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About this guide

About the Customer Controlled Routing system
Welcome to Customer Controlled Routing (CCR).

CCRisaflexible call-routing application that allows you to define how
your Automatic Call Distribution (ACD) calls should be handled and routed
through a Meridian 1 system.

About this user guide
Thisuser guide is written for ACD supervisors, managers, and system
administrators who use CCR to write scripts to handle and route their
incoming calls.

Before using CCR, you should go through training, or the self-paced
workbook and computer-based instructional diskette available with the
system. These will help you understand the concepts of working with CCR.
Thisuser guide

» introduces first-time users to the principles and concepts on which CCR
isbased

»  provides step-by-step procedures for creating and editing user-defined
scripts

» helps users navigate through the system
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xii About this guide

Organization
Take amoment to flip through this user guide to familiarize yourself with
its contents and organization. This user guide is organized into the
following chapters:

Introducing CCR This chapter presents the overall concepts of CCR and
presents some typical applications.

Getting started This chapter describes the CCR user interface and explains
how to navigate throughout the system. This chapter also explains how to
log in and out of CCR.

Maintaining user profiles This chapter describes how to create and
maintain user profiles, which define the level of access end users have on
CCR.

Planning your scripts This chapter presents avisua overview of the script
writing process and information you should consider when planning your
scripts.

Building the Variable Table This chapter explains how to create and
maintain global variables, which can then be used system wide for all
scripts.

Script commands This chapter describes the commands used in writing
scripts.

Script language intrinsics This chapter defines how intrinsics should be
used in writing scripts.

Expressions This chapter explains how to use logical, comparison, and
mathematical expressionsin writing scripts.

Writing scripts  This chapter explains how to create, edit, view, install,
validate, remove, and delete scripts.

Sample scripts This chapter presents sample scripts and tips for writing
effective scripts.
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About this guide  xiii

Associating CDNs and scripts This chapter explains how to link scripts
with Control Directory Numbers (CDNSs) so that they are ready to be used
system wide.

CCR messages Thischapter presents alist of all messages generated by
CCR.

Key words Thisisalist of reserved wordsin CCR.

List of terms Refer to this section to review the terminology of CCR.
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Introducing CCR

About CCR

Customer Controlled Routing (CCR) is aflexible call-routing application
that allows you to define how Automatic Call Distribution (ACD) calls are
handled individually, and routed through a Meridian 1 system.

CCR helps you manage your ACD resources to best handle your call load.
By using scripts (also referred to as call scripts), you can define
individualized treatments for your calls. By associating scripts with Control
DNs, you can provide specialized treatment for different call types.

Y ou can combine user-friendly script commands to create various call
routing and control schemes and treatments that meet your specific business
needs. Call routing commands specify destinations and determine how calls
are handled on their way to those destinations. Call control commands
ensure that a call is directed to a place where it can either be presented or
terminated. Call treatment commands determine how calls are treated while
waiting in an ACD queue.

Call statistics on CCR activity are availablein ACD MAX, Meridian MAX,
and the ACD-C packages.
This chapter covers the following information:

» important CCR concepts (Control DNs, scripts, associations, variables,
and profiles)

* typical applications
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2 Introducing CCR

» theflexibility CCR offersyou in call routing and call treatment

* major advantages of using CCR (variables, multiple queuing, dynamic
priorities, special call routing and treatment on an individua call basis)

Important concepts
CCR may use terms that are unfamiliar to you. Refer to the “List of terms’
chapter for a complete list of terms and their definitions.

Here are some terms that you should understand.

Script Thisisacollection of statements defining call routing, call control,
and call treatment.

CDN A Control DN isaspecial DN, configured in your Meridian 1 system,
to which no agents are assigned. Y ou need to create a script to control cals
in the CDN otherwise the calls are put into the default mode. A script is
associated with a CDN; thus, all calls entering a CDN are handled by the
same script.

Association The Association Table tells the system which script controls
calls entering a CDN. A single script may control a number of CDNSs.

Variable Thisisauser-defined name representing a value or set of values.
In the Variable Table, you define variables, such as after_hours, and apply
real valuesto them, like 17:00 to 06:00.

Intrinsics Intrinsics are real-time information provided by the system about
time, date, calls, and queues.

Profile This defines the access levels for each user.

Wildcard A wildcard character (@) represents 1 through 32 digits of any
value and isused in Calling Line Identification (CLID) digit-string
comparisons. For example, @234 represents any CLID that endsin 234
(such as 14165551234, 01144519876234, and so on).

Placeholder A placeholder character (?) represents one digit of any value
and is used in CLID digit-string comparisons. For example, 7234 represents
any 4-digit CLID that endsin 234 (such as 1234, 2234, 3234, and so on).

Customer Controlled Routing User Guide



Introducing CCR 3

Typical applications
CCR'’s advanced call-handling features make it ideal for companies that
need to provide specific call treatment for individual calls. Scripts can be as
simple or as sophisticated as your application requires and are not limited to
a specific number of steps. Some examples are provided below.

Credit card company example
A credit card company has one customer-service answering group for its
800 number credit cardholders and wants to provide a different level of
customer service for each customer group.

The company could designate three different call treatments distinguished
by Directory Number Identification Service (DNIS). The company could
designate specific DNIS numbers for avariety of services, based on whether
the calls were from

o platinum cardholders
* gold cardholders

* regular cardholders

See the “ Sample scripts’ chapter for the script for this example.

Utility company example
A utility company has one primary customer-service answering group. If a
power outage occurs, the company wants to screen its calls as follows:

» Based on the CLID, callsfrom hospitals have top priority and hear a
unique recorded announcement while waiting for an agent.

» Based on the NPANXX (acombination of Numbering Plan Area code
and Local Exchange Code), calls from the affected area have lower
priority. All callers hear arecorded announcement asking them to hang
up if they are calling to report an outage in their area. (If the customer
stays on the line, the call is handled at the lower priority.)

See the “ Sample scripts’ chapter for the script for this example.

Customer Controlled Routing User Guide



4 Introducing CCR

Generic example
In Figure 1 below, several cals are routed through the same CDN and

associated script and are sent to different ACD DNs for special treatment
based on call information.

In this example, calls come in from three different ACD queues. The script
routes the DNIS 800 wesather call to a recorded announcement giving the
latest weather conditions; it routes the DNIS 900 catalog call to the sales
group, and the DNIS 100 customer service callsto the service group.

Figure 1
CCR call-routing example

Weather Weather

DNIS 800 \ RAN 2
Control DN 1

Catalog Mail Orders Sales Group

DNIS 900 =3 3 ACD DN 3201

Control Script

A7

Customer Service Service Group
DNIS 100 ACD DN 8900
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Introducing CCR 5

Flexibility

CCR provides you with the flexibility you need to control your call-routing
decision process. Y ou can handle all your CCR script changes from your
desktop. Call handling is defined by means of scripts, which can be changed
easily to affect callsimmediately.

Y ou control three aspects of call handling with CCR:

Call routing Using a script, you can send the call to one ACD queue or
multiple ACD queues, redirect the call, or regject it.

Call control You can control the call by sending it to an ACD queue, by
redirecting the call, or by terminating it with a disconnect or busy.

Call treatment You can treat the call with GIVE IVR (Interactive Voice
Response), GIVE RAN (recorded announcement), GIVE MUSIC, GIVE
RINGBACK, GIVE SILENCE, QUEUE TO, or ROUTE TO.

Decisionsfor call routing and treatment depend on the available intrinsics
(real-time information) and call information such as Directory Number
Identification Service (DNIS) and Calling Line Identification (CLID).

