and makes another
attempt later.

— If the agent chooses to return the call, the CONVERSANT
places the agent on hold, launches a call to the customer,
and does not monitor the connection for a busy signal.
Immediately after the CONVERSANT dials the customer, the
agent is brought back into the conference call. If the line is
busy, the agent must press *99, which drops the customer,
and classify the call by saving, deleting, or skipping the
message.

=>» NOTE:
If a remote agent launches an outbound call during callback
messaging, the CONVERSANT does not drop out of the conference
when the Callback conference time expires. If the CONVERSANT
drops out of the conference, the entire call is brought down—
dropping both the agent and the caller.

12. Enter Yes inthe Al | ow agents to classify call backs: field to
allow agents to reclassify the status of the callback by pressing *99.

« If the agent classifies the message as successful, the status of the
current message is either saved or deleted (as controlled by the
agent, or as controlled by Customer Assist in the Data segment
field Enabl e aut omati c cal | back).

« If the agent classifies the message as unsuccessful, the status of
the current message is set to ready (meaning that this message will
be delivered to agents as usual). This is helpful in tracking
outbound calls to callers leaving messages.

Agent Callback Hours

7-26

Use the following steps to specify the times agent callbacks can be made using
the Agent Feature Access:

1. Start at the Callback Administration Messaging menu and select Agent
Callback Hours.

The system displays the Agent Callback Hours form|(Figure 7-11).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
1 Customer Assist Care Center 2z System Administration
Call Uector Configquration >Callback Messaqing Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations

Syste gent Callback Hours
Varia
Callback Hours (hours:minutes AM/PH)
Callback Messaging Administrati Start time Stop time
Mailbox Administration SUN 12:00 AW 12:00 AM
Mailbox Global Settings MON 08:00 AM 05:88 PM
>Agent Callback Hours TUE 08:00 AM 05:00 PH
Customer Callback Hours WED 08:00 AM 05:00 PM
Delete Messages from Mailbox THR 08:00 AM 05:00 PH
Mapping Country/City/Area Codes to Tim| FRI 08:00 AW 05:00 PM
SAT 12:00 AM 12:00 AM

Enter the hour and press Return or the ENTER key.

HELP [cHOICES W cLosE B | ENTER CANCEL BREFRESH |

Figure 7-11. Agent Callback Hours Form
2. Inthe Start ti me column, enter the times that the system should begin
delivering messages to agents automatically for each day of the week.
Leave times at 12:00 am to suspend this feature.

3. Inthe St op ti nme column, enter the times that the system should stop
delivering messages to agents automatically for each day of the week.

Leave times at 12:00 am to suspend this feature.

4. Press CLOSE (3 to save your changes.

Customer Callback Hours

This option allows you to specify the hours during which Customer Assist can
launch callbacks to customer. Use the steps below to administer the customer
callback hours:

1. Start at the Callback Messaging Administration menu and select
Customer Callback Hours.

The system displays the Customer Callback Hours form|(Figure 7-12).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
1 Customer Assist Care Center 2 System Administration
Call VUector Configquration >Callback Messaging Administration
>System Administration Conversant Administration

Suystem Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

Survey Confiqurations

Syste Customer Callback Hours
Uaria
Callback Hours (hours:minutes AM/PH)
Callback Messaging Administrati Start time Stop time
Mailbox Administration SUN 12:00 AM 12:00 AM
Mailbox Global Settings MON 08:00 AM 05:00 PM
Agent Callback Hours TUE 08:00 AM 05:00 PH
>Customer Callback Hours WED 08:00 AM 05:00 PH
Delete Messages from Mailbox THR 08:00 AM 05:00 PH
Mapping Country/City/Area Codes to Tim| FRI 08:08 AM 05:00 PH
saT 12:00 AM 12:00 AM

Enter the hour and press Return or the ENTER key.

[_HeLP JcHorces J cLose J | [ ENTER || CANCEL JREFRESH B |

Figure 7-12. Customer Callback Hours Form
2. Inthe Start ti nme column, enter the times that the system should begin
launching callbacks to customers for each day of the week.
Leave times at 12:00 am to suspend this feature.

3. Inthe St op ti ne column, enter the times that the system should stop
launching callbacks to customers for each day of the week.

Leave times at 12:00 am to suspend this feature.

4. Press CLOSE (F3 to save your changes.

Delete Messages from Mailbox

This option allows you to delete messages by status and age from a given
mailbox. Use the steps below to delete messages from the mailbox:

1. Start at the Callback Messaging Administration menu and select Delete
Messages from Mailbox.

The system displays the Delete Messages from Mailbox form|[(Figure]
[7-13)]
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998

T Custoner fssist Care Center
Call Uector Configuration >Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Uariable Administration

Callback Messaging Administration
Mailbox Administration
Mailbox Global Settings
Agent Callback Hours
Customer Callback Hours

>Delete Messages from Mailbo

Mapping Country/City/Area C

Delete Messages from Mailbox

Mailbox ID:
Status: All

Age of message! All days

Enter the id of the mailbox to delete from.

HELP MCHOICES conT B | | W canceL BQREFReSH ) |

Figure 7-13. Delete Messages from Mailbox Form
2. Enter the number of the mailbox that contains the messages you want to
delete in the Mai | box | D: field; press CHOICES (/2 to select from a list.

3. Enter All, New, or Saved in the St at us: field to indicate the type of
messages you want to delete; press CHOICES (72 to select from a list.

4. Enter the number of days the message must have been in the mailbox in
order to be deleted in the Age of nessage: field.

Enter a number from one through 99.

5. Press CLOSE (F3) to delete the messages that match the criteria you
entered in the Delete Messages from Mailbox form.

Mapping Country/City/Area Codes to Time Zones

This option allows you to adjust the time entered by the caller to match your local
time. This process, called mapping, insures your customers are called only
during normal business hours. This menu has the following options:

= ADD MAPPING
» REMOVE MAPPING
=« Edit an existing mapping
Use the steps below to add a mapping:

1. Start at the Callback Messaging Administration menu and select
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> Mappi ng Country/City/ Area Codes to Tine Zones

> Add Mappi ng

The system displays the Add Mapping form (Figure 7-14).

LUCENT TECHNWOLOGIES Customer Assist Care Center - Jul 1998

29,

1 Customer Assist Care
Call Uector Configurati

>System Administration Country code:
System Monitor City/Area code!
UNIX System Time zone!

Exit GHMT offset:

Survey Configurations
4 Mapping Country/City/Area Codes to Time Zones
>ADD MAPPING
REMOUE MAPPING
1 281 US/Eastern
202 US/Eastern
203 US/Eastern I
vl

Callback Messaging
Mailbox Administration
Mailbox Global Settings
Agent Callback Hours
Customer Callback Hours
Delete Messages from Mailbo

>Mapping Country/City/Area C

205 US/Central
206 US/Pacific
207 US/Eastern
208 US/Mountain
289 US/Pacific

Enter the country code.

[_HeLP QcHorces ll saue N [} CANCEL BREFRESH JICHK-TIME]

Figure 7-14. Add New Mapping Form
2. Enter the country code of the country you want to map in the Count ry
code: field.
3. Enter the area code of the city you want to map in the Area code: field.

This field is optional; it allows the system administrator to create a “country
default” time zone entry. Customer Assist uses the procedure below to
determine the time zone of the caller:

a. Customer Assist looks at the Country code: field and then the
City/ Area code: field.

b. Ifthe G ty/ Area code: field does not have an entry, Customer
Assist looks at the Country Code record.

Step b provides the system administrator with a method to:

= Build a safety net for missing or new area codes
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= Easily set up a time zone table for countries that are in a
single time zone

c. Ifthe “country default” is not found, Customer Assist uses the voice
platform’s local time zone.

4. Enter a name for the time zone to map in the Ti ne zone: field.

The number of hours difference between your area code and the area
code you are mapping appears in the GMI' of f set: field when you
specify a time zone.

5. Press CLOSE (F3) to add your new mapping to Customer Assist.

CONVERSANT Administration

Use this menu to monitor, diagnose, and control the CONVERSANT system
resources. See your CONVERSANT manual for more information.

Uoice System Administration

Backup/Restore
Configuration Management
Feature Packages

Reports

Script Builder Applications
Switch Interfaces

System Monitor

Exit

[ I N [ W CANCEL McHD-HENW |

Figure 7-15. CONVERSANT Administration Main Menu

Custom Call Routing Administration

Use this menu to create, delete, and modify tables for Custom Call Routing
applications. Options include:

= Import/Export Data from/to Floppy
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= Routing Table Administration

= Record Administration

Use the following steps to access the Custom Call Routing Administration menu:

1. Start at the System Administration menu and select

>Custom Call Routing Adm nistration

The system displays the Custom Call Routing Administration menu (Figure
7-16).

LUCENT TECHNOLOGIES Customer fAssist Care Center — July 24, 1998

1 Customer Assist Care Center
Call Vector Confipuration Callback Messaping Administration
»System Administration Conversant Administration

System Monitor »Custom Call Routing Administration
UNI¥ System Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Variable Administration

3 Custom Call Routing Administration
>Import/Export Data from/to Floppy

Routing Table Administration
Record Administration

Select the item and press ENTER,

HELF B W ENTER MPREV-FR NEXT-FRMl CANCEL BCMD-MENUN |

Figure 7-16. Custom Call Routing Administration Menu

Import/Export Data from/to Diskette

Use these options to exchange data between Custom Call Routing tables and flat
ASCI!I files on DOS diskettes. You can also use these options to move to a new,
larger, database table if it becomes apparent that your original database is too
small.

Access Import/Export Routing Table Form
Use the following steps to access the Import/Export Routing Table form:

1. Start at the System Administration menu and select Custom Call Routing
Administration.
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The system displays the Import/Export Routing Table form (Figure 7-17).

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configquration
>System Administration

System Monitor

UNIX System

Exit

29, 1998
2z System Administration
Callback Messaging Administration
Conversant Administration

>Custom Call Routing Administration
Report Generation

Report Scheduling

>Imp| Routing Table Name:

Rou| Append/Replace: Replace
Rec| Drive A or Drive B!

Select routing table import or export.

HELP [WCHOICES saUE N DIR | ENTER CANCEL BREFRESH |

Speech Administration
Survey Configurations
Import/Export Routing

Import/Export data from/to DOS diskette
Import/Export: Import

b =

Path:

Filename:

Field delimiter:
Filter Non-Numeric?:

= ==

Figure 7-17. Import/Export Routing Table Form

Modify the Import/Export Routing Table Form

Use the following steps to modify the Import/Export Routing Table form:

1.

Insert the DOS-formatted diskette containing the information you want to
use into disk drive 0 or 1 on the voice platform.

Enter the direction of the data transfer in the | mport / Export : field.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

= Import — data comes from a DOS-formatted diskette.

= Export — specific table data is saved to a DOS-formatted diskette.

. Enter the name of the table you want to populate in the Routi ng Tabl e

Nane: field.

Enter the action you wish to take in the Append/ Repl ace: field.
= Append — modifies the existing data.
= Replace — replaces the existing data.

Enter the name of the disk drive you are using inthe Dri ve A or Drive
B: field.
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7-34

10.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

Enter the file’s location on disk in the Pat h: field.

Do not include the file name, but be sure to begin and end the path with a
forward slash (/). Use this slash also to separate the names of the
directories and subdirectories in the path. If you are exporting data, be
sure that this path corresponds to an existing path on your diskette.

Enter the name of the source file, if you are importing data, or the name of
the destination file, if you are exporting data, in the Fi | enane: field.

or
Press DIR (74 for a directory of files on disk.

Enter the delimiter you use in your file to separate items of information
Field delimter:field.

Customer Assist uses this delimiter to assign information appropriately to
columns 1, 2, and 3.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

= | (pipe symbol)

= % (percentage sign)
= & (ampersand)

= - (minus sign)

= , (comma)

: (colon)

= ; (semicolon).
Enter y to remove non-numeric data inthe Fi | t er Non- Nuneri c?: field.
or
Enter n to keep this data intact.
Press SAVE (F3).
=>» NOTE:
When importing a table, the data will come in on replace mode,

meaning that it will replace any data that currently exists in the table
in which you wish the data to populate.
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Routing Table Administration

Customer Assist routing tables can have up to three columns of information. For
call routing applications, use the:

First column to identify callers (by Calling Party Number, for example)

Second column for the corresponding extensions or VDNs to dial

Third column, if you wish, for information to use with the DATA_RTN action
for call accounting, or to populate the dialed agent’s telephone display

Options in the Routing Table Administration form, shown in|Eigure 7-18,[include:

= Add Table
= Delete Table

Access Routing Table Administration
Use the following steps to access the Routing Table Administration:

1. Start at the System Administration menu and select

>Custom Cal | Routing Administration

>Routing Tabl e Admi nistration

The system displays the Routing Table Administration menu|(Figure 7-18).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998

T Custoner Assist Care Center
Call Uector Configquration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor >Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Uariable Administration

4 Routing Table Administration
>Add Table
Delete Table

Add Table

3 Custom Call Routing Administration |
Import/Export Data from/to Floppy
>Routing Table Administration
Record Administratio

Routing Table Name :
Maximum Number of Records : 1000
Description !

Please enter the routing table name followed by the ENTER or Return key.

HELP [cHOICES W cLosE B | ENTER CANCEL BREFRESH |

Figure 7-18. Routing Table Administration Menu

Adding a Table
Use the following steps to add a table:
1. Start at the Routing Table Administration menu and select Add Table.
The system displays the Add Table form.

2. Enter the name of the table you want to add in the Rout i ng Tabl e
Nane: field.

3. Enter the maximum number of records you expect this table to contain in
the Maxi num Nunber of Records (100 to 200,000): field.

4. Optionally, enter a description to associate with this table.
5. Press CLOSE (3.
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Deleting a Table
Use the following steps to delete a table:
1. Start at the Routing Table Administration menu and select Delete Table.

2. Use the directional keys to highlight the name of the table you want to
delete, or type the first few letters of its name.

3. Press MARK (F2).

4. To remove more than one table, return to step 2. To unmark a table,
highlight its name and press MARK (F2 again.

5. Press (ENTER).

A CAUTION:
You cannot recover deleted tables.

Record Administration

Use the following steps to add, modify, or delete individual records in a database
table:

1. Start at the Custom Call Routing Administration menu and select Record
Administration.

The system displays the Record Administration menu (Figure 7-19).

LUCENT TECHNOLOGIES Customer Assist Care Center — July 24, 1998

1 Customer Assist Care Center
Call Vector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor »Custom Call Routing Administration

UNIX System Report Generation

Exit Report Scheduling
Speech Administration

4 Record Administration Survey Configurations

»Edit/Delete Record System Backup/Restore

Add Record Yariable Administration

3 Custom Call Bouting Administration
Import/Export Data from/to Floppy
Routing Table Administration
»Record Administration

Select the item and press ENTER.

HELF B W ENTER MPREV-FR NEXT-FRME CANCEL JCMD—MENU |

Figure 7-19. Record Administration Menu
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2. Select Edit/Delete Record or Add Record.

Editing or Deleting a Record
Use the following steps to edit or delete a record:

1. Start at the Record Administration menu and select Edit/Delete Record.

The system displays the Edit/Delete Record form|(Figure 7-21).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998
1 Customer Assist Care Center 2z System Administration

Call Uector Configquration Callback Messaging Administration
>System Administration Conversant Administration
System Monitor >Custom Call Routing Administration
UNIX System Report Generation
Exit Report Scheduling
Speech Administration
4 Record Administration Survey Configurations
>Edit/Delete Record System Backup/Restore
Add Record Uariable Administration

3 Custom Call Routing Administration |
Import/Export Data from/to Floppy
Routing Table Administration
>Record Administration

Edit/Delete Record

Routing Table Name:
Lookup Field:
Have you filled in all the fields?: ¥

Please enter the routing table name followed by the Enter or Return key.

HELP [cHOICES W cLosE B | ENTER CANCEL BREFRESH |

Figure 7-20. Record Administration Menu with Edit/Delete Record Form
2. Enter the name of the database table you want to administer in the
Rout i ng Tabl e Nane: field.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

3. Enter the value you want to locate in the table’s first column in the Lookup
Fi el d: field.

4. Enter Yinthe Have you filled in all the fields?: field.
=>» NOTE:
All three fields must be completed to edit or delete a record. The last

field is a reminder.

5. Press CLOSE (3.
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If the table contains a match, the table name and key field will appear with
the value in Dat a Fi el d 1 (the first column after the key field) and the
value in Dat a Fi el d 2 (the second column after the key field).

= To delete this record, press DELETE (F4).
= To modify this record, enter your changes and press CHANGE (F5).
= To exit this record without making changes, press CANCEL (Fg.

Adding a Record
Use the following steps to add a record:

1. Start at the Record Administration menu and select Add Record.

The system displays the Record Administration form|(Figure 7-20).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1938

1 Customer Assist Care Center
Call Uector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor >Custom Call Routing Administration

UNIX System Report Generation

Exit Report Scheduling
Speech Administration

4 Record Administration Survey Confiqurations

Edit/Delete Record System Backup/Restore

>Add Record Variable Administration

3 Custom Call Routing Administration j
Import/Export Data from/te Flopp
Routing Table Administration
»Record Administration

Record Administration

Routing Table
Lookup Field:
Data Field 1:
Data Field 2:

Please enter the routing table name followed by the Enter or Return key.

[_HeLp QcHorces ff app (| canceL BReFRESH N |

Figure 7-21. Record Administration Menu with Add Record Form

2. Enter a name for the database table in the Routi ng Tabl e Nane: field.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

3. Enter the value you want to place in the table’s first column in the Lookup
Fi el d: field.

4. Enter the value you want to place in the first column after the key field in
the Data Field 1: field.
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5. Enter the value you want to place in the second column after the key field
inthe Data Field 2: field.

6. Press ADD

Report Generation

This menu option allows you to choose which report to generate. For most
reports, you can view criteria, such as the day or time to run the report. Each
report can be printed or viewed on screen.

=>» NOTE:
See|Chapter 8[“Reports”, for more information on report generation.

Report Scheduling

Use this form to select reports that will run on a scheduled basis as well as the
time to run them. You can run reports at any time that is convenient.

=>» NOTE:
See “Reports”, for more information on scheduling reports.

Speech Administration

Use this menu to record and document speech.

=>» NOTE:
See “Speech Administration”, for more information.

Survey Configurations

This menu allows you to add, remove, or copy a survey. It is up to you how you
want to configure the survey. (See[‘Overview of Surveys”|on page 1-25 for more
information about Surveys.)

=>» NOTE:

Before you can configure surveys, you must have a mailbox created on the
system.

Adding a Survey

Before you can collect and package the caller input left in a specific mailbox, you
must add a survey.

To add a survey:
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1. Select ADD SURVEY
The system displays the Add New Survey form (Figure 7-22).

LUCENT TECHNOLOGIES Customer Assist Care Center - August 13, 1998
il Add New Surue

C
>$| Survey name:
5| Mailbox ID:
U| Output generated: Both
E
—| REPORT
ME| output filename:
>A| Destination directory: fusr/spanlink/ccc/data/survey
R| Summarize the data? Yes Print automatically? No
C
A| DATA FILE
A| Output filename:
A| Destination directory: fusr/spanlink/ccc/data/survey
—| Summarize the data? Yes Delimiter:
Type of messages! Aall Include message information: Data

Delete messages older than: 14 days with status: All
Delete reports and data files older than! 14 days

Enter the unique survey name.

HELP McHoIcES | SAVE SEG-ADM VAL-ADME coNcEL WREFRESH | |

Figure 7-22. Add New Survey Form

2. Enter the name in the Survey nane: field.
Choose a unique name for your survey.

3. Enter the number of the mailbox you want to administer in the Mai | box
| Dfield.

4. Enter Report, Data, or Both in the Qut put gener at ed field to indicate
what type of format the survey should take.

= Report — allows you to view caller input in table form. It provides
headers that identify the caller and show which questions the caller
answered. Currently you can view only single digits in this form.

= Data — allows you to view all caller input in segments. Unlike
Reports, this form allows you to view exactly what the caller put into
the system. It separates each entry with a delimiter, such as a
comma.

= Both — generates both Report and Data file formats.
5. If you want the output to appear in a report (or both):
a. Decide the file where the report should be written.

b. Enter the file name in the Qut put fi | enane field.
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6.

10.

c. You can also select whether you want the data to be summarized
and printed automatically.

If you want the output to go to a data file (or both):
a. Enter the name of the file where the output should go.
b. Enter a delimiter (see list below) to separate the data.
— | (pipe symbol)
— % (percentage sign)
— & (ampersand)
— - (minus sign)
— , (comma)
— :(colon)
— ; (semicolon)

Enter the type of message you want to include in your report and/or data
file into the Type of nessages field:

= All — all types of messages

= Ready — messages that have not been marked as saved or
deleted

= Saved — all messages agents marked as saved

Customer Assist uses a Callback Messaging mailbox to prompt the caller
and collect the survey information. Depending on your needs, you may
configure the mailbox to prompt the caller for both recorded information
and digital input. A survey enables you to view the digital input, but it
cannot display recorded information. Therefore, you will need to transcribe
and save any messages containing recorded information.

This field allows you to select the type of messages you want to include in
the report.

Enter the type of information you want to include in your report into the
I ncl ude nessage i nformation: field.

= All —includes the message number and date

« Data — does not include any additional information
« Date — includes the date

= Msgnum — includes the message number

Enter the number of days the system should wait before deleting
messages into the Del et e nessages ol der than: __ field.

Use the next field to specify the type of fields the system deletes.

Enter type of messages the system should delete into the t ype of
nmessage after days with status: __ field.
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= All — all types of messages

= Ready — messages that have not been marked as saved or
deleted

= Saved — messages agents marked as saved

11. Determine how many days the system should wait before deleting reports
and data files.

12. Enter avalue intothe Del ete reports and data files ol der
t han: __ field.

Enter the number of days the system should wait before deleting reports
and data files.

Removing a Survey

Use this option when you no longer want to generate a particular survey. To
remove a survey:

1. Select REMOVE SURVEY.

The system displays a list of available surveys (Figure 7-23).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1998

T Custoner Assist Care Center
Call Uector Configquration Callback Messaging Administration
>System Administration Conversant Administration

Suystem Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

>Survey Confiqurations

System Backup/Restore

Variable Administration

4 Remouve

ArchTest1
ArchTest2

Mark the survey(s) with the MARK key and press ENTER.

[_HELP W MaRk M ENTER J | [ CaNcEL JREFRESH N |

Figure 7-23. Remove Survey menu

2. Press MARK (F2 to mark the survey you wish to delete
3. Press
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4. The software gives you the option to continue with the deletion or to abort.
Press CONT (F3) to continue or CANCEL (Fg to go back to the Remove
Surveys Menu.

Copying a Survey

Each survey applies to one mailbox. You cannot assign a survey to more than
one mailbox. If you want to apply a survey to a different mailbox, you can do this
by creating a copy of the original survey, and then applying the duplicate survey
to the new mailbox.

Use the following steps to copy a survey:
1. Select COPY SURVEY
The system displays the Copy Survey form (Figure 7-24).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 29, 1938

T Custoner Assist Care Conter
Call Uector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System Report Generation

Exit Report Scheduling

Speech Administration

»Survey Confiqurations

System Backup/Restore

Variable Administration

Configurations
ADD MEW SURUEY

REMOUE 3SURUEY

>COPY SURUEY

Alltest

ArchTestl

ArchTest2

COPY FROM:
Survey name:

TO:
Survey name:

Enter the name of the survey to copy from.

[_HeLP QcHorces ll saue N (| canceL BReFRESH N |

Figure 7-24. Copy Survey Form

2. Enter the name of the survey you want to copy.
Press CHOICES (2 for a list of options.
Name your survey in the TO Survey Nane: field.

4. Press SAVE (F3 to save the new survey
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Editing a Survey

Use the following steps to edit an existing survey:
1. Select the survey you want to edit.
2. Make your changes.
3. To save your changes, press SAVE (F3).
4. To exit this screen without saving your changes, press CANCEL (Fg.

System Backup/Restore

Use this menu to save and retrieve sets of Customer Assist database and
configurations. Options include:

= Restore Vector Database
= Backup Vector Database to Floppy Disk
= Backup/Restore Speech
= Backup/Restore Mailbox Configuration
= Backup/Restore Time Zone Mappings
= Backup/Restore Survey Configuration
= Format Floppy Disk
= Restore Data from Previous Version of Customer Assist
= Backup Verification
= Copy file from/to Diskette
=> NOTE:

See['Import/Export Data from/to Diskette”|on page 7-32 for information on
how to backup and restore routing tables.

Customer Assist vectors are maintained in three databases:
» Runtime database of active vectors

= Development database of duplicate runtime vectors that you can modify
without instantly changing the way the system handles calls

= Archive database of previously active vectors

Speech phrases used by Customer Assist vectors are stored in talkfile 6104 (US
English). Phrases used by message drop mailboxes are stored in talkfile 6105
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(US English). Mailbox standard phrases are stored in talkfile 6102 (US English).

Standard speech phrases are stored in talkfile 6100 (US English).

=—>» NOTE:

See[Table A-2 on page A-3 for talkfile numbers of alternative languages.

A CAUTION:

The system will overwrite the contents of any diskette you use to back up
data. Therefore, never use the same diskette to back up more than one

vector database or talkfile.

Access System Backup/Restore

Use the following steps to access System/Backup and Restore:

1. Start at the Customer Assist Administration main menu and select

> System Adm ni stration

> Syst em Backup/ Rest ore

The system displays the System Backup/Restore menu (Figure 7-25).

1 Customer Assist Care Center
Call Vector Confipuration
»System Administration

System Monitor

UNIX System

Exit

Report Generation
Report Scheduling

System Backup/Restore
?Restore Vector Database

Backup Vector Database to Floppy Disk
Backup/Restore Speech

Backup/Restore Mailbox Configuration
Backup/Restore Time Zones Mapping

Backup/Restore Survey Configuration

Format Floppy Disk

Restore Data from Previous Version of Call Center
Backup Verification

Copy File from/to Diskette

LUCENT TECHNOLOGIES Customer Assist Care Center — Jul
2 System Administration
Callback Messaging Adninistration
Conversant Administration

Custom Call Routing Administration

Select the item and press ENTER,

HELF B N ENTER MPREV-FR

NEXT-FR

24, 1998

Speech Administration
Survey Confipurations
»5ystem Backup/Restore

ation

CANCEL JCMD-MENU |

Figure 7-25. System Backup/Restore Menu
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Restore Vector Database

Use this menu to restore the previous runtime database, to replace the
development database with the current runtime database, and to replace the
development database with data from a diskette. Options include:

Restore Previous Run-Time (Archive) Database

Restore Database from Current Run-Time

Restore Database from Diskette (Floppy Diskette)

=>» NOTE:
You must place the vectors in service after you restore the vector database.
See[‘Place New Vectors in Service”|on page 4-38 for more information.

Access Restore Vector Database
Use the following steps to access the Restore Vector Database menu:

1. Start at the System Backup/Restore menu and select Restore Vector
Database.

The system displays the Restore Vector Database menu (Figure 7-26).

LUCENT TECHMOLOGIES Customer Assist Care Center - July 24, 1998

1 Customer Assist Care Center
Call Vector Confipuration
»System Administration

System Monitor

System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration

UNIX System Report Generation
Exit Report Scheduling
Speech Administration
Survey Confipurations
>System Backup/Restore
3 System Backup/Restore ation

»Restore VYector Database
Backup Yector Database to Floppy Dis il Restore Yector Database
Backup/Restore Speech »Restore Previous Run-Time Database
Backup/Restore Mailbox Configuration| Restore Database from Current Run-Time
Backup/Restore Time Zones Mapping Restore Database from Floppy Disk
Backup/Restore Survey Configuration
Format Floppy Disk
Restore Data from Previous Version of Call Center
Backup Verification
Copy File from/to Diskette

Select the item and press ENTER,

HELF N N ENTER [JPREV-FR

NEXT-FRMI CANCEL JCMD-MENUN |

Figure 7-26. Restore Vector Database
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Restore Previous Run-Time Database

Use this option to undo the changes you made to the database of active
Customer Assist vectors when you last placed new vectors in service at the
Vector Configuration menu.

Use the following steps to restore the previous runtime database:

1. Start at the Restore Vector Database menu and select Restore Previous
Run-Time Database.

The system prompts you for confirmation.

2. Press CONT (F3) to restore or CANCEL to abort.

Restore Database from Current Run-Time

Use this option to undo changes you made to the development database of
Customer Assist vectors when you placed new vectors in service at the Vector
Configuration menu.

Use the following steps to restore the previous runtime database:

1. Start at the Restore Vector Database menu and select Restore Database
from Current Run-Time.

The system prompts you for confirmation.

2. Press CONT (3 to restore or CANCEL (Fg to abort.

Restoring the Database from Diskette

Use this option to overwrite the contents of the development database with a
database of Customer Assist vectors from diskette.

Use the following steps to restore the database from diskette:

1. Start at the Restore Vector Database menu and select Restore Database
from Floppy Diskette.

The system displays the Restore Database from Floppy Diskette form.
2. Insert the diskette into disk drive 0 or 1 on the voice platform.

3. Enter UNIX or DOS in the UNI X or DOS fornat: field to specify the
format of the diskette.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

4. EnterOorlintheDrive 0 or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),
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5. Press SAVE [F3).

Back Up Vector Database to Diskette

Use this option, shown in Figure 7-27, to copy the development database of
Customer Assist vectors to a diskette.

Exit

LUCENT TECHHOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Confiquration
>System Administration

System Monitor

UNIX System

29, 1998
stem Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Restore Uector Database

>Backup Uector Database to Flopp
Backup/Restore Sp
Backup/Restore Ma
Backup/Restore Ti
Backup/Restore 3Su
Format Floppy Dis
Restore Data from
Backup Uerificati
Copy File from/to Diskette

Speech Administration
Configurations

System Backup

This utility backs up the vector database on floppy disk.

UNIX or DOS format: UNIX
Drive 8 or Drive 1! B8

Enter the file format for the floppy disk

[_HELP JcHOICES B save J | [ CaNcEL JREFRESH N |

Figure 7-27. Backing Up the Development Database to a Diskette

Use the following steps to copy the development database to a diskette:

1. Start at the System Backup/Restore menu and select Backup Vector

2.

Database to Diskette.
Insert a diskette into disk drive 0 or 1 on the voice platform.
=>» NOTE:
If you want to back up vectors, but you have not yet formatted this

disk, press CANCEL (Fg to return to the previous menu and choose
the Format Floppy Disk option.

Enter UNIX or DOS inthe UNI X or DOS format: field to specify the
format of the diskette.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),
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4. EnterOorlintheDrive 0 or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

5. Press SAVE [F3).

Follow the instructions carefully and do not insert or remove diskettes until

you are prompted to do so.

=>» NOTE:
To back up the runtime database:

a. Back up the development database to diskette.

Select Restore Database from Current Run-Time to overwrite

the development database with the runtime database.

c. Perform your backup on a different diskette.

Backup/Restore Speech

7-50

Use this option, shown in Figure 7-28, to move speech phrases between talkfiles
and diskettes.

LUCENT TECHNWOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configuration
>System Administration

System Monitor

UNIX System

Exit

29, 1938
2 System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Speech Administration
Configurations

Restore Uector Database
Backup Uector Database to Flopp
>Backup/Restore S gl
Backup/Restore M
Backup/Restore T
Backup/Restore 3
Format Floppy Di
Restore Data fro
Backup Uerificat

This utility backs up or restores speech from floppy disk.

Talkfile:

Backup or Restore!

Backup Vector Phrases

Drive © or Drive 1: ©

Copy File from/t

Select speech Backup or Restore

[_HeLP QcHorces ll saue N (| canceL BReFRESH N |

Figure 7-28. Backing Up and Restoring Speech

Use the following steps to backup and restore speech:
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1. Start at the System Backup/Restore menu and select Backup/Restore
Speech.

2. Enter Backup or Restore in the Backup or Restore: field to specify
the activity you want to perform.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

3. Insert a diskette into disk drive 0 or 1 on the voice platform.
=>» NOTE:
If you want to back up speech, but you have not yet formatted this
disk, press CANCEL (Fg to return to the previous menu and choose
the Format Floppy Disk option.
4. Select one of the following four talkfiles:
« Vector phrases (for all languages)
=« Mil box phrases (for all languages)
»« 6100 (Standard Speech phrases for US English)
=« 6102 (Mailbox Standard Speech phrases for US English)

5. EnterOorlintheDrive O or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

6. Press SAVE (3.

Backup/Restore Mailbox Configuration

Use the following steps to move data between the database of mailbox
configuration settings and a diskette:

=> NOTE:
You must stop and then restart the voice system when performing this
procedure.

1. Start at the System Backup/Restore menu and select Backup/Restore
Mailbox Configuration.
The system displays the Backup/Restore Mailbox Configuration form.

2. Enter Backup or Restore in the Backup or Restore: field to specify
the activity you want to perform.

or
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Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

3. Insert a diskette into drive 0 or 1 on the voice platform.
=>» NOTE:
If you want to back up mailbox settings, but you have not yet

formatted this disk, press CANCEL (Fg to return to the previous menu
and choose the Format Diskette option.

4. EnterOorlinthe Drive 0 or Drive 1: field to specify which disk
drive to use.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

A CAUTION:
Restoring Mailbox Configuration will overwrite any existing mailboxes
and messages on your system.

5. Press SAVE (3.

Backup/Restore Time Zones Mapping

Use the following steps to backup and restore the time zone mappings:

1. Start at the System Administration menu and select

> System Backup/Restore

> Backup/Restore Time Zones Mapping

The system displays the Backup/Restore Time Zones Mapping menu

Figure 7-29).
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LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configquration
>System Administration

System Monitor

UNIX System

Exit

30, 1998
2z System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Speech Administration

Survey Configurations

ore

ation

/Restore Time Zones Mapping

3 System Backup
Restore Uector Database

This utility backs up or restores time zones mapping to/from diskette/file.

Backup or Restore! Backup
Drive or File: Drive

Drive A or Drive B: A
Mapping filename: mapping.dat
Overwrite duplicate mapping: Yes

Enter "Backup” to backup the mappings or “Restore™ to restore them.

HELP [WCHOICES saUE N DIR | | W cancEL BREFRESH N |

Figure 7-29. Backup/Restore Time Zones Mapping
2. Enter Backup or Restore in the Backup or Restore: field to specify
the activity you want to perform.

3. Enter Drive or Fileinthe Dri ve or Fi el d: field to specify the location
of the time zone mappings.

or

Press CHOICES (/2 to choose from a list. Use the arrow keys to make a
choice and press (ENTER),

4. EnterAorBintheDrive A or Drive B field to specify the location of
the diskette.

5. Enter the name of the file in the Mappi ng fil enane: field.

6. Enter Yes inthe Overwrite duplicate mapping: field if the entries
from the diskette/file should overwrite the entries with the same key fields
that are currently in the database.

7. Press CLOSE (F3) to backup or restore the time zone mappings.

Backup/Restore Survey Configuration

Use the following steps to backup and restore the survey configuration:

1. Start at the System Administration menu and select System
Backup/Restore.
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2. Select Backup/Restore Survey Configuration.

The system displays the Backup/Restore Survey Configuration menu
(Figure 7-30).

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configuration
»System Administration

System Monitor

UNIX System

Exit

30, 1998
stem Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Speech Administration
Configurations

ore

ation

Restore Uector Database
Backup Uector Database to Flopp

Configurations

This utility backs up or restores survey configuration to/from floppy disk.

Backup or Restore:
Drive 8 or Drive 1!

Backup
4]

Copy File from/to Diskette

Enter “Backup™ to backup the configurations or “"Restore” to restore thenm.

