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ADM = Administrator's Guide

DMS = Symposium and DMS Switch Guide

INS = Software Installation and Upgrade Guide
MSL = Symposium ansiSL-100Switch Guide
REP = Historical Reporting and Data Dictionary
SCR = Scripting Guide

SET = Setup Guide

SUP = Supervisor's Guide

Symbols

% _Calls_Abandoned thresholdpm:127

%Abandoned_Aft Threshold threshold,
ADM:127

%Service Level for Ans Calls threshold,
ADM:130

%Service Level thresholdybm:128

@company_name formul®&EepP:43

@report_interval formularer:43

@report_title formulaRepP:43

@report_user formularep:43

@site_id formula,REP:43

Numerics

1003t
formatting the RAID drives onADM:332—334
performing a consistency check axpm:323
performing a RAID backup omybm:330-331
rebuilding RAID drives onADM:328
splitting the RAID drives onADM:324-327

3WC key, REP:85

4 mm DAT tape drive ADM:288

40593 event codeADM:71, ADM:252

702t
performing a consistency check on,

ADM:309-310

performing a RAID backup ompbm:318-319
rebuilding the RAID drives onpADM:316-317

702t (continued)
splitting the RAID drives onADM:311-315

A

abandoned call delayggep:119
application statisticSREP:11Q REP:112
DNIS statistics,REP:134 REP:138
reports, REP:454-457, REP:617619
skillset statisticSREP:176 REP:177178
abandoned callssup:3
application statisticSREP:11+112, SUP:9+92
CDN statistics,REP:130
DNIS statistics,REP:134
during presentationRep:106
IVR treatment,REP:119
reports, REP:454-457, REP:617619
abandoned delay spectrumgP:110
AbdDelay fields,REP:110
access
levels, REP:214217
privileges, ADM:35—44
to server, controlling ADM:51-53
Access Class
box, ADM:49
field, seT:9
function, ADM:35
Access Class NamesgT:7
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access classespM:27—34, REP:317 Acrobat Reader, installingNs:234

adding, ADM:29-31 activated scripts

changing,ADM:34 changing,SCR:31

deleting, ADM:34 deactivating,SCR:115-119

previewing list of, ADM:34 maximum number allowedscr:115

printing list of, ADM:34 saving changesscRr:106-101

reports, REP:565567 activating

worksheet,SET: 78 reports, SUP:159
Access field,seT:7 scripts, SCR:115-119
AccessRights viewRreP:214217 activation
ACD, sur:8 description, SCR:30

calls, REP:48 REP:64 SUP:84 SUP:104 subscripts,Scr:31

configuring groupsMsL:51, DMS:51 Active Agents

groups and subgroups verificatiomsL:85, parameterADM:156

DMS:85 field, SeT:47

groups for CDN, configuringusL:51, bDMS:51  Active threshold,ADM:126

statistics,REP:48 ActiveTime field, REP:173

subgroups,ADM:92, ADM:192 Activity Code box,ADM:154

subgroups, configuringysL:59, DMS:59 Activity Code By Agent reportREP:362364

verification, MSL:85, DMS:85 Activity Code By Application report,
ACD DN, ADM:114, SUP:8 REP:365-367

ACD groups configurationmsL:53, bMS:53  Activity Code Name

configuring, MSL:61, DMS:61 box, ADM:110
ACDCallsAnswered field REP:86 field, seT:17
ACDCallsConfToCDN field,REP:86 Activity Code Number
ACDCallsConfToDN field, REP:86 box, ADM:110
ACDCallsConfTolncalls field REP:87 field, seT:17
ACDCallsConfToOther field REP:87 Activity Code Properties reporREpP:474-476
ACDCallsTalkTime field,REP:87 activity code reports
ACDCallsTransferredToCDN fieldrReP:88 configuration, REP:474476
ACDCallsTransferredToDN fieldReP:88 statistic, REP:36+370, REP:442-444
ACDCallsTransferredTolncalls fielcRep:88 activity code statisticSREP:6771, REP:36+370
ACDCallsTransferredToOther field&Rep:89 entity relationshipsREP:343
ACDLOGIN table, ADM:205 linkages, REP:71
Acquire field activity codes,ADM:107-111, ADM:178, REP:67

CDN view, REP:232 SUP:14 SUP:47

IVRPort view, REP:247 adding, ADM:109-110

SwitchPort view,REP:324 changing,ADM:111
acquired reSOUrcesET:16 deleting, ADM:111
acquiring field, SET:48

CDNSs, ADM:82 function, ADM:35

phonesetsADM:95 parameterADM:156

resources ADM:74—75, SUP:7 previewing list of, ADM:111

voice ports,ADM:104 printing list of, ADM:111
acquisition state of a switch resource definition, properties,REP:218

SET:16 worksheet,SET:17
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Activity LED, ADM:367
troubleshooting ADM:367
activity times, REP:49
ActivityCode field
ActivityCode view, REP:218
ActivityCodeStat views REP:68
HistoricalStatCollection viewREP:239
Skillset view, REP:302
ActivityCode view, REP:218
ActivityCodeName field,REP:68
ActivityCodeStat views REP:67-71
ActivityTime field, REP:68
ad hoc reports, printingsupP:164-167
Add Voice Port box,ADM:94
add-in adapter, problems withpm:368
adding
access classe®pM:29-31
activity codes,ADM:109-110
advanced commandscRr:91
agent to skillset assignmentsbm:233-236
agent to supervisor assignmemsM:221-223
agents,ADM:205-213
associated supervisorsyp:34
call presentation classeapm:165—-166
CDNs, ADM:79-81
columns, sup:74
commands,SCR:91
connection profile, ADM:345, INS:85
customized formulas to reportegpP:43-45
desktop usersabm:47-50
Dial-Up Networking connection profile,
ADM:344—346, INS:85-86
DNISs, ADM:115-116
event preferences\bm:269-270
formulas, ADM:145-147
intrinsics, SCRr:91
music routes ADM:87—88
operators,SCR:92
phonesetsADM:93—94
RAN routes,ADM:87—88
real-time display definitionssup:7+75
script elementsscRr:931 SCR:92
Servers,ADM:18—20
skillset assignmentssupP:33-34, SUP:5455
skillsets, ADM:182—184
SMI systems,ADM:18—20

adding(continued)
Supervisors,ADM:194-197
threshold classes\bDMm:122-124
thresholds to a threshold claggm:123-124
variables,SCR:92
voice ports,ADM:100-103
See als@reating, defining
addition expressionscr:278
admin mode INS:256
adminGroup access classpm:28
Administrative Tools, Windows NTADM:12
Administrator accountAbMm:64
changing password foBDM:65—66, INS:32-34
advanced commands
adding, SCR:91
sample scripts andsCR:292
Age Of Call intrinsic, SCR:254
Agent Available thresholdabm:131
Agent Average Calls Per Hour
Bottom 5 report,REP:375-376
Top 5 report,REP:377378
report, REP:372374
Agent by Activity Code reportrRep:379-381
Agent By Application Performance report,
REP:382-384
agent by application statisticRgP:72-76,
REP:382-384
entity relationshipsREP:344
linkages, REP:76
Agent By Skillset Performance report,
REP:385-388
agent by skillset statisticReP: 7782,
REP:385-388
entity relationshipsREP:345
linkages, REP:8+82
Agent By Supervisor Properties report,
REP:477479
Agent Configuration worksheegET:34-35
Agent DN Performance
Calls Answered, Bottom 5 repoREP:394-395
Calls Answered, Top 5 reponReP:396-397
report, REP:389-393
Agent Events per Day
parameterADM:156
field, SET:48
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Agent
field, SET:47
view, REP:219-224
Agent ID
data type,SCR:69
field, sup:86
agent idle time preferencepm:172, ADM:173
configuring, ADM:185-187
Agent In Service thresholdybm:131
agent keys and real-time displaysym:140
Agent login and logout
box, ADM:158
field, seT:48
Agent Login/Logout reportREP:398-400
Agent Name field,sup:86

Agent to Skillset Assignment worksheet,

SET:39

Agent to Supervisor Assignment worksheet,

SET:41
Agent Not Ready thresholdypm:131
Agent On DN call thresholdabm:131
Agent on In call thresholdabm:131
Agent Performance
By Supervisor reportREpP:41+416

Calls Answered, Bottom 5 repoREP:417422

Calls Answered, Top 5 repomEP:423-424

report, REP:404-410
agent

phonesetADM:92

position, ADM:204
Agent Position ID reportRerP:529-532
Agent Positions

field, SET:47

parameterADM:156
Agent Preference

box, sup:49

field, SeT:30

options, ADM:186
Agent Properties reporREpP:486-485
agent real-time displays

filtering, 74

refresh rate forADM:144

real-time display templatesup:117
Agent Short Calls reporiRer:425430

Agent Skillset Assignment repornkepP:486-488

Agent Skillset Properties repomkEeP:489-492

agent statisticssup:86-89
by application,REP:72-76
by skillset, REP:77-82
data collection optionsupr:89
entity relationshipsREP:344-346
linkages, REP:76 REP:8+82, REP:106
login and logout,REP:18%189
performance REP:83-107
performance, entity relationshipgpP:346
performance, linkageRepP:106
Agent Statistics boxabm:144
Agent Supervisor Assignment report,
REP:493-495
Agent Threshold Classes functionpm:35
agent thresholdsabm:126—127
agent to skillset assignmentspm:229-241,
REP:288-290, REP:308-310, REP:486-488,
SET:38
adding, ADM:233-236
changing,ADM:240
deleting, ADM:241
function, ADM:36
previewing list of, ADM:240
printing list of, ADM:240
running, ADM:239
scheduling,ADM:237—238
worksheet,SET:39-40
agent to supervisor assignmentsm:217-228,
REP:291293 REP:323323, SUP:35-39,
SET:38
adding, ADM:221—223
changing,ADMm:227
deleting, ADM:228
function, ADM:36
previewing list of, ADM:227
printing list of, ADM:227
running, ADM:226
scheduling,ADM:224—225
worksheet,SET:41-42
Agent Transferred/Conferenced Activity report,
REP:43+437
Agent Unavailable thresholdhbm:132
AgentByApplication field, REP:239
AgentByApplicationStat viewsREP:72-76
AgentBySkillsetStat viewsrEP:77-82
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AgentGivenName field
ActivityCodeStat views REP:68
AgentByApplicationStat viewsREP:73
AgentBySkillsetStat viewsREP:78
AgentPerformance viewREP:89
eAgentLoginStat viewREP:187
SupervisorAgentAssignment VievReP:319
AgentlD field, REP:291 REP:321
AgentLogin field
ActivityCodeStat views REP:69
AgentByApplicationStat viewsRrEP:73
AgentBySkillsetStat viewsREP:78
AgentPerformance viewsREP:89
eAgentLoginStat viewREP:187
HistoricalStatCollection viewREP:239
AgentPerformance fieldRep:239
AgentPerformanceStat viewggP:83-107
AgentReserveTimer fieldREP:326
agents,ADM:203-215
adding, ADM:205-213
assigned to a supervisor, viewing,
ADM:198-199
assigning call presentation classes to,
ADM:209
assigning supervisors tepM:212—213,
ADM:221-223
assigning threshold classes xmM:210
assigning to skillsetsabm:211
calls not presentedsCR:344 MSL:101,
DMS:101
changing,ADM:214
changing capabilities ofapm:214
changing properties ofsupP:27-34
changing skillset priorities foraADM:233-236
configuring, SET:34
configuring ACD groupsMsL:53, DMS:53
configuring logon IDs,MSL:70, DMS:70
configuring on the servemsL:71, bMS:71
configuring phoneset key$4sL:63, DMS:63
configuring phonesetayisL:63, MSL:65,
MSL:66, DMS:63 DMS:65 DMS:66
configuring phonesets on the serveisL:66,
DMS:66
deleting, ADM:215
description,ADM:204
keys and real-time displaysypr:70

agentgcontinued)
lists, SCR:208
name, blank,REP:51
presenting calls topDM:172
previewing list of, ADM:214
printing list of, ADM:215
properties,REP:219-224
skillset assignmentREP:306-307
state timersREP:49 REP:83
statistics by applicationRepP:72-76
statistics by skillsetRep:7782
supervisor assignmentggpP:319-320
threshold classeREP:226 REP:33+332
unable to log onMSL:100, DMS:100
verifying configuration,mMsL:88, DMS:88
verifying phoneset configuratiorMsL:86,
MSL:88, DMS:86 DMS:88
Agents Available field,sup:103
Agents In Service fieldsup:103
Agents included in this assignment box,
ADM:235
Agents Not Ready fieldsupr:103
Agents On ACD-DN Call
field, sup:104
threshold,ADM:131
Agents On DN Call field,sup:104
Agents On In Call field,supP:104
Agents On Non-Skillset Call fieldsup:104
Agents On Other In Call fieldsupr:105
Agents On Other Skillset Call
field, sup:105
Agents On Other Skillset Call threshold,
ADM:131
Agents On Skillset Call fieldsup:105
Agents On This Skillset Call
field, sup:105
threshold,ADM:132
Agents Unavailable fieldsup:105
AgentSurName field
ActivityCodeStat views REP:69
AgentByApplicationStat viewsRreP:73
AgentBySkillsetStat viewsREP:78
AgentPerformanceStat viewggP:89
eAgentLoginStat viewRrEP:188
SupervisorAgentAssignment Vie\wREP:319
AgentTelsetLoginID field,REP:319
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AgentUserID field,REP:319
Alarm Monitor, ADM:244, ADM:275-279
configuring backgroundabpm:279
configuring foreground ADM:278
function, ADM:36
help, ADM:279
alarms
clearing active ADM:280-281
help, ADM:279
investigating, ADM:279
printing active,ADM:276
printing all, ADM:276
recovery path forabm:279
Alias, REP:36
Alias Name box,REP:36
aliasesSeedatabase aliases
AllAgentBusyTime field, REP:173
AlternateCallAnswer field REP:219 REP:328
AND expression,ScRr:275
AnsDelay fields,REP:110
Answered Call Count intrinsic, and data
collection, SCR:209
answered call delays
application statisticSREP:110 REP:113
REP:120
at skillset, REP:113 REP:120
DNIS statistics,REP:135 REP:139
reports, REP:458-461, REP:626-622
skillset statistics REP:175
answered calls
agent by application statisticeRgp:74
agent by skillset statisticRepP:78
agent performance statisticReP:91
application statiSticSREP:112113, SUP:92-93
CDN statistics,REP:130
DNIS statistics,REP:135
IVR port statistics,REP:142
nodal statisticssupP:99
reports, REP:458-461, REP:626-622
short calls,REP:79 REP:102
skillset statisticsSREP:174176, SUP:106
SUP:108
answered delay spectrurRgpP:110
Answering Skillset field,supP:86
Application box, ADM:153

