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Notice

While reasonable efforts have been made to ensure that the information in this document is
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya
reserves the right to make changes and corrections to the information in this document without the
obligation to notify any person or organization of such changes.

Documentation disclaimer

"Documentation” means information published by Avaya in varying mediums which may include
product information, operating instructions and performance specifications that Avaya may generally
make available to users of its products and Hosted Services. Documentation does not include
marketing materials. Avaya shall not be responsible for any modifications, additions, or deletions to
the original published version of documentation unless such modifications, additions, or deletions
were performed by Avaya. End User agrees to indemnify and hold harmless Avaya, Avaya's agents,
servants and employees against all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to this documentation, to the
extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within this
site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any
information, statement or content provided on these sites and does not necessarily endorse the
products, services, or information described or offered within them. Avaya does not guarantee that
these links will work all the time and has no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales agreement
to establish the terms of the limited warranty. In addition, Avaya’s standard warranty language, as
well as information regarding support for this product while under warranty is available to Avaya
customers and other parties through the Avaya Support website: http://support.avaya.com or such
successor site as designated by Avaya. Please note that if you acquired the product(s) from an
authorized Avaya Channel Partner outside of the United States and Canada, the warranty is
provided to you by said Avaya Channel Partner and not by Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS DESIGNATED
BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR INSTALLS
AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH AVAYA
OR AN AVAYA CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO BY AVAYA IN
WRITING, AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED
FROM ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA CHANNEL
PARTNER; AVAYA RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND
ANYONE ELSE USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY INSTALLING,
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DOWNLOADING OR USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU,
ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS "YOU" AND "END USER"), AGREE TO THESE TERMS AND
CONDITIONS AND CREATE A BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE ("AVAYA").

Avaya grants you a license within the scope of the license types described below, with the exception
of Heritage Nortel Software, for which the scope of the license is detailed below. Where the order
documentation does not expressly identify a license type, the applicable license will be a Designated
System License. The applicable number of licenses and units of capacity for which the license is
granted will be one (1), unless a different number of licenses or units of capacity is specified in the
documentation or other materials available to you. "Software" means Avaya’s computer programs in
object code, provided by Avaya or an Avaya Channel Partner, whether as stand-alone products, pre-
installed , or remotely accessed on hardware products, and any upgrades, updates, bug fixes, or
modified versions thereto. "Designated Processor" means a single stand-alone computing device.
"Server" means a Designated Processor that hosts a software application to be accessed by
multiple users. "Instance" means a single copy of the Software executing at a particular time: (i) on
one physical machine; or (ii) on one deployed software virtual machine ("VM") or similar deployment.

Licence types

Designated System(s) License (DS). End User may install and use each copy or an Instance of the
Software only on a number of Designated Processors up to the number indicated in the order. Avaya
may require the Designated Processor(s) to be identified in the order by type, serial number, feature
key, Instance, location or other specific designation, or to be provided by End User to Avaya through
electronic means established by Avaya specifically for this purpose.

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

Database License (DL). End User may install and use each copy or an Instance of the Software on
one Server or on multiple Servers provided that each of the Servers on which the Software is
installed communicates with no more than an Instance of the same database.

CPU License (CP). End User may install and use each copy or Instance of the Software on a
number of Servers up to the number indicated in the order provided that the performance capacity of
the Server(s) does not exceed the performance capacity specified for the Software. End User may
not re-install or operate the Software on Server(s) with a larger performance capacity without
Avaya’s prior consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the Software
on a Server so long as only authorized Named Users access and use the Software. "Named User",
means a user or device that has been expressly authorized by Avaya to access and use the
Software. At Avaya’s sole discretion, a "Named User" may be, without limitation, designated by
name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail account in the name
of a person or corporate function, or a directory entry in the administrative database utilized by the
Software that permits one user to interface with the Software.

Shrinkwrap License (SR). You may install and use the Software in accordance with the terms and
conditions of the applicable license agreements, such as "shrinkwrap" or “clickthrough" license
accompanying or applicable to the Software ("Shrinkwrap License").
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Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its purchase of
the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel Software currently
available for license from Avaya is the software contained within the list of Heritage Nortel Products
located at http://support.avaya.com/Licenselnfo/ under the link "Heritage Nortel Products", or such
successor site as designated by Avaya. For Heritage Nortel Software, Avaya grants Customer a
license to use Heritage Nortel Software provided hereunder solely to the extent of the authorized
activation or authorized usage level, solely for the purpose specified in the Documentation, and
solely as embedded in, for execution on, or (in the event the applicable Documentation permits
installation on non-Avaya equipment) for communication with Avaya equipment. Charges for
Heritage Nortel Software may be based on extent of activation or use authorized as specified in an
order or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this site,
the documentation, Hosted Service, and the Product provided by Avaya including the selection,
arrangement and design of the content is owned either by Avaya or its licensors and is protected by
copyright and other intellectual property laws including the sui generis rights relating to the
protection of databases. You may not modify, copy, reproduce, republish, upload, post, transmit or
distribute in any way any content, in whole or in part, including any code and software unless
expressly authorized by Avaya. Unauthorized reproduction, transmission, dissemination, storage,
and or use without the express written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Third Party Components

"Third Party Components" mean certain software programs or portions thereof included in the
Software or Hosted Service may contain software (including open source software) distributed under
third party agreements ("Third Party Components"), which contain terms regarding the rights to use
certain portions of the Software ("Third Party Terms"). As required, information regarding distributed
Linux OS source code (for those Products that have distributed Linux OS source code) and
identifying the copyright holders of the Third Party Components and the Third Party Terms that apply
is available in the Documentation or on Avaya’s website at: http://support.avaya.com/Copyright or
such successor site as designated by Avaya. You agree to the Third Party Terms for any such Third
Party Components

Note to Service Provider

The Product or Hosted Service may use Third Party Components subject to Third Party Terms that
do not allow hosting and require a Service Provider to be independently licensed for such purpose. It
is your responsibility to obtain such licensing.

Preventing Toll Fraud

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

Avaya Toll Fraud intervention
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If you suspect that you are being victimized by Toll Fraud and you need technical assistance or
support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for the
United States and Canada. For additional support telephone numbers, see the Avaya Support
website: http://support.avaya.com or such successor site as designated by Avaya. Suspected
security vulnerabilities with Avaya products should be reported to Avaya by sending mail to:
securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation,
Hosted Service(s), and Product(s) provided by Avaya are the registered or unregistered Marks of
Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without prior
written consent from Avaya or such third party which may own the Mark. Nothing contained in this
site, the Documentation, Hosted Service(s) and Product(s) should be construed as granting, by
implication, estoppel, or otherwise, any license or right in and to the Marks without the express
written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners. Linux® is the registered
trademark of Linus Torvalds in the U.S. and other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website:
http://support.avaya.com, or such successor site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for Product or Hosted Service notices and
articles, or to report a problem with your Avaya Product or Hosted Service. For a list of support
telephone numbers and contact addresses, go to the Avaya Support website:
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom of the
page, and select Contact Avaya Support.

Copyright Statement

The material in this Technical Training Guide has been prepared by ITEL. The copyright in the
material belongs to ITEL and no part of the material may be reproduced in any form without the prior
written permission of a duly authorized representative of ITEL. There are serious legal implications
for anyone seeking to reproduce the material or any part of it without ITEL’s permission.
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IP Office Contact Center Contact Dialer Configuration

Overview

The IP Office Contact Center has an inbuilt dialer that can automatically distribute
outgoing calls for IP Office Contact Center Agents, therefore improving the efficiency of
the Contact Center. The dialer facility does not require any additional IP Office Contact
Center licenses to function.

The outbound calls can be distributed in a number of ways. The basis of the outgoing
dialing process is referred to as a call job. Calls / Jobs can be distributed by the IP
Office Contact Center and distributed to an available agent once the connection to the
called party is established. Alternatively, a dialer call can be distributed to an agent in
order for the agent to preview the call. The call is then made via that agent.

Call jobs are instigated for specific IP Office Contact Center Topics and the outbound
distribution of the calls is controlled by a configured Task Flow Set.

Dialer Types
Mechanic Dialer

The call is initiated in the IP Office Contact Center (CHAP Line) via SIP. When the call
is established with the customer, the call is automatically connected to an available
Agent. If no agents are free, the call is dropped or directed via a custom call flow. This
method is very efficient, however the customer call experience can be reduced if no
agents are available to take the connected call.

________
-
-

(2) call established
4 with customer

© Call initiated in i _ _
the IPOCC P @ Call is automatically connected
“to an available Agent

IPOCC Server
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Direct Dialer

The call is initiated from the agent’s telephone device utilizing TAPI. This can result in a
higher quality of call for the customer, as the agent and customer are directly
connected. However from an agent’s perspective, this method can be inefficient as the
agent has to deal with unanswered calls or calls made to incorrect numbers. The Agent
is also classed as busy while the call is ringing or not answered.

The agent and
@customer are directly
connected

__ Callis initiated from the \
Q agent’s device utilising y
TAPI

IPOCC Server
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Preview Dialer

The customer details relating to the call are previewed to the agent before the call is
established. The agent can click to end the preview time, initiated the call from their IP
Office Contact Center User Interface or end the call. If the agent takes no action at the
end of the preview time, the call will automatically be made.

@The agent and customer are
connected | °

The call can be initiated from
their IPOCC User Interface

@ The customer’s details| S (oo™
" are previewed to the _
agent before the call is . | Forexample:
made *J Customer Name: Alan Smith

_________________________________ Customer Number: 123456789
Previous Purchase : Product A

IPOCC Server

There are two methods of distributing calls with a Dialing Campaign:

Campaign Dialer

A Campaign Dialer is associated with a specific Topic. A task flow then targets an Agent
Group to which the calls are distributed, rather than a targeting a specific agent. The
agent is only selected once the call has been successfully established.

Agent Dialer

An Agent Dialer targets a single Agent. The call will only be established with the
customer if an agent is available.

IP Office Contact Center Dialer 102014 10
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Dialer Modes

Auto Mode:

Starts a number of outgoing calls that match the number of available agents. This
method uses a dial factor of 1.0 which means that the number of calls started correlates
to the number of available agents. Therefore if no agents are available, no calls are

started.

Power Mode:

Can create more outgoing calls than available agents using a dial factor above 1.0. For
example, a dial factor of 2 would result in two calls being started for each available
agent. Any calls that cannot be connected with an agent are dropped.

Progressive Mode:

As with power mode, however the dial factor can be automatically adjusted depending

on the current call drop rate.
Options for the Dialer Modes

Note: Please note any changes to the Dialer mode require a Server restart.

