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CONFIDENTIALITY

All information contained in this document is the entire property of Pure Cloud Solutions and as such, must stay
confidential. Access to this document is restricted to those companies or parties having signed a Non-Disclosure
Agreement (NDA) with Pure Cloud Solutions. Diffusing information to other parties without a signed Non-Disclosure
Agreement between Pure Cloud Solutions and the other party is forbidden.

TRADEMARKS

Centile™ and Istra™ are trademarks of Centile Telecom Applications SAS.

PREAMBLE

Centile Istra platform can be released in different configurations, depending on the Customer needs.
Due to that fact, some dissimilarity may occur between the Web Administration User Interfaces and features
described in this Guide and the ones you get.
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About this guide

The goal of this guide is to provide Call Center Enterprise administrator will the necessary procedure to deliver ACD
functionalities to Call Center agents and supervisors throughout their respective consoles. (Please refer to mylstra
and ACD Console user guides for more details).

- mylstra for Agents is dedicated to Agents

- ACD Console is dedicated to Supervisors

This Call Center service can be created for one enterprise and run from the enterprise premise but also outsourced at
a Service Provider’s datacenter enabling multiple enterprises to benefit from hosted in-bound Call Center services
without the hassle to manage and maintain the service.

These ACD functionalities are enabled by the Enterprise administrator at Istra Web Administration level.

Please note that the Call Center service is synchronized with Istra platform and cannot be run on its own.

Centile Call Center application provides enterprises hosted inbound call center services. The application is network
based for simple and speedy deployment and maintenance. It offers a comprehensive range of features that are
required for Call Center Supervisors and Agents to efficiently manage and monitor incoming calls.
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Chapter 1 - Introduction

This chapter describes the actions required to create a Call Center service within an enterprise.

The enterprise Call Center enterprise administrator, the only person allowed to access the Istra web administrative
interface, needs to define the agents, the supervisor, the calendar sessions (office opening and closing hours), the
ACD Call Center service and the ACD groups.

In order to define all of the above, the enterprise hosting the Call Center must have previously created gateways, ext
numbers, PSTN pool ..... Please refer to Istra 9.0 - Service Provider administration guide.

If an enterprise has already been created using an older Istra version than the 7.6, the enterprise administrator will
need to create the ACD Call Center service.

When creating an enterprise under the version 7.6, the ACD CallCenter service is created by default.
The following actions will be detailed throughout this guide:

= Agents (persons dealing with client’s enquiries)

-~ User extension creation and ACD agent activation

—  ACD Agent assignment to a previously created user extension
-~ Device assignment to a user extension

-  User extension assignment to a ACD agent

Note: An enterprise may already be using Centile ISTRA platform for IP telephony purpose. In this case, the
enterprise administrator has already created users. He just needs to enable a certain amount of users to become
agents.

= Supervisor (person monitoring and managing the agents)

—  User extension creation and ACD supervisor activation
-~ Device assignment to a user ACD supervisor
—  Agent activation as well as Supervisor !

= (Calendar (office opening and closing hours)
~  Calendar creation including exceptional sessions e.g. office opening hours during a bank holiday day

R = ACD Service parameters settings v

W

- Keeping the ACD services set by def:

o Modifying the ACD service parame

)
hd Overflow groups (group of agents) 70}

Creating s and assigning Overflow groups
.'a—

F

‘:.

- Keeping the ACC et at Service level
Modifying the ACD services

gning PSTN numbers

N 'iplr_warding rules
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Chapter 2 — ISTRA License

When acquiring an ISTRA license, the license owner receives a license file containing the following information
related to his purchase.

Please note: The enterprise administrator does not have access to this license. The license detailed below is the
Service Provider license. Please speak with your service provider to view the license.

Figure 1 License

MaxNblpbxResources 10 1 .
axNbTerminals 1000 154] A 154 terminals out
MaxNbUserExtensions 7000 109 of 1000 have been
|MabeiJserExtensisnsCIFckTQCauFE 100 549 created
MaxNbUserExtensionsMuliiStageDialing 100 36
IMaxhNbUserExtensionsTapiDriver 100! ar
MaxNbUserExtensionsVoicepad 1000 &8
MaxNbUserExtensionsVoicepadG722_2 10 10 @
BN s ersione o spapvies 2 “3 65 users out of
JuaxNpUsers 1000 | ——— 1000 have been
netipaddnoip oN created
Enterprise license value current value
Enterpnse ON
MaxEnterprisesPeripbx 10
MaxNBemailSignatureshianager &0 1
MaxNbEnterprises 100 ik
MaxNbFaxAddresses 100] 1
MaxNblvrWelcomeAttendant 100 20
MaxNbDCSGateway A 0
MaxNbUserExtensionsConferenceMaster 50 43
MaxNbUserExtensionsMylistra 200 67
MaxNbUserExtensionsSwitchboard 100 46
axNbAdministratorAcdStatsAccess 100 30| Infos related to ACD -
“abelssmllBaaquistnbuhonEnamed 100 2 ¢ 45 ACD agents and
IMaxNoUserExtensionsACDAgent 100 45 21 AGD supervisors
MaxNblUserExtensionsACDCallPad 100 37 p
axNbUsersACDSUpEnvisor 100 21 out of 100 have been
IVRs & Services license value current value created.
MaxNbivrConference 100 2
MaxNblvrForwardingRulesManagement 100 1
MaxNblvrLasiCaller 400 1 a
MaxNblvrPlayMusic 100 4 V) )
1

MaxNblvrRecordCustom 100 1| | -
Cance| Manage License...

of ACD agent user exte ACD Supervisor users incl
onsole applications. A
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Chapter 3 — Agent creation

An agent is a person belonging to a group of agents (refer to chapter 5 — Creation of ACD groups) and handling
customers’ incoming calls queries.

Note: An enterprise may already be using Centile ISTRA platform for IP telephony purpose. In this case, the
enterprise administrator has already created users. He just needs to enable a certain amount of users to become
agents. Please refer to section 3.3 ACD Agent assignment to a previously created user extension.

This chapter describes the actions required by the enterprise administrator to create agents.
The following tasks, enables from the web administration interface, are detailed throughout this chapter:

- User extension creation
- ACD Agent assignment to a newly created user extension
- ACD Agent assignment to a previously created user extension

- Device assignment to a user extension

- User extension assignment to a ACD agent
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3.1 User extension creation

The enterprise administrator needs to log into ISTRA web administration interface — please refer to ISTRA
7.6 Enterprise administration guide for instructions.

Select COMMUNITIES menu -> USER EXT. to open the USER EXTENSIONS page.
1. Click on ADD to create a user extension.

Figure 2 User Extension creation page

0 Bold fields are mandatory.
field value
xtensd Enter ext on prefix and select among suggested values:
(1) —p [eEi0nsion [248 | ciear
telephonic state Unavailable
(2) e | |
hoto URL
a o For optimal results, photo must be 60x60 pikels, or respect this ratio:
3)
Tl | |
O always
simultaneous calls on softphone 2
(4) —_— @ from 2 simultaneous calls in progress
(5) do nat disturd ® o Oan
(6) hide caller's ID ® no O yes
(7) publishing in directory ® yes Cing
(8) call waiting ) off @ on
(9) enable mylstra = salesforce screen popping on incoming calls O no ®¥9$
(10) enable mylstra = salesforce screen popping on outgaing calls| () no (@) yes
End users will not be able 1o see the selected fields below, unless they have the
Switchboard permission.
available selected
PSTN numbers
. I~ - A
11 privacy settings in directory .
() extension
sl
i v

| save and edit ) save and add new, ) (.cancel ] |
P 7 2 wr

an extemion prefix e.g. 2 and sel_ectﬂl’no gst the

1. Select an available extension number by e
suggested value e.g. 248 h 7 B
isplayed on the screen of ringi

i abel (optional). On incoming cal

l‘i 1 url to upload your picture. This picture isplayed to your na !
on. < ~ . )
efault, 2 sim on softphone are allowed. Amend the value acc o

It, the DND mode
e Caller ID is enablec

| To able the DND functionality, se y
er ID (ext #) when ma

To ¢
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8. By default, the call waiting is activated. To disable the call waiting functionality, select no.
9. By default, the mylstra —CRM screen pop up on incoming calls is enabled. To disable, select no.
10. By default, the mylstra — CRM screen pop up on outgoing calls is enabled. To disable, select no.

11. Select a privacy settings in directory — e.g. a substitute, a presence state...

Click on save to view the newly created user extension page.

Figure 3 Updated User Extension page

0 Filters support exact values, as well as asterisk (*) and guestion mark (7] wildcard characters.
An asterisk matches zero or more characters, while & question mark matehes a single character,
“ou may &lso use the "null” or "nfa" string fo indicate a null value.
more information sbout extensions =

FUSUBE vy ELpaeiity]

enable

cn publishing external
photo applications telephonic  web PSTN in external video
B B gxiension service plan URL connected state identity lastname firstname number label cail rule device directory refations conferences conferences? myR

Molnternational
(1)  Legacy service-plan DISAN ti

One-uzer extension found

[ ™| (add) | |

Extension # 248 has been created.
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ACD Agent assignment to a newly created user extension

To activate an ACD agent, tick the box next to the user extension where the ACD Agent needs to be assigned
and click on the “modify” button. Please refer to the user extension creation page (Figure2) to activate the
fields above the “fields subject to license”.

Figure 4 ACD Agent assignment to a User Extension

User extencion

Serncs Plan

——

-—
Relations

E——

- —

—

Forwarding Ruls

User Extension Debug  PSTMMumbers  Coll Rule Termmals ~ Remate Tormingl | Lync Terminals
Service Membership
(1] Bakd fleide are mandatory.
nedd value

ExtEneion 245 |

ladmiriistrative herzrchy B -iCPS-SPICPS-Rescllertps |

ielephonic slate Unavailsile

resEplianis o

Inbet | |

phata LRL

|y For optimial sasults; photo must be S0-E0 pixels, of fespect is retio

|pulishing i dirsciory

=
aimultancous ealls on safphone [Fombins
| @ from |2 ﬁamnm 3 in progress
roup extension member? |
paging group member? |
o rof dishib
|

|ISSTUSMS Calfack fasture
(el wailing
I

ienaue CTI monkoeing of personal calls

ier\alﬂe o the iy recarding

a2 NOTS: BN 82T 10 Y82, Gnd UBare &ra bk - in ST BREESNONE -, 30 MANEST and Inrids me ¢l |
tney have o role i (calls o thalr VocaMall, currend calle in their CallQuswngSanvico . )

|eratie pickup

|USED: directory Iockup palicy

[esbia |

prfvacy setfings in direciony

la End users will not be able i sen fhe sciected Sekds b
| parmisaion

Neids subject 1o oo ae

(1) = |actwate conference chainman? o Dyes ouenige
(2) =tz Disa? Z overrde [
(3) _’Iu:l’nﬂt::ﬂlﬁmﬂim?‘ avermge [
avarnze [ :
(4) P> (acticata ACO agant? manags skills
ENGLISH =

(5) — iemue ®Pad? Ere|
i fadand Suihhomd s maia desulp aliphondy averie [
|<Pad and 0 Ensbis deskiog with & 728 code ¥ e

_>f?_sPan and Swichboard - enobic deskdop sofiphons with O.722.2 codet?|m

|¥Pac and Swikchbssard - snabie deskiop saltehone with viden?
t _— — wTrkd =

{XPag: 2nable the web XPed versicn?

[kPau snabie web sofipnone?

|XPad: enabde ACD sgent?

[ :
{activate the “Swiichboeid operalor ol
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\eranie WebCalback?

|enatie UssD user seese?
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Fields subject to license:

By default, the following “fields subject to license” are disabled. Depending on the license purchased, the
enterprise administrator can authorize them by selecting yes.

Conference chairman.

DISA

Call recording

ACD agent. Select yes to assign the ext #248 to an agent. Fill in the ACD agent skills e.g. French,
English

5. XPad —Select yes for the agent to be able to use Xpad.

6. XPad and SwitchBoard: Desktop Softphone - Select yes for the agent to be able to use Xpad.

7. XPad and SwitchBoard: Desktop Softphone with G729
8

9

= PN =

XPad and SwitchBoard: Desktop Softphone with video

. XPad web version - Select yes for the agent to be able to use Xpad.
10. Xpad Web softphone - Select yes for the agent to be able to use Xpad.
11. Agent XPad. Select yes for the agent to be able to use Xpad.
12. SwichBoard operator
13. C2CFE and XPad CRM integration.
14. Web Voicecard
15. Web Callback
16. USSD user access
17. Mylstra mobile client
18. TAPI Connector

Click on save. All changes will immediately be applied.

