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Introduction

What is a contact center?

Call centers have changed dramatically
over the last few years. Once an environ-
ment designed to process telephone calls,
call centers have evolved to become
customer contact centers, processing all
types of media transactions. The contact
center is now seen as the core of a business
due to its critical role in maximizing
customer retention by enabling companies

to deliver a definitive customer experience.

Its integral parts consist of:

* Representatives who handle customer

transactions (also called agents)
* Management personnel

e Technology to handle customer transac-
tions, including the routing, treatment,
and fulfilment of the transaction

A contact center may be found within a
department in a company or it may be
the sole business unit that comprises the
company. Regardless of the size and
complexity of the contact center, its

objectives and goals remain consistent:

e To deliver customer satisfaction through
prompt, consistent, professional transac-
tion handling

¢ To help staff work more productively

* To increase profitability and enhance
customer loyalty

¢ To control costs by using resources and

technology more efficiently

Whether your customers are purchasing
products, requesting services, or seeking
information, your contact center must be
equipped with technology that delivers the
timely and quality service your customers
expect.

Contact center technology

Contact centers require technology that

is high performance, integrated, open
standards-based, and client-server oriented
to facilitate the increasingly important
role they play in business. Frequently the
contact center is the primary point of
communication a company has with its
customers; therefore, technology to enhance
customer relationships is of utmost impor-
tance to contact center management.

The challenge of management is to find
an ideal balance between staffing priorities
and budget controls to deliver superior
customer service. Implementing technology
such as computer telephony integration
and client-server computing and applying
emphasis on call routing applications and
agent empowerment are key components
to ensuring each caller is served quickly
and effectively.

Integrating the routing and processing of
incoming calls and accompanying data
creates the ability to satisfy as many of a
caller’s needs as possible during the initial
contact with the contact center. This
combination of technology and business
procedures to enhance customer satisfaction
and retention is a driving factor in the
competitive world of contact centers.

Key to this integration is client-server
computing, which empowers contact centers
to leverage their technology investments.
This architecture spreads computing tasks
among available processors to make the
best use of all the resources within a contact
center. With client-server computing,
information is immediately available.

Additionally, contact center representatives
(agents) require tools to increase their
proficiency in managing the volume of
calls they take each day. The goal of agent
empowerment is to provide solutions to

enhance customer service and increase
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productivity while providing a distinct

advantage within the highly competitive
contact center environment. With caller
information available to an agent when a
call arrives, a more meaningful transaction
can take place. The result is better communi-
cation, and a better relationship, between
the customer and the representative.

Nortel Networks—A leader in
customer contact

Nortel Networks is a world leader in
customer contact solutions for more than
30 years. Today contact centers are located
in more than 100 countries with more
than 3.5 million agent positions world-
wide handling over 150 million calls per
day and more than 7,000 customer auto-
mated interactions using Nortel Networks
self-service and speech applications. The
foundation of this success lies in the ability
to understand the needs of the contact
center environment, helping companies
create lasting relationships with customers
and developing solutions to address ever-
changing business needs. Nortel Networks
Symposium Express Call Center is a vital
component of this solution portfolio,
offering exceptional call processing and
agent handling capabilities for smaller
contact centers that require an intuitive,
yet comprehensive, set of management
tools.



Figure 1. Symposium Express Call Center architecture
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Nortel Networks Symposium* Express
Call Center 4.2 uses a state-of-the-art
architecture based upon a client-server
configuration that distributes call routing
and management capabilities among
processors to make the best use of system

resources.

The Symposium Express Call Center inte-
grates three key components: telephony,
server, and client. The telephony compo-
nent includes the Nortel Networks
Meridian 1*, a robust PBX which provides
agents with an interface into the voice
network, or the Succession* 1000, a
server-based fully-featured IP PBX
providing the benefits of a converged
network plus advanced applications and
over 450 world-class telephony features.
The server component is comprised of
industry-standard processors and software,
along with Nortel Networks-developed

Embedded LAN

Meridian 1 or Succession 1000

Optional Meridian Mail, Voice Services Card,
MIRAN, or third-party IVR

applications software, which communicates
to the Meridian 1 or Succession 1000
through a dedicated Local Area Network
(LAN) connection. The client component(s)
include Nortel Networks developed soft-
ware, which runs on industry-standard
hardware, as well as an array of Nortel
Networks and third-party developed appli-
cations which utilize Symposium Express
Call Center’s open interfaces.

As shown in the above diagram, Symposium
Express Call Center operates in a client/server
environment, although the server shares a
PC with the client. Optional additional
client PCs connect to an existing customer
LAN. The LAN operates in either Ethernet
architecture or Token Ring architecture,
using the TCP/IP protocol.

The figure above depicts the architecture
of the Symposium Express Call Center.
The figure shows that LANs will be used
to send information between the server
and the clients in the contact center. The
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LAN shown as a Nortel Networks
embedded LAN is a standard Ethernet
LAN that is dedicated for the Symposium
Express Call Center server and the
Meridian 1 PBX operation, administration,
and maintenance workstation. The
customer LAN—a TCP/IP Ethernet or
Token Ring—is where supervisor work-
stations are connected. This customer
LAN also provides connections to third-
party applications via interfaces such as
Meridian Link Services.

Contact center management

The server component, operating with
Microsoft’s Windows 2000 operating
system, is responsible for functions such as
the logic for call processing, call treatment,
and supervisor access real-time screens,
such as the “Agent Skillset Matrix” used to
view and make necessary changes to the
skillset assignments of their agents, with a
point-and-click interface.

Reporting

Symposium Express Call Center provides a
set of standard reports detailing various
statistics such as call handling performance
and agent productivity. This wealth of
information offers contact center managers
the expertise to enhance contact center
efficiency. Customized contact center
reports may also be generated by any stan-
dard report writer that conforms to the
industry standards of Open Database
Connectivity (ODBC) and Standard
Query Language (SQL). This allows flexi-
bility for contact center management to
create reports with information imperative
to the success of their business.



Symposium Express
Call Center 4.2

Nortel Networks Symposium Express Call
Center 4.2 offers contact center managers
comprehensive skill-based routing and
intuitive management and reporting
capabilities required to support a dynamic
smaller contact center environment.

The management capabilities of the
Symposium Express Call Center are partic-
ularly easy to use because the interface is
comprised of a user client based on
Microsoft’s Windows 2000 Professional,
Windows XP Professional, or Window
2000 server. Contact center supervisors
move through flexible screens with a
point-and-click mouse interface from their
workstations. Help screens and on-line
tutorials are always available to assist with

completing supervisory tasks.

The system supports superior levels of
customer service by allowing flexibility in
defining call routing and agent call
handling selections through easy-to-use

administration screens.

Managers and supervisors seeking current
information about contact center perform-
ance can monitor all areas of the contact
center via real-time displays and recon-
figure parameters as business requirements

change.

For long-term planning, managers and
supervisors can generate comprehensive
and meaningful management reports
with the abundant management statistics
available.

Symposium Express Call
Center client main window

The Symposium Express Call Center 4.2
client provides a new main window for
users and when launched from a shortcut
on the desktop, the user is prompted to
enter his/her PC User ID and Password.
The icons displayed in the main window

Figure 2. Symposium Express Call Center Wizard—main window
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depend on the type of user that has logged
in. There are three options:

1. For the supervisor, reports and displays,
agent/skillset assignments, agent super-
visor administration, and tutorials are
available.

2. For the customer administrator
(custadmin), all icons except the Import
and Advanced functions are presented.

3. For distributors and Nortel Networks
personnel (SysAdmin) users, all icons as
shown above are available.

In the main window, users gain access to
Symposium Express Call Center capabilities

by selecting one of five areas:
* Reports and Displays

e User Administration

¢ Call Administration

e Switch Administration

e System Administration

Each of these top level tasks provides a
drop-down menu of the more detailed
level tasks where all the properties associ-
ated with that task can be configured and
managed. Within a window, users can
choose to navigate to other tasks or return

to the main window.

Help and a tutorial are also available directly
from the main window of Symposium
Express Call Center.

Multiple call
treatment classes

Different activities within a contact center
are likely to require different configurations
for call handling and treatment. For example,
the sales desk may operate normal business
hours whereas the customer service group
would operate extended business hours.
Symposium Express Call Center allows 32
unique treatment classes to be configured,

supporting the following:
* Days of business

¢ Hours of business

* Annpuncements

e After-hours treatments

* Holidays

¢ Call interflow—denoted in the system
software a3 ‘Second Overflow’

* Voice processing capabilities

A treatment class is a definition of holidays,
opening hours, announcements, and after-
hours treatment. There is a maximum limit
of 32 treatments, which consist of 32 sets
of opening times/holidays/announcements.
The treatment classes are configured first
before continuing tq the Call Routing
Matrix screen. At least one treatment
needs to be configured before you go to
the Call Routing screen.

To illustrate the advantages of the multiple
treatment classes, let’s|look at a simple call
flow for a contact center with a sales depart-
ment and a customer $ervice department.
In this example, Sales is open to take calls
from 9:00 am to 6:00 pm Monday through
Friday and the Customer Service depart-
ment takes calls from[8:00 am to 8:00 pm
Monday through Saturday. Customer
Service deals with general queries (delivery
tracking, product availability, etc.) and
technical support. The example demonstrates
three treatments.

Treatment 1 (Sales Department)—When
a caller dials the toll-free number for
Sales—1-800-SALES—during business
hours, the call will be routed directly to
the Sales skillset. The caller will hear the
first wait annofincement such as “Welcome
to ABC company sales...”, and if an agent
is free the call will be answered immedi-
ately. Depending upon the wait time, a
second anhouncement may be played and
repeated At defined intervals until the call is
answered. These announcements are
specific to this treatment class. If calls
arrive for Sales outside of business hours,
these calls are routed to the General
Queries agents.
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Treatment 2 (General Queries)—When
the caller dials the toll-free number for
Customer Service—1-800-SERVICE—
during business hours, the caller will be
presented with an options menu. This
options menu is provided by using CallPilot*,
Meridian Mail*, the Symposium Express
Call Center Voice Services Card, or other
third-party IVR like Nortel Networks
MPS 100. The caller is asked to press ‘1” for
General Queries (Treatment 2), press 2’ for
Technical Support (Treatment 3), or press
‘3’ to repeat the menu.

On pressing key #1 (General Queries)
during open hours for General Queries,
the call will be routed directly to the
General Queries skillset. The caller will
hear the first wait announcement, “Welcome
to ABC company general queries ...”, and
if an agent is free the call will be answered
immediately. Depending on the wait time,
a second announcement may be played
and repeated at defined intervals until the
call is answered. These announcements are
specific to this treatment class. When a call
is presented to General Queries outside of
business hours, then an out-of-hours
announcement is played.

Treatment 3 (Technical Support)—On
pressing key #2 (Technical Support) during
business hours, the call will be routed
directly to the Technical Support skillset.
The caller will hear the first wait announce-
ment, i.e. “Welcome to ABC company
Technical Support...”, and if an agent is
free the call will be answered immediately.
Depending on the wait time, a second
announcement may be played and repeated
at user-defined intervals until the call is
answered. These announcements are specific
to this treatment class. If a call is presented
to Technical Support outside of business
hours, then this call will be routed to an
external paging service. This is referred to
as Call Interflow and the call is routed to a
DN which can be either internal or
external to the contact center. The DN
selected is unique to this treatment class.



Figure 4. Multiple treatment class example
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Emergency Treatment—Additionally, a
system-wide emergency mode of operation
can be defined where all incoming calls will
be directed to an emergency announcement.
This facility is available to Sysadmin and
to Custadmin only. The Emergency
Treatment is useful for any situation where
agents must evacuate the contact center
such as during a fire drill. The Contact
Center Manager is required to click on the
traffic light in the bottom left hand-side of
the screen to put the contact center into
emergency mode. Clicking the traffic light
allows the user to activate/de-activate

emergency mode.

General Queries skillset

a

Customer hears the first
General Queries
announcement.

'

If the call is not answered
after a defined wait period,

the customer hears the second
and repeat General Queries
announcement until call is
answered.

Management and call
handling features

Agent and supervisor
management

Contact center managers maintain a data-
base of agent and supervisor profiles within
the client component of the Symposium
Express Call Center. The profiles contain
general information (name, agent identifi-
cation code, supervisor association,
personal directory number, etc.) and call
handling characteristics (skillsets and
priorities assigned, return call to queue
timer and treatments, etc.). As an agent’s
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Technical Support skillset
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the customer hears the second
and repeat Technical Support
announcement until call is

answered.

ability changes, the manager alerts the
Symposium Express Call Center by
updating the profile database.

Agent telephone set features

All digital agent telephone sets are predefined
in the Meridian 1 PBX or Succession 1000
with an InCalls key that is programmed to
receive incoming skillset calls. Agents are
required to log into the system by pressing
their InCalls key and entering their specific
agent identification—or Agent ID—of up
to 16 digits. This indicates availability to
take contact center calls. Attributes such as
skillsets and priorities and call handling



information are assigned automatically to
the agent, which allows call processing to
begin. Agents using single-line telephones
login by dialing a series of codes.

Agent queuing

Upon logging into the Symposium Express
Call Center, agents are placed into idle
agent queues for the skillsets that are marked
as active in their agent profiles. This action
makes them available to answer calls that
require those skillsets.

Agent priorities

When agents are assigned to skillsets, they
are also assigned a call answering priority
within those skillsets. The priorities range
from 1 (highest priority) to 4 (lowest
priority). This allows agents that are more
skilled in a certain area to take calls for
that skillset before a less-skilled agent. A
zero indicates that the agent is not assigned
to the skillset and is the default assignment
when new skillsets are added.

