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1 - Tenant Overview OASIS Contact Centre

1 Tenant Overview

1.1 Overview

This chapter provides the following information:
e About This Guide

e Prerequisites

e Tenant Hierarchy

e Management Portal Overview

e Management Portal User Interface

1.2 About This Guide

This guide provides information and procedures for a Tenant of the
OASIS Contact Centre Platform to administer the Management Portal
application.

The Management Portal is the web-based system configuration tool for
the OASIS Contact Centre Platform.

1.2.1 Intended audience
The information in this guide is intended for customer personnel involved
in the configuration and administration of the OASIS tenants

1.2.2 Scope

This document provides an Overview of the administration entities
relevant to tenants.

This document is intended to assist users unfamiliar with the basic tasks
required to administer the system during operation.

The OASIS (11.5) Tenant Getting Started Guide (reference 4) provides a
walk-through of configuring various entities within the Management
Portal for a a simple scenario. Multiple or advanced scenarios are not
detailed.

1.2.3 Document structure
As per Table of Contents.

1.2.4 Conventions

The following conventions are used throughout VDI customer
documentation:
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Convention Description

Special text elements distinguished by their fonts

Keys Keys, buttons, menu items, commands and other elements
involving user interaction

Fields Dialog titles, field names, options, labels, file names etc.

Code Coding samples, file extracts and screen output

Variables

Square Optional value

brackets []

Angle brackets | Generic placeholder to be replaced by your own specific

<> value
Vertical bar | A choice of more than one value, one of which must be
selected

Annotations

CAUTION - Important information warning you of
possible problems

Helpful tip

@ Additional information or special note

throughout this documernt. Where mentioned a call may be
a voice telephony call, chat, social media or e-mail
interaction with an agent.

The OASIS Contact Centre product is an ongoing
development of new features and as such some screen shots
and terminology may not be accurate at time of going to
press,

@ Customer calls (a,k,a Contacts) are refered to as calls

S22033-3.0 Tenant Administration
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1.2.4.1 Language conventions
Throughout this guide, the following language conventions are observed:
All terms related to persons are meant to be gender-neutral. For the sake
of clarity, we usually use the masculine form.

1.2.5 Related documents

No. | Title Reference
1 SmartStation Installation and Configuration Guide | [M12589]
2 SmartStation User Guide [M12590]
3 OASIS (11.5) Media Bar User Guide [S22472]
4 OASIS (11.5) Tenant Getting Started Guide [S22105]
5 OASIS (11.5) MIS Reporting Guide [S22328]
6 SmartStation Use Cases and Configuration [M13174]

1.3 Prerequisites

You will need the following information to begin working with the
Management Portal:

e URL for your system

e An administrator account on that system with appropriate
permissions

1.4 Tenant Hierarchy

The tenant hierarchy consists of a Reseller Business Unit, which has one
or more Contact Operation Business Units.

A Contact Operation can have one or more Contact Centre (insource)
Business Units, Contact Centre (outsource) Business Units and Account
Business Units. See Chapter 1.4.1 for additional details.
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The Following figure illustrates a Business Unit Hierarchy Example

Contact Account
Operation Operation

Contact Contact
Center Center

Insource Outsource

1.4.1 Business Units
Business Units represent Tenants. The following types of Business Unit

are available:

Business Unit Type Description

Reseller A top-level Business Unit representing the
tenant overseeing the other types of Business
Unit
Resellers do not directly consume resources
nor do they directly provide service. Rather,
Resellers sell services to entities in underlying
tiers.

Contact Operation One or more Contact Operation tenants are
under a Reseller, and they represent the
tenant(s) overseeing the routing of calls.
Contact Operations provide service and they
can optionally operate Contact Centres.
Within the context of this guide, a “tenant” is
a Contact Operation.

S22033-3.0 Tenant Administration
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Business Unit Type Description

Contact Centre If configured, one or more Contact Centres

can exist under a Contact Operation.

There are two different types of Contact
Centres, as follows:

* Insource — The Contact Centre belongs
to the same company as the Contact
Operation.

*  Qutsource — The Contact Centre does not
belong to the same company as the
Contact Operation.

There is no difference in the way Insource and
Outsource Contact Centres are processed by
the Management Portal.

Account One or more Account tenants are under a
Contact Operation, and they represent the
tenant(s) where the Contact Operation is
responsible for dealing with their calls.

An Account tenant can be used to tag specific
call traffic being handled by a Contact
Operation. An Account tenant can then view
historic (but not dynamic) reports for the calls
being handled

1.4.2 Contact Centres

In OASIS Contact Centres there are Business Units that represent those
Tenants that deal with Agents and with the processing of calls. Contact
Centres are logical (that is, not necessarily physical) call centres

1.4.3 Accounts

An Account represents a Tenant whose traffic is being managed by the
Contact Operation. This Tenant can have specific reports shared and
specific data shared for reporting purposes. Additionally, an Account can
be assigned to a Classification. Accounts are associated with a Contact
Operations Business Unit (not to a Contact Centre).

1.5 Management Portal Overview

The Management Portal provides a web-based environment for
configuring entities within the Management Portal such as:

¢ Business Units (Tenants)
o Classifications
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e Queues
e Announcements
¢ Routing Plans

The configuration data is then used by software running on various
servers. Such software can include, for example:

e Call Distribution System (CDS)

Responsible for queueing, connecting, terminating and other call
related activities.

e CSA Multi-Media Routing Service (CSA-MMR)
Executes Routing Plans.
e SmartStation or Media Bar

Provides computer telephony integration (CTI) services for user
Agents at a workstation.

e Data File Servers (DFS)
Handles call announcements and storage for call recordings.

1.6 Management Portal User Interface

The Management Portal user interface is a customized implementation
of the Microsoft Dynamics Customer Relationship Management (CRM)
platform. Users who are familiar with Microsoft Dynamics might
recognize some of the user interface features and functions, but the
Management Portal has been tailored specifically for use with the OASIS
Contact Centre environment.

1.6.1 Accessing the Management Portal

To access the Management Portal, do the following:

1 Open an Internet Explorer web browser and enter the address for the
Management Portal

The Sign In window is displayed:

S22033-3.0 Tenant Administration
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=N EoR===
e';'f%:'|al https://sts2.rentlls O = @ € H L1 Signn ‘ ‘ Yk

File Edit View Favorites Tools Help

sts2.rentll.voltdelta.com

Type your user name and password.

User name: | |

Password: | |

2  Enter your user name and password..
3 ClickSignIn
The default page of the Management Portal is displayed. The
appearance of the screen varies, depending on the tenant level and
permissions associated with your user 1D. Chapter 1.6, Management
Portal User Interface Details describes the user interface.
o - ZVoltDoitc s
B By, A <
bd . o~y
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1.6.2 Management Portal User Interface Details

The figure below shows the main components of the user interface that
you will commonly use when working with the Management Portal.

Function
ribbon

Navigation
pane i

Elements

[ e £ VoltOons

Category ’

Table sort column

B a @

L ctive Routing Plans =

Managemers
Reportng

Record view control Active display

(view all records or
only those starting
with a selected letter)

Record search field

V- -0

Note the following about the figure above:

You access the Management Portal functions through the
navigation pane. The functions are organized into a series of
categories such as Call Management, Publications, User
Management, Queue Management, and Administration. Each
category contains one or more elements that enable you to access
a specific Management Portal function.

When you select an element in the navigation pane, the active
display lists the currently active records for that element in the
active display. The columns that display are sorted by the column
with the blue background. To display the columns in reverse

S22033-3.0
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order, click the column heading. To sort the records by a different
column, click the desired column heading.

« To limit the number of records that display in the active display,
you can do one of the following:

» Click a letter in the view control bar to display only records
that start with that letter.

» Enter a full or partial search string in the record search field.

» The icons that display in the function ribbon depend on the
selection made in the navigation pane. Items that are available in
the current active display are shown in full color. Items that are
dimmed (grayed) are not available.

When you create a new record or edit an existing record, the record
displays in a new window. The figure below shows an example of a
record window.

= Rout Tast - Microsoft Dynanics (RM - Windows Internet Dplorer
- g voltdelta. com

b
44 Microsoft Dynarnics CRM o
Ve Heuting Flan VORPAL ¢,

At

Infor mation

o Sgenled

@ et

dd o
¢ s
d4d 0

= Service Addresses

I Name = Address Lockup Service Addrest Tranilytion Address

w

@ Deviten 086441024 PEAA104

& Internet | Protected Mode: On av W% .

Note the following about the figure above:

« The functions you can perform in the window are shown on the
ribbon.

+ Mandatory entry fields are denoted with a red asterisk ( * ) next
to the field title.

« Record windows can contain tables, which when clicked will
enable additional buttons in the ribbon. In the figure, the Service
Addresses area contains such a table. The Publish button appears
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when the saved version is greater than the Published version for
this record.

« If afield in this window requires selection of a value from a list,
the field displays a search icon to the right of the field (53). When
you click the search icon, a Look Up Record window is displayed,
similar to the figure below

aLuuk Up Record -- Webpage Dialog E3
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, seledt the record you want and click OK.
Look for: | Call Type ;l [~ Show Only My Records
View: | Filtered Classification View =
Search: || jo
i Mame Business Unit Classification Security Group Crz:
I % entBillin PABUZ2CTOP1 CRPABUZCTOPL -
[T % AgentCustServ PABUZCTOPL CRPABUZCTOPL
[T % AgentDevl PABUZCTOPL CRPABUZCTOPL 11
[T% AgentinQueue PABUZCTOPL CRPABUZCTOPL 1
[T % AgentReporiTest PABUZCTOPL CRPABUZCTOPL
[T & CustServ PAEUZCTOPL CRPABUZCTOPL
[T & CustSerny_Rod PAEUZCTOPL
— & amailclars AR T DY FODARBRLIDC T DY -
4 *
1 - 24 of 24 {1 selected) Page 1
| Froperties | | hew |
QK || Cancel || Remowve Walue |
|htt|:us:||',l'vdrpa1.rent11.voltdelta.com,l'_controls| " Trusted sites | Protecked Mode: OFf i

Select the check box in front of the record you want to select, and then
click OK. You are returned to the record window and the value you
selected is displayed in the field.

If desired, you can filter the records that display in the Look Up Record
window by entering search criteria in the top portion of the window and
then clicking Search.

In the Management Portal interface, entry fields are organized into
logical groupings related to the functions provided. For reference, each
field has an available tooltip that contains useful information for entering

S22033-3.0 Tenant Administration
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data in the field. To display a tooltip, hover your mouse pointer over the
field and wait for the tooltip to display.

The figure below shows an example tooltip for the field, “Allow
Outbound Calls?”

Qutbound Calls

Allow Qutbound CallsT§
" No (¥ Yes

Outbound Call Service Provider§
€ Default

£l

[can the Agent generate outbound calls?]

Outbound Call Classification §
%, Qutbound

bl
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2 Business Units

2.1 Overview

A Business Unit is a separate entity in the OASIS system that is set up
with its own configuration and management information. For
information about Business units and other hierarchical entities, refer to
chapter 1, Tenant Overview.

This chapter provides the following information on working with
Business Units:

«  Working with Business Units
+  Working With Products
«  Creating Not Ready Sub-States

2.2 Working with Business Units
This chapter contains the following topics:
«  Creating a Business Unit
«  Editing Business Units
»  Deleting a Business Unit

2.2.1 Creating a Business Unit
To create a new Business Unit, do the following:

1 In the Management Portal navigation pane, click to expand the
Business Unit Management category

S22033-3.0 Tenant Administration
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2 Under the Business Unit Management category, right-click Business
Units and then choose New.

4 e ey LR
v e e -
e
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s

) oot Crmpuiens

@ Qe Camparar Ropa
{

|
o~ Fadty
5 roor Raaaty Sun Srsnme acvee Borren {
@ Senrtinman Covips cative Dot Uiy
- L B
S8 Cot tres Mowna (Agos Yy Vo
O SOt Memwn Cumamarm i
DY TSNy v ve— .

Mansgement
Reportegy ~M . A . ¢ ° t

The Business Unit: New dialog is displayed:

m H *_;1 Save and Close E ‘ijlﬂelp hd
= Business Unit: New
[‘i‘ & Information
Information 4 General
|- General
L Addresses Name * Parent Business *
£ PABU2CTOPL
=)t Domain Name * § Business Unit Role *
4 Organization o
s Users o
& Business Units Division Tenant ID§
B Teams
E-mail Main Phone
4 Processes
|4 Audit History
& publications Web Site Other Phone
B server Publications
4 Reporting Fax
%, Call Action Records
% Call Records Create Status§
%E call Type Groups |:'" Progress [
i Client CDm;-auter Gl Y —
@ Logon Sessions
& Not Ready Sub States
[ User Groups
& Aggregate Queue G... [
Status: New
3 Enter data in the following fields,at a minimum, complete at least
the mandatory items (denoted in the dialog by a red asterisk):
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Be careful when entering Business Unit parameter values. A
Business Unit cannot be deleted once it has been created.
Refer to chapter 2.2.3, Deleting a Business Unit.

Dialog item Description

Name The name of the Business Unit. When
specifying a name, do not enter the
apostrophe character ()

Business Unit Role Select the appropriate role for the Business
Unit, as follows:

e |If the Parent Business is the
"Reseller" then select Contact
Operation.

e If the Parent Business is the Contact
Operation then select Contact
Centre (In Source), Contact
Centre (Out Source), or Account
(For details about these entities,
refer to chapter 1.4.1, Business
Units Overview)

Domain Name Enter a UPN suffix under which all users
of the new Business Unit will be created.
This Domain is used for all logins (for
example, bob@bobco). The entry does not
require the addition of “.com” or other
domain suffix. The Domain must be
unique within the Management Portal.

Parent Business Select the Business Unit immediately
above you in the Management Portal
Business Unit hierarchy. For example, if
your company is a Contact Operation,
select the Reseller above you in the
hierarchy as the Parent Business.

4  Click save & Close at the top of the dialog to create the Business
Unit.

and default values can take a few minutes. Wait until the
Business Unit appears in the Business Unit list display before
proceeding with other tasks related to the Business Unit. If
desired, click Refresh to update the Business Unit list.

@ The creation of the Business Unit with appropriate templates

S22033-3.0 Tenant Administration
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5 Continue on with Adding Products to your

Business Unit as

described in chapter 2.3.1, Adding a Product to a Business Unit

2.2.2 Editing Business Units
To edit the properties of an existing Business Unit, do the following:

1

®

Business Unit to edit.

For newly created Business Units, Products must be added
and enabled before the Product attributes are available in the

In the Management Portal navigation pane, click to expand the

Business Unit Management category

In the list of displayed Businesses Units, click the name of the

Business Unit that you want to edit.

Edit the fields as required. Click Save and Close when you are
finished. The table below describes the parameters for the Business

Unit dialog:

Field

Name

Description

General

Unique name of the Business Unit. The
name cannot contain spaces.

Parent Business

Parent Business Unit under which this
unit is created.

Domain Name

User-defined UPN suffix that is used
for creating users under this Business
Unit. For example, xyz.com.

Business Unit Role

Defines the Business Unit role for the
Business Unit.

Division Title of the division.

Management Portal | A three-character identifier to

tenant ID represent a Business Unit.

E-mail E-mail address for the Business Unit.

Main Phone Main telephone number for the
Business Unit.

Web Site Web site for the Business Unit.

Other Phone Additional telephone number for the

Business Unit.
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Field Description

Fax Fax number for the Business Unit.

Create Status The creation status of the Business
Unit, such as In progress, Complete,
and so on.

Addresses—Bill To Address

Street 1 Street address for billing.

State/Province State or province for billing.

Street 2 Additional street information for
billing.

ZIP/postal Code ZIP or postal code for billing.

Street 3 Additional street information for
billing.

Country/Region Country or region information for
billing.

City City name for billing.

Addresses—Ship To Address

Street 1 Street address for shipping.

State/Province State or province for shipping.

Street 2 Additional street information for
shipping.

ZIP/postal Code ZIP or postal code for shipping.

Street 3 Additional street information for
shipping.

Country/Region Country or region information for
shipping.

City City name for shipping.

Call Distribution System—Media

Media Class Mode Determines whether the BU will use
Media Classes or Media Types to
apportion calls for Quota Routing. For
details, refer to chapter C.2, Setting
Media Class Mode (Business Unit
Setting).

Computer Telephony Integration-Consult and Transfer

S22033-3.0 Tenant Administration
Guide 27



2 - Business Units

OASIS Contact Centre

Field

Description

Allow Decline for
Consultations?

IP Station—\Voice Control

Agent Speaker Volume
Up Key

Determines whether the person who is
being asked for a consultation can
decline the request. If the value is set
to No, then a consultation is
automatically accepted.

System-wide key for volume up key. A
value of 0 means no key is defined.
(Applies to IP Station only.)

Agent Speaker Volume
Down Key

System-wide key for volume down
key. A value of 0 means no key is
defined. (Applies to IP Station only.)

Management Information System—Historic MIS

Calls Offered Formula

Defines the formula wused when
calculating “Calls Offered” in the
User/IVR Service Performance
reports.

Calls Abandoned and
Requeued Formula

Defines the formula used when
calculating “Calls Abandoned %” and
“Calls Requeued %" in the User/IVR
Service Performance reports.

Service Level Formula

Defines the formula used when
calculating “Service Level” in the
User/IVR  Service  Performance
reports. the following abbreviations
are used:

« ANnCQT—Calls Answered in CQT

« AbCQT—<Calls Abandoned in
CQT

+ C—Calls Offered formula

NB. The CQT is configured on a per

Classification basis by the Critical

Answer Time property in the

Management Information section of
the Classification form.

Time Zone

Defines the time zone to assign to the
collected statistics
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Field Description

Workstation—Agent Dashboard

Enable Agent | Defines whether the workstation
Dashboard? provides the Agent Dashboard
functionality where personal statistics
can be displayed to the Agent.

Agent Dashboard | Update interval (in seconds) for the
Update Interval Agent Dashboard display.

Aggregate Time for | Period of time (in minutes) for
KPIs aggregating the key performance
indicators.

2.2.3 Deleting a Business Unit

The Management Portal does not support deletion of Business Units;
however, Business Units can be deactivated by the System Host
Administrator.

2.3 Working With Products

A Product is a functional area or logical collection of features within
OASIS which are logically grouped for various purposes. Such features
include, for example:

e Audio Recording
e Screen Recording
e SmartStation or Media Bar

Products are listed under the Business Unit Management section of the
Management Portal as a list called Products. The Products list shows the
Products available to the current User for sharing with and licensing to
his subordinate Business Units.

Adding a Product means that a “parent” Business Unit has created a record for
a Product in the Management Portal. A Product must exist in the Management
Portal before it can be shared or enabled. This procedure is described in chapter
2.3.1, Adding a Product to a Business Unit.

Sharing a Product means that a "parent™ Business Unit grants one of more
of its "child" Business Units the right to control the Product in the
Products list. Chapter 2.3.2, Sharing a Product describes this procedure in
detail. This is typically an operation granted to Resellers who wish to
delegate managing of Products to its Contact Operationsif a Reseller is

S22033-3.0 Tenant Administration
Guide 29



2 - Business Units OASIS Contact Centre

going to control management of Products for all its Contact Operations,
Contact Centres and Accounts, then sharing is not required.

Enabling a Product means that a "parent” Business Unit grants one of
more of its "child" Business Units the right to actually use the product.
Enabling is performed by declaring the desired product to be what is
known as a "Business Unit Product”. Chapter 2.3.3, Enabling Business
Unit Products describes this procedure in detail.

This chapter contains the following topics:

« Adding a Product to a Business Unit
» Sharing a Product
+ Enabling a Product
2.3.1 Adding a Product to a Business Unit

A Business Unit must contain one or more Products before any call
processing can occur

To add a Product to a Business Unit, proceed as follows:

1 In the Management Portal navigation pane, select Business Unit
Management — Products to display the list of active Products.

If the desired Product does not appear in this list, contact the
administrator of your own Business Unit to ensure that he has
shared the Product with your Business Unit.

2 Select the Products for the Business Unit.
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3 Inthe ribbon, click Add BU Products
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4 Inthe Look Up Records dialog, select your Business Unit, and click
OK . A confirmation message is displayed.

5 Optionally select Enable to enable the product immediately.

2.3.2 Sharing a Product
To share Products with another Business Unit, proceed as follows:

1  Ensure that you are logged in as a “Parent Tenant Administrator” to
be able to share records with child Business Units

2 In the Management Portal navigation pane, select Business Unit
Management — Products

S22033-3.0 Tenant Administration
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3 Select the Products to be shared by clicking the check box associated

with each of the products you want to share.

4 Click share in the ribbon. The sharing dialog appears.

5
6

&) Who would you like to share the selected product {ams2) with? - Webpage Dialog

Who would you like to share the selected product (ams2) with?

Select the users or teams with whom you want to share the 1 product (ams2) record you have selected. Then

use the check boxes on the right to specify
which permissions to give ach user or team.

Comi

| Mame | r Wwrite | Delete

2ead | Append |  Assign | Share |
™ g% pasuzcTOPL ~ | = e [ ] ~
™ &% pabuzec ~ | = ra = —
[2] Rreset
€) Get Help with Sharing
|https: fjvdrpal rent11 . voltdelta.comf_grid/cmdsfdig_share. aspx?iChiType=1004184Tot, |~ Trusted sites | Protscted Mode: OFF Lz

Select Add User/Team. The Look Up Records dialog appears.

In the Look For field, use the drop-down list to select Team, as
shown in the following figure.

aLook Up Records -- Webpage Dialog
Look Up Records

Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records.

Look for: | Team |
View: |'ean‘; Lookup View ;I
Sealch:l:'if':-' for records jol

i Team Name

(]

colin business unit
pabuZaccountl
pabuZccl
PABUZCTOPL

Roda_Test

1-5of 5 (1 selected) Page 1

Selected records:

Add

| Properfies |

=
A

Cancel
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®

This step is important because the sharing is set by default to
User-based, but sharing must be performed at Business Unit
level.

In the Team Name list, click the appropriate Business Unit Team with
which the Product shall be shared to add it to the Selected Records
section below.(A “Team” means a Tenant/Business Unit.). To select
multiple Teams, click their corresponding check boxes, and then
click Add in the Selected records area.

Click ok to confirm your selection and return to the sharing dialog.

Select Read and Append permissions for each selected child
Business Unit. Also select Share if the reseller is sharing with the
Contact Operation. This will allow the Contact Operation to then
share these products with their Contact Centre Businesss Units

awhn would you like to share the selected product {amsZ) with? -- Webpage Dialog

Wheo would you like to share the selected product (ams2) with?

Select the users or teams with whom you want to share the 1 product (ams2) record you have selected. Then, use the check boxes on the right to specify
which permissions to give each user or team.

‘Common Tasks [ | Name Read Write | Delete | Append Assign | share |
§ s Userrteam & PapUCTORL 2 r ™ F r =

X Remove Selected ltems T8 pabucct v ] B v ] r

v ;ﬁffsﬂ‘ezg'ﬁ;'ﬂ’ @ colin_business_unit 2 = = r = i

&I] Reset

©) Get Help with Sharing

|https:f,ivdrpal.rentl1.voltdelta.com)’_grid,icmdsfd\g_share‘aspx?iOh]Type=10041&iTot-| /" Trusted sites | Protected Mode: OFF s

10 Click oK to confirm your selections.

2.3.3 Enabling Business Unit Products

To enable Business Unit Products, a parent Business Unit must first
create a Business Unit Product, and then enable the area (Product) to a
subordinate (child) Business Unit

To enable a Business Unit Product for a child Business Unit, proceed as
follows:

1

Ensure that you are logged in as a “Parent Tenant Administrator” to
be able to enable records for child Business Units

In the Management Portal navigation pane, select Business Unit
Management — Business Unit Products.

A list appears showing all Products available to you for licensing to
your subordinate Business Units.
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If the desired Product does not appear in this list, contact the
administrator of your own Business Unit to ensure that he has
shared the Product with your Business Unit.

3 Select the Products for the Business Unit.

- HVoltCofta
- Products (AMS2) View Charts Add e
£l Share 3 == fxp Export to Excel
B @ & &
B3 Copya Link = 7 Filter d

Add BU . Run Start Run Import Advanced Business Unit
Products. E‘ E-mail a Link . Workflow Dialog Report~ Data . Fin Filter «
Records Collaborate Process Data AMS2

Enable

ducts (AMS2Z): Active Products ~

Parent Product | Name | Product Category | Mz
Workforce Management WFM - Historic VDR MNo
» Call Management Waorkfarce Management WFM - Real Time Adherence VDR No
> Publications Voice Speech VDR No
> User Management Voice Survey VDR No
. Queue Management SmartStation Agent Dashboard VDR No
<4 Business Unit Management frec e Lo o
& Business Units Record Record-Screen ¥DR Ne
E Products {AMS2) Observe Agent Observe VDR MNo
B Business Unit Products Observe Classification Observe VDR MNo
& Net Ready Sub States [T B Mecia-Channel Media-Channel Email VDR No
%:ﬁ:::::;:‘:r[::::?; Er B Media-Channel Media-Channel SMS VDR N
ﬁ Call Action Dictionaries - E Management Information System Dynamic MIS VDR Mo
4 Computer Management r ﬁ Management Information System Historic MIS VDR Mo
,‘1! Client Computers r E Management Information System Management Dashboard VDR Mo
# Client Computer Reporti... ||~ B 1P station Call Guide VDR No
Managed Applications T B ipstation Salutations VDR No
"B Call Distribution System Call Profile VDR No
"B Call Distribution System CDR Generation VDR No
[TEF Announcements In-Queue Announcement VDR No
[T EF 360 Messenger Email VDR No

—== 5 oo -
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4  Click Add BU Product in the ribbon. The Look Up Records dialog
appears.

g Look Up Records -- Webpage Dialog

Look Up Records
Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records.

Look for: |E,,': Unit =l

View: IE-us"e-:--:- Units Lookup View ;I
r MName Domain Mame Business Urit Role e
|-§ colin_business_unit colin.com Contact Center {In Sou  PA
I-S pabulaccountl pabulaccountl Account FA
|_§ pabulccl pabulocl Contact Center [Out 5S¢ PA
[T& PABU2CTOPL PABUZCTOPL Contact Operation FA
|-§ Roda_Test Roda_Test Contact Center {In Sou  PA
1 ¥

1-50of5 (0 selected) Page 1

Selected records:

Add

| OK | | Cancel |

5 In the Name list, click the appropriate Business Unit to which the
Product shall be licensed..

6 Click ok to confirm your selection. It may take a moment for the
system to process the request before the following confirmation
appears:

i« '

Message from webpage 28

l . Business Unit Preducts have been Created Succesfully.

LS "

7  Click oK to dismiss the confirmation dialog.

S22033-3.0 Tenant Administration
Guide 35



2 - Business Units

8 In the Management Portal navigation pane, under Business Unit
Management, select Business Unit Products. A list appears showing
all Business Unit Products available to your Business Unit.

-m ZVoltDolta
1 X il s By, " A <€

AMS2 Enable jucts: Active Business Unit Products ~
Multh Media Re " ‘ :
Prompt Management
Call Management
Pubhcations

Recora

1717171

4 User Management

-
-~

4 Queue Management

BB
 [iw = fiw Jim [im )

cvouBal

4 Business Unit Managem

 Jim Jim jim ]

Computer Management

9 Select the newly-created Business Unit Product that have just been
created.

10 Click Enable to license the Business Unit Product to the selected
child Business Unit.

2.4 Creating Not Ready Sub-States

SmartStation agents can place their SmartStation Media Bar in a Not
Ready sub-state such as “Training” or “Coffee Break” to indicate the
specific reason for the Not Ready status of their workstation. The Not
Ready sub-states are configured for the entire Business Unit.

To create a new Sub State for a Business Unit, proceed as follows:

1 In the Management Portal navigation pane, select Business Unit
Management — Not Ready Sub States.

The available Not Ready sub-states are displayed

OASIS Contact Centre
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2 In the ribbon, click New. The New Not Ready Sub State dialog is

displayed
M"Deﬁ-a ACME Reseller Tenant Parent Ad... @
Mot Ready Sub State A S COROECTIE WP & PECIATON VDIB? gy
ﬂ I %Savr:&'l\e.v Sharing
Delete Copy a Link
Save  Save & Run Start Run
Close E-mail a Link Workflow Dialog Report
Save Collaborate Process Data
DTS 5L Not Ready Sub State
L General
New
HEEEL 4 General A
4 Common
F Audit History Name * Number§
Short Cut Key Type®
|Disabled v
Business unit * ¢
& ACME-Reszller = v
Status
Active
#100% -

3 In the Name field, enter the name of the Not Ready sub-state. This
name is displayed to the Agent on the workstation.

4 In the Business Unit field, select the Business Unit for which the
record applies.

5 In the Number field, enter a unique number (0 to 9) to assign a
position for the sub-state in the Workstation menu. A value of 0
places the sub-state at the top of the menu, and each successively
larger number positions the sub-state lower in the menu. In the
example that follows, “Not Ready” 1s 0, “Headset Unplugged” is 1,
“Form Filling” is 2, and so on. (“Ready” cannot be configured and
will always be at the top of the list).

Pause | Statistics Di

Ready

Headset Unplugged
Form Filling

Break

Training

6 Select the Type. The following Types are supported:
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Type Description
Disabled The Not Ready Sub State will not be made available to Agents.

After Call | This type of Not Ready Sub State is typically used for Not Ready
Work Sub States that Agents will use immediately after finishing a call.

For example “Form Filling”.

Non - | This type of Not Ready Sub State is typically used for Not Ready
Working Sub States that Agents will use between calls, where they are not
necessarily related to the processing of the call.

For example “Lunch”, “Break”.

Other Work | This type of Not Ready Sub State is typically used for Not Ready
Sub States that Agents will use for other work between calls, where
they are not necessarily related to the processing of the call.

7 Click Save & Close in the ribbon
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3 Classifications, Queues and
Combined Call Types

3.1 Overview

Each call is assigned a Classification and a Service Provider in order to
determine how the call should be processed. The Classification and
Service Provider may be changed during the lifetime of a call.

A Queue is used to route a call to an agent or to a system that
automatically processes the call. For certain outbound call services, you
must create a combined call type, which includes a classification and a
queue.

In some instances, Classifications and Queues are also
known as “Call Types”.

This chapter provides information on the following topics related to the
administration of Classifications, Queues, and Combined Call Types:

« About Templates

+  Working with Queues

» Working with Classifications

«  Working with Combined Call Types (Classification and Queue)

« Assigning Service Announcement Profiles to Classifications or
Queues

» Activating and Deactivating Items (Queues, Classifications and
Combined Call Types

* Publishing an Item (Classification, Queue or Combined Call
Type)

When both the current Classification and Queue have a
Service Announcement Profile specified, only the Service
Profile in the Classification is used.

3.2 About Templates

A template contains a set of values that has been saved on the
Management Portal to enable entities such as Queues, Classifications,
and Users to be quickly created. A template belongs to only one Business
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unit, and contains a set of default values that has been tailored for use
with that Business Unit.

Default templates are automatically created when each Business Unit is
created. When you create a new entity, (such as a Queue, Classification,
or User) you must always base the entity on a template that exists for the
Business Unit. Many values in the template are automatically populated.
If desired, values can be changed or added, or different templates can be
created with different values.

3.3 Working with Queues
This chapter contains the following topics:
» Creating a Queue
« Editing a Queue
» Deleting a Queue
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3.3.1 Creating a Queue
To create a queue, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queues.

JVoltDelta g
VDIb7
W Call Types | View Chars  Add LS creece i e

: Sign Qut *
= Activate Share % U [x» Export to Excel \ﬁ Q
= Deactivate 3 Copya Link + E__ 7 Filter 4
Publish Call New Edit  Assign ; Run Start Run  Import Advanced  Business Unit
Types Users >( Delete . @ E-mail a Link , Workflow Dislog Report- Data~ Find Filter -
Records Collaborate Process Data AMSZ
Management {3} Lt~ Call Types Active Queues ~ Search for records
» Multi Media Routing il epemryseen e RoeTe fpmrene
> Prompt Management [ auto3-Queue-Oncall FC-CO No Queue A
4 Call Management D Auto3-Queue-Others FC-CO No Queue
%% Classifications [ Auto3-Queue-Sales FC-CO No Queue
%L Cassification Reporting G- |[]  Auto3 Queue TechSupport FC-CO No Queue
D Combined Protected Template FC-CO Yes Combined
D Combined Protected Template FC-CC1 Yes Combined
I PR EES [] ERG-IVR Queue FC-CO No Queue
%' Agent Queues ] ErGIVR Queue FC-CC1 No Queue
@’} Service Providers :D Manual Test FC-CC1 Mo Queue
> Publications ED Manual-Queue-For-Checking-Defaults FC-CO MNo Queue
* User Management O a FC-CCL No Queue
- Queue Management O o2 FC-co1 No Queue
> Business Uit Management ||| @3 FC-CCL Mo Queue
- Computer Management D Queue Protected Template FC-CC1 Yes Queue
D Queue Protected Template FC-CO Yes Queue
] Queuel-cct FC-cc1 No Queue
] Queue-oncall FC-CO No Queue
[ Queue-Others FC-CO MNo Queue
< >
Management 1 - 50 of 54 (0 selected) Pagel b

2  Click New in the ribbon

The queue creation dialog is displayed.
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h Call Type Add

S VoltDelta

ACME Reseller Tenant Parent Ad... L

VDIBT &
H Iré % Save & New Sharing
Delete Copy a Link
Save  Save & Run Start Run
Close Publish Call Type E-mail aLink Workflow Dialog Report
Save Collaborate Process Data
]I|_1funnat|on c Call Type -
General -
New
Related Business Unit Saved Version Published Version Type of Cal
Type
4 Classification Classificati
Q Reuting Steps
4 General
0 Routing Steps
5 Performance Param... Name* Created From
@ Routing Steps =@
B Routing Plans
Description
@A Service Providers T
8% Alternative Transfer...
L& Available Call Actions Is Templat=? §
- No Yes
. Call Action Records @® O
% Call Records (Initial)
% Call Records [Curre...
% Call Records (Final)
@ Call End Reason (A...
E5 User Outbound Cal
B3 Supervisor Users w..
4 Queue
(& Agent Select Skill Q...
L& Aggregate Queues
% Call Action Records Status
Active
P S .-
#100% -

3

In the Name field, enter a name for the queue
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4 Click the button next to the Created From field to select a template.

Queues and Classifications must always be created from a
template for the required Business Unit.

The Look Up Record dialog is displayed:

Look Up Record

Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK
Look for: | Call Type ;I [~ show Only My Records
View: Ii:'.'.e Call Types with Templates ;I
Search: IE&E':-' for records 0
i MName Business Unit Is Template? Save E
T %G S5 _emani_transrer panleel (k6] "
[l %, sales operator pabulocl Mo
[l %, Reportagent_in pabulocl Mo
[l L 5 ueue Protected Template Roda_Test Yas
- % Queue Protected Template pabulocl Yes
Queue Protected Template colin business ur Yes
- L & ueue Protected Template dummyBLU Yas
- L& ueue Protected Template pabulaccountl Yas
[l L ueue Protected Template PABLUZ2CTOPL Yas
[T & PaQue pabuleel Mo
[l % paombwebchatgueue pabulocl Mo
[T % Phlombvaice PABU2CTORL Mo
[C % PAombgueue pabulocl Mo =
1 »
1 - 50 of 84 (1 selected) Page 1 M
Properties | | Hew
| oK || Cancel || Remove Y alue |

If templates from multiple Business Units appear (depending
on your user permissions) then click the Business Units
column header to sort the list according to Business Unit
name. This will make it easier to find your required template.

5 Click the associated check box to select the Queue Protected
Template for your required Business Unit, then click OK. You are
returned to the Queue dialog.

6 Click save. All the properties for the Queue now appear in the
dialog.
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7 Click save & Close to close the dialog with all the properties set to
their default values.

m Call Tyoe AN T WORPAL &
Il o e M Publish Call Type [ Sharing = @ =i el
H . T .'34
. . i Deactivate i o ek
Save Syve 8 R Start R
Close 3 Delete HEwm wol Dialcg  Report
Information & Call Type Call Types - d
pop— & myqueue
Related & colin busingss urit
4 Classatication =
Pesformance Para ~ General
Pame * Craated From
[ %, Queus Protected Template a
Type * ¥ Description'§
Queue ir- |
ermplate’ §
® Mo ves
%, On Final Release Qu
4 Processes
2l Audit History
[ Transter Destinatics
o Status
uhilication
- Autive
g T

8 Then Publish the Queue. Refer to chapter 3.8, Publishing an ltem
(Classification, Queue or Combined Call Type).

3.3.2 Editing a Queue
To edit a Queue, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queues, The active Queues dialog is displayed.
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2 Select the record to edit, then click Edit.

N - -

-— & A i e
B @

Denitvate 4 Couy sl v Fow
NN C  New L [ $ ] Asprewd
'yoes ehy Detets o ol 4k . oo Sy 1. Ows ~3 1o
x o =t Mow Owiop  Repir 8 ]
Boczen Codaccwe Feevess Dt s
Management 10 Queves * has
M Matia Rt 91 Tl Tipe - Lo S b Templone? Type ol Cot Type
Prompe Mansgrmant [T Combined Prtected Template ot Yor Comemen
# Call Managmmment L g S pobuirl Yo ot mpe
A Ouicason 7 Comtmed Patecset Tamplate o Yes Combirest
L O otum Rt T Comtmnt Prptecied Template e Ihrtk_nt os Combrred
S Cmntcmnon Satuty. ™ Combwed Protecied Temphate PARLCTORY Yeu Combad
b‘ Qe - 7 Combaes Protecied Temglate PaSIacOumt) Yeu Cambmez
: 3 ko i 7 Combmas Protecied Tempiats Rode et te Combred
o Agert Qumers Bl Gt ten paiedecd N Queve
€Y Sencs Sronmen T Gt tery bing pobudecd No Quewn
o PubBcationn 'T' Cunt Sorv in Queve pabuldecd N Qe
L I Cont Sarr Loty potnledd = Quen
R ) T ComtSery Tinther pob el ., Quen
* Urer Namsgeavemnt ™ ot sev i ool [ Qutve
£ U Pvotiee LI e padudoed ~ Quisn
Ui Septtng Sontt (1™ OumsOuiog PARCTES] [ Quave
R - i
J Dol Jeel L]
s = I Q:: P‘.: ‘1 e Cw"'-‘
- Soone [ N4 -] Q
- S L peduleel L= Queve
> l.
Mamngemnt 13008 T2 (2 eiected)
E’ M & A 8 ¢ O Lt + O M I 1 X L M N O » Q @

@ g-‘ i []“,‘ " tepont 2 buew
St o

A

2.

The Queue dialog is displayed.

LVoltDelta

CrmAdminVolt CrmAdminVolt L)

File CallType | Add  Customize VDIB7 o
| I Iy save svew [ Publish Call Type [~ {2 sharing @
L-é 44 Deactivate % Copy a Link
Save Save & Assign Run Start Run
Close X Delete ] E-mailalink Woriflow Diaiog Report-
Save Collaborate Process Data
Information
cal e EIT—
L General sal i Call Types - .
Attributes BES
Call Distribution Syste... Business Unit Saved Version Published Version Type of Call Type
Announcements 59 AnyServiceCC 16 12 Queue
Management Informa...
4 General
Related
*
4 Classification Blame) Createqd Fm";rotected Templat E
. ISals ueue emplate
I_a Variables A A
L& variables Type of Call Type ™ Description§
@ Routing Steps [queue x
“ Routing Steps Is Template? §
E User Profiles @ No () Yes
‘?_’ Performance Param...
|4 MCG Channels } Attributes

[ MCG Activity Transf..
0 Routing Steps
E Routing Plans

} Call Distribution System

»A

§7 Service Provid

& Chat Server Config...
i Performance Param...
89 System Call Schedu...
“ Routing Steps

\. Alternative Transfer...
|4 Available Call Actions
%, Call Action Records

 Fun___ T

¥

» Management Information System

Active
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3

4

Edit the fields as required, then click Save. The table following
describes the parameters for the Queue dialog:

Then Publish the changes. Refer to chapter 3.8, Publishing an ltem
(Classification, Queue or Combined Call Type).

OASIS Contact Centre

Field

General
Name

Description

The name of the Queue.

Created From

The template or existing Queue from
which this Queue was created.

Attribute—Attributes
Tenant Hierarchy

Type Identifies this entity as a Queue.
Description Description of the Queue.
Is template? Defines whether this Queue is a

template.

The fully qualified name hierarchy for
the Tenant\Business Unit owning the
Queue.

Tenant Hierarchy 1D

The fully qualified Tenant ID
Hierarchy for the Tenant\Business
Unit owning the Queue.

System Name

Precedence?

Attribute—Security Groups
Queue Security Group

Call Distribution System—
Enable User Priority

The System name from the
Organizational Properties.

Identifies the Queue Security Group of
which the Queue is a member.

Queue

Defines whether the highest priority
user is chosen for call presentation
regardless of idle time.

Dependent Queue

List of queues that are checked when
deciding whether to accept/reject
incoming call.

Maximum Caller
User Ratio

to

Maximum ratio of callers in queue to
agents servicing this queue.
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Field

Description

Maximum  Estimated
Waiting Time to Enter
Queue

The maximum estimated waiting time
(in seconds) for a new call to enter a
queue. A value of 0 (zero) disables this
check

Queue Answer

Treatment

Determines when or if the call is
answered when the route to queue
operation is processed. Normally, calls
are answered during the queuing
phase. Consult with your System Host
Administrator if required.

Maximum Queue Time
On Queue Entry

The maximum current queue time (in
seconds) allowed for a new call to
enter the queue. A value of O (zero)
disables this check.

Allow Queue When
Queue is Closed?

Determines whether the call can be re-
queued when no Agent is servicing the
Queue.

Queue for Re-Queue
Error

Queue to use when a call is re-queued
due to an error.

Change Classification
on Re-Queue Error?

Service Priority

Whether to change the Classification
for the call to the default Classification
when the call is re-queued because of
an error.

Call Distribution System—Call Priority

Defines the default service priority
applied to the Queue. Supported values
are 0 through 9,999, increasing in
priority.

Boost Step Interval

The number of seconds after which to
apply each Priority Boost.

For example, a call has a Service
Priority of 200, and the Boost Step
Interval is 5 seconds, and the Priority
Boost value is 10. After 60 seconds in
queue, the call’s Priority is 320, as
shown in the following calculation:

200 + ((60/5) x 10)
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Field

Description

Priority Boost After
Step Interval

Allow Calls to a User
with a Parked Call?

Service Announcement
Profile

AWT Threshold

The boost applied to the effective call
priority after the step interval period
expires.

Call Distribution System—~Parking

Allows calls to be presented to an
agent who has parked calls. Set the
value to No for Text Relay Shared
Transferred Queues.

Announcements—Service Announcement

The Service Announcement Profile
applied to the Queue.

Management Information System—Dynamic MIS

The number of seconds before the
Average Waiting Time Alert threshold
expires. When this is exceeded, a red
Alert symbol is displayed in the Agent
Dashboard on the agent’s workstation
as well as in the Management
Dashboard.

AWT Warning
Threshold

The number of seconds before the
Average Waiting Time Warning
threshold expires. When this is
exceeded, a yellow Warning symbol is
displayed in the Agent Dashboard on
the agent’s workstation as well as in
the Management Dashboard.

Service Level
Threshold

The service level threshold (as a
percentage). When this is exceeded, a
red Alert symbol is displayed in the
Agent Dashboard on the agent’s
workstation as well as in the
Management Dashboard.

Service Level Warning
Threshold

The service level warning threshold (as
a percentage). When this is exceeded,
a yellow Warning symbol is displayed
in the Agent Dashboard on the agent’s
workstation as well as in the

Management Dashboard.
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Field Description

Critical Answer Time | The time in which calls are expected to
be answered or abandoned, in seconds.

3.3.3 Deleting a Queue

When a Queue is deleted, it is automatically unpublished from the
system. For details on publishing, refer to chapter 3.8, Publishing an Item
(Classification, Queue or Combined Call Type)

To delete a Queue, proceed as follows:

1 In the left-hand window pane, select Call
Management — Queues.
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2 Select the record to delete, then click Delete.

s d‘ - 2 = K B
e B o Ao G) 39 _ﬂ ¥ o A 'e
W o . ol oy - Rapo . Cum M-
Scnem U e Troe of Cal Type
pabedird ’ Queve
petndicl ' Quew
ool LG Comtmex
pelird he Lombaed
pabedech N Qe
PADLOCON] he [
cobn_busnes_unt he Contred
ok oo v e Combrned
S A, - Comtned
oot o —red
e - aal
- omtmed
) )
‘e -3

The following confirmation dialog is displayed..
a Caonfirm Deletion -- Webpage Dialog @

|,_.| https:/fams Zinth Svibavoltdemos.co.uk/_grid/cmdsfdlg_delete.aspx?fiob ﬂ|

Confirm Deletion

You have selected 1 Call Type for deletion.

i
The system will delete this record. This action cannot be undone. To continue, click O,
-
oK || Canesl |
http @ Internet | Protected Mode: Off %

3 Click OK to confirm the deletion.

3.4 Working with Classifications
A Classification enables traffic to be classified for reporting purposes
This chapter contains the following topics:
» Creating a Classification
« Editing a Classification
» Deleting a Classification
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3.4.1 Creating a Classification

The process of creating a Classification is very similar to creating a
Queue (as described in chapter 3.3.1, Creating a Queue.

To create a Classification, proceed as follows:

1 In the Management Portal navigation
Management — Classification.

The Classification dialog is displayed:

C 0N
8 Copy 0 bow . E i’ e
W Downe e , Roport . Dwen
Massgement 73 Active OQanifications *
[PV R— -
Pramyt Monagemest e
ot R e
o Mgt - ~ >
g d ¥

pane, select Call
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2 Click New in the ribbon.
The dialog to create a new Classification is displayed.

.e https:/ /vdrpalorentl l.voltdelta.com/?etc=10014&extraqs =% 3fetc%3d 100 14 %26 pagemode % Idiframe %% 26pre - Windo... !El m

1 .1"_|s:\.-e5.-ue.-,
ll J i

-.-'r:F' o

&m-mm-mm
)

Created From

I3

/% Delete # Copy a Link
Save Save 8
Close Publish Call Type # E-mail a Link
A Collaborate
Information Call Type
General MNew
Init
Related
4 Classification =
erformance Parame * General
_&. e ._ L —_— Name *
Ko Alternative ansfe |
% Description §
v, [
£
, F Iz Temp late?§
8 on ik & nNo ( Yes
B
E5
4 Queue
Fy
-~
P User Q
&' On Final Release Qu Status
- Active

RI100% - 2

3 In the Name field, enter a Name for the classification
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4  Click the button next to the Created From field to select a template.

Queues and Classifications must always be created from a
template for the required Business Unit.

The Look Up Record dialog is displayed.

aLwl: Up Record -- Welgage Diabog

Leak Up Record

Enter your search criteria and ciick Search to fingd match ing reconds. Fifter your resu fts and view different columng
9f data by wsing the View options. Thn, sesect the record you want and dick DK

Look for: | =] I Show Only My Records
Wiew: | J
Seanch: | 0
i o e T " -
Kame Business Unit Is Template? v i
e e —
T % AgentinQueuve FAELIZCTOFL Mo
T &, AgentDesi PABLIZCTOR Mo
[T % CustSen_Rod FAELZCTOFL Mg
M & Outbound PABL2CTOR Mo
[T %, Detalialog FAELIZCTOFL Mo
I7]%. Cinssification Protectes Tamplate PABUSCTORL  ¥es
- %, Combired Protected Temgplate FABLIZCTDFL Yes
M 4, Queue Protected Template FABLZCTORL es
[T % PACIass FABLIZCTORL Mg
| %, PACO Combined Template FABLZCTORL Yes
[C %, PACD Combined FAELIZCTORL Mo
T %, AgentCustSery FABLIZCTEFL Mo -
4 k
1 -50of A5 (1 selected Page 1 b
Froperiess -
T |

on your user permissions) then click the Business Units
column header to sort the list according to Business Unit
name. This will make it easier to find your required template.

Q _ Iftemplates from multiple Business Units appear (depending

5 Select the Classification Protected Template for your required
Business Unit, then click OK.

You are returned to the Classification dialog.
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6 Click save.
All the properties for the Classification will appear in the dialog.

.e hitps://wdrpal.renk] Lyoltdelta.com, ?etc=1001 4&extrags =23 _gridType®o3d] 0014%26etc%3d1 001 4%26id% - Windows Inbernet Explorer

g Ve I'I‘D fte Colin Meany &'
LEMART Tk ORE b p i i .
" Ben. © & B
Whcopys ok =
R Start R
_d .mal Woarkflew Dislog epa
Information g Call Type Call Types MRS

— ' myClassification2
5 3:-1;L 2CTOPL

~ General

J (lassification -
Perfoemance Parame.

* Attributes
Attributes

Tenant Hierarchy® Tenant Hierarchy D§
| - —

System Named

|

Sequrity Groups

Llassification Sacurly lroup

Status
v Active

Rl -

Use the items under Information at the top of the navigation
bar to jump to different groups of properties in the dialog.

7 Click save & Close to close the dialog with all the properties set to
their default values.

8 Then Publish the Classification. Refer to chapter 3.8, Publishing an
Item (Classification, Queue or Combined Call Type)
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3.4.2 Editing a Classification
To edit a Classification, proceed as follows:

1 In
Management — Classifications.

the Management Portal

The Active Classifications dialog is displayed

navigation pane,

select

Call
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2 Select the record to edit, then click Edit.

The Classification dialog is displayed.

JVoltDeita ——
VDRPAL
A A2

¢ 5 =
R tart n

un Star Ru
Workfiow Dialog Report-

Publish Call Type [l Sharing «
5 Copy a Link
# E-mail a Link
Information & call Type
Genera & AgentTransfer
i & pabuicci
ep
Inr * General
MNarr
Related Tpe* ¥
Clagsification Queye

4 Classification
¥ mance Farame 5 Temp ate? ¥
¢ Attributes

~ Call Distribution System
Call Handling

Maximum number of B-Party Outhour

Billing
Accournt Business Unit

Status
- Active

3 Edit the fields as required, then click save. The table following
describes the parameters for the Classification dialog.

4 Then Publish the Classification. Refer to chapter 3.8, Publishing an
Item (Classification, Queue or Combined Call Type)

Field

General
Name

Description

The name of the Classification. The
value must be unique within the
Business Unit.

Created From

Displays the name of the template or
existing Classification from which
this record was created.

Type Identifies  this entity as a
Classification.
Description A description for the Classification.

Is Template?

Determines whether this record is a
template.

Attribute—Attributes
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Field

Description

Tenant Hierarchy

The fully qualified name hierarchy for
the Tenant\Business Unit owning the
Queue.

Tenant Hierarchy 1D

The fully qualified Tenant ID
Hierarchy for the Tenant\Business
Unit owning the Queue.

System Name

Attribute—Security Groups

Classification Security
Group

Call Distribution System—

Maximum number of
B-party Outbound Calls

The System name from the
Organizational Properties.

The name of the Classification
Security Group of which this
Classification is amember.

Call Handling

Maximum number of permitted B-
Party out-dials during the lifetime of
the call. A value of -1 means infinite.

Maximum number of
A-party Outbound Calls

Call Distribution System—
Account Business Unit

Maximum number of permitted A-
Party out-dials during the lifetime of
the call. A value of -1 means infinite.

Billing
Related Account Business Unit.

Account Tenant ID

Tenant ID for the Account Business
Unit.

Call Distribution System—

On DTMF Re-Queue
Timeout

Account Tenant The fully qualified tenant name
Hierarchy hierarchy for the Tenant/Business
Unit that is assigned to the
Classification as the Account Tenant.
Account Tenant The fully qualified tenant identifier
Hierarchy ID hierarchy for the Tenant/Business unit

that is assigned to the Classification as
the Account Tenant

In-Queue Treatment
Inter-DTMF-digit timeout (in
milliseconds) allowed before a re-

queue is triggered.
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Field Description

Call Treatment The language to wuse for call

Language treatments such as announcements.

Valid DTMF Digits List of the valid DTMF digits that can
trigger a re-queue while in queue. For
example, 12390#

Call Distribution System— Media

Media Type The type of media (such as voice, e-
mail, chat, SMS, and so on) used by
the call.

Media Class The Media Class to which the

Classification belongs. A Media Class
enables a logical grouping of similar
Media Types to betreated the same for
Quota Routing  purposes.  For
information about Quota Routing,
refer to Appendix C, Quota Routing.

Quota Interruption Determines the Quota Interruption
Mode Mode for the Classification. The
relative priority of Media Classes is
defined by the Agent’s Media Class
Order of Precedence, in the Media
Channel Quotas table of the User
Profile. For details, refer to Appendix
C.3.2, Quota Interruption Mode.

Quota Routing Guard For Quota Routing, defines the
Time time (in seconds), during which no
calls will be presented to an
Agent, following the previous
presentation/interruption. This
timer ensures a reasonable elapsed
time betweencalls.

Specify a value from 0 to 36000;

a value of 0 disables the timer.
For details, refer to Appendix C.3.3,
Quota Routing Guard Time

Call Distribution System— Outgoing Call Treatment
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Field Description
Queue for No Answer | Queue to use when re-queuing a call
Timeout because the called party did not

answer in the time specified in “Re-
Queue on No Answer Timeout.”.

If the field is empty, the
currentClassification of the call is

used.
Re-Queue on No The period (in seconds) after which a
Answer Timeout call is re-queued if the called party

does not answer. A value of 0 disables
the feature.

Outbound Call Barring | The Call Barring List to use when
List making outbound calls.

Call Distribution System—Queue

Accept Timeout The time (in seconds) that a call can
ring at an Agent workstation before
the call is re-queued. The value should
be greater than the User Profile
setting, "Accept Timeout".

Allocate Conferenceto | Defines whether to create a
Incoming Call conference and attach it to an
incoming call.

Allow Re-Queue when | Allows the call to be re-queued when
Queues are Closed? no user agent is servicing the queue.

A-Party Treatmenton | A-Party Treatment applied while
Agent Ringing waiting for the selected External
Voice Agent to accept the call
(desktop or SIP phone only).

B-Party Treatment on Treatment applied to the B-Party
Re-Queue when the call is re-queued.

Maximum Queue Time | The maximum time (in seconds) that
a call can remain in a queue.

Long Estimate Prompt | The estimated waiting time (in

Threshold seconds) that causes a call to be
marked as expecting a long wait in a
Queue.
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Guide 59



3 - Classifications, Queues and Combined Call Types

OASIS Contact Centre

Field

Description

Re-Queue Trigger
Timeout

After a call is relinquished, the time
(in milliseconds) to wait for the other
party to clear before re-queuing. A
value of -1 means “Never queue”

Queue to Re-Queue to
on Final Release

Defines the Queue to use when re-
queueing calls on Final Release when
“Re-Queue on Release” was specified
on an earlier transfer.

A-Party Treatment No
CLI

Treatment to apply to the A-Party
when the call arrives without a CLI.

Requeue on Release
Mode

Enables the “Re-queue on Release”
feature, which allows a call to be re-
queued when it would normally be
released.

Change Classification
on Relinquished Re-
Queue?

Auto answer for
preferential call?

Defines whether the Classification be
changed when re-queuing a
relinquished call.

Call Distribution System— Call Waiting (Interrupt)

For preferential calls (where “Call
Interruption Mode” has “Interrupting”
set), defines whether calls are
accepted automatically or manually.

Interruption Accept
Timeout

For preferential calls, the interruption
presentation time-out (in seconds)
before which an agent user should go
to a Ready state to handle the call.

Interruption Offer
Timeout

For preferential calls, the interruption
offer time-out (in seconds) before
which an agent user should
accept/reject the interrupting call.

Queue Interruption
Delay

Defines the time (in seconds) that a
call must be in queue before the CDS
begins preferential alerting of suitable
agents.

Call Interruption Mode

Defines whether a call is interrupting
and/ or interruptible. A call that is
“interrupting” can interrupt a call that
an agent is currently handling, as long
as that call is “interruptible
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Field Description
Preferential Call The release treatment to apply if the
Release Treatment call is interruptible (when Call

Interruption Mode is set to
Interruptible).

Call Distribution System— Call Priority

Service Priority Default service priority

applied for this Classification.

You can use this setting to

assign preferential call status

to this Classification.
Values are 0 through 9,999, increasing
in priority.

Priority Boost After The boost (including optional tenths
Step Interval ofa point) applied to the effective call
priority after the step interval period
has expired.

Boost Step Interval The number of seconds after
which toapply each Priority
Boost.

For example, a call has a Service
Priority of 200, and the Boost Step
Interval is 5 seconds, and the
Priority Boost value is 10. After
60 seconds in queue, the call’s
Priority is 320, as shown in the
following calculation:

200 + ((60/5) x 10)

Call Distribution System— Parking

Allow Call Parking? Parking enables an agent to handle
another call and come back to the
parked call later. Set to “No” for Text
Relay Classifications.

Call Distribution System— VolP

Codec Preference List | The preferred order for selecting VolIP
codecs. The first codec in the comma-
delimited selection that is supported
by both VolIP endpoints is used.

Announcements—Service Announcement
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Field

Description

Service Announcement
Profile

The Service Announcement Profile
applied to the Classification.

Presentation Tone

Announcements—Call Presentation

@ This feature is not currently
supported.

Defines for the Classification
whether toplay a Call
Presentation Tone for the Agent
voice leg before the call is
connected. Values are as follows:

 None—Feature is disabled.

« System—Plays the default
System Tone.
Announcement—Plays a customized
standard announcement created by the
customer.

Announcement

@ This feature is not currently
supported.

When Presentation Tone is set to
“Announcement,” specifies the audio
that is played for the Presentation
Tone.

Announcements—Call Treatment

Language The language to use for call treatments
such as announcements.
Gender The gender to use for call treatments
suchas announcements.
Persona

The persona to use for call

Agent Call End Reason
Mode

treatments suchas announcements.

Computer Telephony Integration—After Call

The mode to be used for the Agent
End Call Reason feature. This field
determines whether the agent needs to
provide an Agent End Call Reason
when finishing the call.
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Field Description
Not Ready Sub State The Not Ready Sub State the agent
after Call enters automatically if the agent does

not select a Not Ready Sub State while
handing the call.

Resting Period The time an agent is allowed to rest
(1/10th sec) between calls (in tenths of a second).

Not Ready Sub State if | The Not Ready Sub State the agent
Call not Accepted enters if the agent does not accept the

call. This is applicable only if the
agent is using the manual accept
feature.

Computer Telephony Integration—Call Handling

Call Arrival Tone The duration and pitch of the arrival
tone played to the agent. Applies to IP
Station installations only.

Release Call when Enables the position to be released
Parties clear? automatically if an A- or B-Party
hangs up and the opposite party is not
connected. Set to Yes for
Classifications used for Outbound
services.

Call Lock Mode Determines whether a call can be
manually locked by the agent, or
automatically locked on arrival at the
agent position.

Allow release of Call if | Determines whether an A-Party-
B-Party established? locked call can be relinquished if a B-
Party is Ringing or Connected.

Clipboard Contents Defines what is copied to the agent’s
clipboard on call arrival. Applies to IP
Station and  Terminal  Server
installations only.

Disable Release A- Defines whether the Release A-Party

Party function? function is allowed.

Clear Parties on Defines whether the A- and B-parties

Release? are released on call relinquish.
S22033-3.0 Tenant Administration
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Field

Description

Disable Release Call
when A-Party Present?

Defines whether a call can be released
by an Agent when the A-Party is
present.

Screen Popped
Managed Application

Allow Consult on
transfer?

Defines the managed application to be
automatically displayed on the
workstation on call arrival. Applies to
IP Station and terminal Server
installations only.

Computer Telephony Integration— Consult and Transfer

Allows consultations for a call when
using transfer functions.

Allow Queuing on
Transfer?

Allows a transfer operation to queue if
an agent is not immediately available.

Tone played after
Consultation

The duration and pitch of the consult
end tone. Applies to IP Station
installations only.

Tone played before
Consultation

Connect to Parties

The duration and pitch of the consult
start tone. Applies to IP Station
installations only.

Computer Telephony Integration— Outbound

Defines which parties can be
connected on this call.

Outbound CLI

The CLI to use in outbound calls for
this Classification if the "Type of
Outbound CLI" field is set to "By
Classification."

Type of Outbound CLI

Defines how the CLI and CI
restriction flag are populated for
outbound calls.

Outbound CLI Prefix

Prefix to be prepended to CLI if the
"Type of Outbound CLI" field is set to
"A-Party with Prefix and Extension."”

Mark Outbound CLI as
Restricted?

Defines whether to mark as Restricted
the CLI used in the outbound call.

Outbound CLI
Extension

Extension to be appended to CLI if the
"Type of Outbound CLI" field is set to
"A-Party with prefix and Extension."
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Field

Speech State on Accept

Description

Computer Telephony Integration— Speech

The Speech State applied to the call
when it is accepted at the Agent
position

Speech State on Unpark

The Speech State applied when the
call is activated from a parked state.

Speech State on Re-
Presentation

The Speech State applied to a Re-
Presented call when it arrives at the
Agent.

Speak with Parties
Options

Defines whether (and how) to allow
the "Speak Both™ feature.

Presentation Speech
State with A and B
Connected

The Speech State applied on
presentation of a call where both
parties are attached and in a two-way
speech path.

Disable Listen Both
function?

Defines whether to disable the “Listen
Both” function.

Speech State on
Outbound call Answer

The Speech State applied when an
outbound call is answered.

Disable Mute function?

Defines whether to disable the mute
function.

Speech State applied to
Call when Parked

The Speech State applied when a call
is Parked.

