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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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without the prior written permission of a duly authorised representative of ITEL.

NN40010-512 Issue 1.3 SCS 4.0 3



ACD Setup & Operation

Table of Contents

SCS 4.0 e 1
ACD Set Up & Operation......cccocoeeveviiieiceceiiie e, 5
(@Y7 T PP 5
Required INfOrmation ... 5
ACD CAPACITIES ...ttt 5

[ (0111 - T PRSP 6
Accessing the SCS Programming Interface. ..........cccccvvvvvviinneneenn.. 7
Web Browser requirements for accessing the SCS system ............cccceeeeeeen. 7
Configuring an ACD QUEUE .........couviiiiiiiiiiiiiiiiiieieeeeeeeeeeeeeeee e 10
Configuring an ACD Queue - ACD GreetingsS ........ccooeereerninininsseeenseeens 18
Creating ACD AQENES. .....uuuiiiiiiiiiiiiii s 26
Assigning the ACD Line to the ACD QUEBUE. ........coeeiiiiiiiiiiiiiiiii, 30
Activating the ACD SEIVEN.........uuuuiiiiii e 35
AGENTE STATUS ...t 36
Agent Login / Qut Detalls............oueeiiiiiiiiiiecie e 41
ACD AQENE SUPEIVISOI ... e e e e e e e e e e 48
Examples of Incoming Call Scenarios and ACD Queues.............. 57
Avaya Documentation LiNKS ..........cccooeieiiiiiiiiiiiii e 59

4 NN40010-512 Issue 1.3 SCS 4.0



ACD Setup & Operation

ACD Set Up & Operation

Overview

The SCS system can be configured as an Automated Call Distribution (ACD)
solution. This facilitates the management of incoming calls and their distribution to
ACD agents. The agents are required to ‘login’ to their phones in order to receive
ACD calls. Real time and historic statistics are provided in relation to call volume
and ACD agent behaviour. The statistics can be used to help manage and improve
the performance of the ACD system and agents. For details of Real Time Statistics
& ACD Reports please refer to the SCS ACD Reporting Task Based Guide.

Required Information

The following questions should be considered for the successful installation and
configuration of the ACD facility on the SCS system:

Which new users are to be configured as ACD agents?

How many ACD queues are required?

The ACD Server Role is enabled by default, has this setting been changed?
If required, have the ACD queue announcements been scripted ready for
recording?

What lines are to be assigned to the ACD queue?

e How will calls be presented to the ACD queue?

e Will a secondary ACD Server be configured?

ACD Capacities

The capacities of the SCS ACD system are:

ACD Feature Capacity
Agents 50
Queues 50
Max Simultaneous Calls 20
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Flow Chart

Is ACD Server Role
enabled on the SCS
Server?
(Default is Enabled)

v

Enable the ACD server role to the SCS.
Refer to the ACD Server Role section of
this guide.

\ 4
Record the required ACD Greetings. Refer
to the Configuring an ACD Queue -
ACD Greetings section of this guide.

A 4

Configure the required ACD Queues.
Refer to the Configuring an ACD Server
on the SCS section of this guide.

A 4

Configure the required ACD Agents. Refer
to the Creating ACD Agents section of
this guide.

A 4

Assign the ACD lines to the ACD Queue. Refer to
the Assigning the ACD line to the ACD Queue
section of this guide.

A 4

Are the default Agent Login
/ Logout codes to be used?

A 4

to the Activating

Activate the ACD Server. Refer Edit the agent login / logout

the ACD codes as required. Refer to the

Server section of this guide. Agent Login / Logout Details

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

NN40010-512 Issue 1.3 SCS 4.0 7



ACD Setup & Operation

4. Click on Add Exception.

Fle Edit View History Bookmarks Tools Help

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

-"°|-I::-;e >

@ Mast Visited \j Getling Started - Latest Headlines

J !. Untrusted Connection m

_@%.

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 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

Wrong Site

Unknown Identity

r Bermanently store this exception

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

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

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

Confirm Security Exception Cancel
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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 the password (PIN) previously defined by the
administrator. Then click the Login button.

AVAYA

Welcome to SCS

Please login with your User ID and PIM

User ID:

PIN:

Login
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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 15 users defined: There are 11 phones defined:

200, 201, 202, 203, 204, 205, 206, 207, 208 0004f21e794a, 000421eeald, 0004f21#bcT

208,210,211, 212, 213, superadmin, more... 001b386bd1d0, 001b3B7bd1d0, 002162f36b4
00216217032, franksoft, paulsoficlient

Add New User 2000000000, YUytredsawer, more...
| Add new phone... ~|
Discover Devices

AVAyA Thu, 27 May 2010 3:23 PM Home Help Logout Search |

Note: The ACD server role is enabled by default on the SCS, however if you need
to check this, please refer to the SCS 4.0 Troubleshooting Task Based Guide.

Configuring an ACD Queue

The ACD queues determine how incoming calls are handled and distributed. If
calls are queued, the system can be configured to overflow the call to other
destinations such as other ACD queues or hunt groups, which can improve the call
answering time offered to customers.

1. Click the Features heading, followed by ACD

A\/AyA Wed, 26 May2010 1139 A1 Home Help Logout |, |

Users Devices Features System Diagnostics

Agent Statug

Canferencing

There Auto Attendants d: There are 12 phones defined:

200.¢ TR 1. 207, 208, 0004f21d8d5F 00042167343,

209, ¢ 33, superadmin,  0004f21eeald. 0004f21f4bcT,

mare| Fading Groups 00024238051, 0010386hd1d0,
ddt Hunt Groups 001b387bd1d0. 002162ff36b4

= Call Park 0021627032 franksoft paulsoftclient

00000000, MOTE
Music on Hald -

Phanebooks Add new phone.._ -

Instant Messaging
Discover Devices

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)
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2. You will be presented with the ACD Servers screen. In this example, a
server is displayed that when activated, will run on scsl.scsnetwork.local

which is this SCS system itself.

AVAyA Wed, 26 May 2010 11:40 AN Home Help
Users Devices Features System Diagnostics
ACD Servers
r Server Location Configuration Port
- scsitel2 iteluk cam 8110

Activate

Lt o R BB TR AR e sl A i T Saien, G e

3. Click the link for the ACD server as required.

Quick Links

Presence Server
Servers
Job Status

You can make
changes to the ACD
configuration without

ctmgtne runmng
ot SIREI0E e DT

|
|
A

L B B N e A B e e AR P Siiens e A

AVAyA Wed, 26 May 2010 11:40 AN Home Help | i
Users Devices Features System Diagnostics
ACD Servers
- Server Location Configuration Port Quick Links
[ scsitel2 itelul.com 8110 Presence Server
Acti ‘\ Semvers
ﬂl Joh Status

You can make
changes to the ACD
configuration without

ctmgtne runmng
st g SIREI0E I DT

4. The Configuration details for the ACD Server will be displayed.

ﬁVAyA Wed, 26 May 2010 14:41 AN Home Help
Users Devices Features System Diagnostics
ACD Server

Configuration
Queues

Lines

Agent Statistics

Server location

Ibcsitel2.ileluk.com

IP =ddress or fully qualified DNS host name of the machine on which ACD server is running.

|8110

Configuration port (Default 8110}

Show Advanced Setlings

Configuration
changes do not take
effect until you press
the Activate button on
the ACD Servers
page

Call Statistics

Queue Statistics

Apply | Cancel |

Software Communication System (4.2.1-018892 2010-02-18T20:20:35)
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5. Click the Queues link.

ﬁVAyA Wed, 26 May2010 1141 A Home Help Logout |, & | =
Users Devices Features System Diagnostics
ACD Server
Configuration 5 locati csitel2 fteluk Configuration
erver location I csitel2 iteluk_com changes do not take
Queuss IP address or fully qualified DNS host name of the machine on which ACD server is running. effectuntll you press
Lines the Activate button on
Configuration port |8110 (Default 8110} the ACD Servers
Agent Statistics page
call Statistics Show Advanced Setlings
Queue Statistics Apply | Cancel |
Software Communication System (4.2.1-018892 2010-05-18T20:20:35)
6. You will be presented with the ACD Queues screen.
Wed, 26 May 2010 11:42 AM Home Help Logout (O = | LI

AVAYA

Users Devices Features System Diagnostics
ACD Sel
Configuration ACD Queues
Queues
Lines r Hame Description
Agent Statistics

Call Statistics

Queue Statistics

Add New Queue

Overflow Queue

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

7. Click on the Add New Queue link.

tNVAyA Wed, 26 May 2010 11:42 AM
Users Devices Features System Diagnostics
CD Server
Configuration ACD Queues
Queues
Lines r Name Description
Agent Statistics Delete
Call Statistics

B

Home Help Logout |Q, Search |

-~

.--t Add Mew Queue

Overflow Queue

- £
LU NP TR T L i o aapar il gy o

12
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8. You will be presented with the ACD Queue screen.

AVAYA

Users Devices Features

Al

Queue

MName

Description

Overflow Type

Qverflow
destination

Overflow entry

Call routing scheme

Answer mode

Barge in

Welcome audio

Queue audio

Audio interval

Call termination
audio

Termination tone
duration

Agent wrap-up time

Agent Mon-
Responsive time

IMaximum Bounce
Count

Wed, 26 May 2010 11:46 AM Home Help Logout |(J.

System Diagnostics

——

B

[

Show Advanced Seftings

select... 'l

Define an overflow type

select.. 'l

Overflow destination value depending on the selected overflow type.

—

Csll can be transfered to an internal extension or 3 SIF URI upan an averflow condition if no
overflow destination is defined for this queue.

Circular 'I

The ACD call routing scheme that will be employed on this queus

Immediate *

If 5=t fo Immediste, the call will be snswered immedistely upan amiving at this qusus and
the configurad weloome-sudio file will be playsd to the caller Onee the sudio hes
completed, the queus will then attempt to route the call. If s=t to Defemad, the queus will first
sttempt to route the call If it is unsbole to immedistely route the csll, it will then be answersd
If 5=t fo Never, the call will not be snswered whils an this gusus other than when actually
connecting to an agent.

(Default: Circular)

(Default
Immediate)

(Default
O unchecked)

If 5=, the welcame audic will be terminated =arly, should an agent beceme svailable whils it
is being playsd

select 'l
Browse |

The weloome sudic played to callers. If no file is specifisd, then silencs will b= played.
Seversl files can be uplosdad and selactsd.

select... 'l
Erowse... |

The queue sudic plsyed repestedly to the caller until the queue either routes the call to an
agent or to ancther queue. Several files can be uploaded and selected.

.

The interval, in ssconds, to wait befors repesting play of the spedifisd Queus sudic.

select... 'I
Browse... |

The message playad to the caller when it has been determined that the call must be
terminated. Onoe the audio has completed, the call will be dropped. If no sudic is specified,
then a busy tone will be played prior fo terminating the call. The duration of the busy tone is
spedified by the terminstion-tone-durstion stiribute

——

The duration in secands that the termination tone {busy tone) is to be playsd if no call-
termination-audio is specified and the call is to be dropped by the queus. A vslue of zero
indicates that no tone is to be played prior to dropping the call.

S

The period of time, in s=conds. that has to pass befors the ACD transfers & new call fo n
agent after s pravious call has been complated. If setto 0, it will be disabled.

 E—

The period of time, in seconds, thst has to pass befors the ACD transfers 3 naw call to sn
agent after & previcus csll was not answered.

——

The number of rejected or non-snswered calls an sgent may have bafore baing
"bounced” (sutomatically signed out). If set to 0, it will b= dissbled.