Call routing

CCR screens incoming calls and determines how each call is going to be
routed. CCR then controlsthe call until it is answered or abandoned. Even
though the call isin an ACD queue, the script determines how it is routed
and treated.

Using network information (DNIS, NPA, NXX, or the CLID), you can
control call routing. Using intrinsics (information based on time of day, day
of the week or year, and queue activity), you can further determine how the
call is handled. For example, you can have a specified DNIS call sent to a
special queue. In addition, you can specify that these calls arriving on
Saturday would hear your weekend RAN, but weekday calls would be sent
directly to the queue.

A number of methods can be used to route your calls; you can use them
individually or combine them.
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6 Introducing CCR

Queue acall A cal can be placed simultaneoudly in up to eight separate
agent groups (queues) at the same priority level or at different priority
levels.

Route a call A call can be routed to any number, for example, alocal DN
or night number. When acall isrouted, it isno longer controlled by a script
or CDN.

Remove a call from a queue If acall has been in a queue too long, you
can remove it so that you can redirect it, assign it to another queue, or treat
it asyou please.

Disconnect Y ou can disconnect a call after Night RAN isgiven or if the
call is one that you do not want handled.

Call control
Call scripts must provide control to acall. Otherwise, the call could never
terminate. This means that the call must either be presented or terminated by
a script command as follows:

Queue acall A cal can be placed simultaneoudly in up to eight separate
agent groups (queues) at the same priority level or at different priority
levels.

Route a call A cal can berouted to any number, for example, alocal DN
or night number. When acall isrouted, it isno longer controlled by a script
or CDN.

Busy You can give acall abusy toneto indicate that the call will not
receive further handling. The call is not actually terminated until the caller
endsthecall.

Disconnect You can disconnect acall after Night RAN is given or if the
call isonethat you do not want handled.
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Introducing CCR 7

Call treatment
Even though calls are queued to an ACD queue, the call receivesthe
treatment defined for the CDN, not the ACD DN. Calls waiting in the same
agent queue can receive different call treatments, such as music and
recorded announcements. This means that you can define alarge number of
optional treatments for calls waiting to be answered.

Complete or Interruptible RAN Y ou can define announcements and force
calersto listen to a complete announcement before an agent receives the
call, or you can determine that the call will be presented as soon as an agent
isavailable.

Unlimited RAN Y ou can get CCR to play unlimited messages of different
typeswhile acall is waiting (system engineering dependent).

Ringback A call receivesringback if no previous treatment is defined.
Silence You can determine that the caller hears nothing.

Busy You can initiate a busy tone when queue thresholds have been
exceeded, except for trunks requiring answer supervision to return busy,
such as CO, WATS, and FEX.

Music Y ou can determine that the caller hears music.

Call Priority 'Y ou can have CCR place different callsin the queue at

different priority levels, or place the same call in different queues at
different priority levels.
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8 Introducing CCR

Major advantages
Y ou can quickly and easily modify call-routing parameters to meet
changing business needs. CCR offersyou atool to

e improve customer service
e increase revenue

» increase agent productivity

Calls receive dynamic priority assignment
CCR provides the ahility to queue acall at priority levels 1 through 4.
Within an ACD group, callswith priority 1 will always be answered first.
Thisfeature allows differentiation in the treatment of calls (for example,
certain DNIS numbers could have a higher priority than others).

CCR also lets you change the priority of acall onceit has been queued. This
ability can be useful in combination with atime threshold.

Example

If acal arrives and is queued at priority 2, it will be answered behind
priority 1 calls, behind existing priority 2 calls already queued, but ahead of
any new priority (2to4) cals.

If the call waitslonger than a specified amount of time, say 120 seconds, the
priority of that call could be raised to priority 1. This means that the call

will now be answered behind any priority 1 callsthat are already queued but
ahead of any new callsto priority 1 to 8 and ahead of any existing priority 2
to4 cdls.

For more information about queuing under Meridian 1 via X11 software,
see Advanced Feature Description (NTP 553-2671-101).
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Introducing CCR 9

Variables allow easy script changes
You can set up asystem-wide Variable Table so that variables defined in
the table can be used within scripts. Names can be assigned to represent
certain values and these names can be used in scripts. When you change the
value of avariable, scripts using that variable automatically use the updated
value. This simplifies the management of a call center and saves you time
when you are creating and modifying scripts.

Example
If you wanted to provide special treatment for certain CLID numbers, you
could define the variable “vip” so that it represents several CLID numbers.

Variable Name vip

Value 4085551234
4152312567
6192345678
Statement QUELE TO 2500 WTH PR CORTY 1 IF CLID = vip

In this example, if acall was received from one of the vip numbers, the call
would be queued to ACD DN 2500 with the highest priority. The advantage
of using variablesisthat if avaue changes (for example, if the 415 area
code changes to 410), that change could be made in the Variable Tablein
CCR. The change would automatically be reflected in all scripts using that
variable without incurring system down time.

Calls can be queued at multiple ACD DNs simultaneously
CCR allows acall to be waiting for an available agent in up to eight
different queues simultaneously.

The calls could be queued at each of the eight ACD DNs at the same
priority or at different priorities. This|lets you provide better customer
service because the call has a greater chance of being answered quickly.
System productivity is also improved because the system is constantly
searching for an available agent in as many as eight groups, thus greatly
improving the use of resources.

Customer Controlled Routing User Guide



10 Introducing CCR

CCR enables specific call routing and treatment by CLID
CCR provides the capability of handling CLID calsindividualy. This
means, for example, handling calls from hospitals first for a utility
company, handling high volume purchasersfirst for atelemarketing firm, or
handling VIP accountsfirst for atravel agency.

Once you set up avariable containing CLID numbers to be treated with
priority, you can use the variable within any script. When a call arrives with
one of the designated CL1D numbers, CCR gives the call special treatment,
such as queuing with the highest priority, playing specia recorded
announcements, or simultaneously queuing the call to several different
ACD groups.

Hold in queue for Interactive Voice Response (IVR)
Using computer-controlled voice playback to prompt for telephone touch-
tone input, Interactive V oice Response units provide an automated method
of providing and accepting information from a caller. IVR capability can
also be provided while acall isin an ACD queue. While receiving IVR
treatment, the Hold in Queue for IVR feature enables the call to maintain its
place in any ACD queue where it may reside.

The Hold in Queue for IVR feature contains an interruptible/non-
interruptible facility, which controls whether the VR session will be
interruptible if an agent becomes available to take the call.
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Getting started

Before you begin
Because CCR is a computer-based application, you should make sure you
understand the concepts in this section before proceeding in this user guide.
If you have used computers before, skim through this section to be sure you
can relate the terminology used here to the concepts you already know.

The following information is covered in this chapter:

Using your keyboard This section covers cursor movement keys and
special function keys.

Types of screens This section describes menus, pop-up menus, dialog
boxes, display screens, and the editor screen.

Logging in and logging out of CCR This section covers basic login and
logout procedures.
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12 Getting started

Using your keyboard
CCR supports a DEC VT220 terminal, aDEC VT320 terminal, aDEC
VT420 terminal, and a standard IBM PC (or 100% compatible) running
Reflection 4+ software.

Keys may vary from one keyboard to another. Figure 2 through Figure 5
illustrate differences in the keyboards. The function key options displayed at
the bottom of CCR screens indicate differencesin function keys with a
dash (/). VT220/V T320/V T420 function keys precede the slash, while PC
function keys follow the slash. For example, given the option PF3/F3=EDIT
FIELD: PF3isthe EDIT FIELD key if you are using aVT220, VT320, or
VT420, while F3isthe EDIT FIELD key if you are using a PC running
Reflection 4+.