Application By Activity Code report,
REP:442-444
Application Call Treatment reporREP:448-453
Application Delay
Before Abandon reportRep:454-457
Before Answer reportREP:458-461
application eventsabm:251
Application field
ActivityCodeStat views REP:69
AgentByApplicationStat viewsRreP:73
ApplicationStat views REP:111
HistoricalStatCollection viewREP:240
SkillsetStat viewsREP:173
Application ID field, sup:91
Application log, ADM:251
Application Name field,sup:91
Application Performance reporREP:462-465
application real-time display template,
SUP:119-120
application reports
configuration, REP:499501, REP:608-610
statistics,REP:382384, REP:441+468, REP:693
696
Application Script Properties report,
REP:496-498
application scriptsSeescripts
application statisticSREP:108-128 REP:441468,
SUP:96-96
by agent,REP:72-76
data collection optionsupP:96
entity relationshipsREP:346
linkages, REP:127128
Application Statistics boxabm:144
Application Template Properties report,
REP:499501
application threshold classesgP:109
REP:236-231
properties,REP:499501
function, ADM:37
application thresholdsabDM:127—130
Application view, REP:225226
ApplicationByScript view,REP:227229
ApplicationID field
ActivityCodeStat views REP:69
AgentByApplicationStat viewsREP:74
Application view, REP:225
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ApplicationID field (continued)
ApplicationStat views REP:111
SkillsetStat views REP:173

applications,REP:108 SUP:90
definition, ADM:151
field, seT:48
function, ADM:37
measured value fonDM:156
parameterADM:156
properties,SCR:287 REP:225226
statistics by agentRep:72-76
window, SCR:287

ApplicationStat views REP:108-128

ApplicationTemplate viewREP:230

ApplicationThresholdTemplate view,

REP:236-231

applying Microsoft hot fix,INS:36 INS:163

ASM service,INS:293

Assign commandscR:126

Assign to Supervisor fieldSeT:41

AssignlID field
ScheduledSkillsetAssignment viewgP:288
ScheduledSupervisorAssignment view,

REP:291
SkillsetByAssignment viewREP:308
SupervisorByAssignment viewgReP:321
assigning
agents to skillsetsabM:211, SUP:33-34,
SUP:5455
agents to suUpervisorapm:221—223
associated supervisorsyp:34
call presentation classes to agemtsM:209
supervisors to agentapm:212—213
threshold classes to agentMm:210
values to variablessCR:74-78

Assignment name field

Agent to Skillset Assignment worksheet,
SET:39

AssignName field
ScheduledSkillsetAssignment viewgp:288
ScheduledSupervisorAssignment view,

REP:291
SkillsetByAssignment viewREP:308
SupervisorByAssignment viewgRep:321

AssignType field,REP:291 REP:321

associated supervisorapm:192, SUP:12
assigning or removingsuP:34
See alsaeporting supervisors, supervisors

AssociatedData fieldREP:191 REP:204

asynchronous events
description,scRr:174
Event Handler,scr:174

attributes,REP:339
variables,sScR:82

AUDIT service, INS:293

automatic
call distribution.SeeACD
setting pcANYWHERE service tans:76
setting RAS service taNs:39

available agentssup:103

Average Speed Answer intrinsiscr:211
and data collectionscr:212

Average _Abandon_Delay thresholdpm:128

Average_Answer_Delay thresholdpm:128

Average_Answer_Delay_S thresholebhm:132

B

background
colors for threshold display boxupr:74
SUP:75
configuring Alarm Monitor to appear in,
ADM:279
backing up the databaseys:344
Backup Definition box,ADM:293
Backup Schedulerabm:290
function, ADM:37

Agent to Supervisor Assignment worksheet,Backup tool, Windows NTADM:12

SET:41
assignments
worksheets SET:3742

backups
and daily maintenanceybm:287
databaseaDM:286

See als@gent to skillset assignments, agent full, ADM:285

to supervisor assignments

logs, ADM:296—297
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backupscontinued)
RAID, ADM:287
scheduling,ADM:291—295
starting, ADM:305
status,ADM:305, ADM:296-297
stopping, ADM:298, ADM:306
status window,ADM:296
tapes,ADM:287
tapes, formatting ADM:304
tapes, rotatingADM:288
tapes, viewing contents ofiDM:304
types, ADM:285
utility, ADM:300-306
bar formats,sup:75
BGDATA
configuring, MSL:35, DMS:35
updating, MSL:35, DMS:35
blank
agent nameRepP:51
lines in scripts,SCr:38
blind
conferencesREP:85
transfers,REP:85
blue databaserep:31
Boolean data typescr:69
BreakTime field, REP:90
Business Group, logon parametevsL:79,
DMS:79
Business week contains
box, ADM:158
field, SET:49
BusinessDaysPerWeek fielggp:243
BusinessHoursPerDay fiel®REp:243
busy
Give Busy commandscR:146
threshold,ADM:126
BusyMiscTime field, REP:90
BusyOnDNTime field,REP:90
By-Application box, ADM:154
By-Skillset box, ADM:154

C

calculated datarepr:359
calculating disk space requirementsyM:159

call
age, ADM:174
priority, ADM:174
Call age preference fieldseT:29
Call by call
box, ADM:158
field, SET:49
Call By Call Statistics reportRep:476-472
Call Center Admin access classym:28
call center summary real-time displ&genodal
real-time display
call center summary statisticSeenodal
statistics
call center summary threshold claSgenodal
threshold class
Call Center User Configuration worksheets,
SET:3135
call defaulting, scr:11
call events,REP:193200, REP:207210
call flow description,sScRr:9
Call Flows
box, ADM:153
field, SeT:47
Call Forward
Busy intrinsic, SCR:258
Do Not Disturb intrinsic,SCR:259
intrinsic, SCR:257
No Answer intrinsic,SCR:260
call intrinsics, SCR:253-271
decision making with SCR:205
Call Present thresholdypm:126
call presentationADM:162, SUP:45-46
box, ADM:166
properties,SET:34
Call Presentation Class for this Agent
box, ADM:209
field, sup:31
call presentation classespM:163-167, SET:24
adding, ADM:165-166
assigning to agents$ybm:209
changing,ADM:167
deleting, ADM:167
function, ADM:38
previewing list of, ADM:167
printing list of, ADM:167
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call presentation class@sntinued)
properties of,REP:328-330
worksheets SET:23-25
Call Presentation Name fieldgT:25
Call Presentation Type fieldseT:25
Call Rate intrinsic,SCR:250
call routing
illustration, scr:22
methods,SCR:9
process,SCR:9
call variables
definition, SCR:65
description,SCR:17
example,SCR:65
CallAgePreference fieldRep:302
CallByCall field, Application view,REP:225
call-by-call reports,REP:42 REP:476-472
call-by-call statistics REP:196-200, REP:476-472
configuring collection of ADM:159
caller account, configuring remote P(@IS:76
Caller Entered Data Delimiter boxbm:18s,
SUP:49
Caller-Entered-Data Delimiter fieldseT:30
caller-entered daterep:131
caller-entered data delimitenbMm:185
CallEvent field, REP:191 REP:193-200, REP:205
REP:207210
CallEventName fieldREP:191 REP:205
CallForceDelayTimer fieldREP:219 REP:328
CallForceOption field REP:219 REP:328
CalllD field, REP:191 REP:205
calling line identificationSeeCLID
CallRequestQueueSize fielégpr:303
CallRequestQueueSizeThreshold fiekkp:303
calls
not treated by IVRREP:127
presentedSeeoffered calls
types, REP:63 SUP:83

See als@CD calls, DN calls, incoming calls,
outgoing calls, Symposium Call Center

Server calls
Calls Abandoned After Threshold fieldup:92
Calls Abandoned Delay
field, sup:92
threshold,ADM:128

Calls Abandoned
field, sup:91
threshold,ADM:128
Calls Abdnd Aft Threshold thresholdpm:128
Calls Answd Aft Threshold thresholdpm:128,
ADM;:132
Calls Answd Dly At Skillset thresholdabm:129
Calls Answered After Experiencing Delay field,
SUP:106
Calls Answered After Threshold fieldupr:92
SUP:97 SUP:106
Calls Answered Delay At Skillset fieldsup:93
Calls Answered Delay
field, supP:93 sup:97
threshold,ADM:129
Calls Answered fieldsup:92 SUP:97 SUP:99
SUP:106
Calls Answered threshold
application thresholdsapm:129
nodal thresholdsabm:130
skillset thresholdsabpm:132
Calls Given Terminate thresholdpm:129
Calls Given Termination Treatment fieldyp:93
Calls Not Treated After Threshold fieldupr:98
Calls Not Treated Delay fieldsupP:98
Calls Not Treated fieldsup:97
Calls Offered
field, suP:93 sSUP:99 SUP:106
threshold,ADM:129, ADM:130
Calls per hour
field, seT:47
parameterADM:156
Calls Transferred Out fieldRep:118
Calls Waiting field
application statisticssupr:94
IVR statistics, SupP:98
nodal statisticssuP:99
skillset statistics supP:106
Calls Waiting threshold
application thresholdsapm:129
nodal thresholdsabm:130
skillset thresholdsabm:132
CallsAbandoned fieldReP:48
ApplicationStat views REP:111
CDNStat views,REP:130
DNISStat views,REP:134
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CallsAbandonedAftThreshold field
ApplicationStat views REP:111
DNISStat views,REP:134

CallsAbandonedDelay field
ApplicationStat views REP:112
DNISStat views,REP:134

CallsAbandonedDelayAtDest fieldkEP:152

REP:159

CallsAnswered field REP:48
AgentByApplicationStat viewsREP:74
AgentBySkillset Stat viewsRreP:78
AgentPerformance viewsRep:91
ApplicationStat views REP:112
CDNStat views,REP:130
DNISStat views,REP:135
IVRPortStat views,REP:142
SkillsetStat viewsREP:174

CallsAnsweredAfterThreshold fieldRep:174

CallsAnsweredAftThreshold field
ApplicationStat views REP:112
DNISStat views,REP:135

CallsAnsweredDelay field
ApplicationStat views REP:113
DNISStat views,REP:135
SkillsetStat views REP:175

CallsAnsweredDelayAtSkillset fieldrRep:113

CallsConferenced fieldReP:9 REP:142

CallsConferencedIn fieldrRepP:113

CallsConferencedOut fieldRep:114

CallsGivenBroadcast fieldrep:114

CallsGivenDefault field,REP:114 REP:135

CallsGivenForceBusy fieldReP:115 REP:136

CallsGivenForceDisconnect fieleReEp:115

REP:136

CallsGivenForceOverflow fieldReP:115

REP:136

CallsGivenHostLookup fieldrep:115

CallsGivenlVR field, REP:116

CallsGivenMusic field,REP:116

CallsGivenNACD field, REP:116

CallsGivenRAN field, REP:117

CallsGivenRouteTo fieldREP:117 REP:136

CallsNACDOut field, REP:117 REP:137

CallsNotTreated fieldREP:147

CallsNotTreatedAftThreshold fieldReP:148

CallsNotTreatedDelay fieldRepP:148

CallsOffered field,REP:48 REP:59
AgentPerformance viewREP:91
ApplicationStat views REP:118
CDNStat views,REP:130
DNISStat views,REP:137
SkillsetStat views REP:175

CallsReachNonISDN fieldReP:137 REP:169

CallsReturnedToQ fieldReP:91

CallsReturnedToQDueToTimeout fielger:92

CallsTerminated fieldReP:131

CallsTransferred fieldREP:9 REP:142

CallsTransferredIn fieldrep:118

CallsWithDigitsCollected field REP:131

canceling backupsabpm:298, ADM:306

capabilities
changing for agentsjbm:214
changing for desktop userapm:s6
changing for supervisorsg,bm:200

Category field,REP:234

cdinst.exe programabm:340

CDN, supr:6
box, ADM:153
calls.SeeSymposium Call Center Server calls
data type,SCR:69
view, REP:232-233

CDN field
CDN view, REP:232
CDNStat views,REP:131
HistoricalStatCollection viewREP:240

CDN intrinsic, SCR:261

CDN Name
box, ADM:80
field, seT:18

CDN Number
box, ADM:80
field, seT:18

CDN Properties reportREp:502504

CDN statistics,REP:129-132, REP:658-664
entity relationshipsREP:347

CDN Statistics reportReP:658-661

CDNCallsConfTo Other fieldReP:93

CDNCallsConfToCDN field,REP:92

CDNCallsConfToDN field,REP:92

CDNCallsConfTolncalls field REP:92

CDNCallsTransferredToCDN fieldrep:93

CDNCallsTransferredToDN fieldREP:93
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CDNCallsTransferredTolncalls fiel&Rep:93
CDNCallsTransferredToOther fielReP:94
CDNName field, REP:131
CDNSs, ADM:77-83, ADM:114, REP:129
acquiring, ADM:82
adding, ADM:79-81
changing,ADM:83
configuring, MSL:60, DMS:60
configuring in controlled modeysL:5s,
DMS:55
configuring in default modemsL:55, DMS:55
configuring on servermsL:62, DMS:62
deacquiring,ADM:82
definition, SET:18
deleting, ADM:83
field, seT:48
function, ADM:38
parameterADM:156
prerequisites ADM:87
previewing list of, ADM:83
printing list of, ADM:83
properties,REP:232-233
reports, REP:502504, REP:658664
verifying configuration,MsL:89, DMS:89
worksheet,SET:18
CDNStat view, REP:129-132
Change Priority commands
in agent, SCR:140
in skillset, sCR:143
changes, savingsCR:100
changing
access classeapm:34
activated scriptsscr:31
activity codes,ADM:111
Administrator passwordabpm:65—66
agent propertiessup:2734
agent skillset prioritiesSADM:233-236
agent to skillset assignmentsbm:240
agent to supervisor assignmensmm:227
agents,ADM:214
call presentation classespm:167
capabilities of agentsy\bDMm:214
capabilities of desktop userapm:s6
capabilities of supervisor$ypm:200
CDNSs, ADM:83
columns, supP:75

changingcontinued)

computer nameiNs:44, INS:252

date, INS:41

database aliase®EP:3738

desktop usersabm:se6

DNISs, ADM:117

event preferencesypm:273

event severityADM:269-270

formulas, ADM:148

music routes ADM:89

NGenDesign password\DM:66—67

NGenDist passwordabm:66—67

NGenSys passwordybm:67—68

passwords ADM:54, ADM:64—70

pcANYWHERE32 passwordsADm:69—70

phonesetsADM:96

RAN routes,ADM:89

real-time display definitionssup:79

real-time displayssup:79

report propertiessup:153

scheduled backupgbm:298

site name,sUP:156-151

size of event logADM:259-261

skillset assignmentssuP:33-34, SUP:5455

skillset global propertiespbM:185-187

skillsets, ADM:190

sSupervisors,ADM:200

swap file size,INS:336

switch type,INS:131

threshold classesybMm:125

time, INS:41

time zone,INS:41

variable attributesscr:82

voice ports,ADM:105

workgroup namejNs:44
channels, nicomsetupys:263
characters, limits in script§cr:88
character-separated valugp:156
checking

available memoryjns:182

computer nameins:314

disk partition information INS:312

drive letter assignmentsys:329

PEP level,INs:321

RAM size, INS:315

server software versionns:320

Master Index
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checking(continued)
swap file location,INs:317
Windows NT version,INS:313
child scripts,REP:227
ChildComment field,REP:227
ChildName field, REP:227
ChildStatus field,REP:227
ChildUserFirstName fieldReEP:228
ChildUserLastName fieldREP:228
Choose SQL Table dialog boreP:32 REP:37
circular dependenciesCR:44 SCR:118
CLAN, sup:7
changing IP address on servars:256
configuring TCP/IP,INS:52
isolating, INS:70
ping, INS:70-71
resolving a failed ping testns:288-289
testing network connectionns:70
Class field
Formula view, REP:237
RealTimeTemplate viewREP:280
ScriptVariableProperties viewRep:296
clearing alarmsADM:280-281
CLID, sup:11
data type,SCR:69
CLID intrinsic, SCR:262
placeholders scr:262
wildcards, ScR:262
client, supr:6
componentsMSL:7, DMS:7
client PC
minimum hardware|Ns:18
software platformsNs:19
client software
converting, INS:240
installing from distribution CDJNS:136-140
installing over the networkiINs:14+-145
installing PEPsNS:141
platforms, INS:19
reinstalling, INS:246
uninstalling, INS:146-149
upgrading,INS:232
client-server connection, troubleshooting,
INS:296-291
Code field, REP:234
CodeToMessage VievREP:234

