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Contact Avaya Support
Avaya provides a telephone number for you to use to report problems or to ask questions about your product. The support
telephone number is 1-800-242-2121 in the United States. For additional support telephone numbers, see the Avaya Web

site:http://www.avaya.com/support
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The copyright in the material belongs to ITEL and no part of the material may be reproduced in any form
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Overview

ACD real time reports and other ACD statistics can be configured on the SCS
system. An administrator can produce reports relating to individual agents, the
ACD queue and calls to the queue. The status of the agents, whether they are
signed in or out of the ACD, can also be determined and viewed from the SCS
system’s Agent Status screen and ACD Supervision screen.

SCS users can be assigned ACD Agent Supervisor status. When the supervisor
logs into their user portal they are presented with a variety of ACD, Call, Queue
and Agents statistics.

A\/AyA Frank Collini  Fri, 12 bar 2010 11:52 AM Home Help Logout

Voicemail My Information Call Forwarding Speed Dial Call History Agent Availability  ACD Supervision Phonebook Phones

Select Server ACD Supervisor Console

Agent Presence Refresh every 30 seconds Average Wail Time is

Agent Statistics calculated hased an calls
received during last 30

Call Statistics Queue Total Agents Idle Agents Busy Agents Calls Average Wait Time minutes only

- et Total Agents column

Queue Statistics
Sales 3 2 ! 0 15 seconds displays number of currently
Admin 1 1 0 1 18 seconds signed in agents, not the

number of conflgured
This page will refresh
automatically. You can switch
automatic refreshing off by
clearing the Refresh
checkhox
You can also modify the
refresh interval by clicking on
the current interval and then
enter a new value

Please refer to the ACD Agent Supervisor section of this guide.
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Accessing the SCS Programming Interface.

Web Browser requirements for accessing the SCS system
Avaya recommends the following browsers for accessing the GUI of the SCS:

* Mozilla Firefox 3.5 or later
* Internet Explorer version 7.0 or later

In order to configure the Software Communications System you will need to login
to the system with an account that has administrative privileges.

Please refer to the SCS 4.0 Configuring User Profiles Task Based Guide for
details of how to create users and assign them administrative privileges.

The following procedure describes how to access the SCS web browser
administration utility:

1. Open your web browser and enter the IP address or FQDN (Fully Qualified
Domain Name) of the SCS system in the address bar. Then press enter.

3 Mozilla Firefox Start Page - Mozilla Firefox

File Edit ‘“iew Histary Bookmarks Tools  Help

- far | http:jIZDD.SD.SD‘S‘_ » |G- #

2] Most Yisited

2. Depending on your browser settings, you may receive a warning concerning
the site’s security certificate. Approve the certificate by clicking on OK (or
Yes, depending on which browser you are using) to continue browsing to
the SCS administrator portal.

3. If you are using Mozilla Firefox 3.6, an exception will have to be added to a
security certificate exception. Click on the | Understand the Risks link.

History  Bookmarks  Tools  Help

- a3 | 1 ‘htms:_."_"'Zl]llEl].EI].EJSHE_‘"S\prnnﬁg 97 - I-‘l—|::-;;; P

2] Most Visited d Getting Started |2 | Latest Headlines

J ! Untrusted Connection |_| F

This Connection is Untrusted

£
[

&

You have asked Firefox to connect securely to 200.30.30.5:8443, but we can't confirm that your
connection is secure,

Mormally, when you try to connect securely, sites wil present trusted identification to prove that you
are going to the right place. However, this site's identity can't be verified.

What Should I Do?

If you usually connect to this site without problems, this error could mean that someone is trying to
impersonate the site, and you shouldn't continue.

Get me out of here! |

Technical Details

= IUnderstand the Risks
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4. Click on Add Exception.

Fle Edit View History Bookmarks Tools Help

-"°|-I::-;e >

- G X @ I!|htb)s:-‘-?l]il‘BIJ.SD‘SJSHBrsipxcUnﬁg 77 -

@ Mast Visited \j Getling Started - Latest Headlines

| 2 Untrusted Connection |—| |T

'@ = | This Connection is Untrusted

v AI You have asked Firefox to connect securely to 200.30.30.5:8443, but we can't confirm that your
connection is secure.

Mormally, when you try to connect securely, sites will present trusted identification to prove that you
are going to the right place. However, this site's identity can't be verified.

What Should I Do?

If you usually connect to this site without problems, this error could mean that someone is trying to
impersonate the site, and you shouldn't continue.

Get me out of here! |

Technical Details

I Understand the Risks

If you understand what's going on, you can tell Firefox to start trusting this site's identification. Even
if you trust the site, this error could mean that someone is tampering with your

connection.

Don't add an exception unless you know there's a good reason why this site doesn't use trusted
identification.

-—' Add Exception...

5. Click Get Certificate. This is a default certificate installed by the system at
the point of installation to ensure security. To avoid exception messages in
the future you can install a trusted certificate from within the browser — open
the System menu and select Web Certificates.

x

You are about to override how Firefox identifies this site.
! . Legitimate banks, stores, and other public sites will not ask you to do this.

- Server

Location: I

—b Get Certificate |
rCertificate Status

This site attempts to identify itself with invalid information. View... |
Wrong Site

Certificate belongs to a different site, which could indicate an identity theft.
Unknown Identity

Certificate is not trusted, because it hasn't been verified by a recognised autharity.

r Bermanently store this exception

Confirm Security Exception Cancel

NN40010-517 Issue 1.3 SCS 4.0 7
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6. Now click Confirm Security Exception.

Add Security BException
You are about to override how Firefox identifies this site.
M N Legitimate banks, stores, and other public sites will not ask you to do this.

- Server

Location: I 5://200.30.30. 5:8443/sipxconfig getCertiﬁcateI

rCertificate Status

This site attempts to identify itself with invalid information.
Wrong Site

I

View...

Certificate belongs to a different site, which could indicate an identity theft.
Unknown Identity

Certificate is not trusted, because it hasn't been verified by a recognised authaority.

r Bermanently store this exception

g Confirm Security Exception | Cancel |

7. You will be presented with the initial login screen. Enter the user id

superadmin and
administrator. Then click the Login button.

the password (PIN) previously defined

by the

AVAYA

Welcome to SCS

Please login with your User ID and PIM

User ID:

PIN:

Login

NN40010-517 Issue 1.3 SCS 4.0
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Note: For details of how to configure Users for the SCS please refer to the SCS
4.0 Configuring User Profiles Task Based Guide.

8. You will be presented with the SCS Interface.

Users Devices Features System Diagnostics

There are 4 users defined: There are 0 phones defined:
200, alexs, superadmin, Tony, more maore
Add New User :Add new phane . v

Discover Devices

QVAyA Wied, 10 har 2010 1:46 PM Hame Help Logout O,

Viewing Real Time ACD Statistics
By default, the SCS system provides a number of Real Time ACD statistics.
To view ACD reports:

1. Click the Features heading followed by ACD.

Devices

Users ‘eatures System Diagnostics
Agent Status
Conferencing
There are 15 users defined: Auto Attendants phones defined:
200, 201, 203, 204, 205, 206, 207, 208, Intercom 00042167942
209,210,211, 212, 213, Lisa Paging Groups |, 0004f21f4beT
superadmin, more... HuntGroups  1.001b386bd1d0
0, 002162f36b4
Add New User Call Park franksoft, paulsoficlient
Musicon Hold  Jre...
Phonebooks
Instant M ing e v

g
issuvel UTVICES

2. You will be presented with the ACD Servers screen. Select the Server
Location as required.

ACD Servers Quick Links
O Server Location Configuration Port Presence Server
Servers
O sesl.sesnetworklocal 110 Job Status

You can make changes {o

the ACD configuration
without affecting the running
SEIVErS

once you are satisfied with
the configuration changes
=electthe affected server and
press the Activate button
The ACD serverwill be
prompted for restart when
the new configuration is
activated.

To administer servers and
senices and to create a new
ACD semver go to Svstem [
Servers. The ACD server can
run on dedicated hardware
butthere can currently only
be one ACD server per
system.

AVAyA Wed, 10 Mar 2010 Z:00 FM Home Help Logout | O,

Users Devices Features System Diagnostics

NN40010-517 Issue 1.3 SCS 4.0 9
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3. The ACD Server screen will be displayed. From this screen real time details
can be obtained relating to Agent Statistics, Call Statistics and Queue

Statistics.

