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Title : ACD Feature

Overview

This manual discusses ACD (Automatic Call Distribution) function of CS-1000 switching system, and ACD Management defined as a program that generates or manages data needed for using ACD functions

ACD SERVICE

First, touches briefly on ACD functions and the capacity of each parameter of the functions 

Second, displays the figures that show the environment of ACD/CTI service configuration. This environment is allowed for program used for call center management like ACD statistics and monitor.

Third, illustrates a flowchart for an easy understanding of ACD functions.

ACD MANAGEMENT Introduction

Deals with ACD Management program for generating or managing data used for ACD functions

First describes the environment needed for program install.

Second how to install program.

Third, program start and exit.

Fourth, program architecture.

Fifth, sequence of generating data of ACD functions.

How to use ACD MANAGEMENT.

This part indicates the method of using ACD Management program per menu and the program component element

ACD Service

ACD system capacity

	Parameter
	CS-1000

	Configuration Agents(Log-on ID)
	600

	Active Agents
	200

	Splits(Groups)
	50

	Agent Per Split
	100

	Queue Depth Per Split
	200

	Pilot
	600

	Trunk Routes/Groups
	50

	Priority Levels
	100


ACD function

Abandoned Call Search

A mode used to indicate that an incoming call that is abandoned in the state of waiting in Queue would not be connected to an agent. Abandoned Call signifies a call that is abandoned in the state of either waiting in Queue or getting a Ring Back Tone.

Assistance

A mode used for an agent to call a designated subscriber for assistance. An off-hook call is automatically put in Hold State.

See 4.3.2 - Assistance

Automatic Answer

A mode used to automatically answers a call terminated to an agent after a certain time.

See. 4.3.2 - Answer Mode / 4.11 Agent Logon

Automatic Work Mode

A mode used to automatically change a telephone into Work mode at the moment an agent releases an Off-hook call

See. 4.3.2 - Work Mode / 4.11 Agent Logon

Break Mode

A mode used for an agent to set/release Break mode for taking/stopping a break.  

See 4.3.2 Ready/Not Ready 

Call Control Vector

A mode used to program the method of ACD and processed as follows:

1 Search Available Agents to Split

2 Queue to Split

3 Announcement

4 Pause

5 Transfer to predefined number

6 Hang up

7 New Priority

8 Up priority

See 4.6 Call Control Vector

Call Distributions to Agents

ACD function gives priority to the longest wait call in Queue for the termination to an agent. If there are two agents or more available to answer the call, it is terminated automatically to the longest idle agent.

Call Forwarding - Split

A mode used to forward all calls terminated to Split to pre-defined subscriber

See 4.4 Split Data / 4.3.2 - Split Call Forwarding 

Call Waiting Indication - LCD Display

A mode to display the number of calls waiting in Queue on the LCD of digital phone.

Calling Party Identification

A mode used to display information related to the caller on LCD when a call is terminated,

Do not Disturbs - Split

A mode used to register DND (Do Not Disturb) with all Splits so that all Splits can reject all incoming calls.

See 4.3.2 - Split Do Not Disturb

Flexible ID Codes

Flexible ID Codes provides the function that extension for agent is not only logged on using the defined user Logon ID, but also other using Logon ID on any Split Index. Therefore heavy traffic may be sharable with other agent.

Holiday Scheduling

A mode used to schedule a necessary CCV for assigned holidays.

See 4.8 Holiday Calendar / 4.9 Holiday Schedule / 4.10 Pilot Data

Jack Status

It is impossible for an agent to respond to any incoming call if a jack has come off the connector of the telephone the agent has logged on. Jack Status is the function to prevent such an undesirable case and automatically to put the agent to Logoff State or change the telephone into Break mode. 

See 4.4 Split Data

Log-on/off

A mode used for an agent to log on/off his/her telephone so that he/she may answer an ACD call terminated.

Non-ACD Call

A mode used to indicates that a call directed to number of the telephone by logged on by an agent or supervisor is not ACD call.

Overflow Outside-ACD

A mode to used for a call to be transferred outside by Transfer direction of CCV(Call Control Vector).

Pilot Number 

Main number used to go into an ACD call.

See 4.10 Pilot Data

Priority Queuing

ACD system may assign an incoming call a priority up to 100 steps. The termination is based on the highest priority. In case of calls of the same priority, the termination is based on the earliest incoming.

See 4.10 Pilot Data / 4.6 Call control Vector

Split 

one of groupings for ACD service.

See 4.4 Split Data 

Week Schedule

A mode to schedule a necessary CCV for each day of the week.

참고. 4.7 Weekly Schedule / 4.10 Pilot Data

Work Mode

A mode used to indicate the state of after-call work. Even though the telephone is not in Off-hook State, the Work mode does not permit a response to an incoming call.

See 4.3.2 - Work after call 

Work Mode Time Limit

The time limit available for after-call work.

