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CHAPTER 1

#

INTRODUCTION

The AEC Call Management System-Senlor (CMS-SR) provides reliable call answaring and
telecommunications management Information all in one easy-lo-use system.

This chapter provides & brief overdew of CMS5-5R fealures, and references 10 gections of
this manuyal for further explaration.

PHYSICAL DESCRIPTION

The CMS-SA is installed as part of an Elsctronic Key Telsphone System (EKTS) or Private
Automatic Branch Exchangs (PABX). The system handles from 3 to 80 CO/PEX lines
Yowr new CHMS-5A Inclodes:

& the line unit, which cantains maost of the system hardware, and is connected Lo the
telephana lings, and to 120 VAC power; ard

® the control consals, which presents real-time system information, 1s used Lo
program the CMS-SA, to retrieve data, and for the agent log-on activities.

Your system may also Include ane or mese of the following optional features: auxiiary line
units, @ prirter, an on-hold music tape player, and Attendant Monitors.

The system is described in detail In Chapler 2.

CALL HAMDLING

In the Answer Howd mode, the CMS-SE answers calls, plays one or all of three user-
selecied announcement messages, queues tha calls, and holds the calls untd an agent is
avallable. Calls are presanted to the zgents in the exact order in which they are received.
uring the waiting period, the CMS-SR can activale an on-hold miusleinfarmation source,
and play AnswerHold Second and Answer/ Held fepeat announcements, at the intervals
you select.

Whan the phanes are not staffed, the CMS-5R may be sst lo the Answer Drop mode. It
will answer calls, play an off-hours information anmouncernent, and disconnect.

The Answar OF mode turns off the call-handling feature, The CM3-5R will conlinue 10
gather data for all telephone acthity on the lines, and print automatic repons.

The Ring All Calls Through feature may be used when the PABX queuss calls, and the an-
nouncement, music-on-hold, and superor reporting capabilities of the CMS-5R ame
nesded.

Chapter 3 describes CMS-5R call handling options In detad.
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REPORT GROUPS

Report Groups are for more than just reports. The CMS.5SA can handle each graugp as if
it wery a soparate call management systenm.

You may craate up to four Repoert Groups. You assign each telephone line ta any group:
perhaps a group lor each depanment, The CMS-5R issues a separate report for each
group, and you may estabiish different data parameters for each group. The calls for each
group can be handled unlquely, Including different anncunsement messages, Chapter 4
describas how to program Report Greups in detall,

REPORTS

The CMS-5R and a printer provide reports that ghie you all the informaticn Yo need 1o
make intelligent telecommunications declsions, presented in clear, precise rapons and
graphs. You design the reports: The data parameters you establish form the basis of the
repors.

Up to four separate Report Groups can be maintained; the CMS-SR issues a separate
telephone management report for each group

The CME-3R reports information by lime far all 2spects of felephane activity: Information
Tetals, Sequenced Calls, Call Activity, Busy Sludy, Trunk Busy, Staff avallabiity and the
Staffing Requirements studiss.

Interval Reports can be set to coour as often as desired; up to 99 times a day. Usually, the
CME-5R Is programmed to generate these every hour, or every two hours, etc, The Inter-
val Report is used 1o get a close look &t the telephone traffic activity over a shart period.
The data registers can be set 1o Zero or accumulate alfer each interval repart.

The Daily Report occurs once a day. It will be generated at any time you wish, and only
on the days you select. In additlon te the features in the interval repart, the Daily Aeport
Includes the Agent Avallability Study, the Staffing Requirements Chan. and tha Staffing
Requirements Summary. The Daily Zera Time is set 1o ocour at the same time each day.

Hislory Reports can be set 10 ogcur o0 1 or more days per weak, of on specific dates of
the month (up to 31 days). Usually, Hislory Reports are generated onca a week, ar once
a manith. History Report data s awtamatically zerged after the scheduled printing.

Chapler & describes the CMS-S8 roports in detail,

ACCESSING REPORTS REMOTELY

With a 1200 Baud, autc-answier modem you can access reports as woll as service infar-
matlen for any or all groups remaotely. Reparts Lo be accessed may be pre-programmed
from the CMS-5R control console. Refer to Appendix B.

To usa this feature, an additional designated telephane line must be connected 1 tha the
AUlo answer modem.
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ANNOUNCEMENT MESSAGES/AUDIO

The CMS-SA oifers a reliabie, nigh-quality, dighal voice recording feature. You change thi
announcement message with the press of a buttan. There are no cassattes 1o change
when the office closes, and no tapes to replace when they break or wear out. Once you've
made your recardings. they're there to stay. Chapter 4 describes the audio system in
detall.

AGENT LOG-ON

|r wWith the CMS-5R's easy, lamper-proal agent logging system, you can monitar agant per-

formancae,

Using the Agent Lag-Cn data, the CME-5R provides you with aceurate staffing informa
tion, Including the names of all agents using the system, and the Umes gach agent Was
logged an ta the system, The CM3-SR also rapors the times and amount Yo ang over-
or under-staffed.

If you choose not to use the Agent Log-On feature, you may set the ChS-53R to use the
Fined Agant Supply. Refer to Chapler 4,

The Agent Log-On procedure is described in Chapler 3.

STAFFING PLANNING

Yaur agents log-on Lo the system; of. using the Enhanced Staffing feature on Overlay E,
you may choose 1o set the agent supply 10 a fixed schedule. Either way, tha CMS-5R cal-
culates and reparts the amount of cver- and under-staffing, and the time periods during
which these occur. The Staffing Requirements sectlons in Chapter 5 describe thase
reports in detall.

Using the Forecasting feature on Cveray E, you can experiment with and plan for s1atf-
ing modiications and telephans traffic varations. hover before has your telecommunica-
tions staffing planning been so easy! The Forecasting featurs is described in detail in
Chapter 4.

DYMAMICALLY VARIABLE CALL THRQUGHPUT (DVCT)

The Dynamically Variable Call Throughput (DVCT) feature is used to increase call through-
put I extramely busy environments. This enables you 10 establish the number of longest-
walting (pricrity) calls which will ba presented simultaneausly, Refer to Chapter 4.

STATION GROUPS

Wwith some limitaticns, the CM3-5R can b installed to provide station information repaort-
ing in additlon to its narmal ling sequencing ard reporting funclions. Heter 1o Chapter 7
for Installation information, Chapter 4 for programming instructions, and Chapter 5 for a
description of the repat.

INTRODUCTION
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PROGRAMMING THE SYSTEM

I's easy to generale management infarmation with the CMS-SR. The comtrol pangl is
cleary labaled, and all programming cues are simple and direct. The display presents the
Infarmation as you enter t, and warns you of programming errors. The CMS-S6 |: more
than user-friendly - it's user-halpfud,

SYSTEM SECURITY

Special programming overiays, which are removed and kept away from unauthorized pear-
sonnel, ensure the securlty of the CMS-SR program.

The Agent Log-On systemn Is deubly-secured by not anly the confidentiality of the agant
numbers, but by the system Tamper Alert which 1] sounds a distinctive keyboard beep,
and 2} uses your printer 10 send an "lnvalid Security Code’ message. Refer ta the Agent
Log-0n description in Chapter 3,

ATTENDANT MONITOR

23

The optipnal Altendant Menitors are designed to be placed at each attendant's wark sta-
tion. These units display 1) the number of a line avalabla far an autgaing call, 2} tha time
the langest waiting call has waited, and 3) the number of calls waiting.

This teature is described in detail in Appendi &

INSTALLATION

Tha CMS-5R 15 installed as part of a talephone system. The connection 1o the COUPEX
lines are made through a standard USOC RJT1C connector, Chapter 7 explains the instal
lation in detail.

2 NOTE: Any telephone company installation and/or service charges are the responsibiity
of the customer.

SYSTEM EXPAMNSION

When your business and telephone system grows, the CMS-SR will grow right along with
you. The Systeim is expandable in 3-line increments, 12 per cabinet, up to a maximum of
80 CC/PBX lines.

CERTIFICATIONS

The CM35-5R has been tested and found 1o comply with the Federal Communications
Commission Rules and Requlations Part 15, subpart J (Class A computing devices); and
Part &8 {connection to the switched talephone network), and has been assigned a
registration number. Chapter 6 provides complete specifications.

1=
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BATTERY BACK-UP

Lithium batterkes retain the CMS-SA's option sellings and managemaent information fora
period of at least ona year when the system is without AC power,

A 12 volt rechargeable battery retalns the digital voice recording memaory for two hours
when the system is without AC powar,

WARRANTY

Refer to the warranty card shipped with the CM3-3R.
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CHAPTER 2

#

PHYSICAL DESCRIPTION

OVERVIEW

Tha CMS-SR 15 Installed as part of a telophone system. The system handles from 3 1o B0
CO/PBEX lines.

Cina USOC BJ71C Serial Interface is required for connection to each 12 lings. This con-
nection |5 described in Chapter 7.

The CMS-SR is compesed of the control conscle and the ling unit. Auxligry line units
pravide from 3 1o 12 line expanslon to the rmakn e unit

CONTROL CONSOLE

You will e using the controd console 1o activate CMS-5A eall handling, to program the
unit. and 1o retrieve data, This unlt is described Inthe pages that follow, and is llustrated
in Figures 2.1 and 2.8, Figures 2.2 through 2.7 illustrate the programming overlays.

LINE LAMPS

Each of these lamps represants a line connected 1o the CMS-SR, Al lamps representing
lines in the Lines |n condition are on, all Lings Out are off. When under CMS-SR contral,
the highest priarity ine’s lamp flashes at 240 Intermuptions per minute {ipm); while all ather
ealls waiting are Indicated by a 30 ipm flash, Onca a call Is taken from CMS-5R control,
the line lamp returms to steady.

DISPLAY

Under AnswerHold cperation, the display presents System Status, which |s 1) the num-
ber of calls waiting; 2) the time, in minutes and secends, that the highest priority call has
waited: and 3) the line number of the next call to be taken,

During CM35-SR programming, the display presents programming cues, and the data as
it is ertored. If the CMS-SR detects a problem in the system, Faull Detection messages
ara displayed. Refer to the Fault Detection section of Chapler 3.

MAIN PAMEL - CONTROL CONSOLE

The main panel of the conlrol conscle is Lsed during reqular CMS-SR operation. It is i-
lustrated in Figure 2.1, and its features are described in Chaplar 3.
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FIGURE 2.1 - CONMTROL CONSOLE FROWT PANEL
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PROGRAMMING OVERLAYS

In addition ta the main control paned, the CMS-3R is supplied with shx prograrnming over-
lays. These are described bolow.

OVERLAY A

The label “Overay A” appaars on tha left side of this overday, which Is Hustrated in Figure
2.2, This overlay is used when safting the CMS-SR clock and calendar, and when
programming the report schedules.

OVERLAY B

The label “Crveday B" appears on the left side of this overay, which is llusirated in Figure
2 3. This overay is used when programming the CMS-5R call handling options, and atarm

ports,
OVERLAY C

Tha labal “Crveray C appsars on the left side of this averlay, which is lllustrated In Figure
2.4, This cveriay |s used when assigning agents 10 reparting groups, and 1o establish
agant security codes.

OVERLAY D

The label “Crvarday O appears on the lefl side of this everlay, which is llustrated in Figure
2.5, This overlay is used whan recording, transferring, and assigning announcemeant mes-
sages.

OVERLAY E

The label “Overay E” appears on the left side of this overday, which is illustrated in Figure
2.6. This averay is used to program Agent Schedules ter the fived Agent Supply, and to
maintain Agent Supply information while using the Foxed Agent Supply. The Forecasling
feature of the CMS-5R is alse enabled from Overay E.

SECURITY OVERLAY

The label "Security appears on the left side of this red overlay, which is iltustrated in Figure
2.7. This averay is used 1o set telephone system and peripharal options; restors faclory
pplions, and intiate the CM5-5A sell-lost routings,
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FIGURE 2.2 - CLOCK/CALENDAR OVERLAY
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FIGURE 2.3 - GROUP OPTIONS OVERLAY
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FIGURE 2.4 - GROUP AND AGENT ASSIGNMENT OVERLAY
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FIGURE 2.5 - ANNOUNCEMENT MESSAGE/AUDID PORTS OVERLAY
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FIGLURE 2.6 - OVERLAY E FORECASTING AMD FIXED AGENT SCHEDULES
OVERLAY
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FIGURE 2.7 - SECURITY OVERLAY

CALLICD ) O e e e

FHYSIGAL DESCRIPTION



CONTROL CONSOLE REAR CONMECTIONS
The cables from the ling unit of the CMS-5R connect to the rear of the contral console.
The microphone, and an optional printer of modem may also be connected bere. Tha can-

nectiong ang as follows:
A RS-232 Printer Connection  The optional printer or madem may be connected
here, or on the line unit,
The condenser microphone used 1o make digital
volce recondings connects hora,

The 24 AWG, 25-pair cabie from the line unit con-

Z  Line Unit Connection
nects harg
A high level audio input used to record from g

D Line Input
source other than a microphaong, such as copying
a pre-recorded tapa cassetle.
The connection point for opticnal &ttendant Monl

B Microphone Connection

E Amendart Manitor Jack
tors.

FIGURE 2.8 - CONTROL CONSOLE REAR CONNECTIONS
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MAIN LINE UNIT FRONT PAMEL

Lamps on the front panel of the main line unit represent each line cannected to the CMS-
SR, The lamps reflect the status of these lines; the lamp for a line under CMS-5R contral
lighits steady. The highest-priority call's line lamp fiashes at 240 interruptions per minute
(ipm); while all other calls wailing are indicated by a 30 Ipm flash. When a call is na longar
under CMS-SR control (has been laken by an agent, or hangs up) the lime lamp returng
1o sleady,

MAIM LIME UNIT REAR PAMNEL

The rear panal of a main line unit connects to 1) the telephone lings, 2) 120 VAL power,
3} auxdiary unis, 4) the contrad console, and 5) any optional parpheral devices, such as
the printer, attendant monitar of on-hold MUsic source. The following lists each elemeant
of a main unlt, which is illustrated in Figure 2.9,

B AC Power Conneclion The connection point to the power cord, and 10
120 VAC power

5 CMES-5A Fuse Provides overcurrent protaction 1o the CM3-5A.

0 AC Oullat Fuse Provides overcurrent pratection to the AC outlels
an the CMS-5A.

E Power Switch The main power switch for the CMS-3R. This

should only be used when shutting the syslam
down for service of repair. Ta remove lines from
CMS-8R control, select Answar OF.

F Termiral Strip The connection paint for 1) PABX ground; 2] the
opfional on-hold music source; and 3) three of the
alarm pors.,

G RS-232 Printer Connestion An optional printer or modem may be connected
hara, ar on tha Controd Unit.

H Contral Unit Connection The conneclion paoint to the 24 AWG 23-pair cable
fromn the Contral Unit.
I Auxilizry Unit Data The connaction paint to the flat cable from thi first
Connection aurlllary umit.
J  Telephone Interface The conneclion point to the 12 ling RJT1C inter-
face.
K Grourd Start Usad to set the CME-5A 1o the apprapriata system
Loop Start Switchas satting. This may be different for sach line card. 31

far Line Card 1-3, 52 for Line Card 4-6, 33 for Ling
Card 7-9, 54 for Line Card 1012,

N Auxillary Ling Unit The connection point ta the auxllary power con-
Fower Connection nection cable from the first awdlary unit,
O Alarm Cutlat The outlet used for extermal 120 VAC alarm dew-
fces.
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P Music Source Outlet

Q  Digital Volce Backup Bamery
Switch

Mot used
5  Maniter Jack

The outlet used lor external on-hold mysic davices.
Bamtary switch for Digital Voice,

The connection peint for the optional attendant
montors],

FIGURE 2.9 - MAIN LINE UNIT REAR COMMECTIONS
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AUXILIARY LIME UNIT REAR PANEL

The rear panel of an auxiliary line uni cannects to 1) the telephone lines and 2) the main
line unit and other auxiliary line units. Tha fedlowing lists each element of an awsdiary unit,

which Ig llustrated in Figure 2.10.

I Auiliary Ling Unig
Data Connaction

J  Telephone Inerface

K Ground Start/Loop Start
Switches

L Data Expansicn Connector

The connection paint to the fat cable from the
auxiliary unit to the next awxiliary unit.

The connection point to tha 12 ling RJ71S inter-
face. :

Used to set the CMS-SR to the appropriate system
seiting. This may be different for each line card. 81
for Line Card 1-3, 52 for Line Card 4-6, 53 for Line
Card 7-9, 54 for Line Card 10-12.

The connection point for the flat cabls from the
main or previous awsdlany unit

=12
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M Device Select Switch Establishes the lavel number of the awdlary

[Auxiliary Units Cnly) ynit{s). Refer to Chapter 7.

M Auxiliary Line Unit The connection point for the auxillary power con-
Fower Connection nection cable to the next auxillary unit.

T  Aumilary Line Unit The connection point for the auxliary power con-
Power Connectian nection from the main ar previous auxiliary unit

FIGURE 2.10 - AUXILIARY LINE UNIT REAR CONNECTIONS
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CHAPTER 3

#

OPERATIONAL FEATURES

This chapter explains the operation of the CM3-3R after it has heen connacted 1o the
telephone system, and the CM3-5R's telephone system options have bean set (refer to
Chaptar 4).

GENERAL

POWER (ON/OFF)

CMS-SR will prasent calls to a console, station hunt group, call pickup group, of Individual
lina buttans on multi-key phones, The CMS-SR will ring through the longest walting call
or calls. If a message is assigned to the group containing this line, then the GME-SH will
also answer tha line and play the message.

It calls are sent ta a eall plekup graup, the longest waiting call will be answered by dialing
the call pickup code (such as *7. for example).

Answering a call releases it from CMS-5R control, Calls may not be placed back under
CMS-5R control once they have been taken by an agent.

I

The CMS-S8 Is switched on by the main AC power switch localed on the back panel of
the main unit. Unless tha unit is to be sendeed or repaired, the main power switch is to
remain an; the mods af aperation is selected through the keys on the consale,

Onea the CMS-SR is powerad, it will automatically set itsell to ANSWER HOLD, as Indi-
cated by the lamp in this key, You may, at any ime, select the call handling mode of your
cholee: ANSWER HOLD, ANSWER DROP, or ANSWER OFF.

AMNSWER OFF

In the ANSWER OFF made, calls ring directly through to the phone system and ara nol
sequenced by the CMS-SA. Real-Time Sysiem Status messages ane not presented undar
the AMSYWER QFF made.

The CMS-SR will continue to collect and report all telaphone traffic informatian whila in
the ANSWER QFF mode, and print autematic reports.

To remove calls from CMS-5SR control, sefect ANSWER OFF, the lamp in this key will light,
The CMS5-58 will continus ta present any calls answared befare the transition. After all
calls answered by the CMS-SR have been handled, the unit will automatically switch o
the ANSWER OFF mode.

The CMS5-5R may be programmed to set ltsedf to Answer Off automatically, Refer o the
Answar Off Time sectlon of Chapler 4.
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AMSWER DROP

When the ANSWER DROP mode is enabled calls ara not gueuad: tha CMS-5R plays the
ANSWER DROP recarding and then disconnects. The System Status s presented on the
display.

To place the CMS-5R in this mode press the ANSWER DROP key on the control pana,
the lamp in this key will light.

When the CM3-5R is switched from ANSWER HOLD to ANSWER DAGP, it will continue
10 present any ealls answered before the transition. After all calls answered by the CMS-
5R have boen handled, the wnit wil automatically switch 1o the ANSWER DROF mods,
and prasent the ANSWER DROP message to callers,

The CM3-5R may be programmed to set itself to Answer Drop automatically. Refer to the
Answir Drop Time section of Chapler 4.

ANSWER HOLD

This mede enables the CMS-5R call handling options. To plage the CMS-5R in thls mode
press the ANSWER HOLD key on the control panel, the lamp in this key will light, The real-
time System Slalus is presented on the display.

The CMS-SR may be programmed to set iself to Answer Hold auomatically, Refer to the
Answer Hold Time seclion of Chapter 4.

REAL-TIME SYSTEM STATUS DISPLAY

Buring ANSWER HOLD and ANSWER DROP oparation, the display presents 1) the num-
bet of lines on CMS-SR Hold: 2) the time, in minutes and seconds, that the highest-priority
call has been waiting; and 3) the line number of the highest-priarity call,

RING DELAY

The CMS-5R delays answering incoming calls until they have rung for the user-
programmed number of rings. You may set the delay Lo any number of rifgs. This gives
your agents a chanca to answer the calls before the CMS-SR does.

The CM5-5R delays 1 ring unless otharwise programmed.

The first Incoming call starts a Ring Delay cycle. All calls which come in during this cycle
will be angwared at the same time, although same may nat hava rung for the entire cycla.
Even when soveral cals are answered simultanecusly, the CMS-8A will present cnly the
longest ringing call.

DELAY FIRST CALL OMLY

When you pragram the CMS-5R to Delay mare than 1 ring. you must desids if you want
it o 1) delay all incoming calls, or 2) to delay ondy the first incoming call. Sometimes, it is
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gconamically desirabla to let the call fing slightly longer before the CMS-5A answers (with
WATS lines, for exampla).

The CMS-SR is set to Delay Firet Call Only unless programmed otherwise. The setting of
the Delay First Call Only aptien has no effect when the CMS-5R is sat to Delay 1 Ring. In
Daday First Call Only, the first call which comes into the system Is the only one delayed,
all subsequent calls are answered by the CMS-5R afler a1 ring delay. When all calls on
CMS-SA Hedd have baan taken, the Delay feature resets, and the answering of the next
call recebved will starl a new Ring Delay cycle.

When Delay First Call enly Iz disabled, the CM3-5R defays answering all galls until the Ring
Delay has coourrad for each call.

Refer to Chapler 4 for programming instructions.

CALL ANSWERING

Al calls answersd by the CMS-5R hear the Announcement Message from the baginning

When 1) the Ring Delay cycle has been completed, and 2) an audio port is availabie, the
CMS-SR will answer all ringing calls simuitanecusly, These calls will hear the Answer Hold
First meszage followed by the (optional) on-hold music. If no music source is connected,
nallers will hear silence after the first message is completed. Depending o0 b o'
programmed the audio feature, callers may also hear an Answer Hold Second, and then
final message. The CMS-SR can be set 10 repeat the Answer Hold Repaat message.

Tha standard CM3-SR, with one audio channel, does not answer any calls while any mes-
sage Is in progress, For example, f the Ring Delay cycle ends while a messags i being
played, all delayed calls will ring untl the message ends. Thase calls are then answerad
all at anee. Each ringing call is prioritized according to its arrival.

Tha CMS-SR with the optional Mulliple Announce feature may have from 3 10 7 audio
channels. This unit will answar calls and play the message(s) In a manner that will mini-
mize lang waits for messages

PRIORITY CALL INDICATION

The CMS-SR recognizes the arder of Incoming call arrival on all lines. The eall which has
been waiting he longest is indicated at the console or agent station as a ringing line. This
is the call to be answered next. As soon as the highest-prigrty call I% taken, the next call
in arder rings through. This action continues until all waiting calls have been taken.

It is pessible for more than one ring indication to appear at the sama fime, i more than
one graup, or a Priorty Call Time Out time has been established or if the Dynamically Vari-
abla Call Throughput (DVCT) featurs is enabled, In this case, each ringing call 1= a walid
highest-priarity call, Refer 1o the Priority Call Timeout section irChapter 4 and to the DVCT
sections in this chapter and in Chapter 4.
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CALL SCREENING

The CMS-5R comes from the assembly plant with the Screen Calls First and Screan Calls
Second features disabled. The Screen Calls fatures are enabled throwgh Cveday B, Refer
1o chapter 4.

When nelther Screen Calls option is in effect (NO Call Scregning), ring indications appear
immediately, and continue as the CMS-SR takes Incoming calls and plays the massage(s).
In this mode agents may take calls at any time, including during the announcement mas
sagels).

When the Screen Calls First feature Is enabiled, callers hear the entire first message before
being connected with an agent. In this mada, the CM5-SR will not ring calls through until
they have heard the Answer Hold First message once completely. The Screen Calls
Second fealure will play both the Answer Hold First and Answer Hold Secand me5ssages
to callars before ringing them through.

The delay between when the CMS-5R answers the calls and the appearance of pr ity In-
dications for those calls is the length of the messagels)

If you plan to use the Screen Calls feature routinely, we recommend that dedicated in-
bound only lines/trunks be established.

PRIORITY INTERCEPT LINES

You may wish to give specizl attention te ¢ertain lines; to orsure that these callers ars
handled quite promptly, Emergency Service or WATS lines, for aample. The lines you
designate as Pricrity Intercept Lines may be answared ahead of ather calls.

when the Priority Intercept feature is wilized, you will alsa establish the Priority Intercept
Time. This time applies to non-Priority ealls. This ensures that, whils Priority calls are given
precedence, a non-Friarity call will not be neglected. When a Pricrity ling rings, any of tha
nan-Priceity lines waiting longer than the Priarity Intercept Time will be presented first.
Reder ta the Priority Intercept Time section of Chapter 4,

DYNAMICALLY VARIABLE CALL THROUGHPUT (DVCT)

LINE

When this featurs is utllized, more than one priarity call may be presented at once. DVCT
Increasas call throughput based on the number of availabie agents, Refer to Chapter 4.

LAKMPS

Each CO/PBX line connecled to the CMS-SR is represanted by a Line Lamp. There are
twio sela of these lamps; one on the front panel of the main unit, and anather on the con-
trod umit,

The Line Lamp is lighted when the line is in the Lines In condiion: its status is represanted
by the Aash-rate. A fast lashing Line Lamp indlcates the highest-pricrity eall; a slowar
flash, a non-pricrity call. When the line is no longer being handled by the CMS-SR, it
reverts 1o a steady on. Line Lamps which are out indicate lines in a Uines Out condition.
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CONFIRM CLOCK/CALENDAR

The CMS-SR indicates that a power falure has eccurred by flashing this key: the time and
date must be confimed or corrected, If the data is correct, simply press the "Confirm
Clocky/Calendar key, followed by ENTER: the time and date will be displayed. If the time
ar date I3 not correct, enter the new data threugh Overlay A

Tha Confirm Clack/Calendar key may be selected at any time to view the time and data.

AGENT LOG-ON PROCEDURES

whan agents log on to the systam, they musl icllow the steps outlined in this section.
NOTE: There is a time limit of 15 seconds to complete the lag-on procedure.

The agents will not need to log on tothe system if the CMS-3R has been satlo Fieed Agent
Supply (refer to Chapter 4). The only excaption would be to make minor cofrections in
their schedules (for example, arriving late or returning eary from lunch), The procedure
for logaing on is as follows:

& Seglect the appropriate The lamp in the key lights.
Agent Log On key (Agent
Log-In, or Agent Log-Out)

& Enter yaur 3-digit agent The display cues for each digit with a blinking cur-
sacurity code, S0,
# Seolect ENTER. The display will present "FPASS" | the code was
anterad corractly or "FAIL" i the agent code Is not
walid.

by MOTE: The CMS-5R is aquipped with a tamper-pravention device. When 3 faulty agent-
security codes are entered in a short fime paried, the opticnal printar will record 1his oc-
currence with an Exception Report. An example of such a report follows, This enables the
supenvisor to re-educata anmy agents having difficulty in logging on, as well as Intercept
any attempled tampering

B T IS st s s R LI EE T T R L L R b LR EEFIIVINANEEFTEY

EXCEPTION REPCAT
&:06 AR MON JAKN 22 INVALID AGEMNT SECURTY CODES HAVE BEEM EMTERED.
THESE MUMBERS ARE: 123, 455, 123

----- ek e i ke Y SENTIT NN LLLLE R R LT

EMD OF REPDRT

PLAYBACK

| This section discusses the use of the Playback key on the Main Overay. To playback
using the Flayback key on Oveday D, refer 10 the Playback section of Chapter 4.

