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Mitel Networks 6160 Intelligent Queue Installation
and User Guide

The Mitel Networks™ 6160 Intelligent Queue version 2.0 adds the following features to Impressa iQueue
version 1.0:
* Voice Callback
The caller can leave a voice message that is captured by 6160 and automatically distributed to the
next available agent.
*  Web Callback
The caller can leave a Web message that is captured by 6160, converted to a verbal message,
and automatically distributed to the next available agent.
e Call Detail Reporting
You can create reports based on the callers actions as he navigates through the 6160 system.
* Smart Routing
The caller is directed to a particular location (path/queue) based on his telephone number and
routing plans.
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Introduction

About 6160 Intelligent Queue

Mitel Networks 6160™ Intelligent Queue is an “all-in-one” announcement package for call centers. The
application provides a scalable messaging solution that can be easily and effectively managed by call
center managers.

Call center administrators can dynamically configure the application ports and messaging features of 6160
Intelligent Queue from an Internet Explorer browser. This flexibility makes the system highly responsive to
the needs of the call center manager.

The messages you create with 6160 can be divided into two categories:
* RADs (recorded announcement device) are basic messages
e Smart Choice messages are advanced messages

RADs

RAD messages are played to greet callers, and provide advertisements or information, while the callers
wait for an agent. These are a “Thank you for holding” type of message. Like messages, Music-on-hold
can be played while callers are waiting on hold. Messages must be .wav files. Music can be .wav or .mp3
files, or an external music source such as a CD-ROM.

A TIQ Talk RAD is a message played to a caller while in queue, based on real-time automatic call
distribution (ACD) statistics (for example, expected wait time before the call is answered).

Smart Choice messages

An initial Smart Choice message greets callers and lists their options. The caller chooses from the options
by pressing a telephone digit. The caller can then navigate through a maximum of two more options to
arrive at the information or ACD path that would best suit his or her needs.

A TIQ Talk Smart Choice message is a message played to a caller while in queue, based on real-time
automatic call distribution (ACD) statistics (for example, expected wait time before the call is answered).

Ports

A port is like a door through which the caller must pass to hear the RAD or Smart Choice message (if it is a
Messaging port). There are four types of ports: RAD Messaging ports, Smart Choice Messaging ports,
Callback ports, and Routing ports. With a Callback port, a caller can leave a message. With a Routing port,
a caller is directed to a destination based on this telephone number.

Profiles

The caller uses a profile to access the port. The configuration and the behavior of a port, or group of ports,
is defined by a profile. This profile contains a list of the .wav files to be played, the decision criteria for
determining which file is to be played, and a list of the ports that are assigned to the profile. The
administrator assigns the ports to a profile. Access to profile configurations by the end user, (for example,
the Call Center Manager) is restricted based on the profile.
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Music on Hold

You can configure 6160 Intelligent Queue to be a music-on-hold source for a PBX. You can play music
from CDs, .mp3 files, and .wav files. Integration to the system is provided through the sound card and does
not require the use of a port.

You can also create RAD profiles that play music files instead, or in addition to messages files.

Message plans

Date-based messaging (with RAD or the Smart Choice option)
With date-based messaging, you can configure the ports to play specific messages on certain dates. This
option would be used to program a holiday or special promotion schedule.

Day-of-week based messaging (with RAD or the Smart Choice option)
Similar to date based messaging, with day-of-week-based messaging you define what messages are
played for each day of the week. For instance, messages could announce the business hours for the call
center according to the day of the week when the call occurs.

Time-of-day based messaging (with RAD or the Smart Choice option)
You can configure profile behaviors to play different messages based on the time of day. For example,
between 8:00 A.M. and 11:59 A.M., the message played would begin with “Good Morning.” Eight time
zones are available to each group of ports when this option is used.

Emergency messaging (with RAD or the Smart Choice option)

With emergency messaging, a system administrator can temporarily enable an emergency plan for a
department of the company. The system will play the emergency message that is defined when
Emergency Mode is set.
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6160 options
TIQ Talk/Queue messages

(real-time messages available with the TIQ Talk option)

You can configure the ports to play messages that will tell the caller what the status of the call queue is.
These types of messages indicate the approximate time the caller can expect to be on hold before being
transferred to an available agent, or the number of callers who are ahead of him.

Smart Routing

(available with the Smart Routing option)

With Smart Routing, you can route telephone calls based on the telephone number (ANI - Automatic
Number Identification) and the Routing plan (date plan, day plan, time plan, and if you have TIQ Talk,
queue plan).

Smart Choice

(tree-type messaging available with the Smart Choice option)

You can configure the ports to act as options, or Smart Choice message trees. Three levels of options are
available to each port profile. With each level, the caller can press a digit to move onto another level. Each
option will play a user-defined message and transfer the caller to the user-defined destination, or allow the
customer to create a Voice Callback if this option has been purchased. When a port is configured as a
Smart Choice message tree, it is dedicated to one caller and cannot play a RAD message.

Voice Callback

(available only with both the Smart Choice and Voice Callback option)

You can configure the ports to accept a voice message with the Voice Callback option. The caller has the
option to leave a voice message rather than wait for an agent to become available. After the caller leaves
the voice message and hangs up, the 6160 system automatically contacts the next available agent to
deliver the caller's message.

Web Callback

(available only with the Smart Choice, Voice Callback, and Web Callback options)

You can configure the ports to accept a Web message with the Web Callback option. The caller has the
option to leave a Web message rather than wait for an agent to become available. After the caller leaves
the Web message, the 6160 system automatically converts the written message into a verbal message,
and then contacts the next available agent to deliver the caller's message.

Call Detail Reporting

(available only with both Mitel Networks 6110 Contact Center Management version 3.0 and Call Detail
Reporting options) You can create reports based on the callers actions as he navigates through the 6160
system by pressing telephone digits.
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Installation of 6160 Intelligent Queue

If you will be installing both Mitel Networks 6110 Contact Center Management version 3.0 and Mitel
Networks 6160 Intelligent Queue, you must install Mitel Networks 6110 first. Please read the Mitel
Networks 6110 Contact Center Management Installation Guide for information on installing 6110 CCM.

NOTE: Mitel Networks 6160 Intelligent Queue will only work with Mitel Networks 6110 CCM version 3.0
and up.

These procedures explain how to install Mitel Networks 6160 Intelligent Queue software on a network-
connected PC that is running Windows NT 4.0 Workstation, Windows NT, or Windows 2000 server.

You install 6160 on the server only, not the client computer. The agent using the client computer browses
to the 6160 server. Typically, you install 6160 on the same server that Mitel Networks 6110 Contact Center
Management version 3.0 is installed. However, you can install 6160 on a server other than the 6110 server.
When 6160 and 6110 are not installed on the same server, this is referred to as Remote Installation. For a
Remote Installation, the 6160 application must be pointed to the 6110 server with the System Settings,
once the application is running.

If you have purchased Voice and Web Callback, you must also install 6160 Remote Web Callback on the
client computer.
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Hardware and Software requirements

Server hardware and software requirements

Hardware
The server is housed in a standard computer chassis. For optimum performance, the server should be
equipped with the following hardware (or better):

Intel Pentium Il 550 MHz CPU

128 MB RAM (or better)

See “Processor and memory requirements” on page 20.
SCSI or IDE controller with 4.1 GB (or larger) hard disk
CD-ROM drive

3.5 inch floppy disk drive

sound card with speakers

microtelephone (to record custom voice prompts)

PS2 mouse and keyboard

dialogic cards D/120JCT-LS, D/160SC-LS, D/41H, D/4PCI, or D/41ESC in the UK.
Network Interface Card (NIC)

internal MODEM card (optional)

integrated video

integrated 10 Base-T NIC

Security Access Module (SAM)

Software

NOTE: Mitel Networks 6160 Intelligent Queue has not been tested on Windows XP.

The following third-party software (or later versions) is required for use with the server:

Windows NT Workstation 4.0 with Service Pack 6a and Personal Web Server (PWS)(from NT
Option Pack 6), (PWS must be loaded from the NT install disk first, then upgraded with Option
Pack 4), or

Windows NT Server 4.0 with Service Pack 6A and Internet Information Server 4 (from NT Option
Pack 4), or

Windows 2000 Service Pack 2 with Internet Information Server 5

Microsoft Internet Explorer 5.5 with Service Pack 2

MODEM card driver, if there is a modem card (For example, U.S. Robotics 56.6 Kbps
Sportster)(optional)

Symantec pcAnywhere Version 9.2 remote access software

Microsoft Networking (TCP/IP)

Adobe Acrobat Reader (found on the Mitel Networks 6160 Intelligent Queue Installation Disc)
Microsoft Data Engine 2000 (found on the Mitel Networks 6160 Intelligent Queue Installation Disc)
4-port Dialogic card drivers v. 5.01 (found on the Mitel Networks 6160 Intelligent Queue Installation
Disc)

Optional Software

SQL 2000 server
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Dialogic port requirements

It is important that you carefully plan the total number of each type of port you require before you configure
6160.

A sizing tool is available to help you determine the number of ports you will need. See “Appendix A” on
page 173.

The type of port(s) you assign to the profile determines what happens when the caller presses a telephone
digit. Generally, Messaging ports should make up the largest percentage of the ports. If you do not have
Voice Callback, then you do not need Callback ports. If you do not have Smart Routing, then you do not
need Routing ports.

NOTE: System requirements change with the number and type of ports you add. See “Processor
and memory requirements” on page 20.

Types of ports
There are four types of ports:
« RAD (recorded announcement device) Messaging ports
e Smart Choice Messaging ports
e Callback ports
e Routing ports

RAD Messaging ports play messages to multiple callers at the same time.

RAD ports are used for one-way announcement messages, such as “All of our representatives are busy
helping other callers, please continue to hold to maintain your call priority.” When the RAD message
finishes playing, the caller hears music while waiting for an agent to become available. All new callers that
were waiting in queue (maximum 50) then enter the RAD port and the RAD message begins again.

Smart Choice Messaging ports interact with callers on a call-by-call basis.

Smart Choice Messaging ports will play a message that gives the caller certain options, and then wait for a
response (digit pressed) from that caller. The ports will then act on the response from the caller.

Callback ports direct the callers to leave a message.

The caller can leave a voice message over the telephone or a written message over the Web. The 6160
system sends this message to the next available agent. The agent then returns the call.

Routing ports direct the callers to a location.

Routing ports direct the callers to a location based on the callers telephone number (ANI). The location the
caller is directed depends on the profile that the port is assigned to. See “Configuring the ports on the
switch” on page 41.
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Number of ports
There are five factors that effect the number of ports you will need for the 6160 system:
e the number of ports you have purchased on your license
e the number of ports available on the Dialogic board(s)
« the application type: RAD or Smart Choice
e the nature of the message
« the length of the message

Number of ports you have purchased

The number of ports you have purchased from Mitel Networks is shown on the Mitel Networks Options
sheet.

Number of ports available

When creating ports for use by the 6160 system, you cannot exceed the number of ports available on the
dialogic board(s).

Application type: RAD or Smart Choice

The number of ports that will be required by the 6160 system depends heavily on the applications that the
ports are used for. RAD applications will require fewer ports than Smart Choice applications. RAD ports are
shared between multiple callers, each hearing the same message at once. Smart Choice, Callback, and
Routing ports are dedicated to a single caller at a time while their requests are processed.

Nature of the message

The nature of the message played by a RAD port will also have an effect on the number of ports required
by the 6160 system. If the message is generic in nature, and can be shared by several applications, fewer
ports will be required. For instance, if a RAD plays the message “Please hold to maintain your call priority,”
then more than one ACD group can use this port. By comparison, only a Sales ACD group can use a RAD
that plays the message “Please hold to speak with a sales representative.”

Length of the message

The length of the message that callers will hear should also be considered when determining the number
of ports the system should have. If all of the ports are busy playing messages to callers, new callers will
have to wait until the previous message has finished before they are answered.

6160 has no restriction on the length of the message files, however, the PBX does. You must program the
length of the message in the PBX.
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Processor and memory requirements
The server processor and memory requirements will increase as ports are added to the 6160 program if
6160 is located on the same server as 6110.

Memory and Processor Requirements

Ports Memory Processor
Sand Alone With 6110 CCM

4 128 MB 192 MB 550 MHz

128 MB 192 MB 550 MHz
12 128 MB 192 MB 550 MHz
16 128 MB 192 MB 550 MHz
20 128 MB 192 MB 550 MHz
24 128 MB 192 MB 550 MHz
28 192 MB 256 MB 550 MHz
32 192 MB 256 MB 550 MHz
36 192 MB 256 MB 550 MHz
40 192 MB 256 MB 550 MHz
44 192 MB 256 MB 550 MHz
48 192 MB 256 MB 550 MHz
52 192 MB 256 MB 550 MHz
56 192 MB 256 MB 550 MHz
60 192 MB 256 MB 550 MHz
64 192 MB 256 MB 550 MHz

Each 6160 IQ port will require an On Premises Line from the PBX.

TIP: When possible, distribute RAD ports between peripheral nodes. This will lower the risk of a service
outage to the application in the event of a power or equipment failure. This may also increase the
performance of PBX call handling during peak hours.
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Client computer hardware and software requirements

For optimum performance, each customer-supplied client PC should be equipped with the following
hardware (or better):

Hardware
* Intel Pentium IIl 200 MHz CPU
+ 64 MB RAM
e 150 MB free disk space
e SVGA graphics supporting a resolution of at least 800 x 600 pixels (optimum resolution is
1024x768)
e Integrated 10/100 Base-T NIC
« sound card with speakers
* microtelephone (to record custom voice prompts)
e keyboard and mouse

Software
The following software (or later versions) must be installed and configured on each client PC prior to
installing the 6160 IQ software:

* Internet Explorer v. 5.5 or greater

e TCP/IP protocol enabled

PBX requirements

Your server connects to an ONS (On-Premises Station) line card on the PBX through a silver-satin cable.
To proceed with the installation of the ONS line card and subsequent configuration of the ports, the PBX
must have the following resources:

* ONS line cards with free circuits

* LIGHTWARE 30 Release 2.1 for the SX-2000

« Release 2.3 for the 3200 ICP (Integrated Communications Platform)

« Release 3.0 for the 3300 ICP with either a Universal Analog service Unit or an Analog service Unit

* LIGHTWARE 19 Release 1.0 for the SX-200

If you have Smart Routing, you will need a line card:
« for the SX-2000, you need an ONS/CLASS/CLIP line card (MC320EA)
« for the SX-200, you need a BCC lll card with a DSP module and ONS/CLASS line card in the bay
with the BCC Il

SX-200 requirements

If you have the SX-200, you will need the following to run 6160:
« BCC Il card, part number 9109-117-001-NA
e DSP module, part number 9180-510-006-NA
e« ONS Class card, part number 9109-110-001-NA
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Network Requirements

Your server can connect to a LAN through a standard network interface connector. The LAN must have the
following characteristics:

e ethernet LAN adapter

e TCP/IP protocol enabled

Supporting Internet Domains

An IP address provided by the customer’s Internet provider or the InterNIC (a domain name registration
project formed by agreements between Network Solutions, the National Science foundation, General
Atomics and AT&T) is essential to provide a fully routable IP address for your server. Even if the required
IP address is obtained from the InterNIC, some Internet providers could decline to use it, so make sure you
talk to the Internet provider before the IP address is obtained.

If your server will have a specific domain name, the domain name must be registered with the InterNIC. In
this case, your server must have a static IP address and two Domain Name Service (DNS) servers fully
functional on the LAN at all times. Most Internet providers can register the domain name and provide the
required primary and secondary DNS servers.
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Installing 6160 Intelligent Queue

The steps to follow when installing 6160 Intelligent Queue follow:

1.

Ok wn

© © N

Ry

= O

Install Adobe Acrobat Reader (found on the Mitel Networks 6160 Intelligent Queue Installation
Disc).

Print the Mitel Networks 6160 Intelligent Queue Installation and User Guide.

Read the Mitel Networks 6160 Intelligent Queue Installation and User Guide.

Install and configure the Dialogic Drivers.

Verify that the Dialogic Card is functioning.

Install SQL 2000 server (optional) (purchased separately) or

MSDE (found on the Mitel Networks 6160 Intelligent Queue Installation Disc).

Verify that MSDE is functioning.

Configure the port types on the switch.

Attach the Security Access Module (SAM).

Install 6160.

Install 6160 Web Callback Remote (if you have purchased Voice and Web callback).

Installing Adobe Acrobat Reader

You must have Adobe Acrobat Reader to read the Mitel Networks 6160 Intelligent Queue Installation and
User Guide.

To install Adobe Acrobat Reader:

1.

Insert the Mitel Networks 6160 Intelligent Queue CD into the drive.
Upon insertion of the disc, the Install Wizard will start.

Select Install Mitel Networks 6160 IQ Products.

The Mitel Networks 6160 Products window appears.

Select Install Adobe Acrobat Reader.

Exit from the installation.



24

6160 Intelligent Queue II

Printing the Installation and User Guide

You should read the Mitel Networks 6160 Intelligent Queue Installation and User Guide before you attempt
to install and configure 6160.

To print the Mitel Networks 6160 Intelligent Queue Installation and User Guide:

1.

2.

3.
4.

Insert the Mitel Networks™ 6160 Intelligent Queue CD into the drive.
Upon insertion of the disc, the Install Wizard will start.

Select View Mitel Networks 6160 IQ Documentation.

The Mitel Networks 6160 Intelligent Queue Installation and User Guide appears.
Print the guide.

Exit from the installation.

Installing and configuring the Dialogic Drivers

Installing the Dialogic Drivers

To install the Dialogic Drivers:

Insert the Mitel Networks 6160 Intelligent Queue CD into the drive.
Upon insertion of the disc, the InstallShield Wizard will start.

Select Install Mitel Networks 6160 IQ Products.

The Mitel Networks 6160 Products window appears.

Select Install Dialogic Drivers.

The Welcome to Dialogic Setup window appears. (See Figure 1.)

1.

2.

3.

4,

Figure 1 Welcome to Dialogic Setup window

Welcome to Dialogic Setup x|

Thiz program will install Dialogic System Software
SO for “Windows MT Syztem Releaze 5.01 onto vour

computer.

[t iz strangly recaommended that you exit all \Windows programs
befare running thiz Setup program.

Click. Cancel to quit Setup and then cloze any programs poul
have mnning. Click Mest to continue with the Setup program.

WARMIMG: Thiz program iz protected by copuright law and
international treaties.

Idnauthorized reproduction or distribution of thiz program, or any
partian af it, may rezult in severe civil and criminal penalties, and
will be progecuted to the maximum extent pozzible under law.

Mext » I Cancel
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The Registration window appears. (See Figure 2.)
After Name, type your name.

5
6. After Company, type your company name.
7. Click Next.

Figure 2 Registration window

Reqgistration

Pleaze enter your name and company nanme:;

M arme: H abib

Company: IF'rairief_l,lreInc

< Back I fert » I Cancel




26 6160 Intelligent Queue II

The Setup Options window appears. (See Figure 3.)
8. Click Custom.