See 4.11 Agent Logon

Zip Tone

A mode for using Zip Tone instead of usual ring. It is provided in only LPG telephony.

See 4.11 Agent Logon

ACD/CTI Service Configuration 
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ACD Management Introduction

Install Environment

Operating System: Windows 95, Windows 98, Windows 2000

CPU : Pentium 200MHz and above

Memory : 64 Mbytes and above

LAN Card (10 Mbps TP)

Installation and Un installation

ACD Program Installation

1) Insert ACD Management Install diskette into a drive. 

2) Double-click a command of Setup.exe.

3) The installation of ACD Management will be getting started.
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ACD Program UnInstallation

1) To delete ACD Program.

2) Press Add/Remove button on CS-ACD in control box.


3) Press OK button after finishing program deletion. 
Start and Exit

ACD Management Start

In the Windows environment as in the figure below, click Start button. Select Program ( ACD Admin ( ACD Management in sequence.

A main window of ACD Management appears. Enter the IP address of the Switching System (CS-1000) to connect it. Click Connect button.

ACD Management Exit

1. Disconnect a link from the Switching system. 


.



2. Click on the close button in the ACD Management window.

               

If you close the ACD Management window without disconnecting the link from the Switching system, the link is automatically disconnected to exit the program.
Configuration
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Menu Tree

The menu tree is made up of the functional menus of ACD Management in the form of a tree. You may double-click a menu to display its window. 

( Description of Menu Tree Component Information
	Component Element
	                 Description

	Split Data
	Menu to generate info on Call Center Agent Group(Split)

	Split Tone
	Menu to assign announcement to be transmitted to the extensions waiting in Queue

	Call Control Vector
	Menu to control service procedure for ACD incoming call

	Pilot Data
	Menu to have a pilot number for starting ACD service

	Logon Data
	Menu to input info on Call Center agent

	Weekly Schedule
	Menu to schedule CCV which is assigned to Pilot Number, for every hour of each day of the week

	Holiday Schedule
	Menu to schedule CCV which is assigned to Pilot Number, for every hour of each holiday

	Holiday Calendar
	Menu to generate holiday data

	Trunk Serial Data
	Menu to assign call priority order to incoming trunk lines of Switching system

	Terminal Information
	Menu to assign telephone for the use of agent or supervisor only and change data of flexible button

	System Option
	Menu to assign option needed to operate Call Center

	ACD Data Backup
	Menu backup ACD data to Switching system


Tool Bar Buttons

	Close
	Close window.

	Query
	Query data.

	Change
	Change data.

	Add
	Add data.

	Delete
	Delete data.


Other Buttons

These buttons do not affect actual data of Switching system

	Default Insert
	Is used to create new default data.

	Next Insert
	Is used to create the next data at the same value as the last used data

	Delete
	Deletes data.


ACD Data Generating Sequence




1. Assign the Terminal available for the use of agent or Supervisor only.


2. Set System option.


3. Perform data setting in sequence as follows:-




※ After the data setting, be sure to always perform the request for data backup of Switching system.

How to Use ACD Management

System Option

Define the length of Logon ID for Call Center agent to use and indicate whether or not to allow agent call-forwarding function.

Menu window
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[Item Description]

	Item
	Descriptions

	Agent Logon ID 

Length
	The length(3~6) of ID used for agent or supervisor to log on

	Agent Call

Forwarding
	Currently not supported.

Whether or not to allow agent or supervisor call- forwarding function

	Use ACD Service Tone for R.B.T
	It supports ACD Service Tone(Announcement) instead of R.B.T when a terminated call connects to agent after holding in system queue. 

	Re-ring count at Agent No Answer 
	In case agent is no answer, system sends ring depending on the count of retry Ring to agent. 

	Use Trunk I/C Option
	Incase of no answer of incoming ACD call through trunk, this is to allow the assignment whether or not to proceed no answer call according to the incoming option.

	Send DTMF Tone for C.G.T
	Incase of SLT-Agent is in headset mode, this is to send the certain specific DTMF tone twice instead of C.G.T in order to automatic release the call. However, the value of [Data2.6] System Feature Option – What digit Assign Trunk Pause entry in OMS is not duplicated.

Note) This is used for domestic only.


Data

On Logon, Logon ID of agent or supervisor is permitted up to the defined length.

ACD Management

[Agent Logon]([Logon ID]
Terms

The length of Logon ID is composed of numbers only of three to six digits.

One switching system permits only one digit.

Terminal Information
Check and see an extension generated by OMS of Switching system. You may change it for the use of agent or supervisor only.

If it is digital type of telephone-set, check its flexible button data. You may change the data.(4.3)

Menu window

Query

Assign Terminal Type and its number range to query. 

Otherwise, query data corresponding to the Terminal Type selected within the whole terminal number range.

