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1 Overview

The Automatic Call Distribution (ACD) service of CS1000 can build up the stand-alone call

center and support call center composed with the Computer Telephony Integration (CTI).

This manual contains the call center construction using ACD service provided by the

CS1000 system and the call center management.

This manual covers the following topics:

q Chapter 1. Overview describes signs and glossaries used in this manual
and the ACD specifications.

q Chapter 2. ACD Function describes the various functions provided by the
ACD service in the CS1000 system.

q Chapter 3. ACD Management describes how to set up and use the ACD
management of ACD data generation program.

q Appendix includes cases of provisioning ACD services and the related data
generation method for the beginners in used of ACD services of the
CS1000 system.
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1.1 Signs
q Menu: ACD Management-Split Data

q Menu Item: Split Queue DN
q DKTU Button: TRANS/PGM button
q

Reference: [Ref.1.1]

1.2 Glossaries

q ACD (Automatic Call Distribution)

q AGENT - Counselor

q CCV (Call Control Vector) — ACD I/B call processing procedure

q DN (Directory Number) — Number of a telephone concept

q PILOT DN — ACD representative number

q QUEUE — ACD 1I/B call queue. One queue is present per ACD group.

q SPLIT — ACD Group

q 1/B (Inbound) Call — Incoming call

q O/B (Outbound) Call — Outgoing call

q ACD 1/B Call — Incoming call by dialing ACD representative number (Pilot
DN)

q Non ACD I/B Call —Incoming call by directly calling an agent

q ACW (After Call Work) — Arrangement after completing a call

1.3 ACD System Specifications

Specifications Capacity
Configuration Agents (Log-on ID) 600
Active Agents 200
Splits (Groups) 50
Agent Per Split 100
Queue Depth Per Split 200
Pilot 600
Trunk Routes/Groups 50
Priority Levels 100
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2 ACD Functions

2.1 Abandon Call Search

Description
This function does not distribute an abandoned call under waiting in the queue to
an agent.

How to Use

Data Generation

Note
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2.2 Analog ACD Position

Description
This function allows a SLT (Single Line Telephone) to be used as telephone for an

agent.

How to Use
1. Registration of telephone for an agent
Assign the SLT for an agent (SLT-Agent) [Ref. 3.2.10]

2. Logon
OFF-HOOK| + [462] (Note 1)+ Logon ID (Note 2) +
3. Logoff

IOFF-HOOK] + 462 (Note 1) + (Logon ID) (Note2) +

4. Registration/Cancellation of the pause mode

[OFF-HOOK| + [*463] (Note 4) +

Data Generation

Note
1. Function code for Logon/Logoff on the SLT-Agent
OMS - DATA 2.1 System Numbering Plan
SLT Log ON/OFF Code (*462)
2. Confirm the Logon ID [Ref. 3.2.5]
3. Enter the Logon ID following the option in the state of Logoff

ACD Management - Split Data
Use ID on Logoff

4. Function code to register/release the pause mode on the SLT-Agent
OMS - DATA 2.1 System Numbering Plan
SLT Not Ready Code (*463)
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2.3 Announcement in Queue

Description

This function allows an announcement to be sent for call(s) waiting in queue in

maximum 5 steps.
How to Use

Data Generation
1. Assign announcement steps for call(s) waiting in the queue according to ACD
group (Split).
[ACD Management] Split Data [Ref. 3.2.1]
Step of Announcement: 1—~5
2. Assign a queue-waiting announcement to apply step by step.
[ACD Management] Split Tone [Ref. 3.2.2]
3. Assign a port and time to apply an announcement to a call waiting in the queue.
[OMS] DATA 2.4 System Tone Parameter
ACD Service Tone 1 — ACD Service Tone 20
4. The queue-waiting announcement using VPM token can be assigned as following
methods.
(1) Assign the time for the queue-waiting announcement in the above step 3.

To send N time(s) for VPM token, assign |VPM token length (sec) x N times|

with the sending time.
(2) Assign the VPM token to replace the system tone.
[OMS] DATA 15.1 Voice Tone
ACD Service Tone 1 — ACD Service Tone 20
(3) Assign the port to send VPM token.
[OMS] DATA 15.2 VPM Token
Assign the port and the token length (sec) to send an announcement based
on the token ID.
(@) Assign the sending mode for VPM token.
[OMS] DATA 2.6 System Feature Option
Voice Tone Access Type: Interval / Real
o} Interval
This mode is to notify a VPM port of the start of the token as an event while
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transmitting a token to a VPM port to assigned to each VPM token.

If an incoming call is routed to the Queue, the system basic tone is given

and VPM perceives it as an event. Then the VPM send a VPM token.

The number of calls to send a VPM token is not limited. However, the

announcement will be delayed for as long as the max duration of the token.
o} Real

This mode is the way that seizes an idle one out of VPM ports assigned to the

VPM token. Calls to send the VPM token is limited to as many ports assigned

to the VPM token. If any idle port is not fond, the system basic tone will be

sent.

Note
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2.4 Assistance

Description
This function is for an agent to call a specified subscriber for assistance in mid-

conversation.

How to Use

Press the |JASSISTANCE| button (Note 1) in mid-conversation.

The counterpart will be placed on hold in the middle of conversation.

The ring signal will be sounded on the assistance subscriber (Note 2).

P ON P

Afterward, the steps are the same as other transfer function.

If the assistance subscriber is busy, the agent will get to hear a busy tone. In this

case, if you want to get back to the counterpart that is currently placed on hold,
press the TRANS/PGM| button.

Data Generation
1. Register the assistance button.
[ACD Management] Terminal Information / Button Data
Register the assistance button to the flexible button as follows:
Button Type: Feature Code-Assistance
2. Register an extension for assistance.
[ACD Management] Logon Data

Assist Tel Number: an extension number

Note
1. ASSISTANCE Button
Flexible button on DKTU assigned with Feature Code-Assistance
2. ASSISTANCE Subscriber
Assist telephone number registered to each Login ID [Ref. 3.2.5]
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2.5

Automatic Answer

Description

This function is to automatically answer a call that is reached to an agent after the

certain time (Note 1).

NP

How to Use
Set the Auto Answer Mode per Logon ID. [Ref. Data Generation 1, 2]
A call is reached to an agent to whom the Auto Answer Mode set.

Conversation after the certain time.

Data Generation
Set the Answer Mode — enabled on Logon
[ACD Management] Logon Data
Answer Mode: Choose from Automatic / Manual
Set the Answer Mode — Using a function code
Register the function button for Answer Mode to the flexible button of DKTU.
The chosen function button is used to toggle the answer mode between
Automatic and Manual.
[ACD Management] Terminal Information / Button Data

Feature Code-Automatic/Manual Answer

Flexible Button Control on LED
B__DN: Manual Answer
[T 1OFF: Automatic Answer

Note
Certain Time
Time until the automatic answer of incoming call
[ACD Management] Logon Data

Automatic Answer Time (sec)

10/ 89

VESION 3.00 AUTOMATIC CALL DISTRIBUTION



Digital Communication Server

CS1000

2.6 Automatic Work Mode

Description
This function enables the agent to keep the after call work mode automatically to

provide a spare time after conversation.

How to Use
1. Set the ACW (after-call work) mode to Automatic.
[Ref. Data Generation 1, 2]
2. Choose the options to use the Automatic ACW mode.
[Ref. Data Generation 4.]
Whether to apply the mode to Non ACD Inbound Call?
Whether to use ‘Outbound Call’?
3. Specify how long a call stays during the use of ACW mode.
[Ref. Data Generation 5.]
The state is turned into the on-hook mode automatically or manually after a set

time.

Data Generation
1. Set the ACW mode to Automatic. — Enable the mode on logon.
Choose whether to use the “Automatic” ACW mode per Split.
[ACD Management] Split Data
Use After Call Work Mode: YES

2. Set the ACW mode to Automatic — Using the function button
Register a DKTU button as a function button to be used for the Automatic ACW
mode.
[ACD Management] Terminal Information / Button Data

Assigned with Feature Code-Work Mode after selecting the flexible button.