Disable Hold function?

Defines whether to disable the Hold
function.

Record—Audio Record

S22033-3.0
Guide

Tenant Administration

65




3 - Classifications, Queues and Combined Call Types

OASIS Contact Centre

Field

Description

Audio Recording Mode

The type of call recording to be used
for calls, Among the choices are the
following:

o Call Presentation and
Delivery—For inbound calls,
records IVR (Delivery) and
agent (Presentation) audio.
Does not record while call is in
queue.

e Call Completion Setup and
Delivery—For recording call
completion and delivery of
outbound calls

Audio Recording
Percentage

Record— Screen Record

Screen Recording
Percentage

Workstation—Display

Called Party Number
(DNIS)

Percentage of calls to be audio
recorded, when recording is enabled.

Percentage of calls to be screen
recorded, when recording is enabled.

The called party number (DNIS) value
to display for this call.

Enable Contact
Tracking for Voice
Calls in Dynamics
CRM?

Allows phone call activity tracking in
Dynamic CRM. Must be set to No for
non-voice call Classifications. The
CLI must be available for tracking to
occur.

Call Arrival Tab

Name of the workstation tab to be
opened on call arrival.

Call Arrival Web Page

Web page URL displayed at the
workstation on call arrival

Enable Blind Transfer?

If this field is set to Yes, the Connect
A-B/Transfer feature is allowed for
calls in the Ringing state. If set to No,
a call must be connected before it can
be transferred.

66

Tenant Administration Guide

S22033-3.0



OASIS Contact Centre 3 - Classifications, Queues and Combined Call Types

3.4.3 Deleting a Classification

When a Classification is deleted, it is automatically unpublished from the
system. For details on publishing, refer to chapter 3.8, Publishing an Item
(Classification, Queue or Combined Call Type).

To delete a Classification, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Classifications.

2 Select the record to delete, then click Delete.

Voltellc
= ZVoltDel

- - » ._' e ~ -t a 50 Beptrt s Lnw ’
{,?4 ®s e j w. O BWr 7 A ?
Mansgement 723 ¢ Dotete "
TASRL .: [ b ooy Lot Vopw Lar
Proempt M ansgremens © [ SN ~ CemAor

=Nl "~

5 A confirmation dialog is displayed:

a Confirmn Deletion -- Webpage Dialog @

|,_n| https:/famsiintbivibvoltdemos.co.uk/_gridfcmds/dlg_delete aspxfiob ﬂ‘

Confirm Deletion

You have selected 1 Call Type far deletion.

The system will delete this record. This action cannot be undone. To continue, click QK.

oK || Cancal |

http @ Internet | Protected Mode: Off a

6 Click ok to confirm deletion
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3.5 Working  with Combined Call Types
(Classification and Queue)

Certain services require the creation of a Call Type that is both a
Classification and a Queue. A Combined Call Type allowing a Call Type
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record to act as both a Queue and Classification. For example, Outbound
services require this Combined Call Type.

This chapter contains the following topics:
« Creating a Combined Call Type
» Editing a Combined Call Type
« Enabling Outbound Services

3.5.1 Creating a Combined Call Type

Creating a Combined Call Type is very similar to creating a Queue or
Classification — see chapter 3.3.1, Creating a Queue or chapter 3.4.1
Creating a Classification.

To create a Combined Call Type, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Classifications or Queues.
2 Click New in the ribbon.
The dialog to create a Queue (or Classification) is displayed.
lb"m |e”a tin Mcany &
m Ad &cm o A B CO '-’3=P7-‘~¥ &
Jﬂ‘)c Mew A Sharing «
Information & Call Type
General e New
Related ’
4 Classification =
; = General
© . o
& | a
- Jescription §
% f
- Is Templatery
4 (ueue
_& e
r
JPE{!“EG-{.‘E-
lF;Immn S
- — - Auctive

3 Inthe Name field, enter a name for the combined call type
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4  Click the button next to the Created From field to select a template.

The Look Up Record dialog is displayed.

Look Up Record

Enter your search criteria and click 5earch to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK
Look for: | Call Type ;I [~ Show Only My Records

View: |i::'.e Call Types with Templates ;l
Search: |:'e.=-:-' for records 0
i MName Business Unit Is Template? Save z
[T %, Classification Protected Template PABUZCTOPL Yes -
| %, Classification Protected Template Roda_Test Yas
[l % colin classification colin_business_ur No
- %, colin new agent queue colin_business_ur No
- %, Combined Protected Template colin_business_ur Yes
- %, Combined Protected Template dummyBLU Yes
- %, Combined Protected Template pabuZaccountl Yes
- % Combined Protected Template pabuZccl Yes
i %, Combined Protected Template PABUZCTOPL Yes
- %, Combined Protected Template Roda_Test Yes
[T %, CustServ pabu2ccl Mo
- %, CustServBilling pabuZccl Mo
-

0 T >

1 - 50 of 86 (1 selected) Page 1 b

Properties | | New
| 0K || Cancel || Remove Value |

template for the required Business Unit.

on your user permissions) then click the

@ Combined Call Types must always be created from a

Business Units

Q _ Iftemplates from multiple Business Units appear (depending

column header to sort the list by Business Unit name. This

will make it easier to find your required template.

5 Select the Combined Protected Template for your required Business

Unit, then click oK.

You are returned to the Classification or Queue dialog.
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6 Click save.

All the properties for the Queue (or Classification) now appear in the
dialog.

L]

Colin Meany ™
ﬁ Call Tyme VDRPAL
ol Type o <omi RCAF e

| | | ! |_j\\.r'&\.r'n Publish Call Type 1l Sharing - @) T || ;!
k . kid Deactivale T copy a Link wd i
Sae  Save Run  Start Rur
Cazz X Delete 'u‘l':-"] aling ‘Workflew Disleg Report.
S Colla
Information

General

g Call Type
A" myCombinedCT
.g. F;:RI‘.Z‘(TQI'—"_ 1

= General

Mame * Created From

| i, Combined Protected Template

&l

Type ¥ Descriplion §

Classificatian Queus Iv|
4 Classification

Performance Parame Is Tempate? ¥

= -
= Ko s,

= Attributes
Attributes

System Name'f

|
Security Groups

Classification Security Group

Status

Type appears under both Queues and Classifications, and the
relevant settings for the Combined Call Type are displayed
depending on whether you are viewing Classifications or
Queues.

@ Since it is both a Classification and Queue, a Combined Call

Use the items under Information at the top of the navigation
bar to jump to different groups of properties in the dialog.

7 Click save & Close to close the dialog with all the properties set to
their default values.
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outbound services, refer to 3.5.3, Enabling Outbound
Services

@ For details about creating a Combined Call Type to handle

3.5.2 Editing a Combined Call Type
To edit a Combined Call Type, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Classifications or Queues.

The Active Classifications or Active Queues dialog is displayed
2  Select the record to edit, and then click Edit
The dialog is displayed for the Combined Call Type.
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# Classihication =

= Attributes

Attributes

Security Groups

Satus
- Active

3 Edit the fields as required, and then click Save.

The table following describes the parameters unique to the
Combined Call Type dialog; for the remainder of the fields, refer to
the tables in chapter 3.3.2, Editing a Queue and chapter 3.4.2,
Editing a Classification.
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4 Then Publish the Combined Call Type. as described in chapter 3.8.,
Publishing an Item (Classification, Queue or Combined Call Type)

Field Description
Name The name of the Combined Call Type.

The value must be unique within the
Business Unit.

Created From Displays the name of the template or
existing Classification from which this
record was created.

Type Identifies this entity as a Combined Call
Type by displaying “Classification” and
“Queue.”

Description A description for the Combined Call
Types.

Is Template? Defines whether this record is a
template.

Attribute—Attributes

Tenant Hierarchy The fully qualified name hierarchy for
the Tenant\Business Unit that owns the
Combined Call Type.

Tenant Hierarchy ID | The fully qualified Tenant Hierarchy 1D
for the Tenant\Business Unit that owns
the Combined Call Type.

System Name The System Name as defined in the
Properties of the Organization to which
the Business Unit belongs.

3.5.3 Enabling Outbound Services

If you are creating a Classification for outbound services,
note that Classificationscreated for outbound services must

always be Combined Call Types.

For Combined Call types used for outbound services, to prepare the
Agent for the next operation, the underlying call must be cleared
automatically by the system when the called party hangs up or when the
Agent releases the A-party.
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To ensure that this automatic call-clearing processing occurs, proceed as
follows:

mandatory mode might need to have this set to “No.” In such
cases, the Agent would have to enter a wrap-up information
at the workstation between the “Clear the Party” and
“Release the Call” phases.

@ Specific agent workstation functions such as Call Wrap-up in

1 Display the Combined Call Type for which you want to enable
outbound service, as described in Chapter 3.5.2, Editing a Combined

Call Type.

2 In the left Information pane, select Computer Telephony
Integration — Call Handling.

3 Set the Release Call when Parties clear? field to Yes

Release Call when Parties clear?§

T Mo @ e

4  Click Save & Close to save the settings and close the dialog

5 Publish the Combined Call Type. Refer to chapter 3.8., Publishing
an Item (Classification, Queue or Combined Call Type)

3.6 Assigning Service Announcement Profiles to
Classifications or Queues

A published Service Announcement Profile can be assigned to one or
more Classifications or Queues. This chapter shows how to assign a
Service Announcement Profile to a Classification. The steps are the same
for assigning a Service Announcement Profile to a Queue.

For information about Service Announcement Profiles, refer to chapter
10.8, Working With Service Announcement Profiles.

To assign a Service Announcement Profile to a Classification, proceed
as follows:

1 In the Management Portal navigation pane, select Call
Management — Classifications..
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2 Click the desired Classification name in the list of Classifications

that appears

The Classification dialog is displayed.

Information %%0 Call Type Call Types ME 3R 2
General AgentInQueue
Attributes Business Unit Saved V Published Ve
Ca ution Sys
” Honysien &) pABU2CTOPL 98 95
An ment:
G Telephony Int. -
Management Informatio... v General
Record Name * Created From
- SmartStation [AgentinQueue %, AgentCustServ Q
Related Type * Description§
| - Classification j Lsec for in queue announcement testing

4 (lassification
Performance Parame..
Q Routing Steps

Is Template?§

CNo O ves

A Availahle Call Actione

3 At the top of the Management Portal navigation pane under
Information, click Announcements:

Information - Call Type Call Types ME AR
General ‘ PAClass
it Business Unit Saved Version Published Version
e : & pABU2CTOPI 103 103
| - Announcements J
Computer Telephony Inte... | No Preference L! a
- Management Information...
— ~ Announcements
SmartStation
Service Announcement
Related Service Announcement Profile§
4 Cassification - ) PAClassSAP Q

Performance Parameter

4  Click the button next to the Service Announcement Profile field and
select the required Service Announcement Profile.

5 The Classification (or Queue) must be published in order for your
changes to take effect. Since the Service Announcement Profile must
also be published for this to work, it is recommended that the Service
Announcement Profile be published first. The recommended
sequence is as follows:

a. Publish Announcements, as described in chapter 10.7,
Publishing an Announcement.

b. Publish Service Announcement Profiles as described in
chapter 10.8.2, Publishing Service Announcement Profiles.

c. Publish Classifications and Queues as described in chapter
3.8, Publishing an Item (Classification, Queue or Combined

Call Type)
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When both the current Classification and Queue have a
Service Announcement Profile specified, only the Service
Profile in the Classification is used..

3.7 Activating and Deactivating Items (Queues,
Classifications and Combined Call Types
This chapter contains the following topics:
« Deactivating Items
» Activating Items

3.7.1 Deactivating Items

When a Queue, Classification, or Combined Call Type is deactivated, it
is automatically unpublished from the system. It is republished to the
system when activated. For details on publishing, refer to chapter 3.8,
Publishing an Item (Classification, Queue or Combined Call Type).

To deactivate an item, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queues or Classifications. (A Combined Call
Type will display for either selection..

76 Tenant Administration Guide S22033-3.0



OASIS Contact Centre

3 - Classifications, Queues and Combined Call Types

2 Select the record to deactivate and then click Deactivate.

ZVoltDolta

l‘ﬂ https:/famsZintbSvib volbdemos.co.uk/_gnd/omds/dig_deactivate.aspecibulkCha EJ

Confirm Call Type Deactivation
¥ou have telected 1 Call Type to deactivabe

¥ou have selected 1 Call Type to deactivate.
This action will change the status of the selected
Call Type to Inactive. To continue, click OK.

Cancal |

https:ffams2 @ Internet | Protected Mode: OFf )

4  Click OK to confirm deactivation of the item
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5 To verify that the item is deactivated, select Inactive Call Type from
the Call Types selection menu

The deactivated item appears in the list

B B . O HBPITTA 9

e Business U
Find Filter -

Management £ (0~ Call Types] Inactive Call Types -

Buginess Unit s Tempilate? Saved Version Published Version

Multi Media Routing

Prompt Managrment
# Call Management
& Clasufcations

§ Clasif

a7

test-First3ep- Defauitficarting

mail with MutiMedia Calback FirstSten 0

5t step aqent ddi

i Ji e |

Al

Server Publications.

B

4 User Management

™ User Profiles

Jp. User Reparting Genups

SIEIRIE

Management

Reporting M ® A B T D E 5 6 H 1 I E L M

3.7.2 Activating ltems

When a Queue, Classification, or Combined Call Type is deactivated, it
is automatically unpublished from the system. It is republished to the
system when activated. For details on publishing, refer to, refer to chapter
3.8., Publishing an Item (Classification, Queue or Combined Call Type).

To Activate an item, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queues or Classifications. (A Combined Call
Type will display for either selection.

2  Select the Inactive Call Types view from the Call Types menu
A list of all Inactive records is displayed
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3  Select the record to activate and then click Activate.
A confirmation dialog is displayed:

< | Confirm Call Type Deactrvation -- Webpage Dialog

Confirm Call Type Deactivation

You hawve selected 1 Call Type o deactivate

You have selected 1 Call Type to deactivate.
This action will set the selected Call Type as Active.

Al https:/famsdintbSvibvoltdemos.co.uk/_gnd/omds/dlg_deactivate.aspefbulke

-
eancal

hitps:/fams2 @8 Internet | Protected Mode: OFf

5 Click OK to confirm activation of the item

6 To verify the activation of the item, select Active Queues or Active
Classifications from the Call Type menu

3.8 Publishing an Item (Classification, Queue or
Combined Call Type)
A Classification, Queue, or Combined Call Type “Item” must be

published (downloaded) into the system to be available to be used. An
item must also be published if it has been modified

To publish an item, proceed as follows:

1 Ensure that you have published all Service Announcement Profiles
that are referenced by the Classification or Queue before beginning
the publishing process. Refer to chapter 10.8.2,_Publishing Service
Announcement Profiles.

2 In the respective view select Call Management — Classification

or Queue).
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3 Click the check box next to the desired item and click Publish Call
Types in the ribbon

@ Note: this button may be renamed in future..
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The Confirm Publishing Call Type dialog is displayed.
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4  Optionally, enter the following information:

e Schedule Now—This field allows you to specify a time at
which the item will be published. By default, Schedule Now
is selected so that the item is published when you click OK.

e Activate Now—This field allows you to specify a time at
which the item will be activated on the target server. This
capability is useful for grouping multiple changes to take
effect at the same time. For example, changes can be made to
multiple items, and then all changes can be activated together
at midnight. By default, Activate Now is selected so that the
item is activated when you click OK

5 In the Comments field, enter a comment describing the reason for
publishing.

6 Click oK to publish the Item.

3.8.2 Checking the Status of a Publication

You can check the status of a publication by displaying the Publications
view.

To display the Publications view, proceed as follows:
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1 In the Management Portal navigation pane, select
Publications — Publications

The Active Publications dialog is displayed.
:J ’ v N ) |

By default this view is sorted in order of the time at which the
publication was requested, so new publications will appear at the top.

published (e.g. a queue) in the search box.
Alternatively, you can enter the comment you supplied in the
Publish dialog. This is a good way of finding multiple related
publications.

Q To find a publication, enter the name of the item that you

The status column indicates the current status of the Publication.
You can update the status by clicking the green double arrow

~a
"refresh™ icon ™ (circled above at right).
The following are possible status values:

Status Meaning

Pending The data has not yet been downloaded to the
appropriate server(s).

Downloaded The data has been downloaded to all the appropriate
server(s) but has not yet been processed.
This is the final status for media prompts.
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Status Meaning

Completed The data has been processed by all the appropriate
server(s). If the specified activation time has passed
(or if none was specified), the configuration data is
now active.

Error There was an error processing the data on one or more
of the appropriate server(s).

2 Further details on Publications for each server can be viewed in the
Server Publication table. In the Management Portal window pane,
under Publications select Publications — Server Publications

T ZVoitDertc =
S ioe By, A ¥
X O . . B~
Masagoment 2 Active Sarvee Publications
W Mt Sty —

B gt Vo prace
o Lod Mgt -

This view shows an entry for each Publication to each server. The
Name field is formatted as <Published Entity Name>-<Server Name>.
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4 Sharing Entities

4.1 Overview
This chapter contains the following chapters:
* About Sharing
« Sharing an Entity

4.2 About Sharing

By default, Management Portal entities such as Security Groups,
Reporting Groups, Queues, Classifications, and so on, are not shared
when they are created. This means that only administrative users within
the Business Unit can access and use the entity. After an entity is created,
an administrator can share the entity to make it available to selected Users
and Business Units (called teams). When an entity is shared, the
administrator also defines the permissions (such as Read, Write, Append,
and so on) for the Users and Businesses Units.

Examples of sharing can include the following:

» Security Groups—A parent Business Unit can share a Security
Group such as a Queue Security Group with one or more of its
child Business Units. The child Business Units can then access
the Queues according to their needs.

» Reporting Groups—A parent Business Unit can share a Reporting
Group such as a User Reporting Group with one or more Users.
These Users can then generate historical and dynamic reports
using data from the shared User Reporting Group.

4.3 Sharing an Entity

The procedure for sharing is similar, regardless of the type of entity being
shared.

administrator to be able to share records with child Business

@ You must be logged on as a parent Business Unit
Units.

To share an Entity, proceed as follows.

1 Display the item that you want to share. For example, to share a
Queue Security Group, in the Management Portal navigation pane,
select Call Management — Queue Security Groups

2  Click the check box next to the item(s) you want to share.
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Click Share in the ribbon

4 In the dialog that is displayed, in the left pane, click Common
Tasks — Add User/Team.

The Look Up Records dialog is displayed

Look Up Records
Select the type of record you want to find and enter your search criteria. Filter your results and view differant
columns of data by using the View options. Repeat this process for different types of records.

Look for: |User ;l
View: I User Lookup View ;I

Sealch:lf&?':" for records el
™ | Full Name | User Name | Business Unit | site e
- g Gerry Trenkler gerryt@pabu2ccl pabu2ccl =
(| Q Gerry Trenklertimezone gernytimezone@PABUZCT... PABUZCTCPL
- g Host Support test test HS@PABUZCTOPL FABUZCTOPL
[ g Host Support test test_Host Support@PAEU... PBABU2CTOPR
(| g Parry Kankariya parryk @ PABU2CTOPL PABUZ2CTOPL
- g repart user report@PAEL2CTORL FABUZCTOPRL
(| g report userpabu2ecl reportuser@PABU2CTOPL PABUZCTOPL -
4 L4

1 -37 of 37 (1 selected) Page 1

Selected records:

g Host Support test
Add

HEMoVE

| Properties || Mew

| Ok | | Cancel

5 Inthe Look For field, do one of the following::
o To share at the Business Unit level, change the selection to Team

o To share with one or more individual users, leave the selection as
User

6 Select the Business Unit(s) or User(s) with which the record will be
shared, then click OK

You are returned to the dialog where you can assign permission
levels
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Select the desired sharing permissions for each selected child
Business Unit or individual user.

Who would you like to share the selected queue security group with?

Select the users or teams with whom you want to share the 1 queue security group record you have selected. Then, use the check boxes on the right to
spacify which permissions to give each user or team.

‘Comman Tasks [ Name Read write | Delete Append Assign | Share
§ Add UserTezm T8 Host Support test = C C = = C

X Remove Selected Ttems

Toggle All Permissions
of the Selected Items

@l Reset

@) Get Help with Sharing

Click OK.
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5 Reporting Groups

5.1 Overview
This chapter provides information on the following topics:
« User Reporting Groups
* Queue Reporting Groups
+ Classification Reporting Groups

5.2 User Reporting Groups

User Reporting Groups are used to aggregate User Profiles for dynamic
and historical reporting purposes.

Note the following about User Reporting Groups:

» User Reporting Groups are used to aggregate User Profiles for
reporting purposes (dynamic or historic). User Reporting Groups
can be defined for all types (Agents and Administrators) of users.

» User Profiles can belong to more than one User Reporting Group.

« A User Reporting Group can contain only Agent User Profiles
from the same Business Unit to which the group belongs.

User Reporting Groups are typically shared on the Management Portal,
allowing Users to be given access to the groups and members of the
groups. For example, a parent Business Unit can share such a group with
one or more of its child Business Units. The children can then access the
User Profiles according to their needs.

The administration of User Reporting Groups includes the following
tasks:

«  Creating a User Reporting Group
« Assigning a User to a User Reporting Group

5.2.1 Creating a User Reporting Group
To create a User Reporting Group, proceed as follows:

1 In the Management Portal navigation pane, select User
Management — User Reporting Groups.
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2  Click New in the ribbon.

The Create User Reporting Group dialog is displayed.

: Colin Meany L
ZVoltDolta !

WVDRPAL o

» 4] User Reporting Groug
& New
* General

General

iy b

Associations

be |

H

Active

3 Inthe Name field, enter a name for the new User Reporting Group.
When specifying a name, do not enter the apostrophe character ().

@ The maximum allowed name length is 25 characters.

4 In the Business Unit field, Select the Business Unit for the new user
Reporting Group.

5 Optionally, you may select the Parent User Reporting Group.

The new Reporting Group that you are creating will thereby
become a child entity of this Parent User Reporting Group,

and users of the Parent Reporting Group will be able to
access the new Reporting Group
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Lnnk Up Record -- Webpage Dialog [ |
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns of data by using
the View options. Then, select the record you want and click K.
Look for: I-_ ser R ;I ™ Show Only My Records
View: | Us =
Searcn:lfef':' for records el
Name | Businessunit | Parent User Reporting Group | Createa On 2
I [ LOOOY UsEr PEOUZTEL T/ T972UL3 9153, "
g mdev user pabuZecl 4/15/2014 12:18..,
[l ﬂ PA Load Test pabulocl /!
" [ PAOMB User pabuZecl
™ [ Pa User pabu2ccl
[l E Report User pabulocl
- E test 4 Tenant Team Leader pabulccl
[ [ test URG PABUZCTOPL -
1-9of9 (0selected) Page 1
| Properties || hew
‘ 0K H Cancel || Remove Value |
|https:,|’)’vdrpal‘rentl1.voltdelta.c0mJ’_controls;’lookup,l’lookuplnfo.a:| " Trusted sites | Protected Mode: OFF ’g

6 Optionally, click the Child User Reporting Groups table to enable
the Add New User Reporting Group and Add Exiting User Reporting
Group buttons in the ribbon

Use these buttons to include child Reporting Groups under
the new User Reporting Group you are creating. Users who
belong to the new Reporting Group will have access to these
child Reporting Groups.

7 Click save & Close in the ribbon to save the new User Reporting
Group and close the dialog.

8 Continue by assigning Users to the new User Reporting Group, as
described in chapter 5.2.2, Assigning a User to a User Reporting

Group

5.2.2 Assigning a User to a User Reporting Group
Assign Users to a User Reporting Group by doing either of the following:
»  Assigning Through the User Profile
» Assigning Through the User Reporting Group

5.2.2.1 Assigning Through the User Profile

To assign a user to a User Reporting Group through the User Profile, do
the following:

1 In the Management Portal navigation pane, User
Management — User Profiles
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The Active User Profiles view is displayed.
2  Select the user profile you want to assign to a User Reporting Group.
3 Click Edit in the ribbon.

The User Profile editing dialog appears.
4  Click on the Reporting Groups table to activate it.

g Reporting Groups:E Active User Reporting Groups vi |5e.=-:- for records
T | Name | Business Unit | Parent User Reporting Group | Created On z
0 - 0 of 0 (0 selected) Page 1

5 Click Add Existing User Reporting Group menu in the ribbon.
A Look Up Records dialog appears, showing a list of User Reporting

Groups.
ﬂlook Up Records -- Webpage Dialog [ |
Look Up Records
Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records.
Look for: Ic Reporting Group j r Show Only My Records
View: Ii:'.'.e User Reporting Groups j
r Mame Business Unit Created On z
[Tl test_URG PABU2CTOPL 3/3/2014 3:35 PM
1-10of1 (D selected) Page 1
Selected records:
Add
Hemove
| Properties | | Mew |
| OK || Cancel ‘
|https:,l',l'vdrpa1.rentll.voltdelta.com,l'_cont| " Trusted sites | Protected Made: Off i

6 Select the User Reporting Group to which you wish to assign the
user, then click Add.

The User Reporting Group is added to the Selected Records area
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7  Click oK to assign the User Reporting Group to the user.

The Reporting Groups table now contains the assigned User
Reporting Group

! Reporting Groups: Active User Reporting Groups ~ Search for records Lo
r MName Business Unit Parent User Reporting Group Created On z
[~ gl test_UrG PABUZCTOPL 3/3/2014 3:35 M

1 -1 of 1 (0 selected) Page 1

5.2.2.2 Assigning Through the User Reporting Group

To assign one or more users to a User Reporting Group through the
User Reporting Group, do the following:

1 In the Management Portal navigation pane, User
Management — User Reporting Groups.

The list of User Reporting Groups is displayed
2  Select the User Reporting Group you wish to assign to a User.
3 Click Edit in the ribbon.

The User Reporting Group editing dialog is displayed.
4 Click the User Profiles table .

4| User Profiles Active User Profiles Non-Template Lookup ~ Search for records o
I:‘ Username & First MName Last Name Name (User Security Group] | Business Ui &
i:E agentc@cca.demo.com Agent C Team A DemoContach
D agentd@cca.demo.com Agent o Team A DemoContach
I:‘ agente@cca.demo.com Agent E Team A DemoContach
I:‘ agentf@cca.demao.com Agent F Team A DemoContach

5 Click Add Existing User Profile in the ribbon.
The Look Up Record dialog appears with a list of User Profiles.
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6 Select the User Profile(s) you wish to assign to the User Reporting
Group, then click Add.

The User Profile is added to the Selected Records area

aLunk Up Records - Webpage Dialog

Look Up Records
Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records.

Look for: | User Profile =l T Show Only My Records
View: Ii:'. ve Users ;I

— Username Business Unit Created On 1:'2-
[T ES] hcpagent7@pabuocl pabu2ccl 1001072013 2:26 PM NO | a
[T ES] hcpagent8@pabulecl pabulcocl 8/2013 2:34 PM Mo

- ; hcpagentd@pabueocl pabu2cel 10/18/2013 2135 PM No

|7 ,.L lobbyl abu2ccl pabuZccl 11/18/2013 2:08 PM No

v i lobby?@pabulecl pabuZccl 11/18/2013 3:24 PM  No

- ; mdevagentl@pabuZccl pabu2ccl 1201172013 2:02 PM Mo

[T ES] mdevagent?@pabulccl pabulocl 1 213 2224 PM Mo

- ; mdevagent3@pabuZccl pabuZccl 4/14/2014 23 PM No
I_; ombagentl@pabu2ccl pabulcocl 42202014 L0302 PV Mo |-
4 »

1 -50of 63 (2 selected) Page 1l W

Selected records:

E5] lobbyl@pabu2ecl BT lobby2@pabulecl

Remove
| Properfies | | hew |

| Ok || Cancel |
|https:,|',|'\rdrpa1.rent11.voltdelta.com,l'_controls| . Trusted sites | Protected Mode: OFF i

7  Click oK to assign the User Profile(s) to the User Reporting Group.

The Users Under Current Reporting Group table now contains the
assigned User Profile

5.3 Queue Reporting Groups

Queue Reporting Groups are used to aggregate Queues for dynamic and
historical reporting purposes. For example, you could create a group of
agents that belong to the Customer Service Queue. This group can then
be shared with the Customer Service Team leads. Only the Customer
Service Team Leads that were shared are able to view the reports

Queues can belong to more than one Queue Reporting Group. A Queue
Reporting Group can contain only Queues from the same Business Unit
to which the group belongs.

These groups are typically shared on the Management Portal.
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Sharing allows Users to be given access to the groups and members of
the groups. For details, refer to chapter 4, Sharing Entities.

This chapter includes the following procedures for managing Queue
Reporting Groups:

»  Creating a User Reporting Group
« Assigning a User to a User Reporting Group
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5.3.1 Creating a Queue Reporting Group
To create a Queue Reporting Group, proceed as follows:

1 1In

the

Management Portal

Management — Queue Reporting Groups.

- Quee Feporng rovgs
- A tate

) % Owtene

Managemest () -

43 Copyalmk

b }__17. S

-6'{ maialek .  Worfos . Report . Data beo '

1og Geougs  Active Queue Reporting Groups *

e e Boamess U Faret Quove Repintoy Gong
-
et QNG Rog
-
rpot Qure

2 Click New in the ribbon.

The New Queue Reporting Group dialog is displayed.

navigation pane,

Adavoed  Busren et
N

select Call
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JHVoltDelta Coln My ¥
E Queue Reparting Group e s VDRPAL &
H Eyseeiten [ %arng.
. ¥ Delete J# Copya Link “/ -
Save Sged Run Run
Closa Report
Sawe Proces: Data
Information Q Queue Reporting Group #
L Genen New
-
Related ~ General
4 Common General
KB Dashboard Agent [ih'!'e‘ Business Unit* 2
4 Prodesses
A Aodit Hestory Associations
Parent Quewe Reporting Group
T Mame Business Unit Farent Queue Repariing Group Created On

-Oof & (0 selected)

3 In the Name field, enter the name of the new Queue Reporting

Group,
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4  Click the button next to the Business Unit field.
The Look Up Record dialog is displayed.

Look Up Record -- Webpage Dialog
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK.
Look for: |Ec Unit ;I
View: |E--sir'ess Units Lookup View ;I
Search: I | e
: Mame Domain Mame Business Unit Role z
i 5 colin_business_unit colin.com Contact Center (In Sou  PA)
- ﬂ dummyBU aee Account FA
I'S pabuZaccountl pabulaccountl Account P&
[l 5 pabuZocl pabulocl Contact Center (Dut 5¢  PA
[T & PABU2CTOPL FABUZCTOPL Contact Operation FA|
(| 5 Roda_Test Roda_Test Contact Center In Sou  PA
4 3
1 -6 of 6 (0 selected) Page 1
| Froperfies | | hew |
0K || Cancel || Remove Value |
|https:,l',l'vdrpa1.rent11.voltdelta.com,l'_controls| . Trusted sites | Pratected Mode: OFF i

. search field and click the Search button to find your Business

Q Enter the first few letters of the Business Unit name in the
Unit.

5  Select your Business Unit and click OK.
You are returned to the Queue Reporting Group dialog.

6 Optionally, select the Parent Queue Reporting Group. The new Queue
Reporting Group that you are creating will thereby become a child
entity of this Parent Queue Reporting Group, and users of the Parent
Queue Reporting Group Will be able to access the new Queue
Reporting Group. .

7  Optionally, click Save to enable the Child Queue Reporting Groups
table. Click the table to enable the Add New Queue Reporting Group
and Add Existing Queue Reporting Group buttons in the ribbon.
Use these buttons to include child Queue Reporting Groups under
the new Queue Reporting Group you are creating. Users who belong
to the new Queue Reporting Group will have access to these child
Reporting Groups.
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8 Click Save & Close to confirm your input and save the new Queue
Reporting Group.
5.3.2 Assigning a Queue to a Queue Reporting Group
To assign a Queue to a Queue Reporting Group, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queue Reporting Groups.

2  Click the Queue Reporting Group to which you want to assign one
or more Queues.

The Queue Reporting Group dialog appears for the selected group.

[ J\VoltDolta Culn My
m Queue Reporiing Groug AR e 4 s VDRPAL &
i s iben  Sharing O =i B
v & &
H hh s Dunctivate :3:::!_-:.--; \-IB —
S Sre ; _ Run St Rum
Ttz ¥ Dalete FEmallalnk Woilon Diseg Repert.
nmatnn ;\Ig Queus Reportng Group Quewe Reporting Groaps » | & | #
oo PA Queue
Refated = General
4 Cammaon General

ertommance Parameter

Deshbcard Agenis Name * Busine
i 0.cu & sibula 3
d Prosesies
] Auet History Aazaciations
.l'
i Child Queue Reperting Groups Active Child Queue Reporting Group = | <
| Mame Butiness Uit Farent Queye Reparting Group Ceantec O 2
0.0 af 0 0 selected

f, Queues Active Queves Non-Template ~ = b Ja
C | Hem Business U S o b Vs

C o Cust Sery pabud

o Cosd Serv Tracker pabudo

3 Click the section labelled Queues.
A new set of controls appears in the ribbon.
4  Click Add Existing Call Type in the ribbon.
The Look Up Records dialog is displayed
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5 Click the name of the desired Queue (Call Type) in the list to add it
to the Selected Records area of the dialog.

To select multiple Queues, click the check boxes associated
with the desired Queues, and then click Add.

6 Click ok to confirm your selection and return to the previous dialog.
The selected Queue(s) should now appear in the Queues section.

7 Click anywhere outside the Queues section to restore the ribbon
selections, and then click Save & Close to confirm your input.

5.4 Classification Reporting Groups

Classification Reporting Groups are used to aggregate Classifications for
dynamic and historical reporting purposes.

These groups are typically shared on the Management Portal, allowing
Users to be given access to the groups and members of the groups. For
example, a parent Business Unit can share such a group with one or more
of its child Business Units. The child Business Unit can then access the
Classifications as required.

Note the following about Classification Reporting Groups:

« Classifications can belong to more than one Classification
Reporting Group.

« A Classification Reporting Group can contain only
Classifications from the same Business Unit to which the group
belongs.

This chapter includes the following procedures for managing
Classification Reporting Groups:

«  Creating a Classification Reporting Group
» Assigning a Classification to a Classification Reporting Group
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5.4.1 Creating a Classification Reporting Group

To create a Classification Reporting Group, proceed as follows:

1 In the Management Portal navigation pane, select Call

Management — Classification Reporting.
ZiVoltDec -

S

=W,

Active Clansification Reparting Groups *

Management
Repocting

2 Click New in the ribbon.
The New Classification Reporting Group dialog is displayed.

A
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3

E Classificat
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Close

Tnformation

General

d Poceies

|

In the Name field, enter the name of the new group,

Save

Reporling Group &Wﬂn

B Mew Sharing
] A Cap

1 Classification ".'!|: Oring Group
New

= General

General

I
Hssociations

went Call Type Reporting Group

Active
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4  Click the button next to the Business Unit field.
The Look Up Record dialog is displayed.

Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK.
Look for: IE usiness Unit d
VlewIE: Units Lookup Vie d
Search:lfef-:-' for records ol
| Name | Domain Name | Main@h
]-5 colin_business_unit colin.com
- ﬁ dummyBLU eee
]_5 pabulaccountl pabulaccountl
[T & pabulocl pabu2ecl
=) PABUZCTOPL PABUZCTOFL
[T & Roda_Test Roda_Test
4 3
1 -6 of 6 (1 selected) Page 1
Properiies | | Hew
| oK || Cancel || Remove Value |
—

_»—~_  Enter the first few letters of the Business Unit name in the
Q Search field and click the Search button to find your Business
Unit.

5  Select your Business Unit and click OK.
You are returned to the Classification Reporting Group dialog.

6 Optionally, select the Parent Call Type Reporting Group. The new
Call Type Reporting Group that you are creating will thereby become
a child entity of this Parent Call Type Reporting Group, and users of
the Parent Call Type Reporting Group will be ableto access the new
Call Type Reporting Group.

7 Optionally, click Save to enable the Child Call Type Reporting
Groups table. Click the table to enable the Add New Classification
Reporting Group and Add Existing Classification Reporting Group
buttons in the ribbon. Use these buttons to include child
Classification Reporting Groups under the new Classification
Reporting Group you are creating. Users who belong to the new
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Classification Reporting Group will have access to these child
Reporting Groups.

8 Click Save & Close to confirm your input and save the new
Classification Reporting Group.

5.4.2 Assigning a Classification to a Classification
Reporting Group

To assign a Classification to a Classification Reporting Group, proceed
as follows:

1 In the Management Portal navigation pane, select Call
Management — Classification Reporting Groups.

2 Click the Classification Reporting Group to which you wish to
assign one or more Classifications.
The Classification Reporting Group dialog is displayed for the
selected group:
Classification Reporting Group : m@g@‘ E““"}';‘_f:{
lllju v B New Rl Sharing » ’ = -
H L'-é i Deactvate 4‘;".','..*-\ G“ b —:il
e X Delete W E-mailalnk W g Report
piio & Test Classification RptGrp e T
Reiated ~ General
d Procevies General
A ) .
::i :::’;:Ec:“. |
Assodations
% Child Call Type Reporting Groups: Active Child Classification Repor... ~ I P
W Mame Busimess Unit Created On 2

i Classifications: Active Classifications Non-Template Lookup ~

Mame Business Unit Served Version Puhblished Versian Cresded Or

o
P En X

3 Click the Classifications area.

A new set of controls appears in the ribbon.
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4  Click Add Existing Call Type in the ribbon.
The Look Up Records dialog is displayed.

5  Click the name of the desired Classification (Call Type) in the list
to add it to the Selected Records area and then click Add

To select multiple entries click their corresponding check
boxes, and then click Add.

6 Click ok to confirm your selection

You are returned to the Classification Reporting Group dialog. The
selected Classification(s) now appear in the Classifications area.

7  Click anywhere outside the Classifications section to restore the
ribbon, then click Save & Close to confirm your input.
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6 Routing Plans

6.1 Overview

This chapter includes the following chapters:

About Routing Plans

Creating a Basic Routing Plan

Creating a Subroutine Routing Plan
Creating and Assigning a Service Address
Viewing the Routing Plan Map
Publishing a Routing Plan

Routing Report / Tracing a Routing Plan
Locking and Unlocking a Routing Plan
Editing a Routing Plan

Deleting a Routing Plan

Copying a Routing Plan

Routing to Another Business Unit
Routing for E-mail and Web Chat
Routing for Queue Hold and Scheduled Calls
Routing for Blind Transfer to IVR

For details about individual Routing Steps, refer to Chapter

7, Routing Steps

6.2 About Routing Plans

Routing Plans are used to route incoming calls. Routing Plans are
associated with Service Addresses (dialed numbers) and consist ofone or
more Routing Steps.

Time of Day and Queue handling are examples of operations that are
performed within the Routing Steps. During a Routing Step, events such
as Queue Full can trigger continuation with other Routing Steps for
appropriate call handling.
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Creating a Routing Plan that will be used to route calls involves the
following steps:

1. Create a Routing Plan with its default Routing Step as
described in chapter 6.3, Creating a Basic Routing Plan.

2. Assign one or more Service Addresses to be impacted by the
Routing Plan as described in chapter 6.5, Creating and
Assigning a Service Address.

3. Editthe default Routing Step and/or enter additional Routing
Steps as described in chapter 7.2, About Routing Steps.

4.  Publish the Routing Plan as described in chapter 6.7,
Publishing a Routing Plan

6.3 Creating a Basic Routing Plan

This chapter describes the procedure for creating a Routing Plan. When
you create a Routing Plan, the software automatically includes a default
Routing Step. You can edit the properties of the Routing Plan and its
default Routing Step, and add additional Routing Steps as required.

The following procedure enables you to create the basic
settings for a Routing Plan. You can then add routing steps
to create a Routing Plan that will actually route calls. Chapter
6.3.2, Example Routing Plans provides a walkthrough where
example Routing Plans are created.

To create a Basic Routing Plan, proceed as follows

1 In the Management Portal navigation pane, select Multi Media
Routing — Routing Plans.
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2  Click New in the ribbon.

LVoltDelta ~
RoutingPlans | View  Cherts  Add i ———

Activate Copy Share g% . [
Deactivate |53 Copy a Link - U 4 Ei a Q

Edit  Publish Lock Unlock -~ Run Start Run Import Advanced Business Unit
X Delete . ‘] E-mail aLink , Workflow Dialog Report. Data- Find Fitter »
Records Collaborate Process Data AMSZ
Management {3} [ Routing Plans Active Routing Plans ~ Search for records
4 Multi Media Routing [1 Mame Business Unit Classification Service Provider..  Saved Version [
N=
% Routing Plans [[] ER-PRD1597 - Speech State Control..  FC-CO Auto07 Defauit 3 A
(@) Service Addresses [] ER-PRD1614- Queue Hold & Call Sc..  FC-CO Auto08 Defauit 2
& & Outbound Originating... [] ER-PRD1614- Virtual Hold (Auto Call..  FC-CO Auto07 Defauit 1
~g Chat Channels ] Error-Handling FC-CO Autc08 Default 4
A [ ER-VDR1622 - MMR Variable Exchan... FC-CO Autod? Default 1
[%4 call Barring Lists
) Avplications [] ER-VDR1625 - Route List Routing Ste..  FC-CO Auto0s Default 4
Address List [] ER-VDR1652 - Route List Routing Ste..  FC-CO Auto07 Default 4
\:, ‘Outbound Routes D Manual-AgentDDT FC-CO Auto08 Default 10
|3 Route Entries §I:| Manual-Application-Routing- FC-CO Auto07 Default 5
L=l Voice Mail Profiles ] Manual-Calied-RP2 FC-CO Auto08 Defautt 3
4 Prompt Management [ Manual-Loop-Tocade FC-CO Auto07 Default 9
‘: Service Announcemen.. [] Manual-PQT-Remove More than 30..  FC-CO Auto0s Default 1
o
SIS ] Manual-RP-Loop-1 FC-CO Autol7 Defauit 2
@ Announcement Media...
@ WMedia Prompts D Manual-RP-Loop-2 FC-CO Autol& Default 4
<
« Periodic Announceme... ] Manual-SetValueTest FC-CO Auto07? Default 13
& Timed Announcements V|1  Manual-Set-Variable-Copy FC-CO Auto08 Defauit 2w
- - [ i .. [y fisans .
M ent < 2
an; [ em
a9 51 - 68 of 68 (0 selected) M 4 Page2
Reporting Al # A B CDE F G H 1 J KLMNGOTPQRTSTUWVWX Y Z

The Routing Plan dialog is displayed.
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Routing Plan Routing Plans Y| |
o
New
Saved Version Published Version Updated
No
4 General
Name * Business Unit * & TonyYB =
Classification * Classification =
Business Unit

Always Reclassi Routing Step (First)

ays fy () Yes (@ Mo 1 g Step (First) @
Service Provider * Error Handling E

Routing Plan*
Answer Call @ ves (O MNe Call Barring List g
Group Subroutine O Yes @ Mo
Convert CLI O
Description
4 Service Addresses
Mame Address Lockup Service Address Translation Address Originating Bla
£ >
0 - 00of 0 (0 selected) H 4 Pagel b
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Fields on this form have explicit tooltips explaining the role
of each field.

1  Enter the indicated data in the following fields:

Field Description
Name The name of the Routing Plan
Business Unit Name of the Business Unit for which

the Routing Plan is being created

Classification Select the desired Classification to be
associated with the Routing Plan

Always Reclassify When set to Yes, the calls routed to
the Routing Plan are always re-
classified using the Classification
above on the form.

When set to No, the calls routed to
the Routing Plan are only Re-
Classified (i.e. given the
Classification above on the form) if
they arrive with the generic
classification “CSA-MMR
Classification”. If they arrive with
any other valid Classification it is
kept.

Service Provider Name of the Service Provider to be
associated with the Routing Plan.
This field can be left blank if the
Default Service Provider for the
Business Unit is to be used

Answer Call Select whether the call should be
answered when the Routing Plan
executes. This field is typically set to
Yes, which is necessary for a Routing
Plan to play an announcement.

Group A free text field that can be used with
Filtered Views to group Routing
Plans and view related Plans
together.
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Field Description

Subroutine Determines whether the Routing
Plan is a subroutine or not.

Yes - Other Routing Plans will call
this as a subroutine.

No - It is a normal Routing Plan that
must have a Service Address.

Convert CLI Determines whether the SIP-specific
suffix should be removed from the
CLI of incoming calls (e.g. whether
123@domain.com should be
converted to 123).

Error Handling Routing Plan Select a Routing Plan to be used in
case the current plan cannot be
processed (for example, due to a
major fault). Currently, this feature is
implemented only for the case where
a Voice Mail profile is configured
with no prompts.

Call Barring List List of numbers that are barred from
being handled by the plan
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2 Click save in the ribbon

This step saves the Routing Plan, creates the first Routing Step, and
enables the Service Addresses area.

L VoltDelia 9
File Routing Plan Add CPPECING RO & HIATON DIb7 &

H uﬂé] = I save & New Copy  [g Sharing ~ @ =1 =
e L 1§ Deactivate (5% Copy a Link &P E

Save Save@ Publish Lock

Run  Start Run
Close X Delete E,ma” alink Workflow Dislog Report.
Save Collaborate Process Data
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p— Routing Plan Routing Plans “Tale
F cenvice Addresses Auto07-Error-Handling

Publication Files Saved Version Published Version Updated

2 No
Related

4 Routing Plan “# General

;:] Map Name * Auto07-Error-Handling Business Unit & Fe-co o]

@ Service Addresses

Classification * &, Auto07-RocketLawyer [G Qassification & reco =]
“ 729"" Business Unit
Routing Steps
S Always Reclassify () Yes @ No Routing Step (First) @) Error-Announcement

£ 2 Outbound Originatin... - = + =

& Outbound Routes Service Provider @) Default @  Eror Hanaiing o)

[E] Applications Routing Plan *

[ Vioice Mail Profiles Answer Call @ Yes (O No Call Barring List =

% Call Records

Group Error Handlers Subroutine O Yes @ No

4 As Target for

& Call Subroutine Description

& Switch Routing Plan

. . Group.
rror Handling Routin...

54 Error Handling Rout
4 Publication

& Publications
4 Processes

# Audit History 4 Service Addresses

[E] Dialog Sessions

i Workflows Name a Address Lookup Senvice Address Translation Address Originating Blar &

< >
0-00f0 (0 selected) Pagel

¥ Publication Files

Status Active

3 Continue configuration of the Routing Plan with as described in
chapter 6.5, Creating and Assigning a Service Address

6.3.2 Example Routing Plans

This chapter provides example procedures for the following types of
Routing Plans:

« Creating a Routing Plan with a Single Step
»  Creating a Routing Plan with Multiple Steps
6.3.2.1 Creating a Routing Plan with a Single Step

The following example creates a Routing Plan with a single step where a
call is simply placed in queue. In the example, four Events have been
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defined for the queueing step. The figure below shows a Routing Plan
Map for the example, including the defined Events.

Y PlaceInQueue-Queueli-DefaultRoutingStep)

Default Next:
| Release

| O rormal

= «© =
= - EET

BE84441027
%, CustSecyInQueus

available in the Business Unit. Refer to chapter 3.3.1,

@ To create this example Routing Plan, a Queue must be
Creating a Queue for details on creating a Queue.

To create the example Routing Plan, proceed as follows:

1 Create a Routing Plan as described in step 1 through 2 in chapter 6.3,
Creating a Basic Routing Plan.

2 Inthe Routing Plan dialog, click the name in the Routing Step (First)
field.

This Routing Step was created automatically when the
Routing Plan was first saved. By default it will always have
a suffix of “FirstStep,” but this name can be changed into
something more descriptive, if desired.
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The Routing Step dialog is displayed

Information

General

Related

4 Routing Step

. Property Override
4 Targel

% Events

% Meny Entries

4 Routing Entris

) Daily Entries

special Period Entries

4 As Target for
#& Everits
e Routing Steps
= Meny Ertries

4 Processes

[l ns
Gl Workflows

®

[ Cave B Mew G s - — I
e siew  giShanng @ = =
s Deactivate @R Copy a Link b =
& . Rum  Stan Run
s T E-mail & Lk Woreflow Dlalog  Report-
Collabarate Frocess Dats

Routing Step
e PlaceInQueue-FirstStep

Colin Meany @'
VDRPAL 2

Roubing PR Sawed Versian Upd
-
= PlacenQueus No
~ General
MName * |Placelr Queve-Gueuslt Business Unit™ & PARL2CTOP] re |
Type |Fc'en$< ;I

Raoute To Release

Retease Cause Code |h¢'*.\'
+

Note that the Type field is set to Release by default

3 Optionally, in the Name field, enter a more descriptive name for the
action performed during this step
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4  Click the Type field and select Queue
Additional fields appear in the dialog

s . ZVolfDelic
p & Save & ew Sharing « =
C HRET I o F
~ LbY i oeachate WY Copyabnk
ol Cal Profiling  Sue  SMM A ) Raf et Rum
Faramehers Cose W Detese ji.”e alink Wortfiow [alog Report-
Infarmation e Reuting Step
Geners PlacelnQueue-Queuelt
& PlacelnQueve 6 No
Relaled General
Marme * ] Juminess Unit * PARICTOM
4 Noutiag Step arme m Busine: t & RARgCTOR
“, Propery Ovemde Type | _-J
4 Target Default Next
B Events
B bow Eakia Oefmult Next Sreg © PlacelOueue-Quegelt- CelmitRoutin = T3
Route Te Queue
ate To Queue * R CustSereln Queue _:
4 Hs Target far Queue Business Unit S pabudec) 3
# Events
‘; Routing Steps * Events
sz M Enitries — = -z
e Enkic Hame Follow O Routing Stea
4 Processes [T % CallRelease
? fm'-::& [ % Queus DTHE Dight Raceived
é'fw’ o [ % Queue Entry Critesie Failed Trylates
§ Woddlows
Active

5 Click the button to the right of the Route To Queue field

6 Inthe Look Up Record window that is displayed, select the Queue

and then click OK
The Routing Step window for the “FirstStep” is re-displayed
7 If desired, set values for the following optional items

e Re-Classify a Call—The Classification and/or Service
Provider of the call can be changed before it is placed into
queue, chapter 7.3.3, Reclassification Fields describes the

options

e Set Call Profiling Parameters—Call Profiling Properties can
be overridden by clicking Set Call Profiling Parameters in the
ribbon, chapter 7.3.4, Set Call Profiling Parameters Dialog

describes the options
8 Click Save in the ribbon

Colin Meany ™

AT
WORPAL o

L= ]
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9 Set up the following Events for the queue step. For details about
working with Events, refer to chapter 7.3.5, Editing an Event for a
Routing Step. For a description of Events specific to a Queue
Routing Step, refer to chapter 7.5.11.1, Events

e Queue Entry Criteria Failed
e Queue has Closed (Last Agent Logged Out)
Queue is Closed (No Agents)

e Queue Maximum Time Reached

10 Click Save & Close to save the Routing Step and return to the
Routing Plan dialog

11 Publish the Routing Plan as described in chapter 6.10, Publishing a
Routing Plan
6.3.2.2 Creating a Routing Plan with Multiple Steps

Chapter 6.3.2.1, Creating a Routing Plan with a Single Step illustrates
how to create a simple Routing Plan with only one step. However, in
practice Routing Plans often have multiple steps.

The following example describes a Routing Plan with two steps. In the
first step, an announcement is played to the caller stating that the business
is closed during a holiday. In the second step, the call is released. For this
example, no Events have been configured. The figure below shows a
Routing Plan Map for the example.

Routing Plan
AnnouceAndRelease

Saved Versio Published Version Updated
1 No

P AnnouceAndRelease-AnnouncolliE | Qrelease step
Default Next:

T Release
i) TODcloseholiday W 0 Normal

be available in the Business Unit. Refer to chapter 10.6,
Creating an Announcement for details on creating an
announcement.

@ To create this example Routing Plan, an Announcement must
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To create the example Routing Plan, proceed as follows:
1 Create a Routing Plan as described in chapter 6.3, Creating a Basic
Routing Plan.

2 Assign one or more Service Addresses to the Routing Plan as
described in chapter 6.5, Creating and Assigning a Service Address.

3 In the Routing Plan dialog, click the Routing Step (First) field to
configure the first Routing Step.

The Routing Step FirstStep dialog is displayed
4  Optionally, in the Name field, enter a descriptive title for the step

5 Inthe Type field, select Announcement

e https:/ wdrpal rentl 1.voltdelta.com/ ?etc=100512extraqs=203fetc® 3d10051 %2 6id3d%2 5Th4 186CD02-ZEA4 - Windows Internet Explorer

Colin Meany 9

E Reuting Step Add VDRPAL &
I I I ] Iysove alew  Lsharing
L L wiDeactivate I Copya Link
g Save Savel =
Close K Delete {o] E-mail a Link  Werkfle
G arate
e Routing Step
AnnouceAndRelease-Announce
B AnnouceAndrelease 2 No
Related
* General
4 Routing Step . - —
& Property Override e [AnneuceancRelease-Arneunce Business Unit & PABU2CTOR) 0
i Tyoe | anrouncement |
Default Next
Dafault Nt Stap * ')
Route To Announcement
neement it |
¢ Reclassification
+ Set Call Profiling Parameters
Active
[Rwore - 4

6 Click the button to the right of the Default Next Step field
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The Look Up Record dialog for Routing Steps is displayed.

Look Up Record

Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK.

Look for: | Routing Step | T show only My Records
View: I Filtered Routing Step View ;I
Search: || 2
| Mame | Business Unit | Routing Plan | Route 5E|Edzl
Fe AM Weekday Close PABUZCTOPY Announcemer *
T & AMWeekday Close-DefaultRouting... PABU2CTOP1 Release
[ & Crristmas-DefaultRoutingStep PABUZCTOPL Release
I_ﬂ Closed FABUZCTOPRL Announcemer
[T & Closed-DefaultRoutingStep FABLZCTOPL Release
[~ & Everyday Lunch-DefaultRoutingStep  PABU2CTOFL Release
[T & Greeting Menu-DefaultRoutingStep  PABU2CTOP1 Release
I & Gresting Menu-DefaultRoutingStep  PABU2CTOPL Release
[T & Greeting Voicemail-DefaultRouting... PABUZCTOP1 Release
[T & Incoming Agent Queue Test-FirstSt.. PABU2CTOPL Queue
T & Incoming Agent Queue Test-Firstst.. PABU2CTOFL Release
[T & Ircoming Montreal Dev OMB-FirstS... PABU2CTOP1 Release
=
— A - . — . - P—— . P ————— -
4 L
1 - 50 of 64 (1 selected) Page 1 b
Properiies || Mew
| OK || Cancel || Remove Value
7  Click New

The Routing Step dialog is displayed.
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L HVoltDelta S
B wcutrosen | sa A sl o
Rsovesinen | asnars -
=
o Save &
Close
Information e Routing Step
General New
Retated . L
4 Routing Step
=~ General
g Marme * [Reiease Sten Business Unit ™ — x
¥ [Reieaze - |
Route Te Releaze
ause Code [Norma -

10
11

12

Active

Complete the following fields

e Name — Name of the routing step

e Business Unit — Name of the Business Unit

e Release Cause Code — Keep the default value.
Click Save & Close to return to the Look Up Record dialog.
Click OK to return to the Routing Step dialog (Release step).

Click Save & Close to return to the Routing Step dialog (first step —
Announcement)

Select the announcement to play by clicking the button next to the
Announcement field

@ For details on announcements, refer to chapter 10.2,

13
14
15

Introduction to Prompt Management.

Click Save & Close to return to the Routing Plan dialog
Save the Routing Plan.

Publish the Routing Plan as described in chapter 6.7, Publishing a
Routing Plan.
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6.4 Creating a Subroutine Routing Plan

6.4.1 Overview

Subroutine Routing Plans are special Routings Plans that can be called
by other Routing Plans to carry out specific sets of actions before
returning to the calling Routing Plan and continuing its execution from
where it was. Subrouting Routinge Plan are not invoked via a Service
Address and typically only used by other Routing Plan. They would
typically contain a set of operations that other Routing Plans may want
to invoke repetitively. They are a important feature to help structure
Routing Plans and improved their readability.

The following procedure enables you to create the basic
settings for a Subroutine Routing Plan. You can then add to
it the required Routing Steps. Chapter 6.3.2, Example
Routing Plans provides a walkthrough where example basic
Routing Plans are created.

To create a Subroutine Routing Plan, please use the same proecure as for
a Basic Routing Plan (see Chapter 6.3) but select the following option:

6 Routing Plan

New
Saved Version Published Versicn Updated
No
4 General P
Mame * Business Unit * iﬂ
Classification * j_)'l Classification _fi[
Business Unit
Always Reclassify () Yes (@) No Routing Step (First) ._\:ﬂ
=
Service Provider + f)'l Error Handling ._\:ﬂ
Routing Plan ¥
Answer Cal .;:.:;. Yes .;::;. Mo Call Barring List ._\:ﬂ
Group Subroutine @ Yes () No

Description

Once a Subroutine has been created and saved once, this Option cannot
be changed anymore.

The first time a Subroutine Routing Plan is Saved, it is created with a
single Release Routing Step. To ensure it operates successfully as a
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Subroutine and returns to the calling Routing Plan, the last Release
Routing Step(s) must be changed into Subroutine Return Routing Steps.
This ensures that execution continues in the Calling Routing Plan from
the point where the Subroutine was called (See also Chapters 7.5.16, Set
Values and 7.5.18, Subroutine Return).

6.4.2 Viewing Subroutine Routing Plans

Subroutine Routine Plan can be viewed using dedicated Filtered View
Subroutines.

Management {3} - Routing Plans

4 Multi Media Routing ~ [1 Nemea System Views
ﬁ Routing Plans [] 112PRD1-M Active Routing Plans
@ Service Addresses [ sR-Test- Inactive Routing Plans
B N
& g Qutbound Originating... subroutines

@ Chat Channels

‘5’ Barred Addresses My View Subroutines
|__é Call Barring Lists 11.2PRD.L

|_|:| Applications

- Create Personal View
IE Aadress List

&) Outbound Routes
7 Route Entries
<) Voice Mail Profiles

6.4.3 Remarks

Please be aware of the following when using Subroutine Routing Plnas

Field Description

Service Address Service Addresses attached to a Subroutine Routing
Plans are ignored.

Classification This option is ignored. The Call always keeps the
Classification given by the calling plan.

Always Reclassify This option is ignored. The Call always keeps the
Classification given by the calling plan.

Service Provider This option is ignored.

Release Routing Step | A Release Routing Step can be used in a Subroutine
Routing Plan but is not recommended. A Release
Routing Step always releases the Call and the
execution flow is the broken and does not return to
the Calling Plan. For clarity, it is recommended that
Subroutine Routing Plans always return to the
Calling Plan where the Release can be carried out.

Service
Default
Default
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Field

Description

Subroutine Return

A Subroutine Return Routing Step is the recommend
way to exist a Subroutine.

@ Subroutine Return Routing Steps are not
allowed in Basic Plans. Such plans cannot be saved.

6.5 Creating and

Assigning a Service Address

A Reseller organization is responsible for working with the System Host

Administrator to

define the range of Service Addresses that a Contact

Operation will use. These addresses are then created by the System Host
Administrator and assigned to the Reseller. The Reseller redirects the
Service Addresses to the Contact Operation(s), who will use the assigned
Service Addresses in their Route Plans.

After you create the basic Routing Plan, create and assign one or more
Service Addresses for the plan as follows:

1 In the Routing Plan dialog, click anywhere in the empty Service
Address area, and then click Add New Service Address in the
ribbon. Or, if you are creating a Service Address independent of a
Routing Plan, in the Management Portal navigation pane, select
Multi Media Routing — Service Addresses.

The New Service Address dialog is displayed.

L ool in o
E Service Andress &‘Q— = »«-«»-g. ot ‘g;::! &
ey sove & 1
H
Save S_a-__e:o. ’ ) it
Informat - Service Address
W New
Related E_’ -n\\-r\'-n:urirg Plan
4 Processes
= * General
Na I [ =N 0 |
se [
[
[ = =3
= =
3
Active
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2  Enter the indicated data in the following fields:

Field Description

Name A display name for the Service Address. This
might describe the service the address is for,
e.g. Customer 1 Sales.

Business Unit Set this to the same Business Unit as the
Routing Plan to which it applies.

Service Address Display field for what a caller might consider
to be the Service Address. For example, the
service address might be a non-geographic
number that is used for the caller’s service,
while the actual address that arrives on the
system might be a Direct Inward Dialing (DID)
number or a geographic number

Address Lookup Pattern that the software logic uses to match
against the Called Party Address for the
inbound call. The following optional wildcard
characters are also supported, either separately
or together:

* — Replaces one or more characters

? — Replaces a single character

For example, TelephoneNumber@*

Translation Address Translates the Routing Address to that
specified by this field. This is the current active
destination address associated with a call which
is used for routing purposes. This is subject to
translation throughout the process of a call and
therefore can change throughout a call. For
example, this field could be used to translate
Routing Address (received from an inbound
call) to the destination address for an outbound

call.
Outbound  Criginating | The Calling Party Address (CLI) to use if an
Service Address outbound call is made as a result of executing a

Routing Plan for this Service Number. This is
only used if the Outbound Originating Service
Address Mode is set to Outbound Originating
Address.
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Field Description

Outbound Call Barring | Assigns an Outbound Call Barring List to the
List call that is used whenever an outbound call is
made during the lifetime of the call. Outbound
calls are prohibited to the barred addresses. The
outbound call can be made by a workstation or
an IVR. (Barring lists are published separately
from the Routing Plan and take effect when
published, independently of the Routing Plan
publication.)

