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Chapter 1
About Multimedia Call Center

This guide assists a Call Center administrator with installing and configuring Multimedia Call
Center for Nortel Networks Business Communications Manager.

This guide assumes that you are familiar with using Unified Manager and CallPilot Manager. For
more information, refer to the Business Communications Manager Programming Operations
Guide and the CallPilot Manager Set Up and Operations Guide.

In this document the server that Multimedia Call Center is installed on is referred to as
“bcm.<domain>"

where:

* <domain> is the domain name of the business, for example nortelnetworks.com

e “bcm” is the host name of the server within the domain.

The server is usually called “bcm”, although any unique hostname within the domain is
acceptable.

Overview of Multimedia Call Center

With Multimedia Call Center agents and callers can have multimedia calls that include:

» speaking over a Public Switched Telephone Network (PSTN) voice connection
* text chatting
* exchanging and viewing web pages

* viewing screen captures sent by an agent

Multimedia Call Center Set Up and Operation Guide



6 Chapter 1 About Multimedia Call Center

How Multimedia Call Center works for callers

When callers on a website click a multimedia HTML link the “Call setup page” on page 48
appears.

In the call setup page callers specify their calling preferences. Callers can access the media types
based on their needs and resources. Callers with separate data and PSTN voice lines can have a
PSTN voice call while they view, receive or even send web pages to agents. For information on
Multimedia Call Center call types see “Multimedia Call Center call types” on page 8.

After a caller specifies their preferences, the multimedia call enters the Call Center. Based on the
rules created by the Call Center Administrator, the request for an agent is sent to the appropriate
skillset. If an agent is not immediately available, the caller can receive periodic HTML messages
(web refresh). The Call Center Administrator programs these messages. The messages can thank
callers for their interest, inform them that there are no agents currently available, and tell them that
they will be connected to the first available agent.

When the call is answered by an agent, the “The Multimedia Call Center caller interface” on page
6 appears in the caller’s web browser.

The Multimedia Call Center caller interface

The caller interface has two windows. The first window lets the caller control the progress of the
call. The second window displays Multimedia Call Center messages and the web pages that an
agent sends to the caller.

Opens the text chat interface Ends the call Displays the agent’s name
Sendsthe web
: page specified
¢ Multimedia Call Center Czifer Monitor - Netscape -|0] =]| inthe Send
Page box to
Send Fage: I Send | the agent
@ Preferences | Call Status: |Ca|l in progress: connected to Pat Smith.
$Z Multimedia Call Center Call Setup - Netscape: i =lof x|
File Edit Wew Go Communicator Help
Opens the < ¥ A% 2 £ = k@
preferences 4 Eacf Fomward Reload  Home  Search  Guide Print  Security  Siop
i " Bockmarks £ Location |mtpHpcalyummssuunvn-monnm:auar,nnkmml -
page # Free AOL & Unl Nortel dccess InCanferencel Services@work 05M CORF Phane IRN Newsweb Training Care

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

Welcome to our Multimedia Call Center system.

You are now connected with an agent.

T = [Bpplet VELInk running EErE 4
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Chapter 1 About Multimedia Call Center 7

How Multimedia Call Center works for agents

Depending on the call preferences the caller has requested in the call setup page, the agent can
have a browser-only, or a voice and browser call with the caller. The agent can use follow-me
browsing to show the caller a sequence of web pages. The agent can also push pages or screen
captures, or have a text chat with the caller.

For a phone and browser call, the agent must answer the phone, and then the agent interface and
browser window appears on the agent’s computer. For a browser-only call, the agent interface and
browser window appear right away, so the agent cannot decline this type of call. The agent’s
browser window shows the web page that the caller originally clicked to start the Multimedia Call
Center call.

The Multimedia Call Center agent interface

The Multimedia Call Center agent interface has two windows. The first window lets an agent
control the progress of the call. The second window displays the Multimedia Call Center web
pages that the agent sends to a caller, or that a caller sends to them.

Initiates a  Takes ascreen Controls whether ~ Shows the url of ~ Shows the name Displays in the
text chat capture of a web pages the web pagethe  and phone second window
with the web page, clicked by the caller clicked the ~ number the caller the web page the
caller window, agentare sentto  voice buttonon  specified in the caller clicked the
desktop, etc.  the caller Call Setup page voice button on

ZW brohe avel Larp. Homepage - Micsosoft Intemel Explorer prowsded By Horel Nelfwnks

\ =
Opens | Fle Edt Vew Fevoites Tooks Feb g '. .. -
Help $aBeck - =~ 3 [2) -_fﬁl (QhSeach | [T Favaites S Hido L{é' A=

Ends the Acdress [ g/ 47.65.138 63 6800 Hni denmo/margsage. il 7] @Bo | [unks®
browser Favories x| _
session Efadd... (5 orpuias...
O] Commesce | )
Blocks . Welcome to Exotic Travel Corp.
a caller /=3 Mulimecia Call Center Links
& Esutic Travel Comp. Home., |
@ sbecan Safai

W] sian Pache Tow
&) Blask.an fuctic Advenbus

Contains a (] Weabdity ared Ui Intedace

preset list of j;‘”:"“’dia’m

Web pages &] Dogoile
&1 Hotmai
'_] JustlreTire PL Training 'Wab
8] Mictozoll Windour Lpsdabs
&] MSH.com

oo fla e J o

Multimedia Call Center Set Up and Operation Guide



8 Chapter 1 About Multimedia Call Center

Multimedia Call Center call types

Callers with a PSTN voice connection and a data connection, and callers with only a data
connection can have a multimedia session with a Multimedia Call Center agent.

PSTN voice and data calls

PSTN voice and data calls use agent-centric routing.

Agent-centric call

After a caller clicks voice button the Call Center phones the caller when an agent
is available. The Call Center then connects the call to the agent.

How an agent-centric PSTN voice and data call works

For this type of call, the caller has a separate PSTN voice and internet connection, and is not using
their telephone.

1
2

10

The caller clicks the voice button icon on a web page.

The call setup page “Call setup page” on page 48 appears if the caller is not a first-time caller,
and has cookies enabled.

In this example the caller enters their phone number and name. The caller can specify that their
call is:
* by browser only (a text chat with an agent)

* by phone and browser (a PSTN voice call and text chat with an agent)
A request for an agent is sent over the IP network to the call center.

While the caller is waiting web refresh HTML pages are displayed in their browser that
correspond to the announcement they would hear if they were on a PSTN voice call. A new
web page can be pushed for every Call Center announcement.

When a Multimedia Call Center agent becomes available, the caller's phone rings.
The caller answers the call.

The Call Center routes the PSTN voice portion of the call to the Multimedia Call Center agent.
The agent's set rings and displays “www:ss” (where ss = skillset number) to signify that the
call is a multimedia call.

The agent answers the call on their set and the agent’s and the caller's audio path are
connected, and the agent and caller's web pages are synchronized. “The Multimedia Call
Center agent interface” on page 7 appears in the agent’s browser and the “The Multimedia
Call Center caller interface” on page 6 appears in the caller’s browser.

The agent pushes appropriate web pages to the caller. The agent can have a text chat session
with the caller.

P0935737 07




Chapter 1 About Multimedia Call Center 9

Data only calls

For this type of call, the caller needs an Internet connection. A data only call can include text chat
and pushed web pages.

How a data only call works
1 The caller clicks the voice button icon on a web page.

2 While the caller is waiting web refresh HTML pages are displayed in their browser that
correspond to the announcement they would hear if they were on a PSTN voice call. A new
web page can be pushed for every Call Center announcement along with information such as
the number of agents in the skillset and the number of calls in the skillset. For a full list of CGI
parameters see the Multimedia Call Center Web Developer Guide.

3 When a Multimedia Call Center agent is available “The Multimedia Call Center agent
interface” on page 7 appears in the agent’s browser and notifies the agent that they have a call.

“The Multimedia Call Center caller interface” on page 6 appears in the caller’s browser.

The agent pushes appropriate web pages to the caller. The agent can have a text chat session
with the caller.

Multimedia Call Center Set Up and Operation Guide



10 Chapter 1 About Multimedia Call Center

Requirements for using CallPilot Manager to set up
Multimedia Call Center

You set up Multimedia Call Center using CallPilot Manager, the web-based administration tool.
You access CallPilot Manager on a web browser from a computer on your network.

System requirements

Before you use CallPilot Manager to set up Multimedia Call Center, you must have your Business
Communications Manager system configured and Call Center installed. For how to enable a
software authorization code, refer to “Enabling a Software Authorization Code” on page 14.

Computer requirements

The computer you use to run CallPilot Manager must have:

*  WinNT or Windows workstation running P133 or later CPU (or compatible)
* 64 MB RAM, 10 MB disk space

e Minimum screen resolution of 1024 X 768 pixels

Browser requirements

To use Multimedia Call Center you must have:

e Java Runtime Environment (You can download the latest version of JRE from java.sun.com.)

» either Microsoft Internet Explorer 4.0 or later, or Netscape Communicator 4.0.5 or later, but
not Netscape 6.0

If you use Netscape Communicator, set these parameters:

* Enable Java: on

* Cached document comparison: every time

* If you use Netscape Communicator version 4.77 and not all the Call Center settings shown in
this guide appear in your browser, refresh the browser by clicking the View menu and clicking
Reload. If you still cannot view the settings, upgrade your browser.

If you use Microsoft Internet Explorer, set these parameters:

*  Check for newer versions: every visit to the page

* Java JIT compiler enabled: on
For more information about these settings, refer to your web browser online Help.
For more information about using CallPilot Manager or Nortel Networks Call Center, refer to the

CallPilot Manager Set Up and Operation Guide and the Nortel Networks Call Center Set Up and
Operation Guide.
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Chapter 1 About Multimedia Call Center 11

How to get help

USA and Canada

Authorized Distributors - Technical Support

Telephone:
1-800-4NORTEL (1-800-466-7835)
If you already have a PIN Code, you can enter Express Routing Code (ERC) 196#.

If you do not yet have a PIN Code, or for general questions and first line support, you can enter
ERC 338#.

Website:
http://www.nortelnetworks.com/support

email:
naitas @nortelnetworks.com

Presales Support (CSAN)

Telephone:
1-800-4NORTEL (1-800-466-7835)
Use Express Routing Code (ERC) 1063#

EMEA (Europe, Middle East, Africa)

Technical Support

Telephone:
00800 800 89009

Fax:
44-191-555-7980

email:
emeahelp @nortelnetworks.com

CALA (Caribbean & Latin America)

Technical Support

Telephone:
1-954-858-7777

email:
csrmgmt@nortelnetworks.com
APAC (Asia Pacific)

Technical Support

Telephone:
+61 388664627

Fax:
+61 388664644

email:
asia_support@nortelnetworks.com

Multimedia Call Center Set Up and Operation Guide
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Chapter 2
Setting up Multimedia Call Center

Setting up Multimedia Call Center involves:

Creating a user account for Multimedia Call Center

Enabling a Software Authorization Code

Setting Multimedia Call Center parameters

Assigning routing to Multimedia Call Center calls

*  How Multimedia Call Center calls work with Routing Tables
Routing Multimedia Call Center calls using the CLID/DNIS table
Assigning a callback route for Multimedia Call Center
Configuring outdialing using PRI lines

Assigning an outgoing line to a line pool

Creating a Multimedia Call Center dial plan

* Anexample of a dial plan that restricts calls based on their country
Setting the Maximum Outcalling Channels

Configuring the Dialing Translation Table

Creating a user account for Multimedia Call Center

You have the option of creating user accounts that let several people have access to Multimedia
Call Center settings. A user account lets users access their information, but not anyone else’s.

