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Notice

While reasonable efforts were made to ensure that the information in this
document was complete and accurate at the time of printing, Avaya Inc. can
assume no liability for any errors. Changes and corrections to the information
in this document might be incorporated in future releases.

Documentation disclaimer

Avaya Inc. is not responsible for any modifications, additions, or deletions to
the original published version of this documentation unless such modifications,
additions, or deletions were performed by Avaya. Customer and/or End User
agree to indemnify and hold harmless Avaya, Avaya's agents, servants and
employees against all claims, lawsuits, demands and judgments arising out of,
or in connection with, subsequent modifications, additions or deletions to this
documentation to the extent made by the Customer or End User.

Link disclaimer

Avaya Inc. is not responsible for the contents or reliability of any linked Web
sites referenced elsewhere within this documentation, and Avaya does not
necessarily endorse the products, services, or information described or offered
within them. We cannot guarantee that these links will work all the time and we
have no control over the availability of the linked pages.

Warranty

Avaya Inc. provides a limited warranty on this product. Refer to your sales
agreement to establish the terms of the limited warranty. In addition, Avaya’s
standard warranty language, as well as information regarding support for this
product, while under warranty, is available through the Avaya Support Web
site:

http://www.avaya.com/support

License

USE OR INSTALLATION OF THE PRODUCT INDICATES THE END USER'S
ACCEPTANCE OF THE TERMS SET FORTH HEREIN AND THE GENERAL
LICENSE TERMS AVAILABLE ON THE AVAYA WEB SITE
http://support.avaya.com/Licenselnfo/ ("GENERAL LICENSE TERMS"). IF
YOU DO NOT WISH TO BE BOUND BY THESE TERMS, YOU MUST
RETURN THE PRODUCT(S) TO THE POINT OF PURCHASE WITHIN TEN
(10) DAYS OF DELIVERY FOR A REFUND OR CREDIT.

Avaya grants End User a license within the scope of the license types
described below. The applicable number of licenses and units of capacity for
which the license is granted will be one (1), unless a different number of
licenses or units of capacity is specified in the Documentation or other
materials available to End User. "Designated Processor" means a single
stand-alone computing device. "Server" means a Designated Processor that
hosts a software application to be accessed by multiple users. "Software"
means the computer programs in object code, originally licensed by Avaya and
ultimately utilized by End User, whether as stand-alone Products or
pre-installed on Hardware. "Hardware" means the standard hardware
Products, originally sold by Avaya and ultimately utilized by End User.

License type(s)

Concurrent User License (CU). End User may install and use the Software on
multiple Designated Processors or one or more Servers, so long as only the
licensed number of Units are accessing and using the Software at any given
time. A "Unit" means the unit on which Avaya, at its sole discretion, bases the
pricing of its licenses and can be, without limitation, an agent, port or user, an
e-mail or voice mail account in the name of a person or corporate function
(e.g., webmaster or helpdesk), or a directory entry in the administrative
database utilized by the Product that permits one user to interface with the
Software. Units may be linked to a specific, identified Server.

Shrinkwrap License (SR). With respect to Software that contains elements
provided by third party suppliers, End User may install and use the Software in
accordance with the terms and conditions of the applicable license
agreements, such as "shrinkwrap" or "clickwrap" license accompanying or
applicable to the Software ("Shrinkwrap License"). The text of the Shrinkwrap
License will be available from Avaya upon End User’s request (see “Third-party
Components" for more information).

Copyright

Except where expressly stated otherwise, the Product is protected by copyright
and other laws respecting proprietary rights. Unauthorized reproduction,
transfer, and or use can be a criminal, as well as a civil, offense under the
applicable law.

Third-party components

Certain software programs or portions thereof included in the Product may
contain software distributed under third party agreements ("Third Party
Components"), which may contain terms that expand or limit rights to use
certain portions of the Product ("Third Party Terms"). Information identifying
Third Party Components and the Third Party Terms that apply to them is
available on the Avaya Support Web site:

http://support.avaya.com/ThirdPartyLicense/

Preventing toll fraud

"Toll fraud" is the unauthorized use of your telecommunications system by an
unauthorized party (for example, a person who is not a corporate employee,
agent, subcontractor, or is not working on your company's behalf). Be aware
that there can be a risk of toll fraud associated with your system and that, if toll
fraud occurs, it can result in substantial additional charges for your
telecommunications services.

