K

Telstra IP Telephony
Standard Call Centre
Customer Group Administrator

User Guide




Welcome to Standard Call Centre
Customer Group Administrator!

Standard Call Centre Group
Administrator Introduction

Logging in as a Customer
Group Administrator

Assigning the Call Centre
Standard Feature Pack to a user

Configuration for Standard
Call Centre Unavailable Codes

The Call Centre menus
Add a Call Centre

Access the Profile Menu
for a Call Centre

Modifying and Assigning
Options to the Call Centre

Distinctive ringing
Routing Policies

Assign or unassign a user to
be an agent in a Call Centre

Auto Attendants with
a Call Centre

Definitions

Welcome to Standard Call
Centre Customer Group
Administrator!

Need more support

Additional information on the TIPT Standard Call Centre is available on the
Telstra Online Resource Centre.

www.telstra.com/tiptresources

Conventions used in this guide
The following typographical conventions are used in this guide for simplicity and readability:
» Web addresses, e-mail addresses and hyperlinks are shown in Regular, for example www.telstraenterprise.com.au

« Button names and titles/features on your computer screen are shown in Bold.
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Standard Call Centre Group
Administrator Introduction

This guide provides step-by-step instructions for the Customer Group Administrators
(CGA) specifically for features related to a Telstra IP Telephony (TIPT) Standard Call
Centre. The steps listed in this document relate to a Standard Call Centre.

CommPilot is a web based application that provides a
Customer Group Administrator with the ability to configure
and manage Group and User services within TIPT. A CGA has
the ability to configure/change features such as assigning
agents and supervisor/s and customising announcements.

Agents have the ability, via the Call Centre web based client
application on their desktop, to have call control capabilities
such as answering calls, hold, transfer, and conference.

They also have the ability to escalate calls to their Supervisor,
change their queue status and display their real time and/or
historical statistics.

Supervisors have the ability via the TIPT Call Centre web
based client on their desktop to manage agents and queue/s.
They have call control capabilities such as answering calls,
hold, transfer, and conference. Supervisors also the ability

to provide real time and historical reporting on the agent’s
performance and queue/s they are monitoring. These reports
can be viewed in both graphical and tabular format.

Intended Audience

This document is for Customer Group Administrators and
provides instructions on the main features of creating new
call centres and editing existing call centres.
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Open your Web browser.
Note: It is suggested that the

2. Enter the URL: www.telstra.com/tiptresources
The Call Centre menus . ' o P Remember me check box NOT be
Add a Call Centre 3. Clickonthe LOgIn to CommPilot link. tiCked, as an.yone using your Computer
e 4. Enter your Telstra IP Telephony Customer Group Administrator can then login as a Customer Group
Access the Profile Menu UserlD and Password. Administrator and have access to the

for a Call Centre

configuration of TIPT.

5. Select Login.
Modifying and Assigning
Options to the Call Centre

Distinctive ringing

Routing Policies

Assign or unassign a user to
be an agent in a Call Centre

Telstra IP Telephony

Auto Attendants with
a Call Centre
u [1] :
Definitions ser | Login
Password

Remember Password

Bookmark this page
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Assigning the Call Centre
Standard Feature Pack to a user

Use the User/Assign Services page to assign services to or unassign

services from a user. This feature is used if you want to assign a different Note: Call Centre is only supported
user an agent or supervisor user pack, or additional agent or supervisor with the primary telephony device
user packs may have been initially purchased and you are ready to assign that is configured for each user in
them to a user. TIPT Commpilot. There are significant
The Call Centre feature packs are listed under ‘User Services’ screen. known issues when the telephony

To assign the Call Centre Standard feature pack:
1.

SR N

© o N o

device being used with Call Centre is

configured as a shared call
On the Group/Profile menu page, click Users. appearance or the primary line
Click Search to display a list of users in your group. instead of the primary telephony
device. Please ensure the assigned

users are aware of this or contact
From the Profile menu, click Assign Services. Telstra for more information.

Click Edit or any item on the row for the user.

In the Available Service Packs column, select the relevant feature
packs to be assigned.

Agent: TIPT Call Centre Agent V8.
Supervisor: TIPT Call Centre Supervisor V7.
Click Add>, to assign the feature packs.

Click OK or Apply to save your changes. Apply saves your changes.
OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display
the previous page.

Group > Users : DCUser3 Welcome Sales Group Administrator [Logout

Options: . .
Assign Services

e Assign Services sllovs you to assign or unassign services and service packs for = user. If a service or senvice pack is unassigned the service dats that has been filled out vill be lost.
Incoming Calls
— [
Call Control Available Service Packs User Service Packs
Calling Plans [TIPT Call Centre AgeniPack V6| | TIPT Call Centre Standard V8
enta TIPT Standard Pack V8 TIPT Call Centre Supervisor Pack V7
Client Applications TIPT Executive Pack V8

:
Utilities.
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Configuration for Standard
Call Centre Unavailable Codes

When an agent or supervisor changes their state to unavailable, there is an option to enter an unavailable code to specify why
the agent or supervisor has become available, e.g. Lunch break, Internal meeting, Break. These Unavailable codes need to be
configured in CommPilot in order to be able to be used in the Agent and/or Supervisor clients.

A Customer Enterprise Administrator (CEA) must configure Unavailable codes. A Customer Group Administrator does not
have the access. Should you need to create Unavailable codes and you do not have CEA access to CommPilot, please contact
Telstra for a CEA logon.

The Customer Group Enterprise Administrator configures the Call Centre settings through the Group/Call Centre page.
There are a number of options that can be configured.

1. Ensure you are logged on as a Customer Enterprise Administrator.

2. From the Options menu, select Call Center.

3. Select Call Centres.

Enterprise > NOO0O0108R Welcome ACME CGA [Logout

Options:
Call Centers
Profile
| Create a new call center or manage existing call centers. You can configure a call center to allow agents to log in and out, to queue incoming calls that cannot be answered immediately, to
- re-direct calls when the group cannat accapt calls, and to provide music or video for callars on hold.
Services ok | [ Apply | [AddBasic | [ AddStandsrd | [ Add Premium | [ Add Call CenterWizard | [ Cancel
P Call Center
litie Agent Default Settings Agent Unavailable Codes External Reporting Settings Report Templates
Routing Priority Settings Call Disposition Codes Report Brandin Scheduled Reports
Active Name Type Video Phone Number Edit
Finance Standard Edit
[ ok ][ appy | [AddBssic | [ AddStancard | [ AddPremium | [ Add Call Centerwizard | [ cancel |

4. Agent Default Settings are unavailable to configure for a Standard Call Centre
5. Click Agent Unavailable Codes
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Configuration for Standard Call Centre Unavailable Codes

i Agent Unavailable Codes
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Select the following options if required. The default settings are listed below in [].
1. Select Enable Agent unavailable Codes [unselected].

2. Specify Default Code on Do Not Disturb [none].

3. Specify Default Code on Personal Calls [none].

4. Specify Default Code on consecutive bounces [none].

5. Select Force use of Agent Unavailable Code with Default Code [none].
To add a code.

1. Click Add.

Specify Active [Default value is selected].

Entera Code e.g.C101.

Enter a Code Description.

Click OK to save changes.

Click OK.

Call Disposition Codes are unavailable in the Standard Call Centre.