For example, if you have a Web Developer who creates custom web pages for your business, you
can create a user account for them. This gives them their own user ID and password that gives
them access to certain tasks, for example, downloading and uploading web pages, and viewing
web page lists. Another example is ABC Computers has weekly specials and wants to update their
information weekly. You can create a user account for ABC Computers that lets anyone who has
the user ID update their web pages.

For information on creating user accounts, refer to the Business Communications Manager
Programming Operations Guide.

Multimedia Call Center Set Up and Operation Guide



14 Chapter 2 Setting up Multimedia Call Center

Enabling a Software Authorization Code

You enable Multimedia Call Center by enabling the Multimedia Call Center software
authorization code on the Business Communications Manager Unified Manager. Before you
enable Multimedia Call Center you must have Call Center installed on your system.

To enable the Multimedia Call Center software authorization code

1 To log on to Unified Manager, point your web browser to the URL
https://bcm.<domain>
where <domain> is the domain name of Business Communications Manager system.
The Business Communications Manager Unified Manager screen appears.

2 Click the Configure button.
The Login screen appears.

3 In the User ID box type your user ID.
4 In the Password box type your password.

5 Click the Login button.
The Unified Manager screen appears.

6 Click the System key.

Click the Licensing heading.
The Licensing Setting screen appears.

8 On the Configuration menu click Add a Keycode.
The Applied Keycodes screen appears.

Group E it z  Foukt  Report  Tools  Logot  View Help

[47.65.138.69]
Comprehensive

CIFTERT T
|| | Licensing Setting

Systen Identifier [==ar=7n7o000

ete | Del AN

d (475
System
& @ Licensing
& @ Resources

& @ Services

& @ Management 4
© @ Diagnostics El - : BCM Dialog Box

Applied Keycodes

Feycods I | [} Gl |

Functionafty
H Save | Cancel
E [Ready
‘waming Applet Window

F!eadf...

9 In the Keycode box type the number of the keycode you want to enable.
10 Click the Save button.

11 Do not log off Business Communications Manager.
Go to “Setting Multimedia Call Center parameters” on page 15.
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Chapter 2 Setting up Multimedia Call Center 15

Setting Multimedia Call Center parameters

You must set the system name, public host name, signature, and how long the log files are kept.

To set Multimedia Call Center parameters

Log on to Unified Manager.

2 Click the Services key.

3 Click the Multimedia Call Center heading.
The Summary screen appears.

4 On the Tools menu click Multimedia Call Center Admin.
The Enter Network Password dialog box appears.

Group Edit Configuration Performance Fault
[47.65.138.69] ]

e [[Del All | Summany

B5.138.69)
3 MName .
Mukimedia Call Center Manager

& @ Resources |
9 @ Senices U -

= @ Telephony Sendces e S

& @ IF Telephony Verzian ,—

© @ Call Detall Recording 2020

€ @ LAN CTE Configuration || Desciict

® @ Console Sanice es2liption [ kimedia Call Center

- @ vaice Mail

= @ Multimedia Call Cantar

& @ VR

= @ DHCP

& @ DNS Enter Network Password 2=

= @ IF Routing

© @ SNMP | Please type and password.

H d POuT e Rame pa

& @ QoS Monitor b ;i

© @ Web Cache Site: 4TE513E9

= @ Net Link Mor

& @ Alarm Senice | Realm BCH

B @ NAT e

& @ VPN : User Mame ||

- @ Policy Management

© @ NTP Client Settings Pazswand |
@ 3 Management : g 3 i
€ @ Diagnostics ™ Sava this paszword in pour pazsword list

[

Faady

5 In the User Name box type your user name.

6 In the Password box type your password.
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16 Chapter 2 Setting up Multimedia Call Center

7 Click the OK button.
The System Administration page appears.

Other Administrative Functions
View system parameters.

Wiew Params |

Examune svstem log files.

Examine Logs |

8 Under the Other Administrative Functions heading, click the View Params button.
The System Parameters page appears.

‘J Multimedia Call Center System Administration - Microsoft Internet Explorer provids =101 x|
| Fle Ede View Favortes Toos Help [ = ]
| wBack - = - @ 3] A Dsearch [HFevorites PHstory |- S -2 3

| Address [£] http:/147.65.,129.75:6800wb-corbin]vBadmin,exe = @ ks »|

=l

System Administration

System Parameters
"System name" is the name of the BCM. *Public hostname" is the fully-gualified

domain name (FQDI) of the publicly-accessible system (either the BCM itself, or a
dedicated Internet proxy server).

System name:
Fublic hostname: |pcalyOmm

" Signature” is used on MMCC web pages to identify the product.

Signature: INnrleI Metworks Multime
Keep log files for [20=] days.

Update Params

Eack to Man Page

-
|#] Done [ [ [ obermet 4

9 In the System name box type the host name of your Business Communications system.
10 In the Public hostname box type the appropriate public host name for your system. Ask your
network administrator how your system is set up.

» If you have no firewall, or you use Business Communications Manager as the firewall,
enter the external IP address of your Business Communications Manager system.

* If you use a dedicated firewall/proxy server, enter its external IP address.
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Chapter 2 Setting up Multimedia Call Center 17

11 In the Signature box enter the signature you want to use. The signature is a tag that appears on
Unified Manager pages for Multimedia Call Center. The default signature is Nortel Networks
Multimedia Call Center. You can change the signature.

12 From the Keep log files for list box, select how long you want to keep log files. The default is
20 days.

13 Click the Update Params button.
A message appears that the parameters are updated.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

Updated server params.

14 Do not log off Business Communications Manager.
Go to “Assigning routing to Multimedia Call Center calls” on page 18.
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18 Chapter 2 Setting up Multimedia Call Center

Assigning routing to Multimedia Call Center calls

You must assign how Multimedia Call Center calls are routed. The standard method of assigning
call routing is to specify the initial skillset in the web link that is used to initiate the call. See the
Multimedia Call Center Web Developer Guide for details. You specify the skillsets to be used to
the web developer, who includes this information on the customized web pages for your company.

If you use Professional Call Center, you can also use the callback number information for a
Multimedia Call Center Call, to move the call to another skillset or change the call’s priority
within the skillset. The callback number is processed by the CLID column.

Note: The skillset defined in the HTML tag is used unless there is an overriding rule in
=>|  the CLID/DNIS table.

How Multimedia Call Center calls work with Routing Tables

When you set up your Call Center, you create Day and Night Routing Tables for each skillset. To
route Multimedia Call Center calls effectively, you must understand how routing steps affect
Multimedia Call Center calls. For example, you can set up the Night Routing Table so that when
your Call Center is closed, Multimedia Call Center calls will transfer to a mailbox or another
number.

Before a Multimedia Call Center call is connected to an agent, these Intelligent Overflow actions
disconnect the call in the caller’s browser and display a message to the caller:

e transfer to Skillset mailbox
e transfer to external or internal DN
e transfer to Automated Attendant

» transfer to Operator

Before a Multimedia Call Center call is connected to an agent, these actions route the call as
expected:

*  Overflow to other skillsets

* Move to another skillset

*  Change priority of call

For information about setting up Day and Night Routing Tables, refer to the Nortel Networks Call
Center Set Up and Operation Guide.
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Routing Multimedia Call Center calls using the CLID/DNIS

table

If you do not want to use a CLID/DNIS table, continue with “Assigning a callback route for
Multimedia Call Center” on page 23.

4

On the Unified Manager, click the Services key.

Click the Voice Mail heading.
The Summary screen appears.

On the Tools menu click CallPilot Manager Admin.
The Administration Login screen appears.

Group Edit Configuration Performance Fault Report Logoff View Help
[47.65.138.69] Jrea———
Comprehensive [ Summary |
Add |Ql.‘|(.‘|(.‘ Del All | o]  Summary
@ P BCM (4765.138.69) B
© @ System Mare Iw‘—
ok M.
@ @ Resources anager
9 @ Services ’U—'
©- @ Telephony Services Stws (Up ¥
© @ IP Telephony N E T —
© @ Call Detail Recording 3n.30.00.22
© @ LAN CTE Configuration -
© @ Console Servce Desciplion [B54 aice Mai

@ @ Voice Mail

@ @ Multimedia Call Center
@ VR

© @ DHCP

@ @ DNS

@ @ IP Routing

@ @ SNMP

@ @ QoS Monitor

® @ Web Cache

© @ Met Link Mor

@ @ Alarm Service

@ @ NAT

@ @ VPN

® @ Policy Management
© @ NTP Client Settings

@ & Management
- @ Diagnostics

Ready ...

In the Password box type your system administrator password.
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20 Chapter2 Setting up Multimedia Call Center

5 Click the Submit button.
The CallPilot Manager screen appears.

NEIRTEL
NETWORKS

Password:

Administration Login
—

Prompt for new password: [

anc |

NERTEL
QNET\"OEKS

Mailbso Adiinist ation
Auto-Attendant

Custom C.

Main Menu

Add Madlbox
ChangeiTielete Mailbox

Group List &dmmstration
System Properties

Networking

Call Comter

Repats

Configur ation

Operations

Operator Settings
Logout

6 Click the Call Center heading.

7 Click the CLID/DNIS Routing Table link.
The Intelligent CLID/DNIS Routing page appears.

|

Mailbox Administration

Auto-Attendant

Custoin Call Rowtting

Networking

Call Center
j=t w
Add Many Agents »
Shillset List =
. Pr .

Greetings *

Caller Input Rules =
CLIDONIS Routing Table

Reports

Configuration

Operations

NERTEL
NETWORKS

« Wan * Lot - help

Intelligent CLID/DNIS

Routing

Line CLID/ANI DNIS Action Commands

End

inzert
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Chapter 2 Setting up Multimedia Call Center 21

Click the Insert link to assign how Multimedia Call Center calls are routed.
The CLID/DNIS Setup page appears.

N s

= Maln = Logout = Help

CLID/DNIS Setup

Line: I—

CLID/ANI: [
DNIS: [
Multimedia Calls: r

 Change Call Priority Only

New Call Priority: IND Change 'l

Submit Cancel |

Select how you want Multimedia Call Center calls to be routed:

* If you want Intelligent CLID/DNIS routing to apply to Multimedia Call Center calls,
select the Multimedia Calls check box and do not enter information in the Line or DNIS
boxes.

