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About Wave Contact Centers

You can set up a Wave Contact Center to automatically distribute incoming calls to a group of
agents. Examples of Contact Centers include a sales workgroup, a customer support
department, or any department in which multiple agents answer calls to a single number.

Contact Center queues provide full-featured call distribution. A Contact Center queue
automatically answers calls, puts them in a queue, and then distributes them to ready agents.
With Contact Center queues you can customize the caller’s waiting experience, play single or
repeating prompts, prompt callers to enter data, configure call priority, grant specialized
supervisor permissions such as the ability to monitor calls, and use the Wave Contact Center
Reporter to run a variety of reports on Contact Center activity.

For a detailed list of the available features, see the table beginning on page 1-2.
Contact Center queue creation, configuration, and management tasks are described in Chapter 2

through Chapter 5. For instructions for agents who participate in Contact Center queues, see
Chapter 5.
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Chapter 1: Introduction

Contact Center queue features

Administration

Single-point interface to create and manage queues

Take a queue off-line and send its calls to voicemail

Automatically take a queue off-line when all agents are unavailable

Choice of language for system prompts

E-mail and pager notification of new voicemail

Voice titles for Contact Center extensions

Overflow groups of agents for times when primary agents are busy

Overflow agents with individual overflow levels

Overflow agents only called after all agents are busy for a time you configure

Agents automatically placed on break if they let queue calls ring unanswered

Callers redirected if the queue is too busy, callers are waiting too long, there are not
enough agents, or there are no agents with matching skills

Individual permissions for whether an agent can use personal status to make himself or
herself unavailable

View Contact Center and personal Call Log in the same ViewPoint application

Queue logs for troubleshooting

Separate licensing required per agent

Caller Experience

Contact Center automatically answers incoming calls

Hold music

Different hold music for each queue

Extension or DID number to dial queues

Contact Center extensions listed in the dial-by-name directory

Greetings to welcome callers
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Repeating messages for waiting callers

Conditional messages for waiting callers

Priority for individual callers that reduces wait time

Messages that tell callers their expected wait times

Messages that tell callers how many callers are ahead of them

Caller options to stop waiting and leave voicemail or transfer out of the queue to an
extension

Ability to prompt callers to enter data

Agent Experience

Call Monitor tabs for agents

Agents can answer any call using ViewPoint

Agents can work from home or any remote location

Contact Center listed in Extensions folder in ViewPoint

Individually configurable agent wrap-up time

Agents can manually end their wrap-up time early

System-wide wrapup time

Special personal statuses for agents: Available (Queue only), Available (Non-Queue)
and On Break

Agents can make themselves ready or unavailable to receive calls using ViewPoint or
phone commands

Agents can sign in and out of individual queues using ViewPoint or phone commands

Visual indication of which agent will get the next call

Agents can place calls as the queue, enabling supervision and reporting of outbound
calls

Supervision

Changing an agent’s personal status

Signing an agent in or out of a queue

Comprehensive Queue Monitor to view real-time queue and agent statistics
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Customizable shift periods for comparative statistic display

Critical queue statistics available by phone in audio format

Coaching and monitoring of agents

Viewing agents who are being monitored

Automatically setting absent agents to On Break status

Automatically recording of agent and Contact Center calls on a periodic basis

Call Distribution

Sequentially by agent order

Round robin (each agent in turn)

Simultaneously (ring all agents)

To longest idle agent

To agent with fewest calls

To agent with least talk time

To agent with best matching skills

To agent via custom routing method

Reports

Separate licensing required for reports

User Activity Report for agents includes personal status breakdown and Contact Center
details section

All other reports

Using the Call Classifier with Wave Contact Centers

The Wave Call Classifier can greatly improve the productivity of Contact Centers by identifying
callers, intelligently routing calls, and presenting Contact Center agents with scripts and related
caller information before they take the call.

For more information about using the Call Classifier, see Chapter 26 in the Wave Global
Administrator Guide.
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Using the audio controls

This manual describes how to use various recordings—greetings, prompts, and so forth—to
customize the behavior of your Contact Center queues. Wave’s audio controls make it easy to
create and modify recordings of all types. The following controls appear in Wave wherever you
can create and listen to recordings.

o v ||| H|&H

To create and play recordings, use the buttons on the audio controls as shown in the following
table and speak into your phone.

Record When you are ready to record, pick up your phone, and then
i click this button. A beep signals that recording has begun.

[} Play Click to listen to the recording.

Stop When you are done recording, you can either hang up or click
D this button.

Fast Click to skip ahead while listening to the recording.
H} Forward

Rewind Click to skip back while listening to the recording.

To move forward and backward within the recording, drag the slider bar.

A

Importing audio files
You can import an audio file in WAV format to use for any Wave recording (greetings, voice
titles, and so on). Wave can import WAV files with a frequency of 8Khz, 11.025 Khz, 22.05 Khz,
or 44.1 Khz., as shown in the following table.

B To import an audio file, click the Import audio control.
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Related reading

For information about this version of Wave ISM, including new features, known issues, and
other late-breaking information, see the Wave Contact Center Release Notes, available on
VConnect.

The following additional documents are included with the Wave Server in Acrobat format, and
can be found on VVConnect.
Manuals

Wave Global Administrator Guide—Provides detailed instructions for all aspects of
configuring and managing the Wave Server and Wave ISM.

Wave Server Installation Guide—Provides detailed instructions for physically installing the
Wave Server and Wave ISM and performing initial system configuration.

Wave ISM System Recovery Guide—Describes how to use the Wave ISM System Recovery
Disk to restore your Wave Server to its original factory settings for emergency recovery.

Wave ViewPoint User Guide—Provides task-based instructions on how to use ViewPoint,
including call control, working from remote locations, participating in a contact center, and so
forth.

Wave Phone User Guide—Describes how to use SIP phones, digital phones, analog phones,
and SIUP softphones with Wave.

Wave Server Hardware Reference Guide—Provides detailed technical information about the
Wave Server hardware components.
Quick Reference Guides

Wave Analog Phone Quick Reference Guide—Provides instructions for using analog phones
with Wave.

Wave Digital Phone Quick Reference Guide—Provides instructions for digital phones with
Wave.
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Wave SIP Phone Quick Reference Guide—Provides instructions for using SIP phones with
Wave.

Wave Voice Mail Quick Reference Guide—Provides instructions for using Wave ISM \oice
Mail features.

Support services

Web site

Vertical Communications has worked diligently to produce the highest quality communications
system possible. In the course of installing or customizing a system customers may require
personal attention.

For technical support contact your Wave provider.

For more information about Vertical Communications, Inc. and the Wave product line, contact
your Wave provider, call 1-877-VERTICAL, or visit the Vertical corporate Web site:

The Vertical Communications Web site provides information about Vertical Communications
and the Wave product line.

http://www.vertical.com

System security

You are responsible for the security of your Wave system. Unauthorized use of the Wave system
could result in toll fraud. Your system administrator must read all system administration
documentation to understand which configuration options can introduce the risk of toll fraud
and which configuration options can be activated or deactivated to prevent it.

For more information, see Appendix A, “Protecting Your System Against Toll Fraud” in the
Wave Global Administrator Guide.

Vertical Communications, Inc. does not warrant that the configuration software is immune from
or will prevent unauthorized use of common-carrier telecommunications facilities and services
accessed through or connected to the Wave Server. Vertical Communications, Inc. is not
responsible for any charges resulting from unauthorized use.
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About Contact Center queues

Contact Center queues provide a full-featured system for distributing calls to agents.

This chapter describes creating and maintaining a Contact Center queue. For information about
working as an agent in a Contact Center queue, see Chapter 5. For information about working
as a supervisor or manager in a Contact Center queue, see Chapter 6.

When agents receive queue calls

For an agent to receive calls from a queue, the following four conditions must be true:

The agent is defined as a member of the queue. A Wave user who is not a member of a
queue can see no part of that queue in ViewPoint, and never receives calls from that
queue. The queue administrator adds and deletes agents as members of a queue.

The agent is signed in to the queue. This setting determines whether the agent receives
calls from this particular queue. Agents must be signed in to the queue to receive calls
from it. An agent who is signed out does not receive calls from that queue, but can still
see and monitor the queue in ViewPoint—a useful state for supervisors. An agent might
be signed into some queues and signed out of others at any given time. The queue
administrator determines which agents are signed in or out of each queue. You can also
give individual agents permission to sign themselves in and out.

The agent is in an available personal status. To receive queue calls, an agent must be in
the personal status Available, Available (Queue Only), or any personal status with the
Queue calls field set to Yes. Agents in any personal status with Queue calls set to No—
for example, Available (Non Queue) or Do Not Disturb—do not receive calls from any
queue. Agents can change their own personal status if they have permission to do so, and
it can also be changed by others if they have permission to do so.

The agent is ready. This agent state, viewable in the Queue Monitor (see “The Agents pane”
on page 6-4), determines whether the agent is currently eligible to receive queue calls. Agents
are ready when they are signed into at least one queue, are in an available personal status, and
are not currently in a call or the wrap-up period following a call.
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What agents experience

Agents can work in a queue using the phone alone or in conjunction with Wave ViewPoint.
Agents can change their personal status to begin their shifts, take breaks, and end their shifts.
After finishing each call, agents have a wrap-up time to complete paperwork before they receive
the next call.

By default agents have permission to change their own personal status, enabling them to control
their own workflow. You can revoke this permission for individual agents, so that a supervisor
must change their personal status for them. See “Preventing agents from changing their personal
status” on page 2-26.

What callers experience

Callers reach the queue either by dialing its extension directly or choosing it from your
company’s auto attendant (for example, “for Technical Support, press 2”). They hear an initial
message, called a Welcome prompt, that introduces them to the queue. You can also have the
queue prompt them to enter data at this point, such as a customer number, that can optionally
modify their waiting experience. If no agents are ready, the callers are then placed on the queue
to wait.

While waiting, callers hear hold music. Occasionally they hear other messages called Hold
prompts. These are messages that you record to assure callers that their calls will be answered,
to play them an advertisement, and so on. You can define Hold prompts that play only once, play
on a repeating basis, or change based on how close the call is to being answered. Instead of
waiting, callers can choose to leave a voice message or transfer out of the queue to an extension
you define, such as an Operator or your auto attendant.

When an agent becomes ready, the caller is transferred to that agent.
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Basic Contact Center queue terminology

To work in a Contact Center queue as an administrator, supervisor, or agent, you should be
familiar with the following Contact Center queue terms:

e Agent. A Wave user who answers incoming calls to the Contact Center.

* Queue. A Contact Center that is set up at a single extension. Callers to that extension who
are waiting are said to be “in the queue.”

A Contact Center can have more than one queue. For example, a technical support
department can have one queue for Product A and another queue for Product B. Each
queue has its own list of agents who answer calls and its own method of distributing calls
to agents. A user can be an agent for more than one queue.

» Supervisor. An agent who has special permissions. An agent with full supervisory
permissions can perform any of the following tasks. (Agents can be configured with
varying levels of permission to perform some but not all supervisory tasks.)

» Monitor, coach, and join other agents’ calls.

» Perform administrative maintenance on a queue, for example, add and remove
agents from a queue, sign agents in or out of a queue, change an agent’s personal
status, manage a queue’s voice mailbox, and so forth.

* View current queue statistics in ViewPoint.
These supervisory functions are described in Chapter 6.

» Overflow agent. A user who answers calls to a queue only when all the queue’s regular
agents are busy (standby or unavailable).

* Personal calls. Any calls directly to an agent’s extension, as opposed to calls the agent
receives from a queue.
Agents, call forwarding and routing lists

Queue calls to agents do not use the agents’ routing lists or call rules, so they cannot try an agent
at multiple locations. Queue calls do follow the agents’ call forwarding / Where | Am settings.
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Viewing queue configuration and setup

The Contact Center Queue Information report shows general information about each queue in your
system, including a list of agents and their current settings. You can use this report to get a snapshot
of a queue’s setup. For more information, see Chapter 7.

Creating a Contact Center queue

The queue is the backbone of a Contact Center. A queue defines the primary and overflow
agents who receive Contact Center calls, the method by which calls are distributed to those
agents, what callers experience while they are waiting, and so forth.

Licenses and permissions

To create a Contact Center queue, you must have the appropriate licenses installed and
supervisor permissions set.

Agent licenses

To create a queue, you must first purchase and enter one Contact Center Agent license for each
Contact Center agent. Only one license is required for each agent, even if agents are members
of multiple queues. See Chapter 24 in the Wave Global Administrator Guide for more
information about entering licenses.

Queue folder permission

To create or edit a queue, you must have the general Wave permission Access Queues Folder set
to View and Edit. You do not need other Administrator permissions, So you can manage queues
without being a full Wave system administrator. To set permissions, use the Users view in the
User/Group Management applet in the Wave Global Administrator Management Console. See
Chapter 11 in the Wave Global Administrator Guide for more information about setting user
permissions.
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Overview of creating a queue

You create a queue via the Queues view in the User/Group Management applet, available on the
Wave Global Administrator Management Console. The sections in this chapter describe the
following tasks:

» Entering general information about a queue. See page 2-10.

» Entering general information about a queue. See page 2-10.

» Closing a queue. See page 2-11.

» Defining call logging for a queue. See page page 2-12.

» Setting external Caller ID information for outbound queue calls. See page 2-13.

* Including a queue in the dial-by-name directory. See page 2-15.

Once you have created a queue, you are ready to perform the following tasks:
» Defining agents for a queue. See page 2-16.

» Configuring call distribution. See page 2-29.

When you have finished creating a queue, you can then set up one or more methods of directing
calls to it. You can:

» Create an auto attendant menu choice that sends callers to the queue. See “Setting up a
menu choice for a queue” on page 2-85.

» Give the queue a DID number (see “Entering general information about a queue” on page
2-10), or route a trunk directly to the queue (see Chapter 5 in the Wave Global
Administrator Guide.)

» Create a utility user that receives calls and automatically routes them to the queue. By
doing this you can use Wave’s advanced call-handling features with a queue, for example
contact identification, intelligent call routing, time scheduling, and more. By using a
utility user you can give your VIP callers special treatment. See Chapter 4 for more about
creating and using a utility user.

After you have set up a method of directing calls to the queue, the queue is complete and
available.
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The Queues view

To create or edit a queue

1 If necessary, click the Administration tab in the Global Administrator Management

Console.
Click 2 Click the User/Group Management icon, located in the PBX Administration section.
i " 3 Log on to the User/Group Management applet, which opens in a remote access window.
A Once you log on, open the Queues view by clicking its icon in the view bar.
File Edit Wew Tools OQueues Help |
- xd|e
Name .....
el abled
MT Queue 164 Top down Open 4 Dizabled Qff
4] | 2l
|8Items Globaltdministrator | sapphirel3 v

Each queue that you create appears as a row in the view.
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The following table shows the information that is displayed for each queue.

Column Description

Name Name of the queue
. Extension dialed to reach the queue from the auto attendant

Extension .
or when transferring a call

DID Direct Inward Dial—Phone number dialed to reach the
gueue directly

Distribution Algorithm used to distribute calls to agents
Whether the queue is currently distributing calls to agents.
The possible statuses are:
Open. The queue is distributing its calls to ready agents as
normal.

Status Closed. The queue is closed. No calls are being distributed

to agents.

Closed - No agents. All agents in the queue are currently
signed out, so the queue is automatically sending its calls
directly to voicemail.

Number of Agents

Total number of agents who are members of the queue.

Record Nth Call

If checked, the queue is set to record its calls.

Change Hold Music To

The name of the music-on-hold source being used for the
queue’s hold music, if any.

The amount of time that the queue waits before ringing

Hold Callback back an agent who leaves a call on hold or parked. “Off”
indicates that ringback is not being used.
If checked, the queue has a priority variable that can be
Priority used for assigning some callers a higher priority than oth-
ers.
Overflow If checked, the queue is using overflow agents.
Separate columns for Too Busy, Maximum Wait, and
Redirect Queue Closed. If checked, the queue is set to redirect call-
ers when the circumstance occurs.
Mail Usage Percentage of allocated voicemail space currently used.

Greeting Usage

Percentage of allocated space for greetings currently being
used.
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Column Description

Amount of disk space (in megabytes) used by the queue’s
audio files, including voicemail and greetings.

Disk Usage

How much space (in minutes) the queue’s voice mailbox

Mailbox size
has.

How much space (in minutes) is allocated to the queue for

Greeting size .
greetings.

Comments Any comments about the queue

4 To edit an existing queue, double-click its row in the Queues view. To create a new queue,
choose File > New > Queue.

5 The Queue dialog opens.

%] Untitled - Queue

Quewe |
[#-Bueue Wlenies Il
- Skillz -
[ Agerts Extenzion: I
(- Distribution Password: I— Canfirmatian: I—
- Redirection
- Hald DID number: |
[#-Yoice Mail o .
perator: Aftendant [« 8 -
- Caller Entry I [+ 8] J
- Dial-by-name Directony Cornments: ;I
- Sacurity
- Audio
- Recording LI
[#- Statistics W] B s llsed
¥ Trace queus and agent activity to queue logs

QK I Cancel | Help |

The tasks that you can perform on the tabs in the Queue dialog are described in the rest of
the sections in this chapter.
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Entering general information about a queue

To enter general information about a queue

1 Click the Queue tab in the Queue dialog.

%] Untitled - Queue

Quewe |
[#- Queue s ||
- Skillz
[+-&Agents Extension: I
- Distribution Password: I— Confirmation: I—
- Redirection
[-Hold DID number: |
[#-Yoice Mail 0 .
perator: Aftendant [« 8 -
- Caller Entry I [+ 8] J
- Diakby-name Directary Camrmerts: ;I
- Sacurity
- Audio
- Recording LI
[#- Statistics

[~ Queue iz closed

¥ Trace queus and agent activity to queue logs

QK I Cancel | Help |

2 Enter the following information for the queue:

Name. Give the queue a short name that will easily identify it, such as “Sales queue.
When users transfer a call to this queue using ViewPoint, they will select it by name.

Extension. Enter an extension for the queue. Users can then transfer calls to the queue
by phone. The extension is generally not used by callers to dial the queue from an
auto attendant. Callers should reach the queue either by dialing a Direct Inward Dial
number or by making a choice on the auto attendant menu. See “Setting up a menu
choice for a queue” on page 2-85.

Password. Give the queue a unique numeric password. You will need to log in with
the password if you want to change the queue configuration or check the queue’s
voice messages when you are at a remote phone. For example, on a day when your
business is closed unexpectedly, you can call, log in, and change the queue’s
voicemail greeting so that callers are aware of the situation.

Reenter the password in the Confirmation field.
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DID number. Optionally, you can give the queue a Direct Inward Dial number from
the block of humbers provided by your phone company. Callers can then dial the
queue directly, without going through an auto attendant.

To assign multiple DID numbers to a queue, separate each number by a comma. For
example, enter 1234,1235,1236.

Operator. Select the extension to which callers will be transferred if they press 0
while they are leaving voicemail for the queue.

Comments. Enter any descriptive information about the queue.
Queue is closed. See “Closing a queue” on page 2-11.

Trace queue and agent activity to queue logs. Check to create queue logs that record
detailed agent and queue activity for troubleshooting purposes. See Appendix B for
details.

3 Click OK to save the queue as you have defined it so far or go to the next section, “Closing a

Closing a queue

queue.”

You can close a queue and prevent new incoming calls from being routed to agents, for example
after business hours when your department is closed. When a queue is closed, incoming calls to
it are automatically handled according to the selections you make on the Redirect tab (see
“Redirecting calls when a queue is closed” on page 2-52).

To close a queue

1
2
3

Click the Queue tab of the Queue dialog.
Select the Queue is closed checkbox.

Click OK to save the queue as you have defined it so far or go to “Defining call logging for a
queue” on page 2-12.

Note: You can have the queue close itself automatically when there are no agents signed in. See
“Redirecting calls when a queue is closed” on page 2-52.
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Queue status when closed

Queue status displays in ViewPoint’s Extensions List in the Personal Status Name column, and
lets you see at a glance whether the queue is currently accepting calls or not. The queue statuses
are:

e Open. The queue is distributing to its calls to ready agents as normal.

» Closed. The queue is redirecting calls as specified on the Redirect tab.

» Closed - No agents. All agents in the queue are currently signed out or unavailable, so the
queue is automatically redirecting calls as specified on the Redirect tab.

For more about ViewPoint’s Extensions List, see Chapter 4 in the Wave ViewPoint User Guide.

Defining call logging for a queue

To define call logging for a queue

1 Click the Queue \ Call Log tab.

%] Untitled - Queue

El- Hueue ¥ Log this queus's calls: IAII calls j
[ Call Log
wternal Caller 1D [~ Organization: IVerticaI j £

- Skillz

H- Agents

- Distribution
- Redirection
#-Hald

- Yoice Mail
- Caller Entry
- Dial-by-name Directory
- Sacurity
- Audio

- Recording
[#- Statistics

-]

QK I Cancel Help
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2 Enter the following information:

Log this queue’s calls. Specify which of this queue’s calls appear in the Call Log.
You can log inbound calls, outbound calls, both, or none. To log no calls, uncheck the
field.

Important: If you turn off call logging for the queue, you cannot run reports on this
queue.

Organization. If you are using Organizations, check to associate this queue with the
Organization you select from the drop-down list. Click to create a new Organization.
Inbound calls to the queue that did not reach an agent will be logged as belonging to the
selected Organization (for example, abandoned calls and calls where the caller left a voice
message).

Organizations are a means to represent different companies or tenants that share a
Wave Server. For more about Organizations, see Chapter 20 in the Wave Global
Administrator Guide.

Note: Outbound calls made by users calling as the queue are not associated with the
queue’s Organization. They are always associated with the user’s Organization, even
if the user has no associated Organization.

3 Click OK to save the queue as you have defined it so far or go to the next section, “Setting

external Caller ID information for outbound queue calls.”

Setting external Caller ID information for outbound queue calls

Agents can place outbound calls that are marked as being from the queue rather than their
personal extension (see “Placing calls from a queue vs. calling as user” on page 5-9). For
outbound queue calls, you can determine the Caller ID information that accompanies the call.

Note the following:

Caller ID information entered here will be overridden by any external Caller ID that is
specified for the outbound trunk. For more about how Caller ID is specified in Wave,
including the hierarchy of external Caller ID settings, see Chapter 16 in the Wave Global
Administrator Guide.

On trunk types other than ISDN, outbound Caller ID is always set by the phone company.
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To set external Caller ID for a queue

1 Click the Queue \ External Caller ID tab.

%] Untitled - Queue

B Q_UEUE (* Use external caller 1D from General Settings
- Call Log
/ " Send company name and main number
- Skills " Send station name and this number:
[+-&Agents
- Distribution " Danot send caller 1D
(- Redirection " Send arganization name
[+ Hold
[#-Yoice Mail
- Caller Entry
- Dial-by-name Directory
- Sacurity
[+ Audio
- Recording
[#- Statistics

QK I Cancel | Help |

2 Select one of the following:

Use external caller ID from General Settings. External Caller ID as specified via the
General Settings applet is sent as Caller ID number for outbound calls from the
queue. (See Chapter 16 in the Wave Global Administrator Guide for more about
configuring system-wide Caller ID settings via the General Settings applet.)

Send company name and main number. Company name and main number (as
specified via the General Settings applet) is sent as Caller ID number for outbound
calls from the queue. (See Chapter 3 in the Wave Global Administrator Guide for
more about entering basic system information via the General Settings applet.)

Send station name and this number. The name associated with the station as well as
the number that you specify is sent as Caller ID number for outbound calls from the
queue.

Do not send caller ID. Caller ID is blocked on outbound calls from the queue. Note that
the system still sends Caller ID information even though it is blocked—this is a
requirement, because some institutions have the right to read blocked Caller ID, for
example emergency services and 800 numbers.
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* Send organization name. Organization Name is sent as Caller ID number for outbound
calls from the queue. (See Chapter 20 in the Wave Global Administrator Guide for
more about using Organizations with Wave.)

3 Click OK to save the queue as you have defined it so far or go to the next section, “Including a
queue in the dial-by-name directory.”
Including a queue in the dial-by-name directory

You can include the queue in the dial-by-name directory so that, for example, a caller could dial
SALES to reach your Sales queue.

If you include the queue in the dial-by-name directory, you should record its voice title. See
“Recording a voice title for a queue” on page 2-75.

To include a queue in the dial-by-name directory

1 Click the Dial-by-name Directory tab in the Queue dialog.

%] Untitled - Queue

Category Dial-by-name Directory

- Queue v Ligt in dial-by-name directony
- Skills

- Agents ¥ | Play extension to the caller

£
[#- Distribution
- Redirection
[+ Hold
[#-Yoice Mail
- Caller Entry
2 Lial-by-name Directory:
- Sacurity

- Audio

- Recording
[#- Statistics

QK I Cancel Help
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2 Select the List in dial-by-name directory checkbox.

3 Toplay a user's extension along with the user's name when callers choose the user from the
dial-by-name directory, and then select the Play extension to the caller checkbox.

4 Click OK to save the queue as you have defined it so far or go to the next section, “Defining
agents for a queue.”

Defining agents for a queue

Use the Agents tab in the Queue dialog to define agents for the queue. Both primary agents and
overflow agents must be defined as agents on this tab.

» Primary agents are agents whose primary task is answering queue calls.

» Overflow agents are agents whose primary task is not answering queue calls, but who
receive them when all primary agents are busy. See page 2-40 for further information
about defining overflow agents for your queue.

For an agent to work in more than one queue, you must add the agent separately to each of the
queues.

Agents must be Wave users before you can add them to a queue (see Chapter 11 in the Wave
Global Administrator Guide for more about creating Wave users).

Changing wrap-up time and permission defaults

You can set defaults for agent wrap-up time and permissions. There are two benefits to doing
this:

* To save time when adding agents. Before adding agents, set the defaults to the way you
want them to be for a typical agent. The default settings will then appear as each new
agent’s settings, which you can then modify for an individual agent if necessary.

e To change a permission for several agents at once. When you change a default agent
permission, you change it for all existing agents except agents for whom you have specified
an unchanging permission. For example, you might give your agents the Queue Sign In/Out
permission, and then later decide to disallow it. This effect works only for permissions, not
wrap-up time.
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To set a default wrap-up time for agents in a queue

1

Click the Agents tab.

£%] Untitled - Queue

Category e

+- Queue
Skills

Drefault wrap up for new agents in seconds: |1 5

= [~ If an agent does nat answer, set that agent to On Break
B [;'i;tf;;[;?::mns After how many unanzwered calls: |2
- Redirection
-Haold Agent | Ovwerflow Tier | i|
[#-Yoice Mail
- Caller Entry Ll

- Dial-by-name Directory
- Sacurity

- Audio

- Recording

[#- Statistics

=

Cancel | Help |

Enter a number of seconds in Default wrap-up for new agents in seconds.
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To set default agent permissions

1 Click the Agents \ Permission tab in the Queue dialog.

%] Untitled - Queue

Category Agents \ Permizsions

- Dueue Mame Walue
Change the anaother agent D M
Jain anather agent's call Dizallow
B Distriution anc.:h an agent D?sallow
- Redrection Maoritor Agent calls Disallow
- Hold Monitor Queue statistics Dizallow
[-Yoice Mail Queue Sign In/Out Dizallow
.. Caller Entry Sign In/0ut other agents Disallow
. DiaMy-name Directary “igw agents being monitored Disallow
- Security Access Queue call log Mo access
- Audio Access Queue call monitor Mo access
- Recording Access Queue mailbox Wiew and Edit
[#- Statistics

QK I Cancel | Help |

2 To set a default permission, click the value column in its row in the list, then select the
permission level you want from the drop-down list. For a description of the permissions
and permission levels, see “Agent permissions” on page 2-24.

3 Click OK to save the queue as you have defined it so far or go to the next section, “Adding
agents to a queue.”
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Adding agents to a queue

To add agents to a queue
1 Click the Agents tab in the Queue dialog.

2 Click Add. The Agent dialog opens at the General tab.
pgent

General | Permissionsl Skills I

This agent is the follawing user: -
Wrap up time in seconds: I‘I 5
Owerflow tier: ID

[~ This agent iz an observer, not shown in Queus Monitor

[¥ This agent is signed in

[~ Automatically record this agent's calls

Becord 1 call out of eveny: |5

Fiecarding direction: JInbound and outbound

Send agent call recordings to: Ithis Agent

Ll L]

‘wihen mailbos is full: IDeIete oldest call recording

QK I Cancel | Help |

3 For This agent is the following user, select a user from the drop-down list. Agents must be
Wave users before you can add them to a queue. (See Chapter 11 in the Wave Global
Administrator Guide for more about creating Wave users. For Wrap up time in seconds,
accept the default or enter a different wrap-up time.

Agents can terminate their wrap-up period early and make themselves ready to receive
calls. See Chapter 5 for complete instructions on being a Contact Center queue agent.

4 For Overflow tier, leave the default value of 0 unless you want the agent to be an overflow
agent. See “Setting up overflow agents” on page 2-40.
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For This agent is an observer, not shown in Queue Monitor, check to make this agent an
observer who can monitor queue activity without being seen by other agents in the queue. If
checked:

» Other agents cannot see the agent in ViewPaint in the Agents pane in the Queue
Monitor (see “Viewing queue statistics in the Queue Monitor folder” on page 6-3) or
the queue’s tab in the Extensions list.

» The agent is automatically signed out and cannot sign in, so that the agent does not
receive calls from the queue (see the next step).

e The agent cannot be given the permission Queue Sign In/Out.

The observer agent can view queue activity in the Queue Monitor and Call Monitor,
supervise other agents’ calls and perform other supervisory actions. The observer agent can
also take queue calls manually by using the Take Call command in the Call Monitor.

If the checkbox is cleared, the agent appears in the Agents pane in the Queue Monitor, and
can be signed in or out.

For This agent is signed in, select the check box if the agent receives calls from the queue
when the agent is ready. Clear the check box to define a supervisor who can monitor the queue
but does not receive calls from the queue.

When the check box is cleared, calls from this queue are not sent to the agent, even when
the agent is ready. However, the agent still sees the tab for this queue in the Call Monitor
and can answer queue calls using the Take Call command.

Note: To receive calls from a queue, an agent must be both signed in, available for queue
calls, and ready. See “When agents receive queue calls” on page 2-2.

You can use this check box to switch an agent from one queue to another, by signing the
agent in for one queue and out for the other queue.

You can also give agents the permission to sign themselves in and out of a queue. See
“Agent permissions” on page 2-24 and “Signing in and out of a queue” on page 5-5.
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71 To change the agent’s permissions from the queue’s default permissions, click the Permissions

tab.

of anather agent

Jain anather agent's call
Coach an agent

Monitor Agent calls

Monitor Queue statistics
Queue Sign In/Out

Sign In/0ut other agents
Wiew agents being monitored
Access Queue call log
Access Queue call monitor
Access Queue mailbox

Usze default [Dizallow)]
Usze default [Dizallow)]

Usze default [Dizallow)]

Usze default [Dizallow)]

Usze default [Dizallow)]

Usze default [Dizallow)]

Usze default [Dizallow)]

Usze default [Mo access)
Usze default [Mo access)
Usze default [View and Edit)

0K

| Cancel | Help |

8 Click the permission, click the arrow in the Value column, and then select a value for the
permission. If you choose “Use Default,” the value for this user will change whenever you
change the default permission for the queue (see “Changing wrap-up time and permission
defaults” on page 2-13). For an explanation of permissions, see “Agent permissions” on

page 2-18

Note: You do not need to use the Skills tab unless you are using skills-based routing,

described in Chapter 3.

9 To set automatic call recording for this agent, check Automatically record this agent’s
calls. See the next section, “Automatically recording an agent’s calls” for details.

10 When you have finished defining the agent, click OK. The Agent dialog closes and you return to
the Agents tab in the Queue dialog.
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Automatically recording an agent’s calls

You can have Wave automatically record an agent’s queue calls on a periodic basis. The
recorded calls appear as new voice messages in the voice mailbox that you select. The system
records both inbound and outbound queue calls.

If you want to record all user calls, use system call recording instead. For more about system
call recording, see Chapter 19 in the Wave Global Administrator Guide.

Privacy issues with queue call recording

Caution: /t is the license-holder’s responsibility to comply with any federal, state, or
other applicable statutes regarding the recording of phone calls. Vertical
Communications, Inc. disclaims any responsibility for failing to comply with such
regulations.

Some countries, states, or other locations require that you announce to callers that their calls
may be or are being recorded.

» If you are using Wave in such a location and record some or all calls, your queue’s
Welcome prompt should inform callers that their calls may be recorded. See “Using the
Welcome prompt to inform callers that their calls may be recorded” on page 2-77.

e Wave includes a system prompt, MayBeMonitored.wav, that says, “Your call may be
monitored or recorded,” which you can play as needed (for example, by using an auto
attendant or Contact Center queue greeting).

» Wave allows you to play a regular “reminder beep” while recording queue calls which
alerts agents and callers that their calls are being recorded. See “Including a reminder
beep on queue call recordings” in Chapter 19 in the Wave Global Administrator Guide.

Important: Be sure that all Contact Center queue understand how to comply with call recording
privacy requirements.

To automatically record an agent’s inbound queue calls

1 Click the Agents tab in the Queue dialog.

2 Click the General tab in the Agent dialog.
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3 Check Automatically record this agent’s calls.

General | Permissionsl Skills I

This agent is the following user: Iaaa bbb j
Wrap up time in seconds: I‘I 5
Owerflow tier: ID

[~ This agent iz an observer, not shown in Queus Monitor

[¥ This agent is signed in

[+ Automatically record this agent's calls

Becord 1 call out of every: |5

Recarding direction: | Inbound and outbound

Send agent call recordings to: Ithis Agent

K1 {ENJEY

when mailbox is full: IDeIete aldest call recording

QK I Cancel | Help |

4 InRecord 1 call out of every, enter a number. Enter 1 to record every call to this agent, 2 to
record every other call, 3 to record every third call, and so on.

Note: All calls that an agent handles count for purposes of counting that agent’s calls.

5 From the Recording direction drop-down list, select whether to record inbound calls only,
outbound calls only, or both. Selecting both means that you get one recording per n calls
regardless of the calls’ direction.

6 From the Send agent call recordings to drop-down list, select the mailbox that will receive
the call recordings as new voice messages.

71 From the When mailbox is full drop-down list, select what happens if the destination mailbox is
full when Wave attempts to store a new call recording there:
e Discard new call recording. Wave deletes the new call recording instead of storing it.

* Delete oldest call recording. Wave deletes the oldest call recording in the mailbox to
make room for the new recording. Only call recordings can be deleted by this method.
Wave never deletes voice messages in this way.

8 Click OK. The Agent dialog closes.

Note: You can also record a general sampling of calls to the queue, regardless of which agent
answers them. See “Automatically recording queue calls” on page 2-79.
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You can give agents the following permissions:

Agent Permissions

Permission

Description

Default value

Change the Personal
Status of another user

The agent can manage other agents’
workflow by changing their personal

Disallow

status. See “Changing an agent’s per-
sonal status” on page 6-24.

If agents are prevented from changing
their own personal status, you must
create a supervisor with this permission
to manage their workflow is. See “Pre-
venting agents from changing their per-
sonal status” on page 2-26.

Join another agent’s call The agent can enter another agent’s Disallow
call, such that all parties in the call hear
each other. See “Supervising other

agents’ calls” on page 6-18.

Coach an agent The agent can enter another agent'’s Disallow
call and be heard by the coached agent
but not by the caller. See “Supervising

other agents’ calls” on page 6-18.

Monitor Agent calls The agent can listen in on other agents’ Disallow
calls without being heard by the moni-

tored agent or the callers. See “Super-

vising other agents’ calls” on page

6-18.

Monitor Queue statistics The agent can view real-time queue Disallow
statistics in ViewPoint's Queue Monitor

folder or listen to statistics using the

phone command *55. See “Monitoring

gueue statistics” on page 6-2.
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Agent Permissions

Queue Sign In/Out The agent can sign in or out of individ-  Disallow
ual queues. See “Signing in and out of
a queue” on page 5-5.

Note: If an agent has the general Wave
permission Access Queues folder set
to “View and Edit,” and is not an
observer agent, the agent can sign in
and out of all queues regardless of how
this queue permission is set.

Sign In/Out other agents The agent can sign other agents in and  Disallow
out of queues from the Queue Monitor.

View agents being The agent can see when agents’ Disallow

monitored calls—including their own—are being

monitored. With this permission, agents
whose calls are being monitored dis-
play in the Call Monitor with the moni-
toring party attached as an indented
line. See “Viewing when agents are
being monitored” on page 6-20.

Access Queue call log The agent can view a record of callsto No access
the queue. With “View and Edit,” the
agent can perform all actions in the
folder. See the Wave ViewPoint User
Guide.

Access Queue call monitor The agent can see queue callsonatab No access
in ViewPoint’s Call Monitor folder. With
“View and Edit,” the agent can perform
all actions in the folder. See “Using the
Call Monitor tabs” on page 5-8.