Flexible Button Control on LED
B ION:Auto After Work Mode
CITbFF: After Available Mode
3. Function Button to indicate the ACW status
[ACD Management] Terminal Information / Button Data
Feature Code-Work After Call

Flexible Button Control on LED
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B ION:Working Mode (In the middle of ACW)
[ DFF: Answering Mode (Answerable state)
4. Choose the options to use the ‘Automatic” ACW mode
[ACD Management] Split Data
Not use ACW on Each I/B: Choose the option to use the ‘Automatic” ACW mode
for Non ACD Inbound Call
Not use ACW on Each O/B: Choose the option to use the ‘Automatic” ACW mode
for Non ACD Outbound Call

5. Specify how long a call stays during the use of the “Automatic” ACW mode

[ACD Management] Logon Data
Max Work Time (sec)

1—-600 sec: The phone is maintained in the state of using the ACW mode is
maintained for a set time and then the call will be automatically turned into the
on-hook state.

0: The state of using the ACW mode is maintained until the manual

switchover to the on-hook state (Note 1).

Note
1. To turn into the Manual ACW mode or on-hook state, use the function button

as mentioned in Data Generation 3.
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2.7 Automatic Available Mode

Description
This feature is for an agent to turn into the on-hook state after completing a call

How to Use

1. Set the ACW mode to Automatic. [Ref. Data Generation 1., 2.]

Data Generation

1. Release the ACW mode from Automatic. — Apply it on logon.

Choose whether to use the Automatic ACW mode per Split
[ACD Management] Split Data

Use After Call Work Mode: NO

2. Release the ACW mode from Automatic — Using the function button

Register a DKTU flexible button with the “Automatic” ACW mode.

[ACD Management] Terminal Information / Button Data
Feature Code-Work Mode

Flexible Button Control on LED

B IoN: Auto After Work Mode
[T 1OFF: After Available Mode
Note

VESION 3.00
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2.8 Break Mode (Not Ready Mode)

Description
This feature is to set/release the agent to/from the break mode.
In this case, ACD Inbound calls are not distributed to the agent and Non ACD

Inbound calls are distributable according to option. [Ref. Data Generation 3]

How to Use

1. In case that a DKTU set is used for an Agent, pressing the function button that
is registered with the Break mode toggles the Break mode and the on-hook
mode.

2. In case that a SLT set is used for an Agent, pressing the function code (*463)

toggles the Break mode and the on-hook mode.

Data Generation
1. Register a flexible button for a DKTU-Agent with the Break mode button.

[ACD Management] Terminal Information / Button Data

Feature Code-Ready/Not Ready
2. Register a function code for an SLT-Agent with the Break mode button.

[OMS] DATA 2.1 System Numbering Plan

SLT Not Ready Code: *462
3. Choose whether to receive Non ACD Inbound call in the Break mode or Work

mode.
[ACD Management] System Option
Directly call agent — Not Ready or ACW
NO: / YES:

Note
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2.9 Call Control Vector

Description
This feature is to provide various procedures to process ACD I/B calls.

CCV can be applied depending on weekday, weekend, and holiday.

How to Use
1. Flowchart for CCV Index for ACD 1/B Call

Pilot DN [Ref. 3.2.4]
Holiday Calendar Index [Ref.3.2.8]

NO \HO"VS
Y A 4
Week Schedule Index Holiday Schedule Index
[Ref. 3.2.6] - [Ref. 3.2.7]
CCV Index CCV Index
Step| Svc. Step| Svc.
Unmatched time
zone
CCV Index
Step Service Type
1
2
20

[Figure 2.9-1]
2. CCV Service Type

q Access to Split # (1—-50)
Distributing a call to any Split available to answer an inbound call

q Queue to Split # (1—~50)

First putting an inbound call in the Queue and then distributing it an
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available Split

q Pause # (1—250sec)
To stop call processing over a certain time

q Transfer to Telephone Num
This service is used to transfer ACD I/B Call to a specified number.

You cannot go over to the next stage during this service. Therefore, this
service is proper at the last stage.

q Hang Up
Release the line

q New Priority (1—~100)
Higher the value, higher the priority.

q Up Priority
The current priority is elevated over as many steps as the new priority is
given.
3. CCV is organized into up to 20 stages.
Stage Shift Conditions

q Access to Split # (1—50)
When there is no available Split in the group

q Queue to Split # (1—~50)
When the state of Queue-waiting ends

q Pause # (1—250 sec)
When a certain time set for a pause passes

q Transfer to Telephone Num
When it is impossible to go over to the next stage

q Hang Up
When it is impossible to go over to the next stage

q New Priority (1—~100)
When a call is given priority and immediately shifted to the next station
Effective when the next stage is in the service of ‘Queue to Split #’

q Up Priority
When the priority is changed and then the call shifts to the next stage

Effective when the next stage is ‘Queue to Split #’
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Data Generation
Generating Call Control Vector [Ref. 3.2.3]
2. Assigning a CCV Index to each ACD representative number (Pilot DN) [Ref.
3.2.4]
Note
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2.10 Call Distribution to Agents
Description
A call waiting in the Queue is distributed to the agent that is idle longest.
Calls waiting in the Queue are processed according to priority. Calls are of the same
priority are processed in the waiting order.
How to Use

Data Generation

Note
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2.11 Call Forwarding -Split

Description

This feature is to forward ACD I/B calls to a specified subscriber when the calls

arrive as ACD group.

This function is available for only Supervisor to register and deregister.

w

How to Use
Register/Deregister Call Forwarding with the ACD group (Split) to which the

Supervisor belongs. [Ref. Data Generation 3.]

Supervisor Telephone: [Function Button| +

When Call Forwarding has been registered, all ACD 1/B calls are forwarded to

the specified subscriber when the calls reach the ACD group (Split).
[Ref. Data Generation 1.]

Data Generation
Specify a subscriber with whom to register Call Forwarding [Ref. 3.2.1]
Assign the forwarding telephone number each ACD group (Split).
Register Supervisor [Ref. 3.2.10]
Register the call forwarding to the flexible button of Supervisor. [Ref. 3.2.11]

Note
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2.12 Call Transfer to Split Queue
Description
This feature is for a busy extension or ATD user to forward a 1/B call to the ACD
representative (Pilot DN).
The call will be processed according to ACD service procedure.
How to Use

Data Generation

Note
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2.13 Call Waiting Indication — LCD Display
Description
This feature is to show the number of calls waiting in the Queue of the ACD group
(Split) in the way of indicating on the LCD of the agent DKTU.
How to Use

Data Generation

Note
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2.14 Calling Party Indication

Description
This function is to show the caller’'s number on the LCD of the agent DKTU when

there is an ACD 1I/D call reaching the agent. This feature is available only when the

CS1000 can process the caller’'s number.
How to Use

Data Generation
1. Choose the option of requesting the caller’s number.
[OMS] DATA 4.8 Trunk Route Base All Option
Request ANI Information: YES

Note
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2.15 CTI Call Routing

Description
This function is to distribute ACD I/B calls waiting in the Queue using CTIl Switching

Function Service-Divert Call Service instead of CS1000.

How to Use
1. Choose the option of routing CTI calls per ACD group (Split) Queue.
[Ref. 3.2.1]
Generate CCV to have ACD I/B calls waiting in the Queue. [Ref. 2.26]
ACD 1/B calls will wait in the Queue during the set time even though there is an
idle agent. After the set time the calls will be processed according to the service

type of the stage following CCV.
Data Generation

Note
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2.16 Do Not Disturb - Split

Description
This function is to reject ACD I/B calls for a specified ACD group (Split).

Only Supervisor is authorized to register/deregister this feature.

How to Use
1. Register/Deregister DND-Split with the ACD group (Split) to which the Supervisor
belong. [Ref. Data Generation 2.]
Supervisor Telephone: |Function Button| +
2. ACD 1/B calls are neither allowed to arrive in the Queue of ACD group (Split)

with which DND-Split is registered nor to be distributed to any agent.
If the CCV service type to apply to an ACD I/B call is Access to Split # or Queue
to Split #, the call will not be processed but shifted to the next stage. Using

other service types, the call can be processed.
Data Generation
1. Register Supervisor. [Ref. 3.2.10]

2. Register DND at the flexible button of Supervisor. [Ref. 3.2.11]

Note
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2.17 Flexible 1D Codes
Description
Logon ID is not specified for a telephone.
An agent is allowed to log on using a random agent telephone. Using a logon ID can
specify its ACD group (Split).

