Lucent Technologies

Bell Labs Innovations

CentreVu®
CMS Administration

585-210-910
Comcode 108501743
Issue 1

November 1999



Copyright © 1999 Lucent Technologies. All Rights Reserved.

This material is protected by the copyright laws of the United States and other countries. It may not be reproduced, distributed, or altered in any
fashion by any entity (either internal or external to Lucent Technologies), except in accordance with applicable agreements, contracts or
licensing, without the express written consent of the Customer Training and Information Products organization and the business management
owner of the material.Product Development Manager

Product Development Manager 1 888-LTINFO6

Notice

Every effort was made to ensure that the information in this book was complete and accurate at the time of printing. However, information is
subject to change.

Mandatory Customer InformationMandatory customer information

European Union declaration of conformity

Lucent Technologies Business Communications Systems declares that the equipment specified in this document conforms to the referenced
European Union (EU) Directives and Harmonized Standards listed below: EMC Directive89/336/EEC Low Voltage Directive 73/23/EEC. The
“CE” mark affixed to the equipment means that it conforms to the above Directives.

Heritage statement

Lucent Technologies—formed as a result of AT&T's planned restructuring—designs, builds, and delivers a wide range of priiteand
networks, communication systems and software, consumer and business telephone systems, and microelectronics comporidnts. The
renowned Bell Laboratories is the research and development arm for the company.

Security statementYour responsibility for your system’s security

Toll fraud is the unauthorized use of your telecommunications system by an unauthorized party, for example, persongotherdimany's
employees, agents, subcontractors, or persons working on your company's behalf. Note that there may be a risk of mtidtaddratbsyour
telecommunications system and, if toll fraud occurs, it can result in substantial additional charges for your telecommseitéatiesn You and
your system manager are responsible for the security of your system, such as programming and configuring your equipernt to prev
unauthorized use. The system manager is also responsible for reading all installation, instruction, and system admaustratiga
provided with this product in order to fully understand the features that can introduce risk of toll fraud and the stpbéhaken to reduce
that risk. Lucent Technologies does not warrant that this product is immune from or will prevent unauthorized use of caiemon-car
telecommunication services or facilities accessed through or connected to it. Lucent Technologies will not be respangibleafges that
result from such unauthorized use.

Trademarks

SunSun Microsystems, Inc. Sun Microsystems Sun Microsystems, Inc.the Sun LogoSun Microsystems, Inc. Solaris Sun Micrasystem
Solstice DiskSuite Sun Microsystems, Inc. SunLink Sun Microsystems, Inc.UltraSun Microsystems, Inc.SPARC. All SPARC trademark
used under license and are trademarks or registered trademarks of SPARC International, Inc. in the United States artdexhPreducts
bearing SPARC trademarks are based upon an architecture developed by Sun Microsystems, Inc. SPARC International,
Inc.CentreVYDEFINITY"INTELIntel CorporationPentiumintel CorporationMicrosoftMicrosoft CorporationMSMicrosoft CorporationMS-
DOSMicrosoft CorporationWindows Microsoft CorporationWindows NTMicrosoft Corporation

Ordering informationOrdering information

For information about ordering, see About this information product.
Support telephone numbers

Technical Support Telephone NumberLucent Technologies National Customer Care Center

Lucent Technologies provides a telephone number for you to use to report problems or to ask questions about your dadl seppentT
telephone number for customers in the U.S.A. and Canada is 1-800-242-2121. For technical support, customers outsid8 téte $)slitedld
call their Lucent Technologies Representative or Distributor.

Information Product Support Telephone Number

Call the Lucent Technologies National Customer Care Center.

Lucent technologies fraud intervention
If you suspect that you are being victimized by toll fraud and you need technical support or assistance, call Technica¢&ervia# Fraud
Intervention Hotline at 1-800-643-2353.

Developed by Lucent Technologies Customer Training and Information Products.This document was prepared by the Globabligaming
organization, Lucent Technologies, Denver, Colorado, U.S.A.



Contents CentreVu CMS Administration

Lucent Technologies
Bell Labs Innovations

Contents

About this information product . . . . . . . . . . . . . . . ... Vii

Chapter 1: Task: startup and exit

Starting CentreVu Supervisor on Windows 98 or NT. . . . . . . . . . . 1-2
Logging into CentreVuCMS . . . . . . . . . . . . . . . ... .. 1-3
Adding new servers . . . . C e e e e e 1-7
Choosing or changing your password e e e e e 1-9
Closing CentreVu Supervisor windows . . . . . . . . . . . . . . . . 1-10
Logging out of CentreVuCMS . . . . . . . . . . . . . . . . ... 1-11
Exiting CentreVu Supervisor . . . . . . . . . . . . ... 1-12
Task reference: general . . . . e e 1-13
Task reference: CentreVu CMS specrﬁcatrons C e e e 1-16
Task reference: switches . . . . . . . . . . . . . . . . . . . .. 1-18
Task reference: terminals . . . . . . . . . . . . . . . . . . ... 1-19
Task reference: printers. . . . e e e e 1-20
Task reference: CentreVu CMS support services. . . . . . . . . . .. 1-21
Task reference: using the Helpline. . . . C e e 1-22
Task reference: CentreVu CMS training classes C e e e 1-23

Chapter 2: Navigating CentreVu® Supervisor

Using the controller window before you log into the server . . . . . . . . 2-2
Using the controller window after you log into the server . . . . . . . . . 2-4
Using the features common to all CentreVu Supervisor windows . . . . . 2-9
Using the selector windows . . . . . . . . . . . . . . . . . . .. 2-10
Using the input windows . . . . . . . . . . . . . . . . . . . .. 2-12
Using the browse buttons . . . . . . . . . . . . . . . . . . L. 2-16
Using the history list . . . . . . . . . . . . . . . . ... 2-19
Taskreference . . . . . . . . . . . . .. ... L0 2-20

Chapter 3: Task: naming your call center entities in the Dictionary

Adding, deleting, or changing ACDs . . . . . . . . . . . . . . . .. 3-6
Creating or copying agent groups . . . . . e e e 3-8
Viewing, listing, adding, or deleting agents in an agent group G 3-11
Changing agent string values . . . e e e 3-16
Viewing, adding, or changing announcement synonyms e 3-21
Viewing, adding, deleting, or changing AUX reason code names . . . . . . 3-23
Viewing, adding, or creating calculations . . . C e e e e e 3-26
Viewing, adding, deleting, or changing call work codes C e e e e 3-29
Adding constants to the database . . . . . . . . . . . . . . . . .. 3-31

Defining your own database items. . . . . . . . . . . . . . . . .. 3-33



Contents CentreVu CMS Administration

Changing generic string values synonyms

Searching the Dictionary globally .

Viewing, adding, deleting, or changing Iocatlon IDs
Viewing, adding, or changing login ID names .
Viewing, adding, or changing logout reason code names.
Viewing or changing split/skill string values .

Viewing, adding, deleting, or changing split/skill names
Viewing CentreVu CMS database items . .
Viewing, adding, deleting, or changing trunk group names .
Viewing or changing trunk string values

Viewing, adding, deleting, or changing VDN names .
Viewing, adding, deleting, or changing vector names .
Running Dictionary reports

Chapter 4: Task: running, printing, exiting, and restarting a report
Running a report
Printing a report.
Setting up a report page
Exiting and restarting a report .
Task reference .

Chapter 5: Task: automating your activities with scripting
Using Save as Script.
Scripting reports
Scripting the export of report output
Scripting a report saved as HTML.
Scripting windows and actions .
Task reference .

Chapter 6: Task: administering call center agents
Starting an agent trace .
Listing agents traced .
Changing agent skills and extensron spllt assrgnments
Creating or applying an agent template
Multi-agent skill change and moving extensions between spllts
Running a split members report

Chapter 7: Task: administering your call center
Viewing, adding, or deleting call work codes
Changing VDN skill preferences .
Adding, deleting, or changing split/skill caII profrles .
Viewing trunk group assignments . Co
Running a trunk group members report
Changing VDN-to-vector assignments . .
Adding, deleting, or changing VDN call profiles
Running vector configuration reports

Chapter 8: Task: administering exceptions
Changing your exceptions notification .

iv

3-35
3-36
3-38
3-40
3-43
3-46
3-49
3-52
3-54
3-56
3-60
3-63
3-65

4-2
4-3
4-4

4-7

5-6
5-8
5-10
5-12
5-15

6-3

6-9
6-15
6-17
6-22

7-3
7-6

7-11
7-13
7-16
7-19
7-23

8-3



Contents CentreVu CMS Administration

%
Administering agent exceptions . . . . . . . . . . . . . . . . .. 8-4
Administering split/skill exceptions . . . . . . . . . . . . . . L. 8-11
Administering trunk group exceptions . . . . . . . . . . . . . . .. 8-16
Administering VDN exceptions . . . . . . . . . . . . . . . ... 8-20
Administering vector exceptions . . . . . . . . . . . . . . . ... 8-26
Running an agent exceptionsreport. . . . . . . . . . . . . . . .. 8-30
Running a data collectionreport . . . . . . . . . . . . . . . . .. 8-34
Running a malicious call tracereport . . . . . . . . . . . . . . . . 8-36
Running a split/skill exceptionsreport . . . . . . . . . . . . . . . . 8-38
Running a trunk group exceptionsreport . . . . . . . . . . . . . . . 8-41
Running a VDN exceptions report. . . . . . . . . . . . . . . . .. 8-44
Running a vector exceptionsreport . . . . . . . . . . . . . . . .. 8-47
Task reference . . . C e e e e 8-50
Reference: interactions W|th other commands e e e e e 8-52
Reference: real-time exceptionslog . . . . . . . . . . . . . . . .. 8-54
Task reference:reports. . . . . . . . . . . . L. 8-56

Chapter 9: Task: assigning user permissions
Assigning user data . . . . C e e e 9-3
Viewing, assigning, deleting, or changlng ACD access. . . . . . . . .. 9-9
Viewing, assigning, deleting, or changing feature access. . . . . . . . . 9-12
Viewing, assigning, or changing main menu addition access . . . . . . . 9-15
Viewing, assigning, deleting, or changing split/skill access . . . . . . . . 9-17
Viewing, assigning, deleting, or changing trunk group access . . . . . . . 9-20
Viewing, assigning, deleting, or changing vectoraccess . . . . . . . . . 9-23
Viewing, assigning, deleting, or changing VDN access. . . . . . . . . . 9-25

Chapter 10: Task: viewing and changing system setup values
Turning data collection on and off forreal ACDs . . . . . . . . . . . . 10-3
Changing the CentreV'uCMS state . . . . . . . . . . . . . . . . . 10-5
Settingup apseudo-ACD . . . . . . . . . . Lo 10-8
Loading pseudo-ACD data . . . e K 05 )
Specifying how CentreVu CMS stores data e (0 R v
Archiving data in the historical database . . . . . . . . . . . . . . . 10-20
Starting or stopping external applications. . . . . . . . . . . . . . . 10-23
Allocating storagespace . . . . . . . . . . . . . . . . . . . .. 1025
Stepstosetfieldvalues. . . . . . . . . . . . . . . . . . . . . . 1027
Migrating CentrevuCMSdata . . . . . . . . . . . . . . . . . . . 1033
Setting storage intervals . . . . . . . . . . . . . . . . . . . . . 1036
Viewing switch setupdata. . . . . . . . . . . . . . . . . . . . . 1042

Chapter 11: Task: maintaining CentreVu® CMS
Viewing ACD status . . . . . . . . . . . . . . ... 11-3
Viewing archiving status . . . e e e 11-7
Running a CMSADM file system backup C e e e e e 11-9
Running a maintenance backup . . . . e S
Assigning a name and description to a deV|ce e e e e o . . . . . . . . 11-18
Monitoring connection status. . . . . . . . . . . . . . . . . . . . 11-20

Administeringa printer . . . . . . . . . . . . . . . . . . . . . . 1123



Contents

CentreVu CMS Administration

Vi
Running a restore . 11-26
Using the maintenance error Iog 11-31
Task reference . . 11-35
Reference: full backup . . 11-36
Reference: incremental backup 11-37
Reference: complex backup . 11-39
Reference: recovery kit . 11-41
Reference: labeling the backup volume . . . . . 1143
Reference: results of daily, weekly, and monthly data summaries . . . . . 11-45

Chapter 12: Task: learning and using Solaris
Logging into Solaris . 12-2
Using Solaris. 12-3
Viewing a Solaris system f|Ie 12-4
Changing a user’s password . 12-5
Returning to CentreVu CMS . 12-6
Administering a printer . . 12-7
Stopping or starting the Scheduler ut|I|ty . 12-10
Restore files in Solaris . Coe 12-11
Chapter 13: Task: using timetables and shortcuts

Creating and scheduling a timetable . 13-3
Creating a timetable without scheduling it. 13-6
Copying a timetable . 13-9
Deleting a timetable . 13-11
Editing a timetable. 13-12
Adding tasks to a timetable 13-13
Copying timetable tasks 13-16
Deleting tasks from a timetable . 13-18
Editing a timetable globally 13-20
Changing timetable tasks . : 13-23
Listing all the timetables in your database. 13-25
Using timetables with the system clock. 13-26
Creating a shortcut 13-28
Running a shortcut 13-30
Copying a shortcut 13-31
Deleting a shortcut 13-33
Editing a shortcut . 13-34
Adding tasks to a shortcut 13-35
Copying shortcut tasks . 13-37
Deleting tasks from a shortcut . 13-39
Changing shortcut tasks 13-40
Task Reference . 13-42

Glossary

Index

GL-1

IN-1



About this information product CentreVu CMS Administration

Vil

Lucent Technologies
Bell Labs Innovations

About this information product

Purpose  If you area CentreVu® CMS administrator with accessto all parts of
CentreVu CMS, thisinformation product tells you what you need to
know to administer your call center. For split/skill supervisors with
limited accessto CentreVu CMS, thisinformation product will also be
hel pful.

Thisinformation product specifically addresses the DEFINITY®
Enterprise Communications Server (ECS) functionality of CentreVu
CMS. If you areimplementing CentreVu CMSR3V8for thefirst time,
you may have DEFINITY ECS Release 8. If you are upgrading from an
earlier version of CentreVu CMS, you may have an earlier ECS or an
earlier Generic 3 (G3) switch release.

Reason for reissue  Thisinformation product is a task-based guide to call center
administration.

The ACD basics appendix has been moved to the DEFINITY® ECS
R8 Guide to ACD Call Centers 555-233-503.

The vectoring EAS appendix has been moved to the DEFINITY ECS
R8 Vectoring and EAS Guide 555-230-521.

Thisinformation product documents version 8 of CentreVu
Supervisor.

DEFINITYIG2 information has been removed throughout.
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Actions or inactions that may cause difficulties are labeled as follows:

Caution

A CAUTION

I ndicates that failure to take or avoid a specified action could

result in loss of data.

Warning

A WARNING

I ndicates that failure to take or avoid a specified action could
result in physical harm to the operator or the equipment.

How to use this information
product

Use this overview map to find the information you need to administer

your CentreVu CMS call center.

To learn about...

Accessing and using CentreVu
CMS

The CentreVu Supervisor user
interface

Using the Dictionary

Reports and how to use them

What you can do with scripting

Changing agent splits/skills,
creating agent templates, moving
extensions between splits, and
using agent trace

See this task...

Startup and exit

Navigating CentreVu
Supervisor

Naming your call center entities
in the Dictionary

Running, printing, exiting, and
restarting a report

Automate your activities with
scripting

Administering your call center
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Adding or deleting call work codes Administering your call center
and split/skill call profiles,

changing VDN skill preferences,

viewing trunk group assignments,

changing VDN call profiles, and

other call center activities

To learn about... See this task...

Defining agents, split/skill, trunk ~ Administering exceptions
group, VDN, and vector

exceptions, and running exceptions

reports

Kinds of permissions; how and = Assigning user permissions
when to assign them

ChangingCentreVu CMS state, = Viewing and changing system
allocating storage space, setup values

specifying storage intervals, and

other system setup activities

Understanding maintenance: Maintaining CentreVu CMS
backups, restores, and backup

strategy; the maintenance error

log; backup volumes and labeling

The Solaris operating system and Learning and using Solaris
how to use it

How timetables and shortcuts Using timetables and shortcuts
streamline your activities

Conventions used  The following conventions are used in this information product.

Product release

DEFINITY Enterprise Communications Server is called “ECS” or
“switch”. Unless otherwise noted, the term ECS includes Releases
and 8. The functionality of earlier switch releases is noted if it differ
from that of Releases 6 through 8.

Document number

Lucent publication titles are followed by their document number. Fc
example, se€entreVu Supervisor Release 8 Reports 585-210-929.
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Typography
Courier font

designates input and output.

* Input is something you type into the user interface. For examp
Type x next to Printer, Terminal, or File.

* Output is a character, word, or phrase that the system genera
For example, Please wait for initialization .....

Italic font highlights references to file names and directories. For
example/ cms.

Related documentation ~ The following information may also be helpful:
*  CentreVu CMSR3V5 Custom Reports585-215-822
*  CentreVu CMSR3V5 Forecast585-215-825
*  CentreVu Supervisor Release 8 Reports 585-210-929
*  CentreVu CMSR3V8 Open Database Connectivity585-210-

911

*  Lucent Call Center Release 8 Change Description 585-210-
925

*  CentreVu CMSR3V8 External Call History Interface 585-
210-912

. CentreVu Advocate Release 8 User Guide585-210-927

*  CentreVu Supervisor Release 8 Installation and Getting
Started 585-215-860

«  CentreVu CMSR3V8 Sun Microsystems, Inc.Sun” Upgrades
and Migrations 585-210-913

*  CentreVu CMS Sun Microsystems, Inc.2un Software
Installation and Maintenance 585-215-866

. Lucent Call Center Documentation CD-ROM585-210-926

. CentreVu CMSR3V8 Hardware Maintenance and
Troubleshooting585-210-919
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Other useful information

The information shipped with the following products may also be
hel pful:

e Terminals

*  Printers

*  Solaris system software
e Switch

How to order this By telephone:

Information product Lucent Technologies Publications Center

Voice: 1-800-457-12350r international voice: 317-322-6416
Fax: 1-800-457-1764 or international fax;: 317-322-6699

By mail:
Lucent Technologies Publications Center
2855 N. Franklin Road

Indianapolis, IN 46219
us

Order:
Document 585-210-910

Comcode 108501743
Issue 1, December 1999

For additional documents, see “Related Documentation” in About t
information product.

You can be placed on a Standing Order list for this and other docurr
you may need. Standing Order will enable you to automatically rec
updated versions of individual documents or document sets, billed
account information that you provide. For more information on

Standing Orders, or to be put on a list to receive future issues of th

document, please contact the Lucent Technologies Publications Ci
L]
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1 Task: startup and exit

Overview

Purpose  Inthistask you will find the following procedures:
«  StartingCentreVu® Supervisor on Windows 98 or NT
* Logging intoCentreVu CMS
* Adding new servers
e Choosing or changing your password
*  ClosingCentreVu Supervisor windows
* Logging out ofCentreVu CMS
»  Exiting CentreVu Supervisor
Use the procedures that follow to acc€ssitreVu CMS.
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Starting CentreVu Supervisor on Windows 98 or NT

4  Click CentreVu Supervisor — [your language].

END OF STEPS

Result
This is how the controller window looks before you log into the sen

Lucent CentreVu Supervizor
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Logging into CentreVu CMS

Purpose

Resource limits

Login types

Steps for automatic login

1

Use the Connect menu or the Login button to log into the CentreVu
CMS server. When you log out, wait at least 10 seconds before trying
tologinaganif CentreVu CMSisin single-user mode and you are
the single user.

If you run CentreVu Supervisor on Windows 98, available resources
limit you to one of the following:

* one instance with four reports running
» four instances, each with one report running

From the controller window, you can connect to @entreVu CMS
server in either of the following ways. Note that you are limited to ©
instance of a login ID per server.

Automatic login

Opens an input window in which you type your login ID and passwc
When you click OK, the connection to tenireVu CMS server is
automatically started. If you use automatic login to connect to the
CentreVu CMS server and the connection is broken or dropped wr
you are logged into the servélentreVVu Supervisor tries to restore the
connection.

Manual login

Opens an interactive login window that requires you to type your lo
ID, password, the terminal tygevsup), and then to manually log into
CentreVu CMS. Manual login is typically used for troubleshooting,
and forCentreVu CMS services and administration login IDs.

Select Login on the Connect menu or click Login on the toolbar.
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The Login Information window opens.

Lucent Centre¥u Supervisor EE |
— Login Infarmation
CMS Server: Itre:-: j
|
Login 1D Iu:lu:u:s =]
Passward: ||

(] Cancel | Help

Typeyour CentreVu CMSlogin ID inthe Login ID field or select your
login ID on thelist.

Tab to the Password field and type your CentreVu CM S password.

If the Confirm Password window opens, your password has expired.
Follow the prompts and type a new password.

Click OK.

A message tells you that CentreVu Supervisor is connecting to the
CentreVu CMS server.

END OF STEPS

Result

Thisis how the controller window looks after you log into the server.
The buttons and menu items depend on how your CentreVu CM S user
permissions are set up.

Lucent CentreVu Supervizor - gripen

IE DDA
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SEEPS FOr MANUEBI TOGIN et eee e eeee et

1  From the controller window, select Connect | CentreVu CMS Servers.

3 Select Login on the Connect menu or click Login on the toolbar.

The Manual Login input window opens.

Manual Login

4  Atthelogin prompt, type your CentreVu CMSlogin ID.

5 At the Password prompt, type your CentreVu CMS password.

6  If the Enter Terminal Type prompt displays, type cvsup
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8 Atthelnput Termina Type prompt, confirm that the terminal typeis
cvsup. If the terminal type does not default to cvsup, retype cvsup

END OF STEPS

Result

The controllerwindow opens. Thisis how the controller window looks
after you log into the server. The buttons and menu items depend on
how your CentreVu CMS user permissions are Set up.
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Adding new servers

Steps to start a connection
(T AL = == Y 2= OO OO

1 Onthe Connect menu, select CentreVu CMS Servers.

The Options window opens.

Call Center

2  Click New to add a CentreVu CMS server, Properties to change a
connection to a CentreVVu CMS server, or Remove to remove a
CentreVu CMS server from the list of available servers.

END OF STEPS
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Results
If you Then... Click...
select. . .
New The Server Properties  OK

window opens; you
specify parameters
for anew server in
this window.

Properties  The Server Properties = OK
window opens; the
fields are populated
with values for the
server you select.

Remove You confirmremoval  OK
in a message box to
remove the server you
select.

Note that with CentreVu Supervisor Release 8, you can connect to a
CentreVu CMS V6 or aV8 server. If you click the wrong version of
CentreVu CMS, you get an error message. You will haveto re-log in.

0
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Choosing or changing your password

Overview

To choose a valid
password:

To change your password:

For system security, passwords are required for all CentreVu CMS
user login IDs. If you do not type a password on your first login, the
system will force you to add one.

CentreVu CM S allows users to type and change their password, but
only a CentreVu CMS administrator working on the Solaris system
can replace a forgotten password. See “Task: learning and using
Solaris” for the steps to do this.

Steps

Choose a password with at least one number or special character, and at least
two alphabetic characters.

See “Assigning user data” in “Task: assigning user permissions” for more
information on special characters.

END OF STEPS

Choose a new password with at least three characters that are different f
your previous password.

Retype the new password in the Retype New Password field and click Ol

END OF STEPS
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Closing CentreVu Supervisor windows

Steps  To close CentreVu Supervisor windows, do one of the following:
* Use any of the standard Windows methods.

*  Click Exit on the Connect menu. Exit closes all windows and gt
CentreVu Supervisor.

Important! If the server shuts down or changes to single-use
mode, you will see a warning message before any open windc
close.

0
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Logging out of CentreVu CMS

Steps  Tolog out of the server, do one of the following:

e  Select Logout on the Connect menu. Logout is inactive if you
not logged into the server.

»  Select Logout or Exit on the toolbar.
»  Select Exit on the Connect menu.

Results
Ifyou. . . Then you see Click. . .
this message. . .
Select Logout from the “Are you sure you OK to log off the
Connect menu or click want to logout?”  server but keep
Logout. . CentreVu
Supervisor
running.
Select Exit from the “You are currently Yes to log off the

Connect menu or click Exit. logged in. Are you server and close
sure you wantto CentreVu
exit?” Supervisor.
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Exiting CentreVu Supervisor

Exiting CentreVu Supervisor

Steps  To exit CentreVu Supervisor, select Exit on the Command menu or
click Exit on the tool bar.

Important! If you try to exit CentreVu Supervisor before
logging out of the CentreVu CMS server, you will see the
message, “You are currently logged in. Are you sure you want
exit?” Click Yes to automatically log off the server and exit
CentreVu Supervisor.

O
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Task reference: general

How CentreVu CMS works

CentreVu CMSis a software product used by businesses and
organizations that have a L ucent Technol ogies telecommunications
Enterprise Communications Server (ECS) and receive alarge volume

of telephone calls that are processed through the Automatic Call
Distribution (ACD) feature of the ECS. (In thisinformation product,

the ECS is called the “switch.QentreVu CMS collects call-traffic
data, formats management reports, and provides an administrative
interface to the ACD feature on the switch.

The CentreVu CMS administrator accesses thentreVu CMS
database, generates reports, administers ACD parameters, and mc
call activities to determine the most efficient service for the calling
customers.

Solaris

CentreVu CMS interfaces with the Solaris operating system and us
several Solaris system utilities to communicate with terminals and
printers, to log errors, and to execute processestreVu CMS works
with the INFORMIX database management system, which provide:
interface to theCentreVu CMS historical database.

ACD administration

CentreVu CMS provides an administrative interface to the switch.
From the ACD interface, you can view or change various ACD-, Ce
Vectoring-, and Expert Agent Selection (EAS)-related parameters
the switch, and you can run reports that describe your call center
configuration.

For example, you can add agents to or remove agents from splits ¢
skills; move extensions between splits; change skill assignments;
change trunk group-to-split, trunk group-to-VDN, or VDN-to-vector
assignments; start an agent trace and list the agents being traced;
create, copy, and edit call vectors. See “Task: administering call ce
agents” and “Task: administering your call center” for more
information.

Call Vectoring

The CentreVu CMS Call Vectoring feature enables you to create, co
and edit call vectors on the ECS and G3 switches. Call vectors are
defined, call-processing programs. Call vectors direct calls to speci



Task: startup and exit CentreVu CMS Administration

Task reference: general 1-14

on-network or off-network destinations; to queuesin ACD splits; to
call prompting and digit collection; or to treatments such as music,
recorded announcements, forced disconnect, and forced busy.

On the switch and CentreVu CMS, Call Vectoring is a separately
purchased feature. All CentreVu CMS Call Vectoring windows are
described in this information product. A description of ECS/G3 Call
Vectoring is in “Administering call center agents” and “Administerin
the call center.” A description of the Vector Contents window (whicl
you use to create, copy, and edit call vectors) and the allowed value
all the vectoring commands are in “Administering the call center”. S
CentreVu Visual Vectors Version 8 User Guide585-210-932 for
more information.

Expert Agent Selection

EAS is an optional switch feature that routes incoming calls to the
right agent on the first try. When you use the ACD queuing and the
vector Queue-to and Check commands, a call routes to an agent tl
has the skills to handle that call.

With EAS, call distribution is based on skill groups. Calls are queue
skill groups and handled by an agent who is a member of at least o
the groups for the skills a caller needs.

The ECS and G3 switches have different EAS capabilities so you r
to plan ahead to add EAS. See “Task: administering call center age
and “Task: administering the call center” for more on EAS.

If you do not have EAS, call distribution is based on splits.

Forecast

Forecast is an option&lentreVu CMS feature. Forecast enables yol
to generate reports that predict both future call traffic and the resou
you will need to meet call-handling objectives. &samtreVu CMS
R3V5 Forecast585-215-825 for more on Forecast.

CentreVu Advocate

CentreVu Advocate is an optional switch feature that provides
flexibility in the way a call is selected for an agent in a call-surplus
situation. See th€entreVu Advocate User Guide 585-215-855.
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ODBC

Open Database Connectivity (ODBC) isan optional CentreVu CMS
feature that enables you to access datain the CentreVu CM S database
for use in other software applications such as a spreadsheet program.
With ODBC, you can access CentreVu CMS data directly from your
application.

(]
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Task reference: CentreVu CM S specifications

Hardware platforms

Recommended PC
configuration

CentreVu CMSis certified to run on the following computers:

Sun Ultra Enterprise 3000
Sun SPARCserver 20
Sun SPARCserver 10
Sun SPARCserver 5

Sun Enterprise 3500

Sun Ultra 5

The recommended PC configuration @entreVu Supervisor is the
following:

Intel Pentium 133 MHz processor or higher
A hard disk drive with 50 MB of free space
A CD-ROM drive

48 MB RAM or more; if you are running simultanea@sntreVu
Supervisor instances in the background, you may need additic
memory to maintain acceptable performance

An SVGA monitor and graphics adapter that supports at least
bit color and can be set to a graphics resolution of at least
800x600x256 colors

Microsoft Windows 95, Windows 98, or Windows NT 4.0
operating system; if you are installi@gntreVu Supervisor on a
Windows NT 4.0 operating system, you must first install the
Microsoft Service Pack 3 or higher. Microsoft also recommenc
that the Service Pack be re-installed after@eatreVu
Supervisor installation.

A mouse compatible with the your Windows operating system
For network connection:

— WinSock 1.1-compliant TCP/IP stack

— Ethernet communications board

For serial connection:

— Serial cable correctly wired for hardware flow control and a
16550A UART communications port

— Available COM port
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Software for a Sun platform

The

For modem connection:

— At least a 19.2-Kbps modem and a 16550A UART
communications port; if the modem is external, the cable musi
correctly wired for hardware flow control

For each language installed on the PC in addition to English,
additional 5 MB of disk space

following software is required for R3\@entreVu CMS to

operate correctly:

Solaris 7 Hardware 3/99 CD-ROM
Common Desktop Environment 1.3

Sun Online Validation Test Suite 3.1 (Software Supplement CI
ROM)

Solaris Online DiskSuite 4.2 (Solaris Easy Access Server CD-
ROM)

INFORMIX-SE 7.22.UC2 CD-ROM
INFORMIX ILS 2.11 CD-ROM

CMS Supplemental Services CD-ROM
INFORMIX Runtime ESQL 9.14

following software is optional for R3V8 CMS:
INFORMIX-SQL 7.20 UD1 CD-ROM

SunLink HSI/P 2.0 CD-ROM (Only required when an HSI card
installed on PCI platforms)

SunLink HSI/S 3.0 CD-ROM (Only required when an HSI card
installed on sBus platforms)

SunLink X.25 Version 9.1 CD-ROM

Bay Networks Annex Release 10.0b (only when an NTS is
installed)

Aurora Ports 6.18 8 port and/or 5.16 16 port drivers (only wher
Aurora ports card is installed on SparcServer platforms)

Special Asynchronous Interface PCI 2.0 (only when a SAIP ce
is installed on a PCI platform)

0
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Task reference: switches

Switch names and releases  Thisrelease of CentreVu CMSis certified to run with the following
releases of Lucent Technologies switches:

*  DEFINITY® Communications System Generic 3 Version 2 load
71 and later

e DEFINITY Communications System Generic 3 Version 3
e DEFINITY Communications System Generic 3 Version 4
. DEFINITY G3V5

*  DEFINITY Enterprise Communications Server Release 5
*  DEFINITY Enterprise Communications Server Release 6
» DEFINITY ECS R7

e DEFINITY ECS R8



Task: startup and exit

Task reference: terminals

CentreVu CMS Administration

1-19

Task reference: terminals

Terminal requirements

Approved terminals

Troubleshooting

You can use the display terminals connected to your computer to access
CentreVu CM S administration and reporting capabilities. You can also
access the Solaris system from these terminals. If you use terminals
incompatible with CentreVu CMS or if you do not properly identify
the terminals within the CentreVu CM S environment, or if you do not
properly set up the terminal options, the terminals may not work
correctly.

The following terminals are approved for use with CentreVu CMS:
*  605MT monochrome

*  615MT monochrome

e 615CMT color

e 620MTG multitasking graphics

e 705MT monochrome

*  715BCS monochrome

*  2900/AWTC color

4000/SWTC color

DATASPEED 4425 monochrome
e 260 LS terminal

If the screen on a terminal becomes garbled or confused, redraw tl
screen by usingtri+L or select the Redraw menu item from the
Window Screen Labeled Key (SLK).

SeeCentreVu CMSR3V8 Sun SPARCserver Computer Hardware
Installation and Maintenance 585-215-868 for information about
other terminal requirements and for troubleshooting. Also see
CentreVu CMSR3V8 Terminals, Printers, and Modems 585-215-
874.

O
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Task reference: printers

Printer requirements

Printers for your system

Note that:

* All CentreVu CMS sites need at least one system printer for
CentreVu CMS reports, error logs, and so forth.

* All printers are named duringentreVu CMS installation so you
should know the names of these printers.

e During CentreVu CMS installation one printer is identified as th
default printer and must be administered via Commands SLK.

When you send &entreVu CMS print request, the print job is
normally routed to the default printer, unless you have changec
printer destination.

*  For CentreVu Supervisor users, the default printer is the printe
directly connected to your PC or available to you via your LAN

» EachCentreVu CMS login ID can be assigned a printer.

To identify the correct printer for your system, contact your local
Lucent distributor or representative.

O
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Task reference: CentreVu CM S support services

Helpline and training  Lucent Technologies offers Helpline support tailored to the specific
needs of your company and your CentreVu CMS system. To further
enhance the value of your CentreVu CMS investment, L ucent offers
training courses and training packages on CentreVu CMS
administration, data analysis, and report design.



Task: startup and exit

Task reference: using the Helpline

CentreVu CMS Administration

1-22

Task reference: using the Helpline

If you have a problem

Provide information

If you have a problem with CentreVu CMS, call the Lucent
Technologies Customer Care Helplineat (800) 242-2121 to report
the problem and obtain a trouble ticket number. For customers outside
the United States and Canada, please contact your local Lucent
distributor or representative.

The Customer Care Helpline is staffed by trained CentreVu CMS
technicians at the Technical Service Center (TSC). The technicians at
TSC will try to fix your problem in atimely manner. If they cannot fix
it, they will escalate the problem to a higher level of customer support.

When you call the Helpline, be sure to report the problem as a
“CentreVu Call Management System R3V8 problem” and be prepa
to give the following information:

*  Your full name, your organization, and a phone number where
Lucent Technologies representative can contact you about the
problem.

»  The installation location (IL) number.

The IL number is a 10-digit number from a Lucent Technologie
database that identifies the details of y@aentreVu CMS
installation and environment.

e  TheDEFINITY andCentreVu CMS release information.
e The CPU type and speed.

*  The Windows operating system (if you are ustentreVu
Supervisor.)

* A description of the problem.

*  The type of service contract your organization has with Lucent
Technologies, if any.

If your system is not covered by warranty or a service contract
you will be invoiced for the Helpline troubleshooting. A service
contract may provide coverage for business hours only or for
twenty-four hours a day, seven days a week. Alternatively, the
contract may provide you with a technician dedicated to your
installation.

O
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Task reference: CentreVu CM S training classes

Training included with  Training for one person on CentreVu CMS administration and custom
software  reportsisincluded with the price of the CentreVu CMS software. (The
priceisnot for each ACD). Your Lucent Technologies project manager
should call 800-255-8988 to schedul e the appropriate classes for you.
For training outside the United States, contact your local Lucent
distributor or representative.

Available courses  Call 800-255-8988 for alist of available CentreVu CMS training
COourses.

Entitlement training is moving from instructor-led training to distance
learning throughout 2000. See Document 300 for current entitlement
offers. Document 300 can be found at http://training.gbcset.lucent.com,
select Customer Training, On-Line Materials, Summary of Training
Seats, Document 300.

Use price element codes (PECs) only if you are enrolling people in
addition to the person who receives training at no charge.

Upgrade training  If you are upgrading from CentreVu CMS Release 2, one person is
entitled to enroll in an administration course. Additional people may
enroll at their own expense. One or more people may enroll in
additional courses at their own expense.

Other CentreVu CMS training

You may benefit by taking further courses (at additional charge) in the
following subject areas:

»  Traffic theory/data analysis

*  Host computer administration
e Switch administration

e  CentreVu Advocate

You automatically receive the following Individualized Learning
Programs (booklets) after one of your call center's employees is
enrolled in theCentreVu CMS administration course:

*  ACD fundamentals
*  Call Vectoring and EAS basics
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Lucent Technologies
Bell Labs Innovations

2  Navigating CentreVu®
Supervisor

Purpose  Inthistask you will find the following procedures:
*  Using the controller window before you log into the server
*  Using the controller window after you log into the server
. Using the features common to @éntreVu Supervisor windows
e Using the selector windows
e Using the input windows
e Using the browse buttons
*  Using the history list

CentreVu Supervisor is your interface @entreVu CMS. The
procedures that follow show you how to navig@entreVu
Supervisor.
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Using the controller window before you log into the server

Overview  Thisishow the main CentreVu Supervisor window, called the
controller window, 1ooks before you log into the server.

Lucent CentreVu Supervisor

1 Usethe system menu field; thetitle bar; the maximize, minimize, and
close buttons; and the menu bar as you normally do in Windows.

2  Moveyour cursor over each button on the toolbar to see atooltip
describing what that button does (the status bar at the bottom of the
window also shows the description when your cursor is on the toolbar
button).

4 From the Connect menu, select Login to open the Automatic Login
window (unless you have set manual login), click CMS Serversto go to
the CMS Servers tab on the Options window, and click Exit to close
CentreVu Supervisor.

5  From the Tools menu, select Options to open the Options window,
where you can view or change connection settings.

6  The Advanced menu takes you to the Advanced window, which is used
for debugging. Do not change the settingsin thiswindow unlessyou are
instructed to do so by a L ucent representative.
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7  UsetheLogin Status indicator on the status bar to see your login status.
Thisisagreen light if you are logged into the server and agray light if
you are not logged into the server.

8 Fromthe Help menu, click Contents to access the Help Topics window
and the CentreVu Supervisor table of contents, click Technical Support
to see technical support information, and click About to see the
CentreVu Supervisor software version number. You can also press F1
to access Help Topics.

END OF STEPS
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Using the controller window after you log into the server

Overview  When you are logged into the CentreVu CMS server, the tool bar,
status bar, and menu bar on the controller window offer additional
functions. Your CentreVu CM S user permissions determine which
toolbar buttons and menu options you can use.

Lucent CentreVu Supervizor - gripen

[l DA G SAG] 2

1  From the Connect menu, select Logout to log off the server at any time,
or select Exit to see alogout prompt and then click Yesto close
CentreVu Supervisor.

2  From the Commands menu, select Reports to open the Reports selector
window; select Dictionary to open the Dictionary selector window;
select Exceptions to open the Exceptions sel ector window; select Agent
Administration to open the Agent Administration selector window;
select Call Center Administration to open the Call Center
Administration selector window; and select Report Wizard to build a
custom report and see data in charts, tables, or a combination of both.

Lucent CentreVu Supervizor - gripen

Commands

i FE =

Report Wizard..
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3 From the Tools menu, select Options to choose report colors and other
similar options; select Add Button to start the Add Button wizard, which
helps you create a custom or standard button and add it to the toolbar;
select Remove Button to remove a button from the toolbar; select CMS
System Setup to open the CM S System Setup selector window; select
Maintenance to open the Maintenance sel ector window; and select User
Permissions to open the User Permissions selector window.

Lucent CentreVu Supervizor - gripen

Tools

Maintenance,.,

4  Onthe menu bar, select Scriptsto view the drop-down menu, then click
the item for the action you want to automate through scripting.

@IZI II &I@ Organize Scripts...

Agent Exceptions |

| RAAARAAD | 2/24/38 329228M

i

8; Announcements
®; Change Agent Skills
&; List Agents Traced
L
L

kulti-tgent Skill Change
SplitzSkillz

5 Onthetoolbar, click abutton to see the drop-down description of the
button’s function

END OF STEPS
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Reference

Default toolbar buttons

Use this button... To do this...

Options Access the window to change your
login options

L ogout Disconnect from the server

Reports Open the Reports selector window

Dictionary Open the Dictionary selector window

Exceptions Open the Exceptions selector window

Agent Administration Open the Agent Administration

sel ector window

Call Center Administration ~ Open the Call Center Administration
selector window

Report Wizard Build a custom report

CentreVu CMS System Open the System Setup selector

Setup window

Maintenance Open the Maintenance selector
window

User Permissions Open the User Permissions selector
window

Exit CentreVu Supervisor

Status bar indicators
These indicators on the status bar tell you about the state of CentreVu

CMS:
Thisindicator... Displays...
Login status A greenlight if you are

connected to the CentreVu
CMS, agray light if you are not
connected
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Thisindicator...

Exception counter

ACD status

Date and time

Status bar messages

CentreVu CMS Administration
2-7

Displays...

An exception count of the ACDs
for which you have exceptions
permissions; the count is cleared
to zero at the beginning of an
interval

Icons for the ACDs that are
supported in your call centers by
CentreVu CMS; if thelink to an
ACD isdown, theiconiscrossed
out. If the CentreVu CMS
server is connected to the ACD
viaa TCP/IP connection and the
connection isin atransient state,
the icon changes to a straight
line; if you put your mouse over
an indicator atooltip showsthe
name of the ACD

Date and time of the CentreVu
CMS server you are logged into

Any of these messages may display on the status bar:

This message...
Working
Successful

Error

Failed

Does not exist

Displays when...

A syntax error isfound in afield,
an error message with field help

displays.
An action request cannot
complete. An Acknowledgment

window explains why the
request failed.

A record you are trying to
change, delete, or search for is
not in the database.
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This message...
Already exists

Cancelled

No matches found

CentreVu CMS Administration
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Displays when...

A record you aretryingto add is
in the database: this message
also displayswhen youtry to add
arange of items, some of which
exist and some of which do not;
the ones that do not exist are
added to the database and the
ones that already exist are |eft
unchanged.

You cancelled a potentially
destructive action in an
acknowledgment window.

A Find one action compl etes.
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Using the features common to all CentreVu Supervisor windows

Overview

Steps

Thefeaturesthat are common to al CentreVu Supervisor windows are
the system tray icon, the CentreVVu Supervisor menus, and the help
system. The system tray icon is covered next.

Click the system tray icon to see alist of al the CentreVVu Supervisor
windows you have open, then select awindow on the list to makeit the
current window.

Double-click the system tray icon to make the controller the current
window or to bring another window to the front.
Several icons may be displayed:

» If the CentreVu Supervisor icon is displayed, the controller is tt
current window.

» If the caution icon is displayed, all reports that are running witt
caution condition are brought to the front.

* Ifthe warning icon is displayed, all reports that are running witl
warning condition are brought to the front.

Control the sort order of the system tray icon and turn the feature or
off from Tools | Options | General.

END OF STEPS
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Using the selector windows

Overview  Selector windows take you to input and reports windows for all your
actions (except scripting, which has its own button on the Commands
window and on selector windows).

Selector windows typically have an Operations tab and a Reports tab.
The exceptions are the Commands | Reports selector window, which
has Real-Time, Historical, and Integrated tabs, and the Tools | Options
window, which has General, Report Colors, Threshold Colors, Name
Format, Scripting, and CM S Servers tabs.

1 Hereisan example of aselector window.

Agent Administration K E |

Operations ] Report: ]

Dperations:

Activate Agent Trace
Change Agent Skills

Lizt Agentz Traced
bulti-agent Skill Change

Script... Help

k. Cancel

On the selector window for the action you want, check that the ACD
selected in the ACD field isthe one you want for this action. If not, use
the down arrow to see alist of ACDs, highlight the one you want, and
select OK.
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2  Select afolder tab to bring the window you want to the front, then use
the up and down arrow keys or your mouse to highlight the item for
which you want to open an input or reports window and click OK (or
choose atab and double-click an item).

END OF STEPS

Results
The input or reports window opens.
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Using the input windows

Overview  On the input windows, the Actions menu lists the actions you can
choose from for that input window; the Edit menu lists the normal
Windows functions; and the Help menu lists your help options.

= Lizt+ Agents Traced

2lslplE]
o | ([

2  Click the down arrow at the right of the input field or click the Browse
button at the far right of the input field to see the valid entries for the
input field. Use the History list to see information that was previousy
entered in the input field.

3 Check that the ACD in the box at the lower right-hand corner of the
window isthe one you want for this action. If not, return to the selector
window and change the ACD.

5 Repeat Steps one through four to enter additional items on the input
window.

END OF STEPS
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Input window options
These additional steps may further help you use input windows:

Use this option...

Menu bar

Toolbar button

To do this...

Choose from alist of actions,
edit options, and online help

Add, change, or delete your
input

Input fields Type your input

History list View alist of previousinputs
Browse button Browse valid inputs

Current ACD View the ACD that your inputs

Actions menu items

apply to

Select this... To do this...

Add Add your inputs to the database

Cancel Cancel your inputs

Copy Group/Create Create a new agent group from
an existing one

Delete Delete your input from the
database

Exit Exit this window and other open
windows

Find one Search the database for values
that match the valuesin this
window

Get contents Access the members of the agent
group

List all List al values that match the
valuesin this window

List devices List all thedevicesin the

Maintenance Backup/Restore
Devices window
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Select this... To do this...

Modify Change the database value to
reflect your inputs

Next After you select Find One,
display the next match found

Previous After you select Find One,
display the previous match found

Run/Start Start the process for this window

Select tables Select tables to back up or
restore

Script Automate your activities

Reference

Rules for input fields:

CentreVu CMS has three classes of input field: name (synonym), field
description, and number. This section describes the rules that apply to
each class.

Name (synonym)

A name (synonym) field:

*  Must begin with an alphabetic character. Characters are case
sensitive.

* Can be one to twenty characters. Letters, numbers, underscot
_), blanks, commas (,), periods (.), and plus signs+) are valid.

Pattern-matching (see below) is not allowed in a name (synonym) fi
except in the Dictionary. For example, in a report input window hav
a Split(s)/Skill(s) field, you can type a list of splits/skills or a range ¢
numeric splits/skills, but you cannot type* .

Field description

A field description can be one to fifty characters. All keyboard
characters are allowed except backslash grave accent (*), tilde (
~ ), double quotes(), pipe symbol (), asterisk ), and question
mark ( ?).
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Pattern-matching

Here are some guidelines for using CentreVVu CM S pattern-matching.

If you know your entry begins with the letters “ ac,” you can tyj
ac* in a description field. The asterisk)matches any number of
characters that follow the “ac.” You might have several matche
no match, or only one match. If you type only<an a field, you
get a list of all entries in th€entreVu CMS database for that
particular field.

You cannot use ahor ? to search for strings in entity name inpt
fields that are labeled with (s) — for example, Split(s).

A question mark ¢) matches a single character in the search
pattern. So if you typeac? in a field, the resulting matches woul
be items in theCentreVu CMS database that begin with and
have three letters (for examphed).

You can leave the field blank to get a list of all entries in the
CentreVu CMS database for that particular field.

Number

A numeric entry can be a single item, a range, a list, or a combinat
of range and list.

Type a range by placing a hyphen between items (for example
login IDs 1000-1053).

A numeric range cannot include more than 1000 numbers. Fo
example, 1000-1999, 1050-2049, and 2000-2999 are valid, &
1000-2000 is not valid.

Type a list by placing a semicolon between entries (for examp
login IDs 1002;1100; 2022).

O
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Using the browse buttons

Overview A browse button isfound to the right of the input field on most input
windows.

Steps  If your input isfor asingle value (such as a split/skill, vector, agent,
VDN, trunk, or trunk group), do the following:

1  From aninput window, select Browse.

A single-value browse window like the one below opens.

Browse Yector HE |

23

Select a Wector from the list,
— Ayailable Yectors
FerT] a
a0z
a03
a04

s d|

QE. Cancel Help

2  Click the name or number of the value you want and click OK.

The input window reopens and the input field is populated with the
name of the value you chose in the browse window.

END OF STEPS



Navigating CentreVu® Supervisor CentreVu CMS Administration

Using the browse buttons 2-17

Steps  If your input is for multiple value instances of a value (such as split/
skill, vector, agent, VDN, trunk, or trunk group) do the following:

1 Select Browse.

Browse Yectors E |
'§§ |lze the choices on the left to create the lizt of zelected Yectars on the right.

— Choices
* fuvailable Yectors

502 —
503

R04 o |
EOE Add =

506 LI

— Selected Wectars

" Bange of Yectars

First; I:I b Last: I:I Femove |

(] | Cancel | Help |

2 Inthe Choicesfield, click the names of the entities you want.
You can select the entities individually or select arange. To select a
range:
1. Select the Range of... option.

2. IntheFirstinput field, type abeginning entity number for the
range.

3. TabtotheLast input field.

4. IntheLast input field, type an ending entity number for the range.

For example, if your call center hasskills1, 2, 3, 4, and 5, and you want
to select all of them, you can type 1 in the First input field and then type
5 in the Last input field.
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3  Click Add after every selection (or double-click each selection on the
Availablelist) to transfer it to the Selected list for input. Click Remove
to delete achoice from the Selected list and returniit to the Avail ablelist.

