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Section 1

Introduction to Avaya CMS Supervisor

Purpose
This section introduces the Call Center manager and supervisor to a high-level overview of the

functionality of the Avaya CMS Supervisor software.

Section Objectives
Upon completion of this section, you will:
e Achieve a high-level understanding of Avaya CMS Supervisor.

e Know how to start the Avaya CMS Supervisor software.

High Level Overview of Avaya CMS Supervisor

The Avaya CMS Supervisor software monitors the operations of and collects data from the
switch. This data is then organized into reports that help you manage Call Center facilities and
personnel. These reports may be displayed in real time, historical, or integrated formats. They

may be printed immediately or stored in a file.

The data tracked includes caller identification, service parameters, internal call transfers,
outgoing calls, and agent statistics. Real-time reports can be updated as often as every 3
seconds. Historical reports are available by interval, daily, weekly, or monthly summaries.
Integrated reports include data from any starting point in the last 24 hours up to and including

the moment the report is generated.
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1.4

Starting CMS Supervisor

Based on which Operating System you are running; use the steps below to start the Supervisor
application:
1. Select Start from the task bar.
2. Select “Programs” or “All Programs” from the Start Menu.
3. Expand the “Avaya” group and then the “Avaya CMS Supervisor R18” group.
4. Select “Avaya CMS Supervisor R18” from the list.
e If your system administrators allow, you can right click on the Avaya CMS Supervisor
R18 and select “Copy” and then right click and “Paste” it on your desktop.
The Supervisor application opens and is running. The Controller displays but you are not yet
logged into the CMS Server. The Controller is the Supervisor main window. From here you will
use the toolbar buttons and pull-down menus to access the CMS server.
Note: Avaya CMS Supervisor Terminal Emulator software is downloaded and installed

separately from Avaya CMS Supervisor.

L3 Avaya CMS Supervisor El =] @
Connect Tools Help
—

1EET S
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2.1

2.2

2.3

Section 2

Logging In/Out of CMS Supervisor

Purpose

This section walks you through logging in/out of the CMS Server and exiting Supervisor. It also

describes the Controller Window and instructs you how to navigate through various toolbars.

Section Objectives
Upon completion of this section, you will be able to do the following:

e Logon tothe CMS Server.
e Navigate through the Control and Menu Bars.
e Utilize the toolbar icons.

e Log off the CMS Server; either closing Supervisor or leaving it open.

Automatic Login to the CMS Server

1. Select Login from the Connect menu or click the Login button on the toolbar.
2. The Login Information window appears.

3. Type your CMS Login ID in the Login ID text box or select your login ID from the dropdown
list.

4. Tab to the Password text box.
5. Type your CMS password in the Password textbox. At this point, you may see the Confirm
Password window. This window reports that your password has expired and must be

changed. Follow the prompts for a new password and then Select OK.

2 Avaya CMS Supervisor @
Lagin [nfarmation
F3 CMS Server |135) jv\ Drop down list retains

j‘/> the last 10 items used on

Laogin [D: |admin|:|1 s .
a specific input item.

Pazzward: | xxxxxxxx 1

N\
QEIQ Cancel | Help |
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2.4 Logging out of the CMS Server

Please note! It is important to complete any of the following steps to properly log out of CMS.

Improper logout/exiting of CMS can lead to unnecessary license utilization.

1. Select Logout from the Connect menu. The application will prompt you “Are you sure you

want to logout?” Select OK to log off the CMS Server but keep the Supervisor application

running.

- -
2. Click on the Logout button LIZ24 on the toolbar or select Exit from the Connect menu. The

application will prompt you “You are currently logged in. Are you sure you want to exit?”

Select “Yes” to log off the server and to close the Supervisor application.

2.5 The Controller Window

Once logged into CMS Supervisor, the Controller Window accesses CMS features (instead of a

hierarchical Main Menu as in the terminal interface to CMS). The Controller Window includes

the following features:

2.5.1 Supervisor Controller Window

Title Bar

Minimize/Maximize

\

Tool Bar

[ v
L2 Avaya CMS Supervisor - 135.122.60.204 - cms

Menu Bar »Connect Commands Tools  Scripts

[EEY EEEEFHEERS IR

[
o=

Status Bar

N A 11/19/2015 12:28:50 P
\
Login Status Exception ACD Status Current CMS
Indicator Indicator Date and Time
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2.5.2

2.5.3

Menu Bar
To manually access the menu options above, click on the menu item using your left mouse
button. For keyboard users depress the “Alt” key and the corresponding underlined letter

within the menu option wanted.

L2 Avaya CMS Supervisor - 135.122.60.204 - cms o] @ [

Connect Commands Tools  Scripts Help

@ * 11/19/2015 12:28:50 PM

Tool Bar — Icon Options

When the cursor is placed over a toolbar button, the status bar gives a description of what the
toolbar button does. Options available may vary based on authorized user permissions.
Options — Accesses the window needed to change the environment options.

Logout — Disconnects from the CMS server by either selecting Logout from the connect menu
or the Logout button on the toolbar. Once the logout is complete, Supervisor is still open but
the user is not connected to the CMS server.

Reports — Initiates the Reports command to access all system reports.

Dictionary — Allows you to assign names to split/skills, trunk groups, call work codes, reason
codes, ACDs, VDNs and vectors, to enter and edit agent names and agent groups, to view and
define CMS database items and calculations, and to modify split/skill and trunk string values.
Exceptions — Allows you to administer timing or count-based thresholds for exceptions and
report on those exceptions.

Agent Administration — Allows you to view, add, delete, or modify Agent-related parameters
on the switch, such as Change Agent Skills.

Call Center Administration — Allows you to view, add, delete, or modify call work codes,
change VDN skill preferences, setup split/skill and VDN call profiles, and make trunk and VDN
group assignments.

Tenant Administration — Allows you to view, add, delete, or modify resources within a Tenant

and report on Agent Groups and Agents within a particular Tenant.
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CMS System Setup — Allows you to view and modify information relevant to how the CMS and
switch were configured during installation.

Maintenance — Indicates the Maintenance tool used to perform routine maintenance of the
CMS, including backing up data, checking on the status of the connection to the switch, and
scanning of the error log.

User Permissions — Indicates the Users Permissions tool where the CMS Administrator defines

CMS user IDs and access capabilities each user will have.

£3 Avaya CMS Supervisor - 135.122.60.204 - cms o] @ |

Connect  Commands  Tools  Secrints Helo

11/19/2015 12:28:50 PM

Status Bar and Status Indicators

The status bar indicator is located at the bottom left of the window and is used to display CMS
application status. It is also used to display a brief description of each of the toolbar buttons
when the mouse pointer is over the button.

Login Status Indicator — Shows a green light if you are connected to the CMS server, or shows
a gray light if disconnected from the CMS server.

Exception Count — Gives you the current count of exceptions for all ACDs for which you have
exception permissions. The exceptions count is cleared to zero at the beginning of the interval.
ACD Status Indicators — Show which ACDs are active/inactive. There can be up to eight ACD
icons showing, depending on how many ACDs this CMS supports. If the link to any one of the
ACDs is down, the icon will be crossed out. If the mouse is placed over the ACD status Indicator,
a tool tip will pop up and show the name of the current ACD.

Current Date and Time — Shows the current date and time of the CMS server you are logged

into.

3 Avaya CMS Supervisor - 135.122.60.204 - cms o] @ |2

Connect Commands Tools  Scripts  Help

[EE EIFMAEFHEERS ERE

L & 11413425 12:28:50 PM
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3.1

3.2

3.3

Section 3

Running a CMS Report

Purpose

This section explains how to run CMS and other specialized reports.

Section Objectives
After completing this section, the learner will be able to:
e Define the types of reports Avaya CMS Supervisor offers.

e Explain how agent work states relate to CMS reports.

e Runa CMS report.

Report Types

Avaya CMS Supervisor offers three types of standard reports that allow you to track the call

center’s activities — Real-Time, Historical, and Integrated.

Real Time Reports: The data in these reports are updated based on the refresh rate that is set
on the report input window (minimum is 3 seconds). When the current interval changes, all
cumulative data is cleared and Avaya CMS begins counting cumulative data again starting from

Zero.

Integrated Reports: These reports contain a combination of current (real-time) information

and cumulative information from the beginning of the day.

Historical Reports: There are four types of historical reports offered in CMS:

e Interval — Provides statistics by pre-determined system intervals. These reports can be
generated once the interval has completed or for an entire day. This type of data is
typically stored for 31 days and can be stored up to 62 days.

e Daily — Provides a summary of daily activity. These reports are available on the day
following the day the data was collected (the default time is 12:35 AM the following
day). This type of data is typically stored for 387 days and can be stored up to 5 years.

e Weekly — Provides a summary of weekly activity. These reports are available after the

3-7
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last day of the week has been archived (the default time is 2:35 AM the following
Sunday, if the first day of the week is Sunday). This type of data is typically stored for 53
weeks and can be stored up to 10 years. NOTE! When running weekly reports, you must
enter the first day of the week into the Date input window.

e Monthly — Provides a summary of monthly activity. These reports are available on the
first day of the following month (the default time is 4:35 AM on the first day of the
following month). This type of data is typically stored for 13 months and can be stored
up to 10 years. NOTE! When running monthly reports, you must enter the first day of

the calendar month into the Date input window.

Review of the Agent Work States

Any time an agent enters a work state, the information is sent from the switch to be reported
in CMS. The following is a list of agent states that may appear on reports:

LOGON — The agent is logged into a split or skill. Agents will only appear on Real-Time reports if
they are logged in.

LOGOFF — The agent logged out of a split or skill

ACDIN - The agent is on a split/skill call.

ACDOUT — The agent is on an outbound ACD call (applies only to the Outgoing Call
Management application of ASAl).

ACW — The agent is engaged in After Call Work and is not available to receive an ACD call. An
agent’s time in ACW includes the time an agent is on incoming or outgoing calls while in ACW,
as well as the time in ACW when the agent is not connected to any calls.

ACWIN — The agent is on an inbound call while in After Call Work (Real-Time only).
ACWOUT - The agent is on an outbound call while in After Call Work (Real-Time only).

AUX — The agent is engaged in Auxiliary work or is staffed and not available to receive an ACD
call. Reason codes can be used to describe the reasons the agents are in the AUX work mode.
AUXIN — The agent is on an inbound call while in AUX work or AVAILABLE (Real-Time only).
AUXOUT — The agent is on an outbound call while in AUX work or AVAILABLE (Real-Time only).
AVAILABLE — The agent is able to accept an ACD call. An extension is AVAIL in AUTO-IN or

3-8
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3.5

MANUAL-IN mode any time a station does not have a call active or on hold.

DACD — The agent is on a direct-agent ACD call.

DACW - The agent is in the after-call work state for a direct agent ACD call.

OTHER — On agent reports, the agent has put a call on hold, is dialing to place a call or activate
a feature or has a non-ACD call ringing. On split/skill reports, the agent has a call for that skill
on hold, is dialing to place a call or activate a feature or has a non-ACD call ringing. In a multi-
skill environment, OTHER displays on real-time reports when the multi-skilled agent is doing
work for a skill other than the skill being viewed.

RINGING — The time a call rings at an agent’s voice terminal after leaving the queue and before
the agent answers the call. This time is part of the average speed of answer (ASA).

UNKNOWN — CMS does not recognize the agent’s current state. UNKNOWN remains until the
condition is cleared (corrected) and/or the agent completes the current ACD call and any

associated ACW, or a current agent state message is sent to Avaya CMS from the switch.

Running a CMS Report

3.5.1 Select a Report

1. Click on Commands — Reports or select the Reports button on the toolbar.

£3 Avaya CMS Supervisor - 135.122.60.204 - cms o] @ |
Connect Commands  Tools  Scripts Help

[EEY EEMEFHERRS IR

@ & 1141342015 01:55:04 PM
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2. From the Report Selector window, choose the tab corresponding to the desired type of

report (Real Time, Historical, or Integrated).

[ETI Select a Report @

:Real-Time 1 Histarical

Fun Report for AC0:

] |ntegrated

Report:

| denpzsim22 ﬂ
Categorny:

Agent Group Report
Agent Report

Graphical Information

Other

(Jueue/Agent L
Split/Skil T
TrunksTrunk Group

D esgcription

Shows status of agents in an agent group, and reazon for LU= agents

Script... Froperties | Copy | | Help |

0k | | Mew | Cancel |

3. Select the appropriate reporting Category (Agent, Other, Queue/Agent, Split/Skill,

Trunk/Trunk Group, VDN, Vector, Designer, or Custom).

Select a Report @

‘Real-Time 1 Historical ] |nteqrated ]

Run Report for ACD: Bepart:

denpzsim22 ﬂ Agent Group Report
Categorny: Agent Report
Graphical Information

Other

[ueus/agent

SplitsS kil

TrunkdTrunk Group

WON

Wectar ~

Desgcription

Shows status of agents in an agent group, and reazon for LU= agents

Script...

Froperties | Copy | | Help |

Ok | | Mew | Cancel |
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4. Select a report from the list in the “Report” box.

Select a Report @

Heal-Time 1 Historical ] Integrated ]

Run Report for AC0: Bepart:

| denpssimd2 j Agent Group Repart
Categary: Agent Report
Graphical Information

Other
Queus/bgent
Split/Skil
TrunksTrunk Group
WO

Wector 2

Description
Shows status of agents in an agent group, and reason for AL agents

Script.. Properties | Caopy | | Help |
0K | | Hew | Cancel |

5. Select the ACD for which you want to run the report (if applicable) and then click on “OK”

or double-click on the report name.

Select a Report @

‘Real-Time 1 Historical ] |nteqrated ]

Run Repoart for ACD: Bepart:
denpzsima22 j Agent Group Report

Category: Agent Repoart
= Graphical Information

Other

(ueuslagent =
SplitdS kil T
TrunkATrunk Group

D escription
Shows status of agents in an agent group, and reazon for AU agents

Script... Froperties | Copy | | Help |
N\

(o) ] | b | cwen |

Please Note: In addition to the reports listed in the Report Selector window, reports are
also located in the Dictionary — Reports tab, Exceptions — Reports tab, Call Center

Administration — Reports tab, and Maintenance — Reports tab. The Reports tab under

Agent Administration is not used.
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3.5.2 Completing the Input Window

Depending on the report selected to run, the Input Window fields will vary. The following

represents typical steps to complete the Input Window. When the inputs are set, click “OK”.

1. Fill in the input field(s). Specify the information for which you are running the report. To

complete the input field, you can do any type in the name or number of the input.

E

2. Press the Browse button = to view all available inputs. The Browse button serves as a

“list all” to view and select the input needed.