How to Use

Data Generation
1. Specify an ACD group (Split) according to logon ID. [Ref. 3.2.5]

Note
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2.18 Holiday Scheduling

Description

This feature is to assign holiday ACD 1/B calls to each CCV Index by the hour.

[Ref. 3.2.7]
Find a CCV Index for ACD 1I/B calls according to holiday schedule. If not found, try

the weekly schedule. If neither from the weekly schedule, use the basic CCV Index.

[Ref. Fig 2.9-1]

How to Use
Data Generation

Note
1. Collect data on holidays.

Before using the holiday schedule, find holidays according to the calendar.

[Ref. 3.2.8]
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2.19 Jack Status Recognition

Description
This feature is to automatically turn the agent into the Logoff or ‘Not Ready’ mode

when the plug happens to come out of the jack.

How to Use

Data Generation
1. Choose a mode for the agent in case the plug comes out.

[ACD Management] Split Data
Status on Repair: Logon / Break

Note
If you try to connect the plug to the jack, the agent status will not automatically

1.
be recovered.
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2.20 Logon/Logoff

Description
This feature is to distribute ACD I/B calls arriving at the ACD group (Split) to an
agent, only when the agent log onto the ACD group (Split).
If the agent log off, ACD I/B calls will not be distributed to the agent any longer.

How to Use
1. Logon
When the agent uses a DKTU
[FUNCTION BUTTON| + [Logon 1D| + ON-HOOK|

When the agent uses a SLT set
IOFF-HOOK| + [FUNCTION CODE (*462)| + [Logon ID| + ON-HOOK|
2. Logoff

Same as logon

Logon ID is omissible.

Data Generation
1. Register logon/logoff at a flexible button of DKTU. [Ref. 3.2.11]
[ACD Management] Terminal Information/Button Data
Flexible Button Control on LED
N Logon
CTFF: Logoff
2. Feature code available on SLT
[OMS] DATA 2.1 System Numbering Plan
SLT Log ON/OFF Code: *462
3. Register digits length for the Logon ID. [Ref.3.2.12]
[ACD Management] System Option

Agent Logon ID Length: 3—6
4. Register a Logon ID. [Ref.3.2.5]

[ACD Management] Logon Data

5. Assign whether to use a Logon ID on logoff [Ref.3.2.1]
[ACD Management] Split Data
Use ID on Logoff
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Note
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2.21 Multiple Supervisors

Description
This function is to register one Supervisor or more at the ACD group (Split).
While an agent telephone can belong to an ACD group (Split) depending on its

logon ID that is typed in, a Supervisor telephone depends on its telephone number.
How to Use

Data Generation
1. Choose a telephone for Supervisor. [Ref. 3.2.10]
[ACD Management] Terminal Information
Change DKTU-Agent to Supervisor and assign ACD group (Split) Index to the

Supervisor.

Note
1. An agent is allowed to log onto the Supervisor telephone to process an 1/B call.
2. Only DKTU telephone set can be available for the Supervisor mode.

3. Supervisor Mode

q Call Forwarding — Split [Ref. 2.11]
q DND — Split [Ref. 2.16]
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2.22 Non ACD cCall

Description
Non ACD call means a call placed by directly dialing the agent’'s nhumber instead of
the ACD representative number (Pilot DN).
If the agent is turned into the Not Ready or ACW mode, an ACD I/B call will not
distributed to the agent. Non ACD calls can be distributed according to option. [Ref.

Data Generation 1.]
How to Use

Data Generation
1. Choose whether to let a Non ACD call reach the agent that is currently in the
Not Ready or ACW mode. [Ref. 3.2.12]
[ACD Management] System Option
Direct call agent — Not Ready or ACW: NO / YES

Note
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2.23 Overflow Outside ACD

Description

This feature is to forward ACD I/B calls to outside according to CCV service type

(Transfer). [Ref. 2.9]

How to Use
Data Generation

Note
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2.24 Pilot Number

Description
Pilot Number means a representative number to start ACD service as a virtual

number matching up with CS-1000 extension numbering plan.

How to Use
1. Procedure to Process ACD I/B Call to Pilot Number

Pilot DN
|

CCV Setup [Ref. 2.9]

|

CCV Index
Step Service Type
1
2
20

1

Distributing Calls

Data Generation

Note
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2.25 Priority Queuing

Description
This feature is to give priority to ACD 1/B calls according to incoming type.
ACD 1/B calls waiting in the Queue are processed according to high priority. Calls
of the same priority are processed depending on which is waiting longest in the

Queue.

How to Use
1. Prioritize per ACD representative (Pilot DN).
2. Priority by Incoming Type

q External Call Priority
Priority given to each ACD 1/B trunk call

q Internal Call Priority
Priority given to each ACD 1/B extension call

q Transfer Call Priority
Priority given to each ACD I/B call transferred by an extension

3. Priority Value

The value ranges from 1 to 100. The larger value, the higher priority.
4. Priority Change

Priority is changeable by Call Control Vector. [Ref.2.9]

q New Priority
New priority is given.

q Up Priority
The current priority is elevated over as much as the new priority is given.

Data Generation

1. Prioritize per ACD representative number (Pilot DN). [Ref.3.2.4]

Note
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2.26 Queuing — ACD

Description
Each ACD group (Split) has a Queue that is capable of having up to 200 calls
waiting.
Basically calls waiting in the Queue are distributed to an idle agent. However, they

may not be distributed for CTI Call Routing (Note 1) according to option. [Ref. Data

Generation 2.]
In case there is not agent that has currently logged onto the ACD group (Split), you
can choose whether to keep ACD I/B calls waiting in the Queue. [Ref. Data

Generation 4.]

How to Use
1. ACD I/B Call reaching the Queue

Pilot DN

CCV Setup [Ref.2.9]

CCV Index

Step N-1 Step N Step N+1
Queue to Split #

Data Generation

Queue Depth [Ref. 3.2.1]

CTI Routing Option [Ref. 3.2.1]

Queue waiting announcement [Ref. 2.3]

Whether to keep an ACD I/B call waiting in the Queue in case there is no agent
that has currently logged onto an ACD group (Split) [Ref.3.2.1]

[ACD Management] Split Data
Logoff Mode: Allow Queue / Prohibit Queue

ol A

Note
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1. CTI Call Routing [Ref. 2.15]
Automatic Call Distribution using CTI Switching Function Service-Divert Call

Service
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2.27 Split

Description
Split means an ACD group. This feature is to group the agents by task type.
An agent chooses an ACD group (Split) according to logon ID.

How to Use
1. Generate each ACD group (Split) and assign a task type to each [Ref.3.2.1]
2. Register an agent with a specified ACD group (Split).

q Register the agent’s telephone. [Ref.3.2.10]

q Register a Split per logon ID. [Ref.3.2.5]

q Log onto the agent’s telephone. In this case, the entry of Logon ID is a
factor to determine which ACD group the agent belongs to.

Data Generation

Note

37/ 89
VESION 3.00 AUTOMATIC CALL DISTRIBUTION



Digital Communication Server

CS1000

2.28 Week Schedule

Description
This feature is to set up CCV Index to apply to ACD I/B calls by the hour each day

of the week [Ref.3.2.6]
Find CCV Index for ACD 1I/B calls from the holiday schedule. If CCV Index is not

found, try the weekly schedule.
If neither found from the weekly schedule, the basic CCV Index will be applied. [Ref.

Fig 2.9-1]
How to Use
Data Generation

Note
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2.29 Work Mode

Description
This feature is to display the status of ACW (After-Call Work) by the agent.
If the agent uses a DKTU set, LED shows the status.

How to Use
1. To turns into the ACW mode

q Use the automatic ACW service after completing a call.

q Press the function button on your DKTU phone to register the ACW mode

if you use a DKTU set
2. To turn from the ACW mode into idle

q Check that you go idle automatically after a set time from the automatic
ACW service.
q Press the function button to go idle if you have automatically been into

the ACW mode but the time indicates O or in case you have manually
been into the ACW mode.