Please note: if the fields subject to license have reached their quotas, the enterprise administrator won’t
be able to activate them
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ACD Agent assignment to a previously created user extension

An enterprise may already be using Centile ISTRA platform for IP telephony purpose. Therefore the
enterprise administrator has already created users. He just needs to enable a certain amount of users to
become agents.

Select COMMUNITIES menu -> USER EXT. to open the USER EXTENSIONS page.

1. Tick the box next to the user extension to be modified and click on the “Modify the selected” button.
This will open the user extension modification page.

2. Go to the field named activate ACD agent

3. Select yes

Click on save.
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3.4 Device assignment to a user extension

Once the agent user extension has been created, the enterprise administrator must assign a device to it.

Select COMMUNITIES menu -> TERMINALS -> IP DEVICES to open the IP DEVICES page.

1. Click on ADD to open the IP devices page.
2. Select the DEVICE type to be declared, this opens the IP DEVICES creation page.

In the example below, the enterprise administrator has selected the device Aastra 30i and will assign it to
the agent user extension # 248, previously created.

Figure 5 IP Device creation page

@ For multi ines edition, fill the form and proceed proceed with 'save and edit muli line
@ Bold fields are mandatory.
field value
o 9 <+« (1)
| 4 Aastra 30i, sip protocol 4
@ Please note the chosen device modet has the following cerification level
'model
| Certified, live
Certified devices that are actively maintained and/or enhanced, and fully supported by both device manufacturer and platform vendor. (2)
device Iabel | <+ (3)
site CentileHosted-US v < (4)
NAT [ uss the nat of the site <+ (5
MAC address [00085D1A15A5 | < (6)
© it Il O define it manually < (7)
codec (G711 ~]
) none < (8)
exisfling (enter ion prefix and select among suggested values, use * a5 a wildeard prefix)
extension ® [248 (user extension) clear
create naw (entsr extension prefix and select smong suggested valuss)
O] clear (9)
|abel [ | <— (10)
reject incoming calls O sy . v
porth @ from 2 simultaneous calls in progress: “_ (11)
O always ( 1 2)
o i @ W x GanancScensrio
reject outgoing calls ® from 4 I S'muﬁanemhccc\lmCOdessceneﬂo <+ 13
O Aever ManagerSeenano 4— ( )
FreeSeatingScenar
ring defay (=) ExtandedSeenain
fax [OF S yes
scenario |ACDScenan'o EI

| save and add new |((save and editmull ine | (Ccancel ] |
= v
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Select the device type e.g. Aastra 30i to be assigned to a user extension.
Enter the device label (optional).

Select the physical location (site) of the device e

P w N Pe

Tick the box “use the NAT of the site” — refer section 2.2 NAT creation and assignment to site of the
Istra 7.6 enterprise administration guide

Enter the MAC address of the device. If the device is behind a NAT, input the private address not the
public address of the NAT.

a2

6. Password: choose to generate the password automatically or to define it manually
Select the preferred CODEC. This is the first CODEC negotiated.

8. Enter an existing extension prefix e.g. 1 and select amongst suggested values e.g. extension 100.
Extension # 100 is the agent user extension to which the Aastra 30i will be assigned.

S

9. Enter the extension label. This label will be displayed on the caller CPE screen (if available) for internal
calls.

10. Decide to reject incoming calls or not:
=  Always
= Enter a value for simultaneous calls
o ‘1’ to perform simple calls.

o ‘2"isthe minimum value to allow to receive a second call while already on-line, put
someone on-hold and switch between two calls.

o Higher values are needed if more calls are to be handled at a time. For example, a
receptionist extension requires more than 2 simultaneous calls.

11. Decide to reject outgoing calls or not:
=  Always
= Enter a value for simultaneous calls
o ‘1’ to perform simple calls.

o ‘2"isthe minimum value to allow to receive a second call while already on-line, put
someone on-hold and switch between two calls.

o Higher values are needed if more calls are to be handled at a time. For example, a
receptionist extension requires more than 2 simultaneous calls.

12. Enter a value for the ring delay !
13. If a FAX is connected to the extension, select yes in the fax menu.

Note: This impacts CODEC negotiation and cho cancellation on some devices. v
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14. Select a scenario:

=  GenericScenario is used for a plain extension and enable the end user to access standard
fucntionalities

=  AccountCodeScenario enables an identification number. Before each call the user is asked to
dial this identification number, which will tag the corresponding CDR entry. For example, by
assigning a code to each of lawyer’s clients, the CDR becomes a tool for charging the client
called.

= ManagerScenario enables barge-in and monitoring features from that extension toward any
other extension of the iPBX.

=  FreeSeatingScenario enables enterprises to allocate a set of phones (SIP, SCCP) shared by
several users. In order for the phone to be activated, the user just log in his extension number.
(FreeSeating doesn’t apply to MGCP devices e.g. Mediapack device)

= ACDScenario enables the end user to restrict the telephone use to ACD purpose.

= ExtendedScenario enables the end user to access to confirmation message (mostly used for
residential mode). It is an enhanced generic scenario enabling the end user to access to
advanced functionalities e.g. calls baring.

Note: In this example, the enterprise administrator must select the ACDScenario as he is setting a call center
service.

Click on save.

Figure 6 Updated IP Device page

device id extensions PSTN number status Private IP Public IP mulfi-ine user agent E
] E CentileHosted-US| " - Aastra 30i, sip protocol|MAC address : D0085D1A15A4|248 .1, outof service yes

One I[P geyice found.

| | [v]] (add]) |

The agent with ext # 248 is using an Aastra 30i IP F;“hyr'\e.

L | % \| -
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3.4 User creation and assignment to a user extension

Once the user extension has been created and a device assigned to it, the enterprise administrator must
define a user for this user extension.

Select COMMUNITIES menu -> USERS page to open its page. Any existing users are displayed on this page.

1. Click on ADD to open the User creation page.

Figure 7 User creation page

1] Saold falds are mandstory.

123

|| zave ) save and edit || save and add new | cancel ||

a

login (1)
blocked @roOyes < 2)
LDAP mansged? o Oyes <
= 3)
Q none
_ existing (enter extension prefix snd select smong suggested vsities, use * a5 8 wildosrd prefix) < 4
lestension ®) 248 (user extension) | stear (4)
- et new (entar extension srefx and seleat amang suggestzd values)
- | clear
ffrstname [Claire | <+ (5)
lestname. [Rees | <+ (6)
deiaidl Engusge | default community language (f : francais (french)) " <«— (7
custom messsge [ | < ( 8 )
i inherited: inherited from the enterprise ~
manusl custom caller 10 (§) gyt 0457231260 (entesprise pilat number) ~ary PETN of e enterpie
custom calier ID ) manual imherfied: nihefiiedg from the enfeinse
Y o o eenpartiiie ; lenitec: ent=rprise plol numbsr and PSTH numbe e =
: P il limiledt. PSTN number(s) of the extansion orly
sddtionsl Caller 1D normal entemnsa pikl number and PETN rumoens | of the extansion and & groupls)
() Fieece save and edit this user befare granting addttionsf calier 1D riormal: PETH nurmber(s) of the exiension and its groupls)
email claire.rees@centile com | <+ (10
Saies v <« (1)
ot title customer asles Db (12)
home numbe <
s (13)
mobile number 0657908721 <+ (14)
[ madify
pessword inpst
Sorfrm < (15)
postal address [ ! €4— (16)
{§)) Endl users will ot be abis o s=e the selected fields below, uniess they have the Swiichboard permission
available selested
presence siate mobile number
custom presence state ~
privesy setings in direatary| | o me number (17)
neirame ) -
phone numbers v |
postal address by
Search by: isbel HIS)
i suppart exact values, ss well 55 asterisk (%) and guestion mark (7} wildosrd <4
| clear
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11.
12.

13.
14.

15.
16.
17.
18.
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Enter a login for the user. Only 0-9, A-Z, - and _ are authorized characters.
It is used to log to the user Voicemail, XPad, mylstra applications.

Note: to connect to XPad and mylstra, you can also log in with your extension # but it is preferred to log
in with a defined login.

Select yes or no for blocked — Id yes is selected, the user will not be able to place outgoing calls.

Select yes or no for LDAP managed. LDAP is an external database allowing enterprise administrator to
import LDAP contacts. If LDAP managed hasn’t been selected, the LDAP contact will not be imported.

Select an existing extension # e.g. 248 as it is the agent’s user extension previously created.

Enter the user firstname.
For internal calls this identifying information will be displayed on the screen, if available, of the phone
that is called.

Enter the user lastname.

Select the default language

A custom message may be entered

A Custom Caller ID (PSTN number) may be selected either following the policy or manually

. Enter the user’s email address to be used to send Voice Mail notifications.

It is also displayed in the XPad/mylstra application of all users on the same iPBX.
A department may be selected.

The user’s job title may be entered. People from other Enterprises that are allowed to add this user will
see the user’s job title on their XPad/mylstra application’s contact list.

The user’s home phone number may be entered.
The user’s mobile phone number may be entered.

These two phone numbers are displayed in the corporate directory on the XPad/mylstra application.

Enter a password for the user; it is used to log into the voicemail, XPad and mylstra.
The user’s postal address may be entered. It is only displayed on this page.

Select a privacy settings in directory — e.g. a substitute, a presence state...

Select the efax number. Enter a *and select a number from the dropdown list

Click on save.
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Figure 8 Updated User creation page

1] Fillers support eact values, & wel & aglenis () and queation mark (7) wildcand Charactas
Ar aEtertss MEKNEES TEm OF MOTe CNaractans, while 3 guestion mark matnes 3 Single Characher
You mey alsa 1se 1he “rull” ar "nfa” siring 10 indieate a null value

rmlhmnle

I I | Cedd.) meort iom LOAE ) | (manage smat signahes.) | [
The agent with ext # 248 is Claire Rees.

Note: The enterprise administrator is also entitled from this page to choose the voice mail notification type
to be used to alert the user of new voicemails.
1. Go to the field named voice mail notification and select the notification type:

=  Byemail only

= By email with the voice mail attached as an audio file - format is Sun/NeXT audio data: 8-bit
ISDN p-law, mono, 8000 Hz (easily readable on most computers).

=  None (No e-mail sent).

Click on save.
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Chapter 4 — Supervisor creation

A supervisor primarily role is to monitor and manage the Agents/ACD groups from his ACD Console. He can also be
set as an agent and answer incoming calls should all agents are busy.

This chapter describes the actions required by the enterprise administrator to create supervisors.
The following tasks, enables from the web administration interface, are detailed throughout this chapter:

- Usercreation
- ACD supervisor activation

- Device assignment to a user ACD supervisor

- Agent activation as well as Supervisor
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4.1 User creation

In order for the Supervisor to monitor and manage the ACD Console, the enterprise administrator must
create a user and assign it with a supervisor role.

The creation of a Supervisor user is performed the same way as for the agent with the difference that the
user is declared as a Supervisor.
Select COMMUNITIES menu -> USERS to open the USER page.