3. Click on the drop-down menu button to choose from a list of the last 10 items you have

selected.
i Historical i
Agent Report =]
G J : Input Field Drop Down EI @
Inputs l
Split/Skill v ~| 4 Browse
B Button
Real-Time Options
Refresh Rate — For all Real L Refresh Every -13 =] Ceconds
Time and Integrated
reports, the initial number v Enable Report Thresholds
listed is always 15 seconds [ Run Minimized
higher than your minimum P
refresh rate. ! ak ! Cancel | Help |
denpssim22

i_§ Agent Login/Logout (Skill)

[nputs

Historical Reports
introduce a date
range Input field.

Skill: |

—— Date: |

" Print Beport on; T ‘

Drestination

(* ‘fiew Beport on Screen

o] o el

Historical Reports have
a Destination Input.

Epson Stylus NX420(Network)

®

Cancel

Cl

Help |

denpssim22
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3.6 Exiting or Restarting a Report
To Exit a report, do one of the following:
e Double click the System Button (in the upper left corner).
e Select “Close” from the System Button menu.

e Select “Exit” from the Report Menu.

To Restart a report (with different inputs):
e Select “Restart” from the Report menu.

e Complete the input fields and click OK to rerun the report.

3-13




Avaya CMS R19 Supervisor Workbook

4.1

4.2

4.3

4.4

Section 4

Real Time Reports

Purpose
This section will familiarize the learner with Real-Time Reports and Input Windows required to

run Real Time reports.

Section Objectives

Upon completion of this section, the learner will have an understanding of the following:
e Real-Time Reports and how they are used.

e Real-Time Report Thresholds.

e Drill-Down in Real Time Reports.

Overview — Real Time Reports

Real-Time reports give snapshots of a call center’s current performance and status. When
running Real-Time Reports, you will have input fields to complete:

e Unique VDN, Split/Skill, Agent ID or Multiple entries within each category.

e Refresh rate — How often the report updates (minimum of 3 seconds).

To Run a Real Time Report
Step 1: Click on Commands — Reports — Real Time — Agent — Agent Report and then click on

OK, or you can double click on the name of the report. (Or start by clicking the “Reports” icon

in the red toolbar ).
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Select a Report IEI
HAeal-Time ] Historical ] Integrated ]
Fur Report for ACD: Report:
denpasim20 j Agent Group Repart
Categony ent Report
Graphical Information
Other
Hueue/dgent L
Split/Skill T
Trunk/Trunk Group
WOM
Wector ¥
Description
Shows stabus of agents in a selected spht or skil, and reazon for ALK agents
Script... Properties ‘ Copy | ‘ Help ‘
) |t | oo |

—_—

Step 2: Fill in the input field(s). Input fields are where you specify the information for which

you are running the report.

To complete the input field, you can do any of the following:

e Type in the name or number of input requested. Please note that Dictionary names are

case sensitive.

e Press the Browse button E to view all available inputs.

e Click on the drop-down menu button to choose from the up to 10 previous items that you

hav . Click on the
ave used Type the number
or exact name of arrow to see T
. . historical list. =l @
the input item. 3
Split/Skil: ~| E4
Real-Time Options
Refresh Every Seconds
[v Enable Report Thresholds
[ Run Minimized
oK | Cancel Help
denpssim20

1

The Browse button
serves as a “List

All” to view and
select the input
needed.
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Step 3:

If you chose the Browse button, this screen will appear:

e Select the skill you want from the list and click on OK to get back to the report window,

and then OK again to run the report.

Browse Split/Skill (=23
41!

Select a Split/Skil from the list,

Available SpliteSkillz

C5 Automnation
Customner Swc East

7~ N\
.. Cancel Help

G Agent Report EI = @

InpLits

Split#Skil: [Claims ~| =4

Feal-Time Options

Refrezh Every Seconds

¥ Enable Report Thresholds
I Run Minimized

Cancel Help
denpssim20
Gf-\gent Report - Claims EI@
Report Edit Format Teools Options Help
Split'Skill: Claims
Agent Mame Login 1D Extn ALK State  Splivskill  Time VDM Mame Interrupt
Reasaon Status

3 50061 50061 20121 0 AUX NA
3 50062 50062 20122 0 AUX NA
=8 50340 50340 20340 OTHER NA

Step 4:

From the report screen you can perform the following functions:
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4.4.1 Sorting
Right click on any of the headers, such as “Agent Name”, and select “Sort by” from the sub-
menu. This will:
e Allow sorting by the category selected e.g., “Agent Name”.
e Allow sorting in ascending or descending order.

When done with the selections for sorting, click on “Apply” and then “OK’.

QAgent Report - Claims EI@

Report Edit Format Tools Options Help

Split'Skill: Claims

Agent Mame Log—~ = ALK State  Split'Skill Time YDMN Mame Interrupt
Export Table Data... Reason Status
3 50061 50 Foumat Table... 10 AUX 49223:18 NA
3 50062 50 @ 2 0 AUX 49405:31 NA
=8 50340 50 0 OTHER 2:47 MNA
€ Alamouri, Mamaun 50 Threshold Settings... 2 ACDIN 7 ‘55 EMEA MNA
A g ; .
€ Arbiv, Shiomi 50 Change Agent Skills.. 3 ACDIN 7 49 EMEA MNA
" Bertz, Brett 50 ) ACDIN 7 2:55 EMEA A
£ 50345 50 AEE 5 ACDIN 7 33 EMEA NA
Table Format Options @
Sort ] General ]
Sort By

+ Azcending
" Descending

Then By

] @ Ascending
|[n0ne] J {~ Descending
Then By

ﬂ f+ Azcending
" Descending

P N
Cancel Help
N’ N’

4.4.2 Threshold Settings

Right clicking in the time column on an actual time opens the shortcut window to select the
“Threshold Settings” option to set thresholds. Thresholds allow you to monitor performance
levels and to be notified by Caution & Warning Indicators. Threshold settings can only be used
on a number field that allows threshold measurements. When the mm:ss has been entered
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4.5

click on “OK”.

The threshold zettings thown below apply to data for
Split/Skill 7 [Claimz) on ACD 1 [denpzsim20).

Description: |Amaunt of time the agent is in the Ausiliary Wark workmode, including incoming and
outgoing calls.

Thresholds

The data item will be highlighted in the indicated colors when the data value falls within
the ranges you zpecify.

o & i & o
Lo Caution Acceptable High Caution
B H B H
and below and below and above and above

GAgent Report - Claims EI@
Report Edit Format Tools Options Help
Split'Skill: Claims
Agent Mame Login ID Extn AUX State  SplivSkill  Time VDM Name Interrupt
Reason Status
& 50061 50061 20121 0 AUX 14922 A
= 50062 50062 20122 0 AUX 4047 ||ERoriabic Datas: A
% 50340 50340 20340 ACDIN 7 Format Table... A
=g 50344 50344 20344 OTHER Sort by.. A
3 50345 50345 20345 0 AUX A
=g 50346 50346 20346 OTHER Threshold Settings.., A
=g 50347 50347 20347 OTHER Change Rgent skills... A
i 50332 20332 ACDIN 7 Hel A
| g 50333 20333 ACDIN 7 e A
Threshold Settings (23]

e

Arrow up or down to
choose a work mode
for which you want to
set the threshold.

Format is minutes: seconds

mm:ss

Low Warning/Caution: Notification when a threshold of less than “x” has been triggered, such

as when an agent’s talk-time is less than 10 seconds, a possible indicator that a queue has been

cleared.

High Caution/Warning: Notifies user that a threshold has been met and/or exceeded. An

example would be if an agent’s AUX-time exceeded a break or meal time frame.

Drilling Down in Real Time Reports

Drilling down in Real-Time Reports gives very specific information on a particular agent or work

state. Double click or right click on any Agent Name, and select “Real-Time Agent Information”.

This action allows monitoring of the current individual agent’s performance levels.
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C. Agent Report - Claims EI@
Report Edit Format Tools Options Help
Splitskill: Claims
Agent Mame Login 1D Extn ALK State  Split'Skill  Time VDM Mame Interrupt
Reason Status
8 50061 50061 20121 0 AUX 49240:03 MNA
& s0062 50062 20122 0 AUX 49422:16 NA
c’ﬂ[qg:un 0 20340 ACDIN 7 05 EMEA NA
£ 501 Real Time Agent Information 20345 ACDIN 7 1:10 EMEA A
= 50 Integrated Agent Information 20348 OTHER 322 MA
=§ 507 20347 OTHER 1:08 NA
=g Ala Export Table Data... 20232 OTHER 1:50 A
Eil .
£ Arg Format Table... 20333 ACDIN 7 11 EMEA A
£ Be 20336 ACDIN 7 2:18 EMEA MA
BB Sortby. 20338 0 AUX 09 NA
=g Bla Threshold Settings... 20339 OTHER 43 A
Change Agent Skills...
Help
G Agent Information Report - 50340 E@
Report Edit Format Tools Options
Agent: 50340 Login ID: 50340 20340
State: ACD 1IN
Time: :02:40 .
Active SplitSKil: Claims Agent Time Spent Interval
AlUX Reason:
G LACD
Top Skill: Claims
Preference: LWL 5
ACD Calls: 3 "
Move Pending?: NO n 4
. . s 3
Direct Agent Skill: E
Direct Agent Clalls. U 9 NG
Split'Skill Level Percent 1 ||
Claims 1 0 AVAIL AW OTHER
o= _ | L |
Staffed Time: 10:45
Thresholds: On | denpszim20

You can also right click on any Agent Name, and select “Integrated Graphical Agent

Information”. This report combines both Real Time and Historical information cumulative since

Midnight of that day.
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4.6

GAgent Report - Claims EI@
Report Edit Format Tools Options Help
Splitskill: Claims
Agent Mame Login 1D Extn ALK State  Split'Skill  Time VDM Mame Interrupt
Reason Status
S 50061 50061 20121 0 AUX 49240:03 MA
& so062 50062 20122 0 ALY 49422:16 MNA
’]]':’39 A : A0340 20340 ACDIN 7 05 EMEA A
¥ Real Time Agent Information 20345 ACDIN 7 1:10 EMEA MA
:< Integrated Agent Information > 20348 OTHER 322 MA
] 20347 OTHER 1:08 MNA
=g Ala Export Table Data... 20332 OTHER 1:50 NA
Al -
@ Ary e 20333 ACDIN 7 11 EMEA A
" Bel 20336 ACDIN 7 218 EMEA MA
BB Sortby. 20338 0 AUX 09 NA
=g Bla Threshold Settings.. 20339 OTHER 43 MNA
Change Agent Skills...
Help
0 Agent Infermation Report - 50340 EI@
Report Edit Format Tools Options Help
Report Data Start Time: 12:00 AM 12/2/2015
Agent: 50340 Login ID: 50340 Extn: 20340
State: ACD Agent Time Spent
Time: :00:35
Active Split'Skill: Claims 200 e
AUX Reason:
Top Skill: Claims 150 [ITHER
Preference: LVL o
ACD Calls: 145 < 100 |
Login Time: 3:30 PM = AUX
Move Pending?: NO
50 —
) . RING
Direct Agent Skill: AVAL ACW
Direct Agent Calls: 0 01— | | |
SplitSkil Level Percent Staffed Time:  6:50:08 AUXTime  1:06:52
Clai 1 0 ) - T -
ams 0 57:55 — 50 :00:00 =
1 :00:00 = 51 :00:00 -
2 -00:00 52 :00:00
3 :01:45 53 :00:00
4 0712 54 :00:00
5 :00:00 55 :00:00
6 :00:00 56 :00:00
i -00-00 d i 0000 d
Updating Thresholds: On | denpssim20
Change Agent Skills

Dependent upon your permissions, agent skills can be changed directly from the report also. You
can accomplish this by following the steps below. While you have the report open click on the
Agent’s Name first, then Right-Click and select “Change Agent’s Skill” from the sub-menu. When

done with the changes, click on “OK”.
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Click on the number in the left-
hand column. This will highlight
the entire row and enable you
to choose from Add, Delete, or
Make Top Skill.

Call Handling Preferences
& Skill Level
" Greatest Need

" Percent Allocation

[~ Service Objective

OAgent Report - Claims EI@
Report Edit Format Tools Options Help
Split'Skill: Claims
Agent Mame Login ID Extn ALK State  Split'Skill  Time YDN Mame Interrupt
Reason Status
38 50061 50061 20121 0 AUX 49240:03 MA
@so0e2 50062 20122 0 AUX 49422:16 NA
£ 50340 AN340 20340 ACDIN 7 05 EMEA NA
£ 501 Real Time Agent Information 20345 ACDIN 7 110 EMEA MNA
=& 50: Integrated Agent Infermation 20346 OTHER 322 MA
=g 507 20347 OTHER 1:08 MA
=8 Ala Export Table Data... 20332 OTHER 1:50 MNA
A .
m Arby BT 20333 ACDIN 7 11 EMEA MA
" Be 20336 ACDIN 7 218 EMEA MNA
3 Bilg S 20338 0 AUX 09 NA
=g Bla Threshold Settings... 20339 OTHER 43 MA
Change Agent Skills...
Help
{_§ Change Agent Skills 50340 - 50340 @]

The interrupt type is for skills
which allow ACD calls to be
offered to agents while in an
AUX state. This is driven from

When changing an agent’s skill
be sure to verify the proper skill
level is applied by clicking in the
“Level” field and choosing the
new level.

[V ]
CM programming.
Agent Skills and Skill Lewvels
\ | Azzigned Skills Level InlerruptMe | Percent | * |
1 _|®/Claims M, » B &dd Skills
2
: ETETN
]
5 | et |
Fi
g -
Direct Agent Skil: Totals:
<none’ hd %

Agent Wame(z] or Login 1D[z]

[ Use for one or more Agent(z) [Maximum of 50 Agentz)

|Abdulmaiid, Basel:adams. David:Alamour, Mamoun

Lancel

Script... |

- 4

Help |

Select kills to add to or delete from the agent, and then select the 0K Button.

denpzsim20

Use the Change Agent Skills window to:

e View an agent’s or template’s current skill assignments.

e Change one or more skills and the associated skill type or skill level (1-16) with Expert Agent

Distribution and also Reserve 1 and 2 used with Avaya Business Advocate.

e Select an agent’s top skill by highlighting the skill and clicking on Make Top Skill Button.

e Apply an agent template to a group of up to 50 agents. Scripting can be used to run a script
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that changes the skill assignments for up to 50 agents at a time (depending on how many

digits are used in the dial plan).

4.7 Example of a Real Time Report — Split/Skill Status
The Split/Skill Status Reports gives the agent status, time in an agent state, and split/skill
statistics for a specific split/skill. Select the Reports Tab from the Controller Window and

then make sure the ACD is correct, chose the Split/Skill Category and chose the Graphical Status

report, then click on OK or just double click on the report name.