collected digits,REP:131
collection
of historical statistics, configuring,
ADM:152—160
of real-time statistics, configuring,
ADM:143-144
Collection Frequency boxsup:140
Column field, REP:274
ColumnName field,REP:333
columns
adding, supP:74
changing,SupP:75
deleting, sup:74
heading,supr:75
moving, SUP:75
property pagesup:73
commands
adding, SCR:91
avoid unnecessangCRr:45
in scripts, SCR:36
rules, SCR:4+43
comma-separated valuspp:156
Comment box
formulas, ADM:146
skillsets, ADM:183
Comment field
AccessRights viewRrer:214
Agent view, REP:219
Formula view, REP:237
ScheduledSkillsetAssignment viewgp:288
ScheduledSupervisorAssignment view,
REP:292
Script view, REP:294
ScriptVariableProperties viewgRepP:296
Skillset view, REP:303
SkillsetByAssignment viewREP:308
Supervisor view,REP:315
SupervisorByAssignment ViewREP:322
comments, in SCriptsscr:38
Comments boxADM:234, SUP:140
access classespm:30
agent to supervisor assignmemem:222
Comments field
Agent Configuration worksheegET:34
Desktop User worksheeseT:9
Company Name boxsup:140
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company_name formulagepr:43
completed IVR,REP:119
components
client, MSL:7, DMS:7
server,MsL:6, DMS:6
computer name
changing,INS:44, INS:252
checking, INS:314
synchronizing,INS:252
Computer Name Synans:252
conferenced callsReP:85
ACD calls, REP:86-87
application statisticSREP:113-114
consultation time REP:94
DN calls, REP:94-95
IVR statistics, REP:147
reports, REP:43+437
Symposium Call Center Server calksr:92
REP:93
voice port statisticSREP:142
Configuration
Address TablejNs:261
Local Machine SettingsNs:256
Overview, INS:254
Site Table,INs:264
configuration
checking for servermsL:75, DMS:75
DNIS sample scriptMsL:93, DMS:93
logon failure, MSL:84, DMS:84
mode, at server installNs:112 INS:173
INS:213 INS:229
music and RAN routes sample scripisL:91,
DMS:91
reports, REP:358 SUP:131
server,MsL:74, DMS:74
server and switch datafilmsL:77, DmMs:77
troubleshooting MSL:99, DMS:99
views, REP:21+333
verification overview,MsL:82, DMS:82
configuration, verifying
ACD, MSL:85 DMS:85
ACD groups and subgroupsisL:85 DMS:85
agent phonesetssL:86, DMS:86
agents,MSsL:88, DMS:88
CDNSs, MSL:89, DMS:89
DNISs, MSL:93, DMS:93

configuration, verifyingcontinued)
ICM link, MSL:83, DMS:83
music and RAN routesyisL:91, DMS:91
phonesetMsL:86, DMS:86
server logon,MsL:83, DMS:83
supervisor,MsL:88, DMS:88
supervisor phonesetsL:87, bMS:87
Configured field,REP:245
Configured Value boxADM:155, ADM:157
configuring
ACD, MSL:53, DMS:53
ACD DN, MsL:61, DMS:61
ACD groups,MsSL:51, DMS:51
ACD groups for ACD DNSMSL:53 DMS:53
ACD groups for agentayisL:53, DMS:53
ACD groups for CDN,MSL:51, DMS:51
ACD subgroupsmsL:59, DMS:59
agent logon IDSMSL:70, DMS:70
agent phoneset keys|SL:63, DMS:63
agent phonesets)sL:63, DMS:63 MSL:65,
DMS:65
agent phonesets on the serves) .66, DMS:66
agents,SET:34
agents on the servemsL:71, DMS:71
BGDATA, MSL:35 DMS:35
CDNSs, MSL:60, DMS:60
CDNs in controlled modemsL:55, DMS:55
CDNs in default modemsL:55 DMS:55
CDNs on servermsL:62, DMS:62
CLAN TCP/IP, INS:52
CUSTNTWK, MSL:44, DMS:44
desktop USersseT:9
DHCP, INs:53
Dial-Up Networking connection profile,
ADM:344—346, INS:85-86
DNISs on servermMsL:62, DMS:62
DNs, MSL:60, DMS:60
ELAN TCP/IP, INS:49
event viewer,INS:43
historical statistics collectiorbm:152-160
logon, MSL:31, DMS:31
logon IDs, MSL:70, DMS:70
NMS, ADM:266
pcANYWHERE32 on the servems:73-87
pcANYWHERES32 on client PC,
ADM:342—343

Master Index
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configuring(continued)
phoneset keys, agemiisL:63, DMS:63
phoneset keys, supervisonsL:68, DMS:68
phonesets, agenksL:63, DMS:63
phonesets, agent on the servesL:66,
DMS:66
phonesets, supervisaysL:68, DMS:68
phonesets, supervisor on the serwes, 69,
DMS:69
RAN and music routesyisL:50, DMS:50
RAS, INS:39 INS:56
RAS modem,INS:60
real-time statistics collectiombm:143-144
SCAICOMS, MSL:34, DMS:34
SCAIGRP, MSL:37, DMS:37
SCAIPROF, MSL:42, DMS:42
SCAISSRV, MSL:39, DMS:39
server, MsL:49, DMS:49
server logon,MsL:28, DMS:28
SNMP, ADM:264-266, INS:38
supervisor phoneset keysiSL:68, DMS:68
supervisor phoneset$sL:68, DMS:68
supervisor phonesets on the serwes| 69,
DMS:69
Supervisors SeT:33
supplementary DNSMSL:61, DMS:61
swap file, INS:40
switch, ADM:6, MSL:25 DMS:25
switch resourcesmsL:48, DMS:48
Symposium Call Center Servexpm:7—8
Windows NT, INS:23-72
confirming report schedulesup:152
connected sessiongspM:59—61
function, ADM:38
connecting to the servereP:23-26
connection

establishing a Dial-Up networking\Dm:349—

350

terminating a Dial-Up Networkingabm:350

to server, troubleshootingyDMm:366

Connection Service boXxgeP:24
connection to the server, defininger:23-26
consistency check

on a 1003t,ADM:323

on a 702t,ADM:309-310
Consultation thresholdabm:126
ConsultationTime field REP:94
controlled directory numbegteeCDN
controlled DN.SeeCDN
controlled mode

configuring CDNSs,MSL:55, DMS:55
controller, problems withADM:368
controlling server with pcANYWHERE32,

ADM:351-352

conventions, script formattingsCr:36-42
converting

client software,INS:240

Server pre-conversion processs:191

server software|Ns:174

Symposium Call Center Servens:205
copying

from other applicationsscr:98-99

sample scriptsscr:95

sections of scriptsscr:98-99
Create Report Expert windovreP:30
CreateDeleteAccess fiel®REpP:214
CreateDeleteAgentAccess fieldgr:214
CreateDeleteAllAgentAccess fiel&kep:214
creating

database aliase®EeP:35-36

Scripts, SCR:88

user-created report®EP:29-34, REP:39-40

user-defined reportssupP:138-149

See als@dding, defining
Critical event severity levelabm:249
Crosstab

Application Performance reporREP:466-468

CDN Performance reporREP:662-664

DNIS Performance reporREP:665-668

Skillset Performance reporRepP.696-692

Connection Information/Network Address box,Crystal ReportsjNs:126

REP:25
connection profile
adding, ADM:345, INS:85

configuring Dial-Up Networking ADM:344—

346, INS:85-86

cumulation of statisticSREP:62 REP:186
cumulative data fieldssup:s2
CUSTNTWK
configuring, MSL:44, DMS:44
updating, MSL:44, DMS:44
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Customer LAN, SupP:7
customer-supplied equipments:18
customized formulas

for Expected Wait TimescRr:215

adding in Crystal ReportRep:43-45
customized reports

skills needed to creat®ep:15

See als@xpert reports

D

dActivityCodeStat,REP:6771
dAgentByApplicationStat viewREP:72-76
dAgentBySkillsetStat viewRrEP:77-82
dAgentPerformanceStat viewgep:83-107
Daily
box, ADM:157
field, SET:48
daily
maintenance and backupspm:287
views, REP:60
dApplicationStat view,REP:108-128
data checklistiNs:18
data collection
and Answered Call CounsCR:209
and Average Speed AnsweICR:212
Data collection interval
box, ADM:144
field, SET:45
data
fields, types,sup:82
range, SUP:136 SUP:142-144
sources, definingREP:39-40
types list, SCR:69-70
types of, REP:4
Data Range property pagsypr:143
Data Set NameRrEeP:3
databaseADM:314, INS:159 INS:265 REP:3-5
aliases, changingrepP:3738
aliases, creatingREP:35-36
backing up,ADM:286, INS:344
events,ADM:262
restoring, INS:265 INS:345
structure, INS:174
views, REP:4 REP:20, REP:3234

Database alias and Timestamp bexp:42
Database Restore utilityns:265
Database View Definitions reponkep:22
REP:505508

Databases boxReP:37
Date

box, ADM:225, ADM:238

changing,INSs:41

data type,SCR:69

intrinsic, SCR:242

viewing system,ADM:15
Day

box, ADM:225, ADM:238

data type,SCR:69
Day of month data typescr:69
Day of Month intrinsic,SCR:244

exact days SCR:245

range of daysscR:244
Day of Week intrinsic,SCR:240
DaysofAgentLogin field,REP:243
DaysOfCallByCall field,REP:243
DaysOfDaily field, REP:244
DaysOfinterval field,REP:244
DaysoflVRPortLogin field,REP:244
DaysOfSkillsetState fieldReP:244
dCDNStat view,REP:129-132
dDNISStat view,REP:133-140
deacquiring

CDNs, ADM:82

phonesetsADM:95

voice ports,ADM:104
deactivated scriptscr:116
deactivating,SCR:32

scripts, SCR:115-119

reports, SUP:160
decision making

with call intrinsics, SCR:205

with skillset intrinsics,SCR:204

with time intrinsics,SCR:204

with traffic intrinsics, SCR:205
default

access classespm:28

activity code, SupP:47

activity codes,ADM:111

expected wait timescRr:214

mode, configuring CDNs fomsL:55, DMS:55

Master Index
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Standard 1.0

default(continued)
treatment,REP:114 REP:123 REP:135
user accountspbM:64
Default Skillset, ADM:175, SUP:46
box, ADM:186, SUP:49
field, seT:30
defining, ADM:185-187
default values
booleans,scRr:208
expected wait timescRr:214
integers, SCR:208
skillset intrinsics,SCR:208
skillsets, SCR:208
defaulting calls,scr:11
defining
data sourcesreEP:39-40
See als@dding, creating
Definition
box, ADM:146
field, REP:237
Delay Before Interflow field,sup:94
delays, abandoned call
application statisticSREP:110 REP:112
REP:119 SUP:92
DNIS statistics,REP:134 REP:138
reports, REP:454-457, REP:617619
skillset statisticSREP:176 REP:17#178
delays, answered call
application statisticSREP:110 REP:113
REP:12Q SUP:93
at skillset, REP:113 REP:120
DNIS statistics,REP:135 REP:139
reports, REP:458-461, REP:626-622
skillset statistics REP:175 REP:176 SUP:106
SUP:108
delays, untreated calkup:9s
IVR statistics, REP:148
deleting
access classeapm:34
activity codes,ADM:111
agent to skillset assignmentspm:241
agent to supervisor assignmensem:228
agents,ADM:215
associated supervisorsypr:34
call presentation classespm:167
CDNs, ADM:83

deleting(continued)
columns, supP:74
DNISs, ADM:117
event preferencesy\bm:273
expired statisticSADM:152
formulas, ADM:148
music routes ADM:89
phonesetsADM:96
RAN routes, ADM:89
real-time display definitionssup:79
reports, SUP:154
scheduled backupsbm:298
scripts, SCR:122
skillset assignmentssuP:33-34, SUP:5455
skillsets, ADM:190
supervisors,AbMm:201
temporary files,INS:129
threshold classesybMm:125
uSers,ADM:57
variables,sCR:82-83
voice ports,ADM:105
Department field REP:220 REP:315
Agent Configuration worksheegET:34
Desktop User worksheeseT:9
Supervisor Configuration worksheetgT:33
dependent entitieREP:338
Description box,ADM:295
desktop password, resettingbM:54—55
Desktop User worksheeseT:9
desktop usersabMm:45-57, REP:214217
adding, ADM:47-50
changing,ADM:56
changing capabilities ofabm:s6
configuring, SET:9
deleting, ADM:57
locking out, ADM:51-52
logging off, ADM:61
previewing list of, ADM:56
printing list of, ADM:56
printing list of logged-on ADM:60
resetting password foADM:54—55
restoring access to server faipm:52-53
viewing list of logged-onADM:60
detailed historical statisticSeeevent statistics
Device Name boxADM:293
DHCP client PCs, configuringNs:53
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Diagnostic tools, Windows NTADM:12
Dial Intercom key,ADM:140, SUP:70
Dialed DN intrinsic, SCR:266

Dialed Number Identification Servic8eeDNIS

dial-up connectionADM:18, ADM:19, INS:154

Dial-Up Networking, ADM:18, ADM:336, INS:154

connection profile, creatingybm:344—346,
INS:85-86

establishing a connection withbm:349-350

installing, ADM:344
Direct Call intrinsic, SCR:267
directory numberSeeDN

disabling collection of call-by-call statistics,

ADM:159

Disconnect commandsCR:145 REP:115 REP:136

disconnect treatment
ApplicationStat views REP:115 REP:124
DNISStat views,REP:136

disconnecting logged-on desktop usesm:61

Disk Administrator utility, ADM:12
disk partition information, checkingns:312
disk space
checking, INS:189
requirements, calculatinghbm:159
display
statistics, SET:12
threshold classesscRr:287
thresholds,ADM:121
Display Languages property pages:272
DisplayTypeName fieldrRepP:271
division expressionscr:278
dIVRPortStat view,REP:141+145
DMI
installing, INS:96, INS:198
uninstalling, INS:123
DMI View, INS:266
DMS checks, Windows NTINS:26
DMS password
ICM security, MSL:29, DMS:29
logon parametersyisL:79, DMS:79
DMS switch
configuration dialog box|NS:108 INS:169
INS:225
See alsswitch