Ta werify the quality and/or content of an announcement message from the main overiay,
fallaw thio steps cutlined as follows.
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» Select GROUP The lamp in the key selected wil light.

& Salect CALL HANDLING Select Answer Hold or Answer Drop. The lamp in
MODE the key selected will light.
& Sgloct PLAYBACK The CMS-3R will play the message(s) for this

group, and this call randling mode through ance,
The CM3-5R will play the Answer Hold messages
In order (First. Second, and Repeat).

I "PALSE" appears on the display, thiz indicates
that all audky channels are presantly engaged. As
spon as & channel is free, "PAUSE" will disappear,
and playback will begin.

PRINT DATA

These keys immediately generate a currant mansgement report. The current report en-
compasses all data accumulated since the last Zero Dala command, Mare than ang
report may be requested at a fime. In this case, all repornts will be printed, ona after the
other,

To generate a current repadt, select 1) the Group number, then 2) tha Repart{s) you wish.
The key of the selected Group and Reponis) will light. The report(s) will be printed im.
mediately. *“CALC” appears on the display while the repart Is being formulated, and cal-
culations are being performed.

PREVIOUS PERIOD DATA

The Previous Perlad is the automatic raport period immediately preceding the current
one.

Fora copy of a repor for the previous period, select 1) the Graup numbar, 2) tha Previous
Feriod key (the lamp In this key lights), and 3) the Repart key.

To view the management information from the Previous Perled an the display, salect 1)
the Group number, 2) the Previous Period key (the lamp in this key lights), and 3) the
dasired Display Data key. Any Display Data key(s) selected presents its Informatian for
the previous period, To return ta the current data, select Previous Period again,

ACCESSING REPORTS REMOTELY

The CM3-5R has an oplional 1200 Baud Internal modam. This enables You 10 access
reports for any or all groups remately, An external 1200 Baud auto-answer modem My
also be used.

To use this feature with the eptional internal madem, an additional designated telophans
line must be connected ta the AJ11 jack on the main unit. An external modem rmay ba
connected instead of & printer o the printer port

Appendix B provides complete instructions on Remate Reparting.
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SETTING THE SYSTEM NUMBER

I applications whera several CM3-5Rs are utilized, each systerm may be given a separata
number, from 1 to 9983 Once this system numbar ks pstablished, it will appear on all

printed raports. Refer 10 Appendix B.

DISPLAY DATA

koypad.
& QUTGOING CALLS®

s TOTAL OUTGOING TRANS
TIME {H:M)*

e 4G QUTGOING TRANS
TIME (M:5)*

o INCOMING CALLS"

& TOTAL INCOMING TRANG
TIME {H:M)*

o AVG INCOMING TRANS
TIME (M:-5)*

& SEQUEMNCED CALLE"

» AVG SEQ HOLD TIME
(M:S)*

® ABAMDOMNED CALLS*

& AYG TIME BEFORE ABAN-
DONED (M:8)*

o TAUNKS BUSY LONGEST
(M:5)

& TRLUMNKES BUSY TOTAL
(H:M)

When ane of these keys Is selectad, the data appears onthe cantrol conscle display. Tha
list in this section describes the data that each key presents.

To accass the infarmation, select 1) the Group numbsr, 2) the previous key if desired, fol-
lwved by 3) the desired Display Data key.

= — This information is also avallable on a by line basls for those tems riarked with *;
atter selacting the Group and Display Data keys, enter the ling number, using tha numeric

The total number of cutgoing calls which have
bean mades.

The total transaction time, in hours and minutes, al
agents have been engaged in sutgoing calls.

The average transaction time, in minutes and sec-
onds, agents spent on each outgaing czll.

The total numbes of incaming calls,

Tha total transaction time, in hours and minutes,
that agents have spent handling all incaming calls.

The average transaction time, in minutes and sac-
onds, agents spent handling each incoming call.

The total number of calls which wore answered by
the CM3-5A.

The average time, in minutes and seconds, that
calls spant on CM3-5R Hold,

The latal numbar of calls which discornected from
CMS-5R Hold bafore being taken by an agent.

The average time, in minutes and seconds, that a
callar waited an CM5-SR Hold before disconnect-
Iy

The longest consecuthve time, in minutes and sec-
onds, that all Trunk Busy lines ware busy simul-
tansausly.

The total time, In hours and minutes, that all Trunk
Busy lines were simultaneausly busy.
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® % TRUNKS BUSY The percentage of time all Trunk Busy lines were

simultaneously busy during the reporting pericd.

& CALLS OVER ALARM® The total number of calls which went over the

alarm time before being handled or abandoned.

& % CALLS OVER ALARM The parcentage of calls, based on all calls handled

by the CM3-5R. which exceeded the alarm time
before boing handled or abandoned.

® % CALLS ABANDOMED The percentage of calls, based an all czlls handled

by the CM3-5R8, which abandoned before being
taken by an agent.

FAULT DETECTION MESSAGES

e L-OFF

® P-OFF

& A-QOFF

The CM3-3R constanily monitors all aspacts of its oparation and warns when a eonditian
requiring correctlon occurs. There are four Fault Detection Messages usod by the CM3-
3R to indicate that a fault has bean detectad:

LINES QOFF: This massage indicates that all of the lings connacted 1o the
selocted group of the CMS-5R are off The CMS-SR does not answer calls
In this condition; any incoming calls will ring directly into the telaphone
systiem without CMS-5R Intervention.

CORRECTION: Use Lines In to add lines inlo the group.

FRINTER OFF; This message indicates that the CMS-5R did not detect a
printer when it attempled to print a Report,

CORRECTION: Check for proper connection of the printer to the CM3-5R;
make surg that the printer is on and set corractly.

MO FIRST AMMNOUNCEMENT MESSAGE: The CMS-SR will not answer
calls unless a first announcement message has been recorded.

CCORRECTION: Record an Announcement Message.

OVERFLOW COMDITION (Display Data): The selected informalion has
overfiowed the data buffers,

CORRECTION: Rasel the data to Zero using the Zere Data key on Ovarlay
B,
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CHAPTER 4

ﬂ

PROGRAMMING

FEHERAL

Wa recommend you first program the Security Overay, then print a Group Options
Aepot. Use this report as a worksheaet to determine how you will program the SMS-5A.
Mow program Cwerlay A, then Overlay B, making sure to zero the data for each group.
Maxt, program Overlay G, Overay D, and finally, Overlay E. By following the directions
which follaw, you will be sure to cover all aspects of your system’s operation, and enjay
optimum performanca from the CMS-5R, and your phone system.

FACTORY SETTINGS

HOT

All options will be set at the original factory settings when the CMS-SR is switched an after
it has been installed, The Factory Settings are llsted in Appendix A

SET INDICATION

When an optian is not set, the word “OFF" is presented on the display, for example, if no
Pricrity Infercept Tima is set.

PRINT GROUP QPTIONS REPORT

This key immadiately genarates an Option Report (described in Chapter 5).

Before beginning any programming, we recommend that you generate one af these
reports. Using this you can check the CMS3-5R seftings. and plan any changes 1o the

progran,

It |5 also wise to print an Option Report after programming the system, to verify the chan-
ges you have made o the system.

PROGRAMMING OVERLAYS

Thera ara shx programming overdays, in addition to the eontrol console main pansl, These
arg illustrated In Chapter 2. When inserting an oveday, place it over the controd console,
sliding the left side in first.

When an gverday is placed over the main panel, the display goes blank, and the Group
keys flash, prompling you 1o splact & group.
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PROGRAMMING PROCEDURES

P

»

Programming the CMS-5R consists of entaring numbers, times, and YES/NO responses
Thess instruct the CMS-5R exactly how you wish your calls and management reports to

ba handled.

Unless ctherwise described, all CMS-SR programming except for times is performed as

falliopaes:
& Splact GROUP

* Selact any
program key

* Enter new data

The lamp In the key salected lights steady.

The present satting Is displayed. If you do nothing
elsa, the CMS-SR returns to System Status in 60
seconds. No program changes will be made.

Lising the numeric key pad, anter new data. This is

displayed as it is entered, scrolling from righl to
[adt.

NOTE: Up until this point you may return to the existing setting by selecling CLEAR.

® Selpct EMTER

The new program data is in effect,

Unless otherwise described, all CMS-SR programming of limes is performed as follows:

# Select GROUP
® Select option
& Enter tima

The lamp in the key selected lights steady.
The current setling is displayed.

Using tha numerc keypad, enter the time in the &-
digit format [Hours:Minutes, or Minutes: Seconds).
The colon remaing fived on the display, where the
data is presented as it Is entored.

MOTE: Up untd this point you may refurn to the existing setting by selecting GLEAR.

#* Salect ENTER

The new program data is In effect
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PROGRAMMING THE SECURITY OVERLAY

Before any other options are sal, you must establish the telephone system and peripheral
parameters for the CM3-SA. This Is set using the red Sscurity Overay, and Is normally
dong by & service technlclan when the system is inslalled. Refer to Figure 2.7.

TONE DETECTION

Thesa keys establish the type of lana the CM3-SR detects to determine that a disconnect
has occurred, You may choase Dialtone, Reorder, Buay, or any combination of the three,
These tones must be in the 340 10 540 Hz rangs.

You may also set the Tone Detect OFf, which instructs the CM3-5R to recognize only CPG
pulses as disconnects. Lse this option when you are assured of a reliable CPC pulse fram
the Central Office (C0),

Thelamp In the key(s) selected will light, and remain on throughout system pregramming,

To determine the correct setting, perform an Incoming call. Call a line connected ta the
CMS-SR. Let an agent take the call, then hang up. Listen on tha line the call came Inon
for Dialtone, Busy, or Reorder, This setting must ba as accurate as possible. Set the unit
to datect all tones enly if & variety of signals may be produced on the lines in different in-
stances.

Dialtone may be recoqnized as a continpous, steady tone. Tha Busy signal is a tona in-
terrupted ance per second for one-half second {one-half second tene, one-half second
silenca). The Rearder signal |s Interrupted twice per second for ona-guarter second (one-
quarter second tone, one-guarter second silence).

If your system has station-to-station call forwarding, and/or call pickup, test several lines,
and all trunks, by calling station to station, forwarding calls, and using the call pickup fea-
ture. Different lones may be prosent on some of these lines, or when utilizing some of
these features. The programming procedure is as follows:

e Salacl GAOUE ~ The lamp in the Group key selectad lights steady.
The present setting is indicated by a steady lamp
in the Tone Deteclion key(s).

# Salacl TONE DETECTION Choice of Dialtone, Rearder, Busy, o all three.
These are alternate action keys; one press B on,
anothar is off.

When the key in the lamp is lighted, that Tone Detect mode is In effect,

CPC TIME

Many COs transmit an electrical interruption whenevier a caller disconnects from a line,
thiz Is the CPC pulse. This option should ordinarily be left at the Factory Setting of 5 m3.
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This setting should not be altered unless calls are dropped from the CMS-5R whie they
are still in progress, Than, the CPC Time should be Increased 1o 38 mS. If the problem
perslsts, the CPC Tima should be increased again in 33 mS increments. The untt should
b ot to the shortest CPC Time possible.
The CPC Tima range is from 5 mS to 589 mS, in 33 mS increments. If the CPC Time is dis-
abled (zat to NO), the Tone Delect setting will still be valld. The programming procedura
I5 as follows:;
# Selact GROUP The lamp in the key selected lights steady.
® Select CPC TIME The prasent setling is displayed.
If you do nothing else, the display returns to Sys-
tem Status in 60 seconds. No program changes
will be made.
® Enter CPC TIME Using the numerc key pad, enter the Time. This s
presented on the display as It s entered, scrolling
froem fight B left.
Up untif this peint you may return to the existing
setting by selecting CLEAR.
& Select ENTER The new program data is in effect.

TOME SAMPLE TIME

The Sample Time establishes the length of time the CMS-SA will take to analyze the type
of tong on the lines.

The Tone Sampla Time can be from 5 to 30 seconds. The Factory Satting of & seconds is
recommended, A longer time decreases the posaibility of cerfaln volce pltches or music
lones triggering the Tong Detection circuits. The programming procedurs (s as follows:

* Select GROUP The lamp in the key selected lights steady.

e Soelect The prasent setting will ba displayed.
TONE SAMPLE TIME

If you do nothing else, the display returmns to Sys-
tem Stalug in B0 seconds. Mo program changes
will b rriacdce,

® Entor time Lising the numerlc key pad, entar the Tons Sampls
Timeg, Thiz is displayed as 4 is entered, scrolling
fram right to left.

Up until this point you may return to the existing
setting by selecting CLEAR.

#* Sploct ENTER If your chaloe i nat within the Tane Sample Time
parametars, the CME-3A avlomatically rounds the
choice 1o the closest setting. The new program
dafa is in effect.
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TOMNE IGNORE TIME

This is used to suppress the detection of tones by the CMS-5R, The CMS-SR will ignora
any tones pccurring on calls it has answered untd the time set has elapsad.

The Tane Ignera Time Factory Satting is 0. The ChMS-5H begins listening for tones as soon
as d answers a call, The programming procedurs is as follows:
® Select GROUP The lamp in the key selected lights steady.

# Select TOME IGMORE TIME  The present setting s displayed. If you do nothing
elza, the display returns to System Status in B0
seconds, Mo pragram changes will be made,

& Enter TIME Using the numeric key pad, anter the Tone Ignore
Tima, This is displayed as it I entered, scrolling
from right to left.

Up until this point you may raturm to the existing
sotting by selecting CLEAR.

# Select ENTER The naw program data is in effect.

RIMG LEMGTH

Tha Ring Length is set to one-half tHa duration of an Individusal ring (either a single ring, or
one of the rings compaosing a multiple ring).

The GMS-5R Ring Length Factory Setting is 1000 mS. Tha satting cholcas are from 100
to 8,000 mS, in 100 m3 Increments. The programming procedurs |s as follows:
e Select GROUP The lamp in the kay selected lights steady.

# Sciect AING LENGTH The present setting is displayed. If you do nothing
plze, the display relums to System Status In &0
seconds. Ma program changes will be made,

® Enter AING LENGSTH Using the numeric key pad, enter the Ring Length.
This is displayed as it is emersd, scrolling fram
right to left.

Up until this point you may return to the existing
setting by selecting CLEAR.

# Select ENTER If your the choice is not within the Ring Length par-
ameters, the CMS-5R will automatically round the
cholce to the closest selling. The new program
data is in effect.

RING TIMEOUT

The duration of ene fdng cycle (the Timeouwt perod) 1z measured from tha end of ane rng
(or group of fings) to the beginning of the next. The Ring Timeoud is sat to the duration of
ane Ring Timeout pericd plus one second.
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FRIO

The Ring Timeout Factory Setting is 5000 mS, The setting choices are from 100 to &,000
m&, in 100 mS increments, The programming procedure is as follows:

* Solect GROUP The lamp in the key selected lights steady.

® Select RING TIMEQUT The present setting Is displayed. If yvou do nothing
else, the display retums to System Stalus in 6D
seconds. Mo program changas will ba mada,

® Entar AING TIMECUT Uging the numeric key pad, onter the Ring Time-
out, This is displayed as it is enterad, scrolling from
right to left,

Up until this point you may rétum to the existing
setting by sadacting CLEAR.

#® Select ENTER If your chalce. i not within the Ring Timeout para-
meters, the CM3-3A will avtomatically round the
choice to the closest setting. The new program
data is in effach

RITY CALL TIMEQUT

This setting is a safety feature. If a PABX trunk malfunctions, the CMS-SH will detect and
disabie the line, enabling normal cperation of the CMS-5R call answering and sequenc-
ing functions an all ather lines,

The Factory Setting s OFF {not set). The CM3-3R begins checking lineftrunk stalus as
5000 85 a call comes wunder its control. The programming pracedure is as follows:

o Salect GROUP The lamp in the key selacted lights steady.
® Seolect PRICRITY CALL The present sefting Is displaved. if you do nothing
TIMEQUT glse, the display returns to Syslem Status in &0
seconds. No program changes will ba made.
® Entar TIME Using the numeric key pad, entar tha Priorty Call

Timeouwt in the 4-digit Format (Minuies: Seconds),
The colon remaing fived, and the data is displayed
as i is entered,

Up until this point wou may return o the existing
sefting by selacting CLEAR.

# Solect ENTER The new program data |s in efect,

How the Friarity Call Timaaut Function Operates: i, for example, Ling 3 is the highest
pricrity call for longer than the Priority Call Timeowt, the CMS-5R will ring Line 4, the
secend longest-waiting call through. If Line 4 i5 taken instead of Ling 3, the CM3-SR will
ring the nest longest-waiting call thraugh.

Tha CMS-SR will repeat this process until Line 3 |s answered or disconnects. If Line 3 15
anzwered, the CMS-5R will assume an abnormally long walting time was the causa. If Ling
3 disconnacts without being answered, the CMS-SR will determing that the line is faulty.
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When tha CMS-SR determines that a line Is faulty, using the above determination, it im-
mediately sels it to UNES OUT, and, ¥ a printer bs connected, will print the following ex-

ception raport.

e FEENEEEY e TEIATFENR STy TEREET

EXCEFTION REPOHT & 16 PR MON JAN 5 LIME 3
EXCSE0ED THE BRIORAITY TIMEQUT, LUME 4 WAS THEM GIVEM PRICRTY ALONG
WITH LINE 3. AFTER 513 SECONDS, THE CALLER OM LINE 3 ABANDONED. [T 15
LKELY THAM THE PAEY TAUMK CARD ASSOCTED 'WITH LME 3 HAS A& DEFECTVE
RIMNG DETECTOR THIS CORDITION MAY BE TESTED USING THE FORCED RIMNG
FEATUURE OF THE SELF TEST. LIME 3 HAS MNCW BEEN PLACED IN LINEER OUT
COMCITEIM.

LRI SR T R R E PR R R Ll b .“lﬂ“IFrr'"T-."“'*i"“l‘i“iiil'l‘l L1 ]

EMD OF REPORT

[fthlz should occur, contact an AEC servics technician. Using the Sedf Test, s/he will deter-
mine whather you must contact your telephone of Interconnect company. When a ling
has been set aut because of a Priority Call Timeout, the line must be re-entered inte the
aystam manually, using tha LINES IN programming.

FRINTER TYPE

The CM3-5A recognizes three types of printars. The type is programmed through the
numeric kaypad. The following list shaws the printer typa to select for various printers.

* Type 1 PANASONIC KX-P1181, STAR NL-10, STAR 5G-10, EPSON 86s,
CITIZEN MSP-10, CITIZEN MSP-15, CITIZEN MSP-120D, CITIZEN
MSP-180D, EPSON graphics printer compatible

: \ &
DEC LAS0 Efso e

e Typa 3 QKIDATA MICROLINE 182 T A LR APHIC C
The Factory Setting is Printer Type 1. O P ATFEL -

SELF TESTS Fard ExP- 1 80 /! If 5%‘;5:?_‘3

The CMS-SA has four separate self tests you may order from the Security Overay. These < iy
tests are desaribed in the pages that follow, The Seif Tests do not interfers with normal

CMS-SRNelephone operation, 5&_?4- ’-?_5‘&;
SELF TEST REPORT Ponag g€ [55EF e ;@E%

Thiz repart presents the results of several tests of the CM3-5R internal oparating softwara
a5 well as testing the telophone lines and interface to which it Is connectad. An mtampla
of this test report follows this section.

To begin the Self Test, select the Self Test key on the Security Cveray. "

If, during the Seli Test printing, an automat|c raport comes due, or display data is re-
quaested, the CMS-5R suspends the Self Test. It then prints the scheduled report or dis- 0

plays the requested data. The Self Test will then automatically resume. “!“x
SR
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CAUTION: If AC power is lost during the first 5 minutes of the Solf Test, the option sot-
tings may be lost, This dara s stored in the RAM, which is tested during this pariod,

For Self Test checksums, contact the Automation Electronics Technical Services Depart-

ment,

AEC CALL MAMAGEMENT SYSTEM-SR
TEET REPOIAT: S¥STEM EYETEM: 2504
FRINT TIME: 10:25 AM FRI CCT 30
ALl L R T P T R N T T ET TS

GOMMUMICATIONS TEST
LIME UMIT #1; PAS5E0
LIME UMNIT #2: PASSED
LINE UNIT #3; DOES NOT BE4UST
LINE UMIT #4: BOES NOT EXRST
LINE UNIT #5; DXIES NOT EXEST
CLUT OF 382535518 SYSTEM COMMURNICATIONS, 2 REQUIRED SELF-CORAECTION.
CHECHISUMS
COMSOLE UMIT: PASSEDR
LIME LINIT #1: PASSED
LIME LIWT &2 PASSED
SOFTWARE WVERSION
CONSOLE UNIT: 180
LINE LT #1; 18.0
LIME LUMIT #2: 1£0
IMITATING RAM TEST
BETTERY TEST
GONSOLE NIT: FASSED
LIKE UNIT #1: PASZED
LIKE UNIT £2: FASSED
LINE CIECLATS IMNSTALLED
LMELUNIT#9: 1 2 3 4 5 6 7 8 9101112
LIME UKIT #2 13 14 15 16 17 18 15 2) 21 22 23 24
SELECT LIMNE FOR STATLIS PRINTOUT [PRESS CLEAR EMTHY TO EXIT)
LME 1 2 3 & ¥ & 210 11 CAME OFFH OO
LIME 2'WENT IGLE
10026 AM FRI DCT 30
LINE E'WENT IDLE
LIME 2 CAME CFFHCCE
LINE 4 STARTED RNGING
10:27 &M FRIOCT 30
LINE 4 CAME OFFHDOK
LINE 5 STAATED RIMGING
LINE & CAME DFEFHIK
LINE § CAME DOFFHDOK
10:23 Ak FRIOCT 20
LINE 2 WEMT ICLE
LENE 2 CAME QFFHIXIK
LISE 10 WEMT ICLE
LISE 2 WEMT IOLE
1029 AN FRIOCT 20
LIME 2 CAME CEFHOEIE
LUME &'WENT IDLE
LIME 7WENT IQLE
LIME & STARTED RINGING
AAM TEST PASSED FOR LINE UMIT: 1
FAM TEST PASSED FOR COMSOLE.
Fad TEST PASEED FOR LINE UNIT: 2
LIME & CAME OFFHOOR
LINE 7 STARTED FMGING
LIKE 7WEMNT ICLE
LINE T CAME CQIFFHINIK
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10:30 AM FRI OCT 30
LINE 5 WENT IDLE
LINE *0 STARTED AINGING
LINE 10 CAME CFFHOOK
LINE 7 WENT IOLE
1631 AM FRI DCT 30
LINE 7 CAME CEFHOOK
LIME 7 WENT IDLE
FrITENE T TN TN
LINE STATUS DETAIL FOA LINE 10 GROUP 3 0N 10:32 AM FRI OCT 30
STATE: DIRECTLY ANSWERED FOR 0:23 [M:3)
STATUS: ERABLED, VALID DFFHOOK
FTITEIET T IR
LINE & WENT IDLE
LIME &WENT IOLE
LINE % STARTED RINGING
UME & CAME CEFHOOK

FramEmErswhTiree

LINE STATLS DETAIL FOA LIME S GROUP 1 OM u0:32 AW FRIOCT 30
STATE: DIRECTLY ANSWERED FOR 0:08 [M:S5)
STATUS: EMASLED. VALID OFFHOOK
TR e T re
10033 AM FRI OGT 30
LIME & CAME CFFHCOK
LINE &WENT IOLE
13 Al FRICOT 30
LIME & STARTED RINGIMG
LIME & CAME CFFHCOR
LIME 2 STARTED RAINGIMG
LINE 5 CAME CEFHCOE
SELECT LIME FIOA FORCED RitiG [FRESS CLEAR ENTRY TO EXIT)
TEST WaS CANCELLED

e e o oo oo o o o OO g e i e e w i i h d w wk

END CF REPORT

DISPLAY TEST

When this key |s selected, followed by ENTER, ling lamps 1 - 80, all segments of the con-
trod wnit display, and 16 controd key lamps should Blink for 10 seconds, or until anather
by 15 selected, or the Security overday is removed.,

This tests that all display segments are functicning properdy.

KEYPAD TEST

This tests the keypad of the control unit. YWhen this test i5 selected, followed by ENTER,
the keys become non-functicning in terms of normal use, Selecting each key produces a
unique code on the display. The illustration which follows lists the codes in the same
rratrix fashion as the keys on the keypad.
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The CMS5-5A will exit this t=s5t made i 1) na key is selected for 15 seconds, ar 2) the
Keypad Tost key is selecled 3 limas in a raw.

FIGURE 4.1 KEYFAD TEST

(28] 23] (3] [z7] (8] [(w) (8] (53] (] IO A g
B8 ) EE [ OE EE G GE 6 @EE
37 & @] [FE b E E A E DEE
@e =6 48] Fa 33 e CGa] (] OE] (@ E 6

FRINTER TEST

This key causes the CM3-3R to immediately test and report the respense of the printer to
itz commands, If some of the characters andior graphics are not clear, check that the
Printer Type sefting is correct, Also check the printer switch settings, as recommended in
the printer cwner's manyal.

An example of the Printer Test Report follows:

ARG CALL MANAGEMEMT SYSTEM-ER
TEST REFIAT: FRINTER
PRINT TIME: 10c22 AM FRI OCT 30 SYSTEM: 2504
ool ol ol il il O o O O o O O N O IO R N NN A N O A ErrrrEe
PRINTER TYPE: 1
SAME LINE TEST:
THESE'WOQRDS SHOULD BE CORRECTLY SPACED ON THE 2AME LINE.
PITCH TEST:
THE LEMGTH OF THIS 10 ORIl LME

REACHES THE EMD OF THIS 12 &8 LINE.
UADOMN TEST: POINTS LR, MOT DOWH

—1 R S NN
QNE INCH SOUARE BN
PATTERMN TEST:
OFEN SHADED SOLID VERTICAL BARS

FCHRM FEED TEST: [SEE MEXT PAGE).

[The printer farm feeds at this point.)
THIS 15 THE FIRST LIME OF THE SECOND PAGE.

i LT T R T T N T TN R P P RN P A e PR R e b e e bl b

END QF REPCAT
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RESTORE FACTORY OPTIONS

This key restoras the CMS-5R to the original Factory Optlon settings. Telephone manage

mient information totals are left intact. The Factory Option Settings are listed In Appendix
A

& Select RESTORE
FACTORY OPTIONS

# Sglect YES
& Salect ENTER

Tha lamp in this key lights.

The criginal Factery Settings are now in effect.
RESET COMMUMNICATION COUNT

The communication caunt is reported In the Seif Test. This number is used by the service
tachniclan 1o detect problems In the communication links. The Resal Communication

Count key zeroes this count, This key should only be used by a gualified service tech-
mician.

This completes the description of the Security Overlay programming procedures,
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PROGRAMMING OVERLAY A - CLOCK, CALENDAR, AUTO-AN SWER, and
REPORTS

Cwverlay A Is used to set the CMS-SR internal clack and calendar, as wall as the call han-
dling times, and report schedules.

All report schedules must ba set up, whether or not you intend for thess reports to be
printed. The Interval, Daily, and History Reparts are interdependent, The Histarical Report
depends upen the formulation of Dally Reports (whether they are printed of not), and the
Daily Report depends upan the formulation of Interval Reports (whether they are printed
ar not). S all repart scheduling must be set up ta gat any reporting at all,

NOT SET INDICATION

When an option Is not set, the word "OFF” is presentad on the dizplay. For examgle, if no
Priarity Intercept Time I sat.

PRINT GROUP OPTIONS

This key immediately generates an Qption Report, which details how all CMS-SA options
have bean set. The Option Repart Is deserlbed in detall In Chapter 5.

Before beginning any programming, we recommend that ¥ou genarate one of these
reparts. Using this report as a worksheet, you can check the option settings, and plan any
changes to the pragram,

You should generate an Opticn Report after programming, to verity system changes.