HELP [CHOICES sSaUE I | | W concEL BREFRESH I |

Figure 7-30. Backup/Restore Survey Configuration
3. Enter Backup or Restore in the Backup or Restore: field to specify
the activity you want to perform.

4. EnterOorlinthe Drive 0 or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to choose from a list. Use the arrow keys to make a
choice and press (ENTER),

5. Press CLOSE (F3) to backup or restore the survey configuration.

Format Floppy Disk

Use this option to initialize a 3 1/2” high-density diskette that has not yet been
formatted. Diskettes need to be formatted only once.

Use the following steps to format a floppy disk:
1. Start at the System Backup/Restore menu and select Format Floppy Disk.
The system displays the Format Floppy Disk form.

2. Insert a diskette into disk drive 0 or 1 on the voice platform.
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3. Enter UNIX or DOS in the UNI X or DOS fornat: field to specify the
format of the diskette.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

4. EnterOorlintheDrive 0 or Drive 1: field to specify which disk
drive to use.

or
Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

=>» NOTE:
Whenever you format a diskette, you permanently erase its contents.

5. Press SAVE (3.

Restore Data from a Previous Version of Call
Center

Use this option to upgrade from an earlier version of Customer Assist to V7.0.
Before you upgrade your system and choose to restore data from your previous
version of Customer Assist, however, be sure to use your previous version to
back up vectors, speech, mailbox configuration and routing table data.

Options include:
= Restore Development Vector Database
= Restore Speech

= Restore Mailbox Configuration

Access Restore Data from a Previous Version
of Call Center
Use the following steps to access this menu:

1. Start at the System Backup/Restore menu and select Restore Data from
Previous Version of Call Center.

The system displays the Restore Data from Previous Version of Call Center
menu.

Restoring the Development Vector Database from a
Previous Version of Call Center

Use the following steps to restore the development vector database from a
previous version of Customer Assist:
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1. Start at the Restore Data from Previous Version of Call Center menu and
select Restore Development Vector Database.

The system displays the Restore Development Vector Database form.

2. Insert the diskette containing the data into disk drive O or 1 on the voice
platform.

3. Enter UNIX or DOS in the UNI X or DOS fornat: field to specify the
format of the diskette.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

4. EnterOorlinthe Drive 0 or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

5. Press SAVE [F3).
Restoring Speech from a Previous Version
of Customer Assist

Use the following steps to restore speech from a previous version of Customer
Assist:

1. Start at the Restore Data from Previous Version of Call Center menu and
select Restore Speech.

The system displays the Restore Speech form.

2. Insert the diskette containing the data into disk drive O or 1 on the voice
platform.

3. EnterOorlintheDrive O or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

4. Enter the talkfile number corresponding to the speech you want to restore
in the Tal kfil e: field.

Select one of the following talkfiles:
= 224 (Vector phrases)
= 242 (Mailbox phrases)
= 243 (Mailbox standard phrases)

= \ector Phrases
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= Mailbox Phrases

= 6100 Standard Speech: US English

= 6102 Mailbox Standard: US English
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

5. Press SAVE [F3).
=>» NOTE:
Phrases in talkfile 224 will be restored to talkfile 6104 and phrases in

talkfiles 242 will be restored to talkfile 6105, and phrases in talkfile
243 will be restore to talkfile 6102.

Restoring Mailbox Configuration from a
Previous Version of Customer Assist

Use the following steps to restore the mailbox configuration from a previous
version of Customer Assist:

1. Start at the Restore Data from Previous Version of Call Center menu and
select Restore Mailbox Configuration.

The system displays the Restore Mailbox Configuration form.

2. Insert the diskette containing the data into disk drive O or 1 on the voice
platform.

3. EnterOorlintheDrive O or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

4. Press SAVE (F3).

Backup Verification

Customer Assist provides you with a utility that allows you to make sure that your
backup was successful. Use this menu option to verify that you have successfully
backed up the following to diskette:

= Vector

= Speech
= Routing
« Mailbox
= Surveys
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Access Backup Verification Form
Use the following steps to access the Backup Verification form:

1. Start at the Customer Assist main menu and select

> System Administration

> System Backup/Restore

> Backup Verification

The system displays the Backup Verification form (Figure 7-31).

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configuration
»8ystem Administration

System Monitor

UNIX System

Exit

30, 1998
2 System Administration
Callback Messaqing Administration
Conversant Administration

Custom Call Routing Administration
Report Generation

Report Scheduling

Speech Administration

Survey Configurations

ore

ation

3 System Backup
Restore Uector Database
Backup Vector Database to Floppy Disk
Backup/Restore Speech

Backup/Restore Mailbox Configuration
Backup/Restore Time Zones Mapping
Backup/Restore Suruey Configuration
Format Floppy Disk

Restore Data from Previous Uersion of C
>Backup Uerification

Copy File from/to Diskette

Uerification

Database: Uector
UNIX or DOS format: UNIX
Drive @ or Drive 1: @

Enter the type of database to check.

HELP BCHOICES F | N canceEL BREFRESH i |

Figure 7-31. Backup Verification Form

Modify Backup Verification Form
Use the following steps to modify the Backup Verification form:

1. Enter the type of database for which you want to verify backup in the
Dat abase: field.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),
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2. Enter UNIX or DOS in the UNI X or DOS fornat: field to specify the
format of the diskette.

3. Insert the diskette into the disk drive.
4. EnterOorlintheDrive 0 or Drive 1: field to specify which disk
drive to use.

=>» NOTE:
The default drive is 0, but if the diskette is placed in drive 1, enter 1
in this field.

5. Press CLOSE (F3) to begin verifying the backup of the database.

Verifying Vector Database Backups

Use the following screen capture to help determine whether your backup was
successful.

_ILUCENT TECHNOLOGIES Customer Assist Care Center - Juli 27, 1998

“ruxr-xr-x 1 root sys 291 Jul 10 15:22 1998, var.list
> =rw-r--r-- 1 root sys 29 Jul 27 12:51 1998, vect.date
“ru-r--r-- 1 root sys 24908 Jul 27 10:18 1998, vect.db
“ru-r--r-- 1 root sys 4915 Jul 27 10:18 1998, vect.name
“ru-r--r-- 1 root sys 8 Jul 27 12:51 1998, vect.uname
| “rW-r-=-r-- 1 root sys 4 Jul 27 12:51 1998, vect.ver
“ruw-r--r-- 1 root sys 33104 Jul 27 10:18 1998, vectDIS.db

>

Press CANCEL to return.

[ N N [JPREUPAGE NEXTPAGER cancEL B N |

Figure 7-32. Verify Vector Backup Output

A successful backup contains numerous files, including a vect.db file. If the size
of the vect.db file is 0, the vector database that was backed up is empty.

Verifying Speech Backups

Use the following screen capture to help determine whether your backup was
successful.
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_ILUCENT TECHNOLOGIES Customer Assist Care Center - Juli 27, 1998

“ru-r--r-- 1 root sys 1892 Jul 27 13:44 1998, Speech.db
> =ru-r=-r-- 1 root sys 4 Jul 27 13:44 1998, Speech.ver
-ru-r--r-- 1 root sys 29 Jul 27 13:4% 1998, Speech.date
-ru-r--r-- 1 root sys 8 Jul 27 13:4% 1998, Speech.uname
“rw-r--r-- 1 root sys 15 Jul 27 13:44 1998, Speech.tkfile
—|-ru-r--r-- 1 root sys 5 Jul 27 13:44 1998, tkfile.list

>

Press CANCEL to return.

[ N N WPREUPAGE MEXTPAGER caNncEL @ N |

Figure 7-33. Verify Speech Backup Output

The output lists the contents of the diskette. The listing may be very large; the
size depends upon the number of phrases in the talkfile. The file list should
include five speech files and several speech phrase files. The speech phrase file
format is written as two numbers separated by a forward slash (for example,
6105/1000). The number before the slash is the talkfile where the phrase resides.
The number after the slash is the phrase number. The example above is for
talkfile 6105 and contains several phrases.

If the backup shows O files fitting this format, the talkfile does not have any
phrases recorded currently.
Verifying Mailbox Configuration Backups

Use the following screen capture to help determine whether your backup was
successful.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998

“ru-r=-r-- 1 root sys 98 Jul 27 13:52 1998, Mailbox.chkhrs
> =ruxXr=xr-x 1 root sys 98 Jul 27 13:52 1998,

Mailbox.ccbkhrs

“ru-r--r-- 1 root sys 9393 Jul 27 13:52 1998, Mailbox.dat

“ru-r--r-- 1 root sys 29 Jul 27 13:52 1998, Mailbox.date
—|-rW-r--r-- 1 root sys 42 Jul 27 13:52 1998, Mailbox.glob

“ru-r--r-- 1 root sys 8 Jul 27 13:52 1998, Mailbox.uname

1

'I “ru-r--r-- root sys 4 Jul 27 13:52 1998, Mailbox.ver

>

Press CANCEL to return.

[ N N WPREUPAGE MEXTPAGER caNncEL @ N |

Figure 7-34. Verify Mailbox Backup Output

The output lists the contents of the diskette. A successful backup contains
numerous files, including a mailbox.dat file. If the mailbox.dat file is of size 0, no
mailboxes are defined currently.

Verifying Custom Call Routing Backups

Use the following screen capture to determine whether your backup was
successful.

The file that must be on the diskette is the filename typed in at the administration
menu. If the size of this file is 0, the routing table has 0 entries in it currently.

=>» NOTE:
For Custom Call Routing, you can only save a file to DOS format.
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
5 Qutput

Uolume in drive /deu/rdsk/f0t has no label

Directory of /deu/rdsk/fot:/

s

ROCKCOAS 25 9-03-98 10:12a
1 File(s) 1457152 bytes free

>

Press CANCEL to return.

[ N N [JPREUPAGE NEXTPAGEN CancEL B B |

Figure 7-35. Verify Routing Table Backup Output

Copy File from/to Diskette

Select this option to copy files from a diskette to your hard drive, or from your
hard drive to your diskette.
Use the following steps to format a floppy disk:

1. Start at the System Backup/Restore menu and select Copy File from/to
Diskette.

The system displays the Copy File from/to Diskette form.

2. Enter DISK_TO_FILE or FILE_TO_DISK to choose the direction of the
transfer.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

3. Insert a diskette into disk drive 0 or 1 on the voice platform.

4. Enter the name of the file on diskette inthe Fi | e nane on di skett e:
field.
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5. Enter UNIX or DOS in the UNI X or DOS fornat: field to specify the

format of the diskette.
or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

EnterOorlinthe Drive 0 or Drive 1: field to specify which disk
drive to use.

or

Press CHOICES (/2 to select from a list. Use the arrow keys to make a
choice and press (ENTER),

Enter the name of the file on the hard drive inthe Fil e name on hard
dri ve: field.

Enter the name of the directory in the Di r ect ory nane: field.

Press SAVE (F3).

Variable Administration

To add or edit a variable name or remove a variable from the list of choices,
select one of the following options (shown in the Variable Administration menu in

Figure 7-36):

ADD NEW VARIABLE
REMOVE VARIABLE

The name of each variable you can edit (by highlighting the variable name
and pressing (ENTER)).

Access Variable Administration

Use the following steps to access the Vector Administration menu:

1. Start at the Customer Assist Administration main menu and select

> System Adm ni stration

>Vari abl e Adm ni stration

The system displays the Variable Administration menu|(Figure 7-36).
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LUCENT TECHNOLOGIES Customer Assi
1 Customer Assist Care Center
Call Uector Configuration
>Suystem Administration

Suystem Monitor

UNIX System

Exit

Uariable Administra
BADD NEW UARIABLER:EFA:ELLY

REMOUE UARIABLE 10}%data2
11%caller_num 111%data3
21%ci_value 121%datad
3i%ewt 131%datas
41%language 141 %udn
Si%num_dig_got 151%ani
Bi%num_tried 161 %phrase_num
TiZmatched 17i%gpos

181%minutes

8l¥return_vlu

st Care Center - July 27, 1998
stem Administration
Callback Messaging Rdministration
Conversant Administration
Custom Call Routing Administration
Report Generation
Report Scheduling
Speech Administration
Survey Configurations

tion re

191 %tenporary tion

201 %seconds

Select the item and press ENTER.

HELP B N ENTER [PREU-FRH

NEXT-FRMN CANCEL McMD-MENUN |

Figure 7-36. Variable Administration Menu

Adding a Variable

Customer Assist can accommodate

42 variables. It has 13 pre-set variables, and
you can add 29 custom variables with names up to 11 characters in length.

Use the following steps to add a variable name to the list:

1. Start at the Variable Administ

The system displays the Add

Press SAVE (F3).

Removing a Variable

ration menu and select ADD NEW VARIABLE.

New Variable form.

Enter a unique name for your variable in the Nane % field.

Use the following steps to delete variables from the system.

A CAUTION:
The first 13 variables may not

system will provide a warning
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1. Start at the Variable Administration menu and select REMOVE VARIABLE.
The system displays a list of variables.

2. Use the directional keys to highlight the name of the variable you want to
delete, or type its number.

3. Press MARK (2.
To remove more than one variable, return to step 2. To unmark a variable,
highlight its name and press MARK (F2 again.

4. Press (ENTER).

Editing a Variable

Use this option to change the name of a variable.

A CAUTION:

The first 13 variables may not be edited because they are used in actions or
templates. After changing the name of a variable, be sure to replace
occurrences of the old variable name in your vectors with the new variable
name, otherwise, the system will provide a warning prior to placing vectors
in service. Use the Vector Detail Report to determine which variables your
vectors use.

Use the following steps:

1.

Start at the Variable Administration menu and select the name of the
variable you want to administer.

The system displays the Edit Variable form.

. Type a new name.

Press SAVE (F3) to save your changes.

System Monitor

The system monitor keeps track of calls coming into Customer Assist.

See INTUITY CONVERSANT System Version 7.0 Administration,
585-310-591, for more information on the system monitor.

Access System Monitor

Use the following steps to access the system monitor:

1. Start at the Customer Assist Administration main menu and select
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> Syst em Moni t or

The system displays the System Monitor (Figure 7-37).

Calls Uoice Service Caller Dialed
Channel Today Service Status Input Digits
[¢] 0] *Foos
1 0] *Foos
2 0] *Foos
3 0] *0n Hook
4 0] *Foos
5 [¢] *Foos U
Gu @ BGM
Tv [¢]
8u [¢]
9u [¢]
10y <]
11u <]
] ]

Figure 7-37. System Monitor of Voice Channels

Column Descriptions

Table 7-1 defines each column that appears in the System Monitor.

Table 7-1. Column Descriptions for System Monitor

Field Description
Channel The monitored call came in on this channel.
Cal | s Today The number of calls that came in on this channel

Continued on next page
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Table 7-1. Column Descriptions for System Monitor — Continued

Field Description
Voi ce Service The name of the script or application.
Service Status The status of the script or application, as follows:

*On Hook = channel is on hook; O f hook =
channel is off hook; DI P (0 -34) = Data
Interface Process (DIP) is processing a transaction
on a certain channel; Tal ki ng = channel is
playing speech; Col | ect = channel is collecting
caller input; Local DB = channel is accessing
local database; CCA = channelis in process of call
classification; Tr ansf er = channel is transferring
call; Host = channel is linked to host; Codi ng =
channel is encoding voice; Di al i ng = channel is
dialing digits; * Pendi ng = channel is in a
transitory state; * Di agnose = channel is being
diagnosed; * MANOGCS = channel is manually out of
service; * FOOS = channel is in a facility
out-of-service state; * Nonex = channel is
non-existent; * Br oken = channel is broken;

*1 ni ting = channel is being initialized at system
start up; * UNKNOWN = channel is experiencing a
breakdown in communication

Cal l er Input Any touch-tone digits received from the caller.

Summary

While working through this chapter, you learned how to set up mailboxes,
configure surveys, administer routing tables, backup/restore your system, and
perform variable administration.

= SeelChapter 8,[“Reports”, for information on how to generate and
schedule reports.
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This chapter describes each report as well as the procedures for viewing,
printing, backing up, and saving them. You can view and print certain reports
from your web browser. Use this chapter to learn how to administer reports.

Reports Administration

Create Customer Assist reports from the Report Generation menu. Use these
reports to view the system configuration and how customers as well as agents
handle calls. For example, these reports can show how vectors are performing,
the number of messages in each mailbox, and the success rate of agent
callbacks.

View reports on screen or print them for your paper files. Certain reports can be
saved to a specified directory.

=> NOTE:
If you have the Apache Web Server and Web Based Report, you can view
the following reports via the web:
= Agent Callback Count
= Event Count
« Event Detail
= Message Download
= Message Log
= Routing Table
= Speech Space Available Test
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= Survey Report
= Traffic Report

= Transcription Detail

= Vector Usage

Access UNIX-Based Reports

8-2

Use the following steps to access the Report Administration menu from the

UNIX-based administration:

1. Start at the Customer Assist Administration menu and select

> System Adm ni stration

> Report Generation

The system displays the Report Administration menu (Figure 8-1).

Call Uector Configuration
>Suystem Administration
Suystem Monitor

UNIX System

Exit

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
2 System Administration

1 Customer Assist Care Center

Callback

Call Detail

Event Count

Event Detail

Message Count Report
Message Download Report
Message Log Report
Routing Table Report

Report Administration
s AT BT T VP T T d Speech Space Available Test

Uariable

Survey Report
Traffic Report
Transcription
Uector Map

Uector Profile Report

Uector Usage

Conversant Administration

Custom Call Routing Administration
>Report Generation

Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Messaging Administration

Administration

Detail Report

Select the item and press ENTER.

HELP B N ENTER [PREU-FRH

NEXT-FRMN CANCEL McMD-MENUN |

Figure 8-1. Reports Menu

Follow the instructions shown in the next sections for generating each
report. Reports output to the screen and do not print automatically.
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=>» NOTE:
Some reports may take more than three minutes to process if you
generate them during heavy traffic periods. Do not generate reports
during heavy traffic or else you will slow down voice processing
functions.

Access Web-Based Reports

Use the following steps to access the reports from your web browser:
1. Start the browser.

2. Enter the following URL in the URL Locator: http://<CONVERSANT
domain name>/cgi-bin/cccReports/cccReports

=>» NOTE:
Replace <CONVERSANT domain name> with the domain name of
your CONVERSANT.

The browser window displays the menu for web-based reports (Figure
8-2).

L Netonpe Costomer At Core Comter Fepors ] PAPEIESEN BNFILIEY me e

File Edit Wiew Go Bookmarks Options Diecton ‘window Help

Customer ] Select a report to display.
Assist Care
Center
Reports

Call Detail Report
Event Count Report
Event Detail Report
Wector Tzage Report
Traffic Report
Eeouting Table Report

Idessage Count Report

Agent Callback Count

Feport

Idessage Log Report

Transeription Detail

Feport

= Ideseage Download
Feport

= Zpeech Space
Available Report —

= Suwrvev Eeport

& Daily Campaign Load

Report

~rf=0)|  Document Done =7

Figure 8-2. Browser Window for Web-Based Reports
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Navigating Web-Based Reports

The browser window is divided into two frames. Use the left frame to select the
type of report you want to administer. Use the right frame to modify the form you
have selected.

Use the following steps to navigate web-based reports:

1. Click the report you want to administer. (See specific report headings for

report descriptions.)

The system prompts you to specify parameters.

. Click the down arrow next to each field for a list of valid options.

=>» NOTE:
To modify web-based reports, use the field definitions documented
for UNIX-based reports. However, use the procedures documented
in this section.

. Click Generate Reports.

The system displays the report in the right frame.

. To print a web-based report, select the print icon or File > Print Frame.

=>» NOTE:
If your browser does not support this action, see your browser’s
manual for more information.

=>» NOTE:
In order to print, your printer must be attached to your computer or
your computer must be configured so that all print jobs automatically
go to the network printer.

Agent Callback Count Report

Example

The Agent Callback Count Report lists the number of attempted agent callbacks
each hour as well as the number of successful and unsuccessful connections to
agents. Reports can be configured to print automatically once per day in the
format shown.

Use this report to determine how your agents and system are performing. For
example, are agents transcribing messages promptly? Are callback attempts
successful? This report can help determine whether or not your site is adequately
staffed for the number of agent callbacks that must be made each day.
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Access the Agent Callback Count Report Form
Use the following steps to access the Agent Callback Count Report form:

1. Start at the Report Administration menu and select

> Agent Cal | back Count Reports

When you select this report, you are prompted for the following:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
_Custoner Assist Care Center
Call Uector Configuration Callback Messaging Rdministration
>Suystem Administration Conversant Administration

Suystem Monitor Custom Call Routing Administration

UNIX System >Report Generation

Exit Report Scheduling
Speech Administration

4 Agent Callback Count Report Survey Configurations
System Backup/Restore

Day for Report: 07/26/98 Yariable Administration

»Agent Callback Count Report Speech Space Available Test

Call Detail Suruvey Report

Event Count Traffic Report

Event Detail Transcription Detail Report
Message Count Report Uector Map

Message Download Report Uector Profile Report
Message Log Report Uector Usage

Routing Table Report

Press CHOICES for a list of valid dates.

HELP [McHOICES W cLose | | | P concEL WREFRESH i ]

Figure 8-3. Agent Callback Count Report Form

Modify the Agent Callback Count Report Form
Use the following steps to modify the Agent Callback Count Report form:

1. Select the date of the report you want to modify in the Day f or Report:
field.

or
Press CHOICES (2 for a list of valid dates.

2. Press CLOSE (F3) to run the report.
The system displays the Agent Callback Count Report|(Figure 8-4).
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LUCENT TECHWOLOGIES Customer Assist Care Center - July 27, 1998
Call Vector Co
»System Adminis

System Monitor

UNIX System Customer Assist Care Center
Exit AGENT CALLBACK COUNT REPORT
— MACHINE MAME: thumper
FOR DAY ENDING 07/26/98
RUN Mon Jul 27 14:35:56 CDT 1998
Day for Report l
Hour Attempts Successful ¥Success Failed Busy A

>Agent Callback|===== ========-== —cc-c--co- cococoos soossssoos memsmssoooes
Call Detail 1]
Event Count 81
Event Detail gz
Message Count |03
Message Downlo |04
Message Log Re |05
Routing Table |06

[clololclcRoRo)
[clofoloRoRoRo)
[cRoloNoloNoNo)
[cRoloNoloNoNo)

Press the CANCEL function key to cancel.

| B} PRINT JPREUPAGE] NExTPAGE CANCEL I | |

Figure 8-4. Agent Callback Count Report

3. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.
4. To print press PRINT [F3).

=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANTAUDIX must be configured so that all print jobs
automatically go to the network printer.

Table 8-1 defines each column that appears in this report.

Table 8-1. Column Descriptions for Agent Callback Count Report

Column Description

Hour Starting hour for the group of
attempts (08 means 8:00-8:59 am)

Attenpts Number of agent callback attempts

Successf ul Number of agent callback attempts

that were successful
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Table 8-1. Column Descriptions for Agent Callback Count Report

Column Description

vsuccess Percent of total agent callback
attempts that were successful

Fail ed Number of agent callback attempts
that failed

Busy Number of agent callback attempts

that failed because the agent’s
telephone was busy

Call Detail Report

This report offers an at-a-glance summary of activity by call. Customer Assist
assigns Call ID numbers sequentially to incoming calls. Call ID number 1
corresponds to the first call received during the selected day.

=>» NOTE:
%caller num can also be passed as an argument via the Converse step or
by executing Customer Assist from other Script Builder applications, to link
multiple appearances of the same call in reports. (See[Appendix B}

“Reentering Customer Assist” for more information about administering this
capability.)
Example

Use this report when you first place vectors in service. Call the application and
review your progress in the report. This verifies that your configuration is correct.
Likewise, use this report to review the actual sequences your callers follow
through your call logic.

Access the Call Detail Report Form
Use the following steps to access the Call Detail Report form:

1. Start at the Report Administration menu and select

>Call Detail

When you select this report, you are prompted for the following:
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LUCENT TECHWOLOGIES Customer Assist Care Center - July 27, 1998

T Custoner Assist Care Conter
Call Uector Configuration Callback Messaging Administration
>8ystem Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling
Speech Administration
Survey Confiqurations
System Backup/Restore
Uariable Administration

Report Administration
Agent Callback Count Report Speech Space A[IKE]
»Call Detail Survey Report

1
Call Detail Report

Event Count Traffic Report| Day for Report: Today
Euent Detail Transcription | Caller ID(s): last

Message Count Report Uector Map Include Report Euent Detail: no
Message Download Report Uector Profile
Message Log Report Uector Usage

Routing Table Report

HELP McHoICES W close B | ENTER CANCEL BREFRESH | |

Figure 8-5. Call Detail Report form.

Modify the Call Detail Report Form
Use the following steps to modify the Call Detail Report form:

1. Select the date of the report you want to modify in the Day f or Report:
field.

or
Press CHOICES (2 for a list of valid dates.
2. Enter the type of calls you want described inthe Cal | er 1D(s): field.
« all —information on all calls
= last — information about the most recent call

= summary — a concise report of calls per port, percent of port
usage, and call duration in seconds for the time period selected.

Use a hyphen (-) to separate numbers in a range.

3. Enteryesinthel ncl ude Report Event Detail : field toinclude a list
of all CONVERSANT report events that interacted with the call in the order
they were activated (See|‘Event Detail Report’|on page 8-15 for more
information).

or
Enter the default value no to exclude this information.

Pressing CHOICES (2 allows you to cycle through yes and no responses.
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4. Press CLOSE (F3.

The system displays the Call Detail Report (Figure 8-6).

LUCENT TECHNWOLOGIES Customer Assist Care Center - August 06, 1998
1 1§ 5 CALL DETAIL REPORT

Status: normal call

C

>5

s Customer Assist Care Center

u CALL DETAIL REPORT

E MACHINE NAME: thumper
— FOR DAY ENDING Today
1 4 FOR CALL IDs: last

RUN Thu Aug 6 B8:53:52 CDT 1998

D

c

I

>C|Call: 2 Channel: 3

E|Start: B8:50:35 Thu Aug B6, 1998

E|Stop: B8:50:3T Duration: 2 sec.

M|Uectors: 000|161}

]

]

1]
Press the CANCEL function key to cancel.

I N

cenceL By R

Figure 8-6. Call Detail Report

5. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.

6. To print press PRINT (3).

=—>» NOTE:

In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-2|defines each column that appears in this report.
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Table 8-2. Column Descriptions for Call Detail Report

Column

Description

Cal |

Customer Assist assigns each call
that comes into the system an
identification number. It numbers
calls sequentially. It resets
automatically at midnight and starts
with the number 1.

Start

Time the call began

St op

Time the call ended

Vectors

Lists all Customer Assist vectors that
were activated for the call

Channel

Number of the port the call used

Dur ati on

The length of the call in seconds

St at us

The result of the call. See[Table 8-3

for possible results.

Event s

Optionally, this field appears on the
report when you enter yes in the

I ncl ude Report Event Detail:
field. (See[‘Event Detail Report”| on
page 8-15 for more information.)

% Ccc

Optionally, this field appears when

you summarize the report. It shows
the percentage of time the port was
occupied by callers.

SEG
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Optionally, this field may appear on
this report. It indicates a single call hit
a port, went back to the switch (or
potentially another application, in
which case it will come back on the
same port), and then went back to the
CONVERSANT on a different port.

The Call Detail Report would classify
that single call as two calls since it
uses two ports. To avoid this problem,
Customer Assist tracks that one call
as two segments in one call.
Therefore, the Call Detail Report also
classifies the call as a single call.
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Table 8-2. Column Descriptions for Call Detail Report — Continued

Column

Description

Vari abl e

Optionally, this field appears only
when you include the REPORT action
in your vectors and set the | ncl ude
Report Event Detail: fieldto
yes. It shows the vectors where the
REPORT action appeared and its
value.

Table 8-3 describes the entries that can appear in the St at us column.

Table 8-3. Call Status Entries for Call Detail Report

Call Status

Description

Cal I er hungup

The caller ended the call
prematurely.

Cal |l s exceeds |icense

Customer Assist could not process
the call because it was already
serving the maximum number of calls
allowed by your software licensing
agreement.

Data return to PBX

A DATA_RTN action caused call
control to revert to the switch.

Endl ess loop failure

The call appeared to be trapped in
an endless loop by passing from one
vector to another more than 100
times.

Exec script failure

The vector transferred call control to
a CONVERSANT application that it
could not execute.

Execut ed anot her scri pt

The vector passed call control to
another voice platform application.

I nt er nal

DI P error

An internal UnixWare operating
system or other problem inhibited a
data interface process from
responding.

Continued on next page
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Table 8-3. Call Status Entries for Call Detail Report — Continued

Call Status Description

M ssi ng vector The vector used a GOTO, MENU,
MSG_DROP, SCHEDULE, CHAN_
ASN, or SWITCH action to pass
control to a missing vector.

M c sei zed channel The system administrator or the
CONVERSANT system itself applied
a diagnostic maintenance process to
the channel during a call.

Nor mal Cal | The vector terminated the call with a
QUIT action.
Transfer call to PBX A TRANSFER action caused call

control to revert to the switch.

Vector error The vector passed control to another
vector that expected but did not
receive arguments or the vector
ended without a terminating QUIT
action.

Event Count Report

This report lists the values of all variables that you report on with the REPORT
action.

=>» NOTE:
To report the value of a variable as soon as the caller hangs up, include the
HANG_ACT actions in your application. Configure the HANG_ACT action to
move the application to a vector with the REPORT action. (See["HANG |
[ACT Action”] on page 5-30 for more information.)

Example

Your system requests caller input and places it in the %datal variable, which is
then saved in a database. This report allows you to view what each caller entered
for %edatal.

Did callers enter the correct information? If not, then your vector may not be
configured correctly. Use these reports to insure your vectors are correct.
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Access the Event Count Report Form
Use the following steps to access the Event Count Report form:

1. Start at the Report Administration menu and select

>Event Count Report

When you select this report, you are prompted for the following:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 30, 1998

1 Customer Assist Care Center
Call Uector Configuration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System »Report Generation

Exit Report Scheduling
Speech Administration
Survey Confiqurations
System Backup/Restore
Uariable Administration
Report Administration
Agent Callback Count Report Speech Sp
Call Detail Survey Re
>Event Count Traffic R
Euent Detail Transcrip
Message Count Report Uector Ma
Message Download Report Uector Pr
Message Log Report Uector Usage
Routing Table Report

]
Event Count Report

Day for Report: Yesterday

List by vector or variable: wuvector

Press CHOICES for a list of valid dates.

[_HeLP QcHorces Jf cLose Q| [ ENTER i CANCEL BREFRESH |

Figure 8-7. Event Count Report Form
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Modify the Event Count Report Form

Use the following steps to modify the Event Count Report form:

1. Select the date of the report you want to modify in the Day f or Report:

w

field.
or
Press CHOICES (2 for a list of valid dates.

Enter variable inthe Li st by vector or variabl e: field to list the
number of times each variable held each value in any Customer Assist
vector. Information in this report is not Customer Assist vector-specific. It
is sorted in descending order under the Count column in the report.

or

Enter the default value vector to list the number of times each variable
held each value in any Customer Assist vector. Information in this report is
also sorted in descending order under the Count column in the report by
vector number.

Pressing CHOICES (2 allows you to cycle through vector and variable
responses.

Press CLOSE (3.
The system displays the Event Count Report (Figure 8-8).

LUCENT TECHHOLOGIES Customer Assist Care Center - August 06, 1938
1 Customer Assist Careff 5 EUENT COUNT REPORT

>System Administration

Call Uector Confiqurat

Customer Assist Care Center
EUENT COUNT REPORT

System Monitor
UNIX System

Exit MACHINE NAME: cpthook
FOR DAY ENDING 10/23/97
4 Euvent Count RUN Fri Oct 24 15:50:40 CDT 13997
Day for Report: Today l
Cnt Vect Variable Ualue
List by vector or vari| --- ----  -----=------ =---- J
12 #dataz 111
Call Detail 8 2 %data2 112
>Event Count 12 %dataz 1897
Event Detail 12 %dataz 779
Message Count Report 10 2 %data3 1
Message Download Repor 12 %data3 2
Message Log Report 12 2 #%language 11
Routing Table Report 3 #datal 1

Press the CANCEL function key

to cancel.

L] | PRINT JPREUPAGH]

NEXTPAGER CANCEL I N |

Figure 8-8. Event Count Report by Vector

4.
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5. To print press PRINT (F3).
=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-4 defines each column that appears in this report.

Table 8-4. Column Descriptions for Event Count Report

Column Description

Cnt Number of times each variable was
populated with that value in that
vector

Vect Vector number where this variable
occurred

Vari abl e Name of the desired variable

Val ue Populated value of this variable

Cnt Number of times each variable was
populated with that value in that
vector

Event Detail Report

This report collects the following information whenever a Customer Assist vector
uses the REPORT action with a variable:

= Variable name and value

= Number of the Customer Assist vector reporting
= Time of the event

= Call ID number

Unlike the Event Count Report, which groups variables with common values, the
Event Detail Report documents every reported variable separately.

Example

These reports help you understand where callers are using your applications
successfully and where you might want to improve the scripts. Use this report in
conjunction with the Call Detail Report.

Issue 1 September 1998 8-15



Reports

Access the Event Detail Report Form
Use the following steps to access the Event Detail Report form:

1. Start at the Report Administration menu and select

>Event Detail Report

When you select this report, you are prompted for the following:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
_Custoner Assist Care Center
Call Uector Configuration Callback Messaging Rdministration
>Suystem Administration Conversant Administration

Suystem Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Uariable Administration

Report Administration
Agent Callback Count Report Speech Space Avail

Event Detail Report

Call Detail Suruvey Report

Event Count Traffic Report Day for Report: Friday
>Event Detail Transcription Deta| Variable: all
Message Count Report Uector Map

Message Download Report Uector Profile Report

Message Log Report Uector Usage

Routing Table Report

HELP [McHOICES W cLose | | ENTER cANCEL BREFRESH I |

Figure 8-9. Event Detail Report Form

Modify the Event Detail Report Form
Use the following steps to modify the Event Detail Report form:

1. Select the date of the report you want to modify in the Day for Report:
field.

or
Press CHOICES (2 for a list of valid dates.

2. Enter the name of the variable you want described or all in the
Vari abl e: field.

or
Press CHOICES (2 for a list of variables.
3. Press CLOSE (3.
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The system displays the Event Detail Report (Figure 8-10).

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998

1 Customer Asshy S EUENT DETAIL REPORT

Call Uector Co
>System Adminis

Suystem Monitor Customer Assist Care Center
UNIX System EUENT DETAIL REPORT
Exit MACHINE NAME: cpthook
FOR DAY ENDING 10/23/97
i_Event Det FOR UARIABLE(S): all
RUN Fri Oct 24 15:53:01 CDT 1997
Day for Report
Variable: l
Agent Callback i

Call Detail

Event Count call Time Uect Variable Ualue
>E::2;ggeéziit 14 17:06:01 15 lci_ualue 99
Message Downlo 14 17:07:57 15 %ci_value 99
Message Log Re Call Time Uect Uariable Ualue

Routing Table

Press the CANCEL function key to cancel.

S W oR T forcupace RN poce] cancel 8

Figure 8-10. Event Detail Report

4. Use PREVPAGE (3 and NEXTPAGE to scroll through the report.

5. To print press PRINT (F3).
=> NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-5 defines each column that appears in this report.

