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Introduction

The Call Management System is used to manage non-geographic numbers and services on
the Intelligent Network (IN) and Interactive Voice Response (IVR) platforms

Call Queuing Management with the Call Management System

The Call Queuing Service provides a cost effective, customer controllable solution for call
centres and telemarketing organisations that may experience inbound "peaks" of call traffic.
As this is a network based service, callers to the service must ring a non-geographic number
i.e. 0800/0845 etc. Premium rate numbers are not permissible due to the nature of the
service.

Users of the service are provided with a web interface which allows them to control how the
service operates when customers are calling it via a non-geographic number.

The Call Queuing Service provides call queuing on the network, which means customers are
not faced with capital outlay or maintenance upgrades.

Key service benefits

One stop easy set up via The Call Management System screens using Wizards.
One screen management of service settings, prompts & reports.

Internal set up not required, completely customer configurable.

No capital outlay or customer premises equipment required.

Acceptable on multiple non-geographic numbers.

Nine recordable message slots to play during queue time.

Optional secondary out- dial destination with full call plan functionality.

True queuing service (last waits longest).

Optional "position in queue" messaging.




Service Management

Getting to the Services Screens

From the menu select Products & Service then Inbound Services.

Welcome Training Reseller | Home | Loag

Home Our Customer & Partner Zone

My Settings

Accounts

Management Tools

Humbers

Products & Services Inbound Services

Profiles

Reports

Users

The Call Management System Home Page

The following screen appears:

Inbound Services

Search Service Description

£

Search Connected NMumber

P

Search Terminating Mumber

P

Search Service ID

p

Advanced Search

F

View All Services
Create Service
Create Service Wizard

Area Plan Service Types

DhGe

Inbound Service Management Screen

The following options are available from this screen:

Advanced Search (See 2.2)

View All Services (See 2.3)

Create Service (See 2.4)

Create Service Wizard (See 2.5)

Area Plan Service Types (not relevant)

Searching for a Queue

If the queue is already in existence it can be searched for using either the search criteria
fields on the main page which allow to search by:-

Service Description: Search for services containing a specified service description.
Connected Number: Search for services containing a specified connected number.
Terminating Number: Search for services containing a specified terminating number.
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Service ID: Search for services containing a specified Service ID.

Or by using the advanced search. The advanced search tool allows the searching of
services via either all or some of the following criteria:

Service Description: Search for services containing a specified service description.
Connected Number: Search for services containing a specified connected number.
Terminating Number: Search for services containing a specified terminating number.
State: The status of the service whether it be Active or Removed.

Type: The services type such as Call Queuing Service.

Replay: Only return services with Replay either enabled or disabled.

Reroute: Only return services with Reroute either enabled or disabled.

Connected: Only return services that are either connected or not connected.

Inbound Services

B0

Description

Connected
number

Terminating
number

State
Type
Replay
Reroute

Connected

Simple Search

| Active =]
f 4 |
| Net Specified |
| ot Specifisd E3
| ot Specifisd =]

Advanced Search

The desoiption asscciated with the service
{max 100 characters)

The numbser connacted to the service
[wildcards permitted)

The numbser that the service terminates to
[wildcards allowsd)

The cument state of the service

The type of the sevice

The cument Replay setting of the service
The cument Rercute setting of the service

The cument connected state of the service

Advanced Search Screen

After entering criteria select the Search button and all the matching services to the search
criteria will be displayed.

-authorised site
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Search Results

'l jIn} Type Agent Description Connected
Humbers
™ View 327178 Call Queuing Senice 1ooier  FTW4Z13test 0
Agent hours
- . . Tester PTYY 4213 test
[T View 332845 Call Queuing Sernvice e hours ]
: ; . Tester PTW 4213 test
[ View 332996 Call Queuing Sernvice Agent hours ]
. ___ Tester PTVWY 5213
[ View 379104 Call Queuing Service Agent confirmation semvice
Total Records: 4 = Page 1 of 1
Records perF‘age:m Go

Fefine Search

Service Management Search Results Screen

The Refine Search hyperlink, located at the bottom left of the screen, allows the refining of the
initial search and returns you to the initial advanced search screen.