Avaya fraud intervention

If you suspect that you are being victimized by toll fraud and you need technical
assistance or support, call Technical Service Center Toll Fraud Intervention
Hotline at +1-800-643-2353 for the United States and Canada. For additional
support telephone numbers, see the Avaya Support Web site:

http://www.avaya.com/support

Trademarks

Avaya and the Avaya logo are either registered trademarks or trademarks of
Avaya Inc. in the United States of America and/or other jurisdictions.
Downloading documentation

For the most current versions of documentation, see the Avaya Support Web
site:

http://www.avaya.com/support

COMPAS

This document is also available from the COMPAS database. The COMPAS ID
for this document is 121441.

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 Support Web site:

http://www.avaya.com/support



http://www.avaya.com/support
http://www.avaya.com/support
http://www.avaya.com/support/
http://support.avaya.com/LicenseInfo/
http://support.avaya.com/ThirdPartyLicense/
http://www.avaya.com/support/

Contents

Preface . . . . . e e e e e e e e e e e e e e e e 5
PUrpose. . . . . . L e e e e e e e e e e e e e e e e e e e e e e 5
Audience . . . . . . L e e e e e e e e e e e e e e e e e e e e e e e e e e e 5
Reason forreissue. . . . . . . . . . . . L e e e e e e 5
Related documentation . . . . . . . . . . . .. e 6
Avaya CT documentation . . . . . . . . . . . . . . ... ... nnnn.. 6
Avaya CT for Siebel documentation . . . . . .. ... ... ... .......... 6
Siebel Enterprise Applications documentation . . . . . . . .. ... ... .. ... 7
The Avaya CT for Siebel solution. . . . . . . . . . ... ... ... ... . . . . . ..., 9
The Avaya CT for Siebel SoftPhone . . . . . . . . . . . . ... ... ... ....... 9
CMS Messaging Service. . . . . . . . . o i i i i i e e e e e e e e e e e e s 9
Supported clientplatform. . . . . . . . . . . ... e 10
Using the Telephony Toolbar . . . . . . . . . . . . . . . . .. i 1"
Toolbar icon layout and descriptions . . . . . . . . .. ... ... ... ........ 1
Transferringcalls . . . . . . . . . . . . . . e e 14
Blindtransfer. . . . . . . . . . . . e e e e 14
Consultativetransfer . . . . . . . . . . . . . ... 14
Transferring screensandbookmarks . . . . . . . ... ... ... ........... 15
Conferencingcalls. . . . . . . . . . . . . . . . e e e e e e e e 15
Changing Set AgentState. . . . . . . . . . . . . . . .. . . . . . .. e 16
Calling anotheragent . . . . . . . . . . . . . . . e e 17
GlosSSary . . . . e e e e e e e e e e e e e e e e e e e e e e e e e e e e e 19

0 ' = 21

Avaya CT for Siebel User Guide September 2006 3



Contents

4 Avaya CT for Siebel User Guide September 2006



Preface

This section contains the following topics:
e Purpose on page 5
e Audience on page 5

e Reason for reissue on page 5

e Related documentation on page 6

Purpose

This guide contains procedures on how to use the Avaya Computer Telephony (CT) for Siebel 7
solution. It is assumed that the procedures provided in the Avaya CT for Siebel Installation
Guide and the Avaya CT for Siebel Administration Guide have been completed.

Audience

This guide is intended primarily for those who use Avaya CT for Siebel 7. You should use this
guide as an information source for changing the configuration of your Avaya CT for Siebel 7
system.

Reason for reissue

This document was reissued to include support for Siebel 7 with Avaya CT Server as well as
Application Enablement Services (AE Services).

Avaya CT for Siebel User Guide September 2006
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Preface

Related documentation

This section provides a list of documents related to Avaya CT, Avaya CT for Siebel, and Siebel
Enterprise Applications.

