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About this guide

The goal of this guide is to provide supervisors with the necessary procedure to run and enjoy the ACD
console application.

The ACD console is a monitoring and management graphical application dedicated to supervisor.

The console is synchronized with Centile Istra platform and cannot be run on its own.
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ACD Console overview

1.1Introduction

The ACD Console, available in standalone and web modes, is a user-friendly Windows-based
desktop application enabling Supervisors to monitor and manage agents and make sure client’s
calls are answered promptly.

To use the ACD Console, the Enterprise Administrator must have previously performed the
following:

create a set of agent user extension

create overflow agents

assign a device to each agent

create supervisor extension

assign a device to supervisor

create calendars

create ACD groups

assign a PSTN number to each ACD groups

Please refer to the Call Center administrative guide 7.6 for details.

The ACD Console consists of:

a setting area

a management toolbar

an agents and clients monitoring and management area
a calendar

a contacts list

The above areas will be detailed throughout the guide.

2.1 System requirement
To run Centile ACD Console application, you 'rpust have the following:

Windows XP or Vista operating system
At least 1Gb of RAM 4 ;
200 MB of free disk space | | |
Macromedia Flash Player ,87 or higher b
10/100 Base-T Ethernet ¢ WiFi B

N

To connec D Console, the Enterprise Administrator must provid
llowing infor e ' oy

~ Login (ext nu .’!a
 Password (ext numbe
~ Enterprise name
- Server name
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Supervisor Administrative Tasks

3.1Installing ACD Console

The ACD Console is a flash application. To run the ACD Console application, Adobe Flash Player
10.0.22.87 version (or higher) is required. Older version may affect the good behavior of the
application.

To upgrade to a newer version, follow the installation procedure. Credential will not be lost when
signing in.

Install the file Setup-Centile-ACDConsole-x.x.x.exe on the PC by clicking twice on the icon
situated on your desktop.

The set up wizard window will open.

(EIAC0Consale Setup ; =8 [ LT

welcome to the ACDConsole Setup
Wizard

This wimrdl:ll guids you theaugh the irskallation of

&CDonsals

[t i recommended that you coze 3l other aoplications
before stating Satun, This el mehe £ pessils to update
relevent systemn Fles withouk having to reboot waw
campuber,

Chek Mot bo continue

ook [ weds | el

Figure 1 - Setup wizard

Click Next to continue.

(E) ACDConsole Setup

License Agraement
Please revies the feens= berms tefore steling 7DComsde. o

Press Page Down 0o ses the rest of the agresmert,

DiCorsode 7.6, 2 Softaare, &
Al righks reszrved, Froteched by copyright laves end incernational copyrighe treaties,
roperky of CEMTILE Sh,

Fe Saftwars 15 oansed, not 50k CENTILE 5/ 15 tha sale cropristor of the Saftwars,
irke l=chusl property rights a= assioned under s licmrse,

icerses authorized tomake Fak Lee of software,
comping farbedden and punishable under law.

Ererent as cthenwiss morified by =n add=ndum bo this ioense, vou mey:

IF you accepk the terms of the agresment chek Tagres bo contrioe, Yau mist accepk e
agim=ment bn stell ACCCma k.
¥ Toccept the tems of tie Licenss daresmenk:

< Mulsefiinstal Synemivzess
U

he terms of the License agreeme
 to continue.
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{EACDConsole Setup aioi x|
Choose Install Locabion
hoase the Fodar in which to install ACDConscle, G

Setup wiliretal AcDooredls i the folwsng foker. Toirstal na difersn: foidsr, clck
‘Browse and sakact another folder. Cid Nest bo contnuz,

Erosse,

CF g e vk RE

<ark st > Cafvel

Figure 3 - Installation location

By default, the installation folder is Program Files\Centile\ACDConsole.

Click on browse if you wish to install ACD Console in a different folder.
Click Next to continue.

Choose the shorteuts
Choose the shortots for AT onsale o

This wil make ik bn ACDCcrisils whetmuer pou pent, Clek Nest b continoe.

= Shortouk

¥ an the dasioap
17 o the QuicHaurch bar

Tnsab
 Far al users
A st e me

Tt Instell St v de

Figure 4 - Shortcuts

Select the shortcuts (available on the desktop, on the quick launch bar)
Click Next to continue.

{E}AcDConsole Selup —lof i
Chooze Start Menu Folder '
hoase & Stert Menu Faler for the &M Conscls shortoes, o e

Seleck the: Start Menu Foider i which vau m:n.ﬂdikebu creabe the progrsm's shortoits, You
‘tan ako enter & name b create & new folde

Aoressories
Administrative Tols
Adone:

UG Fre= 0.0

4G Fres Edition
Canan

ACerele

Dol Accessories

el ikt

Lzl Wreless
|Diskaeper Corporation
Games

Ialsaft Insal Sstem W
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Select from the list the start menu folder in which to create the program’s shortcut. If the list of
folders proposed is not suitable, enter a name to create a new folder.
Click Install to install ACD Console®© on your computer.

Completing the ACDConsole Setup
Wizard
ACCConzak he been ingtaled an oy computer
ik Finis bo choss His wzand,
I~ Run 8C0Censale
il Frish Lared

Figure 6 - Completed ACD Console set up

By default, the tick in the box “run ACD Console” is automatically selected.
Centile recommends deselecting the box and clicking Finish to close the wizard.

If” Run ACD Console” has been selected, then the application will launch itself automatically after
clicking on the finish button. ACD Console settings window will appear.
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4.1 Launching ACD Console

Once the ACD Console has been installed on the PC, the Supervisor is ready to launch the ACD
Console application.

The ACD Console application can be launched from different places such as:

o Desktop and Quick launch shortcuts
e Start Menu (from Program Files/Centile/ACDConsole)

EE e S O

Figure 7 - Desktop and Quick launch Shortcuts

. Centile

A
C @ ACDConsdle O
CoTeENsE—

=
@ Uninstall
G Website

Figure 8 - Start Menu

‘;;'l_.
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5.1Signing in ACD Console
To connect to the ACD console, the supervisor must enter the following information:

e The login (extension # previously set by the enterprise administrator when creating the
user)

The password (usually the same as the one to check voicemails)

Tick the box “auto login” — optional

The host name (the enterprise name)

The server name of your provider. This is the address used to connect your ACD Console to
provider’s Istra platform

Note: The server name and enterprise name are provided by your Enterprise administrator.