Call Management Call Queuing User Guid
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View All Services

To view all of the services that you have permission to review, select View All Services, from

the Inbound Service Management Screen.

Search Results

.

View

View

View

View

View

O O O O O

View

.

View

1

Wi

L

324733

148589

4114324

145781

241053

148888

147314

14N

Records per Page : EI

Total Records: 172 lal

Type

Bespoke IM Service

Data Capture Service

DateTime Divert

Bespoke IM Service

Bespoke IM Service

Bespoke IM Service

Bespoke IM Service

Rocrnmka |k Sorvico

Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Taster
Agent

Teaster
Agent

Tester
Agent

Teaster

Descripti

G12188

Account Test 1

Andrew

Bespoke IN 801248

Bespoke [N 901246

Bespoke [N 801247

Bespoke IN 802209

Raocrnka M ANATAG

Inbound Service Management Screen: View All Serwces

Expand the pages to include more results per page and scroll through the pages to find the
services required.
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Create Service

By selecting Create Service the following page will be displayed. This enables the user to set
up the service without the use of the wizard. All settings to the Queue Manager will be default
settings and can be amended later as required.

Enter the description.

Select Call Queuing Service under type.

Enter the terminating number

If Skip Hours is selected no hours will be added to the service, they can be added

later if required.

e Expand the account selection to show all accounts available and select which one to
place the service into. If no account is selected the service will be placed in the agent
root account. Only users with permission to view the agent root account can skip
account selection.

e Select Create.

Mote: not all service types are available from here. In order to create all service types please use the
Create Senvice Wizard.
Description |customer Test ;I The description EISE-E}IE!' ated with the service
* {mazx 100 charactsrs).
[
Type I Call Queuing Service ;I Select a service type from the list provided.
Terminating IEI1'51222212EI ThE.f:.}II:r-.ving. number types can b-E. .
Humber * specified: Mational, UK Islands, Mokile, Paging and
Internaticnal.
Skip Hours |— Chedk to skip hours.
Select the accounts to place the new service into:
IS ISR A R A ;I

[T Agent

----- [ BDC test account

[~ Blue Media

[ Brown Automobiles

- [¥ Business Development Centre (Tester)
t.. [~ Business Cperations
‘- [~ Engineering
- [T Green Building Sodety

i [T Michelle Test Account

i [ Mew Account

£ [T Red Finance

[T vellow Supermarkets E
* Required field.

Create I Cancel

Create Service Screen

The service will be created and the following screen will be presented. Selecting Create
Another Service will open up another create service screen, selecting OK will take the user
into the newly created service.




Create Service

Service created.

Click "0OK to view the service or create another senvice.

Service created confirmation

Create Service Wizard

By selecting Create Service Wizard the wizard will launch to assist with the set up of the
queue. The following screens show the creation of a new Queue Manager Service.

/= https://portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internet Expl — 1ol =
Select Agent and Service Type
Select the agent and the type of service you would like to create
Description ;I :I'he dfﬂs:i;:i:n:ss:llcisxed with the service
Type The type of the service
Skip Hours m Chedk to skip hours
cancer_|
Select Agent and Service Type
e Enter a description.
e Select service type “Call Queuing Service”.
e Select Skip hours if required (not selected for the purpose of this guide.
e Select Next.

The hour’s page will display next (for further information on hours configuration see section 3)

/= https:/ /portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internet Expl — 10 =]

Hours
Specify the days and times

|Acﬁon [ oo =1 The action that this rule should follow |
= Specified Days ' public Holidays ' Special Days |
All Day Start Time End Time
II'u‘::ndsy I I~ |cc oo I:z &9

Back Next | | caneel |

Set Hours Wizard

e Check the radio button for specified days, public holidays (bank Holidays) or special
days — Refer to Hours section for more detail.

e Action can se set as In Hours or Out of Hours.

e Select the required days from the drop down menu.
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e Un-Check all day to specify the times required.
e Select Next.

