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Introduction to UNIVERGE SV8100
ACD MIS CHAPTER 1

SECTION 1 OVERVIEW

The UNIVERGE SV8100 ACD MIS is a series of
Windows-based software programs designed to enhance
the ACD features of the UNIVERGE SV8100 Telephone
System. The software displays both real-time data and
historical reports.

UNIVERGE SV8100 ACD MIS has many beneficial
features:

d Easy installation

Cost-effective call and staff management tool
Quick access to both real-time and historical data

Easy to read reports and graphs

I I NI I

User-friendly screens

The UNIVERGE SV8100 ACD MIS saves your company
money by providing a cost-effective method of capturing,
displaying, and reporting ACD group call traffic and staff
activity. These reporting tools help your company evaluate
its staffing requirements and agent performance.

In addition to providing an excellent means of monitoring
call activity and agent performance, UNIVERGE SV8100
ACD MIS ensures quick access to call traffic reports, wait
time reports, and agent time logs. You receive valuable
information when you need it in a clear format.

The ACD MIS applications can be started from the Links
Menu of the NEC Applications.

ACD MIS Supervisor Manual 1-1
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SECTION 2

UNIVERGE SV8100

The UNIVERGE SV8100 ACD MIS program suite requires a
Personal Computer (PC) running Windows 2000, XP, XP
Professional, Windows Vista or Windows 7 (32- or 64-bit)
operating system.

Due to updates in software after the publication of this
document, some of the screen displays shown in this manual
and listed features may differ slightly from your version of
UNIVERGE SV8100 ACD MIS.

UNIVERGE SV8100 ACD MIS COMPONENTS

UNIVERGE SV8100 ACD MIS has five main system
components:

 ACD MIS Server

ACD MIS Monitor

ACD MIS Reports

ACD MIS Admin

ACD MIS Agent Client

I Ty Ty I

21 ACD MIS Server

The ACD MIS Server program is responsible for
setting up communication with the NEC Chassis and
recording call activity to an external database. There
is a NEC MIS Service that is running at all times so
that call records can be properly stored.

NEC recommends that the Server PC be a dedicated
system reserved exclusively for UNIVERGE SV8100
ACD MIS programs.

Refer to Chapter 2 Installing and Configuring
UNIVERGE SV8100 ACD MIS on page 2-1.

Introduction to UNIVERGE SV8100 ACD MIS
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ACD MIS Monitor

The ACD MIS Monitor program allows the call
center supervisors to view performance
characteristics of the call center in real-time. With
this utility, the supervisor can track the activities of
individual agents, as well as survey the efficiency of
the each queue, or the entire call center. Through
the simple user interface, each supervisor can
define exactly the information that is relevant and
layout the data tables on their screen. The tables
are automatically updated with current data every
few seconds, so that the user has access to the
most up-to-date information.

The ACD MIS Monitor program can run on the
Server PC, or run on a networked PC (client). AnID
and Password are required to run the Monitor
program. Up to five Monitor programs can be
running simultaneously. The number of
simultaneous Monitors is dependent on the site
licensing.

When the ACD MIS Monitor is started for the first
time you must enter the Server IP address or Server
PC name. If Monitor is located on the Server PC
then the Server Name needs to be localhost. The
next time Monitor is started it asks for your User
Name and Password.

ACD MIS Supervisor Manual 1-3
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2.3

UNIVERGE SV8100

ACD MIS Reports

The ACD MIS Reports allow the call center
supervisors to generate detailed reports of historical
call center data. With this utility, the supervisor can
analyze the activities of individual agents, as well as
survey the efficiency of the each queue or the entire
call center. Through the simple user interface, each
supervisor can view exactly the reports that are
relevant to their operation. All reports are displayed in
a tabular format, and most of the reports also have an
option to display a graphical representation of the
data.

The ACD MIS Reports can run on the Server PC, or
run on a networked PC (client). An ID and Password
are required to run the Reports program. Up to five
Reports programs can be running simultaneously.
The number of simultaneous Reports is dependent on
the site licensing.

When the ACD MIS Reports is started for the first time
you must enter the Server IP address or Server PC
name. If Reports is located on the Server PC, the
Server Name needs to be localhost. The next time
Reports is started it asks for your User Name and
Password.

SN The reports can be exported to CSV, Excel, HTML, PDF and
XML formats.

Introduction to UNIVERGE SV8100 ACD MIS
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ACD MIS Admin

The ACD MIS Admin program is used to set up and
configure the ACD operation to match the KSU
telephone set up.

The ACD MIS Admin allows you to perform all
facets of ACD MIS programming via a personal
computer (PC) connected to the network, or on the
same PC as the Server. The operator can save a
configuration to a local file and upload that
configuration to the ACD at a later time.

ACD MIS Agent Client

The ACD MIS Agent Client provides the call center
agents with a valuable resource to effectively
manage their workload. With this utility, the agent
can track the current state of individual queues with
an on-screen statistics display. The Agent Client
utility can also be used to send text messages to
other Agent Client users.
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Installing and Configuring UNIVERGE
SV8100 ACD MIS CHAPTER 2

SECTION 1 HARDWARE AND SOFTWARE REQUIREMENTS

The following items are required for the UNIVERGE
SV8100 ACD MIS.

1.1 PC Requirements

ACD MIS Server

O
O
O

O
O
O

Pentium class machine with 1GHz processor
1GB RAM

250 MB available disk space (38 MB additional if
.NET framework is not installed)

Windows Server 2003, Windows Server 2008,
Windows 7 Professional and Ultimate 32-bit/
64-bit, Windows 8 Professional and Enterprise
32-bit/64-bit, and Windows Embedded Standard
(inACD MIS Server on NEC InServer blade)

Network Adapter for connecting to the
UNIVERGE SV8100 CD-CP00-US via the LAN

CD-ROM Drive
Mouse

Printer (optional)

ACD MIS Admin, Monitor, & Reports

O
O
O

ACD MIS Supervisor Manual

Pentium class machine with 500MHz processor
256MB RAM

12 MB available disk space (38 MB additional if
.NET framework is not installed)
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O Windows 7 Professional and Ultimate 32-bit/
64-bit, Windows 8 Professional and Enterprise
32-bit/64-bit

O Network Adapter for connecting to the ACD MIS
Server via the LAN

O CD-ROM Drive
O Mouse

) Printer (optional)

ACD MIS Agent Client
O Pentium class machine with 500MHz processor

@) 256MB RAM

O 1 MB available disk space (38 MB additional if
.NET framework is not installed)

O Windows 2000, XP Professional, Windows Vista
or Windows 7 (32- or 64-bit)

©) Network Adapter for connecting to the ACD MIS
Server via the LAN

O CD-ROM Drive
O Mouse

O Printer (optional)

As with most Windows applications, running the
software on a faster PC with increased memory can
improve operation. Applications that work in real-time,
like UNIVERGE SV8100 ACD MIS, are especially
sensitive to the need for an efficient hardware system.
If your system processes several applications, or is
slow in processing real-time data, NEC suggests
upgrading the speed and/or RAM capacity of your PC.

& NEC strongly suggests running the server on a dedicated
PC.
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SECTION 2

Virtual Machine Support

The following environments are supported for the
inACD MIS Server on a virtual machine:

O VMWare, Workstation 9
O VMWare, ESXI 5.1
©) Hyper-V

NETWORK SUPPORT

The ACD MIS programs can be configured to communicate
on a TCP/IP or NETBIOS network.

It is assumed that the network configuration is already
functioning. If network support is needed, contact the
network administrator.

Remember that the Monitor, Admin, Reports, and Agent
Client programs require the IP address, or machine name,
of the Server PC. If the Server PC has a roving address,
make sure that a valid name server is present on the
network so the machine name can be used in place of the
hard-coded IP address.

Installation Complexity with Shared Office 97™
Resources

The ACD MIS Server uses a Microsoft Access™ database
for historical archive of call records originating from the
SV8100 ACD.

The ACD MIS Server requires installation
of the Microsoft Data Access Components
version 2.1 or higher. If Microsoft Office is
accessed from the network, an
administrator with write access to the
Office installation directory needs to
perform the Server installation.
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SECTION 3

UNIVERGE SV8100

INSTALLING UNIVERGE SV8100 ACD MIS SOFTWARE

This section outlines the basic installation procedure for
installing SV8100 ACD MIS on a computer via the CD-ROM.

3.1

Installing SV8100 ACD MIS Suite

Before installing SV8100 ACD MIS, be sure that any
previously installed versions are completely removed.

To remove previous versions or Demo:

1.

3.

From the Windows Control Panel, select Add/
Remove Programs.

Select previously installed packages of the ACD
MIS suite for uninstall.

If prompted to delete files, click Yes.

All Windows programs and applications must be
closed prior to executing this startup procedure.

1.

2.

4.

5.

Insert the CD into the CD-ROM.
Select the Install option from the NEClInstaller.

Select the application(s) to install. (Choices are:
ACD MIS Server, ACD MIS Admin, ACD MIS
Monitor, ACD MIS Reports, and ACD MIS Agent
Client).

Follow the prompts to install the applications.

After a successful setup:

The ACD MIS programs that were installed appear in
the Windows Program Manager.

6.

Exit the SV8100 ACD MIS Installation wizard.

Installing and Configuring UNIVERGE SV8100 ACD MIS
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ACD MIS Server

CHAPTER 3

SECTION 1 STARTING ACD MIS SERVER FOR THE FIRST TIME

To start the ACD MIS Server for the first time:

1. From the Windows Start menu, choose Programs.

2. Select NEC, then choose UNIVERGE SV8100 ACD
MIS Server from the ACD MIS menu.

The following Welcome display appears:

ACD MIS Supervisor Manual

Ele Setup Links Help

Connection Status
Cyanus ACD

Monitor Users: 0 of 255

Admin Clients: 0 of 1

.

Reports Users: 0 of 255

Agent Clients: 0 of 255

Status Messages

Memory Usage - Virtual: 268548KB
Paged: 33116KB
Physical: 23044KB
Memory Usage - Vitual: 268548KB
Paged: 33116KB
Physical: 29044KB
Memory Usage - Virtual: 268545KB
Paged: 33116KB
Physical: 29044KB
Memory Usage - Vitual: 268548KB
Paged: 33116KB
Physical: 29044KB

ACD MIS Server Online

Figure 3-1 ACD MIS Server Main Menu
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1.1 Describing the ACD MIS Server Main Screen

The Main window contains the following information:
Connection Status Box

The Connection Status area of the main window
displays information about the resources and utilities
that are currently communicating with the MIS Server.
The different cells in the Connection Status area are
defined in the following table.

Label Description

UNIVERGE The indicator is green when the MIS Server is connected to the

SV8100 ACD UNIVERGE SV8100 CD-CP00-US. The indicator turns yellow
if the MIS Server fails to receive any data from the CPU for
fifteen minutes. If the MIS Server loses communication with the
CD-CP00-US, the indicator is red.

Serial Port The indicator is green if a valid serial port was selected and

(Wallboard) successfully accessed. If a Serial Port was not selected, or the

selected serial port cannot be accessed, the indicator is red.

Monitor Users

The number of active monitor sessions is shown, along with the
number of licensed monitor users allowed. The format is
Active: Licensed. Maximum of 16 users supported.

Reports Users

The number of active report sessions is shown, along with the
number of licensed report users allowed. The format is Active:
Licensed. Maximum of 16 users supported.

Admin Clients

This value indicates if an Admin session is currently active.

Agent Clients

The number of active Agent Clients is shown, along with the
number of licensed Agent Clients allowed. The format is
Active: Licensed. Maximum of 512 users supported.

Logging Into ACD MIS Server




UNIVERGE SV8100 Issue 6.0

Status Message Box

The Status Messages area displays informational
messages about the current MIS server activity.
Messages include starting/exiting MIS utilities,
communications errors, etc.
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Configuring ACD MIS
Server CHAPTER 4

SECTION 1 TOURING THE MAIN ACD MIS SERVER WINDOW

The ACD MIS Server Window contains three menus (File,
Setup, and Help) and connection and messages status
boxes.

The ACD MIS Server program is responsible for setting up
communication with the NEC chassis and recording call
activity to an external database. Statistics are stored in the
database for historical reference. The server should be left
running at all times so that call records can be properly
stored. The server can run in a foreground or background
window.

NEC recommends that the Server PC be a dedicated
system reserved exclusively for ACD MIS Server program.

SECTION 2 FILE MENU

The File Menu selections are listed in Figure 4-1 MIS
Server File Menu.

File | Setup Links Help

] | Exit i \

Figure 4-1 MIS Server File Menu

ACD MIS Supervisor Manual 4-1



Issue 6.0

SECTION 3

UNIVERGE SV8100

21 Exit

This function closes the Server application.

SETUP MENU

The Setup Menu includes three options: Serial Port, Server
Settings, and optional Connectivity Test MIS Service and
License (Retrieve/Cancel request), is included when a Wall
Display is used.

=
File I Setup I Links  Help

Wallboard Serial Port

Server Settings id Serial Port
MIS Service

Retrieve Licenses Users: Dof 0

Figure 4-2 MIS Server Setup with Wallboard
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3.1 Serial Port Setup

Issue 6.0

When the Serial Port function is selected the
following dialog is displayed.

- SerialPort$
_t;_ erial Port Setup

Wall Display Port

Seral Port:  {aTAIN")

Port Settings

Baud: %00 @

Data bits:

Parity:

i

Stop bits:

Figure 4-3 Serial Port Setup

This dialog allows the user to select the serial port
that is being used to communicate with the wall
displays. The default value is None. The user also
specifies the Baud rate, Parity, Stop bits and Data
bits for the connection with the wall display. The
default values for these settings are 9600, N, 8, 1.

When the user updates the serial port settings and
exits the menu, the application attempts to initialize
the serial port.

ACD MIS Supervisor Manual
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3.2

UNIVERGE SV8100

Connectivity Test

The Connectivity Test option allows the user or
technician to check the connection between the MIS
Server PC and the wall displays. When this option is
selected, the user selects the wall display that is to be
tested and is then presented with the following menu.

= Bonmmectivitr e st - win== 45

Figure 4-4 Connectivity Test

Selecting the Initialize button sends an initialization
string to the wall display. Entering a character string in
the Test Message field and then pressing Send sends
the designated characters to the wall display.

This option is displayed only when a Wall Display is
assigned.
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3.3 Server Settings

The Server Settings option is used to enter the
following:

O TCP/IP port for the HTTP Server
@) IP Address and TCP/IP port to communicate
with the UNIVERGE SV8100 CD-CP00-US

When this option is selected, the following menu is
displayed.

ipheg) MIS Server Setup

ACD

IEGLENY 192.168.0 .51

TCP/IP Pot awm )

TCP/IPPort 8282
User D (D

License Server

TCP/IP Pok 6080 )

MIS Server

TCR/IP Port 8080 J

Figure 4-5 MIS Server Setup
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3.4

3.5

UNIVERGE SV8100

O&M Settings:

Get all extensions. (Program 11-02) finds which of
these extensions are programmed to be as agents.
(Program 41-02) Get the names of the agent
extensions. (Program 15-01) With these the Admin is
populated with those agents and agent names.
License:

Update the License port used in the CD-CP00-US.
MIS Server:

TCP/IP port number for the ACD MIS Server to
communicate with the MIS Service.

MIS Service

The MIS Service provides ACD MIS Server port to
communicate with the ACD MIS service using .Net
remoting. Default port value is set to 1234.

License

The license could manually be released and retrieved
from the CD-CP00-US. The ACD MIS Server
automatically gets the licenses during start up and
checks with the CD-CP00-US in frequent intervals.
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3.6 Help Menu

The Help Menu includes two options: Contents and
Index and About.

File Setup Links | Help

Connection S tatus Contents and Index

About ACD MIS Server

Figure 4-6 MIS Server Help

Contents and Index

The Content and Index function is used to open the
Windows HTML Help viewer to view the applications
Help file. The help file includes information about all
features and functions of the application. The help
file includes a Table of Contents and Index to help
easily locate the desired information.

About

The About function displays a form that shows the
product name, current version number, copyright
notice, and the license information of activated
license(s).
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Learning About
ACD MIS Monitor CHAPTER 5

SECTION 1 STARTING ACD MIS MONITOR FOR THE FIRST TIME

To start ACD MIS Monitor for the first time:
1. From the Windows Start menu, choose Programs.

2. Select ACD MIS Monitor from the NEC/UNIVERGE
SVv8100 ACD MIS folder.

3. When the ACD MIS Monitor is started for the first time,
the application prompts the user to enter the name/IP
address of the MIS Server (if on the same PC as the
Server, enter name as localhost).

HMIS Server Setup

MIS Server
O IP Address |
(%) Server Name [localhost

TCP/IPPort

Figure 5-1 MIS Server Setup
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4. Enter the Login ID and Password. Then click Login.

Login: Agent 101 .

Password: 10

y

Figure 5-2 MIS Monitor Login

SECTION 2 ExiTING ACD MIS MONITOR

To exit ACD MIS Monitor:
From the ACD MIS Monitor File menu, select Exit.

OR

Click the Close button in upper right-hand corner of the ACD
MIS Monitor window.
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SECTION 3 DESCRIBING THE MAIN SCREEN

After the user is authenticated, the applications main menu
is displayed. The Monitor main window provides the user
with easy access to the functions required to manage the
Monitor views. An example of the main window for the
Monitoring application is shown below.

File  Tools Help A
Open Agent Display

Define New Agent Display
Modify Existing &gent Display

Delete Existing Agent Display

A

Figure 5-3 MIS Monitor Main Menu

ACD MIS Supervisor Manual 5-3



Issue 6.0

UNIVERGE SV8100

The Monitor main window lists the statistics categories on the
left side of the form. These categories represent the following
types of statistics:

Agents Inclqdes displays of agent states and agent
detail
Real-Time Includes statistics on agent and queue
Graphs performance that are presented as bar graphs
Queues Includes views that display real-time data
related to individual queues
Includes views that display real-time data
Call Center related to the entire Call Center
Displa Includes single statistical real-time data related
p'ay to individual queues and/or the entire Call
Block
Center

Selecting one of these categories updates the right side of
the form to show the operations that can be performed within
this category. The user can initiate one of these commands
by clicking on the desired action.

The lower half of the form shows the displays that are
currently defined, if any, in the selected category. Each
display represents a separate window that can be opened on
the supervisor’s screen to show specific data items within the
category.

The main window layouts for the other data categories are
presented in subsequent sections.

3.1 Agent Displays

When the Agents option is selected on the Monitor
main window, the following operations are accessible:
Open Agent Display
Define New Agent Display

Learning About ACD MIS Monitor
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Modify Existing Agent Display
Delete Existing Agent Display

Issue 6.0

The ACD MIS Monitor allows the user to define two
different styles of agent displays:

©) Agent State

O Agent Summary

These displays are defined in the following

paragraphs.

3.1.1  Agent State Display

The Agent State Display is used to monitor
the current activity for a selected group of
agents. The following window shows an
example of an Agent State Display.

File

Mare

View

Skate

=18l

Figure 5-4 Agent State Display

For each selected agent, this display
shows their current state and the time that

they have been in this state.
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3.1.2  Agent State Display Definition

To create a new agent state display, the user
selects the Define New Agent Display
option from the main Monitor window. When
this operation is selected, a series of data
entry forms are presented which guide the
user through the definition process.

The first form to be displayed prompts the
user to enter a name for the new display and
select the agent display type.

—
.EI Agent Displays

Name the new display

InACD MIS Monitor

Type a name for the new agent display:

(Agent Status ]

Select the type of agent display to create:

(3) Agent States

(O Agent Summary

Figure 5-5 MIS Monitor Agent Display-Name New Display
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After the user completes this form and
presses the Next > button, the following
form is displayed.

=z .
. _I AgentDisplays

Select the Agents
InACD MIS Monitor

() By Agent Name OBy Queue

€3 Agents
Agent 101
] Agent 102
[~ Agent 103
A

Figure 5-6 MIS Monitor Agent Display-Select Agents

This menu allows the user to select the
agents that are going to be included in this
Agent State Display. The Queue selections
allow the user to specify that all agents that
are assigned a selected queue are
included in the table. The Agents list
allows individual agents to be included in
the display.
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:Ei AgentDisplays

UNIVERGE SV8100

After the Agents list is completed, the
following screen is displayed.

Select the Columns

InACD MIS Monitor

Select the fields to be included in the display:

& Agent State Felds
[v Name
[v  State

Time

Figure 5-7 MIS Monitor Agent Display-Select Columns

This menu allows the user to select the fields
that are included in the Agent State display.
The fields that are selected represent the
columns that are shown in the Agent State
table. The order of the columns is fixed,
based on the order that they are shown in
the list.
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After the user has selected the Agent State
fields, the following menu is displayed.

:Ei AgentDisplaps

i "
Set the Thresholds
InACD MIS Monitor
Define the threshold level and set the threshold colors for each field:
& Time I State Tiveshoids iI
Time on Call
fevefl:fessthan 7 0 Cobor (@4
Min Se.
Level?: More than T Color:
Mir Se.
teveld Morethan 2 0 Color:  (mm -]
Min Se.
[v Time on Rest
Levell: fessthan T 0 Color: (@7
Mir Se.
LevelZ Morethan 7 8 Cobr
M Se. ~|
- (New | | Cancel

Figure 5-8 MIS Monitor Agent Display-Set Thresholds
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=g .
. _l AgentDisplays

InACD MIS Monitor

UNIVERGE SV8100

The threshold menu allows the user to set
threshold levels for the specific values in the
display. In the case of the Agent State table,
the thresholds are associated with the Time
In State field, when the agent is in one of
three states (Call, Rest, or Wrap). The menu
allows the user to define three threshold
levels and select the background color to be
used in the table cell when the threshold
levels are reached.

After the threshold levels are defined, the
following menu is displayed.

Set Display Options

Specify when the display will be opened:

TP Agent State - as

[¥]Open display when definition is complete.

[JAutomatically open this display on startup.

(Finsh ) (@ancell)

Figure 5-9 MIS Monitor Agent Display-Set Display Options
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The final step in this definition is to specify
when this Agent State table is displayed. If
the Open agent display when definition
is complete option is selected, the table is
opened as soon as the user clicks on the
Finish button.

Additionally, the user can select the
Automatically open this display on
startup option, which opens this Agent
State table every time the monitoring utility
is started. This allows the supervisor to
define a class of default views that are
shown automatically when the monitoring
application is started.

If the user does not select either of the
display options, the Agent State display is
created and listed on the defined list of
Agent Displays. The user can then open
this display by selecting the Open Agent
Display option from the main menu.
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3.1.3
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Agent Summary Display

The Agent Summary Display shows an
individual agent’s performance statistics for
the current day. When this display is
opened, the user is prompted to select an
agent from the list of currently defined
agents.

SelectanAgent

Figure 5-10 Select an Agent

All currently defined agents are included in
the Select Agent list. The user can select
only one agent from this list. Once an agent
is selected and the OK button is pressed,
the Agent Summary view is displayed,
populated with the current information for the
specified agent.

Learning About ACD MIS Monitor



UNIVERGE SV8100 Issue 6.0

3.1.4  Agent Summary Display Format

The following window shows an example
of an Agent Summary Display.

(] Agent: Agent 1001  ID: 1001 M=%

File  ‘Wiew

1272772006 4:58 PM

ACD Calls | TalkTime [ Avg ACD Call [ Avg Non-ACD
Queue 1 o043 ] 0000 0000 0000 00:04 00:05
Quueus 2 03:36 1 oo.02 o002

Figure 5-11 MIS Monitor Agent Summary Display

When defining an Agent Summary Display,
the user can select the agent to be profiled
in the display and the columns that are
visible. The Agent Summary window also
allows the user to select a different agent,
without having to create or open a new
window.

The Agent Summary view provides
additional controls via a menu bar at the
top of the screen. The following functions
are available from this menu.

Function Description

File -> Print Sends the current Agent Summary display to the printer.

File -> Print Preview Opens a preview window that shows the data layout on
the printed page.

File -> Refresh Accesses the most recent data for the currently selected
user.
File -> Exit Closes the Agent Summary display.

View -> Select Agent | Opens the Select Agent menu to allow the user to select
a different agent.
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Agent Summary Display Definition

To create a new agent summary display, the
user selects the Define New Agent Display
option from the main Monitor window. When
this operation is selected, the following
series of data entry forms is presented which
guide the user through the definition
process.

Name the New Display — This is the same
menu as described in the Agent State
example.

Select the Columns — This is the same
format as the Select the Columns menu in
the Agent State example, with the following
column choices:

Name

Login Time

Q ACD Calls

Total ACD Talk Time

Average ACD Call Length
Average Non-ACD Call Length
Average Rest Length

aaoaaaaaa

Average Wrap-up Length

Set Display Options — This is the same
menu as described in Agent State example.
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3.2 Real
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-Time Graph Displays

When the Real-Time Graph option is selected on
the Monitor main window, the following operations

are a

ccessible:

Open Real-Time Graph

Define New Real-Time Graph
Modify Existing Real-Time Graph
Delete Existing Real-Time Graph

The ACD MIS Monitor allows the user to define four

differ
O
O
@)
@)

ent styles of Real-Time Graphs.
Queue Monitor Graph
Queue Performance Graph
Queue Summary Graph

Queue Summary by Hour Graph

The definition and appearance of each graph is
further described in the following subsections.