In the example below, The Supervisor’'s ext # is 101.

| Connection

Login 101
Password  **F
Auta login ¥
Host snoagy

Community. F1

= connect

Figure 9 - ACD Console login interface
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24 Uninstalling ACD Console
If you wish to uninstall the ACD Console, please follow instructions below:
Close the ACD Console application.
From the Start Menu, go to Program Files/Centile/ ACD Console and then click Uninstall. The uninstall

ACD Console wizard window will open.

.. Centile
.. ACDConszaole
G ACDConsole
LICEMSE

g [ Uninstall )
Website

Figure 10 - Uninstalling ACD Console

({E2aCDConsale Uninstall 9 [ 7 |

Welcome to the ACDConsole
Uninstall Wizard

This mzard wil guide wou throud the uninctalztion of
A orscle,

Before starting the uninskal ation, maks surs AZDCorsde &
netrumning,

Cick Kt to corbirue,

<gak [ mees | censl

Figure 11 - Uninstalling ACD Console
Wizard

Click Next to continue. This will open the uninstall location window.

¥

(T2 ALDConsolr Lninstall i = IH[_)_S[
Uninztall ACDConsole
Remose ACCCons0k from wolk computer, G P

WD Conscls wil be unirstaled froo the follawing Fadsr, dickUninstalita start the
urinstallation,

Livngzaling Froms | Extprcg e FiehCenile ACD Cors iy

NulrEdnstal SyFEREa e

Figure 12 - Uninstalling ACD Console
location
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Click Uninstall. This will open the Uninstall completion window.

f = Liminstall —|=] =i
Uninztallation Complete
Ureriskal wars complebed sussessuly, Q
Comalatest
Dz fle CHAR O Tzl WD ConsClEine) I |FluginFr... x|

Femawe Folder: 3| Pragram FilsslCentielCDCansailrelmass|comiicenticiphban,

Feernava fobder: Ci|Frocram Fles| Centiend COCansok| releass | comhoentie,

Rz Folder: C: | Program Fles Centiet AC0Consok:) releass oo,

Femav Folder: C:|Procram FilaslCentleyACDCansok| relsass)

Rernays folder: C:|Frogram Files| CentielACD0ansol|,

Diebena Al CDocuments and Sattngsikanng|start Monol rockamsiCentlelwC0Con.,,.
Sy

Diedek= file: C\Pacumerts ard | enHEbACD ...
Diedetca il CiDocumerks and Sattngikanna’Start Merul FrogramsiCent i DCan, .,
Diedek= fil: CA\DarUrerks ard Sstkgeikaine I \Cenbl= AT .
Remava folder: Ct{Documents znd \Stat artial .,
Cormpleted Z'

HAS 1 Ten A Syt w744

Figure 13 - Uninstalling ACD Console
completion

Click Next to finish the un-installation process.

S|

Completing the ACDConsole
Uninstall Wizard

Acxzonsoke has beenuninstaled From yvow compater,

Chek Firds ko closa this wizard,

Figure 14 - Successful Uninstallation

Click Finish to remove definitively the ACD Console application from your PC:P
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Understanding the ACD Console

6.1 ACD Console interface

The ACD Console is composed of the following zones:

Settings zone
Management toolbar

Expand
Put agent in pause

Un-pause agent

ACD group Management and Monitoring zone (agents and clients)
Calendar (opening and closing hours)

Figure 15 ACD Console home page overview

2 W ACDGroup_302 (302)
LY %4agents(3logged)

s 0O inpause
% 0ringing
a Oclients / 5 max

io sec for syndical pause

PR SN

Login agent
Logout agent

Drop agent

Management
toolbar

Return to ACD
Console interface

Settings zone

E ‘ Manags agant= I
R

H
1 1¥] Show inactive agents
:

§ ACDGroup_301(201)
54 agents ( 4 logged )

P tin pause

» Oringing

% 0 dlients/ 5 max

20 sec for syndical pause ACD group

P — Management &
T — Monitoring zone

i [ | show inactive sgents

: 151637 18 13 20 21 22 2
# ACDGroup_303 (303)

=4 agents ( 3 logged )
+ 1in pause

---------------------------------

: O ringing

—— Calendar

<kl
(@

Settings zone

The settings zone a

—— Sign out
Quit
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Figure 16 Settings overview

IChoice favorite language

Language selection

Languages | English

Aaents colorloged

Agent's color unreachable | J

Agent's colar aering [

Agent's color alerting for acd call | ‘
Agent's colorm pause |

Agent' colorn syndical pause |

Agent's color unlogged | ‘

Agent's color when nactve [ :
.......................................................................................................................... o
Client's colors

sust call hent's color [

Woviviad el wiatig i [ ) ‘ z ‘

Agent status

Client status

Normal client waiting's color

Maximum client waiting time (in mins)

Maximum client waiting's color
INYTTLPPPTPTTTPPEPRTTeNy

Confirm box

<
[u |
3

Moving agent

Deleting agent |V E'i‘
Moving client V] |5 £

Confirm box

Delating client
Transferring client |V Eli'
Refresh rate ‘wnn & —— Refl‘esh rate
—_— Agent move

K
.

¥ Move agent sccording to position in quaus

A A A A A A A AR A A AR A A A AR AR A1 3 4103043001 50 Sig n in /Sig n Out

<kl
.% ' @ |I” Quit application
' |
Return to ACD interface ACD Console settings

Language settings

The supervisor is able to choose the Ianguagé,pf_thé application and decide whether to start it when
launching windows. v

re 17 I:qnguage

| Choice favorite language

Languages | English

|¥] start vith windove
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Agent status settings

The ACD Console enables the supervisor to monitor agents. The agent’ status is defined per color.
The supervisor can at any time change the color of the agent’s status..