(Default 15

(Default: 2)

(Default 15

(Default 20)

(Default 3)

%I Apply | Cancel

NN40010-512 Issue 1.3 SCS 4.0
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9. In the Name field, enter a name for the queue.

AVAyA Wed, 26 May 2010 11:46 AW Home Help Logout | O, Search | =
Users Devices Features System Diagnostics
ACD Queue
Name IAdmm_Queue *
Description
Show Advanced Seftings

e i S g, OV T M“‘W B It L I
10.In the Description field, enter a description for the queue.

AVAVA Wed, 26 May 2010 11:47 AW Home Help Logout [, Search | =

Users Devices Features System Diagnostics

ACD Queue

MName IAdmm_Queue

Administration Departments ACD Q'.:le.zel ‘ —

=
Show Advanced Settings

Description

11.From the Overflow Type drop down box, select the overflow type. The
choices are Queue or Hunt Group.

AVAyA Wed, 26 May 2010 11:48 AW Home Help Logout | O, Search

Users Devices Features System Diagnostics

»

ACD Queue

MName IAdmm_Queue

Administration Departments ACD Queue ;I

Description

Show Advanced Seftings
Cverflow Type

Cwverflow
destination

NN W S e N R e S \Wl“?"wwwwfﬁwm,‘.ﬁm e sy s,
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12.From the Overflow Destination drop down box, select the required
overflow destination. In this example an Overflow Type of Queue has
previously been selected, therefore the overflow destinations available are
other configured ACD Queues, such as the Sales queue.

AVAyA Wed, 26 May 2010 11:49 Al Home Help Logout | O, | =

Users Devices Features System Diagnostics
ACD Queue
Configuration Mame W
Agents
Agent Statistics Administration Departments ACD Queue ;I
Call Statistics Description

Overilow Type

Define an ovarflow type

Cwverflow

destination Sales »

o, it A s ."‘QWWJ-‘M~-‘. it sttt g B pten T st gt n i, g i

13.When the ‘Hunt Group’ Overflow Type is selected, the potential overflow
destinations will be other existing Hunt Groups. In this example, Hunt
Groups named Marketing Hunt Group, Team1 and Team 2.

AVAyA Wed, 26 May 2010 11:51 Al Home Help Logout | O, | =

Users Devices Features System Diagnostics
ACD Queue
Configuration Mame W
Agents
Agent Statistics Administration Departments ACD Queue ;I
Call Statistics Description

Overilow Type

Cwverflow
destination

== erening on e el vt e
unt_group_one iepending on the selected overflow type.
hunt_group_two

Call can be transfered to an intemal extension or a SIP. URI upon an overflow conditicn if no

B T e NP Ao s S iprene. gaten I - st s A b it s b i gt T

Overflow entry

Note: Only previously configured ACD Queues and Hunt Groups will be
available for selection as Overflow Destinations.
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14.1f an Overflow Destination has not been defined

for this queue, in the

Overflow Entry field, enter a destination to which overflowed calls will be
transferred. Overflowed calls can be transferred to an internal extension or a

SIP URI upon an overflow condition.

A\/AyA Wed, 25 May 2010 11:51 Al Home Help Logout | O, | =
Users Devices Features System Diagnostics
ACD Queue
Configuration Name IAdmm_Queue
Agents
4gent Statistics Administration Departments ACD Queue ﬂ
Call Statistics Description
Overflow Type : HuntGroup 'I
Defi pe
Qverflow l—_l —
destination 0 Marketing -
Cwarflow destination valus depending on the selacted ovarflow tyos.
Overilow entry """
Call can be transfered to sn intemsl extension or a SIP URI upon sn overflow cenditien if no
ovarflow dastination iz defined for this quaus.
L WP KMIIWWQWW A[EAN aphemtete. I gt g SRR EA o g mon ANy oty

15.From the Call Routing Scheme drop down box, select a call distribution
method for calls to this queue. The options available are:

e Ring All: Rings all available agents. The first agent that answers the

call connects to the caller.

e Circular: The next available agent is selected in a round-robin
fashion. The order in which an agent is assigned to a queue
determines the order used to select the next available agent.

e Linear: All incoming calls go to the first agent assigned in a queue. If

that agent is not available, the call goes to

the second assigned

agent and so on for every call. In this way agents can be presented

with calls in a prioritised manner.

e Longest Idle: Calls are distributed based on which agent has been in

an idle state for the longest period of time.

T P e e T g m T
iy o P W

Cverflow
destination

Overflow entry

Csll can be transfered to an intemsl extension or 3 SIF URI upon =n ovarflow conditien if no

owerflow destinstion is defined for this queus

Call routing scheme m——-

Ring all L o ot will e cmployed on this queve
Circular

Answer mode Lingar
Longest idl

connecting to an agent.

(Default: Circular)

(Default:
Immediate)

AP S [ ISy ST U R SRR P L. - LS NP A S g e
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16.From the Answer mode drop down box, select the mode to which calls will
be answered for this queue. The options available are:

e Immediate: The call is immediately answered and the configured
welcome greeting played to the caller. Once the greeting has played,
the queue will then attempt to route the call.

e Deferred: The queue will first attempt to route the call. If it is unable to
route the call, the Welcome Audio is played and the call queued until an
agent becomes available.

e Never: The call will not be answered when in this queue other than when
connecting to an agent.

el e e e . — Fa . T e 2T e e o e seerm i L
e e e v, e m—— g =

e S F L. T

Overflow entry
Csll can be transfered to an intemsl extension or 3 SIF URI upon =n ovarflow conditien if no
overflow destinstion is defined for this queus

Call routing scheme Circular 'l (Default: Circular)
The ACD call routing scheme that will be employed on this quaus

Answer mode

(Default:
unchecked)

Barge in i
o i i A A pnde i o dELDS el naedio gl o i ingiacensrly Shantd s oopus arslBBahiEg | | o aeies 40000 ani

Note: Any welcome or queue audio files must be in RIFF (little-endian) data,
WAVE audio, Microsoft PCM, 16 bits, mono, 8000 Hz format.

17.1f the Barge in check box is selected, the welcome audio greeting will be
terminated early, should an agent become available while it is being played.

NN40010-512 Issue 1.3 SCS 4.0 17



ACD Setup & Operation

Configuring an ACD Queue - ACD Greetings

1. The Welcome audio greeting played to callers can be defined. If no file is

specified, then the callers will hear silence.

Any configured welcome

greetings can be selected from the drop down box. Otherwise, click the
Browse button to locate the required audio welcome greeting.

f_: Software Communication System=ACD Queue - Windows Internet Explorer

Choose file

6\:—_} hd IA https: /{10, 1. 1. 195:8443/sipxconfig/acd/AcdServerPage acdQueuesPanel.

File Edit View Faworites Tools Help

i:i’ ﬁ'ﬁ A Software Communication System::ACD Queue

Overflow entry

Answer mode

Barge in

Welcome audio

Queue audio

Call routing scheme

A - B e e NOSUU w.  SENE Rl

Lookin: [[BF o« Bk E-
My Documents @callp\lotscrap
| :ﬂ My Computer E configl
My Metwork Places 3 configl
Owerflow destinati Foxit Reader 3 config2
I— BCM Inteligent Contact Centre - Dema E config2
Loop Corporate end_data 3 diag1
Call can b= transh) RCC5.0 video new &) diagnostics 1
avarflow destinati Trial outputs \map information
W @ 007 cmghuk E itel

Q alarm group info
The ACD call rouf

IImmediate =l

If st to Immadist)
the configurad we]
completed. the gl
att=mpt to routs ti
If st to Never, the

E avayabanner

\ﬂ Loop Corporate end

11 Loop Corporate_end

1 Loop_end

11 Loop_start

ﬂ pricing,xcf

RCC 5 0 Upgrade Video Script draft 24(

connedting to an File name: I

r Files of type IF-JI Files (=%}

If set, the welcome audic will be terminated =arly, should an sgent becom
is being played.

I— Browse...

Tha welcems sudie playad to callers. If n fils s spacified, then silence will be played
Several files can be uplosded and seleced

select... »
l—

ilsble whils it

Browse
r--T-..L___’-I B R e T SV S

2. The Queue audio can be defined that will be played repeatedly to the caller
until the queue either routes the call to an agent or to another queue. Any
configured audio file can be selected from the drop down box. Otherwise,
click the Browse button to locate the required audio file.

ﬂ; Software Communication SystemzACD Queue - Windows Internet Explorer

Choose file

6\—\:} - IA https:/f10. 1. 1.195:8443 sipxconfig facd/AcdServerPage .acdQueuesPanel.

File Edit View Favorites Tools Help

i:f ﬁ'ﬁ‘ A Software Communication System::ACD Queue

Qverflow entry

Call routing scheme

Answer mode

Barge in

Welcome audio

Queue audio

N A | o o . et il et b

Look in: | [E5 [ifeeiens ﬂ 4= &6 oF B

My Documents @:allp\lols:rap
| :e My Computer E configl
¥ My Metwork Places 3 configl
Cwerflaw destinati Foxit Reader E config2
Ii BCM Intelligent Contact Centre - Demo 3 config2

Loop Corporate end_data 3 diagl
Call can e transf RCC5.0 video new ] disgnostics 1

overflow destinsti Trial outputs ) imap information
n & 007 cmigkuk itel
Circular | =

Q alarm group info Iﬁ] Loop Corporate end

The ACD call rou amim1 1| Laop Corparate_end
[@ avaya - Loop_end

I Immediate j [8) avayabanner A Loop_start

If sst to Immadiat 9 btioga o oring vef

the configured wel callpilotmap @RCC 5 0 Upgrade Video Script draft 24(

complatad, the gy
sttempt to route
If st to Naver, thy

connecting to an

File name: I

- Fies of type [ Fies )

If s2t, the welcome sudio will be terminsted early, should an sgent become
s being played

select 'I
Browse

The welcome sudic playad to callers. If no fils is spacifisd, then silen
Saversl files can be uplosded snd sslectsd

select.. vl r—
Browse...
Fi

Il b= playsd

ilsble whil it

it R TN ST BT Y
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ACD Setup & Operation

Note: Any recorded .wav files must be 8khz / 16 bit PCM samples, signed, little-
endian, 1 channel (mono), .wav header (implied 128kbps)

3. In the Audio Interval field, enter the interval, in seconds, that calls will wait
before hearing the repeated queue audio. By default, this is 15 seconds.

P o e o=t B - S P i s

e T T e AT e T S et g ’ e

select .«

Queue audio
Browse...
The queus sudio pleyed repestedly to the caller until the queus sither routes the csll to an
sgent or to another queus. Several files can be uploaded and selected
Audio interval 15 F (Default 15)

The interval, in s=conds, to wait befors repesting play of the spedfisd Queus audic.

select. . ¥
Browse...

The message played to the caller when it has been determined that the call must be
terminated. Gnos the sudic has complsted, the call will b= droppsd. If no sudic is specified,
then & busy tane will be played priar to terminating the csll. The durstion of the busy tons is

Call termination
audio

specified by the terminstion-tene-durstion stiibute.

ol et gl A A A o el ke B e i o g | . g g et

4. The Call Termination Audio is the message played to callers if their call is
to be terminated. Once the message has been played, the call will be
dropped. If a message is not specified, a busy tone is played prior to
terminating the call.

ﬂ: Software Communication System:=ACD Queue - Windows Internet Explorer Choose file

@?;, - IA https: //10. 1. 1. 135:8443 fsipxconfigfacd /AcdServerPage  acdQueuesPanel,

File Edit View Favorites Tools Help

iﬁ’ r{ﬁ? A Software Communication System::ACD Queue | |

If s2t, the welcom
is baing playsd.