Figure 2
DEC VT220 keyboard

Figure 3
DEC VT420 keyboard
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Figure 4
IBM XT (10 function) keyboard
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Figure 5

IBM AT Enhanced (12 function) keyboard
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14 Getting started

Y ou can use your cursor movement keys, as well as the special function
keys, to navigate through CCR. Here' s how they work.

Table 1

Cursor movement keys

Key

Function

RETURN Or ENTER

Accepts the information you have typed or selected.
You must press this after most selections. However,
if you press this after some selections, you are
routed where you do not expect to go.

Moves the cursor one space to the left. On some
screens, as noted in the function key bar, it toggles
to display a Value field.

Moves the cursor one space to the right. On some
screens, as noted in the function key bar, it toggles
to display a Comment field.

Moves the cursor up one line.

Moves the cursor down one line.

TAB Moves the cursor to the beginning of the next word
in the script.

PREV SCREEN Scrolls the script text up one screen, to the previous
screen.

NEXT SCREEN Scrolls the script text down one screen, to the next
screen.

REMOVE/ DELETE Deletes the character at the position of the cursor.

BACKSPACE Deletes the character before the cursor position.

INSERT Toggles the editor between insertion and overwrite

modes. The current mode is displayed on the right
side of the keylist while in the main editing window.
In insert mode, all input moves the existing text to
the right. In overwrite mode, the text beneath the
cursor is replaced by what is being typed.
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Table 2
Special keys

Key

Function

F keys and PF keys

Function (F) keys and programmable function (pr)
keys perform specific functions, for example, exit
or activate. The function keys that apply to the
current screen are shown in the function key bar at
the bottom of the screen.

HELP/F10 You can access online help from any place in CCR
simply by pressing the HELP key.

PF1/F1 Displays the editor commands menu on the editor
screen.

PF2/F2 Displays the editor options menu on the editor
screen.

PF3/F3 Edit field. Starts and ends editing.

F6 Saves the current editing session in the edit pane
or activates the work in session.

F7 Exits from a screen or logs out from the Main
Menu.

F8 Prints a screen or moves the cursor to the
beginning of the current line in scripting (BOL).

F9 Moves the cursor to the end of the current line in

scripting (EOL). Also used to delete a value when
editing a list in the Variable Table.
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16 Getting started

Types of screens
Before you can begin using CCR, you should understand how the user
interface works. CCR displays various types of screens, specifically

* menus
*  pop-up menus

» dialog boxes containing prompts

» display screens

» editor screen (only used for script writing)

Redrawing screens
To redraw a screen at any point within the CCR interface, press <CTRL> r.
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Menus
Menus present alist of options from which you make a selection. After you
make your selection, the system could display a screen or another menu.

Selecting an option
Y ou can select an option from amenu in one of the two following ways:

* by typing the number corresponding to the option you want to select
and pressing Return

* by using the arrow keysto move the cursor bar up or down to highlight
the option you want to select and pressing Return

Throughout this guide, the expression “ select the option” refers to these two
methods. Instructions are not repeated for making a selection. This guide
also usesthe term “Return” to represent the key labeled Return or Enter on
your keyboard.

Figure 6
Sample menu

/ Supervisor 08:26\

— Main Menu

1. Profile Maintenance

2. Check/Change Call Scripts

3. Check/Change Associations Table
4. Check/Change Variables Table

HELP/F10=Help F7=Logout

. J
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Pop-up menus
Pop-up menus appear with a predefined list of choices for entering in adata
field. You work with pop-up menus the same way that you work with
menus.

Selecting an option

Y ou can select an option from a pop-up menu in one of the two following

ways.

» by typing the option number corresponding to the option you want to
select and pressing Return

* by using the arrow keys to move the cursor bar up or down to highlight
the option you want to select and pressing Return

Shortcut
Y ou can access the pop-up menu with PF3/F3 and then type the option
number of your choice (and press Return) instead of using the arrow keys.
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Figure 7
Sample pop-up menu

pop-up menu

) ) Supervisor 10:00
- Profile Maintenanc v

User ID :
Password : ——— Select a Profile
User name : 1.0001 Mark Bradley
Language : 2. 0419 Marjorie Francis
Printer : 3. 2230 Joan Zipplink
Validate Flag
Profiles
Scripts
Associations
Variables

1. Create a Profile

2. Edit a Profile

3. Delete a Profile

k F7=Exit <RETURN>=Select highlighted item /

Note: Selections to which the user does not have access appear
fainter.
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Dialog boxes
Dialog boxes appear with prompts for your response. Responses can bein
either uppercase or lowercase.

Figure 8
Sample dialog box

Do you wish to save your changes? (y/n)

In the above example, you are prompted to type y or n.

Note: You don't have to press Return after this dialog box. Typing
“y" or “n” takes you out of this mode without pressing Return.
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Display screens

To use the system, you must be able to move around between different areas
of the screen. There are three areas of display windows:

*  menu pane
» sdlection pane
» edit pane

If you want to exit the current pane, press F7 (EXIT).

Figure 9
Parts of a display screen

User Name and Time

/ Supervisor 10:&

— Variables Table
Variable Type Value
_ sales_group ACD 2200
Selection weekend Day Saturday, Sunday
pane
Variable . office_hours 1. Create Variable Entry
: Type . TIME 2. Edit Variable Entry
Edit Class : SET 3. Delete Variable Entry
pane Value : (LIST) 4. Sort by Variable Name
5. Sort by Variable Type
; ; Menu
Comment : open hours 6. Referencing Scripts
pane
\ HELP/F10=Help PF3/F3=Edit field F6=Save F7=EXxit /
Input/ SC
Output |
Function
keys
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Table 3
Parts of a display screen

Part Description

User Name and Time  Your User Name and the system time appear at
the top of the screen.

Display windows Up to three display windows appear for any one
screen: a menu pane, edit pane, and selection
pane.

Function keys This is the highlighted bar beneath the display

window showing the descriptions for special
function keys that are allowed for an individual
screen.

Input/output area This area is at the bottom of the screen, but it is
not seen until you start typing. If you decide to type
in your choice (rather than select it), your input is
displayed on the input/output line. This is also the
area where error messages are displayed.

Working with menu panes

Menu panes contain options for performing functions in specific areas of the
system. Working with the menu pane of a display screenisidentical to
selecting options from a menu. Specific function keys appear at the bottom
of each screen to help you understand what action you can take.

The two ways to select an option are as follows:

* by typing the number corresponding to the option you want to select
and pressing Return

* by using the arrow keys to move the cursor bar up or down to highlight
the option you want to select and pressing Return
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Working with edit panes
Use edit panes to enter and edit your data.

Once you have selected the edit option from the menu pane, you are
automatically placed in the edit pane of a display screen.

Note: If you want to change menu options once you arein the edit
pane, press F7 to exit, do not save, and try again.

Select the field you want to edit by using the arrow keys to move the
highlight bar. Y ou can either type in your data or access a pop-up menu
with predefined values (if applicable to the field you are editing). To access
the pop-up menu, press PF3/F3. When you have finished selecting from the
pop-up menu, press PF3/F3 again to return to the edit pane.

Y ou can use the keyboard to edit the selected field if a pop-up menu does
not appear. Simply type the information required and press Return. CCR
displays the keyboard entries in the input/output area at the bottom of the
screen.

CCR checks all datainput as soon as you press Return. If the dataisin an
acceptable format, CCR insertsit into the field. If the information is not
acceptable, CCR displays an error message in the input/output area at the
bottom of the screen.

Saving your work from an edit pane

When you finish entering the required information in the edit pane of the
screen, save your entries by pressing F6. Thisimmediately saves the new or
changed item and returns you to the menu pane.