3.21

ACD MIS Supervisor Manual

Queue Monitor Graph

The Queue Monitor Graph shows
real-time counters that indicate the current
state of selected queues. The data is
presented as a bar graph, which uses
different color bars for each statistic.
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File:
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The following is an example of a Queue
Monitor Graph.

Wigw

O active ACD Calls

B Calsin Queue
O Ide Agents
1
> W

Figure 5-12 MIS Queue Monitor Graph
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3.2.2  Queue Monitor Graph Definition

Defining a Queue Monitor Graph is
accomplished using the following
sequence of menus.

:!i Real-Time Graphs

Name the new Real-Time Graph

InACD MIS Monitor

Type a name for the new real-time graph:

(Queue Monitor Graph ]

Select the type of realtime araph to create:

(® Queue Monitor
O Queue Performance
O Queue Summary

(O Queue Summary by Hour

CNew ) (Qanceld)

Figure 5-13 MIS Monitor Real Time Graph-Name

Name the New Display — This menu
requests the user to enter a name for the
new real-time graph and select the type of
graph that is being defined.
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After the user completes this form and
presses the Next > button, the following
form is displayed.

:Ei Real-Time Graphs

Select the Queues

InACD MIS Monitor

Select the queues to be included in the message:

lﬁ Queues
[v Queue 1
Queue 2

((New ) (@Eanceld

Figure 5-14 MIS Monitor Real Time Graph-Select Queues

Select the Queues — This menu allows the
user to select the queues that are going to
be included in this real-time graph.
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After the queues are selected, the
following screen is displayed.

:Ei Real-Time Graphs

Select the Columns
InNACD MIS Monitor
Select the fields to be plotted on the araph:
m Queue Monitor Graph Fields
[v Name
[v Number of Agents on ACD Cal
[v Number of Queued ACD Calls
Number of Available Agents
b ey

Figure 5-15 MIS Monitor Real Time Graph-Select Columns

Select the Columns — This menu allows

the user to select the fields that are going
to be included in this real-time graph.
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After the fields are selected, the following
screen is displayed.

:?i Real-Time Graphs

Set Display Options

InACD MIS Monitor

Specify when the display will be opened:

f-:'\ Queue Monitor Graph - Queue Monitor Graph

[¥] Open display when definition is complete.

[[]Automatically open this display on startup.

Figure 5-16 MIS Monitor Real Time Graph-Set Display Options

Set Display Options — The Display Options
form allows the user to indicate that an
instance of the real-time graph should be
created when the definition is complete.
Also, the user can specify that this graph be
automatically opened each time the ACD
MIS Monitoring application is started.
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Select the Finish button to complete the
definition of this Real-Time Graph.

3.2.3 Queue Performance Graph

The Queue Performance Graph shows
average call lengths that provide a good
indication of the efficiency of the call
center. The data is presented as a bar
graph that uses different color bars for
each statistic.

ﬂl Queue Performance =101 x]
File  Wiew
Min.

Z
O Awvg. Call Length
B Avg. Answer Time
O awg, abandon Time

H D Longesk Waik
U L1,
5 &
O o

Figure 5-17 MIS Monitor-Queue Performance Graph

Definition of a Queue Performance Graph
is accomplished using the following
sequence of menus.

Name the New Display — This is the same
menu as defined for the Queue Monitor
Graph.
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Select the Queues — This is the same menu
as defined for the Queue Monitor Graph.

Select the Columns — Same format as the
Select the Columns menu in the Queue
Monitor example with the following column
choices:

O Name

O Average ACD Call Length
) Average Answer Time

) Average Abandon Time
) Long Wait

Set the Statistics Period — Set the Interval
Length (15 Minutes, 1 Hour, 4 Hour, 8 Hour,
12 Hour, and 24 Hour) and Interval Start time
for the collection period.

Set Display Options — This is the same
menu as defined for the Queue Monitor
Graph.
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Queue Summary Graph

The Queue Summary Graph shows
cumulative totals for calls processed
during the current workday. The data is
presented as a bar graph, which uses
different color bars for each statistic.

-lolx

File  Wiew

Offered Calls
Answered Calls

Abandoned Calls

OOmO

COrverflowed Out
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Figure 5-18 MIS Monitor-Queue Summary Graph

The definition of a Queue Summary Graph
is accomplished using the following
sequence of menus.

Name the New Display — This is the same
menu as defined for the Queue Monitor
Graph.

Select the Queues — This is the same
menu as defined for the Queue Monitor
Graph.
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Select the Columns — Same format as the
Select the Columns menu in the Queue
Monitor example with the following column

choices:

O Name

O Number of Calls Offered

O Number of Calls Answered
O Number of Abandoned Calls

O

Number of Calls Overflowed from Queue

Set the Statistics Period — Set the Interval
Length (15 Minutes, 1 Hour, 4 Hour, 8 Hour,
12 Hour, and 24 Hour) and Interval Start time
for the collection period.

Set Display Options — This is the same
menu as defined for the Queue Monitor
Graph.

Learning About ACD MIS Monitor



UNIVERGE SV8100
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File  Wiew

Issue 6.0

Queue Summary by Hour Graph

The Queue Summary by Hour Graph
shows cumulative totals for calls
processed during each hour of the
workday. The data is presented as a bar
graph, which uses different color bars for
each statistic.

Offered Calls

Answered Calls

Abandoned Calls

O0OmEO

Owverflowed Out

Figure 5-19 MIS Monitor-Call Summary by Hour Graph
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The definition of a Queue Summary by
Hour Graph is accomplished using the
following sequence of menus.

Name the New Display — This is the same
menu as defined for the Queue Monitor
Graph.

Select the Queues — Displays a selector
that allows the user to select one queue for
display or All Queues.
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Select the Columns — Same format as the
Select the Columns menu in the Queue
Monitor example with the following column

choices:

O Name

O Number of Calls Offered

O Number of Calls Answered

O Number of Abandoned Calls

O Number of Calls Overflowed Out of Queue
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INACD MIS Menitor
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Set the Collection Interval

The statistics in the Queue Summary by
Hour Graph are displayed across a
specific time. The following menu prompts
the user to define the start and end time for
the graphing interval.

A

Set the Statistics Period

Set the interval for the summary statistics.

Summary Interval

o=
Interval End Time: 5PM —

-

Figure 5-20 MIS Monitor-Set Statistics Period

ACD MIS Supervisor Manual

Set Display Options — This is the same
menu as defined for the Queue Monitor
Graph.
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3.3 Queue Displays

When the Queue option is selected on the Monitor
main window, the following operations are accessible:

Open Queue Display

Define New Queue Display
Modify Existing Queue Display
Delete Existing Queue Display

Two Queue Displays are available:

@) Queue Monitor Display

) Queue Summary Display

The definition and appearance of each display is
further described in the following subsections.
3.3.1  Queue Monitor Display

The Queue Monitor Display shows real-time
counters that indicate the current state of the
queue. The data is presented in a table
format with each monitored queue displayed
in a different row.

™! Queue Monitor

File  “iew

=10l x|

Calls In

Queus

Marme Logged In

Longest

Figure 5-21 MIS Queue Monitor
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Defining a Queue Monitor Display is
accomplished using the following
sequence of menus.

-,
.gi Queue Displays

Name the hew display

InACD MIS Monitor

Type a name for the new queue display:

(Q ueue Monitor ]

Select the type of queue display to create:

(® Queue Monitar

O Queue Summary

Figure 5-22 MIS Monitor-Name New Queue Display

This menu requests the user to enter a
name for the new queue display and select
the type of display that is being defined.
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After the user completes this form and
presses the Next > button, the following
form is displayed.

:%i HQueue Displays

Select the Queues

INACD MIS Monitor

Select the queues to be included in the message:

-

& Queues
2 Queue 1
Queue 2

(New ) (anceld)

Figure 5-23 MIS Monitor-Select Queues

This menu allows the user to select the
queues that are going to be included in this
display. Each queue is shown on a single
row in the resulting table.
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After the queues are selected, the
following screen is displayed.

:!i Queue Displays

Select the Columns

InACD MIS Monitor

Select the fields to be included in the display:

1™ Queue State Fields
Name
[v Number of Active Agents
[v Number of Available Agents
[v Number of Agents on ACD Cal
[v Number of Queued ACD Cals
[v Longest W aiting Time in Queue

(New ) (el

Figure 5-24 MIS Monitor Queue Displays-Select Columns

This form allows the user to select which
data items are displayed for each queue.
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After the fields are selected, the following
form is displayed.

p—
.!l Queue Displays

Select the Columns

InACD MIS Monitor
Drag individual fields to rearrange the column order:

7

Hieue Monitor Fields
Namel Number ofAcliveAgentsl Number ofAvaiIabIeAgenlsl Number of &ai
< | >

Figure 5-25 MIS Monitor Queue Displays-Set Column Order

The user can modify the order of the
columns in the display table by dragging an
individual field to a new position in the list.
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After the column order is defined, the
following screen appears.

Set the Thresholds

InACD MIS Monitor

Detine the threshold level and set the threshold colors for each field:

A

Rueue Monitor Fhresholds j
Number of Active Agenfs
Level 7 More than 70 Agenfs Col. [E3-)
tevel2: lLessithan 10 Agents  Col.
Level3  Lessithan 5 Agents  Col. [EmE-)
[v Mumber of Available Agents
Level1: More than 10 Agenfs Col. [E3-]
level2  lessihan 70 Agents  Cof.
tevel3 lessthan 5 Agents Col. [EE-)
v Mumber of Agents on ACD Calf
tevell: More than 10 Agents Col. [E3-)
Level2: Lessthan 10 Agenis  Col.
teveld Llessthan 5 Agenfs Col. [m~) |
(Mewt ) ( Cancel )

Figure 5-26 MIS Monitor Queue Displays-Set Thresholds

ACD MIS Supervisor Manual

The threshold menu allows the user to set
three threshold levels for each numeric
field and associate a color change with
each level.

After the threshold information is defined,
the following screen appears.
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:?i Queue Displays

Set Display Options

InACD MIS Monitor

Specify when the display will be opened:

1 Queue State - Queue Monitor

=

[J&utomatically open this display on startup.

— Fiish | Concel |

A

Figure 5-27 MIS Monitor Queue Displays-Set Options
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The Display Options form allows the user
to indicate that an instance of the display
should be created when the definition is
complete. Also, the user can specify that
this display be automatically opened each
time that the ACD MIS Monitoring
application is started. Select the Finish
button to complete the definition of this
Queue Display.

Queue Summary Display

The Queue Summary Display shows
statistics that are calculated for a specific
time. These values include cumulative
counters, averages, and percentages.
These values provide an indication of the
performance level of the queues during a
defined time period.

Figure 5-28 MIS Monitor-Queue Summary Table
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Definition of a Queue Summary Display is
accomplished using the following
sequence of menus.

Name the New Display — This is the same
menu as defined for the Queue Monitor
Display.

Select the Queues — This is the same
menu as defined for the Queue Monitor
Display.
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Select the Columns — This is the same
format menu as shown for the Queue
Monitor. The available fields displayed on
this menu are as follows:

O Name

Number of Calls Offered

Number of Calls Answered

Number of Calls Abandoned

Number of Calls Overflowed Out of Queue
Number of Calls Overflowed Into Queue
Average ACD Call Length

Average Answer Time (Wait Time In
Queue)

aaoaaaaa

a

Average Abandon Time
Percent Abandoned

Number of Calls Abandoned After
Threshold

Number of Calls Answered After Threshold
Percentage Abandoned After Threshold

a a

aaa

Percentage Answered After Threshold

O Service Level

Set the Column Order — This is the same
format menu as shown for the Queue
Monitor.

Set the Thresholds — This is the same
format menu as shown for the Queue
Monitor.

Set the Collection Interval — The statistics
in the Queue Summary Display are all
calculated for a specific time.
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The following menu prompts the user to
define the interval length and start time to
be used for this display.

Set the Statistics Penod

Set the interval for the summary statistics.

>

Summary Interval

Interval Length:

(15 Minutes
O 4 Howrs
(12 Hours

Interval Start Time:

&1 Hour
(8 Hours
O 24 Hours

0g:00aM —

Service Level

The target Service Level is

I

B8 |

-

Figure 5-29 MIS Monitor Queue Displays-Set Statistics Period
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The Interval specifies the time that is used to
summarize the data values. When the
current time expires, all counters are reset to
zero and a new interval begins. The Interval
Start Time sets a time period when one of
the intervals begins. The start time for all
other intervals is then adjusted based on the
selected start time. For example, if the
Interval is four hours and the Interval Start
Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM,
4:00AM, and 8:00AM.

The last field on this screen allows the user
to set the Service Level Threshold. This
value is used to compute the
Answered/Abandoned After Threshold
statistics.

Set Display Options — This is the same
menu as defined for the Queue Monitor
display.

Call Center Displays

When the Call Center option is selected on the
Monitor main window, the following operations are
accessible:

Open Call Center Display

Define New Call Center Display
Modify Existing Call Center Display
Delete Existing Call Center Display
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Two Call Center Displays are available:

@) Call Center Monitor Display

O Call Center Summary Display

The definition and appearance of each display is
further described in the following subsections.
3.4.1 Call Center Monitor Display

The Call Center Monitor Display shows
real-time counters that indicate the current
state of the call center. The data is
presented in a table format with a single
row of data.

™! Call Center Monitor =10l x|

File  ‘iew

Logged In LSy Lest \Wrap Idle Calls in Queue Clients

Figure 5-30 MIS Call Center Monitor Display
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Defining a Call Center Monitor Display is
accomplished using the following sequence
of menus.

:!i Call Center Displays

Name the new display

INACD MIS Monitor

Type a name for the new call center display:

[Eall Center Monitor )

Select the type of call center display to create:

(%) Call Center Monitor

(O Call Center Summary

A\

Figure 5-31 MIS Call Center-Name New Display

This menu requests the user to enter a
name for the new call center display and
select the type of display being defined.
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After the user completes this form and
presses the Next > button, the following
form is displayed.

:!i CallCenterDisplays

Select the Columns

InACD MIS Monitor

Select the fields to be included in the display:

Call Center State Fields
Number of Active Agents
Number of Agents on ACD Calls
Number of Agents on Non-ACD Calls
Number of Agents on Rest
Number of Agents in Wrap-up
Number of Idle Agents
MNumber of Calls in Queues
MNumber of Active Agent Client Sessions

' iﬂﬂﬂﬂﬂﬂﬂﬁ

(New ) ((Eanceld)

A

Figure 5-32 MIS Call Center-Select Columns

This form allows the user to select which
data items are displayed.

ACD MIS Supervisor Manual 5-41



Issue 6.0 UNIVERGE SV8100

After the fields are selected, the following
form is displayed.

=nT -
.—I CallCenter Displays

Select the Columns

InACD MIS Monitor

Drag individual fields to rearrange the column order:

X3l Center Monitor Fields
Nurnber of Active Agents | Number of Agents on ACD Calls | Number of Agents
< | >

Figure 5-33 MIS Call Center-Select Columns Order

The user can modify the order of the
columns in the display table by dragging an
individual field to a new position in the list.
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After the column order is defined, the
following screen appears.

:!i CallCenter Displays

Set the Thresholds

InACD MIS Monitor

Define the threshold level and set the threshold colors for each field:

& Caif Canfer Monifor Threshoids =
[ ] Number of Active Agents o
Level 7 More than 70 Agenfs Cof. [E=3-)
Level2: Lessthan 70 Agents  Cof.
level 2 Lessthan 5 Agents Col. (mm-)
[v Number of Agents on ACD Calls
level T Lessthan 5 Agenfs Col. [E3-)
Levei2- More than 5 Agents  Col.
Level 3 More than 70 Agents Cof. [mE -
[v Mumber of Agents on NorACD Cals
Level?: Lessihan 5 Agents Col. (3~
Lever2 More fhan 5 Agenis  Cof.
level3 Morethan 70 Agents Col. [@m-) |
(_Mewt | | Cancel

Figure 5-34 MIS Call Center-Set Thresholds

The threshold menu allows the user to set
three threshold levels for each numeric
field and associate a color change with
each level.

After the threshold information is defined,
the following screen appears.
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.!i CallCenter Displays

Set Display Options

InACD MIS Monitor

Specify when the display will be opened:

¥E5. Call Center State - Call Center Monitor

Open display when definition is complete.

[Jautomatically open this display on startup.

- (_Fiish ) (@Baneeld

Figure 5-35 MIS Call Center-Set Display Options
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The Display Options form allows the user
to indicate that an instance of the display
should be created when the definition is
complete. Also, the user can specify that
this display be automatically opened each
time that the ACD MIS Monitoring
application is started. Select the Finish
button to complete the definition of this
Call Center Display.

Call Center Summary Display

The Call Center Summary View displays
statistics that are calculated for a specific
time. These values include cumulative call
counters. These values provide an
indication of the performance level of the
call center during a defined time.

RI=TES

File  “iew

Answer Abandon

Figure 5-36 MIS Call Center Summary

Call Center Summary Definition of a Call
Center Summary Display is accomplished
using the following sequence of menus.

Name the New Display — This is the same
menu as defined for the Call Center
Monitor Display.
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Select the Columns — This is the same
format menu as shown for the Call Center
Monitor. The available fields displayed on
this menu are as follows:

O Number of Calls Offered

O Number of Calls Answered

O Number of Calls Abandoned

Set the Column Order — This is the same

format menu as shown for the Call Center
Monitor.

Set the Thresholds — This is the same
format menu as shown for the Call Center
Monitor.
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Set the Collection Interval — The
statistics in the Call Center Summary
display are all calculated for a specific
time. The following menu prompts the user
to define the interval and start time to be
used for this display.

Set the Statistics Period

INACD MIS Monitor

-~

Set the interval for the summary statistics.

(15 Minutes &1 Hour
O 4 Hours (9 Hours
(12 Hours (24 Hours

Interval Start Time: 09:00AM ==

Summary Interval

(New ) (Qaneeld)

Figure 5-37 MIS Call Center-Set Statistics Period
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The Interval specifies the time that is used to
summarize the data values. When the
current time expires, all counters are reset to
zero and a new interval begins. The Interval
Start Time sets a time period when one of
the intervals begins. The start time for all
other intervals is then adjusted based on the
selected start time. For example, if the
Interval is 4 Hours and the Interval Start
Time is 8:00AM, intervals start at 12:00PM,
4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

Set Display Options — This is the same
menu as defined for the Call Center Monitor
display.

Display Block (Version 1.6 or higher)

When the Call Center option is selected on the
Monitor main window, the following operations are
accessible:

O

O
O
O

Open Call Display Block
Define New Display Block
Modify Existing Display Block
Delete Existing Display Block

Thirty Four types of Display Blocks are available:

©C 0O 0 0 0 O

Queue Monitor-Name

Queue Monitor-Number of Active Agents
Queue Monitor-Number of Available Agents
Queue Monitor-Number of Agents on ACD Call
Queue Monitor-Number of Queued ACD Calls

Queue Monitor-Longest Time in Queue
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@)
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Queue Summary-Name

Queue Summary-Number of Calls Offered
Queue Summary-Number of Calls Answered
Queue Summary-Number of Calls Abandoned

Queue Summary-Number of Calls Overflowed
Out of Queue

Queue Summary-Number of Calls Overflowed
Into Queue

Queue Summary-Number of Calls Dialed Out of
Queue

Queue Summary-Avg. ACD Call Length
Queue Summary-Avg. Answer Time
Queue Summary-Avg. Abandoned Time
Queue Summary-Percent Abandoned

Queue Summary-Calls Abandoned After
Threshold

Queue Summary-Calls Answered After
Threshold

Queue Summary-Percent Abandoned After
Threshold

Queue Summary-Percent Answered After
Threshold

Queue Summary-Service Level
Call Center Monitor-Number of Active Agents

Call Center Monitor-Number of Agents on ACD
Call

Call Center Monitor-Number of Agents on Non-
ACD Calls

Call Center Monitor-Number of Agents on Rest
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o O
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Call Center Monitor-Number of Agents in Wrap-up
Call Center Monitor-Number of Idle Agents
Call Center Monitor-Number of Calls in Queue

Call Center Monitor-Number of Active Agent
Client Sessions

Call Center Summary-Number of Calls Offered
Call Center Summary-Number of Calls Answered

Call Center Summary-Number of Calls
Abandoned

Text

The definition and appearance of each display is
further described in the following subsections.
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Queue Monitor-Name

b <

=T
m | Display Blocks

MName the new display

Type a name for the new display block:

Select the type of display block to create:

@ Queue Monitor

) Queue Summary

@) Call Center Monitor

() Call Center Summary

© Text

o

Figure 5-38 Queue Monitor Screen

This menu requests the user to enter a name for the
new Display Block, and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

mEE =
il Dreplay Blocks

Select the Queues

Select the queuves to be included in the message:

s Queues
ml| QUEUE2
] que 1

= | Ned | | Cancel |

Figure 5-39 Select Queues Screen

This menu allows the user to select the queue that is
going to be included in this display
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After the user completes this form and presses the
Next > button, the following form is displayed.

] DisplayBiocks 3

Select the Columns

Select the fields to be included in the display:

@iy  Queue State Fields Display As_.
| | Name Name
[T Number of Active Agents Logged In
[T Number of Available Agents  Idle
[T Number of Agents on ACD Call Busy
[T NumberofQueved ACD Calls  Calls In Queue
[T LongestWaiting Time in Queve Longest

| | Ned | | Cancel |

Figure 5-40 Queue Monitor Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T .
..'_'I Display Blocks

"Set Display Options

Specify when the display will be opened:

[7] Automatically open this display on startup.

| | Finish | | Cancel |

Figure 5-41 Queue Monitor Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Monitor-Number of Active Agents

L = . .-
1 Di=play Blocks

Name the new display

Type a name for the new display block:

( )

Select the type of display block to create:

@ Quewe Monitor

© Queuve Summary

{© Call Center Monitor
(® Call Center Summary

© Text

Figure 5-42 Queue Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

mg= =
M | Dr=play Blocks

Select the Queues

Select the queues to be included in the message:

& Queues
' T | QUEUE2
(] que 1
= (_Next | | Cancel )

Figure 5-43 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.

Learning About ACD MIS Monitor



UNIVERGE SV8100 Issue 6.0

After the user completes this form and presses the
Next > button, the following form is displayed.

N
i "I Direplay Bocks:

Select the Columns

[@  QueueStieFiclas Display As._.
| | Name Name

[T Number of Active Agents Logged In
[T Number of Available Agents  Idle

[T Number of Agenis on ACD Call Busy

[T]  NumberofQueved ACD Calls Calls In Queve
[T LongestWaiting Time in Queve Longest

Figure 5-44 Queue Monitor Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T .
" Drsplay Blocks

500

8

Figure 5-45 Number of Active Agents Thresholds Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

|

"Set Display Options

Specify when the display will be opened:

[C] Automatically open this display on startup,

Figure 5-46 Queue Monitor Display Screen

ACD MIS Supervisor Manual

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Monitor-Number of Available Agents

:!i Drsplay Blocks x

MName the new display

Type a name for the new display block:

Select the type of display block to create:

@) Queue Monitor

@ Queue Summary

() Call Center Monitor

(@) Call Center Summary

© Text

Figure 5-47 Queue Monitor Screen

This menu requests the user to enter a name for the new
Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

Ll il -
il [i=play Blocks

Select the Queues

Select the queues to be included'in the message:

& Queues
[T 1 QUEUE2
(] que 1

| — | Next | | Cancel |

Figure 5-48 Select Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L =
™ | Dreplay Blocks

Select the Columns

|fiy  QueueState Fields Display As.__
Name Name

[T Number of Active Agents Logged In
[T Numberof Available Agents  Idle

[T Numberof Agents on ACD Call Busy

[T Numberof Queuved ACD Calls  Calls In Queue
[T LongestWaiting Timein Queve Longest

| | Met | Cancel |

Figure 5-49 Queue Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

g=
i | [replay Blocks

INACD MIS Monitor

Define the threshold level and set the threshold colors for each field:

[TV ] Number of Available Agents
level I Morethan 10  Agents  Color:
level 2 lessthan 10  Agents  Color [E33)
level 3 lessthan &  Agents  Color  [6mS)
( Next | [ Cancel
|

Figure 5-50 Number of Available Agents Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate a
color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

i) Display Blocks

Set Display Options

Specify when the display will be opened:

[ Automatically open this display on startup.

o

Figure 5-51 Queue Monitor Display Option Screen

The Display Options form allows the user to indicate that
an instance of the display should be created when the
definition is complete. Also, the user can specify that this
display be automatically opened each time that the ACD
MIS Monitoring application is started. Select the Finish
button to complete the definition of this Display Block.

