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Index
ADM = Administrator’s Guide
DMS = Symposium and DMS Switch Guide
INS = Software Installation and Upgrade Guide
MSL = Symposium and MSL-100 Switch Guide
REP = Historical Reporting and Data Dictionary
SCR = Scripting Guide
SET = Setup Guide
SUP = Supervisor’s Guide
Symbols
%_Calls_Abandoned threshold,  ADM:127

%Abandoned_Aft_Threshold threshold,  
ADM:127

%Service Level for Ans Calls threshold,  
ADM:130

%Service Level threshold,  ADM:128

@company_name formula,  REP:43

@report_interval formula,  REP:43

@report_title formula,  REP:43

@report_user formula,  REP:43

@site_id formula,  REP:43

Numerics
1003t

formatting the RAID drives on,  ADM:332–334

performing a consistency check on,  ADM:323

performing a RAID backup on,  ADM:330–331

rebuilding RAID drives on,  ADM:328

splitting the RAID drives on,  ADM:324–327

3WC key,  REP:85

4 mm DAT tape drive,  ADM:288

40593 event code,  ADM:71,  ADM:252

702t
performing a consistency check on,  

ADM:309–310

performing a RAID backup on,  ADM:318–319

rebuilding the RAID drives on,  ADM:316–317

702t (continued)

splitting the RAID drives on,  ADM:311–315

A
abandoned call delays,  REP:119

application statistics,  REP:110,  REP:112

DNIS statistics,  REP:134,  REP:138

reports,  REP:454–457,  REP:617–619

skillset statistics,  REP:176,  REP:177–178

abandoned calls,  SUP:3

application statistics,  REP:111–112,  SUP:91–92

CDN statistics,  REP:130

DNIS statistics,  REP:134

during presentation,  REP:106

IVR treatment,  REP:119

reports,  REP:454–457,  REP:617–619

abandoned delay spectrum,  REP:110

AbdDelay fields,  REP:110

access 
levels,  REP:214–217

privileges,  ADM:35–44

to server, controlling,  ADM:51–53

Access Class
box,  ADM:49

field, SET:9

function,  ADM:35

Access Class Name,  SET:7
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access classes,  ADM:27–34,  REP:317

adding,  ADM:29–31

changing,  ADM:34

deleting,  ADM:34

previewing list of,  ADM:34

printing list of,  ADM:34

reports,  REP:565–567

worksheet,  SET:7–8

Access field,  SET:7

AccessRights view,  REP:214–217

ACD,  SUP:8

calls,  REP:48,  REP:64,  SUP:84,  SUP:104

configuring groups,  MSL:51,  DMS:51

groups and subgroups verification,  MSL:85,  
DMS:85

groups for CDN, configuring,  MSL:51,  DMS:51

statistics,  REP:48

subgroups,  ADM:92,  ADM:192

subgroups, configuring,  MSL:59,  DMS:59

verification,  MSL:85,  DMS:85

ACD DN,  ADM:114,  SUP:8

ACD groups configuration,  MSL:53,  DMS:53

configuring,  MSL:61,  DMS:61

ACDCallsAnswered field,  REP:86

ACDCallsConfToCDN field,  REP:86

ACDCallsConfToDN field,  REP:86

ACDCallsConfToIncalls field,  REP:87

ACDCallsConfToOther field,  REP:87

ACDCallsTalkTime field,  REP:87

ACDCallsTransferredToCDN field,  REP:88

ACDCallsTransferredToDN field,  REP:88

ACDCallsTransferredToIncalls field,  REP:88

ACDCallsTransferredToOther field,  REP:89

ACDLOGIN table,  ADM:205

Acquire field
CDN view,  REP:232

IVRPort view,  REP:247

SwitchPort view,  REP:324

acquired resources,  SET:16

acquiring
CDNs,  ADM:82

phonesets,  ADM:95

resources,  ADM:74–75,  SUP:7

voice ports,  ADM:104

acquisition state of a switch resource definition,  
SET:16

Acrobat Reader, installing,  INS:234

activated scripts
changing,  SCR:31

deactivating,  SCR:115–119

maximum number allowed,  SCR:115

saving changes,  SCR:100–101

activating
reports,  SUP:159

scripts,  SCR:115–119

activation
description,  SCR:30

subscripts,  SCR:31

Active Agents
parameter,  ADM:156

field,  SET:47

Active threshold,  ADM:126

ActiveTime field,  REP:173

Activity Code box,  ADM:154

Activity Code By Agent report,  REP:362–364

Activity Code By Application report,  
REP:365–367

Activity Code Name
box,  ADM:110

field,  SET:17

Activity Code Number
box,  ADM:110

field,  SET:17

Activity Code Properties report,  REP:474–476

activity code reports
configuration,  REP:474–476

statistic,  REP:361–370,  REP:442–444

activity code statistics,  REP:67–71,  REP:361–370

entity relationships,  REP:343

linkages,  REP:71

activity codes,  ADM:107–111,  ADM:178,  REP:67,  
SUP:14,  SUP:47

adding,  ADM:109–110

changing,  ADM:111

deleting,  ADM:111

field,  SET:48

function,  ADM:35

parameter,  ADM:156

previewing list of,  ADM:111

printing list of,  ADM:111

properties,  REP:218

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 view,  REP: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, printing,  SUP:164–167

Add Voice Port box,  ADM:94

add-in adapter, problems with,  ADM:368

adding
access classes,  ADM:29–31

activity codes,  ADM:109–110

advanced commands,  SCR:91

agent to skillset assignments,  ADM:233–236

agent to supervisor assignments,  ADM:221–223

agents,  ADM:205–213

associated supervisors,  SUP:34

call presentation classes,  ADM:165–166

CDNs,  ADM:79–81

columns,  SUP:74

commands,  SCR:91

connection profile,  ADM:345,  INS:85

customized formulas to reports,  REP:43–45

desktop users,  ADM:47–50

Dial-Up Networking connection profile,  
ADM:344–346,  INS:85–86

DNISs,  ADM:115–116

event preferences,  ADM:269–270

formulas,  ADM:145–147

intrinsics,  SCR:91

music routes,  ADM:87–88

operators,  SCR:92

phonesets,  ADM:93–94

RAN routes,  ADM:87–88

real-time display definitions,  SUP:71–75

script elements,  SCR:91,  SCR:92

servers,  ADM:18–20

skillset assignments,  SUP:33–34,  SUP:54–55

skillsets,  ADM:182–184

SMI systems,  ADM:18–20

adding (continued)

supervisors,  ADM:194–197

threshold classes,  ADM:122–124

thresholds to a threshold class,  ADM:123–124

variables,  SCR:92

voice ports,  ADM:100–103

See also creating, defining
addition expression,  SCR:278

admin mode,  INS:256

adminGroup access class,  ADM:28

Administrative Tools, Windows NT,  ADM:12

Administrator account,  ADM:64

changing password for,  ADM:65–66,  INS:32–34

advanced commands
adding,  SCR:91

sample scripts and,  SCR:292

Age Of Call intrinsic,  SCR:254

Agent Available threshold,  ADM:131

Agent Average Calls Per Hour
Bottom 5 report,  REP:375–376

Top 5 report,  REP:377–378

report,  REP:372–374

Agent by Activity Code report,  REP:379–381

Agent By Application Performance report,  
REP:382–384

agent by application statistics,  REP:72–76,  
REP:382–384

entity relationships,  REP:344

linkages,  REP:76

Agent By Skillset Performance report,  
REP:385–388

agent by skillset statistics,  REP:77–82,  
REP:385–388

entity relationships,  REP:345

linkages,  REP:81–82

Agent By Supervisor Properties report, 
REP:477–479

Agent Configuration worksheet,  SET:34–35

Agent DN Performance
Calls Answered, Bottom 5 report,  REP:394–395

Calls Answered, Top 5 report,  REP:396–397

report,  REP:389–393

Agent Events per Day
parameter,  ADM: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 preference,  ADM:172,  ADM:173

configuring,  ADM:185–187

Agent In Service threshold,  ADM:131

agent keys and real-time displays,  ADM:140

Agent login and logout
box,  ADM:158

field,  SET:48

Agent Login/Logout report,  REP:398–400

Agent Name field,  SUP:86

Agent to Skillset Assignment worksheet,  
SET:39

Agent to Supervisor Assignment worksheet,  
SET:41

Agent Not Ready threshold,  ADM:131

Agent On DN call threshold,  ADM:131

Agent on In call threshold,  ADM:131

Agent Performance
By Supervisor report,  REP:411–416

Calls Answered, Bottom 5 report,  REP:417–422

Calls Answered, Top 5 report,  REP:423–424

report,  REP:404–410

agent
phoneset,  ADM:92

position,  ADM:204

Agent Position ID report,  REP:529–532

Agent Positions
field,  SET:47

parameter,  ADM:156

Agent Preference
box,  SUP:49

field,  SET:30

options,  ADM:186

Agent Properties report,  REP:480–485

agent real-time displays
filtering, 74

refresh rate for,  ADM:144

real-time display template,  SUP:117

Agent Short Calls report,  REP:425–430

Agent Skillset Assignment report,  REP:486–488

Agent Skillset Properties report,  REP:489–492

agent statistics,  SUP:86–89

by application,  REP:72–76

by skillset,  REP:77–82

data collection option,  SUP:89

entity relationships,  REP:344–346

linkages,  REP:76,  REP:81–82,  REP:106

login and logout,  REP:187–189

performance,  REP:83–107

performance, entity relationships,  REP:346

performance, linkages,  REP:106

Agent Statistics box,  ADM:144

Agent Supervisor Assignment report,  
REP:493–495

Agent Threshold Classes function,  ADM:35

agent thresholds,  ADM:126–127

agent to skillset assignments,  ADM: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 assignments,  ADM:217–228,  
REP:291–293,  REP:321–323,  SUP:35–39,  
SET:38

adding,  ADM:221–223

changing,  ADM: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:431–437

Agent Unavailable threshold,  ADM:132

AgentByApplication field,  REP:239

AgentByApplicationStat views,  REP:72–76

AgentBySkillsetStat views,  REP:77–82
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AgentGivenName field
ActivityCodeStat views,  REP:68

AgentByApplicationStat views,  REP:73

AgentBySkillsetStat views,  REP:78

AgentPerformance views,  REP:89

eAgentLoginStat view,  REP:187

SupervisorAgentAssignment view,  REP:319

AgentID field,  REP:291,  REP:321

AgentLogin field
ActivityCodeStat views,  REP:69

AgentByApplicationStat views,  REP:73

AgentBySkillsetStat views,  REP:78

AgentPerformance views,  REP:89

eAgentLoginStat view,  REP:187

HistoricalStatCollection view,  REP:239

AgentPerformance field,  REP:239

AgentPerformanceStat views,  REP:83–107

AgentReserveTimer field,  REP: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 to,  ADM:212–213,  
ADM:221–223

assigning threshold classes to,  ADM:210

assigning to skillsets,  ADM:211

calls not presented,  SCR:344,  MSL:101,  
DMS:101

changing,  ADM:214

changing capabilities of,  ADM:214

changing properties of,  SUP:27–34

changing skillset priorities for,  ADM:233–236

configuring,  SET:34

configuring ACD groups,  MSL:53,  DMS:53

configuring logon IDs,  MSL:70,  DMS:70

configuring on the server,  MSL:71,  DMS:71

configuring phoneset keys,  MSL:63,  DMS:63

configuring phonesets,  MSL:63,  MSL:65,  
MSL:66,  DMS:63,  DMS:65,  DMS:66

configuring phonesets on the server,  MSL:66,  
DMS:66

deleting,  ADM:215

description,  ADM:204

keys and real-time displays,  SUP:70

agents (continued)

lists,  SCR:208

name, blank,  REP:51

presenting calls to,  ADM:172

previewing list of,  ADM:214

printing list of,  ADM:215

properties,  REP:219–224

skillset assignments,  REP:306–307

state timers,  REP:49,  REP:83

statistics by application,  REP:72–76

statistics by skillset,  REP:77–82

supervisor assignments,  REP:319–320

threshold classes,  REP:226,  REP:331–332

unable to log on,  MSL:100,  DMS:100

verifying configuration,  MSL:88,  DMS:88

verifying phoneset configuration,  MSL:86,  
MSL:88,  DMS:86,  DMS:88

Agents Available field,  SUP:103

Agents In Service field,  SUP:103

Agents included in this assignment box,  
ADM:235

Agents Not Ready field,  SUP:103

Agents On ACD-DN Call
field,  SUP:104

threshold,  ADM:131

Agents On DN Call field,  SUP:104

Agents On In Call field,  SUP:104

Agents On Non-Skillset Call field,  SUP:104

Agents On Other In Call field,  SUP:105

Agents On Other Skillset Call
field,  SUP:105

Agents On Other Skillset Call threshold,  
ADM:131

Agents On Skillset Call field,  SUP:105

Agents On This Skillset Call
field,  SUP:105

threshold,  ADM:132

Agents Unavailable field,  SUP:105

AgentSurName field
ActivityCodeStat views,  REP:69

AgentByApplicationStat views,  REP:73

AgentBySkillsetStat views,  REP:78

AgentPerformanceStat views,  REP:89

eAgentLoginStat view,  REP:188

SupervisorAgentAssignment view,  REP:319

AgentTelsetLoginID field,  REP:319
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AgentUserID field,  REP:319

Alarm Monitor,  ADM:244,  ADM:275–279

configuring background,  ADM: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 for,  ADM:279

Alias,  REP:36

Alias Name box,  REP:36

aliases. See database aliases
AllAgentBusyTime field,  REP:173

AlternateCallAnswer field,  REP:219,  REP:328

AND expression,  SCR:275

AnsDelay fields,  REP:110

Answered Call Count intrinsic, and data 
collection,  SCR:209

answered call delays
application statistics,  REP:110,  REP:113,  

REP:120

at skillset,  REP:113,  REP:120

DNIS statistics,  REP:135,  REP:139

reports,  REP:458–461,  REP:620–622

skillset statistics,  REP:175

answered calls
agent by application statistics,  REP:74

agent by skillset statistics,  REP:78

agent performance statistics,  REP:91

application statistics,  REP:112–113,  SUP:92–93

CDN statistics,  REP:130

DNIS statistics,  REP:135

IVR port statistics,  REP:142

nodal statistics,  SUP:99

reports,  REP:458–461,  REP:620–622

short calls,  REP:79,  REP:102

skillset statistics,  REP:174–176,  SUP:106,  
SUP:108

answered delay spectrum,  REP:110

Answering Skillset field,  SUP:86

Application box,  ADM:153

Application By Activity Code report,  
REP:442–444

Application Call Treatment report,  REP:448–453

Application Delay
Before Abandon report,  REP:454–457

Before Answer report,  REP:458–461

application events,  ADM:251

Application field
ActivityCodeStat views,  REP:69

AgentByApplicationStat views,  REP:73

ApplicationStat views,  REP:111

HistoricalStatCollection view,  REP:240

SkillsetStat views,  REP:173

Application ID field,  SUP:91

Application log,  ADM:251

Application Name field,  SUP:91

Application Performance report,  REP:462–465

application real-time display template,  
SUP:119–120

application reports
configuration,  REP:499–501,  REP:608–610

statistics,  REP:382–384,  REP:441–468,  REP:693–
696

Application Script Properties report,  
REP:496–498

application scripts. See scripts
application statistics,  REP:108–128,  REP:441–468,  