Call Barring is implemented as three levels in
the following priority:

1—Service Address
2—Routing Plan
3—Classification

For Agent-originated calls (without an inbound
call), you need to apply Call Barring to the
Classification.

Originating Black List | This is a black list containing originating
numbers (CLIs) from which the call should be
rejected..

@The Address List must be published
separately from the Routing Plan. Since the
Address List can be used by multiple Routing
Plans, making changes and publishing the
Address List will affect all Routing Plans using
the Address list even though the Plans
themselves are not republished. Please see
chapter 6.5.1 Publication of Address Lists for
more details.

Redirection Business | If a Business Unit is specified for this field, all
Unit calls that match this Service Address are routed
to a Service Address at the specified Business
Unit. For details about using redirection, refer
to chapter 6.13, Routing to Another Business
Unit.

3 Click save & Close in the ribbon

This not only saves the Service Address, but also assigns it to the
Routing Plan and returns you to the Routing Plan dialog
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@ If necessary, you can add Multiple Service Addresses.

4  Configure the Routing Steps using the information provided in
chapter 7.2, About Routing Steps.

6.5.1 Publication of Address Lists

6.5.1.1 Overview

The Publication of Address Lists independently is an optional feature.
The Address Lists associated with the Service Addresses and the Routing
Steps of a Routing Plan are published together with the Routing Plan and
the Routing Engine supports them but overrides them with the versions
published independently if they are available.

The Address Lists inside the Routing are used if:
a) The Address List is not being independently published

b) The Address List has not yet been independently published (the
ensures a safe upgrade procedure).

c) The Address List that was previously published has been deleted.

@ It is not possible to delete an Address List without removing it
first from the Routing Plans using it. However, the modified Routing
Plan may not have yet been published at the time the Address List is
deleted and removed from the Routing Engine. At that point, the
Routing Engine automatically reverts to using the Address List inside
the Routing Plan until the Plan is re-published without them. The
deletion of a publishable entity is always automatically and
immediately published.

Routing Plans may use several Address Lists and an administrator may
choose to manage some of them centrally by publishing them
independently but not the others.

Once an Address List has been published, it cannot be un-published to
force the Routing Plans to revert to the embedded versions. The Address
List may be deleted but this forces the Administrator to remove it from
all the Routing Plans using it (Please see NOTE above).

S22033-3.0
Guide

Tenant Administration
123

6 - Routing Plans



6 - Routing Plans OASIS Contact Centre

6.5.1.2 Upgrade and Backward Compatibility

Following an upgrade, all the Routing Plans will continue to work as
before until the Address List they reference is published. Once CSA-
MMR has a version of the Address List cached, it immediately uses it for
any Routing Plan referencing it instead of the details inside the Routing
Plan XML

6.6 Viewing the Routing Plan Map

To view (and optionally edit) a graphical representation of the
Routing Plan, open a Routing Plan, and in the navigation pane in the
left margin, click Routing Plan — Map

The Routing Plan Map is displayed.

d Colin Meany ¥
BN outing Plan &‘Q”Qeﬂg VDRPAL
L} A Ch =
11 i) Seve & New 3 sharing - == =)
b B2 O B O B3 W
Save Save& Publish Lock Run Start Run
Close X Delste o E-mail a Link  Workfiow Diaiog Report.
Information Wé: Routing Plar Routing Plans P
Genera W PA TimeOfDayRP
8 7 No
ST
Related - o |
-
Routing Plan —
B May H -
@ s e _—
i e
e & ETg——————
i o s
& e T
P s - .
— =
= - & CrrEE—ET—T——
& e e I
g TRy - e
4 e
| - ~

Active

You can click the underlined heading in any of the blocks on
the map to open the dialog for that Routing Step in a new
window for viewing and editing.

If the Routing Map is complex (such as that shown in figure above), you
can click the magnifier icon to enlarge the map, as shown in the figure
below. This can also be achieved using the standard Windows
CTRL+Mouse Scroll combination. You can then pan and scroll on the
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map as required either using the scroll bar or simply moving the Map
sheet with the Mouse.

AoltDel cotn ey ©
E Routing Plan | Add i ot St VORPAL &
l I I ! '_/E‘x," a‘IJSd\tEC e Copy gl Shafing - @ J‘==| ﬂ
s 1 | SN s Deactivate Y Copya Link Cﬁj L
Sawe  Save & Publsh Lok Ruf Start Ruin
Claze W Delete Hemalialing Workflow Disiog Report-
Save Collasarate ¥ Diat
E Routing Plan = Fia: - B
PA TimeOfDayRP
B 7 Mo
Related D Eaatcesam =
|| anmouncamant B
S 4 IRRu=siesssesydey
= Map @
W Senvice Addresses =
o Target f.—‘\
Anmouncamant
@ IoDscenceskay
4 As Target for M Greeting 101 | ™
0 switen Reuting Pan - e - -
B e Handiing Rovtin. e Tmecion | | [@
™) ‘Eggkdgy g=
4 Publcation —
& Publicatic Anmouncement
otz 4 ToSEmcowsweiday
4 Processes
A Audin History
= pialog Sessions
Gl waorkfiows B -
e mkernd Clomed
[ | »
St Active

The Routing Plan Map provides additional information when the mouse
Cursor is placed over the Routing Steps

6.6.1 Tool Tips

Tool Tips are displayed beside the Routing Steps. Where relevant, they
provide an immediate access to additional information without the need

to open the Routing Step form.

["Boueue Hold =

- #5 True

Queue Hold ﬂ

& Queue Hold
Queue Hold

Default Next: Queue (To Agent Queue)

Queue: System Scheduled

Holding Time{Secs). nQueueHoldDurationSeconds
OQutbound Address: strOutboundNumber

Agent Motes: strNotes

Events:

Name |[source Follow-On Routing Step
|[Invalid Holding Parameters|[HoldingQ Parameters Invalid-RTQH|[Terminate Call
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6.6.2 Duplicate Steps

If a particular Routing Step is used several times in a Routing Plan, they
will appear several times on the Routing Plan Map. When the Mouse
hovers over them, all the instances of the Step are highlighted blue.

Default Next:
Release
* 0 Normal
["ZJEvent-Maximum Recording Time Exceeded| = [
&2 Maximum Recording Time Exossded Default Next:

Announcemen: t Release
) Tech06-Event-Maximum Recording Time Exceeded w 0 Hermd

& FC-RLA-Release

| Release
('3 = 4| Release Cause Code: Normal
Default Next:-
Announcemen t I Release
) Auto06-Rocketl swyer-Survey " 0 Normal
Default Next:
e — Release
[ = o O Neemal
Delault Next:
Vaice Mail T
y © = ©
## Maximum Recording Time Exceeded Deefault Next:
Announcemen: it Release

@ TechO6-Event-Maximum Recording Time Exceeded o 0 Mormai

This must not be confused with the Looping Feature described in
chapter 6.6.3.

6.6.3 Looping Back to an Earlier Routing Step

If the Routing Plan loops back to a Routing Step traversed earlier in the
flow, this Routing Step is shown as a terminating leaf in the Routing

plan but it is marked with the Loop Icon @ at the connection point with
the preceding Routing Step. The Routing Plan reader can then jump
back to the original Routing Step earlier in the Routing Plan. It can be
easily found by hovering over the Looped Routing Step, as both will be
highlighted in blue.

The Looping Icon on a Routing Step:

"ZJouecue (To Agent Queue)

Default Maxt:
Queue

L 5% 11.2.PRD.1-RC7-Rockstl awyer-Oueus-Sales

Highligting the Looped Routing Step:
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[“BTerminate Call ["JRelease-DefaultRoutingSte)
Call Routing-DefaultRoutinaSt fe ol Defautt flext:
© Subroutine Call Release
all Routing
. & SRTesi- | 0 Normal
mpare
7|  system: Last call Routing Reason
[ equals
Defauit Next: Constant: QueueHold
Queue
4, LL.2.80, i I {—— ("o, ‘o Agent Queue.
et Trflest:
Queue
. 1L.2.PRD.1-RC7-Rocketlawver-Queue-Sales
7 Te
Queue Hold [“rerminate Call

#¢ Invalid Holding Parameters
Subroutine Call

# SR-Testi-
&5 SR-Testi
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6.7 Publishing a Routing Plan

Newly created or modified Routing Plans must be published
(downloaded) into the OASIS system to take effect

To publish a Routing Plan, proceed as follows:

1 Inthe Management Portal navigation pane, select Multi Media
Routing — Routing Plans.

2 Click the check box next to the desired Routing Plan and click
Publish in the ribbon.

—— r IR T -] o . @ A .
g » |  J fee aomie. © 34 W Rn <
) d s Sapen
Massgemen * Astive Rocting Plam *
# WA M B R -~ — —
T "t . ~
- o -
b F - e AR At - "~
<Qw '
s o
1 oo
@ e
ooyt Wyt
CAMmmpmet 7 pAnpt TN MRGOOEL Apeteete
Pt o -
P - N
[E e . M
£ Vner Togites .
5 Ve
2 e
3 U et
.
Mansgement Soda —
Reporting -~ ’ . . P \
The Confirm Publishing Routing Plan dialog is displayed.
a Publishing Reuting Plan -- Webpage Dialeg @
‘,_ﬂ https://vdib7 voltngl.co.uk//webresources/vdi_/ AMS52Profile/Commen/Publish.h ﬁ|
Publish Routing Plan(s)
You have selected 1 record for publication.
Publication
]mmadiahe
| |
Activation
[#] Immediate
Options.
[] Audit Routing Plan(s) Before Publishing
[] Activate Routing Report
[v]
C
[ |
https:/fvdib?a @ Internet | Protected Mode: On %
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3 Optionally, enter the following information:

e Publication—This field enables you to specify a time at
which the item will be published. By default, Immediate is
selected so that item is published when you click OK.

e Activation—This field enables you to specify a time at which
the item will be activated on the target server. This is useful
for grouping multiple changes to take effect at the same time.
For example, changes can be made to multiple items, and
then all these changes can be activated together at midnight.
By default, Immediate is selected so that item is activated
when you click OK.

e Audit Routing Plan(s) Before Publishing—When selected,
this option checks all the sub-entities for the routing plan
(Classifications,  Queues,  Announcements,  Service
Announcement Profiles, and so on) and reports if they have
not been published, or if another problem exists. If an issue
is found, the publication of the Routing Plan is aborted..

e Activate Routing Report—When selected, this option
activates tracing for the execution of the Routing Plans. The
trace data is useful for troubleshooting what happens to a call
while executing a Routing Plan. For details about this option,
refer to chapter 6.8, Tracing a Routing Plan.

4 In the Comments field, enter a comment describing the reason for
publishing

5 Click OK to publish the Routing Plan:

6.8 Routing Report / Tracing a Routing Plan

You can turn on the tracing feature for a Routing Plan to generate tracing
data that is helpful for debugging purposes. Tracing is activated for a
specified duration of time and generates data for each Routing Step that
is executed within the selected Routing Plan.

To enable tracing, proceed as follows:

1  Enable tracing for the Routing Plan by selecting the option, Activate
Routing Report, as described in step 3 of chapter 6.7, Publishing a
Routing Plan. Select the duration (5 minutes, 15 minutes, 1 hour, or
6 hours) for the trace to be active.

The Routing Report is then available from the Call Record which is
created for every Call.

2 Open the Management Portal Reporting user interface and choose
Reports— Call Records.
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\ If you are working with a Routing Plan, you can access the
» Call Records for all the Calls that used this Routing Plan by
clicking directly on Call Records on the Side Bar of the
Routing Plan. This is a faster route than Opening the
Reporting Area and looking for your Calls.

In the Call Records window, select the type of Call View you require,
e.g. Closed Calls from the ribbon.

VoltDelta e
i PGSR Covaecames soms e VA
File Call Records | View  Chars  Customize e X Sign Out_*

= Activate Share §.=. P [x» Export to Excel Ea Q ‘S}
= - 7 Fiter J LF

Deactivate (53 Copyalink -
New Edit Assign Run Start Run  Import Advanced Business Unit System
)( Delete . E’ E-mail aLink . 'Workflow Dialog Report~ Data~ Find Filter - Maintenance -
Records Collaborate Process Data AMS2
Reporting @ G- Call Records | Closed Calls ~ Search for records
- ; ; 3 i
4 Ad Hoc Report ~ D Start Time « Name Business Unit Service Address (CPN) &
[ AcD Reports O 20/10/2015 09:44  5625FF0920000317 MPS. ScheduledCallsMPS ~
[3] custom Reports O 20/10/2015 09:44  5625FF0B20000316 MPS. ScheduledCallsMPS
4 My Dashboards | 20/10/2015 09:44  5625FFOB20000315 MPS, ScheduledCalisMPS
s
‘:{ My Reports [} 20/10/2015 09:44  5625FF0820000314 MPS ScheduledCallsMPS
I, wy susscrptions O 20/10/2015 0844 5625FF coorrnoooone ) MPS ScheduledCalisMPS
“ DashBoards O 20/10/2015 09:44  5625FEFIZ0000 MPS ScheduledCallsMPS
o
22 Dashboards 1 20/10/2015 09:44  5625FEE920000311 MPS, ScheduledCalisMPS
lak Dynamic Reports O
5] Dashboard Viewer Profile 20/10/201509:44  5625FEDF20000310 MPS, ScheduledCallsMPS
) Dashboard Viewer Pages || 20/10/2015 09:43  5625FECA2000030F MPS, ScheduledCallsMPS
Pl i 20/10/2015 09:43  5625FECT20D0030E MPS, ScheduledCallsMPS
] Reports 1 20/10/2015 08:19  5625F9012000030D MPS, ScheduledCalisMPS
%, Call Records [} 20/10/201502:19  5625F9002000030C MPS, ScheduledCallsMPS
% Call Action Records O 20/10/2015 08:19  5625FS0020000308 MPS ScheduledCallsMPS
e O 20/10/2015 09:19  5E25FBFF2000030A MPS ScheduledCallsMPS
[©] call Recording
@ 1 20/10/2015 02:19  5625FBFF20000309 MPS, ScheduledCalisMPS
L System Call Scheduler
[} 20/10/201503:19  5625FBFF20000308 MPS, ScheduledCallsMPS
-4 Backup/Restore (V]
€% Historr O 20/10/2015 09:19  5625F8FA20000307 MPS, ScheduledCallsMPS
O 20/10/2015 02:19  5625FBFA20000306 MPS, ScheduledCallsMPS v
Management — P ———____ Lane e
R < >
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Settings Al # A B CDEF GH 1 J] KLMNMNIOPG GRS STUWVWIXY Z
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A CrmAdminVolt CrmAdminVolt @
(R CallRecord | Customize e — VDT &
" I Iy save & New ‘;,. ‘.‘,,_lSharing- @ = %%
1 Deactivate b [ copy a Link &P’ =
Save Save & Assign Run Start Run
Close X Delete Ef E-mailalink Workflow Dialog Report~
Save Collaborate Process Data
Information
#4  Call Record
General ) Call Records (|

¥ 5625FF0820000314

Classification

Queue
Queue Flags
Call Scheduling 4 General ~
Related Originating Address [CLT) Start Time )
4 Commos Kno o 20/10/2015 2 % | 09:44
% Call Action Records First Handling Agent Name End Time

[al RBecording

ﬂ Routing Report

20/10/2015 5B v 0z:51 [v]

Last Handling Agent Name Call Duration (seconds)

393
Call End Reason (Agent) Start Time Hour
9

Call End Reason (Systemn) Start Time Minute

<l & & &

| call Abandened 44

Direction End Time Hour

‘User Initiated ﬂ 9

Call ID End Time Minute

1445330696-536871700 51

Call ID Hexadecimal Summary Interval .
5625FFO820000314 20/10/2015 v [09:50 el

Call Status Agent Outbound Activity v
[Closed [ vl

Status Active

5 In the left margin of the Call Record dialog, click Routing Report.

The Routing Report displays a summary for each Routing Step that
was executed within the Routing Plan. The last operations are at the
top:

4 Call Record
¥ 5628AFF7100000DD

*[f] Routing Report Routing Report Associated View ~ Search for records

[] EventTime Sequence v Routing Plan Routing Step. Type Report

(] 10/22/2015 1044 AM 8 112PRD.1-RCT-Manual Queue Hold  Release-DefaultRoutingStep  Release Releasing Call with Cause Code [Normal.

] 10/22/2015 1044 AM 7 112PRD.1-RC7-Manual Queue Hold  Terminate Call Subroutine Call  Returned from Subroutine [SR-Test1-].

] 10/22/2015 1044 AM 6 SR-Testl- SR-Return-Final Subroutine Retum  Returning from Subroutine [SR-Test1-] to plan [1L.2.PRD.1-RCT-Manual Queue Hoid].

] 10/22/2015 1044 AM 5 112PRD.-RC7-Manual Queue Hold  Terminate Call Subroutine Call  Calling Subroutine [SR-TestL-].

[ 10/22/2015 1044 AM 4 112PRD.-RC7-Manual Queue Hold  Queue (To Agent Queue)  Queue Event [Queue i Closed (No Agents): N Follow-On Routing Step specified. Executing Default Next Step [Terminate Calll.
[ 10/22/2015 1044 AM 3 112PRD.1-RCT-Manual Queve Hold Queue (To Agent Queue]  Queue Routing Call to Queue [11.2.PRD.1-RC7-RocketLawyer-Queue-Salesl.

[ 10/22/2015 1044 AM 2 112PRD.1-RC7-Manual Queue Hold  Inftialise Qutbound Number  Set Value Setting Variable [strNotes] to [123456789_ 123456759 123456769 123456789 123456789_123436789 123456789 12345678
[ 10/22/2015 1044 AM 1 112PRD1-RCT-Manual Queve Hold  Initialise Outbound Number  Set Value Setting Variable [strOutboundNumber] to [529)

In this example, the Routing Plan executed attempts to Queue the Call to
an Agent but the Queue is Closed. It then executes a Subroutine before Releasing
the Call. Each Routing Report line can be opened to view additional details.

6.9 Locking and Unlocking a Routing Plan

Locking a Routing Plan prevents other administrative users from
publishing, copying, or editing the Routing Plan.

Although Volt Delta recommends that you lock a Routing Plan before
editing it, locking is not required. However, locking is required if you
want to delete a Routing Plan.
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To Lock a Routing Plan, proceed as follows:

1 In the Management Portal navigation pane, select Multi Media
Routing — Routing Plans.

2 Click the name of the desired Routing Plan.
The Routing Plan is displayed.

3 Click Lock in the ribbon.
The following message is displayed

a Lock Routing Plan -- Webpage Dialog @
| Al https://vdib] voltngl.co.uk//webresources/vdi_/AMS2Profile/Common/LockUnlock.htm a |
Information

Locking a Reouting Plan will prevent other users from making changes to it or to the
entities it contains (Routing Steps, Menu Entries, etc)). It will also prevent other users
from Publishing, Copying or Deleting it. The Routing Plan can only be Unlocked by the
user who Locked it or by a System Administrator.

Are you sure you want to Lock the selected Routing Plan(s)?

OK | | Cancel |
hitps://vdib7.voltngl.co.uk € Internet | Protected Mode: On %

4  Click OK

A yellow bar appears on the Routing Plan to notify you that the Routing
Plan is locked:

ZvoltDelta o esny &

l I m I seve & New 33 Cony L-;[E.'::Er;- @ = g
hé wi Deactivate 3% copya Link ey =

Save Save & Publish Unlack Run Start Run
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Infonmation Routing Plan Routing Plans v #|
General testRP2
Service Addresses - 1 dat,
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-
Service ASdresses Mamg ¥ s R Bugingss Unit BARYRCTOS] a
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I @ coiin serv acdy 3435 5351234
=l ___mraan e PLEC LY AmAAFEEa . n =

Status Active
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5 When you no longer need the Routing Plan to be locked, click
Unlock in the ribbon.

The following message is displayed:

@ Unlock Routing Plan -- Webpage Dialog @

|‘_a| https://vdib7 .voltngl.co.uk//webresources/vdi_/AMS2Profile/Common/LockUnlock.htm B|

Information

Unlocking a Routing Plan will allow other users to make changes to it or to the entities it
contains (Routing Steps, Menu Entries, etc.). It will also allow other users to Lock, Publish,
Copy or Delete it.

Are you sure you want to Unlock the selected Routing Plan(s)?

0K || Cancel |

hitps://vdib7.volingl.co.uk € Internet | Protected Mede: On %

6 Click OK

7 Publish the Routing Plan to make it available for use. Refer to
chapter 6.7, Publishing a Routing Plan

6.10 Editing a Routing Plan

To edit a Routing Plan, proceed as follows:

chapter 6.6, Viewing the Routing Plan Map

@ You can also edit a Routing Plan from its map. Refer to

1 Lock the Routing Plan, as described in chapter 6.9, Locking and
Unlocking a Routing Plan.

2  Edit the Routing Plan as required, then click Save in the ribbon

3 Unlock the Routing Plan, as described in chapter 6.9, Locking and
Unlocking a Routing Plan.

4  Publish the Routing Plan to make it available for use. Refer to
chapter 6.7, Publishing a Routing Plan

6.11 Deleting a Routing Plan

To delete a Routing Plan, proceed as follows:

Use caution when deleting a Routing Plan, as the deletion
cannot be reversed.

1 Lock the Routing Plan, as described in chapter 6.9, Locking and
Unlocking a Routing Plan.
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2 Click Delete in the ribbon
A confirmation window is displayed
3 Click OK.

6.12 Copying a Routing Plan

In some cases it is quicker to copy and then modify an existing Routing
Plan than it is to create a Routing Plan from scratch. The new copy must
be published before it can be used.

To copy an existing Routing Plan, proceed as follows:

1 Lock the Routing Plan that you want to copy. For details, refer to
chapter 6.9, Locking and Unlocking a Routing Plan.

When the lock function is applied, the Copy icon becomes available
in the ribbon

2 Click Copy in the ribbon.
The following message is displayed

a Copy Routing Plan -- Webpage Dialog @
|,_n| https://vdib7 woltngl.co.uk//webresources/vdi_/AMS2Profile/Common/CopyRollback.htm ﬁ|
Information

'\-I The Copy function will create an exact copy of the Routing Plan based on the Source
¥ Version selected below. The new Routing Plan created can then be used, updated and
published independently of the original. If you select the option "Migrate Service
Addresses”, the Service Addresses currently attached to the original plan will be detached
and attached to the new copy. This change will take effect after publication,

Options
Migrate Service Addresses:

Source Version:

Current/Tip - Last Saved: Wed Dec 17 13:58:14 UTC 2014, By:

0K || Cancel |

https://vdib7 voltngl.co.uk €8 Internet | Protected Mode: On %

3  If you want to migrate the Service Addresses of the original Routing
Plan to the copy, select Migrate Service Addresses. The Service
Addresses will be removed from the original Routing Plan

4  Click Ok

A new dialog is displayed for the copy. The copy is automatically
named Name_Copy_Vn, where Name is the name of the original

134

Tenant Administration Guide S22033-3.0



OASIS Contact Centre 6 - Routing Plans

Routing Plan, and n is the Published Version Number from the
original Routing Plan

5 Make required changes to the copy of the Routing Plan, then click
Save in the ribbon

6 Unlock the copy of the Routing Plan and the original Routing Plan

7  Publish the copy of the Routing Plan, refer to chapter 6.7, Publishing
a Routing Plan. If you have migrated the Service Address, the soyrce
Routing Plan should also be republished.

6.13 Routing to Another Business Unit

Upon arrival, calls are directed for handling to a specific Business Unit
based on the Service Address that matches the Address of the call. The
Business Unit that receives the calls is known as the “Ingress Business
Unit.” In most cases, a call is handled directly in that Ingress Business
Unit where an appropriate Routing Plan is executed.

For cases where the Ingress Business Unit is a Reseller or Contact
Operation, the Ingress Business Unit might not want to handle the call
directly at that level but rather redirect the call to another Business Unit
lower in its organizational hierarchy, typically a Contact Centre Business
Unit. The Business Unit targeted by the redirection is called the
“Redirection Business Unit.”

To set up redirection for a Service Address, do the following:

1 For the Ingress Business Unit, select Multi Media
Routing — Service Address.

2 Open the dialog for the Service Address for which you want
redirection to occur
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3 In the Redirection Business Unit field, specify the name of the
Redirection Business Unit.

’w Service Address Service Addresses ¥
Incomingpabu2

Routing Plan

& Incoming Agent

~ General

Name * [reominopsbuz Business Unit & paBU2CTORL q

Service Address * |ags2441020

Address Lookup ™ [3884441020@varpalcascluster rentilon

Translation Address ™

Outbound | Outbound
Originating Service Originating Service
Address Mode Address

L
3|

Outbound Call

Barring List
Redirection Business & colin business unit
Unit

Status Active

4 Click Save & Close in the ribbon.

Originating Black List

o

L e

5 For the Ingress Business Unit, create a “dummy” Routing Plan and
assign to it the Service Address containing the redirection

This Routing Plan will never actually be executed. Its sole
purpose is to make the redirection Service Address known
within the Ingress Business Unit. The Routing Plan need only
contain the Service Address, and no Routing Steps are
necessary (apart from the Release step, which is always
added by default). A Routing Plan map for such a Routing
Plan appears similar to the following.

ﬁ Routing Plan
MPSRedirector

Saved Version Published Version

12 12

["ZAMPSRedirector-FirstStep

SeaMPSRedirecto Release
118400 m
& ﬂ 0 Normal

6 Publish this Routing Plan for the Ingress Business Unit, refer to
chapter 6.7, Publishing a Routing Plan.
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7 For the Redirection Business Unit, create a new Service Address that
matches the dialed digits

a Translation Address then the Service Address in the
Redirection Business Unit must match on the translated
address instead of the original address.

@ If the Service Address in the Ingress Business Unit specifies

8 For the Redirection Business Unit, assign the new Service Address
to a real Routing Plan that will carry out the required operations for
the call

A Redirection Business Unit can also be configured to further
redirect to an even lower Business Unit. This is achieved
using the same steps as described in this chapter.

6.14 Routing for E-mail and Web Chat

E-mail and web chat Routing Plans must be tailored to handle the case
where no Agents are logged in to handle the requests. For e-mail, the
messages must be preserved for the next suitable Agent who logs in, and
for Web chat, a message must be displayed to inform customers when
no Agent is available for chat.

6.14.1 Configuring E-Mail Routing

E-mails and SMS e-mails are transferred to an e-mail “error” queue in
the ContactTracker in the following circumstances:

¢ No agent is logged on to the queue

e Agents are logged on but no agent is available within the
configured Maximum Queue Time value (this value is explained
in the text that follows)

e Agents are logged on and available, manual acceptance is
configured, an e-mail is “ringing” at a position but the Agent
does not answer within the configured Accept Timeout time
(thisvalue is configured on the Classification dialog, in the Call
Distribution System—Queue section)

To configure e-mail routing, proceed as follows:

1. Have your System Host Administrator create an error queue in
the ContactTracker CRM for each e-mail queue to retain e-mail
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messages that cannot be routed to an agent. (The error queueis
created through Settings — Business Management — Queues.)

Make sure that you have a copy of the exact spelling of the
error queue name..

The following figure shows an example error queue:

ﬁ = EL Save and Close '{I“ &) = Approve E-mail a9 Reject E-mai i Actions ~ i@ Help ~
[ Queue: oasis02-routing-error

Information
~ General

Genera

Queue Name * |oa;'s;‘2—rout'rg—ermr

&[]

Related E-mai | Owner™* B mcg system-user

A EEmEn Description Queue for emails from gueue caisd2 that could not be delivered to an agent
& Audit History ~
g Contact Tracker Properti..

4 Processes v
G,fg Workflows
J BlaaEe s Incoming E-mail

Convert to e-mail |AI e-mail messages V|
activities: ¥

E-mail Access Configuration

E-mail access type - | MNone v|
Incoming: *

E-mail access type - | Mone V|
Outgeing: *

Status: Active

2. Open the dialog for the Agent e-mail Queue (not the error queue
mentioned in step 1.) In the Call Distribution System—Queue
section of the Queue dialog, set “Allow Queue When Queue
Closed?” to Yes.

3. Do one of the following:

e Display the dialog for the Classification used by the e-mail. In
the Call Distribution Service—Queue section, set‘“Maximum
Queue Time” to the maximum amount of time you want to
allow e-mail calls to queue, regardless of whether Agents are
logged in.

e Display the dialog for the Queue Routing Step used by thee-
mail. Click the Set Call Profiling Parameter icon in the
ribbon to display the Call Type dialog, where the “Maximum
Queue Time” value can be set.

The e-mail will exit the Queue Routing Step via the relevant
Event, based on the specified conditions. For example, e-mail
can be configured to queue for at least 6 hours even if no
Agent is logged on to the queue at the time. Also, if Agents
logon subsequently and do not service the e-mail, the e-mail
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4.

5.

'

continues to queue until the other conditions are reached
(Maximum Queue Time) or an Agent eventually takes it.
When the other conditions are reached, a Call-Back
application can processthe e-mails.

Create an application with the following properties, as described
in chapter 7.5.3.2, Creating a New Application.

e Inthe Name field, enter text to indicate that this is a Multi-
Media Callback application.

e For the Application Type selection, choose Multi-Media
Call Back.

In the Queue Routing Step for the Agent e-mail queue, clickthe
Default Next Step field.

Routing Step
Handle Email-FirstStep

Routing Plan Saved Version Updated
| Handle Email 2 No

4 General

MName * Handle Email-FirstStep Business Unit ™ & PABUZCTOPL

Type

Default Next
Default MNext Step e Handle Email-FirstStep-DefaultRoutingStep
Route To Queue
Route To Queue *

Queue Business Unit a pabu2ccl

. emailgueue

el bl By

4 Events

5l i

Name a Fellow On Routing Step

Call Release

Queue DTMF Digit Received

Active

The dialog for the routing step is displayed:

@
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e Routing Step
Email Oasis02 MMR Callback

Routing Plan Saved Version Updated
- | Handle Email 2 No
4 General
Mame * Email Oasis02 MMR Callback Business Unit * 5 PABUZCTOPL _jJ

Type | |.t’-‘«p::| ication i ﬂ

Default Mext

bl

Default Mext Step ™ Email Final Step

Route To Application

Application ™ Etj Multi-Media Callbackj

Parameters

CRM Failure Queuel OasisO2—'o.ti"g—e‘ro|i |

Message

&l

Status Active

6. Edit the Routing Step properties as follows:

e For the Type, select Application.

e Inthe Application field, select the application you created in
step 4.

e Inthe CRM Failure Queue field, enter the name for the e-mail
error queue that was created in step 1. The spelling must
exactly match the name given to the error queue

6.14.2 Chat Session

A chat session should display a message to customer users in the
following circumstances:

e No agent is logged on to the queue

e Agents are logged on but no Agent is available within the
configured “Maximum Queue Time.” (This value is configured
on the Classification dialog, see chapter 3, Classifications,
Queues and Combined Call Types)

e Agents are logged on and available, manual acceptance is
configured, a chat interaction is “ringing” at the Agent position
but the Agent does not answer within the configured “Accept
Timeout” value. (This value is configured on the Classification
dialog, see chapter 3, Classifications, Queues and Combined
Call Types)
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The figure below shows an example of such a message.

VDR CO 1 chat thomas nologontest thomas kleinerti@voltdelta.net

Active users:

(19:28:16): Connecting to chat server...
(19:28:17): Connected to chat server
(19:28:17): Welcome thomas, to the web chat session

(19:28:17): Mo chat agent availlable. Please try again later.

To configure chat routing, proceed as follows:

1. Create an application with the following properties, as described in

chapter 7.5.3.2, Creating a New Application

e Inthe Name field, enter text to indicate that this is a Multi-

Media Callback application.

e For the Application Type selection, choose Multi-Media Call

Back.

2. In the Queue Routing Step for the Agent chat queue, click the

Default Next Step field.

0 Routing Step
colin Web Chat RP-FirstStep

Routing Plan Saved Version Updated
& colin Web Chat RP 2 No

4 General

Name * colin Web Chat RP-FirstStep Business Unit * & PABUZCTOPL

Type | Queue d

Default Next

Default Next Step | @ colin Web Chat RP-FirstStep-DefaultRouti =[5 I

Route To Queue

Route To Queue * %, webchatqueue _'1{

Queue Business Unit | &5 pabuZecl J

4 Events

T MName o Follow On Routing Step

[T Call Release

r Queue DTMF Digit Received

r

Queue Entry Criteria Failed

Status Active

The dialog for the routing step is displayed:

[+]
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e Routing Step
colin Web Chat RP-FirstStep-DefaultRoutingStep

Routing Plan Saved Version Updated
| colin Web Chat RP 1 No
4 General
MName * Web Chat MMR Callback Business Unit * & PABUZCTOPL _j_

Type | | Application d I

Default Next

Default Next Step ™ L 1

Route To Application

Application™ | |_J chat MMR Callback I

Parameters

bl

CRM Failure Queue |

Message | No Agents are currently available for chat. Please try back later. I

Status Active

3. Edit the Routing Step properties as follows:

e For the Type, select Application.

e Inthe Application field, select the application you created in
step 1

¢ Inthe Message field, enter the text to display to users when no
Agent is currently available to handle a chat request.

6.15 Routing for Queue Hold and Scheduled Calls

Queue Hold and Call Scheduling require specific Routing Plans so the
calls are handled as expected.

6.15.1 Queue Hold

For Incoming Calls, a typical Routing Plan using the Queue Hold Feature
has the following basic structure. Please note that this flow is for the
handling of the Queue Hold feature itself and can be embedded into a

Set Value Queue (To Agent Queue)
O——»initialise stroutboundAddress |—
variable to the CLI

Event: DTMF Digits Received Menu Sub-Routing Queue Hold
Event: Call Routing Select the Delay Decide which CLI to use / Use strOutboundAddress

Collect Digits, etc.

Compare Set strOutboundAda Event: Holding Parameters Invalid m
LastCe ==

“QueueHold”

Release
Event: False

Event: True

The Routing Plan places the Call into the Agent Queue. The Agent Queue
is typically configured to receive Service Announcements informing the
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Caller which DTMF Digit they can press to invoke the Queue Hold
Feature (this specific announcement would typically be given only after
the Caller has spent some time in the queue to ensure it is not invoked
when the waiting time is short).

Once the Caller presses the configured DTMF key, the Call exits the
Agent Queue Routing Step via the Event DTMF Digit Received. This
leads to a Menu Routing Step allowing the user to select:

1- The desired Delay
2- An alternative Call Back number if required.
3- A DDI Number if required.

Eventually, a Queue Hold Routing step is invoked. The operations above
would typically be placed inside a Subroutine.

Available call-back times for delayed call-back are limited to
the near future (e.g. 2 hours max) in order to avoid calls
staying at the CDS for too long.

Please note that the Queue Hold Routing Step is invoked in all cases,
even if the Delay is 0 (Immediate). The Queue Hold Routing Step
releases the Caller’s Leg (if it is still on the Call), makes sure the Call
Back information is available in the Call Context and places the call on
hold.

Once the holding time is complete, the Routing Plan exits the Queue
Hold Routing Step via the Default Next Routing Step (this happens
immediately if the Holding Delay is 0) which typically places the call
back into the Agent Queue Routing Step for presentation to an Agent.

If contact tracking is enabled, a new phone call activity object
is created on call arrival at SST. When the call is dropped by
the agent (and this does not necessarily mean a Relinquish)
the phone call activity will be written and closed as for a
regular incoming call.

Once it has been presented to an Agent, the Agent may carry out the Call
Back successfully and Release the Call. If the Agent is not able to
successfully deliver the Call Back (Number busy, ringing no answer),
they may choose to re-schedule it for a short while in the future. In this
case, the execution exits the Queue Routing Step via the Call Routing
Event (indicating that the Agent that handled the call needs further
routing services i.e. here a return to Queue Holding with a new delay).
The Routing Plan places the Call back into the Queue Hold Routing Step.
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6.15.2 Scheduled Calls

6.15.2.1 Overview

Scheduled Call are calls previously scheduled using the System Call
Scheduler of Management Portal (See chapter 8, System Call Scheduler
for details)

6.15.2.2 Routing Plans

For Incoming Calls, a typical Routing Plan using the Scheduled Calls
Feature has the following basic structure. Please note that this flow is for
the handling of the Scheduled Call feature itself and can be embedded
into a wider plan:

Queue Hold Queue (To Agent Queue) Default Next Step Release
Y Default Next Step >
Q > = Holding Complete

Optionally test the Routing Reason in System
- Variable LastRoutingReason though only one

reason is currently supported.

The Agent has failed to reach the
Outdial Number and is requesting
a return to Routing with a Routing

Reason of “QueueHold”

Event: Holding Parameters Invalid > Release Event: Call Routing

The Scheduled Calls Routing Plan immediately places the call into the
Holding Queue. The Holding Delay at this stage is always the difference
between the Scheduled Time from the System Call Scheduler and the
time now. This value is calculated by MMR at the time it executes the
Queue Hold Routing Step. As such, the Delay field is left empty on the
Queue Hold Routing Step Form.

Upon completion of the Holding period, the Routing Step exits via the
Default Next Step and the Routing Plan places the Call into the Agent
Queue for presentation to an Agent.

If the Agent has been unable to carry out the Outbound Call and wishes
to send the Call back to the Holding Queue for a short period (e.g. less
than 2 hours), it sends the Call back to MMR after having populated the
re-routing reason and the new Delay.

Back in the Routing Plan, the Call exits the Queue Routing Step via the
Call Routing Event (See Chapter 7.5.11, Queue) and the System Variable
LastCallRoutingReason is available for assessment (using a Compare
Step — see Chapter 7.5.4, Compare). The Call is immediately sent back
to the Queue Hold Routing step and the cycle repeats.
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6.16 Routing for Blind Transfer to IVR

Blind Transfer to IVR require specific Routing Plans so the calls are
handled as expected.

A typical Routing Plan supporting the Transfer to IVR feature has the
following basic structure. Please note that this flow is for the handling of
the Transfer to IVR feature itself and can be embedded into a wider plan:

Queue (To Agent Queue)

Event: DTMF Digits Received Compare.
Event: Call Routing > agsrCa//EouF/ng,,Reasan -
‘ivrapplication
Event: False Application
Event: True » profile: IVR Application Template
Compare
Event: Application Event Received —®gstapplic == “abc”

a
LastApplicati

For details on the Application Profile Type IVR Application Template,
please see chapter 7.5.3, Application
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The feature also requires the assignment of VR Applications to the

Classification of the Call

Q: Call Type
FC-Testl
Business Unit Saved Version
‘5 FC-CO 5

Published Version

Call Types v B

Type of Call Type
Classification

“w Queues for call transfers Active Queues Non-Template Lookup ™

Search for records

[] Name a Business Unit Type of Call Type Saved Version =
[] Autod1-RocketLawyer-Queue-TechSupport FC-CO Queue g
] AutoD4-RocketLawyer-Queue-Others FC-CO Queue 8
< >
1 -2 of 2 (0 selected) Page 1
A IVR Applications IVR Applications Lookup ~ Search for records
[] Name a Business Unit (5]
[] Back End Payment FC-CO
[[] Account Balance Announcement FC-CO
< >
1 -2 of 2 (0 selected) Page 1

Outbound

Connect to Parties§

[A and B Parfies

v

Outbound CLI§
118

N

6.16.1 Queue Routing Step Event: Call Routing

The Queue Routing Step Event: Call Routing must be handled by the
Routing Plan and the System Variable LastCallRoutingReason assessed
for a value of “IVRApplication” before the IVR Transfer is invoked.

6.17 Routing for Number Announcement

Number Announcement is a backend services that can be invoked by
Agents to provide the Caller with Automated Number Announcement
and optional Call Completion services. This is typically related to

Directory Assistance services.

To support the Automated Number Announcement and Call Completion
services as invoked by the Agent, specific Routing Plan steps must follow
the Call Routing Event of the Queue Routing Step.
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6.17.1

A typical Routing Plan supporting the Automated Number
Announcement service has the following basic structure. Please note that
this flow is for the handling of the Automated Number Announcement
feature itself and can be embedded into a wider plan:

- Queue (To Agent Queue)
Event: Call Routing —» Compare
LastCallRoutingReason ==
“NumberAnnouncement”
Event: False Subroutine
Event: True Deliver Number Announcement

Queue Routing Step Event: Call Routing

The Queue Routing Step Event: Call Routing must be handled by the
Routing Plan and the System Variable LastCallRoutingReason assessed
for a value of “NumberAnnouncement” before the Number
Announcement Subroutine is invoked. This makes it possible for single
Routing Plan to support Queue Hold, Blind Transfer to IVR and
Automated Number Announcement in the same plan is required.

The Subroutine delivering the Automated Number Announcement
and/or Call Completion Service can be completely customized to
deliver the service required. Example flows including the interactions
with the system’s settings and runtime states are available from Volt
R&D upon request.

One of the key elements of the Number Announcement call flow is the
use of the System Media Prompt of Type Alphanumeric String which
carries out the audio announcement of the telephone number. This is
detailed in chapter 10.4.5, Alphanumeric String Media Prompts.
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7 Routing Steps

7.1 Overview

This chapter includes the following chapters on Routing Steps:

For information about Routing Plans, refer to chapter 6,
Routing Plans.

»  About Routing StepsAbout Routing Steps
« Common Routing Step Properties

«  Editing an Event for a Routing Step

«  Specific Routing Step Details

For information about Routing Plans, refer to chapter 6,
Routing Plans.

7.2 About Routing Steps

A Routing Plan consists of one or more Routing Steps that are executed
sequentially to direct a call in a specific way. A variety of Routing Step
types is available to accommodate the functions that must be applied to
the call at a given stage in the routing process. You must configure the
Routing Steps to achieve the desired routing behavior.

The Routing Steps properties are described in the following chapters:

« Common Routing Step Properties—Describes fields that are
common to all types of Routing Steps. Configure these fields
first and then configure the fields that are specific to the Routing
Step type.

« Specific Routing Step Details —Describes fields for
configuring specific types of Routing Steps and information for
using the steps in a Routing Plan.

7.3 Common Routing Step Properties

Several fields and properties are common to types of Routing Steps.
These are described in the following chapters

Other fields that are unique to a specific type of Routing Step are
described in chapter 7.5, Specific Routing Step Details.
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7.3.1 Identification Fields

The Identification fields are used to identify the name of the Routing Step
and to define the type of Routing Step. These fields apply for all Routing

Steps.
The Figure and Table below show and describe these Identification
Fields.
~ General
Name * |n-}-p_3~up;p|ar_|=i|—;t5tgp Business Unit* S PABUZCTOPL @
Type |Release |
Field Description
Name The name of the Routing Step
Business Unit The Business Unit of the Routing Step
Type The type of the Routing Step. The Type determines the

action taken when the Routing Step is encountered. This
selection also determines the other items that will become
available to configure on the dialog. Please refer to
chapter 7.5, Specific Routing Step Details

7.3.2 Default Next Step Field

The Default Next Step field specifies the next Routing Step that will be
executed if an Event or other Follow-On Routing Step is not selected.
For example, for an Announcement (which has no events), Default Next
Step is the Routing Step to execute following completion of the
Announcement.

Default Next Step appears for most Routing Step types except where
specified otherwise in chapter 7.5, Specific Routing Step Details.

The figure below shows the Default Next Step field:

Default Next

Default Next Step *

bl

7.3.3 Reclassification Fields

Reclassification allows a new Classification and/or Service Provider to be
assigned to the call when this Routing Step is executed.

The Reclassification fields are displayed for all types of Routing Steps
except Time of Day and Release.

S22033-3.0 Tenant Administration
Guide 149



7 - Routing Steps OASIS Contact Centre

The figure below shows the Reclassification fields:

ivi Reclassification

Reclassification =3 Reclassify Service
Provider

Ll

7.3.4 Set Call Profiling Parameters Dialog

The Set Call Profiling Parameters dialog allows a Routing Step to
override certain attributes that are normally defined by the current
Classification. To set Call Profiling Parameters, click Set Call Profiling
Parameters icon in the Routing Step tab of the ribbon, as shown in the
figure below:.

E Routing Step Add Customize
u I ﬂ ! F ﬁﬁ Save & MNew
\“" ;,;d Deactivate
Save Save & Set Call Profiling

Close Parameters }{ Drelete

Save

The Set Call Profiing Parameters dialog is the same as that for a
Classification (refer to chapter 3.4.1, Creating a Classification, but with
a reduced set of properties displayed. These are the properties that can be
set when the Routing Step is executed.

The Figure and Table below shows and describe the Set Call Profiling
Parameter fields that appear in the General area:

[ Call Type
- PrOv:Getting Started-FirstStep - 1.0
Business Unit Saved Version Published Version Updated
& Getting Started 3 Yes
~ General
Name * Created From
| %, Getting Started Classification g
Type* § Description'§
_@ Classification _ﬂ |
Field Description
Name Already completed Management Portal; not
editable
Created From Indicates the Classification from which the
form takes its default property values; not
editable
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Field Description

Type Already set to Classification; not editable.

Description Enter a description for this set of properties
(optional).

The remaining values in the dialog can be changed or left as the default
settings as specified by the Classification. Only parameters that are
modified are shown in the Set Call Profiling Parameters table of the
Routing Step dialog.

Shown In the following figure 12345 was entered for Valid DTMF Digits in
the Set Call Profiling Parameters dialog:

- Call Distribution System

Queue Treatment

Call Treatment Persona¥® On DTMF Re-Queue Timeout ™ ¢

Call Treatment Language§ Valid DTMF Digits§
12345

bl

ol

Call Treatment Genderg
Male -

When the Set Call Profiling Parameters dialog is saved, this entry is
subsequently displayed in the Set Call Profiling Parameters table of the
Routing Step dialog, as shown in the figure below:

~ Set Call Profiling Parameters
Routing Step Property Qverride

| Property Name Description Property Value Display Value | Name e
Tg Call Treatment Language The language to use for call treatments such as announce..,  fafdl0c3-03b%-e..  French CDSTreatmentla.,

Tg Call Treatment Language The language to use for call treatments such as announce..,  fafdl0c3-03b%-e..  French eviLanguagelD

4 »

If you want the Call Profiling Parameter to apply for the remainder of the
call, set the Persistent Flag. To do so, select the checkbox to the left of the
Call Profiling Parameter, and then click Edit in the ribbon. The Routing
Step Property Override dialog is displayed, as shown in the figure below.
Set the Persistent Flag to yes to enable the override to take effect until
the call ends.
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[ o | Routing Step Property Override

CDSTreatmentLanguage
-
~ General
MName™ Iy[‘ restmentLanguage Business Unit & PABUZCTOPL j
Property Name * ICEH reatment Language
Description I“helan:\ua: se for call treatments such as announcements,
Property Value * h0B1-e83935c432fc Display Value French

Persistent Flag

7.3.5 MIS Reports

MIS Reports are discrete elements of MIS data that can be generated and
sent to the MIS Sub-system at every Routing Step. These are typically
used to report to the MIS that a particular event has taken place or

7.3.5.1

completed.

Adding a MIS Report to a Routing Step

To add a MIS Report to a Routing Step, click on the MIS Report menu
and select Add New MIS Report in the ribbon.

List Tools
Routing Step Add MIS Reports
Activate
Deactivate
Edit
Delete MIS Report
Records

Share
Copy a Link

E-mail a Link

Collaborate

A form is displayed as follows:

EJ MIS F'.epDrl

4 General

Mame * DA MIS Report
Type Announcement
Announcement

Announced Number strMumber
Connection Offered ]

Connection Wl
Accepted

Routing Step

Business Unit ™

ga FC-RLA
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Field Description
Name The name of the MIS Report being created.
Type The type of Report:

e Announcement

Used to report and Number
Announcement and Connection
activities.

¢ |VR Interaction

Used to report any kind of interaction
of the Caller with the Routing Plan.
This type of MIS Report is generic
and highly dependent on the Call
Flow.

7.3.5.2 MIS Report Type: Announcement
Please see above for a view of this form.

Field Description

Announcement Number The telephone Number that has been
announced by the Routing Plan.

Connection Offered A tick to report that a connection to the
number has been offered to the caller.

Connection Accepted A tick to report that the connection offer has
been accepted by the caller.

7.3.5.3 MIS Report Type: IVR Interaction
The Routing Plan Interaction form is as illustrated below.

4 General
Name * DA MIS Report Business Unit *
Type Routing Plan Interaction v

IVR Interraction

j3)

Routing Step User Information
Information
Audit Data 1 Audit Data 2
Audit Data 3 Audit Data 4
Audit Data 5 Audit Data 6
Audit Data 7 Audit Data &
Audit Data 9 Audit Data 10
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Field

Description

Routing Step Information

Routing Step Information to allow the MIS
Analyst to identify the Routing Step issuing
the Report. This is typically set to the Routing
Step Name or location in the Routing Plan.

User Information

Free format User Information

Audit Data 1 to 10

10 free format strings to report on the
activities of the Routing Plan. The value in
the various fields are typically agreed upon at
the time the application is designed.

7.4 Editing an Event for a Routing Step

For Routing Steps that have Events, you must define the Events and the
Follow on Routing Steps, as follows:

1 Display the applicable Routing Step.

2 Click the Refresh icon in the Events table to display the available
events for this Routing Step

To edit an Event, click the Event in the Events table

4 The check boxes next to the Events enable you to select an Event for
editing. The available Events will vary, depending on the type of step

that was selected.

The image that follows shows the Events for a Queue Routing Step.

|:| Mame & Follow On Routing Step

[ ] call Release Event-Call Release

[ ] call Routing

|:| Queue DTMF Digit Received Event-Queue DTMF Digit Received
|:| Queue Entry Criteria Failed Event-CQueue Entry Criteria Failed

|:| Queue has Closed (Last Agent Logged Out) Event-Queue has Closed (Last Agent..
|:| Queue is Closed (Mo Agents) Event-Queue is Closed (Mo Agents)
|:| Queue Maximum Time Reached Event-Queus Maximum Time Reached
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5 Select the check box next to an Event and then click Edit in the
ribbon.

The Routing Step Details dialog is displayed for the Event, similar
to the figure that follows

Routing Step Event

Call Release
Routing Plan Routing Step
myMSRoutingPlan2 ) Greeting Menu-DefaultRouting
~ General
MName * |call Release
Business Unit =3 paBUZCTOPL el
E?-ﬂti{; Step Event |l Requeue On Release-RT: _:11,
ype
Follow On Routing | |
Step
Status Active

6 Edit the fields as appropriate, using the following table as a guide:

Field Description

Name Name of the Routing Step. The name is given

by the OASIS system and it is recommended
to leave it as given. Optionally, the name can
be changed to make the event more
meaningful within the context of the routing.

For example, Queue DTMF Digit Received could
be renamed Voice Mail Requested to signify that
the caller has pressed the key for the DTMF
queue to invoke voice mail.

Business Unit The Business Unit to which the Event belongs.

Routing Step Event Type | Do not change this.

Follow On Routing Step | The Routing Step the Routing Plan should follow
with when the Event triggers. You can select an
existing Routing Step or create a new one.

7 Click Save & Close in the ribbon

8 Repeat steps 5 through 7 for each Event that you want to define for
the step

9 Click Save in the ribbon for the routing step
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7.5 Specific Routing Step Details

The following chapters describe the configuration for each specific type
of Routing Step. Items common to all Routing Steps are described in
Chapter 7.3, Common Routing Step Properties are not mentioned unless
necessary.

The selection made in the “Type” field of the Routing Step dialog defines
the type of Routing Step and, consequently, the fields that are displayed.

The Routing Step types are as follows:

Routing Step Type Description

Agent DDI Queue Transfers of the call to a private Agent

Queue.
Announcement Plays an audio announcement to the caller.
Application Routes the call to a VVoice Application on an
IVR, Web-service or Mult-media Call-back.
Call Data Reserved for future use.
Collect Digits Collects DTMF digits from the Caller.
Compare

Allows call to be routed according to the
value of a system variable, dynamic variable
or a queue parameter.

Enable Feature Enables features on the call before

proceeding to the next Routing Step.

Menu Routes the call based on the caller's DTMF
response to a menu played by an
Announcement.

Originating Address

Lookup Branches a Routing Plan based on the

Originating Address (CLI).
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Routing Step Type

Description

Bulk Loading of CLI in
the Originating
Address Lookup
When
required, it
IS possible
to bulk
upload an
existing
list of CLI
entries to
be used by
this
Routing
Step.
Please
contact
Volt Delta
Customer
Support
for a
detailed
procedure
if
required.
Outbound

Makes a call to the requested destination.

Queue

Send the call to a Queue and handle all the
Queue-related Events.

Queue Hold

Places the Call into a Holding Queue to be re-
presented to an Agent at a later time.

Release

Releases the call.

Route List

Distributes calls to one or more route lists
using load balancing or linear searches.

Routing Plan

Transfers Routing control to another Routing

Plan.

Set Values

Allows the value of certain variables to be

set.
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Routing Step Type

Description

Subroutine Call

Invokes a Subroutine

Subroutine Return

Returns form a Subroutine Plan to the Calling
Routing Plan.

Time of Day

Branches the Routing Plan based on the time
of day and special days of the year.

Voice Mail

Plays a Voice Mail greeting and records a
Voice Mail.

7.5.1 Agent DDI Queue

An Agent DDI Queue Routing Step triggers the transfer of the call to a
private Agent Queue based on the number that was dialled to reach the
service. By specifying multiple Service Addresses, a single Agent DDI
Queue Routing Step can be used to route to multiple Agent Queues

within a Call Centre.

For information on creating and using Agent Queues, refer to chapter 14,

Personal Agent Queues.

The figure below shows the Agent DDI Queue Routing Step dialog.

e_ Routing Step

Agent DDI Queue
Routing Plan Saved Version
: Agent DDI Andy WR 18707 WR 18703 13

1\, This record is locked by User: Andy Parent tenant Administrator AccountMow CC

4 General
Name * Agent DDI Queue
Type |l.;e' [v]
Default Next
Default Next Step ™ ) Agent DDI Andy Test-DefaultRoutingStep _61
Agent DDI
Agent Business Unit 38l PhoenixCC el
4 Events

Name a Follow On Routing Step

Agent DDI Mot Allocated

Call Release

Call Routing

Queue DTMF Digit Received

Queue Entry Criteria Failed

Queue has Closed (Last Agent Logged Out)
Queue is Closed (No Agents)

Queue Maximum Time Reached

1 - 8 of 8 (0 selected)

Agent DDI Queue

Updated
No

Business Unit *

Agent Extension

Queue to General Agent Queue

& Accounthow

Kl

%mmrlastagentqueue®%
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The Agent DDI Routing step contains one optional parameter:

Field Description

Agent Business Unit | Optional field that specifies the Business Unit of the
Agent (Used when the Agent belongs to a sub
tenant).

Agent Extension Optional field. If set, the system uses the specified
value or variable instead of the DDI (dialled digits)
for the Agent Extension.

Special case: If this field is set to the System
Variable name %mmr:lastagentqueue% then the
call will be queued to the last Agent that handled the
call.

7.5.1.1 Events

Events define possible conditions that can occur during the Routing Step.
The Events area is populated with relevant Events only after you have
saved the Routing Step. Once you have saved the Routing Step, click the

Refresh icon ( == ) in the upper right corner of the Events table to display
the events.

The Table below describes the Agent queue events that can occur. If
configured, a “Follow On Routing Step” is executed when the Event

occurs

Event Description

Agent DDI Not Allocated The DDI received is currently not allocated
to any agent.

Call Release The call was released by an Agent or by the
System after was queued and the Requeue on
Call Release feature was enabled..
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Event Description

Call Routing This Event is invoked when the Client that
has handled the Call is requesting that the
Call be onward Routed via the Routing Plan.

Please note that there are several Call
Routing Reasons that can be invoked by an
Agent and the Reason is available in a
Routing Plan System Variable called
LastCallRoutingReason. The following
values are currently available:

QueueHold: The Agent has requested that
the Call be onward routed to Queue Hold
using the provided Delay.

IVRApplication: The Agent has requested
that the Call be onward routed to an IVR
Application using the provided Application
Information.

Queue DTMF Digit Received | This event is triggered exactly as for a Queue
Routing Step.

If an e-mail address has been entered in the
Agent Queue area of the User Record, that
e-mail address will be used as the Voice
Mail recipient instead of the one configured
in the Voice Mail profile.

Queue Entry Criteria Failed The call was not accepted in the queue as it
failed the Queue entry criteria.

Queue has Closed (Last Agent | The call was queued successfully but while
Logged Ouy) it was queueing, the Queue was closed
because the last Agent servicing the queue
logged out.

Queue is Closed (No Agents) | The call could not be Queued as there is no
Agent logged onto this Queue and the Queue

is Closed.
Queue Maximum Time The call was queued successfully but
Reached reached the maximum amount of time it was

allowed in the Queue.

7.5.2 Announcement

An Announcement Routing Step plays an audio announcement to the
caller. The Announcement must be an existing Announcement entity
configured with the desired audio file. (For details on how to create an
Announcement, refer to chapter 10.6, Creating an Announcement.
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The Figure and Table below shows and describes the Announcement
Routing Step dialog fields:

e Routing Step
Error-Announcement-DefaultRoutingStep-DefaultR...

Routing Plan Saved Version Updated
&4 Handling 1 Mo
4 General
Mame * Announce DA Mumber Business Unit * &= co
Type |Annuuncement ﬂ
Default Mext
Default Mext Step * g
Announcement
Announcement dd Announce Number
Announcement strDANumber
Siring
Field Description

Announcement | Audio that is played back to the caller. The
Announcement must already have been published
separately.

Announcement | Alphanumeric ~ String to announce when the
String Announcement contains Media Prompts of Type
Alphanumeric String

This field is typically set to a variable whose content is
set previously in the Routing Plan.

See chapter 10.4.5, Alphanumeric String Media Prompts
for details on the Alphanumeric String Media Prompt
Type.
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7.5.3 Application

A Application Routing Step routes the call to a VVoice or Data Application
on an IVR, a Web Service or at a Multi-media call-back.

The Figure and Table below shows and describes the Application
Routing Step dialog fields:
e; .:l;;:;l.‘.;ci;;lu.ﬁ.pp-ﬁrsmepx

:’_H_.‘.n . . e 1 r__.c.

- General

] Busifest Lsa & T |

Mame*®

Tipe w

Dt ailt Mheart

£e |
&=

Diefeadi Mest Siep B Eoteives edep. Brrines. Delputog =
Foute To Application

Apphaation* ) oot 3

- Events

L]

e Falies On Rauting Step

[ ——

Field Description

Default Next Step The Routing Step to use if an
Application,Web Service or Multi-
media Call-back indicates an
unrecognised Application Outcome.
Refer to chapter 7.5.3.4, Defining
Events for a New Application for more
information.

Application Specifies the Application to use.
Either select an existing Application
or create a new one. The Application
is used to define the characteristics
of the Application and to prime an
Application Routing Step. An
Application can be used by different
Routing Steps in different Routing
Plans to send a call to the same IVR
Application, Web Service or Multi-
media Call-back.

(For a description of the fields that
appear when you create a new
Application, refer to table in chapter

7.5.3.2, Creating  a  New
Application.
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7.5.3.1 Events

The Events that appear in the Events table depend on the selected
application. In any case, you will have to edit the Events as described in
chapter 7.3.5, Editing an Event for a Routing Step.

If the Application selected is of Type IVR Application Template, a
System Event is always present:

Event Description

Application Event Received The IVR Application invoked via
the IVR Application template based
on information received from the
Agent has returned an Event. The
event value is available in the
System Variable
LastApplicationEvent which can be
tested for when handling this Event.
Please see chapter 6.16,
Configuring Routing for Blind
Transfer to IVR for an example
Routing Plan.

7.5.3.2 Creating a New Application

To add a new Application for use with the Application Routing Step,
proceed as follows

1 In the Application Routing Step, click the icon to the right of the
Application field. Or, if you are creating an Application independent
of an Application Routing Step, in the Management Portal
navigation pane, select Multi Media Routing — Applications, then
click New.

The Look up Record dialog is displayed.
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2 Click New
The Application dialog is displayed

[ = Application
app_IVR

4 General

General

Mame * Business Unit

app_IVR & PABU2CTOP1 re]
Application Type *

| IVR Application j

VR Queue Type

| System IVR j

Application Id/Script Id/URL *
http:\\localhostitestlVR

Voice File Group

Parameters
originating address, ani, classification, cid

3 Edit the fields using the information as shown in the table below:

Field Description

Name The name of the Application

Business Unit The Business Unit that owns the
Application

Application Type Specifies the type of application
concerned:

IVR Application: An IVR
application where all the
parameters are fixed on the
Application form.

IVR Application Template: An
IVR application Template where
the IVR Application parameters are
received at runtime from the Client.
This Application profile is used in
the Routing Plans supporting the
Transfer to IVR feature (See
chapter 6.16, Configuring Routing
for Blind Transfer to IVR)

Web Service: A standard external
Web-Service to look up third party
call related information.
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Field Description

Multi-media Call-back: A
feedback call to the Gateways
which forwarded the call to MMR.

IVR Queue Type This field only visible for the
Application Type IVR Application:

System IVR: The Application is
provided by System (Infrastructure
IVRS)

Business Unit IVR: The
Application is provided by
dedicated IVR in the Business Unit
Any: The Application is provided
by an IVVR servicing the specified
Destination Queue.

Destination Queue The Queue to use to route the call
to the IVR. Only visible when IVR
Queue Type is set to “Any”.

Application Id/Script Id/URL The name of the application or
script to execute on the IVR.

@Contact a System Host
Administrator to obtain this
information, which is contained in
the installation instruction for the
IVR application

The exact identifier is passed to the
IVR to identify the application or
script to execute.