1. Click on ADD to create a user.

Figure 9 Supervisor user creation

o Bold fields are mandstory.

field value

login KDM — (1)
blocked ®)ng O yes <— (2)
LDAR mansgea? s O < 3)
o
existing (enter extension prefix and select among suggested values, Lise * as s wildeard prefix) l— (4)
extension 8] clear
craste new (enter extension prefix and select among values) :
® [125 | cteae .
lfsiname |Karine | < (5)
astname [Merouze | N (6)
il o 4 defauit community langusge (fr : frangais (french)) " ¥ «— )
custom message I | «— (8)
sotey [inherited” inherited from the enterprise vie— (9)
manual custom caller ID (@) ¢, i 0407231260 enterprise piiok number)
custom caller ID C:) il
() yze presence states mapping
sddifional Calier ID |— (10)
() Plesse ssve and edit this user befare granting adcitional calier ID
email k.merouzef@gmail.com K — (1 1)
Gepartment Sales e — (12)
b it Sales Manager <
ok title age ( 13)
hame numoer
=il
mobile number 0687466114 ( )
[ maaify
—— ] = (15)
confim o
postsl address ‘ i (16)
(@ End users will not be able o see the selected fislds below. unless they have the Suitchbosrd permission
available selected
additional informations — (17)
additional explanations A
privacy settings in directory | oo rate usgr reference
access control system person reference
access control system status ~
professional postal address
Search by: labal
Fax Support exact values, as well o5 ssferisk () snd question mark 7] wildeard charscters.
[CentileFax 0437231289 | clear

| save and edil ) (_save and add new | (cancel ) |
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1. Enter alogin for the user. Only 0-9, A-Z, - and _ are authorized characters.
It is used to log to the user Voicemail, XPad, mylstra applications.

Note: to connect to XPad and mylstra, you can also log in with your extension # but it is preferred to log
in with a defined login.

Select yes or no for blocked — Id yes is selected, the user will not be able to place outgoing calls.

Select yes or no for LDAP managed. LDAP is an external database allowing enterprise administrator to
import LDAP contacts. If LDAP managed hasn’t been selected, the LDAP contact will not be imported.

Select create new extension # e.g. 125

Enter the user firstname.
For internal calls this identifying information will be displayed on the screen, if available, of the phone
that is called.

Enter the user lastname.
Select the default language

A custom message may be entered

© o N o

A Custom Caller ID (PSTN number) may be selected either following the policy or manually

10. Enter the user’s email address to be used to send Voice Mail notifications.
It is also displayed in the XPad/mylstra application of all users on the same iPBX.

11. A department may be selected.

12. The user’s job title may be entered. People from other Enterprises that are allowed to add this user will
see the user’s job title on their XPad/mylstra application’s contact list.

13. The user’s home phone number may be entered.
14. The user’s mobile phone number may be entered.

These two phone numbers are displayed in the corporate directory on the XPad/mylstra application.

15. Enter a password for the user; it is used to log into the voicemail, XPad and mylstra.
16. The user’s postal address may be entered. It is only displayed on this page.
17. Select a privacy settings in directory — e.g. a substitute, a presence state...

18. Select the efax number. Enter a *and select a number from the dropdown list

|
!
Click on save.

L
Figure 10 Updated Supé:;visor user creation |

0 Fiers Buppart exact vakies, 38 wel @= aster sk {*) and question mark (7} widcard characters.
An ghersk matches Zer0 of mora charachars, whiks & guaston mark metches 3 singla characr,
Woumay also use Hhanull® or *wa’ sinng o mdicate & nul value.
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4.2 ACD Supervisor assignment to a user
Now that the user Karine Mérouze has been created, the Enterprise administrator needs to activate the user

as a supervisor.

Select COMMUNITIES menu -> USERS to open the USER page.

Figure 11 Supervisor assignment to a user 1/2

0 Fillers Support exacl valuea, a8 wel &2 asteriak {*) and question mark (7} widcard characters.
An gEtertsk mIlChes Zer0 of mora Charachars "Iﬂlq & quashon mark matches a singla characier,
Woumay also use Hhanull® or *nfa’ slnng o mdicate & nul value.

(290 (UmpomiomiDAR. ] | [rassge emalspnanes. )

1. Search for the user Karine Mérouze with ext#125.
2. Click on the “Modify” button. This will open the user modification page.

Figure 12 Supervisor assignment to a user 2/2

fields subject to license
(1) Crno ® yes override []

restrict to some groups: O no @' yes
existing (enter extension prefix and select among suggested values, use * as a wildcard prefix)

is ACD supervisor? (2)

370 (Sales ACD - ACD group) = |

Go to the field named “Subjet to License”

1. Select “Yes” to activate the ACD supervisor !

2. If “restrict to some ACD group” selected, enter an extension prefix to select the ACD group the
supervisor is entitled to monitor. ]
s

Click on save. - 4 \w_’_.- /

Note: The enterprise administrator is al

L
ed from\‘g'his page to choose the voiug ﬁlhnotification type
to be used to alert the user of new voic - F ; g -

. A i ?

& 8

Ci‘ick on the “Modify” button. This will o r modifica‘z'bn page.

ned voice mail notification and select the n tification tyy
= 'd i
" L A} I'

ached as an audio file - forn ,f'
eadable on most co

B

[] Bye 3 l

By email with tt )
~ ISDN p-law, mono, &
None (No e-mail sent).
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Figure 13 Updated Supervisor assignment to a user

[1] FlRers supparnt exacl vales, B3 well 2s agierish '] and queslian mark {7 wid: and enaraciers:
An astenisk Matthes Zer0 or more Characters, mark mabches 3 singie characer.

, while 3 gueston
You may @S0 use the “null’ or TV SiNg bo ndicate a null value.

TR T - S = e o _ b - ety = ik o g

&
[
=

Karine Mérouze with ext# 125 has been assigned with a supervisor role.
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Device assignment to a user ACD Supervisor

The Supervisor user has been created and the enterprise administrator must assign a device to it.

The device assighment to a Supervisor user is performed the same way as for the agent. Please refer to
section 3.4 Device assignment to a user extension.

In the example below, the aastra 57i phone will be assigned to the Supervisor “Karine Mérouze” with ext#
125 previously created.

Figure 14 Device assignment to a Supervisor user

1P devices,

(7] 126 derminals handed by 160 IP devices
45 1F devices {outof 161] In senice.

Fleage noE e afenent levsls of device cenmcation
e information =

i ] Fiters support exact walues, a3 well a3 asterisk () ard cuestion mark (%) widcand characiers
Ar asterak malehas 26m o moe charachers, wike 3 queation mark matenes 3 singk characs.
“fais may alas use el o A anng to Indcate 3 rul ustue.

il devics id axlonsions  PSTN mardr statis Privata IP Public IP multiing user sgent B
= [Emerald-Square Sophia Nat Wian 302 - Aasira 5Ti, sip | MAC address : 1125 rouze| . outof service| e E

The supervisor with ext # 125 is using an Aastra 57i phone.
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4.3  Agent activation to a Supervisor

The supervisor’s primarily role is to monitor and manage the agents from the ACD Console. He can, from
time to time, answer calls on behalf of agents if they are unavailable (in pause, in a call). To do so, the
supervisor must be declared as an agent and be assigned to an ACD group member as a regular or overflow
agent.

Remember: A user can be set as an agent and/or a supervisor.

In the example below, Karine Merouze, a supervisor assigned with ext # 125 and using an Aastra 57i phone,
needs to have the status of agent as well as being a supervisor.

Select COMMUNITIES menu -> USER EXT. to open the USER EXTENSIONS page.

Figure 15 Agent activation to a Supervisor

a Filbers suppor exact valuss, as well 8¢ asterisk () and quection mark (7 wildcand characiers.
A askerisk malc hes 2ero or mare chafacions, while a guastion mark matches a singlo chafacter.
OU ay aleo uGE e null or "nia" Slring to indicato a mJll value.
IMHOTE: IMTOTTRGNoN BhOLE EXAENSIns »

TN UBET ENTERSN HenT

£n
photo applications telephonic:  web PS5TN
URL connectod  state  identily ksstname firsiname number fsbal — call jule dovice
| |neirsmationa
|DigArintematicnal

nE extension survice plan

I .
no |Ur'.a;a!laue|

1. Search for ext # 125 assigned to Karine Mérouze
2. Click on Modify to open this particular user extension page.

3. Follow instructions as in section 3.2 ACD Agent assighment to a newly created user extension.

The mandatory fields to fill in are:

e Activate ACD Agent. Select Yes in order fo_r Karine Mérouze to become an agent.
e Enable Xpad: Select Yes in order for Karine Mérouze to use XPad or mylstra for agent applications

e XPad: enable ACD agent: Select Yes in order for Karine Mérouze to use the ACD )@gd"or myistra for
lﬁ agent applications | 4

hT
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Chapter 5 — ACD Calendar creation

A calendar enables the enterprise administrator to define regular rules (opening and closing hours) from Monday to
Sunday throughout the year. Exceptions can be set (bank holidays for instance) and will overlap the regular rules
previously set.

Centile has created for convenience a default calendar named ACD-DEFAULT_CALL which is a pre-defined calendar
with regular weekly opened ACD sessions. Centile does not recommend modifying the default calendar.

The enterprise administrator can create as many calendars as needed.
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5.1 ACD Calendar creation
Select COMMUNITIES menu -> ACD CALENDARS to access the ACD calendars page.

Centile has created for convenience a default calendar named ACD-DEFAULT_CALL which is a pre-defined
calendar with regular weekly opened ACD sessions.

Figure 16 ACD calendar

ACD calendar

o Filters support exact values, as well as asterisk (*) and question mark (?) wildcard characters.
An asterisk matches zero or more characters, while a question mark matches a single character.
You may aiso use the "null” or "n/a" siring to indicate a null vaiue.

saarch claar

[]|[#|ACD_DEFAULT_CAL
(1| [ |werkingHours
AC

| (add) l— ©

1. Click ADD to create a calendar.

In the example below, the Call Center working hours are as floIIows:

!

Monday — Friday: 9.00 am to 18.00 pm '
e
Saturday and Sunday: closed “l}»"
Opened exceptionally Thursday 6™ August 2 from 9.00 am to 22.00 pm b‘/ 4

A
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Figure 17 ACD calendar creation

(1] Bold fielts are mandaion
(1) name [Callcertert Calengar ]
o IJIG 1|2 1:‘3 4
manday i
o S i Set regular
o - y |00 ret—————— .
e [¥] e [e[<]-[&]1e] oo l&T opening
apening heurs : Al and cIosmg
2) wegnesany &3 hours session
thwesay: G
Fidey &)
sargay @9
surday [+ ]
Q sugust 2015 [+ ]
Mo Tu We Th Fr Sa Su
L[4
3 4 5 B 7 8] L
(3) o) ][l 3] el 15| ]
7| 18] W) 200121 22| 23
24| 25| 26| 7| =8 24| a9
exceptonal sessional =i
o0 ag 12 13 4
Set exceptional
§ 6augusi 2018 [ 9 j07w)- (22 <[~ opening and
& closing hours
I (o8] (eancel) session
I (e Coaveand and v Ceance )|

1. Name the calendar e.g. CallCenterl_Calendar

2. Set the opening and closing hours:
- Click on the +icon of the day where session needs to be set.
- Select the requested opening and closing time.
- Click OK to validate your choice.

3. Set the exceptional sessions (if needed

- Select a day in the calendar e.g. the call center/hotline will exceptionally be answering
calls on Thursday 6" August 2015 from 9.00 am to 22.00 pm.

- Click on the + i
- Select the re ening and closing time.
- Click OK to v r choice.

Repeat the process for addi days as requested.

Click on save to upload the ow calendar.
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Figure 18 Updated ACD calendar
ACD calendar

o Filters support exact values, as well as asterisk (*) and guestion mark (7) wildcard characters.
An asterisk matches zero or more characters, while a question mark matches a single character.
‘You may alse use the "null” or "nfa" string to indicate a null value.

search clear

5 ACD calendar found’ lE-_

[1|[#|acD_DEFAULT. cAL
[]|.#!|calicentert_Calendar (1)

]| |WorkingHours B
FACD calendar found.

| | (add) |

The new calendar has been uploaded.

1. Click on Modify to view the calendar in details.

Figure 19 New ACD calendar

ACD calendar

o Bald fields are mandatory.
i R ~IVAL4
name |Calicenter1_Calendar
1] BF‘I ‘!? 1|ﬂ 24|
e © I
tuesday ) ] The call center
vosesear O 1 s open  Monday
opening hours iy © ] to Friday from 9.00
5 am to 18.00 pm
v © —_—
saturday W)
sunday s ]
Mo Tu We Th Fr Sa 5Su P
I
I I
N D S
exceptional sessions "[ Iﬁ] m[m‘[ 22{[ 23]
EEEEEEE \
3 N
thursday & august 2015
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5.2 ACD Calendar modification

One the ACD calendar is created, the enterprise administrator can modify sessions as needed.

Select COMMUNITIES menu -> ACD CALENDARS to access the ACD calendars page.