AVAYA

Configuration
Queues

Lines

Agent Statistics
Call Statistics

Queue Stalistics

Users

ACD Server

Server location

Devices

scsl.scsnetwork local

IP address or fully qualified BNS host name of the machine on which ACD server is running.

Configuration port 8110

Wed, 10 Mar 2010 2:03 PM Haome Help

Features

(Default 8170

Diagnostics

Show Advanced Settings

Logout | <,

Configuration changes do
nottake effect until you press
the Activate hutton on the
ACD Servers page.

Agent Statistics
1. To view Agent Statistics select the Agents Statistics link.

AVAVA

Caonfiguration

Call Statistics

Queue Statistics

Users

ACD Server

Queues ;
Lines

- - v
Agent Statistics

Agent Status
204 Idle
Tany Idle
200 Busy
206 Busy
205 Idle

ciresh

Devices

Thu, 11 Mar 2010 10:34 AW Harne Help

Features

Total Time

T minutes, 23 seconds
T minutes, 23 seconds
B seconds

13 seconds

T minutes, 23 seconds

Diagnostics

Refresh every 30 seconds

Logout | <,

Total Time column displays
the time elapsed since the
last change in the status of
the agent.

Busy status signifies that
agentis processing the call,
Agents availahle to handle
new calls have folfe status.
Thig page will refresh
automatically. You can switch
automatic refreshing off by
clearing the Refresh
checkbox

You can also modify the
refresh interval by clicking on
the current interval and then
enter a new value

2. The Agent Statistics section of the ACD Server window provides
information about the current status and total time that an agent has been in
a specific state.

AVAVA

Caonfiguration
Queues

Lines

Agent Statistics
Call Statistics

Queue Statistics

Users

ACD Server

-all gueues- v

Devices

Thu, 11 Mar 2010 10:35 AW Home Help

Features

Agent Status
204 Idle
-Tuny Idle
VZUEI Busy
VQEIE Busy
-205 Idle

Total Time

8 minutes, 51 seconds
g minutes, 81 seconds
1 minute, 34 seconds
1 minute, 41 seconds

g minutes, 81 seconds

Fefrash

Diagnostics

Refresh every 30 seconds

Logout | <

Total Thme column displays
the time elapsed since the
last change in the status of
the agent.

Busy status signifies that
agentis processing the call.
Agents availahle to handle
new calls have folfe status.
This page will refresh
automatically. You can switch
automatic refreshing off by
clearing the Refresh
checkbax.

You can also modify the
refresh interval by clicking on
the currentinterval and then
enter a new value

10
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3. The queues to which the agents are assigned can be selected from the
gueue drop down box.

AVAyA Thu, 11 Mar 2010 10:41 Al Home Help Logout [ O,

Users Devices Features System Diagnostics

Configuration ACD Server
Queues
Refresh every 30 seconds Total Time column displays
Lines the time elapsed since the
z z last change in the status of
Agent Statistics

the agent.
i Status Total Time Busy status signifies that
Call Statistics Seles agentis processing the call
Queue Statistics Admin Idle 2minutes, 1 second Agents available 1o handle
Tony Idle 2 minutes, 1 second new calls ha_ve e elalus
This page will refresh
Steve Idle 2 minutes, 1 second automatically. You can switch
automatic refreshing off by
00 Busy 1 minute, 0 seconds clearing the Refresh
208 Busy 38 seconds checkbox.
You can also modify the
205 lde 2minutes, 1 second refresh interval by clicking on
the current interval and then

enter a new value

4. The User ID of the agent is displayed.

QVAyA Thu, 11 Mar 2010 11:22 A Home Help

Users Devices Features System Diagnostics

Caonfiguration ACD Server
Queuss
¥i Refresh every 30 seconds
Lines
v

Agent Statistics Sales
Call Statistics Agent Status Total Time
Queue Statistics Tany Idle 1 minute, 26 secands

200 Busy 58 seconds

206 Busy 52 seconds

2058 Idle 1 minute, 26 seconds

Fefresh

5. The Status of the agent is also displayed. A Busy status signifies that the

agent is processing a call. Agents available to handle new calls will be
displayed in an Idle status.

AVA yA Thu, 11 Mar 2010 11:22 AM Home Help

Users Devices Features Syst D

Configuration ACD Server
Queues
Refresh every 30 seconds

Lines
Agent Statistics
Call Statistics Agent Status Total Time
Queue Statistics Tany Idle 1 minute, 26 seconds

200 Busy 48 seconds

206 Busy 52 seconds

205 Idle 1 minute, 26 seconds

NN40010-517 Issue 1.3 SCS 4.0 11
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6. The Total Time that an agent has been in a particular state is also
displayed.

AVAYA

Thu, 11 Mar 2010 11:22 AM Home Help

Users

Devices

Caonfiguration ACD Server
Gueues .
¥ Refresh every 30 secaonds

Lines
Agent Statistics
Call Statistics Agent Status Total Time
Queue Statistics Tany ldle 1 minute, 26 seconds

200 Busy 58 seconds

206 Busy 52 seconds

205 Idle 1 minute, 26 seconds

Features Syst Di

7. The Status of the agents will be refreshed every 30 seconds, if the Refresh
every 30 seconds check box is left selected.

AVAYA

AC T

Users

Devices

Canfiguration ACD Server \
Queues T
¥i  Refresh every 30 seconds

Lines
Agent Statistics
Call Statistics Agent Status Taotal Time
Gueue Statistics Tany ldle 1 minute, 26 seconds

200 Busy 58 seconds

206 Busy 52 seconds

205 Idle 1 minute, 26 seconds

Thu, 11 Mar 2010 11:22 AM Home Help

Features Systi Di

8. To change the refresh interval, select the Refresh Interval check box and

click the seconds value.

AVAYA

Users

Devices

Configuration ACD Server
Queues _. Refresh ever\rsecnnds
Lines
Agent Statistics
Call Statistics Agent Status Total Time
Queue Statistics Tany ldle 13 minutes, 57 seconds
200 Busy 13 rinutes, 29 seconds
206 Busy 13 minutes, 23 seconds
208 Idle 13 minutes, 87 seconds

Thu, 11 Mar 2010 11:35 AM Home Help

Features System

Diagnostics

12
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9. Enter a new value in the Refresh every field and click the Save button.

Configuration
Gueues

Lines

Agent Statistics
Call Statistics

Queue Statistics

ACD Server

Sales A

Agent
Tany
200
206
205

Users

Status

Idle
Busy
Busy
Idle

Devices

Thu, 11 bar 2010 11:37 A

Features

Home Help

Di i

Refresh every | 15| Sawve

Cancel | seconds

Taotal Time

15 minutes, 57 seconds
15 minutes, 28 seconds
15 minutes, 23 seconds

15 minutes, 57 seconds

10.The new interval will be displayed.

AVAYA

Configuration
Queues

Lines

Agent Statistics
Call Statistics

Queue Statistics

ACD Server

Sales v

Agent
Tony
200
208
205

Users

Status
Idle
Busy
Busy
Idle

Devices

Thu, 11 Mar 2010 11:38 And

Features System

Home Help

Diagnostics

I Refresh every 15 seconds I‘
J

Total Time
16 minutes, 57 seconds
16 minutes, 29 seconds
16 minutes, 23 seconds

16 minutes, 57 seconds

Call Statistics

1. To view ACD Call Statistics, click the Call Statistics link.

AVAVA

Conflguration
Gueues

Lines

Agent Statistics
Call Statistics

Gueue Statistics

Users

ACD Server

" -all queuss - ¥

Agent

Queue

Devices

Status

Features

Wait Time

Thu, 11 Mar 2010 11:43 AM Home Help

System

Diagnostics

Refresh ewery 30 seconds

Processing Time

Logout |©

Wait Time displays the total
time during which a call has
remained unanswered since
it's been received by the ACD
Server.

Calls inthe Waking status
have not been answered by
any agents yet

Calls inthe fn Progress
status have heen picked up
by the agent displaved in the
Agent calumn

This page will refresh
automatically. You can switch
autamatic refreshing off by
clearing the Refresh
checkbo

You can alsa modify the
refresh interval by clicking on
the current interval and then
enter a new value.

NN40010-517 Issue 1.3 SCS 4.0
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2. Then select the queue to be viewed from the drop down list.

