Version 38

Real-Timé&monitoring, historical reporting and
load management control in one package
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Call centre management

View FeatureNet ACD operations
with FeatureNet ACD Management
Information System (MIS).
FeatureNet ACD MIS brings
complete Real-Time* monitoring,
historical reporting, and Real-Time
configuration (Load Management)
control to your fingertips in one
package.

Efficiency and reliability are key
to the success of all call centre
operations. FeatureNet ACD MIS
combines with the FeatureNet 5000
ACD service to bring these criteria
to reality.

Real-Time colour
graphic displays

The key to ACD performance
management is receiving important
information as it occurs.
FeatureNet ACD MIS continuously
updated colour graphic screens
simultaneously present queue and
agent data for efficient analysis of
call activity and staff performance.
Specifically, detail and summary
information is available on
individual agents and groups,

as well as on inbound/outbound
traffic.

* Throughout this document Real-Time
means that under normal operating
conditions updates will occur within
a maximum of 3 seconds.

Supervisors and agents can view traffic conditions at a glance
and take more responsibility for quality and service
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Permissions

An access control structure tied to
user login name allows the system
administrator to tailor feature,
display and device access for each
user. Information shown on display
screens and indicated in reports
can be limited to one, several or all
ACD Groups within the system.
Each user can be given access to
one or more output devices,
including printers and fax modems.

Line of business and
closed key codes

Using three-digit programmable
line of business codes, agents can
enter specific account codes

or category identifiers for any

ACD call. Using the Closed Key
Walkaway function, the FeatureNet
ACD MIS system can track an
agent’s closed-key (unavailable)
state as well.

Flexible outputs

The FeatureNet ACD MIS interfaces
with a variety of output devices,
including dot matrix and laser
printers, external displays, fax and
printer modems. Print queue
management allows users to
monitor, pause and cancel print
jobs.




m
o
0
-~
£
o
2
®
-~
>
(2]
O
=
(7]

Real-Time display

Unlike most systems which present
data in tabular form, FeatureNet
ACD MIS uses colour graphics.

A manager can instantly recognise
that calls are stacking up. On the
same screen, the manager can
quickly identify which agents can
become available to answer calls.
Colour displays allow managers

to react quickly to waiting callers
before they abandon.

Screen configuration

Each user can reconfigure the
information shown on the
Real-Time Display. Variables
include the height of Upper and
Lower Windows, as well as the
order and appearance of data fields
in the Upper and Lower Databoxes.

Monitor groups

A group of agents from various
ACD Groups may be created for
monitoring by a supervisor other
than the one associated with the
agent’s original ACD Group.
This feature supports training

of new agents. Monitor Groups
appear on the Real-Time Display
and become a sort parameter for
historical reports. Separate alarms
can be set for Monitor Groups.

Main menu

A series of drop-down menus
provides instant access to menu
functions from the Real-Time
Display. All administrative and
reporting tasks are accomplished
via the menus. A Menu Bar across
the top of the Real-Time Display
simplifies access to the Main Menu,
screen configuration functions and
system information.

Example of Real-Time display within
the GUI remote terminal software.

FeatureNet ACD MIS gives you the
tools to quickly analyse call centre
performance from one Real-Time
display screen.

Call & queue data

Incoming call activity

F2 B Show agent detail

F8 b Expanded agent detail

User defined alarms

FeatureNet ACD MIS can display
alarms whenever predetermined
user performance levels are not
met. For example, acceptable
service quality parameters can

be set at 90% of all calls answered
in 15 seconds or less.

If this parameter is exceeded,

the system responds with a visual
alarm (colour change). Problems
that might otherwise be over-
looked are thus highlighted for
‘corner of the eye’ identification.



Real-Time information display categories

ACD Groups/Queues

Agent Groups and Agents

Grade of Service (GOS)
Average Speed of Answer (ASA)
Calls Offered

Calls Answered

Number of Calls Overflowed In
Number of Calls Overflowed Out
Expected Delay

Longest Delay

Number of Agents Busy
on Incoming Calls

Total Number of Calls Abandoned

Number of Calls Abandoned
b Before Announcement
b After Announcement2

Calls Presented

Primary Outgoing Calls
Secondary Incoming Calls
Secondary Outgoing Calls
Call Load

Deflected Calls

Percentage Calls Abandoned

Percentage Calls Abandoned
b Before Announcement
b After Announcement

GUI remote terminal
software

Version 38 introduces a
Windows-based Real-Time
display providing an easy to use
and view data screen to enable:

« simpler and more effective
screen manipulation

« user configurable screen layouts
to ensure the data required by
individual users can be easily
viewed.