Figure 18 Color of Agent status

Agent's colors

Agent's color osoed [

Agent's color unreachable | \|
Agent's colorin prvate il |
Agent's colorin AcD =il [N -

Agent's color alerting -

Agent's color alerting foracdcall [ | =
Agent's color in pause - L] O

Agent's color in syndical pause -
—

Agent's color unlogged | =

To change the color corresponding to the agent’s status, click on the color icon. The available
colors will be displayed.

Select the chosen one. The color will be automatically applied to the status.

In the example below, agent’s status has been set as follow:

Agent is logged and available to answer calls

Agent’s color logged (private and ACD)

Agent’s color unreachable Agent is logged but his device is disconnected

Agent is on line with a client who called his ext #

FERISEEET PrivELD el direct and didn’t call the ACD group ext #

Agent is on line with a client who called the ACD

Agent’s color in ACD call
group ext #

Agent ext # is ringing (in the case of

Agent’s color alerting private calls)

Agent ext # is ringing and is prioritized for an

Agent’s color alerting for ACD call ACD call (over private call)

Agent is logged but in pause (on lunch, away

Agent’s color in pause from his desk.....)

¥l

Agent is logged, ready to anEwér the next call
.Eut in syndical pause (delay authorized for the
gent in answering the n )

K

Agent’s color in syndical béflése
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Client status settings

The ACD Console enables the supervisor to keep an eye on clients and make sure their calls are
answered within the shortest deadline. The client’ status is defined per color. The supervisor can at
any time change the client’s status color and their associated waiting time (length of time the client
has to wait for the call to be answered). Changes will take effect immediately.

Figure 19 Client color status

Client's colors
Soat sl st ol |y

Pl it e v (i ) | 3 |
Nermal chient waiting’s color _J
Maximum client waiting time (in mins) | & 5366F
===

Maximum client waiting's color !

Confirm box T

(]

m—

Deleting EJI -

| |

=)
[]

[ ]

]

[ ]
1]
(1]

[ ]

[

[ ]
_EE

Moving cl
L

To change the color corresponding to the client’s status, click on the color icon. The available
colors will be displayed.

Select the chosen one. The color will be automatically applied to the status.

Figure 20 Client waiting time setting

Client's colors
Just cotl chen'scolor [

Normal client waiting time [in mins) | 3

Normal client waiting's color 1
Maximum client waiting time {in mins) 2

Maximum client waiting's color

Confirm box 4

A waiting time (in minute) has been associated to the waiting client color status.

To change the waiting time (normal and max), click on the figure icon. 59 minutes waiting time
can be shared between normal and max with a maximum of 5 minutes available for the normal
e waiting time. = \'EJ' v

| y. ]
G The normal waiting time is set from 1 minute to 5 minute 1

- The maximum waiting time is set fro

tically &
A
al time to 3 minutes, the long we

e chosen mir ite. The new waiting time will be'é;;?toma

1e supervisor se
and 59.
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In the example below, client and waiting time’s color status have been set as follow:

Enables supervisor to have a view of online dealt

Client's color clients. Color status can be changed at any time.

Enables supervisor to have a view of client's waiting
time status. In this example, it has been set to 3
minutes.

Normal waiting deadline (in mins)
for client’s call to be answered

Enables supervisor to have a view of clients waiting
time status. In this example, it has been set to 6
minutes.

Maximum waiting deadline (in mins)
for client’s call to be answered

Confirm box settings

The ACD Console enables the supervisor to monitor and manage agents and clients as well as to
define the length of time the confirmation box will stay on the screen before a specific action is
made.

Figure 21 Confirm box setting

Confirm box

Moving agent | V] ‘5_ S
Deleting agent [V] |5 E|
Moving client |¥] ‘E_IEI‘
Deleting client  [V] Eﬁ
Transfarring client [V E‘il
Refresh rate ixooo '%'

|| Move sgent according to position in queue

Actions include:

e Moving agent: the supervisor can move agents from one ACD group to another
(drag & drop or mouse click)

e Deleting agent*: the supervisor can remove agents from one ACD group
(drag & drop or mouse click)

e Moving client: the supervisor can move clients from one ACD group to another
(drag & drop or mouse click)

 Deleting client: the supervisor can remove clients
(drag & drop or mouse click) v

e Transferring client: the supervis,xir can transfer clients to an agent
- \ | .

" Deleting an agent means r gent from an ACD gro

revent the agent to receive priva The s_upérvisor can

~agent ame or different ACD group. Age_r}?s are remc
display but a | visible in the contact list ready to become a

> enable/disable the a

iy 4
Pl C e i
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Refresh rate: the screen refresh rate has been set to 1000 milli seconds = 1 second
meaning that any changes performed will be effective within 1 second.

To change the refresh rate with a maximum of 5000 milli seconds, use the up and down
arrow.

Agent’s move enable: the supervisor can move an agent from one ACd to another
according to his position in the queue.

To enable/disable the move of agent according to position in queue, tick/untick the
relevant box.

Management toolbar

The management tool enables the supervisor to manage agents, clients and contacts from
the directory and perform the following actions:

expand in order to view and search agents in the directory
login agent to ACD group (logout agent from ACD group
put agent in pause

un-pause agent

remove agent from ACD group

drop a client

transfer client to another group

Figure 22 Management toolbar

Il ¥ 3 4agents(32logged )

g E
d &I-Ei ACDGroup_302 [ 302 ) & m(103) o1 ‘l L {101) 0/0

0 in pause
ringin
| 0 ringing
| o clients / 5 max

| 0 sec for syndical pause

00 01 (62 03 04 0506 07 |08 0S40 4% 42 95044]] 15 15 17 15 19 20 21 22 23

§ rcocrewp s (o) R 8 - o0 o/ |8 7e o) o0
4 agents [ 4logged )
1 in palise & ra(1o07) oo

0 ringing

O clients / 5 max

0 sec for syndical pause

|l Overflow Group

lanzge agents

| | show inactive agents

| /00 /01 02 03 04 05 06 07 (08 5 16 17 18 19 20 21 22 23
'@ ACDGroup_z03 {303 ) = T & FM(103) o/
4 agents [ 3 logged )
1 in pause
L f.ringing

P
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'@_ The expand button allows the Supervisor to have a view of all agents.
Click on the expand button to have a view of all agents.