AVAYA

Configuration

Queues

Lines

Agent Statistics
Call Statistics

Gueue Statistics

Users

ACD Server

-all queues-

- all gueues -

Queue

Devices

Status

Features

‘Wait Time

Thu, 11 Mar 2010 11:47 AM Harne Help

Logout

System

Diagnostics

Wait Time displays the total
time during which a call has
remained unanswered since
it's been received by the ACD
SErver.

Calls in the Walting status
have not been answered hy
any agents yet

Calls in the in Progress
status have been picked up
by the agent displayed in the
Agentcolumn

This page will refresh
automatically. You can switch
automatic refreshing off by
clearing the Refresh
checkhox

“ou can also madify the
refresh interval by clicking on
the current interval and then
enter a new value

Refresh every 30 seconds

Processing Time

3. The Call Statistics screen will be displayed.

AVAVA

Caonfiguration

Queues

Lines

Agent Statistics
Call Statistics

Queue Statistics

Users

ACD Server

Caller Agent
"egip:301
"=gip:360 20

"=s5ip:300 202

Fefrosh|

Queue
Sales
Admin
Sales

Devices

Status

Waiting

In Progress

In Progress

Features

Thu, 11 Mar 2010 2:48 PM Horme Help

Logout |©

System

Diagnostics

Wait Time displays the total
time during which a call has
remained unanswered since
it's been received by the ACD
Server.

Calls inthe Waking status
have not been answered by
any agents yet

Calls inthe fn Progress
status have heen picked up
by the agent displaved in the
Agent calumn

This page will refresh
automatically. You can switch
autamatic refreshing off by
clearing the Refresh
checkbo

You can alsa modify the
refresh interval by clicking on
the current interval and then
enter a new value.

Refresh ewery 30 seconds

Wait Time Processing Time

9 seconds
12 seconds 28 seconds

& seconds 14 seconds

4. The Caller details are displayed.

Canfiguration
Queues

Lines

Agent Statistics
Call Statistics

Queus Statistics

AVAYA

ACD Server

Caller
"=gipa0t
'-"'<S|p'3E=IJ
"'"<Sip:3DD

Users

Agent

201
02

Queue
Sales
Adrnin

Sales

Devices

Thu, 11 Mar 2010 2:48 PM Home Help

Features

Refresh every 30 seconds

Status Wait Time Processing Time
Waiting 9 seconds

In Progress 12 secongs 29 seconds

In Progress & seconds 14 seconds

14
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5. The Agent who is handling the call is displayed.

AvoyA Thu, 11 Mar 2010 2:48 PM Horme Help

Users Devices Features Syst Di

Canfiguration ACD Server
GQueues
Refresh every 30 seconds

Lines

- - W
Agent Statistics all queuss
Call Statistics Caller Agent Cueue Status Wait Time Processing Time
Queue Statistics "=s5ipa Sales Wiaiting 9 seconds

"=gip: 380 201 Adrmin In Progress 12 seconds 29 seconds

"=2gip300 202 Sales In Progress g geconds 14 seconds

Fefrash:

6. The Queue to which the call was presented is displayed.

QVAyA Thu, 11 Mar 2010 2:48 PM Home Help

Users Devices Features System Diagnostics

Canfiguratian ACD Server
Queues Refresh every 30 seconds
Lines
Agent Statistics
Call Statistics Caller Agent Queue Status Wait Time Processing Time
Queue Statistics "=gip3m Sales Waiting 9 geconds
"=gip: 380 201 i Admin -In Progress 12 seconds 28 seconds
"=s5ip:300 202 ! Sales VIn Frogress 8 seconds 14 seconds

7. The Status of the call is displayed, such as In Progress or Waiting.

AVAyA Thu, 11 Mar 2010 2:48 PM Horme Help

Users Devices Features Syst Di

Configuration ACD Server
Queues Refresh every 30 seconds
Lines
Agent Statistics
call Statistics Caller Agent Cueue Status Wait Time Processing Time
Queue Statistics "=gip30t Sales Wiaiting 9 zeconds
"=gip:380 201 Admin ; In Progress ] 12 seconds 29 seconds
"=gip:300 202 Sales ; In Progress ] 8 seconds 14 seconds

NN40010-517 Issue 1.3 SCS 4.0 15
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8. The caller's Wait Time in the queue is displayed.

QVAyA Thu, 11 Mar 2010 2:48 PM Home Help

Users Devices Features Syst Di

Caonfiguration ACD Server
Queues
Refresh every 30 seconds

Lines

- LY
Agent Statistics — 1
call Statistics Caller Agent Cueue Status Wait Time Processing Time
Gueue Statistics "=sip3n Sales Wiaiting 4 seconds

"™=gip: 380 201 Adrmin In Progress 12 seconds 28 seconds

"=g5ip:300 202 Sales In Progress 8 seconds 14 geconds

9. The total Processing Time that the agent has handled the call is
displayed.

ﬁVAyA Thu, 11 Mar 2010 2:48 PM Home Help

Users Devices Features System Diagnostics

Configuration ACD Server
Gueues Refresh every 30 seconds
Lines
Agent Statistics
call Statistics Caller Agent Queue Status Wait Time Processing Time
Queue Statistics "=gipa Sales Waiting 9 seconds
"=sip:380 201 Adrmin In Progress 12 seconds . 289 seconds
"=s5ip:a00 202 Sales In Progress 8 seconds . 14 seconds

Queue Statistics

1. To view Queue statistics, click the Queue statistics link.

QVAyA Thu, 11 Mar 2010 2:54 PM Hame Help Logout O,

Users Devices Features System Diagnostics

Canflauration ACD Server
Gueues
Refresh every 30 seconds Wait Time displays the total

Lines time during which a call has

remained unanswered since
Agent Statistics it's heen received by the ACD
call Statistics Caller Agent Queue Status Wait Time Processing Time Server

y Calls in the Waiting status

Queue Statistics

have not been answered by

any agents yet.

Calls inthe In Progress
status have heen picked up
by the agent displayed in the
Agent calumn.

This page will refresh
automatically. You can switch
autamatic refreshing off by
clearing the Refresh
checkbo

“ou can also modify the
refresh interval by clicking on
the current interval and then
enter a new value
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2. The ACD Queues will be displayed.

QVAyA Thu, 11 Mar 2010 2:56 PM Home Help

Users Devices Features Syst: Di

Canfiguration ACD Server
Gueues

Refresh avery 30 seconds
Lines

Agent Statistics Queue Total Agents ldle Agents Busy Agents Calls Average Wait Time

Call Statistics Sales 1 2 1 10 secands

Queue Statistics 1} 1 1} 8 seconds

3. The total number of agents assigned and logged in to the queue is
displayed.

AVAyA Thu, 11 Mar 2010 2:56 PM Horme Help

Users Devices Features Syst: D

Configuration ACD Server

Queues Refresh every 30 seconds
Lines

Agent Statistics Queue Total Agents Idle Agents Busy Agents Calls Average Wait Time

Call Statistics Sales 3 1 2 1 10 seconds

Quene Statistics Adrmin | 1 | 0 1 0 2 seconds

?Refreshé

4. The number of Idle agents is displayed.

AvoyA Thu, 11 Mar 2010 2:56 PM Horme Help

Users Devices Features System Diagnostics

Configuration ACD Server

Gueues Refresh every 30 seconds
Lines

Agent Statistics Queue Total Agents Idle Agents Busy Agents Calls Average Wait Time

Call Statistics Sales 3 1 2 1 10 seconds

Queue Statistics Admin 1 | 0 | 1 0 2 seconds
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5. The number of Busy Agents who are unavailable to take an ACD call is
displayed.

AVAYA

Thu, 11 Mar 2010 2:56 PM Home Help

Suet Di

Features

Devices

Users

Configuration ACD Server

Queues Refresh every 30 seconds
Lines

Agent Statistics Queue Total Agents Idle Agents Busy Agents Calls Average Wait Time

Call Statistics Sales k] 1 2 1 10 seconds

Queue Statistics Admin 1 0 ] 1 ] 0 2 seconds

Pefrash:

6. The number of queued Calls is displayed.

AVAYA

Thu, 11 Mar 2010 2:96 PM Home Help

Quet, Di

Users Devices Features

ACD Server

Canfiguration ACD Server

Queues Refresh every 30 seconds
Lines

Agent Statistics Queue Total Agents Idle Agents Busy Agents Calls Average Wait Time

Call Statistics Sales 3 1 2 1 10 seconds

Quene Statistics Adrmin 1 0 1 ] 0 é seconds

ERefreshé

7. The average time that callers have to wait before an agent answers the call
is displayed. The Average Wait Time is calculated based on calls received
during the last 30 minutes only.