Data Generation
1. Function button to indicate the ACW status [Ref.3.2.11]
[ACD Management] Terminal Information / Button Data
Feature Code-Work After Call
Flexible button Control on LED

B onN: Working Mode (in mid-ACW)
[(IT_1OFF: Answering Mode (in the on-hook state)
Note
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2.30 Work Mode Time Limit

Description
This feature is to set a time needed for ACW up to 600 seconds. After the set time,
the mode turns automatically into the on-hook state.
If you set the time to “0”, you will remain in the ACW mode until you go on-hook

yourself.
How to Use

Data Generation
1. Set a time needed for ACW. [Ref.3.2.5]
[ACD Management] Logon Data

Max Work Time (sec)

2. Manually register/deregister the Work mode.
Register a DKTU flexible button as a function for the Work mode.
Toggle between the Work mode and the Answering mode pressing the button.
[ACD Management] Terminal Information / Button Data

Feature Code-Work After Call

Flexible Button Control on LED
B IoN:Work Mode
The LED for the Work mode is ON even during the automatic ACW
mode
D:bFF:Answering Mode

Note
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2.31 ZIP Tone

Description
This feature, as only available on LGP series, is to use a zip tone according to bell

on the agent telephone.

How to Use
1. Choose whether to use a zip tone per agent (Logon ID).
2. Check that a zip tone, instead of the ringing type, plays to alert the agent when

an 1I/B call reaches the agent.

Data Generation

1. Choose whether to use a zip tone — on logon
[ACD Management] Logon Data
Zip Tone/Ring Mode: Tone

2. Choose whether to use a zip tone — using the function button
Register a DKTU flexible button to be used as a to set a zip tone.
Toggle between a zip tone and the mode by pressing the button.
[ACD Management] Terminal Information / Button Data

Feature Code-Ring/Tone Mode

Flexible Button Control on LED
B N: Ring Mode
[T FF: Zip Tone

Note
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3 ACD Management

3.1 Overview

3.1.1 Setup Requirement

q Operating System: Windows 95, Windows 98, Windows 2000
q CPU: Pentium 200MHz or greater

q Memory: 64 Mbytes or greater

q LAN Card (10 Mbps TP)

3.1.2 Program Installation

1) Insert the ACD Management Install diskette into the drive.

2) Double-click Setup.exe.

3) ACD Management setup will start.

Sety p

C5-ACD Setup iz preparing the [nstallShield(r] Wizard
which will guide you through the rest of the zetup
= process. Please wait,

/5 +:

“welcome to the C5-4C0 Setup program.  This program will install
CS5-ACD on your computer.

It iz strongly recommended that you exit all Windows progranms
befare running this Setup program.

Click Cancel to quit Setup and then cloge any programs pou have
mnning. Chck Mest to continue with the Setup program.

“wWARNIMG: This program is protected by copyright law and
interational treaties.

Unauthorized reproduction or distribution of this program, or any
portion of it, may rezult in zevere civil and criminal penalties, and
will be prozecuted to the maximum extent possible under law.

Cancel
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User Information

Type your name below. You must also type the name of the
company you work for.

Mame:

Company:  [LGE

Setup will install CS-ACD in the following directary.
Ta install ta this directony, click Next

To install to a different directory. click Browse and select another
directory.

You zan choose nat b ingtall C5-AC0 by clicking Cancel bo exit
Setup.

C:A\Program FileshCS-4C0 Browse. . |

" Destination Directon

< Back Cancel |

Select Program Folder

Setup will add program icons ta the Program Falder listed belaw,
“oumay type & hew folder name. or select one from the existing:
Fcrle[er&lrat chk. Né&c[‘ fio i cqunl'rrm

Progran ol

Egisting Folders:

C5-HOTEL

HyperT eminal Private Edition

Microzoft Global IME

ticrozoft Office Tools

Onlite Services

Snaglt Ea
Startllp ll

cBack [ News> | Concel |
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Start Copying Files
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3.1.3 Program Uninstallation
1) Follow the instructions under Settings & Control Panel and double-click Program
Add/Remove to bring up the window as below.
2) Select ‘CS-ACD’ from the list and click the |Add/Remove(R)...| button.

B2 ES |

Add/Remove Programs Properties
Install/Urinstall | \windows Setup | Startup Disk |

% Toirstall & news program from & foppy disk or CO-ROM

drive, click [nstall.

1{“ The following software can be automatically removed by
‘windows To remove a pragram or to modify itz installed
compohents, select it from thelist and click
Add/Remove.

0
C5-HOTEL
C5-0mMS52
HuyperTerminal Private Edition +6.3
korean Lahguage Support
korean Menus/Dialogs for IE 5B.55P2
Microsoft Global IME for K.orearn
ticrozoft Internet Explorer 5.5 and Intemet Tools 3
Microsoft Office 2000 5F-1 Premiunm ;I

Add/Remase.., |

L M I |

uninzstallShield will remove the software 'C5-ACD" from wour
computer. Please wait while each of the following
components iz removed...

Shared program files...

Standard program files...

Folder itemns...

Program folders...

Program directories...

e S R

Program registry entries...

Uninztall successfully completed.

45/ 89
VESION 3.00 AUTOMATIC CALL DISTRIBUTION



Digital Communication Server

CS1000

3.1.4 Program Uninstallation

Follow the steps under Start & Programs & ACD Management.

| MewOffice Document:

Open Dffics Doctment [ Accessones

>
= MTclomf{“ﬁFFice.‘l'qolf *
edindonns pda;ev @ i Saioices ]
WirEZip [ Statllp *
& Inieinet Explarer
Faloece G Microzoft Acocess
UlaEdit-32 Miciosoft Excel
E Microsott FrontPage:
Frcigram M D] Micsasaft Outlack
= Microsoft PowerPaint
Eeie E Mictosat Wwiord
o I B Ms-DOS Prompt
fesibea E5l Dutlook Express
Settings . % Swfindoves Explorer
Fae * L] coomsz
- HET B i Hibies w
Help HuyperT erminal Private Edition I
Bun [ Shaglt ha—
z [ Token2 »
', Log Off Hacker, . =) Cshatel *
T (5 UiaE dit 1
SShut Down. . R MSN Messenger
|| & @ = ) 5 15 3 Micwsoft Glabal IME »

[Figure 3.1.4-1]

In the ACD Management window, enter the CS1000 IP address to access the

CS1000. Then, click the ‘Connect’ button.

T =1 3

i
I sainam
B i Taae
i Cn | TankmierTe
i Pl
B saar v Sl — 1
I Ve 2y 5 e dale
i Hn it b 1l _Conmmct | Dismanad: | Claan

15 Hn rbw e 1dar
1 Tan.: Seridl Muby P WERLHLES ™ U2 Chagk

IS Temmidnal ool ¢
P} Farden Criirn
11 A Fadn Rk I

R[]

i
nricsliar

il THARE
I AN

HanIEh MEsARE |

If you connect to the CS-1000 successfully,
‘Connect status’ turns green.

[Figure 3.1.4-2]
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3.1.5 Program Close
1) Disconnection from the CS1000

ERT

B Bk Tara

i Ca contnlvador
{5 rictDuia

(i equimLogin e H|=1E3
5D lantir Schedule

i Habw Schacu o nwn'rnlrl r.E-

Hil e Rl z
i i o F REML 141 ™ UP ik
B Trurc Sarial Diada
(D Tarminsd |k st
Q}Eﬁuuonm
E 80D Dt Sagkdip

]

: : el
O et ion

i Earned styls
i} Taminhiy

Sywam Vemmags

L (1) Clicking Communication bring up the Comm Server
window.

(2) In the window, clicking ‘Disconnect’ break the connection.

2) In the ACD Management window, click as below to close the window.

