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Overview

This guide, the CentreVu® Explorer Il User Guide Version X385-218-200),
provides an overview of CentreVuExplorer || operations and features, prerequisites
and the baseline configuration, details and procedures for agents using CentreVu
Explorer Il software, information specific to agent trainers and supervisors, and a
glossary.

Centrevu Explorer 11

Transforming INF OR\MHO\ Into KNOWLEDGE

Licensed To: CenterPoint Solutions, Inc.
Release: 2.0
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Audience

This guide isintended for customers of the CentreVu Explorer |1 solution,
including agents, supervisors, trainers and system administrators, NetCare®
users (including Technical Service Centers and Professional Services),
Maintenance and Provisioning Centers, Call Management Systems (CMS)
Helplines, Sales Design Support Centers (SDSC), and anyone €l se who uses or
supports a CentreVuExplorer |1 setup would find this guide useful.

This guide also hel ps anyone who needs to know:

Operational details about the CentreVuExplorer |1 solution

® How to operate as an agent, administrator, or supervisor using CentreVu

Explorer |1 software and other elements of the CentreVuExplorer |1
solution

How to supervise CentreVUExplorer || agents

Troubleshooting suggestions for users of the CentreVVuExplorer 11 solution.
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What is CentreVu® Explorer 11?

CentreVu® Explorer |1 provides management of call centers with atool to manage
call center datafrom the Call Management System (CMS). Thisinformation is
vitally important to the management of call centers. CentreVu Explorer 11 transforms
valuable DEFINITY® Enterprise Communications Server (ECS) call center
information into powerful knowledge. Thisknowledgeis crucial to the management
of your call center.

Information collected from the CentreMu CM Sis compiled, formatted and presented
to the user through a Web browser to illustrate critical call center activity. The data
collected provides information such as: (1) How many callers abandoned after being
placed on hold for more than 30 seconds? (2) Which agent splits transfer the most
calls? (3) What stroke counts are used for incoming call center calls?

CentreVu Explorer 11 provides a mechanism to store and retrieve call center data
over aperiod of time. The call center datais retrieved through a graphical user
interface (GUI) enabling desktop queries, reports, and Cradle-To-Grave analysis of
a call center’s performance.

CentreVu Explorer 1l is a new application that uses the orig@exdtreVu Explorer
functionality as a starting point. The purpos&eftreVu Explorer Il is to:

® Provide a user-friendly tool to access External Call History (ECH)
® Support data from multiple Call Management Systems
® Create and save user-defined custom and conditional queries

® Provide data management support.
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High-Level Description

By applying information collected from the Lucent Technologies CentreVu Call
Management System (CMS), CentreVu Explorer |1 provides a graphical user

interface enabling desktop queries, reports, and Cradle-To-Grave analysis of a call
center’s performanc&entreVu Explorer 1l is compatible witiCentreMu CMS
Release 3 Versions 4, 5, andd@ntreVu Explorer Il provides a powerful mechanism
to store and retrieve valuable call center data over a period of time. Additionally,
call centers have access to this detailed information with the same level of detalil
well into the future.

CentreVu Explorer 1l provides details into many areas of call center activities for
managers to use, including the following:

® Cradle-To-Grave per call reporting

¢ Agent activities such as talk time and call work codes

¢ Vector Directory Number (VDN) and split/skill information

Call transfers from split/skill, voice response units and switches

Special call treatment such as Service Observing and Malicious Call Trace
Queue treatment such as holding times and abandons in queue

Multiple deployment options

* Flexible query capability

Multiple options for displaying the results

® Flexibility to export data

® Support for multiple CMSs.
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Benefits of CentreVu Explorer

CentreVu Explorer |1 delivers knowledge to the desktop (client) through powerful
Microsoft” Windows NT or Sun* Solaris™ based internet server technologies.
CentreMu Explorer 11 requires only aframe compliant web browser on the client.
This architecture provides accessto critical call center data from any desktop PC or
workstation running a web-enabled operating system, such as Windows' T, 0S/2+,
UNIX™ , or Macintosh T, Employing this technology uses minimal desktop PC
resources. Furthermore, this architecture allows an organization full accessto
CentreMu Explorer 11 from multiple web-enabled operating systems.

The hardware architecture of CentreMu Explorer 11 is expandable to meet your
storage requirements. It combines alocal storage system with external archived
capabilities to provide rapid query access while collecting historical information
over long periods of time. The customer selects system storage capacities and data
retrieval rates to meet the individual call center requirements.

CentreVu Explorer |1 provides a navigation method to query alibrary of elements

and “drill down” information to further call details. Starting at a high level, you can
select one of several call center elements and step through additional layers until
you reach the desired information.

*Microsoft is a registered trademark of Microsoft Corp.

tWindows NT is a registered trademark of Microsoft Corp.

FSun is a registered trademark of Sun Microsystems, Inc.

**Solaris is a registered trademark of Sun Microsystems, Inc.

tTWindows is a registered trademark of Microsoft Corp.

$10S/2 is a registered trademark of IBM.

*»**UNIX is a registered trademark in the United States and other countries,
licensed exclusively through X/Open Company Limited.

tTtMaclintosh is a registered trademark of Apple Computer Inc.
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Why Use CentreVu Explorer 11?

Some of the reasons to use CentreVu Explorer |1 include:

Abandon Call Analysis

You can use the Abandoned In Que or the Abandon on Hold fields to run
queries with all of the available conditions of an abandoned call. The Cradle-
To-Grave reports display these detailed results. The results of the query include
alist of customersthat called back.

Efficient Automatic Number Identification (ANI) Analysis

You can use CentreVu Explorer 11 to analyze the ANI by using the Calling Party
field as aquery. You can aso use wild cards and time parameters to produce a
list of customers.

Special Cdl Treatment

With CentreVu Explorer 11, you can produce alist of callsthat are transferred or
conferenced. Thislist shows the way an agent released or treated calls. The
treatment of the call is determined by each call center’s preferences for
handling calls.

Cell Phone Analysis

You can us&€entreVu Explorer Il to analyze the call data and determine if more
sales come from cell phone customers than from standard (land line) phone
customers.

Cradle-To-Grave Reporting

CentreMu Explorer |l tracks and analyzes information from the time the caller
enters the first Automatic Call Distribution (ACD) until they hang up.

See Chapter 7, “Sample Queries,” for sample scenarios that can assist you with your
call center’s business practices.
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Overview of New Features

CentreMu Explorer |1 retains all of the featuresin the previous versions of CentreVu
Explorer (1.0, 1.1, and 1.2) which includes access to CentreVu Call Management
System’s External Call History elements in a logical, easy-to-analyze format. The
CentreMu Explorer |l software is easy to install, maintain, and does not require any
client software.

The CentreVu Explorer Il new features include:

Enhanced query capabilities

Conditional queries: and/or, <, >, =, <>, grouping

Ability to easily save queries

Time of day and day of week queries

Support for a variety of databases (for example, SQL-ServdiNg@RMIX)
Compatibility with thewindows NT andSun Solaris platforms

Data exportable to other applications

Support for multiple CMSs

Retention of the “Explorer Classic” look and feel

Expanded the number of row limitations on query results (for example, more
than 500 rows can be used)

Migration of someCentreMu CMS Data Dictionary synonyms to tlentreVu
Explorer Il server

Ability to move between multiple web frames—this eliminates the need to back
out of web frames

Multiple window capabilities allow queries to be viewed simultaneously

Some maintenance capabilities are automated (for example, data discard).
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Query Capabilities

This section describes the types of query capabilities available with CentreVu
Explorer I1.

Conditional Queries

Conditional Queries (also known as Multiple Comparison Operators) provide
you with the ability to use awide range of variables to produce advanced
querying capabilities. These query capabilities are also available with Explorer
Classic, standard reports, and Custom Query Builder. A wide range of
conditional variables now supports CentreVu Explorer II's advanced querying
capability. These Conditional Queries allow you to have more options for
querying the data. The conditional variables are:

¢ Lessthan (<)

¢ Less than OR equal to (<=)

¢ Greater than (>)

® Greater than OR equal to (>=)
® Equalto (=)

® Not equal to€>)

¢ And/Or.
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Group by Parenthesis ( )—An Example

The following mathematical example shows the grouping capability for a
conditional query that is performed for all calls with the duration “greater than”
10 seconds and “less than” 360 seconds. The “And/Or” can be used inside or

outside of the parentheses ( ).

Custom Query Builder

Query Hame: |Abanduned Calls

| Data Filter: | Segment Data ¥

Display Fields | Criteria Fields | Format Criteria

{ ~ | Split 2 >|= =[5 | OR
~ | Split 3 >|= =[5 [ AND
{ ~ | Disposition > |= = |ves [ oR
~ | Abandoned FromHold ~ =  + vas [| ¥ AND
{ ~ | Duration > > =g [ AMD
w | Duration w (= '|350 |
ADD || DELETE
OK |  RESET

1-9
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Custom Query Builder

Custom Query Builder isatool that allows the user to build and save complex
gueries with a high degree of customized work. You can define a unique set of
display fields for each query and make a query available for use by other users.
CentreMu Explorer 11 users are not limited by preconceived ideas about the type
of analysis they may want to apply to their call data.

Using the Custom Query Builder tool, virtually any conditional query
imaginable by a call center manager can now be created and saved for future
use. In previous versions of CentreVu Explorer, such customized work could
only be achieved through costly designed software solutions.

See the “Custom Query Builder” chapter in this document for more details.

Call Level Queries

Call Level Queries are available through every program (for example, Query
Builder and Explorer Classic) @entreVu Explorer 1l except for Agent in
Focus.

In CentreMu Explorer Version 1, queries were performed at a Call Segment

level, so all calls were broken into “segments” based on the life of the call. If a
call entered the call center and was transferred by an agent, this was equivalent
to two segments. Queries would match on the individual segments. In order to
view the entire call with all of the associated segments, you had to go to the
Cradle-To-Grave report.

With CentreVu Explorer 11, you can query on either the “call” level or the
segment level. Therefore, all the information associated with a single call,
regardless of its number of segments, is included. Query requests are based on
calls returning all segments of the call record.

Call Level Queries work by “rolling up” the values of all segments for a call
into a call field. For instance, return a call (instead of a segment), where the
total on hold time for the call is greater than a value. The fields that can be
rolled up to the call include:

¢ Start and Stop Time
¢ All durations
¢ All statuses.
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In CentreMu Explorer Version 1.0 - 1.2, you can query only on a segment level.
CentreMu Explorer 11 allows you to query based on the total customer
experience (queries on the segment level and call data). For example, queries
work on the call data and the data that is “rolled up” in the grid:

E E Call-ID Query

1 1461465 296 N
_595‘ 1461465 2 245 o N N

2 Rows retumed

Time of Day and Day of Week Queries

Time of Day and Day of Week Queries are available for all queZarsreVu
Explorer Il queries can be pinpointed to the hour, minute, and day of week. For
example, “For every Monday this month, return all records of calls to Split 10
between 8:00 a.m. and 5:00 p.m.”

The “Day of Week” field is calculated during population of the data. It works
just like any otheCentreVu CMS field for query purposes.

Generic Field Queries

Generic Field Queries allow you to query on generic fields instead of specific
fields. For example, you may desire to return all segments that an agent touched
regardless of the type of agent (disposition, answering, and others). The fields
that are generic are: agent, vector, VDN, or split/skill. These fields display as
italic type on your screen.
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Some elements (such as, Agents and Splits) have more than one possible “role.”
That is, an agent can be an “Answering Agent,” an “Originating Agent,” or the
“Last Observer.” A Split can be: (1) Primary, (2) Secondary, or (3) Tertiary. For
example, you can askentreVu Explorer Il to:

¢ “Return all records that Agent--Mark Grace touched this week”

¢ “Show me all traffic to Split 10 for Wednesday, May 3, 1999, where calls
were transferred or conferenced.”
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Query Types

Explorer Classic Queries

The original Explorer Classic is accessible from the CentreVu Explorer |1
Navigation menu. It is there for CentreVu Explorer |1 users who are familiar
with CentreVu Explorer Version 1, or for those who simply prefer the “old”
CentreMu Explorer look and feel.

Explorer Classic presents the familizantreVu Explorer desktop, but with new
query capabilities (such as, conditional queries and new user interface
elements). It is also enhanced by the static Navigation frame on the left that
eliminates the need for the browseBack button. In Explorer Classic, as with
all CentreVu Explorer Il queries, results are delivered in their own window.

Standard Queries

Standard queries are those queries created through Custom Query Builder that a
company decides to share with all of the users. A user can create the query in
Custom Query Builder and make the query public from the User-Defined query
to Standard query.

Agent in Focus Queries

Agent in Focus Queries provide multiple reports about an agent’s activities.
You can select from a list of pre-defined reports, each of which focuses on a
different agent activity. Results are presented in a report format for each query
and can be printed.

User-Defined Queries

User-Defined Queries are queries that are built and saved by a user. A user can
only view the queries they have built.
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Custom Query Builder Queries

Custom Query Builder provides you with the ability to create and save queries
for future use. Custom Query Builder uses the full range of comparison
operators, groupings, and the and/or type conditions.

Cradle-To-Grave Reporting Queries

After records are returned from a query, you can access any Call ID to view the
specific eventsfor all segments of the call. The reports for CentreVu Explorer 11
display the following type of reports:

® Cradle-To-Grave reports

¢ Cadl Information

¢ Cal Handling

¢ Multi-segment Cradle-To-Grave Analysis.
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Overview of Functionality

Background Information

When CentreVu Explorer was released in 1997, it quickly revolutionized the way

call center managers thought about call center data. Call switch data—not
previously considered “information” because it could not be easily accessed—could
now be queried upon and used to more efficiently and cost-effectively run call
centers. Customer feedback showed that customers liked Explorer’s friendly query
tools, its ease of administration, and the familiar Web interface.

One ofCentreVu Explorer’s most popular features, however, was something it
lacked—client desktop software. Nothing needed to be loaded on users’ PCs to
allow them to access Explorer. This eliminates the need to install or upgrade client
software and minimizes the use of desktop resouvideslows and a Transmission
Control Protocol/Internet Protocol (TCP/IP) connection to a Local Area Network
(LAN) were the only client requirements.

Previous releases @entreVu Explorer software:
¢ CentreVu Explorer 1.0

¢ CentreVu Explorer 1.1.x

® CentreVu Explorer 1.2.x.

Releases 1.1.x and 1.2.x@éntreVu Explorer can be upgraded @entreVu
Explorer Il. See details about upgrading the software and migrating the data in the
following guides:

¢ CentreVu Explorer Il Installation for Windows NT
¢ Centrevu Explorer Il Installation for Sun.
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How CentreVu Explorer Il Works—The User
Interface

The user interface for CentreVu Explorer 11 includes:

¢ Login screen

¢ Main screen

¢ Screen Elements (includes Netscape Navigator ™)

®* Frames and Browser Windows.

1-16
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Login

After you enter the URL of the server to access the CentreVu Explorer |1 application,
you can access CentreVu Explorer |1 by logging into the system with an existing or
new Account Name and Password.

To log in to the system with an established account, do the following:

1. Enter the URL. The CentreVu Explorer 11 splash screen displays:

¥ Centrevu Explorer Il - Hetscape:

CentreVu Explorer 11

Transforming INFORMATION Into KNOWLEDGE

Flease Enter Account Information

Account Name:
Passwor a:

Submit | Reset

Lucent Technologies é =
BN ahs Innsativn

SEe e mEoas |

= == [Document: Done.
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The Login Dialog box appears at the bottom of the splash screen:
Plaase Enter Account Tnformation

Acocount Na.me:l
~~._ Enter Login
Password: I g

Information

Submit
Login

Lucent Technologies
Bell Labs Inncvaticns

The agent’s Account Number f@entreVu Explorer Il is provided by the call
center’s supervisor or administrator.

The agent’s Password f@entreVu Explorer 1l is provided by the call center
supervisor or administrator.

2. Select th&submit button.

1-18
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The Main screen displays:

Hetscape [ [5]x]

entreVu Explore

| CentreVu Explorer IT
s CentreViu Explorer IT

Transforming INFORMATION |2Ell KNOWLEDGE

© Explorer Classic
P Agent in Focus Queries

@ Custom Query Builder
b Standard Queries
P User Defined Queries

b Heip
@ Logout
© Exit

Licensed To: CenterPoint Development
Release: 2.0

Lucent Technologies 6
Bel Laks Innovations y

Session & License Details

& == [Documert: Dane Sk £ A2 o2 |

3. Seethe next section for details.
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Main Screen

After you log on to the system, the CentreVu Explorer 11 main window
automatically displays two frames:. (1) the Navigator frame, and (2) the splash
screen frame for CentreVu Explorer 11,

Navigation Frame Splash Screen Frame

3% CentreVu Explorer Il - Hetscape

P _Administration
© Explorer Classic
14 Agent in Focus Queries

CentreVu Explore

Transforming INFORMATION Into KNOWLEDGE

€ Custom Query Builder
P Standard Queries
P User Defined Queries

b Heip
eLﬂgnm:
@ Exit

Licensed To: CenterPoint Development
Release: 2.0

Lucent Technologies 6
Bell Lass Innovations: ‘

Seseion & License Details

Sl & @R @ 2|

= == [Documert: Dane
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Setting Up CentreVu Explorer Il

To set up the CentreVu Explorer 11, do the following:

1. From the main menu, select the Session and License Detailslink. The
following frame displays:

Navigation Frame

CentreVu Explorer 11

Transforming INFORMATION Into KNOWLEDGE

¥ CentreVu Explorer Il - Hetscape

CentreVu Explorer I1
’ Administration
.Eglorer Classic
’ Agent in Focus Queries

Licensed To: CenterPoint Developmment
Licensed for: 2 CM&s.

© Custom Query Builder CMS TSC CMS 1 is bcensed for § ACDs
P Standard Queries CMS TSC CMS 2 is licensed for 8 ACDs

»

’ User Defined Queries

Major Version: 2.0
Build Number: 152

b ey Description: CentreVu Explorer 11
.Loguut Copyright: Copyright 1998, 1939 CenerPoint Solutions, Inc. 1331 17th Street,
Denver, Calorada 80202
© Exit
Comments:
Legal Trademarks: CentreVu iz a registered tradelark of Lucent Technologies, Inc
Java Version: 1174

Build Date: Monday, April 5, 1999 1:05:52 o'clyek PM MDT
Build Machine: Machine Name

Server: Machine Name
Server Type: webpageservice/1 1.1
Remote Host: [P Address & Machine Name
User Agent: Mozilla'4.5 [en] (WinlNT; I)
™ Use Java Plug-in

Save Settings
Lucent Technologies 6
Bell Lebs Innovations ;

== [Document Done e ni S e |

Use Java Plug-in Save Settings  Session and License Details

2. Select the Use Java Plug-in check box if you have a
non-conforming browser. See the “Determining the Needéea Plug-In”
section in Chapter 5, “Query Builder,” for details.

3. Press th&ave Settings button to save thdava Plug-in option. The screen
refreshes and saves the new settings.
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4. To go to the query and reporting interface of CentreVu Explorer 11, click on an

option in the navigator frame. See the next section “Query and Reporting
Frames” for details.

5. To modify or change the session and license details, see the following
document that applies to your specific system:

¢ CentreVu® Explorer Il Installation for Windows NT

¢ CentreVu® Explorer Il Installation for Sun
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Query and Reporting Frames

This section describes the query and reporting frames available with CentreVu
Explorer I1. The following graphic is an example of the types of frames:

Navigation Frame Element Selection Frame

¥ CentreVu Explorer Il - Hetscape

T T Select fields to build the qu; W
| CentreVu Explorer II query Segmant Data
b Administratis A 7| ™ Call Work Code ™ Stroke 2 ™ Malicious
~Administration Ig?om I Answering Reason Code [ Stroke 3 [ Times Held
© Explorer Classic [ Originating Reason Code [ Stroke 4 ™ Dialed Number
o Set Session Displar I Answering Agent T Agent Talk Time ™ Stroke 5 I Call Observed
P Agent in Focas Oueries [ Ahandoned From Hold [ Caller on Hold Time [ Stroke 6 ™ Transferred
g O . A N
I Assistance Requested [~ Originating Hold Time [ Stroke 7 I Agent
I Originating Agent ™ Agent Released I Stroke 8
@ Custom Query Builder [ After Call Work I Last Ohserver [ Stroke @ |
P Standard Queries I Audio Problem I Stroke 1 [ Conference
" Standard Queries
P User Defined Queries N call 753 ™ Disposition [ Answering VDN ™ Equipment Location
M i I 11 Digits [ Answering Vector I Duration
P Hel | .- I™ Collected Digits I Priority Answered I Vector
el — yrs 1anin st s =R P
@ Logout =l
P ACD: [AT 3
i
™ Hew Window % F Display Synonyms
Begin Date  End Date SearchgCriteria g i Time End Time
12261998 7| |01/05/1899 = 12:00LH 11:59FH
Max Rows Returned Display Options
50 Default Session Display 7
Abandoned From Hold = Yes 7 AND
Caller on Hold Tirmne = = Jis
Find Results
= == Doctment: Done: : = £

Search Criteria Frame
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Navigation Frame

The Navigation frame contains a navigation menu that control s the options available
to al of CentreVu Explorer II's new features. Selecting items with an arrow next to
them expands the menu selection to display their functions.

The Navigation frame (shown below) remains static, allowing users to rapidly and
efficiently “bounce” between functions without having to “back out” to the
application screen using the browser controls.

CentreVu Explorer I1

P sdministration
@ Explorer Classic

b Agent in Focus Oueries

.Custnm Cuery Builder

b Standard Oueries
b User Defined Oueries

P Help
. Logout
@ Exit




CentreVu Explorer Il Version 1.0 User Guide
Introduction
Query and Reporting Frames 1-25

Element Selection Frame

The Element Selection frame (accessed through Explorer Classic) contains the
External Call History Interface (ECHI) elements used to formulate queries. The
ECHI elements are divided into two groups:

¢ Agent Information (Agent Info button)

Agent Info contains elements related to agent-based information. This format
displaysresults for all elements selected in the Agent Info section of the
Element Selection frame. The results are displayed horizontally in table format.

¢ Call Information (Call Info button)

Call Info contains elements related to call-based information. This format
displaysresultsfor all elements selected in the Call Info section of the Element
Selection frame. The results are displayed horizontally in table format.

The following graphic points out the components of the Element Selection frame.
Element Selection Frame Typesof Query Elements

¥ Centrevu Explorer Il - Hetscape

(@A e lgagly | 5cicct ficlds to build the query Segment Data &
P A dministration s [ Call Work Code [ Stroke 2 ™ Malicious
—_— I Answering Reason Code [ Stroke 3 ™ Times Held
@ Explorer Classic i I Originating Reason Code [ Stroke 4 I Dialed Number
+ Set Session Display I Answering Agent ™ Agent Talk Time I Stroke 5 I™ Call Observed
Abandoned From Hol§ I Caller on Hold Time [ Stroke 6 " Transferred

I™ Originating Hold Time I Stroke 7 I Agent
I™ Agent Released I Stroke 8

™ Last Observer ™ Stroke 9

™ Stroke 1 ™ Conference

b Agent in Foeus Queri !
entin Focus Uuerles I Assistance Requested)
[ Originating Agent
@ Custom Query Builder T After Call Work
P Standard Queries 7 Audio Problem

b User Defined Queries N\ call Disposition [~ Answering VDN ™ Equipment Location
\y Info

11 Digits I™ Answering Vector ™ Duration

P Hel, Collected Digits [ Priority Answered T Vector
.J I Universal Call ID Net In Time [ Direct Agent Queved [ VDIV
Logout Call_ID In Queue Wait Time I Split 1
@ Exit ™ Segment I~ Split2
I Day Of Week I Split3
I Calling Party I Trunk Group
Build Query
= ==

\DmV Done

ECHI Elements Build Query Buttons  Generic Field Queries
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Query elements shown in italic text are “generic field” queries. Generic fields
(Agent, Split/Skill, Vector, and VDN) allow you to query on groups of data instead

of just on individual queries.

Selecting Agent Information

To select agent information, do the following:

1. Click on theExplorer Classic option to access the Element Selection frame.

The following frame displays:

Select fields to build the query

Agent
| Info
[T Answering Agent

" Abandoned From Hold
[~ Assist R ted

[T Call Work Code

[T Answering Reason Code
[T Originating Reason Code

" Agent Talk Time
[ Caller on Hold Time
" Originating Hold Time

[T Originating Agent
[T After Call Work
" Audio Problem

can
| ™\ Info

" Universal Call ID
I Call_ID

[C Segment

7 Day Of Week

I Calling Party

[T Agent Released
" Last Ohserver
[T Stroke 1

™ Disposition

I I Digits

[T Collected Digits

[ Net In Time

[T In Queue Wait Time
[T First VDN

[ First Vector

[T Answering Split/Skill

[T Stroke 2
[ Stroke 3
[T Stroke 4
[ Stroke 5
[T Stroke 6
[ Stroke 7
[T Stroke 8
[ Stroke D
" Conference

[T Answering VDN

™ Answering Vector

[ Priority Answered

™ Direct Agent Queued
I Sphit 1

I Split 2

I split3

[T Trunk Group

Segment Data 'l

™ Malicious

" Times Held

[ Dialed Number
[T Call Ohserved
[T Transferred

[T Agent

" Equipment Location
[ Duration

[ Vector

I vow

I Spiit

2. Select the check box of the element (field) you want to use in the query.

3. From the drop-down menu, select the type of query you want to use. The

options available are:

¢ Segment Data
¢ Call Data.