Ise\ecl... A

Welcome audio

The welcome aw
Several files can

Ise\ecl... =

CQueue audio
The queue audio
agent or to ancth
Audio interval |15

The interval, in

7| x
Look in: I@ Desktop j - 35 EF v
Iy Documents @[allpilnh(rap
:} My Computer E configl
. My Metwork Places E configl
Foxit Reader E config2
BCM Inteligent Contact Centre - Demo E config2
Loop Corporate end_data E diagl
RCC5.0 video new &) dagnostics 1
Trial outputs imap information
@ 007 emgkuk E itel
Q alarm group info @ Loop Corporate end
anim1 f1-|Loop Corporate_end
[@ Bvaya f1-|Loop_end
E avayabanner 11| Loop_start
@) btiago ] pricing x<f
callpilotmap @RCC 50 Upgrade Video Script draft 24

2]

Filz name: I\

j COpen I

Fles of type |41 Fies )

j Cancel /l

2

Call termination
audio

Termination tone

Ise\ecl... - ‘—

- |4//

The message played to the caller when it has been determined thst the call must be
terminated. Onos the sudic has complated, the call will b= dropped. If no sudic is spacifisd.
then a busy tane will b= played prior to terminating the call. The durstion of the busy tone is
specified by the termination-tone-duration attribute.

(Default: 2}

] 5
s s e 805 e RO e it N i, A A e g, A, a8 s B
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ACD Setup & Operation

5.

In the Termination Tone Duration field, the duration of the busy tone can
be specified. A value of zero indicates that no tone is to be played prior to
dropping the call.

imme e

Termination tone
duration

Agent wrap-up time

Agent Non-
Responsive time

Maximum Bounce
Count

by the termination-tone-durstion attribute.

[ — (Default 2)

The duraticn in seconds that the terminaticn tone (busy tone) is to be playad if no call-
termination-sudio is specified and the call is to the queue. A value of zero
indicates that ne tone is to be played prior to dn

(Default: 13)

(Default 30)

of time, in seconds, that has

before the ACD transfers & new call to an
vicus call was not answ

3 (Default 3}

The number of rzjedied or non-answered calls an sgent may have before being
bounced” [sutomatically signed cut). If set to 0, it will be disabled.

Apply Cancell

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

B e T B T8 e A S wr reneiiD atinfy P2 B — 1 durafifn SF e 40E Inem”

P

=l

I - Y

[ 100% - A

6.

In the Agent wrap—up time, you can enter a time in seconds that will
elapse before another call is presented to this agent, after the completion of
a previous call. If set to 0, this setting is disabled.

imme e

Termination tone
duration

Agent wrap-up time

Agent Non-
Responsive time

Maximum Bounce
Count

terminatien-zudi

fe ——

P artinatiy 12 R -1k GUrafifn SF e 4TE Snem”

(Default: 2}

indicates that ne

The pericd of time, in seconds, that has to
agent after a previcus call has been comple

ore the ACD transfe: e
. If set to 0, it will b= disabled.

30 (Default 30)

The pericd of time, in s2conds, that has to pass before the ACD transfers & new call to an
agent after 8 previous call was not answered.

3 (Default 3}

The number of rejected or non-answered calls an sgent may have

bounced” {sutomstically signed out). If set to 0, it will be diss

Apply Cancell

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

P

=l

I - Y

H 100% - A
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ACD Setup & Operation

7. In the Agent Non-Response Time field, enter the period of time in seconds
that has to pass before the ACD transfers a new call to an agent, after a
previous call was not answered.

R L VN I AV L e T EE B ereenitiatinGg £RE o1 o dlrafiEn SR T iEnem T e T e
d by the termination- ration sttribute.
Termination tone l2— (Default 2}
duration
The duraticn in seconds that the terminaticn ton ayed if no call-
termination-sudi d the call is ie. A velue of zero
indicates that no g L
Agent wrap-up time 15 (Default: 15)
The paricd of time, in secands, that has to pass bafors the ACD transfers = new call to an
agent after a previous call has been completad. If set to 0, it will b= disa
Agent Non- F (Default 30)
Responsive time
The period of time, in seconds, that has to pass befare the ACD transfers  new call to an
agent after a previous call was not answersd.
Maximum Bounce l—
Default: 3}
Count 3 (Defaul
The number of rzjedied or non-answered calls an sgent may have before being
bounced” [sutomastically signed eut). If set to 0, it will be dissbled.
Apply | Cancel |
Software Communication System (4.2.1-018892 2010-05-18T20:20:35) LI
one [ mtermet ESTEIEE |

8. In the Maximum Bounce Count field, enter the number of rejected or non-
answered calls an agent may have before being "bounced” (automatically
signed out). If set to 0, this setting will be disabled.

B T L WA T e e caninatily 2 B 1 o dUre R S 405 iEnemt T T T e
specified by the termination- retion attribute.
Termination tone l2— (Default 2}
U
duration
The duraticn in seconds that the terminaticn tone (busy ayed if no call-
Agent wrap-up time (Default: 15)
The paricd of time, in secands, that has to pass bafors the ACD transfers = new call to an
agent after a previous call has been complet: Ifsetto 0, it will be disabled.
Agent Non- lw— (Default 30)
Responsive time ’
The period of time, in seconds, that has to pass befare the ACD transfers  new call to an
agent after a previous call was not answersd.
Maximum Bounce lr
Default: 3}
Count 3 (Defaul
The number of rejected or non-answersd calls an sgent may haw = being
bounced” [sutomatically signed eut). If set to 0, it will be disabl
Apply | Cancel |
Software Communication System (4.2.1-018892 2010-05-18T20:20:35) LI
one |Q Internet H 100% - A
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ACD Setup & Operation

9. Click Apply, followed by OK to save the configuration settings.

AVAyA Wed, 26 May 2010 2:21 I Haorme Help Logout |C,
Users Devices Features System Diagnostics
ACD Queue

Configuration

Agents
Agent Statistics Name |Admm_Queue
Call Statistics Ldministration Departmencs RCD Queue _I

Description

Show Advanced Settings
Overflow Type

Qverflow
destination

Overflow destination valus depending on the selected averflow type.

Overflow entry

Csll can be transfarad to sn internal extension or 3 SIP URI upon an overflow condition if no
owvarflow destinstion is defined for this gueus.

Call routing scheme Circular - (Defauit: Circular)

The ACD call rauting scheme that will be employed en this queus.

= (Defauit:
Answer mode Immediate immediate}

If set to Immediste, the call will b= answersd immedistely upen amiving st this queue and
the cenfigured welcome-audic file will be playsd to the caller. Ones the sudic has
completed, the queue will then sttempt to route the call. If set to Deferred, the queue will first
sttempt to route the call. IF it is unable to immedistely route the call, it will then be answered.
If 32t to Never, the call will not be answersd while on this queus other than when actually
connecting to an agent.

r (Defauit:

Barge in unchecked)

If sat, the weloome sudio will be terminsted esrly, should sn sgent becoms avsilsole whils it
is being played.

select... »
Browse... |

The welcems audic played to callers. If no fils is spedified, then silencs will be playsd
Seversl files can be uplosded and selected.

select... *
Erowse... |

The queus sudic played repestedly to the caller until the queus sither routes the call to sn
agent or to another queus. Several files can be uploaded and seleded.

Audio interval 15 (Default: 13}

The intarval, in secends, to wait bafors repesting play of the specifisd Queue sudic.

Call termination lm
aUUIO l— Berse__ |

The message played to the caller when it has been determined that the call must be
terminated. Onoe the sudic has completed, the call will b2 dropped. If no audic is specified,
then a busy tone will be played prior to tarminating the call. The durstion of the busy tone is
specified by the termination-tone-duration sttribute.

Termination tone l— .
duration 2 (Default 2)

The duration in seconds that the termination tone (busy tone) is to be plsyed if no call-
termination-sudic is specified and the call is to be dropped by the qusue. A valus of zarc
indicates that no tone is fo be played prier to dropping the call.

Agent wrap-up time 15 (Default 13)

The pericd of time, in seconds, that has to pass before the ACD transfers s new call to sn
agent sfter & previous call has been completed. If set to 0. it will be disabled.

Agent Non- l—
Responsive time 30 (Default 30}

The pericd of time, in seconds, that has to pass before the ACD transfers 8 new call to &n
agent after s previous call was not answered

IMaximum Bounce l— :
Count 3 (Default: 3)

The number of rejected or non-snswered calls an sgent may have befors being
"bounced” (sutomatically signed out). If set to 0, it will be disabled.

Welcome audio

Queue audio
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ACD Setup & Operation

10.The configured Queue wil

| be displayed.

AVAYA

Wed, 26 May 2010 2:36 PM Home Help Logout

a e

System Diagnostics

Add New Queue

Description Overflow Queue

Users Devices Features
ACD Server
Configuration ACD Queues
Queues
Lines r Name
Agent Statistics Il IAdmin Queue

Administration Departments ACD CQueue

Call Statistics Delete |

Queue Statistics

Software

Communication System (4.2.1-018882 2010-08-18T20:20:35)

11.Further advanced settings are available for the configured queue.

12. Select the required queue and click the Show Advanced Settings link.

AVAYA

Users Devices Features
ACD Queue
Configuration Name
Agents
Agent Statistics
Call Statistics Description

Overflow Type

Overflow

13. The Advanced Settings

T T i e ey A SIS

R s L R

Wed, 26 May 2010 2:38 PM Home Help Logout |©, | =

System Diagnostics

IAdmm_Queue

Administration Departments ACD Queue ﬂ

|

Sl’]OW Advanced Settings

II HuntGroup 'I

= 20

By I r'ﬁ“ﬁ%ﬂ_‘:l“' A o s R e B B b

will then be displayed.

The ACD call routing scheme that will be emplayed on this qusus

Maximum ring delay

Maximum gueue

length

IMaximum wait time

FIFO overflow

15 (Default 13)

The maximum time in secands that the qusus will sllow an sgent station to ring befors &
ring-no-answer candition is declared and the call is rerouted to = different agent.

10 (Default: 10)

The maximum number of calls that are allowsd to wait in this queus. If a call amives at this
‘gueus and the rasulting call count exoseds this numbar, then an ovarflow condition for this
queus will be triggersd. A value of -1 dissbles this limit chade

60 (Default: 60)

The maximum tims in secands thst a call can reside in & quaus. When s waiting call
=xoeads this time limit, an overflow conditien for this quaue will b= triggared. A valus of 2210
disstles timsouts.

I~ (Default checked)

If sat, then upon an overflow condition, 8 FIFO schame will be employad in ordar to
determine which call will be moved to the cenfigured overflow-gusue. If not s=t, then s LIFS
schems will b= emplaysd.

Answer mode

S R A e o it

Immediate vl (Default:

TSR e R L .MWGWN”MM
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ACD Setup & Operation

Maximum Ring Delay: The maximum time in seconds that an agent’s phone
will ring before a ring-no-answer condition is declared, and the call is re-routed
to a different agent.

Maximum Queue Length: The maximum number of calls that are allowed to
wait in this queue. If a call arrives at the queue and the resulting call count
exceeds this number, then an overflow condition for this queue will be
triggered. A value of -1 disables this limit check.

Maximum Wait Time: The maximum time in seconds that a call can reside in a
gueue. When a waiting call exceeds this time limit, an overflow condition for this
gueue will be triggered. A value of zero disables timeouts.

FIFO Overflow: In an overflow condition, a FIFO (First in, first out) rule will be
employed to determine which call will be moved to the configured overflow
gueue. If not set, then a LIFO (Last In, First Out) rule will be employed.