&=
B Adien subl [ 120

& rermando glon=a {107 )
B Gisncarls Fisichells { 121 )
B fi-ikki kovslainen {102 )
g Jarmo Trulli { 103 )

B Jenson Bubton (122 )

8 tohni=mi (101)

B recukifiskeima 117 )
B Mark webber (114

To search for agents, enter a name or letters in the search box
S

To sort agents in alphabetic order (a-z and z-a), click on the arrow ™

i The pause button allows the supervisor to put an agent in pause status. The
agent will therefore be enabled to take any calls.

Select the agent you wish to put in pause, and click on the pause button.

b The un-pause button allows the supervisor to take an agent from his pause and
] make him available to answer calls.
Select the agent you wish to un-pause and click on the un-pause button.
e The login button allows the supervisor to connect an agent to an ACD group.

Highlight the agent to be connected and click on the login button.

The logout button allows the supervisor to disconnect an agent from an ACD
group.

=

Highlight the agent to be disconnected and click on the logout button.

Disconnected agents are viewed from the directory.

ﬁ The drop button allows the supervisor to remove an agent or client from the
== ACD group.

.

Highlight the agent/client to be removed and click on the drop button.

The agent no Iongerllappéars in the ACD group but is still | registered as an agent.

I b : .
At any time, the suhe_[yisor._c_a;rkcionnect the agent to an ACD g o b,
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ACD group Management and Monitoring zone

The ACD group Management and Monitoring zone enables the supervisor to have a view of

the following:
e agents ID (name and ext#)
e agents’ status (logged, in pause, alerting, ...)
e clients’ status and tel number
e time line (opening and closing hours of call center/hotline)

The ACD group Management and Monitoring zone allows the supervisor to perform the
following actions:

drag and drop an agent from the directory into one or multiple ACD groups
add an ACD group as overflow group

remove an agent from a given ACD group

remove a waiting client from a given ACD group

drag and drop an agent from one ACD group to another

drag and drop a waiting client from an ACD group to another

transfer a waiting client to an agent from the directory

answer to the waiting client if all agents are busy (must be declared as agent)
duplicate an agent to be available in different ACD groups

Figure 23 Detailed ACD group zone

| &, B ACDGroup_200 (200) ; 7 agents ( 2 loggad ). 0incall, 0inpause, 1 ringing, O clients / 12 max, 1 sec for syndical pause

| ACDGroup_301(301) ; 6 agents { 2 ligged J, Oin call, 0 in pause, 1 ringing, O clients / 5 max, 0 sec for syndical pause

m | B ACDGroup_302 (302) ; 6 agents {4 logged J. Oincall, 0in psuse, 1 ringing, O clients / § max, 0 sec for syndical pause
resssssssssansssnsassnsansssnnan

]}) F‘ ACDGroup_303 [ 303 )
E 6 agents ( 5 logged }
s ®

@ [ 1in pause l &F [121) 0/0 [ 2
F 1 ringing EE

2 clients { 5 max

¢ 0 sec for syndical pause

¢ |} Overflow Group

% Manage agents

¢ || showinactive agents

...............................

1 20 .07 08 0% @5 16 17 18 19 20 21 22 23 ;

Note: Clicking on the % enables the supervisor to hide the ACD group of agents and clients in details.

._{‘_.

The ACD group Management and Monitoring zone

is divided into 4 parts:

A
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The supervisor is also able to manage:
e Overflow group management

e Agent management
e Show/Hide inactive agents

2. Detailed information about the agents

e Status of agent representing by a color — please refer to figure 18
e Detailed view of the agent’s status when pointed the mouse on the agent

Figure 24 Agent status

:{ ACDGroup_303 (303 )
4 agents [ 2 logged )

t'in pause

.m.[.".g

} Lewis Jofin (101}
i ¢ Ringing - scd ezl g

1 7iriglng § with 1 00483875121 [ 23/07/2012 16:06:22 ) | :
S clients / 5 max ¢ Logged since : 19/07/2012 13:49:47 g
0 sec for syndical pause t 0 call missed

! 0 in unreschable state

Overflow Group

&

|25} Manage agents

|| Show inactive agents

Agent John Lewis ext # 101 status is ringing (color set is orange)

When pointing the mouse on the agent, the supervisor is able to see a detailed view of his
status as follows:

John Lewis, ext # 101 is ringing and is in ACD call (compared to private call)
John Lewis is on an ACD call with a client whose telephone n° is 04 89 87 9137
He took the call at 16.06.22 on 23/07/2012

John Lewis is logged since 19/07/2012 at 13.49.47

John Lewis didn’t miss any calls

John Lewis has never been in an unreachable state

Figure 25 Agent status color

Agent is logged and available to answer calls

Agent’s color logged (private and ACD)

Agent’s color unreachable | Agent is logged but his device is disconnected

Agent is on line with a client who called his ext #

Agent's coloriniprivaigegl ! direct and didn’t call the ACD group ext #

Agent’s color in ACD caw

Agent’s color ale

Agent is on line with a client who caIIed the ACD
group ext # ;

ol Agent ext # is rmgmg (in the case of
‘ prlvate calls) -
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Agent ext # is ringing and is prioritized for an

Agent’s color alerting for ACD call ACD call (over private call)

Agent is logged but in pause (on lunch, away

Agent's color in pause from his desk.....)

Agent is logged, ready to answer the next call
Agent’s color in syndical pause but in syndical pause (delay authorized for the
agent in answering the next call)

Agent’s color unlogged Agent is unlogged
Agent’s color when inactive Agent is free to take a call.
3. Information about the clients

The client’s status varies depending on the waiting time.

Figure 27 Client status

The client is recent in the queue and the
D0437231287 waiting time is less than 3 min (since 2 sec
In queue since: 22/04/2009 17:24:52 )

Duration : n0i00:02 — ; in the example).
05T OET 0708 B 16 (19 |20 |21 |22 |23

The client is in a queue and the waiting time
is more than 3 mins and less than 6 mins

& 00497231265 The client is in a queue and the waiting time
is more than 6 mins

4. Information about the calendar

The timeline represents the opening and closing hours of the call center/hotline.
Calendar setup can be done from web admin by the operator or from Web interface myCallCenter by
enterprise administrator or supervisor.