CentreVu Explorer 1l Version 1.0 User Guide
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4. When you are satisfied with your selections, pressthe Build Query, Agent
Info, or Call Info buttons to enter the search criteria.

5. Pressthe Find Results button. When the screen refreshes, parameters specific
to the elements you selected appear in the Query Results (bottom right) frame.
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Selecting Caller Information

To select caler information, do the following:

1. Click onthe Explorer Classic option to access the Element Selection frame.

The following frame displays:

Agent

Select fields to build the query

[T Call Work Code

can
| ™\ Info

" Universal Call ID
I Call_ID

[C Segment

7 Day Of Week

I Calling Party

) [T Answering Reason Code
| nfo [T Originating Reason Code
[T Answering Agent " Agent Talk Time

[” Abandoned From Hold I Caller on Hold Time

[T Assist Requested [ Originating Hold Time
[T Originating Agent [T Agent Released

[T After Call Worl " Last Ohserver

" Audio Problem [T Stroke 1

™ Disposition

I I Digits

[T Collected Digits

[ Net In Time

[T In Queue Wait Time
[T First VDN

[ First Vector

[T Answering Split/Skill

[T Stroke 2
[ Stroke 3
[T Stroke 4
[ Stroke 5
[T Stroke 6
[ Stroke 7
[T Stroke 8
[ Stroke D
" Conference

[T Answering VDN

™ Answering Vector

[ Priority Answered

™ Direct Agent Queued
I Sphit 1

I Split 2

I split3

[T Trunk Group

Segment Data 'l

™ Malicious

" Times Held

[ Dialed Number
[T Call Ohserved
[T Transferred

[T Agent

" Equipment Location
[ Duration

[ Vector

I vow

I Spiit

1. Select the check box of the element (field) you want to use in the query. You
can also choose to query on the italicized generic fields (Agent, Split/Skill,

Vector, and VDN) instead of specific elements. For example, you can return all

segments that an agent used regardless of the type of agent (for example,
disposition or answering).

1-28



Introduction

Query and Reporting Frames

CentreVu Explorer 1l Version 1.0 User Guide

2. From the drop-down menu, select the type of query you want to use.

Segment Data Selected

Agent
Info

[T Answering Agent

™ Ahandoned From Hold
[T Assistance Requested
[ Originating Agent

[T After Call Work

[” Audio Problem

N can
| ™\ Info

[” Universal Call ID
[ Call_ID

" Segment

[C Day Of Week

I Calling Party

Select fields to build the query

[T Call Work Code

[T Answering Reason Code
[T Originating Reason Code
[ Agent Talk Time

[T Caller on Hold Time

[T Originating Hold Time

[ Agent Released

™ Last Ohserver

[” Stroke 1

™ Disposition

I I Digits

[ Collected Digits

[C Net In Time

[T In Queue Wait Time
[ First VDN

[ First Vector

[C Answering Split/Skill

[ Stroke 2
[ Stroke 3
[T Stroke 4
[ Stroke 5
[ Stroke &
[T Stroke 7
[ Stroke 8
[ Stroke @
[T Conference

[T Answering VD'V

[T Answering Yector

[ Priority Answered

™ Direct Agent Queued
I Split 1

I Split 2

I Split 3

[ Trunk Group

Build Query

[C Dialed Number
[T Call Observed
7 Transferred

[ Agent

7 Equipment Location
[” Duration

[ Vector

[ vDn

I Spiit

The options available are;

® Segment Data
¢ Cadl Data

3. When you are satisfied with your selections, press the Build Query, Agent

Info, or Call Info buttons to enter the search criteria. When the screen

refreshes, parameters specific to the elements you sel ected appear in the bottom

right frame.

1-29
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The Search Criteria frame allows you to select several items (also known as
parameters) to control results returned by the query. For more information about the
possible advantages of providing search criteria, see Chapter 7, “Sample Query,” in

this document.

After building a query in the Element Selection frame (described earlier in this
chapter), the following Search Criteria frame displays:

D
Caller on Hold Tiry

Management System: IAH j ACD: |AII j
™ Mew Window % ¥ Display Synonyms
BeginDate EndDate  “°u RV B Time End Time
[0ar2111999 | |o5manges | [1z:00am  [11:596m
Max Rows Returned Display Options
Answenng Agent m = Agent 8035:ACD 1 j AND
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Selecting Search Criteria Information

To provide the Search Criteria, do the following:

1. From the Management System pull-down menu, select the management system
you want to use.

The default valueis All. Selecting options other than “All” reduces the number

of synonyms available for selection. This is useful for large call centers who
want to minimize the scrolling required to select the management systems. For
example, if you are an answering agent looking for an agent in ACD1, select
that Automatic Call Distribution (ACD). Selecting specific management
systems reduces the synonyms available.

When only one management system is available, the Management System pull-
down field does not display.

2. From the ACD pull-down menu, select the ACD you want to use.

The default value ig\ll. Selecting specific ACDs reduces the synonyms
available for selection within a Call Management System (CMS).

3. Select the New Window check box if you want the ability to open multiple new
frames.

If you do not check this box, only one frame populates.

4. In the Begin Date drop-down list, select the date or dst&/DD/YY YY)
you want to use to populate the query.

5. Inthe End Date drop-down list, select the date or d&té4/DD/YY YY) you
want to use to populate the query.

6. Inthe Begin Time text box, enter the time you want to start the search (for
example, 12:00AM).

7. Inthe End Time text box, enter the time you want the search to end (for
example, 11:59PM).

8. Inthe Max Rows Returned text box, enter the number of rows of data you want
to display(for example, 30).
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9. From the Display Options pull-down menu, select the type of information you
want to display. The type of information available for display includes:

— Session Display (Default)}—Displays the fields selected.
— Agent Information—Displays all of the agent fields.
— Call Information—Displays all of the call fields.

— All Columns—Displays all of the fields.

The option you select in this drop down box determines which Session Display

view is shown.

10. The other fields that display on the Search Criteria frame will vary depending

on the type of agent and caller information you selected in the Element

Selection frame. Fill in the other fields. The following is an example of the type

of information that may display:

Management System: IAII j ACD: IAH j
7 New Window 2 ¥ Display Synonyms
Begin Date  End Date Searclglriteria g vin Time  End Time
[oarz1n1909 ] [osm4nses [1z:o0ar | [irisoem |
Max Rows Returned Display Options
Angwering Agent [Lookup ] = [G035  Agent 8035.ACD 1 5 AND

1D
Caller on Hold Titgygme = = I

[ Modify | |

1-32

11. To find the results or modify the results of the Search Criteria, seldinithe
Results or M odify buttons. The next sections describe the functionality of these
buttons in more detail.
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Displaying or Modifying Results

After selections are made in the Search Criteria frame, you can display and/or
modify the results.

1. Todisplay theresults of aquery, pressthe Find Results button from the Search
Criteriaframe.

The Find Results button displays the results of the search in a separate browser
window (for example, Session Display, Agent Information, Call Information,

and All Columns frames). The display you see is dependent upon which

“Display Options” was previously selected on the Search Criteria frame. See
Chapter 3, “Explorer Classic,” for details.

2. To modify the results of a query, press thedify button from the Search
Criteria frame.

The M odify button displays Query Builder so you can save and modify the
searchFor more information, see Chapter 5, “Custom Query Builder.”
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Window Viewing and Sizing

Based on your screen size and resolution, a varying amount of data may be
displayed in the Query Results frame. To control the amount of data displayed, use
the following options:

Scroll Bars—Moving the scroll bars vertically within each frame allows you to
view the information. Scroll bars can appear in each of the three frames
(Element Selection, Search Criteria, and Query Results). Scroll Bar locations
can be found as shown below:

+t— Agent On-Hold - CentreWu Explorer Il - Hetscape

ElE] Agentontod

Calle

Agent] on

Start Talk |Times| Held

Call_IDJACD] Time Time | Held Tlme

[c?|1458745’_|10 1?40| | 54

[ 1] 2
M [ hoaz4o] 61 54 [ 1 [ z |—
[cTc_|1450190’T|10-22-56| 12 | 7 | 1 | 2 |'
[ [ ozess| 1z 7 [1 [z [ Scroll Bar
[E|1460196’T|10;26:21| 12 | 7 | 1 | 1 |'
M [ pezez[ 12 [ 7 [ [t [
[E|1450199’T|10-2?-33| 10 | 4 | 1 | 2 |'
P [ ho2zzz[ w0 [ 4 [1 [z [
[c?|1460204’T|10:29:09| 9 | 4 | 1 | 2 |'
- N O
i F |
|—|—|7|W_-:<c T AP 2|

Screen Resolution—Setting the resolution to at least 1024 X 768 greatly
enhances the viewable data at a single screen. The screen resolution of your
terminal is set up through the Control Panel.

Reduce Search Criteria Section—Moving the control bar between windows
expands the results section.

Session Display—Choosing the Session Display format returns results for the
most commonly requested elements. For additional details on Session Display,
see Chapter 8, “Query Results,” in this document.

Frame Resizing—Using Windows functionality (dragging the frame with the
mouse) allows you to change the size of each frame independently.

1-34
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Frames and Browser Windows

CentreMu Explorer 11 allows you to open multiple framesin order to compare
and view the results of your query. For example, to compare the query results of
two separate days of queries, do the following:

1. Select the checkbox in front of the New Window field in the Search
Criteriaframe. When the check box is selected, a new browser window
opens for each time anew set of results get displayed.

2. Resize the results windows to be side-by-side using normal Windows
functionality.

Each of the windows created by CentreVu Explorer |1 uses norma Windows
functionality. To manipulate a particular window, the window must be sel ected
to be the active window. The following is an example of two results screens
shown side-by-side with one of the screens active (the highlighted screenis
active):

+*'— Agent On-Hold - CentreVu Explorer Il - Hetscape

mi=1 3 | LI
Agent On-Hold ElE] AgentonHod

Calle Calle
Agent on Agent] on
Start Talk |Times| Hold Start Talk |Times| Hold
Call_IDJACD| Time Time | Held | Time Call_IDJACD| Time Time Held Tlme
2
= |

[eoc[1458745 1 [10:17:40 ERE fecflago1s0] 1 [lo2256) 12 [ 7
101740 51 [ 54 [ 1 2 [ [ [1o2zss] 12 | 7 1 2 -
:Tq1460190 1 fozzse) 12 [ 7 [ 1 [ 2 fefiagoiss 1 Jleze21] 12 [ 7 [1 [ 1
[ w2236 12 [ 7 | 1 2 [ [ foze2n[ 12 [ 7 [ 1 1
ecfias0196[ 1 [tozez1[ 12 [ 7 [ 1 [ 1 Beflasoiss[ 1 0273 0 [4 [ 1] 2
[ [ ho2ez1] 12 [ 7 [ 1 [ 1| [ ftozz3z[ 10 4 1 2
pefiasorss 1 fozzzE) 10 [ 4 [ 1 [ 2| eflas0zod[ 1 102908 9 4 1]z
Il [ ho2zzs[ 10 [4 [1 [z | [l [ hozsos| o [ 4 [ 1 2
olas0z04[ 1 102808 ¢ [ 4 [ 1 | z [:—)E|1450207,7‘103019‘ n e 1]z
[ oz 9 [ 4 [ 1 2 [ hozons) 11 [ & [ 1 2
fecfi4e0207[ 1 oz 11 e [ 1 [ 2 [c-)c|1460211,7‘103157‘ THEEENER
| =

-l

[&F=B= Document: [=] 56 % 2 ol A | 4 |ﬁ°|=1D=I |Documen =) 58 T AR C

S
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Types of Help

CentreMu Explorer |1 provides the following types of Help:

® Glossary—provides descriptions of the elements witlgntreVu
Explorer II.

¢ Help Topics—provides a high-level index to find more detailed
information. The Help has definitions for all the terminology.

¢ About—provides a window that contains the correct version number of the
CentreMu Explorer software. This window also contains information about
the HostName, CMS, and date of the last load.
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You can access Help from the CentreMu Explorer || Navigator frame by
selecting the Help option.

CentreVu Explorer IT

’ Administration
@ Explorer Classic

’ Agent in Focus Queries

@ Custom (uery Builder

’ Standard Oueries
’ User Defined (Oueries W Help
* Closzary
b Hel ¢ Help Topics
Aleip . About
< Logout

@ Exit
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Glossary

The Glossary option details the elements used within the CentreVu Explorer |1
to perform the query and display functions. To access and use the glossary, do
the following:

1. From the Navigator frame Help option, select the Glossary option.

Two columns of alphabetical topics appear.

| CentreVu Explorer II  Transforming INFORMATION Into KNOWLEDGE
This section details the elements used within the CentreVVuExplorer to perform the
query and display functions. Each item is described with the following elements:

Field Description - An overview of the centents of the eletnent
Chery Options - The options available in Explorer for setting parameters

Abandoned from Held (HIOLDARI First Vector (FIRSTIVECTOR)
ACD Forced Busy Calls (DIZPOSTTION=51
After Call Worl: Time (ACWTINE) Forced Disconnect Calls (DISPOSITION=5)
Apgent Beleazed (AGT RELEAZEDY 1 Dt (CATLING IT
ent Tall Time (TATETIME) Interflowed (DISPOSTTTON=4)
o POMEE e i1 B TRV T Pheran I it T TTETITT AT | _'I_vl

2. Click onthetopic you wish to view. Thetopic you select is displayed. Each
topic is described with the following elements:

® Field Description—An overview of the contents of the element.

® Query Options—The options available iGentreVu Explorer Il for
setting parameters.
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The following graphic is an example of selecting the “Abandoned from
Hold" topic in the glossary:
Abandoned frem Hold (HOLDAEN)
Field Descrption =
This field indicates whether the caller abandoned from hold during the segment. (YES=1/MC=0)
With Systemn 85 R2V4 and Generic 2.1, HOLDABN will only be used for ACD (Automatic Call Distribution) calls. With
Generic 2.2, Generic 3, and ECS this is for any call All records that have HOLDABN=0 are returned as calls not abandoned
from hold.
Cuery Options

Abandened from hold or Mot abandened from hold

ACD
Field Descrption
This field contains the ACD number that handled this call The ACD field contains an integer value between 1 and 4 for E3V5

P =
| | =

3. To exit the Glossary, close the browser window.
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Help Topics

The Help Topics option provides you with more information about important

topics you select.

To access help topics for the application, do the following:

1. From the Navigator frame Help option, select the Help Topics option:

CentreVu Explorer IT

P Administration
o Explorer Classic

b Agent in Focus (Jueries

@ Custom Query Builder

b Standard Cueries
b User Defined Cueries

P Help < Select Help
.Lugout
© Exit
The Help Topics option displays...
W Help
* Glossary
s Help Topics «— Sdlect
. En:i;t_L Help Topics

2. Select the Help Topics option.
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Thefollowing is an example of aHelp Topic:

+"-5- Help - CentreWu Explorer Il - Hetscape

CentreVu Explorer I1

Help Topics

"‘Welc ome
’Huw To
Pwhy?

bWhE Not?

’Mure Help...

3. To exit the Help Topics screen, close the browser window.
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The About option details the elements used within CentreVu Explorer 1 to
perform the query and display functions. To access information about the
application, do the following:

1. From the Navigator frame Help option, select the About option.

P Administration

< Explorer Classic
4 Agent in Focus Queries

© Custom Query Builder
P Standard Queries
P User Defined Queries

“"Help

+ Glozsary
« Help Topics
+ About

© Logout
© Exit

N Help

* Clossary
Select

ke

2. The Help About screen displays the following type of information:

CentreVu Explorer 11

Transforming INFORMATION Into KNOWLEDGE

Licensed To: CenterPoint Development
Release: 2.0

Lucent Technologies 6
Bell Labs. Innuations: y

Session & License Details

== [Dacument: Dane

Sk b R 2|

3. To exit the About screen, select another option.

1-42
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Logout or Exit

The L ogout option ends your work, but does not exit you out of the application. To
completely quit the application, you must select the Exit option.

Logging Out

To log out of the CentreVu Explorer 11 application, select the L ogout option
from the Navigator frame:

CentreVu Explorer II

P A dwinistration
@ Explorer Classic

> Agent in Focus Oueries

.Custum Cnery Builder

> Standard CJueries

b User Defined (Jueries Select
L ogout

b Help
@ Logout
@ Exit

The CentreVu Explorer 11 application displays a message prompt and the
application remains running. If you choose to use CentreMu Explorer 11 again,
you are required to re-login.
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Exiting the Application

From the CentreVu Explorer 11 application, select the Exit option from the
Navigator frame.

CentreVu Explorer IT

P Administration
¢ Explorer Classic

b‘ Agent in Focus {Jueries

.Custnm CQuery Builder
" Standard Clueries

b User Defined Cueries Select
Exit
P Help
.Luguut

@ Exit
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The CentreVu Explorer 11 application quits running on the desktop client and
the “Starting Explorer Il....” screen displays:

+"— CentreVu Explorer Il - Hetscape
File Edit “iew Go Communicator Help

< 2 3 4 = <+ & @
Back Fopward  Feload Home Search  Metscape Print Security Siop
j ﬁl'w’hal's Related

J'Boukmarks A Netsite: [TEY

Starting Explorer [T

,@ == ‘ |Ducumsrri. Done
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A Quick Start to CentreVu Explorer Il

If you are an experienced CentreVu Explorer user, click on the following options
from the Navigator frame.

Administration—to access frames to do any of the following:
— Choose fields to display in query results
— Add, view, and edit agent names and login IDs

— Add or edit VDN names, split/skill names, or Reason Codes.

Explorer Classic—to use the “ad-hoc” query capabilities of previous versions
of CentreVu Explorer.

Agent in Focusto access predefined queries for common reporting scenarios.

Custom Query Builder—to build and customize queries. This is a new
program toCentreVu Explorer Il. See Chapter 5, “Custom Query Builder,” in
this guide for more details.

Sandard Queries—to provide publicly available queries built through Custom
Query Builder.

User-Defined Queries—to access queries built in Custom Query Builder.

Help Topics (a submenu from Help}to access CentreVu Explorer 11 on-line
help.

Help About (a submenu from Help)—to access the frames for:
— Checking the version and license numbers

— Setting up the session

— Enabling theJava plug-in option.

Glossary (a submenu from Help)—to access glossary help topics.
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hd

CentreVu
Explorer

Administration

Overview

This section describes how to administer the features of CentreVu® Explorer Il and
describes how to customize the CentreVu Explorer 11 for call centers. Examples are
provided for each administrable feature.

All CentreVu Explorer Version 1.0 1.x administration capabilities are available with
CentreMu Explorer I1. The new administrable features of CentreVu Explorer 11 allow
you to customize CentreVu Explorer 11 to your call center by providing meaningful
names to split/skills, vector directory numbers (VDNSs), reason codes, and other
External Call History Interface (ECHI) data elements, and by providing names to
your Agent Login IDs.

Note: CentreVu Call Management System (CMS) does not currently support a

=—>» method for propagating all administrable items such as Stroke Counts to
the CentreVu Explorer 11 server. The synonyms that are automatically
transferred from the CM S and are supported for CM S include: Agents,
VDNSs, and Vectors. For this reason, administrable items must be
administered in the CMS and CentreéVu Explorer |1 independently. Any
administration performed in CentreMu Explorer 11 does not flow back to
the CMS.
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Accessing Administration Program

To access system administration, click on the Administration option from the
Navigation menu. The following frame displays:

Select Administration

3 Centre¥u Explorer Il - Hetscape

| CentreVu Explor

CentreVu Explorer I1

* Agent Mames lr\nsﬂlnmr\g INFORMATION I!\lll KNOWLEDGE

+ Vector Names

¢+ Trunk Group Names
¢ Split/Skill Mames

* Stroke Count Names
* Reason Code Names

 Promote Clueries
* Change Password

@ Explorer Classic
P Agent in Focus Queries

@ Custom Query Builder
P Standard Queries
P User Defined Queries

P Hep
@ Logout Licensed To: CenterPoint Development
@ Fxit Release: 2.0
Lucent Technologies 6
Bell Labs Innovaticns p
Session & License Details
P == [Documert: Done SR e

The Administration options you can view are dependent on your administrative
rights and privileges.
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Administering Elements

By clicking on Administration on the navigation frame, the following submenu

options appear:

Select

Administration

Administration

Submenu

From the Administration submenu, you can administer:
* Synonyms—administrable elements (such as Agent, VDN, Vector, and others).

* License Elements—elementsthat you are only allowed to modify (CMS and

ACD names).

* Security Items—administrable Login Accounts and Change Password.

CentreVu Explorer II

% A dministration

P+ Acent Mames

* VDM Names
Vector Mames
Trunk Group Natnes
Split’Skill Mames
Stroke Count Matmes
Eeason Code Mames
ACD MNarmes
CME Mames
Login Accounts
Promate Queries
» * Change Password

»

@ Explorer Classic
b Agent in Focus Queries

@ Custom Ouery Builder
b Standard {ueries
b User Defined Cueries

b Help
L Logout
@ Exit

2-3
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Administering Elements

Some of the administrable elementsin CentreMu Explorer |1 are synonymsin the

CMS—Agents, VDNs, and Vectors. The synonyms are set to flow automatically

from the CMS tcCentreVu Explorer II. This flow updates the synonyms
automatically. The user can choose to modify synonyms directly dPetites\Vu

Explorer Il server. However, these updates do not flow back up to the CMS.

From the Navigator frame, you can select various elements as submenus under the

Administration option. Selecting an administration element in the left Navigator

window displays the applicable items in the right frame. Therefore, each element
can be administered through its own administration frame. All of the administration

frames function similarly to each other. However, some administration frames
include only some of the buttons and fields*.

Elements

Title

Automatically
FlowsFrom CMS

Synonyms—you can modify, add, or expire these through Administration. See
the “Administering Synonyms” section in this chapter for details.

Names

Agent Name Administer Agent Names yes
VDN Names Administer VDN Names yes
Vector Names Administer Vector Names yes
Trunk Group Administer Trunk_Group Names no
Split/Skill Administer Split/Skill Names no
Stroke Count Administer Stroke_Count no
Names
Reason Code Administer Reason_Code no

License Elements—you can only modify these through Administration. To a
or delete licenses, use the license screen as discusseantiteyu Explorer
Il Installation for Windows NT or CentreVu Explorer |1 Installation for Qun

dd

guides.
*ACD Names Administer ACD Names no
*CMS Names Administer CMS Names no

2-4
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Administering Elements

Security Items—you can modify, add, or expire these through Administration.
See the “Promote Queries” in this chapter for details.

Promote Queries

Promote User Defined Queriesto
Standard

no

Login Accounts

Administer Login Names

no

Change Password

Change User Password

no

2-5
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Agent Name—Example

The Agent Names administration includes al of the buttons, fields, and check
boxes available to administer elements, therefore, it is used as an example.
To administer the agent names, do the following:

1. From the Navigator frame, select the Administration option.

2. From the Administration menu, select the Agent Names submenu option.

CentreVu Explorer II

Select W Administration
Agent Names ————> & Agent Names
* VDN Natmes

* “Vector Mames

* Trunl Group Names
* Split/Slall Mames

¢ Stroke Count Mames
* Reason Code Names
* ACTD Mames

« CME Mames

¢ Login Accounts

* Promote Cuenes

* Chanee Password

¢ Explorer Classic

bégent in Focus Cueries
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The Administer Agent Names window displays:

| Transforming INFORMATION Into KNOWLEDGE

Administer Agent Names

Management System: [CMS3 - TS0 CMSB300 =] AcD: [1 7]

43930 Agent 43930:ACD 1 =l
43931 Agent 43531:ACD 1
43933 MCGUREHELENE

43934 SWWANSONPAT i)
43935 Agent 43935:ACD 1 [T Show Ezpired Entries
43936 COVELLODAN I Order by Name

43937 GUYERERAD

43838  LORENZOMIKE

43939 PECKINPAUGHBRETT
43840 Agent 43840:ACD 1
43941  GOFFIGOUG
43942
43943
43944
43945
43947
43948
43949 Agent 43845:ACD
43860  Agent 43850:ACD 1
43951 KOCHEVERSTEPHAMIE
438963 Agent 43853:ACD 1
43961  MANCHESTERSAMANTHA
43962  APPLEGATEZSUSAN

44088 ROBERTSOMNKEITH

44600  SELBYDAWID

44601 LAPLANTETODD

44602 CROOKGEORGE

Expire
Modify
Add

Names of Synonyms

44603  ARAMROBERT 1Ds Of S/nonyms
44604  DURZTERIAN
44606 BillFinnell =l

3. Select the Management System you want to administer.
4. Select the Automatic Call Distribution (ACD) you want to administer.

5. Pressthe Modify button to change the defaulted synonym values in the list.
Default synonym values are displayed in the list. When External Call History
(ECH) does not have a synonym, then an ID is created as a default condition.

6. Fromthelist, select (by highlighting) an entry. To display the entries
alphabetically, check the Order by Name checkbox.
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7. Check or uncheck the Show Expired Entries box.
If checked, you see all the expired entries. You know these are expired because
you see an (e) after the ID.

8. Select the Expire, Madify, or Add button. For details on how to use these
buttons, see later sections in this chapter for details.

Administering Synonyms

You can administer the synonymsin three ways:

* Expire—Works similar to a Delete except it does not remove it from the
database and sets the effective end date. Two options are available for Expire:

Expire and Replace—Makes a new synonym (see the Agent Name
Expires for an example).

Expire—Causes the synonym not to be active (or in effect).
* Maodify—Changes the synonym (for example, Married and Maiden name).
* Add—Adds a new synonym.