Access Queue mailbox The agent can view and play voice View and Edit
messages in the queue’s voice mail-
box. With “View and Edit,” the agent
can perform all actions in the folder.
See “Managing queue voice messages
on the phone” on page 6-25.
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Permissions are granted to Contact Center agents using the following levels:

Use default. The agent’s permission level is whatever the default is for that permission.
The current default is shown in parentheses. If the default changes, the agent’s permission
changes with it. See “Changing wrap-up time and permission defaults” on page 2-16.

Allow. The agent can perform the specified operation.
Disallow. The agent cannot perform the specified operation.
No access. The agent cannot view this part of the ViewPoint interface.

View only. The agent can view the information in ViewPoint, but cannot perform any
commands on an item. For example, if Access queue call monitor is set to View only, the
agent can see queue calls but cannot answer or transfer them.

View and Edit. The agent can view the information and perform all commands.

Preventing agents from changing their personal status

By default, Wave allows agents (and all users) to change their own personal status. If you want,
you can prevent agents from changing their personal status by setting their user permission
Change Personal Status to Disallow (see Chapter 11 in the Wave Global Administrator Guide
for more about setting user permissions). When on duty, such agents are unable to select a
personal status to stop receiving queue calls, for example Do Not Disturb or On Break.
Supervisors can still change the agents’ personal status to start and end their workday and let
them take breaks.

Note: When you prevent users from changing their personal status, they cannot use any of the
personal status features described in the Wave ViewPoint User Guide.

Agent skills

The Skills tab in the Agent dialog is used only if you are using skills-based routing. See
Chapter 3.

Release 2.0

N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Defining agents for a queue

2-27

Changing the order of agents

Chapter 2: Creating a Contact Center Queue

Once you have added agents to a queue, you can reorder them. If you are using the top down or
round robin algorithms to distribute calls to agents, the order of agents in the queue is especially
important, because it determines the order in which agents receive calls.

The order of agents can also be important when using other distribution algorithms. For
example, if you are using the fewest calls algorithm, and three agents are tied for the fewest
calls, the topmost of those agents in the order gets the next call. Note that at the end of a shift

all statistics are reset to zero,

so all agents are tied in statistical categories, and agent order

briefly becomes the method of distributing calls, until new statistics are accumulated.

For a description of the distribution algorithms, see “Configuring call distribution” on page

2-29.

To change the order of agents in a queue

1 Click the Agents tab in the Queue dialog.

E51MT Queue - Queue

Category

- Queue

- Permissions
- Distribution

- Redirection
#-Hald

- Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording

[#- Statistics

Drefault wrap up for new agents in seconds: |1 5

[~ If an agent does nat answer, set that agent to On Break

—

|Agent Overflow Tier ~ |

Mike Amodio 0 - |
Eric Kaczoronic 1]

After how many unanzwered calls:

add. |

o]

Edi. | Delte |

Cancel | Help |

2 Click an agent name, and click the up and down arrows to move the agent to a different

place in the queue.

3 Click OK to save the queue as you have defined it so far.
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Using remote agents

If you have Contact Center agents who work primarily at a remote phone (for example, from
their home or cell phone, or from a SIP phone), you should assign each of them a mobile
extension. If they mostly work on a internal office station but occasionally work from home,
you should assign them an internal station but make sure they use the “Imitate a station” feature
and turn on call forwarding while working at home.

See the Wave ISM Release Notes for instructions on assigning mobile extensions to users, and
the Wave ViewPoint User Guide for more about using a remote phone with Wave.

Using roaming agents, or hot-desking

If your Contact Center agents frequently move from desk to desk, or take calls at whatever
internal phone happens to be nearest, you can set up your Contact Center to ensure the accuracy
of statistics and reports, as follows:

» Give all agents a station ID of 0.

» For each desk, create a placeholder user with the station ID of the desk’s phone. Name the
user after the desk, for example, “Cube 101" or “Desk 5.”

» Tell agents to add the following steps to their routine for beginning and ending their
shifts. Following these steps ensures that Wave correctly displays and reports on agent
activity no matter what phones they use.

» When agents first sit down at a new phone to receive calls, before they mark
themselves as ready, they should log in and forward their calls to their current
location. They can use either of the following methods:

e To use the phone commands, pick up the phone and log in by pressing #
<extension> # <password> #. Once logged in, press 5 1 to forward calls to
their current location.

» To use ViewPoint, start ViewPoint. The Select Station dialog appears. Select
the second login option, Use station <x> to place and answer calls as <name>.
Check Forward my calls to this station.

» When agents are finished using a phone, log out from it. This ensures that
subsequent calls from that phone are not added to the agent’s record. To log out
from a phone, either pick up the phone and press *0 0, or choose the ViewPoint
command File > Exit and Log Off.

For more information, see “Working at different phones” on page 5-4.
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When you have finished defining agents

Click OK in the Queue dialog to save the queue as you have defined it so far or go to the next section,
“Configuring call distribution.”

Configuring call distribution

This section describes the ways in which you can distribute incoming queue calls to agents:

Specifying how queue calls are distributed to agents. See the next section.
Using Last Agent Routing. See page 2-32.
Placing agents on break if they do not answer calls. See page 2-34.

Giving some calls higher priority. See page 2-37.

Specifying how queue calls are distributed to agents

You can use any of the following methods to distribute incoming queue calls to agents:

Top down. The call moves through the list of agents—from the top of the list
downward—until it reaches a ready agent. For this algorithm, the order of agents in the
queue is important. (See “Changing the order of agents” on page 2-27.)

Round robin. Agents receive calls in the same sequence as with Top Down, but starting
with a different agent each time. Each call starts with the agent after the one who
answered the previous call.

Longest idle agent. The ready agent who has waited the longest time for a call receives
the next call. This algorithm is calculated by determining which agent has gone the
longest period of time without being in an Active state. Non-queue calls count as being
“idle,” because they put an agent in the Standby state. (See the Agent State column under
“Agents Pane Information” on page 6-4.)

Fewest calls. The ready agent who has answered the fewest calls from this queue since
beginning the agent’s work shift receives the next call.

Least talk time. The ready agent who has spent the least amount of time on calls from this
queue since beginning the agent’s work shift receives the next call. This agent may be
someone other than the agent who has handled the fewest calls.
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* Simultaneous ring. All agents’ phones ring at the same time. The agent who answers first
takes the call. This feature is especially useful for small offices or departments.

e Skills-based or custom routing. This option lets you construct your own distribution
algorithm, using agent skills and other attributes. It is more complex to set up, but can be more
flexible. See Chapter 3 for more about how to define skills and setting up skills-based routing
for a queue.

Note: No matter what method you specify, calls are distributed only to agents who are both
signed in and ready. (See “When agents receive queue calls” on page 2-2 and “Starting your
shift” on page 5-2.)

To specify how queue calls are distributed to agents

1 Click the Distribution \ Agent Scoring tab in the Queue dialog.

%] Untitled - Queue

[#- Queue Agent zcoring algarithm: ITop down j
- Skillz

[+-&Agents

[=1- Distribution

g
-Call Scoring
-dgent Filkering [Skillz)
-dgent Filkering [Dverflow)]
-~ Enpected Wait Time
L Last Agent Routing
- Redirection
[+ Hold
[#-Yoice Mail
- Caller Entry
- Dial-by-name Directory
- Sacurity
- Audio
- Recording
[#- Statistics

QK I Cancel Help

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Configuring call distribution 2-31

Chapter 2: Creating a Contact Center Queue

2 From the Agent scoring algorithm drop-down list, select one of the following methods. For a
description of each method, see page 2-29.

If you select any of the following methods, no further configuration is required here—go to
step 4.

* Top down.

* Round robin.

* Simultaneous ring.

If you select any of the following methods, go to step 3.
* Longestidle agent.
* Fewest calls.
* Least talk time.

* Skills-based or custom routing.

3 Choose the following options under Distribution calculations are based on...

* Time period. Choose whether to distribute calls based on totals for the current Shift or
the current Day (since midnight). For more information about shifts, see “Collecting
queue statistics” on page 2-82.

» Direction. Choose whether the algorithm counts Inbound only calls, or both Inbound
and Outbound calls.

4 Click OK to save the queue as you have defined it so far or go to “Using Last Agent Routing” on
page 2-32.

Call distribution when the score is tied

When two or more agents tie for the same score (for example, with the “Fewest calls” algorithm,
three agents have 0 calls each), the call always goes to the longest idle of the tied agents.
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About simultaneous ring

Simultaneous ring does not ring the phones of overflow agents unless the overflow wait time
has been exceeded. At that point it rings the phones of all agents. See “Setting up overflow
agents” on page 2-40.

When an agent answers a call with simultaneous ring, it does not count as an unanswered call
for the other agents, for purposes of putting the agent automatically in On Break status.
However, if all agents fail to answer the call while it is ringing, it counts as an unanswered call
for all of them. See “Placing agents on break if they do not answer calls” on page 2-34.

About the longest idle agent

The algorithm treats newly logged in agents as being idle since the beginning of the day or shift.
This may result in those agents receiving calls ahead of agents who have been idle longer.

Using Last Agent Routing

With Last Agent Routing, callers are routed straight to the agent who last handled their call, as
long as:

» The caller is calling from the same Caller ID as before.

» The agent is signed in and available. If the agent is signed in but unavailable, you can
have the call wait a specified amount of time for him or her. If the wait time expires with
the agent still unavailable, or if the agent has signed out, the call is routed according to
the queue’s normal distribution algorithm.

» The agent has remained signed in since the caller’s previous call. Once an agent signs
out, his or her history of previous calls is reset.

Note: Last Agent Routing overrides skill requirements and overflow levels. For example, if a
tier 3 overflow agent took a caller’s first call, he or she will receive the caller’s second call even
if primary agents are available.
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To enable Last Agent Routing:
1 Click the Distribution \ Last Agent Routing tab in the Queue dialog.

%] Untitled - Queue

Distribution % Last Agent Routing
- Hueue [~ Enable Last Agent Routing
- Skillz
[ Agerts I~ Interupt if last caller calls back during wiap up
H"D!ISt.;‘;L;iTgconng [ it IBD seconds for last agent if agent is busy
Call Scoring

Agent Filkering [Skillz]
Agent Filkering [Overflow)

- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording

[#- Statistics

o]

Cancel

Help

2 Check Enable Last Agent Routing.

3 Choose any of the following Last Agent Routing options:

* Interrupt if last caller calls back during wrap-up. If checked, the queue interrupts an
agent’s wrap-up period only if the caller he or she is wrapping up calls back.

* Wait __seconds for last agent if agent is busy. This checkbox determines what
happens if the last agent is signed in but unavailable (for example, on another call)
when the caller calls back. If unchecked, the call is immediately routed according to
the queue’s distribution algorithm as selected in “Specifying how queue calls are

distributed to agents” on page 2-29.

If checked, the caller waits for the number of seconds you enter. If the agent becomes
available during that time, the call is routed is routed to the agent. If the wait times
expires without the agent becoming available, the call is then routed according to the

queue’s normal distribution algorithm.
4 Click OK.
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Last Agent Routing and Expected Wait Time

With Last Agent Routing enabled, the queue’s Expected Wait Time prompt will often be
inaccurate (see “Configuring expected wait time” on page 2-44). A caller who is waiting for a
last agent will jump to the “head of the queue” if that agent becomes available, making other
callers wait longer than advertised by the prompt. For that reason, queues with Last Agent
Routing enabled should avoid using the Expected Wait Time prompt.

Placing agents on break if they do not answer calls

You can have Wave automatically place agents in the On Break personal status if they fail to
answer one or more consecutive queue calls. Placing a missing agent On Break ensures that the
queue does not send calls to that agent and provides the caller with a smoother waiting
experience. This feature is a safeguard against agents leaving their phones and forgetting to
place themselves in the On Break personal status.

To automatically place missing agents on break

1 Click the Agents tab in the Queue dialog.

%] Untitled - Queue

Category e

-- Queue Default wrap up for new agents in seconds: |1 5

EIM [~ If an agent does nat answer, set that agent to On Break

s [;;;EL:?::IWS After how many unanswered calls: |2

- Redirection
-Haold Agent | Ovwerflow Tier | i|
[#-Yoice Mail

- Caller Entry Ll
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QK I Cancel | Help |
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2 Check If an agent does not answer, set that agent to On Break.

3 In After how many unanswered calls, enter the number of consecutive unanswered queue
calls that must occur for Wave to automatically place an agent in the On Break personal
status.

4 Click OK to save the queue as you have defined it so far or go to the next section, “Defining how
calls are scored.”

You can keep track of how often the queue automatically puts agents into On Break status, using
the Queue Monitor statistics Away, No Answer, and Forced Break. See “The Agents pane” on
page 6-4.

Note: Supervisors can also manually place agents in the On Break personal status or in any
other personal status. See “Changing an agent’s personal status” on page 6-24.

See Chapter 3 in the Wave ViewPoint User Guide for more information about using personal
statuses.

Defining how calls are scored

When several calls are waiting in the queue, the queue scores each call to determine the order
in which they will be sent to agents. The call with the highest score is the next one sent when an
agent becomes available.

By default, a call’s score is the number of seconds it has been waiting in the queue. The call with
the highest score is the one that has been waiting the longest and will be the next one sent to an
agent. However, you can manipulate call scoring to give certain calls a higher score, bumping
them closer to the front of the queue so that they will be answered sooner.

Choosing by how much to increase a call’s score

A call’s score is based on its wait time in seconds, so it’s helpful to think in terms of seconds
when deciding by how much to increase a call’s score. For example, if you want a high-priority
call to jump ahead of a call that has been waiting for a minute, you would want to add 60 to its
score. To have it jump ahead of a call that has been waiting 5 minutes, you would want to add
300.
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You can increase a call’s score using the following methods:

» Basing a call’s score on the length of time that the call has spent in queue or time in the
Wave system. See page 2-36

» Giving some calls higher priority. See page 2-37.

» Increasing a call’s score for skill matches. See page 2-40.

Basing a call’s score on time in queue or time in system

You can choose whether a call’s score is based on the length of time (in seconds) it has spent in
that queue or in the Wave system as a whole. If based on time in queue, then a call transferred
between queues starts waiting in the new queue with a score of 0. You may want to base call
score on time in system if calls are often moved from queue to queue, or are returned to the
queue after talking to an agent or leaving voicemail.

To base a call’s score on time in queue or time in system

1 Click the Distribution \ Call Scoring tab in the Queue dialog.
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Distribution % Call Scoring
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- Caller Entry
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- Sacurity
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QK I Cancel Help

2 Click Timein this queue, in seconds Or Time in the system, in seconds.
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Giving some calls higher priority

You can give some queue calls a higher priority than other queue calls. Calls with higher priority
get a higher call score and advance to the head of the queue quicker than other calls.

To assign priority to calls, perform the following tasks:

1 Define a custom data variable to use for call priority (the “priority variable”), and set a
“priority multiple” that determines the weight priority carries in the call score. See
“Configuring a queue to use call priority” on page 2-38.

2 Identify high-priority calls when they enter the queue and assign priority appropriately
using the priority variable, as described in “Assigning priority to calls” on page 2-40.

The value of a call’s priority variable is multiplied by the priority multiple and the result is added to
the call’s score. The higher the priority multiple, the greater the effect of a high priority number. For
example, if the priority multiple is 60, each unit of priority is worth a minute, so a call with priority
5 is equal to 5 minutes of wait time. If the priority multiple is 480, each unit of priority is worth 8
minutes, so a call with priority 5 is equal to 40 minutes of wait time.

Examples

The following tables illustrate how priority changes the order in which calls are answered.

Priority Multiple = 120 (Each unit of priority = 120 seconds or 2 minutes)

Order Base Wait
received Time (sec.) Priority Priority score Call score Queue order
First 900 0 0 900 Second
Second 600 0 0 600 Fourth
Third 300 5 600 900 Third
Fourth 60 2 240 300 Fifth
Fifth 30 10 1200 1230 First
Sixth 10 1 120 130 Sixth
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Priority Multiple = 500 (Each unit of priority = 500 seconds or 8 minutes 20 seconds

Order Base Wait
received Time (sec.) Priority Priority score Call score Queue order
First 900 0 0 900 Fourth
Second 600 0 0 600 Fifth
Third 300 5 2500 2800 Second
Fourth 60 2 1000 1060 Third
Fifth 30 10 5000 5030 First
Sixth 10 1 500 510 Sixth

Note: Redirection overrides caller priority. If the queue is currently redirecting callers based on
the criteria you defined (see “Configuring a queue to redirect calls” on page 2-48), then calls are
redirected no matter how high their priority would have been.

Configuring a queue to use call priority

To configure a queue for call priority, you must specify the custom data variable to use for
priority (or create a new one) and specify the priority multiple.
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To configure a queue to use call priority

1

%] Untitled - Queue

Click the Distribution \ Call Scoring tab in the Queue dialog.

Category Distribution % Call Scoring
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~Agent Scoring [~ Certain calls have a higher priority than other calls
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- Expected Wai Time Far each unit of the variable's value add ID ta the call's score
i Last Agent Routing
[#- Redirection For all zkills required by the call:
[+ Hold - ;
- Voice Mai [~ Add the agent's average proficiency times Is ta the call's score
- Caller Entry
- Dial-by-name Directory
- Sacurity
- Audio
- Recording
[#- Statistics

QK I Cancel | Help |

Select the Certain calls have a higher priority than other calls checkbox.
Under Priority is stored in custom variable, specify the queue’s priority variable by doing
one of the following:
» Select an existing custom data variable from the drop-down list.
« Click 24 to create a new custom data variable. For instructions see “Creating a
custom data variable” on page 2-88.

The custom variable that you specify must be a variable of Data Type Long and must have
a Default value of 0.

In For each unit of the variable’s value add __to the call’s score, enter the priority
multiple. This number is multiplied by the value of a call’s priority variable to determine by
how much the call’s score is increased.

Click OK to save the queue as you have defined it so far or go to the next section, “Assigning
priority to calls.”
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Assigning priority to calls

You assign priority to an incoming call by assigning a value to the custom data variable that you
selected in the previous procedure. You can assign value to the variable using any of the
following methods:

* With an auto attendant. Callers receive priority based on the phone number that they dial
or menu choice they select. You could have a special phone number that you give out to
your premier customers that gives them a high priority when they call that number.

You can also use the Call Classifier as part of auto attendant configuration to benefit
Contact Centers in many ways. For example, you can automatically assign priority to calls
based on issue number, Caller ID, or caller identification against your company database.
For more information about the Call Classifier, see Chapter 26 in the Wave Global
Administrator Guide.

e With queue data entry. The queue can assign priority directly from a number that the
caller enters (for example, you could give out customer numbers that range from 1 to 10
and have the queue prompt callers to enter them). See “Setting up caller data entry” on
page 2-66 for more information.

Increasing a call’s score for skill matches

If you are using skill-based routing, you can increase a call’s score based on the available
agents’ appropriate skills. See “Reducing wait time for calls with skill requirement matches” on
page 3-17.

Setting up overflow agents

Overflow agents receive calls from a queue only if the queue’s primary agents are all busy for
a certain number of minutes. Overflow agents can be users whose main focus is another task,
but who are available to take queue calls if needed. You can set up multiple tiers of overflow
agents, so that tier 1 agents receive calls only when all primary agents are busy, tier 2 agents
receive calls only when all primary agents and tier 1 agents are busy, and so on.

Calls are distributed among each tier of overflow agents according to the queue’s distribution
algorithm. For example, if the algorithm is Top Down, the call rings the topmost ready primary
agent. If all primary agents are busy, the call rings the topmost ready tier 1 agent. If all primary
and tier 1 agents are busy, the call rings the topmost ready tier 2 agent, and so on.
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Note: With the Simultaneous Ring algorithm, if the overflow wait time has been exceeded, the
phones of all primary and overflow agents ring regardless of overflow level.

Setting up overflow agents consists of the following tasks:
» Assigning an overflow tier to agents, as described in the next section.

» Setting up the overflow wait time and options for the queue, as described on page 2-42.

Assigning an overflow tier to agents

To assign an overflow tier to agents

1 First, add the overflow agents to the queue the same way that you add normal agents (see
“Adding agents to a queue” on page 2-19).

2 Onthe Agents tab in the Queue dialog, click the Overflow tier value for the agent, and then
enter the agent’s tier level.

E51MT Queue - Queue

-- Queue Default wrap up for new agents in seconds: |1 5

EIM [~ If an agent does nat answer, set that agent to On Break

After how many unanswered calls: |2
- Yoice Mail

Agent Overflow Tier ~ |
- Caller Entry

- Dial-by-name Directory Eric K.aczoronic
- Sacurity
- Audio

- Recording
[#- Statistics

- Permissions
- Distribution

- Redirection

/- Hold

add. | Edt. | Deete |

QK I Cancel | Help |

Note: Tier 0 identifies a primary agent. You do not have to number overflow tier levels
sequentially—only the order is important. For example, you could have overflow tier levels 1,
5, 6, and 10. See the Note on page 2-43 for more about how you can use overflow tier values to
control when calls are sent to overflow tiers.
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Setting up the overflow wait time and options

Before you can use overflow agents, you must configure the queue according to the following
steps:

To set up overflow wait time and options for a queue

1 Click the Distribution \ Agent Filtering (Overflow) tab in the Queue dialog.

2 Select the Certain agents are only called when other agents are busy checkbox.
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QK I Cancel | Help |

Note: If this checkbox is not selected, overflow tiers are ignored and all agents are treated
as primary agents.

3 Setany of the following overflow options:

» Calls are distributed to overflow agent tiers after waiting __ seconds. This field
determines how long (in seconds) calls wait for a primary agent before being sent to
an overflow agent. B default a call must wait for 5 minutes (300 seconds) without
being answered by a primary agent before it is sent to an overflow agent.

You use the Calls should wait... options (described below) to specify how the wait
time is applied to different overflow tiers.
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If no agents in the current tier are signed in and available then immediately offer calls
to the next tier. If checked, the queue bypasses the overflow wait time if no primary
agents are signed in and available, and calls are sent immediately to overflow agents.
Note that in this case, a primary agent in On Break status is considered to be
available. For the bypass to occur, primary agents must all be either signed out or
signed in with a personal status other Available, Available (Queue Only), or On
Break.

The bypass also occurs between overflow tiers. For example, if all primary and tier 1
agents are signed out, calls are immediately sent to tier 2 agents. If all primary, tier 1,
and tier 2 agents are signed out, calls are immediately sent to tier 3 agents.

If this checkbox is not selected, the wait time will be used in all cases, even when a
tier is signed out. For example, in the changeover between shifts there might be a
moment when all primary agents are signed out, but you might still want calls to wait
rather than ringing overflow agent phones.

Calls should wait... This choice determines whether the overflow wait time is applied
once, or applied differently for each overflow tier. Choose one of the following:

e Calls should wait a fixed amount of time for any available agent. Select this option
to apply the overflow wait time only once. If no primary agents answer during the
wait time, the call is sent to the lowest-tier ready overflow agent, regardless of
what tier that might be. For example, if all tier 1 agents are On Break when the
overflow wait time expires, the call is sent to a tier 2 agent.

» Calls should wait longer for agents with higher skill values. Select this option to
have calls wait longer before being sent to higher overflow tiers. With this option
selected, the wait time is multiplied by the tier level to determine how long a call
must wait before being sent to that tier. For example, if the wait time is 5 minutes,
a call must wait 5 minutes before being sent to tier 1, 10 minutes before being sent
to tier 2, 15 minutes before being sent to tier 3, and so on.

Note: By changing the overflow tier value, you can increase the wait time for a tier,
allowing you to fine-tune when an overflow tier will be pulled into queue activity.
For example, if you define three overflow tiers with tier values of 1, 2, and 3, then
the wait times for the tiers would be 5 minutes, 10 minutes, and 15 minutes. If you
define three overflow tiers with tier values of 1, 3, and 10, then the wait times for
the tiers would be 5 minutes, 15 minutes, and 50 minutes.

4 Click oK.
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Configuring expected wait time
The queue continuously calculates the expected wait time for each caller. You can use expected
wait time in the following ways:

» Announce the expected wait time as a courtesy to callers. See “Creating Hold prompts”
on page 2-59.

» Use expected wait time to determine whether or not a conditional Hold prompt is played
to a caller. See “Creating conditional Hold prompts” on page 2-62.

» Automatically redirect new callers when the expected wait time is too high. See
“Redirecting calls when a queue is too busy” on page 2-48.
About the expected wait time estimate

Expected wait time is an estimate based on how many agents are currently ready to take queue
calls and the average length of a call. The formula is as follows:

6 + MinWaitTime + AvgCallLnth * (CallerPosition -1) / (max(AgentsAvailable,
MinimumAgents))

Note: The formula uses whichever is larger, AgentsAvailable or MinimumAgents.

Parameter Description

MinWaitTime Minimum wait time
AvgCallLnth Estimated average call length
CallerPosition Position of the caller in the queue (includes priority)

Number of agents currently signed in and in the personal status

AgentsAvailable Available or Available (Queue Only).

MinimumAgents  Minimum agent count
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Example: For a queue with 10 available agents and an estimated average call length of 300
seconds, with MinWaitTime of 60, the expected wait time for the fifth caller would be:

6 + 60 + 300 * (4 /10) = 186 seconds (about 3 minutes).

This calculation is most reliable for a Contact Center with many agents and short calls, and in which
agents take calls from only one queue at a time. Though you can improve the estimate (see
“Improving the expected wait time estimate” on page 2-45), you should consider not using
expected wait time if your Contact Center has very few agents and long calls, or if most of your
agents work in multiple queues at once.

Expected wait time and overflow tier levels

When calculating the expected wait time, Wave includes overflow tiers if the wait time among
primary agents only is longer than the overflow wait time. For example, if the expected wait
time among primary agents is 5 minutes, and tier 1 overflow agents are activated after 3
minutes, Wave recalculates the expected wait time including primary and tier 1 agents. The
process is then repeated for each overflow tier until the expected wait time is less than an
overflow wait time or until all overflow tiers are included. The final expected wait time is then
presented to the caller.

Improving the expected wait time estimate

You can improve the expected wait time estimate, and fine-tune queue behavior based on the
expected wait time estimate.
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To improve the expected wait time estimate for a queue

1 Choose the Distribution \ Expected Wait Time tab in the Queue dialog.
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2 Enter the following parameters:

Minimum agent count. If you enter a minimum agent count, the expected wait time
estimate will never be based on fewer available agents than this number, even if there
are in fact fewer available agents. A minimum agent count makes the calculation
more accurate over brief drops in agent availability.

For example, if the queue is redirecting calls based on expected wait time, it can be
vulnerable to agents taking short breaks or a general shift changeover. With fewer
available agents, even for a moment, the expected wait time rises and incoming calls
may be redirected when there would have been agents available in a few minutes to
take them. Entering a minimum agent count overcomes that problem.

Estimated average call length. This number is crucial to the accuracy of the expected

wait time calculation. Enter the average length of a call in this queue, in seconds.
Include only the talk time plus wrap-up time, not the wait time.
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To get the best estimate, use the Queue Monitor’s Avg. Talk Time statistic at the end
of a period or shift (see “The Queue Statistics pane” on page 6-8), and the Activity
History by Queue report (see “Activity History by Queue report” on page 7-23). More
importantly, base the number on your overall experience with the queue.

If you have agents who work in multiple queues, make this number higher to account
for the time they spend in calls from other queues. In general, you can adjust this
number to correct for expected wait time inaccuracies, as described in“Correcting
expected wait time inaccuracies” on page 2-47.

* Minimum wait time. If you enter a minimum wait time, the calculated expected wait time
will never be less than this number, even when it otherwise would have been. Using a
minimum wait time can avoid inaccurate results for the first callers into a queue. Note that
if an agent is ready when a call enters the queue, the expected wait time is still 0 and the
call is sent immediately to that agent.

3 Click OK to save the queue as you have defined it so far or go to the next section, “Correcting
expected wait time inaccuracies.”

Correcting expected wait time inaccuracies

Various factors may cause the expected wait time calculation to consistently be too high or too
low. For example, agents working in multiple queues at once can cause it to be too low.

You can easily adjust the expected wait time result by adjusting the Estimated average call
length number. See the previous section, “Improving the expected wait time estimate” on page
2-45. Raising this number makes the expected wait time result higher; lowering it makes the
result lower.

You can also adjust the 6 seconds that is added to the expected wait time (displayed at the
beginning of the expected wait time calculation on page 2-44). To do so:

1 Add the following registry key to the Wave Server:

HKEY_LOCAL_MACHINE\SOFTWARE\Artisoft\Televantage\Server\Settings\E
xpWaitRingCycleLength

2 Specify the added time in milliseconds.
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Announcing expected wait time in minutes and seconds
By default, the expected wait time prompt announces the wait time in minutes only. To have
Wave announce the expected wait time in minutes and seconds:

1 Add the following registry key to the Wave Server:;

HKEY_LOCAL_MACHINE\SOFTWARE\Artisoft\TeleVantage\Server\Settings\P
layExpWaitTimeInSeconds

2 Set the value to 1.

Configuring a queue to redirect calls

You can define how incoming calls to the queue are handled in the following situations:
» When the queue is too busy (see page 2-48)
* When a call exceeds the maximum wait time (see page 2-51)
» When the queue is closed (see page 2-52)

» When there are no agents with matching skills (see page 2-53)

Note: You can follow how many calls a queue is redirecting using the Redirection statistic in
the Queue Monitor. See “The Queue Statistics pane” on page 6-8.

Redirecting calls when a queue is too busy

You can have the queue automatically divert new calls out of the queue when the queue hits a
certain level of traffic that you define. For example, if the expected wait time is longer than 30
minutes, you can play a message to callers telling them that the queue is currently too busy to
accept new calls, then transfer them to another destination such as voicemail or your auto
attendant.
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To define redirect options when a queue is too busy
1 Click the Redirection \ Queue Too Busy tab in the Queue dialog.

2 Select the Redirect callers if queue is too busy checkbox.
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Note: If this checkbox is not selected, all incoming calls enter the queue regardless of how
busy the queue is.

3 To define the “too busy” threshold at which the queue begins to redirect new calls, choose
any combination of the following options. New calls are redirected if any of the specified
thresholds are met.

e If the number of waiting callers would exceed __. Check this option to redirect new
calls if they would cause the number of calls in the queue to exceed the number you
enter. Calls in the queue include those connected with agents as well as those waiting.

* If the expected wait time is more than __ seconds. Check this option to redirect calls
when the expected wait time meets or exceeds the number of seconds you enter. For
information on how the expected wait time is calculated and how to improve its
accuracy, see “Configuring expected wait time” on page 2-44.
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e If the number of queued callers exceeds __times the available agents. Check this
option to redirect calls when the number of calls waiting in the queue is greater than the
number of available agents by the factor you enter. For example, if you enter 2 then
redirection begins when there are twice as many calls waiting in the queue as available
agents. Available agents are signed-in agents in the personal status Available or Available
(Queue Only).

To play a message to callers who are about to be redirected, select the Play this prompt
before redirection checkbox. Use the audio controls to record or import the prompt. See
“Using the audio controls™ on page 1-5 for instructions.

To define how calls are redirected, choose one of the following options under Perform this
action:
» Transfer the call to. Redirected calls are transferred to the extension you select.

» Send to voicemail. Redirected calls are transferred directly to the voicemail of the
extension you select.

Note: If you chose to play a redirection message in step 4, the caller will hear the redirection
message followed by the voicemail greeting. You can use the combination to create full
messages. For example, the redirection message can say “I’m sorry, we’re temporarily
closed,” and the voicemail greeting can add, “Please leave a message.”

e Hangup. Redirected calls are disconnected.

Click OK to save the queue as you have defined it so far or go to the next section, “Defining a
maximum wait time.”
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Defining a maximum wait time

You can automatically redirect individual calls after the calls have waited on the queue for a
length of time that you specify.

To define a maximum wait time for a queue

1 Click the Redirection / Maximum Wait Time tab in the Queue dialog.
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2 To redirect calls that meet the maximum wait time, select the Redirect callers when they
have waited too long checkbox. If unchecked, the specified maximum wait time has no
effect.

3 Enter the Maximum wait time (in seconds).

4 To play a message to callers who are about to redirected, check Play this prompt before
redirection. Use the audio controls to record or import the prompt. See “Using the audio
controls” on page 1-5 for instructions.
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5 To define how calls are redirected, choose an option under Perform this action:
e Transfer the call to. Redirected calls are transferred to the extension you select.

* Send to voicemail. Redirected calls are transferred directly to the voicemail of the
extension you select.

* Hangup. Redirected calls are disconnected.

6 Click OK to save the queue as you have defined it so far or go to the next section, “Redirecting
calls when a queue is closed.”

Redirecting calls when a queue is closed

This section describes how to redirect incoming calls when the queue is closed. To close the queue,
use the Queue is closed checkbox on the Distribution tab (see “Closing a queue” on page 2-11). You
can also have the queue close automatically whenever there are no agents signed in, as described in
the following steps.

To redirect calls when a queue is closed

1 Click the Redirection \ Queue Closed tab in the Queue dialog.

%] Untitled - Queue

- Queue [¥ Close queue if no agents are signed in
- Skills
[#-Agents [ Play this prompt befare redirection:
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2 To have the queue close automatically when no agents are signed in, select the Close queue
if no agents are signed in checkbox.

Note: Agents in the On Break status will not cause the queue to close. For the queue to close,
all agents must be either signed out, or in a personal status other than Available, Available
(Queue Only), and On Break.

If the queue closes because no agents are signed in, the queue will reopen automatically
when an agent signs in. You can also reopen it manually by deselecting this checkbox.

Note: This field does not affect the Queue is closed checkbox on the Distribution tab. For
example, if that checkbox is selected, the queue remains closed regardless of how many
agents are signed in or out.

3 To play a message to callers who are about to redirected, check Play this prompt before
redirection. Use the audio controls to record or import the prompt. See “Using the audio
controls” on page 1-5 for instructions.

4 To define how calls are redirected, choose an option under Perform this action:

» Transfer the call to. Redirected calls are transferred to the extension you select.

e Send to voicemail. Redirected calls are transferred directly to the voicemail of the
extension you select.

» Hangup. Redirected calls are disconnected.

b Click OK to save the queue as you have defined it so far or go to the next section, “Redirecting
calls when there are no matching skills.”

Redirecting calls when there are no matching skills

This section describes how to redirect incoming calls when none of the signed-in agents in the
queue have skills that match that call’s skill requirements. For more about using skills-based
routing, see Chapter 3.

Note: If you have set the queue to reduce calls’ skill requirements over time (see “Adjusting
skill requirements over time” on page 3-12), then calls are not redirected for lack of matching
skills.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Configuring a queue to redirect calls 2-54
Chapter 2: Creating a Contact Center Queue

To redirect calls when there are no matching skills

1 Click the Redirection \ No Matching Skills tab in the Queue dialog.

%] Untitled - Queue
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K1

" Hangup

QK I Cancel | Help |

2 To have the queue redirect callers for whom no agents with matching skills are signed in,
select the Redirect call if all signed-in agents do not meet the call’s skill requirements
checkbox.

3 To play a message to callers who are about to redirected, check Play this prompt before
redirection. Use the audio controls to record or import the prompt. See “Using the audio
controls” on page 1-5 for instructions.

4 To define how calls are redirected, choose an option under Perform this action:

» Transfer the call to. Redirected calls are transferred to the extension you select.

e Send to voicemail. Redirected calls are transferred directly to the voicemail of the
extension you select.

» Hangup. Redirected calls are disconnected.

b Click OK to save the queue as you have defined it so far or go to the next section, “Setting up
the caller's hold experience.”
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Setting up the caller's hold experience

You can configure the following aspects of the caller’s experience while waiting on the queue:
» Setting up hold music. See page 2-55.
» Configuring hold and park ringback. See page 2-57.
» Offering options while a caller is waiting on a queue. See page 2-58.
e Creating Hold prompts. See page 2-59.

Setting up hold music

By default, callers waiting on this queue hear the hold music that you have specified for the
system as a whole (see “Configuring MUsic on Hold” in Chapter 16 in the Wave Global
Administrator Guide for instructions). Optionally, you can have each queue play hold music
from a different music-on-hold source.

To set up hold music for callers on hold

1 Click the Hold tab in the Queue dialog.
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Select the Music on hold source you want to use for this queue from the drop-down list.

* (Use system default)—Use the system-wide hold music source as specified in the
General Settings applet.

» Disabled—Do not play music to callers on hold.

Hint: It is highly recommended that you specify a music-on-hold source or use the
system default so that a caller does not hear extended ringing or silence, which may
result in a hang-up.

» External (Audio Input Jack)—Play hold music from an external device, typically a CD
player, radio, or specialized music-on-hold device.

e Song n (<song title>)—Play the selected WAV file to callers on hold.
Note: The system default music-on-hold source (if specified) as well as the other items

listed in this drop-down list are set up via the General Settings applet. For more information,
see “Configuring Music On Hold” on page 16-16.

Click OK to save the queue as you have defined it so far or go to the next section, “Configuring
hold and park ringback.”
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If an agent places a queue call on hold or parks it, you can have Wave automatically ring the
agent’s phone after a certain amount of time to reconnect him or her with the call. To do so:

To hold and park ringback for a queue

Click the Hold tab in the Queue dialog.