5-64 Learning About ACD MIS Monitor



UNIVERGE SV8100 Issue 6.0

Queue Monitor-Number of Agents on ACD Call

b <

T
™ | Display Blocks

Name the new display

Type a name for the new display block:

Select the type of display block to create:

@ Queue Menitor

@) Queue Summary

(©) Call Center Monitor

(@) Call Centar Summary

© Text

L — | MNext | Cancel |

Figure 5-52 Queue Monitor - Number of Agents on ACD Calls

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

g=
il Dreplay Blocks

Select the Queues

Select the queues to be included in the message:

& Queues
[T ] QUEUE2
(I que 1

= | Next | Cancel |

Figure 5-53 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L i
i | Display Blocks

Select the Columns

|fiy  QueueState Fields Display As...
Name Name

[T Number of Active Agents Logged In
[T]  Numberof Available Agents  Idle

[7]  Number of Agents on ACD Call Busy

[T Numberof Queved ACD Calls  Calls In Queve
[T LongestWailing Timein Queve Longest

Figure 5-54 Queue Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=-ay -
" | Dirsplay Blocks

"Define the threshold level and set the thresheld colors for each field:

i Quewe Monitor Thresholds

V] Number of Agents on ACD Call
Llevel I: Morethan 10  Agenis Color:
Level2: lessthan 10  Agenis  Colo [E5)
Level3: lessthan 5  Agenis  Color  [EES)

|

Figure 5-55 Number of Agents on ACD Call Thresholds Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate a
color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

o] DisplayBiocks

Set Display Options

Specify when the display wll be openco:

[T] Automatically open this display on startup.

o

Figure 5-56 Queue Monitor Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created when
the definition is complete. Also, the user can specify
that this display be automatically opened each time
that the ACD MIS Monitoring application is started.
Select the Finish button to complete the definition of
this Display Block.
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Queue Monitor-Number of Queued ACD Calls

®

T
" | Drsplay Blocks

MName the new display

Type a name for the new display block:

Select the type of display block to create:

@ Queue Monitor

) Queue Summary

(©) Call Center Monitor

() Call Center Summary

© Text

- — | MNext [ Cancel |

Figure 5-57 Set the Queue Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

i DizplayBiocks %

Select the Queues

Select the queues to be included in the message:

P Queues
] QUEUE2
= quel

= | Met | Cancel |

Figure 5-58 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L ) =
" | Dr=play Blocks

Select the Columns

[ Number of Available Agents  Idle

[T Numberof Agenis on ACD Call Busy

[7]  MNumberof Queued ACD Calls Calls In Queue
[T LongestWailing Time in Queve Longest

Figure 5-59 Queue Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O i
" | Display Blocks

"Set the Thresholds

Figure 5-60 Number of Queued ACD Calls Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O .
_'_'I Di=splayBlocks

Sef Display Options

Specify when the display will be opened:

" Quele State - am

[ Automatically open this display on startup.

| — | Finish | ( Cancel |

Figure 5-61 Queue Monitor Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Monitor-Longest Waiting Time in Queue

=g . -
o | Dis play Blocks

Name the new display

Type a name for the new display block:

Select the type of display block to create:

@ Queue Monitor

) Queue Summary
() Call Center Monitor
{©) Call Center Summary

© Text

Figure 5-62 Queue Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=T
" Display Blocks

Select the Queues

Select the queues to be included in the message:

&L Queues
[T ] QUEUE2
Il que 1

L — | Nedt | | Cancel |

Figure 5-63 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

C T .
X "I Dreplay Bocks

Select the Columns

[T NumberofAgents on ACD Call Busy
[]  NumberofQueved ACD Calls  Calls In Queue
[T LongestWailing Time in Queve Longest

Figure 5-64 Queue Monitor Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-gT .
" Drsplay Blocks

['Setthe Thresholds
InACD MIS Monitor
[ Define the hresholdevel and set the trsshold colors for sach field
-
ik Queve Monitor Threstolds =
!v' [ Longest Ivaifing Time in Queve
Level I- Less than 7 g Calor: [
Min.  Sec. 5
Level 2- More than 7 I Color:  [E=7)
Min. Sec.
level 3 Morethan 2 0 Color:  [E5) ;
;l
——  MNet | Cancel |

Figure 5-65 Longest Waiting Time in Queue Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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Issue 6.0

After the user completes this form and presses the
Next > button, the following form is displayed.

o

&t Display Options

Specify when the display wll be opened:

] Quete State - gm

[T] Automtically open this display on stariup.

Figure 5-66 Queue Monitor Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Name

L 1 .
il Di=play Blocks

Name the new ﬂispla}'

Type a name for the new display black:

F

Select the type of display block to create:

©) Queue Monitor

@ Queue Summary

(© Call Center Monitor

(@ Call Center Summary

© Text

Figure 5-67 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

= !
" | Di=play, Blocks

Select the queues o be included in the rfweséége:

= | MNext | Cancel |

Figure 5-68 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display
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After the user completes this form and presses the
Next > button, the following form is displayed.

L.
.Tl Dr=play Bocks

Select the Columns

InACD IS Monitor

[T Queue Summary Fields DisplayAs_. =~
Name Name
[ Number of Calls Offered Offer
[T Mumberof Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Mumber of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queve Dialed Out
[7  Avg.ACDCall Length Avg ACD Call
[T Avo. Answer Time AvgAnswer
o= | o
| | MNet | | Cancel |
L (Tmm—

Figure 5-69 Queue Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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= .
itl [rsplay Blocks

Set Display Options

Spéciﬁ,r when the cl"lsplzﬁ,..r will be opéﬁed-.'

[F] Automatically open this display on startup.

|

Figure 5-70 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Number of Calls Offered

Lt =) -
il Display Blocks

Name the new i:l'lsr_\nIElw_n,.r

Tvpe a name for the new display block:

F

Select the type of display block to create:

© Queue Monitor

(@ Queue Summary

(O Call Center Monitor

(7) Call Center Summary

© Text

L — | Net | Cancel |

Figure 5-71 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

mET - o
M | Diyeplay Hocks

Select the queues 1o be included in the MEesSsage:

& Queuves
I'“ QUEUE2
! I que 1

| — | Nedt | Cancel |

Figure 5-72 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.

ACD MIS Supervisor Manual 5-85



Issue 6.0

UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

m-ms
" TI Drsplay Blocks

Select the Columns

InACD MIS Monitor

@

e o o o o

FY

Queue Summary Felds

Name

Number of Calls Offered
Number of Calls Answered
Number of Abandoned Calls

Number of Calls Overflowed Out of Queue
Number of Calls Overflowed Into Queue
Number of Calls Dialed Out of Queue
Avg. ACD Call Length

Ava. Answer Time

Figure 5-73 Queue Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=EE 2
_'I DiEpiayElocks

' Set the Thresholds

InACD MIS Monitor
[ D<ine the threshold level and set the threshold colors for each field:
i Ruewe Summany Thresholds
!V | WNumberof Calls Offered
Level 1 Less than 5 Cals Color:
Level 2: More than 5 Calls Color: B
leval 3 Morethan 10 Cals  Color  (wE)

Figure 5-74 Number of Calls Offered threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.

ACD MIS Supervisor Manual 5-87



Issue 6.0 UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

T !
™ | Dr=splay Bocks

Setthe Statistics Period |

'Setithe interval for the summary stabistics.

Stmmany,| niesval

Interval Length:
Ot © o
© 4 Hours ) 8 Hours
© 12 Hours © 24 Hours

Interval Start Time: | IB&DEIAM j

Figure 5-75 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

m-ms
i '_'I Display Blocks

"Set Display Options

'Specify when the display will be opened:

[T] Austomatically open this display on startup.

Figure 5-76 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Number of Calls Answered

Ll il -
" Dreplay Blocks

Name the new ﬂisplay

Type a name for the new display block:

~

Select the type of display block to creste:

©) Queue Monitor

@ Queue Summary

(2 Call Center Monitor

(@ Call Center Summary

© Text

Figure 5-77 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L =i .
il D= play Blocks

| — | Net | Cancel |

Figure 5-78 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=-my
_:l Dirsplay Bocks

Select the Columns

 InACD MIS Monitor

Y Queue Summary Fields DisplayAs_.  +
Name MName
[T Number of Calls Offered Offer
[ Numberof Calls Answered Answer
[T MNumber of Abandoned Calls Abandon
[T Number of Calls Overfiowed Out of Queve  Overflow
[T Number of Calls Overfiowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Avg.Answer Time AvgAnswer | _
s | o
. \ MNext | | Cancel
I |

Figure 5-79 Queue Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1] DicplayBlocks i

Set the Thresholds '
INACD MIS Monitor

‘Define the threshold level and set the threshold colors for each field:

i Guewe Summany Thresholds
!V | Number of Calfs Offered

level I less than 5 Calls Calor:
level2 Morsthan 5 Cals  Color  [E29
level 3 Morethan 10 Cals  Color  [EEY)

Figure 5-80 Queue Summary Fields Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T !
il Di=play Blocks

"Sefthe Siatistics Penod ||

"Set the interval for the summary statistics.

Stimmarny il nlerval

Interval Length:
Ctsvinges ®1Har
(© 4 Hours ©) B Hours
© 12 Hours ) 24 Hours

Interval Start Time: I{I&DGAM -

Figure 5-81 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

Learning About ACD MIS Monitor



UNIVERGE SV8100 Issue 6.0

After the user completes this form and presses the
Next > button, the following form is displayed.

===
il Display Blocks %

Set Display Options

InACD MIS Monitor

" Specify when the display will be opened: |

[ Automatically open this display on startup.

—

Figure 5-82 Queue Summary - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Number of Calls Abandoned

Ll Il =
" Display Blocks

Name the new i:lisplay

Tvpe a name for the new display block:

™

Select the type of display block to creste:

© Queue Monitor

@ Queue Summary

(© Call Center Monitor

@ Call Center Summary

@ Text

Figure 5-83 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L i .
il Dis play Blocks

Select the gueues to be included in the mess Ege:

L | Next | | Cancel |

Figure 5-84 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-
.-l D= play Blocks

InACD MIS Mom‘l@-
[ Queue Summary Fields Displayfs_.  ~
Name Name
[T Numberof Calls Offered Offer
[T Number of Calls Answered Answer
[T Mumber of Abandoned Calls Abandon
[T MNumber of Calls Overflowed Out of Queve  Overflow
[T MNumber of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACDCall Length Avg ACD Call
[T Avg Answer Time Avg Answer -
i | o

Figure 5-85 Que Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L 1 -
™ | D= play Blocks

"Setthe Thresholds
InACD MIS Monitor

Define the threshold level and set the threshold colors for each field:
E Quage Summary Thresholds

[~ 1 Number of Abandened Calls
level 1- less than 5 Calls Colar:
level 2 Morethan & Calls Cofer: =4
Level 3- More than o Calls Cofar: (=)

e — ( Next | | Cancel

Figure 5-86 Number of Abandoned Calls Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-!- -
i | Dreplay Bocks

Setihe Statistics Penod ||

'Setthe interval for the summary statistics.

Stmmany nierval

Interval Length:
e ®1Hou
) 4 Hours () 8 Hours
© 12 Hours ©) 24 Hours

Interval Start Time: | Ip&mm =

Figure 5-87 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

i) Dizplay Blocks x

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened: |

[ Automatically open this display on startup.

Figure 5-88 Queue Summary- asdf Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Number of Calls Overflowed Out
of Queue

-mE =
il Display Blocks

Name the new ﬂispla}'

Type a name for the new display block:

o

Select the type of display block to create:

©) Queue Monitor

@ Queue Summary

() Call Center Monitor

() Call Center Summary

@ Text

Figure 5-89 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

m-ET -
" D= play Blocks

L — | Net | Cancel |

Figure 5-90 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-y
-Tl Drsplay Blocks

Sclect the Columns

INACD MIS Monitor

Y Queue Summary Fields Display As. =~
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queve Dialed Out
[T Avg ACDCall Length Avg ACD Call
[T Ava. Answer Time AvgAnswer
o | 5
- (| Next | Cancel |
L I—

Figure 5-91 Queue Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-
_—l Display Blocks

Set the Thresholds

"Define the threshold level and set the threshold colors for each field:

I Queve Summary Thresholds

[V ]  MumberofCails Overfiowed Outof Queve
level - lessthon 5 Cals  Color
level2 Morethan 5 Cals  Color
level3 Morethan 10 Cals  Color

Figure 5-92 Number of Calls Overflowed Out of Queue Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=g :
™ | Drsplay Blocks

"Sefthe Siatistics Penod |

"Setthe interval for the summary statistics.

Stmmarny i ntenval

Interval Length:
Ctsves ®Har
© 4 Hours (©) 8 Hours
©1 12 Hours ©) 24 Hours

Interval Start Time: |§I&DDAM =

Figure 5-93 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
iz DisplayBlocks b 4

isiay Opors

InACD MIS Monitor

"Specify when the display will be opened:

[[] Automatically open this display on startup.

Figure 5-94 Queues Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Number of Call Overflowed Into
Queue

mET -
il D= play Blocks

Name the new ﬂispla}'

Type a name for the new display block:

P

Select the type of display block to create:

© Queue Monitor

@ Queue Summary

(O Call Center Monitor

@ Call Center Summary

O Text

Figure 5-95 Queues Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

Lt = -
M | Di=play Blocks

Select the queues to be included in the mess Ege:

L — | Net | | Cancel |

Figure 5-96 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

CT i
-TI Dr=play,Blocks

Select the Columns

INACD MIS Monitor

Y Queue Summary Fields DisplayAs.  ~
Eﬂm Name

[T MNumber of Calls Offered Offer

[T Number of Calls Answered Answer

[T Number of Abandoned Calls Abandon

[T Number of Calls Overfiowed Out of Quene  Overflow

[T Number of Calls Overflowed Inio Queve  Inflow

[T Number of Calls Dialed Out of Queve Dialed Out

[T Ava.ACDCall Length Avg ACD Call

[ Avg. Answer Time AvgAnswer | _
T | o

| ( MNewt | Cancel |

Figure 5-97 Queues Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-z
it Dieplay Blocks

Set the Thresholds

Figure 5-98 Number of Calls Overflowed Into Queue Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L . >
il Dreplay Blocks

"Setthe Statistics Period |

"Setthe interval for the summary statistics.

Stimmary | nienval

Interval Length:
e © 1o
) 4 Hours () 8 Hours
12 Hours ©) 24 Hours

1

Interval Start Time: 08:00 AM —+

Figure 5-99 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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iz DisplayBlocks

UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

il Opiors

"Specify when the display will be opened:

[C] Automatically open this display on startup.

Figure 5-100 Queues Summary Display Option Screen

5-118

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Number of Calls Dialed Out of
Queue

Ll i =
" [rsplay, Blocks

Name the new ﬂisplay

Type a name for the new display block:

P

Select the type o display block to create:

© Queue Monitor

(@ Queue Summary

() Call Center Monitor

(@) Call Center Summary

© Text

Figure 5-101 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=g= -
" | D play Blocks

L — | Next | | Cancel |

Figure 5-102 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L.
_Tl D= play Bocks

Select the Columns

INACD MIS Monitor

i Queue Summary Fields DisplayAs_. =~
E Name Name

[ Number of Calls Offered Offer

[T Number of Calls Answered Answer

[T Number of Abandoned Calls Abandon

[T Number of Calls Overflowed Out of Quene  Overflow

[T Number of Calls Overflowed Inio Queve  Inflow

[T Number of Calls Dialed Out of Queue Dialed Out

[T Ava.ACD Call Length Avg ACD Call

[T Ava. Answer Time Avg Answer =
o= | o

. | MNet | | Cancel |

Figure 5-103 Queues Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

w11 T .
i-1 DisplayBlocks

InACD MIS Monito

Define the threshold level and set the threshold colors for each field:

11 Queue Summary Thresholds

Number of Calls Dialed Out of Queve
level T lessthan 5  Cals  Color
level 2= Morathan 5 Calks Coler: [E7)
level3 Merethan 10  Cals  Color (WES)

Figure 5-104 Number of Calls Dialed Out of Queue Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T !
" Di=splay Blocks

"Sefthe Statistics Penod ||

"Setthe interval for the summary statistics.

Stummary |l nterval

Interval Length:
Cats e ® 1o
© 4 Hours ) 8 Hours
) 12 Hours © 24 Hours

1

Interval Start Time: 08:00 AM j

Figure 5-105 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-m=|
4-§ DisplayBiocks b 4

isiay Optons

INACD MIS Monitor

"Specify when the display will be opened:

[] Automatically open this display on startup.

Figure 5-106 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Avg. Call Length

mET -
il Drsplay Blocks

Name the new ﬂisplay

Tvpe a name for the new display block:

P

Select the type of display block to creste-

© Queue Monitor

@ Queue Summary

(O Call Center Monitor

(©) Call Center Summary

O Text

Figure 5-107 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

Lt = -
M | Di=play Blocks

Select the queues to be included in the mess Ege:

L — | Net | | Cancel |

Figure 5-108 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T i
-Tl Dreplay Blocks

Select the Columns

' InACD MIS Monitor

[T Queue Summary Fields DisplayAs_. =
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Ava. Answer Time AvgAnswer
T | o
:  MNext = Cancel |
L mm—

Figure 5-109 Queues Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
il Display Blocks

Set the Thresholds

Define the threshold level and set the threshold colors for each field:

1™ Queve Summary Thresholds =
Avg. Abandon Time
Level I: Lessthan 1 0 Color:
Min  Sec.
Level2 Morethan 1 0 Color (&)
Min  Sec
Level 3 Morethan 2 0 Color  (@m3)
Min  Sec

=

| —  Net  ( Cancel
Figure 5-110 Ave. Abandoned Time Threshold Screen
The threshold menu allows the user to set three

threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T .
M | Dreplay Blocks

"Set the Statistics Period |

"Setthe interval for the summary statistics.

Summary i nlenval

Interval Length:
OS] 1o
) 4 Hours ) 8 Hours
© 12 Hours () 24 Hours

1

Interval Start Time: 02:00AM —=

— | Net  Cancel |
Figure 5-111 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
i-] Display Biocks b4

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened:

[C] Automatically open this display on startup.

Figure 5-112 Queues Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Avg. Answer Time

=T .
| Dre play Blocks

Name the new ﬂiEplEl}’

Type a name for the new display block:

~—
p—

Select the type of display block to create:

© Queue Monitor

@ Queue Summary

() Call Center Monitor

) Call Center Summary

© Text

Figure 5-113 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O ] .
" Display Blocks

= | Next | Cancel |

Figure 5-114 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O i
-Tl Dreplay Blocks

Select the Columns

InACD MIS Monitor

Y Queue Summary Fields DisplayAs_. =~
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Avg. AnswerTime AvgAnswer
TE | o
. | Net | Cancel |
L II—

Figure 5-115 Queue Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T H !
il Display Blocks

Define the threshold level and set the threshold colors for each field:

1% Queus Summary Thresholds =
Avg Answer Time
Level ' Lessthan 1 0 Color:
Min.  Sec
Level2 Morethan 1 0 Color: (B3
Min  Sec
Level3: Morethen 2 0 Color (W)
Min  Sec
=

o

Figure 5-116 Ave. Answer Time Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T !
" | Dis play Blocks:

"Setthe Statistics Period |

"Setthe interval for the summary statistics.

Summarny,| nlerval

Interval Length:
Ot 1
(© 4 Hours ) 8 Hours
12 Hours © 24 Hours

1

Interval Start Time: 08:00AM —=

Figure 5-117 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

X

.=
izl Display Blocks

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened: |

[l Automatically open this display on startup.

Figure 5-118 Queues Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Avg. Abandoned Time

mET -
il Dreplay Blocks

Name the new ﬂispla}f

Type a name for the new display block:

F e

Select the type of display block to create-

) Queue Manitor

@ Queue Summary

() Call Center Monitor

(7 Call Center Summary

O Text

Figure 5-119 Queues Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

Lt = -
M | Di=play Blocks

Select the queues to be included in the mess Ege:

L — | Net | | Cancel |

Figure 5-120 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T i
-Tl Dreplay Blocks

InACD MIS Ilon-‘!@-
[T Queue Summary Fields DisplayAs_. =
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Ava. Answer Time AvgAnswer
T | o
——  MNext = Cancel |

Figure 5-121 Queues Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=g
_'l Dspiay Blocks

Set the Thresholds
INACD MIS Monitor
\ ' ‘Define the threshold level and set the threshold colors for each field:
i Quewe Summany Thresholds
!v | Avg. Abandon Time
level 7: Less than 7 a7 Color:
M. Sec.
Level2- More than 7 f Color: =5
Mir. Sec
level 3 Morethan 2 ¢ Color: (B
Mir. Sec

Figure 5-122 Ave. Abandoned Time Thresholds Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T .
M | Dreplay Blocks

"Set the Statistics Period |

"Setthe interval for the summary statistics.

Summary i nlenval

Interval Length:
OS] 1o
) 4 Hours ) 8 Hours
© 12 Hours () 24 Hours

1

Interval Start Time: 02:00AM —=

Figure 5-123 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
i-] Display Biocks b4

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened:

[C] Automatically open this display on startup.

Figure 5-124 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Percent Abandoned

=T .
| Dre play Blocks

Name the new ﬂiEplEl}’

Type a name for the new display block:

~—
p—

Select the type of display block to create:

© Queue Monitor

@ Queue Summary

() Call Center Monitor

) Call Center Summary

© Text

Figure 5-125 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O ]
" Display Blocks

= | Next | Cancel |

Figure 5-126 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O i
-Tl Dreplay Blocks

Select the Columns

InACD MIS Monitor

Y Queue Summary Fields DisplayAs_. =~
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Avg. AnswerTime AvgAnswer
TE | o
. | Net | Cancel |
L II—

Figure 5-127 Queue Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.

ACD MIS Supervisor Manual 5-149



Issue 6.0 UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

O
i 1 DisplayBlocks

Set the Thresholds

Define the threshold level and sel the threshold colors for each field:

Figure 5-128 Percent Abandoned Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T !
" | Dis play Blocks:

"Setthe Statistics Period |

"Setthe interval for the summary statistics.

Summarny,| nlerval

Interval Length:
Ot 1
(© 4 Hours ) 8 Hours
12 Hours © 24 Hours

1

Interval Start Time: 08:00AM —=

Figure 5-129 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.

ACD MIS Supervisor Manual 5-151



Issue 6.0 UNIVERGE SV8100

For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

X

ST
izl Display Blocks

'SetDisplay Options” |

"Specify when the display will be opened: |

[l Automatically open this display on startup.

Figure 5-130 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Calls Abandoned After Threshold

mET -
il Dreplay Blocks

Name the new ﬂispla}f

Type a name for the new display block:

F e

Select the type of display block to create-

) Queue Manitor

@ Queue Summary

() Call Center Monitor

(7 Call Center Summary

O Text

Figure 5-131 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T ! .
il Display Blocks

Select the gueues to be included in the message;

= | Nedt Cancel |

Figure 5-132 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T i
-Tl Dreplay Blocks

Select the Columns

' InACD MIS Monitor

[T Queue Summary Fields DisplayAs_. =
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Ava. Answer Time AvgAnswer
T | o
:  MNext = Cancel |
L mm—

Figure 5-133 Queue Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

:!i Display Blocks

Define the threshold level and set the threshold colors for each field:

178 Quewe Summary Thresholds

[ ] Calls Abandoned Ater Threshold
Level I lessthan 5 Cals  Coor (B33
level2 Morethan 5  Cals  Color
Level3 Morethan 10 Cals  Color

"

Figure 5-134 Calls Abandoned After Threshold Screen
The threshold menu allows the user to set three

threshold levels for each numeric field and
associate a color change with each level.

5-157

ACD MIS Supervisor Manual



Issue 6.0 UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

-my -
_"I Display Blocks

‘Set the Statistics Period

"Setthe interval for the summary statistics.

© 15 Minutes @ 1 Hour
©) 4 Hours ©) 8 Hours =
©) 12 Hours &) 24 Hours

ki [osooam =

S s L ecoocs

1

S . Net | Cancel
Figure 5-135 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

The last field on this screen allows the user to set
the Service Level Threshold. This value is used to
compute the Answered/Abandoned After Threshold
statistics.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
i-] Display Biocks b4

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened:

[C] Automatically open this display on startup.

Figure 5-136 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Calls Answered After Threshold

=T .
| Dre play Blocks

Name the new ﬂiEplEl}’

Type a name for the new display block:

~—

Select the type of display block to create:

© Queue Monitor

@ Queue Summary

() Call Center Monitor

) Call Center Summary

© Text

Figure 5-137 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O ] .
" Display Blocks

= | Next | Cancel |

Figure 5-138 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display
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After the user completes this form and presses the
Next > button, the following form is displayed.