CLOCK PROGRAMMING

The Clock is programmed whan the GMS-SR s installed and will nat requirg re-setting ex-
cept In the event of a lengthy AC pawer failure.

The CMS-5R indicates that a power failure has occurred by flashing the "Clock/Calendar
ey on the main panel. Then the time must be confirmed of corracted, If the time iz cor-
rect, simply press the *Clock/Calendar” key on the main paned, If the time ks not carract,
enter a new clock time as described below.

® Sglact CLOCK The dizplay indicates present time set, and the AM
or FM key lights,

¢ Enter TIME Use the numeric key pad. Tha numbers appear on
the display as they are entered.
Change the AM/PM setting as necassary.

® Select ENTER Programming is complete.
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CALEMDAR PROGRAMMING

The calandar is programmed when the CM3-SR s installed and will not require resetting
axcapt as follows: 1) in the event of an AT power fallure lasting from ona day to the nexd.
and at the end of February during Leap Years. The calendar will advance automatically
fram February 28 to March 1, and must be manually returmned to February 29. The calen-
clar than advances from Febeuary 29 to March 1 at midnight.

After setting the time and calendar for the first time whan the CMS.5R s installed, use the
Zero Data key on Overlay B to establish a data collection starting time.
The pragramming procedurs i as follows:

@ Saelect CALEMDAR The current satting is displaysd. The lamp in the
day key lights.

¢ Solect DAY OF THE WEEK Usa the schedule keys (Mon, Tues, etc). The
selocted key lights,

» Enter MOMNTH number Enter the number of the month, using 2 digits {29,
January is 01). The numbers are presentsd on the
display as thay are entared.

# Select EMTER The manth number remsains on the display. A dash
appears.

& Enter DATE (numbsar) Entar the date, using 2 digits. The display presents
the numbers as they ara entered.

¢ Select EMTER For example, Monday, February Sth is entered
"Monday” (from Schedule keys), 02" “ENTER" “08"
"EMTER"

s Select ENTER The display blinks the calendar setting in confirma-
tioan.

Setting is complete.

ANSWER OFF TIME

This is tha time at which the CMS-5R will cease answering the lelephones, for each group,
an all selectad days. Calls which came In after this time will ring directly through to the
conscle. The CMS-SA continges to monitor and tally telephane activity whila in the
ANSWER OFF mode.

The programming pracedure In seiting a daily Answer Off Time is as fallgws:
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& Select GROUP
* Sglect ANSWER OFF TIME

& Enter TIME

® Select SCHEDULE DAYS
(Mon, Tues, etc.)

® Select ENTER

DESELECTING THE ANSWER OFF TIME

The lamp in the key selected lights steady.

The presant satting is displayed, Tha AM or PM
key will light, If no setting has vet been made, the
AM and PM kays flash.

Using the numeric keypad, enter the time at which
yiau wish the CM3-3R to stop answering calls.

The data Is enterad in the 4-digit format, The num-
bers are prasentod on the display as they are
erterad. For gxample, 6:00 pm is entered "06:00",
and the PM key lighted. Change the AM or PM key
a5 necessary,

Salect the days of the week on which the pro-
grammed Answer Off Time will operate,

The display blinks the tima, and the schedule days
flazh im eanfirmation,

Frogramming is now complote.

® Select GROUP
® Solect ANSWER OFF TIME

& Sglact MO
e Scloct ENTER

ANSWER HOLD TIME

The programming procedure in tuming off the daily Answar Off schedula is as follows:

The lamp in the key lights steady.

The present sefting I8 displayed. The AM or PM
ke lights.

The Answer Off Time is now disahled

This is the time at which the CMS-5R will begin handling calls in the Answer Hold mode,

& Selact GROUP

® Entar TIME

* Select ANSWER HOLD TIME

for each all group, on all selected days. It will answer calls, play the announcement mes-
sage(s), and present the calls 1o the agents In the arder recebved.

The programming procedure In setting the Answer Hold Time Iz as fallaws-

The lamp in the key selected lights steady.

The present sefting is displayed. The AM or PM
key lights. If no selting has vet bean made, the AM
arnd PM keys flash,

The data Is entered In the 4-digit format The num-
bers are presented on the display as they are
antered. For exampla, 8:30 am is entared "08:30",

and the AM key lighted. Change the AM or PM key
as necessary.
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& Select DAILY SCHEDULE

o Select ENTER

Salect the days of the weak on which the pro-
grammed Answer Hold Time will cparate.

Programming |5 now complete.

b} NOTE: When a holiday Is scheduled to occur, set the Answer Hold time to OFF at the and
ofthe preceding day (or Friday, B It is a Monday holiday). Be sure to reprograrm tha Angwer
Hold time on the day you retumn, You may instead choosa 1o gliminate that day from the

Reporting days for that week.

DESELECTING THE ANSWER HOLD TIME

& Sglect GROLUP
# Select ANSWER HOLD TIME

% Sclact MO
@ Selac] EMTER

ANSWER DROP TIME

The programming procedure in deselecting the Answer Hold Time is as follows:

The lamp In the key sslected lights steady.

The present setting |s displayed. The AM or PM
key lights.

The Answer Hod Time s now disabled,

disconnaet,

& Select GROURP
» Select ANSWER DROP TIME

# Enter MEW TIME

® Select DAILY SCHEDQULE

& Salact ENTER

This is the time at which the CM3-SA will go to the Angwer Drop call hardling made, for
all graups, on all selected days. twill answer calls, play the Answer Drop message, then

The programming procedure in setting the Answer Crop Time Is as follows:

The lamp in the key selected lights steady

The present setting is displayed. The AM or PM
key lights. If no sefting has yet been made, the AN
aryd PM kevs will Aash,

The data is entarad in the 4-digit format. The num-
hare are presented on the display as they are
entered, For example, §:30 pm Is entered "06:30°,
and the PM key lighted. Change the AM or PM key
A5 NBcBssary,

Select the days of the week on which the pro-
grammed Angwer Drop Time will operate.

Programming Is now complate.

DESELECTING THE ANSWER DROP TIME

The programming procedure in deselacting the Answer Crop Time 15 a3 follows:

s Select GROLUP

The lamp in the key selacted lights steady.
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# Solect ANSWER DROP TIME  The present setting is displayed. The &M or FM
ke lights.

# Sedect NO
* Select ENTER The Angwer Drop Time |z now disabled.

(PRINT) INTERVAL REPORT

To allow automatic printing of any sort, Interval Reports must be scheduled, It 1 not
necessary that these be printed, however. This optlon allows you to determine whather ar
not thase reponts will be printed. A YES response causes Interval Reports to be printed.
Mo Interval Repors will be printed if MO is enterad.

The programming procedura |s as follows:

& Salect GROUP The lamp In the key selected lights steady,
® Select INTERVAL REFORTS  The prasant satting is displayed. 1 is Yes, and 0 is
Nao.
® Enter YES or NO The responsa is prasented on the display.
® Solect ENTER Frogramming Is now complata.
REPORT ZERD

This aption allows you to choose whether your Interval Reports will caver data for just the
rapart interval, or all data that has been accumulated since the last Daily Zero Time. This
option affects the Display Data keys as well, but has no effect upon the Daily Report, A
YES response causes the CMS-SR to zero all telephone traffic data atter each interval
repart. The data will accumulate if a MO command Is given,

The programming procedure is as follows:

& Select GROUP The lamp in the key selected lights steady.

& Select REPORT ZERO The present setling s displayved. 1 i3 Yes, and 0 is
M,

& Enter YES or NO The responsa s presentad on the display.

® Sclect ENTER Programming Is new complata,

FIRST REPORT TIME

This |5 the time at which the first Interval Report of the day Is printed. This optlon must be
programmad, even # Daily Reparts are not printad.

Tha First Repart Time should be set to occur one Report Intarval later than the start of the
waork day. For example, B your interval reports ocour houry, and work beglns at 8:00 am,
the first repart time showld be set for 9:00 am.

Thi programming procedure Iz as follows:
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# Select GROUP
# Sglect FIRST REPOAT TIME

# Enter NEY TIME

# Soloct ENTER

REPORT INTERVAL

The lamp In the key selectad lights steady.

The present sefting Is displayed. The AM or FM
key lights. If no setting has yet bean made, the AM
and PM keys Aash.

The data Is entared in the 4-digit format. The num-
bars are presented on the display as they are
entered, For example, 500 am is entered 02007,
and the AM key lighted. Change the AM or FM key
85 necassary,

Programming Is complete.

not printed.

& Select GROUP
» Select REPORT IMTERVAL
e Enter MNEYY DATA

o Salect ENTER

AEPORTS PER DAY

This determines the interval of time between printed Interval Repons,

You may choose any interval between 1 minute to 24 hours. The setting i5 usually between
30 minites and four hours. The Report Interval must be set, even # Interval Repors are

The programming procedure is as follows:

The lamp in the key selected lights GROUP steady.
The current satting appears on the display

Enter time in the 4-digit Hours:Minutes format. Far
expmple, a report Interval of 30 mintes wil be
enfarad 00:30.

Programming is complete.

# Select GROUP
& Sglect REPORTS PER DAY

& Enter MUMBER OF
REFORTS

& Select ENTER

This setting, based on the First Repard Time and the Repor Interval data, establishes 1)
the number of Interval Reports to be formulated each day, 2) when the lasl repon of the
day is printed, and 3) tha time of day the Dally and Hislory repors are prirted, You may
choose between one and 96 reports per day.

The programming procedure is as lollows:

The lamp in the key selected lighls steady.
The current setting is displayed.

Using the numeric keypad, anter the number of re-
ports 1o ba issued on each reparting day. Data Is
displayed as it s enterad.

When the comect number has baan antersd,
Programming is complete,
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b ] NOTE: If you select a number larger than i possible within a 24-hour perod (based on
the Report Intervals), the CMS-5R automatically rounds the number down to cne that will
fit In & 24-hour period.

(PRINT) DAILY REPORT

To allow autcmatic printing of amy sort, reports must be scheduled. I not necessary that
they be printed, however, This oplion allows you to determing whether or not the CMS-
SR will artomatically issue a printed Daily Aeport. A YES response causes daily reports
to be printed; no reports will be printed i the NO command s givern.

The programming procedure is as folows:

& Salact GAOUP Tha lamp in the key selected lights steady.
& Selact DAILY REPORTS The presant satting is displayed. 1 is Yes, and 0 is
Mo
# Erder YES or MO The response is presented on the display.
& Sglect ENTER Frogramming s now complete.
DAILY ZERD TIME

This is the time data accumulated ona per-day basis wil be zeroed for the group selected.
Thiz opticn must be st

If thves Daily Zera Time is sal to the tirme of the last report, the data cocurring cvernight will
be Included in the first report of the following day.

If the Dally Zero Time is set to soour at the beginning of the repant gathering period, far
example, B:00 a.m, any data occurting ovemnight will mol be included In the first report.

The Factary Setting for the Daily Zero Time is 8200 AM,

The programming procedure is as follows;

® Select GROUP The lamp in the key selected lights steady.

& Splect DAILY ZERD TIME The present sefting s displaved. The &K or PM
key lights,

& Enter NEW TIME The data |5 enterad in the 4-digit format. The num-

bers are presented on the dizplay as they are
entered. For example, 800 am iz entered "08:00°,
and the AM kay lighted. Change the AM ar PM kay
as I'IE'-._":ES.E.ﬂF‘,l'.

& Salact ENTER Programming is complete.
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REPORTIMG DAYS

These are the days during which the CMS-5R gathers telephone managament informa-
tiar.

The Reporting Days are also the only days onwhich a History Report may print. If a His-
tory Report date falls on a nonreporting day, the repont will automatically be printed on an
earier reporting day.

The pragramming procedure s a5 follows:
# Salect GROUP The lamp in the key selected lights steady.

¢ Sglect REPORTING DAYS The current selling is displayed by lighted lamps in
the Schedule section, The days not selected flash.

# Select SCHEDULE DAYS The lamps in the keys selected light steady. These
(Man, Tues) are alternate-action keys: one press is on [lighted
steady), a second ks off (lashing). Light the lamps
in the days during which the CMS5-3R is to gather

tedephone management informaticn.

‘When all approgpriate days are salacted;
® Select ENTER Programming Iz complata.

(PRINT) HISTORY REPORT

This applies specifically to whother or not you wish History Reports 1o be autamatically
privted. If this option ks sat to "NO°, History Reparts may still be printed manually.,

The programming procedurs is a5 follows:

& Splect GAOLP The lamp in the key selected lights steady.

# Select HISTORY REPORTS  The present setting is displayed, t i Yes, and 0 is
Mo.

® Entar YES or NG The respanse ks presented on the display.

# Sglect ENTER Frogramming is now compilete.

HISTORY REPORT DAYS/DATES

The data gathering parameters for the History Repan must be sat, regardiess of whather
or npt reports are to be printed. History Reports may be st to ocowr only on certain days
of the week, ar dates. Days overridae datos,

The programming procedure setting the history reports to occur an certain DAYS of tha
waek [eg.. Monday, Wednesday, Friday] s as fiollows:

» Select GROUP The lamp in the key selected lights steady.
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» Select HISTORY REPORT
DAYS

® Select SCHEDULE DAYS
(Mon, Tues)

» Select ENTER

SETTING THE HISTORY REPORT DATES

Schedule days light, if assigned, If dates have been
sot, they scroll across the display. When all dates
have been presented, a blinking cursor appears,
culng you to enter a date,

Choasa any or all REFORTING DAYES. These are
altermate actlon keys, One press Is on, ancther is
off. Light the lamps for all days on which Histary
Aeports are ta be printed.

The lamps in the ssfected Keys flash in confirma-
tion. History Report Days programming s now
completa.

# Select GROUP

% Select HISTORY REPORT
DATES

® Enter DATE

& Select ENTER
® Salect YES
e Select ENTER

& Select ENTER

The programming procedurs for setting the CM3-3R to Issue history repors on specific
DATES of the month (eg.. the 1st and 15th] is as follows:

The lamip in the key selactad lights staady.

Schedule days light, i assigned. Deselect any
schedula days (tha lamps in the keys will go out).

If dates have been set, they scroll across the dis-
pay. When all dates are presented, a blinking cur-
=07 appears, cuing you fo enter a dale,

Lising the numerc keypad, enter one of (eg., 01)
the desired report dales. Use tha 2-digit format.
The nurmbers are presented an the display as they
are enterad.

This canfirms the date zelected.

Repeat the previous 3 steps and this one wntil all
desired reporting dates are sef

The Higtory Report programming is now complate,

REMOVING A DATE FROM THE HISTORY REPORT SCHEDULE

follaws:
& Select GRCUP

® Select HISTORY REFOAT
DATES

Tha programming procedure for ramaoving DATES from the History Report schedule is as

The lamp in the key selected lights steady.

The cwrent dates scroll across the display. When
all dates have been presented, a blinking cursor
Bppears, cuing you o enter a date,
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& Enter DATE

® Salect ENTER
# Salect MO
& Sglect ENTER

# Select EMTER

Using the numeric keypad, enter the date (eg., 15}
you wish to eliminate from the repont schedule.
Use the 2-digh format. The numbers are prasentzd
on the display as they are entergd.

This eandiems the remaval of the date,

Repeal thr previous 3 steps and this ane until al
desired reporing dates are removed.

The History Report programming is now complete.
This eempletes the programming of Crveray A
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PROGRAMMING OVERLAY B - GROUP OPTIONS

Orverlay B establishes which lines are assigned o which groups, and determinas how the
CMS-SR will answer calls. It is also used to establish Dynamically Variable Call Through-
put ([DVCT) settings for each graup.

PRINT GRCUP OPTIONS

This key immediately generates an Option Report, which is described in Chapter 5.

Before beginning any programming, we recommend that you generate one of thesa
reports. Using this report as a worksheet, you can check the CMS-5R settings, and plan
amy changes to the program.

It is also & good idea ta print an Option Repor after you have completed programming,
to verify the changes you have made.

LINES IN or LINES OUT

LIMES IM entars a ling inte a group. LIMES OUT disables the answering of a line, but does
ret ramave It frem the group, A ling may be transferred from one group 1o another, by
uging the LIMES IM for another group. Its Inbound Cnly status will be ransferred, but set-
tings such as Priority Intercept or Trunks Busy status will not.

If, after a Group has been chosaen, either LINES IN or LIMES QUT Is selected, all lamps
representing the lines currently st as LINES IN will be lighted steady.

The CMS-SR accumulates managemeant data on Incoming ard outgoing transactions for
all lines regardiess of whathar they are in a LINES IN or LINES OUT condition

The programming procedura |s as follows:

& Splect GROUP The lamp Inthe key selected lights GROUF steady.
Al lines currently assigned to this group light
steady, regardless of whether they are In a LUNES
IM er LINES QUT condition.

& Salect LINES IN or The lamp in the key lights steady. &l line lamps
LIMES OUT represanting the lines currently sel as LINES IM for
this group light steady.

The display presents "L, followed by a Dlinking
cursor, cuing you for the ling number.

* Enter the LINE NUMBER Using the numeric key pad, enter the number of
the ling to be added to or removed from the group
(2 digits}.

# Sedect EMTER The comesponding ling lamp comes on (of goes
ciut, it remaved).
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Repeat the previcus step and this one for all appli-
cable lines, When all programming is complete:

& Sglect ENTER Programming is complete. The CMS-3R returmns o
System Status.

PRIORITY INTERCEPT LINES

PRIC

Priority Intercept lings are allowed to skip ahead of other lings in tha queus, ¥Whean
answered, they will form a separate gueue immediately after the current longest-waiting
call. Pricrity Intercegpt ling will not skip ahead of a line that has exdcesded tha Pricority Intsr-
cept Time.

When this key is selacted, after a Group has been chaosen, all lina lamps represanting the
lines currently set as Priority Intercept will light steady. Any lines in the group may ba as-
tablished as Priceity Intercept Lines.

The programming procedure is as follows:

& Salect GROUP The lamp in the key selected lights steady. The lire
lamps for lines assigned tothis group light steady.

# Salect PRIORITY INTER- The lamp in the Key lights stesdy. The ling lamps
CEPT UINES reprasenting the group lines go out. The line lamps
for the lines set as Priorty Intercept Lines light

steadhy,

® Splect LNES IN or LINES The display presents ‘L, followed by a blinking

ouT cursor, cuing you for the line number.

* Enter the LINE NUMEBER Using the numerc key pad, enter the number of
the line to be established as or removed from Pri-
ority Intercept.

& Solect ENTER The corresponding line lamp comes an [or goes
out,  removed).

Repaeat the previous stop and this one for all appli-
cable linas, When all programming is complete:

# Select ENTER Programming Is complete, The CM3-5R again re-
turns 1o System Status.

RITY INTERCEPT TIME

When a Priority Intarcepl lins fings, any of the non-Pricnty [ines which have waited longer
than the Priority Intercept Time will be presented first, This enables you to “favor the
Priorty Intercept Lines, non-Prioty callers will nol wait an unacceptably long time, either,

The Priarity Intercept Time ranges from Z seconds to 30 minutes. The Priority Intercapt
Tirma may also be turned off,

The pragramming procedurs is ag follows:

=24
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® Select GROUP

# Select PRIOHITY INTER-
CEPT TIME

& Enter TIME

» Select ENTER

TRUNKS BUSY 3TUDY

The lamp in the key selected lights steady.
The currant satting appears on the display.

Using the numeric keypad, enter the priarity inter-
cept time in the d-digit Minutes:Seconds format.
Tha data will ba presented as it is entered.

Exampie: 1 minute, 15 seconds will be entered
0115,

To set the Priorty Intercept Time OFF, enter one
"0 hare.

Frogramming ks complete.

the CMS-3R.

Study.

# Selact GROUP

& Select THUNKS BUSY
STUDY

# Select LIMES IN of LIMES
ouT
# Enter the LINE HUMEBER

#® Select ENTER

s Select ENTER

Trunks in aach group may be set into Busy Studies which are subsels of each group. The
raports will then include Busy Studies on these lines. Lines inthe Trunks Busy Study group
will be monitorad at all times, even when they are not under the call handling contral of

Whan this kay is selected, after the Group has been chosan, all ling lamps representing
the lines currently assignad to the Trunks Busy Study wil light steady.

Maone, any, or all lines connected to the CMS-5R may be Included in the Trunks Busy

The programming procedure Is as follows:

The lamp in the key selected lights steady. The line
lamps for all lines assigned to this group light
shoady.

The lamp in this key lights steady. The Group ling
larmps go out. The line lamps for lines set to the
Trunks Busy Study will be on sleady.

The display presents L, followed by a blinking
cursef, culng you for the line number.

Using the nurmeric key pad, enter the number of
the line to be added 1o or removed from the group.

The corresponding line lamp comes on (ar goes
aut, if remaoved).

Repeat the previous step and this one far all appli-
cable lines.

Frogramming is completa. Tha CM3-SR exits the
program, and retumns to System Status.
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INBOUMND CHLY LINES

® Solact GROUP

& Salect INBOUND ONLY
LINES

# Select LINES IN or LINES
ouT
& Enter the LINE NUMEBER

& Select ENTER

® Select ENTER

RING DELAY

If some lines are graded to only receive incoming calls, they should be set to Inbaund
Unly. This will allcw more aceurate accumulation of data from the telaphona lines.

The programming procedurs is as follaws:

The lamp In the key selected lights steady. The ling
lamps for all limes asslgned to this group light
sleady.

The lamp in this key lights steady. The Group line
lamps go cut. The ling lamps for lines sat to the In-
bound Cnly Lines will be on steady.

The display presents ‘L followed by a Blinking
cursed, cuing you for the line numbar.

Uging the numeric key pad, enter the number of
The lime 1o be added to or removed fram the group,

The corresponding line lamp comes an {or goes
out, if rermon ed),

Repeat the previous step and this one for all appli-
cable lines.

Frogramming is completa. The CMS-5R exits the
program, and returns (o System Stalus,

& Select GROUP
* Select AING DELAY

® Ernter numbser of rings

® Select ENTER

This sets the CMS-3R to defay 1 or mare rings before answering the calls. The longer the
ring delay setting, the mora time vour agents will have Lo answer calls directly.

It iy ring deday is set, the CME-5R will automatizally delay 1 ring.

The programming procedure Is as follows:

The lamp in the key selected lights steady.
The current setting is displayed.

Using the numerlc keyvpad, enter the number of
rings the CM3-5R is to delay before answering the
calls.

The numbers are presented on the display as they
are enterad.

Setting Iz complate.

8.
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DELAY FIRST CALL ONLY

In Delay First Call Oniy, the CMS-5R waits untdl the Ring Delay is met before answaring
the first call received. This feature gives agents the opporunity o take the first iIncoming
call directly, within the Ring Delay period. After at least one call has bean answered by the
CHS-SR, all subsaquent incoming calls are answerad after the first fing. At this point it s
likely that the agents are too busy to answer calls direclly anyway. Whean all calls are
answared out of the CMS-5R, the Delay First Call Only featura s reinstatad.

In Delay Al Calls, the CMS-SR delays answering all Iincoming calls for the Ring Delay.
Often, such as with WATS lines, i is econaombcally desirable to allow the call to fing some-
what langer before having the CM3-5R answer It,

The Ring Delay seting establishes the number of rings in the delay, The setting of Celay
First Call Only has no efiect when the CMS-5R is set to Delay 1 Ring.

The CM5-5A Factory Setting is Delay First Call Only.

The pragramming procedure is as follows:

& Select GROUF The lamp i the key selectad lights steady.

& Soloct DELAY FIRST CALL The current setting is displayed. "1" is Yas, "0" is
OHLY M.

& Enler YES or MO Using the numeric keypad, enter the number 1 #

wou want the CME-3R to Delay First Call Only. The
number s presented on the display when 1 is
entered,

Enter "7 for Delay &1 Calls,
#* Select ENTER Setting ls complete.

HOLD TIME ALARM

This option establishes the amount of time a call waits on CMS-5A Hold bafore an Exces-
aive Holding Time Alarm sounds.

You may set the Cansole Alarm and/or any of the Alarm Ports to activate when the Hold
Tirne Alarm is exceeded.

The Hold Time Alarm may be set from 10 seconds 1o @ minutes. The CMS-38 will round
down the safting 1o coincide with the Alamm Times on the Interval, Cally, or Histary Repart.
The alarm times are, inminutes and seconds, 0:10, 0:20; 0030, 0:45, 1:00, 1:30, 2:00, 2:30,
00, 400, 5:00, 6:00, 7-0:30, 8:00, ard 9:00.
The programming procedura is as follows:

# Select GROUP The lamp in the key selected lights stoady.

# Sglact HOLD TIME ALARM The digplay prasents the currant salting.
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® Enter TIME Using the numeric keypad, enter the hold alarm
tima in tha 4-digit Minutes:Seconds format. The
data will be presented as it is entared.

Example: 1 minute, 15 seconds will be antered
0115,

To twrmn the Hold Time Alarm OFF, enter a aingle "0 at this point.

® Select ENTER The display blinks the setting. Programming is
complale.

SCREEHN CALLS FIRST and SCREEN CALLS SECOND

In Mo Call Screening. fing indications appear immediately, and continue as the CM3-5R
takes incoming calls and plays the message(s). Agents may take calls at any time, includ-
ing during announcemant messages.

In Screen Calls First the CMS-3R does not ring through newly answearad calls until the
Answer Hold First message has bean played through complately. In Screen Calls Secand
the CM3-5R plays the Answer Hold First, then the Answer Hold Second messages 1o
callers bebare ringing them thraugh.

The programming procedurs is as follaws:

# Solect GROUP The lamip im the key lights steady.

#* Soloct SCHEEN CALLS The current satling is displayed. "1" is Yes, calls ara
FIRST or SCREEN CALLS balng screened; 0" I8 No, calls are nod being
SECONMD goreaned, The number Is presented on the display

8% it is enterad,
® Enter YEZ ar MO Uging the numerc keypad, enter ™17 for Call
Soreening,

Enter “0" for Mo Call Scregning.
= Select EMTER The display Binks the setting. Programming s
complete,

When set to Screen Calls, there 15 a delay between the CMS-ER answering of calls and
the appearance of pricrity indications for those calls, This delay is the length of the an-
nouncement messagels).

Ifyou use Screen Calls routingly, we recommend that dedicated inbound-only lings/trunks
be brought in to the system. This will avald any ougoing call-bleckage siuations.

The CME-5H Factory Setting is Mo Call Screaning.
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ALARM PORTS

Thix Alarm Parts saction is used to assign alarm ports to groups, and 1o establlsh the typae
of alarm signal (steady of interrupt). The Alarm Ports labeled A, B, and C are contact
clasures, located on the back panel of the main console. Tha AC Outlet Alarm Fort is the
AC putlet on the back pand of the main unit.

The alarm ports will be acthvated when the Hold Time Alarm sefting has bean excesded,
Arvy or all alarm ports may be sat for any, all, or none of the groups.

The programming procedure is as follows:
& Select ALARM PORT A B, The lamp in the key lights steady, The lamps indi-

C, or AC QUTLET cating the current settings are an. This includes the
Group or Groups, and Signal Rate.
# Sglect GROUP({S) The Group keys naw have an altemate action. One

press ls O, a second, OFF. Light the lamps on all
groups which are to Irigger the selected alarm
part. Turn off any other groups.

® Splect EIGHAL RATE Select Sleady or Intermupl When ane s sedacied,
the other goes oul
® Sglect EMTER Alarm Port programming is complate. The satling

blinks in confirmation.

External devices such as lamps or chimes may be connected 1o the CMS-3R8 1o activate
when calls have exceeded the maximum holding tme.

CONSOLE ALARM

The Console Alarm is triggered whenever the Hoid Time Alarm selting fas been ex-
ceedad. This alarm can ba set ta ocour for any, all, or nona of the groups.