When specifying a name, use a
maximum of 21 characters and do
not enter the apostrophe character
(@)

Timeout (secs) This field is only visible if the Type
is “Web Service”. It overrides the
default timeout waiting for the Web
Service to reply. If the value is left
empty, the default of 10 seconds is
used.

Voice File Group Overrides the Envox Voice File
Group property of the classification.
Only visible when Application Type
is set to “IVR Application”.
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7.5.3.3

Field Description

Parameters Enables you to specify a list
of parameters for the
Application. To enter multiple
parameters, place a comma
between each parameter.

The table in Chapter 7.5.4, Compare
Step, describes the available
System Variables. You can also
specify Dynamic Variables in the
Parameters field.

4 Add a Routing Step Event Dictionary item for each event, as
described in chapter 7.5.3.4, Defining Events for a New Application

5 Click Save & Close in the ribbon

Input Parameters for Application URLs

The figure below shows an example URL in an Application.

Application

Application-Customer Data Retrieval

Application Type *
|Web Service ﬂ

Application ID/Script ID/URL *
http/#172.27.32.25:8001/TANI=%mmrani% & CNIS=%mmrdnis®% & 0BN=%mmroutbound address%

Timeout (secs)
10

Routing Step Event Dictionaries

4 General

‘General

Name * Business Unit

Application-Customer Data Retrieval & FC-co _ﬂ

[ Name &
D Error
[ success

Event Type

[

Error

Success

The URL parts in red are Routing Plan variables used to specify the Input Parameters for
the Application. The table below lists the available variables and the format to use in the

URL.
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Variable specification in the

URL

Description

%mmr:ani%

Same as above, except that the domain name is
removed.

%mmr:cid%

The OASIS Call Id in Hex Format.

%mmr:classification%

The OASIS Call Type Classification in the
fully qualified name format.

%mmr:dnis%

Same as above, except that the domain name is
removed.

%mmr:language%

The language of the Call as set in the
Classification.

%mmr:lastDTMF%

The last DTMF digit pressed during a Routing
Engine menu or to exit a queue.

%mmr:originating address%

The calls originating address. (CLI)

%mmr:outbound address%

The Outbound Address for System Scheduler
Outbound Calls.

%mmr:routing address%

The current routing address lookup (DNIS
routing value).

%mmr:service address%

The current service address (DNIS label).

%ommr:utc%

Current UTC time as a number (Number of
seconds since 01-01-1970

%mmrd:variable name%

Any Dynamic variable created in the Routing
Plan

NOTE: For additional Call Context Details,
please contact VoltDelta Support.

The tags in blue can be any string as long as they are recognised by the Application the
URL is pointing to. They can also be omitted if the Service simply expects the parameters
in a fixed order.

7.5.3.4 Defining Events for a New Application

When creating an Application (refer to chapter 7.5.3.2, Creating a New
Application), you must also define the events for it. When an Application
completes, the Application can indicate an Application Outcome, which
is used to decide how to route the call next. The Application Outcome
provided by the Voice Application is used to find an Event that defines
the correct Routing Step to use.
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application might have a set of defined events to execute;

@ The Application Outcome is returned by the Application; an
otherwise, the Default Next Step is executed.

To define Application events, proceed as follows:

1 Display the New Application dialog (refer to chapter 7.5.3.2,
Creating a New Application)

2  Click inside the Routing Step Dictionaries area to display the Add
New Routing Step Dictionaries icon in the ribbon.

The icon appears only if the Routing Step was previously
saved.

Application
IVR Menu

IVR Queue Type
[System VR =i
Application Id/Script Id/URL *

fa027

Voice File Group

Routing Step Event Dictionaries
| Name Event Type Created On )
0 - 0of 0 (0 selected) Page 1
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3 Click the Add New Routing Step Dictionaries icon
The New Routing Step Event Dictionary dialog is displayed.

Routing Step Event Dictionary
== New

Protect From Delete

No

v General

Name * |

Event Type * |

Routing StepType' I;:: cation j Business Unit 3 PABUZCTORL

bl bl

Voice Application ™ [T VR Menu

4 In the Name field, enter the name of the Event (name of the
Application Outcome exactly as reported by the Application).

The name must be agreed upon with the provider of the
Application, Web Service or Multi-media Call-back.
5 Inthe Event Type field, enter a name for the event type. This value
is matched in the response from the IVR.

6 Click Save.

7 Repeat steps 2 through to 6 create a Routing Step Event for each
Event defined in the profile.

The events will appear in the Events area of the Routing Step
dialog after you save the Routing Step and then click the
Refresh icon in the upper right corner of the Events table.
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7.5.4 Call Data
A Call Data Routing Step is used to store specific data related to the call

into the Call Context.

¢

Routing Step

Call Data
Routing Plan Saved Version Updated
E 11.3.PRD.1-ER-PRD16B2-Call... 2 No
4 General
Name * lcall Datd ®  Business Unit*
Type |Ca | Data ﬂ
Default Nest
Default Mext Step ¥ ) Queue ]
Call Data
Type * |Custom er Data Integration ﬂ Row *
Operation * [write v
Value* CustomerData
4 Events
D Mame a Follow On Routing Step

[] Data Not Found

1-1of 1 (0 selected)

&3 FC-Co

Page 1

Field Description

Name

Name of the Routing Step. Free String

Business Unit

Standard Business Unit Field for the Routing Step

Type
is created and then disabled.

Type of the Routing Step. This is set when the Step

Default Next Step
Holding Time has expired.

The Default Next Step is executed when the

Type
types are SuppOI’tedZ

The type of Context Data provide. The following

Customer Data Integration: External Data
supplied by the customer according to the API
described in Customer Data Integration Service
Interface — Reference [22986]
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Field Description

Operation The operation to carry out on the context data:

Append: Append the specified value to the end of
the data in the specified Row.

Clear: Clear any data from the specified Row.

Read: Read the data from the specified Row into
the specified variable.

Write: Write the specified value into the specified
Row.

Value For Read operations this is the variable which will
store the value of the CCB Row specified.

For Write and Append operations this can either be
a literal string or a variable name, in which case the
contents of the variable will be stored in the
specified Row of the CCB.

@If the value is a literal string, it must be
surrounded by double quotes. The field can be used
directly to store a small literal value. For longer
string or XML documents, please use a variable.

Row The Row of the CCB to be used for reading, writing
or deleting.

7.5.4.1 Events

The Events area is populated with relevant Events only after you have saved
the Routing Step. Edit each event as described in chapter 7.3.5, Editing
an Event for a Routing Step.

The table below describes the events that can occur with this Routing
Step. If configured, a “Follow On Routing Step” is executed when the
Event occurs.

Event Description

Data Not Found This event is triggered is the data could not be read
from the Context Buffer and written into the
variable or read from the variable and written to the
Context Buffer.
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7.5.5 Collect Digits

Routing Step

s

Routing Plan

Get Account Number

Saved Version

&4 Manual Queue Hold 7

4 General

Mame *

Type
Default Mext

Default Mext Step *
Collect Digits

Welcome Announcement

Prompt Announcement *

Retry Announcement

Maximum Mumber of Digits *

Terminating Digits

Storage Variable *
4 Events

D Name .
D Digit Cellection Failed

|Col|ec: Digits

& Gueue Hoid

) Welcome

i) Call-Back CLI Reguest

1

#

strCallBackNumber

19

& g

Updated
MNo

Business Unit *

Enable Barge In on Welcome
Announcement

Maximum Timeout (secs)
Interdigit Timeout (secs)

Retry Attempts

Valid Digits

Follow On Routing Step

=

A Collect Digits Routing Step is used to collect DTMF digits input by
the Caller. The Routing Step integrates options to play Prompts to the
Caller and to control the digits that need to be collected.

¥

30
3

3
0123456789

1-1of1 (0selected) Page 1
Field Description
Name Name of the Routing Step. Free String
Business Unit Standard Business Unit Field for the Routing Step
Type Type of the Routing Step. This is set when the Step
is created and then disabled.
Default Next The Default Next Step is executed when the
Holding Time has expired.
Welcome The initial welcome prompts announcement.
Announcement . . .
This prompt is optional.
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Field Description
Prompt The prompt to request the digits from the caller.
Announcement

Retry Announcement

The announcement to play back to prompt a retry.

Maximum Number of
Digits

The maximum number of digits to detect.

Terminating Digits

The terminating digits to detect the end of the digit
string.

Storage Variable

The dynamic variable receiving the collected digits.

Enable Barge In on
Welcome
Announcement

Specifies whether Barge-in is enabled immediately
on the welcome prompt.

Maximum Timeout
(secs)

The maximum amount of time allowed for the
caller to key-in their digits.

Interdigit Timeout
(secs)

The maximum amount of time allowed between the
digits before the collection is interrupted.

Retry Attempts

Maximum number of retry attempts allowed.

Valid Digits

A string of digits specifying the valid digits for the

collection. e.g. to collect only digits from 0 to 5, the
string “012345” would be entered.

7.5.5.1 Events

The Events area is populated with relevant Events only after you have saved
the Routing Step. Edit each event as described in chapter 7.3.5, Editing
an Event for a Routing Step.

The table below describes the events that can occur with this Routing
Step. If configured, a “Follow On Routing Step” is executed when the
Event occurs.

Event Description

Digit Collection Failed | This event is triggered is the digit collection has
globally failed, for any reason. This failure would
occur once the maximum number of retries has

occurred.

7.5.6 Compare

A Compare Step compares a specified variable with another variable or
value, returning either a True or False event. A Compare Routing Step
is often used in conjunction with a Set Variable Routing Step.
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The Figure and Table below shows and describes the Compare Routing
Step dialog fields.

e Routing Step
compare values

Routing Plan Saved Version Updated
¥ aaa mmr 2 No
4 General
Mame * Business Unit * & PABU2CTOPL =
Type [ Compare =l
Default Next
Default Next Step ¥ @) compare values-DefaultRoutingStep =
Compare
Type * [ System Variables =] Namepvalue* [ANI/ LI =]
Operator™® [ begins with =l
Type * [constant =] Namervalue * 900
4 Events
[T Name « Follow On Routing Step s
7 False
[ True
Type The type of variable to be compared. This can be one of
the following:
e System Variables
e Dynamic Variables
e Queue Parameters
Based on the Type selection, the Name/Value field will
change to match the type of variable being compared.
When the Queue Parameters value is selected, the
Parameter selection field isdisplayed.
Operator Defines the type of comparison to perform for the
two values.
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Type This is the type of the variable or value to be compared
against. This can be one of the following:

System Variables
Dynamic Variables
Queue Parameters
Constant

Based on the Type selection, the Name/Value field will
change to match the type of variable being compared to.

When the Queue Parameters value is selected, the
Parameter selection field isdisplayed.

7.5.6.1 System Variables
The table below defines the available System Variables.

System Variable Display Name [Description
ani ANI/ CLI Short form of the calling party
address (without the @serverlP
component)
cid Call Id The Call Id of the current call.
classification Classification The current Classification of the call.
dnis DNIS / Called  [The short form of the called party
Number address (without the @serverIP
component)
lastagentname Last Agent The name of the last Agent that
Name handled the Call.
lastapplicationevent Last Application [The last Application Event that was
Event returned by an Application of type
“IVR Application”
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7.5.6.2

System Variable Display Name [Description

lastcallroutingreason | Last Call The last Call Routing Reason sent by
Routing Reason the Agent. This value is only valid
when a “Call Routing” Event has
been triggered. Supported values are:

“QueueHold”: Request for the Call to
be placed into Queue Hold (See
chapters 6.15, Configuring Routing
for Queue Hold and Scheduled Calls
and 7.5.12, Queue Hold).
“IVRApplication” : Request for the
Call to be transferred to an IVR
IApplication specified by the Client
(See chapters 6.16, Configuring
Routing for Blind Transfer to IVR

and 7.5.3, Application).

lastdtmf Last DTMF Digit [The last DTMF character pressed by
the caller while in queue or in a Menu
step.
lastworkstationname Last Workstation [The name of the last Workstation that
Name handled the Call.
originating address Originating The full calling party address
Address
routing address Routing Address [The translated called party address.
service address Service Address [The Service address name.

queuefailurereason Not applicable  [String containing the reason the last
queue operation failed.

utc Not applicable  [The current time in UTC. That is, the
time the CSA set the CCB to be sent
to the application.

Events

The Events area is populated with relevant Events only after you have saved
the Routing Step. Once you save the Routing Step, click the Refresh icon (s
) in the upper right corner of the Events table to display the events.

Edit each event as described in chapter 7.3.5, Editing an Event for a
Routing Step.

The table below describes the Compare events that can occur. If
configured, a “Follow On Routing Step” is executed when the Event
occurs.
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Event Description

True The defined Follow on Routing Step is used when
the Compared variables match according to the
specified Operator.

False The defined Follow on Routing Step is used when
the Compared variables do not match according to
the specified Operator.

7.5.7 Enable Feature

An Enable Feature Routing Step is an intermediate step which enables
features on the call before it proceeds to the next Routing Step.

The Figure and Table below shows and describes the Enable Feature
Routing Step dialog fields:

e Routing Step
New

Routing Plan Saved Versicn Updated
No

4 General

Mame * FC-RLA-Features Business Unit * &j FCc-co =

Type [Enable Feature [v]

Default Next

Default Mext Step + =

Feature Set

Feature Set * |Cal| Release ﬂ

Agent Release O

System Release after [ |

Completion

Trigger with no O

A-Party

Field Description
Feature set This is the Feature set we want to enable/disable.
This can be one of the following:
Call Release: This Feature Set controls the ability to
have the call returned to the Routing Plan when the
call is about to be released by an Agent, or by the A
or B party hanging up.
A-Party Release: This Feature Set controls the
ability to prevents the call being released when the A
party hangs up while the call is going through the
Routing Plan.
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Field Description

Agent Release Set this option to enable re-routing of the call after
an agent releases it. The Call Release event of the
Queue routing step is used to route the call. This can
be used, for example, to route the caller to an IVR
for a customer satisfaction survey.

System Release after | Set this option to enable re-routing of the call after a
Completion party releases during the call completion phase. The
Call Release event of the Queue routing step is used
to route the call.

Trigger with no A- Set this option to indicate that the Agent Release and
Party System Release after Completion options apply
when the A-Party has hung up.

Keep Call On A-Party | Set this option to prevent the Routing Plan releasing
Release the call when the A-Party has hang up.

This is useful in Queue Hold situations, where
normally an announcement is played before putting
the caller in the hold queue. If the caller hangs up
during the announcement, with this option set the
call will still be put in the hold queue.
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7.5.8 Menu

A Menu Routing Step routes the call based on the caller's DTMF
response to a menu played by an Announcement.

The Figure and Table below shows and describes the Menu Routing Step
dialog fields:

e Rauting Step
Mobile21Main

Routing Plan Saved Version Updated
&4 Mobile21Main 7 No
- General
Mame * Business Unit * &3 Mobileal 3
Type
Default Next
Default Next Step ™ @) Mobile21Main @
Menu
Welcome Announcement * @ Mobile2iWelcome _Tj Enable Barge In on Welcome [
Announcement
Menu Announcement * i Maobile2lMainhMenu _=L'|;L Menu Retry Attempts 3
Menu Timeout i Mobile2iMainMenuTimeout _:J), Menu Timeout (secs) 10
Announcement
Mo Match Announcement @ Mobile2iMainMenuError _Tj
Menu Entries =
| DTMF Key | Menu Function | Description | Follow on Routing Step | Phrase Dictionaz
i=| # Disabled
p=| * Disabled
=| O Disabled
= 1 Routing Step Route to Sales Mobile21Main-RouteToSales-RP
=| 2 Routing Step Route to Support MaobileZ1Main-RouteToSuppaort-RP
=| 3 Disabled
=| 4 Disabled
=| 5 Disabled
=| 6 Disabled
=| 7 Disabled
=| 8 Disabled
= 9 Disabled
Field Description
Default Next Step The Routing Step to execute next if a Follow On
Routing Step for a Menu Entry is not used
Welcome ; ; ;
This optional Announcement is played before any
Announcement

other menu announcements (for example,
Welcome to the ABC Company service).

The Welcome Announcement is played only once..

Menu Announcement | Apnnouncement that describes the menu options (for

example, Press 1 for Sales or 2 for Support).

This Announcement is repeated after a timeout
occurs.
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Field Description
Menu Timeout If a Menu Timeout Announcement or No Match
Announcement . .
Announcement is  provided, the Menu
Announcement is not replayed. However, if one of
these announcements is not provided, the Menu
Announcement will be replayed for the condition
No Match This Announcement is played if a DTMF key is
Announcement

detected which is not handled.

If a No Match Announcement is provided, the Menu
Announcement is not replayed. If no No Match
Announcement  is  provided, the  Menu
Announcement is replayed for the condition

Enable Barge In on
Welcome
Announcement

Specifies whether a DTMF key press should
interrupt a Welcome Announcement.

Menu Retry Attempts

This specifies the number of times to reattempt to
offer the menu after an error or timeout.

Menu Timeout (secs)

Specifies the number of seconds to wait for a DTMF
key press before timing out.

Menu Entries

Defines the menu behaviour. If an entry fora DTMF
digit is enabled, the Follow On Routing Step will be
executed when that DTMF digit is detected.

7.5.9 Originating Address Lookup

An Originating Address Lookup Routing Step branches a Routing Plan
based on the Originating Address (CLI). For example, you can define a
list of blacklisted telephone numbers for the Originating Address Lookup
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and then play an announcement for these numbers in the Follow on Step

if a match occurs.

The Figure and Table below shows and describes the Originating

Address Lookup Routing Step dialog fields

e; Routing Step
" Lookup

-

. colin test rp 2

Yes
¥ General
Name * ]Test Orig Addy Lookup Business Unit * i PABUXCTOP1
Type E Hl
Default Next
Default Next Step * @ Lookup-DefaultRoutingStep |

Route to Originating Address Lookup

Originating Address & PA Cell List
Lookup ™

~ Events

C Name

[T # Address Found in List

[~ #® Address Not Found in List
1-20f 2 (0selected)

Follow On Routing Step

Field

Description

Default Next Step

The Routing Step to use if an unhandled event
oceurs

Originating Address Lookup

Lookup table containing a list of Originating
Addresses entries to look up. If the Calling
Line Identifier (CLI) for the call matches an
entry in this table then a match has occurred. If
the match is handled, the “Address Found In
List” event's Follow On Routing Step is used,
if defined.

@The Address List must be published
separately from the Routing Plan. Since the
Address List can be used by multiple Routing
Plans, making changes and publishing the
Address List will affect all Routing Plans using
the Address list even though the Plans
themselves are not republished. Please see
chapter 6.5.1 Publication of Address Lists for
more details.

q

£l

0
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The Figure and Table below shows and describes the dialog that is
displayed when you create a new Originating Address Lookup (or wish

to add additional Originating Addresses entries:

[ Address List
Test Originating Address Lookup Table

~ General

Name * Test Originating Address Lookup Table

Business Unit &5 Getting Started 3
Type * General -
~ Address Entries
| Address | Created On 2
I" 111111111 9/27/2013 4:00 PM
|5 2222202022 9/27/2013 4:00 PM
[E 333333333 9/27/2013 4:00 PM
1 -3 of 3 [0 selected) Page1l
Field Description
Name The Routing Step to use if an unhandled event occurs

Business Unit

The Business Unit that owns the Originating Address
Lookup Routing Step

Type

The type of Address List; for an Originating Address
List, select General.

Address Entries

Addresses (telephone or SIP) to match. The
following optional wildcard characters are
supported, either separately or together:

» *—Replaces one or more characters
« ?—Replaces a single character.

Example entries with wildcards are as follows:

*  *@abc.com
o 1117772*
« 012345*

@ To make an entry in this field, you must first
click Save in the ribbon to display the Add New
Address Entry and Add Existing Address Entry
ribbon icons. Then use these icons to add address
entries

7.5.9.1 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Once you save the Routing Step, click the

Refresh icon ( = ) in the upper right corner of the Events table to display

the events.
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The table below describes the originating address lookup events that can
occur. If configured, a “Follow On Routing Step” is executed when the
Event occurs.

Event Description

Address Found in List The defined Follow on Routing Step is
used when the caller's CLI is found in the
Originating Address Lookup Address List.

Address Not Found in List The defined Follow on Routing Step is
used when the caller's CL1 is not found in
the Originating Address Lookup Address
List

7.5.9.2 Bulk Loading of CLI in the Originating Address Lookup

When required, it is possible to bulk upload an existing list of CLI
entries to be used by this Routing Step. Please contact Volt Delta
Customer Support for a detailed procedure if required.
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7.5.10

Outbound

An Outbound Routing Step makes a call from the OASIS system to a

specified destination.

The Figure and Table below shows and describes the Outbound Routing

Step dialog fields

e Routing Step
Outbound to Call Centre

Routing Plan Saved Version Updated
B DeleteMe 2 No
4 General
Name * Outbound to Call Centre] *  Business Unit * &3 TonyYB ﬂ
Type [outbound v
Default Next
Default Next Step ¥ @) Outbound to Call Centre-DefaultRoutingStep 5]
Outbound
Outbound Route ™ & Call Centre A .ﬁ
Outbound Originating Service | ﬂ Outbound Criginating Service .ﬂ
Address Mode Address
A-Party Treatment | ﬂ Routing Option |Com9lete on Success ﬂ
Outbound Address Option |N0 Treatment ﬂ Valid Abort Digits
Service Anncuncement Profile .ﬁ Outbound Party |B-Far—.y ﬂ
Use Conference O Redirection Address Template
4 Events
|:| MName & Follow On Routing Step (3]

Call Release
Outbound Destination Barred

Outbound Destination Busy

Outbound Destination Not Answering {Ringing)

Outbound DTMF Digit Received

Redirection Received

O
O
O
D Outbound Destination Metwork Error
O
O
O
1-

7 of 7 (0 selected)

Field

Description

Default Next Step

Routing Step that is executed if an event occurs
that is not explicitly handled.

Outbound Route

Defines how to make the outbound call.

(For a description of the fields that appear when
you create a new Outbound Route, refer to the
table in chapter 7.5.10.1, Creating a New
Outbound Route )

Page 1
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Field

Description

Outbound Originating
Service Address Mode

Enables the outbound call to be treated as one
of the following:

Outbound Originating Address—The
specific address that is defined in the
Outbound Originating Service Address
field.

A-Party Pass Through—The incoming
ANI (CLI) is passed through when the
call is routed to the outbound address.

A-Party Pass Through with Prefix &
Extension—The incoming ANI (CLI) is
passed through with the specified prefix
prepended and the specified extension
appended. The prefix and extension are
defined by the “Outbound CLI Prefix”
and “Outbound CLI Extension” fields on
the Classification dialog.

@ The “A-Party Pass Through with
Prefix & Extension” option can take
effect only if the “Outbound Originating
Service Address Mode” field is not
populated on the Service Address dialog
or the dialog for the Outbound Routing
Step.

The Outbound Originating Service Address
Mode can be configured in three different
areas of the Management Portal; to determine
the value to apply, the software uses the
following priority order:

1. The information in the Service Address
dialog

2. The information in the Outbound
Routing Step dialog

3. The information in the Classification
dialog
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Field Description

Outbound Originating

Service Address Specifies the address that outbound calls will

purport to come from. This field is only used
when the Outbound Originating Service
Address Mode field is set to “Outbound
Originating Address”, in whichcase this field
is mandatory.

A-Party Treatment If specified, it will place the caller on hold

until the called party answers.

Routing Option Specifies one of the following routing
options:

« Complete on Success
» Default Next (Step) on Ringing

» Default Next (Step) on Answer
8;;*:;?“61 Address Outbound Address Processing option:
e No Treatment: The Outbound
Address is left untouched (e.g. SIP
Addresses)
e Filter for TDM Networks: Remove

all non-TDM digits or characters
before dialling over a TDM network.

Valid Abort Digits List of digits that will interrupt the out dial if
detected during the ringing stage. E.qg.
“1234#”

Service Announcement When set, this Service Announcement

Profile Profile will override the Profile set in the
classification for the duration of the
outbound Call. This is primarily used to set
Ringing/Announcements for the A party.

Outbound Party Call Party to use for the Outbound call: A-
Party, B-Party, User

Use Conference Tick this to enforce the use of a Conference
Bridge for the Outbound call.

Redirection Address If the outbound call receives a redirection

Template

request and the redirection address matches
this pattern, this Routing Step’s [Redirection
Received] event is triggered. The wildcard
characters “*" and “?” are allowed.
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7.5.10.1 Creating a New Outbound Route
To create a new Outbound Route, proceed as follows:

1 Display the Outbound Routing Step

2  Click the icon to the right of the Outbound Route field.
The Look Up Record dialog is displayed

3 Click New in the Look Up Record dialog
The New Outbound Route dialog is displayed

h  Outbound Route
l\e'\g: New
~ General
Name * Test Outbound
Business Unit* &3 Getting Started =

Timeout * 180

Mode Specific Number -

Specific Address

Specific Address * 01932755555 T

4 Use the information in the following table to complete the fields for
this dialog, then click Save & Close

Field

Description

Name

Name of the Outbound Route

Business Unit

The Business Unit that owns the Outbound Route

Timeout

Answer timeout in seconds

Mode

Specifies how the outbound address is selected. The
options are:

e Specific Address—The value entered in the Specific
Address field determines the outbound address.

e Translated Address Lookup—The Service Address
(refer to chapter 6.5, Creating and Assigning a Service
Address) used for the Routing Plan determines the
outbound address. If an address is specified in the
Translation Address field on the Service Address
dialog, the Translation Address is used; otherwise the
current Service Address is used.

7.5.10.2 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Once you have saved the Routing Step, click the

Refresh icon ( = ) in the upper right corner of the Events table to display

the events.
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The Table below describes the Outbound Route events that can occur. If
configured, a “Follow On Routing Step” is executed when the Event

occurs

Event Description

Call Release The defined Follow On Routing Step is
used when the call is released.

Outbound Destination Barred The defined Follow On Routing Step is
used when the called party has been
disallowed.

Outbound Destination Busy The defined Follow On Routing Step is

used when the called party is busy.

Outbound Destination Network | The defined Follow On Routing Step is
Error used when the call failed due to a network
error

Outbound  Destination ~ Not | The defined Follow On Routing Step is
Answering (Ringing) used when an answer timeout occurs.
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7.5.11 Queue
Queue Routing Steps are used to send the call to a Queue and handle all
the Queue-related Events.
The Figure and Table below shows and describes the Queue Routing
Step dialog fields:
e Routing Step
FC-RLA-Q-Sales
Routing Plan Saved Version Updated
ﬂ 11.4.PRD.1-Rocketlawyer-201... 4 Yes
4 General
Mame * FC-RLA-Q-Saled ¥ Business Unit* & Fo-Co
Type | Queue ﬂ J-Sales-De
Default Next
Default Next Step* @ FC-RLA-Q =
Queue
Route To Queue ™ % Sales jﬂ Maximum Queue
Time
Queue Business Unit | 55§l FC-CO ﬂ Valid Queue DTMF
Digits
4 Events
El MName a Follow On Routing Step
[0 callRelease Event-Call Release
[ call Routing
D Queue DTMF Digit Received Event-Queue DTMF Digit Received
D Queue Entry Criteria Failed Event-Queue Entry Criteria Failed
El Queue has Closed (Last Agent Logged Out) Event-Queue has Closed (Last Agent...
D Queue is Closed (Mo Agents) Event-Queue is Closed (Mo Agents)
D Queue Maximum Time Reached
1-7 of 7 (0 selected) Page 1
Field Description
Default Next Step Routing Step to continue with if an Event occurs (for
example, Queue Entry Criteria Failed) and no other
Event is being handled. Note that if the Queue
request succeeds, the Routing Plan stops executing.
The plan will be executed again if a Queue-related
event occurs.
Route To Queue The Queue in which to place the call
Maximum Queue Optional override of the maximum time (in seconds)
Time a Call can remain in this Queue before the Event
Queue Maximum Time Reached is triggered. The
Classification value is used when it is left empty.
S22033-3.0 Tenant Administration

Guide

189

L]



7 - Routing Steps OASIS Contact Centre

Field Description

Valid Queue DTMF Optional override list of the valid DTMF digits that

Digits can trigger the Event DTMF Digits Received (e.g.
123#). The Classification value is used when it is left
empty.

7.5.11.1 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Once you have saved the Routing Step, click the

Refresh icon ( = ) in the upper right corner of the Events table to display
the events.

Edit each event as described in 7.3.5. Editing an Event for a Routing Step

After an Event occurs, the Routing Plan continues with the Follow On
Routing Step, if one has been defined for the Event. Otherwise the
Routing Plan Continues with the Default Next Step as defined by the
table in chapter 7.5.11, Queue Step.

The Table below describes the Queue routing step events that can occur.
If configured, a “Follow On Routing Step” is executed when the Event
occur:

Field Description

Call Release The call was released by an Agent or by the
OASIS system after the call had queued and
the Requeue on Call Release feature was
enabled.

Call Routing This Event is invoked when the Client that has
handled the Call is requesting that the Call be
onward Routed via the Routing Plan.

Please note that there are several Call Routing
Reasons that can be invoked by an Agent and
the Reason is available in a Routing Plan
System Variable called
LastCallRoutingReason.  The  following
values are currently available:

QueueHold: The Agent has requested that the
Call be onward routed to Queue Hold using
the provided Delay.

IVRApplication: The Agent has requested that
the Call be onward routed to an IVR
Application using the provided Application
Information.

Queue DTMF Digit Received | The caller entered a DTMF digit while the call
was queuing.
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Field

Description

Queue Entry Criteria Failed

The call was not accepted in the queue
because it failed the Queue entry criteria (the
Queue was full)

Queue has Closed (Last
Agent Logged Out)

The call was queued successfully, but while it
was gueueing, the Queue was closed because
the last Agent servicing the queue logged out.

Queue is Closed (No
Agents)

The call could not be Queued because no
Agent was logged onto this Queue and the
Queue is Closed.

Queue Maximum Time
Reached

The call was queued successfully, but reached
the maximum amount of time a call was
allowed in the Queue.

7.5.12 Queue Hold

A Queue Hold Routing Step is used to Hold a call in the System for a
specified amount of time. Itis typically used for Queue Hold (see Chapter
6.15.1, Queue Hold) or Scheduled Calls Routing Scenarios (See Chapter

6.15.2, Scheduled Calls).

e Routing Step
Manual-Queue-Hold-1

Routing Plan Saved Version Updated
&4 Manual Queue Hold 5 No
4 General
Mame * Manual-Queus-Hold- *  Business Unit* =i o]
Type |Queue Hold ﬂ
Default Next
Default Next Step* ) Queue to Agent |

Queue Hold

Helding Queue * %, System Scheduled

QOutbound Address 01932755529

4 Events

|:| Name a
|:| Invalid Holding Parameters

1-10f 1 (0 selected)

[G] Holding Time (secs) 30

Agent Notes 529

Follow On Routing Step

(]

Release

Page 1
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Field Description

Holding Queue This field is set automatically to “System Scheduled”
by the System when the Routing Step is created.
There is a “System Scheduled” Queue available in
all Business Units.

Holding Time The amount of time (in seconds) that the Call
should be held in the Holding Queue. Once this
time has expired, the Routing Plan executes the
Default Next Step.

This field can be populated with a variable. The
variable would typically be the outcome of a Menu
where the User selected a delay. A value of 0 (No
Delay) is valid in a Queue Hold scenario to signify
an immediate presentation to the Agent as soon as it
is available.

The field is optional as the value should only be
provided on the step for Queue Hold scenarios. The
value on the form is only used when no value is
provided by the System

Queue Hold Scenarios

The Delay must be provided on the form as no
value is provided by the System. A value of 0 is
valid (immediate Call-Back). If the field is left
blank the Routing Step exits via the Event Invalid
Holding Parameters.

Queue Hold/Agent Rescheduled Call Scenarios
The Delay is automatically provided by the Agent.
If a value is given on the form in such a scenario,
the Routing Step ignores it.

Scheduled Outbound Call Scenarios

The Delay is automatically provided by the System
(from the System Call Scheduler record — See
Chapter 8, System Call Scheduler). If a value is
given on the form in such a scenario, the Routing
Step ignores it
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Field Description

Outbound Address Specifies the Outbound Address to use if it is not
provided by the System. This field can be populated
with a variable. The variable would typically be the
outcome of a Collect Digit (see Chapter 7.5.5,
Collect Digits) or a copy of the CLI System
Variable.

The field is optional as the value should only be
provided on the step for Queue Hold scenarios. The
value on the form is only used when no value is
provided by the System.

Queue Hold Scenarios

The value is required. If the field is left blank or the
content of the variable specified is empty, the
Routing Step exits via the Event Invalid Holding
Parameters.

Scheduled Call Scenarios

The Outbound Address is provided by the System
(from the System Call Scheduler record). If a value
is given on the form in such a scenario, the Routing
Step ignores it.

@ The Queue Hold Routing Step does not
carry out any Outbound Dialling. This field is
simply a way to record the Outbound Address
that will be presented to the Agent.

Agent Notes This optional free text field may specify any
additional notes that will be shown to the Agent
verbatim once they are presented with the call e.g.
This may be used to supply DDI information.

This field can be populated with a variable.

@ The string specified in the field is
appended to the standard Call Notes (CCB 49)
with “/ “ separator. i.e. existing notes are
preserved.

@ If the same Call executes the Queue Hold
Routing Step several times, the Agent Notes are
not added everytime if they are still present in
the Notes.
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7.5.12.1 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Edit each event as described in chapter 7.3.5,
Editing an Event for a Routing Step.

The table below describes the events that can occur with this Routing
Step. If configured, a “Follow On Routing Step” is executed when the
Event occurs.

Event Description
Invalid Holding . . . . .
Parameters The Routing Step exits via this Event if the

parameters specified on the form are not valid
or not sufficient to carry out the Queue
Holding and the subsequent operations.

Please note that this Event is not triggered if
the Holding Time is negative. This case is valid
and treated as if the delay was set to 0 for an
overdue/immediate Call Back.

This event is triggered if the requested Holding
Time (irrespective of its origin i.e. the form or
the system) is greater than the maximum
overall delay configured for the platform.
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7.5.13 Release

The Release Routing Step is the simplest routing step for releasing a call.
It has only one parameter.

When new steps are created either explicitly or implicitly (for
example, as a Default Next Step), the type of the step created
is always Release. This is the basic type which can be
changed to any other type.

The Figure and Table below shows and describes the Release Routing
Step dialog fields:

e Routing Step
FC-RL3-Release

Routing Plan Saved Version Updated
& FCRL2 2 No
~ General
Name * FC-RL3-Releasd Business Unit * = FC _ﬂ
Type Release -

Route To Release

Release Cause Code  Mormal hd
*

Field Description

Release Cause Code | The telephony Cause Code sent back to the network
as part of the Release. The available options are:

Normal,

Busy,

Call Rejected,

No Route to Destination.
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7.5.14 Route List

Route List Routing Steps are used to distribute calls to either a Queue or
an Outbound Route using load balancing or linear searches.

The Figure and Table below shows and describes the Route List Routing

Step dialog fields:
0 Routing Step Routing Steps -
Manual-Test-Routing50pc-FirstStep
Routing Plan Saved Version Updated
&4 Manual-Test-Routing50pc 4 No
4 General ~
Name * Manual-Test-RoutingS0pc-FirstStep Business Unit * & FC-co |
Type |RC|_'.E List ﬂ
Default Next

Default Next Step ¥ @) Manual-Test-Routing50pc-First [ Ej

Route to Route List

Route Selection |Percer1tage Based Load Balancing ﬂ
Option *

D Mame a Type Percentage.. Max. Overflow (36} Max. Underflow (%) Queue [
D Others Queue 50 11.1.PRD.3-RC
[ sales Queue 50 11.1.PRD.3-R

< >
1-2of2 (0 selected) Page 1

4 Events

[#]

MName . Follow On Routing Step
Call Release

Call Routing

General Route List Error

Outbound Destination Barred

Outbound Destination Busy

QOutbound Destination Metwork Error
Dutbound Destination Not Answering {Ringing)
Queue DTMF Digit Received

Queue Entry Criteria Failed

Queue has Closed (Last Agent Logged Out)
Queue is Closed (No Agents)

Queue Maximum Time Reached

~OOO0bhooooooogd

- 12 of 12 (0 selected) Page 1
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Field

Description

Route Selection Option

Enables you to select one of the following
strategies:

» Percentage Based Load Balancing—
Distribute the calls between the various
routes according to the percentage
specified.

» Percentage Based Load Balancing with
Limited Overflow

» Linear Search—Allocate the call to the
first successful route by carrying out a
linear search starting from the first
route.

With either strategy, when one entry in the
Route List fails, the logic picks another entry.

7.5.14.1 Adding a New Route Entry
To add a route entry, proceed as follows

1

Click inside the route list entry table beneath the Route Selection
Option field to display the Add New Route Entry icon in the ribbon.
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2  Click the Add New Route Entry icon in the ribbon.
The New Route Entry dialog is displayed

¥ Route Entry

Queuel
Raouting Plan Routing Step
MMRStressib & Distribute my Calls - 2
~ General
Name * Queuel
Business Unit = mps |
Type
Percentage ™ 50
Queue * %, MMRStresslQ 3l

3 Inthe Name field, enter a meaningful name for the queue.

4 In the Percentage field, enter a number between 0 and 100 to
designate the percentage of calls to route to the queue.

5 Inthe Max Overflow (%) field, enter a number between 0 and 100
6 Max Underflow (%) field, enter a number between 0 and 100.

Percentage Based Load Balancing or Percentage Based

@ Note: The percentage fields are only displayed only if the
Load Balancing with Limited Overflow option is selected..

7 Click Save & Close in the ribbon.
You are returned to the Routing Step dialog.
8 Repeat steps 1 through 7 for each queue that you want to add.

When you finish entering route entries for a Percentage
Based Load Balancing or Percentage Based Load Balancing
with Limited Overflow option, the Percentage totals must
equal 100 before you can save the Routing Step.

9 Click Save & Close in the ribbon for the Routing Step dialog
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7.5.14.2 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Once you have saved the Routing Step, click the

Refresh icon ( = ) in the upper right corner of the Events table to display
the events.

Edit each event as described in 7.3.5. Editing an Event for a Routing Step

The Table below describes the Events for the Route List Routing Step. If
configured, a “Follow On Routing Step” is executed when the Event

occurs.
Field Description
Call Release The call was released by an Agent or by the
OASIS system after the call had queued and
the Requeue on Call Release feature was
enabled.
Call Routing This Event is invoked when the Client that has

handled the Call is requesting that the Call be
onward Routed via the Routing Plan.

Please note that there are several Call Routing
Reasons that can be invoked by an Agent and
the Reason is available in a Routing Plan
System Variable called
LastCallRoutingReason.  The  following
values are currently available:

QueueHold: The Agent has requested that the
Call be onward routed to Queue Hold using
the provided Delay.

IVRApplication: The Agent has requested that
the Call be onward routed to an IVR
Application using the provided Application
Information.

General Route List Error The call encountered an error.

Outbound Destination | Applies to Outbound Routes only. An Event is

Barred triggered when the Outbound Route (number)
is disallowed
Outbound Destination | Applies to Outbound Routes only. An Event is
Busy triggered when the Outbound Route (number)
is busy.
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7.5.15

Field

Description

Outbound
Network Error

Destination

Applies to Outbound Routes only. An Event is
triggered when the Outbound Route failed due
to a Network Error.

Outbound Destination Not
Answering (Ringing)

Applies to Outbound Routes only. An Event is
triggered when the Outbound Route did not
encounter an error, but did not receive a
response.

Queue  DTMF  Digit | The caller entered a DTMF digit while the call
Received was queuing

Queue Entry Criteria | The call was not accepted in the queue
Failed because it failed the Queue entry criteria

Queue has Closed (Last
Agent Logged Out)

The call was queued successfully, but while it
was gueueing, the Queue was closed because
the last Agent servicing the queue logged out

Queue is
Agents)

Closed (No

The call could not be Queued because no
Agent was logged onto this Queue and the
Queue is Closed

Queue Maximum Time
Reached

The call was queued successfully but reached
the maximum amount of time a call was
allowed in the Queue

Routing Plan

A Routing Plan Routing Step routes the call to another Routing Plan (The
operation is similar to a “GO TO” Operation). For other ways to call
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another Routing Plan, please see Chapter 6.4, Creating a Subroutine
Routing Plan.

The Figure and Table below shows and describes the the Routing Plan
Routing Step dialog fields:

e Routing Step
New

Routing Plan Saved Version Updated
MNo
~ General
MName * Test Route to Routing Plan Business Unit * &5 Getting Started =
Type Routing Plan -
Route To Routing Plan
Switch Routing Plan * i Getting Started |
Process Classification during ¥ N
Switch Routing Plan * = °
~ Events
: Mame Follow On Routing Step Created On
0 -0 of 0 [0 selected) Page 1
Field Description

Switch Routing Plan | Specifies the Routing Plan to which the call will be
routed.

Process Classification | Specifies whether to use the Classification on the

g‘f;r?g Switch Routing | destination Routing Plan

7.5.15.1 Events
No Events apply for the Routing Plan Routing Step.
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7.5.16 Set Values

A Set Values Routing Step sets the specified values for one or more
specified variables. This type of Routing Step is often used in a Routing
Plan with a Compare Routing Step.

The figure below show the Set VValues Routing Step dialog fields:

e Routing Step
compare values-DefaultRoutingStep

Routing Plan Saved Version Updated
aaa mmr 1 No

4 General

Name * values-DefaultRoutingStep Business Unit * & PABU2CTOP1

Type Set Value d
Default Next

Default Next Step ™

9]

Set Values

B #a Variable Name Type Expression Classification Queue &

7.5.16.1 Configuring Variable entries

The Variable entries will be processed in the order they appear on the
form. If desired, you can move existing entries up or down using the
arrows on the ribbon.

To create a new Variable or set an existing Variable, proceed as follows

1  Click Save in the ribbon for the Set Values Routing Step to enable
the Set Values table in the dialog.

2  Click inside the Set Values table to display the Add New Variable
icon in the ribbon.
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3 Click the Add New Variable icon.
The Variable dialog is displayed:

Variable
(@]

New

Routing Plan 2016-02-10-1 Routing Step & Setvalue
4 General
Variable Mame * | Business Unit * &= FC-Co
Type | Expression v

Expression *

4 Inthe Variable Name field, enter only alphanumeric characters or the
underscore character (). The entry must begin either witha letter or
with an underscore character.

For example, _TestVarl and this_is_ok are valid variable names
however 1Test is not (as it starts with a number).

5 Inthe Type field, do one of the following:

e Select Expression. The value is based on the contents of the
Expression field. The following are valid types of expressions:

Field

Description

Literal String

Specify a Literal String by enclosingthe string with
double quotes (). To include double quotes (™)
within the string itself, use the backslash (\) character
as the escape character. To include the backslash (\)
character within the string itself, enter two backslash
characters (\\).
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Field

Description

Integer value

Specify a numeric value (with no enclosing quotes,
as this would lead to it being stored as a Literal
String)

Variable Name

Specify the name of an existing Variable in the field.
This causes the value of the specified Variable to be
stored in the new variable

Functions

Enter one or more nested functions, which are
applied to their specified parameters. The result of
the function is stored in the specified Variable. For
details about functions, refer to chapter 7.5.16.2, Set
Value Functions

e Select Call Barring Information. The following Call Barring

Property

fields are displayed:
Field Description
Call Barring Determines which Barred Address property is

checked. The supported Barred Address properties
are listed in the following table.

Lookup Address

A CLI or a variable containing a CLI which is
checked against the Routing Plan’s Call Barring list
to determine if the specified Call Barring Property is
allowed.

The following Call Barring Properties are available:

Barred Description

Address

Property

Name

Allow Call Sets the variable to a 1 if Call Completion is allowed
Completion for the Call. The information is retrieved from the

internal Call Details for the Call.

Allow Number

Sets the variable to a 1 if Number Announcement is

Announcement | sllowed for the Call. The information is retrieved
from the internal Call Details for the Call.

Allow Listing Sets the variable to a 1 if the sending of a Listing

SMS

SMS is allowed for the Call. The information is
retrieved from the internal Call Details for the Call.
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e Select Queue or Classification. The value stored is the fully
qualified name of the Queue or Classification.

e Select Classification Property. The value stored is the value of the
Classification Property selected. The following Properties are

available:
Field Description
Outbound Type | This property is not visible on the Classification
(0,1,2) form and is only set internally by MCG and CSA-

MMR. It is used by the CRM Event Handler and the
Clients (SST) to determine the type of Outbound
Call they are being presented with.

AMS1 Name: CDSCallBackOutboundType

It is an integer property that can take the following
values.

e 0: None (Default)
e 1: Queue Hold
e  2: Outbound Schedule

The property is set to 0=None by default when a
Classification is created. Its value is then changed by
MCG and CSA-MMR using the following rules:

e When it creates an Outbound Scheduled
Call, MCG sets the Property to
2=0utbound Schedule with the
Persistent Flag

o Whenever a Queue Hold Routing Step
is executed by CSA-MMR, if the
current property value is 0=None, it is
set to 1=Queue Hold with the Persistent
Flag. If the current Property value is not
0, it is left unchanged.

e Select System Variable. The value stored is the content of the
System Variable (See chapter 7.5.6.1, System Variables for a list of
System Variables).

6 Click Save & Close in the ribbon.

7.5.16.2 Set Value Functions
When setting a function in the Expression field the format must be:
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FunctionName(Paraml,Param?2)
Where Param1 and Param2 can be nested functions as shown in the

figure below:
) Routing Stey
" Test TOD Routing-FirstStep
Routing Plan
= Test TOD Routing saved
v General
Name * Test TOD Routing-FirstStep Business Unit" | & KapS 3
Type
Default Next
Default Next Step * @@ Test TOD Routing-FirstStep-DetaultR - (1)
Set Values
\ -
# Variable Name Expression ©

In the above figure, the Expression Add(Test4, Add(10,1)) causes
the software to add 10 + 1, and then to add the result (11) to the value of
Test4. The result is then stored as the value for the Test4 variable.

Supported functions for the Expression field are as follows::
e Add

This Function will return the sum of the Parameters if all the
parameters are Integer Values. Otherwise it will concatenate the
parameters together.

e Sub

This Function will only work if all the parameters are Integer
Values, and will return the result of subtracting Param2 from
Paraml.

e Min

This Function will only work if all the parameters are Integer
Values, and will return the value of Param1 or Param2
depending on which one is smaller.

e Max

This Function will only work if all the parameters are Integer
Values, and will return the value of Param1 or Param2
depending on which one is larger.

o Left

This Function will return the Left most characters of Param1,
with Param2 characters.
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For example, the Function Left(""This is a tring"",10)
returns the value This is a s.

e Right

This Function will return the Right most characters of Param1,
with Param2 characters.

e Length
This Function will return the length of the string Param1.
e Find

Finds the first position of a character in a string. Returns a
position that can then be used with Left or Right functions.

For example, the following returns the part of the ANI before
the @ sign.

Left(strANI ,Find(“@”’,strANI))
e ReplaceQueue

This Function replaces all occurrences of Queue Paraml in
subsequent Routing Steps with Queue Param2.

7.5.17 Subroutine Call

A Subroutine Call Routing Step routes invokes the execution of a
Subroutine Routine Plan (See Chapter 6.4, Creating a Subroutine
Routing Plan). Once the Subroutine Routing Plan has been executed,
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control returns to the Calling Routing Step and continues via the Default
Next Step.

The figure below show the Subroutine Call Routing Step dialog fields:

e Routing Step
11.2.PRD.1-Manual - Calling Subroutine

Routing Plan Saved Version Updated
E] 11.2.PRD.1-Manual - Call... 4 No
4 General
Name * [11.2.PRD.1-Manual - Calling Subroutinefik SN 15T A 0 ) & FC-Co
Type |5Jbr0Jt'ne Ca ﬂ
Default Next

Default Mext Step ¥ @@ 11.2.PRD.1-Manual - Calling Su ) jﬂ

Subroutine
Subroutine * o SR-Testl- =
Field Description
Default Next Step The Routing Step to execute once the Subroutine
Routing Plan has returned.
Subroutine The Subroutine Routing Plan to Call.

Subroutine Routing Plan may also themselves call other Subroutine
Routing Plans.

208 Tenant Administration Guide S22033-3.0



OASIS Contact Centre

7 - Routing Steps

7.5.18

Subroutine Return

A Subroutine Return Routing Step is invoked inside a Subroutine
Routing Plan (See Chapter 6.4, Creating a Subroutine Routing Plan) to

return to the Calling Plan.

The figure below show the Subroutine Return Routing Step dialog fields:

e Routing Step
SR-Return-Final

Routing Plan

Saved Version Updated
B SR-Testl- 3 No
4 General
Name * % Business Unit* &4 FCcco =)
Type |S-b'c,t"1e Retumn v ]
Return From Subroutine
Return Value
Field Description

Return Value

Not Supported / Reserved for future use.

S22033-3.0
Guide

Tenant Administration
209



7 - Routing Steps OASIS Contact Centre

7.5.19 Time of Day

A Time of Day Routing Step allows the branching of a routing plan based
on the time of day and special days of the year.

The Figure and Table below shows and describes the the Time of Day
Routing Step dialog fields:

Routing Step
e’ colinRtPlan-FirstStep-DefaultRoutingStep

Routing Plar Saved Version Updated
:’ colinRtPlan 2 No

Name * [colinRepian-FirstStep-DefaultRoutingStep Business Unit * &5 PABUCTOPL |

Type [Time E

Default Next

Default Next Step * @ colinRtPlan-FirstStep-DefaultRoutingStep-DefaultRouti -~ T
Route To Time of Day

Time Zone™® [[(GMT) Greenwich Mean Time : Dublin, Edinburgh, Lisbon, London =l

Daily Entries M

|} Name Follow on Routing Step Start Time Hours | Start Time Minutes End Time Hours End Time Mini@

[~ 7] Weekday Hours Weekday Hours-DefaultRouti 08 00 18 00

[~ 7] Weekend Hours Weekend Hours-DefaultRouti 10 00 16 00

Dialog item Description

Default Next Routing Step to continue with by default, i.e. if no
Daily Entry or Special Period Entry qualifies

Time Zone Time zone used to enter the Daily entries

7.5.19.1 Configuring Daily Entries

Daily Entries divide the week into parts. When the time falls within a
“part,” the Routing Plan continues with the corresponding Follow On
Routing Step

To enter Daily Entries, proceed as follows

1 Click Save in the ribbon for the Time of Day Routing Step to display
the Daily Entries table in the dialog.

2 Click inside the Daily Entries table to display the Add New Daily
Entry icon in the ribbon.
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3 Click the Add New Daily Entry icon.
The Daily Entry dialog is displayed:

I=" Daily Entry

Weekday Hours
; ccjnn;{zplan

~ General

Routing Step
& colinRtPlan-FirstStep-DefaultRoutingS

Name *

& PABU2CTOP1

o] @ Weekday Hours-DefaultRoutingStep =

= | [oo i

=1 Time M [oo =
) =l

4  Edit the fields in the Daily Entry dialog as described in the table

below:

Field

Description

Name

Name of the Daily Entry (e.g. "Monday Daytime")

Business Unit

The Business Unit that owns the entry

Follow On Routing Step

The Routing Step to execute when the time falls
within this Daily Entry

Start Time Hours / Start
Time Minutes

The Start Time for this entry

End Time Hours / End
Time Minutes

The End Time for this entry

@The End Time Minute constitutes the
complete minute. For example, a value of 23:59
extends until midnight. Therefore, Monday 00:00
to 23:59 is the entire Monday, starting at midnight
and ending at midnight.

Routing Day

Selection from the individual days of the week,
as well as the following special entries::

*  Weekdays (Monday to Friday)—Can be used
to define a Daily Entry that takes effect from
Monday through to Friday.

*  Weekends (Saturday and Sunday)—Can be
used to define a Daily Entry that takes effect
on Saturday and Sunday.

* Every Day—Can be used to define a Daily
Entry that takes effect every day

5 Click Save & Close in the ribbon.
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7.5.19.2 Configuring Calendar Routes

Calendar Routes override Daily Entries. The Calendars associated with
the Calendar Routes are can be used by multiple Routing Plans, and are
published separately.

Calendars Routes are evaluated in the sequence shown in the table. The
order of the Calendar Routes can be changed by selecting an entry, and
clicking the Move Up/Down buttons in the ribbon.

To add a new Calendar Route, proceed as follows.

1 Click Save in the ribbon for the Time of Day Routing Step to display
the Daily Entries table in the dialog.

2  Click inside the Calendar table to display the Add New Calendar
Route icon in the ribbon.

3 Click the Add New Calendar Route icon.
The Calendar Route dialog is displayed

ﬁ Calendar Route
New
Routing Plan Routing Step
11.1.PRD.3-RC2-Error-Handling e Error-Release
4 General
Calendar ﬁ UK Bank Holidays 2016 _31 Business Unit 5 FC-CO j
Follow on Routing _31

Step

4 Edit the fields in the Calendar Route dialog as described in the table

below:
Field Description
Calendar The Calendar to associate with this Route.
Business Unit The Business Unit that owns the entry
Follow On Routing Step | The Routing Step to execute when the time falls
within this Calendar

5 Click Save & Close in the ribbon

7.5.19.3 Creating a new Calendar

While creating a Calendar Route as above, if a new Calendar is
required:
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1 Click the icon to the right of the Calendar field.
The Look Up Record dialog is displayed

2 Click New in the Look Up Record dialog
The Calendar dialog is displayed.

New
Saved Version Published Version Updated No
4 General

Name* UK Bank Holidays 2016
Business Unit™* & Fcco o

Time Zone Option  |Routing Plan Time Zone (Defaui) v]

Calendar Periods

Name Start DateTime Start Time Hours Start Time Minutes End DateTime End Time Hours

< >

0 -0 of 0 [0 selected) Page 1

3 Edit the fields in the Calendar dialog as described in the table below:

Field Description

Name The name of the Calendar

Business Unit The Business Unit that owns the Calendar

Time Zone Option Selection whether to use the Timezone specified in
the Routing Step, or to use a Calendar specific
Timezone.

Time Zone The Time Zone to use for this Calendar, if the Time
Zone Option is set to Specified Time Zone.
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4  Click Save in the ribbon to create the Calendar.

Click in the Calendar Periods table to display the Add New Calendar
Period Icon in the ribbon.

6 Click the Add New Calendar Period icon. The Calendar Period
dialog is displayed

Calendar Period

' Christmas 2016

Calendar Periods -

4 General

Name *

x
Business Unit &3 FC-co o}
Start Date * 24/12/2016 FE | Start Time Hours™ |15 [v] start Time Minutes * |00 V]
End Date ™ 27112/2016 & w| EndTimeHours™ |08 || End Time Minutes* |00 v

Repeat Every Year IH

7 Edit the fields in the Calendar Period dialog as described in the table

below:
Field Description
Name Name of the Calendar Period
Business Unit The Business Unit that owns the entry

Start Time Hours / Start | The Start Time for this entry
Time Minutes

End Time Hours / End | The End Time for this entry
Time Minutes

@The End Time Minute constitutes the complete
minute. For example, a value of 23:59 extends until
midnight. Therefore, Monday 00:00 to 23:59 is the
entire Monday, starting at midnight and ending at
midnight

Every Year Indicates whether this Calendar Period should
repeat every year. If not selected the Special Period
Entry will be used only once.

8 Click Save & Close in the ribbon

7.5.19.4 Configuring Special Period Entries

Special Period Entries override Daily Entries and Calendar Routes. For
example, these can be used for Public Holidays.

To enter Special Period Entries, proceed as follows

1  Click Save in the ribbon for the Time of Day Routing Step to display
the Daily Entries table in the dialog.

2  Click inside the Special Period Entries table to display the Add New
Special Period Entry icon in the ribbon.
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3 Click the Add New Special Period Entry icon.
The Special Period Entry dialog is displayed
E‘i spedial Period Entry

" New
Routing Plan Routing Step
@ Test Time of Day
~ General
MName * New Year's Day
Business Lnit & Getting Started )
Follow on Routing ie]
step *
start Date * 1172013 = Start Time Hours * 00 - Start Time Minutes 00 -
End Date * 1/1/2013 === End Time Hours * 23 - End Time Minutes * 59 -

EveryYear v

4 Edit the fields in the Special Period Entry dialog as described in the

table below:
Field Description
Name Name of the Special Period Entry
Business Unit The Business Unit that owns the entry

Follow On Routing Step | The Routing Step to execute when the time falls
within this entry

Start Time Hours / Start | The Start Time for this entry
Time Minutes

End Time Hours / End | The End Time for this entry
Time Minutes

@The End Time Minute constitutes the complete
minute. For example, a value of 23:59 extends until
midnight. Therefore, Monday 00:00 to 23:59 is the
entire Monday, starting at midnight and ending at
midnight

Every Year Indicates whether this Special Period Entry should
repeat every year. If not selected the Special Period
Entry will be used only once.

5 Click Save & Close in the ribbon
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7.5.19.5 Overlap Behaviour

If any of the time periods specified by different Time of Day Routing
Step entries overlap, the system resolves the potential conflict by treating
the overlapping steps as a hierarchy, shown in the figure below.

A B C
(Tue 5™ @ 11:45) (Fri 8" @ 03:15) (sat 9™ @ 15:30)
Wed 6"
Nov 2013
| /[\7 ' " 09:00— .
Specia \  Special Perio 17:00 Fri 25"
Periods ‘\1/‘ Entries \—1 Dec 2015
A< 09:00 -
Calendar 17:00
period \\\2//,\ Calendar Periods
>ﬁ Tue Thu
Individual Days 0197%% 297%%7
of the Week . .
Week Days
paily N\ 09:00-17:00
Entries ‘\\ //"
Weekend Days
09:00-17:00 !
Every Day
_ ooco3s | | | A | | |
Mon Tue Wed Thur Fri Sat Sun

Based on the time of the call, the various TOD entries are checked in the
order of priority shown in the left margin of the figure. TOD entries at
the top of the left margin have higher priority than those at the bottom.
The logic applies the first one that matches the date/time of the call.

In the figure above, the entries configured for Special Days and Individual
Days of the Week overlap with the time slots Week Days and Every Day.
The calls A, B and C are received at different times:

e Call A does not qualify for Special Days and Calendar treatment, but
is "caught" by the Individual Days of the Week entry for Tuesday 09:00-
17:00.

e Call B arrives too early to qualify for week Days 09:00-17:00, SO it
falls all the way through to the final "catch-all" time slot of Every Day
00:00-23:59.

e Call Cis "caught" in the Weekend Days 09:00-17:00 time slot.
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7.5.20 Voice Mail

A Voice Mail Routing Step plays a Voice Mail greeting and records a
Voice Mail, then sends it as an attachement via e-mail to the address
configured in the VVoice Mail Profile.

The Figure and Table below shows and describes the the Voice Mail
Routing Step dialog fields:

e Routing Step
Test Voice Mail

Routing Plan Saved Version Updated
1 No
~ General
Name * Test Voice Mail Business Unit * &5 Getting Started @
Type
Default Next
Default Mext Step * =]
Route To Voice Mail
Vaice Mail Profile * Test Voice Mail =
~ Events
| Mame | Follow On Routing Step Created On z
B Recording Timeout 9/27/2013 3:39 PM
1-1of1 [0 selected] Pagel
Field Description
Voice Mail Profile The Voice Mail Profile to use

7.5.20.1 Adding a New Voice Mail Profile
To add a new Voice Mail profile, proceed as follows:

1 With the Voice Mail Routing Step dialog displayed, click the icon to
the right of the VVoice Mail Profile field.

The Look Up Record dialog is displayed.
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2 Inthe Look Up Record dialog, click New.
The New Voice Mail Profile dialog is displayed, similar to the

following:
Voice Mail Profile

— New
~ General

Name * I Business Unit * =]

Announcement * & MaxP.,E:or:ir; Time |

[secs)
To Email Adaress* | From Email Address™* [

Subject Line Email *  [vou have received a Voice Mail from Caller: <CLI>

Body Text Email * Hella,
You have received a new Vaoice Mail. Please see the audio file attached.
The Call was from Caller: <CLU>
At the time the Voice Mail was left by the Caller, the Call had the Classification: [<CALL_TYPE_MAME=]

The Call came out of the following Queue: [¢QUEUE_NAME>]

Status Active

3 Use the information in the following table to edit the fields in the

dialog.
Field Description
Name The name of the Voice Mail Profile
When specifying a name, do not enter the apostrophe
character (*)
Business Unit The Business Unit that owns the Voice Mail Profile
Announcement Announcement to use for the Voice Mail greeting

Maximum Recording | Maximum length of the VVoice Mail to be recorded
Time In Seconds

To Email Address E-mail address that the Voice Mail notification will
be sent to

From Email Address E-mail address that the VVoice Mail notification will
be sent from
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Field

Description

Subject Line Email

The subject line for the email

This field can also contain the following tags
(inclusive of the angle brackets), which are
expanded in the email to be sent:

* <CLI>—=Calling Line Identifier of the caller

+ <CALL_TYPE_NAME>—Classification
of the call

+ <QUEUE_NAME>—Last Queue used for
the call. This is useful if a call is routed to
Voice Mail after being timed out of queue

Body Text Email

The body text of the email

This field can also contain the following tags
(inclusive of the angle brackets), which are
expanded in the email to be sent:

+ <CLI>—Calling Line Identifier of the caller

+ <CALL_TYPE_NAME>—Classification
of the call

* <QUEUE_NAME>—Last Queue used for
the call. This information is useful if a call is
routed to Voice Mail after being timed out of
queue

4 Click Save & Close

7.5.20.2 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Once you have saved the Routing Step, click the

Refresh icon ( = ) in the upper right corner of the Events table to display

the events.