Figure 20 ACD calendar
ACD calendar

n Filters support exact values, as well as asterisk (*) and guestion mark (?) wildcard characters.
An asterisk matches zero or more characters, while a question mark matches a single character.
You may also use the "null” or "n/a" string to indicate a null value.

m

search

3 ACD calendai found. @u

NCD DEFAULT CAL

[—| \#|Calicenteri_Calendar| /| «— (1)
P

1| |WorkingHours
3 ACD caiendar found.

| | (aad )|

@]

1. Click on the Modify button of the calendar and go to “Exceptional sessions” section.

In the example below, the Call Center will exceptionally be closed on Friday 14" August 2015 for inventory.

Figure 21 ACD calendar modification

(4] august 2015 [+ ]

Mo Tu We Th Fr 5a 5u Th call ¢ .
e a enter is
[ 3]

EB-D.-- exceptionally closed

(1) = --- E]HE] on Friday 14th August
exceptional sessions ;: ;: 2 z; = 2015 for inventory
[ 3]
oo [*3 1|2 'IIB 2;1
/

friday 14 august 2015 — 4
2 —[8]
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Chapter 6 — ACD Call Center service parameters settings

When creating an enterprise, the ACD CallCenter service is created by default.

This chapter describes the ACD call center services in details and gives you an example of services customization.

The CallBack service will be detailed in Chapter 10.
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6.1  ACD Call Center service default parameters

The parameters set on the ACD Call Center service are the default ones. The default value of the ACD group
page inherits from this service.

Select COMMUNITIES menu -> SERVICES to open the SERVICES page.

Figure 22 Services

o Filters support exact values. as well as asterisk {*) and question mark {?) wildcard charactars.
An asterisk matches zero or more characters, while a question mark matches a single character.
You may also use the "null" or "n/a” string to indicate a null value.

saarch clear

=
-

ernvices found.

name
ACDCallCenter

AnnouncementService

BlastService

CallParkService
FreeSeating

MicrophoneTest

E
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&
7
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P
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[3 PagingService
P
7
|
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RecordlviProp

RecordMessage

TestsService

ThreeWayConference
WebCallBack

NN EEEEEEEE ~ e
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Figure 23 ACD Call Center service

o

Bold fields are mandatory.

field value

administrative hierarchy

E ~ICP5-SPICPS-Resellericps

name

ACDCallCenter

label

|

Advanced: voicemail seftings

Advanced breakout to number settings

Advanced: skills settings

Workflow: welcome phase

Workflow: gueue phase

Workflow: distnbution phase

Waorkflow: exit conditions

Callback phase

Others

| [ save |( apply |[ cancel | |

Specific settings includes the following services:

'welcome' announcement

Service | Definition Default (delivered with Istra license
Advanced: voicemails settings:
breakout to ACD voicemail (by Reach Group voicemail directly by dialing “*” during | No
dialing '*' whilst caller is in waiting time
queue)
message presenting *'s Play a message to inform that “*” breakout is No
voicemail breakout available
block voicemail notifications to | Stop Grp voicemail notification by Email to all Group | No
operators emails member
block voicemail notifications to | Stop Grp voicemail notification by Email to unlogged | Yes
unlogged operators Group member only
comma-separated list of Supplementary list of Email to notify
supplementary emails for
voicemail notifications
bypass group number display ACD Voicemail always present the real caller number | Yes
policy for ACD voicemail (show
original caller information) i
Advanced: skills settings _ =
The skill defines the language |;"7-\Ilow to use skills as language selection | No
Workflow: welcome message A | »
bypass 'welcome' message t play the welcome message when age
when there are free agent to take the call.

essage is pla\(,erd at beginning

message'
o=

Waiting message is played while client i
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announcement

his call to be answered. (This music was called
"StaylnQueue" in previous release).

music on wait

Music played while client is in the ACD queue
(Otherwise "ring back tone" is played while the
agent is ringing)

Generic or activated

Workflow: queue phase

Announce the number of Tell the caller the number of persons in the queue Disabled
persons in queue before you before him
ETA notification Estimated Time Announcement notification allowing | Disabled

the client to be aware of the AVERAGE estimated
waiting time before an agent answers his call.

maximum announcements
repeat period (in seconds)

Announcements repeated every 60 seconds

60 secondes

Workflow: distribution phase

ringing timeout (in seconds)

When a client is calling an ACD group, the phone of
agents rings in cyclic mode (one after the other).
After 15 seconds of no answer from the first agent,
the phone of agent n° 2 will ring for 15 seconds and
so on.

15 secondes

unreachable agent status
duration (in seconds)

Unreachable status means that the device of the
agent is not connected for any reasons. The call will
therefore not be forwarded to him for 60 seconds.

60 secondes

audio played while agent is
ringing

An audio file is played (max 1 minute) until agent
answers the phone - please note that this file is
played only once,

Generic or activated

Workflow: exit conditions

'queue full' announcement

Audio message announcing that the waiting queue is
full

Disabled

on full queue, forward to

Redirect the client to another number when the
queue is full

No forwarding rules
set

maximum duration in queue (in
seconds) - (‘'maximum number
of no answer' may supersede it)

A client cannot be waiting for his call to be answered
more than 20 mins.

1200 secondes

maximum number of no answer Disabled
- (‘maximum duration in queue' | Replaces the maximum duration in queue service

may supersede it)

announcement when maximum | An announcement is played when the client has Disabled
time in queue or call attempts is | reached the maximum waiting time in the queue.

reached

on maximum duration or call After 20 mins waiting for his call to be answered, the

attempts reached, forward to client is redirected to another number.

if all agents are logged out or Close the ACD Group if agents are logged out or

have no device in service, close | have no device in service.

the ACD-group

if all agents are logged out or Audio message played agents are logged out or have

have no device in service and no device in service and ACD group is closed.

group is closed, play

announcement

if all agents are logged out or | Transfer the call to another number if agents are

have no device in service and logged out or have no device in service and the ACD

group is closed, transfer call to group is closed.

opening/closing hours calendar | Calendar

on closing hours, forward to

1
. .
On closing hours, forward calls to another number

ACD default calendar

~ti °
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closing hours announcement Message played to clients to inform them of the Disabled
closing hours
Callback phase
propose callback when queue Callback option is proposed to client when there’s No
closes for no operator no operator in the queue.
propose callback when max The callback option is proposed to client when no
time in queue is reached “maximum time in queue” is reached
ringing timeout for callbacks (in | When agent has been called back, the procedure to 30 seconds
seconds) call the original caller will ring for a maximum ringing
duration. After this ringing time the callback request
will be pause before being put back in the queue.
max callback attempts Maximum number of time the callback procedure is 3
put back in the queue
time in seconds to wait for an When the Agent receives a call back procedure and 10 seconds
operator feedback after an the call has been unhook by the called party, Mylstra
answered callback call will ask the operator to confirm that the callback
succeed to reach the called party(no Voicemail). This
confirmation will be asked after after this delay.
time in seconds to pause a When Callback client doesn’t succeed or is not 600 seconds
callback client before unhook, the callback procedure is paused before
reinjecting it in queue being set again in the queue
announcement to client Vocal message to propose callback procedure to Default msg
presenting the callback (press client during waiting phase
1..)
announcement to client Vocal message to propose callback procedure to Default msg
presenting the callback (press client before exiting
1...) before exiting (max time
in queue and no operator
announcement to client re- Vocal message to a client who already requested a Default msg
entering the callback callback and try to request a second it time
announcement to client Vocal message to client to confirm the call back Default msg
registering a callback request
callback announcement to Vocal message to present to the Agent that the Default msg
operator current call is a callback procedure, before calling
back the original caller.
send SMS on callback register When Istra mobile is configured — allow to confirm no
callback registration by SMS when the caller is a
mobile number
send SMS on callback success When Istra mobile is configured — allow to confirm no
by SMS to the Caller that callback procedure as been
confirmed as a success by the Agent - when the
caller is a mobile number
send SMS on callback error When Istra mobile is configured — allow to confirm no

by SMS to the Caller that callback procedure as been
confirmed as a success by the Agent - when the
caller is a mobile number

Others

Early media activation

Early media is sent from ACD Grp no
during a predefined time (30sec by
default)
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ACD Call Center service parameters modification

The enterprise can benefit from the default ACD service. In most cases, the enterprise prefers customizing
the ACD service to reflect the corporate image e.g. play the enterprise welcome announcement message
rather than the default one.

The ACD Call Center service can be modified from 2 levels:

- The service page (applicable to the entire enterprise)
- The ACD Group page (applicable to a specific ACD group)

When creating ACD groups within this same enterprise, the enterprise welcome message will be played for
all ACD groups. A particular ACD group may want to customize its own welcome message. Please refer to
section 7.2 ACD group service parameter modification.

In the example below, the enterprise administrator would like to modify the following fields:

= Entera label

=  Enable the Welcome announcement with a generic enterprise message
=  Enable the Music on Wait with a preset audio resource

=  Enable the ETA notification with a generic Enterprise notification

= Activate a dedicated opening/closing hours Calendar with an enterprise calendar

= Enable the closing hours announcement with a generic enterprise announcement
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Figure 24 ACD Call Center service modification

Service.

o Bald fields are mandatory.

administrative hierarchy Sl ~/CPS-SPICPS Reseller/cps
name ACDCallCenter
label Zfashion <+ (1)

Advanced voicemall settings

Advanced: breakout fo number-settings

Advanced: skills seftings

Waorkflow: welcome phase

(") bypass 'welcome' message when there are free agents| leied defautt valus x
walue : no
&) ‘welcome® announcement level : generic enterprise announcement s <+ (2)

RS SRR IO CETeO!

detail : Upload an audio resource

&) 'walting message’ announcement lestiek: disabled 5
detail : no avaiable detail dicabied
level preset audio resource genenic enterprize announcement (3)
U music ait { <
ad i detail:  original file name * _._/voiceapps/ACDIWattingMusicMzg.au b
Workflow: gueue phase
% Announce the number of persons in gueue before you LU default valus 24
value no
A level : eneric enterprise value o
() ETA notification g <« (4
value ; yes -
# maximum announcements repeat period (in seconds) level : defautt value =
value : &80

\Workllovn axit condiions

o1 ‘queue it anncuncement feval.  dmabled -
ACDCalCenterOueusFullsg| geal . 1o aveistle detai

i on full peue. ferward o : level. defeut walue -
ACDCallCentenBusyFod) yaye . 0 nurnber (n fransier)
# masiTim Juralion B quaus [ asconde) tevel -
(mazimum numiber of no answer My supsrssds i) YE: R
ACDCAICamtern MaxDi valpa: 1200
# MHOTUm number 01 o answer = -
maximum duration in queve’ may superseds 1) o tiefal e
AC DTN vale: 0
fesis AnnounesEEnt when Mmaxirum fime in quaus or call altemets & reached el disnbled -
ACTHCallC deted o
i N rreimum duntion Or cal atiempls reachad, forwand o kevel: defaut vaiue e

ACDCaUCenie pGoodByeRW yyue: o Twmber (o ranster)

44 176l agante ane Dgged put or have no devica in 88rvice, choas tha ACD-grouf level: defeuft walue -
ACDCallCenterHoOperaton yaye . yes.

r fesn if il agente ang Dgged out o have ne divica i servics and group s cosed, pay announ camen| vl danblad -
ACDTaNCemerHo0peratortan) dersd . 1o avalanis detal

Q' s 11 il agents ans Dgged oul o have ro devica in Barvice and group i cosed, transter cel o level: defeut value Ld

ACDCANCE nterRo0nerator P yaiye - no number (ne i nsdsr)

gerenc ercamnie valle
Cloestd
&5 pesse be mware fhat changing Bis valie wil mesct e olher nstances which shars fis snlecprizs sebing

[*%] openingicosing hours calendar

p on ciosing hours, forward o

ACDCalC enter Closing P

fetis ciosin g Moure &nn0uncemen] el gERENT erfemnse ADURCETARE
ACDCalCenterClosnal=g) getat pinad an audis resource

Callvack phase
Others

| cave | -Ei‘.'-E'_I '-.'.ierEB-l\!l
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1. Enter the Label e.g. ACD Call Center.