A call is defined as being in an Overflow Condition:

When it remains in a queue longer than the maximum time specified in the
Maximum Wait Time parameter.

When the number of calls in a queue exceeds the maximum number of calls
specified in the Maximum Queue Length parameter.

If all agents are logged off when a new call is presented to the queue, a call will
overflow (regardless of FIFO/LIFO). Existing calls in the queue are not affected
when the last agent logs off. An agent may indeed log back into the queue and
answer queued calls.

24

NN40010-512 Issue 1.3 SCS 4.0



ACD Setup & Operation

14.Click Apply, followed by OK to save the configuration settings.

AVAYA

Users Devices Features
ACD Queue

Configuration Name

Agents

Agent Statistics

Call Statistics Description
Cverflow Type
CQverflow
destination
Cverflow entry

Call routing scheme

Maximum ring delay

Maximum queue

length

Maximum wait time

FIFO overflow

Answer mode

Barge in

Welcome audio

Queue audio

Audio interval

Call termination
audio

Termination tone
duration

Agent wrap-up time

Agent Non-
Responsive time

Maximum Bounce
Count

Wed, 26 May 2010 2:41PW Home Help Logout |,

System Diagnostics

Admin_Queus

ucimid

istration Departments ACD Queus

d overflow type

Call can be wrensfered to =n intemal extension or = SIF URI upen en cverflow cendition if no
overflow destination is defined for this queus.

Circular hd (Defauit: Circuiar)

The ACD call routing scheme that will b= employed on this queue

15 (Default: 15}

The maximum time in seconds that the queue will allow sn agent station to ring before &
ting-no-snswer condition is declared and the call is rerouted to a different agent

10 (Defauit: 10}

Tha maximum number of calls that sre sllowsd to wait in this quaus. If 2 call srives st this
queus and the resulting call count excesds this number, then =n owarflow conditian for this
queus will be triggered. A value of -1 gissbles this limit chedk.

60 (Default: 60}

The maximum time in seconds that = call can reside in 8 queus. Whan & waiting call
=xozeds this time limit. 80 cverflow cendition for this quaus will oe tiggersd. A valus of zero
disanles timacuts

1= (Default checked)

If s2t, then upon an overflow condition, s FIFO scheme will be employed in order to
dastarmine which call will be moved to the configured overflow-gusus. If not set, then s LIFO.
schame will b= employes.

m (Defauit:
mmediate Immediate)

If s2t to Immediste, the cell will be snswered immedistely upon amiving et this queus =nd
the configured welcome-sudic file will b2 clayed to the celler, Gnos the sudic hes
completed, the queue will then sttempt to route the call. If set to Defemsd, the queue will first
sttempt to route the call. If itis uneble to immediately route the call, it will then be snswered
If set to Never, the call will not be answered while on this queus other than when actuslly
connedting to an agent

(Defauit:
r unchecked)

If sat, the welcome sudic will be terminsted ssrly, should 3n sgent bscame svailstle whils it
is baing playsd

select... =
Browse..

The welcome sudio playsd to callers. If no file is spedified, then silence will be playsd
Several files can be uplosded end selected.

select... ¥
Browse

The queue audio played repeatedly to the caller until the queue either routes the call to an
sgent or to another queus. Several files can be uploaded and seledted

15 (Defauit: 15}

The interval, in ssoonds. to wait before repesting plsy of the specified Queus audic.

select... ¥
Browse

The message played to the caller when it has been determined thst the call must be
terminated. Gnoe the sudic has completed, the call will be dropped. If no sudio is spedified,
then = busy tone will be played prior to terminating the call. The dusation of the busy tone is
specified by the termination-tone-durstion attrioute

12 (Defauit: 2)

The durstion in seconds that the termination tone (cusy tons) is to be playsd if no call-
termination-audic is spacified and the call is to be droppad by the queus. A valus of zers
indicates that nc tone is to be played prior to dropping the call

15 (Default: 15}

The paricd of time, in seconds, that hes to pass bafore the ACD transfers 8 naw csll to =n
sgent sfter = pravicus call has besn complated. If sstto 0, it will e disstled

30 (Defauit: 30}

The period of time, in seconds, that hes to pass befors the AGD transfers & new call to an
sgent sfier = previous oell was not enswersd

3 (Default: 3}

The numbsr of rzjected or non-answered calls n agent may have before being
“Bounosd” {sutematically signad out). If set 1o 0, it will b= disabled

NN40010-512 Issue 1.3 SCS 4.0
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Creating ACD Agents
The agents who will answer the ACD calls can now be created and added to the
ACD Queue.

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

AVAyA Wed, 26 May 2010 2:42 PN Home Help Logout |, |

Users Devices Features System Diagnostics
ACD

Agent Status

Conferencing
Ther¢ o atendants & There are 12 phones defined:
200.4 T 15, 207. 208, 0004121d8d5f. 000412167843,
209, ¢ Paging G sa. superadmin. 0004f21eeald. 0004f21f40CT.
more ~29IN8 Groups 000eed238b61, 001h286bd1dO,
el Hunt Groups 001b287hd1d0. 00216 2f3604,
= Call Park 0021627032, franksoft. paulsoftclient.

YOO00000CK, ITIOTE...
Music en Hold

Phanebooks Add new phone__. -

Instant Messaging
Discover Devices

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

2. The ACD Servers screen will be displayed. Select the link for the server to
be utilized.

AVAyA Wed, 26 May 2010 2:43 Pl Home Help Logout | O, |

Users Devices Features System Diagnostics

ACD Servers

Quick Links

r Server Location Configuration Port

Presence Server

[ scsitel? iteluk com 8110
s ‘\ Senvers

Job Status

You can make
changes to the ACD
configuration without
affecting the running

| P et g B Bt nn, i o bl AR e i . gt orte i B et b b o SRS, g
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3. Select the Queues link followed by the ACD Queue to which the agents will
be added. In this example, a queue named Admin Queue has been

ﬁVAyA Wed, 25 Mlay 2010 244 PM Home Help Logout | Search | =
Users Devices Features System Diagnostics
ACD Server
Configuration ACD Queues
Add New Queue
Queues
Lines (| Name Description Overflow Queue
Agent Statistics [T Admin Cueue Administration Departments ACD CQueue
Call Statistics [ Sales ‘\

Queue Statistics

Delete |

Software Communication System (4.2.1-018892 2010-05-18T20:20:25)

4. Click the Agents link.

AVAyA Wed, 26 May 2010 2:44 PM Home Help Logout |, Search | =
Users Devices Features System Diagnostics
ACD Queue
Configuration Name Imdmm Queue
Agents ‘_
Agent Statistics Administration Departments ACD Queue ;I
Call Statistics Description
Hide Advanced Settings
COverilow Type : HuntGroup vl :
T tir s Al B s o b i sl M gl g A s i N

5. You will be presented with the ACD Agents screen. Click the Add New

Agent link.

AVAyA Wed, 26 May 2010 2:45 PM Home Help Logout [, Sezrch
Users Devices Features System Diagnostics
ACD Queue
Canfiguration ACD Agents \‘
Add New Agent
Agents
O User ID Aliases Description
Agent Statistics
Call Statistice Delete I Move Up Move Down

T N R W e Y T W SR ¥

L]
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6. The Add ACD Agents screen will be displayed. To view a list of potential
agents, click on the Search button.

ﬁVAyA \Wed, 26 May 2010 2:45 PM Hame Help Logout |©, |
Users Devices Features System Diagnostics
Add ACD Agents

Search for the userto be added to the ACD Queue.

User H
Enter user 1D, name or zliss and press Search button. Leave smpty and press Search to
cucs |

display all users.
r User ID LastName First Name Aliases

Select |

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

7. Select each check box for the users to be added as agents to this ACD
Queue. Then click the Select button.

AVAyA Wed, 26 May 2010 2:46 PI Home Help Logout |,
Users Devices Features System Diagnostics
Add ACD Agents

15 users found.
Search for the userto be added to the ACD Gueue

User |

Enter user ID, nsme or sliss and press Sesrch button. Leave empty snd press Search to
display all users.

Search Cancel

r User ID Last Name First Name Aliases
O &n Thomas Iike
&z Samson Alex
O &2 Narris Alan
o |& 200 Iaris Gavin
r |&z0s Karal Frank
& 207 Jones Mary
W |& 205 Jenking Boh
|8z Histan Adam
v £ 200 Hargreaves Tom
&2 Green Gordon
¥ & Lisa Edwards Lisa
&z Cortelli Frank
&z Constantine Eric
O 8204 Carter John
& superadmin

e
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8. The agents assigned to this ACD Queue will be displayed.

ﬁVAyA Wed, 25 May 2010247 P Home Help Logout |, | =

Users Devices Features System Diagnostics
ACD Queue
Configuration ACD Agents
Add MNew Agent

Agents

Il User ID Aliases Description
Agent Statistics
Call Statistics r 205

r 209

r 200

- Lisa

Delete I Mave Up Maove Down

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

9. The agents can be moved to their required position by selecting the Move
up / Move Down buttons. This is particularly relevant if for example, linear
has previously been selected as the Call Routing Scheme for this ACD
Queue. In this example, user 203 has been move to the top of the ACD
Agents list.

AVAyA Wed, 26 May 2010 2:47 PI Home Help Logout |G, [ =
Users Devices Features System Diagnostics
ACD Queue
Configuratian ACD Agents
Add MNew Agent
Agents
- m] User D Aliases Description
Agent Statistics
Call Statistics F 205
r 209
- 200
Il Lisa
=
| Delete " Mave Up | Maove Down ||
T T NPy I i e W L S S SV VU Py oY m__"‘-w..“‘"ﬁ-w«

10.The ACD Line should now be assigned to the ACD Queue.
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Assigning the ACD Line to the ACD Queue.

An ACD line is a virtual line that defines how calls will reach the ACD queue. You
can enter an extension (for example, 500) as an ACD line or you can enter a Direct
Inbound Dialing (DID) number (for example, 670201). Therefore, the line is
assigned to an ACD extension in the same way as you would assign lines to other
SCS users on the SCS system.

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

AVAyA Wed, 26 May2010 242PM Home Help Logout |, |

Users Devices Features System Diagnostics
ACD
Agent Status
Canferencing
Ther¢ o atendants & There are 12 phones defined:
200.4 T 15, 207. 208, 0004121d8d5f. 000412167843,
209, ¢ Paging & 33 superadmin. 0004f21eeald. 0004f21f40CT.
more, - 291N8 =rOURS 000eed238b51, 0016386hd 140,
L Hunt Groups 001b3287hd1d0. 00216 2f3604.
= Call Park 0021627032, franksoft. paulsoftclient.
YOO00000CK, ITIOTE...
Music en Hold
Phanebooks Add new phone.._. -

Instant Messaging
Discover Devices

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

2. The ACD Servers screen will be displayed. Select the link for the server to
be utilized.

AVAyA Wed, 26 May 2010 2:43 Pl Home Help Logout | O, |

Users Devices Features System Diagnostics
ACD Servers
- Server Location Configuration Port Quick Links

Presence Server

[ scsitel? iteluk com 8110
s ‘\ Senvers

Job Status

You can make

changes to the ACD
configuration without
affecting the running

R e T R e e aay ity sl k™ PN
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3. Select the Lines link.