*  Select the action and call priority.

*  Click the Submit button.

The Intelligent CLID/DNIS Routing page appears.
The routing rule you created appears in this table.

The CLID/DNIS Routing table below shows three examples of Multimedia Call Center
rules.

MO s

= Maln = Logout = Help

Mailbox Administration g
Auto-Attendant Line CLID/ANI DNIS Action Commands
4021 Skillzet 1 Inzett Change Delste
Custom Call Routing Muktimedia 4033 Skillzet 2, Priority 18 Inzert Change Delete
muttimedia 4053 Priarity & Inzett Change Delste
Networking Muktimedia Skillzet 2, Priority 4 Insert Change Delete
Endl Inzert
Call Center
Acperit List =
Add hany Agents =
Skillzet List =
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22 Chapter 2 Setting up Multimedia Call Center

In the first Multimedia Call Center rule, Multimedia Call Center calls with a CLID or ANI
of 4033 are routed to skillset 2 and given a priority of 18.

In the second Multimedia Call Center rule, Multimedia Call Center calls with a CLID or
ANI of 4053 change to a priority 8.

In the third Multimedia Call Center rule, Multimedia Call Center calls that do not match
the other rules shown in this table are routed to skillset 2 and given a priority of 4.

You can use the wildcard character ( * ) for Multimedia Call Center rules. For example, if
you want to program all Multimedia Call Center calls from a specific area code such as
403 to have a high priority and go to skillset 1, select Multimedia Calls, enter 403* and
select priority 1 and skillset 1.

10 Do not log off CallPilot Manager.
Go to “Assigning a callback route for Multimedia Call Center” on page 23 and assign a
callback route.
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Assigning a callback route for Multimedia Call Center

A callback route must be set up for Call Center to connect to the caller’s phone. You can program
the callback route on a per skillset basis by programming the skillset mailbox, or on a system-wide
basis by using the system administration mailbox. The callback route is determined as follows:

» If you program a skillset to have a callback route associated with it, Multimedia Call Center
uses the callback route that you have programmed.

* If you do not program a skillset to have a callback route, but you program the system
administration mailbox to have a callback route associated with it, Multimedia Call Center
uses the callback route that you have programmed.

e If you do not program a skillset or the system administrator mailbox to have a callback route,
Multimedia Call Center uses Pool A.

To assign a callback route for a skillset or the System Administrator mailbox

1 On CallPilot Manager, click the Mailbox Administration heading.
The Mailbox List page appears.

2 Click the Change link for the mailbox that you want to assign a callback route to, either the
system administrator mailbox or the skillset mailbox.

NEIRTEL

“msn < Logeut « mip

Mailbox List
Mailbox Administration Hame Number Type Commands
gk aikoors * GENERAL_DELIVERYMB 100 Genersl Delivery Chanoe  Activity Fset Password
f‘“’ff‘o"f?"“:”'-" SYSTEM_MAMAGERMB 102 Adminisirstor Charme  Activity Reset Password
ki Moy Malboes -
Grown Lists *

Clags of Service NQRTEI.
NETWORKS
Auto-Attendant

Curstom Call Rowting

etmonking Administrator Mailbox 102
Call Conter Extension: W
ﬁ Last Name: m
First Name: e
Configuration Class of Service: ’il
Onerations Display In Directory: ¥
Enable Message Waiting: &
Spoken Name: Nat Recorded Voice...
Dutdial Type: lm l_ (Linefaal )
Alternate Ext 1: l—
Alternate Ext 2: ’_
Enable Call Screening: [
Express Messaging Line: ’_

Submit | Cancel

3 Select an Outdial Type.
If you are not sure of which outdial type to select, ask your System Administrator.
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If you select Pool, enter a number between 1 (for Pool A) and 15 (for Pool O). Make sure
that this Pool has lines assigned to it. Refer to “Assigning an outgoing line to a line pool”
on page 29.

If your system uses PRI lines for outdialing, select Route as the outdial type. Ask your
System Administrator what the PRI routing code is.
If you use PRI lines, you must also:

make sure the routing table is set up correctly.
Refer to “Configuring outdialing using PRI lines” on page 25.

create whatever calling restrictions you need, including the routing code.
Refer to “Creating a Multimedia Call Center dial plan” on page 31.

configure the Dialing Translation Table.
Refer to “Configuring the Dialing Translation Table” on page 35.

4 Do not log off.
If you use PRI lines, go to “Assigning an outgoing line to a line pool” on page 29.
If you use a line pool, go to “Configuring outdialing using PRI lines” on page 25.
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Configuring outdialing using PRI lines

If you use Primary Rate Interface (PRI) lines, you must configure the outdialing for your Call
Center. If you don’t, go to ““Assigning an outgoing line to a line pool” on page 29.

1
2

On Unified Manager, click the Resources key and click the Media Bay Modules key.

Click the Bus key for the module number of your PRI Media Bay Module.

Ask your System Administrator or Installer for the module number of your PRI Media Bay
Module. For information about dipswitch configuration refer to the Business Communications
Manager Installation and Maintenance Guide.

Click the Modules on Bus key and click the Module 1 heading.

Group Help
[47.65.138.69] [
Comprehensive Al Buz 02-Module 1 |
|| -Bus 02-Module 1
@ GP BCM (47.65.138,60) ] _
€ @ System : Modhde type | PRIl hd
¢ @ Resources i
& @ LAN d 1 of ines/oops [0
- @ WA 4 5
& @ Media Serices Card : Low refoop [jne 291
¢ @ Media Bay Modules H
& Bus 0 : Highlireloop [15e 233
§ Bus02 : L
9 Modules on bus g Fratocal NI—F
© Module 1 : e =l
@ Ports on bus : MSF Estension More -
& Bus 03 G =
€ Bus 04 | B channel selection Descending Sequertid ||
© Bus 05 : T
@ Bus 06 : Docksowce [Pinay [ ]
® Bus 07 5
@ Bus 03 i
@ @ Dial Up
@ @ Services
© @ Managemant
@ @ Diagnostics

Record the Low line/loop assignment that is shown. You will need this for step 7.
Make sure that the protocol is set to be compatible with your PRI service provider.

On the Configuration menu click Disable, and then click Enable.

Click the Services key, click the Telephony Services key, click the Lines key, click the
Physical lines key, click the All physical lines key and click the key for the Low line/loop
number that you recorded in step 4, (in this example Line 211).
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7 Click the Trunk/line data heading.
Verify that the line type is a PRI Pool.
Record the Pool letter. You need this for the “Use Pool” value in the routing table.

Group Edt Canfiguration Peafsamani s Fault HAepmt  Tools  Logoff  View  Help

emel |/ Line 2117 data |

Add [Delete [[Del A | Line 24 1. Trunkline data

P @ BOM [bntmey)
Twmkwoe (G

o= @ Syslem
O @ Pecn -

& wolP linas

T Fhmical ines
@ Enabled physical linas

@ Line 121

@ Ling 122
& Ling 123

& Resinchons

@ Ling 212
@ Linge 313
@ Line214
@ Line 214
@ Linge 316
& Line 217
@ Line 2139
@ Ling 219
@ Lire 330
@ Line 231
@ Lne 212
o Line 313
.

Foady

8 Scroll down to the Call routing key and click it. Click the Routes heading and click the Add
button.
The BCM Dialog Box appears.

Group Edit Comfiguration  Pesformance  Faul  Report  Tool:  Logofi  View Help
[beittrey]
Comprehensive :
| [Add[ e [Detan | _ | T =
¥ 230;;;;:;:“"” 1= Add Routes |
& @ Fusoures
T @t i (TN |
& @ Telsphony Sonices
e Jygtern OMNg
& Lings
= Resiriction Tars | | swee | | comee | |
7 Call routn
. B [Fiwaiy
[Warrieg: Appt windarn

& Dpsination codes
@ Scheduled senices
- Syslern speed dial
B General selings
B Hunl grouns
@ Comaanion
S Hogpitakly
O Telon fealures
= @ P Telaphony
@= @ Call Detail Recording
= @ LANCTE Configuration
@ @ Corsole Seiice
2 @ Yaics Mail
@ @ ullimedia Call Genter
@ VR
@ @ DHCP
o @ DS
& @ IF Routing
ey

9 In the Route box, type a route number. In this example route 002 is shown.
10 Click the Save button.
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11 Click the Routes key and select Route you created.
From the Use pool list box select Pool PRI-A.
From the DN type list box select Public.

Girowp Ed nfiguiation  Pesfarmance b Report Tac cqodf  Wiew  Holp
[brittney] D Rome B0F |
Compd shen sivis | Poute 002 |

(] Delete | 04 | Rowte 002
CM ( brittnery ) =
Exdaial #

250U
o
& @ Tel .
e N —
® Unes

B Resvictian fillérs
i Call moufing
Foute 000
Froule Dil1
@ Deshnalion cadss
& Scheduled serces
@ Swstam speed dial
& Ceneral setings
€ Hurdgroups
&= Companion
& Hosailality
& Telea featires
& @ IF Telephony
8 @ Call Detail Recording
& @ LA CTE Corfigursson
& @ Consale Sendce
B @ Voice Ml
& @ Musimedia Call Cenler
&9 NR
@ OHCFR
= @ DNE
o in

Fhﬂh‘ B

12 To configure destination codes, click the Destination codes heading and click the Add button.
The BCM Dialog box appears.

Gioups fil  Ganfig stion iloaman Faull poat T Lo View  Halg
et rozy]
Comprahensive
Add | (oo [Delan | =
ines =
& Eg?:.f,::."nﬂ] g Add Destination codes |
= <=L o U
. oo coe o 7]
9 @ Telephoiy Senices b
& Systerm OHE -
@ Lingés 2 = = >
B FesiricHee filars ke I | Save | Cancel | I
b
B Tole: B [Ready
& \Waiming: Apple: Window
dd

9

E

Ig_
gz

B ce;m\\'cwx\\'»i

@ Scheduled seres All
@ Cyslem speed disl
O Genersl settings
@ Hunl groups
O Cargaalin
@ Hospalite
@ Teloo feabunes
& @ IF Telophormy
@ @ Call Detsil Reconding
& @ Lan CTE Configuration
@ @ Congols Serdce
& @ Voira Mail
== @ Mullimedia Call Cerer
=@ VR
= @ DHCP
@ @ DNS
& @ IF Rouling
@ @ SHKF

T

Kl

13 In the Destination code box type the destination code you want to use.
In this example 8A is shown. (A represents any). This means that any dialed number that starts
with 8 uses PRI-A, that is, routing code 8 uses Pool PRI-A.

14 Click the Destination Codes key and click the key for the destination code you created. Click
the Schedules key and click the Normal heading.