	Items
	Descriptions

	SLT
	Single Line Telephone.

	SLT-Agent
	SLT for the use of agent

	DTEL
	Digital Telephone

	DTEL-Agent
	DTEL for the use of agent

	Supervisor
	SLT or DTEL for the use of supervisor

DTEL or SLT is not changeable for the use of supervisor, butt DTEL-Agent or SLT-Agent changeable.

	ALL
	Used to query 5 kinds of all terminals

	Split Number
	Telephone for Supervisor must be assigned to its split.

Supervisor may not only function as agent but also register/release “DND” and “Spit Call Forward” with/from its split. 


Data

Split number of [Terminal Information] menu corresponds to Split Index of ACD Data.

In [Split Data] menu, split data may be identified by Split Number(ACD Split Index).

ACD Management

[Split Data]([ACD Split Index]

See Call forward Tel No. : Split data Menu

OMS 

[Data Management] ( [Extension Data Management] ( [Extension Information]

Extension for agent may not be assigned but be available for query. 

Terms

Max. Number of Agent is assignable up to 200 Extensions.
Button Data

If the telephone-set for the use of agent or supervisor is digital type, you may assign its flexible button data.

Menu window


Button Data

You may check and change the flexible button data of digital tel. and DSS in the Button Data window below.

If you select Button data in the short cut menu, you may query info on DSS connection and flexible button


How to Change Button Data

· Select Button ID and mouse-click on it using the right mouse button.   Change Tool appears. 

· Select Change Tool. Button Data Change Tool bar appears in the bottom of the Button Data window.


· In Button Data Change Tool window, Select Button Type and Button Data click on Change Button. The Button Data will be changed 

· Change Button is used to change the current Button ID data and to shift to the next Button ID.

· Click on Close button to close the Button Data Change Tool window.

· In the Button Data window, click on Change button, a request message for changing Button Data will be transmitted.

Copy Button Data - Paste Button Data

You may copy data of the flexible button of a certain telephone to another’s flexible button. 
For example, to copy the flexible data of DTEL-Agent No.2002 to the flexible button of Supervisor No.2006,

(1) In Terminal Information menu, select No.2002 and mouse-click on it using the right button and select Copy Button Data.

(2) Select No.2006 and mouse-click on it using the right button. Select Paste Button Data.

Caution

On condition that the Terminal Type of both copied and pasted should be DTEL-Agent or Supervisor, the copying and pasting is possible.

Copy Button Data via Range

You may copy the flexible button data of a certain telephone or a DSS to those of several other telephones or DSSs.

For example, to copy the flexible button data of DTEL-Agent No.2002 to DTEL-Agent No.2003 through No.2005,

(1) In Terminal Information menu, select No.2002 in the Source vane and mouse-click on it using the right button. Select Copy Button Data via Range. 

(2) In Destination vane of the window, enter “2003” in the From Tel. No. box and “2005” in the To Tel. No. box and click on OK button.

Caution

The copying function is subject to the Terminal Type of DTEL-Agent or Supervisor.

If DSS is marked with '0' in the box, it means digital telephone.

Data

Function Register

How to register flexible button data using a telephone

Program + Flexible Button + Button Type *Note1 + Button Data
If Button Type is Feature Button, 

Program + Flexible Button + 3 + ## (Feature Code:**Note2)
*Note 1  Button Type & Data

	No
	Type
	Data
	When pressing function-inputted button

	1
	Trunk Serial Number
	Serial Number of Trunk Lines
	Sends a call using assigned trunk line

	2
	Extension 
	Extension No.
	Calls an assigned extension

	3
	Feature Button
	**Note2
	Performs an assigned function

	4
	Trunk Code with external party 
	Originating number (max20digits) including Trunk access code
	Calls an assigned number

	5
	Hold  
	No inputted data
	Holds off-hook call

	6
	Speed 
	Shortcut No. (Max 20 digits)
	Function as shortcut dialing 


**Note 2  Feature Code
	No
	Feature code
	Dtel Agent
	Supervisor

	21
	Log-on/off
	(
	(

	22
	Incoming Call answer
	(
	(

	23
	Call release
	(
	(

	24
	Ready/Not ready
	(
	(

	25
	Work mode (Automatic / Manual)
	(
	(

	26
	Work after call (Work / Answering)
	(
	(

	27
	Answer Mode (Automatic/Manual)
	(
	(

	28
	Ring/Tone mode
	(
	(

	29
	Headset/Handset
	(
	(

	31
	Assistance
	(
	(

	38
	Split Call Forwarding
	X
	(

	39
	Split Do Not Disturb
	X
	(


· Log-on/off ( Agent/Supervisor’s logon and logoff function 

ACD Management

[Agent Logon]([Logon ID]

· Incoming Call answer ( Function to answer, through a button, a terminated call

· Call release ( Function to cut off an off-hook call using button.