You can only change synonyms when options are enabled with “modify”
capabilities. Therefore, a user only sees the options they have permission to see.

Agent Name Expires—Example

This section provides an example of an expire and replace.

Accounts are |Ds and passwords to CentreVu Explorer 11. When an account expires,
it means that a new synonym is used for a value (for example, extension 1234 now
belongs to Joe, when it previously belonged to Mary). Both the old and new values
exist with an effective date. If viewing arecord that has a date before the change, the
user sees the old value (Mary). When viewing arecord that has a date after the
change, the user sees the new value (Joe).
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Promoting Queries

Standard Queries are queries that are available to all users. All pre-populated data
appears in the search criteriaframe. A user with promote query rights may add or
delete queries to the Standard Query window. The queries that are promoted to be
made “Standard” are available for all users.

To set the User-Defined Query as a Standard Query, do the following:

1. Access the administration screen by seleciidministration in the Navigator
frame.

2. Select thé’romote Query option. The following displays:

SelectPromote Queries

. Centrevu Explorer Il - Hetscape

CentreVu Explorer I1

Transforming INFORMATION Into KNOWLEDGE

W Administration

+ gt Narnes Promote User Defined Queries to Standard
+ VDN Names

« Wector Mames i i i

+ Trunis Group Harmss User Login/Queries: |admin 4

« Split'Skill Names

: %ﬂm Call Handling H
Y T e— Call Infarrmation

* ACD Names Call-ID Query

. CM_S Names Test Status and Duration

+ Login Accounts

+ Promote Queries

* Change Password

® Explorer Classic
b Agent in Focus Queries Promate
Delete
.Custom Query Builder
P standard Queries
P User Defined Queries

b Help
@ Logout
©Exic

o (== [Document: Done
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3. Inthe Promote User Defined Queriesto Standard frame, select the account of
the user who created the query in the User Login Queries drop-down box. The
following displays:

Select the User Login

3 CentreVu Explorer Il - Netscape.

CentreVu Explorer IT Transforming INFORMATION Into KNOWLEDGE

W Administration

+ Vector Names

+ Trunk Group Names
+ Split/Skill Mames

+ Btroke Count Names
+ Reason Code Mames
* ACD Names

+ CMS Names

+ Login Accounts

+ Promote Oueries

+ Change Password

Call Handling =
Call Infarmation

CallID Query

Test Status and Duration

.E@lorer Classic
b Agentin Focus Queries Promate
Delete
@ Custom Query Builder

P Standard Queries
P User Defined Queries

b Help
.Lngnut
@ Exit

[ (== [Documert: Dene
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4. Select (by highlighting) the query or queries that you want to make standard.

Select the query to promote.

7 Centrevu Explorer Il - Netscape

CentreVu Explorer IT

W Administration

Transforming INFORMATION Into KNOCWLEDGE

Promote User Defined Qeries to Standard

« Vector Names g )
+ Trunk Group Names User Ligin/Queries: [admin -
Trunk Group Names

* Bplit'Sldll Names
* Btroke Count Names
« Reason Code Names

Call Handling
Call Infarmation

Test Status and Duration

+ Promote Cueries
¢ Change Password

.Eglnrer Classic
’ Agent in Focus Queries

Delete
© Custom Query Builder
b Standard Gueries
P User Defined Queries

P Help
Q@ 1Logout
@ Exit
=
o (== [Document: Done \
Press the Promote button.

5. Select the Promote button. This causes the queries you promote from User
Defined Queries to Standard Queries.

2-11
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6. To view the query you just promoted, select the Standard Queries option on the
Navigation frame. The newly promoted query displays:

3 CentreVu Explorer Il - Netscape

CentreVu Explorer IT

P Administration

Transforming INFORMATION Inte KNOWLEDGE

@ Explorer Classic

Promote User Defined Queries to Standard

b Agent in Focus Queries

User Login/Gueries: [admin E

Call Handling =
W Standard ueries Call Information
Test Status and Duration

@ Custom Query Builder

+ Duration

« Test

« CallID Query
+ Ouery Name

P User Defined Queries

Promate
b teln Delete
@ Logout

@ Exit

==

|Document: Dane

s cinesclay, May 12,1939
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Login Accounts

The Login Accounts section of CentreVu Explorer 11 Administration allows one or
more administratorsto control accessto CentreVu Explorer 1. Because the CentreVu
Explorer |1 server can be accessed from any frame compliant web browser, any user
who knows the host name or the Internet Protocol (IP) address of the CentreVu
Explorer |1 server can gain access to the product.

The Login Accounts section of CentreVu Explorer 11 Administration allows for the
creation and maintenance of two types of CentreMu Explorer |1 accounts:

* Administration permission accounts
*  User permission accounts.

An administration permission account (herein referred to as an Admin account)
givesyou full accessto CentreVu Explorer |1, including the right to add, modify and
delete existing accounts. A user permission account (herein referred to as a User
account) givesyou accessto all of the functionality of CentreVu Explorer |1 with the
exception of the accounts section of the Administration portion of the product.

A CentreVu Explorer 11 Login Account consists of an account name and a password.
Passwords are not case sensitive. In order to gain access to CentreVu Explorer 11, a
valid account name and password must be entered.
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Administering Login Names

You must have administration permission to Administer Login Names.

To administer the login names, do the following:

1. From the Navigator frame, select the Administration option.
Select Administration

el CentreVu-Explorer I

+ Agent Names Transforming INFORMATION Into KNOWLEDGE

+ Vector Names

+ Trunk Group Names
+ Split/Skil Nares

+ Stroke Count Names
+ Reason Code Mames

+ Promote Queries
+ Change Password

© Explorer Classic
P Agent in Foens Queries

© Custom Query Builder
P standard Queries
P User Defined Queries

b Help ]
@ Logout Licensed To: CenterPoint Development
@ Exit Release: 2.0

Lucent Technologies O
Bell Labs Inncvatiens p

Session & License Details

= == [Document: Done ERE R e |

2-14
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2. From the Administration menu, select the L ogin Accounts submenu

option. The following window displays:
Select Login Accounts

CentreVu Explorer IT

sssss

Select
Ly |4——— Modify,

e ——Add
or Delete

P User Defined Queries

P Heip
© Logout
©Exit

&=D=| [Document:Done

3. To gain accessto the Login Accountsinformation, you must supply avalid

Note:

Administration account name and password that has administration
permissions. If you only have user permissions, accessis denied. A single
Administration level account is created at the time CentreMu Explorer 11 is
installed. This built-in account is called Administration and cannot be
deleted.

When first logging onto the system, the default Administration account
information is displayed.

It is strongly recommended that the CentreMu Explorer |1 administrator
change this password immediately to prevent unauthorized access to
CentreMu Explorer 11. Choose a new password that is easy to remember. If
you forget the password, and it is the only Administration level account in
the system, then no one will have access to the accounts section to make
changes. If this happens, contact the Technical Service Organization.

2-15
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4. From the Administer Login Names frame, you can M odify or Add to the
list of names or Delete names. See the next sections for details.

CentreVu Explorer 1l Version 1.0 User Guide

Transforming INFORMATION Into KNOWLEDGE

+ Agent Names Administer Login Names

© Split/Slll Names

o Stroke Count Names
© Reason Code Names
© ACD Names
 CMS Names

© Login Accounts

© Promote Queries

© Change Password

© Explorer Classic
b Agent in Focus Queries

© Custom Query Builder
b standard Queries
P User Defined Queries

P Heip
© Logout
©Exit

admin =
susan
wintery

Select
Ly |4——— Modify,

Add

WJQAM,
or Delete

== [Document: Done

2-16
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Add Login Names

To add login names, do the following:

1. Onthe Administer Login Names frame, select the Add button.

| CentreVu Explorer IT

e Select

Losin Accounts d d
+ Promote Queries Moy / A
+ Change Password Add
© Explorer Classic Delete

b Agent in Focus Queries

© Custom Query Builder
b standard Queries
P User Defined Queries

P Heip
© Logout
©Exit

== [Document: Done
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The Create Logins frame displays:

Transforming INFORMATION Into ENOWLEDGE

Create Logins

Login:
Password
Confirm:

[© Modify Logins W View Al ChSs W View All ACDs M View All Splits

M Modify Agents o B -3

M Moddy VDIs

M Modify Vectors

7 Moddy Trunk Groups
[© Modify Splits

7 Modify Stroke Counts
T Modify Reason Codes
M Modify ACD

[ Modify CIMS

¥ Create Custom Queries | |
[T Promote Custom Queries

¥ Use Explorer Classic

Create | Cancel |

N e L) B —

2. All of the existing accounts are contained in the list box. At a minimum,

the built-in Administration account is listed. Any account can be added if
you have administration permissions.

3. Onthe Create Logins frame, enter:
* Login
* Password

*  Confirm.

2-18
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4. Check the box(es) for the synonyms you want the owner of the new login
to be able to modify. For example:
* Moaodify Logins
* Modify Agents
* Modify VDNs
* Moaodify Vectors
* Moadify Trunk Groups
* Moadify Splits
* Moadify Stroke Counts
* Modify Reason Codes.

5. Check the box(es) for the names you want the owner of the new login to be
able to modify. For example:

* Modify ACD
* Modify CMS.

6. Check the Create Custom Queriesbox, if the owner of the new login has
permission to use Custom Query Builder.

7. Check or uncheck the Promote Custom Queries box, if the owner of the
new login has permission to “Promote” the user-defined queries to become
a standard query. See the “Promoting Queries” section in this chapter for
details. The Promote Custom Queries is defaulted to the frame.

8. Check or uncheck tHése Explorer Classic box. The Use Explorer
Classic box is defaulted to the frame.

9. Check the box(es) for the type of data you want the owner of the new login
to be able to select. For example:

*  View all CMSs
* View all ACDs

* View all Splits.
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The “all” allows you to see all of the items available. If you want the owner
of the new login to view only certain items, then select only those specific
CMSs, ACDs, and Splits.

10. If the owner of the new login has the ability to create other new logins,
select theCreate button on the Create Logins frame.

Modify Login Names

Modifying an existing account is similar to adding a new account except that
you cannot alter the account name. If you wish to alter the account name, you
must delete the existing account and add a new account with the new name and

permission level.

To modify existing login names, do the following:

1. From the Administer Login Names frame, highlight the name you want to
modify from the list. All existing accounts are contained in the list box. At
a minimum, the built-in Administration account is listed. Any account can
be modified with the exception of the built-in Administration account.
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2. Select the M odify button.

CentreVu Explorer Il - Netscape

CentreVu Explorer

W Administration
+ Agent Names Administer Login Names
VDN Names
Vector Mames
Trunk G
Trunk roup Names [edmn &
Split'Slll Mames susan
Stroke Count Names intery
Reason Code Names
ACD Mames

CMS Names Select
Login Accounts .
Promote Qusins ity i&——  Modify
Change Password ]
Delate

°E§plorer Classic
|4 Agent in Focus Queries

@ Custom Query Builder
P Standard Queries
P User Defined Queries

b Hetp
¢ Logout
@ Exit

o (== [Documert: Done
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The Edit Logins: administration frame displays with a previously set login
defaulted to the screen:

Edit Logins: wintery

Logm: wintery
Password, |rersrees
Confirm: [PER———
M Modifiy Logins M View All Ch3s M View All ACDs W View All Splits
V¥ Modify Agents

W Modifiy VDITs

¥ Modify Vectors

! Mo dify Trunk Groups
¥ Modify Splits

V¥ Modify Stroke Counts
¥ Modify Reason Codes
W Modify ACD

V¥ Modify CMS

¥ Create Custom Cueries

[N Y

R =N

e |

¥ Promote Custom Queries

¥ Tse Explorer Classic

Update | Cancel | T
0| | _'l_I

3. Onthe Edit Logins: administration frame, enter the information for:

*  Password

*  Confirm.

The Login and checked boxes are displayed with their pre-sel ected
settings.

4. Modify the check boxes, as desired, and select the Update button.

5. If you decide that you do not want to modify the login, select the Cancel
button. You are returned to the Administer Login Names frame.
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Delete an Account

To delete an account, do the following:
1. Accessthe Administer Accounts window.
2. Choose the account (by highlighting) you want to delete.
3. Click the Delete button. The following window appears:

norwegian - [JavaScript Application]

@ Are wou zure vou want to delste?

4, Pressthe OK button.

Note: Remember that you cannot delete the built-in account name “Admin.”
=>» Any attempt to delete the Administration account will result in an
error message.
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Change the Password

To administer the password, do the following:
1. From the Navigator frame, select the Administration option.

2. From the Administration menu, select the Change Password submenu option.
The following window displays:

| Transforming INFORMATION Into KNOWLEDGE

Change Password for Login admin

Logmn: admin

Old Password: li
Password: l—
Confirm: l—

UpdateFass | Cancell

|

| 0|

3. Tochangethe password, you must supply the original password for this account

in addition to the new password that has administration permissions.You can
only change your own password.
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When first logging onto the system, the default “admin” Login (account
information) is displayed.

Note: Itis strongly recommended that t@entreVu Explorer I

==Y administrator change this password immediately to prevent
unauthorized access @entreVu Explorer Il. Choose a new
password that is easy to remember. If you forget the password, and it
is the only Administration level account in the system, then no one
will have access to the accounts section to make changes. Contact
the Technical Service Organization if you have this problem.

4. From the Change Password for Login admin frame, you can:

* Enter theOld Password

* Enter the newrassword

* Confirm the new Password
* Update the new password.

5. Press th&pdate Pass button to update and save your new password.

6. If you do not want to make the new password changes, Salectl to return
to the mainCentreVu Explorer Il Splash frame.
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CentreVu
Explorer

Explorer Classic

Overview

This chapter describes how and why you would want to use the Explorer Classic
program.

Explorer Classic allows you to use the original version of CentreVu Explorer, but
adds some of the new functionality of CentreVu Explorer I1. This chapter describes
how to customize the CentreMu Explorer |1 to your call center by providing
meaningful names to splits/skills, vector directory numbers (VDNS), reason codes,
External Call History Interface (ECHI) data elements, and by providing namesto
your Agent Login IDs.

Explorer Classic presents the familiar Explorer desktop, but with new query
capabilities, such as conditional queries and new user interface elements. It isalso
enhanced by the static Navigation frame on the left that eliminates the need for the
browser’s Back button. In Explorer Classic, as with o@entreMu Explorer I
queries, results are delivered in its own window.
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Using Explorer Classic

To use the Explorer Classic program, do the following:
1. Access Explorer Classic

2. Administer Set Session Display (if you want to see something other than the
default options)

Select the Elements
Select the Search Criteria

View Results

o o &~ »w

Save Query.
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Accessing Explorer Classic

1. Loginto CentreVu Explorer 1. For details about how to do this, see Chapter 1,
“Introduction.”

2. In the Navigation frame, click on tl&plorer Classic option to open the
Explorer Classic program.

SelectExplorer Classic

H CentreVu Explorer Il - Hetscape

CentreVu Explorer II

’ Administration

.E@lnrer Classic
* Set Session Display

P Agent in Focus Queries

@ Custom Guery Builder
’ Standard Queries
’ User Defined (jueries

Select fields to build the query

f) Agent
Info
™ Answering Agent

™ Abandoned From Hol
I Assi R 1

[ Call Work Code

I™ Answering Reason Code
I Originating Reason Code
™ Agent Talk Time

[T Caller on Hold Time

[ Originating Hold Time

I Originating Agent
™ After Call Work
I Audio Problem

‘\ call
A\ Info

™ Agent Released
[T Last Observer
[ Stroke 1

I Disposition

[~ Stroke 2
[~ Stroke 3
™ Stroke 4
[~ Stroke S
[~ Stroke 6
[~ Stroke 7
[ Stroke 8
[ Stroke 9
[ Conference

I Answering VOIN

I II Digits ™ Answering Vector
P el I™ Collected Digits I Priority Answered
™ Universal Call ID [T Net In Time [ Direct Agent Queued
@ Logout ™ Call_ID ™ In Queue Wait Time I Split 1
@ Exit ™ Segment I First VDN I Split 2
™ Day Of Week I First Vector I Split 3
I™ Calling Party I™ Answering Split/Skill ™ Trunk Group
== Document: Dane

Segment Data |7

™ Malicious

I Times Held

™ Dialed Number
I Call Observed
I Transferred

™ Agent

I Equipment Location
I Duration

™ Vector

O vDN

I Spiit

3. Select the elements for the query. See the next section for details.
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Administering Set Session Display

Set Session Display is afeature that allows you to select a customized set of data
elements for use during the current session. Each time you use Custom Query
Builder to create a User defined Query, you create anew Session Display. Thelist of
Session Displays is specific to each login.

To administer Session Display, do the following:

1. Click onthe Explorer Classic Set Session Display submenu. The following
window appears:

3 Centrevu Explorer Il - Hetscape:

I Set Session Display
CentreVu E.!q)lorer II P | Current Session Display ]
__ ¢ |
[ Audio Problem I Last Observer -
S — Default Session Display
¥ Administration : ) Alﬂ?:t ™ Call Work Code ™ Stroke 1 CallD Query
@ Explorer Classic y | I Answering Reason Code [ Stroke 2 Test Status and Duration
+ Set Ssssion Display ™ Answering Agent ™ Originating Reason Code [ Stroke 3 ™ Malicious
P Aent in F ) ™ Abandoned From Hold [~ Agent Talk Time I Stroke 4 ™ Times Held
entin Jocus Luerles [T Assistance Requested [~ Caller on Hold Time I $troke 5 ™ Dialed Number
™ Originating Agent ¥ Originating Hold Time [ Stroke 6 ™ Call Observed
@ Custom Query Builder ™ After Call Work ™ Agent Released I Stroke 7 I Transferred
b Queri _
Standard Queries BT I Segment Start Date I Collected Digits I™ Priority Answered
¥ user Defined Queries \ e ™ Start Time ™ Met In Time I Direct Agent Queued
j ™ Segment Stop Date M In Queue Wait Time [ Split 1
P Hel ™ Universal Call TD I Stop Time I First VDN, I split2
.J ¥ Call_ID ™ Day Of Week I First Vecfor I~ split3
Logout ™ Segment ™ Calling Party I Answerifig Split/Skill ™ Trunk Group
@ Exit I ACD I Disposition A VDN ™ Equij Location
I cMs I 11 Digits I Answeking Vector [ Duration
Save this Display

& == Document: Done /

Select the Session Display you want to use.

2. From thiswindow, you can select which Session Display you want to use from
the drop-down list (located in the top right hand corner of the frame).
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3. Click on SavethisDisplay and the following displays:

+1;1— CentreWu Explorer Il - Hetzcape

CentreVu Explorer II

P sdministration
.Eglurer Classic
+ Bet Session Display
> Agent in Focus Queries

@ Custom Cuery Builder
b Standard Crueries
> User Defined Queries

b Help
@ Logout
@ Exit

Session Display

The Session Display has been set to:

Call ID,In Queue Wait Time ,Duration ,Audio Problem ,Ongmatmg Hold
Time

@ == |Document: Done

4. The Session Display you selected becomes the Current Session Display for all
Explorer Classic queries for your login. When you want to change the current

display, select adifferent Session Display and save it.

Note: CentreVu Explorer |1 comes with one Default Session Display which

=> consists of the following elements: ACD, Answering Split/Skill,

Answering Agent, Call ID, Calling Party, CMS, Day of Week, Dialed
Number, Duration, First VDN, In Queue Wait Time, Segment, Segment
Start Date, Segment Stop Date, Start Time, Stop Time, and Universal

Call ID.

3-5
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Selecting Elements

In the Element Selection frame, do the following:

1. Check the appropriate query elements for your search. For a description of the
Element Selection frame, see Chapter 1, “Introduction,” for details. For
definitions of each query element, see the Appendix, “Query Elements,” in this
guide.

Y CentreVu Explorer Il - Hetscape [_[&]=]
~ ST = e Select fields to build the qus
CentreVu Explorer 11 query Segment Dats |7
’A inistrati ™ Call Work Code I Stroke 2 " Malicious
Adminstration [T Answering Reason Code [ Stroke 3 ™ Times Held
© Explorer Classic ™ Originating Reason Code ™ Stroke 4 ™ Dialed Number
* Set Session Display [C Answering Agent [C Agent Talk Time T stroke 5 [ Call Ohserved
’A ent in Focus Oueries " Abandoned From Hald [ Caller on Hold Time I” stroke 6 [ Transferred
2 4] . L N
[T Assistance Requestel [~ Originating Hold Time ™ Stroke 7 T Agent

™ Agent Released ™ Stroke 8
™ Last Ohserver ™ Stroke 9
™ Stroke 1 I Conference

™ Originating Agent
@ Custom Query Builder ™ After Call Work
’ Standard Queries I™ Audio Problem

P User Defined Crueries Disposition " Answering VDN ™ Equipment Location

II Digits I Answering Vector ™ Duration
P Hel Collected Digits ™ Priority Answered ™ Vector
e ™ Universal Call ID M\Net In Time [ Direct Agent Queued [ VDN
Logout M call_ID ™ Iy Queue Wait Time ™ Split 1 ™ Spiit
@ Exit ™ Segment k I 8plit2
I Day Of Week I Fidst Vector I split 3
I Calling Party Answering Split/Skill I Trunk Group
Build Query
= == |Documert: Done

\

Build Query Buttons

2. When you are satisfied with your selections in the Query Elements frame, press
theBuild Query, Agent Info, or Call I nfo button to display the Search Criteria
frame.

When the screen refreshes, parameters specific to the elements you selected
appear in the Search Criteria frame. For details, see Chapter 1, “Introduction.”
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Selecting Search Criteria

In the Search Criteria frame, do the following:
1. Select all desired search criteria. See Chapter 1, “Introduction,” for details.

2. From the Display Options drop-down box, set up the display optseasdn
Display, Agent Information, Call Information, or All Columns). Only one
display type may be viewed at a time.

3 centreVu Explorer Il - Hetstape MEIES

: s Select fields to build the qu F
CentreVu Explorer I1 ey Segment Data =
b . ) A T Call Work Code T Stroke 2 ™ Malicious
Administration | Iﬂ?: I Answering Reason Code [T Stroke 3 T Times Held
.Egglnrer Classic [T Originating Reason Code [ Stroke 4 I Dialed Number
+ Set Session Display " Answering Agent I” Agent Talk Time I Stroke 5 I Call Observed
’ Agent in F Queri [ Abandoned From Hold [ Caller on Hold Time 7 Stroke 6 ™ Transferred
entih tocus Lueres I Assistance Requested [ Originating Hold Time I Stroke 7 I Agent
I Originating Agent ™ Agent Released I Stroke 8
® Custom Cuery Builder [T After Call Work ™ Last Observer ™ Stroke 9
P Standard Queries ™ Audio Problem ™ Stroke 1 ™ Conference
P User Defined Queries \ ool I™ Disposition I Answering VDI ™ Equipment Location
\ In:o I II Digits I Answering Vector ™ Duration
b Help N\ T Collected Digits ™ Priority Answered C Vector =l
® Logout E
Management System: | All T ACD: |1 =
@ Exic
C New Window .% o ¥ Display Synonyms
BeginDate  EndDate oo ORCTHENE g fime  End Time
04/25/1999 | [05/041993 - 12:004M 11:59PH
Max Rows Returned Display Options
50
Ahandoned From Hold =
Call Inforrmation
Caller on Hold Time = All Columns
= == [Dacument; Dane

3. Select thé-ind Results button to display the results of the query.
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After providing the Search Criteriainformation, you can view the results of the

query.

To display the results of a query, press the Find Results button from the Search
Criteriaframe. The following graphic shows you the results (the grid results) of
the query settings in the “session display” format that you specify.

ession Display for admin - CentreYu Explorer Il - Netscape:

Session Display for admin
I..Il Start | Segment| Stop
[Call_IDjSegmentACD| CMS |Start Date] Time |Step Date] Time Answering Split/Skill First YDN
Ee7a2915| 1 [ 1 [CMS3[12r3011998| 74546 [12/30r1998 7:5048 [ Wed | 10 | 302 | 60wds_SOcalrecept  |86123XEROX| 43
12/30/1998 [ 7:45.46 (1213011998 [7:5048 [Wed [ 10 [ 302
6782953 4 1 [Crs312030r1998 [ 72825 1213011998 75125 [Wed [ 11 [ 1380 10:510_675_maat_10 85016:VDN
B5016.4CD 1 -
12/3011998 [ 7:25:31 (1213011998 [7:5125 [Wed | 18 [ 3134
ec783770 4 1 [crs3 (1203011998 7:59.03 121301998 80556 | Wed | 6 204 10:£10_¢75_maat_10 85016:VDN 4383
B5016.4CD 1
12r3011998[7:56:38 1213011998 [8:0556 [Wed [ 15 [ 878
e 7aa154| 2 1 [cMs3(12030r1998 | 20543 1213011998 21205 | Wed | 4 382 55.g55_Gold_5_ASR 82496VDN | 4%
B2496.4CD 1
123011958 8:05.04 (1213011998 8:1205 Wed | 8 803
e 784340 1 1 [cM33 (1203011998 2:12:52 (1213011998 2:1447 | Wed | 3 115 200:5200_adrnin
123011998 2:12:52 1213011998 8:1447 [Wed | 3 115
e 754461 2 1 [cMs31203011998 [ 8:15:57 121301998 8:1655 [ Wed | 1 58 E
1213011958 8:15.47 1213011998 8:1655 [ Wed [ 1 126
6784557 6 1 [Cras31203011998[ 74215 1213011998 8:19:14 [ Wed | 44 [ 1777 | 220220 _gold_avp_engr | 82434VDN | 84C
82434.4CD 1
123011998 7:26:16 (1213011998 [8:19.14 [ Wed | 60 [ 6165
e 757200 2 1 [cMs3)12030r1998 | 8:58:23 121301998 90027 | Wed | 3 124 Liel_call_receipt_1 80137:VDN | 870
BO137.ACD 1
123011958 2:57.01 1213011998 9:0027 [ Wed | & 330
e 787833 1 1 [cM33(12030r1998 | 9:08:15 121301998 9:09.27 | Wed | 7 72 124TMS_124 35571VDN
B5571ACD 1
| Tnmnnana s s nmniane manem (wr s [ = = 3
=& == [Document: Done s SE Ea)
Note: When viewing multiple rows of data and scrolling vertically in the

=>

Query Results frame, column headings disappear.
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Saving the Query

After providing the Search Criteriainformation, you can save this query for future
use by doing the following:

1. Inthe Query Criteriaframe, pressthe M odify button. The Custom Query
Builder frame displays:

» the Display Fields that are automatically populated from the Session
Display selections

* the Criteria Fields that are automatically populated from the query
elements selected in the Element Selection frame.