If you close the window without disconnecting from

the CS-1000, the connection will be automatically broken,

with the result that the program ends.
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3.1.6 Data Generation on Off Line
The ACD seed file can be created without connection with the CS1000 system by on
line, and it can be available to query and change the data from ACD seed file.
1. Run the program. [Ref. 3.1.4]
2. Enter the IP address 127.0.0.1 and then click [Connect].
3. Check that the Seed file Path window is brought up as shown in [Figure 3.1.6-1].

i =l
Sieshack (N Dafs.i DK
Setec Seed Fle Paih
Mo [Name |Pasn ]ﬂ
1
:
3
[
5
3
7
5
3
10
1]
2 i

[Figure 3.1.6-1]

q Default OK
Run data generation on off line at the basic polder (C:\).

4. Register a Seed file path

(1) In [Figure 3.1.6-1], click the right mouse button on a selected number. Then

a pop-up menu will appear.
Add Seed Path

Delete Seed Path

Create Folder
Delete Folder

(2) Select Add Seed Path. Then, a dialog box will appear as shown below.

M arms Seed File Path
|LG El I
oK Cancel Browse

(3) Enter in the Seed File Path field and the click [OK.
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5. Delete Seed file Path
(1) In the above [Figure 3.1.6-1], click the right mouse button on a path you

want to delete. Then, a pop-up menu will be brought up.
Add Seed Path

Create Folder
Delete Folder

(2) Select Delete Seed Path. Then information on the selected file path will be
removed.
6. Create/Remove a Folder
You can create a folder to register a Seed file path or remove it.
(@D Creating a folder
On [Fig 3.1.6-1], click the right mouse button. Then, a pop-up menu will be

brought up.
From the pop-up menu, select Create Folder. Then a dialog box will appear
as below.

Mams Folder Mame

[siTE [drsitel

Create Ok LCancel Browse l

Enter the name of a folder you want to create and then click Create OK|.

NOTE 1. A new folder can be created only under its higher folder. For

example, if you create a folder named ‘d:\site\lge’, ‘d:\site’ must be present.
) Deleting a folder

Click the right mouse button on a path selected from [Fig 3.1.6-1]. Then a

pop-up menu will appear.

If you select Delete Folder from the pop-up menu, a warning dialog box will

pop up.
Warning =

ij ditsitetigeitt = = File Delete

Lo Wes T Mo |

If you click “Yes”, all the files and sub-folders of the folder will be deleted.
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3.1.7 Program Setup

fp i Tons
¥ ol Dol ek
Fikl i

Lesgan Cradn

‘rpliy Fetedn
Hoar o Echesuis
HiolE i 0ol v

2 Tiunk Safid Crals
Toant vt Bam i
Sywiem Opicn
ACD Dk Backlp

SOTIEAIREA A CIA
i Cumsalabdw

1) Tasizie

[Fugmieams Wemmage o 1 et ppend (i eln

Menu Tree
Menus of ACD Management are structured in the form of a tree.

Double-click a menu to display its organization.

Components Description

Split Data Agent group data

Split Tone Announcement for calls waiting in Queue

Call Control Vector Service procedure for ACD Inbound call

Pilot Data ACD representative number

Logon Data Agent data

Weekly Schedule CCV data to apply by the hour every day of the
week

Holiday Schedule CCV data to apply by the hour every holiday

Holiday Calendar Holiday data

Trunk Serial Data Trunk group data

Terminal Information Agent and Supervisor telephone data

System Option Options of ACD features

ACD Data Backup ACD data backup
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Toolbar Buttons

Button Type Description
CLOSE Close Window
QUERY Query data
CHANGE Modify data
ADD Add data
DELETE Delete data

Other Button Descriptions
Buttons discussed herein do not affect data on the CS-1000. Below are the buttons

used to modify or add data.

Button Type Description
DEFAULT INSERT To generate new data
NEXT INSERT To generate the same data as

the last in value

DELETE To delete data
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3.2 How to Use Manual
3.2.1 Split Data

Description
Agent groups are classified according to task type and can be made available up to

50 groups.

Configuration

Guery Change Add Delete

_Def:ulllnsert; Next Insert | | DELETE

Spiit Index [Split Queue DN B3 | jit index : n Split Queue D : |E0
1

Queue Depth

2
3 Logoff Mode
4

Status on Repair

Step OFf Announcement

Forward Tel Number

Bl U=e ID on logoff
Wl Mot Use ACW on Each I/B
Bl Mot Use ACW on Each O/B

Wl use After Call Work Mode
Wl CTI Call Routing

hd
L The whole Split (up to 50) Queue DN is displayed

and the selected split is displayed in detail in the
right frame.

q Split Index
Split Index means serial number to sort splits (1~50)

q Split Queue DN
Split Queue DN means Queue number per agent group and is needed for CTI
Call Routing, regardless of CS-1000 numbering plan. It may overlap Pilot DN

and cannot overlap with Split Queue DN.

q Queue Depth
Queue Depth means the max number of calls that can be waiting in Queue

(0~200).
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q Logoff Mode
This mode is needed to decide whether to keep ACD I/B calls waiting in the

Queue when all the agents have logged off. [Ref. 2.26]

q Status on Repair
This mode is to turn into the ‘Not Ready’ or Logoff state. [Ref. 2.19]

q Step of Announcement
This step is used to play an announcement to the caller waiting in the Queue.
(1—-5) [Ref. 2.3]

q Forward Tel Number
This number is an extension used to answer ACD I/B calls forwarded to an

agent group in case the Split is placed in the ‘Call Forward’ mode. [Ref. 2.11]

q Use ID on Logoff
This mode is used to choose to use the logon ID when the agent logs off.

q Not use ACW on Each 1/B
This mode is used to choose not to use the ACW mode for non-ACD I/B call.

[Ref. 2.6]

q Not use ACW on Each O/B
This mode is used to choose not to use the ACW mode for non-ACD O/B call
[Ref. 2.6]

q Use After Call Work Mode
This mode is used to choose to use ACW mode [Ref.2.6]

q CTI Call Routing
This mode is used to choose to distribute ACD 1I/B calls waiting in the Queue

using CTI server command. [Ref.2.15]

Note

q Split Data that has been changed is applied when the agent re-log on.
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3.2.2 Split Tone (Announcement for Calls Waiting in Queue)

Description

This feature is to choose an announcement to play to callers waiting in the Queue
up to 5 steps. [Ref. 2.3]

Configuration

=10l ]

j Close

Query Change

'Splitlnl:lex_ Wait Annc_1 | Wait Annc.2 | Wait Annc.3 | wait Annc.a | Wait Annc.5
1 1 2 3 4 5

T 0

=
=
-
==

W oo ||| R

B
g
9
1
1
1
1
1
1
1
1
1
1

(R R O R T T
LT R PV PSR S 2 S

B [ S ) S R ST T S S e e Y
wenfen oo oo olol|o

q Split Index
Split Index, as a serial number to sort splits (1—~50), is used to choose an

announcement to play callers waiting in the queue per split (Agent group)

q Wait Annc.#
This is to indicate how many steps are needed to play an announcement to

callers waiting in the Queue.
0: Announcement is not chosen. In this case, the status of waiting in
the Queue will end
1~20: CS-1000 TONE Parameter & ACD Service Tone
OMS DATA 2.4 system Tone Parameter
ACD Service Tone 1 ~ ACD Service Tone 20

Note
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3.2.3 Call Control Vector

Description
This feature is to set up the procedures of the service for ACD I/B Call. [Ref. 2.9]

Configuration

————— = . -
{ (o s | -
EElo-vw=-~fF B O

Tramafer Tebne 1 Transtier Telsn

TiamaTer Tebna 3 Transler Telso 4

—>To display CCV index whose data is generated in detail in the right frame.

q CCV Index
CCV serial numbers available up to 200.

q Step
Service step available to choose up to 20 steps.