Hours added so far are displayed. An out of hours default rule is applied as standard. By
selecting Add Rule more hours can be entered. By using the checkboxes hours can be
deleted by selecting Remove Rule Selecting Edit returns back into that rule to allow
changes to be made. Once all required hours have been inputted select Next.

/= https://portal.opalonline.co.uk; - Create an inbound service - Microsoft Internet Explor: oy ] 54
Hours
Current hours rules

m Action Day/Date Start Time End Time

— Edit In Hours Weekdays 09:00 16:59

— Edit Cut Of Hours Default [T (RSN

Add Rule | Remove Seleced |
Back | Next | | cancel |

Check Hours/Add more rules

The queue parameters will be presented next. Default settings will already be entered into the
boxes but these may be amended if required. Select Next once completed.

/= https:/ /portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internel by Dp: =10f x|

Queue
Enter call queue details

Queue Limit e | Maximum number of calls sllowsd in the queus.
Queue Time 00 Maximum durstion s call can remain in the queus.
Call Limit ] Maximum number of calls io connect (number of lines availabliz),

Set Queue Parameters

The terminating number screen will be displayed next, Enter the number the service will
terminate to and select Next. Validation checks are performed here and the user may only
enter TLI's dependant upon their permissions. The user’s permitted numbers are listed to the
right of the terminating number field.
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ﬂ'.; https://portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internet Explol

RT=TE

Terminating Phone Number
Selecta phone number.

Enter number directly

Number I Enter the destination phone number. The following number types can be specified:Mational, UK Islands,
Mckile, Paging and Internaticnal.

Press "Mext” to update the destination for this service, otherwise press "Cancel”.

Badc Mext I Cancel I

Terminating Number Field

The terminating number characteristics will display. Time to ring is set at a default of 15
seconds but this can be changed by selecting the Check Box and entering a figure into the
text box. Check the box if Replay is to be added to the out dial. This box will be greyed out if

Replay was not selected at stage 1 of service creation or if the user has not got permission to
activate Replay. Select Next.

f." https://portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internet Explo

=101 ]

Modify Terminating Phone Number Characteristics
Select options for this terminating phone number.

Terminating number characteristics

Time To Ring | I:;'f'z'l" + Max time that this number will ring in seconds. Min: 5s, Max: 120s. Default: 15. {clidk chedsbox to enable).

Replay ] Chedk to enable Replay for this destination.

Badk Mext Cancel

Ca

Terminating Number Characteristics
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The Standard Service Summary will display next, by selecting + diverts can be added to the
service.

f," https:/ /portal.opalonline.co.uk; - Create an inbound service - Microsoft Internet Explor - |EI|1|
Standard Service Summary
Add and remove diverts as necessary.
Terminating Phone -
T Ring Time Replay
Edit Dest1 01612222120 i Disabled +
Badk I Mt Cancel

Standard Service Summary

Select + and the terminating phone number screen will display again. Enter the required TLI.

=/ /portal.opalonline.co.uk - Create an inbound service - Microsoft Internet Explor - |EI| X|

Terminating Phone Number
Select a phone number.

Enter number directly

Humber l—n 1e12o00am0 Enter the destination phone number. The following number types can be specified:National, UK Islands,

Mobile, Paging and International

Fress “Next” to update the destination for this service, otherwise press "Cancel”.

