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1.0
Basic ACD Features

1.1
Integrated PBX/ACD Solution 

Can your PBX system provide ACD functionality without requiring a separate ACD system, server, hardware, or software? Is there a separate cost for providing ACD functionality or is this a standard feature?

Comply. Avaya Call Center Basic functionality is included as standard with each and every Avaya Communication Manager 2.1 platform. The ACD functionality is provided by Communication Manager without requiring a separate ACD system. As options, there are three (3) scaleable packages designed to suit the particular needs of your business: 

1. Avaya Call Center Introductory Offer – provides all of the ACD functionality required to operate a small, basic call center and includes basic conditional routing capabilities. It can handle up to 40 agents at an extremely attractive per agent price.

2. Avaya Call Center Elite – our most popular package features Avaya Expert Agent Selection (EAS is Avaya’s term for skills-based routing) and the full complement of advanced Call Vectoring (conditional routing) capabilities. The Elite package now includes Avaya Basic Call Management System (BCMS) for reporting outputs and Network Call Redirection, which provides the ability to transfer a call from an Avaya server to another network user in the public network, thereby releasing the trunks for reuse by another call.

3. Avaya Call Center Elite with Avaya Business Advocate – adds the powerful resource selection features provided by both Avaya Dynamic Advocate and Avaya Business Advocate for Avaya Communication Manager. These features add advanced routing capabilities that utilize defined business objectives to match the right call to the right agent using Avaya’s patented distribution algorithms and predictive technology.

The following tables highlight the Avaya Call Center offers available, what is included in the base versus optional offers, and the call center features associated with each offer. For a description of these features, please refer to the Avaya online documentation available at http://support.avaya.com under the Technical Database links at the left side look for Contact Centers/CRM and follow the links for Call Center.

	Features
	Call Center Basic (standard features)
	Call Center Intro Offer
	Call Center Elite
	Call Center Elite with Advocate

	Automatic Call Distribution (ACD)
	X
	X
	X
	X

	Auto Available Split (AAS)
	X
	X
	X
	X

	Dial Plan Expansion to 7-digits 
	X
	X
	X
	X

	Most Idle Agent (MIA) Across Splits/Skills Option
	X
	X
	X
	X

	MIA Treatment for After Call Work (ACW)
	X
	X
	X
	X

	Multiple Call Handling on Request
	X
	X
	X
	X

	Multiple Call Handling – Forced
	X
	X
	X
	X

	Move Agent/Change Splits/Skills while Staffed
	X
	X
	X
	X

	Multiple Announcement Boards 
	X
	X
	X
	X

	Redirect On No Answer (RONA)
	X
	X
	X
	X

	Remote Logout of Agents
	X
	X
	X
	X

	Service Observing – Basic
	X
	X
	X
	X

	Service Observing By Class Of Restriction
	X
	X
	X
	X

	Service Observing – Remote
	X
	X
	X
	X

	Timed After Call Work/Agent Pause Between Calls
	X
	X
	X
	X

	VuStats including Enhancements:
	X
	X
	X
	X

	· Service Level
	X
	X
	X
	X

	· Login IDs
	X
	X
	X
	X

	Holiday Vectoring
	X
	X
	X
	X

	Call Work Codes (CWC)
	
	X
	X
	X

	Call Vectoring – Basic
	
	X
	X
	X

	Call Prompting:
	
	X
	X
	X

	· Administrable inter-digit timeout
	
	X
	X
	X

	Redirect On No Answer to VDN (Vector Directory Number)
	
	X
	X
	X

	Support Network Provided Digits (CINFO) (see Note 1)
	
	X
	X
	X

	Service Observing of VDNs
	
	X
	X
	X

	· VDN Observing on Agent Answer
	
	X
	X
	X

	Display VDN for Route-to Direct Agent Call
	
	X
	X
	X

	VDN of Origin Announcement (VOA)
	
	X
	X
	X

	VDN Return Destination
	
	X
	X
	X

	Vector Administration:
	
	X
	X
	X

	· route to with/without coverage
	
	X
	X
	X

	· multiple audio/music sources on delay
	
	X
	X
	X

	Vector Initiated Service Observing
	
	X
	X
	X

	Vectoring Advanced Routing:
	
	X
	X
	X

	· ANI/II-Digits Routing
	
	X
	X
	X

	· ASA routing
	
	X
	X
	X

	BCMS
	
	X
	X
	X

	Best Service Routing (BSR) Single Site 
	
	
	X
	X

	· BSR Available Agent Adjust By
	
	
	X
	X

	· BSR Polling over IP w/o B (Bearer)-Channel
	
	
	X
	X

	· BSR Local Feedback for Queued Calls (Communication Manager 2.0 feature)
	