SUP:90–96

by agent,  REP:72–76

data collection option,  SUP:96

entity relationships,  REP:346

linkages,  REP:127–128

Application Statistics box,  ADM:144

Application Template Properties report,  
REP:499–501

application threshold classes,  REP:109,  
REP:230–231

properties,  REP:499–501

function,  ADM:37

application thresholds,  ADM:127–130

Application view,  REP:225–226

ApplicationByScript view,  REP:227–229

ApplicationID field
ActivityCodeStat views,  REP:69

AgentByApplicationStat views,  REP: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 for,  ADM:156

parameter,  ADM:156

properties,  SCR:287,  REP:225–226

statistics by agent,  REP:72–76

window,  SCR:287

ApplicationStat views,  REP:108–128

ApplicationTemplate view,  REP:230

ApplicationThresholdTemplate view,  
REP:230–231

applying Microsoft hot fix,  INS:36,  INS:163

ASM service,  INS:293

Assign command,  SCR:126

Assign to Supervisor field,  SET:41

AssignID field
ScheduledSkillsetAssignment view,  REP:288

ScheduledSupervisorAssignment view,  
REP:291

SkillsetByAssignment view,  REP:308

SupervisorByAssignment view,  REP:321

assigning
agents to skillsets,  ADM:211,  SUP:33–34,  

SUP:54–55

agents to supervisors,  ADM:221–223

associated supervisors,  SUP:34

call presentation classes to agents,  ADM:209

supervisors to agents,  ADM:212–213

threshold classes to agents,  ADM:210

values to variables,  SCR:74–78

Assignment name field
Agent to Skillset Assignment worksheet,  

SET:39

Agent to Supervisor Assignment worksheet,  
SET:41

assignments
worksheets,  SET:37–42

See also agent to skillset assignments, agent 
to supervisor assignments

AssignName field
ScheduledSkillsetAssignment view,  REP:288

ScheduledSupervisorAssignment view,  
REP:291

SkillsetByAssignment view,  REP:308

SupervisorByAssignment view,  REP:321

AssignType field,  REP:291,  REP:321

associated supervisors,  ADM:192,  SUP:12

assigning or removing,  SUP:34

See also reporting supervisors, supervisors
AssociatedData field,  REP:191,  REP:204

asynchronous events
description,  SCR:174

Event Handler,  SCR:174

attributes,  REP:339

variables,  SCR:82

AUDIT service,  INS:293

automatic
call distribution. See ACD
setting pcANYWHERE service to,  INS:76

setting RAS service to,  INS:39

available agents,  SUP:103

Average Speed Answer intrinsic,  SCR:211

and data collection,  SCR:212

Average_Abandon_Delay threshold,  ADM:128

Average_Answer_Delay threshold,  ADM:128

Average_Answer_Delay_S threshold,  ADM:132

B
background

colors for threshold display box,  SUP:74,  
SUP:75

configuring Alarm Monitor to appear in,  
ADM:279

backing up the database,  INS:344

Backup Definition box,  ADM:293

Backup Scheduler,  ADM:290

function,  ADM:37

Backup tool, Windows NT,  ADM:12

backups
and daily maintenance,  ADM:287

database,  ADM:286

full,  ADM:285

logs,  ADM:296–297
Master Index 7
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backups (continued)

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, rotating,  ADM:288

tapes, viewing contents of,  ADM: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 name,  REP:51

lines in scripts,  SCR:38

blind
conferences,  REP:85

transfers,  REP:85

blue database,  REP:31

Boolean data type,  SCR:69

BreakTime field,  REP:90

Business Group, logon parameters,  MSL:79,  
DMS:79

Business week contains 
box,  ADM:158

field,  SET:49

BusinessDaysPerWeek field,  REP:243

BusinessHoursPerDay field,  REP:243

busy
Give Busy command,  SCR:146

threshold,  ADM:126

BusyMiscTime field,  REP:90

BusyOnDNTime field,  REP:90

By-Application box,  ADM:154

By-Skillset box,  ADM:154

C
calculated data,  REP:359

calculating disk space requirements,  ADM:159

call
age,  ADM:174

priority,  ADM:174

Call age preference field,  SET:29

Call by call
box,  ADM:158

field,  SET:49

Call By Call Statistics report,  REP:470–472

Call Center Admin access class,  ADM:28

call center summary real-time display. See nodal 
real-time display

call center summary statistics. See nodal 
statistics

call center summary threshold class. See nodal 
threshold class

Call Center User Configuration worksheets,  
SET:31–35

call defaulting,  SCR:11

call events,  REP:193–200,  REP:207–210

call flow description,  SCR: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 threshold,  ADM:126

call presentation,  ADM:162,  SUP:45–46

box,  ADM:166

properties,  SET:34

Call Presentation Class for this Agent
box,  ADM:209

field,  SUP:31

call presentation classes,  ADM:163–167,  SET:24

adding,  ADM:165–166

assigning to agents,  ADM: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 classes (continued)

properties of,  REP:328–330

worksheets,  SET:23–25

Call Presentation Name field,  SET:25

Call Presentation Type field,  SET: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 field,  REP:302

CallByCall field, Application view,  REP:225

call-by-call reports,  REP:42,  REP:470–472

call-by-call statistics,  REP:190–200,  REP:470–472

configuring collection of,  ADM:159

caller account, configuring remote PC,  INS:76

Caller Entered Data Delimiter box,  ADM:186,  
SUP:49

Caller-Entered-Data Delimiter field,  SET:30

caller-entered data,  REP:131

caller-entered data delimiter,  ADM:185

CallEvent field,  REP:191,  REP:193–200,  REP:205,  
REP:207–210

CallEventName field,  REP:191,  REP:205

CallForceDelayTimer field,  REP:219,  REP:328

CallForceOption field,  REP:219,  REP:328

CallID field,  REP:191,  REP:205

calling line identification. See CLID
CallRequestQueueSize field,  REP:303

CallRequestQueueSizeThreshold field,  REP:303

calls
not treated by IVR,  REP:127

presented. See offered calls
types,  REP:63,  SUP:83

See also ACD calls, DN calls, incoming calls, 
outgoing calls, Symposium Call Center 
Server calls

Calls Abandoned After Threshold field,  SUP:92

Calls Abandoned Delay 
field,  SUP:92

threshold,  ADM:128

Calls Abandoned
field,  SUP:91

threshold,  ADM:128

Calls Abdnd Aft Threshold threshold,  ADM:128

Calls Answd Aft Threshold threshold,  ADM:128, 
 ADM:132

Calls Answd Dly At Skillset threshold,  ADM:129

Calls Answered After Experiencing Delay field,
 SUP:106

Calls Answered After Threshold field,  SUP:92,  
SUP:97,  SUP:106

Calls Answered Delay At Skillset field,  SUP:93

Calls Answered Delay
field,  SUP:93,  SUP:97

threshold,  ADM:129

Calls Answered field,  SUP:92,  SUP:97,  SUP:99,  
SUP:106

Calls Answered threshold
application thresholds,  ADM:129

nodal thresholds,  ADM:130

skillset thresholds,  ADM:132

Calls Given Terminate threshold,  ADM:129

Calls Given Termination Treatment field,  SUP:93

Calls Not Treated After Threshold field,  SUP:98

Calls Not Treated Delay field,  SUP:98

Calls Not Treated field,  SUP:97

Calls Offered
field,  SUP:93,  SUP:99,  SUP:106

threshold,  ADM:129,  ADM:130

Calls per hour
field,  SET:47

parameter,  ADM:156

Calls Transferred Out field,  REP:118

Calls Waiting field
application statistics,  SUP:94

IVR statistics,  SUP:98

nodal statistics,  SUP:99

skillset statistics,  SUP:106

Calls Waiting threshold
application thresholds,  ADM:129

nodal thresholds,  ADM:130

skillset thresholds,  ADM:132

CallsAbandoned field,  REP:48

ApplicationStat views,  REP:111

CDNStat views,  REP:130

DNISStat views,  REP:134
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s

CallsAbandonedAftThreshold field
ApplicationStat views,  REP:111

DNISStat views,  REP:134

CallsAbandonedDelay field
ApplicationStat views,  REP:112

DNISStat views,  REP:134

CallsAbandonedDelayAtDest field,  REP:152,  
REP:159

CallsAnswered field,  REP:48

AgentByApplicationStat views,  REP:74

AgentBySkillset Stat views,  REP:78

AgentPerformance views,  REP:91

ApplicationStat views,  REP:112

CDNStat views,  REP:130

DNISStat views,  REP:135

IVRPortStat views,  REP:142

SkillsetStat views,  REP:174

CallsAnsweredAfterThreshold field,  REP: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 field,  REP:113

CallsConferenced field,  REP:9,  REP:142

CallsConferencedIn field,  REP:113

CallsConferencedOut field,  REP:114

CallsGivenBroadcast field,  REP:114

CallsGivenDefault field,  REP:114,  REP:135

CallsGivenForceBusy field,  REP:115,  REP:136

CallsGivenForceDisconnect field,  REP:115,  
REP:136

CallsGivenForceOverflow field,  REP:115,  
REP:136

CallsGivenHostLookup field,  REP:115

CallsGivenIVR field,  REP:116

CallsGivenMusic field,  REP:116

CallsGivenNACD field,  REP:116

CallsGivenRAN field,  REP:117

CallsGivenRouteTo field,  REP:117,  REP:136

CallsNACDOut field,  REP:117,  REP:137

CallsNotTreated field,  REP:147

CallsNotTreatedAftThreshold field,  REP:148

CallsNotTreatedDelay field,  REP:148

CallsOffered field,  REP:48,  REP:59

AgentPerformance views,  REP:91

ApplicationStat views,  REP:118

CDNStat views,  REP:130

DNISStat views,  REP:137

SkillsetStat views,  REP:175

CallsReachNonISDN field,  REP:137,  REP:169

CallsReturnedToQ field,  REP:91

CallsReturnedToQDueToTimeout field,  REP:92

CallsTerminated field,  REP:131

CallsTransferred field,  REP:9,  REP:142

CallsTransferredIn field,  REP:118

CallsWithDigitsCollected field,  REP:131

canceling backups,  ADM:298,  ADM:306

capabilities
changing for agents,  ADM:214

changing for desktop users,  ADM:56

changing for supervisors,  ADM:200

Category field,  REP:234

cdinst.exe program,  ADM:340

CDN,  SUP:6

box,  ADM:153

calls. See Symposium Call Center Server call
data type,  SCR:69

view,  REP:232–233

CDN field
CDN view,  REP:232

CDNStat views,  REP:131

HistoricalStatCollection view,  REP:240

CDN intrinsic,  SCR:261

CDN Name
box,  ADM:80

field,  SET:18

CDN Number
box,  ADM:80

field,  SET:18

CDN Properties report,  REP:502–504

CDN statistics,  REP:129–132,  REP:658–664

entity relationships,  REP:347

CDN Statistics report,  REP:658–661

CDNCallsConfTo Other field,  REP:93

CDNCallsConfToCDN field,  REP:92

CDNCallsConfToDN field,  REP:92

CDNCallsConfToIncalls field,  REP:92

CDNCallsTransferredToCDN field,  REP:93

CDNCallsTransferredToDN field,  REP:93
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CDNCallsTransferredToIncalls field,  REP:93

CDNCallsTransferredToOther field,  REP:94

CDNName field,  REP:131

CDNs,  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 mode,  MSL:55,  
DMS:55

configuring in default mode,  MSL:55,  DMS:55

configuring on server,  MSL:62,  DMS:62

deacquiring,  ADM:82

definition,  SET:18

deleting,  ADM:83

field,  SET:48

function,  ADM:38

parameter,  ADM:156

prerequisites,  ADM:87

previewing list of,  ADM:83

printing list of,  ADM:83

properties,  REP:232–233

reports,  REP:502–504,  REP:658–664

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, saving,  SCR:100

changing
access classes,  ADM:34

activated scripts,  SCR:31

activity codes,  ADM:111

Administrator password,  ADM:65–66

agent properties,  SUP:27–34

agent skillset priorities,  ADM:233–236

agent to skillset assignments,  ADM:240

agent to supervisor assignments,  ADM:227

agents,  ADM:214

call presentation classes,  ADM:167

capabilities of agents,  ADM:214

capabilities of desktop users,  ADM:56

capabilities of supervisors,  ADM:200

CDNs,  ADM:83

columns,  SUP:75

changing (continued)

computer name,  INS:44,  INS:252

date,  INS:41

database aliases,  REP:37–38

desktop users,  ADM:56

DNISs,  ADM:117

event preferences,  ADM:273

event severity,  ADM:269–270

formulas,  ADM:148

music routes,  ADM:89

NGenDesign password,  ADM:66–67

NGenDist password,  ADM:66–67

NGenSys password,  ADM:67–68

passwords,  ADM:54,  ADM:64–70

pcANYWHERE32 passwords,  ADM:69–70

phonesets,  ADM:96

RAN routes,  ADM:89

real-time display definitions,  SUP:79

real-time displays,  SUP:79

report properties,  SUP:153

scheduled backups,  ADM:298

site name,  SUP:150–151

size of event log,  ADM:259–261

skillset assignments,  SUP:33–34,  SUP:54–55

skillset global properties,  ADM:185–187

skillsets,  ADM:190

supervisors,  ADM:200

swap file size,  INS:336

switch type,  INS:131

threshold classes,  ADM:125

time,  INS:41

time zone,  INS:41

variable attributes,  SCR:82

voice ports,  ADM:105

workgroup name,  INS:44

channels, nicomsetup,  INS:263

characters, limits in scripts,  SCR:88

character-separated value,  SUP:156

checking
available memory,  INS:182

computer name,  INS:314

disk partition information,  INS:312

drive letter assignments,  INS:329

PEP level,  INS:321

RAM size,  INS:315

server software version,  INS:320
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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 field,  REP:228