1

JUntitled - Queue

£

£

£

- Queue

- Skillz

H- Agents

- Distribution
- Redirection

- Yoice Mail

- Caller Entry
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- udio

- Recording

- Statistics

Music on hold: IDisabIed

I~

[ Ring back if an agent leaves a call on hold or park far aver |45 seconds

o]

Cancel

Help

Check Ring back if an agent leaves a call on hold or parked for over __seconds, and enter
the number of seconds before ringback occurs.

Click OK to save the queue as you have defined it so far or go to the next section, “Offering

options while a caller is waiting on a queue.”
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Offering options while a caller is waiting on a queue

You can give waiting callers the ability to redirect themselves out of the queue to another
extension or voicemail.

To offer options while a caller is waiting on a queue

1 Click the Hold \ Special Keys tab in the Queue dialog.
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2 Choose any of the following options to offer them to callers on hold.

Note: If you offer callers these options, you should mention them in your queue’s Welcome
prompt or in a Hold prompt.

* Leave voice-mail key. Available only if the queue has a voice mailbox (see “Setting
up a queue’s voice mailbox” on page 2-64). Callers can press a key to stop waiting
and be transferred to the queue’s voice mailbox. Select the key that you want callers
to press from the drop-down list.
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» Transfer out of queue key. Callers can transfer out of the queue to a destination you
specify. This destination can be a supervisor’s voice mailbox, an auto attendant,
another queue, or any other extension. Select the key that you want callers to press
from the drop-down list, and then select the transfer destination from The caller will
be transferred to drop-down list.

e Conserve voice resources on supported telephony boards. This option is not
currently supported.

3 Click OK to save the queue as you have defined it so far or go to the next section, “Creating
Hold prompts.”

Creating Hold prompts

You can make one or more recordings for callers to hear while waiting, for example, to reassure
them that they are still in the queue. You can choose to have a Hold prompt play only once, play
on a repeating basis, or play only when a certain condition has been met. A Hold prompt might
say, “Your call is very important to us. Please wait for the next available representative.”

Hold prompts are listed on the Hold tab under Hold prompts. They are listed in the order that
they play to callers. While the caller is waiting, Wave plays the Hold prompts from the top to
the bottom of the list—with customizable pauses between them—and then repeats the cycle,
starting at the top again. The cycle of Hold prompts repeats as long as the caller remains waiting.

You can choose whether a Hold prompt is part of the repeat cycle or whether it is played to the
caller only once. If it is played only once, Wave plays it the first time through the cycle and then
skips it on subsequent cycles.

For instructions on recording a Welcome prompt, which is played to callers once when they first
enter the queue, see “Creating a Welcome prompt for a queue” on page 2-76.
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1 Click the Hold \ Prompts tab in the Queue dialog. The tab shows existing Hold prompts in

the order that they play to the caller.
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2 Click Add. The Hold Prompt dialog opens.

Hold Prompt
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3 Under General, enter the following information about the Hold prompt:

Prompt name. A descriptive name for the prompt.

Seconds before this prompt. The amount of time between the end of the previous
prompt and the playing of this prompt. If you set this to 0, callers will not hear hold
music before this prompt, even if it is the first prompt.

Play this prompt every repeat cycle. Select this checkbox to have this prompt play every
time in the repeat cycle. Deselect it to have the prompt play only once. If deselected, the
prompt will play only the first time through the cycle, unless it is a conditional prompt that
does not play at all because the required condition has not been met.

4 Under Play this audio, choose one of the following options for the Hold prompt recording:

Prompt. Choose this option to record a prompt to play to callers on hold. Record the
Hold prompt using the audio controls. See “Using the audio controls” on page 1-5 for
instructions. Enter the text of the prompt or a description in the text field for
reference.

Note: If you are offering special-key options in this queue, with the special keys active
only during prompts, then you should record a few seconds of silence at the end of each
Hold prompt to give callers time to press the special keys before they become inactive.
See “Offering options while a caller is waiting on a queue” on page 2-58.

Sentence. Choose this option to play a pre-recorded message to callers on hold.
Select one of the following from the Sentence drop-down list:

* Queue length. Choose this option to play the prerecorded message: “There are
<number> callers waiting ahead of you,” where <number> is the number of
callers that Wave detects are ahead of a caller in the queue. If there is no one ahead
of the caller in the queue, the message changes to: “Your call will be handled by
the next available agent.”

* Sentence: Wait time. Choose this option to play the prerecorded message: “The
expected wait time is <number> minutes” where <number> is the number of
minutes that Wave estimates will elapse before the call is answered. For
information on how Wave calculates this number, and how to make it more
accurate, see “Configuring expected wait time” on page 2-44.

Note: You can announce the expected wait time in minutes and seconds, instead of just
minutes. See “Announcing expected wait time in minutes and seconds” on page 2-48.
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5 Optionally, select or create a condition under which this Hold prompt plays, as described in
“Creating conditional Hold prompts” on page 2-62.

6 Click oK to add the Hold prompt to the list on the Hold \ Prompts tab.

7 Click OK to save the queue as defined so far or go to the next section, “Creating conditional
Hold prompts.”

Creating conditional Hold prompts

You can create Hold prompts that play only when a certain condition is met. For example, if the
estimated wait time on the queue is 10 minutes or longer, you could play a prompt that says,
“We are currently experiencing a heavy volume of calls. We recommend that you call back later
or leave a voice message.”

Conditional Hold prompts can either repeat in the repeat cycle or play only once. If they repeat,
the condition is checked each time through the cycle. For example, a prompt that played when
the estimated wait time was over 10 minutes would repeat until the wait time dropped below 10
minutes and then stop playing.

To create a conditional Hold prompt

1 On the Hold \ Prompts tab in the Queue dialog, click Add. The Hold prompt dialog opens.

2 Enter the general information and create the audio for the Hold prompt as shown in the
previous section, “Creating Hold prompts” on page 2-59.

3 Select the Use the following condition checkbox

3 IExpected wail time j "_:‘_-’l
Minimum variable or walue: I j -._:‘_Iyl
b aximum wariable ar value: I j -._:‘_Iyl

QK I Cancel | Help |
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4 From the Condition variable drop-down list, select the custom data variable whose value the
system will use to determine if the prompt plays.

Wave comes with two predefined custom data variables that can be used as Hold prompt
conditions:

* Expected Wait Time. Returns the estimated number of seconds until the call is
answered. For information on how Wave calculates this number, and how to make it
more accurate, see “Configuring expected wait time” on page 2-44.

* Number of people ahead. Returns the number of waiting callers who entered the
queue before the current caller.

You can also create your own condition variable by clicking 2 next to the Condition variable
field. See the next section, “Using custom data variables to play conditional Hold prompts.”

5 In Minimum variable or value and Maximum variable or value, enter the minimum and
maximum values that will cause the prompt to play. The prompt plays if the value is >= the
minimum and <= the maximum.

For example, to play the prompt when the expected wait time is 10 minutes or more, select
Expected wait time and set Minimum variable or value to 600 (600 seconds=10 minutes). If
you are using a custom variable of Account Number (see the example in the next section),
you could set the prompt to play for callers with a Account Number value within a specific
range.

6 Click OK to save the queue as defined so far or go to the next section, “Setting up a queue’s
voice mailbox.”

Using custom data variables to play conditional Hold prompts

Whatever variable you select in the Condition variable field of the Hold prompt dialog is the one
whose value is used to determine whether the prompt plays. You can create your own custom
data variables and use them to trigger Hold prompts. For instructions on creating a custom data
variable, see “Creating a custom data variable” on page 2-88.

Example: By creating a variable called Account Number, you can play a Hold prompt only for
certain customers, such as your newest customers. First, you prompt callers to enter their
account numbers, which you store in the Account Number variable (see “Setting up caller data
entry” on page 2-66). Then you create a conditional Hold prompt that plays only if Account
Number is within a certain range. A range of 1000 to 2000 might represent your newest
customers, and you could specify that range for your Hold prompt, which would play only for
your newest customers.
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Note: Text variables are sorted alphabetically and so can have a “range,” for example A-E. A
range of A-E means that the Hold prompt will play if the variable value begins with an A, B, C,
D, orE.

You can also use auto attendant menu choices to pass custom variables to a queue and use those
variables as Hold prompt condition variables.

queue’s voice mailbox

The queue can have its own voice mailbox and can receive voice messages if you give callers
the option of leaving voicemail instead of waiting in the queue (see “Configuring call
distribution” on page 2-29).

With the proper permissions, agents can see the queue’s voice mailbox, in addition to their own
mailboxes, using ViewPoint’s voicemail folders. (See the Wave ViewPoint User Guide for more
about setting permissions for voicemail folders.) Users can also log on to the queue’s account
over the phone by using the phone commands.

To access the queue’s voice mailbox, agents must have the Access queue mailbox privilege. See
“Agent permissions” on page 2-24.

Setting up a voice mailbox for a queue is optional—if you do not need to provide a way for queue
callers to leave voice messages, select No mailbox on the Voice Mail tab according to the instructions
below.

Important: Voicemail and call recordings take up disk space on the Wave Server. Once
available disk space becomes scarce, system performance can suffer. To avoid this problem,
archive your queues’ voice messages (and call recordings that are saved in the queue’s mailbox)
regularly. For more about archiving voicemail and call recordings, see Chapter 22 in the Wave
Global Administrator Guide.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Setting up a queue’s voice mailbox

2-65

Chapter 2: Creating a Contact Center Queue

To set up a queue’s voice mailbox

1

%] Untitled - Queue
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Click the Voice Mail tab in the Queue dialog.

[ Sunchranize with Exchange server mailbog: I

[ Allow voice mail logon during greeting by pressing 9

[ Periodically remove items older than |3 days

o]

Cancel |

Help

2 To give the queue a voice mailbox, click Mailbox with __ minutes max size, and enter the

To have a queue without a voice mailbox, click No mailbox.

size of the mailbox in minutes. Note that a minute of voice recording occupies roughly .5
MB of disk space. If the voice mailbox is full, it cannot accept new voice messages.

Note: If you expect to keep thousands of voice messages in the queue's mailbox you should
configure Wave to automatically archive the recordings in the queue mailbox, and use the
Archived Recording Browser instead of ViewPoint to manage and listen to the recordings.
See Chapter 19 in the Wave Global Administrator Guide for instructions on how to archive
recordings, and Appendix A in the Wave ViewPoint User Guide for instructions on how to
use the Archived Recording Browser.

Enter the Maximum message length (seconds) for an individual voice message. When a
voice message reaches the maximum length specified, message recording is cut off and the
caller hears the message option prompts. The maximum message length is 999 seconds
(about 16 minutes).
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4 Select the following options:

* Allow voice mail logon during greeting by pressing 9. Select this option to allow a
caller to go directly to voice mail by pressing 9 while listening to the voice mailbox
greeting.

* Periodically remove items older than ___days. Select this option, to automatically
delete items (voice messages and call recordings) after the number of days that you
specify.

Note: If these items are important to you, be sure to archive them before the specified
time period elapses.

* Synchronize with Exchange server mailbox. This feature is not currently supported.

b Click OK to save the queue as defined so far or go to the next section, “Setting up voicemail
notifications.”

Setting up voicemail notifications

Wave can automatically send a notification you by e-mail, pager, or call whenever the queue
receives a new voice message. Click the Voicemail \ Notification tabs to set up notification of
new queue Voice messages.

Voicemail notification works the same way for queues as the notification feature for users’ voice
messages does (see Chapter 11 in the Wave Global Administrator Guide or Chapter 7 in the
Wave ViewPoint User Guide for more information about setting up notifications.)

Setting up caller data entry

You can set up the queue to prompt callers to enter data by using the keys on their phones. Data
entry prompts play immediately after the Welcome prompt. You can, for example, prompt
callers to enter their customer identification numbers. The data entered is stored in a custom data
variable that you define. The data accompanies the call (if it is transferred, for example), and
you can use the data in the following ways:

» Asa condition for a Hold prompt to play. See “Using custom data variables to play
conditional Hold prompts” on page 2-63.

e Asacolumn displayed in agents’ Call Monitors.
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You can create as many caller data entry prompts as you want. They play in the order that they
are listed on the Caller Entry tab in the Queue dialog. To move a data entry prompt up or down
in the list, select it and then click the Up and Down arrows to the right of the list.
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- Audio
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[#- Statistics
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QK | Cancel | Help |
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To prompt the caller to enter data

1 Click the Caller Entry tab in the Queue dialog.
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2 Click Add. The Queue Entry dialog opens.
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Enter a Name for the data that you are collecting, for example Customer ID or Account
Number.

Under Prompt that explains the digits to enter, type the text of the prompt or a description
of it.

Using the audio controls, record a prompt that tells the caller to enter data, for example,
“Please enter your customer ID number followed by the pound key. If you don’t have a
customer ID number, just press the pound key.” See “Using the audio controls” on page 1-5
for instructions.

Note: While callers are entering data, they can press * and they will return to the previous
data entry prompt. If callers press * during the first data entry prompt, they can choose to end
the call or stay on the line. If they choose to stay on the line, they are transferred either to
the auto attendant (if they started there) or to the queue operator (if they dialed the queue
directly). You can optionally describe these options in your data entry prompts.

Specify the following optional information about the caller data entry:

e Terminate after an exact number of digits. If the data must be an exact length, check
this box and enter the number of digits.

* The following digit will terminate input. To speed up data entry, check this box and
select a key for callers to press when they have finished entering digits. The terminate
key is usually #. Be sure to mention this key in the prompt that you record. If you do
not specify a terminate key, Wave assumes the data is complete whenever the caller
exceeds the Maximum number of seconds between digits setting.

* Number of seconds allowed for input. Specify the length of time within which the
caller can enter the data. If the caller does not complete data entry within that time,
Wave attempts to validate the data. If you are not validating the data (see “Validating
caller data entry” on page 2-70), the call proceeds into the queue without any data.

e Maximum number of seconds between digits. Specify how long callers can pause while
entering digits. If the caller exceeds that pause, Wave assumes that the data entry is
complete.

7 Store digits in custom variable. Select the custom variable to hold the data entered by

callers from the drop-down list. To create a new custom variable, click 2 next to the list.
For instructions see “Creating a custom data variable” on page 2-88.
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8 Click the Validation tab to set up data validation for this caller data entry. For details, see
the next section.

9 Click oK to return to the Caller Entry tab in the Queue dialog.

10 Click OK to save the queue as defined so far or go to the next section, “Validating caller data
entry.”

Validating caller data entry

The queue can validate the data or accept it exactly as the caller enters it. When you validate

data, you are checking it for accuracy.

To set up validation for data entry

1
2

Mumber entry  Yalidation |

| Ask the caller to confirm the digits entered

Minimum number of digits: ID
M aximum number of retries: |3

v Walidate digits according to range

Chapter 2: Creating a Contact Center Queue

Click the Caller Entry tab in the Queue dialog.

Click the Validation tab in the Queue Entry dialog.

The minimum value allowed is: |1

The maximum value allowed is: |1 uli}

— After the masimum nurnber of retrie

(+ Continue

(" Hangup

(" Transfer to: IDperator[xU]

Cancel

Click Add to add a new caller data entry, or select an existing caller data entry and then
click Edit to add validation criteria.
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Select the Ask the caller to confirm the digits entered checkbox to have Wave repeat the
caller’s entry back to them and prompt the caller to confirm that the entry is correct. If the
entry is incorrect, the caller can reenter it.

Enter the Minimum number of digits that the caller must enter. If the length of the data that
the caller enters is less than the number specified here, the caller will be prompted to
reenter the data.

Enter the Maximum number of retries, the maximum number tries that the caller has to
enter the data successfully.

Select the Validate digits according to range checkbox to compare the data entered by the
caller to an acceptable range of values, then define the range of values:
e The minimum value allowed is. Enter the minimum acceptable value.

e The maximum value allowed is. Enter the maximum acceptable value.

If the data entered falls within the range, it is validated. If it falls outside the range, the
caller is prompted to enter it again.

Specify how to handle callers whose data does not validate successfully After the maximum
number of retries that you specified in step 6. Choose one of the following options:

e Continue. Continue with the next data entry prompt. If this is the last data entry
prompt, place the caller on the queue without any data associated with the call.

* Hangup. Terminate the call.
» Transfer to. Select the destination to which the caller is transferred.
Click oK to return to the Entry tab in the Queue dialog.

Click oK to save the queue as defined so far or go to the next section, “Managing a queue’s
password security.”

Note: If you need more validation or data entry options, use the Wave Call Classifier, which
can prompt callers for any numeric information, validate it based on any ODBC database, then
send the resulting profile information to the agent. See Chapter 26 in the Wave Global
Administrator Guide for details.
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Managing a queue’s password security

Use the options on the Security tab in the Queue dialog to protect the queue’s account and your
Wave system from unauthorized access and toll fraud. For more information about protecting
your system from toll fraud, see Appendix A in the Wave Global Administrator Guide.

To configure password security for a queue

1 Click the Security tab in the Queue dialog.

%] Untitled - Queue

Category B

- Dueue ¥ Password never expires
- Skills

H- Agents
H- Distribution I Bueue is locked out

k [~ Password must be changed on next log on

£

- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
Lty

- Recording
[#- Statistics

QK I Cancel | Help |

2 Specify security options:

» Password never expires. If checked, the queue’s password does not expire, although
you can always manually change it or force it to be changed. If unchecked, the
password may expire as determined by your system settings (see “Enforcing strong
password security” in Chapter 4 in the Wave Global Administrator Guide).

Important: Checking this field is a security risk, as long-standing passwords are easier
to guess.
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Password must be changed on next logon. If checked, the system requires the
password to be changed the next time someone logs on to the queue’s account, using
any workstation application or the phone commands.

Queue is locked out. If checked, the queue’s account cannot log on to the system, even
with the correct username and password. Depending on your system settings, lockout can
occur automatically if someone repeatedly tried and failed to log on to the account.
Deselect the checkbox to unlock the account and permit normal logging on.

Managing a queue’s audio recordings

In addition to Hold prompts (see “Creating Hold prompts” on page 2-59), you can configure and
record the following audio messages for the queue:

Phone prompts. You can specify the language used for phone prompts played to
callers to the queue.

Important: The list of languages that you may select from for telephone prompts is
determined by the languages that have been installed on the Wave Server. U.S. English
is installed by default. French, German, Spanish, and UK English are available in
General Hotfix 1005. Note that this HotFix installs system and auto attendant voice
prompts, but does not affect the text that appears on a phone’s LED display. To obtain
General HotFix 1005, contact your Wave provider.

Voice title. A queue can have a voice title the same as a user can. Wave plays the voice
title to callers during call transfers and other operations.

Welcome prompt. A Welcome prompt is a message played once to each caller when
the caller first reaches the queue.

Greetings. You can record greetings for the queue’s voice mailbox.
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Choosing the language for a queue’s phone prompts

To choose a language for a queue’s phone prompts

Click the Audio tab in the Queue dialog.

1
2

From the Telephone prompts drop-down list, choose the language in which the phone
prompts play to callers in the queue. The list shows the languages that you have installed

with Wave.
%] Untitled - Queue
pudio |
& Queue Telephane prompts: | English (United States) |
- Skils Deutsche
-Agents Engiish [Lnited Kingdom
[#- Distribution :|
- Redirection espaficl
-Haold frangaiz [Canada)
- Vaice Mai [hangais France]
- Caller Entry
- Dial-by-name Directory
- Sacurity
=1~ Audio
~Woice Title
‘welcome Prompt
i Greetings
- Recording
[#- Statistics

QK I Cancel | Help |

3 Click OK to save the queue as defined so far or go to the next section, “Recording a voice

title for a queue.”
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Recording a voice title for a queue

To record a voice title for a queue

Chapter 2: Creating a Contact Center Queue

1 Click the Audio \ Voice Title tab in the Queue dialog.

%] Untitled - Queue

[#- Queue
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2 Use the audio controls to record the voice title. The voice title should be a short recording
of the queue’s name only. See “Using the audio controls™ on page 1-5 for instructions.

3 Click OK to save the queue as defined so far or go to the next section, “Creating a Welcome

prompt for a queue.”
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Creating a Welcome prompt for a queue

Callers hear the Welcome prompt once when they reach the queue. It might say, “Thank you for
calling Julep technical support. Please hold. The next available agent will be with you shortly.”

To create a Welcome prompt for a queue

1

Click the Audio \ Welcome Prompt tab in the Queue dialog.

%] Untitled - Queue
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[#- Queue
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i
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Type the text of the prompt or a description of it.

Record the Welcome prompt using the audio controls. See “Using the audio controls” on

page 1-5 for instructions.

Click OK to save the queue as you have defined it so far or go to the next section, “Creating
voicemail greetings for a queue.”
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Using the Welcome prompt to inform callers that their calls may be recorded

Wave provides a professionally-recorded prompt, MayBeMonitored.wav, that you can import as
a Welcome prompt. It says, “Your call may be monitored or recorded.” By default the prompt
is in the following location:

C:\Program Files\Televantage Server\vfiles\ENOO\MayBeMonitored.wav

If you decide to use this prompt, you do not need to record a Welcome prompt as described
above.

Creating voicemail greetings for a queue

You can create and store as many different voicemail greetings as you want, and you can easily
change the active greeting, which is the one played to callers who reach the queue’s voicemail.
The greetings appear on the Audio \ Greetings tab in the Queue dialog. The active greeting
appears in bold.
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To create a voicemail greeting for a queue

1 Click the Audio \ Greetings tab in the Queue dialog.

%] Untitled - Queue

[#- Queue b aximum size of greetings [minutes]: |1 1]
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[+ Agents Mame | Text |
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2 Optionally, enter the Maximum size of greetings (minutes) for all voicemail greetings created
for the queue.

3 Click Add. The Greeting dialog opens.

eUntitIed - Greeting [ %]
M ame: || D ate recorded: I
Lontents: ;I
Audio
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| Fieady to play
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4 Enter a Name for the greeting.
5 Under Contents, type the text of the greeting or a description of it.

6 Record the greeting using the audio controls. See “Using the audio controls” on page 1-5
for instructions.

7 Click oK to save the greeting, which now appears in the list on the Audio \ Greetings tab.
To make this greeting the active greeting, click Set Active on the Audio \ Greetings tab.

8 Click OK to save the queue as you have defined it so far or go to the next section,
“Automatically recording queue calls.”

Enabling callers to leave a callback phone number

While leaving voicemail, callers can press 7 and then enter a phone number at which an agent
can call them back. If callers use this feature, agents can call them back quickly by selecting the
message in any Voice Messages folder and choosing Speed Dial. This method of getting
callback numbers is often a better alternative than asking callers to record their own phone
numbers on the voice message.

If you want callers to enter a callback phone number, record instructions for how to do so in
your voicemail greeting. For example, your greeting might say, “VWe’re sorry no one was
available to take your call. To leave a message and have an agent call you back, press 7." Callers
can press 7 during your greeting, while recording their message, or after recording their
message.

Note: Entering a callback number while recording the message ends the message. However, the
caller can then add more to the message by pressing 4.

Automatically recording queue calls

You can have Wave automatically record a queue’s calls on a periodic basis. The recorded calls
appear as new voice messages in the voice mailbox that you select. The system records both
inbound and outbound queue calls.

To automatically record all calls (including queue calls) in the Wave system, use system call
recording as described in Chapter 19 in the Wave Global Administrator Guide.
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Note the following important information:

» Insome locations, it is illegal to record a call without notifying the caller. If you are using
Wave in such a location, your queue’s Welcome prompt should inform callers that their
calls may be recorded. See “Using the Welcome prompt to inform callers that their calls
may be recorded” on page 2-77.

» If you expect to keep thousands of voice messages in the queue's mailbox you should
configure Wave to automatically archive call recordings out of the queue mailbox, and
then use the Archived Recording Browser instead of ViewPoint to manage and listen to
them. See Chapter 19 in the Wave Global Administrator Guide for instructions on
archiving recordings, and Appendix A in the Wave ViewPoint User Guide for instructions
on using the Archived Recording Browser.

To record a queue’s calls
1 Click the Recording tab in the Queue dialog.

1 Check Automatically record queue calls.
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- Queue v Automatically record queue calls
- Skillz
[ Agerts Becord 1 call out of eveny: |5
£ Distribution Recarding direction: [Inbound and autbound =l
[+ Redirection -
[#-Hold Send queue call recordings to: |< this queue > j
[#-Yoice Mail
- Caller Entry Wwhen mailbax iz full IDeIete oldest call recording j
- Dial-by-name Directory
- Sacurity
- Audio
- Recording
[#- Statistics

QK I Cancel Help
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In Record 1 call out of every, enter how frequently to record queue calls. Enter 1 to record
every call, 2 to record every other call, 3 to record every third call, and so on.

Note: A call is considered a “queue call” for counting purposes only if the call was placed
or answered by an agent in that queue. Calls transferred into the queue, for example, are not
counted.

Select the Recording direction from the drop-down list. You can record inbound calls only,
outbound calls only, or both. Selecting both means that you get one recording per n (the
value that you entered in step 2), calls regardless of the direction of the calls.

From the Send queue call recordings to drop-down list, select the voice mailbox where
call recordings will be sent as new voice messages.

From the when mailbox is full drop-down list, select the action to occur if the destination
mailbox is full when Wave attempts to store a new call recorded there:
e Discard new call recording. Wave deletes the new call recording instead of storing it.

» Delete oldest call recording. Wave deletes the oldest call recording in the mailbox to
make room for the new recording. Only call recordings will be deleted by this
method—voice messages are never deleted this way.

Click oK to save the queue as you have defined it so far or go to the next section, “Stopping
recording for calls transferred out of a queue.”

You can also automatically record an individual agent’s calls. See “Automatically recording an
agent’s calls” on page 2-22.

Stopping recording for calls transferred out of a queue

By default, when the queue is set to record calls, incoming queue calls that are then transferred
out of the queue continue to be recorded. You can change this behavior so that recording stops
as soon as the call leaves the queue.

To stop recording calls when they leave a queue

1

On the Wave Server, add the following new (DWORD) registry key:
HKEY_LOCAL_MACHINE\SOFTWARE\Artisoft\TeleVantage\Server\Settings\6E23WK

Set the value of this key to 1.

Restart the Wave Server.
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Collecting queue statistics

Wave records a wide variety of Contact Center statistics that measure caller experience and
agent effectiveness. Agents with the required permission can view real-time queue statistics by
using ViewPoint’s Queue Monitor. See “Monitoring queue statistics” on page 6-2.

This section describes how to set the following options for how statistics are displayed:
 Statistics period
o Shifts

Both are used for display purposes only, to compare previous performance with current performance.

The Queue Monitor displays statistics for the previous and the current periods, and for the previous
and current shifts.

Defining the statistics period
The statistics period defines a length of time that you use to compare performance throughout

the day. For example, if you set the statistics period to one hour, the Queue Monitor displays
totals for the previous hour and the current hour.
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To define the statistics period

1 Click the Statistics tab in the Queue dialog.
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2 Select the Statistics period from the drop-down list.
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- Queue Statistics period:
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3 Click oK to close the Queue dialog.

Defining shifts for statistics display

ViewPoint displays agent statistics for the current shift and the previous shift. These shifts are
arbitrary divisions of the workday that you define for the sole purpose of grouping statistics for
display. For example, you can break the workday into a morning shift and an afternoon shift.
During the afternoon you can then view the statistics for the ongoing afternoon shift and
compare them to the statistics for the morning shift.

Note: Defining shifts is unrelated to scheduling agent work periods, which is something you do
outside of Wave. It may be helpful to define shifts that govern statistics display according to the
following instructions so that they match your company’s actual work schedules, but it is not

required.
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To define shifts for statistics display

Click the Statistics \ Shifts tab in the Queue dialog.
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Click Add. The Shift dialog opens.
obiet |

Start time: |3:00 &m

End time: |5:00 P

o]

Cancel |

Help

Enter the Start time and End time for the shift.

Note: The duration of a shift must be greater than the statistics period of the queue.

Click oK.
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5 Repeat to add as many shifts per day as you need, for example to cover particularly busy
periods during your workday.

Note: If you define multiple shifts, you should configure one shift to begin on the same
minute that another one finishes, for example a 9:00 AM - 12:00 PM shift followed by a
12:00 PM - 5:00 PM shift. If you leave a gap between shifts, calls that begin and end in the
gap will not be included in the Queue Monitor totals.

6 When you are done defining shifts, click OK to close the Queue dialog.

Directing calls to a queue

Before your queue is ready to be opened for calls, you must create a means by which callers can
reach the queue.

» Define a menu choice that transfers callers to the queue from your company’s main auto
attendant, for example, “For Sales, press 2." For instructions, see below.

» Give the queue a full phone number, so that callers can dial it directly. To do so, do either
of the following:

» Give the queue a DID number on the General tab in the Queue dialog (see “Entering
general information about a queue” on page 2-10). Note that your phone lines must
support DID to use this option.

» Direct a trunk line to the queue (see the Wave Global Administrator Guide).

Setting up a menu choice for a queue

If you have multiple auto attendants, perform the following steps for each auto attendant from
which you want to offer callers the choice of transferring to the queue.
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To set up a menu choice in an auto attendant for a queue

1 In ViewPoint, open the Auto Attendants view and double-click the auto attendant from
which you want to offer callers a menu choice for a queue.

2 Inthe Auto Attendant dialog, click the Menu Choices tab.
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3 Click Add. The Edit Menu Choice dialog opens.
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Record the prompt that you want callers to hear, for example, “For the Sales department,
press 2.” See “Using the audio controls” on page 1-5 for instructions.

From the when Caller Presses drop-down list, select the key that callers press to be
transferred to the queue.

Do one of the following in the Perform Action drop-down list:
» Select Transfer to Queue and select the queue to which you want to transfer callers.

» If you are using a utility user to transfer calls to the queue, select Transfer to user and
select the utility user. See Chapter 4 for instructions on using a utility user.

Click ok in the Edit Menu Choice dialog.
Click OK in the Auto Attendant dialog.

Managing custom data variables

Custom data variables let you attach any kind of information to incoming calls. Each custom
data variable represents a different field of information—for example, caller priority—and the
value of that variable can be set individually for each incoming call—for example, each call can
have a different priority value.

You can use custom data variables with a Contact Center queue in the following ways:

To determine whether a Hold prompt plays. See “Creating conditional Hold prompts” on
page 2-62.

To give high-priority callers less wait time. See “Giving some calls higher priority” on
page 2-37.

To prompt callers to enter information that is then displayed to agents. See “Setting up
caller data entry” on page 2-66.

Note: For more about using custom data variables with Wave, see Chapter 20 in the Wave
Global Administrator Guide.

Release 2.0

N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Managing custom data variables

2-88

Chapter 2: Creating a Contact Center Queue

Creating a custom data variable

Use the following procedure to create a custom data variable for any of the purposes listed
above:

To create a custom variable

1

Choose Tools > System Settings. The System Settings dialog opens.

2 Choose the Call Data \ Custom Data tab. The tab shows any existing variables.

--Server Data type | Default | System| Description
= EEaIIData ! nt Mumber Long oooo M
Account es Customer [0 Shing O
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.- Dial-by-name Directary Order Mumber Long oooo [
[#- E-mail Motification
[+ Security
- &udio
[#-Call Log
- |nternal Dialing
- External Dialing
[#-Recordings
- Hueue 1| | |
[+- Storage
Add... | Edit... | Delete |
QK I Cancel | Help |

Note: Wave comes with two pre-defined custom data variables, Expected wait time and
Number of people ahead. For instructions on using them with conditional Hold prompts, see

“Creating conditional Hold prompts” on page 2-62.

3 Click Add. The Custom Data dialog opens.
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Drefault walue: |
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4 Enter the following information:
* Name. Enter the variable’s name. Variable names are case-sensitive.
» Description. Enter a description that helps you remember the purpose of the variable.
» Datatype. Choose one of the following:

* Long. The variable holds integer numbers only. If you are creating a custom data
variable to set caller priority, select data type Long.

* Double. The variable can hold integer numbers or decimal point numbers.
* Boolean. The variable can hold the numbers 0 or 1 only.
» String. The variable holds text.
e Default value. The variable will be set to the value you enter for every caller that
enters the queue, if it has not received a value elsewhere.
5 Click oK. The new custom variable appears in the list.

6 Click OK to close the System Settings dialog.
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About skills-based and custom routing

Skills-based and custom routing let you go beyond the predefined algorithms for distributing
calls to agents. You can define your own system for how a queue chooses an agent for a given
call, based on any combination of the following:

» Skills. Calls have varying skill requirements attached and are routed to agents with the
matching skills. For example, Spanish callers within a queue are routed to
Spanish-speaking agents. Skills are a powerful way to maximize your Contact Center
resources by making sure calls go to the agents who are best equipped to handle them.

e Cost. You can factor the cost of an agent into call distribution. For example, you may
want your most expensive agents to take fewer calls, freeing them to work on other tasks.
Alternatively, you may want your most expensive agents to take the most calls, since they
have the most expertise.

e Other agent attributes. You can define custom attributes for agents that affect call
distribution. For example, you can have an attribute that represents “Time with company”
so that your newest agents take fewer calls, giving them space to learn the workflow.

* Predefined distribution algorithms. You can blend your custom distribution choices with the
predefined algorithms. For example, you can use the Least talk time algorithm while factoring
in Cost.

Do | need to use skills-based or custom routing?

The predefined distribution algorithms are easier to use and in many cases will be sufficient for
your Contact Center needs. You should use skills-based or custom routing only if you want to
distribute calls based on the following characteristics:

» Two or more caller requirements within a single queue. For example, Spanish and
English calls are all sent to one queue, where your Spanish-speaking agents are mixed in
with your English-speaking agents. If you use different queues, you do not need to use
skills-based routing because each queue can be staffed by the appropriately skilled
agents, and you can use an auto attendant to send the caller to the right queue for that
skill.

» Two or more relevant agent skills or attributes within a single queue. For example, some
callers require either Spanish-speaking agents, or experts in South American travel, or
both. If only one skill was relevant—for example, South American travel—you could
create a separate queue for South American travel that uses the top-down distribution
algorithm to reflect agents’ skill.
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Overview of skills-based routing

How skills-based routing works

When a call arrives, you can attach skill requirements to it at the auto-attendant level before
sending the call to the queue. The queue then tries to route the call to the available agent with
the best matching skill. You define to what degree skill is emphasized in the routing algorithm—
you can have the call wait indefinitely for an agent with the right skill, or be eventually routed
to a less-skilled or unskilled agent.

You can attach multiple skill requirements to calls, and agents can have multiple skills at
different values. You define how important each skill is in routing calls.

Example: Your queue routes calls based on two skills: Spanish and Product Expertise. Your
auto attendant has menu prompts separating Spanish from English callers; calls that choose the
Spanish prompt have a Spanish skill requirement attached to them. Also, all calls start with a
high Product Expertise requirement. You have defined that calls requiring Spanish can never be
routed to an agent without the Spanish skill. However, the longer a call waits, the lower the
Product Expertise requirement becomes, so that after 15 minutes of waiting a call can be sent to
agents with the lowest Product Expertise skill.

Setting up skills-based routing

Setting up skills-based routing involves the following tasks:
1 Define one or more skills. See page 3-3.
2 Assign skills and attributes to users. See page 3-5.

3 Setup an auto attendant to define skill requirements for incoming calls. See “Adding skill
requirements to calls” on page 3-7.

4 Select which skills are relevant to the queue. See page 3-8.

5 Configure the queue to use skills-based routing based on settings you define. See “Setting
up skills-based routing for a queue” on page 3-9.
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Tools to prepare for and analyze skills-based routing

Wave provides an Excel spreadsheet that you can use to quickly see the impact of using different
skills and weights, and calculate what would happen to calls in various scenarios.

Wave’s easy-to-read queue logs show the routing and scoring decisions queues make while they
are handling calls. See Appendix B.
Defining skills

As the first step to using skills-based routing you must define a set of skills, that you can then
assign to users, calls, and queues.

To define skills

1 Choose Tools > System Settings, and go to the Queue \ Agents Skills tab.

{d System Settings

- ODrganizations ;I Skill Comments
- Business Hours
[#-Licenses Spanish

- Dial-by-name Directory

- E-mail Natification TeleVantage
[#- Security TrekTrivia
- Audio

[

+]- Call Log and Trunk Log
- |nternal Dialing

|- External Dialing

+- Emergency

+- Recordings

I Queus

-

m

[+- Storage
[#-&nalog Trunks
- Problem Report \Wizard

Add... | Edit... | Delete |

-

ak | Cancel | Help |

2 Click Add. The Agent Skill dialog opens.

3 Under Name, enter the name of the skill. Spaces and colons (:) are not legal characters.
Letters, numbers, and other characters are legal as long as a letter is the first character. Skill
names are not case sensitive, so you cannot use the same skill name twice with different
case.
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4 If necessary, enter any Comments to help identify the skill.
5 Click OK.
Note: You cannot delete a skill from that list if that skill is assigned to a user or queue.

6 When you are done entering skills, click OK to close the System Settings dialog.

Assigning skills and attributes to users

Skills can be defined at the queue level or the user level. When a user has a skill, it overrides the
queue's default value for that skill. If a queue uses a skill that the agent does not have, the agent
is treated as though he or she had the skill at the queue’s default value. For example, if a queue
uses Spanish with a default value of 50, then an agent without the Spanish skill is treated as
though he or she had a Spanish skill of 50. To represent an agent with no skill in Spanish, you
should add the Spanish skill to the user with a value of 0.