15 In the Use route box change the route number to 002.

Multimedia Call Center Set Up and Operation Guide



28 Chapter 2 Setting up Multimedia Call Center

16 Configure the absorb length. From the Absorb length list box select an absorb length.
Set the absorb length so that the routing code is not actually dialed.
In this example, 8A is the destination code, with an absorb length of 1. This means that the 8 is
absorbed, and only the digits after it are dialed out on the PRI line.

Growp Ed Candigural ion Pl pamanics i Hupost f Lol i Help
[Brittney] :
Comprehenzive [l |
Add | Delel Drel Al A BA-Hommal
@ @ BOM [ biitney ) ;
@ @& System Uze oule | Fioute (02 1=
2 @ Fesources e —)
T @ Sorces bt gl |1 |

§ @ Telephony Serices
D= Syctern DMe
@ Lnes
2 Resliction fillers
4 g

T Roufes

& 75
B
@ Sehedules
ot
Taigh
Evening
Ladrecky
Sohad 4
Schad 5
Sched
@ il cards

D= Sehaduled serices
2 Systern spaed dial
2 General seSngs
& Hunl groups
& Companion
@ Hospitality
o Talvn faaturas

o @ IP Tesephony

.

Feody

17 Now configure the public DN length. This is the length of digits after the prefix that agents can
dial. Click the General settings key, click the Dialing plan key, click the Public Network
key, click the Public DN lengths key and from the list select the prefix that selects PRI for
outdialing.

In this example the prefix is the number 8 and the DN length is 10 digits.

Group fit  Configustion e semance Fault epoat Toe Lagalf View  Help
[baittre=y] —_——

Comprehensive | Prefc & |

Adil | Dalete | Dl A1l Priefis

L ]
O —

Talephony Semces

@ Syslem OMe

@ Lings

& Reslriclion ters

@ Call routing

@ Schedulid senaces

@ Systern spaed disl

@ General sellings

& Fasiune sefings

& poriel IP terminals
Timars

& Dirgctdial

& Fahurk
PUBIE netwrk
© Pubike DM beng
Fref: Deda
Prefix 0
Freflx 00
Prefix 01
Frefa o1
Profix 1
Frefx 411
[EmhE] |,
[ il v |
Ftete ..

18 Log off Unified Manager.
Do not Assign an outgoing line to a line pool.
Go to “Creating a Multimedia Call Center dial plan” on page 31.

P0935737 07



Chapter 2 Setting up Multimedia Call Center 29

Assigning an outgoing line to a line pool

You must assign an outgoing line to a line pool so that Multimedia Call Center accepts callback
calls. In this example, a line is assigned to Pool A. You do not need to do this procedure if you use

PRI lines.

To assign an outgoing line to a line pool

On a telset, enter Feature 985 to display the Voicemail DN.

On the Unified Manager screen, click the Services key.

From the Prime Line list box select Pool A.

Repost T oals ogofl  View

| DN Z21-Line access |
DN Z21-Line access

1
2
3 Click the Telephony Services key.
4  Click the System DNs key.
5 Click the All System DNs key.
6 Click the key for the Voicemail DN.
7 Click the Line access heading.
8

Grougp Edil  Conligusation

39 sou (405 13909)

= @ Sysiam

& @ Resounes

¢ @ Services

-

-3
L3
&
¥

@ @ Telephony Sanices
L
© activ 581 DS

tem DMz

Active Companion D=
Achve applicahion DNz
Inaciboe Dl
ANISOMDECT DMg
All systam DNg
§ DNIX
Ceneral
- Line access
& Capabilfies
&= Uiger preference s
& Rasiriclions
Telto fealues

[=}
zZ=

rPRPRIFTOPROY
coooDoooDooD

h

EZZZEZZZZTZZ
=

BHEEEEEENR

gy
fgs

g R ]
% Inkercom keys ﬂg
Ol ke [FolA
Poci H
Hone
I

£l

9 Click the General Settings key.
10 Click the Access Codes key.
11 Click the Line pool codes key.

12 Click the Pool A heading.
The Pool A screen appears.
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13 Make sure that Access code is set to 9.

DM B18
e O 20
= DN B
& 0N 62T
& DN B33
= DM E24
& Lnes
e Reskiction fiters
@ Call iouting
® Bcheduled semces
@ Epitem soied dial
§ Caneral settings
© Feature seRngs
@ Natel IP terminals
Timers
© Dirgct dial
@ CAP assighrment
& Dialing plan
P Access codes
® Line paol codes

14 Click the Lines key and click the key for the number of the line you want to use for outdialing.
15 Click the Trunk/line data heading.

oM B20
= DN 621
B DM 22
& O 623
& DN G2d
9 Lines
= P lines
& Pryzical lines
& Targél lings
9 Alllines
& Line 001
& Line 002
= Line 003
& Line 004
& Line 005
®= Line 006
& Line 007

&= Line 018
oF

16 In the Line type list box make sure that Pool A is selected.
Do not log off. Go to “Creating a Multimedia Call Center dial plan” on page 31.
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Creating a Multimedia Call Center dial plan

You can create a callback dial plan that restricts Multimedia Call Center from calling certain
numbers. When you create a dial plan you add restrictions to the DNs that Business
Communications Manager uses for callback. This limits where MMCC will accept calls from, for
example you can create a restriction that limits calls to local calls from your service area.

You can add restrictions to skillset and the Voicemail DNs. You can display DNs by entering
Feature 985 on a set.

Note: If you add a restriction to the Voicemail DN you also restrict all outcalling calls,
including external transfers from CCR Trees, Off-premise Message Notification and
Outbound Transfers.

An example of a dial plan that restricts calls based on their country

Bridgestone computers sells computers in the United States and Canada, and has different
information for prices and shipping depending on the country.

The Call Center administrator sets up restrictions for the U.S. and Canada skillsets. When a caller
in the U.S. clicks the HTML link and enters their phone number, the restrictions for the US skillset
recognize the caller’s U.S. area code, and calls back telephone numbers within the US.

To add a restriction to the Business Communications Manager system

Click the Services key.

Click the Telephony Services key.
Click the Restriction filters key.

A WO N =

Click the key for the filter you want to add a restriction to.

Multimedia Call Center Set Up and Operation Guide



32 Chapter 2 Setting up Multimedia Call Center

5 Right-click the Restrictions heading and click Add.
The Add Restrictions dialog box appears.

Group Edit Configuration Performance Fault FHeport  Tools Logofi  View Help

[47.65.138.69]
Compiehensive
Add| oo |Del AN
9 &) BOM (4T E513869)
@ @ System
e @ Resources
9 @ Services
§ @ Telephony Senices
@ Systemn DNs
& Lines
@ Loops
9 Restriction filters
@ Filter 00
® Filter 01
@ Filter 02
© Filter 03
9 Filter 04
e T i
e ritorgs = BCM Dialog Box 3 |
Delete All -
® Filter 06 g Add Restrictions
@ Filter 07 :
& Filter 09 B
& Filter 10 .
@ Filter 11
@ Filter 12 E [
& Filter 13 E M |M
& Filter 14 eady
© Filter 15 H : Bppiet
@ Filter 16 i e .
@ Filter 17
& Filter 18
& Filter 19
P

[4]

[Fe=x

6 In the Digits box, type the digits you want to restrict.
If your outdial type is Route, enter the routing code before you add the digits you want to
restrict. For example, if your routing code is 8 and you want to restrict numbers that begin with
403, enter 8403.

7 Click the Save button.

8 Click the Services key.

9 Click the Telephony Services key.

10 Click the System DNs key.

11 Click the All system DNs key.

12 Click the key for the Voice Mail DN or the DN of the skillset you want to add a restriction to.
13 Click the Restrictions key.

14 Click the Set Restrictions key.

15 Click the Schedules key.
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16 Click the Normal heading.

Group Edit Configuration Performance Fault Heport Tool: Logoffi View Help

[47.65.138 69] | DN 222 Homal |

| - DN 222.Normal

T —

e
[add [Detete [Det An |

@ GJ BCM (47.65.138.89)
@ @ System
& @ Resources
§ @ Senices
9 @ Telephony Senices
@ System DNs
@ Active se1DNs
- Active Companion DNs
© Active application DNs
@ nactive DMs
@ AllISDMDECT DNs
9 All system DMNs
® DN 2
© DN222
Genaral
© Line access
- Capabilities
© User preferences
9 Restrictions
§ Setrestrictions
@ Schedules
Hormal
Night
Evaning
Lunch
Sched 4
Sched &
Sched B
@ Linesset restrictions
Telco features

[l

rﬁuachl

17 In the Use filter box type the filter number. The default restriction filter is 00.
For more information on programming dialing plans and filters refer to the “Configuring
Business Communications Manager Services" section of the Business Communications
Manager Programming Operations Guide.

18 Do not log off. Go to “Setting the Maximum Outcalling Channels” on page 34.
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Setting the Maximum Outcalling Channels

When you install Multimedia Call Center on your system, set the Maximum Outcalling Channels
to a value higher than 1. The default number of voice channels assigned for outcalling is 1. Also, to
ensure that the Outcalling Channels do not consume all the available voice channels, set the

Outcalling Channels to a number lower than the minimum number of voice ports. For information
on how to change the minimum number of voice ports refer to the MSC Configuration chapter of

the Business Communications Manager Programming Operations Guide.

If you do not set the Maximum Outcalling Channels to higher than one, callers see the “Lines busy

message” on page 52.

1 On CallPilot Manager, click the Configuration heading.

2 Click the System Properties link.

The System Properties page appears.

NERTEL

NETWORKS"

Mailbox Administration

Auto-Attendant

= Maln = Logout

Configuration

Please choose a confipuration option.

el .

Custom Call Routing

Metworking

Call Center

Reports

Configuration

System Properties =

Dialing Translation Properties =
Dialing Tranzslation Table *
Switch Properties =

Access Passwords =

Fax Properties =

Operations

System Properties

Voice Mail Version:

Max Duicalling Channels:
Enable Voice Mail:

Enable Group List:

Group List Leading Digit:
Enable External Initialization:

Make Directory Available:

Enable General Delivery Mailbox:

Enable Redirect DN:

Enable Bilingual:

Primary Language:

Ahemate Language:
Canadian Pronunciation:
Directory Search By:

Enable CallPilot User Interface:
Name Prefix:

Special Prefix:

Primary Ul Siyle:

Canc

-
=
=
=

-|-|'<1t|-|?|'<1t|ﬁ|-

|English [Morh American) vI
|English [Morh American) vI
T ttor hotn American English only)

IL,nst MNarme =

HEER

3 In the Max Outcalling Channels box type a value higher than 1.

4 Click the Submit button.

5 You can log off CallPilot Manager and return to Unified Manager. Do not log off Unified
Manager. Go to “Configuring the Dialing Translation Table” on page 35.
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Configuring the Dialing Translation Table

If your outdialing type is route, configure the Dialing Translation Table to add your routing prefix

to the callback numbers.

1 Click the Services key and click the Voice Mail heading.

The CallPilot Manager screen appears.