Number of Agents Busy
B Incoming Primary DN
B Incoming Secondary DN
b Outgoing Secondary DN

Number of Agents Ready (Available)
Number of Positions Unattended

Number of Agents in Wrap-Up
and Variable Wrap-Up

Number of Calls Answered After
Being Recalled from Park or Transfer

Occupancy

Average times

Busy Incoming
Busy Outgoing
Wrap-Up

Recall

Available (Ready)
All Positions Busy

Hold Busy

D Incoming Primary DN

B Incoming Secondary DN
b Outgoing Secondary DN



m
o
0
-~
£
o
2
®
-~
>
(2]
O
=
(7]

Historical reporting

FeatureNet ACD MIS historical
reporting capability measures your
success at reaching service quality
objectives by monitoring the
performance of personnel and
equipment, determining how the
staff is adjusting to the workload,
and identifying peak and lag times
for better utilisation of personnel.
The system is capable of storing
detail and/or summary data for
several months. Reports use plain
English, not confusing acronyms.

FeatureNet ACD MIS provides 39
standard report formats detailing
ACD activity. The GUI remote
terminal software provides 76 report
formats. Reports are generated
based on user selected sort and
date/time parameters, delivering
over 1,600 possible combinations.
The menu-driven interface displays
only those reporting options
available to a user login name.
Reports may be displayed to the
screen, printed or faxed.

Report groups

This feature provides a convenient
way to maintain a list of reports
that can be scheduled to print
automatically. Users create/edit
report groups and schedule them to
print immediately, hourly, daily,
monthly or once only.

FeatureNet ACD MIS standard report formats

Incoming call reports

Incoming Calls Waiting Report
Incoming Calls Abandoned Report
Incoming Call Duration Report
Incoming Call Termination Report
Incoming Traffic Analysis Report
Incoming Calls Report

Incoming Calls Waiting Graphic
Report

Incoming Calls Abandoned Graphic
Report

ACD group reports

Demand and Resource Report
Workload Summary Report
Workload Detail Report

Overflow Analysis Report

Overflow Interval Report

All Positions Busy Report

Queue Busy Report

Time Delay Overflow Analysis Report
Time Delay Overflow Interval Report
Transfer Analysis Report

Transfer Interval Report

Group Primary DN Activity Graphic
Report

Group Full Activity Graphic Report
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Agent reports

Agent Report

Agent Detail Report

Agent Performance Report
Short Calls Report

Agent Trace Report

Agent Primary DN Activity Graphic
Report

Agent Full Activity Graphic Report
Agent Deviation Graphic Report

Line of business code reports

LOB Summary Report

LOB Detail Report

LOB Agent vs Group Report
LOB Graphic Report

Closed key walkaway code
reports

CKW Summary Report

CKW Detail Report

CKW Agent vs Group Report
CKW Graphic Report

Virtual facility group reports

VFG Summary Report
VFG Detail Report

Database table export

This feature extracts historical
data from the report database,
reformats it into Comma Separated
Values (CSV) file format, and
copies it to a DOS formatted floppy
diskette or hard disk. CSV files
may be readily imported into a
spreadsheet program such as
Microsoft Excel for Windows.



GUI remote terminal
software

The existing features within
reports have been further enhanced
within the GUI remote terminal
software. Crystal Reports (Report
Writer) has been built into the
Reports Application and is the
engine for the standard reports
templates. This application is used
to display or print standard or
custom reports, create and run
report groups, and export report
data from the FeatureNet ACD MIS
host. The Standard Report
selection has been expanded to

76 reports for easier selection

(now lists the cumulative/ACD
Group/DN parameters).

Custom Reports

Within the GUI remote terminal
software, users will have the
ability to create their own
customised reports using the data
contained within the Database
Tables, or they can copy and edit
existing reports for customising.

Once a customised template is
produced, the data is automatically
updated and the reports can be set
up in the Report Groups alongside
Standard Reports for scheduled
printing.
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External displays

FeatureNet ACD MIS provides

enhanced support for LED-based @ @ @ @
E.><ternal displays. External . . - o B oics GO - 827 ASA 12 Secs
displays (akawallboards or reader
i ) | | | | | | | | Calls offered 354
boards) let you communicate with

your agents by sending custom

messages to the Call Centre floor. @ @ @ @
i Sales GOS = 82% ASA 12 Secs

Data appearing in messages ) ) | ) )
is derived directly from the | | | | | | | | Calls offered 354
FeatureNet ACD MIS data link

connected to FeatureNet ACD
MIS Version 38.