Figure 3 Setup Options window
Setup Ophions: |

IJzing the maouse [or tab and zpace bar), pleaze select ane of the
following zetup options:

T — 1 TWPICAL (240 MByte]: Installz optiohs needed
by ozt CT developers, including the
development ibrary and zamplez. Online help
may be acceszed from CO-FOM.

COMPLETE [E00 MBuyte]): Inztalls everything.

COMPALCT [22 MByte]: Installz only a basic
runtime environment.

zoftware components to inztall.

CUSTORM: Lets you chooze exactly which

< Back I HEws I Cancel
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The Custom Component Selection window appears. (See Figure 4.)

NOTE: You can select the Sample Programs for testing the Dialogic Cards. Consult Dialogic
documentation.

9. Click Clear All.
10. Select the Dialogic Drivers, Firmware & Configuration Files check box
11. Click Next.

Figure 4 Custom Component Selection window
Custom Component Selection |

Select the components pou want to install by placing check
marks in adjacent boxes:

™ Dialogic D ) -

[ ] Dialogic Development SOE.

[] Sample Programs )

[] Springware TAP| Service Provider 1.5MB

[] Online Documentation 40 MEB

[ Perfarmance Counters for Win MT Perf. Moritor 1.0 MB

[1150M Package B.0ME

[ GlobalCall &P Package 5.0MB

[] TextTalk 1.5 MB

[]5Cx 1.0 B

[1EBRI 1.5 B

[] Asntares 1.0 MB

[]D3 B5.0MB 7

g GOE. 40 MB ;I
Selectal | Cearsll |

< Back IJ\ Hest » I Cancel |

4
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The Destination Location window appears. (See Figure 5.)
If you want to locate the directory in the default location, click Next.

If you want to locate the directory elsewhere, click Browse, select the location for the directory,
and click Next.

12.
13.

Figure 5 Destination Location window
Destinaktion Location
Setup will copy files into the directory below. To accept the

directary path digplayed. click Next. To zelect a different
directary, click Browse,

|' Destination Direchary

C:%Frogram FileshDialogic Browse... |
< Back I MNexst » I Canizel |




14.
15.

Installing 6160 Intelligent Queue

The Program Group Folder window appears. (See Figure 6.)
If you want the Program Group Folder in the default location, click Next.

If you want the Program Group Folder in a different location, after Program Folders, type a new
location for the folder, and click Next.

Figure 6 Program Group Folder window

Program Group Folder

Setup will add shortcut icons to the program group folder shown
below. Taochoose a different araup falder, either select fram the
izt ar lppe a new folder name.

Program Folders:

es

Adrinistrative Tools

HF Laserlet

Microsoft Qffice Tools

Micrazaft SOL Server - Switch

bicrozoft SOL Serer 7.0

Microzoft Wizual Studio 5.0

prairigFyre Software [hc LI

¢ Back I et » I Cancel |

x|
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The Setup Options Summary window appears. (See Figure 7.)
16. Review the settings.

17. Click Next.

Figure 7 Setup Options Summary window

Setup Options Summary El

These are the installation aptions you have selected. To change

any of these settingz, click Back. Othemwize, click Mext to begin
the installation process.

Current Settings:

CUSTOM SETUR ]
Componentz Selected:
Dialogic Crrivers, Firmweare & Configuration Files

|nztallation Directory: C:5\Program FileshDialogic

Program Group: Dialogic Sestem S oftware

i o

¢ Back I et » I Cancel |
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The Please Make Your Selection Now window appears. (See Figure 8.)
18. Select the Run Dialogic Board Configuration (DCM) check box.
19. Click Next.

Figure 8 Please Make Your Selection Now window

Please Make Your Selection Now x|

Installation iz almost complete. Pleaze mn all or any of the
fallowing aptiohz ta help canfigure paur Spstenm.

™ Wiew Release Guide
¥ Bun Dialogic Board Configuration [DCK]
[ wWould you like ta install Speechivworks?

< Back I Mest » I Eanzel
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Configuring the Dialogic Drivers

If you have a PCI card, the Dialogic Configuration Manager (DCM) should automatically detect and add
your board to the configuration. Generally, the DCM detects all but the ISA cards D41H or the 16 port
variant. If you have a PCI card, go to step 14.

The Computer Name - Dialogic Configuration Manager window appears. The installation of the dialogic
drivers is complete and the configuration begins. (See Figure 9.)

To configure the Dialogic Drivers:
1. Under Select Computer, select Local.
2. Click Connect.

Figure 9 Computer Name - Dialogic Configuration Manager

Computer Mame - Dialogic Configuration Manager

Select Computer
& Local |DECUYSPC

" Flemote |<Enter Remote Computer M ame: j

Tirme elapzed: 00 00: 00
: Cancel |
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The Dialogic Configuration Manager window appears. (See Figure 10.)
3. Click Action=>Add Device.
Figure 10 Dialogic Configuration Manager
.. halogic Configuration Manager M= E3 |

File  Wiew m Service Help

Add Device Chel+[ E
[Ielete [Mevice h [t J ﬁ ﬁl ? |

Eantigure Meyice Stk
— :
=5 E! Eestore M evice [MEfamta Ehl+z
= Enatle leyize i =
[Nizatle Nevice [t
Auto Detect Devices Chrl+0
Fefrezh
Shart [evice
Stom eyize
Dialogic Syztemn Service Status Stopped

Add Device
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The Dialogic Configuration Manager - Add Hardware Wizard window appears. (See Figure 11.)

4. Under Family, select the type of card that is physically present in your system, for example, D/
x1H.

5. Under Model, select the model of your card, for example, D/41H.

6. Click Next.

Figure 11 Dialogic Configuration Manager - Add Hardware Wizard window

DMalogic Conhiguration Manager - Add Hardware Wizard |

Thiz wizard will walk you through the installation and
canfiguration af a Dialagic board. Tao zelect the board
wou wish boinztall, first zelect the family, then the
maodel. Presz F1 far details.

Farmily: b odel;

D/A42-PCl «| |D/1H

DD -l M
DAAD-PCI

D./1E
D/<1E-PCI

D1l

DCBASC
DIALOGAHD
Mlal NEH-P

KN —

B

KN — H

< Back I_l“\ Mest > I Cancel | Help |

Hy
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The Dialogic Configuration Manager - Add Hardware Wizard window appears. (See Figure 12.)
In the space provided, type a unique identifier, such as the serial number of the board.
8. Click Next.

~

Figure 12 Dialogic Configuration Manager - Add Hardware Wizard window

DMalogic Conhiguration Manager - Add Hardware Wizard

board1




36 6160 Intelligent Queue II

The System tab of the Dialogic Configuration Manager - Properties for D/41H-board1 window
appears. (See Figure 13.)

9. Under Parameter, select the address parameter.

10. Under Edit, select the Value.

11. Under Parameter, select the interrupt parameter.

12. Under Edit, select 10 from the Value menu.

13. Click OK.

Figure 13 Dialogic Configuration Manager - Properties for D/41H-board1 window

Dialogic Configuration Manager - Properties for D/41H- 5[

System | bz I TOM Bus I:anigurati-:unl I:Duntr_l,ll Filez I

Parameter | W alle

C/MA1H danon

1] | i

— Edit
Parameter |D41 D&ddress

Walue |d0000 =]

] Ear‘u:ell Spply | Help
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The Dialogic Configuration Manager window appears. (See Figure 14.)
14. Click Service=>Startup Mode=>Automatic.

Figure 14 Dialogic Configuration Manager window

Dialogic Configuration Manager

File Wiew &ction | Service Help
oy | N (YT
Marual

Start Service  Chrl+R

—_— | Shop Service  ChelHT
=] M8 Corfigoreooereerororocr=coJERVER

5@ D1H

Dislogic Spstem Service Status : Stopped
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The Dialogic Configuration Manager window appears. (See Figure 15.)
15. Click the green button to start the service.
From now on, when you start your system, the Dialogic System will start automatically.

Figure 15 Dialogic Configuration Manager
. Dialogic Configuration Manager M= E3 |

File “iew Action Service Help

m| o o vol 2]

Start Service|
= %E Configured Devices on_DECUYSPC
-l DM
- F D/41H-board!
-5 TDM Bus
L0 Byl
Dialogic Syztemn Service Status Stopped

Start Dialogic System Service

16. Click OK when you are prompted with a confirmation message.

17. View the bottom of the Dialogic Configuration Manager window. Dialogic System Service
Status: Started will appear if the service is running.

18. If the DCM did not automatically start your service, you need to change your hardware settings on
the dialogic card. See the dialogic documentation that accompanied your card.

19. |If the DCM automatically detected and added your board to the configuration, then there is no
need to restart the system. If it did not, you must restart your system.
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Verifying that the Dialogic Card is functioning

To verify that the Dialogic Card is functioning:

1. Click Start=>Programs=>Dialogic System Software=>Dialogic Configuration Manager -
DCM.

2. View the bottom of the Dialogic Configuration Manager.
Dialogic System Service Status: Started will appear if the service is running. (See Figure 16.)

Figure 16 Dialogic Configuration Manager

*__ Dialogic Configuration Manager !EIE
File ‘iew Action Serice Help

T M5 iz 40 G| ool 2]

1117

[Start Service
B EE Configured Devices on_DECUYSPC
- D/x1H
M D/41H-board]
-5 TOM Bus
i [ Busd
Dialogic System Service Status Stopped

Start Dialogic System Service
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Installing MSDE (Microsoft Data Engine) 2000

If MSDE 2000 is installed on your system, you can skip this step and continue to assigning the port types
on the switch.

If you have Mitel Networks 6110 Contact Center Management version 2.6.00 or later, then the Microsoft
Data Engine (MSDE) 2000 is installed automatically. You can skip this step and continue to “Configuring
the ports on the switch” on page 41.

If you have the SQL 2000 server already installed, you can skip this step and continue to “Configuring the
ports on the switch”. If you want to install SQL 2000 server instead of MSDE 2000, do so now, and then
continue to “Configuring the ports on the switch”. Please follow the Microsoft SQL 2000 server instructions.

If you have Mitel Networks 6110 Contact Management versions prior to 2.6.00, or if you have a stand-
alone system, then you must install MSDE 2000 manually. Follow the directions below.

To install MSDE 2000:

1. Insert the Mitel Networks™ 6160 Intelligent Queue CD into the drive.
Upon insertion of the disc, the Install Wizard will start.

2. Select View Mitel Networks 6160 1Q Products.

3. Select Install Microsoft Data Engine 2000.
A message appears Please wait while the InstallShield Wizard is preparing to install MSDE.
This may take several minutes.
A second message appears You must restart your system.

4. Click Yes.

Verifying that MSDE is functioning

To verify that MSDE is installed:
1. Click Start=>Programs=>MSDE=>Service Manager.
2. View the SQL icon.
The green arrow indicates that the service is running.
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Configuring the ports on the switch
SX-2000, 3200 ICP, and 3300 ICP port configuration

To configure RAD ports:

1.

2.

3.

In the ONS/OPS Circuit Descriptor Assignment form, assign a directory number for each RAD

device that will be used by 6160.

In the Class of Service Options Assignment form, assign a Class of Service (COS) to each

RAD port that will be used by 6160.

In the Class of Service Options Assignment form, set the following options:

* Message Waiting = “No”

» Message Waiting - Audible Tone Notification = “No”

* Recorded Announcement Device = “Yes”

« ANSWER PLUS Message Length Timer equal to the longest message duration

*« ANSWER PLUS Expected Offhook Timer equal to the Message Length cycle time plus an
allowance of five seconds of guard time.

In the Station Service Assignment form, assign the appropriate COS to each RAD directory

number.

In the Code Assignment Form, create a Do Not Disturb - Cancel primary code. this must be

entered in the 6160 System Settings. See “Setting System Settings (port and IP address)” on

page 60.

To configure Smart Choice, Callback, Routing, and Reporting ports:

1.
2.
3.

7.

In the ONS/OPS Circuit Descriptor Assignment form, assign a directory number for each port.
In the Class of Service Options Assignment form, assign a Class of Service to each port.

In the Class of Service Options Assignment form, set the following:

» Message Waiting = “No”

» Message Waiting - Audible Tone Notification = “No”

» Recorded Announcement Device = “No”

* Dialing Conflict Timer = 2

* First Digit Timer =5

* Inter-Digit Timer = 3.

In the Station Service Assignment form, assign the appropriate COS to each port’s directory
number.

In the Feature Access Code Assignment form, create a Call Hold - Retrieve Primary Code.

If Smart Choice profiles are used, you must define the Call Hold - Retrieve feature access code in
the 6160 System Settings. See “Setting System Settings (port and IP address)” on page 60.

Go to “Setting System Settings (port and IP address)” on page 60.

In addition, for Routing ports:

ONS/CLASS/CLIP = Yes

In addition, for Reporting ports:

1.

In the Class of Service Options Assignment form, set the following options:
* SMDR - external = Yes

* SMDR - internal = Yes

« Allow Non Verified Account Codes = Yes
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SX-200 port configuration
To configure recording hunt groups used in ACD (Automatic Call Distribution), Attendant Automatic
Overflow, and Automated Attendant:
1. Select atime for COS Option 404 (Recording Failure to Hangup Timer) in the COS of the
recording hunt group members.
2. Since some RADs will not answer calls that use discriminating ringing (non-standard ringing),
ensure that COS Option 809 (Standard Ring Applies) is enabled in the COS of the incoming
trunks.

In addition, for Routing ports:
e You must enable COS option 505 ONS stations support class = Yes

Refer to your SX-200 EL technical documentation CDE Form 17 (Hunt Groups) for details on programming
the hunt group itself.
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Attaching the Security Access Module

The Security Access Module (SAM) is included in the box with the Mitel Networks 6160 Intelligent Queue
software.

To attach the SAM:
e Plug the 6160 SAM into the printer port.

Installing 6160

NOTE: You will need the Mitel Networks Options Sheet to complete the installation.

To install 6160:

1. Insert the Mitel Networks™ 6160 Intelligent Queue CD into the drive.
Upon insertion of the disc, the InstallShield Wizard will start.

2. Select Install Mitel Networks 6160 IQ Products.
The Mitel Networks 6160 Products window appears.

3. Select Install Mitel Networks 6160 IQ.
The Welcome window appears. (See Figure 17.)

4. Click Next.

Figure 17 Welcome window

ii& Mitel Networks 6160 Intelligent Queue - InstallShield Wizard

@Mrrsl.' 6160 Intelligent Queue

Welcome to the InstallShield Wizard for Mitel
Networks 6160 Intelligent Queue

The InstallShield{R) wizard will install Mitel Metworks 6160
Inkeligent Queue on wour campuker, To conkinue, click Next,

W BRMIMNG: This program is protected by copeyright law and
inkernational kreaties,
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The License Agreement window appears. (See Figure 18)
5. Select | accept the terms in the license agreement.
6. Click Next.

Figure 18 License Agreement window

i'._%la Mitel Metworks 6160 Intelligent Queue - Installshield Yizard

License Agreement

Please read the Following license agreement carefull:,

MITEL NETWORES 6160 INTELLIGENT QUEUE
LICENSE AGREEMENT

CAREFULLY READ THE FOLLOWING SOFT'WARE LICENSE
AGEEEMENT. TUSE OF THLS MITEL NETWOEES 6160
INTELLIGENT QUEUE (6160 1™ PROVIDED WITH THIS
SOFTWARE LICENSE AGEEEMENT COMNSTTITTES YOTUER
ACCEPTANCE OF THESE TERMS. IF YOU DO NOT AGREE TO =/

{* 1 accepk the terms in the license agreement;

™ I do not accept the kerms in the license agreement

Install=hield

< Back I Mexk = I Zancel
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The Customer Information window appears. (See Figure 19)

7. If you want 6160 to be available to all users, after Install this application for, select Anyone who
uses this computer (all users).

8. Alternatively, if you want 6160 to be available only to you, after Install this application for, select
Only for me (administrator/user name).

9. Under User Name, type the server name.

10. Under Organization, type the name of your company.

11. Click Next.

Figure 19 Customer Information window

i-_‘EL Mitel Networks 6160 Intelligent Queue - InstallShield Wizard

Customer Information

Please enter wour information.

User Marne:

organization:

MAPS

Install this application For:

% Anyone who uses this computer (all users)

™ only For me {Administrator)

Installshield

< Back I Mexk = I Zancel
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The Destination window appears. (See Figure 20)

12. If you do not want your 6160 folder installed on your C drive, click Change, browse to the desired
location, select the location, and then click OK.

13. Click Next.

Figure 20 Destination window
i-_‘EL Mitel Networks 6160 Intelligent Queue - InstallShield Wizard

Destination Folder

install ko this Folder, or dick Change toinstall ko &

G Inskall Mitel Metwarks 6160 Inteligent Queue ko

C:\Program FilesiMitel Metworksia1a0l Change. .. |

Installshield

< Back

Cancel |
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The Setup Type window appears. (See Figure 21)
14. If you want to install all program features, select Complete.
15. Alternatively, if you want to install just some program features, select Custom.
16. Click Next.

Figure 21 Setup Type window

i'._'—g"J Mitel Networks 6160 Intelligent Queue - Installshield Wizard

Setup Type .
Choose the setup bype that best suits your needs. @ MITEL :

Flease seleck a setup kype.

Al program Features will be installed. (Requires the most disk.
Space.

Choose which program Features wvou want installed and where they
will be installed. Recommended for advanced users,

Installshield

< Back I Mexk = I Zancel
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The Ready to Install the Program window appears. (See Figure 22)
17. Click Install.
The installation will take a few minutes to complete.

Figure 22 Ready to Install the Program window

i'._'—g"J Mitel Networks 6160 Intelligent Queue - Installshield ¥izard

Ready to Install the Program -
The wizard is ready ko begin installation. @ MITEL

Click Install ko beqgin the installation,

IF wou want ko review or change any of your installation settings, click Back. Click Cancel bao
exik the wizard.

Installshield

< Back

Cancel |
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20.
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The System Options window appears. (See Figure 23)

The Mitel system ID number will automatically appear. The system gets the identification number
from the SAM.

Beside Define the number of ports that this system will use, select the number of ports you
have purchased (shown on your Mitel Options Sheet).

Select the check boxes next to the applications you have purchased (shown on your Mitel Options
Sheet).

After Mitel System ID, the identification number will automatically appear.

Mitel Options Password, type the password shown on your Mitel Options Sheet.

Click Save.

Figure 23 System Options window

(L)

wi Options Setup

@Mrreu 6160 Intelligent Queue

System Options

¥ Smart Choice

¥ Smart Routing

¥ Woice Callback

¥ wWeb Callback

¥ Call Detail Reporting

|I34 Partz vI Diefine the number of ports that this syztem will uze.

W T1Q Talk
Check. thiz box if pou have purchazed the TIGQ Talk Ophion. Enabling this option allows the spstem to make inteligent
meszaging decizions bazed on real-time quewe infarmation.  Thiz option requires Cyber ACD.

¥ Smart Messaging

Check, thiz box if vou have purchazed the Smart Meszaging option. Enabling this option allows the zpstem to make
inteligent meszaqing decizioh: bazed an a zchedule.

Check, thiz box if pvou have purchazed the Smart Choice option.  Enabling thiz option allows the Impreza iQueue ports to
be confiqured az option trees.  Theze trees give callers the ability to make chaoices by prezsing digitz.