For example, a contact center that takes I'T
support calls may have agents that are
skilled in different areas. If an agent is
expertly skilled in answering software-
related questions, he or she would hé

assigned to the “software” skillse¢'with a

priority of 1. However, that same agent
can answer hardware-related qubstions, but
not with the same expertise as Jsoftware.”
In this case, he or she may be assigned to
the “hardware” skillset with loyver priority,

perhaps level 3.

Agent priorities give a contact center the
advantage of offering the best call coverage
to customers. Priorities also/offer agents an
opportunity to learn a new/skill without

being besieged with calls.

Breaktime

In some situations, ag¢nts may require a
specified time betwegn calls to complete
post-call processing/ The after-call break
feature is a timer that can be used to provide
agents with a delay before the next call is
presented. The/timer is applied to every
call delivered/to the agent’s phone set.

During th¢ delay period, agents can complete
necessapy paperwork without being presented
with/another call. Offering agents a delay
between calls ensures that the agent can
Complete the previous call’s information

before receiving the next call.

Alternate Call Answer

The Alternate Call Answer feature allows
agents to quickly switch from personal
directory number calls to skillset calls by
placing the personal line on hold. This
feature is activated by checking the box for
“Answer call by placing DN call on hold”
within call presentation properties.

Call handling features

The following contact center features help
agents answer calls effectively:

InCalls

Incoming contact center calls are presented
to agent telephone sets via an InCalls key.
This predefined key enables agents to
quickly identify the call as a skillset call
and provide the high level of service
expected by the caller.
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Agent Personal Directory Number

Sometimes agents are required to call
customers to confirm orders or relay
important information. For this reason,
each agent is optionally configured with a
personal directory number to make or

receive non-skillset related calls.

Not Ready

The Not Ready feature ensures that agents
only answer calls when they are fully
prepared. By pressing the Not Ready key,
agents can leave the idle agent queues to
which they are assigned. This allows agents
to process post-call information without
interruption or to take breaks while
continuing to track the agent’s time.

Pressing the Not Ready key will disconnect
any active call that the agent is on. If the
Not Ready key is pressed while a call is
ringing at the telephone set, the call will be
returned to the queue. Any time spent in
Not Ready or post-call processing will be
identified in management reports or displays,
enabling supervisors to keep track of the
amount of time undertaken by agents that
is not related to answering calls.

Make Busy

Activation of the Make Busy key prevents an
agent from receiving any calls—whether
skillset or personal directory number. It is
utilized by agents to log out for breaks,
lunch, or end of shift or day.

The Make Busy key can be activated while
a call is in progress and, as soon as the call
is completed, the agent is logged out.

Activity Codes

In some contact centers it is important to
understand where agents are spending call
processing time. Agents can enter activity
codes related to the different functions
they perform. Functions might include
taking orders, dispensing information, or
answering product questions. Managers



can then access reports related to these
activities. The reports contain information
such as the total number of calls in which
the specified activity was recorded.

To record an activity code during an active
incoming skillset call, agents simply press a
specified Activity Code key and enter a

1- to 32-digit code related to the function
they are performing. Multiple activity codes
can be entered during a single call, so if
the call changes from a “product inquiry”
to an “order,” the time spent related to
each function is recorded.

A default activity code can be defined for
each skillset. If the agent does not enter
an activity code during a call, then the
call will be recorded to the system default
activity code. If the agent hits the activity
code key twice, then the call will be
recorded to the default activity code
defined for that skillset.

Display Waiting Calls

Agents can work more effectively if they
are aware of how many calls are waiting to
be processed. The Display Waiting Calls
key informs an agent of call traffic by
displaying the total number of calls waiting
in the skillsets to which the agent belongs,
the number of logged-in agents in those
same skillsets, and the wait time for the
oldest call in those skillsets.

Supervisor key

At certain times agents need the assistance
of a supervisor. By pressing the Supervisor
key, an agent can contact his or her super-
visor instantly for consultation. If the
agent is on an established contact center
call, pressing this key will place the caller
on hold and initiate a call to the supervisor.
After the supervisor answers, a three-way
conference can be established with the
agent, supervisor, and caller.

The Supervisor key is also used to answer
a call that is initiated from the supervisor
to an agent. When the telephone set is

ringing and the Supervisor key is illumi-
nated, the agent knows that the call is
from the supervisor and can respond
appropriately.

Emergency key

An agent who is confronted with an emer-
gency or threatening call can get assistance
from his or her/supervisor immediately by
pressing the/Emergency key. Activating
this key ddes not place the caller on hold.

Information about the call is automatically
prinfed on a maintenance terminal and the
supervisor is alerted by a corresponding
Answer Emergency key on his or her tele-
phone. If the contact center is equipped
with a recording device, the call can also
be recorded for follow-up investigation.

Automatic Answer

Automatic Answer, also called call forcing,
maximizes the amount of time agents
spend addressing customers’ needs by
minimizing the time between calls.

When an agent has completed a call, the
next call requiring the agent’s skillset can
be automatically connected without the
agent pressing any keys. A delay timer
(from 0 seconds to 5 minutes) can be
established to allow the agent to prepare
for the next call and to allow third-party
applications to deliver the necessary infor-
mation on the agent’s desktop before the
agent is connected to the call.

Automatic answering of calls delivers better
service to customers as their inquiries are
answered without unnecessary delay and
increases the overall efficiency of the
contact center by processing calls without

inconsistent delays.
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Return To Queue On No Answer

If an agent walks away from the telephone,
the Return To Queue On No Answer
feature offers a way to send a call that is
sent to the agent’s telephone back to the
incoming calls queue after a predefined
amount of time. This safeguard ensures
that calls will always be answered with
optimum efficiency. When a call is recurned
to the incoming calls queue, the agent’s
telephone is placed into either the Not
Ready or Make Set Busy state (as defined
by the system administrator) to prevent
additional calls from being sent to the
telephone.

Supervisor telephone
set features

In addition to having access to the many
agent telephone set features such as
answering incoming skillset calls on an
InCalls key, supervisor telephone set
features offer contact center supervisors
the ability to provide agents assistance in
treating callers to exceptional service.
Following are contact center telephone set

features available to supervisors:

Individual Agent keys

Individual Agent keys can provide super-
visors with a close-up view of agent
performance that may not be apparent
from overall traffic patterns. By noting
variations in the way individual agent keys
illuminate and flash, a supervisor can tell
whether an agent is busy with a skillset
call, waiting for a call, occupied with post-
call work, on a personal directory number

call, or not logged in.

Call Agent

The Call Agent key allows a supervisor to
quickly call an agent. After pressing the
Call Agent key, a supervisor presses the
associated agent key or dials the agent’s
position ID. The agent is alerted that the
call is from a supervisor because the
Supervisor key is illuminated.



Answer Agent

When an agent activates the Supervisor
key, the call rings on the supervisor’s tele-
phone at the Answer Agent key. With a
quick glance, the supervisor knows that
the call is from an agent.

Answer Emergency

When an agent presses the Emergency key,
the supervisor’s telephone emits a contin-
uous tone and the Answer Emergency key
flashes. The supervisor can then connect
directly to the agent and the call by
pressing the Answer Emergency key.

Display Waiting Calls

Because supervisors can be assigned to
answer skillset calls, they can derive real-
time information about their active skillsets
by pressing the Display Waiting Calls key.
The supervisor’s telephone set will display
the number of calls currently waiting in all
the active skillset queues defined for that
supervisor, the number of agent positions
manned for the active skillset queues that
the supervisor is associated with, and the
wait time of the oldest call in the super-
visor’s active skillset queues. If the skillset
queues are backlogged, the supervisor can
encourage agents to revise operating proce-

dures so all callers will be served more
promptly.

Display Agents

A supervisor can monitor agents’ perform-
ance in real-time from the telephone set by
using the Display Agents key. Activation of
this key shows the number of agents who
are currently busy, waiting for calls, or
engaged in personal directory number calls
and the number of spare agent positions.

Agent Observe

While a supervisor has several methods of
monitoring how quickly each agent works,
one of the best ways to evaluate and
improve agent-caller relations is to listen to
calls in progress.

The Agent Observe feature enables a This User Administration window provides

supervisor to listen to an agent’s conversa- a view of user properties and the status of
tion with or without being heard by the the agents and supervisors in the Symposium
parties on the call. An optional tone is Express Call Center system. The list of
available to alert the agent and, if desired, users presented does not include SysAdmin
the caller that the call is being monitored. or the Administrator as these users are
The observing supervisor can also enter neither agents nor supervisors.

the call and form a conference. The Add button allows administrators to
Note: Governing laws may require notice add a new user (a new agent or a new
to the parties on a call that the call is supervisor). The Symposium Express Call
being monitored. These laws may also Center administrator can also modify
require giving callers the right to disallow current agents or supervisors by choosing
monitoring. You should review the appli- the Properties button. This will display the
cable laws to determine the manner in User Property sheet where various fields

which you use this feature. can be edited.

Agent/Supervisor The Assignments button allows navigation

Administration to the Agent/Skillset Assignments window

where you can assign agents to skillsets.
When choosing the Agent /Supervisor

Administration option in the Symposium
Express Call Center client main window,
the following window is displayed:

Figure 5. Symposium Express Call Center Wizard—Agent/Supervisor Administration
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0'Connor Criona Agent Galway HelpDegk. 9376 Mot Connected
0'Sullivan Marcuz Supervizar Technology Mot Connected
Services Site Supervizar Faciltiez 2225 Mot Connected
algh Bermie Agent Facilities 2224 Logged In
4| |

| I

For Help, press F1
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Within the User Administration window,
you can add and modify users by choosing
the appropriate option in the File menu or
from the toolbar. The User Property sheet
is then displayed, allowing modification of
particular fields.

The User Property Sheet is divided into
three main areas: General, Phone Set, and
User capabilities.

General

The Name fields must be entered when a

new agent or supervisor is added.

The Title, Department, and Comment
fields are optional. The Language field
allows the end user to choose from a list of
available languages for displaying messages
on the telephone set.

Telephone Set

The telephone set Login ID is used by
agents to log into their telephone sets.
When an agent logs in, Symposium
Express Call Center passes the Login ID
from the agent profile to the Meridian 1.
This is a mandatory field.

The personal DN (Extension) is the exten-
sion for the agent to receive non-contact
center calls. This information must first be
configured on the Meridian 1 or
Succession 1000. The personal DN is not
tied to a particular telephone set. Instead,
a call is routed to the telephone set the
agent is currently using. This is an

optional field.

Figure 6. Symposium Express Call Center—User Property Sheet

User Property Sheet d |
Uzer Properties |
— General
Firzt Mame Im Last Mame IM atthews
Tite IAgent - l Language I English - I
[ GaL Comments Agent ;I
=
- Phone Set
Laogin |0 ISSSS Perzonal (Phantam] Ext I
Call Presentation Class IEaII_Eentre_ﬂdministrator j
— Uzer Capabilite:
Supervizar
I~ Senior Supervisor Position Id I
I Supervisor PC User D I
V¥ &agent Agent's Supervizor 3z - Create Supervizor |
Save I Lancel | Help

User capabilities

When the Symposium Express Call Center
Administrator adds a new supervisor by
clicking the Supervisor check box, the
Position ID field is enabled. If the check
box is not clicked, the Position ID field is
not enabled (is greyed out). Entry of a
Position ID for a supervisor is optional.
The PC User ID field is mandatory for
supervisors. This field is the userID used
when a supervisor logs ont6 Symposium
Express Call Center cli€nt to view real-
time displays and-print reports.
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Figure 7. Symposium Express Call Center Wizard—Agent/Skillset Assignment
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X

Delete
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IMeaney, Wil
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WoiceServices 5| CarHire

Reservations  |FlightDetails

to the priority in the matrix.

Matthews, Ian

Once the Save button is pressed, the

[0 Sullivan, Jim

assignment is applied immediately.

Horan, Kieran

Brackin, John

New skillsets can be created, within the

‘Walsh, Jim

Flnn, Patrick

Agent/Skillset Assignment window, by

Murphy, Mar

[y N ) fu Y o o ) )

M= EEEIEIEE -

choosing the Add Skillset button—the

Kl

following property sheet is presented:

A skillset name can only be composed of
characters a-z, A-Z, 0-9, and underscores.
Skillset names must be unique (comparisons
are case insensitive). Once the user has
entered a valid skillset name and pressed
the OK button, the matrix will be updated
by adding a column associated with the

rig

For Help, press F1

new skillset. If a new skillset is added with

[ [ 4

Skill-based routing

Skillsets

Skillsets are the basic unit used by skill-
based routing (SBR) in all call routing
commands and in assignment to agents.
The skillset name identifies a skillset and is
used in agent and script configuration.
The skillset name is unique across all

skillset names.

When the Symposium Express Call Center
user selects the Agent/Skillsets Assignment
icon in the main window, the following

matrix is displayed:

Agents can be assigned to skillsets using
this matrix. As agents are created, the
Symposium Express Call Center enters the
names in the left-hand column; similarly
skillset names are entered automatically
along the top column. The Symposium
Express Call Center user can assign skillsets
to agents by entering in a priority level in
the corresponding field where the Skillset

column and Agent row intersect.

Note: The Symposium Express Call Center
user can now use the TAB key to move to
the next field to enter in the priority level.
Symposium Express Call Center then

the same name as an existing skillset, then

an error is generated.