	
	X
	X

	EWT (Expected Wait Time) Routing
	
	
	X
	X

	VDN Calls routing
	
	
	X
	X

	Duplicate Agent Login ID Administration
	
	
	X
	X

	Least Occupied Agent
	
	
	X
	X

	Expert Agent Selection:
	
	
	X
	X

	· Add/Remove Skills by FAC (Facility Access Code)
	
	
	X
	X

	· Agent Call Handling Preference
	
	
	X
	X

	· Auto-Answer/Manual-Answer by Logical Agent ID
	
	
	X
	X

	· Inspect button shows station name
	
	
	X
	X

	· MWL (Message Waiting Lamp) for logical agent coverage
	
	
	X
	X

	· Service Observe – Logical Agent
	
	
	X
	X

	· Skills Capacities (60x16) – PHD (Preference Handling Distribution)
	
	
	X
	X

	Reason Codes for Login, Logout, and AUX (Auxiliary Work)
	
	
	X
	X

	Network Call Redirect
	
	
	X
	X

	VRU Tones
	
	
	X
	X

	Service Level Maximizer (Communication Manager 2.0 feature)
	
	
	X
	X

	Variables in Vectors (Communication Manager 2.0 feature)
	
	
	X
	X

	BSR Local Feedback for Queued Calls (Communication Manager 2.0 feature)
	
	
	X
	X

	Maximum Agent Occupancy
	
	
	X
	X

	Advocate
	
	
	
	X

	Dynamic Advocate
	
	
	
	X


Note 1:  Caller INformation FOwarding (CINFO) is an AT&T network service currently only available on a domestic U.S. basis.

1.2
Order of Arrival Queuing 

Can calls be delivered to agents in First In, First Out order (order of arrival queuing)?

Comply. Avaya Call Center software allows incoming calls to connect automatically to a specific split. An ACD split is simply a hunt group that is designed to receive a high volume of similar calls. Calls to a specific split are automatically distributed among the agents, or hunt group members, assigned to that split. If there are no agents available, calls can queue to the split until an agent becomes available. Calls are delivered in First In, First Out queue order unless a call has been assigned a higher queue priority.

1.3
Priority Queuing

Can calls from certain trunk groups or to certain dialed numbers be assigned a higher priority than other callers? Can calls which overflow from another split be queued ahead of other calls? Describe the options.

Comply. 

### Attention ###   Call Center Basic answer.
Priority queuing allows priority calls to be queued ahead of calls with normal priority. You can implement priority queuing in two ways:

· Assign Priority Queuing to a calling party’s Class of Restriction (COR) based on the incoming trunk group the call originates on, the directory number dialed for the split, or the Dialed Number Identification Service (DNIS) received from the network.

· Assign Priority on Intraflow to an ACD split. This allows calls from the split, when intraflowed into another split, to be queued ahead of nonpriority calls.

### Attention ###   Call Center Intro/Elite Call Vectoring answer is provided below. Depending upon whether Call Vectoring is included in your proposal, you can delete the appropriate part of this response or include the call vectoring response as optional. You should label it as optional if it is not included.

Priority Queuing With Call Vectoring

Call Vectoring offers four levels of entry to an ACD queue including:

· Low priority

· Medium priority

· High priority

· Top priority

Using these four levels, preferential answering treatment can be given to certain incoming calls based on various criteria. These criteria might include the cost of various trunking facilities, the amount of revenue generated by certain calls, and special courtesy to customer groups or executive personnel.

Priority can be assigned at the incoming trunk group, by dialed number, or by caller prompted information. Priority can also be changed on a dynamic basis, according to current conditions such as: time call has been in queue, number of calls, number of agents available, number of agents staffed, time of day, and/or day of week.

1.4
Queue Capacity

State the number of queues available and the number of queue slots available.

	
	G3CSI & SI
	S8700 IP Connect
	S8700 Multi Connect
	S8500
	S8300
	S8100

	ACD Split/Skill Groups (Queues)
	99
	2,000
	2,000
	2,000
	99
	99


The capacity limits for System and Per Group Queue Slots are not applicable with any platforms that run Avaya Communication Manager Release 2.1 or later due to the Release 2.1 Dynamic Hunt Group Queue Slot Allocation feature. The Dynamic Hunt Group Queue Slot Allocation enhancement available with Avaya Communication Manager 2.1 will now allocate dynamically Queue Slots on a shared basis across the entire media server driven system as needed and when needed.  It reduces the need to administer queue slots on each Hunt Group form.  If queue limiting is required, then vector conditionals can be used. Hunt group queue slots are now allocated on an as needed basis allowing all calls that are possible to be in queue. The common pool of queue slots is 1,000 for the CSI/SI/S8100/S8300 server platforms and 12,000 for the S8500/S8700 platforms.
1.5
Queue Size Limiting

Can the split/skill queue size be limited?