4  Click OK.

END OF STEPS

Results

*  The entities you highlighted in the Choices field and/or the ran
you specified are now listed in the Selected field.

*  The input window opens and the input field is populated with tl
names/numbers of the entities that you selected in the browse
window.

L]
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Using the history list

Overview  To theleft of each entry in an input field on an input window is a drop-
down history list. If you are connected to multiple CentreVu CMS
servers, you have a history list for each CentreVu CMS.

T (=T 01O

1  Openaninput window. For instance, from the controller window, select
the Dictionary selector window, and then select Call Work Codeson the
operations tab.

The Call Work Codes input window opens.

@& Call Work Codes I =] B3 |
Actionz  Edit Help

@ (g | 2|a||=] Al

Mumber of codes allocated: 200
Humber of codes administered: xx=x
Call work code[sz): 1030 j E
1020 Evpe
1010

Put the cursor in the input field.

3 Highlight the item you want to add to the input field.

END OF STEPS

Results
The history list closes and the item is added to the input field.



Navigating CentreVu® Supervisor CentreVu CMS Administration

Task reference 2-20

Task reference

Map of the CentreVu
Supervisor user interface

Controller window
Menus
Connect Commands Tools Seripts Help
Logout Reports Cptions Contents
Exit Dictionary Advanced Tech Suppart
Exceptions Add Button About...
Agent Admin Remove Buttan
Call Ctr Admin CMS Sys Setup
Maintenance
User Pearmissions
I I Gull'ltantl
From the COMMANDS and TOOLS WINDOWS, you can access
the SELECTOR WINDOWS shown below. From the Scripts About...
window, you can access the Organize Scripts window shown at
right. From the Help window, you can access the Contents, Toch
About, and Tech Support windows shown at far right. support
—— I i 1 Y
Raports Dictiona Options Advanced Add Butto
¥ an Hien Organize Scripts
—_ — ra I ——
Agent Admin | | Exceptions Remove Button CMS Sys Setup List script names
Add a new falder
Il Y 1 L Mov
Call Ctr Admin Maintenance | | User Permissions ™R noript
Delate a script
\/ Rename a script

From each of the SELECTOR WINDOWS [abova), you can access multiple INPUT WINDOWS.
Examples are shown below. From INFUT WINDOWS, you can access BROWSE WINDOWS,
also shown balow.

/

N

List Agent Traced Dictionary Agent Dictionary Call Cir Admin: Call
Groups Calculations Work Codes
Browse Agent Browse Agent Browse Browse Call Work
Mamas Groups Caleulations Codes
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Lucent Technologies
Bell Labs Innovations

3 Task: naming your call center
entities in the Dictionary

Purpose

In thistask you will find the following procedures:

Adding, deleting, or changing ACDs

Creating or copying agent groups

Viewing, listing, adding, or deleting agents in an agent group
Changing agent string values

Viewing, adding, or changing announcement synonyms
Viewing, adding, deleting, or changing AUX reason code namt
Viewing, adding, or creating calculations

Viewing, adding, deleting, or changing call work codes
Adding constants to the database

Defining your own database items

Changing generic string values synonyms

Searching the Dictionary globally

Viewing, adding, deleting, or changing location IDs

Viewing, adding, or changing login ID names

Viewing, adding, or changing logout reason code names
Viewing or changing split/skill string values

Viewing, adding, deleting, or changing split/skill names
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Viewing CentreVu® CMS database items

Viewing, adding, deleting, or changing trunk group names
Viewing or changing trunk string values

Viewing, adding, deleting, or changing VDN names
Viewing, adding, deleting, or changing vector names
Running Dictionary reports

The following rules apply to the Dictionary:

Names (synonyms) must begin with an alphabetic character.
Dictionary names can have from one to 20 characters.

Names can include the underscore (_), blank (), comma (,), pe
(), single quotes ('), and plus sign (+). Blanks () are allowed in
Dictionary namegxcept calculation and constant names.

Descriptions in the Dictionary can have from one to fifty
characters. Descriptions can include all printable characters
except the semicolon (;), backslash (\), grave accent (), tilde (
double quotes (“), pipe (]), asterisk (*), and question mark (?).

Names must be unique within each section of the Dictionary. F
example, you can name trunk groupdles and split/skill 1
sales, but you cannot name split/skillsh/es and split/skill 2
sales.

See the “Reference” section in “Task: navigatPentreVu
Supervisor” for information on searching string fields.

These permissions apply to naming your call center entities in the
Dictionary. See “Task: assigning user permissions” for more
information.

To add, delete, or change an ACD name, you need write
permission for the Dictionary command and for the ACD.

To view ACD names, you need read permission for the Diction
command and for the ACD.

To view agent groups, you need read permission for the
Dictionary command.

To create or copy an agent group, you need write permission |
the Dictionary command.

To view agent groups, you need read permission for the
Dictionary command.
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 To add, delete, or change an agent group, you need write
permission for the Dictionary command.

* To view agent string values, you need read permission for the
Dictionary command.

* To change any agent string value, you need write permission 1
the Dictionary command.

e To add, change, or view announcements, you need read
permission for the Dictionary command.

* To change any announcement, you need write permission for
Dictionary command.

* To view AUX reason code names, you need read permission f
the Dictionary command.

* To add, delete, or change an AUX reason code hame, you nec
write permission for the Dictionary command.

* To view calculations, you must have read permission for the
Dictionary command.

* To change or create a new calculation, you need write permis:
for the Dictionary command.

*  To view call work code names, you need read permission for t
Dictionary command.

* To add, delete, or change a call work code name, you need w
permission for the Dictionary command.

* To view a constant, you need read permission for the Dictiona
command.

 To add, delete, or change a constant, you need write permissi
for the Dictionary command.

* To create custom database items, you need write permission |
the Dictionary command .

* To view generic string values, you need read permission for th
Dictionary command.

* To change any value, you need write permission for the Diction
command.

* To search for anything in the Dictionary, you need read permiss
for the Dictionary command.

» To view Location IDs, you need read permission for the
Dictionary command.
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* To add, delete, or modify Location IDs or agent names, you ne
write permission for the Dictionary command.

* To view login IDs, you need read permission for the Dictionary
command.

* To add, delete, or change login IDs or agent names, you need
permission for the Dictionary command.

* To view logout reason code names, you need read permissior
the Dictionary command.

* To add or change a logout reason code name, you need write
permission for the Dictionary command. See “Task: assigning
user permissions” for more information.

*  To view split/skill string values, you need read permission for t
Dictionary command.

* To change split/skill string values, you need write permission f
the Dictionary command.

* To list the assigned split or skill names, you need read permis:
for the Dictionary command and for the appropriate split/skill.

» To add, delete, or change a split or skill name, you need write
permission for the Dictionary command and the appropriate sy
or skill.

* To view the database items, you need read permission for the
Dictionary command.

* To list the assigned trunk group names, you need read permis
for the Dictionary command and for the appropriate trunk grou

* To add, delete, or change a trunk group name, you need write
permission for the Dictionary command and for the appropriat
trunk group.

* To view any trunk string values, you need read permission for
Dictionary command.

* To make any changes to trunk string values, you need write
permission for the Dictionary command.

* To list names already assigned to VDNs, you need read
permission for the Dictionary command and for the specific
VDNSs and other entities (split/skills, agents, etc.) whose name
you want to see.

* Toadd, delete, or change a VDN name, you need write permis
for the Dictionary command and the appropriate VDN and oth
entities (split/skills, agents, etc.).
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* To list assigned vector names, you need read permission for tl
Dictionary command and for the specific vectors whose name:
you want to see.

e To add, delete, or change a vector name, you need write
permission for the Dictionary command and for the appropriat
vector.

* To generate a report, you need read permission for the Dictior
command.

Use the steps that follow to name your call center entities in the
Dictionary.

0
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Adding, deleting, or changing ACDs

Prerequisites  Note that:

*  You can add, delete, or change an ACD name regardless of tr
ACD you have selected. For example, you could be in ACD 1
change the name for ACD 3. This change does not appear on
changed ACDs window border until you open a new window.

*  You can only change ACDs in the selector window or during a
backup. Note that if you change ACDs during a backup, you n
to close and restart the backup to register the change. See “T:
maintainingCentreVu CMS” for more information on backup
procedures.

1  From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Dictionary EE |

i Dperations 1 Reports ]

Dperations:

Agent Groups

Agent String Yalues

Al Reazon Codes

Calculations

Call " ork Codes

Constants

Cuztom lkems

Genernc String Yalues ;I

ACD:
| Sales j
Script... | Help |

] Canicel |

2 Select ACDs.
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The ACDs input window opens.

‘ BB bictionary ACD=

3 Inthe ACD Name box, type the ACD name you want to add, delete, or
change.

4  Inthe ACD Number box, type a number between one and 26 that
corresponds with the name you entered in the ACD Name field.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference
The name you assign to an ACD in the Dictionary displays on all
reports and window titles associated with that ACD (real or pseudo).
You can script the ACDs window and schedule the script. See “Tas
automating your activities with scripting” for more information.
]
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Creating or copying agent groups

Overview

Steps

You can create and copy agent groups and group agents to meet the
needs of your call center regardless of split/skill assignment. For
example, you can create a group for new employees or agroup for
employees with special skills.

To create an agent group:

From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

In the ACD field, select the arrow for the drop-down menu, then select
the ACD for which you want to create the agent group. Select OK.

Select Operations | Agent Groups.

The Agent Groups input window opens.

B bictionary Agent Groups

Select Add on the Actions menu or select Add on the toolbar.

END OF STEPS
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To copy an agent group:

From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

In the ACD field, select the arrow for the drop-down menu, then select
the ACD for which you want to copy the agent group. Select OK.

Select Operations | Agent Groups.

The Agent Groups input window opens.

B bictionary Agent Groups

e e e Ll [

Select Copy on the Actions menu or select Copy on the toolbar.
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The Agent Groups-Copy window opens.

#P Dictionary Agent Groups - Copy M= B
Actionz  Edit Help

Copy from: || |

B oulder

6  Typethename of the existing agent group from which you want to copy
information.

7  Select Copy on the Actions menu or select Copy on the tool bar.

END OF STEPS

Reference

You can generate reports on the groups you create. With these reports,
you can compare agents in agroup to each other or compare one whole
group with other groups. If you add or change agent groups while
displaying the real-time agent group report, you have to exit the report
window and rerun the report to see the new or changed agent group
information. See “Task: running, printing, exiting, and restarting a
report” for more information.

You can script the Agent Groups window and schedule the script. ¢
“Task: automating your activities with scripting” for more informatio

O
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Viewing, listing, adding, or deleting agents in an agent group

Overview  You canlist and view all agents in an agent group and assign an agent
to anew or existing agent group.

Steps  Tolist and view al agentsin an agent group:

1  From the controller window, choose Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

2  Select Operations | Agent Groups.

The Agent Groups input window opens.

B bictionary Agent Groups

3 Inthe Agent group name field, type the name of the agent group for
which you want to list and view the agents.

4  Select Get contents on the Actions menu or select Get contents on the
toolbar.



Task: naming your call center entities in the Dictionary CentreVu CMS Administration

Viewing, listing, adding, or deleting agents in an agent group 3-12

Steps

The Agent Groups — Get Contents window opens.

‘Eﬁ Dictionary Agent Groups - Get Contents

Select List all on the Actions menu or on the toolbar.

The Agent Groups — List All window opens, showing the list of all
agents in the agent group you chose in Step 3.

When you are done viewing the agents, close the window.

END OF STEPS

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Agent Groups.
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The Agent Groups input window opens.

B bictionary Agent Groups

3 Inthe Agent group name box, type the name of the agent group to which
you want to add agents.

4  Select Get Contents on the Actions menu or on the toolbar.

The Agent Groups — Get Contents window opens.

‘Eﬁ Dictionary Agent Groups - Get Contents

5 Inthe Login IDs field, type the agent login IDs to add to this agent
group.

6 Select Add on the Actions menu or on the toolbar.

END OF STEPS
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Steps  To delete agents from an agent group:

1  From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

2  Select Operations | Agent Groups.

The Agent Groups input window opens.

B bictionary Agent Groups

i oA L

3 Inthe Agent group name box, type the name of the agent group from
which you want to delete agents.

4  Select Get contents on the Actions menu or on the toolbar.

The Agent Groups — Get Contents window opens.

‘Eﬁ Dictionary Agent Groups - Get Contents
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5 IntheLogin IDsfield, type the agent login IDs you want to delete from
this agent group.

7  When you are done deleting the agents, close the window.

END OF STEPS
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Changing agent string values

Overview  Agent string values are the descriptive words in reports dealing with
agents. These words, such as ACD, ACW, or AUX, describe the value
of the data. Strings are changed to the values you administer when they
display as datain areport. The report heading is not affected.

Steps

1  From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

2  Select Operations | Agent String Values.



Task: naming your call center entities in the Dictionary CentreVu CMS Administration

Changing agent string values 3-17

The Agent String Values input window opens.

ERB Dictionary Agent Stiing Yalues [_ (O]
Actionz  Edit Help
Z| A
Work Mode Call Direction =
nch: IH: ||N
ACH:  [arw OUT:  |0UT
AUX: sl
AVATL: |,.-:-;-v-',.f_-||_ Call Drigination
DACD:  [DACD PHOHE:  |PHONE
DACW:  [Dacw KEYBOARD:  [KEYEOARD
OTHER:  [OTHER
RINGIHG: |F|INI3INI3 Call Destination
UHKHOVH : |IHKNOwH PEX:  [PEX
UNSTREF : |UNSTAFF OFF:  |0FF
Agent Trace Work Mode Agent Hole
LOGOH: | OGON ToP: [TOP
LOGOFF:  [LOGOFF ALLOCATED : ALLC
BACKUP:  [RCKP
Call Handling Preference ROVING: ||:;m.rE
LEVEL:  [LvL RESERVE:  [RSRY |
HEED:  [NEED
PERCENT : PCNT
Rezerve Level ﬂ
Bizon36vpe

3 Tochange any of the work-mode default names, type the new
descriptive word in the appropriate work mode field. Agents can bein
any one of the following work modes:

» ACD — the agent is on an ACD call.

* ACW — the agent is in the after-call work mode.

« AUX —the agent is in the auxiliary work mode.
 AVAIL — the agent is available to take an ACD call.
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« DACD — the agent is on a direct agent ACD call.

« DACW — the agent is in the after-call work mode for a direct
agent ACD call.

e OTHER — the agent has just logged in &ehtreVu CMS has
not yet been notified of the agent's state, or the agent is dialint
place an extension call while in auto-in/manual-in (Al/MI), or tt
agent is in Al/MI and has an extension call ringing, or the ager
has put a call on hold and has taken no further call-related act

* RINGING — an ACD call is ringing at the agent's voice termin
and the agent is not doing anything else.

*  UNKNOWN — CentreVu CMS does not recognize the current
state.

*  UNSTAFF — the agent is not logged in (is not staffed).

To change the agent trace, work-mode default names, type the ne\
descriptive word next to LOGON or LOGOFF.
* LOGON — an agent is logged in.

* LOGOFF — an agent is logged out and is not available to take
ACD calls.

To change the call-handling preference default names, type the ne
descriptive word next to LEVEL or NEED or PERCENT.

» LEVEL — the agent's call-handling preference is by skill level.
* NEED — the agent's call-handling preference is by greatest n

« PERCENT — the agent's call-handling preference is based or
assigned percentage of time allocated to each skill.
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To change the reserve-level default names, type the new descriptive
word next to Reservel or Reserve2.

* Reservel — the agent begins answering calls when the skill's
threshold is crossed.

* Reserve2 — the agent begins answering calls when the skill's
second threshold is crossed.

To change the call-direction default names, type the new descriptiv
word next to IN or OUT.

 IN —the agent is on an incoming call.

e OUT — the agent is on an outbound call.

To change the call-origination default names, type the new descrip
word next to PHONE or KEYBOARD. Agents can be on either of tf
following types of outbound calls:

« PHONE — the agent dialed an outbound call using the voice
terminal dial pad.

» KEYBOARD — the agent dialed an outbound call using the
computer keyboard.

To change the call-destination default names, type the new descrif
word next to PBX or OFF.

* PBX —nternal to the switch.

*  OFF — external to the switch.

To change the agent role default names, type the new descriptive \
next to TOP, ALLOCATED, BACKUP, ROVING, and RESERVE.

e TOP — the agent can be counted on to answer the skill's calls
(unless an agent's other skills go into overload).

* ALLOCATED — the agent has a percentage of his/her time
allocated to answering the skill's calls.
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« BACKUP — the agent helps to answer the skill's calls when hi
her top skill is not busy.

* ROVING — the agent answers a skill's calls when this skill ha:
the greatest need.

* RESERVE — the agent helps answer the skill's calls when the
skill is over threshold. These roles vary according to call-handl
preference.

END OF STEPS

Reference

If you assign values that are longer than 20 characters, the values
truncated when they are displayed on those reports. You can, how
create a similar custom report that accommodates the longer string
values.

Any change to the agent string values affects what you see in the
descriptive data (word) fields on your agent reports. See “Task:
running, printing, exiting, and restarting a report” for more
information.

You can script the Agent String Values window and schedule the sc

See “Task: automating your activities with scripting” for more
information.

O
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Viewing, adding, or changing announcement synonyms

Overview  You can view, add, or change announcement synonyms for each ACD.

Prerequisites  Note that:
*  Announcement names must be unique.

e Multiple values are not allowed for announcement names or
numbers.

Steps

1  From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.
2  On the Operations tab, select Announcements.
The Announcements input window opens.

EB Dictionary: Announcements E3 |
Actionz  Edit Help

¢z 2|a|»|=] A

Announcement Hame: Ii

Announcement Humber: I

Description: |

3  Inthe Announcement Name field, type the name that you want to v
add, or change.

4 In the Announcement Number field, type the number that correspo
to the name you typed in the Announcement Name box.
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5 Inthe Description field, type the descriptive information for the
announcements.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS
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Viewing, adding, deleting, or changing AUX reason code names

Overview

Prerequisites

Steps

AUX reason codes enable a call center to track an agent’s time when
the agent isin the AUX work mode. You can view, add, delete, or
change AUX reason code names by selecting AUX Reason Codesfrom
the Dictionary menu.

Complete the AUX Reason Codes window if you want names
associated with your AUX reason codes to appear in the AUX Reasons
Code standard real-time and historical reports.

Note that:
* AUX reason codes are single digits, zero through nine.
* AUX reason code names can be up to 20 characters long.

 AUX reason code 0 is used for cases in which the switch
automatically puts an agent into AUX work mode. You can
change this name.

 To use AUX reason codes, your switch must have EAS.

*  Names must be unique within an ACD. No two AUX reason cot
in the same ACD can have the same name.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | AUX Reason Codes.
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The AUX Reason Codes input window opens.

BB Dictionary AUX Reason Codes E3 |
Actionz  Edit Help

® 25| 2|%|»E A

AllX Reazon Code name: Ii

Allx Reazon Code: I_

Description:

| Bizon3Bvpe

3  Inthe AUX Reason Code namefield, type the namefor the AUX reason
code.

4  Inthe AUX Reason Code field, type the one-digit AUX reason code
number, between zero and nine.

6 Toviewthelist of al AUX reason codeswith their assigned names and
descriptions, select List all on the Actions menu.
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The AUX Reason Codes — List All window opens.

EB Dictionary AUX RBeason Codes - List All =] 3
Actionz  Edit Help

Allx Reazon Code HName | Code Deszcription I
Reazon &
Reazon B
Reazon C
Reazon [
Reazon E
Reazon F

-
4] | 3

9 matches found; permitted ones displaved | Bizon3Bvpe g

o f= Ld o —

7 When you are done viewing AUX reason code names, close the wir

END OF STEPS

Reference

AUX reason code names display on real-time reports that include t
agent state. AUX reason code names also display on report show
numbers of agents in each AUX reason code. If you make change:s
AUX reason code names, you must rerun the report to see the cha
See “Task: running, printing, exiting, and restarting a report” for mc
information.

Interval, daily, weekly, and monthly historical reports are available 1
AUX reason codes. The AUX reason code names are used in stan
reports. If you make any changes to AUX reason code names, you
rerun the report to see the changes. See “Task: running, printing,
exiting, and restarting a report” for more information.

You can script the AUX Reason Codes window and schedule the sc
See “Task: automating your activities with scripting” for more
information.

Agent exception historical reports use the names administered for
AUX reason codes when agent time in AUX exceptions has been
recorded. The real-time exceptions log displays AUX reason code
names when it logs agent time in AUX exceptions. See “Task:
administering exceptions” for more information.

O
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Viewing, adding, or creating calculations

Overview

Prerequisites

Steps

Calculation names are abbreviated names for calculations that are used
to create reports. You can view or change standard cal culations or
create your own custom calculations to use in custom reports. The
calculations for standard reports are already in the Dictionary.

Note that:

Reports will not run if you embed calculations within calculatiol
to more than three levels deep.

You cannot delete standard calculations.

Identify your own calculations in all lowercase letters to
distinguish them from the standa@®ntreVu CMS calculations,
which are in all uppercase letters.

You may adversely affect standard reports if you change a
standardCentreVu CMS calculation. Reports will probably run,
but the results may be different from those expected.

Reports will not run if you create calculations that reference ee
other in a circular fashion.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Calculations.
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The Calculations input window opens.

BB Dictionary Calculations E3 |
Actionz  Edit Help

® |25 2|a|»]=] 2

Calculation name: Ii

Calculation:

Dezcription:

3 Inthe Caculation name field, type the name of the calculation that you
want to view, add to the database, change, or delete.

If you are creating your own calculation, use lowercase lettersin the
name to distinguish it from standard cal culations.

4  Inthe Calculation field, type the formulafor the calculation. For
example, the formula for the agent calculation “Average ACD Talk
Time” is ACDTIME/ACDCALLS.

Calculations can include:

e Spaces

» Database items (for example, ACDCALLS for ACD calls)
* Constants

e Calculation (the maximum nesting level is 3)

»  Calculation names (you can have as many as needed)

*  The following arithmetic operators: + (add); — (subtract); *
(multiply); / (divide); () (precedents, as in standard mathemati
operations)

5 If you want a description of the item, type it in the Description field.
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6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

You can script the Cal culations window and schedule the script. See
“Task: automating your activities with scripting” for more informatio

The standar@entreVu CMS calculations are listed @entreVu CMS
Report Designer Version 8 User Guide585-215-859 , CentreVu
CMS Reports 585-215-851, andCentreVu CMS R3V5 Custom
Reports585-215-822.

O
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Viewing, adding, deleting, or changing call work codes

Overview

Prerequisites

Steps

You can view, add, delete, or change call work codes and names, and
include them in standard historical reports.

Note that:

*  You must administer call work codes before you can assign na
to them. See “Viewing, adding, or deleting call work codes” in
“Task: administering your call center” for more information

»  Call work code names can be no longer than nine digits.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary Selector window opens.
Select Operations | Call Work Codes.

The Call Work Codes input window opens.

EB Dictionary Call Work Codes |
Actionz  Edit Help

® 25| 2|%|»E A

Call work code name: |

Call work code: I

| Bizon3Bvpe

In the Call work code name field, type the call work code name to ¢
delete, change, or view.

In the Call work code field, type a number between zero and
999,999,999 that corresponds to the name you typed in the Call w
code name field.
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5 OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

Call work code 0 is reserved for unknown/unadministered work codes
so that summary data can be collected. The default name for call work
code 0 is Unadministered codes. You can change this name.

Daily, weekly, and monthly historical reports are available for call work
codes. The names you add in the Call Work Codes window are
displayed in the call work codes reports. See “Task: running, printir
exiting, and restarting a report” for more information.

You can script the Call Work Codes window and schedule the scrif
See “Task: automating your activities with scripting” for more
information.
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Adding constants to the database

Overview

Steps

Constants are elements with fixed numerical valuesthat you can add to
the database and use in custom reports. Constants are not in CentreVu
CMSwhenitisfirst installed.

From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Constants.

The Constants input window opens.

BB Dictionary Constants E3 |
Actionz  Edit Help

® 25| 2|n|»E| Al

Constant name: Ii

Yalue: I

Description:

In the Constant name field, type the name of the constant that you want
to view, add, delete, or change.

In the Valuefield, type the numerical value of the constant. Therangeis
—99999 to +99999.

In the Description field, type a description of the constant.
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6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference
Use constants only in designer or custom reports.

You can script the Constants window and schedule the script. See
“Task: automating your activities with scripting” for more informatio

See theCentreVu Report Designer Version 8 User Guide 585-
210-930 andCentreVu CMS Custom Reports 585-215-822, Issue
2 for more information.

O
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Defining your own database items

Overview  You can define your own database items, which are stored in their own
tablesin the CentreVu CM S database. This allows you to combine
your own datawith CentreVu CM S data on custom reports. You can
also change or delete your own database items.

Prerequisites  You must first create the table in the database before you create a
custom database item.

Steps

1  From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.
2  Select Operations | Custom Items.

The Custom Items input window opens.

ER& Dictionary Custom Items |
Actionz  Edit Help

% |25 ZI8|#=] 2

Databaze item: |

Descrption: |

T able: |

3 Inthe Database item field, type the name of the database item that you
want to add, change, delete, or view.

4  IntheDescriptionfield, type adescription of the database item. You can
add, change, or delete this description.
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5 Inthe Tablefield, type the name of the table that holds this database
item.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

If you try to run adesigner or custom report that uses a database item
you have not added to the Dictionary, you will get an error message.

You can script the Custom Items window and schedul e the script. See
“Task: automating your activities with scripting” for more informatio

SeeCentreVu Report Designer Version 8 User Guide 585-210-
930 andCentreVu CMS Custom Reports 585-215-822, Issue 2 for
more information on using and creating your own custom database
items.

0
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Changing generic string values synonyms

Overview

Steps

Follow these steps to designate a character for YES or NO in the
Dictionary, and that character will appear on custom reportsthat use the
new YES/NO synonyms.

From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Generic String Values.
The Generic String Values input window opens.

EB Dictionary Generic String Yalues E3 |
Actions  Edit  Help

2] 4
Generic ¥alue
YES: IE_
NO: Ir-,_

To changethe Generic Valuefor each ACD, typeacharacter for YESor NO
or both in the Generic Vauefield.

* For YES, type a character to display in reports for boxes that use
YES/NO. If you have not input a string, the default value is y.

*  For NO, type a character to display in reports for fields that use Y
NO. If you have not input a string, the default value is n.

Remember that the input window fields YES and NO must be
exactly one character each, with defaults y and n, respectively.

On the Actions menu, select Add to add your changes to the Dictiona

END OF STEPS
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Searching the Dictionary globally

Overview

Steps

You can search for anything in the Dictionary: alogin ID or a group of
login IDs; split/skill, trunk group, or ACD names; database items;
calculations; or agent names.

From the controller window, select Commands | Dictionary, or select
Dictionary on the toolbar.

The Dictionary selector window opens.
Select Operations | Globa Search Input.

The Global Search Input window opens.

EB Dictionary Global Search Input |
Actionz  Edit Help

»| 4

Search for: |

In the Search for field, type the search pattern for the item or items you
are looking for.

END OF STEPS

Results

Thisis how the output window displays the results of your global
search.
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Global search output window results

Field Field contents

Value matched Displays the matches for your pattern.

Field matched Displays the name of the field in the
Dictionary that corresponds to value
matched.

In submenu The Dictionary submenu where your search
pattern was found.

Name The name that correspondsto value
matched.
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Viewing, adding, deleting, or changing location IDs

Overview

Prerequisites

Steps
1

Thelocation ID is a number assigned to voice terminals to track
individual agents. Location IDs can be assigned to trunks and used to
track groups of agents by location. VDNs and vectors do not have
location | Ds associated with them because they operate independently
of locations.

*  Only the numbers one to 44 can be used for location IDs.

From the controller window, select Commands | Dictionary, or sele:
Dictionary on the toolbar.

The Dictionary selector window opens.

On the Operations tab, select Location IDs.

The Location IDs input window opens.

In the Location Name field, type the name of the location you want
view, add, delete, or change.

In the Location ID field, type the corresponding number from one to
to identify the location named above.
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5 Inthe Description field, type pertinent information about the location.
Thisisfor information only. It isnot displayed el sewhere in the system
or on reports other than List All or Find One operations in this window.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

You can script the Location ID window and schedul e the script. See
“Task: Automating your activities with scripting” for more
information.

Location IDs are used in three reports: the Historical Split/Skill by
Location report, the Agent Status by Location report, and the Real-1
Split/Skill by Location report. See “Task: running, printing, exiting,
and restarting a report” for more information.

0
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Viewing, adding, or changing login ID names

Overview

Prerequisites

Steps

CentreVu CMS uses agent login IDs to identify measured ACD
agents. After an agent'snameisassignedtoalogin ID, CentreVu CMS
windows and reports show that agent’s name instead of the login 1D
number.

You do not have to input agent names in the Dictionary, but CentreVu
CM S administration windows and reports are easier to understand with
agent namesinstead of login IDs. Depending on the amount of spacein
the report, agent names can be truncated.

Note that:

The CentreVu CMS Dictionary listings are sorted alphabeticall
(collating sequence) based on the first character you input in t
Agent name field. For example, if the agent is listed as Jane
Brown, CentreVu CMS sorts on the J for Jane; it does not sort
the B for Brown. Real-time reports, however, do not show age
names alphabetically.

You can assign no more than one agent name to the same log
You cannot assign the same agent name to multiple login IDs.
You can use only numbers in login IDs.

CentreVVu CMS only recognizes login IDs BEFINITY® R8.1 or
later.

From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

On the Operations tab, select Login Identifications.
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The Login Identifications input window opens.

BB Dictionary Login Identifications
Actionz  Edit Help

& (2|55 2|al2lE

4|
Login ID: Il—

Agent Hame: |

| Bizon3Bvpe

3 IntheLoginID field, type the login ID number to view, add, delete, or
change.

Login IDsfor DEFINITY ECS/Generic 3 without EAS can be a
number with one to nine digits — for example:

1 (1-digit logins) 423 (3-digit logins) 1234567 (7-digit logins)
999,999,999 (9-digit logins)

4  Inthe Agent Name field, type the name of the agent that correspon
the login ID.

The Login Identifications List All window shows names alphabetica
(collating sequence), based on the first character you type in the A
Name field.

5 On the Actions menu, select Add to add your changes to the Dictio

END OF STEPS
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Reference

If you assign names to the login IDs, agent names display on reports. If
you make additions or changesto login IDs, you must exit the report
and then rerun the report to see the new agent names. See “Task:
running, printing, exiting, and restarting a report” for more
information.

You can script the Login Identifications window and schedule the
script. See “Task: automating your activities with scripting” for more
information.

]
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Viewing, adding, or changing logout reason code names

Overview

Prerequisites

Steps

L ogout reason codes enabl e an agent to give the reason for logging out,
such astraining or the end of a shift.

You can add, change, or view logout reason codes and their names.
These names display in the standard agent login/logout and agent trace
historical reports.

Note that:

* Logout reason codes are single digits, zero through nine. A ze
used when the system logs an agent out or if the agent does r
specify a code. You can change the assigned default name.

* Logout reason code names can be up to 20 characters long.
* To use logout reason codes, your switch must have EAS.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Logout Reason Codes.
The Logout Reason Codes input window opens.

EB Dictionary Logout Reazon Codes |
Actionz  Edit Help

¢z 2|a|»|=] 2

Logout Reazon Code name: |

Logout Reazon Code: I_

Description:

| Bizon36vpe




Task: naming your call center entities in the Dictionary CentreVu CMS Administration

Viewing, adding, or changing logout reason code names 3-44

3  InthelLogout Reason Code namefield, type the nameto add, change, or
view for thislogout reason code. Names must be unique within an ACD.

4  Inthe Logout Reason Codefield, type anumber between zero and nine
that corresponds to the name you typed in the Logout Reason Code
name field.

6  To view the logout reason codes with their assigned names and
descriptions, leave all fields blank in the L ogout Reason Codes window
and select List all on the Actions menu.

EB Dictionary Logout Reason Codes - List All =] E3
Actionz  Edit Help

Logout Reazon Code Hame | Code Description
Logout A 1 End of ghift

Logout B 2 End of Training

Logout C 3 T aking a break

Logout [ 4 [roing paper work,

Logout E 5 Do time

Logout F B

Logout G ¥

Logout H g

Logout | 9

9 matches found; permitted ones displayed | Bizon2Bvpe 4

8  When you are done viewing the logout reason codes, close the window.

END OF STEPS
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Reference

L ogout reason code names display in the agent login/logout and agent
trace historical reports. If you make changes to logout reason code
names, you must exit the report and rerun it to see the new name. See
“Task: running, printing, exiting, and restarting a report” for more
information

You can script the Logout Reason Codes window and schedule the
script. See “Task : automating your activities with scripting” for mor
information.

]
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Viewing or changing split/skill string values

Overview  Split/skill string values are the descriptive words in the split/skill call
profile reports. The words are used to describe the value of the data.
You can change the default string values and view or change split or
skill names and skill state names to meet the needs of your call center.

Prerequisites

* If you assign values that are longer than the field lengths allow
on standard reports, the values are truncated to fit on those rey
But you can create a similar custom report that accommodates
longer string values.

» If you do not assign different values to the split/skill string valu
the default values are used.

8 €= o OO

1  From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

2  Select Operations | Split/Skill String Values.
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The Split/Skill String Values input window opens.

EB Dictionary Split/Skill String Yalues E |

Actionz  Edit Help

Z| 4]

Service Level Changed

Skill State

UNENOWN: |L|NKN

HORMAL: INDHM,&,L

OYERLOAD1: | OVERLD1

OYERLOADZ: | OWRLDZ

YES:

HO: |NIII
Period Changed
YES5: |YES

HO: |NIII

| Bizon36vpe

To change the default valuesin the Service Level Changed fields at any
time, type YES if you changed the service level in the split/skill call
profileor NO if you did not change the servicelevel in the split/skill call
profile. The new value will display in the split/skill call profile report.

Ten timeincrements of administrablelength display in the split/skill call
profile report (both real-time and historical). To change the default
values, type Y ES in the Period Changed field if you changed the time
periodsor NO if you did not change the time periods. To change YES or
NO, type your descriptive word in the appropriate field.

Choose one of the following skill states for the Skill State field:

UNKNOWN — leave the default value.

NORMAL — type the descriptive word for the state of a skill using t
Service Level Supervisor feature when it is below all overload
thresholds. The default value is NORMAL.

OVERLOAD1 — type the descriptive word for the state of a skill usi
the Service Level Supervisor feature when it exceeds the first over
threshold. The default value is OVRLD1.
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OVERLOAD2 — type the descriptive word for the state of a skill usi
the Service Level Supervisor feature when it exceeds both the first
second thresholds. The default value is OVRLD2.

END OF STEPS

Reference

Any change you make here affects what you see in the corresponc
fields in the split/skill call profile report and in the split/skill string
values screen.

Generally, the defaults on the screen are the field names chosen ft
split/skill string values screen.

You can script the Splits/Skill String Values window and schedule t
script. See “Task: automating your activities with scripting” for more
information.

]
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Viewing, adding, deleting, or changing split/skill names

Overview

Prerequisites

Steps

You can assign names to your ACD splits or skills. These split or skill
names appear on the split or skill reports, making your reports easier to
identify and read.

Split or skill names should reflect the configuration of your splits or
skillsand ACDs. For example, if you want splitsin your system to be
divided according to Sales, Customer Service, and Wholesale, assign
those names to the splits that handle those areas of the business. Or if
you want skillsin your system to be divided by language such as
French, Spanish, and German, assign those names to the skills that
handle calls in those languages.

Note that:

*  When naming splits or skills, you may want to be consistent w
the names given by your switch administrator.

* Ifyou assign a name to a split or a skill, the split or skill numbe
no longer appears on split or skill reports or windows. The split
skill name appears instead.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Splits/Skills.
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The Splits/Skills input window opens.

£& Dictionary Splits/Skills ]|
Actions  Edit Help

* 2|5 2|8|#E] 2

Cplit/Skill name: |

Spht/Skill number: I

Dezcription:

| Bizon36vpe

3 Inthe Split/Skill name field, type the name that you want to add, delete,
change, or view for this split or skill.

4 Inthe Split/Skill number field, type the split or skill number that
corresponds to the name you typed in the Split/Skill name field.

5 Inthe Description field, type descriptive information for this split or
skill.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

When you assign a split or skill name, that name displays on all splits/
skillswindows and splits/skillsreports (real-time and historical). If you
make additions or changes to split or skill names, you must exit the
report and rerun it to see the new split or skill name.
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If you assign exceptions to splits or skills, the split or skill names you
assign display in the exceptionstext. If you change asplit or skill name,
the new name displays in the exception text for all exceptions logged
after the change. See “Task: administering exceptions” for more
information.

Split or skill names display on Forecast reports.

You can script the Splits/Skills window and schedule the script. Se
“Task: automating your activities with scripting” for more informatio

0
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Viewing CentreVVu CM S database items

Overview

Exten-
sion

1000

1001
1002

Steps

Standard CentreVu CMS items are names of itemsin CentreVu CMS
database tables. CentreVu CMS uses these tables to collect, store, and
retrieve ACD data. Each column in atable represents a specific type of
ACD data, such as the number of ACD cadlls, the number of abandons,
or the length of time on ACD calls. You cannot change or delete
standard database items.

Thisisaread-only section of the Dictionary, but you can view the
standard information about each database item, the description for that
item, and the tables in which the item appears. You can use pattern
searching in any field in the window.

Hereis an example of a current real-time agent table with standard
CentreVu CM S database item column headings.

Split Logid Logon- Work- Started Direc- Changed >*

start mode tion >*

1 4000 8:00 AVAl | 8:00 NULL 80 >
L

1 5966  7:58 ACD 804 IN 8:04 >

1 2200 7:59 ACD 8.03 IN 8:03 >

>

Note: > * indicates that more database item column headings follow.
A dot (.) indicates that more data follows down the table.

From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Standard CMS Items.
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The Standard CM S Items input window opens.

EB Dictionary Standard CM5 Items E |
Actionz  Edit Help

Z|s|»=| Al

D atabaze item: Ii

Dezcrnption: |

Table: |

3 Inthe Database item field, type the name of the database that you want
to look up.

5 IntheTablefield, limit the search for a database item to a single table.
If you leave thisfield blank, all database items are searched.

7  When you are done viewing the database items, close the window.

END OF STEPS

Reference
You use these database items when creating designer or custom reports.

See CentreVu Report Designer 585-215-859 and CentreVu CMS
R3V5 Custom Reports 585-215-822 for more information.

0
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Viewing, adding, deleting, or changing trunk group names

Overview

Prerequisites

Steps

Names you assign to your ACD trunk groups display on reports,
making your reports easier to identify and read.

Note that:

A trunk group name can be a published phone number (prepel
with an alphabetic character), a variation of an associated spli
skill name, or any other name that reflects the configuration of
your trunk groups, splits or skills, and ACDs.

When naming trunk groups, you may want to be consistent wi
the names given trunk groups and splits or skills by your switc
administrator.

If you assign a trunk group name, the name displays on trunk
group reports or windows instead of the trunk group number.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Trunk Groups.

The Trunk Groups input window opens.

EB Dictionary Trunk Groups |
Actionz  Edit Help

*|Z|5]| 2|a|»E] A

Trunk group name: |

Trunk group number: I

Description:

| Bizon3Bvpe
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3 Inthe Trunk group name field, type the name to add, delete, change, or
view for thistrunk group.

4 Inthe Trunk group number field, type the trunk group number that
corresponds to the name you typed in the Trunk group name field.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

When you assign a trunk group name, that name displays on all trunk
group windows and trunk group reports (real-time and historical). If
you make additions or changesto trunk group names, you must exit the
report and rerun it to see the new trunk group names.

If you assign exceptions to trunk groups, the trunk group names you
assign display in the exceptions text. If you change atrunk group’s
name, the new name displays in the exception log text for all
exceptions logged after the change. See “Task: administering
exceptions” for more information.

Trunk group names display on Forecast reports.

You can script the Trunk Groups window and schedule the script.
“Task: automating your activities with scripting” for more informatio

0
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Viewing or changing trunk string values

Overview  Trunk string values are the descriptive words such as IDLE, HOLD, or
QUEUED on trunk reports. These words display in report data fields;
they do not display as headings. You can change the default values to
any values that meet the needs of your call center. If you do not assign
different trunk string values, the default values are used.

Steps:

1  From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

2  Select Operations | Trunk String Values.
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The Trunk String Values input window opens.

EE Dictionary Trunk String Yalues
Actions Edit Help
Trunk State Call Priority [non-vectoring)
IDLE: |[sIN= YES: |YES
SEIZED: |SEI2ED HO: |NEI
e |EJL|EL|ED Call Priority [vectoring]
COMH: |EEINN LOw: |LEIW
DABMN: |D.-’-'-.EN MED: |MED
FBUSY: |FELISY HIGH: |HII3H
FDISC: [FOISC TOP: [TOP
HOLD: |HIIILIZTI
L3 |MBUSY Call Direction
RINGING: [RINGING IN: [IN
UNKNOWN: [ONKNDWN ouT: [ouT
Queue Type All Trunks Busy
MAIN: |h-1.-‘-‘-.IN YES: |YES
BACKUP: |B.-’-'-.I:KLIF' HO: |NEI
Bizon36vpe

3  Tochangeany of thetrunk state default names, type the new descriptive
word next to any of the following:
* IDLE — the trunk is waiting for a call.

*  SEIZED — a call is holding the trunk, either incoming or
outgoing.

* QUEUED — an ACD call has seized the trunk and is queued t
split or skill waiting for an agent to become available.

*  CONN — the caller and an agent are connected on a call.
» DABN — the caller has abandoned the call.

« FBUSY — the caller gets a forced busy signal.
 FDISC — the caller gets a forced disconnect.

»  HOLD — the agent has put the caller on hold.
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e MBUSY — the trunk is out of service for maintenance purpose
* RINGING — the call is ringing at an agent's voice terminal.

*  UNKNOWN — CentreVu CMS does not recognize the trunk
state.

4  To change the queue type default names, type the new descriptive
next to MAIN or BACKUP. The name you type here displays insteac
the default in real-time reports containing the trunk QUETYPE datak
item. (Standard reports do not contain this item).

. MAIN — The call is queued to a split or skill as a result of a
queue to main split/skill vector command.

* BACKUP — the call is queued to a split or skill as a result of a
vector command other thaeue to main split/skill.

5 To change the call priority (nonvectoring) default names, type the r
descriptive name next to YES or NO.

* YES — the call occupying the trunk has priority entering the
trunk.

* NO —the call occupying the trunk does not have priority enter
the split.

The name you type here displays instead of the default name
real-time reports containing the trunk PRIORITY database iter
(Standard reports do not contain this item.)

6 To change the call priority (vectoring) default names, type the new
descriptive name next to LOW, MED, HIGH, or TOP. The priority lev
at which calls on a trunk queue to a split or skill is specified using eil
the queue to split/skill or check split/skill command in the vector
processing the call. The name you type here displays instead of th
default name in real-time reports containing the trunk PRIORITY
database item. (Standard reports do not contain this item).

LOW — the call occupying the trunk is queued to a split or skKill
the lowest priority level.

» MED — the call occupying the trunk is queued to a split or skill
the second lowest priority level.
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*  HIGH — the call occupying the trunk is queued to a split or sk
at the second highest priority level.

*  TOP — the call occupying the trunk is queued to a split or skill
the highest priority level.

7  To change the call-direction default names, type the new descriptiv
word next to IN or OUT.

* IN —the trunk is on an incoming call.
*  OUT — the trunk is on an outbound call.

8 To change the all trunks busy default names, type the new descrip
word next to YES or NO.

* YES — all trunks in the trunk group are busy (in use or
maintenance).

*  NO — not all trunks in the trunk group are busy.

END OF STEPS

Reference

Changes you make to the trunk string values affect what you see i
corresponding fields on trunk reports. See “Task: running, printing,
exiting, and restarting a report” for more information.

You can script the Trunk String Values window and schedule the sc

See “Task: automating your activities with scripting” for more
information.

O
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Viewing, adding, deleting, or changing VDN names

Overview

Prerequisites

Steps

You can assign names to VDNSs so that names instead of numbers
appear on VDN reports and VDN administration windows. Your VDN
names should reflect the configuration of your ACD and convey one or
more of the following:

The VDN's purpose (for example, sales or customer service)
The VDN destination vector (for example, FBusy-Nat.Accts)

The trunk groups assigned to the VDN (for example, WATS 8C
331-1111).

Select Find one or List all to list the VDNs that have already be
assigned names. To get a list of VDNs that you can name, run
vector configuration report.

Note that:

The VDNs window is available only if your company has
purchased the Call Vectoring feature.

VDNs must be created on the switch and assigned for
measurement vi€entreVu CMS.

Permissions checking for VDNs in Dictionary is turned off if mo
than 2,000 measured VDNSs are authorized.

From the controller window, select Commands | Dictionary or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | VDNSs.
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The VDNs input window opens.

EB Dictionary YDMNs E3 |
Actionz  Edit Help

& |2|5] 2|S|#|E] Al
'?'DNname:l

vDN: [

Dezcnphon:

| Bizon3Gvpe

3 Inthe VDN namefield, type the name of a VDN that you want to add,
change, delete, or find.

4  Inthe VDN fidld, type the VDN number (up to 5 digits) for which you
want to add, change, delete, or find a name.

6  OntheActions menu, select Add to add your changesto the Dictionary.

END OF STEPS

Reference

If you assign namesto VDNs on the switch, you may want to assign the
same names in CentreVu CMS. However, the names can be different
since the switch sends only VDN numbers, not VDN names, to
CentreVu CMS.

When you assign a VDN name, that name displays on al reports (real-
time and historical) that include that VDN. If you make additions or
changesto a VDN name, you must exit the report and rerun it to see the
new VDN name. See “Task: running, printing, exiting, and restartin
report” for more information.
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If you assign exceptionsto a VDN, the VDN name you assign displays

in the exceptions text. In addition, if you change a VDN name, the new
name displays in the exception text for all exceptions logged after the
change. See “Task: administering exceptions” for more information

You can script the VDNs window and schedule the script. See “Tas
automating your activities with scripting” for more information.
]
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Viewing, adding, deleting, or changing vector names

Overview

Prerequisites

Steps
1

You can assign names to vectors so that the names instead of the vector
numbers display on vector reports and administration windows. Your
vector names should reflect the configuration of your ACD and convey
one or more of the following:

*  The vector's purpose (for example, sales or customer service)

 The VDNSs assigned to the vector (for example, vdn2001,
vdn3001, and vdn4001)

*  The splits or skills to which the vector sends calls (for example
salesl, sales2, AUDIX system)

e Select Find One or List All to list the vectors that have already
been assigned names.

The Vectors window is available only if your company has purchas
the Call Vectoring feature.

From the controller window, select Dictionary | Commands or selec
Dictionary on the toolbar.

The Dictionary selector window opens.

Select Operations | Vectors.

The Vectors input window opens.

EB Dictionary YVectors E3 |
Actionz  Edit Help

®|Z|9| 2|a|»E| Al

Yector name: Ii

Yector number: I

Description:

| Bizon36wvpe
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3 Inthe Vector name field, type the name of the vector that you want to
add, change, delete, or find.

4 Inthe Vector number field, type the vector number for which you want
to add, change, delete, or find a name.

6  Onthe Actions menu, select Add to add your change to the Dictionary.

END OF STEPS

Reference

Any vector can be named, whether it is empty or not, and you can
assign aname to a vector even if the stepsin the vector have not been
defined. The number of available vectors depends on your switch type.

When you assign a vector name, that name displaysin al reports (real-
time and historical) containing that vector. If you make additions or
changesto the vector name, you must exit the report and rerun it to see
the new vector name. See “Task: running, printing, exiting, and
restarting a report” for more information.

Assigned vector names display in the text for vector exceptions. In
addition, if you change a vector name, the new name appears in tr
exception text only for exceptions logged after the change. See “Te
administering exceptions” for more information.

You can script the Vectors window and schedule the script. See “Te
automating your activities with scripting” for more information.

0
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Running Dictionary reports

Overview  You can generate areport on most sections of the Dictionary. You can
have sections of the Dictionary printed, sent to afile, or displayed.

Steps  Todisplay or print areport on one of the Dictionary items listed on the
Reports tab:

1  From the controller window, select Commands | Dictionary or select
Dictionary on the toolbar.

The Dictionary selector window opens.

2  Select the Reports tab.
The Reports selector window opens.

Dictionary 2] x] |
Operations ] {Heports 1
Reports:

Agent Group Members

Agent Groups

Call‘work Codes

Cuztam [bems

Login ldentifications

Splitz/Skillz

Standard ChS Ikems ;I

ACD:
[sT10 =l
Script... | Help

k. Cancel
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3  Double-click the Dictionary item for which you want a report.

A report input window opens.

BB ACDs M B3 |
Dreztination
&+ Aiew Feport on Screer
= Print Beport ar: | ddops =3 |
(] Cancel | Help

| acdb

4  Under Destination, select View Reports on screen or Print Report on.

To send the report to your screen or to the default printer, select OK.

To send the report to a printer other than the default printer in the report
input window, select Print Report and select the printer icon.