CAUTION

When you arein an edit screen, you must pressF6 if
you want to save your changes before you exit. In
some cases, if you press F7 before F6, you return to the
menu pane without saving your changes.
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Activating your work

After you have saved your entries, you must decide if you want to make
them active. To make them active, press F6. If you do not activate your
entries, they will be deleted.

Working with selection panes

After you have chosen to edit an entry from the menu pane of a display
window, the selection pane becomes active. Use the up and down arrow
keys to move the highlight bar to the entry of your choice for editing. Then
press Return. If you want to exit the selection pane without making a
selection, press F7.
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Editor screen
This screen is unique to the script writing function and it is the screen you
will use most frequently. The function keys at the bottom of your screen
show three types of help, as Table 4 shows.

Table 4
Help function keys
Type of Help Function Key
General help HELP/F10 = Help
Help for commands PF1/F1 = Commands
Help for options PF2/F2 = Edit information

For an explanation of the other function keys, see Table 1 and Table 2.

Thisisafull screen editor. Most of the cursor movement keyslisted in
Table 1 apply to this screen.

Figure 10
Editor screen

/Supervisor SalesScript os:h

- Script Editor

HELP/F10=Help PF1/F1=Commands PF2/F2=Edit info F7=Exit F8=BOL F9=EOL <INSERT>

- J
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Logging in to CCR
CCR works with both IBM PCs running Reflection 4+ termina emulation
software and DEC VT220 terminals.

Using an IBM PC or IBM-compatible PC running

Reflection 4+
If you are using a PC with Reflection 4+ terminal emulation software, there
isno need for the PC to be dedicated to CCR; it can be used to run other
software. To do this you must know how to start and exit Reflection 4+. The
following procedure assumes that you know some basic DOS commands.

Starting Reflection 4+

Refer to the Customer Controlled Routing Installation and Upgrade Guide
(NTP 553-3203-210) for instructions on downloading Reflection keyboard
mapping for the first time. These instructions apply to non-MAX users and
need only be followed once.

1 Set your current directory to the directory in which Reflection 4+ is
installed.

2 Type R4 Meridian.cfg and press Return. The CCR login screen
appears.

Using a DEC VT220/VT320/VT420 terminal
Once the VT220 terminal is connected to the Application Module, the
“Console Login” prompt appears.

For instructions on setting up the terminal, refer to the Customer Controlled
Routing Installation and Upgrade Guide (NTP 553-3203-210).
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Completing the login procedure
Follow the next steps to compl ete the login procedure to CCR:

1 Type ccrusr and press Return.

Figure 11
CCR login screen

4 )

Console Login: ccrusr
Password:

- /

The password prompt appears.

2 Type the login password, ccrusr, and press Return.
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Figure 12
System Release and User ID screen

/ System V/68 Release R3V7 Version 931012 M68040 \
sysV68
Copyright (c) 1984 AT&T
Copyright (c) 1985-1992 Motorola, Inc.
All Rights Reserved

Customer Controlled Routing

Copyright 1991, 1993 Northern Telecom
Programmation d'acheminement par le client
Copyright Northern Telecom 1991, 1993

Enter User ID

Entrer code d'utilisateur

\ ---> 0001 /

The User ID prompt appears (see Figure 12).

Type your User ID, (0001 is used as an example) and press Return.

4 Type your password, for example admin, and press Return.
Notice that your password is not displayed on the screen, because
this should be confidential.

Note: Your password is case-sensitive; be sureto type it exactly asit
was given to you. This means that uppercase letters must be typed in
uppercase and lowercase letters must be typed in lowercase.
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Logging out of CCR

Using an IBM PC or IBM-compatible PC running

Reflection 4+
If you are using a PC with Reflection 4+ software, complete the following
stepsto log out of CCR and return to the DOS prompt:
1 Exit to the Main Menu.
2 Press F7 to log out.
3 You are no longer in CCR. Press <CONTROL> <ALT> X.

The DOS prompt appears.

Using a DEC VT220/VT320/VT420 terminal
Complete the following steps to log out of CCR:

1 Exit to the Main Menu.

2 Press F7 to log out.
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Main Menu

Figure 13
Main Menu

The Main Menu appears when you successfully log into CCR. If you are
having trouble, see your system administrator.

-

— Main Menu

Supervisor 08:26\

1. Profile Maintenance

2. Check/Change Call Scripts

3. Check/Change Associations Table
4. Check/Change Variables Table

HELP/F10=Help F7=Logout

J

The Main Menu presents four options for you to select.

Profile Maintenance This option lets you define the operating privileges
for each user. If you have global access, you can set up new users and
assign their privileges. If you have view access, you can customize your
own environment, as well as print and display screens.

Check/Change Call Scripts This option letsyou create, edit, or view
existing scripts, depending upon the access level defined in your profile.
Scripts can also be validated, installed or removed using this option.

Check/Change Associations Table This option letsyou create and display
the CDNs associated with each script, depending upon the access level
defined in your profile.

Check/Change Variables Table Thisoption letsyou create and display the
names or terms representing avalue or set of values, depending upon the
access level defined in your profile.
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Maintaining user profiles

The Profile Maintenance screen lets you establish User IDs and define the
access level for each user (User ID). This screenistypically used only
during system setup or when adding or deleting a User ID.

Accessing the Profile Maintenance screen
To access the Profile Maintenance screen, select option 1 from the Main
Menu.

Figure 14
Profile Maintenance screen

Supervisor 10:00
— Profile Maintenance

User ID
Password
User Name

Language
Printer
Validate Flag

Profiles
Scripts
Associations
Variables

1. Create a Profile
2. Edit a Profile
3. Delete a Profile

\ HELP/F10=Help F7=Exit /
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User profile terms

There are three levels of access users can have for each feature: global,
view, and none.

Global Userswith global access can create, change, delete, and print any
profiles, scripts, variables, and associations. Only one user can have global
access at atime. Thefirst global user logged in receives the global access.

View Userswith view access can customize their own profiles, but no one
else’s. They can only display and print scripts, associations, and variables.

None Userswith an access of none have no accessto view scripts, profiles,
associations, or variables.

CAUTION

Do not set up a user with no access for any features or
they will not be able to do anything on CCR.

Global, view, and none access for profiles, scripts, associations, and
variables appear in a pop-up menu when you select the field with the
highlight bar and press PF3/F3.
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Figure 15
Select Access Level pop-up menu

Supervisor 10:00
— Profile Maintenance

User ID . 0002
Password - 0002 Select Access Level
User Name . Manager 1. None
Language . English ; élle\tl)v |
Printer . None - oloba
Validate Flag : Flag_on
Profiles . None
Scripts . None
Associations . None
Variables . None

1. Create a Profile

2. Edit a Profile

3. Delete a Profile

k PF3/F3=No selection <RETURN>=Select highlighted item /
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Creating a profile
To create anew profile:

1 Select Create a Profile from the Profile Maintenance menu. The
screen that appears does not contain any user information.

2 Complete the screen by typing in the data required for each field.

Note:  Pop-up screens (accessed by PF3/F3) will help you select the
access privileges for this new user. Simply follow the prompts at the
bottom of the screen and use the function keys as indicated.

Figure 16
Create a Profile screen

Supervisor 10:00
— Profile Maintenance

User ID . 0002

Password ;0002

User Name :  Manager

Language . English

Printer . None

Validate Flag . Flag_on

Profiles . None

Scripts : None

Associations . None

Variables . None
1. Create a Profile
2. Edit a Profile
3. Delete a Profile

QELP/FlO:HeIp PF3/F3=Edit field F6=Save F7=Exit F8=Print /

3 Once you have created a new profile, press F6 to save it. CCR
saves the new profile, and the Profile Maintenance screen now
appears on the screen. The profile is enabled as soon as the user
logs into CCR.