A: Mechanic — Auto Dialer

B: Mechanic — Power Dialer

C: Mechanic Progressive dialer

D: Direct

E: Preview

Parameter Default Minimum | Maximum Dialer
Dial factor 1.0 1.0 8.0 B,C
Max. drop rate (in %) 3 0 20 C
Access Code n/a n/a n/a D.E
Max. preview time (in mm:ss) 1:00 00:00 30:00 E

Max. preview time overrun (in mm:ss)

Not Supported with IP Office Contact Center

Reminder time (before dialing) (in mm:ss)

Not Supported with IP Office Contact Center

Max. number of dial attempts (DAS) 1000 1 1000 AB,C,D,E
Max. number of attempts to busy 1000 1 1000 A,B,C,D
destination

Max. number of attempts if destination 1000 1 1000 A,B,C,D
does not answer

Max. number of attempts when dropped 10 1 10 A,B,C,D
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Parameter Default Minimum | Maximum Dialer
Max. number of attempts with closures 1000 1 1000 A,B,C,D
Wait time between 2 dial attempts to busy | 1 1 1000000 A,B,C.D
destination (in min)

Wait time between 2 dial attempts withno | 5 5 1000000 A,B,C.D
answer (in min)

Extension of recall time if destination does | 50 0 500 A,B,C,D
not answer (in %)

Wait time between 2 dial attempts when 1 1 1000000 AB,C
dropped (in min)

Wait time between 2 dial attempts if 1 1 1000000 A,B,C,D
customer hangs up (in min)

Wait time between 2 dial attempts with 1 1 1000000 A,B,C,D
closures (in min)

Required Information

e Which dialer type will be used?
o Mechanic Dialer
o Direct Dialer
o Preview Dialer
e Will a Campaign Dialer or Agent Dialer be used?
o Which Topic is associated with the Campaign?
o What time periods with the Campaign be active?
e Which Dialer Modes will be used?
o Auto Dialer Mode
o Power Dialer Mode
o Progressive Dialer Mode
e Which Dial Factor will be used?
e What is the maximum call drop rate?
e What is the maximum Preview Time?

e What is the maximum time that a Preview can overrun?

e What is the maximum period an agent’s reminder time will be displayed?

e What is the maximum number of dial attempts?
o To busy destination
o If a destination does not answer
o When the dial attempt is dropped
o When the dial attempt is closed

IP Office Contact Center Dialer
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¢ What is the wait time between two dial attempts?
o To a busy destination
o When there is no answer
o When the dial attempt is dropped
o When the customer hangs up
o When the dial attempt is closed
o When the customer hangs up
o When the dial attempt is closed
e Are enough lines available for the Dialer calls to be processed?

¢ Are there adequate numbers of IP Office Contact Center agents signed into the
system to handle the generated calls?

o For example, in a Progressive dialer environment it is recommended that
a minimum of five agents are signed on to the required Agent group.

IP Office Contact Center Dialer 10 2014 13
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IP Office Contact Center Dialer Configuration

Allocating Channel Resources to the Dialer

1. From the Go to menu click Configuration.

A IP Office Contact Center

File Goto Help

X
]
3
i

Telephony

Realtime information
Reporting

Adgent Status Reports

Contact Detail Reports
Errar List
g Configuration

2 Ul config

10 Task Flow Editar

11 IWR-Editor

12 Dialer

13 E-bdail configuration
14 Texthlock admin

13 Address book admin

[l L= L B B L L

Windows  Help

Options
& | I | & G
=

2. Click Service and then select VEA...

A IP Office Contact Center

File Goto Help

Configuration  Swvskem

Anent Portal

ervice  Windows  Help

i

E Break Time code

J (0 @ Topic

I ame

Topic

Topice
Topic3
Topicd DPD
T opicdud,

IP Office Contact Center Dialer

Wi I <l

Comparwy kain Me

ol .-‘.w"u e oy o "ﬂrhﬂ&

eporting Filkers. ..
Special Settings. ..

Telephone Settings. ..
Announcement Modules,
PE=...

Counkry Setking...

Queue Device, ..
Telephone. ..
Telephone grou
CHAP 5

Mer

Access Code Agents. .
Access Code Topics. .,

E-mail Settings. ..

Chat server. ..
Chat setkings. ..

| 42 Profile

| 3%
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3. Select VEA (Voice Extension Adapter) and then select the Edit... button.

A P Office Contact Center

17:18 1 0:00 | | Administrator (-)

Configuration System  Serwice ‘windows Help

View [ <am |
@D | QTop\c | mAgent group | .Q Agent | 43 Prafile | @Team | [£3] Customer | [ External destination | %Workp\ace | J3 Announcement I @Announcement script | @\VF\ I
B Break Time code I SEPEY I FECHAP sarver SEVEL I & Country I (g Queue device I 3 Telephone | #5 Telephane group I T Chat server “ix Chat script I

Edi...

Create...
Delete:

Yersion
90.1.0.2000

Starting time:
2942014 10:25:25 &M

Sessionld

| Host name

training

P e v = WMM'*‘-“*\MW’“‘“‘."‘M\@&__} i, ol

4. Click the Properties tab.

izeneral | Properties I*——

Zancel |

Rlame: VE &

Hostname: I Eraining

Session-10: I 0

Skart Eime: I 5fz9/2014 10:25:25 Af
Wersion: | 30.1.0.2000
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5. At default, the MaxCountofDialingDevices is set to 0% and therefore the IP Office
Contact Center dialer cannot make any outgoing calls as it does not have the required
resources.

[VEA] YEA - Edit

General  Properties
hame |C|:|ntent Cancel I
DefaultScripk
DisconnectSupervision Tirmeouk 3000
Max CountOFDialingDevices 0%

Max CounkOfWaitqueueDevices 100%:

Max SpeakTime 1300

iMaxTransferTime 10

Play TextSeqRetryCount 3

Play TextSeqRetry Timeout 3

TaskserverActionTimeout 10000

TaskserverRouteResponseTimeouk 10000

UseCarrierBasedR.ouking true

kil | 0

|

6. Depending on the configuration of the IP Office Contact Center, you may need to share
the resource of the server to allow the two IP Office Contact Center ‘devices’ to facilitate
outbound and inbound calls. At default, the IP Office Contact Center has 120 available
channels in total. However for dialing, only the range for queue devices are used (default
after configuration via excel import is 30 channels for topics, 60 queue devices, 30 IVR
ports).

K |

2= [CHAP] CHAP - Edit

General CHAP adapker |F‘r|:||:|erties|

Mame | Tvpe | Information | Cancel |
w IPO-SIPEXT-IP-1 IPO-SIPERT-IP IPCfFice SIP Extension Edit |
Create |

£} [CHAP adapter] IPD-SIPEXT-IP-1 - Edit

zeneral | CHAP adapter line | EHAP application resource | Propetties I

Range of call number)s mumber af channels Information

7000-7009;70000-700,,, 120 Topics and Gueue D

Ik

Zancel

SIP extension

Edit

Creake

dfbf

=l A sty Y At gl e B N s p ]
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7. Therefore a % allocation of channels has to be allowed to facilitate outbound dialing
MaxcountOfDialingDevices and inbound calls MaxcountOfWaitingqueueDevices.

General  Properties |

Mame Content Cancel |
Defaultscript
DisconneckSupervisionTimeouk 3000
MaxCountOfDialingDevices 0%
MaxCountOfYaitquenslevices 100%:
MaxSpeakTime 1500
iMaxTransferTime 10
PlayTextSeqRetryCount 3
PlayTextSeqRetry Timeout 3
TaskserveractionTimeout 10000
TaskserverRouteResponseTimeouk 10000
UsearrierBasedRouting true
K s

8. Inthe example below, 40% of the channel resources have been allocated for use with
the dialer. Therefore the dialer will use up to a maximum of 24 outgoing channels (using
the imported channel configuration, 40% of 60 queue devices equates to 24 channels for
the dialer). To change the % double click in the Content field and amend as required.

[VYEA] YEA - Edit

General  Properties |
Marme | content Cancel |
DefaultScripk
DisconnectSupervision,.. 3000
iMaxCountOfDialingDe. . .

MaxCounkOfwaitquey..,  60%:

MaxSpeakTime 1800

MaxTransFerTime 10

PlayTextSeqRetryCount 3

PlayTextSeqRetryTim... 3

TaskserverActionTime... 10000
TaskserverRouteResp,., 10000
|dseiCarrierBasedRouting  krue

|
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Note: You must ensure that there are sufficient lines available to service the percentage of
channels allocated. Therefore the MaxCountofWaitQueueDevices and
MaxCountofDialingDevices must be set for the Dialer module.

Values can ber configured to total more than 100%. For example, you can set 75% for queue
devices and 65% for dialing devices. This enables optimum use of the devices for inbound and
outbound calls and jobs.

If you have few inbound calls for example, the Dialer module can use more devices for
outbound jobs or vice versa. If you have more inbound calls make sure you have enough
waiting queues.

Note: Do not set MaxCountofDialingDevices too high, otherwise there may be no available
devices to facilitate inbound calls.

Creating an Agent Group to be used with the Dialer

We will now create a new Agent Group that will contain the agents who will handle the
Dialer calls.

1. Click Configuration and then select Agent group.

A, IP Office Contact Center

File Gaoto Help

Help

Agent Portal Configuration  Systern  Service  ‘Windows

o= | 3

fgent prafile | L PBE | SECHAP server
Tearn fﬁ.ﬂ.gent group | ¥ Agent I {1
Cuskomer
External destination i | Tel
Workplace #
S

Announcement .
announcement scripk 5
VR w
Chat scripk ,

] ] (o743 *
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2. Click the Create button.

A 1P Office Contact Center

File Gota Help 20:31/ 0:00 || Administrator ()

PRIt an e orfiguration  System  Service Windows Help
ﬁ View | < |
B Break Time code | sePex | FECHAP server | e | o Country | G Dueue devics | 3 Telephane | (5 T elephane group | T Chat server i Chat script |
J @ | ®Tosc  Hcertgoup | PAgen | fIPolle | §HTeam | ECustomen | 7 Evtemal destination | 8hWorkplace | 3 Announcement | [@) Announcement seipl | &5 VR
Name o [vitas [ Tel [Emal  [chat  [PBx | Edi |
Admin ® FBxServer
Marketing " PExServer Create...
Sales * # PBServer
Suppart w w PEXSerer Create virtual 40G..
Warshouse ® FBxServer Copy |
Delete |

gl P AN s ittt e st Ny | pitn s gl ssiotich gt i, st g P e e N et gt .

3. Enter a Name for the new Agent Group. For example Dialer Group.

L% [Agent group] - Create | x|

Ganer|

M amne: Dialer Group arables. . | Carcel |

T azk types
[ Telephary
I~ E-mail
™ Chat

Wirtual AfG: |<N|:|ne>| J
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4. Click the Telephony Task Type and then select the OK button.