Enhancements in Version 38
allow users to incorporate special

. .- MIS
display effects and conditions I datasteam | = [ L —
that highlight visual FeatureNet — ]
communication. The display switch I e
interface no -li — = = | J
W .supp.orts tWO ne =
and colour units with optional — /= = g/
audio beeping capability. ——— —
ACD MIS

host
Capacity
Version 38 allows administrators ] ACD MIS
to create up to 50 message sets ] remote
per User Group. Each message O terminal
set can contain up to 100 J

{ —
Messages. Each message may I —
include up to 9 data/ feature ———————— &
fields. ¢ —¢

A message set can be assigned to
appear on one or more External @ @ @ @

; LED wallboard
displays. The FeatureNet ACD , o o L ,
MIS host supports up to 80 | | | | | | | | Sales GOS = 897%

External displays.

Messages can be sent selectively or
globally to multiple External displays



Colour

Support is provided for tricolour
display units.

A message may toggle colour
changes — red, green, yellow —
to highlight information.

Two-line displays

Monocolour two-line displays
show two lines of 2-inch characters
(up to 37 per line) and/or one line
of 4-inch characters (up to 17).
Version 38 gives users complete
software control of font sizes and
display characteristics.

External display message data value types

Grade of Service for Day or Interval

Average Speed of Answer
for Day or Interval

Number in Physical Queue

Number in Logical Queue

Number in Transfer Queue

Number of Overflow Queue

Number in Total Physical Queue
Expected Physical Queue Delay
Expected Logical Queue Delay
Longest Physical Queue Delay

Total Call Offered for Day or Interval

Calls Overflowed Out for Day
or Interval

Calls Abandoned Pre-RAN
for Day or Interval

Calls Abandoned Post-RAN
for Day or Interval

Total Calls Abandoned for Day
or Interval

Total Calls Offered
Average Busy In Time (Primary DN)

Average Busy In Time
(Secondary DN)

Average Busy Out Time
(Secondary DN)

Average Wrap-Up Time
Average Recall Time
Average Ready Time
All Positions Busy %

Occupancy %

Total Agent Position Count
Busy In Call Count (Primary DN)
Busy In Call Count (Secondary DN)

Busy Out Call Count
(Secondary DN)

Wrap-Up Count

Variable Wrap Up Count

Recall Count

Transferred Call Count

Available Count (Primary DN)

Available Count (Secondary DN)
Unattended Count

Forced-Off Count

Longest Logical Queue Delay

Total Calls Presented for Day or Interval
Total Calls Answered for Day or Interval

Total Primary DN Incoming Calls for Day
or Interval

Total Primary DN Outgoing Calls for Day
or Interval

Total Secondary DN Incoming Calls for
Day or Interval

Total Secondary DN Outgoing Calls for
Day or Interval

Call Load for Day or Interval

Calls Overflowed In for Day or Interval
Calls Deflected for Day or Interval
Average Busy Out Time (Primary DN)
Busy Out Call Count

#$
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Message fields

An External display message
typically includes a mix of text
and fields. In Version 38 message
fields specify presentation modes,
displays features, date/time and
test conditions, as well as ACD
data values.

Presentation mode
Specifies the method for
displaying a messaging.
Options include flash on, scroll,

wipe, interlace, unveil and twinkle.

Display features

Include sound beep, blink, expand
text, inverse text (black on colour),
change colour and show special
graphic characters.

Date/time

Displays date and/or time as
maintained by the FeatureNet
ACD MIS host.

Date options include month/day,
month/day/year, day of week and
day of year in North American
and European formats.

Time options include 12-hour
(with and without am/pm suffix)
and 24-hour formats.

Test conditions

One or more conditions may be
specified in a message.

All conditions must be met before
the message is displayed.
Options include a data value
(within set parameters), time of
day, days of week, day of month,
a date and data link down.

Data values

Any of 45 data types, spanning
all values appearing on the
FeatureNet ACD MIS Real-Time
Display, may be incorporated
into a message.

Audible alarm

Display Features allow the
administrator to sound an audio
beeper when a message is
displayed. The display unit must

be equipped with the audio option.