ﬁVAyA Wed, 25 May 2010 2:43 PM Home Help Logout |, = [
Users Devices Features System Diagnostics
ACD Server
Configuration ACD Queues
Add New Queue
Queues
Lines ‘ (| Name Description Overflow Queue
Agent Statistics [T Admin Queus Administration Departments ACD Queue
Call Statistics I~ Sales
Queue Statistics
Software Communication System (4.2 1-018892 2010-05-18T20:20:35)
4. The ACD Lines screen will be displayed. Click Add New Line link.
ﬁVAyA Wed, 26 May 2010 2:50 PM Home Help Logout |Q, Search |
Users Devices Features System Diagnostics
ACD Server
Configuration ACD Lines
-'h Add Mew Li
CQueues 2w e
Lines r Name Extension Description
Agent Statistics Delete |
Call Statistics
Queue Statistics
5. The Add New Line screen will be displayed.
ﬁVAyA Wed, 25 May 2010 250 PM Home Help Logout |©, 5 =
Users Devices Features System Diagnostics
ACD Line

Mame
Extension

Description
H
CQueue Iselect,,, 'I

The ACD Queus that this line is assigned to. Calls amiving on this line will be handled by the
ACD Queus specifisd hare.

Trunk mode v (Default checked)

If s=t, this line will cperste ss a trunk, allowing multiple simultanscus sessions. Ctherwise,
enly a single session st a time will be allawsd

%I Apply | Cancel |
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6. In the Name field, enter a name to identify the new line.

AVAyA Wed, 26 May 2010 2:52 PM Home Help Logout | O, Search | B
Users Devices Features System Diagnostics
ACD Line

MName IAdmmiline|F
Extension |

=

Description

7. Inthe Extension field, enter a unique extension number for this new line.

AVAyA \Wed, 26 May 2010 2:52 PI Home Help Logout |O Secrch

Users Devices Features System Diagnostics

L]

ACD Line

MName IAdmmiline
Extension |551|F

B
Description

8. In the Description field, enter a description for the new line.

AVAyA Wed, 26 May 2010 2:53 Pl Home Help Logout | O, Search | =
Users Devices Features System Diagnostics
ACD Line

Name IAdmm_Ime

Extension 551

ACD Queue admin line 551| ‘\ :I

H

Description

Queue select .. 'l

g A A gl b i O s gl o A ol gl A At o T e i O g AN gl
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9. From the Queue drop down list, select a queue that will handle calls

associated with this line.

Users Devices Features
ACD Line
MName
Extension
Description
Queue
Trunk mode

ol . g s ikl gty

Wed, 26 May 2010 2:54 P Home Help Logout | O, | =
System Diagnostics
IAdlmn_Ime
551
ACD Queue admin line 551 ﬂ

select

Admin_Queues g
Sales

v Default checked)

re.

If s=t. this line will cperste as a trunk, allowing multiple simultanscus sessicns. Othenwiss,

anly a single sessiop st a time will be allowed.
A g e g

Biis line is assigned to. Calls smiving on this line will be handled by the

S W S T S PN PRSI Sy

10.The Trunk mode check box is selected by default. This enables the line to
operate as a trunk, allowing multiple simultaneous calls to be received by
the ACD Lines Extension and presented to the queue.

AVAYA

Users Devices Features
ACD Line
MName
Extension
Description
Queue
Trunk mode

Wed, 26 May 2010 2:55 PM Home Help Logaut |C, | =
System Diagnostics
Admin_line
A51
LCD Queue admin line 551 ;I

IAdmilLOueue 'l

The ACD Queus that this line is sssignad to. Calls swiving on this ling will e handlad oy the

ACD Queus specified hare

7 = (Derauit checkso)

If set, this line will cperste as a trunk, allowing multiple simultansous sessions. Othenwise,

only a single session st a time will be sllcwed

%I Apply | Cancel |

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

Note: If the Trunk mode facility is disabled, only a single call at a time will be

presented to the queue.

NN40010-512 Issue 1.3 SCS 4.0
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11.To save the configuration changes, click the Apply button followed by OK.

ﬁVAyA Wed, 25 May 2010 2:56 PM Home Help Logout | O, [
Users Devices Features System Diagnostics
ACD Line
Hame ladmin_line
Extension 551
LCD Queue admin line 551 =
Description
Cueue IAdmin_Queue 'I
The ACD Queus that this line is sssignad to. Calls swiving on this ling will e handlad oy the
ACD Queue specified here.
Trunk mode 2l (Default checked)
If st, this line will operste as a trunk, sllowing multiple simultansous sessions. Othenwise,
only = single session st a time will be allowsd
Apply || Cancel
Software Communication System (4.2.1-018892 2010-05-18T20:20:35)
12.The ACD line will be displayed.
ﬁVAyA Wed, 25 May 2010 2:56 PM Home Help Logout | O, [
Users Devices Features System Diagnostics
ACD Server
Configuration ACD Lines
Add Mew Line
Queues
Lines r Name Extension Description
Agent Statistics r | Admin line 551 ACD Queue admin line 551

Call Statistics

Queue Statistics

r Sales line

550

Software Communication Systemn (4.2.1-018882 2010-05-18T20:20:35)

Note: If required, more than one line can be added to an ACD queue.

34
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Activating the ACD Server

Once the ACD server and associated queues, agents, and lines have been
configured, the ACD server must be activated. To activate the ACD server:

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

AVAyA Wed, 26 May 2010 2:42 PM Home Help Logout |, | 5|

Users Devices Features System Diagnostics
ACD

Agent Status

Conferencing
Ther¢ o atendants & There are 12 phones defined:
200.4 T 15, 207. 208, 0004121d8d5f. 000412167843,
209, ¢ Paging G sa. superadmin. 0004f21eeald. 0004f21f40CT.
more ~29IN8 Groups 000eed238b61, 001h286bd1dO,
el Hunt Groups 001b287hd1d0. 00216 2f3604,
= Call Park 0021627032, franksoft. paulsoftclient.

YOO00000CK, ITIOTE...
Music en Hold

Phanebooks Add new phone__. -

Instant Messaging
Discover Devices

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

2. Select the check box for the server to be activated.

»

AVAyA Wed, 26 May 2010 2:58 Pl Home Help Logout O,

Users Devices Features System Diagnostics
ACD Servers
Quick Links

r Server Location Configuration Port
—Hh Ird scsitel? iteluk.com 8110 Presence Server
et Senvers
&I Jab Status

You can make
changes to the ACD

T T e S P THE NSV SR S eSS S [ L

3. Then click the Activate button.

»

AVAyA Wed, 26 May 2010 2:58 Pl Home Help Logout | O,

Users Devices Features System Diagnostics
ACD Servers
Quick Links

r Server Location Configuration Port

-"W* v scsitel? iteluk com 8110 Presence Server
. Senvers
M < Joh Status

You can make
changes to the ACD

- g Mt il B it i ol A, ol il M gttt iyt gt s A A MWIWULM
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4. You will be notified that the ACD Server has been activated.

r Server Location Configuration Port

v scsitel2 iteluk.com 8110

B O .-‘,\- ﬂ""‘-\w‘" PUTSREEPY ST U IR SR LY Y ‘\J‘-""“

Presence Server
Servers
Job Status

You can make
changes to the ACD
configuration without
affecting the running
SEIVErS.
ance you are
satisfied.with the
o,

AVAyA Wed, 26 May 2010 259 Pl Home Help Logout | O, | =
Users Devices Features System Diagnostics
ACD Servers
| . - : .
1 server(s) will be configured. Go to Job Status page to monitor operation progress. Quick Links

-f"‘-k’u

needs to be activated.

Note: If any changes are made to the ACD configuration, the ACD server

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 of a queue via this interface.

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

Status.
ﬁVAyA Wed, 25 May 2010 3:04 P Home Help Logout |, | =
Users Devices Features System Diagnostics
ACD

Adent Status

Confarencing
There Auto Attendants d: There are 12 phones defined:
2000 |ntercom 6,207, 208 0004F21d3d5f 000412167943
209, ¢ n sa. superadmin, 0004f21eeald. 0004f21f4bcT
more| Faging Groups 000eed238b51. 001h386bd1d0
sopgy, Hunt Groups 001h387hd1d0_002162f36b4
= Call Park 002182ff7 032 franksoft paulsoftclient,

J00000000CK, MOTE..
Music on Hold

Phonebooks Add new phone__ -

Instant Messaging
Discover Devices

Software Communication System (4.2.1-018892 2010-058-18T20:20:35)
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2. The ACD Agent Availability screen will be displayed. In this example,
agents 209 and 200 are signed in.

A\/AyA \Wed, 26 May 2010 2:05 PM Hame Help Logaut |C, |

Users Devices Features System Diagnostics

Select ACD Server scsitelZ iteluk.com ¥ Agents needto be

signed in to receive
calls from a queue
¥ Refresh every 30 seconds Agents can get
signed out
automatically if they
stop answering calls
Agents use their
User Portal to sign in
and out.
This page will
refresh autematically.
User Status You can switch
autematic refreshing
205 Signed Out off by clearing the
Refresh checkbox
209 Signedin You can alse maodify
the refresh interval by
200 Signed in clicking on the
current interval and
Lisa Signed Out then enter a new

- value.
Sign In I Sign Out Refresh

Ao a0

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

3. If in this example, we wish to sign out agent 200, select the check box for
the agent and click on the Sign Out button.

r User Status
Il 205 Signed Cut
Il 209 Signedin
\‘F 200 Slgnedin
- Lisa Signed Cut
Sign In I _ Sign Out Refresh
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4. The agent will then be signed out of the queue.

AVAyA Wed, 26 May 2010 2:07 P Home Help Logout |©, \

Users Devices Features System Diagnostics

Select ACD Server Iscsitel2.iteluk.cum 'l Agents needto be

signed in to receive
calls from a queue
¥  Refresh every 30 seconds Agents can get
signed out
automatically if they
stop answering calls.
Agents use their
User Poral te sign in
and out
This page will
refresh automatically.
User Status You can switch
automatic refreshing
205 Signed Cut off by clearing the
Refresh checkbox
209 Signedin You can also madify
the refresh interval by
200 Signed Out"— clicking on the
current interval and
[l Lisa Signed Out then enter a new

. . value
Sign In | Sign Out | Refresh |

aoa 0

=

i gt AR e e Ao Mq‘«W‘M\.‘m.m\"‘Mm_r\M.s“w‘-\f\i

An ‘Agent Availability’ facility is also available from the user portal screens of the
SCS interface.

Note: Only Users who are agents of the ACD Queue will be presented with the
Agent Availability tab in the User Portal.

To access the ‘Agent Availability’ interface as a general user:

1. Login to the SCS with your user account details. You will be presented with
the user portal interface.

AVAyA Tom Hargreaves  Thu, 27 May 2010 3:33 PM Home Help

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

[ Inbox O Subject From Date Duration Play Quick Links

|- Conference <<l > Install SCS Toolbar
Trash

-

| Saved

Voicemail

Logoul|
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2. Select the Agent Availability link.
AVAyA Tom Hargreaves  Thu, 27 May 2010 3:33 PM Home Help Logout

Voicemail My Information Call Forwarding Speed Dial Call History Agent Availability Phonebook Phones
[ Inbox ] Subject From Date Duration Play Quick Links
|| Conference <] >>> Install SCS Toolbar
ol
|| Saved

3. You will be presented with the ACD Agent Availability status screen.

ﬁVAyA Tom Hargreaves  Wed, 26 May 2010 3:10 FI Home Help Logout =]

Voicemail Iy Information Call Forwarding Speed Dial Call History Agent Availability Phonebook Phones

ACD Agent Availability

If you are a call center (ACD) agent assigned to a queue, then you need to make your availability status known
to the ACD system for proper call routing. You can sign-in or sign-outto the ACD presence server here. If you
do not answer calls routed to you the system might sign vou out autematically.