· Ready/Not ready ( Function to register/release Break mode

· Work mode (Automatic / Manual) ( Function to assign a mode for after-call work 

Automatic : Function that a telephone is automatically changed into Work mode, after a call release 

Manual : Function that Work mode is assigned by pressing the button of “Work after call” registered.

· Work after call (Work / Answering) ( 

Work Mode : A mode used to indicate the state of after-call work. A call termination is impossible .

Answering Mode : The state of being answerable to an incoming call

If Work Mode is Automatic, 

the telephone automatically goes in Work Mode after a call release, and in Answering mode after a certain time. (A certain time : [Agent Logon]( a time defined in [Max work time])

If Work Mode is Manual,

Work mode and Answering mode are alternately assigned each time you press the button of the function registered.

Note) Work mode is a mode used to allow agent/supervisor a call-related job like jot-down of caller’s information. During the Work mode, a call termination is impossible.
· Answer Mode (Automatic/Manual) ( Function to change the way of answering an incoming

Automatic – Automatic answer

Manual – Manual answer. Off-hook state for answering function is possible by picking up the receiver or pressing the speaker button.

ACD Management

[Agent Logon]([Answer Mode = Automatic/Manual]

Is used as default for an agent to log on.

· Ring/Tone mode ( Function to change the ringing of an incoming call

Zip Tone – Uses tone for ringing. (Supported in only LGP telephone.)

Ring – uses ring for ringing. 

ACD Management

[Agent Logon]([Zip Tone/Ring]

Is used as default for an agent to log on .

· Headset/Handset ( Function to assign whether to use Headset or Handset

ACD Management

[Agent Logon]([Hand/Headset Mode]

Is used as default for an agent to log on .

· Assistance ( Function for an agent to hold an off-hook and call assistance so that he/she may receive an assistance in the state of off-hook

Assistance must be assigned for each agent.

How to call Assistance : If you press the flexible button of Assistance function registered, the call in the state of off-hook is held and the assigned number is called.

ACD Management

[Agent Logon] ([Assist Tel Number]

· Split Call Forwarding ( Function to register/release call-forwarding with/from Split. This function is assignable only by supervisor.

The number of extension, which is answerable to an forwarded call, must be pre-assigned.

ACD Management 

[Split Data]( [Forward Tel Number]

How to register/release Split Call Forward ;

-. Button of function registered + * + # 

If a supervisor registers Split call forward, 

All calls terminated to split under which telephone logged on by the supervisor belongs are forwarded to assigned extension numbers. 

ACD Management

[Terminal Information] ( [To define split number in case Terminal Type is Supervisor.]

· Split Do Not Disturb ( Function used only by supervisor to register/release DND(Do Not Disturb) with/from Split. 

How to register/release Split DND : Button of function registered + * + # 

If a supervisor registers Split DND, 

All calls terminated to split under which telephone logged on by the supervisor belongs are rejected.

Terms

Split Data

   Split is the grouping for ACD service and group able into each working function.

When an agent logs on Split Data Management, he/she may start the agent job. On logoff, he/she may close the job.

Menu window
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                                 [Item Description]

	Items
	Descriptions

	ACD split Index 
	Serial No. to group a Split(ACD Group).

	Split Queue DN 
	No. to indicate Split Queue

	Queue Depth
	Max No. available for waiting in Split Queue (0~200)

	Use ID on Logoff
	A mode to indicate whether or not to use Logon ID, when an agent/supervisor logs on Split Data Management.

	Use Password on Logon
	A mode to indicate whether or not to use Password, when an agent/supervisor logs on Split Data Management..

	Answer Mode
	A mode to indicate how to answer an incoming call (auto answer/manual answer). *Note1

	Zip Tone/Ring
	A mode to indicate Zip Tone/Ring for an incoming call. *Note1

	Headset Mode
	A mode to indicate whether to use Headset or Handset. *Note1

	Use After Call Work Mode
	A mode to indicate whether or not to automatically put an agent/supervisor to Work mode after a call release.*Note2

	DND mode
	A mode to indicate whether to allow or prohibit an ACD incoming call to wait in Queue when Split both agent and supervisor are in the state of logoff. (Allow Queue / Prohibit Queue)

	Work Mode Deny
	Currently not used

	Assist Mode
	Currently not used

	Status on Repair
	A mode to indicate whether to automatically put an agent/supervisor to Logoff State or change the extension into Break mode when the jack has come off the connector of the extension the agent/supervisor has logged on.  (Logoff / Break)

	Not Use ACW on Each I/B
	A mode to indicate whether or to allow or prohibit automatic after-call work for an incoming(inbound) call directed to the number of the telephone an agent/supervisor has logged on.*Note2

	Not Use ACW on Each O/B
	A mode to indicate whether or not to allow or prohibit automatic after-call work for an agent/supervisor’s outgoing call *Note2

	Routing Information
	Currently not used

	CTI Call Routing
	Currently not used

	Display Number of wait call
	Currently not used 

(A mode used to indicate the number of extension waiting in Split Queue on LCD of the telephone of an agent/supervisor.)