DN, sup:5

calls, REP:65 SUP:85 SUP:104

reports, REP:389-397

data type,SCR:69

field, REP:303
DNCallsConfToACDDN field, REP:94
DNCallsConfToCDN field,REP:94
DNCallsConfToDN field, REP:95
DNCallsConfToOther field REP:95
DNCallsTransferredTOACDDN fieldreP:95
DNCallsTransferredTOCDNREP:96
DNCallsTransferredToDN fieldreP:96
DNCallsTransferredToOther fieldRep:96
DNInCalls field, REP:96
DNInCallsTalkTime field, REP:97
DNIS

box, ADM:154

data type,SCR:70

intrinsic, SCR:268
DNIS field

DNIS view, REP:235

DNISStat views,REP:138

HistoricalStatCollection viewREP:240
DNIS Name

box, ADM:116

field, seT:19
DNIS Number

box, ADM:116

field, seT:19
DNIS Properties reportREP:509511
DNIS reports

configuration, REP:509-511

statistics,REP:665-668, REP:674678
DNIS statistics,REP:133-140, REP:665668,

REP:674678

entity relationshipsREP:347

report, REP:674-678
DNIS view, REP:235
DNISName field, REP:138
DNISs, ADM:113-117, REP:133 SET:19 SUP:11

adding, ADM:115-116

changing,ADM:117

configuring on servermMsL:62, DMS:62

deleting, ADM:117

field, seT:47

function, ADM:38
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DNISs (continued)
parameterADM:156
previewing list of, ADM:117
printing list of, ADM:117
properties,REP:235
threshold classeRepP:236
verifying configuration of,MSL:93, DMS:93
verifying configuration, sample script,
MSL:93, DMS:93
worksheet,SET:19
DNISStat views,REP:133-140
DNISThresholdTemplate viewgepr:236
DNOutCalls field, REP:98
DNOutCallsTalkTime field,REP:98
DNS, configuring,INS:53
DNs
configuring, MSL:60, DMS:60
supplementarymsL:61, DMS:61
dongle, INS:94, INS:106
DOS, reinstalling,INs:22
dRANMusicRouteStat vViewREP:165-167
drive letter assignments, checkings:329
drivers, installation tipsADM:369
dSkillsetStat view,REP:172-179
DSN, REP:3
DUN. SeeDial-Up Networking
Duration field, REP:188
Dynamic Host Control ProtocofeeDHCP

E

eAgentLoginStat viewREP:187189
eCallbyCallStat viewsREP:196-200
editing. Seechanging
elVRPortLoginStat viewREP:20+202
ELAN, sup:7

changing IP address on servars:256

isolating, INS:70

NIC, configuring TCP/IP,NS:49

ping, INS:70-71

resolving a failed ping testns:288-289

testing network connectionns:70
Embedded LANSeeELAN
Emergency Help functionabm:38
Emergency keyaDM:192

emergency notification of supervisomsL:100,
DMS:100
emergency repair disk
creating, INS:217
updating, INS:68-69
Emergency thresholdabm:126
empty agent namegeP:51
End box, ADM:225, ADM:238, SUP:146
End date and time boxsup:143 suP:166
End time field
Agent to Skillset Assignment worksheet,
SET:40
Agent to Supervisor Assignment worksheet,
SET:41
ending pcANYWHERE32 sessiompbM:352
eNetCallByCallStat viewsSREP:203210
entities, REP:338
entity relationships
activity code statisticSREP:343
agent by application statisticReP:344
agent by skillset statisticREP:345
agent performance statisticREP:346
application statisticSREP:346
CDN statistics,REP:347
diagrams,REP:335-355
DNIS statistics,REP:347
IVR port statistics,REP:347
IVR statistics, REP:348
RAN/music routes statisticREP:349
skillset statistics REP:350
Equal expressionscRr:281
ERD, REP:335355
error code 40593ADM:252
error messages, interpretingcr:112-114
ErrorCode field
ScheduledSkillsetAssignment viewgp:288
ScheduledSupervisorAssignment view,
REP:292
SkillsetByAssignment viewRrEP:308
SupervisorByAssignment viewREP:322
errors, resolving SCR:111
ES service,INS:294
Estimated Revenue By Agent report,
REP:438-440
Event Browser,ADM:244, ADM:250-258
function, ADM:39
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event code 40593\DM:71
Event Code boxADM:270
Event Handler
command,SCR:173
rules, SCR:42
event logs
changing size ofADM:259-261
default size,ADM:260
event preferencesybm:267—273
adding, ADM:269-270
changing,ADM:273
deleting, ADM:273
function, ADM:39
printing all, ADM:273
printing list of, ADM:273
printing selectedADM:273
event statisticSREP:5 REP:185210
when cumulatedREP:186
Event Viewer, Windows NTADM:12,
ADM:262—263
settings, INS:43
EventData field,REP:192 REP:205
events,ADM:248
adding, SCR:92
changing severity ofADM:269-270
filtering, ADM:256-258
printing, ADM:256
printing list of, ADM:255
saving list of, ADM:254-255
sorting, ADM:251
throttling, ADM:271—272
EventType field,REP:188 REP:201
example script SCR:58-60
Execute commandscRr:128
rules, SCR:42
Execute Script commandCRr:129
ExecuteAccess fieldREP:214
ExecuteAgentAccess fielRep:215
ExecuteAllAgentAccess fieldReP:215
Expected Wait Time intrinsicsCr:213
conditions that increasescr:214
customized formulasscr:215
default, scr:214
Expected Wait Time threshold\bm:132
Expected Waiting Time fieldsur:106

expert reports
creating, REP:29-34, REP:39-40
skills needed to creat®ep:16
expired statistics, purgingsbm:152
Export commandScR:107
Export report to the following format button,
SUP:147
exporting scripts SCR:107
expressions
example,SCR:16
in scripts, SCR:36
See alsdogical expressions; mathematical
expressions; relational expressions
Extension box,ADM:225, ADM:238, SUP:146
external calls
incoming, REP:97
outgoing, REP:98-99

F

failed responses, RAN Response FaitRr:174
Fast Transfer keyRep:85
Feature Report utilityjNs:267
Display Languages property paggs:272
Features property pageys:271
overview, INS:267
Switch Information property pagens:269
System property pagens:268
\Voice Prompt Languages property page,
INS:273
Features property pageys:271
Field field
ApplicationThresholdTemplate vievkREP:230
SkillsetThresholdTemplate vievRer:251
REP:311
SummaryThresholdTemplate vieRgp:313
FieldID field
SkillsetThresholdTemplate vievRep:251
REP:311
SummaryThresholdTemplate viemgp:313
UserThresholdTemplate vieReEp:331
FieldName field,REP:271
fields
selecting,REP:32-34
types, REP:55 REP:506
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filtering
events,ADM:256—258
real-time displayssup:7#78
filters, sup:14+142
FilterStatus field,REP:267
firewall, ICM security, MSL:29, DMS:29
First business day of the week
box, ADM:158
field, SET:49
first command rule sCcr:41
FirstDayOfWeek field,REP:244
force busy treatment
ApplicationStat views REP:115 REP:124
DNISStat views,REP:136
force disconnect treatment
ApplicationStat views REP:115 REP:124
DNISStat views,REP:136
force overflow treatment
ApplicationStat views REP:115 REP:124
DNISStat views,REP:136
foreground, configuring Alarm Monitor to
appear in,ADM:278
foreign keys,REP:339
Format
box, sup:74 sup:75
field, REP:237 REP:274
formatting
backup tapesabm:304
conventions,SCR:36-42
optional multiple drives)NS:66-67
Formula
property pageREP:44
view, REP:237238
Formula Editor dialog boxRreP:45
Formula Name boxaDM:146
Formula Properties reporRep:512514
FormulalD field, REP:238 REP:274
formulas, ADM:145-148, SUP:69
adding, ADM:145-147
changing,ADM:148
deleting, ADM:148
function, ADM:39
printing list of, ADM:148
properties,REP:237238
reports, REP:512514
FTP access, ICM securitysL:29, DMS:29

full backups, ADM:285

G

Generate report with the following collection
frequency box,sup:166
Get Response commangcR:198
Give Busy commandsCR:146 REP:115 REP:136
Give Music commandscCR:14§8 REP:116
with Wait, scr:149
Give Overflow commandscRr:150 REP:115
REP:136
Give RAN commandsCR:152 REP:117
Give Ringback commandsCRr:154
Give Silence command;CR:156
GivenName field
AccessRights viewRrep:215
Agent view, REP:220
Script view, REP:294
Supervisor View,REP:315
global settings, skillsetseT:28
changing,ADM:185-187
viewing, SUP:4850
global variables
definition, SCR:64
description,scr:17
example,SCR:64
Greater Than expressioBCR:282
Greater Than or Equal expressi®tR:282
Grouping field, REP:296
grouping
servers by locationabm:20
SMI systems,INS:156
GroupName field,REP:215
groups for phonesets4sL:53 DMS:53

H

hard drives, formatting multipleNs:66-67
hardware, client PCINS:18

HDC service,INS:293

HDM service, INS:293

head-cleaning kitADM:288

help, Alarm Monitor,ADM:279
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Historical and Real Time Statistics Properties ICM security(continued)

report, REP:515522
historical reports REP:358 SUP:131
historical statisticSREP:5 REP:57183
Collection Properties reporRep:12
Duration Properties reporRep:12
function, ADM:39
purging expired,ADM:152
selecting, to be collectedybm:152-160
storage duration forREP:5
Storage Properties repOREP:12
See als@vent statistics
historical statistics collectionjbm:150-160
configuring, ADM:152—160
properties,REP:239-246
report, REP:515522
worksheet,SET:4749
HistoricalStatCollection viewRreP:239-242
HistoricalStatDuration viewREP:243244
HistoricalStatStorage viewREP:245-246
HoldTime field, REP:100
hook-flash transferrep:59
host lookup treatmen®REP:115
hot fix, INS:36, INS:163 INS:197
Hotline key, ADM:140, SUP:70
HyperTerminal,ADM:354
configuring, ADM:354

iActivityCodeStat, REP:6771
iAgentByApplicationStat viewREP:72-76
iAgentBySkillsetStat viewREP:77-82
iAgentPerformanceStat vievREP:83-107
iApplicationStat view,REP:108-128
ICAM DEFinition method,REP:337
ICCM_PREVIEW, REP:4 REP:24 REP:25
ICCM_PREVIEW_DSN,REP:39
iCDNStat view, REP:129-132
ICM link verification, MSL:83, DMS:83
ICM security

DMS passwordMsL:29, DMS:29

firewall, MSL:29, DMS:29

FTP accessmsL:29, DMS:29

linkset name MsL:29, DMS:29

MAP terminal accessysL:29, DMS:29
packet filtering,MSL:29, DMS:29
remote host IP addressiSL:29, DMS:29
trusted hostMsL:29, DMS:29
IDEF method,REP:337
IDEF1X, REP:337
identifying relationshipsRep:341
Idle Agent
Count intrinsic, SCR:218
intrinsic, SCRr:217
Idle threshold,ADM:126
idle time preferenceADM:172, ADM:173
configuring, ADM:185-187
IdleAgentsPriority field,REP:303
iDNISStat view, REP:133-140
IDs
configuring for agent logonMsL:70, DMS:70
configuring for logon,MsL:70, DMS:70
If-Then-Else-End If commandsCR:132
rules, SCR:43
If-Then-End If commandscRr:130
rules, SCR:43
iIVRPortStat view, REP:14+145
Import a User-created Crystal Report dialog box,
REP:42
Import command SCR:104
importing
sample scriptssCRr:104
SCripts, SCR:104
user-created reportKer:41-42
in service
agents,supP:103
time, REP:173
inbound callsSeeincoming calls
Incalls key, transfers and conferencesrap:ss
Include intervals between fieldsup:144
incoming calls,REP:96-98
increasing wait timesCRr:214
indenting in scriptsSCR:38
independent entitiesREP:338
Information event severity levekbm:249
Input Server Name boxgep:25
Insert Fields property sheatgp:43
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installation
problems,INS:284-287
tips, PCI, ADM:369
installing
Acrobat Reader during client upgrades:234
client software from distribution CD,

interval-to-date modeabMm:141, REP:276

REP:515 SUP:7Q SET:44
field, SET:45

intrinsics

adding, SCR:91
description,SCR:17

INS:130-140
client software over the networkys:141-145
Dial-Up Networking, ADM:336, ADM:344
DMI, INS:96, INS:198
MAS server software|Ns:99, INS:201
pcANYWHERE32 on the client,

examples,SCR:204-205

in scripts, SCR:36

types, SCR:202
inversion entriesREP:340
IP address

changing ELAN, INS:256

ADM:340—341 :
pcANYWHERE32 on the servenDbMm:338, changing on serveins:256
ADM:359—361 master list,INS:15
PEPS,INS:119-120, INS:141 iRANMusicRouteStat viewREP:165-167
RAS, INS:37 IRQs, installation tips ADM:369

IS service,INS:293

iSkillsetStat view,REP:172-179
IsLocal field, REP:300

isolation of CLAN and ELAN,INS:70
ITDAgent field, REP:277
ITDApplication field, REP:277
ITDIVR field, rRepP:277
ITDNodalCall field, REP:277
ITDSkillset field, REP:278

Remote Access Servicepm:336

SDK, INS:156-151

server software|Ns:96-113

Service Update packsiys:119-120

SNMP, INS:37

Symposium Call Center Server software,

INS:103 INS:332

Windows NT Service Pack 3nNS:195

instances,REP:338

Integer data typescr:70 IVR, SUP:10
Integration DEFinition 1 eXtendedepP:337 calls not treated byReP:127
interactive voice responsgeelVR field, REP:240

interpreting error messagescr:112-114
interrupted IVR sesSiONREP:149
interval
box, ADM:157, ADM:225, ADM:238, ADM:270,
ADM:272, SUP:146
views, REP:60
Interval field
Agent to Skillset AssignmensET:40

Agent to Supervisor Assignment worksheet,

SET:42
Historical Statistics Collection worksheet,
SET:48
Interval Filtering field, sup:144
IntervalDuration field,REP:276
intervals, REP:51
length, REP:48
IntervalStartTime field,REP:276

reports, REP:523-528, REP:569577
transferred,REP:125
transfers,REP:59
treatment,REP:116

IVR Port First Login/Last Logout report,

REP:576-571

IVR Port Properties reporRep:523525
IVR port statistics,REP:14+145

entity relationshipsREP:347
linkages, REP:144-145

logon and logoff,REP:20+202
report, REP:572574

IVR ports

parameterADM:157
field, seT:48
See alswoice ports
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IVR \Voice Port
box, ADM:158
field, SeT:48
IVRAbandoned field,REP:119 REP:148
IVRCompleted field,REP:149
IVRInterrupted field, REP:149
IVRPort field, REP:240
IVRPort view, REP:247248
IVRPortID field
elVRPortLoginStat viewREP:202
IVRPort view, REP:247
IVRPortStat views,REP:142
IVRPortLogin field, REP:241
IVRPortName field,REpP:142
IVRPortStat views,REP:14+145
IVRTerminated field,REP:119
IVRThresholdTemplate viewREP:25+252
IVRTransferred field,REP:119 REP:138

K

keycodes, enteringNs:106 INS:208
keys.Seelinkages
keywords, list,SCR:368-370

L

Label
box, sup:74 sup:75
field, REP:275
Language data typescRr:70
Language field
Agent Configuration worksheegeT:34
Desktop User workshee§eT:9
Supervisor Configuration worksheedgT:33
LastModified field, REP:294
Length field, REP:333
Length of business day
box, ADM:158
field, SET:49
Less Than expressiosCR:282
Less Than or Equal expressios;R:283
Let Call Ring at Phoneset optionpM:166