2 On the Tools menu click Call Pilot Manager Admin.
The CallPilot Manager Administration Login page appears.

Group

[47.65.138.69]
Comprehensive

9 Gl BCM(4765138.69)

o @ Systemn

@ @ Resources

? @ Senices E
© @ Telephony Services|:

© @ P Telephony

© @ Call Detail Recordir| ¢
@ @ LAN CTE Configura

@ @ Console Service
@ @ Voice Mail

@ @ Vvoice Button
@ @ DHCP

@ @ DNS

© @ P Routing
@ @ ShMP

€ @ 0os Monitor
€ @ Web Cache
© @ Net Link Mgr
S @ Alarm Service
@ @ MAT

@ @ VPN

@ @ Policy Management|
@ @ MTP Client Settings

@ @ Management :
© @ Diagnostics

<]

Tools Help
: | CallPilot M Admin
‘| Summary |
Summary
Name [co) Filot Manager
Status | Up =

R ——
Description [BEm voies Mal

[Feady

3 In the Password box enter the CallPilot Manager password and click the Submit button.

4 Set up Dialing Translation Tables so that when Call Center dials a callback number, it first
dials the routing code to access the PRI pool. Call Center can use callers’ phone numbers as
entered.
Click the Configuration heading and click the Dialing Translation Table link.
The Dialing Translation Table page appears.
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5 Click the Add button.
The Dialing Translation Setup page appears.

= Maln = Logout = Help

Configuration

Mailbox Administration Please choose a configuration option.

Auto-Attendant

Custom Call Routing Dialing TI’&HS'&tiOH Table

Networking Input Value Output Value Commands
Add

Call Center

Reports

Dialing Translation Setup

Configuration
System Properties =

Dialing Tranzlation Properties =
Dialing Transkstion Table = Input Value: |

Switch Properties
Access Passwords = Cutput Value: I

Fax Properties =

Operations Submit | Cancel |

6 In the Input Value box enter the number you want to translate.
In the Output Value box enter what you want to translate the number to.
In this example, the number 4 is translated to 84. This means that when a Multimedia Call
Center callers enters a number that starts with 4, Call Center automatically adds the prefix 8.

7 Click the Submit button.
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Chapter 3
Multimedia Call Center agents

Setting up Multimedia Call Center agents involves:

Enabling Multimedia Call Center agents

Adding Multimedia Call Center agents to Call Center

Adding more than one agent

Installing Multimedia Call Center software on an agent’s computer
Configuring an agent's server settings

Configuring an agent’s name

Enabling Multimedia Call Center agents

With the Nortel Networks Multimedia Call Center Software Authorization Code you can enable
all your Call Center agents as Multimedia Call Center agents. If you need more agents, you can
purchase additional agent Software Authorization Codes that enable an additional 1, 4, 8, 16 or 32
agents.

To enable Multimedia Call Center agents

1

Follow the steps in “Enabling a Software Authorization Code” on page 14 to apply the Call
Center Agent Software Authorization Code for the number of agents you want to enable.

Do not log off Business Communications Manager.
Follow the steps in “Adding Multimedia Call Center agents to Call Center” on page 38 to add
Multimedia Call Center agents to Call Center.
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Adding Multimedia Call Center agents to Call Center

1 On the Unified Manager, click the Services key.

2 Click the Voice Mail heading.
The Voice Mail screen appears.

3 On the Tools menu click CallPilot Manager Admin.
The Administration Login screen appears.

Eon Edit Configuration  Performance  Fault Report [EMM Lovoff View Help

J i M il
[47.65.138.69] rsi 1 CallPilot Admin
Comprehensive ‘| summary | s
Summary

@ G BCM (47 65138.69) :

@ @ Systern Name l—
& @ Rosouroes 5 Call Filot Manager
P @ Services ; ,uiv
@ @ Telephony Services| lle LD
@ @ P Telephony : on IW—
S @ Call Detail Recardir &
© @ LAN CTE Configuraf &

© @ Console Service ||| D=siEten [Ben oica Mail
@ @ Voice Mail :
@ @ Voice Button

@ @ DHCP

@ @ DNS

@ @ P Routing

@ @ SNMP

@ @ QoS Monitor

@ @ \Web Cache

= @ Met Link Mar

@ @ Alarm Service

S @ NAT

@ @ VPN s

© @ Policy Management

@ @ NTP Client Settings | ¢
G @ Management
©- @ Diagnostics

1|'7»

Feady

4 In the Password box type the system administrator password.
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5 Click the Submit button.
The CallPilot Manager Main page appears.

NEIRTEL
MNETWORKS
- Hows -t

Administration Login
Password: [—

Prompt for new password: [

anc |

NERTEL

i ~Lagout < Hap

Main Menu

Add Madlbox
ChangeiTielete Mailbox

Mailbas Adeministration

Buto-Attendant Group List &dmmstration
System Properties
Custom C Operator Settings
Logout
Networking
Call Coater
Repoits
Configur ation
Operations

6 Click the Call Center heading.
7 Click the Agent List link.
The Agent List page appears.

NERTEL
NETWORKS'

Agent List

ID Name Super. Commands
Add

Mailbox Administration

Aurto-Attendant

Custom Call Routing

Networking

Call Center
Agent List
Add Many Agents *
Skitget Ligt »
General Properties *
Crestings
Caller Input Fules =
CLIDIDNIS Routing Table »

Reports

Configur ation

Operations

8 Add a new Multimedia Call Center agent to the Call Center or change a Call Center agent’s

settings:
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e If the agent has been added to Call Center and you want to enable them as a Multimedia
Call Center agent, click the Change link for the agent.
The Change Agent page appears.

* If the agent has not been added to Call Center and you want to add a new agent as a
Multimedia Call Center agent, click the Add button.
The Add Agent page appears.

NEORTEL
NETWORKS'

- - Logout - Help

Add Agent

Agent ID: "I—

Name: W

Supervisor: r

Automatic Answer: r

Missed Call Option: | iMake Not Ready (Return To Skillset) j

Accepted Call Types: |Voice =
Submit | Cancel |

9 From the Accepted Call Types list box select whether the agent takes Multimedia calls or
Call Center and Multimedia calls. See “Accepted Call Types” on page 42 more information.

¢ Select Multimedia if you want the agent to take multimedia calls.

* Select Both if you want the agent to take multimedia and Call Center calls.
10 Click the Submit button.

P0935737 07



Chapter 3 Multimedia Call Center agents 41

Adding more than one agent

You can save time by adding more than one agent at a time. When you add multiple agents, the
agents have the default agent name and parameters.

To add more than one agent

1 Start CallPilot Manager.
2 Click the Call Center heading.

Click the Add Many Agents link.
The Add Many Agents page appears.

| NEORTEL
MNETWORKS

- main - Logout “Halp

Add Many Agents
1D Range: me:|1_ To:'z_

Supenvisor: [T

Automatic

Answer: r

gl':?::.l Call [Make Not Ready (Retum To Skillset) =]

Accepted m
Call Types: !

Submit | Cancel |

4 In the From box type the lowest agent ID number of the agents you want to create.

5 In the To box type the highest agent ID number of the agents you want to create.
The Agent ID numbers you enter must be between 1 and 250.

6 Select the Supervisor check box if you want the agents to have Supervisor status.
Select the Automatic Answer check box if you want calls to be force-delivered to the agents.

8 From the Missed Call Option list box select Make Not Ready (Return to Skillset) or
Automatic Logout.

9 From the Accepted Call Types list box select whether the agent takes multimedia calls or Call
Center and multimedia calls. See “Accepted Call Types” on page 42 more information.

¢ Select Multimedia if you want the agent to take multimedia calls.

¢ Select Both if you want the agent to take multimedia and Call Center calls.

10 Click the Submit button.
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Note: Any agents who have an agent ID number that is between the numbers you enter
in the From and To boxes are not changed. These agents are not included in the number
of agents added.

Accepted Call Types

The Accepted Call Types parameter determines what type of calls are routed to an agent. This
parameter also determines whether an agent must log onto a telephone, Multimedia Call Center or
both.

This table shows what capabilities agents have depending on their Accepted Call Types and what
they are logged on to.

T Can you have phone | Can you have
ype of calls A | d Are you logged C h . db b |
ou can re you logge onfo Multimedia | €@ You have voice and browser rowser only
);eceive onto a telephone? Call Center? calls? Multimedia Call | Multimedia Call
) Center calls? Center calls?
. No Not permitted No --- ---
Voice
YES Not permitted YES
No No No No
Multimedia No YES --- No YES
Call Center YES No No No
YES YES - YES YES
No No No No No
No YES No No No
Both
YES No No No No
YES YES YES YES YES
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Installing Multimedia Call Center software on an agent’s
computer

You must install and configure the Multimedia Call Center software on the computer of each
Multimedia Call Center agent.

Requirements for agents using Multimedia Call Center

To use Multimedia Call Center, agents must have:

Internet Explorer 5.5 with SP 2, or a later version of Internet Explorer

any of these operating systems: Windows 95B, Windows 98SE, Windows NT4 SP5 (or later),
Windows 2000, Windows ME or Windows XP

a Pentium II processor at 233MHz, minimum (Pentium III at S00MHz or higher
recommended)

64 MB of RAM, minimum (128 MB or higher recommended)
30 MB of free hard drive space
Java runtime version 1.4.0 or later (available from java.sun.com)

a network card and an Internet connection

To install Multimedia Call Center software on an agent’s computer

1

On the agent’s computer, point the web browser to the URL

https://bcm.<domain>:

where <domain> is the domain name of Business Communications Manager system.
The Business Communications Manager Unified Manager screen appears.

Business Communications Manager

Unified Manager

Dbz ?ﬂ | System Admimstration & MManagement

- Cliot Acoess Home Puge

Wizards Setup and Management Wizards

Install Clients |,

Download Desktop Applications
calPilot | [IFE| CatPitor Manager
Documentation Documentation, Product Overniew & Tips
EBRU Backup Restore Utllity

Maintenance | 225 || Product Mamtenance and Support

Click the Install Clients button.
The Download Client Applications page appears.

In the left frame, under the Call Center Applications heading, click the Multimedia Call
Center link.
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Note: You must install Java Runtime Environment (JRE) before you download

=»|  Multimedia Call Center to the agent’s computer.

4  Click the http://java.sun.com link and download Java runtime version 1.4.0 or newer.
The File Download dialog box appears.

File Download o |

“rou have chosen to download a file from this location,

ESD from .. hozt1 . sjc-colo. bbnplatet. com

Wwhat would you like ta do with this file?

™ Run thiz program from its curent location
" Save this program ta disk

¥ Zliways ask before opering this tupe of file

Ok I Catcel | Mare Infa |

5 Click the Save this program to disk option and then click the OK button.
The Save As dialog box appears.

6 Navigate to where you want to download the file to and click the Save button.

7 Locate the downloaded file and double-click the icon to install Java Runtime Environment.

8 On the Download Desktop Applications page, click the Download Multimedia Call Center
button.
The File Download dialog box appears.