The Print Setup window opens.
Pit  HH|
— Printer

Froperties |

Hame:

Statuz: Drefault printer; Ready

Type: (kS 1725 Print Spstem

Where:  \hduakhddopz3

Comment; ™ Print to file

— Print range Copies

Lol | Murnber of copies: |1 3:

1 B5aes o i
) Selection Ijl = CoflEte
ITI Canicel |
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Beport Edit Format  Tools

Optionz  Help
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Select Specific printer, then select the printer name on the drop-down
list

Change any other printer parameters, such as Orientation, Paper, or
Network, if you want. Select Optionsto select more printer parameters
or select OK to save your changes.

On the Actions menu, select Add to add your changes to the Dictionary.

END OF STEPS

Results
If you chose Print Report on a printer, the report is sent to the printer.
If you chose View Report on screen, an output window opens.

IS [=] B3

MHame

ACD Description

5T10
ST
5T12
5T13

= LD R —

Double Click To Bun Format T able

[
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To run an agent group  For the agent group members report only, follow these steps:
members report

1  Select Reports | Agent Group Members.

The Agent Groups input window opens.

B bictionary Agent Groups

e e e Ll [

2 Inthe Agent group name box, type the name of the agent group for
which you want to run the report. The name must first be assigned in the
Dictionary.

5 Select Browseto view all available items for the input field and then
select an item for the input field. When you select Browse, a window
opens that lets you select an item for the input field.

6  Choose areport destination, and select OK.

END OF STEPS

Reference

You can script the Reports window and schedule the script. See “T
automating your activities with scripting” for more information.

]
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4 Task: running, printing, exiting,
and restarting areport

Purpose  Inthistask you will find the following procedures:
* Running a report
*  Printing a report
e  Setting up a report page
»  Exiting and restarting a report

Use the procedures that follow to run, print, exit, and restart a repo
]



Task: running, printing, exiting, and restarting a report CentreVu CMS Administration

Running a report 4-2

Running a report

1  From the Reports selector window, select the report type on the Reports
menul.

2  Select the ACD and select OK.

The Reports input window opens. The input fields vary according to
the report type.

3 Makeyour input and select OK to run the report.

END OF STEPS
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Printing a report

From the Reports sel ector window, select the report type on the Reports
menul.

Select the ACD and click the OK button.

The Reports input window opens. The input fields vary according to
the report type.

Select Print Setup.
The Print window opens.

Print HE

— Pririker
Properties |

Marne:

Status; Default printer; Ready
Type: QRS 1725 Print Spstemn
Wwhere:  \\duakhddops3

Comment: [~ Frint ta file
— Frint range: Copies
Lol Murnber of copies: |1 5:

) Bages _frDm:I— !'Il_
) Selection @ 7| Caflate

To choose a printer other than the default, select the printer you want on
the Name drop-down list.

Select OK to print.

END OF STEPS
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Setting up areport page

1  From the Reports selector window, select the report type on the Reports
menul.

2  Select the ACD and select OK.

The Reports input window opens. The input fields vary according to

the report type.
Select a Heport
T Hiztorical T Integrated ]

LCategory: Report:
_ Agent Group Report

Other

Queue/Agent Agent Report

Split/Skill Graphical Inf ki

Trunk/Trunk Group raphical information

YDM

Yector

CH5 custom

Designer

Run Report for ACD:

jaguarI¥2e jJ

Deszcription
Showves statuz of agentz in an agent group, and reazon for ALK agents

Add Bookmark | Hew Copy Properties Help

Edit [Nelete 1] 4 Cancel

3 Makeyour inputs and select View Report On Screen as the destination.

4  When thereport is running, select Page Setup on the Reports menu.
The Page Setup window opens.
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5 Inthe Page Setup window, set the Margin, Page Numbers, and Box
Around Tables (report grids) and select OK.

END OF STEPS
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Exiting and restarting a report

Steps to exit areport  From the controller window, do one of the following:
e Double-click System.
» Select Close on the System menu.
*  Select Exit on the Report menu.

Steps to restart areport  To restart a report:

1 Return to the Reports input window

Agent Report E |

— Inputs

Split/Skill: [EPERLL =

—Real-Time Dptions
Befrezh Every mg Seconds
[+ Enable Report Thresholds

[~ Run Minimized
1] I Cancel | Help |
Loz Angeles |

2 Select Restart on the Reports menu.

Note that you cannot restart work-state drill-down reports.

END OF STEPS
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How reports work

Kinds of reports

Configuring reports

What reports summarize

4-7

CentreVu® CMS collects data from ACD activity and storesit in one
of the CentreVu CM S databases. The data reflects the activity of your
splitg/skills, trunks, trunk groups, agents, agent groups, VDNs, and
vectors. You can view this data by generating a CentreVu CMS report.

The kinds of reports you can generate are:

»  Standard real-time

»  Standard historical

»  Standard integrated

»  Custom real-time

» Designer (CentreVu Supervisor)

*  Custom historical

CustomCentreVu CMS

*  Exceptions

* Forecast (available as an add-on feature)

You can customize standard reports or design custom reports fromr
scratch.

SeeCentreVu CMS R3V5 Custom Reports and CentreVu Report
Designer Version 6 User Guide for more information.

Use CentreVu CMS/CentreVu Supervisor reports to summarize the
status of:

* Any measured subset of the ACD, including agents, splits/skill
trunks/trunk groups, VDNSs, vectors, call work codes, and call
records

e Agent administration

»  Call center administration
» Dictionary

*  Exceptions

Maintenance
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Printing options  The margins, page numbers, and boxes you choose apply only to
printed reports and do not affect reports displayed on the screen.

Margins  Margins define the spaces at the edges of the page where nothing is
printed. Top, bottom, left, and right margins can be set.
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5 Task: automating your activities
with scripting

Purpose

Prerequisites

Permissions

In thistask you will find the following procedures:

Using Save as Script

Scripting reports

Scripting the export of report output
Scripting a report saved as HTML
Scripting windows and actions

When you create an automatic script on a PC, the PC must be run
when the script is scheduled to run.

The user whose login session is used to run a script must have
permission to perform the action.

Use the procedures that follow to automate actions such as changil
agent's skills, running reports, and exporting report data.

0
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Using Save as Script

Overview  Usethese stepsto save the current display or action as a script.

1  Select Script.

The Save as Script window opens.

Save as Script

R |-

2 Inthe Savein field, select the name of the folder in which the script file
will be saved. Select afolder on the drop-down list that showsthe folder
hierarchy or select Create New Folder. The default is the Scripts
subfolder in the folder where CentreVu® Supervisor isinstalled.

3 IntheFile namefield, type the name of the script file. You can add or
replace existing script files, or create new files.
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In the Save as type field, specify whether the script isto be interactive
or automatic. The default is automatic, unless you are scripting areport
selector window.

The Save as Script window shows the files of the script type you
specified.

The script is saved as the type you specified.

END OF STEPS

Script button

The Script button is available from the Report Selector window, from
the Reports menu and, once areport is run, from many Agent
Administration windows. The Script button is also available when you
use any other CentreVu Supervisor command or tool that allows you to
add or change.

Interactive scripts

The script runsin the current CentreVu Supervisor session and the
actions display on the PC.

Automatic scripts

The script launches anew CentreVu Supervisor session that logs into
CentreVu CMS and runs the tasks in the background. Operations do
not display on the PC. If you schedule the script to run with acommand
scheduler, an automatic script is similar to a CentreVu CM S timetabl e.
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Error and warning messages

Message

This script will not
run unless a
CentreVu CMS
login ID and
password have been
specified.

Automatic scripts

are set to run with

the permissions of

another user of the
PC.

The Add or Replace
window opens (see
below).

Reason

The CentreVu CMS
login ID and
password have not
been set on the
Scripting tab of the
Controller Options
window.

The User Information
window designates
the other user asthe
owner of automatic
scripts.

Thefile already
exists.

5-4

Response

Specify alogin ID
and password on the
User Information
window.

You can change the
permissionsvia the
login information on
the Scripting tab of
the Controller
Optionswindow. The
change will apply to
subsequent
automatic scripts run
on the PC.

Click a button on the
bottom of the
window: Add (the
default)—to add the
new script to the end
of the existing script,
Replace—to delete
the existing script
and create a new
script file, Cancel—
to close the Add or
Replace window and
return to the Save as
Script window,
Help—to display a
help topic for the
window.
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im. S5ave as Script - Add or Replace EE

C:MProgram Files\LucenthCentre¥u SupervizarPrafileshdocs\S cripts\agent
E xceptions. cvaup

Thiz file already exizts and containg the following:

Esceptions: Form: Agent Esceptions ;I

[-]

Do pou want to replace the existing script, or do pou want to add the new
operation ko the end of the existing schpt?

Beplace Cancel Help |
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Scripting reports

Overview

Steps for report input

Steps for report output

1

Use these stepsto script areport that runs in interactive or automatic
mode.

* Interactive mode takes you to a report's input window but does
run a report.

e Automatic mode runs a report without prompting for inputs. Yo
cannot script a report's input window in automatic mode.

To create an interactive script for a report input window:

Select Script on the Reports selector window.

The Save as Script window opens. The file type is set to Interactive
cannot be changed.

Complete the Save as Script window. Executing the script takes yo
the input window for the selected report.

The Save as Script window closes and the Reports selector windo
remains open.

END OF STEPS

Fill in the input window and run the report.
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The report’s output window opens.

" [ Agent Report - 1
[Stul Edit Format Tool: Options Help
Bestart
FPage Setup...
Bint.. LoginlD Exn AU State  SpltSkill Time WO
Frint Presyiew... Reasaon Mame
Design 44121 42121 RIMGIMG 52 21
| 44127 42127 RIMNGING K] 22
Save as HTML.. 44123 42123 RINGING 53 28
Script,.. 44124 42124 RIMGIMG 53 19
44125 42125 RIMNGING K] 34
E it 44126 42126 RIMGIMNG a1 38
Double Click to Run Real Time Agent Information || Thresholds: On | Bison3Bvpe i

Select Script from the Reports menu.

The Save as Script window opens. The file type is set to Automatic but
can be changed.

Compl ete the Save as Script window.

Executing the script causes the report to run with your current inputs. If
the script isinteractive, the report output window is displayed in the
same size and position as when the script is saved. If the script is
automatic, the report output is directed to your default printer.

END OF STEPS
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Scripting the export of report output

Overview  Usethese stepsto create a script that exports report data to the
clipboard or a specified file.

Steps

1  Select one of the data export items on the Edit or pop-up menus on a
report output window.

The Export Chart Data, Export Table Data, or Export All Data window
opens.

Export All D ata K E3 |

— Destination

{« Export to Clipboard
" Export to File:

— Export Format

Field Separator: I[tal:u] j

Text Delimiter: I [nore) j

[~ Export MullValues as Zero
[ Include Labels and Headers
v Export Time Durations in Seconds

Qk. Cancel Schpt... Help

2  Complete the Export All Data window.

3  Select Script.
The Save as Script window opens.
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4  Save the script by following the steps under “Using Save as Script.

Executing the script runs the report with your current inputs, export
the data, and exits the report.

END OF STEPS
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Scripting areport saved as HTML

Overview

2

Use these stepsto create a script that saves areport asan HTML file.

Select Save AsSHTML on the Reports menu.

The Save AsHTML window opens.

Save Az HTHL EE3

T hiz window allowz pou to save a snapshot of the report output as an HT kL file,

Template
“'ou can usze a template to provide formatting characteristics for pour report,

such az a background pattern, logos, or explanatony text,

" Do not use a template

t+ Chooze an existing HTRL file to uze as a template

eshcentrevubsampleshsample . him j o

Cutpuit
i»  |lze CentreWfu Supervisor report fonts

{ lze the web browser default fontz

Specify the name of the HTML output file to be created

e hcentrevuhsaveasdel hin j ﬁ'.’.

] Cancel Script... | Help |

Complete the Save AsHTML window.

Select Script.
The Save as Script window opens.



Task: automating your activities with scripting CentreVu CMS Administration

Scripting a report saved as HTML 5-11

3  Save the script using the steps under “Saving as Script.”

Executing the script runs the report with your current inputs, saves
report as HTML, and exits the report.

END OF STEPS
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Scripting windows and actions

Overview  Usethese stepsto create a script for one of the following:

e The input window for Dictionary, Exceptions, Maintenance,
CentreVu CMS System Setup, Agent Administration, or Call
Center Administration actions

* An Add, Modify, or Delete action in Dictionary, Exceptions,
MaintenanceCentreVu CMS System Setup, Agent
Administration, or Call Center Administration

Steps to script an input
window

1 Select the action on the Operations tab of the selector window for
Dictionary, Exceptions, Maintenanc€entreVu CMS System Setup,
Agent Administration, or Call Center Administration.

Agent Administration
Operations ] Reports ]

Operations:

Activate dgent Trace
Change Agent Skill

Lizt Agents Traced
Mulki-dgent Skill Change

ACD:
=
Scnpt... | Help

] Cancel

2  Select Script in the selector window.

The Save as Script window opens. The file type is set to Interactive
cannot be changed.
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1

5-13

Compl ete the Save as Script window. Executing the script takes you to
the window for the action you selected.

The Save as Script window closes and the selector window remains
open.

END OF STEPS

Select Script on the Actions menu. (If none of the valid scriptable
actions — Add, Modify, or Delete — are present, you cannot selec
Script.)

The Save as Script — Action window opens.

. Save as Script - Action K Ed |

Select one of the following actions to be zaved in the scrpt,

—Action

" Delete
™ Wo action - save only window contents and poszition

)4 I Cancel Help

Select the action you want to save in a script.
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The Save as Script window opens. The file type is set to Automatic but
can be changed.

If you select Cancel, you return to the input window without saving an
action.

6  Complete the Save as Script window.

Executing the script performs the action you selected, with the current
inputs.

END OF STEPS
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You must purchase a scheduling package if you want to schec
your scripts to run at a specific or later time.

You are limited to a maximum of four simultaneous Supervisot
sessions from one PC. This includes any background Supervi
sessions initiated by an automatic script.

Once a script file is created, you can execute it manually like of
Windows executable files and documents via any method
available, such as double-clicking the file nam&imdows
Explorer.

It is strongly recommended that you schedule mission-critical
actions (such as backups) using Timetable, which resides on 1
CentreVu CMS server. But note that the risks of scheduling
mission-critical actions on the PC are lessened by using a
Microsoft Windows NT Server.

O
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6 Task: administering call center

agents

Purpose

Permissions

In thistask, you will find the following procedures:

Starting an agent trace

Listing agents traced

Changing agent skills and extension split assignments
Creating or applying an agent template

Multi-agent skill change and moving extensions between splits
Running a split members report

These permissions apply to administering call center agents. See
assigning user permissions” for more information.

To start or stop an agent trace, you need read/write permissiol
the Agent Administration command.

To view agents being traced, you need read permission for the
Agent Administration command.

To change agent skills or extension split assignments, you nee
read/write permission for the Agent Administration command a
for the skills or splits affected by your changes.

To view skill or extension split assignments, you need read
permission for the Agent Administration command.
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* To view a list of agents traced, you need read permission for tl
Agent Administration command.

* Torun a Split Members report, you need read permission for t
Agent Administration command and for all splits affected by th
report.

Use the procedures that follow to administer call center agents. Th
procedures include instructions for administering agents with and
without Expert Agent Selection (EAS) and Call Vectoring purchase
and enabled.

]
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Starting an agent trace

Prerequisites  Prerequisites for DEFINITY® ECS/G3 switches with EAS:

*  To start/stop agent traces, you must have data collection turne
for the ACD. See “Turning data collection on and off for real
ACDs” in “Task 10: viewing and changing system setup values
for more information.

* To set the amount of agent trace data to store, see “Allocating
storage space” in “Task 10: viewing and changing system sett
values” for more information.

SEBPDS
1  From the controller window, select Commands | Agent Administrati
or select Agent Administration on the toolbar.

On DEFINITY ECS/G3 with EAS, the Agent Administration selectol
window looks like this:

Agent Adminiztration Ed |

Operations ] Reports ]

Operations:

Activate dgent Trace
Change Agent Skills

Lizt Agents Traced
Multi-dgent Skill Change

ACD:
:
Seript... | Help

k. Canicel
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On DEFINITY ECS/G3 without EAS, the Agent Administration
selector window looks like this:

Agent Adminigtration EHE |

Operations ] Reports ]

D perations:

Jent Trace
Eutenzion Split Azzighments
Lizt Agents Traced
b ove Extenzions Between Splitz

ALCD:
:
Scnpt... | Help

)4 Cancel

2  Onthedrop-down ACD list, select the ACD for which you are starting
the agent trace.

3 Fromthe Agent Administration selector window, select Operations |
Activate Agent Trace.
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The Activate Agent Trace input window opens.

= Agent Administration: Activate Agent Trace

Actionz Edit Help
z| ¢|«|2|=] Al
Agent names or logids: || j @
Agent trace [Select one):
= On
f+ Off
| jaguarG22

4  To start or stop an agent trace, select Modify on the Actions drop-down
menu. To choose the agents for whom atrace will be started or stopped,
type the agent names or login IDsin the Agent names or logidsfield, or
select the name or login 1D on the drop-down list.

5 Toseealist of al agentswith agent trace turned on, leave the Agent
names or logids field blank, select List al on the Actions menu, and
select Oninthe Agent trace field. Thislist includes al agentsin the
ACD for whom agent trace isturned on.

6 Toseealist of al agentsfor whom agent trace was previously turned on
and then turned off, leave the Agent names or logids field blank, select
List all on the Actions menu, and select Off for the Agent trace field.
Thislist includes all agentsin the ACD whose tracing status has been
changed and shows their current tracing status.

7  Tochoosethe agents, type the agent names or login I Ds (these must first

be assigned in the Dictionary) in the Agent names or logids field, or
select the names or login 1Ds from the drop-down list, or select Browse.
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To start or stop an agent trace, click On or Off (the default) in the Agent
tracefield.

Onthe Actionsmenu, select Add, Cancel, Delete, or Modify to complete
your action.

END OF STEPS

Reference

The agent trace file rolls over (the oldest records are discarde
the newest records are written) when the number of records
reaches your allocated number of up to a maximum of 500,00
records. You do not have to delete agent trace records. To kee
agent traces, print them.

You can activate traces for a maximum of 250 agents. This lirr
applies to the number of agents administered traced by one s
across all ACDs. It does not take into account whether or not t
agents are logged in. To avoid compromising performance,
activate only the traces that you need.

IMPORTANT! Turning an agent trace off does not delete the
records for that agent. Agent trace records are overwritten
automatically when the trace file has filled up.

You must start an agent trace before you can run an agent tra
report. This report lists each agent activity and the time it
occurred. Se€entreVu® Supervisor Release 8 Reports 585-
215-852.

You can script the Activate Agent Trace window and schedule
script. See “Task: automating your activities with scripting” for
more information.

You can put the Activate Agent Trace window on a timetable. ¢
“Task: using timetables and shortcuts” for more information.

O
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Listing agents traced

Prerequisites

*  You must have turned on agent trace for some agents at some
in the past. Also at some time in the past, agents for whom tra
were activated must have logged in to create agent trace reco

1 Select Commands | Agent Administration or select Agent
Administration on toolbar.

The Agent Administration selector window opens.

Agent Adminiztration Ed |

Operations ] Reports ]

Operations:

Activate dgent Trace

Change Estenzion Split Aszignments
Lizt Agents Traced
Move Extenzionz Between Splitz

ACD:
:
Seript... | Help

k. Canicel

2  Select List Agents Traced.
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The List Agents Traced input window opens.

I= List Agents Traced |
Actionz Edit Help

Ahallad V= =N
Agent[s]: || j :_El

Dates: | E
| Bizon36vpe

3  Toview alist of agentsand datesfor which agent trace datais available,
on the Actions menu select List all.

A secondary window opens with the dates and agents for which agent
trace datais available, displayed by date.

4  Inthe Agent(s) field, type the names or numbers of the agents. If you
leave thisfield blank, all agents for whom agent trace datais available
are shown.

5 IntheDatesfield, typealist or range of dates. If you leave thisfield
blank, all dates for which agent trace datais available are shown.

END OF STEPS

Reference

* You can list all agents for which data is available for given date
all dates for which data is available for given agents, or all dat:
and all agents for which data is available.

*  You can put the List Agents Traced window on a timetable. Se
“Task: using timetables and shortcuts” for more information.

* You can script the List Agent Traced window and schedule the

script. See “Task: automating your activities with scripting” for
more information.

0
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Changing agent skills and extension split assignments

Prerequisites

Steps

Note that:

* If you have DEFINITY ECS with EAS, you see the window
shown here.

* If you have DEFINITY G3V3 or G3V4 with EAS, you see a
different window from the one shown here.

To change agent skills:

From the controller window, select Commands | Agent Administrati
or select Agent Administration on the toolbar.

The Agent Administration selector window opens.

In the ACD field, select the ACD for which you want to change age
skills.

Select Operations | Change Agent Skills and select OK.

The Select Agent/Template window opens.

,_ || Select Agent/Template

Select an agent to administer or a template to adminizter
for multiple agents.

Agent
|7ISaIIy Birkhy =] El

k. LCancel Help

On the Select Agent | Template window, type the agent login ID or n;
of the agent or template whose skills you want to view or change, «
select the login ID or name from the drop-down list, or click the Brow
button. Select OK.
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The Change Agent Skills window opens with the agent or template
name and login ID on the title bar.

*  The skills and skill level for the agent or template you named ¢
shown in the Assigned Skills field and Level field, respectively.

»  Skill names are shown for the skills named in the Dictionary. S
numbers are shown for the skills not named in the Dictionary.

,_I Change Agent Skills 44002 - Sally Birkby

Call Handling Preferences
' Skill Lewvel
r Grestest Need [ Service Objective

i Percent &llocation [+

Agent Skillz and Skill Levels

| Azzioned Skills | Level | Percent |~

1 |=s52. 3 Add Skill
2 zh1 3 —— |
3 | 5PLITS I
4
]
E
7
a -

Direct Agent Skill: Taotals:

|51 =] [ %

Agent Mamelz] or Login [D=]
Iv Usze for one or rore Agent(s] [Masirum of 50 Agents)

|mar_l.J zmith; Termy Jonesz:Tim JohnzonHaioming Feng ﬂ E
ok Cancel Scnpt... | Help
Select skill: to add to or delete fram the agent, and then select the QK Button, Bizon3Evpe

5 To change which calls an agent gets first, select Skill Level, Greate
Need, or Percent Allocation under Call Handling Preferences.
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6  To changethe skill used to queue an agent’s direct agent calls, type the
skill name or number under Agent Skills and Skill Levels, or select the
name or number from the drop-down list. If the agent has only reserve
skills (not on the list), you cannot give that agent a direct agent skill.

7  Tochangethelevel of an already assigned skill, select thelevel from the
drop-down list. If Skill Level Call Handling is enabled, an arrow icon
points to the agent’s top skill. Select a new skill-level value. Select OK
to save your changes or select cancel to ignore your changes.

8  Tochangewhich skills are assigned to this agent or template, select the
skill on the drop-down list. Assigned skills must have either askill level
or areserve level. To assign one or more skills, select Add Skill.

9  Choose from the following:

On DEFINITY ECS withCentreVu Advocate, to set a new
percent allocation, select Percent and select Yes. If an agent c
template already has a reserve level, the Percent field is blank

To make an assigned skill the top skill for this agent, select the
skill and select Make Top Skill.

To apply your changes to a group of up to 50 agents, select Us
one or more agent(s), type the agent names or login IDs, or se
the names or login IDs on the drop-down list, or select Browse
Select OK.

To change skill assignments for other agents or templates, sel
another agent or template in the Select Agent/Template windo
and repeat steps 4 through 9.

If you are done making changes, select OK, then select Canc:
save your changes and exit this procedure.

If a change is pending, a message tells you that the changes will n
made until the pending conditions are resolved. If you are applying
changes to a group of up to 50 agents, a status field shows the sta
each change.

END OF STEPS
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Steps  To change extension split assignments:

1  From the controller window, select Commands | Agent Administration
or select Agent Administration on the toolbar.

The Agent Administration selector window opens.

2 Inthe ACD field, select the ACD for which you want to change
extension split assignments.

3 Select Operations | Change Extension Split Assignments and select OK.

The Select Extension window opens.

’_{ Select Extension

E stenzion
“ [

4  Onthe Select Extension window, type the extension number for which
you want to change the split assignments, or select the number from the
drop-down list, or select Browse. Select OK.

The Change Extension Split Assignments window opens.

The Move Extension From Split field shows the split assignment. The
Move Extension To Split field shows available split names/numbers. If
the extension islogged in, the Logged-1n icon displays.

5 Do oneof the following:

* To change splits for an extension other than the one shown, s
Cancel to reopen the Select Extension window.

* To change splits for this extension, go to Step 6.
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6 IntheMoveExtension From Split field, highlight the split name/number
you no longer want associated with this extension.

7 Inthe Move Extension To Split field, highlight the split name/number
you want the extension assigned to.

8 Do oneof thefollowing:

* To change split assignments for other extensions, select OK a
repeat Steps 5 through 8 for the next extension number.

* If you are done making changes, select OK, then select Canct
save your changes and exit this procedure.

END OF STEPS

Reference
Changing agent skills

* Changing agent skills is available only for DEFINITY ECS R5
and later, or for DEFINITY G3V3 or G3V4 with EAS.

*  For agents who frequently have calls on hold, skill changes ca
remain pending for a long time.

*  When you change agent skills, the change remains in effect u
you make another change.

*  You cannot exit this window until you get a response to your
changes.

*  You can only select up to 50 agents at a time when applying a
agent template.

e The skill administered as Skill 1 affects the way tracking is dor
for an agent. Extension calls and call-handling time are attribu
to the first skill administered and successfully logged into. (Fol
DEFINITY G3V3 or G3V4, direct agent calls are also tracked tt
way; for DEFINITY ECS, direct agent calls are tracked to the
direct agent skill.)
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On G3V4 and any DEFINITY ECS, the change takes place
immediately for agents who are in the AUX work mode, availak
or logged out. For agents who are handling calls (including no
ACD calls, calls on hold, and direct agent calls waiting in queu
or agents who are in ACW mode, the change is pending until 1
agent logs out, changes to AUX work mode, or completes all ¢
and ACW, and becomes available.

On G3V3, the skill changes go into effect after the agent manu
logs out.

On G3V4 with EAS, the Multi-Agent Skill Change window show
the one-character New skill type input field instead of the two-
character New skill level field described here.

You can script the Change Agent Skills window and schedule
script. See “Task: automating your activities with scripting” for
more information.

You can put the Change Agent Skills window on a timetable (s
“Task: using timetables and shortcuts” for more information).
When you use the timetable to change agent skills, informatio
about the status of the change is not saved.

Changing extension split assignments

You can script the Change Extension Split Assignments wind
and schedule the script. See “Task: automating your activities \
scripting” for more information.

You can put the Change Extension Split Assignments window
a timetable. See “Task: using timetables and shortcuts” for mc
information.

You cannot exit this window until the switch responds to your
changes.

For DEFINITY ECS and G3V4, the change takes place
immediately for agents who are in the AUX work mode, availak
or logged out. For agents who are handling calls (including no
ACD calls, calls on hold, and direct agent calls waiting in queu
are in the ACW mode, or are the last agent in a nonvector-
controlled split with calls in queue, the change is pending until
agent logs out, changes to AUX work mode, or completes all ¢
and ACW, and becomes available.

For G3V2 and G3V3, the change takes place after the agent
manually logs out.

O
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Creating or applying an agent template

Steps  To create an agent template or to apply an agent template to a group of
agents.

1  From the controller window, select Commands | Agent Administration.

The Agent Administration selector window opens.

2 Inthe ACD field, select the ACD for which you want to change agent
skills.

i || Select Agent/Template

Select an agent to adminizter or a template to adminizter
for multiple agents.

Agent
Lsc-.uy Birkby =] El
ok LCancel | Help |

5  Choose from the following:

* To create a template from an existing agent login ID, on the dr
down list select the agent name or login ID of the agent whose
skill assignments you want to use as a template, or select Bro
to choose from a list of agents. Select OK.
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,II“ Change Agent Skill: 44002 - Sally Birkby

* To apply an existing template to a group of agents, type the nc
or agent login ID of the template whose skills you want to apply
a group of agents. Select OK.

The Change Agent Skills window opens with the template name ar
login ID on the title bar. The skills and skill levels for the template y
named in the preceding window are shown in the Assigned Skills fi

Call Handling Freferences
(#" Skill Level
r Grestest Nesd [ Service Objective

" Percent dllocation [

Agent Skillz: and Skill Levelz

| Azzioned Skils | Lewel | Percent | =

i L JE=D 3 Add Skills
2 £a1 3 _—
3 SPLITS =
4
]
E
7
a8 -

Direct Agent Skill: Tatals:

|51 =l | %

Agent Mame(z] or Login [D[z]
v Use for one or more &gent(z] [Masimurn of 50 Agents]

|n'|.5|r_l,I smith; T emy Jones; Tim Johnson#aioming Feng ﬂ E
ok Cancel Script. .. | Help
Select gkillz to add to or delete from the agent, and then select the OF Button, Bizon3Evpe

END OF STEPS
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Multi-agent skill change and moving extensions between splits

Steps

To change one skill for multiple agents:

From the controller window, select Operations | Agent Administration.

The Agent Administration selector window opens.

In the ACD field, select the ACD for which you want to change agent
skills.

Select Operations | Multi-Agent Skill Change and select OK.

The Multi-Agent Skill Change window opens.

Skill
Skill2
Skill3
Skilld
Skills
Platirum
Giaold
Reqular
Esclugive
TopTen
Orders

Email
Fav

agent15 50015 3 MEED
agent12 50012 3 MEED
agentd 50004 3 MEED
agent3 50003 3 MEED
agent13 500713 3 MEED
agent10 500710 3 MEED
agents 50006 3 NEED
agent23d 50023 3 NEED

1

[

[irag agents to anather zkill to move agents o that skill. | 16_dadsleaz i
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4  Tomove agentsfrom skill to skill, do one of the following (you can also
use these steps to add agents in one skill to another skill):

Select one agent name/number, drag it to the new skill, and rel
the mouse button. If you hold down t8&RL key while dragging
and dropping the agent name, the agent is added instead of r
to the destination skill.

Hold down theCTRL key on your keyboard and select multiple
agent names (as many as 32) in one skill, then drag the agent
the new skill and release the mouse button. If you hold down t
CTRL key while dragging and dropping the agent names, the

agents are added instead of moved to the destination skill.

Hold down theShift key and select the first agent name and the
last agent name in a range to select those agents listed betwee
two. Drag the agents (as many as 32) to the new skill and rele
the mouse button. If you hold down t8&RL key while dragging

and dropping the agent names, the agents are added instead
moved to the destination skill.

A confirmation window shows the agents you moved in the lef
hand field, with the agent's call-handling preference, reserve I
or skill level, service objective, and percent allocation for the sl
(on DEFINITY ECS withCentreVu Advocate.) The right-hand
field shows the from-to skill information.

5 To continue moving agents from skill to skill, do one of the followin

On DEFINITY ECS, type a skill-level value for each agent
moved/added to this new skill. On DEFINITY ECS R8 with
CentreVu Advocate, reserves one and two are also valid skill
levels.

On the Move Agents Between Skills window, select Preserve
Original Level, to keep the agents' original skill levels. This
deactivates the Level field so you cannot type a skill level or
reserve level for the destination skill.

On G3V4, select Primary or Secondary for the new skill.

6 To complete the move, select OK or select Cancel to ignore your
changes.
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Steps

Result

If one or more moves fail, a status window shows the moves that were
not made and the reason, or it shows the pending status.

When you are done, the Move or Add window will automatically close
after you select OK. If you aren't done, repeat the preceding steps.

END OF STEPS

Select Operations | Move Extensions Between Splits and select OK.

The Move Extensions Between Splits window opens.

In the Split List window, double-click the names/numbers of the splits
to move extensions from/to.

Do one of the following:

*  Select one extension number, drag it to the split to which you w
to move the extension, and release the mouse button.

* Hold down thectrl key and select multiple extension numbers i
one skill, then drag the extensions to the new skill and release
mouse button.

* Hold down theshift key on your keyboard and select two
extension numbers to select the range of extensions listed bet
the two you selected, then drag the extensions to the new skill
release the mouse button.

The Move Extensions Between Splits confirmation window
opens.

END OF STEPS



Task: administering call center agents CentreVu CMS Administration

Multi-agent skill change and moving extensions between splits 6-20

Reference

To type a split name in the Split moving from or Split moving tc
field, the name must first be assigned in the Dictionary. See
“Task: naming your call center entities in the Dictionary” for mo
information.

You can script the Move Extensions Between Splits window ar
schedule the script. See “Task: automating your activities with
scripting” for more information.

You can put the Move Extensions Between Splits window on a
timetable. See “Task: using timetables and shortcuts” for more
information. When you use a timetable to move extensions
between splits, information about the status of the move is not
saved.

You can move as many as 32 extensions in a single move.

You cannot exit this window until the switch responds to your
changes.

For DEFINITY ECS and G3V4, the move takes place
immediately for agents who are in the AUX work mode, availab
or logged out. For agents who are handling calls (including no
ACD calls, calls on hold, and direct agent calls waiting in queu
are in the ACW mode, or are the last agent in a nonvector-
controlled split with calls in queue, the move is pending until tt
agent logs out, changes to AUX work mode, or completes all ¢
and ACW, and becomes available. When these conditions are
the agent extensions are automatically logged out of the movil
from split and logged in to the moving-to split.

For agents who frequently have calls on hold, a move-extensic
request can remain pending for a long time.

For G3V2 and G3V3s, the move takes place after the agent
manually logs out.

When agents are moved while staffed, the VuStats feature
(available for DEFINITY ECS an®@EFINITY G3V3 or G3V4)
can give agents current split assignments and other ACD-relat
information.
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 ForDEFINITY ECS or G3V4, agents cannot be preassigned tc
splits (through switch administration) and then moved to those
splits fromCentreVu CMS. If agents are preassigned to splits, t
message “already assigned” appears when you try to move ar
agent to one of the preassigned splits.
]
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Running a split members report

1  Select Commands| Agent Administration or select Agent
Administration on the toolbar.

The Agent Administration selector window opens.

Agent Adminigtration K E |

Operations ] Reports ]

Operationsz:

Activate Agent Trace
Change Agent Skillz

Lizt Augents Traced
Multi-dugent Skill Change

ACD:
=
Scrpt... | Help

Ok Cancel

2  Select Reports | Split Members and click OK.
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The Split Members input window opens.

= Split Members =] |

— Inputs

Splts: [BSR R EC

— Destination

i ‘iew Report on Screen

& Bl Rzport o | WDRPRINT 2433037 =1 |

3 Inthe Splitsfield, type split numbers or names for which you want to
run areport (these must first be assigned in the Dictionary,) or select the
splits from the Splits pull-down menu. See online help for the valid
numeric ranges for your switch.

4  Inthe Dedtination field, select View Report on Screen or Print Report
on. Click Select Printer. The default printer name displays.
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The Split Members report displays or prints.

i= Split Members - BSH M=l E3
Beport Edit Format Toolz  Options

Help

Split Split Marme Extn —
1 BSR 15301E

1 BSR 53014

1 BER aa01z

1 BER A301E—
1 BSR a302C

1 BSR A302z

1 BSR 53004

1 BER aa00z

1 BER a301C

1 BSR A300E

1 BSR A300E

1 BSR A111E

1 BER a30d4:z

1 BER a304c

1 =T=]=] Aanac ™
Double Click To Bun Format Table | i

The Split Members report lists the selected splitsin numerical order,
each split's assigned name, and the extensions that are assigned to the
split. If the split does not have a name assigned, the Split Name field
shows the split number. If the split has no extensions assigned to it, the
Extension field is blank.

END OF STEPS

Reference

To use names for splits, the names must first be assigned in tt
Dictionary. See “Task: naming your call center entities in the
Dictionary” for more information.

You can script the Split Members window and schedule the sci
See “Task: automating your activities with scripting” for more
information.

You can put the Split Members input window and report on a
timetable. See “Task: using timetables and shortcuts” for more
information.

You cannot create a custom report from the split members rep
]
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Lucent Technologies
Bell Labs Innovations

7 Task: administering your call

center

Purpose

Permissions

In thistask you will find the following procedures:

* Viewing, adding, or deleting call work codes

»  Changing VDN skill preferences

* Adding, deleting, or changing split/skill call profiles
e Viewing trunk group assignments

*  Running a trunk group members report
 Changing VDN-to-vector assignments

* Adding, deleting, or changing VDN call profiles

*  Running vector configuration reports

These permissions apply to administering your call center. See “Ta
assigning user permissions” for more information.

* To add or delete call work codes, you need read/write permiss
for the Call Center Administration command.

* To view call work codes, you need read permission for the Cal
Center Administration command.

* To change the skill preferences assigned to VDNSs, you need r
write permission for the Call Center Administration command a
for the VDNSs affected by the change.



Task: administering your call center CentreVu CMS Administration

7-2

*  To view skill preference assignments, you need read permissi
for the Call Center Administration command and for the VDNSs
affected by the change.

* To add, delete, or change a split/skill call profile, you need rea
write permission for the Call Center Administration command &
for all splits/skills affected by the change.

*  To view split/skill call profiles, you need read permission for th
Call Center Administration command.

e To view trunk group assignments, you need read permission f
Call Center Administration and for any trunk groups, splits, an:
VDNSs you want to view.

 To change VDN assignments, you need read/write permission
the Call Center Administration command and for the vector to
which you are assigning the VDNSs.

* Toview VDN assignments, you need read permission for the (
Center Administration command, and for the vector and VDNSs

 To add, delete, or change a VDN call profile, you need read/w
permission for the Call Center Administration command and fc
VDNs affected by the change.

 Toview a VDN call profile, you need read permission for the C
Center Administration command and for the VDNSs.

e To run a vector configuration report, you must have read
permission for the Call Center Administration command and tf
vectors you want listed in the report. (The trunk groups and VC
carrying calls to the vectors are listed even if you do not have r
permission for those VDNs and trunk groups.)

e Torun atrunk group members report, you need read permissi
for the Call Center Administration command and for all trunk
groups you want in the report.

Use the procedures that follow to administer your call center.
]
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Viewing, adding, or deleting call work codes

Prerequisites

Steps

Call work codes must be positive integers with one to 16 digits
You can assign names in the Dictionary for codes consisting o
one to 9 digits. It is recommended that you use a fixed numbe
digits for all call work codes. A fixed number of digits makes it
easier to add, delete, and search for call work codes.

Call work code 0 is always assigned and is used to collect
information on unassigned call work codes. You cannot delete
work code 0. If an agent enters an unassigned call work code,
shows up as code 0 on the call work code report. If you assigr
invalid call work code exception, the agent exceptions historic:
report shows agents who entered invalid (unassigned) call wo
codes.

You assign call work codes to a specific ACD. The number of
work codes you can assign depends on your data storage

allocation for the ACD. See “Allocating storage space” in “Tas
viewing and changing system setup values” for more informati

For standard call work code reports, you must assign the code
the Call Work Codes window. For call records to collect call wc
code data, you do not have to use this window to assign the cc

1  From the controller window, select Commands | Call Center

Administration or select Call Center Administration on the toolbar.

The Call Center Administration selector window opens.

2  Select Operations | Call Work Codes.
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The Call Work Codes input window opens.

EB Call Center Administration: Call Work Codes |
Actionz  Edit Help

5| Zlsl#|=]

Mumber of codes allocated: 200
Humber of codes admimstered: xExx
Call work code[z]: I j @

Mot available until a 'Find one' with multiple matches | Bizon3Gvpe

3 IntheCall work code(s) field, typethe call work codesyou want to view,
add, or delete, or select the call work codes from the drop-down list, or
click the Browse button.

4  Onthe Actions menu, select Add, Cancel, Delete, or Modify.

END OF STEPS

Reference

* Acall work code is a number you assign to an activity your cal
center wants to track: for example, a sale item, complaints, re|
orders, promotional ads, or sales made using a credit card. Ac
use the dial pad on their voice terminal to enter call work code

You can then view this data in the call work code and call reco

historical reports.

«  Daily, weekly, and monthly standard historical reports are
available for call work codes. Call work codes also appear on
standard historical call record report. See “Call Work Code
Report” and “Call Record” in the “Historical Reports” chapter c
CentreVu® Supervisor Release 8 Reports 585-215-851 for
more information.

. For a name instead of the numerical code of an item to appes
the report, the name must first be assigned in the Dictionary. C
work codes consisting of one to nine digits can be assigned na
See “Task: naming your call center entities in the Dictionary” f
more information.
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*  You can administer an exception for agents who enter invalid
(unassigned) call work codes. See “Task: administering
exceptions” for more information.

*  You can script the Call Work Codes window and schedule the
script. See “Task: automating your activities with scripting” for
more information.

. You can put the Call Work Codes window on a timetable. See
“Task: using timetables and shortcuts” for more information.

0
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Changing VDN skill preferences

Prerequisites  When you change VDN skill preferences on DEFINITY® ECS/Generic
3, the change takes effect immediately and can affect the processing of
any call in progressin the VDN at the time of the change.

T (=T 01O

1  From the controller window, select Commands | Call Center
Administration or select Call Center Administration on the toolbar.

The Call Center Administration selector window opens.

Call Center Administration K E |

Operations ] Reports ]

Operations;

Call "Work Codes

Chanage WDM Skill Preferences
SplitSkill Call Profile Setup
Trunk, Group Assignments
WOM Azzignments

WO Call Prafile Setup

ACD:
I Bizon36vpe j
Scrpt.... | Help
; Cancel

2  Select Operations | Change VDN Skill Preferences.
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The Change VDN Skill Preferences input window opens.

E@ Call Center Adminiztration: Change YDM 5kill Preferences
Actionz  Edit Help

z| 2|« =] 4l

VDN[z): || j @
Skill preferences

1st: I j El

2| ElE

i | B

3 IntheVDN(s) field, typealist or range of VDNswhose skill preferences
you want to view or change.

4  To seewhich VDNsyou can change, leave the VDN(s) field blank and
select List all on the Actions menu.

5 Inthe Skill preferences 1st, 2nd, and 3rd fields, type the 1st, 2nd, and
3rd skill preferencesto assign to the list of VDNSs.

6  Onthe Actions menu, select Add, Cancel, Delete, or Modify.

END OF STEPS
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Reference

On DEFINITY ECS/Generic 3, selecting Modify on the Actions
menu changes switch administration, which affects calls curre
in vector processing and new calls.

You can script the Change VDN Skill Preferences window and
schedule the script. See “Task: automating your activities with
scripting” for more information.

You can schedule VDN skill preference changes on a timetabl
This can be useful if you want to make assignments during off
hours. See “Task: using timetables and shortcuts” for more
information.

L]
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Adding, deleting, or changing split/skill call profiles

Prerequisites  You can set each of the first nine service level incrementsto a different
time length. Each increment represents a unit of wait time.

If you do not compl ete this window, O seconds is used for al service
level increments and all calls appear in the first increment on the split/
skill call profile report.

Steps

1  From the controller window, select Commands | Call Center
Administration or select Call Center Administration on the toolbar.

The Call Center Administration selector window opens.

2  Select Operations | Split/Skill Call Profile Setup.

Split/Skill Call Profile Setup input window The Split/Skill Call Profile
Setup input window opens.

EB Call Center Admin: Split/Skill Call Profile Setup
Actionz  Edit Help

& 2|5 2|sl» =l A

Spht[z)/
Skill(z]: || j @
Acceptable service level: I

Service level increments (seconds):

Inc 1 Inc 2 Inc 3 Inc 4 Inc 5
0 to | to I to I to | to |
Inc & Inc 7 Inc & Inc 9 Inc 10

to | to I to I to I And Above

| Bizon3Gvpe

3 Inthe Split(s)/Skill(s) field, type the split or skill numbers or names
(these must first be assigned in the Dictionary), or select the numbers or
names from the drop-down list, or click the Browse button.
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4  IntheAcceptable servicelevel field, type the number of secondsthat are
acceptable for an ACD call to wait before connecting to an agent. The
acceptable service level must be the same as the service level on the
DEFINITY ECSforms. Thisfield isrequired.

5 Inthe Service level increments (seconds) field, type a progressively
greater number of seconds in each “to” field. The seconds before &
after each “to” define an increment in seconds of wait time. For
exampleg to 5 to 10 to 25... means0to 5, 6t0 10, and 11to 25, €

Each of the nine increments can vary in length (for example, 0 to 15
to 20, 21 to 26, 27 to 38, 39 to 43, etc.). Each increment represent
progressively longer wait time for the call, and is used for both
answered and abandoned calls. This field is required.

6 On the Actions menu, select Add, Cancel, Delete, or Modify.

END OF STEPS

Reference

* To use names for splits/skills, you must first assign the names
the Dictionary. See “Task: naming your call center entities in t
Dictionary” for more information.

*  CentreVu CMS counts the calls that are either answered or
abandoned within each increment. The totals are shown in thi
split/skill call profile reports and graph reports. Therefore, wha
you administer in these steps affects what you see in the repo
(real-time and historical).

*  You can script the Split/Skill Call Profile Setup window and
schedule the script. See “Task: automating your activities with
scripting” for more information.

*  You can put the Split/Skill Call Profile Setup window on a
timetable. See “Task: using timetables and shortcuts” for more
information.

O
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Viewing trunk group assignments

Prerequisites

e DID trunk groups are not assigned to VDNSs or splits because
central office passes VDN digits or split-extension digits to the
switch.

e Trunk groups are not assigned to vector-controlled splits beca
vector-controlled splits can receive calls only through vector
processing.

e Trunk groups must be assigned to VDNs or splits using a swit
administration tool. However, you can uSentreVu CMS to
view trunk group assignments on the switch if you have Call
Vectoring.

Steps

1  From the controller window, select Commands | Call Center
Administration or select Call Center Administrations on the toolbar.

The Call Center Administration selector window opens.

2  Select Operations | Trunk Group Assign.
The Trunk Group Assign input window opens.

EB Call Center Admin: Trunk Group Assign Ed |
Actions  Edit Help

(&P =] A

Trunk Groups: I j E
Select one:

@vDN: | ENE

C Split; | RNE

E it the window | acdblE 3 3loop

3 Inthe Trunk Groups field, type the numbers of the trunk groups yo
want to view, or select the numbers on the drop-down list, or click t
Browse button.
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4  Select VDN asthe object to search for. Type the number or name (these
must first be assigned in the Dictionary) of the VDN whose assigned
trunk groups you want to view, or select the number or name on the
drop-down list, or click the Browse button.

5  Select Split asthe object to search for. Type the number or name (these
must first be assigned in the Dictionary) of the split whose assigned
trunk groups you want to view, or select the number on the drop-down
list, or click the Browse button.

6  To view specific trunk group assignments, select Find one on the
Actions menu. Complete the Trunk Groups field, and either the VDN
or the Split field.

7  Todisplay alist of trunk groups and the VDNSs or splitsto which they
are assigned, select List all on the Actions menu and |leave the input
fields blank.

END OF STEPS

Reference

e To use names for trunk groups, you must first assign the name
the Dictionary. See “Task: naming your call center entities in t
Dictionary” for more information.

*  You can script the Trunk Group Members input window and
report window, and schedule the script. See “Task: automating
your activities with scripting” for more information.

*  You can schedule the Trunk Group Members input window an
report on a timetable. See “Task: using timetables and shortct
for more information.

O
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Running atrunk group members report

1  From the controller window, select Commands | Call Center
Administration or select Call Center Administration on the toolbar.

The Call Center Administration selector window opens.

2  Select Operations | Trunk Group Members.

The Trunk Group Members input window opens.

E»j Trunk Group Members =10 |
— |nputs
Trunk Groups: I j E

— Destination

f* iew Feport on Screen

" Print Repart an: ‘ ddopz3 él

k. Cancel Help

” Bizon3bvpe

3 Inthe Trunk Groupsfield, type the numbers of the trunk groups you
want to view. (Thereport showsthe trunk group number/name and trunk
number in thetrunk group.) See online help for the valid numeric ranges
for your particular switch.

4  Under Destination, select View Report on Screen or Print Report on,
then select Printer to print the report on any printer.

5 Onthe Actions menu, select Run to generate the report.
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An example of a Trunk Group Members report is shown below. The
report lists the selected trunk groupsin numerical order, each trunk
group’s assigned name, and the equipment location of each trunk in the
trunk group. If the trunk group does not have an assigned name, the
Trunk Group Name field shows the trunk group number. If the trunk
group has no trunks assigned to it, the equipment location field is

blank.
@Tlunk Group Members M=] B
Beport Edit Format Tool: Option: Help
Trunk Trunk Group Mame Trunk =
GI’EILIFI
10 10 ooo1C1203 |
10 10 ooo1c1z204
10 10 ooo1ct1z202
10 10 ooo1c1 201
10 10 Qoo1ct1zov
10 10 ooo1c1z2048
10 10 oot c1206
10 10 ooo1c1z2o8
10 10 Qoo1c100z
10 10 Qoo1c1003
10 10 ooo1c1001
10 10 oooic1oos
10 10 ooot1c1o23
10 10 Qoo1c1004
10 10 Qo001 C1006
10 10 ooo1c1oos
14 14 | +AbCHEGhIjK 0001 C0306 -
Double Click To Run Format T able | Bizon36vpe i

END OF STEPS
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Reference
You cannot create a custom report from the trunk group members
report.
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Changing VDN-to-vector assignments

Changing VDN-to-vector assignments

Prerequisites
*  You can assign multiple VDNSs to a single vector, but you cann
assign a VDN to more than one vector.
*  You cannot exit this window until the switch responds to your
changes.