Table 8-5. Column Descriptions for Event Detail Report

Column Description

Cal | Identifying number of the current call

Ti me Time the caller reached the REPORT
action

Continued on next page
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Table 8-5. Column Descriptions for Event Detail Report — Continued

Column Description

Vect Number of the vector that is reporting
Vari abl e Name of the desired variable

Val ue Value of this variable

Message Count Report

This report includes the number of ready and saved messages in each mailbox.
Only mailboxes containing messages are included.

Example

This report enables you to check the number of outstanding messages, that is,
the number of messages that have not been transcribed. It also reports the
number of messages that have been transcribed for each mailbox.

Access the Message Count Report Form

8-18

Use the following steps to access the Message Count Report form:

1. Start at the Report Administration menu and select

> Message Count Report

When you select this report, you are prompted for the following:
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LUCENT TECHNOLOGIES Customer Rssist Care Center - July 27, 1998
_Custoner fssist Care Center
Ctall Uector Confiquration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling

Speech Administration

Survey Configqurations

System Backup/Restore

Variable Administration

Report Administration
Agent Callback Count Report Spe
Call Detail Sur
Event Count Tra
Event Detail Tra| Mailbox: all
>*Message Count Report Uec
Message Download Report Uector Profile Report T

Message Count Report

Message Log Report Uector Usage
Routing Table Report

HELP McHoices Wciose B | | M cencEL BREFRESHE @ ]

Figure 8-11. Message Count Report Form

Modify the Message Count Report Form
Use the following steps to modify the Message Count Report form:

1. Enter the number of the mailbox you want described or all in the
Mai | box: field.

or
Press CHOICES (2 to select from a list.
2. Press CLOSE (F3.
The system displays the Message Count Report|(Figure 8-12).

Issue 1 September 1998 8-19



Reports

LUCENT TECHMOLOGIES Customer Assist Care Center - August 06, 1998
1 Customer Assist Care Center 2 3 5 MESSAGE COUNT REPORT
Call Uector Confiquration Callback Messa

>System Administration Conversant Adm |Mail Box Status Total
System Monitor Custom Call Ro |======== ======== =====

UNIX System >Report Generat |1 READY 2
Exit Report Schedul
S h Adminis | 100 READY 1

Message Count Report

11 READY 1
Mailbex! all 111 READY 2 l
Agent Callback Count Report Speech Space Availa |[112 READY 10 I
Call Detail Survey Report
Event Count Traffic Report 12 READY 1
Event Detail Transcription Detai
>Message Count Report Uector Map 168 READY 1
Message Download Report Uector Profile Repeo
Message l.og Report Uector Usage 169 READY 1

Routing Table Report

Press the CANCEL function key to cancel.

W | PRINT WPREUPAGE] NEXTPAGEf CANCEL |

Figure 8-12. Message Count Report

3. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.

4. To print press PRINT [F3).
=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-6 defines each column that appears in the report.

Table 8-6. Column Descriptions for Message Count Report

Field Description

Mai | box Number given for mailbox
identification

St at us Status of the messages in the

mailbox. READY are any messages
that have not been marked as
SAVED. Deleted messages do not
appear.

Tot al Total number of messages of status in
the mailbox
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Message Download Report

This report shows a representation of messages left in a mailbox and the
properties they display. Only Data segments are included.

Example

Use the Message Download Report to move completed form entries to another
software program. For example, you can download form entries to a diskette or
file and then import them into a spreadsheet such as Excel. This report lets you
turn the data into meaningful records.

=>» NOTE:
The Surveys Report can perform this task as well.

Access the Message Download Report Form
Use the following steps to access the Message Download Report form:

1. Start at the Report Administration menu and select

> Message Downl oad Report

When you select this report, you are prompted for the following:
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Message Download Report
SEARCH CRITERIA:
Agent Callback Count Re Mailbox ID: all
Call Detail Day for report: all
Event Count Message status: all
Event Detail
Message Count Report DOWNLOAD SETUP:
>Message Download Report Field delimiter: |
Message Log Report Filename: messages
Routing Table Report Drive: A
|| cancEL WreFResH B

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
1 Customer Assist Care Center
Call Uector Configuration
>Suystem Administration

Suystem Monitor

UNIX System

Exit

27, 1998
stem Administration
Callback Messaging Rdministration
Conversant Administration

Custom Call Routing Administration
>Report Generation

Report Scheduling

Speech Administration

Survey Configurations

Figure 8-13. Message Download Report Form

Modify the Message Download Report Form

8-22

Use the following steps to modify the Message Download Report form:

1. Enter the number of the mailbox you want to download or all in the
Mai | box 1 D: field.

or

Press CHOICES (2 for a list of valid mailboxes.

2. Enter the date of the report you want to download or all in the Day f or

Report: field.
or
Press CHOICES (2 for a list of valid dates.

3. Enter Ready, Saved, or all in the Message St at us: field to indicate the

type of messages you want to download.
or

Press CHOICES (/2 for a list of message statuses.

4. Enter the character that will show the beginning or end of a Data segment

in the downloaded data fileinthe Fiel d Del i m ter: field.

or

Press CHOICES (2 for a list of delimiters.
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5. Enter a name for the file containing the message data you want to save to
diskette in the Fi | enane: field.

6. Enter A for the first drive or B for the second drive in the Dri ve: field.
7. Press CLOSE (3.
The system displays the Message Download Report (Figure 8-14).

LUCENT TECHNOLOGIES Customer Assist Care Center - Auqust 06, 1998

5 MESSAGE DOWNLOAD REPORT
Call Uector
>System Admi
System Moni Customer Assist Care Center
UNIX System MESSAGE DOWNLOAD REPORT

Exit MACHINE NAME: cpthook
FOR PERIOD ENDING 10/24/1997

RUN Fri Oct 24 15:57:47 CDT 1997

Mailbox HIR| I
Message number: 2 v
Agent Callb|Message date 1 10-21-1997 11:22:34
Call Detail |Message status! DELETE

Event Count|Segment :

Event Detai|Segment
Message Cou|Segment
>Message Dow|Segment
Message Log|Segment
Routing Tab|Segment

N FEwWwN -

Press the CANCEL function key to cancel.

I NEXTPAGEW CANCEL W B |

Figure 8-14. Message Download Report

8. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.

9. To print press PRINT (F3).
=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.
Use the following steps to download the Message Download Report:

1. Start at the Message Download Report form|(Figure 8-13)[and press
DOWNLOAD 4.

Table 8-7|defines each column that appears in this report.
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Table 8-7. Column Descriptions for Message Download Report

Column Description

Mai | box Name given for mailbox identification

Message nunber Number to identify a specific mailbox

Message date Date and time the message was left

Message Status Whether or not the message is ready
to be transcribed (Ready, Saved, or
Deleted)

Segnent 1-15 What was entered in the

corresponding message segments

Message Log Report

This report includes chronological information regarding Callback Messaging
activity. Enter the date, the mailbox, and the type of information to include in the
report, and Customer Assist responds with a chronological listing of each time it:

= Received a message dropped by a caller
= An agent saved a message

= Anagent deleted a message

Example

Use this report to find out how callers and agents are using Customer Assist.

Access the Message Log Report Form
Use the following steps to access the Message Log Report form:

1. Start at the Report Administration menu and select

> Message Log Report

When you select this report, you are prompted for the following:

8-24 Issue 1 September 1998



Reports Administration

LUCENT TECHNOLOGIES Customer Rssist Care Center - July 27, 1998
_Custoner fssist Care Center
Ctall Uector Confiquration Callback Messaging Administration
>System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling
Speech Administration
Survey Configqurations

System Backup/Restore

Variable Administration
Report Administration
Agent Callback Count Report Spe
Call Detail Sur
Event Count Tra| Day for Report: B7/26/98

Event Detail Tra| Mailbox: all

Message Count Report Uec| Enter type of data to report: all
Message Download Report Uec
>Message Log Report Uector Usage
Routing Table Report

Message Log

HELP McHoices Wciose B | | M cencEL BREFRESHE @ ]

Figure 8-15. Message Log Report Form

Modify the Message Log Report Form
Use the following steps to modify the Message Log Report form:

1. Enter the date you want described in mm/dd/yy format in the Day f or
Report: field.

or
Press CHOICES 2 for a list.

2. Enter the number of the mailbox you want described or all in the
Mai | box: field.

or
Press CHOICES 2 to select from a list.

3. Enter the status of the messages you want described in the Ent er type
of data to report: field.

= Message — messages left by callers
= Saved — messages saved by agents
= Deleted — messages deleted by agents
« all —all data types
or
Press CHOICES 2 to select from list.
4. Press CLOSE (3.
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8-26

The system displays the Message Log Report (Figure 8-16).

LUCENT TECHHOLOGIES Customer Assist Care Center - August 06, 19938
Call Uector Co
>System Adminis

System Monitor

UNIX System Customer Assist Care Center
Exit MESSAGE LOG REPORT
MACHINE NAME: cpthook
FOR DAY ENDING 10/23/97
FOR MAILBOX: all, TYPE: all
Day for Report RUN Fri Oct 24 15:59:26 CDT 1997
Mailbox: all
Enter type of Yl
Call Detail Type Time MailBx  HMsg# Chan
Event Count
Event Detail |Message 0g:33:03 am 111 20 [o]¢]
Message Count [Message 09:22:43 am 112 21 01
Message Downlo|Message 09:47:56 am 112 22 [o]¢]
>Message Log Re|Message 09:50:03 am 112 23 [o]¢]
Routing Table |Deleted 09:52:29 am 112 13 01

Press the CANCEL function key to cancel.

[ § B PRrRINT BPREUPAGE NEXTPAGEj CANCEL I | |

Figure 8-16. Message Log Report

5. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.
6. To print press PRINT (£3).

=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-8|defines each column that appears in this report.
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Table 8-8. Column Descriptions for Message Log Report

Column Description

Chan Port where this message was active

Mai | Bx Number given for mailbox
identification

Msg # Number given for message

identification. Messages are
numbered sequentially. The system
skips over numbers that are in use
until it reaches the maximum number
allowed. It then restarts numbering at
two.

Ti e Time message was dropped,
deleted, or saved

Type Type of event that occurred for each
message in the specified mailbox.
Event types include Message for
message drop, Del et ed for
message deleted, and Saved for
message saved.

Routing Table Report

This report displays the contents of a single routing table. Enter the name of the
routing table you want described and Customer Assist responds with a numerical
listing of:

= Values in the lookup (key) field with corresponding values in Dat a Fi el d
1 and Data Field 2.

Example

Your system is routing calls to the wrong extension; it is not making the correct
associations. Look at the routing table to determine whether you have entered
the correct data.

Access the Routing Table Report
Use the following steps to access the Routing Table Report:

1. Start at the Report Administration menu and select
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>Routing Tabl e Report

When you select this report, you are prompted for the following:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998

1 Customer Assist Care Center 2 System Administration

Call Uector Configuration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling
Speech Administration

4 Routing Table Report Survey Configurations
System Backup/Restore

Routing Table Name ! Uariable Administration

Agent Callback Count Report Speech Space Available Test

Call Detail Survey Report

Event Count Traffic Report

Event Detail Transcription Detail Report
Message Count Report Uector Map

Message Download Report Uector Profile Report
Message Log Report Uector Usage

>Routing Table Report

Please enter the routing table name followed by the Enter or Return key.

HELP McHoices Wciose B | ENTER CANCEL BREFRESH |

Figure 8-17. Routing Table Report Form

Modify the Routing Table Report Form
Use the following steps to modify the Routing Table Report form:

1. Enter the name of the routing table you want described in the Rout i ng
Tabl e Nane: field.

or
Press CHOICES 2 for a list of valid table names.

2. Press CLOSE (3.
The system displays the Routing Table Report|(Figure 8-18).
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1938
r i ROUTING TABLE REPORT

Customer Assist Care Center
ROUTING TABLE RockCst
- MACHIWE NAME:! cpthook

RUN Fri Mar 13 14:24:14 CST 1998

Total number of records : 5

LOOKUP FIELD DATA 1 FIELD DATA 2 FIELD
Andreuws 2155
Beart 2121
Carts 2176
Rodgers 2190
Smith 2789

Report is truncated to fit screen. Press the CANCEL function key to cancel.

I PREUPAGE NExTPrGEf CANCEL l  f ]

Figure 8-18. Routing Table Report

3. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.
4. To print press PRINT

=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT

or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-9 defines each column that appears in this report.

Table 8-9. Column Descriptions for Routing Table Report

Column Description

Lookup Field Value you assigned to this field.
Data 1 Field Value you assigned to this field.
Data 2 Field Value you assigned to this field.

Speech Space Available Test Report

This report gives the hard drive’s storage capacity for speech.
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Example

Use the Speech Space Available Test to determine whether adequate disk
storage space remains for all types of recorded speech.

Access the Speech Space Available Test Report
Use the following steps to access the Speech Space Available Test Report:

1. Start at the Report Administration menu and select

> Speech Space Avail abl e Test

The system displays the Speech Space Available Test (Figure 8-19).

LUCENT TECHWOLOGIES Customer Assist Care Center - July 27, 1998
4 SPEECH SPACE AVAILABLE

Call Uecto
>System Adm
System Mon| Report on speech space in /home2/ufs/talkfiles
UNIX Syste | s»xxCurrently, there is space available in the file system.
Exit There are 11017 speech blocks of 18K each available,
over the minimum limit of 408.
This means there are approximately 734 minutes of speech storage
available for recording announcements or taking messages.

----- TEST PASSED----- I

Agent Call
Call Detai
Event Coun
Event Deta
Message Co
Message Do
Message Lo
Routing Ta

Press the CANCEL function key to cancel.

S B F TEEE cncee g .

Figure 8-19. Speech Space Available Test Report

If the screen displays - - TEST FAI LED - -, you must delete
unnecessary speech. Use the following steps to delete unnecessary
speech:

a. Check every application for unnecessary speech. Delete any
unnecessary phrases using Speech Administration.

b. Delete any unnecessary messages.

2. To print press PRINT (£3).
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=—>» NOTE:

In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Survey Report

This report provides information on the type of input callers left in mailboxes.
(See|"Overview of Surveys”|on page 1-25 for more information.)

Example

You want to view the data information callers leave in mailboxes. The report
provides you with an interface that makes the data readily accessible.

Access the Survey Report
Use the following steps to access the Survey Report:

1. Start at the Report Administration menu and select

> Survey Report

When you select this report, you are prompted for the following:
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LUCENT TECHWOLOGIES Customer Assist Care Center - July 27, 1998

T Custoner Assist Care Conter
Call Uector Configuration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling
Speech Administration
Survey Configurations
System Backup/Restore
Uariable Administration
Report Administration
Agent Callback Count
Call Detail
Event Count
Event Detail
Message Count Report
Message Download Repo
Message Log Report
Routing Table Report

Survey name:

Date: Today
Display Report or Data file: Report

NOTE: The output will be placed in
Jusr/spanlink/ccc/0BJECTS/REPORT /data/survey file

Enter the survey name.

HELP McHoices Wciose B | ENTER CANCEL BREFRESH |

Figure 8-20. Survey Report Form.

Modify the Survey Report Form
Use the following steps to modify the Survey Report form:

1. Enter the name of the survey you want described in the Sur vey Nane:
field.

Press CHOICES (72 for a list of valid survey names.
2. Enter the date you want described in the Dat e: field.
Press CHOICES (/2 for a list of valid days.

3. Enter Report or Data in the Di spl ay Report or Data File: field to
indicate how the report should display.

Press CHOICES (72 to cycle through responses. The next two sections
explain the difference between the report format and the data file format.
(See|“‘Examples of Surveys” on page 1-25 for more information about
survey types.)

4. Press CLOSE (3.

Report Format

If you choose Report, the report displays as follows:
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LUCENT TECHNOLOGIES Customer Assist Care Center - Seitember 09, 2000

Call Uect
>System Ad
System Mo Customer Assist Care Center

UNIX Syst Survey Examplelurvey

Exit MACHINE NAME: UNIX_SU

RUN Sat Sep 09 14:28:20 CDT 2000

Uery Pleased Satisfied Unsatisfied
Pleased w/ URU 6 2 2
Ul
Agent Cal Uery Pleased Satisfied Unsatisfied
Call Deta|Pleased w/ Service 5 3 2
Event Cou
Euent Det Uery Pleased Satisfied Unsatisfied
Message C|Agent Khowledge S S 2]
Message D
Message L Uery Pleased Satisfied Unsatisfied
Routing T|OQuerall 5 4 1

Press the CANCEL function key to cancel.

N N DRINT JPREUPAGEH] NEXTPAGEM CANCEL I N |

Figure 8-21. Survey Report, Report format

Use PREVPAGE (F3) and NEXTPAGE to scroll through the report.
5. To print press PRINT (£3).
=> NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.
Data File Format

Read the section below that corresponds to the Summari ze t he data?: field
setting to determine how your data file will appear. Use the steps below to
determine the Sunmari ze t he dat a?: field setting:

1. Start at the Customer Assist main menu and select

> System Adm ni stration

> Survey Configurations

> <Survey nane>
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2. Read the entry that appears in the Data File section for the Sunmari ze

t he dat a?: field.

= If this field is set to “Yes,” see “Summarize the Data?: Field is Set to
“Yes”” on page 8-34.

= If this field is set to “No,” see “Summarize the Data?: Field is Set to

“No”” on page|8-35.]

Summarize the Data?: Field is Set to “Yes”. Read this section if the Sumrari ze
t he dat a?: field setting is “Yes.”

Read the first bullet below for more information on how to read a data file. Next,
read the bullet that corresponds to the | ncl ude Message | nformation?:
field setting to determine how your particular data file will appear. Use the steps

in|“Data File Format”|on page 8-33 to determine the | ncl ude Message

I nf or mat i on?: field setting.

Include Message Information?: field is set to “Data”

When this field is set to “Data,” the data file appears as follows:
O
2,1,2,1,,,,,,, 0000,

Each record (or horizontal row) has 15 values that correspond one-to-one
with the message segments (the maximum number of segments a
message can have is 15). Each value is data entered by the caller. In the
example above, the last 11 values are empty. Each value in a record is
separated by the delimiter defined in the Survey Configurations. An empty
record means:

— The segment is not used for that mailbox
— The segments is not defined as a data segment
— The caller did not enter a value for that segment
Include Message Information?: field is set to “Date”
When this field is set to “Date,” the data file appears as follows:
20000903, 111500,1,2,1,2,,,,,,,,,,,,
20000903, 120020, 2,1, 2,1, ,,,,,,.,, .,

Each record (or horizontal row) has 17 different values. The first value is
the date, which appears in YYYYMMDD (year-month-day) format, and the
second value is the time that the message was dropped, which appearsin
HH24MISS (time in 24-hour format-minute-second) format. The remaining
15 values are data entered by the caller.

Include Message Information?: field is set to “MsgNum”

When this field is set to “MsgNum,” the data file appears as follows:
1003,1,2,1,2,,,,, 55554,
1004, 2,1,2, 1,y yyssssss
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Each record (or horizontal row) has 16 different values. The first value is
the message number. The remaining 15 values are data entered by the

caller.

= Include Message Information?: field is set to “All”

When this field is set to “All,” the data file appears as follows:
1003, 20000903, 111500, 1, 2,1, 2, ,,, s s s s sy
1004, 20000903, 120020, 2, 1,2, 1, ,,, 1111y s

Each record has 18 different values. The first value is the message
number. The second value is the date, which appears in YYYYMMDD
(year-month-day) format, and the third value is the time that the message
was dropped, which appears in HH24MISS (time in 24-hour
format-minute-second). The remaining 15 values are data entered by the

caller.

Summarize the Data?: Field is Set to “No”. Read this section if the Sunmari ze

t he dat a?: field setting is “No.”

If this field is set to “No,” Customer Assist does not use the | ncl ude Message
I nf ormati on?: field to determine the layout the data file. Instead, the report

appears as follows:

LUCENT TECHNOLOGIES Customer Assist Care Center - September 09, 2000
L5 Dbata _ _ jlustem Administration

1003,20000909,141238,1.2,2.2.....22424» Messaging Administration
1004,20000909,1H1247,3,1.1,1,,...:54534> nt Administration
1005,20000909,141320,3,3.2,3.,,:1:5533» all Routing Administration
1006,20000909,141330,1,1.2,1,..,.::5533> eneration
1007,20000909,141339,1.,3.1,2....::5513> cheduling

1008,20000909, 141347,2,2.2,2. ., 21535533 dministration
1009,20000909,141355,1.,2.2,1..,.::5533> onfigurations
1010,20000909,141403,2,1.1,2,...::5533 ackup/Restore
1011,20000909,141411,1,1.1,1,,,..05534> Administration
1002,20000909,141228,1,1.,1

Data file: Data

ill be placed in
OBJECTS/REPORT /data/survey file

ExampleSurvey

Today

Press the CANCEL function key to cancel.

B N PrINT JPREUPAGH NExTPAGER CANCEL Il B |

Figure 8-22. Survey Report, Data format
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Summarize the Data?: Field is Set to “Yes”. Read this section if the Sumari ze
t he dat a?: field setting is “Yes.”

When the Sunmari ze t he dat a?: field is set to “Yes,” Customer Assist can
only display single digits entries that are from 0 through 9. For example,
Customer Assist views a telephone number as a single number, and, because
the telephone number is greater than 9, it cannot be displayed. This report shows
you the data entered by the caller for segments 1 through 15.

Traffic Report

This standard CONVERSANT report documents, by channel, the number of calls
handled and their length. Enter the period of time you want described and
Customer Assist responds with:

=« Channel

= Hourly period

= Number of calls (to all CONVERSANT applications)
= Average hold time

= Percentage of total channel capacity used

Example

This report provides voice channel traffic analysis to let you view the number of
people who accessed your system.

Access the Traffic Report
Use the following steps to access the Traffic Report:

1. Start at the Report Administration menu and select

>Traffic Report

When you select this report, you are prompted for the following:
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LUCENT TECHNOLOGIES Customer Rssist Care Center - July 27, 1998

_Custoner Assist Care Center
Call Uector Configquration Callback Messaging Administration
»System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling
Speech Administration
Suruvey Confiqurations
System Backup/Restore
Uariable Administration
Report Administration
Agent Callback Count Report Speech Space Availabl
Call Detail Survey Report
Event Count >Traffic Report
Event Detail Transcription Detail
Message Count Report Uector Map
Message Download Report Uector Profile Report
Message Log Report Uector Usage
Routing Table Report

1
Traffic Report

Day for Report: 07/26/98
Hours: all
Summarize Data! no

HELP McHoICES W close B | ENTER CANCEL BREFRESH | |

Figure 8-23. Traffic Report Form

Modify the Traffic Report Form
Use the following steps to modify the Traffic Report form:

1. Enter the date you want described in mm/dd/yy format in the Day f or

Report: field.

or
Press CHOICES 2 for a list.
=>» NOTE:

Because the Traffic Report provides a summary of a full day’'s
activities, this report option is not available until after midnight for
any day. Today is not a valid option.

2. Enter the hour of the day you want described, a range of hours, or all in
the Hour s: field.
Use a hyphen (-) to separate hours in a range.

3. Enter yes to summarize the data or no to exclude this information in the
Sunmari ze Data: field.

or
Press CHOICES (/2 to cycle through yes and no responses.
4. Press CLOSE (3.
The system displays the Traffic Report|(Figure 8-24).
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LUCENT TECHNOLOGIES Customer Assist Care Center - August 06, 1998
5 TRAFFIC REPORT

Call Uect
>System Ad TRAFFIC REPORT

System Mo For the Period 12 am to 11 pm
UNIX Syst
Exit Average
Channel Period Calls Hold Time % Occ
3 08:00am - 09:00am(08/05) 4 0137 L}
Totals: 4 B:37 L} I

Agent Cal
Call Deta
Event Cou
Event Det
Message C
Message D
Message L
Routing T

Press the CANCEL function key to cancel.

| N ) PRINT JPREUPAGE NEXTPAGEH] I .

Figure 8-24. Traffic Report

5. Use PREVPAGE (4 and NEXTPAGE to scroll through the report.

6. To print press PRINT (£3).
=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-10 defines each column that appears in this report.

Table 8-10. Column Descriptions for Traffic Report

Column Description

Average Hold Tine Average time the application was
active on the channel for that period

Calls Number of calls to all CONVERSANT

applications during the specified
period for the port

Channel Specific port call came through on

% Qcc Percentage of time that the port was
occupied by callers

Peri od Hourly period reported
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Transcription Detail Report

This report lists all callbacks received by agents and/or transcription by agents. It
gives detailed information about attempts to deliver callback messages and to
retrieve messages for transcription.

Example

Use this report to determine the reason callback activity is not as timely as you
desire or callback or voice form transcription activity is not as efficient as you
desire. Use this report to determine whether the times your agents are able to
return calls are consistent with those you desire.

Access the Transcription Detail Report

Use the following steps to access the Transcription Detail Report:

1. Start at the Report Administration menu and select

>Transcription Detail

Report

When you select this report, you are prompted for the following:

Report Name
Description
Day for Report

COLUMN DISPLAY
Type

Mailbox

Message Number

Start Time

Launch Time

Stop Time

Data 1

Data 2

Data 3

Data 4

Agent Action
Type

Conf Time Expired

LUCENT TECHWOLOGIES Customer Assist Care Center - July 27, 1998
4 Transcription Detail Report

TRANSCRIPTION DETAIL REPORT Print Automatically ! N

Report for Transcription Detail

Today

Title Display Col Width Format

Hailbox a_ 8 LEFT JUSTIFY
Hesgqlum 1 4 RIGHT JUSTIFY
Start Time 2 8 HH24 1M :55
Launch Time 3 8 HH24:MTI:SS A
Stop Time 4 8 HH24 :MI :55
Data 1 5 10 LEFT JUSTIFY
Data 2 6 10 LEFT JUSTIFY
Data 3 I 8 LEFT JUSTIFY
Data 4 N 10 LEFT JUSTIFY
CTE 9 3 LEFT JUSTIFY
AgtAct 1@ 3 LEFT JUSTIFY
Type 11 4 LEFT JUSTIFY

| J W PRINT WPREUPAGE NEXTPAGEf CeNCEL | |

Figure 8-25. Transcription Detail Report Form
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2. Press NEXTPAGE and PREVPAGE (F4) to scroll through the pages.

Modify the Transcription Detail Report Form

Use the following steps to modify the Transcription Detail Report form:

1. Use Table 8-11 to complete the Transcription Detail Report form.

For field names with an asterisk (*), you can press CHOICES (F2) for a list of
valid choices. On the CHOICES list, highlight your choice and press
to fill in the field automatically.

Table 8-11. Transcription Detail Report Form Fields

Field Description Valid Inputs Default
Report Name Name of the report Up to 30 TRANSCRIPTION
characters DETAIL REPORT
Pri nt Y to generate and print Y orN Y
Aut omati cal | y*  the report automatically
once each day, N to
generate and print
manually only
Description Description of report Up to 50 Report for
characters Transcription
Detail
Day for Date of report to Today or date Current date
Report * generate within the last 7

days in MM/DD/YY

format or leave
blank

Colum Title
(12 fields)

Title for each column
type. The titles you
enter here will appear at
the top of each column
in the report. Two lines
are available for titles.

Up to 20
characters

8-40
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|

Table 8-11. Transcription Detail Report Form Fields — Continued

Field

Description

Valid Inputs Default

Col um
Di spl ay* (12
fields)

Controls how the
column will be
displayed.

(N) Column will not
display

(0) Column title will
appear above a group
of records with the
same value for that
column

(1-12) Display order

N, 0-12

Col un$m Wdth

The width of the column
in the report. (NOTE: If
the number of
characters in the
column title is greater
than twice the value in
this field, then the
excess will be
truncated.)

Two digits

Col umm For nat *

The display format for

the column in the report.

Refer to Display
Format list (press
CHOICES (7).

Sorting
Condi ti ons*

Enter up to six column
types (not titles) by
which to sort the
columns. The report will
sort first by the first type
you list here, second by
the second type, etc.
Valid column types
appear under COLUWN
DI SPLAY: Typeonthe
first page of the
Transcription Detail
Report form. You can
also press CHOICES
for a list of valid column

types.

Valid column types  Mailbox
are: Start Time

Mailbox, Message
Number, Start
Time, Launch Time,
Stop Time, Data 1,
Data 2, Data 3,
Data 4, Conf time
exp, Agent action,

Type

Continued on next page
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Table 8-11. Transcription Detail Report Form Fields — Continued

Field Description Valid Inputs Default
Sorting Enter the sort Refer to None
For mat * Conversion Format. For  Conversion Format
example, to sort by Start  list (press
Time hours, use HH24. CHOICES ().
Range Using the Range Valid column types  None
Sel ection Selection fields, you are:
Col um Type* can select'a set of Mailbox, Message
values to view for
: Number, Start
particular columns. ) .
Enter the column type Time, Llaunch Time,
(not title) here. You can Stop Time, Data 1,
enter a column type Data 2, Data 3
. Data 4, Conf time
more than once to view :
exp, Agent action,
a range of values. For
. Type
example, to view all
message numbers
between 200 and 300,
enter Message Number
> 200 and Message
Number < 300
Range Enter the operand I= (equal to); < None
Sel ection expressing the relation (less than); >
Operator* to the value. (greater than); <=
(less than or equal
to); >= (greater
than or equal to)
Range Enter a value Up to 20 None
Sel ection corresponding to the characters (NOTE:
Val ue column type. Agent action
values must be
expressed in digits.
See Agent Action in
Range Enter the range Refer to None
Sel ecti on selection value Conversion Format
For mat * conversion format. For list (press
example: Start Time >=  CHOICES (F2).
08:00 HH24:MI selects
records whose start
time is at or after 8 a.m.
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2. When you finish the Transcription Detail form or import a saved version of
the form, press VIEW 3.

The system displays the Transcription Detail Report (Figure 8-26).

LUCENT TECHNWOLOGIES Customer Assist Care Center - Houember 13, 1937

5 Transcription

Customer Assist Care Center

TRANSCRIPTION DETAIL REFORT

MACHINE NAME : cpthook

RUN Thu Nov 13 10:46:27 CST 1997
Mesq Start Launch Stop Data 1 Data 2 Data 3 CTE Agt Type
Num Time Time Time Act
Mailbox @ 112
198 10:21:55 10:25:23 9712175 No Abn Trn
190 10:26:15 10127128 9712175 No Abn Trn Uyl
186 17:11:43 1713124 9712175 No Abn Trn
190 17:21:45 17122136 9712175 No Abn Trn
Mailbox : 168
196 10:30:22 19137110 9712175 No Skp Trn
196 10:37:59 10:40:28 9712175 No Skp Trn
Mailbox @ 281
197 10:41:46 10142122 2175 No Skp Trn
Mailbox 1 4

Report is truncated to fit screen. Press the CANCEL function key to cancel.

[ § | PRINT BPREU-FRM EXT-FRM I

Figure 8-26. Transcription Detail Report
3. To print press PRINT (F3).

=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT
or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-12|defines each column that can appear in the Transcription Detail
Report (configurable).
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Table 8-12. Column Descriptions for Transcription Report

Field

Description

Mai | box

Name given for mailbox identification

Message Nunber

Number given for mailbox
identification

Start Tine

Date and time agent received
callback

Launch Ti ne

Time agent launched call (blank if no
call launched)

Stop Tine

Time the system released the call or
the time the agent hung up (if agent
hangs up before the system releases
the call). To determine whether the
system or agent released the call,
check the Conf er ence Ti ne entry.

Data Field 1

First data field

If callers error out of a data segment
to a record segment, the relationship
of the data fields to the segment in
the report may not be the same for
different messages in the same
mailbox.

Data Field 2

Second data field

Data Field 3

Third data field

Data Field 4

Fourth data field

Conf erence Time Expired
(CTE)

Y if the agent remained on the line
until the system released the call.

N if the agent hung up before the
system released the call or if the
agent pressed *99 to classify the call.

Agent action (Agt Act)

The action taken by the agent: 2
(Deleted); 3 (Saved); 4 (Launched &
Deleted); 5 (Launched & Saved); 6
(Forward); 7 (Schedule); 8 (Skip); or 9
(Abandoned, Agent hung up).

Type

How agent got to the message: C
(Callback); T (Transcription).
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You can specify a number of formatting elements in the report, including:
= Report name
= Column width
= Report description
= Column display format
= Column titles
= Sorting conditions
= Column order
= Range selection

In addition, you can set the report to print automatically once per day (Y or
N) or run reports manually by selecting the date you want described.

These options appear in the Transcription Detail Report form|(Figure 8-25
on page 8-39) that appears when you select the Transcription Detail
Report from the Report Generation menu.

If the report is set to be generated automatically every night, then it is
generated based on the range selection. However, if a date range
selection is not specified, the system will use the date from across multiple
days. To generate a report for the current date:

1. Setthe Col unm Type to a date column type.
2. Setthe Operator to=.
3. Set Val ue to sysdate.

=>» NOTE:

The previous day can be obtained using sysdate - <number
of days>. For example, yesterday would be sysdate - 1.

Vector Mapping Report

This report serves as a troubleshooting tool by charting the paths calls can take
through Customer Assist. Enter the specific vector, channel, or VDN where the
trace should begin, and Customer Assist responds with:

= Road map of vector actions and paths to other vectors

Example

Before you place your development database vectors into service, use this
report to forecast the integrity of vectors, such as how channels will respond to
calls or how the system will handle calls from specific VDNs.
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Access the Vector Mapping Report

Use the following steps to access the Vector Mapping Report:

1. Start at the Report Administration menu and select

>Vect or Mappi ng Report

When you select this report, you are prompted for the following:

LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
_Custoner Assist Care Center
Call Uector Configuration Callback Messaging Rdministration
>Suystem Administration Conversant Administration

Suystem Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Variable Administration

Report Administration
Agent Callback Count Report Speech

Call Detail Survey

Euvent Count Traffic| Choose selection Criteria:! vector
Event Detail Transcr| Selection argument:! 0]

Message Count Report >Uector Database: DEUELOPMENT
Message Download Report Uector

Message Log Report Uector Usage

Routing Table Report

HELP [McHoIcES W closE | ENTER cANcEL JREFRESH I |

Figure 8-27. Vector Map Report Form

Modify the Vector Mapping Report

8-46

Use the following steps to modify the Vector Mapping Report form:

1. Enter Vector, Channel, or vdn in the Choose Sel ection Criteri a:

field to indicate the type of information to chart.
= Vector — charts possible paths from a vector
= Channel — traces the path from a channel
= vdn — scans the vector database for references to a specific VDN
or

Press CHOICES (2 to select from a list of choices.

2. Enter the vector number, port number, or VDN you want to use, or all in

the Sel ecti on Argunent: field.
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3. Enter DEVELOPMENT, RUNTIME, or PREV_RUNTIME in the
Dat abase: field to indicate the type of database that should be included
in the report. (See [‘Audit Vector Database”|on page 4-35 for more
information.)

= DEVELOPMENT — vectors currently being worked on
= RUNTIME — in-service vectors
= PREV_RUNTIME — vectors from the archive database
or
Press CHOICES 2 to select from a list.
4. Press CLOSE (3.

See [*Vector Profile Report”|on page 8-48 for more information on vector
action codes.

The system displays the Vector Mapping Report (Figure 8-28).

LUCENT TECHNOLOGIES Customer Assist Care Center - August 06, 1998
call U
>System
System Customer Assist Care Center
UNIX S UECTOR MAPPING REPORT
Exit MACHINE NAME: thumper

DATABASE! DEVELOPMENT

BY udn UALUE ©

RUN Thu Aug 6 10:23:26 CDT 1998
Choose
Select
Databa

B-0H-CH-CN-CN-CH-CN-CN-CH-CN-QT-}!
call D
Event
Event
Messag
Messag
Messag
Routin
Press the CANCEL function key to cancel.