Select a Report @
Real-Time ] Histarical ] Integrated ]
Run Report for ACD: Repart:
denpzsim20 j Graphical AL Agents Repaort -
Categon: Graphical ALK Top Agents Fleport

Graphical Call Profile
Graphical EWT

Graphical Dueue =
Graphical Skil Overload
Graphizal Staffing Profile

phical Status

Graphical Tap Skil Status
Reserel ALK Agents Report -

Description
Showsz agent status, ime in state, and spht/zkill statistics

Seript... Properties ‘ Copy ‘ ‘ Help |

@ |t | e |
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Set up the input window with the appropiate information and click OK:

& i Split/skill Status

Inpts

Split/Skil: |

Real-Time Options

Biling

= 5

Refresh Every Seconds

|w Enable Report Threzholds
I~ RBun Minimized

Cancel

o

(=] & =]

Help

denpssimzZ0

The Report will run and display as shown:

Report Edit Format

Split'skill: Billing

& Split/Skill Status - Billing

Tools Options  Help

Agents Staffed:

[ ]l-E sl

5 Skill State: NORMAL

Agent Mame
& Farrell, Allison
® Bowen, Keith
B Chilver, Meil
£ Tadelkar, Gaurav
B Tiwari, Sunil

State  Time Split'Skill Level

RIMG 07 4 3
RIMG 07 2 2
ALK 1:46 0
ACDIM 58 2 2
ACDIM 2:33 4 3

By clicking on the chart
with your left mouse
button, you can drill
down to the individual
agent reports or agent
administration.

Agent Status for Split/Skil /
ANAIL

OTHER

By clicking on the chart
with your left mouse
button, you can select
“format chart” and alter
the chart format, e.g.,
pie chart, bar graphs,
charts, etc. You can also
right click and drill down
to AUX States.

/'

ACD

B ~cw

AlX

RING
% Within Service Level:
Calls Waiting:

Oldest Call Waiting:

Avg Speed Ans:

ACD Calls:

Avg ACD Time:
Aban Calls:

Avg Aban Time: 300
Threshaolds: On | denpzsim20

By double-clicking on
any piece of the pie or
Legend item -it will open
up an additional report
that will list only those
agents in that particular
work mode state.
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5.1

5.2

5.3

5.4

Section 5
Historical Reports

Purpose

The following section will familiarize the learner with Historical Reports and Input Windows

required to run reports.

Section Objectives

Upon completion of this section, the learner will have an understanding of the following:
e Historical Reports and how they are used.
e Historical Report organization in Avaya CMS Supervisor.

e VDN, Split/Skill, and Agent Reports — which to use for specific
information.

Overview — Historical Reports
Historical reports summarize the past performance of the ACD. When selecting Historical
Reports, you will have the following input fields to complete:

e Unique VDN, Split/Skill, or Agent ID or Multiple entries within each category.

e Date or arange of dates.

e Time interval.

Organization of Historical Reports
The following list shows how the Historical reports are organized in Avaya CMS Supervisor.
e VDN, Split/Skill, and Agent.
e FEach category is stored as Interval, Daily, Weekly, and Monthly.
e Interval reports — Contains breakdowns by the system intervals.
e Daily - Display provides one line per day and can only be run when day has completed.
e Weekly — Display provides one line per week, is run by entering the first day of the

week, and can only be run when the week is completed.

5-24




Avaya CMS R19 Supervisor Workbook

e Monthly — Display provides one line per month, is run by entering the first day of the
month, and can only be run when the month is completed.
e Datais stored based on type. Historical reports can be run for the following timeframes

(be sure to check with your CMS system administrator for your company’s storage

capabilities):

» Interval: 31 Days

» Daily: 387 Days

» Weekly: 53 Weeks

» Monthly: 13 Months

e When running a report, input fields will need to be completed to determine specific

data to be retrieved. When the field is plural, you can enter multiples of the
requirement. When the field is singular, you can only enter a single item for that

requirement. For example, when retrieving a Split/Skill report, the field may show:

» SPLIT/SKILL: , enter a single Skill, or,
> SPLITS/SKILLS: , enter one or multiple Skills.

5.5 Historical Agent Reports

Avaya CMS Supervisor Historical Agent reports give you access to specific information about
your agents. For example, you can obtain information about:
e Every agent activity and the time it occurred for a particular agent using the Agent
Trace by Location Report.
e Anindividual agent’s performance by split or skill using the Agent Split/Skill Report.

e How a group of agents are performing using the Agent Group Summary Report.
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5.5.1 Running Agent Reports

Input fields are demonstrated in the following sample:

{_§ Agent Split/Skill Daily

Inputs

E=R|EcR(<= All input windows give

Agent: ||

/ the option of a Browse
~| 4 Key for the required

Draters: |‘| 1A16/201511/13/2015

Destination

f* Yiew Report on Screen

input.
ElfE] "

By clicking on this Browse Key
for dates, you can specify a
date, range of dates, or any

" Pont Report on; |
A

|

Epson Stylus NX420(Network)

= combination of dates needed.
The same applies to input
Help ‘

Bere] | windows requesting timed

intervals, day(s), week(s), and
/ denpssim20

month(s).
/

All input windows give the option
to send directly to the printer or
view it on the screen. If “Print
Report on:” is selected, the report
will not be displayed to your PC.

The input window tells you the
specific printer designated for your
reports and gives the standard
printer setting options when
pressing the printer icon button

Browse Dates

[l

r Select D ates

Bange

LClear

1122, 4,567
89 [10/11 12/ 13| 14| 67

£l

MHavember 2015 December 2015 Januarn 2016
Sun| Mon| Tue[»ed Thu| Fn | Sat | Sun|Mon| Tue|™Wed Thu| Fr | Sat | Sun| Mon| Tue"ed Thu| Fr | Sat

15 200 A |13 14|15
22 23|24 | 25|26 | 27| 20 | 20|21 22|23 24|25 2% |17 18|19 ;0| 2| 2| 23
29 30 27| 28| 29| 30| 3 24| 25| 26| 27| 28| 29| 30

23] 4] 5 1 2
1M j12) 3 4, 5|67 8|19
160171813 (1011 12| 13|14 | 15| 16

|

Date Browsing Window

Cancel Help
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5.5.2 Example of the Agent Split/Skill Daily Report

This report displays an agent’s day by day performance for each skill assigned:

Historical — Agent —» Split/Skill Daily:

{§ Agent Split/Skill Daily - 50340 =3 EoE =

Report Edit Format Tools Options Help
Agent. 50340

Date Split'skil - ACD ACD ACW  EBEdnin Exnin Extn  Exn Qut Assists Held Haold Trans
Calls Time Time Calls Time Cut Time Calls Time Cut
Calls
Totals 412 9:54:39 29:31 0 :00:00 0 :00:00 0 120 6:48:59 0
11162015 Claims 146 33354 ‘0338 0 -:00:00 0 -:00:00 0 46 23922 0
11M7i2015 Claims 38  2:10:35 111 0 :00:00 0 :00:00 0 24 1:26:59 0
11182015 Claims 141 31358 0422 0 :00:00 0 :00:00 0 42 21922 0
11182015 Claims 37 5614 10:20 0 :00:00 0 :00:00 0 a 2316 0
denpszim20

5.5.3 Example of the Trace by Location Report
This report captures an agent’s phone related activity, second by second, throughout one or
multiple days and is meant to be used to understand where an agent may need help in the call
process. Please note that Traces need to be activated first; please see section 10.5 for further
information.

Historical —» Agent — Trace by Location:

G Agent Trace by Location - Abdulmajid, Basel EI@
Report Edit Format Tools Options Help
[ —
Date Time Seq Location ID Logout  AUX State  Split'Skill Time Hold Rec Malicious Rls  Calling Party  Call Work Code Dialed Digits Asst Conf Trans —|
Reason Reason Call out |
Dr1209/2015  330:03PM 10 LOGON M0 n n n n 2033 n n n
Dr1209/2015  330:03PM 20 UNKNOW M0 n n n n n n n
3 12/9/2015  3:30:03PM 30 0 AUX 01 n n n n n n n
12/9/2015  3:30:04PM 10 AVAIL M0 n n n n n n n
i 120912015 330:04PM 20 RING g 00n n n n n n n
12/9/2015  3:30:04PM 30 AVAIL M0 n n n n n n n
i 120912015 330:04PM 40 RING 8 02 n n n n n n n
ﬂ’n 12/9/2015  3:30:06PM 10 ACD | g 01n n n y 001009009 n n n
12/9/2015  3:30:07PM 10 AVAIL M0 n n n n n n n
i 12/9/2015  330:07PM 20 RING g 00n n n n n n n
ﬂ’ﬂ129’94‘2015 3:30:07PM 30 ACD | 8 402 n n n y 001009004 n n n
12/9/2015  3:34:09PM 10 AVAIL 0 n n n n n n n =
denpasim20

5.5.4 Example of the Agent Group Summary Daily Report

An Agent Group Summary Report compares agents within a group (or team). The Agent Group

must be defined in the Dictionary prior to running this report. A group can be defined with as
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5.6

many (up to 99) or as few agents as needed so that reports can be ran for individual sections or

teams of agents within an overall department or company.

This report is very helpful for Team Leaders or Supervisors that need to see only their specific
agent’s activities. Please note for very large groups (over 99 members) a Skill(s) based report is
recommended.

Historical —» Agent —» Agent Group Summary Daily:

{_§ Agent Group Summary Daily - ALL AGENTS == |
Report  Edit Format Tools Options  Help
Date: 11/2212015
Agent Group: ALL AGENTS
Agent Name ACD  Avg Avg % Agent % Agent Extn Avg  Extn Avg ACDTime ACW Agent  OtherTime AUXTime Avail Time  Staffed =
Calls  ACD ACW Occupancy QOccupancy In Extn  Out Extn Time Ring Time Time
Time Time Ww/ACW w/o ACW Calls In Calls  Out
Time Time ]
[Totals 25331 146 00 83 83 0 613 00 T749:20:13 45503 145112:29 299:26:20 719:11:42 207:14:58 2125:20:45
50340 160 1:24 oo 99 99 1] 34349 0120 :32:08 1:32:47 23746 :01:58 §:29:50
50341 162 114 01 99 98 o 0 31928 0639 26:01 2:22:00 1:49:39 0212 8:05:59
50342 231 120 0o 98 a7 0 0 510:03 (0846 13238 32530 24127 01:40  12:00:04
50343 69 1:27 oo 96 g2 1] 0 1:39:33 0532 115:55 :50:03 11218 00:34 4:03:58
50344 232 120 0o 98 a7 0 0 50931 0708 3451 224 2:44:25 01:30 12:00:07
50345 M7 119 oo a7 95 0 0 23312 0548 11:35 20821 46:51 0210 5:47:58
50346 247 117 01 99 98 o 0 51513 0256 29:41 359:30 212:04 0037 120001
50347 32 134 01 a8 62 0 0 50:19 0532 0646 :25:20 13544 :01:54 2:05:35
50348 266 56 0o 98 96 0 13 00 40637 1039 13454 2:05:54 216:27 :00:00 914:31
50351 30 118 01 100 82 0 0 3r42 0527 0707 22114 4728 :00:00 1:59:59
50352 220 104 02 98 a7 0 0 35546 0619 2734 2:08:20 1:50:42 01:058 8:20:48
50353 210 1:05 oo 100 98 0 0 346:38 0456 arzse 1:24:25 23541 00:41 8:29:49
50354 105 115 00 98 96 0 0 211:01 0801 11:22 1:26:30 5551 01:39 4:52:24
50355 76 121 01 100 a7 1] 0 1.42:03 :05:49 11:51 1:13:58 5413 00:01 4:.07:55
50356 375 B2 0o 99 98 o 0 524:44 0545 43:27 2471 25822 00:24  12:00:03
50374 4 117 0o 100 66 0 0 05:09 0510 :00:30 0411 0014 :00:00 1514
50375 78 116 oo 100 g7 1] 0 1:39:09 :05:28 1301 1:19:04 48:54 :00:57 4:07:33
50376 771 0o 97 94 0 0 1.44:07 0543 0838 1:11:45 13533 0021 34607 o
denpzsim2(l

Historical Split/Skill Reports

Avaya CMS Supervisor Split/Skill Reports give you access to specific information about your
business. For example, you can obtain information about:
e Every split/skill activity and the date it occurred for a particular skill, detailing the
agents assigned with that skill in the Split/Skill Daily Report.
e An individual split/skill’s performance by interval for the business hours of operation in
the Split/Skill Summary Interval Report.
e How an individual split/skill performs day by day in the Split/Skill Summary Daily Report.
e How an individual Split/Skill performed against the business requirements in the

Split/Skill Call Profile Daily Report.
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5.6.1 Example of the Split/Skill Daily Report

This report compares all agents within a specific skill to each other for a single day with regards
to the skill that was used for the input of the report. The report lists the time each agent
spends in each summary status available in CMS.

Historical — Split/Skill — Report Daily:

2§ split/skill Report Daily - Billing == Ecl =

Report Edit Format Tools Options Help
Date: 11/22/2015

Split'Skill: Billing
Agent Name ACD  Avg Avg ACDTime ACWTime AgentRing Other Time AUXTime Avail Time Staffed  Assists Trans
Calls ACD ACW Time Time Dut
Time Time

Totals 456 1:20 00  11:18:03 :00:00 B201 AB214T 224457 4318 B4:00:06 ] 0
81 127 00 1:56:52 :00:00 -06:54 8:20:30 1:34:51 0102 12:00:09 0 0

Agent 80 127 00 1:55:40 :00:00 1126 7:50:02 1:59:09 0342  11:59549 ] 0
Names listed 103 132 00 23815 :00:00 0703 75441 11833 0126 11:59.58 ] 0
here 66 1:27 00 1:35:12 :00:00 912 1001445 11:29:06 2145 24:00:00 0 0
126 131 00 312:04 :00:00 0726  14:01:49 62318 1823 24:00:00 ] 0

4| | 3

denpzsim20

5.6.2 Example of the Split/Skill Summary Daily Report

This report gives a day by day comparison for a specific skill. It details the skill’s daily activities
rather than individual agents and provides a snapshot of multiple days of call data. This is one
of the most popular reports to use for troubleshooting as you can see if certain days received
or abandoned a high or low number of calls in comparison to other days.