Comply. 
### Attention ###   Call Center Basic answer.
Queue size can be limited to the desired size on a per-split basis. The caller gets a busy signal when the queue is full (or busy coverage, if administered) unless a call comes in via an automatic-in central office (CO) facility. In this case, the caller hears ringback from the central office and the system continues trying to place the call in the queue.

### Attention ###   Call Center Intro/Elite Call Vectoring answer is provided below. Depending upon whether Call Vectoring is included in your proposal, you can delete the appropriate part of this response or include the call vectoring as optional. You should label it as optional if it is not included.

Queue Size Limiting with Call Vectoring

With Call Vectoring, queue size for each split/skill can be managed dynamically using vector commands. Thus, the desired queue size can change based on various conditions in your call center. The following types of conditions can be checked and used to manage queue length: 

· Number of staffed agents 

· Number of available agents

· Number of connected calls by Vector Directory Number (VDN)

· Number of calls queued 

· Expected Wait Time 

· Rolling Average Speed of Answer 

· Oldest Call Waiting Time 

· Time of day, day of week, date of year

For example, you can test for the number of staffed agents in a specified split/skill before queuing a call. If a call is not queued, the call can receive a forced busy signal, be disconnected (generally after hearing an announcement), or routed to another split/skill, an individual station user, the attendant console, or voice messaging. Since a forced busy signal on digital facilities does not return answer supervision, no billing is incurred on usage-sensitive lines, eliminating unnecessary use of expensive facilities. This capability can also be used to limit the number of incoming calls being held in queue for toll free call centers.

Queue size can also be limited by the number of active calls in a specific application. With Call Vectoring, this is done by Vector Directory Number (VDN), which is usually the dialed number or the result of a prompt to the caller. This is an excellent method for applications that require a contracted or predetermined number of agent resources. When the number of calls exceeds the desired level, the caller hears a busy signal or announcement providing alternate choices. This also enables multiple applications to share facilities while preventing one application from utilizing all of your call center resources.

1.6
Most Idle Agent Hunting

Can calls be distributed to the “most-idle” agent? Describe your algorithm for selecting the most-idle agent.

Comply. 
### Attention ###   Call Center Basic or Intro answer
Uniform Call Distribution (UCD) uses the Most-Idle Agent (MIA) algorithm to route calls. The MIA algorithm creates a queue of agents who are available to receive calls. An incoming call is routed to the agent who has waited the longest time in the queue (has been available the longest). When an agent receives a call, the agent is removed from the queue for the split/skill to which the call was delivered. If MIA Across Splits/Skills is active, the agent is also removed from all other MIA agent queues. Otherwise, the agent remains in the MIA queue for any other splits/skills that he or she is logged into. UCD and the MIA algorithm allow calls to be evenly distributed among agents logged in to a particular split/skill. With MIA Across Splits/Skills active, calls are distributed evenly among agents logged into the same splits/skills. 

### Attention ###   Call Center Elite answer is provided below. Include this portion of the response in addition to the above if EAS is included in your proposal. Or you can include this portion of the response and label it as optional if EAS is not included.

Expert Agent Distribution 

Expert Agent Distribution (EAD) is available with Call Center Elite Expert Agent Selection (EAS). EAS routes incoming Automatic Call Distribution (ACD) calls to the agent who is best qualified to handle the call, that is, the agent with the specialized skills or experience required to best meet the caller’s needs. EAD uses the Most Idle Agent (MIA) algorithm to route calls but maintains a queue of idle agents by agent skill level. When you are using EAS Preference Handling Distribution (EAS-PHD), the agent can enter the MIA queue at one of 16 levels. The lower the level, the higher the level of expertise; so an agent with skill level 1 is the most qualified to answer a call to that skill. When agents with a lower skill level become idle, they enter the MIA queue in front of agents with a higher skill level. Assigning skill levels is also used as a way of selecting the type of calls you would prefer a multiskilled agent to handle.

Least Occupied Agent

Avaya Call Center Elite software can also see to it that your highest performing agents are not over-utilized by reviewing their current and recent performance and ensuring agent workloads are distributed fairly. This allows uniformity of agent workloads in a multiskilled environment. Least Occupied Agent (LOA) considers an agent’s total call occupancy rate since logging on, not just how long it has been since the agent’s last call. In a call center with both multiskilled and single-skilled agents, it is often the case that the multiskilled agents have much higher occupancy and these agents often burn out or complain of unfairness. With Least Occupied Agent, hot seats are eliminated. The mix of calls a multiskilled agent takes will now include fewer of the kinds of calls handled by single-skilled agents. A secondary effect of this agent selection methodology is improved service levels for thinly staffed skills.

1.7
Music On Queue Delay 

If an agent is not available to handle a call, the call must queue for the next available agent. The system must be able to provide music on hold until the call is answered. 

Comply. When all agents are active on calls or in After-Call Work mode, the split/skill queue allows incoming calls to wait for an idle agent. The next available agent is automatically connected to the call in the split queue. While the call is waiting in queue, the caller will hear announcements and either ringback or music on hold, if administered. A customer-provided music source is required. 