* the Format Criteriais automatically populated from the Search Criteria
selections.

Y7 CentreVu Explorer Il - Hetscape [_[O]

CentreVu E_xplorer I Transforming INFORMATION Inte KNOWLEDGE

P Administration

© Exylorer Classie Custom Query Builder
+ Set Session Display

b Agent in Focus Queries

QueryName:|Sessiun Display for admin |Data Fiter: | Segment Data ~ ”

@ Custom Query Builder
b Standard Queries

Display Fields | Criteria Fields | Format Criteria |

Abandoned From Haold

b Call_ID
User Defined Queries After Call Work

Segment
Agent Add> AcD
b Agent Released CMS
_Help Agent Talk Time Segment Start Date
Anslocid < Remove Start Time
.QgL“t Answering Reason Code Segment Stop Date
.@ Answering VDN Stop Time
Answering Vectar Day Of\Week
Assistance Requested Add Al >> In Que Wait Time
Audio Prablem Duration
Call Chserved Answering Split'Skill
CallWork Code

<< Remove All FirstvDr
Answering Agent

Dialed Number

Caller on Hold Time
Collected Digits
Conference
Consultation Time
Direct Agent Queued

4l
== |8 pplet CVEQueryBider running
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2. From thiswindow, select the Format Criteria tab and the following displays:

Transforming INFORMATION Into KNOWLEDGE

-
Custom Query Builder
Query Name: |Sessi0n Display for admin |DataFiIter: Segment Data ~ ‘
Display Fields | Criteria Fields | Format Criteria |
~ | Abandoned FromHold ¥ | = (User Input | AND =
w | Caller on Hold Time w | = v|User|nput | N
| a0 || DELETE |
ok || Reser

3. To savethe query, click the OK button.

Note: If you choose to make any changes to the query, you can
==)» rename and save it by clicking OK. The new name shows
up under your User Defined Queries in the Navigation frame

3-10
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Explorer

Agent In Focus
Queries

Overview

This section describes using predefined queries relating to a specific agent.

The Agent in Focus Queries section of Centrevu® Explorer |1 provides multiple

reports about an agent’s activities. You can select from a list of pre-defined reports,
each of which focuses on a different agent activity. Results are presented in a report
format for each query and can be printed or exported.

The following section details the reports provided within the Agent in Focus
Queries program dfentreVu Explorer |l application.
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Agent in Focus Queries

From the Agent in Focus Queries option in the Navigation frame, select the report
you want to access from the Agent in Focus Queries submenu. For example:

Select Agent in Focus Queries

CentreVu Explorer Il - Hetscape

| CentreVu Explorer i

CentreViu Explorer I1

lrmsﬁlnnutg INFORMATION Imn KNOWLEDGE

¥ Administration
@ Explorer Classic
W _Agent in Focus Queries
o Agent On-Hold
* Transferred Call
o After Call Work
o Conferenced Calls
* Customer/Calling Party
* Application/ VDN
* Information Indicator
* Assistance Requested
o Service Observed
* Oripinating Reason
* Agentto Agent
¢ Dircet Agent Queued
* Malicious Call
* Audio Problems

© Custom Query Builder
P standard Queries

¥ User Defined Queries Licensed To: CenterPoint Development
Release: 2.0

P Hep
© Logout
@ Exit f

Lucent Technologies
Bell Labs Inncvations ;
Session & License Details ]

o (== | Dacumert: Done
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Using Agent in Focus Queries

New queries can be built by the user and either saved as a user query or promoted to
astandard query in CentreVu Explorer Il. See Chapter 6, “Standard or User-Defined

Queries,” for details.

See Chapter 3, “Explorer Classic,” for more search criteria details about:
* Displaying Options

* Finding Results

* Modifying Results.

See Chapter 8, “Query Results,” for details about exporting files, printing query
results, and using Cradle-to-Grave reports.
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Accessing Agent in Focus Queries

From the Navigation Frame of CentreVu Explorer |1 application, click on the Agent
in Focus Queries option. The following submenu options display:

| CentreVu Explorer I1

P Administration
@ Explorer Classic

W Agent in Focus Queries

»
»

Aoent On-Hold
Transferred Call

After Call Wark
Conferenced Calls
Customer/Caling Party

Select Agent in
Focus Queries _|
Submenus

Applicaion/ VDM
Information Indicator

Assistance Regquested

Sernce Ohserved
Originating Reason
Agent to Agent

Direct Agent Queued
Malicious Call

Audio Problems

v

@Custum Cuery Builder

b Standard Queries
b User Defined Queries

p Help
@ Logout
@ Exit

The following sections describe each of the submenu options available through
Agent in Focus Queries.
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Agent On-Hold Report

The Agent On-Hold report provides details about the agent’s tendency to place
callers on hold. As with all Agent in Focus Queries reports, selecting this report

provides the appropriate Search Criteria elements to run the report.

3 CentreVu Explorer Il - Hetscape

b sdministration
@ Explorer Classic
W _Agent in Focus Queries

Agent On-Hold
Transferred Call
After Call Work
Conferenced Calls
Customer/Calling Party
Application VDN
Information Indicator
Assistance Requested
Service Observed
Ongnating Reason
Agent to Agent
Ditect Apent Queued
Mahcious Call

Audio Problems

@ Custom Query Builder
P standard Queries
> User Defined Clueries

b Help

oL ogout
B ..

=

Transforming INFORMATION Into KNOWLEDGE

Agent On-Hold

[_ O] x]

Management System: |All
M New Window
Begin Date End Date

IQ/’EDHBQS x| [05/04/1899 x

Max Rows Returned

—

sgarclzriteria

ol ACD: Al =

¥ Display Synonyms
Begin Time End Time
Display Options

IQuery Default =]

Answering Agent [Lookup 5] = [10002

Times Held

Agant 10002°ACD 1 = AMD

o

| Find Results

& ==

|[Documert: Done

For the Agent On-Hold report, select an agent from the drop-down list box.

Enter a number in the Times Held text box. The number entered then generates
results that are greater than or equal to the number you entered.

To view all calls put on hold, enter the value

4-5
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4. After entering the Search Criteria elements for the agent and clicking on Find

Results, the results window is displayed.

gent On-Hold - CentreWu Explorer Il - Hetscape

£36 | This is theCradle-to-Graveicon.

Agent On-Hold
IM

Call_ID JAcD| Time

[1499316] 1 [1446:28| 1222 | | 81202

| [ 143949 333 ¥ | | |
[ch|1502254’T|15;13;31| 2401 |2328 | 1 M | | 81747
[ [ 150303 6613 [z90z [ z i | |
[C?§|155840?’T|13.51.30| 2355 |21?o | 1 M | |43829
[ [ 135130 2924 [2170 [ 1 i | |
[C?G_|156?361’T|16:06:34| 2831 |2181 | 1 M | | 81188
[ [ 154713 8702 [3433 [ s N | |
[ch|1639141’T|11:44:35| 861 | 735 | 1 i | |43841
[ [ [1a43s] =61 [ 735 [ 1 N | |
[ch|16?6?14’T|?:35:08 | 1114 | 1013 | 2 M | |43258
[ [ [73508 [ 1114 [1013 [ 2 N | |
[e>e[1682443[ 1 (83502 1392 [ 828 [ 1 M [ [43808 || =l

,E ,ﬁl |Document: Done 35 R e 1= I 7Y Y i

The following items are included in the Agent On-Hold report:

Call ID—The identifier of the call record as generated by the ECS/switch.
ACD—The number of the automatic call distribution (ACD) for the call.
Start Time—The start time for the call segment.

Duration—The length of the call.

Agent Talk Time—The talk time for the agent during the call.

Times Held—The number of times the caller was placed on hold during the
call.

Caller On-Hold Time—The cumulative hold time for the caller during the call.

4-6
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* Abandoned From Hold—Yes/No value indicating if the caller abandoned from
hold.

* i Digits—The information indicator (i) digits received from the public
network through an integrated services digital network (ISDN) communication.

* Calling Party—The originating number of the calling party. This number can be
the automatic number identification (ANI), the internal extension number, or
the trunk equipment location.
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Transferred Call Report

The Transferred Call report provides details on the answering agent’s transfer

history. Listed are all call events when the agent transferred the call to a measured or

unmeasured location. Click ¢tind Results to display results.

‘ Transferred Call - CentreVu Explorer Il - Hetecape

E Transferred Call

Agent
Start Talk Calling Dialed
Call_ID jAC Time Time |Transferred Party Number

‘1459449 ’7| 9:58:13 |

| 000140603 | 6311

2
|_| [ 95813 | 121 | 2z | 1 | |
r‘14595?5’7|13-18-56| 2352 ‘ 31 ‘ ¥ |0001A0601 | 6311
[ [131836 [ 4585 [ 2257 | ¥ | |
r‘1461465’7|10 39:20 | 296 ‘ ‘ ¥ |0001A0603 | 6311
[ (13920 341 [ 28 | 1 | |

[=F == |Documert: Done

3 Rows returned

The following items are included in the Transferred Call report:

Call ID—The identifier of the call record as generated by the ECS/switch.

ACD—The number of the ACD for the call.
Start Time—The start time for the call segment.
Duration—The length of the call.

Talk Time—The talk time for the agent during the call.

4-8
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Transferred—Indicates if the call was transferred by the answering agent to
another measured or unmeasured location.

Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.

Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the vector directory number (VDN) and/or dialed number
identification service (DNIS) for the call.

4-9
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After Call Work Report

The After Call Work report provides details on after call work activitiesfor an agent.
For the After Call Work report, select an agent and after call work time. After call
work is specified in seconds. Click on Find Results to display results.

+'F— After Call Work - CentreWu Explorer Il - Hetscape
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I O 5 e
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The following items are included in the After Call Work report:

* Call ID—The identifier of the call record as generated by the ECS/switch.
* ACD—The number of the ACD for the call.

* Start Time—The start time for the call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during the call.

* Call Work Code—The After Call Work Code as entered by the agent upon
placing the agent’s terminal into the After Call Work state.
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After Call Work—The time the agent is in the After Call Work state for the call.

Segment Number—Identifies which part of the call the data describes.

Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.
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Conferenced Calls Report

The Conference Call report provides details on calls which an agent conferenced to
either ameasured or unmeasured location. Click on Find Resultsto display results.

7 Conferenced Calls - CentreWu Explorer Il - Hetscape
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The following items are included in the Conferenced Call report:

* Call ID—The identifier of the call record as generated by the ECS/switch
* ACD—The number of the ACD for the call.

* Start Time—The start time for this call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during this call.

* Conference—Indicates if this call was conferenced by the answering agent to
another measured or unmeasured location.
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* Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.

* Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.
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Customer/Calling Party Report

The Customer/Calling Party report allows you to query on specific answering agent
calls from a unique “calling” party number. The calling party number may be an
ANI for external calls or an extension for internal calls. Additionally, wild card
matching is available to enter partial digit strings for the number to search. For
instance, all calls from area code (212) may be searched by er&2fgin the
respective field. Click ofrind Results to display results.

Note: A wild card is a special character used to broaden or narrow a search.Use
=—>» the percent sign (%) for multiple character wildcard searches and the
underscore mark (_) for single character wildcard searches.
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The following items are included in the Customer/Calling report:

Call ID—The identifier of the call record as generated by the ECS/switch.
ACD—The number of the ACD for the call.

Start Time—The start time for the call segment.

Duration—The length of the call.

Agent Talk Time—The total talk time for the agent during the call.

After Call Work—The time the agent is in the After Call Work state for the call.

Abandoned From Hold—Yes/No value indicating if the caller abandoned from
hold.

Transferred—Indicates if the call was transferred by the answering agent to
another measured or unmeasured location.

Conference—Indicates if the call was conferenced by the answering agent to
another measured or unmeasured location.

Agent Released—Indicates whether the agent released the call from the agent’s
terminal prior to call termination.
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The Application/VDN report identifies agent calling behavior to specific internal
applications. These applications are identified by the internal VDN assigned to the
dialed digits of the call. Click on Find Resultsto display resullts.

++— Application/YDH - CentreVu Explorer Il - Hetscape

Agent Talk| Call Work | After Call Dialed
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|Document: Done

The following items are included in the Application/VDN report:
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Call ID—The identifier of the call record as generated by the ECS/switch.

ACD—The number of the ACD for the call.

Start Time—Actual start time for the call segment.

Duration—The length of the call.

Agent Talk Time—The talk time for the agent during the call.

Call Work Code—The After Call Work Code as entered by the agent upon

placing the agent’s terminal into an After Call Work state.

After Call Work—The time the agent is in the After Call Work state for the call.
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* Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.

* Agent Released—Indicates whether the agent released this call from the agent’s
terminal prior to call termination.
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Information Indicator Report

The Information Indicator report lets you query on specific calling party ii digits.
Click on Find Resultsto display results.

+".I. Information Indicator - CentreVfu Explorer Il - Hetscape
E Information Indicator
Agent
Start Talk Dialed Collected
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The following items are included in the Information I ndicator report:

* Call ID—The identifier of the call record as generated by the ECS/switch.
* ACD—The number of the ACD for the call.

* Start Time—The start time for the call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during the call.

* i Digits—This field presents the digits collected and passed in the Customer
Information(CINFO) field of the Integrated Services Digital network (ISDN)
Primary Routing Interface (PRI) record.
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* Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.

* Calling Party—The originating number of the calling party. This number can be
either the ANI, the internal extension number, or the trunk equipment location.

* Collected Digits—The information indicator (ii) digits received from the public
network through ISDN communication.
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Assistance Requested Report

The Assistance Requested report shows all records in which the particular agent
reguested assistance from a supervisor. Click on Find Results to display results.

ssistance Requested - CentreYu Explorer Il - Hetscape
Assistance Requested i
(el sl --M-
Start Talk Dialed
Call_IDJACD] Time Time Number |Calling Pai Answering SplitfSkill
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7 [ [oze3s [ 188 [ 159 | | | |
[ca_c'|1251930’7| 03230 | 61 | 13 | 80502 |973 777 | 00 | 141.5pht 141.ACD 1
[c?s'|1251930’_| 032:54 | | 35 | 5830 | 20076 | |438:DA7$Mgc7PMrs7438
oy e ' | el

The following items are included in the Assistance Requested report:

* Call ID—The identifier of the call record as generated by the ECS/switch.
* ACD—The number of the ACD for the call.

* Start Time—The start time for the call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during this call.

* Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.
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Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.

ii Digits—The information indicator (ii) digits received from the public
network via ISDN communication.

* Answering Split/Skill—The split or skill of the answering agent.
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Service Observed Report

The Service Observed report shows all instances when an agent was service
observed. Click on Find Resultsto display results.
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The following items are included in the Service Observed report:

Call ID—The identifier of the call record as generated by the ECS/switch.

ACD—The number of the ACD for the call.
Start Time—The start time for the call segment.
Duration—The length of the call.

Malicious—Indicates if the agent initiated a malicious call trace from the
agent's terminal.
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* Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.

* i Digits—The information indicator (i) digits received from the public
network through ISDN communication.

* Call Observed—Indicates if the call was observed by an authorized Service
Observing station.

* Last Observer—Indicates the name or ID of the observing party for the call.
* Audio Problem—Indicates if the agent indicated an audio problem for the call.

* Trunk Group—The incoming trunk group of the call as administered in the
ECS/switch.
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Originating Reason Report

The Originating Reason report allows you to query events for a particular
Originating Reason Code as entered by the agent. Click on Find Results to display

results.

v

££- Originating Reason - CentreVu Explorer Il - Hetscape
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- Call_ID m Agent Talk Time | Originating Reason Code | After Call Work
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The following items are included in the Agent Reason Code report:

* Call ID—The identifier of the call record as generated by the ECS/switch.

* ACD—The number of the ACD for the call.

* Start Time—The start time for the call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during the call.
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* Original Reason Code—The Reason Code entered by the agent as the
Originating Reason Code for the call.

* After Call Work—The time the agent is in the After Call Work state for the call.
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Agent-to-Agent Report

The Agent-to-Agent report provides details on calls placed from an originating
agent to an answering agent. Click on Find Resultsto display results.
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The following items are included in the Agent to Agent report:
* Call ID—The identifier of the call record as generated by the ECS/switch.

* Universal Call ID—A unique number assigned to a call within the customer
network.

* Segment Number—Identifies which part of the call the data describes.
* ACD—The number of the ACD for the call.

* Segment Start Time—Actual start time for the call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during the call.
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* Transferred—Indicates if the call was transferred by the answering agent to
another measured or unmeasured location.

Conferenced—Indicates if the call was conferenced by the answering agent to
another measured or unmeasured location.
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Direct Agent Queued

The Direct Agent Queued report shows all callsthat were placed as direct agent
gueued calls. Click on Find Resultsto display results.
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The following items are included in the Direct Agent Queued report:

* Call ID—The identifier of the call record as generated by the ECS/switch.
* ACD—The number of the ACD for the call.

* Start Time—The start time for the call segment.

* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during the call.

* After Call Work—The time the agent is in the After Call Work state for the call.
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* In Queue Wait Time—The time the caller waited in queue prior to the call being
answered or the caller abandoned from queue.

* Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.
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The Malicious Call report identifies all calls for which the particular agent activated
amalicious call trace through the agent terminal. Click on Find Results to display
results.
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The following items are included in the Malicious Call report:

Call ID—The identifier of the call record as generated by the ECS/switch.
ACD—The number of the ACD for the call.

Start Time—The start time for the call segment.

Duration—The length of the call.
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Agent Talk Time—The talk time for the agent during the call.
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* Malicious—Indicates if the agent initiated a malicious call trace from the
agent’s terminal.

* Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.

* Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.
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Audio Problems

The Audio Problems report identifies all calls for which the particular agent
identified as having an audio problem through the agent terminal. Click on Find
Resultsto display results.
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[55|781908 ’_‘ 72406 [ 113 m | | 80631 | 30134
T [ 72318 [ 276 | 152 | ¥ | |
[ca_cf|801946 ’T‘ 1248:06 | 15 ‘ 9 | Y | 85569 | 43535
T [ Tiz4eoe [ 15 | 9 | ¥ | |
[:a_c“|991040 ’_‘ T42:1% | 538 ‘ 812 | Y | 80602 | S0206
7 74101 | 1754 | 832 | Y | |
[:;|1356516’7‘ 10:38:57 | 304 ‘ 155 | Y | 80656 | 35077
[ [ [103813 [ 652 | 192 | Y | |
[5{|1505694’T‘ 16:44:25 | 1383 ‘ 1155 | Y |0006D2001 |
T [ [iea42s [ 1383 | 1155 | ¥ | |
[5{|15?8724’T‘ 0:22:31 | 3252 ‘ 1235 | Y | 80653 | 20245

T [ [ ozo47 [ ss08 || 1333 | ¥ | | |
[:a_c“|1813824’_‘ 21448 | 2137 ‘ 943 | Y | 87079 | S0458

21031 | 5148 | 1085 | Y | |

[:75|18?0932’7‘ 0:20:56 | 433 ‘ 435 | Y | 215324 | 34604

T [ [ o2056 [ 432 | 425 I v I I
[5{|1886772’T‘ %1626 | ‘ 971 | Y | 20636 | 80243
[l | v vy T I = I I =l
[ == |Documert: Done =l s Ll 2R 2

The following items are included in the Audio Problems report:

* Call ID—The identifier of the call record as generated by the ECS/switch.

* ACD—The number of the ACD for the call.
* Start Time—The start time for the call segment.
* Duration—The length of the call.

* Agent Talk Time—The talk time for the agent during the call.
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* Audio Problem—Indicates if the agent indicated an audio problem for the call.

* Calling Party—The originating number of the calling party. This number can be
the ANI, the internal extension number, or the trunk equipment location.

* Dialed Number—The dialed digits received from the network or ECS/switch.
These digits are often the VDN and/or DNIS for the call.
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Overview

This chapter describes how call center managers can use Custom Query Builder asa
tool to build queries to solve problems that can be re-used and modified for Agent-
in-Focus Queries or for other existing queries. Query Builder provides the user with
the ability to create and save queries for future use. Query Builder includes afull
range of comparison operators, “and” grouping, plus “and/or” type conditions.

CentreMu Explorer Il users are not limited by preconceived ideas about the type of
analysis they may want to apply to their call data. Using the Custom Query Builder
tool, virtually any conditional query imaginable by a call center manager can now be
created and saved for future use. In previous versio@srtfeVu Explorer, such
customization could only be achieved through costly designed software solutions.
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Custom Query Builder Overview

The process for using Custom Query Builder is:

1
2
3
4.
5
6

Loading Java™ Plug-in, if needed

. Accessing Custom Query Builder

Setting up User-Defined queries
Building queries
Saving queries

Running the query.
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Using Custom Query Builder

With CentreVu Explorer I1I's Custom Query Builder, call center managers can create
new types of queries with a wide variety of conditions and then save these queries
(for example, comparison operators, and groupings, and the and/or type conditions).

Under the User-Defined Queries option in the Navigation frame is a list of the user’s
custom queries. Any time a custom query is created and saved, it appears in this list
for future use. Because the Navigation frame is always available on the User-
Defined screen, users can access these custom reports immediately, no matter where
they are in th&entreVu Explorer Il application.

Determining the Need for Java Plug-in

First determine if you need tlava Plug-in before you load it. The Query Builder
applet can be run either with or without thava Plug-In.

The Java Plug-In is a downloaded “helper” that allodass/a Applets to be run in a
non-conforming browser environment. You would want to seledt/teelava
Plug-in box on the mailentreVu Explorer Il splash screen when you have a
non-conforming browser.

Checking for a Non-Conforming Browser

To check if your browser is non-conforming, look at the icon next to Custom Query
Builder in the Navigation frame. If the icon has a red “X”, then the browser in non-
conforming. If you have a non-conforming browser, you must uséatlzeplug-in

to:

* Take full advantage of JDK 1.1 functionality (suchJavaBeans™, Jini™,
and Remote Method Invocation [RMI] today).

» Develop and deplo$00% Pure JavaSM applets on Internet Explorer and
Netscape Navigator browsers for reliability and consistently.

* Receive support for the latest releaseSunfMicrosystemslava Developer Kit
(JDK) in Internet Explorer anNavigator (for example, JDK 1.2 and the high-
performancelava™ HotSpot virtual machine). This functionality is not
available untilSun Microsystems releases them.
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The following is an example of a non-conforming browser:

The red “X” indicates the browser is non-conforming.

& Custom Guery Builder
¥ Standard Cueries
¥ User Defined Queries

¥ Help

e Logout
© Exit

If your browser is non-conforming, see the next section “Loadtng Plug-in

(Optional).”

5-4

E CentreVu Explorer Il - Microsoft Internet Explorer !

Transforming INFORMATION Into ENOWLEDGE

Sorry

We are sorry. Your browser is not capable of this function. In order to define
new gueries you need to have Netscape Navigator' 4.06 or higher or
Microsoft Internet Explorer' 4.0 with a CLASSPATH set to include the
Classes from Sun's Java" Version 1.1.5 or higher.

This site is best viewed with Netscape Communicator.

I you are currently using Netscape 3.x or Microsoft Internet Explorer 2.x
you can download and install the Java plug-in from Sun. This will allow your
current browser to run this function.

To enahle the Java plug-in option select the checkbox in Session Details on
the Ahout Page.

Loading Java Plug-in (Optional)

If you have a non-conforming browser, it is necessary to load and start running the
Java plug-in prior to using Custom Query Builder.