Figure 8. New Skillset Property Sheet

Hew Skillzet M ame: |'|

ak. | Cancel Help

Figure 9. Delete Skillset Administration

Delete Skillset |

Skilzet ta Delete:

Il

Faciltiez
Help
K.eycode
TEINNAET

k. Cancel
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Skillsets can also be deleted in the
Agent/Skillset Assignment window, by
choosing the Delete Skillset button—the
above property sheet is presented:

When the user selects a skillset from the

list and presses the OK softkey, the skillset

will be deleted. (But only if no agents are
assigned to it. If agents are assigned, an
appropriate message box is presented and
the skillset is not deleted.) Upon skillset
deletion, the matrix is updated to remove
the column associated with the skillset

in question.

If the Symposium Express Call Center
user needs to create more users within the
Agent/Skillset Assignment window, the
User Admin button provides a way of
navigating to the User Administration

window, where users can be created,

modified, or deleted.

Call presentation

The Call Presentation icon in the
Symposium Express Call Center main
window presents the user with the
following dialog boxes:

In this window, users can configure how
calls are presented to agents.

e Call Force presents the call to an agent
without the agent having to hit the In-

calls key on the telephone set. The “Call
Force Delay Timer” sets a delay between
the presentation of the call to the agent’s

set and the call being force answered on

the headset.

The Return to Queue on No Answer

flag can be used to return calls to their

queues when the calls are not answered

within a defined time limit. Symposium
Express Call Center can request that the

Meridian 1 or Succession 1000 remove

the call from the agent’s set and return it

to a CDN. Symposium Express Call

Center will restore the call to the skillset

queue position that it was at before an

attempt was made to present the call to

Figure 10. Symposium Express Call Center Wizard—Call Presentation

[i§ Call Presentation - Hortel Hetworks - Symposium Express Call Center M=l E3

File  Wiew Help

a8 || X

Add Prirt Fiefrezh Delete | Properties Help

@

M arne
Call Centre_Adrinistrator

General

Mame:

— Call Presentation

" Call Force Timer Delay a =i SEC
" Retun Call to Queve after 10 _I; SEC

then make Phoneset Mot Feady .I

" Let Call Ring at Phoneset

Call_Centre_Administrator - Agent Call Presentati.__ B B3

Call_Centre_Administrator

Far Help, presz F1

an agent, i.e., the call will be
placed back to the front of
the queue and will be answered

[~ After call, break for 1 _:| 0

v Answer call by placing DM call on hold

¥ | Display &gent Hesened fan Hetwmrtk Eal

next unless there is a higher

priority call in the queue.

Ok I Cancel | Help

The Return to Queue on

No Answer wait interval

determines how long the call is
presented at the agent set before being
pulled back into the queue. The return
to queue mode places the agent in either
the Make Set Busy or Not Ready state
after a call has been returned. This is to
ensure that no other calls will be sent to
that telephone set until the agent returns.

Call Force and Return to Queue on No

Answer are mutually exclusive. If neither
the Call Force nor the Return to Queue

on No Answer are selected, then the call
will keep ringing at the telephone set.

Break Time sets a timer that is allowed
to elapse from the moment an agent
hangs up on a call and the moment
she/he qualifies to receive another call.

The “Answer call by placing DN call on
hold” option allows an agent who is
busy with a DN call to put the DN call
on hold and receive a contact center call.

Note the agent must put the DN call on
hold before the call is presented.

Contact center
data import

This feature reduces the technician time
on-site. It allows users to utilize the
Symposium Express Call Center client in
an off-line manner so that they can enter
configuration data off-site and then bring
this data on site and import it into the
system. It must be noted however that this
feature is primarily a “run-once” feature used
at configuration time but may however be

used for future reconfigurations.

Off-line data entry
The Symposium Express Call Center client

will allow the user to enter and save the
Configuration data to a text file rather
than writing the data to the database.

The data will be written to the file at the

user’s request.

The user will be able to save the data peri-
odically by using the Save, OK, or Apply
button—which are provided on each of
the data entry screens.
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The filename and file location to which
the data is saved will be the same for each
invocation of this utility.

The Symposium Express Call Center
distributor will be able to create his own
shortcut for this feature, on the desktop;
the client installation process will not
automatically do so.

After the client is installed, the user will

go into the SMI workbench and add a
system with the IP address 0.0.0.0—when
you click on this site, the client will launch
in offline mode.

Online data import

When the user has the data file on the
Symposium Express Call Center Server
machine, she must import this data up
into the system. The functionaliey-of this
process is detailed below:

¢ Click on ‘Tmport Utility’ under the System
Administration button on the Symposium
Express Call Center main window.

e If she wishes to continue, then a standard
Microsoft file browser dialog is presented
to the user in order for her to locate the
configuration file to be imported.

The input file is then parsed and any
new records are added to the database.

If there are records that have the same
primary key but have been modified,

then the user is prompted to confirm

that these records will be updated.

If there are records not in the data file
but exist in the Symposium Express Call
Center server, the records in the server

remain as they are.

e A progress bar indicates to the Symposium
Express Call Center user the duration of
time needed for this process.

e Each operation is logged to a log file on
the client. These log files will be localiz-
able by the use of resource files. When
the import operation completes itself,
then notepad will be launched automati-

cally and the log file is displayed. The

Figure 11. Symposium Express Call Center off-line data entry

B 5MI Workbench =151
e e e e ‘
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SMI Workbench Guides
Add SMI System x|
. ‘
The SMI System resides on 2 speciic server, Click on ‘add
’
e system’ toadd a
of the server site to the SMI
workbench
If sonnected
ety addiess
. Detaiks refrieved from the server —————————
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(Add a new SMI System [543 bytes [\ #y computer

start||| 2 @ (51 || B administration -Nortel e...| 8 Agentisupervisor Assion... | 5) a1 warkbench |[add sm1 system G@wE zam

report file is used for the most current
operation only. It will not be automati-
cally deleted. Instead, it will be over-
written if the configuration process is
executed more than once.

Call processing

Nortel Networks Symposium Express Call
Center offers flexible call routing to define
how calls are handled and treated on an
individual call basis. When a contact
center call is presented to the Meridian 1
or Succession 1000, the treatment that is
given to the caller is determined by
instructions contained in call scripts.

Call scripts are automatically defined and

modified by the Call Routing Wizards.

The process of call routing

When the Meridian 1 or Succession 1000
receives an incoming contact center call,
the Symposium Express Call Center screens
the call based on network information
such as Dialed Number Identification
Service (DNIS), Calling Line Identification
(CLID), or Controlled Directory Number
(CDN) to determine the specific call
routing. Additionally, items such as time
of day, day of week, day of year, or call
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center activity might determine how the
call is handled. For example, a group of
high-profile customers may be given a
specific telephone number for customer
service (a specified DNIS). These callers
can be routed-with high priority to agents
with the skills necessary to-service them.
However, if the specially trained agentsare
busy, a secondary group of agents would
serve as backup answering positions for
these callers. Following are some methods
of call routing:

* Queuing callers to specific or multiple
skillsets

* Queuing callers to specific agents

Skill-based agent selection

Symposium Express Call Center’s skill-
based routing provides efficient call handling
and greater utilization of contact center
resources by presenting calls to appropri-
ately skilled agents and by allowing agents
to handle multiple call types. With skill-
based routing, calls are presented to avail-
able agents equipped with the necessary
“skillset” to service the callers’ requests.
Calls can be simultaneously queued to
multiple skillsets in the same Symposium
Express Call Center.



Skillsets and agents

A skillset is a label applied to a collection
of abilities or the knowledge of something—
such as a product, language, or department—
which may be required of an agent to process
a given call. Agents are assigned to skillsets.

e Each agent can be assigned up to 50
skillsets.

e Agents are given a priority for each skillset
to which he or she is assigned. Skillset
priorities range from 1 to 4, with 1 being
the highest priority assignment.

e A call that requires a certain skillset is
given to the available agent with the
highest priority for that skillset.

Skillsets and call requirements

The requirements of callers are determined
by call scripts that decide the most appro-
priate skillset(s) to which the call should
be directed. Callers” requirements can be
based on the following criteria:

* Who the caller is: calling party informa-
tion (CLID, ANTI)

e What the caller dialed: called party
information (DNIS)

e When the-caller calls: date or time

of the call

* Contact center conditions: system infor-
mation (agent status or skillset status)

A call script may be set up in such a way
that all calls that have dialed DNIS 2300
are queued to agents assigned to skillset
“Customer Service,” while calls that have
dialed DNIS 2400 are queued to agents
assigned to skillset “Sales.”

Call queuing versatility

The Symposium Express Call Center
provides queuing functionality to manage
agents and facilitate the presentation of
incoming calls to agents for different
contact center applications.

For contact centers that have agents who
are capable of supporting multiple call

types, skill-based routing offers the ability

to request agents based on ability (skillser)
and availability. Agents can be assigned
many skillsets according to their abilities
and can thus service many different types
of calls. For contact centers with agents
that handle only one call type at a time,
the Symposium Express Call Center
always offers the ability for agents to be
assigned to a single skillset.

A call can be queued to up to 20 skillsets
simultaneously, providing flexibility to
look at many skillsets for the correctly

skilled agent.

When the need arises for a caller to speak
with a specific contact center representative,
the Symposium Express Call Center provides
the ability to queue a call to an individual
agent—if that agent is assigned to his own
skillset. For example, this functionality
would allow a caller to be routed to the
same agent the caller had talked to previ-
ously, perhaps reducing frustration on the
part of the caller.

Agent queuing versatility—most idle
agent or longest idle agent

The Symposium Express Call Center’s
selection of an agent to receive a call is
based on agent availability and the amount
of time agents have been available (idle).
When agents become available to take calls,
upon logging in or completing a call, they
are placed into idle agent queues according
to their skillset assignments. The order in
which agents are-placed into the idle agent
queues is based on agent priority assignment
in a skillset, from levels 1 to.4, and agent
idle time. Symposium Express Call Center
queues the call to the agent that hasbeen
idle the longest.

Call presentation matches
callers with agents

Call presentation is the matching of avail-
able agents with incoming calls. Presentation
is performed based on the requirements of
a call and the service abilities of agents as

defined by skillsets (qualifications).

Priority assignments for
calls and agents

There are two sets of priorities that will
affect queuing and call presentation. They
are the priority with which an agent is
assigned to a skillset and the priority with
which a call is queued to a skillset. For
both types of priorities, the lower value of
the number indicates a greater priority in
presentation.

Agent priority within skillset

Each agent will have a priority per skillset.
This priority represents the agent’s skill
level within the skillset. These priorities
allow agents with greater priority in a
skillset to be presented with calls before
agents with a lesser priority. Agent priority
per skillset has a range of 1 to 4, with

1 having the greatest priority.

For example, an agent assigned a priority
of 1 in skillset A is considered to be highly
proficient in servicing callers to that skillset,
while an agent assigned a priority of 4 in
skillset A may be a new employee learning
how to service callers to that skillset.

Call priority

Priorities can be assigned to provide
specialized treatment for different call
types. This option allows calls with greater
priority to be presented to agents before
calls of lesser priority. Call priority can be
set to either 1 or 2, with 1 having the
greatest priority.

For example, a contact center may have
service agreements with several customer
groups and want to provide a different
level of customer service based on those
agreements. The contact center could
designate call priorities based on each
agréement type.
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Call treatment and routing

Choosing the Call Treatment icon in the
Symposium Express Call Center main
window presents the user with the
following wizard which requests the user
to enter the name of the treatment. As
many as 32 different treatments may be

defined.

Figure 12. Call Treatments Scripting Wizard
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Figure 13. Symposium Express Call Center Wizard Scripting: Hours of Operation
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On selecting the treatment, the user is
then presented with the Hours of
Operation dialog. The user enters in the
days of the week and the hours during the
day that the contact center is operational
for the particular treatment.



When the Next button is clicked, the
Treatment Overflow dialog is displayed.
Users have the option to set overflow inter-
vals, as well as the option to route calls out
of their contact center to an external

number, or play an announcement.

Figure 14. Symposium Express Call Center Wizard Scripting: Overflow Configuration
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Figure 15. Symposium Express Call Center Wizard Scripting—Holidays
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When then Next button is clicked, the
Holidays dialog is displayed.

After hours treatment and holiday treat-
ment are configured by selecting the date
of the holiday and choosing the skillset or

mailbox to which the user wants to route.
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Clicking on Next brings up the
Announcements treatment dialog:

The user can record up to five different
announcements for callers to hear per

treatment.

The Ringback and Music treatments can
be played to callers at the start of the call,
while in queue or between announcements.
Either Ringback or Music can be played at
any one time. If the user selects to play
Ringback, the corresponding checkbox for
playing music will be automatically disabled.
Silence is the default treatment if Ringback

or Music is not chosen.

If the user chooses to record a CallPilot or
Meridian Mail announcement, then he must
specify the ACD DN from the correspon-
ding list box and specify the Announcement
(or voice menu) IDs in the Greeting ID,
Wait ID, and ID fields. This will identify
to the Symposium Express Call Center
system and to CallPilot or Meridian Mail
the exact announcement the caller is to
hear. If the user specifies a RAN or MIRAN
announcement, then he must specify the
associated Route numbers in the ID fields.
Callers will then be queued to this route to
hear the announcement or the music. The
Voice Services Card provides functionality

Figure 16. Symposium Express Call Center Wizard Scripting—Announcements
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similar to CallPilot and Meridian Mail—it
plays announcements and voice menus to

collect customer-entered data.

The time period between announcements is
defaulted to 15 seconds but can be changed.