Historical — Split/Skill — Summary Daily:

1§ Split/Skill Summary Daily - Billing =N Ech ™|
Report Edit Format Tools Options Help
SpliSkill: Billing
Date Avg  Avg  ACD  Avg Avg  Aban  Max Flow Flow Extn  Avg Dequeued AvgTime % % Ans
Speed Aban Calls ACD ACW Calls Delay In Out Out  Exn Calls to ACD Calls
Ans  Time Time Time Calls  Out Dequeue Time
Time
Totals 210 338 M77 152 00 193 500 483 483 0 0 2543 6352
12/9/2015 148 238 630 1:59 00 78 500 374 374 0 0 2747 5823
121002015 236 418 547 144 00 115 500 109 109 0 0 2314 7095
denpzzimz20
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5.6.3 Example of the Split/Skill Summary Interval Report
This report shows a specific skill’s activities by the pre-determined interval (15 minute, 30
minute, or hourly based on system configuration) and is a great report to better understand
how the volume of calls may fluctuate over the day.

Historical — Split/Skill — Summary Interval:

$§# Split/Skill Summary Interval - Billing = =R
Report Edit Format Teools Options Help
Date: 11/2212015
Split'Skill: Billing
Time fvg  Avg ACD Avg  Avg Aban Max Flow Flow Exn  Avg Dequeued AvaTime % % Ans Avg Calls —|
Speed Aban Calls ACD ACW Calls Delay In Out OQut Exn Calls 1o ACD Calls Pos Per
Ans  Time Time Time Calls Qut Dequeue Time Staff Pos
Time
Totals 300 417 456 1:29 00 190 5:00 400 100 0 0 13.53 6143 35 130
B:30- 5458M 242 1:35 10 1:56 00 1 4N 2 2 ] 0 2581 7692 5O 2 _ |
5:45- 6:008M  1:32 500 6 234 00 3 500 2 2 ] 0 19.20 5455 50 1
6:00- B154M 212 215 9 147 00 3 500 4 4 0 0 2082 BB25 BO 2
B:15- B:304M  1:44 11 230 00 0 314 2 2 ] 0 4247 8462 5O 2
6:30- G:454M B0 10 239 00 0 239 1 1 ] 0 3071 9081 5.0 2
G:45- T:00AM  1:43 336 g8 139 00 2 500 G G ] 0 19.84 5000 50 2
F00- T154M il 12 209 00 0 23z 3 3 0 0 3196 8000 5O 2
T15- T308M 142 7 148 00 0 344 3 3 ] 0 16.69 7000 5.0 1
T:30- T45AM 1116 323 9 152 00 2 500 G G ] 0 21.82 5294 50 2
T45- B00AM 314 317 4 117 00 6 500 4 4 0 0 984 2857 BO 1
8:00- 8154M 204 157 9 136 00 5 500 M 11 ] 0 1711 3600 5.0 2
8:15- 8:30AM 332 340 7 100 00 g8 500 4 4 ] 0 842 3684 5.0 1 -
denpzzim20

5.6.4 Example of the Split/Skill Call Profile Daily Report
This report compares the day’s call activities against the Split/Skill business requirements. The
Split/Skill Call Profile would need to be completed in the Call Center Administration prior to
retrieving this report. Profile Reports detail the calls answered and abandoned within the
specific service levels defined and details where the greatest amount of calls answered and

abandoned occurred for an individual day.

Historical — Split/Skill — Call Profile Daily:
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2§ Split/Skill Call Profile Daily - Billing =8 E5R

Report Edit Format Tocols Options Help

Date: 1172212015 Semnvice Intervals Changed: n
Split'skill: Billing Acceptable Service Changed: n
%% Within Service Level: 10.99
Seconds 0 - 1m0 - 20 - 30 - 60 - 90 -120 - 150 - 240 - 300 - =
ACD Calls: 12 4 14 22 K L 32 185 129 ]
Aban Calls: 0 0 3 11 i 12 3 3 152 0
ACD Calls: 456 Aban Calls: 140
Avg Speed Ans: 300 Avg Aban Time: 417
% Ans Calls: 61.13 % Aban Calls: 2547
denpzzim20

5.7 Historical VDN Reports
Avaya CMS Supervisor VDN reports give access to specific information about call types. For
example, you can obtain information about:
e Every VDN activity and the date it occurred for a particular call type for multiple days in the
VDN Report (Skill) Daily.
e An individual VDN’s performance by intervals for a single day in the VDN (Skill) Interval

Report.

5.7.1 Example of the VDN (Skill) Daily Report

This report shows total call volume for specific call flow designs. It is important to understand
how your calls flow through your environment to run these specific reports. The report

compares day by day call activity VDN.

Historical — VDN — Report (Skill) Daily:

ZF VDN Report Daily - EMEA = G )|

Report Edit Format Tools Options Help

VDN EMEA

Date Wector Inbound Flow ACD  Awvg Avg Avg  Main Backup Connect Avg Aban Avg % Aban Forced %  Forced Flow % Avg 1st 2nd 3rd
Calls In Calls Speed ACD ACW ACD ACD Calls  Connect Calls  Aban Busy Busy Disc Out Flow VDN Skill Skill Skill

Ans  Time Time Calls Calls Time Time Calls Calls Out  Time  Pref Pref  Pref
[Totals - 7232 0 6141 121 117 (00 4741 1400 0 1091 5:00 15.09 0 0 0 0 0 3:50 - -
121912015 7 3781 0 3609 118 118 00 2773 836 0 172 5:00 455 0 0o 0 o 0o 3:38 o o 0
1210/2015 T 345 0 2532 1:25 1:16 :00 1968 564 0 919 5:00 26.63 0 .00 0 0 .00 4:02 0 0 0

denpssimz20
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5.7.2 Example of the VDN (Skill) Interval Report

5.8

This report shows the same information as the VDN (Skill) Daily Report. It is a useful report to
run when checking to see how many calls are coming into your environment before or after

your normal business hours.

Historical —» VDN — Report (Skill) Interval:

2% VDN Report Interval - EMEA E=n| R =

Report Edit Format Tools Options Help

Date: 1112212015
VDN: EMEA
Time Vector Inbound Flow ACD Avg Avg  Avg Main Backup Connect Avg  Aban  Avg % Forced % Forced Flow % Avg  1st 2nd  3rd =
Calls In  Calls Speed ACD ACW ACD ACD Calls  Connect Calls Aban Aban Busy Busy Disc Out Flow VDN Skill  Skill  Skill
Ans Time Time Calls Calls Time Time Calls Calls Out Time Pref Pref Pref —

[Totals 3302 0 2381 1:39 117 00 1815 566 0 921 5:00 27.39 0 00 0 0 00 410
1200 - 12:15AM 7 53 0 53 140 116 00 41 12 0 0 00 0 .00 0 0 00 352 0 0 0
1215 - 12:30AM 7 47 0 47 207 122 00 33 14 0 0 00 0 00 o 0 00 410 0 0 0
12:30 - 12:45AM 7 49 0 49 200 147 00 30 19 0 0 00 0 00 o 0 00 351 0 0 0
1245 - 1:.00AM 7 42 0 41 305 102 00 25 16 0 1 500 238 0 .00 0 0 00 433 0 0 0
1:00 - 1:15AM 7 50 0 50 201 121 00 36 14 0 0 200 0 .00 0 0 00 352 0 0 0
1:15 - 1:30AM 7 50 0 50 213 106 01 a7 13 0 0 200 0 .00 0 0 00 407 0 0 0
1:30 - 1:45AM 7 51 0 51 148 117 00 40 1 0 0 200 0 .00 0 0 00 343 0 0 0
1:45 - 2:00AM i 49 0 49 201 104 1 36 13 0 0 00 0 .00 0 0 00 352 0 0 0
[2:00 - 2115AM i 50 0 50 158 121 00 38 12 0 0 00 0 .00 0 0 00 404 0 0 0
[2:15 - 2:30AM 7 50 0 50 144 17 01 42 8 0 0 00 0 .00 0 0 00 353 0 0 0
[2:30 - 2:45AM 7 48 0 48 127 127 00 44 4 0 0 00 0 .00 0 0 00 357 0 0 0
[2:45 - 3:00AM 7 46 0 46 145 1:25 00 40 6 0 0 00 0 00 o 0 00 408 0 0 0

00 T LT i 52 051 247 K 04 7 14 il 1 500 192 0 i} il il 00 4n? 0 il il hd

denpssim20

Time Zone Offsets in Historical Reports

Beginning with CMS R16, for historical interval reports, CMS Supervisor has a menu choice to
specify a time zone to display the report. CMS displays the data according to a time zone
specified while generating a report. The default time zone is the time zone of the
Communication Manager where the report is generated. The data is stored in the CMS
database based on where the Communication Manager is installed. New database items to
support the UTC time zone reporting have been added to the database. With the introduction
of CMS R18, there is a new level of time zone offset by adding a feature called Tenancy. If your
login ID is associated with a specific Tenant, that tenant may have a time zone already
associated with it. Please contact your CMS Administrator for specifics if you are to use a

Tenant login ID or a Normal (non-Tenanted) Login ID.

Time Zone: Ell | This feature is on the Historical
|u:|efault j Ell Reports window prior to selecting
Time Zone Applies To Interval Based Reports Only a report to run.
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6.1

6.2

6.3

6.3.1

Section 6

Integrated Reports

Purpose

This section will familiarize the learner with Integrated Reports.

Section Objectives
Upon completion of this section, the call center manager or supervisor will have an
understanding of the following:

e Integrated Reports and how they are used.

e Agent Information, Split/Skill Comparison, and Split/Skill View reports and how they

may be used.

Overview — Integrated Reports
Integrated Reports show the current status and accumulated data for up to the past 24 hours
of ACD, agent, split/skill, trunk/trunk group, vector, and VDN activities.

e An Integrated Report combines real-time and up to the last 24 hours of historical data

for a current view of the day.

Example of the Agent Graphical Information Report

The following report shows information and statistics for an agent for a specified start time and
brings in the real time components as agent state and how long an agent has been in the
specific state.

Integrated — Agent — Graphical Information:
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0 Agent Information Report - |:| EI@

Report Edit Format Tools Options Help
Report Data Start Time: 12:00 AM 12/23/2015

Agent: Miterko, Michael Login ID: 50151 Extn: 30056
State: AVAIL .
Time: 00:33 Agent Time Spent
Active Split/Skill:
AUX Reason: 300 “EL-
AVAIL
Top Skill: Customer Svc 250 1= ]
Preference: LVL ® 200 — — &l
ACD Calls: 133 S 50 -
Login Time: 311 PM =
Maove Pending?: NO 100 +— —
50 1 n RING
Direct Agent Skill: ACW OTHER
Direct Agent Calls: 0 0 —"— - =
SplittSkill Level Percent Staffed Time: __12:20:59 AUX Time 3:01:36
Customer Svc East 1 0 0 30136 =l [s0 -00°00 1=
1 :00:00 1 51 :00:00 g
2 :00:00 52 :00:00
3 :00:00 53 :00:00
4 :00:00 54 :00:00
5 :00:00 55 :00:00
f 0000 hd SR .00:00 hd

Thresholds: On | denpzzim20

6.3.2 Example of the Split/Skill Comparison Report
Call Center supervisors or administrators who are responsible for several splits/skills can use
this report to see if splits/skills have comparable talk times, abandon rates, and average speed
of answer figures up to a certain point in the day.

Integrated — Split/Skill — Comparison Report:

e

S §¥ Split/Skill Comparison El@

Report  Edit Format Tools Options  Help
Report Data Start Time: 12:00 AM 1212312015

Split'skill Skill State  Agents Calls Oldest  ACD  Awg Aban  Avg Aban  Avg
Staffed  Waiting Call Calls ACD Calls Time Speed

Waiting Time Ans
Customer Svc East MORMAL 75 0 00 2617 213 4 1:.04 18
Billing MORMAL 5 5 4:30 364 142 70 405 243

Threzholds: On | denpszzim20
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6.3.3

6.3.4

Example of the Split/Skill Comparison Report

Call Center supervisors or administrators who are responsible for several splits/skills can use

this report to see if splits/skills have comparable talk times, abandon rates, and average speed

of answer figures up to a certain point in the day.

Integrated — Split/Skill — Comparison Report:

< Split/Skill Comparison
Report Edit Format Tools Options  Help
Report Data Start Time: 12:00 AM 12/23/2015

[=][E )

Oldest
Call
Waiting
00
112

Calls
Waiting

SplitSkill Skill State  Agents

Staffed

MORMAL 75 0
MORMAL 5 2

Customer Svc East
Billing

ACD
Calls

Aban  Avg Aban  Avg
Calls Time Speed
Ans
1:.04 18
407 245

Aug
ACD
Time
2685 213 ]
ITE 1 74

Thresholds: On | denpzgim2(]

Example of the Graphical Split/Skill View Report

Use this report if you have large numbers of agents in one split or skill who need split/skill

status, but do not want to consume the PC resources required to display the individual agent

status of many agents.

=8 ECR =5

Skill State: NORMAL

2§ Split/Skill View - Billing

Report Edit Format Tools Help

Split'Skill: Billing
Report Data Start Time: 12:00 AM 1212312015

Options

Agent Status

b AVAIL AUX

ACD RING
W Acw OTHER
Agents Staffed: L Avg Speed Ans: 244
% Within Service Level: 0 ACD Calls: 38
Calls Waiting: 4 Avg ACD Time: 1:41
Oldest Call Waiting: 3:08 Aban Calls: [L
Avg Aban Time: 4:07

Threzhaolds: On | denpssim20
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7.1

7.2

7.3

Section 7

Exporting Report Data

Purpose
The purpose of this section is to instruct the learner to export data from reports to be used by

other software applications.

Section Objectives

Upon completion of this section, you will be able to export data from reports by utilizing two
methods; Exporting to Clipboard and Exporting to File. Exporting to Clipboard is recommended
for simple data analysis to an Excel spreadsheet. Exporting to File is recommended for more
detailed call volume reporting when using database software that requires specialized field

formatting.

Exporting Report Data to Clipboard
Select the report whose data you wish to export. Once you have opened the report, go to the
top of the report and select Edit/Export All Data

* The following screen will appear:

Export All Data (23w

Destination Select “Export to Clipboard”

AEETE i) (LT EET Then select one or more items:
L a) Export Null Values as Zero
C:MJserstlebaral\DeskiophChS Infohtest abbvie. cev ﬂ g b) Include Labels and Headers
¢) Check Export Time Duration in Seconds
(only if you are using data for conversion

E=port Format purposes).

Field Separator: |[ta|3] j

j Then click on OK. You will see a
confirmation window indicating how

| | many records have been “saved” to the

clipboard. The data can then be

imported to any application that accepts

pasted data from the clipboard.