To load theJava plug-in, do the following:

1. From the Navigation frame, selétélp. (See the “Help Topics” section in
Chapter 1, “Introduction” for details.)

2. From the Help submenu, selédtout. (See the “Help Topics” section in

Chapter 1, “Introduction” for details.)
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3. From the Splash Screen Frame, select the Session and License Detailslink.
(See the “Setting UgentreVu Explorer II” section in Chapter 1, “Introduction”
for details.) The following information displays:

3 CentreVu Explorer |l - Microsoft Internet Explorer !E E
= Description: CentreVu Explorer IT .
CentreVu Explorer 11 Copyright: Copyright 1998, 1999 CenterPoint Solutions,
Inc. 1331 17th Street, Denver, Colorado
P Administration 20202
.Egglorer Classic Comments:
P Acent in Focus Queries Legal CentreVu is a registered trademark of Lucent
Trademarks: Technologies, Inc.
® . Java Version: 1.1.74
Custom Query Builder Build Date: Wednssday, May 5, 1999 45740 o'clock
P standard Queries PM MDT
. Build
b User Defined Clueries Machine: Tachine Mame
WHelp Server: Machine Name
o Gloss Server Type: webpageservice/1.1.3
o Help Topics Remote Host: IP Address / Machine Name
* About User Agent: Mozillai4.0 {compatible; MSIE 4.01;
Windows IT)
@ Logout |’ Use Tava Plug-in
© Exit
Technologi
) rucems Tacncloges R
|@ | ’_’_|_|_!§: Local er Zane
SelectUse Java Plug-in PressSave Settings

4. Select théJse Java Plug-in check box.
5. Press th&ave Settings button.

6. From the Navigation frame, select thestom Query Builder option to launch
the Custom Query Builder program. See the “Accessing Customer Query
Builder” section for more details. One of two possible conditions occur:

* If the Java plug-in is installed, the Custom Query Builder program
displays. You can proceed to the “Accessing Customer Query Builder”
section in this chapter.
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* If your screen display is blank after you try to launch the Custom Query
Builder program, then the Java plug-in needs to be installed on your
computer. Go to the next section: “Installing the Java Plug-in On Your PC.”

Installing the Java Plug-in On Your PC

If your frame for Custom Query Builder comes up blank, you need to install the
Java plug-in on your computer. Thiava plug-in setup utility is loaded on the server
when Centrevu Explorer Il is installed. For more information, see your System
Administrator. The following message automatically displays and prompts you to
install Java Plug-in 1.1.1:

Security Warning E |

Do wou want ko install and run “Java Plug-in 1.1.1" signed
on 72498 1:12 PM and diztributed by

Sun Microzyzstens, e,

Publizher authenticity veified by YeriSign Commercial
Software Publizhers Ca,

Caution: Sun Microsyztems, Inc. aszerts that this content is
zafe. You should anly installfview thiz caontent iF pau trust
Sun Microsyztems, Inc. bo make that azzertion.

[ Always trust content from Sun Microsysteme, Ine.

Mare Infa

:

1. Pressyes.
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The following information displays:

» Belect Java(TM) Plugin Installation ...

Fleaze zelect the language, region and the
nearest location to download the installation.

Locale :

Regon: I 54 j

Available Locations:

154, JavaSaft!Sun Microspsterns, Cuperting, T [1].

Irnztall I

2. From the Locale drop-down box, select the language (for example, U.S.
English).

3. From the Region drop-down box, select the region (for example, USA).

4. Select (by highlighting) the Available Locations site you want to download the

Java Plug-in from.

5. Pressthelnstall button.
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The following information displays:

bowniosgng.. _ EE|
Dowrloading Java(T k] Plug-in 1.1
A& 1

Eztimated Time Left, 26 zec [1217KEB of 4773KE]

When the downloading is complete, the following information displays:

=[O %]

Java(TM) Plug-in 1.1.1 002 Setup

Software License Agreement E

Please read the following License Agreement. Press the PAGE DOWHN key to see
the rest of the agreement.

JavaTh Plug-in ﬂ
Wersion 1.1.1_002

Binam Code License

SUN MICROSYSTEMS, INC., THROUGH JAVASOFT ["SUN"] IS WILLING TO
LICENSE THE JAVATH PLUG-IN AND THE ACCOMPANTING DOCUMENTATION
INCLUDING AUTHORIZED COPIES OF EACH [THE "SOFTWARE") TO LICENSEE
ONLY ON THE COMDITION THAT LICENSEE ACCEPTS ALL OF THE TERMS IN
THIS AGREEMENT

=l

Do pou accept all the terms of the preceding License Agreement? |f you choose Mo, Setup
will cloze. Toinstall Jawa Plug-in, you must accept this agreement.

< Back Yes

6. To accept the licensing agreement, press Yes.
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The Choose Destination L ocation screen displays:

Choose Destination Location

Setup will inztall Java Plug-in in the following folder.
To install to thiz folder, click Mest.

To install to a different folder, click Browse and zelect another
folder.

You can chooge not to ingtall Java Plug-in by clicking Cancel o

exit Setup.
Deztination Folder
’7E:\F'ru:ugram Filez'J) ava Plug-in 1.1 Browse... |

¢ Back

Cancel |

7. Usethe Browse button to select the destination folder where you want to install
the Java Plug-in. The default destination is recommended.

8. Press Next to continue.
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The following screen displays:

;'__', Java(TM) Plug-in 1.1.1_002 Setup

Java(IM) Plug-in 1.1.1 002 Setup

When the Java plug-in is setup, you can access Custom Query Builder
application.
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Accessing Custom Query Builder

To access Custom Query Builder, select Custom Query Builder from the
navigation frame. The following screen displays:

CentreVu Explorer Il Version 1.0 User Guide

SelectCustom Query Builder

37 CentreVu Explorer Il - Hetscape
CentreVu Explorer I1 Transforming INFORMATION Inte KNOWLEDGE
P sdministration )
© Explorer Classie Custom Query Builder
b agent in Foeus Queries
Query Harne: | | pataFiter: [Segmentbata_~ ||
@ Custom Query Builder
P Standard Queri - —
uerles ([Display Fielis | Criteria Fields |Tormat Citeria |
P User Defined Queries
lacD -
lAandoned From Hold .
b |After Call Wiark
Help
\agent
.Luguut \Agent Released
Qry lAgent Talk Time <Remove
Ext \Anslocid
|Answering Agent
\Answering Reason Code
lAnswering SpliSkill Add All >>
[Answering VDN
\angwering Yector
IAssistance Reguested << Remave All
lAudio Problem
chs
Call Ohserved
all Work Code - i
Call_iD =
=== | pplet CYEQueryBuilder running

The Query Builder applet does the following:

* Enables you to name/rename queries.

* Enables you to use standard Windows controls when selecting items. This
includes using Shift and Control to select multiple items, and drag and drop.

* Enablesyouto order itemsin display.

* Enables you to “hard code” query criteria.

5-11
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Setting Up User-Defined Queries

From the Navigation frame, select “User Defined Queries” to see a list of custom
queries. Any time a custom query is created and saved, it appears in this list for
future use. Because the Navigation frame is always available @ettreVu

Explorer Il screen, users can access these custom reports immediately, no matter
where they are in the application.

Once a User-Defined Query is selected in Custom Query Builder, its elements are
defined in the Search Criteria frame on the right.

In the following example, the elements are defined in the Search Criteria frame on
the right.The variables for the Caller On Hold query are Caller on Hold Time and
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Answering Agent.This query will return results where the on-hold time was greater
than or equal to 222 seconds and the answering agent was 660 in ACD #1.

Custom Query Builder

Query Hame: |

|Data Filter: | SegmentData

| Display Fields | Criteria Fields | Format Criteria |

Abandoned From Hold
After Call Wark

Agent

Agent Released
Agent Talk Time
Answeting Reason Code
Answiering SplitrSkill
Answering WDM
Answeting Wectar
Assistance Requested
Audio Problem

Call Obzerved
CallWark Code
Call_Io

Calling Party
Callected Digits
Conference
Consultation Time

FY

4]

Add =

< Remove

Add Al =3

<< Remove All

Caller on Hold Time
Answering Agent

FL
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The two-column format is familiar to most Windows users and |ets users create
custom queries using any or all of the available External Call History data elements
in the CentreVu Explorer |1 database. Queries can be built for multiple ACDs or for

individual sites.

To build aquery and start using Query Builder, do the following:

1. Select Custom Query Builder from the Navigator frame, the Custom Query
Builder frame displays:

34 Centrevu Explorer Il - Hetscape

CentreVu EJquore T 1L Transforming INFORMATION Into KNOWLEDGE
P Administration .
© Explorer Classic Custom Query Builder
b Agent in Focus Queries
Query Name: ‘ ‘ DataFilter: | Segment Data ¥ H
© Custom Query Builder g
P standard Quertes . S— .
Display Fields | Criteria Fields | -orimat Ciiiena |
P User Defined Queries
ACD -
Abandoned From Hald
P Hel e Call wiork fdd >
Agent
.Lugnut Agent Released
@ Fui Agent Talk Time < Remove
m Anslocid
Answering Agent
Answering Reason Code
Answering SplitSkill fi e
Answering VDN
Angwering Vectar
Assistance Requested << Remove All
#udio Prablem
ChS
Call Observed
Gall Wark Code v
Call_ID =
& [=0= Applet CYEQueryBuilder running

[_[5]x]

2. Inthe Query Name text box, enter the name of the query you want to create.

3. Inthe DataFilter drop-down menu, select Segment Data or Call Data. See
Chapter 3, “Explorer Classic,” for an explanation of Segment versus Call Data.
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4. Select the tab you want to use:
* Display Fieldstab
* CriteriaFieldstab
* Format Criteriatab.

The next sections provide details about how to use each of these tabs to build a
query.
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Display Fields Tab

Thefirst step in building a Custom Query isto click on the Display Fields tab. The
Display Fieldstab provides alist of data elements on the left side of the screen.
From this tab, a custom query can be created.

To begin building a custom query from the Display Fields tab, do the following:

1. From the Custom Query Builder frame, select the Display Fieldstab. The
following screen displays:

Custom Query Builder

Query Hame: |Quer\,r MNarme | Data Filter: | Segment Data ¥

[ Display Fields | Criteria Fields | Format Criteria |

ACD

After Call Wark
Anent

Agent Released
Agent Talk Time Duratian
Anslocid < Remove Il Digits
Answering Reason Code Times Held
Answiaring SplitrSkill
Answering VDM
Answiaring Yectar
Aszsistance Reguested
Audio Problem

CMS << Remaove All
Call Obsemved
Callwiork Code
Calling Party
Collected Digits e v
Canference

Call_ID

Answiaring Agent
Abandoned From Hold
Caller an Hald Time

add >

add all ==

1

Fla

| |
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2.

Highlight the data elementsin the left column list that you want to include in
the right column list. These are the data elements that you want to gather
information on for your query.

Choose the Add, Remove, Add All, or Remove All to add or remove the right
column list:

* Add button—allows you to add a new display field to the list in the right
column list.

* Remove button—allows you to remove fields displayed in the list on the
right.

* Add All button—allows you to add all of the fields displayed to the list on
the right.

* RemoveAll button—allows you to remove all of the fields displayed in the
list on the right.

To reorder the elements selected in the list (on the right side), use the up arrow
or down arrow buttons or use the drag and drop functionality.

To continue, click on th€riteria Fields tab.
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Criteria Fields Tab

The second step in building a Custom Query isto select the Criteria Fieldstab. The
Criteria Fields tab works similarly to the Display Fieldstab. However, the
information on the Criteria Fields tab is used to narrow your search of the data
elements previously selected on the Display Fields tab.

Custom Query Builder

Query Hame: |Quer\,r Marme | Data Filter: | Segment Data

( Display Fields [Criteria Fields | Format Criteria |

Ahandaned Fram Hald |~ | Answiaring Agent
After Call Work Caller on Hold Time
Agent

Anent Released
Agent Talk Time
Anslocid

Answering Reason Code
Answering SplitrSkill
Answiaring YO
Answering Vector
Assistance Reguested
Audio Problem

WS << Remove All
Call Ob=erved
CallWark Code
Call_ID

calling Party A w
Collected Digits

Add =

L) < Hemove

Add All ==

1]

-

. | o

To continue building a custom query from the Criteria Fields tab, do the following:
1. From the Custom Query Builder frame, click on the Criteria Fields tab.
2. Highlight the item(s) in the list (on the left) that you want to include.
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Thelist (on the right side) establishes the columns (and column order) of the
query results displayed. The items selected for the display are shown in the
exact order selected.

3. Choosethe Add, Remove, Add All, or Remove All from thelist:

* Add button—allows you to add a new display field to the list on the right.

* Remove button—allows you to remove fields displayed in the list on the
right.

* Add All button—allows you to add all of the fields displayed to the list on
the right.

* RemoveAll button—allows you to remove all of the fields displayed in the
list on the right.

4. To reorder the elements selected in the lists, use the up arrow or down arrow
buttons or use the drag and drop functionality.

5. To continue, click on thEormat Criteriatab.
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Format Criteria Tab

Thefinal step in building a custom query isto define the parameters of the query
criteria. Aswith all CentreVu Explorer 11 queries (Custom, Standard, and Explorer
Classic) awide range of conditional variables (And/Or, <, >, >=, <=, #, and Group
by parenthesis) can be used to precisely define the desired resullts.

To finish building a custom query from the Format Criteriatab, do the following:

1. From the Custom Query Builder frame, click on the Format Criteria tab.

The Format Criteriatab displays each element selected on the Display Fields
and Criteria Fields tabs:

| Transforming INFORMATION Into KNOWLEDGE

Custom Query Builder

Query Name: |Query Mame | Data Filter: | Segment Data ~
Display Fields rCriteria Fields | Format Criteria |
hd || Answering Agent ¥ ||= ¥ (User Input | i
| a0 || DELETE |

ok || Reser
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2. Select the Query Fieldsin the pull-down menu. To get to subsequent items on
the form, click on the first item and then arrow down to select the second item.

See the following example:

Custom Query Builder

Query Name: |Quer\,r kHame

Display Fields [’crrteria Fields

Format Criteria |

| Data Filter: | Segment Data

v| Answering Agent hd

= ¥ ||User|npu1

d

Answering Agent
Caller on Hold Time

ADD || DELETE |

ok || Reser

|

3. Inthetext box(es), you can either:

* Enter the appropriate values (for example, 180, 30, Y) you want to useto

define the elements

* Leavethe settings as user input to let the criteria be set at run time.

5-21
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4. Select the Group by Parenthesis displayed in the pull-down menu. Complex

queries are easily created by using “groupings” with the parentheses functions
() or the combination of “AND” and “OR” functions. These fields can be used
as many times as desired. See the following example:

| Transforming INFORMATION Into KNOWLEDGE

Custom Query Builder

Query Hame: |Quer\; Marmne

| Data Filter: | Segment Data ~

Display Fields rCriteria Fields | Format Criteria |

- || Answering Agent w |=

 |[User Input |

' | aop || DELETE |

oKk || RESET

4l

5. Choose thédd or Delete button:

Add button—allows you to add rows.

Delete button—allows you to delete rows.
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6. Select the Conditional Operators (=, #, >, <, >=, =<) displayed in the pull-
down menu. You can choose any combination of the multiple criteria format
options. By selecting these options, you are applying simple arithmetic logic to
the queries. See the following example:

Custom Query Builder
QueryName:|Quer\,rName |DataFiIter: Segment Data ~

Display Fields I/Cr'rteria Fields | Format Criteria |

w | Answering Agent ¥ |= ¥ (UserInput [T

~ | caller on Hold Time v |[= |20 |

[ | | oeemE |

o
<

W
[

<2

oK | | RESET

|
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7. When you are finished, select either the OK or Reset button.

* OK button—allows you to save the custom queries. The top of the Query
Builder frame asks for a name under which to save the custom query. The
Save Query feature is extremely useful for re-using complex queries
tailored to a specific VDN, split/skill, or CMS. If you press the OK button,
the following screen displays:

*L CentreVu Explorer Il - Hetscape
CentreVu Explorer 11 Transforming INFORMATION Into KNOWLEDGE
b Administration
.Elcglurer Classic Quel :’ Name
’ Agent in Focus Queries
.Custom Query Builder Management System: IAII j ACD: |AH j
ueries ew Window ¥ Display Synonyms
P Standard Queri ™ New Wind ¥ Disglay &
W User Defined Queries Begin Date  End Date Searchglriteria oo oin Time  End Time
* CallID Que 12/301998 | [o05m5m1999 ¢ [rz:o0am | [rizseen
+ Test Status and Duraton I J I J
* Cuery Name Max Rows Returmed Diisplay Options
|30 Cluery Default =
b Help
Hel;
Answering Agent [Lookup 7] = [10002  Agent 10002:ACD 1 =] anD
.Lngnut .
Caller on Hold Time = 30
@ Exit
Find Results
[ oy J Delt
1]
& =E=| |Documert: Done

* Reset button—allows you to reset the Format Criteria. If you wish to delete
all of the work completed in this tab, this button allows you to erase the
entries and start over.
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Overview

This chapter describes how to create and use Standard and User-Defined queries.
Standard Querieswork similarly to User-Defined Queries. User-Defined queries are
those queries that each user creates for their own use through Custom Query
Builder. Standard queries are the queries that an administrator promotes from the
User-Defined queries. These promoted (or Standard) queries are shared by all of the
users. In other words, it is available to all users.

This chapter describes how to use standard and user-defined queries. This chapter
also describes features that may be administered in CentreVu® Explorer 1.
Examples are provided for each administrable feature.
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Accessing Standard or User-Defined Queries

Thefirst time you access Standard or User-Defined Queries, no queries are available
to view. After you build queriesin Custom Query Builder you can view the queries

in User-Defined queries. When User-Defined queries are promoted by an

administrator to share with other users of CentreVu Explorer |1, then you can view

the queriesin the Standard queries.

To access User-Defined Queries, click on the User-Defined Queries from the
navigation frame:

Select User Defined Queries

P Administration
@ Explorer Classic

) Standard Oueries

+ Call-ID Cuery
* Query Name

P Help
[ Logout
@ Exit

+'.lv CentreWfu Explorer Il - Hetscape

CentreVu Explorer I1

’ Agent in Focus Queries

@ Custom COuery Builder

W _User Defined Clueries

+ Test Status and Duration

Transforming INFORMATION Into KNOWLEDGE

Query Name
Management System: |AH j ACD: IAII j

[ Mew Window % V! Display Synonyrms
Begin Date  End Date SearclyCriteria p oo Time End Time
[12301998 #| [osos1909 ] [tziooam | [iriserx
Max Rows Returned Display Options
ISD CQuery Default 'I
Answering Agent |Lookup 7] = [10002  Agent 10002:ACD 1 =] anD
Caller on Hold Time = 30

[ odiy J Dolee

[ ==

Document: Dane
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To access Standard Queries, click on the Sandard Queries from the navigation

frame:

Select Standard Queries

¥ CentreWu Explorer Il - Hetscape

b sdministration
L Explorer Classic
’ Agent in Focus Queries

@ Custom Que
W _Standard Queries

¢ Duration
¢ Test

’ User Defined Queries

b Help
@ Logout
@ Exit

CentreVu Explorer I1

Transforming INFORMATION Inte ENOWLEDGE

Duration

o aco: [ar 7]

¥ Display Synonyms

Management System: |AII

™ Mew Window
Begin Date End Date

[12:30n998 | [osms190 12:00aM | [11:59PH

Max Rows Returned Display Options

30 IQuery Default d

Duration >= AND
Duration <

Find Results

Ssarc}‘b%riteria

Begin Titne End Time

@ ,@| Document: Done
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Using Standard or User-Defined Queries

All queries built in Custom Query Builder are displayed in the User-Defined main

window.

+';:v CentreVu Explorer Il - Hetscape

Sear cll%riteria

= aco: [an F
¥ Display Synonyms
Begin Time End Time

12 :00AM |11:59PM
Query Default 2

] aND

CentreVu E}q)[ol"{{r II Transforming INFORMATION Inte KNOWLEDGE
’ Administration
.Eglurer Classic Query Name
’ Agent in Focus (Jueries
.Custom Query Builder Management System: |AII
P standard Queries [ New Window
W User Defined Queries Begin Date End Date
* CallID Query . [1270r9%8 ] [o6mE999 o
+ Test Status and Duration
* Duery Mame Max Rows Returned
30
’ Hel
_Help .
Answering Agent |Lookup =] = [10002
L4 Logout
Caller on Hold Time > a0
© Exit

oy J Oelt |

|t (== | |Document: Dane

Selecting a User-Defined Query displays the Query Criteria frame using the

elements that were previously specified in Query Builder. In summary, you are

running a previously defined query.

For more general information, see:

* Chapter 1, “Introduction”—for details about how to use and view queries. For
example, selecting the type of query to use, and caller and agent information.

* Chapter 3, “Explorer Classic"—for details about displaying options, finding

results, and modifying results.

* Chapter 5, “Custom Query Builder"—for details about how to build queries.
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Setting a User-Defined Query as a Standard Query

Standard Queries are availableto all users. A user can select any query in the
Standard Query main window. All pre-popul ated data appears in the search criteria
frame. A user with administration rights may add or delete queriesto the Standard
Query window. The queries that are promoted to be made “Standard” by an
administrator are available for all users.

For procedures on how to promote queries, see “Promoting Queries” section in
Chapter 2, “Administration.”
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Providing Search Criteria

See Chapter 1, “Introduction,” and Chapter 3, “Explorer Classic,” for examples of:
* Displaying Options

* Finding Results

* Modifying Results.
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Overview

This chapter provides you with some sample business-case scenarios for using

CentreMu Explorer |1. This chapter expands on the reasons mentioned in Chapter 1,
“Introduction,” to provide you with ideas and working sample queries for your call
center business.

The sample queries included in this chapter incorporate the following skills:
* Selecting External Call History Interface (ECHI) elements to query on

* Providing search criteria—See Chapter 3, “Explorer Classic,” for details about
providing Search Criteria information.

* Controlling the results of the query—See Chapter 9, “Query Results,” for
details about displaying the results of the query.

* Choosing different views of the query results—See Chapter 9, “Query Results,
for details about choosing different views of the query results.

* Viewing and understanding the cradle-to-grave view of a call. See Chapter 9,
“Query Results,” for details.



CentreVu Explorer 1l Version 1.0 User Guide
Sample Queries

Sample Queries 7-2
Sample Queries

The following examples shows the results of a query built using CentreVu
Explorer 1.

* Abandon Call Analysis Sample Query
* Efficient Automatic Number Identification (ANI) Analysis Query
* Specia Call Treatment Query

* Cédl Phone Analysis Query

* Cradle-to-Grave Reporting Query.
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Abandon Call Analysis Sample Query

One of the worst things that can happen to a call center, isto have a caller abandon
from hold. They have already waited through the queue, talked to an agent, and then
hang-up. Thereasons for the abandon are varied, perhaps the agent put them on hold
right away or perhaps they got tired of waiting; in any instance, the caller hung up
and the call was abandoned. The reasons that the agent put them on hold are varied
also. Perhaps the call should not have gone to this agent, and they put the caller on
hold to decide an answer to a question (maybe the vector iswrong) or perhaps the
agent istrying to get their metrics up, and is answering calls and placing the caller
on hold to get them out of the queue.

To start with this sample, we will select the fields abandoned from hold, and caller
on hold time, in the Element Selection frame. Then in the criteria frame, select the
date range we are interested in, select Yes for Abandoned, and place a> 30 seconds
for caller on hold time. Thiswill give alist of the callers that abandoned the call.
You could export this list to a spreadsheet and use it to call back the customers that
abandoned (using the calling party field, if you have ANI).

Look through thelist to seeif there is a common theme, perhapsit is one agent, or
one split, or one VDN that has the majority of the abandoned calls. If so, go back to
the query selection frame, and check the answering agent/split/vdn. Run another
query for that criteria. If the list istoo big, change caller on hold time to 60 seconds,
or even 120 seconds. You might begin to see a pattern with this.

Next try adding thefield talk time. Set talk time to less than 10 seconds. Thiswill be
aquery looking for agents that are answering the call, placing the caller on hold, and
leaving them on hold without servicing the call. Again, look for acommon
agent/split/vdn.

In order to further narrow down the results, you can use time of day. Run aquery for
your busiest hour. You can see when things get busier and if performance gets
affected.
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Efficient Automatic Number Identification (ANI)
Analysis Query

CentreMu Explorer |1 uses wild cards to help you with your query. The use of wild
cards can be made with calling party (ANI), to help you determine where your calls
are coming from. For instance, you have run a promotion in Denver and wish to
compare call volumes both before and after the promotion.

Set up aquery in Custom Query Builder with (calling party = 303% or calling party
=719%). Thiswill return al the callers from the Denver area. Run the query with
the date range before the promotion, and after the promotion to determine the affect
on the call volume. You can combine the Calling Party query with other query
elements (for instance, ii digits = cell phone), to further refine your query. If desired,
you can check the Help topicsto see alist of ii Digits (for example, 61 null [Type 1
Cdlular] and 20 null [AIOD-Listed DN of PBX set]).
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Special Call Treatment

Many call centers have rules concerning agent call handling procedures. For
instance, agents are not supposed to release or transfer a call and agents should
conference calls. Agentsare not supposed to let their After Call Work Time exceed 1
minute. You can use the query capabilities of Explorer 11 to determineif thecallsare
being treated correctly.

For example run aquery on Agent Released = Yes. You now have alist of al the
calls where the agent released the call. Run a query where Transferred = Yes. Run a
query where After Call Work Time > 60.
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Cell Phone Analysis

You can use Information Indicators (ii digits) to compare calls from acell phone
versus anon-cell phone. Perhaps you suspect that callers from a cell phone are
abandoned at a higher rate. Set up a query (using abandoned from hold, or
disposition = abandoned in queue). Pick abusy time. You will have alist of your
abandoned calls for that time period. Now add theii digits fields to your query. Run
the same query with ii digits = cell phone, and another query with ii digits <> cell
phone. Compare the two lists. When doing ii Digits search criteria, use the numbers
70 null (private Paystation) for the report.
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Cradle-To-Grave Reporting Query

A typical call center manager’s job is to take calls from upset customers. Perhaps a
call comes in, and the caller says something like, “I called your company yesterday,
and got the rudest agent, the agent was rude, and put me on hold for a long time.”