© N o o~ W

Routing Priority Settings are unavailable to configure in a Standard Call Centre.
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As a Customer Group Administrator you can Add, Modify or Delete a Call Centre. Once you have logged in as a CGA and
selected Call Centre from the Options menu the following screen will be displayed.

Assigning the Call Centre
Standard Feature Pack to a user

Configuration for Standard
Call Centre Unavailable Codes

e Options:
The Call Centre menus e Call Center
Add a Call Centre Resources Basic Reporting
Services Call Centers None of the menu items in this category are enabled.

Access the Profile Menu Automatically process incoming calls received by a single phone number by distributing
for a Call Centre Acct/Auth Codes | them to = group of users or agents. Includes enhanced fasturss such 25 2gent leg in 2nd

lag out, call queuing, and averflow cantral.
B Call Center

Modifying and Assigning

lling Plan
Options to the Call Centre Z:_m_ =
Distinctive ringing
Routing Policies The Call Centre has its own set of menu options listed in the screen below.

Assign or unassign a user to

be an agent in a Call Centre options:
Profile
P Erofile
Auto Attendants with Roation Poicien Basic Advanced
a Call centre Display and configure profile Information for this call center. Aszign or unassign services and service packs.
i Addresses Call Application Policies
00N Display and configure information such as phane number, sxtension, nd identity/device profile for this call centar.  Salect Call Control Applications snabled for a uses.
Definitions
Configure tha list of agents who may jain this Call Canter, Configure user Call Policies
P rd Distinctive Ringing
0::'-5::: the web sccess and voics portal password for this call center. con!::v »: n:u:-- distinctive ringing for calis routed to sgents.

Disotay this call center's status & statiztical dats.

Supervisors
Configurs the list of ussrs who may suparviss this Call Cantar.
Thresholds

Configure ey statistical call centar thresholds and setup notification email.

Announcements
Load or modily the call cantar announcemants.

Change voice partal options of the call cantar.

Weighted Call Distribution

Configurs assigned users neighted call distribution.
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> As a Customer Group Administrator you can Add, Modify or Delete a Call Centre.
Assigning the Call Centre ) .
Standard Feature Pack to a user To create a new Call Centre use the Group/Call Centre/Call Centres/Add Standard button to add the information for a new call

centre. A call centre is itself a virtual user (the call centre user) and you provision it with many of the attributes that a user has.

Configuration for Standard

Call Centre Unavailable Codes Sernns Call Center Add
The Call Centre menus - IR S
[ OK ][ Cancel ]
Add a Call Centre Seniices (O] (cCamoal.)
> e o e
Access the Profile Menu A ki :5‘"“"‘ S —
for a Call Centre s ; @ modelipvs net
Modifying and Assigning LS mrE—— A
Options to the Call Centre e — [LTEr e —
Distinctive ringing oeparment: Nong - gz English
mmeZane: (GMT+11:00) AustraliaVictoria bt

Routing Policies

Groua Falicy: 71 Cincutar @ Raquiar (7 Simuransous (7 unmarm (7 wesgntan Call Deztrioumian

Assign or unassign a user to r Bandwidth and QoS Settings
be an agent in a Call Centre UESSTfo Swiali et e oo b et rme | NGRIE. )

Prafermad announcamant § Muckc codec for imemal cals: None ¥

Auto Attendants with :
r Call Center Settings
a Call Centre Queus Langzn: [ cails [C] =namse vioea suppar:
[] Rz ringing whan afiering call mmwmn_wmmam

Definitions

[ Rest caller statistics upon entryba queus

Reporting Settings
[D Enabie Caill Cantar Extarnal Raporting

r Agent Settings
[Z] amcne agants ta foin Can Cantars

[E] s Cam waming an sganes

[7] Ename canz to agems invwrag-up stans

[£] snanie maximum ACD wrap-un timear : . [mamtes: seconds)

[7] susomaticaity set aqentstztz 3 Ayailakle w after call

—

Once you have logged on as a CGA.

From the Options menu, select Call Centre.
Click Call Centre on the menu page.

Click Add Standard button.

Type or select information for the call centre. An asterisk (*) indicates required data.

[SARE R N
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10.
11.
12.
13.

14.

Add a Call Centre

Call Centre ID: Enter an ID for the Call Centre (do not use spaces, the length of the ID can be between 6-80 characters), e.g.
the phone number @ the domain name (03xxxxxxxx@acme.com).

Name: Enter a name for the Call Centre (do not use spaces, the length can be between 6-80 characters).

Calling Line ID Last Name: Enter the Last Name Calling Line ID (this will display when an incoming call displays on your
handset). This will display for an incoming call.

Calling Line ID First Name: Enter the First Name Calling Line ID (this will display when an incoming call displays on your
handset). This will display for an incoming call.

Initial Password: Enter an initial password (must be at least 6 characters).
Retype Password: Retype your initial password as confirmation.
Department: Select a Department from the drop down list if required.

Select the Language, that is, the language in which service-specific messages are played during calls to the call centre.
Default is English (U.S. English) unless configured otherwise.

Time Zone: Select the relevant Time Zone.

15. Select the Group Policy options configure the call-distribution pattern for incoming calls. Click the radio button for the
type of setup you want.
Policy ‘ Description
Circular Sends incoming calls to agents according to their position on a list. After a call has been sent to the last agent

on the list, the next call is sent to the agent at the top of the list.

Regular Sends incoming calls to the next available agent.

Simultaneous Sends incoming calls to all agent numbers at the same time. Once the call has been answered, the remaining

calls to other agents are released.

Uniform Sends the current incoming call to the agent who has been idle the longest. After an agent has answered a

call, they are maved to the bottom of the call queue.

Weighted Call Assigns calls randomly to agents according to percentages you assign on the Call Centre - Weighted Call
Distribution Distribution page. To configure Weighted Call Distribution refer to Section Configure Weighted Call Distribution

Bandwidth and QoS (Quality of Service) settings:

1.

Select the Preferred announcement/music codec for external calls from the drop down list.
(This should be selected based on the codec your company is using).

Select the Preferred announcement/music codec for internal calls from the drop down list.
(This should be selected based on the codec your company is using).
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Add a Call Centre

Call Centre Settings attributes for calls:
1. Type or select what you want for the call centre.

Input box

(Queue Length

Description

The limit for the number of calls that can wait to be transferred to the next agent.

Enable Video support

This feature is not currently supported

Play ringing when
offering call

Deselect this option if you do not require ringing when a call is being offered

Allow callers to dial 0
to escape out of queue

Deselect this option if you do not want callers to press 0 to escape out of the queue

Reset caller statistics
upon entry to queue

Check this box if you require caller statistics to be reset each time they log into a queue

Reporting Settings:

1. Select Enable Call Centre External Reporting.

Agent Settings:

1. Type or select the data or check or uncheck a box. A checked box indicates a feature is enabled.

Input box

Allow agent join
Call Centres

Description

Allow agents to log on to or log off from the call centre. A check mark indicates that the feature is on.

Allow Call waiting
on agents

Use this feature if you require the agents to have more than one call at a time directed to them.
Agents must also have their Call Waiting feature in their user profile also selected

Enable calls to agents
in wrap up state

Use this feature if you require the agents to receive calls while in the wrap up state

Enable maximum
ACD wrap up timer

Specify in minutes and seconds how long the system will wait before routing a call to a free agent.