-f.!r [Agent group] - Create

General | ﬁ Telephomny | m
M ame: IDiaIerGrDup W ariables. . | Cancel |

T ask types /

v Telephony
[ E-mail
[~ Chat

Wirtual AG: <Mone: J

I..*""*‘."""‘“\*‘ e \M‘hﬁ‘_‘.' kil he o B e g

5. The new Agent Group is displayed.

A 1P Office Contact Center

File Goto Help 20:407 0:00 | | Administrator (-)

I G CIM Configuration  Syskem  Service Windows  Help
ﬁ Vizw: [ < |
BBreak Tinecode | 3€PBX | 3BCHAPsever | 2HVEA | @County | @ Quevedevice | (STelephone | @5 Telephone goup | eChatserver | S Chatsoipt |
J @D I QTopic &Agent group | .Q Agent | Q Prafile | @Team I [E3] Customer I [ External destination | aWorkplace I 49 Annauncement I @Announcement script I @\VH
Name . JvitAG [ Tel [Emsi [ Chat [ PBX ] Edit.
Admin =
¥ Create...
Marketing x
Sales % % PBXServer Ereate vitual AR
Support H * PEXServer Copy...
Warehouse # PExXServer
Delete

N L T T DI &\,J-‘_’.‘_"“u..'ﬂ.ﬂ\w bt ol

6. Click Configuration and then select Agent.

File Gaoto Help

Agent Partal onfiguration  Syster  Service  ‘Windo

opic
Agent grou

2

| 3EPEX 4
Agent gmr__

Agent profile

Team

i
J/

Cuskomer
External destination
Warkplace

Announcement
Announcement scripk
IYR.

Chat scripk

L""--..J..‘-""w‘ i¥
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7. Select the required Agent and then select the Edit button.

A IP Office Contact Center

File Goto Help 20:42/ 0:00 H Administrator () ¥

Configuration System Serwice Windows Help

View [ <an -]

B Break Time code I FEPEX | FECHAP server I SEVEA | @ Courty | (i Queue device | 133 Telephone | {5 Telephone gioup | T Chat server i Chat script |
GD | QTop\c | mf-\gent group QAgenl IQ Profile | @Team | [E5] Custarmner | ' External destination | %Workp\ace | 3 Announcement | @Announcemenl script | @IVH

Name o [ Tel [E-mail [ Chat [ Number [ PBx: [ E-mail addiess ] Edi..
Alan = PEXServer

Bob X PEXServer Create...
Dave PEXServer
PEXServer LI
Delete

Server Katen@mail abcoompany. com

3 Ry

e

# PEXServer

Supervizor

B i i T T L Y T R N T W

8. Click the Telephony tab.

4 [Agent] Scott - Edit

General | € Telephany h—
Task t —
System name: Im A5k pEs Passward... Cancel |

¥ Telephany
Login name: IS:::::tt I BESal Znd|paszword...

[T Chat

Il

Yariables. ..

Autamn. zign an through windows user accaunt

Skillz... |
| zernarme:; I

-.4._\1___._‘ *._\_1_-!.__"'\ o o m#"wl@%‘b _\_-_*_‘_#—.-...‘.

9. Click the Add... button.

4 [Agent] Scokt - Edit

General ﬁTeIepth}l |
Telephary name: Im Pazzword... | Cancel |

[ urnter: I

[im of cannections: |1 j Wap Up:  |100 :ll z

[Call divert logout; I

— Group assignment /

Pric |Name |A Add.. Settings... |
B0 M arketing b
<Manes [elete |
<Moner
<Mone: —l

Up
<Mone;x LI o

NN PR R e vep - VEEF S SRR UEPT SRR SR S ) .
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10.Click Dialer Group and then click the OK button.

I 3£ FExServer ﬁ‘. ok |

Mame ERREREE Cancel |
Adrmin H FB#Ser...
Dhialer Group * .
Salesz HoM FB*Ser...
Suppart * ®  PB=Ser..
Warehouze H FB#Ser...

I o g o e ity o

11.The group is assigned. Click the OK button.

& [Agent] Scott - Edit

General ﬁTeIephun}l |
Telephony name: ISI:I:Itt Pazzwiard, . | Cancel |

[Humber: I

Mo of connections: |'| j wiap Up: 100 j ¥

Eall divert logout; I

— Eroup azzighment

Frio |Name |A Add... Settings... |

B0 b ark.eting b

Delete |
<Mones
<Mones Ll
<Mones lI e |
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Creating a New Topic for Use with the Dialer

1. Itis recommended that a new Topic is created that will be used by the Dialer. The
Agents will login and out of the Group that is allocated to the Topic. They will then be
able to receive the dialers outgoing calls. Click the Configuration link and then select
Topic.

A IP Office Contact Center

File Goto Help

Help

£

Agent Portal Configuration  Swstem  Service  Windows
Agen
Agent

fgent praofile % A gent group | ¥ Agent I
, Team | FEFPEx | e CHAP server

Cuskomer
External destination + | Hast name
Workplace training

up

s

Announcement
Announcement scripk
IWR

hat scripk

PO S

Sy e padnd

2. Click the Create button.

A 1P Office Contact Center

18:36 7 0:00 ‘ ‘ Administrator (-) =

Configuration  Swstem  Service ‘Windows Help

View [ < =

B Break Time code | FEPBX | SECHAP server | Fgvea | & Caunhy | {4 Dueue device | = Telephone | {5 Telephane group I T Chiat server “ Chat script I
@D eTop\c |{ﬁAgent group I ,QAgent I Q Prafile | @Team |Customer | " Extemal destination IaWorkplace I 43 Announcement | @Announcemenl script I@IVH

Name o [Tel [ Emal [ Chat Humber [ Active [ PBX | E-mail address | =]

Campany Main Menu = 7008 EY PE=Server

Topicl ® = ® Toot ® PB®Server Topic! @mail. abccompany.com Create...
Topic2 = o0z X PB=Server
Tapic3 % 7003 % PEXServer T ow |
Topicd DPD = 7on4 #® PB=Server Delete
Topicdd S 7005 W PExServer

Blocking perods

g ol g A e _\_Hw»w.’“‘“"x’- ettt iadt ol b o ".p-—d- SRR S SRR s |
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3. Enter a Name for the Topic, for example type Dialer Topic.

%=[Topic] - Create

General |

M ame: Dialer Topic

X

T azk twpes
[ Telephany
[ E-mail
[™ Chat

Pririty: I I ill

1 block. period... |

Yanables...

Cancel

i

4. Click the Telephony Task Type and the select the Telephony tab.

*.[Topic] - Create

General | £* Telephany h—'——'—'—-

Mame: IDiaIer Tapic

T ask twpes
v Telephony
[ E-mail
™ Chat

Pricrity: I 0 ill

[ block. period... |

Wariables...

Cancel

i

IP Office Contact Center Dialer
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5. Inthe Postdial (1-digit) field, enter the last digit for the Topic. In this example, the Topic
number will be 7009. Therefore a 9 has been added as the Postdial digit.

% [Topic] - Create

General ﬁTeIephnn}l |

Aocezs code; Postdial [1-digit] : Jab code. Cancel |

Topic Mumber: T0o0 =| |9
P I J I Reparting/R T Info
Skills. .

il

A R owiti |
Agent group:; |<Nune> * J auting...
Wrap Up: I Dj 5 Apnouncement.. |

b ax. rezervation time: I EUiII >

[Migtribute call after release by agent - mar, |_|:| hirmes

Scrpt for playing woice mails:

<Mone: _I

6. Inthe Wrap Up field, increase the Wrap Up time from 0 to 30 seconds. This will provide
sufficient time for the Agent to qualify the call event.

*.[Topic] - Create

General ﬁTeIephnn}I |
Aocess code; Paoztdial [1-digit] : Job code, Cancel |

Topic Mumber: I 00 j IEI

Reparting/BTInfa

/ Skills...

il

o Bt
Agent groLp: | BLiing... |
= Announcemnent...
Wwirap Up: % —l
Per ]
M aw. reservation tirme: I Bﬂj g
[Mstribute call atter releaze by agent - max. |_|:| times

Script for playing voice mails;

{Mones _I
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7. Click the Agent Group browser button.

%[ Topic] Dialer Topic - Edit

General ﬁTeIephah}l | ] 4 |

Aoocess code; Postdial [1-digit] ; Jab code. | Cancel
fopie Humber I?DD j IEI HepnrtingHHTInfnl
Skils.. |
&gent group; |<N|:|ne> Routing... |
wirap Up: I—an s .ﬂ.nnnuncement...l

b az. reservation bme: I 3Ui|| 3

[Migtribute zall after releasze by agent - mar, |_|:| times

Script for plaving voice mailz:

<Monex _I

8. Select the Dialer Group that was previously configured. The agent group can also be
taken from active task/call flow.

-f._i Select AG for bopic
I C PBHServer j ]

Name " v[Tlelclrx ] _ Cofe |
Admin s PB=Ser...
Dhialer Group :
ki arketing * PB=Ser...
Sales A PB=Ser...
Suppart s ®  PB=Ser..
W arehouze p: PB=Ser...

I e N Sy e SR W R e
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9. The assigned Agent Group is displayed. Click the OK button.

% [Topic] Dialer Topic - Edit

General € Telepharny | ok
Access code: Postdial [1-digit] : Job code, | Cancel |
Topic Number: I?EIEI j IE' Hepn:nrtingx'FlTInfn:nl
Skils.. | /
A 0ent group: IDiaIer Eroup |:I Fouting... |

‘wirap Up: I Snill R Annaunzemert...

b aw. reservation time: I EUj 3

[Mstribute zall after releaze by agent - max. |_|:| times

Script for plaving voice mailz:

{Mones _I

10. The new Topic is displayed.

A IP Office Contact Center

2022/ 0:00 || Administrator (] +

Configuration  System  Service Windows Help

View [ < LI
|

Bk Tinecode | 3€PEX | 2ECHAPsever | ZBVEA | @Courly | €fOueedevice | (STelphone | @ Telephonegoup | T Chat server e Chat soript
@D QTnplc |mAgent group | gAgant | QPmHIe |@Team I@Eusmmer | ' Estemal destination |Qw'ﬂrkplace | J3 Announcement | @Annnuncament seript |§9\VH |

- | Tel  [Ewmal [Chat | Number | Active | PBX | E-mail address | Ed...

i 7006 i PBServer

Name

] P er Create.
Topicl % ® % 7001 % PEXServer Topic] @mail abscompary. com
Tapic2 % 7002 % PEXServer _ewe |
Tapic3 » 7o03 ® PBxServer Delete
Topicd X 7004 X PBxServer

Blocking periods

- gl el e i B AP W gt A rn RN N N e G | o e A
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Creating a Call Flow for use with the Dialer

A Call flow for the Dialer can now be created using Task Flow Editor.