Check, thiz box if vou have purchazed the Smart Bouting option.  Enabling this option allows the systern to route calls to
an apprapriate destination bazed on 2chedule, ar [with the TIQ T alk aption] quews conditions.

Che thiz bow if vou have purchazed the Voice Callback option. Enabling this option allows callers to leave voice
mezzages that are queued for the first availlable agent to call them back. [Reguires Smart Choice option.]

Check thiz bow if you have purchased the 'Web Callback option. Enabling thiz option allows the system o guele
callback requests received from a web page.

Check thiz bow if you have purchased the Call Detail Repating option.  Enabling thiz option allows the spstem to create a
record of each call, and how it waz handled.

System License

Mitel Spstem 1D: |35944

Mitel Options Password: I

Save | Cloze |
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23.

24.
25.
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A screen will appear with your new default username (Mitel) and your new default password. The
default password is the Mitel Options Password shown on your Mitel Options Sheet. If you
purchase new options your default log on information will change.

NOTE: Store the username and password in a safe and secure place. You will need it to
access the 6160 application.

Click OK.

The InstallShield Wizard Completed window appears.

Click Finish.

When the final setup screen asks you to reboot your system, click Yes. Your PC should
automatically shut down.

Installing 6160 Remote Web Callback

The installation procedures for 6160 Remote Web Callback are the same for 6160.

See “Configuring Remote Web Callback (offsite)” on page 142.

To install 6160 Web Callback Remote:

1.

2.
3.

Insert the Mitel Networks™ 6160 Intelligent Queue CD into the drive.

Upon insertion of the disc, the Install Wizard will start.

Select Install Mitel Networks 6160 IQ Products.

Select Install Mitel Networks 6160 IQ Web Callback Remote.

The steps of the Mitel Networks 6160 1Q Remote Web Callback Installation are exactly the same
as the steps for the 6160 installation.

Adding IUSR to the Administrators Group
Adding the Windows 2000 IUSR

1,
2.
3.
4.
5.
6.
7.
8.
9

10.

Click Start=>Programs=>Administrative Tools=>Computer Management.
The Computer Management Console window appears.

Expand the tree: Computer Management=>Local Users and Groups=>Users.
Right-click IUSR_[the computer name].

Select Properties.

The Properties window appears.

Click the Members of tab.

Click Add.

The Select Groups window appears.

Select Administrators.

Click Add.

Click OK twice.

Close the Computer Management window.

Adding the Windows NT IUSR

1.

2.
3.

E

©No O

Click Start=>Programs=>Administrative Tools=>User Manager for Domains.
The User Manager window appears.

Select IUSR_[the computer name].

Click Enter.

The User Properties window appears.

Click Groups.

The Groups Membership window appears.

In the Not Member of column, click Administrators.
Click Add.

Click OK twice.

Close the User Manager window.
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Configuring Internet Information Server

You must permit 6160 access to the Internet Information Server (11S) for 6160 to run properly. The IS
permissions on the MSADC virtual directory must be set as follows to permit 6160 access to the IIS.

Because of the recent Nimba virus attack, many people have performed an IIS lockdown (IISLockd.exe) on
all servers running IIS. This process secures an IS server from malicious attack by blocking all access to
an IS server for anything but HTML pages. In order to run an IIS application, the system requires access
to Microsoft Data Access Components via the MSADC (Microsoft ActiveX Data Components) virtual
directory. lISLockd.exe resets all security on the 1IS server so that you must open only the components that
you need.

Restoring IIS access permissions to 6160
1. Click Programs=>Administrative Tools=>Internet Services Manager.

The Internet Information Services window appears. (See Figure 24.)

2. Expand the computer name in the left pane.

3. Expand Default Web Site.
The MSADC should appear as a virtual directory on the root of the Web site. If it does not exist,
right-click on the > “>Default Web Site>"> and select New=>Virtual Directory.

4. Right-click the MSADC virtual directory and select Properties.

Figure 24 Internet Information Services window
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The MSADC Properties window appear. (See Figure 25.)

5. Ensure that after Local Path is \program files\common files\system\msadc.

6. After Execute Permissions, select Scripts and Executables (IIS 5.0) or Executable (Including
Script) (IS 4.0).

7. Select both the Read and the Write check boxes.

Figure 25 MSADC Properties window
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The IIS WWW Configuration window appears. See Figure 26.

8. Click Yes.
9. Click the Directory Security tab.

Figure 26 IIS WWW Configuration Window
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10.

11.
12.

6160 Intelligent Queue II

The IP Address and Domain Name Restrictions window appears. See Figure 27.

To enable RDS-based applications and pages on this server,

if you want all clients to access RDS-based pages and applications, then select Granted Access,or
if you want to grant access only to selected clients, then click Add to enter their IP addresses or

domain names.
Click OK.
Click OK.

Figure 27 IP Address and Domain Name Restrictions window appears
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System maintenance and troubleshooting

System maintenance

Upgrading Impresa Intelligent Queue version 1.0 to Mitel Networks 6160 Intelligent Queue version 2.0.

Mitel Networks 6160 Intelligent Queue uses a different database than Impresa Intelligent Queue did, so
you will have to reprogram your system when you install 6160.

Caution: Ensure that your customized .wav files are saved to a temporary directory or you will lose
them when you uninstall Impresa Intelligent Queue.

Uninstalling Impressa Intelligent Queue version 1.0

To uninstall Impressa Intelligent Queue version 1.0:
1. Run C)\iQueue\Service\UninstallMESVC.bat
2. Run C)\iQueue\Serice\UninstalMOHSVC.bat
3. Restart the computer
4. Uninstall Impresa iQueue from the control panel using Add/Remove Programs. Select Remove All
when asked, and OK to unable to remove file.
5. Restart the computer.

NOTE: If you have ISA cards, take note of their IRQ and 1/O Addresses before you uninstall
them.

6. Uninstall the Dialogic cards from the control panel using Add/Remove Programs.

Installing new releases

From time to time, Mitel Networks produces new versions of 6160 software. New releases of software are
shipped on CD-ROM. You must first uninstall the old version of 6160 before installing the new version of
the software on your server.

NOTE: The uninstall procedure takes your server out of service. Upgrade your server during off-
hours.

Uninstalling 6160 Intelligent Queue
You do not have to save your customized .wav files to a temporary directory. All profiles will keep the .wav
files associated with them.

To uninstall 6160 Intelligent Queue:

Log on to your server as the Administrator.
Click Start=>Settings=>Control Panel.
Double click Add/Remove Programs.
Select 6160 Intelligent Queue.

Follow the Uninstall Wizard instructions.

agprwNE

Installing new 6160 Intelligent Queue versions
NOTE: You do not need to reinstall your dialogic drivers or the SQL server.

To install 6160 Intelligent queue, follow “Installing 6160” on page 43.
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Troubleshooting

Problem

Reason

Possilble solution

The Dialogic Portis
not working.

The Dialogic Portis
not working.

The Dialogic Portis
not working.

The Dialogic Portis
not working.

The Dialogic Portis
not working.

The Dialogic Portis
not working.

The Dialogic Portis
not working.

The Dialogic card
is working but 6160
is not answering.

The RAD message
does not play the
complete mes-
sage file.

The ACD paths do
not appear under
TIQ settings of
RAD ports in the
Profile Administra-
tion.

The ACD paths do
not appear under
TIQ settings of
RAD ports in the
Profile Administra-
tion.

The ACD paths do
not appear under
TIQ settings of
RAD ports in the
Profile Administra-
tion.

The ACD paths do
not appear in the
menu when creat-
ing a Queue plan.

No messages ap-
pear under my pro-
file when defining
messaging plans.

The Dialogic service was not started.

The class of service options in the PBX
are incorrect.

The RAD ports are notin Do Not Disturb.

The DND code was not entered in the
Feature Access Code form or in the Sys-
tem Settings page.

The IRQ or the I/O address is incorrect.

The Dialogic card is not set to onhook.

The systems are not started.

The Answer Plus Message Length Tim-
er and the expected Offhook Timer in the
Class of Service Options Assignment
form are incorrect.

You have not purchased 6110 version
3.0 and the TIQ Talk Option.

6160 and 6110 version 3.0 are not com-
municating.

6160 and 6110 version 3.0 are located
on different subnets.

The TIQ Talk Settings were not applied.

You have not associated any messages
with this profile.

Start the Dialogic service with the DCM (Dialogic
Configuration Manager) and set it to start auto-
matically. See step 14 of “Installing the Dialogic
Drivers.”

See “Configuring the ports on the switch” on
page 41.

See “Configuring the ports on the switch” on
page 41.

See “Configuring the ports on the switch” on
page 41 and “Setting System Settings (port and
IP address)” on page 60.

Correct them.

Set the Dialogic card to onhook. See your Dialogic
documentation.

Run the Dialogic sample programs. The Horo-
scope program tests if a port is answering. The
Multi-threaded voice program tests if a port can
dial out.

See “Starting the systems” on page 58. If the ser-
vice will not start, check the event logs for specific
errors.

See “Configuring the ports on the switch” on
page 41.

Purchase the applications.

Type the correct IP address for the 6110 CCM
server if it 6160 is a remote installation. See “Set-
ting System Settings (port and IP address)” on
page 60. The host name should be found if the
server address is entered correctly.

Type the gateway information in your TCP/IP
properties. Test your connection to the gateway
with the ping utility.

See “Assigning ACD paths to the profile” on
page 80.

See “Uploading message files to the 6160 sys-
tem” on page 103




System procedures 57

Procedures for 6160 Intelligent Queue

There are System procedures, Profile procedures, RAD messaging procedures, Smart Choice messaging
procedures, Smart Routing procedures, Music procedures, and Reporting procedures. You must follow
Profile procedures before attempting RAD or Smart Choice messaging procedures.

System procedures

Logging on 6160

To create new users, you must be an administrator. See “Creating users who are permitted on the 6160
system” on page 65.

To log on 6160 (from the server):
1. Double click the 6160 Administration icon located on the desktop.
2. After username, type the user or administrator name.
The default username is Mitel.
3. After password, type the password.
The default password is the Mitel Options code.
4. Click Continue.

To log on 6160 (from the client computer):

1. Using Internet Explorer 5.5, type in your 6160 server IP address http://[your server address]/
6160/6160 Admin.htm
The Logging on window appears. (See Figure 28.)

2. After username, type the user or administrator name.
The default username is Mitel.

3. After password, type the password.
The default password is the Mitel Options code.

4. Click Continue.

Figure 28 Logging on window

Login to 6160 Intelligent Queue

User name: - [FYTYRTETeY

FPagswiord: |

Logging off 6160

To log off 6160:

1. Click Logout.
The login page will appear.
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Starting the systems

The Messaging, Music, and Callback systems should have started automatically when you started 6160. If
the systems did not start, you can start the systems with the following procedure.

To start the systems:
1. Click System=>System Start/Stop.
The System Control window appears. (See Figure 29.)
Under Messaging: Stopped, click Start to start the Messaging system.
Under Music: Stopped, click Start to start the Music system.
4. Under Callback: Stopped, click Start to start the Callback system.

2.
3.

Figure 29 System: System Control window
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Stopping the systems

To stop the systems:
1. Click System=>System Start/Stop.
The System Control window appears.
2. Under Messaging: Started, click Stop to stop the Messaging system.
3. Under Music: Started, click Stop to stop the Music system.
4. Under Callback: Started, click Stop to stop the Callback system.
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Activating further applications

With the System Options, you can activate further applications you purchase. When you first installed
6160, you activated the applications you initially purchased.

When activating further applications, you must first stop the systems, and then activate the new
applications. Finally, you must restart the systems. See “Stopping the systems” on page 58, and “Starting
the systems” on page 58.

NOTE:
« The Mitel system ID number automatically appears. The system gets the identification
number from the Security Access Module (SAM).
« The Mitel Options Password will change when you purchase further applications. It is
found on the new Mitel Options Sheet.

To activate further applications:
1. Click System=>System Options.
The System Options window appears. (See Figure 30.)
Click the application check boxes that you want to activate.
After Mitel System ID, the identification number will automatically appear.
After Mitel Options Password, type the password.
Click Save.

arwn

Figure 30 System: System Options window
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Setting System Settings (port and IP address)

See “Before you can produce a report” on page 163. If the ports and IP address are not set up correctly,
you will not be able to produce reports.

NOTE: 6160 default ports are listed below. These default ports will automatically appear in the
System Settings. If these default ports do not reflect the ports you have assigned your PBX or your
system, please adjust the information in System Settings.

e The default port of the PBX is 5400.

e The default port of the CEN Node is 5401. (If it is the first port after creating the port for the PBX.)

e The default node of the ACD server real-time is 5024.

To set the System Settings:

1. Click System=>System Settings.

The System Settings window appears. (See Figure 31.)

2. Under Enter the DO NOT DISTURB - CANCEL feature access code, type the DND feature
access code assigned by the PBX.

3.  Under Enter the CALL HOLD - RETRIEVE feature access code, type the Call Hold feature
access code assigned by the PBX.

4. Click Save.

5.  Under Enterprise Node, type the IP address of 6110 server (the Enterprise server). Alternatively,
if 6160 is located on a remote machine, type the IP address or host name of the 6160 server. (This
is a remote installation if 6160 is not located on the 6110 server.)

6. Under Collector Node, if you have the Smart Reporting option, type the IP address of the CEN
Node.

7. Click Save.

Figure 31 System: System Settings window
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Local 6160 setup
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Remote 6160 setup
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Activating the Emergency Mode

There are two ways to activate Emergency Mode:
* You can activate the Emergency Mode for a single department of the company with an emergency

plan by activating a single profile.

* You can activate the Emergency Mode company-wide by activating the entire system.

Activating the Emergency Plan for a single profile

To activate the Emergency Plan:

1.

2.
3.
4.

Click Configuration=>Profile Manager=>Profile Messaging Plans.

The Default tab appears.

Under Your Profiles, select the profile you want to use as the emergency profile.
Under Current Profile Operating Mode, click the Emergency Plan tab.

Click Emergency Mode.

The text Normal Operation and Emergency Mode changes to red.
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Activating the Emergency Mode system-wide
To activate the Emergency Mode system-wide, you must use the System Controls.

To activate the Emergency Mode:

1.

2.

3.

4.

Click Configuration=>System=>System Start/Stop.

The System Control tab appears.

Click the Operating Mode tab.

The Operating Mode window appears. (See Figure 32.)

Under System Emergency Message, select the message(s) that will play when the system is in
Emergency Mode.

Under Current System Operating Mode, select Emergency Mode.

Figure 32 System Start/Stop: Operating Mode window
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Creating users who are permitted on the 6160 system

You can create users and administrators who will use the 6160 system.
e A user can monitor ports, and has access to the Profile Messaging Plans and the Prompt
Manager.
« An administrator has access to the entire system.

Creating a user
As you create new users, they will appear alphabetically according to the users’ first names.

To create a user:
1. Click System=>Assign Users.
The Assign Users window appears. (See Figure 33.)
Click New.
After User Name, type the user name.
After Permission Level, select User.
After Password, type the password.
After Confirm Password, retype the password.
Click Save.

NogarMwd

Figure 33 System: Assign Users window
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Creating an administrator

To create an administrator:

1. Click System=>Assign Users.
The Assign Users window appears.
Click New.
After User Name, type the administrator name.
After Permission Level, select Administrator.
After Password, type the password.
After Confirm Password, retype the password.
Click Save.

Noogkwd

Deleting users or administrators

To delete users or administrators:
1. Click System=>Assign Users.
The Assign Users window appears.
2. Under Assign Users, select the check box of the user you want to delete.
3. Click Delete.

Viewing the Peg Counter

The number of times a port has been accessed is referred to as a peg count. When a caller uses a port to
access a profile, increases the peg count by one.

Viewing the peg count

To view the port status:
1. Click Status=>Ports.
The Peg Counter window appears. (See Figure 34.)
2. view the number of times each port has been accessed.

Clearing all peg counts

To clear the port status:
1. Click Status=>Ports.
The Peg Counter window appears. (See Figure 34.)
2. Click Reset All.
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Clearing selected peg counts

To clear selected port status:
1. Click Status=>Ports.
The Peg Counter window appears. (See Figure 34.)
2. Select the port access count you want to clear.
3. Click Reset Selected.

Figure 34 Status: Peg Counter window
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Viewing the Port Monitor

To view the Port Monitor:
1. Click Status=>Ports.
The Port Monitor window appears. (See Figure 35.)
2. Click the Port Monitor tab.
3. View the port status.

Figure 35 Status: Port Monitor

@MI‘I'EI.' 6160 Intelligent Queue

System Configuration Status Logout Help

The meszaging system iz currently: Stopped




Profile procedures 69

Profile procedures

The caller uses a profile to access the port. The configuration and behavior of a port, or a group of ports, is
defined by a profile. This profile contains a list of the .wav files to be played, the decision criteria for
determining which file is to be played, and a list of the ports that are assigned to the profile. The
administrator assigns the ports to a profile. Access to profile configurations by the end user, (for example,
the Call Center Manager) is restricted based on the profile. You must create profiles for both RADs and
Smart Choice messages.

Creating a messaging profile

You must follow these five steps to configure a messaging profile:
Create Messaging ports.

Create a profile.

Assign the port.

Assign the users for this profile.

Reset the call counter (optional).

agrwbnE

Creating Messaging ports

There are two types of Messaging ports: RAD ports and Smart Choice Messaging ports.

RAD Messaging ports play messages to multiple callers at the same time. RAD Messaging ports are used
for one-way announcement messages, such as “All of our representatives are busy helping other callers,
please continue to hold to maintain your call priority.” When the RAD message finishes playing, the caller
hears music while waiting for an agent to become available. All new callers waiting in queue (maximum 50)
enter the RAD port and the RAD message begins again.

Smart Choice Messaging ports interact with callers on a call-by-call basis. Smart Choice Messaging ports
will play a message that gives the caller certain options, and then wait for a response (digit pressed) from
that caller. The port will then act on the response from the caller.

For more information on ports, see “Dialogic port requirements” on page 18.
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To create Messaging ports:

1.

2.
3.

7.

8.

Click System=>Assign Ports.

The Assign Ports window appears. (See Figure 36.)

Under Port, the port number is shown.

Under Type, select Messaging from the menu.

Under Profile, you cannot enter text.

When you create a profile (Profile Administrator: General tab), the profile name will then
automatically appear here.

Under Extension, type the extension.

This box is optional.

Under PBX PLID, type the location of the telephone card. For example, type 1-2-13-14 to indicate
cabinet 1, shelf 2, slot 13, circuit 14.

This box is optional.

Under Comment, type any comments.

This box is optional.

Click Save.

Figure 36 System: Assign Ports window
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Creating a messaging profile

To create a messaging profile:
1. Click Configuration=>Profile Manager=>Profile Administration.
The General window appears. (See Figure 37.)
2. Click New.

Figure 37 Profile Administration: General window
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5.

6.
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The Creating New Profile window appears. (See Figure 38.)

Under Name, type the name of the new profile.

It is recommended that you preface the profile name with either an R (for RAD) or an S (for Smart
Choice) to indicate the type of profile it is.