9 Select the option to save the program or run it, and then click the OK button.

The Save As dialog box appears.
10 Navigate to where you want to download the file to and click the Save button.

11 Locate the downloaded file and double-click it to unzip it and install the Agent Notification
software on the agent’s computer. We recommend you install the software in C:\Program
Files\Nortel Networks\Voice Button Agent Notification.

Configuring Multimedia Call Center on a Windows 95 system
Download this patch for each Multimedia Call Center agent who uses the Windows 95 operating
system on their computer. This patch upgrades the agent’s WinSock32 to version 4.10.1656.

To download the patch

1 On the agent’s computer point the web browser to the Microsoft website at
http://www.microsoft.com

2 Search for Windows Socket 2 Update.

3 Download the patch and follow the installation instructions.

P0935737 07



Chapter 3 Multimedia Call Center agents 45

Configuring an agent's server settings

To configure an agent’s server settings

1 To start the Multimedia Call Center software on the agent’s computer, click the Start button,
point to Programs, point to Nortel Networks, point to Multimedia Call Center and click
Agent Notification.

The Agent Login/Logout dialog box appears.

2 On the Options menu click Server Setup.
The Server Setup dialog box appears.

@ Agent Notification AGENT NOT 8 [ 4]

Agentld: |

Password: I

x|

Sarverlp [wn  canoetel com T
Login [ e
2 cml%anceli :

3 Inthe Server IP box type the IP address or FQDN of the Business Communications Manager.
4 Click the OK button.
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Configuring an agent’s name

Either you or the agent can enter the agent name that is displayed to callers.

1 To start the Multimedia Call Center software on the agent’s computer, click the Start button,
point to Programs, point to Nortel Networks, point to Multimedia Call Center and click
Agent Notification.

The Agent Login/Logout dialog box appears.

2 On the Options menu click Agent Name.
The Agent Preferences dialog box appears.

£ Agent Notification AGENT NO' B[] [E53

ame...

Server Setup...

Agent 1d: ||

Password: I

& Agent Preferences - |EI|1|

ﬂl Agent Mame:

Thiz name will he zent to the weh caller.

Ok Cancel

3 In the Agent Name box type the agent name that will be displayed to callers.
4  Click the OK button.

Using Follow-me browsing

Follow-me browsing does not work with embedded Flash animations. If an agents clicks a Flash
button, the image that is sent to the agent is not displayed to the caller.

Tell agents that if the page they are sending to the caller contains Flash animations, they must tell
the caller to display the page by, for example, clicking the Next button, or telling them what to
click on the page to display the next page.
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Chapter 4
Multimedia Call Center messages

Multimedia Call Center messages are messages that are sent from a business’ web site to callers,
who are customers, contacts, or surfers that have contacted the business.

These messages assist customers in making contact with the business, give customers choices in
the type of media they use to contact the business, and provide updates about the progress of their
call.

You or your web developer can:

* customize the default Multimedia Call Center message templates
* create lists of web pages that Multimedia Call Center agents push to callers

* create interfaces, which are sets of web pages specific to topics, such as sales and service
department, or languages, such as French, Spanish and German

For information about:

* default Multimedia Call Center messages see:
e “Call setup messages” on page 48

*  “Status and error messages” on page 50

* downloading message templates see “Downloading web pages and viewing web page lists” on
page 56

* customizing messages see “Customizing web pages” on page 59
* uploading web pages see “Uploading or deleting web pages” on page 60

* creating and distributing lists of web pages see “Creating and distributing web page lists” on
page 62

* creating custom interfaces refer to the Multimedia Call Center Web Developer Guide
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Call setup messages

“Call setup page” on page 48 shows the interface for initiating a multimedia call.

“Preferences page” on page 49 shows the interface callers can change their preferences from.

Call setup page

Callers see this form when they click the Multimedia Call Center icon on a web page.

Multimedia Call Center Preferences and
Connection

Multimedia Call Center connects you to an agent when one becomes
available.

This page sets your connechion preferences and lets you connect

The next ime you clhick on the Multimedia Call Center link, these
preferences will be used. Bookmark this page to change your settings i
the firture.

1 Flease lete the following infor

ip.

Full Mame: [Bob Smith (required)

2 How would you like to connect? Flease select one:
& By Phone and Browser:  (Voice connection and Text Chat with an
agent)
@ Enter your phone If you have a separate free phone line, you can
o er. receive the Voice portion of the session whils
’ . conducting the Browser portion of the session
meluding area code!  gyeryour Intemet connection.

2918042

b Click the *Connect' Note: there are no long distance charges
button.

€ By Browser Only: (Text Chat with an agent.)

Clck the *C ' .
a i e oonnec If you only wish to connect wia text chat,

button
3 ‘When you are ready, click " Connect™:
CallSetup.html
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Preferences page

Callers see this HTML form if they click the preferences link. Callers can click the preferences
link from the applet interface or a web page.

Multimedia Call Center Preferences

Multimedia Call Center connects vou to an agent when one becomes
avalable.

This page sets your connection preferences,
The next time vou click on the Muoltimedia Call Center link, these

preferences will be used. Bookmark this page to change your sethngs in
the fisture.

1 Confirm or modify the following information:

Full Mame: IBDb Smith (required)
Emarl Address |bc-l:|@nonei.oum {ophonal)

2 How would you like to connect? Please select one:
& By Phone and Browser: (Voioe connection and Text Chat with
an agent,)
@ Enter your phone number, If you have & separate free phone line,
including area code you can receive the Yoice pottion of the
= gession whils conducting the Browser
1555‘0002 portion of the session over youwr

Intemet connection.

b Click the "Update
Multne dia Call Center

MNote: there are no long distance

charges.
preferences” button,
By Browser Only: (Toxt Chat with an agent)
A Chck the "Tpdate If you enly wish 1o conmect via text
Wultmedia Call Center .
preferences” button.
3 To update your preferences, click the button:

Update Multimedia Call Canter preferencas |

Preferences.html
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Status and error messages

During a call, a caller can see one or more of these status and error messages. Multimedia Call
Center displays these messages by creating an instance of the HTML template file called
MSG.html.

Multimedia Call Center unavailable message

Callers see this message if they click the voice button while Business Communications Manager is
not operational.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

i’

We're sorry, but Multimedia Call Center could not
complete your call at this time. The Multimedia Call
Center server is not responding.

Possibly, the system is down for maintenance, or
there is a network problem. Please try again later.

MSG.html

No agents logged on message

Callers see this message if there are no Multimedia Call Center agents logged on.

Multimedia Call Center Message

? Nortel Networks Multimedia Call Center

Sorry, your call could not be completed.

There are no agents available to take your call at this
time. Please try again later.

MSG.html
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Bad calling preferences message

Callers see this message if the phone number they enter in the call setup page is improperly
formatted, or if Multimedia Call Center does not provide service to their calling area.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

s

We're sorry, but Multimedia Call Center could not
complete your call.

Either:

« the phone number that you entered as your
calling preference is improperly formatted or

« the business does not provide phone service to
the calling area specified in your phone number.

Please try your call again, or contact us directly.

MSG.html

Choose how to connect message

Callers see this message if they do not specify their connection preferences in the call setup page.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

You must tell us how you would like to connect.

g 5

Please fill in your name in the space provided.

Then, sclect cither of the "By Phone and Browser”
or "By Browser Only” radio buttons.

If vou seclect "By Phone and Browser”, then enter
your valid phone number in the space provided.

MSG.html
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Session completed message

Callers see this message after they click the Hangup button on the caller interface.

Multimedia Call Center Message

;KFZ' Nortel Networks Multimedia Call Center

Thank you for using Multimedia Call Center.

MSG.html

User busy message

Callers see this message if their call cannot be completed because their phone line is busy.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

s

Sorry, your call could not be completed because your
phone is busy.

Please try again later.

MSG.html

Lines busy message

Callers see this message if their call cannot be completed because Business Communications
Manager has no available phone lines. Set the Maximum Outcalling Channels to more than one so
that phone lines are available. For more information refer to “How Multimedia Call Center calls
work with Routing Tables” on page 18.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

Sorry, your call could not be completed. All
Multimedia Call Center lines are currently busy.

Please try again later.

MSG.html
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Make call failed message

Callers see this message if their call cannot be connected because there is a problem with the

Multimedia Call Center server.

Multimedia Call Center Message

KF' Nortel Networks Multimedia Call Center

Sorry, your call could not be completed.

A technical problem has oceurred on vour system.
Please contact us using another method.

MSG.html

Preference message

Callers see this message after they enter their calling preferences in the preferences page.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

Your calling preferences have been saved.

MSG.html

No answer message

Callers see this message if they do not answer their phone.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

Sorry, your call could not be completed because you
did not answer your phone.

If vour phone did not ring, please check your calling
preferences and try again.

MSG.html
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Connected message

Callers see this message when they connect to an agent.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

Welcome to our Multimedia Call Center system.

You are now connected with an agent.

MSG.html

Call transferred message

Callers see this message when Multimedia Call Center or an agent transfers the voice call.

Multimedia Call Center Message

Nortel Networks Multimedia Call Center

£

Your call has been routed to an area of our business
that is not answering Multimedia Call Center calls at
this time.

Please try again later, or contact us using another

method.

Thank you for using Multimedia Call Center.

MSG.html

Web refresh message

Callers see this message while they are waiting for a Multimedia Call Center agent to become
available. You or your web developer can create variations of this message to assure callers that
their call is important, and all agents are still busy.

Multimedia Call Center Web Refresh 1

Al agents are currently busy, We appreciate your patience and will be with you
momentarly.

REFRESH.html
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Recording Multimedia Call Center announcements

When you record announcements for Multimedia Call Center, record announcements that callers
hear while they are waiting for agents.

You record Call Center messages using CallPilot Manager. For information on recording Call
Center announcements see the Call Center Set Up and Operation Guide.
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Downloading web pages and viewing web page lists

If you want to customize a Multimedia Call Center page, download it to your computer, customize
it, and then upload it to Business Communications Manager. You can also view the lists of
Multimedia Call Center files that are on your system.

To download web pages or view lists of pages

1 Point your web browser to the URL
https://bcm.<domain>:
where <domain> is the domain name of Business Communications Manager.
The Business Communications Manager Unified Manager screen appears.

2 Click the Configure button.
The Login screen appears.

In the User ID box type your user ID.
In the Password box type your password.

Click the Login button.
The Unified Manager screen appears.

Click the Services key.
Click the Multimedia Call Center heading.

On the Tools menu click Multimedia Call Center Admin.
The Enter Network Password dialog box appears.