1. Click the Go to menu and then select Task Flow Editor.

A IP Office Contact Center

File 'Gota Help

1 Home o Service  Wind®
2 Telephony

Realtime information

Reporting

Agent Status Reports
Contact Detail Reports
Errar List
Configuration

(Lo L= b B L L B L

I config
10 Task Flowy Editar
11 IWR-Editor

12 Dialer

13 E-mail configuration

14 Texthlock admin \
15 Address book admin

A P Office Contact Center

o Help

Windows  Help

Chri+ ']II

Close pmbals |
Ackivate

&ctivate in addition =
Reactivate. ..

Save Chrl+S
Save as...

Task flow set Edit  Tools

= [E-mail flc

Information

Delete. ..
Cefault task Aow set... | W |t - - - - -
Active task flowset.., | W] 0 0 T

Export,.. W,
Irpott,., Wit

Print... ceer W

Prink presiess W (L

_g Agert Wy

' External destination JIE | ! |

T T i S »- &
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3. Click the Active Task flow set and then select the OK button.

{-) Dpen task flow set Ed

Queuelinit-230414
S0E7052014
T azk Flow E=arnple

Eﬁ OE0E2014TFS01 - l k. I
Irmipart TF-Set ﬁ

Cancel

T askFlow! -03-04-14

TaskFlow-GL- 1-04-2014
TazkFlow-rMPro-250414 |-
T51

TEF-15052014 =l

A

4. Enter the password if required and then select the OK button.

£} Password

Enter the tazk flow zet pazswaord: 'Nﬁ 0 I
|
I Cancel |

5. A message appears to inform you that you cannot open the default task flow. Click Yes
to create a copy.

Task Flow Editor r

¥ and cannot be opened.

IGI The selected task Flow set is the default bask Flow set
= Open a copy of this task Flow set?

6. Name the Task Flow Set and click the OK button.

{-} Generate new task flow set

Marme: |2n 0g 14
Author: Iﬂdmlmstrat:\ Eancel

Paszward:

Confirmn passwiord; I |

Comment;
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7. Click Edit — New and then select Call Flow....

A, IP Office Contact Center

File Goto Help

Aaent Partal Task Flow set | Edit Tools  Windows

ﬁ Dielete

el 20061 | symbals  ENTF EMail Fl

’ F-[ Tele  Selectal CEHEA Chat Flaw,

Macro. ..
Erail Macra. ..
Chat Macra. .,

waial - ipiil '\.-...\\_F- st I~
8. Inthe Name field type Dialer.

) New CallFlow

Name R T
Task Flowgroup: [T | _ Corce |

9. From the drop down menu select Telephony.

{=) New CallFlow
Hame: IDiaIer Ok I
T azk Flow group:

10. Click the OK button.

=) New CallFlow | x|

“ P —=e |
Taszk Flow group: ITElepth_lrl j Cancel |

IP Office Contact Center Dialer
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11. Click the List of symbols tab.

A IP Office Contact Center

Eile Goto Help

Edit Help

Agent Partal Task Flow set
ﬁ Dl v /& a8 Mo
T 200614 |EE List of symbols

P -

Tools  Windows

[CallFlow]:Dialer

12. To start the Dialer topic, a Telephone calls element will be used. Drag the element into
the Call flow working area.

A IP Office Contact Center

File Gota Help

Edit Tools ‘wWindows Help

Iﬂlgent F' Drtal Task. HDW sek
e d| /&M Do

‘ . Eﬁ 201 06 14 %E List of symbols | [CallFlow]:Dialer

' ...... abe Label -

[=-{&@ Destinations

------- m &gent group

- Telephone calls
SN w*-uﬁ-*.-a._f*ﬁ. -l

I
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13. Select Dialer Topic and then click the OK button.

# select telephone calls

j oK

I ﬁ T elephany

Narne + |7l Elc] Number | PEx_| Capcel |
Company Main b, = FO0e PE...
Dialer T opic b 7009 _
Topicl ®ow w700 PES...
Topic2 % 7002 PE...
Topic3 o 7003 PE:...
Tapicd DPD e 7004 PE:...
Topicés e 7005 PEX...

| Columtz |

e

L

14. The configured element is displayed.

A IP Office Contact Center

File Goto Help

Windows  Help

Task flow set Edit  Tools

Agent Portal
DM v & &HBElme

ﬁ T3
AN

200614 EE Lizt of symbaols |
abc [abel -

T Trace task

=l-[a Sources

ﬁ Telephone calls

(= Voice mails
....... I’;TWH . ;

IP Office Contact Center Dialer

[CallFlow]:Dialer

Dialer Top
L] ]
= €
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15. We now need to check if any Agents are available before the call is distributed. This can
be achieved using a Logic element. Drag the element into the Call Flow working area.

A 1P Office Contact Center

File Goto Help

Agent Portal Task flow set Edit Tools  wWindomws  Help i
H Dl v & a8 me 7

FB 200614 BH List of symbals | [CallFlow]:Dialer

------ f& Chat script {1 script) ;I
=& Announcements

[ 1vR seript
IYR-Scripk {1 announcer

------- @ Announcernent scripk

------- @ announcement scripk {1
[=-[@r Connecting units

ED System cor
------ Check Time Periods

16. In the Name field type Available Agents and then click the Keywords... button.
(¥ Logic

M ame: I.-f‘-.vailal:ule Agents ok I
Input i fire] Cancel |

et OT= [no]
N exit OF= [no) Select.. |
X
— Condition M ew
;I F.ewuords. .. T azk tag op... |
Cperators. ..
Tazk tag...
;I anables. ..
Comment:
| -
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17. Click the Number of Free Agents.

-} Available keywords

wumegd[ Y [voice] tT ot oiceksg
Collectaor specific

pl ). zallzinlueus

pl ) tazksT oDistribute

p[ 7] averageis ait

Pl rasha it
.-’-'-.gent group specific

ag[? ||:- eu:IEIn

ag[7][] averagelCallsPerHour

aq(?[]. averageSpeechTime

ag( (] queueF actar

aq[?[). processzable

ag [} loggeddnFarSkill:
IR -zpecific

wuzcr ¢)[vaice]. freeParts

wizcr ¢ [vaice] totalPaorts
Call-zpecific

ctazkType

. waitT otal

1| |

Total zpeech time of voice mails ;I 0k I
Murnber of tazks in queue Cancel |
Murmber of tazks on the collector, due for

Awerage wait time in seconds

b asirnurm waiting tirme of all zallz # emailz
T ask-type

Murnber of signed-on uzers = all
MHurmber of free agentz -
Awerage number of calls per hour i
Average conversation duration in second " emai
[Queue factor [must be entered in tenths € " chat

MHumber of agents signed-on to the agent
Mumber of agents zigned on to the agent

Murnber of free ports
Murnber af available paorts

Tazk twpe [voice, e-mail or chat)

Total wait tirme in seconds _ILI
3

18. Click the Voice Task Type and then click the OK button.

=) available keywords

wumzgd[?][voice] tT ot oicekdzg
Collectar zpecific

p[ 7). zallzinlueus

pl 7. tazksT oDiztibute

pl ). averagehs ait

P[P0, e @it
.-'f-.gent group zpecific

ag(? Iu:u eu:IEIn

ag[7][] averageEaIlsF‘erHDur

ag(?1[]. averageSpeechT ime

aaql ?[]. gueueFactor

aq ][] proceszable

ag [} loggeddnFarSkills
IR -zpecific

wuzcr ¢)[vaice]. freePorts

wizcl| ?[voice] totalPorts
Call-zpecific

ctazk T ype

c.waitT otal

al |

Total zpeech time of voice mails ﬂ_w
Mumnber of tazksz in queue Eeme |
Murmber of tazks on the collector, due for

Average wait time in zeconds

b airnurn waiting tirme of all callz # emailz

T azk-type

Al
& o

MHurmber of zsigned-on uzers
Mumber of free agents

Awerage number of calls per hour
Awerage conversation duration in second
Cueue factor [must be entered in tenths &
Murnber of agents signed-on ta the agent
Mumber of agents signed on to the agent

Mumber of free portz
Humber of available portz

Tazk twpe [voice, e-mail or chat)

Total wait time in seconds _ILI
2

IP Office Contact Center Dialer
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19. Click after the Condition text.

{=) Logic
I ame: I.-’-'-.vailal:ule Agents ak I
[t M= [ra] Cancel |
' et OT= [no]

N exit OF= [no) Select.. |
— Conditioh Mew
ag( #[voice].free() | ﬂ Femuords. . Taszk tag op... |
Operators. .
Tazk tag...
j " anables...
Comment:
| y
20. Click the Operators... button.

=) Logic
I arne: I.-’-‘-.vailal:ule Agents Qg I
[yt IM=[rn] Cancel |
' et OT= [no]

N exit OF= [no) Select.. |
— Conditioh Mew
ag( #[voice].free() | ﬂ Femuords. . Taszk tag op... |
/4', Operators. ..
Tazk tag...
ll " ariablez...
Comment:

IP Office Contact Center Dialer
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21. Select the greater operator and then select the OK button.

£} Available operators

= rcdula - Ok,
B arithrn. and J
[
[
]

anthrn. ar Cancel |
Open bracket

Cloze bracket
Comparizon operators
== equal
I= rot equal
{ less
{= lezs than or equal

»= greater than or equal
Sting operations
+ Connected words (2.0 "Call"+" ' Center w
Lexicographical waord comparizon for equ.
Lericographical word companzon for not o
Lexicographical ward comparizon for less
Lericographical word comparizon for less
Lexicographical ward comparizon for gres
| Lexicographical ward comparizon for gree ™
3

e T L

A

22. Within the Condition text change the ? to OT and add a 0 to the end of the condition.
Then select the OK button.

€) Logic
M arne: I.ﬁ.vailal:ule Agents oK
[nput M= [ro] Cancel |
Y et OT= [ha]
M exi OF= [na) Select.. |
— Condition Mew
ag(0T[voice] free] = 0 ;I K.epwmards. . Tazk tag op... |
O peratars. ..
Tazk tag...
;I Yarables. ..
Comment:
| =

B
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23. The configured element is displayed.

IP Office Contact Center

File Goto Help

Agent Portal Task flow set  Edit Tools ‘Windows Help

ﬁ DEeE v & ABENDH

gﬁ 200614 EE Lizt of spmbols |
fcfn Chat script {1 script) ;I """"""""""" '
J == Announcements .. . . |DialerTap| . . | |Awailabled | . . . . . . . .. x
_ N O - - | & a1 -
- [] IWR script N ¢ . ? mad f
- [12) IVR-Seript (1 announcerr s o 1 - :

[CallFlow]:Dialer

@ Announcement script L L o o o o

@ Announcement script {1

I':‘IDI Connectingunits | b

“-"Hﬁi« %Wﬁﬁw el L'H" Wl ARy it s

Note: If required, as an alternative to using the Logic element and to avoid syntax errors, the
connection element Available agents fulfil the skill can be used.