Note: If you forget this step, the system will prompt you to save your
work. Type y and press Return.
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A user profile has many characteristics that determine the type of access.
These are listed below:

User ID Thisisthe ID number for a person using CCR. The User ID must
be afour-digit number between 0002 and 9999. User ID 0001 should be
reserved for the system administrator.

Password Thisis associated with the User ID. The password is optional
and must be between four and eight characters, numbers or letters.
Remember that you must type the password exactly, because it is case
sensitive. A password of “Mary” must have an uppercase letter M and
lowercase letters for the rest. Valid characters for a password are 09, a-z,
and A-Z. The maximum password length is eight characters.

User Name Thisisthe name that appears at the top of the Profile
Maintenance screen, for example, Supervisor. It is also associated with the
User ID. The User Name can be no longer than 32 characters, including
spaces.

Language You can select the language type from a pop-up menu. Any
language listed in that pop-up menu isvalid. Screens, help text, and most
messages appear in the language specified. Script commands are in English
only.

Printer You can select a printer from a pop-up menu. Y ou can also select
any printer listed in the pop-up menu as the default printer.

Validate flag This allows access to warning messages. A pop-up menu
offers Flag_on or Flag_off. If you select Flag_on, CCR displays script
warning messages. If you do not want to see script warning messages, select
Flag_off (not advisable for new users). CCR always displays script errors.

Profiles Global access allows usersto create and change profiles. View
access allows users to change their own profiles only. With no access, users
cannot access any profile screen.

Scripts Global access alows users to create and change scripts. View
access allows users to view and print scripts only, but not alter them. With
NO &CCess, USers cannot access any Script screen.
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Associations Global access allows usersto create and change
associations. View access allows users to view and print association
screens. With no access, users cannot access any association screen.

Variables This determines the access users have to the Variable Table
entries. A user with global access can create and change entries. A user with
view access can only view and print screens. A user with no access cannot
access any variable screen.
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Editing a profile
To edit aprofile, perform the following steps:

Figure 17

Edit a Profile screen

Select the Edit a Profile option from the Profile Maintenance menu.

User ID
Password
User Name

Language
Printer
Validate Flag

Profiles
Scripts
Associations
Variables

Supervisor .
ﬂ Profile Maintenance 10-00\

Select a Profile
1. 0011 Mark Bradley

2. 0419 Marjorie Francis
3. 2230 Joan Zipplink

1. Create a Profile
2. Edit a Profile
3. Delete a Profile

k F7=Exit <RETURN>=Select highlighted item /

A pop-up menu appears, displaying the existing profiles. The profiles
are listed by User Name, with the first entry highlighted. You can edit
any profile shown in the pop-up menu. All edit changes take effect
when that user logs in to CCR.

Select the profile you want to edit from the pop-up menu. The
selected profile appears on the screen. You are now in the edit
section, with the existing values for the profile appearing and the
User ID highlighted.

Select the field you want to change.

Note: Keep records of any changes you make for a given profile.
Changes made in Profile Maintenance affect user accessto CCR.
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4 Type the new information and press Return. As you type, the
information appears in the input/output area at the bottom of the
screen.

Figure 18
Edit a Profile window

: : Supervisor 10:00
—— Profile Maintenance

User ID . 0419

Password : Grandma

User Name : Marjorie Francis

Language . English

Printer . None

Validate Flag . Flag_on

Profiles : View

Scripts : Global

Associations . View

Variables . Global
1. Create a Profile
2. Edit a Profile
3. Delete a Profile

\HELP/FlOZHeIp PF3/F3=Edit field F6=Save F7=Exit /

Once entered, the new information is highlighted.

In many cases, if you make a typing mistake (for example, if you
attempt to type too many characters in a field), the system
immediately displays a message in the Input/Output area at the
bottom of the screen.

The highlight bar remains on your selected item and the original
information remains.

5 To revise a field you have already entered, use the up or down arrow
key to move to the field, retype the information, and press Return.

Note: Press HELP/F10 at any time if you need additional information
about options and commands.
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Saving a profile
To save aprofile, perform the following steps:
1 Once you have edited a profile, press F6 to save it.

Figure 19
Save the window

Supervisor .
ﬂ Profile Maintenance P 10-(h

User ID . 0419
Password ;. Grandma
User Name . Marjorie Francis
Language . English
Printer : None Do you wish to save this profile? (y/n) |
Validate Flag : Flag_on
Profiles . View
Scripts . Global
Associations . View
Variables . Global
1. Create a Profile
2. Edit a Profile
3. Delete a Profile

kHELP/FlOZHeIp PF3/F3=Edit field F6=Save F7=Exit /

Note: If you forget this step, the system will prompt you to save your
work. Typey.

CCR saves the edited profile, and the Profile Maintenance edit pane
now appears on the screen. The prompt “Edited profile will be
effective on next login” appears. The profile is enabled as soon as
this user logs in to CCR.
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Deleting a profile
To delete a profile, perform the following steps:

1 Select Delete a Profile from the Profile Maintenance menu.

Figure 20
Delete a Profile window

Supervisor .
£ Profile Maintenance lO-Cm

User ID
Password ]
User Name Select a Profile
Language 1. 0401 John Smith
Printer . 2. 0289 Barbara Thomas
Validate Flag : 3. 3230 Mary Walters
Profiles
Scripts
Associations
Variables

1. Create a Profile

2. Edit a Profile

3. Delete a Profile

\ F7=Exit <RETURN>=Select highlighted item /

A pop-up menu appears, displaying the existing profiles.

The profiles are listed by User Name with the first entry highlighted.
You can delete any profile shown in the pop-up window. Deleted
profiles take effect immediately. If the user is currently logged in, the
deleted profile is effective after logoff.

2 Select the profile you want to delete from the pop-up menu.
A prompt appears asking you to verify that you want to delete this
profile.

3 Type y to delete it, or type n to cancel the deletion; then press
Return.
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Planning your scripts

Overview
This chapter contains tips to help you plan how to best write and organize
your scripts.
Information covered in this chapter includes the following:
e thingsto consider before you begin
» visual overview of the scripting process

» formsto help you organize your associations, variables, and scripts

Before you begin
Before you can write a script, or create profiles, associations and variables,
you will need to know the following:

+ avalable ACD DNs

+ avalable CDNs

+ avalableDNs

+ avalable RAN routes

+ avalableMusic routes

e number of agents per queue
e call center working hours

e holidays

Some of the information (for example, ACD DNs, CDNs) can be printed
using overlaysin the Meridian 1 system. If you do not know how to do this,
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ask your system administrator to get thisinformation for you. File this
information in a CCR folder or notebook so you will always have it near
your CCR terminal when you need to create or edit a script.

Y ou should also print copies of all profiles, scripts, the Variable Table, and
Association Table, and file them in a CCR notebook or folder for reference.
There are many reasons for doing this:

* You can quickly look up information regarding your CCR system
without having to log on to the system.

*  Someone else can easily look through this notebook or folder and see
what information already exists. Thisis particularly helpful if you are
not available to answer questions (for example, if you are on vacation).

» If ascript or profileisinadvertently deleted from the system, or if there
is some system problem, you will have a hard copy to use as areference
in case you need to re-enter information into the system.
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Script writing process

The following flowchart shows an overview of the script writing process.

Figure 21

Script writing process

O )

Define call
script objective

Identify available
Meridian 1
resources (queues,
RANS, etc.)

Draft call
routing/treatment
process (i.e.,

\ flowchart) /
)

Identify and create
needed variables

Compose script

;I_/

O )

Validate a script

Correct any
validation errors

f

Install script

K

Associate script
to a CDN and
activate

I

Test script
(if possible)

Review results

—
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Sample forms

Photo enlarge these sample forms for best resuilts.