Under Type, select the type of profile you are creating (either RAD or Smart Choice).

Under Description, type a description of the message.

This is optional.

Click Save.

Figure 38 Profile Administration: New window
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Deleting a profile

To delete a profile:

1.

2.
3.

Click Configuration=>Profile Manager=>Profile Administration.
The General window appears.

Under Your Profiles, select the profile you want to delete.

Click Delete.
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Assigning the port
There are RAD Messaging, Smart Choice Messaging, Callback, and Routing ports. Each profile must
have at least one Messaging port assigned to it.

You can assign one or more ports to the same messaging profile:

NOTE:

RAD profiles generally have one port assigned to one profile because many callers can access the
same port and can therefore hear the same message.

Smart Choice profiles generally have several ports assigned to one profile because only one
person at a time can access the profile and hear the message.

Ensure that your PBX has the correct class of service assigned to these ports. See
“Configuring the ports on the switch” on page 41.

If you assignh several ports to a profile, you will need to put these ports into a hunt group on
the PBX.

You must create ports prior to assigning them to the profile. See “Creating Messaging
ports” on page 69.

The New and Delete buttons do not apply to ports. They apply only to profiles.

To assign the port:

1.

arwn

Click Configuration=>Profile Manager=>Profile Administration.
The General window appears.

Under Your Profiles, select the profile that you will assign the port to.
Click the Ports tab. (See Figure 39.)

Select the check box next to the appropriate port(s).

Click Save.

Figure 39 Profile Administration: Ports window

@Mrreu 6160 Intelligent Queue

Syztem Conliguration Status Logout Help
Your Profiles: R Afternoon Greeting - Port Assignments
R Afternoon Greeting General Partg | Users I Statistics I TIG Settings I

EI R Moming Greeting
EI R Weekend Greeting

Select the ports used by this profile
Port 1 (I use by R Afternoon Greeting)
Part 2 [In use by B Aftermoon Graeting)
[ Port 3

MHumber of ports assigned ta this profile: 2

Mew Delete Save




74 6160 Intelligent Queue II

Changing the port assignation

To change the port assignation:
1. Click Configuration=>Profile Manager=>Profile Administration.
The General window appears.
Click the Ports tab.
Clear the check box of the current port assignment.
Select the check box of the appropriate port.
Click Save.

arwd
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Assigning the users to this profile

You must assign users to each profile. Only users assigned to a profile and the system administrator have
access to that profile. If no users are assigned only the administrator can access the profile.

NOTE:

You must have created users prior to assigning them to the profile. See “Creating users
who are permitted on the 6160 system” on page 65.

The New and Delete buttons do not apply to users. They apply only to profiles.

To assign the users to this profile:
1. Click Configuration=>Profile Manager=>Profile Administration.
The General window appears.

Under Your Profiles, select the profile that you are assigning users to.
Click the Users tab. (See Figure 40.)

Select the check box next to the users who this profile will use.
Click Save.

2.
3.
4,
5.

Figure 40 Profile Administration: Users window

@Mrreu 6160 Intelligent Queue

Syztem Conliguration Status Logout Help

Your Profiles: R Afternoon Greeting - User Azzsignments
R Afternoon Greeting General I Ports Users
EI R Moming Greeting
EI R Weekend Greeting

| Statistics I TIG Settings I

Select the users that are allowed to use this profile
Brad Armgtrong

Jane Cook,

Jeff Robertsz

[ ¥endra Dupuis

[ Marc Green

Mew Delete . Save




76 6160 Intelligent Queue II

Changing the users assignation

To change the users assignation:

1. Click Configuration=>Profile Manager=>Profile Administration.

The General window appears.

2. Under Your Profiles, select the profile that you are changing the assigned user of.

3. Click the Users tab.
The current list of users is found under Select the users that are allowed to use this profile.
Clear the check box of the users who are not allowed to use this profile.
Select the check box of the users who are allowed to use this profile.
Click Save.

o0k
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Resetting the call counter
Resetting the call counter is optional, but you should reset the call counter when you create a new profile
so that the Number of Calls Received is accurate.

NOTE: The New and Delete buttons do not apply to users. They apply only to profiles.

To reset the call counter:
1. Click Configuration=>Profile Manager=>Profile Administration.
The General window appears.
2. Under Your Profiles, select the profile that you want to reset the call counter for.
3. Click the Statistics tab.
The Statistics window appears. (See Figure 41.)
4. Click Reset Counter
5. Click Save.

Figure 41 Profile Administrator: Statistics window
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RAD messaging procedures

When a caller receives a RAD message, he listens to a message that is played, and then holds for the next
available agent.

The order to configure your 6160 system for RAD messages is:
1. Create a messaging profile.
See “Creating a messaging profile” on page 69.
Assign ACD paths to the profile (if you want to create a TIQ Talk RAD).
Upload message files to the 6160 system.
Create a message (if you want to create a TIQ Talk RAD, or a message with linked .wav files).
Define the Message Plans.

aprwn
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Assigning ACD paths to the profile

With TIQ (Time in Queue) Talk, a profile can announce information on queue conditions (estimated hold
time in a queue or number of callers in queue) based on information from Mitel Networks 6110 Contact
Center Management version 3.0 about that ACD path (queue).

If you have the TIQ Talk option, and you want to create a TIQ Talk RAD, then you must assign the ACD
paths. These paths are used to define a Queue Plan or to create messages with the Prompt Manager.
Paths are listed under Select the ACD Paths that this profile will use.

NOTE:
e 6160 collects the path information from 6110. If you do not see any paths listed, either 6110
is not configured or you do not have a connection to the 6110 server.
« The New and Delete buttons do not apply to paths. They apply only to profiles.

To assigning ACD paths to the profile:
1. Click Configuration=>Profile Manager=>Profile Administration.
The General window appears. (See Figure 42.)
2. Under Your Profile, select the profile that you are assigning paths to.
3. Click the TIQ Settings tab.
The current list of ACD paths is found under Select the ACD paths that this profile will use.
4. Select the check box next to the ACD path(s) that this profile will use.
5. Click Save.

Figure 42 Profile Administration: TIQ Settings window

@Mn-sl.‘ 6160 Intelligent Queue

System Configuration Status Logout Help

Your Profiles: R Morning Greeting - Time In Queue Path Azzignments

F| Muaming Greeting General I Ports I Lzers Statistics T“:!SE“"'
EI R Mew ear

©lr Weekend reeting Select the ACD Paths that this profile will use

[@]5 Profie 1

O Fath FileSerer? POOS0 Cust Sery




RAD messaging procedures 81

Changing the ACD paths assignation

To change the ACD paths assignation:

1.

2.
3.

o0k

Click Configuration=>Profile Manager=>Profile Administration.

The General window appears.

Under Your Profiles, select the profile that you are changing the assignment of the path for.
Click the TIQ Settings tab.

The current list of ACD paths is found under Select the ACD paths that this profile will use.
Clear the check box of the ACD paths that you do not want this profile to use.

Select the check box of the ACD paths that this profile will use.

Click Save.
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Uploading message files (.wav) to the 6160 system
Message files appear in the Message Files window once they are in the system. You must upload
message files to each profile before you can create message plans.

There are 29 messages files that are included with 6160. These phrases are located on the C
drive=>Program Files=>Mitel Networks=>6160=>Languages=>US English.

You do not have to use the .wav files provided. You can create custom .wav files using a program such as
Windows Sound Recorder. All custom .wav files must be saved in CCITT HMLaw, 8kHz format.

To upload message files to the 6160 system:
1. Click Configuration=>Prompt Manager.
The Message Files tab appears.
2. Under Your Profiles, select the profile that you are uploading messages for.
3. Click the Add New Files tab.
The Add New Files window appears. (See Figure 43.)
4. Under Click Upload to send the files, select the drive where the message files are located.
In the left pane, browse until you locate the folder containing the message files.
6. Double-click the folder containing the message files.
The message files will appear in the right pane.
7. Click Upload.

o

Figure 43 Prompt Manager: Add New Files window

@Mrreu 6160 Intelligent Queue

Syztem Conliguration Status Logout Help
Your Profiles: Uplead R Alterncon Greeting messzages.
R Aftermioon Greeting teszage Files Add New Files | Create Meszages I
EI R Moming Greeting
€] R wieekend Gresting 33 meszages uploaded to R Afternoon Greeting
@] system [ & winzooo) =
o [
=3 Program Files
£ Mitel Metworks
= x
5 Language

& US English

@ 33 files uploaded to 6160 server,




RAD messaging procedures 83

Creating a message

There are two reasons why you would create a message:
* You can create a message to link several .wav files together so that they will play as one message.
e You can create a TIQ Talk RAD, which is a message that reports current queue conditions. You

must have the TIQ (Time in Queue) Talk option. You create a message so that the path is linked to
the message file.

NOTE: « You must assign the ACD paths before they will appear here. See “Assigning
ACD pathsto the profile” on page 80.

« Both message files (.wav) and messages appear in the Message Files window and are available
for message plans.

To create a message that links several .wav files:
1. Click Configuration=>Prompt Manager.
The Message Files tab appears.

2. Under Your Profiles, select the RAD profile that you are creating the message for.
3. Click the Create Messages tab.
The Create Messages window appears. (See Figure 44.)
4. Under Create a name for this message, type a name for this message.
5. Under Insert a pre-recorded phrase, select a message file from the list.
6. Click Insert.
7. Repeat steps 5 and 6 to add as many .wav files as you want to play sequentially as one message.
8. Under Message, all message files you have added to the profile are listed.
9. Click Save.

Figure 44 Prompt Manager: Create Messages window

GOMITEL 6160 Intelligent Queue

System Configuration Status Logout Help

Your Profiles: Create R Afternoon Greeting messages.
F Aftermoon Greeting Meszage Files I Add Mew Files Create Messages |
EIF! tarning Greeting

[@]R weekend Greeting Message Definition:

EI Spstern

Create a name for thiz mezsage:

|F| Afternoon Greeting

Inzert a pre-recorded phiase:;

IB.wav j Inzert
Inzert a system value:
Path: I j
Walue: ILDngest time in gueue j
Language: IUS Englizh j Ingert |
Meszage
[Play]  Bowaw
[Play]  B.wavy

Save |




84 6160 Intelligent Queue II

There are two types of TIQ Talk RAD messages: longest time in queue and number of calls in queue.
When you create a TIQ Talk RAD, you link the path to the message file.

With the longest time in queue message, you must link the first half of a message (Thank you for calling.
Based on current call volumes, the expected wait time is...), to the path information (5 minutes and 10
seconds), and then to the second half of the message (We thank you for your patience.)

With the number of calls in queue, you must link the first half of the message (Thank you for calling. You
are the), to the path information indicating the number of callers on hold (14th), and then to the second half
of the message (caller waiting. Your call will be answered as soon as an agent becomes available.)

If you have decided to give the caller the estimated hold time, you might want to offer the caller the option
to continue to hold or to leave voice mail. This option is possible if you create two ACD paths which are
exactly the same except that the second paths has a higher priority than the first. The first path will play the
real-time messages, but will actually monitor the second, higher priority path. After a short period of time
(say 2 minutes), this path will interflow to voice mail, or to a Smart Choice message tree, where the caller
can be given the option to go to a mailbox or to transfer to the higher priority path. In this case, you might
want to monitor the high priority path until a threshold of 0 (less than 1 minute of hold time in this queue),
and announce to the callers “We are experiencing a moderate call volume. Your estimated hold time is 2
minutes.” The next threshold could be set to 1, and an interactive message could be used announcing the
actual hold time in this queue. The customer can then decide whether to hold or to leave voice mail when
presented with the option.

To create a TIQ Talk RAD message:
1. Click Configuration=>Prompt Manager.
The Message Files tab appears.

2. Under Your Profiles, select the RAD profile that you are creating the message for.
3. Click the Create Messages tab.
The Create Messages window appears.
4. Under Create a name for this message, type a name for this message.
5. Under Insert a pre-recorded phrase, select a message file from the list.
6. Click Insert.
7. After Path, select the path you want to use. The paths available are determined by TIQ settings.

The value information is determined by the path. The value for the Longest time in queue is the
estimated duration of the wait, expressed in minutes and seconds. The value for Number of calls
in queue is a number.

8. After Value, select either Longest time in queue or Number of calls in queue.

9. After Language, select either French, UK English, or US English.

10. Click Insert.

11. Under Message, all message files you have added to the profile are listed.

12. If you want to add more .wav files that will play after the Value, repeat steps 5 and 6.

13. Click Save.
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Editing a message
You can edit messages (but not message files) with the following steps.

To edit a message:
1. Click Configuration=>Prompt Manager.
The Message Files tab appears. (See Figure 45.)
2. Under Your Profiles, select the RAD profile that you are editing a message for.
3. Under Message, select the message you want to edit.
4. Click Edit.

Figure 45 Prompt Manager: Message Files window
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The Edit window opens, with the message information in view. (See Figure 46.)
5.  Adjust the appropriate information.
6. Click Save.

Figure 46 Prompt Manager: Edit window
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Deleting a message

To delete a message:

1.
2.
3.
4

5.

Click Configuration=>Prompt Manager.

The Message Files tab appears.

Under Your Profiles, select the RAD profile that your are deleting a message for.
Under Message, select the message you want to delete.

Click Delete.

The 6160 Administration box appears. (See Figure 47.)

Click Yes.

Figure 47 Prompt Manager: Delete window
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Defining RAD Message Plans

There are six RAD message plans:
« the default plan
« the date plan
« the day plan
« the time plan
« the queue plan
 the emergency plan

You do not have to define all plans. However, you must define the default plan. If there are no plans
defined, the call will be lost.

A useful advertising feature of RAD message plans is that you can rotate through a list of messages, only
playing one of the messages each time the RAD port is accessed by a message plan. The first time the
RAD is accessed, message one will play. The second time the RAD is accessed, message two will play,
and so on. The RAD will begin at message one again when all listed messages have been played.

If you want to create a single message from a series of .wav files, you must do this with the Prompt
Manager. See “Creating a message” on page 83.
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Defining the RAD default plan

To define a default message plan, you must assign a default message to each profile. If you do not, and
the other message conditions (Date Plan, Day Plan, Time Plan, Queue Plan, Emergency Plan) do not
apply, you will lose the incoming calls. The default message only plays when the conditions of the other
plans do not apply.

To define the RAD default plan:

1.
2.
3.
4.

5.

Click Configuration=>Profile Manager=>Profile Messaging Plans.

The Default tab appears. (See Figure 48.)

Under Your Profiles, select the RAD profile that you are assigning a default message to.

Under Play, select the check box beside the message you want the caller to hear.

If you want to create a list of messages to rotate through, repeat the preceding step for each
additional message. The first time the RAD port is accessed, message one will play. The second
time the RAD port is accessed, message two will play, and so on.

Click Save.

Figure 48 Profile Messaging Plans: Default window
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Changing the RAD default message(s) assignation

To change the RAD default message(s) assignation:

1.

arwd

Click Configuration=>Profile Manager=>Profile Messaging Plans.

The Default tab appears.

Under Your Profiles, select the RAD profile that you are changing the message assignation of.
Under Play, clear the check box of the message(s) you do not want the caller to hear.

Under Play, select the check box beside the message(s) you want the caller to hear.

Click OK.
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Changing the order of the RAD default profile messages

If you have a list of messages that the system rotates through, and you want to change the order of those
messages, follow the steps below:

To change the order of the RAD default profile messages:

1.

2.
3.
4,

Click Configuration=>Profile Manager=>Profile Messaging Plans.

The Default tab appears.

Under Your Profile, select the RAD profile that you are changing the order of the messages of.
Under Play, clear all check boxes.

Select each message in the order you want the messages to be played.

The first time the RAD port is accessed, message one will play. The second time the RAD port is
accessed, message two will play, and so on.

Click OK.
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Defining a RAD date plan
To define a date plan, you determine what messages you want the caller to hear and what date and time to
play those messages.

Information programmed into a date plan takes precedence over a day plan or a time plan.

NOTE: The system is synchronized to use the time shown on the PC, not the time shown on the
PBX.

To define a RAD date plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
2. Under Your Profiles, select the RAD profile that you are creating a date plan for.
3. Click the Date Plan tab.
The Date Plans window appears. (See Figure 49.)
On the calendar, click the date for which you want to program a time slot or slots.
Under Time Slot, select the check box that you want to program.
Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the message. Alternatively, you can click the digits representing the hour,
then click the arrows to change the hour by increments of one.
7. Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the message. Alternatively, you can click the digits representing the
minutes, then click the arrows to change the minute by increments of one.

o0k

Figure 49 Profile Messaging Plans: Date Plans window
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8. Under End Time, select the time of day you would like to stop the direction of callers to this
message by repeating the preceding two steps.

9. Under Message List, click on the cell, then select the check box beside the message you would
like to play.

10. If you want to create a list of messages to rotate through, repeat the preceding step for each
additional message. The first time the RAD port is accessed, message one will play. The second
time the RAD port is accessed, message two will play, and so on.

11. Click OK.

12. When you have programmed all the time slots you want, click Save.
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Defining a RAD day plan
To define a day plan, you determine what messages you want the caller to hear and what day and time to
play the messages.

Information programmed into a day plan takes precedence over a time plan.

NOTE: The system is synchronized to use the time shown on the PC, not the time shown on the
PBX.

To define a RAD day plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
2. Under Your Profiles, select the RAD profile that your are creating a day plan for.
3. Click the Day Plans tab.
The Day Plans window appears. (See Figure 50.)

Figure 50 Profile Messaging Plans: Day Plans window
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10.

11.
12.
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Click the day-of-the-week button for which you want to create the time slot. For example, click the
Monday button to create a time slot for a message every Monday.

Under Time Slot, select the check box that you want to program.

Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the message. Alternatively, you can click the digits representing the hour,
then click the arrows to change the hour by increments of one.

Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the message. Alternatively, you can click the digits representing the
minutes, then click the arrows to change the minute by increments of one.

Under End Time, select the time of day you would like to stop the direction of callers to this
message by repeating the preceding two steps.

Under Message List, click on the cell, then select the check box beside the message you would
like to play.

If you want to create a list of messages to rotate through, repeat the preceding step for each
additional message. The first time the RAD port is accessed, message one will play. The second
time the RAD port is accessed, message two will play, and so on.

Click OK.

When you have finished programing the time slots for a full day, click Save.
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Defining a RAD time plan
To define a time plan, you determine what messages you want the caller to hear at different times of the
day.

NOTE: The system is synchronized to use the time shown on the PC, not the time shown on the
PBX.

To define a RAD time plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
2. Under Your Profiles, select the RAD profile that your are creating a time plan for.
3. Click the Time Plans tab.
The Time Plans window appears. (See Figure 51.)

4. Under Time Slot, select the check box that you want to program.

5. Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the message. Alternatively, you can click the digits representing the hour,
then click the arrows to change the hour by increments of one.

6. Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the message. Alternatively, you can click the digits representing the
minutes, then click the arrows to change the minute by increments of one.

Figure 51 Profile Messaging Plans: Time Plans window
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7. Under End Time, select the time of day you would like to stop the direction of callers to this
message by repeating the preceding two steps.