When a caller hangs up before an agent, the system may attempt to route another incoming call to

that agent before he or she has replaced the handset, causing the call to return to the queue unanswered.
When this box is checked, the system waits the specified number of seconds each time an agent’s phone
indicates that it is ready to receive calls before routing a new call to that agent.

Automatically set
agent state to

Specify Available (default), Unavailable, Wrap up to automatically set the agents state when an agent logs
into the call centre.

2. Click OK to save your changes and display the previous page, or Cancel to exit without saving changes.

3. Ifadding a Call Centre a phone number now needs to be assigned.
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Use the Call Centre/Profile menu page to display the pages to add attributes for a new call centre or to modify attributes
foracallcentre.

Assigning the Call Centre
Standard Feature Pack to a user

Configuration for Standard .
Call Centre Unavailable Codes g profile
B & Bol Basic Advanced
The Call Centre menus e Gl profiie assign services
Bisplay and configure profile information for this call center. Assign or una: 35ign services and service packs.
ppl i
Add a Call Centre ::::f:eienr«.m indaremation sueh as shans number, sxtension, and identity/devics prefile for this eall canter, f.’.l‘o.u"::.';:"::lf::f. wnablad for & user.
e E— Agents Call Policies
- Configure the list of agents who may join this Call Center. Configure uses Call Policies
Access the Profile Menu i T
for a Cau centre Configure the web sccess and vaics peral sassword far this call center, Cerfigure the call sentar distintive ringing for calls routed to sgents.
e Display this call center’s status & statistical data.
Modifying and Assigning supervisors
- Configurs the list of users wha may supsrvise this Call Center,
Options to the Call Centre
Configure key statistical call center thresholds and setup notification email.
Distinctive ringing e e W s AR
L Yolce Portal
R°uting Policies Ch-?u-unhml.umlum of the call center.
Weighted Call Distribution
Configure sssigned users neighted call distributian.
Assign or unassign a user to
be an agent in a Call Centre 1. Onthe Group/Call Centre menu page.
Auto Attendants with 2. Click Call Centres.

a Call Centre

Definitions
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Standard Call Centre Group

Administrator Introduction 3. Select from the list the Call Centre you want to modify.

4. Select the Profile menu, make the changes to the required fields.
Logging in as a Customer

Group Administrator Dprimns: | call Center Add
Assigning the Call Centre — Rl oo opemeomsr,
BRsgurces
Standard Feature Pack to a user 1| Cok_]
Configuration for Standard  Bcct/Buth Codes | e
Call Centre Unavailable Codes P cancenter * ol Cerer 10: o modelipvsnet
The Call Centre menus = Gftame
— * Calling Linz ID Last Name: * Calling Linz 1D First Mame:
Add a Call Centre o : = e :
Access the Profile Menu tesariment: | Noneg - tangizas English
for a Call Centre Tmezans: (GMT+11:00) AustraliaVictoria a
Modlfylng and Assigning ‘Groun Palicy: (74 Cincutar (@ Aeguar () samuransous (51 unearm (7 wasgited Can Distrinusan
a r Bandwidth and QoS Settings
Options to the Call Centre e BT | Nore
Distinctive ringing Prefeed amnauncement / music codes fr intemal cats: Nong ¥
Routing Policies [ Call Center Settings
00000000000 Queus Langen: [} p— [[] Ensmie visea supnars
Assign or unassign a user to Py ringing when cering cal sove caters tacist | to sscape cut ctausus
be an agent in a Call Centre I e s Lo St s
e Reporting Settings
Auto Attendants with [D Enatie Call Camter Sxtarnal Aaparting
a Call Centre - Agent Settings
I 00 [F] Anow agans ta join Can Cantars
Definitions [7] smawr can wisming on agants
I—— [7] et cais ta 2qents in wrzs-un state
[£] =nanie manamum ACD wrap-un timar : Imimtas:sacands)
[C] awtomaticatty set agent stat=ta Ay ailable w e el

5. Click OK to save changes.

6. Todisplay the options for your Home page, click Group in the navigation pane or Home from the top of the screen.




Welcome to Standard Call Centre
Customer Group Administrator!

Standard Call Centre Group
Administrator Introduction

Logging in as a Customer
Group Administrator

Assigning the Call Centre
Standard Feature Pack to a user

Configuration for Standard
Call Centre Unavailable Codes

The Call Centre menus
Add a Call Centre

Access the Profile Menu
for a Call Centre

Modifying and Assigning
Options to the Call Centre

Distinctive ringing
Routing Policies

Assign or unassign a user to
be an agent in a Call Centre

Auto Attendants with
a Call Centre

Definitions

Moditying and Assigning
Options to the Call Centre

To modify a Call Centre a number of screens must be filled in.

Use the Group/Call Centre/Call Centre Profile page to add basic information for a Call Centre.
A Call Centre is a virtual user (a Call Centre user) and you provision it with many of the attributes a user has.

1.

S L R

Once you have logged in as a Customer Group Administrator.

From the Options menu select Call Centre.

Click Call Centres.

Select the required call centre to modify.

Select Profile.

Enter the required information for the Call Centre (an asterisk (*) indicates a mandatory field and requires data).

The following mandatory fields must be completed: Call Centre ID, Name, Calling Line ID Last name, Calling Name 1D
First Name, Initial Password, Re-type Initial Password.

The default language is English (US English), unless configured otherwise. Clicking on the drop down arrow will list other
available languages that are the language in which service -specific messages are played during calls to the call centre.

Other options can be changed as required. All explanations for fields on this screen are listed above in the "Add a Call
Centre section”

10. Click OK to save your changes.
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T To assign a number to the Call Centre.
Logging in as a Customer

Group Administrator 1. From the Options menu select Call Centre.

Assigning the Call Centre 2. Click Call Centres.
Standard Feature Pack to a user 3. Select the required call centre to Edit
Configuration for Standard 4. Select Addresses
Call Centre Unavailable Codes 5. Click on the drop down arrow from the Phone number field, select a number for the Call Centre.
The Call Centre menus 6. Click OK or Apply to save your changes. Apply saves your changes. OK saves your changes and displays the previous page.
Add a Call Centre To exit without saving, select another page or click Cancel to display the previous page.
Access the Profile Menu Group > Call Centers : CC_DC
for a Call Centre
i inEand Assigning g ® Call Center Addresses
Options to the Call Centre b brofi
D ———— rrofre Addresses allows you to view and maintain your phone number and other identities that are used to make and receive calls.
Distinctive ringing Routing Policies
e [ T ok | [ Apply ] [ Canzel ]
Routing Policies Incoming Calls
- . Calling Plans
ASSlgn or unaSSIgn auser to = Phone Number: 17 w ‘ot Activatad
be an agent in a Call Centre = ")
Auto Attendants with Aliases 1 sip: @ modelipvs.net -
aCall Centre : :
sipt @ modelipvs.net «
Definitions sipt @ modelipvs.net -
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I 1. From the Options menu select Call Centers.
Logging in as a Customer

Group Administrator Select Call Centers.

Assigning the Call Centre Select the required call centre to modify.

2
3

Standard Feature Pack to a user 4. Select the Agents menu.
5

Configuration for Standard . Toview all users, click the Search button OR
Call Centre Unavailable Codes To find the desired user, enter the search criteria in the fields provided and click the Search button.