The programming procedure is as follows:

# Select CONSOLE ALARM The lamp in the key lights steady. Al lamps on the
consale go out, except the Group of Groups which
currently activate the console alarm, The Signal In-
terrupt lamp will light,

#® Zelect GROUP(S) The Group keys now have an alternate action. One
press s ON, a second, OFF, Light the lamps on all
groups which should trigger the console alamm.,
Tum off the lamps an any other groups.

# Splect EMNTER The display bDinks the sefling. Programming s
completa.

The Conscle Alarm Factory Setting is OM for Group 1. The Congole Alarm may only be
st to the Interrupt signal type.
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ATTENDANT MONITOR - OUTGOING LINE DISPLAY

Whan the optional Attendant Monitor Is used, itwill display the line number of a frea line
o use for an cutgoing call,

If all of the lines serviced are incoming, or it iz nat possible for the attendant 1o select a
particular lima, you will prabably want to tum off the outgeing line display.

The programming procedure is as follows:

® Solect GROUP The lamp in tha key lights steady.
® Salact ATTEMDAMT Tha current satting is displayed. "1" indicates that
MOMITOR OUT LINE the outgoing line will be displaved; "2' indicates

that the longest waillmg line will be displayed.
Selecting "0" dizablas tha lina dlsplay.

# Entar YES Using the numerc keypad, enter "1" o or MO
enable the display. The numbear iz presented on
the dizsplay as & is antered.

Enter 'O to disalde the dizplay.

» Select ENTER The display blinks the setting. Programming is
complete, The Factory Setting s "0%; the line  dis-
play ks digabled,

DYHAMICALLY VARIABLE CALL THROUGHPUT (DVCT)

The Dynamically Varable Call Throughput (DVCT) feature |5 accessed through Ovaray B,
using tha key labealad, "Agant vs Priorily List®. DVCT is utilized 1o increase call throughput
in extramely busy emvironments.

Using this feature, you establish the number of longest-waiting (priority) calls which wil
be presented simultanecusly. The first priority setting will always be 0 agents/1 Priority,
You will add four additional DVCT settings, maximum,

The pregramming procedurs is as follows:

# Solect GROUR The lam Im the key selected lights steady,
# Splect AGEMNT vs Al zurrent DVCT settings are presented on the dis-
FRICRITY LIST play, ong after the cther, If no DVCT settings have

bean mada, the agent promat will ocour immedi-
atedy. This list s also presented on the Group Op-
tions Report,

After the presenting all settings, * A" is displayed,
prompting you 1o enter the nurmiber of agents.

@ Enter the desired number of  Using the numeric keypad, enter the 2-digit agents
agents porlion of the agent vs prigrity ratio, The numbers
will be displayed as they are entered,
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# Salect ENTER The display now presents the prigrity cus, *_P".
& Entar the desired number of  Using the numere keypad, entar the single digh

priceities number of priorties for number of agents. The
nurnber will be presented on the display.
& Select EMTER The display will repeat the prompls described in

Steps 2 through &, until 1) 4 prigrity seltings have
been entered, or 2) ENTER is selected again

To exit the DVCT programming mode, select
EMTER again.

The number of simultaneous pricrities can be set to vary dynamically throughout the day,
depending on the number of agents logged in, Each group may have from ong to five

priorities,
To remove a DVCT sefling, follow this procedura:
¢ Select GROUP The lamp in the key selected lights steady.
# Select AGENT vs Al current DVCT settings are presented on the dis-
PRICRITY LIST play, one after the ather.

After the presenting all sattings, *__ A" is displayed,
pramptirg you to enter the number of agents.

& Enter "00° at this paint. This will rermove the numbsr of agents. The num-
bears will be displayed as they are entered.
& Sglact ENTER The dizsplay now presents the priceity cus, * P
@ Entaer the priority number Uzing the numerc keypad, enter the single digh
that is Lo be remowved. numiber of pricrities for number of agents. The
nurnber wil be presented on the display.
& Sclect EMTER bwica The DVCT entry is now delsted.

Onece you have programmed the agentthroughput level for each group, the CMS-SR wil
automatically adjust the number of pricrity calls ringing through as the number of logged-
In agents changes. Please refer ta the example, which follws.

The DVCT seltings are made in the form of a list of ratios: XX agents to X pricrities. The
maximum number of agents per system |5 40, the maximum pricrities per group is five.
There is a systemewide limit of 8 simultanecus priorities, This is explained in the example,
which follows,

The DWCT featura will not affect the operation of the Attendant Monitor ar CMES-5R Real-
Tima display. Thasa will s1il display the lina number and time-waiting of the singla longest-
waiting caller.

The Factory Sefting for DVCT Is not set. The CMS-5R will present one longest-waiting call
for sach group,
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EXAMPLE OFERATION OF DVCT

Assume 4 groups exist in the CM3-5R. Assumae the Agent va Priority list for Group 1 Is as
fallavs:

& 05A-2P (5 agents, 2 priorilies)
® 09A-3P (3 agents, 3 priorities
® 18A--4P (18 agents, 4 priorities)
» 28A--5P {28 agents, 5 priorities)

As long as Group 1 has less than 5 agents logged In, the CMS-5R will operate in the nor-
rrial ane-prigrity mode, and Priorty Timeout 15 enabled.

When Group 1 has 5 to 8 agents, the twa longest-walting calls will ba rung theough. Pricrity
Timaout |5 disabied whanever more than one longest-waiting call Is prosented.

If 2 groups both require 5 pricrities at the same time, only & priorities will ba divided ba-
btween these groups, on & first-come, first-served basis, The remaining 2 priorities are
resarved; one for each of the other twa groups. This s the way the system-wide limit of 8
pricritles is handled. At no time is any group deprived of a longest-waiting call,

If one group has a single priority, and its Pricrity Timeout Is exceeded, and all 8 system-
widle priorities are taken up, this group will receive the next pricrity call assignment.

ZERD DATA

»

This key causes the CME-3R 10 rasel all accumulated report data for the selected group
to zero, Be sure you really want (o do this: once the information has been zeroed, it is
gane fargwer,

Zeroing the data also logs the time and date into the reporting buffers.

The programming procedurne is as follows:

® Sedoct GROUP The lamp in the key selected lights steady,

& Select ZEAD DATA

e Select YES “1* on the numeric keypad.

e Select ENTER Al accumulated report data for this group is 58t 1o
ZET0.

HOTE: When first pregramming the CMS-8R, pedorm a Zera Data on each group after
setting the cormect time and date,
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SYSTEM RESTART

o Select GROUP

o Sedact ZERQ DATA

®* Selact "2

® Salect YES
# Select ENTER

The System Restart causes 2l of the memary to be cleared to zerg. It erases all data, voice
and pragramming information, and restores the system ta the orginal factory opticns.

The programming procedure is as follows:

The lamp In the key salected lights steady. Even
though you are entering a group numbser, what you
are about to do affects the whaole system.

At this point make sure that you really wanl to con-
tinue. After the next two steps all data, volce, and
programming information will be erased and then
zet to the original factory oplions, (To cancel at
this point select CLEAR ENTRY.)

“1" an the numeric keypad.

&l data, voice and programming information has
been erased. The CME-3R has been retumed to
the ocriginal Factary Option seftings, as described
in Appendld A,

This completes the programming instructions for Overay B.
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OVERLAY C - AGENT AND GROUP ASSIGNMENTS

Overday G s used to set agents/group assignments, and agent security codes. program
the Acceptable Hold Time, establish a Report Group ag a Station Report Group, and set
the Qutgoing Calls factor In the Staff Graph Repert. The Fioed Agent Supply may also ba
enabled from this overlay,

PRINT STAFF OPTIONS

This key generates an Agent Verification Report, as described in Chapter 5.

Before beginning any programming, it Is very important that you generale one of thc_sn
reports. Using this report as a worksheel, you can check the agent names, Security
Godes, and ather data, and plan any changes.

Aftar you have completed programming, generate another Agent Verification Report, o
check all changes to the system.

PROGRAMMING AGENT NAMES, SECURITY CODES, and GROUP ALLOCATIONS

Tha fallowing sections explain how o enter a new agent into the system, how 1o change
an agent's group assignment and/or parcentage allocation, how 1o set a Station Group,
and how to remave an agent from the system.

If an agent's name has been spelled incorractly, you must remove the agent from the sys-
tern, and re-enter the data,

To change an Agent Security Code, refer to the Instructions for Remaving an Agent.

ENTERIMG A NEW AGENT INTO THE SYSTEM

EH

The programming procedurs 15 as follows:

1 Select AGENT MAME/ All key lamps go out. The lamp in the Agent
NUMEBER Mama/Mumber key lights steady. The display cue,
“ALPHA" is presented.

2 Enter AGENT'S NAME You may use up to 20 characters, and/or numbers,
including spaces. You may use the alphabet and
numeric keys. The zero key of the numeric pad is
the space key.

MOTE: The names will be presented on the Staff Report in the order In which they wero
entered, You may want the repart to present the agents n alphabetical order, by last
names, atc, Plan this befare you enter this data.

3 Select ENTER "ASC-" followed by a Hinking cursor appears on
the display, This is the cus for the Agent Security
Code.
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If 2 code number Iz presented at this point, this
name has already been assigned an Agent Secu-

rity Coda.
4 Emter number of AGENT'S Using the numarc key pad, enter amy 3-digit num-
SECURAITY CODE ber except 000, The numbers are presented on the
display.
& Solect ENTER Thi lamps In all 4 Group keys flash, and the dis-

play presentg, '"PC, To assign percent availabdity
to the agent, continue to Step 6.

If, at this point, you go 1o Steps & and 9, and exit
the program, the agent iz in the gyslem, assigned
to tha groups selected, and set 1o 0% availabllity.

If the display retums to the "ASC-" prompt, this
number is already assigned Lo an agant in ha ys-
tem.

6  Select GROUP The lamp in the key lights steady, "PC-100" s pre-
senfed on the display. If the agent is to be as-
signed to this group only, for 100% avaiability,
procesd to Siep 8.

If vou are assigning the agert to more than one
group, or for less than 100% phone covgrage,

7 Enter the number of The data entered through the numaeric key pad is
FERCENT AVAILABLE presented as it is enerad. Enter any number, up to
100. The total avadability for all groups may not

exceed 100%.
& Select ENTER If you attempt to program more than 100% tolal

availability, the CM3-3R will round down the eniry
te a total of 100%,

The completed programming data Rashes for 2
seconds. All four Group lamps will flash. Aepeat
steps 6 through B umntil all agent assignment infor-
mation is complela.

8 Select ENTER The display flashes the data, then the display re-
turns to systam slalus.

Programming is campleta,

by MOTE: If you make a mistake while entaring data, selact CLEAR. The display will return to
the most recent cue, and you can star over. Data entry will not be permanant up until you
have entered the Agent Securily Code, followed by ENTER twice.
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CHANGING AGENT GROUP ASSIGNMENTS AND PERCENT AVAILABLE

1 Select AGENT NAME/
NUMBER

2 Select ENTERA

4 Enter AGENT SECURITY

CODE

4 Select EMTER

5 Select GAOUP to be added

or modified

6 Enber the PERCEMNT
AVAILABLE

7 Select ENTER

B Select ENTER

The programming procedure for changing lhe Group Assignments andicr parcent
availabdlity for an agent who ls already in the system |5 as follows:

All key lamps go out The lamp in the Agent
MNama/Mumber key lights steady. The display cue,
"ALPHA" [s presontod,

This cwvarrides the name entry. “ASC" followed by
a blinking cursor appears on the display. This s
the cue for the Agent Security Code.

Using the numaerc key pad, enter the security coda
for thir agent, The numbaers ara presented on the

display.

The lamp in the Graup of Groups to which the
agent is currently assigned lights steady. The
lamps in groups not assigned (or to which the
agent has bean assigned 0% availahility) fiash.

The lamp in the ssdected Group key lights steady.
The current percent availability is displayed. If the
agent is in the system, but not assigned percant
availability, "FC-100" will be presented on the dis-
play. If the agent is to be assigned o thisgroup
anly, for 100% avalahility, proceed to 31ep 7.

If you are assigning the agent to mare than one
group, of for less than 100% phone coverage,

The data entered through the numeric key pad is
presented as it 1s entered. Enfer any number, upto
13, Be certain that the total availabilry for all
groups does not exceed 100%.

If you amempt to program mone than 100% total
avallabllity, the CM3-5R rounds dawn the anlry 1o
a total of 100%.

The completed programming data flashes for 2
soconds, The lamps in the groups assigned remain
lighted steady, unsslected group lamps fash. Ae-
peat steps B through 8 undd all agent assignment
information is complate.

The compdeted programming data flashes, then
the CMS-5A relums to system stalus, Program-
ming |15 complate.

b NOTE: If you make a mistake while entering data, seloct CLEAR, The display will retum
1o the most recent cue, and you can stant over, Data is not permanent yntil you have
antarad the Agent Security Code, fodlowed by ENTER twice,
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SETTING A STATION GROUP

The CMS-3R can manitor individual performance by station through a Station Group, A
Station Group can only be usad with 2500-type single-line stations. Each line In a Station
Group is wired in series with ona station. Calls are sequenced through a comventional
CMS-5R [Trunk] Greup, through the PABX, then through the CMS-SR Station Group, and
finally to the stations. The answar message and saquencing is done in the [Trunk] Group;
there is no additional answer message o sequancing done within a Station Group. Refer
&lso 1o the Statian Group sectlon of the Installation chapter,

The Call Management Report for a Station Group has a farmat identical to the usual
reports, but contains only data pertinent te station monitaring. The report s described in
detad in Chapter 5.

To set up a Station Group, first establish a Report Group as described on tha praceding
pages. Then program the Report Group to be a Station Sroup as follows:

® Seloct a GROUR key This step Inftiates the Station Group programming
sequance, At this point it is not important which
aroup key is selacted.

& Zplect the STATION key This kiy is located on the "3" key of the keypad,
The lamps in the keys for Groups nat currently set
as Station Groups fiash. Station Groups on steady.

& Select the GROUP The Group keys are now alternate action keys.
When a Group key is selected which Is to s2rve as
a Station Group, the lamp in the key lights steady.
Those Groups whase key lamps are out are nat
Station Groups. Press the key again to de-select
the graup.

# Scloct EMTER Frogramming Is completes.

REMOVING AN AGENT FROM THE SYSTEM OR CHANGING AN AGENT SECURITY CODE

The procedure for removing an agent from the system, or changing an Agent Securily
Code. This procedure is also used la remove a misspelled name from the system. The
agent nama and security code must then be re-entered into the system.

Thi programming procedura is as follows:

1 Select AGENT MAMES All key lamps ge out. The lamp in the Agent
MUMEER Mama/Mumber key lights steady.
2 Enter AGENT'S MNAME Enter the name exactly as it is referenced In the
Agent Verfication Repat.
3 Eelect ENTER The current Agent Security Code is presented on
the display,
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4 Enter SECURITY CODE To remova an agent from tha system, enter “000°
as the Agent Security Code; this removes the
agant from the system, and all reports, effectiva

Imirmiediafedy.
5 Select ENTER The new Sacurity Code blinks on the display.
& Select ENTER Frogramming is completa.

GROUP NAME

Each greup may be named, using up 10 20 characters. This name will appear on all reports
praduced for that group.

Thé programming procedure is as follows:

& Sgloct GROUP Tha lamp in the key lights steady.
# Select GROUP NAME The lamip in the key lights steady.
& Enter GROUP'S MAME You may use up to 20 characters and/cr numbers,

including spaces. You may use the alphabet and
numeric keys. The zero key of the numeric pad ks
the space kay,

# Select ENTER Programming s complete.

FIXED AGENT SUPPLY

When the lamp in this key Is lightad, the Fixed Agent Supply Schedule is In effect. The
progamming procadure 15 a5 follows:

& Select GROUP The lamp in the key lights steady.
& Select FIXED AGENT This is an altarnata action key. To enable the Fied
SUPPLY Agent Supply schadule, light the lamp in this key. If
agents are to log-in and -out of the system, extin-
guish the lamp in this key.

Satting is complata.

When the lamp In this key Is out, Agents log-in and -out of the systam through the keys
on the consola.

If your staff supply does not change from day to day, you may want to use the Foied Agent
Supply. If your staff supply and/or the hours they work vary greatly, the agents should al-
ways log-on, as described In Chapter 3. This will produca the mast accurata Staffing Re-
quirements data.

The Fixed Agent Supply may be arrived at in either of two ways: 1) by programming the
agent schedules, using Cverlay E, or 2) the CMS-5R can caleulata the staffing pattern an
its awm, As descrbad in the paragraph balow.
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If Overiay E Is not used, the CMS-5R recognlzes as the Fhued Supply the Agent Logging
activity which has gccurred for at least one day and, ideally, for one week. Tha CMS-SR
has a T-day revolving memory. Whenever the agents leg-on, the memony will raset for that
day. If no automatic repoats are scheduled for the weekonds, the CMS-SR assumes no
agent supply for those days. Also, plaasa refer to the paragraph which follows; Special
Cireurnstances.

SPECIAL CIRCUMSTANCES: FIXED AGENT SUPPLY IF HOT USING QVERLAY E

# Making comrections to the 7-Day schedule: For exampla; while establishing a
Fived Agent Supply for a Monday through Friday week, you forget to enter the
logging-on data, or enter incomect data, for Wednesday. Continue 1o log on for
the rest of the week. The following week, set the CM3-8R 1o Fixed Agent Supply,
On Wednesday, disable the Fixed Agent Supply, log-on the correct schedule, then
refurm thie setting 1o Fixed Agent Supply.

® Making adjusiments to the daily schedule after the Fixed Agent Supply has
been established: For exampde, an agent does nat repart for work. Log the agent
aut, using the Log-Out key on the console. If the agent returns later that same day,
log the agent back in. On the following day, the CMS-SR will revert 1o the normal
fixed schedule. If the agent is sick twio days In a row, log the agent out both days.
This alteration will not affect the CM3-5R Fixed Agent Supply 7-day revoiving
MEMory.

ACCEPTAELE HOLD TIME

This is the amaunt of time you fesd is reasonable for a caller to wait on CME-5SR Hold before
being handled by an agent. The Acceptable Hold Time may be diffarent for each groug,
Tha Faclory Selling is 0000,

Whilz calls are hotding within the Acceptable Hold Time, they are not added 1o the call
damand deplcted in the Staff Graph.

# Select GROLUP The lamp in the key lights steady.
# Select ACCEPTABLE The display presents the curment setting,
HOLD TIME
& Entar TIME Using the numerc keypad, enter the Acceptable

Hodd Time im the 4-digit {Minutes: Seconds) format.
For example, 45 seconds is entered “00:45".
s Select ENTER Frogramming Is complata.

INCLUDE OUTGOING CALLS

When the lamp In this key s lighted, the Include Oulgaoing Calls feature is enabled, In this
mode, outgoing calls are reflected in the Stafing Requiremeants computations as addition-
al call demand. The Factory Setting ks Include Outgoing Calls.

The programming procedurs is a5 follows:
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* Select GROUP The lamp in the key selected lights steady.

# Selact INCLUDE This is an allernate-action key. If you wish 1o have
QOUTGOING CALLS outgoing calls included in the Staff Graph, light this
kay. If you do nat wish 1o have outgoing calls in-

cluded in the Staffing calculations, estinguish the

light im this kevy.
Programming k= complate.
If making cutgoing calls is part of the agenta’ job duties you will want to include these calls

in the Staff Graph. In situations where the agents do not make outgoing calls as part of
thalr job duties, you will mot wish o include thesa calls in the Staffing Requirements sur-

Wiy,

Thiz completes the programming procedurnes for Cvarday O
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PROGRAMMING OVERLAY D - ANNOUNCEMENT MESSAGES

Announcement Messages are recorded and assigned to groups using Creerday D.

AHMOUNMCEMENT MESSAGES - STANDARD CMS5-5R

The standard CMS-5A saftware gives you 85 seconds of digital volce recording time. This
unit s restrictad to the use of two announcement messages only. You may utilize any bwo
you desire.

It is recommended that Answer Hold First messages not exceed 20 seconds, in order (o
expadite call handling.

ANNOUNCEMENT MESSAGES - CMS-5R WITH MULTIPLE ANNOUNCE FEATURE

tf
Tha CMS-5A with the Multiple Announce Feature comes with2 minutes of recording time,
and can use any or all announcement messages, up 1o 16 messages (4 different mes-
sages for 4 groups), You can expand tha recording time on this unit, up to 17 minutes.
This time may be used in any of a variety of messages. The CM5-5R will presant up to 4
different announcements to each group.

You may combine your recordings and groups any way you wish. For example, you may
use diferent Answear Held First messages, and the sams follow-up messaga; of You may
have a differanl sal of 4 announcemants for each group, far a watal of 16 diferent mes-
sages, as long as you stay within the recording timea limitation,

Since up to saven channels may be included, the Answer Hold First messages may be
longer and still allow prompt gresting of callers.

ANSWER DROP

The CM3-5R automatically plays the Answer Drop message to callers when the unit is st
to ANSWER DROP, The CMS-SR plays this message through once, then disconnects the
call,

EXAMPLE ANSWER DROP MESSAGE

An Answer Drop message usually directs callers to the hours during which business is
conducted. The ganeral format for this type of message is, "Thank you for calling (com-
pany nama). Our business hours are 8 AM to Moon, and | to 5 PM. Fleasa call back during
thesa hours and we wil be heppy to serve yow”

ANSWER HOLD

When the CMS-3R is sot to ANSWER HOLD, anmy or all of three different annauncement
messages may be used. These messages are describad In the paragraphs which follow.
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When sat to ANSWER HOLD, the CM3-5R answers the call and plays the AMSWER HOLD
FIRST message. If no other Answer Hold messages have been recorded, the caller hears
silemce, or gptional on-hold music, after this message has been played through cnce.

If the call has nol bean taken by an agent by the end of the first message, the ANSWER
HOLD SECOMD message will be played, followed by silence, or the optional cn-hold
mshe,

After the user-programmed Deday Time, the ANSWER HOLD REPEAT message s played
to the caller. This final meszage ks repeated at an interval established by the user, until the
call is taken by an agent. The aptional on-hold muslc will be heard batweaen Answar Hold

Repeat messages.

EXAMPLE ANSWER HOLD FIRST MESSAGE WITHOUT CALL SCREENING

The standard format for this type of message is: "Thank you for calling (company name).
All agents are busy at this time. Please stay on the line and your call will be tzken in the
arder in which it ‘was racamned.”

Calls will be seguencad and presented ta the agents 25 soon as the CME-5R answers the
calls, In this mode calls may be taken by an agent at any time, including during the An-
nouncemeant Message.

EXAMPLE AMSWER HOLD FIRST MESSAGE WITH CALL SCREENING

This mossage follows the same format as above, and includes information callers hear
comgpletely before speaking with an agent. For example, to inform callers 1o be prepaned
with an rocount number.

Thizs meszage should be brief, 8 to 20 seconds in length, 10 expedite call-answering. The
greatest parl of vour call screening information should be presented inthe Answer Hald
Second message,

The calls are prioritized as they are recefved, but are nat presemed to the agents unti the
complete message has been played.

EXAMPLE ANSWER HOLD SECOND MESSAGE WITHOUT CALL SCREENING

In this message you may wish to thank your callers for choosing your company, followed
by some additional comments on new services, expanded hours of operation. etc. You
may remind them that an agent will ba with them shortly, and thank them for waiting.

If this is the last message, you may also tell your callers that there will ba no further an-
nouncaments.

EXAMPLE ANSWER HOLD SECOND MESSAGE WITH CALL SCREENING

This message may ba a continuation of the Information presented during the AnswarHold
First massage. You may wse this to present Information which your agems have men-
tionad as "commanly asked questions”, present schedula information, and so forth
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it was recened.”

if this is the last meszage, you may wish to and with the statement, “If you require add]-
ticnal Information pleasa stay on the line and your call will be taken in the order In which

EXAMPLE ANSWER HOLD REPEAT MESSAGE

You can program the CMS-SR to repeat this final message, at whatever frequency you
choose. Refer 1o the Delay to Repeat and Repaat Interval sections of this chapter.

This message thanks callers for waiting, lets them know they have not been forgotien, that
ealls are taken in the order recalvad, and an agent will ba with them shartly,

RECORDING AN ANMOUNCEMENT MESSAGE

4 inches from the microphona,

* ERASE any existing
message.

# Insert tha MICROPHONE

# Inzart Overay D
& Saloct GROLP

# Selact the TYPE of
MESSAGE

& Sglect RECORAD

# Select ENTER

To recard an Anncuncemsnt Message, the CM3-SR may be In any call handling mode,
The stardard CMS-SR will not answer calls whila In Record. Tha CM3-5R with the Multi-
ple Announce feature will answer calls while in Recaond.

For the best quality recording, plan what you will say in advance, and spaak cleary abaut

The recarding procodure is as follows:

Aefer to the Erase Single Message section of this
chapled,

Plug the cord in the [ack located under the contral
console,

The display goes out, and the Group keys flash.
The lamg in the selected group key lights steady.

Salect Arswer Hold First, Answer Hold Second,
Answer Hold Repeat, or Answer Drop. Only one
message type may be recorded al a timea.

Tha display presents the recording time available,
argd the Record, and Record Copy Transfer keys
flash. If the Record key does not flash, eiher the
recording time, or the tatal number of messages (2
for Single Channed, 16 for Multiple Annauncs) has
bean used up.

The lamp In this key lights. "PALUSE" may be dis-
played until a channel is available.

When a channal Is available, the lamp in the "Press
EMTER 1o continug” cue lights, and the recording
time avalable 15 again displayed.

Start speaking now. The display goes to "0:00%
and becomes a timer, counting off in seconds the
length of the messags.
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To stop the Record action when you have
completed the message;

e Press ENTER Recording I complete. If you have mades a mis-
ake, erasa the message and re-record.

If wour recording sounds too loud andfor distoried, re-record your message, and increase
your distance from the microphone. if the message sounds waak and fuzzy, speak more
closely into the microphone,

You may also use a recording made on an ordinary cassette recorder for your an-
nouncement message. Lsing the Line Input jack on the controd congole, feed this signal
from the cassette recorder Ling Cutput or Speaker Qutput, Record as uswal on the CM3-
SR, playing the message from the cassette recarder instead of speaking.

PLAYBACK

Tao playback a message from the console, without Crveday D in place, refer 1o the Playback
section of Chapter 3. To Playback a message from Oweday D, the programming proce-
dura ks as follows:

* Salect GROUP The lamp In the selected key lights steady. The

message kays flash,

& Soloct MESSAGE TYPE The lamp in the key lights steady. The Erase and
{Answer Hold, Answer Playback keys wil flash. The length of the message
Drog, ete) is presented on the display.

® Solect PLAYBACK The lamp in this key lights steady. If all channeals

are busy, "PAUSE" appears on tha display. When a
channel is frea, the message is playaed once
through the speaker under the contral wnit grilla,

To stop PLAYBACK before the meszage has been played through, select FLAYBACK
agalin.

RECORD COPY TRANSFER

Te re-use a message that has already been recorded for another group or message, use
Record Copy Transfor, The transferred message does not use any additional recording
time, and you may use the same message in as many applications as you wish.

To transler a message, the CMS-5R may ba in any call handlifg maode.

When using Record Copy Transfer, first enter the Group and Message Type you are
recording (TO). Then enter the Group and Massage Typa you ara transferring the record-
ing FROM.

In the example balow, Group 3's Answer Hold Second meassage will ba transterred from
Greup 1's Answer Hold/Repeat recording.
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) MOTE: Any existing massage must be erased bafore a new message can be transfarmed.
Rafer to the Erase Single Message section of this chapter.

# Select the GROUP (o be
reconded)

& Select the MESSAGE TYPE
it be recorded)

# Solect RECORD COPY
TRANSFER

® Salect tha GROUP (to copy
froum)

& Salect the MESSAGE TYPE
{to copy fromy)

¢ Salect ENTER
ERASE SINGLE MESSAGE

The lamp in the key selected lights steady. In the
axampde, you would select Group 3.