After the Symposium Express Call Center
user has selected the days that the contact
center is operational and selected days for
holiday treatment, these values are mapped
to the appropriate variables in the Script
template for each of the treatments. The
user then runs the Call Routing Wizard.

Figure 17. Symposium Express Call Center Wizard Scripting—Call Routing
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The Call Routing screen in the Wizard
allows users to route calls based on:

e CLID, routed to skillset(s)
* Incoming DNIS routed to skillset(s)
* Incoming CDN(S) routed to skillset(s)

Note: A call will be routed on the basis of
the CLID, if it is available; if not, then the
call will be routed based on DNIS. Finally
if neither CLID nor DNIS are available,
the call will be routed by CDN.

If the user selects the option “Queue your
call center’s phone numbers to skillsets
(DNIS)”, a dialog is presented, prompting
the user to enter in their DNIS numbers.
These numbers are displayed along the
left-hand column, as shown in Figure 17.
“Symposium Express Call Center Wizard
Scripting—Call Routing”.

If the user selects the option “Queue the
controlled call center numbers to skillsets
(CDN)”, any CDN:s set up on the
Meridian 1 or Succession 1000 (and
acquired for use with Symposium Express
Call Center) will be entered along the left-
hand column.

If the user selects the option “Queue your
customer’s phone numbers to skillsets
(Calling Line ID)?”, a dialog is presented,
prompting the user to enter in the CLID
numbers. These numbers are displayed along
the left-hand column, as shown in Figure 17.




“Symposium Express Call Center Wizard
Scripting—Call Routing”. The CLID
values input represent the prefix for the
CLID to be matched. For example, an
input value of 416 will match any actual

CLID that begins with 416.

All skillsets entered by the user will be
listed along the top and all DN values will
be entered along the side. The user can
then enter the priority with which they
want a call to be queued to the correspon-

ding skillset.

Routing calls to multiple skillsets provides
an overflow mechanism in Symposium
Express Call Center. If calls are not answered
within a certain amount of time, then they
are overflowed to the next skillset in the
list with the next highest priority. Therefore,
“priority” is used in two ways—it orders
the skillsets that the call will be sent to and
it indicates the priority of the call once it
is queuing in the skillset.

Voice Services treatments

Four different types of Voice Services treat-
ments can be used for incoming calls:

e Transfer to a DN
* Comfort message
* Prompt/collect digits

¢ Voice menu

The transfer to a DN treatment transfers
the call to a pre-selected DN. The comfort
message treatments are the announcements
played to callers while they are waiting for
agents. These announcements assure callers
they are still in queue and that their calls
will be attended to as soon as possible.

You can use the prompt/collect digits
treatments to collect single or multiple sets
of digits from callers. An example is,
“Thank you for calling XYZ Bank. Please
enter your account number.” The prompt/
collect digits treatment can continue to
prompt the caller for further sets of digits.
“Thank you for entering your account
number. Please enter your PIN number.”

You can use the prompt/collect digits
treatment to:

¢ Collect multiple digits from the caller
and send this information to a TAPI
server to enable a screen pop of informa-
tion on the agent’s desktop (for example,
using Symposium Agent software)

¢ Enable verification of entered digits
through playback of collected digits and

caller can re-enter digits if necessary

Integrate prompt/collect digits into
existing voice services treatments (for

example, within a voice menu)

Use prompt/collect digits treatments
as greeting announcements as part of a
call treatment

The prompt/collect digits treatment is a
Symposium Express Call Center keycode-
enabled feature and requires you have
Symposium TAPI Service Provider and
Symposium Agent, or other similar agent
software, installed.

A voice menu offers callers choices. When

a call arrives at a voice menu, a courteous

greeting is played, followed by a list of
options and the corresponding key that a
caller must press to make a selection. An
example is, “Thank you for calling ABC
University. To learn about class registration,
press 1. For our part-time programs, press 2.
To speak with the student registrar, press 3,
or press # to repeat this message.” Callers
make a choice by pressing the appropriate
number on their telephone keypads.

Symposium Express Call Center Voice
Services treatments are extremely flexible.
You can decide to have only a single treat-
ment or a multi-layered combination of
several treatments.

Expected wait time and
position in queue

Caller satisfaction is extremely important.
Callers waiting in queue want to know
what is happening to their calls. If a caller
begins to doubt what is happening to her
call, she is likely to hang up. To ensure
maximum customer satisfaction, you can

play appropriate messages based upon

Figure 18. Symposium Express Call Center Wizard Scripting—Expected Wait Time

and Position in Queue

Treatment ¥oiceServices : Yoice Services / MMail Segments / Call Pilot

MNETWORKS Voize Services / Call Pilat /MM ail Segment:

NEIRTEL Flease configure pour Yoice Services / Call Filot / kb aill segment announcements for pour call center ?

Configuie Expected W ait Time anhouncement segments

Fasition In Queue Configure Position |n Queue announcement segments

Add Segment
Delete Segment
Print Segments

"VD\CE Services/ Call Pilat # MMail VR Port

Please enter the VR part number that you wish the configured treatments to use

P |

whilst waiting for their call to be answered.

SYMPOS
EXPRE

Please configure the announcement |D's plus their associated ranges, that you would like the customers to hear

—Woice Services / MMail Segment / Call Pilat Canfiguration

CALL CE

Segment

Expected Wait Time - Between .. & .. Seconds | ‘

< Back Nexst > Cancel
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Figure 19. Symposium Express Call Center Wizard—Real-time Display Configuration

== Real-time Displays

expected wait time or position in queue or
you can tell callers what their expected
wait time is.

This is a keycoded feature available only
if you have purchased the Position in
Queue option.

Real-time displays
Symposium Express Call Center users can
administer the layout of the real-time
displays. The Real-time Display choice
from the main window presents the user
with the following:

Within the Real-time Display configura-
tion window, users can peg agent activities,
skillset statistics, and call center summary
statistics.

Note: The refresh period for real-time
displays is five seconds. Each real-time
display format can be either a 10-minute

moving window or interval to date. The
interval will be set at 24 hours with a start
Figure 20. Threshold configuration time at midnight. The user may change

this setting only through the advanced
Setting Colors and Levels functions of Symposium Express Call
Center via the system tree.

The Symposium Express Call Center user
can define a threshold level for an agent,
skillset, or call center property, by selecting
the property in the drop-down list box
and by pressing the Add button. A dialog
is displayed, presenting the user with
default threshold levels and colors:

The threshold levels can be increased or
decreased by the user. The colors can also
be changed for the different threshold
levels. When the threshold levels have
been configured for a particular property,
that property and the corresponding
threshold values are displayed in the list
boxes and will be used in the correspon-
ding real-time displays. When the user
clicks OK, all three real-time displays will
be opened. Each of these real-time displays

can be closed individually, if necessary.
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The following screens shots are the agent,
skillset, and call center summary real-time
displays that are available on Symposium

Express Call Center 4.2.

Graphical real-time displays

You can also use the Symposium graphical
real-time display software application to
show real-time statistics in a graphical
format—for example, pie charts, graphs,
and billboards. Contact center managers,
supervisors, and administrators use this
information to more effectively manage

contact center activities.

The graphical real-time display (GRTD)
shows Symposium Express Call Center
statistics in the format you configure. You
select a set of data elements and a presen-
tation format. Together these make up
what is called a data window. The data in
the data window is updated as contact
center conditions change. You can choose
to display several different data windows at
the same time in a collection. Data is
displayed in three different formats—
billboard, chart, and map.

Figure 21. Symposium Express Call Center real-time agent display

_Aqt - Real-time Agent Display - Nortel Networks - Symposium Express Call Center

Eile Wiew Help
5| @
Frint Help

Agent First Name | Last Name [ Agent ID_[ Position ID [ Suprver Tst Name | Suprvst Last Mame [ Ans Skillet | In Calls Status | Walkaway [ DM In [ DN Gut [ Time In State [ Time In State fbar
Ticia Fitzpatrick 5613 Marcus 0'Sulivan Logout

Maura Fahy 7803 Marcus 0'Sulivan Logout

Catherine Bleahen 1913 Marcus 0'Sulivan Logout

Jacinta Lynam 3742 HelpDiesk Administrator Logout

sine Concarn.. 1111 HelpDesk Administrator Lagout

Niamh Mclaug.. 2222 HelpDesk Administrator Legout

Patrick DBiien 327 8631 HelpDesk. Administrator Idle (01000 —
Diavid OBrien 3354 HelpDesk Administrator Lagout

Caroline McGirath 3759 8634 HelpDiesk Administrator Idle 000009 \

Criona OConnor 9876 HelpDesk Administrator Logout

Temporaty Contractor 9939 8693 HelpDesk Administrator Mot Ready

fngela Concarn.. 1112 8657 HelpDiesk Administrator Idle

Duncan Clee 1113 g787 HelpDesk Administrator Idle

Decln Connolly 5555 HelpDesk Administrator Logout

Damizn Moore i £208 Jacinta Lynam dle

Mary Kely 2223 6635 Site Services Idle

Bermie Walsh 2224 8635 Site Senvices Idle

For Help, press F1 | 4

Figure 22. Symposium Express Call Center real-time skillset display

& B_Skillset - Realtime Skillset Display - Nortel Networks - Symposium Express Call Center
Fle Yiew Help
Pint Help
Skillset [ #wgansDly [ %Smivl [ Calsans [ Calls Waiting Agents In Sevice | AgentMidy | Agentsévail | Expectedwal | Longest Wail since Lst Call | Longesty ~
Defaut_Skilsst 0 0 0 i 5 1 5 00:00:00 023805 02:00:20
Help g 100 1 i g 1 5 00:00.00 00:30:37 02:00:20
Keyoode i 0 i i & 1 5 00:00:00 023605 0200:20
Facilies i 0 i i 2 0 00:00:00 05:37:28 03:47:28
SieServices 0 0 i i H 0 00:00.00 00:38:33 034728
Administration
TechnologyQu =
A | _le
For Help. press F1 7

Figure 23. Symposium Express Call Center real-time summary display

G_Summary - Real-time Summary Display - Nortel Networks - Symposium Express Call Center
Eile ‘iew Help

Cal Center Calls Offered Calls Ans Calls ‘it
GCCTHOR 593

I 7

FarHelp, press F1

Figure 24. Real-time graphical display collection

[ GRTD: CPC_SCCS_42 [_[E]x]
File Wiew ‘Window Help

= -

M Agents on Skillset Calls I [=] 33

A Calls Abandoned =10l x]

1414

Nede1 : CallsAbandoned

Node1 : AgentsOn8SkillsetCalls

/623

Node1 : CallsAnswered Node1 : CallsWaiting

Calls Waiting

fRCalls Answered

[MAgent Map =[0lx]

Bane,Ann
2102 00:00:02

Barry, Maeve
2105 00:00:32

Barrett,Brian
2103 00:00:26

KIS I
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Call prioritization

The purpose of this section is to describe
how calls are handled in the Symposium
Express Call Center using call priority and
skillset priorities. As an example, a Multi-
lingual Contact Center is used; however,
the example will apply to any contact
center that takes different type of calls.

Example: Multilingual
Contact Center

Call types

The call types received into this contact
center are one of three call types—French,
German, or English. They are all general
questions which can be answered by agents

who have the language skills.

Contact center set-up

There are four skillset set-ups:

¢ French—To answer French calls

¢ German—To answer German calls

* English—To answer English calls

* Multlingual—To answer calls in any
language

The proportion of calls received into the

contact center is as follows:

* 30% calls are French

* 20% calls are German

* 50% calls are English

The telephone numbers used by customers

to call the contact center are:

¢ 123French

* 123German

* 123English

Call priority is set up as follows:

Skillsets
DN French German English Multilingual
123French 1 1
123German 1 2
123English 2 2 2

The French skillset will queue calls from the telephone number 123French at priority 1.
Calls overflowing from the telephone number 123English into the skillset French
will be queued at call priority 2. New calls entering the queue from 123French will
always jump ahead of 123English queued calls.

Contact center skillset—Agent assignment chart

Skillset Priorities
Agent Comment French | German | English | Multilingual CDNs Call Priorities
Al FR Only 1 0 0 0 123French 1
A2 FR & ENG 1 0 2 0 123French 1
123English 2
A3 FR & ENG 1 0 2 0 123French 1
123English 2
A4 GER & ENG 0 1 2 0 123German 1
123English 2
A5 GER & ENG 0 2 1 0 123German 1
123English 2
A6 GER & ENG o] 1 2 o] 123German 1
123English 2
A7 ENG Only 0] 0 1 0 123English 1
A8 ENG Only 0 0 1 0 123English 1
A9 ENG Only (0] 0 1 0 123English 1
A10 | FR, GER & ENG 1 2 3 4 123French 1
23German 2
123English 2
AN FR, GER & ENG 2 1 3 4 123French 1
123German 2
123English 2

22 Nortel Networks Symposium Express Call Center Feature Guide




Call Flow

Agents that are A1,A2,A3 A4, A5, A6, A2, A3, A4,A5, A10, AT
members of A10, A1 A10, A11 A6, A7, A8, A9,

the skillset A10, A11

Skillset French German English Multilingual

Dashed line indicates

calls are initially
queued to this skillset

\\

Solid line indicates
calls later queued to

this additional skillset
(overflow)

\
\
\
\
\
\“ -
CDN 123French 123German 123English
Customer calls
entering the call
center
PSTN

Scenarios

1. Agents Idle—Call enters contact center on DN 123German, call is presented to agents in skillset German. Either agent A4 or A6 will get the

call because they have the highest skillset priority. The longer idle of these two will receive the call.