	Step of Announcement
	To define the step of announcement for Queue in split.

	Night Tel Number
	Currently not used

	Forward Tel Number
	Extension number for call-forwarding when Split is in call-forwarding mode*Note3

	

	Note1
	Answer Mode, Zip Tone/Ring, Headset Mode

These modes may be checked in the menu [Agent Logon]. Actually an item to be applicable to an agent/supervisor is the value defined in [Agent Logon] menu.

	Note2
	Use After Call Work Mode

	
	Not Use ACW on Each I/B
	ACW = (automatic After Call Work) 

I/B = Inbound (Incoming)

	
	Not Use ACW on Each O/B, 
	O/B =Outbound (Outgoing)

	
	If this value is changed in an agent/supervisor’ s logon, the changed value is applicable in the next logon by the agent/supervisor’ s logon .

	Note3
	Forward Tel Number

Supervisor only is permitted to register/release Split Call Forward


Data

ACD Management

[Call Control Vector]([Service Type=Access to Split # / Queue to Split #] 

Split# of [Access to Split # / Queue to Split #] corresponds to ACD Spilt Index Number.

[Agent Logon] ([Answer Mode=Manual/Automatic]

([Zip Tone/Ring]

([Headset Mode]

If you use a Service per Logon ID, you may define the Service in [Agent Logon] Menu. 

OMS

[Data Management]([System Data Management]([System Numbering Plan = Extension Numbering Plan]

A number used for [Split Queue DN] must be defined by numbering plan. 

A number used for [Split Queue DN] is a virtual number that does not exist actually in extensions.

Terms

If the values above are changed in agent/supervisor’s logon state, the changed values are applicable in the next logon by the agent/supervisor’ s logon

ACD Split Index is assignable up to Max 50.

Number of Split Queue DN may duplicate that of Pilot, but not that of Queue DN of different Split.

Split Tone

The menu to assign the kind of announcement to be transmitted to extension waiting in Split Queue.

Extension waiting in the Queue may listen to the announcement up to 5 stages.

Menu window
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           [Item Description]

	Index
	Description

	Index
	Maximum 50 could be defined.

Same value as Split Data Menu Index.

	Wait Annc. 1
	Primary Announcement selectable among ACD Tone Service 1~20

	Wait Annc. 2
	Second Announcement selectable among ACD Tone Service 1~20

	Wait Annc. 3
	Third Announcement selectable among ACD Tone Service 1~20.

	Wait Annc. 4
	Fourth Announcement selectable among ACD Tone Service 1~20

	Wait Annc. 5
	Fifth Announcement selectable among ACD Tone Service 1~20


Note) ACD Tone Service 1 ~ 20 tone has to be set on OMS
Data

OMS 

Definition of ACD Tone Parameter (Definition of Lock Time and Service Port)

[Data Management]([System Data Management]([System Tone Parameter=Service Tone Type=> ACD Tone Service 1~20]

Definition of ACD Tone(Announcement) Service Token ID 

[Data Management]([VMS Data Management]([Voice Tone Information=Service Tone Type=> ACD Tone Service 1~20(Token ID)]

Terms

Announcement is provided up to 20 kinds of tones.

Further information (port for announcement, announcing time, etc) on each announcement is defined in Switching system ONMS.

Call Control Vector

Call Control Vector is an item to generate service procedure for ACD incoming call. 
Menu window





[Item Description]

	Items
	Data
	Descriptions

	CCV Index
	
	CCV sorting Number.(Max 200)

	Service Type
	Access to Split #
	Split Index
	A mode used to terminate a call to answerable one among agents logging on Split.

ACD Management ( [Split Data]([ACD Split ID]

	
	Queue to Split #
	Split Index
	An mode to assign a Split ID for keeping an incoming call waiting in Queue, in case there is no agent/supervisor logging on different Split ID for the incoming call,  .

ACD Management ( [Split Data=ACD Split Index]

	
	Announcement
	ACD Tone ID 
	Currently service not provided.

Announcement selectable among 1 ~ 20.

OMS

[Data Management]([System Data Management]([System Tone Parameter=Service Tone Type=> ACD Tone Service 1~20]

[Data Management]([VMS Data Management]([Voice Tone Information=Service Tone Type=> ACD Tone Service 1~20(Token ID)]

	
	Pause#(sec)
	Second (1~250 sec)
	An mode used to stop a calling for a certain fixed time(Unit: sec)

	
	Transfer to Telephone
	Transfer Telephone Table No.(1~4)
	This service assigned is not permitted to go into the next step and so is usable for the last step of CCV.

	
	Hang up
	
	A mode used to release a call.