ChildUserLastName field,  REP:228

Choose SQL Table dialog box,  REP:32,  REP:37

circular dependencies,  SCR:44,  SCR:118

CLAN,  SUP:7

changing IP address on server,  INS:256

configuring TCP/IP,  INS:52

isolating,  INS:70

ping,  INS:70–71

resolving a failed ping test,  INS:288–289

testing network connection,  INS:70

Class field
Formula view,  REP:237

RealTimeTemplate view,  REP:280

ScriptVariableProperties view,  REP:296

clearing alarms,  ADM:280–281

CLID,  SUP:11

data type,  SCR:69

CLID intrinsic,  SCR:262

placeholders,  SCR:262

wildcards,  SCR:262

client,  SUP:6

components,  MSL:7,  DMS:7

client PC
minimum hardware,  INS:18

software platforms,  INS:19

client software
converting,  INS:240

installing from distribution CD,  INS:130–140

installing over the network,  INS:141–145

installing PEPs,  INS:141

platforms,  INS:19

reinstalling,  INS:246

uninstalling,  INS:146–149

upgrading,  INS:232

client-server connection, troubleshooting,  
INS:290–291

Code field,  REP:234

CodeToMessage view,  REP:234

collected digits,  REP:131

collection
of historical statistics, configuring, 

ADM:152–160

of real-time statistics, configuring, 
ADM:143–144

Collection Frequency box,  SUP:140

Column field,  REP:274

ColumnName field,  REP:333

columns
adding,  SUP:74

changing,  SUP:75

deleting,  SUP:74

heading,  SUP:75

moving,  SUP:75

property page,  SUP:73

commands
adding,  SCR:91

avoid unnecessary,  SCR:45

in scripts,  SCR:36

rules,  SCR:41–43

comma-separated value,  SUP:156

Comment box
formulas,  ADM:146

skillsets,  ADM:183

Comment field
AccessRights view,  REP:214

Agent view,  REP:219

Formula view,  REP:237

ScheduledSkillsetAssignment view,  REP:288

ScheduledSupervisorAssignment view,  
REP:292

Script view,  REP:294

ScriptVariableProperties view,  REP:296

Skillset view,  REP:303

SkillsetByAssignment view,  REP:308

Supervisor view,  REP:315

SupervisorByAssignment view,  REP:322

comments, in scripts,  SCR:38

Comments box,  ADM:234,  SUP:140

access classes,  ADM:30

agent to supervisor assignments,  ADM:222

Comments field
Agent Configuration worksheet,  SET:34

Desktop User worksheet,  SET:9

Company Name box,  SUP:140
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company_name formula,  REP: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 Sync,  INS:252

conferenced calls,  REP:85

ACD calls,  REP:86–87

application statistics,  REP:113–114

consultation time,  REP:94

DN calls,  REP:94–95

IVR statistics,  REP:147

reports,  REP:431–437

Symposium Call Center Server calls,  REP:92,  
REP:93

voice port statistics,  REP:142

Configuration
Address Table,  INS:261

Local Machine Settings,  INS:256

Overview,  INS:254

Site Table,  INS:264

configuration
checking for server,  MSL:75,  DMS:75

DNIS sample script,  MSL:93,  DMS:93

logon failure,  MSL:84,  DMS:84

mode, at server install,  INS:112,  INS:173,  
INS:213,  INS:229

music and RAN routes sample script,  MSL:91, 
 DMS:91

reports,  REP:358,  SUP:131

server,  MSL:74,  DMS:74

server and switch datafill,  MSL:77,  DMS:77

troubleshooting,  MSL:99,  DMS:99

views,  REP:211–333

verification overview,  MSL:82,  DMS:82

configuration, verifying 
ACD,  MSL:85,  DMS:85

ACD groups and subgroups,  MSL:85,  DMS:85

agent phonesets,  MSL:86,  DMS:86

agents,  MSL:88,  DMS:88

CDNs,  MSL:89,  DMS:89

DNISs,  MSL:93,  DMS:93

configuration, verifying (continued)

ICM link,  MSL:83,  DMS:83

music and RAN routes,  MSL:91,  DMS:91

phoneset,  MSL:86,  DMS:86

server logon,  MSL:83,  DMS:83

supervisor,  MSL:88,  DMS:88

supervisor phoneset,  MSL:87,  DMS:87

Configured field,  REP:245

Configured Value box,  ADM:155,  ADM:157

configuring
ACD,  MSL:53,  DMS:53

ACD DN,  MSL:61,  DMS:61

ACD groups,  MSL:51,  DMS:51

ACD groups for ACD DNs,  MSL:53,  DMS:53

ACD groups for agents,  MSL:53,  DMS:53

ACD groups for CDN,  MSL:51,  DMS:51

ACD subgroups,  MSL:59,  DMS:59

agent logon IDs,  MSL:70,  DMS:70

agent phoneset keys,  MSL:63,  DMS:63

agent phonesets,  MSL:63,  DMS:63,  MSL:65,  
DMS:65

agent phonesets on the server,  MSL:66,  DMS:66

agents,  SET:34

agents on the server,  MSL:71,  DMS:71

BGDATA,  MSL:35,  DMS:35

CDNs,  MSL:60,  DMS:60

CDNs in controlled mode,  MSL:55,  DMS:55

CDNs in default mode,  MSL:55,  DMS:55

CDNs on server,  MSL:62,  DMS:62

CLAN TCP/IP,  INS:52

CUSTNTWK,  MSL:44,  DMS:44

desktop users,  SET:9

DHCP,  INS:53

Dial-Up Networking connection profile,  
ADM:344–346,  INS:85–86

DNISs on server,  MSL:62,  DMS:62

DNs,  MSL:60,  DMS:60

ELAN TCP/IP,  INS:49

event viewer,  INS:43

historical statistics collection,  ADM:152–160

logon,  MSL:31,  DMS:31

logon IDs,  MSL:70,  DMS:70

NMS,  ADM:266

pcANYWHERE32 on the server,  INS:73–87

pcANYWHERE32 on client PC,  
ADM:342–343
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configuring (continued)

phoneset keys, agent,  MSL:63,  DMS:63

phoneset keys, supervisor,  MSL:68,  DMS:68

phonesets, agent,  MSL:63,  DMS:63

phonesets, agent on the server,  MSL:66,  
DMS:66

phonesets, supervisor,  MSL:68,  DMS:68

phonesets, supervisor on the server,  MSL:69,  
DMS:69

RAN and music routes,  MSL:50,  DMS:50

RAS,  INS:39,  INS:56

RAS modem,  INS:60

real-time statistics collection,  ADM: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 keys,  MSL:68,  DMS:68

supervisor phonesets,  MSL:68,  DMS:68

supervisor phonesets on the server,  MSL:69,  
DMS:69

supervisors,  SET:33

supplementary DNs,  MSL:61,  DMS:61

swap file,  INS:40

switch,  ADM:6,  MSL:25,  DMS:25

switch resources,  MSL:48,  DMS:48

Symposium Call Center Server,  ADM:7–8

Windows NT,  INS:23–72

confirming report schedules,  SUP:152

connected sessions,  ADM:59–61

function,  ADM:38

connecting to the server,  REP:23–26

connection
establishing a Dial-Up networking,  ADM:349–

350

terminating a Dial-Up Networking,  ADM:350

to server, troubleshooting,  ADM:366

Connection Information/Network Address box,  
REP:25

connection profile
adding,  ADM:345,  INS:85

configuring Dial-Up Networking,  ADM:344–
346,  INS:85–86

Connection Service box,  REP:24

connection to the server, defining,  REP:23–26

consistency check
on a 1003t,  ADM:323

on a 702t,  ADM:309–310

Consultation threshold,  ADM:126

ConsultationTime field,  REP:94

controlled directory number. See CDN
controlled DN. See CDN
controlled mode

configuring CDNs,  MSL:55,  DMS:55

controller, problems with,  ADM:368

controlling server with pcANYWHERE32,  
ADM:351–352

conventions, script formatting,  SCR:36–42

converting
client software,  INS:240

server pre-conversion process,  INS:191

server software,  INS:174

Symposium Call Center Server,  INS:205

copying
from other applications,  SCR:98–99

sample scripts,  SCR:95

sections of scripts,  SCR:98–99

Create Report Expert window,  REP:30

CreateDeleteAccess field,  REP:214

CreateDeleteAgentAccess field,  REP:214

CreateDeleteAllAgentAccess field,  REP:214

creating
database aliases,  REP:35–36

scripts,  SCR:88

user-created reports,  REP:29–34,  REP:39–40

user-defined reports,  SUP:138–149

See also adding, defining
Critical event severity level,  ADM:249

Crosstab
Application Performance report,  REP:466–468

CDN Performance report,  REP:662–664

DNIS Performance report,  REP:665–668

Skillset Performance report,  REP:690–692

Crystal Reports,  INS:126

cumulation of statistics,  REP:62,  REP:186

cumulative data fields,  SUP:82

CUSTNTWK
configuring,  MSL:44,  DMS:44

updating,  MSL:44,  DMS:44
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Customer LAN,  SUP:7

customer-supplied equipment,  INS:18

customized formulas
for Expected Wait Time,  SCR:215

adding in Crystal Reports,  REP:43–45

customized reports
skills needed to create,  REP:15

See also expert reports

D
dActivityCodeStat,  REP:67–71

dAgentByApplicationStat view,  REP:72–76

dAgentBySkillsetStat view,  REP:77–82

dAgentPerformanceStat view,  REP:83–107

Daily
box,  ADM:157

field,  SET:48

daily
maintenance and backups,  ADM:287

views,  REP:60

dApplicationStat view,  REP:108–128

data checklist,  INS:18

data collection
and Answered Call Count,  SCR:209

and Average Speed Answer,  SCR:212

Data collection interval
box,  ADM:144

field,  SET:45

data
fields, types,  SUP:82

range,  SUP:136,  SUP:142–144

sources, defining,  REP:39–40

types list,  SCR:69–70

types of,  REP:4

Data Range property page,  SUP:143

Data Set Name,  REP:3

database,  ADM:314, INS:159,  INS:265,  REP:3–5

aliases, changing,  REP:37–38

aliases, creating,  REP: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:32–34

Database alias and Timestamp box,  REP:42

Database Restore utility,  INS:265

Database View Definitions report,  REP:22,  
REP:505–508

Databases box,  REP:37

Date
box,  ADM:225,  ADM:238

changing,  INS: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 type,  SCR:69

Day of Month intrinsic,  SCR:244

exact days,  SCR:245

range of days,  SCR:244

Day of Week intrinsic,  SCR:240

DaysofAgentLogin field,  REP:243

DaysOfCallByCall field,  REP:243

DaysOfDaily field,  REP:244

DaysOfInterval field,  REP:244

DaysofIVRPortLogin field,  REP:244

DaysOfSkillsetState field,  REP:244

dCDNStat view,  REP:129–132

dDNISStat view,  REP:133–140

deacquiring
CDNs,  ADM:82

phonesets,  ADM:95

voice ports,  ADM:104

deactivated script,  SCR: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 classes,  ADM:28

activity code,  SUP:47

activity codes,  ADM:111

expected wait time,  SCR:214

mode, configuring CDNs for,  MSL:55,  DMS:55
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default (continued)

treatment,  REP:114,  REP:123,  REP:135

user accounts,  ADM:64

Default Skillset,  ADM:175,  SUP:46

box,  ADM:186,  SUP:49

field,  SET:30

defining,  ADM:185–187

default values
booleans,  SCR:208

expected wait time,  SCR:214

integers,  SCR:208

skillset intrinsics,  SCR:208

skillsets,  SCR:208

defaulting calls,  SCR:11

defining
data sources,  REP:39–40

See also adding, creating
Definition

box,  ADM:146

field,  REP:237

Delay Before Interflow field,  SUP:94

delays, abandoned call
application statistics,  REP:110,  REP:112,  

REP:119,  SUP:92

DNIS statistics,  REP:134,  REP:138

reports,  REP:454–457,  REP:617–619

skillset statistics,  REP:176,  REP:177–178

delays, answered call
application statistics,  REP:110,  REP:113,  

REP:120,  SUP:93

at skillset,  REP:113,  REP:120

DNIS statistics,  REP:135,  REP:139

reports,  REP:458–461,  REP:620–622

skillset statistics,  REP:175,  REP:176,  SUP:106,  
SUP:108

delays, untreated call,  SUP:98

IVR statistics,  REP:148

deleting
access classes,  ADM:34

activity codes,  ADM:111

agent to skillset assignments,  ADM:241

agent to supervisor assignments,  ADM:228

agents,  ADM:215

associated supervisors,  SUP:34

call presentation classes,  ADM:167

CDNs,  ADM:83

deleting (continued)

columns,  SUP:74

DNISs,  ADM:117

event preferences,  ADM:273

expired statistics,  ADM:152

formulas,  ADM:148

music routes,  ADM:89

phonesets,  ADM:96

RAN routes,  ADM:89

real-time display definitions,  SUP:79

reports,  SUP:154

scheduled backups,  ADM:298

scripts,  SCR:122

skillset assignments,  SUP:33–34,  SUP:54–55

skillsets,  ADM:190

supervisors,  ADM:201

temporary files,  INS:129

threshold classes,  ADM:125

users,  ADM:57

variables,  SCR:82–83

voice ports,  ADM:105

Department field,  REP:220,  REP:315

Agent Configuration worksheet,  SET:34

Desktop User worksheet,  SET:9

Supervisor Configuration worksheet,  SET:33

dependent entities,  REP:338

Description box,  ADM:295

desktop password, resetting,  ADM:54–55

Desktop User worksheet,  SET:9

desktop users,  ADM:45–57,  REP:214–217

adding,  ADM:47–50

changing,  ADM:56

changing capabilities of,  ADM:56

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 for,  ADM:54–55

restoring access to server for,  ADM:52–53

viewing list of logged-on,  ADM:60

detailed historical statistics. See event statistics
Device Name box,  ADM:293

DHCP client PCs, configuring,  INS:53
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Diagnostic tools, Windows NT,  ADM:12

Dial Intercom key,  ADM:140,  SUP:70

Dialed DN intrinsic,  SCR:266

Dialed Number Identification Service. See DNIS
dial-up connection,  ADM:18,  ADM:19,  INS:154