You can also assign attributes other than skills to users, for example the cost of the agent, and
have them factor into a custom routing algorithm.

The skill value scale

The scale for skills and attributes is 0-100, where 0 represents no skill and 100 represents the
highest possible skill. This scale balances skills with other factors if you use custom routing (see
“Using custom agent scoring” on page 3-18).

Assigning skills to a user

To assign skills to a user

1 Double-click the user in the User’s view to open the User dialog, and go to the Queue \
Skills tab.

2 Click Add. The Queue Skill dialog opens.

FEroficiency: |1 uli}

QK I Cancel | Help |
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Select the skill from the skill drop-down list. To add another skill at the system level, click
the star icon, and see the previous section, “Defining skills” on page 3-4.

Under Proficiency, enter the user’s skill value (0-100).

Click OK.

Assigning attributes to users

You can assign users the following non-skill attributes for call routing purposes:

Cost. A measure of how expensive an agent is to you. For example, you may want your
most expensive agents to take fewer calls, freeing them to work on other tasks.
Alternatively, you may want your most expensive agents to take the most calls, since they
have the most expertise.

Custom attributes. You can define up to three custom attributes for agents and have them
affect call distribution. For example, you can define an attribute that represents “Time with
company” so that your newest agents take fewer calls, giving them space to learn the
workflow.

To assign attributes to users

1

Double-click the user in the User’s view to open the User dialog, and go to the Queue \
Attributes tab.

To define the user’s level in Cost and any of the Custom attributes, enter a value (0-100).

Click oK.

For the queue to route calls based on an attribute, you must configure the queue to use it in agent
scoring. See “Configuring custom agent scoring” on page 3-20.
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Adding skill requirements to calls

This section describes configuring an auto attendant to add skill requirements to incoming calls.
An auto attendant can attach skill requirements to a call in the following ways:

» To all callers who enter the auto attendant.

» To callers who select a particular menu choice.

Note: You can also attach skill requirements to a call using the Wave Call Classifier. See
Chapter 26 in the Wave Global Administrator Guidefor more about using Call Classifier.

To have an auto attendant attach skill requirements to calls

1 Edit the auto attendant by double-clicking it in the Auto Attendants view to open the Auto
Attendant dialog.
2 Do one of the following:

» To attach skill requirements to all callers who enter the auto attendant, click the
Advanced tab in the Auto Attendant dialog.

» To attach skill requirements based on a particular menu choice, go to the Menu
Choices tab, Add or Edit that menu choice, and click the Advanced tab in the Menu
Choice dialog.

3 Click Add. The Custom Data / Skill Requirement dialog opens.

= Custom data: IPriorityEaIIer j ;?I

Wariable value: |

@ Agentskil.  [Engish =l

Minimum salue: |D

b aximum walue: |1 uli]

Cancel | Help |

4 Click Agent skill, and select the skill that you want to attach as a requirement to the call.
You can click the star icon to create a new skill at the system level (see “Defining skills” on
page 3-4).
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5 Under Minimum value and Maximum value, enter the range (from 0 to 100) that an agent’s
skill value must be within to qualify for taking the call.

Note: You can set up skills-based routing to ignore Maximum value, so that no agent is
considered “overqualified” for a call. You can also set up skills-based routing to gradually
relax the minimum requirements as the caller’s wait increases. See “Defining how skills are
used in routing calls to queues” on page 3-12.

6 Click oK.

7 When you are done adding skill requirements, click OK to close all dialogs and return to the
Auto Attendants view.

For complete instructions on setting up and using auto attendants, see Chapter 13 in the Wave
Global Administrator Guide.

Selecting and weighting relevant skills for a queue

For each queue that will use skills-based routing, you must select which skills are relevant to
the queue, and define the relative weight of those skills in selecting agents for a call. Skills in
your system that are not assigned to the queue play no part in routing the queue’s calls, even if
calls require these skills and agents have them.

To select and weight a queue’s skills

To select and weight a queue’s skills

1 Edit the queue by double-clicking it in the Queues view to open the Queue dialog, and go
to the Skills tab.

2 Click Add. The Queue Skill dialog opens.

Skill: I Teletartage j j
Drefault proficiency: |1 uli]
Froficiency weight: |1 .on

Cancel | Help |
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3 Select the skill from the Skill drop-down list. To add another skill at the system level, click
the star icon, and see “Defining skills” on page 3-4.

4 Under Default proficiency, enter a default value for this skill in this queue. Agents without
the skill will be treated as though they had the skill at this value. Agents with this skill
override the default.

The best value scale is 0-100, where 0 represents no skill and 100 represents the highest
possible skill. This scale balances skills with other factors if you use custom routing (see
“Using custom agent scoring” on page 3-18).

5 Under Proficiency weight, enter a number to define how important this skill is relative to
other skills and factors when routing calls to matching agents in this queue. The agent’s
skill value is multiplied by this number and added to the agent’s total score (see “The agent
scoring formula” on page 3-21).

Example: By giving Spanish a weight of 1 and Expertise a weight of 5, you make Expertise
five times as valuable when selecting an agent for a call. An agent with Spanish 50 and
Expertise 20 will get 50 points for Spanish and 100 points (20 * 5) for Expertise.

Weight can have a range from -1000 to 1000. With a negative weight, the agent’s skill is
multiplied by the weight and then subtracted from the agent’s score, meaning aptitude
makes the agent less eligible to receive matching calls.

6 Click OK.

7 When you are done adding the relevant skills for the queue, click OK to close the Queue dialog.

Setting up skills-based routing for a queue

Before setting up a queue for skills-based routing, you should have already defined skills and
assigned them to the queue, as well as to the users who will be agents in the queue. For
instructions, see the previous sections in this chapter.

To set up skills-based routing for a queue, you perform the following tasks:

» Choose skills-based or custom routing as the distribution algorithm. See the next section.

» Define how skills are used in routing. See page 3-12.
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Configuring skills-based routing for a queue

To configure skills-based routing for a queue
1 Click the Distribution \ Agent Scoring tab in the Queue dialog.

2 Select “Skills-based or custom routing” from the Agent scoring algorithm drop-down list.

%] Untitled - Queue

- QU_EUE Agent zcoring algarithm: Top down j
- Skills Top down
[ Agents Round rabin
=- Distribution Longest idle agent
‘- fgent Scoring Fewest c:all_s
Call Scoring Least talk time
Simultaneous ring

Agent Filkering [Skillz]
Agent Filkering [Overflow)
Expected ‘W ait Time
L Last Agent Routing
- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording

[#- Statistics

QK I Cancel Help
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When you select this option, additional fields are displayed on the Distribution \ Agent
Scoring tab:

%] Untitled - Queue

[+ E:ﬁue Agent zcoring algarithrn: ISkiIIs-based of custom routing j
- Skills
[+-&Agents Distribution calculations are based on queue calls ocourring in:
[=1- Distribution . .
: - T d:
- Agent Scoring me pena IDay j
~Call Scaring Direction: IInbound anly j

- Agent Filkering [Skillz]
- Agent Filkering [Overflow) Determine which agent gets the nest call uzing the following agent attributes:
- Expected Wait Time P

i Last Agent Routing
- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording
- Statistics The agent's average proficiency in the skills required by the call. The queue
configuration may give more weight to zome skillz. This value will be between 0 and
101

QK I Cancel | Help |

3 Under Distribution calculations are based on queue calls occurring in, specify the
following:
¢ Time period. Choose whether to distribute calls based on totals for the current Shift or the
current Day (since midnight).
¢ Direction. Choose whether the algorithm only counts Inbound calls, or both Inbound
and Outbound calls.

Attributes
Standard agent scoring algorithms

4 Inthe Determine which agent gets the next call using the following attributes table, select
the Use checkbox for Proficiency in call skills to enable skills-based routing. For more
information on Weight and the rest of this table, see “Using custom agent scoring” on page
3-18.

5 Click OK.
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Defining how skills are used in routing calls to queues

To define how Wave uses the skills you define to identify agents who are qualified to take a call,
you specify the following:

e Minimum and maximum skill requirements. A skill requirement on a call includes a
minimum and maximum required value (see “Adding skill requirements to calls” on page
3-7). You can choose whether the queue filters out agents who are underqualified (agents
who fail to meet the minimum skill requirement), or whether it also filters out
overqualified agents (agents who exceed the maximum skill requirement).

e If and how skill requirements change over time. Based on how long a call remains
unanswered in the queue, you can reduce the minimum skill requirements so that the call
does not remain unanswered for too long.

Adjusting skill requirements over time

You can define whether minimum skill requirements get reduced as the caller waits, so that
eventually the call may be sent to a less-skilled or unskilled agent. If you are using maximum
skill requirements (see the previous section, “Defining how skills are used in routing calls to
queues” on page 3-12), you can have those increase over time, allowing more highly-skilled
agents to take the call. Choose one of the following:
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To define how skills are used in routing calls to the queue

1 Click the Distribution \ Agent Filtering (Skills) tab in the Queue dialog.

%] Untitled - Queue

Category

[#- Queue

- Skillz

[+-&Agents

[=1- Distribution

: - Agent Scoring
- Call Scoring

ge 5
- Agent Filtering [Overflow]
-~ Enpected Wait Time
L Last Agent Routing
- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording

[#- Statistics

Distribution % Agent Filtering [Skills])

Send calls to agents:

IIgnoring the call's skill requirements
W ait indefinitely for, & matehing agent
(* Beduce calls skil requirements after IBDD seconds

LChange them again every IBU zeconds

Skill [

Mo skills defined in thiz queue

Fieduce minimum by

o]

Cancel | Help |

2 To specify the minimum and maximum skill requirements, select one of the following
Send calls to agents options:

* If the agent meets the minimum skill requirements. Calls will be routed only to agents
whose skill values meet or exceed the calls” minimum proficiency requirements for
those skills. Calls’ maximum proficiency requirements are ignored, so no agents are
considered “overqualified” for a call.

* If the agent’s skills are between the minimum and maximum requirements. Calls will
be routed only to agents whose skill values are within the range of the calls” minimum
and maximum proficiency requirements for those skills.

Note: Selecting Ignoring the call’s skill requirements disables the filtering step. If you select
this option, calls are distributed to agents whether or not the agents meet the call's skill
requirements. Routing is then based entirely on non-skill factors, such as the weight of agents’
attributes and the queue’s standard agent scoring algorithms (see “Using custom agent scoring”

on page 3-18).
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3 Depending on the option you selected in the previous step, specify how adjust skill

requirements over time.

%] Untitled - Queue

Distribution \ Agent Filtering (Skills)
- Queue Send calls to agents:
- Skills [ the agent meets the minimum skill requirements
[+-&Agents
[=1- Distribution " Wait indefinitely for a matching agent
égﬁgtfozz;ng {* Beduce call's skill requirements after IBDD seconds

Agent Filkering [Skillz]
Agent Filkering [Overflow)
Expected ‘W ait Time
i Last Agent Routing
- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory

- Sacurity

- Audio

- Recording

[#- Statistics

Lhange them again every IBU zeconds

Sikill [

Mo gkills defined in thiz queue

Feduce minimum by

o]

Cancel | Help |

e Wait indefinitely for a matching agent. Calls with skill requirements wait indefinitely
until an appropriately skilled agent is available. They are never sent to agents who do
not meet those requirements.

* Reduce call’s skill requirements after __ seconds. Enter a time (in seconds) to define
an initial threshold of waiting, during which the call’s skill requirements remain
intact. As soon as the initial threshold is passed, skill requirements are adjusted once.

* Change them again every __seconds. Enter an interval (in seconds) to determine
how often the skill requirements are adjusted, after the first adjustment following the
initial waiting threshold.
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4 In the table, define by how much each skill requirement is adjusted whenever the system
makes an adjustment pass. You can have the system adjust different skill requirements at
different rates.

For each skill, click the Reduce minimum by column to enter a number by which the skill
minimum will be reduced. If you are using skill maximums (see the previous section,
“Defining how skills are used in routing calls to queues” on page 3-12), then you can click
the Increase maximum by column and enter a number by which the skill maximum will be
increased.

Note: Entering a value of 0 means that skill requirement is never adjusted, and the call waits
indefinitely for an agent who has the required skill value. (Setting all skills to O is equivalent to
selecting Wait indefinitely for a matching agent above).

5 Click OK.

Redirecting calls when there are no agents with matching skills

You can have the queue automatically redirect calls when there are no signed-in agents with
skills that match the call’s skill requirements. See “Redirecting calls when there are no matching
skills” on page 2-53 for instructions.

Note: If you have set the queue to reduce calls’ skill requirements over time (see the previous
section), then calls will not be redirected for lack of matching skills.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Viewing an agent’s skills within a queue

3-16

Viewing an agent’s skills within a queue
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1 Edit the agent (see “Adding agents to a queue” on page 2-19) and then click the Skills tab.

Generall Permissions Skillsl

Thiz agent has the following zkills in this queue:

Skill

English
Spanizh
TrekTrivia

Proficiency
100 [queue]
E5 [uszer]

55 [queus]

Edit User's Skills... |

Cancel |

2 The Skills tab lists all the agent’s skills that are relevant within this queue. This user may
have other skills, but they do not appear if they are not relevant to the queue. To view or
edit a complete list of the user’s skills, click Edit User’s Skills, and see “Assigning skills

and attributes to users” on page 3-5.

3 To change which skills are relevant to the queue, see “Selecting and weighting relevant
skills for a queue” on page 3-8.

The source of an agent’s skill value

In the Agent dialog \ Skills tab, the Proficiency column displays the agent's ability in that skill. It
also indicates whether the agent’s skill value comes from his or her own native skill set at the user
level (“user”), or the queue’s default value for that skill (“queue”). A user’s native skill value always
overrides the queue default value. Queue default values are used only if the user does not have a skill

that is relevant to the queue.
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Reducing wait time for calls with skill requirement matches

By default, calls are routed to agents in the order received, regardless of skill requirements. In
fact, calls with skill requirements may wait longer, since they are waiting on a smaller pool of
agents who have the required skills. You can counterbalance this by sending a call ahead in the
queue when an appropriately skilled agent for that call becomes available. In essence, you are
giving calls higher priority when their skill requirements are met by an available agent.

For example, your queue uses the skills Spanish, Japan Travel, and China Travel. Only one
agent has all three skills, so that by default a call requiring all three skills would have to wait in
the queue for that one agent, while in the meantime the agent might be taking calls that could
be handled by other agents. If you reduce wait time based on skill, then as soon as the matching
agent became available, the call would jump ahead in the queue, increasing the efficiency of
your queue.

To reduce wait time for calls with skill requirement matches

1 Click the Distribution \ Call Scoring tab in the Queue dialog.

%] Untitled - Queue

Distribution % Call Scoring

[#- Queue A call's score iz bazed or:
- Skillz

[+-&Agents
[=1- Distribution = Time in the system, in seconds

* Time in this queue, in seconds

[~ Certain calls have a higher priority than other calls

- &gent Filtering [Overflaw) Priarity iz stared in custom wariable: IAccount Hurmber j ;?I
- Ewpected Wait Time
L Last Agent Routing
- Redirection
[#-Hold For all zkills required by the call:
[?__\é::lc: glni:ly [~ Add the agent's average proficiency times IB— ta the call's score
- Dial-by-name Directory
- Sacurity
- Audio
- Recording
[#- Statistics

Far each unit of the variable's value add ID ta the call's score

QK I Cancel Help
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2 Check Add the agent’s average proficiency times __to the call’s score. Enter a number
that determines how much a call moves ahead in the queue when one or more of its skill
requirements find a matching available agent. When an agent with a matching skill
becomes available, his or her skill value is multiplied by that number and added to the
call’s score. The higher the multiplier, the more matching calls are advanced in the queue.

In cases where the call has multiple skill requirements, the agent’s applicable skill values
are averaged, and that average value is multiplied by the number you enter.

Note: This setting applies only when comparing calls with skill requirements to calls with
no skill requirements. In cases where different calls have different skill requirements, this
setting is ignored, and skills change the call’s score based only on their weight in the queue
(see “Selecting and weighting relevant skills for a queue” on page 3-8).

3 Click oK.

Using custom agent scoring

A queue uses agent scoring when a call arrives and several agents are available to take it, to
determine which agent gets the call. For each incoming call with more than one agent available,
the queue does the following:

1 Filters out those agents who are unable to take the call, for example, because they do not
meet the call’s skill requirements.

2 Calculates scores for the remaining agents.

3 Sends the call to the agent with the highest score.

Note: When two or more agents tie for the highest score, the call always goes to the longest idle
of the tied agents.

When you use a predefined routing algorithm, agent scores are calculated from 0 to 100. For
example, when using the “Top down” algorithm, the topmost agent gets a score of 100, the
bottom agent gets a score of 0, and those in between get percentage scores representing how
close they are to the top.
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You can create your own customized agent scoring system that scores agents according to a
variety of factors. You determine how much weight each factor carries in determining the
agents’ scores. With custom agent scoring you can do the following:

Blend two or more predefined algorithms. For example, you could blend “Round robin”
and “Longest idle,” so that the randomness of round-robin distribution doesn’t leave an
agent waiting too long.

Incorporate agents’ skill values. If a call requires Spanish and several agents with
Spanish are available, the agent with the highest Spanish skill will get a higher score. You
can weight individual skills differently, for example, a 20 skill in Kazakhstan Travel
could increase the agent’s score by more than a 100 skill in Spanish.

Incorporate agents’ cost and custom attributes. See “Assigning attributes to users” on page
3-6. After assigning cost and custom attributes to agents, you can weight them appropriately
and use them in routing. For example, you could blend “Least talk time” with a negative
“Cost,” so that your most expensive agents take fewer calls, freeing them for other tasks.
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Configuring custom agent scoring

To set up custom agent scoring
1 Click the Distribution \ Agent Scoring tab in the Queue dialog.

2 Select Skills-based or custom routing from the Agent scoring algorithm drop-down list.

%] Untitled - Queue

Category Distribution % Agent Scoring
[+ E:ﬁue Agent zcoring algarithrn: ISkiIIs-based of custom routing j
- Skills
[+-&Agents Distribution calculations are based on queue calls ocourring in:
[=1- Distribution . .
: - T d:
- dgent Scoring me pena IDay j
Call Scoring Direction: IInbound anly j
Agent Filkering [Skillz]
Agent Filkering [Overflow) Determine which agent gets the nest call uzing the following agent attributes:

Expected ‘W ait Time
L Last Agent Routing
- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording
- Statistics The agent's average proficiency in the skills required by the call. The queue
configuration may give more weight to zome skillz. This value will be between 0 and
100,

QK I Cancel Help

3 Inthe Determine which agent gets the next call using the following agent attributes table,
expand the categories and do the following:

» Check Use for each factor that you want to include in the agent’s score. Note that
checking “Proficiency in call’s skills” makes all skills a factor. To adjust the weight of
individual skills, see “Selecting and weighting relevant skills for a queue” on page
3-8.

» To change the weight of a factor, click the weight column for that factor and enter the
new number. The factor’s value will be multiplied by that number and added to the
agent’s score. Weight has a range of -1000 to 1000. To choose a negative weight,
meaning the value will be subtracted from the agent’s score, use the minus sign to
enter a negative number (for example, “-1”). Setting Weight to 0 is equivalent to
deselecting Use, as it will always add 0 to an agent’s score.

Agent attributes

Y in
Attributes
Standard agent scoring algorithms

4 Click OK.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Using custom agent scoring 3-21

Chapter 3: Using Skills-Based and Custom Routing

The agent scoring formula

Agents are scored as follows:

Required skill proficiency weighted average (see below) * skill factor weight

plus
plus
plus
plus
plus
plus
plus
plus
plus

Cost * cost weight

Custom 1 * custom 1 weight

Custom 2 * custom 2 weight

Custom 3 * custom 3 weight

Idle time algorithm rank * idle time weight

Talk time algorithm rank * talk time weight

Number of calls algorithm rank * number of calls weight
Top down algorithm order * top down weight

Round robin algorithm order * round robin weight

equals Agent score

The Required skill proficiency weighted average is as follows:

plus
plus

over

Required skill 1 proficiency * that skill’s proficiency weight
Required skill 2 proficiency * that skill’s proficiency weight
... the same for each skill required by the interaction

The sum of all proficiency weights
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Example

Factor Value | Weight | Score Factor Value | Weight | Score
Round robin 100 1 100 Round robin 0 1 0
Longest Idle 33 2 66 Longest Idle 100 2 200
Spanish 50 1 50 Spanish 100 1 100
Kazakhstan 20 10 200 Kazakhstan 0 10 0
Cost (neg) 50 1 -50 Cost (neg) 100 1 -100
Total 366 Total 200

Viewing agent and call scoring decisions

You can use the queue logs to review and analyze the step-by-step logic used by the queue to
route calls to your agents, including how it followed your custom agent scoring setup. See
Appendix B for more about using the queue logs.
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About using contacts and call rules with a queue

This chapter describes how to use contacts and call rules with a queue. This procedure is
optional—you can run a Contact Center queue without using contacts and call rules.

For complete information about creating and using contacts and call rules, see the Wave
ViewPoint User Guide.

To use contacts and call rules with a queue, you create a utility user, which is a dummy user

whose routing list contains only a final action of transferring calls to the queue. The utility user

does not represent a real person. Its function is to receive queue calls, identify the callers if
possible, apply call rules when appropriate, and then transfer the calls to the queue for
distribution to agents. Callers are not aware of the utility user.
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Benefits of using contacts with a queue
By setting up public contacts for the queue that represent important customers or business
contacts, you can enjoy the following benefits:

» Wave can identify the queue’s contacts when they call, so that calls appear in the agents’
Call Monitors labelled with the contact’s name.

« All agents in the queue can view the queue’s contacts and place calls to them if necessary.

» After acall, an agent can update a contact’s record with notes that all other agents can
see.

Benefits of applying call rules to queue calls

By applying call rules to incoming queue calls, you can handle individual calls based upon the
caller and the time of day. For example, you can:

» Have the queue automatically take itself offline at 5:00 pm, sending all calls directly to
voicemail or playing a message explaining the department hours.

» Greet important customers with a special message before they enter the queue.You can
record a Welcome message that gives callers a code for a special discount, and you can
play the message only to favored customers.

» Change greetings and automatically transfer calls based upon the time of day. For
example, instead of using the manual Queue is closed field (see “Closing a queue” on
page 2-11), you can use your Business Hours schedule to have the queue automatically
play a “We’re closed” greeting and route calls to a voice mailbox when your business is
closed. You can use different schedules for different queues.

You can use an auto attendant as well as a utility user to play greetings and transfer calls
based on time of day. For more about using auto attendants with Wave, see Chapter 13 in
the Wave Global Administrator Guide.

Setting up a utility user for a queue
To set up a utility user for a queue, you must complete the following tasks, which are described
in detail in the next two procedures in this section:
» Creating the utility user

» Editing the utility user’s routing list
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Creating the utility user

For more about creating users, see Chapter 11 in the Wave Global Administrator Guide.

To create a utility user

1 If necessary, click the Administration tab in the Global Administrator Management

Chapter 4: Using Contacts and Call Rules with a Queue

Console.
Click 2 Click the User/Group Management icon, located in the PBX Administration section.
. 3 Log on to the User/Group Management applet, which opens in a remote access window.
jr} Once you log on, the Users view opens.
4 Choose File > New > User. The User dialog opens.
er |
- User First name: ||
[#-Yoice Mail
__ =T Last name: |
-Audio Title: |
- Security )
v Queue Extension: I
Dial-by-name Directary DID number: |

- MiewPoint

Password: I LConfirmation: I

Azsociated device

* Slot:port ISIotS[Analog] j IF'ort4 j
" IP phone MAC address: I
Telephone type: IAnabg j
Acoess profile: | Unrestricted =l
QK I Cancel | Help

5 Give the user a Last Name that identifies the queue for anyone transferring calls to it. For
example, “Sales.” Users who transfer calls to the queue will do so by transferring them to

this user’s extension.

6 Give the user an Extension and Password.

You do not need to specify anything in the Associated device section, since the utility user
does not have an associated phone.
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7 Click the Voice Mail tab.

& Untitled - User [ %]
" User (+ Mailbox with |2D minute max size [9.2 ME]
-mail Matification = No mailbox
ager Notfication Send personal call recordings to: [y
all Notification F tecortings 1o- | fis user =
+- Phane [ Allow voice mail lag on during greeting by pressing 3
-Audio
- Security
- Queus
- Dialby-name Directory
- WiewPaint
QK I Cancel | Help |

Select the No Mailbox checkbox. Voice messages for the queue will be stored in the queue’s

voice mailbox, so the utility user does not need one.
Click the Audio \ Voice Title tab.

- Uszer

- Vaice Mai 2 R O |

[#-Phone | Ready to play

E-Audio

~Hold Music
e Title:

izk Usage

[#- Security

7 Queus

- Dial-by-name Directory
- WiewPaint

()8 I Cancel

Help
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10 Use the audio controls to record the queue’s name, for example, “Sales queue.” See “Using
the audio controls” on page 1-5 for instructions.

11 Click the Phone \ Call Handling tab.

Call Eorwarding... |

[~ Handle busy calls differently than calls nat answered

Action if the call iz not answered or the station iz busy

¥ Plap uszer's default greeting
- Automatic Log Out

[+ &udio Action Take a message j
[+ Security

- Queue

- Dial-by-name Directory
- WiewPoint

QK I Cancel Help

12 Deselect all options.
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13 Click the Dial-by-Name Directory tab.

-Queue
al-by-name Directory:
-WiewPoint

& Untitled - User [ %]
Category Dial-by-name Directory

B User ¥ List in dial-by-name directorny

--Voice il .

__ Phone ¥ Flay extension to the caller

[l-Audio

[+ Security

o]

Cancel | Help |

14 Check List in dial-by-name directory if you want callers and users to be able to find the

gueue by name.

Note: If you list the utility user in the dial-by-name directory, you should deselect this
option for the queue itself, so that callers who reach the dial-by-name directory do not hear

two entries for the queue.

15 Click OK.
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Creating the utility user’s routing list

For more about how routing lists work, see Chapter 9 in the Wave ViewPoint User Guide.

1 Log on to ViewPoint as the utility user.

2 Choose File > New > Routing List. If you see the Welcome to the Routing List Wizard
screen, click Routing List Editor. The Routing List dialog opens.

"3 Routing List - Routing List

I B3

Mame:

Actions | If not answered or busy I

& New Action Edit Action | 4 Delete

Step | S |Acti0n

1 s Call my Preferred Location: x210

€

If niok answered or busy: Take a message

[T Use this routing list as the default For incoming calls

e

Cancel |

Help |

3 Give the Routing List a Name to help you identify it with the queue, such as “To Sales.”

4 If there are any actions listed (for example, “Call my Preferred Location”), select each one

and then click Delete.
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5 Click the If not answered or busy tab.

"3 Routing List - Routing List M= =

Mame: IRouting Lisk

Final action if the call is not answered or the station is busy

i Flay greeting: IActive (Initial Greeting) j |

Final action; ITake a message j

™ Handle busy calls differently

OF I Cancel | Help |

6 Under Final action if the call is not answered or the station is busy, do the following:
» Deselect the Play greeting checkbox.
e Select Transfer to an extension from the Final action drop-down list.
» From the Transfer to drop-down list that appears, select the queue to which you want
the utility user to send calls.
7 On the Actions tab, select the Use this routing list as the default for incoming calls.

8 Click oK to save the new routing list and exit the dialog.
When you are finished editing the utility user’s routing list, make sure the utility’s user’s personal

status is set to Available. See Chapter 3 in the Wave ViewPoint User Guide for instructions on how
to select a personal status.
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Creating queue contacts

You create contacts for the queue by creating public contacts for the utility user. For more about
how contacts are used in Wave, see Chapter 10 in the Wave ViewPoint User Guide.

To create queue contacts
1 Log on to ViewPoint as the utility user.

2 Choose File > New > Contact to add a contact.

B Untitled - Contact W= B3
Create new contact in Folder: IContacts {Personal) j

General | Caller Identification I

. Phone numbers and addresses
Eirsk name: ||

Mame | Address Description
Last name: | Business
Business 2
Company: I Haome
. Home 2
Title: I Mobile
Account code: I Othgr
Ernail
Email 2
Preferred teleph ks:
referred telephone prompts M Address
IEninsh {United States) j
Edit... Clear |
Motes
' =
E

OF I Cancel | Help |

3 Select Contacts (Public) from the Create new contact in folder drop-down list.

4 Enter contact information, and then click OK to save the new contact and exit the dialog.

Setting up call rules for a queue

You set up call rules for a queue by creating call rules for the utility user. For more about how
call rules are used in Wave, see Chapter 11 in the Wave ViewPoint User Guide.

Each call rule that you define for a queue must handle calls by using a particular routing list.
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Example: To define a call rule that plays certain callers (contacts) a special Welcome message
before they enter the queue, you would create a call rule that sends calls to a custom routing list
(arouting list created for the utility user) that has the following features:

* No actions
» A greeting that plays the Welcome message before the final action

e Afinal action of Transfer to Extension that transfers calls to the queue

To set up call rules for a queue
1 Log on to ViewPoint as the utility user.

2 Choose Tools > Call Rules. The Call Rules dialog opens.

i call Rules =] 3
E;J Mew Rule Edit Rule | X Delste Move Up Move Down
Call Rule {applied in the order shown) | Enabled |

There are no items ko show in this view,

Rule description {click an underlined value ko edit):

Calls that do not match any rule will be handled according to vour active settings

Close I Help |

4

3 Click New Rule. The Call Rule Wizard starts. Follow the on-screen instructions to define
the new call rule.

Use only the call rule’s Routing List field and custom non-active routing lists to determine
how calls are handled. Do not use the call rule’s Personal Status or Taking Calls fields—if
you use these fields, calls may be lost.

To activate call rules based on individual callers, define those callers as contacts for the
utility user. See “Creating queue contacts” on page 4-9.

4 Make sure that Enable this call rule is checked.

5 Click OK. Repeat this procedure to create other call rules for the queue.
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Starting and ending your shift, and taking breaks

Important: Do not use this section if you are not allowed to change your own personal status.
In that case, a supervisor will control your workflow. Talk to your queue manager or Wave
system administrator about how to work in the queue.

As a Contact Center agent, you control your workday by changing your personal status. At the
beginning of your shift, you make yourself ready. At the end of your shift, you make yourself
unavailable. While you are ready, you receive calls from all queues for which you are signed in.
When you make yourself unavailable, queues stop sending calls to you.

Note: If you have to temporarily leave your phone during your shift, choose Wave’s On Break
personal status.

The following sections describe which personal statuses to use to make yourself ready and
unavailable. For instructions on changing your personal status, see Chapter 3 in the Wave
ViewPoint User Guide.
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Starting your shift

To start your shift and begin receiving queue calls, make yourself ready by doing either of the
following:

» Using your phone keypad, press either of the following at a dial tone:
» *50. This selects the Available personal status.
» *51. This selects the Available (Queue Only) personal status.
* In ViewPoint, select either of the following personal statuses:
* Available. You receive personal calls (calls to your extension) as well as queue calls.

* Available (Queue Only). You receive only queue calls. Personal calls are sent
directly to your voicemail.

If you will be making outgoing calls from the queue, see “Placing calls from a queue vs. calling as
user” on page 5-9.

Ending your shift

Important: Use this procedure at the end of your shift only. To take a break during your shift,
use the On Break personal status to ensure the integrity of Contact Center statistics. See the next
section, “Taking a break.”

To end your shift and stop receiving queue calls, make yourself unavailable by doing either of
the following:

» Using your phone keypad, press *52 at a dial tone. This selects the personal status
Available (Non-Queue).

» In ViewPoint, select any personal status whose Queue calls preference is set to No, other
than On Break. For example, select the Personal status Available (Non-Queue) to receive
personal calls without receiving queue calls.

Note: If you have marked your outbound calls as being from the queue, you must switch back
to calling as yourself. Otherwise your outbound calls will continue to be marked as coming from
the queue (and may be monitored), even though you have ended your shift. See “Placing calls
from a queue vs. calling as user” on page 5-9.
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Taking a break

To take a break from answering queue calls during your shift, do one of the following:
» Pick up the phone and press *53.

* In ViewPoint, select the personal status On Break.

Note: Select the On Break personal status whenever you leave your phone during your shift,
even for a short time. If you leave your phone without selecting On Break, queue calls might be
sent to your phone, and callers will hear an interval of ringing before they are placed back on
the queue.

When you finish your break and are ready to receive calls again, make yourself ready again. Press
*51 on your phone or select the personal status Available or Available (Queue Only).

What Contact Center agents need to know to get the job done

If you are working as a Contact Center agent, you should be aware of the following:

* While you are ready, always take queue calls that are sent to you. If a queue call rings
your phone and you do not answer, the caller will hear ringing and then be placed back on
the queue. Also, if you do not pick up a ringing queue call, the queue might automatically
place you in the On Break personal status.

e Use the On Break personal status only to leave your phone during your shift. Making
yourself unavailable by using other statuses, such as Available (Non-Queue) or Do Not
Disturb, signals Wave that you are ending your shift (these statistics are reset daily).

* Your personal status can be changed by others. If you do not answer queue calls that
ring your phone, the queue can automatically place you in the On Break personal status.
Also, a supervisor can change your personal status at any time.

Agents, call forwarding and routing lists

Queue calls sent to you do not use your routing list, so they cannot try you at multiple locations.
Queue calls do follow your call forwarding / Where | Am settings.
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Working at different phones

If you need to work at a phone other than your default station, or if you have no default station
and always work at a variety of phones, add the following steps to your routine:

1 When you first sit down at a new phone to receive calls, before marking yourself as
Available, log on and forward your calls to your current location. Otherwise, your Contact
Center performance might be logged under another agent’s name. Use either of the
following methods:

» Pick up the phone and log in by pressing # <extension> # <password> #. Once logged
in, press 5 1 to forward calls to your current location.

» Start ViewPoint. The Select Your ViewPoint Phone dialog opens. Select the second
logon option, Use station <x> to place and answer calls as <your name>. Check
Forward my calls to this station.

‘fou are logging on ta station & (Win Wiliams) but your default station is 5.
" Use station & as a visitor
¥ Lse station & to place and answer calls as Miri Anatolia
¥ Forward riy calls ko this station
= Use my default skation (skation 5)
= I am not near a TeleYantage phone
Description:
This phone is configured For Yin Wiliams, This option allows vou ko use this ﬂ
phone to place and answer calls with your account until someone else logs on,
Calls to you will not ring at this phone unless your calls are forwarded, You can
also use the Call Monitar to kake a call at this phione. Calls Far Vin Williams will LI
Press *0 on your phone ko hear your station 1D,
Cancel | Help |

2 After you have logged on, make yourself ready as described in “Starting your shift” on
page 5-2.

3 When you are finished using a phone, log off by either picking up the phone and pressing
*0 0, or by exiting ViewPoint.

Note: When you are logged in at a station other than your own, voice message indicators
apply to you. For example, if you hear stutter dial tone or see a message waiting light on the
phone, it means you have new voice messages.
See page B-3 for steps to resolve a potential issue that may occur when you log off via *0 0
from a phone that is not your own.
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Signing in and out of a queue

You can be either signed in or signed out of each queue to which you belong. Only when you
are signed in do you receive calls from the queue. When you are signed out of a queue, you can
see and affect its calls in the Call Monitor, but the queue does not send calls to your phone.
As an agent, you might be signed out for the following reasons:

» You are a supervisor who wants to observe a queue and manually take calls if necessary,
but you do not want queue calls to ring your phone.

* You are an agent who is a member of multiple queues, and you periodically change which
queue you receive calls from. You receive calls only from the queues to which you are
signed in.

Note: Other agents with permission can sign you in or out of a queue.

You must have permission to sign yourself in or out of queues. If you do not have permission,
talk to your Wave system administrator about procedures for signing in and out.

To see if you are signed in or out of a queue

In the ViewPoint Queue Monitor and Call Monitor views, the tab for a queue displays an
asterisk (*) if you are signed out from that queue.

-
l | Technical Support |Sa|85* I

To sign in or out of a queue using ViewPoint
1 In the ViewPoint Call Monitor, right-click a Queue tab at the bottom of the screen.

2 Click sign me into queue 0Or Sign me out of queue.

To sign in or out of a queue using the phone

Using your phone keypad, press *56 at a dial tone. Enter the extension of the queue for which you
want to sign in or out followed by #, for example, “*56 102 #”.
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Receiving and handling queue calls

You can receive and handle queue calls by using either the phone commands or ViewPoint.
When the queue sends a call to you, your phone rings and the call appears in ViewPoint’s Call
Monitor folder. Queue calls ignore your routing list and only ring your “Where | Am” location
(your station or call forwarding number).

To answer a call, do either of the following:
* Pick up the phone.
e Click the incoming call in the Call Monitor and choose Actions > Take Call. If your phone

is on-hook, it rings to connect you to the call.

After you are connected to a queue call, you can use most Wave call-handling features such as
transfer, park, mute, and so forth. For instructions on handling calls using ViewPoint, see the
Wave ViewPoint User Guide. For instructions on handling calls using the phone, see (depending
on your phone type) the Wave Analog Phone Quick Reference Guide, Wave Digital Phone Quick
Reference Guide, or Wave SIP Phone Quick Reference Guide.