8. Under Message List, click on the cell, then select the check box beside the message you would
like to play.

9. If you want to create a list of messages to rotate through, repeat the preceding step for each
additional message. The first time the RAD port is accessed, message one will play. The second
time the RAD port is accessed, message two will play, and so on.

10. Click OK.

11. When you have finished programing the time slots for a full day, click Save.
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Defining a RAD queue plan

You must have TIQ (Time in Queue) Talk to define a Queue Plan.

If you want to play a specific message when the number of callers reaches a certain threshold point, or the
wait time reaches a certain threshold point, then you must define a queue plan.

To define a queue plan, you determine the queue settings for a path or path group. See “Assigning ACD
paths to the profile” on page 80.

You can select the type of queue condition you want to use for a threshold. The condition could monitor
whether the number of calls waiting in the queue exceeds the threshold you have set, or whether the
longest number of minutes that a caller has been waiting exceeds the threshold you have set. Then, you
determine the message the system will play to callers when the threshold value has been exceeded.

To define a RAD queue plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
2. Under Your Profiles, select the RAD profile that you are creating a queue plan for.
3. Click the Queue Plans tab.
The Queue Plans window appears. (See Figure 52.)
4. Click New.

Figure 52 Profile Messaging Plans: Queue Plans window
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The Queue Plans: New window appears. (See Figure 53.)

5.  Under Select the type of queue condition used for this threshold, either click

*The number of calls waiting in the queue or

*The longest number of minutes that a caller has been waiting.

Under Select the path to monitor, select the path or path group you want the system to monitor.

7. Under Enter the threshold value, type either the maximum number of calls that can be in the
gueue before the threshold is reached, or the number of minutes in the queue before the threshold
is reached (wait time).

8. Under Select the message that should be played for callers when waiting in the queue
exceeds the threshold, select the message.

9. Click Save.

o

Figure 53 Queue Plans: New window
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Editing a RAD queue plan message

To edit a RAD queue plan message:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
Under Your Profiles, select the RAD profile that you are editing the queue plan for.
Click the Queue Plans tab.
Select the queue plan.
Click Edit.
The Queue Plans: Edit window appears. (See Figure 54.)
Under Select the type of queue condition used for this threshold, either click
*The number of calls waiting in the queue or

arwd

o
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*The longest number of minutes that a caller has been waiting.

Under Select the path to monitor, select the path or path group you want the system to monitor.
Under Enter the threshold value, type either the maximum number of calls that can be in the
gueue before the threshold is reached, or the number of minutes in the queue before the threshold
is reached (wait time).

Under Select the message that should be played for callers when waiting in the queue
exceeds the threshold, select the message.

Click Save.

Figure 54 Queue Plans: Edit window
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Deleting a RAD queue plan message

To delete a RAD queue plan message:

1.

2.
3.

ok

Click Configuration=>Profile Manager=>Profile Messaging Plans.

The Default tab appears.

Under Your Profiles, select the RAD profile that you are deleting the queue plan of.
Click the Queue Plans tab.

The Queue Plans window appears.

Select the queue plan.

Click Delete.
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Defining a RAD emergency plan
To define an emergency plan, you determine the message that will be played when Emergency Mode is
activated.

To define a RAD emergency plan:

1.

2.
3.
4,
5.

Figure 55 Profile Messaging Plans: Emergency Plan window
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Smart Choice messaging procedures

Smart Choice messaging differs from RAD messaging in one important way:
* When creating a message plan, you can program three layers of messaging instructions. The Smart
Choice message is referred to as the message tree because of the three layers.

A Smart Choice message is dynamic. When a caller receives a Smart Choice Message, he listens to the
first message and can navigate to the next message using telephone digits as directed by the 6160
system. There is a maximum of three layers of messages.

The order to configure your 6160 system for Smart Choice Messages is:

1.

aprwn

Create a Smart Choice messaging profile.

See “Creating a messaging profile” on page 69.

Assign ACD paths to the profile (only if you want to create a TIQ Talk Smart Choice message).
Upload message files to the 6160 system.

Create a message (only if you want to create a TIQ Talk Smart Choice message).

Define the Smart Choice message plans.



102 6160 Intelligent Queue II

Assigning ACD paths to the profile

If you have the TIQ (Time in Queue) Talk option, and you want to create a TIQ Talk Smart Choice
message, then you must assign the ACD paths. These paths are used to define a Queue Plan or to create
messages with the Prompt Manager. Paths are listed under Select the ACD Paths that this profile will
use.

NOTE:
e 6160 collects the path information from 6110. If you do not see any paths listed, either 6110
is not configured or you do not have a connection to the 6110 server.
« The New and Delete buttons do not apply to paths. They apply only to profiles.

To assign ACD paths to the Smart Choice profile:
1. Click Configuration=>Profile Manager=>Profile Administration.
The General window appears. (See Figure 56.)
2. Under Your Profile, select the Smart Choice profile that you are assigning paths to.
3. Click the TIQ Settings tab.
The current list of ACD paths is found under Select the ACD paths that this profile will use.
4. Select the check box next to the ACD paths that this profile will use.
5. Click Save.

Figure 56 Profile Administration: TIQ Settings window
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Changing the ACD paths assignation

To change the ACD path assignation:

1.

2.
3.

4,
5.
6.

Click Configuration=>Profile Manager=>Profile Administration.

The General window appears.

Under Your Profile, select the Smart Choice profile that you are changing the path assignation of.
Click the TIQ Settings tab.

The current list of ACD paths is found under Select the ACD paths that this profile will use.
Clear the check box of the ACD paths that you do not want to use this profile.

Select the check box of the ACD paths that this profile will use.

Click Save.

Uploading message files to the 6160 system

Message files appear in the Message Files window once they are in the system. You must upload
message files to each profile before you can create message plans.

There are 29 messages files that are included with 6160. These phrases are located on the C
drive=>Program Files=>Mitel Networks=>6160=>Languages=>US English.

You do not have to use the .wav files provided. You can create custom .wav files using a program such as
Windows Sound Recorder. All custom .wav files must be saved in CCITT [Law, 8kHz format.

To upload message files to the 6160 system:

1.

2.
3.

Click Configuration=>Prompt Manager.

The Message Files tab appears.

Under Your Profiles, select the Smart Choice profile that you are uploading messages to.
Click the Add New Files tab.
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The Add New Files window appears. (See Figure 57.)
4. Under Click Upload to send the files, select the drive where the message files are located.
5. Inthe left pane, browse until you locate the folder containing the message files.
6. Double-click the folder containing the message files.
The message files will appear in the right pane.
7. Click Upload.
8. Click OK.

Figure 57 Prompt Manager: Add New Files window
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Creating a message
There are two reasons why you would create a Smart Choice message:

You can create a message to link several .wav files together so that they will play as one message.
You can create a TIQ Talk Smart Choice message, which is a message that reports current queue
conditions. You must have the TIQ (Time in Queue) Talk option. You create a message so that the
path is linked to the message file.

NOTE: « You must assign the ACD paths before they will appear here. See “ Assigning
ACD pathsto the profile” on page 102.

» Both message files (.wav) and messages appear in the Message Files window and are
available for message plans.

To create a message that links several .wav files:

1.

wnN

© NGO A

Click Configuration=>Prompt Manager.

The Message Files tab appears.

Under Your Profiles, select the Smart Choice message that you are creating a message for.
Click the Create Messages tab.

The Create Messages window appears. (See Figure 58.)

Under Create a name for this message, type a hame for this message.

Under Insert a pre-recorded phrase, select a message file from the list.

Click Insert.

Repeat steps 5 and 6 for as many .wav files as you want to play sequentially as one message.
Under Message, all message files you have added to the profile are listed.

Click Save.

Figure 58 Prompt Manager: Create messages window
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There are two types of TIQ Talk Smart Choice messages: longest time in queue and number of calls in
queue. A TIQ Talk Smart Choice message is a message that reports current queue conditions. You must
have the TIQ Talk option. You create a message so that the path is linked to the message file.

With the longest time in queue message, you must link the first half of a message (Thank you for calling.
Based on current call volumes, the expected wait time is...), to the path information (5 minutes and 10
second), and then to the second half of the message (We thank you for your patience.)

With the number of calls in queue, you must link the first half of the message (Thank you for calling. You
are the), to the path information indicating the number of callers on hold (14th), and then to the second half
of the message (caller waiting. Your call will be answered as soon as an agent becomes available.)

If you have decided to give the caller the estimated hold time, you might want to offer the caller the option
to continue to hold or to leave voice mail. This option is possible if you create two ACD paths which are
exactly the same except that the second paths has a higher priority than the first. The first path will play the
real-time messages, but will actually monitor the second, higher priority path. After a short period of time
(say 2 minutes), this path will interflow to voice mail, or to a Smart Choice message tree, where the caller
can be given the option to go to a mailbox or to transfer to the higher priority path. In this case, you might
want to monitor the high priority path until a threshold of 0 (less than 1 minute of hold time in this queue),
and announce to the callers “We are experiencing a moderate call volume. Your estimated hold time is 2
minutes.” The next threshold could be set to 1, and an interactive message could be used announcing the
actual hold time in this queue. The customer can then decide whether to hold or to leave voice mail when
presented with the option.

To create a TIQ Talk Smart Choice message:
1. Click Configuration=>Prompt Manager.
The Message Files tab appears.

2. Under Your Profiles, select the Smart Choice profile that you are creating the message for.
3. Click the Create Messages tab.
The Create Messages window appears.
4. Under Create a name for this message, type a name for this message.
5. Under Insert a pre-recorded phrase, select a message file from the list.
6. Click Insert.
7. After Path, select the path you want to use. The paths available are determined by TIQ settings.

The value information is determined by the path. The value for the Longest time in queue is the
estimated duration of the wait, expressed in minutes and seconds. The value for Number of calls
in queue is a number.

8. After Value, select either Longest time in queue or Number of calls in queue.

9. After Language, select either French, UK English, or US English.

10. Click Insert.

11. Under Message, all message files you have added to the profile are listed.

12. If you want to add more .wav files that will play after the Value, repeat steps 5 and 6.

13. Click Save.
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Editing a message
You can edit messages (but not message files) with the following steps.

To edit a message:

1. Click Configuration=>Prompt Manager.

The Message Files tab appears.

2. Under Your Profiles, select the Smart Choice profile that you are editing a message for.
Under Message, select the message you want to edit.
4. Click Edit.

The Edit window appears. (See Figure 59.)

5.  Adjust the appropriate information.
6. Click Save.

w

Figure 59 Prompt Manager: Edit window
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Deleting a message

To delete a message:
1. Click Configuration=>Prompt Manager.
The Message Files tab appears.
2. Under Your Profiles, select the Smart Choice profile that you are deleting a message from.
3. Under Message, select the message you want to delete.
4. Click Delete.
The 6160 Administration box appears. (See Figure 60.)
5. Click Yes.

Figure 60 Prompt Manager: Delete window
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Defining Smart Choice message plans

There are five Smart Choice message plans:
« the Smart Choice default plan
 the Smart Choice date plan
« the Smart Choice day plan
 the Smart Choice time plan
« the Smart Choice emergency plan

You do not have to define all plans, however, you must define the Smart Choice default plan. If there are no
plans defined, the call will be lost.

Defining a Smart Choice default plan

you must assign a default message to each profile. If you do not, and the other message conditions (Date
Plan, Day Plan, Time Plan, Queue Plan, Emergency Plan) do not apply, you will lose the incoming call. The
default message only plays when the other conditions do not apply.

You can program up to three layers of messages for the caller to select from. This layered message is
referred to as the message tree. When navigating through the layers of messages, you can program the
caller to select from several options: replay the same message, play a new message, or transfer. If you
have Voice Callback, the caller can also leave a message which will be queued like a regular call.
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To define a Smart Choice default plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Profile Messaging Plans: Default window appears. (See Figure 61.)
2. Under Your Profiles, select the Smart Choice profile that you are creating a default plan for.
3. Under Default Message Tree, select Layer 1.

Figure 61 Profile Messaging Plans: Default window

@MITEI.‘ 6160 Intelligent Queue

System Configuration Status Logout Help

Your Profiles: 5 Profile 1 - Default Meszage Tree

&R Marring Greeting Default | Time Plans I Day Plans I Date Plans I Emergency F'Ianl
R MNew Year

[&] R wisskend Greeting
S Profile 1

Default Message Tree
- @) Laper 1
- @) Laper 2
=€) Layer 3

Layer 1 Properties

Greeting: I

b ax Fetries: |3

Ireealid Digit Meszage: I

LefLe] Lef el

Error Action; IFHepIa_l,l Gresting

Save |




Smart Choice messaging procedures 111

The Default Plan Layer 1 window appears. (See Figure 62.)

4.  After Greeting, select the appropriate message.

After Max. Retries, select the maximum number of times a caller can press a non-programmed
digit before being transferred to the Err. digit path.

After Invalid Digit Message, select the message that will be played for a caller who has pressed
an incorrect digit.

After Error Action, select the appropriate action.

Under Layer 1, click the first digit you want to program (for example 0).

Figure 62 Profile Messaging Plans: Default Plan Layer 1 window
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The Layer 1 window appears. (See Figure 63.)

NOTE: The Voice Callback action will appear in the action list only if you have purchased
Voice Callback. You select the Voice Callback action only when you are creating Voice
Callback messaging. See “Callback procedures” on page 125.

NOTE: Callbacks can only be directed to ACD paths without RADs. It is recommended that
a second ACD path be created for all paths that will be using Callbacks. This ACD path
should contain the same agent group as the voice ACD path, it should have a lower priority
than the voice ACD path, and it should not have a RAD programmed.

9. After Action to take, select the action (Play Message, Replay Greeting, Goto Layer x, Transfer, or
Voice Callback).

Figure 63 Default Messaging Plans: Layer 1 window
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10. If you select Play Message or Transfer, select the message or type the transfer digits. (See
Figure 64.)

11. If you select Voice Callback, type the directory number of the ACD path.

12. Repeat until you have programmed all necessary digits for three layers maximum.

13. Click OK.

14. When you have finished programing the time slots for a full day, click Save.

15. If you have selected Voice Callback as an action, you must now configure the Voice Callback
Request with the Callback Manager. See “Callback procedures” on page 125.

Figure 64 Default Messaging Plans: Message to play
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Changing the Smart Choice default messages assignation

To change the Smart Choice default message assignation:

1. Click Configuration=>Profile Manager=>Profile Messaging Plans.

The Default tab appears.

2. Under Your Profiles, select the Smart Choice profile that you are changing the message
assignation for.
Under Play, clear the check box of the message you do not want the caller to hear.
Under Play, select the check box beside the message you want the caller to hear.
Click Save.

aprw
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Defining a Smart Choice date plan
To define a Smart Choice date plan, you determine what messages you want the caller to hear and what
date and time to play the messages.

NOTE: The system is synchronized to use the time shown on the PC, not the time shown on the
PBX.

To define a Smart Choice date plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
2. Under Your Profiles, select the Smart Choice profile that you are creating the date plan for.
3. Click the Date Plan tab.
The Date Plans window appears. (See Figure 65.)
4. On the calendar, click the date for which you want to program a time slot or slots.

Under Time Slot, select the check box that you want to program.

6. Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the message tree. Alternatively, if you can click the digits representing the
hour, then click the arrows, you will change the hour by increments of one.

7. Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the message tree. Alternatively, if you click the digits representing the
minutes, then click the arrows, you will change the minute by increments of one.

o

Figure 65 Profile Messaging Plans: Date Plans window
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8. Under End Time, select the time of day you would like to stop the direction of callers to this
message tree by repeating the preceding two steps.

9. Click Message Tree.
The Date Plans Message Tree window appears. (See Figure 66.)

10. Under the date you selected Time Slot 1, select Layer 1.

Figure 66 Date Plans Message Tree window
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11.
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The Date Plans Layer 1 window appears. (See Figure 67.)

Under Greeting, select the appropriate message.

Under Max. Retries, select the maximum number of times a caller can press a non-programmed
digit before being transferred to the Err. digit path.

Under Invalid Digit Message, select the message that will be played for a caller who has pressed
an incorrect digit.

After Error Action, select the appropriate action.

Under Layer, click the first digit you want to program (for example 0).

NOTE: The Voice Callback action will appear in the action list only if you have purchased
Voice Callback. You select the Voice Callback action only when you are creating Voice
Callback messaging. See “Callback procedures” on page 125.

After Action to take, select the action (Play Message, Replay Greeting, Goto Layer x, Transfer, or
Voice Callback).

If you select Play Message or Transfer, select the message or type the transfer digits.

If you select Voice Callback, type the directory number of the ACD path.

Repeat until you have programmed all necessary digits for three layers maximum.

Click OK.

When you have finished programing the time slots for a full day, click Save.

If you have selected Voice Callback as an action, you must now configure the Voice Callback
Request with the Callback Manager. See “Callback procedures” on page 125.

Figure 67 Profile Messaging Plans: Date Plans Layer 1 window

@Mrreu 6160 Intelligent Queue

Syztem Conliguration Status Logout Help
Your Profiles: S Profile 1 - Date Bazed Messaging
[@]F: Morming Greeting Default I Time Plans I Day Plans Date Plans | Emergency Plan I
[&] R New vear
R Weekend Greeting .
October 14, 2001 T Slot 1
K35 Profils 1 conet me o

= @ Layer1 -
(@] Mot Lzed
[F] Mot Lzed
Mot Lzed
Mot Lzed
[ Mot Lzed
5] Mot Lzed
[&] Mot Lzed
Mot Lzed
8] Mot Lzed
8] Mot Lzed —
%] Mot Lzed
[#] Mot Lzed x|

Layer 1 - Digit 0

Action to take: Mot Lzed j

Mot Uzed

Play Message
iHeplay Greetin:
Goto Lager 2
Gato Layer 3
Transfer

Woice Callback.

. OrCET I T




Smart Choice messaging procedures 117

Defining a Smart Choice day plan
To define a Smart Choice day plan, you determine what messages you want the caller to hear and what
day and time to play the messages.

NOTE: The system is synchronized to use the time shown on the PC, not the time shown on the
PBX.

To define a Smart Choice day plan:
1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.
2. Under Your Profiles, select the Smart Choice profile you are creating a day plan for.
3. Click the Day Plans tab.
The Day Plans window appears. (See Figure 68.)

Figure 68 Profile Messaging Plans: Day Plans window
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4. Click the day-of-the-week button for which you want to create the time slot. For example, click the

Sunday button to create a time slot for a message every Sunday.

Under Time Slot, select the check box that you want to program.

6. Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the message tree. Alternatively, if you can click the digits representing the
hour, then click the arrows, you will change the hour by increments of one.

7. Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the message tree. Alternatively, if you click the digits representing the
minutes, then click the arrows, you will change the minute by increments of one.

8. Under End Time, select the time of day you would like to stop the direction of callers to this
message tree by repeating the preceding two steps.

9. Click Message Tree.

The Day Plans Message Tree window appears. (See Figure 69.)

10. Under the day you selected Time Slot 1, select Layer 1.

o

Figure 69 Day Plans Message Tree window
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The Day Plans Layer 1 window appears. (See Figure 70.)

Under Greeting, select the appropriate message.