B PRINT JPREUPAGERNE cTPacel canceL il ]

Figure 8-28. Vector Mapping Report

5. Use PREVPAGE (F4) and NEXTPAGE to scroll through the report.
6. To print press PRINT (F3).
=>» NOTE:
In order to print, your printer must be attached to the CONVERSANT

or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.
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In the example shown in|Figure 8-28,the setup vector (vector 0) uses the
GLOBAL action to reset all variables and prepare Customer Assist for the

incoming call. It uses the OFF_HOOK action to receive the incoming call.
It uses several CHAN_ASN actions to determine which Customer Assist
vector to activate.

= Vector 87 sends information to the switch and then quits.

Vector Profile Report

This report displays the contents of Customer Assist vectors. Enter the number of
the vector you want described and Customer Assist responds with:

» Customer Assist vector actions

= Comments and arguments associated with them

Example

Calls are not taking the correct path through vectors; callers are sent to the
wrong mailbox. Use this report to see how your vectors are performing and
where they are routing callers. This report allows you to review the contents and
interrelationships of the vectors.

Access the Vector Profile Report
Use the following steps to access the Vector Profile Report:

1. Start at the Report Administration menu and select

>Vector Profile Report

When you select this report, you are prompted for the following:
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>

LUCENT TECHNOLOGIES Customer Rssist Care Center - July 27, 1998
_Custoner Assist Care Center
Call Uector Configquration Callback Messaging Administration
System Administration Conversant Administration

System Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling

Speech Administration
Suruvey Confiqurations
System Backup/Restore
Uariable Administration
Report Administration
Agent Callback Count Report Speec

1
Uector Profile Report

Call Detail Surve

Event Count Traff| Include Uector Descriptions:! yes

Event Detail Trans| Include Uector Steps: yes

Message Count Report Uecto| Include Uector Arguments: yes

Message Download Report >Vecto| Uector(s): all

Message Log Report Uecto| Database: DEVELOPMENT

Routing Table Report

HELP McHoICES W close B | ENTER CANCEL BREFRESH | |

Figure 8-29. Vector Profile Report Form

Modify the Vector Profile Report Form

Use the following steps to modify the Vector Profile Report form:

1.

Enter yes inthe | ncl ude Vect or Descri ptions: field to include any
comments associated with actions.

Enter no inthe | ncl ude Vector Steps: field if you do not want to list
the actions Customer Assist vectors contain.

Enter no inthe | ncl ude Vect or Argunents: field if you do not want to
list the arguments associated with Customer Assist vector actions.

Enter the number of the Customer Assist vector you want described or all
in the Vect or (s): field.

Enter DEVELOPMENT, RUNTIME, or PREV_RUNTIME in the

Dat abase: field to indicate the type of database that should be included
in the report. (See[*Audit Vector Database”|on page 4-35 for more
information.)

= DEVELOPMENT — vectors currently being worked on
= RUNTIME — in-service vectors
= PREV_RUNTIME — vectors from the archive database
or
Press CHOICES (2 to select from a list.
Press CLOSE (3.

Issue 1 September 1998 8-49



Reports

The system displays the Vector Profile Report (Figure 8-30).

=>» NOTE:
If the system displays an error message informing you the report
contains too many lines to display, run the report for each vector
instead of ALL vectors.

LUCENT TECHNOLOGIES Customer Assist Care Center - August 06, 1998
5 UECTOR PROFILE REPORT

call U
>System
System Customer Assist Care Center

UNIX S UECTOR PROFILE REPORT

Exit MACHINE MNAME: thumper

DATABASE! DEUVELOPMENT

FOR UECTORs: all

RUN Thu Aug 6 10:25:36 CDT 13998

Agent

Call D|======== === == - - s emmmmmmem—mmmmmem e
Event |Uector: 0 Name: setup

Euent |Description! system setup vector

Messag | ——------------ - - oo oo mm-ooo—--------
Messag|Uector: 1 HName! Main Menu

Messaq|Description: Testing menu
Routin|-==-=-==-------mmmme e s mmmms s mmmm e

Press the CANCEL function key to cancel.

I N PREUPAGE] NExTPAGER ConcEL I B |

Figure 8-30. Vector Profile Report

Use PREVPAGE (4 and NEXTPAGE to scroll through the report.

Table 8-13 defines each column that appears in this report.

Table 8-13. Column Descriptions for Vector Profile Report

Field Description

Description Optionally, a description of the vector
Step 1 Path the vector took

Vect or Number given to identify the vector

7. To print press PRINT (3).
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=—>» NOTE:

In order to print, your printer must be attached to the CONVERSANT

or the CONVERSANT must be configured so that all print jobs

automatically go to the network printer.

Table 8-14 defines vector action codes.

Table 8-14. Valid Vector Action Codes

Vector Action Code

Vector Action

AD ADA _CALC

AN ANNOUNCE, DYN_ANNOU

cL CHG_LANG

CN CHAN_ASN

cv CONVERSE

DR DATA_RTN

DY DYNAMIC

EW EWT

EX EXECUTE, MSG_DROP, SPCH_ADMN,
TRANSRIBE

GD GET DIGT

GB GLOBAL

GP GET DIALP

GS GET_SPCH

SW GOTO, SWITCH

HU HANG_ACT

DB LOOK_UP

MN MENU

OH OFF_HOOK

QT QuUIT

RP REPORT

SD SCHEDULE

ST SET

NM SPEAK_NUM

XR TRANSFER
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Vector Usage Report

This report lists, by Customer Assist vector number, the number of times each
vector was used during the day you specify. Enter the identification numbers of
the vectors you want described and Customer Assist responds with:

= \ector name and number

= Number of times the vector was activated

Example

Use this report to determine how much callers use each service. For example,
you can track the number of times callers hear given messages in your voice
bulletin boards or the number of times callers leave messages for return calls by
mailboxes.

Access the Vector Usage Report Form
Use the following steps to access the Vector Usage Report form;

1. Start at the Report Administration menu and select

>\Vect or Usage Report

When you select this report, you are prompted for the following:
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LUCENT TECHNOLOGIES Customer Assist Care Center - July 27, 1998
_Custoner Assist Care Center
Call Uector Configuration Callback Messaging Rdministration
>Suystem Administration Conversant Administration

Suystem Monitor Custom Call Routing Administration
UNIX System >Report Generation

Exit Report Scheduling

Speech Administration

Survey Configurations

System Backup/Restore

Variable Administration

Report Administration
Agent Callback Count Report Speech Space Availabl

]
4 Uector Usage Report

Call Detail Survey Report

Event Count Traffic Report Day for Report: Yesterday
Event Detail Transcription Detail Uector(s): all

Message Count Report Uector Map

Message Download Report Uector Profile Report

Message Log Report >Uector Usage

Routing Table Report

HELP [McHoIcES W closE | ENTER cANcEL JREFRESH I |

Figure 8-31. Vector Usage Report Form

Modify the Vector Usage Report Form
Use the following steps to modify the Vector Usage Report form:

1. Enter the date of the report you want to view in the Day for Report:
field.

2. Enter the number of the Customer Assist vector you want described, a
range of numbers, or all in the Vect or (s) : field.

Use a hyphen (-) to separate numbers in a range.
3. Press CLOSE (3.
The system displays the Vector Usage Report|(Figure 8-32).
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Call Uector Co
>System Adminis
System Monitor
UNIX System
Exit

4 Uector Usa

Day for Report
Uector(s): al

Agent Callback Vect
Call Detail ----
Event Count
Event Detail
Message Count
Message Downlo
Message Log Re
Routing Table

NEFEWN—OD

LUCENT TECHNOLOGIES Customer Assist Care Center - August 06, 1998
1 Customer Assly 5 UECTOR USAGE REPORT

Customer Assist Care Center
UECTOR USAGE REPORT

MACHINE NAME: thumper

FOR DAY ENDING 08/05/98

FOR UVECTORS: all

RUN Thu Aug 6 10:27:06 CDT 1998

Name

setup

Main Menu

MB Actions
changelLanguage
Transfer

IUR apps

Press the CANCEL function key to cancel.

[ N W PRINT JPREUPAGH]

MEXTPAGER CncEL [l B |

Figure 8-32. Vector Usage Report

4. Use PREVPAGE (4 and NEXTPAGE to scroll through the report.
To print press PRINT (F3).

=—>» NOTE:

In order to print, your printer must be attached to the CONVERSANT

or the CONVERSANT must be configured so that all print jobs
automatically go to the network printer.

Table 8-15 defines each column that appears in this report.

Table 8-15. Column Descriptions for Vector Usage Report

Column Description

Vect Number given to identify the vector
Narme Vector name in the application
Count Number of times a vector was used

during the specified day

8-54 Issue 1 September 1998




Report Scheduling

Report Scheduling

Use this option to select reports to generate automatically and to define the
number of days to save information for reporting. Customer Assist generates

selected reports daily at midnight.

Although you may define specific parameters for reports generated on demand,
scheduled reports are generated using the standard settings shown in Table

8-16.

Table 8-16. Report Scheduling Field Settings

Report

Setting

Agent Callback Count

Included. No setting to define.

Call Detall

Caller ID(s): setting is summary

Include Report Event Detail: setting is
no

Vector Usage

Vectors: setting is all

Event Count

List by Vector or Variable: setting is
vector

Event Detail

Variable: setting is all

Message Count

Cannot be scheduled

Message Log

Cannot be scheduled

Routing Table

Cannot be scheduled

Speech Space Available Test

Not included in scheduled reports

Survey Report

Scheduled report is administered
from each Survey administration.

Traffic

Day for Report: setting is Yesterday
Hours: setting is all

Summarize Data: setting is no

Transcription Detail

Scheduled report is administered
from the Transcription Detail menu

Vector Profile

Not included in scheduled reports

Vector Map

Not included in scheduled reports
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Access Report Scheduler Form

Use the following steps to access the Report Scheduler form:

1. Start at the Customer Assist Administration menu and select

> System Admi ni stration

>Report Schedul i ng

The system displays the Report Scheduling Options form (Figure 8-33).

1 Customer Assist Care Center
Ctall Uector Confiquration
>System Administration
System Monitor

UNIX System

Report Scheduling

Time to Run Daily Reports:
Number of Days to Archive Data:

12

7

Run
Run
Run
Run
Run
Run
Run

Traffic Report:

Uector Usage Report:
Event Count Report:
Event Detail Report!
Call Detail Report!
Callback Count Report:
Survey Report:

Print Reports Automatically:

LUCENT TECHNOLOGIES Customer Assist Care Center - Jul
System Administration
Callback Messaging Administration
Conversant Administration

Custom Call Routing Administration
port Generation

27, 1998

ling
stration
urations
/Restore
nistration

HELP McHoices Wciose B |

ENTER CANCEL BREFRESH |

Figure 8-33. Report Scheduling Options Form

Modify Report Scheduling Form

Use the following steps to modify the Report Scheduling form:

1. Enter the time of day you want to generate reports in the Ti me to Run

Dai ly Reports: field.

2. Enter the number of days to save information collected for reporting
before deleting it from the disk in the Nunber of Days to Archive

Dat a: field.
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3. Enteryesinthe Print Reports Autonatically: field after each
report that should be generated automatically.

or

Press CHOICES (/2 to cycle through yes and no responses.

=>» NOTE:
When the system generates the Traffic Report automatically, it uses
the previous day’s data. For example, a Traffic Report generated at
11:50 pm on Tuesday contains information about calls received
between 12:00 am and 11:59 pm on Monday. The reports will print to
your default printer.

These reports print to the default printer physically attached to the
CONVERSANT with Customer Assist loaded. Customer Assist can
print these reports across a LAN. Check with your network
administrator.

4. Press CLOSE (3.

This saves your changes and returns you to the System Administration
menu.

Summary

Reports contain information that influences many business decisions. Use
Customer Assist reports to help manage your call center. While working through
this chapter, you learned about the reports generated by Customer Assist.
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The Agent and Customer Assist

This chapter instructs agents how to perform transcription and callbacks. It
includes callflows and a cheat sheet to help agents visualize the process.

Call Center Concepts

This section describes the meaning of transcription and callbacks.

Dial In Transcription

Transcription is the act of calling into the system and processing messages left
by callers. [Transcription”] on page 9-6 describes the procedures for retrieving
messages left by callers in mailboxes for transcription.

Callbacks

Depending on your set up, your system may perform the following types of
callbacks:

= Agent callbacks — the system delivers messages left by callers to agents
automatically.

= Customer callbacks — the system may either put you on hold and return
the customer’s call automatically, or recite the customer’s telephone
number so you can enter it manually.

“Callbacks” on page 9-66 describes the procedures for performing callbacks.
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Understanding This Chapter

This chapter provides the following three tools to help you understand
transcription and callbacks:

= Callflows appear on the left-hand side and illustrate what you will hear
when you call into the system or the system delivers callback messages to
you. They also illustrate how to respond when the system prompts you to
enter touch-tone information.

= Text appears on the right-hand side and is marked with numbered circles
that correspond to the numbered circles in the callflows. Use the text and
callflows simultaneously to understand how to perform transcription or
callbacks.

= A cheat sheet is located at the back of this chapter; it provides a
condensed view of the options available while in transcription and
callback mode.
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How to Read a Callflow

Start at the top of the callflow and work your way down to the bottom.

LABEL

<valid format>

D

‘ wqn wgn ‘;:37‘

‘51411

¢

Phrase text [variable type; variable name]

This symbol indicates the callflow is
beginning. For example, you have
called into the system for transcription
or the system has called you to deliver
a callback message.

This symbol indicates the call is
finished.

The text replacing “LABEL” indicates
the name of a new callflow that exists
within the current callflow, or where the
call is going next.

This symbol indicates the system is
waiting for your touch-tone input. If you
know what you must enter, you may
bypass the announcement or prompt
by entering the information. XXX
represents the type of activity that will
take place if you make an invalid entry.
<valid format> indicates the format

ou must use to make your entry. See
for more information.
This symbol indicates the system is
waiting for your touch-tone input. The
numbered options show where the
system routes you for each entry. If you
know what you must enter, you may
bypass the announcement or prompt

by entering the information. XXX
represents the type of activity that will

take place if you make an invalid entry.
Seefor more information.
This symbol indicates speech. The text
that replaces “Phrase text” is spoken
to you. The bracketed information is
also spoken to you; however, it is

variable information, such as the date
or time.
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This symbol indicates the action
¢ performed by the system. For

[ ~Non-speech action by the system

} example, retrieving messages.

Terminology

9-4

This section defines the terminology that appears in this chapter.

Agent — A person who interacts with customers who are calling into the
call center or are called by the system.

Conference call — The connection of three or more people (or the system)
into one phone conversation.

Hold — The system temporarily takes the agent out of the call without
disconnecting while it performs a callback to the customer.

Mailbox — A mailbox is a folder within the system that stores messages
left by callers.

Message — A recording left by a caller in a mailbox.

Segment — A message is divided into segments that collect information
or deliver information to callers. There are four types of segments: Data,
Recorded, Inform, and Scheduled. See[‘Segment Type"|on page 9-21 for
more information.

System administrator — The person responsible for setting up and
maintaining the system.

Timeout — The maximum amount of time that the application waits for the
caller to enter input. You have five seconds to enter your first digit and five
seconds between each additional digit.
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Transcription

This section describes the transcription process through text and callflows.

Cr>®

GET Please enter the mailbox ID, followed by
MAILBOX > the pound key.
That'san invalid
@ mailbox ID.
L On timeout the
1-6 Digits invalid error message

isnot spoken No  EXIT

[ AV lidate mailbox % ry?
lValid Yes

Y ou have reached the [mailbox name, if
exists] message transcription and review

script.
PA SS\iV ORD Good-bye.
Please enter your password, followed by v
the pound key. Oﬁ
END CALL
On timeout the
invalid error message
is not spoken
That'san invalid
password. Please try Input
again.
1-6 Digits
No
No
3rdtry? [« "Valid password?
Yes
Yes
A 4 v
GET
MESSAGE
COUNT
(Figure 9-2)

Figure 9-1. Start Transcription Callflow
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Transcription

Understanding Start Transcription Callflow
(Figure 9-1)

The headings in this section correspond to the numbered circles in
This callflow illustrates how to get started with transcription.

@ Accessing Transcription

Dial the system telephone number. See your system administrator for this
number.

@ Enter the Mailbox ID

The system will either prompt you for the mailbox ID or place you in a specific
mailbox. If it prompts you for the mailbox ID, enter the number of the mailbox you
want to transcribe. Your entry must be one to six digits in length, followed by [#].
The system attempts to verify that you entered a valid mailbox ID.

= If your entry is valid, you hear the name of the mailbox. You may continue
with the callflow.

= If your entry is invalid, you are prompted to try again. You have three tries
to enter a valid number. After three invalid entries, the system ends the
call.

= Ifyou do not respond before the system times-out, you are prompted to try
again. You have three tries to enter a valid number. After three invalid
entries, the system ends the call.

@ Enter the Password

The system will either prompt you for a password or place you in a specific
mailbox. If it prompts you for a password, enter the mailbox password. Your entry
must be one to six digits in length, followed by [#].

=>» NOTE:
Each mailbox may have a different password.

After you enter the password, the system attempts to verify that you entered a
valid password.
« If your entry is valid, you may continue with the callflow

= If your entry is invalid, you are prompted to try again. You have three tries
to enter a valid number. After three invalid entries, the system ends the
call.
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GET
TRANSCRIBING
MODE

GET
MESSAGE
COUNT

!

[number saved] saved messages, and [number

There are currently [number new] new messages,

messages currently being transcribed in this mailbox.

locked]

To transcribe new messages, press 1.
To review saved messages, press 2.
| Toreview a specific message, press 3.

To end this call, press 9.

(Figure9-24) ExIT
Input

» (Figure9-1)

e on

Retrieving first Retrieving first
new message. saved message.

' v

GET
FIRST
MESSAGE
(Figure 9-16)

}

ENTER
MESSAGE
NUMBER
(Figure9-3)

Figure 9-2. Get Message Count Callflow
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Understanding Get Message Count Callflow
(Figure 9-2)

The headings in this section correspond to the numbered circles in
This callflow illustrates the procedures for selecting the type of message you
want to transcribe.

@ Message Count

The system recites the number of new, saved, or locked messages.

New Messages

A new message is a message that has not been saved or deleted, is not currently
being transcribed by another agent, and is not currently being used by the
system to launch an agent callback.

Saved Messages

A saved message is any message that is marked as saved by an agent either
during transcription or after a successful launch and save callback to a
customer.

Locked Messages

A message is locked to you when another agent is transcribing it or when the
system is using it to launch an agent callback.

@ Type of Message

You can choose to listen to new messages, saved messages, or a specific
message if you know the message number. Calls that come into the system are
numbered sequentially. Each message is given a unique message number,
which can be used to retrieve a specific message from any mailbox.

Enter the type of message you want to transcribe by pressing the appropriate
touch-tone key:

New messages; select this option to retrieve only new messages

Figure 9-10).

Saved messages; select this option to retrieve only saved messages

Figure 9-10).

Enter message number; select this option to choose a message from

any mailbox by entering its message number
[9] End call; select this option to end the call

=>» NOTE:
You can end a call at any time by hanging up the telephone.
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The system retrieves the selected message type, whether new or saved, in oldest
to newest order. For example, a message left yesterday will be retrieved before a
message left today. However, the oldest message may not have been the first
dropped in the mailbox. Whenever a message is accessed by an agent or the
system, it is time-stamped to the current time plus the retry time. The retry time is
the number of minutes the system waits before attempting to redeliver a
message it was unable to deliver to an agent (See your system administrator for
the retry time). For example, a caller leaves a message at 10:00 am and the
agent listens to it at noon. The new time for the message is 12:00 pm (the current
time) plus 30 minutes (the retry time) = 12:30 pm.

If you enter a specific message number, you will hear that message only.
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ENTER
MESSAGE
NUMBER

|

Please enter the message number, followed by the pound sign. .

(Figure 9-24)

Message number
[message number]
cannot be found.

I

No A Message

locked?

@

M essage number .
To re-enter message number, press 1. [message number] is
To restart, press 2. ¢ currently in use by PLAY
To end this call, press 9. another user. MESSAGE
HEADER
(Figure 9-24) (Figures-4)

<>
Voo T

ENTER GET EXIT
MESSAGE TRANSCRIBING (Figure 9-1)
NUMBER MODE

(Figure 9-3) (Figure9-2)

Figure 9-3. Enter Message Number Callflow
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Understanding Enter Message Number Callflow
(Figure 9-3)

The headings in this section correspond to the numbered circles in
This callflow illustrates what happens when you select messages based on the
message number. The message will be new or saved; deleted messages cannot
be retrieved.

@ Enter Message Number

To listen to a specific message, enter the message number. The message
number is one to six digits in length, followed by [#]. The system attempts to verify
that you entered a valid message number.

@ Invalid Numbers

If your entry is invalid, the system informs you the message cannot be found. You
have the following options:

Re-enter message number; select this option to enter a new message

number
Restart; select this option to choose a new type of message to
transcribe
[9] End call; select this option to end the call
=—>» NOTE:

You can end a call at any time by hanging up the telephone.

@ Valid Numbers

If your entry is valid, the system determines whether the message is locked to
prevent multiple agents from transcribing it. A message is locked to you when
another agent is transcribing it or when the system is using it to launch an agent
callback.

@ Locked Messages

The system will inform you if a message is locked. You cannot access locked
messages until the agent finishes transcribing it or the system releases it. If the
message is locked, you have the following options:

Re-enter message number; select this option to enter a new message

number [(Figure 9-3).

Restart; select this option to choose a new type of message to

transcribe
[e] End call; select this option to end the call
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=>» NOTE:
You can end a call at any time by hanging up the telephone.

(® Unlocked Messages

When you access an unlocked message, the system locks it immediately. This

insures that another party, such as an agent or the system, does not transcribe or
use this message to launch a callback until you are finished. Depending on how
your system is set up, you may hear the message number as well as the time and

the date the message was delivered
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PLAY
MESSAGE
HEADER

)

at [message time] on [message date].

PLAY
MESSAGE

!

" Was message forwarded?

I

No

M essage number [message number] delivered .

Origina message from

(if exists) [origina mailbox name phrase]
(otherwise) mailbox [mailbox number]

forwarded at [forwarded time]

(if original mailbox different from forwarding mailbox)
from mailbox [forwarding mailbox].

v

" Check forwarded reason

I

" Play message prepended to}

the existing message.

" Play forwarded The following message| | The following isan
message is an old message. overflow message.

PLAY MESSAGE PART
(Figure9-5)

PLAY
MESSAGE
PART
(Figure 9-5)

Figure 9-4. Play Message Header Callflow
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Understanding Play Message Header Callflow
(Figure 9-4)

The headings in this section correspond to the numbered circles in
This callflow illustrates the message header information the agent may hear as
well as the method in which the system delivers forwarded messages.

@ Message Header

Before message playback, you may hear the number of the message you are
about to listen to as well as the date and time the message was delivered,
depending on how your system is set up.

=>» NOTE:
Messages are reset to the current time plus the retry time whenever they
are accessed by an agent or the system (See your system administrator for
the retry time).

@ Message Playback

The system determines whether or not the message was forwarded.

©) Prepended Messages

A prepended message is an agent recording that is attached to the original
message. You hear the prepended message before you hear the original

message

@ Forwarded Messages

When you listen to a forwarded message, you hear the time the message was
forwarded and one of the following:

= Name phrase of the mailbox where the message was originally left
= Number of the mailbox where the message was originally left

The forwarding mailbox can be different from the mailbox where the message
originated. If so, you hear one of the following:

= Name phrase of the forwarding mailbox
= Number of the forwarding mailbox

The system determines the reason the message was forwarded and operates as
follows:

= If an agent forwarded it, message play begins immediately.

= If the system forwarded it automatically, the system recites the message

type (old or overflow) and begins message play
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® 01d and Overflow Messages
Your system may automatically forward the following message types:

=« Old messages — messages forwarded because they have been in a
certain mailbox for too long. The maximum amount of time a message can
be in a mailbox is determined by your system administrator. See your
system administrator for more information.

= Overflow messages — messages forwarded because there are too many
messages in a certain mailbox. The maximum number of messages that
can be in a mailbox is determined by your system administrator. See your
system administrator for more information.

9-18 Issue 1 September 1998



Transcription

This page left blank intentionally.

Issue 1 September 1998 9-19



The Agent and Customer Assist

PLAY MESSAGE
PART

- ¢ ® ves  MESSAGE
[ Last segment? ]—>

MENU

¢ No (Figure 9-9)
Segment [message part number] is... .
" Check field type
Inform i Data lRecorded Scheduled
ESanGE PLAY PLAY PLAY
PART DATA RECORDED SCHEDULED

(Figure 9-5) (Figure9-6) (Figure9-7) (Figure 9-8)

Figure 9-5. Play Message Part Callflow
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Understanding Play Message Part Callflow
(Figure 9-5)

The headings in this section correspond to the numbered circles in
This callflow illustrates the message part (segment) you hear. Each type of
segment behaves differently; a mailbox may have a combination of segments or
several of the same segments. This callflow directs you to callflows that show the
behavior for each type of segment.

@ Last Segment

The system determines whether or not you have reached the last segment in the
message.

« If so, you hear the message menu

= If not, you hear the number of the segment that will now play.

@ Segment Type

The system administrator sets up your system so that you hear a specific type(s)
of segment during transcription. The system recites the message part number
and then determines the type(s) of segment you are supposed to hear. Each
segment type recites and may collect different information from the caller.

= Inform — recites information to the caller but does not collect information.
For example, the system greets the caller. You will not hear this segment

= Data — collects numeric information, such as a telephone number, from
the caller using touch-tone recognition, speech recognition, or dial pulse

recognition

= Recorded — records the caller’s spoken information, such as the name,

address, or reason for the call

= Scheduled — prompts the caller to enter a time or date to receive a

callback|(Figure 9-8).
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PLAY
DATA

!

. [Digit input]

Alsauto calback | Yes LAUNCHING
CALLBACKS
(Figure 9-21)

I" lllz, 6" 3 5 l 4 8
PLAY PLAY LAY
DATA MESSAGE MESSAGE . SKIP
(Figure9-4) PART (Figure 9-4) (Figure 9-16)
(Figure 9-5)
SKIP BACK v

SEGMENT " First segment? J

Yes No

" Skip one
segment.
MESSAGE

MENU

(Figure 9-9) M PLAY

ESSAGE

PART
(Figure9-5)

Figure 9-6. Data Segment Callflow
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Understanding Data Segment Callflow
(Figure 9-6)

The headings in this section correspond to the numbered circles in
This callflow illustrates what you hear for a data segment.

@ Data Segment

The data segment collects numeric information from the caller using touch-tone
recognition, speech recognition, or dial pulse recognition. For example, the
system may prompt the caller to enter a telephone number. When you reach this
segment, the system may put you on hold and return the customer’s call
automatically, or may recite the customer’s telephone number so that you can
enter it manually.

@ Instructions Menu

The instructions menu is a hidden menu; it is not recited unless you access it

through the help menu It enables you to interrupt message
playback at any time and navigate from segment to segment. The instructions
menu is valid only during message playback; you access it by pressing any of
the following touch-tone keys:

=>» NOTE:
You are not required to make an entry; interject these commands at your
discretion. If you do not interrupt playback by pressing a touch-tone key,
the system continues playback until the message is finished and then

returns you to the message menu

Replay segment; select this option to hear this segment again [(Eigure]
or [6] Skip segment; select this option to hear the next segment [([Figure]
9-5).

or [5] Backup one segment; select this option to hear the previous

segment

Replay message; select this option to go back to the start of the

message

Pause; select this option to pause for up to 60 seconds and then restart
by pressing any touch-tone key. After 60 seconds, the message restarts
automatically.

Skip to the next message; select this option to go to the next message.
The message time is reset to the current time plus the retry time but the

status is not changed [(Figure 9-16).
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PLAY
RECORDED

[ ~ Play recorded input }.

(interruption permitted)

<

SKIP 4—‘3@

(Figure 9-16)

"1 ¢ "2 "3 "4" "6"
PLAY
MESSAGE ~ Backup 4 seconds
PART M EIéQATGE orto begirming of
(Figure 9-5) . segment if a < 4
(Figure 9-4) seconds
PLAY SKIP
RECORDED BACK
(Figure9-7)  seGMENT ——
(Figure9-6)

PLAY A Jump forward
MESSAGE 4 secondsin

PART recording
(Figure 9-5)

Figure 9-7. Recorded Segment Callflow
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Understanding Recorded Segment Callflow

(Figure 9-7)

The headings in this section correspond to the numbered circles in
This callflow illustrates what you hear during a recorded segment.

@ Recorded Segment

The recorded segment records the caller's spoken information. For example, the
system may prompt a caller to speak his name, address, and reason for calling.
The system plays the recording to the agent.

@ Instructions Menu

The instructions menu is a hidden menu; it is not recited unless you access it
through the help menu It enables you to interrupt message
playback at any time and navigate from segment to segment. The instructions
menu is available whenever you are in message playback; you access it by
pressing any of the following touch-tone keys:

=—>» NOTE:

You are not required to make an entry; interject these commands at your
discretion. If you do not interrupt playback by pressing a touch-tone key,
the system continues playback until the message is finished and then

returns you to the message menu

Replay segment; select this option to hear this segment again [(Eigure]
9-7).

Skip segment; select this option to hear the next segment of this type

Backup one segment; select this option to hear the previous segment in
this message.

Replay message; select this option to go back to the start of the
message

Backup four seconds; select this option to back up four seconds in the
recording. If you are less than four seconds into this segment, you will
back up to the start of the segment.

[6] Advance four seconds; select this option to advance four seconds in
the recording. If there are not four seconds left in this segment, you
advance to the end of the segment.

Pause; select this option to pause for up to 60 seconds and then restart
by pressing any touch-tone key. After 60 seconds, the message restarts
automatically.

Skip to the next message; select this option to go to the next message.
The message time is reset to the current time plus the retry time but the

status is not changed [(Figure 9-16).
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PLAY
SCHEDULED

v

...[time] on [date] ’

SKIP
(Figure 9-16)

ool

PLAY PLAY SKIP PLAY
SCHEDULED MESSAGE BACK  MESSAGE

(Figure 9-8) F_PART95 SEGMENT (Figure 9-4)
(Figure9-5) - riire 9-6)

" 60 Second
pause

Figure 9-8. Scheduled Segment Callflow
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Understanding Scheduled Segment Callflow

(Figure 9-8)

The headings in this section correspond to the numbered circles in
This callflow illustrates what you hear during a scheduled segment.

@ Scheduled Segment

The scheduled segment collects the time or date for callback from the caller
using touch-tone recognition, speech recognition, and dial pulse recognition.
The system recites this information during transcription.

@ Instructions Menu

The instructions menu is a hidden menu; it is not recited unless you access it
through the help menu It enables you to interrupt message
playback at any time and navigate from segment to segment. The instructions
menu is available whenever you are in message playback; you access it by
pressing any of the following touch-tone keys:

=—>» NOTE:

You are not required to make an entry; interject these commands at your
discretion. If you do not interrupt playback by pressing a touch-tone key,
the system continues playback until the message is finished and then

returns you to the message menu

Replay segment; select this option to hear this segment again [(Eigure]

or [6] Skip segment; select this option to hear the next segment in this

message

or [5] Backup one segment; select this option to hear the previous

segment in this message

Replay message; select this option to go back to the start of the

message

Pause; select this option to pause for up to 60 seconds and then restart
by pressing any touch-tone key. After 60 seconds, the message restarts
automatically.

Skip to the next message; select this option to go to the next message.
The message time is reset to the current time plus the retry time but the

status is not changed [(Figure 9-16).
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MESSAGE
MENU

!

For additional options, press the star key.

Toreplay, press 1.
To delete, press 2.
To save, press 3.
To launch and delete, press 4.
To launch and save, press 5.

To pause and restart, press 7.
To skip, press 8.
To exit, press 9.
For help, press 0.

HELP

(Figure9-11)

e9-24)
ADDL

OPTIONS
(Figure9-14)

(Figur

- ¢4 ¥ =
LAUNCHING

SKIP

PLAY .
MEssage DELETE | CALLBACKS (rigyreg.01)
HEADER MESSAGE (Figure9-21)

(Figure 9-4) (Figure 9-10)

SAVE o
~ Change message
CURRENT <o to'sarod
MESSAGE

Message number [message
number] has been saved.

v

MODE
CHECK
(Figure 9-15)

60 second pause.

AnyTT

(Figure 9-16)

EXIT
(Figure9-1

~

Figure 9-9. Message Menu Callflow
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Understanding Message Menu Callflow
(Figure 9-9)

The heading in this section corresponds to the numbered circle in
This callflow illustrates your options when you access the message menu.

@ Message Menu
Enter the touch-tone digit that corresponds to the action you wish to take:
Replay; select this option to replay the entire message

Delete; select this option to delete the entire message. Any recordings
associated with it will be deleted as well[(Figure 9-10) ]

Save; select this option to reclassify the message status as saved. The
system recites the number of the message that has been saved [(Figure]

Launch and delete; select this option to launch a customer callback

and delete the message if the callback is successful (Figure 9-21).

Launch and save; select this option to launch a customer callback and

save the message if the callback is successful [(Figure 9-21).

Pause; select this option to pause for up to 60 seconds and then restart
by pressing any touch-tone key. After 60 seconds, the message starts
automatically.

Skip; select this option to go to the next message without changing the

current message|(Figure 9-16).
[9] End call; select this option to end the call

=—>» NOTE:

You can end a call at any time by hanging up the telephone.

[0] Help; select this option to hear the help menu|(Figure 9-11).

Additional options; select this option to hear additional options[(Figure]
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DELETE
MESSAGE

|

To delete the current message, enter star.
Press any other key to abort.

Message not del eted.

" Delete the message
and phrases

DELETE

Message number [message
CURRENT ——» |\ e has been deleted.
MESSAGE

v

MODE
CHECK
(Figure 9-15)

i

MESSAGE

MENU
(Figure9-9)

Figure 9-10. Delete Message Callflow
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Understanding Delete Message Callflow
(Figure 9-10)

The headings in this section correspond to the numbered circles in|Figure 9-10.
This callflow illustrates the procedure for deleting messages.

A CAUTION:
Deleted messages cannot be retrieved.

@ Delete Message

Deleted messages are erased from the system and cannot be retrieved. You
must confirm that you want to delete this message, as follows:

= Press [*] to confirm that you want to delete this message.

= Press any other key if you do not want to delete this message.

@ Confirm Deletion

When you delete a message, you also delete any phrase associated with it. For
example, if you delete a message with a record segment, you also delete the

caller's spoken information. After you delete the message, you hear the number
of the message you deleted |[(Figure 9-15).

@ Abort Deletion

If you choose to abort or do not respond within five seconds, the system informs

you that the message has not been deleted. The message status is not changed,;
you return to the message menu and remain in the current message
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HELP

v

For instructions, press 1.
To change parameters, press 2.
For amailbox summary, press 3.
To adjust the pause time between segments, press 4.
To return to the previous menu, press 7.
To return to the main menu, press 9.

(Figure 9-24)

3rd I.nvalid
MESSAGE or Timeout Note: Error handling for
MENU 3rd timeout/invalid
(F| gur e 9_9) different from STD3.
" no i ng g l7
MAILBOX MESSAGE |~ Restore original
GET SUMMARY MENU
(Figure9-12) (Figure 9-9)
MAILBOX SET
(Figure9-1) PAUSE
(Figure 9-13) TRANSCRIBING
\ 4 L MODE
To replay segment, press 1. (Figure 9-2)

To skip segment, press 2.

To backup one segment, press 3.
To replay message, press 4.
To backup 4 seconds, press 5.
To advance 4 seconds, press 6.
To pause, press 7.