Using the query features GentreVu Explorer Il and Cradle-to-Grave, you can now
“see” the customer’s experience. Ask the customer what number they dialed from.
Run a query with calling party = to that number.

If ANl is turned on, you can immediately see how many times this person has called
and what happened in each of those calls. For more information about ANI, see the
ANI help topics. Select the Cradle-to-Grave for that call. You now know and can tell
the customer exactly what happened during the time that call was placed, how long
they talked, how many times they were placed on hold, and other details about the
call. With this type of information available, the agent can have a more informed
discussion with the customer about their call and reassure the customer that with the
information and their input you can assess the root cause of the problem. You should
be able to quickly determine if this customer has a legitimate complaint, and can use
a print-out of the Cradle-to-Grave in a training session with the agent.



CentreVu Explorer 1l Version 1.0 User Guide
Sample Queries
Sample Queries 7-8



CentreVu Explorer 1l Version 1.0 User Guide
Query Results
Overview 8-1

-
hd

CentreVu
Explorer

Query Results

Overview

This chapter describes the elements that display in the Query Results window and
describes the elements that appear in a cradle-to-grave display from records returned
from aquery. The Cradle-to-Grave icon (for aCall ID or Universal Call ID [UCID])
allows you to view specific events for each segment of the call.

This chapter also describes how to use the export and print feature for the query
results.
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Exporting to a File

Creating customized reports using CentreVu Explorer |1 dataisas easy as checking a

box labeled “Save to File.” This allows you to save the output oCanireVu

Explorer Il query to a file and then import the data to a spreadsheet, database, or
word processing program for reporting and formatting.

To export the grid results to a file, do the following:

1. Run Query Builder (also available through Explorer Classic, Agent In-Focus, or
User-Defined Queries). See Chapter 5, “Customer Query Builder,” for details.

3 session Display for admin - Centreyu Explorer Il - Netscape

E Session Display for admin

- Call_ID | Segment Start Date Caller on Hold Time Agent Talk Time Answermg Agent

6 || B64486 0170171599 0:0948 124 147 [ B7066VALENCIALINDA |
01/01/1599 0:09:27 138 454 142

£36 || BE4659 01/01/1599 03237 78 161 a1 85270 KETZLERMARCELLA
01/01/1599 0:3237 78 161 a1

£36 || 863092 01/01/1599 02209 850 1422 558 43T SIMPSONEARLA
01/01/1593 0:20:41 854 2932 639

L6 | 865139 01/01/1593 05112 121 1428 1293 81779 HOGANLAURIE
01/01/1593 0:50:38 135 2830 1320 &

C36 | 865229 01/01/1599 0:2932 70 721 635 43833 YATESDAVID
01/01/1599 0:28:22 75 1512 695

6 || B66597 0170171599 31628 122 746 76 81580:DAVISTAMES
01/01/1599 31541 126 2214 117

£ || 863010 01/01/1599 444:11 177 838 60 81580:-DAVISTAMES
01/01/1599 4:43:45 181 2350 76

£36 || 868217 01/01/1599 55452 83 2338 211 85270 KETZLERMARCELLA
01/01/1599 5:54:17 g7 6840 238

036 | 369051 01/01/1593 &:30:17 197 1273 1168 87140 ENOWLESDAVID
01/01/1593 6:30:17 197 1273 1168

LG | 369079 01/01/1593 &:20:01 132 200 155 FT032ANHORNSCOTT
01/01/1593 6:19:00 136 661 208

6 || 869080 0170171599 65217 161 258 12% 82315BAEZATILIANA
01/01/1599 65217 161 258 12%

06 | 869181 0170171599 T0T13 17 64 19 43861 DEWITTIEHAZEL =l

= == |Document: Dane 5
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2. From the “Session Display” window, save the grid results to a file by clicking

the Saveto Fileicon.

3 sessinn Display for admin - CentreVu Explorer Il - Netscape

CentreVu Explorer Il Version 1.0 User Guide

E This is theSaveto File icon.

Session Display for admin

o0 BoA4ZS | 01UISEs | 00948 124 [ B7066:VALENCIALDMDA |
01/01/1999 00927 136 494 142

©¢ 264659 010171999 03237 78 161 81 85270KETZLERMAR CELLA
01/01/1999 03237 78 161 81

© 865092 01/01/1999 02209 850 1422 559 85437 SIMPSONE ARLA
01/01/1999 02041 854 2932 639

©¢ 265139 010171999 05112 131 1428 1293 81779 HOGANLAURIE
01/01/1999 05038 135 2890 1320

©0 865229 01/01/1999 02932 70 721 639 43333 TATESDAVID
01/01/1899 02822 75 1512 699

©¢ 266997 010171999 31620 122 746 76 81580 DAVISTANMES
01/01/1999 31541 126 2214 117

©¢ 868010 01/01/1999 44411 177 838 50 81580 DAVISTANMES
01/01/1899 44349 181 2350 76

©¢ 268917 010171999 5:5452 83 2338 211 85270KETZLERMAR CELLA
01/01/1999 55417 87 6240 239

© 869051 01/01/1999 63017 157 1379 1168 BT140KINOWLESDAVID
01/01/1899 63017 157 1379 1168

©¢ 265079 010171999 62001 132 300 155 87092 ANHORISCOTT
01/01/1999 619,00 136 661 209

©¢ | 869090 01/01/1999 65217 161 298 129 82315BAEZALILIANA
01/01/1899 65217 161 298 129

©¢ 269191 010171999 70713 17 64 19 43361 DEWITTIELAZEL

o (== [Document: Done
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The Save As dialogue box displays:

T © T~

Savein: I 3 Downloads

File narne: IDJE splarer. kil Save I
Save as ype: IHTML Files j Cancel |

3. IntheFile namefield, enter the name of thefile.

4. Using the Save in drop down menu, select the directory where you want to save
thefile.

5. Fromthe Save As... dialog box, select Save.
6. Open thefilein an application (such as Microsoft Excel).

7. Use the application’s wizard to step you through the process of converting the
file to the appropriate format (for exampléicrosoft Excel).
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Printing Query Results

You can print the query results to any printer that is set up for your computer.

To print query results, do the following:

1. Run Query Builder (also available through Explorer Classic, Agent in Focus
Queries, or User-Defined Queries). See Chapter 5, “Customer Query Builder,”
for details.

kg 854486 01/01/199% 0:09:48 124 147 [ 87066 VALENCIALINDA |
01/01/199% 00927 136 454 14z

o6 | 864659 01/01/199% 0:3237 78 161 81 85270 KETZLERMARCELLA
01/01/199% 0:32:37 78 161 a1

06 | 865092 01/01/199% 0:22:0% 250 1422 559 85437 SIMPSONEARLA
01/01/199% 0:20:41 854 2932 635

06 | 865139 01/01/199% 0:51:12 121 1428 1293 81779 HOGANLAURIE
01/01/199% 0:50:38 135 2890 1320 &

o€ || 865229 01/01/199% 02832 70 721 635 43833 YATESDAVID
01/01/199% 0:28:22 75 1512 693

036 | 866997 01/01/199% 31628 122 746 76 81580 DAVISTAMES
01/01/199% 31541 126 2214 17

G | 868010 01/01/199% 44411 177 238 &0 81580:DAVISTAMES
01/01/199% 44345 181 2350 76

o6 | 868917 01/01/199% 55452 83 2338 211 85270 KETZLERMARCELLA
01/01/199% 5:54:17 a7 6840 238

036 | 869051 01/01/199% 630:17 197 137% 1163 STI40ENOWLESDAVID
01/01/199% 6:30:17 197 137% 1168

o€ || 869079 01/01/199% 6:20:01 132 300 155 7052 AHORNSCOTT
01/01/199% 6:19:00 136 661 208

036 | 869090 01/01/199% 65217 161 258 12% 82315BAEZATTLIANA
01/01/199% 6:52:17 161 258 128

06 | 869191 01/01/199% 70713 17 64 19 43861 DEWITTIEHAZEL =l

= =p=| [Dacument: Done
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2. From the “Session Display” window, click on tReint icon.

This is thePrint icon.

3 Session Dispfay for admin - CentreViu Explorer I - Hetscape

E Session Display for admin

0 864436 01011939 0.0943 124 147 | 87066 VALENCIALINDA |
01/01/1939 00927 136 494 142

¢ 864659 01011989 0:3237 T8 161 g1 85270:.K ETZLERMARCELLA
01401/1939 03237 73 161 )

o6 [ 865092 01011939 02209 850 1422 559 85437 SIMPSONE ARLA
01/01/1939 02041 354 2932 639

©¢ 865139 01/01/1939 05112 131 1428 1293 81775 HOGANLAURIE
0101/1999 10,5038 133 2850 1320 i

¢ | 865220 014011939 02932 70 721 639 43833 TATESDAVID
01/01/1939 02322 75 1512 639

©¢ | 866057 01/01/1939 31629 122 746 76 81580.DAVISIAMES
014011939 31541 126 2214 117

¢ [ 268010 014011939 44411 177 838 60 81580 DAVISTAMES
01/01/1939 44349 181 2350 76

o | 868917 01011939 35452 83 2338 211 85270 KETZLERMARCELLA
014011939 55417 &7 6340 239

¢ [ 265051 014011939 63017 197 1379 1168 87140 KNOWLESDAVID
01/01/1939 63017 157 1379 1168

©¢ [ 865079 01011959 52001 132 00 153 27092 ANHORSCOTT
014011939 61900 136 661 209

¢ 265090 01/01/1939 65217 151 298 129 82315BAEZALILIANA
014011989 65217 161 298 128

6 [ 865151 01011939 707.13 17 64 19 43361 DEWITTIEHAZEL 5

o [=P=[ [Documert: Done
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The Print window displays:

Print [ 2]
— Prirter
M armne: S HF Lazer)et 4 Plus Propertiez |

Status: Ready
Type: HF Lazerlet 4 Plus
Where:  206.147.221.151

Comment; [ Frint ta file
— Print range Copiez
Lo MHumhber of copies: 1 =

O Pages  from; [1 ta
| il R e
£ Selechion

(] I Cancel |

3. From the Name drop down menu, use the down arrow to select the printer.

4. Click onthe OK button.
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Creating Cradle-to-Grave Reports

This section describes how to access and use CentreVu Explorer 1l Cradle-to-Grave
reports.

Accessing Cradle-to-Grave Reports

To access the Cradle-to-Grave reports, select the C>G icon from the grid resullts.
See the following example:

£3G| Thisisthe Cradle-to-Graveicon.

D N[ E3
Session Display for admin
HE m
[eo¢ fooaazs | ouo11s9e [ o094 [ BI066WVALENCIALINDA |
/ 0140111992 00927 136 454 142
©6 [ 564659 110111992 13237 78 161 g1 85270 KETZLERMARCELLA
140111892 13237 78 161 g1
¢ [ 265092 01/0111999 0:2209 50 1422 559 85437 SIMPSONK ARLA
01/0111999 0:2041 54 2932 639
6 265139 0140111992 w5tz 131 1428 1293 B17THOGANLATURIE
1140111892 15038 135 2850 1320 i
6 [B65229 140111892 02932 70 721 639 43833 YATESDAVID
01/0111999 02822 5 1512 699
©6 [ B65097 0140111992 31629 122 746 76 31580 DAVISTAMES
0140111992 31541 126 2214 117
6 868010 140111892 44411 177 833 60 91580 DAVISTAMES
0140111999 44349 181 2350 75
¢ [ 268917 01/0111999 55452 23 2338 211 25270 KETZLERMARCELLA
0140111992 55417 a7 6840 239
©6 863051 0140111992 3017 197 1379 1158 ETI40ENCWLESDAVID
140111892 6:30.17 197 1379 1158
¢ [ 263079 01/0111999 52001 132 300 155 £7092:ANHORNSCOTT
01/0111999 51900 136 561 209
6 [ 263090 0140111992 65217 161 298 129 B2315BAEZATILIANA
110111992 5217 161 298 129
et 863191 140111892 70713 17 64 19 4386 1 DEWITTIEHAZEL E
o (== [Documert: Done
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Using Cradle-to-Grave Reports

You can use Cradle-to-Grave reports to view specific events for each segment of a
call. Cradle-To-Grave reports support calls from:

* OneACD
* Multiple ACDswithinaCMS
*  Multiple CMSs.

Note: Cradle- To-Grave reports support calls from multiple CM Ss only from call
=—>» segmentsoriginating from CentreVu CM S Version R3V6. Thisversion of
CMS supports Universal Call Identification (UCID). UCID stayswith a
call segmentstogether across multiple CM Ss. For more UCID information,
seethe CentreVu® Call Management System, Release 3 Version 8, External
Call History Interfacg(585-210-912) document for details.

Once records are returned from a query, you may click on the Cradle-to-Grave
(C>G) icon for aCall ID or UCID to view specific events for all segments of the

cal.
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Cradle-to-Grave Report Analysis

The following sections describe the element results (for example, Call Information
and Call Handling) that appear in this cradle-to-grave display:

75259 - Cradle to Grave - CentreVu Explorer Il - Hetecape

| Call Information

UNIVERSAL CALL ID:

CALL ID: 875259 DATE: 01/01/1999 17:02:02

CALLING PARTY: 3036835201

DIALED NUMBER: 80502

CALLINGPARTY ii DIGITS: 00

ACL: 1 on TRUNK GROUP: 40: Trunk Group 40:ACD 1{location 0004D2005)
ANSWERING VDN: 80254: VDN 80254: ACD 1 which points to VECTOR 472:Vector 472: ACD 1
SEGMENT DURATION: 169 seconds

| Call Handling

Call entered at First VDN: 80502:VDN 80502:ACD 1
Call started with Vector: 438:Vector 438:ACD 1
Call Quened to Primary Sphit/Skill: 235:5plit 235:ACD 1 at S:Priority 5:ACD 1 priority. —
Caller in queue for: 5 seconds.

Call was answered by VDN: 80254: VDN 30254:ACD 1 and by Vector 438:Vector 435:ACD 1

Call Answered by: (login:30607: Agent 30607:ACD 1) on Split/Skill 235:Split 235:ACD 1
Call put on hold 1 time(s).

Caller held for 4 seconds.

Talk Time: 56 seconds.

Call Completed - Agent Released

Call Transferred F

CALLING PARTY: 80607 (Internal Cally

DIALED NUMBER: 80250

ACD: 1 on TRUNK GROUP:

ANSWERING VDN: 80220: IPROB which points to YECTOR 156:Vector 156:ACD 1

SEGMENT DURATION: 48 seconds i |

& @@ B 2| s

@ == ‘ |Documarrt Dione
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Call Information

The following screen displays an example of Call Information:

F7 875259 - Cradle to Grave - CentreWfu Explorer Il - Hetscape

Call Information

UNIVERSAL CALL ID:

CALL ID: 875250 DATE: 01/01/1999 17:02:02

CALLING PARTY: 3036835201

DIALED NUMEER: 80502

CALLING PARTY ii DIGITS: 00

ACD: 1 on TRUNK GROUP: 40: Trunk Group 40: ACD 1{location 0004 D2005)
ANSWERING VDN: 80254:VDN 80254: ACD 1 which points to VECTOR 472:Vector 472:ACD 1
SEGMENT DURATION: 169 seconds

| Call Handling

Call entered at First VDN: 30502:VDN 30502:ACD 1

Call started with Vector: 438:Vector 435:ACD 1

Call ueuned to Primary Split/Skill: 235:Split 235: ACD 1 at S:Priority S:ACD 1 priority.
Caller in queue for: 5 seconds.

Call was answered by VDN: 30254: VDN 30254:ACD 1 and by Vector 438:Vector 438:ACD 1

Call Answered by: (login:30607:Agent 80607:ACD 1) on Split/Skill 235:Split 235:ACD 1
Call put on hold 1 time(s).

Caller held for 4 seconds.

Talk Time: 56 seconds.

Call Completed - Agent Released

Call Transferred 3

CALLING PARTY: 80607 (Internal Call)

DIALED NUMBER: 80230

ACD: 1 on TRUNK GROUP:

ANSWERING VDN: 80250:IPROB which points to VECTOR 156:Vector 156:ACD 1

SEGMENT DURATION: 48 seconds
& == |Document: Dane

* Universal Call ID—The unique number assigned to a call within the
customer’s network.

* Call ID— The unique humber assigned to this call and all its segments.

* Date—The date and time of the first segment of the call.

* Calling Party—The Automatic Number Identification (ANI)/Station
Identification (SID), extension or trunk equipment location identifying the

originator of the call.

8-11
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Dialed Number—The number the caller dialed (up to 24 digits).

Calling Party ii Digits— Theinformation indicator (ii) digits received from the
public network through an integrated services digital network (ISDN).

ACD—Automatic Call Distributor and/or trunk group for this segment.
Answering VDN—The answering vector directory number.

Segment Dur ation—Duration of the call segment in seconds.

Note: Other elements may be displayed depending upon the actual call treatment.
=>» Please refer to the Appendix in this guide for descriptions of these

individual elements.
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Call Handling

The following screen displays an example of Call Handling information:

+'|—'— 36455 - Cradle to Grave - Centre¥u Explorer Il - Hetscape

Call Information

UNIVERSAL CALL ID:

CALL ID: 1036455 DATE: 01/02/1999 18:02:22
CALLING PARTY: 7404744451
DIALED NUMBER: 80530

CALLING PARTY ii DIGITS: 00

ACD: 1 on TRUNK GROUP: 40: Trunk Group 40: ACD 1{location

0004A1913)
: 80410:¥VDN 80410: ACD 1 which points to VECTOR 449:Vector
ANSWERING VDN: H40:ACT 1
SEGMENT DURATION: 14 seconds

Call Handling 3
Call entered at First VDN: 30530:VDN 80530:ACD 1
Call started with Vector: 447:Vector 447:ACD 1
Call Queued to Primary Split/Skill: 254:Split 254:ACD 1 at S:Priority S:ACD 1 priority.
Caller in quene for: 2 seconds.
Call was answered by VDN: 30410: VDN 80410:ACD 1 and by Vector 447:Vector
447:ACD 1

Call Answered by: (login:31614:Agent 31614:ACD 1) on Split/Skill 254:Split
254:ACD 1
Talk Time: 12 seconds.

Call Completed

E == | Document: Done

* Call entered at First VDN—The number dialed for this segment.

* Call started with Vector—The first Vector number pointed to by the incoming
VDN.

* Call Queued to Primary Split/Skill—The split/skill initially queued to a
Split/Skill designated as primary for this vector.

* Callingin queue for—Disposition time in seconds of this call segment.
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Call wasanswered by VDN—AnNswering humber called and answering Vector
number.

Call answered by—Answering Agent name and Answering Agent login ID.

On Split/Skill— The split/skill queued to a Split/Skill as designated for this
vector.

Call put on hold—Answering Agent placed the call on hold.
Talk Time—Talk time in seconds for this call segment.

Call Completed Agent Released—Will indicate if the Agent Released upon
completion.

Note: Other elements may be displayed depending upon the actual call treatment.
=—>» Please refer to the Appendix in this guide for descriptions of these

individual elements.
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Multi-Segment Cradle-to-Grave Analysis

The following analysis shows information about a call that was transferred and

8-15

conferenced prior to completion.

Call Information

UNIVERSAL CALL ID:
CALL ID: 1017342

UNMEASURED DESTINATION

SEGMENT DURATION: 3211 seconds

Unmeasured Call - No call handling information

Conference Call

Call Transferred L

CALLING PARTY: 43167 (Internal Call)
DIALED NUMEER: 16153508000

UNMEASURED DESTINATION

SEGMENT DURATION: 38 seconds

Unmeasured Call - No call handling information

Conference Call

ACI: 1 on TRUNK GROUP:
UNMEASURED DESTINATION
SEGMENT DURATION:

251 seconds

Unmeasured Call - No call handling information

Call Transferred [

DATE: 01/05/1999 12:14:54
ACTk 1 on TRUNK GROUP:

ACD: 1 on TRUNK GROUP: 40: Trunk Group 40: ACT 1(location 00D5B19206)

=

| [=p= | |Document: Cone

S = = NER I A

On this example, a Cradle-to-Grave is shown for a call that spanned multiple
segments. Every time acall istransferred, conferenced, or interflowed a new
segment is created. New segments are defined by different color banner bars across
the bottom of the Cradle-to-Grave reports. A unique banner is provided in the event
asegment is handled by a split/skill defined as a Voice Response Unit. Segments
continue to build until the call completes, is abandoned, or is disconnected from the
switch being measured by this CentreVu CMS.
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Overview

This appendix provides details of the elements Centrevu® Explorer Il usesto
perform the query and display functions. Field descriptions and query options
describe each element:

® Field Description—An overview of the contents of the element.

® Query Options—The options available iGentreVu Explorer for setting
parameters.

Note: The list of elements are in alphabetical order and are based on the full
=—>» textual name, not the variable name.
Example: Abandoned from Hold (HOLDABN)
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Abandoned from Hold (HOLDABN)

® Field Description

Thisfield indicateswhether the caller abandoned from hold during the segment.
(YES=1/NO=0)

With System 85 R2V4 and Generic 2.1, HOLDABN isonly used for automatic
call distribution (ACD) calls. With Generic 2.2, Generic 3, and ECS thisis for
any call. All records that have HOLDABN=0 are returned as calls not
abandoned from hold.

® Query Options
Select one of the following choices from the drop-down list box:
— Abandoned from hold

— Not abandoned from hold.
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Automatic Call Distribution (ACD)

® Field Description
Thisfield contains the ACD number that handled this call.

The ACD field contains an integer value between 1 and 4 for R3V5 CMS and
prior versions.

® Query Options
Select an ACD number from the drop-down list box containing all valid ACDs.

Note: Thedrop-down list box contains the list of valid ACD numbers based on

=>» theCMSversion. Any site with an R3V5 CMS shows ACD numbers 1
through 4 in the drop-down list box, regardless of whether each of those
ACDsexist. If you choose a non-existent ACD number as part of the search
criteria, no results are returned for that query.
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After Call Work Time (ACWTIME)

® Field Description

Thisfield displays the elapsed time (in seconds) an agent spendsin the After
Call Work (ACW) state after a call segment.

An agent’s terminal may be programmed to automatically be placed in ACW.
® Query Options

The query returns results with ACW times greater than or equal to the number
of seconds entered in the text box.
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Agent Released (AGT_RELEASED)

® Field Description

Thisfield indicates whether an Automatic Call Distribution (ACD) or a Direct
Agent ACD (DACD) call was released first by the agent or by the caller.

® Query Options
Select one of the following choices from the drop-down list box:
— Agent Released
— Agent NOT Released.
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Agent Talk Time (TALKTIME)

® Field Description

Thisfield isthetotal talk time (in seconds) for the answering agent in the
segment.

® Query Options

The query returns results with agent talk time greater than the number of
seconds entered in the text box.
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Answering Agent (AGENT_NAME)
® Field Description

Thisfield isthe name and Login ID of the agent who answered the call in the
segment. Names must be administered with a corresponding Login ID
(ANSLOGIN) to be listed in thisfield. Thisfield is blank for unmeasured
extensions when Expert Agent Selection (EAS) is not active.

® Query Options

Select an agent name from a drop-down list box containing all agent names.
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Answering Disposition (DISPOSITION)

® Field Description

Thisfield indicates the disposition of the call.

1
2.

Connected—A non-ACD call connected to a measured agent.

Answered—A split/skill or direct agent ACD call that CentreVUCM S
indicates was answered by an agent.

. Abandoned—A call that CentreVUCM S indicates was abandoned by the

cdler.

. Interflowed—A call that was redirected to an off-switch destination.

5. Forced busy—A call thatCentreVu CMS records as a busy call for the

trunk group that carried it. For switches with vectoring, forced busy calls
are vector directory number (VDN) calls that received a forced busy from
the busy vector command. For the ECS and G3 switches, calls that receive
a busy indication because the split queue was full (or there was no queue)
are recorded here.

. Forced disconnect—VDN calls that are disconnected by the switch due to

the execution of a disconnect vector command (Generic 2.2, Generic 3
Version 2, later Generic 3 switches, and BHeFINITY® ECS). For

Generic 2.1, and Generic 3 Version 1 switches, forced disconnect calls are
callsthat were given aforced disconnect announcement and then were
disconnected by the switch after listening to the entire announcement. For
Enterprise Communications System, Generic 3 Version 2 and later Generic

3 releases, because of aforced disconnect vector timer or because they
reached the end of vector processing without being queued.

. Other calls—Calls not previously defined, which includes unmeasured

destination.

® Query Options

Select one of the above call dispositions from the drop-down list box.
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Answering Reason Code (ANSREASON)

® Field Description

Thisfield is the reason code for the Auxiliary (AUX) state of the agent who
answered the call.

® Query Options

Select areason code from a drop-down list box that displays all distinct reason
codes in the database.
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Answering Split (DISPSPLIT)

® Field Description

Thisfield is the number of the split or skill associated with the call at its
disposition in the segment. Calls that were not queued to a split or skill at the
time of disposition are set to -1. Calls that were queued to an unmeasured split
or skill are set to 0.

® Query Options

Select a split/skill from the drop-down list box.

A-10
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Answering VDN (DISPVDN)

® Field Description

Thisfield displays the number of the VDN associated with the call at its
disposition for the call segment. DISPVDN is blank for calls not associated
with a VDN at their disposition.

® Query Options

Select aVDN from the drop-down list box. The query results will display a0
for calls not associated with a VDN.

A-11
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Answering Vector (DISPIVECTOR)

® Field Description

Thisfield isthe number of the first vector associated with the disposition VDN
(DISPVDN). The number is 0 if no vector isinvolved.