Under Max. Retries, select the maximum number of times a caller can press a non-programmed
digit before being transferred to the Err. digit path.

Under Invalid Digit Message, select the message that will be played for a caller who has pressed
an incorrect digit.

Under Time Slot 1, click the first digit you want to program (for example 0).

NOTE: The Voice Callback action will appear in the action list only if you have purchased
Voice Callback. You select the Voice Callback action only when you are creating Voice
Callback messaging. See “Callback procedures” on page 125.

After Action to take, select the action (Play Message, Replay Greeting, Goto Layer x, Transfer, or
Voice Callback).

If you select Play Message or Transfer, select the message or type the transfer digits.

If you select Voice Callback, type the directory number of the ACD path.

Repeat until you have programmed all necessary digits for three layers maximum.

Click OK.

When you have finished programing the time slots for a full day, click Save.

If you have selected Voice Callback as an action, you must now configure the Voice Callback
Request with the Callback Manager. See “Callback procedures” on page 125.

Figure 70 Profile Messaging Plans: Day Plans Layer 1 window
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Defining a Smart Choice time plan

To define a Smart Choice time plan, you determine what messages you want the caller to hear and when

to play the messages.

NOTE: The system is synchronized to use the time shown on the PC, not the time shown on the

PBX.

To define a Smart Choice time plan:
Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears.

1.

2.
3.

4.

Under Your Profiles, select the Smart Choice profile that you are creating a time plan for.

Click the Time Plans tab.
The Time Plans window appears. (See Figure 71.)
Under Time Slot, select the check box that you want to program.

Figure 71 Profile Messaging Plans: Time Plans window
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5. Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the message tree. Alternatively, if you can click the digits representing the
hour, then click the arrows, you will change the hour by increments of one.

6. Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the message tree. Alternatively, if you click the digits representing the
minutes, then click the arrows, you will change the minute by increments of one.

7. Under End Time, select the time of day you would like to stop the direction of callers to this
message tree by repeating the preceding two steps.

8. Click Message Tree.

The Time Plans Message Tree window appears. (See Figure 72.)

9. Under Time Slot 1, select Layer 1.

Figure 72 Time Plans Message Tree window

@Mrrsl; 6160 Intelligent Queue

Syztem Conliguration Status Logout Help
Your Profiles: S Profile 1 - Time of Day Messaging
BE Morning Greeting Drefault Time Plans | [rap Plang I Drate Planz I Emergency Plan I
[&] R New vear
R Wen_ekend Greeting Time Slot 2
E3) 5 Profile 1
0 Layer 1
9 Layer 2
- € I

Layer 1 Properties

Gresting: I

tax Retries: |3

Irvalid Digit Meszage: I

Errar Action:

Lef el Led e

IHepIay Greeting

Cancel | ak |




122

10.
11.

12.

13.

14.

15.
16.
17.
18.
19.
20.

6160 Intelligent Queue II

The Time Plans Layer 1 window appears. (See Figure 73.)

Under Greeting, select the appropriate message.

Under Max. Retries, select the maximum number of times a caller can press a non-programmed
digit before being transferred to the Err. digit path.

Under Invalid Digit Message, select the message that will be played for a caller who has pressed
an incorrect digit.

Under Time Slot 1, click the first digit you want to program (for example 0).

NOTE: The Voice Callback action will appear in the action list only if you have purchased
Voice Callback. You select the Voice Callback action only when you are creating Voice
Callback messaging. See “Callback procedures” on page 125.

After Action to take, select the action (Play Message, Replay Greeting, Goto Layer x, Transfer, or
Voice Callback).

If you select Play Message or Transfer, select the message or type the transfer digits.

If you select Voice Callback, type the directory number of the ACD path.

Repeat until you have programmed all necessary digits for three layers maximum.

Click OK.

When you have finished programing the time slots for a full day, click Save.

If you have selected Voice Callback as an action, you must now configure the Voice Callback
Request with the Callback Manager. See “Callback procedures” on page 125.

Figure 73 Profile Messaging Plans: Time Plans Layer 1 window
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Defining a Smart Choice emergency plan

To define a Smart Choice emergency plan:

1. Click Configuration=>Profile Manager=>Profile Messaging Plans.
The Default tab appears. (See Figure 74.)
Under Your Profiles, select the Smart Choice emergency profile.
Under Current Profile Operating Mode, click the Emergency Plan tab.
Select the message the emergency mode profile will use.
Click Save.

aprwn

Figure 74 Profile Messaging Plans: Emergency Plan window
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Callback procedures

NOTE: Callbacks can only be directed to ACD paths without RADs. It is recommended that a
second ACD path be created for all paths that will be using Callbacks. This ACD path should
contain the same agent group as the voice ACD path, it should have a lower priority than the voice
ACD path, and it should not have a RAD programmed.

Adding the Voice Callback option

You must have Smart Choice Messaging in conjunction with Voice Callback to activate Voice Callback.

The Voice Callback option is added to Smart Choice messaging plans. With Smart Choice messaging
plans, the caller has the option to replay the message, play a new message, or transfer. With the Voice
Callback option, the caller also has the option to leave a voice message.

If the caller selects the Voice Callback option, then he has the option to leave a message rather than wait
for an agent to become available. After the caller leaves the message and hangs up, the message enters a
queue (see “Viewing Callback queues” on page 143). 6160 system automatically contacts the next
available agent to deliver the caller's message through a Callback port.

What the caller hears when he calls your company is determined by the Smart Choice Message Plans.
When a caller indicates he wants to leave a message (by pressing a digit, thereby accessing the Callback
port), he hears what has been programmed in the Callback Manager: Voice Callback Request. What the
agent and the caller hear when 6160 is establishing the Callback is determined by Callback Manager:
Voice Prompts.

Callback Messaging differs from Smart Choice Messaging in two ways:
« Voice Callback requires a Callback port.
« Voice Callback requires the Voice Callback action when creating message plans.

To add the Voice Callback option to a Smart Choice message, you must follow these steps:

1. Create a Callback port.

2. Define a Voice Callback request.

3. Follow the Smart Choice messaging procedures.
See “Smart Choice messaging procedures” on page 101.

4.  Apply the Voice Callback action to enable the caller to leave a voice message when Defining
Smart Choice message plans. See “Defining Smart Choice message plans” on page 109.

5. Set the agent controls.

6. Assign the messages for the Callback.

7. Setting the Callback parameters.
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Creating Callback ports
You need to create Callback ports through which callers can leave messages. They may do so, for
example, when call waiting times are long.

For more information on ports, see “Installation of 6160 Intelligent Queue” on page 15.

To create Callback ports:

1.

2.
3.

7.

8.

Click Configuration=>System=>Assign Ports.

The Assign Ports window appears. (See Figure 75.)

Under Port, the port number is shown.

Under Type, select Callback.

Under Profile, you cannot enter text.

When you create a profile (Profile Administrator: General tab), the profile name will then
automatically appear here.

Under Extension, type the extension.

This box is optional.

Under PBX PLID, type the location of the telephone card. For example, type 1-2-13-14 to indicate
cabinet 1, shelf 2, slot 13, circuit 14.

This box is optional.

Under Comment, type any comments.

This box is optional.

Click Save.

Figure 75 System: Assign Ports window
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Defining a Voice Callback request
If you have Voice Callback, the caller can leave a voice message if he does not reach an agent. The 6160
system will automatically call an agent with the voice message, once an agent becomes available.

There are 29 messages files that are included with 6160. These phrases are located on the C
drive=>Program Files=>Mitel Networks=>6160=>Languages=>US English. See Appendix D if you want to
read the content of the .wav files.

You can create new .wav files with a sound recording tool such as Windows Sound Recorder and then
upload these .wav files to 6160 with the Prompt Manager. All new .wav files must be 8kHz |ILaw format.
See “Uploading message files to the 6160 system” on page 103.

To define a Voice Callback request:

1. Click Configuration=>Callback Manager.

The Voice Callback Request window appears. (See Figure 76.)

2. Select the Prompt for Telephone Number check box, and select a message. The default
message is (13.wav) “Please enter a telephone number where you can be reached, followed by
the pound sign.”

3. Select the Confirm Telephone Number check box.

4. After Instruction Message 1, select a message. The default message is (14.wav) “You have
entered...”

5. After Instruction Message 2, select a message. The default message is (15.wav) “If this is
correct, press one. If this is not correct, please press the star key.”

Figure 76 Callback Manager: Voice Callback Request
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Select the Record a Message check box, and select a message. The default message is (16.wav)
“At the tone, please record your name. When you have finished recording, press one.”

Select the Request Confirmation check box, and select a message. The default message is
(17.wav) “To submit this callback request, press one. To cancel this request and leave the system,
please press the star key.”

Setting the agent controls
With the Agent Controls option, you can determine the digits an agent would press to cause an action. The
agent will hear these instructions when returning a call.

To set the agent controls:

1.

2.

3.
4.

Click Configuration=>Callback Manager.

The Voice Callback Request window appears.

Click the Agent Controls tab.

The Agent Controls window appears. (See Figure 77.)

In each box, select the digit the agent will press to cause the associated action.
Click Save.

Figure 77 Callback Manager: Agent Controls window
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Assigning the messages for the Callback
With the Voice Prompts option, you can determine what messages the agents and the caller will hear when
the 6160 system is establishing the callback.

There are 29 messages files that are included with 6160. These phrases are located on the C
drive=>Program Files=>Mitel Networks=>6160=>Languages=>US English. These phrases are listed in
“Appendix E” on page 183.

You can create new .wav files with a sound recording tool such as Windows Sound Recorder and then
upload these .wav files to 6160 with the Prompt Manager. All new .wav files must be 8kHz |ILaw format.
See “Uploading message files to the 6160 system” on page 103.

To assign the messages for the Callback:

1. Click Configuration=>Callback Manager.
The Voice Callback Request window appears.

2. Click the Voice Prompts tab.
The Voice Prompts window appears. (See Figure 78.)

3. Under Default Language, select the language you want the caller to hear.

4. After Agent Voice Greeting, select a message. The default message is (18.wav) “You have a
voice callback request.”

Figure 78 Callback Manager: Voice Prompts
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After Agent Web Greeting, select a message. The default message is (19.wav) “You have a Web
Callback request.”

After Agent Voice Instructions, select a message. The default message is (20.wav) “To listen to
the caller’'s message, press one. To place this call, press 2. To requeue this request, press 3. To
reject this request, press 4. To hear these options again, press star.”

After Agent Web Instructions, select a message. The default message is (21.wav) “To listen to
the caller’'s name, press one. To place this call, press 2. To requeue this request, press 3. To reject
this request, press 4. To hear these options again, press star.”

After Agent Connecting, select a message. The default message is (22.wav) “Please wait while
the call is established.”

After Client Greeting, select a message. The default message is (26.wav) “You have a callback.
We are connecting you to an agent now.”

After Agent Failure, select a message. The default message is (27.wav) “The callback could not
be established.”

After Agent Rejected, select a message. The default message is (29.wav) “Your request has
been cancelled. Goodbye.”

Click Save.
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Setting the Callback parameters
Call parameters can be set to determine how and when a Callback Request is processed.

If you have TIQ Talk, you can determine the threshold of the call levels before callback requests are added
to the queue.

To set the Callback parameters:

1. Click Configuration=>Callback Manager.
The Voice Callback Request window appears.

2. Click the Call Configuration tab.
The Call Configuration window appears. (See Figure 79.)

3. After Agent No Answer Timeout, select the duration (in seconds) a callback port will wait for an
agent to answer.

4. After Client No Answer Timeout, select the duration (in seconds) a callback port will wait for a
client to answer.

5. After Number of attempts to contact client, select the maximum number of times the 6160
system will attempt to return the client’s call.

6. Click Save, unless you have TIQ Talk and want to assign path settings.

Figure 79 Callback Manager: Call Configuration window
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If you have TIQ Talk, continue.

7.

8.

9.

10.

11.

Under ACD paths, select the path where the callback request will be directed along. The level of
calls along this path will be checked before a callback is sent to the queue.

After Callback Digits, type the digits that the callback is set to dial, such as the ACD path
directory.

After Maximum number of calls in queue, type the number of calls that the system will consider
to be too many to process a callback to that queue.

After Maximum number of minutes that a call has been in this queue, type the duration (in
minutes) that the system will consider too great to process a callback to that queue.

Click Save.
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Web Callback procedures

Web Callback can be installed on the server and/or offsite. If it is installed offsite, it is called Remote Web
Callback. See “Configuring Remote Web Callback (offsite)” on page 142.

NOTE: Callbacks can only be directed to ACD paths without RADs. It is recommended that a
second ACD path be created for all paths that will be using Callbacks. This ACD path should
contain the same agent group as the voice ACD path, it should have a lower priority than the voice
ACD path, and it should not have a RAD programmed.

Configuring Web Callback on the server

You must have Smart Choice Messaging and Voice callback, in conjunction with Web Callback to activate
Web Callback.

With the Web Callback option the caller has the option to leave a Web message. After the caller leaves the
Web message, the 6160 system automatically converts the written message into a verbal message, and
then contacts the next available agent to deliver the caller's message. The 6160 system also automatically
dials the caller for the agent.

To add the Web Callback option, you must follow these steps:
Set up Web Callback.

Create a Webpage for the caller to access.

Create Callback ports.

Set the Agent Controls.

Assign the messages the callers will hear.

Set the Callback parameters.

ok wdpE
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Setting up Web Callback

To view an example of a Web form the client will complete when he leaves a Web message, see “Remote
Web Callback” on page 185.

To set up Web Callback:
1. Click Configuration=>Callback Manager.
The Voice Callback Request tab appears.
2. Click the Web Callback Request tab.
The Web Callback Request window appears. (See Figure 80.)
3. After Email Address, type the e-mail address used to send the Callback requests.
NOTE: The account has to be set up solely for the use of the 6160 application. It also has to
be a POP3/SMTP enabled account.
After POP3 Server, type the name of the POP3 (Post Office Protocol 3) server for the company.
After POP3 User Name, type the user name used to access the e-mail account.
After POP3 Password, type the password for the user name to access the account.
After Web Callback Check Interval, select the interval, in minutes, which the 6160 server will wait
before checking for new callback request.
After Server Timeout, type 60.
This is used to cancel the attempt to retrieve Callback requests from the POP3 server.
9. After Maximum number of simultaneous requests from a single IP Address, select a value
limiting the number of Callbacks that a malicious Web user can request at one time.
10. Click Save.

No oM

©

Figure 80 Callback Manager: Web Callback Request window
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Creating a Webpage for the caller to access
You must associate the Web Callback Web page information with 6160. You would make
this association with a .asp file.

A Webpage example has been provided for you on the installation CD. Browse to Web\Samples
located in the Web folder (WCBRSend.asp, WCBRSend.html). The .asp file shows the
code needed to produce the .html document.

How you create your Webpage is up to you, however 6160 needs six pieces of information, in the order
they are listed: telephone number, name, path, expires, hours and IP address.
« telephone number
The 6160 system will call the telephone Number when making the Callback.
* Name
The name is the name of the caller making the Callback Request.
* Path
The path is the type of Callback the caller requests. For example, the caller might want to contact
Sales.
« Expires
If the caller must receive a response before a cut-off time, he must indicate that he wants the
Callback to expire. If the Callback is not made before the cut-off time the request is removed from the
Callback Queue and entered in the Incomplete Callbacks queue.
* Hours
If the caller has indicated that he must receive a response before a cut-off time, he must also indicate
when the cut-off time is.
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¢ |P address

Dep

The 6160 system automatically grabs the IP address of the caller. By checking the IP address each
time 6160 receives a request, you can limit the number of Web Callback Requests from the same
person.

ending on your Webpage design, you might also need to do the following:

« Associate the path with the Callback types.
* Modify the value of Expires before submitting it to the 6160 server.
« Set the value of hours to zero if the Callback does not have a cut-off time.

Creating Callback ports

You
long

need to create Callback ports through which callers can leave messages when call waiting times are

For more information on ports, see “Installation of 6160 Intelligent Queue” on page 15.

Toc

reate Callback ports:

1. Click Configuration=>System=>Assign Ports.

The Assign Ports window appears. (See Figure 81.)
Under Port, the port number is shown.

2.
3.  Under Type, select Callback.
4. Under Profile, you cannot enter text.

When you create a profile (Profile Administrator: General tab), the profile name will then
automatically appear here.

5. Under Extension, type the extension.

This box is optional.

Figure 81 System: Assign Ports window
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6. Under PBX PLID, type the location of the telephone card. For example, type 1-2-13-14 to indicate
cabinet 1, shelf 2, slot 13, circuit 14.
This box is optional.

7. Under Comment, type any comments.
This box is optional.

8. Click Save.

Setting the agent controls
With the Agent Controls option, you can determine the digits an agent would press to cause an action. The
agent will hear these instructions when returning a call.

To set the agent controls:
1. Click Configuration=>Callback Manager.
The Voice Callback Request window appears.
2. Click the Agent Controls tab.
The Agent Controls window appears. (See Figure 82.)
3. Ineach box, select the digit the agent will press to cause the associated action.
4. Click Save.

Figure 82 Callback Manager: Agent Controls window
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Assigning the messages for the Callback
With the Voice Prompts option, you can determine what messages the caller will hear when the 6160
system is establishing the callback.

There are 29 messages files that are included with 6160. These phrases are located on the C
drive=>Program Files=>Mitel Networks=>6160=>Languages=>US English. See Appendix D if you want to
read the content of the .wav files.

You can create new .wav files with a sound recording tool such as Windows Sound Recorder and then
upload these .wav files to 6160 with the Prompt Manager. All new .wav files must be 8kHz |ILaw format.
See “Uploading message files to the 6160 system” on page 103.

To assign the messages for the Callback:

1. Click Configuration=>Callback Manager.
The Voice Callback Request window appears.

2. Click the Voice Prompts tab.
The Voice Prompts window appears. (See Figure 83.)

3. Under Default Language, select the language you want the caller to hear.

4. After Agent Voice Greeting, select a message. The default message is (18.wav) “You have a
voice callback request.”

Figure 83 Callback Manager: Voice Prompts
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After Agent Web Greeting, select a message. The default message is (19.wav) “You have a Web
Callback request.”

After Agent Voice Instructions, select a message. The default message is (20.wav) “To listen to
the caller’'s message, press one. To place this call, press 2. To requeue this request, press 3. To
reject this request, press 4. To hear these options again, press star.”

After Agent Web Instructions, select a message. The default message is (21.wav) “To listen to
the caller’'s name, press one. To place this call, press 2. To requeue this request, press 3. To reject
this request, press 4. To hear these options again, press star.”

After Agent Connecting, select a message. The default message is (22.wav) “Please wait while
the call is established.”

After Client Greeting, select a message. The default message is (26.wav) “You have a callback.
We are connecting you to an agent now.”

After Agent Failure, select a message. The default message is (27.wav) “The callback could not
be established.”

After Agent Rejected, select a message. The default message is (29.wav) “Your request has
been cancelled. Goodbye.”

Click Save.
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Setting the Callback parameters
Call parameters can be set to determine how and when a Callback Request is processed.

If you have TIQ Talk, you can determine the threshold of the call levels before callback requests are added
to the queue.