Opening hours: 8.00 am
Closing hours:
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Supervisor Management Tasks

7.1 Agent management
The Supervisor is entitled to perform the following actions:

add an agent from the contact list into a group of agents

login an agent

logout an agent

put an agent in pause

un-pause an agent

remove an agent from an ACD group

move an agent from an ACD group to another

duplicate an agent already in an ACD group to another ACD group
define an overflow Group

Adding an agent from the contact list to an ACD group

The Supervisor is allowed to add to ACD groups as many agents from the contact list as
requested.

There are 2 possible ways:
right clicking on the agent from the contact list and selecting the ACD group destination

e drag and drop the agent from the contact list to an ACD group

In the examples below, the Supervisor is adding the agent “Sophie Sunley ext # 265” to the
ACD group 205.
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Figure 29 Add agent from contact list to an ACD group - right clicking (1/2)

[F\Eentlle ACDConsole 7.6.2

@ Haimstaes kane (235) 3 agents (3 logged)

0in call
0 DOYEMMETTE Matthieu [284)

0in pause
@ Doyennette Matthieu (286) i

0 averflow
0 clients / 5 max

| 0 sec for syndical pause

4 Doyennette Matthieu (288
W Dovennette Matthiew (287)
& Huagh Claire (100}

W FPichon Ge;jpae

Sunley So

|
|
|

M4 15 15 17 18 19 20 21 22 22

—T T
0 overflow
| 0 clients / 2 max

15 sec for syndical pause

6 17 18 19 20 21 22 23

‘ acdgroup_201(201)
| 3 agents ( 2 logged )
0 in call

0if pause
0 ringing
O averflow
0 clients / 5 max

20 sac for syndical pause

I4 15 16 17 18 19 20 21 32 23

Server date 23/04/2009 13108122

3¢ <!

['®

l I:[r

Click on the expand button to open the contact list.

Right click the agent. This will open the action window.
Select the action

Click on selected action to confirm

Figure 30 Add agent from contact list to an ACD group — right clicking (2/ 2)

[E JCentile ACDConsole 7.6.2

| lp (205) ®
4 agents (3 logged ) = -
) de moraes karine (285) e 87zs (ze3) ofo
- DOYEMMETTE Matthiay (224
0in pause
@ Dovennette Matthieu [286] 0 vinging
) Dovennette Matthieu [222) ] 0 overflow

b clients / 5 max

@ Coyennette Matthiew (297)
0 sec for syndical pause

. Hugh Claire [100]

@ pichon Geraldine (218) E
sunlay Sophie (265) =

s 16 17 18 13 20 21 22 23

( roup 205. His status is set to unlogged.

The agent has been added to

To login the agent rick cllck o] he agent and select login agent
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Figure 31 Add agent from contact list to ACD group — drag and drop (1/2)

|(Bicentile ACDConsole 7.6.2

4 de maoraes karine (285)
£ DOYEMMETTE Matthieu [284‘
@ Dovennette Matthiau (288)
1 Dovennatte Matthieu (228)
@ Doyennatte Matthiew (237)
@ Hugh Claire (100)

W richon Geraldine [z1g) ‘ g

Sunley Sophie (265)

I~ [

¥ (205)

3 agents (3 logged )
ain call
0in pause
0 ringing
0 averflow

0 clients / 5 max

0 sec for syndical pause

@ Sunlay Snihie (265)
(+]

Add as agents
—

Select the agent to be added to the ACD group 205

Drag and drop to group 205.

b 1516171819 20 21 22 23

Figure 32 Add agent from contact list to ACD group — drag and drop (2/2)

{E)centile ACDConsole 7.6.2

s

e
40 de moraes karine (285) !

- DOYENNETFE Matthiay (284|
W Coyennette Matthieu (286) &
0 Dovennette Matthizu [288]

- Doyennette Matthiew [28?] g
@ Hugh Claire (100)

|| @ Pichon Geraldine (218) @

Sunley Sophie (265)

¥ (205)

4agents {2 logged )
0 in call
0in péusa
0 ringing
0 averflaw

0 clients / 5 max

0 sec for syndical pause

8 55 (263) DN .....................

i[5 16 17 18 15 20 21 22 23

The agent has been added to the ACD group 205.

The Supervisor must login the agent for him to be operational — please refer to section 4.2.3
Login/logout an agent.

Login an agent

Once the Supervisor has added agents to an ACD group, he must log them in for them to be
operational.

There are 2 possible ways:

e right clicking on the agent
e drag and drop the agent

rr ust gin the agent “Claire Hugh e
onal. E

In the example below, the Superviso
ACD group 205 in order for h be o
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Figure 33 Login an agent — right click (1/2)

{E)Centile ArDConsole 7.6.2 ol [l 4

| & c205)
00 de moraes karine (285) 4agents (3 logged )
oin call
¢ DOVEMMETTE Matthieu (284 i
0in pause
W Doyennette Matthizu (296)‘ 0 ringing
0 Doyennette Matthieu [288) 1 overflow

o clients / 5 max
0 sec forsyndical pause

W Doyennetke Matthizw (287))|

Hugh Claire (100)

W Pichon Geraldine (218)
@ sunley Sophia (265)

@] ]~ [=]&

18 1§2_0 212223

[@ war tacey ain I8 wan raess arn

| ACD Test (200)

Right click on the agent.

Select login agent. The color status of the agent will become green (please refer to color
code).