® Query Options

The query returns results associated with the vector number entered in the text
box.
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Assistance Requested (ASSIST)

® Field Description

Thisfield iswhen acall is supervisor assisted if the answering agent in this
segment requested supervisor assistance on this call.

® Query Options
Select one of the following choices from the drop-down list box:
— Assistance requested

— Assistance not requested.
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Audio Problem (AUDIO)

® Field Description
Thisfieldis 1 if the answering agent reported an audio problem in the segment.
® Query Options
Select one of the following choices from the drop-down list box:
— Audio problems reported

— No audio problems reported.
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Call ID (CALLID)

® Field Description
A number assigned to this call and all its segments.

A-15

Note: Notethat in the case of a conference or transfer, when the data for the

=>» conference/transfer is recorded, the same call ID will be recorded for
all call segments of the conference/transfer. Note that in the case of
“meet-me” conferences, this may result in higher-numbered segments
of the call starting before the first segment on the call. Call IDs are not

necessarily strictly sequential.

® Query Options
The query returns results associated with the call ID number entered in the text
box.
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Caller Abandoned (DISPOSITION=3)

® Field Description

Thisfield indicatesif a caller abandoned from queue or any other state prior to
being answered by an agent. Thisis equivalent to the Answering Disposition
equal to avalue of 3.

® Query Options
Select one of the following choices from the drop-down list box:
— Calls Abandoned
— Calls NOT Abandoned.
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Caller-on-Hold Time (ANSHOLDTIME)

® Field Description

Thetotal time (in seconds) the call was put on hold by the answering agent in
this call segment.

A-17

Note: Notethat in agent-to-agent calls, ANSHOLDTIME is accrued for the
=) answering agent if the agent putsthe call on hold, but not for the other
agent (who continues to accrue talk time).

® Query Options

The query returns results associated with caller-on-hold times greater than the
number of seconds entered in the text box. Enter O (zero) to get al calls that
were placed on hold.
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Calling Party (CALLING_PTY)

Field Description

The Automatic Number Identification (ANI)/Station Identification (SID)
(Generic 2.2 or Generic 3 Version 4 switches or the ECS with ANI delivery),
extension or trunk equipment location identifying the originator of the call. This
field is blank if the trunk is not measured or, for internal calls, if the originating
extension is not measured. (Up to 12 digitsin thisfield.)

Query Options

The query returns results associated with the numeric string that identifies the
calling party, and which was entered in the text box. You may enter partial
number matches by including awild card (*) in the numeric query.
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Call Work Code (LASTCWC)

® Field Description

Thisfield isthe last call work code entered by the answering agent in this
segment. Thisitem appliesto Generic 2.2, Generic 3, and ECS only.

® Query Options

The query returns results associated with the call work code entered in the text
box.
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Customer Info (LASTDIGITS)

Field Description

Thisfield contains the data placed in the uui field of an ISDN PRI message. The
data may be customer entered digits passed through an ISDN call such asa
customer account number or network menu choice.

Query Options

The query returns results associated with the numeric string that identifies the
CINFO, and which was entered in the text box. You may enter partial number
matches by including awild card (*) in the numeric query.
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Collected Digits (LASTDIGITS)

Field Description

Thisfield contains the last set of collected digits sent to CentreVu CMSfor this
call. These digits are collected during call vectoring during the call prompting

steps.
Query Options

The query returns results associated with the numeric string that identifies the
collected digits, and which was entered in the text box. You may enter partial
number matches by including awild card (%) in the numeric string.
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Conference Call (CONFERENCE)

® Field Description

Thisfield indicatesif the agent initiated a conference in the segment. The
CONFERENCE field is 1 if the answering agent initiated a conferencein the
segment.

® Query Options
Select one of the following choices from the drop-down list box:
— Conference calls

— Non-conference calls.
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Dialed Number (DIALED_NUM)

Field Description

Thisfield contains the number that the caller dialed. For inbound callswith
vectoring, this number isthe VDN associated with the call. For inbound calls
without vectoring, this number is 0. For outbound calls, this number isthe
dialed digits.

Query Options

The query returns results associated with the VDN or dialed digits entered in
the text box.
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Direct Agent Queued (DA_QUEUED)

® Field Description

Thisfield indicates whether the call was queued as a direct agent call. The
DA_QUEUED field is 1if the call was queued as adirect agent call. This
database item appliesto Generic 3 with EAS only.

® Query Options
Select one of the following choices from the drop-down list box:
— Direct Agent Queued
— NOT Direct Agent Queued.

A-24
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Duration (DURATION)

Field Description

Thisfield containsthe duration of asegment of thetotal timethetrunk isin use.
Thisisthe overall trunk holding time from the beginning of the segment until
the caller is disconnected. For the first segment of acall, thiswill be the trunk
holding time for the caller for the entire call. With atransfer, the original trunk
remains associated with both segments until the call ends; thus the duration for
the first segment is the time from the seized to idle state for the trunk.

Query Options

The query returns results associated with a duration in seconds greater than the
number entered in the text box.

A-25
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Equipment Location (EQLOC)

® Field Description

Thisfield is the equipment location of the trunk that carried the call. Thisfield
isOif the trunk is not measured.

® Query Options

The query returns results associated with the equipment location code entered
in the text box.
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First VDN (FIRSTVDN)

® Field Description

Thisfield isthe first VDN associated with the call segment. Thiswill be O for
calls not associated with a VDN.

® Query Options
Select aVDN from a drop-down list box containing al distinct VDNSs.
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First Vector (FIRSTIVECTOR)

® Field Description

Thisfield isthe number of the first vector associated with the first VDN for the
call segments. This number will be O if no vector isinvolved.

® Query Options

The query returns results associated with the vector number entered in the text
box.
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Forced Busy Calls (DISPOSITION=5)

® Field Description

Thisfield indicateswhether Call Vectoring provided a Forced Busy to the caller
prior to being answered by an agent. Thisis equivalent to the Answering
Disposition equal to avalue of 5.

® Query Options
Select one of the following choices from the drop-down list box:
— True

— False.
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Forced Disconnect Calls (DISPOSITION=6)

® Field Description

Thisfield indicateswhether Call Vectoring provided a Forced Busy to the caller
prior to being answered by an agent. Thisis equivalent to the Answering
Disposition equal to avalue of 6.

® Query Options
Select one of the following choices from the drop-down list box:
— True or

— False.
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i Digits (CALLING_II)

Field Description

The Information Indicator (ii) digits associated with this call. Currently defined
values:

00—Identified line - no special treatment
01—Multi-party - ANI cannot be provided
02—ANl failure

06—Hotel/Motel - Dialed Number (DN) not accompanied by automatic room
identification (ID)

07—Special operator handling required
20—AIOD - Listed DN of PBX sent
23—Coin or non-Coin - line status unknown
24—800 Service

27—Coin Call

29—Prison/Inmate Service
30-32—Intercept

34—Telco Operator Handled Call
40-49—Locally determined by carrier
52—OutWATS60 - Telecommunication Relay Service (TRS) - Station Paid
61—Type 1 Cellular

62—Type 2 Cellular

63—Romer Cellular

66—TRS from Hotel/Motel

67—TRS from restricted line

70—Private paystation

93—Private Virtual Network call
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® Query Options

Select an Information Indicator number from a drop-down list box containing
al Information Indicator numbers from the database.
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Interflowed (DISPOSITION=4)

® Field Description
Thisfield indicatesif the call was redirected to an off-switch destination.
® Query Options
Select one of the following choices from the drop-down list box:
— True

— False.
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In-Queue Wait Time (DISPTIME)

® Field Description

Thisfield isthewait time (in the vector, in queue, or ringing). For extension
calls made directly to agents (not through a VDN), this field is aways 0.

® Query Options

The query returns results with an “in-queue wait time” in seconds greater that
the number entered in the text box.
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Last Observer (LASTOBSERVER)

® Field Description

Thisfieldisthelogin ID of the last agent who service-observed or bridged on to
this call.

® Query Options

Select an agent | D from adrop-down list box containing thelogin IDs of all last
observersin the database.
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Malicious Call (MALICIOUS)

® Field Description

Thisfieldis 1if malicious call trace was activated in the call segment. This
applies to Generic 2 and Generic 3 but not to Generic 3i Version 1.

® Query Options
Select one of the following choices from the drop-down list box:
— Malicious calls

— Not Malicious calls.
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Net in Time (NETINTIME)

® Field Description

Thetime the call spent in aVDN processing at another switch located
elsewhere in the network.

® Query Options

The query returns results with a “net in time” greater than the number of
seconds entered in the text box.
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Observed Call (OBSERVINGCALL)

® Field Description

Thisfieldis 1if the call represents an agent observing or bridging on to an
existing call.

® Query Options
Select one of the following choices from the drop-down list box:
— Observing calls

— Not Observing calls.
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Originating Hold Time (ORIGHOLDTIME)

® Field Description
Thetotal time the originating agent put the call on hold.
® Query Options

The query returns results with an “originating hold time” greater than the
number of seconds entered in the text box.
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Originating Login Name (ORIGLOGIN)

® Field Description

Thisfield isthelogin ID of the agent originating the call. Thisisused for calls
an agent originates to another agent, to an on-switch extension, or to an external
destination (includes calls made as part of atransfer or conference).

® Query Options

Select an agent ID from adrop-down list box containing al distinct IDs from
the database.
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Originating Reason Code (ORIGREASON)

® Field Description

Thisfield contains the Reason Code for the AUX state in which the agent
originated the call.

® Query Options

Select a Reason Code from a pull-down list box that displaysall distinct Reason
Codesin the database.
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Priority Answered (DISPPRIORITY)

Field Description

Thisfield represents the priority the call had at its disposition. If the call never
queued to a split/skill, the priority will be null.

Query Options

Select adisposition priority from a drop-down list box containing the following
possible priorities:

— null

— no (no vectoring)

— yes (no vectoring)
— low (vectoring)

— medium (vectoring)
— high (vectoring)

— top (vectoring).
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Segment Number (SEGMENT)

® Field Description

Thisfield is the number for identifying the segment. Segment numbers range
from 1 to the number of segmentsin the call.

® Query Options

The query returns results associated with the segment number entered in the
text box.
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Stroke Tally (EVENTL1-9)

® Field Description

Thisfield contains the number of times each event (stroke count) button was
pressed during this call segment.

® Query Options

Select a stroke number from the drop-down list box. The valid rangeis 1
through 9.
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Times Held (HELD)

Field Description

Thisfield isthe total number of times this call was placed on hold by the
answering agent in the segment. With agent-to-agent calls, this count is
incremented for the agent who puts the call on hold, regardless of whether that
agent answered or originated the call, but it is not incremented for the other
agent who is continuing to accrue talk time. (For Generic 2.1 switches, this
includes only split ACD calls held. With the ECS, Generic 2.2, and Generic 3
switches, thisincludes all calls the agent put on hold.)

Query Options

The query returns results associated with calls that were put on hold more times
than the number entered.
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Transferred Call (TRANSFERRED)

® Field Description

Thisfield indicates whether or not the agent initiated a transfer on this call
segment. Valid values for TRANSFERRED are 0=NO, 1=YES.

For the ECS, Generic 2.2, and Generic 3 switches, TRANSFERRED is set for
any call transferred.

For Generic 2.1 switches, TRANSFERRED is set for transfers to a measured
VDN or split.

® Query Options
Select one of the following choices from the drop-down list:
— Transferred calls

— Not Transferred Calls.
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Trunk Group Used (TKGRP)

® Field Description

Thisfield contains the trunk group that carried the call. Thiswill be 0 if the
trunk group carrying the call is not measured.

® Query Options

The query returns results associated with the trunk group entered in the text
box.
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Universal Call ID (UCID)

® Field Description

The Universal Call 1D isaunique number assigned to acall within the customer
network.

® Query Options

The query returns results associated with the Universal Call 1D entered in the
text box.
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1st Split/Skill Queued to (SPLIT1)

® Field Description

Thisfield contains the first split/skill the call queued to in the first VDN with
which it was associated.

® Query Options
Select asplit/skill from a drop-down list box that displays all first splits.
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2nd Split/Skill Queued to (SPLIT2)

® Field Description

Thisfield contains the second split/skill the call queued in the first VDN that it
was associated within the call segment. This only applies to Generic 2.2 with
Expert Agent Selection (EAS), the ECS, and Generic 3 switches with vectoring.

® Query Options
Select asplit/skill from alist box that displays all second splits.
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3rd Split/Skill Queued to (SPLIT3)

® Field Description

Thisfield contains the third split/skill to which the call was also queued toin
thefirst VDN that it was associated with in the call segment. This applies only
to Generic 2.2 with EAS, the ECS, and Generic 3 switches with vectoring.

® Query Options
Select asplit/skill from alist box that displays all third splits.
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Abandoned Call

Access Permissions

ACD
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L

A call in which a caller hangs up before
receiving an answer from an agent. The call
could be queued to a split/skill, in a
vector/VDN, or ringing at an agent before it is
abandoned.

Permissions assigned to a CentreVu Explorer
Il user in order to administer specific elements
(splits/skills, trunks, vectors, and others) of the
ACD. Access permissions are specified as
read or write permission. Read permission
means the CentreVu Explorer Il user can
access and view Administrative data. Write
permission means the CentreVu Explorer Il
user can add, modify, or delete Administrative
data.

See Automatic Call Distribution.



Glossary

ACD Call

Action List

ACW

Add

Adjunct/Switch
Applications Interface
(ASAI)

After Call Work
(ACW)
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A call that queued to a split/skill and was
answered by an agent in that split/skill, or a call
that queued as a direct agent call and was
answered by the agent for whom it was
queued.

A menu in the upper-right corner of most user
windows. The menu lists the actions available
for that particular user window (for example,
add, modify, delete, and others). You select an
action after entering necessary data in the user
window.

See After Call Work.

A CentreVu Explorer Il action that adds the
data entered in the given window to the
Administration database.

An open application interface through which
processors and switches can jointly provide
services that require applications to initiate,
receive, and control calls or make use of switch
features. (See Open Application Interface.)

An agent state generally representing work
related to the preceding ACD call. Going on-
hook after an ACD call during MANUAL-IN
operation places the agent in ACW. With
Generic 3, ACW is also accessible by a button
on the agent’s set and may not be related to an
ACD call.



Glossary

Agent

Agent Login ID

Agent Position (EAS)

Agent Position

(Non-EAS)

Agent Skill
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A person or Voice Response Unit (VRU) port
that answers calls to an ACD split/skill. The
agent is known to CentreVu CMS by a login
identification keyed into a voice terminal.

A 1- to 4-digit number (Generic 2) or a 1- to 9-
digit number (Generic 3) entered by an ACD
agent from a voice terminal to activate the
agent’s position. Agent logins are required for
all CentreVu CMS-measured ACD agents.

The combination of agent login ID and the
skills the agent is assigned. Data are collected
for the agent by skill, so the total work for the
agent must be summed over all skills in which
the agent worked.

The combination of agent login ID and split the
agent logged into. Agents logged into multiple
splits have multiple positions associated with
them. Call data are collected separately for
each agent/split combination.

An attribute that is associated with an ACD
agent. Agent Skills can be thought of as the
ability for an agent with a particular set of skills
to handle a call that requires one of a set of
skills. An agent can be assigned up to 20 skills.
The meaning of each Agent Skill is defined by
the customer. Examples of what could be
considered skills are: the ability to speak a
particular language or the expertise to handle a
certain product.See Primary Skill, Secondary
Skill, and Skill Level.
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Agent State

Agent Terminal
Al

Algorithm

ANI

Applet

ASA

ASAI
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A feature of agent call handling. Agent states
are the different call work modes and call
states an agent can be in (ACD, ACW, AVAIL,
AUX, UNSTAFF, DACD, DACW, OTHER,
UNKNOWN, RING). Data about these states is
displayed in real-time and historical reports.

See the definition of each state for additional
information.

The voice terminal used by a call center agent.
See Auto-In.

A prescribed set of well-defined rules or
instructions for the solution of a problem; for
example, the performance of a calculation, in a
finite number of steps. Expressing an algorithm
in a formal notation is one of the main parts of
a software program.

See Automatic Number ldentification.

An applet is a program written in the Java™
programming language that can be included in
an HTML page. When you use a Java
technology-enabled browser to view a page
that contains an applet, the applet’'s code is
transferred to your system and executed by the
browser.

See Average Speed of Answer.

See Adjunct/Switch Applications Interface.
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Auto-In (Al)

Automatic Call
Distribution (ACD)

Automatic Number
Identification (ANI)

AUX

AUX Reason Codes
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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.

A switch feature using software that channels
high-volume incoming and outgoing call traffic
to agent groups (splits or skills).

Also an agent state where the extension is
engaged on an ACD call.

See Redirect On No Answer and Auto-
Available Split.

A general industry term referring to knowledge
of the calling party number (CPN). When the
calling party is behind a switch, the number
provided can be either a billing number for the
switch or the station identification (SID)
number.

See Auxiliary Work.

AUX reason codes enable a call center to track
an agent’s time more precisely when the agent
is in the AUX state. The agent can specify
exactly why the AUX state is used, such as
lunch or meetings.
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Auxiliary Work (AUX)

AVAIL

Available (AVAIL)

Average Speed of
Answer (ASA)
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An agent work mode. For example, the agent
is engaged in non-ACD work, is on break, in a
meeting, or at lunch. An agent can reach this
state by pressing the AUX WORK button or
dialing the proper access code from the voice
terminal. The agent can also reach the state by
going off-hook to make or answer an extension
call while in AVAIL or with a call on hold while
in Al/MI mode.

See Available.

An agent state in which the extension is able to
accept an ACD call. The agent enters this state
by selecting the Al or MI work mode.

The average amount of time a caller waits
before connecting to an agent. ASA is usually
an objective set by your call center’s
management.

The actual ASA for a split/skill includes the
time spent in queue and the time ringing an
agent. ASA for a VDN includes the time spent
in vector processing, in queue, and the time
ringing an agent.

Interval ASA is used for BCMS and CentreVu
CMS reporting where the ASA is calculated on
reporting interval boundaries and the ASA is
cleared to zero at the start of each reporting
interval.

See also Rolling ASA.
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Backup

Calculation

Call-Based Items

Call ID

CentreVu Call
Management System
(CMS)
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The process of protecting data by writing the
contents of the disk to an archive (or tape) that
can be removed from the computer
environment and stored safely.

The abbreviated name (calculation name) for
the formula calculation that generates the data
for a field in a report.

The category of database items in CentreVu
CMS that are committed to the database after
the call completes. If a call starts and ends in
different intrahour intervals, all of the call-
based data is recorded in the interval in which
the call completed. Most database items are
call-based.

The Identifying number for a call.

A software product used by business
customers that have Lucent Technologies
telecommunications switches/ECS and receive
a large volume of telephone calls that are
processed through the Automatic Call
Distribution (ACD) feature of the switch/ECS.
The CentreVu CMS collects call-traffic data,
formats management reports, and provides an
administrative interface to the ACD feature in
the switch/ECS.
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Call Vectoring

Call Work Code
(CWCQC)

CentreVu CMS

Configuration

CONN

Connected (CONN)

Connected Call

CONVERSANT
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A switch feature that provides a highly flexible
method for processing ACD calls.

A call vector is a set of instructions that
controls the routing of incoming and outgoing
calls based on current conditions. Examples of
call vector conditions include time of day and
the number of calls in queue.

An ACD capability that allows the agent to
enter a string of digits during or after the call
and send them to the CentreVu Call
Management System for management
reporting.

See CentreVu Call Management System.

The way that the computer is set up to allow for
particular uses or situations.

See Connected.

A trunk state in which a caller and an agent are
connected on an ACD call.

A non-ACD call (that is connected to an agent
through a VDN) for which CentreVu CMS
receives an indication that the call rang or was
answered.

CONVERSANT is a powerful voice response
system which interacts with the caller. This
system may include: automated call routing,
announcement storage, message retrieval,
and callback.
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Cradle-to-Grave

Current Window

cwcC
DABN
DACD
DACW

Data Collection Off

Data Collection On

Data Discard Task

Data Discard Utility

Data Import Service
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A detailed analysis which shows all of a call’s
activities that occurred from inception to
termination of the call.

The user window in which you are actively
working.

See Call Work Code.

See Dequeued and Abandoned.
See Direct Agent ACD.

See Direct Agent ACW.

CentreVu CMS is not collecting ACD data.
Data already collected will not be lost when
turning data collection off.

CentreVu CMS is collecting ACD data.

An automated database administration task
which will allow for the removal of historical
data from the CentreVu Explorer Il database.
Data which is older than a specified interval will
be discarded. The interval is set by an
administrator using the Data Discard Wizard.

A graphical tool which allows a user to design
and implement a database sizing and data
archival plan for CentreVu Explorer Il.

A Windows NT Service responsible for
populating the CentreVu Explorer Il Database
with data deposited on the CentreVu Explorer
Il Server by the CMS.
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Database

Database Item

Database Tables

Date Format

DDC

Default Skill (Generic
2.2 with EAS)

Delete
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A group of files that store ACD data according
to a specific time frame: current and previous
intrahour real-time data and intrahour, daily,
weekly, and monthly historical data.

A name for a specific type of data stored in one
of the CMS databases. A database item may
store ACD identifiers (split numbers or names,
login IDs, VDNSs, and others) or statistical data
on ACD performance (number of ACD calls,
wait time for calls in queue, current states of
individual agents, and others).

CentreVu CMS uses these tables to collect,
store, and retrieve ACD data. Standard CMS
items (database items) are names of columns
in the CMS database tables.

The standard format for entering dates on
CentreVu Explorer Il reports and queries.
Acceptable format is:

Month/day/year (for example, 3/21/93)
See Direct Department Calling.

Every skill that ends with a “0” is called a

default skill, since every staffed agent in the
skill group is logged into this skill by default.
The default skill is the first skill for each skill

group.

A CentreVu Explorer Il action that removes the
entry on the window from the Administration
database.
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Dequeued and
Abandoned (DABN)

Dialed Number
Identification Service
(DNIS)

DID

Direct Agent ACD
(DACD)

Direct Agent ACW
(DACW)

Direct Agent Calling

Direct Department
Calling (DDC)

Direct Inward Dialing
(DID)

DNIS
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A trunk state in which the trunk quickly goes to
idle after the caller abandons the call.

A network capability that identifies, for each
call, the number dialed or the area from which
the call originated (for example, a specific 800
number set up for a promotion).

See Direct Inward Dialing.

An agent state in which the agent is on a direct
agent ACD call.

An agent state in which the agent is in the after
call work state for a direct agent ACD call.

An EAS capability that makes it possible for a
caller to reach the same agent every time and
still include the call as an ACD call in the
management tracking of the call center. This is
ideal for claims processing where a client
needs to speak with the agent handling the
claim. This flexibility ensures a high level of
customer service without reducing
management control.

A process of selecting an agent when more
than an agent is available. With DDC, the call
will go to the agent closest to the top of an
ordered list. (This is a non-EAS option only.)

An incoming trunk used for dialing directly from
the public network into a communications
system without help from the attendant.

See Dialed Number Identification Service.
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EAD
EAS

Entity

Error Message

EWT
Expected Delay

Expected Wait Time
(EWT)
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See Expert Agent Distribution.
See Expert Agent Selection.

A generic term that refers to one of the
following: Agent, Split/Skill, Trunk, Trunk
Group, VDN, or Vector.

A response from a program indicating that a
problem has arisen or something unexpected
has happened, requiring your attention.

See Expected Wait Time.
See Expected Wait Time.

An estimate of how long a caller will have to
wait in queue to be served by a call center
considering the current and past traffic,
handling time, and staffing conditions. (Also
referred to as expected delay.) The time spent
in vector processing before being queued and
the time spent ringing an agent with manual
answering operation are not included in the
EWT prediction. EWT is a switch-based
calculation that can be used in vector
processing decisions and can be viewed from
CMS (release R3V4 and later). The EWT
feature is available on the DEFINITY G3V4
switch, and the Enterprise Communications
Server (ECS) Release 5.
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Expert Agent
Distribution (EAD)

Expert Agent
Selection (EAS)
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An EAS process that selects an agent when
more than one agent is available. With EAS, a
call will go to the most idle agent with the skill
as primary (skill level one). If none are
available, the call goes to an agent who is idle
and has the skill as secondary. If none are
available, the selection process continues with
progressively lower skill levels until an idle
agent is found.

Expert Agent Selection (EAS) is an optional
switch feature that builds on the power of the
Call Vectoring and ACD features of the switch
to match the skills required to handle a
particular call to an agent who has at least one
of the skills that a caller requires. Agents are
assigned a single set of work mode buttons,
rather than one set per skill. This simplifies the
agent’s interface to the work mode buttons.
When the “MI” (Manual In) or “Al” (Auto In)
button is lighted, the agent is available to take
a call in any assigned skills or, in the case of
Multiple Call Handling (MCH), in any MCH
skills. The ACD queuing and the vector
commands Queue-to-Main and Check-Backup
are used to route a call to an agent with the
appropriate skill to handle that call.
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Extension Call

External Call History
Interface (ECHI)

FBUSY

FDISC
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CentreVu CMS collects data on skills in the
same manner as it collects data on splits. Real-
time Agent reports generally indicate the skill in
which agents are currently working. Skill
reports show the performance of the skill
overall, displaying such items as the ASA, the
number of calls, and the percentage of calls
answered within the target service level for the
skill.