Note the following:

* You cannot use the Hold command on a ringing queue call. You can only put a queue call
on hold after answering it.

» Your queue calls are not shared, even if you are sharing your Call Monitor folder.

Viewing your position in the queue

If you have permission to see ViewPoint’s Queue Monitor folder, you can use it to monitor your
position in the queue, and determine when you are likely to receive the next call. See
“Monitoring the position of agents in the queue” on page 6-14.
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Being monitored or coached by a supervisor

Contact Center supervisors have the ability to supervise your queue calls on the following
levels:

e Monitoring. A supervisor may listen in on any of your calls without you or the caller
hearing. You will be unaware of the monitoring unless you have the permission View
agents being monitored. If you do, the monitor appears in the Call Monitor as an
indented line under the call.

e Coaching. A supervisor may speak to you during a call without the caller hearing.
Coaching appears in the Call Monitor as a separate line under the call. If you are being
coached, try not to speak to the coach, as the caller will not be aware of the coach’s
presence on the line.

» Joining. A supervisor may join your call, essentially creating a three-way conference call
in which all parties can hear each other. For more about participating in conference calls,
see the Wave ViewPoint User Guide.

By default, only queue calls can be supervised, not your personal calls. This includes inbound queue
calls and outbound calls that you have associated with a queue (see “Placing calls from a queue vs.
calling as user” on page 5-9).

Having your calls recorded
The queue may be configured to record some or all of your queue calls. You receive no
indication that a call is being recorded. The queue may be configured to place call recordings in

your Inbox as new voice messages.

Your non-queue calls will not be recorded unless the Wave system has been configured to record
all calls.
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Using the Call Monitor tabs

When you are an agent in a Contact Center queue, your Call Monitor folder displays the
following tabs:

A tab that shows the queue’s calls, with the name of the queue on it. If the tab name
appears with an asterisk, it means that you are signed out from that queue.

Note: You must have permission to see this tab. If you do not see it, see your Wave system
administrator.

The My Phone tab, which shows all the calls that are being handled by your phone,
including any queue calls you have taken.

The All tab, which shows all your queue and personal calls together.

@| Iame |J| Status | Nurnber | Duratior

There are no items ko show in this view

4 | i

4 Histary | | Motes

<Enter notes here =

My FPhone | Al Y| Sales I

If you are an agent in multiple queues, the Call Monitor displays a tab for each queue.

Click the My Phone tab or a queue tab to view only the calls for that tab. Click the All tab to
view all calls at once.

Note: Your Call Monitor folder may display other tabs than the ones described in this section.
See Chapter 5 in the Wave ViewPoint User Guide for a full description of the Call Monitor.
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Wrap-up time

After you finish a queue call, you are given wrap-up time to complete any work relating to the
call. During your wrap-up time you will not receive any queue calls. Your Wave system
administrator sets how much wrap-up time you have.

[N
While you are in wrap-up time, "2/ appears in the ViewPoint status bar.

Terminating your wrap-up time early

To terminate your wrap-up time early and mark yourself as ready to take queue calls again, do
either of the following:
R
o Click "/ in the ViewPoint status bar.

» Using your phone keypad, press *54 at a dial tone.

Viewing queue activity

Placing calls

The Queue Monitor in ViewPoint displays a list of agents in the queue and up-to-date queue
statistics. You can use it to see the status of other agents in the queue and your current position
in the queue, among other things.

To see the Queue Monitor folder in your ViewPoint, you must have the appropriate permission.
For a description of the Queue Monitor folder, see “Monitoring queue statistics” on page 6-2.

from a queue vs. calling as user

If you are a Contact Center agent and you place a call at your desk using the phone or ViewPoint,
by default Wave treats the call as one made by you. You can choose instead to place calls as a
queue, which may be necessary for your work as a Contact Center agent. When you place calls
as a queue, Wave treats the call as if the queue placed it. Other agents can see it in their Call
Monitors, it can be monitored by supervisors, and statistics and reports can accurately reflect
queue activity.
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When calling as a queue, your calls appear on both the My Phone tab and the queue tab in your
Call Monitor. The calls are logged both in your personal Call Log and the queue’s Call Log, with
the queue name in the From column.

Note: In the Call Monitor, Owner is who you are logged in as, while User is who you are calling
as.

Important: When you are done placing calls as a queue, be sure to switch back to calling as
yourself. If you don’t, your personal calls will be treated as queue calls, meaning they will be
seen by all agents and will throw off queue statistics.

To place calls as a queue using ViewPoint

On the ViewPoint status bar, your name and extension are a drop-down list. Pull down the list
and select the queue as which you want to place calls.

| 0 Items Iiri Anatolia (x555) e Available

Calling as Sales

Calling as Miri Anatolia

To switch back to calling as yourself, select yourself from the drop-down list.
To place calls as a queue using the phone
Pick up your phone and press *14<queue’s extension># at a dial tone.

To switch back to calling as yourself, press *14# at a dial tone.

Determining who you are calling as

ViewPoint’s status bar displays whether the system is treating outbound calls from its station as
being from you or from someone else.
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You can also learn from whom a station is placing outbound calls by picking up the station and
pressing *0. The station information recording includes the line, “The current extension is <Ext.>
calling as <Queue>.”

» <Ext.> is the extension of the last user who logged in at the station.

* <Queue> is the name of the queue that outbound calls are marked as being from.

For example, the recording might say, “The current extension is 555, calling as Sales Queue.”

Popping up caller information

You can use the Wave Contact Manager Assistant to pop up information about callers that you
have in another contact manager application. Callers must be contacts in one of the following
contact manager or customer relationship management applications:

« Act! 3.0, 4.0, 6.0, and 2000

e Goldmine 4.0 and 5.0, and Goldmine Business Contact Manager 5.7
* Goldmine FrontOffice 2000

» Microsoft Outlook 98, 2000, 2003, and XP

For instructions on configuring the Wave Contact Manager Assistant, see its online Help.

Act! can pop up contact information on its own, without the Contact Manager Assistant.

Note: Your office might also use a custom screen pop application created with the ViewPoint
API. If this is the case, see your Wave system administrator for instructions on using it.

Working remotely

If you have a mobile extension, you can work remotely using that phone. You can work at
remote phone that is not a mobile extension by forwarding your calls to another number. For
instructions on using a remote phone with or without ViewPoint, see “Using a remote phone”
in Chapter 6 in the Wave ViewPoint User Guide.
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About supervising queues

You can assign agents any number of queue permissions that give them the ability to supervise
a queue. Supervisors are merely agents with extra permissions. Supervisory tasks include the

following:

You assign permissions separately for each queue. To give an agent supervisor permissions in

Configuring the queue, including the which agents belong to the queue
Signing agents in or out of the queue

Viewing real-time queue statistics in ViewPoint

Changing an agent’s personal status

Managing a queue’s voice mailbox

Supervising agent conversations by monitoring or coaching

more than one queue, you must edit the agent separately in each queue.

For instructions on adding agents to a queue and setting their permission levels, see “Defining
agents for a queue” on page 2-16. For a list of queue permissions, see “Agent permissions” on

page 2-24.
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Exempting supervisors from receiving queue calls

Because supervisors are agents in the queue, by default they receive queue calls when they are
ready, just as other agents do. To exempt an agent from receiving calls from a queue, sign the
agent out for that queue, or configure the agent as an Observer (see “Adding agents to a queue”
on page 2-19).

When supervisors are signed out from a queue, the queue does not send calls to them. However,
supervisors can watch queue calls in the Call Monitor folder and answer them if necessary using
the Take call command. They can also perform all other queue monitoring and managing tasks
when they are signed out.

For instructions on signing a supervisor out, see “Signing agents in or out of a queue” on page
6-21.

Viewing current queue calls
Agents with the permission Access Queue call monitor can view all current queue activity on
the queue’s tab in ViewPoint’s Call Monitor folder. Note that only calls associated with the
queue appear in the queue’s tab. If the agent is on a personal call or a call from another queue,
it does not appear in the queue tab.

For more information, see “Using the Call Monitor tabs” on page 5-8.

Monitoring queue statistics

Agents who have the permission Monitor queue statistics set to Allow can monitor a queue’s
performance via the Queue Monitor folder in ViewPoint.
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Viewing queue statistics in the Queue Monitor folder

To view statistics for a queue, open that queue in the ViewPoint Queue Monitor. To do so, in the

ViewPoint Call Monitor click on the queue in the navigation pane. Queue statistics are displayed

at the bottom of the Queue Monitor.

ﬁ- Sales Queue’,Queue Monitoror - Yertical Wave ¥iewPoint
Ele  Edit  Yiew

Tools  Actions  Help

S Mew v | oy | Supervise

Call Monitor =

Show agent statistics by day ~ | @

Sales Queue',Queue Monitor

Dial: Enter a number or name ko dial -

{5 Call Monikor
s Extensions

99 M Queus\Quews Moritor Y H Inel Bennett Ready 5d 1:34:20 il 000 i) 00 o]
_ "y @3 KeleyFeldman Ready 20d 4:36:51 0 000 .00 100 100
-
Current status
Queue skakus: Il:lpen Agents on break: i}
Agents ready: 3
45 Messages (1)

Calls waiting:

Signed in and available: I g % Agents ready:

=
I—El Calls being placed: I—U Agents wrap-up: I—U
_ Inbound statistics | Cutbound statistics | Combined statistics |
[=) Contacts Inbound queue statistics by day
= callLog Calls answered: I—U Calls abandaned: I—D Calls ko vaice mail: l—n
4 Configuration el e |—n Calls completed: |—o Total talk time: m
= Calls received: I—U Avg, talk time:

00:00:00

In order to view a queue’s statistics, you must:

Be an agent in that queue. If you do not want to receive calls from the queue, see
“Exempting supervisors from receiving queue calls” on page 6-2.

Have the permission Access Queue call monitor set to allow for the queue.

For a detailed description of when Queue Monitor statistics reset to zero, see “When statistics
are reset” on page 6-12.

Note: You can continue to use the Call Monitor while you are in the Queue Monitor. Choose
View > Calls Pane to add the Call Monitor to the Queue Monitor folder as a separate pane.

Release 2.0

N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Monitoring queue statistics 6-4
Chapter 6: Supervising a Contact Center Queue

The Agents pane

At the top of the Queue Monitor folder, the Agents pane displays the names of all agents in the
queue, their current statuses, and their performance, including inbound and outbound calls.

You can have the Agents pane display statistics by day or by shift. Choose Actions > Show agent
statistics by day/shift. For information about shifts, see “Defining shifts for statistics display”
on page 2-83.

Note: The Agents pane’s statistics are those for the selected queue only. For example, the Calls

answered field shows the number of calls an agent has answered for this queue. The agent may
have answered other calls such as personal calls or calls from other queues.

The Agents pane displays the information shown in the following table. Some columns may be
hidden by default. To show them, choose View > Current View > Show Columns.

Agents Pane Information

Availability Icon showing the agent’s phone as on-hook or off-hook.
Personal Status icon Icon for the agent’s current personal status.
Distribution Order The order in which agents are scheduled to receive calls.

The order is dependent on the queue’s distribution algo-
rithm. The agent who will receive the next call is the agent
with the lowest number among currently Ready agents.

This column may be disabled. See “Enabling and disabling
the Distribution Order column” on page 6-16.

Name Agent’s name.
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Agents Pane Information

Agent State Agent’s current level of availability to take calls from this
gueue. Note than an agent can be in different states for dif-
ferent queues at the same time. The possible states are:

Ready. The agent is signed in, and in the personal status
Available or Available (Queue Only), and the phone is
on-hook. The agent is ready to take a call.

Active Inbound. The agent is on an inbound call from this
queue.

Active Outbound. The agent is on an outbound call asso-
ciated with this queue.

Wrap-up Inbound. The agent is in the wrap-up period
immediately following the end of an inbound call associ-
ated with this queue.

Wrap-up Outbound. The agent is in the wrap-up period
immediately following the end of an outbound call associ-
ated with this queue.

Dialing. The agentis in the process of dialing an outbound
call as the queue.

Standby. The agent is On Break, or is in a non-queue call
(such as a personal call or a call from another queue.)

Signed out. The agent is signed out of this queue and so
is not taking calls from this queue.

Unavailable. The agent is in a personal status other than
Available or Available (Queue Only), and so is not taking
gueue calls.

No answer. The agent did not answer the last queue call.
The queue does not send calls to agents in the No Answer
status. Wave automatically removes the agent from No
Answer status after a certain time based on what caused
the No Answer status.

Offering. The agent's phone is ringing with a call from this
gueue, but the agent has not accepted the call yet.

Time in State The length of time that the agent has been in the current
state for this queue. Times are displayed in the following
format: days: hours:minutes:seconds.
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Agents Pane Information

Calls answered Number of incoming calls from this queue that the agent
has answered since the beginning of the queue’s current
display period. Does not include calls the agent partici-
pated in but did not answer (see Total Calls - All)

Calls placed Number of outbound calls associated with this queue that
the agent has placed since the beginning of the queue’s
current display period. Does not include calls the agent
participated in but did not place (see Total Calls - All)

Time on calls The total time the agent has spent on this queue’s calls
since the beginning of the shift.

You can show this column separately for inbound calls, out-
bound calls, and all calls.

Longest call The length of time of the longest queue call (including
wrap-up time) that the agent handled since the beginning
of the shift.

You can show this column separately for inbound calls, out-
bound calls, and all calls.

Avg. call Average length of the agents' queue calls (including
wrap-up time) since the beginning of the shift.

You can show this column separately for inbound calls, out-
bound calls, and all calls.

Longest talk The length of time of the longest single call the agent han-
dled (not including wrap-up time).

You can show this column separately for inbound calls, out-
bound calls, and all calls.

Away A check mark indicates that the agent has been automati-
cally placed in On Break status by the queue for having let
his or her most recent queue calls ring unanswered. See
“Placing agents on break if they do not answer calls” on
page 2-34.

Forced Break Number of times the queue has automatically placed the
agent in On Break status for letting queue calls ring unan-
swered, since the beginning of the current display period.
See “Placing agents on break if they do not answer calls”
on page 2-34.
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Agents Pane Information

Inbound Calls Number of incoming queue calls that the agent has partici-
pated in since the beginning of the queue's current display
period, including inbound calls transferred from other
agents in the queue.

Longest wrap-up The length of time that the agent spent in the longest
wrap-up after a call.

No Answer Number of queue calls to the agent that rang unanswered,
since the beginning of the current display period.

Outbound Calls Number of outbound queue calls that the agent has partici-
pated in since the beginning of the queue's current display
period, including outbound bound calls placed by other
agents in the queue and then transferred to this agent.

Overflow The agent’s overflow tier. If no number is listed the agent is
a primary agent (assuming the overflow skill default is set
to 0).

Personal Status Name Name of the agent’s current personal status.

Queue Name of the agent’s queue.

Signed in A check mark indicates that the agent is signed in to this
queue.

Total calls - All The total number of calls associated with this queue in

which the agent has participated since the beginning of the
gueue’s current display period. Includes inbound and out-
bound calls, and calls where the agent did not answer or
place the call (for example, joining another agent in a con-
ference call or having another agent transfer a call to him)
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The Queue Statistics pane

At the bottom of the Queue Monitor folder, the Queue Statistics pane displays statistics for the
queue as a whole. To show or hide the Queue Statistics pane, choose View > Queue Statistics
Pane.

You can display queue statistics for inbound calls only, outbound calls only, or all calls, by
clicking the appropriate button above the Queue statistics by day section.

EInbound skatisticsi  Quthound statistics | Combined statistics | 1

| Inbound queue statistics by day

For outbound calls to appear in the Outbound Statistics section, agents must place calls as the
queue. See “Placing calls from a queue vs. calling as user” on page 5-9.

The Queue Statistics pane is divided into the following sections:
e Current status. Statistics for the number of agents and calls currently in the queue.

* Queue statistics by day. Statistics for calls since the beginning of the current day. These
statistics automatically reset to zero at midnight.

* Queue statistics by period and shift. Statistics for calls during the current period and
shift, compared to the previous period and shift. When the current period or shift ends,
the current statistics automatically reset to zero, and the totals that had accumulated are
moved into the Previous column.

For instructions on defining the statistics period and shifts, see “Collecting queue statistics” on
page 2-82. For detailed descriptions of when day, period, and shift statistics reset to zero, see
“When statistics are reset” on page 6-12.

Note: Queue statistics by shift are not updated during gaps between shifts. For example, if one
shift ends at noon and the next shift begins at 12:30, queue activity between 12:00 and 12:30 is
not reflected in the shift totals.
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The Queue Statistics pane displays the statistics shown in the following table.

Queue Statistics Pane

Current Status

Queue status Whether the queue is currently distributing calls to agents.
The possible statuses are:

Open. The queue is distributing its calls to ready
agents as normal.

Closed. The queue is closed. No calls are being dis-
tributed to agents.

Closed - No agents. All agents in the queue are cur-
rently signed out, so the queue is automatically send-
ing its calls directly to voicemail.

Agents on break Number of agents currently signed in and in the On Break
personal status.

Agents ready Number of agents waiting to receive queue calls. Ready
agents are those who are signed in, have their personal
statuses set to Available or Available (Queue Only), and
are not currently off hook or in a wrap-up period.

Signed in and available Number of agents eligible to receive queue calls, including
those currently on a call or in wrap-up period. To receive
gueue calls an agent must be signed in and in a personal
status whose Queue calls field is set to “Yes,” such as
Available or Available (Queue Only.)

% agents ready The percentage of agents eligible to receive queue calls
who are currently waiting for a call. The others are either off
hook or in a wrap-up period.

Calls waiting Number of calls currently waiting on the queue.

Number outbound calls in the process of being placed.

Calls being placed (Connected outbound calls are not counted.)

Number of agents currently in the wrap-up period following

Agents wrap-up a queue call.

Inbound Statistics

Calls answered Number of calls answered by an agent.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Monitoring queue statistics 6-10
Chapter 6: Supervising a Contact Center Queue

Queue Statistics Pane

Number of calls transferred out of the queue without being
handled by an agent, as a result of callers pressing the
transfer key. (See “Offering options while a caller is waiting
on a queue” on page 2-58.)

Calls transferred out

Calls received Total number of calls received, including abandoned calls.
Calls abandoned Number of callers who hung up without talking to an agent.
Calls completed Number of completed calls in which a caller finished talked

with an agent. Completed calls are calls that ended by
hanging up or transferring.

Avg. talk time Length of the average time that callers spent talking with
agents.
Calls to voice mail Number of calls that went to voicemail without being han-

dled by an agent, as a result of callers pressing the key to
leave voicemail. (See “Offering options while a caller is
waiting on a queue” on page 2-58.)

Total talk time Total number of minutes that callers have spent talking with
agents.
Longest time Length of the longest time in each of the following catego-

ries (by day only):

Talk time. Time spent talking with an agent.
Wait time. Time spent waiting on the queue.

Average wait time Average length of time callers waited on the queue for
each of the following categories:

All calls. All inbound calls to the queue.

Answered calls. All calls to the queue in which the
caller spoke with an agent.

Abandoned calls. All calls to the queue in which the
caller hung up or left a voice message.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Monitoring queue statistics

6-11

Chapter 6: Supervising a Contact Center Queue

Queue Statistics Pane

Redirection

Number of calls that have been automatically redirected by
the queue, for each of the following categories:
Maximum hold. Calls that reached the maximum wait
time without being answered (see page 2-51).

Queue busy. Calls that were redirected because the
gueue was too busy (see page 2-48).

Queue closed. Calls that were redirected because the
gueue was closed (see page 2-52).

Outbound Statistics

Calls placed

Number of outbound calls placed by this queue.

Calls completed

Number of connected calls that are now over.

Calls connected

Number of calls that have connected with the called party.

Longest time*

Length of the longest time by one call.

Average time*

Length of the average time over all calls.

Total time*

Total number of minutes from all calls.

* Talk time = Time spent talking with an agent.

Combined Statistics

Calls attempted

Total number of inbound calls received and outbound calls
placed.

Calls completed

Total number of inbound and outbound calls completed.

Calls connected

Total number of inbound calls that were answered and out-
bound calls that were connected with the called party.

Longest time*

Longest talk time counting both inbound and outbound
calls.

Average time*

Average talk time counting both inbound and outbound
calls.

Total time*

Total talk time adding inbound and outbound calls.

* Talk time = Time spent talking with an agent.
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When statistics are reset
Statistics are reset to zero at the following times:

Statistic type When reset

Statistics by day At midnight, or when the Server is restarted.

Statistics by period On 15, 30, or 60 minute intervals, depending on your con-
figuration for Statistics period interval (see “Defining the
statistics period” on page 2-82). The intervals are counted
from midnight, so a 15-minute interval would reset at
12:15, 12:30, 12:45, etc.

All queues that share the same statistics period interval
reset at the same clock time.

Note: Period statistics are always reset counting from mid-
night, not from the time of a Server restart. This could result
in a short period. For example, if the Server was started at
9:50, the period would still end at 10:00, resulting in a
10-minute period.

Statistics by shift At the end of the shift, as you defined it (see “Defining
shifts for statistics display” on page 2-83).

Note: When a call overlaps a reset time, some statistics for it will appear in the first grouping,
some in the second, depending on when the statistic is counted. For example, Calls Answered
is counted as soon as the call is answered, while Calls Completed is counted when the call ends.
Therefore, if a call lasts from 11:58 PM to 12:20 AM, it would be counted as a Call Answered
in Day 1, and a Call Completed in Day 2.
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When statistics are refreshed

By default the Queue Monitor folder refreshes with new statistics as soon as they become
available, providing a real-time picture of queue activity. You can enter a slower refresh rate to
improve the responsiveness of agents’ ViewPoint applications. You should change this setting
if you find that agents’ ViewPoint applications are responding too slowly.

To change the Queue Monitor refresh rate

=Y

If necessary, click the Administration tab in the Management Console.

2 Click the User/Group Management icon, located in the PBX Administration section.

3 Log on to the User/Group Management applet, which opens in a remote access window.
Once you log on, the Users view opens.
4 Choose Tools > System Settings. The System Settings dialog opens.
5 Click the Queue tab.
{d System Settings
Quwe |
(- Server Queue statistics refresh interval: ID millizeconds
[#-Call Data
- Organizations ¥ Update Agent Distibution Order column in Queue Maonitar

- Business Hours

- Dial-by-name Directory
[#- E-mail Motification

[+ Security

- &udio

[#-Call Log

- |nternal Dialing

- External Dialing

[#- Recordings

- eAgent Skills
[+ Storage

QK I Cancel Help

6 Enter the new refresh rate (in milliseconds) in Queue statistics refresh interval.

7 Click OK.

Release 2.0

N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Monitoring queue statistics 6-14
Chapter 6: Supervising a Contact Center Queue

About agents’ personal status and state

When working with the Queue Monitor, it is important to distinguish between an agent’s
personal status and state.

e Personal status. Determines whether the agent receives queue calls. An agent's personal
status is the same across all queues.

» state. Displays the agent's current activity, for example, whether the agent is currently in
aqueue call. An agent's state can be different in different queues. For example, if an agent
is a member of Queue A and Queue B, and the agent is currently in a call for Queue A,
his state would be Active in Queue A and Standby in Queue B.

For a description of agent states, see the Agent State column in the Agents pane table on page 6-4.

Monitoring the position of agents in the queue

The Queue Monitor’s Distribution Order column—displayed as in the Agents pane—shows the
order in which ready agents are scheduled to receive calls. The agent with a 1 in the column is
scheduled to receive the next call, followed by the agent with a 2 in the column, and so on.
Unavailable agents do not receive a position number. Unavailable agents include agents who are
signed out or in a personal status that makes them unavailable such as Do Not Disturb or
Available (Non-Queue).

Note: You can enable or disable the Distribution Order column. See page 6-16.

The agent with a 1 in the distribution order will not necessarily receive the next call. The
distribution order reflects the scheduled order according to the queue’s distribution algorithm,
but it does not reflect which agents are currently Ready. A Ready agent might have 5 in the
Distribution Order column and yet receive the next call because all other agents are busy at the
moment. The agent who will receive the next call is the agent with the lowest distribution order
number among Ready agents.

Distribution order numbers for overflow agents follow those for primary agents. For example,
if a queue has 10 ready primary agents, the first scheduled overflow agent will display 11 in the
Distribution Order column. The distribution order of overflow agents is determined first by tier,
and then within each tier by the queue’s distribution algorithm. For more about overflow agents,
see “Setting up overflow agents” on page 2-40.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Monitoring queue statistics 6-15
Chapter 6: Supervising a Contact Center Queue

The following table shows how agent positions are calculated for each distribution algorithm.
The descriptions apply separately to primary agents and to each tier of overflow agents.

Algorithm Agent positions

Top down Agents’ positions are ordered by their order in the queue
and do not change.

Round robin Agents’ positions are reordered according to which agent
answered the previous queue call. Whenever an agent
answers a queue call, the next agent down in the list
becomes 1, the agent after that becomes 2, and so on.
When the bottom of the queue is reached, the order contin-
ues from the top down until it meets the agent who
answered the most recent call.

Longest idle agent Agent positions are ordered according to the length of time
without being in an Active state. The agent who has gone
the longest without being Active inbound is in position 1.

Note that talking on non-queue calls and being in the On
Break personal status place an agent in the Standby state,
so that the time since the agent was Active continues to
increase. Likewise, Wrap-up is not an Active state, so
agents' wrap-up time also increases their “idle” time. Only
receiving a queue call makes an agent Active and resets
the agent's “idle” time.

An agent's position is reduced by 1 whenever an agent
with a longer time since being Active receives or places a
gueue call. The only way for an agent's position to increase
is for the agent to receive a queue call.

Fewest calls Agent positions are ordered according to which agent has
received the fewest queue calls during the current display
period. The agent who has received the fewest queue calls
since the beginning of the shift is at position 1.

Note that the length of time spent on a queue call is not sig-
nificant for adjusting position, only the number of queue
calls participated in.
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Algorithm Agent positions

Least talk time Agent positions are ordered according to which agent has
spent the least time on inbound queue calls during the cur-
rent display period. The agent who has spent the least time
on inbound queue calls since the beginning of the shift is at
position 1.

Note that only calls from a queue count as talk time in that
gueue. An agent working in two queues will have a differ-
ent talk time in each.

Simultaneous ring Agents have no position, as each call rings all agents’
phones simultaneously.

Skills-based or custom Agent positions are ordered according to their agent score,
routing to select the best-qualified agent for each call. See “Using
custom agent scoring” on page 3-18.

Note: The distribution algorithms Longest idle, Fewest calls, Least talk time count inbound
queue calls only.

Enabling and disabling the Distribution Order column

You can enable or disable the Distribution Order column in the Agents pane in the Queue
Monitor. Disabling the column can speed up system performance.

To enable or disable the Distribution Order column

1 Inthe User/Group Management applet, choose Tools > System Settings. The System
Settings dialog opens.

2 Click the Queue tab.
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3 Select or deselect the Update Agent Distribution Order column in Queue Monitor checkbox.

-'{:.\ System Settings E
— Quewe
[#-Server Queue statistics refresh interval: ID milizeconds
[#-Call Data

- Organizations ¥ Update Agent Distibution Order column in Queue Maonitar

- Business Hours

- Dial-by-name Directory
[#- E-mail Motification

[+ Security

- &udio

[#-Call Log

- |nternal Dialing

- External Dialing

[#- Recordings

- Agent Skills
[+- Storage

QK I Cancel Help

4 Click OK.

Monitoring queue statistics using the phone
Agents who have permission to monitor queue statistics can hear the current statistics for a
queue at any time by picking up a Wave phone and dialing *55. The system prompts them to
select the queue for which they want to hear statistics.

Dialing *55 plays the queue statistics shown in the following table. Statistic totals are kept since
midnight at the beginning of the current day.

*55 Queue Statistics

Callers waiting Number of callers waiting on the queue.

Expected wait time Rough estimate of how long callers can expect to wait if
they called right now. The formula used is <total wait time
of all answered calls so far this day> / <number of
answered calls so far this day>.

Active agents Number of agents currently available. This includes all
agents who are signed in and in the personal status Avail-
able or Available (Queue Only).
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*55 Queue Statistics

Total calls Total number of calls received today (since the last mid-
night).
Abandon rate Abandoned calls as a percentage of total calls.

Supervising other agents’ calls

You can assign agents permission to supervise other agents’ calls in the following ways:

* Monitoring an agent’s call. The supervisor can listen to another agent’s call without being
heard by the other agent or the caller.

* Coaching an agent on a call. The supervisor can coach another agent without being heard
by the caller. The agent hears the supervisor but the caller does not. The supervisors can
hear all parties.

» Joining an agent’s call. The supervisor can be conferenced in to another agent’s call as a
full participant and be heard by both parties.

Supervising Contact Center calls is a separate feature from supervising personal calls, and the
two are controlled by different permissions, as follows:

* Supervising personal calls. Supervising personal calls requires Wave user permissions
set up by your system administrator. Users with only these permissions cannot supervise
Contact Center calls.

* Supervising Contact Center calls. To supervise Contact Center calls, you must be a
Contact Center agent with agent permissions set up per queue by your queue
administrator. As a Contact Center supervisor, you can supervise only other agents in
your queue, and only their queue calls, not their personal calls.

Note the following:

» You can supervise an agent’s outbound queue calls only if the agent has associated his or
her outbound calls with the queue. See “Placing calls from a queue vs. calling as user” on
page 5-9.

» If the agent whose call you are supervising transfers the call to another party, or parks it
and it is unparked by another party, you are disconnected.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Supervising other agents’ calls 6-19
Chapter 6: Supervising a Contact Center Queue

» To coach, monitor, or join a call, at least one party in the call must be from the local Wave
system. For example, monitoring a call between two Gateway users (a Wave user whose
“home” is another node in the WaveNet network) is not supported.

How supervised calls appear in the Call Monitor

When you join another agent’s call, the call appears in your Call Monitor as a normal
conference call.

When you monitor or coach an agent on a call, the call appears in your Call Monitor showing
all three parties to the call. Your row—the top row in the call—is labelled “Monitoring” or
Coaching”. The following example shows a call being monitored.

Marme 2 Status R
A Unknown o Ative ]
5 Agent 3 o Bctive 3

« If you are coaching an agent, the agent sees you as a party in the call.

« If you are monitoring an agent, the agent does not see you as a party, unless that agent has
the permission View agents being monitored set to Allow. See the next section, “Viewing
when agents are being monitored.”

To supervise another user’s call using ViewPoint

1 In ViewPoint, select one of the following:
* Acall in the Call Monitor
» A user in the Extensions list who is currently on a call
2 Choose Actions > Supervise, and select the supervisor mode you want to use—Coach,

Monitor, or Join. The Supervise option is available only if both you and the other users in
the call permit that supervisor mode.

To supervise another user’s call using the phone

1 Pick up the phone and enter one of the following commands at the dial tone:
e *57 (Join)
o *58 (Coach)
» *59 (Monitor)
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2 Enter the extension of the user whose call you want to join, coach, or monitor, followed by
#.

3 Press 1 to confirm the extension, or press * to enter a different extension.

Note: You can enter the complete digit string rapidly without waiting for the prompts. For
example, to coach extension 102, you can enter *58 102# 1.

4 Once connected to the call, you can use the following phone command options:

» To change the supervisor mode—for example, from monitoring to coaching—press
Flash, then enter the code for the new mode.

» To supervise a different user, press Flash # to return to the dial tone, then begin again.

Viewing when agents are being monitored

Agents who have the permission View agents being monitored set to Allow can see when an
agent is being monitored by another agent. The monitoring agent appears in the Call Monitor as
another party in the call, identified by the Status “Monitoring”.

Mame Status Hu
nference
A Unknawn o Ative un
N e fgentl _é IManitaring 10

Agents who have the permission set to Disallow (the default) cannot see when they or other
agents are being monitored.

Note the following:

» When a supervisor begins supervising a queue call, any call notes disappear from the Call
Monitor. This is because the notes are stored for the queue, not the agents. To see the call
notes, look at the queue’s Call Log. Agent notes made after the call will show in the
agent’s Call Log.

» The Call Log does not keep a record of whether agents were monitored.
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Managing agents’ status

With supervisor permissions, agents can directly control the status of other agents in the queue
in the following ways:

» Signing agents in or out of a queue

« Changing an agent’s personal status

Signing agents in or out of a queue

An agent who is signed in to a queue receives calls from that queue when ready. When signed
out, the agent is still a member of the queue, but does not receive queue calls. An agent who is
signed out can still view queue calls in the Call Monitor folder and answer them if necessary by
using the Take Call command.

Supervisors with the Sign In/Out other agents permission can use sign other agents in or out of
a queue. You can use this feature to move agents among queues without having to delete them
from one queue and add them to another. For example, if Kim works as an agent in the Sales
queue in the morning and in the Support queue in the afternoon, a supervisor can sigh Kim out
for the Sales queue at midday and sign her in for the Support queue.

Note: Agents with the Queue Sign In/Out permission can sign themselves in and out of the
queue. See “Signing in and out of a queue” on page 5-5.

You can sign agents in or out via ViewPoint or the User/Group Management applet in the Global
Administrator Management Console.

Signing agents in or out via ViewPoint

Note: To perform the following steps, you must have the agent permission Sign In/Out other
agents (see “Agent permissions” on page 2-24) and the general Wave permission Access
Queues folder. (See Chapter 11 in the Wave Global Administrator Guide for more information
about setting general Wave permissions.)
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To sign an agent in or out via ViewPoint
1 In ViewPoint, open the Queue Monitor folder by clicking its icon in the Folder List.

2 If there are tabs for more than one queue, click the tab of the queue for which you want to
sign the agent in or out.

3 Inthe Agents pane, select the agent.

4 Choose Actions > Sign this agent into queue or Sign this agent out of queue. The command
signs the agent in or out.

Signing agents in or out via the Global Administrator Management Console

Note: To perform the following steps, you must have the general Wave permission Access
Queues Folder. (See Chapter 11 in the Wave Global Administrator Guide for more information
about setting general Wave permissions.)

To sign an agent in or out via the Queue dialog

1 If necessary, click the Administration tab in the Global Administrator Management

Console.
Click 2 Click the User/Group Management icon, located in the PBX Administration section.
. 3 Log on to the User/Group Management applet, which opens in a remote access window.
J‘ Once you log on, the Users view opens.
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15ales - Queue

Category

Chapter 6: Supervising a Contact Center Queue

- Hueue Drefault wrap up for new agents in seconds: |1 5
Skills
m [~ If an agent does nat answer, set that agent to On Break
s [;;;EL:?::IWS After how many unanswered calls: |2
- Redirection
-Haold |Agent Overflow Tier ~ |
[#-Yoice Mail
- Caller Entry Cecilia St. John 0 - |
- Dial-by-name Directory Lou Antander 1]
- Sacurity Mathaniel Chestrut 0
- Audio
- Recording
[#- Statistics
fdd.. Edi. | Dekte |
QK Cancel | Help

4 Double-click the queue in the Queues view to open the Queue dialog, and then click the
Agents tab.

5 Double-click the agent’s name in the Agents in this queue list. The Agent dialog opens.

General | Permissionsl Skills I

This agent is the following user: I Lou Antander j
Wirap up time in seconds: I‘IS—
Owerflow tier: ID—
[~ This agent iz an observer, not shown in Queus Monitor
[~ Automatically record this agent's calls
Becord 1 call out of eveny: |5—
Fecording direction: [Inbound and outbound =l
Send agent call recordings to: I thiz Agent j
Wwhen mailbax iz full IDeIete oldest call recording j
QK I Cancel | Help
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6 Select or deselect the This agent is signed in checkbox.
7 Click oK to close the Agent dialog.

8 Click OK to close the Queue dialog.

Changing an agent’s personal status

A agent who has the permission Change an agent’s personal status set to Allow can directly
change the personal statuses of agents in the queue. A supervisor can use this feature in the
following situations:

» When agents are prevented from changing their own personal status. In this case you
must manage their workflow for them, changing their personal status to begin and end
their workday and to let them take breaks.

» When agents leave their phones and forget to change their personal statuses themselves.
In this case, you can set the personal statuses of the agents to On Break.

» When the queue is configured to automatically place agents On Break if they let calls
from the queue go unanswered. In this case, you ensure that agents become ready when
they return to their desks.

» When agents leave for the day and are still ready. In this case, you can change their
personal statuses to make the agents unavailable.

Important: If agents leave at the end of their workday without making themselves unavailable,
you must make them unavailable before the start of the next workday, or the reports data will
be inaccurate.

To change an agent’s personal status

1 In ViewPoint, select the agent on the appropriate tab in any of the following locations:
* The Extensions folder
» The Extensions pane in the Call Monitor folder
e The Agents pane in the Queue Monitor folder

2 Choose Actions > Apply Personal Status, and then select a personal status.

For more information about how to use personal statuses, see Chapter 3 in the Wave ViewPoint User
Guide.
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Managing a queue’s voice mailbox

Agents who have the permission Access queue mailbox set to View and Edit can manage voice
messages that callers leave in the queue’s voice mailbox. They can listen to messages, reply to
them, and delete them. They also can create voice mailbox folders and move messages among
those folders.