O i
-Tl Dreplay Blocks

Select the Columns

InACD MIS Monitor

Y Queue Summary Fields DisplayAs_. =~
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Avg. AnswerTime AvgAnswer
TE | o
. | Net | Cancel |
L II—

Figure 5-139 Queue Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-z
il Di=splay Blocks

Set the Thresholds

Define the threshold level and set the threshold colors for each field:

(17 Queve Surnmary Thresholds

[Tv ] Calls Answered After Threshold
Level I Lessthan 5 Cals  Color
Level2 Morethan 5 Cals  Color
Level 3 Morethn 1 Cals  Color

| — | Nedt | Cancel |

Figure 5-140 Calls Answered After Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

- -
_"I Display Blocks

Set the Statistics Period

"Setthe interval for the summary statistics.

©) 15 Minutes @ 1 Hour
©) 4 Hours © 8 Hours z|
© 12 Hours (©) 24 Hours

T e |

1

Figure 5-141 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

The last field on this screen allows the user to set the
Service Level Threshold. This value is used to
compute the Answered/Abandoned After Threshold
statistics.
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After the user completes this form and presses the
Next > button, the following form is displayed.

X

ST
izl Display Blocks

'SetDisplay Options” |

"Specify when the display will be opened: |

[l Automatically open this display on startup.

Figure 5-142 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Percent Abandoned After Threshold

O .
" Dir=play Blocks

Name the new ﬂisplay

Type a name for the new display block:

Select the t',rpE i:lfl;:lisi':ﬂ.a',.r block to create:

(©) Queue Monitor

@ Queue Summary

() Call Center Monitor

(7 Call Center Summary

O Text

| — | Ned  Cancel |

Figure 5-143 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T ! .
il Display Blocks

Select the gueues to be included in the message;

= | Nedt Cancel |

Figure 5-144 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display
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After the user completes this form and presses the
Next > button, the following form is displayed.

T i
-Tl Dreplay Blocks

InACD MIS Ilon-‘!@-
[T Queue Summary Fields DisplayAs_. =
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Ava. Answer Time AvgAnswer
T | o
——  MNext = Cancel |

Figure 5-145 Queue Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=my ’
il DiEpiay Blocks

Set the Thresholds
INACD MIS Monitor
, ' ‘Define the threshald level and set the threshold colors for each field:

l Guews Summarny Thresholds

!v | Calls Abandonsd After Threshold
Level T Less than & Calls Calor:
Level 2 Mors than 5 Calls Colar: (=4
level 3 Morsthan 10 Calls Calor: IC_1&]

M © MNext  Cancel

Figure 5-146 Calls Abandoned After Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-my -
_"I Display Blocks

‘Set the Statistics Period

"Setthe interval for the summary statistics.

© 15 Minutes @ 1 Hour
©) 4 Hours ©) 8 Hours =
©) 12 Hours &) 24 Hours

ki [osooam =

S s L ecoocs

1

S . Net | Cancel
Figure 5-147 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

The last field on this screen allows the user to set
the Service Level Threshold. This value is used to
compute the Answered/Abandoned After Threshold
statistics.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
i-] Display Biocks b4

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened:

[C] Automatically open this display on startup.

Figure 5-148 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Percent Answered After
Threshold

m= .
" | D= play Blocks

Name the new ﬂispla}'

Type a name for the new display block:

F "

Select the t',rpf- i:f.ll:lis;:tl'a*fl block to create:

(©) Queue Monitor

@ Queue Summary

2 Call Center Monitor

) Call Center Summary

© Text

| — | Ned | Cancel |

Figure 5-149 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O ] .
" Display Blocks

= | Next | Cancel |

Figure 5-150 Select the Queues Screen

This menu allows the user to select the queue that is
going to be included in this display
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After the user completes this form and presses the
Next > button, the following form is displayed.

O i
-Tl Dreplay Blocks

Select the Columns

InACD MIS Monitor

Y Queue Summary Fields DisplayAs_. =~
Name Name
[T Number of Calls Offered Offer
[T Number of Calls Answered Answer
[T Number of Abandoned Calls Abandon
[T Number of Calls Overflowed Out of Queve  Overflow
[T Number of Calls Overflowed Inio Queve  Inflow
[T Number of Calls Dialed Out of Queue Dialed Out
[T Avg.ACD Call Length Avg ACD Call
[T Avg. AnswerTime AvgAnswer
TE | o
. | Net | Cancel |
L II—

Figure 5-151 Queue Summary Fields Screen

This form allows the user to select which data item
is displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

:!i Di=play Blocks & 4

INACD MIS Monitor
d level and set the threshold colors for each field:
Level T- lessthan &  Parcent  Color
level2- Morethan &  PFercent Calar- =]
level 3 Morethan %0 Percent Color:  [mm-]
cE—— | Mext | | Cancel |

Figure 5-152 Percentage Answered After Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and associate
a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

- -
_"I Display Blocks

Set the Statistics Period

"Setthe interval for the summary statistics.

©) 15 Minutes @ 1 Hour
©) 4 Hours © 8 Hours z|
© 12 Hours (©) 24 Hours

T e |

1

Figure 5-153 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start
time for all other intervals is then adjusted based on
the selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

The last field on this screen allows the user to set the
Service Level Threshold. This value is used to
compute the Answered/Abandoned After Threshold
statistics.
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After the user completes this form and presses the
Next > button, the following form is displayed.

X

ST
izl Display Blocks

'SetDisplay Options” |

"Specify when the display will be opened: |

[l Automatically open this display on startup.

Figure 5-154 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened
each time that the ACD MIS Monitoring application
is started. Select the Finish button to complete the
definition of this Display Block.
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Queue Summary-Service Level

mET -
il Dreplay Blocks

Name the new ﬂispla}f

Type a name for the new display block:

F e

Select the type of display block to create-

) Queue Manitor

@ Queue Summary

() Call Center Monitor

(7 Call Center Summary

O Text

Figure 5-155 Queue Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display being
defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T ! .
il Display Blocks

Select the gueues to be included in the message;

= | Nedt Cancel |

Figure 5-156 Select the Queues Screen

This menu allows the user to select the queue that
is going to be included in this display.
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After the user completes this form and presses the
Next > button, the following form is displayed.

C i
-Tl Display Blocks

Select the Columns

' InACD MIS Monitor

Uiy Queue Summary Fields DisplayAs_. =
| Name Name

[ Number of Calls Offered Offer

[T Number of Calls Answered Answer

[T Number of Abandoned Calls Abandon

[T Number of Calls Overfiowed Out of Queve  Overflow

[T Numberof Calls Overflowed Inio Quene  Inflow

[T Number of Calls Dialed Out of Queue Dialed Out

[T Avg.ACDCall Length Avg ACD Call

[T Avg. Answer Time Avg Answer =
i | o™

|

Figure 5-157 Queue Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

L] il
il e play Blocks

Set the Thresholds
InACD MIS Monitor
: ' ‘Define the threshold level and set the threshold colors for each field
i Ruewe Summarny Thresholds
!v | Service Level
Level T Morethan %)  Farcent Color:
level2: lessthan 2 Parcent Color: [
level 3 Lessthan &)  Farcent Cofor:  [EE-)

Figure 5-158 Service Level Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

:!i Display Blocks

'St the Statistics Period

»

"Setthe interval for the summary statistics. I
"Interval Length: |
© 15 Minutes @ 1 Hour
© 4 Hours © 8 Hours =
© 12 Hours ) 24 Hours

e e |

|  Net  Cancel |

Figure 5-159 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

The last field on this screen allows the user to set
the Service Level Threshold. This value is used to
compute the Answered/Abandoned After Threshold
statistics.
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After the user completes this form and presses the
Next > button, the following form is displayed.

T
i-] Display Biocks b4

Set Display Options

InACD MIS Monitor

"Specify when the display will be opened:

[C] Automatically open this display on startup.

Figure 5160 Queue Summary Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Active Agents

:!i D= play Blocikes

Name the new display

Type a name for the new display block:

Select the type of display block to create:

©) Quewe Monitor

P

) Queue Summary
@ Call Center Monitor
©) Call Center Summary

O Text

"

Figure 5-161 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-162 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T Hock
il D= play Blocks

Set the Thresholds

InACD MIS Monita
Define the threshold level and set the threshold colors for each field:
1'% Call Center Monitor Thresholds
[T Number of Active Agents
Level 1: Merethan 10  Agents Color:
Level2: [essthan 10  Agenis Color: [E=5)
Leval 3 Lass than 5  Agents Color:  [wm-)

oy

Figure 5-163 Number of Active Agents Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-164 Call Center Monitor - Display Options Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Agents on ACD
Calls

] DiEplay Blocks

Name the new display

Type a name for the new display block:

Select the type of display block to create:!

©) Queue Monitor

P

©) Queue Summary
@ Call Center Monitor
) Call Center Summary

© Text

o

Figure 5-165 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-166 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=-.y -
M | Display Blocks

"Define the threshold level and set the thresheld colors for each field:

i Queus Monitor Threshalds

] Number of Agents on ACD Call
Level 1: Morethan 10  Agents Color:
Level2: Lessthan 10  Agents  Colo: (B3
Level3: lessthan 5  Agents  Color (B

o

Figure 5-167 Number of Agents on ACD Call Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-168 Call Center Monitor Display Options Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Agents on Non-ACD
Calls

:!i Display Biocks x

Name the new display

Type a nama for the new display block:

Select the type of display block to create:

© Queue Monitor

©) Queue Summary

@ Call Center Monitor

© Call Center Summary

© Text

——

Figure 5-169 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-170 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T Hock
il D= play Blocks

Set the Thresholds

InACD MIS Monitor
Define the threshold level and set the threshold colors for each field:

1'% Call Center Monitor Thresholds

[T Number of Agents on Non-ACD Caills
Level 1: Less than 5  Agents Color:
LevalZ: Morethan 5  Agenis Color: [E=5)
Lleval3- Morethan 10  Agents Color:  [wm-)

| — Nt | Cancel |

Figure 5-171 Number of Agents on Non-ACD Calls Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-172 Call Center Monitor - Display Options Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Agents on Rest

:!i D= play Blocikes

Name the new display

Type a name for the new display block:

Select the type of display block to create:

©) Quewe Monitor

P

) Queue Summary
@ Call Center Monitor
©) Call Center Summary

O Text

"

Figure 5-173 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-174 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

| Display Blocks

Set the Thresholds

L — | Next | Cancel |
Figure 5-175 Number of Agents on Rest Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-176 Call Center Monitor - Display Options Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Agents on Wrap-up

:!i D= play Blocikes

Name the new display

Type a name for the new display block:

Select the type of display block to create:

©) Quewe Monitor

P

) Queue Summary
@ Call Center Monitor
©) Call Center Summary

O Text

"

Figure 5-177 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.

ACD MIS Supervisor Manual 5-205



Issue 6.0 UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-178 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-.c
u. 1 DisplayBlocks

Define the thrashold level and set the threshold colors for each field:

17 Cali Center Monitor Thresholds

[TV ] Number of Agents in iap-up
Level I Lessthan 5 Agents

Level 2 Morethan 5 Agents

Level 3 Morethan 10 Agents

mae

Color:
Color:
Color:

Figure 5-179 Number of Agents in Wrap-up Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-180 Call Center Monitor - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Idle Agents

:!i D= play Blocikes

Name the new display

Type a name for the new display block:

Select the type of display block to create:

©) Quewe Monitor

P

) Queue Summary
@ Call Center Monitor
©) Call Center Summary

O Text

"

Figure 5-181 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-182 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

*21 Display Block:
i-§ DizplayBlocks

Set the Thresholds

InACD MIS Monitor

Define the threshold level and set the threshold colors for each field

Figure 5-183 Number of Idle Agents Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-184 Call Center Monitor - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.

5-212 Learning About ACD MIS Monitor



UNIVERGE SV8100 Issue 6.0

Call Center Monitor-Number of Calls in Queue

:!i D= play Blocikes

Name the new display

Type a name for the new display block:

Select the type of display block to create:

©) Quewe Monitor

P

) Queue Summary
@ Call Center Monitor
©) Call Center Summary

O Text

"

Figure 5-185 Call Center Monitor Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-186 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-!— = 1
i I Display Blocks

InACD MIS Monitor

Figure 5-187 Number of Calls in Queues Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-188 Call Center Monitor - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Monitor-Number of Active Agent Client
Sessions

:!i Display Blocks x

Name the new display

Type a name for the new display block:

Select the type of display block to create:!

©) Queue Monitor

P

©) Queue Summary

@) Call Center Monitor

) Call Center Summary

© Text

— | Nt | Cancel |

Figure 5-189 Call Center Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks

InACD MIS Monitor

'Y Call Center State Fields Display As...
[ T ] Number of Active Agenis Logged In

[T Number of Agents on ACD Calls Busy

[T Numberof Agenis on Non-ACD Calls ~ Non-ACD

[T Number of Agenis on Rest Rest

[T Number of Agenis in Wrap-up Wrap

[T Number of ldle Agents Idle

[T Number of Calls in Queues Calls in Queue

[T Number of Active Agent Client Sessions  Clients

J— CMedt  Cancel

Figure 5-190 Call Center Monitor Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] DicplayBiocks i

Setthe Thresholds y

"Define the threshold level and set the threshold colors for each field:

'Y Call Center Monitor Thresholds
Iv | Number of dciive Agent Client Sessions
level 7: Morethan 10  Agents Color:
Level2: Less than 18 Agents Color: ==
level 3- Less than 5 Agants Calor: IC_ 1|
M o Mewt  Cancel

Figure 5-191 Number of Active Agent Client Sessions Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-192 Call Center Monitor - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Summary-Number of Calls Offered

=NE -
-_I Dysplay Blocks

Name the new display

Type a name for the new display block:
( )

Select the type of display block to create:

©) Queue Monitor

©) Queue Summary
(©) Call Center Monitor
@ Call Center Summary

© Text

LN

Figure 5193 Call Center Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks ﬁ
InACD MIS Monitor
By

'Y Call Center Summary Fields Display As...

[ T |MumberoiCalls Offered ~ Offer
[T Numberof Calls Answered  Answer
[T Number of Calls Abandoned Abandon

— o Net  Cancel

Figure 5-194 Call Center Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

-!- - -
il Display Blocks

Define the threshold level and set the threshold colors for each field:

' Call Center Summary Thresholds

| Number of Calls Offered
Level I: lessthan 5  Calk  Color
level2 Morethan 5 Cals  Color (B89
level 3 Morethan 10 Calk  Color  [(wmo)

Figure 5-195 Number of Calls Offered Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T .
M | Dreplay Blocks

"Set the Statistics Period |

"Setthe interval for the summary statistics.

Summary i nlenval

Interval Length:
OS] 1o
) 4 Hours ) 8 Hours
© 12 Hours () 24 Hours

1

Interval Start Time: 02:00AM —=

Figure 5-196 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.

5-224 Learning About ACD MIS Monitor



UNIVERGE SV8100 Issue 6.0

For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

ACD MIS Supervisor Manual 5-225



Issue 6.0 UNIVERGE SV8100

After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-197 Call Center Summary - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Summary-Number of Calls Answered

=NE -
-_I Dysplay Blocks

Name the new display

Type a name for the new display block:
( )

Select the type of display block to create:

©) Queue Monitor

©) Queue Summary
(©) Call Center Monitor
@ Call Center Summary

© Text

LN

Figure 5-198 Call Center Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks ﬁ
InACD MIS Monitor
By

'Y Call Center Summary Fields Display As...

[ T |MumberoiCalls Offered ~ Offer
[T Numberof Calls Answered  Answer
[T Number of Calls Abandoned Abandon

— o Net  Cancel

Figure 5-199 Call Center Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

.
e | Display Blocks

"Set the Thresholds
INACD MIS Monitor
Define the threshold |evel and set the threshold colors for each field:
(17 Calf Center Summary Thresholds
[+ Number of Calls Answered
Level I: lessthan 5 Calls Color:
Level/2- Morethan  § Calls Colorr [E27)
Level 3 Morethan 10 Calls Color: [EE-)
e—  MNext Cancel

Figure 5-200 Number of Calls Answered Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T .
M | Dreplay Blocks

"Set the Statistics Period |

"Setthe interval for the summary statistics.

Summary i nlenval

Interval Length:
OS] 1o
) 4 Hours ) 8 Hours
© 12 Hours () 24 Hours

1

Interval Start Time: 02:00AM —=

Figure 5-201 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-202 Call Center Summary - Display Option Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Call Center Summary-Number of Calls Abandoned

=NE -
-_I Dysplay Blocks

Name the new display

Type a name for the new display block:
( )

Select the type of display block to create:

©) Queue Monitor

©) Queue Summary
(©) Call Center Monitor
@ Call Center Summary

© Text

LN

Figure 5-203 Call Center Summary Screen

This menu requests the user to enter a name for the
new Display Block and select the type of display
being defined.
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After the user completes this form and presses the
Next > button, the following form is displayed.

] Dol Blocks ﬁ
InACD MIS Monitor
By

'Y Call Center Summary Fields Display As...

[ T |MumberoiCalls Offered ~ Offer
[T Numberof Calls Answered  Answer
[T Number of Calls Abandoned Abandon

— o Net  Cancel

Figure 5-204 Call Center Summary Fields Screen

This form allows the user to select which data item is
displayed and the Display As Name.
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After the user completes this form and presses the
Next > button, the following form is displayed.

=T .
M | Display Blocks

MCD MIS Monitor
: Define the threshold level and set the threshold colors for each field:
1 Calf Center Summary Thresholds
[T Number of Calls Abandeoned
Level I: lessthan 5 Calls Color:
Leve/2- Morethan 5 Calls Color (B3]
Level 3 Morethan 10 Calls Color:  [EE-)
— | MNext | Cancel |

Figure 5-205 Number of Calls Abandoned Threshold Screen

The threshold menu allows the user to set three
threshold levels for each numeric field and
associate a color change with each level.
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After the user completes this form and presses the
Next > button, the following form is displayed.

O T .
M | Dreplay Blocks

"Set the Statistics Period |

"Setthe interval for the summary statistics.

Summary i nlenval

Interval Length:
OS] 1o
) 4 Hours ) 8 Hours
© 12 Hours () 24 Hours

1

Interval Start Time: 02:00AM —=

Figure 5-206 Summary Interval Screen

The Interval specifies the time that is used to
summarize the data values. When the current time
expires, all counters are reset to zero and a new
interval begins. The Interval Start Time sets a time
period when one of the intervals begins. The start time
for all other intervals is then adjusted based on the
selected start time.
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For example, if the Interval is four hours and the
Interval Start Time is 8:00AM, then intervals start at
12:00PM, 4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.
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After the user completes this form and presses the
Next > button, the following form is displayed.

1T :
_I Di=play Blocks

llpACD MIS Monitor

Specify when the display will be opened:

[ Call Center State - adf

[ Automatically open this display on startup.

Figure 5-207 Call Center Summary - Display Options Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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Text

!. Display Blocks

Name the new display

Type a name for the new display block:

Select the type of display block to create:

©) Queue Monitor

P

) Queue Summary
{©) Call Center Monitor
() Call Center Summary

@ Text

e | Ned Cancel |

Figure 5-208 Text - Display Options Screen
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After the user completes this form and presses the
Next > button, the following form is displayed.

.y oo 3
il Display Blocks

InACD MIS Monitor
: [ Enter Tex Here
r—Text Alignment
C Lek
@ Center
€ Right
| Net Cancel |

o

Figure 5-209 Enter Text Screen

Input the Text for the for the Text Display Block. The
window will show an example of what the Text Display
Box Text will look like.
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Text Alignment

Assign the Alignment of the Text in the Text Display
Block to be Left, Center or Right

Font

Click on the Font Icon to change the Font type,
style and size for the Text Display Block.

AaBbYyZz

| Westem -]

Figure 5-210 Font Screen
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5-242

Text Color

UNIVERGE SV8100

Click on the Text Color icon to change the Text Color

for the Text Display Block.

|

EEEN T
EEEENEN
EEEEEN
EEEETT
TTHEEEN
EEERNT

‘T@TEIIIIIE?
§

171
171
171
171
171
11
171

]
i

TEEEEN E

e

i
t

Figure 5-211 Font Color Screen
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77§ Mmmmmnf g

Background Color

Click the Background Color Icon to select the
background color for the Text Display Block.

i

HEEETT
TTHENEN
EEEERNET

EEEN T
EEENNEN
EEEEEN

§

171
171
171
171
11
171
171

]
;

}
i

Figure 5-212 Font Color Screen
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After the user completes this form and presses the
Next > button, the following form is displayed.

-
y-1 DisplayBiocks

"Set Display Options

INACD MIS Monitor

""i"‘ Text Messane - Text Display Block

7] Autematically open this display on startup.

S — (_Finish | | Cancel |
Figure 5-213 Text - Display Options Screen

The Display Options form allows the user to indicate
that an instance of the display should be created
when the definition is complete. Also, the user can
specify that this display be automatically opened each
time that the ACD MIS Monitoring application is
started. Select the Finish button to complete the
definition of this Display Block.
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3.6

Issue 6.0

Display Window Characteristics

As shown in the previous examples, each table or
graph that is instantiated in ACD MIS Monitor
creates a separate window. This approach allows
the user to layout the screen exactly as they desire.
Individual windows can be resized and positioned
within their Windows desktop to achieve the most
efficient use of their display.

In addition to being able to reposition the individual
windows, the user can modify the following
characteristics:

O The width of individual columns within a table
can be resized by dragging the edge of the
column header.

O The width and height of individual table windows
can be changed to increase/decrease the visible
portion of the table. If the window size is
reduced to a size that is smaller than the defined
table, the window includes horizontal and/or
vertical scroll bars to allow repositioning of the
table in the window.

O The size and position of individual windows are
maintained between activations of the ACD MIS
Monitor application.
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3.7 Pull-Down Menus

The Function Menu on the Monitor main screen
provides access to commonly used functions for the
application. Each function category has an associated
drop down menu that lists all available functions in
that category. The available categories and functions
are as follows:

File

O Exit

@) Print Setup: provides printer configuration setup

O Cut
@) Copy
O Paste

Tools

O Font Size

O Start-Up Displays

O MIS Server Settings

Help
O Contents and Index
O About ACD Monitor

These functions are further defined in the following
sections:
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File Menu

Exit

This closes the Monitor application, including all
open display windows. When this function is
selected, a confirmation dialog is opened that
informs the user that all display windows are closed.
This window also has a checkbox control that
disables the display of this message in the future.

Tools Menu

Font Size

This function allows the user to change the font size
used in all active Monitor displays. When this
function is selected, a menu is displayed that

provides three selections for font size (Small,
Medium, and Large).
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Start Up Displays

This function allows the user to alter the collection of
displays that are automatically initiated on Startup.
When this function is selected a menu is displayed
that has two lists. The first list includes all display
definitions that are currently initiated at Start Up. The
other list shows all other defined display names.

=g -
.'i CallCenter Displays

Select the displays to be launched at startup.

InACD MIS Monitor

Select displays and click on arrows to move displays between lists.

Startup Displays

Display List

Agent State - Sales
Queue Monitor
Bueue Summary Graph

Agent State - Sve
Agent Summary

Call Center Stats
Customer Service Graph
Overflow Graph
Parts Performance
Queue Performance
Queue Surmmary
Sales Graph

Sales Monitor
Summary Graph

Figure 5-214 Start Up Displays Screen
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The Add and Remove buttons is used to transfer
elements between the two lists.

MIS Server Settings

This function is used to change the settings for the
MIS Server.

Help Menu

Contents and Index

This function opens the Windows HTML Help viewer
to view the applications Help file. The help file
includes information about all features and functions
of the application. The help file includes a Table of
Contents and Index to help easily locate the desired
information.

About ACD Monitor

The About function displays a form that shows the
product name, current version number, and
copyright notice.
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ACD MIS Reports CHAPTER 6

SECTION 1 STARTING ACD MIS REPORTS FOR THE FIRST TIME
1. From the Windows Start menu, choose Programs.
2. Select ACD MIS Reports from the ACD MIS menu.
3. When ACD MIS Reports is started for the first time,
the application prompts the user to enter the name/IP

address of the MIS Server (if on same PC as Server
enter name as localhost).

MIS Server Setup

MIS Server
OIP Address |
(*) Server Name

TCP/IPPort L]

Figure 6-1 MIS Server Configuration Screen
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4. Enter the Login ID and Password. Then click Login.

InACD

RERORTS

Login: Agent 101 .

Password:

Figure 6-2 ACD MIS Reports
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SECTION 2 DEscRIBING ACD MIS REPORTS MAIN SCREEN

After the user is authenticated, the ACD MIS Reports Main
Menu is displayed. The ACD MIS Reports main window
provides the user with easy access to the functions
required to access the standard reports.

An example of the main window for the ACD MIS Reporting
application is shown below.

File Tools Help
View Agent Report

Define Auto Print Report

83 Agent Call Sumrmary

&3 Agent Login/Rest Timeline
&3 Agent Performance Summary
83 Agent State Summary

83 Agent Traffic (Hourly)

Figure 6-3 ACD MIS Reports Main Menu
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You can select the type of report to view on the left side of
the ACD MIS Reports main menu.

