
ACD Task 

Login  to the SCS Interface Accessing the SCS 4.0 Programming Interface

Configure an ACD Queue (s) Configuring an ACD Queue

Value Entered

Determine which (if any)  Welcome audio 

greeting that will be played to callers Configuring an ACD Queue - ACD Greetings

Value Entered

Determine the  Audio Interval in seconds, that calls will wait before 

hearing the repeated Queue Audio. 

Determine the Call Termination Audio message to be played to 

callers if their call is to be terminated

Determine the  Termination Tone Duration 

Determine the Agent Non-Response Time period. This is  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.

Determine the Maximum Bounce Count,  this is the number of 

rejected or non-answered calls an agent may have before being 

"bounced" (automatically signed out). 

Determine the   Agent Wrap Up Time

SCS 4.0 ACD Configuration  Map
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Section 

Determine the Queue audio  that will be played repeatedly to the 

caller until the queue either routes the call to an agent or to another 

queue

Enter a name for the queue

Determine the overflow destination. Note to select an overflow 

destination  an existing configured queue or huntgroup must be 

configured

If no overflow destination has been defined for this queue, an 

Overflow Entry  can be defined. This can be an internal extension or 

a SIP URI 
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Determine the Call Routing Scheme: Ring All, Circular, Linear, 

Longest Idle                               

Determine the Answer Mode: Immediate, Deferred, Never.

Determine whether the welcome audio greeting will be terminated 

early, should an agent become available whilst it is being played. 

This is the  Barge in  option.



Create ACD Agents Creating ACD Agents

  Agents

Assign an  ACD Line to the ACD Queue. Assigning the ACD Line to the ACD Queue

Activate the ACD Server Activating the ACD Server

Select a queue that will handle calls associated with this ACD line 

Determine whether the ACD line will  operate as a trunk. This  will 

allow multiple simultaneous calls to be received by the ACD Lines 

Extension and presented to the queue. This setting is the Trunk 

Mode  check box option.
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Section 

Configure advanced settings as required

Create the required ACD Agents 

Enter a name for the ACD Line

Enter an Extension number for the ACD Line

Advanced settings: 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.                                 

Advanced Settings: Maximum Wait Time, the maximum time in 

seconds that a call can reside in a queue. When a waiting call 

exceeds this time limit, an overflow condition for this queue will be 

triggered. A value of zero disables timeouts

Enter a description for the ACD line

Advanced Settings: 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 queue. If not set, then 

a LIFO (Last In, First Out) rule will be employed.
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Section 
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Advanced settings: 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.
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