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

connection profile, creating,  ADM:344–346,  
INS:85–86

establishing a connection with,  ADM:349–350

installing,  ADM:344

Direct Call intrinsic,  SCR:267

directory number. See DN
disabling collection of call-by-call statistics,  

ADM:159

Disconnect command,  SCR:145,  REP:115,  REP:136

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

DNISStat views,  REP:136

disconnecting logged-on desktop users,  ADM:61

Disk Administrator utility,  ADM:12

disk partition information, checking,  INS:312

disk space
checking,  INS:189

requirements, calculating,  ADM:159

display
statistics,  SET:12

threshold classes,  SCR:287

thresholds,  ADM:121

Display Languages property page,  INS:272

DisplayTypeName field,  REP:271

division expression,  SCR:278

dIVRPortStat view,  REP:141–145

DMI
installing,  INS:96,  INS:198

uninstalling,  INS:123

DMI View,  INS:266

DMS checks, Windows NT,  INS:26

DMS password
ICM security,  MSL:29,  DMS:29

logon parameters,  MSL:79,  DMS:79

DMS switch
configuration dialog box,  INS:108,  INS:169,  

INS:225

See also switch

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 field,  REP:95

DNCallsTransferredToCDN,  REP:96

DNCallsTransferredToDN field,  REP:96

DNCallsTransferredToOther field,  REP: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 view,  REP:240

DNIS Name
box,  ADM:116

field,  SET:19

DNIS Number
box,  ADM:116

field,  SET:19

DNIS Properties report,  REP:509–511

DNIS reports
configuration,  REP:509–511

statistics,  REP:665–668,  REP:674–678

DNIS statistics,  REP:133–140,  REP:665–668,  
REP:674–678

entity relationships,  REP: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 server,  MSL:62,  DMS:62

deleting,  ADM:117

field,  SET:47

function,  ADM:38
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, 
DNISs (continued)  
parameter,  ADM:156

previewing list of,  ADM:117

printing list of,  ADM:117

properties,  REP:235

threshold classes,  REP: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 view,  REP:236

DNOutCalls field,  REP:98

DNOutCallsTalkTime field,  REP:98

DNS, configuring,  INS:53

DNs
configuring,  MSL:60,  DMS:60

supplementary,  MSL:61,  DMS:61

dongle,  INS:94,  INS:106

DOS, reinstalling,  INS:22

dRANMusicRouteStat view,  REP:165–167

drive letter assignments, checking,  INS:329

drivers, installation tips,  ADM:369

dSkillsetStat view,  REP:172–179

DSN,  REP:3

DUN. See Dial-Up Networking
Duration field,  REP:188

Dynamic Host Control Protocol. See DHCP

E
eAgentLoginStat view,  REP:187–189

eCallbyCallStat views,  REP:190–200

editing. See changing
eIVRPortLoginStat view,  REP:201–202

ELAN,  SUP:7

changing IP address on server,  INS:256

isolating,  INS:70

NIC, configuring TCP/IP,  INS:49

ping,  INS:70–71

resolving a failed ping test,  INS:288–289

testing network connection,  INS:70

Embedded LAN. See ELAN
Emergency Help function,  ADM:38

Emergency key,  ADM:192

emergency notification of supervisors,  MSL:100,  
DMS:100

emergency repair disk
creating,  INS:217

updating,  INS:68–69

Emergency threshold,  ADM:126

empty agent name,  REP:51

End box,  ADM:225,  ADM:238,  SUP:146

End date and time box,  SUP:143,  SUP:166

End time field
Agent to Skillset Assignment worksheet,  

SET:40

Agent to Supervisor Assignment worksheet 
SET:41

ending pcANYWHERE32 session,  ADM:352

eNetCallByCallStat views,  REP:203–210

entities,  REP:338

entity relationships
activity code statistics,  REP:343

agent by application statistics,  REP:344

agent by skillset statistics,  REP:345

agent performance statistics,  REP:346

application statistics,  REP: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 statistics,  REP:349

skillset statistics,  REP:350

Equal expression,  SCR:281

ERD,  REP:335–355

error code 40593,  ADM:252

error messages, interpreting,  SCR:112–114

ErrorCode field
ScheduledSkillsetAssignment view,  REP:288

ScheduledSupervisorAssignment view,  
REP:292

SkillsetByAssignment view,  REP:308

SupervisorByAssignment view,  REP: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,  ADM:71

Event Code box,  ADM:270

Event Handler
command,  SCR:173

rules,  SCR:42

event logs
changing size of,  ADM:259–261

default size,  ADM:260

event preferences,  ADM: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 selected,  ADM:273

event statistics,  REP:5,  REP:185–210

when cumulated,  REP:186

Event Viewer, Windows NT,  ADM:12,  
ADM:262–263

settings,  INS:43

EventData field,  REP:192,  REP:205

events,  ADM:248

adding,  SCR:92

changing severity of,  ADM: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 command,  SCR:128

rules,  SCR:42

Execute Script command,  SCR:129

ExecuteAccess field,  REP:214

ExecuteAgentAccess field,  REP:215

ExecuteAllAgentAccess field,  REP:215

Expected Wait Time intrinsic,  SCR:213

conditions that increase,  SCR:214

customized formulas,  SCR:215

default,  SCR:214

Expected Wait Time threshold,  ADM:132

Expected Waiting Time field,  SUP:106

expert reports
creating,  REP:29–34,  REP:39–40

skills needed to create,  REP:16

expired statistics, purging,  ADM:152

Export command,  SCR:107

Export report to the following format button,  
SUP:147

exporting scripts,  SCR:107

expressions
example,  SCR:16

in scripts,  SCR:36

 See also logical 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 Fail,  SCR:174

Fast Transfer key,  REP:85

Feature Report utility,  INS:267

Display Languages property page,  INS:272

Features property page,  INS:271

overview,  INS:267

Switch Information property page,  INS:269

System property page,  INS:268

Voice Prompt Languages property page,  
INS:273

Features property page,  INS:271

Field field
ApplicationThresholdTemplate view,  REP:230

SkillsetThresholdTemplate view,  REP:251,  
REP:311

SummaryThresholdTemplate view,  REP:313

FieldID field
SkillsetThresholdTemplate view,  REP:251,  

REP:311

SummaryThresholdTemplate view,  REP:313

UserThresholdTemplate view,  REP: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 displays,  SUP:77–78

filters,  SUP:141–142

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,  SCR: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 tapes,  ADM:304

conventions,  SCR:36–42

optional multiple drives,  INS:66–67

Formula
property page,  REP:44

view,  REP:237–238

Formula Editor dialog box,  REP:45

Formula Name box,  ADM:146

Formula Properties report,  REP:512–514

FormulaID 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:237–238

reports,  REP:512–514

FTP access, ICM security,  MSL:29,  DMS:29

full backups,  ADM:285

G
Generate report with the following collection 

frequency box,  SUP:166

Get Response command,  SCR:198

Give Busy command,  SCR:146,  REP:115,  REP:136

Give Music command,  SCR:148,  REP:116

with Wait,  SCR:149

Give Overflow command,  SCR:150,  REP:115,  
REP:136

Give RAN command,  SCR:152,  REP:117

Give Ringback command,  SCR:154

Give Silence command,  SCR:156

GivenName field
AccessRights view,  REP:215

Agent view,  REP:220

Script view,  REP:294

Supervisor view,  REP:315

global settings, skillset,  SET:28

changing,  ADM:185–187

viewing,  SUP:48–50

global variables
definition,  SCR:64

description,  SCR:17

example,  SCR:64

Greater Than expression,  SCR:282

Greater Than or Equal expression,  SCR:282

Grouping field,  REP:296

grouping
servers by location,  ADM:20

SMI systems,  INS:156

GroupName field,  REP:215

groups for phonesets,  MSL:53,  DMS:53

H
hard drives, formatting multiple,  INS:66–67

hardware, client PC,  INS:18

HDC service,  INS:293

HDM service,  INS:293

head-cleaning kit,  ADM:288

help, Alarm Monitor,  ADM:279
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x, 
Historical and Real Time Statistics Properties 
report,  REP:515–522

historical reports,  REP:358,  SUP:131

historical statistics,  REP:5,  REP:57–183

Collection Properties report,  REP:12

Duration Properties report,  REP:12

function,  ADM:39

purging expired,  ADM:152

selecting, to be collected,  ADM:152–160

storage duration for,  REP:5

Storage Properties report,  REP:12

See also event statistics
historical statistics collection,  ADM:150–160

configuring,  ADM:152–160

properties,  REP:239–246

report,  REP:515–522

worksheet,  SET:47–49

HistoricalStatCollection view,  REP:239–242

HistoricalStatDuration view,  REP:243–244

HistoricalStatStorage view,  REP:245–246

HoldTime field,  REP:100

hook-flash transfer,  REP:59

host lookup treatment,  REP:115

hot fix,  INS:36,  INS:163,  INS:197

Hotline key,  ADM:140,  SUP:70

HyperTerminal,  ADM:354

configuring,  ADM:354

I
iActivityCodeStat,  REP:67–71

iAgentByApplicationStat view,  REP:72–76

iAgentBySkillsetStat view,  REP:77–82

iAgentPerformanceStat view,  REP: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 password,  MSL:29,  DMS:29

firewall,  MSL:29,  DMS:29

FTP access,  MSL:29,  DMS:29

linkset name,  MSL:29,  DMS:29

ICM security (continued)

MAP terminal access,  MSL:29,  DMS:29

packet filtering,  MSL:29,  DMS:29

remote host IP address,  MSL:29,  DMS:29

trusted host,  MSL:29,  DMS:29

IDEF method,  REP:337

IDEF1X,  REP:337

identifying relationships,  REP:341

Idle Agent
Count intrinsic,  SCR:218

intrinsic,  SCR:217

Idle threshold,  ADM:126

idle time preference,  ADM:172,  ADM:173

configuring,  ADM:185–187

IdleAgentsPriority field,  REP:303

iDNISStat view,  REP:133–140

IDs
configuring for agent logon,  MSL:70,  DMS:70

configuring for logon,  MSL:70,  DMS:70

If-Then-Else-End If command,  SCR:132

rules,  SCR:43

If-Then-End If command,  SCR:130

rules,  SCR:43

iIVRPortStat view,  REP:141–145

Import a User-created Crystal Report dialog bo
 REP:42

Import command,  SCR:104

importing
sample scripts,  SCR:104

scripts,  SCR:104

user-created reports,  REP:41–42

in service
agents,  SUP:103

time,  REP:173

inbound calls. See incoming calls
Incalls key, transfers and conferences to,  REP:85

Include intervals between field,  SUP:144

incoming calls,  REP:96–98

increasing wait time,  SCR:214

indenting in scripts,  SCR:38

independent entities,  REP:338

Information event severity level,  ADM:249

Input Server Name box,  REP:25

Insert Fields property sheet,  REP:43
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installation
problems,  INS:284–287

tips, PCI,  ADM:369

installing
Acrobat Reader during client upgrade,  INS:234

client software from distribution CD,  
INS:130–140

client software over the network,  INS:141–145

Dial-Up Networking,  ADM:336,  ADM:344

DMI,  INS:96,  INS:198

MAS server software,  INS:99,  INS:201

pcANYWHERE32 on the client,  
ADM:340–341

pcANYWHERE32 on the server,  ADM:338,  
ADM:359–361

PEPs,  INS:119–120,  INS:141

RAS,  INS:37

Remote Access Service,  ADM:336

SDK,  INS:150–151

server software,  INS:96–113

Service Update packs,  INS:119–120

SNMP,  INS:37

Symposium Call Center Server software,  
INS:103,  INS:332

Windows NT Service Pack 3,  INS:195

instances,  REP:338

Integer data type,  SCR:70

Integration DEFinition 1 eXtended,  REP:337

interactive voice response. See IVR
interpreting error messages,  SCR:112–114

interrupted IVR sessions,  REP:149

interval 
box,  ADM:157,  ADM:225,  ADM:238,  ADM:270,  

ADM:272,  SUP:146

views,  REP:60

Interval field
Agent to Skillset Assignment,  SET: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

interval-to-date mode,  ADM:141,  REP:276,  
REP:515,  SUP:70,  SET:44

field,  SET:45

intrinsics
adding,  SCR:91

description,  SCR:17

examples,  SCR:204–205

in scripts,  SCR:36

types,  SCR:202

inversion entries,  REP:340

IP address
changing ELAN,  INS:256

changing on server,  INS:256

master list,  INS:15

iRANMusicRouteStat view,  REP:165–167

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,  REP:277

ITDNodalCall field,  REP:277

ITDSkillset field,  REP:278

IVR,  SUP:10

calls not treated by,  REP:127

field,  REP:240

reports,  REP:523–528,  REP:569–577

transferred,  REP:125

transfers,  REP:59

treatment,  REP:116

IVR Port First Login/Last Logout report,  
REP:570–571

IVR Port Properties report,  REP:523–525

IVR port statistics,  REP:141–145

entity relationships,  REP:347

linkages,  REP:144–145

logon and logoff,  REP:201–202

report,  REP:572–574

IVR ports
parameter,  ADM:157

field,  SET:48

See also voice 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:247–248

IVRPortID field
eIVRPortLoginStat view,  REP:202

IVRPort view,  REP:247

IVRPortStat views,  REP:142

IVRPortLogin field,  REP:241

IVRPortName field,  REP:142

IVRPortStat views,  REP:141–145

IVRTerminated field,  REP:119

IVRThresholdTemplate view,  REP:251–252

IVRTransferred field,  REP:119,  REP:138

K
keycodes, entering,  INS:106,  INS:208

keys. See linkages
keywords, list,  SCR:368–370

L
Label

box,  SUP:74,  SUP:75

field,  REP:275

Language data type,  SCR:70

Language field
Agent Configuration worksheet,  SET:34

Desktop User worksheet,  SET:9

Supervisor Configuration worksheet,  SET:33

LastModified field,  REP:294

Length field,  REP:333

Length of business day
box,  ADM:158

field,  SET:49

Less Than expression,  SCR:282

Less Than or Equal expression,  SCR:283

Let Call Ring at Phoneset option,  ADM:166

Level 1
box,  ADM:123

threshold value field,  SET:14

Level 2
box,  ADM:123

threshold value field,  SET:14

Level1 field
ApplicationThresholdTemplate view,  REP:230

SkillsetThresholdTemplate view,  REP:311

SummaryThresholdTemplate view,  REP:313

UserThresholdTemplate view,  REP:331

Level2 field
ApplicationThresholdTemplate view,  REP:230

SkillsetThresholdTemplate view,  REP:311

SummaryThresholdTemplate view,  REP:313

UserThresholdTemplate view,  REP:331

lights, troubleshooting,  ADM:367

limits
and activated scripts,  SCR:115

number of characters in scripts,  SCR:88

Line of Business codes. See activity codes
Link LED,  ADM:367

troubleshooting,  ADM:367

linkage keys. See linkages
linkages,  REP:61

activity code statistics,  REP:71

agent by application statistics,  REP:76

agent by skillset statistics,  REP:81–82

agent performance statistics,  REP:106

application statistics,  REP:127–128

IVR port statistics,  REP:144–145

skillset statistics,  REP:179

linking database views,  REP:61

linkset name, ICM security,  MSL:29,  DMS:29

lists
agents,  SCR:208

formatting,  SCR:44,  SCR:208

in scripts,  SCR:44

skillsets,  SCR:208

syntax,  SCR:44

LOB codes. See activity codes
LOB key,  REP:67

local calls, collection of call-by-call statistics 
for,  ADM:159

local DN,  SUP:5

Local Machine Settings, nbconfig,  INS:256
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location
grouping servers by,  ADM:20