### Attention ###   Add the following if Call Vectoring is provided below. Depending upon whether Call Vectoring is included in your proposal, you can delete the appropriate part of this response or include the call vectoring as optional. You should label it as optional if it is not included.

Music Treatments with Call Vectoring

Call Vectoring allows you to specify queue delay with audible feedback of silence, ringback, system-wide music-on-hold, or an alternate customer-provided audio/music source. Each ACD group or application can define or customize the music sources to be played to callers waiting in queue. A customer-provided music source could be selected based on DNIS or other ACD information. A call vector can specify which music source is heard, when, and for how long.

1.8
Queue-Specific Delay Announcements

For basic ACD applications, callers must be provided a queue-specific (different for each queue) delay announcement if an agent is not immediately available to answer a call. After waiting a specified period of time, a second announcement must be provided. This period of time between announcements must be programmable by queue. Also, the second announcement must repeat after a specified period of time. For some applications, it is required that a queue-specific announcement be provided first before talking to an agent, even if an agent is immediately available. Describe your ability to meet these basic announcement requirements. 

Comply. 
### Attention ###   Call Center Basic
You can assign two announcements to each split. The first announcement can be forced and heard by all callers or may be bypassed if an agent is available immediately. You can specify the delay before each announcement. You can administer the second announcement to repeat at desired intervals.

The first-announcement delay interval defines how long a call remains in queue before the call is connected to the first announcement. If this interval is 0 seconds, the incoming call is automatically connected to the first announcement. This is a forced first announcement—the call is not routed to an agent until after the caller hears the first announcement.

### Attention ###   Call Vectoring answer is provided below. Depending upon whether Call Vectoring is included in your proposal, you can delete the appropriate part of this response or include the call vectoring as optional. You should label it as optional if it is not included.

Multiple Announcements with Call Vectoring

Call Vectoring allows you to completely customize, by each unique application or call type, the announcement treatment provided to callers. Callers can be provided an initial greeting, such as “Thank you for calling … All of our agents are currently busy. Please hold...” This greeting can either be heard only if agents are not available and the call is queued or the initial greeting can be forced. The forced greeting can be used to deliver an announcement that you want all callers to hear before connecting to an agent, such as “Thank you for calling …. Your call may be monitored for quality assurance purposes...”

After the initial greeting, callers can be provided multiple additional announcements. Announcements can be customized to the application, or shared by multiple applications. Programmable delay steps, repeating or nonrepeating, and conditional announcements are supported. 

1.9
Agents in Multiple Split/Skill Groups

Can agents be members of multiple splits/skills? If so, how many?

Comply. 
### Attention ###   Call Center Basic
Agents can be members of up to four splits. 

### Attention ###   EAS answer is provided below. If EAS is included, delete the above sentence after the Comply and include the following response. Or you can include both portions of the response and label the EAS part as optional if EAS is not included.

Multiskilled Agents with Expert Agent Selection Preference Handling Distribution

With Expert Agent Selection Preference Handling Distribution (EAS-PHD), agents may be assigned up to 60 skills each at one of 16 levels of preference or proficiency. This is administered per individual agent.

1.10
Most-Idle Agent Status for Agents in Multiple Groups

If an agent is a member of multiple split/skill groups, how does this affect the distribution of calls based upon Most-Idle Agent? When we are delivering a call for a specified split/skill, can we choose whether we want to consider the agent Most Idle for only the split/skill in question or the agent Most Idle across all of their defined split/skill groups?

Comply. You can choose whether agents are considered “most idle” by individual split/skill or across all split/skills the agent is assigned to. MIA Across Splits/Skills distributes calls more equally to agents with multiple splits or skills. When agents handle a call for one split or skill, they go to the back of all their idle agent lists.

### Attention ###   EAS answer is provided below. If EAS is included, delete the above sentence after the Comply and include the following response. Or you can include both portions of the response and label the EAS part as optional if EAS is not included.

Least Occupied Agent

Avaya Call Center Elite software can also see to it that your highest performing agents are not over-utilized by reviewing their current and recent performance, allowing agent workloads to be distributed fairly. This allows uniformity of agent workloads in a multiskilled environment. Least Occupied Agent (LOA) considers an agent’s total call occupancy rate since logging on, not just how long it has been since the agent’s last call. In a call center with both multiskilled and single-skilled agents, it is often the case that the multiskilled agents have much higher occupancy and these agents often burn out or complain of unfairness. With Least Occupied Agent, hot seats are eliminated. The mix of calls a multiskilled agent takes will now include fewer of the kinds of calls handled by single-skilled agents. A secondary effect of this agent selection methodology is improved service levels for thinly staffed skills.

1.11
Automatic Availability after Each Call

Agents’ sets must have the ability to be automatically available to take the next call upon disconnecting from the current call. 