*  When scheduling VDN moves, group all VDN moves together
one timetable or schedule them far enough apart so that one r
completes before the next one starts.

SEEPS e

1  From the controller window, select Commands | Call Center
Administration or select Call Center Administration on the toolbar.

The Call Center Administration selector window opens.

Call Center Administration K E |

Operations ] Reports ]

Operatiaons:

Call " ark. Codes

Change WDM Skill Preferences
SplitSkill Call Profile Setup
Trunk, Group Aszignments
WOM Aszighments

WO Call Prafile Setup

ACD:
I Bizon36vpe j
Scrpt... | Help

Cancel

2  Select Operations | VDN Assignments.
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The VDN Assignments input window opens.

£8 Call Center Admin: VDN Assignments |
Actions Edit Help

Z| Z|a|2lE] A
"'.I"Dhls:l j :_El
Yector: I j @

In the VDNSs field, type the numbers or names (these must first be
assigned in the Dictionary) of the VDNs you want to reassign, or select
the numbers or names on the drop-down list, or click the Browse button.
To see which vectors all measured VDNs have been assigned to, select
List all on the Actions menu and leave the input fields blank.

Inthe Vector field, type the number or name (these must first be assigned
in the Dictionary) of the vector to which you want to assign the VDNSs.
To see which vectors the VDNs have been assigned to, select List al on
the Actions menu and leave the input fields blank.

To change VDN assignments, completethe VDNsand Vector fields, and
select Modify on the Actions menu.

To seealist of VDNSs and the vectors to which they have been assigned,
select List all on the Actions menu and leave the input fields blank. If a
VDN isnot assigned to a vector, the VDN is shown with a blank vector
inthe List All window.

END OF STEPS
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Reference

*  You can script the VDN Assignments window and schedule th
script. See “Task: automating your activities with scripting” for
more information.

*  You can schedule VDN assignment changes on a timetable. Tt
useful if you want to make assignments during off-hours. See
“Task: using timetables and shortcuts” for more information.

O
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Adding, deleting, or changing VDN call profiles

Prerequisites

1

You can set each of the first nine service level increments to a
different time length. Each increment represents a unit of wait
time.

CentreVu CMS tracks and records call information for each VD
the call reaches until the call is answered, connected to a non
ACD destination, abandoned, or routed to another VDN or off
switch.

The service level increments you define for a VDN determine |
increments that appear for that VDN on both the real-time and
historical VDN call profile reports. Therefore, the acceptable
service level you define for a VDN affects the percentage of ce
answered within that service level that is shown in the VDN's ¢
profile report. See “Task: running, printing, exiting, and restarti
a report” for more information.

From the controller window, select Commands | Call Center
Administration or select Call Center Administration on the toolbar.
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The Call Center Administration selector window opens.

1# Call Center Administration
Operations 1 Reports 1

Dperations:

Call wark Codes

Change WDM Skill Preferences
Split/Skill Call Profile Setup
Trunk, Group Azsignments
WOM Azsignments

WOM Call Prafile Setup

ACD:
| Bizon36vpe ﬂ

Script... Help

Ok, Cancel

2  Select Operations | VDN Call Profile Setup.
The VDN Call Profile Setup input window opens.

Ml VDN Call Profile Setup M= |
Actionz  Edit  Help

YD Ms: || ;I |El

Acceptable zervice level: I:I

Service level increments [zeconds):

Inc 1 Inc 2 Inc 3 Inc 4 Inc b
oo [ Jo[ Jwel Jw[ Jw [ ]
Inc b Inc 7 Inc 8 Inc 9 Inc 10

o [ | to | | to | | to [ ] and above

[ 5710
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3 Choose from the following:

 To add a VDN call profile, complete all fields and select Add c
the Actions menu.

* To copy an existing VDN call profile to a VDN that does not ye
have a profile, select Find one on the Actions menu to display
profile you want to copy. Then change the VDNs listed in the
VDN(s) field to the VDNs you want and select Add on the
Actions menu.

* To delete a VDN call profile, complete the VDN(s) field and
select Delete on the Actions menu.

* To change a VDN call profile, select Find one on the Actions
menu to display a profile. Then change the field values and se
Modify on the Actions menu.

4 In the VDN(s) field, type the VDN numbers or names (these must f
be assigned in the Dictionary) whose profile you want to add, delet
change, or copy; or select the number or names from the drop-dowr
or click the Browse button. To see which VDNSs are assigned to vec
clear the input fields on the VDN Assignments window and select L
all on the Actions menu.

5 Inthe Acceptable service level field, type the number of seconds fol
maximum acceptable time for incoming calls to the VDN to wait beft
connecting to an agent.

Calls answered within the service level, abandoned within the serv
level, and outflowed within the service level are recorded in the
CentreVu CMS database. The number of seconds can be from one
3,600 (the maximum number of seconds in an hour-long intrahour
interval).

6 Inthe Inc 1 field, type a number of seconds from one to 3,600 for t
lowest service level increment. This number is the top of the range
seconds.
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CentreVu CMS counts calls that are either answered, connected to
non-ACD destinations, or abandoned within this range and the totals
are displayed in the VDN call profile report.

7 Inthelnc2throughInc 9fields, type anumber of secondsfor the second
through the ninth service-level increments.

The number of seconds for each increment must be at least one second
greater than the number of seconds of the previous increment. For
example, if the number of secondsfor the previousincrement is 25, you
must type at least 26 seconds in the current increment.

This number forms arange with the number for the previous increment.
Though the number you typeisincluded in the range (and is the top of
the range), the number from the previous increment is not included in
therange. For example, @ to 5 to 10 to 25 ... means 0to 5, 6 to 10,
and 11 to 25, etc.

CentreVu CMS counts calls that are either answered, connected tc
non-ACD destination, or abandoned within each range. The totals .
shown on the VDN call profile report.

8 On the Actions menu, select Add, Cancel, Delete, or Modify.

END OF STEPS
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Running vector configuration reports

Prerequisites

*  Avector number can display in the report even if it does not h:
an associated trunk group. A vector number can also display if
vector does not yet contain steps.

*  You cannot create a custom report from a vector configuration
report.

* A go to vector step can cause a trunk group and/or VDN to
carry calls to a vector to which the carrying VDN has not been
assigned. Trunk groups and VDNSs that carry calls to a second
vector this way do not appear in the vector configuration report
those secondary vectors.

Steps

1  From the controller window, select Commands | Call Center
Administration or select Call Center Administration on the toolbar.

The Call Center Administration selector window opens.

2  Select Operations | Vector Setup.

The Vector input window opens.

[ vector M= E3 |

— Inputs

Wectors: || j E

— Destination

& “iew Feport an Screen

" Print Report or; ‘ ddops3 él

Ok Cancel | Help

” Jaegerl G32
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3 Inthe Vector field, type the numbers or names (these must first be
assigned in the Dictionary) of vectors you want in the report, or select
the numbers or names on the drop-down list, or click the Browse button.

4  Inthe Destination field, select View Report on Screen or Print Report
on. Then select Select Printer to print the report on any printer.

END OF STEPS
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38 Task: administering exceptions

Purpose  Anexceptionisaconditionin whichtoo many (or too few) occurrences
of atype of activity in an ACD fall outside the limits set for your call
center. An exception condition usually indicates abnormal or
unacceptable performance in the ACD by agents, splits/skills, trunk
groups, VDNSs, or vectors.

In this task you will find the following procedures:
* Changing your exceptions notification

*  Administering agent exceptions

e Administering split/skill exceptions

e Administering trunk group exceptions

e Administering VDN exceptions

*  Administering vector exceptions

* Running an agent exceptions report

* Running a data collection report

*  Running a malicious call trace report

*  Running a split/skill exceptions report

*  Running a trunk group exceptions report
*  Running a VDN exceptions report

Use the steps that follow to administer exceptions.
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You can administer exceptions and generate reports for VDNs
vectors if your company has purchased Call Vectoring.

You can administer exceptions and generate reports for skills |
your company has purchased EAS.

These permissions apply to administering exceptions. See “Task:
assigning user permissions” for more information.

To set up or change checking for exceptions, you need write
permission for the Exceptions command.

To be notified of an exception for an entity, you need exceptiot
permission for that particular split or skill, trunk group, VDN,
vector, or ACD. To see the exceptions in the real-time exceptic
log, you also need exceptions permission for that entity.

If you have multiple ACDs, to be notified of an exception for ar
ACD you need permission for each ACD. To be notified of an
exception for that element and to see exceptions in the real-tir
exceptions log, you also need permission for a particular split
skill, trunk group, VDN, or vector for the ACD.

If you have exceptions permission to a given entity but have n
permission for Exceptions, you are notified when exceptions
occur but you cannot view the exceptions log or any exception
reports.

To be notified of a malicious call exception, you need exceptio
permission for the appropriate split or skill.

To use the exceptions action, you need read or read/write
permission for the Exceptions command. To be notified when
limits for ACDs, splits/skills, trunk groups, VDNSs, or vectors ar:
exceeded, you need exceptions natification permission for the
items. If you have more than 2,000 measured VDNs authorize
permissions checking for VDN exceptions administration will b
turned off.

For a report to display data, you need read permission for the £
and for the split/skill, trunk group, VDN, or vector. For example
if you have read permission for splits 1, 2, and 4, and you try t
run a report on splits 1, 4, and 5, you receive data for splits 1
4. You do not receive data for split 5 because you do not have
permission for that split. VDN permissions checking is disable:
when more than 2000 VDNs are authorized.

O
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Changing your exceptions notification

Overview By default, the PC soundsto notify you of an exception. You can
deactivate the sound as follows:

Steps  To change your exceptions notification:

1  From the controller window, select Tools | Options or select Options on
the toolbar.

The Options selector window opens.

i Options E |
Feport Calars ] Threshold Colaors ] Mame Format |
Ch5S Servers ] General 1 Scripting b
Set firzt calendar day, default ACD, and other general options.
Firzt Dap of 'Week: ISUﬂdaﬁJ j
Default ACD: IBiSDn3Evpe j

[~ Senchronize PC to CMS Time at Lagin
[¥ Use Sound

¥ Use Toolips

[ Dizplay Taskbar lcon

Window Menu Sart Order:
£+ Start Order

" Alphabetical
Mate: First Day of Week affects only calendar dizplays; it does not change

the CHS Start of Week day for wWeekly data collection.
Help |
OF I Cancel | Lopn|i |

3  Sdect Use Sound to deactivate the sound and select OK.

END OF STEPS
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Administering agent exceptions

Overview

*  You administer agent exceptions per split or per skill; the
exceptions apply to all agents logged into the split or skill.

*  External outbound exceptions are a subset of outbound
exceptions. If both types of exceptions are administered, the li
for external outbound covers external outbound calls and the |
for outbound covers only internal outbound calls.

1  From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

Exceptions EHE3 |

Operations ] Reports ]

Operations:

Agent Exceptions

R ealtime Excephion Log
Split/Skill Exceptions
Trunk, Group Exceptions
WO Exceptions

Wector Exceptions

ACD:
I Bizon36vpe j
Scrpt... | Help
: ; Cancel

2 Inthe ACD, select the ACD for which you want to administer agent
exceptions.

3  Select Operations | Agent Exceptions.
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The Agent Exceptions Administration input window opens.

,@,Agent Exception Admimistration
Actionz  Edit Help
w25 slalm] Al
S plit(=)/Skill(z): || ﬂ E =
Time
Active Limit Threzhold Exception Type
[ Active ||:| ||:| Time available
[ Active ||:| ||:| Time on inbound ACD call [min]
[ Active ||:| ||:| Time on inbound ACD call [max]) |
[ Active ||:| ||:| Time in after call work
[ Active ||:| ||:| Time on inbound ACW call
[ Active ID— Mumber of inbound ACW callz/agent
[ Active ||:| ||:| Time on outbound ACW call
[~ Achive ID— Humber of outbound ACW callz/agent
[ Active ||:| ||:| Time in AUX work
[ Active ||:| ||:| Time on inbound ALK call
[ Achive ID— Humber of inbound ALK callsfagent
[ Active ||:| ||:| Time on outbound ALK call
[ Active ID— Mumber of outbound AL callz/agent
[ Active ||:| ||:| Time in AUX with Reazon Code 0 ﬂ
Bizon36vpe

4 Inthe Split(s)/Skill(s) box, do one of the following:

»  Type the information.

*  Select the information on the drop-down list of previously usec
items.

. Click the Browse button to select the information in a browse
window.
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5 IntheActive field, make each exception type active by selecting the
check box or inactive by leaving the check box blank.

6 IntheTimeLimit field, set thetime limitin secondsfor exception types
that use atime limit. Thisfield isrequired even if the Active check box
IS not selected.

7 Inthe Threshold field, type a number from 0 to 999 for each active
exception type. This sets the limit on acceptable occurrences; any
occurrences beyond this number generate an exception. Thisfield is
required even if the Active check box is not selected.

8  To set thresholds for each exception type, follow the stepsin the table
below.

END OF STEPS

Exception type thresholds

In this field... Type this value...

Time available The time an agent spendsin AVAIL (thisisidle
time).

Time on inbound The minimum time an agent spends on an ACD

ACD cdl call.

(minimum)

Time on inbound The maximum time an agent spends on an

ACD cdl ACD call.

(maximum)

Timein after-call The maximum time an agent spends on after-
work (maximum) call work.

Time on inbound The maximum time an agent spends on an
ACW call inbound call during after-call work.
(maximum)
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Number of inbound
ACW calls/agent

Time on outbound
ACW cdll
(maximum)

Number of
outbound ACW
calls/agent

Timein AUX work
(maximum)

Time on inbound
AUX cal

Number of inbound
AUX callgagent

Time on outbound
AUX call
(maximum)

Number of
outbound AUX
calls/agent

Timein AUX with
Reason Code X
(maximum)

Login Identification

CentreVu CMS Administration
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The total number of inbound calls an agent can
receive during after-call work. This exception
cannot trigger more than once within an
interval.

The maximum time an agent spends on an
outbound call during after-call work.

The total number of outbound calls an agent
can make during after-call work. This
exception cannot trigger more than once within
aninterval.

The maximum time an agent spends doing
auxiliary work.

The maximum time an agent spends on an
inbound call during auxiliary work.

The total number of inbound calls an agent can
receive during auxiliary work. This exception
cannot trigger more than once within an
interval.

The maximum time an agent spends on an
outbound call during auxiliary work.

The total number of outbound calls an agent
can place during auxiliary work. This exception
cannot trigger more than once within an
interval.

The maximum time agents can spend doing
auxiliary work with Reason Code X (X isfrom
0to9).

Notification of alogin violation. If you
deactivate this exception, checking for
Dictionary login violations is turned off. You
cannot turn off checking for agents who try to
log in using more than one login ID. This
exception cannot trigger more than once within
aninterval.
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L ogout attempt
without valid
reason code

AUX attempt
without valid
reason code

Time on outbound
ACD call
(minimum)

Time on outbound
ACD call
(maximum)

Number calls
transferred

Time ACD call
spent on hold
(maximum)

Number ACD calls
placed on hold
(maximum)

Number ACD calls
abandoned whileon
hold (maximum)

Time ACD call
spends ringing
(maximum)

Ringing call
automaticallyredire
cted from agent
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Indication if the agent types an invalid code
when trying to logout. This exception cannot
trigger more than once within an interval

Information sent by the switch if AUX work
reason codes are forced or requested and the
agent trying to change to AUX work types an
invalid code, times out, hangs up, or drops or
releases the call without typing a code. This
exception cannot trigger more than once within
aninterval.

The minimum time an agent spends on an
outbound ACD call.

The maximum time an agent spends on an
outbound ACD call.

The maximum number of calls an agent can
transfer.

The maximum time an agent can put an ACD
cal on hold.

The maximum number of ACD calls an agent
can put on hold. This exception cannot trigger
more than once within an interval.

The maximum number of calls that abandoned
after being puton hold by an agent. This
exception cannot trigger more than once within
an interval.

The maximum time a split or skill or direct
agent ACD call can ring at agent’s voice
terminal before an exception triggers.

This exception triggers if an agent letsan ACD
cal ring at the voice terminal and the switch
automatically redirects the call back to the split
or skill or to a VDN. (Your switch must have
the Redirection On No Answer feature.)
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Time on direct
agent call
(maximum)

Number callsin
direct agent queue
(maximum)

Time call waited in
direct agent queue
(maximum)

Number calls
abandoned from
direct agent queue
(maximum)

Number calls
outflowed from
direct agent queue
(maximum)

Time on external
outbound ACW call
(maximum)

Number of external
outbound ACW
calls/agent
(maximum)

Time on external
outbound AUX
calls (maximum)

Number external
outbound AUX
calls/agent
(maximum)

Agent logged out
with active/held
cals
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The maximum number of seconds an agent
spends on adirect agent ACD call.

The maximum number of direct agent ACD
calls an agent can have waiting in queue.

The maximum time any call waitsin the direct
agent queue.

The maximum number of direct agent ACD
callsthat can leave the direct agent queue by
abandoning before an exception triggers. This
exception cannot trigger more than once within
aninterval.

The maximum number of direct agent callsthat
outflow from the direct agent queue. This
exception cannot trigger more than once within
aninterval.

The maximum number of seconds an agent
spends on an external outbound call during
after-call work (ACW).

The maximum number of external outbound
calls an agent can make while in after-call
work. This exception cannot trigger more than
once within an interval.

The maximum number of seconds an agent
spends on an external outbound call during
auxiliary work

The maximum number of external outbound
calls an agent can make during auxiliary work.
This exception cannot trigger more than once
within an interval.

The condition in which an agent has active calls
or cals on hold when the agent logs out.
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Agent could not be
logged in

Agent entered
invalid call work
codes
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An exception that is not on the Agent
Exceptions Administration window because it
is always enabled. The exception displays as
“Could not be logged in” on the agent
exceptions report.

An exception pegged for CWC 0 (an agent
types an unadministered call work code). This
exception should be turned off if you are
collecting call work codes in call records only.

O
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Administering split/skill exceptions

Prerequisites ~ To administer exceptionsfor skills, your company must have purchased
EAS. Thisfeature is not needed to administer exceptions for splits.

Steps

1  From the controller window, select Tools | Commands | Exceptions.

The Exceptions selector window opens.

2 Inthe ACD fidld, select the ACD for which you want to administer split/
skill exceptions.

3 Select Operations | Split/Skill Exception Administration.
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The Split/Skill Exception Administration input window opens.

g Split/Skill Exception Administration

Actionz  Edit Help

%25 2|w|»] A
Split[=)/5kill{z): | ﬂ E sl
Time
Achive Limat Threzhold Exception Type
[ Active Ini Time call has waited in queue

[ Achive Mumber callz waiting

Active Mumber callz abandoned

Active ||:|7 Average speed of answer [seconds]
Active Mumber intraflowed-out calls
Active Mumber intraflowed-in calls

Mumber interflowed-out calls
Active Mumber callz handled az backup
Active Mumber calls transfered

Achve Humber callz offered while queue full

-
-
=
-
[~ Active
-
=
-
-

Active Expected Wait Time [pni Top] exceedsz threshold

.

Expected Wait Time [pn High] exceedz threzhold

[ Active

RN NN

1]
Active [
0 Expected Wait Time [pri Medium] exceeds threzhold ﬂ

Bizon3Evpe

4 Inthe Split(s)/Skill(s) box, do one of the following:

*  Type the information.
*  Select the information on the list of previously used items.

. Click the Browse button to select the information in a browse
window.
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5 IntheActive field, make each exception type active by selecting the
check box or inactive by leaving the check box blank.

6 IntheTimeLimit field, set thetime limitin secondsfor exception types
that use atime limit (this can be a zero default). Thisfield isrequired
even if the Active check box is not selected.

7 Inthe Threshold field, type a number from 0 to 999 for each active
exception type. This sets the limit on acceptable occurrences; any
occurrences beyond this number generate an exception (this can be a
zero default). Thisfield isrequired even if the Active check box is not
selected.

8  To set thresholds for each exception type, follow the stepsin the table
bel ow.

END OF STEPS

Exception type thresholds

In this field... Type this value...

Time call has Thetotal acceptable time any call in queue
waited in queue remains unanswered before an occurrenceis
counted against the threshold limit.

Number calls The maximum number of callswaiting in queue
waiting at any onetime.

Number calls The total number of acceptable abandoned calls.
abandoned This exception cannot trigger more than once

within an interval.

Average speed of  The time counted (in seconds) against threshold

answer (seconds)  limit when the average speed of answer for the
split or skill islonger than the limit administered.
This exception cannot trigger more than once
within an interval.
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Number
intrafl owed-out
cdls

Number
intraflowed-in
cdls

Number
interflowed-
outcalls

Number calls
handled as backup

Number calls
transferred

Number calls
offered while
gueue full

Expected Wait
Time (pri Top)
exceeds threshold

Expected Wait
Time (pri High)
exceeds threshold

Expected Wait
Time (pri
Medium) exceeds
threshold
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The acceptable number of callsthat can intraflow
out of the split or skill before an occurrenceis
counted against the threshold limit. This
exception cannot trigger more than once within
aninterval.

The acceptable number of callsthat can intraflow
into the split or skill before an occurrenceis
counted against the threshold limit. This
exception cannot trigger more than once within
aninterval.

The acceptable number of callsthat can interflow
out of the split or skill. This exception cannot
trigger more than once within an interval.

The acceptable number of calls that this split or
skill can handle as a backup for another split or
skill. This exception cannot trigger more than
once within an interval.

The acceptable number of calls that can be
transferred from this split or skill. This exception
cannot trigger more than once within an interval

The acceptable number of callsthat can be
offered to the split orskill while the queueisfull.
This exception cannot trigger more than once
within an interval.

An estimate of how long an incoming call with
the highest priority waitsin queue before
connecting to an agent. This exception is
triggered once per interval, when the time limit
exceeds the number of times specified in the
threshold.

An estimate of how long an incoming call with
the second highest priority waitsin queue before
connecting to an agent.

An estimate of how long an incoming call with
the third highest priority waitsin queue before
connecting to an agent.
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Expected Wait
Time (pri Low)

Rolling Average
Speed of Answer

CentreVu CMS Administration

8-15

An estimate of how long an incoming call with
the lowest priority waits in queue before
connecting to an agent.

Therolling average speed of answer for the
measured split/skill sent to CentreVu® CMSvia
the ASA message. An occurrence is counted (in
seconds) when CentreVu CM Sreceivesan ASA
that exceeds the time limit specified for a split/
skill. An exception is triggered when the
threshold is exceeded.
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Administering trunk group exceptions

1  From the controller window, select Tools | Commands | Exceptions.

The Exceptions selector window opens.

2 Inthe ACD box, select the ACD for which you want to administer trunk
group exceptions.

3  Select Operations | Trunk Group Exceptions.

The Trunk Group Exception Administration input window opens.

,ﬂ,Trunk Group Exception Administration
Actionz  Edit Help
&|z]5| sla|~] A
Trunk groups: E j E
Time
Active Limit Threzhold Exception Type
[~ Achive ||:|7 ||]— Time trunk in uze [min]
[~ Achive lni ||]— Time trunk in uze [max]
[~ Active lﬂi |[|— Time any trunk maintenance busy
[~ Active lﬂi |[|— Length of time all trunks busy
[ Achive |[|— Mumber trunk faillures in group
[ Achive |[|_ Number of trunks in use
[~ Active ||:|— Mumber of trunkz maintenance busy
[~ Active ||]— Mumber of Failures on a zingle trunk
Bizon3Gvpe
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In the Trunk groups field, complete the Trunk group(s) box:

*  Type the information.

*  Select the information from the drop-down list of previously us

items.

*  Click the Browse button to view all available items for the inpu
field and select the items to input.

To make an exception type Active, select the check box; to make a
exception type inactive, leave the check box blank, then type a vall
the Time Limit and Threshold field.

See the table below for instructions for completing the fields in this

window.

END OF STEPS

In this field...

Time limit

Threshold

Administer this exception type...

For exception types that use a Time Limit, set th
Time Limit, set the Time Limit in seconds. The
time limit is the amount of time that must pass
before occurrences are counted against the
threshold limit. This field is required even if the
Active check box is not selected.

For each active exception type, type a Threshc
number from 0 to 999 to define the number of
acceptable occurrences. Anything above that
number generates an exception. If you want the
first occurrence of an exception to notify you,
type 0 in this field. This field is required even if
the Active check box is not selected.
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Timetrunk in use
(Exceptions per
trunk) (minimum)

Timetrunk in use
(Exceptions per
trunk) (maximum)

Time any trunk
mai ntenance busy
(Exceptions per
trunk group)

Length of time all
trunks busy
(Exceptions per
trunk group)

Number of trunk
failuresin group
(Exceptions per
trunk group)
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The minimum acceptable time atrunk in the
trunk group can bein use. CentreVu CMS
checksthe alowed timethetrunk isin use before
an occurrence is counted against the threshold
for that trunk. You receive an exception
notification when the threshold is exceeded. This
exception cannot trigger for the same trunk
more than once within an interval.

The maximum acceptable time atrunk in the
trunk group isin use. CentreVu CM S checksthe
allowed time the trunk isin use before an
occurrence is counted against the threshold for
that trunk. You receive an exception notification
when the threshold is exceeded. This exception
cannot trigger for the same trunk more than once
within an interval.

The maximum time a trunk in the trunk group
can be maintenance busy. CentreVu CMS
checksthe allowed timethetrunk isin use before
an occurrence is counted against the threshold
for that trunk. You receive an exception
notification when the threshold is exceeded. This
exception cannot trigger for the same trunk more
than once within an interval.

Thetotal timethat al trunks can be busy in the
trunk group without counting as an occurrence.
You receive an exception notification when the
threshold is exceeded. This exception cannot
trigger more than once within an interval.

The maximum acceptable number of trunks
failing to carry acall in atrunk group. CentreVu
CMS checks the alowed number of trunk
failures before you recieve an exception
notification. This exception cannot trigger more
than once within an interval.
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Number of trunks = The maximum acceptable number of trunks that

inuse (Exceptions = can bein use at any one time in the trunk group.

per trunk group) Since this condition can come and go, you
receive an exception notification each time the
allowed number of trunksin use exceeds the
threshold within the interval.

Number of trunks = The maximum acceptable number of trunks that

maintenance busy = can be maintenance busy in the trunk group

(Exceptions per without generating an exception. Since this

trunk group) condition can come and go, you receive an
exception notification each time the alowed
number of maintenance-busy trunks exceeds the
threshold within the interval.

Number of The maximum acceptable number of failuresthat
failureson a asingle trunk can have in the trunk group
single trunk without counting as an occurrence. CentreVu

CMS checks the alowed number of trunk
failures before you receive an exception
notification for that trunk. This exception cannot
trigger for the same trunk more than once within
an interval.

Reference

The Audio Difficulty exception is always provided for all switches that
support event counts.

0
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Administering VDN exceptions

Prerequisites  To administer VDN Exceptions, your company must have purchased
Call Vectoring. VDN permissions checking is disabled for exceptions
administration when more than 2000 VDNSs are authorized.

Steps

1  From the controller window, select Tools | Commands | Exceptions.

The Exceptions selector window opens.

3  Select Operations | VDN Exceptions.
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The VDN Exception Administration window input opens.

g'ﬁfDN Ezception Administration
Actionz  Edit Help
&|2|%5] 2|s|~] A
VDNs: | RE| =
Time
Active Limit Threzhold Exception Type
[~ Active ||:|7 ID— Time in vector [max]
[~ Active Ini ID— Time at agent [min]
[~ Active lni ID— Time at agent [mazx]
[ Active ID— Mumber callz abandoned while in vector
[ Active ID— Mumber callz forced busy
[~ Active ID— Mumber calls disconnected
[ Active ID— Mumber callz in an ACD split queue
[~ Active ID— Mumber calls that flowed into YDMN
[~ Active ID— Mumber callz that flowed out of VDN
[~ Active ID— Mumber calls interflowed out of YDN
[ Active ID— Mumber callz handled by backup zplit
[~ Active ID— Humber unzuccessful lookahead interflow attempts
[ Active ID— Mumber unzsuccessful adjunct routing attempts
[~ Achive lni ID— Rolling Average Speed of Answer [zeconds] ﬂ
Bizon36vpe

4  To complete the VDN(s) box:

. Type the information.

*  Select the information on the pull-down list of previously used
items.

*  Click the Browse button to view all available items for the inpu
field and select your inputs.

See the table below for instructions for completing the fields in this
window.

END OF STEPS
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In thisfield...

Active

Time Limit

Threshold

Time in Vector

Time at agent
(minimum)

Time at agent
(maximum)
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Administer this exception type...

By selecting the check box or inactive by leaving
the check box blank.

On exception types that use atime limit, set the
timelimit in seconds. The time limit isthe amount
of time that must pass before occurrences are
counted against the threshold limit.

Thisfield isrequired even if the Active check box
is not selected.

For each active exception type, type a threshold
number from 0 to 999 to define the number of
acceptable occurrences. Anything above that
number generates an exception. If you want to be
notified on the 1st occurrence of an exception,
typeaOinthisfield. Thisfield isrequired even if
the Active check box is not selected.

Shows the time that a vector takes to process each
call. An occurrence is counted against the
threshold when the time exceeds the number of
seconds specified in the Time Limit field. This
exception cannot trigger more than once within an
interval.

Showsthe length of timethat acall isconnected to
an agent while till in the VDN. An occurrence is
counted against the threshold when the time does
not last aslong as the number of seconds specified
in the Time Limit field.

Showsthe length of timethat acall is connected to
an agent while still in the VDN. An occurrence is
counted against the threshold when the time
exceeds the number of seconds specified in the
Time Limit field. This exception cannot trigger
more than once within an interval.
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In this field...

Number of calls
abandoned while
in vector

Number of calls
forced busy

Number of calls
disconnected

Number of calls
in an ACD split/
skill queue
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Administer this exception type...

Shows the number of calls abandoned during
vector processing. An occurrence is counted
against the threshold each time acall isabandoned
during vector processing. This exception cannot
trigger more than once within an interval.

Shows the number of calls given abusy signal by
the switch. An occurrence is counted against the
threshold each time acall isgiven abusy signal by
the switch. This exception cannot trigger more
than once within an interval.

Showsthe number of callsthat were disconnected:

— by the switchiisconnect vector command,

— by the vector disconnect timer, or, — because
the calls reached the end of vector processing
without being queued. An occurrence is countec
against the threshold each time a call is
automatically disconnected during vector
processing. Calls that disconnected after receivin
a busy signal via theusycommand are not
included. This exception cannot trigger more thal
once within an interval.

Shows the total number of calls in queue for the
vectors main and backup splits or skills. An
occurrence is counted when this number exceed
the threshold. Since this condition can come and
go, you receive an exception each time the
threshold is exceeded.
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In this field...

Number of calls
that flowed into
VDN

Number of calls
that flowed out of
VDN

Number of calls
that interflowed
out of VDN

Number of calls
handled by
backup split or
skill

Number of
unsuccessful
lookahead
interflow
attempts
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Administer this exception type...

Counts an occurrence against the occurrence
threshold each time acall connectsto the VDN for

1 of 3reasons: — The call was routed to the VDI
by aroute to step from a vector in the local
ACD. - The call was transferred to the VDN
from a local split or skill extension using the
Transfer button. — The call was routed to the
VDN via adjunct routing. Calls that connect to the
VDN because of Look Ahead Interflow or normal
interflow (in which case the call was sent from
another switch) are not included in the count.

Shows the routing of a call from the VDN to an
external destination or other VDN. An occurrence
is counted against the threshold each time a call
routed from the VDN to an external destination o
to another VDN. This exception cannot trigger
more than once within an interval.

Shows the routing of a call from the VDN to an
outside destination. An occurrence is counted
against the threshold each time a call is routed
from the VDN to a destination outside the local
switch. This exception cannot trigger more than
once within an interval.

This is the number of calls connected to an agen
in a backup split or skill referenced by l@eck
backup split or skill,messaging split or
skill, route to split/skill, Oorroute to
direct agentstep in the VDN's vector. An
occurrence is counted against the threshold eact
time a call is connected due to 1 of these steps.
This exception cannot trigger more than once
within an interval.

Shows the number of calls that fail to interflow to
another switch and remain in the current vector fc
processing. An occurrence is counted against the
threshold each time a call fails to interflow. This
exception cannot trigger more than once within a
interval.
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In this field...

Number of
unsuccessful
adjunct routing
attempts

Rolling Average
Speed of Answer

Reference
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Administer this exception type...

Shows an occurrence counted against the
threshold each time ardjunct routingstep

fails. A failure occurs when the adjunct host
computer does not take routing control of the call
The failure can occur because the connection to
the adjunct is down or busy, or because the adjun
software rejects control. This exception cannot
trigger more than once within an interval.

Shows the rolling average speed of answer for tt
measured VDN t&entreVu CMS via the ASA
message. An occurrence is counted when
CentreVu CMS receives an ASA that exceeds the
time limit specified for a VDN. An exception is
generated when the threshold is reached. The
rolling ASA for the VDN is switch-based. The
exception can be triggered once per interval.

CentreVu CM S begins checking when a call connectsto the VDN and
ends when the call is disconnected, sent to another VDN, sent to an
external destination, or transferred. The call remains connected to the

VDN if:

e The call routes to another vector (by theto vector step).

* Thecallis sent (by eoute to oradjunct routing step) to an
extension (other than a VDN) internal to the local switch.

e The “Time in vector” exception may include time in more than
one vector because of the to vector command.

*  Some exception types need the appropriate step in the vector
which the VDN is assigned. For example, to get exceptions or
unsuccessful Look Ahead Interflow attempts, the VDN's vectol
must have at least omeute to step which routes calls to a
vector on a remote switch.

0
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Administering vector exceptions

1  From the controller window, select Tools | Commands | Exceptions.

The Exceptions selector window opens.

2 Inthe ACD box, select the ACD for which you want to administer
vector exceptions..

3 Select Operations | Vector Exceptions.

The Vector Exception Administration input window opens.

,@,vectur E xception Administration
Actions Edit Help

w|2|5| 2|s|»] A
Yectors: || ﬂ@

Time

Active Limit Threshold Exception Type
[~ Active ||:|7 ||:|_ Time in vector [max]
[~ Active ||:|— Humber callz abandoned while in vector
[ Active ||:|_ Mumber callz forced busy
[ Active ||]— Mumber callz dizconnected
[~ Active ||:|— Mumber callz in an ACD split queue
[~ Active ||]— Mumber unsuccessful lookahead interflow attempts
[ Active ||j|_ Mumber unsucceszsful adjunct routing attempts

Bizon3Evpe
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4  Inthe Vectors box, do one of the following:

*  Type the information.
»  Select the information on the list of previously used items.

. Click the Browse button to select the information in a browse
window.

5 Inthe Active field, make each exception type Active by selecting th
check box or inactive by leaving the check box blank.

6 Inthe Time Limit field, set the time limit in seconds for exception tyf
that use a time limit. This field is required even if the Active check k
is not selected.

7 Inthe Threshold field, type a number from 0 to 999 for each active
exception type. This sets the limit on acceptable occurrences; any
occurrences beyond this number generate an exception. This field
required even if the Active check box is not selected.

8 See the table below to set thresholds for each exception type

END OF STEPS

Exception type thresholds

In this field..... Type this value...

Time in vector The time that a vector takes to process each c:
This exception cannot trigger more than once
within an interval.

Number of calls = The number of calls given a busy signal by the
abandoned while switch. This exception cannot trigger more than
in vector once within an interval.
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Number of calls  The number of calls given a busy signal by the
forced busy switch. This exception cannot trigger more than
once within an interval.

Number of calls = The number of calls disconnected by the switch

disconnected disconnect vector command, the vector
disconnect timer, or because the call reached tf
end of vector processing without being queued.
This exception cannot trigger more than once
within an interval.

Number of callsin The total number of calls in queue for the
an ACD splitor  vector's main and backup splits or skills.

skill queue

Number of The number of calls that fail to interflow to
unsuccessful another switch and remain in the current vector
lookahead for processing. This exception cannot trigger
interflow attempts more than once within an interval.

Number of The number counted against the threshold eact
unsuccessful time an adjunct routing step fails. This exceptior
adjunct routing cannot trigger more than once within an interval
attempts

Reference

Calls may generate some exceptions for a vector, even after the vector
has given routing control to the adjunct by an

adjunct routing

command. With adjunct routing, exceptions may occur becauseacall is
tracked in the vector until:

e acallrings at an agent

* the caller abandons

» the call is routed to another vector

* the call is routed to another VDN

» the call is routed to an unmeasured destination
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Exceptions checking begins when a call enters the vector and ends
when the call connectsto an agent, is abandoned, or isrouted to another
destination.

Some exception types need an appropriate step in the vector. For
example, to get exceptions on unsuccessful Look Ahead Interflow
attempts, the vector must have at least one route to step that routes
calls to aremote switch.

(]
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Running an agent exceptions report

Overview

Prerequisites

Steps

2

Use the agent exceptions report to see exceptions made in the past for
the agents you select for the report. For each agent exception, the report
shows the time, agent, and type of exception.

To run an agent exceptions report:

The check box next to the exception you want in the Exceptiol
field of the Agent Exceptions window must be selected for the
reporting time period you choose.

Exceptions must have occurred for the exception type you wal
the report to cover.

From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

E xceptions [ 2] |

Operations ] Reports ]

Dperations:

Agent Exceptions
Real-time Exception Log
Split/Skill Exceptions
Trunk Group Exceplions
YWOM Exceptions

YWectar Exceptions

SO0

Bizon3kvpe j

Script... Help

o Ok ] Cancel

In the ACD box, select the ACD for which you want to run the repo
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3  Select Reports | Agent Exceptions.

The Agent Exceptions input window opens.

j:L Agent Exceptions [ _ [7] =] |

— Inputz
Drate: j E
Splt/Skill [s515 . +AbCAEGHI MNE
Agents: |a44045 , +'AbCAEfGh =l 4
Order by: ITime j
E sceptions: -
Tirme on inbound ACD call [min)
Time on inbound ACD call [max)
Time in after call vork,
Time oh inbound AC0W call
Mumber of inbound ACw callz/agent
Time on outbound AW call
Hurber of outbound ACW callzdagent ;I
— Destination
& View Repaort on Screen
™ Print Repart on: ddlops3 = |
] Cancel | Help
| Bizon3dGvpe

4  IntheDatefield, typethe date for which you want to run the report. Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago), or
select the date on the drop-down list, or click the Browse button. Thisis
arequired field.
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5 Inthe Split/Skill field, type the name or number (these must first be
assigned in the Dictionary) of the split/skill for which you want to run
the report, or select the name or number on the drop-down list, or click
the Browse button.

6 Inthe Agentsfield, type the name or number of agentsfor which you
want to run the report. You can type an agent nameif you have assigned
it in the Dictionary.

7 Inthe Order by field, type the timeto list exceptions according to the
time the exceptions were made, or select the time on the drop-down list.
Typeagent tolist exceptions numerically by login ID.

8 Inthe Exceptionsfield, select the exceptions you want to includein the
report. Clear the check box next to an exception if you do not want to
include that exception in the report. At least one must be selected.

9  Under Destination, select View Report on Screen to view the report on
screen or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.
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An example of an agent exceptions report is shown below.

A Agent Exceptions H=] E3
Beport Edit Format Tools Options Help

Date: 2M12/98
Split'Skill: 515 ,.+"AbCAERGhI

Time Agent Mame Laogin 1D Exceptian AL Time Threshold
Feazon  Limit

| Bizon36vpe i

END OF STEPS
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Running a data collection report

Overview

Prerequisites

Steps

Use the data collection report to see any event that affects data
collection. Thisincludes starting or stopping data collection, resetting
the clock, and session (link) down.

To run a data collection report:

*  Exceptions must have occurred for the exception type you wal
the report to cover.

*  You must have exceptions permission for the ACD to be notifie
of a link-down exception.

From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

Select Reports | Data Collection Exceptions.

The Data Collection Exceptions input window opens.

j;L Data Collection Exceptions

— Inputz

D ates: || j E

— Deztination

& View Report on Screen

& Print Repart on: ‘ ddopz3 él

QE. Cancel | Help

|| Bizon36wpe
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In the Datefield, type the date for which you want to run the report. Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago). You
can also use a semicolon to separate individual dates (for example, 4/15/
98; 4/17/98; 4/18/98), or put ahyphen between entriesto specify arange
(for example, 4/15/98-4/18/98). Thisfield isrequired.

Under Destination, select View Report on Screen to view the report on
screen or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.

END OF STEPS

An example of adata collection report is shown below.

ﬂ Data Collection Exceptions

Beport Edit Format Tool: Options  Help

Date Tirme Event

| Bizon3Evpe i
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Running amalicious call trace report

Overview

Steps

— Inputs

Use the malicious call trace report to see detailed information on
malicious call occurrences. The report shows the date and time each
call occurred, and the agent and split or skill that received the call. If
you have the automatic number identification/station number
identification (ANI/SID) network feature on G3V4 or later, the report
also shows where the call originated. Thisreport is only available with
CentreVu Supervisor.

From the controller window, select Tools | Commands | Exceptions.

The Exceptions selector window opens.

Select Reports | Malicious Call Trace.

The Malicious Call Trace input window opens.

A% Malicious Call Trace

— Destination

& “iew Repart on Screen
" Print Report or:

ddops3 % |

k. Cancel | Help

| Bizon3Gvpe
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J:k Malicious Call Trace
Beport Edit Format Tool: Optionz  Help
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In the Datefield, type the date for which you want to run the report. Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago), or
select the date on the drop-down list, or click the Browse button. You
can aso use a semicolon to separate individual dates (for example, 4/15/
98; 4/17/98; 4/18/98), or put ahyphen between entriesto specify arange
(for example, 4/15/98-4/18/98). Thisfield is required.

Under Destination, select View Report on Screen to view the report on
screen or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.

END OF STEPS

An example of amalicious call trace report is shown below.

Diate Time SplitrSkill

Agent Mame Login D Trunk Group Mame Trunk WO Calling  Information
Marme Farty Indicatar

Double Click To Run Format Table

|| Bizon3Evpe G
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Running a split/skill exceptions report

Overview

Prerequisites

Steps

Use the split/skill exceptions report to see exceptions made in the past
for the splits/skills you select for the report. For each split/skill
exception, the report shows the time and type of exception.

To run a split/skill exceptions report:

*  The check box for the exception you want in the Exceptions fie
of the Split/Skill Exceptions window must be selected for the
reporting time period you choose.

*  Exceptions must have occurred for the exception type you wal
the report to cover.

From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

Select Reports | Split/Skill Exceptions.
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The Split/Skill Exceptions input window opens.

4k Split/Skill Exceptions I 3
— Inputz
Splits/Skills: | = =4
Order by: ITime j
[Nt 2 Time call has waited in queue
Hurber callz waitinig
Mumber calls abandoned
bAyerage zpeed of answer [zecondsz)
Murnber intraflowed-out calls
Murnber intraflowed-in calls
Hurnber interflowed-out calls
Humber callz handled az backup ll
— Destination
& Yiew Report on Screen
€ Print Repart an: ddops3 =) |
] Cancel | Help
| Bizon3Gvpe

4  IntheDatefield, typethe date for which you want to run the report. Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago). This
isarequired field.

5 Inthe Splitg/Skills field, type the name or number of splits/skills for
which you want to run the report. You can type a split/skill name if you
have assigned it in the Dictionary.

6 Inthe Order by field, type the Time to list exceptions according to the
time the exceptions were made. Type the Split/Skill to list exceptions
numerically by split/skill number.
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Running a split/skill exceptions report

7  Inthe Exceptionsfield, select the exceptions you want to include in the
report. Clear the check box next to an exception if you do not want to
include that exception in the report.

8 Under Destination, select View Report on Screen to view the report on
screen, or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.

END OF STEPS

An example of asplit/skill exceptions report is shown below.

Ak 5plit#Skill Exceptions
Beport Edit Format Tool: Options Help

Cate: 2112108

Time SplitrSkill Exception Time Threshold
Lirmit

| Bizon3Evpe i
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Running a trunk group exceptions report

Overview

Prerequisites

Steps

Use the trunk group exceptions report to see exceptions made in the
past for the trunk groups you select for the report. For each trunk group
exception, the report shows the time and type of exception.

To run atrunk group exceptions report:

*  The check box for the exception you want in the Exceptions fie
of the Trunk Group Exceptions window must be selected for tf
reporting time period you choose.

*  Exceptions must have occurred for the exception type you wal
the report to cover.

From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

Select Reports | Trunk Group Exceptions.



Task: administering exceptions CentreVu CMS Administration

Running a trunk group exceptions report 8-42

The Trunk Group Exceptions input window opens.

j:L Trunk Group Excephions

— |nputs
Diate: |ef j @
Trunk Groups: j E
Order by j
E xceptions: Time trunk. in uze [min)
Time trunk, in use [max]
Total time trunks maintenance busy
Length of time all brunks busy
Murnber trunk failures in group
MHurnber trunks in uze
Mumber trunks maintenance buzy
Murmber failures on any single trunk ;I
— Destination
i+ View Report on Screen
i Print Beport an: ddlops3 =) |
] Cancel | Help
| Bizon36vpe

4  Inthe Datefield, type the date for which you want to run the report, or
select the date on the drop-down list, or click the Browse button. Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago). This
field isrequired.

5 IntheTrunk Groupsfield, type the name or number of trunk groupsfor
which you want to run the report, or select the name or number on the
drop-down list, or click the Browse button. You can enter atrunk group
name if you have assigned it in the Dictionary.

6 Inthe Order by field, type the timeto list exceptions according to the
time the exceptions were made, or select the time on the drop-down list.
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Running a trunk group exceptions report

7  Inthe Exceptionsfield, select the exceptions you want to include in the
report. Clear the check box next to an exception if you do not want to
include that exception in the report.

8 Under Destination, select View Report on Screen to view the report on
screen or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.

END OF STEPS

An example of a Trunk Group Exceptions report is shown below.

A Trunk Group Exceptions
Beport Edit Format Tool: Dptions Help

Date: 2112/98

Time Trunk Graup Mame Exception Time Threshold  Trunk Agent Mame Login
Limit D

| BizondEvpe i
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Running a VDN exceptions report

Overview

Prerequisites

Steps

Use the VDN exceptions report to see exceptions made in the past for
the VDNsyou select for the report. For each VDN exception, the report
shows the time, VDN, vector, and type of exception.

To run aVDN exceptions report:

* The check box next to the exception you want in the Exceptior
field of the VDN Exceptions window must be selected for the
reporting time period you choose.

*  Exceptions must have occurred for the exception type you wal
the report to cover.

From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

Select Reports | VDN Exceptions.
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The VDN Exceptions input window opens.

j:L VDM Excephons [_ o] x| |
— Inputz
Date: |eH j @
WDMs: | | 4
Order by: ITime j
E sceptions: Time in vector [max] -
Time at agent [min]
Time at agent [max]
Murnber callz abandoned while in vector
MHurnber calls forced busy
Murnber callz disconnected
Mumnber callz in ACD zplit queue
Murnber callz flowed into VDN ;I
— Destination
i+ Yiew Report on Screen
i Print Beport ar: ddops3 =) |
] Cancel | Help

| Bizon3Gvpe

4  Inthe Datefield, type the date for which you want to run the report, or
select the date on the drop-down list, or click the Browse button.Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago). This
field isrequired.

5 Inthe VDNSsfield, type the name or number of VDNs for which you
want to run the report, or select the name or number on the drop-down
list, or click the Browse button. You can type aVDN name if you have
assigned it in the Dictionary.
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A YD Exceptions
Beport Edit Format  Tools

Cate: 2M12/98

Options
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In the Order by field, type the timeto list exceptions according to the
time the exceptions were made, or select the time on the drop-down list,
or click the Browse button. Type VDN or Vector to list exceptions
numerically by VDN or vector, respectively.

In the Exceptions field, select the exceptions you want to include in the
report. Clear the check box next to an exception if you do not want to
include that exception in the report.

Under Destination, select View Report on Screen to view the report on
screen or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.

END OF STEPS

An example of a VDN Exceptions report is shown below.

Help

Time WON Mame

Titme Threshold
Limit

Yectar Mame Exception

Diouble Click To Run Format T able

| Bizon36vpe 4
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Running a vector exceptions report

Overview  Usethe vector exceptions report to see exceptions made in the past for
the vectors you select for the report. For each vector exception, the
report shows the time, vector, and type of exception.

Prerequisites To run avector exceptions report:

*  The check box for the exception you want in the Exceptions fie
of the Vector Exceptions window must be selected for the
reporting time period you choose.

*  Exceptions must have occurred for the exception type you wal
the report to cover.

Steps  To run an vector exceptions report:

1  From the controller window, select Tools | Commands | Exceptions

The Exceptions selector window opens.