2. All Agents Busy—Call enters contact center on DN 123German, call is queued to skillset German (as before), call then overflows, and is
now queued to skillsets German and Multilingual. The call will now be answered by first available agent in either of these two skillsets.
The call priority is 1in the German skillset and 2 in the Multilingual skillset.

3. If call is waiting in queue per condition 2 above and a call is received on DN 123French, it is queued to both French and Multilingual

skillsets at call priority 1. This call jumps ahead of all priority 2 calls in the Multilingual queue.

4. If a call enters on DN 123French, it will be answered by agents in the French or Multilingual skillsets. No other agents will receive a French

originating call.

5. If there are no agents logged in skillset German, then calls will be answered by agents logged into the Multilingual skillset. If there are no
agents logged into the German or Multilingual skillset, then calls originating from 123German will not be answered until an agent logs

into either skillset.

Report generation and
configuration

Symposium Express Call Center users can
schedule and define reports. Choosing
Reports from the drop-down menu in the
Symposium Express Call Center main
window presents the following list of
reports to the supervisor or manager that
can be modified, printed, or scheduled to

run at a particular time.

Note: Because the generation of reports
uses the Crystal Reports runtime engine
installed on the PC client, it is necessary
to have the PC that scheduled the report
powered on at the time the report is
supposed to be printed.

The following reports are provided for

supervisors:

* Application by Activity Code

* Application Call Treatment

* Application Delay Before Abandon

* Application Delay Before Answer

* Application Performance

¢ Activity Code by Application

¢ Agent by Application Performance

e Skillset Performance

* Agent Performance

* Agent By Skillset Performance

e Agent Performance By Supervisor

* Agent DN Performance

* Agent Short Calls

¢ Agent Average Calls per Hour
* Agent First Login/Last Logout
* Estimated Revenue by Agent
* Activity Code by Agent

* Trunk Performance

* Route Performance

* DNIS Statistics

* CDN Statistics

* Database View Definitions

* Music/RAN Route Statistics

e Agent NACD Activity

e Agent Transferred/Conferenced Activity
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Backup

When the user invokes the Backup from
the drop-down menu on the Symposium
Express Call Center main window, the
following dialog box is displayed.

If the user presses the Start button and a
backup is not already in progress, then
Symposium Express Call Center will start
the online backup process as it exists in
Release 4.2. If a backup is already in
progress, the Start button is disabled
(greyed out).

Server specifications

e For server and operating system require-
ments, refer to the current version of the
Nortel Networks Customer Contact and
Self-Service Solutions Symposium
Portfolio Server and Operating System
Requirements.

Meridian 1 and
Succession 1000 Switch
Configuration parser

Symposium Express Call Center will
provide the functionality to automatically
configure the system from data down-
loaded from the switch. This feature auto-
mates the process by parsing the Meridian 1
or Succession 1000 configuration data,
extracting and interpreting the relevant
data, and then inputting this into the
Symposium Express Call Center database.

The Switch Configuration parser is executed,
by the Symposium Express Call Center
user or distributor, after the switch has
been configured. It will therefore run inde-
pendently of any tools which are in place
to configure the switch. The switch will
still need to be installed and configured in
the same way by a switch technician.

After the switch has been configured,
Symposium Express Call Center needs a
way to download and interpret this config-
uration data. The download overlay
programs are already in place in the form

of LD 81, LD 21, and LD 23. These three
overlay programs will download all the
relevant switch configuration data to a text
file which is copied onto a floppy diskette.
The user needs to copy this information
from the disk onto the Symposium
Express Call Center server.

Symposium Express Call
Center configuration process

There are two steps in the configuration

process:

Download process

The data is downloaded from the switch
using the overlay programs into a text file
which will be transferred to Symposium
Express Call Center’s server. A terminal
emulation program capable of saving
display output to a file will be required to
capture the text output from working with
the overlay programs. A PC is expected to
connect to the M1’s administration over-

lays via terminal emulation or MAT.

Upload process
This section is subdivided into two parts:
¢ Switch Parser User Interface

The Symposium Express Call Center
client will take the user through the steps
involved in uploading the configuration
data. The user will therefore be able to go
back through the configuration and
ensure it is correct before finalizing it.

— In the main window, the user presses
the ‘Import’ button to begin the
upload process.

— The user is presented with a standard
Microsoft file browser dialog box in
order to locate the file containing the
configuration data downloaded from
the switch.

— The configuration file is opened and
the data is read in.

— The user will be shown screens similar to
the following in order to allow him/her
to choose which TN, for example, she
wishes to acquire. Throughout the

Figure 25. Symposium Express Call Center Database Backup

Unscheduled Online Backup

shutdown or any clients to disconnect.

START :- to start the backup

Thiz backup iz uzed to backup the databaze. For a successful backup pleaze ensure that the tape
drive iz ready with the corect backup tape. This backup doez not reguire that any server services be

Mate:- After the backup iz completed, you should check the backup logs on the SECT server. Pleaze
zee D:AMortelhdatatbackuptbackuplogs. Please refer to MTPs for more detailz.

WARMIMG: For zites that uze the Woice Services Card: Thiz does MOT backup the WSC
configuration, or the contents of the PC card [PCMCLA) installed within the WSC, You should ensure
wou make a new %SC databasze backup & PC card [PCMClA) backup whenever vou make changes
bo pour woice services configuration. Pleaze refer to MTPs for more details.

CAMCEL :- to cancel a backup job in the queus

EXIT :- to quit
- Status
Current Status: Mot running
Last Status : Mo Operation.
Last Msg File : d:“nortelhdatatbackuphbackuplogsh

% Completed :

50% 100%

E xit Help
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Symposium Express Call Center client
the lists will by default appear in the
Exclude list and it is up to the user to
add her choices to the Include list.

— The user is taken through the various
screens and when the final screen is
reached on hitting ‘Finish’, the system
is configured. Each operation in the
configuration is logged with details of
the operation performed along with
indicators of either success or failure.
While this configuration is taking place,
the user will be shown a progress bar to
indicate how the process is running,

— When the process finishes, the
Symposium Express Call Center client
will automatically launch ‘Notepad’
and open the log file for the user. The
log file is used for the most current
configuration only.

Switch configuration defaults

In the process of configuring the
Symposium Express Call Center server
with the Meridian 1 or Succession 1000
resources, defaults are assigned to various

resource attributes as follows:

— Terminal Number (Télephone sets)
The Terminal name associated with the
TN by the Symposium Express Call
Center server is set to the terminal
number followed by “-“TN”. For
example, if the TN is 1-2-1-2, then the
corresponding terminal name used by
the Symposium Express Call Center
server is set to 1-2-1-2-TN.

— CDN (Controlled Directory Number)
The CDN name associated with the
CDN by the Symposium Express Call
Center server is set to the CDN followed
by “~“CDN?”. For example, if the CDN
is 2345, then the corresponding CDN
name used by the Symposium Express
Call Center server is set to 2345-CDN.

— IVRACD DN
The IVR ACD DN name associated
with the IVR ACD DN by the
Symposium Express Call Center server is
set to the DN followed by “~ACDDN”.

Figure 26. Symposium Express Call Center—Meridian Configuration Wizard

NERTEL
HNETWORKS

Exclude

Terminal Humber Configuration |

Inciude
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SYMPOSIUM
EXPRESS

configure.

Chooze which Terminal Mumber(z] you wish bo

CALL CENTER

< Bach I Hest » I

Cancel HEelm

For example, if the DN is 2345, then
the corresponding name used by the

Symposium Express Call Center server
is set to 2345-ACDDN.

— Routes
The route name associated with the
route by the Symposium Express Call
Center server is set to the route number
followed by ““ROUTE”. For example,
if the route is 700, then the correspon-
ding route name used by the SECC
server is set to 700-ROUTE.

Log file reporting

Symposium Express Call Center reports
the workings of each parse and import to
the user. This will be done by writing each
operation during the upload to a flat file.
The report will contain the success or failure
of each operation along with information
about what happened during the operation,

i.e., the semantics of the operation.

The parsing process may need to be
performed a number of times during the
customer lifetime of Symposium Express
Call Center. Symposium Express Call
Center must deal with any discrepancies
which may have arisen over time between
the configuration of the switch and the
data which is in the Symposium Express
Call Center database. An example of this

could be if a user deleted a CDN from the
switch. Now the switch and Symposium
Express Call Center do not match anymore.

There are three main issues here:
* If configuration data is added to the switch

* Configuration data is deleted from
the switch

* The configuration data on the switch
has been amended

Numbers 1 and 3 do not present a problem
as the configuration data can be down-
loaded from the switch and then uploaded
to the server again. Symposium Express
Call Center will then check for new data
(CDNSs, TN etc.) and add it to the data-
base or check the new data against the data
in the database to see if it has been changed.

If data has been deleted on the switch,
then Symposium Express Call Center
assumes that the data on the switch is
correct; for example, if a CDN is deleted
from the switch then Symposium Express
Call Center assumes that this CDN is not
being used anymore and therefore prompts
the user for confirmation that it can be
deleted from the Symposium Express Call
Center database—likewise for TNs and
IVR ACD DNs.

Nortel Networks Symposium Express Call Center Feature Guide 25



Report samples
Activity Code by Agent

Activity code statistics provide accounting information based on a combination of activity code, agent, and application call information.
This report provides a means to monitor agents’ work time and activity distribution during their working hours. While on a call, agents
can identify the call type by entering one or more activity codes. For example, your contact center can use activity codes to identify calls

as sales, service, or support.

Activity Code By Agent

Best&ir Airlines Report Interval: 15:00:00 09 April, 1933 - 1:5:15:00 09 April, 1933
Site Matne: TORONTO
Table Mames: isctivityCodeStat

Awerage Activity
Activity Code Mame Application Mame Activity Time Activity Time Doourrences

GRAND TOTAL

01:19:46 00:02:34 145

Agent Name & ID: Rose Stefanopolis - 6602
Summary: 00:13:59 o0:01:24 10

459599
1515 System_Defaul_Activity_Code Master_Script 00:01:50 00:01:50 1
Schedule_Inquiry Booking_Script 00:01:48 00:01:48 1
Scheadule_Inquiry Master_Soript 00:0Z:00 00:0z:00 1
System_Default_Activity_Code Booking_Script o072 00:01:26 5
Boaking Booking_Script 00:01:09 00:00:35 2
Diaily 44989
Agent:
Agent Name & ID: James Jones - 6708
Summary: 00:13:31 00:00:37 22
48739

1515 Yacation_Sales Wacations_Script 00:0z:29 00:00:50 3
Booking Booking_Script 00:01:02 00:00:21 2
System_Defauk_Activity_Code Master_Script 00:00:15 000015 1
Schedule_Inquiry Booking_Script 00:00: 44 00:a0:44 1
Wacation_Inquiry Wacations_Script 00:02:09 00:01:05 2
System_Defaul_Activity_Code Booking_Script 00:00: 45 00:00:23 2
Wacation_Inquiry Master_Soript 000227 00 00: 26 =)
Scheadule_Inquiry Master_Soript 00:02:323 00:00:21 =)
Daily 4/9/99 2

Agent:

Agent Name & ID: Tom Wilson - 6761

Summary: 00:02:55 00:00:25 =)
459599
1515 System_Defaukt_Activity_Code Master_Script 00:00:10 00:00:10 1
System_Defaul_Activity_Code Booking_Script [ul 45 00:00:41 4
Diaily 459039
Agent:
Agent Name & ID: Lori Vandenberg - 6763
Summary: 00:05:47 00:00:50 T
4/9/33
1515 System_Defaul_Activity_Code Booking_Script 00:05:17 00:00:53 =)
Imi-3g11 5. epl
Printed By: sysadmin 4/26/99 9:16:16 AM Page: 1
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Activity Code by Application

Symposium Express Call Center automatically creates and names an application for each CDN configured on your system. This report
allows you to monitor activity time for each application on your system. The Activity Code by Application report includes all activity
time and occurrences for an application.

Activity Code By Application

BestAir Airlines Report Interval: 15:00:00 09 April, 1999 - 15:15:00 09 April, 1999
Site Mame: TOROMTO
Table Mames: iActivityCodeStat

Awerage Activity
Agert Login  Agent Mame Activity Time Activity Time Qocurrences
GRAND TOTAL
01:32:51 00:00:35 161
Application: Booking_Script
Summary: 00:54:44 00:00:42 T2
T Activity Name & 1D: System_Default_Acfivity_Code -0° "~~~ "~~~ 7777 TTTT T TIO O mmm I mnnmmnnnnn N
'
: Summary: 002659 00:00:40 85 :
L o o o o e e e e e e e
4885
1515 6705 James Jones 000045 000023 2
6761 TomWilson Q0:02:45 Q0:00: 41 4
6763  Lori Wandenberg a0:0517 00:00:53 G
6912  Ronnie Heirtz Q0:02:32 Q0:00:32 4
6340 Donna Royce 00:06:01 a0:01:00 G
6913 Tajinder Singh o0:02:15 00:00:23 24
6841  Brandon oo 000312 000043 4
G602 Rose Stefanopolis o007z 00:01:26

Diaily 47989
Activity

'
'
Summary: o0:10:45 00:00:48 14 1
|

|
4885
1515 6340 Donna Royce 00:00:14 00:00:14 1
6241 Brandon Woo ao:01:01 ao:01:01 1
6763  Lori Wandenberg 00:06:53 00: 00 465 a9
6913 Tajinder Singh 00:00:08 00:00:08 1
6705 James Jones 000041 000041 1
G602 Rose Stefanopolis 00:01:48 00:01:48 1
Diaily 47989

Activity

48199
1515 G602 Rose Stefanopolis a0:01:09 00:00:35 2
86912 Ronnie Heirmz 00:00: 29 00:00: 29 1
6705 James Jones 00:01:02 000031 Z
G340 Donna Royce O0:00:13 O0:00:13 1
6541  Brandonivoo 000228 00:01:148 Z
6761  TomWilson 00:04:38 1
Daily 4/9/99 : d ]
Activity
Application
TR
Printed By: sysadmin 4/26/99 1:28:24 PM Page: 1
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Not Ready Reason Code by Agent

This report allows you to monitor why agents went in the Not Ready state. You can define Not Ready reason codes which agents then

enter when going into Not Ready state.