Comply. Two ACD call handling work modes are provided: Auto-In and Manual-In. Both Auto-In and Manual-In can be translated on an agent’s voice terminal and used interchangeably. The Auto-In mode will automatically deliver another ACD call to the agent upon release from the first ACD call. This mode provides a fast and efficient method to distribute calls.

1.12
Wrap-Up Work 

Agent sets must have the ability automatically to go into a wrap-up, unavailable work state at the completion of a call. Can agents also temporarily remove themselves from the call queue to perform call-related tasks?

Comply. Two ACD call handling work modes are provided: Auto-In and Manual-In. The Manual-In mode automatically puts an agent in the After Call Work mode (unavailable) upon releasing from an ACD call. This mode is recommended if the agent always performs certain tasks after every call.

Agents can also temporarily remove themselves from the ACD queue to perform call-related tasks by selecting the After Call Work (ACW) mode. For example, an agent may need to fill out a form as a result of an ACD call. The agent can enter the ACW mode to perform the task. The agent is unavailable for ACD calls from any split/skill while in the ACW mode. (The agent is placed in the AUX work mode for all other splits/skills.) The agent is in the Most-Idle Agent queue, but he or she is unavailable while in ACW.

1.12.1
Time spent in this work state must be included in the individual agent and group statistics. 

Comply. Time spent by individual agents and agents in a group performing After Call Work is tracked by all of Avaya’s management information solution options, including VuStats, Avaya Basic Call Management System (BCMS), Avaya Basic Call Management System Reporting Desktop, and the Avaya  Call Management System (CMS).

1.12.2
In addition, the supervisor should be provided with a visual, real-time indication of agents spending time in this state. Please describe.

Comply. With the VuStats feature, the supervisor can see the status and statistics of any agent on their voice terminal display. The supervisor can also see the total number of agents in any specific work state. The information can be automatically displayed for a specific agent or supervisors can enter the ID of any agent they want to review.

In addition to the VuStats voice terminal display, all of Avaya’s management information solution options, including Avaya Basic Call Management System (BCMS), Avaya Basic Call Management System Reporting Desktop, and the Avaya  Call Management System (CMS), provide standard reports for real-time monitoring and historical reporting of agents in all work states, including After Call Work.

1.13
Timed After Call Work/Agent Pause Between Calls

Can the system force the agents to be put into an ACW state for a predefined period of time in order to provide rest time between calls, pace calls to the agents, or limit the amount of time an agent spends in completing wrap-up work? Does your proposed solution support this capability? Please describe.

Comply. The Timed After Call Work feature is a split/skill option that automatically places an agent in the unavailable, After Call Work state for a predefined period of time after each call. When the specified time expires, the agent is automatically returned to an available work state, ready to take another call. This feature can be used to provide a short pause between calls before the next call is delivered. It can also be used to force an agent back into an available state after a preset time period.

1.14
Temporarily Unavailable Mode

When unavailable for calls for reasons such as scheduled breaks, lunch, group meetings, and such, agents must have the ability to temporarily remove themselves from the call queue but still have this time tracked as staffed time without logging out. Describe how your proposed solution supports this capability.

Comply. An agent can enter the Auxiliary (AUX) Work mode when he or she is doing non-ACD activities such as taking a break, training, or going to lunch. This makes the agent unavailable for ACD calls. The agent is not in the Most Idle Agent queue while in AUX work mode.

1.15
Multiple Call Handling

If an agent is handling a call and needs to put the call on hold and wait for further information, can the agent go ahead and request that an additional ACD call be delivered while waiting?  Can one or more additional ACD calls be forced to an agent?

Comply. The Multiple Call Handling (MCH) feature allows an agent to be interrupted with an additional ACD call either after putting a call on hold, or when the agent is active on another ACD call. When MCH is optioned for a split or skill, the agent can either receive a call only when the agent requests; or an additional call will automatically alert by ringing at the agent’s voice terminal. Forced Multiple Call Handling can be used to automatically direct multiple calls to agents without any action on the part of the agent. You can determine the types of calls and circumstances under which more than one ACD call is delivered to agents. The following paragraphs describe each of the MCH options. These options are assigned by split/skill.

· None – With this option, agents in the split or skill will not receive an ACD call from this split or skill if any call appearance has a call ringing, active, or held.

· On Request – With this option, agents in the split or skill can request additional calls by placing an active ACD or non-ACD call on hold, and selecting the Auto-In or Manual-In work mode. A queued ACD split/skill or Direct Agent Call is then routed to the agent. Agents can use information presented on the voice terminal display (using the VuStats and Queue Status features) to determine if it is necessary to take an additional call.

· One Forced – With this option, an agent who is idle or is active on a non-ACD call will be automatically interrupted with a single ACD call from this split or skill. ACD calls will only be delivered to agents when the agent is available to accept ACD calls and there are no other ACD calls ringing, active, or held at the voice terminal.