Level 1
box, ADM:123
threshold value fieldseT:14
Level 2
box, ADM:123
threshold value fieldseT:14
Levell field
ApplicationThresholdTemplate vievRep:230
SkillsetThresholdTemplate vievRer:311
SummaryThresholdTemplate viemgp:313
UserThresholdTemplate viewREP:331
Level2 field
ApplicationThresholdTemplate vievRep:230
SkillsetThresholdTemplate vievRer:311
SummaryThresholdTemplate viewgp:313
UserThresholdTemplate viewEP:331
lights, troubleshootingabm:367
limits
and activated scriptsscr:115
number of characters in scriptscr:8s
Line of Business codeSeeactivity codes
Link LED, ADM:367
troubleshooting ADM:367
linkage keysSeelinkages
linkages, REP:61
activity code statisticsSRepP:71
agent by application statisticReP:76
agent by skillset statisticREP:8+82
agent performance statisticREP:106
application statisticSREP:12#128
IVR port statistics,REP:144-145
skillset statistics REP:179
linking database viewsReP:61
linkset name, ICM securityysL:29, DMS:29
lists
agents,SCR:208
formatting, SCR:44 SCR:208
in scripts, SCR:44
skillsets, sCcRr:208
syntax, SCR:44
LOB codesSeeactivity codes
LOB key, REP:67
local calls, collection of call-by-call statistics
for, ADM:159
local DN, sup:5
Local Machine Settings, nbconfigys:256
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location
grouping servers byabm:20
standard reportssup:137
user-defined reportssup:137
locking out desktop usersbDm:51-52
lockout, ADM:25
Log command,SCR:178
caution, SCR:178
limitations, SCR:179
Logged Agent Count intrinsSicSCR:220
LoggedInTime field,REP:109 REP:143
logged-on agentsREP:529-532
logged-on desktop users
printing list of, ADM:60
viewing list of, ADM:60
logging of desktop usergbm:61
logging on
phoneset,sup:23
server, SUpP:2+22
to the serverabm:21
to Windows NT, INS:31
logical expressionsscr:275
AND, scr:275
example,SCR:275 SCR:277
in scripts, SCR:36
NOT, SCR:275
OR, SCR:275
login. Seelogon
login ID, REP:31
box, ADM:197, ADM:208, SUP:30
field, SET:33 SET:34 SET:41
login statistics
agent,REP:187189
IVR port, REP:20%+202
Login/Logout box, ADM:154
logoff, REP:398-400, REP:576571
statistics, agentREP:18#189
statistics, IVR port,REP:20+202
logon, REP:398400, REP:576571
agents or supervisors unable to log on,
MSL:100, DMS:100
failure, MsL:84, DMS:84
IDs, configuring, MSL:70, DMS:70
server, configuring switchmsL:28 DMS:28
statistics, agentREP:18#189

logon (continued)
statistics, IVR port,REP:20+202
troubleshootingMsL:97, bMS:97
logon, configuring
entering and editing table datmsL:33,
DMS:33
introduced,MSL:31, DMS:31
printing table dataMsL:33, DMS:33
logon parameters
Business GroupmsL:79, DMS:79
DMS password MSL:79, DMS:79
MBG, MSL:79, DMS:79
Network Node,MSL:78, DMS:78
Service ID, MSL:79, DMS:79
service versionMsL:80, DMS:80
logout. Seelogoff
Logout threshold ADM:127
Longest Idle Agent intrinsicscr:223
Longest Idle Agent optionscRr:163
description,SCR:159 SCR:163
Longest time in idle state since
last CDN/ACD call, sup:49
last status changesup:49
login, supP:49
Longest Wait Since
Last Call thresholdaDM:133
Login threshold,ADM:133
Longest Waiting Time Since
Last Call field, sup:106
Login field, sup:107
loops
example,SCR:53 SCR:54
using, SCR:52

M

mActivityCodeStat,REP:6771
mAgentByApplicationStat viewRreP:72-76
mAgentBySkillsetStat viewREP: 7782
mAgentPerformanceStat viewgpP:83-107
maintaining Symposium Call Center Server,
ADM:9—10

maintenance

server software|Ns:159

server utilities,INS:249
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Maintenance functionabm:4o0
Major event severity levelabm:249
managing Symposium Call Center Server,
ADM:9—10
Map Skillset to ACD-DN Number
box, ADM:183
field, SET:29
map terminal access, ICM securitysL:29,
DMS:29
mApplicationStat view,REP:108-128
MAS
database eventgpm:251
debug eventspbm:251, ADM:262
server software, installingNs:99, INS:201
master script
description,SCR:12
pegging of calls handled breP:109 SUP:90
MAT and client software|Ns:127
MAT systems,ADM:18
mathematical expressionscr:278
addition, SCR:278
division, SCR:278
multiplication, SCR:278
subtraction,SCR:279
Max Wait Time thresholdabm:133
Max Waiting Time
field, sup:94 sup:107
threshold,ADM:129
MaxAbandonedDelay fieldREP:13§ REP:154
MaxAnsweredDelay field
DNISStat views,REP:139
SkillsetStat viewsREP:176
MaxCallsAbandonedDelay fieldRep:119
REP:161
MaxCallsAnsDelay field,REP:120
MaxCallsAnsDelayAtSkillset fieldREP:120
MaxCallsAnsweredDelay fieldReP:161
MaxCallsAnsweredDelayAtDest fiel(REP:162
maximum
characters in scriptsscr:8s
Log Size box,ADM:261
number of activated scripts allowesgRr:115
wait Interval box,ADM:294
MaxSkillsetAbandon field REP:176
MBG logon parametersyisL:79, DMS:79
MCDNStat view,REP:129-132

mDNISStat view,REP:133-140
measured valuerREP:246
box, ADM:155
members of access classes, viewingy:32—33
memory, checking availablens:182
Meridian Application Tool,ADM:18
Microsoft hot fix, INS:36, INS:163
Microsoft Internet Information Server,
removing, INS:196
migrating to another platformns:299-352
Migration utility, INS:274
minimum refresh ratesup:72
for Agent Real-time Displays boxyDM:144
for Agent Real-time Displays fieldsET:46
for other Real-time Displays boxbM:144
for Other Real-time Displays fiel(5ET:46
Minor event severity levelabm:249
MinRefreshRate fieldReP:278
MinShortCallDelay field,REP:304 REP:312
mlIVRPortStat view,REP:14+145
MLSM service, INS:293
mode, nbconfig,INS:256
modem
configuring for RAS, INS:60
port, configuring, ADM:355
Modes field, SET:45
modifying. Seechanging
Month
box, ADM:225, ADM:238
data type,SCR:70
Month of Year intrinsic,SCR:246
exact month,SCR:247
range of monthsSscRr:246
monthly
box, ADM:157
field, SET:48
views, REP:61
months, ranges 0fSCR:246
MonthsOfMonthly field, REP:244
Most Logged Agents
intrinsic, SCR:225
option, SCR:162
moving
columns, supP:75
swap file, INS:341
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moving (continued)
window mode,ADM:141, REP:276 REP:515
SUP:70
window mode definition,SET:44
MmRANMusicRouteStat viewREP:165-167
MS DOS, reinstallingNs:22
Msg field, REP:234
mSkillsetStat view,REP:172-179
MSL-100 switch.Seeswitch
multiple filters, sup:141
multiplication expressionscr:278
music
data type,SCR:70
Give Music commandscCRr:148
on hold, sur:16
treatment,REP:116
music route statisticSREP:165-167, REP:679-681
entity relationshipsREP:349
music routes ADM:85—89
adding, ADM:87—88
changing,ADM:89
deleting, ADM:89
field, seT:48
parameterADM:156
previewing list of, ADM:89
printing list of, ADM:89
reports, REP:679-681
statistics,REP:165-167
verifying configuration,MsL:91, DMS:91
verifying configuration sample scripsL:91,
DMS:91
Music/RAN Route box,ADM:154
Music/RAN Route Name
box, ADM:88
field, seT:20
Music/RAN Route Number
box, ADM:88
field, seT:20
Music/RAN Route Statistics reponkeP:679-681
Music/RAN Routes
function, ADM:40
worksheet,SET:20
MWAgent field, REP:278
MWApplication field, REP:278
MWNodalCall field, REP:279
MWSkillset field, REP:279

N

NACD out
ApplicationStat views REP:117 REP:125
DNISStat views,REP:137

NACD treatment,REP:116

name, INS:252

Name box,ADM:234, SUP:72
access classesapm:29
call presentation classeabM:165
skillsets, ADM:183

Name field
ActivityCode view, REP:218
Application view, REP:225
ApplicationThresholdTemplate vievkREP:230
CDN view, REP:232
DNIS view, REP:235
DNISThresholdTemplate viewRep:236
Formula view, REP:238
IVRPort view, REP:247
RealTimeTemplate viewrRep:280
Script view, REP:294
ScriptVariableProperties viewgRepP:296
SkillsetThresholdTemplate vievRer:312
SummaryThresholdTemplate viewgp:314
SwitchPort view,REP:324
UserThresholdTemplate viewEP:331
Views view, REP:333

naming variablesscr:71

nbbkp_ci.exe utility,ADM:296, ADM:300-306

NDLOAM service, INS:293

Network Adapters InformationiNs:280

network connection|Ns:76-71
troubleshooting problems withins:288-289

New Name box,sup:150

new standard reportRep:12

NGenDesign accounibM:64
changing password foADM:66—67
password,INS:114-117

NGenDist accountADM:64
changing password foaDM:66—67
passwords)Ns:114-117

NGenSys accountabm:64
changing password foaDM:67—68
password,INS:116

nicomsetup utility,INS:263
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night service modeabM:176, SUP:44
putting skillset into,ADM:188-189
NightServiceType field REP:304
NMS, configuring, ADM:266
nodal
box, ADM:143
real-time display,sup:116-122
template,supP:122
threshold classREP:313314
thresholds,ADM:130
statistics, SuP:99-100
statistics data collection optioisur:100
Nodal Consolidated Application
Delay Before Abandon reporRep:61#619
Delay Before Answer reporREP:626-622
Performance reporiREP:623-626
Nodal Threshold Classes functiorpm:40
NodelD field, REP:192
Nodes
field, seT:48
parameterADM:156
nonidentifying relationshipsRep:341
non-ISDN trunks,sup:91
ApplicationStat views REP:109 REP:122
REP:126
CDNStat views,REP:129
DNISStat views,REP:137
non-primary key attributesRep:339
Not Equal expressionsCRr:281
NOT expressionSsCR:275
Not Ready
agents,sup:103
report, REP:368-370
threshold,ADM:127
NotReadyTime field
Agent Performance viewREP:101
IVRPortStat views,REP:143
NROSDN field, REP:220 REP:328
Number box,ADM:272
NumBestNodes fieldRep:253
NumRetries field,REP:326

O

OAM service, INS:293

objectives, defining for scriptsscr:21
ObjectKey field, REP:215
ObjectName field REP:215
objects, displaying backupybm:301—-303
OccupancyTime fieldREP:182
Occurrences fieldRepP:70
ODBC, REP:3
ODBC_ICCM_PREVIEW_DSNREP:31
ODBC-compliant applicationsRer:20
creating reports inREP:39-40
offered calls
abandonedREeP:106
agent performance statisticReP:91
application statisticSREP:11§ SUP:93
CDN statistics,REP:130
DNIS statistics,REP:137
nodal statisticssuP:99
skillset statistics REP:175
Oldest Call intrinsic,ScR:227
One of the intervals starts at
box, ADM:144
field, seT:45
online Help, ADM:253
opening
real-time displayssup:76
Script Editor, SCR:90
Script Variables windowscR:68
operations, order ofscr:284
operators, addingsCRr:92
OR expressionscr:275
order of operationsscRr:284
example,SCR:284
parenthesesscRr:284
Original Supervisor field SeT:41
Other supervisors associated with this agent
field, SET:35
out of service
intrinsic, SCR:229
modes, SUP:43
putting skillsets,ADM:188-189
skillsets, ADM:176-177, SCR:48
outbound callsSeeoutgoing calls
outgoing calls,REP:98-99
OutOfServiceTimer field REP:262 REP:301
output options,suP:147148
property pagesup:147
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overflow treatment
ApplicationStat views REP:115 REP:124
DNISStat views,REP:136
Give Overflow commandscR:150
Owner field, REP:295

P

packet filtering, ICM securitymsL:29, DMS:29
paging file, INS:40, INS:186
Paper size boxsup:147
Parameter fieldREP:245
parent scriptsREP:227
ParentComment fieldRepP:228
parentheses
in expressionsscr:284
in scripts, SCR:36
rules, SCR:42
ParentName fieldReP:228
ParentStatus fieldRep:228
ParentUserFirstName fielckep:228
ParentUserLastName fiel&Rep:229
passwords SUP:22 REP:31
changing,ADM:54
changing NGenDist and NGenDesign,
INS:114-117
changing NGenSysNs:116
changing Windows NT administratans:32-
34
guidelines for,ADM:65
maintaining, ADM:64—70
retry count,ADM:49
retry lockout, ADM:25
pPcANYWHERES32, ADM:338, ADM:358
changing caller passwordsys:83
changing passwordspm:69—70
configuring, INS:73-87
configuring on client PCADM:342—343
controlling server with ADM:351—352
ending sessionAbM:352
installing on the clientAbm:340-341
installing on the servemnbm:359-361
reinstalling during conversionns:215
restarting server withADM:353

PCANYWHERE32(continued)
setting to automaticiNs:76
uninstalling during conversionns:184
PCI installation tips,ADM:369
PCLoginName field,REP:216 REP:315
pegging
statistics,SET:12
thresholds,ADM:120, REP:109 SUP:103
threshold classescRr:287
PEPs
checking for installed|Ns:321
installing, INS:119-120
installing on server and clientys:141
listing, INS:266
uninstalling from client,INS:146
Per Unit $ box,sup:142
Performance boxaDM:154
Performance Monitor toolaDMm:12
phonesetsADM:91—97
ACD groups configurationmMsL:53, DMS:53
acquiring, ADM:95
adding, ADM:93-94
changing,ADM:96
configuring for agent on the serveunsL:s,
DMS:66
configuring for agentsMsL:65, DMS:65
configuring for supervisormsL:68, DMS:68
configuring for supervisor on the server,
MSL:69, DMS:69
deacquiring,ADM:95
deleting, ADM:96
function, ADM:40
keys, configuring for agentyisL:63, DMS:63
keys, configuring for supervisorsL:68,
DMS:68
logging on, suP:23
previewing list of, ADM:96
printing list of, ADM:96
properties of REP:324325
troubleshooting MSL:98, MSL:99, DMS:98,
DMS:99
verifying agent configurationysL:86, DMS:86
verifying configuration,mMsL:86, DMS:86
verifying supervisor configurationyisL:sz,
DMS:87
worksheet,SET:21
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ping
resolving a failed testiNns:288-289
testing network connectionns:76-71
placeholders
CLID, SCR:262
description,SCR:262
rules, SCR:262
planning scripts SCR:19-36
Platform Recovery diskaADM:286, INS:162
INS:219
creating, INS:113 INS:183,creating, INS:308
platform, migrating to anothems:299-352
PortAddress field REP:324
ports, SUP:5
nicomsetup,INS:263
Postion ID field, sup:8e
position IDs, ADM:94, ADM:101, REP:529-532
Position In Queue intrinsicSCR:229
PositionID field, REP:18§ REP:324
PPP connectionADM:18, ADM:19, INS:154
predefined values, server configuratiorsL:7s,
DMS:78
presentation sequencepM:172—175
presented calls
application statisticssup:93
nodal statistics supP:99
See alsmffered calls
presenting callssup:45-46
preventing access to the servepm:51-52
previewing lists of
access classeapm:34
activity codes,ADM:111
agent to skillset assignmentspm:240
agent to supervisor assignmensem:227
agents,ADM:214
call presentation classespm:167
CDNSs, ADM:83
desktop usersabm:56
DNISs, ADM:117
music routes ADM:89
phonesetsADM:96
RAN routes, ADM:89
real-time display definitionssup:79
reports, SUP:153
skillsets, ADM:190
Supervisors ADM:200