Performance Fault

View  Help

Group Edit  Configuration

R eport -3 Logoff

[47.65.138.69]
Comprehentive

Add |Dedete |Del All

|/ Summary |
A Sumanany

&P BOM (4765138.69)
- @ System

@ @ Call Detall Recording

® @ Console Samice

@ @ vaice Mail

= @ Multimedia Call Cantar

& 8 NR

e @ DHCP

@ @ DNS

- @ IP Routing

& @ ShNMP

© @ QoS Monltor

& @ Veb Cache

© @ Net Link Mgr

& @ Alarm Senice

S @ NAT

& @ WP

® @ Policy Management

& @ NTF Client Settings
®= 3 Management
& @ Diagnostics

& @ LAN CTE Configurafion |

Mame  [iukimedia Call Center Manager

@ @ Resources

§ @ Senices T -
© @ Telephony Serdces i L
& @ IF Telephony Wepan W 0028

Desciiphon [y, Kimadia Call Centar

Enter Network Passwond

? Please type your wiel name and password,
Site: 476513869
Raam BCM

=

User Hame ||

Passward |
I™ Sava thie pazsword in pour password lizt

BRI |

Feady
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9 In the User Name box type your user name.
10 In the Password box type your password.

11 Click the OK button.
The System Administration page appears.

Customize
View/download customizable files.

Wiew!Download Files

Add (upload) or delete a customized file.

Interface name: I

Eemote file name: |

Local file: | Browse... |

AddFile | DeleteFile |

12 Under the Customize heading, click the View/Download Files button to generate a list of the
files.
The list appears in a new browser page. The default sub-folder contains the set of default web
page templates and text substitutions. Other sub-folders are created when you upload
customized web pages.

Index of /ivb-resource

e Last modified Size Description
D Parent Directory 05-May-200Z 15:40 -
I::.:I defaule/f 05-May-2002 15:40 -
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13 To view a list of web pages, click the link for the list you want to view
or
to download the default web pages if you want to customize Multimedia Call Center web
pages, click the default link. In this example, we clicked the default link.
The list of default Multimedia Call Center web pages appears.

Index of /ivb-resource/default
Kaime Lazt modified Zize [eacripricon
Iﬂ Parent Dirsctory O6-May-2002 10:17 -
_@ CallSetup. heml O5-May-2002 1L5:18 9k
E CallZetup, CET 05-Hag-2002 15:18 2k
@ Callerfstup.html 0E-May-2002 15:18 ik
@ CallerSecup. Tyt O5-Hay-2002 1L5:18 1k
@ Launchlonicor, bkl 05-Haw-2002 15:18 1k
@ Launch¥onitor . Ext 0E-May-2002 15:18 ik
@ Freferances. html O5-Hay-2002 15:18 qk
@ Preferances. LHL 05-Hay-2002 15:13 2k
@ m=g. html OE-M=agy-2002 15:18 1k
E mag. LR O5-Hay-2002 15:15 qk
@ refresh, htwl 05-Hay-2002 15:13 ik
@ rafresh. bxt O8-May-2002 15:108 10k

14 To download a file, right-click the link, click Save As and save the file to your computer.
You can change the filename if you want to.
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Customizing web pages

You or your web developer can customize web pages and upload them to Business
Communications Manager. You can customize the default Multimedia Call Center web pages or
create your own.

Note: Do not directly edit web pages.

-

Do not change the location of the Multimedia Call Center default files on Business
Communications Manager.

To customize web pages

1 Download the web page or web page list you want to customize to your computer. Refer to
“Downloading web pages and viewing web page lists” on page 56.

Customize the file or list of files.

Upload the customized files to Business Communications Manager using the procedure in
“Uploading or deleting web pages” on page 60.

Overviews of downloading, customizing and uploading pages

An overview of customizing an MSG.html file for the ABC Computer Company

1 Download the MSG.html template from Business Communications Manager to your desktop.
Refer to “Downloading web pages and viewing web page lists” on page 56.

Customize the MSG.html file.

@» N

Save the new customized file in your local directory. Save the new file with a new name, such
as abc_msg.html.

4 Log on to Business Communications Manager using the ABC Computer Company User ID
and password. For more information about user accounts see “Creating a user account for
Multimedia Call Center” on page 13.

5 Upload the file. Refer to “Uploading or deleting web pages” on page 60.

An overview of uploading Spanish-language status and error messages

1 Download the msg.html and msg.txt template files from Business Communications Manager
to your desktop and customize them. Refer to “Downloading web pages and viewing web page
lists” on page 56.

2 Upload the files using the procedure in “Uploading or deleting web pages” on page 60:

e In the Interface name text box type spanish.
* In the Remote file name text box type msg.html.

¢ In the Local file text box type the local path to the customized msg.html file, or use the
Browse button to help you locate the file on your desktop.

¢ Click the Add File button.
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Uploading or deleting web pages

After you customize Multimedia Call Center web pages, use this procedure to upload them to
Business Communications Manager. You can also use this procedure to delete any customized

files that are outdated, misnamed, or misfiled.

To upload or delete customized files

1

11

Point your web browser to the URL
https://bcm.<domain>:

where <domain> is the domain name of Business Communications Manager.
The Business Communications Manager Unified Manager screen appears.

Click the Configure button.
The Login screen appears.

In the User ID box type your user ID.
In the Password box type your password.

Click the Login button.
The Unified Manager screen appears.

Click the Services key.
Click the Multimedia Call Center heading.

On the Tools menu click Multimedia Call Center Admin.
The Enter Network Password dialog box appears.

In the User Name box type your user name.
In the Password box type your password.

Click the OK button.
The System Administration page appears.

Customize
View/download customizable files.

Wiew!Download Files

Add (apload) or delete a customized file.

Interface name: |

Eemote file name: |

Local file: I Browse... |

AddFile | DeleteFile |
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12 To upload files:

a

d

In the Interface name box type the folder name you want to save the file in. Either enter
the name of an existing folder, or type a new name. If you type a new name, a new folder is
created. The folder name is used as the interface parameter in links from your web site to
Multimedia Call Center. For more information on creating web links see chapter 3,
“Integrating Multimedia Call Center with a website” in the Multimedia Call Center Web
Developer Guide.

In the Remote File name box enter the name of the file, for example,
LaunchMonitor.html.

Click the Browse button and browse to the location of the file you customized, for
example, ABCLaunch.html, or enter the path name of the file in the Local file box.

Click the Add File button.

To delete files:

a
b

In the Interface name box type the folder name you want to delete the file from.

In the Remote File name box enter the name of the file, for example,
LaunchMonitor.html.

Click the Delete File button.

To upload graphics such as .gifs or .jpegs, or other media such as .wav files or animated gifs:

a
b

Cc

In the Interface name box type media.
In the Remote file name box enter the name that you want to save the file as.

Click the Browse button and browse to the location of the file, or enter the path name of
the file in the Local File box.

Press the Add File button and check in the file list that the file is uploaded.

When you include the uploaded media on a web page, use the relative path “/ivb-media” to refer to
uploaded media files. For example, if you upload the file “logo.jpg” to the media interface, in a
custom HTML files reference the file by including a tag such as

<IMG SRC="/ivb-media/logo.jpg" ...>.
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Creating and distributing web page lists

You or your web developer can create bookmarked lists of web pages that agents can push to
callers.

After you create a web page list, export it in a shared directory on your network and notify the
Multimedia Call Center agents to import the list.

Note: You must use Internet Explorer for the web page lists you create and distribute.
Netscape is not supported.

To create a list of web pages

1

D g A~ WODN

In your browser, create a folder for the new list of web pages. Create a folder name that is easy
to identify.

Browse to the pages you want to bookmark.

Bookmark each page, and save each bookmark in the folder you created.

To start the Import/Export Wizard, on the File menu click Import and Export.
Save the folder you created to a network drive.

Send an email to the agents that they should import the new folder into their Favorites. In your
email tell the Multimedia Call Center agents where the web page list is located on the network.
Be sure to include the location of the folder in your message. You can set up an address list of
agents so you can notify all the agents with one email.

Whenever you create or update a web page list, notify the agents to copy the list to their computer.
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Chapter 5
Viewing reports, active calls and log files

There are four reports you can generate that show the Multimedia Call Center activity on Business
Communications Manager:

Report Contains

Summary call report - all a summary of call statistics over a specified time

calls

Summary call report by a summary of call statistics for all skillsets over a specified time
skillset

Detalil call report - all calls a detailed list of all calls made over a specified time

Detail call report by skillset | a detailed list of all calls made by all skillsets over a specified time

Note: Active calls and calls waiting in skillsets are not included in reports.

To see all calls, including Multimedia Call Center calls waiting in skillsets, press
Feature 909 on a Business Communications Series terminal.

Browser Only calls are not shown when you use Feature 909.

Summary call report - all calls

The Summary call report for all calls shows:

total number of Multimedia Call Center calls completed
total number of text calls completed

total number of calls ("transactions")

total time of all calls

average time per call
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An example of a Summary call report for all calls

Multimmedia Call Center Call Statistics

Reporf rumon Fri Sgp 12 16:15:04 2003

From Wed Sep 10 00:00:00 2003 to Sat Sep 13 23:59:59 2003,

Total calls = 5, browser calls = 9
Total ime = % mmns, 43 secs
Average tine per call=41 secs

Summary call report by skillset

The Summary call report by skillset shows the information in the Summary call report for all calls,
and the information by skillset.

An example of a Summary call report by skillset

Multimedia Call Center Call Statistics

Reporf ruv on Byl Sep 12 16:37:50 2003

From Wed Sep 10 00:00:00 2003 to Sat Sep 13 23:59:59 2003,

Total calls =5, browser calls =9
Total time = 9 mins, 43 secs
Average time per call =41 secs

Slllzet: skset(3
Calls = 5, browser calls =9
Time = % rmuns, 43 secs
Average time per call= 41 secs
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Detail call report - all calls

The Detail call report for all calls shows the information in the Summary call report for all calls,
and a detailed list of each call completed during the time period of the report. For each call, the
report shows:

Time - the time and date the call started
Duration - the duration of the call
Request from - the caller's phone number
Received by - the agent's phone number
Group - the skillset

An example of a Detail call report for all calls

Multimedia Call Center Call Statistics

Report ruvon Byl Segp 12 16:12:40 2003

From Wed Sep 10 00:00:00 2003 to Sat Sep 13 23:59:59 2003,

Total calls =5, browsercalls =9
Total time = % mins, 43 secs
Average time per call =41 secs

| Time | Duration |Gruup |Request From |Received By
(Wed Sep 10 11:30.07 2003 [12 secs |skset03 BROWSER 1
[Wed Sep 10 12:19:00 2003 [50 secs |skset03 |BROWSER 31
(Wed Sep 10 12:21:27 2003 [2 mins, 27 secs |sksetd3 4006 31
[Thu Sep 11 12:27.03 2003 |1 mins, 57 secs skset)3 [EROWSER 3z
Thu Sep 11 12:29:46 2003 |1 mins, 9 secs |sksetd3 4006 32
Thu Sep 11 12:31:45 2003 |1 secs |skset03 BROWSER [z
FriSep 121235172003 [37 secs |skset03 |BROWSER 23
FriSep 121236452003 [31 secs |sksetD3 4006 73
FriSep 121238392003 |41 secs |sksetd3 4006 33
Sat Sep 1312:41:24 2003 34 secs |skset03 BROWSER 34
St Sep 1312:42:30 2003 |10 secs |skset03 BROWSER 34
\Sat Sep 1312:43:142003  [L1 secs |skset03 |BROWSER 24
(Wed Sep 10 12:54:31 2003 [10 secs |sksetD3 4006 31
[Wed Sep 10 12:59:42 2003 |13 secs |skset03 |BROWSER k1
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Detail call report by skillset

The Detail call report by skillset shows the information in the Detail call report for all calls and
summarizes the information by skillset.