· One Per Skill – This option is only available with Expert Agent Selection (EAS) software. An agent who does not have an ACD call for this skill will be automatically interrupted with a single ACD call from this skill when the agent is available to accept ACD calls, there are no other ACD calls ringing, and there are no other active or held ACD calls for this particular skill.

· Many Forced – When an agent answers an ACD call, the agent becomes immediately available to receive another ACD call from a “many forced” split or skill, provided the agent is available to accept ACD calls. Generally speaking, agents in “many forced” groups in the Auto-In or Manual-In work modes are unavailable only when an ACD call is ringing at the agent’s voice terminal. The number of simultaneous calls is limited by the number of call appearances on the voice terminal.

1.16
Redirection of Unanswered Calls

Can the system redirect unanswered calls? For example, what happens to a call that is sent to an agent who left a position without logging out or a failed VRU port? Can the supervisor be notified of this condition? How can you keep calls from continually being sent to this agent position?

Comply. The Redirection on No Answer (RONA) feature redirects an unanswered ringing ACD call after an administered number of rings. The call is redirected back to the split/skill. RONA can be used for live agent applications that use a manual answering operation as well as for voice response applications. An ACD call is routed back to the split/skill and positioned at the head of the queue (in front of all other priority calls) so that another agent can answer. The non-answering agent is made unavailable and call center manager is notified. This feature keeps an ACD call from ringing indefinitely at an unmanned ACD position if an agent did not make their position unavailable before leaving. This provides improved call tracking and prevents calls from being lost if an agent fails to log out or if a port on an adjunct fails.

### Attention ###   Include the following portion of this response only if Call Vectoring is included.

Redirect on No Answer with Call Vectoring

With Call Vectoring, Redirection on No Answer (RONA) can direct an unanswered ringing ACD call back to the split/skill or to an alternate Vector Directory Number (VDN) destination after making the agent unavailable and notifying the call center manager. By redirecting to an alternate VDN, you can specify new call treatment, routing, prioritization, tracking, and announcements for the call if desired.

For an IP-connected agent terminal, what will happen if the IP network fails and an ACD call has been delivered? Will this call be lost or can you detect the failure and redirect the call back to the queue to be serviced by the next available agent?
The Redirection on IP Failure (ROIF) feature available with Avaya Communication Manager 2.1 will redirect a call to the split/skill queue or RONA (Redirection On No Answer) specified VDN if IP connectivity failure is detected when that call is being delivered to an ACD auto-answer agent using an IP “hard”-phone or IP soft-phone.  The addition of ROIF will prevent loss of calls being delivered to auto-answer agents when short term IP connectivity failure is detected during call delivery to the agent.  Non-Auto-Available Split agents will be placed into Auxiliary Work (AUX) with the specified reason code.  Auto-Available Split agents/ports will be logged out.  Feature interactions for this feature are the same as Redirection on No Answer (RONA).
1.17
Call Overflow

Can calls be redirected to other agent groups on the same system? Can calls also be overflowed to an attendant, automated attendant, voice messaging, or voice response system? Please describe. Include any limitations.

Comply. Calls can overflow from one split/skill to another, to a specific station within the system, an attendant, an automated attendant, or a voice response or voice messaging system. Calls can be directed to any location that can be accessed using a valid number in the system dial plan. Calls may overflow to any destination on the ACD, regardless of the system cabinet, and with complete tracking by the management information system because the main processor supervises all port cabinets universally.

Overflow is accomplished using the Call Coverage feature and is based on the number of rings. Overflow can be administered to consider up to three local destination paths. When an ACD call overflows from one split/skill to a backup split/skill queue and “priority on intraflow” is assigned, the intraflowed call has priority over all non-priority calls in the backup split/skill queue.

### Attention ###   Call Vectoring answer is provided below. Depending upon whether Call Vectoring is included in your proposal, you can delete the appropriate part of this response or include the call vectoring as optional. You should label it as optional if it is not included.

Overflow with Call Vectoring

With Call Vectoring Software, calls can overflow at one of four priority levels based on current conditions for a specified split/skill which can include: 

· Number of staffed agents 

· Number of available (idle) agents

· Number of calls queued or connected 

· Expected wait time 

· Rolling average speed of answer 

· Oldest call waiting time

· Time of day, day of week, date of year

· Customer specified threshold variables

All of this checking can be performed prior to queuing a call, or at any time subsequent to queuing the call. Multiple split/skill queues can be checked. The call can be simultaneously queued to up to three different split/skill groups and be answered by the first available agent in any of the groups. The call can be automatically queued to backup split/skills or queued conditionally based upon defined overflow conditions. Comparator/threshold checking includes less than, greater than, less than or equal to, greater than or equal to, equal to, unequal to, and wildcard digit matching.