Figure 34 Login an agent — right click (2/2)

(centile AtDConsole 762 =

= SR
L0 de rmarses karine (285) 4 agents (4logged )

| | Oincall
{0 DOYEMNETTE Matthiau (224 | ik s
@ Doyennatte Matthieu (226) I

0 ringing
| 1 ouarflow

| 0 clients J S max

2|l 0 sec For syndical pause

{0 Doyennatte Matthisu (282))
@ Dovennstte Matthiew (287)|
-
@ Pichon Geraldine (218) |

@ sunley Sophie (265) | Bl 711520212223

L= & arn Test2an1 [ T | N R e

Figure 35 Login an agent from a group — drag and drop (1/2)

S| | czos)

0 de morass karine (283) | | 4agents (3 logged )
’ | I!l‘m | oin eall
0 DOYENMETTE Matthieu (254] :
| | |  0in pause
@ Dopennette Matthisyu (286)] b | o¥naing
| 1 Doyennette Matthizu (288)) | 1 overflaw

| . Doyennette Matthiew (257)

Hugh Claire (100)

@ Pichon Geraldine (218)

@ Sunley Sophis (265) I ﬁ i h7181520212223

| & ACD Tast (2001 g = ra— ] ol
o -

Select the agent to be logge w

Drag and drop the agent
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Figure 36 Login an agent from a group — drag and drop (2/2)

{E)Centile ACDConsole 7.6.2

R & (205)
W de roraes karine (285) 4 agents ( 4logged )
0 in eall

0 DOYENMETTE Matthieu (284 <
; 0in pause

@ Coyennette Matthieu (286)

1 Doyennette Matthieu (288)

@ Dopennette Matthiew (287)

Hugh claire (100)
. Pichon deraldine (218)
@ sunley Sophie (265)

0 ringing
1 overflow
0 clients / 5 max

0 sec for syndical pause

7181920212223

@]m]m]~]=]

dL ACD Tast @ 2001 =

The agent is logged in. His status color is set to green (logged in overflow mode)

Logout an agent

The Supervisor is enabled to logout an agent. There are 2 possible ways:

right clicking on the agent
drag and drop the agent

In the example below, the Supervisor wants to logout the agent “Claire Hugh ext # 100”
belonging to ACD group 205.

Figure 37 Logout an agent — right click (1/2)

{E)centile ACDConsole 7.6.2

@ Doyennatte Matthiew (287)
Hugh Claire (100)

@ pichon Geraldine (218)

@ sunley Sophie (265)

= I
|~'«§|v ¥ (203)
00 de rmorass karine (285) 4 agents ( 4logged )
- . X 0in call
4 DOYEMMETTE Matthieu (284
- 0in pause
@ Coyennatte Matthieu (286) o Finging
0 Doyennette Matthisu [288) 1 overflow

ﬂﬁﬁ!@vs

o clients / 5 max

0 sec for syndical pause

151320212223

& ACD Test( 2001

Right click on the agent.

Select logout agent.

Fig

{Dcentile ACDConsole 7.6.2

[

The agent will automatically b

ure 38 Logout an agent #

C|ICK (2/2
"l.l

|

4 DOYEMMETTE Matthieu (284
@ Coyennette Matthieu [286)
40 Doyennette Matthieu (288) ]
@ Doyennetts Matthiew [ 287)
W pichon Geraldine (218)
@ sunley Sophie [265j'

0 de maoraes karine (283) =

3} (205)
4 agents { 3 logged )
0in call

0in pause
0 ringing
1 ovetflow
0 clients / 5 max

0 sac for syndical pause

ALD Test( 2001
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Figure 39 Logout an agent from a group — drag and drop (1/2)

{E)centile AcDConsole 7.6.2 - —lglx

:‘ {205)
4 agents ( 4logged )
0 in call

[l

40 de moraes karine (285)

O DOYENNETTE Matthieu (284
- 0in pause

’ Doyennette Matthieu (286)
' Doyennette Matthieu [288)

0 ringing
1 averflaw
0 cliants / 5 max

|l 0 sac for syndical pause

’ Doyennette Matthiew [287]
Hugh Claire (100}

. Pichon Getaldine (218) ©
# sunley Sophie (285) ER

iflei9202122323

Select the agent to be logged out

Drag and drop the agent to logout box E The agent will automatically be logged out.

Figure 40 Logout an agent from a group — drag and drop (2/2)

(©)centile ACDConsole 7.65.2

Afpeisz0z12223

| Al (e o
) de rmoraes karine (285) L— 1 4agents ( 3lagged)
. mﬂ @ in call
40 DOYEMMETTE Matthieu (284 4
0in pause
@ Doyennette Matthieu (286) p 0 ringing
49 Doyennette Matthieu (288)L0 | 1 averflow
@ Doyennette Matthiew (287) @ Y ehants 75 mie
1 ot For sy dical Haimee
Hugh Claire (100) |=
@ pichon Geraldine (218) E
@ sunley Sophie (265) a |
|
| ACD Test 2001

The agent is logged out. His status color is set to grey (please refer to color code)

Please note: If the Supervisor logs out an agent during an ACD call, the new agent’s status will
only take effect when ending the conversation with a customer.

The agent’ status color will change. Please refer to 4.1.2 ACD group Management and Monitoring

zone for color details.

Putting an agent in pause
The Supervisor is enabled to put an age

There are 2 possible ways:

e right click on the agent
e drag and drop the agent

In the example bélpw, the SL
belonging to ACD group 2
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Figure 41 Put an agent in pause — right click (1/2)

{E)centile ACDConsole 7.5.2
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Right click on the agent.

Select pause agent. The agent will automatically be put in pause.

Figure 42 Put an agent in pause — right click (2/2)

Otentlle ACDConsole 7.6.2

‘ﬁ (205)
| 4agents (2 logged )

0 i eall

:

.
4 I
5

1in pausa

0 tinging

1 ouverflow
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0 sec for syndical pause

Fille 15 20 .21 22 23

CIEEE

& arn Tast r2a0

The agent Matthieu Doyennette ext # 284 is on pause. His status color is set to blue (please refer
to color code)

Figure 43 Put an agent in pause — drag and drop (1/2)

& (205)
L .da0ents (3 logged )

in padse &

0 tinging

Put agent in padse

0 sec for syndical pause

BERLECE:

[ AFD Tact f 2001
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Figure 44 Put an agent in pause — drag and drop (2/2)

(E) Centile ACDConsole 7.6.2

23| # 209
4agents { 3logged )
0 in call

1 in pause
0 ringing
1 overflow
0 clients / Smax

0 sec for syndical pause

@[m[R[=]=

ls 13 z0 21 22 23

A ArD Tact C200Y

The agent Matthieu Doyennette ext # 284 is in pause. His status color is set to blue (please refer to
color code)

Please note: If the Supervisor put an agent in pause during an ACD call, the new agent’s status will
take effect when ending the conversation with the customer.