Thu, 11 Mar 2010 2:56 PM Home Help

AVAYA

Configuration
Queues

Lines

Agent Statistics
Call Statistics
Queue Statistics

Users

ACD Server
Queue Total Agents
Gales 3 1
Admin 1 0

Devices

Idle Agents

2
1

Features

Busy Agents

Quet Di

Refresh every 30 seconds

Calls Average Wait Time
1 10 seconds
0 8 seconds

18

NN40010-517 Issue 1.3 SCS 4.0



ACD Reporting

Agent Status

The Agent Status facility allows you to view the current state of all ACD agents.
The agents can be signed in and out via this interface.

1. From the main interface of the SCS, select Features, followed by Agent

QVAyA \ Mon, 15 Mar 2010 2:58 PM Home Help Logout | O,
Users Devices Features System Diagnostics
Call Center
Agent Status
Conferencing
There are 7 users defined: The puto Attendants  ined:
201, 202, 208, Melsanh, Steve, superadimin, Tom oog Intercarm 7843, 0004121 eeald
more.. 000 Paging Groups  Bh4, 002162A7032
Add bew User 0z Hunt Groups /5. SN, THOMS...
E Call Park b
Dis  wmysic on Hold
Phonehooks

2. The ACD Presence screen will be displayed. In this example, agent Tony,
and agent 201 are signed in.

QVAya Thu, 11 Mar 2010 3:04 P Home Help

Users Devices Features ysi: Di

ACD Agent Availability
Select ACD Server:

Refresh every 30 seconds

F] User Status
O Tony ignedin
O 202 Signed Out

[ Sign In ] [ Sign Out ] [ Fefresh

3. To sign out an agent, select the check box for the agent and click on the
Sign Out button.

AVAyA Thu, 11 Mar 2010 3:24 P Home Help

Users Devices Features yst Diag

ACD Agent Availability

ACD Agent Availability
Select ACD Server

Refresh every 30 seconds

[F] User Status
_H_.i?: Tony Sighed in

O 2m Signed in

O 202 Signed Qut

[ Sign In ] [ Sign Out ] [ Fefresh
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4. The agent will then be signed out of the queue.

AVAYA

Users

ACD Agent Availability

Select ACD Server: | scsl.scsnetworklocal v

Thu, 11 Mar 2010 3:25 PM Home Help

oy i

Features

Devices

Refresh every 20 seconds

F User Status

I Tany Signed Qut I
O 201 Signed in
O 202 Signed Out

[ Sign In ] [ Eign Ot | [ Fiafresh

ACD Historic Reports

Historic reports can be obtained in relation to the ACD and Agents call activity.

1. To access these reports, select the Diagnostics link, followed by ACD

Reports.

AVAVA

Home

Users Devices

There are 7 users defined:

201, 203, 205, Nelsonh, Steve, superadmin, Tan

Man, 14 Mar 2010 2:58 FM Harne Help

Features System Diagnostics

Logout | &
e _
Call Detail Records

more

Add Mew User

Statistics
There are 10 phones defined: ACD Reports *—,—
0004121d2d5E 0004f21e704a, 0004721 eeald, Joh Status
D004121f4bc7, 0021623604, 002162T7032, | Configuration Tests
002162fb0es, fgdgdr, steve, rare

Snapshot
Add new phone... hd Login History
Discover Devices Alarms

DNS Advisor

2. The ACD Historic Reports screen will be displayed.

AVAYA

Users Devices

ACD Historic

Agent Availability

ACD Historic Reports
Agent Availability Summary ACD Server | scsl.scsnetwork localiy
Agent Activity Summary

All Gueue Activity

Handled Galls in Queue Start  [11 Mar 2010 = e ]
Abandoned Call Summary
Apandoned cals End  [12Mar2010 | Zzanam ]
Agent Call Details
Agent Sign-in time

202 3TN0 2:47 PM

Tony 3TN0 2:47 PM

201 3TN0 2:47 PM

201 310 2:47 PM

202 310 3:32 PM

201 3110 3:34 PM

i) 310 334 PM

202 310 334 PM

202 310 3:37 PM

202 31110 3:38 PM

i) 310 3:35 PM

o 310335 PM

Tony 310332 PM

Features

Sign in fimes are nat shown for agents that have nat signed outin the last 30 minutes and for agents that are not required o sign in

<<=

Thu, 11 Mar 2010 .32 PM Home Help

Logout [,

System Diagnestics

Infarmation can be delayed
30 minutes or more. See
ACD configuration
management user interface
for information an current
activity. Reports are
displayed only for the
Incation where Call Center is
available. If there is no Call
Center attached to any
location no reports will be
displayed

Download

Sign-out time
311010 3:04 PM
3110 325 PM
31110 3:34 PM
31110 3:34 PM
31110 3:34 PM
31110 335 PM
3110 335 PM
3110 3:36 PM
3110 3:38 PM
3140 3:39 PM
3140 3:39 PM
3140 3:39 PM
3110 340 PM
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3. To view a report, click the associated link for that report.

AVAVA

Users

Agent Availability ACD Historic Reports
Agent Availability Summary
Agent Activity Summary

All Gueue Activity

Devices Features

ACD Server | scsl.scsnetwark local %

Sign intimes are not shown for agents that have not signed outin the 1ast 30 minutes a

Handled Calls in Queve Start  [11 Mar 2010 | H[12:00 am |
Ahandoned Call Summary
R End (12 Mar2010 | 1200 am |
Agent Call Details
Agent Sign-in time

202 3110 2:47 PM

Tony 3110 2:47 PM

201 311710 247 PM

201 311710 247 PM

202 3110 232 PM

2m M0 224 PM

201 311110 3:34 P

202 3110 224 PM

202 3110 237 PM

202 3111710 3:38 PM

201 3111710 3:35 PM

2 3110 235 PM

Tony 3110 232 PM

P EE

Thu, 11 Mar 2010 4:41 PM

System

Sign-out time:
31§10 204 PM
N0 225 PM
31110 334 P
31110 334 P
3110 234 PM
N0 23I5PM
31110 335 P
3110 236 PM
310 238 PM
31110 339 P
31110 339 P
3110 239 PM
3110 240 PM

Huorme Help

Diagnostics

nd far agents that are not required to sign in.

Download

Logout | <,

Infarmation can he delayed
30 minutes or more. Ses
ACD configuration
management user interface
for information on current
activity. Repors are
displayed anly for the
|ocation where Call Center is
available. Ifthere is no Call
Center attached to any
location no reports will be
displayed

4. The Start and End period for a report can be defined by selecting the
Calendar icons on the ACD Historic Reports screen.

AVAYA

Agent Availability

Agert Availability Surnrmary
Agent Activity Summary

All Qiueue Activity

Users Devices

ACD Historic Reports
ACD Server | scsl.scenetwork.local

Sign in times are not shown for agents that have not signed out in the |ast 30 minutes and for agents that are not required to sign in.

Features

Handled Calls in Gueue

Start  [11 Mar 2010 Hlzooam |
Abandoned Call Summary
End |12 Mar2010 Hzanam |
Ahandoned Calls | -
Agent Call Details Apply
Agent Sign-in time
202 310 2:47 PM
Tany 311110 2:47 PM
) AR

Thu, 11 Mar 2010 4:41 PM

Harne Help

Di

Sign-out time
311110 3:04 PM
31110 325 PM
]} 34

Doweniloan

NN40010-517 Issue 1.3 SCS 4.0
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5. The required Start and End dates can then be selected.

ACD Historic Reports

ACD Server |5|:5'I.5|:5net'm:|rk.lucal V|
Sign in times are not shown for agents that have not signed outin the last 30 mi

12:00 Ahd

Sun Mon Tue Wed Thu Fri Sat

= :

3 4 5
Agent 7 g 9 10 Ellz 13
14 15 18 17 15

207 19 20
21 22 23 24 25 26 27
o 25 28 30 3
201
201 11 March, 2010 || Clear |
202 310 332 PM

110 3:34 P

6. A report can be downloaded and its data saved in a required format. After
selecting the report to be produced, click the Download link.