1.18
Night Service

All calls for each ACD group must be redirected to a different extension after hours. Supervisors must be able to activate this from their voice terminal. Each group may have different hours of operation.

Comply. A Night Service button may be administered on attendant or split supervisor voice terminals to be used to activate or deactivate Night Service for a specific split. All incoming calls for the split will be redirected to the designated Night Service Extension (NSE), which can be another split or a recording. Call Forwarding can also be manually activated to send calls to another geographical location after hours.

### Attention ###   Call Vectoring answer is provided below. Depending upon whether Call Vectoring is included in your proposal, you can delete the appropriate part of this response or include the call vectoring response as optional. You should label it as optional if it is not included.

Night Service with Call Vectoring

Night service procedures can be written into every standard vector where alternate routing, such as diversion to an attendant, night announcements, voice messaging, or other alternate destinations, is automatically invoked at a pre-designated time of day and day of week. Thus the supervisor does not have to be present to manually redirect calls. The call vector can be written to redirect all incoming calls after a specific time of day/day of week while leaving calls that are already waiting in queue. Or if desired, calls which are already queued can also be redirected after hours.

Supervisors can also manually activate alternate routing on demand such as night service procedures, emergency routing, or alternate routing for group meetings. Variables in Vectors (VIV) is a Call Vectoring feature introduced in Avaya Communication Manager 2.0. The VIV feature allows you to create variables that can be used in goto commands as conditionals, thresholds, or both. Variables in Vectors enhances Call Vectoring to allow letters (between A to Z) to be used as either conditionals or thresholds or both in goto test commands. These letters are variables that can be defined by the customer for customizing vector programming. The ability to administer vector variables with user-defined values that can be applied in a system-wide manner gives contact center supervisors the ability to control call center resources and operations in a manner that is more precise and flexible than ever before.

One of the potential uses for value variables is to allow multiple call applications to be quickly switched from one operational mode to another or from one queue to another. Such a rapid switchover capability can be useful for businesses whose operations may be impacted by unpredictable events. For example, a public utility might desire a switchover capacity to respond to widespread power outages associated with severe weather events. Or Variables in Vectors can be used to to set a threshold value that controls how contact center resources are allocated to different activities. For example, a contact center could adjust the amount of resources that are dedicated to a promotional sales give-away campaign so that extra resources are shifted to more profitable sales campaigns during peak call volume hours.

1.19
Abandoned Call Disconnect

Can your system provide automatic and immediate disconnect of calls after a calling party hang-up to keep abandoned calls from being delivered to agents?

Comply. For each trunk group, whether or not the Avaya Media Server or Avaya DEFINITY® Server should expect Disconnect Supervision from the central office is specified on the trunk group setup form. In general, U.S. central offices provide disconnect supervision for incoming calls but not for outgoing calls. Avaya Media Servers or Avaya DEFINITY® Servers will automatically detect disconnect supervision and provide automatic and immediate disconnect after a calling party hang-up. Thus, if the calling party has abandoned the call, the abandoned call does not wait through the queue and ring the agent.

The Abandoned Call Search feature allows the switch to identify abandoned calls if the central office (CO) does not provide timely disconnect supervision. Abandoned Call Search is suitable only for older COs that do not provide timely disconnect supervision. Public networks in most other countries do not provide disconnect supervision for incoming or outgoing calls.

1.20
ACD Groups for Modems, Voice Response Ports 

Can ACD groups be defined for modems, voice response ports, recorders, and other non-human members that provide automatic login and availability and ACD-type statistics for the group? Will all members of the group be automatically logged in and available after a system restart?

Comply. The Auto-Available Split (AAS) feature allows members of an ACD split to be automatically logged in and in the Auto-In work mode continuously. Once an agent is logged into an Auto-Available split, it is immediately moved to the Auto-In work mode. An agent in Auto-In work mode becomes available for another ACD call immediately after disconnecting from an ACD call. You can use AAS to bring ACD-split members back into Auto-In work mode after a system restart. Although not restricted to such, this feature is intended to be used for splits containing only non-human members—for example, recorders or voice-response units (VRUs).

1.21
Emergency Notification

The system must allow agent positions to activate an alarm notifying a supervisor of an emergency condition. The system must also have the ability to automatically record the trunk number and/or calling number if provided, agent position involved in the emergency, and activate a recording of the conversation if recording equipment is provided. Does your proposed solution support these capabilities? Please describe this process.