The lamp in the key selected lights staady. In tha
axampla, Answer Hold Second,

The time avallable for reconding |s displeyed, and
the Becord, and Record Copy Transfer Keys will
flash.

The lamps in the Group keys flash

The lamp in the salectad Group kKey goes steady.
The lamps in the Message Type keys flash. In the
axample, Group 1.

The lamp in the key selected lights steady, In the
example, Answer Hold Repeat.

The volce recording transfer iz complete.

® Select GROUP

& Splect the MESSAGE TYPE
(Amswer Hold, atc.)

# Salect ERASE SINGLE
MESSAGE

# Select YES
& Select ENTER

Ing time avalable s displayed.

The orase procedure ks as follows (the CM3-5R may be in any call handling made.):

The lamp in tha key selected lights Steady. The
Message Typa lamps fash,

The sedectad key lights steady. The length of the
message I8 displayed, and the Erase, and Flay-
back keys will fash.

The key lights steady.

The "Prass ENTER o continue” cue lights.

‘PAUSE" is presented until all calls listening 1o the
message have heard i completely, than the *Erasa
In Process” cue lights momentardly.

When the "Erase In Process” lamp goes out, the mmgalssmsad ard the new recond-

b} MOTE: If the same message Is being used by several groups, the CM3-5R arases the one
for the selected group and type ONLY, and retains the original message for the other ap-

Flications,
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DELAY TO REPEAT

& Select GROUP
o Saelect DELAY TO REFPEAT

# Enter TIME

& Select ENTER

REPEAT INTERVAL

The Delay to Repeat option ks used only in the ANSWER HOLD REPEAT maode, This as-
tabdishes how long, in minutes and seconds, eapses between the end of the ANSWER
HOLD FIRST message (or ANSWER HOLD SECOMD, when wsad) and tha beginning of
the ANSWER HOLD REPEAT message.

The programming procedurs |s as follows:

The lamp In the key selected lghts stesdy.

The display presents the cument sefting. The lamp
In the “Salect Minudes and Seconds® cus lights.
The display presents a colon [indicating the divi-
slon between minutes and seconds), and a cursor.

Using the numeric keypad, antar the time in the 4-
digit format (Minutes:Seconds). The colon remalns
fixed, and the dala is presented as it is entered,

Up until this palnt you may return to the existing
sefting by selecting CLEAR,

The new program data is In effect.

The Delay to Repeal Factory Setting is not set,

# Select the GROUP
& Select REPEAT INTERVAL

# Enfer the TIME

& Solect ENTER

The Repeal Imenval setting is used only in conjunction with the Answer Hold Repeat
mode. This establishos how much time, in mimtes and seconds, elapsss befare the
AMSWER HOLD message repeats.

The programming procedure is as follaws:

The lamp in the key selocted lights steady.

The lamp in the "Select Minutes and Seconds’ key
lights. The display presenis a colon (the division
bBatwesn minutas and seconds), and 3 cursor

Using the numaric kayboard, enter haw much time
will elapse between the end of one Answer Hold
Repsat meszage and the beginning of the met,

The data is presented on the display as it Is
enterad.

The programming is complate.

The Repeat Interval Factony Setting is not sat.

This completes the description of Cveday D programming procadures,

- 48

PRCGRAMMMG CVERLAY D - ANNOUMCEMENT MESSAGES



PROGRAMMING OVERLAY E - ENHANCED STAFFING FEATURES

Crvaray E ks used to program Agent Schedules for the Fived Agent Supply, and to main-
tain very accurate Agent Supply Information while using the Fixed Agent Supply. Civairlay
E enables you to make agent logging changes, such as logging in a late-arriving agent,
or logging cut an eardy-departing agent, and $o forth.

The Forecasting feature enables you to predict the effect staffing and/or call volume: chan-
ges might make to your ability 1o handle telephone trafic.

FORWARD TIME SCAN

This key Is used In programming the Agent Schedules, and any Fixed Agent Supply
modifications (such as late logging in, ete.), and Forecasting.

Each time this key is pressed, the CMS-3R clock will step forward [In 10-minute intervals.
Ifthie kay is held dawn, the elock will scan forward in 10-minute intervals. When the desired
time has been reached, releasa the key, To retum the CM3-SR clock to the prasant time,
select the S8t To Presant Time key.

BACKWARD TIME SCaN

This key is used in programming the Agent Schedules, and any Fixed Agent Supply
modifications (such as late legging in, etc.), and Forecasting.

Each time this key Is pressed, the CMS-SA clock will step backward in 10-minuts Inter-
vals. If the key Is held down, the clock will scan backward In 10-minuts intervals. When
the daslired time has been reached, release the key, To return the CM3-5R clock to tha
present time, select the Set To Present Time Key.

SET TO PRESENT

After using the Forward or Backward Time Scans, sefect this key to return the CME-SR
clock to the present timse,

SET/EXAMINE

When this key is selacted, tha far left comer of the display presents "B A sscond press
changes the setting to *S". Whan the "E” Iz dizplayed, you may axaming the sehedule, but
not make any changes. When set to “8", you may set a new schadula, o make changes
to an existing schedule.
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FIXED AGENT SCHEDULES

the changas you hawva made.

AGENT SCHEDULE

This section of keys enables you to examine and/or program fed agent schedules.

Print a Staff Options Report before baginning. This helps youw to list the nameas as they al-
ready appear in the programming, and outlines the present schedule. After you have
programmed the agent schedules, print another Staff Options Report, Use this to confirm

el v,
# Salect AGENT SCHEDULE
# Enter Agent Security Code

® Select ENTER

# Select SCHEDLUILE DAYS
(Mon, Tues)

# Zelect ENTER

# Select FORWARD TIME
SCAMN or BACKWARD TIME
SCAN

To sal up a new Fdaed Agent Schedule, or change an existing ona, follow the procedurs

Uszing the numeric keypad, snter the 3-digit secu-
rity code of the first agent to be scheduled. The
numbears appear on the display as they are
gntersd.

Repeat the above bwo steps untd all agents with the same schedule have been entered.

Light all applicable days steady.

The current time appears on the display, including
the lighted AM or PM key. IN or OUT is lighted o
show whether the agent ks currently logged in or
oLt

E" Is presanted on the far left of the display. You
ara in the Examine moda,

Bath IN and OUT will be lighted i 1} you are
scheduling mora than one agent, and some of
these are currently logged in, and some are logged
out; and/or 2) i the agent Iz presently assigned to
different schedules on one or mora of the days you
hava selected. (For example, if yvou have selected
Mon, Tua, Wad, Thu, and Fr, and the agent is pra-
sanlly scheduled for B-4:30 Mon through Thu, but
9:30-5:00 an Fri)

Az you scan through the day. in 10-minute Incre-
ments, tha IN and QUT lamps come on or go off,
This reflects the current fiwed agent scheduda. This
enables you to view tha agent’s or agents’ IN/OUT
status for differant times during the day.

When you come to the desired Log-In time,
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# Select SET/EXAMINE

& Salact M

¢ Select FORWARD TIME
SCAN or BACKWARD TIME
SCAN

& Selact QUT

& Select SET/EXAMINE

& Select ENTER

LATE LOG-IN

The far left character on the display changes to “5".
¥ou are now In the Set schadule mode.

Tha agant{s) fixed logging In time I8 Now 321

Scan to the first desired log-out time (for exampls,
the beginning of the lunch break).

Continue this for all log-in and -out pariods
throughout the day.

When you have completed the scheduling for all
agents,

The far left character on the display changes o "E".
You are now in the examine mode,

Th menw schedule will ba in affect when the Fided
Agent Supply 15 sslected.

1
2

Solect LATELOG IM
Enter Agent Security Coda

Select ENTER

Press FORWARD TIME
SCAN or BACKWARD TIME
SCAM

Select ENTER

This is a temporary modification 1o an existing Fixed Agent Supply Schedule.

If the agent arrives late, but befera his first schedulad break, he may Instead lag in con-
ventionally, as described in Chapter 3.

Thi programming procedura |5 as follows:

Using the numeric keypad, anter the 3-digit num-
bar, The numbers appear on the display as they
are entarad.

The present time appears on the display.

To log the agert in now, go to Step 5. Tao log the
agent in for a differant time than it is right now,

When the desired log-in time |s presented on the
display,

The Agent Supply for this day will be calculated
based on this agant's absence up until the time he
Iz logged in, and his prasence from this time o
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EARLY LOG-QUT

LOG-

1 Select EAALY LOG OUT
2 Enter Agert Security Code

3 Select EMTER

4 Press FORWARD TIME
SCAM or BACKWARD TIME
S5CAN

5 Select ENTER

OUT ALL DAY

This is a temporary modification 1o an existing Fixed Agent Supply Schedule. This logs
the agent cat for the rest of this day.

If the agent leaves eady for lunch, or for the remainder of the day after the last scheduled
break, the comantianal logging-out procedure describad in Chapter 3 may ba used.

Lsing the numerc keypad, enter the 3-digil num-
bar. The numbers appear on the display as thay
are anterad,

The present time appears an the display. To log
thi agent out now, gao la Step 5.

To log the agent out at a ditferent tima than it is
right now,

‘When the desired log-out Bme appears on the dis-
play,

The agent is logged-out at the time selected. The
Agent Supply for this day will be calculated based
on this agent's presence wp untll the time he is
logged out, and his absence from this time on.

calls in sick
® Select OUT ALL DAY
# Enter Agent Security Code

® Selact ENTER

The procedura below lags the agent out for this entire day. For example, whet an agent

Uszing the numerc keypad, enter the 3-digit num-
bar. The numbers sppear on the display as thoy
are entared,

The agent is now logged out for the entire day. Tha
CMS-5R will include the agent as IN an the next
regulardy scheduled day.

If the agent comes in later, use the Late Log-In procedure.

-4
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FIXED AGENT SUPPLY

This is an alternate action key; one preas Is on, another Is off, When the lamp in this key
Is lighted, the Fixed Agent Supply schedule you have set on this overlay Is in effect. Agents
da nat use the log-in and log-out keys on the control panel unless they are making In or
et correctlons 1o their schedues.

When the lamp in this key Is out, agents log-In and log-oul of the system through the con-
trod paned.

FORECASTING

The soctions which follow describe the use of the forecasting feature of the CMS-SR,
which can be used to pradict how an Increase or decrease in call volume, scheduling
changes, andfor staffing changes would affect your call handling capabilities. After
projecting an ideal staffing shuation, you can sst the CM3-3R to put the new agent
schedula into effect immediately. Refer 1o the Use New Schedula section.

LOAD PREVIOUS REPORT

When This key is selectad, the CMS-SR puts the most recent complate Staffing graph in-
formation into the forecasting buffer, This provides the basic data for Forecasting.

LOAD TODAY'S REPORT

This key causes the CMS-5R to put today's partial Staffing graph informalion into the
forecasting buffer. This will provide the basle data for Forecasting.

PRINT AGENT SCHEDULE

This key causes the CM3-53A 1o immediately generate a Modified Agant Schedule Report,
which reflects the simulated changes you have made during Forecasting.

PRINT STAFF REPORT

PRIM

This key causes the CM3-5R to immediately genarata a Staff raport, like the third page of
the Daily Report. This Staff Repart will reflect the simulated changes you have made
during Foracasting.

T STAFF QPTIONS

This key causes the CMS-5R to immediately generate 8 Group and Agent Assignments
Faeport, like that described in Chapter 5. After the Use New Scheduls key has besn
sedected, this report will reflect the simulated changes you have made during Forecast-

ing.
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INCREASE/DECREASE CALL ACTIVITY

The Incraase Call Activity and Decreasae Call Actbvity keys are used In simulating a change
inthe percantage of call activity for a selected time perlod,

# Salect LOAD REFORT Before daing any forecasting, you must lead some
data into the buffer, You may choose la wark with
the Previous Report, or Today's Roport.

* Select Scan to the beginning time of the desired change
FORWARD TIME SCAN ar in call acthity.
BACKWARD TIME SCAN
® Select DECREASE or "PC Is prasanted on the display, cuing you for the
INCREASE CALL ACTIVITY  percentage of change in call activity.
# Enter tha percantage of Lsing the numerc keypad, enter the 3-digit per-
changa centage of change In call activity (0 - 100).
Ta increase more tham 100%, repagt this step
® Sglect EMTER The display again presents the beginning time of
the change.
& Solect Secan o the ending time of the call activity change.
FORWARD TIME SCaAN
e Select ENTER The new forecasting data is now in the buffer,
* Select This reflects the effect your simulated changes
PRIMT STAFF REPORT walld make ta your present staffing conditions,

You may repeat this process &5 often as desired; simply reload a repor before baginning.

b} MOTE: If you wish to simulate the rescheduling of agents based on this modified call ac-
thity, continue ta Modify Agent Schedule, omitting the first step.

MODIFY AGENT SCHEDULE

Thiz key Is used in simulating a change to the agent schedula without making any per-
manent changes, This onables vou to "play” with the scheduling, trying oul different num-
bers of agents, different lunch and break times, ofc,

The programming procedurs is as follows:

1 Saelect Befare doing any forecasting, you must load same
LOAD REFORT datg into the buffer, You may choose o work with
tha Previous Report, or Today's Report.

2 Select The "ASC" prompt appears on the display, cuing
MODIFY AGENT SCHEDULE  for the Agant Security Code(s).
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3 Enter Agent Security Codals)

4 Select
FORWARD TIME 3CAN or
BACKWARD TIME 3CAM

9 Select
SET/EXAMINE

6 Select
M or QUT

7 Select
FORWARD TIME SCAMN or
BACKWARD TIME SCAN

B Select
IM or QUT

3 Select
SET/EXAMIMNE

10 Select ENTER

11 Select
PRINT 5TAFF AREPORT

12 Select
FRIMT &EENT REFQAT

modification.

Using the numeric keypad, enter the 3-digit num-
ber of the agent or agents. All agents entered at
this point muat have the exact same schadule. Far
agents with different scheduwles, begin with Step 2
fior each new schedula,

Scan to the beginning time of the simulated
change,

The far left character changes to "S". You are now
in the Set schadule mode.

Select the semting according to your simulated
staffing changa.

Scan to the time of the end of the simulated
staffing change.

Make these changes according to your simulated
stafing changes,

Repaat Steps 4 through 8 untll all simudsted
changes have been made to the scheduls.

When all changes have boen made to the
schedule,

The far left character changes back te "E*. You are
back in the Examing schadule moda.

The new forecasting data is now in the buffer,

This repart reflects how this modiied schedule
would aHect your zbllity to handle telephane traffic,

This produces a copy of the simulated agent
schedule you have just devised,

Tou may repeat this process as often as desired, refcading a report before each new

To see how this simulated agant schedule would handle a decrease or increase in call ac-
tvity, go to the Decraase or Increase Call Activity section, omitting the first step.

If this modified agant schedula is salisfactory, and you wish to put it into effect immediate.
Iy, and have the CMS-5R base all future Ficed Agent Supply calculations anthis schedula,
g0 1o the next section, Use New Schadule.
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USE NEW SCHEDULE

To put a new schedule into effect, alter Madifying the Agent Schedule, follow the steps

bl
® Seglect Days of the week keys flash.
LUSE NEYY SCHEDULE
& Salact Light the lamps steady in all days for which the
SCHEDLUILE DAYS niew schadule will be in effect.
(Mo, Tues)
& Splect ENTER The menw schedule is now in affect,

This complates the programming Instructions for Crveday E,
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CHAPTER 5
e ———— e e ——————

REPORTS

GEMNERAL

This chapter describes and llustrates each report that Is availabde threugh the CM3-3R;
the System Optlons Report, Interval, Dally, and History Reports, a Statlon Report Group
Report, and the Group and Agent Assignment Options Repoart.

We present a section by saction example of sach type of repont, followed by a descrip-
ticn of the data presented.
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SYSTEM OPTIONS REPORT

A Systaerm Options Aeport may be generated manually from any of the programming over-
lays, except Overday C. This report presents the current settings of all system oplions and
data gathering parameters far the Group selected,

We strongly recommend that you generate one of these reponts before and after program-
ming ar repragramming the system, It makes a handy checklist for planning changes and
checking the accuracy of system sefings.

SYSTEM OPTIONS REPORT HEADING

The repart heading section of this repart contains the following information:
® Title: AEC Call Management Syslem-SH;
& Type of report: System Oplionsg;
& Report Group Number and Mama,
& Print Time; 1the time, day, and date at which this report was generated,

# System Mumber: each system may be given a urlque number. Refer to Appendb:
B. This does not print § no number is assigned.

AEC CALL MAMAGEMENT SYSTEM-5R
OPTIOR REPCET: SYSTEM
REPCRAT GROUP 1: CUSTOMER SERVICE
PRINT TIME: 50D A0 TUE S22 15 SYSTERM: 23

w i i ik i i il

AUTOMATIC REPORT SECTION

| This section of the System Options Report lists the following information:
# The time of the first repodt of the day;

® The report Interval (haw often repants will be presented during the day), in Bours
and minutes;

& The number of reports to be issued far the day;
# |f the data will be zerced aflar sach raport;
# The time of day that the Aeport Zero will aceur;

& The day ar days of the week for which the CMS-38 gathers data and confrols the
Ey18m:

e The date or dates of the manth on which the CM3-3B Issues the History Reports;
# ‘Whether or not Intersal Reports will be printed;

# ‘Whather or nat Daily Reports will be printed;

® Whether or not History Reponts will be printed; and
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s When the next report is scheduled to print. This time will be presented, whether or
nat the reparts are programmed 1o actually print.

FEEprETTErTrrh R EE A R EE i add LR L L spprEEmTTrTTTheiriabdbdR N En

AUTOMATIC REFURTS
FIRST REROHT TIME o:00 AM
REPCHET INTERWAL (H:M) a0
REPCATS PER D&Y 19
REPORT ZERD (:N) YES
DALY ZERD TIME B:00 AM
EBEPCIATING DATS KO TUE WED THLI FAI
HISTORY BEFQAT DATES 15 a0
BEINT INTERWAL REPDRTS (/M) YES
FRINT DRILY REPCET ¥/} YE3
FRINT HISTORY REFORTS M) YES

THE WEXT BREPOAT IS SCHEDULED FOR 200 AM

taa b i ad o s bl I R R LR R LR (P LI R L) Lk ] LR

AUTOMATIC ANSWER SCHEDULES

This section of the report lists the times and days at which the Answer Off, Answar Hold,
arid Answer Drop call handling functians will occur.

e ol R i ELL TENNERER rhabddFEENARFERY

BLITCAMATIC ARSWER SCHEDULES

AMSWER OFF TIME 500 PR MOKN TUES WED THU FRI
AMSWER HOLD TIME CIFF
AMSWER DROP TIME QOFF

rerrrhrr i AR E EEER I TR R TR AR ab AR AR i LEJ Liaa s b EAd 1]

GROUP OPTIONS SECTION

This sectlon presents the following Information:
¢ Tha lines set under this repar Group;
# Tha lines under thiz report Group to be studied in the Trunks Busy Study;
# Tha lines graded as Inbound Only,
# The lines to be ghen the special Priarity Intercept Lines handling;
& The Priarity Intercept Time, In minutes and seconds;
¢ Tha number af rings that will cecur before the CME-SR answers a call;

& Whether the CMS-SR will Delay answerlng the First Call Only (YES), or delay
answaring all calls (NO);

® Whether the CMS-3A is set o play the enfire first announcement messags
(SCREEMN CALLS FIRST/YES) ta callers before presenting them to the agents, or
present the calls as soon as they become pricrity (MO):

& ‘Whather tha CMS-5R is 5&1 to play the entire first and second messages (SCREEN
CALLS SECONDYES) to callers before presenting tham to the agents;

& The time, In minutes and saconds, that a caller will wait on CM3-3R Hold before
tha Excessive Haold Time Alarm sounds,

REFOHATS
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# |f the display on the optlonal Attendant Monitor will presant the line number of a
free outgoing line; and,

® The list of agent vs. priorities used with the DVCT (Dynamically Varable Call
Throughput) feature.

® Whether the CMS-5R has been set to Ring All Calls Through {refer ta the Installa-
tion chapter for details on this option),

L L i FEITAENE i sl b LI RELEL IR b L ldg st )

SROUP OPTIGNG
LIMES IM: 12 3 4658 5 7 8 1011 12
25 25
TRUNES BLISY STLIDY: 4 &5 &
NEQUME OMLY LIMES T2 3 4 85 87
FRIZRBITY INTERCEPT LINES 4 26
FRIDRITY INTERCEPT TIKE [M:5) k45
FIMG DELAY 3
DELAY FIRST CALL QRLY L]
SCREEM CALLS FIRST YES
SCREEM CALLS SECOND NG
HOLD TIME ALARM (k:5) 1:18

ATTENDANT MOMITOR QUTGOING LIME  ON
AGENTS W5 PRICEITY LEST

WUMBER OF AGEMTS o
WLUKMBER OF PRAQRITIES i
RING ALL CALLE THAOUGH N

Ehd@ bbb TR RN RN F A AR - LEL LT R T

AUDIO PORTS

This sectlon describes the use of the Audio Ports, the Dighal Voice Recording softwars, It
presents the follgwing Information:

® The Message type [AnswenHold First, etc);
& Whether or not this meszage has been recorded and is in use;
#& The langth of the message, in ssconds;

® The Delay, In minutes and seconds, batween the end of the last Answer™old mes
sage {First or Second), and the first play of the Answer/Hold Repeat message,

& Haw aften the Answer/Hold Repeat message will repeal, in minutes and seconds:
and

® The Message Number information Is used by service techniclans In conjunciion
with the Line Status printout in the Self Test repart.

SYSTEM OPTIONS REFORT REFURTS
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WESSAGE STATUS LENGTH MESSAGE #

AMSWERHOLD FIRST oM 130 1

AMNSWERHOLD SECOND (oL B -1 3

ANSWERMOLD REFEAT OFF

ANSWERDAROP (s 15 4

DELAY T REPEAT [M:5) 1:00

AEPEAT INTEFRWAL (M5 \ 0 s ™
ALARM PORTS

Alarm parta A, B, and C are contact closures connected 1o the terminal strip on the back
panel of the CMS-5R Maln Level Ling Unit. AG Outlet refers to the alarm oatlet at the back
of the CMS-5E Main Leved Ling Unit. The Console &darm refers 1o the beep sound al the

Contral Censole,

The optional Attendant Manitor Alarm is not listod hers. It s controlled from a switch an
the Attendant Monitor,
This section of the repart lists the following:

& Whather or not the alarm port |5 10 be activated when the Excessive Hold Time
has been exceadad;

e |f the alarm podt is 1o be acthvated, whether it will receive a steady or interrupted

signal;
& |f the AC cutlat is 1o ba acthated when the Excessive Hold Time has been ex-
ceaded:; and
® |f the Console Alarm is to sound when the Excesshve Hold Time has been ex-
ceaded,
AT ThrrrsrArdErrrhepd ki shbdbdiahddd i ihdbd Rl SRR AR A
ALARK FORTS
BiAT STATUS SIGMAL RATE
A oM INTERRLIPT
= ON STEADY
c CFF STEADY
B OUTLET QN INTERRLIFT
COMSCLE ALARK (M) oN INTERRLIPT
AR TR ATy ELT]
TELEPHOME SYSTEM

This information listed in this section |5 primarily used by installation and service tech-
nigians. The data in this sectlon should remaln unchanged once the unit has been set up.

This section lists the following information:

e Whather the system i sel to detect Daltone, Busy or Reorder signals as a discon-
mect skgnal{s);

REPCETS
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# The length of time, in seconds, that the CM3-3R wil listen on the ling to establish
ihe disconnect signal;

# Tha length of time, In seconds, that the CME-5R will wailt before listening for a dis-

connact signal on a line;
e The CPC pulse time, in milliseconds;
# The Ring Length, in milliseconds;
# The Ring Timeout period, In milisecands; and

& The Priority Call Timeout, in minstes and secands. This is not a reference to
Priorty Intercept Lines. This will override a faulty FABX line, and enable normal
CM3-5R operation. Refar o the Priority Call Timeout secticn of Chaplar 4,

e s e ik
TELEFHIIME SYSTEM

DWLTONE DETECTION YES

BUSY DETECTION YES

FEORADER CETECTION ¥YES

TOME SAMFLE TIME (SEC) 5

TOME KEKWOHRE TIME [SEC) a

CPE TIME (MEEG) 5

RING LEMGTH [MSEC) 200

RIMG TIMECAIT MSEC) 5000

PRICHITY CALL TIMEDUT (M-5) 50

Ldarpbidaapbilaoppbidap il ikl lapi i, L] L N THE TANEFTTANECT T AR TA g R erray

SYSTEM PRINTER

This section lists the type of printer, based on the Printer Types described in Chapter 4.

Type 1, 2 or 3.
CEELE LT PR E PR R LT R R R L R R LR L bbbl s LD e bl LLLS
SYSTEM FRIMTER
PRINTER TYPE 1
REMOTE REPORTING

This zection stales whether or not the remade access feature is enabled. It also presents
tha types of reports which have been programmed to print, when the feature is accessed.

Refer to Appendix B,
REMOTE REPORTING
REMOTE ACCESS: DISASLED
REMOTE REPOATS: PREVICIS Dally

EE LI AR T e R PR R R TS ik SR T (ELTTSRE LT TR R LI AN RE LY BT Ly

B
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INTERVAL/DAILY/HISTORY REPORTS

The format in which aach of these repornts s presented s the same, The major difference
hatwean tham is in the data gathering parameters: that is, how long the CMS-5R has been
accumulating the information for thasa lines.

e &an program the CMS-SR to generate any of all of these reports atomatically, atin-
tarvals you select, or manually, at any time. Refer to Chapter 4.

INTERVAL REPORTS

Intarval Aeports can be set to occur as often as desired; up 10 99 times a day. Usually, the
CMS-5A s programmed to generate these every hour, of evary two hours, etc. Usually,
the Interval Report is used Lo get a close logk at the telephone traffic activity over a short
pericd. Data Is accumulated Inta the Interval Report at the completion of each call on a
continuous basls.

The data registers can be set to Zero afler each Interval report.

DAILY REPORTS

The Daily Report is set to occur once a day. It generated after the last interval report on
all reparting days. In addition 1o the features In the interval report, the Daily Repod in-
cludes the Agent Avalabllity Study, the S1affing Requirements Chart, and the Staffing Re-
quirements Summary, Data is accumulated into the Dally Report al each Interval Report
time.

The Daly Zero Time is set 1o occur at the same tima each day.

HISTORY REPORTS

History Repors can be set 1o occur on 1 of morne days per week, or on speciflc dates of
tha month (up to 31 days). Usually, Histary Reports are generated once a week, or on the
first and fifteanth of the month, etc. It follows the Dally Report on the selecled days. Data
iz accumudated into the History Report at each Daily Report time.

History Report data s automatically zeroed at the first Daily Zero Time following each His-
tory Repart. Setting the History Report to be printed on the 315t of the manth will result n
the report being printed on the last day of the month on months with fewer days.

REPORT HEADING

The report heading section of this report contalns the followling Information:
» Title: AEC Call Management System-SR;
® Typa of report: Autamatic or Manual;
* Report Group Number and Nama;

RERCETE
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* Staffing Total: If agents log in to the system. this figure ks the average number of
staff logged in. If Fived Agent Supply I usad, this figure is the Fixed Agent Supply
for this pericd, waighted by the logged in hours, and rounded to the nearest whole
murribe;

# Report Pariod: the time, day, and date the CMS-SR began gathering data for this
rapor: and the time, day and date the data gathering endad; and

® Systarm Mumber: if the system has not been ghen a number, this information is
not printed. Hefer to Appendix B.