: Diialer Gro

------- (5 avalable agents fufil the skil e (€% [

24. If an Agent is available to take the call, the call should be passed to the Agent group.
This can be achieved using an Agent group element. Drag the element into the
CallFlow working area.

A 1P Office Contact Center

File Soto Help

Edit Tools Windows Help

ﬁ DEed v & GLEEDE x
@ Waice mails o P o e
[=]-[@r Desting

FB 200614 BB List of symbals | [CallFlow]:Dialer
J - sources . [DiglerTod . . . [availabled . oo
B Emal FAD |
m Agenk group,

Agent Partal Task Flow set
W Trace task :I ..............................
- f® Telephone calls %ﬂ Ej? %*"
i Click and Drag
o f® Telephone ca
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25. Select the Agent Group that was previously created for use with the dialer. In this

example, the Dialer Group has been se

L% Select agent group

lected. Then click the OK button.

I ﬁ T elephany

Narne vl 7] E] [ PEX

Admin

Dialer Group P

b ark.eting H )
Salesz oM FB#Ser...
Support H ® PB=Ser..
Warehouze x PEB=Ser...

HERN

| Columtz |

e

26. The configured element is displayed.

A

IP Office Contact Center

File Goto Help

Agent Portal Task Flow st Edit Tools  ‘Windows Help

DE-H v & mEE DB

gﬁ 200614 EE List of spmbols |
‘ﬁ‘ﬁ' Trace task

[ Sources

o € Telephone calls

-E2) Vaice mails

E1 E-mail

[

IP Office Contact Center Dialer

[CallFlow]:Dialer

L Cialer Top| S

- Available A . jialerGral | . . . . . ..
R K P - -0 A O |
. :| P |E PR A :| ........
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27. In this example, if no Agents are available to take the call, the call will be disconnected
from the dialer. This can be achieved using a Drop element. Drag the element into the
Callflow working area.

A, 1P office Contact Center
File o Help
Agent Partal Task flow set  Edit Tools ‘Windows Help

~ DEH| & &8Eme *

gﬁ 200614 EE List of symbals | [CallFlow]:Dialer

T Trace task A #
=& Sources o S S
------ € Telephane calls

------ =) Voice mails

[=]-[@ Drestinations

------ m Agent group

...... € Telephone calls

b

------ g‘ Current agent T
al ak T N = T A WY L NP

28. The configured element is displayed.

A, Ip office Contact Center

File Goto Help

Agent Partal Task Flow set Edit Tools  ‘Windows  Help

ﬁ DEE| v & M&EE DD

=0 |
ﬁ Trace task d .....................................
== sources R S .. . . |DialerGra| . . . ... ..

[CallFlow]:Dialer

gﬁ 200614 oo List of symbals

- f* Telephane calls N ST N I
) Voice mails S - S e
B Eemal

- %y Chat | R,
HD Destinations M AF - - e b e B '
% Agent group . - 2 o
< Telsphone calls R D | DEREE

E E-I‘ﬂal| .....................................

e chat W E
’-w-'\ R ﬁ."ud"m%@m-w‘-“-."" el A b osnana. o

tiia
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29. Connect the elements as illustrated below.

[CallFlow]:Dialer

Dialer Top| . . [Availabled . . . . . [Dialer Gra

| O | ] 1]

jﬁ o ?IE ..jm
L e
....................... ¥

30. Click Task flow set and then select Save.

A IP Office Contact Center

File Gotao Help

Edit Tools ‘Windows Help

Agent Portal ask Flow set

W Chrl-+M m
ﬁ Dpen Chrl+

Close

Activate
FY
Ackivate im addig / —I

Reactiv .

Save as...

Information

Delete, ..
Default kask Flow sek, ..
Ackive task Flow set, .,

Export...
Imnport...

Print. .. ChrlHP
Print prewview

o |'_?,'- Exkernal destination

Naotom e tomag s g AL
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31. Click Task flow set and then select Activate.

Task flow set  Edit  Tools  Windows Help

i kel m
CIpen Chrl+0

=]

Activate in addition

Reactivate. ..

Save Ckrl+3
Save as...

Inforrmation

Delete, ..
Default kask Flow set, ..
Active task Flow set, .,

Export. ..
Imnport, ..

Prink. .. ChrlHP
Prink preview

- |'_7,-' External destination

N

32. When prompted click the OK button.

Task Flow Editor |

:l Task Flow set successfully activated,

m
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Defining an Access Code and Dialing Parameters

1. A number can now be defined to be used for outside line access for the dialer. Click

Goto and then select

Configuration.

A, IP Office Contact Center

File Goto Help

I
]
3
i

Telephony

Reporting

Error Lizt

= e B L L R E o D L e

9 Ul config

11 MR-Editor
12 Dialer

Realtime information

Agent Status Reports
Contact Detail Reports

Configuration / one calls

10 Tazk Flow Editar

13 E-Mail configuration
14 Texthlock admin
13 Address book admin

ool Windows

& | & BB

izt of syml:u:uls

nailz

3
nroup
one calls

T E-ram

%c__hat

\M#% B st &

2. Click Service and then select PBX....

A IP Office Contact Center

File Goto Help

Agent Portal

Configuration  Swskem | Service ‘Windows

5
@

BT

eporting Filkers. ..

= I

Special Setkings. ..

Help

Elizelk Tie camlk I Telephone Settings. ..
Announcement Modules, .,

@ Topic

M ame

IP Office Contact Center Dialer

Compaty kain Me
Dialer Taopic
Topicl

Telephone. ..
Telephone grou
CHAF Server,..
VEA...

Topic2
Topic3
Topicd DPD
Topicud,

Arccess Code Agents. ..
Arccess Code Topics. ..

E-mail Settings. ..

Chat server, ..
Chat settings...

el

I gt F'ru:uflle
el | E-maf

B e T N e “‘-j
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3. Select the PBXServer and then click the Edit button.

A 1P Office Contact Center

Eile Goto Help 18:11/ 0:00 || Administrator () ¥

Configuration  System  Service ‘Windows Help

iew [ <an |

@ | @ Topic | !ﬁAganl graup | £ Agent | £ Profil | @Taam | [E3] Customer | [4' Extemal destination | 8l workplace | J4 Annauncement | @Announcement sciipt |§3IVH |
B Brook Time code SEPEX |?§EHAP sever | FPVEA | @County | CFQuevedevice | (STelephone | @ Telephonegioup | "Chatserver | SaChatscript |

Laocation Edit.

Delete

B s B At O B il oo AN s O s il et n T o

4. Click the Access code... button.

BX Configuration - Edit

W ET Type: I |POffice j k. I
Abbreviation: I Yerzion: I R3.0.2 j Cancel |
Location: I Uzermanme; I Settings... |
Color: || | j Pagsward | ssssssss Ext. brunk Iine...l

P | Access code bo | Connect. o | Accesz code €. | Connect, f... | Change... |

= v Access to Contact Center

T azk zerver ITS_IPD_PBKSewer Edit... | Acceszs code for

Dhialer:

PB& access...

/!
i

C5T race park: IEEEE Access code for I Access code...
external OutCC:
g Aoceszs code for I
I PEX deaclivated internal OutCe: (Canf. aecess |
[™ Estemal distribution blocked Access for addiess I

book zerer:
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5. Click the Add button to add an access code to be used by the preview, direct and the
agent dialer.

> Access Code

Access code For preview,
direct and agent dialer

Access Code | L':Ell

#Add

[elete |

4

6. The default is O but can be changed to the required access code for your system. In this
example, an access code of 9 has been added. Click OK when complete.

>+ Access Code

Arccess code Far preview, ok
direct and agent dialer

frcess Code el

El

alds

Delete
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7. If required, an access code for the mechanic dialer can be added. In this example, a 9

has been added. Click the OK button.

>+Z PBX Configuration - Edit

W arne: IPBXSEWEI Tupe: IIF'EIffice j OF.
Abbreviation: I Yerziomn I RA.0.2 j Cancel |
Locahion: I I zermame; I / Settings... |
Color: || |j Pasaward I sessssse Ext. trunk Iine...l
FPB¥ | Access code to | Connect. to | Accesz code f.. | Connect. f... | Chatae... |

= |v Access to Contact Center

ITS_IF'EI_F'BXS Erver Edit... |
C5T 4 race port: IEEEE

[~ PE deactivated

Tazk server:

[~ Extemnal distribution blocked

Access code for
Dialer:

Access code for
external QutCL:
Accezz code for
internal OutCC:

Access for address

book, gerver:

N

i

PB* access..

Access code...

Conf. azeess ...

1]

8. Click the Go to menu and then select Dialer.

A IP Office Contact Center

File 'Gota Help

1 Home N

2 Telephony

3 Reaftime infarmation
4 Reporting

2 Agent Status Reports
B Contact Detail Reports &
7 Error List

g Configuration

9 Ul config

10 Task Flow Editar

11 WR-Editpr

12 Dialer

13 E-mail configurstion
14 Texthlock admin

15 Address hook admin

IP Office Contact Center Dialer

Setvice

"lu#‘ﬂ -"‘-ﬂ“-

7
v
-
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9. The Dialers parameters can be changed for the whole system, topic or agent.
10. Click Options and then select System dialing parameters...

A, IP Office Contact Center

File Goto Help

Dialer  Jobs  Display | Ophions  'Windows  Help

System dialing parameters. ..

Topic dialing paramete
Agent dialing parameter
Mumber types. ..

Settings. ..

1
-»
.
3
- ation number J
o
o

11. Select the dialer to be utilized and configure the parameters as required, then click the
OK button. Please refer to the Dialer Modes section of this guide that contains a table
of dialing parameters. Also please be aware that certain country locations may have
their own legislative dialer guidelines.

(& system dialing parameters [Edit]

B
Dialertype———— Dialer mode = |
& Mechanic o Dialer il
" Direct " Power Dialer
™ Preview " Progressive Dialer ﬂl
Dial factar: 1.0
Max. drop rate: a0 =

" Mark callas SC0 cal LEEESS I 'I
T apiz: |

Max. preview time: W [rnm:g:
Max. preview time overrun: W [rirr: 22
Fieminder time (before dialing): (00 [roem:ss
Max. nurnber of dial attempts [DAz]: W

Max. number of DAz to busy destination: w

tax. number of DAg if destination does not answer: [ 1oo0

tax. number of Déz when dropped: —'ID

tax. number of D with closure: 1000

Wit ime between 2 DAs to busy destination: —1 mit

W ait time between 2 DAz with no answer: R
Extend recall time if destination does not answer: D

W ait tine between 2 DAs when dropped: W it
Wait time between 2 DAs if customer hangs up: —1 mit

W ait time between 2 DAz with closure: [ 1440 min
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12. Dialing parameters are also available relating to Topics. Click Options and then select

Topic dialing parameters...