Select ACD Server. | scsitelZ.iteluk.com »

¥ Refresh every 20 seconds

This page will
You are currently signed out. refresh auto_mat\cally.
You can switch
_ automatic refreshing
Sign In Sign Qut Refresh

off by clearing the
Refresh checkbox
You can also modify
the refresh interval by
clicking on the
currentinterval and
then enter 3 new
valug.

4. In this example, the user is signed out of the ACD presence server.

QVAyA Tom Hargreaves  Wed, 26 May 2010 310 P Home Help Legout =]

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

ACD Agent Availability

Ifyou are a call center (ACD) agent assigned to a queue, then you need to make your availahility status known
t the ACD system for preper call routing. You can sign-in er sign-cut to the ACD presence server here. If you
do not answer calls routed to you the system might sign you out automatically.

Select ACD Server: Iscsnelllteluk,cnm -

¥ Refresh every 30 seconds

This page will
| You are currently signed out. | refresh automatically.
You can switch
- automatic refreshing
Sign In | Sign Out | Refresh | off by clearing the

“"*"“‘""’w“"\\“‘“"‘-"“"""-""“"“*“’"M-Ox..nb“--v-&‘MM,‘ﬂew,"\ﬂ
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5. To sign into the presence server, click the Sign In button.

ﬁVAyA Tom Hargreaves  \Wed, 28 May 2010 3110 PM Home Help Logout =]

Voicemail My Information Call Forwarding Speed Dial

Call History Agent Availability Phonebook Phones
ACD Agent Availability

Ifyou are a call center (ACD) agent assigned to a queue, then you need to make your availahility status known
t the ACD system for preper call routing. You can sign-in er sign-cut to the ACD presence server here. If you
do not answer calls routed to you the system might sign you out autematically.

Select ACD Server Iscsﬁel?,lteluk,cnm -

¥ Refresh every 30 seconds
This page will
refresh automatically.
You can switch

_ automatic refreshing
--*Slgﬂ In | Sign Qut | Refresh |

off by clearing the

You are currently signed out.

Refresh checkhox.
bt I sl s P e e A bt gt e nnnan duie  geeaenna® s s i -“v#wmﬁ__'r

6. The status for the agent will be changed.

QVAyA Tom Hargreaves  \Wed, 28 May 2010 3111 PM Home Help Logout =]

Voicemail My Information Call Forwarding Speed Dial

Call History Agent Availability Phonebook Phones
ACD Agent Availability

Ifyou are a call center (ACD) agent assigned to a queue, then you need to make your availability status known
to the ACD system for preper call routing. You can sign-in er sign-cut to the ACD presence server here. If you
do not answer calls routed to you the system might sign you out autematically.

Select ACD Server: IscsiteIZ.iteIuk.com =

¥ Refresh every 30 seconds

This page will
refresh automatically.
You can switch

- autornatic refreshing
Sign In I Sign Out | Refresh |

I You are currently signed in. I

off by clearing the
Refresh checkbox.

B I L Lt Sy P oy NP B Vg wr e S RS e T = N T PN
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Agent Login / Out Details

The sign in and sign out codes that agents use to access a queue from an SCS
telephone, can be viewed and potentially changed. The details can be viewed as
follows:

1. From the main interface of the SCS system, select the System link followed
by the Servers link.

ﬁVAyA Wed, 25 May 2010 3121 Home Help Logout |, |

Users Devices Features System Diagnostics
Licensing
Servers

Branches
There are 15 users define 1ere are 12 phones defined:

Domain
200.201. 203, 204, 205, 2{ Dial Plans 104f21d8d5f 000412167948,
209.210.211. 212, 213, Li 104f21eeald. 0004f21f4bcT,

mare.. Intermet Calling o6 4o3ap51, 001b386bd1d0,
Permissions  11h387hd1d0. 002162364
Import/ Export 12182ff7 032 franksoft. paulsoftclient

LDAP | AD 000000, MOre

Add New User

Backup wdd new phone. .. d
Restore

Localization iscover Devices

Certificates

Software Updates
Date and Time
Logging Levels

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

|

2. The Servers screen will be displayed, select the link for the SCS server.

AVAyA Wed, 26 May 2010 213 PI Home Help Logout |G, |

Users Devices Features System Diagnostics
Add Server Clicking the Send
Prefiles buttan will
r Hame IP Address Description Status cause configuration
- i files for all senvices
T [F scsiteliteluk.com 10.1.1.195 Primary server Registered ta be sentta the

selected servers
Send Profiles I Delete | and all affected
senvices to be
restarted
automatically. This is
rarely needed as
configuration files

s g AP s motnn b N gttt gt it e a s N g AT L EREREADY HREN, et B
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3. The Services page will be displayed.

‘hVAyA Wed, 26 May 20710 3:14 P Home Help Logout |U‘
Users Devices Features System Diagnostics
Configure Servers ¥ scsitel2.itelukcom
M Refresh every 20 seconds  Y/aming: Restarting
Server Roles o senices causes
Services service interruption
Do itonly ifa senvice
MAT requires restart oris
Wanitar notwarking properly
In such case you
might want to take a
snapshot and report
an issue
This page will
refresh automatically.
C Name Status Role You can switch
automatic refreshing
T EPark @ Running Frimary SIP Rauter off by clearing the
Refresh checkhox.
[T <%InstantMessaging @ Running Instant Messaging You can also modify
) the refresh interval by
[ <% Call Control @ Running IManagement, Primary SIP Router clicking on the
o . current interval and
O &% MyBuddy @ Running Instant Messaging then enter a new
X value
[T &k Statistics @ Running IManagement
[T 4% Configuration @ Running Management
[ &kACD @ Running ACD
[T 4Phons Provisioning @ Running Ianagement
[T % ACD Agent Status @ Running ACD
[T 43 ACD Statistics @ Running ACD
[T 2Shared Appearance Agent @ Running Primary SIP Router
[T &FMedia Senvices @ Rurning Conferencing, Voicemail
[T <#Licensing @ Running IManagement
[T < Voicemail @ Running Voicemail
[T 2% SIP Trunking @ Running SIP Trunking
[T <% Paging @ Running Primary SIP Router
[T kMedia Relay © Running Primary SIP Router
[T 4%SIF Registrar @ Running Primary SIP Router
[T 4kCDR @ Running IManagement
[ 4FSIP Proxy @ Running Frimary SIP Router
[ &kPresence @ Running Frimary SIP Router
[T <% Conference Recording @ Running Conferencing
[T 4% voicemail and &uto Attendant & Running Vaicemail
Restart | Refresh |
Software Communication System (4.2.1-018892 2010-05-18T20:20:35)
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4. Click the ACD Agent Status link.

fm o P e e e A gt RSN

anissue
This page will
refresh automatically.

r Name Status Role You can switch
automatic refreshing

T iPark @ Running Primary SIP Router off by clearing the
Refresh checkbox.

T <% InstantMessaging @ Running Instant Messaging You can also modify

) the refresh interval by
™ <2 Call Contral @ Running Management, Primary SIP Router clicking on the
) ) current interval and
M % WBudd @ Running Instant Messaging then enter a new
) value

[T 5 Statistics @ Running Management

7 <5 Configuration @ Running IManagement

T <%ACD @ Running ACD

[T <% Phone Provisioning @ Running Management

[T 5 ACD Agent Status ( @ Running ACD

[T 48 ACD Statistics @ Running ACD

[T <, Shared Appearance Agent @ Running Primary SIP Router

S s g g, [ R Uedingenicasaa o o SAENAONI e, g o CORETERCINGAROIERNAR | oot nt st ams A0 it

5. The ACD Agent Status screen will be displayed. The default sign in / sign
out codes will be displayed:

e Presence sign in *88 which is the code used by an agent to sign
in to the ACD Presence Server from an SCS telephone.

e Presence sign out *86 which is the code used to sign out of the
ACD Presence Server from an SCS telephone.

T T T T S T L e

ﬁVAyA Wed, 25 May 2010 316 P Home Help Logout |,

Users Devices Features System Diagnostics

ACD Agent Status

Servers # scsitel2itelukcom » ACD Agent Status

ACD Agent Status

Show Advanced Settings

Presence sign in |*88 (Default: *88)

Code to dial to sign in to the presence-config menitor.

Presence sign out |*EE (Default: *86)

Code to disl to sign out from the presence-config menitor.

ﬂl Apply Cancell

Software Communication System (4.2.1-018892 2010-05-18T20:20:35)
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Further agent presence configuration details are available as follows:

6. From the main interface of the SCS system, select the Features link
followed by the ACD link.

AVAyA Wed, 26 May 2010 317 PM Home Help Logout | O, | =

Users Devices Features System Diagnostics
ACD

Agent Status

Conferencing
There o stendants & There are 12 phones defined:
200.% o 16, 207, 208, 0004721d8d5f, 00041216794,
209.¢ 3a. superadmin, 0004f21eea0d. 0004f21f4bCT
mare| Paging Graups 000eed?38651, 001h386hd1d0
axil Hunt Groups 001b387bd1d0. 002162ff36b4.
acel Call Park 00216217032, franksoft, paulsoftclient,

YO0000000L MOTE..
Wusic on Hold

Fhonebooks
Instant Messaging

Discover Devices

H U SN Ry e I P R VTP TN YR W TR R e

7. The ACD Servers screen will be displayed, select the link for the SCS

server.
thVAyA Wed, 26 May 2010 3:17 PM Home Help Logout |U‘ | =
Users Devices Features System Diagnostics
ACD Servers

Quick Links

r Server Location Configuration Port

- scsitel? iteluk com 2110 Presence Server
5 ‘\ Servers
Activate

Job Status

You can make
changes to the ACD
configuration without
affecting the running
SEIVErS.

I P T

R s =l U W W Sy R T TR

8. Then select the Queues link followed by the ACD Queue to which the
agents have been added. In this example, a queue named Admin Queue
has been selected.

ﬁVAyA Wed, 26 May 2010 3-13 PM Home Help Logaut |C, | =

Users Devices Features System Diagnostics
ACD Server
Configuration ACD Queues
Queues Add New Queue
Lines ‘ r Name Description Overflow Queue
Agent Statistics [T Admin CGueue Administration Departments ACD CQueue

Call Statistics

Queue Statistics

Software Communication System (4.2.1-018892 2010-058-18T20:20:35)
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9. Click the Agents link.

AVAyA Wed, 26 May 2010 318 FM Home Help Logout | O, e

Users Devices Features System Diagnostics
Configuration Name ladmin_Queue
Agents R
Agent Statistics Administration Departments ACD Queue ﬂ
Call Statistics Description

|

Show Advanced Settings

Overflow Type ' HuntGroup 'I

T et e gt B man e I et DTSR R SIS dn cinn R s o e gt I A e e g

10.Then select the agent’s user ID as required.

AVAyA Wed, 26 May 2010 3:19 PM Home Help Logout [O, s | El
Users Devices Features System Diagnostics
ACD Queue
Configuratian ACD Agents
Add MNew Agent
Agents
- m User ID Aliases Description
Agent Statistics
Call Statistics r 205
r 209
R
Il Lisa
Delete | Mave Up | Maove Down |

11.The ACD agent’s details will be displayed.

AVAyA Wed, 26 May 2010 3:20 P Home Help Logout | O, | =
Users Devices Features System Diagnostics
ACD Agent
UserID: 200
Show Advanced Seftings
Monitor presence | (Default: unchecked)

If set, the ACD Server sxpeds the agent to provide conedt information whether the agent is
busy or available. If not sst, the ACD Server will sssurme the agent is available whenaver the
ACD is not sending a call to the agent.