Thu, 11 Mar 2010 4:46 P Home Help

Logout |

Users Devices

Features System

Diagnostics

Agent Availability

ACD Historic Reports
ACD Server

Sign in times are not shown far agents that have not signed out in the 1ast 30 minutes and for agents that are not required to sian in.

_. Download

Agent Availability Surmmary
Information can be delayed
30 minutes or mare. See
ACD configuration
management user interface

Agent Activity Summary
All Gueue Activity

Handled Calls in Gueue Start |1D War 2010 ‘:”12 00 AM | for infarmation on current
activity. Reports are

Abandoned Call Summary

End  [12Mar20t0 | H[rzo0am | displayed oniyfor the
Abandoned Calls location where Call Center is
gent Call Detail available. Ifthere is no Call
gent Call Detalls -App\y Center attached to any
location no reponts will be
Agent Sign-in time: Sign-out time: displayed

MM‘WWWMWW

202

3M1A10 247 PM

31110304 P

22
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7. The report can then be saved to a defined location or opened in a defined
format, such as Microsoft Excel.

Opening agentAvailablityReport.csv

¥ou have chosen ko open

agentAvailablityReport.csy

which is a: Microsaoft Excel Comma Separated Yalues File
From: htkps://200.30.30.5:5443

What should Firefox do wikh this File?

Microsoft Excel (defaulk) w

() Save File

[] Da this automatically For Files like this From now on.

I Ok l [ Cancel ]

8. In this example, the report has been opened as an Excel spreadsheet.

Ed Microsoft Excel - agentAvailablityReport [Read-Only]

File  Edit  Wiew Insert Format  Tools  Data  window  Help  Adobe PCF
DEEHSE GRY $B@A-C - @5 -4 @) -3, ad
(2 T ¥ B g .
& Snaglt |=]'  window L
A1 - f agent_uri
A B C 0 E F ] H

1 [ament wri sign_in_time sign_out_time
2 |sip 202G scenetwork.local  Thu 11 Mar 2010 14:47:21 H0000 Thu 11 Mar 2010 15:04:21 +1000
3 |sip:Tony@scsnetwork.local | Thu 11 Mar 2010 14:47:21 {0000 Thu | 11 Mar 2010 15:25:59 +{1000
4 |sip201@scenetwork.local  Thu 11 Mar 2010 14:47:21 H0000 Thu 11 Mar 2010 15:34:40 1000
5 |sip201@scenetwork.local  Thu 11 Mar 2010 14:47:21 H0000 Thu 11 Mar 2010 15:34:40 1000
B |sipZ02@scsnetwork.local | Thu 11 Mar 2010 15:32:25 H1000 Thu | 11 Mar 2010 15:34:40 +1000
7 | sip201@scenetwork.local  Thu 11 Mar 2010 15:34:43 H0000 Thu 11 Mar 2010 15:35:51 1000
8 |sipZ01@scsnetwork.local | Thu 11 Mar 2010 15:34:43 H0000 Thu | 11 Mar 2010 15:35:51 +1000
9 |sip 202G scenetwork.local  Thu 11 Mar 2010 15:34:43 H1000 Thu 11 Mar 2010 15:36:58 1000
10 | sip:202@scsnetwork.local | Thu 11 Mar 2010 15:37:21 H0000 Thu 11 Mar 2010 15:38:15 1000
11 |sip:202@scsnetwork. local  Thu 11 Mar 2010 15:38:57 H0000 Thu | 11 Mar 2010 15:33:34 +1000
12 | sip201@scsnetwork.local | Thu 11 Mar 2010 15:35:59 H1000 Thu 11 Mar 2010 15:39:40 +1000
13 |sip201@&@scsnetwork. local  Thu 11 Mar 2010 15:35:59 H1000 Thu | 11 Mar 2010 15:33:40 +1000

sip: Tonyigdscsnetwark.local | Thu 11 Mar 2010 15:32:25 H1000 Thu 11 Mar 2010 15:40:34 +1000
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Agent Availability Report

This report shows the ACD Agent’s User ID, the time they signed in to an ACD
gueue and the time they signed out of the queue.

AVAYA

Agent Availability

Agent Availability Summary
Agent Activity Summary

All Queue Activity

Handled Calls in Queue
Abandoned Call Summary
Abandoned Calls

Agent Call Details

Users

ACD Historic Reports

Devices

ACD Server | scsl.scsnetwarklocal v

Signin times are not shown for agents that have not signed out in the Iast 30 minutes and for agents that are not required ta sign in

Features

Start  [10Marz010 | H[rzooam |
End  [12Marzoto | H[rzooam |
Agent Sign-in time
202 311010 247 PM
Tony 3M1A10 247 PM
201 311010 247 PM
201 3M1A10 247 PM
202 31010 3:32FM
201 31010 3:34 PM
201 3M1A10 3:34 PM
202 31010 3:34 PM
202 3M1A10 3:37 Fm
202 31010 338 PM
201 3M1A10 335 FM
201 31010 3:35 M
Tony 3M1A10 3:32FM

R

Thu, 11 Mar 2010 4:49 PM

System

Sign-out time
31010 204 PM
3110325 PM
3110 234 PM
3110334 PM
3110 234 PM
3110 235 PM
31110335 PM
31010 236 PM
31110338 PM
31010 239 PM
3110338 PM
31010 239 PM
31110340 PM

Haome Help

Diagnostics

Logout | <

Information can be delayed
30 minutes or more. See
ACD configuration
management user interface
for information on current
activity, Reparts are
displayed only for the
location where Call Center is
available. ITthere is no Call
Center attached to any
location no reports will he
displayed

Agent Availability Summary

This report shows the User ID of the agents and

they were signed into an ACD queue.

the length of time in minutes that

Agent Availability

Agent Availability Summary
Agent Activity Summary

All Queue Activity

Handled Calls in Queue
Abandoned Call Summary
Ahandoned Calls

Agent Call Details

ACD Historic Reports
ACD Server

Activity is not included for agents until they have signed out for more than 30 minutes and for agents that are not required to sign in.

Features

Start |11 Mar2010 | 3 [12:00 A |
End |12 Mar2010 | [12:00 A |
Apply
Agent Signed-in time
202 23 minutes, 2 seconds
Tony 46 minutes, 47 seconds
201 104 minutes, 16 seconds

22 2]=rx

Thu, 11 Mar 2010 4:50 PM

Home Help

Max Signed-in time
17 minutes, 0 seconds
38 minutes, 36 seconds

47 minutes, 19 seconds

Download

24
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Agent Activity Summary

This report shows the agent’s User ID, the number of ACD calls that the agent
handled, the total handle time for those calls, the average time spent on a call, the
maximum time spent on an ACD call, and the minimum time spent on an ACD call.

AVAyA Th, 11 kar 2010 4:51 PM Hame Helg

Users Devices Features System Diagnostics

ACD Historic Repoarts

Agent Availability ACD Historic Reports
Agent Availability Summary ACD Server
Agent Activity Summary Diowinlaad
All Qiueue Activity
Handled Galle in Qusws Start |11 Mar 2010 | H[1200am |
Ahandoned Call Summary End ‘12 Mar 2010 ‘:I|12:DDAM |
Ahandoned Calls
Agent Call Details
Agent Total calls handled Total handle time Average handle time Max. handle time Min. handle time
20 G 2 minutes, 25 seconds 25 seconds 39 seconds 1 secand
202 3 58 seconds 20 seconds 29 seconds 10 seconds
Tany 2 38 seconds 18 seconds 18 seconds 18 seconds

=== ==

All Queue Activity

This report shows the ACD calls that were offered to an ACD queue, how many of
those calls were answered, and how many were abandoned by the caller.

AVAyA Thu, 11 bar 2010 4:51 PM Home Help

Users Devices Features ysti D

ACD Historic Reports

Agent Availability ACD Historic Reports
Agent Availability Summary ACD Server  [scsl.scenetworklocal i

Agent Activiy Summary Activity for abandoned and answered calls.

All Queue Activity Download

Handled Calls in Queue Start  [11 Mar 2010 | H[1z00aM \
Abandoned Call Summary

Abandoned Calls

Agent Call Details Apply

End  [12Mar2010 | H[1z00aM \

Queue Calls offered Calls handled Calls abandoned
Sales 14 a 11
Admin 4 3 1

EERE TS
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Handled Calls in Queue

This report shows how many calls were handled by a queue, the average time
callers waited before their calls were answered, and the maximum time that callers
waited for their call to be answered.