To skip to the next message,
press 8.

v

MESSAGE
MENU
(Figure 9-9)

Figure 9-11. Help Menu Callflow
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Understanding Help Menu Callflow
(Figure 9-11)

The headings in this section correspond to the numbered circles in|[Figure 9-11.
This callflow illustrates how to use help during transcription.

@ Help Menu

The system recites this menu when you select help from the message menu.
Enter the touch-tone digit that corresponds to the action you wish to take:

Instructions; select this option for instructions on how to navigate within
the segments.

Change parameters; select this option to enter a new mailbox number

and change mailboxes

Mailbox summary; select this option to listen to the number of

messages in the mailbox according to message status|(Figure 9-12).

Adjust the pause time between segments; select this option to adjust
the length of the pause between playback of segment information

=—>» NOTE:

This does not change the length of the pause that stops
transcription.

Return to the previous menu; select this option to return to the message

menu

[9] Return to the main menu; select this option to choose a new type of

message to transcribe

If you make an invalid entry, you are prompted to try again. You have three tries to
enter a valid number. After three invalid entries, you are returned to the message
menu.

@ Instructions

These options belong to a hidden menu (instructions menu) that is valid ONLY
during segment playback. It enables you to interrupt message playback at any
time and navigate from segment to segment. At this point, any touch-tone entry
will return you to the message menu. The system recites the instructions menu to
familiarize you with your options during segment playback. You have the
following options during segment playback:

=>» NOTE:
If you do not interrupt playback by pressing a touch-tone key, the system
continues playback until the message is finished and then returns you to

the message menu
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Replay segment; use this option in segment playback to hear the
current segment again.

Skip segment; use this option in segment playback to hear the next

segment

Backup one segment; use this option in segment playback to hear the
previous seg ment‘ZFiﬁure 9-65.|

Replay message; use this option in segment playback to go back to the

start of the message

Backup four seconds; use this option in segment playback to back up
four seconds in the recording. If you are less than four seconds into this
segment, you back up to the start of the segment.

[6] Advance four seconds; use this option in segment playback to
advance four seconds in the recording. If there are not four seconds left in
this segment, you advance to the end of the segment.

Pause; use this option in segment playback to pause for up to 60
seconds and restart by pressing any touch-tone key. After 60 seconds, the
message restarts automatically.

Skip to the next message; select this option to go to the next message.
The message time is reset to the current time plus the retry time but the

status is not changed [(Figure 9-16).
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MAILBOX
SUMMARY

|

[Transcribing mailbox name phrase] is mailbox ID. There are currently .
[number new] new messages, [number saved] saved messages and
[number locked] messages currently being transcribed in this mailbox.

i

MESSAGE
MENU

(Figure 9-9)

Figure 9-12. Mailbox Summary Callflow
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Understanding Mailbox Summary Callflow
(Figure 9-12)

The heading in this section corresponds to the numbered circle in|Figure 9-12.
This callflow illustrates the type of information you hear regarding mailboxes.

@ Mailbox Summary
Mailbox summary identifies the mailbox and recites the number of new
messages, saved messages, and locked messages.
New Messages

A new message is a message that has not been saved or deleted, is not currently
being transcribed by another agent, and is not currently being used by the
system to launch an agent callback.

Saved Messages

A saved message is any message that is marked as saved by an agent either
during transcription or after a successful launch and save callback to a
customer.

Locked Messages

A message is locked to you when another agent is transcribing it or when the
system is using it to launch an agent callback.
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9-38

SET
PAUSE

v

Enter the desired pause between message from 1 to .
9 seconds using your touch-tone keypad.
Or, enter 'O’ for the default pause of 3 seconds.

Note: Error handling for
3rd Timeout/Invalid

(Figure 9-24)

different from STD3 3rd Invalid or
Timeout MESSAGE
MENU
(Figure 9-9)

A Set delay to
seconds entered

MESSAGE
MENU
(Figure9-9)

Figure 9-13.

Set Pause Callflow
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Understanding Set Pause Callflow
(Figure 9-13)

The heading in this section corresponds to the numbered circle in|Figure 9-13.
This callflow illustrates the procedures for setting the pause between the
playback of segment information.

@ Set Pause

You may need more time to write between the playback of segments. The pause
allows you to adjust the length of the pause between segments.

Enter any touch-tone digit from one to nine to indicate the number of
seconds you want to pause between segments. The system sets the delay
time and returns you to the message menu.

[0] Default pause of three seconds
=>» NOTE:

When this call is over, the length of the pause between the playback of
segments will return to the default value of three seconds.

If your entry is invalid, you are prompted to try again. You have three tries to enter
a valid number. After three invalid entries, you are transferred to the message

menu
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ADDL
OPTIONS

|

To forward, press 1. .
To prepend, press 2.
To reschedul e the callback, press 3.
To return to the previous menu, press 4.
To exit, press 9.

(Figure 9-24)

Input>—"p EX|T

(Figure9-1)
" " "3 ¢ "4
Please enter the mailbox . M Ii/ISESSSE
number to forward this Record at thetone. When . .
message to, followed by finished recording, press 1. (Figure 9-9)
the pound sign. v

"Ready | vyes . SCHEDULE

(Figure9-24) 1 | sto3 - R‘e(:ord RCD oo i_p CALLBACK
@ That's aninvalid (Figure 9-25) [no (Figure 9-17)

mailbox ID.

The message has alll?wcer&e?uling ist/)nly
? No been prepended. owed for Ready/New

[A valid myanbox]ﬂ»[A 3rd try?] * Mesiages.
€s Yes
i l MESSAGE

MESSAGE
EXIT MENU MENU
FORWARD  (Figure9-1)  (Figure9-9) (Figure 9-9)

MESSAGE
(Figure 9-15)

Figure 9-14. Additional Options Callflow
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Understanding Additional Options Callflow
(Figure 9-14)

The headings in this section correspond to the numbered circles in|Figure 9-14.
This callflow illustrates the type of additional options that are available to you
during transcription.

@ Additional Information
Enter the touch-tone key that corresponds to the action you wish to take:

Forward; select this option to forward the message to another mailbox

Figure 9-15).

Prepend; select this option to record a segment and attach it to this

message |[(Figure 9-14).

Reschedule the callback; select this option to enter a new date or time

for the callback|(Figure 9-17).

Return to the previous menu; select this option to return to the message

menu
[9] Exit; select this option to end the call

@ Forward Messages

Use this option to forward this message to a new mailbox. For example, a
message may need the attention of a supervisor. Enter the number of the mailbox
where you want to forward this message, followed by [#].

= If your entry is valid, you may continue with the callflow|(Figure 9-15).

= If your entry is invalid, you are prompted to try again. You have three tries
to enter a valid number. After three invalid entries, the system ends the
call.

© Prepend Messages

A prepended message is an agent recording that is attached to the original
message. When the original message is accessed, the prepended message
plays as well. Use this option to provide the next transcriber with additional
information, such as the best time to call the customer. Once you finish

recording, the system informs you the message has been prepended and returns
you to the message menu

=>» NOTE:
Your prepended message is overwritten if you or another transcriber
forward the original message or if another transcriber prepends to the
message.
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@ Reschedule the Callback

Depending on how your system is set up, you may be able to reschedule the
date or time the system retries the agent callback. Rescheduling is allowed only

for new messages; if the message is not new, the system informs you that
callback cannot be rescheduled for this message. See|Figure 9-17|for

information on scheduling callbacks.
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FORWARD
MESSAGE

v ®

Record at the tone. When finished
recording, press 1.

(Figure 9-25)

" Record

[ " Forward Message ]

!

M essage number [message number]
has been forwarded.

" Was this transcription
for a specific message?

lNO iY&s
NEXT RESTART

MESSAGE MENU
(Figure9-16) (Figure9-16)

Figure 9-15. Forward Message Callflow
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Understanding Forward Message Callflow
(Figure 9-15)

The headings in this section correspond to the numbered circles in|Figure 9-15.
This callflow illustrates what happens when you choose to forward a message.

@ Forwarding Messages

You must record a message that will be prepended to the message you want to
forward. For example, you may want to give instructions to the next person who
will be listening to it. After you record, the message is forwarded. The system will
recite the number of the message that was forwarded.

@ Specific Message
The system operates differently for transcription and callbacks.

= Callbacks — You can administer only the message that was delivered to
you. If you received this message through callback, the system will end

the callflow

= Transcription — If you selected a message based on its message number,
you hear the restart menu|§Fi§ure 9—165. If you selected a message based
on type, the system retrieves the next message in the mailbox of that type

Issue 1 September 1998 9-45



The Agent and Customer Assist

SKI1P

RESTART

. MENU
! ®

To restart, press 1.
To change the mailbox, press 2.
For additional options or help, press 0.
To end this call, press 9.

N lsthisa
calback cal?

No

EXIT
(Figure9-1)

" Wasthis
transcription for a
specific message?

NEXT —P»| Retrieving next message.

MESSAGE
i (Figure 9-11)
GET Get t f i”ln "2" l"gu
A next message o
FIRST . the required status }
MESSAGE GET EXIT
Found Not TRANN?gI;lEBl NG & (Figure9-1)
" Lock the message (Figure9-2) GET
MAILBOX
(Figure9-1)
PLAY
MESSAGE
HEADER
(Figure 9-4)

~ Any script
instance of
transcription?

Yes

No more messages No more
areavailable at this messages have
time. been found.

v v

RESTART MENU
(Figure9-16)

Figure 9-16. Skip Callflow and Restart Menu Callflow
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Understanding Skip Callflow and Restart Menu
Callflow |(Figure 9-16)

The headings in this section correspond to the numbered circles in|Figure 9-16.
This callflow illustrates what happens when you choose to skip to the next
message.

@ skip

The skip option operates differently for callbacks and transcription.

Callbacks — You cannot skip forward if you are in callback mode. You can
administer only the message that was delivered to you. If you received this

message through callback, the system ends the call

Transcription — If you selected a message based on its message number,
you hear the restart menuliFiéure 9—165. If you selected a message based
on type, the system continues with the callflow.

@ Retrieving Next Message

The system searches for the next message of the required status, that is, the type
of message you selected at the start of transcription.

If a message is found, the system locks the message so you can

transcribe it, and begins playback|(Figure 9-4).]

If a message is not found, the system determines whether a message of
the required status is currently being used by the system to launch a
callback or another agent is transcribing it.

— If so, the system informs you that no more messages are available

at this time and returns you to the restart menu|(Figure 9-16).

— If not, the system informs you no more messages have been found

and returns you to the restart menu|(Figure 9-16).

@ Restart Menu

Enter the touch-tone key corresponding to the action you wish to take:

Restart; select this option to choose a new type of message to

transcribe

Change the mailbox; select this option to enter a new mailbox number
i

[0] Additional options or help; select this option for additional options or to
hear the help menu|(Figure 9-11).
[9] End call; select this option to end the call

=—>» NOTE:

You can end a call at any time by hanging up the telephone.
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SCHEDULE
CALLBACK

OFFER i

OPTIONS > To receive a callback immediately, press 1.

For acallback later today, press 2.

v

To schedule callback for alater date, press 3.

Please try again. Tnput
1st, 2nd
Try
That isan No A 4
invalid entry. 4—‘ " |sagent's caler's choice vaid? ]
3rd Try Yes
A 4
N { P
SET A Set delivery date [ Agent'sinput at OFFER OPTIONSJ
DELIVERY and time to current o = o
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date and time ENTER

DATE
MESSAGE EHNJEIS (Figur e 9-14)
RESCHEDULED .
(Figure 9-20) (Figure 9-18)
CONFIRM
SCHEDULE

(Figure 9-20)

Figure 9-17. Schedule Callback Callflow
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Understanding Schedule Callback Callflow
(Figure 9-17)

The headings in this section correspond to the numbered circles in|Figure 9-17.
This callflow illustrates the procedures for scheduling customer callbacks.

@ Scheduling a Callback

Ask your system administrator if callbacks are set up on your system. If not, you
will not be able to perform callbacks.

A callback is a two-step process. The system delivers the message to an agent
(agent callback) who then launches a callback to the customer (customer
callback). Depending on how your system is set up, you may schedule the
callback, as follows:

Receive a callback immediately; select this option to receive an agent

callback immediately |(Figure 9-20).

Receive a callback later today; select this option to enter the hour to

receive the agent callback today |(Figure 9-18).

Schedule a callback for a later date; select this option to enter the date

to receive the agent callback|(Figure 9-19).

If your entry is invalid, you are prompted to try again. You have three tries to make
a valid entry. After three invalid entries, the system schedules the callback for the
current time and date.

=> NOTE:
Listen to the system’s prompt to understand the digit you need to push to
access your option. Even though you schedule the callback, you may not
be the agent to receive it.
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ENTER
HOUR

v ©

24h
" Set to 12 or 24 hour clock ] o

12 hour

Please enter the hour you would like us to call you back. .
Use numbers 1 through 12 to represent the hour.

(Figure9-24)

3rd I'nvalid or SET
Timet y, DELIVERY
TIME

Note: Error handling for (Fl gur e9- 17)

3rd timeout/invalid Please enter 1 for am., 2 for p.m.
different from STD2. v .

(Figure 9-24) STD2

Please enter the hour you would like

SET 3rd Invalid or usto call you back. Use numbers 0
Timeout Trout through 23 to represent the hour.
DELIVERY P
TIME STD2
1, an(rlfylgur e9-17)

Only future hours arevalid. The
current hour is [current hour].

Yés | AHour entered <=

current hour

3rd Invalid or

3rd Try Timeout
SET
SET CONFIRM DELIVERY
SCHEDULE TIME
DELIVERY . )
TIME (Figure 9-20) (Figure 9-17)

(Figure 9-17)

Figure 9-18. Enter Hour for Callback Callflow
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Understanding Enter Hour for Callback Callflow
(Figure 9-18)

The headings in this section correspond to the numbered circles in|Figure 9-18.
This callflow illustrates how to enter a time that the system should call you back.

@ Time Format
Ask your system administrator whether your system is based on a 12-hour or
24-hour time format.
@ 12 Hour Clock
Entering the time in a 12-hour format is a two-step process:
= Enter the hour using your touch-tone telephone
= Enter [1] for a.m. or [2] for p.m.

If your entry is invalid, you are prompted to try again. You have three tries to enter
a valid number. After three invalid entries, the system schedules the callback for
the current date and time [(Figure 9-17)] You must enter a future time within the
current day.

@ 24 Hour Clock

Enter the time in 24-hour format. Using your touch-tone telephone, enter a
number from O through 23 to indicate the hour.

If your entry is invalid, you are prompted to try again. You have three tries to enter
a valid number. After three invalid entries, the system schedules the callback for
the current date and timeYou must enter a future time within the
current day.
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ENTER
DATE
Please enter the day of the month you wish to schedule acalback. For
example, the fourteenth day of the month would be entered as 1, 4.
(Figure 9-24)
3rd Invalid or SET
Timeout
% DELIVERY
TIME
(Figure9-17)
Please enter the number of the month you wish to schedulea ‘
callback. For example, April would be entered as 4 and
December would be entered as 1, 2. To schedule a callback
for the current month, press the pound key.
Pleasetry again. 3rd Invalid or SET
1y DELIVERY
1st, 2nd TIME
ik (Figure 9-17)
Thati Invaid .
i oo e | A isdatevalid? Please try again.
A
3rd Try
l . 1st, 2nd Try
SET A Day <=currentday | Yes Only future days are valid
DELIVERY for the current month? for the current month.
TIME o
(Figure 9-17) FdTry
v
CONFIRM DELSI%/TERY
SCHEDULE
(Figure 9-20) _TIME
(Figure 9-17)

Figure 9-19. Enter Date for Callback Callflow
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Understanding Enter Date for Callback Callflow
(Figure 9-19)

The headings in this section correspond to the numbered circles in|Figure 9-19.
This callflow illustrates how to enter a date for callback.

@ Scheduling a Day of the Month

To schedule a callback, you must enter the day of the month you want to receive
the callback. For example, for the fourteenth of the month, press [1] and then [4].
You have three tries to enter valid input. When you enter incorrect input, or if the
system times-out before you enter input, you are informed of your error. The
system prompts you again for the information. After the third incorrect entry, the
system schedules the callback for the current date and time[(Figure 9-17) |

@ Scheduling a Number of the Month

To schedule a callback, you must enter the number of the month you want to

receive the callback. Enter the month as a number; for example, for April, press
[4]. You have three tries to enter valid input. When you enter incorrect input, or if
the system times-out before you enter your input, you are informed of your error.
The system prompts you again for the information. After the third incorrect entry,

the delivery date and time is set to the current date and time|(Figure 9-17).

@ Current or Future Date?

You must enter a future date for callback. Otherwise, your input is not valid.

« If yourinput is valid, you continue with the callflow|(Figure 9-20).

« If yourinputis not valid, the system schedules the callback for the current

date and time|(Figure 9-17).
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CONFIRM
SCHEDULE

v

~ Caller input at OFFER OPTIONS

Y ou have chosen
immediate callback.

l "

You entered
[hour].

Y ou entered [day],
[month], [ordinal date].

If thisis correct, press 1.
If thisisincorrect, press 2.

try again.

That'san invalid option. Please

OFFER
OPTIONS

(Figure 9-17)

MESSAGE
RESCHEDULED

A Set delivery
date to current
date. Delivery
timeto current

time.

A Set delivery
date to date
entered. Delivery
timeto current
time.

A Set delivery
date to current
date. Delivery
time to time
entered.

—>

M essage number [message number]
has been rescheduled for callback.

'

SKIP
(Figure 9-16)

Figure 9-20. Confirm Schedule Callback Callflow
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Understanding Confirm Schedule Callback
Callflow |(Figure 9-20)

The headings in this section correspond to the numbered circles in|Figure 9-20.
This callflow illustrates the procedures for confirming the date or time scheduled

for callback.

@ Confirming Callback Schedule

The system informs you that the callback will be scheduled for one of the
following times:

= Immediately
= The hour you entered

= The day and month you entered, plus the year

=—>» NOTE:

The system calculates the year automatically.

@ Correct or Incorrect

Before the system schedules the callback, you must verify that the date or time
scheduled for callback is correct. Enter the touch-tone key that corresponds to
the accuracy of this information:

Correct; select this option if the date or times the system recites is
correct.

Incorrect; select this option if the date or time the system recites is
incorrect.

The system operates as follows:

= If you confirm, the system schedules the callback and recites the number

of the scheduled message |(Figure 9-16).

= If the information is not correct, you are prompted to re-enter the

information|(Figure 9-17).
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have a telephone number.

The mailbox does not

v

MESSAGE
MENU
(Figure9-9)

The phone number is
incomplete for this message.

’

MESSAGE
MENU
(Figure 9-9)

<L[

No

LAUNCHING .

CALLBACKS

l

" Does mailbox have data
segment configured to hold a
telephone number?

1

l Yes
('~ 1s customer's tel ephone\

number included in the
?
L message? )

iv%

-
" Vaidate phone number

against Dia Plan.
\ J

lm

HOLD FOR
CALLBACK
(Figure9-22)

~N

Thereis no phone number
for this message.

v

MESSAGE
MENU
(Figure9-9)

Figure 9-21. Launching Callbacks Callflow
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Understanding Launching Callbacks Callflow
(Figure 9-21)

The headings in this section correspond to the numbered circles in|[Figure 9-21.
This callflow illustrates what happens when you choose to either launch a call
and save the message or to launch a call and delete the message.

@ Launching Callbacks

To launch a callback, the system must have the telephone number where the
caller can be reached. The system takes three steps to validate the telephone
number:

1. Is the mailbox set up with a data segment to collect telephone numbers?

To collect telephone numbers, the system administrator must set up the
mailbox with a data segment. If the mailbox does not contain a data
segment, the system informs you that the mailbox does not contain a
telephone number and returns you to the message menul[(Figure 9-9) ]

2. Has the data segment collected the customer telephone number?

If not, the system informs you that the message does not contain a
telephone number and returns you to the message menu

3. Does the telephone number have enough digits?

If not, the system informs you that the telephone number is incomplete

and returns you to the message menu

If the answer for each step is yes, you are put on hold as the system prepares to

launch a callback|(Figure 9-22).

Launch and Save

This option will save the message once you have launched a successful
callback. You do have the option to reclassify the call as unsuccessful and
attempt another launch.

Launch and Delete

This option will delete the message once you have launched a successful

callback. You do have the option to reclassify the call as unsuccessful and
attempt another launch.
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HOLD FOR
CALLBACK

v ©

Please hold while the callback is being launched.

Any TT MESSAGE
@ MENU

(Figure 9-9)

[ " Place agent on hoIdJ

|

[ A Did callback number]

.[ ~ Type of callback i—}B“nd BLIND

CALLBACK
llntelligent (Figure 9-23)

[ " Check the result of the call. ]

’

TONES
DETECTED
(Figure 9-23)

Figure 9-22. Hold for Callback Callflow
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Understanding Hold for Callback Callflow
(Figure 9-22)

The headings in this section correspond to the numbered circles in|Figure 9-22.
This callflow illustrates what happens when you perform a customer callback.

@ cCallback

The system informs you that you will be placed on hold. You are placed on hold
before the system dials the callback number. Press any touch-tone during this
announcement to abort the callback and go to the message menu
Otherwise, the system dials the customer callback number.

@ callback Type

The system determines whether the call is blind or intelligent, which affects how
your call is handled. Ask your system administrator whether your system makes
blind or intelligent calls.

Blind

During a blind call, the system does not determine the result of the call, that is,
whether it was successful. If the call is blind, you will be brought back into the
call after the system dials the telephone number, regardless of the result of the
cal (Fqure 5-23)

Intelligent

During an intelligent call, the system determines the result of the call, that is,
whether it was successful. If the call is intelligent, you will be brought back into
the call only if the system detects speech energy or touch-tone entries
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TONES
DETECTED

'

" Detect tones }

l Busy

¢ Ring No Answer

’ A Conference The callback The callback
BLIND agent back into attempt was not attempt received a
CALLBACK the call. answered. busy number.

l Any Errors

The callback
attempt has failed.

" Drop callback party

Timer expires after
conferencetime

@ |
—b[ A CVIS timer starts

oy MESSAGE
any other MENU
Touch Tone " Save or delete .
- - A System waits message according (Fl gure9- 9)
Extend timer by for Touch to instruction
conference time Tones
EXIT
[’\ Drop callback party] (Fi gure 9_1)
v
To classify this callback attempt as afailure, press 1. ‘
To classify this as a success, press 2.
ﬁ (Figure 9-24)
Vool
SAVE
MESSAGE [A Launch and Delete? —>— CURRENT
MENU ¢ Yes MESSAGE
(Figure9-9) (Figure 9-9)
DELETE
CURRENT
MESSAGE
(Figure9-10)
Figure 9-23. Tone Detection Callflow
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Understanding Tone Detection Callflow
(Figure 9-23)

The headings in this section correspond to the numbered circles in|Figure 9-23.
This callback illustrates how the system reacts to the result of the call.

Blind or Intelligent

@ Intelligent Calls

For intelligent calls, the system will not bring the customer line back into the call if
it hears the following types of call progress tones:

= Ring No Answer
= Busy
= Any Errors

If it hears any of these call progress tones, it will end the call to the customer and
return you to the message menu If the system detects speech

energy or touch-tone, it will conference the customer to you and continue with the
callflow.
@ Blind Calls

If the call is blind, you will be brought back into the call after the system dials the
telephone number, regardless of the result of the call.

() System Timer

Once you are brought back into the conference call, the system timer starts. The
timer waits for you to make a touch-tone entry, as follows:

or any other touch-tone key extends the timer

[9] [e] Drops the callback party and allows you to classify the callback
attempt

If you do not respond before the timer expires, the system will either save or
delete the message (depending on how your system is set up and the message
menu option you selected).

assifyin allbac ttempts
@ Classifying Callback Attemp

You may classify the call as either a success or failure. An example of a failure
could be the system reaching an answering machine. Classify the call as follows:

Classify attempt as a failure; select this option to classify the attempt as
a failure and return to the message menu

Classify attempt as success; select this option to classify this callback
attempt as a success and delete the message|(Figure 9-10).
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DEFINITION

[ " Phrase, prompt for input. ]4

: - Invalid or Timeout
Invalid or Timeout A
EXIT <« Input

That'saninvalid
i 8rd Try 1<, 2nd Tries > entry. P'?ase”y
(Figure9-1) again.
vaid
Response
[ ~ Continuation of call flow. ]
DEFINITION
[ " Phrase, prompt for input.
A T Timeout That invalid
Invalid or Timeout Invalid saninval
EXIT I3r§rTr;,meou Input P! entry. Plessetry
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Valid
Response

[ A Continuation of call flow. J

Figure 9-24. STD3 Callflow and STD2 Callflow
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Understanding STD3 and STD2 Callflows
(Figure 9-24)

The headings in this section correspond to the numbered circles in|Figure 9-24.
These callflows illustrates the procedures for time-outs, that is, the maximum
amount of time the system waits for the agent to enter input.

@ STD2

You have three tries to enter valid input. When you enter incorrect input, or if the
system times-out before you enter input or complete your input, you are informed
of your error. The system prompts you again for the information. After the third
incorrect entry, the system drops the call.

Once you enter the correct data, the callflow continues.

@ sTD3

You have three tries to enter valid input. When you enter incorrect input, you are
informed of your error. The system prompts you again for the information. If the
system times-out before you enter input or complete your input, you will not be
informed of your error but you will be prompted to enter the information again.
After the third incorrect entry, the system drops the call.

Once you enter the correct data, the callflow continues.
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DEFINITION

" Record up to
30 ssoonds.

Toapprove press L
To playbeck, press2

Torereoord, press 3.

(Figure9-24)
o>

e oy

A 4 A

A Continue [Pay recorded
messae]

Figure 9-25. RCD Callflow
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Understanding RCD Callflow
(Figure 9-25)

The headings in this section correspond to the numbered circles in|Figure 9-25.
This callflow illustrates the procedures for recording messages.

@ Recording Messages

The recording option allows you to prepended messages. A prepended
message is a message that you record and attach to the original message. When
the original message is accessed, your prepended message will play as well.
Use this option to provide the next transcriber with additional information, such
as the best time to call the customer.

Enter the touch-tone key corresponding to the action you wish to take:

Approve; select this option to approve the message you recorded and
continue with the callflow.

Playback; select this option to listen to the message you recorded and
then hear the record menu again.

Re-record; select this option to re-record your message and then hear

the record menu again|(Figure 9-25).
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Callbacks

This section contains one callflow that illustrates how the system calls the agent
to deliver callback messages. Transcription and callbacks share similar
procedures for navigating the system and administering messages. However,
during callback, you are allowed to administer only the message that was
delivered to you.

This callflow directs you to the transcription callflows. Use the text corresponding
to the callflows to understand where the procedures differ for transcription and
callbacks.

“Blind" or "Force Press 1’ for
agent callback pickup’

"Intelligent” and
Do ot force Fress 1" A —i ~ Return from agent call
[’\Cdl AgentExtensmmdwatfdnsewr‘ds] v Busy Ringng Other
* . ~ Log agent
—[ A Return from agent cll callback as busy EXIT
v B Answered Other (Figure9-1)
~ Log agent PLAY MFSSAGE
callbeck asbusy EXIT EXIT
Figure9-: .
(Fgres:.  (Figue 1)
EXIT
(Figure9-1) Y
Plesse press oneto begin transcription. [«
A

No

" Log agent calback
asanswvered A Check if timewaited is>
timetowait for answer.
l Yes
PLAY MESSAGE EXIT
HEADER (Figure9-1)
(Figure9-4)

Figure 9-26. Agent Callback Callflow
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Callbacks

Understanding Agent Callback Callflow
(Figure 9-26)

The headings in this section correspond to the numbered circles in|Figure 9-26.
This callflow illustrates how the system performs agent callbacks.

@ Check Callback Mode

Before the system calls you, it determines whether it should dial in blind or
intelligent mode. Ask your system administrator which mode your system uses to
perform agent callbacks.

@ Blind Calls
The system determines the result of the call and operates as follows:

= If the system detects a busy signal or other non-answer tones, it ends the

call

= If the system detects ringing, it begins to prompt you to press [1] to start
transcription. Once you make your touch-tone entry, the system plays the
message header or begins message playback, depending on how your

system is set up

© Intelligent Calls

The system determines the result of the call and operates as follows:

= If the system detects a busy signal or other non-answer tones, it ends the
call

= If the system detects speech energy, it plays the message header or

begins message playback, depending on how your system is set up
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Troubleshooting

This chapter describes the procedures to isolate, diagnose and correct possible
problems encountered in Customer Assist. If a problem is not documented in this
chapter, please contact the technical support personnel for help. A problem will
typically fall under one of three general areas in which functionality should be
verified: the INTUITY CONVERSANT system, DEFINITY vectors, and Customer

Assist.

Problems and Solutions

The tables below show problems that can occur as well as their cause and

possible remedies.

CONVERSANT Functionality

Table 10-1. CONVERSANT System Functionality

Problem

Cause and Possible Remedy

System is not taking calls. Port rings,
no answer.

The voice system is not running.
Verify functioning of analog stations
on the switch and the functioning of
the voice board. Verify the call is
being presented to the
CONVERSANT system on the system
monitor.

Issue 1 September 1998 10-1



Troubleshooting

DEFINITY Switch and Its Vector Functionality

Table 10-2. Vector Functionality

Problem

Cause and Possible Remedy

System is not taking calls. Port rings,
no answer.

Either the DEFINITY vector process
that routes calls to a CONVERSANT
system has failed, or the DEFINITY
vector is not passing the correct
information. Verify this route-to
process, and check the sanity of the
DEFINITY vector.

Port answers but hangs up.

The DEFINITY vector is not sending
the correct value or information to the
CONVERSANT system. Use the
system monitor or trace utility to see
what is passed to the CONVERSANT
system. Try calling the
CONVERSANT system and entering
touch-tone digits manually.

No vectors are defined and/or placed
in service.

The CONVERSANT system cannot
dial an agent, transfer a caller, or
complete a conference call via
line-side T1/E1.

Whenever the DEFINITY ECS R6.3
switch cannot respond with
resources in time (during a period of
high call volume, for example), the
CONVERSANT's attempt will fail.
Remedies include increasing the
dial-tone delay or increasing the
number of touch-tone receivers on
the DEFINITY ECS R6.3 switch.

Outbound calls fail or get
busy/out-of-order tones for some
calls.

There may be insufficient lines from
the DEFINITY switch to the outside
telephone network.
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Customer Assist Functionality

Table 10-3. Customer Assist Functionality

Problem Cause and Possible Remedy

Port answers but hangs up. The Customer Assist phrase that
answers the call has not been
recorded.

The CONVERSE action on the
Customer Assist vector has not been
administered correctly, or is not
there.

The number of digits sent by the
DEFINITY CONVERSE step is
different from the number configured
in the CONVERSE actions in the
Customer Assist vector.

A Customer Assist vector has not
been assigned to a port under
CHAN_ASN on the setup vector.

Customer Assist vectors have not
been placed in service.

Customer Assist vectors have been
assigned to the wrong port under
CHAN_ASN on the setup vector.

Call is coming in on an active port
used for Message Waiting Lamp
notification, which requires a
dedicated CONVERSANT port.

Port rings, no answer. The voice system is not running. The
application ccc has not been
assigned to a voice port, or startup
service is not blank.

Insure the vectDIP and vrptDIP
processes are in the process table.
Reinstalling Platform Runtime
package may be necessary. Contact
your Lucent Technologies support
representative.

Continued on next page
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Table 10-3. Customer Assist Functionality — Continued

Problem Cause and Possible Remedy

A change made to a vector is not The change was not saved and/or

there. placed in service.

The system could not execute a The program is no longer a valid

program. program.

The system could not execute Vector not set up correctly for the port

Customer Assist from another executing Customer Assist. Check

program. CHAN_ASN to insure that a vector is
mapped to the port.

The system could not execute Vector does not exist in Customer

Customer Assist from another Assist or is improperly set

program for a specified vector. up.EXECUTE action in Script Builder
is missing an argument for the vector
to pass to Customer Assist.

Platform Management

Table 10-4. Platform Management

Problem

Cause and Possible Remedy

Incorrect phrase played.

Restored speech overwrote the correct phrase.

Wrong phrase selected. Check the ANNOUNCE, DYN_
ANNOU, MENU, GET_SPCH, or GET_DIALP actions to insure
that the correct phrase was selected.

Phrase not installed when rerecorded. Listen to the selected
phrase in Speech Administration to insure that the proper
phrase corresponds. If not, rerecord and install the phrase

using [*][3].

No phrase played.

Restored speech overwrote the phrase.

The phrase was configured to allow interrupt and a caller
input interrupted it before it could be played.

Phrase tag disappeared.

Restored speech overwrote the phrase.

Continued on next page
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Table 10-4. Platform — Continued Management

Problem

Cause and Possible Remedy

Anticipated delay
announcement not
spoken.

Switch not passing queue position. Check DEFINITY vectors
to insure that a Converse vector step is defined and passing
the correct information.

Variable for the EWT action not defined. Check the EWT
action to insure you have selected a variable in which to load
gueue position.

Variable for queue position on Platform Management does
not match that used for ADA_CALC. Check both actions to
insure the same variable was selected.

ADA_CALC action missing from vector series.

SPEAK_NUM action missing from vector series. Check your
vectors to insure that this action is defined, and the variable
corresponding to the ADA_CALC resul t field is selected.

Elements not defined for ADA_CALC action, such as average
call duration, variables for queue position and result, or
number of agents staffed is at zero and the “no agents
staffed” contingency message is not defined.

The phrase was configured to allow interrupt and a caller
input interrupted it before it could be played.

Expected wait time not
spoken.

Switch not passing EWT. Check DEFINITY vectors to insure
that a Converse vector step is defined and passing the
correct information.

The phrase was configured to allow interrupt and a caller
input interrupted it before it could be played.

Expected wait time not
spoken.

Variable for the EWT action not defined. Check the EWT
action to insure you have selected a variable in which to load
EWT.

Variable for EWT in CONVERSE action on Platform
Management does not match that used for EWT action.
Check both actions to insure the same variable was selected.

SPEAK_NUM action missing from vector series. Check your
vectors to insure that this action is defined, and the variable
corresponding to the EWI' Acti on out put field is selected.

The phrase was configured to allow interrupt and a caller
input interrupted it before it could be played.

Continued on next page
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Table 10-4. Platform — Continued Management

Problem

Cause and Possible Remedy

Incorrect delay
announcement spoken
(wait time consistently
low).

CONVERSE action set to collect too few digits in Platform
Management. Check the CONVERSE action to insure the
Nunber of digits to collect field allows for the
greatest possible number of digits to accept from the switch.

Caller input was not
collected.

Caller entered input before or during the playing of a phrase
that was configured not to allow interruption.

Caller's queue position
not spoken.

Switch is not passing queue position. Check DEFINITY
vectors to insure that a Converse vector step is defined and
passing the correct information.

Variable for the CONVERSE action is not defined. Check your
Customer Assist vectors to insure that you have selected and
defined a CONVERSE action and variable to load.

Variable for queue position in Platform Management does not
match that used for SPEAK_NUM.

The phrase was configured to allow interrupt and a caller
input interrupted it before it could be played.

Caller hears “no agents
staffed” message at a
time when agents are
staffed.

The table for ADA_CALC is incorrectly set up for that day and
time. Return to the ADA_CALC action to insure that all staffed
times hold a value.

The clock on the CONVERSANT is wrong.

The wrong phrase is assigned to ANNOUNCE for Anticipated
Delay. Check the ANNOUNCE action to insure that the
correct phrase was selected.

Vector size warning
message.