The Call Centre menus _Group > Call Centers : CC_DC Welcome Sales Group Administrator [Logout]

Add a Call Centre 7 Options:

Agents
- » i onfigure the list of agen al elong to this call center. Users are available i iave been assign an appropriate nter feature. Users wit nter - Basic ma
Access the Profile Menu = - :ssr;Eed t:‘Ba‘sut: c;n 2@—;;. l.tls:"s wi%htc‘:‘l Cenll‘:er , ts.tanudard may ba ;sz:gn;;h::y:asic :r it ::u iy Eisetrs fﬁﬂ g:ntoe.:te:— F'reumium r:‘:;:ab:‘::si;neuio zny c:ube
Routing Policies center.
for a Call Centre
Incoming Calls
- [ ok ][ sey | [ Cancel
Modifying and Assigning Cafino Plans = —
Options to the Call Centre Fesipt .| Foirevian: .| R —
Distinctive ringing St e
T T add Sales.Lsigh (DCUser2)
Routing Policies i
Assign or unassign a user to — e
be an agent in a Call Centre
Auto Attendants with

a Call Centre
(] (]

Definitions
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Standard Call Centre Group
Administrator Introduction

6. From the Available Agents column, select the users to be assigned as agents click Add>.
To assign all users at once, click Add ALL>.

Logging in i3 Customer To select several users in sequential order, click on the first user required, hold down the SHIFT key on the keyboard and
Group Administrator click on the last user required. To select several items, not in a particular order, click on users while holding down the CTRL
Assigning the Call Centre key on the keyboard.
Standard Feature Pack to a user 7. Click OK (to save changes).
Configuration for Standard 8. Navigate to the Profile/User/Call Control menu of the agent.
Call Centre Unavailable Codes 9. Select the option Join Call Centre.
The Call Centre menus 10. Click OK.
Add a Call Centre _Group - Users : DCUserl Welcome Sales Group Administrator [Logout]
Access the Profile Menu opians: Call Centers
for a Call cent re Iﬁ e g:lﬁ;ﬁ:zfxsv\ayﬁ ‘your current ACD state and all the ACDs you belong to and whether you are currently joined in their call centers. You can set your ACD state and join or remove yourself from that ACD's call center if permitted by your
D ——— . Sutsssacats \
Modifying and Assigning A—— :
Options to the Call Centre Colion e Call Senter Sanics Asignads Pramiurs
Client A tions ACD stats ign-Out -
Distinctive ringing o e
Us= Guard Timer Setting: @ Default () User
Routing Policies = O
Use Agent Unavailable Settings: @ Default ©) User
Assign or unassign a user to T
be an agent in a Call Centre ores sgant o 3 consacutive beunced slle
B —— - Force agent to unavailable on not reachable
Auto Attendants with T R Extension B
a Call Centre = o o 2
Definitions
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Standard Call Centre Group

Administrator Introduction Assign Supervisor/s to a Call Centre

1. From the Options menu select Call Center.

Logging in as a Customer

Group Administrator 2. Select Call Centers.
Assigning the Call Centre 3. Select the required call centre to Edit.
Standard Feature Pack to a user 4. Click on Supervisors.
Configuration for Standard 5. Toview all users, click the Search button OR
Call Centre Unavailable Codes To find the desired user, enter the search criteria in the fields provided and click the Search button.
The Call Centre menus _Group > Call Centers : CC_DC Welcome Sales Group Administrator [Logout]
Add a Call Centre Options: .
Supervisors
Access the Profile Menu » ""’F‘E ) Configure the list of users who may supervise this Call Center.
for a Call Centre = : | [ ok J[ ey ][ Concd
B —————————— Incoming Calls
Modifying and Assigning Catina  Suwervisors [
Options to the Call Centre S P
Distinctive ringing UseriD - Starts With + — —
Available Supervisors Assigned Supervisors
Routing Policies | Summers.Anne (DCUserT)
: . Caro.Jane (DCUser3)
Assign or un.asmgn auser to
be an agent in a Call Centre
Auto Attendants with A2 A5
a Call Centre

Definitions
6. From the Available Supervisors column, select the users to be assigned as supervisors.

7. Click Add>. To assign all users at once, click Add AlL>>.

To select several users in sequential order, click on the first user required, hold down the SHIFT key on the keyboard and
click on the last user required. To select several items, not in a particular order, click on users while holding down the CTRL
key on the keyboard.

8. Click OK or Apply to save your changes. Apply saves your changes. OK saves your changes and displays the previous page.

To exit without saving, select another page or click Cancel to display the previous page.
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Standard Call Centre Group Assien Agents toa S .
Administrator Introduction ssign Agents 1o a Supervisor

ST 1. Click the Assign Agents tab.
Logging in as a Customer
Group Administrator 2. Click Search to view all Agents.

3. From the Available Agents column, select the users to be assigned as agents click Add>.

ERRiCI e Call Centre To assign all users at once, click Add AlL>.

Standard Feature Pack to a user
To select several users in sequential order, click on the first user required, hold down the SHIFT key on the keyboard

Configuration for Standard and click on the last user required. To select several items, not in a particular order, click on users while holding down
Call Centre Unavailable Codes the CTRL key on the keyboard.

The Call Centre menus 4. Click OK (to save changes).
Add a Call Centre

Access the Profile Menu Thresholds
for a Call Centre Configure key statistical call centre thresholds. When Call Center Thresholds is On and a threshold is met,
notification emails can be sent or other applications can be notified about it. Select the call centre threshold

Begand Assigning you want to enable by setting a value for it.

Options to the Call Centre

You use this page to configure thresholds for key statistical measurement for a selected call centre.

Distinctive ringing

Routing Policies

Options:

Thresholds

Configure key statistical call center thresholds. When Call Center Thresholds is ©n and a threshold is crossed, notification emails can be sent or other applications can be notified about it. Select the call
center threshold you want to anable by setting a value for it.

Assign or unassign a user to
be an agent in a Call Centre

P Profile
Routing Policies

Auto Attendants with Caling slane | ok [aoow | [comes |

aCall Centre

Call Cantar Threshalds: [, @) of

Definitions

— Threshold:
Statistic Name Yellow threshold Red threshold

Current Calls In Queua:l:l l:l
Current Longest Waiting Cali:l:l: Dmm:ss):l:[kmm:ss}
Estimated st Time:| || fmmess)| | fmmiss)
aversge tandling Timez | || fmmes)| | fimeess)
Average Speed OF Answer: l:l:[l(mm:ss):l:[l(mm:ss)

 Notification email
[] Enable Email Notification

Email Addrasses:

| o ] o | [oomn
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Standard Call Centre Group

Administrator Introduction You can configure thresholds for the following measurements:

T « Current Calls in Queue - The number of calls in the queue.
Logging in as a Customer o .
Group Administrator « Current Longest Waiting Call - The waiting time of the call that has been in the queue the longest.

Assigning the Call Centre - Estimated Wait Time — The estimated time a caller has to wait in the queue before their call is answered.

Standard Feature Pack to a user - Average Handling Time — The average time it takes to process a call in the queue.
Configuration for Standard « Average Speed Of Answer - The average time a caller spends in the queue before the call is answered by an agent.

Call Centre Unavailable Codes For each measurement, a yellow (first level) and a red threshold (second level) can be set. When a threshold is met, an alert
with the corresponding severity is sent to the subscribed Call Center clients. In addition, an e-mail can be sent to the
configured addresses when a threshold is met.