standard reports,  SUP:137

user-defined reports,  SUP:137

locking out desktop users,  ADM:51–52

lockout,  ADM:25

Log command,  SCR:178

caution,  SCR:178

limitations,  SCR:179

Logged Agent Count intrinsic,  SCR:220

LoggedInTime field,  REP:100,  REP:143

logged-on agents,  REP:529–532

logged-on desktop users
printing list of,  ADM:60

viewing list of,  ADM:60

logging of desktop users,  ADM:61

logging on
phoneset,  SUP:23

server,  SUP:21–22

to the server,  ADM:21

to Windows NT,  INS:31

logical expressions,  SCR:275

AND,  SCR:275

example,  SCR:275,  SCR:277

in scripts,  SCR:36

NOT,  SCR:275

OR,  SCR:275

login. See logon
login ID,  REP:31

box,  ADM:197,  ADM:208,  SUP:30

field,  SET:33,  SET:34,  SET:41

login statistics
agent,  REP:187–189

IVR port,  REP:201–202

Login/Logout box,  ADM:154

logoff,  REP:398–400,  REP:570–571

statistics, agent,  REP:187–189

statistics, IVR port,  REP:201–202

logon,  REP:398–400,  REP:570–571

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

failure,  MSL:84,  DMS:84

IDs, configuring,  MSL:70,  DMS:70

server, configuring switch,  MSL:28,  DMS:28

statistics, agent,  REP:187–189

logon (continued)

statistics, IVR port,  REP:201–202

troubleshooting,  MSL:97,  DMS:97

logon, configuring
entering and editing table data,  MSL:33,  

DMS:33

introduced,  MSL:31,  DMS:31

printing table data,  MSL:33,  DMS:33

logon parameters
Business Group,  MSL: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 version,  MSL:80,  DMS:80

logout. See logoff
Logout threshold,  ADM:127

Longest Idle Agent intrinsic,  SCR:223

Longest Idle Agent option,  SCR:163

description,  SCR:159,  SCR:163

Longest time in idle state since
last CDN/ACD call,  SUP:49

last status change,  SUP:49

login,  SUP:49

Longest Wait Since
Last Call threshold,  ADM: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:67–71

mAgentByApplicationStat view,  REP:72–76

mAgentBySkillsetStat view,  REP:77–82

mAgentPerformanceStat view,  REP:83–107

maintaining Symposium Call Center Server,  
ADM:9–10

maintenance
server software,  INS:159

server utilities,  INS:249
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Maintenance function,  ADM:40

Major event severity level,  ADM: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 security,  MSL:29,  
DMS:29

mApplicationStat view,  REP:108–128

MAS 
database events,  ADM:251

debug events,  ADM:251,  ADM:262

server software, installing,  INS:99,  INS:201

master script
description,  SCR:12

pegging of calls handled by,  REP:109,  SUP:90

MAT and client software,  INS:127

MAT systems,  ADM:18

mathematical expressions,  SCR:278

addition,  SCR:278

division,  SCR:278

multiplication,  SCR:278

subtraction,  SCR:279

Max Wait Time threshold,  ADM:133

Max Waiting Time
field,  SUP:94,  SUP:107

threshold,  ADM:129

MaxAbandonedDelay field,  REP:138,  REP:154

MaxAnsweredDelay field
DNISStat views,  REP:139

SkillsetStat views,  REP:176

MaxCallsAbandonedDelay field,  REP:119,  
REP:161

MaxCallsAnsDelay field,  REP:120

MaxCallsAnsDelayAtSkillset field,  REP:120

MaxCallsAnsweredDelay field,  REP:161

MaxCallsAnsweredDelayAtDest field,  REP:162

maximum
characters in scripts,  SCR:88

Log Size box,  ADM:261

number of activated scripts allowed,  SCR:115

wait Interval box,  ADM:294

MaxSkillsetAbandon field,  REP:176

MBG logon parameters,  MSL:79,  DMS:79

mCDNStat view,  REP:129–132

mDNISStat view,  REP:133–140

measured value,  REP:246

box,  ADM:155

members of access classes, viewing,  ADM:32–33

memory, checking available,  INS:182

Meridian Application Tool,  ADM:18

Microsoft hot fix,  INS:36,  INS:163

Microsoft Internet Information Server, 
removing,  INS:196

migrating to another platform,  INS:299–352

Migration utility,  INS:274

minimum refresh rate,  SUP:72

for Agent Real-time Displays box,  ADM:144

for Agent Real-time Displays field,  SET:46

for other Real-time Displays box,  ADM:144

for Other Real-time Displays field,  SET:46

Minor event severity level,  ADM:249

MinRefreshRate field,  REP:278

MinShortCallDelay field,  REP:304,  REP:312

mIVRPortStat view,  REP:141–145

MLSM service,  INS:293

mode, nbconfig,  INS:256

modem
configuring for RAS,  INS:60

port, configuring,  ADM:355

Modes field,  SET:45

modifying. See changing
Month

box,  ADM:225,  ADM:238

data type,  SCR:70

Month of Year intrinsic,  SCR:246

exact month,  SCR:247

range of months,  SCR:246

monthly
box,  ADM:157

field,  SET:48

views,  REP:61

months, ranges of,  SCR:246

MonthsOfMonthly field,  REP:244

Most Logged Agents
intrinsic,  SCR:225

option,  SCR:162

moving
columns,  SUP: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

mRANMusicRouteStat view,  REP:165–167

MS DOS, reinstalling,  INS:22

Msg field,  REP:234

mSkillsetStat view,  REP:172–179

MSL-100 switch. See switch
multiple filters,  SUP:141

multiplication expression,  SCR:278

music
data type,  SCR:70

Give Music command,  SCR:148

on hold,  SUP:16

treatment,  REP:116

music route statistics,  REP:165–167,  REP:679–681

entity relationships,  REP:349

music routes,  ADM:85–89

adding,  ADM:87–88

changing,  ADM:89

deleting,  ADM:89

field,  SET:48

parameter,  ADM: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 script,  MSL: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 report,  REP: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 classes,  ADM:29

call presentation classes,  ADM:165

skillsets,  ADM:183

Name field
ActivityCode view,  REP:218

Application view,  REP:225

ApplicationThresholdTemplate view,  REP:230

CDN view,  REP:232

DNIS view,  REP:235

DNISThresholdTemplate view,  REP:236

Formula view,  REP:238

IVRPort view,  REP:247

RealTimeTemplate view,  REP:280

Script view,  REP:294

ScriptVariableProperties view,  REP:296

SkillsetThresholdTemplate view,  REP:312

SummaryThresholdTemplate view,  REP:314

SwitchPort view,  REP:324

UserThresholdTemplate view,  REP:331

Views view,  REP:333

naming variables,  SCR:71

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

NDLOAM service,  INS:293

Network Adapters Information,  INS:280

network connection,  INS:70–71

troubleshooting problems with,  INS:288–289

New Name box,  SUP:150

new standard reports,  REP:12

NGenDesign account,  ADM:64

changing password for,  ADM:66–67

password,  INS:114–117

NGenDist account,  ADM:64

changing password for,  ADM:66–67

passwords,  INS:114–117

NGenSys account,  ADM:64

changing password for,  ADM:67–68

password,  INS:116

nicomsetup utility,  INS:263
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night service mode,  ADM: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,  SUP:122

threshold class,  REP:313–314

thresholds,  ADM:130

statistics,  SUP:99–100

statistics data collection option,  SUP:100

Nodal Consolidated Application
Delay Before Abandon report,  REP:617–619

Delay Before Answer report,  REP:620–622

Performance report,  REP:623–626

Nodal Threshold Classes function,  ADM:40

NodeID field,  REP:192

Nodes
field,  SET:48

parameter,  ADM:156

nonidentifying relationships,  REP: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 attributes,  REP:339

Not Equal expression,  SCR:281

NOT expression,  SCR:275

Not Ready
agents,  SUP:103

report,  REP:368–370

threshold,  ADM:127

NotReadyTime field
Agent Performance views,  REP:101

IVRPortStat views,  REP:143

NROSDN field,  REP:220,  REP:328

Number box,  ADM:272

NumBestNodes field,  REP:253

NumRetries field,  REP:326

O
OAM service,  INS:293

objectives, defining for scripts,  SCR:21

ObjectKey field,  REP:215

ObjectName field,  REP:215

objects, displaying backup,  ADM:301–303

OccupancyTime field,  REP:182

Occurrences field,  REP:70

ODBC,  REP:3

ODBC_ICCM_PREVIEW_DSN,  REP:31

ODBC-compliant applications,  REP:20

creating reports in,  REP:39–40

offered calls
abandoned,  REP:106

agent performance statistics,  REP:91

application statistics,  REP:118,  SUP:93

CDN statistics,  REP:130

DNIS statistics,  REP:137

nodal statistics,  SUP: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 displays,  SUP:76

Script Editor,  SCR:90

Script Variables window,  SCR:68

operations, order of,  SCR:284

operators, adding,  SCR:92

OR expression,  SCR:275

order of operations,  SCR:284

example,  SCR:284

parentheses,  SCR: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 calls. See outgoing calls
outgoing calls,  REP:98–99

OutOfServiceTimer field,  REP:262,  REP:301

output options,  SUP:147–148

property page,  SUP:147
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overflow treatment
ApplicationStat views,  REP:115,  REP:124

DNISStat views,  REP:136

Give Overflow command,  SCR:150

Owner field,  REP:295

P
packet filtering, ICM security,  MSL:29,  DMS:29

paging file,  INS:40,  INS:186

Paper size box,  SUP:147

Parameter field,  REP:245

parent scripts,  REP:227

ParentComment field,  REP:228

parentheses
in expressions,  SCR:284

in scripts,  SCR:36

rules,  SCR:42

ParentName field,  REP:228

ParentStatus field,  REP:228

ParentUserFirstName field,  REP:228

ParentUserLastName field,  REP:229

passwords,  SUP:22,  REP:31

changing,  ADM:54

changing NGenDist and NGenDesign,  
INS:114–117

changing NGenSys,  INS:116

changing Windows NT administrator,  INS:32–
34

guidelines for,  ADM:65

maintaining,  ADM:64–70

retry count,  ADM:49

retry lockout,  ADM:25

pcANYWHERE32,  ADM:338,  ADM:358

changing caller passwords,  INS:83

changing passwords, ADM:69–70

configuring,  INS:73–87

configuring on client PC,  ADM:342–343

controlling server with,  ADM:351–352

ending session,  ADM:352

installing on the client,  ADM:340–341

installing on the server,  ADM:359–361

reinstalling during conversion,  INS:215

restarting server with,  ADM:353

pcANYWHERE32 (continued)

setting to automatic,  INS:76

uninstalling during conversion,  INS:184

PCI installation tips,  ADM:369

PCLoginName field,  REP:216,  REP:315

pegging
statistics,  SET:12

thresholds,  ADM:120,  REP:109,  SUP:103

threshold classes,  SCR:287

PEPs
checking for installed,  INS:321

installing,  INS:119–120

installing on server and client,  INS:141

listing,  INS:266

uninstalling from client,  INS:146

Per Unit $ box,  SUP:142

Performance box,  ADM:154

Performance Monitor tool,  ADM:12

phonesets,  ADM:91–97

ACD groups configuration,  MSL:53,  DMS:53

acquiring,  ADM:95

adding,  ADM:93–94

changing,  ADM:96

configuring for agent on the server,  MSL:66,  
DMS:66

configuring for agents,  MSL:65,  DMS:65

configuring for supervisor,  MSL: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 agent,  MSL:63,  DMS:63

keys, configuring for supervisor,  MSL:68,  
DMS:68

logging on,  SUP:23

previewing list of,  ADM:96

printing list of,  ADM:96

properties of,  REP:324–325

troubleshooting,  MSL:98,  MSL:99,  DMS:98,  
DMS:99

verifying agent configuration,  MSL:86,  DMS:86

verifying configuration,  MSL:86,  DMS:86

verifying supervisor configuration,  MSL:87,  
DMS:87

worksheet,  SET:21
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ping
resolving a failed test,  INS:288–289

testing network connection,  INS:70–71

placeholders
CLID,  SCR:262

description,  SCR:262

rules,  SCR:262

planning scripts,  SCR:19–36

Platform Recovery disk,  ADM:286,  INS:162,  
INS:219

creating,  INS:113,  INS:183, creating,  INS:308

platform, migrating to another,  INS:299–352

PortAddress field,  REP:324

ports,  SUP:5

nicomsetup,  INS:263

Postion ID field,  SUP:86

position IDs,  ADM:94,  ADM:101,  REP:529–532

Position In Queue intrinsic,  SCR:229

PositionID field,  REP:188,  REP:324

PPP connection,  ADM:18,  ADM:19,  INS:154

predefined values, server configuration,  MSL:78, 
 DMS:78

presentation sequence,  ADM:172–175

presented calls
application statistics,  SUP:93

nodal statistics,  SUP:99

See also offered calls
presenting calls,  SUP:45–46

preventing access to the server,  ADM:51–52

previewing lists of
access classes,  ADM:34

activity codes,  ADM:111

agent to skillset assignments,  ADM:240

agent to supervisor assignments,  ADM:227

agents,  ADM:214

call presentation classes,  ADM:167

CDNs,  ADM:83

desktop users,  ADM:56

DNISs,  ADM:117

music routes,  ADM:89

phonesets,  ADM:96

RAN routes,  ADM:89

real-time display definitions,  SUP:79

reports,  SUP:153

skillsets,  ADM:190

supervisors,  ADM:200

previewing lists of (continued)

threshold classes,  ADM:125

voice ports,  ADM:105

previewing reports,  SUP:164–167

Previous interval field,  SUP:144

primary keys,  REP:339

attributes of,  REP:339

primary scripts,  SCR:13

pegging of calls handled by,  REP:109,  SUP:90

Primary supervisor this agent reports to field,  
SET:35print job interruptions,  SUP:146