2. Welcome announcement:
- Click on the arrow from the level box
- Select generic enterprise announcement.
- Click on upload an audio resource. This will open the upload file window.
- Click on Browse to upload a file located on a server/laptop.

- Click on Upload to upload the file.

3. ETA notification:
- Click on the arrow from the level box
- Select generic enterprise value.

- Select yes

4, Music on Wait :
—  Click on the arrow from the level box

-~ Select preset audio resource.

5. Opening/closing hours calendar:
- Click on the arrow from the level box
- Select generic enterprise value.

- Select the requested calendar from the value box list (the calendar must have been created
beforehand)

6. Closing hours announcement:
- Click on the arrow from the level box
- Select generic enterprise announcement.
- Click on upload an audio resource. T'hi/s will open the upload file window.
- Click on Browse to upload a file located on a server/laptop. ;
- - Click on Upload to upload the’:fi:_l._e.' . | 4

\{\:_:‘:f ’

the ACD CallCenter services page
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6.3 Generic enterprise announcement upload

The enterprise administrator would like to upload the enterprise music on wait and not use the one by
default. To do so, he must perform the following actions:

Figure 25 Uploading a generic enterprise announcement (1/2)

&) music on wait level . | generic enterprise announcement m
cetail © Upload an audio resource T

preset audic resource

generic enterprise announcement

1. Click on the arrow from the level box
2. Select generic enterprise announcement.

3. Click on upload an audio resource. This will open the upload file window.

Figure 26 Uploading a generic enterprise announcement (2/2)

Aol fl= x

'y Supporad files ara commen ones (M3, Gy, wav, S, os
well =5 sOmeE Offer 071es {5ee i fmats =)

@ Pissss e awars st ks will immediately inpact the athel
Irstancss which snase s enterpaiss tling, #ven iy
lich canoel in the page.

[ Parmsuriis. |

1. Click on Browse to upload a file located on a server/laptop.
2. Click on Upload to upload the file.
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Chapter 7 — ACD and overflow groups creation

An Automatic Call Distributor (ACD) is a tool enabling the distribution of incoming calls to a group of agents.
Agents can belong to more than one ACD group.

An ACD group can be set as overflow group. Please refer to section 7.4 ACD overflow group creation and
assignment.

An ACD Group can have its own PSTN number. Please refer to section 8.1 PSTN number assignment.

A forwarding rule can be assigned to an ACD group. Please refer to section 9.1 Forwarding rule assignment.

An ACD Group is represented by an extension # which regroups several extensions. In the Figure 29 below, the
ACDGroup_1 with extension # 130 includes 4 agents with ext # 144, 142, 140, and 125.

When creating an ACD group, the enterprise administrator must select the ACDCallCenter service. This service is
mandatory when creating a Call Center and for the use of the Supervisor’s ACD Console and mylstra for Agent
application.

The ACDCallCenter scenario enables incoming calls to be pooled together into a queue and to be distributed on a
first-come, first-served basis to the agent that has been idle the longest amount of time. This enables the work
group to have an even workload, and provides callers with optimum service.

ACDCallcenter functional description

Agents
Agents are shared among queues.

Groups
ACD group
Overflow group

Exit case
Programmable forwarding rules if queue is full, no agent is available or office is closed
Exit path from queue if successive no answers by agents.

Customizations Syntax 4
Web: when the customization is performed from the WEB Administration page
File: when the customization is performed by changi file on ti‘i@ server (ask your super enterprise administrator)

1} ey

|
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ACD Group creation

In the example below, the enterprise administrator is creating one ACD group as follows:

- ACDGroup ext # 1016 with 2 agents (ext # 101, 102, 200, 201).
Select COMMUNITIES menu -> ALL EXTENSIONS -> ACD GROUPS to open the ACD GROUPS page.

Figure 27 ACD groups

ACD groups

& Haothing found to display.

@ —»> |[zad] |

1. Click Add ton to open the ACD GROUPS creation page.

Figure 28 ACD group service

ACD group

ACDCallCenter ve— ()

1. Select the ACD Group service “ACDCallCenter”. This selection is mandatory to create the ACD group.

M

&
L

Y y =

v .'
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Figure 29 ACD group creation

ACD group

o Bold fields are mandatory.

ACD service ACDCallCenter v (1)

<«
R Enter extension prefix and select among suggested values:
extension |1 30 | it < (2)
aroup priority @) none O yes +— 3)
active ng @) yas — (4)
forwarding rules mansgemant ) by admin only ® by sdmini A mambers P (5)
presence status (8]
Isbai ACD Group_1 <4+— (6)
welcome message <+— (7)
photo URL
0 For optimal results, photo must be 80x60 pixets. or respect this ratic
[ <+«— (8
publishing in directary (O] yes i <+ (9)
[ medity
pessword s (10)
confirm
e
- 5 : = <+« (1)
0 No size setin ] P page.
i ~
R = e — @
N ring pattern will be mofidied when the queus is empty.
clerioal ime {s) |[] I::: <4+ (13)
all selected
105 144 - Emmanuel Roubion
116 - Jeff Wiener 142 - Pierre Vidalenc <+ (14)
117 - Badr Cherkaoui 140 - Isabelle Dalmasso
143 - Faker Moatamri 125 - Karine Merouze -
R rhentics 146 - Eric Blanquer [ down |
148 - Philippe Pédron
Enfer extension prefix and select among suggested values:
exisiing (enfer extension prefix snd select amaong suggested values, use * as s wildcard prefic)
overflow group | 228 (Thierry's ACD - ACD group) <+ (15)
a End users will not be able to see the selected fislds below, unless they have the Switchboard permission
available selected
substitutes (16)
Enos assistants ~ <—
privacy settings in directory supen’ors'
PN unber
PLMN numbers w
presence status
override enterprise groups display policies| (@) o () yes K— (17)
group displayed number palicy |onginal caller | «— (18)
available selected
original called original caller
last called group
group displayed Iabsis terminals palicy — | (19)
<<<remaove - 4
fields subject to license
e [SPC (20
specific settings
Advanced: voicemail sstiings
Advanced: breskout to number settings
Advanced: skills setings
‘Workfiow: welcome phase
Workflow: queue phase
Workflow: distnbution phase
Workflow: exit conditions
Callback phass
Others

| saye ] save and edit || save and add new || upioad announcements || cancel |

AN
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15.
16.
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19.

20.
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Select the ACD service — ACDCallCenter service is mandatory

Select an available extension number by entering an extension prefix e.g. 1 and select amongst the
suggested value e.g. 130

Select yes or none for Group priority. “Yes” means that this Group has got a high priority.

As example. Agent_A is a member of ACD Group “Sales” and ACD Group “Support”,

Sales Group is set as high priority(Yes), Support Group is not set in normal priority(None)

If all agents are busy and there’re clients waiting for an agent in both Group queues, as soon as Agent_A
will become available(as Agent_A belongs to both Groups), he will be assigned to a waiting client from
high priority Group, from Group “Sales” in this example.

Active the Group or disable it
Select the forwarding rules management: by administrator only or by administrator and members.

Enter a label. On incoming calls to the ACD, this label is displayed on the screen of ringing phones. When
an extension is part of an ACD, this display helps to distinguish calls made directly to the user extension
from calls made to a group.

Enter a welcome message (optional)

Enter an url to upload your picture. This picture will be displayed next to your name in ACD
Xpad applications.

Select yes or no to publish in corporate directory.

To change or create the password, tick the modify check box and enter a new password twice. (input &
confirm).

Enter the queue size. Incoming calls are pulled together into a queue and are answered by the agent on
a first come first serve basis. In this example, the maximum number of calls in a waiting queue is set to 5.

Select the ring pattern e.g. Cyclic, Oldest hidle, Sequential or Unison.
Enter the clerical time which is the delay for the agent in answering the next call.

Select the Group members. It corresponds to the extensions numbers belonging to the ACD extension.
In this example, when ACD Group extension # 130 is called, extension 144 will answer. If this extension
is enable to take the call, ext # 142 will answer and so on. If all extensions are on line, and the maximum
time in the queue is reached, the caller will be drop. Please refer to the ACD Scenario in Appendix 1. If an
overflow group has been created, it will then answer the call. Please refer to section 7.4 Overflow group
creation.

= The All list contains all candidate extensions for the group.

=  The selected list contains all members of the group.

’ | . .
Select an extension and use the buttons to move it between the lists:

Insert moves an extension from the all list to the top of the selected list
Add moves an extension fo{m the all list to the bottom of the selected list

Remove moves an extension'Vf;om the selected list to the all list 5
bﬂg sequence for hunt

The up and down but.tgps sort the selected list. The order of selected list is
groups.

Select the Overf p by ent:wng an extension prefix. If all agengb
are unavailabl II, the Overflow group will take over.. If no Over

created, the aiting in the queue. please refer to sec.

Select a pri
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22. Select the group display number policy: original called, original caller or last called group
This is very useful option when the called agent has got a simple phone with one line display (no label
presented) and must be aware of the number dialed by caller.
Selecting “last called Group” allows to present the Group number and be aware if the call destination is
for the Group or for the user itself and appropriately welcome the caller.
In that case the caller party number will not appear anymore.

23. Select the group display labels policy: original called or last called group
Same but for the label.

24. Fields subject to license: By default, the skills distribution is disabled. Depending on the license
purchased, the enterprise administrator can authorize them by selecting yes.

25. Specific settings: These are related to service. The level of service displayed in every field is the same
one which has been set by the enterprise administrator when creating the ACD service. Please refer
section 6.2 ACD Call Center service parameters modification

Once all parameters have been set, click on save. This will update the ACD Groups page.

Note: The enterprise administrator can upload announcements directly from this page. Please refer to
section 7.3 ACD Group announcement upload.

PSTN numbers can be assigned from the ACD Group page and forwarding rules can be created.

Figure 30 Updated ACD group

o TGN B port sl WHRE, &6 WedT 6 SSHaITEK () wnd cusstion Mk (7 wildaed Charscise,
A satara mrabthes zers o mors chemcies, whis s Jussion mark mslnes @ srgie dhare e
o My 3150 LEG N “Nul” O 'ria" Saing to Indkats o null vokia
e EiTmation Aot extensons >

&
\

The ACDGroup_1 with ext # 130 has been created:faf;?; y

Please note: A PSTN number MUST be assigned to ACD Groups in order to customers to »he call center.
I Please refer to section 8.1 PSTN number as. ment to an ACD group.
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7.2  ACD group service parameters modification

Select COMMUNITIES menu -> ALL EXTENSIONS -> ACD GROUPS to open the ACD GROUPS page.

Figure 31 ACD group

o FHAIE Suppur el VLSS, 05 Wl 03 sHaak ('] and ausstion mark (7) wiocard charesiers.
A satari makthes 2ar o mor S him & JumeiEn mark malcnes = rgis chare s

s
¥ou Moy 450 LLa e ‘£ to indizats @ null ok
mas st extensons =

swbliahana clercal

i : : wet in
BB osivnsion service plan riarily aciive ientity deeclory (s} ACD smivice qroup members relations calendar
| =l e = | | | | 144 [Emmanusi Rouben) |
(1) e u:lﬂ!ﬂﬂ E::f:mﬁ:_',",“’" i & e n | {RCDGrRuR_1 | tp: o ACOCaCanar 162 [Fiams Vidgane) | !J\CDJ:EFMT_J: nc!
e |

1. Click on the modify button of the ACD group to be modified.

The ACD service parameters can be modified either from the ACD group page or the service page.
Please refer to section 6.2 ACD Call Center service parameters modification
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7.4  Overflow Group creation and assignment

An overflow group is an ACD group that will handle calls should all agents in a given ACD group are unable to
take the customer’s call.

In the example below, the enterprise administrator is creating an overflow group ext # 314 to be assigned to
ACD Group _1 ext # 130 previously created.

Overflow group creation

Select COMMUNITIES menu -> ALL EXTENSIONS -> ACD GROUPS to open the ACD GROUPS page.