Agents who have the permission set to View Only can see and listen to voice messages, but not
perform any other commands on them.

To access the queue’s voice mailbox in ViewPoint, click voicemail in the navigation bar, then
click the folder with the queue’s name in the Favorite Folders list.

For complete instructions on managing voice messages using ViewPoint, see Chapter 7 in the
Wave ViewPoint User Guide.

Managing queue voice messages on the phone

You can also manage a queue’s voicemail using the phone by logging in as the queue. When
logging in, use the queue’s extension and password.

For instructions on logging in and managing voice messages using the phone commands, see
the Wave Voice Mail Quick Reference Guide.
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About the Contact Center Reporter

The Contact Center Reporter allows you to run detailed reports on Wave call activity and phone
usage. By carefully tracking the relevant call activity, you can quickly identify how effectively
your phone system is being used by agents, queues, or trunks.

With the Contact Center Reporter, you can report on queue call activity and non-queue call
activity, as well as analyze general system data such as general user and trunk usage.

You can configure each report to show information over any time period, from a single day to
months or even years.
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Contact Center Reporter requirements

To run the Contact Center Reporter, you need the following:
» Microsoft Excel 2003 SP3 or higher must be installed on the ViewPoint PC.

» Wave permission to run reports. You must have the permission Access Contact Center
Reporter set to “Allow”. See Chapter 11 in the Wave Global Administrator Guide for
instructions on setting permissions.

» A Contact Center Reporter license is required to run all reports except those listed below.
The following reports are available with no licensing requirements on all systems:

» Call Log report

» Grouped Service Level report

* Outbound Call Comparison report

e Outbound Calls By Phone Number report
e Outbound Long Distance Summary report
» Call Transfer report

» Unanswered During Business Hours report
» User Call Trends report

» To avoid a potential error when running reports, you must obtain the following updates
from the Microsoft Download Center (www.microsoft.com/downloads) and install them
on the ViewPoint PC:

» KB955466 (Excel 2003 update)
« KB907417 (Office 2003 update)
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Running a report
This section describes how to start the Contact Center Reporter and run a report.

Note the following:

» You cannot run reports on time periods for which you have archived the Call Log.
Archiving removes information from the Wave database and makes it unavailable for
reports.

« Ifyou are running the Contact Center Reporter on a computer other than the Wave Server
(for example, on a ViewPoint PC), make sure that the clocks on the two computers are
synchronized. All report times and dates are based on the clock of the local PC where you
run the report.

» To run some reports, you must first define general Reporter Options. See “Setting general
Reporter options” on page 7-8.

About report templates

Each report is based on a report template (XLT) file stored on the ViewPoint PC and reserved
for the Contact Center Reporter’s own use. When you run a report, you make changes to the
template’s options.

Important: Do not modify Contact Center report template files directly! If you modify
report templates in any way, your changes will be lost, because Wave regularly overwrites the
templates. If you want to permanently modify a report template, save the XLT file with a
different name so that it is not automatically overwritten by the Contact Center Reporter.

Backups of original reports

Because a user may accidentally overwrite a shared report (see “Making a report Shared or
Local” on page 7-11) by sharing one of his own reports with the same name, backup copies of
the original Wave report templates are provided in the Reports_backup directory in the Wave
Server directory.
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Using the Contact Center Reporter toolbar in Excel

Wave makes Contact Center Reporter options available to you from within Excel on the
Reporter toolbar. To display the Contact Center Reporter Toolbar, in Excel, choose View >
Toolbars > Contact Center Reporter Toolbar.

_] Mew Wave Repart %Export without Macros -1?] Repart Options  |#] Refresh Repart ‘? Help

Note: The Contact Center Reporter toolbar is only available in Excel if you open a report from
the Contact Center Reporter dialog, as described in the steps starting on page 7-5. (The Reporter
Toolbar is not available if you open a report directly in Excel.)

The Contact Center Reporter toolbar offers buttons for the commands listed in the following

table.

Contact Center Reporter toolbar buttons

B

New Wave Report. Opens the Reporter dialog or brings it to the front if
it is already open, so that you can select a report to run. See “Running
a report” on page 7-3.

Export without Macros. Saves the report so that it can be opened in
Excel on any PC. Reports saved with macros can be opened only on
PCs with Wave applications installed.

Report Options. Opens the Report Options dialog for the report cur-
rently showing, so that you can change the report parameters and run
the report again.

Refresh Report. Runs the report again with the same options as were
used to generate the current report. Use to update the report with the
latest data.

Help. Opens the Contact Center Reporter online Help.
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To run a Contact Center report

1 In ViewPoint, choose Tools > Reports. The Contact Center Reporter dialog opens.

I Wave Call Center Reporter =] B3
File Tools Help |

CeRAIZIXn|9

by £ Agent 1/ :51:18 AM o age by hiztory by displaying a row for every char

Activity History by Queue . 5 Qusue 1/8/2009 9:51:14 AM 'B Shows a history of all of the agent activity in a queue by displaying
Agent by Queue and Skill Configuration : 2 Spstem  1/8/2009 94956 AM 'B Shows agent configuration including Queue and Skill azsignment.
Agent Call Trends : 5 Agent 1/8/2009 9:50:34 Ak 'B By howr, day, or any time interval, shows number of call: an agent
Agent Performance by Skil : 5 Agent 14872009 9:50:18 Ak 'B Shows agent performance by =kill in a queue.

Agent Performance Trends by Queue . 5 Agent 1/8/2009 9:51:58 Ak 'B By howr, day, or any time interval, shows number of call: an agent
Agent State Summary : 5 Agent 1/8/2009 9:50:30 Ak 'B Shows the tatal time spent in each agent state for all queues to whic
Agent State Summary By Queue . 5 Queue 1/48/2009 9:50:28 AM 'B Shows the tatal time spent in each agent state for all agents in a qu
Average Wait Time and Call Volumne by Time of Day 5 Queue 1/8/2009 9:51:52 AM 'B By howr, shows average wait time and inbound call volume,

Call Center Queue Information . 2 Spstem 17842009 9:51:08 &AM 'B Shows all vital information for every Call Center Queue and a breake
Call Distribution by Skill and Queue . 5 Qusue 1/8/2009 9:50:14 AM 'B Shows Call distribution by skill and queue.

Call Distribution by Skills and Agent : 5 Agent 14872009 9:50:10 Ak 'B Shows Call distribution by skills and agent.

Call Log : & User 1/8/2009 9:50:58 Ak 'B By date range, shows an agent's or queue's call log entries

Call Result by Skill . 5 Qusue 1/8/2009 9:43:46 AM 'B Summarizes call result by skill

Call Summary : 2 Biling 1/48/2009 9:50:46 AM T Shows the number and average duration of internal, external, or all ¢ =
r'_Iu o P = c..,.;...r 440 1 I0Na 3-EN- 20 Akd B Clmisie Mo i imnbme o Hrass mme broisafor boeosk Hoob o ammmified o, _I—I
Description:

Shows an agent's activity history by displaying a row for every change in agent state, and how long the agent spent in each state, for all the queues ta which the agent belongs.

|Susan St Maurice 2

2 Double-click the name of the report that you want to run. The report template for that
report opens in Microsoft Excel and shows the options most recently selected for that
report.

If the following prompt regarding macros appears while Excel is opening, check Always
trust macros from this source. Then click Enable Macros.

Security Warning B
Call Center Queue Information. xt

conkains macros by

Artisoft, Incorporated ..._Ee_t-ﬂi:..__j

Macros may conkain viruses, It is always safe to disable macros, but if
the macros are legitimate, you might lose some functionality

V! Blways brust macros from this source.,

Enable Macros More Infa
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3 The Options dialog for the selected report opens. If it does not, click “Fifepartostions g the
Excel Reporter toolbar. (See “Using the Contact Center Reporter toolbar in Excel” on page
7-4 if you do not see the Contact Center Reporter toolbar.)

4 In the Options dialog, modify the report parameters to focus on the time period or other
criteria that you are interested in. See “Setting individual report options” on page 7-10 for
more information.

5 Click oK. The report runs and the results are displayed in Excel. See the next section for
more information about viewing report results.

The Contact Center Reporter dialog remains open after you run a report. You can have
multiple reports open at once. To run another report, double-click another report name.

Viewing report results

This section describes the following:
e Using Excel tabs to view report results. See page 7-6.

» Viewing report headers and footers. See page 7-7.

For details about viewing a specific report, see “Available reports overview” on page 7-16.

Using Excel tabs to view report results

Most Wave reports contain the following tabs when the results are displayed in Excel:
* Report tab. A graphical presentation of the data, for example a bar or pie graph.

e Datatab. A numerical presentation of the data, for example totals or averages for various
statistics.
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Note: Sometimes totals on the Data tab may appear to be incorrect. This is usually due to
the way Excel presents numbers by rounding them to the number of displayed digits. The
displayed total is always formed by taking the sum of the complete numbers, then rounding,
as in the following example:

Numbers as displayed Unrounded numbers

6.47 6.4650
5.87 5.8699
Totals 12.33 12.3349

* Totals tab. A summary of the totals for the statistics counted in the report.
* Report Options tab. A worksheet showing the options currently selected for the report.

The Report Options tab in Excel is for users who want to print out the full workbook,
including a record of the options selected. Macro writers and other skilled spreadsheet
users can also use the tab to generate reports without using the Report Options dialog.

Most users—who simply want to run a report and then review or print the results—should
instead click Report Options on the Reporter toolbar and change report options via the
Options dialog, as described in “Setting Reporter options” on page 7-8.

Viewing report headers and footers

You must have a printer installed on your PC in order to view the headers and footers on reports.
The headers and footers include such data as report title, agent and queue name, date range, date
printed, and the days of the week for the report.

If you do not have a printer (local or network) configured on your PC, the headers and footers
will be blank.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Setting Reporter options 7-8

Chapter 7: Running Contact Center Reports

Setting Reporter options

You set Reporter options in the following ways:
» Setting general Reporter options. See page 7-8.

» Setting individual report options. See page 7-10.

Setting general Reporter options

Some reports will not run unless you have first set general Reporter options. To do so, you must
have Administrator permissions.

To set general Reporter options

1 From the Reporter, choose Tools > Options. The Options dialog opens.

—Toll free options

Enter toll free or local area codesfexchanges separated by commas:
500,566,577, 555 =]

|

Example: 800, 77, 617, 508452, 508673

—In-state options

Label For in-state category: In-state

Enter in-state area codes/exchanges separated by commas:

Example: 617, 978, 508452, 508673

—Criteria For counting calls

Minimum outbound number length: |1D— digits

Minimum outbound call duration: |3— seconds
Minimurm inbound call duration: ID— seconds
Short: call duration: |1D— seconds

Cancel | Help
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Under Toll-free options, enter the prefixes of phone humbers that can be dialed for free
from the local Wave Server. These prefixes include your local area code as well as any
toll-free area codes such as “800” and “888”. Separate entries with commas. You do not
need to enter long-distance prefix digits, such as the “1” used in the U.S.

If your entire local area code (for example, “508) cannot be dialed for free, you can enter
each free exchange within the area code as area code plus exchange, for example “508452,
508673".

Under In-state options, use the following fields to define how in-state calls appear on the
outbound call reports:

e Label for in-state category. Type the name for in-state calls that will appear on the
x-axis of reports that use this option.

* Enter in-state... Enter a list of area code and exchanges that are in your State but not
free, for example area codes in your State other than your local one. You do not need
to enter long-distance prefix digits, such as the “1” in the U.S.

Under Criteria for counting outbound calls, use the following fields to define which calls
are counted in various report categories:

e Minimum outbound number length. In North America this field should be left at 10 so
that the reports pick up all long-distance calls. Further filtering, for example for the
Outbound Long Distance Summary report, will be provided by the toll-free and
in-state fields above.

* Minimum inbound/outbound call duration. These two fields ensure that the reports
count only calls that were connected. You can adjust the setting as desired. A setting
of 1 second is generally sufficient to include all connected calls.

e Short call duration. Enter the number of seconds at or below which a call is
considered a “short call” by various reports, such as the Agent Performance by Skill
report.

5 Click oK.
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Setting individual report options

The Options dialog opens automatically whenever you run a report so you can specify the report
parameters. You can also click Report Options on the Reporter toolbar to change a report’s
parameters and run it again, for example, with a different date range.

Different reports offer different options. For example, the following example shows the Options
dialog for the Call Transfer report.

Call Transfer1 - Dptions [ %]

Fiepart on the following:

7 Queue: I Bueus? j
© User: I FKelley Bennett j
" igwPoint Group: I [ffshare j

Period: I Custom Date Range j
Stat 111172008 -
End: 1171172008 -

QK I Cancel | Help |

Other reports have different or additional options. See the individual report descriptions starting
on page 7-21 for a description of the available options for each report.

When you are done specifying options for a report, click OK in the Options dialog to run the
report.
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Customizing Contact Center Reporter

This section describes the following:
e Making a report Shared or Local. See page 7-11.
» Reporting on outbound Contact Center calls. See page 7-12.

» Reporting on internal calls. See page 7-12.

Making a report Shared or Local

Reports can be either shared or local, as follows:

* Shared reports are stored on the Wave Server and can be run from any ViewPoint PC.
Shared reports are indicated in the Reporter dialog by &1 (blank report) or # (report with
data) in the Shared/Data column.

The default path for shared reports on the Wave Server is:
C:\Program Files\Vertical Wave Server\Reports

» Local reports are stored on the ViewPoint PC itself, and can only be run from that PC.
Local reports are indicated in the Reporter dialog by & in the Shared/Data column.

The default path for local reports is:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\Reports

The reports that come with Wave are all shared reports.

To share a local report
1 Select the report in the Reporter dialog.
2 Choose File > Share.

After sharing a report, click the Refresh button £ on the Reporter dialog toolbar to see the
shared report in the Reporter dialog.
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Reporting on outbound Contact Center calls

For an agent’s outbound calls to appear in reports, the agent must mark his or her outbound calls

as calls that are placed from the Contact Center. See “Placing calls from a queue vs. calling as
user” on page 5-9.

Reporting on internal calls

To include internal (station-to-station) call data in your reports, turn on internal call logging in
the Call Log.

To turn internal call logging on or off

1 Inthe Administrator, choose Tools > System Settings.
2 Click the Call Log tab.

{d System Settings

Category Call Log
[#- Server ¥ Logcalls
[#-Call Data i
- Organizations ¥ Log intemal calls

- Business Hours

- Dial-by-name Directory

[#- E-mail Motification .
Delete call history events older than I days

[+ Security = v 5 Y

- Audio

¥ Log call histary events

- |nternal Dialing
- External Dialing
[#-Recordings

- Queue

[+- Storage

QK I Cancel | Help |

3 Tolog internal calls, select the Log internal calls checkbox. To stop logging internal calls,
deselect the check box.

4 Click oK.
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Printing and scheduling reports with the Report Runner

The Report Runner enables you to create a desktop shortcut for running and printing a report.
You can then run the report just by clicking the shortcut. You can choose whether to send the
report to a printer or save it as a file.

You can also use the Windows Task Scheduler to run the Report Runner at any time and interval
you choose. See your Windows documentation for the Task Scheduler for more information.
Before you can run a report using the Report Runner, you must perform the following tasks:

e Prepare the report manually and save it as an XLS file.

» Create a Report Runner shortcut to run the report.

» Configure Report Runner options for the report.

To prepare the report

1 Run the report manually using the desired criteria for the user you want and for the period
you want, according to the steps starting on page 7-5.

2 When the report results are displayed, clear all tabs except for the Report Options tab. To
do so, click the top left cell on each tab to select all of the cells, and then press Delete.

3 To set report options, such as queue name or selected hours, use the Report Options tab in
your saved XLS spreadsheet file.
4 On the Report Options tab, do the following:
» Clear the date range in the “Period” row (column B).
» Clear the data in the “Days” row (columns B and C).
e In“Days” row (column B) enter 1,2,3,4,5,6,7.
* Inthe “Days” row (column C) enter Sunday, Monday, Tuesday, Wednesday,
Thursday, Friday, Saturday.
5 Set any additional report options

6 Save the report with a descriptive name, for example “User Daily Activity Template.xIs”.
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To create a Report Runner shortcut to run the report

7 Create a desktop shortcut to the Report Runner, Tvrrun.exe. The default location for the
Report Runner is:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\Tvrrun.exe

For instructions on how to create a shortcut, see your Windows documentation.

To configure Report Runner options for the report
8 Right-click the new shortcut and choose Properties.

9 Inthe Target field, enter the pathname of the XLS file you created previously after the
pathname of the Report Runner itself. (See page 7-15 for examples of how to use the
Target field.)

10 Optionally, enter one or more of the following parameters:

e -C. Sends the charted report results displayed on the Report tab to your default
printer.

» -T. Sends the tabularized report results displayed on the Data tab to your default
printer.

e -5 <output file>. Prints the reportto a file with the name and path that you
specify. If you enter -s but do not specify an output filename and path, the new report
will overwrite the source XLS file each time the report is run.

Note: Do not use quotes around the output file path.

11 Click OK.
To run the report using the Report Runner, click its desktop shortcut.

Note the following:

» If areport generates no data, the existing report will be cleared anyway, so you will no
longer see the data from the last time the report was run.

» The “Days” option in the template will be ignored if the period is “Today” or
“Yesterday.” In that case the day used will be the appropriate one for the period chosen.
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Examples: Report Runner shortcut Target fields

This example sends the charted results of the Wait by Outcomel report to the printer:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\Wait by Outcomel.xls -C

This example sends both the charted and tabularized results of the Trunk Performance report to
the printer:

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\Trunk Performance.xls -C -T

In this example, the source XLS file of the User Activity report is overwritten with the new
report results.

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\User Activity.xls -S

In this example, the User Activity report is written to the file Fred_Sanders.xls in the Reports
directory. (Note that there are no quotes around the output file path.)

C:\Program Files\Vertical Wave\ViewPoint\Reporter\TVRRun\
Tvrrun.exe C:\Program Files\Vertical Wave\ViewPoint\Reporter\
Reports\User Activity.xls -S C:\Program Files\Vertical
Wave\ViewPoint\Reporter\Reports\Fred_Sanders.xls
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Running the Report Runner without a command line statement

If you run the file Tvrrun.exe without modifying its command line, the system opens a Help
topic that explains the Report Runner commands.

4 Report Runner E

The Report Runner command line switches determine how a report iz printed and saved after
being run by the Report Runner.

Syntax:  tvrunexe InputFile -C -T -5 DOutputFile

Input File Fequired Fath and filename of a Teleantage Report workbook
[.ul file] .

- Optional Frint the chart

-T Optional Frint the tabular report

-5 Output File Optional Save the report. |f no Output File is specified, the

Input File will be ovenwritten.

Example: c:Mvreportsibviun exe o h\vreportsiiwait by Outcomel . xls -C-T -5

In the above example, the ‘Wait by Outcome report is run, the chart and tabular report are
printed, and the input fil is replaced with the new repart.

Available reports overview

You can produce the reports listed in the following table. For detailed examples of the reports, see
the sections referenced in the table.

Contact Center Reports

Name Description

Activity History by Agent  Shows an agent's activity history by displaying a row for every change in
report agent state and personal status, and how long the agent spent in each state
(see page 7-21) and personal status, for all the queues to which the agent belongs.

Shows a history of all of the agent activity in a queue by displaying a row for
every change in agent state and personal status, and how long each agent
in the queue spent in each state and personal status. Shows data for all
agent activity in the queue.

Activity History by Queue
report
(see page 7-23)

Agent by Queue and Skill
Configuration report
(see page 7-25)

Lists each agent, showing to which queues he or she belongs and which
skills he or she possesses.
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Contact Center Reports

Name Description

Agent Call Trends report  Shows the number of calls an agent made or received and the agent’s aver-
(see page 7-26) age talk time.

Agent Performance
Trends by Queue report
(see page 7-28)

By hour, day, or any time interval, shows number of calls an agent made or
received while working in a queue and average talk time.

Agent Performance by
Skill report
(see page 7-29)

Provides summary data showing how each agent in a queue performed in a
given period by skill

Agent State Summary
report
(see page 7-30)

By hour, day, or any time interval, shows the amount of time an agent spent
in each state for each queue to which he or she belonged.

Agent State Summary by
Queue report
(see page 7-32)

By hour, day, or any time interval, shows the amount of time each agent
spent in each state for a queue.

Average Wait Time and
Call Volume by Time of By hour, shows average wait time and inbound call volume for a queue or
Day report ViewPoint Group.

(see page 7-33)

Call Distribution by Skill

and Agent report
(see page 7-34)

Call Distribution by Skill
and Queue report
(see page 7-36)

Provides a summary of how many calls were answered per selected agents
and selected skills.

Provides a summary of how many calls were answered per selected
queues and selected skills.

By any time interval, shows all the information that appears in the Call Log
for the entire system or the selected user or queue, in a spreadsheet form
that is easy to sort or filter.

Call Log report
(see page 7-37)

Call Result by Skill report

Shows comparative call results for all calls with skill requirements.
(see page 7-39)

Call Summary report By extension or workgroup, shows the total number of calls and the average
(see page 7-40) duration of calls placed.
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Contact Center Reports

Available reports overview

Name

Description

Call Transfer report
(see page 7-42)

By any time interval, reports on all of the calls transferred to another entity
by a user, Contact Center queue, or ViewPoint Group.

Call Trends report
(see page 7-44)

By hour, day, or any time interval, shows total outbound calls made by
agents in a queue.

Call Volume by Account
Code report
(see page 7-46)

By account code, shows the number of inbound and outbound calls made
using each account code and the total talk time, for a user, queue, work-
group, or all calls in the system.

Call Volume by Identified

Caller report
(see page 7-47)

By Wave contact, shows total calls a user, queue, or workgroup received
and average talk duration. For example, if you created 5 contacts, each to
track a different promotional advertisement code (using PIN numbers to
identify each contact), this report would show how many people called for
each promotion.

Contact Center Queue
Information report
(see page 7-34)

Lists all general information for each queue in your system, including a list
of all agents and their settings.

Contact Center Queue
Information report
(see page 7-48)

By agent, shows total calls made and received and average talk time for
any queue or workgroup.

Custom Data report
(see page 7-51)

Total calls and average talk time associated with calls from a user, queue, or
all system calls, that are identified by a specific custom data variable. For
example, an auto attendant could be configured to set the “Product” custom
variable to “Apples” or “Oranges” based on the menu choice selected. This
report would show how many callers selected Apples versus Oranges, and
the average length of those calls.

Grouped Service Level
report
(see page 7-53)

By five-second increments, shows wait time for all calls that were answered
by a user.

Inbound Call Outcome
Trends report
(see page 7-55)

By hour, day, or any time interval, shows total calls handled by one agent,
multiple agents, abandoned, sent to voicemail, and the total number of calls
for any queue.

Inbound Call Volume
Trends report
(see page 7-57)

By hour, day, or any time interval, shows the total calls a queue received,
average wait time, and longest wait time.
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Contact Center Reports

Name Description

Outbound Call Compari-
son report
(see page 7-58)

Outbound Calls by Phone
Number report
(see page 7-58)

Shows the number and duration of outbound calls in the following catego-
ries: In-state, Toll-free, and Other.

Shows the number and duration of outbound calls placed to prefixes that
you specify, for example 800 or 212.

Outbound Long Distance
Summary report
(see page 7-62)

By any time interval, shows your outbound long-distance phone traffic and
estimates your phone bill.

Queue Call History Detail
report
(see page 7-65)

Shows the call history for a selected queue, including the skill requirements
for each call.

Compares all queues on total number of calls, average wait time, and total
Queue Comparison report calls handled, abandoned, and sent to voicemail. For example, you can see

(see page 7-66) how well your sales queue performs compared to your technical support
queue.

Queue Performance Sum- Lists performance information for each agent in a queue, including inbound,

mary by Agent report outbound, and internal call statistics, as well as the percentage of time

(see page 7-68) spent in each agent state.

Service Level report By wait time, shows the percentage of calls answered, abandoned, or sent

(see page 7-69) to voicemail during a time range for a queue.

Service Level by Skill
report
(see page 7-71)

By wait time, shows the percentage of calls with a single skill requirement in
a single queue that were answered, abandoned, or sent to voicemail.

Skill Assignment by Shows which agents have which skills within which queues.
Agent report
(see page 7-72)

By hour, shows the average number of inbound and outbound calls handled
Trunk Performance report by the trunks you specify and the percentage of these trunks in use. Tells
(see page 7-72) you if you need to add or remove trunks from your Wave system, and can
also help you predict future trunk performance.

Trunk Usage report By any time interval, reports on all trunks within a dialing service in terms of
(see page 7-75) the amount of time the trunks were busy.
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Contact Center Reports

Name Description

Unanswered Calls During
Business Hours report
(see page 7-77)

By any time interval, shows inbound calls during your Wave business hours
that were not answered by a user.

User Activity report Pie charts showing the percentage of an agent's time spent in active versus
(see page 7-79) other statuses. Shows the kinds of calls that make up the active calls.
User Call Trends report Shows the number of calls a user made or received and the user’s average
(see page 7-81) talk time.

Wait by Outcome report By hour, day, or any time interval, shows how long callers waited before
(see page 7-84) their calls were handled, abandoned, or sent to voicemail.
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Activity History by Agent report

The Activity History by Agent report displays a row for every change in agent state and personal
status, and how long the agent spent in each state, for all the queues to which the agent belongs.

Setting options for the Activity History by Agent report

Important: This report can return a very large amount of data, so you should run it only for the
date range required to avoid negatively impacting system performance.

Reading the Activity History by Agent report

Report tab

There is no Report tab for this report.

Data tab

The Data tab displays the following information:
» Time. Date/time at which the agent changed state.
* Personal Status. The agent’s history of personal status changes.
* Time in personal status. The amount of time spent in each instance of a personal status.

» Queue. Name of the queue in which this state change was made. A blank cell indicates
that the change applied to all queues in which the agent was a member.

» State. The state to which the agent changed. For an explanation of states see “The Agents
pane” on page 6-4.

» Duration. How long the agent remained in the state.

Filtering the Activity History by Agent report

To view all the entries of one type only, click the arrow button in any column header and select
the element you want to view. The report is filtered to display only the records for that element.
For example, you could filter the State column for “Standby” to see how many times the agent
was checking voicemail, or filter the Personal Status column for “On Break.”
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Totals tab
A B | c | D | E | =
Date Calls Answered Calls Placed Total Calls - All  Time on Calls Inbound  Time
1
| 47 |B/23/2005 21725 2:11:02 16:00:09
| 48 |B/24/2005 53921 1:45:00 15:59:39
| 45 |B/25/2005 a02:22 1.52:18 15:50:22
| 50 |B/26/2005 1:54:08 1:15:29
| 51 |B/25/2005 6:20:46 15:59:40
| 52 |B/30,/2005 2:20:28 2:55:00 18:36:03
| 53 |B/31/2005 5:46:56 21718 16:06:34
a4
| 55 | Totals 84:00:26 48:30:26 523:11:39 0:00:06 -
M 4 » M} Data }Totals { Report Options 14 | r
Ready P 0 Jeoml 0] 2

The Totals tab displays the following statistics for the agent for each date in the date range:
* Calls answered. Total inbound calls answered.
» Calls placed. Total outbound calls placed.
* Inbound calls. Total number of inbound calls
* Outbound calls. Total number of outbound calls.
* Total calls. Total number of calls including inbound and outbound.
* Time on calls. Total time on queue calls for inbound, outbound, and all calls.
* Avg. call. The average length of a call, for inbound, outbound, and all calls.
* First Activity. Time of the agents’ first state change that day.
* Last Activity. Time of the agents’ last state change that day.
* First Queue Call. Time of the agent’s first queue call that day.

* Last Queue Call. Time of the agent’s last queue call that day.
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Activity History by Queue report

The Activity History by Queue report shows a row for every change in agent state and personal
status, and how long each agent in the queue spent in each state.

Setting options for the Activity History by Queue report

Important: This report can return a very large amount of data, so you should run it only for the
date range required to avoid negatively impacting system performance.

Reading the Activity History by Queue report

Report tab

There is no Report tab for this report.

Data tab

The Data tab displays the following information:

Time. Date/time at which the agent changed state or personal status.

Agent. Agent’s name. The first and last activity of each day is displayed in bold face for
each agent.

Personal status. The personal status that the agent selected.

Time in personal status. The length of time the agent spent in that iteration of the
personal status.

State. The state to which the agent changed. For an explanation of states see “The Agents
pane” on page 6-4.

Time in state. The length of time the agent spent in that iteration of the state.

Signed in/out. Displays when an agent signed in or out of the queue.

Filtering the Activity History by Queue report

To view all the entries of one type only, click the arrow button in any column header and select
the element you want to view. The report is filtered to display only the records for that element.
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For example, you could filter by The Agent column for “Melody Altan” to see the activity of
that agent only.

Totals tab

To view performance subtotals for each agent and totals for the queue as a whole, click the
Totals tab at the bottom of the report.

A B | i | D | E B
Date Agent  Calls Answered Calls Placed Total Calls - All
1

1524 |5/31/2005 Kilri Srith 1:56:47
1525 |8/31/2005 Mary Macanas 2:83:32 14:04:46
1526 |5/31/2005 Mike “ieira 4:28:08 15:37:54
1527 |5/31/2005 Feter Renzes 2:86:42 17:16:33
1528 |5/31/2005 Fenata Menitt 2:85:26 2:01:05
1525 |8/31/2005 - Totals 55:19:48 98:35:07
530
1531 | Totals 2170:40:40 245:05:44 3819:26:21_
532 et
M 4 » M4 Data }Totals { Report Options 14 | r
Ready e AN N R

The Totals sheet for the Activity History by Queue report displays the following statistics for
each agent and for the queue as a whole:

» Calls answered. Total inbound calls answered.

e Calls placed. Total outbound calls placed.

* Total calls. Total number of calls including inbound and outbound.

e Time on calls. Total time on queue calls for inbound, outbound, and all calls.

e Avg. call. The average length of a call, for inbound, outbound, and all calls.
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Agent by Queue and Skill Configuration report

The Agent by Queue and Skill Configuration report lists each agent, the queues each agent
belongs to, and the skills the agent possesses

Setting options for the Activity History by Queue report

There are no report options for this report, which reports on all agents, all queues, and all skills.

Reading the Activity History by Queue report

A | B [ 5

1 |Agent Queue Skill
| 2 |Chris Brooks Sales Cueue Dos
| 3 | InstantOffice
| 4 | TeleVantage
| 5 | Unix
| 6 |
| 7 | Support Dos
| 3 | Unix

o
| 10 |Mark Zeeg Sales Cueue Dos
|11 | InstantOffice
| 12 | TeleVantage
| 13 | Unix

14
| 15 |¥ia0 Doarn Sales Cueue Dos
| 16 | InstantOffice
| 17 | TeleVantage
| 18 | Unix
| 19 |
| 20 | Support Dos
| 21 | Unix
| 22 |

2
I4]47» [pi}\Report {Data 4]
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Agent Call Trends report

The Agent Call Trends report displays the number of inbound and outbound calls an agent
handled, with the average talk time for each category.

Reading the Agent Call Trend report

Agent Call Trends - Jan Dowen
{2/25/2004 - 2125/2004)

120.00
= 100.00
+ 50.00
T 60.00
-+ 40.00
= 20.00
r 0.00

Calls

Talk Time

L R (I R L = st |
TR

& & & &S
I A A

Hours

&
BU O

||:|Inh0und Calls mmmm Outhound Calls —&— Average Talk Time Inbound (minutes) —s—Average Talk Time Outbound (minutes) |

Report tab

The Report tab displays the following information in a stacked bar chart:
* Interval. Each interval in the reporting period is labeled along the x-axis of the report.

* Calls. Total number of Inbound Calls and Outbound Calls per interval. Displayed as
stacked bars, and read against the left y-axis of the report.

* Talk Time. Average Talk Time Inbound (minutes) and Average Talk Time Outbound
(minutes) per interval. Displayed as two lines, and read against the right y-axis of the
report.
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Data tab
The Data tab displays the following information:

The following fields appear in this report:
* Time interval. Displays as the x-axis of the report.
e Calls. The number of calls. Displays as the y-axis of the report.
* Inbound calls / Outbound calls. Displays as different-colored bars.

e Average talk time Inbound/Outbound. In minutes. Displays as two lines.
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Agent Performance Trends by Queue report

The Agent Performance Trends by Queue report shows the number of calls a user made or
received for a particular queue and the average talk time. Personal calls—those sent directly to
or made from the user’s extension—are not included. Station-to-station calls are not included in
this report unless the Administrator selects the Log Internal Calls option.

Reading the Agent Performance Trends by Queue report

Agent Performance Trends by Queue - Agent's Name
(11172001 - 12/31/2001)

Talk Timae

Calls 80 4 B . =

B )
b P o '\‘{9’ ,\-{9 L "b{b '1'}'@

Weeoks

Report tab

The Report tab displays the following information in a stacked bar chart:
» Interval. Each interval in the reporting period is labeled along the x-axis of the report.

e Calls. Total number of Inbound Calls and Outbound Calls per interval. Displayed as
stacked bars, and read against the left y-axis of the report.

e Talk Time. Average Talk Time Inbound (minutes) and Average Talk Time Outbound
(minutes) per interval. Displayed as two lines, and read against the right y-axis of the
report.
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Agent Performance by Skill report

The Agent Performance by Skill report provides summary data showing how each agent in a
queue performed in a given period by skill. This report allows setting various thresholds on
Report Options tab in Excel that are colored on the Report and Data tabs if those values exceed
the thresholds you specify.

Reading the Agent Performance by Skill report

A [ B [ B [ D | E [ B =
| 1| Agent Performance by Skills - Sales Queue BE
| 2 | (5/1/2005 - 5/31/2005, 9:00 AM - 5:00 PM)

Short Calls
3 | Skill Date Agent Calls A ed A ed  Wrap Up Time
| 4 |DOS 05/23/2005 Mark Zernma 2 1] 0:00:10
5 Hiao Douy 1 1 0:00:20
| B | Summary 3 1 0:00:30
7
8 |English 05/23/2005 Hiao Douy 1 1] 0:00:10
| 9 | Summary 1 1] 0:00:10
10
| 11 |Spanish 05/23/2005 Mark Zemma 2 0 0:00:10
12 Hiao Douy 1 1 0:00:20
| 13 | Summary 3 1 0:00:30
14
15 [Unix 05/23/2005 Hiao Douy 1
| 16 | Summary 1
| 17 |
| 18 |Report Summary 8
| 15 |
| 20 |
| 21 |
22
44 » |M|"Report { Data 4 Report Options 4]

This report is in data form only. For each skill, it shows the queue performance of each agent
with that skill as follows:

e Short Calls Answered. A call is considered short call if wait time is less or equal to the
short call threshold (see “Setting general Reporter options” on page 7-8).

» Answered. The number of calls answered including short calls.
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* Wrap Up Time. The time between calls to finish up paper work.
* Talk Time. The total talk time on the answered calls.
* Average Talk Time. Talk Time / (Answered + Short Calls Answered).

*  Work Time. Talk Time + Wrap Up Time.

Agent State Summary report

The Agent State Summary report shows how much time an agent spent in each state, with
separate displays for each queue to which the agent belonged. For an explanation of agent states,
see page 6-4.

Reading the Agent State Summary report

Agent State Summary - Jan Dowen
(2/26/12004 - 2126/2004)

90.00
§0.00
70.00
60.00
50.00 1
40.00
30.00
20.00
10.00
0.00 A

Total Duration {minutes)

Cust Serv Call Center Sales Call Center THL SMQ WRM Queue

O Signed out H Ready O Standby OWrap-up inbound  m Offering
O Mo answer | Active inbound mActive outbound  mWrap-up outbound m Dialing
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Report tab

The Report tab displays the following information in a stacked bar chart:

Queue. Each queue of which the agent is a member is labeled along the x-axis of the
report.

To

tal Duration (minutes). Total amount of time the agent spent in each of the following

agent states per queue. Displayed as stacked bars, and read against the left y-axis of the
report.

Fo

Signed out
Ready
Standby
Wrap-up inbound
Wrap-up outbound
Offering
No answer
Active inbound
Active outbound
Dialing

r the exact breakdown of the time the agent spent in various agent states per queue, click

the Data tab.
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Agent State Summary by Queue report

The Agent State Summary by Queue report shows how much time each agent in a queue spent
in each state. For an explanation of the various agent states, see page 6-4.

Reading the Agent State Summary by Queue report

Agent State Summary By Queue - Sales Call Center
{11112004 - 1/31/2004)

50000.00
45000.00
T p— . fr—
L] 40000.00
£ 35000.00 4 - - —
£ 000000 4
=
_% 25000.00 +
S 2000000 - .
=]
- 15000.00 1
[}
E 10000.00 1 -
5000.00 1
0.00 - T T T T T T
Debbie Altman  Eric Lane Jan Derby Wark Dow tark Mike Bell  “icky Fringe
Finocchilezza
O Signed out H Ready O Standby OWrap-up inbound  m Offering
O Mo answer | Active inbound mActive outbound  mWrap-up outbound m Dialing
Report tab

The Report tab displays the following information in a stacked bar chart:

Agent. Each agent in the queue is labeled along the x-axis of the report.