3  Select Reports | Vector Exceptions.
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The Vector Exceptions input window opens.

j:L Yector Exceplions

— |npLiks
Date: B j E
Wectors I j @
Order by ITime j
Excephions: Time in wector [max]
Murber callz abandoned while in vector
Murmber calls farced busy
Mumber callz dizconnected
MHurmber callz in an ACD zplit queus
Murber unsucceszsful lookahead interflow attempts
Murber unsuccessful adjunct routing attermpts
— Destination
* Yiew Repaort on Screen
" Print Report o ddops3 %l
OF. Cancel | Help

| Bizon3Gwvpe

4  IntheDatefield, typethe date for which you want to run the report. Use
MM/DD/YY format (for example, 07/11/1999) or aday relativeto today
(for example, O for today, -1 for yesterday, or -7 for one week ago). This
field isrequired.

5 Inthe Vectorsfield, type the name or number of vectors for which you
want to run the report, or select the name or number on the drop-down
list, or click the Browse button. You can type avector name if you have
assigned it in the Dictionary.

6 Inthe Order by field, type the timeto list exceptions according to the
time the exceptions were made, or select the time on the drop-down list,
or click the Browse button.
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Running a vector exceptions report

7  Inthe Exceptionsfield, select the exceptions you want to include in the
report. Clear the check box for an exception if you do not want to
include that exception in the report.

8 Under Destination, select View Report on Screen to view the report on
screen or Print Report on to see alist of printers. You can print reports
on any printer your PC is connected to.

END OF STEPS

An example of a Vector Exceptions report is shown below.

A ¥ector Exceptions
Beportt Edit Format Tool: Option: Help

Date: 2112/08

Time Threshold

Titne Wectar Mame Exception
Lirnit

| Bizon36vpe 4
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Task reference

An exception can be one of three types: peg count, agent timed, or
other timed exceptions.

Peg count exceptions A peg count exception occurs when within the current interval, the
number of occurrences of an ACD activity exceeds an occurrence
threshold defined for your call center. (This occurrence threshold is not
the same as the threshold defined for CentreVu CMS R3V5.)

The current interval is a set number of minutes. This means that
CentreVu CMS starts collecting ACD event occurrences at the
beginning of the interval and continues collecting ACD event
occurrences until the end of theinterval. The current interval can be 15,
30, or 60 minutes.

Exception conditions apply to ACD eventsthat occur within the current
interval defined for your call center. When the current interval changes,
all ACD event occurrences are cleared, and CentreVu CM S beginsto
count event occurrences again starting from zero. Therefore, make sure
your exception conditions realistically reflect what will trigger an
exception within your current interval.

Agent timed exceptions  Agent timed exceptions are tracked from the time the agent logs in until
the agent logs out. These exceptions can occur many times during the
login period and within an interval. The exception count is cleared
when the agent |eaves the state that triggered the exception.

For example, an agent timed exception may be triggered whenever an
agent spends more than five minutesin AUX work. When an agent
spends longer than five minutesin AUX work, an exception is
triggered for that agent. When the agent changes to another state, such
as (available) AVAIL, the exception is reset so it can occur again when
the agent reenters AUX work.

Other timed exceptions  Other timed exceptions are triggered when the number of ACD activity
occurrences exceeds a boundary at which the duration of each
occurrenceis either less than a minimum time limit or greater than a
maximum time limit.

For example, you may set the time limit at 20 seconds for any call to
wait in queue before being answered. You may then define an
occurrence boundary of three for the acceptable number of calls that
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can wait in the queue for 20 seconds. An exception occursif, within an
interval, more than three calls wait in the queue longer than 20 seconds.

Timed occurrence boundaries for Other Timed Exceptions apply to
ACD activity within the last interval. At the beginning of the next
interval, the occurrence count for any timed exception type (except for
agent timed exceptions) is cleared and starts again from zero. However,
since the time limit for atimed exception type can be more than one
hour, the duration of an exception activity is not cleared at the end of
theintrahour interval. CentreVu CM S continuesto track the time spent
on an exception activity that continues from one interval to the next.

Theinterval for timed exceptions is the limit for timed exceptions for
occurrences within an interval.
Exceptions count on the status bar
The exceptions count on the status bar shows the current total for both
peg count exceptions and timed exceptions for all ACDs for which you
have exception permissions. The exceptions count is cleared at the end
of each interval. The maximum exception count shown in the status bar
iS9999.

]
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Reference: interactions with other commands

Data storage allocation

Dictionary

CentreVu CMS can store up to 2000 exception records of eac
type, except for VDNSs, which can store up to 10,000 records.
number is the total for all ACDs for each category of ACD
element. Thus, your call center can store up to 2000 agent, 2(
split or skill, 2000 trunk group, 10,000 VDN, and 2000 vector
exception records across all ACDs.

For each ACD, the number of entities (agents, splits/skills, trur
groups, VDNSs, or vectors) with exceptions cannot be greater t
the number of entities for which storage space is allocated. Fc
example, if 100 VDNs are allocated, you should not administe
exceptions for more than 100 VDNSs. If you administer more th
100 exceptions, some of them will not be counted.

Exception retrieval capacity is the number of days in the past 1
which you can retrieve exceptions. It is determined by the
following:

— The number of exception records allocated for storage in th
Data Storage operation in the CMS System Setup window. Th
maximum number of exception records of each type you can s
is 2000.

— The frequency with which exceptions are recorded each da:
For example, if you allocate storage for 1000 exception recoro
and about 100 exceptions occur each day, you can save exce
records for approximately the last 10 days.

When you administer exceptions or order exceptions reports,
can use the split or skill, trunk group, VDN, and vector name
instead of numbers if you have assigned the names in the
Dictionary. See “Task: naming your call center entities in the
Dictionary” for more information.

Those names display instead of numbers in the real-time
exceptions log and in the exceptions report.
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Custom/designer reports

* You can create custom exception reports, or reports that comk
exceptions data with regular historical data, from the Custom
Reports menu.

*  For more information on creating custom reports,GeetreVu
CMSR3V5 Custom Reports585-215-822 and CentreVu Report
Designer Version 6 User Guide585-215-859.

Scripting  You can schedule exceptions administration and historical reports
scripting. See “Automating your activities with scripting” for more
information.

O
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Reference: real-time exceptions log

How to use the real-time  To view the real-time exception log, from the controller window select
exceptions log  Tools | Options | General | Exceptions | Operations | Real-Time
Exceptions Log.

The Real-Time Exceptions Log window opens.

ﬂ Real-Time Exceptions Log

[ ate | Tirne | Diezcription il
03411 V.06 P ACD Bizon36vpe Agent ¥A05T reported audio difficulty on trunk, .
0311 706 P ALCD Bizon36vpe Agent 7R051 reparted audio difficuly on trunk,
0311 F07 P ALCD Bizon3Gvpe Agent FA051 reported audio difficuly on tunk
| v

|

You can use the log in two ways:

» Access the log periodically, or whenever you get notification of
exception, to see exactly what has happened.

e Maintain the log as an open window so you can monitor
exceptions as they occur.

When you first access the log, the most recent exception record is
the last line in the window. As long as the log's window remains op
the log automatically scrolls to display each new exception record.
you manually page or scroll up to see older exception records,
automatic scrolling for new exceptions stops until you page or scro
back to the bottom of the log.

What log records tell you  Each exception record in the log gives you the following:
* The date and time the exception occurred.
The ACD name for which the exception occurred.

* The ACD element, such as a specific agent, split/skill, or VDN
that was involved in the exception. If you assigned names in tt
Dictionary, the names display. These names may be truncatec
they are longer than the space allowed in the exception recorc

e The values you set in an administration window for each
exception type.
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Information about an activity that has fallen outside of the
exception conditions you set. Thus, for a peg count exception,
exception record shows the occurrence threshold you set, eve
though the number of occurrences may be substantially great:
For a timed exception, the exception record shows the time lin
you set, not the actual duration of an occurrence.

The real-time exceptions log holds up to 100 exception record
As each new exception occu€entreVu CMS adds a new recorc
to the log. If the log already contains 100 reco&istreVu CMS
deletes the oldest exception record from the log at the same ti
that it adds the new exception record.

The log simultaneously displays exception records for all
elements of the ACDs for which you have exceptions permissic
regardless of whether the exceptions involve agents, splits or
skills, trunk groups, VDNSs, or vectors. You cannot select
exception records for just one item, such as VDNs or vectors.
However, you see exception records on only the ACD element
such as splits or skills, for which you have exception permissic
See “Task: assigning user permissions” for more information.

0
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The Audio Difficulty exception, found in the Trunk Group
Exceptions selection of the Reports menu, is always provided
all switches that support event (stroke) counts.

Whenever you define or change exceptid@@antreVu CMS
starts checking for the exceptions immediately, as long as dat:
collection is on.

For any exception type, the occurrence threshold must be fron
to 999.

For timed exceptions, the time limit for each occurrence must
from O to 28,800 seconds (the equivalent of 8 hours).

If you set a time limit for an activity, you must also set an
occurrence threshold for the same activity.

You must select Find one on the Actions list before selecting
Modify so you will get the current settings.

The default setting is off (not active) for most exceptions.
Exceptions checking for the following events, however, is alwa
turned on. These events cannot be turned off.

— Malicious call traces

— Data collection disruptions

— Agent attempts to log in with more than one login ID
You are notified of exceptions in two ways:

— When you have set exceptions, the exceptions count in tt
status bar increases by one every time an exception thres
IS met or exceeded.

— The PC beeps.
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9 Task: assigning user permissions

Purpose

In thistask you will find the following procedures:

Assigning user data

Viewing, assigning, deleting, or changing ACD access
Viewing, assigning, deleting, or changing feature access
Viewing, assigning, or changing main menu addition access
Viewing, assigning, deleting, or changing split/skill access
Viewing, assigning, deleting, or changing trunk group access
Viewing, assigning, deleting, or changing vector access
Viewing, assigning, deleting, or changing VDN access

Use the steps that follow to assign user permissions. Qeatre Vu®
CMS administrator login ID gives you read/write permissions for al
the CentreVu CM S features purchased by your company and for
ACDs (real and pseudo). Secondary administrators such as split/skill
supervisors may need only limited access to features and call center
entities.
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For example:
If your call And assigned The split 1 supervisor has
center has toit. .. read/write permissions for. . .
one split
called. . .
Split 1 Trunk groups22 = Split 1, trunk groups 22 and 23

and 23

Dictionary and exceptions
commands for split 1, trunk
groups 22 and 23

You can give Users any access permissions you consider necessary.
However, if you give a user write permission to the User Permissions
window, that user can change access permissions for any user at any
time.

]
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Assigning user data

Overview  You must assign user data before you can assign ACD, feature, split/
skill, trunk group, vector, or VDN access permissions. User data
consists of user 1Ds, corresponding default printer, maximum number
of open user windows, minimum refresh rate for real-time reports,
login ACD, and user or administrator status. The user IDs you assign
become the user login IDs.

SEBPS e

1  From the controller window, select Tools | User Permissions.

The User Permissions selector window opens. The Vector Access and
VDN Access menu itemsare listed if your company has purchased Call
Vectoring. VDN accessis not available if more than 2,000 VDNs have
been authorized.

User Permissions EHE |

Operations ] Reports ]

Operations:

Feature Access

ain Menu Addition Access
Split/Skil Access

Trunk Group Access

Idzer Data

Yector Access

VOM Access

ACD:
I Bizon36vpe j

Scrpt... | Help

Cancel

2 Inthe ACD field, select the ACD for which you want to assign user data.
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3  Select User Permissions | Operations | User Data.

The User Permissions User Data input window opens.

# User Permissions User Data |
Achons Edit Help

& |Z|9] s~ E] Al
Uszer ID: I—

Uszer name: I

Room number: |

Telephone number: I

Default printer name: I[nclne] j

Login type [zelect only one] :

(® Momal user
' Administratar

M aximum user window count [1-12): I 4
Minimum refrezh rate [zecondz]: I n

Login ACD: I[r‘u:lr‘le] j

4  IntheUser ID field, typethelogin ID for the user you are adding,
changinging, viewing, or deleting. The User ID must have threeto eight
lowercase, a phanumeric characters, with no blanks (no special
characters are allowed). Thisfield is required.

5 IntheUser name, Room number, and Telephone number fields, typethe
applicable information. These fields are optional .

6  Inthe Default printer name field, type the name of the printer
administered via the Printer Administration window. See
“Administering a printer” in “Task: maintaininGentreVu CMS” for
the steps to do this.
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Under Login type, select Normal user if the user does not have access
(by default) to system setup, user permissions, and Forecast (if
purchased); select Administrator if the user has access (by default) to all
parts of CentreVu CMS.

In the Maximum user window count (1-12), type the maximum num
of openCentreVVu CMS windows this user can have. The default is fc

Important! The more open windows you allow, the more processor
resources this user is allowed to consume.

In the Maximum refresh rate (seconds) field, type the minimum upc
rate for real-time reports that this user runs. The default is 30 seco
You can set a refresh rate from every three seconds to every 600
seconds.

Important! Faster refresh rates consume more processor resource

In the Login ACD field, type the ACD name or number for this usel
current ACD each time this user logs i@entreVu CMS. The default
value is one.

END OF STEPS

Reference

* Users can change their current ACD any time during a login
session by selecting Tools | Options | General. However, wher
user logs out and logs back in, the current ACD defaults back
what you set in this window.

» If you change a user's login type from administrator to normal
vice versa after assigning the user data, you must change the |
feature access permissions manually.

» Before you select Find one or List all , clear the default values
unless you want to include these values in the search.

* Assigning only the necessary access permissions ensures the
system performance.



Task: assigning user permissions CentreVu CMS Administration

Assigning user data 9-6

» Do not allow users to share the same login ID because this qui
consumes Solaris system resources. This also applies to one
person logging in at multiple terminals using the same login IC

User messages

» Ifauser's login ACD is removed and the user tries to log into
CentreVu CMS, an acknowledgement tells the user either to
contact theCentreVu CMS administrator or to change the login
ACD.

e Ifyoutry to add a login ID for a user who already exists in
CentreVu CMS, “Already exists ” displays on the status line. If
the user is neither @entreVu CMS nor a Solaris system user,
CentreVu CMS adds the user ID to bo@entreVu CMS and to
the Solaris system.

* If you add or change the Login ACD field for a user and this us
does not have access to the new or changed login ACD, an
acknowledgement displays.

Solaris

* A new user may have an existing Solaris system login ID. If nc
CentreVu CMS automatically creates one when you add the u:

* User IDs added via the Solaris system have a login shiélrggh
(or whatever was administeredentreVu CMS does not change
this. New user IDs added @entreVu CMS and the Solaris
system viaCentreVu CMS havecms as the login shell.

* Users added through the Solaris system start at the Solaris sy
prompt when they log in. To run ti@entreVu CMS application,
they have to type CMS. Users added throGghtreVu CMS are
automatically in theCentreVu CMS application when they log in.

* Delete removes the user login ID and user permissions from
CentreVu CMS. If the Solaris system ID was added via
CentreVu CMS, delete also removes the user from the Solaris
system. If the user has a Solaris system login ID before the
CentreVu CMS login ID, that Solaris system login ID is not
removed. See “Task: learning and using Solaris” for more
information.
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Reports and timetables

You can refresh or update real-time reports from every 3 to ev
600 seconds. Before@entreVu CMS user can display a real-
time report, you must set a minimum refresh rate for the user.
default is 15 seconds greater than the number of seconds set
minimum refresh rate.

You can put the User Data window on a timetable. See “Using
timetables and shorcuts” for more information.

If you delete a user who has custom reports, timetables, or

designer reports, an acknowledgement asks if you want to mo
the deleted user's reports and timetables into your login. You
not have to save these deleted items. If you do and there is a
conflict between your report or timetable names for these item
and the deleted user's, you need to rename the deleted user's

If you delete a user on a scheduled timetable, the timetable fa
you have not moved or removed the timetables or custom rep
owned by the deleted user.

If the deleted user was added @antreVu CMS, all other files
(other than timetables and custom reports) owned by the user
removed unless you have previously moved the files to anothe
directory or removed them yourself.

Scripting

You can script the User Data window and schedule the script.
“Task: automating your activities with scripting” for more
information.

Scripts do not run automatically after the user who owns them
been removed.

Rules for login ID characters

If you try to create a login ID with an invalid character, you get
error message.

User IDs on a Solaris system cannot contain certain diacritical
accented, or special characters (for exan#lei, ¢, |, ©).
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Only the following characters are allowed in login IDs:

Lt #E s & )+, - /
0O 1.2 3 4 5 6 7 89 , < = > ? @
A C D E F H I J K M N O P
B G L Q
R ST U V W Yy z [ \ ] ~ _

X
a b c d e f h i+ jJ k I mn o p q
rr-s t u v w x vy z { | } -~
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Viewing, assigning, deleting, or changing ACD access

1  Onthe controller window, select Tools | User Permissions.

The User Permissions selector window opens.

User Permissions EHE |

Operations ] Reports ]

Operations:

Feature Access
ain Menu Addition Access
Split/Skil Access

Trunk Group Access

Idzer Data

Yector Access

VOM Access

ACD:
I Bizon36vpe j

Scrpt... | Help

Cancel

2  Select User Permissions | ACD access.
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The User Permissions ACD Access input window opens.

# User Permissions ACD Access E |

Actionz  Edit Help

& 2|5 2|8 E] 2

Uszer 1D: ||
ACDs: | =l 4
Read: [
Wirite: [

Exceptions: [~

3 IntheUser ID field, type the ID of the user whose ACD access
permissions you want to add, change, or view. Thisfield is required.

4  Inthe ACD field, type the ACD names or numbers that this user can
access (real or pseudo), or select the names or numbers from the drop-
down list, or click the Browse button.

5 Dothefollowing:

*  Select the Read check box if the user will have read permissiol
clear the check box if the user will not have read permission.

*  Select the Write check box if the user will have write permissic
or clear the check box if the user will not have write permission
a user has write permission, the user also needs read permiss

* Select Exceptions if the user will get exceptions notification; cle
the check box if the user will not get exceptions notification.

END OF STEPS
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Reference

The default permission for ACD Access is yes, which gives all
users access to all ACDs (real or pseudo).

To turn off a user's access permissions to an ACD (real or psel
delete that user's permissions for the ACD instead of clearing

Read and Write check boxes (this saves disk space). Then th
CentreVu CMS default of no permissions is in effect for that us
for that ACD.

For each ACD, you can give users read and write permission, |
without write permission, or no permission.

If you turn the ACD read/write access permission off for any us
read/write access permission for all splits/skills, trunk groups,
vectors, and VDNs (if you have Call Vectoring) in that ACD is
overridden by the ACD permission.

Assigning only necessary access permissions ensures the be:
system performance.

If you try to change access permissions for a split/skill, trunk
group, vector, or VDN when the user has no access permissiol
the ACD, an acknowledgement tells you that the user does no
have ACD access and that the change does not affect the use
ACD access permissions.

If you remove a user's access to his or her login ACD, you mu
change the user's login ACD.

You can put the ACD Access window on a script. See “Task:
automating your activities with scripting” for more information.

You can put the ACD Access window on a timetable. See “Tas
using timetables and shortcuts” for more information.

0
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Viewing, assigning, deleting, or changing feature access

Overview  You cannot change or delete feature access permissions for CentreVu
CMS and CentreVu Supervisor login IDs. This prevents a user with
access to user permissions from mistakenly turning off access
permissionsto all or any part of CentreVu CMS for the CentreVu
CMS administrator and/or the Lucent Services organization.

However, you can create other administrator login I1Ds and change the
permissions for those login IDs at any time.

Steps

1  Onthe controller window, select Tools | User Permissions.

The User Permissions selector window opens.

2 Inthe ACD field, select the ACD for which you want to administer a
user’s feature access.

3  Select User Permissions | Operations | Feature Access.
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The User Permissions Feature Access input window opens.

# User Permizsions Feature Access [ x| |

Actionz  Edit Help

z| 2|&|» =] A

CentreVu CMS Administration

User IDs: |

Read
[T Read

[T Read
[T Read
[T Read
[T Read
[T Read
[~ Read
[T Read
[T Read
[T Read
[~ Read

Write

[~ Wwiite
[~ Wiite
[~ Wiite
[~ wiite
[~ Wwiite
[~ Wiite
[ write
[~ Wiite
[~ Wiite
[~ Wiite
™ wiite
[~ Wiite

Feature
Agent Administration

Call Center Admin
Cusztom Reportz/Heport Designer
Dictionary
Exceptions
Forecast
Maintenance
Heports

System Setup
Timetable

Uzer Permiszions
UHIE [r] System

9-13

4  IntheUser IDsfield, type the ID of the user whose feature access

permissions you want to change or view. Thisfield isrequired.

5 Dothefollowing:

. In the Read field, select the check box if the user will have rea

permission. Clear the check box if the user will not have read
permission.

* Inthe Write field, if the user will have write permission for the

features in the Features field, select the check box. If the user

not have write permission, do not select the check box. If you

assign a user write permission, you must also assign the user

permission.

END OF STEPS
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Reference

You can put the Feature Access window on a script. See “Tasl|
automating your activities with scripting” for more information.

You can put the Feature Access window on a timetable. See “T
using timetables and shortcuts” for more information.

When a user has neither read nor write permission for a featul
that feature is not listed in the user's menu options.

Assigning only necessary access permissions ensures the be:
system performance.
]
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Viewing, assigning, or changing main menu addition access

1  Onthe controller window, select Tools | User Permissions.

The User Permissions selector window opens.

2 Inthe ACD field, select the ACD for which you want to administer a
user’'s main menu addition access.

3  Select User Permissions | Operations | Main Menu Addition Access.

The User Permissions Main Menu Addition Access input window
opens. The Available Additions field shows the available main menu
additions.

# User Permissions Main Menu Addition Access M= E |

Actionz  Edit Help

z| 2|« =] Al

Available Additions:

User IDs: Icmssvc

Addition: |5 emvices

Access: v

1 matches found |

4  IntheUser IDsfield, typethe ID of the user whose access permissions
you want to administer. Thisfield isrequired.
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5 Inthe Addition field, type the name of the menu additions that the user
will or will not have accessto. The name must match the menu addition
name exactly.

6 If thisuser isto have accessto the items listed in the Addition field,
verify that the Access check box is selected.

END OF STEPS

Reference

* Menu additions are accessible fr@rantreVu CMS depending on
user permissions.

*  You can put the Main Menu Addition Access window on a
timetable. See “Task: using timetables and shortcuts” for more
information.

*  You can script the Main Menu Addition Access window and
schedule the script. See “Task: automating your activities with
scripting” for more information.

* Ifthe assigned access permission is no, this main menu item
not appear on the use€entreVu CMS main menu.

O
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Viewing, assigning, deleting, or changing split/skill access

1  Onthe controller window, select Tools | User Permissions.

The User Permissions selector window opens.

2 Inthe ACD field, select the ACD for which you want to administer a
user’s split/skill access.

3 Select User Permissions | Operations | Split/Skill Access.

The User Permissions Split/Skill Access input window opens.

# Uszer Permizsions Split/Skill Access Ed |

Actions Edt Help
¢ |z%| 2|s8|»=| Al
UseriD: [
Splits/Skills: | ~| 4

Read: r
Write: r
Exceptions: [

4  IntheUser ID field, typethe ID of the user whose split/skill access
permissions you want to administer. Thisfield is required.

5 Inthe Splits/Skillsfield, type the split/skill names or numbersfor which
you want to add, delete, or change splits/skills access permissions.
Names you want included in the report must first be assigned in the
Dictionary. You can use the drop-down list, asingle-value input browse
window, or a multiple-value input browse window.
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6 Dothefollowing:

Select the Read check box if this user will have read permissic
for the splits/skills; clear the check box if the user will not have
read permission for the splits/skills.

Select the Write check box if the user will have write permissic
for the splits/skills; if the user will not have write permission, cle
the check box. If you assign a user write permission, you mus
also assign the user read permission.

7  Select the Exceptions check box if this user will get exceptions
notification for the specified splits/skills; clear the check box if this u:
will not get an exceptions notification.

END OF STEPS

Reference

When you change a user's access permissions, the change do
take effect until the user logs out and logs back in.

You get an acknowledgement if you try to change access
permissions for a user who does not have the correct ACD act
permissions.

For each split/skill, you can give users read and write permissi
read-only permission, or no permission.

Find one and List all show only users for whom permission
records have been stored.

You cannot use the or? for searching in any field.

The default permissions for all splits/skills is no read and no w
permission. HoweveiCentreVu CMS does not store records of
split/skills access permissions until you add the permissions to
Split/Skill Access window.

To turn off a user's access permissions to a split/skill, delete tt
user's permissions for that split or skill instead of clearing the
check boxes. The Read and Write default of no permissions is
effect again for that user for that split or skKill.

Assigning only necessary access permissions ensures the be:
system performance.
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*  When you give a user access to the ACD, you must give the u
split/skill access for each applicable ACD.

* You can put the Split/Skill Access window on a timetable. See
“Task: using timetables and shortcuts” for more information.

*  You can put the Split/Skills Access window on a script. See “Ta
automating your activities with scripting” for more information.

0
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Viewing, assigning, deleting, or changing trunk group access

1  Onthe controller window, select Tools | User Permissions.

The User Permissions selector window opens.

2 Inthe ACD field, select the ACD for which you want to administer a
user’s trunk group access.

3 Select User Permissions | Operations | Trunk Group Access.

The User Permissions Trunk Group Access input window opens.

# User Permiszions Trunk Group Access |

Actionz  Edit Help

®|Z|5| 2|8|»E| A

Uszer 1D: I
Trunk Groups: |2;3 j @
Read: [
Write: I

Exceptions: [

4  IntheUser ID field, type the ID of the user whose trunk group access
permissions you want to add, delete, change, or view. Thisfield is
required.

5 Inthe Trunk Groupsfield, type the trunk group names or numbers that
you want the user to have accessto.
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6 Dothefollowing:

Select the Read check box if the user will have read permissic
clear the Read check box if the user will not have read permis:

Select the Write check box if the user will have write permissic
Clear the check box if the user will not have write permission.
you assign a user write permission, you must also assign the |
read permission.

7  Select the Exceptions check box if this user will get exceptions
notification for the specified trunk groups; clear the check box if thi
user will not get an exception notification.

END OF STEPS

Reference

If you change a user's access permissions, the change does r
take effect until the user logs out and logs back in.

If you try to change access permissions for a user who does n
have the correct ACD access permissions, you get an
acknowledgement.

Find one and List all show only the user IDs for which have tru
group access permissions have been saved.

For each trunk group, you can give users read and write
permission, read-only permission, or no permission.

You cannot assign a user write permission without read
permission.

You cannot use the or? for searching in any field.

The default permissions for all trunk groups are no read and n
write permission. HoweveentreVu CMS does not store
records of trunk group access permissions until you add
permissions on the Trunk Group Access window.

Assigning only necessary access permissions ensures the be:
system performance.
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* Toturn off a user's access permissions to a trunk group, delete
user's permissions for that trunk group instead of disabling the
check boxes. The Read and Write default of no permissions is
effect again for that user for that trunk group.

*  You should have already assigned access permission for the
correct ACD when you completed the ACD Access window.

If not, you get an acknowledgement. Your changes do not go i
effect until the user's ACD access permissions change.

*  You can put the Trunk Group Access window on a timetable. ¢
“Task: using timetables and shortcuts” for more information.

*  You can script the Trunk Group Access window and schedule
script. See “Task: automating your activities with scripting” for
more information.

0
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Viewing, assigning, deleting, or changing vector access

On the controller window, select Tools | User Permissions.

The User Permissions selector window opens.

In the ACD field, select the ACD for which you want to administer a
user’'s vector access.

Select User Permissions | Operations | Vector Access. Vector accessis
only available if your company has purchased Call Vectoring.

The User Permissions Vector Access input window opens.

# User Permissions Yector Access |
Actione  Edit Help

& |Z2|5] Zls|#=] 2l
UserID:Il—

Vectors: I j E
Read: |-
Write: I_

Exceplions: [~

In the User ID field, type the ID of the user whose vector access
permissions you want to add, delete, change, or view. Thisfield is
required.

In the Vectors field, type the vector names or numbers for which you
want to add, delete, or change the user’s permissions.
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6 Dothefollowing:

Select the Read check box if the user will have read permissic
clear the Read check box if this user will not have read
permission.

Select the Write check box if the user will have write permissic
clear the check box if the user will not have write permission. |
you assign a user write permission, you must also assign the |
read permission.

7  Select the Exceptions check box if the user will get exceptions
notification; clear the check box if the userwill not get exceptions
notification.

END OF STEPS

Reference

If you change a user's access permissions, the change does r
take effect until the user logs out and logs back in.

For any vector, you can give a user either read permission, re:
and write permission, or no permission.

You cannot assign a user write permission without also assigni
user read permission.

CentreVu CMS activates any changes you make to a user's ve
permissions the next time the user opens a window or runs a re
involving vectors.

The default permissions for all vectors is no read and no write
permission. HowevelCentreVu CMS does not store records of
vector access permissions until you enter permissions on the
Vector Access window.

To turn off a user's access permissions to a vector, delete that
user's permissions for that vector instead of disabling the Read
Write check boxes; the default of no permissions is in effect ac
for that user for that vector.

]
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Viewing, assigning, deleting, or changing VDN access

1  Onthe controller window, select Tools | User Permissions.

The User Permissions selector window opens.

2 Inthe ACD field, select the ACD for which you want to administer a
user's VDN access.

3  Select User Permissions | Operations | VDN Access.

The User Permissions VDN Access input window opens.

#f User Permizzions YDN Access

Actionz Edit Help

iz S
UserlD:l:I

VDNS: | =l E4
Read: |
Write: |
Exceptions: [

Loz Angeles

VDN accessisonly available if your company has purchased Call
Vectoring. VDN access is not available if more than 2000 VDNs have
been authorized.

4 IntheUser ID field, type the ID of the user whose VDN access
permissions you want to add, delete, change, or view. Thisfield is
required.

5 Inthe VDNSfield, type the VDN names or numbers that the user will
have access to.
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6 Dothefollowing:

Select the Read check box if the user will have read permissic
clear the Read check box if the user will not have read permis:

Select the Write check box if the user will have write permissic
if the user will not have write permission, clear the check box.
you assign a user write permission, you must also assign the |
read permission.

7  Select the Exceptions check box if the user will get exceptions
notification; clear the check box if the user will not get exceptions
notification.

END OF STEPS

Reference
Note that:

If you change a user's access permissions, the change does r
take effect until the user logs out and logs back in.

To remove a user's permissions for one or more VDNs, compl
the User ID and VDNs fields, and select Delete. To remove al
VDN permissions for a user, fill in the User ID field and select
Delete .

All VDN permissions checking system-wide (VDN exceptions,
Dictionary, VDN reports) is turned off when more than 2000
VDNSs have been authorized.

For any VDN, you can give a user either read permission, read
write permission, or no permission.

You cannot assign a user write permission without also assign
read permission.

The default permissions for all VDNs are no read and no write
permission. HoweveCentreVu CMS does not store records of
VDN access permissions until you enter permissions on the V
Access window.
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e Toturn off a user's access permissions to a VDN, delete that u
permissions for that VDN instead of clearing the Read and Wr
check boxes. The default of no permissions is in effect again f
that user for that VDN.

* Assigning only necessary access permissions ensures the be:
performance of your system.

O
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Lucent Technologies
Bell Labs Innovations

10 Task: viewing and changing
system setup values

Purpose  Inthistask you will find the following procedures:
*  Turning data collection on and off for real ACDs
«  Changing theCentreVu® CMS state
e  Setting up a pseudo-ACD
e Loading pseudo-ACD data
e Specifying howCentreVu CMS stores data
* Archiving data in the historical database
e  Starting or stopping external applications
» Allocating storage space
*  Migrating CentreVu CMS data
e  Setting storage intervals
e Viewing switch setup data
Use the procedures that follow to view and change system setup v«

Important! Do not work in theCentreVu CMS System Setup window
daily. Changes you make in this window could affect performance,
space, and data collection.
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These permissions apply to viewing and changing system setup values.
See “Task: assigning user permissions” for more information.

To view the currenCentreVu CMS state or the master ACD, yol
need read permission for ti@entreVu CMS System Setup
command.

To change the curre@entreVu CMS state or the master ACD,
you need write permission for tli&entreVu CMS System Setup
command.

To view the status of data collection, you need read permissior
the CMS System Setup command. To change the status of da
collection, you need write permission for tBentreVu CMS
System Setup command.

Change access permissions as necessary for the pseudo-ACI

To view the Free Space Allocation window, you need read
permission for the&CentreVu CMS System Setup command. To
change field values, you must have write permission.

To view the Data Summarizing window, you need read permiss
for the CentreVu CMS System Setup command. To run data
summarizing, you need write permission.

To view the status of external applications, you need read
permission for the CMS System Setup command. To turn Exte
Application Status on or off, or to start or stop an external
application, you need write permission.

To view switch setup information, you must have read permiss
for the CentreVu CMS System Setup command. See “Task:
assigning user permissions” for more information.

To view the Pseudo-ACD Setup window, you need read
permission for the CMS System Setup command. To create
pseudo-ACDs, you need write permission for the CMS Systen
Setup command. See “Task: assigning user permissions” for n
information.

O
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Turning data collection on and off for real ACDs

Before you beginPrerequisi

S . When you turn on data collection, monitor the connection statu
the link and make sure data is being transferred. See Connec
Status on the Maintenance menu.
When you turn off data collection, no new data is collected. If
calls are being handled, they are not recorde@entreVu CMS.
SEBPDS

1  On the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens, with only the
Operations tab active.

CHMS5 System Setup EHE |
Operations ] Reports ]

Operations;

D ata Collection

D ata Storage Allocation

Drata Summarzing

E sternal Application Status

Free Space Allocation

Load Pzeudo-4CD Data

Pzeudo-AC0 Setup LI

ACD:
CrocG 3 dpe j

Serpt.... Help

Cancel

2  Select Operations | Data Collection.
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The Data Collection input window opens.

E

“ Data Collection
Actions  Edit Help

z| ¢|a|2=] Al
Data collection:

® 0On

C Off

3 Inthe ACD field, select the ACD name for which you want to turn data
collection on or off.

4  Under Datacollection, click: On (the default value): to turn data
collection on. Off: to turn data collection off.

END OF STEPS

Reference

e This window does not apply to a pseudo-ACD because a pseL
ACD does not collect data.

» Data collection must be on for the current ACD when you activ
an agent trace or do any switch administration fldentreVu
CMS.

*  Check the archiving status before turning off data collection or
wait until the interval archive finishes.

* You can script this action. See “Task: automating your activitie
with scripting” for more information.
L]
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Changing the CentreVu CM S state

Prerequisites
* To add to or change configuration data for storage allocation,
storage intervals, or restoring data (for system administration :
ACD administration data), you must pQéentreVu CMS in
single-user mode.
GBS e

1  From the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

CMS Sysztem Setup EHE |
Operations ] Reportz ]

Operatiaons:

D ata Collection

Drata Storage Allocation
Drata Summarizing

E sternal &pplication Status
Free Space Allocatian
Load Pzeudo-AC0D Data

Pzeudo-4C0 Setup ;I
ACD:
I CrocG 3 dpe j

Scrpt... | Help

Cancel

2 Inthe ACD field, select the ACD for which you want to change the CI
state.

3  Select Operations | CMS State.
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The CMS State input window opens.

B CMS State
Actionz  Edit Help

] 4l

CHMS uzer mode [Select one):

C Single-uzer mode

Maszter ACD for clock gsynchronization: Bison3Evpe j

4 Do one of the following:

»  Click Single-user mode and select Modify.

A message displays, telling all users tGantreVu CMS will be
brought down in one minute. Users are automatically logged c
after one minute.

e Click Multi-user mode and select Modify.

5 In the ACD field, select the ACD name you want as master ACD fc
clock synchronization or type the ACD name in the ACD field.

The master ACD time displays on the status bar of the controller
window.

END OF STEPS

Reference

*  Single-user mode means that only one person can log onto th
CentreVu CMS server. Multi-user mode means that any
administered user can log onto tGentreVu CMS server.

*  When you are in single-user mode, data collection continues f
the ACDs for which data collection is on.

* If you log off theCentreVu CMS server while in single-user
mode, you must wait at least 10 seconds before logging in ags
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* To add or change data in the following areas, you must put
CentreVu CMS in single-user mode (viewing current data doe:
not require single-user mode). You may want to do some or al
these actions during off-peak hours:

—Allocating data storage
—Specifying storage intervals
—Specifying howCentreVu CMS stores data

—Running a restore (for system administration and ACD
administration data)

*  You can script the CMS State window and schedule the script.
“Task: automating your activities with scripting” for more
information.
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Setting up a pseudo-ACD

Overview A pseudo-ACD isan areain CentreVu CMS used to place previously
backed-up ACD data.

Prerequisites
» If you create a pseudo-ACD usi@gentreVu Supervisor, you
need to log out o€entreVu Supervisor and then log back into
CentreVu Supervisor to see the new pseudo-ACD.
» If the Forecast is enabled on the pseudo-ACD, change the val
for the Forecast archive parameters as necessary.
S B DS et oot ettt ettt

1  From the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

CHMS5 System Setup EHE |
Operations ] Reports ]

Operations:

[ ata Collection

Drata Storage Allocation
[rata Summarizing

Esternal Application Status
Free Space Allocation
Load Preudo-ACD0 Data

Pzeudo-4C0 Setup ;I
ACD:
I CrocG N dpe j

Script... | Help

Cancel

2  Select Operations | Pseudo ACD Setup.
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The Pseudo ACD Setup input window opens.

Actions Edit Help

& |%| 2|a|2|=] Al

ACD: |

3 Inthe ACD field, type the number (nine through 26) or the name of the
pseudo-ACD.

You must use an ACD number if you have not defined a synonym for
it. You can use the ACD name once you have defined the synonym in
the Dictionary.

END OF STEPS

Reference

A pseudo-ACD isnot alive (real) ACD and does not communicate
with any switch.

When you create a pseudo-ACD, that pseudo-ACD’s parameters (such
as number of agents or splits/skills) are set to 0. Reset them if necessary
to match the ACD from which data will be loaded. See “Task:
administering call center agents” for more information.

The following menu items are available when a pseudo-ACD is the
current ACD, if you have the appropriate feature access permissiol

* Reports

—  Historical
e Dictionary

— all submenu items
* Forecast

— all submenu items
e Custom Reports

— all submenu items
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e User Permissions
— all submenu items
e CMS System Setup
— CMS State
Data Collection
Data Storage Allocation
Data Summarizing
Free Space Allocation
Load Pseudo-ACD
Pseudo-ACD Setup
R2 Migrate Data
R3 Migrate Data
Storage Intervals
Switch Setup
*  Maintenance
— ACD Status
Archiving Status
Backup Data
Backup/Restore Devices
Connection Status
Printer Administration
Restore Data

CentreVu CMS Administration

*  CentreVu CMS does not automatically summarize pseudo-AC
data. See “Archiving data in the historical database” in this tas
for more information on how to summarize pseudo-ACD data il
daily, weekly, or monthly summaries.

» Before you load the previously backed-up ACD data to the
pseudo-ACD, make the pseudo-ACD your current ACD. After
you change your current ACD, see “Loading Pseudo-ACD Dat
in this task for information on loading the data.

*  Back up the historical data you want for the pseudo-ACD. See
“Task: maintainingCentreVVu CMS” for more information.

* Define a synonym for your pseudo-ACD in the Dictionary. See
“Task: naming your call center entities in the Dictionary” for mo

information.
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Verify that enough free space is available to unarchive the dat:
View free space allocation to see where data is stored, how m
space is needed for the existing ACDs (both real and pseudo-
ACDs), and how much space is available for the pseudo-ACD
data. See “Specifying ho@entreVu CMS stores data” in this
task for more information.

Define how much historical data will be stored for the pseudo-
ACD. Data storage values are 0 for a newly created pseudo-A
See “Specifying hovCentreVu CMS stores data” in this task for
more information.

Set the storage intervals for the data to be loaded into the pse
ACD. Storage interval size and data collection times for the
pseudo-ACD should match those of the loaded data. See
“Specifying howCentreVu CMS stores data” in this task for
more information.

Before deleting a pseudo-ACD, turn off access permissions to
pseudo-ACD. This minimizes the risk of a user working in the
pseudo-ACD when it is deleted.

You can use scripting to access the pseudo-ACD. See “Task:
automating your activities with scripting” for more information.

You can put this window on a timetable. See “Task: using
timetables and shortcuts” for more information.

O
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L oading pseudo-ACD data

Overview

Prerequisites

Steps

Use these stepsto load ACD data into the pseudo-ACD you created in
the “Setting up a pseudo-ACD.” For example, you could take data
previously backed up on one CMS and unarchive the data to anott
CMS.

Before you load the pseudo-ACD data:

Do a backup to generate a pseudo-ACD data volume.

Set up the pseudo-ACD. See “Setting up a pseudo-ACD” in th
task for more information.

Define how much historical data will be stored for this pseudo-
ACD. The storage allocation parameters must be large enougl
accommodate the data to be loaded. See “Allocating storage
space” in this task for more information.

Set the storage intervals for the data to be unarchived. The
storage-interval size and data collection times for the pseudo-
ACD must match those of the data to be loaded. See “Specify
storage intervals” in this task for more information.

On the controller window, select Tools | CMS System Setup.
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The CMS System Setup selector window opens.

EHS System Setup |

Operations ] Reports ]

Operations:

D ata Collechon

[rata Storage Allocation

Drata Summarizing

External Application Status

Free Space Allocation

Load Pzeudo-4C0 Data

Pzeudo-4C0 Setup ;I

ACD:
CrocG3Wdpe j

Script... Help

Cancel

2  Select Operations | Load Pseudo-ACD Data.
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The Load Pseudo-ACD Data input window opens.

seudo-ACD Data
dit Help

Status

Errors:

From ACD: ||_

Device name: |

Start date: I El
Start time: |‘|2:|:||:| AM

Stop date : I EI
Stop time : | 12:00 A

| Bizon3Gwpe

The Status field shows the status of the data being loaded into the
pseudo-ACD; the Errorsfield shows any errors found while loading the
pseudo-ACD data.

Inthe ACD field, type the number of the ACD from which you will load
the data. Thisisthe ACD number for the machine on which the backup
was made.

In the Device name field, type the name of the device from which you
will load the data. The devices are listed in the Maintenance Backup/
Restore Devices window.

Inthe Start date field, typethe datethat will be thefirst day the historical
datais loaded on the pseudo-ACD.

The start date tells CentreVu CM S which date to look for on the
backup volume and at which point to begin loading data to the pseudo-
ACD.
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In the Start time field, type the time from when you want to start
migrating data to the pseudo-ACD. The default is 12:00 am., midnight.

Thetimetells CentreVu CMS which timeto look for on the backup
volume and at which point to begin loading data to the pseudo-ACD.

In the Stop date field, type the date that you want to stop migrating the
data from the backup volume to the pseudo-ACD.

Thisisthe date on the backup volume at which you want CentreVu
CMS to stop loading data to the pseudo-ACD. Thisfield isrequired.

In the Stop time field, type the time at which you want to stop migrating
data from the volume to the pseudo-ACD. The default is 11:59 p.m.

Thisisthe time on the backup volume at which you want CentreVu
CMS to stop loading data to the pseudo-ACD.

END OF STEPS

* The data loaded from a full backup may be more than you nee
and which could create disk space problems. Determine the
amount of data and disk space needed, and do only a Specific
Tables backup.

The Load Pseudo-ACD command automatically removes exis
data and inserts new data if pseudo-ACD data already exists f
this ACD.

» Cancel stops loading data. If you stop before data-loading
completes, partial data for this pseudo-ACD remains.

» Data is migrated to the pseudo-ACD for the period between th
start and stop dates set in the Pseudo-ACD Data window.

» If Forecast is enabled on the pseudo-ACD, change the values
the forecast archive parameters as necessary.

*  Back up the data that will be loaded in the pseudo-ACD. See
“Task: maintainingCentreVVu CMS” for more information.
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*  You can access the Load Pseudo-ACD Data via a script. See
“Task: automating your activities with scripting” for more
information.

*  You can put this window on a timetable. See “Task: using
timetables and shortcuts” for more information.

(]
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Specifying how CentreVVu CM S stores data

Overview

Steps
1

Use these steps to see which file systems CentreVu CM S uses and to
specify where to store CentreVu CM Sfiles.

When the status line reads “Successful,” turn data collection back
and restoreCentreVu CMS to multi-user mode. If you log out while ir
single-user mode, wait at least 10 seconds before logging in again

On the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

Select Operations | Free Space Allocation.
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% Free Space Allocation

Actionz  Edit Help

2| 4

The Free Space Allocation input window opens. The Status field shows
the name of each table asit is being used.

Status:
Blocks Blocks k4

File system Ffor: Required File system Avail Avail
Agents: 3668766 focms 11706813 54.0
Agent trace: |,-'cms 20336
Call work codes: |x’u:rns 286941
Call records: |,-'.3m3 2087
Exceptions |/oms 1120
Forecasting: |/oms 114957
Login/logout: |,J.3ms 20496
Splits/Skills: |#oms 828313
Trunk groups: |,-'cms 111623
Trunks: | Jom 2330668
VDNs: |,J.:ms 1141710
Vectors: |,J.3ms 486348

5 The Blocks Required field shows the approximate number of blocksto

be used for agents, agent trace, call work codes, call records, exceptions,
forecasting, login/logout data, splits/skills, trunk groups, trunks, VDN,
and vectors.

The File System field shows the names of the file systemsthat are
available for storing CentreVu CMS data.

The Blocks Avail field shows the amount of free space (in blocks)
available, minus space allocated for CentreVu CMS but not yet used.



Task: viewing and changing system setup values CentreVu CMS Administration

Specifying how CentreVu CMS stores data

10-19

8 The% Avail field shows the percentage of space still available.

END OF STEPS

Reference

The Vectors, VDNSs, and Forecasting fields are not available if
your company has not purchased these features.

Available space is calculated as follows: free space, minus sp:
allocated forCentreVu CMS but not yet used.

CentreVu CMS does not automatically check the database for
disk space used by data in custom tables. If you inadvertently
up your disk with custom data, you can lose or damage custor
data and ACD data. Prevent this by regularly checking the amc
of disk space available.

When you chang€entreVu CMS data storage parameters, the
change is reflected (for information purposes only) in the Free
Space Allocation window. For example, if in the Data Storage
Allocation window you increase the number of splits/skills, the
Free Space Allocation window shows the new number and th
approximate amount of disk space needed for the total numbe
splits/skills.

If you allocate more space on a file system than is available, tl
number of blocks that the file system is short is displayed in
parentheses.

The Free Space Allocation window includes a % Available
column as a convenience for determining how much space is
available on the file systems.

Values you set on the Forecast—Data Storage Allocation windc
affect storage space. S€entreVu CMS Release 3 Version 5
Forecast585-215-825 for more information on the Forecast
feature.

You can script the Free Space Allocation window via scripting.

See “Task: automating your activities with scripting” for more

information.

You cannot put the Free Space Allocation window on a timetal
]
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Archiving datain the historical database

Overview

Steps

Datais automatically archived based on your entriesin the Storage
Intervalswindow. It isrecommended that you do not archive datain the
historical database unless an archive fails or does not occur. In that
case, use the Data Summarizing window to manually archive datain
the historical database on demand for daily, weekly, and monthly
summaries.

On the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

Select Operations | Data Summarizing.

The Data Summarizing input window opens.

E

“ Data Summarizing
Actions  Edit Help

Data type:
@ Daily
Clwfekly

I Manthly

Date: I— EI

In the ACD field, type the name or number of the ACD for which you
want to summarize data.

In the Datatype field, select: Daily (default value) to summarize
intrahour datainto daily data. Weekly to summarize daily datainto
weekly data. Monthly to summarize daily data into monthly data.
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5 IntheDatefield, type the date (MM/DD/YY) for which you want the
data summarized.

Use the following as a guide:

A daily summary consists of a partial day. Daily summaries m
be complete for each day of the week or month beferetre Vu
CMS archives the data for that week or month.

For a weekly summary, set a date that falls within your predefit
week (as set in the Storage Intervals window) or any date after
week but before the next week's start date.

For a monthly summary, set any day during the month for whic
you want the monthly data summarized.

END OF STEPS

Reference

If the date you set does not fall within your predefined week, t
previous week is summarized (as long as each day of the pre\
week has been archived successfully). So if your designated v
is Monday through Friday and you enter a date that falls on
Saturday, the data is archived for the previous week.

If the date you choose sets a week or month for which a daily
summary is not complete, archiving does not occur for the wee
month. You cannot archive partial weekly or monthly data.

You can use the drop-down list, Single Date Input browse
window, or Multiple Daily Input browse window to enter the
dates.

Your data is automatically archived based on your storage
intervals.

Data summarizing is done on demand from the Data Summari:
window and happens immediately.

Before you start a manual archive, a message warns you that
archiving data can take a long time and cannot be canceled. Y
can back out from this message field before you start the arch

Multiple data-summarizing requests are queued and are run ir
order you request.
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“Archiver started” displays on the status line for the first reque:
and “Archiver request submitted” displays if there is already a
data summary in progress.

Scheduled daily, weekly, and monthly data summaries are que
with manual requests so that just one type of data summarizin
runs at one time.