previewing lists ofcontinued)
threshold classesybMm:125
voice ports,ADM:105
previewing reportssup:164-167
Previous interval field sup:144
primary keys,REP:339
attributes of,REP:339
primary scripts,SCR:13
pegging of calls handled bRreP:109 SuP:90
Primary supervisor this agent reports to field,
SET:390rint job interruptions sup:146
Print report with following options button,
SUP:147
Printer box, sup:147
printing
all alarms,ADM:276
all event preferences\pm:273
all events,ADM:256
selected event preferencemMm:273
standard and ad hoc repor&)p:164-167
printing lists of
access classespMm:34
activity codes,ADM:111
agent to skillset assignmentspm:240
agent to skillset prioritiesabm:240
agent to supervisor assignmemem:227
agents,ADM:215
call presentation classesabm:167
CDNSs, ADM:83
desktop usersabm:se6
DNISs, ADM:117
event preferencesy\bm:273
events,ADM:255
formulas, ADM:148
logged-on desktop userspm:60
music routes ADM:89
phonesetsADM:96
RAN routes, ADM:89
real-time display definitionssup:79
reports, SUP:154
skillsets, ADM:190
sSupervisors,ADM:200
threshold classesybm:125
voice ports,ADM:105
Priority data type Scr:70
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Priority field
ScheduledSkillsetAssignment viewgP:289
SkillsetByAgent view,REP:306
SkillsetByAssignment viewREP:309
Priority for this skillset field,SET:39
Priority In Queue intrinsicSCR:233
priority. Seecall priority, skillset priority
Private line key,ADM:140, SUP:70
privileges, ADM:35—44
properties
activity code,REP:218 REP:474-476
agent, SUP:2734, REP:219-224, REP:486-485
agent to skillset assignmerrgp:288-290,
REP:308-310

agent to supervisor assignmeREP:29+293
REP:321+323

application, REP:225-226, REP:533536,
REP:608-610, SCR:287

call presentation clas®REP:328-330

CDN, REP:232233 REP:502504

DNIS, REP:235 REP:509-511

formula, REP:237238 REP:512514

historical statistics collectiorREp:239-246,
REP:515522

IVR port, REP:247248, REP:523525

phonesetREP:324325

real-time display definitionsup:79
REP:274275 REP:286-281, REP:541543

real-time statistics collectiorRep:276-279,
REP:515522

reports, changingsupr:153

script, REP:294-295

script variable,REP:296-299

skillset, REP:302-305 REP:553557

Supervisor,REP:315318, REP:558561

pulled back callsReP:147148

Purchased fieldREP:245

Purchased Value boxybMm:155

purging expired statisticsy\bm:152

putting skillsets out of servicesbm:188-189

Q

guerying the status of a user’s connection,
ADM:60

Queue To Agent command

by agent ID,SCR:158

using longest idle agenCcR:158
Queue To commands

agent, SCR:158

skillset, sCr:161
Queue To NACD script comman@&gpr:116
Queue To Skillset command

most logged in agents§CR:161
Queued Call Count intrinsicsCR:235
gueuing sequencebM:172—175
Quit command,SCR:134

R

RAID
backups,ADM:287
drives, rebuilding,ADM:328
RAM size, checking,Ns:315
RAN, sup:15
data type,SCR:70
Give RAN command sCR:152
RAN Response Fall, failed responsegRr:174
RAN Route
box, ADM:186, SUP:49
field, SET:30
for system default skillset, defining,
ADM:185-187
RAN route statisticSREP:165-167, REP:679-681
entity relationshipsREP:349
RAN routes, ADM:85—89
adding, ADM:87—88
changing,ADM:89
configuring, MSL:50, DMS:50
deleting, ADM:89
field, seT:48
parameterADM:156
previewing list of, ADM:89
printing list of, ADM:89
reports, REP:679-681
treatment,REP:117
ranges
of days, SCR:244
of months, SCR:246
using, SCR:55
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RANMusicRoute field,REP:241
RAS
configuring TCP/IP for,INS:56
setting to automaticiNs:39
verifying installation of,INS:37
raw data,REP:359
RDC service,INS:293
ReadAccess fieldrep:216
ReadAgentAccess fieldReP:216
ReadAllAgentAccess fieldrRep:216
Real Time Statistics Properties rep®EpP:12
Real Time Template Properties rep@EP:541
543
real-time display definitions
adding, sSuP:7+75
changing,SuUP:79
deleting, sup:79
previewing list of, sup:79
printing list of, SuP:79
properties,REP:274275, REP:286-281
reports, REP:54+543
templates,sup:115-123
See alsaeal-time displays
Real-time Display Properties property sheet,
SUP:72
real-time displaysADM:138, SUP:12
and agent keysabpm:140, SUP:70
changing,supP:79
filtering, sup:7778
function, ADM:41
opening, SUP:76
sorting, SUP:77
types, ADM:138, SUP:68
viewing, SuP:76
See alsaeal-time display definitions
real-time statisticSADM:141-144, SUP:8+109
Configuration worksheetseT:45-46
function, ADM:41
real-time statistics collectiombm:141—144
configuring, ADM:143-144
properties,REP:276-279
reports, REP:515522
RealTimeColumn ViewREP:274-275
RealTimeStatCollection viewRep:276-279
RealTimeTemplate viewRepP:286-281
recorded announcement rout8eeRAN routes

recorded announcemeng&eeRAN
referencing scripts, variablescr:80
Refresh Rate boxsup:72
refresh ratesaADM:142, ADM:144
RefreshRate fieldrep:280
registry maintenancans:27s
reinstalling
client software,INS:246
DOS, INS:22
pcANYWHERES2, INS:215
server software|ns:219
relational expressions
Equal, scr:281
example,SCR:281
Greater Thanscr:282
Greater Than or EquakcRr:282
Less Than,scRr:282
Less Than or Equalscr:283
limitations, SCR:280
Not Equal, SCR:281
relationships
between entitiesSREP:341
between scriptsReP:227229
Release 3.0REP:6-13
Remote Access ServicepM:336, ADM:358
remote
control connection ADM:342
control session, startingybm:351—352
control session, terminating\bM:352
DN, sup:s
host IP address, ICM securitysL:29, DMS:29
login, ADM:69
PC caller account, configuringns:76
restart of serverAbM:353-356
tasks, ADM:335
Remove From commands
agent, SCR:165
skillset, SCR:167
removing
agents from skillsetssup:33-34, SUP:5455
See alsaleleting
renaming scriptsscr:120
Report Gallery windowREP:30
Report Listenersur:161
Report Name boxsup:140
report_interval formulaRepr:43

Master Index

31



Index

Standard 1.0

report_title formula,REP:43
report_user formularer:43
reporting SUpervisorsAbDM:192, ADM:218,
REP:84 SUP:12
and ACD subgroupsabm:212
See alssupervisors
reports, SUP:13
activating, sup:159
activity code,REP:361370, REP:442-444
agent, REP:37+440, REP:529532
application, REP:441+468, REP:499-501,
REP:693-696
call-by-call, REP:476-472, REP:58+583
CDN, REP:658664
changing properties o§up:153
confirming schedule ofsup:152
deactivating,supr:160
deleting, supP:154
DNIS, REP:665668 REP:674678
IVR, REP:523528 REP:569577
music and RAN routerEP:679-681
previewing, SUP:164-167
previewing list of, sup:153
printing, SUP:164-167
printing list of, supP:154
resource,REP:657687
SCripts, REP:547552
skillset, REP:553557, REP:689-700
standard,REP:2 REP:35%700
types, REP:2 SUP:130

See alsa@onfiguration reports, historical

resolving validation errorssCr:111

CDN, REP:658-664

DNIS, REP:665668, REP:674678
resources

acquiring, ADM:74—75

identifying, Scr:21

resource acquisitionsup:7

resource reportsREP:657687

state of acquisition, definitionseT:16
response, Get Response commasitik:198
restarting serverabm:13—14

remotely, ADM:353-356
restoring

access to the servexpm:52-53

database|Ns:265 INS:345
restricting access to the servepm:51-52
retry lockout, ADM:25
RetryTimer field, REP:326
Return Call to Queue After optiombm:166
return value, descriptiorscr:202
returned to qQUEUEREP:5Q REP:91 REP:92
ReturnedToQ fieldREP:50
ReturnedToQDueToTimeout fiel®REP:50
ReturnToQueueMode fielctReP:229 REP:329
ReturnToQueueOnNoAnswer fiel&ker:220

REP:329
ReturnToQueueWaitInterval fiel(Rep:221
REP:329

ringback, Give Ringback commandgcRr:154
RingTime field, REP:102
role namesREP:340

reports, standard reports, user-createdound robin routing tablerep:254

reports, and user-defined reports
reports and PPP connectior®Mm:18, INS:154

Reports function ADM:41

Reports—Agent Performance functioxpm:41

Reports—Call by Call functionabm:41
Reports—Other functionybm:41
requirements
installation, customer-supplieays:18
installation, software|ns:21
migration, INS:305
upgrade,INS:162
ReservedForCall fieldReP:102
ReservedTime fieldReP:102
resetting the desktop passworhMm:54-55

Route Call
command,SCR:169 REP:117 REP:136
treatment,REP:117 REP:126 REP:136
Row field, REP:271
rules, SCR:41+43
Event Handler,scr:42
execute,SCR:42
first commands SCR:41
general,SCR:42
If-Then-Else-End If,scR:43
If-Then-End If, sSCR:43
parenthesesscr:42
placeholders scr:262
section, SCR:42

32

Symposium Call Center Server



April 2000

Index

rules(continued)
variables,scR:42
Where-equalsscr:43
wildcards, SCR:262
Run Report dialog boxsup:165
running
agent to skillset assignmentspm:239
agent to supervisor assignmentem:226

S

sample scripts

advanced commands ansiGR:292

copying, SCR:95

description,SCR:292

DNIS, MSL:93, DMS:93

getting started withSCR:292-300

importing, SCR:104

music and RAN routemsL:91, DMS:91

using, SCR:95
saving

activated scriptsscRr:106-101

changes,ScRr:100

list of events,ADM:254-255

Scripts, SCR:100
SCAICOMS

configuring, MSL:34, DMS:34

updating, MSL:34, DMS:34
SCAIGRP

configuring, MSL:37, DMS:37

updating, MSL:37, DMS:37
SCAIPROF

configuring, MSL:42, DMS:42

updating, MSL:42, DMS:42
SCAISSRV

configuring, MSL:39, DMS:39

updating, MSL:40, DMS:40
ScaleFrom field,REP:275
ScaleTo field,REP:275
SCCS_DatabaseybM:293
SCCS_Full,ADM:293
Schedule

box, ADM:225, ADM:238

property pagesur:145
Schedule Date boxsup:145

Schedule Selection boxupr:145
scheduled backups
changing,ADM:298
deleting, ADM:298
ScheduledSkillsetAssignment viewEP:288-290
ScheduledSupervisorAssignment view,
REP:291293
Scheduler functionAbM:42
schedules
activating, sup:159
and site namesuP:150
confirming, supP:152
deactivating,supr:160
defining, sup:144146
scheduling
agent to skillset assignmentspm:237-238
agent to supervisor assignmemsmM:224—225
backups,ADM:291—295
script
elements, addingsSCR:93 SCR:92
expressionsSedogical expressions;
mathematical expressions; relational
expressions
field, REP:298
script rules Seerules
variables Seevariables
View, REP:294295
Script By Script Variable reporkep:13
Script Command Reference page, description,
SCR:27
Script Editor
description,SCR:27 SCR:92
opening, SCR:90
script formatting
agent lists,SCR:208
blank lines,scRr:3s
commands,SCR:36
comments,SCR:38
conventions,SCR:36-42
indenting, SCR:38
intrinsics, SCR:36
lists, SCR:44
logical expressionsscRr:36
parenthesesscRr:36
section namessCcR:37
skillset lists, SCR:208
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Script ManagerscRr:26
Script Variable By Script reporRer:12
REP:547549
Script Variable properties
attributes,scr:82
general,SCR:80
Script Variable Properties repomgpP:556-552
Script Variables functionAbMm:42
Script Variables windowscR:67
opening, SCR:68
script writing
conventions,SCR:36-42
flowchart, scr:19
tips, SCR:4457
ScriptID field, REP:295
scripts, SUP:90
activating, SCR:115-119
adding advanced commands;Rr:91
adding commandsscRr:91
adding elementsscRr:91 SCR:92
adding eventsscRr:92
adding intrinsics,SCR:91
adding operatorsscr:92
adding variablesscr:92
call flow, scr:9
copying sectionssCR:98-99
creating, SCR:88
deactivating,SCR:115-119
deleting, SCR:122
exporting, SCR:107
function, ADM:42
importing, SCR:104
keyword list, SCR:368-370
master,SCR:12
objectives,scr:21
planning, SCR:19-36
primary scripts,SCR:13
properties,REP:294-295
relationships betweergRep.227229
renaming, SCR:120
reports, REP:547552
saving, SCR:106-101
tools, SCR:26
types, SCR:12-15
validating, SCR:110 INS:112 INS:173 INS:213
INS:229

ScriptStatus field REP:298
ScriptType field, REP:298
ScriptVariableProperties viewReP:296-297
ScriptVariables viewREP:298299
SDK
installing, INS:156-151
uninstalling, INS:128
SDMCA service,INS:293
SDP service|NS:293
secondary DN
box, ADM:94, SUP:30
monitoring problemsMsL:99, DMS:99
secondary script, pegging of calls handled by,
REP:109 SUP:91
SecondaryDN field Rep:325
Seconds data typescr:70
Section commandscRr:136
rules, SCR:42
section
names of, in scriptsscr:37
using, SCR:55
security, ADM:23—71
auditing, ADM:71
keylock device,INS:94, INS:106
log, ADM:252
worksheets,SET:5-9
Select Threshold class for this Agent box,
ADM:210, SUP:32
selecting
historical statistics to be collected,
ADM:152—160
views and fields REP:32-34
selection criteria,supP:14+142
property pagesup:141
Send Info commandscr:193
Send Request commanggcRr:195 REP:115
Separator boxsup:148
Serial Ports functionabm:42
Server Entry boxREP:24
Server ManagerabM:12
Server Performance Monitor functioapm:43
Server Settings functiombm:43
server software
configuration modeiNS:112 INS:173 INS:213
INS:229
converting, INS:174 INS:205
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server softwareontinued)
entering the keycodans:106 INS:208
installing, INS:96-113 INS:332
installing PEPsNS:141
maintenanceNs:159 INS:249
reinstalling, INS:219
uninstalling, INS:122
upgrading,INS:160
upgrading Windows NTINS:191
servers,supP:6, SUP:21
adding, ADM:18—20
and user-defined reportsyp:137
checking configurationmsL:75, DMS:75
componentsMsL:6, DMS:6
configuration and switch datafiliysL:77,
DMS:77

service level,REP:5Q SUP:3
service level thresholdReP:50
box, ADM:116
field, SET:19
threshold,ADM:130, ADM:133
Service Pack 3
installing, INS:195
verifying, INS:35
Service Update packs, installingys:119-120
service version, logon parameterssL:8o,
DMS:80
ServiceLevelThreshold field
Application view, REP:225
ApplicationThresholdTemplate vievRep:231
DNIS view, REP:235
ServicelevelThreshold field

configuration and switch datafill relationship DNISThresholdTemplate viewsRep:236

table, MsL:77, bms:77

configuration overviewMsL:74, DMS:74

configuring, MSL:49, DMS:49

configuring CDNs,MSL:62, DMS:62

configuring DNISs,MSL:62, DMS:62

connection, troubleshooting checklist,
ADM:366

controlling access toaADM:51-53

does not monitor activity on secondary DN,
MSL:99, DMS:99

grouping by location ADM:20

locking users out ofADM:51-52

logging on to,ADM:21, SUP:2:22

logging users off of ADM:61

mode, INS:254

predefined configuration values|sL:7s,
DMS:78

restarting,ADM:13-14

restarting remotelyADM:353-356

restoring access t®DM:52-53

shutting down,ADM:13-14

software version, checkingys:320

troubleshootingMsL:99, DMS:99

troubleshooting connection tepm:367

unable to acquire phonesetssL:99, DMS:99

user accounts OMDM:64

verifying the connection toREP:23-26

See alsd&ymposium Call Center Server

Service ID, logon parametersiSL:79, DMS:79

Skillset view, REP:305
SkillsetThresholdTemplate vievRep:312
services,INS:293
troubleshooting problems withins:292-294
SERVORD utility, ADM:93, ADM:192
Sessions ADM:59—61
Set Alias dialog boxREP:35
Set Location dialog boxRepP:37
setting TZ system variablens:42
setting up the servenbm:7-8
configuring Windows NT,INS:89
installing server softwarans:s9
preparing for setupiNns:89
severity, ADM:249
box, ADM:270
of events, changingabM:269-270
ShortCall thresholdADM:130-133
ShortCallsAnswered fieldREP:79 REP:102
Show available agents boxpm:222, ADM:235
Shutdown utility, INS:277
shutdown, improperabm:13
shutting down servembm:13—14
signed integersrepr:21
silence, Give Silence commansgcRr:156
Simple Network Management ProtocBke
SNMP
Site field
ActivityCodeStat views REP:70
AgentByApplicationStat viewsReP:74
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Site field(continued)
AgentBySkillset Stat viewsReP:79
AgentPerformance viewREP:103
ApplicationStat views REP:123
CDNStat views,REP:132
DNISStat views,REP:139
eAgentLoginStat viewREP:189
eCallByCallStat view,REP:192
elVRPortLoginStat viewREP:202
IVRPortStat views,REP:143
RANMusicRouteStat viewsREP:166
SkillsetStat views REP:177