AVAYA

Thu, 11 Mar 2010 4:52 PM Home Help

Users Devices Features

System Diagnostics

ACD Historic Reports

Agent Availability
Agent Availability Summary

ACD Historic Reports

Activity anly for calls answered by an agent.

Agent Activity Summary
All Queue Activity Bovnload
Handled Calls in Queue Start |11 War 2010 |:||1 200 A ‘
Abandoned Call Summary
N End  [12 Mar2010 | = [1200AM \
Agent Call Details
Queue Calls handled Avg wait time Max wait time
Sales 2 14 seconds 29 seconds
Admin 3 11 secands 14 secands

== 21===

Abandoned Call Summary

This report shows how many calls have been abandoned when unanswered by a
gueue. The average wait time for a call to be abandoned is displayed, along with
the longest time a caller waited before abandoning their call.

AVAYA

Thu, 11 Mar 2010 4:53 P Home Help

Users Devices Features yst Diagl

ACD Historic Reports

Agent Availability

ACD Historic Reports
ACD Server  |scsl.scsnetworklocal | v

Agent Availability Surmmary

Agent Activity Summary Download
All Gueue Activity
Handle Gals In GueLe Start 11 Mar2010 | H[1z00aM |
Abandoned Call Summary End |12 tar 2010 |:||T 2:00 Ab |
Abandoned Calls
Agent Call Details
Queue Calls abandoned Avg wait time Max wait time
Sales 11 20 geconds 52 gecaonds
Admin 1 46 seconds 46 secands

Ry paes
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Abandoned Calls

This report details the time that a call was presented to a queue and the duration of
the call before it was abandoned. Details relating to the caller are also displayed.

oVAyA Thu, 11 Mar 2010 4:53 PM Harne Help

Users Devices Features System Diagnostics

Agent Availaiility ACD Historic Reports

Agent Availabiliyy Summary | ACD Server

Angent Activity Summary Bl
All Clueue Activity

Handled Calls in Queue S ‘11 Mar 2010 |:||12'DDAM |

Abandoned Call Summary | End 12 Mar2010 | 1200 M |

Abandoned Calls

Appl
Agent Call Details

Queue Start time Duration Caller
Sales 3M1HM0 216 PM 7 seconds "=s5ip300E200.30.30.30;,user=phone=
Sales 3MIH0 217 P 7 seconds "=s5ip300E200.30.30.30;,user=phone=
Sales 3M1M0 2:20 PM 27 seconds "=5ip 301 @200.30.30.30;,uset=phone=
Sales 3M1M0 2:36 PM 39 seconds "=5ip 301 @200.30.30.30;,uset=phone=
Sales 3M1M0 2:46 PM 1 secand "=5ip3B0E200.30.30.30;uset=phone=
Sales 3M1M0 2:48 PM 15 seconds "=5ip301@200.30.30.30;,user=phone=
Sales 3110 2:56 PM 14 seconds "=5ip300@200.30.30.30,user=phone=
Sales IMN1M10 331 Pm 46 seconds "=5ip301@200.30.30.30,user=phone=
Admin IMN1M10 331 Pm 46 seconds "=5ip380@200.30.30.30,user=phone=
Sales M0 239 PM 42 seconds "e5ip300@200.20.30.30,user=phone>
Sales 3110 2:41 PW 4 seconds "e5ip300@200.20.30.30,user=phone>
Sales 3110 2:41 PW 8 seconds "e5ip300@200.20.30.30,user=phone>

e e

Agent Call Details

This report details the calls that a specific agent has handled. It shows the agent’s
User ID, the queue the agent was logged into, the start and end times of the calls
they handled, the duration of the calls, and details of the caller.

Thu, 11 Mar 2010 4:54 P Home Help
Features System Diagnostics

Agent Availability ACD Historic Reports

Agent Availability Summary ACD Server

Agent Activity Summary Diownload

All Queue Activity

Hanled Calle in Gueus Start  [11 Mar2010 | = [1200 am |

Apandoned Call Summary | Endl 12 Mar 2010 | 1200 am |

Abandoned Calls

Agent Call Details

Agent Queue Start time End time Duration Caller
20 Sales 31110 2:20 P 3110 2:21 PM 31 seconds "egip:300@200.30.30.30,user=phone=
202 Sales 3111010 2:36 Pt 3110 2:37 PM 44 seconds "egip:380@200.30.30.30;user=phone=
20 Sales 3111010 2:36 Pt 3110 2:37 PM 40 seconds "egip:300@200.30.30.30;user=phone=
202 Sales 3111010 2:48 Pt 3110 2:48 PM 27 seconds "e5ip:300@200.30.30.30;user=phone=
20 Admin 311010 2:47 Pt 3110 2:48 PM 41 seconds "e5ip:380@200.30.30.30;user=phone=
Tany Sales 3111010 2:56 P 3110 2:56 PM 30 seconds "e5ipi301@200.30.20.30;user=phone=
2 Admin 3111010 2:56 P 3110 2:56 PM 41 seconds "e5ip:380@200.30.30.30;user=phone>
2 Sales 3111010 2:31 P 3110 2:31 P 46 seconds "=5ip300@200.30.20.30;user=phone=
2 Admin 311010 3:32 Pt 3110 232 P 16 seconds "=5ip:380@200.30.30.30;user=phone=
202 Sales 311010 3:32 Pt 3110 232 P 27 seconds "=5ip:301@200.30.30.30;user=phone=
Tony Sales M0 332 PM 3M1M0 332 PM 30 seconds "=s5ip:300@200.30.30.30,user=phone=
R
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ACD Agent Supervisor

Users can be configured on the SCS to supervise a group or groups of ACD
agents and obtain ACD statistics regarding those agents. Statistics are accessible
from the supervisor’s User Portal.

The agents who will be supervised, must first be assigned to user group:

1. Fromthe SCS home page, select Users followed by the User Groups link.

QVAyA \ Thu, 11 Mar 2010 4:55 PM Home Help Logout |C,
Users

Devices Features System Diagnostics
Users

User Groups
Extension Pool

There are 7 users ¢ TLS Peers There are 5 phones defined:

201, 202, 205, Melsonh, Steve, superadmin, Tony, 002162f36hd, 00216217032, D021 62fb0es
more... fududf, steve, mare...

Add New User {Add new phone iv

Discover Devices

2. The User Groups page will be displayed. Click the Add Group link.

QVAyA Fri, 12 Mar 2010 8:45 AM Hame Help Logout [ O,

Users Devices Features System Diagnostics

User Groups

User GI’OUPS The order of groups is only

. . " important when the groups
Groups allow yvou to organize users into logical groups and share settings between users in the same group. Users can be in any number of

groups. Groups can also be used to specify a location, such as a branch office. This can be useful if location based routing is used (see
gateway configuration).

have different values for the
same setting. The setting
walue in the last group has

. add Grou, highest precedence.
F Group Name Number of Members

1. g administrators

O 2. g Intemalionalcalls

O 3. g phonebook

l Delete ] l Move Up ] l Mowve Down

28
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3. The Add New Group page will be displayed. In the name field enter a name
for this group.

QVAyA Fri, 12 Mar 2010 8:52 AM Home Help

Users Devices Features Syst Di

Configure User Group Settings r
Unified Messaging Marme
Schedules

Conference

External User Description

Speed Dials

Music On Hold

Permigsions Branch

caller D

Fersonal Auto-Attendant
Instant Messaging
Int Maotification

Call Forwarding

4. Enter a description for this group in the Description field.

QVAyA Fri, 12 Mar 2010 9:53 AM Home Help

Users Devices Features Syst Di

Configure User Group Settings

Unified Messaging Mame

Schedules Supervision Group for Sales and Admin ACD
Conference Queues |

External User Description

Speed Dials

Music On Hold

Permissions Branch

Caller D

Persanal Auto-Attendant
Instant Messaging
Int Maotification

Call Forwarding
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5. If branches have been configured on the SCS, they will be displayed from

the Branch drop down box. For details relating to branch configuration and
use, please refer to the SCS 4.0 Device Configuration — Gateways Task
Based Guide.