Table 5

Association Table Worksheet

Associations Table Worksheet

CDN

SCRIPT

ON/OFF

COMMENTS
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Figure 22
Variable Table Worksheet
Variable Table
Variable Type | Class Value Comments
Variable .

Types Definition Allowed Value Class
ACD ACD DNs 2-7 digits (ACD-DN defined on Meridian 1) Item
Priority Priority level at which a call may be queued 1,2,3 or 4 (1 indicates highest priority) Item
DN Internal DN (other than ACD DNs), & external numbers 1-32 digits Item
Music Music routes (route #) 0-511 Item
RAN RAN routes (route #) 0-511 Item
seconds Time in seconds 0-32767 Item
time Time in hours and minutes; based on 24-hour clock 0:00-23:59 Item or set
day Day of week (with Monday being the first day of week) Monday-Sunday Item or set
date Day of the year MM/DD (Month/Day) Item or set
integer Any number 0-32767 Item
DNIS DNIS number 1-31 digits Item or set
CLID Calling party’s number 1-32 digits Item or set
NPA Calling party’s area code 3 digits (first digit is 2-9) Item or set
NXX Calling party’s local prefix 3 digits (first digit is 2-9, second digit is 0-9) Item or set
NPANXX | Calling party’s area code and local prefix 6 digits Item or set
LOC Calling party’s location code in a private numbering plan 3 digits Item or set
Treatment | Treatment specified for IVR 1-7 digits Item
wildCcLID | Calling party’s number containing wild card and 1-32 digits Item or set

placeholder characters
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Figure 23
Call Scripting Worksheet

Call Scripting Worksheet

Script Name

Commands

Intrinsics

Expressions

Call routing commands
QUEUE TO <ACD DN>
WITH PRIORITY <Priority>
REMOVE FROM <ACD DN>
ROUTE TO <DN or ACD DN>

Call treatment commands
FORCE BUSY
FORCE DISCONNECT
GIVE <INTERRUPTIBLE> IVR
GIVE MUSIC <Music route>
GIVE RAN <RAN route>
GIVE RINGBACK
GIVE SILENCE

Call information intrinsics
DNIS (dialed DNIS number)
CLID (calling party’s number)
NPA (area code)

NXX (local exchange)
NPANXX
LOC (ESN number)

Logical expressions
AND, OR, NOT - Evaluates two comparative
expressions
() States precedence of operators

Time period intrinsics
Time of Day (HH:MM)
Day of Week (Monday, etc.)
Day of Year (MM/DD)
Age of Call (age in seconds)

Comparison expressions
= (equal)
< (less than)
> (greater than)
<= (less than or equal to)
>= (greater than or equal to)
<> (not equal to)

Script processing commands
GOTO <Section label>
IF <Expression>
QuIT
SECTION <Section label>
WAIT <Time in seconds>

Queue status intrinsics
Logged Agents (number agents)
Idle Agents (number of agents)
Oldest Call (age in seconds)
Night Service <ACD DN>
Total Queued Calls (number)

Mathematical expressions
+ (adds two values of same type)
* (multiplies two values of same type)
- (subtracts second value from first)
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Building the Variable Table

Overview

Variables alow you to assign names, numbers, time, queue priorities, or
ACD queuesto easily understood terms.

A variable isaname used in a script to represent an assigned value or
values. All variables are stored in asingle Variable Table. All scripts refer
to that table for the values of the variables. This makes it easier for someone
else to use the variables you create.

Thereis no limit on the number of variablesthat can be put into the
Variable Table, other than that imposed by limitations on the availability of
system memory.

Changing avariable in the Variable Table automatically updates the value
(or values) in all scriptsusing that variable.

For example, if you have defined your customer service ACD DN as 2500
and you represent this in the Variable Table as service_dn, any script can
then use the name service_dn in place of the number 2500. For example,
QUEUE TO 2500 could be changed to QUEUE TO service_dn. Simply
changing the ACD DN in the Variable Table changesit in all the scripts that
reference the service_dn.

Note:  When you change the value of avariable, only new calls are
affected.
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Accessing the Variable Table screen
To access the Variable Table screen, select option 4 from the Main Menu.

Refer to the “ Getting started” chapter to understand how to navigate the
three areas of the Variable Table screen.

Figure 24
Variable Table screen

/ Supervisor 10@
— Variable Table

Variable Type Value

cust_svc ACD 1000

holiday Date 1/1 (list)

Variable : 1. Add Variable Entry

Type : 2. Edit Variable Entry

Class : 3. Delete Variable Entry

Value : 4. Sort by Variable Name
5. Sort by Variable Type

Comment 6. Referencing Scripts

\ HELP/F10=Help F7=Exit F8=Print /

Variable Table terms
This section employs the following tables to describe the Variable Table:

Variable Table terms Table 6 describesfieldsin aVariable Table record.
Termsinclude variable, type, class, value, and comment. The definition
column defines the term, describes its function, its valid values, and its use.

Variable Table data types Table 7 describes data types, their formats, and
any rulesthat apply to their usein the Variable Table.

Summary of valid Variable Table items and sets Table 8 givesvalid
value ranges (with examples) for data types classified asitems or sets.
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Table 6

Variable Table terms

Terms

Definition

Variable

The name you use to refer to a user-defined value. This is what you use
within a script. For example, a variable name may be “main_acd”. Spaces
are not used; use an underscore ( _) to space between words. Maximum
length of a variable is 32 characters.

The variable names you see when adding or editing the Variable Table are
very specific. You must be sure to use the variables exactly as they are
shown.

Type

Refers to the kind of data the name represents. Type determines the value
accepted by CCR. For example, for the variable “main_acd,” the type is
ACD, indicating an ACD DN. This tells CCR to accept only digit strings

27 digits long. CCR also verifies that the specific ACD variable exists in the
system. There are 18 types used in scripts. (See Table 7 for type
definitions.)

Class

Refers to how the items are categorized by the CCR application. Class is
either an item or set.

Item A single entry.

Set A set can be a list of items, range of items, or a list of ranges.
A range, for example, might be Monday through Wednesday.
Use periods to specify a range. For example,
“Monday..Wednesday” specifies Monday through Wednesday.
A list could define non-consecutive information, such as
Monday, Wednesday, and Friday. A pop-up menu allows list
entries, with each item in the list entered separately, one after
the other. The maximum number of items, ranges, or a
combination of both is 60.

Value

Links the real system information to the variable name. For example, the
variable “main_acd,” being type ACD, might have 2500 entered as the
value. Throughout a script the ACD DN 2500 would be used wherever the
variable “main_acd” occurs. A value can be a single item or a set,
depending on the variable class.

Comment

Text that explains your variable.
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Table 7

Variable Table data types

Data type

Definition

ACD

This type is used for variables that represent ACD DNs. It is a digit string
27 digits long that is verified with the Meridian 1 system to ensure that it is
a defined ACD DN. An ACD variable may only be defined as an item.

CLID

This type is used for variables that represent calling party numbers. It is
1-32 digits long. CLID types can be items or sets (a set can be made up of
lists and ranges). They can be internal DNs or numbers presented from the
network. CLID may be a standard range, but not a wrapped range. For
example, the expression

Cc_number = 1..9999
is valid. However, the expression
¢_number = 9999..1

is not valid. The wrapped range includes all numbers 9999 —
99999999999999999999999999999999 (32 digits), as well as 1.

DATE

This type is used for variables that represent specific days of the year. The
format is MM/DD. MM refers to the month and DD refers to the day. The
first day of the year is 01/01; the last day of the year is 12/31. Dates will not
wrap past 12/31 unless specified in a range. A DATE variable may be
specified as an item or a set.