Avaya CT documentation

The following document is related to Avaya CT. This document is stored on the Avaya CT
CD-ROM (not provided with Avaya CT for Siebel).

Avaya CT document File name (PDF)

Telephony Services Administration and Maintenance netmangd.pdf

Avaya CT for Siebel documentation

The following documents are related to Avaya CT for Siebel. These documents are stored on
the Avaya CT for Siebel 7 CD-ROM under the \Docs folder in the root directory.

Avaya CT for Siebel documents File name (PDF)
User Guide user.pdf
Installation Guide install.pdf
Administration Guide admin.pdf
Release Notes ReleaseNotes.pdf
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Related documentation

Siebel Enterprise Applications documentation

The following documents are related to the Siebel Enterprise Applications. These documents
are stored on the Siebel Bookshelf CD-ROM (not provided with Avaya CT for Siebel).

Siebel Bookshelf document

Communications Server Administration Guide

Siebel Tools Guide

Application Administration
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The Avaya CT for Siebel solution

Welcome to a new paradigm in business management! The Avaya CT for Siebel solution
empowers your existing Siebel application environments with Computer Telephony Integration
(CTI) capabilities and a dynamic Call Management System (CMS) real-time scrolling marquee.
The solution includes two enhancements: the Avaya CT for Siebel Soft Phone driver and CMS
Messaging.

The Avaya CT for Siebel Soft Phone

With the Avaya CT for Siebel Soft Phone driver, your existing Siebel application is enhanced
with telephony functions, allowing agents to not only use Siebel as a soft phone, but also to
transfer data to other agents in many forms (optional).

-

| G 0000E |EmE |:1-] ek ;,| = & &6 & 0 [»1To50002 | ® i Ve |Ah I‘ﬂ

This data can be in the form of Siebel Bookmarks, Word Documents, or virtually any other
medium. The Soft Phone works behind the scenes and requires nothing additional from the
user. Plus, applets such as Change Agent State (optional) further enhances the CTI experience.
Additional features of the driver include Call Service (optional), which allows the Avaya
communication server to send both the collected digits for a call as well as the accumulated
time that the call has waited in queue (optional) before the call is delivered to an agent. All of
these powerful features blend seamlessly within the existing Siebel client.

CMS Messaging Service

The CMS Messaging Service is a powerful application that reports call center statistics in real
time within your Siebel applications.

Calls In Queus (200 4 Oldest Call in Queus (200 0 Average Speed of Answern 0027
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The Avaya CT for Siebel solution

As agents within a split perform their various functions, data elements defined for that user
scroll in the Siebel scrolling marquee window. Several elements are available, such as Oldest
Call in Queue, Calls in Queue, and Average Speed of Answer. You may create any number of
profiles, defined by skill on the communication server, and reported through the client by Siebel
Divisions. The CMS Messaging Marquee appears inside of Siebel, scrolling independently and
updating at defined intervals. The data scrolls from left to right or right to left, giving the marquee
the look and feel of a real-time data read-out.

This system is completely self-contained. All you need is a Siebel Enterprise Application, a
Windows-based server, and an Avaya CMS. Administrators can add additional clients and skills
to the Siebel scrolling marquee, and CMS data will begin scrolling for those added users and
skills.

CMS Messaging Service is a display-only service for the agent, no changes can be made to the
statistics. For more information about CMS statistics, see the Avaya CT for Siebel
Administration Guide.

Supported client platform

The following table lists the client platform with the associated operating systems and Siebel
versions that are supported for the platform.

Client platform Operating system Siebel version

Win32 Windows 2000 Professional Siebel 7
Windows XP Siebel 7
Windows 2003 Siebel 7
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Using the Telephony Toolbar

The Avaya CT for Siebel package includes call control features and other features, such as Aux
Mode With reason codes on Avaya communication servers.

The following applet has been developed by Avaya:

Change Agent State: Allows agents to use a pop-up pick list to explicitly change their state.
This includes the Aux Mode with a reason code.