Not Ready Reason Codes By Agent

Bestair Airlines Report Interyal: 1:5:00:00 09 April, 1999 - 15:15:00 09 April, 1999
Ste Mame: TOROMTO
Tahle Mames: isctivityCodeStat

' Mot Ready Reason Codes '

Mumber of
Mot Ready Reason Code Total Time Average Time Qoourrences
GRAND TOTAL
00:05:51 00:00:59 [
Agent Name & ID: Rose Stefanopolis - 6602
Summary: 00:00:52 00:00:26 2
413189

1515 Sick 000052 0000 26 2

Dily 4/9/89
Agent:
Agent Name & ID: Donna Royce - 6840
Summary: 00:02:55 00:01:22 2
4/3/39
1515 Sick 00:0z:14 00014 1
Rest 00:00:41 00:00:41 1
Draily 4/9/39
Agent:
Agent Name & ID: Brandon Woo - 6841
Summary: 00:00:53 00:00:53 1
4/9/39
1515 Admin
Draily 4/9/39
Agent:

Agent Name & ID: Tajinder Singh - 6913

Summairy: 00:01:05 00:01:08 1
4/9r39
1515 Rest
Daily 4/9/99
Agent:
GRAND TOTAL
00:05:51 00:00:59 1
CHAREFCRTEE IM-2g1 20 il
Printed By: sysadmin 4/11/99 1:03:17 PM Page 1 of 1
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Agent Average Calls Per Hour

This report shows summarized performance information on the calls each agent answered per hour logged on. The report provides three
hourly averages for the time logged on: the average calls answered, the average time spent with callers, and the average time spent in Not
Ready state. This allows managers to detect peculiarities in agent activities like an abnormal amount of not ready time on a specific day
and to investigate the cause.

Agent Average Calls per Hour - Daily

Bestair Airlines Report Interval: 00:00:00 07 May 1999 - 23:45:00 07 May 1999
Site Mame: TOROMTO
Table Mame: digentPerformanceStat

Average Answered Average Talk Time Average Mot Ready Time
GRAND TOTAL

24 00:50:01 00:00:04

‘ Agent Name & ID: James Jones - 6708

Summary: 23 00:56:44 00:00:07
5790 20 [l 44 on: o7
Agert
Agent Name & ID: Tom Wilson - 6761
Summary: 40 01:00:52 00:00:04
57199 40 01:00:52 00:00:04
Agert

Agent Name & ID: Lori Vandenberg - 6763
Summary: 29 00:53:10 00:00:00

5790 20 [l 10 on: oo
Agert
Agent Name & ID: Brandon Woo - 6841
Summary: 22 00:47:53 00:00:27
5790 22 [l 52 on: 27
Agert

‘ Agent Name & ID: Dylan Marcus - 6644

Summary: 25 00:50:14 00:00:00
5799 25 005014 00:00:00
Agert
Agent Name & ID: Ronnie Heintz - 6912
Summary: 24 00:47:51 00:00:00
5789 24 o a1 00:00:00
Agert
Agent Name & ID: Tajinder Singh - 68913
Summary: 22 00:50:09 00:00:00
5790 22 [l og on: oo
Agert
Agent Name & ID: Bill Macintosh - 6920
Summary: 16 00:29:27 00:00:00
5799 16 00:35:37 00:00:00
Agert
Agent Name & ID: Randall O'Rourke - 6924
Summary: 24 004742 00:00:00
5790 24 [l 432 on: oo
Agert
GRAND TOTAL
24 00:50:01 00:00:04
am-agl@. ool
Printed By: sysadmin 5/8/99 10:23:21 AM Page: 1
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Agent by Activity Code Report

This report allows you to monitor each agent’s time and work distribution by the types of calls answered. During calls, agents can identify
the call type by entering one or more activity codes. These codes can identify calls such as sales, service, or different products.

Agent By Activity Code

BestAir Airlines Report Interval: 1:53:00:00 09 &pril, 1999 - 15:14:49 09 April, 1999
Site Mame: TOROMTC
Table Mames: isctivityCodeStat

Agert Mame and ID Application Activity Time  Average Activity Time Qocurrences

GRAND TOTAL

01:32:51 00:00:25 161
Activity Name & Code: Systemn_Default_Activity_Code -0
Summary: 01:02:12 00:00:31 121
/9535
1515 TomYWilson - 6761 Master_Script 0:0d:10 o010 1
15815 James Jones - G702 Booking_Script 00:00:45 o023 2
15815 Ronnie Heimz - 6912 Booking_Script 000232 o0:00:z2 4
15815 Lori wandenberg - 5753 Booking_Script 000517 000052 [=]
15815 Tom Wilson - G751 Booking_Script o0:0z:45 o0:00:41 4
1515 Brandon Woo - 6241 Booking_Script 00:02:12 00:00:42 4
1515 Ronnie Heintz - 6912 Master_Script 00:09:51 00:00:28 21
1515 Donna Royoe - 6240 Master_Script 000652 000014 2
1515 Tajinder Singh - 5313 Master_Script 00:05:31 00:00:30 11
1515 James Jones - 6708 Master_Script 00:00:15 000015 1
1515 Lori Wandenberg - 6763 Mastar_Script 00:00:30 00:00:20 1
1515 Brandon Woo - 6341 Master_Script 00:00: 20 0:00: 20 1
15815 Donna Royoe - G340 Booking_Script 00:05:01 00:01:00 [=]
15815 Rose Stefanopolis - G602 Booking_Script o007z o0:01:26 5
15815 Tajinder Singh - G212 Booking_Script oo:0a:1 5 o023 29
15815 Rose Stefanopolis - G602 Hooking Z=cript oo0#F T2 o0:01: 26 ]
1515 Tajinder Singh - 62132 Booking_Script 00:09:15 00:00:22 24
1515 Rose Stefanopolis - GE02 Master_Script 000150 00:01:50 1
Daily /929 1 ¥ X
Activity
Activity Name & Code: Schedule_Ilnquiry -430
Summary: oD:15:12 00:00:46 20
419535
1515 Tajinder Singh - 5313 Booking_Script 00:00:08 00:00:08 1
1515 James Jones - 6702 Mastar_Script 00:02:33 00:00:21 )
1515 Rose Stefanopolis - 6602 Master_Script 00:02:00 00:02:00 1
15815 Rose Stefanopolis - G602 Booking_Script o0:01:42 o0:01:48 1
15815 Donna Royoe - G340 Booking_Script 000014 00001 4 1
15815 Brandon Wvoo - G341 Booking_Script o0:01:01 o0:0q:01 1
15815 Lori wandenberg - 5753 Booking_Script 00:05:52 000045 a
15815 James Jones - G702 Booking_Script on: 41 o0:00:41 1
Daily 4/9/29
Auctivity
Activity Mame & Code: Booking - 431
Summary: 00:07:00 00:00:47 a
419599
1515 Tom'Wilson - 6761 Booking_Script 00:01:38 00:01:38 1
1515 James Jones - 6702 Booking_Script 00:01:02 00:00:31 2
1515 Daonna Royee - 6340 Booking_Script 00:00:13 000013 1
1515 Rose Stefanopolis - 6602 Booking_Script 00:01:09 00:00:35 2
Ir-ag 1@t
Printed By: sysadmin 4/10/99 5:12:23 PM Page 1 of 2
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Agent by Skillset Performance Report

This report shows summarized agent performance data for each skillset under review. The report details performance statistics such as
total number of calls answered, total amount of time spent servicing contact center callers, and average call length. This report is an indi-
cator of agent performance within a skillset. It helps managers identify agents who are having difficulty with a specific skill and may need
additional training or coaching.

Agent By Skillset Performance

Bestiir Airlinas Report Interval: 14:15:00 Q8 April, 1999 - 14:20:00 Q& April, 1229
Site MameT ORONTC
Table Mame: iAgentByShkillsetStat

Sharl Salls Pasl Call Avarage Skillszl

Agenl Mame and 1T = Praces Time TakTime Talk Time Wark Time

GRAND TOTAL

101 18 00:05:16 01:36:55 00:00:58 01:42:11
Skillset: Bookings
Summary: 70 1 00:02:41 01:00:18 00:00:52 01:02:59
47699
14:30 Erandan Waa - 84 1 & 2 Q0:00:12 a0:04: 146 Q0:00:45 a0:04:248
Tam Wilsan - §761 10 4 Q0:00:22 Q007248 Q0:00:45 00:07:50
LariVandenbarg - 763 15 2 Q0:00:49 aa:11:01 Q0:00:44 aa:11:50
Pasa Slelanapalis - 6532 4 a 20:00:09 a0:05:29 Q0:00:52 0:05:37
Tajindar Singh - 913 T 1 Q0:00:14 a0:04:11 aa:01:1a 00:08:25
Canna Payca - 5840 12 a Q0:00:32 aa:11:42 Q0:00:59 aa:12:14
Pannie Hainlz - &912 14 1 a0:00:19 Q01517 Q0:00:57 a0:15:346
James Janes - 704 2 1

00:00:05 00:00:54 00:00:27 00:20:59

Daily 463

Skillse

Skillset: Vacations

Summary: 8 4 00:00:41 00:06:40 00:00:50 00:07:21
4/6/00
14:30 Tani Maralli- &7 10 1 1 020:00:05 Q0:00:34 Q0:00:34 00:00:39
Jan Carkas - 709 2 1 00:00:11 Q0:01:01 00:00:31 Q0112
James Janes - £7048 5 2 00:00:25 00:05:05 00:01:01 00:A5:30
Craily 47659 0000 50

06:40

Skillse 5

Skillset: European_VYacations

Summary: 23 3 00:01:54 00:29:57 00:01:18 00:31:51
47699
14:30  Jan Saras- 4709 4 a 0021 A0:08:05 A2 1E A0:09:24
Tani Manzlli - &7 10 1" 2 0:00:45 00:12:35 0:01:048 a0:13:18
Jamas Janas - 6708 E:} 1 0:00:48 1 aa 0:09:08
Draily 47659
Skillse
GRAND TOTAL
101 18 00:05:16 01:36:55 00:00:58 01:42:11
imraglid.ml
Printed By: sysadmin 4/29/99 10:05:29 AM Page: 1
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Agent DN Performance Report

This report shows the amount of time agents spend on their personal directory numbers. The report records incoming and outgoing
information, including the total number of DN calls and the average amount of time spent on DN calls. The report also compares

internal and external DN activity.

Agent DN Performance

Bzslibir Mirlinaz. Fapa Inkeral: 12:1500 06 April. 1993 - 12:30400 06 Aaril. 1923
Sia Hama: TOROHTO
Tanbk Hama: ilgerPerarmancasial

R Incoming OW Cans T Outgaling OM Calis .
DH Talk DH Talk Awg Inl Seeg Exd SAng Ind S Exd
Cooafgrgacea Tranafained Todal  lndednal Talk Thne Exigmnal Talk Tine Todal Iniginal Talk Time Exigial Talxe Tine

GRAMD TOTAL
3 2 12 4 000013 8 000y T 3 00:00:23 4 0000 :50

Agert Mame & I0: Jon Carlos - 6709
Supersizar Name & I0: Chris Kanlngs - 7871
Eumhmany: L1 L1 8 4 ML : 35 & 0142 3 1 0 2T 4 W01 39

a
1220
Diaiby 43 -

Bgan.

Bgert Marne & 10: Tomn Vilson - 6761
SBuUpersizar Name & 1D Pat Wilsan - 7871
Summany: (1] (1] 1 (1] W R M 1 O O Z 1 M HE 1 (M M

fgert Mame & I0: Lori Vandenberg - 6763
Supersizar Name & 10: Pat Wilsan - 7871
Summacy: 2 a 1 1 LLE LR ] LI H o LI ¢ 000000

I -agrs

Printed By: sysadmin 408/99 9:15:00 AM Fage: 1
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Agent Login/Logout Report

This report shows login, logout, walkaway, and return from walkaway occurrences for each agent. The report also shows the times at
which these events occur. This report shows how much time agents spent at their stations each day, perhaps to help payroll determine
hours worked.