AddaCa\llCentre— To configure Thresholds:

Access the Profile Menu On the Group — Call Center menu page Click Call Centers.
for a Call Centre

The Call Centre menus

5. Select the required call centre to Edit.

Modifying and Assigning 6. Select Thresholds.

Options to the Call Centre
7. Toenable the thresholds, check On; to disable thresholds check Off.

Distinctive ringing

BEWting Policies Thresholds ‘ Description

Assign or unassign a user to Current Calls This is the number of calls in the queue. Specify number of calls for Yellow threshold (first level)

be an agent in a Call Centre in Queue and Red threshold (second level).

Auto Attendants with Current Longest This is the waiting time of the call that has been in the queue the longest.

2 b Waiting Call Specify time in seconds for Yellow threshold (first level) and Red threshold (second level).

aCall Centre

Definitions Estimated This is the estimated time a caller has to wait in the queue before their call is answered.
Waiting Time Specify time in seconds for Yellow threshold (first level) and Red threshold (second level).
Average This is the average time it takes to process a call in the queue.
Handling Time Specify time in seconds for Yellow threshold (first level) and Red threshold (second level).
Average Speed This is the average time a caller spends in the queue before the call is answered by an agent.
of Answer Specify time in seconds for Yellow threshold (first level) and Red threshold (second level).

8. Select Enable Email Notification if required and enter Email Addresses for notifications.

9. To save your changes Click Apply or OK.
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Definitions

Modifying and Assigning Options to the Call Centre

Announcements

Announcements allow you to customise the Call Centre voice prompts that are played to callers at different times; when their
calls are answered (Entrance message) and when calls are put on hold (Periodic comfort message and Music/Video On Hold).

WAV files can be created for announcements however, externally streaming sources (URLs) are not supported. Instructions
on the procedure of creating .wav files are documented in the Help screen from any section you can add a wav file.

There is a default Entrance message, Periodic comfort message and Music on Hold automatically configured, however,
you can change these to customise them as required.

1. Onthe Group/Call Centre menu page.

2. Click Call Centers.

3. Click on the required Call Centre to Edit.

4. From the Call Center main screen click on Announcements.

Four tabs are available for configuration; Entrance Message, Estimated Wait Message, Comfort Message, and Music
on Hold Message.

The Entrance Message tab is selected by default.

Group > Call Centers -

Optiens:

| Announcements
» e aliows Cail Cantar
FPolicles
Incoming Calls
canng Fans sisa: Ep——

‘:-‘ rance Message . Estimated Wait Message IComfort Message Music On Hold Message

[] mimy antrance mazzage

[ etrance messags s mandstory when played

@ Dt
o

1

=

k-

£
(% Custam
moa| |(Browse...)
Fe2: | | (Browse ) (Clear)
e | CBrowse... ) [Clear)
Fras| | CBrowse...

| Cox ool (_Cancel

1. The Play Entrance Message check box is selected, unselect if you do not want an entrance message to play.
2. The Audio Default is selected (indicating that the default entrance message will be played).

To select an alternative Entrance message, ensure the message has been pre-recorded and saved as a.wav file.
The .wav file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.
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Modifying and Assigning Options to the Call Centre

1. Click Custom
2. Click the Browse button.
3. Type the path and filename of the .wav file OR
Navigate to where your recording (wav file) is saved.
4. Select the file.
If you want to apply a second recording (wav file) to play after the first, select the Browse button for File 2
and select the recording.
6. Repeat the above step for File 3 and File 4.
7. Click Apply to save your changes.
Click the Estimated Wait Message tab.
Bptins: Announcements
B Profila

Announcements allovs you to customize the Call Center voice prompts that are played to callers while waiting in queue,

0K Appy Cancel

Entrance Message l::-‘ . omfort Message Music On Hold Message

Enzble estimated wait message for queusd calls
) Announce queue position
* Play message for callers in queue position: 100 | or loner
Play high volume message
© Announce vait time
* Play message for callers with 3 wait time of : W minutes or lower.

Blay high velume message

* Default handling time: 5 minutes per call

[ ok ][ aey ][ cancel ]

10.

I
12

16.

17

Check Enable estimated wait message for queued calls, if you want callers to receive a wait message when they are
in the queue.

Select Announce queue position is you require the announcement to advise callers what position in the queue they are.
Either announce queue position or announce wait time can be selected.

. Select the required number for Play message for callers in the queue position xx or lower.
. Uncheck Play high volume message if you do not require a message to be played.

13.
14.
15.

Select/deselect Announce wait time.
Select the required number for Play message for callers with a wait time of xx or lower.

Uncheck Play high volume message if you do not require a message to be played, OR
Select a number for Default handling time in minutes per call.

Click Apply to save changes.

. Click Comfort Message tab.
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e Announcements
Logglng in as a Customer P oaetk: Announcements allows you to customize the Call Center voice prompts that are played to callers while vaiting in queus.
Group Administrator Eouting Policies
I ——— . 0 0 0 0 00000 7 [ ok ][ apoy | [ Cancel

i . Incoming Calls
Assigning the Call Centre

Call Control Note: The urls/files for sudio/video will be plsyed in the order they are fisted

Standard Feature Pack to a user i : -
B " " o vt resoce IS ]

Configuration for Standard
Call Centre Unavailable Codes

Play comfort message

Time Between Messages: 10 saconds

The Call Centre menus Audio:

P 000000000 @ pefault
Add a Call Centre e e
Access the Profile Menu 2
for a Call Centre :
Modifying and Assigning b
Options to the Call Centre :E:} }‘[ zmwse’ }[z%:
Distinctive ringing File: | Browse |["ciear |
. Filed: Browse_ lear
Routing Policies - : —
: : ok ) [eoy ] [ coren |
Assign or unassign a user to
be an agent in a Call Centre 18. The Play Comfort Message check box is selected by default, uncheck if you do not want an comfort message to play.
Auto Attendants with 19. Enter the Time between Messages in seconds.
atallContre 20. Audio Default is selected (indicating that the default entrance message will be played).
Definitions To select an alternative Entrance message, ensure the message has been pre-recorded and saved as a.wav file.

The.wav file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.
1. Click Custom field.
Click the Browse button.

3. Type the path and filename of the .wav file OR
Navigate to where your recording (wav file) is saved.

4. Select the file.

5. If you want to apply a second recording (.wav file) to play after the first, select the Browse button for File 2
and select the recording.

6. Repeat the above step for File 3 and File 4.
Click Apply to save your changes.
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The Call Centre menus
Add a Call Centre

Access the Profile Menu
for a Call Centre

Modifying and Assigning
Options to the Call Centre

Distinctive ringing
Routing Policies
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Definitions

Modifying and Assigning Options to the Call Centre

8. Click Music on Hold Message tab.
Options:

: Announcements
¥ Profic Announcements allows you to customize the Call Center voice prompts that are played to callers while waiting in queue.