This section includes the following topics:

e Toolbar icon layout and descriptions on page 11

e Transferring calls on page 14

e Transferring screens and bookmarks on page 15

e Conferencing calls on page 15

e Changing Set Agent State on page 16

e Calling another agent on page 17

Toolbar icon layout and descriptions

The Siebel Soft Phone appears as a docked part of the toolbar of the Siebel client. Within
Siebel, the functionality of the soft phone is often context sensitive (context sensitivity is set up
through the CTI configuration). For instance, clicking the Initiate a Work Item icon may cause a
call to be placed to a telephone number that is in a phone number field on the screen,
depending on the current view. The following table describes the soft phone functions.

Icon Name Description
Media Indicator | Indicates which type of media is appearing on the soft
—_— phone.
[
Queue Time Indicates how long a call has been in queue before being
Display answered.
{9 (optional)
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Using the Telephony Toolbar

Icon Name Description
Call Timer Indicates how long the agent has been on a call once the
call has been answered.
Call Destination | Provides a data entry field that tells the CTI application to
— which number a call, transfer, or conference can be made. If

this entry is blank when a call, transfer, or conference is
made by the agent, the Call Center Pick List may be
displayed (see Calling another agent on page 17), or the
agent may place a call to any phone field within Siebel (for
example, Contact Work or Account Main).

Initiate a Work
Item

Initiates a work item when you select a sidebar icon.

Initiate a Work

Clicking the sidebar displays the following functions:

Incoming Work
Item

_ ltem Sidebar e Make Call to a number in the Call Destination field or
I%] to any Siebel phone field if the CTI configuration has

been set up to click and dial (for example, Contact Work
or Account Main)

e Send Email

e Send Fax

e Send Wireless Message

e Send Page

Accept Flashes when a call is ringing at this extension and accepts

a work item when you select a sidebar icon.

Accept
Incoming Work
Item Sidebar

Clicking the sidebar displays the following functions:
e Accept Call

e Accept Mail

e Accept Web Call

Release Work
Item

Drops the current call or drops a transfer or conference call.

f__liﬂ

Blind Transfer
Work Item

Transfers a call to another number without consultation.

12 Avaya CT for Siebel User Guide
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Toolbar icon layout and descriptions

Icon Name Description
Consultative Starts or completes a transfer to another number after
Transfer Work consultation.
S ltem
= |
Conference Starts or completes a conference call. Click once to start a
o Work Item conference call; click a second time to complete the
=s conference call.
Retrieve Work Cancels a transfer or conference.
— Item
P
Pause Work Holds the active call.
Item
ar
Call Display Displays the status of each call on the soft phone. By
—h clicking the down arrow to the right of the field, agents can
view the status of all calls at their extension.
Resume Work Reconnects to a call on hold.
Item
Q2
Forward Work Depending on the configuration, deflects a ringing call or
Item turns on the Send All Calls feature.
,-}
Toggle Agent Toggles the agent’s state of availability (only available while
‘I State logged in to an ACD).
Toggle Agent Clicking the sidebar displays the following states:
‘ ‘ State Sidebar e Not Ready for Calls
e Not Ready for Email
e Not Ready for Web Calls
Log In Logs the user in to the ACD.
L
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Using the Telephony Toolbar

Icon Name Description

Log Out Logs the user out of the ACD.

Set Agent State | Displays the set agent state pick list (only available while
——1 logged in to an ACD). See Changing Set Agent State on

i page 16.

Transferring calls

To perform a transfer, you must first determine whether you want a blind transfer or consultative
transfer.

Blind transfer
A blind transfer immediately transfers the call to another agent so that it appears as a normal
incoming call. The target agent receives any screen transfers that are applicable.
To perform a blind transfer while on a call:
1. Enter the target agent's extension or number in the Call Destination field.
2. Click the Blind Transfer Work Item icon.

Result: The call is transferred to the new agent.

Related topics

e For more information about screen transfers, see Transferring screens and bookmarks on
page 15.

e For more information about locating icons, see Toolbar icon layout and descriptions on
page 11.

Consultative transfer

A consultative transfer places the caller on hold and dials the target agent. You will have an
opportunity to announce the call to the agent before transferring the caller to the agent.
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Transferring screens and bookmarks

To perform a consultative transfer while on a call:

1. Enter the target agent's extension or number in the Call Destination field.
2. Click the Consultative Transfer Work Item icon.