Site Name field
agent statisticssup:86
application statisticssup:95
IVR statistics, sup:98
skillset statistics,sup:107
nodal statistics suP:100

site name, changingsuP:156-151

site_id formula,REP:43

SitelD field
ActivityCodeStat views REP:70
AgentByApplicationStat viewsREP: 75
AgentBySkillset Stat viewsRreP:79
AgentPerformance viewREP:103
ApplicationStat views REP:123
CDNStat views,REP:132
DNISStat views,REP:139
eAgentLoginStat viewREP:189
eCallbyCallStat viewsREP:192
elVRPortLoginStat viewREP:202
IVRPortStat views,REP:143
RANMusicRouteStat viewsREP:166
SkillsetStat views REP:177

size of event log, changing\bDm:259-261

skill-based routing sup:9 SUP:43 ADM:171

skills required,ADM:3, REP:15-16

skillset
box, ADM:154
calls, sup:105
data type,SCR:70
properties,SET:35
view, REP:302305
worksheets,SET:2730
Skillset Abandoned After Threshold field,
SUP:108
Skillset Abandoned Delay fieldsur:108
Skillset Abandoned fieldsup:107
skillset assignmentREP:486-488, REP:489-492
changing,supP:33-34, SUP:5455
Skillset By Application reportRepP:693-696
Skillset field
AgentBySkillset views,REP:80
HistoricalStatCollection viewreP:242
Skillset view, REP:305
SkillsetStat viewsREP:177
Skillset Global Settings worksheetgT:30
Skillset ID field, supP:108
skillset intrinsics,SCR:208-234
agent lists,SCR:208
decision making with sCR:204
default values SCR:208
description,scRr:208
skillset lists, SCR:208
Skillset Name field,supP:108
Agent to Skillset Assignment worksheet,
SET:39
Skillsets worksheetseT:29
Skillset Performance reporkRepP:697700
skillset priority, ADM:172
Skillset Properties reporRepP:553557
skillset real-time display templatsypP:124-125
skillset real-time displayssup:124-125
filtering, sup:77
Skillset State field,sup:108
skillset statistics REP:172-179, REP:689-700,
SUP:103-109
by agent,REP:77-82
data collection optionsupP:109
entity relationshipsREP:350
linkages, REP:179
Skillset Statistics boxabm:143
Skillset Threshold Classes functionpm:43
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skillset thresholdsADM:130-134
SkillsetAbandon field,REP:177
SkillsetAbandonAftThreshold fieldrep:178
SkillsetAbandonDelay fieldRep:177
SkillsetByAgent field, REP:242
SkillsetByAgent view,REP:306-307
SkillsetByAssignment viewREP:308-310
SkillsetlD field

AgentBySkillset Stat viewsREP:80

ScheduledSkillsetAssignment viewgP:289

Skillset view, REP:305

SkillsetByAgent view,REP:306

SkillsetByAssignment viewRrEP:309

SkillsetStat views REP:178
SkillsetName field

ScheduledSkillsetAssignment vieREP:289

SkillsetByAssignment viewREP:309
skillsets, ADM:169-190, SUP:9 SUP:42

adding, ADM:182—184

agents assigned t®EP:306-307

assigning agents teybm:211

assignmentsrEP:308310

changing,ADM:190

changing agent priorities fonbDM:233-236

definition, ADM:162

delays at,REP:113 REP:120

deleting, ADM:190

description,SET:28 ADM:170

field, seT:47

function, ADM:43

in service,REP:173

lists, SCR:208

measured value fonDM:156

out of service,SCR:48

parameterADM:156

previewing list of, ADM:190

printing list of, ADM:190

properties,REP:302-305

putting out of service ADM:188-189

reports, configurationREp:553557

reports, statisticREP:385-388, REP:689-700

statistics by agentREp:7782

threshold classeREP:31+312

viewing global settings forsup:4850

viewing properties of SuP:5:53

worksheet,SET:29

Skillsets to Add boxADM:211
SkillsetStat viewsREP:172-179
SkillsetState field
HistoricalStatCollection viewRrep:242
ScheduledSkillsetAssignment viewgpP:289
SkillsetByAgent view,REP:306
SkillsetByAssignment viewRrEP:309
SkillsetThresholdTemplate vievREP:31+312
SMI systems, addingabm:18—20
SMI window, ADM:22
SMI Workbench,ADM:17—22
adding a systemiNs:154
logging on for first time,INS:157
SMonW, INS:292
SNMP, ADM:248
configuring, ADM:264—266, INS:38
verifying installation of,INS:37
software configuration|Ns:27
Software Development KiSeeSDK
software troubleshooting checklistpm:365
sorting real-time displayssup:77
space requirements, calculatingpm:159
Specify full path and report name boxgpP:42
Specify the full path and file name bogypr:148
SQL Tables boxReP:37
SQL-compliant applicationsRepP:20
creating reports inREP:39-40
SQLEDIT window, REP:25
StaleDataRatio fieldREP:253
standard real-time displaygapMm:138, SUP:68
standard reportsRepP:2 REP:357700, SUP:130
INS:174
location of, sup:137
new in Release 3.(REP:12
printing, suP:164167
skills needed to Use&REP:15
Standard_Agent_By Supervisor_Display,
SUP:117
Standard_Application_Displaygupr:119-120
Standard_Nodal_Displaysup:122
Standard_Skillset_Displaygup:124-125
Start box,ADM:225, ADM:238, ADM:294, SUP:145
Start date
and time box,SUP:143 SUP:166
field, SET:40
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Start time field
Agent to Skillset Assignment worksheet,
SET:40

Agent to Supervisor Assignment worksheet,

SET:41
starting
backups,ADM:305
Report Listenersupr:161
startup utility, INS:278
State field, sup:87
state
of acquisition of a resourceseT:16
timers, agentReP:83
statistics
agent, SUP:86-89
agent by applicationRep:72-76
agent by skillsetRep:7782
agent login and logoOUREP:187189
agent performancerEp:83-107
application, REP:108-128, SUP:96-96
call-by-call, REP:198-200
CDN, REP:129-132
DNIS, REP:133-140
groups, ADM:139, ADM:151
IVR, REP:146-150, SUP:9798
IVR port, REP:14+145, REP:572574
IVR port login and logoutREP:20+202
music route,REP:165-167
nodal, SUP:99-100
RAN route, REP:165167
real-time, SUP:8+109
skillset, REP:172-179, REP:689-700, SUP:103-
109
when cumulatedRreP:62
See alsdistorical statistics, real-time
statistics
Statistics Collection worksheetsgT:43+49
Statistics to be collected fielheT:45
status
of a user’s connection, querying thepm:60
of backup, ADM:296—297, ADM:305
Status field
CDN view, REP:232
IVRPort view, REP:248
ScheduledSkillsetAssignment viewEP:289

Status fieldcontinued)
ScheduledSupervisorAssignment view,
REP:292
Script view, REP:295
ScriptVariableProperties vievgep:297
SkillsetByAssignment viewRrEP:309
SupervisorByAssignment viewgRep:322
SwitchPort view,REP:325
stopping backupsabm:298, ADM:306
storage durationrep:5
String data typescr:70
subscripts, activationscr:31
subsystem link problem troubleshooting,
MSL:97, DMS:97
subtraction expressiorsCr:279
summarized historical statisticSeehistorical
statistics
SummaryThresholdTemplate viewEP:313-314
supervisor
access classADM:28
agent performance bREP:41+416
assignmentsREP:477479,
REP:493-495
view, REP:315-318
Supervisor Configuration worksheetgT:33
Supervisor ID field,sup:8s
Supervisor Name fieldsup:89
supervisor phoneset keys, configuringsL:es,
DMS:68
supervisor phonesetapm:92, ADM:192,
ADM:204
configuring, MSL:68, MSL:69, DMS:68 DMS:69
verifying configuration,MsL:87, DMS:87
supervisor propertiesseT:35
report, REP:558561
Supervisor User ID fieldsupr:89
SupervisorAgentAssignment Vie\WREP:319-320
SupervisorByAssignment ViewREP:32+323
SupervisorGivenName field
AgentPerformanceStat viewggP:103
ScheduledSupervisorAssignment view,
REP:292
SupervisorAgentAssignment VieWwgP:320
SupervisorByAssignment viewREP:322
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SupervisorlD field
ScheduledSupervisorAssignment view,
REP:293
SupervisorByAssignment viewReP:323
SupervisorLogin field,REP:103
SUpPEervisors ADM:191—201, REP:84 SUP:12
adding, ADM:194—197
assigned agentREP:319-320
assigning agents teybDM:212—213, ADM:221—
223
changing,ADM:200
changing capabilities ofabm:200
configuring, SET:33
definition, ADM:192
deleting, ADM:201
emergency notificationMsL:100, DMS:100
previewing list of, ADM:200
printing list of, ADM:200
properties,REP:315318
reporting, ADM:192
reports, REP:558561
unable to log onMsSL:100, DMS:100
viewing agents assigned tapM:198-199
See als@ssociated supervisors, reporting
supervisors
SupervisorSurName field
AgentPerformanceStat viewggP:103
ScheduledSupervisorAssignment view,
REP:293
SupervisorAgentAssignment ViewREgP:320
SupervisorByAssignment viewrReP:323
SupervisorTelsetLoginID fieldREP:320
SupervisorUserlD field
AgentPerformanceStat viewggP:104
SupervisorAgentAssignment ViewgP:320
supplementary DNSADM:114
suppressing eventapMm:271-272
SurName field
AccessRights viewRreP:216
Agent view, REP:221
Script view, REP:295
Supervisor View,REP:316
suspicious activityADM:71
swap file, INS:40
changing size of|NS:336
checking location ofNS:317

swap file(continued)
moving, INS:186 INS:341
usage,INS:295
switch, SUP:5
changing typeNs:131
configuring, ADM:6
configuring datafill and servemsL:77,
DMS:77
configuring resourcesylSL:48, DMS:48
datafill and server configuration relationship
table, MSL:77, DMS:77
DMS configuration dialog boxiNs:108
INS:169, INS:225
M1 options dialog boxjNS:108 INS:169
INS:225
resourcesSeT:16
resources, configuringAbM:73
troubleshootingMsL:97, DMS:97
Switch administration worksheets,
SET:15-22
Switch Information tab)Ns:269
Switch Resource functiornbm:43
SwitchID field
Agent view, REP:221
IVRPort view, REP:248
Supervisor View,REP:316
SwitchPort view,REP:325
SwitchPort view,REP:324325
SwitchPortAddress field
Agent view, REP:221
IVRPort view, REP:248
Supervisor View,REP:316
SwitchPortName field
Agent view, REP:221
IVRPort view, REP:248
Supervisor view,REP:316
Sybase Open Cliengepr:4
and client software|Ns:127
Sybase ServeRer:4
Symposium Call Center Server
calls, REP:63 SUP:83
components|NS:5
connecting to from SMIjNS:157
databaseReP:35
description,INS:5
software, installing,INS:103 INS:332
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Symposium Call Center Servebntinued)
upgrading from Release 1.0ys:240
See alsserver

Symposium Call Center Server logon

parameters

Business GroupmsL:79, DMS:79

DMS passwordMsL:79, DMS:79

MBG, MsSL:79, DMS:79

Network Node,MSL:78, DMS:78

Service ID passwordvsL:79, DMS:79

service versionMsL:80, DMS:80
synchronizing

computer nameiNs:252

times, ADM:15, REP:203

system default skillsetabm:175
defining, ADM:185-187

System field,REP:246

System Information utilityNs:279

System log,ADM:252

System Management Interface WorkbenE&lee

SMI workbench

System Monitor window)Ns:292

System property pagens:268

System Value boxabm:156

System_ApplicationREP:173 REP:178

System_Default_Activity Codeybm:111

T

table data
entering and editingMsL:33, DMS:33
printing, MSL:33, DMS:33

tables, joining,REP:52

talk time, REP:75 REP:80
ACD calls, REP:87
DN calls, REP:97 REP:98 REP:99
DNIS statistics,REP:139
IVR port statistics,REP:144

TalkTime field
AgentByApplicationStat viewsREP: 75
AgentBySkillset views,REP:80
AgentPerformanceStat viewggP:104
DNISStat views,REP:139
IVRPortStat views REP:144

Tandberg MLR1 QIC tape driveyDM:288

tape
drives, ADM:288
rotation, ADM:288
TCP/IP
configuring CLAN NIC, INS:52
configuring ELAN NIC, INS:49
configuring RAS, INS:56
saving settingsiNs:59
testing ELAN and CLAN connectionsys:70
telephony network sup:s
Telephony/Port Address boxpm:94, ADM:101,
ADM:197
Telephony/Port Address fieldseT:33
Phonesets worksheetgT:21
\oice Ports worksheelseT:22
TelsetLoginID field
Agent view, REP:222
eCallbyCallStat viewsREP:193
eNetCallByCallStat viewsREP:206
Supervisor View,REP:317
TelsetShowReserve fiel®REP:222 REP:329
temp directory, checkingNs:129
Template field,REP:329
TemplatelD field
Agent view, REP:222
Application view, REP:226
ApplicationThresholdTemplate vievRep:231
DNISThresholdTemplate viewgep:235
REP:236
RealTimeColumn viewREP:275 REP:280
SkillsetThresholdTemplate vievRer:312
SummaryThresholdTemplate viemgp:314
Supervisor View,REP:317
UserTemplate viewREP:329
TemplateName fieldREP:222 REP:30] REP:317
temporary files, deletingiNs:129
Terminal Name boxADM:94, ADM:101
Terminal Name field
Phonesets worksheetgT:21
\oice Ports worksheefSeT:22
terminated callsRep:131
testing the network connectioms:76-71
TFA service,INS:293
TFE service,INS:293
third-party IVR application,REP:141 REP:146
Threshold box,Abm:270