Agents Includes statistics for individual agents
Queues Includes Statistics accumulated by queue
Includes detailed call records and
Calls

abandoned call reports

Lists reports the user has scheduled to be

Auto Report automatically printed

Selecting one of these categories updates the right side of
the form to show the operations that can be performed in this
category. The user can initiate one of these commands by
clicking on the desired action.

The lower half of the form shows the reports that are
available in the selected category. The above example lists
the report templates that are defined in the Agents category.
The main window layouts for the other report categories are
presented in subsequent paragraphs.
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21 ACD MIS Report Display Window

When a report is generated, the requested
information is displayed in a new window, as shown
below.

™ Call Summary By Queue ] — O] x|
File
Call Summary By Queue

6/26/2008 - 6/26/2003
3:00 &M - 5:00 PM

Calls Calls Avg Call Avg Wait

Group Calls Offered Longest Wait

Answered | Abandoned Length Time:

Queue 1 10 6 3 0:59 0:15 0:46
Queue 2 9 4 1 24:53 0:17 0:30

Figure 6-4 Queue Reports - Call Summary By Queue

If the report is too large to fit in the window,
horizontal and/or vertical scroll bars are available to
reposition the report. Under the File option on the
menu bar, the user can select Print, Print Preview
or Exit. The Print command opens the standard
Windows Print dialog, which is used to send the
report to a printer. The Exit command closes this
ACD MIS Report viewer window. Each report is
shown in a separate report viewer window.

2.2 Agent Reports

When the Agents option is selected, the ACD MIS
Reports main menu appears as shown in Section,
ACD MIS Reports Main Screen. In this menu, the

following operations are accessible:

View Agent Report
Define Auto Print Report
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The ACD MIS Reports utility allows the user to
generate five different agent reports:

O
O
O
O
O

Agent State Summary

Agent Performance Summary
Agent Traffic (Hourly)

Agent Call Summary

Agent Login/Rest Timeline

These reports are defined in the following paragraphs.

2.2.1

Agent State Summary

The Agent State Summary reviews the
activities for a selected group of agents. The
following window shows an example of the
text form of the Agent State Summary.

=10l

File

MamefID

Logged In
Time

Agent State Summary

6/26/2008 - 6/26/2008
9:00 &AM - 5:00 PM

102 - 102
103 - 103
104 - 104

ACD Call Time |  Idle Time Rest Time Wrap Time l\]l:l.:_‘;;lf\E:CD
2:05:22 1:39:31 25:24 0:27 0:00 0:00
2:08:50 5:10 26142 0:00 0:00 1:36:58
2:07:45 0:46 1:21 2:05:17 0:00 0:21

Figure 6-5 Agent Reports - Agent State Summary

For each selected agent, this report shows
the time they have been in different agent
states.

The user may also select a graphing option,
which shows this information charted as a
bar graph.
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Agent State Summary Report Generation

To create a new agent state summary
report, the user selects the View Agent
Report option from the main ACD MIS
Report window or double-clicks on the
Agent State Summary selection in the
lower half of the main screen. When this
operation is selected, a series of data entry
forms are presented which guide the user
through the report generation process.
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The first form to be displayed prompts the
user to select the agents that are included in
the report.

Agent Beports

Select the Agents

InNACD MIS Reports

Select the agents or queues.
(®) By Agent Name OBy Queue
&3 Agents
2 Agent101
2 Agent 102
E Agent 103

Figure 6-6 Agent Reports - Select Agents

The user specifies the agent list by either
selecting a queue or individual agents. If a
queue or all queues is selected, each agent
that was active in the selected queue(s)
during the reporting period is included in the
report.
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After the agent list is completed, the
following screen is displayed.

@ AgentHepons b

Select the Columns

Select the fields to be included in the report:

[@  AgentState Summary Ficlds
Logged In Time

ACD Call Time

Idle Time

Rest Time

Wrap Time

Non-ACD Time

Rk

Figure 6-7 Agent Reports - Select Columns

The user specifies the fields or columns to
be included in the report.
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After the column selection is completed, the
following screen is displayed.

Agentiiepons

Set the column order

Drag individual fields to rearrange the column order:

* Agent State Summary Fields

In Time | ACD Call Time | Idle Time | Rest Time Time | Non-AC
'ELI—I_l_w;I_«m ,

|

Figure 6-8 Agent Reports - Set Column Order

Drag individual fields to rearrange column
order.
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After the column order is completed, the
following screen is displayed.

Agent Reports

Specify the Reporting Period and Interval
InACD MIS Reports

:

ENRVEC 04./14/2008 v

m 04/21/200¢ >

Reporting Interval

Start Time:  (EAVLLE )

End Time:

l f

Figure 6-9 Agent Reports - Specify Reporting Period

This menu allows the user to specify the
date range that is included in this report.
The user can enter a specific start and end
date or click on the date entry field to use
an interactive calendar control to select the
dates. The report generator uses all data
available in the specified dates (inclusive).
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After the user selects the reporting period,
the following menu is displayed.

Specify the Reporting Period and Interval

InACD MIS Reports

\
W 06/26/200¢ 'I
m 06/26/200¢ 'I

Reporting Interval 1

Figure 6-10 Agent Reports - Specify Time Interval

The time interval menu allows the user to
specify the working hours that are to be
included in the report. For the Start Time
field and End Time field, the user can use
the up/down control to vary each element of
the time field (hour, minutes, AM/PM).

ACD MIS Reports
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After the time interval is specified, the
following menu is displayed.

Select the Report Format

INACD MIS Reports

(O Graph only

(O Both Text and Graph

(Genmate Repon ) (@D

Figure 6-11 Agent Reports - Select Report Format

ACD MIS Supervisor Manual

The final step in the report definition is to
specify how the report is formatted. For
this type of report, the user can select to
show the text only (tabular) format, the bar
graph, or both table and graph. Clicking
on the Generate Report button builds the
requested report for display in a report
viewer window.
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2.2.3 Agent Performance Summary

This report helps a supervisor analyze how
efficiently agents are handling calls.

E Agent Performance Summary A =] P3|
File
Agent Performance Summary

6/26/2008 - 6/26/2008
9:00 &M - 5:00 PM

MNon-ACD Call

MName/ID ACD Calls | Avg ACD Call | Wrap Count | AvgWrap | Rest Count Avg Rest Count Awvg Non-ACD
102 - 102 3 33:10 1] 0:00 1 0:27 0 0:00
103 - 103 S 1:02 0 0:00 0 0:00 1 1:36:58
104 - 104 1 0:46 0 0:00 2 1:02:38 1 0:21

Figure 6-12 Agent Reports - Agent Performance Summary

The user may also have the information
presented in a graph format.

2.2.4  Agent Performance Summary Report
Generation

To create a new Agent Performance
summary report, the user selects the View
Agent Report option from the main ACD
MIS Report window, or double-clicks on the
Agent Performance Summary selection in
the lower half of the main screen. When this
operation is selected, the following series of
data entry forms is presented which guide
the user through the report generation
process.

Select the agents — Same menu described
in Agent State Summary example.

Specify the reporting period — Same menu
described in Agent State Summary example.

Set the Time Interval — Same menu
described in Agent State Summary example.
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Select the report format — Same menu
described in Agent State Summary
example.

2.2.5 Agent Traffic (Hourly)
This report helps a supervisor analyze the
peak traffic patterns during the workday.
=lojx|

File

Mame/ID 9 AM 10 AM

Agent Traffic ([Hourly)

6/28/2008 - 6/26/2008
3.00 &M - 5:00 PM

102 - 102 0 0
103 - 103 0 0
104 - 104 0 0

1AM 12PM

Figure 6-13 Agent Reports - Agent Traffic (Hourly)

2.2.6
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The user may also have the information
presented in a graph format.

Agent Traffic (Hourly) Report Generation

To create a new Agent Traffic (Hourly)
report, the user selects the View Agent
Report option from the main ACD MIS
Report window, or double-clicks on the
Agent Traffic (Hourly) selection in the
lower half of the main screen. When this
operation is selected, the following series
of data entry forms is presented which
guide the user through the report
generation process.

Select the agents — Same menu
described in Agent State Summary
example.

Specify the reporting period — Same
menu described in Agent State Summary
example.
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Set the Time Interval — Same menu
described in Agent State Summary example.

Select the report format — Same menu
described in Agent State Summary example.

2.2.7  Agent Call Summary

This report helps a supervisor identify any
potential agent issue that might require
additional training.

(@] Agent Call Summary o] @ ==
File
Agent Call Summary
4/20/2012 - 412012012
9:00 AM - 5:00 PM
A Short Callis less than 10 seconds

Logqed In ACD Call No-Answer ade| Non-ACD

STA 104 - 1403 22:26
STA 152 - 1451 19:18

Figure 6-14 Agent Reports - Agent Call Summary

No graphing option is available for this
report.

With ACD MIS 1.6 this report adds the Short
Call Value (user specified) in the Heading as
long as the value is non zero.

To create a new Agent Call Summary report,
the user selects the View Agent Report
option from the main ACD MIS Report
window or double-clicks on the Agent Call
Summary selection in the lower half of the
main screen. When this operation is

ACD MIS Reports
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selected, the following series of data entry
forms is presented which guide the user
through the report generation process.

Select the agents — Same menu
described in Agent State Summary
example.

Specify the reporting period — Same
menu described in Agent State Summary
example.

Set the Time Interval — Same menu
described in Agent State Summary
example.

Select the Short Calls Threshold — The
report generator can count the number of
short calls that are handled by each agent.
A short call is identified as an ACD call that
has a talk time less than a defined
threshold.
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The user specifies the short call threshold as
part of the report definition process in the
following form.

AgentHeports

Set the Short Call Threshold

InACD MIS Reports

& Short Call occurs when the agent talk time s less than:

Figure 6-15 Agent Reports - Set Short Call Threshold

The user enters a numeric value in the field
to indicate the threshold for short calls. Any
call whose talk time is less than the specified
value is counted as a short call.

ACD MIS Reports



UNIVERGE SV8100 Issue 6.0

2.2.8 AgentLogin/Rest Timeline

This report provides a timeline of agent
login and rest activity to inform the
supervisor of an agent’s active time in
ACD.

The following example shows the format
for the Agent Login/Rest Timeline report.

f (s8] Agent Login/Rest Timeline E@@
File
Agent Login/Rest Timeline
4j20/2012 - 4/20/2012
9:00 AM - 5:00 PM

T

Agent: STA 104 - 1403
4/20/2012 Login 9:42:57 AM  10:05:01AM  00:22:04

Login 10:05:05 AM 10:05:25AM  00:00:20
Total Login Time: 00:22:24 Total Rest Time: 00:00:00
Agent: STA 152 - 1451
4/20f2012 Login 9:46:01 AM  10:05:1SAM  00:19:18
Rest 9:46:09 AM  9:47:34 AM 00:01:25

Rest 10:05:08 AM 10:05:10 AM  00:00:02
Total Login Time: 00:19:18 Total Rest Time: 00:01:27

Figure 6-16 Agent Reports - Agent Login/Rest Timeline

This report does not offer a graphing
option.

With ACD MIS 1.6 this report changes the
timestamp format from HH:MM AM/PM to
HH:MM:SS AM/PM.
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Agent Login/Rest Timeline Report
Generation

To create a new Agent Login/Rest Timeline
report, the user selects the View Agent
Report option from the Main ACD MIS
Report Window, or double-clicks on the
Agent Login/Rest Timeline selection in the
lower half of the main screen. When this
operation is selected, the following series of
data entry forms is presented which guide
the user through the report generation
process.

Select the agents — Same menu described
in Agent State Summary example.

Specify the reporting period — Same menu
described in Agent State Summary example.

Set the Time Interval — Same menu
described in Agent State Summary example,
except the Generate Report button replaces
the Next button.

ACD MIS Reports
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When the Queue option is selected, the ACD MIS

Reports main window appears as follows:

File  Tools Help

B%)

View Queue Report

Define Auto Report

4% Call Summary by Queue

4% Call Summary by Queue (Daily)

4§ Call Summary by Queue (Hourly)

4§ Call Summary by Queue (Quarter Hourly)
4§ Call Traffic by Queue

4§ Call Traffic by Queue (Daily)

4§ Call Traffic by Queue (Hourly)

&5 Service Level by Queue

4§ Service Level by Queue (Daily)

4% Service Level by Queue (Hourly)

Figure 6-17 Queue Reports Main Menu

From this menu, the following operations are
available:

View Queue Report

Define Auto Print Report

ACD MIS Supervisor Manual
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Ten Queue Reports are available:

Call Summary by Queue

Call Summary by Queue (Daily)

Call Summary by Queue (Hourly)

Call Summary by Queue (Quarter Hourly)
Call Traffic by Queue

Call Traffic by Queue (Daily)

Call Traffic by Queue (Hourly)

Service Level by Queue

©C 0O 0O 0 0 0O 0 0 O

Service Level by Queue (Daily)

O

Service Level by Queue (Hourly)

The definition and appearance of each display are
further described in the following subsections.

2.3.1  Call Summary by Queue

This report indicates the call distribution and
overall performance in the call center.

| Call Summary By Queve =[O0

File

Call Summary By Queue

6/26/2008 - 6/26/2008
3:00AM - 5:00 PM

) calle Offar Calls Calls Avg Call Avg Wait S
Group Calls Offered | 4 cered | Abandoned Length Time Longest Wait
Queue 1 10 6 3 0:59 0:15 0:46
Queue 2 9 4 1 24:53 0:17 0:30

Figure 6-18 Queue Reports - Call Summary by Queue

This report does not have a graphing option.
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2.3.2  Call Summary by Queue Definition

Defining a Call Summary by Queue report
is accomplished using the following
sequence of menus.

Gueue Heports

Select the Queues

InACD MIS Reports

& Queues
2 Queue 1
Queue 2

(Net ) (@Eaneeld)

Figure 6-19 Queue Reports - Select Queues

This menu allows the user to select the
queues that are included in this report.
Each queue is shown on a single row in
the resulting table.
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After the queue list is completed, the
following screen is displayed.

@ QueneRepois

Select the Columns

InACD MIS Reports

Select the fields to be included in the report:

[@  call Summary By Queve Fields
Calls Offered
[¥  Calls Answered
Calls Abandoned
AVG Call Length

AVG Wait Time
Longest Wait

BRI

Figure 6-20 Queue Reports - Select Columns

The user specifies the fields or columns to
be included in the report.
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After column selection is completed, the
following screen is displayed.

a QueneRepors

Set the column order

Drag individual fields to rearrange the column order:

.5 Call Summary By Queue Fields

Calls Offered | Calls Answered | Calls Abandoned | AVG Call AVG Wa
<« I »

— | Newt  Cancel

Figure 6-21 Queue Reports - Set Column Order

Drag individual fields to rearrange column
order.
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After the queues are selected, the following
screen is displayed.

Queue Reports

Specify the Reporting Period and Interval

ACD MIS Reports

EEEE 047212006 ~
0472172006 ¥

Reporting Interval

Start Time: (AU )

End'Time:

Figure 6-22 Queue Reports - Specify Reporting Period

This menu allows the user to specify the
date range that is included in this report.
The user can enter a specific start and end
date, or click on the date entry field to use an
interactive calendar control to select the
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dates. The report generator uses all data
available during the specified dates
(inclusive).

After the user selects the reporting period,
the following menu is displayed.

BueueBeports

Specify the Reporting Period and Interval

InACD MIS Reports

:
m 06/26/200E vI
m 06/26/200E 'I

Reporting Intesval N

Figure 6-23 Queue Reports - Specify Time Interval

The time interval menu allows the user to
specify the working hours that are included
in the report. For the Start Time field and

ACD MIS Supervisor Manual 6-27
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End Time field, the user can up/down control
to vary each element of the time field (hour,
minutes, AM/PM).

Clicking on Generate Report builds the
requested report and displays the results in
the report viewer window.

Call Summary by Queue (Daily)

This report identifies trends in call patterns
or daily performance.

™ Call Summary By Queue (Daily) i =] |
File

Call Summary By Queue [Daily)

6/25/2008 - 6/27/2008
8:00AM - 5:00 PM

Wed 06/25 | Thu 06/26 Fri 06/27

Calls Offered 0 19 10
Calls Answered 0 10 4
Calls Abandoned 0 4 2
Avg Call Length 0:00 10:33 1:50
Avg Wait Time: 0:00 0:16 0:29
Longest Wait 0:00 0:46 1:23

Figure 6-24 Call Summary by Queue (Daily)

The graphing option for this report allows the
user to select between graphing the call
counts or the averages. In both cases the
horizontal axis of the graph shows the
selected days.

Defining the Call Summary by Queue (Daily)
report is accomplished using the following
sequence of menus.

Select the Queues — Same menu defined
for the Call Summary by Queue (Hourly)
example.

ACD MIS Reports
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Specify the Columns/Fields — Same
menu described in Call Summary by
Queue example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same
menu described in Call Summary by
Queue example.

Set the Time Interval — Same menu

described in Call Summary by Queue
example, except the Generate Report
button is replaced by the Next button.

Select the report format — Same menu
described in Call Summary by Queue
(Hourly) example.

2.3.4  Call Summary By Queue (Hourly)
This report provides an hourly call
summary by queue.
=lolx]

File

Call Summary By Queue (Hourly)

6/26/2008 - 6/26/2008
9:00 AM - 5:00 PM

10 AM 11 AaM
Calls Offered o 0
Calls Answered [u] 1]
Calls Abandoned 0 1}
Avg Call Length 0:00 0:00
Avg Wait Time 0:00 0:00
Longest Wait 0:00 0:00

9 3 7 0 0 o

7 1 2 0 0 0

2 2 0 0 o o
14:33 0:01 1:48 0:00 0:00 0:00
10 0:21 mz2 0:00 0:00 0:00
117 0:46 0:30 0:00 0:00 0:00

Figure 6-25 Call Summary by Queue (Hourly)

ACD MIS Supervisor Manual
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The graphing option for this report allows the
user to select between graphing the call
counts and graphing the averages. In both
cases the horizontal axis of the graph shows

the selected hours.

Defining the Call Summary by Queue
(Hourly) Report is accomplished using the
following sequence of menus.

Select the Queues — The following menu
allows the user to select the Queues for the

report.

E (ueue Heports

=
Select the Queues

InACD MIS Reports

&
v

[T ]

Queues
Queue 1
Queue 2

Figure 6-26 Queue Reports - Select Queues
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This menu allows the user to select the
queues to include in this report. Each
gueue is shown on a single row in the
table.

Specify the Columns/Fields — Same
menu described in Call Summary by
Queue example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same
menu described in Call Summary by
Queue example.

Set the Time Interval — Same menu

described in Call Summary by Queue
example, except the Generate Report
button is replaced by the Next button.
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Select the report format — The following
menu allows the user to select the format for
the report.

Queue Reports

Select the Report Format

INACD MIS Reports

(O Text only
() Graph only

(*)Both Text and Graph

() Show graph of call counts

() Show graph of averages

Figure 6-27 Queue Reports - Select Report Format

This menu allows the user to specify
whether the report presents the data in a
table format or graph format. If the graphing
option is used, the user can specify whether
the call count fields or the averages are
graphed.

ACD MIS Reports
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Call Summary by Queue (Quarter Hourly)

This report a quarter hourly call summary

by queue.

H Call Summary By Queue (Quarter Hou ¢ EE

File

Calls Offered

8:00 AM Sales
8:15 AM Sales
8:30 AM Sales
8:45 AM Sales
9:00 AM Sales
9:15 AM Sales
9:30 AM Sales

Call Summary By Queue (Quarter Hourly)

17712014 - 1/7/2014
8:00 AM - 5:00 PM

Calls Calls Avg Call Avg Wait
Answered | Abandoned Length Time

Longest Wait

Figure 6-28 Call Summary by Queue (Quarter Hourly)

ACD MIS Supervisor Manual

Defining the Call Summary by Queue
(Quarter Hourly) report is accomplished
using the following sequence of menus.

Select the Queues — Same menu defined
for the Call Summary by Queue (Hourly)
example.

Specify the Columns/Fields — Same
menu described in Call Summary by
Queue example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same
menu described in Call Summary by
Queue example.
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Set the Time Interval — Same menu
described in Call Summary by Queue
example, except the Generate Report button
is replaced by the Next button.

2.3.6  Call Traffic by Queue Format

This report evaluates the call volume that is
handled by the call center.

{8 Call Traffic By Queue N =0 x|
File
Call Traffic By Queue

£/26/2008 - 6/26/2008
9:00 AM - 5:00 PM

Calls Calls Dialed Out Overflowed | Overflowed
Answered | Abandoned S Out In

Name Calls Offered

Figure 6-29 Queue Reports - Call Traffic by Queue

The graphing option for this report is the
same format as the previous Call Traffic
report, with additional fields.

Defining the Call Traffic by Queue report is
accomplished using the following sequence
of menus.

Select the Queues — Same menu defined
for the Call Summary by Queue example.

Specify the Columns/Fields — Same menu
described in Call Summary by Queue
example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.
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Specify the reporting period — Same
menu described in Call Summary by
Queue example.

Set the Time Interval — Same menu

described in Call Summary by Queue
example, except the Generate Report
button is replaced by the Next button.

Select the report format — The following
menu allows the user to select the format
for the report.

Select the Report Format

InACD MIS Reports

(®) Text anly
O Graph only

(O Both Text and Graph

Generate Report -

Figure 6-30 Queue Reports - Select Report Format
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This menu allows the user to specify if the
report presents the data in a table format or
a graph format.

Call Traffic by Queue (Daily)

This report identifies call volume trends over
a period of days.

™ call Traffic By Queue [Daily - |I:I|i|
File
Call Traffic By Queue [D aily)

6/25/2008 - 62742008
2:00 Ak - 5:00 PM

Wed 06/25 | ThuOgf26 | Fri06/27

Calls Offered i} 19 10
Calls Answered u} 10 4
Calls Abandoned i} 4 2
Dialed Cut i} i} i}
Crverflowed Out u} 5 4

Figure 6-31 Call Traffic by Queue (Daily)

The graphing option for this report is the
same format as the previous Call Traffic by
Day report, with days as the horizontal axis,
rather than hours.

Defining the Call Traffic by Queue (Daily)
report is accomplished using the following
sequence of menus.

Specify the Columns/Fields — Same menu
described in Call Summary by Queue
example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.

ACD MIS Reports
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Select the Queues — Same menu defined
for the Call Traffic by Queue (Hourly)
example.

Specify the reporting period — Same
menu described in Call Traffic by Queue
example.

Set the Time Interval — Same menu
described in Call Traffic by Queue
example.

Select the report format — Same menu
described in Call Traffic by Queue
example.

2.3.8  Call Traffic by Queue (Hourly)
This report evaluates the call volume
during different times of the workday.
=10l x|

File

Call Traffic By Queue (Hourly)

6/26/2008 - 6/26/2003
.00 AM - 5:00 PM

10 4M

Calls Offered
Calls Answered
Calls Abandoned
Dialed Out

0o o o o o
o o o o o

Overflowed Out

11 AM

olo|lo|lo|o

12 PM

o O N N v
o o N =W
moo o N~
o o o o o
o 0o/lo o o
ololo|lo|o

Figure 6-32 Queue Reports - Call Traffic by Queue (Hourly)
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The graphing option for this report is the
same format as the previous Call Traffic by
Hour report, with the additional fields.

Defining the Call Traffic by Queue (Hourly)
report is accomplished using the following
sequence of menus.
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Queue Reports
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Select the Queues — Same menu defined
for the Call Traffic by Queue example.

Select the Queues

Select the queues.

Queues

Queue 1

os

Queue 2

Figure 6-33 Queue Reports - Select the Queues

This menu allows the user to select the
queues to be included in this report. Each
queue will be shown on a single row in the
table.

Specify the Columns/Fields — Same menu
described in Call Summary by Queue
example.

ACD MIS Reports
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Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same
menu described in Call Traffic by Queue
example.

Set the Time Interval — Same menu
described in Call Traffic by Queue
example.

Select the report format — Same menu
described in Call Traffic by Queue
example.

2.3.9  Service Level by Queue

This report compares performance levels
between queues.

v
(s8] Service Level By Queue E|E|@
File
Service Level By Queve
4/20/2012 - 4/20/2012
5:00 AM - 5:00 PM

Service Level Target is 1 minute

2 1

Queue 2 3

0% 33%

Queue 1 3 2 0 0% 100%

Figure 6-34 Service Level by Queue

There is no graphing option for this report.

Defining the Service Level by Queue
report is accomplished using the following
sequence of menus.
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Select the Queues — Same menu defined
for the Call Summary by Queue example.

Specify the Columns/Fields — Same menu
described in Call Summary by Queue
example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same menu
described in Call Summary by Queue
example.

Set the Time Interval — Same menu
described in Call Summary by Queue
example, except the Generate Report button
is replaced by the Next button.

ACD MIS Reports



UNIVERGE SV8100

Queue Reports

Issue 6.0

Specify the service level threshold —
The following menu allows the user to
specify the answer threshold used in
calculating the service level.