You cannot request a manual archive without existing data for
day, week, or month summarized. You must allocate space in
Data Storage Allocation window before you can archive.

The results of daily, weekly, and monthly data summaries are

written to the error log. You can use the error log report to see
when the summaries ran and whether or not they were succes
The Archiving Status window also shows this information.

The Archiving Status window shows the status, date, and time
the last archive for interval, daily, weekly, and/or monthly
summarizing. IfCentreVu CMS is down when a data
summarizing timetable is scheduled to run, an error message
directs you to do a manual archive from the Data Summarizing
window. See “Task: maintainingentreVu CMS” for more
information.

The Data Summarizing window is automatically put on a
timetable to run at the data-summarizing time that you set in tl
Storage Intervals window. You can also put manual archiving ¢
timetable. See “Task: using timetables and shortcuts” for more
information.

0
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Starting or stopping external applications

Overview  Usethese stepsto turn on or turn off the External Application feature,
to start or stop external applications, or to view the status of external
applications. This feature sends CentreVu CM S real-time data to an
external device such as awallboard or to an external program such as
an employee scheduler. External Application is a separately purchased
CentreVu CM S feature.

S B S et ee e oo e e et e e e e e e oo Ao Ao A e Ao e Ao A oA Ao Ao ettt ettt eee e eee e
1  Onthe controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

2  Select Operations | External Application Status.
The External Application Status input window opens.

|'=\- External Application Status
Actionz  Edit Help

= =l A

E xternal Applications [Select one]:

@ Appiication name:: [

) Extemnal application feature [tumns ondoff all applications]

Application status [Select one]:

(®) Start
) Stop

3 Inthe External Applicationsfield, select the name of the external
application. If you do not know the name, select External Application
and select List all on the Actions menu or on the toolbar.

4  IntheApplication Statusfield, click Start to start the external
application, or Stop to stop the external application.

END OF STEPS
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Reference
The status of an external application can be one of the following:

Starting — a request to start the external application has been
made.

Running — the external application has started and is still runr
after 10 seconds.

Stopping — a request to stop the external application has bee
made.

Stopped — all processes associated with the external applicat
have stopped.

Failed — the external application has failed repeatedly and is
longer being restarted.

In the United States, the external applications are designed ar
administered by the Technical Service Center. For more
information about external applications, call the National
Customer Care Center Call Center Helpline at 1-800-242-212.
For help outside the United States, contact your local Lucent
distributor or representative.

A standard or custom real-time report collects@eatreVu CMS
data that is sent to the external application. See “Task: running
printing, exiting, and restarting a report” for more information.

You can script the External Application Status window. See “Ta
automating your activities with scripting” for more information.

You can put the External Application Status window on a
timetable. See “Task: using timetables and shortcuts” for more
information.

O
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Allocating storage space

Overview

Prerequisites

Steps

Use these steps to specify how much data CentreVu CM S saves and
for how long. The amount of data and the length of time the dataiis
saved affects disk space, and is limited by your system configuration.
Data storage parameters areinitially set during installation.

Wait to begin a second modification

If you are in the process of modifying data, do not open another Data
Storage Allocation window to start another modification. Wait until the
first modification finishes. You could lose data tables by doing
simultaneous modifications.

Check free space

Check the amount of free space in the Free Space Allocation window
and determine where you can allocate space for data storage. This
window shows the amount of disk space that is available for use. The
valuesyou set in the Data Storage Allocation window affect the amount
of free space still available. See “Specifying hGentreVu CMS
stores data” in this task for more information.

Know your permission status

To view how space has been allocated, you need read permission
the CMS System Setup command. To change data storage allocat
you need write permission. See “Task: assigning user permissions
more information.

On the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

Select Operations | Data Storage Allocation.
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The Data Storage Allocation input window opens.

% Data Storage Allocation
Actionz  Edit Help

%] 4]

Warning: Print a copy of this window prior to modifying =
# of Days of Days of Weeksz of Months of

Data ltem: Items Intrahour Daily Weekly Monthly
Splitz/Skills [0-700) IW I? | 207 | 0 ||:|—
Agents l? |33? | 0 ID—
Trunk groups [0-366] 200 I? | 207 | 0 ID—
Trunks [0-2500] IW l? | 07 | 0 ||:|—

Call work codes [1-1699) 100 ||:|_ | 0 | 0 ||:|—
Vectors [0-999) 100 I? | 207 | 0 ||:|—

YDMN= [0-19700) 100 l? | 07 | 0 ID—

Shift 1 Times: |1 20T AM 2 |'I'I:EE| Ptd ~ Maximum agentz logged in: IW

Shift 2 Times: | Z | Maximum agents logged in: Ii

Shift 3 Times: | ! | M aximum agents logged in: Ii

Shift 4 Times: | ! | M aximum agents logged in: Ii

Total split/skill members, zummed over all splits/zkillz[0-7000]: IW —

Number of agent login/logout records [0-9369999]: 10000
Humber of agent trace records [0-470000]): |'IEIEIEIEI

Mumber of unmeasured trunk Facilities: |500 ﬂ
S5T10

Thiswindow shows the values set during installation: the maximum
number of splits/skills, agents, trunk groups, trunks, call work codes,
vectors, and VDNs for your system. You can allocate storage space for
those maximums or you can change those maximums to meet the needs
of your call center. You can also enter shift times (at least one) and the
number of agents for those shifts.

END OF STEPS
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The following steps include only the fields that need an explanation:

In the # of Itemsfield, type the number of items for splits/skills, trunk
groups, trunks, call work codes, vectors, and VDNs for which you want
space allocated.

In the Days of Daily field, type the number of days for which you want
daily datastored for splits/skills, agents, trunk groups, trunks, call work
codes, vectors, and VDNSs. If you type @, CentreVu CM S does not save
daily data. Each entry (split/skill, trunk group, etc.) can be different. To
store daily datafor a complete month, type 31

In the Weeks of Weekly field, type the number of weeks for which you
want weekly data stored for splits/skills, agents, trunk groups, trunks,
call work codes, vectors, and VDNs. Each entry (split/skill, trunk group,
etc.) can be different. If you type @, CentreVu CM S does not save
weekly data.

In the Months of Monthly field, type the number of months for which
you want monthly data stored for splits/skills, agents, trunk groups,
trunks, vectors, and VDNSs. Each entry (split/skill, trunk group, etc.) can
bedifferent. If youtype @, CentreVu CMSdoesnot save monthly data.

Inthe Shift 1 (2, 3, or 4) field, type the shift start and stop timesfor each
shift of agents (up to four shifts) for your ACD. Shifts can overlap.

If you specify ashift that starts before the data collection start time or
ends after the data collection stop time, you get an acknowledgment.

In the Maximum agents logged in field, type the maximum number of
agents logged in during the shift.

Inthefield for total split/skill members, summed over all splits/skills (O-
9,999), type the maximum number of measured split/skill members
summed over al splitg/skills.
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In the field for Number of Agent login/logout records (0-999,999), ty
the number of agent login/logout records you want to store. A recol
generated each time an agent logs in, one record per login/logout
session.

In the field for Number of agent trace records (0-500,000), type the
number of agent trace records for this ACD (not for all ACDs). To
calculate how many records you need, multiply the number of days
which you want to save this information times the number of agents
log in and out each day times the numbefimoes each agent logs out
each day.

In the field for Number of unmeasured trunk facilities, type the num
of unmeasured trunk facilities. Set this number high enough to han
the traffic expected over these unmeasured trunk facilities but not t
exceed the maximum number of trunks minus the number of meas
trunks.

In the field for Number of exceptions records (0—2,000), type the tc
number of exceptions (for example, agents, splits/skills, VDNS).

In the field for the Number of call records (0-5,000) or (0—999,999)
type the number of call records you want to store for this ACD. If y«
collect and report these records@entreVu CMS itself, this is the

number of records that are stored. The value can be from 0 to 5,0C

If you send the records to another computer for storage and analy:s
this is the amount of buffer space set aside to collect the records b
transmission to the other system. The value can be from 0 to 999¢
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When you are done changing field values, do one of the following:

*  Select Modify on the Actions menu or on the toolbar to accep
your changes.

. Select Exit on the Actions menu or on the toolbar to exit the
window without saving your changes.

END OF STEPS

Reference
Always:

*  Turn off data collection for all real ACDs. When the status line
reads “Successful,” you can turn data collection back on. For ¢
pseudo-ACD, data collection can be on when you change dat:
storage parameters.

* PutCentreVu CMS in single-user mode before you change da
storage parameters. If you log out while in single-user mode, \
must wait at least 10 seconds before logging in again.

Calculate storage needs: Data storage allocation needs vary amol
installations. Base youtentreVu CMS data needs on these criteria:

* Available disk space on your system configuration

*  Number of ACDs (real ACD and pseudo-ACDs)@entreVu
CMS

*  Size of the real ACDs and all pseudo-ACDs (number of agent:
trunks, etc.)

* Length of time for data to be stored (for example, 30 days ver:
100 days versus two years)

The historical database probably uses the most disk space. You ce
reduce the amount of historical data saved by using the Data Store
Allocation command.

Your CentreVu CMS reporting priorities also determine how you se
your data storage allocation.

The maximum amount of storage space for each data type (agent,
skill, trunk, trunk group, etc.) is limited by the amount of free space
available in that file system and the maximum storage needs.
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Assuming that free space is available, the maximum storage
capabilities are:

Intrahour storage: 62 days
Daily storage: five years (1,825 days)
Weekly/monthly storage: 10 years (520 weeks/120 months)

Understand implications

The length of the intrahour interval affects how much disk space is
needed to store the days of intrahour data. For example, if you set
intrahour interval to be 15 minutes, the amount of disk space require
four times larger than if you set your intrahour interval at 60 minute
for the same number of days of data.

The start time, stop time, weekly start day, and weekly stop day se
the Storage Intervals window also affect disk space.

Existing values and what they mean

The values in this field are calculated to include expected grov
For example, if space is allocated for three splits/skilttisplays
under the # of Items heading in the row corresponding to the
splits/skills data item.

Days of Intrahour: this field shows the number of days for whic
you are currently storing intrahour data. For example, if the De
of Intrahour field is set to store 31 days of intrahour data,
displays under the Days of Intrahour heading in the row
corresponding to the appropriate data item.

Days of Daily: this field shows the number of days for which yc
are currently storing daily data. For example, if the Days of Da
are set to store daily data for 387 dags, displays under the
Days of Daily heading in the row corresponding to the appropri
data item.

Weeks of Weekly: this window shows the number of weeks the
you are storing weekly data. For example, if you have the Wee
of Weekly currently set to store weekly data for 104 weeks, the
104 displays under the Weeks of Weekly heading in the row
corresponding to the appropriate data item.

Months of Monthly: these fields show the number of months fc
which you are storing monthly data. For example, if the Months
Monthly field is set to store monthly data for 60 monttis,
displays under the Months of Monthly heading in the row
corresponding to the appropriate data item.
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Shift 1 (2, 3, or 4)CentreVu CMS rounds shift times to the
nearest interval. For example, if you use 30-minute intervals a
set a shift from 8:15 to 5:18entreVu CMS assumes that this
shift is from 8:00 to 5:30.

Shifts must be at least one minute long.

You cannot set a shift from 8:00 a.m. to 8:00 a.m. for a 24-hou
shift; you must set 8:00 a.m. to 7:59 a.m. for a 24-hour shift.

This information is used CMS-wide.

Total split/skill members, summed over all splits/skills (0—9,99
the link betweerCentreVu CMS and the switch does not come L
if you assign more agent members to splits/skills than your
company has paid for.

On G3/ECS, you need to count extensions in multiple splits/sk
once for each split/skill in which they are members. On G3/EC
this represents the maximum number of split/skill members
measured or logged in at any one time. On G3/ECS without E
this represents the maximum split members. On G3/ECS with
EAS, this represents the maximum agent/skill pairs (skill
members) logged in.

Number of Agent login/logout records (0—-999,999): when you
change skills for an agent, a new record is generated if the age
logged in when the change occurs.

Number of unmeasured trunk facilities: an unmeasured facility
needed for all internal station to station calls and all calls that |
an unmeasure@entreVu CMS trunk group.

An unmeasured facility can be either an external trunk or an
internal (intercom) trunk. All call activity to or from measured
agents or measured splits/skills/VDNs uses either a measurec
trunk group or an unmeasured trunk facility.

Call Vectoring

If you do not have Call Vectoring or your switch does not support c
work codes, the fields corresponding to call work codes, vectors, a
VDNs are not displayed.

Maintenance

If you change the data storage allocation values, do a full backup o
historical data. See “Task: maintaini6igntreVu CMS” for more
information.
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Scripting
You can script the Data Allocation Status window and schedule the

script. See “Task: automating your activities with scripting” for more
information.

Timetable
You cannot put the Data Allocation Status window on a timetable.
Switch parameters

If you change the switch parameters usingsetup check the
parameters on the Data Allocation Status screenC8egeVu CMS
R3V8 Upgrades and Migration 585-210-913. (For example, enable
Call Vectoring means you need data storage space for VDNs and
vectors. Changing the release of the switch may change the numb
measured entities allowed and affect the storage allocation for eac
entity.)

Reports

The data storage values determine how much data is available for
running historical reports. For example, if you choose not to save
weekly and monthly data, weekly or monthly reports display no dat

Conversely setting a high limit for data storage allocation does not
guarantee that more than 1,000 call work code entries appear on th
work code report. Se€entreVu Supervisor Release 8 Reports 585-
215-851 for more information.

O
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Migrating CentreVu CMS data

Overview  Usethese stepsto migrate R2 CentreVu CMS dataresiding on a 3B2
computer to a current CentreVu CMS release.

R2 data items that can be migrated include:

*  Administration data (user permissions)
» Dictionary

e Custom reports

e Historical data

»  Forecast administration data

Use the R3 Migrate Data window to migrate 88ntreVu CMS data
from prior R3CentreVu CMS releases to current releases.

SEPS 10 MIGIALE R2 TAIA ..o seeeee e sseee e see e eessee et ees e eee e

1  From the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

2  Select Operations | R2 Migrate Data.
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The R2 Migrate Data input window opens.

Actionz  Edit Help

& »]| 4

Device name: |

Data type [Select one]:

(® administration, Dictionary, and Custom Feparts
' Histarical and Forecast Administration Data

Stop date: I El
Stop time: I 11:59 P

Status:

3  For information on using the R2 Migrate Data window, see CentreVu
CMS R2V8 Upgrades and Migration 585-215-856.

END OF STEPS

Steps to migrate R3 data

1  From the controller window, select Tools | CM S System Setup.

The CMS System Setup window opens.

2  Select Operations | R3 Migrate Data
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The R3 Migrate Data input window opens.

3 For information on using the R3 Migrate Data window, see CentreVu
CMS R2V8 Upgrades and Migration 585-215-856.

END OF STEPS
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Setting storage intervals

Overview  You can setal5-, 30-, or 60-minute storage interval for ACD data. This
allows you to choose the storage interval that best meets the needs of
your call center. You can also select the days of the week that begin and
end your call center’s week.

Storage intervals determine how often intrahour datais archived and at
which times. For example, if your call center’s hours change, you can
specify achange in the daily start time or daily stop time.

Steps

1  Onthe controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

2  Select Operations | Storage Intervals.
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The Storage Intervals input window opens.

!;'i Storage Intervals
Actions  Edit Help

Z| A

Intrahour interval [Select one]:

(15 minutes

(®): 30 minutes!
() BO minutes

Data summarizing time: [{2-35 Apd

Switch time zone offzet [-23 to +23]: |

Wweek start day Week stop day
[Select one]: [Select one]:
(8 Sunday () Sunday
) Monday ) Monday
() Tuesday () Tuesday
(1 'wednesday (C'wednesday
() Thursday () Thursday
() Friday () Friday
(1 S aturday (% Saturday

Daily start time: (1200 Apd
Daily stop time: ({159 Pt

Bizon3Gvpe

3 Toset thelength of your intrahour intervals, select: 15 minutes 30
minutes (default value) 60 minutes

4  Inthe Data Summarizing timefield, type the timein hh:mm a.m./p.m.
format or in the 24—hour clock (for example, 17:00). If a.m./p.m. is |
specified, the 24—hour clock (military time) is assumed.
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Use the following as a guide:

e The default daily summary time is 12:35 a.m. on the day
following the day the data was collected. Weekly summaries a
started on the day following the selected stop day. Monthly
summaries are started on the first day of the next month. For
example, January's monthly summary is done on the first day
February.

* To start data summarizing on the current day, set the summari
time 15 minutes after the daily stop time and before midnight.
CentreVu CMS uses the daily stop time plus 15 minutes (the |
interval is needed to complete archiving). The weekly summar
are then started two hours later, with the monthly summaries
following by four hours.

In the field for Switch time zone offset, type the adjustment needec
convert switch time to localentreVu CMS time. The value in this field
is 0 except when the ACD is in a different time zone fronCivetre Vu
CMS system.

For the Week start day field, select the check box next to the day o
week that begins your call center's week. When you request a wee
report, the start date must correspond to the day specified in this fi
You can select one day of the week; Sunday is the default.

Use the following as a guide:

» If the current week is defined as Monday through Friday and y
want to change it to Sunday through Saturday, if you make the
change between Monday and Friday, the week of the change
Monday through Saturday (the old start day, Monday, through
new stop day, Saturday).

* If you make the change on Saturday the old week is archived
Monday through Friday, and the new week is Sunday through
Saturday.

* If possible, make the change after the weekly archive, prefera
on a day when data is not normally collected (unless you colle
data for a seven-day week).

*  The week of the change has the data item INCOMPLETE set
indicate that this week's data is unusual because the definitior
what constitutes a week was changed.
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» If the start and stop day are the same day of the week, one da
worth of data is stored per week.

*  When you change the weekly start or stop day, the current we
can be one to 13 days long. You do not need to migrate the de
because of this change.

« Ifthe current start day is Sunday and the stop day is Saturday,
you change the stop day on Saturday morning to Friday, the
current week has 13 days in it. If the start day is Sunday and t
stop day is Saturday, and on Sunday you change the stop day
Sunday, the current week has only one day.

For Week stop day, select the check box next to the day of the weel
ends your call center's week. You can select one day of the week;
Saturday is the default. Data through the end of the stop day is inclt
in the weekly summary.

When you change the weekly start or stop day, the current week ce
one to 13 days long. (You do not need to migrate the data because
this change.) For example, if the current work day is Sunday and tt
stop day is Saturday, and on Saturday morning you change the sto
to Friday, the current week has 13 days. Or if the start day is Sund
and the stop day is Saturday, and on Sunday you change the stop
Sunday, the current week has only one day.

In the Daily start time field, type the time that data collection starts €
day. Use the hh:mm a.m./p.m. format or the 24-hour clock (for exam
17:00). The default is 12:00 a.m. (midnight).

Daily start time must be for the same calendar day as Daily stop ti

In the Daily stop time field, type the time that the data collection stc
each day. Use the hh:mm a.m./p.m. format or the 24-hour clock (fc
example, 17:00). The default is 11:59 p.m.

END OF STEPS
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Reference
Guidelines for setting storage intervals

A changein the intrahour interval does not take effect until the end of
the current intrahour interval, and existing historical datais
automatically migrated when you are changing to a longer intrahour
interval.

If the new intrahour report interval is 15 minutes, the existing 30- or
60-minute datais divided by two or four, respectively, with any
remainder falling in the last 15-minute interval. If the new intrahour
report interval is 60 minutes, two 30-minute intervals or four 15-minute
intervals are combined.

The Data Summarizing time field shows the time when the daily/
weekly/monthly summaries are done. The timeis displayed in the
hh:mm a.m./p.m. format.

The Switch time zone offset field helps ensure that all CentreVu CMS
date and time stamps use the same clock. For example, suppose that
CentreVu CMS runs on a machinein New York City and one of its
ACDsisin London. CentreVu CMS must collect all datain U.S.
Eastern time. Since New York is five hours behind London, you would
need to type -5 in this field for the London switch.

When you change the start or stop day for the week, data is archiv
from the old start day through the new stop day for the week in wh
the change was made.

If the start or stop time is extended, there are no records in the histc
database for the added hours before the time of the change.

If the start and stop day are the same day of the week, only one de
worth of data is stored per week.

Wait to begin a second modification

If you are in the process of modifying data, do not open another Sto
Intervals window to start another modification. Wait until the first
modification finishes. You could lose data tables by doing simultane
modifications.

Turn data collection back on

When the status line reads “Successful,” turn data collection back
and restoreCentreVu CMS to multi-user state. Turning data collectic
or CentreVu CMS back on before changing storage intervals is
finished may affect the accuracy of your data.
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It is time-consuming...

If you change your storage intervals, be aware that it is very time-
consuming to change storage intervals for all the data that is being
collected.

Allocate enough space

If you change storage intervals, you may need to adjust the location of
CentreVu CM Sfiles or reduce the length of time you store data. The
Free Space Allocation window shows the amount of free space
available on your CentreVu CMS. Asyou increase the number or
frequency of storage intervals, more storage space is needed.
Allocating data storage enables you to set aside additional space.

Is my data archived?

CentreVu CM S automatically archives your data, based on your
entries in the Storage I nterval s window.

Real-time reports
The intrahour interval you select also represents how long the current
intrahour interval lasts in real-time reports. Cumulative datais reset to

0 at the beginning of each intrahour interval. See “Task: running,
printing, exiting, and restarting a report” for more information.

Historical reports

When you request a weekly report, the date you set must correspo
the day of the week you set in the Week start day field in the Store
Intervals window. See “Task: running, printing, exiting, and restartin
report” for more information.

Maintenance

Before changing the storage-interval size or data collection times (
daily start or stop time), do a full backup of the historical data. Afte
you change the data storage-allocation parameters, do a full backt
the historical data. See “Task: maintaini@gntreVu CMS” for more
information.

Scripting

You can script the Storage Intervals window. See “Task: automatin
your activities with scripting” for more information.

Timetable

You cannot put the Storage Intervals window on a timetable.
]
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Viewing switch setup data

Overview

Prerequisites

Steps

Use these steps to view the switch setup values that were set during
installation:

Switch type

Switch release

PurchasedentreVu CMS release and version
CentreVu CMS load designation

Phantom abandon call timer

CentreVu CMS-administrable switch features (Call Vectoring,
Call Prompting, and EAS).

The Switch Setup window accepts only live ACDs in the ACD
field, not pseudo-ACD names or numbers.

When you select List all or Find one, the phantom abandon ca
timer value for the ACDs is displayed.

On the controller window, select Tools | CMS System Setup.

The CMS System Setup selector window opens.

Select Operations | Switch Setup.
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The Switch Setup input window opens.

% Switch Setup
Actionz  Edit Help

Z|a|PlEl Al

ACDs: I j @

Switch type:

Switch releaze:

Purchased CM5 releaze and version:
Centre¥u CM5 load:

Phantom abandon call imer [zeconds]:

Switch features:

| BizondEvpe

3 Inthe ACDsfield, type the names or numbers of the ACDs for which
you want information.

4 Review the following fields:

«  Switch type (such as DEFINITS
»  Switch release (such as G3V5, G3V6, or G3V8)

*  PurchasedentreVu CMS release and version (tentreVu
CMS release and version that was originally purchased)

e CentreVu CMS load (theCentreVu CMS load name, including
the field update section of the load number)

*  The phantom abandon call timer (the value of the phantom
abandon call timer—calls shorter in duration than the number c
seconds set here are counted as abandoned calls rather than
calls). This is useful in areas where the central office does not
provide disconnect supervision on trunks
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*  The switch features (shows the purchased DEFINITY ECS
features that affeaentreVu CMS data: Call Vectoring, Call
Prompting, and EAS)

B N D O S T e S ettt
To display an ACD name in the Switch Setup window, you must fir:
assign the name in the Dictionary. See “Task: naming your call cer
entities in the Dictionary” for more information.

O
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Lucent Technologies
Bell Labs Innovations

11  Task: maintaining CentreVu®
CMS

Purpose  Usethe procedures that follow to maintain CentreVu CMS.
Maintenance consists of routine tasks such as backing up data,
checking the status of the CentreVVu CM S connection to the switch,
and viewing the maintenance error 1og.

In thistask, you will find the following procedures:

*  Viewing ACD status

*  Viewing archiving status

*  Running a CMSADM file system backup

* Running a maintenance backup

* Assigning a name and description to a device
e Monitoring connection status

e Administering a printer

*  Running a restore

* Using the maintenance error log

Permissions  These permissions apply to maintainifgntreVu CMS. See “Task:
assigning user permissions” for more information.

*  To view the ACD Status window, you need read permission fol
the Maintenance command.
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To view the Archiving Status window, you need read permissic
for the Maintenance command.

To do any of the maintenance procedures, you need write
permission for the Maintenance command.

To list devices, you need read-only permission.

To view the Connection Status window, you need read permis:
for the Maintenance command.

To view printer administration, you need read permission for tt
Maintenance command.

To add, delete, or change printer administration, you need wri
permission for the Maintenance command.

To do any maintenance procedures, you need write permissiol
the Maintenance command.

To display the maintenance error log, you need read permissic
for the Maintenance command.

0
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Viewing ACD status

Overview  The ACD Status window displays information about the current ACD
selected in the window, including the number of splits or skills, agents
logged in, trunk groups, trunks, VDNS, vectors (if your company has
purchased Call Vectoring), and measured splits.

Steps

1  Onthe controller window, select Tools | Maintenance.

The Maintenance selector window opens.

2  Select Operations | ACD Status.
The ACD Status input window opens.
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If your switch does not have EAS, the ACD Status window looks like
this:

je ACD Status
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If your switch has EAS, the ACD Status window looks like this:
EIACD Status
Actions  Edit Help
& =] 3 A
ACD(s): | x| [E4
CHS iz measuring:
Skills:
Skill members in uze:
Trunk groups:
Trunks:
YD MNs:
Yectors:
Errors:
Bizon36vpe

END OF STEPS

Reference
For actions with EAS, note the following field descriptions:

Skills: skills measured bgentreVu CMS

Skill members in use: agent/skill pairs logged in at the time the
ACD Status window was open

Trunk groups: trunk groups measured@®sntreVu CMS

Trunks: trunks measured IgentreVu CMS; unmeasured trunks
are not included

VDNSs: VDNs measured on this ACD
Vectors: vectors available for use in the selected ACD
Errors: errors found
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For actions without EAS, note the following field descriptions

CentreVu CMS is measuring: the current value of each of the
following items

Splits: splits measured yentreVu CMS

Total split members: agent/split pairs logged in at the time the
ACD Status window was open

Trunk groups: trunk groups measured@sntreVu CMS

Trunks: trunks measured lggentreVu CMS; unmeasured trunks
are not included

VDNSs: VDNs measured on this ACD
Vectors: vectors available for use in the selected ACD

Measured splits: to change the number of measured splits in-
selected ACD, type a new value and select Translations from 1
Actions menu

Errors: errors found

Translations

When you select Translations on the Actions méantreVu
CMS requests a full set of translations if data collection for the
ACD is on. An Acknowledgment window indicates that data w
be lost during the translations pumpup. The Acknowledgment
window asks if you want to proceed.

If the link to the switch is not up when you request the
translations, the status line shows Failed and the error messa
listed in the Errors field.

Translations cannot be used for a pseudo-ACD since it has nc
connection to a switch.

If you select either Find one or List all on the Actions menu a
the ACD's link to the switch is down, the Errors field displays t
link status.

0
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Viewing archiving status

Overview  Usethese stepsto display the status, date, and time of the last archive
for interval, daily, weekly, and/or monthly data. Thisinformation can
help you decide when to turn off data collection or change your
archiving times without losing data.

SEEPS e

1  Onthe controller window, select Tools | Maintenance.

The Maintenance selector window opens.

2 Inthe ACD field, type or select the ACD for which you want to view
archiving status.

3  Select Operations | Archiving Status.

The Archiving Status input window opens.

&l Archiving Status Ed |

Actionz  Edit Help

=] A
ACD(s): | =l 4

Archiving type [Select any you wish]:
[+ Interval
v Daily
v Weekly
[+ HMonthly

4  Typethe ACD name or number for which you want to view archiving
status, or select the name or number from the drop-down list, or click the
Browse button.

5  Select the check box next to any archiving type you want to view.
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6  Toview thelast archiving status for interval daily, weekly, and/or
monthly data, select List al on the Actions menu.

The Archiving Status — List All window opens.

END OF STEPS

Reference
*  Archiving status indications can be any of the following:

— Finished means the last archive ran. See the maintenanc
error log to determine if it succeeded or failed.

— Running means the archive is currently running.

— Not run means an archive of this type (interval, daily, weel
or monthly) has never run for this ACD.

— Archive means thafentreVu CMS is storing your interval,
daily, weekly, and monthly data in the appropriate databa:
tables.

*  The Archiving Status - List All window displays the ACD name
or number, archiving type, status, date, and time of the last
archive.

* The date and the time fields show the date and time that the n
archive is scheduled for daily, weekly, and monthly archives. T
next scheduled time for interval archives is shown as a blank,
interval archiving always occurs at the beginning of the next
interval.

The field names mean the following:

e  Status: the archiving status of the ACD

* Date: the time the last archive completed for the ACD
* Time: the date the last archive completed for the ACD

. Next scheduled: the date and time of the next-scheduled archi
]
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Running a CM SADM file system backup

Overview

Steps

A backup copies the data stored on the CentreVu CM S computer to a
removable volume such as tape. Backups minimize the loss of data
caused by system failures or errors. Regular backups allow you to
recover data that would otherwise be lost.

Important! 1f you do not do backups and datais lost, you cannot
recover it.

The CMSADM backup consists of:

»  Solaris system files and programs

*  CentreVu CMS programs

*  Non-CMS data you put on the computer

CAUTION: the CMSADM backup alone does not save CMS
data. Therefore, for complete data recovery, both CMS and
maintenance backups are required.

For instructions on running a full maintenance backup, see “Runnir
maintenance backup” in this task.

To run the CMSADM file system backup:

At the system console, log in a0t and verify that the computer is in
multi-user mode.

In multi-user mode, type the following command at#t@ompt to
access th€entreVu CMS Administration menu:
cmsadm

The CentreVu CMS Administration menu opens. The menu items a
their descriptions are listed below:

1) acd_create: Define a new ACD

2) acd_remove: Remove all administration and data for an ACD
3) backup: File system backup

4) pkg_install: Install a feature package

5) pkg_remove: Remove a feature package
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6) run_pkg: Turn afeature package on or off

7) run_cms: Turn CentreVu CMS on or off

8) port_admin: Administer Modems, Terminals, and Printers
Enter choice (1-8) or q to quit.

3 Type3toseectthe backup option.

Depending on the configuration of your system, go to step 1 or 2,
bel ow.

1. If only onetape driveis available on the system, the program
responds with: P1ease insert the first cartridge tape
into [device name]. Press ENTER when ready or Del to
quit.

2. If more than onetape drive is available for use by the system, the
program will display output similar to the following example:

Select the tape drive:
1) [device name]
2) [device name]

Enter a tape drive selection from the displayed list. The program
responds:

Please insert the first cartridge tape into [device
name]. Press ENTER when ready or Del to quit.

4  Press Enter. The backup process begins. If more than onetapeis
required, the program displays the following message:
End of medium on “output.”

Please remove the current tape, number it, insert tape
number x, and press Enter.

If you receive the message displayed above, insert the next tape and
alow it to rewind. when it is properly positioned, press Enter.

5  When the backup is completed, the program response varies according
to the number of tapes used for the backup:
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If the number of tapesrequired is one, the system responds:
. XXXXXXX blocks

Tape Verification

XXXXXXX blocks

WARNING: A CMS Full Maintenance Backup in addition to
this cmsadm backup must be done to have a complete
pbackup of the system.

Please label the backup tape(s) with the date and the
current CMS version (r3v8xx.x)

If the number of tapes required is more than one, the system respc
. XXXXXXX blocks

Tape Verification

Insert the first tape

Press Return to proceed:

If you receive the message displayed above, insert the first tay
used in the backup and press Enter. Wait for the tape drive ligl
emitting diode (LED) to stop blinking before you remove the taj
When prompted, repeat this process for any additional tapes
generated by the backup process. When the final tape is verifi
the program displays the output shown above.

6 Save the tapes until a backup restore is performed.

Important!Label all tapes with the tape number and the date c
the backup. Set the tape write-protect switch to read-only.

END OF STEPS

Reference

Lucent Technologies provides two
cmsadm

file system backups:

* Abackup is done at the factory and shipped with yoemtre Vu
CMS. This backup is precautionary and is used during installa
if necessary.
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A backup is done when yo@entreVu CMS is provisioned. This
backup contains all the Solaris system files and programs and
CentreVu CMS configuration data that was done by provisionir

Labels for themsadm File system backup tapes are shipped wi
your CentreVu CMS. You should label the tapes appropriately
and store them in a secure area.

O
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Running a maintenance backup

Prerequisites

*  You must do a full backup before doing the first incremental
backup.

*  You should back up your system data when it has changed or
weekly basis.

Steps  To run a maintenance backup:

1  On the controller window, select Tools | Maintenance.

The Maintenance selector window opens.

2 Inthe ACD field, type or select the ACD for which you are running
maintenance backup.

Select Operations | Backup Data.
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3 The Backup Datainput window opens.

@ Backup Data =]
Actionz  Edit Help

5| @] »| 4]

Backups completed today: 1]

Status:

Errors:

Device name: |

Yenfy tape can be read after backup? : v

ACD[=] to back up:
(® Al ACD: ("' Current ACD
D ata to back up:
[v Local spstem administration data
[v CMS zyztem adminiztration data
[v ACD-zpecific administration data
[+ Historical data,
(® Fuil () Incremental
[ Mon-CHM5 data
[ Specihc tables

ST10

If you check the “verify backup” box, the system reads the data on
each volume after the tape is full (or the backup is complete) in
order to ensure the success of the backup procedure.

4 On the Backup Datainput window:
*  The Backups completed today field shows the number of back
completed for the current day.

* The Status field shows the status of the current or most recen
backup and what is currently being backed up.

e The Errors field shows any errors found in the backup.
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5 IntheDevice namefield, typethe device namefrom which/to which you
are loading the data.

To see alist of device names and attributes, select List device.

Thisfield may default to the device specified during installation; you
can accept the default device name.

6  Select the Verify tape can be read after backup field, check box to
reguest that the data be reread; this ensures that the data has been stored

properly.

While the data is being reread, a Verifying message displays on the
status line. If there isno datato be reread or if verification fails, error
messages are displayed on the status or error lines. Restart the backup
using a different volume from the one that failed.

7 Under ACD(s) to back up, select one of the following check boxes:

» Al ACDs — data backup for each ACD on tGentreVu CMS
system except pseudo-ACDs.

e Current ACD — data backup for the current ACD on the
CentreVu CMS system.

Note: the All ACDs and Current ACD buttons only apply to
Historical Data.

8 Under Data to back up, select the following check boxes for the type
data you want to back up.

* Local administration data includes ACD setup files which are
common to all ACDs, and printer administration data. This dat:
server-specific, and should not be restored to a different CMS
server other than the one from which it was obtained.

 CMS System administration data includes user permissions al
feature access permissions, Main Menu additional data, timete
printer administration, default values and color choices, and
custom report definitions (not the data associated with custom
reports).
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ACD-specific administration data: includes Forecast data (if th
feature is active), call work code administration data, VDN
administration data, data storage allocation data, exception
administration data, agent trace data (historical list of agents
traced), and ACD-specific Dictionary names.

Full: includes data for all the time periods in the historical
database. You must do a full backup before the first increment
backup. It is recommended that you periodically (for example,
once a week) do a full backup of your system.

Incremental: includes th€entreVu CMS data recorded since th
last backup (incremental or full) was completed. Only the
historical data can be stored incrementally; administration datz
stored in full.

Non-CMS data: includes all data from INFORMIX tables with
names that start with . The table definitions for non-CMS
INFORMIX tables are not backed up; instead, use a CMSADNM
backup.

When you select Specific tables , choose Select tables on the
Actions menu. [If you select Specific tables to back up, you
cannot make any other selection (for example, ACD-specific
administration data) in the Data to back up field.]

A secondary window, the Select Tables window, opens.

On the Select Tables window, the Table name field shows the
name of the INFORMIX table and the Description field shows t
type of data in the INFORMIX table. Select the check boxes fc
the tables you want to back up.

END OF STEPS

Reference

Maintenance backup

Backups run in the background. You can exit the Backup Dat:
window without affecting the background backup. But you shot
periodically check for any errors or for the prompt to mounta n
volume.

Running backups while doing archiving may cause performan
problems. For best performance, run backups either after
archiving completes or before archiving begins.

See Task Reference in this task for more information on backt
strategy.
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Timetables for full and incremental backups are already create

While running a normal backup, you could receive any of these
messages:

CentreVu CMS cannot access the specified device. Enter a ne
device name.

The volume mounted is bad (corrupt). Mount a new volume.
A volume tape is not mounted in the drive. Mount a volume.

The volume mounted contai@entreVu CMS data that you
might not want to overwrite. Mount a different volume if you dc
not want to overwrite the data on the volume in the drive.

The volume mounted is the last backup volume. You have to
mount a different volumeCentreVu CMS does not let you
overwrite your last backup

(Note that you cannot overwrite your last backup unless you di
CentreVu CMS to do so.

The volume mounted has errors. You are asked to mount anot
volume.

A table cannot be backed up. You are asked if you want to skip
table and continue or cancel the backup.

After you back up the INFORMIX tables, you can: send monthly de
to another location, then restore that data to a pseudo-ACD, and ¢
specific reports for your upper management.

O
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Assigning a name and description to adevice

Overview  Usethese stepsto assign a name and description to afull path name for
adevice. The device nameis used for data backup, data migration, data
restore, and for loading a pseudo-ACD.

Sl S ettt ettt

1  From the controller window, select Tools | Maintenance.

The Maintenance window opens.

2 Inthe ACD field, type or select the ACD for which you want to assign
device names.

3 Select Operations | Backup/Restore Devices Status.

The Backup/Restore Devices input window opens.

&1 Backup/Restore Devices [ _ =]
Actionz  Edit Help

82|35 2|alPle

Device name: |

=i

Path: |

Description: |

Device type:

(8 SCSI cartridge tape - 150 MB
(") SCSI cartridge tape - 2.5 GB
(") SC5I cartridge tape - 5 GB
(") SCSI cartridge tape - 4-8 GB
(") SCSI cartridge tape - 14 GB
(") SCSI cartridge tape - 40 GB

4 Inthe Device Namefield, type the name of the device from which/to
which you are loading the data. For example, to name your storage
device ddrivel, type ddrivel asthe device name.
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5 InthePathfield, typethefull Solaris system path to access the specified
storage device (for example, /dev/rmt/@c).

The Solaris system devices are described in your Solaris system
administrator’s guide.

6 IntheDescriptionfield, type adescription to identify the location or use
of the storage device. For example, tape drive B in computer room
221.

7 Under Devicetype, select the check box for the appropriate device type:

SCSl cartridge tape - 150 MB

SCSl cartridge tape - 2.5 GB

SCSl cartridge tape - 5 GB

SCSI cartridge tape - 4 — 8 GB
SCSI cartridge tape - 14 GB
SCSiI cartridge tape - 20 - 40 GB

Choose the right capacity for your SCSI tape drive so that the num
of tapes estimated for a full backup is accurate. (Choosing the inco
capacity does not affect the backup or restore operation, or the tap
capacity.)

END OF STEPS

Reference
The List device command from the Backup Data and Restore Dats

windows displays the device names and attributes you assign in th
Backup/Restore Devices window.

You must complete the Backup/Restore Devices window to assign
name and description to a full path name for a device.

O
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Monitoring connection status

Overview  You can monitor the data link between the CentreVu CM S processor
and the switch. You can aso view the current status of the application,
session, and connection layers of the link between the switch and
CentreVu CMS.

Steps  Toview the datalink:

1  From the controller window, select Tools | Maintenance.

The Maintenance window opens.
2  Select Operations | Connection Status.

The Connection Status input window opens.

&1 Connection Status E3 |

Actionz  Edit Help

ksl ledl=
ACD(s): | =l 4

Application:

Seszzion:
Connection:
Date/Time:
Errors:

3 Inthe ACD(s) field, type or select the number or name of the ACD you
want, or click the Browse button. You must complete thisfield to view
the datalink.

END OF STEPS
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Reference: Application field

The Application field shows status for the application layer of the link
between the switch and CentreVu CMS. Possible status messages for
the Application field are:

waiting session

The application layer is inactive. This is the state of the
application layer when the system is first powered on.

transTation pumpup

The CentreVu CMS processor is receiving translations from th
switch. Translations are needed entreVu CMS to correctly
track the ACD calls coming from the switch.

data transfer
The application layer can receive and transmit data successfu
not collecting data

Data collection has been turned off from the Data Collection
window.

CMS System Setup

The link has been taken down. To resume data collection, turn
data collection from the Data Collection window

busied out (switch)

The link between th€entreVu CMS processor and the switch
has been busied out from the switch side, usually to change sv
translations.

Reference: Session field
The Session field shows status for the session layer of the link betv

the switch and th€entreVu CMS. Possible status messages for the
Session field are:

quiescent

The session layer is inactive. This is the state of the session |z
when the system is first powered on.

waiting acceptance

The session layer is waiting for the connection layer to becom
operational and for the remote session layer to accept the ses

data transfer

The session layer can now transmit and receive data from the
switch.
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Reference: Connection field

The Connection field shows status for the connection layer of the link
between the switch and CentreVu CMS. Possible status messages for
the Connection field are:

. quiescent

Indicates that the connection is inactive. This is the state of the
connection when the system is first powered on.

. out of order

Something is wrong with the connection to the switch; for
example, the cable is not connected between the switch and t
CentreVu CMS processor.

. operational

The connection can transmit information physically between tt
switch and theCentreVu CMS processor.
. waiting session accept

The link is down.

Reference: Date/Time field

Displays the date/time for this ACD, unless the link to the ACD is
down whenCentreVu CMS is brought up. I€entreVu CMS is
brought up and the link to the ACD is dowentreVu CMS uses the
Solaris system time until the link is reestablished.

Reference: Errors field
Displays any errors found.
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Administering a printer

Overview

Prerequisites

Steps

Use these steps to assign a name, description, and some optionsto a
printer. The printer is then known by CentreVu CMS and can be used
by terminals for printing CentreVu CMS reports or windows. For
CentreVu Supervisor users, the printer is directly connected to your
PC or available to you viayour LAN.

» Before you can add or change the name for a printer that is us
a CentreVu CMS printer, you must administer it in the Solaris
system. If you have a Sun platform, Seeminals, Printers, and
Modems 585-215-874, for guidelines and procedures for
printer installation.

*  TheCentreVu CMS printer name must be uniqgue when you adi
new printer, but the same physical printer can have multiple na
and options.

From the controller window, select Tools | Maintenance.

The Maintenance selector window opens.

In the ACD field, type or select the ACD for which you want to
administer a printer.

Select Operations | Printer Administration.



Task: maintaining CentreVu® CMS CentreVu CMS Administration

Administering a printer 11-24

The Printer Administration input window opens.

@ Printer Administration
Actionz  Edit Help

||| 2|al~lE]l A

CM5 printer name: |

LP printer name: |

Description: |

IBM graphics characters: [
Lines per page: ||3|3

Print type:

® Mormal
() Other, |

Banners: [

4  Inthe CMS printer namefield, type a unique name for this printer. To
change the CentreVu CMS printer name, you must first delete the
printer name and then add a new name. You cannot change thisfield by
selecting Modify onthe Actionsmenu. If you try to use Modify, you will
get an error message.

5 IntheLPprinter namefield, typethe LP ( Solaris system printer) printer
name that corresponds to the CM S printer name. This printer must be
administered in the Solaris system before you can add or change the
CMS printer name.

6 Inthe Description field, type a description of the printer — for examy
the printer's physical location.

7 Inthe IBM graphics characters field, select the check box if your prir
has IBM graphics characters. Leave the check box blank if your pri
does not have IBM graphics characters.
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In the Lines per page field, type the number of lines that fit on a page.
The default is 66 lines. Reports are formatted to correspond to the value
of thisfield.

Under Print type, select the check box next to Normal or Other. The
default isNormal. If you select Other, you can specify aprint type such
aspica, elite, or compressed.

In the Bannersfield, select the check box if you want banners. A banner
Is asheet of paper that separates two printer jobs.

END OF STEPS

Reference

All jobs initiated fromCentreVu CMS go to the default printer
unless another printer is specified.

If print jobs are sent to a printer that is no longer administered,
jobs print on the system default printer and an error is logged
the customer Error Log.

If you try to Delete a printer name that is assigned to users, yot
an acknowledgment asking if you still want to delete the printe
Print jobs are sent to the system default printer if you delete th
printer.

SeeTerminals, Printers, and Modems585-215-874 for more
information.

The CentreVu CMS printer name can be used by terminals as
default printer in the Destination field on any historical reports.

For CentreVu Supervisor users, the printer used is the printer
directly connected to your PC or available to you via your LAN

O
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Use these stepsto restore CentreVu CM S data that has been lost dueto

system failure, disk crashes, or power outages. You can restore all

CentreVu CM S data files that you have previously backed up. From

the Restore Data window, you can:

* Do an automatic restore from the last backup (the normal mett
or you can do a manual restore

» Use automatic restore to restore@ntreVu CMS data files
from your last backup

* Use manual restore to restore spedifentreVu CMS data files

You must back up data before you can restore data. For this reaso
to ensure the safety of your data, you should run complete backup
your system often.

From the controller window, select Tools | Maintenance | Restore L
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The Restore Data input window opens. The Status field shows the
status of the current or most recent restore; the Errors field shows any
errors found in the restore.

@ Restore Data M=
Actionz  Edit Help

@ ©f »| A

Status:

Errors:

Device name: |default

Hestore from last backup: [

Restore historical data from:

Start date: li E Start time: li
Stop date: @ Stop time:

ACD[=] to restore:
() A ACDs () Current ACD

Data to restore:
[+ Local system administration data
[ CHM5 sysztem administration data
[v ACD-specihic admimsztration data
[+ Hisztorical data
[+ Hon-CM5S data
[ Specific tables

2  Inthe Device name field, type the name of the device from which/to
which you are restoring data.

If thisfield defaults to the device named during installation, you can
accept the default.

3 Foranautomatic restore: select the Restore from last backup check box
and run the restore. For a manual restore: |eave the check box blank.

4  For amanual restore: closethe Restore Datainput window and return to
the Maintenance window. Select Operations | Restore Data — Sele
Tables.

The Select Tables input window opens.
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Inthe Tablesto restore field, select the check boxes for the INFORM I X
tables for which you want to restore data.

The table name field shows the designated name of the
INFORMIX table.

The Description field shows the type of data in the INFORMIX
table.

END OF STEPS

Reference

During an (automatic) restore, you may get an error message for al
these reasons:

CentreVu CMS cannot access the specified device.

CentreVu CMS cannot read the volume.

The tape is not &entreVu CMS backup tape.

The mounted volume is not compatible with the current databe

CentreVu CMS cannot read the current volume. You are asket
you want to continue with another volume.

CentreVu CMS cannot restore tables. You are asked if you wa
to skip these tables, and to continue or stop.

At the end of every restored volume, you see how many tables hav
been fully or partially restored.

To run a manual restore:

From the controller window, select Maintenance | Restore Data.
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The Restore Data input window opens. The Status field shows the
status of the current or most recent restore; the Errors field shows any
errors found in the restore.

@ Restore Data M=
Actionz  Edit Help

@ ©f »| A

Status:

Errors:

Device name: |default

Hestore from last backup: [

Restore historical data from:

Start date: li E Start time: li
Stop date: @ Stop time:

ACD[=] to restore:
() A ACDs () Current ACD

Data to restore:
[+ Local system administration data
[ CHM5 sysztem administration data
[v ACD-specihic admimsztration data
[+ Hisztorical data
[+ Hon-CM5S data
[ Specific tables

2  Inthe Device name field, type the name of the device from which/to
which you are restoring data.

If thisfield defaults to the device named during installation, you can
accept the default.

3 Under Restore from last backup, select the check box for an automatic
restore or leave the check box blank for a manual restore.
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digit year.

@Hestnre Data
Actionz  Edit Help

@[A| o] »| &)

Status:

Errors:

Device name: |defau|t

Restore from last backup: [

Hestore hiztorical data from:

CentreVu CMS Administration
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I 1] E3

Start date: Ii @ Start time: Ii
Stop date: E Stop time:

ACD([=] to restore:
(o) &) ACDs (1 Current ACD

Data to restore:
[+ Local system admimiztrabion data
[v CMS system administration data
[+ ACD-gpecific administration data
[v Historical data
[ Mon-CM5 data
[ Specific tables

5T13

END OF STEPS
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Using the maintenance error log

Overview  The maintenance error log helps you (and Lucent Services) resolve
system problems. Thislog displays a chronological list of warnings,
information, and errors detected by CentreVu CMS. To reach Lucent
Services, call the Lucent Technologies National Customer Care Center
at 800 242-2121.

The maintenance error log can contain up to 500 entries. When it
reaches 500 records, the log rolls over. The oldest record is overwritten
by the newest record.

The log displays the entries in a reverse time order (the most recent
entry is displayed first). You can search on an error code or severity
level.