Service Type and Data

Service Type Data
Access to Split # Split Index
Queue to Split # Split Index
Pause # (sec) 1—250 sec.
Transfer to Telephone Number 1—-4

Hang Up None

New Priority # 1—-100

Up Priority # 1-100
CCV End Mark
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q

Access to Split #
Distributes an 1/B call to only an available Split
Queue to Split #
First keeps an I/B call waiting in the Queue and then distributes it to an
available Split
Pause #
Pauses call processing for a certain time
Transfer to Telephone Num
Transfers an ACD 1I/B Call to a specified number
This service is not followed by any step, with the result that you must use it
in the last step of a service.
Hang Up
Release the line that is currently busy
New Priority
Give a new priority. The bigger value, the higher priority.
Up Priority
The current priority is elevated over as many steps as the new priority is
given
CCV End Mark
Indicates the last step of the service
Note

56/ 89

VESION 3.00 AUTOMATIC CALL DISTRIBUTION



Digital Communication Server

CS1000

3.2.4 Pilot Data (ACD Representative Number)
Description
Pilot Direct Number (DN) means an ACD representative number. This feature is to

assign CCV Index to each ACD representative number and to prioritize ACD 1/B calls.

Configuration

=10] x|

¢ | % | 9
Query | Change Add Delete

hd| |Default Insert| | MextInsert || DELETE |

Week Schedule Index

Holiday Calendar Index

Holiday Schedule Index
External Call Priority
Internal Call Priority

Transfer Call Priority

=]

—>To display Pilot DN whose data is generated in detail in the right frame.

q Pilot Index
Pilot Data serial number

q Pilot DN
ACD representative number

q CCV Index
Applicable Basic CCV Index

q Week Schedule Index
Applicable Weekly Schedule Index[Ref. 3.2.6]

q Holiday Calendar Index
Applicable Holiday Calendar Index[Ref. 3.2.8]

q Holiday Schedule Index
Schedule Index to be applied for holidays according to the above Holiday

Calendar Index [Ref. 3.2.7]
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q External Call Priority
Priority of ACD 1I/B trunk calls

q Internal Call Priority
Priority of ACD 1/B extension calls

q Transfer Call Priority
Priority of ACD 1/B calls transferred by an extension

Note
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3.2.5 Logon Data
Description
Logon ID is used to identify an agent when he/she log on to his/her telephone or

log off it.

Configuration

B ¢ | % | D
Luem | Change Add Delete
Default Insert | | Nextinsert || DELETE |
|
z
3
4 -
s
8
- 7 L
2 —Answer Mode
q { Automatic {+ Manual
10 —Zip Tone/Ring Mode
1 " Tone {* Ring
12
13 —Head Hand5et Mode
14 {* Handset {~ Headset
15 ;I

—> To select a Logon Data Index that is registered to display its detailed data

q Index
Logon Data serial number (1~600)

q Logon ID
ID to identify an agent that has logged on

The ID can use any number, not depending on CS-1000 numbering plan. [Ref.

3.2.11]

q Involved Split Index
Index of the group (split) in which an agent log on for activities.

q Assist Tel Number [Ref. 2.4]
Extension number called when an agent requests the ASSISTANCE feature
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q Max Work Time (sec) [Ref. 2.30]
Max time while an agent keeps the ACW mode when the mode is enabled.

1—600 sec: The ACW mode is maintained for a set time. After the time, the
mode is turned into the on-hook state.
0: The ACW mode is maintained until the mode is manually turned into the

on-hook state.

q Automatic Answer Time (sec) [Ref. 2.5]
A set time passing until automatic answer to an 1/B call.(180 seconds max)

q Answer Mode [Ref. 2.5]
Option to choose for automatic answer to an 1/B call (Automatic / Manual)

q Zip Tone/Ring Mode
1/B ring mode (Zip Tone / Ring)

q Head/Handset Mode
Option to choose between the Headset/Handset modes

Note
1. Capacity
q Max number of Logon IDs: 600
q Max number of agents authorized to logon: 200

q Max number of agents authorized to log on only one group (Split): 100
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3.2.6 Weekly Schedule
Description
This feature is to assign each hour CCV Index to be applied to ACD I/B calls per

weekday

Configuration

11111

(o R L RS T R ]

-
L=

—>To select a Weekly Schedule Index that is registered to display its detailed data
q (Weekly Schedule) Index
Weekly Schedule serial number (up to 10)

q Step
Time zone per day of the week (max 30 steps)

q Day of Week + Time
Hour setting per day of the week (start point)

q ccv
CCV Index to be applied per hour per day of the week [Ref. 3.2.3]

Note
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1. Finding CCV Index to be applied

MON 00:00 Step 1 Step 2 Step N SUN 24:00

VESION 3.00

\YAY} \ _J

In case the current day/hour is beyond the range =, there is no CCV
Index to be applied. In this case, use the CCV Index assigned according

to Pilot Data [Ref. 3.2.4]

In case the current day/hour is within the range =, apply Step 1 CCV
Index.

In case the current day/hour is within the range =, use Step N CCV
Index.
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3.2.7 Holiday Schedule

Description

This feature is to apply CCV Index for ACD I/B calls per hour for holidays.

Configuration

=10/ |

Query Change

Close

Step Time CCV Index Step Time CCV Index

-

—>To select a Holiday Schedule Index that is registered to display its detailed data

q (Holiday Schedule) Index
Holiday Schedule serial number (up to 10)

q Step
Assorted time zone (20 steps max)

q Time
Hour setting per day of the week (start point)

q CCVv
CCV Index to be applied per hour per day of the week [Ref. 3.2.3]
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Note

1. Finding Holidays [Ref. 2.18]
Holiday calendar index is chosen according to Pilot DN and the holidays are found

according to the Holiday calendar.
2. Finding CCV Index according to Holiday schedule

00:00 Step 1 Step 2 Step N 24:00

\YAY} \ _J

q In case the current time is within the range =, there is no CCV Index to
be applied. In this case, use the CCV Index assigned according to Pilot

Data [Ref. 3.2.4]

q In case the current time is within the range =, apply Step 1 CCV Index.
q In case the current time is within the range =, use Step N CCV Index.
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3.2.8 Holiday Calendar

Description

This feature is to create holiday calendars needed to choose to apply holiday
schedules to ACD 1/B calls

Configuration

% Holiday Calendar

| 2 =%

Gluery Change

=10l x|

vear: EITERR| montn: | <c m »> || EDIT OK |

2

3

4 Sun Mon Tue Wed Thu Fri Sat

B 5

B 1 2 3 4 5

7

a [ 7 8 9 10 11 12

5 =

10 13 14 15 16 17 18 19
20 21 22 23 24 25 26
27 28 29 30 n

-

q Index

Holiday Calendar serial number (up to 10)

q Year

—>To select a Holiday Calendar Index that is registered to display its detailed data

‘Year’ shows the past 4-year and the future 5-year calendars based on the

current PC year. (Note 1)

q Month

Using the and buttons displays the previous and the next month

q

Before moving to the next month or pressing the button, be sure to
use the [Edit OK| button so that the data that has been changed for current

VESION 3.00
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month can be saved.

Note
1. You can store one-year holiday data that can be displayed for the calendar of
the selected year.
2. How to Choose Holidays
Clicking a date in the calendar change it into the other color.
Black: weekday
Red: holiday
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3.2.9 Trunk Serial Data

Description
This feature is to create a trunk group to be used for CTI event parameters.

(Unnecessary for the ACD feature)

Configuration

=10l x|
j | 2 | ®
LCloze Gluew | Change | Delete
Trunk Serial Ho | Trunk Group 1 Priority
1 2
2 1 2
3 1 2
4 1 2
5 1 2
E 1 2
7 1 2
8 1 2
9 2 3
10 2 3
11 2 3
12 2 3
1 2 3
14 2 3
15 2 3
18 2 3
17 0 i] _I
q Trunk Serial No

Trunk Serial Number (1—~500)

q Trunk Group
Trunk group (1—50)

q Priority
Not used

Note

67/ 89
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3.2.10 Terminal Information

Description

This feature is to register a telephone to be used for Agent or Supervisor.

Configuration

|

=10 x|

Close | Query Change

uery Condition——mM8¥ M
Terminal Type Start Tel. No. End Tel. No.

DTEL-Agent 0
2001 DTEL-&gent 0
2002 DTEL-&gent 0
2003 DTEL-&Agent 0 e
2004 DTEL-Agent 0
2005 DTEL-&gent 0
2006 DTEL-&gent 0
2007 DTEL-&gent 0
2005 Supervizar 1
2009 DTEL-&gent 0
2010 DTEL-&gent 0
2011 DTEL -&gert 0
2012 DTEL-&gent 0
2013 DTEL-&gent 0
2014 DTEL-&gert 0
2015 DTEL-&gent 0
-

q Query Condition
This condition is used to query (display) extension subscribers of the CS1000.