Agent Login / Logout
BestAir Airlines Report Imterval:  00:00:00 14 April, 1999 - 23:50:50 16 April, 1999
Site Mame: TOROMNTO
Tabk Mame: eAgenllaginSlal
Dale Time Evenl Type Logged In Time
Agent Login & Name: 1 - James Jones
04514099 12:31:21 Lagin D0:00:00
15:235:01 Lagaul D3:51:40
13:55:22 Lagin D0:00:00
15:50:47 Lagaul 01:55:25
17: Lagin frata]
Qi1 5099 11: Lagaul
11 Lagin
41839 15: Lagaul
16: Lagin
16: Lagaul
16:42:28 Lagin
17:02:25 Lagaul
17:02:533 Lagin
17:035:45 Lagaul
17:05:51 Lagin
17:23:23 Lagaul
Shift Duration: i wad Total Login:
Agemnt Login & Name: 10 - Toni Morelli
a4 14r99 Lagin
Lagaul
Lagin
Lagaul
15:50:51 Lagin
15:55:41 Lagaul
17:05:31 Lagin
Odi 1599 11:35:39 Lagaul
Lagin
41839 Lagaul
Lagin
Lagaul
Lagin
Lagaul
Shift Duration: Total Login:
Agent Login & Name: 11 - Jon Carlos
adi14099 12:31:32 Lagin
15:23:21 Lagaul
13:55:33 Lagin
Lagaul
Lagin
Odi 1599 Lagaul
Lagin
adiErnas Lagaul
Lagin uluBataRlala]
16:36:36 Lagaul 00:04:35
16:42:38 Lagin 99:00:099
170243 Lagaul Q2007
17:25:15 Lagin D0:00:00
2 49
Agent Login & Name: 12 - Lori Yandenberg
Emeagit Z.ep
Printed By: sysadmin 11:23:48 A Page: 1
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Agent Performance by Supervisor Report

This report shows summarized agent performance information grouped by assigned supervisors. This report shows call totals, the amount
of time agents spend in certain states, and time averages.

Agent Performance By Supervisor

Bestair Airlines
Site Mame: TORONTO Report Interyval: 13:15:00 06 April, 1999 - 13:29:59 06 April, 1999
Table Name: ifgentPerformanceStat

fisd il Rinta Ha. fisd il Stilksat,
HAZD H&v  Stilka  Canld SharCalk  Stilka.  Tramid  Resred Rin  Quedue Laggad Raady Bramt. Razrad Ring  ‘valtawzy HACD Tale. Htv Waiking
Amwerad Amswd Amswd Can'd O Amwared  Tramld O FarCall Tadwee Timead InTime Time Time Time Time Timz TalkTims Tima Tima Tima

GRAND TOTAL
4 4 012305 000141 004210 00:00:48 0000018 00:00:00 000603 01601 00:04:38 000326

12 1} 1} 2 2 5 E E 1 1 1 001500 00:00:42  00:01:10 000015 00:00:08  00:00:00  00:00:00 00107 00:00:45  00:01:1)

v
|
'
, 12 1} 1} 2 2 5 E E 1 1 1 001500 00:00:42  00:01:10 000015 00:00:08  00:00:00  00:00:00 00107 00:00:45  00:01:14,
'
'

________________________________________________________ Time erages o ool
BCOVHNACD Talk Tirne:  00:00:00

1230 12z a 1] 2 2 3 2 2 1 1 1 01500 00042 001:10 000 0000 00000 Q00000 011407 000045 00111

CAREFDRTETE Im-agis. il

Printed By: sysadmin 4/7/99 11:48:53 AM Page 1 of 4
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Agent Short Call Report

This report shows summarized short call performance, grouping the data into supervisor and agent summaries. A short call is an incoming
call that lasts less than 10 seconds. A short call can occur when an agent inadvertently presses the wrong button on the telephone set, for
example, and helps indicate when agents need more coaching.

Agent Short Calls
Bz Mirlinaz. Rapan, [maral: 12:1500 06 April, 1993 - 1220000 05 April, 1923
S Hama: TOROHTO
Tabk Hama: ibgen Pedarmancetial
inod Calk Exliaa Sxlilecd Sxlles Relurea  Reservea  &CDMNACD Relurmga oG Tedal Toial Todal
RV AingveEigd Coafarsncsd Tracalsosd (o Cusus For Call At & Ed we 1o TIteoul  Anedwessd Coofareicsd Tratalsosd

GRAND TOTAL
3 135 20 0 d 1} ™ d 146 14 12

Supervizor Name & |0: Chris Konings - 7870

Summd el L] BT z 4 1 L1} o 1 BT z L)

1
' igert Mame & 1D: Jon Carlos - 6709

|
1 |
1 Sutimid g L] BT z 4 1 L1} o 1 BT z L) :

IM-aged. e

Frinted By: sysadmin 410483 11:24:08 AM Fage: 1
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Agent Transferred/Conferenced Activity Report

This report shows detailed statistics about calls transferred or conferenced by agents. The report provides summarized totals for the time
period under review. This report helps identify agents who may have difficulty with a specific skill. It can also highlight agents who may
need additional coaching.

Agent Transferred/Conferenced Activity

Basislr Alkllnes
EHe bare:  ToROHTL
Tapk Hame: LEgerFedorrancasSial

Repod Imlerals 1303000 06 Apdll, 1%F% - 134500 06 Apdll, 15%%

rtetTT Calls Transferred ! Canferenced by Agent N Cale Transterred ¢ Conterenced Ta 177 cansumation” T 7
Eullksl  ACD DN MNACD S«llks!  ACD DN MACD Twaaal Tranal Tanel Tanal  Coof  Sonf  Doaf  Doaf Sotsufialion Taesl  Conf
Tegnafl Tednaf Traael Tranel Loof  Coof £oof Lo ACD  DW CON  Sner  ACD OW CON Cimer Time  Sul Tt

ORAND TOTAL
L3 1 L] L1 & o z 1 3 1 3 L1 1 z z 1 L a1 T L3

Agent Name & |D: Jan Carlos - 8709

Summany: 4 L] L] L1 z o L1 L] 1 1 3 L1 L] 1 1 L1 G 38 5 2
AL

13:30 o4 o [+ o =z =] [+ [} 1 1 a o [} 1 1 [+ CCE: 28 = Z

Dralby o 1 F

Agen

Agent Name & [D: Tom Wilsan - 68761

Summany: L1 L] L] L1 z o L1 1 o L] L] L1 L] 1 1 L1 G 3E L] 2

AL

13:33 [
Dl HETF

Agan

Agent Name & ID: Larl Vandenberg - 6763
Sutiha oyl z 1 L] L1 z L1J z o z o o L1 1 L1J L1 1 G 10 z z

e TR

ORAND TOTAL
& 1 [ [ & [} 2 1 3 1 3 [ 1 H3 2 1 [ e T &

Ine-agrid g

Frinted By: sysadmin H7T9% 11: 2324 AN Page: 1
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Agent Call Treatment Report

This report shows summary performance information about the handling of each call associated with a particular application. The report

displays multiple treatments that can occur within the call script or application. The report records the number of calls the system answered,
abandoned, routed, and disconnected. This report measures other treatments within the call script, including commands such as Give Force
Busy, Give Route To, or Give Force Disconnect. You can keep count of the number of callers who receive a specific treatment and service.

Application Call Treatment

BaiAlr Aldllags
EHa have: TORONTD e Ialga: 3l 1730000 G5 Agell, 18wy - 1780 59 O Agrll, 1w
Taopk Hame: WpplicalonSial

gl = Defauliea QAken Bug Roulsa Dhkoonagcisa Sferea AALgngd ADINgongd  Hosl Lookug

ORAND TOTAL

Cruanity o 16 3 o z 158 133 25 k)
Parcaniags | o0 R R LI 2 o0 R 1Y —_— B4 P 16 MY
Avarage Tire Befons W AS HE M OT I 14 W T HF 03 —_— p— p— p—

Applicatlan: ACD_DMN_Applleatlan
Todal L] L] L1 L] L] L3 L] 1 L1
Ararage calkh cEc IlaEyal 13 & L L L3 J— J— J— J—
Awg 1lve pafons {aalmaal o 11, i} O T} 24 i 11 Wik T O HE TS —_ —_ —_ —_
Fewamriage %] L B3.HF- 0 AHF L 0 —_— B3P AT .- 0 AHF
A E e

12:8% Cruanify =] = [+ =] ] =) = 1 [+
Parcamiags %] (R 2300 (e R} (R (R —_ 22.00 1700 (e R}

Larage Tive Bafong GO0 e [m i e oy [ Rl [ e [ eir rekcy —_ —_ [— [—

Dally H5E93 Todal
Srg calke o Ind.

Ly 1ime pefong
Farcamians %)

Applleatlan: Suanity
ACD_DN_AD pgrcgntags %)

Rplleatian Awarage Thes Bafoos

(LT

Printed By: sysadmin A1 110204 A M Page: 1
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Application Delay Before Abandon Report

This report gauges service quality by indicating how many callers disconnect (abandon) before reaching an agent. The spectrum shows
how long callers typically wait before abandoning, whether they abandon before or after reaching the service level threshold, and the
percentage of calls abandoned. With a greater awareness of customer tolerance levels, contact center managers can adjust call routing to
provide quicker service, offer recorded announcements more frequently, offer callers the option to access an interactive voice response
system, or add agents to improve service levels.

Application Delay Before Abandon
Bizslir Mirlings

Sike Hama: TOROHTO Repad. Inbgral: D000 17 May, 1999 - 01000017, Way. 1999
Tankz Hams: itpplistian=a,

Skill=al Salls: L3 ADE aaongd blaxlmum Anardge
Sffaied B g g A0d naoagg Apangongd  Afler Traganol  Apangon Dolay  Apanaon Deldy  Apanaon Deldy

Bpplication: CLID_Script

Sumiha T.B2B 7622 3 Lo i L1 O 25 HEAHE1E o A

Apanaon Delay Seectrumi SLID_S: i

4 a 1z & S 2 X 3 ¥ 40 44 42 2 32 &G A% 100 133 183 180 130 20T I3 ZaC 20 230 00 450
1 1 1
1
i 1
+ 4
¢ 1
¢ =
R T T i el i el de e e de e de e dode el e et de et e el e e de e e de e el te de e el et te e e le et Jelele el
=3 & = 14 12 =z =3 o 24 - 0woons = =4 =2 Gt we MG 133 13 T 1ed X0 230 ZE0 I ZEt o

Apanac Delay Seacirum: ST

4,8 1z W2 I 23 3z ¥ 40 44 42 3z O3S 60 20 100 20 160 180 130 200 30 240 280 20 M0 a0
1
P By .
P I
P I
P
|:’C-i- i el Ll AN A A A A AT AN AT TR A D DA T D D
2 & M1 434 48 2 26 3 34 38 d4x 45 S0 54 2 T3 oS3 40 430 453 4T3 1S3 D0 20 X0 I e %0
]
aoad 170 130 o X2 o LA 2 OO aT [l 2 )
LI R 12 120 [+ .00 [+ LI LR L E LR
[T 120 120 o X o COIGEGE LR R e Rt L
GOiAE 121 122 o X2 o LA 2 OO aT [l 2 )
o a0 120 1% o X - LI LR R [ Rl L
[T
Prirnted By: =swsadmin 52083 41:20:31 oM Fange: 3
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Cross Tab—Application Performance Report

This report provides you with an at-a-glance view of application performance (calls answered, calls abandoned, calls offered) for several

days. You can use this report to compare application performance for the same reporting period on different days.

Crosstab - Application Performance

Besthir Airlines Report Interval: 13:30:00 05 April, 1999 - 13:45:00 09 April, 1999
Site Mame: TOROMNTO
Tahle Mames: iApplicationStat

Grand Totals

Calls Offered 393
Calls Answered 336
Calls Abandoned a7

Mon Tue Wiad Thurs Fri Total

37
3

62
58

62
i}

393
336
&7

TAREPSRT STEt i ioas _apolication. il
Printed By: sysadmin 4/12/99 10:12:13 AM Page 1 of 1
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Configuration Report

Configuration Reports provide the following information: supervisor properties, skillset properties, CDN properties, Route properties,

IVR properties, and port properties.

Site Name: GCCTHOR

Supervisor Properties

Supervisor Name: Marcus O'Sullivan

FC Login MName: sullivan

Fersonal Directory Mumber (DN}

Department: Technoloow
Title: Supervisor
Comment:

Anents Assigned
Catherine Bleahen - 1913
Maura Fahy - 7803

Tricia Fitzpatrick - 6613

Supervisor Properties

Supervisor Name 8 ID: HelpDesk Administrator -- 1234

FC Login MName: helpadmin

Fersonal Directory Mumber (DN}

Departrnent: Galway HelnDask
Title: Supervisor
Comment:

Anents Assigned
Duncan Clee - 1113

Aine Concannon - 1111
Angela Concannon - 1112
Declan Connolly - 5555
Temporary Contractor - 9999
Jacinta Lynam - 3742
Caroline McGrath - 3759
Miamh McLaughlin - 2222
David O'Brien - 3354

Patrick O'Brien - 3257

Criona O'Connor - 9878

Printed By: custadmin 2/8/99 9:42:43 AM

Fage: 1
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Database View Definition Report

This report generates a complete list of the database views available in the Symposium Express Call Center database. You can use these
views to define user created reports. For each database view, the report lists the fields in the view. For each field, the report provides the

field type and length.

Database View Definitions
Beastair Airlines
Site Name: TORONTO
Table Name: Views
Wiew Marme Field Mame Type Length
AccessRights
FeadAccess zhar 1
WriteAccess char 1
Executefccess char 1
ReadAgenthccess char 1
WriteAgentbccess char 1
CreateDeletedccess char 1
Executefgenticcess char 1
ReadAllAgentfccess shar 1
ritesllAgenticcess char 1
ExecuteAlldgenticcess char 1
CreateDeletedgenticeess char 1
CreateDeletedllfgenticcess char 1
Objectitey int 4
CbhjecttHame wvarshar 3z
Grouphame wvarchar 40
PCLoginMame wvarchar 40
Surhblame varchar G4
GivenMarne wvarchar 64
Comment varchar 127
ActivityCode
Marne wvarchar 20
ActivityCode varchar 22
Agent
CallForceCption char 1
TelsetShowReserve zhar 1
AlternateCallAnswer char 1
ReturnToQueueOnkloAnswer char 1
UnianBreakTirmer stallint 2
ReturnToQueueiWaitintenval srnallint 2
SwitchID int 4
TemplateID int 4
CallForceDelayTirner int 4
ThresholdTemplateID int 4
UserlD binarny 16
TelsetLaginlD wvarchar 16
TermplateMame wvarchar 20
SwitchFortMarme varchar 30
SwitchFortdddress varchar 30
ThresholdTemplateMarne wvarchar 30
PersonalDM varchar 22
Title varchar G4
CHREPORTEEMcoaTly 30 vl
Printed By: sysadmin 6:25/09/5:05:05 PM Page 1 of 57
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IVR Queue Statistics Report

This report shows summarized statistical information grouped by IVR queue. The report details the performance of IVR queues, and is
especially useful for understanding call volume and delays callers may have experienced when attempting to access the IVR system.