Example of a Detail call report by skillset

Multimedia Call Center Call Statistics

Report ruvon Byl Sep 12 16.34:4] 2003

From Wed Sep 10 00:00:00 2003 to Sat Sep 13 23:59:59 2003,

Total calls =5, browser calls = @
Total time = 9 minz, 43 secs
Average time per call=41 secs

Zlillset: skset03
Calls =5, browser calls =2
Tine = 2 mumns, 43 secs
Awverage tine per call=41 secs

| Time | Druration |Grnup |Request From |Received By
[Wed Sep 10 11:30.07 2003 |12 secs |skset03 |BROWSER k1
(Wed Sep 10 12:19:00 2003 |50 secs |skset03 BROWSER 31
[Wed Sep 10 12:21:37 2003 [2 mins, 27 secs |sksetd3 4006 1
Thu Sep 11 12:27:03 2003 |1 mins, 57 secs |sksetd3 BROWSER 2z
Thu Sep 11 12:29:46 2003 |1 mins, 9 secs |sksetD3 4006 3z
Thu Sep 11 12:31:45 2003 |1 secs |skset03 |BROWSER 3z
FriSep 121235172003 [37 secs |skset03 BROWSER 73
FriSep 121236452003 [31 secs |sksetD3 4006 23
FriSep 121238392003 |41 secs |sksetD3 4006 23
St Sep 1312:41:242003 34 secs |skset03 BROWSER 34
\Hat Sep 131242:30 2003 |10 secs |skset03 |BROWSER [34
St Sep 1312:43:142003 |1 secs |skset03 BROWSER 34
(Wed Sep 10 12:5431 2003 [10 secs |sksetD3 4006 1
[Wed Sep 10 12:59:42 2003 [13 secs |skset03 |BROWSER 31
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Generating Multimedia Call Center reports

Note: Generating reports can put an additional load on Business Communications

nd Manager. Avoid generating reports during periods of peak activity. If possible, generate

reports after hours.

To generate a Multimedia Call Center report

1

Point your web browser to the URL

https://bcm.<domain>:

where <domain> is the domain name of Business Communications Manager.
The Business Communications Manager Unified Manager screen appears.

Click the Configure button.
The Login screen appears.

In the User ID box type your user ID.
In the Password box type your password.

Click the Login button.
The Unified Manager screen appears.

Click the Services key.

Click the Multimedia Call Center heading.
The Summary screen appears.

LT

[47.65.138.69] i
Comprehensive | Summary |

| rsummary

g : g‘;}imces Name IMuItimedia Call Center M anager
D @ Sewices i U =
@ @ Telephony Services 3 Status ép

@ @ IF Telephony Wersion l—
@ @ Call Detail Recording i 30.20.30.28
& @ LAMN CTE Configuration

© @ Console Service ||| Desorition [i4yimedis Call Center
@ @ voice Mail :
@ @ Multimedia Call Center | ©

@@ VR
o G
Ios g B:gP Enter Network Password 2=
@ @ IP Rauting
& @ SHmP ) H Flease type your user name and password.
@ @ QoS Maonitor H
@ @ ‘eb Cache i Site: 47.65.138.69
@ @ Met Link Mar i
© @ Alarm Service : Fealm BOM
@ @ NAT
@ @ vPr i User Hame ||
@ @ Folicy Management :
© @ NTP Client Settings : Passward |
@ 3 Management i : 2 :
@ @ Diagnostics ™ Save this passwoid in your password list
oK I Cancel

Feady
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8 On the Tools menu click Multimedia Call Center Admin.
The Enter Network Password dialog box appears.

9 In the User Name box type your user name.
10 In the Password box type your password.

11 Click the OK button.
The System Administration page appears.

12 Under the Reporting heading, select the type of report you want to generate:
e Summary Call Report - All Calls
* Detail Call Report - All Calls
*  Summary Call Report By Skillset
* Detail Call Report By Skillset

Reporting
View call statistics. Choose the period and format for reporting.

[taday =] [Surnmary Call Repart - By Skillset (HTML)

Summary Call Report - All Calls (HThL)
Detail Call Beport - All Calls (HTML)
‘Summary Call Bepart - By Skillset (HThL)
Detail Call Report - By Skillset (HTML)

Archive the cirrent reporting database anc

Archive Reporting |

Monitor active calls on the system.

Actvve Calls |

13 From the View Report list box, select the time period for the report:
e today - includes calls completed on the current day up to the time the report is generated
* current reporting period - includes calls made since the last time the reporting period
was archived
14 Press the View Report button to generate the report.

15 If you want to archive the file used to generate the reports, click the Archive Reporting
button. A message appears that asks you to confirm your request. Click the OK button.
The report is stored in BCM/Program Files/Nortel Networks/Voice Button/System.
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Monitoring active calls

You can monitor active Multimedia Call Center calls.

To monitor active calls

1

Point your web browser to the URL
https://bcm.<domain>:
where <domain> is the domain name of Business Communications Manager.
The Business Communications Manager Unified Manager screen appears.

Click the Configure button.
The Login screen appears.

In the User ID box type your user ID.

In the Password box type your password.

Click the Login button.

The Unified Manager screen appears.

Click the Services key.

Click the Multimedia Call Center heading.
The Summary screen appears.

[47.65.138.69]

Summary |

P BCM (47.65.136.69)
@ @ Systemn
@ @ Resources
9 @ Senices

|stmmmary

© @ Telephony Services
© @ IP Telephony

@ @ Call Detaill Recording
@ @ LAN CTE Configuration
@ @ Console Service

@ @ voice Mail

& @ Multimedia Call Center
@@ VR

@ @ DHCP

@ @ DNS

@ @ IP Routing

@ @ SHMP

@ @ QoS Monitor

& @ Web Cache

©= @ MetLink Mgr

@ @ Alarm Service

S @ MNAT

@ WPH

& @ Policy Management
& @ NTP Client Settings

@ @ Managernent
@ @ Diagnostics

Name IMuItimedia Call Center Manager

Statuz | Up 2]
Version [30,2030.28

Diescription [y, limedia Call Center

2]

Enter Network Password

Please type your user name and password.

Site: 47 B5138.69

Fiealm BCM

User Name ||

Paszmord I

I Save thiz password in your password list

oK I Cancel

Feady

8 On the Tools menu click Multimedia Call Center Admin.
The Enter Network Password dialog box appears.

9

In the User Name box type your user name.
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10 In the Password box type your password.

11 Click the OK button.
The System Administration page appears.

12 Under the Reporting heading, click the Active Calls button.
A report of all the currently active Multimedia Call Center calls appears in a separate window.

MNortel Networks Internet Voice Bution

“Voice Bution Call Monitor

Acfive calls @ T Oef 18 140732 200101

|Duratil:|n |Gr|:|up |Re guest From |Rel:eived By | Call TT»
[26 sece  |[sksetdl [TEXT [10 [503398908
[Ringing. . [sksetOl [4123 [a123 [s03308000
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Viewing log files

Log files are automatically generated daily by Multimedia Call Center. You can use log files to
diagnose system problems. The log files include all activity that occurs with its CGI interface and
its telephony server.

On days with no Multimedia Call Center activity, CGI log files are not generated, and blank mslog
and vwlog files are generated.

Multimedia Call Center Log files are generated in C:\Program Files\Nortel Networks\Voice
Button\logs.

The logs are named:

e cgilog_ YYYY_MM_DD.txt: log file of CGI activity
* nslog_ YYYY_MM_DD.txt: log file of NSACD service
* vwlog_YYYY_MM_DD.txt: log file of VBServer service

where YYYY is a 4-digit year
MM is a 1- or 2-digit month
DD is a 1- or 2-digit day

The Call Center log file is generated in D:\st\stlog.out.

To view a log file

1 Point your web browser to the URL
https://bcm.<domain>:
where <domain> is the domain name of Business Communications Manager.
The Business Communications Manager Unified Manager screen appears.

2 Click the Configure button.
The Login screen appears.

In the User ID box type your user ID.
In the Password box type your password.

Click the Login button.
The Unified Manager screen appears.

6 Click the Services key.

Multimedia Call Center Set Up and Operation Guide



72 Chapter 5 Viewing reports, active calls and log files

7 Click the Multimedia Call Center heading.
The Summary screen appears.

_Group

Help

~ Multimedia Call Center Admi

[47.65.138.69]
Comprehensive

Summary |

S v

P BCM (47.65.136.69)
@ @ Systemn
@ @ Resources
9 @ Senices
© @ Telephony Services
© @ IP Telephony
@ @ Call Detaill Recording
@ @ LAN CTE Configuration
@ @ Console Service
@ @ voice Mail
& @ Multimedia Call Center
@@ VR
@ @ DHCP
@ @ DNS
@ @ IP Routing
@ @ SHMP
@ @ QoS Monitor
& @ Web Cache
©= @ MetLink Mgr
@ @ Alarm Service
S @ MNAT
@ WPH
& @ Policy Management
& @ NTP Client Settings
@ @ Managernent
@ @ Diagnostics

Name IMuItimedia Call Center Manager

Statuz | Up 2]
Version [30,2030.28

Diescription [y, limedia Call Center

Enter Network Password A |
@ Please type your user name and password.
Site: 47.65.138.69
Fiealm BCM
User Name ||
Paszmord I
I Save thiz password in your password list
,TI Cancel

Feady

8 On the Tools menu click Multimedia Call Center Admin.

The Enter Network Password dialog box appears.
9
10 In the Password box type your password.

11 Click the OK button.
The System Administration page appears.

In the User Name box type your user name.

Other Administrative Functions
View system parameters.

Yiew Params |

Examine system log files.

Examine Logs |
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12 Click the Examine Logs button.
The Examine Logs screen appears.

Nortel Networks Multimedia Call Center

System Administration

Examine Logs

"View log" will display a system log file. " Analyze log" will summarize key information
from several types of logs. Choose the log file to view or analyze.

g Liog Analyza Log ||Cgi|ng_2002_09_1 Bt x|

Back to Iain Page

13 Select the log file you want to view:

*  Click the view log button to view the log you select.
¢ Click the analyze log button to see a summary for the log you select.

14 If you want to archive the log and reset the statistics, click the archive reporting button.
A message appears that asks you to confirm the reset.

15 Click the OK button.
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