The vector size exceeds the maximum size allowed for
software. This is likely to occur if you attempt to add many
actions to a vector containing ADA_CALC or SCHEDULE.
Utilize a GOTO step to define actions and continue Customer
Assist vector processing on a subsequent Customer Assist
vector.

Speech administration
not calling your
telephone when you
select LAUNCH.

The port selected during the execution of the DIAL step is
busy.

Invalid port selected. Check the DIAL step in Speech
Administration to insure that you are using an in-service port.

Port is disabled for soft_szr. Check your CONVERSANT
manual for information about enabling ports.

10-6
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Table 10-4. Platform — Continued Management

Problem

Cause and Possible Remedy

Incorrect extension or telephone number defined. Check the
DIAL step in Speech Administration to insure that you have
defined the correct telephone number or extension.

Speech administration
calls but does not
acknowledge answer.

You did not activate speech administration. The utility is
touch-tone activated. Press [1] when answering telephone.

Speech administration
calls but does not
accept touch-tones.

Port is configured as standard announcement port on the
DEFINITY ECS R6.3. Do not call out on standard
announcement ports.

Speech administration
will not let you record
short phrases.

The minimum phrase length for recorded speech is one
second. Certain numbers and short phrases may not
normally be that length; stretch phrases to fill the one-second
minimum.

Unable to create a
vector or a template
vector.

Attempt exceeds the 256 vector limit. Delete old and unused
vectors.

Unable to back up
vectors or speech to
diskette.

Diskette not formatted properly (UNIX or DOS) or is not
formatted at all.

Dynamic port allocation
application not
executing applications.

Switch not passing the argument (VDN, digits, etc.) used for
selecting applications. Check DEFINITY vectors to insure
that a Converse vector step is defined.

CONVERSE, MENU, GET_DIGT, GET_SPCH, or GET_DIALP
action needed to load the variable used for dynamic port
allocation not defined. Check your Customer Assist vectors to
insure that you have selected and defined a CONVERSE,
MENU, GET_DIGT, GET_SPCH, or GET_DIALP action as well
as the variable proceeding the dynamic port allocation
vector.

Dynamic port allocation
application not
executing applications.

CONVERSE, MENU, GET DIGT, GET_SPCH, or GET_DIALP
action used to collect the argument variable does not match
that used for DYNAMIC action. Check both actions to insure
the same variable was selected.

Executed application is missing or faulty.

New vector applications
defined, but not heard.

New vectors have not been placed in service.

Continued on next page
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Table 10-4. Platform — Continued Management

Problem

Cause and Possible Remedy

Speech has not been recorded for the phrases that the vector
applications use.

Converse vector step
does not work with
line-side T1/EL.

Settings on the DEFINITY ECS R6.3 are incorrect. Access the
System-Parameters Features screen on the DEFINITY ECS
R6.3 switch and set the Converse First and Second Data
Delay parameters to 1.

Actions that are typed in
and not selected from

CHOICES not saved
on the vector worksheet.

Typed in actions must be defined to be saved. Check that the
vector contains actions that have been defined.

“Place New Vectors in
Service” option gives
vector update failed
message.

The voice system is not running. Check that the voice system
is running and that it is at run level “4.”

Could not restore vector
database.

The database was backed up using UNIX and you attempted
to restore from DOS diskettes or vice versa.

The vector database was backed up in a previous version
and must be restored using the option “Restore Data from
Previous Version of Call Center.”

There is no diskette in the drive.

Could not back up
vector database,
speech, mailbox, survey
configuration, or routing
data.

There is no diskette in the drive.

The diskette is write protected.

Caller goes to an
incorrect vector.

Error in the vector logic, such as a GOTO action to the wrong
vector.

A new vector database is placed in service and the vector
where the call should go next is in the new vector database
but is used for another purpose.

Caller is dropped
unexpectedly during a
call.

Error in the way the Customer Assist vectors are set
up. Check the end of every vector to insure each one
specifies where a call should go next, especially when
non-standard conditions are encountered.

The voice system was shut down, such as when mailbox
configurations are restored.

10-8

Continued on next page

Issue 1 September 1998



Problems and Solutions

Table 10-4. Platform — Continued Management

Problem

Cause and Possible Remedy

A new vector database is placed in service and the call is
sent to a vector that no longer exists.

Wrong numbers spoken
back in Speech
Administration, ADA
announcement or queue
position.

Numbers rerecorded incorrectly in Speech Administration.
Check all likely number phrases in standard Speech
Administration to insure that they contain speech.

The language in effect is different from the expected one.

“Error-500 Message
gqueue is busy” when
launching call in Speech
Administration

The CONVERSANT is doing soft seizures on the port and the
message should clear up on its own. If not, contact a Lucent
Technologies support representative.

Incorrect phrase played
for DYNAMIC
ANNOUNCEMENT.

VDN passed not corresponding to the correct phrase. Check
the mapping of switch VDN passed and phrase numbers on
Platform Management.

The language in effect is different from the expected one.

No phrase played for
DYNAMIC
ANNOUNCEMENT.

VDN passed not corresponding to a phrase. Check the
mapping of switch VDN passed and phrase humbers on
Platform Management.

Phrase not installed when recorded. Listen to the selected
phrase in Speech Administration to insure that the proper

phrase corresponds. If not, rerecord and install the phrase
using [*] [3].

Switch not passing VDN. Check DEFINITY vectors to insure
that a Converse vector step is defined and passing the
correct information.

Variable for the DYN_ANNOU action not defined. Check
DEFINITY vectors to insure that a Converse vector step is
defined.

The phrase was configured to allow interrupt and a caller
input interrupted it before it could be played.

Call Management
System (CMS) reports
show abandons for all
calls using the
TRANSFER action.

A call routed by means of the TRANSFER action will show as
an abandon. Consider using the DATA_RTN action for routing
through the DEFINITY ECS R6.3 switch instead.

Continued on next page
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Table 10-4. Platform — Continued Management

Problem

Cause and Possible Remedy

Collect Digits step in
DEFINITY vector does
not appear to accept
DATA_RTN digits.

Use a Wait step just before the Collect Digits step in the
DEFINITY vector as a caution in case DEFINITY resources
are busy.

Call is not routed to

vector defined in CHAN_

ASN.

Call is coming over a different port. Verify using system
monitor.

Port is assigned to multiple vectors in CHAN_ASN. The
system will use the first definition and ignore the rest.

Scheduled events (as
defined by the
SCHEDULE action) do
not start.

The SCHEDULE action processes events from top to bottom.
A higher event has taken precedence.

Scheduled events (as
defined by the
SCHEDULE action) will
not stop.

Use the “during” choice for events that last for a certain
period.

Define a subsequent start event to redirect the course of the
SCHEDULE action.

Scheduled events stop
prematurely.

Events that start for a given time period last through that time
period until that time period cycles. For example, if an event
is to start at hour 7, it will last until the hour resets to 0 at
midnight.

Inbound calls collide
with outbound callback
messaging and the
inbound caller hears
transcription scripts.

An empty vector database was placed in service.

The OFF_HOOK action was deleted from the set up vector.

Consider allocating ports to callback only and do not direct
inbound calls to any or all of the agent access ports defined.

The vector database
contains missing
actions, configuration
errors, or is otherwise
corrupted.

Restore from previous runtime was executed before
installation of Customer Assist was completed, or before new
vectors were placed in service on a new system (meaning
previous runtime database was blank.)

10-10
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Callback Messaging

Table 10-5. Callback Messaging

Problem

Cause and Possible Remedy

Prompts not playing for
Callback Messaging.

Phrases have not been recorded. Listen for the selected
phrase in Speech Administration to insure that the phrase
exists. If it does not, record and install the phrase using

[3].

Phrases have not been selected/defined for the mailbox.
Check mailbox administration to insure that the correct
phrase was selected.

Message segments are
blank.

Field was not defined as “Required to Save Message,”
and the caller did not respond with an input.

Field was not defined as “Required to Save Message,”
and the caller did not respond with at least the minimum
defined input.

A passed parameter is not sent (not available, not properly
defined, etc.) and the segment does not include a prompt
to collect the missing data.

Caller hears “We're sorry.
That is an invalid mailbox.”

Mailbox not defined. You must first create a mailbox and
assign phrases in mailbox administration.

Mailbox not selected by vector. Check that the MSG _
DROP action in your Customer Assist vector uses a valid
mailbox number or a variable that contains a valid mailbox
number.

Mailbox disappeared.

Mailbox configuration was overwritten during a restore.

Messages were lost.

Mailbox was removed.

Mailbox configuration was overwritten during a restore.

A message was forwarded at the same time a mailbox was
deleted by the system administrator.

Some or all message
segments cannot be
retrieved from a mailbox.

Segments were inserted, changed, or deleted from a
mailbox containing existing messages.

Continued on next page
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Table 10-5. Callback Messaging — Continued

Problem

Cause and Possible Remedy

Message Waiting Lamp is
not lit although messages
await.

Message Waiting Lamp extension missing or incorrect. On
the CONVERSANT system, check this value on the
Mailbox Definition form; insure that it corresponds to the
extension of the agent to notify of new messages.

Check that the Message Waiting Lights function is
configured correctly in Dial Plan.

The port used to light or extinguish the Message Waiting
Lamp is constantly being used by other scripts.

The port used to light or extinguish the Message Waiting
Lamp is disabled for soft_szr. See your CONVERSANT
manual for information about enabling ports.

Another program has illuminated the lamp.

Announcement not played
prior to mailbox information
for automatic agent access
transcription.

Phrases have not been recorded. Listen for the selected
phrase in Speech Administration to insure that the phrase
exists. If it does not, record and install the phrase using

[3].

Phrase not installed when rerecorded. Listen for the
selected phrase in Speech Administration to insure that
the proper phrase corresponds. If not, rerecord and install
the phrase using [%] [3].

Phrase not assigned. Check mailbox administration to
insure that a phrase was selected.

Agent callback not
working.

A working port has not been assigned for callback.

The port used to call agents is disabled for soft_szr. See
your CONVERSANT manual for information about enabling
ports.

The port assigned for callback is busy or was set up as an
announcement station on the DEFINITY ECS R6.3 switch.

Incorrect agent extension or VDN defined. Check mailbox
administration to insure that a valid VDN or extension for
agent access was defined.

Continued on next page
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Table 10-5. Callback Messaging — Continued

Problem

Cause and Possible Remedy

Insure the callbackDIP and the MsgDrpDIP are in the
process table.

The retry interval or agent callback hours have not been
administered correctly.

The VDN threshold on the switch is not allowing messages
to be sent. Check the threshold level set on the DEFINITY
ECS R6.3 switch.

Ports are busy with other calls. Try dedicating a port to
agent callback.

Calls intended for agents are being answered in a queue
with a recorded announcement or music on hold.

Agent callback not working
for a specific mailbox.

No new messages exist in the mailbox.

No or invalid agent access number is specified for the
mailbox.

Messages are being forwarded to another mailbox.

There are many messages with higher priority than this
mailbox. Messages in this mailbox are not given a chance
to be launched to agents.

Messages are not being
delivered to agents quickly
enough.

Agent access ports are busy with incoming calls.

Insufficient agent access ports exist to handle the callback
volumes.

Port access time is set at too high of an interval.

Agents are bombarded
with callback messages.

Port access time is set on AUTO or another interval that is
too low.

After reaching an
answering machine, the
agent cannot reach the
Message menu.

Agents must disconnect from AUDIX or AUDIX Voice
Power before they can access the After Callback menu.

Press [9] to exit a mailbox; then press [*] [9] [9] to
reenter the Message menu.

Continued on next page
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Table 10-5. Callback Messaging — Continued

Problem

Cause and Possible Remedy

Message Waiting Lamps,
agent access, and
automatic call launching do
not work with line-side
T1/EL.

Whenever the DEFINITY ECS R6.3 switch cannot respond
with resources in time (during a period of high call volume,
for example) Callback Messaging will fail. Increase the
Dial Tone Delay parameter on the CONVERSANT system’s
digital protocol screen or increase the number of
touch-tone receivers on the DEFINITY ECS R6.3 switch.

Parts of messages are not
spoken back.

The Pl ayback to Transcri ber field is set to No.

The message segments are blank.

Fragmented message
received by agent in
Callback Messaging.

Caller hung up during Message Drop. No resolution
required.

The recording has reached the maximum recording length
set for the segment. Increase it if you feel it is appropriate.

Messages are not being
kept even though callers
leave them.

A required segment is not being completed by the callers.

Customer callback not
working.

The mailbox does not include a Data type segment with
Treat as a phone field setto Yes.

The outside line access code not specified or incorrect for
this mailbox.

The customer’s telephone number is a long distance
number and the system requires an accounting code for
long distance calls.(See your Lucent Technologies
representative for configuration).

DEFINITY ECS R6.3 port configuration is incorrect. Check
to see that conference call transfer and outside line
access are enabled.

DEFINITY ECS R6.3 port is restricted from making toll
calls.

Caller left an incomplete telephone number in the Data
segment.

Automatic launch on
telephone numbers does
not work.

Caller left an incomplete telephone number in the Data
segment.

Customer callback is not configured correctly.

Continued on next page
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Table 10-5. Callback Messaging — Continued

Problem

Cause and Possible Remedy

Calls are not being saved
or deleted after being
launched for customer
callback.

Callback conference time has not expired. Calls
terminated before the conference time expires will revert
to their original status.

Agent is permanently
placed on soft hold when
initiating outcall.
Consequently, outcall fails.

ARS setting in DEFINITY ECS R6.3 dial plan set
incorrectly. Must be set to “No.” Dialing initial digit “1” not
required. Retry interval should be reduced.

The Intelligent Action in Dial Plan is set to wait for too long
in intelligent mode and the caller did not answer.

Messages are not being
delivered to agents in a
time equivalent to the
estimated wait time.

Port access time is not set to AUTO.

There are insufficient agent access ports defined. To
achieve this service, you must have as many ports as you
will possible messages to be “queued.”

The Tinme to wait for an agent isinsufficientto
gueue messages for an available agent. The callback
process is timing out.

Consider setting mailboxes that require this service at the
highest priority.

The same message is
repeatedly sent to agents.

Callback attempt fails or is aborted. Try saving the
message to retry later.

Data fields do not work with
agent callback; displays
are not filled.

Callers are not entering the field requested in the
message.

DEFINITY vector is not set up properly with Collect and
Route steps. Test the DEFINITY vector with a plain
telephone.

There is no Call Classification circuit pack in the DEFINITY
ECS R6.3 switch. Touch-tone recognition in the Collect
step within a DEFINITY vector requires this circuit pack.

Important messages are
being delivered for certain
mailboxes but not for
others.

Mailboxes have different priority settings. Mailboxes with
higher priority will have all ready messages delivered to
agents before delivering messages for mailboxes with
lower priority.

Messages are getting
backed up in a single
mailbox.

Transcribe the messages in the mailbox.

Continued on next page
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Table 10-5. Callback Messaging — Continued

Problem

Cause and Possible Remedy

Add more callback ports.

Send overflow messages to a forwarding mailbox.

Ready messages are
sitting in a certain mailbox
for too long.

Send old messages to a forwarding mailbox.

Callback does not occur
when a caller schedules it.

Agents are busy with other calls.

The time scheduled was not during the customer callback
hours specified in the administration.

Agent hours are off when the callback is to occur.

CONVERSANT callback ports are not available.

Confusion exists over the time zone difference. Times are
scheduled for the CONVERSANT's local time, not the
caller’s time if the mailbox has the Adj ust for Ti ne
Zone: field set to No.

The telephone number field
(or other passed
parameter) is not being
automatically filled from
ANI (or other variable) in
callback message.

ANI (or other value) is not being sent with the call.

The parameter is not defined properly in MSG_DROP and
is therefore not being sent from Platform Management.

The parameter is not defined properly in the Data segment
of the mailbox.

10-16
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Custom Call Routing

Table 10-6. Custom Call Routing

Problem Cause and Possible Remedy

Application hangs up. No match in the table and a “no match found” alternative is
not defined. Check your Customer Assist vector to insure

that a message or transfer pattern for “no match found” is
included (for instance, transfer to an operator).

Table is not populated. Check Custom Call Routing
Administration to insure that records exist in your table. If
not, populate your table either from DOS-formatted
diskette or from on-screen administration.

Converse vector step not passing digits. Check DEFINITY
vectors to insure that a Converse vector step is defined
and passing the correct information.

Data return FAC code on CONVERSANT does not match
the code on the DEFINITY switch.

Use a Wait step just before the Collect Digits step in the
DEFINITY vector as a caution in case DEFINITY resources
are busy.

Caller routed to the wrong Error in routing table data. Use add/delete records in
destination. Custom Call Routing Administration to check that the
record in your table is defined correctly. If not, it may be
changed via on-screen administration.

The Collect Digits step in the DEFINITY switch is not
properly assigned. Check DEFINITY administration to
verify that the DEFINITY switch is routing to the
destination’s address digits, and not to the other
parameter’s digits passed by the same DATA_RTN
command.

DATA_RTN action is in wrong location of the Customer
Assist vector. The DATA_RTN command passing
destination’s address should correspond to the Collect
Digits step immediately preceding the Route-To step in the
DEFINITY vector. Check the switch and Platform
Management to verify.

Unable to load data to a Not a DOS-formatted diskette. Table must be loaded from
routing table. a DOS-formatted diskette.

Wrong file or path specified.

Continued on next page
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Table 10-6. Custom Call Routing — Continued

Problem Cause and Possible Remedy

Table not created. Must create a routing table in Custom
Call Routing Administration first.

Incorrect delimiters used. Check the documentation and
on-screen help for a list of valid options.

The number of records in the data file exceeds the
maximum number allowed in the table.

System Administration

Table 10-7. System Administration

Problem Cause and Possible Remedy

No data in reports—General No calls were received during selected day.

There are too many lines in the report to display.

No data in reports—Call Detail Activated vectors did not include a REPORT
action.

No data in reports—Event Summary | Activated vectors did not include a REPORT

Detail action.

No data in reports—Message Log No messages were left during selected day.

No data in reports—Traffic Report Cannot report on current day’s activity; reports
only past days’ activity.

Reports will not print. Printer is not configured properly.

Printed reports jumbled. Printer is not compatible.

Back up to diskette failed. Diskette is incorrectly formatted.

Diskette is write protected.

More than 42 variables are included | A variable was renamed in the time interval for
in the Event Detail and Event Count | which the report was run.
Reports.

Continued on next page
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Table 10-7. System Administration — Continued

Problem

Cause and Possible Remedy

A previously valid variable is not
valid as an entry in the Event Detalil
Report.

Renamed or deleted variables are not recognized
as valid. Choose all in the Event Detail Report to
retrieve data for a variable that was deleted or
renamed in the current reporting interval.

AUDIT shows an invalid variable that
you did not intend to create as a
variable.

A % sign was erroneously entered before a value
in one of the Action fields.

Restore from diskette failed.

Diskette was overwritten or damaged.

There may be insufficient free
processes to administer this
package warning message
encountered at program startup.

Check the UNIX system’s NPROC tunable
parameter.

There may be too many files open to
administer this package warning
message encountered at program
startup.

Check the UNIX system’s NFILE tunable
parameter.

There may be insufficient free
i-nodes to administer this package
warning message encountered at
program startup.

Check the UNIX system’s NINODE, NS5INODE,
and NFILE tunable parameters to determine if
they can be increased.

There may be insufficient disk space
under /usr/spanlink to administer
this package error encountered at
program startup.

Delete unnecessary files from the disk. Consider
adding disk storage.
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Speech Recognition

Table 10-8. Speech Recognition

Problem

Cause and Possible Remedy

The GET_SPCH and MENU actions do not
wait for caller input but immediately
reprompt the caller.

Intuity WholeWord Recognition - Base and/
or Intuity WholeWord Recoghnition -
Language was not loaded.

WholeWord Recoghnition was not assigned
to the SP or SSP card.

The custom grammars for the language
were not enabled.

Insufficient number of port licenses for
WholeWorld Speech Recognition.

The GET_DIALP and MENU actions hang
forever after the initial prompt or until a
touch-tone is entered.

Intuity WholeWord Recognition - Base and/
or Intuity WholeWord Recoghnition -
Language was not loaded.

WholeWord Recoghnition was not assigned
to the SP or SSP card.

The custom grammars for the language
were not enabled.

Insufficient number of port licenses for
WholeWorld Speech Recognition.

Spoken caller input is not recognized or is
recognized as the wrong value.

To improve the accuracy of the recognition,
use the most restrictive grammar possible
that can collect all possible caller input.
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Dial Pulse Recognition

Table 10-9. Dial Pulse Recognition

Problem

Cause and Possible Remedy

The GET_DIALP and MENU actions do not
wait for caller input but repromt the caller
immediately.

INTUITY Dial Pulse Recognition was not
loaded.

Dial Pulse Recognition was not assigned to
the SP or SSP card.

The GET_SPCH and MENU actions hang
forever after initial prompt or until a
touch-tone is entered.

INTUITY Dial Pulse Recognition was not
loaded.

Dial Pulse Recognition was not assigned to
the SP or SSP card.

Rotary caller input is not recognized or is
recognized as the wrong value.

To improve the accuracy of the recognition,
use the most restrictive grammar possible
that can collect all possible caller input.

Surveys

Table 10-10. Surveys

Problem

Cause and Possible Remedy

The report is empty.

Check that the configuration is correct and
messages were dropped for that day.

Check that the mailbox used by the survey
still exists and that it matches the survey
configurations.

The report or data file was not generated.

Check the directory and filename specified
in the configuration.

Make sure you have enough drive space.

Check that the mailbox used by the survey
still exists and that it matches the survey
configurations.

Continued on next page
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Web Reports
Table 10-11. Web Reports
Problem Cause and Possible Remedy

When attempting to start Web Reports, the
system displays “Flle not found.”

The CONVERSANT is not on the network.

The Apache Web Server was not
configured properly for the network.

Web Reports was not successfully loaded
on the CONVERSANT.

The user has accessed a web server that is
different from the one used by Customer
Assist.

The URL specified was incorrect.

“No response” message on browser

The URL specified was incorrect.

The CONVERSANT is not on the network.

Apache Web Server for Customer Assist
was not successfully loaded on the
CONVERSANT.

The Apache Web Server for Customer
Assist is not running on the CONVERSANT.

Prompted for user name or password. (By
default, the Apache Web Server for
Customer Assist does not require a
password.)

The URL specified was incorrect.

The user has accessed a web server that is
different from the one used by Customer
Assist.

The report is empty.

Insure calls exist for that day and setup.
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Other Problems

Due to the structure of Customer Assist, a single problem can sometimes have
any one of a number of causes and solutions. The following section describes
common problems and their solutions.

Common Problem

System operates improperly or database(s) have become corrupted.
Specifically:

= can't open file: file does not exist error encountered.
= System does not write data to fields.

= System does not write to fields that it normally populates after the user
enters information elsewhere on the form.

= Error is encountered when attempting to save, close, or cancel a form or
text entry.

= The save operation (that is, CHG-KEYS and SAVE [3]) appears to
work, but user finds information missing after reentering form.

= Function keys, such as REMOVE and DELETE [F4], do not work.
= System will not place new vectors in service.

= System will not record speech.

= System will not import, export, back up, or restore databases.

= Vector, phrase, mailbox, survey, and routing databases become
corrupted.

= System dumps core.

= System monitor does not become activated.

= Access to UnixWare operating system is denied.
=« Terminal freezes.

= Form accepts invalid input or rejects valid input.

= System routinely gives warning messages when starting Customer Assist.

Causes and Possible Solutions

System is improperly tuned or configured. Check for:
= Free disk space under /usr/spanlink
=« Console system messages
=« Invalid UnixWare operating system parameters

= Faulty hardware in all key components
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= TERM or SMTERM environmental variable is not set to the user’s terminal
type.

=>» NOTE:
If one of the databases was corrupted, follow the previous
recommendations to correct the underlying problem, and then
restore the database from a backup on diskette. If a backup is not
available, restore as follows:

Vector database: Check every action in each vector to verify that
they are correct. Change actions as necessary and save the vector.

Phrase database: Check each phrase to verify that all tags and
texts are correct. Change and save phrases as necessary.

Mailbox database: Check each mailbox to verify that every form
and setting is correct. Change and save settings as necessary.

Routing tables: Consider removing and adding these tables. If
databases cannot be restored or rebuilt, call your support
representative.

Survey database: Check each survey to verify that every form and
setting is correct. Change and save settings as necessary.

A CAUTION:
Do not save a form if you think it may corrupt your database.
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Maximum Values in Customer Assist
Packages

This appendix provides the maximum values for the Customer Assist packages.

General Administration

Table A-1 contains the maximum values for general administration.

Table A-1. Maximum Values for General Administration

Description Maximum Value

Maximum number of concurrent calls 6, 12, 13-30, 31-60, 60-96
per system

Maximum number of concurrent 1
administrators

Maximum length of each variable 24 characters (if used as a string) or
value 9 digits (if used as a number)
Maximum number of administrable 256

vectors per system

Maximum length of each vector 14 steps

Maximum number of mailboxes for 999,999 (recommended limit is 500)
Callback Messaging

Maximum number of messages for 99,999
Callback Messaging

Continued on next page
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A-2

Table A-1. Maximum Values for General Administration — Continued

Description Maximum Value

Maximum number of mailboxes 15 (recommended limit)
performing the callback function at
the same time

Maximum number of records per 200,000 (Can easily link multiple
Custom Call Routing table tables together)

Maximum number of routing tables Limited by disk space
Maximum number of routing table 1,000,000

records on the system

Maximum number of lines of areport 2000 (However, you can print the
that may be displayed on screen entire report)

The Platform uses 24 actions, two additional actions for Callback
Messaging, one additional action for Custom Call Routing, one additional
action for Speech Recognition, and one additional action for Dial Pulse
Recognition.

The platform uses five talkfiles for recorded speech:
Talkfile 6104 (US English) for vector phrases
Talkfile 6100 (US English) for standard speech phrases
Talkfile 6105 (US English) for mailbox phrases
Talkfile 6102 (US English) for standard mailbox phrases
Talkfile 6106 for message phrases
Each talkfile is limited to 65525 discrete phrase numbers.
=> NOTE:
The actual number of phrases that can be created is limited by the

size of the speech slice and /root disk partition on the hard disk. For
each additional language used, another five talkfiles are used.
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Table A-2. Talkfile Table

Female/ Mailbox

Male & prerecor

Normal/ ded Speech  Vector Mailbox Message
Language Expert Standard speech Admin  Phrases Phrases Phrases
Australian Female N 5100 5102 5103 5104 5105 6106
English
Brazilian Female N 5200 5202 5203 5204 5205 6106
Portuguese
French Female N 5300 5302 5303 5304 5305 6106
Canadian
Castilian Female N 5400 5402 5403 5404 5405 6106
Spanish
Colombian  Female N 5500 5502 5503 5504 5505 6106
Spanish
Dutch Female N 5600 5602 5603 5604 5605 6106
European Female N 5700 5702 5703 5704 5705 6106
French
German Female N 5800 5802 5803 5804 5805 6106
Japanese Female N 5900 5902 5903 5904 5905 6106
UK English  Female N 6000 6002 6003 6004 6005 6106
US English  Female N 6100 6102 6103 6104 6105 6106
Italian Female N 6200 6202 6203 6204 6205 6106

Issue 1 September 1998 A-3



Maximum Values in Customer Assist Packages

Actions

This section provides the maximum values for actions. It also contains the key for
codes that are used in the Maximum Value for Actions table.

Key to Codes
Table A-3 defines each code that appears in|Table A-4|on page A-10.

Table A-3. Key to Codes in the Following Table

Code Meaning Format Notes
NUM Numeric Only (0-9)
AN Alphanumeric (a-z, A-Z, 0-9)
TT Touch-tones (0-9,*, #)
C Comparison =, 1=,<,<=5,>,>3)
(0] Operators (+,-,%1,=)
VEC Vector numbers (1 to256)
ANY Any input except |
and /
VAR Variables
ACT Actions
D Day of the Week
MONTH JAN,...,.DEC
MM/DD/YY Month/Day/Year
PHR Phrase Tag
E Existing
NE Not Existing
R Input Required
NR Input Optional (not
required)
CT Column Type Name of

Transcription
Detail column type

Continued on next page

A-4 Issue 1 September 1998



General Administration

Table A-3. Key to Codes in the Following Table — Continued

Code Meaning Format Notes

DF Display Format Left Justify- Data
Right Justify-
Numbers
YYYYMMDDHH24M  (e.g.)
ISS 19951107081530
YYYYMMDD (e.g.) 19951107
YYYY (e.g.) 1995
YYMMDD (e.g.) 951107
YYMM (e.g.) 9511

Continued on next page

Issue 1 September 1998 A-5



Maximum Values in Customer Assist Packages
T

Table A-3. Key to Codes in the Following Table — Continued

Code Meaning Format Notes
YY (e.g.) 95
MMDD (e.g.) 1107
MM (e.g) 11
DD (e.g.) 07
DD-MM-YYYY (e.g.) 07-11-1995
DD-MM-YY (e.g.) 07-11-95
DD-MON-YYYY (e.g.) 07-NOV-1995
DD-MON-YY (e.g.) 07-NOV-95
DD-MONTH-YYYY (e.g9.)
07-NOVEMBER-199
5
DD-MONTH-YY (e.g.)
07-NOVEMBER-95
DD/MM/YYYY (e.g.) 07/11/1995
DD/MM/YY (e.g.) 07/11/95
DD/MON/YYYY (e.g.) 07/NOV/1995
DD/MON/YY (e.g.) 07/NOV/95
DD/MONTH/YYYY (e.g9.)
07/NOVEMBER/199
5
DD/MONTH/YY (e.g9.)
07/NOVEMBER/95
MM-DD-YYYY (e.g.) 11-07-1995
Continued on next page
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|

Table A-3. Key to Codes in the Following Table — Continued

Code Meaning Format Notes

DF MM-DD-YY (e.g.) 11-07-95
MON-DD-YYYY (e.g.) NOV-07-1995
MON-DD-YY (e.g.) NOV-07-95

MONTH-DD-YYYY

(e.9.)
NOVEMBER-07-199
5

MONTH-DD-YY (e.g.)
NOVEMBER-07-95

MON/DD/YYYY (e.g.) NOV/07/1995

MON/DD/YY (e.g.) NOV/07/95

MONTH/DD/YYYY (e.g.)
NOVEMBER/07/199
5

MONTH/DD/YY NOVEMBER/07/95

D day of week
(1 = Sun,...7 = Sat)

DAY day of the week
(Sunday,...Saturday)

DY abbreviate day of
wk (Sun,...Sat)

HH24:MI:SS (e.g.) 08:15:30

HH24:MI (e.g.) 08:15

HH24 (e.g.) 08

HH:MI:SS AM (e.g.) 08:15:30 AM

HH:MI AM (e.g.) 08:15 AM

HH AM (e.g.) 08 AM

Continued on next page
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T

Table A-3. Key to Codes in the Following Table — Continued

Code Meaning Format Notes
CF Convert Format Character - Data
(Sort by):

Number - Numbers
YYYYMMDDHH24M  (e.g.)
ISS 19951107081530
YYYMMDD (e.g.) 19951107
YYYY (e.g.) 1995
YYMMDD (e.g.) 951107
YYMM (e.g.) 9511
YY (e.g.) 95
MMDD (e.g.) 1107
MM (e.g) 11
DD (e.g.) 07
DD-MM-YYYY (e.g.) 07-11-1995
DD-MM-YY (e.g.) 07-11-95
DD-MON-YYYY (e.g.) 07-NOV-1995
DD-MON-YY (e.g.) 07-NOV-95

DD-MONTH-YYYY

(e.9.)
07-NOVEMBER-199
5

DD-MONTH-YY (e.g.)
07-NOVEMBER-95
DD/MM/YYYY (e.g.) 07/11/1995
DD/MM/YY (e.g.) 07/11/95
DD/MON/YYYY (e.g.) 07/NOV/1995
DD/MON/YY (e.g.) 07/NOV/95
DD/MONTH/YYYY  (e.g.)
07/NOVEMBER/199
5
DD/MONTH/YY (e.g.)
07/NOVEMBER/95
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|

Table A-3. Key to Codes in the Following Table — Continued

Code Meaning Format Notes
MM-DD-YYYY (e.g.) 11-07-1995
MM-DD-YY (e.g.) 11-07-95
MON-DD-YYYY (e.g.) NOV-07-1995
MON-DD-YY (e.g.) NOV-07-95
MONTH-DD-YYYY (e.g.)
NOVEMBER-07-199
5
MONTH-DD-YY (e.g.)
NOVEMBER-07-95
MON/DD/YYYY (e.g.) NOV/07/1995
MON/DD/YY (e.g.) NOV/07/95
MONTH/DD/YYYY (e.g.)
NOVEMBER/07/199
5
MONTH/DD/YY NOVEMBER/07/95
CF D day of week
(1 = Sun,...7 = Sat)
DAY day of the week
(Sunday,...Saturday)
DY abbreviate day of
wk (Sun,...,Sat)
HH24:MI:SS (e.g.) 08:15:30
HH24:MI (e.g.) 08:15
HH24 (e.g.) 08
HH:MI:SS AM (e.g.) 08:15:30 AM
HH:MI AM (e.g.) 08:15 AM
HH AM (e.g.) 08 AM
TK Talkfile Talkfile of

languagesinstalled.

See[Table A-2.
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Maximum Values in Customer Assist Packages

Actions

Table A-4 contains the maximum values for actions.

Table A-4. Maximum Values for Actions

Valid Inputs Max. length Comments
ADA _CALC Average call NUM, R 3
length:
Queue position: VAR, NUM, R 12
Result: VAR, R 12
Number of NUM, NR 3
Agents per Hour:
ANNOUNCE Talkfile TKF (E), R 4
Phrase Tag: PHR (E), R 50
CHAN_ASN Channel number: 0to 99, NR 2
Vector number VEC, NR 3 (Total of 12
pairs of the
above two
fields)
CHG_LANG Change VAR, Valid 12 Language can
language to: Installed be any
Language (R) installed
language or a
variable
CONVERSE Number of digits 1to 16, R 2
to collect:
Load digits into VAR, R 12
variable:
DATA_RTN Feature Access TT,R 10
Code:
Data return VAR, TT, NR 24 (Total of 8 of
segment; these fields.
The number of
characters in
all fixed and
variable values
combined
cannot exceed
24).
Continued on next page
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Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
DYNAMIC Variable: VAR, R 12
Value: NUM, -NUM, 10
NR
Program: AN (E), NR 12 (Existing Script
Builder
programs
only).
Arg 1, 2, 3: VAR, ANY,NR 12 (Total of 10
sets of the
Value, Program
and Arg fields).
DYN_ANNOU Phrase number: VAR, NUM (E), 12
R
EWT EWT Input: VAR, NUM, R 12
Calculated VAR, R 12
Output
Weighting Index: 10 to 300, R 3
Resolution: Minutes, 7
Second, R
Rounding: Nearest, Up, 7
Down, R
EXECUTE Application: AN (E), R 12 (Existing Script
Builder
programs
only).
Arguments: ANY, VAR, NR 24 (Total of 10
arguments).