0 Displays extension number from the start to the end per Terminal Type
0 Displays all the extension numbers of a selected terminal type.
0 Displays Terminal Types of the following:
DKTU, DKTU-Agent, SLT, SLT-Agent, and Supervisor. * ‘All'’ means the five

types.

q TelNo
Extension Number
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q Terminal Type
Agent Telephone: DKTU-Agent, SLT-Agent

Supervisor Telephone: Supervisor

q Split Index
ACD group (Split) to which a Supervisor belong

Note
1. How to Choose a Supervisor
If the current terminal type is DKTU-Agent, it can be used for a Supervisor. In
this case set the Terminal type to ‘Supervisor’ and choose a Split Index so that

the Supervisor can belong to the Split.
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3.2.11 Button Data

Description

This feature is to register features with flexible buttons of Agent or Supervisor

DKTU, if only used.

Configuration

1. How to Display

Click the right mouse button on a selected number from Terminal Information.

Then, a pop-up menu will be brought up as shown in [Figure 3.2.11-1].

Close

|

errninal Inforrmati ] =10] x|

Cluery Change

juery CondtionR————Mm8
Terminal Type Start Tel. No. End Tel. No.

DTEL-Agert
2001 DTEL-&gert
2002 DTEL-Agent Copy Button Data
2003 DTEL Sgert Paste Button Data .
2004 DTEL-Agert Copy Button Data via Range
2005 DTEL-Agernt 1]
2006 DTEL-Agert 0
2007 DTEL-Agernt ]
2005 Supervizor 1
2009 DTEL-Agert o
20110 DTEL-Agent 0
2011 DTEL-Agert 0
2012 DTEL-Agernt 1]
2013 DTEL-Agent 0 e
2014 DTEL-Agent 0
2015 DTEL-Agent ]

-

[Figure 3.2.11-1]

Select ‘Button Data’. Then the button data will be displayed as shown in [Figure

3.2.11-2] below.
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q DSS Connection Information

If a DSS is connected to a telephone, it can be enabled.
To display the flexible button data, press DSS.

[Figure 3.2.11-2]

|
§
i
§
i
B
N
§
i
B
i
§
i
B
i
§
N
|

2. How to Change
(1) Click the right mouse button on a selected ID. A pop-up of ‘Change Tool’

menu will appear as shown in [Figure 3.2.11-3] below.

— [Figure 3.2.11-3]
vo. CO  Gvery:07H m A Eﬂ ﬁ

Hieddmis B Hublom Type Uheittis Thala E:

[ A D T O A O A O A N R Y R b

(2) Choose Change Tool from the pop-up menu. A dialog box will be
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brought up as shown in [Figure 3.2.11-4].

Button Data Change Tool

Button ID Button Type
1 !Feature Code j ILog-on.fLog-off j
|: 4 I =3 I V4 Changel x Closel
Button ID Shift —> To apply data that has beep changed
Close the box <«——

[Figure 3.2.11-4]

(3) If you finish registering features per Button ID, click the button
in [Figure 3.2.11-2] to apply the data that has been changed.
3. Copy Button Data/Paste Button Data
Copy the button data of telephone (A) for Agent or Supervisor to telephone (B).
(1) Choose (A) and select ‘Copy Button Data’ from the pop-up menu of
[Figure 3.2.11-1].
(2) Choose (B) and select ‘Paste Button Data’ from the pop-up menu of
[Figure 3.2.11-1].
4. Copy Button Data via Range
Copy the button data of telephone (A) for Agent or Supervisor to several
telephones.
Choose (A) and select ‘Copy Button Data via Range’ from the pop-up menu of

[Figure 3.2.11-1]. Then a dialog box will appear as shown [Figure 3.2.11-5]
below.

Source

Destination

Ta Tel. Na.

OK | Close |

[Figure 3.2.11-5]

Note
1. Data per Button Type

q Trunk Serial Number

72/ 89
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Data: trunk serial number

Function: seizing an assigned trunk

q Extension
Data: Extension number

Function: calling an assigned extension number

q Feature Button
Data: (Note 2)

Function: performing a specified feature

q Trunk Code with external party
Data: caller number including the trunk access code (up to 20 digits)

Function: calling an assigned number

q Hold (Pool/Loop)
Data: no input data

Function: holding an active call using the HOLD
q Speed (Digit)
Data: registering random digits like various feature codes (up to 20 digits)

Function: activated depending on analysis of digits that are registered
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2. Feature Code
Feature code DKTU Agent Supervisor
Log-on/off (0] (0]

Incoming Call answer
Call release

Ready/Not ready

Work mode (Automatic / Manual)
Work after call (Work / Answering)
Answer Mode (Automatic/Manual)
Ring/Tone mode

Headset/Handset

Assistance

Split Call Forwarding

Split Do Not Disturb

X|X|O|O|0O|O|0O|O|0|0O|0O
O|O0|0|0|0|0O|0O|0O|0O|0O|0O
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3.2.12 System Option

Description

This feature is to define options needed for ACD service.

Configuration

0 =101 x]

Cloze

@

Guery

-
Change

Agent Logan D Length

-

Lze ACD Service Tone For RET
’76‘ R10] LGRS

FeRing Count at Agent Ma Angwer

T

MO

Use Trunk [{C Option
’V iES

Send OTMF Tone for CGT

N0 hd

MO i ES

"Directly call agent- ot Ready or AT

This option is to play Queue-waiting announcement to the caller instead of

RBT (ring back tone) when I/B calls waiting in the Queue are distributed to

This option is to use a Day/Night incoming trunk route when no agent is

This option is to send a DTMF tone twice to the caller instead of Congestion

Tone (CGT) in case the caller hangs up in mid-conversation with the agent.

AUTOMATIC CALL DISTRIBUTION
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q Agent Logon ID Length
Length of Agent Logon ID (3—6)
q Use ACD Service Tone for RBT
an agent.
q ReRing Count at Agent No Answer
Count of re-ringing when the agent is in a no-answer mode. (0—100)
q Use Trunk I/C Option
available to answer I/B trunk calls. (Note 1)
q Send DTMF Tone for C.G.T
Available Tone: A, B, D
VESION 3.00
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1 2 3 A
4 5 6 B
7 8 9 C
* 0] # D
q Direct call agent - Not Ready or ACW

This option is to choose whether to answer to Non ACD 1I/B calls when the
agent is in the ‘Not Ready or Break mode or in the ACW (After Call Work)

state.

Note
1. Trunk 1I/C Option per Route
OMS - Data 4.9 Trunk Route base 1/C Day/Night Option

1/C Vacant Extension Call
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3.2.13 ACD Data Backup

Description

This feature is to back up ACD data.

Configuration

% ACD Management
File
b 20020131
Version 1.1.0~

Snlit Data

Split Tone

Call Control Yector
Filot Data

Logon Data

Weeakly Schedule
Holiday Schedule
Holiday Calendar
Trunk Serial Data
Terminal Infarmation
System Option
ACD Data Backlp

Note
1. Result
The ‘acdgen.dt’ file is created to CS-1000 DiskOnChip

VESION 3.00

Are you sure you want to backup ACD data?
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4 Appendix: Example of Using ACD

4.1 ACD Call Center

Description

This feature is to establish a call center using the CS-1000 ACD feature.