Text Delimiter: |[n0ne]

[ Export Null VYalues as Zem
[v Include Labels and Headers

[ Export Time Durations in Seconds

Cancel Script... Help
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Complete the following steps to export the data to an Excel spreadsheet:

1. Open Microsoft Excel

2. In the Excel spreadsheet place cursor on upper left corner or on the specific cell you want
to populate.
3. Right click and select paste or select the paste icon button.
EH9-C- =
Home Insert Page Layout Formulas Data Review View Developer Add-Ins
= 4 o - . s o = L. = . Elj - y Cm B EEEh X AutoSum * —'\7
j 2 Copy - Calibri 1 A a == ¥ = Wrap Text General = _L"j'j i =) _r\ _DJ ._j]ﬁuv 7l ﬁ
Paste B 7 U- == e | BuCenter $ + % ¢ | %2 ;00 Conditional Format  Cell Insert Delete Format Sort & Find &
« < Format Painter = B Merge & Center : e Formatting = as Table = Styles* | = - - (A Clear™  Filter» Select~
Clipboard Font Alignment Number Styles Cells Editing
E13 M 3
A B 5 D E F G H I J K L M N 0 P Q R S
Lagentt [ ]
2 Date Staffed TilAUX Time Time in0 Timein1 Timein2 Timein3 Timein4 Timein5 Timein6 Timein7 Timein8 Timein9 Time in AlInterrupt | Accepted Rejected Interrupts
3 Totals 24:00:08  3:44:20  3:44:09:00:11  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00 0 0 0
4 12/9/2015 11:59:59 13341 1:33:38:00:03  :00:00  :00:00  :00:00  :00:00 :00:00  :00:00 :00:00  :00:00  :00:00 0 0 0
5 12/10/2015 12:00:09 2:10:39 2:10:31:00:08  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00  :00:00 0 0 0
6

7.4

From this point, you can manipulate the data, create custom fields, calculations, or formulas,

and create continuous worksheets and graphs day by day, week by week, or month by month.

Exporting Report Data to File

Select the report whose data you wish to export. Once you have opened the report, go to the

top of the report and select Edit/Export All Data

¢ The followin reen will r: .
e foflo g scree appea Select “Export to File”

Then select one or more items:

a) Export Null Values as Zero

b) Include Labels and Headers

c) Check Export Time Duration in Seconds
only if you are using data for conversion

==

Export All Data
Destination

i Ewport to Chpboard
¥ Ewxport to File:

P
<

C:AUsgershlebarahDesktophCMS Infohtest abbvie. cev j ﬁ"- purposes

Ewport Farmat

Field Separator: — |[tah)

Text Delimiter:

v Export Mullalues az Zero
[V |nclude Labels and Headers
[ Export Time Durations in Seconds

() |

Cancel Seript... Help
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Once everything is set as you need, click on OK, you will see a confirmation window indicating

how many records have been “saved”. The following steps show exporting the data to an Excel

spreadsheet. However, the file could also be imported to a database software application for

managing daily to monthly call volume statistics.

1. Open Microsoft Excel

2. Inthe Excel spreadsheet place cursor on upper left corner or on the specific cell you want
to populate.

3. Select File/Open, and select the file you just exported. You will see the following screen:

Text Import Wizard - Step 1 of 3 [ 7] X]

The Text Wizard has determined that your data is Delimited.
If this is correct, choose Next, or choose the Data Type that best describes your data.

Orignal dats type
Choose the file type that best descrbes your data:
Gm - Characters such as commas or tabs separate each field.

" Fixed width - Flelds are aligned in columns with spaces between each field,

Ktport steow: |1 =] Feorign: [windows(ans) ¥

Preview of fila C:\My Documentsitest fila.

‘Date: '] '8/28-2000"

‘Split/Skill: | 'Accounting’

‘Agent Name'|]'ACD Calls'j'Avg ACD Time'|l'Avg ACV Tine'l
‘Totals ' 1010109 :00:009):00:000:00:000:00:008:01:11989:52
:Hauser. Di.ck:lDlOlOl:OO:OOI:00:00!:00:00]:00:00!:00:10

concel | cost [ mext> | mesn |

4. This is the Text Import Wizard in Excel. You will need to walk through the Wizard by

selecting the Next button to determine column widths and formats for each column. This
allows you to format each column based on your database or excel requirements. (Please

see the Excel help screens for specifics to importing files.)
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8.1

8.2

8.3

8.4

Section 8
Dictionary

Purpose

This section instructs you in using the Operations tabs in the Avaya CMS Supervisor Dictionary.

It also gives you information on performing tasks that are specific to the Dictionary command.

Section Objectives

Upon completion of this section, the learner will:
e Understand the scope of the Dictionary subsystem.
e Know the functionality of Dictionary.
e Be able to use Dictionary.

e Be familiar with the Dictionary Operations tabs and input windows.

Overview - Dictionary

The Dictionary subsystem can be used to assign names to call center entities, including login
IDs, split/skills, call work codes, ACDs, AUX reason codes, logout reason codes, trunk groups,
VDNs, and vectors. The assigned names then appear on reports, making them easier to

interpret.

About Dictionary

From the Dictionary command, you can perform the following functions:

e Enter Avaya CMS login IDs and corresponding agent names.

e Assign names to splits/skills, trunk groups, call work codes, ACDs, AUX reason codes,
logout reason codes, VDNs, and vectors.

e Create agent groups.

e Modify agent, split/skill, and trunking string values.

e View standard Avaya CMS database items and calculations.

e Define your own calculations, constants, and custom database items.
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e Globally search for anything in Dictionary subsystem and search for patterns from any
data entry field.

e Obtain a report on most parts of the Dictionary subsystem.

8.5 Starting Dictionary

To select any Dictionary item, perform the following steps:

1. Choose Dictionary from the Commands menu, or, Select the Dictionary Button on the

toolbar.

i Dictionary @

: Operations 1 Feparts ]

Operations:

Agent Groups
Agent Sting Walues
Announcements
Alx Reason Codes
Calculations
Call'work Codes
Conztants 5

m | »

ACD:
|den|:ussim2D j

Scipt... Help
QK. | Cancel ‘

2. The Dictionary window appears. You can select from the following tabs:
e QOperations: To edit Dictionary items.
e Reports: To create a list of Dictionary items that can be viewed or printed.
The above screen shows the Dictionary Operations window available in Supervisor.
Splits/Skills, Standard CMS Items, Trunk Groups, String Values, VDNs, and Vectors are not
shown in the visible window area when the window first opens. Use the scroll bar to the

right of the Operations list box to display these options.

8.6 Dictionary Operations Tab

You may choose the following items from the Dictionary Operations Tab:

e ACDs — Used to assign names to any real or pseudo ACDs located on the switch or in the
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ACD administration.

Agent Groups — Used to create and name, copy, or delete agent groups. Use this
window to add, delete, or list the agents in a group.

Agent String Values — Used to modify the descriptive words, dealing with agent states,
which appear as field values on reports. For example, you may modify names of states
such as “ACD,” “ACW,” or “AVAIL” so that they display as “On Call”, “Wrap-Up”, and
“Ready”.

Announcements — Used to assign names to announcements.

AUX Reason Codes — Used to assign names to AUX reason codes. AUX reason codes
enable a call center to track an agent’s time more precisely when the agent is in the
AUX state.

Calculations — Used to define names for calculations that are used in reports on Avaya

CMS. Caution! Please do not alter any calculations without consulting with your CMS

System Administrator. Any changes to standard calculations would change the way CMS

presents the data on multiple reports.

Call Work Codes — Used to assign names to call work codes.

Constants — Used to define items with fixed numerical values that you can enter into
the database and use in custom reports.

Custom Items — Used to define your own database items that are stored in their own
tables within the CMS database.

Generic String Values — Used to enter a character for Yes or No that you want to appear
on custom reports.

Global Search — Used to search for anything in Dictionary (e.g. Login ID).

Location IDs — Used to assign a number to a port network, including voice terminals and
trunks.

Login Identifications — Used to assign agent names to CMS login IDs.

Logout Reason Codes — Used to assign names to logout reason codes. These codes
enable an agent to specify the reason for logging out, such as the end of a shift or

training.
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Split/Skill String Values — Used to modify the descriptive words (that appear as field
values) on Split/Skill Call Profile Reports.

Splits/Skills — Used to assign names to your ACD splits or skills (to make your reports
easier to identify and read).

Standard CMS Items — Used to display the names of columns in CMS database tables.
CMS uses the database tables to collect, store, and retrieve report information.

Trunk Groups — Used to assign names to your trunk groups (to make your reports easier
to identify and read).

Trunk String Values — Used to modify the descriptive words (that appear as field values)
on trunk reports.

VDNs — Used to assign names to VDNs so that names, instead of VDN numbers, appear
on VDN reports and administration windows.

Vectors — Used to assign names to vectors so that names, instead of vector numbers,

appear on vector reports and administration windows.

8.7 Dictionary Operations Input Window

When you select an item from the Dictionary Operations tab, an input window displays. Below

is an example if one of the input windows that you will see.

[y

-

plit/Skill number: [~ — \ |

L1 Dictionary Splits/Skills o] = @]

Actions Edit Help < Menu Bar: Includes pull down lists for
7 é’ = CMS Actions (Add, Delete, Modify, Find

‘d} | |22'| % | | | | IT| ﬂ | One, Next, Previous, List All, and Exit), Edit

Sphit/Skill name: || options (Cut, Copy, Paste, and Clear All),

and Supervisor Help.

REEE H Input Fields: Text boxes where you

type in the information needed to
complete the CMs action.

Toolbar

Action Buttons:
Lets you perform the CMS denpesim2(
actions by clicking on the X
corresponding button.

\ Current ACD: Displays the ACD

affected by the current operation.
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8.8 Creating Agent Groups

To create an agent group, perform the following steps:

1. Click on Commands and select Dictionary from the drop-down menu, or, select the
Dictionary button on the toolbar .

2. Select Agent Groups from the Operations tab. Make sure the ACD that you want to

add/modify/delete the dictionary items for is accurate.

[ Dicticnary @

Operations ] Reports ]

Operations:

m | »

Agent String Values
Announcemnents
Al Reazon Codes
Calculations

Call *wfork Codes
Constants 5

ACD:

denpzsim20 -

Script... Help

() ] o

3. Select OK and the Agent Groups input window displays:

Dictionaryhgentﬁrouprs El =] @

Actions  Edit  Help

2|90 Za|»|E@| 4

Agent group name: |Test Giroup]

denpzzim20

4. Type the name of the agent group you want to create.

5. Click on Actions and select Add from the drop-down menu, or, select the Add button o

on the toolbar.

6. Once added, click on Actions, and select Get Contents from the menu, or select the Get

Contents |G'| button on the toolbar. The Dictionary Agent Groups-Get Contents window
displays:
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Dictionaryﬁ.gentGroups—GetContents EI [=] @
Actions Edit  Help

(%] = A

Login IDs:

1000-1030:1048,1069

denpzzim20

7. Type the Login IDs of the agents you want to add to this group in the text box (there is no
Browse button for this section). Please note the recommended max amount of agents in an

Agent Group is 99.

8. Click on Actions and select Add from the drop-down menu, or, select the Add button is
on the toolbar.

9. When the last agent login ID is added to the desired group, close the window.

NOTE: When entering login IDs, type a dash “-“ if in a range (example: 2009-2015), or a semi

colon “;” if not in sequence (example 2035;2037). You can use a combination of both as

displayed in the example above.

8-44




Avaya CMS R19 Supervisor Workbook

9.1

9.2

9.3

Section 9
Exceptions

Purpose

This section teaches you how to use the Operations and Reports tabs in the Exceptions
command. It also gives you information on performing tasks that are specific to the Exceptions

command.

Section Objectives

Upon completion of this section, the learner will understand how to do the following:
e Use the Exceptions command.
e Start Exceptions.
e Set the Exceptions conditions.
e Navigate the Operations and Reports tabs.

e Run Exceptions Reports.

Overview — Exceptions

The exception conditions which you set in the Exceptions command are different from those
which you define using report threshold highlights. The Exceptions feature allows you to
administer time-or count-based thresholds and to be alerted when times or counts exceed or
fall below those thresholds. This allows monitoring “by exception”, to be alerted when
something is not behaving as expected. Exceptions are system wide and thresholds are login
specific. By default, the PC gives an audible alert to notify you of an Exception. You can
deactivate the sound as follows.

1. From the controller window, select Tools, then Options.

L3 Avaya CMS Supervisor - 135.122,60.204 - cms El (=] @
Connect  Commands Scripts Help

EEY EEMEFHERES EIRE
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2. Select the General Tab.
[:3] Options @

Report Colors d Colors ] Mame Format g
CHS Servers : keneral ) 'I Scripting 3

Set first calendar day, default ACD, and other geteral options.
First Diay of 'Week: |5Uﬁda}' ﬂ
Lefault ACO: |den|:ussim2[| ﬂ

W I ze | ooltips

v Display Taskbar lcon

window Menu Sart Order:
{* Start Order

(" Alphabetical
Mate: First Day of Week affects only calendar displays; it does not change the CMS Start of

week day for Weekly data collection.
Help
ar. | Cancel ‘ |

3. Uncheck the box “Use Sound”. This will stop the Exception notifications from being audible

alerts using your Windows Notifications Alert sound.

9.4 Using the Exceptions Command
Use the Exceptions Command to perform the following actions:

e Define exception conditions for ACD activity for which you want notification. Activities
may include agents, splits/skills, trunks or trunk groups, vectors, and VDNs. You do this
through the Exception Operations tab.

e Generate reports on agent, split/skill, trunk and trunk groups, vector, VDN, malicious call
trace, and data collection exceptions. You do this through the Exception Reports tab.

e Run the Real-time Exception Log.

NOTE: The Real-time Exceptions Log is located under the Operations tab, not the Reports tab.

In standard CMS, the log is a separate submenu item.

9.5 Starting Exceptions

To select any exceptions item in Avaya CMS Supervisor do the following steps:
1. From the controller window, choose Exceptions from the Commands menu or, select the

Exceptions button @I on the toolbar.
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L3 Avaya CMS Supervisor - 135.122,60.204 - cms o] @ [
Connect Commands Tools  Scripts Help

[EE BN IFEER FRE 0

@ * 114/2016 07:58:14 AM

2. The Exceptions Window appears. You will see the following tabs:
e Operations
e Reports

The following graphic display shows the Exceptions Operations available in Avaya CMS

Supervisor.
e Exceptions @
: Dperations 1 Reports ]
0 - Agent - Used to set and define agent
Uperahions: .
,l'-"l,l]Er'ﬂ, E:-:E:Ee |ti|:|r'|:5: exceptlons.
Agent Exceptions Aeason Codes 0-43 Real-time Exception Log - An interval
Agent Exceptions Reason Codes 50-99 i i .
Feal-time Exception Log Real-Time report used to list exceptions as
Split/Skill Exceptions they occur.
Trunk Group Exceptions X . . . .
WDON Exceptions Split/Skill - Used to set/define split/skill
Wector Exceptions exceptions
Trunk Group - Used to define and
identify trunk group exceptions
VDN - Used to set and define VDN
ALC0: exceptions.
| denpssim20) = Vector - Used to set and define

Script... Help vector exceptions.
Agent Reason Codes - Used to set and
oK | B! | define exceptions for aux work reason
codes 0-99.