The expression
Day Of Year = 08/01..07/31

is a valid example of a wrapped range because it encompasses the end of
one year and the beginning of another.

The expression
Day Of Year > 12/31

is not valid because 12/31 is the last day of the year, and a range has not
been specified to make the date wrap past that day. To make this
expression valid, use a range to specify the DATE. For example,

Day Of Year = 12/31..01/01

is also a valid example of a wrapped range.

— continued —
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Table 7

Variable Table data types, continued

Data type

Definition

DAY

This type is used for variables that represent the days of the week. The
format uses the following order: Monday, Tuesday, Wednesday, Thursday,
Friday, Saturday, Sunday. Monday is the first day of the week, and Sunday
the last. (Unless a range is specified, the week does not wrap past Sunday).

A DAY variable may be specified as a set. For example, the expression
Day Of Week = Monday, Wednesday, Friday

is true on those three days and false otherwise. A DAY variable may also be
specified as a wrapped range. The expression

Day Of Week = Saturday..Monday

is true on Saturday, Sunday, and Monday. DAY may be an item or a set.

DN

This type is used for variables that represent internal DNs (other than ACD
DNSs) and external numbers (any number that can be dialed on the
Meridian 1 to make an external call). This type consists of a digit string
1-24 digits long. A DN variable may only be defined as an item.

DNIS

This type is used for variables that represent DNIS numbers. It is a digit
string 1-31 digits long . DNIS variables may be items or sets. (Meridian 1
X11 Release 24 is required to support more than seven DNIS digits.)

INTEGER

This type is used for variables that represent a number that needs to be
expressed. The allowed values are 0-32767. Integers may be operated on
by mathematical expressions. Thus, the expression

Total Queued Calls main_acd > four * twelve

is true when the number of calls queued at the ACD represented by the
variable “main_acd” is greater than 48 (4x12)—provided the variable
“twelve” is of type INTEGER with the value 12 and the variable “four” is of
type INTEGER with the value 4. INTEGER variables may be defined as
items only.

— continued —
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Table 7

Variable Table data types, continued

Data type

Definition

LOC

This type is used for variables that represent the calling party number’s
Location Code in a private numbering plan (for example, ESN). It is 3 digits
long. There are no restrictions on what digits can be used. An LOC variable
may be an item or a set.

MUSIC

This type is used for variables that represent Music routes. It is a number
from 0 to 511. A MUSIC variable may only be defined as an item.

NPA

This type is used for variables that represent the calling party number’s
Numbering Plan Area (area code). The NPA consists of three digits.
Effective January 1995, all products must comply with the new NPA naming
convention, where the first digit is 2—9, and the second and third digits are
0-9. The NPA is distinguished from the NXX by its position in the 10-digit
CLID: the NPA is the first three digits and the NXX is the second three
digits. An NPA variable may be an item or a set.

NPANXX

This type is used for variables that represent the calling party number’s
Numbering Plan Area plus Exchange. It is six digits long and the first three
digits form the NPA, and the second three digits form the NXX. An NPANXX
variable may be an item or a set.

NXX

This type is used for variables that represent the calling party number’s
Exchange (local prefix). It is three digits long; the first digit is be 2—-9, and
the second and third digits are 0-9. An NXX variable may be an item or a
set.

PRIORITY

This type is used for variables that represent the priority level at which a call
may be queued. It will be the digit “1,” "2," "3," or "4," with “1” indicating
the highest priority. The digit “1” is the default priority. A PRIORITY variable
may only be defined as an item.

This type is used for variables that represent recorded announcement
(RAN) routes. It is a number from 0 to 511. A RAN variable may only be
defined as an item.

— continued —
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Table 7
Variable Table data types, continued

Data type Definition

SECONDS This type is used for variables whenever the time in seconds needs to be
specified. It is a number from 0 to 32767 (9.1 hours). Constants or variables
of this type may be operated on by mathematical expressions. A SECONDS
variable may be defined only as an item.

TIME This type is used for variables that represent the time of day in terms of
hours and minutes. Based on a 24-hour clock, it uses the format HH:MM.
HH refers to the hour and MM refers to the minutes. The 24-hour clock
begins at 0:00 (midnight) and ends at 23:59 (11:59 p.M.). For example,

5 p.M. is expressed as 17:00. A TIME variable may be an item or a set. The
set may include wrapped ranges. The expression

Time Of Day = 22:00..06:00

is a valid example of a wrapped range representing the time period from
10 P.M. (22:00) to 6:00 A.M. (06:00).

TREATMENT This type is an option for the GIVE IVR command. It determines the
Meridian Mail voice service prompt or mailbox greeting the caller will hear.
The default is for TREATMENT to be off. Until the link is established for
IVR, treatment does not appear as an option. A TREATMENT variable may
be defined only as an item.

For information on how the default treatment is defined, see “GIVE IVR
treatment” in the “Script commands” chapter.

WILDCLID This type is similar to CLID except that ranges are not allowed. WILDCLID
types contain wildcard (@) and/or placeholder (?) characters.

The expression

CLID =44@
is true for all numbers of 2—-32 digits that start with 44.
The expression

CLID =44?

is true for all 3-digit numbers that start with 44 (such as 440, 441, 442).

— continued —
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Table 7

Variable Table data types continued

Data type

Definition

WILDCLID
(continued)

Rules for using wildcard characters:

1
2.

Only one wildcard character is allowed in any CLID digit string.

A wildcard character can be used only at the beginning or end of a
string.

A wildcard character cannot be used in a range expression but can be
used in a list.

A wildcard character can only be used with equal (=) or not-equal (<>)
comparison operators.

A wildcard character can be used only in a CLID intrinsic of the
WILDCLID data type.

Only variables of the WILDCLID data type will allow the wildcard
character to be entered as a value.

Rules for using placeholder characters:

1

A placeholder character cannot be used in a range expression but can
be used in a list.

A placeholder character can be used only with equal (=) or not-equal
(<>) comparison operators.

A placeholder character can be used only in a CLID intrinsic of the
WILDCLID data type.

Up to 32 placeholders are allowed in a single CLID digit string.

Only variables of the WILDCLID data type will allow the placeholder
character to be entered as a value.

Any combination of 1 wildcard and up to 31 placeholders are allowed in a
single CLID digit string.
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Table 8

Summary of valid items and sets

Class
Data type Allowed Valid Value Example
ACD Item only 2- to 7-digit number | 4100
CLID Item or Set | 1- to 32-digit 4159408914;
number 415..515
DAY Item or Set | Monday—Sunday Sunday, Monday
DN Item only 1- to 24-digit 8914
number
DNIS Item or Set | 1- to 31-digit 4587,
number 1234567, 7891234

Meridian 1 X11

Release 24 is required to support more than 7 DNIS digits.

INTEGER Item only Number 0-32767 5000
LOC Item or Set | 3-digit number 655; 512, 444, 345
MUSIC Item only Number 0-511 213
NPA Item or Set | 3-digit number 415; 512, 444, 345
NPANXX Item or Set | 6-digit number 415940;
524133..524199
NXX Item or Set | 3-digit number 940; 512..598
PRIORITY Item only 1,2,3,4,5,6,7,0r8 | 2
RAN Item only Number 0-511 9
SECONDS Item only Number 0-32767 10
TIME Item or Set | 0:00-23:59 11:30; 01:30..06:30
TREATMENT | Item only 1- to 7-digit number | 533
WILDCLID Item or Set | 1- to 32-digit 44@; 2347;
number with 44@, 45@;
wildcards and/or 2347, 4567
placeholders @77; ?20, 9?1
?456@
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Creating variables

CAUTION

Before you begin creating variables, note that to be
ableto add ACD DNsto the Variable Table, you must
be connected to the Meridian 1 system—with the link
enabled—because CCR looks for valid ACD DNs.