The agent’ status color will change. Please refer to 4.1.2 ACD group Management and Monitoring
zone for color details.

Un-pausing an agent

The Supervisor is enabled to remove an agent from his pause (lunch break, away from his

There are 2 possible ways:

¢ right click on the agent
e drag and drop the agent

In the example below, the Supervisor wants to remove from his pause the agent “Matthieu
Doyennette ext # 284” belonging to ACD group 205.

{)Centile ACDConsole 7.6.2

Figure 45 Un-pause ﬂ:right click (1/2)
| C205)

4 agents ( 2logged)
0in eall

1 pause
0 ringing
1 overflow
0 clients / 5 max
0 sec for syndical pause

@[~ |=

13 20 21 22 23

& ACD Test {200
-~

B S
ght click on the agent.
Select un-pause agent.

o
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Figure 46 Un-pause an agent — right click (2/2)
(E)Centile ACDConsole 7.6.2 :I'Ef[{xj

& 205)
% agents (3 logaed )
Oin eall

1G]
B

i

0in pauze
0 ringing
1 guerflow

0 clients /5 max

| 0 sec forsyndical pause

@[] -] =

| 19 20 21 22 23
[ &l ACD Testf 2001 Wil oAk s | =]

The agent Matthieu Doyennette ext # 284 is un-paused and ready to answer calls. His
status color is set to green (please refer to color code)

Figure 47 Un-pause an agent — drag and drop (1/2)

{B)Centile ACDConsole 7.6.2 PR
' “.I' (205) '

u de morass karine (285) | 4agents (3logged )

# DOYENNETTE Matthieu (28

’ Doyennette Matthieu (286;“ s ""."""E

0 incall

{0 Doyennette Matthieu (288301 © SUerrioy
@ Doyennette Matthiew [28?§| -k
@ Hugh claire (100)

| @ Pichon Geraldine (218)

@ sunley Sophis (265) | =

Select the agent to be removed from his pause.

Unpause agent lical § :)ause

J12131415161718192021 2223

Drag and drop the agent to the un-pause agent box [P . The agent will automatically be
removed from his pause.

Figure 48 Un-pause an agent— drag and drop (2/2)
I©centiieacoConsole 762 = |

(205)
4 agents ( 3 logged )
Oin call

Oin pause
0 ringing
1 overflow

O clients / 5 max
| 0 sec for syndical pause

00 01 0z 03 04 05

19 20 21 22 23

| & ACD Test £ 2001

ORDEE

The agent Matthieu Doyennette ext # 284 is un-paused
color is set to green (please refer to color code)

\
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Please note:
Once removed from the ACD group, the agent will remain an agent and will still be available
in the contact list ready to become an agent again.

Figure 49 Remove an agent from a group — right click (1/2)

{©)centile ACDConsale 7.6.2 N i =] 345
‘gvm'(zns) R omo. = 8 == |

| 4 agents { 4logged )
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0 overflow
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I—i_E 0 clients / 5 max
==

@ Doyennette Matthiew (2s7j|
@ Hugh Claire (100)
’ Pichon Garaldine (218)

l 0 sec for syndical pause

sunley Sophie (265) : |00 01 0203 04 0508 0 1617 1819 20 2122 23
'I. ALD Test ( 200) @ o coov o e C soom rr |

Select the agent to be removed.
Right click the mouse.
Select “Drop agent”. This will open the confirm box.

The agent has been removed from the ACD group 205 (but is still available in the
contact list)

Figure 50 Remove an agent from a group — right click (2/2)

{E)Centile ACDConsole 7.6.2 . 8 [ ] 5]
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¢ Warning
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1 i& Sunley Sophie (265) will be remave fram (205)

i :
i :
i 35 [of ves| [3 No Plunuli-;:nn:
§ =Y : ! R M (2 T
. \:? rl-
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Select yes to remove the agent or

timer (setto 5 sfeconds) is due.
w

ay on the screen before a specific action is miq 3

econds, meaning that if the Supervisor do
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Figure 51 Remove an agent from a group — drag and drop (1/2)
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Select the agent to be removed.

Drag and drop the agent to the drop box @ This will open the confirm box.

Figure 52 Remove an agent from a group — drag and drop (2/2)

(E) Centile ACDConsole 7.6.2 e _|of x|
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I

Select yes to remove the agent or wait until the timer (set to 5 seconds) is due.

Please note: ’
As stated previously in the guide, the Supervisor is enabled to define the length of time the
confirmation box will stay on the screen before a specific action is made. The deletpn of an
agent has been set to 5 seconds, meamng that |f the Superwsor doesn t press “Yes he action
to delete will be performed after 5 se
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Moving an agent from an ACD group to another

Based on drag and drop mode, the Supervisor is enabled to move an agent from a group to
another.

In the example below, the Supervisor is moving the agent ext # 286 from Group 200 to Group
205.

Please note: The move of one agent is impossible if action is performed out of office hours.

Figure 53 Move an agent from a group to another (1/3)

¥ (205)

3 agents { 3 logged ]
0in call
0in pause

y
i
i

O ringing
1 overflow H H
f : H |
O clients / Smax H Move agent
Osectorsyndicalpause | L NreEETLLLL

e 20 21 22 (23

00 (03 02 02 04 05 0
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0in call
0'in pause

CIEET R E

0 ringing
0 overflow
0 clients / 2 max
15 sec for syndical pause

Qanh (21 (22 l23

{00 01 02 03 04 05 08 07 03 08
Select the agent to be moved.

Drag and drop the agent in the chosen group. This will automatically move the agent to the
new group.

Figure 54 Move an agent from a group to another (2/3)
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Select yes to move the agent from ACD group 200 to 205 or wait until the timer (set to 5 seconds) is due.

Please note:

As stated previously in the guide, the Supervisor is enabled to define the length of time the confirmation box
will stay on the screen before a specific action is made. The move of an agent has been set to 5 seconds,
meaning that if the Supervisor doesn’t press “Yes”, the action to move will be performed after 5 seconds.