	
	New priority
	Priority Order(1~100)
	A mode used to assign updated priority to a call waiting in Split Queue

Large number means high priority.

Current Priority Definition 

ACD Management

[Pilot Data]([External Call Priority]

([Internal Call Priority] 

([Transfer Call Priority]

	
	Up priority
	Priority Order  (1~100)
	A mode used to update priority by raising the order of a call waiting in Split Queue. (Current priority order + N)

Current Priority Definition 

ACD Management

[Pilot Data]([External Call Priority]

([Internal Call Priority] 

([Transfer Call Priority]

	
	CCV END Mark
	
	A mode used to indicate the end of CCV service procedure

	Transfer Tel No 
	
	A number used for a call transfer when Service Type is Transfer.


Data

ACD Management

[Split Data]([ACD Split Index]

[Pilot Data]([External Call Priority]

([Internal Call Priority] 

([Transfer Call Priority]

OMS

[Data Management]([System Data Management]([System Tone Parameter=Service Tone Type=> ACD Tone Service 1~20] 

[Data Management] ( [VMS Data Management] ( [Voice Tone Information=Service Tone Type=> ACD Tone Service 1~20(Token ID)]

Terms

Voice service must be subject to Token data definition in OMS and voice recorded in MOH Token.

CCV is programmable with Max 20 steps of service procedure.

Weekly Schedule

Weekly schedule is a menu to generate information on each day of the week/every hour of the day so that you may schedule ACD calls terminated to Pilot number according CCV service procedure by the day/the hour.

Menu window


                         [Item Description]

	Step
	Day of Week
	Time
	CCV

	A stage of process
	Selection of each day of the week

*Note1
	Time to start applying assigned CCV *Note1
Assigning a time between 00:00 to 23:59
	CCV Index

ACD Management

[Call Control Vector] ([CCV Index]

	

	Note 1
	Ex of CCV application: Day of Week = MON / Time = 09:00 / CCV Index = 1 

If a call is terminated to a pilot number for the use of Week Schedule after Mon. 09:00 AM of Switching system time, the call is processed according to CCV 1.


Data

ACD Management

[Pilot Data]([Weekly Schedule Index]

[Call Control Vector] ([CCV Index]

Terms

If a call is terminated to the Pilot number without an index value being defined in [Pilot Data]([Weekly Schedule Index], Weekly Schedule does not provide its service.

You may define max 10 kinds of Week Schedule.

Holiday Calendar

Holiday schedule is a menu to generate information on each holiday so that you may schedule ACD calls terminated to Pilot number according CCV service procedure by the day/the hour.

Menu window


<< Back to the previous month
>> forward to the next month

EDIT OK
Assign a holiday. Press the “EDIT OK” button before moving to a different month. A new holiday assigned will be updated.

Data

ACD Management

[Pilot Data]([Holiday Calendar Index]

([Holiday Schedule Index]

Terms

If a call is terminated to Pilot number without an index value being defined in [Pilot Data]([Holiday Calendar Index], Holiday Calendar does not provide its service.

You may define max 10 kinds of Week Schedule

Holiday Schedule

Holiday schedule is a menu to generate information on every hour of the holiday so that you may schedule ACD calls terminated to Pilot number according CCV service procedure by the day/the hour.

Menu window


                           [Item description]

	Step
	Day of Week
	Time
	CCV

	A stage of process
	Selection of each day of the week

*Note1
	Time to start applying assigned CCV *Note1
Assigning a time between 00:00 to 23:59
	CCV Index

ACD Management

[Call Control Vector] ([CCV Index]


 Application Ex of Holiday Schedule and Holiday Calendar

Assigning Pilot Information 
Pilot DN No. 500 

CCV Index = 1, Holiday Calendar = 1, Holiday Schedule = 2

Holiday Calendar 1
12/24, 12/25, 12/26

Holiday Schedule 2
Time = 18:00, CCV Index = 2

If a call is terminated to pilot number 500 on Dec. 24. 17:00 of switching system time, the call is processed according to CCV 2.

Data

ACD Management

[Pilot Data]([Holiday Calendar Index]

([Holiday Schedule Index]

[Call Control Vector] ([CCV Index]

Terms

-. Information on holiday must be generated in Holiday Calendar.

-. If a call is terminated to Pilot number without an index value being defined in [Pilot Data]([Holiday Schedule Index], Holiday Schedule dose not provide its service.

You may define max 10 kinds of Week Schedule.

Pilot Data

Pilot Data is a menu used to generate Pilot number for starting ACD service.

Menu window
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[Item Description]

	Items
	Descriptions

	Pilot DN
	Pilot number for ACD service.

This number must follow the extension numbering plan.

OMS 

[Data Management]([System Data Management]([System Numbering Plan]([Extension Numbering Plan]

	CCV Index
	CCV to be applied when Pilot number is called.