40

Symposium Call Center Server



April 2000

Index

Threshold Class
field, SET:29
name field, SET:14
Threshold Class boxabMm:183
threshold classe®DM:119-125, ADM:179, SUP:47
adding, ADM:122-124
agent,REP:226 REP:33+332
application,REP:109 REP:236-231
assigning to agentsybm:210
changing,ADM:125
definition, SCR:287 SET:12
deleting, ADM:125
display, SCRr:287
DNIS, REP:236
example,SCR:287
nodal, REP:313314
pegging, SCR:287
previewing a list of ADM:125
printing list of, ADM:125
properties,REP:499-501
renaming,ADM:125, ADM:167
skillset, REP:31+312
worksheets SET:1+14
thresholds,ADM:126-134
adding to a threshold clasapm:123-124
display, ADM:121
pegging, ADM:120, SUP:103
properties,SET:34
ThresholdTemplatelD field
Agent view, REP:222
Supervisor view,REP:317
UserThresholdTemplate viewEP:332
ThresholdTemplateName fiel&kep:223 REP:317
throttling events,ADM:271—272
time comparisons, USiNGCR:56
Time data type SCR:70
Time field
ActivityCodeStat views REP:70
AgentByApplicationStat viewsREP: 75
AgentBySkillset views,REP:80
AgentPerformanceStat viewggP:104
ApplicationStat views REP:123
CDNStat views,REP:132
DNISStat views,REP:140
eAgentLoginStat viewREP:189
eCallbyCallStat viewsREP:193

Time field (continued)
elVRPortLoginStat viewREP:202
eNetCallByCallStat viewsREP:206
IVRPortStat views,REP:144
RANMusicRouteStat viewSREP:166
SkillsetStat viewsREP:178

Time In State field,supr:89

time intrinsics, SCR:237247
decision making with SCR:204

Time of Day intrinsic,SCR:238
exact time,SCR:239

time
changing,INS:41
synchronization ADM:15, REP:203
viewing system,ADM:15

TimeBeforeDefault field REP:123

TimeBeforeForceBusy fieldRep:124

TimeBeforeForceDisconnect fieltREpP:124

TimeBeforeForceOverflow fieldrep:124

TimeBeforelnterflow field,REP:125

TimeBeforelVRTransferred fieldRep:125

TimeBeforeNACDOuULt field,REP:125

timer option, SCR:199

timers, agent stateRep:83

Timestamp field
ActivityCodeStat views REP:70
AgentByApplicationStat viewsRrEP: 75
AgentBySkillset views,REP:81
AgentPerformanceStat viewgEeP:104
ApplicationStat views REP:127
CDNStat views,REP:132
DNISStat views,REP:140
eAgentLoginStat viewREP:189
eCallbyCallStat viewsREP:193
elVRPortLoginStat viewREP:202
eNetCallByCallStat viewsREP:207
IVRPortStat views,REP:144
RANMusicRouteStat viewsREP:167
SkillsetStat viewsREP:178

tips

callers, SCR:48

giving tones,SCR:50

high traffic, scr:51

loops, SCR:52

most likely conditions,ScRr:47
out of service,SCRr:48
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tips (continued)

ranges,SCR:55

script writing, SCR:4457

sections,SCR:55

time comparisonsscRr:56

unnecessary commandsgR:45

variables,scR:57
Title field, REP:223 REP:317

Agent Configuration worksheegeT:34

Desktop User workshee§eT:9

Supervisor Configuration worksheetgT:33
To box, suP:74 supP:75
tones

giving, SCR:50

using, SCR:50
Total Active Calls intrinsic,SCR:251
Total Answered Delay thresholdpm:133
Total Calls Answered Delay fieldsup:108
Total Wait Time thresholdabm:134
TotalCallsAbandonedDelay fieldkepP:163
TotalCallsAnsweredDelay fieldRep:163
TotalStaffedTime field,REP:81 REP:178
traffic intrinsics, SCR:249-251

decision making with SCR:205
transferred callsRep:85

ACD calls, REP:88-89

application statisticSREP:118

CDN calls, REP:93-94

consultation time REP:94

DN calls, REP:95-96

IVR, REP:119 REP:125 REP:138

IVR port statistics,REP:142

IVR statistics, REP:148

reports, REP:43+437
Transferred intrinsicSCR:271
transition mode ADM:176, SUP:43

putting skillset into,ADM:188-189
treatments REP:448-453

ApplicationStat viewsREP:114-117, REP:123-

126

DNISStat views,REP:135-136
troubleshooting

Activity LED, ADM:367

add-in adapterabm:368

agent Variable Wrap stat®/sL:101, DMS:101

troubleshootingcontinued)

agents or supervisors unable to log on,
MSL:100, DMS:100

calls not presented to agents;R:344
MSL:101, DMS:101

client logon, MSL:97, DMS:97

client-server connectionns:296-291

installation problems|Ns:284-287

link LED, ADM:367

network connectionADM:367, INS:288-289

overview, MSL:96, DMS:96

phoneset dial toneyisL:98, DMS:98

problems with serviceaNns:292-294

resource configurationysL:99, DMS:99

server, ADM:367

server cannot acquire CDNBISL:99, DMS:99

server cannot acquire phonesas,.:99,
DMS:99
server connectionabM:366
server not monitoring activity on secondary
DN, MsSL:99, DMS:99
server not receiving switch information,
MSL:97, DMS:97
software checklistAbm:365
subsystem link problemsysL:97, bms:97
supervisors emergency notificationsL: 100,
DMS:100
trusted host, ICM securityySL:29, DMS:29
TSM service,INS:293
two-stage transfemRep:59
Type field, REP:297
CDN view, REP:232

ScheduledSupervisorAssignment view,
REP:293

Script view, REP:295
SupervisorAgentAssignment VieWwgP:320
SupervisorByAssignment viewREP:323
SwitchPort view,REP:325
Views view, REP:333

types
of calls, sup:83
of data fields,sup:82
of intrinsics, SCR:202
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TZ
sample valuesiNs:29
setting system time variableys:42
value formula,INS:29

U

unavailable agentssup:105
uninstalling
client software,INS:146-149
DMI, INS:123

pcANYWHERE during conversioniNs:184

PEPs from client PCINS:146
server software|ns:122
Software Development KitiNs:128
unnecessary commands, avoidirsR:45
unsolicited events
description, SCR:174
Event Handler,ScRr:174
untreated callSREP:147148, SUP:9798
UpdateRate fieldREP:253
updating emergency repair diskis:68-69
updating.Seechanging
upgrading
client software,INS:232
from Release 1.0iNS:240
server software|Ns:160
Windows NT, INS:191
user-created reports for Release 3.0,
REP:16-11
User Access Privilege repomepP:565567
user
accounts on servenDM:64
connection, querying the status efHm:60
desktop statuspbm:s0
Sessions ADM:59—61
User Configuration worksheesgT:32
completing for agentsseT:34
completing for desktop usersgT:9
completing for supervisorsseT:33
user ID, sup:22
box, ADM:49
field, SET:9
User Managerabm:12

User name field SET:33
Agent Configuration worksheegET:34
Desktop User worksheeseT:9

User Profile Editor,ADM:12

user-created report®epr:2 SUP:130
creating, REP:39-40
creating in Crystal Repor|epr:29-34
deleting, sup:154
importing, REP:4+42
upgrading to Release 3.@gpP:16-11

user-defined real-time displaysbm:138, SUP:68
user-defined reportKEP:2 SUP:130 SUP:135-148

and serversup:137
and userid of creatosup:137
creating, SUP:138-149
deleting, sup:154
location of, sup:137
UserGivenName fieldREP:299 REP:310
userid, SuP:137
UserlD field
ActivityCodeStat views REP:71
Agent view, REP:223
AgentByApplicationStat viewsRrEP: 76
AgentBySkillset views,REP:81
AgentPerformanceStat viewggpP:104
eAgentLoginStat viewREP:189

ScheduledSkillsetAssignment viewEP:290

SkillsetByAgent view,REP:307
SkillsetByAssignment viewRrEP:310
Supervisor view,REP:318

users
function, ADM:44

See als@gents, desktop users, supervisors

UserSurName fieldREP:290 REP:310
UserTelsetLogin field REP:290
UserTelsetLoginID field REP:310
UserTemplate viewRrEP:328-330
UserThresholdTemplate vievREP:33:332
using

loops, SCR:52

ranges,SCR:55

sample scriptsscr:95

sections,SCR:55

time comparisonsscRr:56

tones, SCR:50

variables,scRr:57
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utilities
Computer Name Synans:252
configuration tool,INs:254
Database Restorens:265
DMI View, INS:266
Feature ReportiNs:267
migration, INS:274
Nbconfig, INS:254
Network Adapters InformationNs:280
nicomsetup,INS:263
registry maintenancans:27s
Shutdown, INS:277
startup, INS:278
System Informationns:279
voice prompt languagesys:273

V

validating scripts,SCR:110Q INS:112 INS:173
INS:213 INS:229
validation
description, SCR:30
resolving errors SCR:111
window, INS:103 INS:205
Validation Options dialog boxscr:2s
values, assigning to variables¢r:74-78
Variable field, REP:299
variable wrap
state, MSL:101, DMS:101
threshold,ADM:127
variables
adding, SCR:92
assigning a single valuescr:74
assigning values tosCR:74-78
changing attributesscr:s2
deleting, SCR:82-83
description,SCR:17
example,scRr:17
naming, SCR:71
properties of,REP:296-299
referencing scriptsscr:80
rules, SCR:42
Script Variable window,SCR:67
using, SCR:57
warning, SCR:65

variablescontinued)
reports, REP:547552
See alsaall variables; global variables
VariableStatus fieldREP:299
VariableType field,REP:299
VariableWrap field,REP:223 REP:330
VariableWrapTime field,REP:105
verifying
ACD, MsL:85, DMS:85
ACD groups and subgroupsisL:85, DMS:85
agent phoneset configuratiomsL:86, DMS:86
agents configurationmsL:88, DMS:88
CDNs configuration,MSL:89, DMS:89
connection to the serverRepP:23-26
DNIS configuration,MSL:93, DMS:93
DNISs sample scriptyvsL:93, DMS:93
ICM link, msL:83 DMs:83
music and RAN route configuratiomsL:91,
DMS:91
music and RAN route sample scripisL:91,
DMS:91
overview, MSL:82, DMS:82
phoneset configurationyisL:86, DMS:86
server logon to switchysL:83, DMS:83
supervisor phonesets configuratiomsL:87,
DMS:87
video
adapter, checkingins:185
drivers, changingjNs:213
Video mode,ADM:341
setting, INS:76
View Mode box, sup:72
viewing
access class membershinm:32—33
agents assigned to a supervisawm:198-199
backup objectsADM:301-303
contents of backup tap@apm:304
date, time, and time zonepM:15
global settings,sup:4850
list of logged-on desktop userapm:60
modes,ADM:141, SUP:70
real-time displayssup:76
skillset properties SUP:5153
time, date, and time zonepm:15
ViewMode field, REP:280
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views
view, REP:333
See alsalatabase views

virtual CD, INS:141
creating, INS:141

virtual memory, INS:40, INS:186
insufficient, INS:295

Voice call key, ADM:140, SUP:70

\oice Port Channel
box, ADM:103
field, seT:22

\oice Port Name
box, ADM:102
field, seT:22

voice ports,ADM:99-105
acquiring, ADM:104
adding, ADM:100-103
changing,ADM:105
deacquiring,ADM:104
definition, SET:22
deleting, ADM:105
function, ADM:44
previewing list of, ADM:105
printing list of, ADM:105
properties,REP:247248
worksheet,seT:22
See alsdVR ports

VSM service,INS:293

W

wActivityCodeStat,REP:6771
wAgentByApplicationStat ViewREP:72-76
wAgentBySkillsetStat viewRreP: 7782
wAgentPerformanceStat vie\REP:83-107
Wait command,scRr:137

restriction, SCR:134 SCR:137
wait time, increasingscr:214
waiting agents,sup:103
waiting calls

application statisticssupr:94

nodal statisticssup:99

IVR statistics, SuP:98

skillset statistics SUP:106 SUP:109

waiting time, SUP:106-107
field, suP:95 SUP:109 REP:105 REP:144
threshold,ADM:130
Walkaway thresholdaDM:127
WalkawayTime field,REP:105
wApplicationStat view,REP:108-128
wCDNStat view, REP:129-132
wDNISStat view, REP:133-140
Weekly
box, ADM:157
field, SET:48
views, REP:61
WeeksOfWeekly field REP:244
Where-Equals commandcCRr:180
rules, SCR:43
Width field, rReP:271
Wildcard data typescRr:70
wildcards
CLID, scR:262
description,SCR:262
rules, SCR:262
Windows NT
changing Windows NT Administrator
passwordns:32
computer name, changingys:44
configuring, INS:23-72
date, changingiNs:41
DMS checks,INs:26
logging on to,INS:31
time zone, changingNs:41
time, changing,NS:41
workgroup name, changingys:44
version, checking|Ns:313
Windows NT Administrative ToolsaADM:12
Windows NT DiagnosticSADM:12
Windows NT Event Viewerabm:12,
ADM:262—263
Windows NT Service Pack 3, installingys:35,
INS:195
WINS, configuring, INS:53
With Priority option, SCR:159 SCR:163
With Scale From boxsup:74 sup:75
wlIVRPortStat view,REP:14+145
workgroup name, changingys:44
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worksheet
Access ClassesSET: 78
Activity Codes, SET:17
Agent Configuration,SET:34-35
Agent to Skillset AssignmenET:39-40
Agent to Supervisor AsSignmentgT:41-42
CDNs, SET:18
Desktop UserseT:9
DNISs, SET:19
Historical Statistics CollectionSET:4749
installation, INS:9
Music/RAN Routes,SET:20
PhonesetsseT:21
Real-time Statistics ConfiguratiorsgT:4546
Skillset Global SettingsseT:30

worksheetcontinued)
Skillsets, SET:29
Supervisor ConfigurationSeT:33
Threshold ClassseT:14
User Configuration SET:32
\oice Ports,SET:22
wWRANMusicRouteStat viewREP:165-167
WriteAccess field,REP:216
WriteAgentAccess fieldrep:217
WriteAllAgentAccess field,REP:217
writing scripts
conventions,SCR:36-42
flowchart, scr:19
tips, SCR:4457
wSkillsetStat view,REP:172-179
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Tell us about yourself:

Name:

Company:
Address:

Occupation: Phone:

1. Whatis your level of experience with this product?

[] New user [ ] Intermediate [ ] Experienced [ ] Programmer
2. How do you use this book?

[ ] Learning [ ] Procedural [ ] Reference [ ] Problem solving
3. Did this book meet your needs?

[] Yes [] No

If you answered No to this question, please answer the following questions.

4. What chapters, sections, or procedures did you find hard to understand?

5.  What information (if any) was missing from this book?

6. How could we improve this book?

Please return your comments by fax to (416) 597-7104, or mail your comments to
Toronto Information Products, Nortel Networks, 522 University Avenue, 14th Floor, Toronto, ON,
Canada, M5G 1W7.
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