9.6 General Rules for Administering Exceptions

e For any exception type, the occurrence threshold must be from 0 to 999.

e For timed exceptions, the time limit for each occurrence must be from 0 to 28,800
seconds (the equivalent of 8 hours).

¢ Whenever you define or change exceptions, Avaya CMS starts checking for the exceptions
immediately, as long as data collection is on.

e If you enter a time limit for an activity, you must also enter an occurrence threshold for
the same activity.
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9.7

When you select an item from the Exceptions Operations list, an input window displays.
Below is an example of one of the input windows that you will see. Note: you can set
exceptions for more than one data item at a time. To do this, use the Browse button to list

all available choices and select the ones needed.

/N Agent Exception AW Menu Bar [E=HE=E ==
Actions  Edit  Help
7 <4—— Toolbar Action Buttons
s | W| ] ‘ (?| ‘ | ﬂ Browse Button
Split(s)/Skill(s): |Bi||ing;EIaim3 \ ﬂ |§/ =
i Input Field
Exceptions Time
Active Box N Active Limit Threshold Exception Type History List
[ Active ||:| ||:| Time available
Exceptions W ||:| Time on inbound ACD call [min]
Tin::ieel;‘ijmit [ Active ||:| ||:| Time on inbound ACD call [max]) List of
[~ Active ||:| ||:| Time in after call work = €——__| Exception
. . . Types
Exceptions [~ Active ||:| Time on inbound ACW call
Threshold Limit chive i Mumber of inbound ACW calls/fagent
Field
[~ Active ||:| ||:| Time on outbound ACW call
[ Active i Mumber of outbound ACW calls/agent
[ Active ||:| ||:| Time in AUX work
[ Active ||:| ||:| Time on inbound AUX call
[~ Active i Mumber of inbound AUX calls/agent
[ Active ||:| ||:| Time on outbound AUX call
. Current ACD
[~ Active i Mumber of outbound AUX calls/agent
™ Artive |n In Time in AIDX with Reasnn Coade N / j
denpszim20

Setting the Exceptions Conditions

1. Select the exceptions for which you want to be notified by clicking in the “Active” box to
enable the check box.

2. Set the Time Limit (if applicable) for the exceptions of which you will be notified. The time
limit is the amount of time that must pass before occurrences are counted against the
threshold limit.

3. Set the Threshold for the exceptions of which you will be notified. The threshold is the

number of acceptable occurrences. For example, if you set the threshold to ten, that
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9.8 Exceptions Reports Tab

particular exception can occur ten times before you will be notified. On the eleventh

occurrence, you will receive an exceptions notification.

When you are done setting the thresholds, select Add from the Actions menu, or select the

Add button P on the toolbar.

If you are setting exceptions for an entity that has already had exceptions set, use the

Modify LZ‘ action instead of Add.

The following graphic shows the Exceptions Reports available in Supervisor.

e

Operationz

@g Exceptions

] : Heports

Beports:

Agent Exceptions by Location
Drata Collection Exceptions

b alicious Call Trace by Location
SplitSkill Exceptiong

Trunk, Group Exceptions by Location
WO Exceptionsz
Yector Exceptions

s

==

ACD:
| denpzzimn20 j
Script... Help
] 4 Cancel

Agent - Generates a report of
agent exceptions

Data Collection - report on
data collection exceptions.
Malicious Call Trace - reports
on Malicious Call Trace
exceptions.

Split/Skill - Reports on
split/skill exceptions.

Trunk Group - Reports on
trunk group exceptions

VDN - Reports on VDN
exceptions

Vector - Reports on vector
exceptions.

9.9 Exception Report Input Windows

To run an exceptions report, complete the following steps:

1. Select Exceptions from the Commands menu or select the Exceptions button gl on the

2. Select the Reports Tab.

toolbar.

3 Exceptions

Operations

:Reports
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3. Select the type of exceptions reports you want to run. The report input window displays.

Below is an example of an input window:

[npLitz

Input Fields

T

Order by | Time

E rzeptions:

D estination

f* Yiew Report on Screen

" Print Report on:

Ay Agent Exceptions by Location History Lists EP [=] '@

E‘

Browse Buttons

]

Ll Ll Ll Ledet
E‘

!_Time on inbound ACD call (min} [ [ |
!_ Time on inbound ACD call (max}
!_ Time in after call work

[ Time on inbound ACW call

Destination Options

[ Mumber of inbound ACW callzfagent i
 — i b m mmea "
1 | 1] [ 3
Printer Selection Button \
Epson Stylus NX420(Network) =1
] 4 Cancel | Help

Selected ACD |——» denpssimzl

9.10 Real Time Exception Log

Located under the Exceptions Operations Tab, the following is a sample of a Real-Time

Exception Log:

4\ Real-Time Exceptions Log H[=]1E3
Date | Time [ Desciiption [
o2 11:47 AM ACD ACDT_SCHAUMB Agent Tony DeChes spht/skll QITIZENS COL:: ningng cal sutomabicaly redeected
0/21 11:53 M ACD ACD1_SCHALMB Agent Barbara Dost spit/skill DMI COLLECTI transfened mote than 0 calls.

o2 11:54 AM ACD ACD1_SCHALIMB Agent Barbara Dort spit/skil DMI COLLECTE: engng call sutomatically redeected
o2 11.54 8M ACD ACDT_SCHAUMB Agent FOXX spit/skill DMI COLLECTI: mging call automatically tedeected
o021 11:54 &AM ACD ACD1_SCHALMB Agent Kncaid spit/skil DMI COLLECTE:: ringing cal automatically rediected
o2 1200 PM ACD ACD1_SCHAIUMB Agent Kncad spit/skil OMI COLLECTL: ringing cal sutomaticaly redeected
09/21 1200 PM ACD ACD1_SCHAIUMB Agert Hamson spit/shdl DMI COLLECTI trancfecrad moce than O cals

o2 1203 PM ACD ACD1_SCHAUMB Agent Kincaid spht/skil OMI COLLECTI bansfetred more than 0 cals

o/ 1203 PM ACD ACDT_SCHAUMB Agert Jenrmnge splt/s<il DMI COLLECT! transferred meee than 0 cals

021 1214PM ACD ACD1_SCHALIMB Agent Bradford spt/<kil CITIZENS COL:: ringing call automaticaly radeected

oo
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About the Real Time Exception Log
The Real-Time Exception Log holds and displays exception records for up to the last 100

exceptions. The log lists exception records in chronological order, with the oldest exception
listed first.
As each new exception occurs, Avaya CMS adds a new record to the log. If the log already
contains 100 records, Avaya CMS deletes the oldest exception record from the log at the same
time that it adds the new exception record.
The log simultaneously displays exception records for all elements on the ACD or ACDs for
which you have exception permissions, regardless of whether the exceptions involve agents,
splits or skills, trunk groups, VDNs, or vectors.
You can use the Real-Time Exceptions Log in two ways:
e Access the log periodically, or whenever you get notification of an exception, to see
exactly what happened.
e Maintain the log as an open window so you can monitor exceptions as they occur
Each exception record in the Real-Time Exception Log gives you the following information:
The date and time the exception occurred.
e The ACD name for which the exception occurred.
e The specific ACD item, such as specific agent, split/skill, or VDN that was involved in the
exception. If you have defined names in the Dictionary subsystem, the names display.
These names may have truncated if they are longer than the space allowed in the
exception record. Otherwise, numeric identifiers display.
e The conditions you set up for exception checking in the associated Exceptions
Administration window.
The record tells you that an activity has fallen outside of the exception conditions you set.
Thus, for a peg count exception, the exception record shows the occurrence threshold you set,
even though the actual number of occurrences may be substantially greater. For a timed
exception, the exception record shows the time limit you set, not the actual duration of an

occurrence.
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10.1

10.2

10.3

Section 10
Agent Administration

Purpose
This section teaches you how to use the Operations and Reports tabs in the Agent
Administration command. It also teaches you how to perform tasks that are specific to the

Agent Administration command.

Section Objectives

At the end of the section, the learner will understand the following:
e Tasks that can be performed from Agent Administration
e Starting Agent Administration
e Agent Administration with EAS capabilities

¢ Input Windows

Overview — Agent Administration
Avaya CMS and the Avaya CMS Supervisor applications are primarily used to collect
information about Agent related activities from the switch, store the information, and
produce real-time and historical reports. You can also use Avaya CMS Supervisor to view,
add, delete, or modify agent-related parameters on the switch. The following are some of the
Agent administration tasks you can perform from CMS Supervisor, assuming your switch
supports the related features and you have permissions to do so:

® Add agents to, remove agents from, or move agents (extensions) between splits/skills.

® Change an agent’s assigned skills or change one skill for as many as 50 agents

simultaneously (depending on how long the agent extensions are).

® (Create or apply an agent template.

® Start or stop an agent trace or list the agents being traced.
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10.4 Star

ting Agent Administration

To select any Agent Administration item in Supervisor, do the following:

1. S

elect Agent Administration from the Commands menu, or, select the Agent

Administration button @ on the toolbar.

2. The Agent Administration selector window appears. You will see the following tabs:

e QOperations

e Reports
L3 Agent Administration @
: Dperations 1 Reports ]

Operations:

Activate Agent Trace
Change Agent Skillz

Ligt Agents Traced
Multi-tigent Skill Change

ALCD:
| denpzzimZ0 j

Scnpt.. Help

k. Cancel

10.5 Age

nt Administration with EAS —Feature List
Activate Agent Trace — Starts or stops Avaya CMS Tracing of agent activities.
Change Agent Skills — Lets you change an agent’s assigned skill set.
List Agents Traced — Lists the agents and dates for which agent trace data is available
for the current ACD. Check with your Systems Administrator for the length of time in
which the records will be available.
Multi-Agent Skill Change — Lets you move, add or delete one skill for as many as 32

agents simultaneously for any agents that are currently logged in.
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10.6 Input Window Displays

10.6.1Activate Agent Trace

To start or stop an agent trace, do the following:

1. Select Agent Administration from the Commands menu, or, select the Agent

Administration button @ on the toolbar.
2. Choose the ACD for which you want to start or stop the agent trace.

3. Select Activate Agent Trace from the Operations tab and then click OK.

L2 Agent Administration @
Operations ] Reportz ]

Mnerabons:
Ao Dar Ao

Chianige Againt Skils
Ligt Agents Traced
Multi-tuigent Skill Change

ACD:
| denpzzimZ0 j

Scrpt... Help
Cancel
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4. From the Agent names or logins list box, enter or select the name or the login ID of the

agent for who

m you want to start or stop a trace.

Find One

race

Modify the

Entry Acticons [ Edit

hZ| ¢

List All Matching Entries of the input

ol ® &)

Agent names or logids: |

Agent trace: :
Radio buttons
(" On to turn Tracing
Ol on or off.

IHE”] GEY
T

Input Window

=l =

T

Browse Buttons

denpzzim20

5. To start an agent trace, select the On option. To stop an agent trace, select the Off option.

6. Select Modify from the Actions menu or select the Modify button |Z| on the toolbar.

10.6.2List Agents Traced

To list agents who are currently being traced, complete the following steps:

1. Select Agent Administration from the Commands menu or select the ACD Administration

button I@I on the toolbar.

2. Select the ACD that the agent traces reside on from the ACD list box.

3. Choose List Agents Traced from the Operations list box and then click on OK.

£3 Agent Administration
Operations ] Reports ]

Dperations:

=

Activate dgent Trace
Chanae Agent Skillz

Muit-agent Skii Cha

ACD:

nge

| denpzsim20

Script....
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4. Type in the names or numbers of the agents you want to list, or use the Browse button 4 ,
or the drop-down list to select agents to list. Leave this field blank to list all agents for

which there is trace data.

= ’
Find One st Agents Traced | st All Matching Entries of the input E' = @

pns  Edit Help
e 4 | | | @ Browse Buttons

Aqgent[s]: | \
Input Windows
Dates:

denpzzim20

5. Type in the date(s) you want to include on the list or use the Browse button 4 . Leave this

field blank to list all agents for which there is trace data.

6. Select List all from the Actions menu or select the List all button | I§| on the toolbar to list

information on all agents and dates you entered.

7. Select Find one from the Actions menu, select the Find One button ﬂ on the toolbar.

10.6.3Changing Agent Skills

Individual agents or groups can be changed at one time through Avaya CMS Supervisor. Agents
do not have to log out for the skill changes to take effect (changes may be pending while the

agent is on an ACD call or in ACW).

Use the Change Agent Skills window to view an agent’s or template’s current skill
assignments or to change one or more skills and the associated skill type or skill level (1-16)
for any Communications Manager with Expert Agent Selection Preference Handling

Distribution and also Reserve 1 and Reserve 2 if Avaya Business Advocate is optioned.

You may also use the Change Agent Skills window to apply an agent template to a group of up
to 50 agents (depending on how many digits are utilized in the dial plan). One may use
Scripting to run a script that changes the skill assignments for up to 50 agents at a time. For

additional information on automating agent administration actions, see Scripting, Chapter 13.
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To change the skills and the associated skill level/type, do the following:

1. Select the Agent Administration button or click on Commands then select Agent

Administration from the Command Bar.

Change Agent Skills and click on OK.

&2 Agent Administration
Operations ] Feports

Dperations:

-

[l

Activate Aaent Trace

Lizt .ﬁ.'genté Traced
Multi-Aigent Skill Change

ACD:
| denpzsim2Q j
Script... Help
() | o

In the ACD field, select the ACD for which you want to change agent skills. Then select

3. The Select Agent / Template window appears. On the Select Agent/Template window, type

the Agents login ID number, or template/agent whose skills you want to view, or select the

login ID from the drop-down list, or click on the browse button and select the agent’s

name. Then click ok.

i_§ Select Agen '
Agent ID or
Select an agen| name

==

-

&M

Browse Buttons

for multipls aje/
Agent

Historical List

74 4

[n] 4 Cancel

e |

“Browse Agert | Browse Window

Ci

Select an Agent from the list,

Available Agents

=

la

R oosevelt
lenandre:
liar

N
l. Cancel

—_.r

Help
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4. The skills for the agent you named in the previous window, along with the associated skill
levels, are displayed in the Assigned Skills box. To change which calls an agent gets first,
select Skill Level, Greatest Need, or Percent Allocation under Call Handling Preferences. The
concept of “Top Skill” and the levels associated with skills are significant only for agents

whose call handling preference is “Skill Level”.

i_§ Change Agent Skills 50340 - 50340 [mE3w)

Call Handling Preferences

{* Skill Level

~ Greatest Need @ [ Service Objective

" Percent Allocation F

Agent Skillz and Skill Levels
| Azzigned Skills | Lewvel | Interrupt Tupe Percent |+
1 |®p|Claims 1 L, B £dd Skills
2
; @ | Do |
4
1}
G _teke Topsi |
7
] -
Direct Agent Skill: Tatals:
@ P E x
Agent Mame(s] or Login [D{s]
[ Uze for one or more Agent(z] [Masimum of B0 Agents]
|Abdu|maiid, BazelAdams, David:Alamour, tamoun J
Cancel Script... ‘ Help ‘
N’
Select zkills to add to or delete from the agent, and then select the OF Button. denpszim2

5. To change the skill used to queue an agent’s direct agent calls, type the skill name or
number under Agent Skills and Skill Levels, or select the number from the drop-down list. If
the agent has only reserve skills (not on the list) you cannot give that agent a direct agent
skill.