Continued on next page
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Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
GET_DIALP Consolidate VAR, R 12
responses into
variable
Talkfile Vector Phrases 4 Choice of valid
talkfiles
See|Table A-2. depending on
(B), R installed
languages
Phrase Tag PHR(E), R 50
Valid Input: 1digit: 2,5, 8 (Total of 5 sets
_— of Phrase Tag
1 digit: 1,4,7,0 and Valid Input
1 digit: 1-3 fields)
1 digit: 1-5
1-3 digits: 0-9
1-5 digits: 0-9
Touch Tones, R
Confirmation: Field, Overall, 7
None, R
Time limit per 1-99, R 2
response
GET_DIGT Number of digits 1to 24, R 2
to collect:
Load digits into VAR,R 12
variable:
GET_SPCH Consolidate VAR, R 12
responses into
variable
Talkfile: Vector Phrases 4 Choice of valid
talkfiles
See|Table A-2. depends on
(B), R installed
languages
Continued on next page
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Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length

Comments

GET_SPCH

Phrase Tag

PHR(E), R 50

Valid Input:

yes-no
1 digit:1-3

1 digit:1-5

1 digit:0-9

2 digits:exact
3 digits:exact
4 digits:exact
5 digits:exact
6 digits:exact
7 digits:exact
8 digits:exact
9 digits:exact
1-3 digits:0-9
1-5 digits:0-9

Touch Tones, R

yes returns a
value of 1

no returns a
value of O

(Total of 5 sets
of Phrase Tag
and Valid Input
fields)

Confirmation:

Field, Overall, 7
None, R

Time limit per
response

1-99, R 2

GOTO

Vector/Step:

Vector, Step, R 6

Vector/Step#:

VEC, VAR, R 12

Variable:

VAR, R 12

Operator:

C,R 2

Value:

NUM, -NUM, 24
VAR, R

HANG_ACT

Vector number:

VEC (E), R 3

Continued on next page
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Maximum Values in Customer Assist Packages

Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
LOOK_UP Routing table AN (E), R 10 (Existing

name: Routing table
names only).

Lookup field: VAR, R 12

Number of VAR, NR 12

matches found:

Data field 1: VAR, NR 12

Data field 2: VAR, NR 12

Continued on next page
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General Administration

Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
MENU Prompt Phrase PHR (E), NR 50
Talkfile TKF(E), R 4 Choice of valid
Vector Phrases talkflles_
depending on
Seel[Table A-2. installed
languages
Num digits to 1to24,R 2
collect: Min
Num digits to 1to24,R 2
collect: Max
Time to wait for NUM, R 2
input: 1st digit
Time to wait for NUM, R 2
input: Next
digit(s)
Input Variable VAR, NR 12
Output Variable VAR, NR 12
Valid Input NUM, *, A, B, 16
C,D,n, s, et
r,d, NR
Output Value ANY 16
Goto Vector VEC, CONT, 4 10 sets of
NR input, output
vectors, & goto
vector sets.
Confirm input Yes, No, R 3
Input not on list PHR (E), NR 50
phrase

Continued on next page
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Maximum Values in Customer Assist Packages

Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
MENU Input not on list 1t099, R 2
Max # of tries
Input not on list ANY, NR 16
output value
Input not on list VEC, CONT,R 4
Goto Vector
Initial timeout PHR (E), NR 50
phrase
Max # of tries 1to 99,R 2
Output value ANY, NR 16
Goto Vector VEC, CONT,R 4
Too few digits PHR (E), NR 50
phrase
Max# of tries 1t099, R 2
Output value ANY, NR 16
Goto Vector VEC,CONT,R 4
No more tries PHR (E), NR 50
phrase
MSG_DROP Mailbox: VAR, NUM (E), 12 (NUM must
R represent an
existing
mailbox
number).
Argument A: ANY, NR 24
Argument B: ANY, NR 24
Argument C: ANY, NR 24
Goto Vector VAR, VEC, NR 12
OFF_HOOK Non-configurable
QUIT Non-configurable
REPORT Variable VAR, R 12
Continued on next page
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Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
SCHEDULE Start/During Start,During, 6 Required if
NR using the row
HR 00to23,*, NR 2
MN 00to59,*, NR 2
Day Mon,Tue,Wed, 3
Thu,Fri,Sat,
Sun,M-F, 1 to
31, * NR
Month * MONTH, NR
Year NUM, *, NR 4 Current year
and the next 4
years
Vector VEC, NR 3 Required if
using the row
SET Variable: VAR, R 12
Operator: O,R 1
Value: ANY, VAR, R 24
SPCH_ADM Talkfile: 6100, 6104, 4 These talkfile
6105 numbers
change per
language
See|[Table A-2.
Phrase number: VAR, 10 to 12
65535, NR
SPEAK_NUM Number: VAR, NUM, R 24
Speak as: Number, 9
Character, R
SWITCH Variable: VAR, R 12
Value: ANY, NR 24
Vector number: VEC, NR 3 (Total of 11
sets of the
Value and

Vector number
fields).

Continued on next page

Issue 1 September 1998 A-17



Maximum Values in Customer Assist Packages

Table A-4. Maximum Values for Actions — Continued

Valid Inputs Max. length Comments
TRANSFER Extension: NUM, VAR, R 24
TRANSRIBE Mailbox: VAR, NUM (E), 12 (NUM must
(Transcribe) NR repre_sent an
existing
mailbox
number).

A-18
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Vector Administration

Table A-5 contains the maximum values for Vector Administration.

Table A-5. Maximum Values for Vector Administration

Valid Inputs Max. length Comments

Vector Vector name: ANY, NR 14
Worksheet Description: ANY, NR 40

Action: ACT, NR 9 (Total of 14

fields).

Help Index Help key word: | ANY, NR 25
Copy Vector Copy from VEC (BE), R 3

Vector

To Vector VEC (NE), R 3

Vector Name ANY, NR 14

Description ANY, NR 40
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Speech Administration

Table A-6 contains the maximum values for Speech Administration.

Table A-6. Maximum Values for Speech Administration

Valid Inputs Max. length Comments
Add New Phrase 10 to 65535 5 (Unused
Phrase number: (NE), R phrase number
only).
Phrase tag: PHR (NE), R 50 (Unused
phrase tag
only).
Phrase text: ANY, NR 50 x 5 lines
Change Base Base language TKF (E), R 2 Any installed
Language language
Edit Phrase Phrase tag: PHR (NE), R 50 (Unused
phrase tag
only).
Phrase text: ANY 50 x 5 lines
Copy Phrase From Phrase PHR (E) ,R 50
Tag
To Phrase Tag PHR (NE) ,R 50
To Phrase 10 to 65535, 5
Number (NE) ,R
Record Phrase  Code rate: ADPCM16, 7
ADPCM32,
PCM64,
CELP16, R

A-20
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Speech Administration

Table A-6. Maximum Values for Speech Administration — Continued

Valid Inputs Max. length Comments

Dial Number Telephone NUM, -, R 24

number:

Channel: 0to 99, R 2
Password for Password TT, NR 16
Speech
Administration
Add New (Same as Add (Same as Add (Same as Add Activated by
Phrase to New Phrase) New Phrase) New Phrase) pressing the
Talkfile ADD-PHR key

while defining
the
ANNOUNCE,
GET_DIALP,
GET_SPCH or
MENU action.
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Report Generation

Table A-7 contains the maximum values for Report Generation.

Table A-7. Maximum Values for Report Generation

Valid Inputs Max. length Comments
Call Detail Day: D,R 9
Caller ID: all, last, 5
summary, 1 to
32768, R
Event Count Day: D, R 9
List by: vector, 8
variable, R
Event Detail Day: D,R 9
Variable: VAR, all, R 12
Message Mailbox ID: AN (E), all, R 6 (Existing
Count mailbox ID
only).
Message Mailbox ID: AN (E), all, R
Download
Message Log Day: MM/DD/YY (E), 9
Today,
Yesterday, R
Mailbox ID: AN (E), all, R 6 (Existing
mailbox ID
only).
Type: MESSAGE, 8
SAVED, all,
DELETED, R
Vector Profile Vector: VEC, all, 0, R 3
Database: DEVELOPMENT 12
RUNTIME PREV_
RUNTIME, R

A-22
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|

Table A-7. Maximum Values for Report Generation — Continued

Valid Inputs Max. length Comments
Vector Map Selection vector, 7
Criteria: channel, VDN,
R
Selection 0-99999,allL,R 5
Argument:
Database: DEVELOPMENT 12
RUNTIME PREV_
RUNTIME, R
Routing Table Routing table AN (E), R 10 (Existing
name: routing table
name only).
Traffic Report Day: MM/DD/YY (E), 9
Today,
Yesterday, R
Hours: 0to23,all, R 5
Vector Usage Day: D,R 9
Vector: 0, VEC, All, R 7
AgentCallback Day For Report MM/DD/YY (E), 9
Count Today, R
Survey Report Survey name: AN, R 10 (Existing
survey name
only).
Date: MM/DD/YY (E),
Today, R

Display Report
or Data File:

Report, Data

Continued on next page
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Maximum Values in Customer Assist Packages

Table A-7. Maximum Values for Report Generation — Continued

Valid Inputs Max. length Comments
Transcription Report Name AN, R 30
Detail Print Y,N, R 1
Automatically
Description AN, NR 50
Day For Report MM/DD/YY (E), 9
Today,NR
Title AN, NR 20 12 sets of Title,
Display,Colum
n Width and
Format
Display 0to 12, N, R 2
Column Width 1t099, R 2
Format DF, R 16
Type CT,NR 18 6 sets of Type
and Format
Format CF, NR 16
Column Type CT,NR 18 7 sets of
Column Type,
Operator,
Value, and
Format
Operator C,NR 2
Value ANY, NR 20
Format CF, NR 16

A-24
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Report Scheduling

Table A-8 contains the maximum values for Report Scheduling.

Table A-8. Maximum Values for Report Scheduling

Valid Inputs Max. length Comments
Report Number of Oto7,R 1
Scheduling days to
Options archive:

Callback Messaging Administration

Table A-9| contains the maximum values for Callback Messaging Administration.
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Table A-9. Maximum Values for Callback Messaging Administration

Valid Inputs Max. length Comments
Create Mailbox Mailbox Name  ANY, NR 24
Mailbox ID: NUM (NE) 6 (Unused
(O not allowed) mailbox
R number only).
Password: NUM, R 6
Mailbox Priority 0to 5,R 1
Talkfile TKFE), R 4 Choice of valid
talkfiles
Message .
depending on
Phrases )
installed
See|Table A-2. languages
Transcriber PHR (E), NR 50
Welcome
Phrase
Agent access TTNR 10
number:
Treat as Yes, No, R 3
outside
number
Outside Line TT, NR 10
Access Code
Country code NUM, NR
Time to wait for NUM, R
answer
Message Retry 110999, R 3
Interval
Use Dial Pulse  Yes, No, R 3
Recoghnition
Use Speech Yes, No, R 3
Recoghnition
Adjust for time  Yes, No, R 3

zone?

A-26
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Callback Messaging Administration

Table A-9. Maximum Values for Callback Messaging Administration — Continued

Valid Inputs Max. length Comments
MWL NUM, NR 10
Extension:
Minutes 1to 99, NR 2
Hours 1t0 99, NR 2
Days 1t099, NR 2
Max Messages NUM, NR 5
Forward AN (E), NR 6 (Existing
Messages into mailbox 1D
Mailbox only)
Callergoodbye PHR (E), NR 50
message
Type: Data, Record, 6
Sched, NR
Data Phrase Tag PHR (E), NR 50
Configuration Response O0to24,R 2
Limits Minimum
Response O0to24,R 2
Limits
Maximum

Continued on next page
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Maximum Values in Customer Assist Packages

Table A-9. Maximum Values for Callback Messaging Administration — Continued

Valid Inputs Max. length Comments

Have Caller Yes, No, R 3

Confirm?

Segment Yes, No, R 3

Required to

Save

Message?

Playback to Yes, No, R 3

transcriber?

Treat as Yes, No, R 3

Display Field?

Treat as Phone  Yes, No, R 3

Field?

Portion Internal 12

Area code
Subscriber
Country Code
(R)

Enable Yes, No, R 3

Automatic

Launch?

Message None, Delete, 6

Treatment Save, R

Passed Yes, No, R 3

Parameter?

Argument A, B, C,NR 1
Record Phrase Tag PHR (E), NR 50
Configuration Response 0to 600 ,R 3

Limits Minimum

Response 0 to 600, R 3

Limits

Maximum

Recording CELP16, 4

Quality ADPCM16,

ADPCM32

A-28
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Callback Messaging Administration

Table A-9. Maximum Values for Callback Messaging Administration — Continued

Valid Inputs Max. length Comments
Have Caller Yes, No, R 3
Confirm?
Segment Yes, No, R 3
Required to
Save
Message?
Playback to Yes, No, R 3
Transcriber?
Inform Phrase Tag PHR (E), R
Configuration
Schedule Phrase Tag PHR (E), NR 50
Configuration Have Caller Yes, No, R 3
Confirm?
Segment Yes, No, R 3
Required to
Save
Message?
Playback to Yes, No, R 3
Transcriber?
Copy Mailbox From Mailbox NUM (E), R 6 (Existing
ID Mailbox ID)
. NUM (NE), R 6 (Not existing
To Mailbox ID Mailbox ID)
Mailbox Name  ANY, NR 24
Edit Mailbox Mailbox Name  ANY, NR 24
Password: NUM, NR 6
Mailbox Priority 0 to 5,R
Talkfile Message 4 Choice of valid
Phrases talkfiles
See|Table A-2. fjependlng on
installed
languages

Continued on next page
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Table A-9. Maximum Values for Callback Messaging Administration — Continued

Valid Inputs Max. length Comments
Transcriber PHR (E), NR 50
Welcome
Phrase
Agent access TT,NR 10
number:
Treat as Yes, No, R 3
outside
number:
Outside Line TT, NR 10
Access Code
Time to Wait NUM, R 4
For Answer
Message Retry  1t0 999, R 3
Interval
Use Dial Pulse  Yes, No, R 3
Recognition
Use Speech Yes, No, R 3
Recognition
Adjust for time  Yes, No, R 3
zone?
MWL NUM, NR 10
Extension:
Minutes 1t0 99, NR 2
Hours 11099, NR 2
Days 1t099, NR 2
Max Messages NUM, NR 5
Country code NUM, NR 4
Forward AN (E), NR 6 (Existing
Messages into mailbox ID
Mailbox only)
Callergoodbye PHR (E), NR 50
message
Type: Data, Record, 6

Sched, NR
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Callback Messaging Administration

Table A-9. Maximum Values for Callback Messaging Administration — Continued

Valid Inputs Max. length Comments
Global Settings Channel 1to 999, 4
for All Message Access Time AUTO, R
Drop Mailboxes Agent Access 0to 99, NR 20
Channel:
Force ‘Press1” Yes, No, R 3
for agent
callback
pickup
Speak Yes, No, R 3
transcription
segment
number
Play message A M.D,d, T,E, 1
header N (R)
information
Number of NUM, R 1
confirmation
chances
Time format 12,24 (R) 2 12- or 24-hour
clock
Allow agentsto  Yes, No, R 3
reschedule
Immediately Yes, No, R 3
Later Today Yes, No, R 3
Later Date Yes, No, R 3
Callback NUM, NR 4
Conference
Time
Allow agentsto  Yes, No, R 3
classify
callbacks

Continued on next page
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Table A-9. Maximum Values for Callback Messaging Administration — Continued

Valid Inputs Max. length Comments
Agent Callback Hours: 01to 12, R 2
Hours Minutes: 00 to 59, R 2
Indicator: AM, PM, R 2 (Total of 14 of
the above three
fields).
Customer Hours: 01to 12, R 2
Callback Hours i tes: 00 to 59, R 2
Indicator: AM, PM, R 2 (Total of 14 of
the above three
fields).
Delete Messages Mailbox ID: NUM (BE), R
from Mailbox Status: All, New,
Saved
Age of 1-99
Message:
Mapping Country code: NUM, R 4
Country/City/Area . .
Code to Time City/Area code: NUM, NR 8
Zone Time zone: AN, R 24

Custom Call Routing

Table A-10[contains the maximum values for Custom Call Routing.

A-32
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Custom Call Routing

Table A-10. Maximum Values for Custom Call Routing

Valid Inputs Max. length Comments
Add Table Routing table AN (NE), R 10 (Unused
name: Routing table
name only).
Approx. Max.#of  100-25000, R 5
Records
Description: ANY 40
Import/Export Import/Export Import, Export, 6
Routing Table R
Routing table AN (E), R 10 (Exiting routing
name: table name
only)
Append/Replace Append, 7
Replace
Drive: A, B, R 1
Path: AN, /, ., R 50
Filename: AN, -, , R 12
Field delimiter: [, %, & -, ,,5; 1
R
Filter Y, N, R 1
non-numeric:
Record Routing table AN (E), R 10 (Existing
Administration name; routing table
name only).
Lookup field: ANY (NE), R 24
Data field 1: ANY,NR 24
Data field 2: ANY, NR 24
Edit/Delete Routing table AN (E), R 10 (Existing
Record name; routing table
name only).
Lookup field: ANY (E), NR 24
Record in Data field 1: ANY, NR 24
Routing Table i field 2: ANY, NR 24
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Survey Configurations

Table A-11 contains the maximum values for Survey Configurations.

Table A-11. Maximum Values for Survey Configurations

Valid Inputs Max. length Comments
Surveys Survey name: AN, R 10
Mailbox ID: NUM (E), R 6
Output AN, -, ., R 12
filename:
Destination AN,/, , R 50
directory:
Summarizethe Y, N, R 1
data?
Print Y,N,R 1
automatically?
Output filename AN, -, ., R 12
Destination AN,/, ,R 50
directory
Summarizethe Y, N, R 1
data?
Delimiter 1,% & -, 5 1
R
Type of All, Ready, 5
messages Saved
Include Data, Date, 6
message MsgNum, All
information
Delete 1-14 2
messages
older than
Status All, Ready, 5
Saved
Delete reports 1-99 2
and data files
older than
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System Backup/Restore

Table A-12 contains the maximum values for System Backup/Restore.

Table A-12. Maximum Values for System Backup/Restore

Valid Inputs Max. length Comments
Restore Vector UNIX or DOS UNIX, DOS, R 4
Database Format
Drive 0,1,R 1
Backup Vector UNIX or DOS UNIX, DOS, R 4
DataBase Format
Drive 0,1,R 1
Speech Backup or Backup, 7
Backup/ Restore Restore, R
Restore Talkfile Vector 3 Choice of valid
Phrases, talkfiles
Mailbox depends on
Phrases, TKF installed
(E), R languages
Drive 0,1,R 1
Mailbox Backup or Backup, 7
Configuration Restore Restore
Backup/ Drive 0,1,R 1
Restore
Survey Backup/ Backup or Backup, 7
Restore Restore Restore
Drive 0,1,R
Format Floppy UNIX or DOS UNIX, DOS, R 4
Disk Format
Drive 0,1,R 1

Continued on next page
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Table A-12. Maximum Values for System Backup/Restore — Continued

Valid Inputs Max. length Comments
Restore UNIX or DOS UNIX, DOS, R 4
Development Format
Vector )
Database Drive 0,1,R 1
Restore Phrase Y, N, R 1
Database
Also?
Restore Drive 0,1,R 1
Speech Talkfile 6104, 6105, R 3 These talkfile
numbers
change per
language
Restore Drive 0,1,R 1
Mailbox
Configuration
Copy file Copy: DISK-TO-FILE, 12
to/from diskette FILE-TO-DISK,
R
File name on AN,-,..R 20
diskette
DOS or UNIX DOS, UNIX, R 4
format
Drive Oor 1 0,1,R 1
Filename on AN,-,..R 20
hard drive
Directory name AN,1,..R 50
Backup Database: Vector, 14
Verification Speech,
Mailbox,
Routing,
Survey, R
DOS or UNIX DOS, UNIX, R 4
format
Drive Oor 1 0,1,R 1
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Variable Administration

Table A-13 contains the maximum values for Variable Administration.

Table A-13. Maximum Values for Variable Administration

Valid Inputs Max. length Comments
Add New Variable Name | AN, , (NE), R 11
Variable
Edit Variable Variable Name | AN, , (NE), R 11
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Reentering Customer Assist

This appendix describes the procedures for reentering Customer Assist after
executing a Script Builder application.

Reentering Customer Assist
After Executing a Script Builder
Application

Customer Assist accepts up to eight variable arguments with each call it receives
from another voice platform application if the application was created with Script
Builder, Lucent’s application-development tool. By passing arguments
concurrently with call control, you can dictate how Customer Assist responds to
callers who have already performed other activities on the platform.

Valid Arguments

Arguments can include: vector number, caller number, language, and five other
items of information. The first three arguments perform specific functions, while
the remaining five pass general information. Specifically:

= Argument 1: (vector number) enables a call to bypass the setup vector
and activate a particular vector right away.

= Argument 2: (caller number) enables Customer Assist reports to track a
call as it passes between Customer Assist vectors and Script Builder
applications.
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Reentering Customer Assist

= Arguments 3: (language) allows Customer Assist to respond in the
specified language. The following are the values passed for the

languages:
Table B-1. Language values
Value Language
01 Australian English
02 Brazilian Portuguese
03 Canadian French
04 Castilian Spanish
05 Colombian Spanish
06 Dutch
07 European French
08 German
09 Japanese
10 UK English
11 US English
12 Italian
=>» NOTE:

If the language is not passed back to the Customer Assist or if it is
invalid, the base language will be used.

= 410 8: (%datalto %datab) allows you to pass information to the Customer
Assist variables %datal, %data2, %data3, %data4, and %databs.

Example
The following example illustrates how to:
= Start a Script Builder application from Customer Assist
= Pass caller information to the Script Builder application
= Return call control to Customer Assist when the Script Builder application
concludes.

STEP 1: Set Up the EXECUTE Action to
Invoke a Script Builder Application

With the EXECUTE action, a Customer Assist vector can transfer call control to

any Script Builder application installed on the system. By passing the caller
number to the Script Builder application along with the call, Customer Assist can
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Reentering Customer Assist After Executing a Script
Builder Application

track the caller’s activities on a single report. Passing the language value
ensures the call is continually handled in the chosen language.

1. Start at the Vector Configuration menu and select Create New Vector.
A Customer Assist vector worksheet appears.

2. Enter a name for your vector in the Vect or Nane field.

3. Optionally, enter a description of this vector in the Descri pti on field.
Press (ENTER).

=>» NOTE:
Vector names and descriptions are for reference only; they do not
affect the handling of calls.

4. Move to the column marked Act i on.
Action step numbers appear under the St ep column.
5. On the first available line, press CHG-KEYS (8) and CHOICES [F2).
6. Select EXECUTE from the list.
7. Complete the definition form that appears. Use the following parameters:

= Program <name of Script Builder program> (Program name is any
valid and installed Script Builder program).

= Argunent 1: %caller_num (Caller_num is the optional Customer
Assist system-generated caller serial number used when reentering
Customer Assist to link reporting information to the original call.
Passing the wrong caller number will affect the accuracy of
Customer Assist reports).

« Argunent 3: %language (Language is the optional Customer
Assist value used to determine the language being used. Passing
the incorrect language will cause the system to respond to the
caller in the incorrect language or the base language.)

= Return Val ue: %return_viu (Return value is the value set if the
execute fails. The system sets this value to 1 if no application with
the given name is installed; it sets this value to 2 if there is not
enough space to fill all arguments.)

8. Press CLOSE ).
9. Press CHG-KEYS (F8) and SAVE (F3) to save your Customer Assist vector.

STEP 2: Modify a Script Builder Application to
Accept Arguments from Customer Assist

Any Script Builder application can be modified to accept a caller number and

other arguments when it is activated by Customer Assist. The following Script
Builder program fragment illustrates how to modify a Script Builder application.
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B-4

You do not need to modify the Script Builder application if callers will not be
reentering Customer Assist.

start:
1. External Function

Function Name: getarg

Use Arguments: 2 caller_num 25
2. External Function

Function Name: getarg

Use Arguments 3 language 25
### body of program ###

= Nunber of argunents being passed: 2 (for caller_ num) or 3 (for
language)

= Address the argument shoul d be pl aced: caller_num (can use
any valid Script Builder variable name)

= Nunber of bytes to gather: 25 (25 = 24 bytes for variable + 1bytes
for overhead).

=> NOTE:
getarg is a standard Script Builder external function that captures
arguments from the passed space from tsm 'exec’ function.

STEP 3: Modify the Script Builder Application to
Execute Customer Assist

Any Script Builder application can be modified to execute Customer Assist when
the Script Builder application ends. If you want Customer Assist to respond with
a specific Customer Assist vector, send the vector number as an argument. If
Customer Assist started the Script Builder application and passed a caller
number to it originally, you must pass the caller number back to Customer Assist
so that its reports can classify the caller as a returning caller, rather than as a
new caller. If the language value is passed to the Script Builder application, it
should be passed back to ensure that the same language is used. Optionally,
use the variables %datal - %data5 to pass additional values to Customer Assist.

Each time Customer Assist starts, it determines whether or not it was “exec'ed”
by another application. If it was, it checks to see which of the 8 parameters, listed
as arguments below, has a value. If a parameter has a value, then Customer
Assist assigns the value to the appropriate variable. This operation occurs
automatically and does not require any additional setup, configuration, or
programming.

Issue 1 September 1998
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Builder Application

The following Script Builder program fragment illustrates how to modify a Script
Builder application to execute a Customer Assist vector:

20. Set Field Value
Field: vector_number = 10

21. External Action: Execute
Application_Name: "ccc”
Write_Call_Data_Record: “yes”
Argument_1: vector_number
Argument_2: caller_num
Argument_3: language
Argument_4: datal
Argument_5: data2
Argument_6: data3
Argument_7: data4
Argument_8: datab

End External Action

« External Action: Use the standard EXECUTE action.
= Application Nane: Use “ccc” for Customer Assist.
= Wite Call_Data_Record: “yes” or “no” based on preference.

= Argunent 1: the number of the vector you wish to start when Customer
Assist starts. Without this argument, Customer Assist starts with vector 0
and routes to the vector designated for the current channel in CHAN_ASN.

= Argunent 2: the caller number Customer Assist originally passed to the
Script Builder application (if applicable). By returning this value, you direct
Customer Assist to cross-reference the new call with the original call.

= Argunent _3: the language the Customer Assist passed to the Script
Builder application originally. (if applicable)

= Argunent_4 - Argunent _8: optional values to pass. The arguments
are specified by a Script Builder field name or a string enclosed in
guotation marks. Customer Assist fills the variables %datal, %dataZ,
%data3, %data4d or %data5 with these values based solely on the order it
receives them; specifically, it places Argument_8 in the %data5 variable,
Argument_7 in %data4, etc. The application passes empty or unspecified
arguments that precede a non-empty argument as empty (null) strings,
while it does not pass empty arguments following the last non-zero entry.

=>» NOTE:
In the preceding example, Set Field Value is used to demonstrate
how to identify a Customer Assist vector to activate. Any variable
name can be used, but the order in which this argument and the
other arguments are received is fixed.

A CAUTION:

There is a limit to the size of a Customer Assist variable of 24
characters. Passing variables longer than 24 characters may corrupt
the application’s data space.
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Reentering Customer Assist After
Returning Data to the DEFINITY

Valid Arguments

Example

Customer Assist provides the ability to load a value into the variable %caller num
(Caller Number). This allows Customer Assist reports to trace a call as it passes
between DEFINITY and Customer Assist vectors.

The following example illustrates how to:
= Start a call-center application from Customer Assist
= Pass caller information to the DEFINITY vector
= Return call control via the Converse step to a Customer Assist vector

This technique might be used in applications that require more than one call
appearance on the CONVERSANT during a single call. Consider the following
cases:

= CASE A: The caller hears a delay announcement in the CONVERSANT
and chooses to leave a message for callback. The caller is then returned
to DEFINITY vector control, de-queued, and returned to the
CONVERSANT for a Message Drop.

= CASE B: The caller hears a series of Dynamic Announcements during the
course of being in queue under DEFINITY vector control.

Step 1: Customer Assist Assigns a Caller Number
(%caller_num) During the First Appearance of a
Call to the CONVERSANT

The system automatically assigns a caller number to a call when the call first
appears on the CONVERSANT system. The system uses this caller number for
reporting purposes only, not for call handling.
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DEFINITY

Step 2: Complete your Customer Assist Vector
Series with a Data Return to the DEFINITY Vector

With the DATA_RTN action, a Customer Assist vector can transfer call control,
along with several items of information, back to the initiating DEFINITY. By
passing the caller number to the DEFINITY vector along with the call, Customer
Assist can track the caller’s activities on a single report if the call is subsequently
sent back to the CONVERSANT. For Case A above:

1.

2.

The next-to-last step in your Customer Assist vector should be a MENU
action that prompts the caller to select the way to proceed (for example, 1
to remain in queue, 2 to leave a message for callback loaded into %data
1).

Define DATA_RTN as the final action in your vector as follows:
« Feature Access Code: to match the PBX

« Series of Return Val ues (forthis example): %datal (caller
response) and %caller_num (system-assigned caller number)

Use delimiters if you expect variable length arguments.

Step 3: Append your DEFINITY Vector to
Collect the Data Returned from the CONVERSANT

1.

Most likely, the last step in your DEFINITY vector was a Converse step that
passed VDN and queue position information to the Customer Assist vector
(VDN to identify the application, and queue position to calculate the
caller's anticipated delay). Include a Wait step immediately following this
Converse step (for example, wait 0 seconds hearing silence).

Define collect as the next step in the DEFINITY vector to collect the
response to the Customer Assist vector's menu of call treatment options.
(i.e. collect 1 digit after announcement extension none).

Define a route step to handle requests for callback messaging (for
example, route to VDN (other) if digits equal 2).

Define additional steps in the DEFINITY vector to serve callers who want to
remain in queue. For example, you might define a series of
announcements and Wait steps with music, etc.

Create a new DEFINITY vector (VDN Other) that will send the caller back
to the CONVERSANT to drop a message. Set up this new vector to collect
caller number from the CONVERSANT and pass the call back to
CONVERSANT to drop a message as follows:

wait 0 seconds hearing silence

collect X digits after announcement extension none (X must equal the
maximum digit length of caller number expected)

converse on CONVERSANT Split passing vdn (new vdn indicating message
drop) and digits (which holds caller number)
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Step 4: Create a Customer Assist Vector that
Accepts VDN from the DEFINITY

=> NOTE:
You may already have created a vector to activate other applications based
on VDN. If so, simply include the VDN for message drop in its SWITCH
action.

6. Select Create New Vect or from the Vector Configuration Menu. Press
(ENTER). A Customer Assist vector worksheet will appear.
7. Name your vector in the Vect or Nane field and press (ENTER).

8. Optionally, enter a description of this vector in the Descri pti on field.
Press (ENTER).

9. Move to the column marked Act i on.

10. On the first available line, press CHG-KEYS [F3) and CHOICES (F2), and
select CONVERSE from the list.

11. Complete the definition form that appears with the following:
= Nunber of digits: the number of digits expected for VDN
= Vari abl e: avariable (%vdn) to hold the value of VDN

12. Onthe next available line, press CHG-KEYS () and CHOICES (F2), and
select SWITCH from the list.

13. Complete the definition form that appears with the following:
= Vari abl e: select the variable holding the value of VDN (%vdn)
= Value: / Vector: Inthe spaces provided, define the vectors to
initiate based on a VDN received

Step 5: Create a Customer Assist Vector that
Accepts Caller Number as an Argument

1. Select Create New Vect or from the Vector Configuration menu. Press
(ENTER). A Customer Assist vector worksheet will appear.

2. Name your vector in the Vect or Nane field and press (ENTER).

3. Optionally, enter a description of this vector in the Descri pti on field.
Press (ENTER).

4. Move to the column marked Acti on.

5. On the first available line, press CHG-KEYS (Fg) and CHOICES (2}, and
select CONVERSE from the list.

6. Complete the definition form that appears with the following:

= Number of digits: the number of digits expected for caller
number
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= Vari abl e: avariable (%caller_num) to hold the value of caller
number

7. On the next available line, press CHG-KEYS F8) and CHOICES (F2), and
select MSG_DROP from the list.

8. Complete the definition form that appears with the following:

= Mail box Nunber: the number or the variable (for example,
%vdn)

= Vector to Junp to (optional): the number of a vector to
continue call processing should the caller opt to do so following the
message drop

Because the caller number is retained, the system administrator can use reports,
including the Call Detail report, to track a single caller’s activity through multiple
call appearances. Multiple call appearances, however, are also represented on
reports by new caller numbers assigned each time the call returns to the
CONVERSANT.

Issue 1 September 1998 B-9



Reentering Customer Assist

B-10 Issue 1 September 1998



Interaction between Dial Plan
and Customer Assist

This appendix describes how Customer Assist uses Dial Plan.

Outbound Call Matrix

The following table provides a matrix of valid outbound call types.

Table C-1. Dial Plan Configuration

Phone Number Phone Number

PhoneNumber PhoneNumber Format: Format:
Format: Fixed Format: Fixed Variable (V) Variable (V))
(F) Always (F) Always Always Always
PhoneNumber Include Include Include Include
Portion in City/Area City/Area City/Area City/Area
Callback Code: Code: Code: Code:
Message No Yes No Yes
Internal Dialed as is Dialed as is Dialed as is Dialed as is

Continued on next page
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Table C-1. Dial Plan Configuration — Continued

Phone Number Phone Number
Phone Number PhoneNumber Format: Format:
Format: Fixed Format: Fixed Variable (V) Variable (V))
(F) Always (F) Always Always Always
PhoneNumber Include Include Include Include
Portion in City/Area City/Area City/Area City/Area
Callback Code: Code: Code: Code:
Message No Yes No Yes
Whole Cannot make Cannot make Cannot make Cannot make
International International International International
calls. Checks Calls. Always Calls. Cannot Calls. Cannot
Area Code or dials as long make Long make Local
uses default. If  distance. Distance Calls. Calls. Always
different, dials Always dials dials the
as long the numberas  number as
distance, a Local Call. Long Distance.
otherwise,
checks prefix
and dials
intra-lata or as
a Local Call.
Whole + If the Country If the Country If the Country If the Country
Country Code C_ode is _ C_ode is _ C_ode is _ C_ode is _
different, dials different, dials different, dials different, dials
International as an as an as an
Call. Checks International International International
Area Code or Call. Call. Cannot Call. Cannot
uses default. If  Otherwise, make Long make Local
different, dials dials as Long Distance Calls. Calls. Always
as Long Distance. Always dialsas dials the
Distance, a Local number as
otherwise, Number. Long Distance.
checks prefix
and dials
intra-lata or as
a Local Call.
Continued on next page
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Table C-1. Dial Plan Configuration — Continued

PhoneNumber PhoneNumber

PhoneNumber PhoneNumber Format: Format:

Format: Fixed Format: Fixed Variable (V) Variable (V))

(F) Always (F) Always Always Always
PhoneNumber Include Include Include Include
Portion in City/Area City/Area City/Area City/Area
Callback Code: Code: Code: Code:
Message No Yes No Yes
Subscriber Cannot make Cannot make Cannot make Cannot make

International International International International

calls. Checks Calls. Checks Calls. Cannot Calls. Cannot

Area Code or Area Code or make Long make Local

uses default. If  uses default. Distance Calls. Calls. Always

different, dials Always dials Always dials dials the

as Long Long Distance. the numberas number as

Distance, a Local Call. Long Distance.

otherwise,

checks prefix

and dials

intra-lata or as

a Local Call.

Subscriber +
City/Area Code

Cannot make
International
calls. Checks
Area Code or
uses default. If
different, dials
as Long
Distance,
otherwise,
checks prefix
and dials
intra-lata or as
a Local Call.

If Country
Code is
different, dials
as International
Call.
Otherwise,
dials as Long
Distance.

Cannot make
International
Calls. If
City/Area Code
is different,
dials as Long
Distance.
Otherwise,
dials as Local
Call.

Cannot make
International
Calls. Cannot
make Local
Calls. Always
dials the
number as
Long Distance.