ﬁVAyﬁ Fri, 12 Mar 2010 9:57 AM Home Help

Users Devices Features System Diagnostics

Configure User Group Settings

Unified Messaging Mame ACDO1AD

Schedules A :
Fupervision Group for Fales and hdmin ACD

Caonference Queues

External User Description

Speed Dials

Music On Hold

Caller 1D r—
ok || | Birmingham
Personal Auto-Attendant E London
Manchester

Instant Messaging
In rlotification

Call Forwarding

6. Click the Apply button followed by the OK button.

ﬁVAyﬁ Fri, 12 Mar 2010 9:59 AM Haorne Help

Users Devices Features System Diagnostics

User Group Settings
Configure User Group Settings
Unified Messaging Changes applied successfully.
Schedules Narne ACDOTA
Conference Supervision Group for Sales and Admin ACD
Extetnal User Queues
Speed Dials Description
Music On Hold
Permissions

Branch
Caller 1D

Personal Auto-Attendant Cancel

Instant Messaging
IM Motification

Call Farwarding
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7. Select Users, from the Users menu.

Fri, 12 Mar 2010 10:02 AM Horme Help

AVAVA

Users Devices Features System

Diagnostics
Users

User Groups

Extension Poal

TLE Peers

User Groups

Groups allow you to organize users into logical groups and share seftings between users in the same group. Users can be in any number of
groups. Groups can also be used to specify a location, such as a branch office. This can be useful iflocation based routing is used (see
gateway configuration).

Logout |©

The order of groups is only
impartant when the groups
have different walues for the
same setting. The setting

value inthe last group has

Add Grou highest precedence

F Group Name Number of Members

1. gb administrators

O 2. gb Internationalealls 1
O 3 g phonshonk 1

(] 4 g ACDOTED

cz=s

[ Delete ] [ Move Up ] [ Move Down

8. You should now assign each of the agents to be supervised to the user
group you have just created. Select the first agent from the Users page.

AVAYA

Fri, 12 Mar 2010 10:03 A Home Help

Logout | <

Users Devices Features

System

Diagnostics

Users Selectthe Add Mew User link

and create a new user.
Add New User

After useris created you can
associate it with one or mare
managed phones

Filter by.. b

Il User ID - First Name Last Name Mo Aliases
O & 200 df—— helen Jenkins 201
0 &202 Frank Callini 202
O Azws Ed Jones 205
[0 A& helsonh Melson Hughes Nelsonh 203 670239
[0 & steve Steve Ersking Stave 204
O & superadmin superadimin
[0 & Tonw Tony vincetti Tomy 200
sz == ex
[ Delete ] |Mnre actions &
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9. The details for the agent (user) will be displayed.

\ Note: To be supervised, users must be assigned to the required ACD Queues.

AVAyA Fri, 12 Mar 2010 10:05 AM Horne Help Logout [<,

Users Devices Features System Diagnostics

ificati User: 201

ldentification Existing Groups:

Unified Messaging Show Advanced Seftings aciministrators,
Internatfionalcalls,

Contact Informatian User ID phonebook, ACOOI&S

Fhones The User D can be a numeric edension like 123 or 2 name like/stitr. The User 1D is displayed by the ph 4 it iz therat ded New Groups: ¥ou can create

s & User ID is displayed by the phone and it is therefors rzcommende:

Call Forwarding to use the internal extension asthe User ID. If using DID configure the DID number (or its DHIS portion) as an aliaz, new groups simply by adding
the new group name to the

Schedules Shared O Groups farm value.

Speed Dial If checked this user has lines on several phones and calls will be shared betuesn these phones. This is known as BLA. Select Phonesto add this

ACD Agent Supervisar h:ﬁnte user to one or more phones.

Personal Auto-Attendant

First
Conferences name
Reaistrations PIN ‘
Music On Hold Canfirm ‘
Permigsions PIN
Caller ID The FIMN is a pasaword used to log in to woicemail orto the user portal. Numeric FINs are recommended, since only numbers can be dialed
Instant Messaging Groups ‘ |
IM Motification List all groups for this user. If a group does nat axist, it will be created. Wirhen entering multiple groups., separate them with spaces.
Branch
Aliases ‘ |

Alizses are additional names for the user. Like the user D, an aliss can be sither a numeric extension or a name. When entering multiple
aliases, separate them with spaces

10. Enter the name of the user group previously created in steps 1 to 6 above.
As the name is entered, matching group names will be displayed.

ﬁvo yo Fri, 12 har 2010 10:07 Abl Home Help
Users Devices Features System Diagnostics
Identification Hiserk 0
Unified Messaging Show Advanced Settings
Contact Information
Usger ID 201
Phones . S T . o
The User I can be a numeric extension like 123 or a name like jzarith. The User 1D is displayed by the phone and it is therefore recommended
Call Forwarding to use the intemal extension asthe User ID. If using DID configure the DID number (or its DNIS portion) as an alias.
Schedules Shared O
Speed Dial If checked this user has lines on several phones and callz will be shared between these phones. This isknown as BLA.
name
FPersonal Auto-Attendant
ham
Conferences name 2len
Registrations PIr |I.....l..
Music On Hold |
Confirm | ‘
LI L LLLL)
Permissions Fir
Caller 1D The PIM is a password uzed to log in to woicemail orto the uzer portal. Mumeric PINs are recommended, sinee only numbers can be dialad.
Instant Messaging Groups ad i i? |
IM Motification |N3DQ'1 &2 }lﬂlhen entering multiple groups, separate them with spaces.
Branch select. b
Aliases | |
Aliases are additional names for the user. Like the user ID, an alias can be either a numeric extension or a name. When entering multiple
aliases, separate them with spaces.

11.Click the Apply button followed by the OK button.
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12.Repeat this process for each ACD agent to be supervised.

13.The ACD supervisor can now be defined. Select the link for the user to be
assigned supervisory privileges.

QVAyA Fri, 12 Mar 2010 10:10 AM Home Help Logout [,

Users Devices Features System Diagnostics

Users Selectthe Add Mew User link

and create a new user
Add bew User

After user is created you can

Filter k... b associate itwith one o rore

managed phones

F] User ID - First Name Last Name Mo Aliases
O &z2om Helen Jenking 207

0 50— Frank Callini 202

0 &z8 Ed Jones 205

[0 & Nelsonh Melsan Hughes Nelsoni 203 670239
[0 & steve Steve Erskine Steve 204

O & superadmin SUperacimin

O A& Tony Tony vincett Tony 200

e

l Delete ] ‘Mme actions e

14.The details for the user will be displayed. Click the ACD Agent Supervisor
link.

ﬁVAyﬁ Fri, 12 Mar 2010 10:17 A Home Help

Users Devices Features System Diagnostics

Identification User: 202
Unified Messaging Show Advanced Settings
Contact Information
User ID 202

Phones

The UserID can be a numeric extension like 123 or a name like fasith. The User D is displayed by the phone and it is therefore recommended
Call Forwarding to use the intemnal exdension asthe UserID. If using DID configure the DID number (or its DNIS portion) as an alias.
Sthedules Shared il

Speed Dial / If checked this usar hss lines on several phones and calls will be shared betwesn thess phones. This is known as BLA
[}
ACD Agent Supenisor Last Collini

name
Personal Auto-Attendant

s
Caonferences nare ran

Registrations =118}

Music On Hold

Canfirm | |
L sssssssss

Permissions i

Caller 1D The PIN is a pasaword used to log in to vaicemail orte the user portal. Numeric PINs are recommended, since only numbers can be dialed.

Instant Messaging Groups | |

I Motification List all groups for thig uzer. If 3 group does not exist, itwill be created. When entering multiple groups, separate them with spaces.
Branch select.. n
Alases | |

Aliazes are additional names for the user. Like the uzer ID, an aliaz can be sither a numeric exdension or a name. When entaring multiple
aliases, separate them with spaces.
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15.The ACD Agent Supervisor page will be displayed.
AVAyA Fri, 12 Mar 2010 10:18 AM Horne Help Logout O,

Users Devices Features System Diagnostics

User: 202
Identification PPy - Existing Groups:
Unified Messaging gen ‘ administrators,
Supervisar Intermationaicalls,
Contact Information List all the user groups that include ACD agents that this user can supervise. Supenisars have access to ACD call statistics for users that phonebook, ACOQ1EZ, ac

eh ate ACD agents and that are members of groups they supenvise, Statistics are acesssible on the User Portal of the supenvisor
ones New Groups: You can create

eal Forvarding renwgrup e lo e
Schedules Groups form value.
Speed Dial

ACD Agent Supervisor

Personal Auto-Attendant

Conferences

Registrations

Music On Hold

Permissions

Caller D

Instant Messaging

IM Matification

16.In the ACD Agent Supervisor field, enter the name of the User Group
containing the agents who will be supervised. As you enter the name,
matching group names will be displayed.