Print report with following options button,  
SUP:147

Printer box,  SUP:147

printing
all alarms,  ADM:276

all event preferences,  ADM:273

all events,  ADM:256

selected event preferences,  ADM:273

standard and ad hoc reports,  SUP:164–167

printing lists of
access classes,  ADM:34

activity codes,  ADM:111

agent to skillset assignments,  ADM:240

agent to skillset priorities,  ADM:240

agent to supervisor assignments,  ADM:227

agents,  ADM:215

call presentation classes,  ADM:167

CDNs,  ADM:83

desktop users,  ADM:56

DNISs,  ADM:117

event preferences,  ADM:273

events,  ADM:255

formulas,  ADM:148

logged-on desktop users,  ADM:60

music routes,  ADM:89

phonesets,  ADM:96

RAN routes,  ADM:89

real-time display definitions,  SUP:79

reports,  SUP:154

skillsets,  ADM:190

supervisors,  ADM:200

threshold classes,  ADM:125

voice ports,  ADM:105

Priority data type,  SCR:70
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Priority field
ScheduledSkillsetAssignment view,  REP:289

SkillsetByAgent view,  REP:306

SkillsetByAssignment view,  REP:309

Priority for this skillset field,  SET:39

Priority In Queue intrinsic,  SCR:233

priority. See call priority, skillset priority
Private line key,  ADM:140,  SUP:70

privileges,  ADM:35–44

properties
activity code,  REP:218,  REP:474–476

agent,  SUP:27–34,  REP:219–224,  REP:480–485

agent to skillset assignment,  REP:288–290,  
REP:308–310

agent to supervisor assignment,  REP:291–293,  
REP:321–323

application,  REP:225–226,  REP:533–536,  
REP:608–610,  SCR:287

call presentation class,  REP:328–330

CDN,  REP:232–233,  REP:502–504

DNIS,  REP:235,  REP:509–511

formula,  REP:237–238,  REP:512–514

historical statistics collection,  REP:239–246,  
REP:515–522

IVR port,  REP:247–248,  REP:523–525

phoneset,  REP:324–325

real-time display definition,  SUP:79,  
REP:274–275,  REP:280–281,  REP:541–543

real-time statistics collection,  REP:276–279,  
REP:515–522

reports, changing,  SUP:153

script,  REP:294–295

script variable,  REP:296–299

skillset,  REP:302–305,  REP:553–557

supervisor,  REP:315–318,  REP:558–561

pulled back calls,  REP:147–148

Purchased field,  REP:245

Purchased Value box,  ADM:155

purging expired statistics,  ADM:152

putting skillsets out of service,  ADM:188–189

Q
querying the status of a user’s connection,  

ADM:60

Queue To Agent command
by agent ID,  SCR:158

using longest idle agent,  SCR:158

Queue To commands
agent,  SCR:158

skillset,  SCR:161

Queue To NACD script command,  REP:116

Queue To Skillset command
most logged in agents,  SCR:161

Queued Call Count intrinsic,  SCR:235

queuing sequence,  ADM:172–175

Quit command,  SCR:134

R
RAID 

backups,  ADM:287

drives, rebuilding,  ADM:328

RAM size, checking,  INS:315

RAN,  SUP:15

data type,  SCR:70

Give RAN command,  SCR:152

RAN Response Fail, failed responses,  SCR:174

RAN Route
box,  ADM:186,  SUP:49

field,  SET:30

for system default skillset, defining,  
ADM:185–187

RAN route statistics,  REP:165–167,  REP:679–681

entity relationships,  REP:349

RAN routes,  ADM:85–89

adding,  ADM:87–88

changing,  ADM:89

configuring,  MSL:50,  DMS:50

deleting,  ADM:89

field,  SET:48

parameter,  ADM: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 automatic,  INS:39

verifying installation of,  INS:37

raw data,  REP:359

RDC service,  INS:293

ReadAccess field,  REP:216

ReadAgentAccess field,  REP:216

ReadAllAgentAccess field,  REP:216

Real Time Statistics Properties report,  REP:12

Real Time Template Properties report,  REP:541–
543

real-time display definitions
adding,  SUP:71–75

changing,  SUP:79

deleting,  SUP:79

previewing list of,  SUP:79

printing list of,  SUP:79

properties,  REP:274–275,  REP:280–281

reports,  REP:541–543

templates,  SUP:115–123

See also real-time displays
Real-time Display Properties property sheet,  

SUP:72

real-time displays,  ADM:138,  SUP:12

and agent keys,  ADM:140,  SUP:70

changing,  SUP:79

filtering,  SUP:77–78

function,  ADM:41

opening,  SUP:76

sorting,  SUP:77

types,  ADM:138,  SUP:68

viewing,  SUP:76

See also real-time display definitions
real-time statistics,  ADM:141–144,  SUP:81–109

Configuration worksheet,  SET:45–46

function,  ADM:41

real-time statistics collection,  ADM:141–144

configuring,  ADM:143–144

properties,  REP:276–279

reports,  REP:515–522

RealTimeColumn view,  REP:274–275

RealTimeStatCollection view,  REP:276–279

RealTimeTemplate view,  REP:280–281

recorded announcement routes. See RAN routes

recorded announcements. See RAN
referencing scripts, variables,  SCR:80

Refresh Rate box,  SUP:72

refresh rates,  ADM:142,  ADM:144

RefreshRate field,  REP:280

registry maintenance,  INS:275

reinstalling
client software,  INS:246

DOS,  INS:22

pcANYWHERE32,  INS:215

server software,  INS:219

relational expressions
Equal,  SCR:281

example,  SCR:281

Greater Than,  SCR:282

Greater Than or Equal,  SCR:282

Less Than,  SCR:282

Less Than or Equal,  SCR:283

limitations,  SCR:280

Not Equal,  SCR:281

relationships
between entities,  REP:341

between scripts,  REP:227–229

Release 3.0,  REP:6–13

Remote Access Service,  ADM:336,  ADM:358

remote
control connection,  ADM:342

control session, starting,  ADM:351–352

control session, terminating,  ADM:352

DN,  SUP:5

host IP address, ICM security,  MSL:29,  DMS:29

login,  ADM:69

PC caller account, configuring,  INS:76

restart of server,  ADM:353–356

tasks,  ADM:335

Remove From commands
agent,  SCR:165

skillset,  SCR:167

removing
agents from skillsets,  SUP:33–34,  SUP:54–55

See also deleting
renaming scripts,  SCR:120

Report Gallery window,  REP:30

Report Listener,  SUP:161

Report Name box,  SUP:140

report_interval formula,  REP:43
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report_title formula,  REP:43

report_user formula,  REP:43

reporting supervisors,  ADM:192,  ADM:218,  
REP:84,  SUP:12

and ACD subgroups,  ADM:212

See also supervisors
reports,  SUP:13

activating,  SUP:159

activity code,  REP:361–370,  REP:442–444

agent,  REP:371–440,  REP:529–532

application,  REP:441–468,  REP:499–501,  
REP:693–696

call-by-call,  REP:470–472,  REP:581–583

CDN,  REP:658–664

changing properties of,  SUP:153

confirming schedule of,  SUP:152

deactivating,  SUP:160

deleting,  SUP:154

DNIS,  REP:665–668,  REP:674–678

IVR,  REP:523–528,  REP:569–577

music and RAN route,  REP:679–681

previewing,  SUP:164–167

previewing list of,  SUP:153

printing,  SUP:164–167

printing list of,  SUP:154

resource,  REP:657–687

scripts,  REP:547–552

skillset,  REP:553–557,  REP:689–700

standard,  REP:2,  REP:357–700

types,  REP:2,  SUP:130

See also configuration reports, historical 
reports, standard reports, user-created 
reports, and user-defined reports

reports and PPP connections,  ADM:18,  INS:154

Reports function,  ADM:41

Reports–Agent Performance function,  ADM:41

Reports–Call by Call function,  ADM:41

Reports–Other function,  ADM:41

requirements
installation, customer-supplied,  INS:18

installation, software,  INS:21

migration,  INS:305

upgrade,  INS:162

ReservedForCall field,  REP:102

ReservedTime field,  REP:102

resetting the desktop password,  ADM:54–55

resolving validation errors,  SCR:111

CDN,  REP:658–664

DNIS,  REP:665–668,  REP:674–678

resources
acquiring,  ADM:74–75

identifying,  SCR:21

resource acquisition,  SUP:7

resource reports,  REP:657–687

state of acquisition, definition,  SET:16

response, Get Response command,  SCR:198

restarting server,  ADM:13–14

remotely,  ADM:353–356

restoring
access to the server,  ADM:52–53

database,  INS:265,  INS:345

restricting access to the server,  ADM:51–52

retry lockout,  ADM:25

RetryTimer field,  REP:326

Return Call to Queue After option,  ADM:166

return value, description,  SCR:202

returned to queue,  REP:50,  REP:91,  REP:92

ReturnedToQ field,  REP:50

ReturnedToQDueToTimeout field,  REP:50

ReturnToQueueMode field,  REP:220,  REP:329

ReturnToQueueOnNoAnswer field,  REP:220,  
REP:329

ReturnToQueueWaitInterval field,  REP:221,  
REP:329

ringback, Give Ringback command,  SCR:154

RingTime field,  REP:102

role names,  REP:340

round robin routing table,  REP:254

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,  SCR:43

parentheses,  SCR:42

placeholders,  SCR:262

section,  SCR:42
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, 
rules (continued)

variables,  SCR:42

Where-equals,  SCR:43

wildcards,  SCR:262

Run Report dialog box,  SUP:165

running
agent to skillset assignments,  ADM:239

agent to supervisor assignments,  ADM:226

S
sample scripts

advanced commands and,  SCR:292

copying,  SCR:95

description,  SCR:292

DNIS,  MSL:93,  DMS:93

getting started with,  SCR:292–300

importing,  SCR:104

music and RAN route,  MSL:91,  DMS:91

using,  SCR:95

saving
activated scripts,  SCR:100–101

changes,  SCR: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_Database,  ADM:293

SCCS_Full,  ADM:293

Schedule
box,  ADM:225,  ADM:238

property page,  SUP:145

Schedule Date box,  SUP:145

Schedule Selection box,  SUP:145

scheduled backups
changing,  ADM:298

deleting,  ADM:298

ScheduledSkillsetAssignment view,  REP:288–290

ScheduledSupervisorAssignment view,  
REP:291–293

Scheduler function,  ADM:42

schedules
activating,  SUP:159

and site name,  SUP:150

confirming,  SUP:152

deactivating,  SUP:160

defining,  SUP:144–146

scheduling
agent to skillset assignments,  ADM:237–238

agent to supervisor assignments,  ADM:224–225

backups,  ADM:291–295

script
elements, adding,  SCR:91,  SCR:92

expressions. See logical expressions; 
mathematical expressions; relational 
expressions

field,  REP:298

script rules. See rules
variables. See variables
view,  REP:294–295

Script By Script Variable report,  REP: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,  SCR:38

commands,  SCR:36

comments,  SCR:38

conventions,  SCR:36–42

indenting,  SCR:38

intrinsics,  SCR:36

lists,  SCR:44

logical expressions,  SCR:36

parentheses,  SCR:36

section names,  SCR:37

skillset lists,  SCR:208
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Script Manager,  SCR:26

Script Variable By Script report,  REP:12,  
REP:547–549

Script Variable properties
attributes,  SCR:82

general,  SCR:80

Script Variable Properties report,  REP:550–552

Script Variables function,  ADM:42

Script Variables window,  SCR:67

opening,  SCR:68

script writing
conventions,  SCR:36–42

flowchart,  SCR:19

tips,  SCR:44–57

ScriptID field,  REP:295

scripts,  SUP:90

activating,  SCR:115–119

adding advanced commands,  SCR:91

adding commands,  SCR:91

adding elements,  SCR:91,  SCR:92

adding events,  SCR:92

adding intrinsics,  SCR:91

adding operators,  SCR:92

adding variables,  SCR:92

call flow,  SCR:9

copying sections,  SCR: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 between,  REP:227–229

renaming,  SCR:120

reports,  REP:547–552

saving,  SCR:100–101

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 view,  REP:296–297

ScriptVariables view,  REP:298–299

SDK
installing,  INS:150–151

uninstalling,  INS:128

SDMCA service,  INS:293

SDP service,  INS:293

secondary DN
box,  ADM:94,  SUP:30

monitoring problems,  MSL:99,  DMS:99

secondary script, pegging of calls handled by,  
REP:109,  SUP:91

SecondaryDN field,  REP:325

Seconds data type,  SCR:70

Section command,  SCR:136

rules,  SCR:42

section
names of, in scripts,  SCR: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,  SUP:141–142

property page,  SUP:141

Send Info command,  SCR:193

Send Request command,  SCR:195,  REP:115

Separator box,  SUP:148

Serial Ports function,  ADM:42

Server Entry box,  REP:24

Server Manager,  ADM:12

Server Performance Monitor function,  ADM:43

Server Settings function,  ADM:43

server software
configuration mode,  INS:112,  INS:173,  INS:213, 

 INS:229

converting,  INS:174,  INS:205
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server software (continued)

entering the keycode,  INS:106,  INS:208

installing,  INS:96–113,  INS:332

installing PEPs,  INS:141

maintenance,  INS:159,  INS:249

reinstalling,  INS:219

uninstalling,  INS:122

upgrading,  INS:160

upgrading Windows NT,  INS:191

servers,  SUP:6,  SUP:21

adding,  ADM:18–20

and user-defined reports,  SUP:137

checking configuration,  MSL:75,  DMS:75

components,  MSL:6,  DMS:6

configuration and switch datafill,  MSL:77,  
DMS:77

configuration and switch datafill relationship 
table,  MSL:77,  DMS:77

configuration overview,  MSL: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 to,  ADM:51–53