ACD Queues
r Name Drescription Overflow Queue
T Admin Queue Administration Departments ACD QGueug

Move Up I Move Down |
%I Apply | Cancel |

" i Mqﬁhm.‘..’q’h Attt B g et i N e g At A

NN40010-512 Issue 1.3 SCS 4.0 45



ACD Setup & Operation

12.Click the Show Advanced Settings link to view the full settings regarding
this agent.

AVAyA Wed, 26 May 2010 2:20 PM Hame Help Logout |©, Search El
Users Devices Features System Diagnostics
D Agent
UserD:  |200
\ Show Advanced Seftinas
IMonitor presence r (Default: unchecked)

If set, the ACD Sarver sxpecs the agent to provide comedt information whather the agent is
busy or available. If not set, the ACD Server will assume the agent is available whenever the
ACD is net sending a call to the agent.

ACD Queues
r Name Description Overflow Queue
[T Admin Queue Administration Departments ACD Gueue

MweUpI Move Down |
ﬂl Apply [ Cancel |

R LT I IS P U ST e P I NS

13.Monitor Presence: If not checked, the ACD Server will assume the agent is
available whenever they are not on an ACD call.

AVAyA Wed, 26 May 2010 3:20 PH Home Help Logout |Q, Search =
Users Devices Features System Diagnostics
ACD Agent
User ID: 200
Hide Advanced Settings
IMonitor presence (] (Default unchecked)

If set, the ACD Server expedts the sgent to provide comect information whether the agent is
busy or availatle. If not set, the ACD Server will sssume the agent is availsble whenavar the
ACD is nat s=nding a call to the agent.

Always available [ (Default unchecked)

If sat, the ACD Server will sssuma that this agent is always signad-in to scoept calls from all
queuss that it is listed with. If not set, the sgent must sign in before the ACD Server will send

it calls
ACD Queues
(| Name Description Overflow Queue
[~ Admin Queue Administration Departments ACD Queue

Mave Up | Move Down |

%I Applyl Cancel |
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14.Always Available: If set, the ACD Server will assume that this agent is
always signed-in to accept calls from all queues it is assigned against. If not
set, the agent must sign in before the ACD Server will send calls.

AVAyA Wed, 26 May 2010 320 PM Home Help Logout |, |
Users Devices Features System Diagnostics
ACD Agent

User ID: |2|JEI

IMonitor presence (] (Default unchecked)

If s2t, the ACD Server expeds the agent to provide comect informaticn whathar the agent Is
susy o svailssle. If not szt the ACD Sarver will sssume the sgent is svailsble whanaver the
ACD is not sending s call te the sgent.

Hide Advanced Settings

Always available I (Default unchecked)

If s2t, the ACD Server will sssume that this agent s always signed-in to scoept calls from all
qusuEs that it is listed with. If not s=t, the sgent must sign in befors the ACD Server will send
it calls.

ACD Queues
r Name Description Overflow Queue
[T Admin Queue Administration Departments ACD Queus
Mave Up | Move Down |

%I Applyl Cancel |

15.To confirm any changes click the Apply button followed by the Ok button.

Q ‘

AVAyA Wed, 26 May 2010 3:20 P Home Help Logout

Users Devices Features System Diagnostics

ACD Agent

User ID: |2|JEI

IMonitor presence (] (Default unchecked)

If s2t, the ACD Server expeds the agent to provide comect informaticn whathar the agent Is
susy o svailssle. If not szt the ACD Sarver will sssume the sgent is svailsble whanaver the
ACD is not sending s call te the sgent.

Hide Advanced Settings

Always available [l (Default unchecked)

If sat, the ACD Server will sssuma that this agent is always signad-in to scoept calls from all
queuss that it is listed with. If not set, the sgent must sign in before the ACD Server will send

it calls
ACD Queues
(| Name Description Overflow Queue
[~ Admin Queue Administration Departments ACD Queue

Mave Up | Move Down |

b_KI Applyl Cancel

Note: If any changes are made to the ACD configuration, the ACD server
needs to be activated.
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ACD Agent Supervisor

A user can be configured on the SCS to supervise a group or groups of ACD
agents. The supervisors can access ACD call statistics for ACD agents who are
members of groups they supervise. Statistics are accessible from the User Portal
of the supervisor.

The agents to be supervised must first be assigned to user group:

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

Users Devices Features System Diagnostics
Users
User Groups
Extension Pool

There are 15 users defined: There are 12 phones defined:
TLS Peers

200, 201. 203, 204, 205, 206, 207, 208, 0004f21d8d5f 0004f21e794a

209, 210. 211. 242 213 Lisa. superadmin. 0004f21eeald. 0004f21f4bcT

maore 000eed238b51. 001b386bd1d0

001b387bd1d0. 002162ff36k4

0021827022 franksoft. paulsoftclient,
J00000000CK, MOTE..

Add new phone.._ 2

Discover Devices

Add New User

Software Communication Systemn (4.2.1-018882 2010-05-18T20:20:35)

ﬁVAyA Wed, 25 May 2010322 P Home Help Logout |, |

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

ﬁVAyA Wed, 25 May 2010322 P Home Help Logout |, |
Users Devices Features System Diagnostics
User Groups
Groups allow you te organize users into logical groups and share settings between users in the same The order of groups
group. Users can be in any number of groups. Groups can also be used to specify a location, such as a is only important
branch office. This can be useful if location based routing is used (see gateway configuration). when the groups
have different values
\~Add croup | forthe same setting.
The setting value in
the last group has
O Group Name HNumber of Members highest precedence.
r 1. 2 administrators 1
M 28 n
r 2. 4% Phonebook 4
- 4 g IntermalPhonebook 2
M 5 g member 4
M & g IntemalGroup 5
r 7. g Sales 1
- 8. g Conferencing 1
R
Delete | Mave Up | Maove Down

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

ﬁVAyA Wed, 26 May 2010 3:23 PM Home Help Logout |, Search =

Users Devices Features System Diagnostics

User Group Settings

Mame ACDO1&2

Description

Branch select... 'I
Apply | Cancel |

Software Communication System (4.2.1-018802 2010-05-18T20:20:25)

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

AVAyA Wed, 26 May 2010 3:24 PM Home Help Logout |, Search

Users Devices Features System Diagnostics

L]

User Group Settings

MName IACDO1&2

Supervisor Group for ACD Queunes Sales & Rd.minl;l

Description
[
Branch |select... vl

Apply | Cancel |

gt i T st g A AT et S s o gimnsd S g IS

5. Click the Apply button followed by the OK button.
AVAyA Wed, 26 May 2010 3:25 P Home Help Logout |O, Search | =

Users Devices Features System Diagnostics

User Group Settings

Configure Name [rcDataz

Unified Messaging

Supervisor Group for ACD Queues Sales & Admin®
Schedules = ® @ =l

Conference Description
External User

|

Speed Dials
Music On Hold Branch |select... |

Permissions

CallerID Apply || Cancel

Fersonal Auto-Attendant

B ey ey = = L wer o e St e PR T S e e i YV T SRR

.
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6. Select Users from the Users link.

ﬁVAyA Wed, 25 May 2010326 P Home Help Logout |, © |
Users Devices Features System Diagnostics
Users
User Groups
Extension Pool ) ’
Groups allow you te organize users into logical groups and share settings between users in the same The order of groups
TLE Peers group. Users can be in any number of groups. Groups can also be used to specify a location, such as a is only important
pranch office. This can be useful if location based routing is used (see gateway configuration). when the groups
have different values
Add Group forthe same setting.
The setting value in
the last group has
Group Name HNumber of Members highest precedence.
1. g administrators 1
2 g "
3. g% Phonebook 4
4 2 InternalPhonebook 2
5. g% member 4

len

6. 4% InteralGroup
7. g sales

. g Conferencing

A R e . . . |
=

9. gh ACDQ1&2

Delete I Mave Up | Move Down

wx ] E

|»

7. 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.

Ut

AVAyA Wed, 26 May 2010 2:27 Pl Home Help Logout

Users Devices Features System Diagnostics

Add MNew User Selectthe Add New
User link and create

IFlIter by vl anew user.

r UseriD « First Hame Last Hame M 1D Aliases After useris created
you can associate it

[ il "‘""_ Tom Hargreaves 200 m;hng;:f[]hmoonrzs
&z Frank Cortelli 201
r &z Eric Constantine 203
o &z John Carter 204
& z05 Bob Jenking 205
- &8 z08 Mlex Samson 206
o &z Wary Jones 207

T e ageentis 9 - g it L e B g el P SRS ok N s o gt i L it
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8. The details for the agent (user) will be displayed.

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

AVAyA Wed, 25 lay 2010 3:28 PN Home Help Logaut |Q, =
Users Devices Features System Diagnostics
Identification
\dentification User: 200 Existing Groups:
) _ administrators, (M
Unified Messaging Show Advanced Settings Fhonebook,

IntermalPhonebook,
UserID 1200 member,
InternalGroup, Sales,
A =rics ' Conferencing,
by one and it is = 5 e Kl
¢ 1D If using DID senfigur ACDQ182

Contact Information

Phones

Call Ferwarding

Schedules

Speed Dial Last name IHargreaves New Groups: You

can create new

First name ITom groups simply by

adding the new
group name to the

ACD Agent Supenisor

Personal Auto-Attendant

Conferences LY I......... Groups form value.
Registrations confirm PIN [sevesnces ﬁf'm Fhonesto add
is usertc one or

Music On Hold The FINis = mare phones.
Permissions reemmEn
CallerID Groups
Instant Messaging
lyBuddy

Branch

Aliases | —

r |0, an alias can T a numeric

st= them

ﬂl Apply Cancell

N

,f,*,*’i’i’il@lntemet [Rw00% -

9. Enter the name of the user group you have previously created in steps 1 to
5 above. As you enter the name, matching group names will be displayed.

v — e e e ATV

I S - s A e e e T
FPersonal Auto-Attendant dirding e riew

——

Registrations Confirm PIN Select Phornes to add
this userto ane or

Music n Hald t2 the user portal. Numariz FINg sre mare phenes.

Permissions

CallerID Groups

Instant Messaaging ‘ACDQ1&2‘——. fhen entering

multiple groups, separate them with spaces
MyBuddy =

Branch IIteI_Chester -

Aliases |
< T s B e e T s N i it e e AR g et i,

10.Repeat this process for each ACD agent to be supervised.
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11.The ACD supervisor can now be defined. Select the link for the user to be
assigned supervisory privileges.

AVAYA

Users Devices

Features

IFiIter by... 'I

r UseriD  ~
r &z
O &
M 8203 e

Wed, 26 May 2010 3:32 PM Home Help Logout |©,
System Diagnostics
Add New User
First Name Last Name IM 1D Aliases
Tom Hargreaves 200
Frank Cortelli 201
Eric Constantine 203

Selectthe Add New
Userlink and create
3 new User.

After useris created
you can associate it
with one ar more
managed phenes

Al o ot g s A e B S i T i | eI, s AP e,

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

link.

AVAYA

Users Dievices

Identification

Identification
Unified Messaging
Contact Information
Phones

Call Forwarding
Schedules

Speed Dial

Personal Auto-Attendant
Conferences
Registrations

Music On Hold
Permissions

CallerID

Instant Messaging

lyBuddy

Features

User: 203

UserID

Last name

ACD Agent Supervisor ‘,.,h First name

PIN

Confirm PIN

Groups

Branch

Aliases

Wed, 26 May 2010 3:32 PM Home Help Logout |

System Diagnostics

Show Advanced Setlings

|t203

The User ID can be a numeric extension like 123 or 8 name like jamith. The User ID is
displayed by the phone and it is therefore recommended to use the intemal sxtensicn as
the User ID. If using DID configurs the DID numbsr [or its DNIS portion) 25 an aliss.