When combined with test
conditions and other presentation
and display options, an alarm
message that beeps will be
noticed.

To prevent incessant beeping, the
audio beep field requires the entry
of a cycle count. This number
indicates the number of message
passes during which the beep will
sound. If the cycle count is set to
3, the beep will only be heard the
first three times the message is
displayed.

Remote terminals

With Version 38 an External
Display can be connected to a
serial port on a personal computer
serving as a dedicated FeatureNet
ACD MIS Remote Terminal.
Messages are sent over the serial
datacom connection linking the
Remote Terminal to the host.

Display types

Version 38 enhancements to
display messaging are supported
on the following types of displays:
= Single line, monocolour 2-inch
(5 cm) LEDs, 20-characters.
= Single line, tricolour 2-inch
(5 cm) LEDs, 20-characters
with optional beeper.

= Two line, monocolour, 2-inch
(5 cm) LEDs, 20 characters
per line with optional beeper.

= One line, monocolour, 4-inch
(10 cm) LEDs, 20 characters
per line with optional beeper.

Note: the number of characters can
be increased.



Load management
features

Directory number

Assignment and Priority
DN Name
Digit Display

Audio

Audio Group

Recorded Announcement Threshold
Night Service Audio Group
Overflow Announcements

Forced Incoming Announcements

Forced Outgoing Announcements

Queues

Priority Promotion

Maximum Wait Time

Maximum Physical Queue Size
Maximum Logical Queue Size
Service Order

Multi-Stage Queue Status Type

Multi-Stage Queue Status
Thresholds

Call Transfer Queue Size

Routes

Threshold Route

Night Service Route
Controlled Interflow Route
Enhanced Overflow Route

Logical Queue Overflow Route

Overflow

Time Delay Overflow Threshold
Overflow Type

Logical Queue Overflow Threshold

Supergroup

Wait Threshold

Queue Threshold

Best Target Group
Preference Waiting Factor
Resource Index

Service Time

Number Of Idle Agents
Most Idle Agent

Miscellaneous

Agent Positions

Activate Agents

Agent Variable Wrap-Up Time

ACD Group Variable Wrap-Up Time

Default Line Of Business

Load Management Macros

Load management

The FeatureNet ACD MIS
system enhances your ability to
make on-line changes to the
ACD configuration.

A series of easy-to-use screens
display current switch
configuration parameters.

The user can then dynamically

alter the call centre configuration

in response to real-time calling
patterns.

Example of Load Management

Application within the GUI Remote
Terminal Software

A Load Management Macro
capability allows an administrator
to enter a series of Load
Management commands under a
single Macro title. The macro can
be scheduled to execute the
commands immediately, hourly,
daily, monthly or once only.

11
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Personal computer
platform

FeatureNet ACD MIS runs on readily
available, Intel-based personal
computers equipped with off-the-shelf
components. The host application
runs under industry standard SCO

UNIX. Remote terminal software runs
under MS-DOS.

Remote maintenance

The system’s standard configuration
includes a modem to permit remote

diagnostics, maintenance and support.

Technicians can dial into the system
to perform software updates as well
as assist in answering user’s
questions.

Dial-up remote terminals

FeatureNet ACD MIS host and remote
terminal application software include
support for dial-up access.

Integrated communications software
utilises CCITT V.32 (9600 bps)
modems for two-key-stroke connection
between the remote terminal and host.

Fax modem

The FeatureNet ACD MIS host can
be equipped with one or more fax
modems to allow reports, logs and
data printouts to be sent to Group 3,
Class 2 fax machines.

GUI remote terminals

These requirements are for
information only and may change.

The GUI remote terminal

requirements include:

« Windows 95 or NT4.0 (or higher)
operating system

» a minimum of 32 MB Ram

« 2.1 GB Hard Disk

« CD-ROM drive.



System configuration
Alarms

Addition of Monitor Group Alarms.

Time Values for Archive Data

Transfer ON/OFF available by group.
Agent trace

Select:
* Individual Agent
* By Group (ACD/Sub/Monitor)
= All Agents

Set up of expiry Date on data collection
(Data Rollover Table still 0-7 days).

Device configuration
* Remote Terminal

= Serial Printer

= Printer Modem

» Fax Modem

» Fax/Print Modem

= External Display

= FMS Port

* Remote Terminal Printer
* Dot Matrix

» Laser

= Postscript

= Fax Printer

Each user must have device configurations
set.