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

grouping by location,  ADM:20

locking users out of,  ADM:51–52

logging on to,  ADM:21,  SUP:21–22

logging users off of,  ADM:61

mode,  INS:254

predefined configuration values,  MSL:78,  
DMS:78

restarting,  ADM:13–14

restarting remotely,  ADM:353–356

restoring access to,  ADM:52–53

shutting down,  ADM:13–14

software version, checking,  INS:320

troubleshooting,  MSL:99,  DMS:99

troubleshooting connection to,  ADM:367

unable to acquire phonesets,  MSL:99,  DMS:99

user accounts on,  ADM:64

verifying the connection to,  REP:23–26

See also Symposium Call Center Server
Service ID, logon parameters,  MSL:79,  DMS:79

service level,  REP:50,  SUP:3

service level threshold,  REP:50

box,  ADM:116

field,  SET:19

threshold,  ADM:130,  ADM:133

Service Pack 3
installing,  INS:195

verifying,  INS:35

Service Update packs, installing,  INS:119–120

service version, logon parameters,  MSL:80,  
DMS:80

ServiceLevelThreshold field
Application view,  REP:225

ApplicationThresholdTemplate view,  REP:231

DNIS view,  REP:235

ServiceLevelThreshold field
DNISThresholdTemplate view,  REP:236

Skillset view,  REP:305

SkillsetThresholdTemplate view,  REP:312

services,  INS:293

troubleshooting problems with,  INS:292–294

SERVORD utility,  ADM:93,  ADM:192

sessions,  ADM:59–61

Set Alias dialog box,  REP:35

Set Location dialog box,  REP:37

setting TZ system variable,  INS:42

setting up the server,  ADM:7–8

configuring Windows NT,  INS:89

installing server software,  INS:89

preparing for setup,  INS:89

severity,  ADM:249

box,  ADM:270

of events, changing,  ADM:269–270

ShortCall threshold,  ADM:130-133

ShortCallsAnswered field,  REP:79,  REP:102

Show available agents box,  ADM:222,  ADM:235

Shutdown utility,  INS:277

shutdown, improper,  ADM:13

shutting down server,  ADM:13–14

signed integers,  REP:21

silence, Give Silence command,  SCR:156

Simple Network Management Protocol. See 
SNMP

Site field
ActivityCodeStat views,  REP:70

AgentByApplicationStat views,  REP:74
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Site field (continued)

AgentBySkillset Stat views,  REP:79

AgentPerformance views,  REP:103

ApplicationStat views,  REP:123

CDNStat views,  REP:132

DNISStat views,  REP:139

eAgentLoginStat view,  REP:189

eCallByCallStat view,  REP:192

eIVRPortLoginStat view,  REP:202

IVRPortStat views,  REP:143

RANMusicRouteStat views,  REP:166

SkillsetStat views,  REP:177

Site Name field

agent statistics,  SUP:86

application statistics,  SUP:95

IVR statistics,  SUP:98

skillset statistics,  SUP:107

nodal statistics,  SUP:100

site name, changing,  SUP:150–151

site_id formula,  REP:43

SiteID field

ActivityCodeStat views,  REP:70

AgentByApplicationStat views,  REP:75

AgentBySkillset Stat views,  REP:79

AgentPerformance views,  REP:103

ApplicationStat views,  REP:123

CDNStat views,  REP:132

DNISStat views,  REP:139

eAgentLoginStat view,  REP:189

eCallbyCallStat views,  REP:192

eIVRPortLoginStat view,  REP:202

IVRPortStat views,  REP:143

RANMusicRouteStat views,  REP:166

SkillsetStat views,  REP:177

size of event log, changing,  ADM: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:302–305

worksheets,  SET:27–30

Skillset Abandoned After Threshold field,  
SUP:108

Skillset Abandoned Delay field,  SUP:108

Skillset Abandoned field,  SUP:107

skillset assignments,  REP:486–488,  REP:489–492

changing,  SUP:33–34,  SUP:54–55

Skillset By Application report,  REP:693–696

Skillset field
AgentBySkillset views,  REP:80

HistoricalStatCollection view,  REP:242

Skillset view,  REP:305

SkillsetStat views,  REP:177

Skillset Global Settings worksheet,  SET:30

Skillset ID field,  SUP:108

skillset intrinsics,  SCR:208–234

agent lists,  SCR:208

decision making with,  SCR:204

default values,  SCR:208

description,  SCR:208

skillset lists,  SCR:208

Skillset Name field,  SUP:108

Agent to Skillset Assignment worksheet,  
SET:39

Skillsets worksheet,  SET:29

Skillset Performance report,  REP:697–700

skillset priority,  ADM:172

Skillset Properties report,  REP:553–557

skillset real-time display template,  SUP:124–125

skillset real-time displays,  SUP: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 option,  SUP:109

entity relationships,  REP:350

linkages,  REP:179

Skillset Statistics box,  ADM:143

Skillset Threshold Classes function,  ADM:43
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skillset thresholds,  ADM:130–134

SkillsetAbandon field,  REP:177

SkillsetAbandonAftThreshold field,  REP:178

SkillsetAbandonDelay field,  REP:177

SkillsetByAgent field,  REP:242

SkillsetByAgent view,  REP:306–307

SkillsetByAssignment view,  REP:308–310

SkillsetID field
AgentBySkillset Stat views,  REP:80

ScheduledSkillsetAssignment view,  REP:289

Skillset view,  REP:305

SkillsetByAgent view,  REP:306

SkillsetByAssignment view,  REP:309

SkillsetStat views,  REP:178

SkillsetName field
ScheduledSkillsetAssignment view,  REP:289

SkillsetByAssignment view,  REP:309

skillsets,  ADM:169–190,  SUP:9,  SUP:42

adding,  ADM:182–184

agents assigned to,  REP:306–307

assigning agents to,  ADM:211

assignments,  REP:308–310

changing,  ADM:190

changing agent priorities for,  ADM: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 for,  ADM:156

out of service,  SCR:48

parameter,  ADM:156

previewing list of,  ADM:190

printing list of,  ADM:190

properties,  REP:302–305

putting out of service,  ADM:188–189

reports, configuration,  REP:553–557

reports, statistic,  REP:385–388,  REP:689–700

statistics by agent,  REP:77–82

threshold classes,  REP:311–312

viewing global settings for,  SUP:48–50

viewing properties of,  SUP:51–53

worksheet,  SET:29

Skillsets to Add box,  ADM:211

SkillsetStat views,  REP:172–179

SkillsetState field
HistoricalStatCollection view,  REP:242

ScheduledSkillsetAssignment view,  REP:289

SkillsetByAgent view,  REP:306

SkillsetByAssignment view,  REP:309

SkillsetThresholdTemplate view,  REP:311–312

SMI systems, adding,  ADM:18–20

SMI window,  ADM:22

SMI Workbench,  ADM:17–22

adding a system,  INS: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,  INS:27

Software Development Kit. See SDK
software troubleshooting checklist,  ADM:365

sorting real-time displays,  SUP:77

space requirements, calculating,  ADM:159

Specify full path and report name box,  REP:42

Specify the full path and file name box,  SUP:148

SQL Tables box,  REP:37

SQL-compliant applications,  REP:20

creating reports in,  REP:39–40

SQLEDIT window,  REP:25

StaleDataRatio field,  REP:253

standard real-time displays,  ADM:138,  SUP:68

standard reports,  REP:2,  REP:357–700,  SUP:130,  
INS:174

location of,  SUP:137

new in Release 3.0,  REP:12

printing,  SUP:164–167

skills needed to use,  REP:15

Standard_Agent_By_Supervisor_Display,  
SUP:117

Standard_Application_Display,  SUP:119–120

Standard_Nodal_Display,  SUP:122

Standard_Skillset_Display,  SUP: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 Listener,  SUP:161

startup utility,  INS:278

State field,  SUP:87

state
of acquisition of a resource,  SET:16

timers, agent,  REP:83

statistics
agent,  SUP:86–89

agent by application,  REP:72–76

agent by skillset,  REP:77–82

agent login and logout,  REP:187–189

agent performance,  REP:83–107

application,  REP:108–128,  SUP:90–96

call-by-call,  REP:190–200

CDN,  REP:129–132

DNIS,  REP:133–140

groups,  ADM:139,  ADM:151

IVR,  REP:146–150,  SUP:97–98

IVR port,  REP:141–145,  REP:572–574

IVR port login and logout,  REP:201–202

music route,  REP:165–167

nodal,  SUP:99–100

RAN route,  REP:165–167

real-time,  SUP:81–109

skillset,  REP:172–179,  REP:689–700,  SUP:103–
109

when cumulated,  REP:62

See also historical statistics, real-time 
statistics

Statistics Collection worksheets,  SET:43–49

Statistics to be collected field,  SET:45

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

of backup,  ADM:296–297,  ADM:305

Status field
CDN view,  REP:232

IVRPort view,  REP:248

ScheduledSkillsetAssignment view,  REP:289

Status field (continued)

ScheduledSupervisorAssignment view,  
REP:292

Script view,  REP:295

ScriptVariableProperties view,  REP:297

SkillsetByAssignment view,  REP:309

SupervisorByAssignment view,  REP:322

SwitchPort view,  REP:325

stopping backups,  ADM:298,  ADM:306

storage duration,  REP:5

String data type,  SCR:70

subscripts, activation,  SCR:31

subsystem link problem troubleshooting,  
MSL:97,  DMS:97

subtraction expression,  SCR:279

summarized historical statistics. See historical 
statistics

SummaryThresholdTemplate view,  REP:313–314

supervisor
access class,  ADM:28

agent performance by,  REP:411–416

assignments,  REP:477–479, 
REP:493–495

view,  REP:315–318

Supervisor Configuration worksheet,  SET:33

Supervisor ID field,  SUP:88

Supervisor Name field,  SUP:89

supervisor phoneset keys, configuring,  MSL:68,  
DMS:68

supervisor phonesets,  ADM:92,  ADM:192,  
ADM:204

configuring,  MSL:68,  MSL:69,  DMS:68,  DMS:69

verifying configuration,  MSL:87,  DMS:87

supervisor properties,  SET:35

report,  REP:558–561

Supervisor User ID field,  SUP:89

SupervisorAgentAssignment view,  REP:319–320

SupervisorByAssignment view,  REP:321–323

SupervisorGivenName field
AgentPerformanceStat views,  REP:103

ScheduledSupervisorAssignment view,  
REP:292

SupervisorAgentAssignment view,  REP:320

SupervisorByAssignment view,  REP:322
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SupervisorID field
ScheduledSupervisorAssignment view,  

REP:293

SupervisorByAssignment view,  REP:323

SupervisorLogin field,  REP:103

supervisors,  ADM:191–201,  REP:84,  SUP:12

adding,  ADM:194–197

assigned agents,  REP:319–320

assigning agents to,  ADM:212–213,  ADM:221–
223

changing,  ADM:200

changing capabilities of,  ADM:200

configuring,  SET:33

definition,  ADM:192

deleting,  ADM:201

emergency notification,  MSL:100,  DMS:100

previewing list of,  ADM:200

printing list of,  ADM:200

properties,  REP:315–318

reporting,  ADM:192

reports,  REP:558–561

unable to log on,  MSL:100,  DMS:100

viewing agents assigned to,  ADM:198–199

See also associated supervisors, reporting 
supervisors

SupervisorSurName field
AgentPerformanceStat views,  REP:103

ScheduledSupervisorAssignment view,  
REP:293

SupervisorAgentAssignment view,  REP:320

SupervisorByAssignment view,  REP:323

SupervisorTelsetLoginID field,  REP:320

SupervisorUserID field
AgentPerformanceStat views,  REP:104

SupervisorAgentAssignment view,  REP:320

supplementary DNs,  ADM:114

suppressing events,  ADM:271–272

SurName field
AccessRights view,  REP:216

Agent view,  REP:221

Script view,  REP:295

Supervisor view,  REP:316

suspicious activity,  ADM:71

swap file,  INS:40

changing size of,  INS:336

checking location of,  INS:317

swap file (continued)

moving,  INS:186,  INS:341

usage,  INS:295

switch,  SUP:5

changing type,  INS:131

configuring,  ADM:6

configuring datafill and server,  MSL:77,  
DMS:77

configuring resources,  MSL:48,  DMS:48

datafill and server configuration relationship
table,  MSL:77,  DMS:77

DMS configuration dialog box,  INS:108,  
INS:169,  INS:225

M1 options dialog box,  INS:108,  INS:169,  
INS:225

resources,  SET:16

resources, configuring,  ADM:73

troubleshooting,  MSL:97,  DMS:97

Switch administration worksheets,  
SET:15–22

Switch Information tab,  INS:269

Switch Resource function,  ADM:43

SwitchID field
Agent view,  REP:221

IVRPort view,  REP:248

Supervisor view,  REP:316

SwitchPort view,  REP:325

SwitchPort view,  REP:324–325

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 Client,  REP:4

and client software,  INS:127

Sybase Server,  REP:4

Symposium Call Center Server
calls,  REP:63,  SUP:83

components,  INS:5

connecting to from SMI,  INS:157

database,  REP:3–5

description,  INS:5

software, installing,  INS:103,  INS:332
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Symposium Call Center Server (continued)

upgrading from Release 1.0,  INS:240

See also server
Symposium Call Center Server logon 

parameters
Business Group,  MSL:79,  DMS:79

DMS password,  MSL:79,  DMS:79

MBG,  MSL:79,  DMS:79

Network Node,  MSL:78,  DMS:78

Service ID password,  MSL:79,  DMS:79

service version,  MSL:80,  DMS:80

synchronizing
computer name,  INS:252

times,  ADM:15,  REP:203

system default skillset,  ADM:175

defining,  ADM:185–187

System field,  REP:246

System Information utility,  INS:279

System log,  ADM:252

System Management Interface Workbench.  See 
SMI workbench

System Monitor window,  INS:292

System property page,  INS:268

System Value box,  ADM:156

System_Application,  REP:173,  REP:178

System_Default_Activity_Code,  ADM:111

T
table data

entering and editing,  MSL: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 views,  REP:75