To set the Callback parameters:

1. Click Configuration=>Callback Manager.
The Voice Callback Request window appears.

2. Click the Call Configuration tab.
The Call Configuration window appears. (See Figure 84.)

3. After Agent No Answer Timeout, select the duration (in seconds) a callback port will wait for an
agent to answer.

4. After Client No Answer Timeout, select the duration (in seconds) a callback port will wait for a
client to answer.

5. After Number of attempts to contact client, select the maximum number of times the 6160
system will attempt to return the client’s call.

6. Click Save, unless you have TIQ Talk and want to assign path settings.

Figure 84 Callback Manager: Call Configuration window
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If you have TIQ Talk, continue.

7.

8.

9.

10.

11.

Under ACD paths, select the path where the callback request will be directed along. The level of
calls along this path will be checked before a callback is sent to the queue.

After Callback Digits, type the digits that the callback is set to dial, such as the ACD path
directory.

After Maximum number of calls in queue, type the number of calls that the system will consider
to be too many to process a callback to that queue.

After Maximum number of minutes that a call has been in this queue, type the duration (in
minutes) that the system will consider too great to process a callback to that queue.

Click Save.
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Configuring Remote Web Callback (offsite)

Remote Web Callback is necessary for agents offsite to be able to access the Web Callback server.

Setting up Remote Web Callback
To view an example of a Web form the client would complete when he leaves a Web message, see
“Remote Web Callback” on page 185.

To set up Remote Web Callback:

1.

2.

o0k w

© N

Figure 85 Web Callback Administrator

Click Start=>Programs=>Mitel Networks=>6160=>6160 Web Callback Administration.

The Web Callback Administrator window appears. (See Figure 85.)

After IQueue Server Email Address, type the e-mail address where the Callback requests will be
sent.

The account has to be set up solely for the use of the 6160 application. It also has to be a POP3/
SMTP enabled account.

After POP3 User Name, type the user name used to access the e-mail account.

After POP3 Password, type the password for the user name to access the account.

After POP3 Server, type the name of the POP3 (Post Office Protocol 3) server for the company.
After Web Callback Check Interval, select the interval, in minutes, which the 6160 server will wait
before checking for new callback request.

After SMTP Server, type the name of the SMTP server.

After Server Timeout, type 60.

This is used to cancel the attempt to retrieve callback requests from the POP3 server.

Click Save Settings.

i Web Callback Administrator

@Mrrsl.' 6160 Intelligent Queue

—POP3 / SMTP Settings

|Quele Server
E mail Address: I

FOP3 User Marne; I

FOP3 Paszword: I

POP3 Server |

SMTP Server |

Server Timeout: I Seconds (B0 recomended)

Save Settingz | Cloze |




Web Callback procedures 143

Viewing Callback queues

If you have TIQ Talk, you can set the system with Callback Manager: Call Configuration to return the call
only when the volume of calls reaches a certain threshold.

Viewing Callbacks in queue

To view Callback in queue:
* Click Status=>Callback Queues.
The Callbacks In Queue window appears. (See Figure 86.)

Removing Callbacks from queue

To remove Callbacks from queue:
1. Click Status=>Callback Queues.
The Callbacks In Queue window appears. (See Figure 86.)
2. Select the Callback you want to remove from queue.
3. Click Remove from Callback Queue.

Figure 86 Status: Callbacks In Queue window
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Viewing completed Callbacks

To view completed Callbacks
1. Click Status=>Callback Queues.
The Callbacks In Queue window appears.
2.  Click the Completed Callbacks tab.
The Completed Callbacks window appears. (See Figure 87.)

Figure 87 Status: Completed Callbacks window
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Viewing incomplete Callbacks

All messages rejected by agents appear in the Incomplete Callbacks window.

To view incomplete Callbacks:
1. Click Status=>Callback Queues.
The Callbacks In Queue window appears.
2. Click the Incomplete Callbacks tab.
The Incomplete Callbacks window appears. (See Figure 88.)

Resubmitting incomplete Callbacks to queue

To resubmit incomplete Callbacks to queue:
1. Click Status=>Callback Queues.
The Callbacks In Queue window appears.
2. Click the Incomplete Callbacks tab.
The Incomplete Callbacks window appears. (See Figure 88.)
3. Select the Callback you want to resubmit to queue.
4. Click Resubmit to Callback Queue.

Figure 88 Status: Incomplete Callbacks window
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Routing procedures

With Smart Routing, you route telephone calls based on the telephone number ANI (Automatic Number
Identification) and the Routing plan. The Routing plan directs calls based on the date, the day of the week,
or the time of the day. If you have TIQ Talk, the Routing plan can also direct calls based on the telephone
queue.

Once the caller has been routed accordingly, the call is answered by the target location.
NOTE: No messaging is involved. You do not create a profile for Routing plans.
The steps for routing calls based on the telephone number follow:

1. Create a Routing port.

2. Define digit patterns.
3. Create Routing plans using the digit patterns.
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Creating Routing ports

To create Routing ports:

1. Click Configuration=>System=>Assign Ports.
The Assign Ports window appears. (See Figure 89.)

2. Under Port, the port number is shown.

3. Under Type, select Routing.

4. Under Profile, you cannot enter text.
When you create a profile (Profile Administrator: General tab), the profile name will then
automatically appear here.

5. Under Extension, type the extension.
This box is optional.

6. Under PBX PLID, type the location of the telephone card. For example, type 1-2-13-14 to indicate
cabinet 1, shelf 2, slot 13, circuit 14.
This box is optional.

7. Under Comment, type any comments.
This box is optional.

8. Click Save.

Figure 89 Routing ports window
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Defining Digit Patterns

With the Routing Manager, you can route telephone calls to locations based on the telephone number. You
must define the digits of the telephone number that you want to route with the Digit Patterns tab. You can
use the filter to search for the digit patterns.

1.

PwNE

o u

Click Configuration=>Routing Manager.

The Properties tab appears.

Click the Digit Patterns tab. (See Figure 90.)

After Default Destination, type the path (location) of this digit pattern.

Click Save.

Under Digits, type the digits (three or more) that you want to create a Routing Plan for, followed by
*

Under Routing Plan, type the name of the Routing Plan.
Click Save.

Figure 90 Routing Manager: Digit Patterns
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Defining Routing Plans

You can determine where a call is routed based on the directory number and the date, the day of the week,
or the time of the call. The directory number can be an ACD path or a telephone number where overflow
calls are directed when the call center is busy. If you have TIQ Talk, you can determine where a call is
routed base on the queue.

Defining a Routing default plan
If you have created a a Date Plan, a Day Plan, and Time Plan, but the call does not fit any of these plans,
the call is then routed to the default destination found on the Properties tab.

To define a Routing default plan:
1. Click Configuration=>Routing Manager.
The Properties tab appears. (See Figure 91.)
2. Under Plan Name, type the name of this plan. For example, type Default.
3. Under Default Destination, type the directory (dialable) number where the call will be routed.
4. Click Save.

Figure 91 Routing Manager: Properties window
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Defining a Routing date plan
To define a date plan, you determine where a call is routed depending on the date the call occurs.

To define a Routing date plan:
1. Click Configuration=>Routing Manager.
The properties tab appears.
2.  Click the Date Plan tab.
The Date Plan window appears. (See Figure 92.)
3.  On the calendar, click the date for which you want to program a time slot or slots.
4. Under Time Slot, select the check box that you want to program.

Figure 92 Routing Manager: Date Plan window
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Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the destination. Alternatively, if you can click the digits representing the
hour, then click the arrows, you will change the hour by increments of one.

Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the destination. Alternatively, if you click the digits representing the
minutes, then click the arrows, you will change the minute by increments of one.

Under End Time, select the time of day you would like to stop the direction of callers to this
destination by repeating the preceding two steps.

Under Destination, type the directory number where the call will be routed.

When you have programmed all the time slots you want, click Save.
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Defining a Routing day plan

To define a day plan, you determine where calls are routed depending on the day the call occurs.

To define a Routing day plan:

1. Click Configuration=>Routing Manager.
The Properties tab appears.

2. Click the Day Plan tab.
The Day Plan window appears. (See Figure 93.)

3. Click the day-of-the-week button for which you want to create the time slot. For example, click the
Monday button to create a time slot every Monday.

4. Under Time Slot, select the check box that you want to program.

5. Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the destination. Alternatively, if you can click the digits representing the
hour, then click the arrows, you will change the hour by increments of one.

Figure 93 Routing Manager: Day Plan window
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Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the destination. Alternatively, if you click the digits representing the
minutes, then click the arrows, you will change the minute by increments of one.

Under End Time, select the time of day you would like to stop the direction of callers to this
destination by repeating the preceding two steps.

Under Destination, type the directory number where the call will be routed.

When you have finished programing the time slots for a full day, click Save.
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Defining a Routing time plan
To define a time plan, you determine where a call is routed based on the time the call occurred.

To define a Routing time plan:
1. Click Configuration=>Routing Manager.
The Properties tab appears.

2.  Click the Time Plan tab.

The Time Plan window appears. (See Figure 94.)

3.  Under Time Slot, select the check box that you want to program.

4. Under Start Time, click on the digits representing the hour, and then type the hour you want
callers to be directed to the destination. Alternatively, if you can click the digits representing the
hour, then click the arrows, you will change the hour by increments of one.

5. Under Start Time, click on the digits representing the minutes, and then type the minutes you want
callers to be directed to the destination. Alternatively, if you click the digits representing the
minutes, then click the arrows, you will change the minute by increments of one.

6. Under End Time, select the time of day you would like to stop the direction of callers to this
destination by repeating the preceding two steps.

7. Under Destination, type the directory number where the call will be routed.

8. When you have finished programing the time slots for a full day, click Save.

Figure 94 Routing Manager: Time Plan window
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Defining a Routing queue plan
You must have TIQ Talk to define a Queue Plan.

To define a queue plan, you determine the queue settings for a path or path group. You can select the type
of queue condition you want to use for a threshold. The condition could monitor the longest call waiting, the
average wait time, or the number of calls waiting. You enter a threshold for each queue condition, and
when the threshold value is exceeded, the call is routed elsewhere. You determine the destination of where
the call is routed.

If you want to monitor all three queue conditions, then the routing will only occur when all three conditions
are met.

NOTE: Your administrator must assign a path or path group to your profile before you can select a
path for the system to monitor.

To define a Routing queue plan:
1. Click Configuration=>Routing Manager.
The Properties tab appears.
2. Click the Queue Plan tab.
The Queue Plan window appears. (See Figure 95.)

Figure 95 Routing Manager: Queue Plan window
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Under Threshold Type, click

sLongest Call Waiting and/or

*Average Wait Time and/or

*Number of Calls Waiting.

Under Path (Path Group), select the path or path group you want the system to monitor.

Under Value, type the number of calls that can be in the queue before the threshold is reached.
Under Destination, select the directory number where the call will be routed when the threshold
value is exceeded.

Click Save.

Editing Routing queue plan messages

To edit a Routing queue plan message:

1.

w

N o

9.

Click Configuration=>Routing Manager.

The Properties tab appears.

Click the Queue Plans tab.

Select the queue plan.

Click Edit.

The edit queue plan window appears.

Under Threshold Type, either click

sLongest Call Waiting or

*Average Wait Time or

*Number of Calls Waiting.

Under Path (Path Group), select the path or path group you want the system to monitor.

Under Value, type the number of calls that can be in the queue before the threshold is reached.
Under Destination, select the directory number where the call will be routed when the threshold
value is exceeded.

Click Save.

Deleting Routing queue plan messages

1.

Click Configuration=>Routing Manager.
The Profiles tab appears.

Click the Queue Plans tab.

The Queue Plans window appears.
Select the queue plan.

Click Delete.
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Music procedures

After the caller hears a message, he is usually placed in a queue where he listens to music until an agent
answers the telephone. You use Music Manager to upload music for the callers to hear. 6160 accepts .wav
or .mp3 files, or CD tracks. Once the music files are uploaded, you must create a play list from these files.

There are two ways you can configure music files:
e You can use 6160 as a music source for music on hold using the sound card of the server.

* You can create a profile that will play music files, the same way messaging files play messages
(.wav files only). The only difference is the content of the .wav files. See “Creating a messaging

profile” on page 69.

6160 as a music source for music on hold

To use 6160 as a music source for music on hold, follow these steps:

1. Upload music files to the 6160 system.
2. Create a play list from the uploaded music files.



Uploading a music file to the 6160 system

To upload a music file to the 6160 system:
1. Click Configuration=>Music Manager.

The Play List tab appears.
2. Click the Manage files tab.
The Manage Files window appears. (See Figure 96.)
3. Browse to the location of the music files (with extension .wav).

There are no default files included with 6160.

4. Double-click on the folder containing the music files.

The files appear in the right window pane.

5. Select the music file(s) you want to upload to the 6160 system.

6. Click Upload File.
The uploaded files appear under Server Files.

Figure 96 Music Manager: Manage Files window
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Creating a play list from the uploaded music files

The music in the play list is what the caller will hear when he is on hold. He will hear the first music file (in
this case 1.wav), and then the second music file (in this case 10.wav), and so on. When the end of the play
list is reached, the music will start again from the beginning.

To create a play list from the uploaded music files:
1. Click Configuration=>Music Manager.
The Play List tab appears. (See Figure 97.)
2. Under Add a Compact Disc Track, select the files you want to add.
3.  Under Add a Compact Disc Track, click Add.
The music files you have added appear under Current Play List.
4. Under Add .WAV or .MP3 Tracks, select the files you want to add.
5.  Under Add .WAV or .MP3 Tracks, click Add.
The music files you have added appear under Current Play List.

Figure 97 Music Manager: Play List window
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To create a play list from the CD tracks:

NOTE: CD control is taken over by the 6160 IQ system when the music service is running. If you want to
use the CD on the server for any other purpose than as a music source, you will have to stop the music
service.
1. Click Configuration=>Music Manager.
The Play List tab appears.
2. Under Add a Compact Disc Track, type the number of the track you want to add (for example, if
you want track 2, type 2), or
if you want to add all the tracks on the CD to the playlist, enter *.
3. Click Add.
The CD track appears under Current Play List.

Disabling Windows sounds
Windows sounds will play through the music being played on the playlist. If you use the 6160 server as a
Music on Hold source, you must disable these sounds.

To disable Windows sounds for Windows 2000:
1. Click Start=>Settings=>Control Panel.

The Control Panel window appears.

Double-click Sounds and Multimedia.

Select the Sounds tab.

Under Scheme, select No Sounds.

Click Apply.

Click OK.

Ok wn

To disable Windows sounds for Windows NT:
Click Start=>Settings=>Control Panel.
The Control Panel window appears.
Double-click Sounds.

Select the Sounds tab.

Under Scheme, select No Sounds.
Click Apply.

Click OK.

=

ok w

Stopping the CD ROM from playing

If you have entered a CD in the CD ROM and you want to stop the Cd from playing, you have two options:
* Manually stop the CD by holding down the shift key when closing the CD tray.
« Change the registry.

Preventing CDs from starting automatically
You do not want your CD ROM to start automatically because if you insert a CD while Music on Hold is on,
the caller will hear both the music from the playlist and music from the CD.

To disable the AutoRun feature:
e Set the AutoRun value to 0. It is located in the following hive:
HKEY_LOCAL_MACHINE\System\CurrentControlSet\Services\CDRom

Removing a music file from the play list

To remove a music file from the play list:
1. Click Configuration=>Music Manager.
The Play List tab appears.
2. Under Current Play List, select the music file(s) you want to remove from the play list.
3. Click Remove.
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Adjusting music volume

You can adjust the volume of the .wav or ..mp3 message files, the volume of the CD, or you can adjust the
overall volume level.

To adjust the music volume:
1. Click Configuration=>Music Manager.
The Play List tab appears.
2. Click the Volume tab.
The Volume window appears. (See Figure 98.)
3. Move the Volume Control slider up to increase the volume.
4. Move the Wave/MP3 Level slider up to increase the .wav and .mp3 volume.
5.  Move the CD Audio Level slider up to increase the CD volume.

Figure 98 Music Manager: Volume window

GOMITEL 6160 Intelligent Queue

System Configuration Status Logout Help

Play List | Manage Files |

Yalume wave /MP3 | CD Audio
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Reporting procedures

You must have Mitel Networks 6110 Contact Center Management version 3.0, a Mitel Networks 6110 CCM
CEN Node license, and Excel to view reports. They all must be installed prior to installing 6160.

Before you can produce a report
See “Setting System Settings (port and IP address)” on page 60.

The 6160 server must point to both the
* 6110 server
e 6110 CEN Node (requiring the CEN license)

The 6110 CCM database will be automatically synchronized with the paths, ports, and exits information
provided by 6160. The real-time SMDR and ACD IQ data is generated that drives the reports.

NOTE: If you want to produce reports on agents (IQ ports), you must create unique employee IDs and then
associate these employee IDs to the agents.

Reports types

The reports are found with Internet Explorer 5.5 at www.prairiefyre.com. There are two types of reports you
can create: Queue Reports and Extension Reports.

Queue Reports on individual queues or queue groups reflect the service experienced by callers and caller
behavior.

Thelist of queue reportsis as follows:

Performance Reports

*  Queue and Queue Group Performance by Period Reports

* Queue and Queue Group Performance by Day of the Week

*  Queue and Queue Group Performance by Day of the Month

* Queue and Queue Group Performance by Month

*  Queue and Queue Group Performance by Account Code Reports
* Queue Group Performance by Queue Reports

Spectrum Reports

*  Queue and Queue Group Talk Spectrum by Period Reports

* Queue and Queue Group Talk Spectrum by Day of the Week
*  Queue Group Talk Spectrum by Queue Reports

ANI Reports
*  Queue and Queue Group ANI by Area Code Reports
*  Queue and Queue Group ANI Abandon Reports
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Queue Performance Reports

Performance by Period, Day of the Week, Day of the Month, and Month

The Queue and Queue Group Performance by Period Reports show the call activity of a queue and
gueue group across 15-, 30-, or 60-minute intervalsfor the shift duration and day(s) you specify.

Queue and Queue Group Performance by Day of the Week showsthe perfor mance of each queue or
queue group for each day of one week.

Queue and Queue Group Performance by Day of the Month showsthe performance of each queue
or queue group for each day of one month.

Queue and Queue Group Performance by M onth shows the perfor mance of each queue or queue
group for one month.

The following Figureillustrates the fields included in the Queue and Queue Group Performance by Period
Reports.

Calls Calls
- . Calls Call=s Calls Calls  Answered By Answered By
StV sshiod Offered Answered S TS Interflowed Fequeaed ACD Groupl ACDO Group?
[Short] [Lang)]
14:15 23 23 0 0 1] 0 23 1]
14:30 21 21 1] 1] 1] 1] 21 1]

Aug Speed  AwgDelay  AugDelay Auerage

Anzwered By Answered By Total Talk R Serdice Answer
ACD Group?  ACD Groupd of Answer to Abandon o Interflow Tirne hermim Talk Time Leual = 5
h:mim:s=s h:mim:s= h:mim:ss h:mim:s=
n n 00027 0000 00000 1.26 00344 870 1000

1] 0 0:00:40  0:00:00  0:00:00 229 0:07:03 305 1000
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Queue and Queue Group Performance Reports provide the following information.