CCV must follow the definition of [Call Control Vector]([CCV Index] of ACD Management.

	Week Schedule Index
	A mode to assign what [Week Schedule] to use for the application of CCV each day of the week and every hour of the day. *Note1

ACD Management 

[Weekly Schedule]([Weekly Schedule Index]

	Holiday Calendar Index
	A mode to assign what [Holiday Calendar] to use for the application CCV each holiday. *Note1

ACD Management 

[Holiday Calendar]( [Holiday Calendar Index]

	Holiday Schedule Index
	A mode to assign what [Holiday Schedule] to use for the application CCV each holiday. *Note1

ACD Management 

[Holiday Schedule]( [Holiday Schedule Index]

	External Call Priority
	A Mode to assign priority to an external call *Note2

	Internal Call Priority
	A mode to assign priority to an internal call *Note2

	Transfer Call Priority
	A mode to assign priority to a transfer call *Note2

	Inbound Call Charge
	A mode to indicate whether or not to transmit a charge signal to a call terminated using Pilot number

	ANI Data Request
	A mode to indicate whether or not to make a request for ANI information to a call terminated using Pilot number.

	  

	Note 1
	Week Schedule, Holiday Calendar, Holiday Schedule

System may maintain CCV index value to be applied to a call terminated to Pilot No. by comparing these setting values to day of the week, date, and time in a one-minute cycle. Thus, if the currently registered values in Pilot DN are changed, the changed values may be applied following the one-minute cycle.

	Note2
	Priority

Large number means high priority.


Data

Terms

[Pilot DN] is assignable up to 600 numbers.

[Internal call Priority][External Call Priority][Transfer Call Priority], etc. are priority-changeable as per service procedure defined in [Call Control Vector].

Agent Logon

Agent Logon is a menu to input agent’s logon information.

Menu window


                             [Item description]

	Items
	Descriptions

	Logon ID
	ID needed for an agent to log on. 

Log on ID is usable independent of numbering plan of Switching system.

Max.600 IDs are registerable. However, max. number of simultaneous agent logons is 200.     

	Involved split Index
	A mode to indicate what split to log on. 

One split is an available formax.100 agent to log on.

	Assist Tel Number
	Extension number used for an agent to request Assist function.

(See 4.3.2)

	Emergency Tel Number
	Currently not used

	Max Work Time (Sec.)
	A max time available for an agent to stay in work mode for an after-call work.

[Split Data]([Use After Call Work Mode]

	Automatic Answer Time(Sec.)
	When an agent’s telephone is put in automatic answering mode, it is automatically answerable to an incoming call after a set time(Max.180sec)

ACD Management

[Split Data]([Answer Mode=Automatic]

	Logon Password
	Currently not used

	Answer Mode
	A mode used indicate how an agent/supervisor answer a terminated call (auto answer/manual answer)
Automatic – The moment a call is terminated, the terminal goes automatically into off-hook state and processes a call in Speak mode.

Manual – When a call is terminated, an agent/supervisor him-/herself goes into off-hook state using handset or Speak button so that he/she may process the call.

ACD Management (Split ID Base의 Service)

[Split Data]([Answer Mode]

	Zip Tone/Ring Mode
	A mode used for a signal to refer an incoming call to an agent/supervisor. (Zip Tone / Ring)

Zip Tone – Tone used for ringing. (LGP)

Ring – Ring used for ringing. (LGP/LKD)

ACD Management (Split ID Base의 Service)

[Split Data]([Zip Tone/Ring Mode]

	Headset/Handset
	Handset or Headset a agent has logged on

Headset Mode – usable only in LGP.

ACD Management (Split ID Base의 Service)

[Split Data]([Headset]


Data

ACD Management(Split ID Base의 Service)

[Split Data]([Use After Call Work Mode]

[Split Data]([Answer Mode]

[Split Data]([Zip Tone/Ring Mode]

[Split Data]([Headset]

Terms

Max 600 [Logon ID]s could be registered. max.number of simultaneous agent/supervisor logons is 200

One split is available for max.100 agents to log on.

Max Work time is limited to 180 sec

Trunk Serial

Trunk Serial is a menu to generate the priority order to an incoming call. 

Menu window

Trunk Serial No

Trunk line number of Switching system selectable among 1 ~ 480.

Trunk group

Trunk group selectable among 1 ~ 50 .

Priority

Priority order of a trunk line to be terminated to Split
Data

Terms

Data Backup

A menu to store generated data to Switching system

Menu window
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Data

Execution of ACD Data Backup generates the following File in DISCON Chip of CS1000.

File name: acdgen.dt

Terms

Third Party











Host





☏





Client PC





CTI Server





Call event





Call 


Command





Pilot No.