Figure 32 ACD group

ACD group

0 Filters support exact values, as well s asterisk {*) and question mark {7} wildcard characters.
An asterisk matches zero or more charscters, while 2 guestion mark matches a single character.
¥ou may also use the "null” or "nfa” sting to indicate & nuli value.
mare information about extensions =

COne ACO group found.

publishing clerical

aroup photo goplications PSTN b in time

B B eyiension service plan priority active  URL connected number label jdentity directory (3] ACD service group members re

144 {(Emmanusl Roubion)|
Eaod s slon o &) yes| no ACD Group_1 yes o ACDCallCenter|142 {Pierre Vidalenc)

D E 130 BossSecretsryPromotion

mare >

One ACD group foand

i [~l| (ada] |
(1)f

il Click on the ADD button to open the ACD GROUP creation page.
!

&
\

Figure 33 Acb‘g?up service

ACD group

ACDCallCenter ¥ oe— (1

elect the ACD Group service “A This selecti
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Figure 34 ACD groups creation

ACD group

0 Bold fields are mandstory.

Tield value

ACD service ACDCallCenter b

Enter extension prefiz and select among suggested values

extension G714 | stear <+« (1)
\group prignty ® none O yes

active Cno @ yas

forwarding rules menagement @y i anly () by smini and

presence status Unavailable

Isba! OverflowGroup_1 4 (2)
'welcome message

phots URL

o For optimal resubts, photo must be 80x60 pixeks, or respect this ratio.

publishing in dirsctory ®yes Ono
D modify
password it
| canfirm
- 5 :
[Queue size a Mo i size set in Ci izations / Enterprise page.
ring pattern oldest idle ~|
clerical time (s} 0 |&

all
290 - Cutman HAYTOURMI
294 - Denitsa Grudova
296 - Qlivier TEISSONNIERE
297 - Ronan GUILLOU
AP s 298 - Olivier CHICHA
299 - Bertrand Pourcelot

Enter extension prefix and select among suggested values.

<«—03)

Fill in the mandatory fields to create an Overflow group:

1. Select an available extension number

2. Enter alabel.

3. Select the Group members. '
4,

The overflow group is set the same way as the ACD group — please refer to section 7.1 ACD Group creation to

fill in the remaining fields. e
v

Figure 35 Updated ACD group v
4

i) '._ A
ALL pEo

[ Filinrs wopmert senet vakiss, aswell s ssbwrisk [*] and quasfion ms e (7] widzsrd charssisen
A1 &EEIIEK FTISteNES 2300 Of NoeE gharucta: & 6 Guastion mark wlhas & Singl charaoiar.
ot may sio usa o AUl * ztnng 0 indlieata & null valua.
more inforrEstion abaut wanrsions =

v]

groep g in tme uraup ELTLEY
B B cension sapvice slan Bty active URL cor Latsel ilenfity. direclory (s} ACD servics  members retations calendar callback distribution
= EozsbeoetanyFromoton
!l |; "",3“‘ [ Lagjicy narvica-plan

I | 1
u |62y TR =Afiowious_ | s 13 |"":3"“"w|wrcmur=.| E_DEFRULT_CAL o no

oup_1 with ext# 314 has b

L




Call Center Administration guide 6- ISTRA 9.1

Overflow group assignment

Once the overflow group ext # 314 has been created, the enterprise administrator will assign it to the ACD
Group _1 ext #130.

Select COMMUNITIES menu -> ALL EXTENSIONS -> ACD GROUPS to open the ACD GROUPS page.

Click on the modify button of the ACD group ext # 130 to open its page.

Figure 36 Overflow group assignment

ACD group
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Chapter 8 — PSTN number assignment

A pool of PSTN numbers must have been created in order to assign PSTN numbers to ACD and Overflow Groups.
Please refer to Istra 9.x - Platform Owner administration guide.
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PSTN number assignment to ACD groups and Overflow groups

A PSTN number must be assigned to ACD and Overflow groups in order for customers to call the Call Center.

Only PSTN assignment to ACD Group will be detailed. Assigning a PSTN number to an overflow group is
performed the same way.

In the example below, the enterprise administrator will assign a PSTN number to ACDGroup_1 previously
created.

There are 2 ways to assign the PSTN number to the ACD and Overflow Groups:

PSTN number assignment from the PSTN numbers page — Extension Assignment

Select COMMUNITIES menu - PSTN NUMBERS —> Ext. ASSIGN to open the PSTN NUMBERS ASSIGNMENT
TO EXTENSIONS page. All PSTN numbers and extensions are displayed.

Please note: all modifications on this page are made in real time. There is no “save” button.

Figure 37 PSTN Numbers Assignment to Extensions page 1/2

PSTN Numbers assignment to extensions

o Please note: all modifications on this page are made in real time, there is no "save” button,

0 Numbers in left list supports multiple selection: use CTRL + clic to select numbers individually, or use SHIFT + clic to selecta
continuous range of numbers.

RSN pambers

90 PSTN mumbers found, displaying 1 to 20 226 internal number found, displaying 1 fo 20

PSTH numbers

internal
number 314
1 |U469E|7914CI 140 - 1 1300 (Marketing Team - group) ~
2 0489879141 121 2 3301 (user extension)
- |[14BBS79142 ‘ 142 3 302 (WelcomeAttendant_1.ivr - VR service)
4 0489879143 143 S 303 (WelcomeOoredoo - IVR service)
5 IMSQEYQIM ‘ 217 5 304 (user extension)
= 0489879145 402 6 | 305 (AutoAttendant_test Robert.ivr - IVR service)
7 |0489879146 146 7306 (user extension)
B 0489879147 147 4 307 (AutoAttendant_eric_test.ivr - IVR service)
g |046987914B ‘ 148 g 308 (JCCCCCC - IVR service)
10 0489879149 230 10 308 (ThierryDebordementACD - ACD group)
11 | 0497231260 ‘ 501 u‘ﬂﬁg 11 310 (user extension)
12 0497231261 261 1z 311 [‘Thi_erry'sACDZZS - IVR service)
13 IMB?ZS]EEZ ‘ 282 13 312 (thierry'stest2 - IVR service)
14 0497231263 263 14 1313 (user extension)
15 |0497231264 ‘ 264 15 1 314 (OverflowGroup_1 - ACD group)
i6 I;97231265 265 16 320 (Bertrand Pourcelot - user extension)
17 |ﬂ497231266 ‘265 7 321 (JeanCharles - IVR service)
18 0497231267 267 18 322 (Olivier Gerlain - user extension)

| 0497231268 ‘ 568 19 324 (Sales Test ACD - ACD group)

0497231269 269 20 328 (Thierry's Group - group)
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Figure 38 PSTN Numbers Assignment to Extensions page 2/2

PSTN Numbers assignment to extensions

@ Please note: all modifications on this page are made in real time, there is no "save” button.

@ Numbers in left ist supports muttiple selection: use CTRL + clic to select numbers individually, or use SHIFT + clic to selecta
continuous range of numbers.

90 PSTN numbers found, displaying 1 to 20 226 intemal number found, displaying 1 to 20

PSTH numbers

internal number

internal
number
(1) —» (2)
i 2 0489879141 121
3 | 0489879142 1142
| 4 10489879143 1143
| s |o4s9s791aa 217
| 6 | D489579145 402
F 4 6489379146 :.146 (3)
| 8 0489879147 147 ?
9 0489879148 1148
| 10 0489879149 230
i |pas7azizec 501
| 12 | 0497231261 261
13 . 0497231262 1262
| 14 0457231263 1263
15 1.1497231264 264
| 16 0457231265 :265
17 0497231266 ' 266
| 18 D4587231267 267
ig 0497231268 568 L L
| 20 10497231269 1269
0489879140 314 (OverflowGroup_1 - ACD group)
1. Select a PSTN number from the left list. Hold down the CTRL key to select individual
number. Hold down the SHIFT key to select a continuous range of numbers.
2.  Select the extension number to be assigned from the right list.
3. Click on the assign button. -
@
Note: One extension number can be assigfj’ed to more than one PSTN number. "‘_p?"
p & %
To return an assigned number to t of freeﬁSTN numbers, process asgbo but click on the

release button instead.
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Figure 39 Updated PSTN Numbers Assignment to Extensions page

PST] -!....:'. l axians '.:I.

90 PSTH numbars found, displaying 1 fo 20 226 internal number found, displaying 1 fo 20

PSTH numbers internal number

internal

1100 (webCard Centile - user extension) -

number

2 0489879141 121 | ‘ 2 101 (WelcomeAttendant_12.ivr - IVR service) |

Extension # 314 (Overflow Group_1) has been assigned to PSTN number 04 89 87 91 40.

PSTN number assignment from the ACD/Overflow Group page

Select COMMUNITIES menu - ALL EXTENTIONS - ACD GROUPS to open the ACD GROUPS page.

Figure 40 ACD GROUPS page for PSTN Number Assignment

ACD group

0 Filters support exact values, as well as asterisk (*) and question mark (?) wildcard characters.
An asterisk hes zero or more charach while = guestion mark matches s single character.

You may also use the "null” or "n/a" string to indicate s nuli value.
more information about extensions =

One ACD group found.
cn publishing clerical
group photo applications PSTN b in im
B B cytension service plan priority active URL connected number label identity directory [s] ACD service group members  ref
144 {Emmanus! Roubion |
ACDCallCenter| 142 (Pierre Vidalenc)
mare >

BossSecretaryPromotion

(1) —p

One AGD groug foand

i 1| (add] I

1. click on the modify button of the ACD Group where a PSTN number needs to be assigned. The ACD
Group modification page will open.

In the example below, we will assign
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Figure 41 ACD Groups modification page for PSTN Number Assignment

ACD group

CTa TSN TG Tg—— |

o (1) Eold fields sre mandstory.
field value
inistrative hi y L -/CPS-SPICPS-Ressllericps
|ACD service [acDCsiCantar V|
130
lgraup priority ® rone O yes
jsative Ono @ yes
[forwarding rules managemeant O by adiiri ot ® by diing s
[presence status avsilable
liabel (42D Group_t |

CreNCT S T ]

Muthing teund Ty cisplay

basipn s FETH nisvisar:

readeiapcer————————— = i ——

| eaTaTraTor  Acropafis._ Trunk A;
(2) = mrmems o ()

| pararTzTos Acrpoie. Tronk ¥ |

T T —r— ]

S FTH mymiei dund

TH isumile type tabal - nnge tabal Tk antily pilot namber o

e FIT miminei frund

Avmgn = FATH rumber-
(anter PETH prefte and selent among sugpestad uakies, uae * as al |mtear Cazsge )

1. Click on the PSTN Numbers menu.

2. Select a PSTN number by entering a PSTN value e.g. * or prefix e.g. 0 and select a PSTN number among
the suggested list e.g. 0970772705

3. Click on assign. This will upload the new PSTN page.

Note: Several PSTN numbers can be assigned to the same extension.

The PSTN number is now listed under th -PLS_:I;I_\I NUMBER section.

N number to an extension, click on its release button. This
umber menu (the unassigned PSTN nu 0 I);.-

ned and click arne

e To remove the assighment
returns it to the Assign this P

e To assign another PSTN number to extension # 130, select the number to
assign button. \ ' I
o
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Chapter 9 — Forwarding rule assignment

Forwarding rules can be assigned to ACD Groups and Overflow Groups.

These are used to take defined actions for well defined events, for example, forwarding a call to a given extension
instead of letting the caller get a busy tone or no answer at all.
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Forwarding rule assignment to ACD and Overflow groups
In the sections below, we will focus on creating a Forwarding rule from the:

- Forwarding Rules page
- ACD Groups page

Forwarding Rule creation from the Forwarding Rules page

In the example below, the enterprise administrator will assign a forwarding rule to ext # 130 (ACD Group).
When unreachable, all calls will be forwarding to ext # 314 (OverflowGroup)

Select COMMUNITIES menu -> FORWARDING RULES to open its page. Any existing Call Forwarding Rules
declared for your Enterprise are displayed.

Figure 42 FORWARDING RULE

Forwarding rufe

(/] Filters support exact valuss. as well 55 asterisk {*) and quastion mark (?) wildeard characters.
An ssterisk maiches zero or more charscters, wiile 8 question mark msiches s single charactar,
“You may slso use fhe ‘null” or "nis” string o indicate = null vslus.