Routing Policies

[ ok | [ apply |[ cancel ]
Incoming Calls
Call Control Note: The urls/files for audio/video will be played in the order they are listed

Entrance MessagefiililF stimated Wait Message]

Enable music or video on hold for queued calls

Audio:
@ pefault
© urL

omfort Message &

1:

2:

3:

4t

© custom

File1 r|

File2:

FileZ .'|

F\'|e4'.|

© external Source

Use Alternate Source for Internal Calls

Internal Audio:
© pefault
© urL

1:

2:

21

4

© custom

File1: |

Filaz:|

FileZ .'|

F\'|e4.‘|

” Browse_ J[ Clear ]
” Browse_ H Clear ]
” Browse_ H Clear ]
” Browse_ H Clear ]
” Browse_ H Clear l
| Browse. [ ciear ]
” Browse_ H Clear ]
” Browse_ “ Clear ]

© external Source

‘[ ok | [ apoy | [ cancel |

9. Check the Enable Music or Video on Hold for queued calls check box.

10. Audio Default is selected (indicating that the default entrance message will be played).
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Standard Call Centre Group

L, : To select an alternative Entrance message, ensure the message has been pre-recorded and saved as a .wav file.
Administrator Introduction

The .wav file needs to be in the following format CCITT u-Law 8.000 kHz, 8 bit Mono.
Logging in as a Customer 1. Click Custom.

Group Administrator )
Click the Browse button.

Assigning the Call Centre

B lEcature Pack to a user 3. Type the path and filename of the .wav file OR

Navigate to where your recording (.wav file) is saved.
Configuration for Standard 4. Select the file.
Call Centre Unavailable Codes

I 5. Ifyou want to apply a second recording (.wav file) to play after the first, select the Browse button for File 2
The Call Centre menus and select the recording.

Add a Call Centre 6. Repeat the above step for File 3 and File 4.

Access the Profile Menu 7. Click Apply to save your changes.

for a Call Centre 8. Click Use Alternate source for Internal calls if you require internal callers to hear different music on hold.
Modifying and Assigning 9. Select Custom.

Options to the Call Centre 10. Click the Browse button.

Distinctive ringing 11. Type the path and filename of the .wav file OR
T TS Navigate to where your recording (.wav file) is saved.

12. Select thefile.

Routing Policies

Assign or unassign a user to

be an agent in a Call Centre 13. Click OK.
Auto Attendants with Message ‘ System announcement or audio source
aCall Centre
Entrance message Your call is very important to us, please wait for the next available agent, or press zero to leave a message.

Definitions

Periodic comfort message | Your call is very important to us; please wait for the next available agent.

Music/Video On Hold Audio source selected for the Music/Video On Hold service.

14. Click Apply to saves your changes.
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Administrator Introduction Configure Weighted Call Distribution

T (This option only appears if the Weighted Call Distribution Policy was selected when creating or modifying a Call Centre).
Logging in as a Customer

Group Administrator When provisioning the call centre, if the Weighted Distribution policy was selected, you can assign a percentage value to
e each agent in the call centre. When a new call comes in, the system is more or less likely to assign that call to a given agent
Assigning the Call Centre according to the values you set on this page. Agents already occupied with a call are not included in the random determination.

Standard Feature Pack to a user

T T Options:
Configuration for Standard - ' | Profile

B Profile

Routing Policies

Call Centre Unavailable Codes Basic

The Call Centre menus
Add a Call Centre

Access the Profile Menu
for a Call Centre

Profile

Display and configure profile information for this call center.

Addresses

Display and configure information such as phone number, extension, =nd

identity/devics profils for this csll cantar.

Agents

Configurs the list of agents who may join this Call Canter.

Advanced

Assign Services

Assign or unassign services and service packs.
Call Application Pelicies

Select Call Contral Applications enabled for = user.
Call Policies

Configure user Call Policies

Distinctive Ringing

Password

Configurs the web access and voice portal password for this call center.

Status & Statistics

Display this call center's status & statistical data.

Canfigure the call center distinctive ringing for calls routed to agents.

DNIS

Configure DNIS numbers for a call center.

———— 000000 R Queue Status Notification
= A A a Supervisors Configure status sent to agent devices.

Distinctive ringing Configura the lizt of uzars whe may supsrvize this Call Canter,

T T UEEEEEERERERE Announcements

Routing Policies Load or modéy the call canter snnouncements.

e Weighted Call Distribution

Cenfigure assigned users weighted call distribution.

Modifying and Assigning
Options to the Call Centre

Call Disposition Codes

Configure the call center call dispesition codes that may be used by agents te
tag calls with marketing prometions or other topics.

Assign or unassign a user to
be an agent in a Call Centre

Auto Attendants with Use the Call Centre/Profile/Weighted Call Distribution page to configure the call distribution policy within your call centre.
aCall Centre 1. Onthe Group/Call Center menu page.

Definitions 2. Click Call Centers.

3. Click on the required Call Centre to Edit.

4. From the Call Centre main screen.
5

Click on Weighted Call Distribution menu.
This link will only appear if you have enabled the Weighted Call Distribution policy on the profile page for this Call Centre.

Group >_Call Centers t entlgrp2 CGA [L

Options:

Weighted Call Distribution

Configure assigned users' weighted call distribution allocation. With weighted call distribution, any inceming calls to the Call Center are dispatched to the agents randemly accarding
to specified parcentags weight of each agan

> profile

Routing Policies

calling Plans ok J [ eeok | [ Cocel |

* EntlGrp2, Userd4011 (0394724011): .
# Entlgrp2, Userd325 (0884414325) %
. * antlgrpz, Userd326 (0884414326) E %
< Previous || Next > =]
* antlgrp2, Userd327 (0884414327)

[ ok ) [ Apow ][ cencel |
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Definitions

Modifying and Assigning Options to the Call Centre

6. Assign a percentage value for each agent in your call centre using the input boxes provided. The values must add up to
exactly 100.

7. Click Apply or OK to save your changes. Apply saves your changes. OK saves your changes and displays the previous page.

Password

The Customer Group Administrator using the Call Centres/Password page can configure or change the CommPilot web access
or portal password for the Call Centre.

1. Onthe Group/Call Center menu page.

2. Click Call Centers

3. Select the required Call Centre to Edit.

4. Click Password menu.

To reset the Web access password.

1. Ensure the Set web access password is selected.

2. Type and retype the Reset Password text boxes to reset the portal password.
1. Ensure the Set portal password is selected.

2. Type and retype the Reset Password text boxes.

3. Click Apply or OK to save your changes.

Options:

- Passwords
e Passwords allows you configure your passwords for the web portal andfor portal.
Routing Policies
[ OK ] [ Apply ] [ Cancel

This user's password expirad
Set web access password:

Reset d
’7 = Type new password:

* Re-type new password:

Lok ) [ oy | [ comem
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Definitions

Modifying and Assigning Options to the Call Centre

Assigning additional services to a Call Centre

If specific other services such as Call Forward Selective or Call Forward Busy are required they need to be assigned.
To assign services:

Group > Call Centers : testtipt

Assign Services

Assign Services allows you to assign or unassign services and service packs for a user. If = service or service pack is unassigned the service data that has been filled out will be lost.

[ ok ][ #ey | [ Cancel

Available Services User Services

Anonymous Call Rejection

Basic Call Logs

Call Center Enhanced i
Call Center Supervisor Reporting
Call Forwarding Always

Call Forwarding Busy

Call Forwarding Selective

Calling Line ID Delivery Blacking
Call Notify

Client Call Control o

z |y Al 7

[ok | [ Aoy | [ Conce |

—

From the Call Centers menu.

Select Call Centers.

Select the Call Center you need to assign services to.

Click Assign Services.

Select the required services from the Available Services column.
Click Add>.

Click OK.