Continued on next page
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Table C-1. Dial Plan Configuration — Continued

PhoneNumber PhoneNumber
PhoneNumber PhoneNumber Format: Format:
Format: Fixed Format: Fixed Variable (V) Variable (V))
(F) Always (F) Always Always Always
PhoneNumber Include Include Include Include
Portion in City/Area City/Area City/Area City/Area
Callback Code: Code: Code: Code:
Message No Yes No Yes
Subscriber + If Country If Country If Country If Country
Country Code Code is Code is Code is Code is

different, dials
as International

different, dials
as International

different, dials
as International

different, dials
as International

Call. Checks Call. Call. Cannot Call. Cannot
Area Code or Otherwise, make Long make Local
uses default. If  dials as Long Distance Calls. Calls. Always
different, dials Distance. Always dials dials the
as Long the numberas  number as
Distance, a Local Call. Long Distance.
otherwise,
checks prefix
and dials
intra-lata or as
a Local Call.
Subscriber + If Country If Country If Country If Country
City/Area Code C_ode is _ C_ode is _ C_ode is _ C_ode is _
different, dials different, dials different, dials different, dials
+ Country . . . .
Code as International  as International  as International  as International
Call. If Area Call. Call. If Call. Cannot
Code is Otherwise, City/Area Code make Local
different, dials dials as Long is different, Calls. Always
as Long Distance. dials as Long dials the
Distance, Distance. number as
otherwise, Otherwise, Long Distance.
checks prefix dialsas a Local
and dials Call.
intra-lata or as
a Local Call.

See your Dial Plan manual for more information about dial strings.
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Abbreviations

A

ACD
Automatic Call Distribution

ADPCM16
Adaptive Differential Pulse Code Modulation at 16 kbps

ADPCM32
Adaptive Differential Pulse Code Modulation at 32 kbps

ARS
Automatic Route Selection

ASAI
Adjunct/Switch Application Interface

ASCII
American Standard Code for Information Interchange

AUDIX
Audio Information Exchange

B

BRI
basic rate interface

BTU
British thermal unit

C

CAP
cable access panel

CAS
Centralized Attendant Service

CCITT
Consultative Committee for International Telephone and
Telegraph

CCMS
common channel message set

CCS

hundred call seconds
CCSA

common control switching arrangement
CELP16

Code Excited Linear Prediction at 16 kbps
CDAP

call detail acquisition and processing
CDM

channel division multiplexing
CDRR

Call Detail Recording and Reporting
CDRU

call detail recording utility
CEM

channel expansion multiplexing
CI

clock input
CMDR

centralized message detail recorder
CMS

Call Management System
CcoO

central office
COR

class of restriction
COS

class of service
cp

circuit pack
CPE

customer premises equipment

CPN/BN
calling party numbers/billing number

CR
customer ring

CRC
cyclical redundancy checking

CSA
Customer Software Administration or Canadian Safety
Association
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CSD
customer service document

CSM
Centralized System Management

CSS
center stage switch

CSSO
Customer Software Support Organization

CSU
channel service unit

CT
customer tip

D

DC
direct current

DCE
data communications equipment

DCP
digital communications protocol

DCS
Distributed Communications System

DDC
Direct Department Calling

DDD
direct distance dialing

DID
Direct Inward Dialing

DLDM
data line data module

DMI
digital multiplexed interface

DND
do not disturb

DNIS
Dialed Number ldentification Service

DOD
Direct Outward Dialing

DOT
duplication-option terminal
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DOSS
delivery operations support system

DRAM
dynamic random access memory

DS1
Digital Service 1

DS1C
Digital Service 1 converter

DSI
digital service interface

DSU
data service unit

DTDM
digital terminal data module

DTE
data terminal equipment

DTMF
dual tone multifrequency

DTS
disk/tape system

DUPN
duplication interface

DXS
Direct Extension Selection

E

E&M
ear and mouth (Receive and Transmit)

EBCDIC
Extended Binary Coded Decimal Interex-
change Code

EFS
enhanced feature set

EI
expansion interface

EIA
Electronic Industries Association

EMI
electromagnetic interference
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EPN
expansion port network

EPROM
erasable programmable read only memory

EPSCS
Enhanced Private Switched Communica-
tions Services

ESF
extended superframe format

ETN
electronic tandem network

F

FAC
feature access code

FAS
facility-associated signaling

FCC
Federal Communications Commission

FIC
facility interface codes

FNPA
foreign numbering plan area

FRL
Facilities Restriction Level

FSAC
field support administration center

FX
foreign exchange

G

GPTR
general purpose tone receiver

GRS
Generalized Route Selection

H

HCMR
high-capacity minirecorder

HNPA
home numbering plan area

HTML
HyperText Markup Language

HTTP
HyperText Transport Protocol

]
I
IAS

Inter-PBX Attendant Service
IC

intercabinet
ICC

intercarrier cable
ICI

incoming call identifier
ICM

Inbound Call Management
ID

identification
IDDD

international direct distance dialing
IE

information element
INADS

Initialization and Administration System
INS

ISDN network service
INWATS

inward Wide Area Telecommunications Ser-
vice

ISDN
Integrated Services Digital Network

ISN
Information Systems Network
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ITP
installation test procedure

IXC
interexchange carrier

K

KBPS
kilobits per second

KHz
kilohertz

L

LAN
local area network

LAPD
link-access protocol D

LDN
listed directory number

LED
light-emitting diode

LSU
local storage unit

LWC
Leave Word Calling

M

MA-UUI
message-associated user-to-user signaling

M-Bus
memory bus

MBPS
megabits per second

MCC
multicarrier cabinet

MCS
Message Center Service
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MDM
modular data module

MDR
message detail record

MET
multibutton electronic telephone

MHz
megahertz

MIS
management information system

MISCID
miscellaneous identification

MMS
Material Management Services

MOS
message-oriented signaling

MPDM
modular processor data module

MS
Message Server

MSA
message service adjunct

MSL
material stocking location

MSS
mass storage system

MTDM
modular trunk data module

MTP
maintenance tape processor

MTT
multitasking terminal

MWL
message waiting lamp

N

NAU
network access unit
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NCOSS

Network Control Operations Support Center

NCSO
National Customer Support Organization

NFAS
nonfacility-associated signaling

NID
network inward dialing

NPA
numbering plan area

NPE
network processing element

NQC
number of queued calls

NSE
night service extension

NSU
network sharing unit

NTSO
National Technical Service Organization

NXX
public network office code

(@)

oCM
Outbound Call Management

OoPS
Off-Premises Station

oQT
oldest queued time

OSHA
Occupational Safety and Health Act

0SS
operations support system

P

PBX
private branch exchange

PC
personal computer

PCMe64
Pulse Code Modulation at 64 kbps

PCOL
Personal Central Office Line

PCOLG
Personal Central Office Line group

PCM
pulse code modulated

PCS
Permanent Switched Calls

PDM
processor data module

PDS
premises distribution system

PE
processing element

PEC
price element code

PGN
partitioned group number

PIB
processor interface board

PL
private line

PMS
Property Management System

PN
port network

PNC
port-network control

PPM
periodic pulse metering

PPN
processor port network

PRI
primary rate interface

PSC
premises service consultant
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packet-switched public data network

PT
personal terminal

Q

QPPCN
quality protection plan change notice

—
R
RAM

random access memory
RBOC

regional Bell operating company
RCL

restricted call list
RHNPA

remote home numbering plan area
RISC

reduced instruction set computer
RLT

release link trunk
RMSS

removable mass storage subsystem
RNX

private network location code
ROM

read only memory
RPN

routing plan number
RS

recommended standard
RSC

regional support center
RX

receive
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S
SAKI

sanity and control interface
SCC

single-carrier cabinet
SCI

Switch Communications Interface
SCO

System Control Office
SCSI

small computer system interface
SDN

Software Defined Network
SDDN

Software Defined Data Network
SID

station identification number
SIT

special information tones
SMDR

Station Message Detail Recording
SN

switch node
SNI

switch node interface
SPE

switch processing element
SPID

service profile identifier
SSI

standard serial interface
STARLAN

Star-Based Local Area Network
STS

Software Technical Support
ST3

Stratum 3 clock board
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T

TAAS
Trunk Answer From Any Station

TAC
trunk access code

TC
technical consultant

TCM
traveling class mark

TDM
time-division multiplexed or trunk data mod-
ule

TEG
Terminating Extension Groups

TOD
time of day

TOPs
task-oriented protocol

TRACS
Translations Recovery, Additions, and Con-
versions System

TSC
Technical Service Center

TTL
transistor-transistor logic

TTTN
tandem tie-trunk network

TTY
teletypewriter

TX
transmit

U

UAP
usage allocation plan

UCD
Uniform Call Distribution

UCL
unrestricted call list

UDP
Uniform Dial Plan

UPS
uninterruptible power supply

URL
Universal Resource Locations

\"

VM
voltmeter

W

WATS
Wide Area Telecommunications Service
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A

access codes
Application-specific codes that are required to get access to local, long distance, international
lines, and any other codes that must be dialed before or after a number.

accounting code
A code attached to phone numbers for billing purposes.

action
An act of dialing or the act of asking the switch to perform a function.

agent
An agent is the person who interacts with customers who are calling into the call center or whom
the agent called. Generally the agent answers customer questions or in telemarketing cases,
sells products or services.

analog
The representation of information by means of continuously variable physical quantities such as
amplitude, frequency, and phase.

application
An application is a collection of vectors, mailboxes, routing tables, switch configurations, Script
Builder programs and anything that is needed to provide a service to users, for example, bulletin
boards or auto attendants.

application ID
An application ID allows different access codes to be used for different applications on the same
computer if needed.

area code
A three-digit code designating a “toll” center in the United States, Canada and Mexico. This is
also called an NPA, Numbering Plan Area.

Automatic Number Identification (ANI)
The number of the phone that is calling that is delivered along with the call. This is an optional
service.

B

blind transfer
Transfer of the call to another extension without checking whether the transfer was successful.
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C

call control
The setting up, monitoring and tearing down of telephone calls.

call progress tone
A tone sent from the telephone switch to tell the caller of the progress of the call.

caller information
Information about the caller or input entered by the caller. For example, ANI or caller's account
number.

caller-on-hold
Callers that are in queue and waiting for an agent to become free to handle their call.

central office (CO)
The location housing telephone switching equipment that provides local telephone service and
access to toll facilities for long-distance calling.

city code
City code is the equivalent to area code in some countries. In some countries, it is a fixed length
while in others it is of variable length.

computer telephony integration (CTI)
Connection of a computer with a telephone switch which allows the computer to issue switch
commands to move calls around.

conference
Connecting 3 or more people into one phone conversation.

configuration
The hardware and software arrangement that defines the system, product, package or application
and thus determines what it will do.

connection
A path between telephones that allows the transmission of speech and other signals.

console
The monitor and keyboard of the CONVERSANT.

CONVERSANT
The Lucent Technologies product, which includes both hardware and software, that allows CTI
applications to be made.

CONVERSANT Administration
The administration of the CONVERSANT product.

CONVERSANT application
A Script Builder, TSM or IRAPI application that runs on the CONVERSANT. Normally, this term
refers to Script Builder applications.

CONVERSANT Error Log
A'logging system for problems encounter during the running of CONVERSANT or CONVERSANT
applications.

country code
The one to four digits code that, in the world numbering plan, uniquely identifies each country or
integrated numbering plan in the world.
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D

Data Interface Process (DIP)
A daemon (continuously running program) that provides Script Builder and TSM with access to
databases and the UNIX operating system.

database
A collection of data structured and organized in a disciplined fashion so that information of inter-
est can be accessed quickly.

DEFINITY Enterprise Communications Server (ECS)
A Lucent Technologies switch.

DEFINITY G3
A Lucent Technologies switch.

dial plan
A description of the dialing arrangements for customer use on a network. It is also known as the
dialing plan.

Dial String
The digits that need to be dialed to complete a call.

dial tone
The sound that is heard when you pick up a telephone receiver.

Dialed Number Information Service (DNIS)
DNIS is a feature of 800 and 900 lines that provides the number the caller dialed to reach the
attached computer telephony system.

digital
Use of binary code to represent information.
disconnect

The breaking or release of a circuit connecting two telephones or data devices. When a caller is
disconnected, it means that the computer hung up on the caller.

E

Enterprise Communications Server (ECS), DEFINITY
A Lucent Technologies switch.

error message
A message on the screen indicating that something is wrong with a possible suggestion of how to
correct it.

extension
An additional telephone connected to a line, typically with a switch. Switches typically have many
extensions for internal use and some lines to the public network for calls to phone numbers out-
side the switch.

external caller
Caller calling in from a phone that is not directly connected to the company’s switch.
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F

feature
A capability of a product to do one or many tasks. For example, transfer calls, play standard
announcements, collect speech recognition input and so on.

feature access code (FAC)
A series of touch-tones that tells the switch that the caller is trying to use a certain switch feature.
Examples of FAC include lighting/extinguishing Message Waiting Lamps and logging into an
agent group.

first party
The party that initiates the call.

flash hook
The little button on the telephone that the receiver is placed on. When this is pushed quickly, it will
signal the switch at the other end (central office or PBX) to do something, such as placing the cur-
rent call on hold. This is also referred to as switch hook.

function code
Each switch may require different flash patterns or pauses to execute different functions. These
flash patterns or pauses are called the function code.

function key
One of 8 keys on the computer keyboard labeled with the letter F followed by a number. The
effect of pressing a particular function key depends on the menu, form or screen you are in.

I

intelligent transfer
Transfer of the call to another extension after checking that the destination extension is answered.

interactive voice response (IVR)
The use of a computer to interact verbally via a phone with a caller. The computer will play
announcements and questions to the caller. The caller can enter input using touch-tones, dialing
using a rotary phone or with speech. See[VRU]

Inter-lata
A call placed within one LATA (Local Access Transport Area) and received in a different LATA.
These calls are currently carried by a long distance company.

internal caller
Caller calling in from a phone that is directly connected to the company’s switch.

internal extension
A number within the switch.

international number
A phone number outside the country.

intra-lata number
Telecommunications services that originate and end in the same Local Access and Transport
Area.
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INTUITY
A Lucent Technologies voice/fax mail product.

L

line
Depending on the context, this word can mean different things. It can mean the physical line
between the phone company’s central office to a subscriber, the line from the central office to the
PBX or the line from the PBX to an extension/phone.

line side E1
A digital method of interfacing an INTUITY CONVERSANT system to a PBX or “switch” using
El-related hardware and software.

line side T1
A digital method of interfacing an INTUITY CONVERSANT system to a PBX or “switch” using
T1-related hardware and software.

local number
A phone number within the same area code.

long distance number
A phone number outside the area code.

M

Multi Application Platform (MAP)
The Lucent Technologies hardware platform.

Message Waiting Lights
A light on the phone which indicates that there are one or more messages for the owner of the
phone.

O

off hook
When the handset of the phone is lifted from its cradle (off hook), it signals the switch that some-
one is ready to do something, like make or answer a call.

on hold
The caller or agent is placed in a waiting state, where they will hear music or silence, until con-
nected again with someone.

on hook
When the phone handset is resting in its cradle. The phone is not connected to any particular
line.
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operating system
A software program which manages the basic operations of a computer system. For example,
UNIX or MS-DOS.

outgoing call
Call from within the switch to outside the switch.

outside line access code
The access code or series of touch-tones which tells the switch that the following numbers are for
a phone number outside the switch.

P

package
One or more diskettes or tapes that installs software onto a computer.

partition
A division of a hard disk. Each partition behaves as a distinct hard disk.

port
A physical point of entrance to or point of exit from a network.

private branch exchange (PBX)
A smaller version of the phone company’s larger central switching office. In most cases it is a pri-
vately owned switch. PBX basically routes callers to other locations. When enhanced with ACD
capabilities, PBX can become powerful enhancements to call centers.

product
A marketing term for a collection of packages designed to provide certain services.

program
Instructions given to a computer to perform certain tasks. For example, a Script Builder program.

public-network
A network operated by common carriers or telecommunications administrations for the provision
of circuit switched, packet switched and leased-line circuits to the public.

R

return value
A value used to indicate the status of the last process started. This is commonly used to indicate
whether the last task such as a transfer was successful.

ring cycle
The pattern of ringing. In North America, it is typically six seconds long, two of ringing, four of
silence, then repeated.

rotary phone
A phone with the circular dial. As it returns to its normal position after being turned, it opens and
closes the electrical loop connected to the central office. Rotary dial telephones momentarily
break the DC circuit to represent the digits dialed.
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S

script
The set of instructions for the voice system to follow during a transaction.

Script Builder
A fourth generation application generator that uses forms and menus to write IVR programs.

Script Builder application
A program written using Script Builder.

second party
The party receiving the call.

signal
The result of a call. It can be an answer, busy, no answer or re-order signal.

software
The set or sets of programs that instruct the computer hardware to perform a task or series of
tasks.

speech energy
The frequency pattern which typically indicates human speech.

subscriber number
The number that permits a user to reach a subscriber in the same local network or numbering
area (same as Directory Number or DN).

switch
A software and hardware device that controls and directs voice and data traffic. A cus-
tomer-based switch is known as a private branch exchange.

switch codes
Each switch may require different flash patterns or pauses before and after access codes. These
flash patterns or pauses make up the switch code.

switch integration
The integration of a voice system such as CONVERSANT with a switch to pass information
between them.

system
An organized assembly of hardware, software, procedures and other facilities designed to per-
form a specific function or set of functions. Note that different systems may overlap one another.
For example: the CONVERSANT system that is built on top of the UNIX operating system. A sys-
tem can include multiple products also.

system administrator
The person assigned the responsibility of monitoring all system software processing, performing
daily system operations and preventive maintenance, and troubleshooting errors as required.
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T

termination code
The touch-tone code that signals the end of a Dial String. It eliminates the time out on the switch
for collecting the phone number.

touch-tone
A generic term for push button telephones.

trace
A command that can be used to monitor the execution of a script.

transfer
A telephone switch feature which provides the ability to move a call from one extension to another.

\%

voice platform
The hardware and software system that applies computer intelligence to telecommunications.

voice platform application
Software that runs on the voice platform.

Voice Response Unit (VRU)
The use of a computer to interact verbally via a phone with a caller. The computer will play
announcements and questions to the caller. The caller can enter input using touch-tones, dialing
using a rotary phone or with speech. See[lVR]

voice system
See Voice Response Unit.
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%matched,|3-132.13-133
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%qpos,|3-114

%vdn,|3-37.13-42

A

access channels,|7-23

access codes

outside lines,|7-6

action steps

GOTO action,|5-30

inserting,|4-4.15-30

removing,|4-6.{5-30

actions

ADA _CALC action,[5-2

ANNOUNCE action,[5-4

CHAN_ASN action,|5-6

CHG_LANG action,|5-8

CONVERSE action,|5-9

DATA_RTN actions,|5-11

DYN_ANNOU action,[5-14

DYNAMIC action,|5-13

EWT action,|5-19

EXECUTE action,|5-21

GET_DIALP action,[5-22

GET_DIGT action,|5-24

GLOBAL action,|5-28

GOTO action,|5-28

HANG_ACT action,|5-30

LOOK_UP action,[5-32

MENU action,[5-33

MSG_DROP action,|5-39

OFF_HOOK action,|5-40

QUIT action,[5-41

REPORT action,|5-42

SCHEDULE action,|5-43

SET action,[5-46

SPCH_ADMN action,[5-48

SPEAK_NUM action,|5-50

SWITCH action,|5-51

TRANSFER action,[5-53

TRANSRIBE action,[5-55

ADA_CALC action

modifying,[5-3

overview,[5-2

administering

logging in,[2-2

system administration,[3-4

Agent Access

activating,[7-21

channels for callback,[7-23

configuring,[1-10

creating,|1-21

global mailbox settings,|7-21

hard allocating,|7-23

numbers,|7-6

Agent Callback Count Report,|8-4

agent callback hours

modifying,[3-145

overview,[3-145

Agent Callback Hours form,[7-27

agent’s display

populating,|1-22

alarm mailboxes,|7-9

ANI

abandoned,|3-177

capturing,|3-177

ANNOUNCE action
illustration, 3-29

interrupting,|5-4,15-6,15-16.J5-35,]5-51
modifying, 5-15
overview,|5-4

Announce Queue Position,[3-111

callflow diagram,[3-111

announce queue position

sample application,[3-111

Announce Queue Position Template

modifying,|4-26

announcements

delay announcements,|3-2

dynamic announcements,|3-2

estimated wait time,[3-118

interrupting,|6-11

recording,[5-4.16-3

standard announcements,|3-2

anticipated delay

calculating,[5-2

Anticipated Delay Announcement Template

modifying,[4-21

overview,[4-21

Archive database

overview, |4 -38,|7-45

audiences,|xv
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auditing
vector databases, 4-36
automated attendants,|3-45
callflow diagram,[3-45

overview,[3-1
Automatic Speech Recognition,[3-45,]3-63

|

B

backing up
options,[2-23
verifying,[7-57

base language
changing,|6-16

default language,|6-16
bilingual dynamic announcements,|3-151
sample applications,|3-151

Bilingual Dynamic Announcements and Routing,[3-151
bilingual routing

sample applications,[3-151 |
bulletin boards

callflow diagram,[3-63

overview,|3-1

sample applications,[3-63

C

Call Back Conference Time,|7-25

Call Detail Report,|8-7

Call Prompting,[3-2

Call Vector Configuration menu
illustrated,|2-7
overview,|2-7

Callback Messaging ,|3-144
overview,[1-10
packages,|1-2

sample aFEIication,|3-l44
services,[3-3

troubleshooting,[1011

Callback Messaging Administration menu
illustrated,[2-16
overview,|2-16

callbacks
agent,[9-1
classifying,|1-17
customer,|9-1
overview,|9-1
scheduling,|1-13

caller input
confirming,[7-11

caller-on-hold systems,[3-2
delay announcements and delay routing,|3-2
dynamic port allocation,[3-4
message delivery and callback messaging,[3-3
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multilingual systems,[3-4

overview,[3-2

speech recognition,|3-2

standard announcements,|[3-2

callflow diagrams

Announce Queue Position,|3-111
automated attendants,|3-45

bulletin boards,|3-63
Custom Call Routing,|3-125

dynamic announcements,(3-31

estimated wait time,|3-119

Estimated Wait Time Routing,|3-135

Estimated Wait Time Routing bilingual,|3-152

reason for creating,[3-7

standard announcements,|3-19
understanding,|9-3

ccc,[3-11,J103

CHAN_ASN action

illustration,|3-16
modifying, 5-6
overview,|5-6

Channel Access Time,|'7-22

channels

viewing assigned channels,|3-11

characters and key commands, invalid,[2-4

cheat sheet,[9-2

checklist

setting up your system,[2-1

CHG_LANG action

modifying,|5-8

overview,|5-8

commas,[6-10

conventions,|xix

CONVERSANT

documentation,[xxi, [xxii

integration with switch,| 1-3
troubleshooting,[101

CONVERSANT Administration menu

illustrated,|2-17

overview,|2-17

CONVERSE action

in-band DTMF signals,|5-11
modifying,|5-9

overview,|5-9

Converse vector step

defined,|1-7

Copy Vector menu

accessing,|4-7

Create New Mailbox form,ﬁ)

Create New Vector menu

accessing,|4-1

Custom Call Routing,|3-125,]7-32

administering,|7-31

callflow diagram,[3-125

overview,|1-21

See alsol|routing tables

troubleshooting,[1017

verifying backup,|7-61

Custom Call Routing Administration menu,ﬁ-32
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illustrated,[2-18
overview,|2-18
Custom Call Routing Template
modifying,|4-29
custom grammars,|5-26
Customer Assist

introduction,|1-1
packages,|1-2

product highlig hlts_,|_1-6
troubleshooting,[103
vectors
See Customer Assist vectors
Customer Assist vectors
action steps
inserting,|4-4
removing,|4-6
copying,|4-7
creating,[4-1
defined,[1-3
DEFINITY vectors, partnership With,l_;-4

deleting,[4-6
stopping them from handling calls,[4-7
editing,|4-3

executing,|1-6
in application,|3-7
placing in service,|4-38

size, maximum,|4-5
storage capacity,|4-5

D

Data Configuration form,[7-10 |
data files
Seel|surveys |
DATA_RTN action
modifying,|5-11
overview, _.-22,|5-1l
databases
corrupted,[1023
troubleshooting,[1023
Data-type response,|7-10
default language. Seelbase language
DEFINITY
documentation,[xxii |
vectors
See DEFINITY vectors
DEFINITY vectors
Customer Assist vectors, partnership with,[1-4_______|
defined

examples, 3-34,3-49 3-121,]3-127,]3-138
3-155,43-177

sample application,l??
Delete Vector menu

accessing,[4-6 |
Development database

auditing,[2-13 |

overview,[4-38,]7-45
restoring from diskette,ﬁ-48
Dial Pulse Recognition
collecting input,[7-7
overview,[1-24
troubleshooting,|1021
disp chan,[3-11
display channels,[3-11
document
organization, [xviii
documentation
CONVERSANT,| xxii
DEFINITY G3V2,[xxii
UnixWare operating system,[xxii
DYN_ANNOU action

interrupting,|5-14
modifying,|5-15
overview,|5-14

DYNAMIC action
modifying,|5-13
overview,|5-13

dynamic announcements,|3-2,]3-31
bilingual dynamic announcements,|3-151
callflow diag ram,|3-3l
defined,|3-19

dynamic port allocation
defined,|1-7
overview,|3-4
vector,|3-178
modifying,|3-171

Dynamic Port Allocation Template
modifying,|4-13
overview,|4-13

E

Edit Vector menu

accessing,|4-3
Edit/Delete Record form,ﬁ-38
Estimated Wait Time,[3-118
estimated wait time

announcements,|3-118
calculating,|5-20

callflow diagram,[3-119
increasing or decreasing,|4-17
overview,|3-144

rounding up, down, or nearest,@
routing,|3-135
sample application,[3-118
Estimated Wait Time Template
modifying,|4-16
overview,|4-16
Event Count Report,[8-12
Event Detail Report,|8-15
EWT action
modifying,|5-19
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overview,|5-18 |

EWT calculation

overview,|3-144 |

EXECUTE action

modifying,|5-21

overview,|5-21

Expert Agent Selection,|3-3

F

floppy disk, formatting,[7-54

formatting floppy disk,|7-54

forms

Agent Callback Hours,|7-27
Create New Mailbox,|7-5

Data Configuration,|7-10

Edit/Delete Record,[7-38

Global Settings,[7-7

Import/Export Routing Table,[7-33

Mailbox Global Settings,|7-22
Pieces Grid,[7-9

Record Ad ministration,ﬁ-39
Record Administration menu with the Add Record,|7-39
Record Administration menu with the Edit/Delete

Record,|7-38

Routing Table Ad ministration,ﬁ-36

Schedule Configuration,|[7-15

function keys,[2-3

G

GET_DIALP action

modifying,|5-22

overview, _.-24,|5-22

GET_DIGT action

modifying,|5-24

overview,|5-24

GET_SPCH action

modifying,|5-26

overview, _.-24,|5-25

GLOBAL action

overview,[5-28

Global Settings form,lﬁ

GOTO action

action steps, inserting and removing,|5-30

modifying,|5-29

overview,|5-28

H

HANG_ACT action

activating,[5-30 |
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global settings,[3-179

modifying,|5-31

overview,|5-30

placing in vectors,|3-179

hard-allocated port

defined,|1-7

hyphens,|6-10

I

IDs

mailboxes,|7-5

Import/Export Routing Table form,ﬁ-33

importing data

routing tables,|3-128

importing/exporting data,[7-32

Individual Load Report,|8-15

Inform-type response,[7-10

defined,|1-11

Instructions Menu,[9-25

introduction

administration,|2-1

J

jump-to vector

defined,|1-12

L

Load Schedule Report,[8-18

logging in

CONVERSANT,[2-2

UNIX;|2-2

LOOK_UP action

modifying,|5-32

overview,[1-22 [5-32
searching databases,|[5-33

M

Mailbox Administration (Select Mailbox) menu,[7-4

mailbox configuration

backing u9,|7-51
restoring,|7-51

restoring from a previous version,[7-57

verifying backup,|[7-60

mailbox custom and standard phrases

talkfiles,|3-22

Mailbox Global Settings



Index

overview,[3-147

Mailbox Global Settings form,[7-22

mailbox segments
modifying
mailboxes

alarm mailboxes,[7-9

AUDITmailboxes,|[7-21

configuring,|1-11

copying, 7-,20

creating,| 7-4

editing,|7-21

extension numbers, changing
global settings,[3-147 7-22

IDs,[7-5

passing parameters,[1-12

passwords,|7-5
priorities,| 7-5

removing,|7-20

sample application,{3-144
setting up,[3-148

transcription

enabling,|3-185

MENU action

overview,|5-33

menus

Custom Call Routing Administration,

[7-32
Mailbox Administration (Select Mailbox),| 7-4

Record Administration,|7-37

Record Configuration,[7-18
Vector Configuration,[4-6

Message Download Report,[8-21

Message Drop

standard phrases,[6-13

Message Log Report, 824

messages

delivering,|3-3

delivering to agents

retry intervals,|7-7

forwarding,[1-18,]7-8

locked messages,|9-9

maximum age,|7-8

notifying agents,| 7-7

passed parameters,|7-14

prepending,|1-18

saving,|7-19

MSG_DROP action

defined,|1-10

modifying,|5-39

overview,|5-39

multilingual systems,[3-4

N

(@)

OFF_HOOK action

modifying,[5-40

overview,|5-40

outside line access codes,ﬁ-G

P

packages

Custom Call Routing,[1-2
Customer Assist,|1-2

Platform Management,|1-2

parameters

Access Channels,[7-23

passing into mailboxes,|[1-12

passed parameters

importing into messages,|7-14

passwords

administering, |6-14
mailboxes,|7-5
Speech administration,| 6-15

phone field

automatic callback,|7-12

phrase

recording,[6-13

phrase list

generating,[6-15

phrase numbers

editing,[6-13
phrase tags,[7-19
creating,|4-15

phrases

adding,|6-7

adding to talkfiles,[6-3

copying,[6-12

editing,[6-13

modifying,|6-4

recording,|6-9

recording Iength,|6-ll
removing,|6-13

removing from talkfiles,[6-3

updating,[5-4

Pieces Grid form,|'7-9

illustrated,[1-7

Platform Manjgement

overview,|1-6

packages,|1-2

troubleshooting,[104
playback options,|1-16

port allocation. See|dynamic port allocationfor|hard-allo-

navigating,|2-6

|cated port allocation

ports

dynamic port allocation,[1-7
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hard-allocated

defined,|1-7

prompts

responding to,[1-11
public network dial tone,| 7-6

pulse code modulation,[6-9

Q

gueue position. Seelannounce gueue position

QUIT action

modifying,|5-4

| =

overview,|5-41

R

Record Administration form,[7-39
Record Administration menu,|7-37

Record Administration Menu with the Add Record

form,[7-39

Record Administration Menu with the Edit/Delete Record

form,[7-38

Record Configuration menu,ﬁ-18

recording

phrases,|6-13

recording levels,|3-23

recording speech,|6-3

password administration,|6-14

remotely,[6-5

records

adding,|7-39

administering,[7-37

deleting,[7-38

editing,[7-38

Record-type resEonse,|7-10
defined,|1-10

REPORT action

modifying,|5-42

overview,|5-42

Load Schedule Report,[8-18

Message Download Regort,|8-21

Message Log Report,[8-24

Routing Table Report,|8-27

scheduling,[2-20,[8-56

Speech Space Available Test Report,|8-29

Survey Report,[8-31

Traffic Report,|8-36

Transcription Detail Report,|8-39

Vector Mapping Report,[8-45

Vector Profile Report,[8-48

Vector Usage Report,[8-52

web reports

navigating,| 8-4

response limits,|7-11,]7-19

restoring

options,|[2-23

routing

delay routing,|3-2

menu-driven,|3-45

overview,|[1-22

Routing Table Administration form,ﬁ-36

Routing Table Report,[8-27

routing tables

adding,|3-127
administering,|7-35

creating

entering data,|3-129
importing,|7-34

importing data,|3-128
populating,[3-128

Run-time database

overview, 4-38,|7-45

restoring,|7-48

S

Sample Application # 9

Estimated Wait Time Routing,|3-135
sample applications,[3-31,{3-453-111 |3-118 {3-125
[3-1353-144J3-151

Report Generation menu

illustrated,|2-19
overview,|2-19
Report Scheduler Form,|8-56

Report Scheduling menu

illustrated,[2-20

overview,|2-20

reports

accessing,[8-2

Agent Callback Count Report,|8-4

Call Detail Report,[8-7

Event Count Report,[8-12

Event Detail Report,|8-15

generating, 8-3

Individual Load Report,|8-15
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automated attend-ants,l 3-45

bulletin boards,|3-63
Custom Call Routing,[3-125
DEFINITY vectors,|3-7

dynamic announcement,|3-31
introduction,|3-5

organization,|3-6
scheduling events,|3-171
setup vector,[3-8

Speech Administration vector,|3-182
Transcription vector,|3-182

samples applications

VDNSs, monitoring, [3-177

SCHEDULE action

modifying,|5-44
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overview,|[5-43

Schedule-type response,[ilo

defined,|1-11

scheduling callbacks,|[1-13

screen displays, [xx

Script Builder applications,|3-4

segments

See[mailbox segments

SET action

modifying,[5-47

overview,[5-46

Setup Template

modifying,|4-10

overview,|4-10

setup vector

assigning,[1-6

assigning vectors to ports,lﬁ

building,|3-12

changing without overwriting,{4-10

defined,|3-8

modifying, 3-176

overwriting,|4-10

procedures,|3-8

referencing vectors in,|3-17

resetting to template’s defaults,|3-12

sample application,[3-8

SPCH_ADMN action

modifying,[5-48

overview,[5-48

SPEAK_NUM action

modifying,|5-50

overview,|5-50

speech
administration

changing passwords,|6-15

backing up,|7-50

recording,|6-3

remotely,[6-5

recording Ievels,|3-23
restoring,|7-50

restoring from a previous version,[7-56

verifying backup,[7-59

speech administration

configuring,|3-183
example,[3-21

Speech Administration menu

accessing,[6-2
illustrated,[2-21
overview,|2-21

Speech Recognition

overview,[1-23

troubleshooting,[1020

speech recognition

action,|5-25

in applications,|3-2

Speech Space Available Test Report,|8-29

standard announcements

callflow diagram,|3-19

creating,|3-21

defined,|3-18

standard phrases

Message Drop,[6-13

standard speech

talkfiles,|3-22
status line,|2-3

Survey Configuration menu

illustrated,|2-22
overview,|2-22
Survey Report,[8-31

Surveys

adding,[7-40

copying,|7-44

editing,[7-45

removing,|7-43

troubleshooting,[1021

surveys

configuring,[2-22

data files

examples,|1-26

overview,|1-26

examples,|1-25

overview,|1-25

reports

examples,| 1-25
overview,|1-25

surveys configuration

backing up,[7-53

restoring,[7-53

SWITCH action

modifying,|5-52

overview,|5-51
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capabilities,[1-1

integration with CONVERSANT, [1-3

troubleshooting,[102

System Administration

troubleshooting,[1018

System Administration menu

illustrated,|2-15

overview,|2-15

System Backup/Restore

accessing,|7-46

System Backup/Restore menu

illustrated,[2-23

overview,|2-23

system monitor

accessing,[7-65
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illustrated,[2-26

overview,|2-26
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overview,|5-53

Transfer Method

setting to "blind",[7-7
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overview,|5-55
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CONVERSANT,[101

Custom Call Routing,

Customer Assist,[103

databases,[1023
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