MAX 100





PSTN


NETWORK





☏





Agent 


521





Agent 


522





Agent 


523





☏





ACD Night


200





CCV IDX No


Max 200 IDX





CCV IDX 1





CCV IDX 2





CCV IDX 3





CCV IDX N





Dial + 500





SPLIT IDX No


MAX 50


Queue Size


Max 200





SPLIT 1


(Queue DN=


510)





521


522


523





AGENT 


MAX 200





SPLIT 2


(Queue DN=


511)





525


526


527





SPLIT 3


(Queu DN=


512)





529


530


531





SPLIT N


(Queue DN=


N(+2)XX)





XXB


XXC


XXD





CCV STEP


MAX 20





Service Type


MAX 9kinds





Queue to Split 





STEP 1





Access to Split 





STEP 2





CCV END Mark





STEP 3





MON 


0900~1600


CCV IDX 1





WEN


0900~1600


CCV IDX 2





DNIC





CCV IDX 1





In case of existing


Weekly /Holiday SKDL





DSLC





SLC





Supervisor


Fixed SPLIT# 





520


1





524


2





528


3





XXA


X





Holiday IDX 1(Holiday SKDL CCV:3





Be busy Continuously 





Reference OMS NPL 











Actual Extension No.











To Assign


[Agent Logon]








Supervisor 


520





CCV IDX 1





     Both are same Service





CCV IDX 3





CCV IDX #





Split Index No





Access to Split 





Queue to Split





Transfer to 


Telephone 200





CCV END Mark 





Split IDX : 1





1





Finish SVC





Split IDX: 3 





Split IDX: 1 





Finish SVC





Split IDX: 2 





Finish SVC





Split IDX : 1





Hear(VPM Token#)


(OMS [VPM Data] 


   [Voice Tone info]


[Queue Split Tone:


SPLIT IDX 1]





500





501





502





N(+1)XX





Weekly SKDL





Holiday Calendar  (MAX IDX 10)





STEP 1





STEP 2





CCV END Mark 





Queue to Split





STEP 1





STEP 2





STEP 3





STEP 4





Holiday SKDL (Max IDX 10)





If you are successfully connected to the Switching system, the option button (Connect status) changes into green





(1) Click on Communication button. Then Comm Server window appears. 


(2) Click on the Disconnect button in the Comm Server window. 


   The connection will be released





Menu Tree





Tool Bar





Other Buttons





Menu : Terminal Information 


Terminal Type : DTEL-Agent, SLT-Agent, Supervisor





Menu : System Option


Option 


Agent Logon ID Length : What is the length of Logon ID?





Split Data





Split Tone





Weekly Schedule





Holiday Schedule





Holiday Calendar





CCV





Trunk Serial





Agent Logon





Pilot Data





( Although Split data or Logon data is changed, an agent in th state of logging on uses the current data previous to the change until the next logon. 





( If Holiday Calendar / Holiday Schedule / Weekly Schedule is changed, the changed data is applied after one minute cycle of switching system.





Select a tel. No. in Terminal Information menu and mouse-click on it using the right  button. A short cut menu appears


The short cut menu is available to the case that Terminal Type is DTEL-Agent or Supervisor.





Info on DSS Connection 


If there is a DSS connected to a telephone, the Button goes Enable. In the Enable state, you may click on the DDS button to query info on its flexible button.





Info on DTEL Flexible Button


If you want to query info on flexible button in the Button Data window, click on the "DTEL" button.





Index : Maximum 50 Index to classify Split.


DN : Directory Number: Split Queue Number.


A selected Holiday Schedule will be displayed detail information on right table














This table displays the index of all CCV.


Cursor positioning shows further information on each CCV in the right column of the window.


Index : The serial number for classifying CCV Index.


       The selected CCV Index will be displayed on the right table.





Max Weekly Schedule Capacity = Maximum 10 Index..


A selected Index will be displayed processing step for each Weekly Schedule on right table 








Index: Each Index can have Holiday Calendar. 


Displays available all Holiday Calendar(Max.10)


A selected Holiday Schedule will be displayed detail information on right table.








Clicking a date alternates red color and black one. Red date means a holiday assigned.





Index: Each Index can have one step table(1~20 Step).


Max Holiday Schedule Capacity = Maximum 10 Index.


A selected Index will be displayed processing step for each Holiday Schedule on right table 


.








The registered whole DN(Directory Number) for Pilot.





Pilot Index : Maximum 600 pilots number could be assigned.


Pilot DN : The representative number for terminating call to ACD.


Cursor positioning Index shows further information on each Pilot DN on the right column of the window]








.Index : It shows whole the number of Logon ID, and A selected Index will be displayed Log on ID on right table..


 Maximum 600 Index to classify logon ID. 





Query Condition : All, 1~20, 21~40, (,581~600


That is available to verify all pilot DN or every twenty (20) entries.








LGE Telecommunication OBU R&D SW Team             Page  1               Printed: 98-06-06
LGE Network R&D Lab                            -  1 -                       Print Date: 2001-07-11