InACD MIS Reports

Set the Service Level Threshold

Service Level

The Service Level Target is to answer queued calls within:

(_Generate Repor ) (@Bancell)

Figure 6-35 Queue Reports - Set Service Level Threshold
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2.3.10 Service Level by Queue (Daily)

This report analyzes call center efficiency as
it varies during the work week.

@] Service Level By ... [/ -E =)

File
Service Level By Queue (Daily)
4/20/2012 - 4/20/2012
9:00 AM - 5:00 PM

Service Level Target is 1 minute

Fri 04/20 Fri 04/20
Queue 2 Queue 1

Calls Offered 3 3
Calls Answered 2 2
Answer AT 1 0
%eAnswer AT 50% 0%
Svc Level 33% 100%

Figure 6-36 Service Level by Queue (Daily)

The graphing option for this report shows the
Percent Answered after Threshold and
Service Level values charted across a daily
horizontal axis.

Defining the Service Level by Queue (Daily)
report is accomplished using the following
sequence of menus.

Select the Queues — Same menu defined
for the Service Level by Queue (Hourly)
example.

Specify the Columns/Fields — Same menu
described in Call Summary by Queue
example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.
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Specify the reporting period — Same
menu described in Service Level by
Queue example.

Set the Time Interval — Same menu
described in Service Level by Queue
example.

Specify the service level threshold —
Same menu described in Service Level by
Queue example.

Select the report format — Same menu
described in Service Level by Queue
(Hourly) example.

2.3.11 Service Level by Queue (Hourly)

This report analyzes call center efficiency
as it varies during the workday.

(s8] Service Level By Queue (Hourly) =8 =R <=
File
Service Level By Queue (Hourly)
41202012 - 47202012
9:00 AM - 5:00 M

Service Level Target is 1 minute

; : s |
- e !.Queue i IQUEUE § le‘ueue i | e
3 Q 0 0 0 0 0 0 0

Calls Offered

Calls Answered 2 0 0 0 0 0 a 1} 0
Answer AT 0 0 0 0 0 0 0 Q 0
%eAnswer AT 0% 0% 0% 0% 0% 0% 0% 0% 0%
Svc Level 100% 100% 100% 100% 100% 100% 100% 100% 100%

Figure 6-37 Service Level by Queue (Hourly)

The graphing option for this report shows
the Percent Answered after Threshold and
Service Level values charted across an
hourly horizontal axis.
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Queue Reports

INACD MIS Reports
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With ACD MIS 1.6 this report adds the
Service Level Value (user specified) in the
Heading as long as the value is non zero.

Defining the Service by Queue (Hourly)
report is accomplished using the following
sequence of menus.

Select the Queues

The following menu allows the user to select
the Queues for the report.

Select the Queues

Select the queues.

& Queues
r\? Queue 1
[TT] Quese

New ) (@Ganceld)

Figure 6-38 Queue Reports - Select the Queues
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This menu allows the user to select the
queues included in this report. Each queue
is shown on a single row in the table.

Specify the Columns/Fields — Same
menu described in Call Summary by
Queue example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same
menu described in Service Level by
Queue example.

Set the Time Interval — Same menu
described in Service Level by Queue
example.

Specify the service level threshold —
Same menu described in Service Level by
Queue example.

Select the report format — Same menu
described in Call Traffic by Queue
example.
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2.4 Call Reports

When the Calls option is selected, the ACD MIS
Reports main window appears as follows:

ACDMISReports . Call Reports
File Tools Help ;

View Call Report

Define Auto Report

B Abandoned Calls
o Abandoned Calls (Daily)
& Abandoned Calls (Hourly)
& Call Detail by Queue
o Abandoned Call Detail by Queue

Figure 6-39 ACD MIS Call Reports Main Menu

From this menu, the following operations are
available:

View Call Report
Define Auto Print Report
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Five Queue Reports are available:
Call Detail by Queue
Abandoned Calls

Abandoned Calls (Hourly)
Abandoned Calls (Daily)
Abandoned Call Detail by Queue

O O O ©

O]

Issue 6.0

The definition and appearance of each display are
further described in the following subsections.

2.

41

Call Detail by Queue Report

This report tracks down a particular call,
given the approximate time of the call.

The following table shows an example of a
Call Detail by Queue report.

[ss] Call Detail By Queue

File

Record

Call Detail By Queve
412012012 - 4/20/2012
9:00 AM - 5:00 PM

=8 Bol =)

s Caller ID ‘ Arrival Time | Answer Time ‘ Agent Group End Time
4/20/2012 201204-4 2142622050 9:43:17AM  9:43:21 AM  STA 104- 1403 Queue 1 9:43:38 AM
420/2012 2012045 2142622042 9:4400AM  9:46:03AM STA 152-1451 Queue2  9:46:07 AM
yoorz 012046 2142622051 o:46:ss oM [N cueve:  9:6i7aM
sz o147 22205t ose2aM [ oueez  semazam
4;'20]‘2912 2012048 2142622050 9:46:33AM  9:47:13AM STA 104 - 1403 Queue 1 9:47:17 AM
4/20/2012 2012049 2142622041 S:47:01AM 9:47:36AM STA152-1451 Queue2  9:47:37 AM
Figure 6-40 Call Detail by Queue
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Clicking on an individual call record opens
up a new window that shows the details for
that individual call.

[s] Individual Call Detail o[ & ][5
File
Individual Call Detail

g Record : s

4/20/2012 201204-8 2142522050 Arrival 9:46:33 AM Queue 1
Ringing 9:46:33 AM
In Queue 9:46:53 AM Queue 1
Ringing 9:46:54 AM  STA 104 - 1403
Answer 9:47:13 AM  STA 104 - 1403
End Call 9:47:17 AM

Figure 6-41 Individual Call Detail

This report does not have a graphing option.

With ACD MIS 1.6 this report changes the
timestamp format from HH:MM AM/PM to
HH:MM:SS AM/PM.

ACD MIS Reports
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Defining a Call Detail by Queue report is
accomplished using the following
sequence of menus.

CallBeports

Select the Queues

InACD MIS Reports

Select the queues.

-

(E Queues
2 Queue 1
| Queue 2

Figure 6-42 Call Reports - Select the Queues

This menu allows the user to select the
queues that are included in this report. All
calls that arrive at a selected queue within
the reporting period are included.
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After the queue list is completed, the
following screen is displayed.

[5] CallRepors %

Select the Columns

Select the fields to be included in the display:

[@  Call Detail By Quene Fields

3

Record Locator
Caller ID
Amival Time
Answer Time
Agent

Group

End Time

QAR

Figure 6-43 Call Reports - Select Columns

The user specifies the fields or columns to
be included in the report.

6-50 ACD MIS Reports



UNIVERGE SV8100 Issue 6.0

After column selection is completed, the
following screen is displayed.

®

(3 CallReporss

Set the column order

Drag individual fields to rearrange the column order:

°.~ Call Detail By Queue Fields

Dael ReoordLomorlCderlleﬂvaleelAnszmelﬁger_tlm

« I J »

|

Figure 6-44 Call Reports - Set Column Order

Drag individual fields to rearrange column
order.

After the columns and column order have
been selected, the following screen is
displayed.
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Specify the Reporting Period and Interval

InACD MIS Reports

m 04/21/200¢ >
m 04/21/2008 =

Reporting Interval

Start Time:  EANELY .
EndTime: U

Figure 6-45 Call Reports - Specify Reporting Period

This menu allows the user to specify the
date(s) that are included in this report. The
user can enter a specific start and end date
or click on the date field to use an interactive
calendar control to select the dates. The
report generator uses all data available
during the specified dates (inclusive).

ACD MIS Reports



UNIVERGE SV8100 Issue 6.0

After the user has selected the reporting
period, the following menu is displayed.

E all Beports

Specify the Reporting Period and Interval

InACD MIS Reports

m 06/26/200¢E "I
m 06/26/200¢E 'l

Reporting Interval

Figure 6-46 Call Reports - Specify Time Interval

The time interval menu allows the user to
specify the time range that is included in
the call history. All calls that have an
arrival time during the specified time
period are included. For the Start Time
field and End Time field, the user can use
up/down control to vary each element of
the time field (hour, minutes, AM/PM).
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Click Generate Report to build the requested
report and display the results in the report
viewer window.

To select an individual call record, the user
enters the Record Locator, provided in the
Call Detail by Queue report.

2.4.2  Abandoned Call Report

This report analyzes abandoned call rates
across multiple queues.

The following table shows an example of the
Abandoned Calls report.

ss] Abandoned Calls o] @ ]3]
File
Abandoned Calls
472012012 - 472012012
9:00 AM - 5:00 PM

Service Level Target is 1 minute

Calls Avg Aban. %Abandon

Queue 2 34% 1:05 34%
Queue 1 3 1 34% 0:02 0%

Figure 6-47 Abandoned Calls Report

This report does not have a graphing option.

With ACD MIS 1.6 this report adds the
Service Level Value (user specified) in the
Heading as long as the value is non zero.

ACD MIS Reports



UNIVERGE SV8100

InACD MIS Reports

Issue 6.0

Defining an Abandoned Calls report is
accomplished using the following
sequence of menus.

Select the Queues

Select the queues

-

@ Queues
2 Queue 1
| Queue 2

New ) (GBancel)

Figure 6-48 Call Reports - Select Queues

This menu allows the user to select the
queues that are included in this report. All
calls that arrive at a selected queue during
the reporting period are included.
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After the queues are selected, the following
screen is displayed.

Specify the Reporting Period and Interval

m 04/21/200¢ *
l!i!lm 04/21/200¢ =

Reporting Interval
Start Time: (AN ")

End Time: — CHZUNN )

Figure 6-49 Call Reports - Specify Reporting Period

This menu allows the user to specify the
date(s) that are included in this report. The
user can enter a specific start and end date
or click on the date field to use an interactive
calendar control to select the dates. The
report generator uses all data available
during the specified dates (inclusive).

ACD MIS Reports
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After the user selects the reporting period,
the following menu is displayed.

ZallBeports

Specify the Reporting Period and Interval

InACD MIS Reports

m 06/26/200E 'i
W 06/26/200E 'i

Reporting Intesval

End'Time: 5.00 PM .

Figure 6-50 Call Reports - Specify Time Interval

The time interval menu allows the user to
specify the time range included in the call
history. All calls that have an arrival time
during the specified time are included. For
the Start Time field and End Time field, the
user can use the up/down control to vary
each element of the time field (hour,
minutes, AM/PM).
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After the user selects the time interval, the
following menu is displayed.

Set the Service Level Thieshold

Seryice Level

The Service Level Target is to answer queued calls within:

Figure 6-51 Call Reports - Set Service Level Threshold

This menu allows the user to specify the
service level target to use when generating
this report. This value is used in calculating
the percentage of calls that were abandoned
after the threshold.

Click Generate Report to build the requested
report and display the results in the report
viewer window.

ACD MIS Reports
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2.4.3 Abandoned Calls (Hourly)

This report analyzes abandoned call rates
as they vary during a workday.

The following image shows an example of
the Abandoned Calls (Hourly) format.

{&] Abandoned Calls (Hourly) [ el
File
Abandoned Calls (Hourly)
412012012 - 412012012
900 AM - 5:00 PM
Service Level Target is 1 minute

. 5 e
- o le“““E D 1'3”*”'3 LZE 10!”“”’3 1PM Queue 1|2PM Queue 1|3 PM Queue 1|4PM Queue 1|5PM Queue 1
3 0 0 0 0 0 0 0 0

Calls Offered
Calls Abandoned 1 1] 1] 1] 0 0 0 1] 1]
YeAbandon 34% 0% 0% 0% 0% 0% 0% 0% 0%
Avg Aban. Time 0:02 0:00 0:00 0:00 0:00 0:00 0:00 0:00 0:00
YeAbandon AT 0% 0% 0% 0% 0% 0% 0% 0% 0%

Figure 6-52 Abandoned Calls Report (Hourly)

The graphing option for this report shows
the Percent Abandoned and Percent
Abandoned After Threshold values across
an hourly horizontal axis.

Defining the Abandoned Calls (Hourly)
report is accomplished using the following
sequence of menus.

With ACD MIS 1.6 this report adds the
Service Level Value (user specified) in the
Heading as long as the value is non zero.
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Select the Queues — The following menu
allows the user to select the format for the
report.

Select the Dueues

Select the queues.

@ Queues
2 Queue 1
E Queue 2

(et ) (@aneeld)

Figure 6-53 Call Reports - Select Queues

This menu allows the user to select the
queues included in this report. Each queue
is shown on a single row in the table.

Specify the Columns/Fields — Same menu
described in Call Summary by Queue
example.
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Specify the Column Order — Same menu
described in Call Summary by Queue
example.

Specify the reporting period — Same
menu described in the Abandoned Calls
example.

Set the Time Interval — Same menu
described in the Abandoned Calls
example.

Set the Service Level Threshold — Same
menu described in the Abandoned Calls
example, except the Generate Report
button is replaced with the Next button.
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Select the report format — The following
menu allows the user to select the format for
the report.

CallReports

Select the Report Format

INACD MIS Reports

@ Text only

(O Graph only

(O Bath Text and Graph

(_ Generate Report ) (@Eancell)

Figure 6-54 Call Reports - Select Report Format

This menu allows the user to specify if the
report presents the data in a table format or
a graph format.

2.4.4  Abandoned Calls (Daily)

This report analyzes abandoned call rates
as they vary during the work week.

ACD MIS Reports
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The following image shows an example of
the Abandoned Calls (Daily) format.

s8] Abandoned Calls (... [-=-|[- & |[m3a]
File
Abandoned Calls (Daily)
472012012 - 41202012
9:00 AM - 5:00 PM

Service Level Target is 1 minute

Fri 04/20 Fri 04/20
Queue 2 Queue 1

Calls Offered 3 3
Calls Abandoned 1 1
%Abandon 34% 34%

Avg Aban. Time 1:05 0:02
%Abandon AT 34% 0%

Figure 6-55 Abandoned Calls (Daily)

The graphing option for this report shows
the Percent Abandoned and Percent
Abandoned After Threshold values across
a daily horizontal axis.

With ACD MIS 1.6 this report adds the
Service Level Value (user specified) in the
Heading as long as the value is non zero.

Defining the Abandoned Calls (Daily)
report is accomplished using the following
sequence of menus.

Select the Queues — Same menu defined
for the Abandoned Calls (Hourly) example.

Specify the Columns/Fields — Same
menu described in Call Summary by
Queue example.

Specify the Column Order — Same menu
described in Call Summary by Queue
example.
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Specify the reporting period — Same menu
described in the Abandoned Calls example.

Set the Time Interval — Same menu
described in the Abandoned Calls example.

Set the Service Level Threshold — Same
menu described in the Abandoned Calls
example, except the Generate Report button
is replaced with the Next button.

Select the report format — Same menu
described in the Abandoned Calls (Hourly)
example.

245 Abandoned Call Detail by Queue Report

This report can be used to track down a
particular abandoned call, given the
approximate time of the call.

The following table shows an example of an
Abandoned Call Detail by Queue report.

[;_s] Abandoned Call Detail By Queue @@

File

Abandoned Call Detail By Queue

5A17/2010-518/2010
7:00 AM - 5:00 PM

E_::-..I;;::: Caller ID | Arrival Time Group End Time

5/17/2010 201005-27 2142622000 4:30 PM Queue 1 4:30 PM
5/17/2010 20100528 2142622000  4:31 PM Queue 1 4131 PM
5/17/2010 20100528 2142622000  4:31 PM Queue 1 4:31 PM
5/17/2010 20100530 2142622000  4:33 PM Queue 1 4:33 PM

Figure 6-56 Abandoned Call Detail by Queue
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Clicking on an individual abandoned call
record opens up a new window that shows
the details for that individual abandoned

call.

File

4/20/2012

[l Individual Call Detail

Individual Call Detail

E_T_If;g_':_ Caller ID Destination

2012046 2142522051 Arrival
Ringing
Abandon

(=[5 (]

9:46:15 AM Queue 1
9:46:15 AM  STA 103 - 1402
9:46:17 AM

ACD MIS Supervisor Manual

Figure 6-57 Individual Call Detail

This report does not provide a graphing

option.

With ACD MIS 1.6 this report changes the
timestamp format from HH:MM AM/PM to

HH:MM:SS AM/PM.
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Definition of an Abandoned Call Detail by
Queue reported is accomplished using the
following sequence of menus.

Select the Dueues

Select the queues.

@ Queues
2 Queue 1
E Queue 2

(et ) (@aneeld)

Figure 6-58 Call Reports - Select the Queues

This menu allows the user to select the
queues that are going to be included in this
report. All calls that arrive at a selected
queue within the reporting period will be
included.
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After the queues have been selected, the
following screen will be displayed.

Specify the Reporting Period and Interval

InNACD MIS Reports

m 04/21/200¢ >
Iaﬂlm 04/21/200¢ >

Beporting Interval

Start Time:  [CAULLNEN )
End Time:— (CHIZUNN )

(Emscr) D

Figure 6-59 Call Reports - Specify Reporting Period

ACD MIS Supervisor Manual

This menu allows the user to specify the
date(s) that will be included in this report.
The user can type in a specific start and
end date or click on the date field to use an
interactive calendar control to select the
dates. The report generator will use all
data available within the specified dates
(inclusive).
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After the user has selected the reporting
period, the following menu will be displayed.

Specify the Reporting Period and Interval

InACD MIS Reports

m 06/26/200¢ 'I
m 06/26/200¢ 'l

Reporting Interval

End Time: 5:00 PM .

Figure 6-60 Call Reports - Specify Time Interval

The time interval menu allows the user to
specify the time range that will be included in
the call history. All calls that have an arrival
time within the specified time period will be
included. For the Start Time field and End
Time field, the user can use to up/down
control to vary each element of the time field
(hour, minutes, AM/PM).

ACD MIS Reports
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Clicking on Generate Report will build the
requested report and display the results in
the report viewer window.

To select an individual call record, the user
enters the Record Locator, as provided
within the Abandoned Call Detail by
Queue report.
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2.5 Auto Reports

When the Auto Report option is selected, the ACD
MIS Reports main window appears as follows:

3] ACDMISReports 43 AutoPrint Reports

File Tools Help

Modify Auto Report

Delete Auto Report

ﬁAgentSummary Monthly
zg Agents o Cal Detail By Queue Monthly

§

Figure 6-61 Auto Reports Main Menu

From this menu, the following operations are
available:

Modify Auto Print Report
Delete Auto Print Report

The bottom half of the main window lists the Auto
Reports currently defined.
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The following sections describe the actions
available for Auto Reports.

2.5.1

ACD MIS Supervisor Manual

Defining an Auto Print Report

Each report category (Agents, Queues,
Calls) provides the function Define Auto
Report. This function allows the user to
schedule a report to print at regular
intervals.
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When the user requests to create an auto
report for a particular report type, the
following series of menus is displayed.

InACD MIS Reports

( Call Traffic by Queue Morthly

p dHTEreporiwill benenerated:

© Daily
© Wweekly

(@ Monthly

, Wi reportwill e sentio:

(©) Printer

csv J

Excel

FDF

X

Figure 6-62 Reports Wizard - Auto Report Name

This menu allows the user to specify a name
for the auto report that helps to identify the
report in the application. The user also
specifies if this report is generated daily,
weekly, or monthly, and if the report will be
sent to a printer or a file. If the report is
saved to a file the users defines the file type

ACD MIS Reports
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from CSV, Excel, HTML, PDF, or XML.
The destination for Auto Reports saved to
a file is defined under the Tools>Set
Defaults>Auto Report Folder.

ACDMISReports  * % Queue Reports

File m Help |" N
| Set Defaults > I Default Agent List
MIS Server Settings Default Queue Set
pr— Links 4 Default Reporting Interval
: Agents ZKcalls Default Report Thresholds
&calls Display Disabled Agents
gg::: ? Display Disabled Queues
&KCalT Auto Report Folder

4g Call Traffic by Queue (Hourly)

$ q &¥ Service Level by Queue
m €% Service Level by Queue (Daily)

4% Service Level by Queue (Hourly)

Figure 6-63 Reports Wizard - Auto Report Folder Menu

Each scheduling option is further defined
in the following sections.
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Define a Daily Report

After the user selects the Daily option on the
Auto Report menu, the following form is
displayed.

InACD MIS Reports

[C] Monday [¥]Friday
[ Tuesday [ saturday
[[] Wednesday [FISunday
Thursday

Figure 6-64 Reports Wizard - Auto Report (Daily)

This menu prompts the user to specify the
time of day that this report is printed. in the
time field, the user can use the up/down
arrow keys to set the value for each
component of the time (hour, minutes,
AM/PM). The user also selects the days of
the week that this report is printed.

ACD MIS Reports



UNIVERGE SV8100 Issue 6.0

After the user completes this menu, the
wizard then continues with the first menu
required to define the requested report, as
described in the earlier sections. The
wizard continues with the report definition,
however, the Reporting Period (Start
Date/End Date) menu is not shown. This
is because the Auto Print schedule implies
the dates to be included in the report. For
the daily report, data is included for the last
complete reporting interval, prior to the
requested print time.

For example, if the Daily report is to be
printed at 5:00PM and the reporting
interval is 8AM-5PM, the report includes
the data for the current day. However, if the
scheduled print time falls during the
reporting period, the previous day interval
is used.

For example if the requested print time is
9:00AM and the reporting interval is
8AM-5PM, the reporting interval is for the
previous day.
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2.5.3 Defining a Weekly Report

After the user selects the Weekly option on
the Auto Report menu, the following form is
displayed.

@ AntoEnntReporns

b ¢

Auto Print Report (\Weekly)

»

Set the print schedule for this report:

This report will print at: 09:55 AM f,
This report will print on the following day:

(© Monday @ Friday
© Tuesday © Saturday
© Wednesday © Sunday
© Thursday

Se] ECTINE T EPOTHNG Petiod:

© Current Week

* Includes Sunday through the day the report is printed

Figure 6-65 Reports Wizard - Auto Report (Weekly)
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This menu prompts the user to specify the
time of day that this report is printed. In the
time field, the user can use the up/down
arrow keys to set the value for each
component of the time (hour, minutes,
AM/PM). The user also selects the day of
the week that this report is printed. The
user also selects the week to be printed,
relative to the print date.

After the user has completed this menu,
the wizard continues with the first menu
required to define the requested report, as
described in the earlier sections. The
wizard continues with the report definition,
however, the Reporting Period (Start
Date/End Date) menu is not shown. This
is because the user already specified the
Reporting Period in the above menu.
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2.54  Defining a Monthly Report

After the user selects the Monthly option on
the Auto Report menu, the following form is
displayed.

G Anto PrntReEpons

Auto Print Report (Monthly)

Set the print schedule for this report:

This report will print at: I09:55 =
This report will print on the following day: I 3 3:

Se] ECLINE T £ POTHNG [Pet o

@) Current Month

* Includes the first day of the current month through the day the report is pri

(© Previous Month

Figure 6-66 Reports Wizard - Auto Report (Monthly)
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This menu prompts the user to specify the
time of day that this report is printed. in the
time field, the user can use the up/down
arrow keys to set the value for each
component of the time (hour, minutes,
AM/PM). The user also selects the day of
the month this report is printed. If the user
selects the 31st, the report is printed on
the last day of the month, regardless of the
number of days in the month. The user
also specifies the reporting period that is
included, relative to the specified print
date.

After the user completes this menu, the
wizard continues with the first menu
required to define the requested report, as
described in the earlier sections. The
wizard continues with the report definition,
however the Reporting Period (Start
Date/End Date) menu is not shown. This is
because the user specified the reporting
period as part of the menu shown above.

2.5.5 Execution of an Auto Report

At the scheduled time for an Auto Report,
the ACD MIS Report application sends the
requested report to the default printer (if
Printer is option selected). The default
printer is set through the File — Print
Setup command on the main menu. If File
was the option selected, the requested
report is saved in the Auto Report Folder.

The ACD MIS Report application must be
running at the time that an Auto Report is
scheduled to run. If the application is not

running, the report is not generated.
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Modifying an Auto Report

The user can modify a previously defined
Auto Report by selecting the Modify Auto
Report function on the Auto Report main
menu. When this function is selected, the
ACD MIS Report utility shows the first
screen from the Auto Report definition
sequence, with the current values populated
for each field. The user can then use the
Next/Back buttons to move through the
definition and update any field. Finish and
Cancel buttons are available on all menus in
the definition sequence, so the user does not
have to advance to the last menu to
complete the update.

Deleting an Auto Report

The Delete Auto Report function allows the
user to remove an auto report definition from
the system. When the user selects an auto
report and selects delete, a confirmation
dialog is shown to verify that the user wants
to permanently remove the definition.

Pull-Down Menus

The Function Menu on the Reports main screen
accesses commonly used functions for the
application. Each function category has an associated
drop down menu that lists all available functions in
that category. The available categories and functions
are as follows:

File
©)
©)

Print Setup
Exit

ACD MIS Reports
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Tools
Set Defaults

O]

O O O ©

Help

@]
@]

a
a
a
)

Issue 6.0

Default Agent List

Default Queue Set
Default Report Interval
Default Report Thresholds

MIS Server Settings

Display Disabled Agents

Display Disabled Queues
Auto Report Folder

Contents and Index
About ACD Reports

These functions are further defined in the following

sections.