QVAyA Fri, 12 Mar 2010 10:18 A Home Help Logout O,

Users Devices Features System Diagnostics

Identification User: 202

Existing Groups:
Unifled Messaging ECD OIS au:d| adrministrators,
Lpenvisar ‘ACDQW 22 Internationalcalis,
Contact Information nise. have acoess to ACD oall statisties for users that phonebook, ACDQ1&2, ac

oh ate ACD agents and that are members of groups they supenviss. Statistics are accessible on the User Portal of the supenisor.
ones New Groups: You can creats

callFomwardng e v o e o e
Schedules Groups form value.
Speed Dial

ACD Agent Supervisor

Personal Auto-Attendant

Conferences

Registrations

Music On Hold

Permissions

CallerID

Instant Messaging

IM Motification
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17.Click the Apply button, followed by the OK button.

AVAYA

Users

Devices

ACD Agent Supervisor
Personal Auto-Attendant
Conferences
Registrations

Music On Hold
Permmissions

CallerID

Instant Messaging

IM Motification

i IUser: 202 Changes applied successfully. I
Identification =ErerT Existing Groups:
Unified Messaging 5 4 |ACDO1&2| administrators,
upervisor Internationaicalls,
Contact Infarmation List all the user groups that include AGD agents that this user can supervise. Supenisars hawe access to AGD call statistics for users that phonebook, ACDQT&2, ac
. are ACD agents and that are membets of groups they suparvise, Statistics are accessible on the User Partal of the superisor
ones New Groups: You can create
Call Forwarding new graups simply by adding
the new group name to the
Schedules Groups farm value.
Speed Dial

Fri, 12 Mar 2010 10:22 AM Huorme Help Logout | <,

System Diagnostics

18.Logout of the SCS then sign back in with the login details of the supervisor’s

user account.

AVAYA

Welcome to SCS

User ID:

Flease login with your User D and FPIM.

202

PIN:

NN40010-517 Issue 1.3 SCS 4.0
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19.The user will now have supervisor status.

rrAVAyA Frank Collini  Fri, 12 Mar 2010 10:26 AM Home Help Logout

Voicemail My Information Call Forwarding Speed Dial Call History Agent Availability | ACD Supenvision Phonebook Phones

Select Server ACD Supervisor Console
Agent Presence Select ACD Server

Agent Statistics Refresh efery 30 seconds
Call Statistics
) This page will refresh
Queue Statistics O User Status automatically. You can switch
. . autarmatic refreshing off by
0 Tony Signad in clearing the Refresh

201 Signad in cheekbox
a a You can also modify the
" " refresh interval by clicking on
[ Sign In I [ Sign Out ] [ Pefresh ] the current interval and then
enter & new value

With Supervisor Status

rfAVAyA Frank Collini Fri, 12 Mar 2010 10:31 AM Home Help Logout

Voicemail My Information Call Forwarding Speed Dial Call History Agent Availability Phonebook Phones
I [TITLE]
[ Inbox
=) Gonference Voicemail - Inbox
[ Trash
F Subject From Date Duration Play
[ Saved

FRE R,

More actions... ¥

Without Supervisor Status

The supervisor can sign agents in and out of the ACD queues to which they are
assigned.

20. Select the ACD Supervision link.

QVAyA Frank Collini  Fri, 12 Mar 2010 10:35 AM Horme Help Logout

Voicemail My Information Call Forwar ding Speed Dial Call History Agent Availability  ACD Supervision Phonebook Phones
[ Inbox
£ Conference Voicemail - Inbox
| Trash
O Subject From Date Duration Play
) Saved

e

More actions... ¥

21.Select the ACD server to be used.
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22.Followed by Agent Presence.

QVAyA Frank Collini  Fri, 12 Mar 2010 10:48 AM Home Help

Voicemail My Information Call Forwarding Speed Dial Call History Agent ilabilit ACD Supervisi P Phones

Select Server ACD Supervisor Console
Agent Presence

Select ACD to wiew statistics
Agent Statistics

ACD Server  iscsl.scsnetworklocal i v

Call Statistics

Queue Statistics

Logout

23.Agents can be signed in and out of the ACD queues.

QVAyA Frank Collini  Fri, 12 Mar 2010 11:04 AM Home Help

Voicemail My Information Call Forwarding Speed Dial Call History Agent ilabilit ACD Supervisi P Phones

Select Server ACD Supervisor Console
Agent Presence Select ACD Server: scel.scsnetwork.local v
Agent Statistics

Refresh every 30 seconds

Call Statistics This page will refresh

automatically. You can Switch
automatic refreshing off by
clearing the Refresh

checkhon
201 Elgned In You can also modify the

- refresh interval by clicking on
[M] Sign Out the current interval and then

enter a new value

Queue Statistics User Status

Tony Signed in

Logout

24.1n this example, agent 201 has been signed out.

QVAyA Frank Collini  Fri, 12 Mar 2010 11:05 AM Home Help

Voicemail My Information Call Forwarding Speed Dial Call History Agent ilabilit ACD Supervisi P Phones

Select Server ACD Supervisor Console
Agent Presence Select ACD Server: scs1 scesnetwork local v
Agent Statistics

Refresh every 30 seconds

Call Statistics This page will refresh

Queue Statistics [m] User Status automatically, You can switch
automatic refreshing off by
clearing the Refresh

I 201 I Signed Out u checkho

] Tony Signed in

You can also modify the

" refresh interval by clicking on
l Signn I [ Sign Qut ] [ Pefresh the current interval and then
enter a new value

Logout
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25.Further ACD statistics are available by selecting the required statistics link.

[ VAyA Frank Collinl  Fri, 12 Mar 2010 11:36 AM Home Help Logout |

My CallF 0} Speed Dial Call History Agent ACD Supenvi Phones

Supenvisor Co

Select Server ACD Supervisor Console

Agent Presence

[2 Refresh every 30 seconds  70ta Time column displays
the time elapsed since the

- -~ last change in the status of
a0l Staistics > all queues o2 b
Queue Statistics Agemt Status Total Time Busy status signifies that

agentis processing the call

Tony Busy 9 seconds Agents available to handle

201 1dle 41 seconds new calls have /dle status.
This page will refresh

[[Refres] automatically. You can switch
automatic refreshing off by
clearing the Refresh

[ AVAyA FrankCollini  Fri,12Mar20101141AM  Home  Help Logout
Voicemail My Information Call Forwat ding Speed Dial Call History Agent ACD Sup: Phones

ACD Supemvisor Console

Select Server ACD Supervisor Console

AgentPresence Refresh every 30 seconds Wan Time displays the total
Agent Statistics i e time during which a call has
(| 53 - remained unanswered since
| -oll queues - % it's been received by the ACD
“Queue Stati Caller Agent Oueue Status Wait Time Processing Time server
Calls in the Waiing status
~<sip:301 201 Admin In Progress 48 seconds 4 seconds have not been answered by
[ y any agents yet
sip:300 Sales Waiting 9 seconds Calls in the n Progress
status have been picked up
by the agent displayed in the
Agenteolymn, __
FrankCollini  Fri, 12 Mar 2010 11:43 AM Home Help Logout

My C g Call History Agent ACD Sup Phones

Select Server ACD Supervisor Console
Agent Presence
Refresh every 30 seconds ~ Average Wai Time s
Agent Statistics calculated based on calls
received during last 30
Call Statistics Queue Total Agents Idie Agents. Busy Agents Calls Average Wait Time minutes only,
Total Agents column
Sales 3 1 2 0 17 seconds displays number of currently
Admin 1 0 1 0 25 seconds signed in agents, notthe
number of configured
Refresh | agents.

This page will refresh
automatically. You can switch
automatic refreshing off by
clearing the Refresh
checkbox

You can also modify the
refresh Interval by clicking on
the current interval and then
enter a new value
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Avaya Documentation Links

e SCS 4.0 ACD Setup and Operation Task Based Guide.

SCS 4.0 Diagnostics Task Based Guide.

e SCS 4.0 Configuring User Profiles Task Based Guide

e SCS 4.0 System Configuration Task Based Guide

e SCS 4.0 Device Configuration — Gateways Task Based Guide

e SCS 4.0 Troubleshooting Task Based Guide
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