Result: This automatically places the caller on hold and dials the target agent on the next
available line. When the agent answers, announce the call and give any pertinent details.

3. Do one of the following options:

e If the agent can take the call, click the Consultative Transfer Work Item icon again.
This transfers the call to the agent, including any screen transfers that are applicable.

e If the agent cannot take the call, click the Retrieve Work Item icon. This drops the
target agent, takes the caller off hold, and reconnects you to the caller.

Related topics

e For more information about screen transfers, see Transferring screens and bookmarks on
page 15.

e For more information about locating icons, see Toolbar icon layout and descriptions on
page 11.

Transferring screens and bookmarks

Screen transfers and bookmark transfers do not require user action. If the agent transfers or

conferences to another ACD agent, VDNSs, or stations, the software automatically transfers the
screen and bookmark data and displays it on the target agent's screen.

Note:
Transferring screens and bookmarks is set up by your system administrator. The
Siebel CTlI CmdData AttachContext option must be set to TRUE and the

EventResponses UseCtxData must be set to TRUE. These options are described
in the Siebel documentation.

Conferencing calls

Conference calls work similar to Consultative Transfers except that you remain on the call when
the call is conferenced with the target agent.

To begin the conference:

1. Enter the target agent's extension or number in the Call Destination field.
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Using the Telephony Toolbar

2. Click the Conference Work Item icon.

Result: The caller is placed on hold and a call is placed to the agent.

3. When the agent answers, announce the conference call, and click the Conference Work

Item icon again.

Result: You, the caller, and the other agent are conferenced on the same call.

4. If the conference must be stopped, click the Retrieve Work Item icon.

Related topic

For more information about locating icons, see Toolbar icon layout and descriptions on page 11.

Changing Set Agent State

To change the agent state:
1. Click the Set Agent State icon.

22 Set Agent State to - Microzoit Intermot Explorer i
| ) 1 -GolE find [T | starting with
| Mode Description
& aow After Call Wik
Auoin Auto n
Al Aundlaey (Busy)
il Erenl
i Lumich
IManualin Mo in

2. From the Set Agent State window, change the availability state by selecting a mode from

the list.
Click OK.

To stop the operation, click Cancel.

Result: The availability state is changed and is displayed in the status bar of the Siebel

application.
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Calling another agent

Calling another agent

It is possible to transfer, conference, or call another agent in the call center without entering the
extension number using the Call Destination field. This method of dialing another agent
functions exactly the same as if the number was entered manually. It is simply a convenient
shortcut for call center agents.

Note:
The Call Center Pick List and outbound dialing filter rules for the pick list are

configured by your Siebel administrator.
To use the Call Center Pick List:

1. Click the Make Call, Blind Transfer, Consultative Transfer, or Conference buttons
without entering a number in the Call Destination field.

"a Begin Mute Transfer to: - Microsoft Internet Explorer

Find PRI | starting with |

Last Hame — First Hame — Job Title Phone Humber -
& Administrator Ziebel Swvs Admin

Four Aoent Agent

one Agent Agent

Three Aoent Agent

Twa Agent Agent

From the Call Center Pick List, choose a target agent by clicking an entry.
Click OK.
To stop the operation, click Cancel.

Result: The call is placed to the selected agent.
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Glossary

Application
Enablement
Services (AE
Services)

Automatic Call
Distribution (ACD)

Computer
Telephony
Integration (CTI)

Siebel work item

Avaya Application Enablement Services (AE Services) provides an enhanced
set of APlIs, protocols, and Web services. It merges DLG, CVLAN, Avaya CT,
and CMAPI into a single platform that provides a communication channel to all
Avaya Communication Manager Media Servers.

Automatic Call Distribution (ACD) is a feature that answers calls, and then
depending on administered instructions, delivers messages appropriate for the
caller and routes the call to an agent when one becomes available.

Computer Telephony Integration (CTI) technology allows interactions on a
telephone and a computer to be integrated or coordinated.

A unit of work that belongs to an agent. For the Soft Phone Toolbar, all work
items are associated with telephone calls answered by agents.
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Siebel work item
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