File Menu

O]

ACD MIS Supervisor Manual

Print Setup



Issue 6.0 UNIVERGE SV8100

This function allows the user to define the default
printer that is used for printing reports, including Auto
Reports. When this function is selected, the following
dialog is displayed.

¥ Printer Settings '

EIMETY BN Margins

Printer

Paper Size ;

| Size: Letter .

Figure 6-67 Printer Settings

This form allows the user to select the default printer
and set the paper size, and orientation. Press the
Margins tab to set the paper margins and alignment
for the report.
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Exit

This function closes the Reports application,
including all open report viewer windows. When
this function is selected, a confirmation dialog is
opened that informs the user that Auto Print
reports are not executed if the application is not
running at the time the report is scheduled to be
printed. This window also has a checkbox
control that disables the display of this message
in the future.

Tools Menu

O

ACD MIS Supervisor Manual

Set Defaults

This function allows the user to set default
values for many of the fields used in the report
definition Wizards. This function is useful for
supervisors that generate reports that
consistently have the same settings, such as
queue set, reporting interval, etc.

When this function is highlighted the following
submenu options are displayed:

Default Agent List

Default Queue Set
Default Report Interval
Default Report Thresholds
Display Disabled Agents
Display Disabled Queues
Auto Report Folder

Qaaaoaaaaq

Each function is further defined in the following
sections.
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O Default Agent List

This function allows the user to setup a default
Agent List that pre-populates the Agent Report
wizard Agent List each time a new report is
generated. When this function is selected, the
following menu is displayed.

Auto Print Beponts
Select the agents to be included by default.
InACD MIS Reports
Select the agents or queues.
(@ By Agent Name OBy Queue
m Agents
Agent101
™ Agent102
~ Agent 103

Figure 6-68 Set Agent List Defaults
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Default Queue Set

This function allows the user to setup a default
Queue Set that pre-selects the queues in the
Queue Reports wizard. When this function is
selected, the following menu is displayed.

Select the queues to be included by default

Select the queues.

& Queues
v Queue 1
| Queue 2

CFnsh ) (Gancel)

ACD MIS Supervisor Manual

Figure 6-69 Set Queue Set Defaults
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InACD MIS Reports
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Default Report Interval

This function allows the user to set a default
reporting interval that pre-sets in the Report
wizards each time a new report is generated.
When this function is selected, the following menu
is displayed.

Set Default Reporting Interval

Reporting Interval

Start Time:  ELOFC ")
EndTime: G )

CFinsn ) (el

Figure 6-70 Set Default Reporting Interval
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Auto Print Reports
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Default Report Thresholds

This function allows the user to set default
values for Short Call and Service Level
thresholds that pre-set in the Report wizard each
time a new report is generated. When this
function is selected, the following menu is
displayed.

Set Default Report Thiesholds

.

The Service Level Target is to answer queued calls within:

o mmutes n seconds

A Short Call occurs when the agent talk time is less than:

minutes o seconds

(Fiish ) (Raneeld)

Figure 6-71 Set Default Report Thresholds

O]
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Display Disabled Agents

This is checked at default to display disabled
agents in reports. Uncheck this option if these
agents are not to be displayed in reports.
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O  Display Disabled Queues

This is checked at default to display disabled
queues in reports. Uncheck this option if these
queues are not to be displayed in reports.

O  Auto Report Folder

This function defines the location that Auto
Reports saved to a file are stored. When this
function is selected, the following window is
displayed. Choose the folder and select OK.

Browse For Folder v 0 X

Select the destination folder for Auto Reports

1% Computer

m

4 &, Local Disk (C)
l A. SRecycleBin
. ACD MIS Auto Reports
2. Config.Msi
., CygnusApllLog
. dell
* &, Documents and Settings

vann

3l -
<4 n 3

! [ Make New Folder l [ OK ] [ Cancel }

==

Figure 6-72 Browse for Folder Screen
O MIS Server Setup

This function changes the settings for the MIS
Server.

6-88 ACD MIS Reports
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Help Menu

O]
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Contents and Index

The Content and Index function opens the
Windows HTML Help viewer to view the
applications Help file. The help file includes
information about all features and functions of
the application. The help file includes a Table of
Contents and Index to help easily locate the
desired information.

About ACD MIS Reports

The About function displays a form that shows
the product name, current version number, and
copyright notice.
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ACD MIS Administration
Progmm CHAPTER Y7

SECTION 1 INTRODUCTION

The ACD MIS Administration Program is a Windows-based
software application that allows you to perform all facets of
ACD MIS programming via a personal computer (PC)
connected to a LAN port on the ACD MIS card.

SECTION 2 LOGGING ON FOR THE FIRST TIME

To log on for the first time:

1.  From the Windows Start Menu, choose NEC, then
choose UNIVERGE SV8100 ACD MIS Admin.

2.  Enter the server name or IP (Internet Protocol)
address. If the Admin is running on the same PC as
the server, you need to enter the name as localhost.
See the network administrator if the server IP address
or name cannot be determined. This must be done
only the first time that you run Admin.

ACD MIS Supervisor Manual 7-1



Issue 6.0 UNIVERGE SV8100

MIS ServerSetup
MIS Server,

OIP Address

(=) Server Name

Figure 7-1 MIS Server Setup

3. Click Load Configuration from ACD.

[Choose Contigurabion

Figure 7-2 ACD MIS Admin-Load Configuration from Server

7-2 ACD MIS Administration Program
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SECTION 3 LOGGING OFF

To log off:

From the File menu, choose Exit, or click the close icon in
the upper right corner of the window.

SECTION4  WORKING LOCALLY (NOT CONNECTED TO A SERVER)
1.  From the Windows Start Menu, choose NEC, then
UNIVERGE SV8100 ACD MIS. Then choose ACD
MIS Admin.

2. Click Work Offline.

Admin %
Unable to connect to the specified MIS Server.

You may change the communication settings, work offline, or cancel the operation.

| ModiySettings | | wokOffine | |  Cancel |

Figure 7-3 ADC MIS Admin-Select Work Offline
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Click Create New Configuration.

Figure 7-4 ACD MIS Admin-Create New Configuration

ACD MIS Administration Program
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SECTION 5 DEsSCRIBING THE ACD MIS AbMIN MAIN MENU

After the configuration file is opened, the ACD MIS Admin
main menu is displayed. The ACD MIS Admin main
window provides the user with easy access to the functions
required to manage the ACD configuration. An example of
the main window for the ACD MIS Administration
application is shown below.

i‘ ACDMIS Admin ~“ Queues

1)

File  Tools  Hel
oo 2 Defne New Queve

Modify Esting Queue

Remove Queue

& Queue
& Queue 2

Figure 7-5 ACD MIS Admin Main Menu

ACD MIS Supervisor Manual 7-5
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The ACD MIS Admin main window lists the configuration
categories on the left side of the form. These categories
represent the following types of ACD settings:

Queue Defines the name and group number for
each queue.
Agents Defines the agent and supervisor IDs.

Wall Displays Used to configure LED wall boards in the
call center.

Agent Clients Used to configure individual agents desktop
displays.

Agent Groups  Used to configure groups of agent client
displays.

Selecting one of these categories updates the right side of
the form to show the operations that can be performed in this
category. The user can initiate one of these commands by
clicking on the desired action.

For the Queues and Users categories, the lower half of the
form shows the defined objects in the selected category. The
main window layouts for the other configuration categories
are presented in subsequent paragraphs.

5.1 Queue Administration

When the Queue option is selected on the ACD MIS
Admin main window, the following operations are
accessible:

Define New Queue
Modify Existing Queue
Remove Queue

Each operation is described in the following
paragraphs.

7-6 ACD MIS Administration Program
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Define New Queue

The Define New Queue command is used
to setup a new call processing group. ACD
MIS allows the administrator to define up
to 10 different queues. When the Define
New Queue operation is selected, the
user is led through a series of menus that
request the details required to set-up the
queue. The initial queue definition screen
is shown below.

!\ Gueue Contigurabon ’
Q
Dafine the general queve settngs
InACD MIS Admin
{Oueucl ]
Entes the queue numbe
(Froh ) (D
4
Figure 7-6 Queue Configuration-Define Queue Settings

ACD MIS Supervisor Manual



Issue 6.0

51.2

l " Dueue Configurabon

UNIVERGE SV8100

This first menu allows the user to specify the
name of the queue and queue number used
in UNIVERGE SV8100 programming.

& The name of the Queue can be up to 32
characters in length.

Modify Existing Queue

The Modify Existing Queue command is
used to change the defined characteristics of
a call processing queue. When the Modify
Existing Queue operation is selected, the
user is presented with a list of the currently
defined queues as shown below.

INACD MIS Admin

Select 3 Queve to modify

Queue 1|
& Queue 2

Figure 7-7 Queue Configuration-Select Queue to Change

ACD MIS Administration Program
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The user selects a queue by clicking one
of the listed definitions. After a queue is
selected, the ACD MIS Admin utility then
shows the first screen from the queue
definition sequence, with the current
values populated for each field. The user
can then update the queue name. The
Finish and Cancel buttons are available to
complete the update.

51.3 Remove Queue

The Remove Queue command is used to
remove the definition of a call processing
queue. When the Remove Queue
operation is selected, the user is
presented with a list of the currently
defined queues as shown in the Modify
Existing Queue operation. After a queue is
selected, the ACD MIS Admin utility shows
a confirmation screen to verify that the
user wants to permanently remove the
Queue definition.

5.2 Agents Administration

When the Agents option is selected on the ACD
MIS Admin main menu, the following operations is
accessible:

Define New Agent
Modify Existing Agent

Remove Agent

ACD MIS Supervisor Manual 7-9
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The following figure shows an display example when
the Agent option is selected.

e : s
4 ACD MIS Admin "S Agents

Define New Agent
Modiy Exasting Agent
Remove Agent

& Agent 101
B agent102
EAge‘mi 103

Figure 7-8 ACD MIS Admin-Agents

The bottom panel on the menu shows all agents that
are currently defined, listing both their names and
User IDs.

The top part of the screen lists the operations that can
be performed on the agent objects. Each operation is
described in the following paragraphs.

ACD MIS Administration Program
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5.21 Define New Agent

E ? Aqgent Configur abon

0 Q

InACD MIS Admin

The Define New Agent command is used
to setup a new call center agent or
supervisor. The administrator can define
up to 512 agents and supervisors.

When the Define New Agent operation is
selected, the administrator is led through a
series of menus that request details
required to define the new agent or

supervisor.
The agent definition screen is shown
below.
A
Enter the agent’s name [ 1 - 32 Alphanumenc Characters ¥
(Agent 1001 )
Enter 3 new Agent 10 { 1 - 8 Mumerne Characters |
{1001
[¥] This agent can run the Monitor/R epoits utilties
Erter the user's password [ 1- 32 Alphanumenc Characters |
v
>
Figure 7-9 Agent Configuration-Define a New Agent
7-11
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The administrator enters the Agent Name,
Agent ID. Options are also available to set a
password enabling a designated agent to act
as a Supervisor authorized to run the ACD
MIS Monitor/Report utilities.

The administrator is able setup this agent to
use the Agent Client software. If this
agent/supervisor is running the Agent Client
application, the first option should be
selected. If the first option is selected, then
the second option is active. The second
option controls whether the agent can send
text messages to other Agent Clients.

Press the Finish button to complete the
definition for this New Agent.

ACD MIS Administration Program



UNIVERGE SV8100 Issue 6.0

5.2.2  Modify Existing Agent

The Modify Existing Agent command
changes the defined characteristics of an
agent or supervisor.

When the Modify Existing Agent
operation is selected, the user is
presented with a list of the currently
defined agents as shown below.

E‘ Agent Configuration

Select an Agent to modify.

InACD MIS Admin

& sgent 103

Figure 7-10 Select an Agent to Modify Screen
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After an agent is selected, the ACD MIS
Admin utility shows the screen from the user
definition sequence, with the current values
populated for each field. The Finish and
Cancel buttons are available in the definition
sequence, so the administrator does not
have to advance to the last menu to
complete the update.

Remove Agent

The Remove Agent command is used to
remove an agent or supervisor definition.
When the Remove Agent operation is
selected, the administrator is presented with
a list of the currently defined Agents as
shown for Modify Existing Agent.

After an Agent is selected, the ACD MIS
Admin utility shows a confirmation screen to
verify that the administrator wants to
permanently remove the Agent profile.

Wall Displays

The Wall Displays category configures LED wall
boards in the call center. These devices can be
installed in the call center to provide a highly visible
method of broadcasting relevant ACD statistics. ACD
MIS supports three different sizes of wall displays:
one-line, two-line, and three-line.

When the administrator selects the Wall Displays
option from the main menu, the main menu is updated
to offer the following configuration options.

Define New Wall Display
Modify Wall Display Definition

Update Message Assignments

ACD MIS Administration Program
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Delete Wall Display Definition

Define New Real-Time Data Message

0 Queue Monitor Real-Time Message

0 Queue Summary Real-Time Message

O Call Center Monitor Real-Time Message
) Call Center Summary Real-Time Message
Define New Text Message

Modify Message Definition

Delete Message Definition
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The following menu shows an example of the main
menu with the Wall Displays option selected.

E ACDMIS Admin == WallDisplays
File  Tools  Help . g

Define New Wall Display
Madify Wall Display Definition
Update Message Assignments

Delete Wall Display Definition

Define New Real-Time Data Message
Define New Text Message
Modify Message Definition

Delete Message Definition

3 Customer Service
B8 Sales
#8 Technical Support

Figure 7-11 ACD MIS Admin-Wall Displays Main Menu

The lower portion of the screen lists the Wall Display
objects currently defined. The operations listed on this
menu are further defined in the following paragraphs.

ACD MIS Administration Program
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5.3.1 Define New Wall Display

The Define New Wall Display command
is used when a new wall display is being
added to the call center. When this
command is selected, the following menu
is displayed.

E Wall Display Configuration

InACD MIS Admin

b

Define the wall display properties

| dentificaton -

Type a name for the new wall display.

(Custumer Service J

The wall display Address is set to

The Model Number for this wall display s wD-2-36 [

The wall display is connected to the MIS Server PC via:

@ Serial Port

| £

(Fnish ) (aneel)

Figure 7-12 Wall

ACD MIS Supervisor Manual
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This menu prompts the administrator to
enter a name for the new Wall Display
definition. The second field specifies the
Address that is set in the wall display. The
Model Number field specifies which size of
wall display is being defined. Valid values
for this field are WD-1-27 (1-line), WD-2-36
(2-line), and WD-3-36 (3-line). If the
WD-3-36 value is selected, the user can also
specify that the bottom line of the 3-line
display is used only for text messages.

The Connectivity area allows the
administrator to specify if the wall display is
connected directly to the MIS Server PC
serial port or is connected to the corporate
LAN. For a LAN connection, the IP Address
of the wall display must be specified.

Modify Wall Display Definition

The Modify Wall Display Definition
command is used to change the properties
for an existing wall display.

ACD MIS Administration Program
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When this command is selected, the
following menu is displayed, which allows
the user to select which wall display
definition is to be modified.

e ) ) )
E Wall Display Configurabon

Select a wall display to modify.

INACD MIS Admin

®8 Technical Support

Figure 7-13 Wall Display Configuration-Select a Wall Display to Modify

After a wall display is selected, the ACD
MIS Admin utility then shows the wall
display properties menu, with the current
values populated for each field.

ACD MIS Supervisor Manual 7-19
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E Wall Display Configuration

InACD MIS Admin
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Update Message Assignments

The Update Message Assignments
command is used to change the set of
messages that is currently being shown on a
wall display. When this command is
selected, a menu is displayed, which allows
the user to select which wall display is to be
modified. This menu is similar to the one
shown in the Modify Wall Display
Definition section.

After a wall display is selected, the following
menu is displayed.

Select messages to show on the wall display

Click an item from the Message Library to add to the wall display.

Message Library Assigned Messages

Customer Service

Call Center Monitor
Call Center Summary
Company Meeting
Queue Monitor
Queue Summary

[, Call Center Monitor
!1* Call Center Summary,

Figure 7-14 Wall Display Configuration-Select Messages for Wall Display

ACD MIS Administration Program
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The Message Library list shows all
real-time and text messages that are
currently defined. The messages in the
Assigned Messages list are shown on the
selected wall display in the order that they
appear in the list. When the administrator
clicks on a message in the Message
Library, the selected message is added to
the bottom of the Assigned Messages list.
The user can reposition messages in the
Assigned Messages list by selecting a
message, and then clicking on the Up
Arrow and Down Arrow. The Delete icon
removes the selected message from the
Assigned Messages list.

Delete Wall Display Definition

The Delete Wall Display Definition
command removes a wall display from the
current configuration. When the Delete
Wall Display Definition operation is
selected, the administrator is presented
with a list of the currently defined wall
displays as shown in the Modify Wall
Display Definition section.

After a wall display is selected, the ACD
MIS Admin utility shows a confirmation
screen to verify that the administrator
wants to permanently remove the wall
display definition.
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Define New Real-Time Data Message

The Define New Real-Time Data Message
command is used to create a new real-time
message to be displayed on an endpoint.
Real-time data messages are used to
broadcast within the call center important
ACD statistics. When this command is
selected, the following menu is displayed.

|~

Name the message
A
Type a name for the realtime message:
[Queue Monitor )
Select the type of real-time message to create:
® Queue Monitor
Shows current call counts, agent counts, and time in queue.
O Queue Summary

Shows cumulative totals and averages over a fised time interval

(O Call Center Monitor

Shows current call counts and agent counts for the entire call center.

(O Call Center Summary

| €

2

Figure 7-15 Real-Time Message-Name the Message

ACD MIS Administration Program
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The first field allows the administrator to
assign a name to the real-time message.
The second menu item identifies which
real-time message is being defined. Each
message includes a brief description of
what type of data can be included in the
message.

The following sections show the
subsequent menus that are displayed,
based on the type of real-time message
being created.
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5.3.6  Queue Monitor Real-Time Message

When a Queue Monitor Real-Time
Message is being defined, the following
menu is displayed after the Name the new
message menu.

E Real-Time Message

Select the Queues

InACD MIS Admin

Select the queues to be included in the message:

Qj Queues

[v Queue1
[ Queue 2

Display As...

Queve 1

(Nt ) (QGanceld)

Figure 7-16 Real-Time Message-Select the Queues

ACD MIS Administration Program
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This menu allows the administrator to
specify which queues are included in this
real-time message. When this menu is
completed, the following screen is
displayed.

Select the columns

Select the fields to be included in this message:

% Queue Monitor Fields Header Label
v Name | Name
[V Number of Active Agents AGTS

[ Nurmber of Available Agents IDLE
[¥ Number of Agents on ACD..  BUSY
[¥ Number of Queued ACD C..  InQ

[¥ Longest Waiting Time in .. LONG

(New ) (@Eenceld)

Figure 7-17 Real-Time Message-Select the Columns

ACD MIS Supervisor Manual

This menu allows the administrator to
select the statistics that are displayed in
this message or select the Select All
button to select all options. The user can
also specify the text that is used as the
header label for each field.
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When the fields are selected, the following
menu is displayed.

e 5 .
M‘ * Real-Time Message

Mame the agent aroup

InNACD MIS Admin

Drag individual fields to rearrange the column order:

Hieue Monitor Fields
Mame I Number of Active Agents | Number of Available Agents l Number of Ag
< | >

Figure 7-18 Real-Time Message-Name the Agent Group

This menu allows the administrator to
specify the order in which the data fields are
displayed by dragging an individual field to a
new position in the list.
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After the column order is defined, the
following menu is displayed.

E’ " Real-Time Message

o0

Set the Thresholds

InACD MIS Admin

Define the threshold levels and select the threshold color for each field

S
q, Qe Mearnier Threshdds j
Number of Acive Agems
Leved 1 \lare fin 10 Ageis Cda: [ER)
L2 Lesstn 10 Ageis Coar [T Bew
levdd Lesshm 5 Mgt Cdo: [EE) [T e
[v Number of Availatie Agers
Leved 1 Mare fun 10 Agems Cdar [E]
Leeved 2 Leves, Fra1 10 Ageis Cder: |_ Besey
leved 3 Lesstn 5 Mo Cdo: (@R [ Bew
[v Number of Agerms an ACD Call
Leved 11 Maretin 10 Agets Cdar: @
vz Lesshm 10 Agsms  Cdar [T e
levd 3 Lesston 5 Mg Cdo (@) [ Bew ;I
; i

Figure 7-19 Real-Time Message-Set the Thresholds

The threshold menu allows the
administrator to set three threshold levels
for each numeric field and associate a
color change with each level. The
threshold menu is the last form for this
message definition.
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Queue Summary Real-Time Message

Definition of a Queue Summary Real-Time
Message is accomplished using the
following sequence of menus.

Name the New Message — This is the same
menu defined for the Queue Monitor
Real-Time Message.

Select the Queues — This is the same menu
defined for the Queue Monitor Real-Time
Message.

Select the Columns — This is the same
format menu shown for the Queue Monitor.
The available fields displayed on this menu
are as follows:

Name

Number of Calls Offered

Number of Calls Answered

Number of Calls Abandoned

Number of Calls Overflowed Out of Queue
Number of Calls Overflowed Into Queue
Average ACD Call Length

Average Answer Time (Wait Time In
Queue)

aaoaoaaoaaoaaa

a

Average Abandon Time
Percent Abandoned

Number of Calls Abandoned After
Threshold

Number of Calls Answered After Threshold

a a

Percentage Abandoned After Threshold

Percentage Answered After Threshold

aaaaQ

Service Level

ACD MIS Administration Program
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Set the Column Order — This is the same
format menu shown for the Queue Monitor.

Set the Thresholds — This is the same
format menu shown for the Queue Monitor.

Set the Thresholds — is the last menu for
this message definition.
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Call Center Monitor Real-Time Message

When a Call Center Monitor Real-Time
Message is being defined, the following
menu is displayed after the Name the new
message menu.

Select the columns

Select the fields to be included in this message:

4§ Call Center Monitor Fields Header Label
[v Nam.. ACME Sales Name
[V Number of Active Agents Agts

[V Number of Agents on ACD.. Busy
[ Number of Agents on Nan-.. NACD

[V Number of &gents on Rest Rest
[V Mumber of Agents in ‘Wrap-. ‘WRAP
[V Number of Idle Agents IDLE
[v" Number of Calls in Queues InQ

[V Number of Active Agent Cli.

Figure 7-20 Real-Time Message-Select the Columns

This menu allows the administrator to select
which fields are included in this real-time
message. The user can also specify the text
that is used as the Name and header label
for each field.

ACD MIS Administration Program
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After the field selection is complete, the
following menu is displayed.

i <, i
M Real-Time Message

Name the agent group

INACD MIS Admin

Drag individual fields to rearrange the column order:

.
Y3l Center Monitor Fields
Name | Number of Active Agents | Number of Agents on ACD Calls | Number ol
< | >

Figure 7-21 Real-Time Message-Name the Agent Group

The administrator can modify the order of
the columns in the message by dragging

an individual field to a new position in the
list.
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After the column order is defined, the
following screen appears.

Set the Thresholds

Define the threshold levels and select the threshold color for each field

-
q‘cm Certer Maritr Thresshads j

E\mww‘mwm

Lerved 1 Maretn 10 Agerns Cde:  (ER
Leved 2 le=ton 10 Agerns Cder |_ Bos
levdd  Llesshen § M Cdo: (@mY) [ Bew

[V Numbs digemanach Cals
Lerved 1 st 5 Agerts Cdar @
lvd 2 Maetn 5 Ages  Cder [ Bem
Levd 3 Maefn 10 Agens Cda:  (WH-) l_ Boep

[V sumbe ot agems sNavACD Cals
Leved 1© Lesston 5 Agemns Cdo: (@R
levd 2 Maeton 5 Agems  Cdar [T tem
Levdd  Maetan 10 Mo Cde:  (EES) [ Bew ﬂ

| Finsh | | Cncel |

Figure 7-22 Real-Time Message-Set the Thresholds

The threshold menu allows the administrator
to set three threshold levels for each
numeric field and associate a color change
with each level. The threshold menu is the
last form in this message definition.
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Call Center Summary Real-Time Message

Defining a Call Center Summary
Real-Time Message is accomplished
using the following sequence of menus.

Name the New Message — This is the
same menu defined for the Queue Monitor
Real-Time Message.

Select the Columns — This is the same
format menu shown for the Call Center
Monitor. The available fields displayed on
this menu are as follows:

O Name
m Number of Calls Offered
O Number of Calls Answered

O Number of Calls Abandoned

Set the Column Order — This is the same
format menu shown for the Call Center
Monitor.

Set the Thresholds — This is the same
format menu shown for the Call Center
Monitor.
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Set the Collection Interval

The statistics in the Call Center Summary
Real-Time Message are all calculated for a
specific time interval. The following menu
prompts the user to define the interval and
start time used for this message.