6. To change the level on an already assigned skill, select the level from the drop-down list. If
Skill Level Call Handling is enabled, an arrow icon points to the agent’s top skill. Select a
new skill-level value. Select OK to save your changes or select cancel to ignore your

changes.
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7. To change which skills are assigned to this agent or template, select the skill on the drop-
down list. Assigned skill must have either a skill level or reserve level. To assign one or more
skills, select Add Skill.

8. Choose from the following:

e |f using Avaya Business Advocate, to set a new percent allocation, select Percent and
select Yes. If an agent or template already has a reserve level, the Percent field is
blank.

e To make an assigned skill the top skill for this agent, select the skill and select Make Top
Skill.

e To apply your changes to a group of up to 50 agents, select “Use for one or more
agent(s)”, type the agent login IDs, or select the names or login IDs on the drop-down

list, or select Browse. Select OK.

Agent Mame(z] aor Login 1D[z]

[v lze for one ar more Agentfz] [Masimum of 50 Agents]

|| ElE

e To change skill assignments for the other agents or templates, select another agent or
template in the Select Agent/Template window and repeat steps 1 through 7.
9. If you are done making changes, select OK to save your changes and exit this procedure.
Note: No changes shown on this window are submitted to the Avaya CMS server until the
OK button on the “Change Agent Skills” window is selected. If a change is pending, a message
tells you that the changes will not be made until the pending conditions are resolved (i.e. if
the agent is on an ACD call or if in ACW). If you are applying changes to a group of up to 50

agents, a status field shows the status of each change.

10.6.4Creating or Applying an Agent Template
To create an agent template or to apply an agent template to a group of agents:

1. From the controller window, select Commands then Agent Administration, or click on the

Agent Administration button I@l on the toolbar. The Agent Administration selector
window opens:
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2. Inthe ACD field, select the ACD for which you want to change agent skills. Then select
Change Agent Skills and click on OK.

@3 Agent Administration @
Operations ] Reports ]
Dperatiors:

| &rtivate snent Trace

Lizt Agents Traced
Multi-digent Skill Change

ACD:
| denpzzim20 ﬂ

Script... Help

‘. Cancel

3. The Select Agent/Template window opens. Choose from the following:

a. To create a template from an existing agent login ID, on the drop-down list select the
agent name or login ID of the agent whose skill assignments you want to use as a
template, or select Browse to choose from a list of agents. Then select OK.

b. To apply an existing template to a group of agents, type the name or agent login ID of
the template whose skills you want to apply to a group of agent. Then select OK.

The Change Agent Skills window opens with the template name and login ID on the title bar.
The skills and skill levels for the template you named in the preceding window are shown in the

Assigned Skill field.

10.6.5Multi-Agent Skill changes

To change one skill for multiple agents:

1. From the controller window, select Commands then Agent Administration, or click on the

Agent Administration button I@l on the toolbar. The Agent Administration selector
window opens

2. In the ACD field, select the ACD for which you want to change agent skills. Click on Multi-
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Agent Skill Change and select OK.

£3 Agent Administration @
Operations ] Reports ]

Operations:
Activate Agent Trace

Change Agent Skills
Lizt Snents Traced

ACD:
| denpszimz0 ﬂ

Script... Help

P

l. Cancel

3. To move, add or delete agents from skill to skill, do one of the following steps:

e Select one Agent Name/Agent ID, drag it to the new skill, and release the mouse button.
If you hold down the CTRL key while dragging and dropping the agent name, the agent is
added instead of moved to the destination skill.

e Hold down the CTRL key on your keyboard and select multiple agent names (as many as
32) in one skill, then drag the agents to the new skill and release the mouse button. If
you hold down the CTRL key while dragging and dropping the agent names, the agents
are added instead of moved to the destination skill.

e Hold down the Shift key and select the first agent name and the last agent name in a
range to select those agents listed between the two. Drag the agents (as many as 32) to
the new skill and release the mouse button. If you hold down the CTRL key while
dragging and dropping the agent names, the agents are added instead of moved to the

destination skill.
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e

§§ Multi-Agent Skill Change =0 E=R (==

Skills  Agents  View Window Help

Bs.| o | @ || 2z | | 44§ Claims i
Benefits A MName o] T.| L calH... | Sve.. | Per.|
El"l_ﬂg B 50340 0340 T.. .. L'L Mo
Claims ® 50342 50342 T.. .. LvL Mo
C5 Automation
Customer Sve East | B 50343 0343 T.. .. LvL Mo
Customer Sve Sph B 50344 o344 T .. L'L Mo =
Customer Swe West B 50345 AO245 T.. . LWL Mo
Dutsourcers B 50346 BO34E T.. .. L Mo
Pharmacy -

Repair il

Dl abambice

4 I 3
’l I F
[rag agents to another gkill to move agents to that skill. denpzzim20

A confirmation window shows the agents you moved in the left-hand field, with the agent’s

call handling preference, reserve level, or skill level, service objective, and percent allocation

for the skill (if using Avaya Business Advocate.) The right-hand field shows the from-to skill

information.

4. When Moving or Adding, type a skill-level value for each agent moved/added to this new
skill. If using Avaya Business Advocate, Reserves 1 and 2 are also valid skill levels.

® On the Move Agents between Skills window, select Preserve Original Level, to keep the

agent’s original skill levels. This deactivates the Level field so you cannot type a skill

level or reserve level for the destination skill.

® To complete the move, select OK or select Cancel to ignore you changes.

5. If one or more moves fail, a status window shows the moves that were not made and the
reason, or it shows the pending status.

6. When you are done, the Move or Add window will automatically close after you select OK.

If you are not done, repeat the preceding steps.

10-62




Avaya CMS R19 Supervisor Workbook

111

11.2

11.3

Section 11
Options

Purpose

This section teaches you how to use the Options tool to change the setup of the Avaya CMS

Supervisor Application.

Section Objectives

Upon completion of this section, the learner will understand the following:
e Functionality and capability of Options.
e Starting Options.

e Report Colors and Threshold Colors.

Overview — Options
Use Options to do the following actions:
e Establish connections to a CMS server (CMS Servers Tab).
e Set the first calendar day for weekly reports (General Tab).
e Set the ACD and other general options that Supervisor will default to when you log in.
(General Tab).
e Set up the colors that you will be using in your graphical reports (Report Colors Tab).
e Set up the colors that will be used in reports to tell you when threshold highlights (not
exceptions thresholds) have been reached (Threshold Colors Tab).
* Choose or create formats for how CMS items, entities, or numbers will be displayed in

reports (Name Format Tab).
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11.4 Options — Not Logged into the CMS Server

To select any Options item in Avaya CMS Supervisor, do the following:

e Choose Options from the Tools menu.

F.

L2 Avaya CMS Supervisor EIEIE

o

When not logged into the CMS Server, only the CMS Server tab will appear in the Options
window. This is meant to set up the CMS servers needed to log in to the CMS Client.

Typically this is a one-time set up.

(15 Options @
e ] Threshold Calars ] [ ame Faormat 3
iCM5 Servers | General ] Scripting A
Serverz. [127.0.01 - Mew

127.0.01 =

127.0.01

127.0.0.1 (=] Hemove

127.0.01 |

127002 Properties

13612228182 —_—]

| Manual Login [uzing Server Mame selected above]

Help

k. Cancel
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11.5

Options — Logged into the CMS Server

When logged into the CMS Server, the following tabs appear in the Options window:

C

2 option— =

Repart Colors 1 Threshold Colors ] Marne Format N

CMS Servers ];Eeneral 1 Scripting ) />

‘/I
Set first calendar dan, oo et s s —

Mote: First Day of Week affects only calendar displays; it does not change the CHMS Start of
Week day for Weekly data collechion.

Firzt Day of Week: |Sunday j
Default ACD: |denpssim2|:| j

v Uze Sound
[v Use Toolips
[v Dizplay Tazkbar lcon

Window kenu Sort Order:
{« Start Order

(" Alphabetical

Help

0k | Cancel | |

>

General Tab

First Day of Week: This option affects only how the calendar displays for the
individual user, not for the CMS Data collection. It is important to know what the
First Day of the week is so that the Historical Weekly reports are ran appropriately.
Default ACD: This is the ACD that will be the default listed in the multiple function
windows (example: the Reports window). If your environment has multiple ACDs,
make sure the one you spend the most time running reports for is the default.

Use Sound: To provide a sound alert when the Exceptions Indicator box is updated.
The sound you hear is the sound chosen for the exclamation event associated with
your PC (checked by default).

Use Tooltips: To make the tooltips visible. Tooltips are the small boxes that hover
over a toolbar item to let you know what you’re about to select (checked by
default).

Display Taskbar Icon: This box will ensure that the Avaya CMs Supervisor icon will
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be displayed in the system tray (checked by default).

[z Options @
Report Colors ] Threzhold Colorz ] Mame Format )
CHMS Servers ] General ‘I Scripting b

Set first calendar day, default ACD, and other general options.
First Day of 'wWeek: |Sunday ﬂ
Default AC0: |denpssim22 j

v Use Sound
[v Usze Tooltips
v Dizplay Tazkbar lcon

Window Menu Sort Order:
{* Start Qrder

" Alphabetical
Mote: Firzt Day of Week, affects only calendar dizplaps; it does not change the CMS Start of

Wieek day for Weekly data collection,
Help
ok | Cancel | |

e Report Colors Tab

» Scheme: Choose from 10 different color schemes. For any scheme chosen, right click
on any of the individual bars to select a different color or pattern.

» Background: Chose White for an all-white background on Graphical Reports or
Automatic to make the background of all reports match the color that you have set

up for your system in Windows.
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[i=] Options @
ChS Servers ] General ] Scripting 3
. Heport Colors 1 Threshold Colors ] MHame Farmat 5
Scheme:
|Hainhaw ﬂ Save As... | Bemove

12 3 4586878 91011121314 1518

B ackground:
* 'white
" Automatic

Help
QK. | Cancel | Apply |

e Threshold Colors Tab

» By focusing on the Caution and Warning features, you can browse to change the

color or pattern of the thresholds that are displayed in the Real Time reports.

[L'::Options =
CrS Servers ] General ] Scripting A
Repart Calars ] Thieshold Colors ] Mame Format 3 i =]
Basic colors:
EPChBITIBZ J Save Ag | Remove | ,_ ,_ ,_ ,_ - I_ ,_
b = s R
e H  MENFENENR
View/set colorz for report threshold indicators. - I_ l_ - - - - -
ENEEEEERN
EEEEEEER
Chart Inzufficient Sample Size
Chart ‘W arning "’ EEENNTE
Text Caution
Text Inzufficient Sample Size ]:—I r’ Custom colors:
Text Warhing
— NN
coec [ |[E] N
Define Custom Colors = |
Help
= oK | Cancel |
0K ‘ Cancel | Apply ‘

e Name Format Tab

» Use this tab to choose or create formats for how Avaya CMS entities (ACDs, Agents,
Call Work Codes, Skills, Trunk Groups, VDNs, and Vectors).
1. To use this feature, select the item for which you want to set formats from the
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Entity box.

2. In the Format box, choose a name format in the drop down box or create your
own using {name} for dictionary Name, {entity} for an entity type, and {number}
for entity number.

Scripting Tab

Use the Scripting tab to set the user ID used to run scripts, adjust the logging level, and

set the file used for logging.

» User ID: The login ID for a CMS user. A User must be specified and password must
be set before any automatic scripts can run. To set this information, click on the

“Set User” button and the “Save as Script - User Information” dialog box will open.

5 Save as Script - User Information @

V'ou must specify a CMS uzer 1D and pazsword before any automatic
scfipts can run on this computer.

If wou ghare thiz computer with other uzers, all automatic scnpts they
create will run using the permissions for the CMS wzer vou specify here.

You must enter the corect pazsword. The password will be validated
later when the script is mn.

User [D:
Pazzword:
LConfirm Password:

| Catcel ‘ Help |

» Logging Level: This option group allows the logging levels in configuring the amount

of information that is recorded during the use of scripting
¢ Minimum: The only activities that will be logged are errors and messages
from Supervisor that would have been displayed to the window as if the user
performed the scripted activity manually
+* Normal: All of the above activities are logged plus the start and stop time of
each task of the script. The script name is also included.
+» Maximum: All of the above activities are logged plus additional information
that may be useful for debugging a script. Any message that displays as the
script runs is logged.

» Log File Path: Enter the path and filename of the logfile in this field. You may also
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use the Browse button to the right of this field to select an existing file on the PC.
» Log File Size: This field determines how large the script log file can get before it is
begins replacing the oldest data. The field defaults to a value of 200KB.

» View Log Button: Select this button to view the script log file.
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12.1

12.2

12.3

Section 12
Editing the Toolbar

Purpose
This section instructs you in the creation of buttons, removing buttons, and reorganizing

buttons on the toolbar.

Section Objectives

Upon completion of this section the learner will be able to:
e Add buttons

e Remove buttons

e Reorganize buttons

e Edit Buttons

Adding a Button to the Toolbar
You can add a standard or custom toolbar button to the toolbar using the Add Button wizard.
To add a button, do the following:

1. Select Add Button from the Tools menu. This starts the Add Button Wizard and steps you

through the process of creating a custom or standard button and adding it to the toolbar.

L3 Avaya CMS Supervisor - 135.122,60.204 - cms EI =] @

Connect  Commands Scripts  Help

EEY BIEREFHEERS FNE

@ & 162016 10:16:35 PM
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The following screen will display, click on Next.

%3 Add Button

The Add Button WWizard allows you to create your own toolbar buttans. Just answer the fallowing questions in order
to create a button,

Select the action that the button you are creating will perform. In this example, we are

adding a button to run a report, so highlight Run a Report and click on Next.

£2 Add Button

Select the action that vour button will perform.

Select a Report to run

Open a Dictionary window

Select a Dictionary window to open

Open an Exceptions window

Select an Exceptions window to open
Open a User Permiszions window

Select a User Permizzions window to open
Open a Spstem Setup window

<Back <| Mest> p Cancel

l_ﬁ

Select the action that the button
you are creating will perform...