Users can access multiple printers.

Report Groups can access multiple printers.
Print queue management

Select any or all printers.

Select own, specific user or all users print
jobs.

= Pause
= Un-pause
* Delete
= Re-direct

Closed Key Walkaway (CKW) Alarms

Up to ten user-defined CKW ranges can be
selected for alarm thresholds to be configured
for detection on the real-time display.

CKW/LOB Historical Data
Enable/Disable by Group

Ability to select whether data is processed to
database — allows improvement in disk usage
and archiving processing time.

Alarm Value Expansion
to 9 hours

Real-Time alarm values can now be set up
to a maximum of 9 hours (previous limit was
17 minutes).

Archive Schedule by
Day of Week

Archive schedule can now be configured to
allow a separate schedule for each day of the
week — allowing more control over archive
schedules on a day-to-day basis

Reports

Output now available to any configured
printer.

Now 39 reports. Three additional reports:
= Overflow Interval Report
= Time Delay Overflow Interval Report
» Transfer Analysis Interval Report

All Agent reports now also available by
monitor groups.

All monitor group reports and new report
data available for export.

All new data items are reflected within the
existing reports as appropriate.

13
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Real-Time display
Data box

Day
Rolling values from Midnight to now.

Interval

Rolling values as per Real-Time Data
Calculation (set by ACD Group).

Both of these figures are also available via
Wallbound output

Additional data items

Overflowed In
Calls answered by this group which
originated at another group.

Overflowed Out

Calls overflowed from this group
(logical outflow).

GOS
Target figure now shown for each group.

Night Service
Indicated for each group.

Calls Answered

Number of calls routed through this
ACD group that were answered by
agents within this ACD group.

Calls Presented
Number of calls originating at this group’s
physical queue (or directly at an agent
position).

Calls Offered

Number of calls answered by this groups
plus number of calls abandoned whilst
waiting (in physical queue) to be answered
by this group.

Call Load

Number of calls eligible to be handled by
this group, either from physical or logical
queue.

Primary Outgoing Call
Number of calls initiated on an agent
Primary DN line.

Calls Deflected B Queue Full

Number of calls deflected due to the
maximum physical queue size being met
or exceeded.

Calls Deflected B Queue Wait

Number of calls deflected due to the
maximum call wait time threshold being
exceeded.

Agent information

EMK

Emergency Key activated by agent.
Indicated by EMK flashing at top right

of Agent Detail window, name of Agent
flashes in the detail window and

a * appears at the group name, if showing
histograms.

Occupancy %
Time on phone x 100/idle time during
logged in time.

Label changed for Agent state from IDLE
to UNATTENDED.

Agent Detail Display box is now sized in
relation to the number of Agent ACD
Group histograms displayed on screen.

Expanded Agent Detail Window
The per agent stats within the expanded
agent detail window now include:

* Busy In Primary DN

» Busy Out Primary DN

= Recalls

= Wrap-Ups

= Available

* Busy In Secondary DN

* Busy Out Secondary DN
» Occupancy Percentage



Monitor groups

Monitor Groups are user defined groups of
Agents based on PIN and no other relation.

Agent can be members of multiple Monitor
Groups allowing for greater flexibility in
reporting on Agents.

F7 key toggles the Monitor Group Real-Time
activity. Monitor Groups are displayed in the
Agent half of the screen and appear directly
above the Agent ACD Group. Once displayed
their order can be changed.

Load management

Additional Command Available via
MIS-Activate Agents.

Load Management command
Descriptions

Routes and Audio Groups can now have
user-defined names associated to the
numbers in order to identify them more
easily.

Conditional Load Management Macros

Ability to automatically re-configure or
adjust FeatureNet ACD parameters when
pre-programmed conditions are met.

Security device configuration

Now available on screen.

Maintenance menu

This now lists logged on Users and allows
System Printer configuration.

GUI remote terminal software

Easier screen manipulation.
Increased viewing area on real-time screen.

Custom Reporting (using built in Crystal
Reports application).

Window 95/NT v4 compliant.

General
Search available on PIN list boxes — by PIN.

UK date format on reports and fields.

Fully context sensitive help available.

LAN Compatibility

The remote terminals (32-Bit Terminal s/w
and GUI remote terminal s/w) can now be
connected to the Host via TCP/IP LAN.

%

For more information on how a

FeatureNet ACD MIS system can improve
the productivity of your call centre, please

contact your BT Account Manager.
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