212 forwarding rule found. diapiaying 201 to 312

specific max time before

E presence state destination caller schedule ‘no anawer” (3] ]

1| & [rerTaLss 147 no |always  |sfi calls 283 Bhi0 - 2300, from monday to friday (15 IF]

| & rovm 218 @ veslon busy |sticals 555 slways 15 F]

1| [rowm 267 (&) ves|no answer(ail calls datzult community voicemail slways 25 [Fl

[[1| [ [vacancas Expagne 283 & ys  |extarnal - on vacaion |AwayAttendsnt always 15 [
[Vers mon mobile |20 1o lalweys |atl calls user mobile number (DB87424578) slways 15

[E] ¥ { y: E

|voicemail-onbusy on busy =l calls. lefault community voicemsil 5 , from menday jay

[F] Fonb [285 ¥25on b il ol defaul ity voicemail 6ha - 18hD0, fror oy to friday |15 [F]

(1| [voysge 283 0 |always  |sll calls ionsl - voicemail alwsys 15 7]

[ | [ [week Days Night 212 FWD 1o monile|267 ne no answer|sil calls user moblie number (33870554832 0RO - 8h0D, from mondsy to fridsy |15 E]

[[1| [ |wweek Days Night1/2 FWD to mabile 207 ne no answer|sit calls user mobile number [+33670354832), 1800 - 2400, from mondsy to friday (15 &

| [ |Wesk end FWD on Mobile 207 (@ yes|no snswerlsl calls user mobile number (+33870254832) (OhD0 - 23058, from ssturday fo sunday|d @

1| |weekends 278 no |slways  |afl calls usar mobile number (0885122842) all day long. from saturday to sunday 20 #
147 o (always  |all calls +3308 1880262 always 15

£ E]

g

7
212 forwanding rule found, displaying 201 to 212 EE‘; 3456789101 MK
(@) +—— (1)

a
\

L
1. Click on add to open the Forwarding rule crea\{"jén page.

|




Call Center Administration guide 6- ISTRA 9.1

Figure 43 FORWARDING RULES creation page

] Bold fields are mandatory

(1) —  |ete ACDGroup_1-Forwarding

(2) —p |l 120

( 3) — active o @ yes

type on unreachable |
4) —p

(4) > filter all calls v|

(5) available selected
|ast target short number
last target PSTN number

—_— filters on target number last target PLMN number
(©
available

professional - course fraining rofessional - travellin
professional - lunch ~

(7) — presence state personal - all
personal - away <<<remove
personal - sick (v
personal - on vacation

defaull community voicemail v |
() predefined destination " Sipace note you have multiple voicemeil declared: the one set as default will be used (i ifs

(8) spaciic settings will soply).
———)p |destination g ) existing (enter extension preficand select smong suggested values, use * == & wildcard prefix)
8, fuiei e [314 (OverflowGroup_1 - ACD group) s
O esternadestinason |0 (To PSTN) v
forwarc all numbers stariing with
(9) ——p  |specific caller | I add |

=

[ sunday Mmenday Miesaay Mwesnesdey Minursday Mtigsy [ esturssy

(10)—> FhEHE i i durstion -/ h0min
e {18 ][00 ] in
(11) == |maxtime before 'no answer (s)[15 |

| Csaxe] Lsave andadd pen ) Lcancel ]|

Enter a label (optional)

2. Inthe assigned to field, select the ACD Group Extension to which you want to assign a forwardingile.
In this example, ext # 300. \

3. Make sure that you select yes in the active fie%d. If you select no, the forwarding rule will not be set.
Select the type of rule:

£
i

«  Onunreachable, the ruf%syab’blied when the extension is unreachable.
. Always, the rule is applied right away. The extension does not ring.

. . 'I}- i
. No answer, the e ion rings during max time before ‘no answer’ onds) and then

the rule is appli

On busy, the r pplied w the extension is in the busy s

ate. An extension is in the
busy state m there are no available terminals. '

fl:::/: y
7 i

5. Select the filter: .
. e Allcalls, lqbth external an
Call wi_th hidden caller ID, only hidden ller IDs foll

/ 1 ) N
al calls, only external incoming calls follow
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6. You may select a filter on target number
7. You may select the presence state e.g. professional - travelling
8. Select one of the following destination where the rule transfers the call:

° Predefined destination list: Enterprise Receptionist, Community VoiceMail, user mobile
number or user home number, rejection (busy tone)

° Internal extension list: all user extensions and services set by your Super Administrator
(IVRs, speed dial, ACD group, FreeSeating, ACDSimplified, Overflow Group....... )

e External extension: enter a number composed of a valid dial prefix followed by an external
number (fixe or mobile)

9. You can enter a specific caller to trigger a Call Forwarding Rule based on that Caller ID e.g.forward all
numbers starting with 1

10. Using the schedule section enables the rule at specific times or days only. By default, each new rule is
enabled 24h/24 and 7d/7. The choices are:

o If less than 7d/7 are needed, use the check boxes select days for the rule to be active.

o |f less than 24h/24 per day are needed, select the start time and end time of the hours of
rule activity. The duration is automatically computed based on the start and end times.

11. Enter the Maximum time before ‘no answer’ (s). The default value of 15 seconds is used.
On a no answer, the rule is applied after this time has elapsed (ringing time).

Click on save.

Figure 44 Updated FORWARDING RULES page

Forwarding rule

° Filters support exact values. as well as asterisk (*) and question mark {7} wildcard characters.
An asterisk maiches zero or more characters, while 8 question mark matches a single character.
You may slso use the "null”® or "nia” siring to indicate & null value.

One forwarding rule found [

label active filter presence state  desfination caller schedule

(3) —p | [l|4cDGroup_1-Forwarding 120 & yesjon | |eates: i 314 8h00 - 18h00, from mondsy to friday(15 | — (2)

One. forwarding rule found

To add another forwarding rknlthe add button.
To change a Forwarding"RuI click on the ruIe’s‘inqdify button. This oper)s

\ﬁcorrespondi}gcheck box, then ¢




Call Center Administration guide 6- ISTRA 9.1

Forwarding Rule creation from the ACD Groups page

Select COMMUNITIES menu —> ALL EXTENSIONS -> ACD GROUPS to open the ACD GROUPS page.

In the example below, the enterprise administrator will assign a forwarding rule to ext # 130 (ACD Group). When
unreachable, all calls will be forwarding to ext # 314 (OverflowGroup)

Figure 45 ACD Groups page - FORWARDING RULES

ACD group

(1] Filtars support exact values, s well as esterisk {} snd question mark (?) wildcsrd charscters.
An ssterisk matches zer or more characters, while = question mark matches a single charscler.
*You msy alse use the "nuil” or "n/s" string to indicate & null valus.
mare information about extensions >

13 ACD group found

cn

oroup photo nlﬁlons P5TN eh in Lime
B B exiension service plan priority active URL connected number label identity directory (s8] ACD service group members
: 44 (Emmanus! Roubion)
BessSecratsryPromat 2
(1) —» [|0|R|120 : L:ac;iewr‘f:p'fa" o0 g & yes no 0670772705|ACD Group_1 yes o ACDCalCsnter 142 (Piers Vidsienc)
mare
ToestecielaryFrametion
|21 - L:::c::m ."E;‘:"'"“ ol & ves ne Eric's ACD group yes o ACOCaNCenter 148 (Eric Blanguer)
] (200 (Outman HAYTOUMI)
|22 Legscy service-plan [0 & yes no Demo Group ACD no 5 ACDCaliCenter (ACDSearver)|278 (Nicolas COEVOET)
more >

1. Click on the Modify button of the relevant ACD Group to open the ACD Groups page.
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Figure 46 Forwarding rules creation
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Chapter 10 — Callback service

Call back service is an advanced and automatic service which can be proposed to a waiting client before exiting the
qgueue for the following reasons:

e Timeout with no agent logged.
e  Maximum time in the queue reached.

Selecting the callback process, client will hear a confirmation message and the current call will be close, waiting the
position to be given to an agent and the callback procedure to happen.

Selecting Callback, user experience is similar to keep its position in the queue without waiting on the phone.
Caller number is memorized and will be called back as soon as an agent will be available.

Call back procedure will take place in the following steps:

1. Agentis called back, a message is played telling that it’s a call back procedure
2. Then the Agent is connected with the original caller (called back party),
1. ifthe call is not replied, it will go back in the queue after a pause
2. ifthe callis replied, agent will be asked to confirm that call back is correctly done otherwise the
call will be placed again in the queue

Figure 47 CallBack phase
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Chapter 11 — ACD Statistics

The ACD statistics and reporting enables the Enterprise Administrator to visualize and assess the ACD queues and
agent performances so as to optimize the Call Center efficiency and to meet customer SLAs.

The ACD stats enable the enterprise administrator to have a view in real-time of following information:

= Detailed ACD Call Data Records
= Detailed ACD Agent Data Records

= Queue Performance statistics

= Agent Performance statistics
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11.1 ACD Stats overview

Select TOOLS menu -> ACD STATS to open the ACD Stats page.

Figure 48 ACD stats overview
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CD Stats settings

The ADC stats console allows the following actions:

Figure 49 ACD stats settings

B & L X8l ©
e O B,

Show/hide  Export  Initial Infos Preferences Logout Help
left menu graph view

1. Exporting ACD/Agents stats & logs into a csv file

2.

e Highlight the requested filter to which the exportation must apply e.g agents logs for today’s
data

e Click on the E‘ button. This will open Microsoft excel and will display the csv file fully filled
with requested information.

Figure 50 CSV file
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Setting preferences

e Click on the }é button. T ill open the preferences window.
Select Language, date form
export rows limit accordi
Click OK. This will updat

| Language : English
| Dalaformat . European format{day/month/year
| Time forrat. 24 hours dock

Firstaay orha weer: sunday

Seaslon duration (minutes) 30000

C2V zxport rows limit: Display warning

(50 @ Concel
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10.3 Dynamic updates screens display

The ACD stats console enables the dynamic update of screens display (logs, stats).

Figure 52 Dynamic buttons

Vv

Start/Pause Stop Refresh Frequencies

At any time, the enterprise administrator can start/pause, stop, refresh screens and/or modify frequencies.
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10.4 ACD Range

The ACD stats console enables the enterprise administrator to display the enterprise detailed ACD Call Logs

and Stats regarding all ACD groups, a given ACD group, all agents and a given agent. These stats and logs can
be filtered by range as follows:

- Date of the day with the possibility to filter by half hour, hour and define time range
- Archived days including past week, past month, specific day, time, month...
- Lastcalls

- Last minutes

Figure 53 Today’s date

10/04/2012 12:06:57 | 1234052417
110/04/2012 12:08:10 | 13340524

10i04/2012 12.08:48 1324050528

Today's ACDS dala
10/04/2012

(®i A Taday
)

Today’s date
with a filter
on the last 30
mins (can be
set at a given
time

1 howr since »

Time range »

Figure 54 Archived date

r

Range

=) Today's ACDs data
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E /0472012

%um Calis
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Thiz week

o CEERIEZIE ©
Sy Mo Tw We Th Fr Sa
Cifl =] e ) Previous date
|_5|__° o af [ a] > with a filter
3 Y e on a specific
L

|

Past week

Last 7 days

This manth
Fast month

[ =] = day

30 minutes since »

1 hour since b

Bpeclie day i

specific weak v

speciic month v

Time range ¥

a Use the narrow up
: » and down to define

] wumber
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ACD Logs

The ACD stats console enables the enterprise administrator to display the enterprise detailed ACD Call logs
regarding all ACD groups, a given ACD group, all agents and a given agent.

Select Stats & Logs -> ACD Logs to open the ACD Logs page.

Figure 57 ACD Logs

PURECL@

hESC

) Today's ACDs data :

A Enterprse ; ChemistrY 9 ~| &l B

1 X4

| I All Agents

Listing records 1 - 12 of 23

Cakling Mumber Enfemnse

| 10I04/2082 1Z:06:57 1133405241 7521 42 18 Chemistry 42 newACD
10:04/2012 120810 133405249008 42 18 Chemistry 42 newACD
. [1ojos2012 | 10/04/2012 12.08:48 | 1334052526007 42 18 Chemistry 42 newACD
.;?f“'t"“'cj e 10i04i2012 12058 | 132405253880C 42 24 ChemistrY 42 newACD
| Las] 5 |
() Last Minutes 101042012 120003 |133405254303% 42 15 Chemistry 42 newACD
P— 10/04/2012 1220910 | 1334052550017 42 40 Chemistry 42 newACD
10/04/2012 120819 | 132405266066° 42 17 ChemistrY 42 newACD
ACD logs detailed information
Information Description
Call Date Date and Time at which the incoming call reaches the system
Call ID Unique Caller Identification
1
Called ACD Group identification

Calling Number

Caller Number

Enterprise

4 'Enterprise Name

Queue ldentification

Queue Extension Number also called ACD grou@»;"

# r
e =

Queue Name

Queue Wait Du

Ringing Duration

Qwe Label also called ACD group ’
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Nb Free Agents

Number of agents available to take a call.