Rl L TENEFITANEFIA AN il

AEC CALL MAMASEMEMT SYSTEM-ZA AUTOMATIC REROAT
REPLRT GROUP 1; CUSTOMER SERVCE STAFF: 8
REFORT FERIOD: 8:00 AM TUE SEP 16. 515 PM TLIE 5EP 15 EYSTEM 23

AR T I TN T TANE I TN T Iaar -

REPORT HEADING CHECELIST

e Feview all of the data presented: make sure it Is comect. Staffing requirements
studies, and cther important calculations are based on this information.

INFORMATION TOTALS SECTION

This section contains the follawing infarmation:

¢ Dutgoing calls: the total number of oulgaing calls, This includes all calls made an
lines connected 1o the CMS-SA, whather or not thase lines ware under CMS-5H
call handling controd,

& Incoming calls: the total number of calls which came Inon &l lines connacted to
the CM3-5R, and which rang for a pericd of time greater than the Ring Length,

® Directly Angwered Calls: the number and percentage of calls which were
answered withoul CMES-2R call handling Intervention, and whose trangaction time
was greater than 4 seconds,

* Sequenced Calls: the number and percentage of calls which were answered by
the CMS-5A.

® Answered from Sequencer: the number and percentage of calls which agents
answered after CM3-3R call handling, and whiose transaction time was greater
than 4 seconds, .

* Abardoned from Sequencer: the number and percentage of calls which aban-
doned from the CM3-5R before being taken by an agent, or which were answared
by an agent but had a transaction time of less than 4 seconds.

# Calls Excesding Alarm Tima: the number and percentage of calls which waited on
CM3E-5R hold In excess of the alarm fime before being taken by an agent or aban-
doning.

# Average Sequencer Hold Time: the average time, In mintes and seconds, that
calls waited on CMES-5R Hold before being taken by an agent.

INTEAVALDALYHISTORY REPCRTS REFOATS



e Average Time Before Abandonment: the average time, In minutes and seconds,
that calls which abandoned befors baing taken by an agent hild before discon-
nacting.

R e ekl SRR i LEL L L]
BFORMATION TOTALS
DUTGOMG GALLS 265
IMCOMIMNG CALLS Fea
DIREGTLY ANSWERED CALLS ET { 8%}
SECUENCED CaLLS i [ BEN)
AMSWERED FROM SEQUENCER Ex) | %)
ABAMDONED FROM SECLENCER gl [ 15%)
CALLE EXCEEDING ALARM TIME 33 | 41%)

AVERAGE SECQLIENCER HOLD TIME 1:35 M5}
HYERAGE TIME SEFORE ABAHNDONMENT 2:40 M5}

THNRFT TR FEN R NN

INFORMATION TOTALS SECTION CHECKLIST

The Information Totals section presents a quick avenview of the call activity and the level
of sanvice which your agents are providing 1o callers.

Call Activity
* How many outgoing calls were made? If yours is an outside sales business, are

yaur agents using thelr in-house time productively? In a sarvice, catalog sales, or
approval situation, are your agents making unnecessary outside calls?

& ‘What was the Incoming call traffic activity? This may be used to rate the effecthe-
nass of advertising campaigns, and determine peak call activity periods during a
day, manth, or year.

Level of Service

# ‘What percentage of calls were directly answered? How many were answared
from CMS5.5R Hold? How long did the callers wait while on CM3-3A Hold
{Average Sequencer Hold Time)? Are the agents responding o calls promptly? |s
the staffing adequate?

# What parcentage of calls abandoned from the CMS-5R? How long did they walt
before disconnecting (Averaga Time Befora Abandonment)? Is the staffing ade-
quate? Does the Alarm Time need 1o oocUr soonar, giving the agents natlce to
wrap up their calls more quickly?

SEQUENCED CaALLS CHART

The Sequenced Calls Chart s comprised of 32 categories, representing the length of time
calls spent under CMS-3R control, and whether they were answered or abandoned.
These are followed by the number of calls In each category, and by bar graphs repre-
senting tha calls.

REPCATE
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The user-established alarm time Is printed on the chart to help you determine its efficacy.
Tha chart eleary prasenta the number of calls which were answered or abandoned befare
and after the alarm time.
O O N o ool oo oo o o ko R i L]
SEQUENCED CALLS
TIME ANEWERED AEANDONED
W5
0:00
H — 2 o
010
Bl 4 o
020
#Hl ———— .
30
] — 2 9
345
ig | — 1 i
1:.00
31:' | m— | ] —
130
1265 1 14 =
200
[ e———— 1B —=
230
B2y 18 —
20— ALAAM TIME
B —] 14 —
400
1B == B
5:00
4a = 11 Fi—
£:00
0 o
700
o o
800
D o
00
o ]
SEQUENCED CALLS CHART CHECKLIST
This section can be usad to evaluate agent performance and staffing demands, and the
hodd-time alarm.

& The alarm time may be adjusted 1o cocur sooner or later, based on the number of
calls and amaunt of time over the alarm tima. In the exampla chart, the Alarm Time
could be set to ocour at 1 minute, 30 seconds, befare the majority of callers begin
to abandon. The Average Time Before Abandonment frorm the Information Totsls
section may also be used to determine the Hold Time Alarm setting: deduct 10
seconds or so from this time, 1o enable agents to wrap up other calls they may be
hardlirg.

INTERVALDWILYHISTORY REPCATS REFIZATS



CALL ACTIVITY CHART

The Call Activity Chart presents the number of each line connected to the CMS-5R, This
5 fodlowed by the number of Incoming and oulgoing calls for sach line. Also Included are
bar graphs for each line, showing the total calls, and for incaming calls, a breakdown of
which calls were directly answered, sequenced, and abandoned. The black section of the
bar represants directly answered calls; the shaded section, sequenced calls; and the
white area, abandoned calls.
Acthvity totals are reglstered for all lines connected to the CMS-5R, whether or not these
lines are under CMS-5R control.
LLLE S bbbl R i i L L bl
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CALL ACTIVITY CHART CHECKLIST

Thig Call Activity Chart can ba usad to evaluate tedephone usage, as well as line and equip-
ment needs.

# The distribution of calls In a hunt group may indicate a need for more lines, and
I o under-utiized lings may be removed. Thls can be accurately identified by
setting the Trunk Busy Study to monktor a specific group of lines.

In tha example, Une 7 may not be necessary, and more lines may be ad-
vantageaous In the hunt group composad of lines 13 - 16.

& Agent telephone usage may also be monitored, and potentlal call blockage situa-
tions avolded by referring to the Call Activity Charl.

The agents in the example char are not using the telephone lines optimally in the
second hunt group (Jines 8 through 12). Most outgoing calls are made from Ling 8,
creating a potential call Hockage situation.
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BUSY STUDY

Tha Busy Study presents a byine analysis of Incoming and Cutgoing Tranzaction ac-
tiwity. This includes the total time each line was engaged in incoming and oulgoing calls,
and the average time that was spent with each type of call. Transaction time is defined as
talk tirma, and doas not include CMS-5R Hold times.

Lines which you have established as Trenk Busy Lines will be designated with an asterisk.
The last part of this section reparts the Trunk Busy Lines information, presenting the per-

centage of the report period, the total time, the averags time, and the longest lime thasea
lings wars simultaneously busy.

TErTEATEr TSR

BLISY STUDY
LUME NCOMING TRANSACTION TIME  QUTGOING TRANSACTION TIME
TOTAL (H:M)  (M:S) AVERAGE  TOTAL (H M) (M.5) AVERAGE

1 718 122 - 10 [ ]
2 512 10 ] 00 000
3 433 LR " 2:08 Qo0
4 216 .02 - 080 0o00
5 127 355 L] i oooo
(] QT 247 ] 00 0u00
T 200 Lty 4] " :0 oo
a 515 2:38 * 137 BOE
a Jied 32z " .08 S
1 1.3 212 - 0:0H 535
11 :33 315 - 1 g
2 012 B0 - i 3ES
"3 553 Bt u 242 x-a8
14 541 54T . ] 212 S04
E FH 11 L] 412 421
"R A4 8.0 - 318 536
£3:00 a5y ] 1704 525

* T3 COMBIMATION WAS BUSY 25% OF THE REFCAT PERIOD: 316 TOTAL (H:M)
138 AVERAGE [M:3)
300 LOMGEST (M5

(ISR R LIS R R Bt LE LT AEEr R R R e e

BUSY STUDY CHART CHECKLIST

Telephone Usage

# Thiz chart can be used to evaluate telephone usage, line, and equipmant needs. |1
it especilly useful In Kontifying call Mockage situstions. How often and far how
long are potential customers unable to reach you?

Ferormmance Comparlsons

® Indbviduals or groups who have dedicated lines can be compared with other in-
dividuals or groups. Often the method of tgam pedformance compariscns will fur-
ther enhance call handling abilties and incraase employes morale.
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Call Handling/Agent Performance

e Transaction times are a good measure of quality of service for calls being
processed. After the CMS-5R has been in operation for a few days, the user
shawdd establish a normal o average transaction time for each call. This can be
used as a guide to identify deviations irom the norm. particulary excesshve talk
dmes. This can also be used to encourage agents to keep their transaction times
within this limit

& The Busy Study Charl can also provide transaction irdormation an agent parfor-
manee as discussad In the Sequenced Calls Chart Chachdist.

END OF REPORT

The End of Report section provides a synopsls of the report data, These may D& accumu-
lated and compared for an Executive Summary analysis.

& Whether or not the repart totals were zeroad at the completion of the repor;
& tha day, date, and time of the repor;

& CALLS OUT: the nurmber of outgoing calls;

& CALLS IM: the numbar of incoming calls;

® % SEQ: the percentage of calls answered by the CMS-5R;

s % ABD: the percentage of calls which were abandoned,

& M:S AVG SEQ: the average time, in minutes and seconds, calls spent on CMS-SR
Hold:

# % OVER ALARM: the percentage of calls on CM5-5R Hold which went over Ihe
Alarm Time, and

® % TENE BUSY: the percentage of time that all lines assigned to the Trunk Buszy
Study were simultaneously busy.

ik (ET T L L b L LR L] FENEEE

TOTALS FERDED
M3 % %
CALLS CALLS = £ BeE CAVER THRMWE
DATE QLT N 5B A80  SEQ ALARM BUSY
518 P TUE SEP 1B 25 3 g% 15% 135 41% X%

EXECUTIVE SUMMARY

In addition to the applications suggested after sach reparnt saction, a daily, waakly, or
monthly averview of call activity can be easdy assemblad.

The Executive Summares/End of Report data for the period may be stacked and
photocopled, providing an easily-read, one-page summary. With the addition of a ring
binder, you have a perpetual log of telephone traffic activities in your departrment or or-
ganizaticn.

REPORTS
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An example of such an overview appears as follows, A quick scanm down each of the
columng offers an overview of activity and performance.

L E T ]
CHALLS CALLE % k- ANE  CNVER THME
DATE OurT I GECr  ABD 320 ALARM BLISY
4:00 PM MON JUL S 17 a1z 75 13 130 24 55
4:00 PMTUE JUL T 15 gz n T s 8 50
400 PMUWED JUL 8 1F 24 3 11 oaF 3 10
4200 PM THLU JUL @ 1z mdi 31 11 1200 13 7
400 P FREJUL 10 1 ] &1 15 202 14 f

AGENT AVAILABILITY STUDY

The Agent Availabiity Study appears on Dally Reports only. It presents the following in-
farmatian:

& The mamss of the agemnts who logged on lo the system during tha reporting
perod. The names are presented in the order in which they were programmied,

& Groups Assigned: the group or groups 1o which each agent is assigned,

# Tima (H:M) Lagged-On: the total time, in hours and minutes, from the firzt log-in to
the last log-out, for sach agent;

* Time (H:M) Available: the Hme, In hours and minutes, and percentage of the total
lime each agent was logged on to the system, subfracting the logged-out time
(Greaks, lunches, ete.}; and

# Tima [H:M} Unavailable: the time, in hours and minutes, and percentage of time
each agent was unavailable to take calls.

b g gl tliaebpl e b il iadael ioab i loni b dapbiadnpi ladebi doaeb il idne il daseh

GROUPE TIME (H: L) TIME [H:M] TIME (H-kE)

AGEMT ASSIGHED LOGGEC—OMN  AVAILASLE UMAVAILAELE
AMDREW JOMES 1,23 w15 B15 S0 0] 1%
DEMISE BAKER 1.2 15 15 sl 100 0%
GECAGE JETSOM 1 15 B15 90% 1 0%
JAM HERBESRT 3 18 2:18  ol%  1:00 10
JOWM MECOMBER 23 s 815 0% 1 %
MINDY DICKENE 1 158 218 s0% 1:00 e
LISA STEVEMSON Z 400 407 100% Qipg 0%

TEFrETIEE T TRy L L]

AGENT AVAILABILITY CHECKLIST

& When the OM3-5R Is set to the Fixed Agent Supply, this section will be the same
on every repart. If the agents are legaging on to the system, the Information In this
saction may be diferent on evary report.

& Whan using the Agent Log-on, are all agents logging-on to the system?

& Are the times and percentages of avallability and non-gvailability normal for this
rapart group’?

® |5 staffing sufficient? This may be determined mare fully by referencing the Staff
Graph and Staffing Requirement Summary.
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STAFFING REQUIREMENTS GRAPH

The Staffing Requirements Graph appears on Dally Reports only. Thisis a graphlc reprea-
santation of telephone traffic and agent evailabdity throughout the day. The graph
prasants two curves: the staff supplied curve, and the call demand curve.

The staff supply curve, 8 squars wave pattern, depicts the number of agents that are
logged-on 1o the system, This curve will often be identical each day. The call damard
curve depicts the incoming call acthity, and s a variable wave pattem. The call activity
curve will be different each day, although a pattem should develop.

The two curves are overalkd against the dally schedule, and the resulting peaks and vai-
leys reprasent over- and under- staffed time periods. Thase areas are shaded to mose
clearly illustrate the staffing inequitias.

This graph is calculated by placing call seconds on the verleal axls, and the daily time
schadule In one hour ingrements on the horzontal axis.

A camplete explanation of tha calculations usad in determining the Staffing Requirements
Report appears in Appendix 0.

So that Staffing Requirements can be graphed, regardlass of call volume or agent supp-
ly, the scale of the graph is adjusted to fit the page. The vertical scale adjusts to the call
acthvity, and the horizontal scale adjusts tothe repart paricd. The scale factor is presented
on the upper right of the graph,

To compare diferent reporting pericd graphs with each other, multiply the height of the
graph by the scale factor, For example, a graph with a Scale Factor of 2 can rapresent
twice the call volume as a graph with a Scale Factor of 1. If the scale factor ks 0, this indl-
cates thare was no data on the graph.

! C 9 g 1l 12 i £ 3 4 5 =
. OVERSTAFFED O UNDERSTAFFED

REFOATS
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STAFFING REQUIREMENTS CHECKLIST

»

& |5 the staff supply curve representing the corect number of agents logged-on? s
the data presanted accurate?

& How closely does the call demand curve match the stafi supply? Are there major
deviations where adjustments could be made?

& When arg the busy or peak periods for call demand? Could agent breaks or
lunches be shifted to hetter suit these peak perinds?

Whan the Stalf Graph is used with the Staling Reguirements Summary, adjustments in
the staff supply can be madea 1o best it call demand.

MNOTE: Changes 1o the staff supply in an attempt to match the call demand should be
based on a numbar of reports and direclted o stuations that are consistent. It is nat well-
advised 1o make changes based on anly 2 faw repons.

By wsing Owarday E. you may forecast the effecis of stafling changes. Beler 1o the
Forecasting section of Chapter 4,

STAFFING REQUIREMENT SUMMARY

The Stafiing Aeguirement Summarny appears on Daily Reports cnly, This tranglates the
Staffing Requirements Graph intg actual agents [over- and under- staffed) required by
time Intervals. The left side of the summary is the AM intervals, and the right side, the PM
intervals,

The example graph in the preceeding figure indicates an over-stafiing condition bebwesan
5:00 a.m. and 9:50 a.m.. The Staffing Requirements Summary gives the exact figure (2.1
agents), and the exact times. This figure Is based en a 100% agent availability.

(e e Ll sl Lod el Llanpl b dap i lia bl fda b odeh i lydeh) whmi L LLLE

STAFFIMG REQUIREMENT SLMMARY

OVER LUNDER VER UNDER
FO0AM - E:D0AM 0.z LR | 12:00 PM - 12:30 FM
Si00AK - 2E0AM | " 05 12.30PM - Z30PM
Qa0 AM - 1200 PM 04 - 0B 220 - 430
* D0 4SO - Ti00 R
2.1 1.0 ' ar 1.5

STAFFING REQUIREMENTS SUMMARY CHECELIST

& Arg thare major deviations in staff supply that may require adjustments to better
suit the call demand?

& Arg there minar deviations that, when averaged together, suggest a change in staff
supply?
& Arg the deviations presented consistent from day 1o day, of can a pattern ba seen

that iz consistent for sach day from week to week? For example, is Friday always
a slow day?

INTERVAL/ DAILYHISTORY REPORTS REPORTS



s How da the understaffad time periods compare with Hold times and Abandoned
all counts for the same time periods? If Hold times and Abandaoned Calls are ex-
cegabva, can an increasa In staff supply be justified?

b NOTE: Changes to the staff supply in an attempt to match tha call demand should be
hased on a number of reports and directed to situations that are consistent. It Is not well-
advisad to make changes based on onfy & few raporns.

Oweray Ewil facilitate the planning of any changes to your agent schadules.

INCOMING CALL ACTIVITY

This Incoming call activity graph appears on History Reports only. This presents thi In-
coming czll traffic for the History Reporting pariod, on a day by day basis.

The days are presented on the horizontal axis, and the numbser of calls on the vertleal axis.
The solid areas represent calls directly answerad, the shaded, calls handled by the CMS-
SR: and the apen bars are calls which were abandoned from CMS-5R Hold. The vartical
scale will adjust to your call volume. The number of bars will also adjust aumomatically o

your repart period.
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STATION GROUP REPORT

i

Reler to Chapter 4 for information on setting a Station Group.

The reports generated by the CMS-5R for g group of monitored stations will have a for-
mat identical to ather raparts, but with some alterations. The aoocurasy of thae data is sub-
|2t to the limitations cutlined below. Because of the many vartables relative ta the
interaction between the CMS-SR and the PABX, ling and statian reports should naver be
critically comparad.

HEFORT HEADING

This section will contain the usual information, but # the agents are logged into thelr Ling
Groug rather than thelr Statlon Graup, the Staffing data will be zerp,

INFORMATION TOTALS SECTION

The Dutgaing Calls, Incaming Calls, and Directly Answered Calls data will ba correct, Tha
Sequenced Calls, Answered From Sequencer, Abandoned From Sequencer, Calls Ex-
cesding Alarm Time, Average Sequencer Hold Time, and Avarage Time Befare Abandan-
ment data will Be zerg,

SEQUENCED CaLLS

All data Im this seclion will be rera.

CALL ACTIVITY

All data In this section will be zaro.

BUSY STUDY

All data in thiz section will be 7aro.

STAFFING REQUIREMENTS GRAPH

All data in this section will ba valid, except that i agents are logged into their Line Group
rather than thair Station Group, the graph will reflact only call activity versus time of day.

LIMITATIONS

Limitations do exist in the application of tha CMS-SR to statlon menitoring. Inmany cases
the limitations are of no consequence or can be clrcumvented. Howaver, it is important
1o be aware of them. They ara:

* The station telaphane sets must be single line, two-wire sats. Pulse or tone dialing
sots will work equally well,

= Not all of the report totals will apply 10 station monitoring and will remain at zero.
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e Agents may log into either the Line Group or the Station Group., but not o both to
retain accurate stafing graphs. This is because although an agent may devote
100% of his time to answering calls, the CMS-5R will allow only a total of 100% of
the agent's time 1o be divided between groups.

® Agenis must always use the same tefephone set and always answer all of their
calls.

e Calls that are abandoned froma rnging condition are counted as directly
answared calls at the ringing staticon,

® If unanswered calls are automatically forwarded by the PABX to other stations
manitored by the CMS-SR, the calls will be counted wice; once at each station.

® If the call plckup festure of a PABX Is used so that ane agent may dlal a code lo
answar a call from another agent's tedlephone, the CMS-5R will count this call as
directly answered on the station that rang and as outgoing on the station that per-
formed the call plekup.

REPCRTE
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GROUP AND AGENT ASSIGNMENTS REPORT

This report presents the current Growp and Agent data for all Groups.

We strongly recommend that you generate ane of these reports befare and after program-
ming or reprogramming the Group and/or Agent information. It is & handy checklist for
planning changes and checking the accuracy of system settings.

GROUP AND AGENT ASSIGNMENTS REPORT HEADING

The report heading section of this report contains the following infarmation:
® Titla: AEC Call Management System-SR;
& Typo of report: Group and Agent Assignmeants;
# Print Time: the time, day, and date at which this report was generated; and

& System Number: sach system may be given a unique number. If na number is as-
slgned, this infarmation is not printed on the report.

BEC CALL MAMAGEMENT SYSTEM-SA
CETICNS REFOAT: GROUP AND AGEMT ASSIGMNMENTS
PRINT TIME: 8:00 &8 TLIE SEP 18

L R R T e e e e L T R L L] FEEEEAEE EE T LTS

GROUP NAME ASSIGNMENTS

This section of the report lists all CM3.8R groups, and the names you have assigned
them, If no name has ben set, the space following the Group Number will be blank,

i L T T TR T P e ———

GROUP MAME ASSIGNMEMTS
GROUP 1 MARKETING
GRAOUP & ORDER EMTAHY
GROWP 3
CROUP & SERACE DEFT

(R PP R Ly e e e L e e E AR R L L R LI R ] TEREEEEE ah

AGENT NAME AND GROUP ASSIGHNMENTS SECTION

Thiz section lists the following Information:
® The agent names, in the order in which they were entered Into the system:
® the agent securlty 1D codes, used for logging-on to the. system;

® the groups to which the agents are assigned, and the percent of sach agent's time
which iz allocated to each group.

5-20 GROUP AND AGENT ASSIGNMEMNTS REPCAT REFOHETE
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EGENT MAME AMD GROUP ASSIGHMENTS

AGENT AGENT  GROUPS BESIGHED AMD % ALLOCATIONS

HAME 10 CODE 1 a a 4

ANDRDW JONES 123 L] 1 20 =

DERISE BAKEA 212 &0 5 - =

GEDRGE JETSDN $NE -] - = -

JAM HERSERT 875 - - = 50

JORM MCOMEBER 0 = -] 35 -

MIREYY DECKEMS ES0 00 - - -

Liza STEVENSON B - 00 - -

LR L Enmmwk W e FEmErErrrhadii lllﬂﬂﬂli‘l-l'llwmmii-lllllrr

AGENT NAME AND GROUP ASSIGNMENT CHECKLIST

& Check that all of the names, Security Codes, and group assignments are cofect.
# Chack that the percentage of time allocated to each group is comect.

GROUP OPTIOMN ASSIGNMENTS

This section reparts the Group Options which are assigned from Orwveday C.

Presented is a by-group report of factors which affect the agent call-handling studies:
Whather or not Outgoing Calls are included, and the user-programmed Acceptabie Hold

Tim,
L L CEELLLS LT Ll L L b iiilllllﬁrﬂiiﬂl—l—ll!!r-'rrli-ii-l
GROUP OFTION ASSIGNMENTS
GRO™ 1 Z 3 4
IMCLUDE QUTGEDING YES YES Cobd YES
ACCEPTASLE HOLD TWE (WES) 30 20 oioa 045

LR s b L LId ] TTTISEE LS ¥ L L s Ll AEETERY

AGENT SUPPLY SCHEDULE INFORMATION

This section reports whether agents leg-on to the system, or if the Fixed Agent Supply
data is being usad. for all groups.

kAT LR L ey Rk LR L g

AGENT BUPPLY SCHECLUILE: FIAED FOR ALL GROUPR YES
LDG-ON FOR ALL GROUPS: NO

[T11a FEEEAE R e i Y L] W Rk h

AGENT SUPPLY TIME SCHEDULE

This schedule presents tha times that the agents were logged-on to the system during the
7-day agent supply memory period.

The titres during which the sgents were logged on are represented as a graph along the
raporting perod time ling,

An example of this report appears on the following page.

REPCETS
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RGENT SUPPLY TIME SCHEDULE: GROUP 1

Tooay
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GROUS AND AGENT ASSIGNMENTS REPORT
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CHAPTER 6

#

SPECIFICATIONS

| CHARACTERISTIC

Annpuncement Message
& Media
» Length, Standard
& Length, Mulliple Announce

& Length, Multiple Announce
with add-on Announce Timea

Audio Channels fwoice)
& Standard
s Muitiple Announce

& Mullipde Announce with
add-on channels

# Signal to Moise Ratio
* Y Cross Talk
& \F Rasponse

Telaphone Interface
# COJPBX Line Capachy
& FZ3 Registration Mumiber
# Ringer Equivalence
® Standard mounting
® Telophone Cabling

Dimensions, Main Linit
® Haight
& Width
» Depth

These specHications ara provided to assist you in establishing appllcations and accep-
tance criterla for the CMS-SR. Minor deviations from these specifications which do not at-
fact the periormance of the unit are excluded from the warranty.

PARAMETER

Scikd-state, digital volce recording, user-recardable
Variable: up to 64 seconds

Up to 2 minutes

Up o 17 minutes

1 ehanng
3 channals

7 channels

40 dB

50 dB

200 - 3000 Hz, = 2dB

12 lines per cablnet - 60 lines par system
AAFSE3-T2123-AN-N

1.08

Stand-alone cabinet

One USOC type RITIC connector per 12 CO/FEX
lines

£.0 inches
20.0 inches
2.0 inches

SFECIFICATIONS



CHARACTERISTIC

Dimensions, Control Console
® Heigit
* Width
# Depth
Frinter
* Interface
# Baud Rate
® Slop Bils
® Data Bits
& Parity

Power Requirements
# Primary Power
¢ (ptions and Data Battery

# Options and Data
Back-up time

& Digital Voice Battery

& Digital Volce Battery
Back-up time for singla-
or 3-channel CMS-5R

* Digital Voice Battery
Back-up time far 7-
channal CAME-5A

PARAMETER

1.0 inches (front), 3.75° (back)
16.0 inchas
10.25 inches

Serial EIA AS-232C
1200 baud

2

B

Na parity

120 VAC = 10% with ground
#2032, Iithium

1 yoar
12 vedl, rechargeabla

3 hours

1 1/2 haurs

&2
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CHAPTER 7
[ T T S S e Ty o T R PO S N

INSTALLATION

3] CAUTION: Installation of the CMS-SR should be made ONLY by a qualified service tech-

riciann.

UMPACKING

When the GMS-5R arrives, Inspect the shipping container for visible loss or damage. Than
carefully unpack the systam and examine the exterior for concealed loss or damage.

The CMS5-5R Is thoroughly tested, inspectad, and carefully packed before leaving the
Autemation Electronics assembly plant. Clalms for loas or damage sustained In transt
should be made upon the carrier, not 1o Automation Electronics, as lollaws:

» Visible Loss ar Damage: This must be noted on the freight bill or express delivery
sheet. The form required to file such a claim will be supplied by the carier.

» Concealed Loss or Damage: This is loss or damage which does not become ap-
parent untll the CMS-SR has been unpacked ard placed In service, When the
damage is discoverad, make a written request for an Inspection by the carrier's
agent within fifteen days of the delvery date. Then file a claim with the carrier. In-
complete shipments should be repaned Immadiately to Automation Electronics.

SHIPPING LIST

Each CMS-5R Is shipped In a specially dasigned contalner which we recommend be
refained for future use. Below is a list of the Rems which are shipped with all CM5-5Rs.
Additional Rems may be ordered from Automation Electronics.