ICDnstantine
IEr\c

Ioioloolbo

The PIN is a password used to log in to voicemail or to the user portal. Numesic PINs ars
recommendsad, sinoce only numbers can be disled

IIF'.I'I Phonebook InternalPhonebock member Internal Group

List sll groups for this user. If & group dees not exist, it will be crestad. When entering
multiple groups. separate them with spaces.

Iselect... 'I
|

Alisses are additicnal nsmas fer the user. Like the user 1D, an sliss can ke sithar & numaric
extension or a name. Whan entering multiple aliases, s=parste them with spaces

Apply | Cancel |

Existing Groups:
administrators, IM,
FPhonebook,
InternalPhonebook
member,
InternalGroup, Sales,
Conferencing,
ACDG1&2 acd

New Groups: You
can create new
groups simply by
adding the new
group name to the
Groups form value
Select Phones to add
this userto one or
more phones.

https: /{10, 1, 1, 195:8443 [sipxconfig fuser [EditUszer, Suser SUserNavigation, supervisorPermissionLink.edirect?sp=30&state user Editl ’_ ’_ ’_ ’_ ’_ ’_ @ Internet

7, 100%

N K
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13.The ACD Agent Supervisor page will be displayed.

Phones

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant
Caonferences

Registrations

[AcDa122 d— = G

have acosss to ACD call statistics for users that are ACD sgents and thst are membars of
groups they supervise. Statistics are acosssible on the User Portal of the superviser

Apply | Cancel |

InternalGroup, Sales,
Conferencing,
ACDQ1E2 acd

New Groups: You
can create new
groups simply by
adding the new
group name te the
Groups form value.

AVAyA Wed, 26 May 2010 333 PM Home Help Logout |Q, Search =
Users Devices Features System Diagnostics
ACD Agent Supervisor
\dentification User: 203 Existing Groups:
Unified 1 . administrators, M,
nifizd Messaging Ehonebook,
ACD Agent
Contact Information Supe Ngis - 'm" fg?;ihcnesook,
Phaones List all the user groups that include ACD agents that this user can supervise. Supervisors internalGroup, Sales,
Call Forwarding have acass: to ACD call statistics for Lsess that vz ACD sgents snd that sre membar of Conferencing,
groups they supervise. Ststistics are acoessible on the User Fortal of the supervisor. ACDQ1&2 acd
Schedules
Speed Dial New Groups: You
. %I Apply ﬂl can create new
ACD Agent Supervisor groups simply by
Personal Auto-Attendant adding the new
group name to the
Conferences Groups form value.
14.Enter the name of the User Group that contains the agents who will be
supervised, in the ACD Agent Supervisor field. As you enter the name,
matching group names will be displayed.
AVAyA Wed, 26 May 2010 334 PM Home Help Logout |O, Search =
Users Devices Features System Diagnostics
Agent Supervisor
\dentification User: 203 Existing Groups:
administrators, IM,
Unified lMessaging ACD Acent Fhonebook,
gen InternalPh K,
Cantact Infarmation Supervisor IECdCﬂt_ mn:r::;er_ oneoo

15.Click the Apply button, followed by the OK button.

ﬁVAyA Wed, 26 May 2010 3:25 PM Home Help Logout |Q, & -]
Users Devices Features System Diagnostics
ACD Agent Supervisor
Identification User: 203 Existing Groups:
Unified M N administrators, M,
nified Messaging Phonebook.
Cantact Infarmation R ATE ACDQ142 InternalPhonebook
Supervisor memBer

Phones

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant
Conferences

Registrations

List all the user groups that include ACD agents that this user can supervise. Suparvisors
have access to ACD call statistics for users that are ACD agents and that are members of
groups they supervise. Statistics are acoessible on the User Partal of the supervisor.

Apply § Cancel

InternalGroup, Sales,
Conferencing,
ACDQ1&2 acd

New Groups: You
can create new
groups simply by
adding the new
group name to the
Groups form value.
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16.Logout of the SCS then sign back in with the login details of the supervisor’s
user account.

AVAYA

Welcome to SCS

Please login with your User 1D and PIMN.

User ID:
203

PIN:

17.The user will now have supervisor status.

my A Eric Constantine  Wed, 28 May 2010 3.0 P Home Help Logout

Voicemail Iy Information Call Forwarding Speed Dial Call History Phonebook Phones
5 Inbox | Subject From Date Duration Play

[ Conference zzx]me=

[ Trash "
= More actions... | »

[ Saved

Without Supervisor Status

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

ACD Supervisor Console

Select Server ACD Supervisor Console
Agent Presence

Agent Statistics Select ACD Server scsitel2.iteluk.com g
Call Statistics
[ Refresh every 30 seconds
Queue Statistics This page will
refresh automatically.
r User Status You can switch
automatic refreshing
r 200 Signed in off by clearing the

Refresh checkbox
You can also modify
the refresh interval by
clicking on the
current interval and

With Supervisor Status then eniera new

value.

Sign In | Sign Qut | Refresh |
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The supervisor can sign agents in and out of the ACD queues to which they are
assigned.

18.Select the ACD Supervision link.

ﬁVAyA Eric Constantine  Wed, 26 May 2010 3:49 FI1 Home Help Logout =]
Voicemail Iy Information Call Forwarding Speed Dial Call H\stor:‘ ACD Supervision Phonebook Phones
ACD Supervisor Console
Select Server ACD Supervisor Console
Agent Presence
sgent Statistics Select ACD to view statistics.
Call Statistics ACD Server -|scsitel2iteluk.com | Select
Queue Statistics
19.Followed by Agent Presence.
ﬁVAyA Eric Constantine  Wed, 26 May 2010 3:50 P11 Home Help Logout -
oicemail My Information Call Forwarding Speed Dial Call History ACD Supervision Phonebook Phones
ACD Supervisor Console
Select Server ACD Supervisor Console
Agent Presence *—_
Agent Statistics Select ACD Server
Call Statistics
¥ Refresh every 30 seconds
Queue Statistics This page will
refresh automatically.
r User Status You can switch
automatic refreshing
- 200 Signedin off by clearing the
Refresh checkbox,
Sign In Sign Out Refresh You can alsa modify
the refresh interval by
clicking on the
current interval and
then enter a new
value.
20.Agents can be signed in and out of the ACD queues when they and the
appropriate link are selected.
-]

ﬁVAyA Eric Constantine  Wed, 26 May 2010 3:31 FI Home Help Logout

Voicemail Iy Information Call Forwarding Speed Dial Call History ACD Supervision Phonebook Phones
ACD Supervisor Console
Select Server ACD Supervisor Console

Agent Presence
Agent Statistics Select ACD Server. | scsitelZ iteluk.com ¥

Call Statistics
. ¥ Refresh every 30 seconds
Queue Statistics This page will
refresh automatically
- User Status You can switch
autematic refreshing
200 Signedin off by clearing the
P Refresh checkbox,
Sign In ign Out Refresh You can alse modify
the refresh interval by
clicking on the
current interval and
then entsr a new
valug.
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21.In this example, agent 200 has been signed out.

ﬁVAyA Eric Constantine  Wed, 26 May 2010 3:52 FIM Home Help Logout =
Voicemail My Information Call Forwarding Speed Dial Call History ACD Supervision Phonebook Phones
ACD Supervisor Console
Select Server ACD Supervisor Console
Agent Presence
Agent Statistics Select ACD Server: | scsitelZ.iteluk.com >
Call Statistics
. ¥  Refresh every 30 seconds
Queue Statistics This page will
refresh automatically.
l_ User Status You can switch
automatic refreshing
W Signed Qut off by clearing the
= Refresh checkbox
| Sign In I Sign Out | Refresh You can alsa modify
the refresh interval by
clicking on the
current interval and
then enter a new
value
22.Further ACD statistics are available by selecting the required statistics link.
For details relating to ACD statistics and reports, please refer to the SCS
4.0 ACD Reporting Task Based Guide.
ﬁVAyA Eric Constantine  Wed, 26 May 2010 3:52 FI1 Home Help Logout =
Voicemail My Information Call Forwarding Speed Dial Call History ACD Supervision Phonebook Phones

Select Server

Agent Presence

Agent Statistics
Call Statistics

Queue Statistics

ACD Supervisor Console

Select ACD Server: | scsitelZ.iteluk.com >

r
'7

Sign In I Sign Qut

User

Signed Out

Refresh

¥  Refresh every 30 seconds

Status

ACD Supervisor Console

This page will
refresh autematically.
You can switch
autematic 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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Examples of Incoming Call Scenarios and ACD Queues

The ACD queues can be associated by their extension number, with the required
incoming received digits that are presented to the SCS system.

This will allow the ACD Queue to handle incoming calls.

Therefore, for scenarios where analog gateways are not being used (for example,
ISDN scenarios) the digits that are being received from the public network need to
be considered. The received digits and the range of these digits will need to be
obtained from the provider of the BRI/PRI digital trunks, for example, Received
Digit number range 5558430 to 5558460. These digits could then be referenced as
the ACD extension numbers.

An ACD Line would be configured that matches the received digits to be presented
to the ACD queue. The required received number would be entered in the
Extension field, for example, 5558436.

A\/AyA Wed, 25 May 2010 355 P1 Home Help Logout | <, |
Users Devices Features System Diagnostics
ACD Line

Mame Sales_line

Extension 5550436 d—

Description

Cueue Iﬂ\.dmin_Queue 'I

= AC us 5z 1 Il this ling will be handled by the

Trunk mode (Default checked)
If sat, this ling will cparsts 2= 8 trunk, sllowing multiple simultanacus sessions. Otharwise,
only a single session at a time will be allowed

Apply | Cancel |

Note: Please refer to the Assigning the ACD line to the ACD Queue section
of this guide for details of ACD line configuration.
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A configured AudioCodes analog gateway could also be utlized to provide
incoming call access to the ACD Queue. If an analog gateway is used, the ACD
line extension could be referenced as a PSTN Line on the gateway itself.

In this example, an AudioCodes gateway has a PSTN Line assigned to an ACD
line extension. The extension being 551 associated with the Admin Queue.

AV AyA Wed, 26 May 2010 3:50 PM Home Help logout [Search |

Users Devices Features System Diagnostics
Analog Line Gateway : MP118FX0 / AudioCodes MP118 FXO
PSTN Line : 551

Analog Line

Automatic Dialing (Default: checked)

If enabled calls received on this PSTN line will be sent to the
oruser) spectied bekow.

Extension

Spacty the destination for incoming calls on thig PSTN line, such as an auto-attendant, a hunt
group, an ACD queus, or any intemal extension] user or alias.

‘Software Communication System (4.2.1-018892 2010-05-18T20:20:35)

AVAyA Wed, 26 May 2010 405 PM | Home Help Legout |, | =

Users Devices Features System Diagnostics
ACD Server
Canfiguration ACD Lines
Add Mew Line
Queues
Lines r Hame Extension Description
Agent Statistics - Admin line 551 ACD Queue admin line 551

Call Statistics Delete I

CQueue Statistics

Software Communication System (4.2.1-018892 2010-05-18T20:20:38)

Note: For details regarding the configuration of Gateways and PSTN Lines please
refer to the SCS 4.0 Device Configuration — Gateways Task Based Guide.
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Avaya Documentation Links

e SCS 4.0 Configuring User Profiles Task Based Guide

SCS 4.0 Device Configuration — Gateways Task Based Guide

SCS 4.0 System Configuration Task Based Guide

SCS 4.0 ACD Reporting Task Based Guide

SCS 4.0 Troubleshooting Task Based Guide
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