Badc Mt I Cancel I

Divert Destination

Once the divert has been entered and Next selected the service summary screen will display.

on 3.0.doc 12 of 25
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{_".-‘ https://portal.opalonline.co.uk; - Create an inbound service - Microsoft Internekt Explore: = |I:I|i|
Standard Service Summary
Add and remove diverts as necessary.
Terminating Phone
M T Ring Time Replay
o Edit Dest. 1 01612222120 15 Disabled +
Ly Dest. 2 01612222457 15 Disabled + -
Ly Dest. 3 01612222456 15 Disabled + -
Order I Indexed — I Select how destinations are selected: “Indexed™ (in the above order), “Longest Waiting™ (waiting
longest first).
| Home Working l— Allows destinations to be logged on and off. |
Badk I Mt I Cancel I

Service Summary

The order can now be changed between indexed or longest waiting and homeworking can be
selected by checking the box. This allows the numbers to be logged in/out.

f:'._‘ https:/Sportal.opalonline.co.uk; - Create an inbound service - Microsoft Internekt Explore = |I:I|l|
Standard Service Summary
Add and remove diverts as necessary.
Terminating Phone Rii Repl Logged
Number L n
<o dit Dest 1 01612222120 15 Disabled [+ +
Ly Dest. 2 01612222457 15 Disabled = + -
L Dest. 3 01612222456 15 Disabled W + -
Order I Indexed - I Select how destinations are selected: “Indexed™ {in the above order), “Longest Waiting™ (waiting
longest first).
| Home Working I Allews destinations to be logged on and off. |
Badk I Meset I Cancel I

Call Plan Details

The service can have a Data Capture attached when Out of Hours or when the queue is busy.
Check the boxes for Data Capture to be activated.

Call Management Call Queuing User G 13 of 25
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Select wh

/= https:/ /portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internet Explorer p iy =]

Data Capture

en the service should redirect to data capture.

Queue B

Data Capture

‘Out Of Hours

Click to enter data capture on out of hours.

-
— Click to =nter dats capture on gueus busy.

usy

Badk Mext I Canocel I

Select Data Capture

If the boxes are selected then the wizard will continue for the set up of Data Capture. Please
refer to Data Capture User Guide for further instruction on set up. Select Next at the end of
the Data Capture set up to continue on to the account selection.

Drop the service into an account, or if permitted account can be skipped and the service will
be placed in the root account.

/= https://portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internet Explorer p - |EI|5|

Flease pl

Choose Accounts

ace this new service into one or more accounts, using the tree below.

|»

=T
£

el ol T

il

Place this new service into the following accounts to allow them to be managed in the future

ESIEr AOENT HOOT ACCOUNT =
H-- [~ Agent

----- [~ BODC test account

H-- [~ Blue Media

H-- [~ Brown Automobiles

t-- [ Business Development Centre (Tester)
H-- [~ Business Operations

----- [~ Engineering

#-- [~ Green Building Society

----- I~ Michelle Test Account

----- I~ Mew Account

H-- [~ Red Finance

o

[«

H-- [~ “Wellow Supermarkets

A summa
selected,

Account Skip/Selection

ry of the service will be displayed and if changes need to be made Back can be
otherwise select Next and the service will now be created. The option to connect a

number will be displayed at this point. Search for the required number and select connect, or
select Finish and continue to the service where the number can be connected later.

Call Management Call Queuing User Guide Version 3.0.doc 14 of 25
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portal.opalonline.co.uk, - Create an inbound service - Microsoft Internet Explore — |I:I|i|

Connect Numbers to Service
Optionally selectinbound numbers to connect to this service.

Your service has been created.

Search for and select one or more number(s) and click "Connect” to connect this service. Or just click “Finish™ to close this
wizard without connecting

Country | united Kingdom | Select 2 country
Number I The numbser (wildcards permitted)

Advanced Search

Connect I

Connect Number

On selecting Finish here the new service will be displayed.