# the Call Management System-Seniar (shipped in two containgrs), 1) control con-
sole, and 2} ling uni);

@ one Ownar's Mandal:

DN w.arraht-_.- card;- .
C — — - -}
@& one A power cornd .
& one G-fool, 24 AWG, 25-palr cable for connection between control unit and main

Lrit;
e one AJT1C Interface block (for each 12 lines)

INTERCOMNECTION TO THE SWITCHED TELEPHOME NETWORK IN THE U.5.A.

b IMPORTAMT: This device has been granted a reglstration number by the Federal Com-
mynications Commisslon (FCC), under Part 68, Rules and Regulations for Direct Connec-
tion o the Telephone Unes, and Subpart J of Par 15, Class A Computing Device. To
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comply with these FCC rules, you must read the following instructions and follow ap-
plicable portions completely,

Mo connaction may be made to party or coin phone lines,

If requested by the telephone company, you must inform them of the particular line(s) to
which such connection is mada, the FCC registration number, and the ringer equivalence
of the devics.

After the talephane company has been advised of the above you may connect this device.

Repalrs may be made anly by AEC, ar an AEC-authorized service canter. Unauthorized
rapairs void the registration and the warranty. Contact the seller or AEC for details on per-
misslble user-parormed rouling repairs, and for locations of AEC Sendce Certers.

If, through abnormal cireumstances, the tslephone lines are harmad, the device should
be disconnected until 7 is detarmined whether this device or the telephone line is at fault,
If thiz device Is the source, do not reconnect it to the telephone lines until i is repaired.

Should the telephans company notify you that the device is causing harm, it shoukd be
disconnected. The telephone company will, where practicable, notify you that temperary
discontinuance of service may be required. However, whara prior notice s not prac-
ticable, the telephone company may temparanly discontinue service, § such action is
reascnably necessary. In such cases the telephone company must a) promptly notisy vou
of such temporary discontinuance, b) affosd you the apportunity to correct the candition,
and ¢} inform you of your rights to bring a complaint to the FCC under their nues,

The lelephone company may make changes in its communications facilities, egquipment,
operations, of procedures, where such action is reasonably required in tha operation of
its busingss, and is mol imconsistent with FCC rules. IF such changes can be reasanably
expected 1o render this device incompatible with telephone company facilities, or reguire
micdifications or alteration, or athersyise materally affect its performance, written natifica-
tion must be ghen to wou, to allow uninterrupted serdice.

WARKNING: This equipment gemerales, usas, and can radiate radio frequency energy and
if met installed and used in accordance with the instructions im this manwal, may cause in-
terference to radio communications. [thas bean tested and found to comply withithe limits
for a Class A Computing Device pursuant to Subpart J of Fart 15 of FCC Rules, which are
designed to provide reasonabie protection against such intarerance when operated Ina
commearzlal emdronment, Operation of this equipment in a residential area is likely fo
cause imerference in which case the user at his own expenses will 0e required 1o take
whatever measures may be required to cormect the interferance.

INTERCONNECTION TO THE SWITCHED TELEPHONE NETWORK IN CANADA

»

NOTICE: The Canadian Depariment of Communications label identfies cerificated
equipment, This carification means that the equipment meais certain telecommunica-
tlons network protective, operational and safety requirements, The Depatment does not
guarantes the equipment will cperate to the user's satisfaction,

72
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Balore installing this equipment, users should ensure that it Is parmissible to be conneclad
tothe faciliies of the local telecommunications company. The equipment must also ba In-
stalled using an acceptable method of connection. In some cases, the company’s inslde
wiring assoclated with a single line Individual service may be extended by means of a cer-
tified connector assembly (telephone extanslon coed). The customer should be aware that
compliance with the above conditions may not prevent degradation of service In some
situations.

Repairs to certified equipment should be made by an authorized Canadian maintenance
tacility designated by the supplier. Any repairs or alterations made by the user Lo this
equipment; or equipment malfunclions, may give the telecommunications company
cause 1o request the user to disconnect the equipment.

Users should ensure for their own protection that the electrical ground connections of the
power utility, tetephone lines and internal metallic water plpe syslem, # prasent, are con-
nected together. This precaution may be particutary important in rural areas.

CAUTION: Usars should not attempt to make such connections themsetves, but should
eontact the appropriate electric inspection authority, or electrician, as appropriate.

IMSTALLATION SAFETY

AC P

When installing the CMS-SR, the following safety precautions must be obsarved:
# Mever install telephona wiring during a lightning storm.

s Mever Install tedephone |acks In a wet location unless the jack Is specHically
designed for wet locations.

& Mever touch uninsulated telephone wires or terminals unless the telephone ling
has been disconnected at the network Interface.

e LIse caution when Installing or modifying telephone lines.

OWER REQUIREMENTS

”?

The CMS-SR ks wired and shipped from the assembly plant for operation from 120 VAC,
B0 Hz, single-phase power line. The AC pawer cord supplied with the CMS-5R is provided
with & third wire ground. The AC power receptacle should not be controlled by 2 switch.
It should be on a branch circuit frée from heavy transients or voltage spikes and prolected
by a fuse or circuit breaker. A voltage spike protector is avallable at most computer stores,
and Iz highly recommanded.

CAUTION: Safe oparation of this equipment depends upon the use of a two-wire with LI
ground, 120 VAC, 15 Amp service wall receptacie.

DIGITAL VOICE EXPANSION

The CHES-SA is normally supplisd wrthszrrﬂnmes of Digital Violce memory, bul a wide
range of Digilal Yoice memory recording time capacities is optionally available. Refer to
the table on the follawing page. The recording time is detarmined by tha number and size

IMSTALLATION
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of Singla Infing Memory Modulas (SIMMs) plugged Into the EMCDY, Elthar 1-magabyte
(1M 3IMM) [(AEC part number C-854) of 258-kilobyte (256 K SIMM) [AEC part number C-
862) memony modules may be used, Up 1o four modules may be used and the bwo sizes
may be intermixed as desired,

NOTE: Althaugh 512-kilobyvie (512 K SIMM) (AEC parl numbser C-861) memory modules
are avallable, they should not ba usad In the EMCDY. 512 K madules consume twice the
power of efther the 256 K or 1 M modules, This may cause the voltage regulator which
powers the Digital Yoice Subsystem to overheat, or may impair the abilty of the system
to operate over the full power line Input voltage range (120 VAC +10%). The battery back-
Ui tirmee would also be reduced.

Additlonal memory modules may be added in the field # necessary 1o increase the Digital
Yoice recording time. Refer to the Dlgmi Yoloa Memcny Expansion section later in this
chapter,

The quantity and size of each module to produce each recording time capacity s shown
In the following table.

TABLE 7.1 - DIGITAL VOICE RECORDIMNG TIME

. TIME.| MEMORY MODULE TIME | MEMORY MODLULE
C(M: 51 | REQUIREMENT (M:5) REQUIREMENT
1M | 256K 1M 258 K
o= 1 = ; ph A
2:00 2 a0 | 2 1
310 a 10:45 2 | 2
4:15 1 . 12:55 3 i
4:15 " 4 14:00 3 1
5:20 ! 1 s 4 |
B:25 1 2 | * Four 255 K modules may ba
= 1 3 wbﬂmm fortha 1 M I'-.-'Ind ule.

DIGITAL VOICE MEMORY EXPANSION

»

The Digital Voice memory may easily be expanded after installation by adding the ap-
propriata memory modules fo the Enchanced MultiChannel Digital Voice subsystem
(EMCDV) according to Table 7.1,

CAUTION: Disconnect the system from power and tum off the Digital Veice Backup Bal-
tery switch before attempting to add or remove memaory modules. They are not designed

-4
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to be repiaced with the power on. Failure to take this precaution may result in damage to
the memary modules or the EMCDV. This damage is not covered by the warranty.

Digital Yoice messages will nat be retained afler a memony EXpansion,

To change the recording tima, perdarm the following steps:

1

Disconnect all power to the system and tum off the Digital Yoice Backup
Battery switch.

Remave the four screws and washers from the battom and [t the top cover off.

Grourd yoursslf to the chassis. This prevents the bulldup of static electrichy
which will damage the clrcuitry.

Determine fram Table 7.1 what memory modules will be used to make up the re-
quired recording time. First remove modules f necessary.

It is easy to remove memory modules, but I

tn diricilon ah done Incorreclly, the socket can be damaged
reg  Efd=ER.

~ Tal and made uscless, Look carefully at how the

(RS —| module is retainad In the socket. A plastic peg

w0\ gCh end of the sockst fits through a hole in

| Lire pyt? oY the small printed circuit board of the module.

Feg wemary medule, A3 MIght next 10 each peg is a plastic hook that

relains the module on the pag. Each hook must

b earefully sprung slightly to sach side to allow the module to be unhooked from

the peg. DO NOT BEND THE PLASTIC HOOK TOO FAR. This would result in the

hoak braaking off. When the module is free of the pags, it can be Iited out of the

socket.

Te relesse. bend Boak

CAUTION: Statie electricity will destroy the memory modules. They ars not warranted
angainst static electricity damage. You must always be grounded to the frame of the
system when inserting or removing SIMM modules. Also, power mus be off when
inserting of removing the SIMMs. The remaved modules should not be discarded. Keep
them as spare parts for possible future use. They should be packed in an antistatic bag
or wrapped In aluminum fall to protect them from statlc damage.

Install new modules as NeCessany.

Inetalling & new module is basically the reverse of the procedure 10 remove an ex-
isting madule, The exception |s that as the plastic hooks may be kgmored as the
module Is hooked onto the pegs. The hooks will clip over the new module when
the pegs have fully engaged. Make sure that the module |5 insorted i the right
prientation. It fits only one way easily.

There are no jumpers or switches to change. The memory modules may be
plugged Inta any SIMM socket, as long as SIMM socket 1 s also used.

HOTE: Tha EMCDY will not aperate § SIMM socket 1 is emply.

T

Procesd to the next saction to test the EMCDY.

INSTALLATICN
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TESTING THE EMCDV

1

The EMCDV should be tested to verify that the installation or mamaory expansion has baen
performed correctly. Use the following procedure:

Reconnect the power line and twm the system on. Switch on tha Digital Valce
Battery Backup switch,

If the Digital Voice Battery Backup switch is wumed on first, the EMCDV may naot
start.

Walt about 1-1/2 minutes for the EMCDV to test the memory modules.

During the test, the status Indicators flash alternately, indicating that the test is in
Process.

¥When the memory test Is complate, the status Indicators will stop fashing, Maow
%61 up the system to record 8 message.

The total recording time available should be the same as or mare than the amaeunt
shawn in Tablae 7.1.

If the recording lime is right, go ta step 7. If it is lass than the specified amount,
parform the following steps:

Using a metal-tipped instrumant such as a screwdriver, momeniarnily short fo-
gether the two vertical contacts as shown in Figura 7.1, which follows. To avaoid
static eleciricity damage, keep one hand on the frame of the system as you
do this.

This causes the results of the memory test to be displayed. The twa status lamps
flash simultanecusly. You will see a seres of fashas, with pauses in between.
Count the number of flashes cocwrring between pauses. The counts may be 1, 2,
3, or 4. The counts refer to the memary module SIMM socket numbars, A SIRM
sockel number will be displayed if the socket is empty or i the memary module in
that socket is partlally ar completely defective,

If the display indicates that a SIMM is defective, remeve power from the system
and turn the Battery Backup switch off,

If a SIMM is indicated to be defective, but the recording time available is the same
a5 or more than that indicated in the previous table, this indicates that anly a small
part of the 3IMM Is defective. The EMCDV will autematically refrain from using the
small defective part of the memory, so you may elect te not replace the SIMM. If
¥ou clatermine that the SIMM should be replaced, do so at this time and return to
step i1,

Replace the lop cover of the systam and fasten with the four screws and wash-
rs you ariginally removed.
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FIGURE 7.1 - EMCDV SHORT TEST LOCATION
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GROUMD START/LOOP START SWITCH

A PREX/EKTS system operates on either ground start or loop start GO/PBX lines. Each 3
line card may be Indiidually set to ground start or loop start. The telephone or intercon-
nect compary will advise yau which fype your syslam Usas.

This option is set upon installaticn of the CMS-3R, and will not need 10 e reset unless the
tefephone system ks modified or changed.

RAING ALL CALLS THROUGH

The Ring All Calls Through feature may be used when the FABX queues calls, and the an-
nouncement, musle-on-hold, and superior reporting capabilities of the CMS5-3R are
needed.
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When Ring All Calls Through is enabded, the CMS-5R rings all calls threugh by growg. This
ks set as a separate Yes/No option far sach group.

Ring All Calls Through Is enabled as through a hicden key an Cveray B above Zers Data.
A zero setting disables this feature, a sefting of 1 causes the CMS-SR 1o Ring All Calls
Through. The Factory Setting is All 0 (Ring All Calls Through is set Off). This satting is
reported on the Group Options Report.

CAUTION: it is the responsibiity of the installer to make certain that 1) the CMS-SR wil
never ke required to ring more than 12 lines through simultanecusly and 2) that the ringear
equivalence of the telephone system is low enough that 12 lines can ba fung ira it. In
seme PABXs with higher ringer equivalences, it may not ba passible to ring 12 lines into
it.

LINE UNIT LOCATION

Select a location for tha CMS-3R line unit which:
& is within 25 leel of the telephane intarfaca:
® has enough space 1o provide adequate support and stability to the wnit;
& provides a sale working area, and |s accessible to authorized users:

® has sufficlent clearance above the fleor to avoid damage from water or physical
damage incidental to cleaning;

® is clean, dry, well ventilated, and free from comosie furmas:
® i5 not subject 1o lemperature extremes; and
® i3 near a commercial AC power receptacie.

CONTROL CONSOLE LOCATION

The location of the control console should meet the same requiraments as for the ling unit:
with the exception of the proximity to the telephone interface. The control console Is con-
nected to, and draws ts power from, the line unit, i should be within 150 fest of the line
unit.

With the additicn of the optional Console Extander Power Supply, the distance between
the contred console and the line unit may be ecdended to 1000 feat,

CONSOLE EXTENDER POWER SUPPLY CONNECTION

In situations where the control console will be placed farther than 150 feet away from the
main line urit, & Console Extender Fower Supply must be installed. This unht will be
powered automatically whenever the maln pawer switch is ON,

The Console Extender Power Supply must be installed on the conscle end of the lang
cable run. First, connect the 25-pair cable from the control console to the plug on the Con-

fil
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sole Extender. Then connect the cable from the main unit to the Console Extender, Be
sure the cables are connected corectly. Incormectly installed (reversed) cables wil
damage the Console Extender and the CMS-5A. Now, plug the Console Extender power
card into an AC powsr plug. When the line unlt is powered and the Console Extender s
plugged in, the power lamp on the Conscle Extender should come on. Hit does not, check
the Cansole Extender fuse, Always replace the Conscle Extender fuse with one of equal

rating and type.
FIGURE 7.2 - CONSOLE EXTENDER POWER SUPPLY CONMMECTION
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| FIGURE 7.3 - SYSTEM INTERCONNECTIONS
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AUXILIARY UMIT
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AUXILIARY LINE UNIT CONMECTIONS

Auilizry units are connected to the maln unit before they are connected Lo the telephone
interface. Adiary units are connected to the telephone lines in the same way as thi main
line wni.

 Flyg the 50-pin connecting cable from this maching into the next awdiary (o
main) wnit. On auxiliary units, this plug will be labeled "ALX 17,

¢ Set the Ground Start/Loop Start switches comectly.

& Set the level of this unit on the Device Select Switch. This is a two-position switch
lacated on the back panel. The maln unit is always Level 1; the first auxillary unit is
Levid 2, and s0 on. The table below lists the switch settings.

-

LEVEL MO./SWITCH A |SWITCH B
2 ON ON
3 OFF ON
4 ON OFF
B OFF OFF

s Mow connect the unit to the RITIC interface, and proceed as for a singledevel
unit.

PRINTER LOCATION AND CONNECTION

The opticnal printer may be connected either to the control console or to the line un't
Baoth units have AS232 connectors. The printer should be located within 300 feet of the
control consoda. If the printer Is powered from the line unit, and the line unit ks 100 feet
from the control conscle, then the printer must be no more than 200 feet from the line uniz

PIN | CIRCUIT | DESCRIPTION.
1 A Protective Ground or Shield
2 BA Data from PrinterModem !
s BE Data to Printer/Modem ‘
7 AB  Signal Ground
B i . PF Modem Carrier Datact
_i.l ~ SCA High {+12V)
| 20 | CD DTE FReady
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ON-HOLD MUSIC SOURCE LOCATION AND CONNECTION

The optional on-hold music souwce should be located within 5 feet of the CMS-5R maln
ling unit,

The optional music source output s connecled 10 the "Music 8 chms® ferminal strip on
the CME-5R main unit rear paned. The music source must be capable of driving an 8 ohm
load, with no more than 172 watt power output, and should have an adjustable sutput level
which is used to set tha On-Hold Music volume on the teephones.

If the installation uses an existing music source with an autput that cannat be adjusted it
will be necessary [o install an B te 10 ohm L-Pad in the cable between the music source
and the CMS-3R. On-Hold Music volume may then be adjusted with the L-Pad.

When using a cassette tape machine as the music squrce the cassette power supply s
plugged into the "Music Source® outlst on the CMS-SR main unit rear panel, This outlet
turns onwhen a call begins ringing, and turng off when there are no calls on CME-38 Hold.
This prevents unnecessany waar and tear an the cassette maching,

Alamp connected 1o the an-hald music saurce outlet will be lighted whanever & call is on
hald far any group, providing a secondary indication of call traffic.

ALARM PORTS CONNECTIONS

The CM5-5R can be programmaed to utilize up to 4 separate alarm systems. These ares ac-
tivated whan the Hold Time Alarm setting has boen excoeded.

The alarms consist of 3 contact-closures and one AC outlet Each of the 3 contact
closures is connected to a pair of screws on the terminal strip on the back panel of the
i line.

RJ71C INTERFACE INSTALLATION

The RJTIC bock provides a series connectlon on tip and ring for a maximum of 12 lines
per bloeck. The beck is equipped with two S0-pin ribbon conngctors (femalg) which
provide the means of connection to the CMS-5R. Both connactors are wired identically,
&0 aither ang can be used for conneclion,

A pre-wired bridging adapter is shipped locse with the RJT1C block for use in providing
the series connection when the CMS-5R is not connecled. To disconnect the CM3-SR,
first plug the bridging adapter into the unusad connectar on the side of the RJ71C block,
then unplug the CME-5R from the bock. Inserting the bridging adapter before discon-
neciing the equipment will prevent any calls from being disconnected.

Lse the following steps when installing the BJT1Z inderface:

INGTALLATION



1 Raniew the "Before” and "After' diagrams (Figure 7.4), illustrating
the RJT1C Installation.

2 Mount the AEC-provided RJ71C Black In the chosen locatior.
b} MOTE: The RJ7T1C block must be within 25 feel of the CME-5R.

k! Identify which lines are 1o be cannected ta the CMS-3R. As you
proceed with the installation, connect one line at a tima.

4 Flug the bridaing adapter provided with the RJ71C into one of the
connectors (either one) on the side of the block.

For the following steps. rofer to the RJT1C Connection Dlagram (Figure 7.5).

L Cannect the fisst line of the RJ21X or, f extensions are baing con-
nected. the PEX extenslon to the first pair of clips on column A of
the RJTIC,

4y CAUTION: Using a muttimeter, verity the polarity Is comect. Ground, Ring: -48 VDT,

B Install bridging clips batween column B and C on palr 1.

T Cannect the 13th pair of elips on column A of the RITIC Lo the
FEX trunk input block.

b CAUTION: Using a multimater, verify the polarity is corract. Ground, Ring: -48 VOC.

& Install bridging clips between column B and C on pair 17.

Ling 1 of the RJTIE Is now completed. To ecnnect the remaining lines, repeat steps 3
through B, terminating the connections on the mext available pair of clips in sequence on
tha RJ71C (refer to the RJ7T1C Connectian Chart).
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‘ FIGURE 7.4 - RIT1C BEFORE AND AFTER DIAGRAMS
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FIGURE 7.5 - RJ71C CONNECTION DIAGRAM
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RJ71C CONNECTION CHART

Tha table below lists tha ling number, followed by the number of the line pair which go Inta
the CMS-SA, followed by the pair number which go out of the CMS-5R.

LINENO. | PAIRIN |PAIROUT| [UINENO. | PAIRIN |PAIROUT]
1 = p o
2 2 14 B B N
3 3 15 g 9 21
4 4 16 10 10 T ma
5 5 47 1 1| =2
5 6 18 12 | 1z 24

| Palr25is not used.
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CONNECTION TO THE INTERFACE

The CMS-5R should be turmed OFF, wsing the maln AC power switch on the back panel
of the main unit. Thara will be ane 25-pair plug-to-connector cable. Cannect the cable to
the plug on the CMS-SA first. Check the interface block as described balow,

With a meter, chack block far:

# the proper amount of voltage across T and R, and across T1 ard R1: this should
be approximately 48 volts with the phone on hock, and betwesn 4-12 valls when
thie lirwe is in wsa; and

® proper polarity: Ring should be negathve.

There are two types of RJ71C interfaces, 1) the type that has two connectors and uses a
bridging plug, and 2) tha typa that has one connector and automatically bridges when the
plug s remowved.

For Installations using type 1) intedfaces, simply Inser the 25-pair ribbon plug, and remave

the bridging plug. Retain this bridging plug for use in the event the CMS-5R Is discon-
nected from the inledface.

Far installations using 2) the autamatically bridging plug, simply plug in the 25-pair ribhan
plug.

STATION GROUP INSTALLATIONS

Cine additional CM3-5A line card is required for each 3 stations to be monitored. A ling
card can handle normal CMS-5R functions with some of its line circuits and handle sta-
tion monitaring with the remaining line circuits, & necessary. However, all line cards usad
for slation monftoring must be set to Loop $tart using the switch on the rear panel of the
CMS-5R Line Unit. The monitored telephane station sets must be replaced with single line
sels and the PABX station cards must be adjusted or replaced 1o accomodate this.

The telephona line connection between the CMS-5R, tha Central Office (C0), and the
PABX remains standard. Additional CMS-SR line cards are installed so that each ling cie-
cult Is placed between each PABX station port and sach corresponding station telephane
set. The CO side of the line circult connects to the PABX station port and the PABX side
of the line circult connects to the station telephone set. The line circuits manitoring sta-
ions should be placed in separate group from those line circuits serving lines narmally.
The station group or groups should be left in Answer Off mode.

Figure 7.6 llustrates the connection.
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FIGURE 7.6 - STATION GROUP CONNECTION
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ENABLING THE DIGITAL VOICE RECHARGEAEBLE BATTERY

A 12 volt rechargeable battery backs up the digital volce recording memary, and protects
it during AC power fallures of up to twa hours. This battery Is charged whenever the CM3-
SR is recefving AC power and the main power switch is ON.

The battery power switch has been swhehed off at the factory 1o retain a charge on the
battery. It must be switched on to enable the Digital Volce battery backup. The switch is
an the rear pang aof the mmaln ling unit,

BATTERY REPLACEMENT

Lithium batteries protect the user-programmed options and gathered data for at least cne
year withaut AC power. One |s located in each line unit, and oné In the console wnit. These
batteries have an exceptionally long Ife, and are soldered directly Inta the circuit. The con-
dition of thase batteries can be tested by using the Self Test described in Chapter 4.

The Digital Voice is backed up by a sealed lead ackd rechargeable mainterance-free bat-
tery. This battery has a Iife of four to fhve years. It is located in the Main Unit and s easily
plug-in replaceable. Be sure it |5 switched ON,

IMETALLATION 7T



INSTALLATION CHECK PROCEDURES

® Connect the CMS-SR line unit to the contral consede. Connect the Consale Ex-

tendar Power Supply H nesded.

¢ Set the Ground Start/Loop Start swhtches,

® Connect all awdlary units to the main wnit,

® Caonnect the optional printar.

# Connect the optional on-hold musle source.

* Connect all alarm units to the alarm ports.

& Connect the CM3-5R to the telephone interfacs.

® Flug the 120 VAC power cord into the rear of the CMS-S5R maln unit, then into a

120 VAD outlatl.

® Turn the CMS-5R main power switch OM.
® Turn on the rechargeabla battery switch.

® Frogram the CM3-SR optlons (the Factory Options will be in effect). Be sure the
telephone system and peripheral option seftings are correct, Refer to Chapter 4.

® Make the Answer Hold and Answer Drop recordings, and any desired Answer
Hold Second and Answer Hold Repaat recordings.

& Salect Answer Hold mode,

OPERATING THE CMS-5R FOR THE FIRST TIME

1

After the CME-SR has been Installed, or alter service or repalr, the operation of the uniz
should be verified by conducting a Self Test as described in Chapter 4, and through the
steps outlined below.

Select the Seif Test Report on the Security Crverday. This will provide for auto-
matic logging throuwghout the Operational check.

Dial Line number 1 connected 1o the CM3-SA.

Listen for ringing, an indication that the telephone connection |s operating cor-
racily.

Listen for the Answar Hold and Angwer Hold Second messages, and subsaquent
on-hald music (f provided); check that the messages are clear and under-
standabia,

If an Answer Hold Repeat Message Is used, check that the Delay and Dalay to
Repeat times are accurabe.

Watch the Ling Lamp for this line, indicating when it has come under CM3-SR
contrgd, and when it becomes the longest walting call (rapldly flashing Line
Lamp).

7-18
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6  Also note that the System Status on the display indicates the number of calls
walting: the line number of longest waiting call, and time, in minutes and sec-
onds this call has waited,

7 Have someane take the call and verify that the CMS-SR releases tha line.
B Repeat Steps 2 through 7 for each line connected 1o the CMS-3R.

MAINTENANCE

The CMS-5R is the result of many years of design, development, and mademn electronic
manufacturirg. This system has been designed using CMOS microprocessor technology
and oparales at low DC pawer lovels. 1t can be expected to operale for a long time without
periodic adjusiments.

INGSTALLATION
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APPENDIX A

ﬂ

FACTORY SETTINGS

The following | a list of the CMS-SR Factory Settings, which will be In effect when the unit
Is operated for the first timea, and after 2 Restore Factory Optlons acticn.

RESTORING FACTORY OPTIONS

When the Restare Factory Options key on the Security Crverday ls selected, the CMS-5R
rasets itsalf to the Factory Settings. Telephane managsment information totals are laft in-
tact.

AUTOMATIC REPORTS

[ FIRST REFORTTIME | 9:00 AM

" REPOAT INTERVAL (H:M) o I
REPCRTS PER DAY g
REPORT ZERD ' YES
DAILY ZERD TIME 8:00 AM

| REPORTING DAYS " MON TUE WED THU FRI |
HISTORY REPORT DATES a1 R
FRINT INTERVAL REFORTS (Y/N) NO B

- " PRINT DAILY REFORT (Y/N) YES GROUF 1 ONLY
" PRINT HISTORY REPORTS [Y/N) | ¥ES GROUP 1 ONLY
| THE NEXT REPORT IS SCHEDULED FOR | 9:00 AM

AUTOMATIC ANSWER SCHEDULES

ANSWER OFF TIME OFF
ANSWER HOLD TIME OFF
i_A.N SWER DROP TIME OFF

FACTORY SETTINGS A-1



GAROUP OPTIONS

LINES IN ALL GROUP 1| [ RING DELAY 1
TRUNK BUSY STUDY | ALL | | DELAY FIRST CALL ONLY | YES
|INBOUND ONLY LINES NONE SCREEN CALLS FIRST | NO
| PRICRITY INTERCEPT NOME SCREEM CALLS SECOND| NO
PRICRITY INTERCEPT TIME | OFF HOLD TIME ALARM (M:S) | OFF
RING ALL CALLS THROUGH ALL 0 (OFF) ATTENDANT MONITOR | YES
OUTGOING LINE |

AGENTS VS PRIORITY LIST |
| NUMBER OF AGENTS | =0
| NUMBER OF PRIORITIES | 1

AUDID BOATS
“ANSWERHOLD FIRST | OFF | | ANSWER HOLD REPEAT | OFF
| ANSWER HOLD SECOND | OFF | | ANSWER DROP OFF
ALARM PORTS
PORT STATUS SIGNAL RATE
A OFF INTERAUPT
B OFF INTERRUPT
c OFF INTERRUPT |
AC OUTLET ON |  STEADY
CONSOLE ALARKM ON | INTERRUPT

FACTORY SETTINGS



ELEFHOME SYSTEM

| DIALTONE DETECTION | NO TOME SAMPLE TIME (SEC)
| BUSY DETECTION NO TOME IGNORE TIME (SEC)
| REORDER DETECTION | NO

| CPG TIME (MSEC) 5 PRIORITY CALL TIMEQUT | OFF |
| RING LENGTH (MSEC) | 1000 RING TIMEOUT (M3EC) 5000 |

SYSTEM FRINTER

PRINTER TYPE 1

a T

S

REMOTE REPQRTIMNG

REMOTE ACCESS DISABLED

REMOTE REFORTS | PREVIOUS DAILY

FROTORY SETTIMNGS
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APPENDIX B
#

ACCESSING THE REPORTS REMOTELY

The Remote Reporting feature of the CMS-SR enables you to access most of the CMES-
SR reports for any or all groups from a remate location.