Run a... The “Run a” action creates
a button that starts a report from
the Reports command.

Select a... The “Select a” actions are
the buttons that already appear on
your toolbar in case they get
deleted.

Open a... Creates a button that’s an
operation or report from the
Dictionary, Exceptions, or Agent
Administration Command.

Select the type of report that will run. In this example, select Real-Time Folder and click on

Next.

£ Add Button

Which folder contains the report that you would like bo un?

(* Beal-Time Folder
{~ Historical Folder

" Integrated Folder

Cancel

¢Back

el
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5. The following window displays and allows you to select three items:

e On the left side, highlight the report Category of report you want.

e On the right side, highlight the Report you want to run.
e Select the ACD for which you would like to run the report.

When everything is set as you want, click Next.

&3 Add Button

wihich report would vou like to mn?

LCateqarny Beport
PRl Aqcnt Group Beport
CHS custom — |Agent Report
Deszigner Graphical Infarmation
Other E
Hueusitgent
SpliteSkill |
Trunk/Trunk Group
WOk 2
ACD: | denpszimz22 j
<Back Cancel ‘

6. The following window appears and allows you to customize your button further:

e Description: Type in the Description you want to display in the status bar for this

button.

e Tooltip: Type a one or two word description of the button, which will display as the

tooltip when the mouse cursor is hovering on the top of the button.

e Button Face: Click on “Edit”. A new window opens. Click on the “Clear” button. By using

the left and right mouse button on the list of colors, you are able to click on the grid

and make your own button face and click OK and then click on Finished.

E%‘ Edit Button Image

Up @ Ell
I:Iear Down

Digabled

Cancel | Help

=5
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Homw would you ke your button to appear on the toolbar?

Cezcriphion: |Test

Tooltip: |Te$t

Button Face: D Edit

Mote: YWhen you click Finish,' pour button will be added to the end of the toolbar. Hold the <Contral> key down to
drag the button to another pozition.

<Back { Finished } Cancel

€2 Add Butten [

7. You will then see the button on the Toolbar.

i

L3 Avaya CMS Supervisor - 135.122.60.204 - cms o] @ |3

Connect Commands Tools  Scripts Help

[EEY EEINEFHEEER RN EiE

@ e 1/6/2016 10:48:28 P

12.4 Editing a Button on the Toolbar

You can define the design (paint) of any custom buttons that you define in Supervisor. To paint

a custom button, do the following steps:

1. Right click on the custom button and choose ”Change Button Properties”.

2. You will be back to step 1 of section 13.3 and can change what the report does or how it

looks.

e Avaya CMS Supervisor - 13512260204 - cms
Connect Commands Tools  Scripts  Help

EE EREmEFEEEE FRE EE

Right Click

=) & e |

L] #» 1/6/2016 10:48:28 P

12.5 Removing a Button from the Toolbar
To remove a button from the toolbar:
1. Right click on the custom button and choose “Remove This Button”.

2. A window will pop up and ask if you are sure? Click yes.
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Delete Toolbar Button

_g—
Yes

Qe )

Are you sure you wish to delete this toclbar button?

Mo

12.6 Rearranging a Button on the Toolbar

You can rearrange the order in which buttons appear on the Controller toolbar using the drag

and drop method (click on a button, hold the mouse button down, drag your cursor to the

position in which you want the button to be located, and release the mouse button.)

You can rearrange the order in which buttons appear on the toolbar and add spaces between

buttons using the following steps:

1. Move the mouse cursor so that it is over the button that you want to move.

2. Hold down the CTRL key.

3. Press the left mouse button and move the cursor to the position where you want the

button to be placed

4. Release the mouse button and then the CTRL key. The button is moved.
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Section 13
Scripting

13.1 Purpose

The purpose of this section is to explain the basics of creating and modifying scripts.

13.2 Section Objectives
This section will provide an understanding of the how to accomplish the following:
e Use Scripting
e Modify a Script

e Make a Script a Desktop Icon

13.3 Overview — Scripting

Scripting allows you to create a timesaving shortcut to perform the tasks used most often in
Avaya CMS Supervisor. Creating scripts to open reports is the most popular, although you can
also create scripts for other tasks such as opening dictionary or other administrative

windows, or call center and agent administration.

13.4 How to use Scripting

There are two basic ways to create a script to run a report:

e From the Report Manager: When a script is created using this method, the script will take
you to the input screen for the report, where you can select the proper input and then run
the report. This method is useful if you frequently run a particular report, but you make

different input selections each time you run it.

e From inside a report that is already displayed on the screen: When a script is created using
this method, the script will actually display the report on the screen, using the same data
input as when the script was created. This method is nice for quickly running a report

where the data input does not change. For example, every day you run a Historical-Skill-
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Summary Interval Report for Skill 55, for the previous day. In this case, the input is always

the same:

o “iew Report on Screen

™ Print Report on:

{4 Split/Skill Summary Interval (=] & |
Iputs
Spit/Skil. [55 ~| 4
Date: [1 ~|
Times: [00:00-23:45 ~| E4
Destination

| Epson Stylus NX420(Network) =

Cancel | Help |

denpssim22

13.4.1Creating a Script from the Report Manager

1. Click on Commands, then Reports from the Controller Window. This will display the Report

Manager. Highlight the report you want to script and then select the “Script” button on the

bottom left of the Report Manager.

Select a Report

5

Trunk/Trunk Group
YDM
Wector

Time Zone:

Service Level Daily

‘ ‘ Service Level Interval
Service Level Monthly

Service Level Weekly

& Split/Skill by Location

Surnmary D aily

default

Dezcription

ummary [nterval

Real-Time ] Historical ] Integrated ]

Fivn Report for ACD: Beport:

|denpssim22 ﬂ Report D aily -
Categony: Report Monthly

I; Report Weekly

Summarizes all activity on a split/skill by interval for one day

Properties ‘ Copy | Help ‘
0k | | Hew Cancel ‘
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2. A “Save as Script” Window opens. At the bottom of the screen there are two fields:
e File Name: This field will be pre-populated with the name of the report you selected. If
you prefer, you can type in a different file name.

e Save As Type: Identify the script type as interactive. (Very important!)

Once all the items are changed, click on the “Save” button.

-

' Save as Script @

This window allows you to save the cument display or resulting operation as a
script. There are two script types: interactive and automatic. Interactive scripts
are run with a user present. Automatic scripts run entirely in the background.

Before pressing Save, specify the script type. To save a new script, enter a
unigue script name. Select an existing script to replace its contents orto add
this operation to the end of the existing script.

Savein: | Scripts j IfF "
Mame Date modified Ty

Mo iterns match your search.

4 L 2

File name: | Summary Irterval [ Save ]

Save as type: ||r|temu:1ive script (* acsup) j Cancel

Help

3. Once the script has been saved, you may access it from the Script menu on your main

Avaya CMS Supervisor Tool Bar.

L3 Avaya CMS Supervisor - 135.122.60.204 - cms [ @ [

Script Name Here 1/6/2016 11:36:04 P

13.4.2Creating a Script from Inside a Report
Note: Before you create a script using this method, make sure the report is displayed on the

screen the way you want to see it in the future. For example, if you want the script to
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automatically sort the report, then also include the sorting before you save the script. Same for
thresholds if you want to add them. Also, if you would like the report to be located in the
upper right-hand corner of your computer screen make sure to position it there prior to
creating the script. Once you have the screen organized, do the following.

1. From within an open report, click on “Reports” and then Script.

{_§ Agent Group Report - AGENT GROUP ALL [ ]
Edit Format Tools Options Help
Restart
PALL
Page Setup... Lagin ID Exin AUX State  SplitSkil  Time VDN N
Print... Reason b
it Previ 50361 20361 OTHER 8976:27 i
rint Preview.. 50395 30309 AVAIL 8990:53
Design 50409 30323 AVAIL 8990:53
50397 30311 AVAIL 8990:52
Save as HTML... 50418 30332 AVAIL 8990:52
50420 30334 AVAIL 8990:52
50411 30325 AVAIL 8990:51
- 50404 30318 AVAIL 8990:50
B 50424 30338 AVAIL 8990:50

4. A “Save as Script” Window opens. At the bottom of the screen there are two fields:
e File Name: This field will be pre-populated with the name of the report you selected. If
you prefer, you can type in a different file name.
e Save As Type: Identify the script type as interactive. (Very important!)

Once all the items are changed, click on the “Save” button.

r Save as Script @

This window allows you to save the cument display or resulting operation as a
script. There are two script types: interactive and automatic. Interactive scripts
are run with a user present. Automatic scripts run entirely in the background.

-

Before pressing Save, specify the script type. To save a new script, enter a
unigue script name. Select an existing script to replace its contents orto add
this operation to the end of the existing script.

Savein: Scripts j I'j{ '
Mame Date modified Ty

Mo iterns match your search.

4 n 3
_—
File: name: |Summar:.l Interval
Save as type: |Ir|teml:1ive script (*acsup) j Cancel
Help
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Repeat this procedure for each report you want displayed on your screen. When you add
each additional report, once you change the type to interactive, you will see the name you
created for the first report. Simply click on the name in the middle of the “Save as Script”

window and it will populate the File Name for you.

Once the script has been saved, you may access it from the Script menu on your main Avaya

CMS Supervisor Tool Bar. This will generate the report/task(s) with the data inputs included

(e.g., skill name or number, refresh rate) in the script.

You may want to have multiple script files for the same report with different data (e.g., Skill

Graphical Status with different skills), or have multiple scripts for the same reports, but sorted

with different criteria.

Once the script file has been saved, you may also create a shortcut and place it on your

desktop by following the standard windows procedure for creating and moving shortcuts

(see instructions below).

13.4.3Modifying a Script File

To add an additional report to an existing script, perform the following steps:

1.

ook W N

Select the report that will be contained in the script file and open the report with the
appropriate data (skills, agent group name, etc.)

Select Script from the Report menu. This opens the save script dialog box.

Identify the script type as interactive.

Select the name of the existing script that this report is to be added to.

Select the Add function to add this report to the existing script.

13.4.4Making a Script Desktop Icon

1.
2.
3.
4.

Select the Script menu item from the CVS Controller Bar.
Select Organize Scripts from the Script Menu.
Locate the script to be saved as a desktop icon and single click to highlight the report.

Right-mouse click and select create shortcut. (A new copy of the icon with a small arrow in
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the upper left-hand corner will appear).
5. Click on the short-cut icon (the one with the arrow) and drag it out to the desktop.

6. Close the Organize Scripts dialog box.
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14.1

14.2

14.3

Section 14
Avaya CMS Supervisor Help

Purpose

This section explains how to use Help screens in CMS.

Section Objectives

At the end of this section, the learner will be able to use the Help screens to assist in

understanding report data.

How to use Help

You can access Supervisor On-Line Help from all windows by doing any of the following steps:
Pressing the F1 key — Displays help specific to the current window.

Selecting Help from the Menu Bar (shown below) — Allows you to choose from the following

options:

£32 Avaya CMS Supervisor - 135.122.60.204 - cms [ 2 |3

Connect Commands  Tools  Scripts

B nERNErEE
Technical Support
e J2016 11:57:30 P

L

About Avaya CMS Supervisor

Contents: Opens the Supervisor On-Line Help table of contents.

Technical Support: Opens a window that provides information on where to find any additional
technical support about CMS (directs you to support.avaya.com).

Support on the Web: Directs you to support.avaya.com.

About Avaya CMS Supervisor: Opens the Supervisor Help About window which shows the

software version number.
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@ Avaya Call Management System Online Help

n - & F

Hide Back Print ~ Options
Conterts | index: | Search | Agent Group Summary report description
= E@ About Avaya CMS Supervisor -
Apout Avaya CMS Supervisor The following table describes the report fields.
@ Technical Support
@ Logging into the Avaya CMS sarver Report heading | Description Database item, calculation, or
@ CMS Administration <calculation name>
= E@ CMS Supervisor Reports
@ Introduction to CMS Superviser Reports Date, Week The day, week, or month that the report was | ROW_DATE
@ Using rsports Starting, or run (selected in the report input window).
@ Realtime reports Month Starting
C UE'] Ejtilc;!ﬂr:?:g:cal e Agent Group The name of the group ofagentg. You can Mo database item or calculation.
7] Irtroduction to historical reports m_ake this selection in the report input
[2] Presentation of historical reports window.
] Structure oiithe Histoncel renorting o3 ACD The ACD name or number for which the data | syn(ACD)
[2] Presentation of historical report inform: was collected
[2] How long does CMS store data? .
[2] Administrable timeout value Agent Name The name or login ID of the agent. syn(LOGID)
Agert reports
=1L E ".'-.n'ha: an Agert report contains ACD Calls The number of split/skil and direct agent ACD | sum(ACDCALLS + DA_ACDCALLS),
(2] Agent report input fields cals that were answered by the agent that sum=TOTAL_ACDCALLS=
@ Agent AUX report completed during the interval. This total also
@ Agent Attendance report includes O_ACDCALLS if you have the
@ Agent Event Court report Outgoing Call Management application of
@ Agent Time Spent Daily report ASAL (O_ACDCALLS is the number of
@ Agent Group Attendance report ACDCALLS that were placed by an adjunct
@ Agent Group AUX report [predictive dialing].)
B ([ Agent Group Summary report
? Avg ACD Time The average time that the agent spent sum(TOTAL_ACDTIME)/ sum
@ Agent Inbound.Outbound report talking on ACD calls (including direct agent (TOTAL_ACDCALLS),
@ Agent Login/Logout (Skil report cals) that completed during the period <AVG_AGENT_TALK_SUM=
@ Agent Login/Logout (Split) report covered.
@ Agent Spit/Skill report
@ Agent Summary report Avg ACW Time The average time that the agent spent in sum(TOTAL_ACWTIME)/ sum
=1 8% Anart Traca bar Lacsfion ranad ACW for ACD calls during the period covered. | (TOTAL_ACDCALLS),
i L This includes direct agent call activities. <AVG_AGENT_ACW_SUM>

Under the Contents tab select the topic item such as “Historical Reports”, expand the section.

You can continue to expand each category or section until you find the report you are looking

for. When you reach the report you can:

e Review report header and input window definitions

e Database items — Identifies in which CMS tables the items are located

e Calculations — Specifically identifies the calculation in which the formulas are written.

NOTE: All items within the Avaya CMS Supervisor Help function are for the Standard reports
loaded during the installation of the Communications Manager and Avaya Call Management
System equipment. Custom Reports that are not standard reports will not reflect any
information as to description(s) and/or calculation(s), dependent upon whether the designer of

the custom reports manually updated the CMS with that information.
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