Inbound Service (ID:545016)

Type Call Queuing Service Agent Tester Agent
Drescription Customer A State Active
Created on 16 Jul 2009 16:13:49 Last updated on A6 Jul 20089 16:13:49
Call Quewing Summany
Action Day/Date Start Time End Time
In Hours Weekdays 0900 16:59
ot Of Hours Drefault P RN
Cruewe Limit 10
Cuewe Time 600 seconds
Call Lirmit 1
Dvial Limit 1
Dhial Update 15 seconds
Dhal Call Plan Update 15 seconds
Terminating Phone Ring Time Replay Logged
Humber In
[ ] Dest. 1 01612222120 15 Disabled Enabled
Ly Dest. 2 01612222457 158 Disabled Enabled
Ly Dest. 2 01612222455 15 Disabled Enabled
| Order Indexed |
|HomeWorkirbg Enabled |
| There are no numbers connected to this service. |

Newly Created Queue Service

Ca

nis docu

ment Call Queuing
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Service Tasks

Once the service has been created the service task bar displays on the right hand side of the
screen.

Service Tasks

E) view Service

View Connected Numbers
M view Reports

B view Accounts

B view IVR Account Details

M view Real Time Queue Stats

Edit Service Information
Modify Hours

Modify Queue & Destinations
Modify Data Capture

Modify IVR Messages
Connect Service

& Disconnect Senvice

k=) clone Senvice

[ Celete Serice

e View Service — Displays a full summary of the service on one page.

¢ View Connected Numbers — Allows you to see which non-geographic numbers are
currently connected to the service.

e View Reports — This option will take you to the standard inbound call analysis reports
for the numbers attached to the service.

e View Accounts — Allows you to view which accounts the service is associated with.

e View IVR details — Displays the accounts and pins required for recording prompts on
the management service.

e View Real Time Queue Stats — Launches a new window which displays the real time
queue statistics (see reports for more information).

Edit Service Information — Allows you to change the description given to the service.
Modify Hours — Allows you to Add/remove & Modify the Hours settings for the
service.

e Modify Queue & Destinations — Allows you to change the queue parameters and
Add/Remove & Edit destinations for the service.

¢ Modify Data Capture — Allows the data capture to be added/removed & edited.

e Modify IVR Messages — Allows messages to be uploaded onto the service via the
user’'s computer. Messages can be loaded in bulk (See 2.7).

e Connect Service — Allows you to search for numbers and connect them to the
service.

e Disconnect Service — This allows the number to be disconnected from the service.
The number will go into a quarantined status but the service settings will remain the
same.

e Clone Service — Allows services to be copied, given new descriptions and assigned to
different accounts.

e Delete Service — This option deletes the service. You will be prompted to confirm if
you want to delete the service before the systems actions the request.

Note: Not all options listed above will be available to all users. Some users may have
restricted permission’s which will hide some of these Service Tasks.




Modify IVR Messages

Messages can be recorded and uploaded via the telephone management service, the RMU or
via The Call Management System. The Account and Pin numbers used to access this service
can be found under View IVR Account Details on the right hand side of the screen. Both
record and recovery accounts are held here.

To Upload Recorded Messages, via The Call Management System the user should click on
the link on the right called Modify IVR Messages. The following will appear:

Inbound Service Management B

Inbound Service (ID:450522) Service Tasks

Description Test Data Capture Type Data Capture Service View Senice

State Aclive Agent DISEMDT View Connecied Numbers
Created 15 May 2008 10:37.06 Last Updated 15 May 2008 10:37.08

Yiew Reports

View Accounts

Modify VR Messages

Please note that itis the responsibility of the user to ensure that all copyrighted material is covered by the correct PRS licence.
For more information on copyright licensing please visit www.prs.co.uk

BO0E@E

View IVR Account Details

Edit Senice Information

T Wodify Service
ilter By Category E
I E Wadify IVR Messages
Filter By Message | | Connact Senice
B Disconnect Service
Message Description | Examples Roll Back Delete Undo

B clone senvice
Mo messages match your filter options.

Flay Al | Usdate | Cancel |

[i] Delete Senice

Uploading prompts
There are two filter options available on the message screens.

For a new service with no pre recorded prompts choose all on both filters and all available
messages will appear including default messages.