Total Duration (minutes). Total amount of time spent in each of the following agent states
per agent. Displayed as stacked bars, and read against the left y-axis of the report.

Signed out

Ready

Standby

Wrap-up inbound
Wrap-up outbound
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e Offering

« No answer

* Active inbound
* Active outbound

« Dialing

For the exact breakdown of the time each agent spent in various agent states, click the Data

tab.

Average Wait Time and Call Volume by Time of Day report

The Average Wait Time and Call Volume by Time of Day report shows the average time that
callers waited and the average call volume for all inbound calls to a queue or workgroup,

displayed by time of day.

Reading the Average Wait Time and Call Volume by Time of Day report

Average Wait Time and Call Volume by Time of Day - Tech Support
(7/1/2001 - 7/31/2001) - Mon, Tue, Wed, Thu, Fri

L] — 4,00
A T3.50
5 A ]

T30

4
2.50
Call Volume 3 | 2.00
- 150

2
- 1.00

1
- 0.8
a [ [ 4000

R PN
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Time of Cay

B Average Call WVolume —— Average Wait Time (minutes) |

Wiait Time

Release 2.0 N7 VERTICAL Wave Contact Center Administrator Guide

September 2010



Call Distribution by Skill and Agent report 7-34
Chapter 7: Running Contact Center Reports

Report tab

The Report tab displays the following information in a bar chart:
» Time of Day. Each hourly time period is labeled along the x-axis of the report.

* Call Volume. Average Call Volume (number of inbound calls) for each hourly time
period. Displayed as bars, and read against the left y-axis of the report.

e Wait Time. Average Wait Time (minutes) from the time the call arrived on the Wave
Server until it was answered by an agent. Displayed as a line, and read against the right
y-axis of the report.

Note: A call is logged in the hourly time period during which it arrives on the Wave Server, not
the hourly period during which it is answered. For example, if a call arrives at 1:59 PM and is
answered at 2:01 PM, it is included in the 1:00 PM period.

Call Distribution by Skill and Agent report

The Call Distribution by Skill and Agent report provides a summary of how many calls were
answered per agent and per skill. In the Options dialog you can select one or more agents, one
or more skills, and the report period. This report allows setting various thresholds on the Report
Options tab in Excel that are colored on the Report and Data tabs if those values exceed the
thresholds you specify.
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Reading the Call Distribution by Skill and Agent report

Call Distribution by Skills and Agent
(5/1/2005 - 5/27/2005 9:00 AM - 5:00 PM)

2
PR
"
]
1 U S—
1 U S— E—
D T T
&
ot & &
O English m Spanish ODOS O Unix
Report tab

The Report tab displays the following information in a side-by-side bar chart:
e Agent. Each agent is labeled along the x-axis of the report.

» Calls. Total number of calls with a skill requirement answered per agent. Displayed as
side-by-side bars, and read against the left y-axis of the report. Colored bars

Note: If a call has more than one skill requirement, that call is counted multiple times, once for
each skill.
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Call Distribution by Skill and Queue report

The Call Distribution by Skill and Queue report provides a summary of how many calls were
answered per queue and per skill. In the Options dialog you can select one or many queues, one
or many skills, and the report period. This report allows setting various thresholds on the Report
Options tab in Excel that are colored on the Report and Data tabs if those values exceed the
thresholds you specify.

Reading the Call Distribution by Skill and Queue report

Call Distribution by Skill and Queue
{5/112005 - 5/27/2005 9:00 AM -5:00 PM)

Calls

0O = = k)R W ks
T SR TR N R

oQQO

B English @ Spanish 0DOS O Unix |

Report tab

The Report tab displays the following information in a side-by-side bar chart:
* Queue. Each queue is labeled along the x-axis of the report.

* Calls. Total number of calls with a skill requirement answered per queue. Displayed as
side-by-side bars, and read against the left y-axis of the report.

Note: If a call has more than one skill requirement, that call is counted multiple times, once for
each skill.
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Call Log report

The Call Log report shows all the information that appears in the Call Log for a user or a queue,
in a spreadsheet form that is easy to sort or filter. Using Microsoft Excel’s drop-down filtering
tools, you can filter by any column to see just the calls you want.

This report should only be run for a small number of days due to the quantity of data that may
be produced.

Setting options for the Call Log report

The following options are available for this report:
» One of the following:
* Queue. Select the queue to report on from the drop-down list.
e User. Select the user to report on from the drop-down list.

» All calls. Select this option to report on all calls, including calls involving agents in
queues.

* Period. Select the time frame to report on from the drop-down list. If you select Custom
Date Range, select the range’s Start and End dates.

Reading the Call Log report

Note: By default you can report only on your Call Log and all Call Logs that are visible to you
in ViewPoint (for example, a queue’s Call Log if you have permission to view it, and any Call
Logs that have been shared with you). To report on any Call Log, you must have the Wave
permission Report on all call logs set to Allow. See Chapter 11 in the Wave Global
Administrator Guide for more about setting general Wave permissions.

E [ F I H N hl
Start Time End Time Duration Result Left MiNo Org Acci Answered By
1 [ [ [ B 5
| 35 1011472002 7:06:29 PR 101142002 7:068:23 PR 00:00:00  Supervised transfer Mo Tech Support Aft
| 36 101472002 7:62:26 PR 10M142002 7:52:26 PR 00:00:00  Supervised transfer Mo Tech Support Al
| 37 10152002 9:.02:04 AW 1011552002 9:.02:04 AW 00:00:00  Supervised transfer Yes Tech Support Al
| 38 |10/15/2002 9:21:45 AM  10/15/2002 9:22:55 AWM 00:01:10  Connected Mo Rob Simsox
| 39 |10/15/2002 9:26:40 AM  10/15/2002 9:31:53 AWM 00:05:13  To voice mail Mo Shane Wilcoh
| 40 |10/15/2002 9:38:17 AM  10/15/2002 9:35:17 AW 00:00:00  Blind transfer Mo Shane Wilcoh
| 41 10152002 9:32:81 AWM 10M1502002 9:44:26 AWM 00:11:35 Ta vaice mail Mo Unknown
| 42 |10/15/2002 9:44:13 AM  10/15/2002 9:46:53 AW 00:02:40  Connected Mo Rob Simsox
| 43 101152002 9:43:41 AW 101552002 9:80:27 A 00:00:46  Connected Mo Unknown
44 101552002 2:50:33 AWM 101552002 2:55:56 AWM 00:05:23  To voice mail Mo Rob Simsox
| 45 [1NAE20N2 9-573-43 At TNARLNND 9-5R-57 Ak nn&s14  (Toownice mail Mn Shane Wilrnh
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For a description of the Call Log columns, see Chapter 8 in the Wave ViewPoint User Guide.

Filtering Call Log data by column

To filter the report by column, click the arrow on any column header. From the drop-down list,
select the column entry that you want to display. The report shows only calls with that column
entry. Alternately, select Custom to filter by more complex criteria.

“|iTop 10...)
{Custom,..)
_| Inbound

Cuthbound

Y S|

Direction |

Examples of using the filter include viewing the following:

All calls with account code 55 (Account Code column)

All inbound or all outbound calls (Direction column)

All calls longer than 30 minutes (Duration column, select Custom)
All abandoned calls (Result column)

All calls that were automatically recorded by the queue (Recorded by Queue column)
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Call Result by Skill report

The Call Result by Skill report shows comparative call results for all calls with skill
requirements. In the Report Options dialog you can select which skills to report on, and which
queues to include in the totals, in addition to the report period. This report allows setting various
thresholds on the Report Options tab in Excel that are colored on the Report and Data tabs if
those values exceed the thresholds you specify.

Reading the Call Result by Skill report

Call Result by Skill
(64512005 - 6/11/2005 9:00 AM - 11:00 PM)
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Calls
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Average Wait Time {sec)

B Abandoned == "oice Mail CJAnswered
Average Abandoned Wait Time —— Average Yoice Mail Wait Time —e— Average Answered Wait Time
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Report tab

The Report tab displays the following information in side-by-side bar chart:
» Skill. Each selected skill is labeled along the x-axis of the report.

» Calls. Total number of Abandoned, Voice Mail, and Answered calls per skill. Displayed
as side-by-side bars, and read against the left y-axis of the report.

* Average Wait Time (sec). Average Abandoned Wait Time, Average Voice Mail Wait
Time, and Average Answered Wait Time per skill. Displayed as three lines, and read
against the right y-axis of the report.

Each selected skill appears as a grouping along the x-axis. Colored bars corresponding to
different call results show how many calls had each result per skill.

Call Summary report
This report shows the total number of calls and the average duration of calls placed from an

extension or a ViewPoint Group. You can choose whether the report shows internal or external
calls.

Note: When internal calls is selected, the report includes users who are calling from trunks,
such as users with IP phones or users calling from remote phones and logging in.
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Reading the Call Summary report

Call Summary - Sales (Field)
{2/25/2004 - 2125/2004) - All Calls
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Report tab

The Report tab displays the following information in a bar chart:

» User. Each user who placed a call from an extension or a ViewPoint Group is labeled
along the x-axis of the report.

* Number of calls. Total number of calls placed per user. Displayed as bars, and read
against the left y-axis of the report.

* Average Duration (minutes). Average duration of each call. Displayed as a line, and read
against the right y-axis of the report.

Data tab
The Data tab displays the following information:

The Data tab of this report shows Total Duration.
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Call Transfer report

This report shows how many calls were transferred during the reporting period, and to whom
the calls were transferred. You can report on all transferred calls, or on calls transferred by an
individual user, queue, or ViewPoint Group.

Setting options for the Call Transfer report

The following options are available for this report:
» One of the following:
e Queue. Queue to report on.
e User. User to report on.
* ViewPoint Group. Group to report on.
* All calls. Report on all transferred calls.

* Period. Time frame to report on. If you select Custom Date Range, you must also specify
the range’s Start and End dates.
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Reading the Call Transfer report

E:I Call Transferl M= E3

Call Transfer - All users
(11/9/2009 - 11113/2009)

Number of Transfers
(8]

a f f f i i i
Eric Sawyer Musa Amodio Mian Archa Ben Dionne Samantha Tan Dan Sirma Mike Tarcha

Transfer Target

O Mumber of Transfers

WM 4 » M\Report  Data £ Report Options

Report tab

The Report tab displays the following information in a bar chart:

» Transfer Target. Each party to whom a call was transferred is labeled along the x-axis of
the report.

* Number of Transfers. Total number of transfers per transfer target. Displayed as bars, and
read against the left y-axis of the report.
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Data tab

The Data tab contains the following columns:

» Transfer Target. Each party to which a call was transferred is displayed as a row in the
report.

* Number of Transfers. Total number of calls transferred to the transfer target.

* Inbound Calls. Total number of inbound calls received by the transfer target.
Totals tab

There is no Totals tab for this report.

Call Trends report

The Call Trends report shows total number of inbound and outbound calls for a Contact Center
queue by its agents. The agents must place calls as the queue for outbound calls to be reported
(see “Placing calls from a queue vs. calling as user” on page 5-9). This report is useful for
tracking calls made to customers or calls made during marketing campaigns. It does not include
personal calls (calls made when the outbound queue-calling feature was not activated).
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Reading the Call Trends report

Call Trends - Tech Support Call Center
(6/17/2001 - 6/23/2001)
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Report tab

The Report tab displays the following information in a stacked bar chart:
* Interval. Each interval in the reporting period is labeled along the x-axis of the report.

e Calls. Total number of Inbound Calls and Outbound Calls per interval. Displayed as
stacked bars, and read against the left y-axis of the report.

e Talk Time. Average Talk Time Inbound (min) and Average Talk Time Outbound (mins)
per interval. Displayed as two lines, and read against the right y-axis of the report.

Note: The entire call length is included in Talk Time, regardless of when during the call the
account code was entered.
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Call Volume by Account Code report

The Call Volume by Account Code report shows the inbound calls, total calls (inbound and
outbound), and talk time for all calls for which an agent entered an account code. This report is
useful for billing customers for service given to them over the phone or for tracking marketing
campaigns.
You can report on calls that used account codes from any of the following categories:

» All calls handled by a particular agent or other user

» All calls handled by a queue, regardless of the agent involved

» All calls system-wide

Reading the Call Volume by Account Code report

Call Volume by Account Code - Sales Queue
(1/1/2001 - 8/1/2001)
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Report tab

The Report tab displays the following information in a stacked bar chart:

Account code. Each account code is labeled along the x-axis of the report.

Calls. Total number of Inbound Calls and Outbound Calls per account code. Displayed as
stacked bars, and read against the left y-axis of the report.

Talk Time. Talk Time Inbound (minutes) and Total Talk Time (minutes) per account code.
Displayed as two lines, and read against the right y-axis of the report.

Note: The entire call length is included in Talk Time, regardless of when during the call the
account code was entered.

Call Volume by Identified Caller report

The Call Volume by Identified Caller report shows the number of calls a user or queue received
from each identified contact and the average talk time. For example, if you created 5 contacts,
each to track a different promotional advertisement code (using PIN #s to identify each contact)
this report would show how many people called for each promotion.

Note the following:

When reporting on a queue, only calls from public contacts are listed, since the queue has
no personal contacts.

When reporting on a Contact Center queue agent, all personal calls sent to the agent are
listed, even if someone else answered the call. Calls sent to other agents are not reported
on, even if the agent answered them.

Report tab

The following fields appear in this report:

Contacts. Displays on the x-axis of the report. Public and private contacts are both listed.

Calls. The total number of calls from each contact. Displays as a bar for each contact.
Read against the left y-axis of the report.

Average Talk Time. The average time the agent spent talking with each contact. Displays
as a line. Read against the right y-axis of the report.
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Contact Center Queue Information report

The Contact Center Queue Information report shows general information about each queue in
your system, including a list of agents and their current settings. Use this report to get a snapshot
of a queue’s setup without using the Administrator.

Reading the Contact Center Queue Information report

A 8 c o E E G H
| [Queue Extension nip Distribution Comments Malibox % Full Hald Music Station Racord Nth Call
31 [Sales Call Center [ Found robin Sales Call Cenar 2 0% ] 1
x
] Agent Extension Signed In Oserver Hecard Hih Call Skills
Sarh Cowell 1 s [ [ Salus Crurflows2
M
£ John Harme 180 Yes N Ceach an sgent, Monitor Agerd cals Sales Cverlow=2
Melissa Amion 10 Vs Na 0 Change the Personal Status of anolher agerd, Jon another agents Sales Crerflows1
call, Coach an agenn, Monitor Agent calls, Monilor Cusue statrtics,
3 Gusturt Sign InfClut, View agants being manitord
v Aron Storm 12 Yos Na [} Sales Crarlow=1
= Camen Harley 19 Yes N [1] Sales Cverlow=1
Agent B 102 Mo Yes [0 Wanitor Agent calls, Monitor Dusue stalrstics, View agenls being Sales Overflows1
= monitoned, Access Queue call monitor, Avcess Queus mailbox
40 Agert 7 157 Mo Yesu 0 Manitar Agart calls Salos Cravrflows=1
Agent B 10 Ho Yos 0 Change the Personal Status of another agers, Join ancthar agents Sales Crarlow=1
call, Coach an agent, Monnor Agent calls, View agents baing
] monitoned
Agent 8 410 Mo Na 0 Change the Peesonal Status of another agors, Jein ansther agents Salos Crrflow=1
call, Coach an agent, Monitor Agent calls, View agents baing
a2 manitored
43 Agent 10 i1} Mo Tes o Coach an sgent, Mondor Agert calls
44 Agunt 11 175 My Yes [ o ancther agents cal, Coach an sgent, Monitor Agert calls
45 Agnt 12 113 Mo Yo 0 Jain ancthes agents call, Coach an agent, Monitor Agart calls
45 Agant 13 A Yos o a
ar Agant 14 7] Mo Ve [1] Access Qusue call mennor
] Agent 15 an Mo Yes [0 Sales Cerflows1
Agunt 16 148 Mo Yes 0 Access Dueue call log, Acoess Quewe call monitor, Access Duewe Salus Crrflows1
49 mailho
50 Agant 17 145 Yos Na [} Sales Crarlow=1
51 Agent 16 153 Yes N [1] Sales Cverlow=1
52 Agent 19 s i} Yes Mo o Sales Chrerflows1
53 Tutal Agents 1
54
55 |Cust Serv Call Canter [z Top down  Customer Sardice Call Centar 413% [} [i
=

This report is in data form only. For each queue, it shows general information about the queue
on the top line. Below the queue line, it shows the following information for each agent in the
queue:

* Extension. The agents’ extension.

» Signed in. Whether or not the agent can receive calls from the queue. See “Signing in and
out of a queue” on page 5-5.

» Observer. Whether or not the agent is an observer. Observer agents can monitor the
gueue without being seen by other agents. See “Adding agents to a queue” on page 2-19.

* Record Nth Call. How often Wave automatically records the agent’s queue calls.
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* Permissions. The agent’s permissions. See “Agent permissions” on page 2-24.

» Overflow tier. The agent’s overflow tier. See “Configuring expected wait time” on page
2-44. A value of 0 indicates a primary agent.

» Skills. A list of the agent’s skills.

Cumulative Calls and Average Talk Time by Agent report
The Cumulative Calls and Average Talk Time by Agent report shows the total queue or

workgroup calls an agent received and made (inbound and outbound) and the average talk time.
The agent’s personal calls are not included in this report.

Reading the Cumulative Calls and Average Talk Time by Agent report

Cumulative Calls and Average Talk Time by Agent - Queue 1
{1/1/2001 - 6/123/2001)
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Report tab

The Report tab displays the following information in a stacked bar chart:

» Agents. Each agent in the queue is labeled along the x-axis of the report. There are two
additional labels:

* Unknown Agent(s). Used for calls involving agents who have been deleted from
Wave.

* Directly to Voice Mail. Used for calls that the queue sent directly to Voice Mail
without ringing any agent’s phone.

* Total Calls. Total number of Inbound Calls and Outbound Calls per agent. Displayed as
stacked bars, and read against the left y-axis of the report.

* Talk Time. Average Talk Time Inbound (minutes) and Average Talk Time Outbound
(minutes) per agent. Displayed as two lines, and read against the right y-axis of the
report.

Data tab

The Data tab displays the following information:
» Agents. Displays on the x-axis of the report.
* Unknown agents. Calls involving users who have been deleted from Wave.

» Directly to voicemail. Calls that the queue sent directly to voicemail without ringing any
agent’s phone.

* Inbound and outbound calls. Displays as stacked bars for each agent. Read against the
left y-axis of the report.

* Average Talk Time for Inbound and Outbound Calls. Displays as two lines. Read against
the right y-axis of the report.
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Custom Data report

The Custom Data report shows the total number and average talk time of inbound calls
involving a specific custom data variable for a user, queue, or for all calls.

For example, you could configure an auto attendant to set the “Product” custom variable to
“Apples” or “Oranges” based on the menu choice selected. You could then run this report to
show how many callers selected Apples versus Oranges, and the average length of those calls.

Setting options for the Custom Data report

The following options are available for this report:
» One of the following:
* Queue. Queue to report on.
* User. User to report on.
e All calls. Report on all calls, including calls involving agents in queues.
e Custom Data. Custom data variable to report on.

e Period. Time frame to report on from the drop-down list. If you select Custom Date
Range, you must also specify the range’s Start and End dates.
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Reading the Custom Data report

Custom Data - Sales Call Center: Call Type
(2222004 - 2128/2004)
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Report tab

The Report tab displays the following information in a stacked bar chart:

» Variable setting. Each possible setting for the specified custom data variable is labeled
along the x-axis of the report.

» Calls. Total number of calls that involved the specified custom data variable. Displayed
as bars, and read against the left y-axis of the report.

* Talk Time. Average Talk Time (minutes) for calls that involved the specified custom data
variable. Displayed as a line, and read against the right y-axis of the report.
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Grouped Service Level report

This report shows wait time for all external calls, displayed in five-second groupings. Wait time
includes the amount of time that the caller waited between the extension being dialed and the
user picking up, plus any time spent in a blind transfer later in the call. Note that wait time does
not include time that the caller spent on hold, parked, or in a supervised transfer.

Setting options for the Grouped Service Level report

The following options are available for this report:
» One of the following:
e Organization. Organization to report on.
* ViewPoint Group. Group to report on.

e All calls. Report on all externals calls, including those involving agents in queues
and members of ViewPoint Groups.

* Period. Time frame to report on from the drop-down list. If you select Custom Date
Range, you must also specify the range’s Start and End dates.
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Reading the Grouped Service Level report

Grouped Service Level - All Calls
(2/26/12004 - 2126/2004)
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Report tab

The Report tab displays the following information in a stacked bar chart:

e Wait Time (sec). Wait times in 5-second intervals are labeled along the x-axis of the
report.

* 9% of Calls. Percentage of the total number of calls per each 5-second wait time interval.
Displayed as bars, and read against the left y-axis of the report. The total number of calls
is displayed at the bottom of the report.
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Inbound Call Outcome Trends report
The Inbound Call Outcome Trends report shows the total number of calls to a queue and how
those calls were handled, including the total calls handled by one agent, handled by multiple
agents, sent to voicemail, and abandoned.

Setting options for the Inbound Call Outcome Trends report

The following options are available for this report:

* Period. Time frame to report on from the drop-down list. If you select Custom Date
Range, you must also specify the range’s Start and End dates.

Reading the Inbound Call Outcome Trends report

Inbound Call Outcome Trends - Sales Call Center
(5/1/2001 - 5/31/2001)
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Report tab

The Report tab displays the following information in a stacked bar chart:

Period. Each day in the reporting period is labeled along the x-axis of the report.

Calls. Total number of calls per day. Displayed as stacked bars, and read against the left
y-axis of the report.

Each stacked bar displays the total number of calls per queue/period that resulted in any
of the following outcomes:

Handled - One Agent
Handled - Multiple Agents

Voice Mail. This outcome represents calls that went to Voice Mail while the queue
was sending calls to agents.

Abandoned

Directly to Voice Mail. This outcome represents calls that went to Voice Mail
because the queue was configured to send calls directly to Voice Mail.

For the exact number of calls that resulted in each outcome, click the Data tab.
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Inbound Call Volume Trends report

Inbound Call Volume Trends report

The Inbound Call Volume Trends report shows the number of calls that a queue received, the
average time callers waited, and the longest time a caller waited.

Note: If the queue was configured to send calls directly to voicemail, those calls are included
in the report and are treated as having a wait time of 0.

Reading the Inbound Call Volume Trends report

Inbound Call Volume Trends - Sales Call Center
{1/1/2001 - 6/13/2001)
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Report tab

The Report tab displays the following information in a stacked bar chart:
* Interval. Each interval in the reporting period is labeled along the x-axis of the report.

* Inbound Calls. Total number of inbound calls per interval. Displayed as stacked bars, and
read against the left y-axis of the report.

*  Wait Time. Average Wait (minutes) and Longest Wait (minutes) per interval. Displayed as
two lines, and read against the right y-axis of the report.
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Outbound Call Comparison report

The Outbound Call Comparison report separates your outbound calls into three categories:
In-state, Toll-free, and Other. The In-state and Toll-free categories depend on your settings in
the general Reporter Options dialog (see “Setting general Reporter options” on page 7-8).

Standard long-distance calls (calls made to non-free area codes) are included under “Other.”

Setting options for the Outbound Call Comparison report

The following options are available for this report:
» One of the following:
e Organization. Organization to report on.
e All calls. Report on all outbound calls, including those involving Organizations.

e Period. Time frame to report on. If you select Custom Date Range, you must specify the
range’s Start and End dates.
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Reading the Outbound Call Comparison report
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Report tab

The Report tab displays the following information in a bar chart:

* Categories. Each category—In-state, Toll-free, and Other—is labeled along the x-axis of
the report.

* Number of Calls. Total number of outbound calls per category. Displayed as bars, and
read against the left y-axis of the report.

* Total Duration (minutes). Total duration of all outbound calls per category. Displayed as a
line, and read against the right y-axis of the report.
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Outbound Calls by Phone Number report

This report counts the number and duration of outbound calls placed to a specified list of phone
number prefixes. Enter the prefixes in the Number prefixes field in the Options dialog for this
report (separate prefixes with commas).

Note: If your prefixes overlap, a call can show up in more than one column. For example, if
you enter a prefix of 6 and another of 617, calls beginning with 617 will be counted in both
columns.

Setting options for the Outbound Calls by Phone Number report

The following options are available for this report:
» One of the following:
* Organization. Organization to report on.
* All calls. Report on all outbound calls, including those involving Organizations.

* Number prefixes. One or more phone number prefixes to report on. Use commas to
separate multiple prefixes.

* Period. Time frame to report on from the drop-down list. If you select Custom Date
Range, you must also specify the range’s Start and End dates.
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Reading the Outbound Calls by Phone Number report

Qutbound Calls By Phone Number - All Calls
(2222004 - 2128/2004)
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Report tab

The Report tab displays the following information in a stacked bar chart:

* Number prefixes. Each prefix you selected to report on is labeled along the x-axis of the
report.

* Number of Calls. Total number of outbound calls per prefix. Displayed as bars, and read
against the left y-axis of the report.

» Total Duration (minutes). Total duration of all outbound calls per prefix. Displayed as a
line, and read against the right y-axis of the report.
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Outbound Long Distance Summary report

You can use this report to track your outbound long-distance phone traffic and estimate a phone
bill for a given period. The chart displays the total number of outbound long distance calls and
the duration of each. The Data tab shows the estimated cost of your long distance calls.

Before running the Outbound Long Distance Summary report

You cannot run this report unless your system has been set up in the following way:

» One or more Organizations are defined. (See Chapter 20 in the Wave Global
Administrator Guide for more about using Organizations.)

» In-state area codes are defined in the Reporter Options dialog.

Setting options for the Outbound Long Distance Summary report

The following options are available for this report:
* Organization. Organization to report on.

* Period. Time frame to report on. If you select Custom Date Range, you must also specify
the range’s Start and End dates.

* Interval. Interval by which results are to be reported (Hours, Days, Weeks, Months,
Quarters, Or Years).
Your long distance carrier can provide you with exact values to enter in the following fields:

* Cost per minute. Per-minute cost of your long distance calls. For example, to represent a
cost of 5 cents (US) per minute, enter .05.

* Cost interval in seconds. Length of each interval into which a minute is divided for the
purposes of calculating the cost of each call.
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Reading the Outbound Long Distance Summary report

QOutbound Long Distance Summary - ABC
(6/1/2003 - 6/712003)
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Report tab

The Report tab displays the following information in a bar chart:
» Interval. Each interval in the reporting period is labeled along the x-axis of the report.

* Long Distance Calls. Total number of outbound trunk calls per interval whose numbers
do not begin with any of the digit sequences listed in the Toll free options field in the
Reporter Options dialog. Displayed as bars, and read against the left y-axis of the report.

» Duration. Total duration of all outbound long distance calls per interval. Displayed as a
line, and read against the right y-axis of the report.
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Data tab

The following fields appear on the Data tab of this report. Each is totaled at the bottom.

Interval. The time interval chosen.

Outbound calls. The total number of outbound trunk calls, long distance or otherwise.
Note that to count as an outbound call, a call must match the Criteria for counting
outbound calls defined in the Reporter Options dialog (see “Setting general Reporter
options” on page 7-8).

Long distance calls. The total number of long distance calls.
Duration. The total duration of long distance calls for each interval.

Cost. The total cost of long distance calls for each interval, based on the Cost per minute
and Cost interval in seconds data you entered.
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The Queue Call History Detail report shows the call history for a selected queue during the
selected time period, including the skill requirements for each call.

Reading the Queue Call History Detail report

The report shows the following information for each call:

» Date and Time that the call entered the Wave system.

1 K L [ M [ M [ 0 [

Bl Skills

2 Talk Time  Wrap Up Time Wait Time DOS Office TeleVantag Unix
| 3 | 0:00:.07 0:00:00 0:00:.07

| 4 | 0:00:05 0:00:15 0:00:12

| 5 | 0:00:05 0:00:15 0:00:06

| 6 | 0:02:08 0:00:15 0:00:03

| 7 | 0:00:08

| 8 | 0:00:06 0:00:15 0:01:11

| 9 | 0:00:13

|10 | 0:00:34 0:00:15 0:00:14 1 1

11| 0:01:21 0:00:10 0:00:03

112 | 0:00:27 0:00:25 0:00:03 1 1

113 | 0:00:44 0:00:10 0:00:04 1 1

| 14 | 0:02:38 0:00:10 0:00:28 1 1

15 0:00:51 1 1

» Call ID. The system ID number of the particular call. Call 1D can be displayed as a column
in the Call Monitor and Call Log (hidden by default), and it appears in the queue logs (see

Appendix B).
* DID. The DID number dialed, if any.

» Result. Whether the call was abandoned, answered, sent to voicemail, or redirected.

» Agent. The agent(s) who participated in the call.

» Statistics. The call’s wait time, talk time, and wrap-up time.

» Skills. The call’s skill requirements.
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Queue Comparison report

The Queue Comparison report compares the performance of all queues in terms of total number
of calls, average wait time, and the number of calls handled, sent to Voice Mail, abandoned,
redirected, and transferred out of the queue. For example, you can see how well the sales queue
is performing compared to the technical support queue.

Reading the Queue Comparison report

Queue Comparison
(21112004 - 212912004)
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Report tab

The Report tab displays the following information in a stacked bar chart:
* Queues. Each queue is labeled along the x-axis of the report.

» Total Calls. Total number of calls handled per queue. Displayed as stacked bars, and read
against the left y-axis of the report.
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Each stacked bar displays the total number of calls per queue that resulted in any of the

fol

Fo

lowing outcomes:
Handled
Voice Mail*
Abandoned
Redirected*

Transferred Out of Queue

r the exact number of calls that resulted in each outcome, as well as a breakdown of the

Voice Mail and Redirected categories, click the Data tab.

Wait Time. Average Wait (minutes) per queue. Displayed as a line, and read against the
right y-axis of the report.

Data tab

The Data tab displays the following information:

Queues. Displays on the x-axis of the report.

Handled, voicemail, Abandoned, Redirected, Transferred out of Queue. Displays as
stacked bars. Read against the left y-axis of the report. For the exact number of each
category and a breakdown of voicemail and Redirected, click the Data tab.

Average wait time. Displays as a line. Read against the right y-axis of the report.
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Queue Performance Summary by Agent report
The Queue Performance Summary by Agent report lists performance information for each agent

in a queue, including inbound, outbound, and internal call statistics, as well as the percentage of
time spent in each agent state.

Reading the Queue Performance Summary by Agent report

A | B | B [ D [ E [ F [
| 1| Agent Duration Incoming Calls
2
3 Hame Extensi Signed In Count_Average Length %
| 4 |Cristy Kramer o613 5:02:39 13 0:02:21 1.8%
| 5 |C3A- 5620 5620 0:00:00 0 0:00:00 0.0%
| B |Drew Hehdaon o624 17:17:18 24 0:02:43 6.7 %
| 7 |Kip Kerrick 5627 1:14:85 9 0:03:30 0.3%
| 8 |Leann YWirtala ak32 5:21:41 22 0:02:42 3.4%
| 9 |Rebecca Rissmann G621 16:00:00 1] 0:00:00 0.0%
| 10 |Sandy Smallack aE22 224540 7 0:03:37 1.8%
| 11 |Theresa Kruize SE26 19:37:26 4 0:02:22 0.8%
12
| 13 |Total 15:23:47 79 3:45:39
| 14 |Average 16:95:28 9.9 0:02:51 0.1%
15

The report displays the following information for each agent:
* Signed In. The total time the agent spent in all states other than “signed out.”
* Inbound/Outbound/Internal. The following statistics display for each category of calls:
* Count. The total number of calls.
* Average Length. The average length of those calls.
* %. The percentage of signed-in time spent on those calls.

* Percent Time Per Agent State. The percentage of signed-in time that the agent spent in
each state—Ready, Standby, Active Inbound, Active Outbound, Wrap-up Inbound,
Wrap-up Outbound, Dialing, Offering, and No Answer.

* Work Time. The total duration and the total percentage of signed-in time that the agent
spent in the Active (inbound and outbound), Wrap-up (inbound and outbound), and
Dialing states.
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Service Level report

The Service Level report tracks wait time by showing the percentage of calls to a queue that
have been answered, sent to voicemail, abandoned, re-directed, or transferred as wait time
progresses. The total number of calls in each category is shown in parentheses at the bottom of
the report.

Note: In order to plot the curve smoothly on the chart, the curve only shows 100% of the calls
if there is not a large difference between the 95th% and the 100th%. Frequently, there are a few
calls in a set of records that have an extremely long wait time before something happens to the
call. These calls can cause the plotted curve to seem very long and disproportionate. In these
cases, Wave plots only the top 95th% of calls (as shown in the preceding illustration).

Reading the Service Level report

Service Level - Tech Support Call Center
(111/2001 - 6/15/2001)

100% 1

% of Calls 50%

{out of 2218 calls)

The following fields appear in this report:
e Wait Time (sec). Displays on the x-axis of the report.

* 9% Answered. Displays as a line. Read against the x-axis and y-axis of the report to find
what percentage of calls reached a result by that length of wait time.
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Service Level report worksheet totals

To view service level totals, click the Totals tab at the bottom of the report.

A [ B [ B [ o E [ £ [ G
"o Answered Tt Sent to Voice Mail "o Abandoned Redirecied Caller Transferred
1 |wrait Time (sec) fout of 7 calls) {out of 0 calls] fout of 2 calls) [our of 0 calls) fout of 1 callsy  Total Humber of Calls
2 1.0 1.0% “00.0% 0.2% 1w
|3 [=0 14.3% “00.0% 0.0%
2 [=n PARY% MN% 7%
5 (4.0 429% “00.0% 0.2%
B |50 E7.1% T00.0% 0.0%
¢ [14n 71 4% MN% 7%
G |Z40 714 ‘00.0% 100.0%
9 |=80 85.7% T00.0% 100.0%
1 [FAN N% MN% 10N 1%
11 ]
12

The Totals sheet for the Service Level report displays the following statistics by wait time for
the reporting period:

*  9%Answered. Percentage of calls that were answered.
* 9% Sent to Voice Mail. Percentage of calls that were.
* %Abandoned. Percentage of calls that were abandoned by the caller.
» Redirected. Total number of calls that were re-directed for any of the following reasons:
e The queue was too busy.
» A call exceeds the maximum wait time.
» The queue was closed.
» There were no agents with matching skills to take the call.
» Caller Transferred. Total number of calls that were transferred to another number.

* Total Number of Calls. Total number of calls covered by the report.
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Service Level by Skill report

The Service Level by Skill report tracks wait time for calls with a single selected skill
requirement in a single queue by showing the percentage of calls that has been answered, sent
to voicemail, and abandoned as wait time progresses. The total number of calls is shown in
parentheses at the bottom of the report.

Reading the Service Level by Skill report

Service Level by Skill - Sales Queue I DOS
(64512005 - 6/11/2005 9:00 AM - 11:00 PM)
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Wait Time (sec)
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{out of 8 calls)

The following fields appear in this report:
* Wait time. Displays on the x-axis of the report.

* 9% Answered. Displays as a line. Read against the x-axis and y-axis of the report to find
what percentage of calls reached a result by that length of wait time.
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Skill Assignment by Agent report

The Skill Assignment by Agent report shows skills by agent by queue.

Setting options for the Skill Assignment by Agent report

There are no report options for this report, which reports on all agents, all queues, and all skills.

Reading the Skill Assignment by Agent report

A [ B | B [
1 |Skill ~|Agent ~|Queue |
| 2 D03 Chris Brooks Sales Cueue
| 3 D03 Chris Brooks Support
| 4 DO Mark Zeeg Sales Cueue
| & |DO3 Hian Doarn Sales Cueue
| B DO Hiao Doarn Support
| 7 |English Hiao Dong Sales Queue
| 8 |English Hiao Doarn Support
| 9 |Spanish Mark Zeeg Sales Queue
| 10 |Unix Chris Brooks Sales Cueue
| 11 |Unix Chris Brooks Support
| 12 |Unix Hian Doarn Sales Cueue
| 13 |Unix Hiao Doarn Support
14

Trunk Performance report

The Trunk Performance report shows the average number of inbound and outbound calls
handled by the trunks you specify and the percentage of those trunks that was in use. Use this
report to see whether you need to add or remove trunks from the system. This report can also
help you to predict future trunk performance. See page 7-73 for the report options for this report.

This report is most meaningful when you run it on only the trunks in a single hunt group,
because then the failure rate reflects a single phone number. If you run the report for multiple
phone numbers, the failure rate is averaged between them, so a high failure rate on one phone
number might not be apparent.
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Setting options for the Trunk Performance report

The following options are available for this report:

Trunks. Wave trunk numbers of the trunks to report on.

Use hyphens to indicate a range of trunks and commas to separate individual trunk
numbers or a series of trunk ranges. Do not use overlapping trunk ranges, such as 1-10,
9-15. Be sure to use commas (not semicolons) to separate entries. The following examples
are all valid entries:

e 1,23
+ 1-10
» 1-10, 15-20

* 1,4,5,10-20, 25-30, 40

Period. Time frame to report on from the drop-down list. If you select Custom Date
Range, you must also specify the range’s Start and End dates.