Queue Size

Number of waiting customers before you.

Queue Position

Rank in Queue when call arrives (0 if directly sent to an agent)

Talking Duration

Duration of actual conversation between caller and agent (0 if no
agent has answered — time spent in queue is excluded)

End Cause

Call Termination Reason:

=  ACD busy FWD rule

= System Hang Up (No ACD FWD rule)
=  Agent FWD rule

= System Hang Up(No Agent FWD rule)
=  Answered by an agent

= Missed call during off hours

=  Max duration in queue reached

=  Caller Hang up on agent ringing

= User Hang up on queue

= User Hang up during the welcome announcement

CDR Call Flow ID

Call Data Records call flow ID allowing the identification of the
corresponding generated CDR
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10.6 ACD Stats

The ACD stats console enables the compute and display of ACD performance statistics (numbers and
graphs), filtered per ACD queue/agent/period.

Select Stats & Logs filter -> ACD Stats to open the ACD stats page.

Figure 58 ACD Stats

v @ - R AHEe

PURECL OLD S Dslopn: Chemt iy e
sgether with CS Comms
Stats & Logs . Al Agents r:
=} ACD Logs ! Listing records 1- 2 of 2
B ACD Stats : ;

A ; Glueue Extension 3 Ufiered Calls- | Calis Answere Lall= Abandons Y CAllET | alis | LallEMIES
(=) Agent Logs : g Ex Mb Offered Call Calis A ed Salls Abandoned by cal Cal | Callsh
(% Agent Stats 1

41 averfiow o] 0(0.0%) 0(0.0%) | D¢D.0%) |0{0.0%) -
= Today's ACDs data ] 42 newACD 24 14{58.33%) 3(12.5%) 2(8.33%) |28.320%)

Archived ACDS : :

Frwaras iy Cante |

ACD stats detailed information

Queue ID also called A

Queue extension

Number Offered Calls Number of Incoming call ACD Queue'“-:_._

L

a8 b |
Number of calls actu ans an agent.

Calls Answered
(number and %)

2

Percentage is: nb_calls_answer

_calls_offered H

4 "
S

Number Pf- oned by callers before the‘c is answered b

¥ |

- | Callsabandoned by caller
| (number and %)

-l
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Call missed during office hours

Number of unanswered calls.

Other calls

Lost calls.

Daily Callers count

Number of calls placed by callers on a daily basis.

Average Answer Delay

Average Answer delay for the calls which have been answered by an
agent in hours:minutes:seconds

Maximum Answer Delay

Maximum Answer delay for the calls which have been answered by an
agent in hours:minutes:seconds

Average Wait Time before
Hangup

Average duration spent waiting for the calls which have not been
answered by an agent in hours:minutes:seconds

Maximum Wait Time before
Hangup

Maximum duration spent waiting for the calls which have not been
answered by an agent in hours:minutes:seconds

Minimal Call Duration

Minimum duration of the calls which have been answered by an agent
in hours:minutes:seconds — from agent answer to the end of the call
(=talking duration)

Average Call Duration

Average duration of the calls which have been answered by an agent
in hours:minutes:seconds — from agent answer to the end of the call
(=talking duration)

Maximum Call Duration

Maximum duration of the calls which have been answered by an
agent in hours:minutes:seconds — from agent answer to the end of
the call (=talking duration)

Average Ring Duration

Average Ring duration of the calls which have been answered by an
agent in hours:minutes:seconds

Maximum Ring Duration

Maximum Ring duration of the calls which have been answered by an
agent in hours:minutes:seconds

Average Queue wait duration

Average queue wait position before an agent answers the call
hours:minutes:seconds

Maximum Queue wait duration

Max queue wait position before an agent answers the call
hours:minutes:seconds

Average Queue Count

Average Position in Queue for the calls which have been sent to
queue.

Maximum Queue Count

Maximum Position in Queue for the calls which have been sent to
gueue.

Average Agent Count

Average number of agents logged in queue when the calls are sent to
queue :
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Maximum number of agents logged in queue when the calls are sent

Maximum Agent Count
to queue

Calls Offered per hour Number of calls answered per hour (for each full hour in the period)

In order to access to the graphs statistics, available in bars and line format, the enterprise administrator
must select a group and select a day from the range menu.

The scale of the graph is customizable and can be set from 5 mins to 60 mins.

The axis represents the following:

— Left y-axis (count) — — Right y-axis (s)
[ | OfferedCalls B 7] AvgAnswerDels
MissedCallsD ffHours m AvgWaitHanatipDelay
W ¥ AnsweredCal M 7] AvwCsliDurstion
- Foandonneol | AvgRingingDuration
Il [F TimeOutcal §
[ ] OthersCall
Figure 59 ACD Stat'aph in bars
AGD Stats - Dy Graph lyps | Bars = sl Eﬂ_rfp_ﬂ__-_ Lett y-axis {count]
» - 5 mins r B 9] OffersiCan
el L LT p———
. e B paicd
Y aoma B 7 cosnannsia
B [F] Teeosca
N Jaxos | R oo
Right y-axis [8)
& Fuoms | ¥ Gt
W ¥ dsibaitacolioOste
¥ . B T cucsiloae
o " [iF] n L) " i) w 0 (.3 10 n 1% 17 5 1% 2 n u
a |
— il Figure 60 Al ats Graph in"liaes |
. I

ACD Siats - Daly. Graph type Lines =~ Scale  15mins - Left y-axis (count)
| | | | 1 | | | | | [ | 11 | =) OterseCans
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B 5 rawersdcail
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B [ tbordaneedCil
B 6 Teecdcal
B 2 Otsntal

Rignt y-aids (5]

W ¥ st
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10.7 Agent Logs

The ACD stats console enables the display of Agent’s status.

Select Stats & Logs filter -> Agent Logs to open the Agent logs page.

Figure 61 Agent Logs

|F'URECL® R E— T LLER

i with €5 Comms

Stats & Logs [ 3] | All Agents =
| Listing records 1 - 12of 88

1010412012 12:04:49  Cesar BOSCH Login A
10/0412012 12:04:52 12 Cesar BOSCH Logout %
10/0412012 12:04:55 25 : Frederic Benot Login

: _ 10/04/2012 12:04:58 28 - Mathe Matix Login

(=) Last Cals ' : ' -

@ Last Miniles 10/04/2012 12:05:01 14 - Andre Cesar Login

——— 100412012 120512 31 - 1234567890 abedefy Login

100412012 12:05:15 31 : 1234567090 abedefy Logout
1004/2012 1220517 13 nicota Bona Login
1070412012 12,0812 28 Wathe Matix ringing
10/04/2012 12.08.27 13- nicola Bana finging
10/04/2042 12:08:27 |28 Mathe Matix IDLE
10/04(2012 12:08:30 13- nicola Bono Start ACD Cal

Agent logs detailed information

Event Date & Time Date and time related to all agents activity
Agent Identification Agent extension #
Agent status:
A o reachable (phone unavailable e.g. phone off or

~ rebooting, network cut ...)

W

dle (=not in a call)

Syndical pause (inter call pause)
. -~ Ringi
Log.in o

Event Type

Log

Pause 4
n y
start an ACD Call

& Eete G
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10.8 Agents Stats

The ACD stats console enables the compute and display of agent’s performance statistics (numbers and
graphs).

The enterprise administrator can have a view of all agents but can also filter on a given agent.

Select Stats & Logs filter -> Agent Stats to open the agent stats page.

Figure 62 Agent Stats

[R Enterpree : ety Fy EH - 2 X He

PURECL OUD

r wilh CS Comms

| 13 = nicola Bono i

Listing records 1 - 1 of 1 -

First offered Calis Cifered Calis Avg ofiered cal pér hour Asisweded Call

13 ncola Bono ] 10 0B4 B{50.0%} 078 oo =

]
; |
1070452017 :

Powyeren by-Cene

Agents stats detailed information

Agent Agent ext #
First Offered Calls Number of calls sent to th ent as first distribution choice
Offered Calls Number of calls sent to the agent

Average Offered Calls per Average num offered per hour (=nb_calls_offered/total Log

Hour Time) :
B
by the a . -'-Ii
nsweré'er‘ur(=nb_call a

Iﬁ otal Log
~ r J \ — A
r"?

NU
L

Answered Calls

Average Calls Answered per
Hour

Average Ring Dura l

ing Duration m ring duration for the “i'g,-lﬁ')'urs: nin
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Average Answered Call
Duration

Average Duration of the calls answered by the agent

Total Log Duration

Total duration during which the agent has been logged in
days:hours:minutes:seconds

Figure 63 Agent Stats Graph

Aperi Stals - Dally Grapn wpe © Bars

v Scae: 60 ming -~ Lef y-axis (count)
¥t

F| OtterssCal

ms | HE F amwereita

Right y=axis (=}
¥ Amgringemtume
s | ™
B [ actaii
| 0
. ax

The graph is available in bars and lines.

The enterprise administrator MUST select an agent in order to view the graph.
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10.9 ACD Stats limitations/Administrator’s responsibilities

All ACD services generate ACD statistics that are created and stored in a dedicated DB, according to ACD
platform activity.

The volume of data stored in Database directly impacts application response time. Above 7000 calls in

database may drive to slow response time (> ~10 sec) of the ACD logs page (less for others pages), according
to configuration.

Moreover, there is a sanity check regarding the query span according to existing configuration, in order to
not overload the database server. It may occasionally drive the user to narrow its selection (including CSV
export):

 Intormation X |

The data span covered by your request seems too large given your current configuration,
Please narrow your request or contact your administrator. (evenis threshold = 1195544)

v 0K

The enterprise administrator may want to regularly purge ACDStats records, according to the calls activity,
to avoid getting this message.

e DB Purge:

o ACD statistics are regularly purged, according to centile.stat.timebeforedelete property,
which specifies the number of hours between 2 purges (default is 24 [24 hours]).

o The purge take care of the centile.stat.maxrows property (default 100 000):

*  which specifies how many recent records to keep in DB (default 100 000 applies)
=  OR, when value is empty, indicates to delete all records created before the
previous check.
e  Archiving: i
v
o No backup policy is defined by default: it is the Platform Owner resp0n5|b|I|ty tosetupa
backup and storage pO|IC¥ u;rorder to backup these records.

W

) | I 4
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ACDCallCenter
" I all to
(With CallBack) (e W
Opandate 7 (Rt Es Exiz Closed
GubProcess
Open
i Dacision

WonTransfaredCall snd
MnB‘{Da%W@ImeW/?_/

{ Start/End
\
—

pedhgent and AllAgentBusy ani
RonBypassWekomeMsg and
Waitingfnnousementis 7

;"ES

Play Waiting
Anngucemeant
Mg
Mo
»|
g Fulldueus
Full Que ue g Mg P
| Play
| FullClueue
Mo Msg
+ Waiting caller process
Launch Process = Add to ACDOU Bue FullCiisus
+ } Frd o Release eall
| | Secking Agant . Opendate 7 Insed—m | Exit Closed i
L Process . e
. paraliet :EKIEEUIEON Farward te:
i}
X b FullQuevefwd
frimb e

Nev .

Play
MoDparator
L *
:\i{gem;l:l werfl - /\\
available ?

ETA NbMotify and TS
MonBypessWelcomea ¥ MoOperator
Fud 7

E and Props
L noOparator 7
S "
entAvailable and Skil & MoCparatar ™.
L Ho nd ACOGroupPriority 2 . Mg 7 iy
Mo

Agent phong
ringing




Mo

MaxNoAnswer
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MoAnswerTimeout ?.
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Management

Exit Closed

Closing Msg ?
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Forward to
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Play closing
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waiting No
Na_
Release call

ETA TimeNotify and
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