Steps

1  From the controller window, select Tools | Maintenance.

The Maintenance selector window opens.

2  Select Operations | Maintenance.

The Maintenance Error Log input window opens.

#%. Maintenance Ermor Log

— Inputs
ACD: [T
Ermor codes: | |
Severnties: I.ﬁ.IISeverities j
Dates:l j @
— Destination
& View Bepart on Screen
" Print Repart on: | dlops3 @I
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3 Inthe ACD field, type or select the name or number of the ACD for
which you want to view the maintenance error log.

4 IntheError codesfield, type unique identifiers for each error. This
allows you to refer to a specific error when dealing with Call Center
Services personnel or your own departmental personnel. Thisfieldis
used to filter the output so you can create areport with only those errors
you need. If you leave the field blank, all errors are displayed.

5 Inthe Severity field, select the severity of the error for which you want
to create areport:

ALARM could cause the system to crash or fail. You must wor
with Lucent Services to avoid the possibility of system failure.

ERROR needs immediate action — for example, a backup ma
not be working properly.

INFO does not need immediate action but is listed either to let
know that some aspect of the system is not operating correctly
to indicate the status of an operation—for example, “Successf

6 Inthe Dates field, type or select the dates for which you want to rur
report or click the Browse button. Use the MM/DD/YY format to typ
the dates.

7  Under Destination, select the View Report on Screen check box or
Print Report on check box.

END OF STEPS

Reference

If CentreVu CMS is down when a data summarizing timetable
a script is scheduled to run, an error message directs you to d
manual archive from the Data Summarizing window.

The results of daily, weekly, and monthly data summaries are
written to the maintenance error log. You can use the log to se
when the summaries ran and whether or not they were succes
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You can use the maintenance error log to get the status of the
Forecast manager.

You can use the maintenance error log to get the status of bac
and/or archiving that completed without a Backup/Archiving
Status window open.
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Maintenance error codes and related messages are listed by error code
number. Each message is followed by a explanation of why the error
occurred and how to fix it:

Error
code

500

505

505

505

M essage/reason/action

UNIX error on OPEN, file:

Reason — This error is logged when a <save> has been dc
on a timetable and the timetable is unable to write the
changes.

UNIX error on WRITE, file: File system may be
out of space.

Reason — The Set dest destination was a file, but the file
could not be written completely.

Action — Delete files that are not needed from disk (or cop
to tape and then delete). Call Services.

UNIX error on WRITE, file: SIGPIPE signal
caught during printing, print request 1is
incomplete or failed.

Reason — Could not print a file. UNIX probably does not
have a default system line printer assigned, and the user
probably does not have@entreVu CMS default printer
assigned.

Action — Assign a default printer to the user through User
Permissions.

UNIX error on WRITE, file: 1p. The user may
have no default printer assigned and the UNIX
system administration for a default system line
printer has not been done.

Reason — Could not print a file. UNIX probably does not
have a default system line printer assigned, and the user
probably does not have@entreVu CMS default printer
assigned.

Action — Assign a default printer to the user through User
Permissions.
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Use the information that follows to develop a backup strategy
appropriate to your call center.

Kinds of backups

» CMSADM: backs up Solaris system files and programs,
CentreVu CMS programs, non-CMS data

* Maintenance: backs upentreVu CMS database tables, includini
historical data, Dictionary data, and permissions data;
maintenance backups can be full, incremental, or complex

*  Caution: running a CMSADM backup alone does not save date
you must follow the CMSADM backup with a full maintenance
backup.

Frequency of backups Base the frequency of your backups on the
amount of data your call center is willing to lose in case of catastroj
failure. In addition:

»  Back up theCentreVu CMS historical data for each ACD after
CentreVu CMS s first installed and tested.

*  Back up system data weekly or when it has changed.

Managing the tapes Supply, secure storage, and labeling are key t
ensuring that if you need to restore data, you can do it quickly and
accurately.

* Keep enough tapes on hand to rotate them so that several tap:
available at all times. For example, if you do daily backups, ke
seven tapes in stock and recycle them weekly (use a new tape
each day of the week and repeat each weekly sequence.)

»  Store tapes in a safe, secure area.
]
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Reference: full backup

Purpose A full backup includes all the datain the CentreVu CM S database
tables (historical data, dictionary, permissions, etc.). It is strongly
recommended that you do afull backup at least weekly. If the backup
does not fit on one tape, you are prompted for another tape when
needed.

Allocate tapes  You can use many backup combinations to preserve your data. In the
following example, the call center does a full backup twice a week.

Thisis how tapes are allocated for the backups:

Backup type Day Regular tapes Extratapes
Full Wednesday 2 (Set 1) 2(Setl)
Full Saturday 2 (Set 2) 2 (Set2)

Set up aschedule  The next example shows how the tapes that were allocated for a twice-
weekly, full backup are rotated over atwo-week period. Notice that
extra tapes alternate with regular tapes from week to week so the same

tapes are not used every time.

Week 1l Mon Tues Wed Thurs  Fri Sat Sun
Full backup Full backup
(Use regular tapes (Useregular tapes
from Set 1) from Set 2)

Week2 Mon  Tues Wed Thurs  Fri Sat Sun
Full backup Full backup
(Use extratapes (Use extra tapes
from Set 1) from Set 2)
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Reference: incremental backup

Purpose  Anincrementa backup includes new CentreVu CMS historical data
since the previous full or incremental backup. Incremental backups
may be a more efficient and |ess time-consuming way to back up your
CentreVu CM S datawhen afull maintenance backup needs more than
one tape. But note that you must run afull backup before your first
incremental backup.

Allocate tapes It isstrongly recommended that you have an appropriate number of
extra tapes to rotate your tapes each week. In the following example,
you need two sets of four tapes so you can rotate the set of tapes
between the full backup and the incremental backups.

In this example, time constraints and personnel prevent the call center
from doing afull backup more than once a week, but the call center
wants to preserve the data in between full backups with incremental

backups during the week.
Backup type Day Regular tapes = Extratapes
Full Saturday 2 2

The full backup contains all the
CentreVu CMS data.

Incremental Tuesday 1(Setl) 1(Setl)

The Tuesday incremental backup
contains al the new data since the
Saturday backup.

Incremental Thursday 1(Set?2) 1(Set2)

The Thursday incremental backup
contains al the new data since the
Tuesday backup.
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The next table shows how the tapes that were allocated for full and

incremental backups are rotated over a two-week period. Notice that
the extra tapes alternate with regular tapes from week to week so the
same tapes are not used every time.

Week 1

Week 2

Tues

Incremental

Usetape 1

Setl

Tues

Incrementad

Usetape 1

Set 2

Thurs

Incremental

Usetape 2

Set 1
Thurs

Incrementad

Usetape 2

Set 2

Sat

Full

Usetape 3

Set 2 (2 tapes)
Sat

Full

Usetape 3

Set 2 (2 tapes)
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Reference: complex backup

Purpose  You may need a different combination of incremental and full backups
to meet the needs of your call center. Thisis called acomplex backup.
Use at least two sets of backup tapes when running a complex backup.

Important! If at any time an incremental tape is damaged, run afull
backup immediately. If an incremental backup fails, fix the failure and
run another incremental backup.

Allocate tapes  Inthe next example, the call center does afull backup only every two
weeks on a Saturday, with incremental backups done Monday through
Friday. A full backup could need more than three tapes.

Backup type Day Tapesneeded = Extratapes
Full Saturday 3 3

The full backup contains all the CentreVu

CMS data.
Incremental Monday ltapeforSet1l 2

The Monday incremental backup containsall 1 tape for Set 2
new data since the Saturday backup, including

Sunday’s and Monday’s data (backup ran at 1

AM Tuesday morning).

Incremental Tuesday ltapeforSetl 2
The Tuesday incremental backup containsall 1 tape for Set 2
new data since the Monday backup.

Incremental Wednesday ltapeforSet1l 2
The Wednesday incremental backup contains 1 tape for Set 2
all new data since the Tuesday backup.

Incremental Thursday ltapeforSetl 2
The Thursday incremental backup containsall = 1 tape for Set 2
new data since the Wednesday backup.

Incremental Friday ltapeforSetl 2

The Friday incremental backup contains all 1 tapefor Set 2
new data since the Thursday backup.
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The next table shows how the tapes that were allocated for complex
backups are rotated over atwo-week period. Notice that the extra tapes
alternate with regular tapes from week to week so the same tapes are

not used every time.

Week 1

Monday

Incremental

Usetape 1 from Set 1
Tuesday

Incremental

Use tape 2 from Set 1
Wednesday
Incremental

Use tape 3 from Set 1
Thursday

Incremental

Use tape 4 from Set 1
Friday

Incremental

Usetape 5 from Set 1

Saturday

Sunday

Week 2

Monday
Incremental
Use tape 1 from Set 2

Tuesday

Incremental

Use tape 2 from Set 2
Wednesday
Incremental

Use tape 3 from Set 2
Thursday

Incremental

Use tape 4 from Set 2
Friday

Incremental

Use tape 5 from Set 2
Saturday

Full

Use 3 tapesfrom Set 3

Sunday
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Reference: recovery kit

Purpose  The recovery kit consists of the backup mediathat the Lucent Services
organization needs to restore service to your system when problems
occur.

How to use the recovery kit Store thiskit in a secure location to minimize the time your systemis
out of service.

Note the contents of the kit:

* Latestcmsadnm file system backup tapes (before and after an
upgrade or the routinely rurtmsadm backup)

e Latest full maintenance backup tapes, plus all incremental bac
tapes since the latest full backup

» Patching CDs and tapes.

Software shipped with A number of software packages are shipped with @aurtreVu CMS.
CentreVu CMS |t js recommended that you store this software with the recovery ki

CMS requires the following software packages (optional packages
noted):

e Solaris7 operating system (Hardware: 3/99 version)
e Sun Validation Test Suite (VTS) 3.1

*  High-Speed serial Interface/Sbus (HSI/S) (required only for St
SPARCserver or Enterprise systems that have an HSI/S card)

* High-Speed Serial Interface/PCI (HSI/P) (required only for Sur
Ultra 5 systems that have an HSI/P card)

»  Serial Asynchronous Interface/PSI (SAI/P) drivers (required ol
for Sun Ultra 5 systems that have an SAI/P card)

* Aurora Ports Card drivers (required only for Sun SPARCserve
systems that have an SBus multiport card)

* Bay Networks Annex R10.0B (required only for systems using
Network Terminal Server [NTS])

»  Solstice for Server Connect X.25 Version 9.1 drivers (required
only for systems using an X.25 link to a switch)

 INFORMIX
—  Structured Query Language (SQL) 7.20 (optional)
— Standard Engine (SE) 7.22
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— Runtime Enhanced SQL (ESQL) 9.14

— International Language Supplement (ILS) 2.11

Solaris 4.2 (contained on the Solaris Easy Access Server 2.0
Solaris patches

CMS Supplemental Services

CMS Software

CMS patches

CMS Open Database Connectivity (ODBC) (optional)

Visual Vectors Server software (optional)
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Reference: labeling the backup volume

Purpose

Backup information format

After a successful backup, the computer automatically labels your
backup volumes. In addition:

0001
0002
0003

CentreVu CMS provides the backup information in the final
Acknowledgment window or, if the backup was scheduled on :
timetable, in the maintenance error log.

The Acknowledgment window tells you when a backup can wi
to any tape (except tapes used in the most recent backup).

You should have the appropriate number of tapes for the back
When you run a manual backup (not from a timetable), you ge
acknowledgment in the Back Up Data window that tells you th
number of tapes needed for a full backup. (Incremental backu
should fit on one tape so no estimate is needed.)

Backup tapes can wear out. Be sure to refresh your supply of
backup tapes at appropriate intervals. For more information, s
the documentation that came with your backup tapes.

CMS-NNNNNN-NN-LLLL-NN-L-NN

| [ A
12 3 4 56 7
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How to interpret backup  Decode backup information as follows.

information

Part # Code

1 CMS

2 NNNNNN
NN
LLL

5 NN

6 L
NN

Meaning
System name

Year, month and day of the backup, in the
form yymmdd

Number of backups for this day
Type of data backed up:

e A for both ACD-specific administration
data and historical data

e Cfor custom data

e Hfor historical data

e L forlocal system administration data

* M for ACD-specific administration data
e Sfor CMS system data

e X for no backup

In the second position, an “S” appeatrs if
system data was backed up or an “X” display
if system data was not backed up.

An “L” appears if local system is backed up.

In the third position, an “H", “M”, “ A", or
“X” displays.

In the fourth position, a “C” or “X” displays.

Any combination of letters identifying the
type of backup may display.

Number of the ACD (00 means All ACDs
was selected on the Back Up window)

Backup mode (F for Full, | for Incremental)

The tape number in the backup series (for thi
backup only)
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Reference: results of daily, weekly, and monthly data summaries

Theresults of daily, weekly, and monthly data summaries are written to
the maintenance error log. You can use the log to see when the
summaries ran and whether or not they were successful.
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12  Task: learning and using Solaris

Purpose

In thistask you will find the following procedures:

Logging into Solaris

Using Solaris

Viewing a Solaris system file

Changing a user's password

Returning toCentreVu® CMS
Administering a printer

Stopping or starting the Scheduler utility
Restore files in Solaris

CentreVu Call Management System (CMS) interfaces with the Sole
system and uses several Solaris system utilities to communicate w
terminals and printers, to log errors, and to run operations. The ste
that follow tell you how to use Solaris operating system commands

O
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Logging into Solaris

Prerequisites  Note the following:

e Caution: Be careful when accessing the Solaris system and
running Solaris system commands. Damage can result to
CentreVu CMS if you use the Solaris system commands
incorrectly. Before you run any Solaris system command, be s
you know what effect it will have.

* To do some of the Solaris system procedures, you need to kne
the root password for your system.

Steps  To access Solaris:

1 Access Solaris by logging in asot at any terminal. When you log in
asroot, your cursor is at the # prompt.

END OF STEPS
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From CentreVu CMS, highlight the COMMANDS SLK.

Note: some commands require aroot login. See the remainder of this
task for specifics.

The Commands menu opens.

Highlight UNIX and press ENTER.

The screen clears and a $ prompt displays.
Sincethisis not aroot login, some commands are not available.

When you have finished working in the system, type exi t at the prompt
and press ENTER.

You return to your current open window in CentreVu CMS.

END OF STEPS
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Viewing a Solaris system file

Prerequisites  Note that the pg command displays Solaris system file data one
terminal screen at atime.

Steps  Toview asystem file:

1 From CentreVu CMS, highlight the COMMANDS SLK.

The Commands window opens.

2 Highlight UNIX and press ENTER.

The screen clears and a $ prompt displays.

3  Atthes prompt, typethefollowing commandtoview a CentreVuCMS
historical report sent to afile:

pg <filename>

The <filename> isthe name you typed for the file specified as the
report destination. This command shows you the file, one page
(terminal screen) at atime.

END OF STEPS
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Changing a user’s password

1 From CentreVu CMS, highlight the COMMANDS SLK.

The Commands window opens.

2 Highlight UNIX and press ENTER.

The screen clears and a $ prompt displays.

5 Atthe# prompt, type passwd <userid>, thentypetheID of the user
who forgot the password.

7  Atthe# prompt, type passwd -f <userid> Thismeansthat the user
must type a new password the next time he or she logsinto CentreVu
CMS.

END OF STEPS
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Returning to CentreVu CMS

1 Type exit andpressENTER.

The screen clears and a $ prompt displays.

2 Agan, Type exit and pressENTER.

The screen clears and the CentreVu CM S prompt displays, returning
you to your current open window in CentreVu CMS.

END OF STEPS
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Administering a printer

Overview

Prerequisites

Steps

Using the CentreVu Supervisor interface, you can administer a printer
for each PC. The information that follows does not apply to printers
directly connected to the PC or to the PC viathe LAN.

* If a printer jams and the print requests are no longer in queue,
must resubmit the print requests that did not print. If the print
request is still in queue after you fix the printer, the job prints. Y
may need to resubmit the print request that was printing when
printer jammed.

» If the printer runs out of paper during a print job, you must
reenable the printer after you add the paper.

*  You can only cancel your own print job.

To administer a printer:

From CentreVu CMS, select the COMMANDS SLK.

The Commands window opens.

PresseNTER.

The screen clears and @prompt displays.

To check the status of the print spooler utility, to see if the printer is
enabled, and to list the print request job IDs, type:
/usr/bin/1pstat -t

To cancel a queued print job at therompt, typeZusr/bin/cancel
<print job request ID> Each user can only cancel his or her owr
print job.
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Inthe<print job request I1D>field, typethejob number of the print
reguest you want to cancel.

END OF STEPS

Loginasroot, then type the following command at the# prompt:

/usr/1ib/1pmove <numbers> <dest2>

In the <numbers> field, type the print request nulmbers for the current
printer, then type the name of the new printer in the <dest2> field.

END OF STEPS

Loginasroot, then type the following command at the # prompt:

/usr/1ib/pmove <destl> <dest2>

In the <dest1> field, type the name of the current printer you want to
disable.

In the <dest2> field, type the name of the printer you want to enable.

END OF STEPS

Loginasroot, then type the following command at the # prompt.

/usr/bin/disable <printer name>
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2  Toresume printing queued requests at a disabled printer, type the
following command at the $ prompt:

/usr/bin/enable <printer name>

END OF STEPS

Reference

Printers are normally administered during CentreVu CMS installation
but you may add printers later. See Terminals, Printers, and
Modems 585-215-874 for more information.

The CentreVu CM S maintenance error log lists printer errors. See
“Task: maintainingCentreVVu CMS” for more information.

You cannot move or delete print jobs at therompt. You must be at
theroot login to move or delete print jobs.

O
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Stopping or starting the Scheduler utility

Overview  The Scheduler utility stops or starts print jobs scheduled for a printer.

Steps  To access the Scheduler utility:

1 From CentreVu CMS, select the COMMANDS SLK.

The Commands window opens.

2 Press ENTER.

The screen clearsand a $ prompt is shown.

END OF STEPS

Steps  To stop the Scheduler utility:

1 Loginas root, then type the following command at the # prompt:
/usr/1ib/1pshut

END OF STEPS

Steps  To start the Scheduler utility:

1 Loginas root, then type the following command at the # prompt:
/usr/1ib/1psched

END OF STEPS
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Restorefilesin Solaris

Overview  Thefile systems on the computer can be restored when an accidental
loss of data occurs.
SUBPS e

1 Torestorethefile systemsfrom the Solaris system environment, refer to
Hardware, Maintenance, and Troubleshooting 585-210-919.

END OF STEPS



Task: learning and using Solaris CentreVu CMS Administration

Restore files in Solaris 12-12



Task: using timetables and shortcuts CentreVu CMS Administration

13-1

Lucent Technologies
Bell Labs Innovations

13  Task: using timetables and
shortcuts

Purpose  Inthistask you will find the following procedures:
» Creating and scheduling a timetable
» Creating a timetable without scheduling it
*  Copying a timetable
e Deleting a timetable
* Editing a timetable
e Adding tasks to a timetable
*  Copying timetable tasks
» Deleting tasks from a timetable
» Editing a timetable globally
* Changing timetable tasks
e Listing all the timetables in your database
e Using timetables with the system clock
»  Creating a shortcut
* Running a shortcut
*  Copying a shortcut
* Deleting a shortcut
e Editing a shortcut
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e Adding tasks to a shortcut

e Copying shortcut tasks

» Deleting tasks from a shortcut
»  Changing shortcut tasks

Timetable is a software program that enables you to schedule one
more administrative tasks for completion at specified times. You ca
put up to 100 tasks on each timetable and schedule each timetable
start time.

A shortcut is similar to a timetable but it does not schedule tasks fc
completion. Instead, when you run the shortcut, the tasks you assi
execute immediately. Shortcuts are usually used to run real-time
reports.

Timetables and shortcuts are available only via the ASCII interface
CentreVu® CMS.

The steps that follow tell you how to use timetables and shortcuts.

* Incremental and full backup timetables are already created, bt
you have to schedule them to run.

* Changing incremental and full timetables may affect system
performance. Make sure there are no conflicts with other
scheduled activities, such as archiving, when running backups

* Timetables are only accessible fr@entreVu CMS.

*  You must assign &entreVu CMS user ID to anyone who will be
using a shortcut.

These permissions apply to using timetables and shortcuts. See
“Assigning user permissions” for more information.

* To create, change, or delete timetables, you need write permis
for timetables.

* To view timetables, you need read permission for timetables.

*  You need read and/or write permission @entreVu CMS
actions or for ACD entities associated with the tasks on a
timetable.

0
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Creating and scheduling a timetable

Select Timetable on the Keep SLK menu.

The Timetable window opens.

Inthe Timetable namefield, type anamethat isuniqueto your user ID.
You cannot change a timetable name after adding the timetable to
CentreVu CMS.

Inthe User ID field, typeyour user ID. The default is the logged-in user
ID.

In the Start timefield, type the timethat you want your timetable to start
running. You can type the timein either hh or hh:mm format. If am. or
p.m., a 24-hour clock isused. To run atimetable immediately, set the
start time to afew minutes ahead of the current time (for example, three
minutes from now.)

In the Start date field, type the date that you want your timetable to start
running .

Under Frequency, choose from the following:

* Once to run the timetable only one time.

» Dates to run the timetable on specific dates. Type the dates in
date fields.

e Hourly to run the timetable every hour. Type the time you want
timetable to stop running in the Stop time field.
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e Dalily to run the timetable on the same days every week. (For
weekly reports, type next to the one day of the week on which
you want the timetable to run.)

END OF STEPS

PressReturn, highlight Add on the Actions menu, and préssurn
again.

“Working” displays on the status line. If the timetable name already
exists, “already exists” displays on the status line and you must tyf
different timetable name. If all entries are valid, the MainMenu
displays with “Keeping Entries” in the border.

From the MainMenu, go to the window for which you want to sched
one or more tasks, complete the fields on the window, and select a
action list item.

When you have made and validated each action list selection, “Ent
Stored” displays on the status line of the current window.

Select thekeep SLK and select Stop when you have finished addini
tasks. An acknowledgment window asks if you want to save your
changes.

Typey to save the timetable. Your tasks are now scheduled on a
timetable.

Select thexit SLK to close the Timetable window. Your previously
opened windows displays.

END OF STEPS
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Reference

You can create more than one timetable task from a window. F
example, suppose you want historical split/skill summary inter
reports for skills 1 through 9, and you also want the same date
times for each report:

— Go to the report window and typdor the skill numberg for
the date, and: 00-16:00 for the times.

— Select Run on the action list. This creates a timetable task
skill 1.

— Change skill 1 to skill 2 and select Run on the action list. Tt
creates a timetable task for skill 2. Repeat the same process f
skills 3 through 9.

You can also reuse a different open window by usingtineent
SLK. Change the appropriate field values, then select an actior
item.

To exit Timetable at any time without saving your changes, sel
Stop from thekeep SLK menu, then typen in the
acknowledgment window.

O
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Creating a timetable without scheduling it

1 Onthekeep SLK menu, select Timetable

The Starting Timetable acknowledgment window and the Timetable
input window open.

2 Inthe Timetable namefield, type aname that is unique to your user ID
and go to the next field.

Make sure the name of the timetable is unique and what you want it to
be. You cannot change a timetable name after adding the timetable to
CentreVu CMS.

3 IntheDescription field, type adescription for the timetable and go to
the next field.

4  IntheUser ID field, type your user ID and go to the next field.
The default value is the logged-in user ID.

6  Under Frequency, choose from the following:

* Once to run the timetable only one time.

*  Hourly to run the timetable every hour. Type the time that you
want the report to stop running in the Stop time field.

» Dates to run the timetable on specific dates. Type the specific
dates on which you want the timetable to run.
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Steps

» Dalily to run the timetable on the same days every week. Xype
next to the days of the week on which you want the timetable
run. (For weekly reports, typenext to the one day of the week o
which you want the timetable to run).

END OF STEPS

Reference

To exit from Timetable at any time without saving your changes, sel
Stop from thekeep SLK menu and then typen in the popup window.

To add the timetable t6entreVu CMS:

PressRreturn, highlight Add from the action list, and preRsturn again.

“Working”displays on the status line. If the timetable name already
exists, “Already exists” is shown on the status line, and you must ty,
different timetable name. If all entries are valid, the MainMenu sho
“Keeping Entries "in the border.

From the MainMenu, go to the window for which you want to sched
one or more tasks, complete the fields on the window, and select a
action list item.

When you have made and validated each action list selection, Entt
Stored displays on the status line of the current window.

Select thekeep SLK and select Stop when you have finished addini
tasks.

An acknowledgment window asks if you want to save your change:

Typey to save the timetable.

You can now schedule tasks at your convenience. The Timetable
window opens.
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6  Select the Exit SLK to close the Timetable window.

Your previously opened window displays.

When you are ready to schedule the timetable, type atimein the Start
time field and a date in the Start date field, then select Modify on the
action list. You must specify a start time that is later than the current
timeor thetimetableis not scheduled.

END OF STEPS
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Select Timetable on the Keep SLK menu.

The Timetable input window opens.

In the Timetable field, type the name of the new timetable into which
you want to copy the existing timetable.

Onthe action ligt, type Copy and press Return.

The Copy window opens.

In the Copy from field, type the name of the timetable that you want to
copy and go to the next field.

In the User ID field, type the user ID of the user whose timetable you
want to copy.

To copy the timetable, select Copy from the action list and press Return.

“Successful” displays if the timetable is copied.

An acknowledgment window notifies you if you copy a timetable th
needs to be rescheduled to run.

Press th&xit SLK to close the Timetable window and return to you
previously opened window.

Your previously opened windows displays.
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END OF STEPS

Reference

You can copy timetables from other users. You cannot copy o\
an existing timetable.

When you copy a timetable, the schedule information and the
timetable tasks are copied.

O
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Deleting atimetable

1 OntheKeep SLK menu, select Timetable.

The Timetable window displays.

2 Inthe Timetable name field, type the name of the timetable that you
want to delete

Note: you cannot delete another user’s timetable.

3 Ontheaction list, select Delete and press Return.

An acknowledgment window tells you that all tasks associated with
this timetable will be deleted.

4  Todeletethe timetable, type y and press Return.
The timetable is deleted.
5 Toclosethe Timetable window, select the Exit SLK.

Your previously opened windows displays.

END OF STEPS
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Editing atimetable

Steps  Toedit atimetable:

1 Usethe Get Contents window.

Timetshle: Get Contents G3IVI
Tazkiz) : Add tasks
Timetshle: tempd Nurber of tasks: 3
Task Action Window Title Delete

1 Run Epts: Hist: 3kill: AUX: Daily Input zlobal edit
2 Run Epts: Hist: 3kill: AUX: Daily Input Modify

3 Run Epts: Hist: Agent: AUX: Inkerval Inpukt

Succezaful

2 IntheTask number(s) field, type the numbers corresponding to the tasks
you want to copy, delete, or change, or type the number of the task after
which you want to add new tasks. You can type alist (using asemicolon
for the list separation) or range (using a minus sign for the range
separation) for al actions except Add tasks.

3 Usethefollowing display-only fields for information:
* The Task field lists the number corresponding to the position ¢
the task in the timetable.
*  The Action field lists the action associated with the task.

. The Window Title field lists the title of the window that
constitutes the task.

 The ACD field lists the ACD associated with the task.
e  The Value field lists the input data associated with the task.

END OF STEPS
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Adding tasksto atimetable

Overview

Steps

The Get Contents Add Tasks menu selection enables you to add tasks
to atimetable in the same way you added tasks when you first created
the timetable.

To add tasks to atimetable:

On the Keep SLK menu, select Timetable.

The Timetable window displays.

In the Timetable namefield, type the name of thetimetable to whichyou
want to add a task and press Return.

On the action ligt, select Get Contents and press Return.

The Get Contents window opens.

In the Task number(s) field, type the number of the task that you want
the new tasks to follow.

 To add a task to the beginning of the timetable, leave the Task
number(s) field blank. The new task is added before the first te

. To add tasks to a timetable with no tasks, leave the Task numb
field blank.

Select Add Tasks and pressurn.

The MainMenu displays. A new task is added after the task number
typed. If you select thexit SLK and you have not selected an action
list entry, the task is not saved.
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6 Togo tothetask you want to schedule, use the normal menu selections
from the Main Menu

Keeping Entries displays on the status line. Thisis the Keep mode.
7  Complete the fields on the window and select an action list item.

When you have made and validated each action list selection, Entries
Stored displays on the status line of the current window.

8 Toadd as many tasks as you need, repeat the preceding steps.

END OF STEPS

Steps  To save your timetable:

1 PresstheKeep SLK and select Stop when you have finished adding
tasks.

An acknowledgment window asks if you want to save your changes.

2 Typey to save the timetable.

The new tasks you added are displayed in the Get Contents window
following the task you specified. Subsequent tasks are renumbered.

3  Pressthe Exit SLK to close the Timetable window.

Your previously opened windows displays.

END OF STEPS
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Reference

Only the owner of the timetable and the call center administrat
can add tasks to a timetable.

To add a task to the beginning of a timetable, leave the Task
number(s) field blank and add the new task before the first tas!
you are adding tasks to a timetable that has no tasks, leave th
Task number(s) field blank.

To exit Timetable at any time without saving your changes, sel
Stop from thekeep SLK menu and then tein the
acknowledgment window.

]
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Copying timetable tasks
Steps  To copy atimetable task:
1 Onthekeep SLK menu, select Timetable.

The Timetable window displays.

In the Timetable namefield, typethe name of thetimetableto which you
want to add tasks.

On the action ligt, select Get Contents, and press Return.

The Get Contents window opens.

In the Task number(s) field, type the task numbers that you want to
copy.

On the action list, select Copy and press Return.

The Get Contents Copy window opens.

Timetshle: Get Contents: Copy
Specity where to put copied tasks (Zelect one):
<x> Add following task 3

<_» Add each task after the task from which it
was copied

Next tothe Add following task field or the Add each task after the task
from which it was copied field, type an x.

* Choosing Add following task causes the copies to be placed a
a specific task in the timetable.

* Choosing Add each task after the task from which it was copie
causes each copy to display directly after the task of which it i

copy.
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7  PressReturn to move the cursor to the action list, then select Copy and
press Return again.

If the action completes successfully, “Successful” displays in the st
line. If the action fails, the status line displays “ Failed” and an
acknowledgment window explains the reason for the failure. The G
Contents window displays after the copy completes.

8 Select theexit SLK.

The Timetable window opens.

END OF STEPS

Reference

e  Only the owner of the timetable and the administrator can cop
timetable tasks.

*  You cannot specify the same task more than once when using
Copy action in the Get Contents window. If you specify the satr
task more than once, or specify overlapping ranges, an error
message displays.

*  You cannot copy more than 100 tasks into a timetable. If you
exceed the limit, none of the tasks are copied. The status line
displays “ Failed” and you get an error message.

* You can put copies after a specified task in the timetable or yo
can put each copy directly after the task from which it was copi
The default is to put the copies after the last task in the timeta

0
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Deleting tasks from atimetable

On the Keep SLK menu, select Timetable.

The Timetable window opens.

In the Timetable namefield, type the name of the timetable from which
you want to delete atask.

Select Get contents on the action list, and press Return.

The Get Contents window opens.

In the Task number(s) field, type the task numbers that you want to
delete.

On the action list, select Delete and press Return.

An acknowledgment window asks you to verify if you want to delete
the tasks.

Do one of the following:

 Typey to delete the tasks.
. Typen not to delete the tasks.

The tasks you selected are deleted and the remaining tasks on the
are renumbered. “Successful” displays on the status line. If the act
fails, “Failed” displays on the status line and an acknowledgment
window explains the reason for the failure.
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7  Sedlect the Exit SLK.

The Timetable window opens.

END OF STEPS

Reference

Only the owner of the timetable and the call center administrator can
delete tasks from atimetable.

0
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Editing atimetable globally

Overview

Steps

The Global Edit menu selection enables you to replace all occurrences
of agiveninput valuein atask with anew value. For example, you may
have reports scheduled to run in a timetable using data from yesterday
and you want to use data from three days ago instead. Global Edit
enables you to use the older datafor al the reports with a single action.

To edit atimetable globally:

On the Keep SLK menu, select Timetable.

The Timetable window opens.

In the Timetable name field, type the name of the timetable that you
want to edit.

On the action list, select Get contents and press Return.

The Get Contents window opens.

Select Global edit and press Return.
The Get Contents Global Edit window opens.

Timetahle: Get Contents: Global Edit

6

Field to change (Select one):
<x» Date/Dates
<_» Times

< _» Printer

Type x next to the type of field you want to change.
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7  Typethe new value, list, or range of valuesto replace the values in the
selected field type.

8 Ontheaction list, select Confirm.

A secondary window similar to this opens.

Timetshle: Get Contents: Global Edit: Confirm GIAVS eas
The following tasks have fields of the selected type and can be wmodified to
use the new valus(z) az shown helow.

Task Title Values
z REpts: Hist: Skill: AUZ: Daily Input 42 0 lpr fusr/tmp/ll.Z1

Thiswindow lists tasks that you changed. The new value is substituted
for the original valuein the field of the type you selected.

END OF STEPS

Steps  Toreturn to the Global Edit window:

1 Sdect the Exit SLK or the Current SLK.
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Do the following

If

You want to make
the changes you
specified.

You do not want to
make the changes
you specified.

Select the Exit SLK.

END OF STEPS

Reference
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Then
Select Modify.

The change is made in all the tasks that match the
input field type you specified and the old values in the
fields are replaced by the new values you typed.

If the action completes successfully, “Successful”
displays in the status line. If the action fails, “Failed”
displays on the status line and a popup window
explains the reason for the failure.

If none of the tasks have an input field of the type yo
select for change, the status line displays “Successft
but no tasks are modified.

After you successfully complete the Global Edit
window, you can see the changed values on the Get
Contents window Values list.

Select theexit SLK.
The Global Edit window opens.

To repeat this procedure with different field values,
return to Step 6.

e  Only the owner of the timetable and the call center administrat
can globally edit a timetable.

* If you make a copy of the original timetable and then edit the
copy, you can preserve the original timetable to run normally.

*  When you select Global Edit, the secondary window opens. Tl
secondary window allows you to select the field in which to
replace values and to specify the new values. Any error found
the input is reported to you in an error message window. You n
correct all errors before selecting an action.

O



Task: using timetables and shortcuts CentreVu CMS Administration

Changing timetable tasks

13-23

Changing timetable tasks
Steps  To change atimetable task:
1 OntheKeep SLK menu, select Timetable.

The Timetable window opens.

In the Timetable namefield, type the name of thetimetablein whichyou
want to change tasks.

On the action list, select Get contents and press Return.

The Get Contents window opens.

In the Task number(s) field, type the task numbers that you want to
change and select Modify.

You are now in Keep mode. The task window opens for the task you
selected.

Make your changesto the fields:

*  You must select an action to complete the change. You can ch
the task data, the task action, or both.

*  The default action for the task is the one currently associated \
the task. You can pregeturn twice to complete the change of
task data without changing the task action.

PresReturn, select the appropriate action, and prassrn again.

The next task to be changed displays.
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Repeat Steps 5 and 6 until you have changed al the tasks.

After you have changed the last task, a prompt asks if you want to save
your changes.

Type Y to save the changes.

The Get Contents window opens.

END OF STEPS

Reference

Only the owner of the timetable and the administrator can cha
timetable tasks.

Thecurrent SLK andmainMenu SLK are blocked while you
change tasks. The terminal beeps if you select either of these
keys.

The only valid choice on theeep SLK menu is Stop.

The only option available from theindow SLK is the Redraw
screen.

If you press th&xit SLK without selecting a task action, a popu
window tells you that task modification is cancelled (the input
data values have not changed for this task). Pregsn to
continue.

To exit the timetable without saving your changes, select Stoy
from thekeep SLK menu and then type in the acknowledgment
window.

O
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Listing al the timetables in your database

Steps  Tolist al the timetablesin your database:

1 OntheTimetable List all window, press Ctrl+z to clear al fields.

Timetahle: List All

Timetable Name U=zer ID Status Next Run
=zkhll.20.2 cms finished

tewmp? s
tempd CIS finished
t=t Cms

4 matches found

2 Usethe Status field to see the status of the timetable scheduled to run:

. Finished indicates that the timetable was scheduled to run on
and it completed successfully.

*  Failed indicates that the timetable failed to run successfully fc
the last scheduled run time. For exampl&ehtreVu CMS is off,
the List All window displays “Failed” in the status line.

— If the timetable is rescheduled and the next run time is valic
the timetable runs as scheduled.

— If you want to run the timetable for the time that it failed you
must set a new start time. First, go into the timetable and char
the start time to two minutes or so from the present time. Ther
change the start date to today's date.

*  Successful indicates that the timetable completed successfull

. Unscheduled indicates that the timetable does not have a sta
time or start date (is not scheduled).

*  Running indicates that the timetable is running.

END OF STEPS
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Using timetables with the system clock

Overview

Steps

If you change the switch clock or the Solaris system clock to adate and
time in advance of the current date and time, any timetabl es schedul ed
to run between the current time and the new clock time start running
immediately. If all timetables start running at the sametime, CentreVu
CMS runs very slowly. This can happen during the change to daylight-
saving time or if the switch clock is changed to a future date or time.

If all or most of your timetables start running at the same time, use
these steps to stop the timetables and reset the Solaris system clock:

Put CentreVu CMS in single-user mode.

Timetables stop running.

Set the switch clock or Solaris system clock to the correct time, and go
to the Solaris system.

At the # prompt, type cmsadm toturn CentreVu CMS off and back on.

Result: The following displays:

0001 Call Management System Administration Menu

0002 select a command from the Tist below

0003 1) acd_create Define a new ACD

0004 2) acd_remove Remove all administration and data
for an ACD

0005 3) backup Filesystem backup

0006 4) diskmap Estimate disk reequirements

0007 5) memory Estimate memory requirements

0008 6) realtime Estimate real-time report refresh
rate

0009 7) pkg_install Install a feature package

0010 8) pkg_remove Remove a feature package

0011 9) run_cms Turn CMS on or off

0012 type choice (1-9) or g to quit:
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4  Types.

Result: The following displays:

0001 select the following:
0002 1) Turn on CMS
0003 2) Turn off CMS
0004 type the choice (1-2):

6 Toturn CentreVu CMS back on, type cmsadm at the# prompt, and
thentype 8 atthetype choice (1-9) or g to quit prompt.

7 Afterselect the following, typel.

Themessage Please wait for initialization... displays. When
CentreVu CMS s successfully turned back on, the message ***CMS
is now up*** displays. Your cursor is at the # prompt.

8 Typeexittoreturntothe $ promptandloginto CentreVu CMS.

END OF STEPS

Reference

When changing to daylight-saving time, do not change the time during
the hour in which all your daily timetables are scheduled to run.

0
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On the Keep SLK menu, select Shortcut.

The Shortcut window opens.

Inthe Shortcut namefield, type aunique name and pressthe down arrow
or Tab to go to the next field.

In the Description field, type a description for the shortcut.

The user 1D field shows your user 1D and the cursor moves to the
action list.

To add your shortcut to CentreVu CMS, press A, select Add on the
action list, and press Return.

You can display multiple windows on the screen by selecting Move
and Size from the window SLK menu, then moving and sizing the
output windows so they do not overlap. This allows you to make the
best use of space on your screen.

“Working” displays in the status line. (All other windows temporarily
close.) If the shortcut name already exists, “Already exists” displays
the status line; you must type another shortcut name. If all entries
valid, “ Successful” displays on the Shortcut window status line anc
“Keeping Entries” displays in the border of the MainMenu.

From the MainMenu, go to the task that you want to view, complete
fields on the window, and click an action list item.

When you have made and validated each action list selection, Entt
Stored displays on the status line of the current window.
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7  Repeat thewindow and action list selectionsfor each task that you want
to view with this shortcut.

8  Select thekeep SLK and select Stop on the menu when you have
finished adding tasks to this shortcut.

An acknowledgment window displays.
9 TypeY to save your shortcut.

Your tasks are now saved on a shortcut. All windows are closed and
“Successful” displays on the status line of the Shortcut window.

10 Select theexit SLK to close the Shortcut window.

Your previously opened windows opens.

END OF STEPS

Reference
To exit from creating shortcuts at any time without saving your

changes, select Stop from tkeep SLK menu and typen in the
acknowledgment window.
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Running a shortcut

Running a shortcut

1  Onthe MainMenu, type the shortcut name after the semicolon ( ;)

The shortcut starts running and the keyboard locks until the shortcut
finishes. “Successful” displays on the status line.

END OF STEPS
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On the Keep SLK menu, select Shortcut.

The Shortcut window opens.

In the Shortcut name field, type a new name for the shortcut to which
you want to copy.

On the action list, select Copy and press Return.
The Copy window opens.

In the Shortcut copy from field, type the name of the shortcut that you
want to copy.

Inthe User ID field, type the ID of the user whose shortcut you want to
copy.

To copy the shortcut, select Copy from the action list and press Return.
If the shortcut is copied, “Successful” displays on the status line.

Press th&xit SLK to close the Copy window and return to your
previously opened Shortcut window.

The previous Shortcut window opens.
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9  PressExit to close the Shortcut window and return to your previously
opened windows.

Your previously opened windows displays.

END OF STEPS

Reference
*  You can copy a shortcut only for yourself and not for another u

*  You cannot copy over an existing shortcut.
]
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On the Keep SLK menu, select Shortcut.

The Shortcut window opens.

In the Shortcut name field, type the name of the shortcut that you want
to delete.

Note: you cannot delete another user’s shortcut.
On the action ligt, select Delete and press Return.

An acknowledgment window tells you that all tasks associated with
this shortcut will be deleted.

Type Y to delete the shortcut and press Return.
The shortcut is deleted.
Press the Exit SLK to close the Shortcut window.

Your previously opened windows displays.

END OF STEPS



Task: using timetables and shortcuts CentreVu CMS Administration

Editing a shortcut 13-34

Editing a shortcut

Steps  To edit a shortcut:

1 Usethe Shortcut Get Contents window to edit a shortcut.

Shortcut: et Contents

Tazki=):

Shortout: tempd Nurber of tasks: 2

Task Action Window Title Cl Delete
1 Fun Bpts: Real: Split/skill: Skill Top Agent Report In gl Modify
2 Fun Rpts: Hist: Agent: AUX: Interwval Input L

2 IntheTask(s) field, typethe numbers corresponding to thetasksthat you
want to copy, delete, or change, or type the number of the task after
which you want to add new tasks. You can typealist (using asemicolon
for the list separation) or range (using aminus sign for the range
separation) for all actions except Add tasks.

3  View thefollowing display-only fields for information about the
shortcut you are editing:

. The Shortcut field shows the shortcut.
. The Number of tasks field shows the number of tasks in the shortcut.

*  The Task field lists the number corresponding to the position of the
task in the shortcut.

o The Action field lists the action associated with the task.

o The Window Title field lists the title of the window that constitutes
the task.

* TheACD field liststhe ACD associated with the task.
e TheValuefield lists the input data associated with the task.

END OF STEPS
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Adding tasks to a shortcut
Steps  To add tasks to a shortcut:
1 Onthekeep SLK menu, select Shortcut.

The Shortcut window opens.

In the Shortcut name field, type the name of the shortcut to which you
want to add a task.

PressReturn, then select Get contents on the action list and press Return
again.

In the Task number(s) field, type the number of the task that you want
the new tasks to follow.

Select Add tasks and press Return.

The MainMenu displays. The new task is added after the task number
you typed. If you select the Exit SLK and you have not selected an
action list item, the task is not saved.

Usethe normal menu itemsontheMain Menu to go to thetask you want
to schedule.

“Keeping Entries” displays on the status line.

Complete the fields on the window and select an action list item.

When you have made and validated each action list selection, “ En
Stored” displays on the status line.
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Repeat the preceding steps to add as many tasks asyou need, then select
the Keep SLK and select Stop when you are finished adding tasks.

An acknowledgment window asks if you want to save your changes.

Type Y to save the new tasks.

The Get Contents window displays with the entries you chose in the
preceding menu.

Pressthe Exit SLK.

The Get Contents window closes and the Shortcut window displays.

END OF STEPS

Reference

e Only the owner of the shortcut and the call center administratc
can add tasks to a shortcut.

*  To exit the Shortcut window at any time without saving your
changes, select Stop on theep SLK menu and respond to the
popup window with.

(]
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Copying shortcut tasks

1 OntheKeep SLK menu, select Shortcut.

The Shortcut window opens.

2  Inthe Shortcut namefield, type the shortcut name into which you want
to copy atask.

3  Select Get contents and press Return.

The Get Contents window opens.

4  Inthe Task number(s) field, type the number of thetask or tasksthat you
want to copy.

5  Select Copy.
The Get Contents Copy window opens.

Shortout

Shortocut name: I
Description: Delete

Find one
Tzer ID: cms= et contents
List all
Modify

Hext
Prewvious

6  Typex either nexttothe Add following task field or next to the Add each
task after the task from which it was copied field.
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Choosing the Add following task field causes the copies to be placed
after a specified task in the shortcut. Choosing Add each task after the
task from which it was copied causes each copy to display directly after
the task of which it isa copy.

7  PressReturn, select Copy, and press Return again.

The message “Working” displays. If the action completes successf
“Successful” displays on the status line. If the action fails, “Failed”
displays in the status line and a popup window indicates the reasol
the failure. The Get Contents window opens.

8 Press thexit SLK.

The Shortcut window opens.

END OF STEPS

Reference

*  You cannot specify the same task more than once when using
Copy in the Get Contents window. If you specify the same tasl|
more than once or specify overlapping ranges, you get an errc
message.

*  You cannot copy more than 100 tasks into a shortcut. If you
exceed the limit, none of the tasks are copied. “ Failed” displa)
on the status line and you get an error message.

* You can put copies after a specified task in the shortcut or you
put each copy directly after the task from which it was copied.
default is to place the copies after the last task in the shortcut.

0
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Deleting tasks from a shortcut

On the Keep SLK menu, select Shortcut.

The Shortcut window opens.

In the Shortcut namefield, type the shortcut name from which you want
to delete tasks.

On the action list, select Get contents and press Return.

The Get Contents window opens.

In the Task number(s) field, type the task numbers that you want to
delete.

Select Delete and press Return.

Thetasksyou selected are deleted. The remaining tasks are renumbered
on the list. “Successful” displays on the status line. If the action falil
“Failed” displays on the status line and a popup window explains tt
reason for the failure.

Select theexit SLK.

The Shortcut window opens.

END OF STEPS

Reference

Only the owner of the timetable and the call center administrator c:
delete tasks from a shortcut.

0
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Changing shortcut tasks
Steps  To change a shortcut task:
1 OntheKeep SLK menu, select Shortcut.

The Shortcut window opens.

In the Shortcut name field, type the name of the shortcut that has tasks
you want to change.

On the action list, select Get contents and press Return.

The Get Contents window opens.

In the Task number(s) field, type the numbers of the tasks you want to
change.

Select Modify.

You are now in the Keep mode and the task window for the task you
have selected opens.

Make your changesto the fields.

You must select an action to complete the change. You can change the
data for the task, the action for the task, or both.

The default action for the task is the one currently associated with the
task. You can press Return twice to complete the change of task data
without changing the task action.

Press Return, select the appropriate action, and press Return again.

The next task to be changed displays.
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Repeat Steps 6 and 7 until you have changed all tasks.

After you have changed the last task, a prompt asks if you want to save
your changes.

Type Y to save the changes.

The Get Contents window opens.

END OF STEPS

Reference

Only the owner of the timetable and the call center administrat
can change shortcut tasks.

Thecurrent SLK andmainMenu SLK are blocked while you
change tasks. The terminal beeps if you select either of these
keys. The only valid choice on tiReep SLK menu is Stop. The
only option available on thwindow SLK is the Redraw screen. If
you press the SLK without selecting a task action, a Return po
window tells you that task modification is cancelled (the input
data values have not changed for this task). FR&ssn to
continue.

You can move and resize shortcut windows when you are malk
changes. The new size and position are saved when the windc
closed.

To exit the shortcut without saving your changes, select Stop
thekeep SLK menu and typen in the acknowledgment window.

0
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You cannot select the terminal as a destination for report outpu
a timetable.

Timetables run in the background, not on your terminal. (Outp
are usually print requests or Solaris system files).

Important! Changing these timetables may affect system
performance. Make sure there are no conflicts with other
scheduled activities when running backups. For example, runr
backups while you are archiving may cause performance
problems. For best performance, schedule backups to run eitf
after archiving has been completed or before archiving begins

Daily, weekly, and monthly summaries are already scheduled
run automatically. See “Specifying storage intervals” in “Task:
Viewing and changing system setup values” for more informat

Timetables that fail to run, or that fail at some point during
execution, are logged in the customer error log. The List all ac
item on the Timetable window also displays the timetable statt

Each timetable can have up to 100 tasks (entries).

You can schedule up to five timetables to start at the same tim
(minute).

You cannot put real-time reports, the Vector Contents window,
custom report creations on a timetable.

You cannot put a timetable on another timetable.

You can change the ACD before creating a task but once you |
assigned a task (window, data, and action), the ACD associati
fixed for that window. The only way to change the ACD for a ta
is to delete it from the current ACD and add a new task for a
different ACD.