Hours. Enter the From and To times of day to report on. (This option is not available if
you specify a Period of Today.)

Days. One or more days to report on. (This option is not available if you specify a Period
of Today.)
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Reading the Trunk Performance report

Average Calls/Day

Trunk Performance
(8i8i2003 - 8M4/2003)
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Report tab

The Report tab displays the following information in a stacked bar chart:

* Hour of Day. Each hour in the day is labeled along the x-axis of the report.

* Average Calls/Day. Total number of calls per interval. Inbound Calls and Outbound Calls
are displayed as stacked bars, and read against the left y-axis of the report.

* 9% Trunk Usage. Percentage of trunk usage per interval. Displayed as a line, and read
against the right y-axis of the report.

Data tab

The following fields appear on the Data tab of this report:

» Busiest Hour. The hour of the day that had the most trunks in use based on the CCS
calculation (see ccs, below).

* CCsS. 100 call-seconds. One call-second is equivalent to 1 call that was 1 second long.
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Erlangs. A decimal number showing the ratio of the time during which a trunk group is
occupied to the time that the trunk group is available for calls. The Erlangs value in this
report is based on the Busiest Hour calculation (see Busiest Hour, above).

Actual Failure Rate. The percentage of calls that did not go through.

Number of trunks. Initially this number equals the number of trunks that you entered in
the report options. You can enter different numbers and use Excel’s calculation functions
to predict how many trunks you will need to give a desired failure rate.

Load Increase. An expected increase in call volume. You can combine this and the
Number of trunks entry to decide whether you need to add or remove trunks from your
system.

Resulting Failure Rate. The percentage of calls that will be abandoned after calculating
your system with the Number of Trunks and Load Increase fields. You can adjust those
two values until you have your optimum failure rate.

Trunk Usage report

The Trunk Usage report provides an easy way to report on a group of trunks, without having to
specify individual trunk numbers as in the Trunk Performance Report. The Trunk Usage report
shows the traffic on all trunks within a Dialing Service. You can report on your existing Dialing
Services, or you can define special Dialing Services for the purpose of this report, that contain
the trunks on which you want to report.

Note: This report is not restricted to calls that use the selected Dialing Service. It includes all
calls on all trunks that are part of the Dialing Service. For example, it includes inbound calls on
those trunks, even though those calls used no Dialing Service.
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Reading the Trunk Usage report

Trunk Usage - Phone number (Direct)
(2222004 - 2128/2004)
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The following fields appear on the Chart or data tab of this report:
» Interval. Displays as the x-axis of the report.

* Total Duration. The total duration of all calls on the selected trunks for the interval.
Displays as stacked bars. Read against the left y-axis of the report.

e All Trunks Busy Duration. The amount of time during the interval in which all selected
trunks were in use.

* 9% Interval of All Trunks Busy. The total all busy time divided by the interval in hours.

¢ Number of Calls.
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Unanswered Calls During Business Hours report

The Unanswered Calls During Business Hours report shows external inbound calls during your
Wave business hours that were not answered by a user. This includes calls that were answered
by another extension type, such as a queue or an auto attendant, but never picked up by a user.

Note: The report counts calls that show a Result of “Abandoned” or “To voicemail” in the Call
Log. Because of this, calls that a user answered and then sent to voicemail count as unanswered.

Setting options for the Unanswered Calls During Business Hours report

The following options are available for this report:
» One of the following:
* Organization. Organization to report on.
* ViewPoint Group. Group to report on.

* All calls. Report on all calls, including those involving Organizations and members
of ViewPoint Groups.

» Period. Time frame to report on. If you select Custom Date Range, you must also specify
the range’s Start and End dates.

* Interval. Interval by which results are to be reported (Hours, Days, Weeks, Months,
Quarters, Or Years).
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Reading the Unanswered Calls During Business Hours report

Unanswered Calls During Business Hours - All Calls
{6/1/2003 - 6/18/2003)
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Report tab

The Report tab displays the following information in a stacked bar chart:
» Interval. Each interval in the reporting period is labeled along the x-axis of the report.

e Unanswered Calls. Total number of unanswered calls per interval. Displayed as stacked
bars, and read against the left y-axis of the report.

* 9% Unanswered. Unanswered calls as a percentage of all calls per interval. Displayed as a
line, and read against the right y-axis of the report.
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User Activity report

The User Activity report breaks down an agent’s time by activity in pie-chart form, showing
both total activity and activity by queue.The Active Details pie chart appears only for agents in
Contact Center queues.

Setting options for the User Activity report

The following options are available for this report:
* Agent. Agent to report on.

* Period. Time frame to report on. If you select Custom Date Range, you must also specify
the range’s Start and End dates.

* Hours. Enter the From and To times of day to report on. (This option is not available if
you specify a Period of Today.)

» Days. One or more days to report on. (This option is not available if you specify a Period
of Today.)

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



User Activity report 7-80
Chapter 7: Running Contact Center Reports

Reading the User Activity report

Call Activity - Agent 1
{7/1/2001 - 7/31/2001 Mo, Tu, We, Th, Fr 9:00 AM - 5:00 PM)

Call Activity

Active Details

The User Activity pie chart shows the percentage of time that the user spent in each of several
states. The following table shows how the states correspond to personal statuses and other states
for agents and non-agent users.

User Activity States and Personal Statuses

Non-Agent Personal Sta-

State Agent Personal Status tus
Unavailable Available (Non-Queue) N/A

. Available .
Available Available (Queue Only) Available
Break On Break In a Meeting

In a personal call Out of the Office

Training In a Meeting N/A
Active In a queue call
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User Call Trends report

The User Call Trends report displays the number of inbound calls received and outbound calls
placed by a user, including average talk time for each category. Setting options for the User Call
Trends report
The following options are available for this report:

* Agent. Agent to report on.

e Period. Time frame to report on. If you select Custom Date Range, you must also specify
the range’s Start and End dates.

* Interval. Interval by which results are to be reported (Hours, Days, Weeks, Months,
Quarters, Or Years).
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Reading the User Call Trends report

User Call Trends - Krista Cronin
(7/1/2009 - 7/8/2009 M, T, W, T, F, 6:00 AM - 6:00 PM)
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Report tab

The Report tab displays the following information in a stacked bar chart:
» Interval. Each interval in the reporting period is labeled along the x-axis of the report.

e Calls. Total number of Inbound Calls and Outbound Calls per interval. Displayed as
stacked bars, and read against the left y-axis.

e Talk Time. Average Talk Time Inbound (minutes) and Average Talk Time Outbound
(minutes) per interval. Displayed as two colored lines, and read against the right y-axis.
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Data tab

The Data tab displays the following information:

Interval. Each interval during the reporting period is displayed as a separate row.
Inbound calls. Total number of inbound calls.

Outbound calls. Total number of outbound calls.

Average Talk Time Inbound (minutes). Average talk time per inbound call.
Average Talk Time Outbound (minutes). Average talk time per outbound call.
Total Calls. Total number of calls.

Total Talk Time. Total talk time in minutes for all calls.
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Chapter 7: Running Contact Center Reports

Wait by Outcome report

The Wait by Outcome report shows how long callers waited before their calls were handled,
abandoned, to voicemail, or transferred out of the queue.
The following fields appear in this report:

* Interval. Displays on the x-axis of the report.

* Average wait - Handled, Average wait - voicemail, Average wait - Abandoned, Average

wait - Transferred out of Queue. Displays as bars. Read against the y-axis of the report.

Note the following:

« Calls in which the caller pressed a key to go to voicemail are counted under voicemail.

» Calls that are redirected to voicemail are not counted in this report.
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Appendix A: Creating Custom Reports

About custom reports
The database used for the Wave data is Microsoft SQL Server. By using a third-party reporting
application such as Microsoft Access®, Microsoft Excel®, or Crystal Reports® to query the
SQL Server database, you can create your own reports that report on Wave Contact Center and
other data.
This appendix provides the database schema in which Wave report data is stored in the SQL
Server database.

Connecting to the Wave database

To access Wave data, use the following settings:

Server <Your Vertical Wave Server name>

Database GDR

Login ID tv_browse

Password tv_browse_account

These settings provide read-only access.

Wave database schema

The Wave database contains the following tables that are used for reporting:
» CallLog table (page A-3)
» PartylLog table (page A-6)
* QueueEncounter table (page A-9)
» AgentStateChange table (page A-10)
» UserStateChange table (page A-10)
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PhoneBookEntry table (page A-11)
ExtensionSettings table (page A-12)
Agent table (page A-12)
QueueSkillDefinitions table (page A-13)
PBEQueueSkKills table (page A-13)
PBEQueueAttributes table (page A-13)
PersonalStatus table (page A-14)
Queue table (page A-14)

QueueSkills table (page A-15)
SkillRegLog table (page A-15)
UserPSChange table (page A-15)

Note: Not all columns in all tables are listed.

The CallLog table

Appendix A: Creating Custom Reports

As Contact Center agent-states change and calls are completed, the Wave Server uses SQL
Server-stored procedures to write the appropriate data into these tables for later reporting. In
some cases the stored procedures themselves calculate the values of other fields to improve the
performance of later data retrieval.

The CallLog table contains data for each completed call. At the completion of each call, a single
row is added to the table. The majority of columns in the table contain redundant data that can
be found in other tables; they are included only to speed up data retrieval for the Administrator
and ViewPoint application Call Log views.
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The following are columns are unique to the CallLog table:

Name Description

ID Unique identifier for the call.
Direction of the call from the point of view of the Wave
Server:
Direction 0 = Inbound
1 = Outbound
2 = Internal (station to station)
3 = Conference
) Timestamp for when the call started. This is when the
StartTime .
Wave Server picks up the call.
. Timestamp for when the call ended. This is when the Wave
StopTime
Server drops the call.
ID of the row in the PhoneBookEntry table that is associ-
AssocPbelD ated with this call. This is either the user or contact that

one of the users associated with the call.

AssocFirstName

First name of the associated person.

AssoclLastName Last name of the associated person.
HoldTime Number of seconds the caller was on hold.
Separated list of all PhoneBookEntry ID values that were
PbelList involved in the call. This is used to speed performance of
loading the Call Log views.
PartyCount Number of parties in the call.
AnsweredBy PhoneBookEntry ID of the person who answered the call.

AnsweredByFirstName

First name of the person who answered the call.

AnsweredByLastName

Last name of the person who answered the call.

PlacedBy

PhoneBookEntry ID of the person who placed the call.

PlacedByFirstName

First name of the person who placed the call.

PlacedByLastName

Last name of the person who placed the call.

FromPhoneNumber

This column is not currently supported.
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The following CallLog table columns are copies of data from the PartylLog table (see page A-6)
for either the “from” party (the first party in the call), the “to” party (the last party in the call),
or both.

“From” Column “To” Column PartyLog Column

FromID

TolD

PartyPbelD

FromFirstName

ToFirstName

FirstName

FromLastName ToLastName PrimaryName
CallerIDName CallerIDName
CallerIDNumber ToPhoneNumber CallerIDNumber

CallerIDAccessCode

ServiceAccessCode

ServiceAccessCode

CallerIDType ToPhoneNumberType CallerIDType
CallerDQ931Type %Egone’\'”mbers"b CallerDQ931Type
CustomData CustomData
CallbackAddress CallbackAddress
Result Result
DIDNumber DIDNumber
DevID ToDevID DevID
MessagelD MessagelD
DialString DialString
AccountCode AccountCode
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The PartyLog table

Appendix A: Creating Custom Reports

The PartyLog table contains data for each party in a completed call. Each person in the call
counts as a party, so there can be multiple rows in this table for a single row in the CallLog table.

The following are the columns in the PartyLog table:

Name Description

ID Unique identifier for the party.

CalllD ID of the call that owns the party row.
ID of the row in the PhoneBookEntry table that is associated
with this party. This is either the user or contact that repre-

PartyPbelD sents the party. If Wave does not know who the party is (for
example, no contact match) the column contains 33 which is
the “unknown” ID.

FirstName First name of the user or contact represented by the PartyP-

belD column.

PrimaryName

Last name of the user or contact represented by the PartyP-
belD column.

StartTime

Timestamp for when this party was added to the call.

StopTime

Timestamp for when this party was removed from the call.

CallerIDName

Name portion (if any) for the Caller ID data for this party.

CallerIDNumber

Number portion (if any) for the Caller ID data for this party.

Device number used for this party. Positive values are sta-

DeviD tions and negative values are trunks.

MessagelD ID of.a row in the Message table for a message (if any) left
by this party.

DialString The exact sequence of digits dialed by the Wave Server for
this party.
The direction for this party:

Direction 0 = Callee
1 = Caller
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Name Description

What role the party played in the call:

3 = Peer
Role 13 = Coach

15 = Pupil

16 = Monitor

The reason this party was removed from the call:
0 = No reason

1 = Party hung up

2 = Party was hung up on

3 = Party abandoned call before anyone answered
4 = Party went to voicemail

5 = Party was blind transferred

6 = Party was supervised transferred

7 = Party was merged into a conference call

8 = Party is a user who logged in

9 = Party was sent directly to voicemail

10 = No answer

11 = Call was abandoned on this party

12 = Maximum login attempts failed

13 = Party was redirected by the queue (see the next entry)
14 = Transfer key was pressed by party

ReasonForLeaving

This clarifies item 13, “Party was redirected by the queue,”

in the previous entry. The possible reasons for redirection

are:

1 = Maximum Wait Time Exceeded
ReasonForRedirecting 2 = Queue Closed

3 = Queue Closed - No agents

4 = Maximum No. of Callers Exceeded

5 = Caller to Agent Ratio Exceeded

6 = Long Expected Wait Time

DIDNumber DID digits that were received from the device for this party.
AcceptedTime Timestamp for when this party accepted the call.
AnsweredBy ID of the user who accepted the call.

ID of the workgroup that accepted the call (if any). In the
GrouplID case of a Routing List that calls several workgroups this will
be the ID of the one that accepted.

Release 2.0 N\ VERTICAL Wave Contact Center Administrator Guide September 2010



Wave database schema A-8
Appendix A: Creating Custom Reports

Name Description

The type of phone number used for the Caller ID number:
CallerIDType 6 = Centrex number or Internal number (Internal if Service-
AccessCode is blank, otherwise Centrex)

Whether phone number parsing rules were used:
CallerIDQ931Type 0=No
8 =Yes

Access code for the service used by the party. For outbound
ServiceAccessCode calls this is the dialing service selected. For inbound calls
this is the service that received the call (if known).

String containing any custom data written to the call for

CustomData third-party applications.

ID of a row in the Address table that describes the callback

CallbackAddress number the caller left.

Class value that represents what type of party this is:

1301 = User
PartyClass 0901 = Queue
0501 = Contact
AccountCode Account code sequence (if any) entered for this party.
PartyNumber Sequen.ce number (starting at 0) that determines the order
the parties entered the call.
ACDPartyNumber This feature is not currently supported.
WrapUpDuration The time an agent spent in wrap up after the call.
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The QueueEncounter table

Each inbound or outbound call for a queue results in a record in this table. A call that travels
from one queue to another queue will create two records in this table.

Name Description

ID Unique identifier of the encounter entry.

CalllD ID of the CallLog entry for this encounter.

QueuelD ID of the Queue entry that had this encounter.

Time Timestamp for when the encounter occurred.
WaitTime Total time in seconds the caller waited.
AgentTalkTime Total time in seconds that agents talked to the caller.
NumberAgents How many agents were involved.

Same as the ReasonForLeaving column in the PartyLog

Result table (see page A-7).

When the Result column is 13 (redirecting), this column con-
tains information as to why the call was redirected, as fol-
lows:

1 = Max wait time reached

2 = Queue closed

3 = Queue closed - no agents in the queue

4 = Queue too busy - exceeded the number of agents

5 = Queue too busy - exceeded caller/agent ratio

6 = Queue too busy - expected wait time is too long

7 = No matching skills

ReasonForRedirecting

Direction of the call from the point of view of the Wave

Server:
Direction 0 = Inbound
1 = Outbound

2 = Internal (station to station)
3 = Conference
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The AgentStateChange table

The AgentStateChange table contains data that tracks the state of agents.

Name Description

PbelD ID of the PhoneBookEntry row that represents the user.

ID of the queue row that represents the queue that this

ueuelD .
Q change was made in.

Time Timestamp for when the user entered the state.

Number of seconds the user was in the state before it

Duration changed.

The state the agent was in before the change. The state val-
ues are:
0 = Logout
1 = Available
2 = Standby
State 3 = Wrapup
4 = Offering
5 = No answer
6 = Active
7 = Active outbound
8 = Wrapup outbound

The state the agent was in after the change. The state val-

ToState ues are the same as the State column values.

The UserStateChange table

The UserStateChange table contains data that tracks the state of users.

Name Description

PbelD ID of the PhoneBookEntry row that represents the user.

Time Timestamp for when the user entered the state.

Number of seconds the user was in the state before it

Duration changed.
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Name Description

The state the user was in before the change.
The state values are:

0 = Sign out

1 = Ready

2 = Break
State 3 = Training

4 = Unavailable

5 = ACD Active. This feature is not currently supported.
6 = Non ACD Active. This feature is not currently sup-
ported.

7 = Sign out Active

The state the user was in after the change. The state values

ToState are the same as the State column values.

The PhoneBookEntry table

Most types of Wave extensions (users, auto attendants, queues, etc.) have an entry in the

PhoneBookEntry table.
Name Description
ID Unique identifier of a record.
Primary Name Last name.
FirstName First name.
EntryType 1 = User.

21 = Contact Center queue.
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The ExtensionSettings table

Many types of Wave extensions (users, auto attendants, queues, etc.) have an entry in the
ExtensionSettings table.

Name Description

Same number as the corresponding record in the Phone-
BookEntry table.

ID

Number Extension number.

0 = Normal user

1 = ACD workgroup user. This feature is not currently sup-
UserType ported.

Use this column and EntryType in the PhoneBookEntry

table to find out if a record is for a normal user or a queue.

The current personal status. Refer to the PersonalStatus

LastAppliedStatusID record.

Agent table

Each agent in a queue results in a record in this table.

Name Description

QueuelD Refer to PhoneBookEntry record.
UserID Refer to PhoneBookEntry record.
0 = Signed in.
Observer 1 = Signed out.
0 = Agent.

RealObserver 1 = Observer.
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QueueSkillDefinitions table

The system-wide skill list is saved in this table.

Name Description
ID Unique identifier of each skill.
Name Name.

PBEQueueSkills table

Agent skills are saved in this table.

ID Refer to agent/user's PhoneBookEntry record.
SkillID Refer to QueueSkillDefinitions record.
ProficiencyValue The proficiency value.

PBEQueueAttributes table

Agent attributes are saved in this table.

ID Refer to agent/user's PhoneBookEntry record.
Cost Agent's Cost.

Custom1l Agent's Customl value.

Custom?2 Agent's Custom2 value.

Custom3 Agent's Custom3 value.
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PersonalStatus table

Each personal status for each user has a record in this table.

Name Description

ID Unique ID to identify the record.
OwnerlD Refer to user's PhoneBookEntry record.

The internal name that will be translated into localized
Name

names when used.

0 = User's custom personal status.

IsSystem 1 = System created personal status.

Queue table

Each queue defined in the system has a record in this table.

Name Description

ID Same number used in PhoneBookEntry table.

0 = Top Down

1 = Round Robin

2 = Longest Idle Agent
DistributionType 3 = Fewest Call

4 = Least Talk Time

5 = Simultaneous

6 = Skill-based Custom Routing
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QueueSkills table

Each skill defined in a queue has a record in this table.

Name Description
QueuelD Refer to PhoneBookEntry record of the queue
SkillID Refer to QueueSkillDefinitions record of the skill.

SkillRegLog table

For each skill requirement of a call, there is a record in this table.

ID Unique identifier of a record.

CalllD Refer to the record in the CallLog table.

SkilllD Refer to the record in the QueueSkillDefinitions table.
MinReq Minimum requirement for the skill of the call.
MaxReq Maximum requirement for the skill of the call.

UserPSChange table

Each user personal status change results in a record in this table.

ID Unique identifier of a record.
PbelD Refer to the user's PhoneBookEntry record.
StartTime The time of the change.

The personal status a user changed to, reference the Per-

StatusID sonalStatus table record.

Duration The duration user stayed in this personal status.
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Troubleshooting Contact Center Queues

CHAPTER CONTENTS
Troubleshooting queue behavior using queuelogs . ..................... B-1
Troubleshooting agentissues . ... e B-3

Troubleshooting queue behavior using queue logs

Queue logs can be an invaluable troubleshooting tool, helping you determine exactly why a call
did or did not go to a given agent. It can be especially useful to see the inner workings of
skills-based or custom routing (see Chapter 3).

Queue logs are text file logs that show the step-by-step logic of queue routing in easy-to-read
detail. The logs list every action taken in or by the queue with timestamps showing when it
occurred, including:

» Agents signing in or out or changing status
* New calls arriving

» The process of filtering agents

» The numbers used to score available agents

e The numbers used to score waiting calls

Enabling queue logging

To enable queue logging:

1 Edit the queue in the Queue dialog.

2 On the Queue tab, check Trace queue and agent activity to queue logs.
3 Click oK.
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About queue log files

When enabled, queue logs are created on the Wave Server in the following location:

C:\Program Files\TeleVantage Server\Logs

Queue log files are incrementally named using the format TV Queue*.txt for example,
TVQueuel.txt, TVQueue2.txt, and so forth.

The maximum size of a queue log file is 4MB, and by default the maximum number of queue
log files is 20. When 20 4MB files have been created, the Server begins overwriting the old files
beginning with TVQueuel.txt.

To modify the maximum number of queue log files:

1 Add/Edit the following DWORD registration key on the Wave Server:

HKEY_ LOCAL_MACHINE\SOFTWARE\Artisoft\TeleVantage\Server\Settings\Qu
eueNumLogs

2 Set the value to the number maximum queue log files to create before overwriting.

Viewing queue logs

You can open a queue log text file in Notepad or other text editor.

.,J Tv¥Queue.TXT - Notepad [_ (O] %]
File Edit Format Help

[05/05,/05 21:49:32.665 - 934 - TID 0x934 ] starting TwQueue Log i’
[05/05/05 21:49:32.680 - 934 - TID 0x934 IR LR L LR bbb
[05/05,/05 21:49:32.680 - 934 - TID 0x934 ] computer name: 'TELEVANTAGE'

[05/05,/05 21:49:32.680 - 934 - TID 0x934 ] process dd: 2344 (C:ZProgram FileshTelevantage
[05/05/05 21:49:32.680 - 934 - TID 0x934 IR AL L LR LR bbb
[05/05,/05 21:49:32.680 - 934 - TID 0x934 ] max Tog size: 4mhb

[05/05,/05 21:49:32.680 - 934 - TID 0x934 ] max num Togs: 20

[05/05,/05 21:49:32.680 - 934 - TID 0x934 ] min log hours: 0

[05,/05,/05 22:02:00.211 - 954 - QCT ] A\.ra"l'lag'le agent Leehi Burkest (x175) signed int
[05/05,/05 22:02:00.211 - 954 - QCT ] Finding the highest scored <all 9n TML sSmQ
[05/05,/05 22:02:00.211 - 954 - QCT ] TML EMQ has no waiting calls

[05/05,/05 22:02:00.211 - 954 - QCT ] Mo waiting call now, agent Leehi Burkest (x17
[05/05,/05 22:02:03.961 - 954 - QCT ] available agent Leehi Burkest (xLls5) signed int
[05/05,/05 22:02:03.961 - 954 - QCT ] Finding the highest scored <all 9n TML sSmQ
[05/05,/05 22:02:03.961 - 954 - QCT ] TML EMQ has no waiting calls

[05/05,/05 22:02:03.961 - 954 - QCT ] Mo waiting call now, agent Leehi Burkest (x17
[05/05,/05 22:19:52.274 - 954 - QCT ] available agent Leehi Burkest (xLls5) signed int
[05/05,/05 22:19:52.274 - 954 - QCT ] Finding the highest scored <all 9n TML sSmQ
[05/05,/05 22:19:52.274 - 954 - QCT ] TML EMQ has no waiting calls

[05/05,/05 22:19:52.274 - 954 - QCT ] Mo waiting <all now, aient Leehi Burkest (x17
[05/05,/05 22:58:46.758 - 954 - QCT ] available agent Leehi Burkest (xLls5) signed int
[05/05,/05 22:58:46.758 - 954 - QCT ] Finding the highest scored <all 9n TML sSmQ
[05/05,/05 22:58:46.758 - 954 - QCT ] TML 5MG has_no waiting calls |

[05/05,/05 22:58:46.758 - 954 - QCT ] Mo waiting call now, agent Leehd Burkest (x17
[05/06/05 04:39:27.463 - 954 - QCT ] availahkle aﬁent keith Boreg(x220) signed into -
[05/06/05 04:39:27.463 - 954 - QCT ] Finding the highest scored call in Tech Suppi,
« | _>I7I
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Note that each call is listed with its Call ID number in parentheses. You can view the Call ID
number in the Administrator or ViewPoint Call Log by showing the Call ID column (hidden by
default). Call ID also appears in the Queue Call History Detail report (see page 65).

Troubleshooting agent issues

Problem: When an agent at a phone other than his or her own logs out with *0 0, the agent’s
hook state can remain red (off-hook) indefinitely.

Resolution:

1 Add the following registry key on the Wave Server:

HKEY_ LOCAL_MACHINE\SOFTWARE\Artisoft\TeleVantage\Server\Settings\Mo
nitorLocPbe

2 Set the value to 1.
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Symbols

* (on Call Monitor and Queue Monitor tabs), 5-6

*00 (log off from workstation), 5-4

*14 (place calls from a queue), 5-8

*50 (select Available personal status), 5-2

*51 (select Available Queue Only personal status), 5-2
*52 (select Available non-Queue personal status), 5-3
*53 (select On Break personal status), 5-3

*54 (terminate wrap-up time), 5-8

*55 (hear queue statistics), 6-15

*56 (sign in or out of a queue), 5-5

A

account codes report, 8-34
Activity History by Agent report, 8-16
Activity History by Queue report, 8-18
Agent by Queue and Skill Configuration report, 8-20
Agent Call Trends report, 8-20
Agent dialog box, 2-11
Agent Performance by Skill report, 8-22
Agent Performance Trends by Queue report, 8-21
agent scoring

overview, 3-12

formula, 3-14

in queue logs, B-1

worksheet for, 3-15
Agent State Summary by Queue report, 8-24
Agent State Summary report, 8-23
agent states, defined, 6-5
agents

adding to a queue, 2-11

assigning skills to, 3-4

changing order of, 2-17

changing personal status, 6-19

configuring ringback, 2-36

defined, 2-3
disallowing personal status change, 2-17
handling queue calls, 5-6
hot-desking, 2-18
monitoring, coaching, and joining calls, 6-16
overflow groups, 2-26
performance trends by queue, 8-21
permissions, 2-15
placing automatically On Break, 2-22
placing on and off call, 6-18
recording calls, 2-13
roaming, 2-18
setting default permissions, 2-11
viewing skills, 3-11
viewing them being monitored, 6-17
working at another phone, 5-4
working remotely, 2-18
Agents Pane, 6-4
attributes, assigning to users, 3-4
auto attendant menu choice
creating for queues, 2-51
auto attendants, adding skill requirements with, 3-6
Average Wait Time and Call Volume by Time of Day
report, 8-25

B

backup reports, 8-6

C

call center
agent availability, 5-2
agent workday procedures, 5-2
defined, 1-2
determining if you are on call for a queue, 5-2
ending your shift, 5-3
licenses for, 2-4
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ready, 5-2
starting your shift, 5-2
taking a break, 5-3
taking breaks, 5-2
terminology for, 2-3
unavailable, 5-2
user activity report, 8-52
using Contact Manager Assistant, 5-9
viewing pop-up information about a caller, 5-9
wrap-up time, 5-8
call center agents
Call Monitor view tabs, 5-7
signing in and out, 5-2
taking breaks, 5-2
Call Center Queue Information report, 8-26
Call Center Reporter
overview, 8-2
requirements, 8-2
using Excel toolbar, 8-4
Call Distribution by Skill and Agent report, 8-27
Call Distribution by Skill and Queue report, 8-28
Call ID number, B-3
Call Log
exporting, 7-19
gueue activity in, 2-8
viewing all columns, 7-18
Call Log report, 8-28
Call Monitor
tabs for call center agents, 5-7
call priority, 2-24
Call Result by Skill report, 8-30
call rules, applying to queue calls, 4-5
call scoring
overview, 2-23
in queue logs, B-1
time in queue vs time in system, 2-24
with call priority, 2-24
with skills, 3-11
worksheet for, 3-15
Call Summary report, 8-31

Call Transfer report, 8-32

Call Trends report, 8-33

Call Volume by Account Code report, 8-34
Call VVolume by Identified Caller report, 8-35

callback phone numbers, enabling callers to leave, 2-48

callbacks, routing to last agent, 2-21
caller ID, setting for outbound queue calls, 2-9
coaching agents’ calls, 6-16
conditional Hold prompts, 2-39
contacts
report on call volume, 8-35
sharing with a queue, 4-4
cost, assigning to users, 3-5
Cumulative Calls and Average Talk Time by Agent
report, 8-36
Custom Data report, 8-37
custom data variable, for call priority, 2-25
custom data variables
overview, 2-54
for conditional Hold prompts, 2-40
for storing entered information, 2-42
custom reports, A-2
custom routing, overview, 3-2

D

data entry by callers, 2-42

database connection settings, A-2

database schema, A-2

default wrap-up time and permissions, setting, 2-11
dial-by-name directory, listing queues in, 2-10
distribution algorithms, 2-19

documentation, 1-7

E

Examples
call rule for special Welcome message, 4-5
conditional Hold prompt, 2-41
printing reports with Report Runner, 8-10
Excel, using reports toolbar in, 8-4
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Exchange, synchronizing voice mail with, 2-42

expected wait time, improving, 2-29
exporting

Call Log, 7-19
extensions for queues, 2-7

F

fewest calls distribution, 2-19

G

greetings, 2-47
Grouped Service Level report, 8-38

H

headers and footers, viewing in reports, 8-4
hold

music for, 2-36

options while waiting on, 2-37
Hold Prompt dialog box, 2-38
Hold prompts

conditional, 2-39

creating, 2-38

using custom data variables with, 2-40
hot-desking, 2-18

Inbound Call Outcome Trends report, 8-39
Inbound Call Volume Trends report, 8-40
IVR Plug-ins, using with queues, 2-53

J

joining agents’ calls, 6-16

L

language of prompts for a queue, 2-47
last agent routing, 2-21
least talk time distribution, 2-20

licenses, 2-4

local reports, 8-5

logging queue calls, 2-8

longest idle agent distribution, 2-19

M

mailbox, setting up for a queue, 2-41
maximum wait time, defining, 2-33
menu choice for queues, 2-51
monitoring agents’ calls, 6-16

N

notifications for voice messages, 2-42

O

On Break status, automatically placing agents in, 2-22

options for waiting callers, 2-37
Outbound Call Comparison report, 8-41
outbound caller ID, 2-9

Outbound Calls by Phone Number report, 8-42
Outbound Long Distance Summary report, 8-43

overflow agents
defined, 2-3
using in queues, 2-26

P

password security, 2-46
permissions
defined, 2-15

for call center agents to supervise other agents, 2-3

setting defaults, 2-11
personal calls, defined, 2-3
personal status
and state, 6-13
changing an agent’s, 6-19
preventing agents from changing, 2-17
placing calls from a queue, 5-8
popping up caller information, 5-9
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priority, setting for calls, 2-24
prompts
conditional Hold, 2-39
Hold, 2-38
Welcome, 2-47

Q

Queue Call History Detail report, 8-44
Queue Comparison report, 8-45
Queue dialog box, 2-6
queue logs, B-1
Queue Monitor view, 5-8, 6-3
Queue Performance Summary by Agent report
reports
Queue Performance Summary by Agent
report, 8-46
Queue Statistics pane, 6-8
queues
overview of creating, 2-4
adding agents to, 2-11
agent permissions, 2-15
and IVR Plug-ins, 2-53
call distribution, 2-19
call outcome report, 8-39
call priority, 2-24
call volume report, 8-40
caller ID for, 2-9
caller options while waiting, 2-37
clearing lockout, 2-46
closing, 2-8
comparison report, 8-45
contacts for, 4-4
creating a utility user for, 4-3
creating Hold prompts for, 2-38
data entry by callers, 2-42
defined, 2-3
distribution algorithms, 2-19
extensions for, 2-7
hold music for, 2-36
language of telephone prompts, 2-47

listing in dial-by-name directory, 2-10
menu choices for, 2-51

prompt language, 2-47
recording calls, 2-49

setting up menu choice for, 2-51
signing in and out, 5-2

skills for, 3-7

statistics by phone, 6-15
supervising overview, 6-2

talk time report by agent, 8-36
trends report, 8-21

using call rules with, 4-5

using contacts with, 4-2

using IVR Plug-ins with, 2-53
using overflow agents, 2-26
utility user, 4-3

validating data entry by callers, 2-44
viewing statistics online, 6-3
voice mail greetings for, 2-47
voice mailbox for, 6-20

voice title for, 2-47

wait by outcome report, 8-54
Welcome prompt for, 2-47

Queues view, 2-5

R

receiving and handling queue calls, 5-6
recording
agents’ calls, 2-13
queue calls, 2-49
redirecting calls, 2-31
remote agents, 2-18
reports
overview, 8-2
Activity History by Agent, 8-16
Activity History by Queue, 8-18

Agent by Queue and Skill Configuration report, 8-20

Agent Call Trends, 8-20

Agent Performance by Skill, 8-22

Agent Performance Trends by Queue, 8-21
Agent State Summary, 8-23
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Agent State Summary by Queue, 8-24

Average Wait Time and Call Volume by Time of
Day, 8-25

backups for, 8-6

Call Center Queue Information, 8-26

Call Distribution by Skill and Agent, 8-27

Call Distribution by Skill and Queue, 8-28

Call Log, 8-28

Call Result by Skill, 8-30

Call Summary, 8-31

Call Transfer, 8-32

Call Trends, 8-33

Call Volume by Account Code, 8-34

Call Volume by Identified Caller, 8-35

Cumulative Calls and Average Talk Time by
Agent, 8-36

custom, A-2

Custom Data, 8-37

Grouped Service Level, 8-38

Inbound Call Outcome Trends, 8-39

Inbound Call VVolume Trends, 8-40

options for, 8-7

Outbound Call Comparison, 8-41

Outbound Calls by Phone Number, 8-42

Outbound Long Distance Summary, 8-43

Queue Call History Detail, 8-44

Queue Comparison, 8-45

running, 8-2

Service Level, 8-47

Service Level by Skill, 8-48

shared and local, 8-5

Skill Assignment by Agent report, 8-48

Trunk Performance, 8-49

Trunk Usage, 8-50

Unanswered Calls During Business Hours, 8-51

User Activity, 8-52

User Call Trends, 8-53

using Excel toolbar to run, 8-4

viewing headers and footers, 8-4

Wait by Outcome, 8-54

reset times for statistics, 6-12
ringback, configuring for agents, 2-36

roaming agents, 2-18
round robin distribution, 2-19
routing list for workgroup user, creating, 7-8

S

schema for database, A-2
security, managing for a queue, 2-46
Service Level by Skill report, 8-48
Service Level report, 8-47
shared reports, 8-5
shifts
with call center queues, 2-50
signing in and out, 5-2
simultaneous ring distribution, 2-20
Skill Assignment by Agent report, 8-48
skills
overview, 3-3
adding to calls as requirements, 3-6
adding to queues, 3-7
adjusting requirements over time, 3-9
assigning to users, 3-4
configuring a queue to use, 3-8
defining, 3-4
reducing wait time for, 3-11
value scale for, 3-5
viewing an agent’s, 3-11
weighting for a queue, 3-7
Skillsworksheet.xls, 3-15
states for agents, defined, 6-5
statistics
configuring collection of, 2-50
displayed for queues, 6-3
when reset, 6-12
supervising
changing agents’ personal status, 6-19
monitoring, coaching, and joining agents’ calls, 6-16
overview, 6-2
without receiving calls, 6-2
supervisor, defined, 2-3
support, technical, 1-9
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synchronizing voice mail with Microsoft default setting for, 2-11
Exchange, 2-42 ending early, 5-8
using, 5-8

T

technical support, 1-9

terminology, 2-3

time-of-day wait time and call volume report, 8-25
toolbar, for reports, using in Microsoft Excel, 8-4
top down distribution, 2-19

transfer, option while waiting, 2-37

trends report, 8-33

Trunk Performance report, 8-49

Trunk Usage report, 8-50

U

Unanswered Calls During Business Hours report, 8-51
User Activity report, 8-52

User Call Trends report, 8-53

utility user, 4-3

Vv

validating caller data, 2-44
variables. See custom data variables.
voice mail
callback phone numbers, 2-48
creating greetings, 2-47
notifications for, 2-42
option while waiting, 2-37
setting up for a queue, 2-41
synchronizing with Microsoft Exchange, 2-42
voice title for queues, 2-47

W

Wait by Outcome report, 8-54
weighting skills, 3-7

Welcome prompt, recording, 2-47
working remotely, 5-10

wrap-up time
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