N o g N

Note: If visible in the Available services column, features such as Call Forward Always, Call Forward Busy,

Call Forward Selective, Priority Alert, Client Call Control and Voice Messaging can be assigned.
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Definitions

Distinctive ringing

The Distinctive ringing feature allows you to choose from 4 different ringing styles to choose to distinguish which

call centre is receiving a call.

1. Onthe Group/Call Centre menu page.
2. Click Call Centres.

3. Select the required Call Centre to Edit.
4. Click Distinctive Ringing.

Group >_Call Centers : CC_DC

Options:

Distinctive Ringing

Configure the call carter distinctive ringing policies for calls routzd to the agent.

| o) (oo ) [ Coos
Incoming Calls
Calling Plans
Enable distinctive ringing for call center calls
Ring Pattern: Normal v
‘ [ ok ][ ey | [ Canesl

Select Enable distinctive ringing for call centre calls.

Click the Ring Pattern drop down arrow and select the required option.

7. Click the drop down arrow for Ring Pattern for forced delivered call centre calls and choose the relevant option.

Group > Call Centers : CC_DC Welcome Sales Group #

Distinctive Ringing

Configure the call center distinctive ringing policies for calls routed to the agent.

[ ok ][ Ay ][ Cancel ]

Enable distinctive ringing for call center calls

Ring Pattern: Normal >,

Mormal
Long-Long

[ |Short-Short-Lang

Shor-Long-Short
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Definitions

Routing Policies

From the Routing Policies menu a CGA can configure, Bounced Calls, Overflow calls, Stranded calls and Stranded Call -
Unavailable.

Bounced calls allow a CGA to configure how calls unanswered by Agents are handled.

The Overflow feature enables a CGA to configure the routing policy when a large number of calls have been received
in the queue and he queue is full or ringing calls in the queue have been waiting longer than a configured threshold.

Stranded calls are calls stranded in the queue after all agents have signed out.

Group > Call Centers : CC_DC Welcome Sales Group Administrator [Logout
Options: i -
Routing Policies
Profile
I Routing Policies ACD Q“'EU'E
P Call NDHEI;{; the menu items in this categcry are Bounced Calls
i ; Configure the call center routing paolicy for calls
Calling Plans ‘ unanswered by agents.
Overflow
Configure the call center routing pelicy when a large
number of calls have been received or calls have
been waiting longer than a configured threshold.
Stranded Calls
Configure the call center routing policy for calls
stranded in queus whan all the agents are signed-
out.
Stranded Calls - Unavailable
Configure the call center routing paolicy for calls
stranded in queue when all the agents are
unavailable.
1. Onthe Group/Call Centre menu page.
2. Click Call Centres.
3. Select the required Call Centre to Edit.
4. Select Routing Policies from the Options menu.
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Setting Bounced Calls

1.

© ® N o g w0

On the Group/Call Centre menu page.

Click Call Centres.

Select the required Call Centre to Edit.

Select Routing Policies from the Options menu.

Select Bounced Calls.

Enter the number of rings to Bounce Calls after xx rings.

Select Bounce calls if agent becomes unavailable while routing the call.
Select Alert agent if call is on hold for longer than xx seconds.

Select Bounce calls after being on hold by agent for longer than xx seconds.

10. Click Apply or OK to save your changes.

B Routing Policies
Incoming Calls

Call Control

tions:
L Bounced Calls

Profila

Configure the call center routing policy for calls unanswered by agents.

[ oc ][ apy ][ cancel ]

Bounce Calls after 5 Rings

Bounce callz if agant becomas unavailable while routing the call

Alert agent if call is on hold for longer than 30 seconds

Bounce calls after being on hold by agent for longer than 60 seconds

oK Apply Cancel

Setting Overflow

1.

S R

On the Group/Call Centre menu page.

Click Call Centres.

Select the required Call Centre to Edit.

Select Routing Policies from the Options menu.
Select Overflow.

From the Action area select one of the options

« Perform Busy treatment (the caller will get the same treatment as if the caller was busy). This is a default setting
« Transfer to a phone number/URI

« Play ringing until caller hangs up.

Select Enable overflow after calls wait xx seconds to specify how long calls wait before being overflowed.

Select Play announcement before overflow processing if you require an announcement to be played to the caller
before overflowing the call.




Routing Policies
Welcome to Standard Call Centre

Customer Group Administrator!

Standard Call Centre Group

Administrator Introduction 9. From the Audio section select either Default (default setting) or

T 10. Select Custom (to specify your own audio file).
Logging in as a Customer .
Group Administrator 11. Click the Browse button.

12. Type the path and filename of the .wav file OR

Navigate to where your recording (.wav file) is saved.
13. Select the file.

Assigning the Call Centre
Standard Feature Pack to a user

Configuration for Standard

Call Centre Unavailable Codes 14. Click Apply or OK to save your changes. Apply saves your changes. OK saves your changes and displays the previous page.

The Call Centre menus S

Add a Call Centre

Overflow

Configura tha call canter routing pelicy when = large numbsr of calls have besn recaived cr calls have been waiting longsr than = configursd thrashold.

oK Apply Cancel

Profile

®  Routing Policies

Access the Profile Menu Incorming Calls
for a Call Centre e

Note: The urls/files for audio/videe will be played in the order they are listed
Modifying and Assigning =
Options to the Call Centre © Parform busy treatmant

7 Transfer to phone number / SIP-URI:

Distinctive ringing

2 Play ringing until caller hangs up

Routing Policies Enable overflow after calls wait 30 seconds

TS Play znnouncemant before overflow processing

Assign or unassign a user to A

be an agent in a Call Centre @ oefaule
@ urL

Auto Attendants with 13

aCall Centre ~

Definitions -
@ custom
Filelz‘ ” Browse_ H Clear ]
Filez:‘ ‘[ Browse_ H Clear 1
Flleﬁ:‘ H Browse_ ]@
Fl'le4:‘ ‘[ Browse_ H Clear ]

| oK Apply Cancel
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Standard Call Centre Group

Administrator Introduction Setting Stranded Calls

1. Onthe Group/Call Center menu page.
Click Call Centers.
Select the required Call Centre to Edit.

Logging in as a Customer
Group Administrator

2

Assigning the Call Centre 8
Standard Feature Pack to a user 4. Select Routing Policies from the Options menu.

5

Configuration for Standard Select Stranded Calls.

Call Centre Unavailable Codes Select the treatment you want callers stranded in the queue when an agent is signed out receive.
The Call Centre menus
e Options:
Add a Call Centre = | Stranded Calls
e ‘Configure the call center routing policy for calls stranded in queue when all the agents are signed-out.
Access the Profile Menu (P Routkid Pebiles =~ = p—
for a Call Centre | s |
—_— Call Control e
Modifying and Assigning T
Options to the Call Centre © Perform busy treatment
-_— @ Transfer to phone number / SIP-URL:
Distinctive ringing
Routing Policies | ok ) oot ] conen |
Assign or unassign a user to 6. From the Action area, select either
be an agent in a Call Centre « Leave in queue (default setting)
T « Perform busy treatment
Auto Attendants with « Transfer to phone number/SIP-URI.

Call Cent
alallCentre 7. Click Apply or OK to save your changes.

Definitions
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Stranded Calls — Unavailable

1. Onthe Group/Call Center menu page.

2. Click Call Centers.

3. Select the required Call Centre to Edit.

4. Select Routing Policies from the Options menu.
5. Select Stranded Calls — Unavailable.

Select the treatment you want callers stranded in the queue when an agent is signed out receive.