IVR Queue Statistics

Bestair Airlines
Site Mame: TOROMTC Reportinterval: 00:00:00 20 April, 1999 - 23:50:50 20 April, 1999
Table Mame: iVR Stat

Answered Answerad kot Mot Treated Mot Treated
offered Answered After Threshold Delay Confer'd Transf'd Tregted _After Thresh Delay

GRAND TOTAL
1277 07 o 000214 o u} 470 235 020815

Queue Mame & ID: GIVE IVR queue 3650 - 3650

Summary: 470 a a 00:00:00 a a 470 235 02:02:15
4/Z0s00
00:00

00:00:00

0z:02:15
Daily 4/20/299 - i

Quewn

Queue Name & ID: 3660 - 3660

Summary: 242 242 o 00:01:02 o a a o 00:00:00
4iz0s99
00:00 248 245 o 00:01:08 o a a o 000000

Daily 4/20/99

QueL

Queue Name & ID: 3670 - 3670

Summary: 223 223 [u] 00:01:03 [u] u] u] [u] 00:00:00
20099
00:00 223 223 o 00:01:03 o [u] [u] o 00:00:00
Daily 4420009 - .

Quewn

GQueue Name & ID: 3680 - 3680

Summary: 336 336 o 00:00:03 o [u] [u] o 00:00:00

420000

00:00
Daily 4s20/29

Quew

GRAND TOTAL

1,277 207 o 00:02:14 o [u] 470 235 0z:02:15

Im-ras 2oopd

Printed By: sy=sadmin 4/72/99 11:24:08 AM Page: 1
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DNIS Statistics Report

This report summarizes the total call volume to each DNIS number. The report lists the total calls answered, total caller wait time, total
calls abandoned, and the percentage of calls that abandon after a wait greater than or equal to the service level threshold defined for the
DNIS. You can use this report to track call handling performance on products or services associated with a particular DNIS number.

DNIS Statistics
Esslhir Dirlings

Sie Hama: TORONTD Fapar. Imanal: 1223000 06 Spril. 1923 - 12:30:00 06 Opril. 1922
Tabk Hame: iDH 22

Apan L
SATMET Ag AAL AaL ATIE Dika- f=20-0 MACD VR Ak Apang ATgr Apa AT Tal
Offarsd  Afawansd Dalay Dslay Tnesanchk ooagcisa  flowsa Rowlsa Tul Tranafaobafauli'a Buay Arpana Dalay Tnogan Tnrgan Tlre:
GRAMD TOTAL
al 44 HEHEGT T L] 13 1 3 T L] 1 D 13 LR R g B
OMIS Marne & |D: Corporate_Gold - 3559000
Sutihd iy El 10 HEHREGE 1 L] 13 L] 1 3 L] 1 D 13 0. GO 3
L=

1245 15 (e Be e L] 1 [+ [+ [+ 1 = [+ 1 [els R ] [=3 O C0o0i T

1200 [+ [+

Dalty T

DHIE

OMIS Marne & ID: Corporate_Service - 5353010
Surrany 48 34 MEEGE R E:3 L] L1 1 2 4 L] L1 R G G L1 0.0 G109

A=

GRAND TOTAL

a1 4 HEGHEGT T L1 o 1 3 T L1 1 MG G L] 0.HE GG

IMaesE rpe

Primted By sysadmin 48093 11:03:22 oM Page: 1
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Music/RAN Route Statistics Report

This report shows information about music and recorded announcement (RAN) routes. For each route, the report provides the number of
route accesses and the route access time. This report can help you spot any routes that may be overloaded.

Music/RAN Route Statistics

BestAir Airlines
Site Mame: TOROMTO Report Interyal: 15:15:00 03 &pril, 1999 - 15:45:00 08 April, 1999
Tahle Mame: iRAMNMuzicRoute=tat

Route Access Route Access Time

GRAND TOTAL

o975 001413
Route Name & |D: Routed - 1
Summary: 223 Qo:05:01
45089
330 145 o0:02:03
45 184 o0:0z: 52

Route Name & ID: Routez - 2
‘Summary: 221 o0:04:50

4200
220 175 00:02: 34
245 156 o 16

Route Mame & ID: Route® - 2
Summary: 315 00:04:22

458089
220 120 00:01:42
45 176 o =]

GRAND TOTAL
975 o0:14:13

(L]
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Cross Tab—Skillset Performance Report

This report provides you with an at-a-glance view of skillset performance (calls offered, calls answered, and skillset calls abandoned) for
several days. You can use this report to compare skillset performance for the same reporting period for several days.

Crosstab - Skillset Performance

Besthir Airlines Report Interval: 09:00:00 05 April, 1999 - 09:15:00 09 April, 1999
Site Marne: TOROMNTO
Table Mames: iSkillsetStat

Grand Totals

Call Offered 1,366
Call Answered 1,263
Network Call Answered 13
Skillset Abandoned 56
Mon Tue Wied Thurs Fri Total
r=R ] Biocking_Soript 236 221 227 z51 ZEE 1,211
201 224 221 241 254 1,151
2 g o 2 2 11
14 g 5 11 12 48
Master_Script 1655
112
2
8
1,366
1,263
13
56
Total 280 242 271 274 299 1,366
213 232 270 262 286 1,263
2 6 1 2 2 13
16 9 5 13 13 56
COREFORTEMEN K ioaa_axlikeat. il
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Skillset by Application Report

This report shows summarized skillset statistics for each application under review. This report provides statistics such as the total number
of calls answered for each skillset and the number of calls answered after the service level threshold for each skillset.

Skillset By Application

Bestair Airlines
Site Mame: TOROMTD Report Interval: 09:00:00 07 April, 1999 - 09:15:00 07 April, 1999
Table Marne: iSkillsetStat

Shillset % Ansd Arerage Maximum
Skillset Answered After Ansvwar Answrer Answvwer
Date Time Answered  After Thresh Thrash Delay Delay Delay

GRAND TOTAL
452 158 22804 01:42:55 000014 o0eo0:42

Application: Booking_Script
Summary: 231 S 2.16% Q0:55:10 00:00:14 Q00042

4/7/99
0915
Daily 4729
Skillset

Application

Application: Master_Script

Summary: 118 a2 6.78% 00:23:35 000012 00:00:31
_________________________________________________________________________________ ,
| Skillset: Bookings !
: Summary: 39 3 TED 00:0E:59 00:00:11 |

I
O
4/7/99
0915
Daily 4709
Skillset

Skillzet: Default_Skillzet

Summary: a a 0.00 00:00:00 000000 0o0:a0-00
| e e e e e e e e e e e e e e e e e e e e e e e e e
4789
0915 a a 0.00 00 00:00:00 00:00:00
Daily 4/7/90 ¥ ! ; 00 0:05:0

Skillset

Skillset: European_Yacations

Summary: 26 1 285 00:04:14 o010 000024
| e e e e e e e e e e e e e e e e e e e e o
447120
0915 26 1 388 000414 L00; 000031
Daily 477029 : galeHc]
Skillset

\ Skillset: Vacations
: Summary: 53 4 755 o0:12:22 00:00:14 000021

e D
0215 53 4 755 00:00:21
Daily 41799 § i $5)734
Skillset

CAREPDRTEMLat ra wllld. rof
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Glossary
ACD-DN—An ACD-DN is a directory

number in the Meridian 1 that is used to
implement automatic call distribution.
When a call presented to the Meridian 1 is
associated with an ACD-DN, the call is
placed into a queue or “lineup” where it
will wait until answered. If an agent is
available, the call may be presented
directly to the agent. If an agent is not
available, the call may be presented with
recorded announcements and music until

it can be answered by an agent.

Activity codes—Activity codes are numer-
ical codes entered by an agent using the
telephone keypad while on an incoming
skillset or ACD call, which indicate the
type of service or transaction the call
entails. Multiple codes can be entered
during a single call.

Administrator—An administrator config-
ures and manages a contact center and
typically requires a PC for administration
purposes. It is unlikely that an adminis-
trator would be called upon to answer calls
and, therefore, the administrator would
not be required to have an agent-type
telephone set.

Agent management—Agent management
describes the ability to configure, manage,
and report on agent activities.

Agent-skillset assignment—With
Symposium Express Call Center, agents
are assigned to answer calls according to
their abilities or skillsets. Agents can be
assigned to answer calls for up to 50
different skillsets or call types.

Agent-supervisor assignment—Agents
can be assigned a primary and secondary
supervisor. The primary supervisor assign-
ment is used when an agent requires assis-
tance with a call and presses the Supervisor
key. The primary and secondary supervisor
assignment allows the agent to be monitored
in real-time displays by both supervisor types.

Agents—Contact center employees who
answer incoming calls are called agents.
Working at an answering position, agents
should be equipped with all of the informa-
tion required to complete caller transactions,
typically a telephone set and computer to

process caller requests.

Client—A client is a PC that is connected
to a Local Area Network. In the Symposium
Express Call Center, an example of a client
is a supervisor’s workstation.

Control Directory Number (CDN)—A
Control Directory Number is a number
which is configured in the Meridian 1
PBX as the entry point for calls into the
Symposium Express Call Center. There
can be multiple CDNs configured in the
Meridian 1 PBX, all of which can be
associated with the master script.

Dialed Number Identification Service
(DNIS)—Dialed Number Identification
Service provides the contact center with
the last several digits of the number dialed
by the caller. Calls can be distinguished by
DNIS numbers when they enter Symposium
Express Call Center and can be routed to
specific skillsets based on the number
dialed by the customer.

Interactive Voice Rresponse (IVR)—
Interactive Voice Response (IVR) provides
an automated method of accepting and
furnishing information to and from a caller
by using computer controlled voice play-
back to prompt for telephone or voice input.

Local Area Network—A Local Area
Network (LAN) is a data network that

connects computers, modems, and printers.
A LAN is usually used within a building.

Meridian 1—Meridian 1 is the business
communications system, or Private Branch
Exchange (PBX), that receives all telephone
calls and manages the appropriate ones
using the Symposium Express Call Center.

Meridian Link Services—Nortel Networks
Meridian Link Services integrate the
Meridian 1 PBX with computer systems to
support computer telephony integration.
The capability is integral to Symposium
Express Call Center.

Node—A node is a location within a
network of Meridian 1 PBXs.

Open Database Connectivity—Open
Database Connectivity (ODBC) is a
standard universal data access interface.

Personal directory number—A personal
directory number may be configured on
agent telephone sets to allow agents to
place or receive calls. Agents may use their
personal directory numbers to call back a
customer or receive a call from a fellow
employee who is not part of the contact
center.

Private Branch Exchange—A Private
Branch Exchange, or PBX, is a telephone
system usually located on the premises of
a business. It provides an intermediate
switching point between a central office

and an end user.

Server—A server is a PC that can vary in
size and power, from a simple desktop PC
to a high-powered centrally located PC
connected to a data network. The server
stores information that can be accessed by
multiple clients within the network.
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Skill-based routing—Offers advanced call
routing and treatment based on the
requirements of a call(er) and the skillset

of available agents.

Skillset—A skillset is a label that is
applied to a collection of abilities or the
knowledge of something, such as a
product or department, which may be
required of an agent to handle a given call.
Skillsets are associated with calls to deter-
mine the requirement of the caller.
Skillsets are assigned to agents, which
qualifies them to handle calls with specific
skillset requirements.

Structured Query Language—Structured
Query Language (SQL) is a standard
language that allows data to be extracted
from database files.

Succession 1000—Succession 1000 is a
robust, reliable, and fully-distributed IP
private branch exchange (PBX) solution
that allows customers to maximize their
wide (WAN) and local area network (LAN)
investments by converging voice and data
while optimizing business-critical applica-
tions and features. It receives all telephone
calls and manages the appropriate ones
using the Symposium Express Call Center.

Supervisors—Contact center supervisors
manage and monitor agent and contact
center performance. They require a PC to
display information and make necessary
changes to the contact center environment.
Supervisors may be called on to answer
calls and service emergency requests

from agents.
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Trunk—A trunk is the physical link
between a central office (the telephone
company) and a PBX that makes telephone

communications possible.

Trunks may be categorized according to
the switching systems they connect. For
example, tie trunks connect two PBXs, and
central office trunks connect a PBX to the
telephone company’s central office switch.

Trunk route—In the Meridian 1 PBX,
trunks with similar characteristics are
grouped together to form trunk routes.
Trunk route reports can detail statistics
about customer service levels to better

determine if service goals are being met.

Voice ports—Voice ports refer to the
connection points within the PBX that
can support either analog or digital devices
used by voice processing systems.

Voice processing—Voice processing capa-
bilities provide integrated use of voice
systems within call scripts.

Voice prompts—Voice prompts are phrases
spoken to callers in an effort to give informa-
tion to a caller and to obtain information
from the caller.
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