Figure 55 Move an agent from a group to another (2/3)

RI=TEY

(©)centile ACDConsole 7.6.2
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The agent previously belonging to Group 200 has been appointed to Group 205.

Duplicating an agent to another ACD group

The Supervisor is enabled to duplicate an agent in order for him to belong to 2 groups at the
same time.

In the example below, the Supervisor is duplicating the agent MD288 from ACD group 205 to ACD group
200.

Figure 56 Duplicate an agent already,in a group to another group (1/2)
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Figure 57 Duplicate an agent already in a group to another group (2/2)
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The agent MD288 now belongs to ACD group 205 and ACD group 200.
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Define an overflow Group

The supervisor is enabled to define an overflow Group when all agents of a first Group are not

available. In this case, a waiting client will automatically and immediately be passed in the overflow
group queue.

Figure 63 Define overflow Group 1/2
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Figure 64 Define overflow Group 2/3
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Figure 64 Define overflow Group 3/3
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8.1 Clients management

The Supervisor is enabled to perform the following actions:

e move a waiting client from a group to another group of agents

e transfer a waiting client to a contact from the contact list
e remove a client

Moving a waiting client from an ACD group to another

When a client calling an ACD group has been put in a queue for a certain amount of time as all agents from
this group were on line, the Supervisor can decide to allocate the client to another grouB\where agents are
i- ; available to take his call. This action is done on a drag and drop basis.

In the example below, the agent MD284 in Group 201 is online. The Supervisor i
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Figure 58 Forward a waiting client from a group to another (1/3)
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Figure 59 Forward a waiting client from a group to another (2/3)
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Figure 60 Forward a waiting client from a group to another (3/3)

(®)centile ACDConsole 7.6.2 i =]
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Select yes to transfer the client to agent MD287 in group 200 or wait until the timer (set to 5 seconds) is
due.

The agent MD287 is now in a call with the client.

Please note:

As stated previously in the guide, the Supervisor is enabled to define the length of time the confirmation
box will stay on the screen before a specific action is made. The transfer of a client has been set to 5
seconds, meaning that if the Supervisor doesn’t press “Yes”, the action to transfer will automatically be
performed after 5 seconds.

When moving a waiting customer to an agent, the agent’s status will be seen as a private call.

When moving a waiting customer to an ACD group, the status of the agent taking the call will be seen as
ACD call.

The customer is not aware of his transfer to another ACD group.

-

Transferring a waiting client to a contact from contact list

The Supervisor recognized the telephone number of a client. This one usually calls ACD group, but
the Supervisor definitely knows that this client is calling for Matthieu Doyennette. Instead of waiting for
an agent to answer the call, the Superwsor set in overflow mode and therefore able to ans

agent’s behalf, takes the initiative to answer to this client and forward him to the requeste t

B =

ion is based on a drag and drop basis.
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Figure 61 Forward client to contact list (1/3)
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Click on the expand icon @ to open the contact list.

Drag and drop the client to the requested contact.

Figure 62 Forward client to contact list (2/3)
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Select yes to transfer the client to ext# 288 or wait until the timer (set to 5 seconds) is due.

Please note:

As stated previously in the guide, the Supervisor is enabled to define the length of time the confirmation box
will stay on the screen before a specific action is made. The transfer of a client has been set to 5 seconds,
meaning that if the Supervisor doesn'’t press “Yes”, the action to transfer will automatically be performed after

5 seconds.

Figure 63 Forwa.r-d.- client to contact list (3/3)
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Removing a waiting client
The ACD Console enables the Supervisor to remove a client from an ACD group to the dustbin.
There are 2 possible ways:

e right clicking on the client
e drag and drop to the dustbin

Figure 64 Remove a waiting client from a group — right click (1/2)
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Select the client to be removed.
Right click the mouse.

Select “Drop client”. This will open the confirm box.

Figure 65 Remove a waiting client from a group — right click (2/2)
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Please note:

As stated previously in the guide, the Supervisor is enabled to define the length of time the confirmation box
will stay on the screen before a specific action is made. The deletion of a client has been set to 5 seconds,
meaning that if the Supervisor doesn’t press “Yes”, the action to delete will be performed after 5 seconds.

The client has been removed from the ACD group 201 and the call was ended automatically.

Figure 66 Remove a waiting client from a group — drag and drop (1/2)
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Select the client to be removed.

Drag and drop the client to the dustbin box @ This will open the confirm box.

Figure 67 Remove a waiting client from a group — drag and drop (2/2)
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Select yes to remove the client or wait until the timer (set to 5 seconds) i s due.

Note: As stated previously in the guide, the Supervisor is enabled to define the length of time the
confirmation box will stay on the screen before a specific action is made. The deletion of a client
has been set to 5 seconds, meaning that if the Supervisor doesn’t press “Yes”, the action to delete
will be performed after 5 seconds.

The client has been removed from the ACD group 201 and the call was ended automatically.
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ACD Console Features

Application settings Management (at installation level)

Automatic launch at startup
= lconify in systray at start up
- lconify in systray instead of quitting
- Set language

Agent Status Management

Idle (logged)
- Idle in overflow
- Unlogged
- In overflow unlogged
- Unreachable
- In private call
- In private call mode overflow
- in ACD call
- in ACD call mode overflow
- in pause
- in syndical pause
- alerting
- Agent status’ color fully customizable

Client status Management

Normal waiting time
- Maximum waiting time
- Client status’ color fully customizable

Confirm box Management

Define the length of time the confirmation box window stays on the screen and this related to:
- Moving agent
- Deleting agent
- Moving client
— Deleting client
- Transferring client
- Refresh rate time management

Agent ACD Call Management

add an agent from the contact list into a group of agents
- add an agent from the contact list mto a group of agents as overflow mode
- login/logout an agent h
- put an agent in pause/un- pause an agent s
- remove an agent from an ACD ‘group Hg;w
- move an agent from an APD group to another
- copy an agent already in an ACD group tq?another group »

Client ACD Call Manageme

move a waiting clien other )
transfer a waiting client to a contact from the contac
L

emove a client -