Use theCommands SLK to change the current ACD. See
CentreVu Call Management System Release 3 Version 8
Administration and Operations585-210-910 for the procedures
on changing your current ACD.

You cannot add a task to change the current ACD to run the te
for a different ACD. Changing the current ACD before running
timetable has no effect on tasks created under different ACDs
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. Tasks associated with different ACDs can be on the same
timetable.

* To run identical tasks on more than one ACD, you must either
create separate timetables for each ACD or separate tasks on
same timetable.

* Selecting Add, Get contents: Add tasks, or Get Contents: Moc
from the Timetable action list automatically activates Keep mo
This means you cannot access windows you opened before
making your selection. After you exit Keep mode, the previous
opened windows open again.

 Atask is stored with each Add, Delete, Modify, Run, and List ¢
action list selection. Action list selections not savedeytreVu
CMS are Find one, Next, Previous, and Get contents. For Fin
one, Next, Previous, and Get contents, the action happens
immediately.

. Users who are not administrators can view other users' timeta
but cannot add, change, or delete another user's timetables ot
entries.

. You cannot move or size windows in the timetable edit mode.

. CentreVu CMS tries to run each task on a timetable. If an evel
occurs, such as an acknowledgment window that neegkssaor
no response, the timetable is stopped and is logged in the custt
error log.

e Tasks for which you do not have permission do not run on a
timetable.

* To verify timetable status, check the List all window for the
timetable and check the Error Log Report in the Maintenance
operation.

e Using thecurrent key in Keep mode rotates only through your
Timetable windows; it does not rotate through any windows
opened before you typed Keep mode.

Printing a timetable

* To print a report more than once on a timetable, you must type
task for each copy of the report you want. For example, if you
want three copies of a report, type the task three times. The
timetable quits if a timetable task fails.
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* Atimetable print job is automatically sent to your default printe
unless a printer name is specified on the task. If your default
printer is changedZentreVu CMS automatically sends your
timetables to your new default printer. You do not have to char
the timetable tasks.

* If you specify a destination other than your default printer for a
timetable task and that printer is removed or out of service, yo
timetable task does not execute. You must remove that printer
destination and type a new printer destination.

e If your printer jams, you must resubmit any print request that c
not print.

Assigning a task

* To assign a task, you access a user window, type the appropri
values, and select an item on the action list. For example, a ta
can access and complete a historical report window and then
the report. You can schedule historical reports to run at any tin
on any date you specify.

Using Stop
e  Stop exits the add or edit mode for a timetable. An

acknowledgment window asks if you want to save the addition:
changes.

Stop does not stop the execution of a timetable. For example, if yo
type a timetable name and then decide you do not want to run the
timetable, selecting Stop does not stop the timetable from running.
only way to stop a timetable from running is to turn the terminal off

Timetables and permissions

* If you delete eCentreVu CMS user ID that owns timetables, yo
are asked if you want to save and rename the timetables owne
that user. The timetables are deleted if you do not assign then
another user.

* Ifyou change a user's permissions, it may affect the timetable
that the user has scheduled. For example, if a user has acces
skills 1, 2, 3, and 4 and you change the user's permissions to ¢
1, 2, and 4, the timetable tasks that the user has scheduled for
3 either does not run or the tasks display no data.
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Each user can create up to 10 shortcuts.
Once a shortcut is started, it cannot be stopped.
You can copy shortcuts from other users.

When creating a shortcut, a user cannot exceed the maximurr
window count assigned to that user.

When you select Shortcut, you are automatically placed in the
Keep mode if you select Add, Get contents: Add tasks, or Get
Contents: Modify from the action list. You cannot access any ot
open window until you exit the Keep mode.

A task is stored with each Add, Delete, Modify, Run, Find one,
and List all action list selection. Action list selections not saved
CentreVu CMS are Next, Previous, and Get contents.

You cannot create a custom report using a shortcut.

Using thecurrent key in the Keep mode rotates only through yo
Shortcut windows; it does not rotate through any windows ope!
before you typed Keep mode.

When you are adding tasks to a shortcut, tasks with errors are
saved in the shortcut. For example, if you create a task to run
report and you type invalid data in the report window, the repo
does not run but the task is saved in the shortcut.

In this case, you can:

— Save the shortcut and then use the Get contents action ir
Shortcut to change the error, or

—  Exit the shortcut without saving the new task.

Error messages or acknowledgment windows stop a shortcut a
task where the error message or acknowledgment window
appears. For example, lack of permission for a skill may cause
shortcut to stop when the shortcut reaches that skill. Correct t
problem and rerun the shortcut.

Shortcut edit mode is like timetable edit mode except that you
allowed to run action list selections to move and size windows
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Shortcuts and permissions

If you delete aCentreVu CMS user ID and that user has
shortcuts, all shortcuts belonging to that user are deleted.

If you change a user's access permissions, it could affect that L
shortcuts. For example, if a user has access to skills 1, 2, 3, a
and you change the user's permissions to skills 1, 2, and 4, th
shortcuts for skill 3 either do not run or the shortcuts display n:
data.

Assigning tasks

To assign a task, you access a user window, type the appropr
values, and select an item from the action list. For example, a

can access and complete a historical report window and then

the report. You can schedule historical reports to run at any tin
on any date you specify.

Using Stop

Stop exits the add or edit mode for a timetable or shortcut. An
acknowledgment window asks if you want to save the addition:
changes.

Stop does not stop the execution of a shortcut. For example, if
type a shortcut name and then decide you do not want to run
shortcut, selecting Stop does not stop the shortcut from runnir
The only way to stop a shortcut from running is to turn the
terminal off.

L]
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Lucent Technologies
Bell Labs Innovations

Glossary

A abandoned call
A call on which acaller hangs up before an agent answers.

abandoned call search
An ACD capability that enables the system to verify that the caller is still on the
line before passing the call to an agent.

acceptable service level
1) A target value for the acceptable amount of time before an agent answersacall.

2) A percentage of calls answered within a set amount of time (for example, 80%
of calls answered within 20 seconds).

access permissions

Permissions assigned to a CentreVu® CM S user so that the user can access different
CentreMu CM S capabilities or administer specific elements such as splits/skills,
trunks, or vectors of the ACD feature. Access permissions can be read or write. See
aso read permission, write permission.

ACD
See Automatic Call Distribution.

ACD call

A call that queuesto a split/skill and is answered by an agent in that split/skill, or
acall that queues as adirect agent call and isanswered by the agent for whom it
was queued.
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acknowledgment

A window that requires you to confirm an action or acknowledge a system
message. You cannot move, size, or scroll thiswindow and it closes only when you
confirm the action or acknowledge the message.

active VDN calls

A Call Vectoring feature on G3V4 or later switches that provides conditional
branching (to a different step in the same vector or to a different vector), based on
the number of incoming trunk callsaVV DN is processing in avector or at an agent
position. Also called “counted calls to VDN”.

ACW
See after call work.

Adjunct/Switch Applications Interface (ASAI)

A recommendation for interfacing adjuncts and communications systems that is
based on the CCITT Q.932 specification for layer 3. ASAI supports activities such
as event natification and call control.

after call work (ACW)

An agent state consisting of work related to the preceding ACD call. If an agent
hangs up after an ACD call, the agent is in ACW. On G3, ACW is also accessible
by a button on the agent's set and does not have to be related to an ACD call.

agent
A person or VRU port that answers calls to an ACD split/skill. The agent is
represented tGentreMu CMS by a login identification keyed into a voice terminal.

agent login ID
A 1- to 9-digit number keyed by an ACD agent from a voice terminal to activate
the agent position. Agent logins are needed for all CMS-measured ACD agents.

agent occupancy
The percentage of time that you expect or target for each split/skill agent to spend
on ACD calls and in ACD while logged in.

agent position (EAS)

The combination of the agent login ID and the skills the agent is assigned. Data is
collected for the agent by skill, so the total work for the agent is the sum of all skills
in which the agent worked.



Glossary CentreVu CMS Administration
GL-3

agent position (non-EAS)

The combination of agent login ID and split the agent logged into. Agents logged
into multiple splits are associated with multiple positions. Call datais collected
separately for each agent/split combination.

agent role

A description of the kind of service an agent in multiple skills givesfor 1 of these
skills. Agent role is acombination of call-handling preference and skill/reserve
levels.

agent skill

An attribute that is associated with an ACD agent and that qualifies the agent to

handle calls requiring the attribute. An agent can be assigned up to 20 skills — for
example, the ability to speak a particular language or the expertise to handle a
certain product.

See also primary skill, secondary skill, and skill level.

agent state
A call work mode or call state such as ACD, ACW, AVAIL, AUX, UNSTAFF,
DACD, DACW, OTHER, UNKNOWN, RINGING.

agent terminal
The voice terminal used by a call center agent.

agent trace
A CentreVu CMS capability that allows you to trace agent activities such as state
changes to generate a report.

Al
See Auto-In.

Algorithm
A procedure for solving a problem in a finite number of steps.

ANI
See automatic number identification.

announcement

A recorded voice message that typically identifies the call's destination, asks the
caller to stay on the line, and describes the product or service offered. With the Call
Vectoring feature, announcements can be part of a vector's call processing.
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ASA
See average speed of answer.

ASAI
See Adjunct/Switch Applications Interface.

auto-available split

An ACD capability that enables VRUs such as the CONVERSANT® Voice
Information System to be brought online again immediately after a power failure
or system restart, without time-consuming reprogramming.

Auto-In (Al)

An ACD work mode that makes the agent available to receive calls and allows the
agent to receive a new ACD call immediately after disconnecting from the
previous call.

Automatic Call Distribution (ACD)
1) A switch feature that channels high-volume incoming and outgoing call traffic
to agent groups (splits or skills).

2) An agent state in which the extension is engaged on an ACD call.

automatic number identification (ANI)

An industry term for notification of the calling party number (CPN). When the
calling party is connected through a switch, the CPN can be either a billing number
for the switch or the station identification (SID) number.

AUX
See auxiliary work.

AUX reason codes

Codes that enable a call center to track an agent's time more precisely when the
agent is in the AUX state. Agents can specify why they are in the AUX state — for
example, on break or in a meeting.

auxiliary work (AUX)

An agent state in which, for example, the agent is doing non-ACD work, is on
break, or is in a meeting. Agents enter AUX work by pressing the AUX WORK
button or dialing the access code from their voice terminal. Agents can also enter
AUX work by going off-hook to make or answer an extension call while in AVAIL

or with a call on hold.

AVAIL
See available.
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available (AVAIL)
An agent work mode in which the extension can accept an ACD call. The agent
enters this state by selecting the Al or M1 work mode.

average agent service time
The average time you are expecting or targeting each agent to spend on an ACD
call, including talk time and ACW time.

average speed of answer (ASA)

The average time a caller waits in queue before connecting to an agent. The ASA
for asplit/skill includes the time spent in queue and the time ringing an agent. The
ASA for aVDN includes the time spent in vector processing (including the time
spent in queue and the time ringing) for the VDN that the call was answered in.

B back up

The process of protecting data by writing the contents of the disk to an archive
such astape that can be removed from the computer environment and stored safely.

C calculation

A formulafor representing call center entities in the Dictionary. Calculations
generate the date for fields in a report.

call-based items

The category of database itemsin CentreMu CM S that are entered in the database
after acall completes. If acall starts and ends in different intrahour intervals, the
call-based datais recorded for the interval in which the call completed. Most
database items are call-based.

call-handling preference
A parameter of agent administration in an EAS environment that specifies how
calls are selected for the agent.

call-handling profile
A set of objectivesdescribing how asplit/skill handlescalls. Call-handling profiles
are part of the Forecasting feature.
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Call Prompting

A switch feature that routes incoming calls based on information supplied by the
cdller, such as an account number. The caller hearsan announcement and is
prompted to select an option from those listed in the announcement.

Call Vectoring

A switch feature that provides a highly flexible method for processing ACD calls
using VDNs and vectors as processi ng points between trunk groups and splits. Call
Vectoring permits a treatment of calls that isindependent of splits.

call work code (CWC)
An ACD capability that allows the agent to enter a string of digits during or after
the call and send them to CentreVu CM S for management reporting.

calls carried
The number of inbound/outbound calls carried by atrunk.

CentreVu Advocate
A set of features designed to enhance call and agent selectionin acall center.

change agent skills
A CentreMu CM S capability that allows you to change a single agent’s skill
assignment or apply an agent template to up to 50 agents.

CMS
See Call Management System.

CONN
See connected.

connected (CONN)
A trunk state in which a caller and an agent are connected on an ACD call.

connected call
A non-ACD call connected to an agent through a VDN and for which CentreVu
CMS receives an indication that the call rang or was answered.

continue
A CentreVu CM S action that resumes a suspended restore or migration operation.

CONVERSANT
A powerful voice-response system that may include automated call routing,
announcement storage, message retrieval, and callback.
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copy group or profile
A CentreVu CM S operation that creates a new group or profile from an existing
one.

current
A CentreMu CM S operation that displays data from the current interval.

current interval
The current intrahour interval, which can be 15, 30, or 60 minutes. The current
interval is part of the real-time database.

current wait time
Thetime acall haswaited for servicein a call queue adjusted for queue priority.

custom report
A redl-time or historical report that has been customized from standard reports or
created from scratch.

CcwC
See call work code.

D DABN

See dequeued and abandoned.

DACD
See direct agent ACD.

DACW
See direct agent ACW.

daily data
Interval datathat has been converted to a 1-day summary.

data collection off
A state in which CentreVu CMSis not collecting ACD data. If you turn off data
collection, CentreVu CM S does not void data on current call activity.

data collection on
A state in which CentreVu CMSis collecting ACD data.
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database

A group of files that store ACD data according to a specific time period. This can
be current and previous intrahour real-time data or intrahour, daily, weekly, and
monthly historical data.

database item

A namefor aspecific type of datastored in one of the CentreVu CM S databases. A
database item can store ACD identifiers such as split numbers or names, login 1Ds,
and VDNs or statistical dataon ACD performance such as number of ACD calls,
wait time for callsin queue, current states of individual agents, etc.

database tables
Tables used to collect, store, and retrieve ACD data. Database items are names of
columns in the tables.

date format
The standard format for entering dates on CentreVu Supervisor reports.

DDC
See direct department calling.

delete
A CentreMu CM S operation that removes the entry on the window from the
database.

dequeued and abandoned (DABN)
A trunk state in which the trunk quickly goesto idle after the caller abandons the
call.

designer reports
Customized reportsthat you create using CentreVu Report Designer and run from
CentreVu Supervisor.

Dictionary

A CentreMu CM S capability you use to assign names to call center elements such
aslogin IDs, splitg/skills, trunk groups, VDNSs, and vectors. These names appear
on reports, making them easier to interpret.

DID
See direct inward dialing.

direct agent ACD (DACD)
An agent state in which the agent is on adirect agent ACD call.
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direct agent ACW (DACW)
An agent state in which the agent isin the after call work state for adirect agent
ACD call.

direct agent calling

An EAS capability that allows a caller to reach the same agent every time and
allowsthe call center to include the call asan ACD call in management tracking.
Thisisideal for claims processing in which aclient needs to speak with the agent
handling the claim. It also ensures a high level of customer service without
reducing management control.

direct department calling (DDC)
A non-EAS option to select an agent when more than one agent is available. The
call goes to the agent closest to the top of an ordered list.

direct inward dialing (DID)
Theuse of anincoming trunk used for dialing directly from the public network into
a communications system without help from the attendant.

E EAD

See expert agent distribution.

EAS
See Expert Agent Selection.

entity
A generic term for an agent, split/skill, trunk, trunk group, VDN, or vector.

EWT
See expected wait time.

exception

Activity inan ACD which fallsoutside thelimitsyou have defined. Anexceptional
condition is defined in the CentreMu CM S Exceptions subsystem, and usually
indicates abnormal or unacceptable performance of the ACD (by agents, splits/
skills, VDNs, vectors, trunks, or trunk groups).
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expected wait time (EWT)

An estimate of how long acaller will haveto wait to be served by acall center while
in queue. EWT isbased on current and past traffic, handling time, and staffing
conditions. Time spent in vector processing before being queued and time spent
ringing an agent with manual answering on is not included in the EWT. With the
G3V5 and later, and CentreVu CMS R3V5 and later, the EWT is a switch-based
calculation.

Expert Agent Selection (EAS)
An optional switch feature that matches the skills needed to handle a call with an
agent who has at least 1 of those skills.

extension call
A call originated by an agent or anon-ACD call received by an agent. Extension
callsinclude cals an agent makes to set up aconferenceor transfer.

F FBUSY

See forced busy.

FDISC
See forced disconnect.

Find One
A CentreVu CM S action that searches the database for entries that match the input
value.

flex agents
Agents who have the role of roving, backup, or allocated. Top and reserve agents
are not flex agents. See CentreMu Advocate User Guide585-215-855.

flexible routing
An ACD capability that allows customersto choose how incoming calls should be
routed to agents in a split. Calls can be routed to the first available agent or to the
most idle agent.

forced busy (FBUSY)
A trunk state in which the caller receives aforced busy signal.

forced disconnect (FDISC)
A trunk state in which the caller receives aforced disconnect.



Glossary CentreVu CMS Administration
GL-11

Forced Multiple Call Handling (FMCH)

A feature available with G3V4 or later switches. When activated for a split/skill,
FMCH alows callsto be automatically delivered to an idle line appearance if the
agentisinthe AI/MI work mode and if an unrestricted line appearanceis available
on the voice terminal.

H historical database
A database consisting of intrahour records for up to 62 days, daily records for up
to 5 years, and weekly/monthly records for up to 10 years for each CM S-measured
agent, split/skill, trunk, trunk group, vector, and VDN.

historical reports

A report of past ACD datafor various agent, split/skill, trunk, trunk group, vector,
or VDN activities. Historical reports summarize call datainto daily, weekly or
monthly totals.

HOLD
A trunk state in which an agent has put acall on this trunk on hold.

I IDLE
A trunk state in which trunk is not in use and is waiting for acall.

Il
See information indicator.

Inbound Call Management (ICM)
A set of switch and adjunct features using ASAI to enable the adjunct to provide
automatic screen delivery and call routing.

information indicator (ll)
A 2-digit code that identifies the type of originating line (for example, hotel or pay
phone) for incoming ISDN PRI calls.

INFORMIX
A relational database management system used to organize CentreVu CM S
historical data.
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INFORMIX SQL
An interactive interface typically used to view the INFORMIX database.

Integrated Services Digital Network (ISDN)
A digital standard for telephony that enables telephone, television, and computer
signals on the same lines.

interval ASA

The averagetime acall waitsin gqueue before connecting to an agent, calculated on
reporting interva boundaries and used for pre-R3V4 CentreVu CM S reporting.
Interval ASA iscleared to zero at the start of each reporting interval. See a'so
average speed of answer (ASA), rolling ASA.

interval-based items

A category of database items that represent the amount of time during a collection
interval spent on aparticular activity. Interval-based items are updated throughout
the collection interval and timing is restarted at the end of the interval.

intrahour interval
A 15-, 30-, or 60-minute segment of time starting on the hour. An intrahour
interval isthe basic unit of CentreVu CMS report time.

ISDN
See Integrated Services Digital Network.

L LAN

See local area network.

local area network

A private interactive communication network that allows computers to
communicate over short distances, usualy lessthan 1 mile, at high datatransfer
rates from 1 Mbpsto as high as 100 Mbps.

Logical Agent

An EASfeature that associates an agent’slogin ID with aphysical extension when
the agent logsin. Properties such as the assigned skills, class of restriction, and
coverage path are associated with the login ID rather than the physical extension.
Thisallows agentsto log in at any available set.
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LOGOFF
An agent trace work mode in which an agent islogged out and not availableto take
ACD cdlls.

LOGON
An agent trace work modein which an agent islogged in and availableto take ACD
cals.

logout reason codes
Codes that enable an agent to specify the reason for logging out, such as the end
of ashift or training.

Look Ahead Interflow (LAI)

A switch feature that can be used to balance the call load among multiple call
centers. LAl workswith Call Vectoring and ISDN PRI trunksto intelligently route
calls between call centers. This allows multiple cal centersto share work loads,
expands hours of coverage, and allows calls to be transparently handled by call
centers in different time zones.

M maintenance

A CentreMu CM S capability that isused for routine maintenance of CentreVu CMS,
such as backing up data, checking on the status of the connection to the switch, and
scanning the error log.

maintenance busy (MBUSY)
A trunk state in which the trunk is out of service for maintenance purposes.

Manual In (M)
An ACD work mode in which an agent is available to receive an ACD call and is
automatically placed into the agent into the ACW state on release from the call.

MBUSY
See maintenance busy.

MCH
See multiple call handling.

measured

An ACD element such as agent, split/skill, trunk, trunk group, vector, or VDN that
isidentified to CentreVu CM S for data collection. If the ACD element is not
measured, no datais collected.
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message windows

Temporary windows used for displaying information such as syntactical field
errors. Message windows cannot be moved, sized, or scrolled and are not included
in the user window count. M essage windows are automatically removed when you
correct the error or move to the next field.

Ml
See Manual In.

MIA
See most idle agent.

modify
A CentreVu CM S operation that changes a database entry to reflect the new values
entered in the current primary window.

monthly data
Daily data that has been converted to a monthly summary.

most idle agent (MIA)

An ACD distribution method that maintains a queue of idle agents. An agent is put
at theend of thelist for aparticular split when the agent completes an ACD call for
that split. The agent continues to advance on the list aslong as he or she remains

staffed and in ACW, AVAILL, or on AUXIN/OUT extension calls from the AVAIL

mode.

Multi-Agent Skill Change Window
A window in which you can add 1 or more agentsto askill, move 1 or more agents
from one skill to another, and remove 1 or more agents from a skill.

multiple call handling (MCH)

A process in which an agent receives an ACD call while other calls are active on
the agent’s station. The agent must put the current call on hold and press Al/MI to
receive another ACD call.

multiple split queuing
A Call Vectoring capability that directsacall to up to 4 splits at the sametime, with
the first agent who is free getting the call.

multiuser mode
A CentreVu CM S statein which any administered user canlog into CentreVu CM S
and data continues to be collected if data collection is on.



Glossary CentreVu CMS Administration
GL-15

N name (synonym) fields
A field in which you can input a name (synonym) that you have entered in the
Dictionary. For example, you can input names of agents, splits/skills, agent groups,
trunk groups, vectors, or VDNS.

night service

A switch capability that enables calls that come in after business hours or on
weekends to be automatically rerouted to asplit, an announcement, or an alternate
destination set up for after-hours coverage.

nonprimary split/skill
The 2nd and 3rd splits/skillsto which a cal queued to multiple splits/skills queues
inaVDN. Also called secondary and tertiary split/skill, respectively.

O only me report
A custom report that only the report’s creator and the CentreVu CM S administrator
can access.

OTHER

An agent work mode in which the agent is on a direct agent call or on acall for
another split or skill, or has put a call on hold and has not chosen another work
mode.

Outbound Call Management (OCM)
A set of switch and adjunct features using ASAI, that distributes outbound calls
initiated by an adjunct to internal extensions (usually ACD agents).

P phantom abandon call timer
A CentreVu CM S capahility that tracks information about abandoned calls. When
the phantom abandon call timer is enabled, calls with a duration shorter than the
administered val ue (0to 10 seconds) are counted as phantom abandon calls. Setting
the timer to O disables this capability.

percent within service level
The percentage of calls that you are expecting or targeting to be answered by an
agent within a specific number of seconds.
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previous interval

A 1-intrahour interval that is part of the real-time database. At the end of each
intrahour interval, the contents of the current intrahour interval are copied to the
previous intrahour interval portion of the real-time database.

primary skill
A skill assigned to an agent as that agent's strongest skill. Primary skills are the
areas in which the agent has the most expertise.

pseudo-ACD

An area you create on yoQentreMu CMS to place previously backed-up ACD
data. A pseudo-ACD is not a live (real) ACD and does not communicate with any
switch.

Q queue

A holding area for calls waiting to be answered in the order in which they were
received. Calls in a queue may have different priority levels, in which case, calls
with a higher priority are answered first.

QUEUED
A trunk state in which an ACD call has seized the trunk and is queued to a split/
skill, waiting for an agent to answer.

R read permission
A permission with which &entreVu CMS user can access and view data (for
example, run reports or view the Dictionary subsystem).

real-time database
A database consisting of the current and previous intrahour data on each CMS-
measured agent, split, trunk, trunk group, vector, and VDN.

real-time reports
A report that shows ACD call activity on agents, splits/skills, trunks, trunk groups,
vectors, and VDNSs for the current or previous intrahour interval.
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Redirect On No Answer

An ACD capability that assists the user if acall is not answered in a specified
number of rings. The terminal extension, including portswith VRUS, is busied out
and the call goes back into the queue at top priority.

refresh rate
The number of seconds CentreVu CM S should wait for each update of thereal-time
report data.

RINGING
1) An agent state consisting of thetime acall rings at an agent’svoiceterminal after
leaving the queue and before the agent answers the call.

2) A trunk state in which acall isringing at the agent’s voice terminal.

rolling ASA

A running, weighted, average cal cul ation made without using interval boundaries.
Rolling ASA isused for vector routing, beginning with CentreMu CMSR3V4; it is
calculated on the G3V4 switch and sent to CentreVu CMS R3V4.

S screen-labeled key (SLK)
Thefirst 8 function keys at the top of the keyboard that correspond to the screen
labels at the bottom of the terminal screen. The screen labels indicate each key's
function.

scripting
A CentreMu CM S capability that allows you to automate operations such as
changing an agent’s skills, running areport, and exporting report data.

secondary skill
A skill assigned to an agent in a subject that is not that agent’s strongest area of
expertise. Secondary skills are used in G3V 2 through G3V4 with EAS.

SEIZED
A trunk state in which an incoming or outgoing call is using the trunk.

service level
A time, in seconds, within which all calls should be answered. Also called
acceptable service level (ASA).
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Service Observing—Remote
A feature that allows a user to dial into the switch and monitor a call.

Service Observing—VDNs
A feature available with G3V4 or later that gives a user the ability to monitor the
treatment a call receives asit is processed by a VDN.

single-user mode
A modein which only 1 person can log into the CentreVu CM S server. Data
continues to be collected if data collection is on.

skill
See agent skill.

skill level

A rating of from 1 (highest) to 16 (lowest) that indicates an agent’s level of
expertisein handling callsfor which that expertise is needed. (ECS Version 5 and
later.)

split
A group of extensions that receives special-purpose callsin an efficient, cost-
effective manner.

staffed agent
An agent who is currently logged into the switch.

standard reports
The set of reports that are supplied with CentreVu CM S or CentreVu Supervisor
software.

station
1) An unmeasured extension. 2) An extension that is not currently staffed by an
agent or that is amember of an unmeasured split/skill.

T time format

The standard format for entering times on CentreMu CM S reports. am. or p.m. and
military clock.

Timetable
An activity or group of activities scheduled for completion at atime that is
convenient and nondisruptive for your call center’s operation.
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trunk
A telephone circuit that carries calls between 2 switches, between a central office
and a switch, or between a central office and a telephone.

trunk group
A group of trunksthat are assigned the same dialing digits: either a phone number
or adirect inward dialed (DID) prefix.

U uniform call distribution (UCD)
A method of call distribution in which the most idle agent for a skill receives the
call (if the agent is available).

universal call identifier (UCID)
A number that uniquely identifies acall in anetwork of nodes that support UCID.

UNKNOWN
1) An agent state in which CentreMu CM S does not recognize the agent’s state.

2) A trunk state in which CentreVu CM S does not recognize the trunk’s state.

UNSTAF (non-EAS)
An agent state in which the agent is not logged in and therefore is not tracked by
CentreMu CMS.

user ID
Thelogin ID for a CentreVu CM S user.

V VDN

See vector directory number.

VDN calls-counted
See active VDN calls.

VDN of origin announcement (VOA)

A short announcement that is assigned to a VDN through switch administration.
The VOA identifies the origin or purpose of acal for the call center agent who
answers the call.
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VDN skill preference

A prioritized list of agent skills administered for a VDN that are needed or
preferred for the answering agent. VDN skill preferencesrequireacall to be routed
to an ACD agent with a particular attribute or set of attributes.

vector

A list of stepsthat process calls according to auser definition. The stepsin avector
can send callsto splits, play announcements and music, disconnect calls, givecalls
abusy signal, or route calls to other destinations.

vector command
A vector step that describes the action to be executed for acall (for example,
Queue to mmin, check backup, disconnect).

vector directory number (VDN)

An extension number that enables calls to connect to a vector for processing. A
VDN can connect callsto a vector when the calls arrive over an assigned
automatic-in trunk group or when the calls arrive over aDID trunk group and the
final digits match the VDN. The VDN by itself may be dialed to access the vector
from any extension connected to the switch.

vector step
1 processing step in avector. A vector step consists of acommand and 1 or more
conditions or parameters.

vector step condition
A condition accompanying a vector command that defines the circumstancesin
which the command is applied to a call.

VOA
See VDN of origin announcement.

voice terminal
A telephone set, usually with buttons, that gives an agent some control over the
way calls are handled.

W weekly data

Daily data that has been converted to aweekly summary.

write permission
A permission with which a CentreVu CM S user can add, change, or delete dataand
execute processes.
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3B2 computer
migrating data from 10-33

A

access permissions
ACD 9-3
feature 9-3
split/skill 9-3
trunk group 9-3
VDN 9-3
vector 9-3
ACD
administrative interface 1-13
master 10-2
ACD access permissions
assigning 9-9
changing 9-9
deleting 9-9
viewing 9-9
ACD Access window 9-10
ACD status
viewing 11-3
ACD Status window 11-3
ACD'’s
changing during backup 3-6
ACDs
adding 3-6
changing 3-6
deleting 3-6
ACDs input window 3-7
Actions menu 2-12
Actions menu items 2-13

Activate Agent Trace input window

6-5
activating agent trace 6-3
Add Button wizard 2-4
adjunct routing
command 8-28
step 8-20, 8-25
Advanced menu 2-2

Agent Administration selector
window 2-4, 2-6
Agent Exception Administration
window 8-5
agent exceptions
administering 8-4
report 8-30
Agent Exceptions input window
8-31
agent exceptions report
example of 8-33
agent groups
adding agents to 3-12
agentsin 3-11
copying 3-9
creating 3-8
deleting agents from 3-14
Agent Groups Get Contents
window 3-12
Agent Groups input window 3-8
Agent Groups window 3-11

Agent Groups-Copy window 3-10

agent skills
changing 6-9

agent string values
changing 3-16

Agent String Values window 3-17

agent templates
applying 6-15
changing skills for 6-9
creating 6-15
agent timed exceptions 8-50
agent trace 10-4
starting 6-3
stopping 6-5
agents
adding 3-11
deleting 3-11
listing 3-11
viewing 3-11
allocating data storage 10-7
allocating storage space 10-25
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Lucent Technologies
Bell Labs Innovations

ANI/SID
see automatic number
identification/station number
identification 8-36
announcement synonyms
adding 3-21
changing 3-21
viewing 3-21
window 3-21
Announcements input window
3-21
archiving status 10-4
viewing 11-7
Archiving Status input window
11-7
Archiving Status window 10-22
Audio Difficulty exception 8-56
automatic login
how to use 1-3
window 1-3
automatic number identification/
station number identification
8-36
AUX reason code names 3-23
AUX reason codes
adding 3-23
changing 3-23
deleting 3-23
names of 3-23
viewing 3-23
AUX Reason Codes input window
3-24

B

BACKUP 3-19, 3-58
backup 11-26
before restoring 11-26
for pseudo-ACD 10-15
frequency of 11-35
kinds of 11-35
managing the tapes 11-35
permissions for 11-1
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backup, (continued)
recovery kit 11-41
status of, in maintenance error
log 11-33
to save data 11-35
while archiving 11-16
Backup Data input window 11-14
Backup Data window
List device command 11-19
backup information
format of 11-43
how to interpret 11-44
backup strategy 11-35
complex backup 11-39
full backup 11-36
incremental backup 11-37
backup volume
labeling 11-43
backup, CMSADM 11-35
stepstorunit 11-9
what it consists of 11-9
backup, complex
tape allocation for 11-39
backup, full
tape allocation for 11-36
backup, incremental
setting up a schedule 11-38
tape allocation for 11-37
backup, maintenance 11-9,
11-13, 11-35
full 11-16
stepstorunit 11-13
when to run it 11-13
backup, maintenance,
incremental 11-16
Backup/Restore Devices input
window 11-18
Backup/Restore Devices window
2-13
browse buttons
how to use 2-16
browse window
multiple-value 2-17
single-value 2-16

C

calculations

adding 3-26

creating 3-26

names of 3-26

viewing 3-26
Calculations input window 3-27
Call Center Administration
selector window 2-4, 2-6
Call Vectoring 6-1, 8-20, 10-31,

10-42

capabilities of 1-13

Call Vectoring, (continued)
needed for 8-2
not needed for 8-2
call work code
definition of 7-4
call work code 0 3-30, 7-3
call work codes
adding 3-29, 7-3
changing 3-29
deleting 3-29, 7-3
names of 3-29
unassigned 7-3
viewing 3-29, 7-3
Call Work Codes input window
3-29, 7-4
Call Work Codes window 7-3
CentreVu Advocate 6-11
capabilities of 1-14
CentreVu CMS data
migrating 10-33
R2 data 10-33
R3 data 10-33
CentreVu CMS state
changing 10-5
CentreVu Supervisor
exiting 1-12
resource limits for 1-3
Change Agent Skills window
6-10, 6-12
Change Extension Split
Assignments window 6-11
Change VDN Skill Preferences
input window 7-7
clock synchronization 10-6
closing CentreVu Supervisor
windows 1-10
CMS Servers tab 2-2, 2-10
CMS State window 10-6
CMS System Setup selector
window 2-5
CMS System Setup selector
window, System Setup selector
window 10-3
CMS System Setup window,
System Setup window 10-1
CMS System Setup, System
Setup
command 10-8
CMSADM file system backup
11-9
Lucent-provided backups
11-11
stepstorunit 11-9
what it consists of 11-9
Commands menu 2-4
complex backup
tape allocation for 11-39
Confirm Password window 1-3
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CONN 3-57
Connect menu 1-3, 1-5
to log into server 1-3
connection status
application layer 11-21
connection layer 11-22
monitoring 10-3, 11-20
session layer 11-21
Connection Status input window
11-20
constants
adding to database 3-31
names of 3-31
Constants input window 3-31
controller 1-6
controller window 1-5, 1-6, 4-6
after you log into server 1-4
before you log into server 1-2
custom items
defining 3-33
Custom Items input window 3-33
custom report 2-6
custom reports
for exceptions 8-53

D

DABN 3-57
data backup 11-18
data collection 10-3, 10-17,
10-29, 10-40, 11-7, 11-21
turning on and off for real ACDs
10-3
Data Collection Exceptions input
window 8-34
data collection report
example of 8-35
running 8-34
Data Collection window 10-4
data migration 11-18
data restore 11-18
data storage 10-25
data storage allocation
for exceptions 8-52
Data Storage Allocation window
10-26
data storage parameters
changing 10-19
data summarizing 11-32
Data Summarizing window 10-20
data summary results 11-45
database items
changing 3-33
custom 3-33
defining 3-33
deleting 3-33
viewing 3-52
data-loading 10-15
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default toolbar buttons 2-6
DEFINITY ECS with EAS 6-3,
6-9, 6-13
DEFINITY ECS without EAS 6-3
devices
naming and describing 11-18
Dictionary
names for exceptions and
exceptions reports 8-52
permissions for 3-2
rules for 3-2
searching globally 3-36
Dictionary reports
agent group members 3-68
running 3-65
Dictionary selector window 2-4,
2-6, 3-6

E

EAS (see Expert Agent Selection)
8-2, 8-11
capabilities of 1-14
EAS (See Expert Agent
Selection), EAS 11-3
EAS (See Expert Agent
Selection), Expert Agent
Selection 6-1
EAS (see Expert Agent Selection),
Expert Agent Selection 1-13,
1-23, 3-43, 6-3, 6-9, 6-13
EAS, Expert Agent Selection 6-14
Edit menu 2-12
error codes
500 11-34
505 11-34
exception
definition of 8-1
Exception counter 2-7
Exception type thresholds 8-13,
8-27
exception type thresholds 8-6
exceptions
agent timed 8-50
Audio Difficulty 8-56
custom reports for 8-53
data storage allocation for 8-52
external outbound 8-4
occurrence boundaries 8-51
occurrence threshold 8-56
per split or skill 8-4
scripting for 8-53
time limit 8-56
exceptions count 8-51
exceptions notification
access permissions for 9-10
changing 8-3
for specified splits/skills 9-18

exceptions natification, (continued)
for specified trunk groups 9-21
Exceptions selector window 2-4,
2-6, 8-4
exiting and restarting a report 4-6
Export All Data window 5-8
Export Chart Data window 5-8
export of report output 5-8
Export Table Data window 5-8
extension split assignments
changing 6-9, 6-12
External Application Status
window 10-23
external applications
starting or stopping 10-23

F

FBUSY 3-57
FDISC 3-57
feature access permissions
assigning 9-12
changing 9-12
deleting 9-12
viewing 9-12
Feature Access window 9-13
field description 2-14
Forecast 3-51, 10-19
capabilities of 1-14
on pseudo-ACD 10-8, 10-15
status of, in maintenance error
log 11-33
Free Space Allocation window
10-18
full backup
tape allocation for 11-36

G

General tab 2-10
Generic String Values input
window 3-35
generic string values synonyms
changing 3-35
Global Search Input window 3-36
global search output window
results 3-37
go to vector
command 8-20, 8-25
step 7-23, 8-20, 8-25
Greatest Need 6-10

H

hardware 1-19
certified for CentreVu CMS
1-16
Help menu 2-12
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help system 2-9
Help Topics window 2-3
Helpline 1-21

how to reach 1-22
historical database

archiving data in 10-20
Historical tab 2-10
history list

using 2-19
HOLD 3-56, 3-57
HTML

report saved as 5-10

IDLE 3-56, 3-57
incremental backup
setting up a schedule 11-38
tape allocation for 11-37
INFORMIX
interface to historical database
1-13
INFORMIX tables
backing up 11-16
restoring data for 11-28
input field
description of 2-14
name/synonym 2-14
numeric entry in 2-15
rules for 2-14
input window
scripting 5-12
input window options 2-13
input windows 2-12
Integrated tab 2-10

L

link-down exception 8-34
List Agents Traced input window
6-7
List devices 11-19
listing agents traced 6-7
Load Pseudo-ACD Data window
10-14
location IDs
adding 3-38
changing 3-38
deleting 3-38
viewing 3-38
Location IDs input window 3-38
Login button
to log in to server 1-3
login ID characters
rules for 9-7
login ID names
adding 3-40
changing 3-40



Index

login ID names, (continued)
viewing 3-40
Login Identifications input window
3-41

login IDs
agent 3-40
names 3-40

Login Information window 1-3
Login Status indicator 2-3
logout reason codes
adding 3-43
changing 3-43
names of 3-43
viewing 3-43
Logout Reason Codes input
window 3-43
Look Ahead Interflow attempts
8-20

M

MAIN 3-58
main menu access permissions
assigning 9-15
changing 9-15
viewing 9-15
Main Menu Addition Access
window 9-15
maintenance backup 2-13, 11-13
full 11-16
incremental 11-16
stepstorunit 11-13
when to runit 11-13
maintenance error log 11-1,
11-45
data summaries in 11-32
error messages 11-34
using 11-31
Maintenance Error Log input
window 11-31
Maintenance selector window 2-5,
2-6
malicious call exception 8-2
Malicious Call Trace input window
8-36
malicious call trace report
example of 8-37
running 8-36
manual archive 10-21
manual login
how to use 1-5
window 1-3
Manual Login window 1-5
map of user interface 2-20
master ACD 10-6
MBUSY 3-58
menu bar 2-5

migrating CentreVu CMS data
10-33
Move Extensions Between Splits
window 6-19
moving extensions between splits
6-17, 6-19
Multi-Agent Skill Change window
6-17
multiple agents
adding to another skill 6-18
changing skills for 6-17
moving from skill to skill 6-18
Multiple Daily Input 10-21
multi-user mode 10-17, 11-9
changing to 10-6
multi-user state 10-40

N

Name Format tab 2-10
NORMAL 3-47
numeric entry 2-15

O

ODBC (CMS Open Database
Connectivity) 11-41

Open Database Connectivity
(ODBC), ODBC (Open Database
Connectivity 1-15

Operations tab 2-10

Options window 1-7, 2-2

other timed exceptions 8-50
OVRLD1 3-47

OVRLD2 3-47

P

password
changing 1-9
choosing 1-9
replacing 1-9
pattern-matching 2-15
PC configuration
recommended for CentreVu
CMS 1-16
peg count exceptions 8-50
PERCENT 3-17
Percent Allocation 6-10
phantom abandon call timer
10-43
Print Setup window 3-66
Print window 4-3
Printer Administration input
window 11-24
printers
administering 1-20, 11-23

assigning descriptions to 11-23
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printers, (continued)
assigning names to 11-23
assigning options to 11-23
identifying for your system 1-20
requirements 1-20
printing a report 4-3
pseudo-ACD
defining synonym in Dictionary
10-10
deleting 10-11
loading 11-18
loading data into 10-12
menu items 10-9
permissions for 10-2
setting up 10-8
Pseudo-ACD Setup window 10-9

Q

QUEUED 3-56, 3-57
R

R2 Migrate Data window 10-34
R3 Migrate Data window 10-35
real-time exceptions log 8-2,
8-52
using 8-54
Real-Time tab 2-10
recovery kit
using 11-41
Report Colors tab 2-10
report page 4-4
Report Wizard 2-4
reports 2-9, 8-47
agent exceptions 8-30
agent group members, for
Dictionary 3-68
configuring 4-7
data collection 8-34
Dictionary 3-65
exceptions 8-56
exiting and restarting 4-6
historical 10-41
kinds of 4-7
malicious call trace 8-36
printing 4-3
printing options 4-8
real-time 10-41
running 4-2
scripting 5-6
setting up page for 4-4
split/skill exceptions 8-38
to summarize 4-7
trunk group exceptions 8-41
VDN exceptions 8-44
Reports input window 4-3
reports saved as HTML 5-10
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Reports selector window 2-4,
2-6, 3-65, 4-2
Reports tab 2-10
reports window 2-10
RESERVE 3-20
restore 2-14
after backing up 11-26
automatic 11-26
manual 11-26, 11-28
running 10-7, 11-26
restore data 10-5
Restore Data input window 11-28
RINGING 3-58
route to 8-25
command 8-20
step 8-20, 8-29
ROVING 3-20
running a report 4-2

S

Save As HTML window 5-10
Save as Script
using 5-2
Save as Script Action window
5-13
Save as Script window 5-2, 5-6
automatic 5-7
interactive 5-7
Scheduler utility
stopping or starting 12-10
Script button 5-3
scripting
actions 5-12
export of report output 5-8
for exceptions administration
and reports 8-53
input windows 5-12
reports saved as HTML 5-10
scripting an action 5-13
scripting an input window 5-12
scripting reports 5-6
Scripting tab 2-10
secondary administrators
permissions for 9-1
SEIZED 3-57
Select Agent/Template window
6-9, 6-15
Select Extension window 6-11,
6-12
selector window 2-10
server 1-3, 1-5, 1-7, 1-13
adding a new 1-7
changing a connection to 1-7
logging out of 1-11
removing from list of available
servers 1-7
Server Properties window 1-8

service level
increment 7-9, 7-19, 7-21
setting storage intervals 10-36
setting up a report page 4-4
shortcuts
adding tasks to 13-35
and permissions 13-46
assigning tasks 13-46
changing tasks in 13-40
copying 13-31
copying tasks in 13-37
creating 13-28
deleting 13-33
deleting tasks from 13-39
editing 13-34
running 13-30
using Stop 13-46
using the Keep mode 13-45
Single Data Input browse window
10-21
single value 2-16
single-user mode 1-10, 10-17,
10-29, 13-26
changing to 10-5
to log in using 1-3
Skill Level 6-10
Skill Level Call Handling 6-11
software
needed for Sun platform 1-17
optional for Sun platform 1-17
recommended for PC 1-16
shipped with CentreVu CMS
11-41
software included with training
1-23
Solaris
administering printers in 11-24
changing user passwords 12-5
disabling printers in 12-8
interface to CentreVu CMS
1-13
logging into 12-2
moving print jobs in 12-8
restoring files in 12-11
returning to CentreVu CMS
from 12-6
stopping or starting Scheduler
utility 12-10
system devices 11-19
using 12-3
viewing system file 12-4
specifying storage intervals 10-7
Split Members input window 6-23
split members report
example of 6-24
running 6-22
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split/skill access permissions
assigning 9-17
changing 9-17
deleting 9-17
viewing 9-17
Split/Skill Access window 9-17
split/skill call profile report 7-9
split/skill call profiles
adding 7-9
changing 7-9
deleting 7-9
Split/Skill Exception Administration
window 8-12
split/skill exceptions
administering 8-11
Split/Skill Exceptions input window
8-39
split/skill exceptions report
example of 8-40
running 8-38
split/skill names
adding 3-49
changing 3-49
deleting 3-49
viewing 3-49
split/skill string values
changing 3-46
viewing 3-46
Split/Skill String Values input
window 3-47
split/skill supervisors
permissions for 9-1
Split/Skills input window 3-50
splits/skills
exceptions notification for 9-18
Standard CMS Items input window
3-53
Start menu 1-2
status bar indicators 2-6
status bar messages 2-7
storage allocation 10-5
storage intervals 10-5, 10-30
guidelines for 10-40
setting 10-36
steps for 10-36
Storage Intervals window 10-37
storage space
allocating 10-25
storing CentreVu CMS data 10-17
Sun Microsystems, Inc.Solaris
administering printers in 12-7
Supervisor user interface
map of 2-20
switch
features 10-44
release 10-43
type 10-43
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switch setup data

viewing 10-42
switch setup values 10-42
Switch Setup window 10-43
switches 1-14

certified for CentreVu CMS

1-18
System Setup selector window
2-6

system tray icon 2-9

T

terminals
approved for CentreVu CMS
1-19
troubleshooting 1-19
Threshold Colors tab 2-10
thresholds
for each exception type 8-6
setting the limit for 8-6
time in vector exception 8-25
timetables
adding tasks to 13-13
adding to CentreVu CMS 13-4,
13-7
and permissions 13-44
assigning tasks 13-44
available only through ASCII
interface to CentreVu CMS
13-1
backups 13-2
changing 13-2
changing tasks in 13-23
copying 13-9
copying tasks in 13-16
creating and scheduling 13-3
creating without scheduling
13-6
deleting 13-11
deleting tasks from 13-18
editing 13-12
editing globally 13-20
Get Contents window 13-12
listing all in database 13-25
permissions for 13-2
printing 13-43
saving 13-14
using Stop 13-44
using with system clock 13-26
toolbar 2-5
Tools menu 2-2
top skill 6-11
training 1-21
upgrade 1-23
translations 11-6
trunk group 2-16

trunk group access permissions
assigning 9-20
changing 9-20
deleting 9-20
viewing 9-20
Trunk Group Access window 9-20
Trunk Group Assign input window
7-11
trunk group assignments
viewing 7-11
Trunk Group Exception
Administration window 8-16
trunk group exceptions
administering 8-16
Trunk Group Exceptions input
window 8-42
trunk group exceptions report
example of 8-43
running 8-41
Trunk Group Members input
window 7-13
trunk group members report
example of 7-14
running 7-13
trunk group names
adding 3-54
changing 3-54
deleting 3-54
viewing 3-54
trunk groups
administering exceptions for
8-16
DID 7-11
Trunk Groups input window 3-54
trunk string values
changing 3-56
default names 3-57
viewing 3-56
Trunk String Values input window
3-57

U

UNKNOWN 3-47, 3-58
user data

assigning 9-3
User Permissions selector window
2-5, 2-6, 9-3
User Permissions User Data
window 9-4

Vv

VDN access permissions
assigning 9-25
changing 9-25
deleting 9-25
viewing 9-25
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VDN Access window 9-25
VDN Assignments input window
7-17
VDN call profile
report 7-22
VDN Call Profile Setup input
window 7-20
VDN call profiles
adding 7-19, 7-21
changing 7-19, 7-21
copying 7-21
deleting 7-19, 7-21
VDN Exception Administration
window 8-21
VDN exceptions
administering 8-20
detection 8-25
VDN Exceptions input window
8-45
VDN Exceptions report
example of 8-46
VDN exceptions report
running 8-44
VDN names
adding 3-60
changing 3-60
deleting 3-60
viewing 3-60
VDN skill preferences
changing 7-6
VDNSs input window 3-61
VDN-to-vector assignments
changing 7-16
vector 2-16
number 7-23
step 7-23
vector access permissions
assigning 9-23
changing 9-23
deleting 9-23
viewing 9-23
Vector Access window 9-23
vector configuration reports
running 7-23
Vector Exception Administration
window 8-26
vector exceptions 8-47
administering 8-26
Vector Exceptions input window
8-48
vector exceptions report
example of 8-49
running 8-47
Vector input window 7-23
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adding 3-63

changing 3-63

deleting 3-63

viewing 3-63
Vectors input window (Dictionary)
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default names for 3-17
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