¢ Filter by Category — A drop down is available which dependant on what is selected
will show only messages from that category, selections are All, Welcome, Slots, Get
Digits, Confirm & Slot Name

¢ Filter by Message — A drop down is available which dependant on what is selected
will show only messages that are recorded or all messages.

Uploading Prompts Navigational Tools

' Allows the uploading and downloading Waveform audio format
L (.wav) formatted recorded message prompts
m Allows the pausing of message prompt playback
b | Allows the playing of messages
Roll
Back . . .
Rolls back to the previous recorded prompt once the tick box is
selected.
-
7| Deletes the recorded message prompts
< | Undoes the changes to this message prompt only
Flay All | Plays all the recorded message prompts

All slots can have files uploaded ready, they will not be active on
Updats | the service until the update button at the bottom of the box is
clicked. This allows multiple prompts to be entered onto a
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service at the same time.

Canecel | Cancels all changes to the Data Capture prompt service.

Uploading Pre-Recorded Prompts

1. To upload a message press the Up Arrow , to download a message press the down
key. (Download will only work if a message is already recorded)

-|_-File Recorded — ful]

2. On clicking Upload the Browse button will become active.

l || Browse... || Upioat |

Cancel

3. Click Browse and search for the required file in .wav format.

Look in: |uj Data Capturs Recordings j a7

welcome, wav

Data Capture
Recordings

Data Capture
Recomdings

Data Capture [RE SUEHEE Iwelcome.wav j Cpen I

Recordings
Flesoftyoe: [l Fles ] El L

Once selected click Upload and this file will be placed in the slot ready.

Cancel |

-|I::".Dn:|:ument3 and Eeﬁing” Browse... || Upload |

All slots can have files uploaded ready, they will not be active on the service until the Update
Button at the bottom of the box is clicked. This allows multiple prompts to be entered onto a
service at the same time.

You will then be presented with a confirmation message to advise that the message/s
has/have loaded successfully.

Call Management Call Queuing User Guide Version 3.0.doc 18 of 25
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Hours Configuration

When setting hours on a queue service the user can set any of the following:-

e Specified Days — This allows you to pick specific days of the week from a drop-down
menu. You can choose from individual days of the week, weekdays (Monday to
Friday), weekends (Saturday and Sunday) or all days.

e Public Holidays — By selecting the Public Holidays button, you can choose to have
your number diverted during public holidays for your region i.e. England/Wales,

Scotland or Northern Ireland.

e Special Days — Special days are any specific days that fall outside of normal weekly
diverts or bank holiday diverts. They are unique days for example if an office or whole

team was on a training day.

Setting a Date/Time Divert for a Specified Day

,f:" https:/ /portal.opalonline.co.uk/ - Create an inbound service - Microsoft Internekt Exp - |EI|5|
Hours
Specify the days and times
|Acti0r| [infows =] The action that this rule should follow |
* Specified Days " public Holidays " Special Days |
All Day Start Time End Time
v a0:00 W
Wednesday
Thursday
Friday
Saturday
Sunday
Wieskends
Weskdays
Al Days
Badk Meact Cancel

Create Service Wizard: Selecting a specified day

e Select the radio button for Specified Days

e Select a start and end time in the 24 hour format (00.00). If you want the divert to be
operational all day, tick the All Day tick box

e Set the action as In Hours or Out of Hours

e (Click Next to add.