The Table below describes the voice mail routing event that can occur. If
configured, a “Follow On Routing Step” is executed when the Event

Ooccurs:

Event

Description

Exceeded

Maximum  Recording  Time | The voice mail recording exceeded the

maximum allotted time.
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7.5.21 Wait

The Wait Routing Step is used to delay further processing of the current

Routing Plan for a fixed period of time or, optionally, until a Telecare
Information event is received.

e Routing Step
Wait RS

Routing Plan Saved Version Updated
B4 DeleteMe 3 No

4 General

Name ™ Wait RS

Type | Wait ﬂ

Default Next

Business Unit * & TonyYE

Default Next Step * @) Wait RS-DefaultRoutingStep =]
Wait

Duration *

Telecare Information [/
4 Events

D MName & Follow On Reuting Step

[ Telecare Information Received

O Timeout

1 - 2 of 2 (D selected)
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Field

Description

Default Next Step

Routing Step executed if an event occurs that is not
explicitly handled.

Duration

The time to wait in seconds, unless interrupted by a
Telecare Information event and the Telecare
Information checkbox is ticked on this routing step.

Telecare Information

When checked, the wait period can be interrupted by
Telecare Information events.
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7.5.21.1 Events

The Events area is populated with relevant Events only after you have
saved the Routing Step. Edit each event as described in chapter 7.4,
Editing an Event for a Routing Step.

The table below describes the events that can occur with this Routing
Step. If configured, a “Follow On Routing Step” is executed when the
Event occurs.

Event Description

Telecare Information | The Routing Step exits via this Event when a
Rl Telecare Information event is received and the
Telecare Information checkbox on this routing
step is ticked.

Timeout The Routing Step exits via this Event when the
configured timeout period expires.
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8.2

System Call Scheduler

Overview
This chapter includes the following chapters:
. Introduction to System Call Scheduler
. Creating a Scheduled Call

Introduction to System Call Scheduler

The System Call Scheduler is an Management Portal Entity that allows
the scheduling of Outbound Calls to be delivered at a defined date and
time. The System Call Scheduler is available in the Reporting area as
illustrated below.

Reporting fat GB- System Call Scheduler Scheduled Call Schedules ~ o
4 Ad Hoc Rey [ Name Business Unit Call ID Hexadecimal Outbound Address sca| ¢
=] ACD Reports [] s FC-CC1 529 10 ;i
| custom Reports [ szs FC-CCL 529 w s
&3 My Dashboards [0 52 FC-CCL 529 10 =
el ]
EE..: Sy s [ sz9 FC-CCL 529 10 R
1 . -
9 My Subscriptions [ s FC.CCL 529 10| ¢
Dash| n
4 DashBoards [ sz FC-CCL 529 10 2
2 Dashboard =
Iﬂ D:S D_ER: e [ =29 FC-CCL 529 105
ol namic POl o
r | =-
[z Dashboard Viewer Profiles :D 29 Fecca 329 9 a
2% Dashboard Viewer Pages i1 52 FC-.cc1 529 8
4 Reports [ FC-CO 529 g5
2| Reports
% Call Records
% Call Action Records
Q Logon Sessions
=
L System Call Scheduler
< >
Management
9 1 - 10 of 10 (0 selected) Page 1
Reporting Al # A B C D E F G H 1 J K LMNGOTPGI QT RTSTUVWXY Y Z
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A System Call Schedule has the following fields:

‘@ System Call Scheduler

System Call Scheduler « | A |

agentthk@cca.ypi.com
4 General
Name * Originator Type
agentthk@ cca.ypi.com Agent ﬂ
Business Unit™* ¢ State
& YpiContactCentreA-In | [Closed v
Outbound Address * Classification
320 &, YPI-C Scheduled Call CO THK _ﬂ
Scheduled Date and Time * ) Service Address
26/04/2016 | w1411 o]
Call ID Hexadecimal §
571F69631000012D
Call Notes
test
Owner g% YpiContactCentreA-In.Administration
Created On 26/04/2016 1413 Created By g MachineCrmProxyUser MachineCrmProxyUser
Medified On 26/04/2016 14:13 Q MachineCrmProxyUser MachineCrmProxyUser
Status Active Status Reason Active
Field Description
Name The name of the System Call Schedule. This value is

generated by the system.

Business Unit

Business Unit of the System Call Scheduler Record.
When the records are created form a Client Station,
this is the BU of the Agent.

Outbound Address

The Outbound Address for the Agent to Outdial.

Scheduled Date Time

Due date and time for the Scheduled Call.

Call ID Hexadecimal

The Hexadecimal ID of the Call once it has been
created.
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Field Description

Originator Type The type of originator for the call schedule:
Agent: The call schedule was created by an agent.

Portal: The call schedule was created via the
Management Portal.

API: The call schedule was created via the CSIF
API.

State The State of the record:

Scheduled: The call schedule is created.

Queued: The call has been created and queued for
delivery.

Cancelled: The schedule has been Cancelled before
it was created as a call.

Routing Failed: The Call was created for delivery
but could not be routed successfully.

Closed: The call has completed and been released.

Classification Classification selected by the Agent. The Scheduled
Call is created with this Classification.

Service Address Optional Service Address for routing the Call to
MMR.

If present, this Service Address overrides the one in
the Classification

Call Notes Notes associated with the Scheduled Call when it
was created.

8.3 Creating a Scheduled Call

There are several ways to create System Call Scheduler Records, either
as single records or via buld uploads.

8.3.1 Single Record Creation

8.3.1.1 Creation viathe CRM Interface

Single System Call Scheduler Records can be created via the
Management Portal Management interface by logging on as a user that
has either the Parent Tenant Administrator or Tenant
Administrator Management Role, then navigating to Reporting ->
Reports -> System Call Scheduler and clicking on New.
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‘ @ System Call Scheduler

New

4 General

Business Unit* ¢

Qutbound Address *

Scheduled Date and Time *

Call Notes

The following dialog will be displayed.

State

ams2intosve
Spen Co screcer crar
Activate 53 Copy a Link Eﬂ T;] [ Export to Bxcel @
Deactivate g E-mail a Link o = U F Filter ﬂ a 4
Edit Run Start Run  Import Advanced  Business Unit

Workflow Dialog Report. Data . Find Filter »

Records Collaborate Process Data AMSZ
Reporting fat 53- System Call Scheduler  Scheduled Call Schedules ™ Search for records P
4 Reports Name Business Unit Call 1D Hexadecimal Quthound Address Scheduled & || €
[ Rreports ~ ]
% Call Records o
% Call Action Records E
— =
£ Logon Sessions 5
g Logon Session Agent... '
'§Q Agent Feature Usage 3 ﬁ.
[ call Recording v ]
42 system Call Scheduler T
M > %
S 0- 0 of 0 (0 selected) Page 1 &+

Reporting Al # A B C D E F G H I J K LMNOZPQRSTUVYV WX ¥ Z

& [scheduled

Classification

Service Address

Filling in the fields as described in the table below.

Field Description

Business The name of your Business Unit.

URmt red This would be normally be the Business Unit for the
(Required) | o assification.

Outbound The Outbound Address to be dialled. This must be a valid
Address telephony number.

(Required)

Scheduled The date and time when the Scheduled Call is required.

Date Time

(Required)

State The State of the record. You cannot change this field. The
(Not system will fill in a value for this field once the Scheduled Call
Required) has been created, setting it to Scheduled.

Classification | The Classification for the Scheduled Call.

(Required)
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Field Description
Service The Service Address for routing the Call.
Address

If present, this Service Address overrides the one in the
Classification setting Scheduled Call Service Address. It is
recommended the Classification setting is used, instead of
populating this Service Address field.

(Optional)

4 Call Distribution System

Call Handling

Maximum number of B-Party Outbound Calls * § Maximum Number of A-Party Outbound Calls * §
1 -1

Call Scheduling

SChecuiee Call Service AGOrEssy J outsound Dialling Modeg
@ Demo 109 =@ IlPrewew

Default Agent Reschadule Period (Minutes) §
30

Call Notes The notes to be associated with the Scheduled Call when it is
(Optional) created. These notes are shown the agent when the call arrives
at their position (See also the relevant Client Software
documentation for further details).

| L -

8.3.1.2 Creation from the Agent Client

System Call Scheduler record can be created by Agents using their
Client application via the CSIF interface. Please refer to the Client
Software documentation for details.

8.3.2 Bulk Uploads

System Call Scheduler records can be bulked uploaded either directly in
Management Portal, using the import function, or via the CSIF interface
available for third party application integration.

Details on the CSIF API are available from Volt Delta.

Before using bulk loading, it is recommended single call schedules are
created as per chapter 8.3.1, Single Record Creation to validate the
processing.

Bulk loading directly in the Management Portal is performed as
follows:

1 Open an Internet Explorer web browser and enter the address for the
Management Portal. Logon as a user that has either the Parent
Tenant Administrator or Tenant Administrator Management
Role.
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2 Navigate to Reporting -> Reports -> System Call Scheduler. Click
on the drop down on the Import Data button, and select Download
Template for Import.
“ System Call Scheduler View Charts m
Activate 53 Copy a Link - ;g ‘; [xr Export to Excel &a
; Edit Deadiate | g Emala ik - Run  Start % Hlmn AALS Advanced Susiness Unit
‘Workflow Dialog Report~ Data« Find Filter «
Records Collaborate Process 531 import Data AMS2
Reporting o B System Call Scheduler Scheduled Cz [ Download Template for Import Search for records P
4 Rlejpn::puns ~ Mame Business Unit Download Template for Import {Outbound Address Scheduled &' I.:h
% Call Records Download a Microseft Excel template [a)
%, Call Action Records to import the System Call Scheduler a‘_
€ Logon Sessions C‘\eﬁcecr::cscln'ﬂe': that you save the ;‘
e Logon Session Agent... exported file before you open it. 1 g
22 Agent Feature Usage !
(&) call Recording v :
&2 System Call Scheduler LT
< > %
TR ETET 0-00f0 (0 selected) Page 1 L
Reporting Al # A B C D E F G H I J KL MMNOTPOQRS T UVWX Y Z
3 When prompted, save the template file to appropriate location.
Do you want to open or save System Call Scheduleracml from ams2intb5v2.voltdemos.co.uk?
Open Save | ¥ Cancel
4 Using Microsoft Excel open the template file you saved. You should
have a spreadsheet with the following column headings:
Name Business Unit Outbound Address Scheduled Date and Time Call ID Hexadecimal Call Notes Owner Originator Type State Classification Service Address
5 Fill in the columns as described below, creating a row for each

Note some fields are not

Scheduled Call you wish to generate.
required, as the system will fill those in when the records are

imported.
Field Description
Name The name of the Scheduled Call.
g\'m ired The system will fill in a value for this field once the Scheduled
equired) | call has been imported.
Business The name of your Business Unit.
URmt red This would be normally be the Business Unit for the
(Required) | ¢ |assification.
Call  ID | The Hexadecimal ID of the Call.
riexadeeimal | The system will fill in a value for this field once the Scheduled
(Re%uired) Call has been imported.
Outbound The Outbound Address to be dialled. This must be a valid
Address telephony number.
(Required)
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Field Description

State The State of the record.

(Not The system will fill in a value for this field once the Scheduled
Required)

Call has been imported, setting it to Scheduled.

Classification | The Classification for the Scheduled Call.
(Required)

Scheduled The date and time when the Scheduled Call is required.
Date Time

(Required)

Service The Service Address for routing the Call.

?(()js:izi;) If present, this Service Address overrides the one in the

Classification setting Scheduled Call Service Address. It is
recommended the Classification setting is used, instead of
populating this Service Address field.

4 Call Distribution System
Call Handling

Maximt

mber of B-Party Outbound Calls * ¢ Maximum Number of A-Party Outbound Calls * §
1 -1

Call Scheduling

Scheduled Call Service AdGressg J outoound Diatiing Modeg
@ Demo 109 3 IlPrEwEv.' v]

Default Agent Reschedule Period (Minutes)§
30

Call Notes The notes to be associated with the Scheduled Call when it is
(Optional) created. These notes are shown the agent when the call arrives
at their position (See also the relevant Client Software
documentation for further details).

| L -

o 2 a ot T OV

fm
sie)

6 Once you have finished entering all your data in the template file
(spreadsheet), import the data by navigating to Reporting ->
Reports -> System Call Scheduler. Click on the Import Data
button. The following dialog will be displayed.
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21 Import Data Wizard-- Web page Dialogue

@ https://ams2intb5v2 voltdemos.couk/WebWizard

Upload Data File

@Help

Select 2 data file to import into VDI Integration AMS2 mznagement console.

Data file name:

Browse...
Supported file types: XML Sprezdsheet 2003 (xmi), .csv, bt and Zip

hitps://ams2intb5v2.voltdemos.co.ul @) Internet | Protected Mode: On 9

7  Click the Browse button to find and select your template file, then
click Next. The following dialog should be displayed.

éj Import Data Wizard-- Web page Dialogue X

& https://ams2intb

! voltdemos.co.uk/Web Wi

fWizardContainer.aspx?Wizard|d=A0EIDC

O

Review Mapping Summary (i) Help

The data from the source files has been successfully mapped to the target record types and fields in VDI Integration
AMS2 management console, The data is ready to import.

Source Data Files VDI Integration AMS2 management console Record Typ

O System Call Scheduler.xml| System Call Scheduler
1 Data in any record types or fields that are set to Ignore will not be imported. To view
or change the record type and field mappings, click Edit.
< >
[ Back || wew |[ cance |
hitps://ams2intbSv2.voltdemos.co.ub € Internet | Protected Mode: On ‘E

8 Click Next on the above dialog to display the following.
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a Import Data Wizard-- Web page Dialogue X
@ hitps://ams2intb5v2.voltdemos.co.uk/WebWizard/WizardContainer.aspx?Wizardld= ADESDCO
Review Settings and Import Data @Help
Review the default settings, make the necessary changes, and submit the data for import.
Allow Duplicates
®No
OYes
Duplicate records will be determined based on the duplicate detection settings in VDI
Integration AMS2 management console,
Select Owner for Imported Records
g Parent Tenant Admin (Contact Operation) =
You do not have sufficient privileges to assign records to other users. The imported
records will be assigned to you.
‘ Back | ‘ Submit | ‘ Cancel |
https://ams2intb5v2.voltdemos.co.ul € Intemnet | Protected Mode: On

Now click on Submit. The following dialog will be displayed.

dj Impert Data Wizard-- Web page Dialogue

& https://ams2intb5v2.voltdemos.co.uk/WebWizard/WizardContainer.aspx?Wizardld= ADEIDC

Data Submitted for Import

i@ Help

1,) Congratulations! Your data has been submitted for import.

To check the status of the import, see Imports in the Workplace area.

https://amsZintb5v2.voltdemnos.co.ul € Internet | Protected Mode: On g
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10 Before clicking on the Finish button, click on the Imports link
shown in the text. This will display a window where you can monitor
and review the status of your import. For example the following
shows a row for an import.

G| mports ams2inthSv2
43 Copyalink . 7] [ Export to Excel

P NN | i
i E-mail s Link - 4

Delete mport Advanced  Business Unit
- Data ~ Find Filter -
Records Collaborate Data AMS2
Imports My Imports ~ o
O Import Name Status Reason Successes.,  Partial Failures Errors Total Proc., Created On = Created By &
[[]  system Call Scheduler.ml Completed o o 0 0 20/04/2016 18:26 Parent Tenant £
1 Vrmnmn Carsinm Amant Sk roe Corhmnitbant n n n A ASINAANIE AT Darant Tanant 4

You can press the refresh button on the right hand side in the list of
column headings to refresh the list and monitor to see when the
import Status Reason changes to Completed, at which point the data
will have been imported.

Imports My Imports ~ Search for records P
D Import Name: Status Reason Successes..  Partial Failures Errors Total Proc... C'ealedone
Once the import has completed you can review the import (e.g. to
investigate any failures) by double clicking on the row, which will
display a window similar to the following.

Impart Source File ams2intb5v2 g
x [ Copy a Link

G E-mail 3 Link
Delete
Records Collzbora
Information = Import Source File \mports [ [w
L General I 9\
= System Call Scheduler.xml
Related 4 General
4 Common
4Q System Call Scheduler... Name [sustem Call Schedulerxmi Status Completed =
4@ System Call Scheduler... Created By § Parent Tenant Admin (Contact Operation] [
=) Fai — —
(=} Failures Created On 20/04/2016 B w1526 | Finished On 20/04/2016 AN
a 3
System Jobs: P
[§# system Jobs
File [system Call scheculerxmi Size [53496
Record Type [system call Scheduler Map =]
Records Owned By | § Parent Tenant Admin (Contact Operation) [Q Duplicate Detection () No @ Yes
Results
Succssses 0 Failures 0
Partial Failures 0 Total )
Status Reason Completed
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9 Web Chat

9.1 Overview

9.2

This chapter includes the following chapters:
e Introduction

e Configuration of Chat Channels

Introduction

The OASIS Web Chat application enables users on the internet to
request a text chat session with a contact centre agent.

Internet users access the OASIS Web Chat application using a
supported internet browser to request a chat session. OASIS Web Chat
collects the user details and generates a connection-less "data call".
Once the data call is presented to a contact centre agent along with the
chat details, the call handling application (e.g. SmartStation or Media
Bar) loads a web page from the OASIS Web Chat application and
displays it to the agent in a tab so that he can "chat"” with the internet
user.

9.3 Configuration of Chat Channels

The Web Chat Channel configuration usually is implemented at Tenant
Business Unit level. You need to log-on to the Management Portal as
user with corresponding permissions for configuring Chat Channels.

Complete the following tasks:

6  Switch to the Chat Channel configuration by clicking Chat
Channels in the Multi Media Routing section:

AMS2 & | G3-

4 Multi Media Routing A
Routing Plans
W Service Addresses
SE Outbound Originating Ser..
CSA Configurations
sl MCG Configurations
@ Chat Server Configurations
@ That Channels

7  Create a new Chat Channel by clicking New in the Management
Portal ribbon.
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10

Enter a Name for the Chat Channel and select a Business Unit
(usually at Contact Operation or Contact Center level).

L Chat Channel
New

Updated No

~ General

Name* [my crat crarne Business Unit * &9 YoiContactOperstionA

&l

Description |chat channel fer demonstarting configuratien |

Save the newly created Chat Channel. The form refreshes and
displays the automatically generated Chat Client URL (here partially
greyed out due to security precautions). Chat end-users have to
navigate to this URL for starting a chat. The URL can be used
directly or embedded in a 3™ party web page.

~ General

MName* b4 | Business Unit &5 YoiContactOperationd

Description | Chat channel for demaonstarting configuration

Chat Client URL |

Enter properties as needed. Please find an explanation of the
properties in the following table:

Property Description

Section General

Channel Enabled Enables/disables the channel.
Inactivity timeout If the chat session remains inactive (i.e. without
(Secs) any end-user input) for more than this timer the

session will be closed. Typical value: 300
seconds (five minutes).

Called Party Must equal the Address Lookup value configured
Address in the Service Address of the Routing Plan that is
being used to route web chat calls to an agent
queue.

Section Look and Feel

Page Title A text that is displayed as title in the end user’s
chat page. Refer to element 5 in chapter 9.4,
End-user Interface Look-and-Feel Elements.

Greeting Pre Text The greeting message an end user gets when
having started a chat session consists of Greeting
Pre Text + end user name + Greeting Post Text.
Refer to elements 7 + 8 in chapter 9.4, End-user
Interface Look-and-Feel Elements.

Greeting Post Text | See Greeting Pre Text.
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Property

Description

Email subject

The end user can request an email transcript of
the chat. This property defines the content of the
email’s subject line.

Email From Address

The email’s sender address.

Logo URL

A URL link to an image that is displayed as logo
on top of the end user chat page. Refer to
element 1 in chapter 9.4, End-user Interface
Look-and-Feel Elements.

Logo Height (px)

The height reserved for the logo image in pixels.

Background color

Background color of end user chat page in hex
notation of RGB color space. Refer to element 4
in chapter 9.4, End-user Interface Look-and-Feel
Elements.

Own text color

The color of the text entered by the end-user.

Other text color

The color of the text entered by other chat
parties (usually the agent).

Border color main

Border color of start page. Refer to element 3 in
chapter 9.4, End-user Interface Look-and-Feel
Elements.

Border color

Border color of chat page. Refer to element 6 in
chapter 9.4, End-user Interface Look-and-Feel
Elements.

Section Message
Texts

This section contains default texts for the end-
user interface. The can be changed if another
localization of the end-user interface is desired.

Provide Details

The header text displayed on the chat start page
(i.e. the page with the ‘Start’ button). Refer to
element 2 in chapter 9.4, End-user Interface
Look-and-Feel Elements.

Other properties

All other properties of this section are self-
explanatory.
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Property Description

Section Access OASIS Web Chat allows internet users to be
Control —Captcha | challenged with Captchas if traffic from a single
Properties IP address exceeds configured limits. This is

intended to prevent the system from being
flooded with automatically generated rogue
traffic. The Captchas are provided by the
Google Recaptcha service
http://www.google.com/recaptcha. In order to
use this service API keys must be obtained from
the address above and configured in the
following entries. The keys must only be
configured if Captcha support is enabled.

Enabled Turns on Captcha protection to challenge clients
if the numbers of chat session requests from a
single IP address exceed configured limits. The
client's IP address is determined from the HTTP
header X-Forwarded-For. If this header is not
available, then the client IP address as reported
by IIS is used instead.

Max Requests The maximum number of chat requests from a
single IP allowed during the time interval in
minutes specified by Max Request Interval Minutes
before the client is challenged with a Captcha.

Max Request The time interval in minutes during which the

Interval Minutes maximum number of chat requests is
determined.

Max Request The duration in minutes over which the client

Timeout Minutes continues to be challenged with Captchas once

the traffic limits have fallen back below the
threshold value (Max Requests).

ReCaptcha Private | Private key for Google ReCaptcha service.
Key

ReCaptcha Public Public key for Google ReCaptcha service.
Key
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Property

Description

Section Access
Control — Trusted
User Data Transfer

Properties

Trusted User Data Transfer allows for starting
the end-user chat client directly with passing the
end-user’s name, email, and chat subject in the
initial HTTPS call; thereby bypassing the chat
start page. In order to enable this transfer of a
private key needs to be configured in the chat
server (via the Management Portal) as well as in
the tenant’s web portal calling the chat client.
Refer to chapter 9.5, Trusted User Data Transfer
for details.

Enabled

Enables Trusted User Data Transfer.

Data Transfer Key

Private key being used for Trusted User Data
Transfer.

Section Access
Control — Contact
Tracker CRM
Access

Properties

Web Chat transcripts can be stored as Contact
Activities in the OASIS Contact Tracker CRM
or as Contact Tasks in the Salesforce CRM. The
Contact Tracker CRM in a OASIS system
usually is being run in the same CRM instance
as the Management Portal CRM.

If no Contact Tracking of Web Chat transcripts
is required all ‘CRM’ properties can be left
empty.

CRM Connector
Type

The type of CRM access — only Dynamics or
Salesforce are supported.

CRM URL

Contact Tracker CRM organization URL or
the Salesforce login URL. The Salesforce
login URL looks like :

https://login.salesforce.com/services/Soap/u/34.0
where 34.0 is the supported soap version

(see also Salesforce documentation ).

If the CRM is being run on the
Management Portal server refer to Doc. Ref.
5 section Contact Tracker Web Chat.

CRM User

User name for external CRM access. Leave
empty if Dynamics CRM is being run in the
same CRM instance as the Management Portal
CRM.

CRM Domain

User domain for external CRM access. Leave
empty if Dynamics CRM is being run in the
same CRM instance as the Management Portal
CRM. (not relevant for Salesforce access)
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Property Description
CRM Security Special token for Salesforce login (not relevant
Token for Dynamics).

If you doesn’t know your security token, then:
Login to your salesforce organisation and
navigate from the top navigation bar to your
name/ My Settings/Personal/Reset My Security
Token.

Clicking on the button invalidates your existing
token and the new token will be mailed to you.

CRM . Password for external CRM access. Leave
gassworg/Conﬂrm empty if Dynamics CRM is being run in the
asswor same CRM instance as Management Portal

CRM.

Section Agent

Origin URL The URL displayed to the agent as clickable link
showing the originating web page of the chat,
e.g. http://www.voltdelta.net.

Agent Phrases The Smart Station provides a configurable, tree-
like list of phrases from which the agent may
select in order to save typing effort during a chat
session. The agent phrases are organized in a
two-level system: Phrase categories and phrases
within a category. See screenshots below.

Agent phrase categories:

Agent Phrases

[] | Label Text
= Goodbye phrases

[J[=F Welcome phrases

Agent phrases within a category:

- General
Label Text * podbye phrases| x| Business Unit
Chat Channe # YPI Chat Channel CO-1 )|
~ Phrases
O | LabelTedt | Phrase Text
O Goodbye phrase Goodbye
O Personal goodbye phrase Goodbye %OTHERMAMES: and have a nice day!

Placeholders in agent phrases:
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Placeholder Expands to

%OTHERNAME% The name of the end-user.

11 When having finished the property configuration Save the Web
Chat Channel and Publish it. The Management Portal then creates
and maintains the configuration files for channels in XML format.
The channel configuration files are named

chatChannelConfig_<GUID>.xml, where <GUID> denotes the unique
channel ID.

9.4 End-user Interface Look-and-Feel Elements

The following screenshots show the start page (upper) and chat page
(lower) of the end-user interface. The user interface elements are tagged
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and referenced from the respective property/key descriptions in chapter
9.3, Configuration of Chat Channels.

2AVoltDeliary 4
2 O
@e provide some @
Marme *)
end-user
Email

end.user@enduser.net

Subject
Chat example

*) mandatory input @

Start chat

o
b4

mlll|
?

', VDR CO chat ) 5

Active users: Agent T

(15:06:08): Connecting to chat server._.

(15:06:08): Connected to chat server
t15:l}6:ua}:l'ﬂ'elcomelend—userl to the web chat sessicnl T+8
Agent T (15:06:12): -= Joined the chat

9.5 Trusted User Data Transfer

Trusted User Data Transfer allows transferring the end-user’s name,
email address, and chat subject directly in the HTTPS request when
starting the chat client. Therefore, the web chat start-up page is
bypassed. In order to enable a secure data transfer chat clients as well as
the chat server need a common private key. The private key is used for
generating a hashcode that guarantees the integrity of the transferred
data.
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This mechanism is useful for situations where the chat client is
embedded in a tenant’s web platform. End-users already logged on to
the tenant’s web platform can start the chat client without being
challenged again for their name and email address.

The tenant’s web portal needs to fulfill two requirements in order to
enable the Trusted User data Transfer:

e The web portal must generate the hashcode according to the
following rules:

ASCII encoding of text before hash computation;
SHAZ1 hash computation.
Programming example C# .NET:

// Input values private key, name, email, subject as strings

string key = KeyTextBox.Text;
string name = NameTextBox.Text;
string email = FmailTextBox.Text;

string subject = SubjectTextBox.Text;

// Call hashcode generation method
string hashcode = GetSHAlHash (key + name + email + subject);

// Hashcode generation method
public static string GetSHAlHash (string text)
{

var SHAl = new SHAlCryptoServiceProvider () ;

byte[] arrayData;
byte[] arrayResult;
string result = null;

// Convert text string into ASCII encoded byte array
arrayData = Encoding.ASCIT.GetBytes (text);

// Generate hashcode
arrayResult = SHAI.ComputeHash (arrayData) ;

// Convert byte array back to hexadecimal string
result = BitConverter.ToString(arrayResult);

return result;

e The HTTPS request for calling the chat client must contain the
user data as well as the hashcode as follows:

https://<chat-server>/?channel=<chat-channel>&name=<end-user-
name>&email=<end-use-email>&subject=<subject-
text>&hashcode=<generated-hashcode>
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The first part of the URL including <chat-server> and <chat-
channel> is the Chat Client URL being retrieved in step 9 of chapter
9.3, Configuration of Chat Channels.

The chat server must have enabled Trusted User Data Transfer and
configured the common private key (refer to chapter 9.3, Configuration
of Chat Channels).
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10 Prompt Management

10.1 Overview

This chapter includes the following chapters:

. Introduction to Prompt Management

. Configuration Sequence

. Creating a Media Prompt

. Creating an Announcement Media Prompt

. Creating an Announcement

. Publishing an Announcement

. Working With Service Announcement Profiles

10.2 Introduction to Prompt Management

The process of building prompts is accomplished in steps, beginning with
uploading .wav audio recordings to the Management Portal to create
Media Prompts. You then add basic identification attributes to the media
prompts by constructing an Announcement Media Prompt, which can
reference one or more Media Prompts. One or more Announcement
Media Prompts are then combined to produce an Announcement, which
is the format that is played to the caller. Announcements can be played
to the caller at various phases of a call and for various conditions. Once
the Announcements have been created, they can used to build advanced
entities called Service Announcement Profiles, which define (for a queue
or classification) the announcements that are played and with what
frequency they are played during on-hold and in-queue call states
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In the Management Portal, the entities described in the Table below are
used to configure announcement prompts and playback. The Table also
lists the order of sequence for creating each entity.

Step | Prompt Entity | Description

1 Media Prompt | The uploaded audio file(s) (in .wav format) and
descriptive text.

There are several types of Media Prompt:
Normal:

The Normal Media Prompt type holds a single
audio prompt file.

Play Queue Time:

A System Media prompt used to announce the
Queue time for the Queue in which the call is
currently located. It is a container holding the 68
audio prompt files (digits) required by the feature.

Alphanumeric Strings

A System Media prompt used to hold all the audio
prompt files required by the Alphanumeric String
spelling feature (up to over 450 files).

2 Announcement | contains one or more Media Prompts, plus
Media Prompt | 1 following attributes:

e Language—The language spoken in he
prompts

e Gender—Whether the voice talent is male or
female

e Persona—Identifies a specific voice talent or
character

The Media Prompts are played in the
sequence specified by the Announcement
Media Prompt.

Once a Media Prompt has been assigned to an
Announcement Media Prompt, it is no longer
available to assign to other Announcement Media
Prompts
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Step

Prompt Entity | Description

Announcement | Contains one or more Announcement Media
Prompts.  Where more than one
Announcement Media Prompt exists, one
Announcement Media Prompt is chosen and
played during a call based on the best match
to Language, Gender, and Persona.

Unlike Media Prompts, Announcements are
reusable and can be selected multiple times
from various places where audio is played.

Announcements can be played from Routing
Plans or can be referenced and played by Service
Announcement Profiles and Voice Mail Profiles.

Service Defines the music and Announcements
Announcement | y1aved to callers during the following call
Profile states:

* In-Queue
« On-Hold A-Party
+ On-Hold B-Party

10.3 Configuration Sequence

1.

2.

Creating Announcements or Service Announcement Profiles and
enabling them for use with the Management Portal involves the following
sequence:

Create announcements, as described in the following chapters:
a. Creating a Media Prompt
b. Creating an Announcement Media Prompt
c. Creating an Announcement
d. Publishing an Announcement

Create a Service Announcement Profile to use the
announcements, as described in the following chapters:

a. Creating a Service Announcement Profile
b. Publishing a Service Announcement Profile

c. Assigning  Service  Announcement  Profiles to
Classifications or Queues
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10.4 Creating a Media Prompt
10.4.1 Overview

There are several types of Media prompts as per the following table.
Normal Media Prompts are simple wrappers around a single audio file.
The other types, also known as System Media Prompts, are a collection
of Audio Files. At runtime, when the System Media Prompt is triggered
via the Announcement, a specific algorithm is used to decide which of
the files in the collection are played and in what order.

Type Description

Normal A normal Media Prompt is a single audio file
that is part of an announcement.

See chapter 10.4.3, Standard Media Prompts.

Play Queue Time A System Media prompt used to announce
the Queue time for the Queue in which the
call is currently located.

See chapter 10.4.4, Play Queue Time Media
Prompts

Alphanumeric String | A System Media prompt used to spell out any
alphanumeric string provided at runtime.

See chapter 10.4.5, Alphanumeric String
Media Prompts

Supported Formats

The following .wav file formats are supported for media prompts. The
recommended format is shown in bold

Format Name Frequency Bitrate

OKI ADPCM 6 kHz 4 bits

OKI ADPCM 8 kHz 4 bits

G.711 A-Law 6 kHz 8 bits

G.711 A-Law 8 kHz 8 bits

G.711 p-Law 6 kHz 8 bits

G.711 p-Law 8 kHz 8 bits (Recommended

Format)
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Format Name Frequency Bitrate
Linear PCM 8 kHz 8 bits
Linear PCM 8 kHz 16 bits
Linear PCM 11kHz 8 bits
Linear PCM 16 kHz 16 bits
10.4.2 Remarks
To achieve the best audio results, G.711 p-Law is the recommended
audio file format. When creating audio prompts from a standard 44.1K
file as provided by the studio, the following procedure is recommended
to archive optimal results:
1. Start from a 44.1K file (Mono or Stereo)
2. Apply any required normalization/audio compander if required
3. Convert (down-sample) to 8kHz/16bits Mono using a high
quality down-sampler
4. Save the 8kHz/16bit file as G.711 p-Law
5. The resulting file is 8kHz/8Bits as per the p-Law format
definition
Note: Music files (for Music on Hold) may require additional
processing (frequency filtering, etc.) to ensure an acceptable
rendering in G.711 u-Law depending on their audio profile.
S22033-3.0 Tenant Administration
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10.4.3 Standard Media Prompts
To create a Standard Media Prompt, proceed as follows:

1
Management — Media Prompts.

In the Management Portal navigation pane, select Prompt

Active Media Prompts display in the right pane, as shown in the

following figure:

™7 {5 Export to Exce

E Media Prompts View Charts

Deactivate 43 Copyalink . : 7 Filter
New Edit tar Run import
X Delate . -jf-rrn alnk . Jiaog Reporte Data
Records Coliaborate Process Data
AMS2 @5 | Media Prompts: Active Media Prompts ~
- -
Multi Media Routing L2 Name « Business Unit Text
4 Prompt Management I & InQPéaséerols PABUZCIOFT Pléazé Fold for mext bva
¥ Service Announceme. T ® Merulanc2 PABU2CTOPL Your ¢hoices are: Press 11
@ Anncuncements @ Mervianc2Repeat PABU2CTOR: Your cholces are: Press 11...
- ™ ® MenuRepeat PABU2CTOPL Twill repest the choices!
™ ® MenuSeiection PABU2CTOPL Please choose from the 1.
re Msg2GooaDay pabu2ecl Meszage 2: Mave a Good
4 Publications M ® Msg3GreatDay pabulect Message 3: Have A Great
& Pudiications r® Nceday PABUZCTORL Have a Nice Day!
Server Publications —
o & I @ NoAgentavailable PABU2CTOPL No agents are available
4 User t
ac SHisgemes T ® NoAgentavsiable pabuecl No Agent Avaiable
A User Profiies =
2 User Reporting Groo gl &) PleaseHoldl pabudecl Flease Ho'd for next ava
Grov. | §
B User Securlty Groups T ® Quefu PABU2CTOPL Queue is fu
2 ser Extended Permi... M ® svence1s00ms PABU2CTOPL Silence 1500ms
4 Queue Management I G) TODciosed PABU2CTOPL It's closed! There is na bo.
& agent Select Skl Gr.. ™ ® ToDesedt PABU2CTOPS 1t's Closed] There is no bo
& 2ggregste Queve Gr.. ™ ® Tobciosed2 PABUZCTOPL 1t's closed! There Is n0Do.
4 Business Unit Manage... | G) TODclosed3 PABU2CTOFL 1t's closed! There is nobo..
& Business Units ™ ® ToDcioseds PABU2CTOPL 1t's ciosed, There is nobo..
Producis W) ™ ® Tobcayotweek PABUICTOPT  Times of Day. Days of We
& ¥ y. Day
Business Unit Progu... .
a Not Rusdy Ssb Siabes I G‘ TODeveryday PABU2CTOPL Times of Day. Everyday.
¥ 3G -
- . = = =T G) TODexit PABUZCTOPL Times of Day. Exit
4

. anaer

2 Click New in the ribbon.

The Media Prompt dialog is displayed:

#

liter

Adyanced Business Unit
Fing F

AMS2

Announcement Media Prompt Se

QuéeMessage
MenuChoice
MenuCholceRepeat
MenuChoiczRepest
MenuChoice
QueMessagel
QueMsg3

QueMsg2
QueRejection
QueMsg3
QueMessagel
QueRejection

Sllence
TODweekendclosed
TODweexdaypmeiose
TODweekdayamciose
TODextclose
TODeveryoayuncheiose
TODgayofweek
TODweekdayopen

TODexclose
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gt rr el VDIET &

ave & Mew

ij :ecla Prompt

oW
Announcernent Media Prompt Saved Verson Published Version Updated
Mo
Related

4 Other “ General ~
v Name * Business Unit * ol
©- 3
-

4 Publication fat
& Fublication Type* Narmal Kl

4 Processes
& Audit History 4 Prompt Management

1, Please save this Media Prompt to enable the Prompt Management features.

Status Active

3 Complete the following fields:

Field Description
Name The name of the media prompt
Text This is optional for a voice

announcement, although it can be used
to indicate the text of the prompt if
required. For text-based announcements
(e.g. for web chat) this is the text of the
announcement.

Business Unit The Business Unit to which this Media
Prompt belongs.

Type The Media Prompt type, which is either
“Normal”, “Play Queue Time” or
“Alphanumeric String.

For Normal Media Prompts, set this to

Normal before proceeding. For the other
types, see the following chapters.

A message appears in order to indicate that
the record has not been created yet.
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4  Click save.

The Prompt Management section appears in the dialog. For Normal
Media Prompt it looks like this:

4 Prompt Management

@ Maximum size of each file = 15 megabytes

File types which can be uploaded = .wav ) Upload Prompt File...

Status File Mame Source File Play

5 Click Upload Prompt File... to choose a media prompt .wav file to
upload.

The internal file name for each Media Prompt is assigned
automatically and appears in the File Name (On Server) field.

See chapter 10.4.2, Remarks for details on the recommended
format for the .wav files to be used as media prompts

6 A message is displayed to indicate that the record (with the uploaded
prompt attached) was successfully uploaded and saved.

4 Prompt Management

O 1 file uploaded successfully. &) Upload Prompt File...
Status File Mame Source File Play
Active Welcome_V1_95c3ad84-fdaf-e611-b7f7-e839350eb952 wav CATemp\Welcome.way | 2" B

7 Click save & Close to exit the Media Prompt.

A Media Prompt is not published on its own but is published
when an Announcement that uses it is published. For
publishing instructions, refer to chapter 10.7, Publishing an
Announcement

8 Continue on to Chapter 10.7, Creating an Announcement Media
Prompt

10.4.4 Play Queue Time Media Prompts

Please see chapter 10.4.3, Standard Media Prompts for the first steps of
the Media Prompt creation until the point where the Type is selected. If
the Type-field is changed to Play Queue Time, the dialog displays
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three additional fields, which are optional: File Name Prefix, File Name
Suffix and Minimum Wait Time:

Media Prampt
®
New

Arnouncement Media Prempt Saved Verson Publihed Yerson Updated
1]
4 General
MName* TimelnQueue Businass Unit * _._-JJ
Type® Play Queue Time E Mimimum Wait Time
(Secs)
File Mame Prefix | File Mame Suffi [
4 Prompt Management
1, Please cave this Media Frompt to enable the Frompt Management features,
NOTE: Once saved, the fields Name, Type, File Name Prefix and
File Name Suffix cannot be changed.
1 Click save.
The Prompt Management section appears in the dialog. For Play
Queue Time Media Prompts it looks like this:
4 Prompt Management
6 Maximum size of each file = 15 megabytes
File types which can be uploaded = .wav P e A e |
Name File Name Play
and J Flim a
Approximately @ |(»)(= a
hour | = a
hours @ | a
Lo @ weHE
L1 J Flim a
L2 & | (k)= a
L3 @ woHE
L4 &) | (»)(m a
s @ WH
B [ e

Click Upload Prompt Files... (or the green +-icon, o ) to select
one or more media prompt .wav files to upload.

The Play Queue Times feature requires 68 prompt audio files, the
names of which must each match the corresponding prompt name
followed by the “.wav” suffix. All 68 prompts must be uploaded
before the associated Announcement can be published.
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See chapter 10.4.2, Remarks for details on the recommended
format for the .wav files to be used as media prompts

2 A message is displayed to indicate that the Prompts were
successfully uploaded and saved. The files uploaded automatically
appear next to the corresponding names.

4 Prompt Management

Q 5 files uploaded successfully. w+) Upload Prompt Files... ‘
Name File Name Play
and and_W1_bf087fcl-feaf-e611-a850-00155d0b3a3e.wav & | (b)(= |3
Approximately Approximately V1_c1087fcl-feaf-e611-a850-00155d0b3a3e.wav & | E
hour hour_V1_c3087fcl-feaf-e611-a850-00155d0b3a3ewav + QRO |E]
hours hours_V1_c5087fcl-feaf-e611-a850-00155d0b3ade.wav & | (»)(= |E]
L0 L0 V1 _cT087fcl-feaf-e611-a850-00155d0b3a3e.wav +JOI0] =]
11 “IOIOI=|
L2 + OOl =]
13 @ |(»)(= E
L4 +HOIO]=]
L5 + OIO] =]
UE =

3 Once all the files have been uploaded, Click Save & Close to exit the
Media Prompt.

A Media Prompt is not published on its own but is published
when an Announcement that uses it is published. For
publishing instructions, refer to chapter 10.7, Publishing an
Announcement

4 Continue on to chapter 10.7, Publishing an Announcement

10.4.5 Alphanumeric String Media Prompts

Please see chapter 10.4.3, Standard Media Prompts for the first steps of
the Media Prompt creation until the point where the Type is selected. If
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the Type-field is changed to Alphanumeric String, the dialog displays
an additional Option Announcement Rule:

4 General

Name * DA Number Business Unit* &= o
Text

Type * |AI phanumeric String ﬂ

Announcement Rule

UE Mumber
US Mumber

4 -
Prompt Mana Irish Mumber

German Number

| Please save this Media Prompt to enable the Prompt Management features.

1  Select the Announcement Rule for the application:

Announcement Rule | Description

Generic String Use for any generic string of alphanumeric
characters *e.g. reference or booking numbers,
postcodes, etc.)

The string is announced one character at a time
with rising, neutral and falling prompts used for
each group. Groups are marked by separators
like space or brackets. If there are no separators,
the whole string is one group.

Examples:
“Y7SJN9”: LY,C7,CS,CJ,CN,R9
“TW16 7HT”: LT,CW,C1,R6,Space,L7,CH,RT

UK Number Standard UK Telephone Number announcement
rules

US Number Standard US Telephone Number announcement
rules

Irish Number Standard Irish Telephone Number

announcement rules

German Number Standard German Telephone Number
announcement rules

bl
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2 Click save.

The Prompt Management section appears in the dialog. For
Alphanumeric String Media Prompts it looks like this:

4 Prompt Management

0 Maximum size of each file = 15 megabytes
d

File types which can be uploaded = .wav | & Upload Prompt Files...

Name File Name Play

The Prompt Management section is empty at first but supports the
controlled upload of up to 457 different prompts as per the table
below. All prompts are optional and the Media Prompt can be
successfully saved and published with just a minimal set of prompts.
It is the responsibility of the solution writer to ensure all the prompts
required for the application have been uploaded (e.g. for UK
Number, all the letters can be left out). The following table lists all
the Prompts that can be uploaded.

Prompt files (xxx.wav) must be named as per the table below before
they are uploaded. The table gives the official order of the prompts
reading from left to right and then down (e.g. LO, CO, RO, L1, etc.)

Rising Neutral Falling Description/Utterance
LO.wav C0.wav RO.wav Zero or “Oh”

L1.wav Cl.wav R1.wav One

L2.wav C2.wav R2.wav Two

L3.wav C3.wav R3.wav Three

L4.wav C4.wav R4.wav Four

L5.wav C5.wav R5.wav Five

L6.wav C6.wav R6.wav Six

L7.wav C7.wav R7.wav Seven

L8.wav C8.wav R8.wav Eight

L9.wav C9.wav R9.wav Nine

LOd.wav CO0d.wav ROd.wav Double zero or double “oh”
L1d.wav Cld.wav R1d.wav Double One

L2d.wav C2d.wav R2d.wav Double Two

L3d.wav C3d.wav R3d.wav Double Three

L4d.wav C4d.wav R4d.wav Double Four

L5d.wav C5d.wav R5d.wav Double Five

L6d.wav Céd.wav R6d.wav Double Six

L7d.wav C7d.wav R7d.wav Double Seven
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Rising Neutral Falling Description/Utterance

L8d.wav C8d.wav R8d.wav Double Eight

L9d.wav C9d.wav R9d.wav Double Nine

LO1.wav C01.wav RO1.wav Zero-One or Oh-One

LO2.wav C02.wav R02.wav Zero-Two

LO3.wav C03.wav RO3.wav Zero-Three

L04.wav C04.wav RO4.wav Zero-Four

LO5.wav CO05.wav R05.wav Zero-Five

LO6.wav C06.wav R06.wav Zero-Six

LO7.wav C07.wav RO7.wav Zero-Seven

L08.wav C08.wav R08.wav Zero-Eight

L09.wav C09.wav R09.wav Zero-Nine

L10.wav C10.wav R10.wav Ten

L11.wav Cll.wav R11.wav Eleven
All the numbers between
twelve and ninety eight

L99.wav C99.wav R99.wav Ninety nine

L100.wav C100.wav R100.wav One hundred

L200.wav C200.wav R200.wav Two hundred

L300.wav C300.wav R300.wav Three hundred

L400.wav C400.wav R400.wav Four hundred

L500.wav C500.wav R500.wav Five hundred

L600.wav C600.wav R600.wav Six hundred

L700.wav C700.wav R700.wav Seven hundred

L800.wav C800.wav R800.wav Eight hundred

L900.wav C900.wav R900.wav Nine hundred

L1000.wav C1000.wav R1000.wav Thousand

LA.wav CA.wav RA.wav A

LB.wav CB.wav RB.wav B
All the remaining letters of
the alphabet

LZ.wav CZ.wav RZ.wav Z

space.wav A short silent prompt for the

space character

LStar.wav CStar.wav RStar.wav Star

L#.wav C#.wav R#.wav Hash

L-.wav C-.wav R-.wav Dash or Hyphen

L+.wav C+.wav R+.wav Plus
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The Prompts can be uploaded one by one or by batches. Once the
Prompts have been uploaded, the form looks like this:

@\: Media Prompt
Announce Number

Announcement Media Prompt Saved Version
() Announce Number2 1
4 General
Mame * Announce Number
Text
Type* |Alpharume"c String ﬂ
Announcement Rule |Iri5h MNumber ﬂ

4 Prompt Management

e Maximum size of each file = 15 megabytes
File types which can be uploaded = .wav

Name
Lo
L]
RO
L1
[ |
R1
L2

File Name

L0 V1 c67d4859-dc74-e611-9411-00155d0b5229 wav
C0_W1_bcf22f53-dc74-e611-9411-00155d0b5229.wav
RO_V1 _4324a4ba-dc74-e611-5411-00155d0b5229. wav
L1_V1_ca7d4859-dc74-e611-5411-00155d0b5229.wav
C1 W1 _o0f22f53-dc74-e611-9411-00155d0b522%.wav
R1_V1 4724a4ba-dc74-e611-5411-00155d0b5229. wav
L2_V1_ce7d4859-dc74-e611-5411-00155d0b5229.wav
C2_W1_c4f22f53-dc74-e611-9411-00155d0b522%.wav
R2_V1 4b24a4ba-dc74-e611-9411-00155d0b522%.wav
L3_V1_d27d4859-dcy4-e611-9411-00155d0b5229. wav
C3_V1 _cBf22f53-dc74-e611-9411-00155d0b522%.wav
R3_W1_4f24a4ba-dc74-2611-9411-00155d005228.wav
L4 V" 670 "§59-dcy” 2611 "411-0755dM 3229 aw

Business Unit

Media Prompts

Published Version Updated

No

& o

ML

W+ Upload Prompt Files... ‘

g

|80 e 060ee00ee e

3 Once all the files have been uploaded, Click Save & Close to exit the

Media Prompt.
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4 Alphanumeric String Media Prompts announce the string provided
at runtime in the Announcement Routing Step that invokes the
Announcement. Please see chapter 7.5.2, Announcement for details.

e Routing Step
Error-Announcement-DefaultRoutingStep-DefaultR...

Routing Plan Saved Version Updated
&4 Handling 1 No
4 General
MName * Announce DA Number Business Unit * &= co g
Type |Annuuncement ﬂ
Default Next
Default Mext Step * =
Announcement
Announcement * ) Announce Number jjl
Announcement stroANumber x
String
A Media Prompt is not published on its own but is published
when an Announcement that uses it is published. For

publishing instructions, refer to chapter 10.7, Publishing an
Announcement

5 Continue on to chapter 10.7, Creating an Announcement Media
Prompt

10.5 Editing Media Prompts

When Announcements are published, they acquire the underlying
Announcement Media Prompts and Media Prompts. If you want to
replace even a single .wav file (a Standard Media Prompt or a .wav file
inside the other types), you must publish the Announcement again for the
new audio to be played

10.6 Playing an Uploaded Media Prompt

To listen to a Media Prompt that has already been uploaded to the
Management Portal, proceed as follows:

1 In the Management Portal navigation pane, select Prompt
Management —» Media Prompts.

A list of the Active Media Prompts is displayed:
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2 Click the name of the Media Prompt that you want to review. Details
for the Media Prompt are displayed:

7]
m Media Prompt VDIb? &
W b S
1 ] La
Swe  Ssved
Ciose X Delete
Information PR R
General G/' bl
L < WelcomePrompt
Pubiscation Fies Anncuncement Medha Prompt  Saved Version Published Version Updated
No
Related
4 Other 4 General ~
%) Media Prompts G
@ Media Promg Haks 3 el
® Anncuncement Medi...
4 Publication - B
& Publications ype * ™
4 Processes
o Audit History 4 Prompt Management
O File uploaded: WelcomePrompt_V1_d9b3837a-b120-e511-8d4-e839350eb952.wav &9 Upload Promot File
Status File Name Source File
Active BeicomePrompt_V1_d3b3837a-5120-e511-Edid-e839350eb352 wew Approximately e =
N
L
v
Active

3 Click on either: the File Name of the .wav file or the Play icon to its
right, shown above.

A message similar to the following is displayed near the bottom of
the browser window:

Do you want to open or save InQMusic_¥1_5fa57cfc-cd52-e311-9d4a-3cd92bf710d4 . wav from vdrpal.rent11.voltdelta.com?

Open Save | - | Cancel

4 Do one of the following.

e Click Open to play the file using the default media (.wav file)
player for the Management Portal

e Click Save —» Save as to open a standard Windows “Save
As” dialog where you can browse for a location to save the
file. You can also specify a more intuitive name for the audio
file

10.7 Creating an Announcement Media Prompt

An Announcement Media Prompt is configured with one or more Media
Prompts to be played in a defined sequence. When you create an
Announcement Media Prompt, you assign the following attributes to a
sequence of Media Prompts that you have already uploaded:

. Display name
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. Language
. Gender
. Persona

To create an Announcement Media Prompt, proceed as follows:

1 In the Management Portal navigation pane, select Prompt
Management — Announcement Media Prompts.

The Active Announcement Media Prompts display in the right pane,
as shown in the following figure

e |[——— AVoltDofta

= 3 ™1 iub Export to Exce
= 3w h <
Deactivate 43 Copya Link - b  Filter
New = Run Run  Import Advanced Business Unit
W Delete T E-maila Link . Werkflow Report . Dats. Find Filter
Records aliaborate Data AMS?
AM52 | G3- Announcement Media Prompts: Active Announcement Media Prompts ~
R ) s
Multi Media Routing r Maire Business Unit Announcement | Language
AT e T e R e
@ Service Announcement Frofiies M & MenuChaics PABLIZCTORL MeruAnnounce
@ Announcements ™ & menuChokeRepest PABLIZCTORL MenuAnnouncer
£} Announcement Media Pramats & QueMessage PABUZCTORL QMessage
® wmedia Frompts & QueMessages pabu2ect QMessagel
Call Management C® QueMspz PABU2CTORL QMsg2
4 Publications ™ & QueMsgs pabuZect QMsg3
& rublications r® QueRejection PABUZCTORL QReject English
R @ Sience BABLZCTORL VoltDeita Webslte
4 User Management ™ (& ToDdayofwesk PABUZCTOPY TODspecialfridey  English
L I ® ToDeveryazyiuncheiase PABLIZCTOPL TODooselunchew
GER User Reporting Groups : -
3 .' 9 & ToDexitcose PABLIZCTORL TODooseholiday
. User Security Groups
8B, User Extended Permissions ™ &) ToDfridayspacia PABLIZC TODspecialfridsy  English
e e ey - T & TtoDspecialhumday PABL2 1 TODhumaayspeci
B Agent Seiect Skill Groups ™ ® ToDweekdayamdose PABUICTORL TODamcloseweek
8 Aggregate Queue Groups ™ (&) ToDweskdsyopen PABU2CTOPL TODepenweskds
4 Business Unit Management ™ @ ToDweekdayomeiose PABUZCTOPL TODpmooseweek
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2  Click New in the ribbon

The Announcement Media Prompt dialog appears:

ZA\VoltDelta o

H q:] Save & New
Information REE
s © \eu
Related -
4 Other
® 4 General
4 Processes Name * Language N v
4 Business Unit * N¢ 7‘
4 Media Prompts
Seque..  Name Media Prompt T, Text [,}36\“ Version Updated ﬁ'.»blwshed Version Created
< >
0-00f 0 {0 zelected) Pag
Active
3 Complete the following fields in the dialog:
Field Description
Name Enter the display name you want to use for the prompt

Business Unit Select the Business Unit to which this Announcement
Media Prompt belongs

Language Do one of the following:
e Leave this field as “Not Applicable” to
indicate the “default” language.

e Select a language from the current
language list to assign to the prompt.

e Create a new language identifier from the
Language Look Up Record dialog and
select that language
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Field Description

Gender Do one of the following:

e Leave this field as “Not Applicable” to
indicate the “default” gender.

e Select either Male or Female gender to
assign to the prompt

Persona Do one of the following:

e Leave this field blank to indicate the
“default” persona.

e Select a persona from the current persona
list to assign to the prompt.

e Create a new persona identifier from the
Persona Look Up Record dialog and
select that language

Click save to enable the Media Prompts table.
Click on the Media Prompts table

The Add New Media Prompt and Add Existing Media Prompt
buttons appear in the ribbon.

6 Click Add Existing Media Prompt

The Look Up Records dialog is displayed, showing Media Prompts
that have not yet been assigned to an Announcement Media Prompt

7  Select one or more desired Media Prompt(s) that you want to include
in the Announcement Media Prompt.

announcement using multiple .wav files for different parts of
the announcement. This technique can also be used for the
playing of music, where each audio track is a separate .wav
file. The Media Prompts are played in the order listed.

@ You might want to use multiple Media Prompts to create an
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8 Click OK
The record(s) now appear in the Media Prompts area:

[ Media Prompts

| | Seque.. Name Media Promp# T. Tt Savad Varsion Updarted Published VWersion.., Crested
] L Thank you imtra Mosrnal Tl'.srk:,':l_ for rnllir«; 1 HNo TAE
[ 2 Good bye Mosrnal Good bye until next time No T
< >
1-20f2 (0 selected) Page 1

9 Review the order in which the Media Prompts are listed and make
corrections, if necessary. Refer to chapter 10.5, Editing an
Announcement Media Prompt for details

10 In the File menu, select Save, then click Save & Close.

To use the Announcement Media Prompt, it must be
published. However, an Announcement Media Prompt is not
published on its own, but is published when an
Announcement that uses it is published. For publishing
instructions, refer to chapter 10.7, Publishing an
Announcement.

11 Continue with chapter 10.6, Creating an Announcement.
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10.5 Editing an Announcement Media Prompt

To edit the sequence or content of an existing Announcement Media
Prompt, proceed as follows.

1 In the Management Portal navigation pane, select Prompt
Management — Announcement Media Prompts.

The Active Announcement Media Prompts are displayed:

AVoltDelio

ﬁ Announcement Media Prompts Wiew Charts
= Activat 1d Share = =T Export to Exca A
= aconi. & 83w A @
= 53 Copy a Link = 7 Filter
Start B

B o eere . cgEamailalng . we Repbrt. BataC e A
Records Collaborat Data AMS2
AMS2 | G- Announcement Media Prompts: Active Announcement Media Prompts -
Multi Media Routing = r Name Business Unit Announcement | language |
4 Prompt Management e pm— e
@' Service Announcemant Proflies M@ MenuCholce PABU2CTORL MenuAnnounce
&' Avncuncments M@ MeruCnolceRepeat PABLZCTORL MenuArnounceR
& Anncuncement Medla Prompts @ QueMessage PABU2CTORL QMessage
® Media Prompts M QueMeszagel pabu2ect QMessagel
Call Management M E QueMsg2 PABUICTORL QMzgd
4 Publications M® QueMsgs pabulect OMsgd
& publications r GJ QueRejection PABUZCTORL QReject English
&y Server Publications [ GJ Sllence PABU2CTOFL WoltDelta Website
4 U‘f' Management M ® ToDcayofweek PABU2CTOFL TODspecialfriday  English
=] User Prof Izs. - & TODeveryd aiuncheclose PABUZCTOFL TODcloseluncheve
:g ::: :::jri;r:l:::n‘ i & ToDestclose PABU2CTOPL TODcloseholiday
e M@ ToDfridayspecial PABL2CTOPL TODspecilfriday  English
4 Queue Management T ® ToDspeciahumdsy PAEUZCTORL TODhu maayspedii
£ Agent Select Skill Groups T ® ToDweskdsyemclose PABMZCTOPL TODamclosew ek
2 sggregate Queus Groups [T ® Topwsskaayopen PABUZCTOPL TODepenwaskEs:
4 Business Unit Management C® Tooweskaaypmeiose PABUZCTOFL TODpmMCoseweEsk
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2  Click the name of the Announcement Media Prompt that you want

to edit.

The Announcement Media Prompt dialog is displayed:

AVoltDelta

nouUncem a Promp R A o
Y save & New . Sharino —
l I l 3 Save & New v 1 Sharing « @ =1 ‘-
A L B Sloocvte WD &3 copy a Uink s ‘J"
Savé Save & Assign Run Start Run
0 Dalog  Reporte

Close X Delete (@ E-mail aLink  Work

Information

G. Announcement Media Prom
~ MenuChoiceRepeat

nouncer
Related
4 Other
“
(& Media Prompts General
4 Processes Name * MenuChoiceRepeat
¥ Audit History Business U B Mobile21CC
4 Media Prompts
[ Seque. ame Media Frompt T...
O 1 MeruRepeat Normal
2 MerwlandZRepeat Normal
<
1-20f 2 (0 selected)
B

Active

3 Click the Media Prompts table.
4 Do one or more of the following:.

e To edit the sequence in which the Media Prompts are played,
select the check box next to a Media Prompt and then use the

4

v
Move Up (=) and Move Down () arrows in the ribbon until
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the Media Prompts appear in the correct sequence in the
Sequence Number column.

U o0k L \VoltDelta
— Qvﬂ R v e 83 O r
) ! P J%
Add New Medis Add Existing Media Remaove Med Move Move Assign Media Filter
Proenpt Prompt Prompt Down Up Prompts _,_‘
Information G \ Announcement Media Prompt
Genenal z
F J MenuC‘«\\olceRepeat

L Media Prompts

Announcement

Related

e To remove a Media Prompt, select the check box next to the
X
Media Prompt, then click Remove Media Prompt (*##) in
the ribbon. A confirmation message is displayed

Eonfirm Removal -- Webpage Dialog

Confirm Removal

You have selected 1 records for remaval

Click OK to Start.

[ ok | Cancel
|https:,|',l'vdrpa1.rent1l.vol . Trusted sites | Protected Mode: Off %

Click OK.

e To add a new prompt, click Add Existing Media Prompt or
Add New Media Prompt in the ribbon, Chapter 10.7, Creating
an Announcement Media Prompt provides details.

e Click Save & Close in the ribbon.

To use the Announcement Media Prompt, it must be
published. However, an Announcement Media Prompt is not
published on its own, but is published when an
Announcement that uses it is published. For publishing
instructions, refer to chapter 10.7, Publishing an
Announcement.

10.6 Creating an Announcement

An Announcement contains one or more Announcement Media Prompts.
If an Announcement record contains more than one Announcement
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Media Prompt, the CDS selects the most appropriate Announcement to
play, based on the Language, Gender, and Persona attributes of the
current call being handled. The call Classification is one place where
Language, Gender, and Persona attributes can be set.

Announcements can be played from Routing Plans or referenced by
Service Announcement Profiles

To create an announcement, proceed as follows.