CentreVu CMS also reports VDN data by VDN
skill preference, so that customers can assess
the call center performance relative to calls
requiring particular skills. CentreVu CMS
reports how many calls were handled, how
long these calls waited for service, and the
average talk time for calls queued to a
particular skill preference in a particular VDN.

Extension calls are any calls originated by
agents and non-ACD calls received by agents.
For the Generic 2.2 and Generic 3 switches
and the ECS, these include calls an agent
makes to set up a conference or transfer.

An optional CentreVu Call Center Management
System (CMS) feature which allows for the
transfer of R3V4, R3V5, R3V6, or R3V8 call
record file to another computer for processing.

See Forced Busy.

See Forced Disconnect.
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First Threshold

Forced Busy
(FBUSY)

Forced Disconnect
(FDISC)

Forced Multiple Call
Handling (FMCH)

Historical Reports

HOLD

ICM

IDLE
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A graph term for the lower limit for a particular
condition in a graph report. The bar(s) change
color/intensity when the defined limit is met,
notifying you that a Caution condition could
exist.

A trunk state in which the switch sends a busy
signal to a caller when the call center is too
busy to handle the incoming call.

A trunk state in which the switch disconnects
the caller.

A feature available with the G3V4 switch, and
the ECS, that, when activated for a split/skill,
allows calls to be automatically delivered to an
idle line appearance if the agent is in the Auto-
In/Manual-In work mode and an unrestricted
line appearance is available on the voice
terminal, even if the agent is talking on an ACD
call.

Reports that display past ACD data for various
agent, split/skill, trunk, trunk group, vector, or
VDN activities.

A trunk state in which the agent has put the call
on hold.

See Inbound Call Management.

A trunk state indicating that the trunk is not in
use.

See Information Indicator.
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Inbound Call
Management (ICM)

Information Indicator

(1

INFORMIX

Input Field

Integrated Services
Digital Network
(ISDN)

Interval-Based Iltems
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A set of switch and adjunct features using
ASAI to enable the adjunct to provide
automatic screen delivery and call routing.

A 2-digit code that identifies the type of
originating line (for example: hotel or pay
phone) for incoming ISDN PRI calls.

A relational database management system
used to organize CentreVu CMS historical data
when CentreVu Explorer Il is used in a Solaris
operating system environment.

An input field is an area on a user window into
which a CentreVu Explorer Il user enters one
or more valid field values. For example, the
valid values for the input field Max Rows

Ret ur ned is 30, but can be modified.

A digital standard for telephony that enables,
among other things, telephone, television, and
computer signals on the same lines.

A category of database items. These items
generally represent the amount of time during
a collection interval spent doing a particular
activity. Interval-based items are updated
throughout the collection interval and timing is
restarted at the end of the interval. Interval-
based items should only be used to show the
amount of time in an interval for an activity or to
calculate percentages of time spent in an
interval. Interval-based items should not be
used to calculate averages (such as average
hold time).
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Intrahour Interval

ISDN

JRE

Java Plug-In

LAN

Local Area Network

Logical Agent
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A 15-, 30-, or 60-minute segment of time
starting on the hour. An intrahour interval is the
basic unit of CMS report time.

See Integrated Services Digital Network.
Java Run Time Environment.

Javais a programming language for World
Wide Web applications from Sun
Microsystems. Java was modeled after C++,
and Java programs are embedded into HTML
documents. The first Web browsers to run Java
applications are Sun’s HotJava and Netscape’s
Navigator 4.5. The “plug in” enables other
browser applications to use Java capabilities.

See Local Area Network.

A private interactive communication network
that allows computers to communicate over
short distances, usually less than one mile, at
high data transfer rates from 1 Mbps to as high
as 100 Mbps.

An EAS feature that associates the agent’s
login ID with the physical extension when the
agent logs in. Properties such as the assigned
skills, class of restriction, and coverage path
are associated with the login ID rather than the
physical extension. This allows agents to log in
at any available set.
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LOGOFF

LOGON

Logout Reason
Codes

Manual In (MI)

MCH

Measured
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The Logical Agent capability allows agents to
be called by dialing their login IDs. Calls to
login IDs may be treated as direct agent ACD
calls, given the proper class of restriction, or
may be treated as extension (personal) calls.
Treating the calls as direct agent calls can be
used to help distinguish business-related from
personal calls.

An agent work mode indicating that an agent
has logged out and is not available to take
ACD calls.

An agent work mode indicating that an agent
logged in or is staffed.

Logout reason codes enable an agent to
specify the reason for logging out, such as the
end of a shift or training.

An ACD work mode. The Manual In (MI) mode
makes the agent available to receive an ACD
call and automatically places the agent into the
ACW state upon release from the call.

See Multiple Call Handling.

A term that means an ACD element (agent,
split/skill, trunk, trunk group, vector, VDN) has
been identified to the switch of interest to the
CentreVu CMS. The switch sends messages
to CentreVu CMS only for ACD elements that
are measured. If the ACD element is not
measured on the switch, no data is collected.

GL-18



Glossary

Messages

Mi
MIA

Most Idle Agent (MIA)
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Temporary windows used only for displaying
information like “field help” and syntactical field
errors. Message windows cannot be moved,
sized, or scrolled and do not count in the user
window count. Message windows are
automatically removed when you correct the
error or move to the next field.

See Manual In.
See Most Idle Agent.

This is an ACD distribution method that
maintains a queue of idle agents and
distributes a call to the split/skill to the agent
closest to the head of the queue who is not
marked as “busy.” (“Busy” is defined as being
in ACW, on an AUXIN/OUT call, or on an ACD
call for another split/skill.) Agents in multiple
splits/skills are in multiple “eligible agent” lists.
There is one list for each skill. If MIA across
splits/skills is enabled, agents are put at the
bottom of all agent lists after completing an
ACD call for any split/skill. If MIA across skills
is not enabled, an agent who is on an
AUXIN/OUT extension call from the AVAIL wait
or on an ACD call for another split/skill
continues to move up the list of eligible agents
for other splits/skills. Agents in ACW may or
may not be in the eligible agent lists,
depending upon the setting of an option (ECS
R5 and later).
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Multiple Call Handling
(MCH)

Multiple Split/Skill
Queuing

Multi-user Mode

Net in Time

Nonprimary Split/Skill

Nonzero (0) Skill

(Generic 2.2 with
EAS)

OCM

Originating Hold Time
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Allows an agent to receive an ACD call while
other calls are active on the agent’s station.
Unless forced MCH is in operation, the agent
must put the current call on hold and press
Al/MI in order to receive another ACD call.

With Call Vectoring, a call can be queued to up
to three splits/skills at the same time. The first
agent who becomes free in any of the
splits/skills gets the call.

This is the normal CentreVu Explorer Il
operating mode, in which any valid user can
log into CentreVu Explorer Il.

The time the call spent in a VDN processing at
another switch located elsewhere in the
network.

When a call is queued to multiple splits/skills,
the second and third splits/skills to which the
call queues in a VDN are called nonprimary
splits/skills. They are also referred to as
secondary and tertiary splits/skills,
respectively.

Any skill that does not end in “0” is called a
nonzero skill.
See Outbound Call Management.

The total time the originating agent put the call
on hold.
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OTHER

Outbound Call
Management (OCM)

PEC

Price Element Code
(PEC)

Primary Skill

Pseudo-ACD

Queue
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An agent state in which the agent is working on
a call for another split or skill, or has put a call
on hold and has not chosen another work
mode. When the link to the switch first comes
up or when the agent has just logged in, the
agent state is OTHER until the switch notifies
CentreVu CMS of the agent's state.

A set of switch and adjunct features using
ASAI, that distributes outbound calls initiated
by an adjunct to internal extensions (usually
ACD agents).

See Price Element Code.

The set of numbers that Lucent Technologies
has assigned to each part that may be ordered.

The skills assigned to an agent. Primary skills
are the areas in which the agent has the most
expertise. (This is used in G3V4 and later
switch releases with EAS.) See Agent SkKill,
Skill Level.

An area you create on your CMS to place
previously backed-up ACD data. A pseudo-
ACD is not a live (real) ACD and does not
communicate with any switch.

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.
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QUEUED

R3V4
R3V5
R3V6
R3V8
RAID

Recorded
Announcements

Redirect On No
Answer (RONA)

Release 3 Version 4
(R3V4)

Release 3 Version 5
(R3V5)

Release 3 Version 6
(R3V6)

Release 3 Version 8
(R3V8)
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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.

See Release 3 Version 4.
See Release 3 Version 5.
See Release 3 Version 6.
See Release 3 Version 8.
Redundant Array of Inexpensive Disks.

Prerecorded greetings and information played
to callers as they wait for service.

An ACD capability that removes an
unanswered call from the voice terminal at
which it is ringing, busies out the port or makes
the agent unavailable, and re-queues the call
at top priority or sends it to a VDN.

R3V4 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.

R3V5 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.

R3V6 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.

R3V8 can refer to a software version of
CentreVu CMS or CentreVu Supervisor.
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RING

Rolling ASA

RONA

Secondary Skill

Segment

SEIZED
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An agent state in which a call rings at an
agent’s voice terminal after leaving the queue
and before the agent answers the call. (This
agent state is available only with Generic 2.2,
and with Generic 3 and ECS.)

A trunk state in which a call is ringing at the
agent’s voice terminal.

Rolling ASA is a running weighted average
calculation without regard to any interval
boundaries. A rolling ASA calculated by the
switch or ECS can be used, beginning with
CentreVu CMS R3V4, for vector routing.
Rolling ASA is calculated on the G3V4 switch,
and the ECS, and sent to CentreVu R3V4 and
later CentreVu CMS releases.

An additional Rolling ASA calculated by the
switch is also available as a real time database
item for G3V4 and later G3 switches.

See Redirect On No Answer.

Skills assigned to an agent. Secondary skills
are the areas in which the agent does not have
extensive expertise, or is not the agent’s
preference. (Used in G3V4 and later switch
releases with EAS.)

See Agent Skill, Skill Level.

A segment is defined by the ECS/Switch as a
logical grouping of call information.

A trunk state in which the trunk is being used
for either an incoming or an outgoing call.
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Service Observing—
Remote

Service Observing—
VDNSs

Servlet

Session Display

Skill
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A feature that allows a user to dial into the
switch and monitor a call.

A feature available with the G3V4 switch and
the ECS that gives a voice terminal user the
ability to monitor the treatment a call receives
as it is processed by a VDN, routes to another
VDN or agent, or transfers to another VDN or
agent.

Java™ servlets are small, platform-
independent Java programs that can be used
to extend the functionality of a Web server in a
variety of ways. Servlets are to the server what
applets are to the client-small Java programs
compiled to bytecode that can be loaded
dynamically and extend the capabilities of the
host.

The default mode used to display query
results. The Session Display option allows the
user to pick a customized set of ECHI data
elements.

An attribute that is assigned to an ACD Agent
when EAS is enabled. An agent skill is a
particular expertise or speciality enabling an
agent to handle a call which requires someone
with that particular area of expertise. You
define skills based on specific customer needs
and call center requirements.
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Skill Hunt Group

Skill Level

Skill, Primary
Skill, Secondary
SLK
SPARCserver 5
SPARCserver 10
SPARCserver 20
SPARCstation*

Split
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When EAS is enabled, calls route to specific
skill hunt groups. These skill hunt groups are
usually based on the needs of your customers.
Agents are not assigned to a skill group (like
split hunt groups), but agents are assigned
specific skills that become active when they log
in.

A priority level from 1 (highest) to 16 (lowest)
indicating an agent’s level of expertise or ability
to handle calls to the given skill. (ECS Version
5 and later.)

See Primary Skill.

See Secondary Skill.

See Screen-Labeled Key.

See Sun' SPARCserver Computers.

See Sun SPARCserver Computers.

See Sun SPARCserver Computers.

A workstation client for the SPARCserver.

A group of extensions (referred to as agents)
that receives special-purpose calls in an
efficient, cost-effective manner. Calls
automatically go to a split and can queue if no
agents are available.

*SPARCserver is atrademark of Sun Microsystems Inc.
tSun is a registered trademark of Sun Microsystems Inc.
FSPARCstation is a trademark of Sun Microsystems Inc.
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Split/Skill ACD Call

SQL Server

Staffed Agent

Standard Reports

Station

String Values

Stroke Counts

Structured Query
Language (SQL)

Sun Microsystems
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A split/skill ACD call is a call that routed to a
split/skill and was answered by an agent in that
split/skill.

Database engine that CentreVu Explorer Il
uses on a Windows NT platform.

An agent who is currently logged in to the
switch.

The set of reports that are delivered with the
CMS or CentreVu Supervisor software.

An unmeasured voice terminal extension. An
extension that is not currently staffed by an
agent or that is a member of an unmeasured
split/skill or hunt group.

The descriptive words that appear on reports

dealing with agents, splits/skills, and trunks. A
word is used to describe the value of the data
(for example, HOLD, AVAIL, YES).

A method used by Automatic Call Distribution
(ACD) agents to record up to nine customer-
defined events per call when the CAll
Management System is active.

A language used to interrogate and process
data in a relational database (such as
INFORMIX).

Manufactures the Sun SPARCserver5, 10,
and 20, the host computer for the CentreVu
CMS R3V5.
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Sun SPARCserver
Computers

Sun UltraSPARC
Computers

Switch

System

Technical Service
Center

Terminal
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A host computer that is attached to a network
and provides services other than simply acting
as a store-and-forward processor or
communication switch. The Sun SPARCserver
5, 10, and 20 computers are capable of hosting
the CentreVu CMS application software.

A host computer that is attached to a network
and provides services other than simply acting
as a store-and-forward processor or
communication switch. The Sun SPARC 5, 20,
Ultra 5, E3000, and E3500 are capable of
hosting the CentreVu CMS application
software.

A private switching system providing voice-
only or voice and data communications
services (including access to public and private
networks) for a group of terminals within a
customer’s premises.

A general term for a computer and its software
and data.

Provisioning, maintenance, and helpline
support for Lucent Technologies call center
customers.

A combination of monitor (video display) and
keyboard used to communicate with a
computer to enter and display information.

See Agent Terminal.
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Tertiary Split/Skill

Trunk

Trunk Group

TSC
ucb

Uniform Call
Distribution (UCD)

Universal Call ID

UNIX" System/
Solaris System
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Generic 3 and ECS with vectoring, Generic 2.2
with EAS only. When a call is queued to
multiple splits/skills, the third split/skill the call
queued to in a VDN is called the tertiary
split/skill.

A telephone line that carries calls between two
switches, between a Central Office (CO) and a
switch, or between a CO and a phone.

A group of trunks that are assigned the same
dialing digits — either a phone number or a
Direct Inward Dialed (DID) prefix.

See Technical Service Center.
See Uniform Call Distribution.

A process that selects an agent when more
than one agent is available. With UCD, the
most idle agent for the skill/split receives the
call.

See Direct Department Calling and Expert
Agent Distribution.

The Universal Call ID is a uniqgue number
assigned to a call within the customer network.

A multi-user computer operating system that
supports CMS. A user can access the UNIX

system from the SLK.

*UNIX isaregistered trademark in the United States and other countries,
licensed exclusively through X/Open Company Limited.
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UNKNOWN

Update

Upgrade

User ID

User Window

VDN
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An agent state in which CMS does not
recognize the current state.

A trunk state in which CMS does not recognize
the state of the trunk.

A process used to modify a customer’s existing
software release in order to give the customer
additional functionality or to fix a problem. The
update process involves downloading
CentreVu Explorer Il through the modem on
the CentreVu Explorer Il Server, or through the
internet, and installing the new files.

A process used to move an existing CentreVu
Explorer customer from one release/load to
another, giving the customer the additional
functionality provided in the new release.
When an upgrade involves a major release,
then data migration may be a necessary part of
the upgrade procedure.

The login ID for a CMS user.

A window you can move, size, or scroll. It may
contain input fields, reports, or help
information.

See Vector Directory Number.
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VDN Counted-Calls

VDN of Origin
Announcement (VOA)

VDN Skill Preference

Vector
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Also known as counted-calls to VDN and
active VDN calls. A Call Vectoring capability
available with the G3V4 switch and the ECS.
Counted-calls to VDN is a parameter of the “go
to step” and “go to vector” commands that
provides conditional branching (to a different
step in the same vector or to a different vector)
based on the number of incoming trunk calls
currently in a VDN (in vector processing or at
an agent).

A short announcement that is assigned to a
VDN through switch administration. The VOA
identifies the origin or purpose of a call for the
call center agent who answers the call.

A prioritized list of agent skills assigned to a
VDN. Up to three skills can be assigned. VDN
skill preferences are referred to in the vector as
“lst,” “2nd,” and “3rd.” Vectors use VDN skills
to queue calls based on your preference. CMS
tracks calls by VDN skill preference.

A list of steps that process calls in a user-
defined manner. The steps in a vector can
send calls to splits/skills, play announcements
and music, disconnect calls, give calls a busy
signal, or route calls to other destinations.
Calls enter vector processing through VDNSs,
which may have received calls from assigned
trunk groups, from other vectors, or from
extensions connected to the switch.
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Vector Command

Vector Directory
Number (VDN)

Vector Step

Vector Step Condition

VOA

Voice Response Unit
(VRU)

Voice Terminal

VRU
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A vector step that describes the action to be
executed for a call (for example, “Queue to

”ou ” oo

main”, “check backup”, “disconnect”).

An extension number that enables calls to
connect to a vector for processing. A VDN is
not assigned an equipment location. It is
assigned to a vector. A VDN can connect calls
to a vector when the calls arrive over an
assigned automatic-in trunk group, dial-
repeating (DID) trunk group, or ISDN trunk
group. The VDN by itself may be dialed to
access the vector from any extension
connected to the switch.

One processing step in a vector. A vector step
consists of a command and one or more
conditions or parameters.

A condition accompanying a vector command
that defines the circumstances in which the
command will be applied to a call.

See VDN of Origin Announcement.

A switch that routes calls to a VRU adjunct
computer that provides interactive voice
related services to inbound callers.

A telephone set, usually with buttons, that
gives an agent some control over the way calls
are handled.

See Voice Response Unit.
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Window Any rectangle on your CentreVu Explorer |
screen that encloses a menu, data entry fields,
reports, or messages. See also Frame.

Zero (0) Skill (Generic Every skill that ends with a “0” is called a zero
2.2 with EAS) skill. The zero skill is the first skill for each skill
group. This is the same as the default skill.
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1st Split/Skill Queued to, term description, A-49
2nd Split/Skill Queued to, term description, A-50
3rd Split/Skill Queued to, term description, A-51

A

Abandon Call Analysis, 1-6
Abandoned from Hold, term description, A-2
accessing
administration program, 2-2
explorer classic, 3-3
adding
login names, 2-17
password, 2-18
query elements, 5-17, 5-19, 5-22
security, 2-19
user defined queries to standard queries, 2-9
administering
elements, 2-3
login names, 2-14
synonyms, 2-8
After Call Work Time, term description, A-4
agent in focus queries, 4-2
agent in focus reports
After Call Work Report, 4-10
Agent On-Hold Report, 4-5
Agent-to-Agent Report, 4-26
Application/VDN Report, 4-14, 4-16
Assistance Requested Report, 4-20
Audio Problems, 4-30
Conferenced Calls Report, 4-10, 4-12
Customer/Calling Party Report, 4-14
Direct Agent Queued, 4-28
Information Indicator Report, 4-18
Malicious Call, 4-30
Originating Reason Report, 4-20, 4-24

Service Observed Report, 4-20
Transferred Call Report, 4-8

N
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agent name

administration, example, 2-6

expire and replace, example, 2-8
Agent Released, term description, A-5
Agent Talk Time, term description, A-6
ANI Analysis, 1-6
Answering Agent, term description, A-7
Answering Disposition, term description, A-8
Answering Reason Code, term description, A-9
Answering Split, term description, A-10
Answering VDN, term description, A-11
Answering Vector, term description, A-12
Assistance Requested, term description, A-13
Audio Problem, term description, A-14
Automatic Call Distribution, term description, A-3

B

building queries, 5-14

C

Call ID, term description, A-15
call segment, 1-10
Call Work Code, term description, A-19
Caller Abandoned, term description, A-16
Caller-on-Hold Time, term description, A-17
Calling Party, term description, A-18
Cell Phone Analysis, 1-6
changing password, 2-24
Collected Digits, term description, A-21
Conditional queries, 1-7
Conference Call, term description, A-22
Cradle-To-Grave, reports, 1-6
criteria fields tab, 5-18
custom query builder

accessing, 5-11

description, 1-10

reporting queries, 1-14

using, 5-3
Customer Info, term description, A-20
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D

deleting

license elements, 2-4

login account, 2-13, 2-23

query elements, 5-22, 5-24

user defined queries from standard queries, 6-5
Dialed Number, term description, A-23
Direct Agent Queued, term description, A-24
display fields tab, 5-16
Duration, term description, A-25

E

Equipment Location, term description, A-26
expiring

security items, 2-5

synonyms, 2-4, 2-8
Explorer Classic

accessing, 3-3

saving the query, 3-9

selecting elements, 3-6

selecting search criteria, 3-7

viewing results, 3-8

F

First VDN, term description, A-27

First Vector, term description, A-28

Forced Busy Calls, term description, A-29
Forced Disconnect Calls, term description, A-30
format criteria tab, 5-20

G

generic field queries, 1-11
Group by Parenthesis, example, 1-9
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ii Digits, term description, A-31
In-Queue Wait Time, term description, A-34
Interflowed, term description, A-33

J

Java plug-in
installing the Java Plug-in, 5-6
loading, 5-3, 5-4

L

Last Observer, term description, A-35
login accounts

adding, 2-17

creating, 2-13

modifying, 2-20
login to CentreVu Explorer Il, 1-17

M

Malicious Call, term description, A-36
modifying
agent names, 2-7
license elements, 2-4
login names, 2-20
query results, 1-33
search criteria results, 1-32
security items, 2-5
session and license details, 1-22
synonyms, 2-4
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N

Net in Time, term description, A-37
non-conforming browser, checking, 5-3

(@)

Observed Call, term description, A-38
Originating Hold Time, term description, A-39
Originating Login Name, term description, A-40
Originating Reason Code, term description, A-41

P

password

adding, 2-18

changing, 2-24
Priority Answered, term description, A-42
promoting queries, 2-9

Q

gueries
agent in focus, 4-2
building, 5-14
Call Handling, 8-13
Call Information, 8-11
call level, 1-10
call segment, 1-10
conditional, 1-7, 1-8

Cradle-to-Grave, 1-14, 8-8

exporting to a file, 8-2

generic field, 1-11

grouping by parenthesis, 1-9

Multi-Segment Cradle-to-Grave Analysis, 8-15
printing, 8-5

samples, 7-2

time of day and day of week, 1-11

types, 1-13
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guery and reporting frames, 1-23
Query Results window, 8-1
query types, 1-13

R

Reports
After Call Work, 4-10
Agent On-Hold, 4-5
Agent-to-Agent, 4-26
Application/VDN, 4-16
Assistance Requested, 4-20
call handling, 1-14
call information, 1-14
Conferenced Calls, 4-12
Cradle-To-Grave, 1-6
Cradle-to-Grave, 8-8
Customer/Calling Party, 4-14
Direct Agent Queued, 4-28
Information Indicator, 4-18
Malicious Call, 4-30
Multi-Segment Cradle-To-Grave Analysis, 1-14
Originating Reason, 4-24
Transferred Call, 4-8

S

sample queries
Abandon Call Analysis, 7-3
Cell Phone Analysis, 7-6
Cradle-To-Grave Reporting Query, 7-7
Efficient Automatic Number Identification (ANI) Analysis, 7-4
Special Call Treatment, 7-5
saving, queries in Explorer Classic, 3-9
Segment Number, term description, A-43
selecting
elements, Explorer Classic, 3-6
search criteria, Explorer Classic, 3-7
setting up CentreVu Explorer I, 1-21
Special Call Treatment, 1-6
standard or user-defined queries
opening, 6-2
using, 6-4
Stroke Tally, term description, A-44
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T

Times Held, term description, A-45
Transferred Call, term description, A-46
Trunk Group Used, term description, A-47

U

Universal Call ID, term description, A-48
user interface

includes, 1-16

mainscreen, 1-19

Navigator frame, 1-20

splash screen frame, 1-20
user-defined queries

setting as standard, 6-5

setting up, 5-12

\'%

viewing results, Explorer Classic, 3-8
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How are we doing?

Document Title: CentreVu® Explorer Il
User Guide Version 1.0
Document No.: 585-218-200 Date: June 1999

Lucent Technologies welcomes your feedback on this document. Your comments can be of great
value in helping us to improve our documentation.

1. Please rate the effectiveness of this document in the following areas:

Excellent Good Fair Poor Not Applicable

Ease of Use M

Clarity M

Completeness M

Accuracy i

Organization M

Appearance M

Examples i

lllustration M

Overall Satisfaction M
2. Please check the ways you feel we could improve this document:

a Improve the overview/introduction 3 Make it more concise/brief

] Improve the table of contents 3 Add more step-by-step procedures/tutorials

a Improve the organization 3 Add more troubleshooting information

Include more figures 3 Make it less technical
3 Add more examples 3 Add more/better quick reference aids
3 Add more detail ) Improve the index

Please provide details for the suggested improvement.

3.What did you like most about this document?

4.Feel free to write any comments below or on an attached sheet.

If we may contact you concerning your comments, please complete the following:

Name: Telephone Number: ( )
Company/Organization: Date:
Address:

When you have completed this form, please fold, tape, and return to address on back, or you can fax
the form to 303-538-2195.
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