AgentBySkillset views,  REP:80

AgentPerformanceStat views,  REP:104

DNISStat views,  REP:139

IVRPortStat views,  REP:144

Tandberg MLR1 QIC tape drive,  ADM: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 settings,  INS:59

testing ELAN and CLAN connections,  INS:70

telephony network,  SUP:5

Telephony/Port Address box,  ADM:94,  ADM:101, 
 ADM:197

Telephony/Port Address field,  SET:33

Phonesets worksheet,  SET:21

Voice Ports worksheet,  SET:22

TelsetLoginID field
Agent view,  REP:222

eCallbyCallStat views,  REP:193

eNetCallByCallStat views,  REP:206

Supervisor view,  REP:317

TelsetShowReserve field,  REP:222,  REP:329

temp directory, checking,  INS:129

Template field,  REP:329

TemplateID field
Agent view,  REP:222

Application view,  REP:226

ApplicationThresholdTemplate view,  REP:231

DNISThresholdTemplate view,  REP:235,  
REP:236

RealTimeColumn view,  REP:275,  REP:280

SkillsetThresholdTemplate view,  REP:312

SummaryThresholdTemplate view,  REP:314

Supervisor view,  REP:317

UserTemplate view,  REP:329

TemplateName field,  REP:222,  REP:301,  REP:317

temporary files, deleting,  INS:129

Terminal Name box,  ADM:94,  ADM:101

Terminal Name field
Phonesets worksheet,  SET:21

Voice Ports worksheet,  SET:22

terminated calls,  REP:131

testing the network connection,  INS:70–71

TFA service,  INS:293

TFE service,  INS:293

third-party IVR application,  REP:141,  REP:146

Threshold box,  ADM:270
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Threshold Class
field,  SET:29

name field,  SET:14

Threshold Class box,  ADM:183

threshold classes,  ADM:119–125,  ADM:179,  SUP:47

adding,  ADM:122–124

agent,  REP:226,  REP:331–332

application,  REP:109,  REP:230–231

assigning to agents,  ADM:210

changing,  ADM:125

definition,  SCR:287,  SET:12

deleting,  ADM:125

display,  SCR:287

DNIS,  REP:236

example,  SCR:287

nodal,  REP:313–314

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:311–312

worksheets,  SET:11–14

thresholds,  ADM:126–134

adding to a threshold class,  ADM:123–124

display,  ADM:121

pegging,  ADM:120,  SUP:103

properties,  SET:34

ThresholdTemplateID field
Agent view,  REP:222

Supervisor view,  REP:317

UserThresholdTemplate view,  REP:332

ThresholdTemplateName field,  REP:223,  REP:317

throttling events,  ADM:271–272

time comparisons, using,  SCR:56

Time data type,  SCR:70

Time field
ActivityCodeStat views,  REP:70

AgentByApplicationStat views,  REP:75

AgentBySkillset views,  REP:80

AgentPerformanceStat views,  REP:104

ApplicationStat views,  REP:123

CDNStat views,  REP:132

DNISStat views,  REP:140

eAgentLoginStat view,  REP:189

eCallbyCallStat views,  REP:193

Time field (continued)

eIVRPortLoginStat view,  REP:202

eNetCallByCallStat views,  REP:206

IVRPortStat views,  REP:144

RANMusicRouteStat views,  REP:166

SkillsetStat views,  REP:178

Time In State field,  SUP:89

time intrinsics,  SCR:237–247

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 field,  REP:124

TimeBeforeForceDisconnect field,  REP:124

TimeBeforeForceOverflow field,  REP:124

TimeBeforeInterflow field,  REP:125

TimeBeforeIVRTransferred field,  REP:125

TimeBeforeNACDOut field,  REP:125

timer option,  SCR:199

timers, agent state,  REP:83

Timestamp field
ActivityCodeStat views,  REP:70

AgentByApplicationStat views,  REP:75

AgentBySkillset views,  REP:81

AgentPerformanceStat views,  REP:104

ApplicationStat views,  REP:127

CDNStat views,  REP:132

DNISStat views,  REP:140

eAgentLoginStat view,  REP:189

eCallbyCallStat views,  REP:193

eIVRPortLoginStat view,  REP:202

eNetCallByCallStat views,  REP:207

IVRPortStat views,  REP:144

RANMusicRouteStat views,  REP:167

SkillsetStat views,  REP:178

tips
callers,  SCR:48

giving tones,  SCR:50

high traffic,  SCR:51

loops,  SCR:52

most likely conditions,  SCR:47

out of service,  SCR:48
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tips (continued)

ranges,  SCR:55

script writing,  SCR:44–57

sections,  SCR:55

time comparisons,  SCR:56

unnecessary commands,  SCR:45

variables,  SCR:57

Title field,  REP:223,  REP:317

Agent Configuration worksheet,  SET:34

Desktop User worksheet,  SET:9

Supervisor Configuration worksheet,  SET:33

To box,  SUP:74,  SUP:75

tones
giving,  SCR:50

using,  SCR:50

Total Active Calls intrinsic,  SCR:251

Total Answered Delay threshold,  ADM:133

Total Calls Answered Delay field,  SUP:108

Total Wait Time threshold,  ADM:134

TotalCallsAbandonedDelay field,  REP:163

TotalCallsAnsweredDelay field,  REP:163

TotalStaffedTime field,  REP:81,  REP:178

traffic intrinsics,  SCR:249–251

decision making with,  SCR:205

transferred calls,  REP:85

ACD calls,  REP:88–89

application statistics,  REP: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:431–437

Transferred intrinsic,  SCR:271

transition mode,  ADM:176,  SUP:43

putting skillset into,  ADM:188–189

treatments,  REP:448–453

ApplicationStat views,  REP:114–117,  REP:123–
126

DNISStat views,  REP:135–136

troubleshooting
Activity LED,  ADM:367

add-in adapter,  ADM:368

agent Variable Wrap state,  MSL:101,  DMS:101

troubleshooting (continued)

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

calls not presented to agents,  SCR:344,  
MSL:101,  DMS:101

client logon,  MSL:97,  DMS:97

client-server connection,  INS:290–291

installation problems,  INS:284–287

link LED,  ADM:367

network connection,  ADM:367,  INS:288–289

overview,  MSL:96,  DMS:96

phoneset dial tone,  MSL:98,  DMS:98

problems with services,  INS:292–294

resource configuration,  MSL:99,  DMS:99

server,  ADM:367

server cannot acquire CDNs,  MSL:99,  DMS:99

server cannot acquire phonesets,  MSL:99,  
DMS:99

server connection,  ADM:366

server not monitoring activity on secondary 
DN,  MSL:99,  DMS:99

server not receiving switch information,  
MSL:97,  DMS:97

software checklist,  ADM:365

subsystem link problems,  MSL:97,  DMS:97

supervisors emergency notification,  MSL:100,  
DMS:100

trusted host, ICM security,  MSL:29,  DMS:29

TSM service,  INS:293

two-stage transfer,  REP:59

Type field,  REP:297

CDN view,  REP:232

ScheduledSupervisorAssignment view,  
REP:293

Script view,  REP:295

SupervisorAgentAssignment view,  REP:320

SupervisorByAssignment view,  REP: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 values,  INS:29

setting system time variable,  INS:42

value formula,  INS:29

U
unavailable agents,  SUP:105

uninstalling
client software,  INS:146–149

DMI,  INS:123

pcANYWHERE during conversion,  INS:184

PEPs from client PC,  INS:146

server software,  INS:122

Software Development Kit,  INS:128

unnecessary commands, avoiding,  SCR:45

unsolicited events
description,  SCR:174

Event Handler,  SCR:174

untreated calls,  REP:147–148,  SUP:97–98

UpdateRate field,  REP:253

updating emergency repair disk,  INS:68–69

updating. See changing
upgrading

client software,  INS:232

from Release 1.0,  INS:240

server software,  INS:160

Windows NT,  INS:191

user-created reports for Release 3.0,  
REP:10–11

User Access Privilege report,  REP:565–567

user
accounts on server,  ADM:64

connection, querying the status of,  ADM:60

desktop status,  ADM:50

sessions,  ADM:59–61

User Configuration worksheet,  SET:32

completing for agents,  SET:34

completing for desktop users,  SET:9

completing for supervisors,  SET:33

user ID,  SUP:22

box,  ADM:49

field,  SET:9

User Manager,  ADM:12

User name field,  SET:33

Agent Configuration worksheet,  SET:34

Desktop User worksheet,  SET:9

User Profile Editor,  ADM:12

user-created reports,  REP:2,  SUP:130

creating,  REP:39–40

creating in Crystal Reports,  REP:29–34

deleting,  SUP:154

importing,  REP:41–42

upgrading to Release 3.0,  REP:10–11

user-defined real-time displays,  ADM:138,  SUP:68

user-defined reports,  REP:2,  SUP:130,  SUP:135–148

and server,  SUP:137

and userid of creator,  SUP:137

creating,  SUP:138–149

deleting,  SUP:154

location of,  SUP:137

UserGivenName field,  REP:290,  REP:310

userid,  SUP:137

UserID field
ActivityCodeStat views,  REP:71

Agent view,  REP:223

AgentByApplicationStat views,  REP:76

AgentBySkillset views,  REP:81

AgentPerformanceStat views,  REP:104

eAgentLoginStat view,  REP:189

ScheduledSkillsetAssignment view,  REP:290

SkillsetByAgent view,  REP:307

SkillsetByAssignment view,  REP:310

Supervisor view,  REP:318

users
function,  ADM:44

See also agents, desktop users, supervisors
UserSurName field,  REP:290,  REP:310

UserTelsetLogin field,  REP:290

UserTelsetLoginID field,  REP:310

UserTemplate view,  REP:328–330

UserThresholdTemplate view,  REP:331–332

using
loops,  SCR:52

ranges,  SCR:55

sample scripts,  SCR:95

sections,  SCR:55

time comparisons,  SCR:56

tones,  SCR:50

variables,  SCR:57
Master Index 43



Index Standard 1.0
utilities
Computer Name Sync,  INS:252

configuration tool,  INS:254

Database Restore,  INS:265

DMI View,  INS:266

Feature Report,  INS:267

migration,  INS:274

Nbconfig,  INS:254

Network Adapters Information,  INS:280

nicomsetup,  INS:263

registry maintenance,  INS:275

Shutdown,  INS:277

startup,  INS:278

System Information,  INS:279

voice prompt languages,  INS:273

V
validating scripts,  SCR:110,  INS:112,  INS:173,  

INS:213,  INS:229

validation
description,  SCR:30

resolving errors,  SCR:111

window,  INS:103,  INS:205

Validation Options dialog box,  SCR:28

values, assigning to variables,  SCR:74–78

Variable field,  REP:299

variable wrap
state,  MSL:101,  DMS:101

threshold,  ADM:127

variables
adding,  SCR:92

assigning a single value,  SCR:74

assigning values to,  SCR:74–78

changing attributes,  SCR:82

deleting,  SCR:82–83

description,  SCR:17

example,  SCR:17

naming,  SCR:71

properties of,  REP:296–299

referencing scripts,  SCR:80

rules,  SCR:42

Script Variable window,  SCR:67

using,  SCR:57

warning,  SCR:65

variables (continued)

reports,  REP:547–552

See also call variables; global variables
VariableStatus field,  REP:299

VariableType field,  REP:299

VariableWrap field,  REP:223,  REP:330

VariableWrapTime field,  REP:105

verifying
ACD,  MSL:85,  DMS:85

ACD groups and subgroups,  MSL:85,  DMS:85

agent phoneset configuration,  MSL:86,  DMS:86

agents configuration,  MSL:88,  DMS:88

CDNs configuration,  MSL:89,  DMS:89

connection to the server,  REP:23–26

DNIS configuration,  MSL:93,  DMS:93

DNISs sample script,  MSL:93,  DMS:93

ICM link,  MSL:83,  DMS:83

music and RAN route configuration,  MSL:91,  
DMS:91

music and RAN route sample script,  MSL:91,  
DMS:91

overview,  MSL:82,  DMS:82

phoneset configuration,  MSL:86,  DMS:86

server logon to switch,  MSL:83,  DMS:83

supervisor phonesets configuration,  MSL:87,  
DMS:87

video 
adapter, checking,  INS:185

drivers, changing,  INS:213

Video mode,  ADM:341

setting,  INS:76

View Mode box,  SUP:72

viewing
access class membership,  ADM:32–33

agents assigned to a supervisor,  ADM:198–199

backup objects,  ADM:301–303

contents of backup tape,  ADM:304

date, time, and time zone,  ADM:15

global settings,  SUP:48–50

list of logged-on desktop users,  ADM:60

modes,  ADM:141,  SUP:70

real-time displays,  SUP:76

skillset properties,  SUP:51–53

time, date, and time zone,  ADM:15

ViewMode field,  REP:280
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views
view,  REP:333

See also database views
virtual CD,  INS:141

creating,  INS:141

virtual memory,  INS:40,  INS:186

insufficient,  INS:295

Voice call key,  ADM:140,  SUP:70

Voice Port Channel
box,  ADM:103

field,  SET:22

Voice 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:247–248

worksheet,  SET:22

See also IVR ports
VSM service,  INS:293

W
wActivityCodeStat,  REP:67–71

wAgentByApplicationStat view,  REP:72–76

wAgentBySkillsetStat view,  REP:77–82

wAgentPerformanceStat view,  REP:83–107

Wait command,  SCR:137

restriction,  SCR:134,  SCR:137

wait time, increasing,  SCR:214

waiting agents,  SUP:103

waiting calls
application statistics,  SUP:94

nodal statistics,  SUP: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 threshold,  ADM: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 command,  SCR:180

rules,  SCR:43

Width field,  REP:271

Wildcard data type,  SCR:70

wildcards
CLID,  SCR:262

description,  SCR:262

rules,  SCR:262

Windows NT
changing Windows NT Administrator 

password INS:32

computer name, changing,  INS:44

configuring,  INS:23–72

date, changing,  INS:41

DMS checks,  INS:26

logging on to,  INS:31

time zone, changing,  INS:41

time, changing,  INS:41

workgroup name, changing,  INS:44

version, checking,  INS:313

Windows NT Administrative Tools,  ADM:12

Windows NT Diagnostics,  ADM:12

Windows NT Event Viewer,  ADM:12,  
ADM:262–263

Windows NT Service Pack 3, installing,  INS:35,  
INS:195

WINS, configuring,  INS:53

With Priority option,  SCR:159,  SCR:163

With Scale From box,  SUP:74,  SUP:75

wIVRPortStat view,  REP:141–145

workgroup name, changing,  INS:44
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worksheet
Access Classes,  SET:7–8
Activity Codes,  SET:17
Agent Configuration,  SET:34–35
Agent to Skillset Assignment,  SET:39–40
Agent to Supervisor Assignment,  SET:41–42
CDNs,  SET:18
Desktop User,  SET:9
DNISs,  SET:19
Historical Statistics Collection,  SET:47–49
installation,  INS:9
Music/RAN Routes,  SET:20
Phonesets,  SET:21
Real-time Statistics Configuration,  SET:45–46
Skillset Global Settings,  SET:30

worksheet (continued)
Skillsets,  SET:29
Supervisor Configuration,  SET:33
Threshold Class,  SET:14
User Configuration,  SET:32
Voice Ports,  SET:22

wRANMusicRouteStat view,  REP:165–167
WriteAccess field,  REP:216
WriteAgentAccess field,  REP:217
WriteAllAgentAccess field,  REP:217
writing scripts

conventions,  SCR:36–42
flowchart,  SCR:19
tips,  SCR:44–57

wSkillsetStat view,  REP:172–179
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