Analysis of Call Center Operation

ACD Pilot Number: 3000

0

q Weekday (Mon ~ Fri) working hours (09:00—~20:00)
Keep callers waiting in the Queue of a ACD group and distribute them to any

idle agent(s).
If not distributed during the waiting time, switch the waiting calls to VMS
(2800).

q Holiday and after-work hours
Switch all the calls to VMS (2900)

q Queue Waiting Announcement: 3 steps
q Agent ID and Telephone
Telephone: (3 sets) 2000, 2001, 2002
Agent ID (5): 001, 002, 003, 004, 005

Data Generation

1. Pilot Data
£ Pilot Data i ] |

ﬁ@@@

Huery | Change Add

DELETE |

Week Schedule Index
Holiday Calendar Index
Holiday Schedule Index

External Call Priority

Internal Call Priority

Transfer Call Priority

2. Call Control Vector
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| . O Q
Clos= | Gen Change Add Dedels

Cwfna® faseri Slox inmert

covinams - [E

P Ty

B

Service Type Data

Queue to Split 2 jl1 j| |
—
Transfer to TE"-‘-'ﬂl" j| |

Transfer Telno 1 2800

>

| - 9 o
w2 | Geen Chewngo 2dd Delsds

Service Type Data

L0 LB Transfer to TElE|ﬂl1 j|
—_—
(0T B CCV End Mark jl1 j|

Transfer Telno 1 2900
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3. Split Data

LIT Data =1ol=l
J 2 2 ® 9

Clogse | Query Change Add Delete

Default Insert| | Nextinsert | | DELETE

Split Index : ‘ Split Queue DN : m

Queue Depth

Logoff Mode

Status on Repair

Step Of Announcement

Forward Tel Number

[l use ID on logoff

[l Mot Use ACW on Each I/B
[l Mot Use ACW on Each O/B
|l Use After Call Work Mode
|l CTI Call Routing

4. Split Tone
; =10

e el P B s P we B e (Rl e el (s
[T S T T AR BT A R YU R A T
Lo | W | w e w e w
SR S S N T S S S S O S S
| n o en | | an e |en oo | en
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5. Logon Data

Ouery

2
Change Add Delete

| = Lo ra

=

: Default Insert Next Insert

—Answer Mode
 Automatic

+ Manual

—Zip Tone/Ring Mode

= Tone * Ring
—HeadHandSet Mode
{*' Handset ™ Headset

DELETE |

& Logon ID ﬁ

6. Weekly Schedule
EECITETITEE——

CO¥ | Sew  Dupolwost  Time OOV

[ S o — -

Day of Week Time CCV¥

jlnnnn

Pt

-

Pt

|
|
—
|
|
|
|
|
|
|

-

om0
] -

(]

P
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Pt
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7. Holiday Schedule

Clos

B

w| o m | h | e

=

Guery Chang

Holiday Schedule Index :

Step

B

Time

=10x|

CCV Index

Step

Time

CCV Index

000

2

-

8. Holiday Schedule

# Holiday Calendar

|

Cloge

b w®

Query Change

=101x]

L R e T = B R S e R e ]

=i
=

Sun Mon Tue Wed Thu Fri Sat
1 2 3 4 5
I G 7 ] 9 10 1 12
13 14 15 16 17 18 19
20 21 22 23 24 25 26
27 28 23 30 3
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9. Terminal Information

=10 x]
J 2 @ «
Close | @Query Change
juery Condition——————————————————————————————
Terminal Type Start Tel. No. End Tel. No.
Tel Ho Terminal Type Split Index
2000 DTEL-Agert 0
2001 DTEL-Agert 0
2002 DTEL-Agert 0
2003 DTEL 0
2004 DTEL 0
2005 DTEL 0
2006 DTEL 0
2007 DTEL 0
2008 DTEL 0
2008 DTEL o}
2010 DTEL 0
2011 DTEL 0
2032 DTEL 0 ko
2033 DTEL 0
2034 DTEL 0
b 2035 DTEL ]
-

10. Button Data

utton Data x|
52 =B
Close Change
Tel. Mo. m Query : DTEL DSS n H H n
Button ID Button Type Button Data e
Feature Code Log-on/Log-off
2 Feature Code Ready/MHot Ready
3 Feature Code whork Mode
4 Feature Code Whork after Call
& Feature Code Automatic/Manual Answer ]
E Feature Code Ring/Tone Maode
7 Feature Code Headset/Handset
8 Feature Code Aesistance
9 Mot Drefife
10 Mot Define
11 Mot Define
12 Mot Define
13 Mok Define
14 Mot Define
15 Mok Define
16 Mot Drefine
17 Mot Define
18 Fot Define LI
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11. System Option

% n Option
o P | ®
Cloze Query | Change

Agent Logan ID Length |3 "I

’*Use ACD Service Tone For RET

« MO {EiEE
ReRing Count at Agent Mo Answer ID "I
Uze Trunk [T Option
’76' e {_RrES
Send DThF Tone for CGT MO =

Directly call agent - Mot Beady or ACHY
(r‘ MO @ MES

84/ 89
VESION 3.00 AUTOMATIC CALL DISTRIBUTION




Digital Communication Server

CS1000

4.2 Call Center using CTI Routing

Description

This feature is to establish a call center using the CTI Call Routing feature

Analysis of Call Center Operation

q ACD Pilot Number: 3000
q Service Procedure for ACD 1I/B Call (CCV)
0 Keep calls waiting in Routing Queue
0 Have the calls waiting in the Queue until calls are distributed using CTI
Switching Function Service-Divert Call Service.
0 If the Queue waiting time is over, keep the calls waiting in the ACD Queue
0 Distribute the calls according to the CS-1000 ACD feature

q Queue Waiting Announcement
Routing Queue: 2 steps

ACD Queue: 1 step

q Agent ID and Telephone
Telephone Set: (3 sets) 2000, 2001, 2002

Agent ID (5): 001, 002, 003, 004, 005

Data Generation
1. Pilot Data
% Pilot Data j -10] x|

i3 ¢ | ® | D
LCloze Luery | Change | Add Delete

auery Condition : Pilot index (JRECRRa| I | vextinsert || pecere |
3000

1

Week Schedule Index

Holiday Calendar Index

ccvra IR
eessrenicine | IR
EEEEE -
ronaay seneaie naex D
ELEETTEN -
rernatcanvriorty R
frter ciipios RS

Holiday Schedule Index

External Call Priority

Internal Call Priority

Transfer Call Priority

2. Call Control Vector

EEIETETTEE——— -1
¥ b |
Close ﬂgr\' Civange E?-I:l EEH 85/ 89
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00

Service Type

Data

——— muueue to Spiit £ jl1

=

muueue to Spiit £ jlz

=

=10l

@

Query Change Add Delete

Queue Depth

Logoff Mode
Statu=s on Repair
Step Of Announcement

Forward Tel Number

[l Use ID on logoff

Wl Mot Use ACW on Each IIB
[l Mot Use ACW on Each OB
[ Use After Call Work Mode
[ €TI Call Routing

Default Insert | | NextInsert | |

Split Index : ‘ Split Queue DH : m

DELETE

VESION 3.0

Default Insert | | Next Insert | |

Split Index : m Split Queue DN : m

Queue Depth

DELETE

'RIBUTION
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4. Logon Data

bé on C =10l =i

e

Change

Delete

%

Huem

9

Add

LCloze

Logon ID

: Default Insert Next Insert DELETE

Imvolved Split Index

Assist Tel Number

Max Work Time(sec)

Automatic Answer Time(gec)

—Answer Mode
{ Automatic s Manual

—Zip ToneRing Mode

" Tone {+ Ring
—HeadHandS5et Mode
{* Handset {" Headset

&

5. Terminal Information

# Terminal Information 5 ] 55
P @ =%
Close | Query Change

VESION 3.C juery Condtiop}—————————
’_Q Terminal Type Start Tel. No. End Tel. No.

. Tel No Terminal Type | Splht Index

C CALL DISTRIBUTION
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6. Button Data

Button Data |
| e i
Close Chanoge
Tel. Ho. m Query : DTEL Dss n n H n
Button ID Button Type Button Data fod|
Feature Code Log-on/Log-off
Feature Code Feady/Mot Ready
Feature Code wiork Mode
Feature Code ok after Call
Feature Code Autoratic/t anual Answer 155
Feature Code Ring/T one Mode
Feature Code Headzet/Handzet
{ Feature Code Dzsistance

g Mot Diefine

10 Mot Define

11 Mot Defing

12 Mot Define

13 Mot Define

14 Mat Define

15 Mot Define

16 rat Define

17 Mot Diefine

18 Mot Define LI

7. System Option

m Dptian = O] x|
j EI" 1% Eh"a 88/ 89
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