L

Set the statistics period

Set the interval for the summary statistics.

Summary Interval -
Interval Length:

(15 Minutes (1 Hour
O 4 Hours O 8Hours
(12 Howrs O 24 Hours

Interval Start Time: 08:004M ——

(Finsh ) ((Bancel)

Figure 7-23 Real-Time Message-Set the Statistics Period

ACD MIS Administration Program



UNIVERGE SV8100

5.3.10

ACD MIS Supervisor Manual

Issue 6.0

The Interval Length specifies the time
that is used to summarize the data values.
When the current time expires, all counters
are reset to zero and a new time begins.
The Interval Start Time sets a time period
when one of the intervals begins. The
start time for all other intervals is then
adjusted based on the selected start time.
For example, if the Interval Length is 4
Hours and the Interval Start Time is
8:00AM, then intervals start at 12:00PM,
4:00PM, 8:00PM, 12:00AM, 4:00AM, and
8:00AM.

The Statistics Period is the last menu for
this message definition.

Define New Text Message

The Define New Text Message command
is used to create a new text message to be
displayed on an endpoint. Text messages
can be used to deliver important
information to individuals and groups.



Issue

6.0 UNIVERGE SV8100

When this command is selected, the
following menu is displayed.

pllia s,
A TextMessaoe

MName the message

InACD MIS Admin

Type a name for the text message:

(T ext Message :]

|  Cancel

Figure 7-24 MIS Admin-Name the Message

ACD MIS Administration Program
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After the administrator has entered a name
for the new message, the following menu

is displayed.

Enter the message text

Type the message text in the area below

’Co'lor Selectionc

$ IR

Figure 7-25 MIS Admin-Enter the Message Text

The administrator enters the message text
in the black data entry area. The text color
can be changed using the color selector at
the bottom of the menu. This menu also
provides Cut, Copy, and Paste functions to
help in the creation of the message.
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E TextMessage

INACD MIS Admin

A

UNIVERGE SV8100

After the message text is entered, the
following menu is displayed.

Set message effects

When the text message is first displayed, generate the following sound:
() Single Beep
O Triple Beep [wall Display Only)

() None

Appearance

When this text message is shown on a wall display, use the following settings:

@ Regular font

) Full-size font b

Figure 7-26 MIS Admin-Set Message Effects

This menu allows the administrator to apply
audio and visual effects to the text message.
The Alert Tone field designates that a tone is
generated by the endpoint (wall display or
Agent Client PC) when the message is
initially displayed.

The Appearance fields apply only to
messages that are displayed on wall
displays and control the font size and special
effects that are applied to the message.

ACD MIS Administration Program
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After the message effects are defined, the
following menu is displayed.

[,
m TextMessage

Set message display schedule

InACD MIS Admin

|

Display Period
Each occurence will display for
seconds

[ all Digplay Only)

..

(® Immediate

Message will start after being assigned to an endpoint and uploaded,

Message does not have an expiration time.

Wiz ;

12

- (Finsh ) (Qaneeld)

Figure 7-27 MIS Admin-Set Message Display Schedule
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This menu specifies the active time period
for this message. The Display Period field
applies only to messages that are assigned
to a wall display and controls the time the
message is displayed per occurrence. The
Schedule fields specify when the text
message starts being displayed and how
long the message remains active. The
Immediate setting causes the message to be
displayed as soon as it is assigned to an
endpoint and uploaded to the MIS Server.
An Immediate message remains active until
it is removed (unassigned) from the
endpoint. The Scheduled Start fields can be
used to set the specific time the message
becomes active and the time that the
message remains active.

The display schedule menu completes the
text message definition.

Modify Message Definition

The Modify Message Definition command
is used to change the properties for a
real-time or text message.
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When this command is selected, the
following menu is displayed, which allows
the user to select which message
definition is to be modified.

vl .
E Wall Display Configuration

Select a Message to modify.

InACD MIS Admin

© Cormpany Mesting
i, Queue Monitar
iy, Queue Summany

Figure 7-28 MIS Admin-Select a Message to Modify
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After a message is selected, the ACD MIS
Admin utility shows the first screen from the
message definition sequence, with the
current values populated for each field. The
administrator can then use the Next/Back
buttons to move through the definition and
update any field. The Finish and Cancel
buttons are available on all menus in the
definition sequence, so the administrator
does not have to advance to the last menu to
complete the update.

Delete Message Definition

The Delete Message Definition command
is used to remove a real-time or text
message definition from the system. When
the Delete Message Definition operation is
selected, the administrator is presented with
a list of the currently defined wall displays as
shown in the Modify Message Definition
section.

After a message is selected, the ACD MIS
Admin utility shows a confirmation screen to
verify that the administrator wants to
permanently remove the message definition.
When a message definition is deleted, the
message is removed from any endpoint to
which it is currently assigned.
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Agent Clients

The Agent Clients category is used to configure
individual agent desktops displays. The ACD MIS
Agent Client component allows agents and
supervisors to view real-time ACD statistics on their
PC screen. This functionality offers an efficient
alternative to using the LED wall boards in the call
center. Each agent can view a set of ACD statistics
that is relevant to their individual assignment. Agent
Clients also provide an effective means of
communication when the physical layout of the call
center prohibits the use of LED wall displays.

When the administrator selects the Agent Clients
option from the Admin main menu, the main menu is
updated to offer the following configuration options.

Define New Agent Client

Modify Agent Client Settings

Update Message Assignments

Delete Agent Client Definition

Define New Real-Time Data Message
Define New Text Message

Modify Message Definition

Delete Message Definition

& An Agent Client ID cannot Update Message Assignments
when part of an Agent Group.
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An example of the Agent Client operations menu is
shown below.

G " ACDMIS Admin &~ AgentClients [ ’g"‘
Fil Tools  Hell
bl i =0 Define New Agent Client
Modify Agent Client Definition
@ Update Message Assignments
Delete Agent Client Definition
¥ |
Define New Real-Time Data Message
Define New Text Message
Modify Message Definition
Delete Message Definition
4
& pgent 101
& tgent102
& Agent103
A

Figure 7-29 MIS Admin-Agent Client Operations Menu
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The lower portion of the screen lists the Agent Client
objects currently defined. For each User object
(Agent/Supervisor) defined in ACD MIS Admin, an
Agent Client object is automatically created. These
objects are labeled with the same icons as shown in
the User category. Agent Client objects can also be
created without being associated with an
Agent/Supervisor. This type of Agent Client is
defined using the Define New Agent Client
command.

The following listed operations provide the same
functionality as described previously for wall display
endpoints.

Delete Message Definition

Define New Real-Time Data Message

Define New Text Message

Modify Message Definition
The remaining Agent Client operations are further
defined in the following paragraphs.
54.1 Define New Agent Client

The Define New Agent Client command
creates a profile for a new Agent Client.
Once an Agent Client profile is defined, the
user can start the Agent Client application
to view real-time statistics on their
desktop.
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When this command is selected, the
following menu is displayed.

e : . y
E’ Agent Client Configuration

INACD MIS Admin

A

Name the agent client

Type a name for the new agent client:

{Agent 1001 )

[¥]User is allowed to run agent client software.

[Juser is allowed to send text messages to other agent clients.

Figure 7-30 MIS Admin-Name the Agent Client

The administrator enters a name for the new
agent client and also selects the options for
this user. The first option controls whether
or not this agent client is active and is
allowed to login to the agent client
application. The second option controls
whether or not this agent client is permitted
to send text messages to other agent clients.
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5.4.2  Modify Agent Client Definition

The Modify Agent Client Definition
command changes the options in an Agent
Client profile. When the Modify Agent
Client Definition operation is selected,
the administrator is presented with a list of
the currently defined agents as shown
below.

if' Agent Client Configurabon

Select an Agent Client to modify.

&Agent 101]
& Age 2
& Agent103

Figure 7-31 MIS Admin-Select an Agent Client to Modify
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After an agent client is selected, the ACD
MIS Admin utility then shows the agent client
definition menu, with the current values
populated for each field.

5.4.3 Update Message Assignments

The Update Message Assignments
command changes the set of messages that
is currently shown on the Agent Client
display. When this command is selected, the
following menu is displayed allowing the
user to select which Agent Client is to be
modified.

E’T Agent Client Configuration

Select an Agent Client to modify.

INACD MIS Admin

& Agent 103

Figure 7-32 MIS Admin-Select an Agent Client to Modify
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After an Agent Client is selected, the
following menu is displayed.

[~ ~ -
L!] Agent Client Configurabion

Select messages to show to the agent

INACD MIS Admin

ent 101

o
2

Message Library

Click an item from the Message Library to add to the agent client.

Assigned Messages

Call Center Monitor
Call Center Summary
Company Meeting
Queue Monitor
Queue Summary

i, Call Center Monitor
' X Call Center Summany

Figure 7-33 MIS Admin-Select Messages to Show Agent
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The Message Library list shows all real-time
and text messages currently defined. The
messages in the Assigned Messages list are
shown on the selected Agent Client in the
order they appear in the list. When the
administrator clicks on a message in the
Message Library, the selected message is
added to the bottom of the Assigned
Messages list. The user can reposition
messages in the Assigned Messages list by
selecting a message, and then clicking on
the Up Arrow and Down Arrow. The Delete
icon removes the selected message from
the Assigned Messages list.

If an Agent Client was already assigned to
an Agent Group you get a pop up window
saying that the Agent Client is already
assigned to a Group and is removed from it if
a message is assigned to it.

Admin

Agent client 101 is a member of agent group all. Assigning a message to the agenk will remove the agent from the group,

[0k |[ Cancel l

544

Delete Agent Client Definition

The Delete Agent Client Definition
command removes an agent client profile
from the current configuration. When the
Delete Agent Client Definition operation is
selected, the administrator is presented with
a list of the currently defined agent client as
shown in the Modify Agent Client
Definition section.
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After an Agent Client is selected, the ACD
MIS Admin utility shows a confirmation
screen to verify that the administrator
wants to permanently remove the agent
client definition.

Agent Groups

The Agent Groups category is used to configure
groups of agent client displays. With Agent Groups,
the administrator can define a collection of agent
clients that can be addressed as a single endpoint.
This approach is useful when several agents require
the same set of statistics to be displayed on their
desktop.

When the administrator selects the Agent Groups
option from the Admin main menu, the main menu is
updated to offer the following configuration options.

Define New Agent Group

Modify Agent Group Members
Update Message Assignments

Delete Agent Group Definition

Define New Real-Time Data Message
Define New Text Message

Modify Message Definition

Delete Message Definition
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An example of the Agent Groups operations menu is
shown below.

" ACDMIS Admin. :T¢l  AgentGroups Q}@I

File  Tools Help

Defing New Agent Group
Modify Agent Group Members
Update Message Assignments

Delete Agent Group Definition

Define New Real-Time D ata Message
Define New Text Message
Modify Message Definition

Delete Message Definition

& First Shift
4% Second Shift

Figure 7-34 MIS Admin-Agent Groups Operations Menu

The lower portion of the screen lists the Agent Group
objects currently defined.
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The following listed operations provide the same
functionality as described previously for wall display
endpoints.

Define New Real-Time Data Message

Define New Text Message

Modify Message Definition

Delete Message Definition
The remaining Agent Client operations are further
defined in the following paragraphs.
5.5.1 Define New Agent Group

The Define New Agent Group command
is used to create a new collection of Agent
Clients. Once an Agent Group is defined,
the user can assign real-time data
messages and text messages to all agent
clients in the group.

When the Define New Agent Group
command is selected, the following menu
is displayed.
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InACD MIS Admin
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Name the agent group

Type a name for the agent group:

(Second Shift

)

Figure 7-35 MIS Admin-Name the Agent Group
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After the administrator enters a name for
the Agent Group, the following menu is

displayed.

—
M Agent Group Configuration

InACD MIS Admin

Select agent clients to include in aroup

Second Shift

Select agents and click on arrows to move agents between lists.

Group Members

Unassigned Agent Clients

|£&P Agent 102
P Agent 103

Figure 7-36 MIS Admin-Select Agent Clients to Include in Group
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This menu allows the administrator to select
the agent clients that are members of this
Agent Group. An Agent Client can be a
member of only one Agent Group, so the
Unassigned Agent Clients list includes only
the Agent Clients that are not assigned to an
Agent Group. To move entries between the
lists, the administrator selects one or more
entries from a list and then clicks on the
arrow keys to move the selected entries to
the other list.

If an Agent Client being added into the Agent
Group currently has messages assigned, a
pop up window appears advising those
messages are removed when the Agent
Client is assigned.

Only the Group messages are displayed.

-

Admin

2 messages have been assigned to agent client 100, Assigning this agent to the group will remave the previously assigned messages,

— |[ Cancel ]

5.5.2

When the Group members are defined, click
Finish to complete the Agent Group
definition.

Modify Agent Group Members

The Modify Agent Group Members
command is used to change the set of Agent
Clients currently associated with an Agent
Group.
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When the Modify Agent Group Members
operation is selected, the administrator is
presented with a list of the currently
defined groups.

Select an Agent Group to modify.

INACD MIS Admin

i

& Second Shif

Figure 7-37 MIS Agent-Select an Agent Group to Modify

ACD MIS Supervisor Manual

After an agent group is selected, the ACD
MIS Admin utility then shows the member
assignment menu (as shown in the
previous section), with the current values
populated for each list.



Issue 6.0 UNIVERGE SV8100

5.5.3 Update Message Assignments

The Update Message Assignments
command is used to change the set of
messages that is currently being shown on
Agent Clients’ displays in the Agent Group.

When this command is selected, the
following menu is displayed allowing the
user to select the Agent Group to modify.

El Agent Group Configurabon

Select an Agent Group to modify.

InACD MIS Admin

hift

Figure 7-38 MIS Agent-Select an Agent Group to Modify
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After an Agent Group is selected, the
following menu will be displayed.

! Agent Group Configurabon

%

ages to show to the group

InACD MIS Admin

Chek. an tem from the Message Libray to addto the agent group

Message Librany Lrogned Megsages
Call Center Monitor iy, Call Center Monitor
Call Center Summary . Call Center Summary

Company Meeting
Queue Monitor
Queue Summary

Figure 7-39 MIS Agent-Select Messages for Group
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The Message Library list shows all real-time
and text messages currently defined. The
messages in the Assigned Messages list are
shown on the selected Agent Group in the
order that they appear in the list. When the
administrator clicks on a message in the
Message Library, the selected message is
added to the bottom of the Assigned
Messages list. The user can reposition
messages in the Assigned Messages list by
selecting a message, and then clicking on
the Up Arrow and Down Arrow. The Delete
icon removes the selected message from
the Assigned Messages list.

Delete Agent Group Definition

The Delete Agent Group Definition
command is used to remove an agent group
from the current configuration. When the
Delete Agent Group Definition operation is
selected, the administrator is presented with
a list of the currently defined agent groups
as shown in the Modify Agent Group
Members section.

After an Agent Group is selected, the Admin
utility shows a confirmation screen to verify

that the administrator wants to permanently
remove the agent group definition.

ACD MIS Administration Program
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Pull-Down Menus

The Function Menu on the Admin main screen
provides access to commonly used functions for the
application. Each function category has an
associated drop down menu that lists all available
functions in that category. The available categories
and functions are as follows:

File

Open

Save

Save As

Download

Upload

Default

Exit

O 0 0 0 0 0 O

Tools

O  MIS Server Settings

Help
O Contents and Index
O About MIS Admin

File Menu

Open

This function is used to open a previously saved
ACD configuration file. When this function is
selected, a file selection menu is opened, which
allows the user to browse and select the location of
the target configuration file.
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Save

This function is used to save the current configuration
settings to a local file. The configuration values are
written to the file that is currently being viewed within
the Admin utility. If the current configuration file was
downloaded from the phone system, the menu is
displayed, as described in the Save As function.

Save As

This function is used to save the current configuration
settings to a local file. When this function is selected,
a file name specification menu is opened, which
allows the user to enter the name for the configuration
file and browse to select the target folder.

Download

This function is used to retrieve the current
configuration settings from the phone system and the
MIS Server. If the user has made changes to the
current configuration that is open in Admin, and these
changes are not saved to a local file, a warning
message is displayed. The message box allows the
user to abort the download or continue with the
download.

Upload

This function is used to send the current configuration
settings to the MIS Server.

ACD MIS Administration Program
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Default

This function is used to reset all configuration values
in Admin to their default values. If the user has
made changes to the current configuration that is
open in Admin, and these changes are not saved to
a local file, a warning message is displayed. The
message box allows the user to abort the default
restore or continue with the operation.

Exit

This function closes the Admin application. When
this function is selected, a confirmation dialog is
opened if the user has made changes to the
configuration, and they are not saved to a file or
uploaded. This window allows the user to Upload,
Save, Cancel the exit operation, or Exit the
application without saving.

Tools Menu

MIS Server Settings

This function is used to change the settings for the
MIS Server. When this function is selected, the
same menu as defined in Figure 7-1 MIS Server
Setup is displayed.

Help Menu

Contents and Index

The Content and Index function is used to open the
Windows HTML Help viewer to view the applications
Help file. The help file includes information about all
features and functions of the application. The help
file includes a Table of Contents and Index to help
easily locate the desired information.
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About MIS Admin

The About function displays a form that shows the
product name, current version number, and copyright
notice.

ACD MIS Administration Program
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SECTION 1 STARTING ACD MIS AGENT CLIENT FOR THE FIRST
TIME

1. From the Windows Start menu, choose Programs.

2. Select ACD MIS Agent Client from the NEC\ ACD
MIS suite.

3.  When the Agent Client is started for the first time
following installation, the application prompts the user
to enter the name/IP address of the ACD MIS Server
(if on the same PC as Server, enter name as
localhost), scroll speed of messages, Chime on
Message, and Beep on Threshold.

P
IP Address . . . ne Line T
Qe O One Line Ticker
(#) Server Name localhost St ,—:I
s (O Two Line Ticker
TCP/IPpor

Data Scroll Speed 5
TextSciollSpeed N Eln|

0 - (5) Table View
Chime On Message Beep On Threshold
o=
[]Popup On Message (V] &lways On Top
["]Popup On Thieshold [¥] Large View
((Lencel, )
[[JUse %P Style Appearance

Figure 8-1 Agent Client Setup
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4. The ACD MIS Agent Client requires that the user
specify their User name to start the application. When
the application is started, the following selection menu
is displayed.

& ACDAgentClientLogn (96!

OJAgent 101 |
O 4gent 102

Figure 8-2 ACD Agent Client Login

The User Names list includes all Agent Clients that are
defined in ACD MIS Admin, minus the users that currently
have an active Agent Client session. After the user has
made a selection and clicked OK, the main ACD MIS Agent
Client window is displayed.

ACD MIS Agent Client
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SECTION 2

DESCRIBING THE ACD MIS AGENT CLIENT SCREEN

The Agent Client main window combines the real-time data
display, with an Agent control panel. The following image
shows an example of the window.

;!!L_(:,'_I".'.’llr CLIENT

|dle Sales Agts: 12  InQ:

Figure 8-3 Agent Client Window

The Agent Client window is anchored at the top of the
desktop, where it does not cover up any other applications.
The menu consists of the following areas:

] Agent State
a Real-Time Ticker

a User Functions

The Agent State area is visible only while the user is
logged into the ACD to accept calls.

Each area in the main window is further defined in the
following sections.

2.1 Agent State
The Agent State indicator shows the current ACD

state for the agent. The following figure is an
example of the Agent State indicator.

ACD CALL oa

Figure 8-4 Agent State Indicator
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This indicator is shown only when the
agent/supervisor is logged into the ACD to take calls.
The indicator changes color and text to represent the
current state of the agent. Possible agent states are
as follows:

Rest (Orange)

Wrap (Yellow)

Idle (Green)

ACD Call (Red)
Non-ACD Call (Gray)
ACD Ringing (Blue)

© 0O 0 0O 0 0 ©

Absent (logged out/break due to non-answer)
(Black)

Additional information for the current agent state can
be viewed by moving the mouse onto the Agent State
indicator. A pop-up window is displayed as shown in
the following figure.

ACD cLiENT lde e

= Current State: |de
— =" Time inState: 0048

Figure 8-5 Current Agent State

8-4 ACD MIS Agent Client
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Real-Time Ticker

The Real-Time Ticker displays queue statistics and
text messages in a scrolling format. The format and
content of the real-time data messages are defined
in the ACD MIS Admin package for each agent
client. Color changes in the data messages indicate
when thresholds are reached. Text messages are
defined in the Admin utility and can be generated
also from within the Agent Client by authorized
users. An example of the Real-Time Ticker area is
shown below.

Agents: 15 Long: ] Company Meeting t

Figure 8-6 Real-Time Ticker Example

23
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User Functions

The main application window includes a drop down
menu that provides access to additional user
functions. Clicking on the Menu button on the main
window accesses the user functions.

Message
Clear
Properties
Links »
Help

About

Exit

Figure 8-7 ACD Client User Functions
The function enabled/disabled is based on the

current state of the agent. Each User Function is
further defined in the following paragraphs.
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Connect Function

The Connect function is used to establish
communication between the ACD MIS Agent
Client and the ACD MIS Server. The
connection with the ACD MIS Server is
normally established when the application is
started and remains active. However, if
communication with the server is interrupted,
the ACD MIS Agent Client automatically tries
to reconnect to the server. To manually
reconnect to the server, the user can select
the Connect function.

When this function is selected, the ACD MIS
Agent Client attempts to establish
communication with the ACD MIS Server.
An information box is displayed that shows
the status of the connection. If the
connection is successfully established, the
information box is automatically closed. If
the connection is unsuccessful, an error
message is displayed in the information box
and the user must manually close the
window.

The Connect function is only enabled when
the ACD MIS Agent Client has lost
communication with the ACD MIS Server.

Send Message Function

The Send Message function allows an
authorized Agent Client to send text
messages to other Agent Client users. The
Send Message function is enabled/disabled
per user by the ACD MIS Admin application.

ACD MIS Agent Client
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When the Send Message function is
selected, the following dialog is displayed.

i --f,.", TextMessage

{* Meszage does not expire,

{™ Message expires after

|3|:I tinutes [

b in the area below

sme

Figure 8-8 Text Message Screen

The user enters the message text into the
black data entry area. The text color can
be changed using the color selector at the
bottom of the menu. This menu also
provides Cut, Copy, and Paste functions to
help in the creation of the message.

ACD MIS Supervisor Manual 8-7
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After the message text is entered, the
following menu is displayed.

= Schedule Text Message E]@

Duration

) Meszage does not expire.

(¥) Meszage expires after | 3I:I| | Mirutes w |

A

Figure 8-9 Schedule Text Message Screen

On this menu, the user can specify how long
the message continues to be displayed on
the destination.

8-8 ACD MIS Agent Client
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After the message duration is entered, the
following menu is displayed.

)
& TextMessage

Meszage Fecipientz

Select agents and click on arows to move agents between lists.

Recipients

107
Unuged

Figure 8-10 Message Recipients Screen

The user selects the recipients of the text
message by adding names from the Name
list to the Recipient list. The Name list
includes only active agent clients and all
defined Agent Client groups. After
selecting the list of Recipients, the user
can click on Send to deliver the message.

ACD MIS Supervisor Manual 8-9
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Clear Message Function

The Clear Message function removes text
messages from the ticker display. This
function is provided so users can clear
messages from the screen that are already
read. When this function is selected, the
following menu is displayed.

e
‘& ClearTextMessages

| Display these Text Messages

[¥l: Company meeting today :

Figure 8-11 Clear Text Messages

This menu lists all text messages currently
active on the user display. The messages
currently displayed have a check in the box
next to the message. The user can clear
messages by removing the check mark from
the box. Clicking OK removes the
designated messages from the ticker
display.

The Agent Client can reselect the Message
to display by selecting the message to put
the Check back into the box.

ACD MIS Agent Client
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Properties Function

The Properties function provides access to
options that allow the user to customize
the ACD MIS Agent Client application.
When this function is selected, the
following menu is displayed.

Number of Fows

Figure 8-12 Setup Properties Screen

ACD MIS Supervisor Manual

The Server area allows the user to modify
the IP Address/Name of the ACD MIS
Server. The Ticker Scroll Speed setting
controls the speed of the data and text
messages that are scrolled in the ticker
area. The Alerts settings control the
sounds that are played when a text
message is received and when a threshold
is reached.
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The user can specify whether the agents
want to have:

) One-line ticker
O Two-line ticker

O Table view

Help Function

The Help function opens the Windows HTML
Help viewer to view the application Help file.
The help file includes information about all
features and functions of the application.
The help file includes a Table of Contents
and Index to help easily locate the desired
information.

About Function

The About function displays a form that
shows the product name, current version
number, and copyright notice.

Exiting the Application

The user can select exit from the User
Functions to exit the ACD MIS Agent Client.
Exiting the application does not change the
current agent state.

ACD MIS Agent Client
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