Note: If, before you save this variable, you notice you have made an
error in entering the Type of Class, just correct the error by moving the
highlight bar to the appropriate field and typing the correct vaue. If,
however, you notice the error after you have saved the variable, you
must delete the variable and start again.

To create one or more variables, complete the following steps:

1 Select the Check/Change Variables Table option from the Main
Menu. The Variable Table screen appears, showing all existing
variables. The Add Variable Entry selection is highlighted in the
menu pane.

2 Select the Add Variable Entry option.
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Figure 25

Add Variable Entry screen

1o:om

Supervisor
— Variable Table
Variable Type Value
cust_svc ACD 1000
holiday Date 1/1 (list)
Variable 1. Add Variable Entry
Type 2. Edit Variable Entry
Class 3. Delete Variable Entry
Value 4. Sort by Variable Name
5. Sort by Variable Type

Comment 6. Referencing Scripts

\ HELP/F10=Help PF3/F3=Editfield F6=Save F7=Exit /

The edit pane appears, with the Variable field highlighted

(Figure 25).

Type the variable name and press Return.

The variable name can have up to 32 alphanumeric characters. The
first character must be a letter. Key words for CCR cannot be used.
(See “Key words” at the end of this user guide.)

Pressing Return moves the highlight bar to the next item.
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Figure 26
Select a Type pop-up menu

/ Supervisor 10:05
—  Variable Table — SelectaType —p—

Variable Type Value 1. ACD |
2. PRIORITY ||
cust_svc ACD 1000 3. DN
holiday Date 1/1 (list) 4. MUSIC
5. RAN
6. SECONDS v |
Variable ©  main_acd 1 >
Type : 2. Edit Variable Entry
Class : 3. Delete Variable Entry
Value : 4. Sort by Variable Name
5. Sort by Variable Type
Comment : 6. Referencing Scripts
\ PF3/F3=No selection <RETURN>=Select highlighted item /
4 Type a valid data type for the variable and press Return. Or press

PF3/F3 to display a list of valid types (illustrated in Figure 26), and
then select the type you want.
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Figure 27
Select a Class screen

Supervisor 10@

/ Variable Table

Variable Type Value
cust_svc ACD 1000
holiday Date 1/1 (list)
Variable main_acd 1. Add Variable Entry
Type ACD 2. Edit Variable Entry
Class ITEM 3. Delete Variable Entry
Value 8914 4. Sort by Variable Name
5. Sort by Variable Type
Comment All overflow calls 6. Referencing Scripts
k HELP/F10=Help PF3/F3=Edit field F6=Save F7=Exit /
5 Type your choice for class, either item or set (Figure 27), then press
Return. Or press PF3/F3 to see a pop-up menu with your choices.
See the chart at the beginning of this chapter for type and class
correlation.
If the type has only one class, the class is automatically entered.
If you select Set, see the “Entering a list” procedure for instructions
on how to enter a value.
6 Type a value for the variable and press Return. The highlight bar
automatically moves to the Comment field.
Note: The chart at the beginning of this chapter lists valid values.
7 Type information that explains your variable and its use in the

Comment field, then press Return. This field is optional, but it can be
very helpful at a later date.
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8 To save the variable you have just created, press F6.

You have just added a variable to the Variable Table. The command
screen reappears, with the Add Variable Entry option highlighted.
Repeat these steps until your Variable Table is complete.

9 After entering and saving all of your variables in a session, you must
press F6 again to activate the additions you have just made to the
Variable Table. See “Activating your variables” further on in this
chapter.

Variables appear in the Variable Table in the order in which they are
entered. To sort them, use either the Sort by Variable Name or Sort by
Variable Type option.
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Entering a set
A setisalist of values, arange of values, or acombination of items and
ranges.

List A list defines non-consecutive values such as Monday, Wednesday,
and Friday. A pop-up menu allows you enter up to 60 valuesin alist. You
must enter each value in the list separately.

Range A range defines a series of consecutive values, with the beginning
and end values of the range joined by two periods. For example, arange
might be Monday through Wednesday. “Monday..Wednesday” specifies
Monday through Wednesday. A set can contain more than one range—for
example, “Monday..Wednesday” and “Friday..Sunday”.
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Entering a list
The following procedure shows how to enter aset asalist using the variable
weekday as an example.

1 Select the Check/Change Variables Table option from the Main
Menu. The Variable Table screen appears, showing all the existing
variables.

Select the Add Variable Entry option from the menu pane.
Type weekday in the Variable field and press Return.
Press pPF3/F3 to display a list of valid types.

Select DAY.

The highlight bar automatically moves to the Class field.

Supervisor 10:@

a A W N

Figure 28
Select a Class pop-up menu

— Variable Table
Variable Type Value __ SelectaClass —.
1. ITEM
sales_group ACD 2200
2. SET
Variable : weekday 1. Add Variable Entry
Type . DAY 2. Edit Variable Entry
Class : 3. Delete Variable Entry
Value : 4. Sort by Variable Name
5. Sort by Variable Type
Comment : 6. Referencing Scripts
\PF3/F3=N0 selection <RETURN>=Select highlighted item /
6 Press PF3/F3 again to display a list of valid class types.

7 Select SET (Figure 28).
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Figure 29

Set Values pop-up menu

—— Variable Table

Supervisor 10:h

Variable

Type Value

- Set Values
r 1. NO VALUES Value:

Variable
Type
Class
Value
Comment

weekday . Add Variable Entry
DAY . Edit Variable Entry
SET

. Delete Variable Entry
. Sort by Variable Name

. Sort by Variable Type
. Referencing Scripts

o O ~AWOWN P

\PFS/FS:End editing F8=Toggle menu F9=Delete value <RETURN>=Add value /

The highlight bar automatically moves to the Value field.

Press PF3/F3 yet again to display a list of existing values, illustrated
in Figure 29. If there are no items or ranges yet listed, the words “NO
VALUES" appear.

Press Return again to begin entering list items (Figure 29).
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Figure 30
Set a value

Supervisor 10:&

Variable Type Value

Set Values
r 1. Monday Value :

—— Variable Table

Variable . weekday 1. Add Variable Entry

Type . DAY 2. Edit Variable Entry

Class . SET 3. Delete Variable Entry

Value 4. Sort by Variable Name

Comment 5. Sort by Variable Type
6. Referencing Scripts

\PF3/F3=End editing F8=Toggle menu F9=Delete value <RETURN>=Add value /

10  Type the first entry in the list (for example, Monday). It can be an
item (single value) or a range (see “Entering a range” later in this
chapter). Press Return to enter the value.

11 Press Return again to continue entering values (Figure 30).

12 Type in the next list entry. Entries do not have to be consecutive.

Customer Controlled Routing User Guide



Building the Variable Table 65

Figure 31
List of Values

lO:(m

Supervisor
—  Variable Table
Set Values Tvoe Value
[~ 1 Monday
2 Tuesday 2200
3 Saturday
Variable : weekday 1. Add Variable Entry
Type . DAY 2. Edit Variable Entry
Class : SET 3. Delete Variable Entry
Value : (LIST) 4. Sort by Variable Name
Comment 5. Sort by Variable Type
6. Referencing Scripts

\PF3/F3=End editing F8=Toggle menu F9=Delete value

<RETURN>=Add value /

13 Repeat steps 6 and 7 for the entire list. The pop-up screen supports
up to 60 separate items on the list.

14 Press PF3/F3 when all the list items are entered. The Value field
shows that a list of values has been entered (Figure 31).
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Figure 32
List of Values win