19 of 25
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Setting a Date/Time Divert for Public Holidays

-":" https://portal.opalonline.co.uk/ - Create an inbound service - Micrasoft Intes 10l =l
Hours
Specify the days and times

Action ||.~. Hours vl The acticn that this rule should follow |

" specified Days & Public Holidays " special Days

All Day Start Time End Time

= 00:00 |;? ES

Bad Cancel

Create Service Wizard: Selecting a Public Holiday

e Select the radio button for Public Holidays,

e Select the required geographic location for the diversion number from the drop down
menu, this will automate the Public Holidays in that region and apply the diversion on

those days,

e Select a start and end time in the 24 hour format (00.00). If you want the divert to be

operational all day, tick the All Day tick box
Set the action as In Hours or Out of Hours
Click Next to add

Call Management Call Queuing User Guide Version 3.0.doc
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Setting a Date/Time Divert for Special Days

gf;?—'htl:ps:,.-",.-"purl:al.upalunline.cu.uk,.-" - Modify Call Queuing Service Huurs - |EI|£|
Hours
Specify the days and times
Action Ilr' Hours vl The action that this rule should follow
" specified Days i Public Holidays {* special Days
[iili i'me
" Start DateTime
o M T W T F 5 §|[000
' 1 2 3 4 &5
End DateTime - = = = = e—
4 6 7T 8 9 10 11 12 =%
13 14 15[z 18 19
20 21 22 23 24 25 26
27 28 23 308 31
Bad: | Mext I Cancel
Create Service Wizard: Selecting a Public Holiday
Special days can be set in multiple ways.

Select the radio button for Special Days,

Select the calendar by the side of the Start Date/Time and choose the required start
date

Set the time the special day will start taking effect

Select the calendar by the side of the End Date/Time and choose the required end
date

Set the time the special day will stop taking effect

Set the action as In Hours or Out of Hours

Click Next to add

Select the radio button for Special Days,

Deselect the checkbox at the start date/time and the special day will commence
immediately

Set an end date/time

Set the action as In Hours or Out of Hours

Click Next to add

Select the radio button for Special Days,

Set a Start Date/Time

Deselect the end date and the special day will continue until the user makes changes
to the special days settings

Set the action as In Hours or Out of Hours

Click Next to add
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Once you have set the Hours hit Next there is the ability to add more hours using the Add
Rule button or remove rules by selecting the rule to remove and Selecting Remove Selected.

,_J_’:?https:,.-",.-"purtaI.Bpalunline.cu.uk,.-" - Modify Call Queuing Ser¥ice Hours - Microsoft Ink :::: - |EI|5|
Hours
| Current hours rules
r Action Day/Date Start Time End Time
[T Edit OutCfHours Special 021082008 00:00 0210872009 23:59
[T Edit QutCfHours Puhlic Haolidays (Ena) 00:00 2358
[T Edit InHours Weekdays 09:00 16:59
[T  Edit QutCfHours Default [iA R
Add Rule Remaove Ssl=cted
Bec: | Next Cancel
Create Service Wizard: Hours summary
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Reports

In addition to the standard reporting available there are several types of reports available
specifically for a queue service.

Getting to the screens

From the Call Queuing Service Summary Screen hit the View Reports or View real time
queue Stats tasks on the Service task Menu to the right of the screen.

Inbound Service (ID:332996) Service Tasks

Type Call Queuing Service  Agent Tester Agent E View Senvice

Description PTW 4213 test hours ~ State Active View Connected Numbers
Created on 03 Feb 2009 16:13:00 Lastupdated on 30 Jul 2009 14:23:26 M view Reports

Replay Cisabled ﬂ Wiew Accounts

[ view Translation Syntax
B view VR

Yiew Real Time CQueue Stats

Call Queuing Summary Details

Action Day/Date Start Time End Time

In Hours Saturday 00:00 2359 Edit Serice Infarmation
Migrate

Out Of Hours Default MIA MIA

Modify Hours

Madify Queue & Destinations
Madify Data Capture

Queue Limit 10

Modify Cueue Jump
Queue Time B00 seconds Modify IVR Messages

Nodify VR I

Call Limit 1 Connect Service
Dial Limit 1 [E) Disconnect Senice
Dial Update 15 seconds B clone Senice
Dial Call Plan Update 15 seconds

Delete Service

4 Destinations

Terminating Phone Ring Time Replay
Number
Dest. 1 01612222293 15 Disahled

Getting to the Call Care reporting screens

View Reports

Selecting the View Reports link will display the following reports:

Call Queneing Reports

m Clueue Time Analysis

m Aueue Call Analysis Report showing the total numier of calls in the queus and the number of

calls which were abandoned, rejected and connected
m Cueue Wait Analysis E!j:::'t;t'fwlr; how leng callers waited in the queus before they wars

fueue Settings History F!EC.C"I showing t.r's. total numoer of calls Ir‘.tl“E.EL.EL.E s;sllr‘;t the queus
settings {gueue limit, call limit and queue time) at that time.