1 In the Management Portal navigation pane, select Prompt
Management — Announcements, as shown in the following
figure:.

Bl e | Ve cun AVoltDeia -

_fun  Import Advanced  Business Unit
Report = Data Fifi Filter =

AMs2 | G- Announcements: Active Announcements = |

-
e r teame Updated Fubilshed Version
4 Prompt Management # colin annourcement 2 No
' Servick ANRGUNCETENL Pr — )
¢ Sarvice Announcament Profiles b e — P
) Announcements O oo e
(&) Announcement Medis Prompts = .
G.' Media Prompts : S| R
& HoldMusic .
Call Management =i to B
PR T # MenuAnnource 5 Mo
utications
& Publications T # MenuvannounceRepeat E Mo
B Sarver Pubsications & QMassage 3 Mo
4 User Management ™ @ QMesager 5 ha
£ user Frofiles :_ @ oMz E Mo
A User Reporting Groups i & omsg3 7 Yes
_:. User Secunty Groups d  QMusc Na
& User Extended Permissions Fd QMusic ' 1
- Q::‘.r Management & QReect Na
& agent Select Skl Growy r .
:F; e ”Q . :" e #  ToDamcloseweekday Mo
Aggregate Queuve Groups —
Abnzias s & ToDclkosanoliday Mo
4 Business Unit Management —
S Busi # TODcioseluncheveryday (]
{0 Unit
S [ T & TODcloseweekend Yes
B Products (aM52
M Business Unit Products ™ & ToDRumasyspecial [
£ Mot Ready Sub States @ ToDopansecdsy Ko
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2 Click New in the ribbon
The New Announcement dialog is displayed:

ZVoltColt cotin eany
E [ — e e VDRPAL &
L_I q.js.— e & New
H- 2 %
Save Save B Fub
Close "
12
" Anncuncement
Information “‘ﬁ A
Geners New
e e [ )
Publication Files Mo
Redated
= General
# Service Announcement .. | = -
ame
"l
] B ss Unit * I+

& :
i A —T = Announcement Media Prompts

"] —
-

Active

4 - Kame Language Gender Persona

& repeat s a
# As Target For =

5

e i ;

: 0-0of 00 selected,

@ ¢ Publication Files

@

3 Complete the following fields:
o In the Name field, enter the name of the announcement

¢ In the Business Unit field, select the Business Unit to which this
Announcement belongs
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4 Click save

The Announcement Media Prompts area is enabled.

Add Mew Announcement Media Add Existing Announcement Media Remove Announcement Media Cu
Frompt Frompt Prompt

Anncuncement Media Promots

List Tools

LVolfDelta

Colin Meany &
VDRPAL &

E

N

.

Y = &

ment Set As Default Chart
W

=

Run Start Data

View - I Pane~ Workllow Diglog -
Records View Process
Information &’ Announcement n — - | & |#
- General Company greetings
[ Announcement Media Pr... Saved Version Published Version Updated
R —
Publication Files 1 No
Related
- General
4 Service Announcement ... -
Name Company greetings
@ Inter Announcement . pany 9 2
&' Queue Overfiow An... Business Unit S PABUICTORL _ﬂ
@' Routing Faliure Ann...
S Pelodic Armicem cement o = Announcement Media Prompts
Inter Announcement
¢ - [ Name = | Language Genger | Persana =
@ Repeat Announcem... =1
4 As Target For -
g Timed Announceme... il i
Routing Steps -
Ll 0-00f 0 (0 selecter) M 4 Pagel b
“ Routing Steps

© routing steps
“ Routing Steps
b Routing Steps
=4 Woice Mail Profiles

(P) Announcement Med...

* Publication Files
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5 Click anywhere inside the Announcement Media Prompts table, then
click Add Existing Announcement Media Prompt on the ribbon

The Look Up Records dialog for Announcement Media Prompts is
displayed, listing the Announcement Media Prompts that are not yet
associated with an Announcement.

Look Up Records

Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records,

Look for: |—"-':.-':e‘e-': edia Prompt ;I ™ Show Only My Records
Vle'w:|: tered Announcement Media Prompt Viel ;I
Search: IEeE':' for records L

~ | Mame | Business Unit | Announcement | Lar;

v ) Gresfing ENG PABUZCTOPL

v (&) Gresting SP PABUZCTOPL

14 »
1-20f 2 [2selected) Page 1

Selected records:

Add

| Properfies || MNew

| oK || Cancel |

6 Select the desired Announcement Media Prompt(s), and then click

OK to confirm your selection and return to the Announcement
dialog.

7 Click save & Close.

8 To make the Announcement available for use on calls, it must be
published. To publish the Announcement, continue with chapter
10.7, Publishing an Announcement

10.7 Publishing an Announcement
Publishing an Announcement also publishes the related Media Prompts
To publish an announcement, proceed as follows.

1 In the Management Portal navigation pane, select Prompt
Management — Announcements.
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2 Click the check box next to the desired Announcement and click
Publish in the ribbon.

/2 Announcements: Active Announcements - Microsoft Dynamics CRM - Windows Internet Explorer

@\‘-‘/.v |_“ 1. vk L veltdelka, comrain. 25 EEY R ; Live Search Pl

¢ Favarites \1.5 b Suggested Sites = @] Web Slice Gallery ~

Jdf Arnouncements: Active Announcements - MicrosoftD... | |

44 Wicrosoft Dynamics CRM
Announcernents | View  Chars  Add

= Z o7 Activate [0 Share @ ’—‘:I gg - P Filter ﬁ Q
= k- [ W Deactivate 123 Copyalink - % U
Hew  Edit  publish L Run  Start Fun  Import Advanced  Business Unit
¥ Delete v @ E-mailalink « Workflow Dialog  Reports Dataw Find Filker +
Records Collaborate Process Data AnS?
AMS2 @ E' Anncuncements: Active Announcements » Search far records Fel
4 Multi Media Routing | Name Business Unit Saved Version | Updated & ¢
| Bt s T CoQMesst PABUZCTORL 1 Ne il
Service Add
g erice Addresses [ Gresting PABUZCTOPL 4 Mo o
& & Outbound Originating. =
= R G [T HoldMusic pabulecl 2 Yes z
A Barred Addresses & QMessage PABUZCTOPL 2 Yes s
[S6 Call Barring Lists [T ) QMessagel pabuZecl 4 Mo g
IE Woice Applications I d  oMsa3 pabulecl 2 No ]
4 Prompt Management i QMusic PABUZCTOPL 2 Mo i F
W Senvice Announcement... & QMusict pabuZecl 3 No i
4 Announcernents [~ QReject PABLZCTOPL ? Mo -
() Announcement Media.. =
: Vil voicemall PABUZCTOPL 2 No
() Media Prompts '_ A
& Welcome abulecl ? No
4 Call Management E
B, - . A
‘ »
AMS2
] 1-110f 11 (1 selected) Page 1
i3 Reporting Ml ®# A B CDEF GHTI J KLMBNGOPI GQRST UV WX Y Z
[ [ [ [ [ [ |&hnternet | Protected Made: On [%a - [®1sw -

The Confirm Publishing Announcement dialog is displayed:

2 | Publishing Announcement - Webpage Dislog =
& https//vdib7 soltngl.cowuk/fwebresources/vdi_/AMS2Profile’ Common/Publish b i
Publish Announcement(s)
You have selected 1 record(s) for publication

Publication

[ Immediate

Activation

[+] Imnediate

Comments

| Fublish Announcement, its AMPs & MPs| X

ok | | Cancat |

hetps:/fedibT voitn @ Internet | Protected Mode: On i |
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3 Optionally, enter the following information:.

e Publication—This field allows you to specify a time at which
the item will be published. By default, Immediate is selected
so the item is published when you click OK

e Activation—This field allows you to specify a time at which
the item will be activated on the target server. This is useful
for grouping multiple changes to take effect at the same time.
For example, changes can be made to multiple items, and
then all these changes can be activated together at midnight.
By default, Immediate is selected so that item is activated
when you click OK

4 In the Comments field, enter a comment describing the reason for
publishing.

5 Click OK to publish the Announcement.

10.8 Working With Service Announcement Profiles

Service Announcement Profiles define the music and Announcements to
play for calls. Service Announcement Profiles are used for the following
events:

* In-Queue Treatment—Announcement played while a caller waits
in queue

* On Hold A-Party Treatment—Announcement played to the A-
Party while on hold.

* On Hold B-Party Treatment—Announcement played to the B-
Party while on hold.

A Service Announcement Profile also contains Periodic Announcement
Profiles, whereby the timing and intervals for announcements are
specified.

A Service Announcement Profile can be configured for a Classification
or a Queue. In cases where both the current Classification and Queue
have Service Announcement Profile assignments,, the logic uses a
matching algorithm to select the best Service Announcement Profile to
use for the call. The algorithm uses the following order of precedence:

1. Current Classification
2. Current Queue

3. If a Service Announcement Profile is defined for neither
Classification nor Queue, the following default values are used:

« For the In-Queue Treatment, ringing is played
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» For the On-Hold treatment, silence is played

10.8.1 Creating a Service Announcement Profile
To create a Service Announcement Profile, proceed as follows.

1 In the Management Portal navigation pane, select Prompt
Management — Service Announcement Profiles.

E service Announcement Profiles View Charts A &WMQ

j ;.:w_-,f‘:c ol Share 7 g U_ff. p:i:f:ntc Exce }}

— Deactivate =3 Copyalink -

New blist % Rur Run  Import Advanced Business Unit
X Deiete . i3 E-mail a Link . Workr 3/00 Report+ Déta~ Find Filter
AMS2 oG- Service Announcement Profiles: Active Service Announcement Profiles v
-
Multi Meda Routing r Name Business Unit Saved Version Upcatec Published Varsion
4 Prompt Management T @ colin serv annoucement profile colin_business_ur 3 Yes
¥ service Announcement Profiles @  colin service annemt profile colin_business_ur 1 Yes
@ Announcements
{ T & PACCannounce pabuccl 4 No
® Announcement Media Prompts
© Media Prompts [T  PACIossSAP PABU2CTORL 10 No
& Pa nou PABU2CTOPL
Call Manag . | PACOannounce BU2CTOPL 8 No
T & PAQuesA? pabulecl 3 No
4 Publications
[T @ Pawensap PABU2CTORL 2 No

Q Publications
{&> Server Publications
4 User Management
&% User Profiles
:ﬂ User Reporting Groups
.'!: User Security Groups
z‘-. User Extended Permissions
4 Queue Management
& Agent Select Skill Groups
& Aggregate Queve Groups

4 Dusrimnrs Hinit A mamaant
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2 Click New in the ribbon
The New Service Announcement Profile dialog is displayed:

HVoltDeita
m arvics Annoancimint Profke et e o
1 1 3 M
l L "= w Mew
.IJ (0X|
Save Save &
In forma tion 15‘
New
MO
Related
4 As Target For = General
= Name * ]
4 Publication
In-Queue / On-Hold
&
4 Processes
e | H
G =

* Publication Files

Active

3 Enter a Name for the Service Announcement Profile When
specifying a name, do not enter the apostrophe character (*)

4  Select the Business Unit to which this Service Announcement Profile
belongs.

5 Define a Periodic Announcement Profile for each of the following
fields

e In-Queue Profile,
e On-Hold A-Party Profile
e On-Hold B-Party Profile

Announcement Profile.

@ For details, refer to chapter 10.8.1.1, Creating a Periodic

6 Click Save & Close.

10.8.1.1 Creating a Periodic Announcement Profile

A Periodic Announcement Profile defines the configuration of Repeat
announcements and Timed announcements, which are played at

Colin Meany

WORPAY

i |

H o
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specified times while the caller is placed in Queue or On Hold, as well
as the ringing or music that is played between announcements.

Note the following about Repeat and Timed announcements:

«  Repeat announcements enable you to specify the initial interval
after entering the queue that the selected announcement plays
for the first time and the intervals (for example, every 10
seconds) between repetitions of the announcement. With a
Repeat announcement, the same announcement is played to the
caller.

« Timed announcements enable you to select one or more
different announcements and set them to play at a different time
than the Repeat announcement. For example, the basic Repeat
announcement could be set to play every 40 seconds, and a
different Timed announcement could be set to play every 20
seconds.

« If the Repeat and Timed announcements are scheduled to play
at the same time, the Timed Announcement is played. To
provide variety in the announcements callers hear while waiting,
you can specify a Repeat announcement and several different
Timed announcements.

A Periodic Announcement must be specified for the following events:

* In Queue Profile
*  On Hold A-Party Profile
« On Hold B-Party Profile
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To create a Periodic Announcement Profile, proceed as follows:
1  Click the button to the right of the one of the following fields:
e In Queue Profile
e On Hold A-Party Profile
e On Hold B-Party Profile

The Look Up Record dialog for Periodic Announcement Profiles
is displayed:

Look Up Record -- Webpage Dialog
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK.
Look for |:e-':: ic Announcement Profile ;l [~ Show Only My Records
View: |Fi|tere: Feriodic Announcement Profile View ;l
Seal{h:lfef':" for records jo)
: Mame Business Unit Repeat Announcement Repeat Time e
COQPAPL PABUZCTOPL QReject
PAClass InQue Message PABUZCTOPL QMsg2
[~ ) PAQueMessi FABUZCTOFPL O hlessage
[~ ) Que Message and Music FABEUZCTORL QMessage
@ QueMusic PABUZCTOPL QMusic
[T # voltWebSite PABLZCTOPL
4 L3
1 -6 of & (0 selected) Page 1
| Froperties | | Mew |
| OK || Cancel || Remove \alue |
|https:,|',|'vdrpa1.rentl1.voltdelta.com,l’_controls| " Trusted sites | Protected Mode: OFff L
2 Click New to create a new Periodic Announcement Profile.
The Periodic Announcement Profile dialog is displayed.
~ General
Mame * I Business Unit ¥ =
Repeat Annaouncement = Repeat Time to Start (secs) [

Inter-Announcement Type

Timed Announcements

I | Timeto Play (Sec

) | Mame

Repeat Delay (secs) [o

[Mane

&

=l

Announcement

Status Active

3 Complete the

following fields:

| Crested On
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¢ Name - enter the name of the new Periodic Announcement Profile

e Business Unit - select the Business Unit to which this profile
belongs

4 Optionally, click the button next to the Repeat Announcement field
and either select an existing Announcement to play or create a new
Announcement.

The Repeat Announcement is repeated as defined by the Repeat
Time To Start and Repeat Delay fields

A Timed Announcement is played instead of a Repeat
Announcement if both are scheduled to play at the same time

5 Inthe Repeat Time To Start (secs) field, enter the time after which
to start playing the Repeat Announcement. The timing begins with
the start of Queuing/On-Hold. A value of 0 causes the announcement
to play immediately. For example, Please hold, an agent will be
with you shortly.

6 Inthe Repeat Delay (secs) field, enter the time to delay after the last
Repeat Announcement or Timed Announcement has completed
before playing it again.

The initial Repeat Time to Start (secs) must have expired
before the Repeat Delay is used on subsequent
announcements

7 In the Inter Announcement Type field, select one of the following

types:

Type Description

Ringing Plays a ringing tone between announcements.

Music Plays music or another call progress tone. The Music to
play is defined by an Announcement assigned through the
Music field, which is displayed when you select the
Music option and click Save.

None The caller hears silence.

8 Optionally, configure Timed Announcements as follows.
a. Click Save to enable the Timed Announcements table.

b. Click the Timed Announcements table to select it, and then click
Add Existing Timed Announcement.
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The Look Up Records dialog for Timed Announcements is
displayed.

c. Click New to create a new Timed Announcement.
The New Timed Announcement dialog is displayed.

,,-:::j Timed Announcement
ez
= New

- General

Name * |we Are Busy
Business Unit™* &3 pABUZCTORL
Announcement * ' OMessage

Time to Play (Secs) * |‘_:

& &l

d. Inthe Name field, enter the name of the Timed Announcement.

e. Inthe Business Unit field, select the Business Unit to which this
Timed Announcement belongs.

f. In the Announcement field, select the Announcement to play.
This can be an existing Announcement or you can create a new
one at this stage.

g. In the Time to Play (secs) field, enter the time in-queue after
which the announcement will play.

beginning of the Queue wait time. For example, specify 15
for the first, 30 for the second, and 45 for the third Timed
Announcement to play the respective Announcements 15
seconds, 30 seconds, and 45 seconds after the start of the
Queue wait time.

@ Note that the Time to Play is always measured from the

h. Click Save & Close to return to the Look Up Record dialog. The
newly added timed announcement appears in the Selected
records area.

i. Click OK to add the Timed Announcement.
j.  Add additional Timed Announcements if required.

9 In the Periodic Announcement Profile dialog, select the Periodic
Announcement Profile tab in the ribbon, then click Save & Close.
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10.8.2 Publishing Service Announcement Profiles
To publish a Service Announcement Profile, proceed as follows.

1 Ensure that you have published all Announcements that are
referenced by the Service Announcement Profile

2 In the Management Portal navigation pane, under Prompt
Management, select Service Announcement Profiles

3 Click the check box next to the desired Service Announcement
Profile and click Publish in the ribbon.

ﬁsErVi(E Announcement Profiles: Active Service Announcement Profiles - Microsoft Dynamics CRM - Windows Internet Explorer

@, @ [ g hetps:jfucrpat.rent 1 vokdelta,comimain, aspict B EY S i Live Search 2 -
g Favorkes |55 ] suggested sites + @] weh Sico Gallery +
Jdd Service Announcement Profiles: Active Service Ar\nou”.l | M - B - 0 i - Page~ Safety - Tools - @~
241 Microsoft Dynamics CRM
Service nnouncement Profiles | View  Charts  &dd
= E/‘{,v J# Activate ) Share ’—1| W Filker
= b B, . © B S0 @
. s Deactivate 53 Copyalink - o f !
Mew  Edit  Publish N Fun St Fun  Impart Aduanced  Busingss Unit
W Delete « [FE-mailalink « Workflow Dizlog  Reportw Dataw Find Filter v
Records Collaborate Process Data AMSZ
AMS2 | G- Service Announcement Profiles: Active Service Announ... » Search for records o
4 Multi Media Routing [} Name | Business Unit | SavedVersion | Updsted | Published Versichy | <
&8 Routing Plans ¥ colin serv annoucement profile colin business unit 1 Mo b
Service Add '
@ service pddresses [ @ PACCannounce pabuicel 3 Mo o
£ 3 Outbound Originating S.. =
23 Configurations [~ & PACCannouncel pabuzecl 3 Yes =
&S Darrec Addrasies [ PACOannounce PABU2CTOPL T Mo ES
=
%6 Call Barring Lists [~ PACOannouncel PABU2CTORL z HNo g
] woice &pplications )
4 Prompt Management g
W Service Announcement.. ik
) Announcements &
() Announcement Media P..
() Media Prompts
4 Call Management
e oA EE- he
“ »
AMS2
] 1-50f 5 (1 selected) Page 1
2 Reporting M # A B C D EF GHTI J KLMMNO OGP QR RSTUWVWXY Z
| [ ] [ [T [ || | internet | Protect=d Mods; on [ -[®ise - 4

278 Tenant Administration Guide S22033-3.0



OASIS Contact Centre 10 - Prompt Management

The Confirm Publishing Service Announcement dialog is displayed.

) Publishing Service nnouncement -- Webpage Dislog @
& http=//vdibT woltngl.co.wks fwebresources/vdi_AM32Profile/Common/Publishhtm . i@

Publish Service Announcement(s)
¥ioul hae selacted 1 record(s) for publication

Publication
[+] tmmediate [‘_}

Activation
[o#] Trnrnesdiate

Comments
| Publish one or more Service Announcement Profies |

oK | Cancel

hetps:/ fedibl.voitn g Internat | Protected Mode: On :E

4  Optionally, enter the following information

e Publication—This field allows you to specify a time at which
the item will be published. By default, Immediate is selected
so that item is published when you click OK

e Activation—This field allows you to specify a time at which
the item will be activated on the target server. This is useful
for grouping multiple changes to take effect at the same time.
For example, changes can be made to multiple items, and
then all these changes can be activated together at midnight.
By default, Immediate is selected so that item is activated
when you click OK

5 In the Comments field, enter a comment describing the reason for
publishing

6 Click OK to publish the Service Announcement Profile
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11 User Management

11.1 Overview

Users belong to a Business Unit and have different roles and security
access, depending on whether the User will handle calls or perform
administrator functions.

This chapter includes the following chapters:
«  User Management Overview
« Creating a User
» Editing a User
« Deleting a User
» Deactivating a User
« Activating a User
»  Configuring an External Account User
«  Configuring a Team Leader User

11.2 User Management Overview
OASIS accommaodates the following types of users:

« Agents—Provide call-handling services. Note that Agent users can
be created who have supervisory roles with regard to other agents.

«  Administrators—Have supervisory permissions for observing Agent
Users and reviewing call recordings. Administrator users can
perform Management Portal functions, view reports, and create other
users.

Once created, Users need to be organized into the following units:

»  User Reporting Groups—Entities that are shared to enable Users to
access the Group and its members. Refer toChapter 5.2, User
Reporting Groups.

»  User Security Groups—Define privileges and the features the Users
can access. Refer to chapter 12.2, User Security Groups

Depending on the workforce strategy of your company, the administrator
must create one or more of the following to enable Agent Users to
receive and service calls:

* Individual Queues.
» Aggregate Queues, which are collections of one or more Queues.
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*  Agent Select Skill Groups, which are collections of Queues that an
Agent can selectively log on to.

Once these have been defined, the administrator assigns Agent Users to
these Queues (although Users can also be assigned to simple individual
Queues.) Chapter 13, Managing Queues and Skill Setsprovides
information on creating these entities and assigning users to them.

11.3 Creating a User

The Management Portal includes default templates to enable you to more
quickly create users. A template is specific to a Business unit and can
only be used to create Users for that Business unit. The template contains
predefined values that are appropriate for your Business unit, so that
minimal editing is typically required when using the template to create a
new user

To create a User Profile, proceed as follows:

1 In the Management Portal navigation pane, select User
Management — User.

11 - User Management

-n ZVoltDolta
= Bt xpart to Exce: -
: T @ @
x [ j ..'.'=!:I_'\::: I:A;'F.::.' it
AMS2 S L8" | User Profiles: Active User Profiles - m
Multi Media Routng r —
Prompt Management r agmin
Call Management t r
Publications. r 2CT
# User Management PABUZCTOPL
L1 User Profises r agent 1 pabuZecl agents
M v ting G r agent 2 pabuTocl agents
=, = _ R e -
E-‘"- User Extended Permissions — o = — dgarh
agent 4 pabuZecl agents
Queue Man sgement — agent
Business Unit Management - . ape
Computer Management i bi agen
r Bil spent
il Bgent
r uZocl ol agent
r DOb template Dob tempiate agent
r caroigemend FABUZCTORL caro Kerner
T EN cis_testi@pabuecl chs testl pabuZecl
T ES cis_test2@pabulecl eis tast2 pabuleel
r n new profile@eolin.com enlin user prafile eolin_business_ur
r eolinsgentl @pabudecl enlin sgentl pabuleel L
o amsz T TEEse
1-50of 93 (0 selected)
L Feporting B G I K @
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2  Click New in the ribbon.

The New User Profile dialog is displayed:

NO”DQ”U AccountNow Parent Admin 01 &

SN cotecne oms Svecoeon VDIbT &
W | I @ save aew 3 sharin
- o Delete
Save  Saved
Close 2 £ mail a L

&
3]

None -

3 Inthe Username field, enter a user name in the following format:.
Name@Domain

where Domain is supplied by your system administrator.

If you are using the template from the Business Unit (by
selecting the option, from the Created From look-up from)
you do not need to add the domain to the user name. The
domain is copied from the Business Unit value.

The “Is Template?” option can be used to create your own
User Profile templates.

4 Click the button next to the Created From field and select a template

User Profiles must always be created from a template for the
required Business Unit.

5 Select the Role for the User. In the example in step 8, the Agent Role
is selected.

6 Inthe First Name and Last Name fields, enter the user’s first and

last name. When specifying a name, do not enter the apostrophe
character (°).
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Business Unit name to the Last Name. This enables the
Business Unit to be displayed on the Management Portal
screens along with the user name.

@ When creating administrator users, always append the

7 Inthe Password field, enter a password for the user.

8 Inthe Management Portal User Role field, click the down arrow and
select one of the following roles:.

User Role Description

None Used for creating Agent Users.
Reporter Used for Reporting Users.

Manager Used for creating Administrator Users

Users can be both Agents and Management Portal
Managers/Reporters.

The New User Profile dialog now appears similar to the following.
HVoltDelia ——

oot s s ® o

Run  Start Run
Workflow Dialog  Report

Process Data

A
General = New

3]

9 Click Save.
All the properties for the User Profile now appear in the dialog.

10 Click Save & Close to close the dialog with all the properties set to
their default values.

If you are creating an administrator user, continue with
chapter 11.3.1, Additional Steps for Creating Administrative
Users
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11.3.1 Additional Steps for Creating Administrative
Users

The following chapters describe additional steps to perform if the user
will have an administrator role:

«  Assigning Management Portal Management Roles to Users
« Granting User Access to the Observe Functions
«  Granting User Access to the Call Recording Playback

11.3.1.1 Assigning Management Portal Management Roles to Users

Management Portal management roles can be applied only to users with
the following User roles:

e Reporter

e Manager

The Create Status field on the User Profile dialog must
@ display “Complete” before you can assign Management
Portal Management Roles to the User. For newly created
Users, refresh the User Profile dialog display until the Create
Status field changes from “In Progress” to “Complete.”.

To assign Management Roles to a User, proceed as follows

1 Open the User Profile to which you want to assign Management
Portal Management Roles.

If the user has just been created, it might take several minutes
for the user creation to complete before the Management
Portal Management Roles selection is available.
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2 In the left User Profile pane, select Related — Security —»
Management Roles
The Management Portal Management Roles view is displayed.

— LVoltDelta e
AMS Management Roles o e -y VDRPAL o
X Remave # Cooy a Link 3 S s ] 3 =]
oAb g il G
Zema S i : ix
ASg Existing AMS Management - Filter 7 t 3 Run  Bxport AMS Management
Role g Report. Roles
Recocos e Current View Dat
Information puiy  User Profile N
°
Genenl “ adminl@PABU2CTOP1
Queue Assignment & AMS Management Roles: AMS Manag: it Role A iated View v Il P
Computer Telephony Int. — -
Name « Rusiness Unit Createa Or 4
[T 4 PABUICTOP: . AMS Tenart Parert Acministrator PASUICTORL 652058 il P
mart Sta
Retated
4 Common
[8] user profile Applicat
§ Agent Dashboard Q
* Queue
& Individual User Que
U Supenisor Queves
o Agent Dashboard Q
4 Reporting
% Calb Action Records
% Can Records
G Logon Sessions
A Secusity
( _Gh AMS Management ... = a) D N < ragei
=% Usar Dended Parm
Al e A B C D E G H ] K L M N O ? R I Rt S e )

4 Processes
2 AsditHistory
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3 Click Add Existing Management Role in the ribbon.
The Management Roles Selection dialog is displayed.

aLook Up Records -- Webpage Dialog [ |
Look Up Records

Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options. Repeat this process for different types of records.

Look for: |- S Management Role d ™ show Only My Records

View: Ize-:-'.-':'.e: AMS Security Roles d

r Mame

r _& PABU2CTOPL - AMS Tenant Team Leader

i _& PABUZ2CTOPI - AMS Terant Administrator

i _& FABUZCTOPL - AMS Tenant Manager

i _& PABU2CTOPL - AMS Terant Parent Administrator
i _& FABUZCTOPL - AMS Tenant Reporting

™

1-50f5 (0 selected) Page 1

Selected records:

Add

| QK | | Cancel |

|https:,|',l'vdrpa1.rentl1.voltdelta.com,l'_controls| /" Trusked sites | Protected Mode: OfF i

4  Select the Management Role(s) you wish to assign to the user.
5 The following roles are available:

e Tenant Team Leader—Provides the following access
appropriate to Agent Team Leaders/Supervisors within a
Tenant:

o Read privileges for Users, Workstations, and Call
Types shared with them

o Ability to create Dynamic Reports on elements
visible to the user role

Tenant Team Leaders can also be assigned additional
roles to extended their capabilities:

= Tenant Agent Queue Manager—Provides
access to allow a Team Leader to manage the
Queues for the agents they are responsible.
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= Tenant Media Quota Manager—Provides
access to allow a Team Leader to manage the
media quotas for the agents they are
responsible.

e Tenant  Administrator—Provides the  following
administration capabilities within the current Tenant Scope
only:

o Access to all entities based on assigned products.
o Cannot manage child Business Units.
o Can share objects.

e Tenant Manager—Provides the following access
appropriate to Business Unit Managers within a Tenant:

o Read-Only Business Unit access to all entities.
o Ability to create CRM reports and Dashboards.
o Write/Update access to any entity owned by the user.

o Ability to create Dynamic Reports on elements
visible to the user.

e Tenant Parent Administrator—Provides the highest level
of administrative capability within a Tenant hierarchy and
allows the management of child Business Units, along with
the following:

o Access to all entities based on assigned products.

o Can manage all entities in the child Business Unit,
based on products assigned.

o Can share objects.

e Tenant Reporting—Provides access appropriate to
reporting users within a Tenant and child Tenant.

o Can Read Call Types/Call Type Groups and can
report on Call Types/Call Type Groups that are
visible.

o Restricted options are displayed in the Management
Portal navigation pane (limited to Reporting only)

o Historical Reporting access only.

@ Users with this role only, require a limited licsense
and not a full licsense
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6 Click Add to add the Management Portal Management Role(s) to
the selected records list.

7  Click OK to assign the selected Management Portal Management
Role(s) to the User

11.3.1.2 Granting User Access to the Observe Functions

The Observe function allows a User (normally in a supervisory role) to
monitor other Users' screens based on User Name or Classification. The
supervisor can also break into the call being observed or take it over
entirely. For details on the use of the Observe function, refer to the
SmartStation User Guide , reference 2.

A User can be given access to observe Users (Agents), Classifications,
or both, as follows:

e Classification—The Observer monitors the next call that has the
specified Classification when it is given to an agent.

e User—The Observer monitors a selected User.

When a supervisor observes Agent (Observe by Name
mode), the supervisor can observe calls of all Classifications
an agent is answering, even if the Classification is not part of
the Classification Security Group for which the supervisor is
authorised..

To grant a User access to the Observe function on the workstation,
proceed as follows:

1 Log in as the Administrator of the Contact Operation Business Unit
in the Contact Centre BU and do the following:

a) Create a new Classification Security Group with the following
properties:

¢ Name—A unique name.
e Business Unit—The Contact Centre Business Unit

e Classifications table—Add the classifications that
shouldbe observable..

b) Share the Classification Security Group with the Contact Centre
Business Unit team, granting Read and Append permissions.
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@

A Classification can be a member of only one Security
Group.

2 Log in as the Administrator of the Contact Centre Business Unit in
the Contact Centre Business Unit and do the following:

a) Create a new User Security Group in the Contact Centre Business

Unit:

b) Assign the following properties to the new User Security Group:

Name—A unique name.

Business Unit—The Contact Centre Business Unit

All users under this User Security Group table—Add

the agent users that should be observable.

@ A User can be a member of only one Security Group..

3 Edit the Supervisor User Profile to grant the supervisor user

permissions to observe the Security Groups. The steps that follow

describe the procedure:

4 In the

Management

Portal

Management — User Profiles.

navigation pane,

The list of Active User Profiles is displayed
5 Select the Name of the desired User Profile.

The User Profile dialog is displayed
HVoltDelia

Close 3 Delete

Save

|l I gy save & New
i Deactivate
Sme Saem

g

3 Sharing + @ =1 3

(% Copy a Link | EP‘ r =
Run St Run

T Email alink  Workiow Dislog  Report -

Collaborate Process Data

select

Parent Tenant Admin (Contact Op... @
ams2intb5v2 @

Information
L Genera

Attributes
[
Related
4 Common
(& Agent Media Channel...
User Profile Applicatio..
%L Agent Dashboard Qu...
4 Queue
| Individual User Queues
% Supervisor Queues av..
% Agent Dashboard Qu...
4 Reporting
%, Call Action Records
%, Call Records

i@ Logon Sessions

4 Security

2= User Profile
i
=_l userl@accounta.demo.com

4 General

Usemame *

Created From *

userl @accounta.demo.com

Business Unit§
&3 DemoAccountA

[ Detaut

Time zone for Reporting

@ [(GMT+01:00) Amsterdam, Beriin,[ ]

User Profiles

Password Never Expires? Agent Role?® First Name ™ §
O No @ Yes O No @ Yes User

Is Template? Account s Disabled?§ Last Name * ¢
@ No (O Yes ® Ne () Yes 1

AMS User Role¥. Create Status§ Password

Reporter [v] [compieted [v] [sssssnsen
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6 Click start Dialog in the ribbon.

The Look Up Record dialog appears with the On Demand Dialog View
of the Grant Extended Permission process:

BLook Up Record —- Webpage Dialog E3
Lock Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK.
Look fom IZ-::e-:-: ;l — Show Only My Records
View: IDr Demand Dialogs ;l
Search: I | =
: Process Mame Created On Maodified On Status Dwrz
- 3 Grant Extended Permission 6/4/2013 £:12 PM 6/5/2014 3:38 PM Activated Master
4 »
1-1of1(0selected Page
| Properties | | e
| (8] ;4 || Cancel || Remove Value |
|https:,|’,l'vdrpal.rentl1.vultdelta.cum,l’_cuntruls| " Trusted sites | Protected Maode: OFF : g

7 Click Grant Extended Permission, then click OK.
The Grant Extended Permission dialog is displayed.

£ https:/ vdrpaL.rent11.voltdelta.com,/?Dialogld=%7h7A4633A8-986E-47D5-BD09-007085A51E... [N [=] 3

Grant Extended Permission
Select Permission

Ti
Which permission would you like to grant to this user? x

PlaybackClassificationRecordings

Click to add comments

| Help || Surmmary | | Mext || Cancel |

8 Select ObserveAgents or ObserveClassifications.
9  Add any desired comments, then click Next.
10 In the Security Group Lookup Vview, select the Group, then click OK.
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11 Add any desired comments, then click Next.

12 Click Finish.

13 To add further Extended Permissions for Observe, repeat from Step
6 as necessary.

Observe is now enabled for the user.

@ The Classification must be shared from the parent Business
Unit.

14 Display the Extended Permissions dialog for the user and verify that
permission is listed in the Extended Permissions column. (If
required, you can also delete incorrect permissions from this dialog.

List Taols [
[ — ZLVeltDeltc

rofile User Profiles ~ # |8

agentd @pabu2ecl

& User Extended Permissions: User Profile Extended Permission Associa... ~ | |

a5ign (Busineds Unit Extended Permissi ] Clagsification Security Gr Busi

Business Unit user Profiel] ser Prafiie ~ [ &
& pabuzeal agenta@pabuee ©

11.3.1.3 Granting User Access to the Call Recording Playback

The Call Recording Playback feature enables authorized Users to play
audio and video recording of selected calls. The user interface includes a
filter function to enable such users to search for the desired recordings.

The Call Recording Playback feature is enabled for administrator
users only. For information about using the Call Recording

Playback feature, refer to the OASIS (11.5) MIS Reporting Guide
(reference 5).

To grant a User access to Call Recording Playback, proceed as follows:
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Create the Classifications and/or User Security Groups that you want
playback (refer to chapter 3.4.1, Creating a Classification and
chapter 12.2.1, Creating a User Security Group.

Add the Classification(s) and/or User(s) to these groups (see chapter
5.4.2, Assigning a Classification to a Classification Reporting Group
and chapter 12.2.2, Assigning a User to a User Security Group.

In the Management Portal navigation pane, select User

Management — User Profiles.

The list of Active User Profiles is displayed

The User Profile dialog is displayed

Select the Name of the desired User Profile.

AANOLTDELTA Master CRMAdmin ‘@
GO | User Profile | customize WVERRATHE)
" I gl save 2 Mews :,g oA sharing - @ =1 g
Eté 5 Deactivate D [ copya Link &b E—
Sawe  Save & Assign Rup | Stat | Run
Close % Delete T E-mail s Link  Warkflow Dislag  Report -
Sawe Collaborate Frocess Data
Start Dialog
Information iy User Profile User Prafiles MEIR
[ag=m— 1251 admin1@pal.com | Sterts cisieg for this User Frofile,
Attributes
Queue Assignment « General
Computer Telephony Tnt...
1P Station Username * Created From *
Management Informatio... admini@pa E5] Default =]
ImaGie] Business Unitg
Smart Station &9 Product Assursnce BU ONE o]
w
- Password Never Expires? Agent Role?§ First Mame * §
@ No o 7 Yes C Mo Yes G
4 Common
User Profile Applications Reporting Role?§ AMS Manager Role?§ Last Name * ¢
g g ii
P & Mo € Yes CMa 6 Ves f
L Is Template?§ Actount is Disabled?§ Password [ooveaeaes
5 h.
faRuossieiotetsy @ Mo A7 Yes @ Mo 7 Yes
4 Reporting
% Agent Dashboard Que... Confim password  [reveseses
L& Call Action Records Grouping
%, Call Records
- User Security Group
£ Logon Sessions
% CR User Access Grp., =
4 Security
L AMS Management Roles g Reporting Groups: Active User Reporting Groups ~ Search for records pel
4 Processes | hame | BusinessUnit | Parent User Reporting Group | Created on 2
& Audit History —
Status Active
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5 Click start Dialog in the ribbon.

The Look Up Record dialog appears with the On Demand Dialog View
of the Grant Extended Permission process:

Look Up Record -- Webpage Dialog
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK.
Look for: |F':-:e-:--:- ;' [~ Show Only My Records
View: |Dr Demand Dialogs ;l
Search: |Se:1':' for records D
: Process Mame Created On Maodified On Status D\-.frz
- %'_. Grant Extended Permission £/4/2015 412 PM &/5/2014 3:38 PM Activated IMaster
4 LS
1-1of1(0selected Page 1
| Properiies | | e |
0K || Cancel || Remove \alue |
|https:,|',l'vdrpal.rent11.voltdelta.com,l’_controls .~ Trusted sites | Protected Mode: OFf fﬁ
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6 Click Grant Extended Permission or click the corresponding
selection box, then click oK.

The Grant Extended Permission dialog appears.

/€ Grant Extended Permission - Windows Internet Explorer EI@
|,_.| https:ffmunichLvoltngLoouk/cs/dialog/rundialog.aspx?Dialogld =%7b T A4633488-936E-4TD5-BO0OG-0 % | ] |

Grant Extended Permission

Select Permission

>
_ o _ _ Tip
Which permission would you like to grant to this user?
Click to add comments
Help | | SUMmEEy | et | | Cancel

Done € Internet | Protected Mode: On g v HAw% o~

7 Click the highlighted selection, then select
PlaybackClassificationRecordings in the drop-down menu.
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8 Add any desired comments in the lower portion of the dialog, then
click Next.

The Grant Extended Permission/Select Classification Security
Group dialog is displayed:

'€ Grant Extended Permission - Windows Internet Explorer EI@
|‘_;| https://munichl.voltngl.co.uk/cs/dialog/rundialog.aspx?Dialogld= %7 b7 A4633A8-986E-4T7D5-BO09-0( ﬁ | fal |
Grant Extended Permission
Select Classification Security Group
>
T
Select the Classification Security Group to assign to the User Profile for the P
Extended Permission
]
Click to add comments
Help | | Summary | Previous | | Next | | Cancel
Done 2] &P Internet | Protected Mode: On g v ®I100% -

9 Click the button at the right end of the input field labelled Select the
Classification Security Group

The Look Up Record dialog appears.

You might need to share a Classification with the user to
make it available in the Look Up Record dialog.

10 In the Classification Security Group Lookup Vview, select the desired
group, then click OK.

11 Add any desired comments, then click Next.
12 Click Finish.

You are returned to the User Profile dialog
13 Click start Dialog again
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The Look Up Record dialog appears with the On Demand Dialog View
of the Grant Extended Permission process.

14 Select Grant Extended Permission, then click OK.
The Grant Extended Permission dialog is displayed.

15 Select PlaybackUserRecordings, add any desired comments, then
click Next.

16 In the User Security Group Lookup View, select the User Group to
receive extended permissions, then click OK.

17 Add any desired comments, then click Next.
18 Click Finish.

19 Verify that the correct permissions have been granted by selecting
Security — User Extended Permissions and then reviewing the
permissions listed in the Extended Permissions column. (If required,
you can also delete incorrect permissions from this view.)

List Tools

User Extended Permissions

D e id

Add Mew User Extended Fitter et 4s Default  Chart Run
Perrrission E-mall a Link View Pane »  Workf

Information 2 ser Profile User Frofiles MR AR

£/ colinagent1@pabu2ccl

M User Extenided Permissions: User Profile cla... * I 2
r Business Unit (User Profile)|  User Profile Extended Permission (Business Unit Extended Permissi. Classification Security Gr. s
r f pabu2ecl wlinagentl@pab Playdackllas: ationRecordings CRPABU2CTOPL PABUZ
I_T pabu2ecl colinagentl@pab PlaybackUserRecordings

]
4
[ B, User Extended Permissi... J T
4 Processes Al = A 8 C o E F G H 1 1 K L M N 4] P Q R = T u v w X ¥
b Audit History
Active

20 Click on the User Profile tab to go back to the general settings for the
user.

21 Navigate to the Screen -> Playback section of the settings, and look
for the Access Level for Recording Playbacks setting.
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Playback

Access Level for Recording Playbacksg

| Reviewer ﬂ
22 Change this setting for the desired access. The access types available
are:
Value Description
Reviewer A Reviewer has the ability to review call

recordings and mark and comment upon them.

These users are provided with call Mark and
Comment input fields, along with Logon Id and
Comment columns displayed in the list of
available recording.

Standard A Standard user does not have the ability to
review call recordings and thus the input fields
and additional display columns as described
above for a Reviewer, are not available.

User Call Recording Playback is now enabled for the user.

11.3.2 Default User Time Zones

The default time zone allocated to a new user is copied from its
“Created From” user’s time zone.

If the user created requires a different time zone, see the procedure in
chapter 11.4.3 Changing a Users Time Zone below.
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11.4 Editing a User

To edit a user profile, proceed as follows:

1 In the Management Portal navigation pane, select User
Management — User Profiles.

The Active User Profiles view is displayed

e ZVolfDertc
== port e -
Y o #H ¥
e Ed ed Business U
| Filter »

AMS2 Fat G L8 User Profiles: Active User Profiles + |—
My | E2 e Beer e r Username First Name Last Namne
Prompt Management [ BUZCTOPL Rod Q
Call Management r agent
Publications r agent

4 User Management r sgent 3

i User Profile gent
r gent template
r gentl@pabudocl Bi sgentl
r billagent2@pabu2ecl b agent?
r blllagent3@pabulocl oi agent3
Business Unit Management r billagenta@pabuleel atd
Computer Management r billsuperl @pabuZecl bi superl
r bob template bob template bob
r o K
r testl
| test2
’7 colin user profile
= -
r Colin Meany
() ontac Kerh
|l entl

@ Ams2 ‘, P

T .

2 From the displayed list of Users, select the User Profile you want to
update.

3 Click Edit in the ribbon.

The User Profile Editing dialog is displayed. Any fields that are not
allowed for editing by the User currently logged on appear dimmed

(grayed)
4  Make the required changes for the user and then Save the User

Profile. The Table in chapter 11.4.2, User Profile Parameters,
describes the parameters that appear on the User Profile dialog.

11.4.2 User Profile Parameters
The Table below describes the parameters for the User Profile dialog:

Field Description
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Field

Description

Username

Name that uniquely identifies the user in the
system.

Business Unit

Business Unit associated with user.

Password Determines whether the user's password expires

Never according to the system password policy or

Expires? never expires.

Agent Role? Determines whether the user is an agent who will
handle calls.

First Name The first name of the user.

Is Template? | Defines whether the record is a template. For

templates, the system will only make the record
available for creating new records. Templates
are included in the Active User Profile view.

Account is

Set to Yes to disable the user account and

Disabled? prevent further logons.
Last Name The last name of the user.

Select one of the following roles to use to create
User Role the new user:

* Reporting—Access limited to reporting
functions

» Manager—Access to all Management Portal
administrative functions, including reporting

Create Status

The creation status for the user profile.

Password The password for the user logon to the system.
Confirm Re-enter the password for the user logon to the
password system.

Time zone for
Reporting
General—Groupi

User Security
Group

Time zone to be used for Reporting outputs.

ng
The Security Group to which the user belongs.

Attributes
User Tenant

The fully qualified tenant name hierarchy for the

Hierarchy

Tenant/Business Unit owning the user.
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Field Description

Tenant ID | The fully qualified Tenant ID Hierarchy for the
Hierarchy Tenant\Business Unit owning the user.

Queue Assignment—Queue Assignment

Queue The scheme used to assign Queues to the user.
Allocation For details, refer to chapter 6, Assigning Queues
Scheme and Skill Sets.

Queue Assignment—Agent Queue

Telephone The telephone number for the agent Queue.

Number

Priority The priority used for calls placed in the Agent
Queue. Enter a value between -99 and 99, with
99 being the highest priority.

E-mail The e-mail address used for the Agent Queue.

Address

Auto Accept? | Determines whether calls are automatically
accepted. If Auto Accept is disabled, the agent
must manually accept or decline calls.

Maximum The maximum number of calls the agent can

Concurrent have at one time. No more than one call is

Calls allowed to be active, with other calls parked.

Accept Time (in seconds) the call is presented to the

Timeout agent before it is timed out. This value is relevant

only if "Auto Accept?" is set to “No.” The value
must be less than the Classification setting,
"Accept Timeout."

Default State

The default state the agent session enters when

Auto Accept?

After Call | the agent finishes a call.

Handling

A-Party Determines when, if ever, to display the A-Party
Display number (CLI).

Restriction

Computer Telephony Integration—Call Control

Determines whether calls are automatically
accepted. If Auto Accept is disabled, the agent
must manually accept or decline calls.
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Field Description

Maximum The maximum number of calls the agent can
Concurrent have at one time. No more than one call is
Calls allowed to be active, with other calls parked.
Accept Time (in seconds) the call is presented to the
Timeout agent before it is timed out. This value is relevant

only if "Auto Accept?" is set to “No.” The value
must be less than the Classification setting,
"Accept Timeout."

Default State

The default state the agent session enters when

Computer Teleph

Enable
Transfers?

After Call | the agent finishes a call.

Handling

A-Party Determines when, if ever, to display the A-
Display Party’s number (CLI).

Restriction

ony Integration— Consult and Transfer

Determines whether the agent is allowed to use
the transfer functions while handling calls.

Auto  Accept

Determines if consultation requests are

Computer Teleph

Consults? automatically accepted. If set to No, the agent
must manually accept or decline the
consultations. The value is relevant only if "Auto
Accept?" is set to "No."

Enable Determines if the agent is allowed to use consult

Consults? functions while handling calls.

ony Integration— Qutbound Calls

Allow Determines if the agent can generate outbound
Outbound calls.

Calls?

Outbound Call | The Service Provider used for outbound calls.
Service

Provider

Outbound Call
Classification

Auto Ready?

The default Classification used when placing an
outbound call operation

Computer Telephony Integration— Session Control

Determines if the agent session is automatically
set to Ready after finishing a call.
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Field

Description

User Location

Select whether the agent will be logging in from
a Remote location or from a Call Centre. This
setting is valid only for ClickOnce and Terminal
Server logon sessions (not valid for IP Station).

Computer Telephony Integration—\Voice Device
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Voice Device | Identifies the Voice Device. This setting is used
Identifier only when "User Location" is Remote. The
following values can be used:

1. A telephone number.

2. A SIP address. This address must be
contactable by the Sytem Host.

3. The value auto. Specifies the system
default SIP client is used.. The syntax of
this value is:

auto@sipaddress[:options]
Where:

e sipaddress: This is the SIP address
for the system and will be supplied by
your System Host Administrators.

e options: Various options separated
by a dash character. Supported values
are:

o rport: Enables support for
rport i.e. client can request
from the server a response to
the originating port.

o trace: Enables tracing from
the system default SIP client.
Should only be used when
requested by System Host
support engineers.

o Transport Types: Use one of
the following. If none of these
are specified, the system will
default to using UDP
transport:

= tcp: Enables support
for TCP protocol.

= tls: Enables support
for TLS. Note: SRTP
is supported if the SIP
server requests it.

Examples:
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Field

Description

a) auto@systemsipaddr TLS

disabled, rport disabled.

b) auto@systemsipaddr:-tls : TLS

enabled, rport disabled.

c) auto@systemsipaddr:-tls-rport

: TLS enabled, rport enabled.

d) auto@systemsipaddr:-tcp

TCP enabled, rport disabled.

4. The value novoice. This will mean the
agent will have no voice capabilities,
which may be useful if the agent is not
handling voice calls.

Allow Voice
Device
Identifier
Entry?

Determines whether the agent is allowed to enter
a Voice Device lIdentifier at logon. This setting
is used only when "User Location" is "Remote"

Voice Device
Identifier List

Computer Teleph
Tracing

Enter a list of Voice Devices (telephone
numbers, or “auto” for built-in SIP clients), with
optional names to display to the user.

For example, the entries "auto@domain|Built-In
SIP, 510|Desk Phone™ are displayed as "Built-In
SIP™ and "Desk Phone"

ony Integration—Tracing

Control tracing for Computer Telephony
Integration components such as the SmartStation
or Media Bar.

IP Station—Appl

Auto  Focus
Application on
Call Arrival?

ication Control

Determines if the application configured in the
Classification setting, "Managed Application”
receives focus on call arrival.

IP Station— Desktop

Clear Desktop
on Logon?

Determines whether the Windows desktop is
cleared on Agent logon and application shortcuts
are created for available Managed Applications.
The setting applies to IP Station and Terminal
Server installations only
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Field Description

Display Determines whether to display the scheduled
Scheduled recording icon in the Windows system tray. The
recording Icon | setting applies to IP Station and Terminal Server
in System | installations only.

Tray?

Display Determines whether to display the recording
Recording icon in the Windows system tray. The setting

Icon in System
Tray?
IP Station—Appl

Allow User to
Logon via

applies to IP Station and Terminal Server
installations only.

ication Control

Determines whether to allow the user to log on
using the Terminal Services logon solution.

Terminal
Services?
Drives to | Select the local computer drives, if any, to share
Share with the Terminal Services session. the setting is

valid only if "User Location" is "Remote".

Note: Disable Protected Mode in IE9, and later,
if sharing drives. This setting is located on the
Security tab in Internet Options.

Run Terminal

Determines whether to run the Terminal

Services Services logon session in Internet Explorer.

Session in

Browser?

Share Determines whether the clipboard for Terminal

Clipboard? Services logon session is shared with the local
(client) computer. This setting is used only when
"User Location" is "Remote."

VPN Name of VPN phone book entry used for

Phonebook Terminal Services logon session. This setting is

Entry used only when "User Location™ is "Remote."”

Screen Size Size in pixels of the User’s local (client)
computer screen. This setting is used only when
"User Location™ is "Remote."

Start Full | Determines if the Terminal Services logon

Screen? session starts in full screen. This setting is used

only when "User Location" is "Remote."

S22033-3.0
Guide

Tenant Administration

305




11 - User Management

OASIS Contact Centre

Field

Description

Color Depth

IP Station— Voice Settings

The color depth (bits-per-pixel) to use for the
Terminal Services logon session. This setting is
used only when "User Location" is "Remote."

Gender The User's gender. The system uses this
information to determine the type of generic
salutation to play on call arrival at the user
position.

Speaker Gain | Gain for the headset speaker. Valid for IP Station
installations using a supported integrated
headset.

Microphone Gain for the microphone. Valid for IP Station

Gain installations using a supported integrated

headset.

Call Arrival

Gain for the tone played on call arrival. Valid for

Playback Gain

Tone Gain IP Station installations using a supported
integrated headset.

Side Tone | Gain for the sound level fed back from the

Gain microphone to the speaker. Valid for IP Station
installations using a supported integrated
headset.

Salutation Gain applied to salutations during playback.

Valid for IP Station installations using a
supported integrated headset.

Salutation
Recording
Gain

Record—General
Record User?

Gain used when recording salutations. Valid for
IP Station installations using a supported
integrated headset.

Determines whether this user can be recorded
while handling calls.

Allow Control
of Call
Recordings?

Determines whether this user is allowed to stop
and start call recordings for a call.

Record— Playback
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Field

Description

Access Level
for Recording

Set the access level that the recording system
provides to the user. Following are the values:

Playbacks .« Reviewer
» Standard
See Chapter 11.3.1.3, Granting User Access to
the Call Recording Playback for details on
these access levels.
Export Defines the type of audio and video exporting the
Permission user is allowed to perform.

Record— Screen

Screen
Recording
Mode

Recording

The screen recording mode for the user. This
setting is used only when the "User Location™ is
"Remote.

Workstation —CRM

Display CRM | Defines whether to enable the CRM tab on the

Tab? Workstation.

CRM The password for logging on to Microsoft

Password Dynamics CMR. This value is needed only for
connecting to a customer on-site CRM system,
otherwise leave blank.

CRM The user name for logging on to Microsoft

Username Dynamics CMR. This value is needed only for
connecting to a customer on-site CRM system,
otherwise leave blank.

CRM Domain | The name of the domain used to authenticate

Name Microsoft Dynamics CMR logons. This value is

needed only for connecting to a customer on-site
CRM system, otherwise leave blank.

Workstation—Display

Display Mode

Sets the display mode for workstation as Ribbon
or Normal (full screen).

SmartStation— Session Control

Override Auto
Ready?

Determines whether the user can change the
setting "Auto Ready" during their logon session.
If the override is enabled, any changes made by
the user are not persistent and apply only to their
current logon session.
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Field Description
Override Auto | Determines whether the user can change the
Accept? setting "Auto Accept” during their logon session.

If the override is enabled, any changes made by
the user are not persistent and apply only to their
current logon session.

SmartStation—Web Chat

Web Chat | Nickname to use for Web Chat Services.
Nickname

11.4.3 Changing a Users Time Zone

Management Portal date and time values are consist with the time zone
setting defined for a user?.

Changing the time zone associated with a user requires the following

steps:

1 Login as a Management Portal Manager and open the user profile
for Edit (see chapter 11.4, Editing a User).

2 In the General section, change “Time zone for Reporting” to the
required time zone and save the record.

Created From *
Default

Time zone for Reporting

3 M
Agent Role?§ First Name *§ Time zone to be used fo
® Mo () Yes TenantAdmin

@ System will display a warning message when the time zones between a User
Profile and its corresponding Personal Options Settings do not match. To resolve

1 The Start Time Hour / Minute and End Time Hour / Minute fields in Call Records and Call
Action Records are an exception to this, in that these values are computed based on the
Business Unit setting “Time Zone”, not the User Profile “Time zone for Reporting” setting.
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the warning, simply change the time zone on User Profile form by following above
steps 1-2 as instructed in the warning message.

e.g. Warning message:

S User Profile
H

1. Time zone mismatch detected between this User Profile and its personal options setting. Please update the User Profile setting “Time zene for Reporting” to "(GMT-08:00) Pacific Time (US & Canada)” to avoid local time inconsistencies for this user.

“ General

Usermame * Created From *
— ] [ ook

Business Unit} me zone for Reporting
= 3
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11.5 Deleting a User

Use caution when deleting a user, as the deletion process
cannot be undone.

Be aware that you can also deactivate a user, as described in
Chapter 11.6, Deactivating a User If you deactivate a User,
you can reactivate the User at a later time, if necessary

To delete a user profile, proceed as follows:

1 In the Management Portal navigation pane, select User
Management — User Profiles.

The Active User Profiles view is displayed

A¥oltoeio -
.. OB BT A @

svpmced  Business Unk
HrY Fi

AMsz e sor Profiles: Active User Profiles = [
Mt Mcria Bawting | I it Uk Pocios. .

Proamgd Management
Call Managemest

Publicationm

Businew Unit Managemest

Enmputer Management

Sy Amsz
=

2 From the list of users, select the user profile you wish to delete.
3 Click Delete in the ribbon.

The following confirmation dialog is displayed.
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21 Confirm Deletion -- Webpage Dialog ' @
—

|‘_|| https://ams2intb5v2b.voltdemos.co.uk/_grid/cmds/dlg_delete.aspx?iObjType=100738:Total=1 8|

Confirm Deletion
You have selected 1 User Profile for deletion,

The system will delete this record. This action cannot be undone. To continue, click OK.

oK || Cancel

Wb

https://ams2intbSvZb.voltdemc € Internet | Protected Mode: Off

w

4  Click oK to confirm the deletion of the user profile.

11.6 Deactivating a User

Deactivating a user profile puts it in an inactive state and the user profile
can only be viewed from the Inactive User profile view.

To deactivate a user profile, proceed as follows:

1 In the Management Portal navigation pane, select User
Management — User Profiles.

The Active User Profiles view is displayed.
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2 Select the user profile(s) you want to deactivate.

S Deactine

X Deiete -

ams2 e ser Profles: Active User Profiles =

—

Wetti Madia Rouling Userrame First Mame Lait Hame Busiress Urit Mame [User Sacusity |
Promp Manapement ™ cpagentE@pabulocl =) ageni pabulocl ngents
‘Call Management ™ pagentT@osbulocl o agent? pabuZect sgents
Pubidscations MY cpagerta@osbulocl ® agenid pabuZocl mgents
4 Ubtr Managemsint &Y cpagerta@pabuzecl @ agents pabuZocl sgents
[ User Proflies T &2 cpagentadmin@pabuZecl cpagent adwin pabuZocl
L B cpagentom@pab ol pagen om mabuZecl
AR User Repost r b i
o U Secutity G - . - . o
] . MEE piobbyl@pabs @ chbyl pabuZocl agents
& User Etended Permissians =
ME pionbyz@pabs -] LobbyE pabuZecl sgents
Queue Managemsent =
M & psupert@pabuzeel SUDET 1 pabulecl spents
Business Uit M. t -
e 7 ageet@oanuzen a agenty fabuzec wents
e T mssgeonuic a ageniz aDuzc sgents
F i gaesst3@oabulol a agent3 mRDuZEL sgents
[Pl tageetamosbuzcs a agenss mRDuZEL sgEnts
MY davegiamonc@PABLZCTORL Dae Diamang PAEWZCTORL adimie
FEE Defaurt colin_basiness_ur
F & petaunt dummyEL
F & petaunt pabuZaccowntl
& Default pabulocl
& Default PABUZCTORL
& Default Roda_Test
-
ﬁ - 1 - 50 of B4 (3 selactes
s ipt: 09 A = a4 B € DO E F G H I K M N O Q R’ 5

3  Click Deactivate in the ribbon.
The following confirmation dialog is displayed.

Q Confirm User Profile Deactivation —- Webpage Dialog

Confirm User Profile Deactivation
You have selected 4 User Profiles to deactivate.

This action will change the status of the selected User Profiles to Inactive. To continue, click OK.

0K || Cancel |

|https:,l',l'vdrpa1 rentilvo| " Trusted sites | Protected Mode: OFF J v
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4  Click oK to confirm the deactivation of the user profile(s).
The deactivated Users are visible in the Inactive User Profile view:

st A

= =1 ) Bgertto Bxe -
)
Fiiter
) 3 ess Unit

e g A 5
e “3Copyaline . - =

New Assign ; ) R art Run DO Advwances wness U
e X Delete - P E-mlalnk . Workfiow Disog  Report. Data- o Filt
% [r—
Ams2 & User Pro Hr:[ Inactive User Profile ~ J f
Muiti Medis Routing r Usern Eirst Name Last Name Busress Unit Name (User Secunty Group
Prompt Management r ctagenti@pabulect t e pabudecl ager
Call Mamagement r clagent2Tpabuleet et spentd bl )
« Pulsbications I3 ctagentdGpabudect t a9en agen
& Publications - ClagentéJpabuloct t apent ”
© Server Pubicabons ™ I3 vest_Host SupporBPABUCTOR] Mot Suppent st
4 User Mamagement 0 wie@PARCTOR) Wijeyakum PABLIXCTORS admin
o User Profites
& Aggregete Queve (
# Business Unit Manage...
= Business Unas
B Produces (AMS2)
B8 Business Uniz Produces
S NNot Ready Sub States
© Smatstation Configur.. '+
AMS2
%@ 1-5of 5[0 selected)
s+ Repocting AR 2 A 2 c D E F G H 4 J K L M N o] F Q

11.7 Activating a User

Activating a user moves a deactivated user from the Inactive User Profile
view to the Active User Profile view

An activated user can resume normal functions on the Management
Portal.

To activate a user profile, proceed as follows:

1 In the Management Portal
Management — User Profiles..

navigation pane, select User
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2 Change the User Profile view to Inactive User Profile.
The Inactive User Profiles view is displayed

—_ » s Activate L shar = o Exce J"_] -

2 Q
m Afvarced  Business Unit

o E-ma Find Filter =
AMS2 [Seamcn for
Multi Media Routng First Mame Last Name Busiress Unit Pame Usar S
Prompt Management ot agentl pabuZcl agents
Call Management ot agent2 abudecl agents
Publcations et agentd Rabudecl agents

4 User Management ot agentd Dabudol agents
E¥ test_Host Support@PABLZCTORL r

®

ost Support test FABUZCTOFL
Y wie@PABUICTOR] , s

Computer Management

Al
B Ams2 1-6 o 6 4 selected)

nu An = A B € D E F G H 1 ! [3
3 Select the user profile(s) you want to activate.
4  Click Activate in the ribbon.

The following confirmation dialog is displayed.

atunﬁrm User Profiles Activation -- Webpage Dialog

Confirm User Profiles Activation
You have selected 4 User Profiles to activate.

This operation will set the selected User Profiles as Active.

0K || Cancel |

|https:||',l'vdr|:-a1.rent11.Vo| . Trusted sites | Prokecked Mods: OFF

5 Click ok to confirm the activation of the user profile(s).

6 Change the User Profile view back to Active User Profiles and ensure
you can see your recently activated user profile(s).

11.8 Configuring an External Account User
11.8.1 Sharing data

11.8.1.1 Sharing the User Profile data

For reporting purposes an External Account user will need to see the
agents that are handling their calls.
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11.8.1.2

11.8.1.3

1 Create a user security group for the team of agents that are handling
the calls and add the agent’s user profile records to the new group.
See chapter 12.2, Creating a User Security Group. User profile
records can only belong to one security group, and as such there may
already be a security group for the agents.