Report Field
Activity Period

Calls Offered

Calls Answered

Calls Abandoned (Short)
Calls Abandoned (Long)
CallsInterflowed

Calls Requeued

Answered By ACD Groupl
Answered By ACD Group2
Answered By ACD Group3
Answered By ACD Group4

Avg Speed of Answer (h:mm:ss)
Avg Delay to Abandon (h:mm:ss)
Avg Delay to Interflow (h:mm:ss)

Total Talk Time (h:mm)

Average Talk Time (h:mm:ss)

Service Level%
Answer%

Description

the interval of the report in hours and minutes, by day of the week,
by day of the month, or by month

the count of al calls offered to the ACD gueue (answer, pluslong
abandon, plusinterflow)

the count of all calls answered

the count of all calls abandoned before the short abandon time
the count of al calls abandoned after the short abandon time
the count of a callsinterflowed

the count of al calls requeued back into the ACD queue - if an
agent failsto pick up acall, the telephone system places the call
back in the same queue and it is picked up by thefirst available
agent

the count of all calls answered by the first answer point

the count of all calls answered by the second answer point

the count of al calls answered by the third answer point

the count of al calls answered by the fourth answer point

the average delay before the call is answered

the average elapsed time before the call is abandoned

the average elapsed time before the call interflows

thetotal duration for calls answered

the average duration for calls answered

the percentage of calls answered within a specified threshold
the percentage of offered calls answered

Performance by Account Code Reports
Queue and Queue Group Performance by Account Code Reports show the use of account codes.

Queue and Queue Group Performance by Account Code Reports provide the following information.

Report Field
Account Code Number
ACD Calls Answered

Total Speed of Answer (h:mm:ss)
Avg Speed of Answer (h:mm:ss)

Total Talk Time (h:mm:ss)

Average Talk Time (h:mm:ss)

Description

the account code tagged to the ACD queue call

the count of all answered calls associated with the above account code
number

the total delay before the call is answered

the average delay before the call is answered

the total duration for calls answered

the average duration for calls answered

NOTE: The prairieFyre Maintenance Manager deletes ANI recordsthat are 15 days or older each night at
2:00 A.M. In addition, ANI records are deleted chronologically when the number of recordsin the

database exceeds 10,000.
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Performance by Queue Reports

The Queue Group Performance by Queue Report compares the workload distribution across the
queuesin aqueue group for the shift duration and day(s) you specify. It reportsthe statisticsin
hours, minutes, and seconds, and provides call counts acr0ss queues.

Call= Callz
ACD Buene ACD Buens Name (el (el Abandoned  Abandoned (el ezl (i) By
Offered  Answered [shor] fleng] Interflowed Requeued ACD Groupd
PO BIL 532  &04 1] 28 0 1] 504
P09 SPANISH 127 124 1] 3 0 o 124

Avg Speed of  Avg Delayta Awg Delay ba

Answered By Answered By Answered By Answer Abandon Intcrflow

Total Talk Time  Average Talk  Service P

ACD Group2  ACD Groupd  ACD Groupd hmmis & b hemmiss h:mm Time hemmesz  Level %
1] 1] 1] 00053 00114 Q:00:00 E214 00724 846 947
1] 1] 1] 00105 00116 Q0000 11:47 00542 735 576

Queue Group Performance by Queue Reports provide the following information.

Report Field
ACD Queue
Calls Offered

Calls Answered

Calls Abandoned
CallsInterflowed

Answered By ACD Groupl
Answered By ACD Group2
Answered By ACD Group3
Answered By ACD Group4

Avg Speed of Answer (h:mm:ss)
Avg Delay to Abandon (h:mm:ss)
Avg Delay to Interflow (h:mm:ss)
Total Talk Time (h:mm:ss)
Average Tak Time (h:mm:ss)
Service Level%

Answer%

Description

the queues that are members of a queue group

the count of all calls offered to the ACD queue (answer, pluslong
abandon, plus interflow)

the count of al calls answered

the count of all calls abandoned

the count of a callsinterflowed

the count of all calls answered by the first answer point

the count of al calls answered by the second answer point
the count of al calls answered by the third answer point

the count of all calls answered by the fourth answer point
the average delay before the call is answered

the average elapsed time before the call is abandoned

the average elapsed time before the call interflows

the total duration for calls answered

the average duration for calls answered

the percentage of calls answered within a specified threshold
the percentage of offered calls answered
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Queue Spectrum Reports

Talk Spectrum by Period Reports

The Queue Talk Spectrum by Period Report provides a frequency distribution of call talk on a
gueue across 15-, 30-, or 60-minute intervalsfor the shift duration and day(s) you specify.

The Queue Group Talk Spectrum by Period Report provides afrequency distribution of call talk on
a queue group across 15-, 30-, or 60-minuteintervalsfor the shift duration and day(s) you specify.

For each time period, the Count < x sec field reflects the count of al callsfor that interval and all
preceding intervals. The % of Total field reflects the percentage of al calls for that interval and all
preceding intervals.

The following are the first three fields of the Queue and Queue Group Talk Spectrum by Period Reports.

Report Field Description

Activity Period the interval of the report in hours and minutes, by day of the week, or
by day of the month

Calls Answered the count of al calls answered for the activity period

Max Duration the duration of all calls answered for the activity period

Theremaining fields of the Queue and Queue Group Talk Spectrum by Period Reports provide afrequency
distribution of call patterns based on a defined time scale (<10, <60, <180, <240, <300, <360, <420, <480,
<540, and >541 seconds). For each time period, the Count < x sec field reflects the count of all calls for
that interval and al preceding intervals. The% of Calls Answered field reflects the percentage of al calls
for that interval and all preceding intervals.

NOTE: For the >541 seconds time period, the Count<x sec field reflects the count of dl calls for that
interval only.

Talk Spectrum by Day of the Week Reports

The Queue Talk Spectrum by Day of the Week Report provides a frequency distribution of call talk
on a queue across 15-, 30-, or 60-minuteintervalsfor the days of one week.

The Queue Group Talk Spectrum by Day of the Week Report provides a frequency distribution of
call talk on a queue group across 15-, 30-, or 60-minute intervalsfor the days of one week.

Report Field Description

Activity Period the interval of the report in hours and minutes, by day of the week, or
by day of the month

Calls Answered the count of all calls answered for the activity period

Max Duration the duration of all calls answered for the activity period

Theremaining fields of the Queue and Queue Group Talk Spectrum by Day of the Week Reports provide a
frequency distribution of call patterns based on a defined time scale (<10, <60, <180, <240, <300, <360,
<420, <480, <540, and >541 seconds). For each time period, the Count < x sec field reflects the count of all
callsfor that interval and all preceding intervals. The% of Calls Answered field reflects the percentage of
al callsfor that interval and all preceding intervals.
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NOTE: For the >541 seconds time period, the Count<x sec field reflects the count of al calls for that
interval only.

Talk Spectrum by Queue Reports

The Queue Group Talk Spectrum by Queue Report providesa frequency distribution of call talk on
aqueue group acrossintervalsfrom 1-10.

The following are the first three fields of the Queue Group Talk Spectrum by Queue Reports.

Report Field Description

ACD Queue the ACD queue for which the agent answered calls

ACD Queue Name the name of the ACD queue for which the agent answers calls
Calls Answered the count of all calls answered for the activity period

Max Duration (h:mm:ss) the duration of all calls answered for the activity period

The remaining fields of the Queue and Queue Group Talk Spectrum by Queue Reports provide afrequency
distribution of call patterns based on a defined time scale (Spectral Interval 1-10). The Spectrum Interval
field reflects the count of al callsfor that interval and all preceding intervals. The % of Calls Answered
field reflects the percentage of all callsfor that interval and all preceding intervals.

NOTE: Spectrum Interval 10 reflects the count of al callsfor that interval only.
Queue ANI Reports
Although we do not currently provide Queue ANI Reports, we will in the future.

ANI by Area Code Reports
Queue and Queue Group ANI by Area Code Reports showsthe call distribution across area codes.

Report Field Description

Area Code the area code reported by the ANI digits

Geographic Location the region represented by the area code

Cdlls Offered the count of all calls reported for the area code

ACD CallsAnswered the count of all calls answered reported for the area code
Calls Abandoned the count of all calls abandoned reported for the area code
Cdls Interflowed the count of al callsinterflowed reported for the area code
Total Talk Time (h:mm:ss) the total duration for calls answered

Average Talk Time (h:mm:ss) the average duration for calls answered

Avg Speed of Answer (h:mm:ss) the average delay before the call is answered

Avg Delay to Abandon (h:mm:ss) the average elapsed time before the call is abandoned

Avg Delay to Interflow (h:mm:ss) the average elapsed time before the call interflows

ANI Abandon Reports

Queue and Queue Group ANI Abandon Reports showsthe delay before a call was abandoned and
the phone number.

Report Field Description
Date/Time the date and start time of the call record
Calling Line Number the ten digit telephone number reported by the ANI digits
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Extension Reports
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the elapsed time before the call is abandoned

Extension Reports on individual extensions and extension groups provide an indication of activity on

extensions.

Thelist of extension reportsis as follows:

Performance Reports

» Extension and Extension Group Performance by Period
» Extension and Extension Group Performance by Day of the Week
» Extension Group Performance by Extension

Extension Performance Reports

Performance by Period Reports and Day of the Week

Extension and Extension Group Performance by Period Reports and Day of the Week provide the

following information.

Report Field
Activity Period

ACD Cadls Answered

Non ACD Calls Answered

Cadlls Abandoned

Calls Outbound

Calls Transferred to Extension
Calls Transferred from Extension
Conference Calls

Avg Speed of Answer (h:mm:ss)
Avg Delay to Abandon (h:mm:ss)
Total ACD Tak Time (h:mm:ss)

Description

the interval of the report, in hours and minutes, by day of the
week, or by day of the month

the count of all ACD queue calls answered for the period
the count of all non-ACD calls answered for the period
the count of all abandoned calls for the period

the count of all outbound calls for the period

the count of all callstransferred to the agent's position
the count of al callstransferred from the agent's position
the count of conference calls involving the agent

the average delay before the call is answered

the average elapsed time before the call is abandoned
the total duration for answered calls

Average ACD Tak Time (h:mm:ss) the average duration for answered calls
Total Non ACD Talk Time (h:mm:ss) the total duration for non-ACD calls
Average Non ACD Tak Time (h:mm:ss) the average duration for non-ACD calls
Total Outbound Talk Time (h:mm:ss) the total duration for outbound calls
Average Outbound Talk Time (h:mm:ss) the average duration for outbound calls

Performance by Extension Reports

All of the preceding report fields are the same for Extension Group Performance by Extension Reports
with one exception: an Extension Number column defining the member extensions replaces the Activity

Period column.
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Producing a report

To produce a report

1. Using Internet Explorer, type in your 6110 server address http://[your 6110 server address]/6110
CcCcwm/
Under Username, type the user name.
3. Under Password, type the password.
The 6110 CCM window appears.
4. Click Reporter.
The Reporter options appear. (See Figure 99.)
5. Click the type of report you want. For example, click Queue Reports.
You can select Queue, Queue by Account, or Extension Reports.

n

Figure 99 Reporter window
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The Report Properties window appears. (See Figure 100.)
6. Under Report Type, select the type of report you want.
7. Under Queue, select the queue or extension
8. Under Start Date, select the start date.
9. Under End Date, select the end date.
10. Under Start Hour, select the start time of the report.
11. Under Interval, select the interval over which the queues or extensions will appear.
12. Under End Hour, select the end time of the report.
13. Under Output Language, select the language the report is to be written in.
14. Select Submit.

Figure 100 Report Properties window

4« CyberACD ﬁ
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The Report Confirmation window appears. (See Figure 101.)
15. Click View Report Inbox.

Figure 101 Report Confirmation window

Reporter has submitted your report(s).
Click "Wiew Report Inbox" to gain access to the report(s).

&
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The Report Status window appears. (See Figure 102.)
16. Click View.

The report appears as an Excel spreadsheet.

Figure 102 Report Status window
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Appendix A
Mitel Networks 6160 Intelligent Queue options chart

Figure 103 Mitel Networks 6160 Intelligent Queue options chart
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Appendix B

Installing Microsoft Internet Explorer 5.5 and Internet
tools

To install Microsoft Internet Explorer 5.5 and Internet tools:

1.
2.

o

© N

[EEN
e

12.

Insert the Mitel Networks™ 6160 Intelligent Queue CD-ROM.

Upon insertion of the CD-ROM, your computer may start the Install Wizard. If so, jump to step If it
does not, click the Start button in the lower left corner of your screen, click Settings, click Control
Panel and then double-click the Add/Remove Programs icon.

When the Add/Remove Programs Properties window appears, click the Install button on the
Install/Uninstall tab.

When the Install Program from Floppy Disk or CD-ROM window appears, click Next.

When the Run Installation Program window appears, accept the default setting and click Finish. If
Windows is unable to locate your installation program, click Browse in the Run Installation
Program window.

Click the arrow beside the Look in: dialog box to access the drop-down menu, then click your CD-
ROM drive.

Double-click the Internet Explorer 5.5 folder.

Double-click the le5setup.exe icon.

In the Run Installation Program window, click Finish.

When the Welcome window appears, read its contents, click the circle beside | accept the
agreement if you agree to its terms, and click Next.

In the Windows Update: Internet Explorer and Internet Tools window, accept the default Install
Now - Typical set of components, and click Next. The install should take a few minutes.

In the Restart Computer window, click Finish. Your computer will reboot to complete the Internet
Explorer 5.5 installation.
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Appendix C
Sizing sheet

Figure 104 Sizing Sheet
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Figure 104 Sizing Sheet (continued)
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Figure 104 Sizing Sheet (continued)
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Appendix D

Remote Access

This appendix describes how Mitel Networks Product Support connects to the maintenance port on your
server from a remote (off-site) location.

About Remote Maintenance
Mitel Networks Product Support staff connect to your server through a dial-up Point-to-Point (PPP)
connection to the maintenance port on your server.

The dedicated dial-up connection (maintenance port) used by your server is intended for Mitel Networks
Product Support use only. The connection is between the internal modem used by your server, and a
customer-supplied Plain Old Telephone System (POTS) jack.

This manual assumes that the POTS jack connects to a BIX block in the telephone room. From the BIX
block, a 25-pair Amphenol cable clips onto the ONS Line card at the back of the PBX.

Many major Internet providers offer a local telephone number with unlimited access to the Internet for a
reasonably low, flat-rate per month (recommended). If Mitel Networks Product Support is required, the
customer may choose to provide the number to the Mitel Networks service or Product Support
representative.

pcAnywhere Requirements

Your server will use the supplied remote access software, Symantec pcAnywhere for Windows NT, to
communicate with a Mitel Networks remote-maintenance PC. pcAnywhere must be running on your server
for the connection to be established.

For detailed information about pcAnywhere, see the Symantec pcAnywhere User’s Guide.

To enable remote maintenance connections to your server maintenance port, you must:
» Configure the modem connection
* Configure pcAnywhere.

Configuring the Modem Connection
The modem connection settings are accessed through the Control Panel on your server. They must
match the settings of the modem at the far end (Mitel Networks Product Support). A definition for your
server internal modem has already been added. The default settings are

* 56,600 bits per second

* 8 data bits

* No parity

* one stop bit

» flow control set to XON/XOFF
These settings may be changed if necessary.
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Configuring pcAnywhere
The pcAnywhere software on the Telephony Server has been configured as a “host.” The pcAnywhere

wizard guides you through configuring host connection items and starting pcAnywhere on your server.

To configure pcAnywhere:
1. Click Start=>Program Files=>Symantec pcAnywhere.
2. Follow the instructions as they are displayed on the screen and accept all defaults.
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Message files included with 6160

There are 29 messages files that are included with 6160. These phrases can be modified, but the format
must remain 8KHz Law. These phrases are located on the C drive=>Program Files=>Mitel
Networks=>6160=>Languages=>US English. You can enter a message defined using the Voice Prompts

tab.

Table 1: Included .wav files

File Name Script

1l.wav All of our representatives are busy helping other callers. Your call will be
answered as soon as an agent becomes available.

2.wav Good morning, and thank you for calling. All of our representatives are
busy helping other callers. Your call will be answered as soon as an agent
becomes available.

3.wav Good afternoon, and thank you for calling. All of our representatives are
busy helping other callers. Your call will be answered as soon as an agent
becomes available.

4.wav Thank you for calling. Based on current call volumes, the expected wait
timeis...

5.wav Thank you for calling. Due to the unusually high number of calls, the
expected wait timeis...

6.wav ...minutes.

7.wav Thank you for caling. The current wait times are between 5 and 10 min-
utes. Please continue to hold to maintain your call priority. We thank you
for your patience.

8.wav Thank you for calling. Due to the unusually high volume of calls, the cur-
rent wait times are greater than 10 minutes. Please continue to hold to
maintain your cal priority. We thank you for your patience.

9.wav That option is not available.

10.wav Thank you for calling. Our offices are now closed. Please call back Mon-
day to Friday, between the hours of 8 A.M. and 5 PM.

11.wav Thank you for calling. Our offices are now closed for the holiday. Please
call back Monday to Friday, between the hours of 8 A.M. and 5 PM.

12.wav Thank you for calling. We are currently experiencing an unusually high

volume of calls. Your call will be answered as soon as an agent becomes
available. We thank you for your patience.
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Table 1: Included .wav files

File Name Script

13.wav Please enter atelephone number where you can be reached, followed by the
pound sign.

14.wav You have entered...

15.wav If thisis correct, press one. If thisis not correct, please press the star key.

16.wav At the tone, please record your name. When you have finished recording,
press one.

17.wav To submit this callback request, press one. To cancel thisrequest and leave
the system, please press the star key.

18.wav You have a voice callback request.

19.wav You have a Web callback request.

20.wav To listen to the caller’s message, press one. To place this call, press 2. To
requeue this request, press 3. To reject this request, press 4. To hear these
options again, press star.

21.wav To listen to the caller’s name, press one. To place this cal, press 2. To
regueue this request, press 3. To reject this request, press 4. To hear these
options again, press star.

22.wav Please wait while the call is established.

23.wav Connecting now.

24.wav There are additional callback requests.

25.wav There are no outstanding callback requests.

26.wav You have a callback. We are connecting you to an agent now.

27.wav The callback could not be established.

28.wav Your call is being routed.

29.wav Your request has been cancelled. Goodbye.
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With Remote Web Callback, a caller can browse the company’s Web site to submit callback requests. The
caller must input his telephone number, name, and time frame within which the call should be returned.

(See Figure 105.)

Figure 105 Web Callback Sample
; Web Callback Sample - Microsoft Internet Explorer

JFiIe Edit  Wiew Fawvorites Tools  Help

J dBack -~ = - (D) ot | Qhsearch [ Favorites & AHistory ||%- =]

v

JAddress IE http:fi10.1.1.97 jwecbrfwicbr sample. bl

What is Your Phone Number? |

What is Your Name? |

What type of Inquiry is this? |Sales =]
Do you wish this Callback to expire? & Yes ¢ No

How many hours till you would like it to expire? |

| Click here to Submit Callback
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