IP Office Contact Center

File Goto Help

Dialer Jobs

Display

Options  Windows

System dialing paramete

Help

F5.,.

y =

Topic dialing parameters,.S

Agent dialing parameters. .,

Mumber bypes. ..

Diialer

Settings...

ation number

- ‘~ihr“t#‘““"-w_‘##\‘

13. Select the required Topic. In this example, the previously configured Topic named
Dialer Topic has been selected. Click the OK button.

Haelect topic
Iﬁ Telephorny j ok
MName < |1l E| ] Mumber | PEX | Canftel |
Compary kain k... = FO06 PEB#...
Dialer Topic b3 7003 .
Tapic Hoxox 700 PBx...
Tapic2 = 002 PR,
Tapic3 = 7003 PB=...
Tapicd OPD = 7004 PB=...
Topicad, b 005 FE...

BEN

Columnz |

A

IP Office Contact Center Dialer
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14. If system dialing parameters are not going to be used, deselect the Use system dialing
parameters check box.

(%, Topic dialing parameters [Create]

—w ze system dialing parameters
Diale Dialer mode
% echaM % Aute Dialer ﬂl
€ Direct € Power Dialer
€ Freview £ Progressive Dialer ﬂl

%'—E‘?Etﬂ-\ I R SR S I J1 ,'24-‘"‘ B PP

15. Select the required dialer and change the dialing parameters as required. Then click the
OK button. Please refer to the Dialer Modes section of this guide that contains a table of
dialing parameters. Also please be aware that certain country locations may have their
own legislative dialer guidelines.

(&, Topic dialing parameters [Create]

— " Use spstem disling parameters
Dialer typpe——— Dialer maode g |
&+ Mechanic &+ Auto Dialer ﬂl
" Diect " Power Dialer
' Preview " Progressive Dialer ﬂl
Dial factar: 1.0
Max. drop rate: a0 %

[T tark call as ACD cal brress I 'l
Topic: |

fdax. preview time; W [rorn; s
tdax. preview time overmn; W [rorn; s
Reminder time [before dialing]: W [rarn; 54
Max. nurmber of dial attempts [DAg]: W

Max. nurmber of DAz to busy destination: W

I ax. number of DAs if destination does not answer: [ 1000

Max. number of DAz when dropped: —‘ID

Max. number of DAs with closure: 1000

Wit time between 2 DAs to busy destination: _1 ity

W ait time between 2 DAz with no answer: [ 5 nin
Extend recall time if destination does not anzwer: EE
Wit time between 2 DAs when dropped: e i
Wait time between 2 Dz if customer hangs up: —1 min

W ait time between 2 Dz with closure: [ 1440 min
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16. Dialing parameters are also available relating to Agents. Click Options and then select

Agents dialing parameters....

A IP Office Contact Center

File Goto Help

Agent Portal IEECER

Cptions  Windows

| @& &(& ¢

L

/|

Help

System dialing parameters, ..
Topic dialing parameters. ..

fgent dialing parameters,
Mumber bypes, .,

pi
%
3

J

Setkings...

ation number

17. Select the required Agent. Then click the OK button.

# Select agent
If‘ Telephory j 1] 4
MName o | T E| Cf Mumber | PEX | Caf el |
Alan b FEXS...
Baob = = FES...
Dave * PEXS...
Hanlk b FE=S...
K.aren oMM FB=S..

Supervizor *

FE=S..

[T

Columnhz |

O i ol e B e s

4
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18. If system dialing parameters are not going to be used, deselect the Use system dialing
parameters check box.

(% Agent dialing parameters [Create]

—v lze spstern dialing parameters
Diale Dialer mode g |
= Mech % futo Dialer &l

= Direct = Pawer Dialer
(g F'rewew = Frogressive Dialer ﬂl
LY panmt el - B g, |

19. Select the required dialer. Only Direct or Preview dialers can be assigned to a specific
agent. Configure the dialing parameters as required. Then click the OK button. Please
refer to the Dialer Modes section of this guide that contains a table of dialing
parameters. Also please be aware that certain country locations may have their own
legislative dialer guidelines.

CEZ Agent dialing parameters [Create]

|

— Use spstem dialing parameters

Dialer tppe———— Dialer mode z |

) Mecharic %) Ao Dialer il

&+ Direct " Power Digler

 Preview = Frogressive Dialer ﬂl
Dvial factor: 1.0
b ax. drop rate: a0

[ Mark call as ACD cal hpoess I "l
T opie: |

b ax. preview time: W [P 22
Max. preview time overrun: W [rarm;=:
Fieminder time [before dialing): W [Prirm; 22
M aw. number of dial atternpts [Dde): 1000

Max. number af DAz to busy destination: w

bl 2. nurmber of D if destination does not answer: 1000

Max. number af DAz when dropped: —1D

M ax. nurber of Dds with closure: BRI

Wit ime between 2 DAz to busy destination: —1 mir
Wait time between 2 DA with o answer: T
Extend recall time if dezstination does not answer: G

Wi ait time between 2 DAs when dropped: W ik

W ait time between 2 DAz if customer hangs up: —1 it

W ait time between 2 DAs with closure: [ 1440 min
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Configuring a Dialer Campaign

1. Once the dialer parameters have been defined, a Dialer Campaign can be configured.
Click Dialer and then select Campaign.

A IP Office Contact Center

File Goto Help

sgent Portal  JRCLE SRR

Management. ..

ﬁ Campaigr. ..

Display  Options

Windows  Help

| o

4

.

’ Dialer A | D
L AT st et T B,

2. Click the Create button.
% Select campaign

I ame

| ok |

Cancel |

Create...

[elete |

IP Office Contact Center Dialer
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3. Select the required Topic, in this example the previously configured Dialer Topic has
been selected. Click the OK button.

*.=Please select a topic for the campaign!

Iﬁ Telephiory j 0K
Name o | 1] E| | Mumber | PEX | Caficel |

Company Main b, = FO0e PE...
Dialer T opic b3 7009

Topic ®owow oM FB=...
Topic2 H o0z FBE...
Topic3 . 7003 PBX.
Topicd DPD H Fon4 PE. .
Topichd, >< 7005 PEX. .

T T Lcom |

e

4. Inthe Name field, enter a name for the Campaign. Then click the OK button.

%- Campaign [Edit]

M ame: Il:ampaign )|

Topic: IDiaIer T Dpic\ /

Active time periods:;

Cancel

Dial. param. ...

Start date | Start T| Stop date | Stop ... | Lirnits | Create. .

[elete

T ags:

M ame | W alLe | Create ..

Change...

[elete

el
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5. The next step in the configuration process is to create a Job that will define the time
period in which the Campaign will be operational. In this example, a job will be created
that will run 08:30 — 17:00 Saturday and Sunday but will pause between the hours of
12:00 and 14:00. Also, the CLI of the call will be changed to show the CLI of the
incoming Topic. Click Jobs and then select Create.

A IP Office Contact Center

File Goto Help

Windows  Help

Agent Portal Dialer bs Display Options
A O
i JE

Chang
Copy
Delete

Resek:

A

| D estination nu

Irnpart. ..
Expark...

Reporking

YV Y@

b e, el il ke e B ot
6. Click the Select Campaign button.

(& Call [Edit]

 Diialer 0

N ame: I Carcel
Dieztination:

Murnber | Kind | AL | Mest attempt | State | Create...

[elete

=
=

L0 LEEEEE B

Active time periods:;

Start date | Start Time | Stop date | Stop time | Limnitz | Create...

[elete

T ags:

M ame | W alue Create

Change ...

[elete
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7. Select the campaign that was previously created, in this example Campaign 01 and then
click the OK button.

% select campaign

I ame k.

Cancel |

£
8. The selected Campaign is displayed.
(%, call [Edit]
r— Drialer g
Marme: %I[Campaign] Carmpaign 01 iy Cancel
Destination
Mumber | Find | A, | Ment attempt | State | Create...
Delete
1
Down
Active time periods:
Start date | Start Time I Stop date | Stop time | Lirnitz | Create. ..

Delete

Tags:

Lf LELLLE BED

M arne | W alue Create

Change....

Delete
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9. Click the Create button adjacent to the Active time periods field .

(£ call [Edit]

— Dialer ok
I arme: @ I[Eampaign] Campaign 01 Cancel
Destination:

Mumber | Kind | A | Mext atternpt | State | Create...

[Delete

=

[EEE B

Do
Active time periods:

Start date | Start Time | Stop date | Stop time | Lirnitz Create...

[Delete

Tags:

Lk L

Mame | Yalue Create

Change ...

[elete

10. Double click on the Active time periods fields and alter the Start date, Start time,
Stop date and Stop time to your requirements.

(%, Call [Edit]

r Dialer oK
Name: %} |[Campaign] Campaign 01 Cancel
Destination:

MHumber | Kind | A | Mewxt attemnpt | State | Create. ..

[elete

AP el

Do
Achive bme penods:

Start date I Start Time Stop date Stop time: I Lirnits Create. ..

TBi2rsa014 830 M B/26/2015 - | V00 P

Sun Mon Tue ‘wed Thu Fri Sat
il 1 2 3 4 5 B
Tags: T8 9 1m 1 12 13
14 15 16 17 18 19 20

Delete

N
s Mo2 o2 oM B HZ [ 1 cee
|l oo 0 1 2 3 4 Charge ..
E & 7 &8 9 10 11

[k

[ Today: 622742014 Defete
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11. Then select the Limit browser button ....
|, Call [Edit] Ed

Name: %y [[Campaign] Campaign 01 Cancel |

Desztination:
M urnber | Kind Active time ... | Mesxt attempt | State Create... |
i 01244565253 <Default: - I mik

Delete |
] |
4| | i
[awm |
Active time periods:

Start date | Start Time | Stop date | Stop time | Lirnitz Create... |
{B/2B/2014 .30 &M B/29/52014 700 PM /‘_ Del
elete |

A, e A I et P stenn e s dinn e

12. Click the Create button.

{=) Time Limits Ed

B eginning | End | Dravs aof the week, |

Cancel |
\\* Create. . |

Change... |

[elete
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13. Change the Time Limit to cover the period when the Campaign should not to place calls
to the Agents. Click the OK button.