2 Share (Read access) the user security group to the business unit’s
team, not the external account user. Sharing to the team means that
this group will shared to all users in the business unit and the step
will not need to be done again for other users in that business unit.
See chapter 4.3, Sharing an Entity. Sharing the user security group
will also share the user profile records within the group. Any
subsequent user profile records added to the security group will
inherit the groups shared.

3 Create a user reporting group for the user profile records of the
agents handling the calls and add the user profile records to the new
group. See chapter 5.2, User Reporting Groups.

4  Share (Read access) the user reporting group to the business unit’s
team. See chapter 4.3, Sharing an Entity.

Assuming the agents in this group are the same users in the user security
group create in the previous chapter then there is no need to share the
user profile records.

Sharing Queue Data

For reporting purposes an External Account user will need to see the
queues that are handling their calls.

1 Create a queue reporting group for the queue that are required and
add the queues to the new group. See chapter 5.3, Queue Reporting

Groups.

2  Share (Read access) the new queue reporting group to the business
unit’s team. See chapter 4.3, Sharing an Entity.

3 If the user will only be using groups for reporting, then share one
queue that belongs to the group (if this is not done, the groups will
not bee seen by the user). See chapter 4.3, Sharing an Entity. If the
user will be reporting on groups and/or queues, then share (Read
access) all the queues in the group.

Sharing Classification Data

For reporting purposes an External Account user will need to see the
classifications that are handling their calls.
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1  Create a classification reporting group for the classifications that are
required and add the queues to the new group. See chapter 5.4,
Classification Reporting Groups.

2 Share (Read access) the new classification reporting group to the
business unit’s team. See chapter 4.3, Sharing an Entity.

3 If the user will only be using groups for reporting, then share one
classification that belongs to the group (if this is not done, the groups
will not bee seen by the user). See chapter 4.3, Sharing an Entity. If
the user will be reporting on groups and/or classifications, then share
(Read access) all the classifications in the group.

11.8.2 Dashboards & Dynamic Reports

The External Account user will have access to the Management
Dashboard and/or Dynamic Reports. By default there will be no data
displayed as the External Account user will need to be given access to
the reporting groups that are relevant to their team.

1  See chapter 11.8.1.2, Sharing Queue Data .
2 See chapter 11.8.1.1, Sharing the User Profile data.

11.8.3 MIS Reports

An External Account user will have access to create reports or to run
reports that are shared with them. By default External Account user
will not have any of the built in reports shared with them, so initially
will not see any reports.

Additionally the data for the parameters in these reports will have to be
shared with these users. The data required will depend upon the
report(s) the user is able to access, and which parameters are on the
report(s). This could include service provider(s), client computer(s),
client computer reporting group(s), queue(s), queue reporting group(s),
classification(s) and classification reporting group(s).

1 Reports are shared using the same method as entities, see chapter
4.3, Sharing an Entity.

2  Service provider(s), client computer(s), client computer reporting
group(s), queue(s), queue reporting group(s), classification(s) and
classification reporting group(s) should be shared with the team
leader as per chapter 11.8.1.2, Sharing Queue Data, chapter
11.8.1.1, Sharing the User Profile data, chapter 11.8.1.3, Sharing
Classification Data and chapter 4.3, Sharing an Entity.
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11.8.4 Call Recordings

Extended permissions are required for viewing call recordings, and
should be configured for an External Account User for classification(s),
users(s) or both classification(s) & user(s).

1 Create a classification security group for the classifications that are
required and add the queues to the new group. See chapter 12.3,
Classification Security Groups. The classification security groups
can then all be added as child groups to the parent group. The parent
group can then be used to create the extended permission.

2 Add a PlaybackClassificationRecordings extended permission for
the external account user using the new classification security group.
See chapter 11.3.1.3, Granting User Access to the Call Recording

Playback.

3 Add a PlaybackUserRecordings extended permission for the
external account user using the user security group that is required
for this user. See chapter 11.3.1.3, Granting User Access to the Call
Recording Playback.

11.9 Configuring a Team Leader User

When a Team Leader is initially created, they can see very little data in
the system. Therefore a Team Leader needs to be configured to have the
appropriate data shared with them for their needs, as detailed in the
following sub-chapters.

11.9.1 User Profiles for Team Members

So Team Leaders can manage their team of agents, the agents User
Profiles need to be shared with them.

1 Create a user security group for the team and add the team members
to the new group. See chapter 12.2, Creating a User Security Group.

2  Share the user security group to the Team Leader. See chapter 4.3,
Sharing an Entity. Sharing the user security group will also share the
user profile records in the group. Any subsequent user profile
records added to the group will inherit the security groups sharing.

If a Team Leader has been given the additional capabilities via the
management roles Tenant Agent Queue Manager and/or Tenant Media
Quota Manager, the Team Leader must be provided with Write and
Append share access to their team members, along with the Read access
required by default for all Team Leaders.
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[ —— |
Wheo would you like to share the selected user security group with?

Select the users or teams with whom you want to share the 1 user security group record you have selected. Then, use the check boxes on the right to specify
which permissions to give each user or team.

Common Tasks | MName Read Write Delete Append Assign Share

£ Ada userTeam O 8 aextiagent N\, o 5 o & o o

X Remaove Selected Items

+ Toggle All Permissions of
the Selected Items

,E'] Reset
| bl [

11.9.2 Dashboards & Dynamic Reports

The Team Leader will have access to the Management Dashboard
and/or Dynamic Reports. By default the there will be no data displayed
as the Team Leader will need to be given access to the reporting groups
that are relevant to their team.

1 Create a queue reporting group for the team and add the queues to
the new group. See chapter 5.3, Queue Reporting Groups.

2 Share the queue reporting group to the team leader, with read and
append access. See chapter 4.3, Sharing an Entity.

3  Create a user reporting group for the team and add the team members
to the new group. See chapter 5.2, User Reporting Groups.

4 Share the user reporting group to the team leader, with read and
append access. See chapter 4.3, Sharing an Entity.

11.9.3 MIS Reports

A Team Leader will have access to create reports or to run reports that
are shared with them. By default a Team Leader will not have any of
the built in reports shared with them, so initially will not see any
reports.

Additionally the data for the parameters in these reports will have to be
shared with these users. The data required will depend upon the
report(s) the user is able to access, and which parameters are on the
report(s). This could include service provider(s), client computer(s),
client computer reporting group(s), queue(s), queue reporting group(s),
classification(s) and classification reporting group(s).

1 Reports are shared using the same method as entities, see chapter
4.3, Sharing an Entity.

2  Service provider(s), client computer(s), client computer reporting
group(s), queue(s), queue reporting group(s), classification(s) and
classification reporting group(s) should be shared with the team
leader as per chapter 4.3, Sharing an Entity.
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11.10
11.10.1

Agent Features

Overview

Agent Features are Products that can be used to control which features
an agent is allowed to use. Agent Features are applications such as
SmartStation or Media Bar, and their sub-features such as Agent

Dashboard.

The Agent Features functionality is enabled for a Business Unit by
setting the Agent Feature Mode to Restricted. This setting is
configured by System Host Administrators once it is deemed the
functionality should be enabled for a Business Unit.

Business Unit: DemoContactCentreC-In

Ei' =i Information

Information
General
Addresses
Call Distribution Syste...
Computer Telephony...
Management Informa...
Dynamic Reporting

|— Common Client Appli...

Related

4 Organization
g Users
& Business Units
& Teams
4 Processes
& Audit History
& Publications
E) Server Publications

4 Reporting

4 General

Name *

DemoContactCentreC-|

Domain Name * ¢

I:cc.de‘ro com

Division
E-mail
Web Site

Fax

Agent Feature Mode®
() Mon Restrictive

(®) Restrictive

Parent Business *
5§l DemoContactOperationA

Business Unit Role *

L Contact Center (In Source)

Tenant IDY

221

Main Phone

Other Phone

Create Statusg

Completed

When this mode is configured agents will be prevented from logging on
on or accessing some of the applications featues (Agent Dashboard,
RightNow CRM, etc), unless the required Agent Features are enabled
and allocated to their User Profile. If this happens the agent will be
shown this for Media Bar:

: OAS5IS on-call Credentials - amsZintbS\rZ.\roltdemo...nl‘

' User Name:

Feature authorisation failed

agenta@ccc.demo.com

; Password:

Remember my password

[] Change Password

ok ||

Cancel
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And this for SmartStation:

W5 Starting application failed X

. | Your user profile is not configured to allow the use of SmartStation.
'S’ Please contact your System Administrator to enable access.

Client applications (SmartStation, Media Bar) will deny access to the
client application after logon processing if the following conditions are
met:

1 The Business Unit setting Agent Feature Mode is set to
Restrictive.

2 The Client Application Business Unit Product (Agent Feature) is
not assigned to the agents Business Unit, or is assigned and in the
disabled state. See Chapter 11.10.2, Business Unit Products (Agent
Features).

3 The Client Application Business Unit Product (Agent Feature) is
not assigned to the agent User Profile, or is assigned and in the
disabled state. See Chapter 11.10.3. Configuring Agent User
Profiles.

Additionally, each Client Application has a number of related
features which must also be configured for the agent User Profile if
the features are to be active in the Client Application. These related
features are controlled by the following Business Unit Products
(Parent Product -> Name):

Media Bar -> Agent Dashboard (Media Bar)

Media Bar -> RightNow CRM Connector (Media Bar)
Media Bar -> Salesforce.com Connector (Media Bar)
SmartStation -> Agent Dashboard

SmartStation -> Dynamics Connector

© 0 N O O b

SmartStation -> salesforce.com Connector

When Agent Features are assigned to agent User Profiles, the system
will record which Agent Features are used by the agent for each Logon
Session. This information is recorded in Agent Logon Session Agent
Features (See Chapter 11.10.4, Logon Session Agent Features).
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11.10.2

11.10.3

Business Unit Products (Agent Features)

To add Business Unit Products see Chapter 2.3.1, Adding a Product to a
Business Unit. One or more of the following (Agent Feature) Business
Unit Products should be assigned to each Business Unit that has the
Agent Feature Mode set to Restricted, and the Business Unit Product
must also be shared and enabled (See chapters 2.3.2, Sharing a Product
and chapter 2.3.3, Enabling Business Unit Products):

Media Bar

Media Bar -> Agent Dashboard (Media Bar)

Media Bar -> RightNow CRM Connector (Media Bar)
Media Bar -> Salesforce.com Connector (Media Bar)
SmartStation

SmartStation -> Agent Dashboard

SmartStation -> Dynamics Connector

coO N o 0o A W N PP

SmartStation -> salesforce.com Connector

Configuring Agent User Profiles

Once Business Unit Products (Agent Features) have been assigned to
the Business Unit where agent User Profiles reside, assign the required
Agent Features to agent User Profiles by either configuring via each
User Profile or via the Business Unit Products (Agent Features) as
follows:

Via User Profile:

1 Find and open the agent User Profile to display the User Profile
form, and select the Attributes section to get to the Agent Feature
configuration area.

=5 User Profile User Profiles ML
M = agenta@cca.demo.com

4 Attributes A

User Tenant [intergrationTestams2intoSv2\ams2intb5v2\DemoRese.  Tenant ID Hierarchy  [HST\328\329\330
Hierarchy§ ?

Feature Control

[ ] Agent Feature Feature Control Enabled Products ~

Name & Parent Product (Product Id) Z

&% Agent Media Channel...
User Profile Applicatio...
<L Agent Dashboard Qu... 0-00f0 (0 selected) Page 1

4 Queue
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Click in the Agent Feature area, and then click on then Add
Existing Business Unit Products button.

Business Unit Products | ams2intb5v2 o

User Profile

Activate Share ? Save Filters ﬁi ’IE'
Deactivate Copy a Link Save Filters as New View . S
Edit Filter Set As Default  Chart Run  Start Run  Export Business Unit
Remove E-mail a Link View Pane» Workflow Dialog Report+ Products
s Collaborate Current View View Process Data
Information y
L General IED User Profile User Prefiles ML
T agenta@cca.demo.com
Queue Assignment . .
Media Quotas Attributes
Computer Telephony...
Management Informa...
Record User Tenant IntergrationTestiams2intbSv2\ams2intb5v2\DemoRese  Tenant D Hierarchy  |HST\328\329\330
Hierarch
Common Client Appii... o
- Feature Control
Smart Station
& Agent Feature Feature Control Enabled Products ~
o o
Related Name & Parent Product (Product Id) 5]
4 Common
%, Call Records NoB - . e
ﬁ Agent Media Channel...
User Profile Applicatic...
%L Agent Dashboard Qu... Q- 00f 0 (0 selected) Page 1

P T

The list of available Agent Features will be displayed.

193 Look Up Records-- Web page Dialogue X
@ https://ams2intb5v2 voltdemos.co.uk/_controls/lookup/lookupinfo.aspx?DefaultViewld=2%7bFBESC2BA-! @

Look Up Records
Select the type of record you want to find and enter your search criteria. Fitter your results and view different columns
of data by using the View opticns. Repeat this process for different types of records.

Look for: |3Js'nass Unit Product

[V O show Only My Records

View: |Agent Feature Control Products

Search: |

| Mame &
D DemoContactCentreA-In - Media Bar
] DemoContaciCentreA-In - SmartStation

1-20f 2 (0 selected)

Selected records:

Add

https://ams2intbSv2.voltdemos.co.ul € Internet | Protected Mode: On =

[~]
o

Q

Created On
24/03/2076 18:15
22/05/2014 1317

Page 1

=)

4  Select the Agent Feature(s) you wish to assign to the agent and

click OK.
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DemoContactCentred-In - Media Bar

F

DemoContactCentreA-In - SmartStation

Look Up Records
Select the type of record you want to find and enter your search criteriz. Filter your results and view different columns
of data by using the View options. Repeat this process for different types of records.

a Look Up Records-- Web page Dialogue

Look for: |3.JS iness Unit Product

[ [ show only My Records

View: |Agent Feature Control Products

Search: Search for records

MName &

[v]
o

Created On

X

& https://ams2intb5v2 voltdemos.co.uk/_controls/lookup/lockupinfo.aspx?DefaultViewld=%7bFBEOC2BA- @

]

24/03/2016 18:15
22/05/2014 1317

1-2of 2 (2 selected)

Selected records:

Properties | ‘

New

Page 1

Lo

Cancel |

https://ams2intbSv2.voltdemos.co.ub @ Internet | Protected Mode: On

D

5 The Agent Features will then have been assigned to the agents User
Profile.

Information
L General

Atributes
Queue Assignment
Media Quotas
Computer Telephony...
Management Informa...
Record

Common Client Appl...
Media Bar

Smart Station

Related

<4 Common

%, Call Records

ﬁ Agent Media Channel...
User Profile Applicatio...
& Agent Dashboard Qu..

e

Via Business Unit Products (Agent Feature):

6

By User Profile
5
=1 agenta@cca.demo.com

4 Attributes

User Tenant
Hierarchy§

Feature Control

|\‘te‘gr&:\ol‘.TEsl‘xen'sZ\‘l35»‘2‘.&n'sZi't:S‘:Z‘Jen'cPess

Tenant D Hierarchy

ML

User Profiles

IHST&ZG‘.}ZB‘-SE 0

-] Agent Feature Feature Control Enabled Products =
Name o Parent Product (Product Id)

] DemoContactCentrea-in - Media Bar

] DemoContactCentreA-in - SmartStati...

1 -2 of 2 (0 selected)

Page 1

Find and open the required Business Unit Feature (Agent Feature).

For example, the following shows the Business Unit Product
Media Bar selected. Click on the Edit button to open it.
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7

Business Unit Products View Charts Add ’ .
3 .
a / Activate Al Share = ~ f» Export to Excel
IX S WP ¢ E 8F
= x ¥ ®Es et 22 Copystnk . d u i
R

New Disable Enable  Edit Run o un  Import Advanced  Business Unit
Product Product K Delete . i E-mailalink . Workflow Dislog Report+ Data~ Find Filter
Records Collzborate Progess Data AMS2
Management {2} L3~ Business Unit Products  Active Business Unit Products = Search for records L
23 WO LACIISU PR ] Name = | BusinessUn..T,|  Product id ~| FeatureEna.. ¥/ Major Product (Produ... ¥ ParentF&|| ¢
4 Que A|[F DemoContactCentreA.in - Media Bar DemoContactCe... Medis Bar Yes Ves il
?5:2;::1:2::4‘;5;\: [ DemoContactCentreA-In - Record DemoContaciCe.. Record Yes Yes & &
i — [ pemocontactCentrea-in - Agent Observe DemoContactCe.. Agent Observe ves No oserve || =
] ] pemoContactCentrea-in - Classification Observe DemoContactCe.. Classiication Ghserve ves No Observe || &
B products (AMS2) ] DemoContactCentrea-in - Observe DemoContactCe.. Cbserve ves ves E‘
B Business Unit Products []  pemoContactCentrea-in - Recore. DemoContactC Recorg-Screen Yes No Record ]
& Not Ready Sub States 1[]  DemoContactCentreA-In - Record-Autiic D tactC Record-Audio Yes No Record 5
Configur..  i[] DemoContactCentreA-in - i DemoContactCe.. SmartStation Ves ves 13
8 callEnd Reason tAgen) | pemocontaciCentred-in - Computer Telephony Integrati.. DemoContactCe.. Computer Telephony Integration Yes Yes G
Call Action Dictioraries [J DemoContaciCentreA-n - Call Distribution System DemaContaciCe..  Call Distribution System ves Yes
4 Computer Management [J  DemoContaciCentreA-in - AMS Foundation DemaContactCe..  AMS Foundation Yes Yes
EE:::EE::S::TMW o [ DemeContaciCentreA-in - Agent Queues DemoContaciCe.. Agent Queues Ves Yes .
R Sy ] DemoContactCentreA-in - Media-Channel DemoContactCe.. Wedia-Channel Ves
< >
Memsgement 1. 2107 21 (1 selected) Page 1
L) Al # A B C D E F G H J K L M N O P Q R S T U V W X Y Z

m Business Unit Product | Add
I I I save acNew [ Sharing + @ ,—“ gg
149 Deactivate [ Copy a Link E’P

Save Save & Run Start Run

DemoContactCentreA-In - Media Bar
)» Feature Control

4 General
Related
4 Common Business Unit Id *
Bl Logon Session Agent... = DemeContactCentreA-in

4 Processes Product Id*
[ Audit B3 Media Bar

4 Feature Control

Agent Features

B Agent Feature Users Agent Feature User Profiles ~

Click on the Agent Feature Users area, and then cl
Existing User Profile button.

Ciose X Delete ‘B E-mailaline  Wordiow Dislop Report -
Save Collaborate Process Data
rformation Business Unit Product Business Unit Produc... ¥ | ' | W
L General

Feature Enabled *

] usemame & First Name Last Name Business Unit +  Name (User Security GroL &
[ agentz@ccagemo.com Agent A Updated DemoContaciCe.. Team A
[] agentc@ceademo.com Agent c DemaContactC Team A
< >
1- 2072 (0 selected) Page 1

ick on the Add
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Business Unit Product Add User Profiles ‘

= Activate Share Save Filters j==2]
= ! S
Deactivate Copy a Link Save Fiters as New View
Add Existing User | Edit Filter Set As Default  Chart Run  Start Run  Export User
Profile Remove E-mail a Link View Pane. Workfow Dislog Report.  Profiles
cords Collaborate Current View View Process Data
Information a
e Business Unit Product Business Unit Produc... = | & |
DemoContactCentreA-In - Media Bar
|» Feature Control
4 General
Related
4 Common Business Unit Id ™
i Logon Sezsion Aqent. &5l DemoContactCentreA-In re]
4 Processes Product Id* Feature Enabled *
[ Audit History B Media Bar = @ Ves (7 Mo
4 Feature Control
Agent Features
| Agent Feature Users Agent Feature User Profiles ~
[ usemame o First Name Last Name Business Unit o Name (User Security Gro &
[ sgenta@ceademo.com Agent A Updated DemoContactCe.. Team A
[] agentc@ecs.dema.com Agent c DemoContactCe... Team A
< >
Page 1

1 -2 of 2 (0 selected)

In the Look Up Records dialog display, find and select the required
agent User Profiles ensuring you only select User Profiles that
belong to the same Business Unit as the Agent Feature. Click on
OK once you’ve selected the User Profiles.

@ Loek Up Records-- Web page Dialogue

*

@ nhttps://ams2intb5v2 voltdemos.co.uk/_controls/lookup/lookupinfo.aspx?LockupStyle= multiftbrowse=0 @

Look Up Records

Select the type of record you want to find and enter your search criteria, Filter your results and view different columns
of data by using the View options. Repeat this process for different types of records.

Look for: ‘User Profile

ﬂ [ show Only My Records

View: ‘User Profile Lockup View

Search: agent

Usemame &

agentb@cca.demo.com
agentb@ccc.demo.com
agentc@cca.demo.com
agentCC1@cca.demo.com
agentd@ccademo.com

agente@cca.demo.com

snantffees damn Fnm

AJHIDDDID

1-140f 14 (3 selected)

Selected records:

Remove

| Properties || New

V]
X

Business Unit &

DemoContactCentre-in
DemoContactCentreC-In
DemoContactCentreA-In

DemoContactCentreA-In

DemoContactCentred-in
DemoContactCentreA-in

Marmnantartantrad In

CRM User Role &

Page 1

| | Cancel |

https://ams2intb5vd voltdemos.co.ub e Internet | Protected Mode: On

The agent User Profiles will now have been assigned to the Agent

Feature.
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—
ams2intbsv2 &

File Business Unit Product Add User Profiles |
= Activate Share Save Filters 3 j==2]
= | il 8 R
Deactivate Copy a Link Save Filters as New View
Add Existing User  Edit Filter Set As Default  Chart Run Start Run  Export User
Profile Remove E-mail a Link View Pane. Workflow Dialog Report. Profiles
Records Collaborate Current View View Process Data

Information -
Le Business Unit Product Business Unit Produc... ¥ L
eneral

DemoCentactCentreA-In - Media Bar

|» Feature Control

4 General
Related
4 Common Business Unit d *
e e & DemoContactCentreA-in =]
4 Processes Product Id * Feature Enabled *
4 Audit History E5 Media Bar @ @®ves (Mo

4 Feature Control

Agent Features

= Agent Feature Users Agent Feature User Profiles

[ Usemame o First Name Last Name Business Unit . Name (User Security Gro &
[} agentz@ccademo.com Agent A Updated DemoContactCe... Team A

[ agentb@ceademe.com Agent B DemoContactCe... Team A

[] agentc@cca.dema.com Agent C DemoContactCe.., Team A

[ agentd@ccademe.com Agent D DemoContactCe... Team A

< >
1-40f 5 (0 selected) Page 1 b

Logon Session Agent Features

When Agent Features are assigned to agent User Profiles, the system
will record these against each Logon Session for the agent.

If an agent is configured with multiple Client Applications
(SmartStation, Media Bar) then the Agent Feature for the Client
Application used for the Logon Session will be recorded.

The Logon Session Agent Features are found in Reporting -> Logon
Agent Session Features.

File Logon Session Agent Features View Charts
= Activate Share %ﬂ ‘f; [ Export to Excal
= n . . ;a
= Deactivate 53 Copy a Link - - [J 7 Fiter /
MNew ; Run Start Run Import Advanced Business Unit
X Delete . {3 E-mail a Link , Workflow Dialog Report~ Data~ Find Filter
Records Collaborate Process Data AMS2
Reporting @ G- Logon Session Agent Features  Active Logon Session Agent Features ~
4 DashBoards D Start Time (Loge...  Business Unit & End Time {Logo...  Logon Session & Agent Feature
B2 Dashboards D 13/04/2016 10:33 13/04/2016 10:37  agenta@cccde... DemoContactCe...
luk Dynamic Reports 1 13/04/2016 14114 13/04/2016 1474 agenta@cccde..  DemoContactCe..
l;=_| Dashboard Viewer Profiles [ 13/04/2016 14:14 13/04/2016 14:15 agenta@cccde..  DemoContaciCe..
Wl
] Dashboard Viewer Pages [ 1370472016 1459 13/04/2016 1459 agenta@cccde..  DemoContactCe...
4 Reports 00 1304206 0858 13/04/2016 08:58  agentc@ccade..  DemoContactCe..
ﬂ Reports
% Call Records
% Call Action Records
5 Logon Sessions
3 Logon Session Agent Features
ﬁ Agenit Feature Usage
|ﬂ Call Recording
\9 System Call Scheduler
Management 1-50f5 (0 selected)
Reporting Al # A B C D E F G H I J K L M N © P Q R
= r T —r

Alternatively, you can open up a Logon Session and then view the
Agent Features assigned to that Logon Session from there:
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11.10.5
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Reporting 3 G- Logon Sessions  Active Logon Sessions ™ Information — Logon Session =
General £
4 DashBoards t EmESE agenta@ccc.demo.com-2016.04.13 12:59:01
5 dasniscards 13/0872016 1459 -
Dynamic Reports = 18 Logon Session Agent Features Logon Session Agent Features Associated View ~
Related
£} Dashboard Viewer Profies (] 13/04/2016 1474 DemoContactCentreC-In| [ Start Time (Logo... Business Unit End Time {Loge..  Logon Sessien «  Agent Feature
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AT (] 13/04/2016 08:58 DemoContactCentreA. i eraE=ssntesn
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R e im} 05042016 1850 DemoContactCentrea-in| 2 Audit History
T (] 04/04/2016 1842 DemoContactCentreA-in|
B [ogon cemmion Agemt rearer || 01/04/2016 1157  DemoContactCentreA-In|
& ngent Feature Usage (] 01/04/2016 1155  DemoContactCentreA-In|
[ cait recording O 01/04/2016 1152 DemoContactCantreA-in|
]
¥ g ] 25/03/2016 1435 DemoContactCentrea.in
(] 26/03/2016 0020 DemoContactCentreC-In|
M: t L&
S 1- 5061 5000+ (1 selected)
Reporting Al = A B C D E F G

Agent Feature Usage

The Agent Feature Usage provides summary data for Agent Features
for each Business Unit and each Agent Feature used within that

Business Unit.

This data is produced on a daily basis
Screenshot TBD.
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12 Security Groups

12.1 Overview
This chapter provides information on the following topics:
»  User Security Groups
« Classification Security Groups
*  Queue Security Groups

12.2 User Security Groups

User Security Groups are used to aggregate Users into groups so that
Administrators can be given permission to view or administer them.

These groups can be hierarchical and are typically used to set up the
Users within systems to mirror the structure of the users within the
organization.

User Security Groups are required for the following functions:

» To enable administrator users to play back call recordings. (Refer
to chapter 11.3.1.3, Granting User Access to the Call Recording
Playback for details about the feature.)

» To determine which Users will have the Observe User feature at
their disposal, and which Agent Users they are allowed to observe.
(Refer to chapter 11.3.1.2, Granting User Access to the Observe
Functions for details about the Observe feature.)

Additionally, these groups can be shared on the Management Portal,
allowing Users to be given access to the groups and members of the
groups. For example, a parent Business Unit might share such a group
with one or more of its child Business Units. The children can then access
the Agent Users as required. For details about sharing, refer to chapter
4,Sharing Entities.

For example, you could define a top level of User Security Groups that
represent the Call Centres or Departments in your organization. Within
those groups you could then establish other groups that constitute the
different teams of individual Agents.

For example, you could define a top level of User Security Groups for
the Company Sporting Goods R US, which has two Call Centres in
different countries. Within those centres you could then establish Agents
who work on Teams A, B, C, and D. Using Sharing you could allow
either of the Call Centres to access the Teams they are in charge of.
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The Figue below shows an example User Security Group hierarchy with
the User Security Groups “Call Centre A” and “Call Centre B” at the top
of the hierarchy. Each Call Centre contains multiple underlying “Team”
User Security Groups, which in turn contain the Users.

Call Centre A
« Team CCA1l

« Agent User A in Team CCAl
* Agent User B in Team CCA1

+ Team CCA2

« Agent User 1 in Team CCA2
* Agent User 2 in Team CCA2

Call Centre B
+ Team CCB1

+ Agent User X in Team CCB1
« Agent User Y in Team CCB1

Security Groups can contain other User Groups (self-

@ A User can exist in only one User Security Group. User
referencing) to form an unlimited hierarchy of Users.

All groups and members of groups must belong to the same
Business Unit.

The administration of User Security Groups incudes the following tasks:
«  Creating a User Security Group
» Assigning a User to a User Security Group

12.2.1 Creating a User Security Group

To create a User Security Group, proceed as follows:
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1 In the Management Portal navigation pane, select User
Management — User Security Groups.

2  Click tNew in the ribbon.
The New User Security Group dialog is displayed.

3 Inthe Name field, enter a name for the new group. When specifying
a name, do not enter the apostrophe character ().

In the Business Unit field, select the Business Unit for which the
User Security Group is being created.

D

5 Click save to create the group.
AVoltDelta S

e X8 ’ < t
W& supervisor

a

~ General

General

o

e e .

Associations

v}

2 Child User Security Groups: Active User Security Groups ~ »

= Name Business Unit Parent User Security Group| Createc On <

This does not close the form, so that you can subsequently
assign groups and users to it.

6  Continue by assigning Users to the new User Security Group
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12.2.2 Assigning a User to a User Security Group
To assign a User to a User Security Group,, proceed as follows:

1 In the Management Portal navigation pane, select User
Management — User Security Groups.

The list of Active User Security Groups is displayed:

= are
[ &
oy a L
Mew  Eait Run
b Warkf
AMS2 G G#~ | User Sacur ity Groups: Active User Security Groups ~ E
Multi Media Routing = | Wame = - —= —
Promgt Managensesl & adwin
Call Mamagement & aomn o
Fublications 8 agents peouZect H 21 PM
4 User Management 1™ supendsor ESELZCTOPL EZEDILA 34T FMA
C 8 et vsg PASLIZCTOPY 13204 335 PM
Queus Management
Business LUnit Management
Computer Management
T aws2 1-50f § 1 selected
i Reportng i ] D o :] T
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2  Click the Name of the User Security Group to which you want to add
a User

The User Security dialog is displayed:
AVoltDolt e

List Tools

ser Security Grou User Profiles VORPAL o
= S | o Activate A Share T A = = - ig =
= - & 4 ﬁ \ ! E '
== = — 5 Desctivate % Copy Link a A ) =P S
Add Mew User Add Existing User Edit Remowe Fitter Set As Default Chart Run Start Run  Export User
Frafile Brofie ¥ Delete User Profile # E-mail a Link Pare » Workflow Dislog Report. Profiles
Recards Callabarate Current View Vigw Pracess Data
Intermation &/ User Security Group User Security Groups ~ | # | #
- General test USG
Related “i% User Profiles - User Profile Assoclated View - | Search for recoras Fel
4 Common T | usemame = | First Name: | Last Name | BusiressUnit & | Name (User Securit@
2 Audit Histery -
28
=
d
£ Wser Profiles J

oo
4 Processes

G Workfiows

G Dislog Sessions

-
4] »
0-06f 0 [0 selectad) 4 4 Peget b
Al & A B8 [« D E F G H I ) K L M N O L} Q R 5 T u v w X Y z
Status Active

3 Inthe left navigation pane, click Common — User Profiles.

A list of associated User Profiles is displayed (if they exist), similar to
the following

list Teols Colin Meany &
ser Security Grou User Profiles VORPAL =
= E = ) Activate A = ﬁ - Eg ||
== = e 3 \ 3 b
et = — ) iDeactats a | <) Gl
Add New User Add Existing User Edit Remove Set As Defauit Chart Run Start Run  Export User
Profile Prafilé % Delete User Profile Vigw Pang~ Workflow Dialcg Report~ Profiles
Records View View Process Data
Information & User Security Group User Security Groups | & | 4
L General test USG
— ST User Profiles : User Profile Associated View ~ [ search for recoras 2
4 Common | username = | First Name | Last Name | Business Unit = | Name (User Securiti
2] Augit Histery -
a8
s
-
& User Profiles J
4 Procesies
Gl Workflows
G Dialog Sessions
-
4] »
0-00f0(0salactad) 4 4 Pagel b
Al - A B c D E F G H I 1 K L M N O P Q R s T u v ow X ¥ =

Status Activia
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4  Click inside the User Profiles table to activate it.

Click the All Users Under This User Security Group table to
activate it.

6 Click Add Existing User Profile to add a user to the group
A Look Up Records dialog is displayed

7  Select the Username record(s) to be added to the group.

8 Click Add

9 Click oK.

12.3 Classification Security Groups

Classification Security Groups are used to aggregate Classifications into
groups so that Users can be given permission to view or access them.
These groups can be hierarchical and are typically used in conjunction
with the Classifications in your Business Unit so that you can structure
who can access specific Classifications.

For example, these security groups are used to determine which users can
use the Observe Classification feature and which Classifications they can
observe.

(For details about configuring the Observe feature, refer to chapter
11.3.1.2, Granting User Access to the Observe Functions

Additionally, these groups can be shared on the Management Portal, so
that Users can be given access to the groups and members of the groups.
Chapter 4, Sharing Entities provides additional information about
sharing.

@ Note the following about Classification Security Groups
e A Classification can be a member of only one
Classification Security Group
e A Classification Security Group can contain

Classifications from only the same Business Unit to
which the group belongs
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12.3.1 Creating Classification Security Groups
To create a Classification Security group, proceed as follows.

1 In the Management Portal navigation pane, select
Management — Classification Security Groups:

ZVoltDefta
_gﬂ _I"I r::<7:ﬂts£:ce JI'} Q

Fun - lmport Agvanced  Business Umit
alog Report. Data. Find Filter «

AMSZ

coed Classification Security Groups: Active Classification Security Groups ~

Call

e | nName Business Urit Parent Classification Security Group | Crester

T Prompl Mansgement [ 4L class pabulecl

4 Call Management ™ & colin class secur grp colin_business_ur
W Cassifications e creasuacToP: PABUZCTOR:
%L Classification Reporting Groups
%L, Classification Security Groups

™ % maev pabuzctopl PABUZCTORL
W Queuss M PAcO security PABLZCTORL
%L Queue Reporting Groups ™k test CSG Red PABL2CTORL
% Queue Security Groups

% Agent Queves

& Senvice Providers

Pubhications

User Management

Quese Management

Business Unit Management

Compites Managemenl

& amsz
1-6of &0 selected)

22 Reparting A . A B c o E F G H 1 K

17
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2 Click New in the ribbon.
The New Classification Security Group dialog is displayed.
- ZVolfDoita o

assificatian Secu

i Sove & New
H R
Seve  Spve

Information @i acsification Security Gr

Related = Ganaral

4 Common General

H

E] Associations

kl

Active

3 Inthe Name field, enter a name for the group.
4  Click the button next to the Business Unit field.
The Look Up Record dialog is displayed

Search field and click the Search button to find the desired

@ Enter the first few letters of the Business Unit name in the
Business Unit

5 Select the Business Unit and click OK
You are returned to the Classification Security Group dialog
6 Click Save & Close to create the group.

12.3.2 Assigning a Classification to a Classification
Security Group

To assign a Classification to a Classification Security Group, proceed as
follows:

1 In the Management Portal navigation pane, select Call
Management — Classification Security Groups.
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2  Click the Classification Security Group to which you wish to assign
one or more Classifications.

The Classification Security Group dialog is displayed for the selected

group.
[ Colin Meany *
e Z¥oltDoic
| Wswesn i STarng - , |
B o B & 63 8
Infermation - b f ClassFication Securty G = | # #
e & colin class secur grp
Reiated y Te—
4 Commen General
;p‘ |::"r'|t'=".'j':~ 3 0 ....':.__" i |
o Audit st Assodations

ih Chid Classficaton Secursy Groups: Actiwe Classification Security Groups -

LAR - ]

vons: Active Classifications Nen-Template Lookup

Al

3 Click the Classifications area.
A new set of controls appears in the ribbon.
4  Click Add Existing Call Type in the ribbon.
Rhe Look Up Records dialog is displayed,

5 Click the name of the desired Classification (Call Type) in the list to
add it to the Selected Records section below. To select multiple
entries, click their corresponding check boxes, and then click Add

6 Click ok

You are returned to the Classification Security Group dialog. The
selected Classification(s) now appears in the Classifications area.

7 Click anywhere outside the Classifications section to restore the
ribbon, then click Save & Close.
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12.4 Queue Security Groups

Queue Security Groups are used to aggregate Queues into groups so that
Users can be given permission to view or access them.

These groups can be hierarchical and are typically used in conjunction
with the Queues within the system so that you can structure who can
access specific Queues.

Queue Security Groups are typically shared on the Management Portal,
allowing a User to be given access to the groups and their members.
Chapter 4, Sharing Entities provides additional information about
sharing.

@ Note the following
e A Queue can be a member of only one Queue

Security Group

e A Queue Security Group can contain only Queues
from the same Business Unit to which the Queue
Security Group belongs
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12.4.1 Creating a Queue Security Group
To create a Queue Security Group, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queue Security Groups.

2 Click New in the ribbon.
The New Queue Security Group dialog is displayed..
ZiVeoltDolta
o b
:I'-_' :Iﬁ
Information ] QUeLe e
Genem - New
Rekated = Ganeral
4 Common General
- o a
A Pioieses
Azsacintiong

Hictivee:

3 Inthe Name field, enter the name of the new Queue Security Group,
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4  Click the button next to the Business Unit field.
The Look Up Record dialog is displayed.

Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK
Look for: |E usiness Unit ;I
View: Ii:'.'.= B ;l
Sealch:lfes-:-' for records L
i Mame Domain Name Main &1
F§ colin_business_unit colin.com
& dummyBU eee
F§ pabuZaccountl pabulaccountl
[T & pabuzec pabulccl
v PABUZCTOP1 PABU2CTOPL
[T & Roda_Test Roda_Tast
1 ¥
1-60of 6 (1 selected) Page 1
Properties | | Mew
| OK || Cancel || Remove \alue |
r P PR B el B B B B - Lram

Search field and click the Search button to find your

Q Enter the first few letters of the Business Unit name in the
Business Unit.

5  Select your Business Unit and click OK.
You are returned to the Queue Security Group dialog.

6 Inthe Parent Queue Security Group field, click the button next to the
field, and then select the desired group name in the Look Up Record
dialog that displays.

7 Click save & Close to confirm your input and save the new Queue
Security Group.
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12.4.2 Assigning a Queue to a Queue Security Group

@ A Queue can be assigned to only one Queue Security Group

To assign a Queue to a Queue Security Group, proceed as follows:

1 In the Management Portal navigation pane, select Call
Management — Queue Security Groups..

2  Click the Queue Security Group to which you want to assign one or
more Queues.
The Queue Security Group dialog appears for the selected group.
— JYolfCeita ol Meary
m Quisoe Securfy Group é{&"* s g NORFAL
H 1 s iten  GaSharing. @ =i @
_' " t'-&# aDesctete Il Copyalng h -:‘:li :_EE
= S::::s? ¥ Deiete 1515_—., alnk Wertfiom Disicg | Repod
Infoemation &1 Queve Secuity Group st Secarity Groupe = | & |
= & colin test QSG
Related = General :
# Commed Genenal
m;mn ! (c o best Q86 :Ql-:.'-kl:-.‘::':-". 3
J Aud History Associations
A\ oewain q
1L Chid Quewe Security Groups: Active Queue Groups »
r M Busness Uk Parert Qobyus Security Geosp Creased On -

8-00f 0 [0 selected)

% Cuewss currently in this group: Active Queues Nen-Template -

Bunriare | e i [ e X

Auctive

3  Click the Queues currently in this group section.
A new set of controls is displayed in the ribbon.
4  Click Add Existing Call Type in the ribbon.
The Look Up Records dialog is displayed
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5 Click the name of the desired Queue (Call Type) in the list to add it
to the Selected Records area of the dialog. To select multiple
Queues, click their corresponding check boxes, and then click Add

6 Click ok to confirm your selection and return to the previous dialog.

The selected Queue(s) now appear in the Queues currently in this
group area of the dialog.

7  Click anywhere outside the Queues section to restore the ribbon, then
click save & Close to confirm your input.
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13 Managing Queues and Skill Sets

13.1 Overview
This chapter provides information on the following topics:
» User Management Overview
» Creating Queues and Skill Sets
» Assigning Queues and Skill Sets

13.2 User Management Overview

Depending on the workforce strategy of your company, the administrator
must create one or more of the following to enable Agent Users to receive
and service calls:

« Individual Queues.

* Aggregate Queues, which are collections of one or more
Queues.

» Agent Select Skill Groups, which are collections of Queues that
an Agent can selectively log on to.

Once these have been defined, the administrator assigns Users to these
Queues, although Users can also be assigned to simple individual Queues
(refer to chapter 13.4, Assigning Queues and Skill Setsfor details).

13.3 Creating Queues and Skill Sets
This chapter contains the following topics:
» Creating a Queue
» Creating an Agent Select Skill Group
» Creating an Aggregate Queue Group

13.3.1 Creating a Queue

For information on creating a Queue, refer to chapter 3.3.1, Assigning
Queues and Skill SetsCreating a Queue.

For information on assigning Users to an individual Queue, refer to
chapter 13.4.1,Assigning Users to Individual Queues.
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13.3.2

Creating an Agent Select Skill Group

Agent Select Skill Groups are used to provide optional groupings of

Queues to form Skill Sets that Agents can use to log on.

An Agent can log on to a different Skill Set to provide a different set of
services. Each Queue in the Skill Set can be assigned a User Priority

Queues and User Profiles can belong to more than one Agent Select Skill

Group.

To create an Agent Select Skill Group and assign its Agent Skill Group

Queues, do the following, proceed as follows:

1 In the Management Portal navigation pane,

Management — Agent Select Skill Groups.
2 Click New in the ribbon.

The New Agent Select Skill Group dialog is displayed.

— JYolfelto
ZVoltDelt

. . I seve & New P

B

Save Save &

Close
Information if' Agent Select Skill Group
General S5 New
Related * General
4 Comman L |

4 Reporting

4 Procedies

Active

select Queue

Colin Meany &
WDRPAL

kl

3 In the Name field, enter the name of the new Agent Select Skill
Group. When specifying a name, do not enter the apostrophe

character ().

@ The maximum allowed name length is 26 characters.

4 Inthe Business Unit field, select the Business Unit for the new Agent

Select Skill Group
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5 Click Save in the ribbon

The Queue and User Profiles tables are displayed

ZVoltDolta oy
m Agent Sekect Sill Group Comie e g VORFAL o
| I lhsve anew [ sharing - :']
L LEE i Deactiase IR copya unk =
S Baw & Bun
Closz K Deate o eoort
information % Agent Select Skill Group
Genensl Customer Service Skill Grp
Cuouss
Lger Profile v Ganarsl
.
Rrlated I“"""-‘ 3
& Comenen
K User Profiles =
cucs
& Agent Select Skill Queues Qu
4 Reparting &l 2 2
& Logon Sessions r Marme [Queus) Business Unit Pty Creabed On 2
4 Processes
o Auide Histary
0= Oad 000 selected)
* User Profiles
T | Usemame = First Name Lest Name Business Uinit = @&
-
Active

6 Click the Queues table, and then click Add New Agent Select Skill
Queue in the ribbon.

The New Agent Select Skill Queue dialog is displayed
AVoltDefta o

VORPAL o

I Sove & New } Shering -
Savwe e & 3 R 2y
A E-mail a Link Workfiow Dislog Report.

e
Save

Close

Indormation (& ¢ t Select
Gerveral New
Related * General
# Processes General
d '
a I
" gent Select Sill Group
& Customer Service Skill Grn 4
-

Active
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7  Inthe Queue field, select the desired Queue

8 In the Priority field, set the Priority value to the relative priority of
the selected Queue for the user. When calls are available in multiple
Queues, the Priority parameter determines which call is presented to
the Agent. Values are -99 to 99, with 99 being the highest priority

9 Click save & Close
The Agent Select Skill Group dialog is re-displayed

10 Repeat steps 6 through 9 for all the Agent Select Skill Queues
required for the Agent Select Skill Group.

11 Click elsewhere inside the Agent Select Skill Group dialog to
activate the Save & Close button in the ribbon, then click Save &
Close

Groups, refer to chapter 13.4.3,Assigning Users to Agent

@ For information on assigning Users to Agent Select Skill
Select Skill Groups.

13.3.3 Creating an Aggregate Queue Group

@ Note the following about Aggregate Queues:

e Aggregate Queue Groups are used for aggregating
several Queues into a single Queue view

e Queues can belong to only one Aggregate Queue
Group. User Profiles can belong to more than one
Aggregate Queue Group

To create an Aggregate Queue Group and assign its Aggregate Queues,
proceed as follows:

1 In the Management Portal navigation pane, select Queue
Management — Aggregate Queue Groups.
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2 Click New in the ribbon.
The Create Aggregate Queue Group dialog is displayed

Lo

- |b Colim Meany
m Aggregate Queue Group &.»mq VDRPAL &
I Save & Mew ha
o RS
Save  Save &
Clase

Retated = General

# Commaon " Business Unilt
@ ] |

“

4 Processes

4

Active

3 In the Name field, enter the name of the new Aggregate Queue
Group. When specifying a name, do not enter the apostrophe
character (°).

@ The maximum allowed name length is 26 characters.

4 In the Business Unit field, select the Business Unit for the new
Aggregate Queue Group.
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5 Click Save in the ribbon, then click elsewhere in the dialog
The Queues and User Profiles tables appear in the dialog.

List Foolks 8
] Caolin Meany
m Aggregate Quese Sro Aggregate Queses Q{TQ.QJ?Q. VDRFAL &
Add Wy Aoomgale  E Filter S8t A D b Chat Rigr st Rum  Expor] Aggregate
Queue 7 Delete Apregate Qusise A el 3 Link Wk low by plum 1 g0
Information A Aggregate Quoue Grou
Geners =5 myAggQueueGrp
s
-
= General
[ &) PASLZCTOR 3
A Coammasn
Ly Aggregate Queuss - Quatis
% Call Types
4 Proces: al =
o Budit History E Hame [ueue Business Unit Priarity Crested On 2

0« 0 af O [0 seleched)

= User Profiles

W Username First Mame Last Name Business Uni Memre [User

0

i rlE2

0 - Oiod O [0 selected

Adctead

6 Click the Queues table, and then click Add New Aggregate Queue
in the ribbon

The New Aggregate Queue dialog is displayed.

Aggregate Queue
Bﬁ}' New

Business Unit

- General
General
Queue * Priority *
Owning Aggregate Queue Group
& myAggQueueGrp .ﬂ

Status Active

7 Inthe Queue field, select the Queue

8 In the Priority field, set the Priority value to the relative priority of
the selected Queue for the user
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parameter determines which call is presented to the Agent.
Allowed values are -99 to 99, with 99 being the highest
priority.

@ When calls are available in multiple Queues, the Priority

9 Click Save & Close

10 Repeat steps 6 through 9 for all the Aggregate Queues required for
the Aggregate Queue Group

The Aggregate Queues appear in the Queues table

~ Queues

_&IS&E-:- for records Pel
r Name (Queue) Business Unit Priority z
[T s chewysales PABUZCTOPL
[ l& codge sales PABU2CTORL
™ [ jeep sales PABUZCTOPL

1-3 of 3 (0 selected) Page 1

11 Click outside the Queues table to restore the ribbon, and then click
Save & Close

For information on assigning Users to an Aggregate Queue
Group, refer to chapter 13.4.2,Assigning Users to Aggregate

Queue Groups.

13.4 Assigning Queues and Skill Sets

Three schemes are available for assigning the Queues that an Agent will
service.

Agents can also service their own personal Agent Queues as
described in Chapter 14,Personal Agent Queues.

The Table below describes the available methods for assigning queues to
Agents.

Queue Allocation Scheme | Description

Individual Queues One or more individual Queues are chosen
for the User to service.

For the procedure, refer to chapter
13.4.1,Assigning  Users to Individual
Queues.
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Queue Allocation Scheme | Description

Aggregate Queues An Aggregate Queue is a group of one or
more Queues. An Aggregate Queue can be
assigned to one or more Users. This is useful
where a group of Users will all service the
same set of Queues. Multiple Aggregate
Queue groups can be assigned to a User.

For the procedure, refer to chapter
13.4.2,Assigning Users to Aggregate Queue
Groups.

Agent Select Skill Group An Agent Select Skill Group is similar to an
Aggregate Queue. However, more than one
Agent Select Skill Group can be assigned to
a User, and Users are prompted to select the
required Skill Group when they log on to
their call handling application (e.g.
SmartStation or Media Bar).

For the procedure, refer to chapter
13.4.3,Assigning Users to Agent Select Skill
Groups.

The Queue Allocation Scheme (method) is selected in the Queue
Assignment area of the User Profile dialog, shown in the figure below:

~ Queue Assignment

Queue Assignment

Queue Allocation Scheme®
I]r‘:m:.a\Q.e.e: ;I

& Individual Queues: Individual User Queues User Profile View ~

™ | Name [Queue) | Business Unit [Queue) | Pnorlt}" Business Unit z
|l @ Cust Serv Billing pabu2ccl 0 pabuZccl
I~ J& paombemailgueue pabulecl 0 pabu2ccl
— _& paombwebchatgueue pabuleccl 0 pabu2Zecl
|l @ PAombgueue pabuleocl 0 pabuZccl
1 -4 of 4 (0 selected) Page 1

The following chapters describe how to configure each of the schemes.

13.4.1 Assigning Users to Individual Queues

You can assign one or more Users to one or more individual Queues by
doing either of the following:

» Assigning via the User Profile
+ Assigning via the Queue Profile

S22033-3.0 Tenant Administration
Guide 349



13 - Managing Queues and Skill Sets

OASIS Contact Centre

13.4.1.1 Assigning via the User Profile

To use the User Profile to add one or more individual Queues for one or
more Users, proceed as follows:

1

2

# s Actumte gl Shoane
- Y )
' Deacthate <3 CopyaLnk o

In the Management Portal choose User

Management — User Profiles.

navigation pane,

Select one or more User Profiles you wish for Queue Assignments.

L VolfDeoita

User Brofies Chart i S l

ﬂ |]—9| |:';\::I1Iol-:e ﬁ Q

]
Mew  Edit | Assign R art Sun  lmport Adyenced  Business Unit
Q_efes X Delete . g E-mai a ek war alog  Report . |:apr: = Find Finer »
Records Cosaborate Data M2
A n L
Ams2 e Five User Profiles = [Seacn for reeowe
Assign Queuss to Users |
Multi Media Ry . First Name Last Mame Business Unit Mame (User Security Groug) 15 Tempia
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Publications T EY scnang@rasuzctoey sdnan sizamar PABUCTORL samin Ne
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£ User Peofiles L7 asentl@osbydec) sgent H mabulecd agents Mo
§ User Reparting Grow.- L BY) poenidoaRudoc) agent 2 mabugecl agents No
;.; User Security Groups £ sgent3@osbudect »gent 3 pabeZeel agents e
L User Extended Permi.. =
- ' P12 agents@oabuice sgent 4 mabudel agents Ne
 Smus Manag el FEE agenttempiate agant anbudoch s
28 sgent Seiect Skill Gr.. = ;
o0 . MEE billsgerti@psbuiecl bl pabadicl agents Mo
s Aggregate Queue Gr. 1 .
(T EY bilagentz@pabuzorl bil papuZect agents Ko
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& Rusiness Linis (] L Billbger3@paty b onbalect Bgents He
B Products (M52 TEY blilsgentd@pabuerl bl 2 paba2eel agents Mo
M8 Business Unit Frodu.. ¥ billsuperi@pabalech bil uE aabaloct agents Mo
L Nt Ready Sub States TEY beb tewpiste bob temolate beb pabulect agents e
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3 Click Assign Queues in the ribbon.
The Queue Assignment dialog is displayed

®

If you are adding more than one User Profile, ensure the
selected records belong to the same Business Unit. If the
selected records belong to multiple Business Units, the

following error message is displayed:

Message from webpage

o

)

Error: You are not allowed to perform Q
different Business Units.

Please change your selection so you on
same Business Unit.

i

ueue Assignment on items from

ly have items selected from the

4 From the Queue Allocation Scheme drop-down menu, choose
Individual Queues.
e | ot AVeltelta s
- - . _r . N y !.5. Gix
Add Existing Ca Filker i Run  Export Ca
Tipe oort . Types
AR Queue Assignment
5 Information
& pabuzec)
* General
Genaral
|
tian ;
Update Priariy For B
Mo ves
. Queuves assigned to current Queue Assignment: Active Queues Non-Template -
|— Name Susress unit Saved versicn Fublished Yemsion Created On Modfiea On :
0 - ol O 0 selected)

Active

To override the existing Queue Allocati

on Scheme for all the

selected User Profiles, set “Update Queue Allocation Scheme in

User Profiles?” to Yes
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6 To replace the Priority for existing Individual User Queues, set
“Update Priority for Existing Records?” field to Yes.

The priority field is used to populate Priority for each of the
new Individual User Queues to be created.

7 In the Priority field, set the Priority value to the relative priority of
the selected Queue for the user(s)

When calls are available in multiple Queues, the Priority parameter
determines which call is presented to the Agent.

Allowed values are -99 to 99, with 99 being the highest
priority.

8 Click the Queues assigned to current Queue Assignment table and
then click Add Existing Call Type in the ribbon

The Look Up Records dialog is displayed with a list of available
Queues

9  Select the Queues required and click OK

The selected Queues appear in the Queues assigned to current Queues
Assignment table

List Tooks [ Carlin M L]
W oo | cuinom AVoltCelia e o
= . 4 Share 3 il Save Fitters

Tpe

= Information
& pabizecy
- General

General

iy Queses assgned to current Queue Assgnment: Active Queues Non-Template -

L]

Mame Business Ur e Saved Yersien Pubished Versior Crextec On Medifies Or
T CustSenv pabudeel ie 16 9792013 240, &/15%

e Cust ServLobby aabu ol a § 975002003 1003, 43072014 1211

1.Zaf 2 ([0 selected)

Aciive
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10 Click elsewhere in the Queue Assignment dialog to bring the Queue
Assignment tab into focus in the ribbon, then click Assign Queue(s)

<
Assi
Quei

(##) in the ribbon.

Although appearing to be assigned, the actual Queue

Assignment occurs only after the Assign Queues button is
clicked.

11 Optionally, to unassign one or more selected Queue assignments,

<
click UnAssign Queue(s) (#) in the ribbon

The fields “Update Queue Allocation Scheme in User
Profiles?” and “Update Priority For Existing Records?” are
ignored in an UnAssign operation.

13.4.1.2 Assigning via the Queue Profile

To use the Queue Profile to add one or more individual Queues for one
or more Users, proceed as follows:

1 In the Management Portal navigation pane, choose User
Management — Queues.

2  Select one or more Queues you wish for Queue Assignments.

= AotCota | —

@ e

AMS2 (3| [ Assign Users

Mist Media Roisting

n LI LE2 -
L} 8 ORO0A0LN 1000 40014 1214
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3 Click Assign Users in the ribbon.

If you are adding more than one Queue, ensure the selected
records belong to the same Business Unit. If the selected
records belong to multiple Business Units, the following
error message is displayed:

X

Message from webpage

Error: You are not allowed to perfoerm Queue Assignment on items from

! . different Business Units.
Please change your selection so you only have items selected from the

same Business Unit.

———

If the selection contains only template records, the following
error message is displayed since Template Queues are not

supported:

f [SC)

M fr b,
essage from webpage - .

Error: Selection matches Template Queue(s).
: ! .. Please change your selection so you have one or more non-template

Queues.

——

Queue Assignment proceeds but a warning message is
displayed, as follows. Template Queues will be ignored in
the Queue Assignment process as template Queues are not
supported:

.
Message from webpage . &

@ If the selection contains one more template records, the

Warning: Selection contains Template Queue(s).
! . These will be ignored for Queue Assignment.

=4,
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The Queue Assignment dialog is displayed.

Ust Toals

i

N AVolfDef
dps swe 7 ; -
j r _E‘A -,I\'
Add d '.I‘ g Use o Fiter t "-;__,1 I\'")"' User
P_{ﬁ Oueue Assigrmant
E5 Information
Business U & pabudect

* General
General
Queus Alocabion Schems *
[ Bl
Update Queue Allocation Scheme in User Profiles
& po O
Friarity
15
Updaie Prigrity For Exlsting Records?
@ He [ ves
W Users to assign to current Quewe Assignment: Active User Profiles =
[ Usarname First Mame Lasl Name Betiness UnRt W [User Securily Groupll I8 Templatel ag
i b .

O -0l 00 selected) 1
Status HActive
4 To override the existing Queue Allocation Scheme for all the

selected Queues, set “Update Queue Allocation Scheme in User
Profiles?” to Yes

To replace Priority for existing Individual User Queues, set “Update
Priority for Existing Records?” to Yes. The priority field is used to
assign the Priority for each of the new Individual User Queues to be
created

In the Priority field, set the Priority value to the relative priority of
the selected Queue for the user(s)

When calls are available in multiple Queues, the Priority
parameter determines which call is presented to the Agent.
Allowed values are -99 to 99, with 99 being the highest
priority.

Click the Users to assign to current Queue Assignment table and
then click Add Existing User Profile in the ribbon

The Look Up Records dialog is displayed with a list of User
Profiles.

Select the Users required and click Ok
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The selected Users appear in the Users to assign to current Queue
Assignment table.

9 Click elsewhere in the Queue Assignment dialog to bring the Queue
Assignment tab into focus in the ribbon, then click Assign Queue(s)

(f_?;:s;;) in the ribbon

Although appearing to be assigned, the actual Queue
Assignment occurs only after this button is clicked.

10 Optionally, to unassign one or more selected Queue assignments,

<
click UnAssign Queue(s) (#=) in the ribbon

The fields “Update Queue Allocation Scheme in User
Profiles?”” and “Update Priority For Existing Records?” are
ignored in an UnAssign operation.

13.4.2 Assigning Users to Aggregate Queue Groups

You can assign one or more users to one or more Aggregate Queue
Groups by doing either of the following:

 Assigning via the User Profile
+ Assigning via the Aggregate Queue Groups profile

13.4.2.1 Assigning via the User Profile

To use the User Profile to add one or more users to one or more
Aggregate Queue Groups, proceed as follows:

1 In the Management Portal navigation pane, choose User
Management — User Profiles
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2  Select one or more User Profiles you wish for Queue Assignments,
then click Assign Queues in the ribbon.
OB s, © 5 BFTTT A @

Ecit  Assign Run Chart fun  Impart Advanced  Business Unit
Queces 3 Delete . [ &-mail a link . Workflow Cialog  Report~ Data~ Find Fils
Recorcs Collaborate Process Data AMS2
AMS2 Assign Queues

dve User Profiles -

Assign Queues to Users.
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. = " . 17 agentagoapydecy apent 4 papuZeel apents No
Q;“ * 5”“ :s - B agenttemplate apent temgiate pabuaeel L]
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5 ::q'egulzq.neu:s- -'_ 181 el i el W
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« Computer Management = N . . . N .
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AMSZ
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selected records belong to the same Business Unit. If the
selected records belong to multiple Business Units, the
following error message is displayed:

@ If you are adding more than one User Profile, ensure the

Message from webpage

Error: You are not allowed to perform Queue Assignment on items from
J_\. different Business Units.
Please change your selection so you only have items selected from the
same Business Unit.
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The Queue Assignment dialog is displayed

) Colin M o
m Quewe Assignment &@m@. 'C:::T
= 2 Delete  SShaing - ™
Quesefs) Queses HE Report -
@B, cumie sssmen
“5 Information
& pabuZec 1

* General

General

& Aggregate Queus Groups: Active Aggregate Queue Groups =

Hame Busimess Unit

Adctive

3 From the Queue Allocation Scheme drop-down menu, choose
Aggregate Queue Groups.

4 To override the Queue Allocation Scheme for all the selected User
Profiles, set the field “Update Queue Allocation Scheme in User
Profiles?” to Yes

5 Click the Aggregate Queue Groups table, then click Add Existing
Aggregate Queue Group in the ribbon

The Look Up Records dialog is displayed with a list of groups.
6 Select the groups required and click OK
The selected groups appear in the Aggregate Queue Groups table.

7  Click elsewhere in the Queue Assignment dialog to bring the Queue
Assignment tab into focus in the ribbon, then click Assign Queue(s)

(\) in the ribbon

Although appearing to be assigned, the actual Queue
Assignment occurs only after this button is clicked.

8 Optionally, to unassign one or more selected Queue assignments,

<
click UnAssign Queue(s) (#) in the ribbon
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The field “Update Queue Allocation Scheme in User
Profiles?” is ignored in an UnAssign operation.

13.4.2.2 Assigning via the Aggregate Queue Groups profile

To use the Aggregate Queue Profile to add one or more Users for
one or more Aggregate Queue Groups, proceed as follows:

1 In the Management Portal navigation pane, choose Queue
Management — Aggregate Queue Groups

2 In the left-hand window pane, under Queue Management, click
Select one or more groups you wish for Queue Assignments, then
click Assign Users in the ribbon.

o | —— t el
— 2 ™ &k Export to Excel 5":’
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records belong to the same Business Unit. If the selected

@ If you are adding multiple records, ensure the selected

records belong to multiple Business Units, the following

error message is displayed:

Message from webpage

o S

! . different Business Units.

same Business Unit.

Error: You are not allowed to perform Queue Assignment on items from

Please change your selection so you only have items selected from the

o ]
The Queue Assignment dialog is displayed.
. %
'ﬁ Queue Assignment = =
== Information
&9 colin business unit
[y

Update Queus Allocation Schame (n User Brofile
Mo

| Users 1o assign to current Queus Assignment: Active User Profiles -

= Username First Name Lozt Name Business Uni

Active

3 To override the Queue Allocation Scheme for all the selected
Queues, set “Update Queue Allocation Scheme in User Profiles?” to

Yes.

4  Click the Users to assign to current Queue Assignment table, then

click Add Existing User Profile in the ribbon”.