Queue Time Analysis: Report showing the average time a caller spends in the queue from
when the calls enters the queue to when the call is answered at the terminating end. Also
shows the average number of calls waiting in a queue.




Start Date: 10lanz008 End Date: 11lanz008

Inbound Service Time Total Average Maximum Average
Description Calls Time In Timeln Waiting
Queue {secs) Queue (secs) Calls
B Test Queue
11.01.08 ] 34 74
BJan2008 ] 34 74
BN ] 34 74 1
14:00 3 22 a5 1
146:00 2 45 T4 1
{1 Inbound 5 34 T4
Senvice)
Page 1 Refi QueueTime Report Generated: 1/11/2008 3:53: 26 PM

Queue Call Analysis: Report showing the total number of call in the queue and the number
of calls which were abandoned, rejected and connected.

Start Date: 09]anz005 End Date: 10Janz00g
Inbound Service  Time Total Connected Abandoned Rejected Rejected Average Wait Average
Description Calls Gueue Full Queue Before  Timeout

Timeout  Abandoning

EMichelle Test

Queue 9 2 1 0 1] 17 1]
EJan2008 9 g 1 1] 0 17 1}
=10 9 g 1 1] 0 17 1}
13:00 ] 2 1 0 1] 17 1]
{1 Inbound 9 bid 1 1 1 17 (1}
Service)
Page 1 Refi QueueCall Repaort Generated: 17102008 2:27:110 PM

Queue Wait Analysis: Report showing how long caller s waited in the queue before they
were connected.

Start Date: 09]anz005 End Date: 10Janz008
Wait before being connected {mins)
Inbound Service  Time Total 0-10 11-15 16-20 21-25 26-30 30+
Description Connected
B Michelle Test ] fi 1 1 0 ] 0
Queue
= Janz2008 8 2] 1 1 0 0 0
B10 ] fi 1 1 0 0 0
E13.00 ] fi 1 1 0 0 0
30-45 ] & 1 1 0 0 0
{1 Inbound
Service)
Page 1 Refi Queuslait Report Senerated; 1/10/2008 2:28:55 PM

Queue Settings History: Report showing how long callers waited in the Queue against the
queue setting (queue limit, call limit and queue time) at that time.



Start Date: 09]anz008 End Date: 10Janz008

Inbound Service  Time Queued Queue Time Call Limit Cueue
Description Calls Limit
EMichelle Test 1
Queue
BJanz008 1
=10 1
E13:.00 1
40- 45 1 600 1 1
{1 Inbound 1
Service)
Page 1 Ref: QueusSettings Report Generated: 1/10/2008 2:31:06 PM

View Real Time Queue Stats

Selecting the View real time stats link will display the following report in a new window.

Real-time queue stats for: Jon best call queue test
Scale Image: |50 = I o

Jon best call queue test

Avg Wait Abandoned |Longest Wait
(s} 1] 27(s) I:I Queued Calls

100 E Connecied Calls

ki

The real time report displays

e Average Wait — The average wait time over the previous hour
e Abandoned — Number of abandoned calls in the previous hour
¢ Longest Waiting — Time for the longest waiting call

Calls in the queue are displayed in real time in Green, with Calls Connected displayed in real
time in Blue.

The call Stats are updated every 15 seconds.

The screen size can be changed via the Scale Image dropdown menu which lets you alter
the size of the image via percentage.