£} Time Limit

— Daily

=
x|

fram |12:nn ta |14;nt1

— On zelected days

[~ Monday
Al
[T Tuesday
[T wednesd: MNone |
[T Thursday
[ Friday
¥ Saturday
¥ Sunday

E$el |

14. Click the OK button.

{ ) Time Limits

B eqginning | End | Draps af the week, |

1200 14:00 Sun, Sat

]
Cancel |
Create... |

Change... |
Delete |

IP Office Contact Center Dialer
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A tag will be used that will change the CLI to that of the incoming Taskflow.

15. Click the Create button adjacent to the Tags field.

(&, call [Edit]

— Diialer

Mame: b I[Eal‘ﬂpaign] Campaign 01

-

Cancel

Create. .

Delete

[t

Create. .

Delete

P LEEE

Destination:
M urnber | Kind | Active time .. | Mext attempt | State
1| | 3
Active time periads:;
Start date | Start Time | Stop date | Stop time | Lirnits
IB/28/2014 9:30 A E/2952014 .00 Phd 1
Tags:
M ame | " alue

Create

Change ...

Delete

i

16. Select ExternOAD field and click the OK button.

{3) Select Tag

MHame 2 | Type | Data ... | Fesal... |;| 0k,
CCOD_CalMob  <Swet..  Sting

CCOD_Destina.. <Syst.  Sking Cafieel
CCOD_MDrop... <Swst..  MWumber Integer

CCOD_NTries <Spst..  Mumber Integer

CK_AgentGrou.. <Swst..  Sting

CTS_Initial_Me... <Swst..  Shing

CTS_Lastinput  <Swgt..  Wumber Integer

Extern0AD String

Fail Uzer MNumber  Integer

FirstScreenlgb... User String

FirstT opicdd <Syst..  Shing

FirztT opicld <Spst...  Shing

FirstTopicMame — <Swst..  Sting

ForcedOrderCo... <Swat..  MWumber Integer

HTMLtag Uzer String

IPOSendPhon..  User String

WR_zcript_ret.. User MNumber  Integer

LARAgentld <Spst...  Shing ;I

Colurns |

4

IP Office Contact Center Dialer
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17. In the Value field type the CLI to be presented on the outgoing calls. Then click the OK

button.
& Tag [Create] |
Mame: IE:-:ternD.-‘i‘-.D ]
Data IStfiﬂQ Cancel |
Resolution I
W alue: I':"I 2
|

Note: The CLI of the dialers outgoing calls may be changed if you wish to direct any customers
who have missed a dialer call, to call back to a number that is directed to a specific Topic. In
the example below, the dialer is linked to Topic number 7009, however the CLI has been
changed so that a customer will see the number 012xxxxx200 which is directed to Topic 1.

[ M ame Tel E-mail Chat Mumber Active PBX
|Dialer Tapic W 7009 | " PEXServer
Topicl “ 70M “ PBXServer

The CLI of the dialers outgoing calls could be changed to reference the
incoming call route number for example, 012xxxxx200 directed to Topic 1 K

“

\

[}
-

EE i m t‘h-,-_."."-"' -
Standard | Voice Recording |Desttnat|ons
TimeProfile Destination

»  Default Value 7001 |
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18. The configured ExternOAD Tag is displayed.

[ call [Edit] x| [
— Dialer oK |
Name: %8 [[Campaion Campaign 07 Cancel |
Destination:
MHumber | Kind | Active time ... | Ment attermnpt | State Create... |
Delete |
e
1] | i3
Down |
Active time periods:
Start date | Start Time | Stop date | Stop time | Lirnits Create... |
ib/2B/2014 230 A G/29/2014 700 PM 1 .
Delete |
Tags:
MHame | Y alle | Create |
Extermn4D 0124 200
Change ... |
Delete |

Note: The tag ExtOAD can be set at campaign rather than at the call job, consequently every
call job inherits ExtOAD from the campaign.

19. Click the Create button adjacent to the Destination field.

(&, Call [Edit]

il

r Dialer oK
Mame; % I[Eampaign] Eampaign 01 Cancel
Destination:
Mumber | Kind | Active time .. | Menxt attempt | State Create...

Change ...

Delete

Delete |
Up |
1] | 2l
o |
Active time periods:
Start date | Start Time | Stop date | Stop time | Lirmikg Create... |
i6/28/2014 8:30 A B/29/2014 700 PM 1
Delete |
Tagz
MName | Yalue | Create |
ExternDAD 01 244670200 |
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20. Double click on the Destination fields and enter the destination number to be dialed.

|, Call [Edit]

Marme: @ I[Eampaign] Carnpaign 01 Cancel |
Desztination:
M urnber ‘/ | Kind Active time .. | [ ext atternpt | State Create... |
24 259 | <Defaui:” = ] Iri
Delete |
I
1] I i

T .\.‘ﬁ Aot b, h#ﬂ""‘-._.-\ﬁ e H"*: M‘\_‘ ‘-....-"‘M

:

21. From the Kind drop down box select the type of number to be dialed.

% Call [Edit]

Mare: %I[Eampaign] Carnpaign 01 Cancel |
D ezstination;
__H_H_Tber | Kind WEM attemnpt | State Create... |
0123 <Default: = | It
- — Delete |
Phorne [private]
Phione [businessz] i |
Fax [private]
1 I Fax [buzinesz] I LI
tabile [private] Do |
Active time periods: Mabile [business
Start date MSMD date | Stop time | Limnitz Create... |
{B/2B/2014 230 Akd B/23/2014 7:00 Pk 1 Del
elete
g, W‘r Sy "-‘“M »-.“x 'ﬂ‘*..x...-u-.«mn.‘_’.-\_\ _' s, o

22. For a particular job, you may wish to dial a specific number during a specific Active time
period. For example, a specified private phone number to be dialed between 8:30am
and 12:00PM. Click the Active Time browser button.

BT PRE L R TRy E R A ey S L e e

% Call [Edit]

— Dialer ok

Name: %o |[Campaign] Campaign 01 Cancel |

Diestination:
M urnber | Kind | Active time atternpt | State Create... |
07 253 Phore [pri.. |G- Irit

Delete

d

u

i
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23. Click the Create button.

{=) Active time periods for the number '01244568253" |

Start date | StartT...l Stop date | Stop k... | Lirnits | ()% I
Cancel |

\Ereatﬂ--- |
Delete |

24. Enter the required Time Periods when this specific number will be dialed. Click the OK
button.

{-} Active time periods for the number "012445668253"

Start date | Start Time I Stl:uE date | StDE fi... I Limit ]
(/2842014 230 Ak B/2952014 12:00...

/ Cancel |
Create... |

4 | ] Delete |

25. The configured destination is displayed.

il (2 Call [Edit] |
Name: %@ |[Campaian] Campaign 01 Cancel |
D estination:
Mumber | Kind | Active time periods: | Mext atternpt | State Create. .. |
0128y Phore o, IKEREEEGG__ Irit
Delete

1] |

Active time periods:

Start date | Start Time | Stop date | Stop time | Lirnitz Create. ..
BA2asa014 8:30 Ak B/29/2014 Z:00 P 1

=
=]
£
=

I

Delete

Tags:
M ame | Yalue | Create
ExternOaD o120 200

Change ...

Delete

ek
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26. Click the OK button.

I (Z call [Edit] =]l

X

— Dialer

Name: oy I[Eampaign] Campaign 01 Cancel

Change ...

Delete

w K|
Deztination:
Hurnber | Kind | Active time periods: | Mest atternpt | State Create. . |
0128953 Phone(pri.  ~ INIGG_ Irit
Delete |
Up |
1| | i
[rizemy |
Active time periods:;
Start date | Start Time | Stop date | Stop time | Lirnits Create. . |
i6/28/2014 230 Ak B/23/2014 700 P 1
Delete |
Tags:
I arne | Walue | Create |
E sternDAD 01 2eN200 |

27. The configured Campaign is displayed.

A P Office Contact Center

23:22/ 0:00 || Administrator ()~

Dialer I 0 estination number | Mest attempt | State | Create |
% Campaign 01 ota4 253 6/28/2014 12:00:00 PM Iniit
Change: |
Copy |
ot AP P et AR e pten, o S o et g et Bttt g skt oo . s bt ,....r---—mr‘ﬁpli!w-L
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28. The outgoing call will only ring the customer by default for twenty seconds. If required,
this can be changed for each caller type. Click Options and then select Number types.

A 1P Office Contact Center

File Goto Help

Agent Partal Cialer Jobs Display | Options Windows Help
BN | ,@ﬁ System dialing parameters. ..
r i

Topic dialing parameters. ..

/ Agert dialing parameters. ..

Dialer Settings. .. stioh humber | Mext atte#
@ Campaign 01 \ OT20Tae8253 B/28/20

e R g I T WP o Sty v S,

29. Double click a number type.

£} Select number type

Mame | 0K |
<Default:

Fax [business] Cancel |
Fax [private]

tabile [business] Create... |
Mobile [private] Copy. |
Phone [business]

Delete

Fhore [private]
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30. The Max ring time can be changed as required. Click the OK button.

{=) Mumber Type - Edit

M ame: IF'hu:nne [private] K.

b &, ring time: IEI:S[‘ Cancel |
Timme lirnits: R

Beginning | End | D‘_I.JS of the week, | Create...

Change...

[elete

Ml

Updating the Agents User Interface Contact Bar for use with a Dialer

If an Agent is to use the dialer their User Interface’s Contact bar should be updated. For details
relating to the IP Office Contact Center User Interface, please refer to the IP Office 9.0 IP Office
Contact Center Telephony User Interface Configuration Task Based Guide.

1. Configure the agents Contact bar to show:
¢ Right Party Contact qualification — to confirm that the agent has spoken to the
correct customer.
e Closure qualification — to confirm that the customer should be contacted again or
that a wrong number was dialed, an answer machine answered the call or that a
new number should be used to contact this customer.

e Qualification as fax abandoned — to confirm that the number dialed was
answered by a fax machine.

A P office Contact Center
G 0:00 H Administrator (-}~

Ul configuration

System Agent & | Profile

Frofile i inicearo
Ul configuration for agent “Scott"

Contact bar [
[ | Default

Available elements:

Agent

Closure
~
Down
Hang up
5 —
ax —
)

=l S =l
Call recording on: [External destination] WMPr B

(element: recording)

[] show only authorized topics (element: Call}
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2. When the agents call is connected to the called Party, they may be required to qualify
the call if someone other than intended call recipient answers the call. In the screen

Closure
capture below, the agent has clicked the closure button on their interface, and

selected Follow Up to define that a follow up call should be made to the customer.