The Look Up Records dialog is displayed with a list of User Profiles.

5 Select the Users required and click OK

The selected Users appear in the Users to assign to current Queue

Assignment table.
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6 Click elsewhere in the Queue Assignment dialog to bring the Queue
Assignment tab into focus in the ribbon, then click Assign Queue(s)

(f_?;:s;;) in the ribbon.

Although appearing to be assigned, the actual Queue
Assignment occurs only after this button is clicked.

7  Optionally, to un-assign one or more selected Queue assignments,

<
click UnAssign Queue(s) (#=) in the ribbon

The field “Update Queue Allocation Scheme in User
Profiles?” is ignored in an UnAssign operation.
8 The Queue Assignment form also provides a “UnAssign Queue(s)”
button which can be used to unassign selected existing
13.4.3 Assigning Users to Agent Select Skill Groups

You can assign one or more Users to one or more Agent Select Skill
Groups by doing either of the following:

 Assigning via the User Profile
+ Assigning via the Agent Select Skill Groups profile

13.4.3.1 Assigning via the User Profile

To use the User Profile dialog to assign one or more Users to one or
more Agent Select Skill Groups, proceed as follows:

1 In the Management Portal navigation pane, choose User
Management — User Profiles
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2  Select one or more User Profiles you wish for Queue Assignments,
then click Assign Queues in the ribbon.
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If you are adding more

than one record, ensure the selected

records belong to the same Business Unit. If the selected
records belong to multiple Business Units, the following
error message is displayed:

Message from webpage

i

l . different Business Units.

same Business Unit.

Error: You are not allowed to perform Queue Assignment on items from

Please change your selection so you only have items selected from the
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The Queue Assignment dialog is displayed:

_i!:_ Quéus Assigrment _::=--,s"::.sf Groums &l@—m‘g
== el el b ¢

&8

o Jusue A riment
= Information

& pabuder]

* Géneral

General

Jague Allgcatien Sememe *
[Agent Saiee Skil Group =]

Colin Meany
VORFAL &

& Agent Select Skl Groups: Actlve Agent Select Skill Groups -

Rarra Business Wnit Created

3ol O (0 seleched)

]

Actiee

From the Queue Allocation Scheme drop-down menu, select Agent
Select Skill Group.

To override the Queue Allocation Scheme for all the selected User
Profiles, set “Update Queue Allocation Scheme in User Profiles?” to
Yes.

Click the Agent Select Skill Groups table, and then click Add
Existing Agent Select Skill Group in the ribbon

The Look Up Records window is displayed a list of groups.
Select the desired groups and click OK
The selected groups appear in the Agent Select Skill Groups table

Click elsewhere in the Queue Assignment dialog to bring the Queue
Assignment tab into focus in the ribbon, then click Assign Queue(s)

(\) in the ribbon.

Assignment occurs only after this button is clicked.

@ Although appearing to be assigned, the actual Queue

Optionally, to unassign one or more selected Queue assignments,

<
click UnAssign Queue(s) () in the ribbon
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13.4.3.2 Assigning via the Agent Select Skill Groups profile

To assign one or more Users to one or more Agent Select Skill Groups,
proceed as follows:

1 In the Management Portal navigation pane, choose Queue
Management — Agent Select Skill Groups

2 Select one or more Agent Select Skill Groups you wish for Queue
Assignments, then click Assign Users in the ribbon..
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If you are adding more than one record, ensure the selected
records belong to the same Business Unit. If the selected
records belong to multiple Business Units, the following
error message is displayed:

Message from webpage @

Error: You are not allowed to perform Queue Assignment an items from
! *different Business Units,

Please change your selection so you only have items selected from the

same Business Unit.
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The Queue Assignment dialog is displayed.

il 4 Colin Meany =
| s ZAVoltDelic -
Saree Filters

ey VDRPAL &
= Acthate Snare r

=5 Information

* General

Ganaral

L Users o asmgn to adrrent Queue Asugament: Active Usor Profiles =

E . y -
Usernama Fesk Mame Last hpme Business Uinit Hamre [User Sacuriiy Geoun) s Tempiste Age w

Adtieg

3 To override the Queue Allocation Scheme for all the selected

Queues, set “Update Queue Allocation Scheme in User Profiles?” to
Yes

4 Click the Users to assign to current Queue Assignment table, then
click Add Existing User Profile in the ribbon

The Look Up Records dialog is displayed with a list of User Profiles.
5 Select the desired Users and click OK.

The selected Users appear in the Users to assign to current Queue
Assignment table.

6 Click elsewhere in the Queue Assignment dialog to bring the Queue
Assignment tab into focus in the ribbon, then click Assign Queue(s)

(\) in the ribbon.

Although appearing to be assigned, the actual Queue
Assignment occurs only after this button is clicked

7 Optionally, to unassign one or more selected Queue assignments,

<
click UnAssign Queue(s) () in the ribbon.
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The field, “Update Queue Allocation Scheme in User
Profiles?” is ignored in an UnAssign operation
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14 Personal Agent Queues

14.1 Overview

 This chapter includes the following chapters:

» About Personal Agent Queues

« Configuring a Routing Plan for an Agent Queue
» Implementing VVoicemail

» Configuring a User’s E-mail Address

14.2 About Personal Agent Queues

Agent Queues provide a means of “direct dialing” an Agent. An Agent is
assigned a telephone number and/or e-mail address, through which the
Agent can be reached. Like any other call, the call is received using the
call handling application (for example, SmartStation or Media Bar). The
Agent DDI Routing Step (chapter 7.5.1,Agent DDI Queue) can be used
to route calls to the Agent Queue.

The Management Portal automatically creates a Personal Agent Queue
for a user when the Telephone Number and Priority fields are populated
in the “Agent Queue” area of the User Profile dialog for a user.

The figure and table below shows and describes the Agent Queue area of
the User Profile dialog.

Agent Queue

Telephone Mumber§ Priority§

151 0

E-mail Address§

151@ams2intb5v2.voltdelta.net

Field Description

Telephone Number The Telephone Number entered in the User

record is the exact number that must be
received and used to identify the Routing
Plan. If required, use the translation field in
the Service Address (see chapter
6.5,Creating and Assigning a Service
Address) to ensure an exact match. The
Telephone Number can also be populated with
a fully qualified number (e.g. 151 or
151@426@asipendpoint*).
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Field Description

o Priority o The priority used for
calls assigned to the
Agent Queue. Values
are -99 to 99, with 99
being the highest
priority.

o E-mail | The e-mail address used for the Agent

Address | Queue. This value is used in conjunction
with the VVoice Mail routing step. For the
Agent DDI Queue Routing Step, if this
E-Mail Address field is populated, then
it is used instead of the configured Voice
Mail e-mail address

Once a personal Agent Queue has been created, the administrator will
most likely need to edit its attributes.

To access the Personal Agent Queues, in the Management Portal
navigation pane, select Call Management — Agent Queues. The
Figure below shows the active Personal Agent Queues. You can change
the Call Type view to display Personal Agent Queues that have not been
activated.

W e | e o AVoltDelto .

i T A L Agvarced  Bus 56 Unit
XK Detete . H Bl a Uink -~ Workflow Report. D Find Filtes

AMS2 Gl ¢ { Call Types: Active Agent Queues - J
Houte Entre =

-

mpt:

-
P
ceceecl s s
P -

L Y
W Agent Queuss
£ Service Providers

4 Publications
& Publications
& Server Publications

2 User Management

& User Prafiles

& ams2
1- 2 of 2 [0 selected)

is Reporting & B i D E F H 1 J K L A M I P Q [ 5

Click the name of the Agent Queue that you want to view. The Agent Queue
is displayed, as shown in the figure below:
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[ Call Type
Agent - ragentl@pabu2ccl

Business Unit Saved Version Published Version

& pabulect 2 2
~ General s
Name *® Created From
I‘}'—"'- - rage %, Default Agent Queue Template _3
Type™ ¥ Description §
| Queue q |

Is Template?§
@® Mo (O Ves

~ Attributes
Attributes

Tenant Hierarchy §

Tenant Hierarchy ID§

RochesterPA\WDRPAT\WDRPATLPABUZ\PABUZCTOPL\pabuZccl HST A\

System Name§

I-".-:’.".e:'.e:-'i
Security Groups

Status
Active

14.3 Configuring a Routing Plan for an Agent Queue

A Routing Plan is required for the Agent Queue and must reside in the
same Business Unit as the Agent. A single Routing Plan can
accommodate multiple Agent Queues within the Call Centre..

To create a Routing Plan for an Agent Queue,, proceed as follows

1 Create a Routing Plan and assign a Service Address as described in
chapter 6, Routing Plans.

2 Toroute to an Agent Queue, use the Agent DDI Queue Routing Step
as shown in the following figure:

4 Routing Step
e Mobile21-RouteToAgentDDI
Routing Plan Saved Version Updated

& Mobile21AgentDDI-Ageni 1 No

v General

Name * Mobile21-RouteToAgentDDI Business Unit * & Mobile21

ol

Type
Default Next

Default Next Step* @@ Mobile21-RouteToAgentDDI 3

~ Events

0

Name Follow On Routing Step Created On
¥ DDINo Agent-RTADQ 8/8/2013 3:19 PM

3 Add the Service Address to the Routing Plan. (This is the number
that the caller will call.)
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exist with numbers that cannot be matched by a single
address lookup with wildcards. For additional information
about Service Addresses, refer to Chapter 6.5, Creating and
Assigning a Service Address.

@ Multiple Service Addresses can be added if multiple Agents

14.4 Implementing Voicemail

Voicemail can be implemented by handling the following events on the
Route To Agent Routing Step:

e Overflow (Last Agent Log Out)
e Overflow (Time Out)
e QFull (Entry Criteria)
e QFull (No Agents)
The Follow-on Routing Step must be a Voice Mail Routing Step.

If an e-mail address is configured on the User Profile in the Agent
Queue section, the voicemail will be delivered to that e-mail address
rather than the e-mail address on the VVoice Mail Profile.

For more information about the VVoice Mail Routing Step, refer to
chapter 7.5.20,Voice Malil.

14.5 Configuring a User’s E-mail Address

If desired, you can set up an e-mail address for a Personal Agent Queue
to serve as a secondary means of contact for the user. When a call is
directed to an Agent Personal Queue but cannot be delivered to the agent,
the e-mail address enables a voicemail message to be recorded and then
sent to the Agent.

@ The e-mail address entry is case-sensitive.

To configure a user’s e-mail address, proceed as follows

1 In the User Profile dialog under Information, click Queue
Assignment.
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2 In the Agent Queue area, complete the E-mail Address field as
shown in the following figure:.

Agent Queue

Telephone Mumber® Priority§
210 o

=
agentl @mobile21.com|

3 Click Save & Close in the ribbon.
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15 Computer Requirements and
Workstation Configuration

15.1 Overview

This chapter includes the following chapters related to the Agent
workstation (SmartStation or Media Bar):

» Computer Requirements and Installation
+ Initial SmartStation ClickOnce Configuration
» Workstation Blacklists and External Contact Configuration

15.2 Computer Requirements and Installation

Computers that will be used as Agent workstations must meet certain
minimum requirements, as detailed in the SmartStation User Guide
(reference 2) or the OASIS (11.5) Media Bar User Guide (reference 3) .
The guides also provide configuration instructions and procedures for
Agents who will use the SmartStation or Media Bar to service calls.

15.3 Initial SmartStation ClickOnce Configuration

ClickOnce is a Microsoft technology that enables VoltDelta to efficiently
deploy software and software updates to client workstations within a
Business Unit. OASIS Contact Centre applications such as the
SmartStation are deployed using the ClickOnce framework.

This chapter provides details on basic configuration in the Management
Portal to allow a user to log on to SmartStation ClickOnce and receive a
call. For this processing to occur, appropriate Routing Plans must already
be configured to route a call into a Queue. In the procedure that follows,
that Queue will be assigned to a User (Agent).

This procedure must be performed for each user. However, to expedite
the process, you can create the subsequent new user profiles from an
existing one, inheriting the properties (including the Queues), by
selecting the Created From field on the new User Profile dialog. The
Figure below shows the Created From field and the resultant Look Up

372
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Record dialog, where you can select the User whose properties you want

S User Profile
0
New
- General
Username * Created From *
[NEWagent@pabuzecl [ re]
Passwaord Never Expires? Look Up Record -- Webpage Dialog [ x]
o € Yes
& No = Look Up Record
I Template?§ Enter your search criteria and click Search to find matching recerds, Filter your results and view different columns of data
by using the View optians, Then, select the recard you want and click OK.
@ No  Ves
AMS User Role§ Lookfor: [ User Proie =] " Show Only My Records
Nane Viem@;\:me User Prafiles ;l)
Search: [Search for records e
Usemame First Name Last Name Busiri®
( ¥ [i°] agentl@pabuZecl J agent 1 pabu
T Y] agent2@pabuZecl agent 2 paby
[T agent3@pabulecl agent 3 pabt
T[] agentd@pabulecl agent 4 pabil
I~ [£7] agenttemplate agent template pabu
- A [T 5 billagenti@pabu2ecl bill agentl pabt
rE billagent2@pabu2ccl bill agent2 pabu

To configure SmartStation ClickOnce to present a call at an Agent
workstation, proceed as follows

1 Log on to the Management Portal as the Tenant administrator of the
Business Unit where the agent's User Profile is configured. Enter the
name as user@domain

2 Edit the Agent's User Profile within the Business Unit the Agent
belongs to, as follows:

a Click the User Profile to open the details dialog..

b Ensure User Location is Set to Remote. User Location is located in
the Computer Telephony Integration Section, subsection Session
Control.

¢ Set Headset Type t0 External Voice Device. This should be the
default setting. Headset Type is located in the Computer Telephony
Integration section, sub-section Voice Device.

d Set Voice Digit Identifier t0 auto@SIPServer, where SIPServer is the
IP address or name of the SIPServer for your system. Voice Digit
Identifier is located in the Computer Telephony Integration section,
sub-section Voice Device.

e Assign the desired Queue to the User as follows:
i. Click Queue Assignment in the left-hand pane.

This opens the area in the User Profile for configuring
Queues for the User.
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Ii. Ensure Queue Allocation Scheme is set to Individual Queues.
iii. Click on the list box for Individual Queues.

iv. Click Add New Individual User Queues.

E Individual User Queves | Customize Ams2MasterCM1 o
|l I Iy save & New 1 5haring 1
X Delete ]

Save Save &
Close

I ILE Qi
ndividual User Queues
2] e

~ General

Queue Priority *

%, AMSZTestBUO3 jro

Status
Active

H100% -

v. Inthe Queue field, enter (or search for) the Queue you added
earlier.

vi. In the Priority field, enter a value of 0
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vii. Click Save & Close.
The screen should now appear similar to the following

List Teols

o

S User Profile Usér Prafile

£ cpsuperi@pabu2ecl

= Queue Assignment
Queus Assignment

Queue Allagstion Sememe

|naiaun Quaves =l
stan
L Indodhunl Queves: Individual User Queues User Profile View -
! | ame Queus) Busirass Unt Queus! Priority| Business Unt | Crasted On
4 Commeaon F & e pabuded o phbudect BTN 187
58] wser pecs o
%L agen
# Queve
& Incividusl User Queues 1~ 1ot 140 selecte)

L Supenisor Quaues .

W Agent Dashboard Que... Agent Queue
 Reporting Teiephane Numberf Priceity§
% T F

‘: Log - E-mail Acdress§
4 Security l
& user sxtended Fermissi - Computer Telephony Integration
’ P’:Im::nm::'r R Coukot
Auto Accept? T Marimye Ceagament Calki =¥
Active

3 Launch SmartStation ClickOnce from Internet Explorer by
navigating to the URL for your installation of SmartStation
ClickOnce.

The Sign In screen is displayed:

F ™
@ signln E@ﬂ

Flease sign in.

User name:

Password:

| v]

Sign In|| Close
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4 In the SmartStation Username field, enter the full name for the user
(as displayed in the User Profile details).

The following figure shows a user’s full name in the User Profile
dialog:

Information — User Profile
General = TestUserl@TestBUl.Ams2MasterCM1.DeploymentGroupl.local
Computer Telephany Int...
IP Station
Management Informatio...
Record ~ gee=Otemname*
estUserl @TestBU1 Ams2MasterCML.DeploymentGroupl.local
B s Tenant ¥ § FirstMame * ¢

&3 TestBUL j Test

* General

Create From Tempate * ¢
[£=] Default

Smart Station

Related
Password Mever Expires * Agent Role?§ Last Mame *

ACLL ® No (" Yes ® No (" Yes Userl

2 Audit History
P

5 Enter the user’s password, and then click Sign In.

6 After the user is successfully logged on, select Ready to allow calls
to be serviced at the client position

15.4 Workstation Blacklists and External Contact
Configuration

15.4.1

The Management Portal enables you to configure a set of Transfer Target
numbers (External contacts) and Blacklist rules, which can be published
for each Business Unit (tenant). The Business Unit usually is at the
Contact Centre level.

Blacklist Rules are applicable to the SmartStation only, and
do not apply to the Media Bar.

The Management Portal uses one file for the Transfer Target numbers
and a second file for the Blacklist rules, both of which are published to
the SmartStation. If no configuration has been created for a Business
Unit, SmartStation uses default values for both lists. To correctly process
a Business-Unit-specific configuration, both files must be published.

To ensure that both files are always published, the Management Portal
provides a parent entity for the Transfer Target and Blacklist entities.
This parent entity needs to be published and takes care of delivering both
files, even if only one of the two sets has been configured..

Configuring the Parent Entity for SmartStation

A “SmartStation Configuration” is used for both SmartStation and
Media Bar workstation types.
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You can configure only one SmartStation Configuration with
one set of external contacts and one blacklist per Business
Unit.

To Create a SmartStation Configuration record, proceed as follows:

1 If desired, create generic Blacklist Rules as described in chapter
15.4.3.5, Creating a Generic Blacklist Rule.

2 In the Management Portal2 navigation pane, select Business Unit
Management — SmartStation Configuration.

A list of active SmartStation Configuration records, if it exists

3 Create a new SmartStation Configuration record if it does not
already exist

SmartStation Configuration
0

New
Blacklist Saved Version Updated No
External Contacts Sav Updated No
~ General
Name * YPI 55T config CC-1 ‘ Business Unit * & YoiContactCentreA-In

External Contact .31 Blacklist Configuration
Configuration

4  Enter a name for the configuration.

5 Select the business unit that owns the configuration. The business
unit should be at Contact Centre level.

6 Click Save to store the configuration record.

SmartStation Configuration
¥ YPISST config CC-1

Blacklist % DefaL 1 Published Version Updated No
External Contacts & Defal 1 Published Version Updated No
~ General
Name * |VPI SST config CC-1 | Business Unit & VpiContactCentreA-In
External Contact i Defauit External Contact Configuration [  Biackiist Configuration B Default Blackiist

Configuration

When the configuration record is saved, a default External
Contact Configuration and a default Blacklist
Configuration—both with empty values—are created. If an
External Contact Configuration or Blacklist Configuration
already exists in the Business Unit the existing configuration
is assigned to the parent entity instead.

7  Set up the External Contact Configuration if desired, as follows.
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a Click on the value in of External Contact Configuration.

Note that only one External Contact Configuration per
Business Unit is allowed.

b Continue with chapter 15.4.2, Configuring External contacts.
8 Set-up the Blacklist Configuration if desired, as follows.
a Click on the value in of Blacklist Configuration.

Note that only one Blacklist Configuration per Business Unit
is allowed.

b Continue with chapter 15.4.3,Configuring a Blacklist.

9 Click save in the ribbon to save the Parent Entity SmartStation
Configuration

10 Click Publish in the ribbon to publish the Parent Entity SmartStation
Configuration:

SmartStation Configuration dialog before the configuration
can be published; otherwise the Publish button is dimmed
(grayed).

e The Saved Version of either the Blacklist or the
Extenal Contacts must exceed the corresponding
Published Version

e The Updated flag must be No. This flag should
automatically be reset to Yes whenever changes to
any of the configuration entities are saved. In case of
doubt, press F5 to refresh the display

@ Note: The following conditions must be met in the

The software generates the xml configuration files (which are
attached to the configuration record) and publication records
for the configuration files (thus scheduling the files to be
pushed to the respective servers).

11 Close the form when you are finished.

15.4.2 Configuring External contacts

When a workstation Agent User transfers a call or performs a
consultation, External Contacts are presented in the External Address
Book of the Call Transfer dialog as a drop-down selection list. Each
External Contact in this list consists of a telephone number paired with
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descriptive text (such as a contact name). When the Agent selects a
descriptive text, an external connection is initiated with the
corresponding telephone number.

The Figure below shows an example External Address Book as it appears
on the SmartStation (the Media Bar is similar).

Transter for 7164820015 . e

Type Name or Select from List: Address Book
| l External Users vl
Type Name Telephone
@& PALabPhone 1 7164820015
& PA LAB Phone 2 7164820014
@ PASIP Phone 8787771234
|
PA Lab Phone 1
I "l
I | call |ReleaseA| | Close |

You can create only one Contact Configuration for a
Business Unit.

Before configuring external contacts, make sure that you have configured
a Parent Entity, as described in Chapter 15.4.1Configuring the Parent
Entity for SmartStation.

To Configure the external contacts, proceed as follows (similar procedure
for Media Bar):
1 Display the SmartStation Contact Configuration dialog if it is not

already visible. To do so, display the SmartStation Configuration
and then click the value in the External Contact Configuration field
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2 Inthe Name field of the SmartStation Contact Configuration dialog,
edit the name for the configuration.

SmartStation Configuration
¥ YPI SST config CC-1

Blacklist %’ DefaL 1 Published Version Updated No
External Contacts & DefaL 1 Published Version Updated No
¥ General
Name * |VPI 55T config CC-1 | Business Unit & YpiContactCentred-In

External Contact @ Defautt External Contact Configuration jﬂ Blacklist Configuration %’ Default Blacklist
Configuration

Leave the business unit field value unchanged.
4  Click save to store the configuration record.

If you wish to categorize contacts, create contact categories for your
configuration record. The contact categories are displayed as address
book groupings on the SmartStation display:

a Select the Contact Categories grid
b Select Add New SmartStation Contact Category from the ribbon.
The New SmartStation Contact Category dialog is displayed

= SmartStation Contact Category &
(&)
~ New
v General
Name * TRAV Contact i Siarun’s test contact configuration ﬂ

Configuration

Display Mame Travel Agencies|

c Inthe Name field, enter a short identifier for the category

d In the Display Name field, enter the name for the category as it
will appear in the Call Transfer dialog. The Contact
Configuration field will already be filled with the Configuration
record to which you are adding the contact category.

e Click Save & Close.
6 Add external contacts to the configuration, as follows::
a Return to the configuration form (that is, the tab or window).

b Select the External Contacts grid.
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c Select Add New SmartStation External Contact from the ribbon.
The New SmartStation External Contact dialog is displayed

|§ Smartstation External Contact

2 New

* General

Mame * Generic Travel Agency

Telephone Number* | 0goh17317341734

d Enter the Name and the Telephone Number of the external contact.
e Click Save & Close to save your changes.
7 Assign a contact to a Contact Category, as follows:

a Click the name of the Contact Category in the Contact
Categories sub-grid of the Contact Configuration form to open a
Contact Category record.

b Select the External Contacts grid.
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¢ Select Add Existing SmartStation External Contact from the
ribbon

- = ] T ———
# | Look Up Records -- Webpage Dialog M

Look Up Records

Select the type of record you want to find and enter your search criteria. Filter your results and view different
columns of data by using the View options, Repeat this process for different types of records.

Look for: | SmartStation External Contact [T] Show Only My Records

View: SmartStation External Contact Lookup View -

Search: | Search for records 2
L i | -
|:| | Mame | Created On | (=)
%4 Ambulance 10/24/2012 5:58 PM I
[[1/85 Some extra contact 10/31/201212:159 PM
4| Emergency Room 11/19/2012 3:36 PM
[/ My External Contact #1 10/10/2012 11:02 AM
|| |
Q__J SmartStation External Contact £2 10/10/2012 11:34 AM
1-50f5 3 selected) Page1l

|| Selected records:
|
. &= Ambulance §-| Emergency Room |8 SmartStation External Contact #2

http://allen:5555/AMS2/_controls/loc € Local intranet | Protected Mode: Off

d To add the desired contacts to this category, select the
corresponding check box(es), then click Add

e Click OK to confirm the addition of external contacts
f Click Save & Close in the Contact Category form

8 Optionally, to assign a Contact Category to a contact (versus
assigning a contact to a Contact Category), do the following:

a Click the name of the contact in the External Contacts grid.

b In the properties dialog for the contact, click the Categories grid,
and then click Add Existing SmartStation Contact Category in
the ribbon.

c Inthe Look Up Records dialog, select the check box next to the
desired Contact Category

d Click OK, then click Save & Close

382 Tenant Administration Guide S22033-3.0



OASIS Contact Centre 15 - Computer Requirements and Workstation Configuration

9 Click Save & Close in the ribbon to close the External Contact
Configuration.

10 Continue with step 8 in Chapter 15.4.1,Configuring the Parent
Entity for SmartStation.

15.4.3 Configuring a Blacklist

Blacklists are lists with barred numbers for outbound calls.
Note that VoltDelta recommends handling such numbers
through  Multi Media Routing — Call Barring Lists
instead.

A Blacklist Configuration contains a list of telephone numbers that are
blocked (“blacklisted”) from receiving certain Computer Telephony
Integration (CTI) services. A separate list can be defined for each of the
available CTI services.

To enable blacklist functionality, you must first create a SmartStation
Configuration for your Business Unit. The SmartStation Configuration
associates your Business Unit with a Blacklist Configuration (and an
External Contact Configuration), which represents the overall blacklist
plan for your Business Unit. Although you can create multiple Blacklist
Configurations, only one can be selected for use at any given time.

A Blacklist Configuration contains all Services for which blacklists have
been defined though the use of Blacklist Rule Sets, individual Service
Rules, or a combination of both.

A Blacklist Rule is a generic entity that contains a specific number or a
string for which special processing is to be applied. A Service Rule is
built around a Blacklist Rule and contains additional logic for allowing
or disallowing the Blacklist Rule, and the order in which to execute the
Service Rule. One or more Service Rules can be organized into a
Blacklist Rule Set, which enables the Service Rules to be conveniently
reused when defining blacklists for various CTI services.

@ Blacklists are not applicable for Media Bar workstations.
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15.4.3.1 Creating the Blacklist Configuration Record

Before configuring blacklists, make sure that you have configured a
Parent Entity, as described in Chapter 15.4.1,Configuring the Parent
Entity for SmartStation.

A blacklist configuration record is used to group the relevant blacklist
rules.

To Create the blacklist configuration record as follows, proceed as
follows:

1 Display the SmartStation Blacklist Configuration dialog if it not
already visible. To do so, open the SmartStation Configuration and
then click the value in the Blacklist configuration field

SmartStation Blacklist Configuration

B2 ypISST blacklist CC-1

Saved Version 2 Published Version 1 Updated No
~ General ~
Name * PT S5T blacklist CC-1 X Business Unit 5 YpiCentactCentraA-In _51
SmartStation @ yPLSST config CC-1 @
Configuration

2 Inthe Name field of the SmartStation Blacklist Configuration dialog,
edit the name for the configuration.

3 Click save in the ribbon to store the form.

You can now add Services and Blacklist Rule Sets to the blacklist
configuration record, as described in the sections that follow.

g SmartsStation Blacklist Configuration
B YPI SST blacklist CC-1

Saved Version 2 Published Version 1 Updated No

~ General ~

Mame * [¥F1 55T blackist cc-1 | Business unit &3 YoiContactCentreA-In =]

SmartStation @ YPI S5T config €C-1 _.:)J
Configuration

~ Services

[0 | Name | Blacklist Key | Blacklist Rule Set 2
Olg cca
Old cce

< >

1- 2 of 2 (0 selected) Page 1

~ Blacklist Rule Sets

L]

O | MName
OB ccaandexca

1-10f1 (0 selected) Page 1
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15.4.3.2 Adding Services

The Services table in the form lists the CTI services that need blacklist
rules. To add services. A separate list can be defined for the available
CTI services:

The Table below defines these CTI services.

Service Name Function

EXC-A External consultation (set up destination
party connection), depending on caller's
number. Also applies to new calls
initiated from within the SmartStation.

EXC-B External consultation (set up destination
party connection), depending on called
destination number.

To add services to the SmartStation blacklist configuration, proceed as
follows:

1 Display the desired SmartStation Blacklist Configuration dialog if it
is not already displayed

2 In the SmartStation Blacklist Configuration dialog, select the
Services grid and then click Add New SmartStation Service in the
ribbon.

The New SmartStation Service dialog is displayed

L@| Smartstation Service
New

* General

HName *
Elacklist Key

Blacklist Rule Set =

* Service Rules

: Rule Order Mame Rule Type SmartStation Blacklist Rule

3 In the Name field, enter the name of the CT]I service (for example,
EXC-A).
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Allowed service names are listed in the Table above.

When specifying a name, do not enter the apostrophe
character ().

4  Optionally, enter a desired Blacklist Key.

Multiple service elements can be defined for a single service. In that
case, each element must be distinguished by adding a Blacklist Key.
SmartStation evaluates the string configured in the OASIS call
profiling property, “Black List Key,” and selects the services whose
Blacklist Key attributes match the “Black List Key” value.

A System Host Administrator must configure the “Black List
Key” property.

5 Click save to store the form.

6 You can choose either of the following strategies to associate rules
with services:

e Define the set of rules for each service independently (refer
to chapter 15.4.3.3,Adding Individual rules to a service.

e Define Blacklist Rule Sets which can be referenced by
different SmartStation service records to define the blacklist
rules for the services (refer to chapter 15.4.3.4,Creating
Reusable Rule Sets.

15.4.3.3 Adding Individual rules to a service

To add individual rules to the service, proceed as follows:

1 Display the relevant SmartStation Service dialog if it is not already
displayed.
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2 Inthe SmartStation Service dialog, select the Service Rules grid and
click Add New SmartStation Service Rule in the ribbon

The New SmartStation Service Rule dialog is displayed

| SmartStation Service Rule

|— New

v General
Hame * Deny International numbers SmartStation Service | CCA

Rule Order * 1 Elacklist Rule Set
Rule Type * Deny

-
Smart5tation Bl Al international numbers -l=5,|
Blacklist Rule *

3 Inthe Name field, enter a meaningful name for the rule.

4 In the Rule Order field, enter a unique Rule Order number (positive
integer) to specify the relative priority of this rule.

@ The allowed values are 1 through 32768.

Lower numbers signify higher priority (for example, 1 is always the
highest possible priority). Rules are parsed according to this Rule
Order. The first matching rule is used

5 Inthe Rule Type field, select either Allow or Deny
6 Do one of the following:

e Select an existing SmartStation Blacklist Rule by clicking
the icon to the right of the field.

e Create a new Blacklist Rule as described in chapter 15.4.3.5,
Creating a Generic Blacklist Rule

c The Blacklist Rule Set field must be left blank.
The SmartStation Service field should already be populated
7 Repeatedly click Save & Close until you have closed the Blacklist
Configuration dialog
8 Continue with step 9 in chapter 15.4.1,Configuring the Parent Entity
for SmartStation.
15.4.3.4 Creating Reusable Rule Sets

If a set of rules is needed more than once, you can create a reusable set
of rules,, proceed as follows:
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1 Open the desired SmartStation Blacklist Configuration dialog if it is
not already displayed.

2 In the SmartStation Blacklist Configuration dialog, select the
SmartStation Blacklist Rule Set grid and then click Add New
SmartStation Blacklist Rule Set in the ribbon

The New SmartStation Blacklist Rule Set dialog is displayed

% SmartStation Blacklist Rule Set
New

~ General

Name * I Business Unit &5 PABUZCTOPL

&l

B# smartstation bikist config 4

9|

Blacklist
Configuration
* Rules

[ ] Rule Order Name Rule Type SmartStation Blacklist Rule Blacklist Rule Set

-

Status Active

3 Inthe Name field, enter a meaningful name for the rule set.
4  Click save to store the form.
Add rules to the rule set, as follows

a Select the Rules grid and then click Add New SmartStation
Service Rule in the ribbon.

The New SmartStation Service Rule dialog is displayed
b Inthe Name field, enter a meaningful name for the rule.

c Enter a Rule Order number (positive integer) to specify the
relative priority of this rule. (Rules are parsed according to this
Rule Order; the first matching rule is used)

d Select the Rule Type (Allow or Deny)

e Select the SmartStation Blacklist Rule to be used. (To define a
new blacklist rule, refer tochapter 15.4.3.5, Creating a Generic
Blacklist Rule

e The Blacklist Rule Set field must be left blank.
The SmartStation Service field should already be populated
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6 Click Save & Close in the ribbon until the SmartStation
Configuration dialog is redisplayed

7  Continue with step 9 in 15.4.1, Configuring the Parent Entity for
SmartStation

15.4.3.5 Creating a Generic Blacklist Rule

While generic Blacklist Rules facilitate the Blacklist Configuration, they
are not mandatory. Tenant-specific Blacklist Rules can also be
configured by the System Host Administrator for the Tenant level.

Generic rules must be configured by an administrator of the
Management Portal System Host. Parent Tenant or Tenant
administrators cannot configure generic Blacklist Rules.

Furthermore, you must be familiar with Regular Expressions
(pattern matching syntax) when configuring the Blacklist
Rules

Typically, generic Blacklist Rules should be created before any Blacklist
Configuration records are created.

S22033-3.0 Tenant Administration
Guide 389



A - Creating Personal Views OASIS Contact Centre

A Creating Personal Views

A.1 Overview

This appendix describes how to create Personal Views for most situations
where lists or tables are displayed in the Management Portal. A Personal View

provides you with alternatives to the system default views of the Management
Portal data:

For example, when listing Business Units, the default view resembles the view
shown in the Figure below:

—— AVolfDelta
d3ra @

AMiS2 o] Buiaess Unice | Aefive Bueinass Units =

Ml B echa Rruang = @nes |l (W | S monow.. SESan0aig | More adiins =
< Promg: Managersent ™| Hame

Call Mansgeman

“ Fublicatisn

This view shows the Active Business Units and displays a list of Business Units
with the columns Name, Main Phone, Web Site, and So on.

However, if desired, you could include the Business Unit Role in this list of
Business Units and their properties. To do so, you need to create a Personal
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View that includes a new column. The Figure below shows an example of such

= ZVolfDeitc
— cmsacae e s
4 K T
M e ot Advardsd 153
Activity - Re 2z Find =
AME2 B 3 - | Busnes Units: Active Business Units (inc. Businass Uit Role) =
Mt Med ia inutng = Snen | G 8 G men worknom... 5 stat Daig | More Adtions -
& Promipt Mansgemant r Hard * | Buani Unit Role = | Miis o = | wab Sta
- & o
ra
ra
ra R
il L0 RS
S R Ten
= srou
] Becurity Broups
2 e Eenaed Perm
(ueLse Mamagessent
 Busimess Unst Manage.
= Business Unes
B mroducts s
B unines e Py
£y Met Reagy Sub Suates
@ smarsistion Conr
59 Ot EnaRenzon (g
= = “ -
s L 56 od & f salecied)
23 Reporting Al = 4 B C D E F & H I 1 K L M MW B P @ Rt T B VW W ¥

A.2 Example Procedure

As an example, the following procedure describes how to include the Business
Unit Role type in the Business Units display:

1 In the Management Portal navigation pane, select Business Unit
Management — Business Units.

The default list of active Business Units is displayed
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2 Click Active Business Units and select Create Personal View, as shown
in the following figure::
&Wﬂﬂeﬂo

Home AR SR 4 AR

wa R

por Afvanced  Business Unit
F] Find FilkE -

£ Ll

..Ma
M
Aty -

Recaid »
ew Tools Ais

AMS2 & G- Busness Units:| Active Business Units = S s

Multi Media Routing Al @ten | @ E svetemveews i
P ——— | e~ [ A Busnes U ame T Ll

il Sardon Annousceme._ @ comn_butin Inactha Bufinggs Linlts "

) Anncuncements @ cummyy Cenaba Parbonad View

) anncenterest Mest & psbudaccount Db Tatcourtl

Tuccou S Zatcourtl

© Mesia Promets

o . ~ & cabudoct Pl doc
™ @ PABuCTOR PALUICTOR,

- L]

Pubica ™ @ Rooa T kod, T

& Pupications e o

| Sarver Publicatiang
A Liven Management
B ser Pratiies
Lsar Reponing Grow..
Ukiar' Siscarity Gréwpi
S_'l Uer Exténded Perml_.
Cueue Managoment
A Busiiis Unit Maniage...
’ Business Unts
B Products jassa)
ﬁ Business Unk Frodu..
L3 Mot Rescy Sub States
@ smartstation Coafip.
{?Cn! Emd Reason (Ag... -

(]
A 1.bof & Qseleded]
.:3 Repoatng Al * A B c o E F G H I 1 K L M N Q P Q R 3

The Advanced Find dialog is displayed. This dialog lets you change the
way the view filters the data to be displayed

Agvanced Find &mnnm
=1 I Seve s ~ = Group AND )
[=E] = 2 o)
{ea=1 . o ealt Columns = Group OR =

Cliid

[Query| Swed Results  New Sew < Downioad Feten
I l vews i Edit Properties {2 Oetais o

Show View Quety Debug

Look for: [2.5iness Units =) UseSaved View: |[nen) =l
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3 Click Edit Columns to select the desired columns to display in the list.
The Edit Columns dialog is displayed

aEdit Columns -- Webpage Dialog

Edit Columns

Edit columns for the saved view, These columns represent the data that will be displayed in the view.

Name | Domain Name | Main Phone | Comman Tasks
_#| Configure Sorting
Dg Add Columns

Dg Change Properties

B Remove

Q Note: When there are too many columns to fit on a page, the view will be shortened and scrollbars will be added.

|https:f,ivdrpal‘rentl1‘vultdelta.cUm,iAdvancedF\nd;’dialugs,id\g_ed\tview.aspx?EntityNa J Trusted sites | Protected Mode: OFF £/
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4 In the Common Tasks pane, click Add Columns.
The Add Columns dialog is displayed:

Add Columns -- Webpage Dialog B3
Add Columns
Select the columns to add to this view.
Record Type Business Unit ;I
™ | Display Name | Name | Type
[~ Bill To State/Province address1_stateorprovince Single Line o... =
™ Bill To Strest 1 address1_linel Single Line o...
[~ Bill To Street 2 addressl_line2 Single Line o...
[~ Bill To Strest 3 address1_line3 Single Line o...
[~ Bill To ZIP/Postal Code address1_postalcode Single Line o...
[~ Buffer Under Period vdi_vgdbufferunderperiod Whole Number
[~ Buffer Under Threshold vdi_vgdbufferunderthreshold Whaole Number
™ Business Unit vdi_businessunitid Lookup
v Business Unit Roje i wdi_tenantrole Lookup
[~ Cache Call Context Buffers? vdi_cpwenableccbeaching Two Options
[T Call Action Record Cleanup Time vdi_callactionrecordretentiontime  Date and Time
[~ Call Action Record Retention Period vdi_callactionrecordretentionpe... Whaole Mumber
[~ Call Context Buffers Not Cached vdi_cpwexcludecchids Single Line o...
[~ Call Record Cleanup Time vdi_callrecordretentiontime Date and Time
— all Rarnrd Ratantinn Pariad wii rallrerardratantinnnarind Wihnla M n'h-'-irv
| ok || camce |
|https:||'||'vdrpa1.rent11.voltdelta.cumITo /" Trusted sites | Protected Mode: CFf 14

5 Scroll down through the list and select the row with the Display Name
Business Unit Role.

6 Click OK to confirm your selection and return to the Edit Columns dialog.
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7  Use the horizontal scroll bar to scroll the list of columns to the far right,
since the new column is added as the right-most column in the list. Click
the left/right arrow buttons to position the column as desired in the display

a Edit Columns -- Webpage Dialog
Edit Columns

Edit columns for the saved view. These columns represent the data that will be displayed in the view.

Web Site | Parent Business | Createa on | Moaifieaon | || Business unit.. ||

‘%] configure Sorting
[ Ada Columns

Dg Change Properties

'Z(:)Z' Note: When there are too many columns to fit on a page, the view will be shortened and scrollbars will be added.

[ ok | comcel |

|https:jjvdrpa1.rent11.vnltdelta.cnm,l’AdvancedF\nd,l’dialngs,l’dlg_editwew.aspx?EntityNa| . Trusted sites | Protected Mode: OFF fé

8 Click OK to confirm the adjustment and return to the Advanced Find
dialog.
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9 Click Save As, and then enter a meaningful name for the Personal View,
for example, Active Business Units (inc. Business Unit Role).

When specifying a name, do not enter the apostrophe
character ().

ZT ! AW

Query| Swved Resums  Mew  Sae
Views

[Cheait Froperties

Looktor |Busiress Un'ts

B Query Propertios .
Miror Business Units Busimess U Provide i
. ¥
[re—m—— Fravide 3 name and geserigfien fur thls s

User Equals Current User

[rative Busingss Units fnc. Business Uit Row)

Daseristion

=

ithgs:Jwckpeat renki1 vo |, Trusted stes | Protected Mode: Off

wl

10 Click OK.
11 Click Results in the ribbon to see how your list is now displayed.

The following example shows the Business Unit Role as the third column
E Advarced Find &WO Colin Meany @

- YORPAL &
= q yd Save As Li= Group AND Y
= ' Z <2
i . Ed% Columns = Group OR =
Query Saved Results  New Clea Downloag Fetch
Views Edt Properties = Detais AL
Show View Query Dedug
SINew P X | G Run Worknow... [Ij Start Diaiop | Moare Actions «
- Naoe ~ Domain Name Business Unit Role Main Phone Wed S
& colin_business_unlt colin.com Contact Certer (n Source
& oumeyty cee Accourt
& pavulaccountd pabu2ccountl Account
& pabulect pabulect Contact Center (Out Socrce)
& PABU2CTOR PABUZCTOR) Contact Operation
& Roda Test Roca_Test Contact Center (In Source

4

1-6016 {0 selectec)
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12 Close the Advanced Find dialog, and then select your new view from the
list of views, as shown in the following figure:

—— ZVolfDelta B
d 3P a e

e Ienr
wkyw Rocoed »  Dals

1 Adyanced  Busihess Lnit
Fird Fifmr

e Sook AMS2
AMSZ G0 Busiess Units:| Active Business Units - -
[T — “l @ew | G ® [P — —
4 Promgt Managemant r M I hctive Bspingss Uniky raame =| | main Prane = | web Site w1 Pae
# Senice Announceme T @ coin_busin Iracihe Busicess Wnits et
@ Asncunoments o e
53 Arngancement Medl... r Wy Ve L i
) nsais Prospts & Active Budlnass Unti ine CEM Damais Nasa) |y et
Call Management
+ e il ] Active Business Unis fing Business LUnik Rcie) -
e & Roda,Test Cramte Parsom sl Wiew =

[ Sorvar Bumiications

# User Management
&% User Frofies
(XE. Usar Reporting Grou..
B User security Grous
S Uner extencas Perm
Chitiid Management

4 Business Unit Mansge...
2 Business Unas
BP Products a5z
W Business Una Produ..
¥ Mot Ready Sub States
@ sransiation Canfig..
.".b Call [ng Reason (Ag.. | _

4
W amsz PR p—

i3 Reporting Al - A ] £ o E F [

H 1 i 3 L i L] o P 2 R 5

The new view is displayed, showing the Business Unit Role information
for each Business Unit in the third column:

AVoltDelc

Hew Toch Anns

AMS2 [~ Business Units: Active Business Units (inc. Business Unit Role) ~

Ml Media Bouling Enew | (b [ | G Run Workfiow.., [SStart Disiog | More dctiors =
# Prompt Management L Marma
4 servics Annauncems-. | | @ colin_ousimess_unit

@ announcements 8 cummyBU
@ announcement Meai. | || =
y &8 pabulaccount!
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= B paouaml
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& PABUICTORL

“ n

e S mocs e
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[ server Pubscations

=/ | Batirass Gnit Bale = | M prore = | wae e
Cantact Cenber [n Source;
Aceount

Pacant Bu
PABL2CTE

BaBLICT
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FABLZCT
FABUD

PABLZCT

4 User Management
121 e Profiies
0 Uner Raporting Greu.

B Producs jansz;
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B Managing Client Computers and Service
Providers

B.1 Overview

B.2

B.2.1

B.2.1.1

This appendix contains the following chapters:
«  Managing Client Computers
» Managing Service Providers

Managing Client Computers

To function correctly, the Management Portal reporting subsystem requires
placeholder values to be established for Client Computers and Client Computer
Reporting Groups. Once these entities are created and shared, no further user
involvement with Client Computers is typically required.

This chapter includes the following topics:
+ Client Computer Overview
» Creating Client Computer Record
» Creating a Client Computer Reporting Group

Once the Management Portal has been set up for your
Business Unit, you typically will not need to perform any
tasks with Client Computers; these topics are included for
completeness of information only.

Client Computer Overview

For computers that are located in a Call Centre, specific configuration tasks are
involved that do not apply to remote computers. For each computer at a Call
Centre, you must create a Client Computer record for the Management Portal.
Client Computer records can be grouped into Client Computer Reporting
Groups to represent actual computer groups in use at the call Centre. To enable
reporting and analysis, properties for these Client Computer Reporting Groups
can be shared with other Client Computer Reporting Groups whose members
are responsible for generating reports

Client Computer Records

A Client Computer record is required only if the User Location setting of a
User Profile is set to “Call Centre,” as shown in the Figure below. Client
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B.2.1.2

B.2.2

Computers are not required if the User Location setting is configured as

Remote:

Session Control

Auto Ready?§ User Location§
* No " Yes Call Centre

Creating Client Computer Groups

Client Computer Reporting Groups contain one or more Client Computer

records to facilitate reporting functionality.
Note the following about Client computer Reporting Groups:

» Client Computer Groups are used to aggregate Client Computers for

reporting purposes (Dynamic or Historic).

» Client Computers can belong to more than one Client Computer

Reporting Group.

» A Client Computer Reporting Group can contain only Client Computers

from the same Business Unit to which the group belongs.

Creating Client Computer Record
To create a Client Computer record, proceed as follows.

1 Inthe Management Portal navigation pane, select Computer
Management — Client Computers

#Voltiota
.._EO -:; ': ?:'.:' 0 Ewce Ji} @

AMS2 G52+ Ciient Computers: Active Client Computers Template View =

Mutti Media Routing Name

Prompt Management Defay
Call Managemen! Defau
4 Publications

& Fublications

|y Server Pubdications

t
t
Default
Defaunt
Default
User Management Default

4 Quese Management dumb

duenim

iy

NA

testamsl

e T B O i 1 i U i M im
e

Management

4 Comguter Management
|-I_{ Client Computers
i Client Computer Reporting Groups
[i=] Managea Appiicatians

& Amsz 1.100F 10 [Dselected]

=d Reporting
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2  Click New in the ribbon

The dialog to create a Client Computer is displayed
e T AVoltDelta s o
WS 0 B
Information = omputer
Genera »ﬁ New
Rulvied v General
4 Processes o TR
4 [ o
4 Reporting s Template?®
®he © va
=
Active

3 In the Name field, enter the name of the computer that will access the
Management Portal. When specifying a name, do not enter the apostrophe

character (°).

S22033-3.0

400 Tenant Administration Guide



OASIS Contact Centre

B - Managing Client Computers and Service Providers

4 Click the button next to the Created From field to choose a template

@

e Client Computer records must always be created
from a template for the required Business Unit.
e If templates from multiple Business Units appear

(depending on your user permissions), click the
Business Units column header to sort the list
according to Business Unit name. This will make it
easier to find the required template

The Look Up Record dialog is displayed

Lnnk Up Record -- Webpage Dialog [ x|
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you wanrt and click OK
Look for: I Client Computer ;I [~ Show Only My Records
View: I Client Computer Loo e ;l
Search:l:_éE':" for records o
| Name | Businessunit | Is Template? | Active]
v iy Default PABUZCTOPI Yes
[~ Wy Default dummyBU es
- t'g Default pabulaccountl Yes
- :'; Default pabulecl Yes
- ‘:Ii Default colin_business_ur Yes
- ‘:Ii Default Roda_Test Yes
- ‘:Ii dumb pabulecl Mo
M % dummy pabuzecl Mo
& na pabu2ccl Mo
- 1-'_; testamsl PABU2CTOPL Mo
4 »
1-10of 10 (1 selected Page 1
| Properties | | Mew |
| oK || Cancel || Remove Value |
|https:,|’,|’vdrpal.rentll.voltdelta.com,l’_controls| . Trusted sites | Protected Mode: CFF 1

5 Select the Default for your required Business Unit, and then click OK
You are returned to the Client Computer dialog

6 Click Save.
All the properties for the Client Computer appear in the dialog

7 Click Save & Close to close the dialog with all the Client Computer

properties set to default values

B.2.3

Creating a Client Computer Reporting Group

To create a Client Computer Reporting Group, proceed as follows:
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1 In the Management Portal navigation pane, select Computer
Management — Client Computer Reporting Groups.

2 Click New in the ribbon

The Create Client Computer Reporting Group dialog is displayed.
- ZVoltDelta .
b

€& 3

i
foer  Save l

Information tLomput
: 'J—-i Mew

Cenem!

Refated = General

FRw

] 5
Associations

Active

3 In the Name field, enter the name of the new Client Computer Reporting
Group.

The maximum allowed length is 28 characters. When
specifying a name, do not enter the apostrophe character (’)..

4 In the Business Unit field, select the Business Unit for the new Client
Computer Reporting Group.

5 Optionally, select the Parent Client Computer Reporting Group (subset
group).

6 Click save & Close in the ribbon to save the new Client Computer
Reporting Group and close the dialog.

7  After you have created the Client Computer Reporting Group, share the
group as necessary with the required Users or Business Units. Refer to
Chapter 4, Sharing Entities for details.
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B.3 Managing Service Providers
This chapter contains the following topics:
» Creating a Service Provider
» Publishing a Service Provider
B.3.1 Creating a Service Provider
When a Business Unit is created, two Service Providers are automatically
created and published: Default and Unknown.
For a simple configuration, the Default Service Provider will normally be used
S0 it may not be necessary to create further Service Providers.
If additional Service Providers are required, proceed as follows:
1 In the Management Portal navigation pane, select Call
Management — Service Providers.
The New Service Provider dialog is displayed
e LVoltDota
= e | R oy« By, A @
© X Dewte . tmata Unk + Weow Doy  Aeaan. BRET Aoppngea B e
AMSZ o | Ca- Service Providers: Active Service Providers =
it [T untonn
Husiness. Uit Management ™ Unimown colin_basings:
&y sz 1.-13cf 13 |0 salectes
2 Reporting A r A E = D E F G - ] e L X H 0 P Q
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2 Click New in the ribbon.
The New Service Provider dialog is displayed.
Colin Meany ¥

VoltDelto sy ©

T W AR

"il_l Swve & New 1S

InFodrmation @ Senice Prowvide
MNew

Genera

Erlated

d CLaALiPeatan
= General

General

4 Proiesses
| Plarm o5 Una* g
I 3

4 Publicatians

>

4 Routing
-t

-

«

Skatus Active

3 In the Name field, enter a name for the new Service Provider.
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4 Click the button next to the Business Unit field.
The Look Up Record dialog is displayed for you to select the Business Unit.

alook Up Record -- Webpage Dialog
Look Up Record
Enter your search criteria and click Search to find matching records. Filter your results and view different columns
of data by using the View options. Then, select the record you want and click OK
Look for: | usiness Unit ;I
View: IE-.;ires; Units Lookup View ;I
Search: |Ee.= ch for records j o)
i Name Domain Mame Business Unit Role 2
- 5 colin_business_unit colin.com Contact Center In Sou  PA
F§ dummyBU eee Account P&
rs pabu2accountl pabuZaccountl Account P&
i § pabu2ccl pabulocl Contact Center [OQut S5¢ PA
v i=J PABU2CTOPL PABUZCTOPL Contact Operation PA
- 5 Roda_Test Roda_Test Contact Center In Sou  PA|
4 Ls
1-6of 6 (1 select: P
Properties | | Mew
QK || Cancel || Remave Value
—

Search field and click the Search button to find your

Q Enter the first few letters of the Business Unit name in the
Business Unit.

5 Select the Business Unit and click OK.
You are returned to the Service Provider dialog.

6 Click save & Close to close the dialog and save the new Service Provider.

@ There are currently no properties to set for a Service Provider

7  Continue on with chapter B.3.2, Publishing a Service Provider

B.3.2 Publishing a Service Provider

When a Business Unit is created, two Service Providers are automatically
created: Default and Unknown. These Service Providers are published
automatically.
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C Quota Routing

C.1

Overview

Quota Routing is a feature that allows calls to be pushed to Agents while they
are processing other calls. This is particularly useful for non-voice calls (Chat,
Email, SMS, etc) where Agents can deal with a number of these calls at a time
due to the nature of their interactions with the caller.

Agents can be assigned a quota of calls for each type of call (Voice, Chat,
Email, SMS, etc) to allow the calls to be loaded to each agent up to their
allocated quotas.

Quota Routing revolves around the media type of the call (Voice, Chat, Email,
SMS, etc), and the system allows you to configure Quota Routing based on the
Media Type or the Media Class. The Media Class is a group of Media Types
allowing you to use a logical collection of Media Types, and simplifying the
overall configurations you deal with. The following Media Classes are
provided.

Media Class Media Type(s)

Near Real Time Chat

Non Real Time Email
Facebook
SMS
Social
Twitter

Real Time Security Dialler
V18
Voice

The following sections take you through the configurations available in the
system for Quota Routing, ending up showing you how to configure Agents
for this feature.
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C.2 Setting Media Class Mode (Business Unit Setting)

In each Business Unit there is a setting Media Class Mode.

~ Call Distribution System
Media
Media Class Mode
| Mediza Class "'V"|

This is the first setting you should review and configure the way you prefer. It

has two values:

1. Media Class: Quota Routing configuration will be based on collections of
media types. This will allow you to configure Quota Routing for agents
based on these collections, which will be shown in the User Profile for the
Agent under Media Channel Quotas.

& Media Channel Quotas: Active Agent Media Channel Quota ~

O Sequence Number Mediz Class Business Unit Call Quota Created On Modified Oz

O _& 1 Real Time DemoContactOper 1 08/09,/2014 23:43  08/09/2014 ¢

O _& 2 Mear Real Time DemoContactOper 3 08/08/2014 23:43  08/09/2014 ¢

D_& 3 Mon Real Time DemoContactOper 2 08/09/2014 23:43  08/09/2014 ;

2. Media Type: Quota Routing configuration will be based on each media
type. This will allow you to configure Quota Routing for agents based on
each individual type of media, which will be shown in the User Profile for
the Agent under Media Channel Quotas.

& Media Channel Quotas: Active Agent Media Channel Quota ~

O Sequence Mumber Media Class Business Unit Call Cuota Created On Modified 21

Il _& 1 Voice DemoContactCent 1 08/09/2014 23:43  08/09/2014

Il _& 2 SMS DemeoContactCent 2 08/08/2014 2343 08/09,/201+

O _& 3 V18 Text DemoContactCent 1 05/08/2014 2343 08/09/201+

Il _& 4 Email DemoContactCent 2 08/08/2014 23:43 08,059,201+

O _ﬁ 5 Security Dizller DemoContactCenti 1 08/09/2014 2343 08/09/2014

D_& & (hat DemoContactCent 3 08/09/2014 23:43  08,/09,/2014

D_ﬁ 7 Twitter DemoContactkCenti 2 08/09/2014 23:43  08/09/201+

(] _& & Facebook DemaCaontactCenti 2 08/09/2014 2343 08/09/2014

O _ﬁ- % Social DemoContackCenti 2 08/09/2014 23:43  05/09/201+

< >
1 -9 0f 9 (0 selected) Page 1

Which Media Class Mode you use really comes down to do you wish to

configure different quotas for Agents for each individual media type, or by the

logical collections of media types.
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C.3
C31

C.3.2

Classification Settings

Media Type

The Classification setting Media Type determines the type of media allocated
to a Classification, and therefore a call.

Note the (display only) Classification setting Media Class will be displayed
depending on the Business Unit setting Media Class Mode. If Media Class
Mode is set to Media Class, then the Media Class is displayed. For example:

Media
Media Type ¥ Media Class§
| Email V| % Mon Real Time

If Media Class Mode is set to Media Type, then the Media Type is displayed.
For example:

Media
Wedia Type § Media Class§
| Email v| | ds Emai

Quota Interruption Mode

Determines the Quota Interruption Mode for the Classification, and has these
possible values:

Value Description

Normal Agents can be presented calls whilst
handling a call of this Classification
as the Active Call when all other
Quota Routing conditions are met.

This is the default for Media Class
Non Real Time.

Exclusive Agents cannot be presented calls
whilst handling a call of this
Classification as the Active Call.
When a call of this type is parked,
then this mode has no effect.

This is the default for Media Class
Real Time.

Same or Higher Priority Media Class | Agents can be presented calls of the
same or higher priority Media Class
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C.3.3

C.A4
C4.1

Value Description

whilst handling a call of this
Classification as the Active Call.

Higher Priority Media Class Agents can be presented calls of
higher priority Media Class whilst
handling a call of this Classification
as the Active Call.

Same or Lower Priority Media Class | Agents can be presented calls of the
same or lower priority Media Class
whilst handling a call of this
Classification as the Active Call.

This is the default for Media Class
Near Real Time.

Lower Priority Media Class Only Agents can be presented calls of
lower priority Media Class whilst
handling a call of this Classification
as the Active Call.

The relative priority of Media Classes is defined by the Agent’s Media Class
Order of Precedence.

Quota Routing Guard Time

The Classification setting Quota Routing Guard Time is a time period that
prevents Agents being presented calls without a reasonable elapsed time since
the last interruption, or call.

This value is in seconds and 0 to 3600 is permitted.
0 disables the timer.

Configuring Agents for Quota Routing

Quota Routing Mode

Agents are enabled for Quota Routing by configuring the User Profile setting
Quota Routing Mode to Standard. If this setting is None, the Quota Routing
feature is disabled for the Agent.

Quota Routing Mode§
| Standard I"'--“|

S22033-3.0
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CA4.2

C.4.3

C4.4

Quota Routing Decline?

Set this to Yes if Agents are to be allowed to decline a presented Quota Routing
call.
Quota Routing Call Accept Timeout Mode

Determines how a call presented by Quota Routing is to be treated if the agent
does not respond within the accept time, and has these possible values:.

Value Description

Activate The new (Quota Routing) Call is made the active Call and
the existing Call is parked.

Re-queue The new (Quota Routing) Call is re-queued and the existing
Call remains Active

@ NOTE: Only applicable if Media Class is not Real Time.

Call Quotas

This defines the Call Quotas for each Media Class or Media Type (depending
on the Business Unit setting Media Class Mode).

Each Media Class (or Media Type) is listed, and a Call Quota and Order of
Precedence can be configured.

To configure the Call Quota for a Media Class (or Media Type), click on the
Media Channel Quotas grid, and then double-click on the required Media
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Class (or Media Type). The following dialog will be displayed. Change the
Call Quota (maximum value is 10), and then click Save & Close.

Agent Media Channel Quota: Information - Microsoft Dynamics CRM - Internet Explorer

|AI https://ams2intb5v2.voltdemos.co.uk/main.aspx?ete=10145&extraqs= %3f_CreateFromld%3d%257b9F82FBCE-BD2E-E311-AA40-00155D0B5910%257d%26_CreateFromType%3d10066° ﬁ|
Parent Tenant Admin (Contact Op... ©

Meﬂn ams2intbsv o

VLS covaecmes sor s vecmwon

154 Deactivete [ Copy a Link z
o o) gl @
i E-mail 2 Link d
Run Start Run
Workflow Dialog Report -

Data

Collaborate Process

Agent Media Channel Quota « | # | &

Information @J Agent Media Channel Quota

" General Information
Business Unit #3 DemoContactOp
Related
4 Common * General
=~ Audit Histor
= . General
4 Processes
Agert™ Call Quota
5] mor@coz demo.com I E X
Media Class *

L Mon Resl Time

Status Active
I00% -

To configure the Order of Precedence for a Media Class (or Media Type), click
on the Media Channel Quotas grid, and then click on the required Media Class
(or Media Type). Use the Move Down and Move Up buttons on the ribbon bar

to change the Order of Precedence.
Parent Tenant Admin (Contact Ope.. &'

List Tools M’fo@ffa
P S vy MO § MR ams2intb5v2 &

User Profile Agent Media Channel Quota

» - ‘_ZActivate ..‘{3 Copya Link L 7 == 3 jmm]
o | w2 . r o8 8
- &34 Deactivate Iﬁ E-mail a Link Z| -
Edit Move § fvovel Filter * SetAs Default Chart Run Start Run Export Agent Media Channel
Down Up View Pane ~ Workflow Dialog Report« Quata
Records Collaborate Current View View Process Data
Information [ nD y User Profile User Profiles -+ &
General =_J mgr@coa.demo.com
Attributes
Queue Assignment ¢4 Media Channel Quotas: Active Agent Media Channel Quota ~ -
}— 3R e D | Order of Precedence Media Class Business Unit Call Quota Created On hz
Computer Telephony Inte...
. |:| _& 1 Real Time CemoContactOper 1 08/09/2014 23:43 0
Management Information... =
E— m 2_Mon Real Time DemoContaciOper 4 08/09/2014 23:43 2
II é 3 Neor Real Time DemoContaciOper 3 08/09/2014 23:43 2|

Smart Station

Related

4 Common
#a Anent Madia Channel 0
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