DESCRIPTION OF THE SYSTEM

The Remote Access feature s utilized with a 1200 Baud auto-answer mpdem, 8 remole
moderm, and a remote prirter of one of the types listed in the Printer Test section of Chap-
ter 4.

SETTING THE SYSTEM NUMBER

In applications in which the reports from several CMS-5Rs will be accessed, each system
may be given a separate number, from 1 to 9399, This system number will appear on zll
pririted reports. This nurmiber Is set by using a hidden key located an the control conscle.
Aefer to the Remate Access Hidden Key Locations fiqure.

® Select the hidden key The CM3-SR displays the current system number,
SYSTEM HUMBER or 0" if o number has been set.

# Entar the new system Using the numeric keypad, choose any number
number from 1 10 9923, The numbers are presantad on the

display as they are entered.
To remowve the system number, enter "0

& Select ENTER The display blinks the new number. Syslem num-
ber selection is now complete,

ACCESEMNG THE REFOATS REMOTELY B-1



FIGURE B.1 - REMOTE ACCESS HIDDEN KEY LOCATIONS

ENAELING REMOTE ACCESS

Eefore the remote access feature will operate, it must ba enablad. The Remate Access
Enable key is a hidden key located an the Console, Whan you enable the remote access
feature. you will also be setting the type of modem error detection (parity) to be used. The
parity settings are as follows:

0 = Aemate Access is nat enablad

1 = Cdd parity
2 = Even parity
3 = Mo parity
® Select the hidden key Tha current setting (0 - 3) will be displayed.
REMOTE ACCESS ENABLE
® Enter the parity setting Using the numeric keypad, enter the parity selting
(0.1, 2, ar 3). The setting number will be presented
on the display.
® Select EMTER The CMS-5A will blink the new sstting. Aemota

Accass s now enabled,

Any type of parity selaciad will enable remate access. The remate printer must be set to
tha same parity as the CMS-5R. It is recommended that Odd Parity or Even Parity, rather
than No Parity, be used 1o minimize any disruption In the report prinfing caused by
tedephona line nolze.

ACCEREING THE REPCATS REMOTELY



WHEN REPORTING IS DONE OMLY VIA REMOTE ACCESS

I the CMS-5A raports are only to be accessed from a remote location, and not printed lo-
cally, the report scheduling must be done as follows:

# Sel up all report schedules the same as B they would be printed lezally,
& zat tha Print Repart (Interval, Daly, and History) to “NC; and

# program the Previous Report(s) to print remotely.

® ‘Walt until after the schedided print time(s) o access the reports.

SELECTING THE REPORTS TO BE PRINTED REMOTELY

You may program the CMS-SR to print remote reports for any or all groups, any or all of
the lollowing repors:

& Current Interval

& Currant Daily

* Cyrrent History

+ Current Staffing Requirements
¢ Previous Inlarval

® Previous Daily

® Fravious History

& Pravious Staffing Requirements

These raparts may be programmed as follows:

# Select the GROUP KEY The key selected lights steady.

# Select the hidden key Keys for the four Current report types that are pro-
REMOTE ACCESS grammed to print remately light sleady. Current re-
REPORTS ports not scheduled to print remately blink,

» Select or de-select current The report type keys are altemate action. Light the
REFPORTS lamps steady for the reports you wish to have

printedrameately.

Extinguish any lighted keys for repors you no longer wish to have printed remaotely.

# Select the PREYIOUS key Keys for the Previous report types that are pro-
grammad to print remotely light steady. Previous
reports not presently scheduled to print remately

bdimk,
® Splect or de-select Previous  The keys are altemate action. Light the lamps
REPORTS steady for the reports you wish to have printed re-

motely. Extinguish any lighted keys for reporns you
no longer wish to have printed remaotely.

ACCESSMG THE REPOATS REMOTELY B-3



e Salect ENTER The reports programmed t© pent remolely wil
blink. All other lamps will be aut,

A Group Options Report will further verify the Ae-
mota Reports satings.

Repeat this procedure for each GROLUP,

ACCESSING REPORTS REMOTELY

Onee you have enabled the Remota Reporting, and chosen the reports to be printed; you
are ready 1o retrieve reports remataly.

To retrigve remaote repons,
® Dial the modem line number. When you hear the modem tone;

e switch the Volce/Data switch on the modem to “Data”. After a brief pause, the
reports will begin printing. 'When the reports have been printed,

& relum the Voice/Data switch to “Voica”, and hang up the phone.

The graphics on the remote reports are simplified. The reports will be similar 1o thase In
the Example Remcote Report, which follows.
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AEC (Al 1 MARBGEMENT STYSTEM-5R REMOTE REPORT

REPORT GROUP 1 CUSTOMER SERACE ETAFF: B
REFDORT PERICO: 5:00 AM TUE SEP 16 - 518 PW TUE SEFP 16
e TR L ETTT I
IKMFORMATION TOTALS
CUTGOING CALLS 65
INCORMING CALLS ™A
DIRECTLY ANSWERED CALLS &7 | BE)
SEQUEMCED CALLS k| | BE%)
AMNSWERED FROM SECLUENCER [ B5%)
ARAMDONED FROM SECLIERCER 1048 | 15%)
CALLS EXCEEDING ALARM TIME 303 {41%)
AVERAGE SEGUERCER HOLD TIME 1-38 (L8]
SVERLGE TIME BEFORE ARAMNDOMMENT 240 (RS}
P LLLI L LT e wiae
SECAJENCED CALLS
TIME AMNSWERED AELAMDONED
M5
0:m
A R0, a X
W]
B3 RO 4 X
00
BT e e e a8 XX
0:30
40 P00 2 X
045
19 0000 1 X
1:00
30 M0DO000 5 X
1:30
123 200000NGO0OON000IN0ONIN0NNNG000E 14 MG
2:00 AL ARM TIME
VO e e e D 18 Mk
2030
B2 PO 19 K
300
AR OGO 14 K
400
18 H0000 5 XX
5:00
8 e 11 XX
G:00
D 1}
T:00
o o
B:00
o 0
s:00
o o
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i Ay L L

CALL ACTRATY
LIME NGOG COUTGOING
1 R b g
4 T a
3 == i a
4 45 00000 a
] 22 K00 o
-] E X ]
T 1] 0
B Fo R 12 XX
B G2 OO0 3
1 A G 1
1 [ 4 15 XX
12 4 ¥ e 000
13 [ R 45 HOGG00g
14 88 OO0 43 0000
15 8T 00000 BE N0
16 E 58 000000
794 268
L} e Ll L R e s e s R e L L L]
BUSY STLDY
INCOMING TRANSACTION TIME CUTGOING TRANSACTION TIME
LIME TOFAL (HM)  (M:5) AVERAGE TOTAL 1H:M {MES) AVERAGE
1 a kS - Gy 0 0
2 521 X110 = 0 0:00
3 4:%3 4;01 " d:00 0
& o+ [} 302 L Q:00 Leln
5 12 355 = 000 HLEH]
4] 1r 247 " 000 el
T G 0:00 - el G
4 S5 i i " 137 8.05
il 323 oz b [edut. ] 237
1% 1:38 ez - Q04 b
11 33 218 " 38 2:Ed
12 ez 300 » 2:05 355
13 SE3 521 " 242 3as
=14 41 547 - 212 04
5 455 s ¥ 412 421
=g d:14 504 ' e F35
L]
5300 350 . 1704 3:25

* THIZ COMBINATION WAS BUSY 24% OF THE REPDRT PERICD: 218 TOTAL [HM)
1:35 ANVERAGE [H:M|
00 LONGEST [H:Mb

O T

TOTALS ZERDED
M5 '.H. %

CALLS CAllE % % ANTE OWER THMK
DATE OUT I SEQ  ASD SEQ  ALARM BUSY
515 PM TUE S£F 16 MME O OTDR QEN 15% 135 4% Sam
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BEC CALL MAMAGEMEMT SYSTEM-SR
REMOTE REPORT
REPOAT GROUP 1 CUSTOMER SERVICE
REPORT PERICE: 8:00 AM TUE SEP 16 - 5215 PW TLIE SEP 16
i e S O i i ok i e TEEEEE ¥
GRIUFE  TIMEHM TIME H:M TIME H:M
AGENT ASSIGHED LOGGED-IN  AVAILAELE  UMNAVAILABLE
BERMIE BRECHT 1,23 215 1 9% 100 0%
WINMIE CHURCHILL 1,23 s 818 90% 10 R
CHUCK DICKENS 1 15 Bi1E 90% 100 0%
BILL DLIRAKNT 1 w15 18 80% 10 0%
SHERARY HOLMES i 16 Bi15 90 00 0%
PERRY SHELLY i 15 gs 80% 100 0%
JACH STEIMBECH i 1% Bi5 80w 100 0%
QUNGY WAGSTAFF 1 400 400 100% 0:00 0%
[ 13 Ll g FEEE SR i i i [
STAFFIMG REOUIREMENT SUMMARY
T00AM. 500 AM 02 - a1 1200 FM - 12230 PR
RODAM. 250 BM 21 = & 1230 PM - 2:30FM
FoDAM - 1200 FM 08 5 0.6 ZIDPM - 430PM
" 1.0 A:30FM - T00FM
&
21 1D . a7 1B

EFFECT OF REMOTE REPORTING ON LOCAL REPORTING

When the Remate Reporing feature is accessed, it will hanve the following effect on local
repariing:

® If & repodt |s In progress when remote access ks begun, the local report will stop,
ard the remote access will be sarviced. When the remote access s compdete, the
interrupted report will be reprinied.

¢ If any automatic reports come due while the Remote Reporting feature Is being ac-
cessed, these reports will B2 delayed untll after the Remote Reporting is complete.

¢ Local requests for manual reports will be delayed until all Remote Reporting ac-
tivities are completed.

® Exceplion reports will walt until the Remote Accaess is complete, and then print ko-
cally.

AGCESSING THE REFORTS REMOTELY B.7
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APPENDIX C
ﬂ

ATTENDANT MONITOR

This section describes the oplional attendant monitor, which Intarfaces directly with the
Autamation Elactronics CMES-JA and CMS-SR. The unit ks llustrated in Figure C.1.

These units are designed to be placed at sach aftendant’s work station. They present 1)
the number of a line avaiable for an cutgaing call, or the longest waiting call, 2) the time
the longest waiting call has walted, and 3) the number of calls waiting.

LOCATION

The attendant maniter is a stand-alone unit, which may sit on a desk, or be mounted on
awall. Figure .3 llustrates attendant monitor installations. Refer to the maxdmum distan-
ces dascribed below,

FPOWER REGQUIREMENTS

Each attendant maenitor requires power in the form of 300 mA, at @ to 20 volts DC.

Tha CMS-SA may power up to four attendant monitors. The conneclions are made
through the Jack on the back of the main unit. The attendant monitors may be powered
from the control console, but the maximum distance batwaen the main uni and the con-
trod consolo will be reduced, unless the optional Console Extender Power Supply is used.

Thi CM3-JR may power upto two atiendant monitors, The connections are made through
the jack on the back of the CMS-JR.

Optional wall-rmaunt transformars may be used to supply power to as many additional at-
tendant monitors as desired. These transformers also increase the maximum cable length
to at least 1000 fesal.

ALLOWABLE CABLE LENGTH TO ATTENDANT MONITOR

—

- MUMBER OF * WIRE SIZE (AWG)
ATTENDANT Mo
- HﬂHITURE EEE Ry -t S -
19 22 | 24| 28
1 280 | 140 | 90 50
2 | 140 | 70 45 25
3 |80 45 30 15
4 70 a5 20 10

ATTEMDAMNT KOINITCR C-1



This table assumes the extreme case, inwhich all of the attendant moniters are 2t one end
of a long cabde. If attendant manilors are spaced along the cable, then graater distances
are possible,

Whan the optional wall mount transformar is usad to power an attandant manitor, then at
least 1000 feet of 19-22.24-25 gauge cable may be used.

The effect of powering an attendant monitor through too great a langth of cable is that the

display will be dim (or off). It does not harm an attendant monitar to oparate it In this can-
diticon.

The GMS-JR may power only two attendant monitars, nat counting those pawered by op-
tignal transformers. For these units, the distances in the table should be deubled.

FIGURE C.1 - ATTENDANT MONITOR FRONT and REAR PANEL

FRONT VIEW REAR VIEW

i

RING/AL ERE
A-DuGIm YOLUME
DISPLAY SWITCHES ADJUETMENT

FIGURE C.2 - INSTALLATION/WIRING

This illustration appears an the following page.
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b s . IT FOR EACH
ATTENDANT MOHITOR

ATTENDANT MOHITOR POWERED EY M5  ATTEHDANT MOHTOR POWERED BY POWER LWIT
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FIGURE C.3 - ATTENDANT MOMITOR INSTALLATIONS

WALL MOUNTING INSTRUCTIONS

OPERATION OF THE ATTENDANT MONITOR

Each attendant monitor must be assigned 1o cne call managemeant group. The attandant
manitor first displays the number of calls waiting and the numbar of the ling to b used far
an outgeing call, Next, it presants the time, in minutes and seconds, that the longast-wait-
Ing call has waited,

Thera |s also an intemal call ringing Indication, as well as an alarm which warns whan 2
call has exceaded the On-Hold Alarm time. Refar to tha Calls Cregr Alarm Time sectlon af

this chapter.

The Outgoing Line Display may be disabled, as describad In this chapter. In that caze, the
unit will present only the number of calls waiting, follawed by the: tirme the longest-walting
cill has been waiting.

The brightness of the attendant manitor display may ba adjusted through a switch located
on the back panel, Refer to the Atendant Monitor Switch Settings section of this chapter

SETTING THE GROUP NUMBER

Each attendant manitor must be assigned to only one of the CMS-58 groups. Thiz assign-
ment is made using the dip switches on the back panel of tha attendant monftor, Refor to
he Attendant Monitar Switch Seftings section of this chapter. If none of the switches are
selected, the attendant monftor will present data for Group 1.

The Factory Setting for switches 1 through 4 is OFF. Information will be presented for
Group 1.

For CMS-JR, these switches have no effect. This unit is designed to handle ane graup.

ATTENDOANT MOMITOR



CALL RINGING

A ringing call s indicated from the attendant monitor by an electronic ring. The ring will
sound only when there is an Incoming call and there are no agents on incoming calls.

The volume of the ring is set by a potentiometer on the back of the unit, Mustrated in the
Attendant Monitor Front and Rear Panel figure in this chapter. The unit s shipped from the
assambly plant with thiz set at the mid-way polnt. To increasa the volume, turm the pot
elockwise; to decrease the volume, tum the pot eounter-clockwise, This adjustmant wil
also afiect the alarm vplume.

The ring may also be disabled, using a dip switch on the attendant monitor rear paned,
Refer to the Attendant Manitor Switch Settings section of this chapler.

The Factory Setting Is OFF. The attendant monitor call ringing indication will nat sound.

CALLS OVER ALARM TIME

As lang as any call has excesded the user-selected Alarm Time, an On-Hekd Alarm will be
sourded from the anendant manitor.

The voluma of the alarm is set by a potentiomeater on the back of the unit, llustrated in the
Attendant Menltar Front and Rear Paned figure in this chapter. The unit s shipped from the
assembly plant with this set at the mid-way point. To Increass the volume, tum the pat
clockwise: 1o decrease the volume, tumn the pot counter-clockwise. This adjustrment will
also afeet thie ring wolurmsa,

The attendant manitor On-Hold Alarm may be disabled, using a dip switch on the atten-
dant manitor rear paned, Refer to the Atendant Manitor Switch Setfings section of this
chapter.

The Factory Setting Is OFF. The attendant monitor On-Hold Alarm will not sourd.

ATTEMDANT MOMITOR -5



ATTENDANT MONITOR SWITCH SETTINGS

These switches are used to 1) establish which group is monitared, 2) control the display
brightness, determing whather or nat the 3) local call ringing, and 4) attendant monitor
on-hold alarm will sound. The table which follows lsts the effects of the different switch

sattings.
SWITCH | CONTROLS | SETTING | EFFECT - |
| 1 | Group 1 ON Display Group 1 Data
Z Group 2 O Display Group 2 Data
3 Group 3 ON Display Group 3 Data
4 Group 4 oM Display Group 4 Data
OFF Display is bright
ON Display Is dim
4] nol used OFF nans
OFF Audible alarm iz off
T On-Held Alarm ———— 4 —
| ON Audible alarm is on
| OFF Local call Finging off |
B | Call Ringing - —
= | ON Lecal ringing on
Mole: Switches 1 through 4 are not used In CM3-JR appﬂicﬂtlnnsJ

OUTGOING OR LONGEST WAITING LINE DISPLAY FOR THE CMS-S5R

alzo ba turned off.

& Select GROUP

contral console,

& Select ATTENDANT
MONITOR OUT LINE

Thia Atendant Monitor will display the line number of & free ling to use for an outgaing cal,
Altarnately, the line number of the longest waiting call may be displayed. This display may

If all of the lines serviced are Incoming, or it is not possible for the agent 1o select a par-
ticular line, you should disable the outgoing line display.

® Place Overay B on the

The Group lights will Aash.

Tha lamp in the key lights steady.

The current setting Is displayed. *1* indicates that
the outgolng line will be displayed; "2', the
longest waiting line. Selecting *0" disables the lina

display.

ATTEMDANT MOMITOR



® Enter YES or ND Using the numeric keypad, enter 1", or "Z' o
enable the desired display. Enter "0 to disable the
display. The number appears on the display.

# Solect ENTER The display blinks the setting. Programming i5
complete.

Thi Factory Setting is cutgoing call line enabled; the line number Iz displayed.

OUTGOING OR LONGEST WAITING LINE DISPLAY FOR THE CM3-JR

e Select SELF TEST Located undar the Dally Zero key.

® Select 4 followed by ENTER  The cumrent satting s displayed. *1° Indicates that
the outgolng Hne will be displayed; "2, the
longest waiting line. Selecting "0 disables this
display.

¢ Enter YES or NO Using the numerc keypad, enter "1" or "2' 1o
anable the deslred display. Enter "0 to dizable the
display. The number appears on the display.

# Select ENTER The display blinks the setting. Programming is
completa.

The Factory Setting is outgoing call line enabled; the line number is displayed.

ATTENDANT MONITOR REPLACEMENT PROCEDURES

b} WARHNING: The following sarvicing Instructions ara for use by qualified service personnel
only. To avold Injury to yourself, damage to the unit, and to protect your warranty, do nat
atternpt 1o perform any senvicing unless you are qualified to do so.

b} CAUTION: Always observe static damage control techniques when removing PLAs.
Static electricity will damage PCAs. Always ground yoursslf when working on the Atten-
dant Manitor.

ATTENDANT MONITOR FRONT PANEL REMOVAL AND REPLACEMENT

» Disconnect the atiendant monitor from the CMES-JA.
& Hemave the 2 screws from the back panel of the attendant monitor.,
® Lift the front cover off the PCA and back panel.

Replace the Attendant Menitor Front Paned as follows:

# Slide the PCA and back panel into the front panel frame. Be very careful to avaid
pinching the cable assambdies,

# Replace the 2 screws in the back pana,
# Reconnect the attendant monitor to the CMS-JR.

ATTENDANT MONITCH o7



8-PIN MODULAR CABLE REMOVAL AND REPLACEMENT

I # Fomove the front panel. Refer to the Removal and Replacemant information
above.

® Cut the tie-wrap connectar from around the cable and remeve it from tha POA.

® Disconnect the 5-pin modular cable from tha PCA, belng sure to slide it out of the
connecting slot on the bottom of the FCA. Remave thae POA,

Aoplace the 8-Pin Modular Cable as follows:

® Connect the 6-pin modular connactor to the PCA, and slide the cable thraugh the
connecting slot an the battom of the PCA

® Using a new te-wrap, reattach the connactor cable to the PCA. Insert the tie-wrap
through the same 2 holes on the PCA that the first tle-wrap was threaded through.

® Replace the front panel. Refer to the Attendant Moniter Front Panel Removal and
Replacemant sectian of this chapter.

DISPLAY LENS REMOVAL AND REPLACEMENT

& Hemova the front panel, Refor 1o the Attendant Manitor Front Panel Removal and
Replacement section of this chapter.

® Pressing from the front, gently snap the lens out of the front panal frame.

Raplaca the Display Lens as follows:
& Gently snap the new lens Into the back of the front panal frame.

® Replace the front panel. Refer to the Amendant Monitar Front Panel Removal and
Replacemant section of this chapter.

ATTENDANT MONITOR PCA REMOVAL AND REPLACEMENT

# Disconnect the &-pin modular connector cable from the PCA. Refer 1o the 6-Fin
Medular Connector Remaval and Replacement sactien of this chaptar.

# Disconnect the regulator assembly cable plug from the PCA, and remave the PCA.

Replace the Attendant Monitor PCA as follows:
* Connect the regulator assembly cable to the PCA

* Replace the 6-pin modular connector cable to the PCA. Refer to the 5-Pln Madular
Connector Removal and Replacement section of this chapter.

* Set the option switches to match the ones on the PCA that was replaced.

ATTENDAKT MONITOR



REGULATOR ASSEMBLY AND CABLE REMOVAL AND REPLACEMENT

s FAemove the front panal. Refer to the Amendant Monftor Front Pans! Remaval and
Replacement section of this chapter.

# Remove the regulator cable connector from the PCA.

® Using a nut driver, remove the nut and stepped washer from the regulator. LIt out
the requiator assembly. Be careful not to damage the milca washer, Leava the
white slicone grease on the rear panel.

Feplace the Requiator Assembdy and Cable as fodlows:

e Bafore replacing the regulator assembly, be sure it will be insulated from the
back panel by the mica washer. Place the new regulator assembly on tha mica
washer, Using a nut driver, replace the nut and steppad washer on the regulator.

s Reconmect the regulator cable to the PCA,

s Aeplace the front pamel. Refer 1o the Attendant Monitar Front Panel Femaoval and
Feplacemant section of this chaptar.

# Il the BrightDim switch has no effect, and the display remains dim, then the
requlator case is shorted to the rear pane.

ATTENDANT MCNITOR e
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APPENDIX D

#

DERIVATION OF THE STAFFING REQUIREMENTS REPORT

AGENT SUPPLY

This discussion assumes that ona or more agents are assigned to handle Inbound or out-
bound telephone traffic on a particular CM3-3R group.

Let
A = the " agent's avalable call seconds
F; = the percent of available saconds that the Ith agent can devote te telephane cally

in this group
n = the number of agents in this group

Then the number of avalable call seconds for this agent over any time interval is:

The sum of the availzbie call seconds for all agents over any time interval ks:

% P

L Ai X 360

i=1
The 12-hour horizonal scale of the CM5-3R Staffing Requirements Graph results in one
dot par 100 seconds of time. The vertical scale, whan the scale factor is 1, is cne dol per
rall second. Each dat cccuples an anea 1/72 % 1/72 inches. This means that ene CCS of
avallable fime for an agent over a 100 second interval will be represented by a vertical ling
172 wide and 100/72, or 1.35" high. The numbser of call seconds in an hour, for example,
Is represented by an area 36 dots (or 36/72° o 1/2* wida) and having a height that varkes
according to the number of agent avalable call seconds for each of the 36 one-hundred-
sgcond Intervals In that hour. The area of the figure formed by these vertical columns of
dats cormesponds 1o the number of call seconds Im that hour,

Let 5= A; -1%"5 = the supply of the avallable call seconds for all agents
= j forthe " 100-second interval

m = the number of 100 second intarvals displayed (1 - 432)

Then the number of available call seconds for all agents over a displaysd number of 100-
second time Intervals is:

5
=1

DERMVATION OF THE STAFFING REQUIREMENTS REPORT D1



CALL DEMAND

The demand graph Is calculated very similary to the Supply Graph.
Let

Bj = the number of call seconds for Irb:;vumlng and outgoing calls for all lines summed,
excluding Sequenced Calls for the ™ 100 second intarval

Hj = the number of call seconds that SEqLIEﬂI:-Ed Calls exceaded the Acceptable
Halding Time for all lines summed for the [ 100 second intarval,

Then the damand for a call seconds for the |7 100 second interval Is ghven by:
Bj+Hj

Howewver, due to possibly widely varying numbers of call seconds of demand batween ad-
jacent 100 secand Intervals, the graph could become so “fuzzy” as to be unreadable. To
minimize this phenomenon, the CM3-5R averages the number of call seconds in each 100
sacond Intervals with the numbers of call seconds in two intervals preceding and two in-
mr"-als succeeding each interval. The resulting graphed demarnd for call seconds lor the
| 100 sacand interval is given by:

j+2
Dj =
i=]-2
At the left and right limits of the graph we assume:

B +H
5

B.y = Bg = By Ha = Hg = Hy Bizz = Bass = Bagz Hizz = Hizq = Haaz
The result is 8 cuna that is always smoath enough to be readable.

Let m =the number of 100 secand Intervals (1-432) displayed on a graph. (There are 432
ong hundred second inlervals in 12 hours.)

Then the difference in the area under the Supply and Demand curves in call seconds con-

m
> 50
J=1

siitutes an overstaffed or understaffed condition. The amaunt af call secands of overstaff-
ing (positive) or understafiing (negative) |s given by:

This formula is used in calculating the Staffing Requirements Summary.

DERMNATION OF THE STAFFIMNG REQUIREMENTS REPCRT



STAFFING REQUIREMENTS

At a number of times throughout the day, S; = Dy These Rems are the paints at which the
Supply and Demand curves cross. Two such consacutive crossing points are the left and
right limits of bounded arsas of overstaffing o understaffing. If the n‘; 100 second inter-
val has a crossing point and the next crossing polnt in tima lsatthem 100 second inter-
val, then the amaunt of overstaffing or undarstaffing for that {mrk) = 100 second interval

is ghven by:
R “i {El—nl}

=1
where R i3 in units of call seconds,

Since the number of call seconds of avallable agent time (assuming the agent spends
100% of his time on telephone calls in this group) is (m-k) x 100 call seconds,

R
(m=k) x 100

produces the number (or fraction) of full time agents that this intarval was overstaffed (or
understafied, i A |5 negative).

OTHER SCALES

The CMS-SR Stating Requiraments Graph may have a 12- or a 24-hour horizontal scale.
If the 24 hour seale Is used, the time interval caverad by each dot is 200 seconds. Thus,
all of the dots will have a value of 2 call seconds (assuming the Scale Factor is 1)

Ta praduce a useful graph, the graph may have to be enlarged of reduced to fit the page.
Tha Ci4S-SR does this automatically and indicates the amount of change with the Scale
Faeter. The number of call seconds that sach point or area rapresents should be multl-
plied by the Scale Factor to produce the actual number of call secords.

DERNATION OF THE STAFFING REQUIREMENT 5 REPORT -3