Closure

132
& Follow up Start time:
6l23f2014 W S00RM A
{3 Wrong number —
{3 Mew number 6/23/2014 .00 PM -
) £ [ Today ] [ Tarnarrow ]
Murnber:
[ Ok ][ Cancel ]

3. The Agent can now use these three buttons as part of their Telephony User Interface.

J Dialler Topic Campaign 01

00:00:26

2 ([ ~ 1 M

W
-
Customer Name Number of Tries Number of Drop Cases
1 1}

Note about the Dialer Call
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Enabling Auto Answer

As this is an outbound contact center, you may require the agents to be automatically
connected to the dialed party. This can be achieved using the Auto Answer ultility.

1. To enabled Auto Answer from the Go to menu click Configuration.

A, IP Office Contact Center

File Goto Help

1 Home
2 Telephony

3 Reattime information

Feporting
Agent Status Reports

Contact Detail Reports
Error List /
g Configuration

9 Ul config

10 Taszk Flowe Editar

11 IWR-Editor

12 Dialer

13 E-Mail configuration
14 Texthlock admin

13 Address book admin

o | [ |

2. Click Service and then select Telephony Settings.

A IP Office Contact Center

File Goto Help

ervice ‘Windows Help

PN A= B Configuration  System

ﬁ View: | <Al

@E, I @Tupic Telephone Settings. .. I ﬂ Profile I ?

’ E Break Time code AT TS . rer I %%VEA

eporting Filkers., .,
Special Settings. ..

PE¥. ..

Mame Counkry Setking, ..
PR arver Cueue Device. .,
Telephone. ..

Telephone group. ..
CHAP Serwver...

YEA...

Access Code Agents. ..
Access Code Topics. ..

E-mail Settings. ..

Chat server. ..
Chat settings. ..

T\u-n-ﬂ-r"\*

b _.‘axmﬂ#-\m.w"ﬂh
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3. Click the correct Auto answer option depending on the dialer type and then click the
number of second for auto answer. Then select the OK button.

Note: Within the Telephony settings for Agents,

4 [Agent] Hank - Edit

Generd| t* Telephorny
IHank

x|

{) Telephone Settings

[ Usze default settings

Cancel |

Telephony name:

Autamatic answer

[ urnber: I =
[~ Far incoming ACD calls PR
o af connections: |1 'l Wwirap Up: I- ¥ For outgoing AC0 calls (Dialer) PEX

Call divert logaut:

—

after |1 j 3 f

1 PExg
/ PEX
Settings. .. |
™ T e et

Or the Telephony Settings available from the Service menu,

Group aszighment

Fiio | Hame [ ﬁll bod. |
B0 Adrin
<Momes [elete |

~ﬁm.ﬁ"\w\“‘“_’uﬂnhr\ﬁx‘m

A IP Office Contact Center

Reporting Filters.. .
Special Settings. ..
B Break Timgfeods E’IEF i "' ; rver | EEA I & Country I (# Queus device | = Telephone | {5 Telephone group
(D] I @ Topic P;;Dunmmen o IQ Profile | @Team | [EZ] Customer | [ External destination | &L Workplace | 49 Announcemer
M

ames mai at umber -mail addres
N SRR E-mail Ch Humb PEX E-mail acld
Alan Qs B0 x PB=Server ’
Bob Telephone. .. W " DR e
Dave Telephane group... 5 &) Telephone Settings [ x]

e VER, Automatic answer .
Karen ‘ Karen@mail.
Seat e e e ko % I hasming A0 Al Cancel
Supervisor Access Code Topics. .. " : >

v .
£-mail Settings... ¥ Eor outgoing ACD calls (Dialer)
=l
Chat server... ger 1 s
Chat settings. ..
T T LT e

the Automatic Answer settings can be configured separately for inbound and outbound calls.
For the Mechanic dialer choose "For outgoing ACD Calls”.
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Importing and Exporting of Job Records

A csv file can be imported with the details of the numbers to be called form the dialer. To import
these numbers, two files are required. The first is the csv file containing the numbers to be
dialed and the second is a control file which tells the dialer which fields to import.

In the example below, the first field is the DestinationNumber and the CallTag (name) is the
customer Name. The NOP is a marker that indicates that the field should be ignored in the CSV
file.

E Dialerimport.csv - Notepad
File Edit Format View Help

2124 pa* " Campaign @1","1","09:00:00" ,"20/12/2014" ,~©9:30: 06", 25/12/2014" , 'Customerd@™, “Desktop PC User”
I-elza ..... 21*|“Campaign o1 ,"1","10:00:00" ,“21/12/2014" ,“19:30:00" ,“24/12/2014" ,'Customerdl™,” Laptop User™

E| Dialerimport.txt - Notepad =
File Editg Format View Help

DestinationNumber | A
Dialer

Prio

StartTime

StartDate

Stoptime

StopDate

CallTag(name)|

NOP

Any CallTag can be imported using CallTag(<name of Tag>), for example,
CallTag(CCK_Caller_Name

Other tags include Dialer: name of campaign

Prio: with valid values 0 or 1, where digit 1 indicates that this call job should be prioritized. For
example, in several jobs with same time frame, the call job with the prio flag is prioritized (used
for call back and urgent calls, it should not be used for all of the call jobs within a campaign).

1. From the dialer interface, click Jobs and then select Import....
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A IP Office Contact Center

File Goto Help

Jobs Displaw  Options  Windows  Help

Create... Ins F
Change. .. Il |@ o

Zopy vI

[elete el
Resek

Agent Paortal Dialer

Dial | D estination number

X m_| 11244566253
Export., ..
Repaorking \

T A, Pl s, A ey it

%

2. Locate the import files and select the CSV file. Then click the Open button.

Ad l LM&..&‘&M-M-

Import file
(-' - 4 . ¥ mport files » v & | Search Import files
Organize ¥  New folder == w | ]j (7]
M = - = ;
X Favorites Marme Date modified Type
B Desktop . Export 20/06/2014 16:21 File folder
& Downloads |_| Dialerlmport.csv 18/06/2014 16:03 CSV File

= Recent places

1% This PC
i Desktop

‘| Documents
& Downloads

o Music

= Pictures

d Videos
i Local Disk (C:)

‘fil MNetwark vl< m 5

File name: | Dialerlmport.csv v‘ Ilmportﬁles (*.csv) V‘

L Open | I Cancel I

3. The file is now imported.
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De
trace: connection established to hostname=IPOCC port=10300*%

16:38:23 841
16:38:23.84
16:38:23_0842
16:38:23 _842
16:38:23.9843
16:38:23.044
16:38:23.844
16:38:23.845

16:30:23.9846

16:38:23.047
16:38:23.047
16:38:23_048
16:38:23.0849
16:30:23.04%
16:38:23.@58
16:38:23.858
16:38:23.@51
16:38:23.@51
16:38:23_853

= 0
All jobs v|
Dhialg

TC_ConsRedir
TG_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TG_ConsRedir
TC_ConsRedir
TC_ConsRedir

TGC_ConsRedir

ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_ConsRedir
TC_General

faultSystemName .Systemdh

ktopsImport filessDialerImport._csv

ktopsImport files DialerImport_txt
e 16:38:23.846 TC

_sry.Seru

5 CAProgram Files (k8a)hAvayay P Office Contact CenteryUser Interface\ODCSVIm...l;li-_

ctrlFile:
triggerGode: 20830602
namesHost: I[FOCC
namesPort: 2809
EXPORT: false
Export with Delete:
separator:
odcsvimp: datafile=C:“Users~Administrator-De

false

ctrlfile=C:\Users~Administrator-De

ctrl:
ctrl:
ctrl:
ctrl:
ctrl:
ctrl:
ctrl:

DestinationNumher
Dialer

Prio

StartTime
StartDate

Stoptime

StopDate

ctrl: CallTag<name?
ctrl: MOP

opening databasze session
{AbzOrbMaming: :resolve? success: resolved:
er~DB.Object

4. The imported jobs can now be seen and will be used by the Dialer.

Daaler  Jobs Display Options  Windows Help
@ b &o
Al jobs v B
Dinsghar Drestration ruenber Next atkernpt Siale
@'Cﬁ"’-nﬂoﬂm a2 20 201272004 (20000 Irit, Pray
%L'ampamm mz am 21N25am4 (50000 Imit. Prio

To export Job Records

1. Click Jobs and then select Export.

IP Office Contact Center

Agent Portal

Administration

e ¥

obs

Re

Create. ..

Ins

! Import. .. I il

parking

Display Options

Windows  Help

=
N
.--"'"'-.—
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2. A Control file is required for the csv files to be exported. Create a txt file with the
required output parameters.

File Edit Format  Aiew  Help

bEStiﬂatiDﬂNumbEP
Dialer

Frio
StartTime
CallTag({name)
MextTime
NextDate
NoTries
LastInitDate
LastInitTime
State

3. Browse to the location of the Control file. Then enter the Export file location and name.
We can also export specified content by using a State filter and selecting the check

boxes as required. Click the OK button to create the file.

Control file: |E:\Users'\ﬁd1iristtdnr\.[)edttap\lmpat files\E xport\DialerE xport. txt

] [ B ]

Export file: |C:\Users'\.&d1iristtdnr\0=sktap\lmput files\Export\DialerE xport.csv |

() Export selected jobs only
(®) Export all jobs

—{v] State filter

/

[[]5Success

[]Ended

[] Right Party Contact
[CJFax

[]aM

[ Closure

[ Closure (n destinations)

[Jnit
[ Prio

[ Emor

[ Failed

[ Failed [n destinations)

[ Invvalid data

[] Timed out

[ Max. number of dial attempts reack
[ Irvalid number

[]'wHong number

[] Contact failed

[ ] Destination busy

[] Destination not reachable
[ ] Dropped

[ ] Cancelled [custamer)

[] Cancelled [dialer]

[ Cancelled [agent)

IP Office Contact Center Dialer
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4. The CSV file is then created.

File Edit Format Wiew Help

Fe12a 2087, "Campaign @17,717,"","","Customer@@” ,”11:34:55","24/86,/2014" ,"@" ,"01/01/1978" ,"00: ©9: 08", "Failed, Tim ~

IP Office Contact Center Dialer 10 2014 73



IP Office Contact Center Dialer

Avaya Documentation
e http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides
e |P Office Contact Center Configuration Maps

IP Office Contact Center Installation

e |P Office Contact Center Telephony User Interface Configuration
e |P Office Contact Center Task Flow Editor -Telephony

e |P Office Contact Center Reporting

e [P Office Contact Center IVR Scenarios

e |P Office Contact Center Contact Recorder Configuration

e [P Office Contact Center Email & Chat Service

e |P Office Contact Center Maintenance

e |P Office Contact Center Dialler Configuration

Please note, only the IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed
below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office 9.0 Task Based Guides

Initial Installation

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

©o NGO~ ®DNE

UCM

10. IP Office Unified Communications Module
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Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemall

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store
IP Office Receptionist Console

IP Office Contact Center Dialer 10 2014
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Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrading from IP Office 8.1FP1 to 9.0
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