Group >_Call Centers : C ome Sales Group Administrator [Logout

il Stranded Calls - Unavailable

Configure the call center routing pelicy for calls stranded in queue when all the agents are unavailable.

Profila

B Routing Policies

(oK J[ Al ][ Camcel |

Incoming Calls

This policy is performed when all agents are unavailable, and:

agents have unavailable code: Mone ¥

© Leave in queus

@) Parform busy treatment

) Transfer to phone number / SIF-URI:

Lok [ ek | [ Cael |

6. Toapply the policy when all agents are unavailable and at least a configured number of agents have set their
unavailable code to a configured code, check the box below the following text “This policy is performed when
all agents are unavailable, and:” and enter the number of agents and the unavailable code.

7. Toapply the policy when all agents are unavailable without imposing additional conditions, deselect the box.

Note: The box is disabled when the Agent Unavailable Codes functionality is deactivated.

8. From the Action area, select either
- Leave in queue (default setting)
« Perform busy treatment
« Transfer to phone number/SIP-URI.

9. Click Apply or OK to save your changes.
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Standard Call Centre G . .
an_ a_\r S j=up To make a Call Centre inactive

Administrator Introduction

N 1. Onthe Group/Call Centre menu page.

Logging in as a Customer

Group Administrator 2. Click Call Centres.

Assigning the Call Centre 3. Ensure the Active checkbox that relates to the Call Centre you want to make inactive does NOT have a tick.

Standard Feature Pack to a user
AL SR Call Centers
conﬁgu l'ation fOr Standard Brofile Create a new call center or manage existing call centers. You can configure a call center to al ow agents to log in and out, to queue incoming calls that cannot be answered immediztely, to
Call Centre Unavailable Codes ' Besources re-direct calls when the group cannat accept calls, and to provide music or video for callers or hold.
e [ ok ][ apsly | [ddBasic | [ AddStandsrd | [ AddPremium | [ AddCallGenterWizard | [ Canosl
The Call Centre menus » Callcenter
. it Agent Default Settings Agent Unavailsbls Codas External i Sattings Report Templates
Add a Call Centre T Routing Priority Settings. Call Disposition Codes Report Branding
D Active ‘Name Ty Video Phone Number Extension Department Edit
AcceSS the Proﬁ le Menu Membarsales 5:::dar: 0353950504 0504 Edit
for a Call Centre Sales Standarc 0352950503 0503 Edit
79 . . |{L[Auaiy][th][ww][wﬁmm][w%hfaﬂ@[w]
Modifying and Assigning
Options to the Call Centre
Distinctive ringing To make a Call Centre active
Routing Policies 1. On the Group/Call Centre menu page.
Assign or unassign a user to 2. Click Call Centres.
be an agent in a Call Centre 3. Tick the Active checkbox that relates to the Call Centre you want to make active.
Auto Attendants with
. “entre To delete a Call Centre
Definitions The Call Centre/Call Centre Profile page is used to delete a call centre.

Note: All settings will be lost once a call centre is deleted.

1. Onthe Group /Call Centre menu page.
Click Call Centre.

Select the required call centre to delete.
Click Profile.

Click Delete.

S T

Click OK or Home to return to the main screen.




T — Assign or unassign a user to be

Customer Group Administrator!

an agent in a Call Centre
Administrator Introduction

Logging in as a Customer

Group Administrator

. Use the User/Assign Call Centres page to assign or unassign a user to be an agent.
Assigning the Call Centre

Standard Feature Pack to a user Options: .

D 000000 Assign Call Centers

cOnfigu ration for Standard B Profie Configure user to be assigned as agent to call canters. Available call centers are call centers that the user is currently not an agent of and can be assigned ta.

Call Centre Unavailable Codes =it e i | )

The Call Centre menus T : — ——————
Add a Call Centre Messaqing = MemberSales@modeltipttelstra.com + CCfinance@modelfipttelstra.com

Training@maodeltipttelstra.com SalesCC@modeltipttelstra.com

<

Access the Profile Menu
for a Call Centre

1§ 1

Modifying and Assigning
Options to the Call Centre = =

Distinctive ringing
[ ok ][ apoly ] [ concel |

Routing Policies

N

On the Group/ Profile menu page, click Users.

Assign or unassign a user to
be an agent in a Call Centre Click Search to display a list of users in your group.

P Tr— Click Edit or any item on the row for the user.

aCall Centre Click Assign Call Centres.
In the Available Call Centres column, select the Call Centre/s to be assigned.

Click Add>. To assign all items (unselected) at once, click Add All>>.

Definitions

Click OK saves your changes and displays the previous page.

© N o o~ W

To exit without saving, select another page or click Cancel to display the previous page.
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Standard Call Centre Group a ( :a l l ( :e nt re

Administrator Introduction

Logging in as a Customer

Group Administrator

An Auto Attendant provides callers with a menu of options that allow callers to self-select where their call is directed.

An Auto Attendant can be set up in front of the call centre pilot number so callers can choose to which department
they want their call to be routed.

Assigning the Call Centre
Standard Feature Pack to a user

Configuration for Standard The Auto Attendant service provides the Interactive Voice Response (IVR) system that routes calls from the initial number
Call Centre Unavailable Codes to various Call Centre queues, agents, supervisors, voice messaging boxes or other contact points in the organisation.
The Call Centre menus The Auto Attendant provides the following features for use in the Call Centre solution:

Add a Call Centre « Flexible Interactive Voice Response

Access the Profile Menu « Forwarding of a call to the appropriate queue

for a Call Centre « Customisable menus

Modifying and Assigning « Business Hours schedule
Options to the Call Centre - Holiday schedule.
Distinctive ringing

Note: Should you be required to configure an Auto Attendant, instructions are listed on the Auto Attendant
Routing Policies

Quick Reference Guide on the Customer Group Administrators tab, Quick Reference Guide option of the
Online Resource Centre.

Assign or unassign a user to
be an agent in a Call Centre

Auto Attendants with
a Call Centre

Definitions
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Standard Call Centre Group
Administrator Introduction

Logging in as a Customer

Group Administrator

. The following terms, acronyms and abbreviations are referred to in this document.
Assigning the Call Centre

Standard Feature Pack to a user Term Definition
Configuration for Standard ) L
Call Centre Unavailable Codes ACD Automatic Call Distributor.
The Call Centre menus CGA Customer Group Administrator.
Add a Call Centre CEA Customer Enterprise Administrator.
Access the Profile Menu CIP Connect IP.
fora Call Centre DMS Device Management Solution.
Modifying and Assigning HTTP Hyper Text Transfer Protocol.
Options to the Call Centre
— R HTTPS Hyper Text Transfer Protocol Secure.
Distinctive ringing
" " IAD Integrated Access Device.
Routing Policies
: . P Internet Protocol.
Assign or unassign a user to
be an agent in a Call Centre LAN Local Area Network.
Auto Attendants with PoE Power over Ethernet.
a Call Centre
POP Point Of Presence.
Definitions
PSTN Public Switched Telephone Network.
QoS Quality of Service.
SIP Session Initiation Protocol.
TFTP Trivial File Transfer Protocol.
TIPT Telstra IP Telephony.
VLAN Virtual Local Area Network.
VolP Voice over Internet Protocol.
VPN Virtual Private Network.
WAN Wide Area Network.
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