Comply. The Malicious Call Trace (MCT) feature provides the ability for agents to notify a pre-defined set of users (supervisors) that they may be party to a malicious or emergency call. When an agent activates an MCT request, the supervisor or other controlling extensions will begin alerting with the message “Malicious Call Trace Request” on the display. When the supervisor or another controller acknowledges the request by pushing the MCT-Control button, the trace information is displayed to identify the calling party. This information includes the internal extension number, the ANI if provided or the equipment location of the incoming trunk, the called number, or the activating extension number, and whether the call is active or not, including any additional parties who may be on the call. When the controller pushes the button, the MCT information is displayed, as the following example shows:

Page 1 “MALICIOUS CALL TRACE REQUEST”

Page 2 “MCT activated by: 1002 for: 51001"

Page 3 “original call redirected from: 52001"

Page 4 “voice recorder port: 01C0104:

Page 5 “party2: 01C1505 <PORT ID>” or “party2: 01C1505 <ISDN PORT ID>”

Page 6 “party3: 52001 <EXTENSION>:” or “party3: 52001 <ISDN PORT ID>”

Page 7 “END OF TRACE INFORMATION”

In addition, when the agent activates MCT Request, if an MCT recorder port is assigned and recording equipment provided, recording is initiated immediately. The information is also immediately saved in the MCT history log for printing or retrieving at a later date.

1.22
Agent Request for Assistance

The agent set shall have the ability to directly signal the supervisor when the agent requires assistance handling an active call. Answering of agent requests for supervisor assistance must be provided on the supervisor's telephone set with special audible and visual notification, so that the supervisor may readily identify that an agent requires support. The LCD or alphanumeric display should provide identification of the calling agent to the supervisor without referring to the supervisor terminal. An agent’s request for supervisory assistance should be forwarded to a backup supervisor when the primary supervisor is busy or unavailable. Does your proposed solution support these capabilities?

Comply. An agent can obtain supervisory assistance during a call by pressing the Assist button to call the supervisor or putting the call on hold and dialing the Assist Feature Access Code followed by the split/skill group number. In addition, the agent can transfer the call to the supervisor or conference the supervisor into the conversation. 

Agent Assist calls generate a special three-burst Priority Ring at the supervisor voice terminal to indicate the type of the call. A request for supervisor assistance from an agent will display the name and extension number of the person needing assistance on the supervisor’s voice terminal. The supervisor is designated by split/skill.

A supervisor can forward assist calls to a backup supervisor. This is accomplished via the Call Forwarding feature to a single voice terminal or via the Terminating Extension Group feature to a group of voice terminals.

1.23
Supervisors as Agents

Can supervisors make themselves available to receive ACD calls during busy periods?

Comply. Supervisors can be members of splits/skills and accept ACD calls on an as-needed basis. In that case, supervisors may desire agent features such as login, ACW, AUX-work, manual-in, and so on, assigned as feature buttons on their voice terminal.

1.24
Logout of Agents by Supervisor

Can supervisors logout agents from their own voice terminal without having to go to the agent’s desk? Can they log them out from a remote location?

Comply. The Remote Logout of Agent feature allows a restricted set of users (supervisors) to log out an agent using a feature access code on the switch or remotely via Remote Access or (with Call Vectoring) a Vector Directory Number (VDN) and vector programmed for this purpose. 

1.25
Monitoring Agent Conversations

The supervisor should be able to monitor an agent's conversation for training or administrative purposes from the supervisor telephone, without plugging in to the agent's telephone set. Does your proposed solution support this capability? State whether a special type of voice terminal is required for either the monitored or monitoring station.

Comply. Service Observing allows split/skill supervisors and other specified users to train new agents and to observe in-progress calls. While observing a call using a Service Observing button, the specified user can toggle between a listen-only and a listen/talk connection to the call. When observing remotely using a Feature Access Code (FAC), the observer can either listen and talk or just listen depending on the FAC used to initiate the observing session.

Many service-observing sessions can occur simultaneously in the system. Sessions include only one observer and one observed agent. The supervisor can have either a multiline voice terminal or permission to dial the Service Observing Feature Access Code. The observed agent can use any type of voice terminal.

1.25.1
Both silent monitoring and tone indication to the agent during monitoring should be available. Are the parties on the call given an indication that the call is being monitored?

Comply. An optional warning tone can be administered on a system-wide basis to let both the caller and agent know that the call is being observed.

1.25.2
Can consecutive calls be monitored without any action by the observing party?

Comply. The split/skill supervisor has the ability to observe calls in progress on demand and can observe consecutive calls without reactivating Service Observing. The split/skill supervisor can activate Service Observing for an agent’s calls, even though the agent is not active on a call. In this case the split/skill supervisor enters the “waiting” mode until the agent receives an ACD call. When the agent receives a call, the split/skill supervisor is bridged onto the call.

1.25.3
Does the monitored station have access to all normal switch features while Service Observing is active?

Comply with clarification. The monitored station can access most normal station features while a monitoring session is in progress however, if an observed agent conferences a call and the number of conferenced parties (including the observer) is 6, the conference is denied. 

1.25.4
Does the system allow monitoring of calls from a remote site? What security measures are provided?

Comply. The Service Observing feature provides the option of monitoring users from a remote location (or local station) by dialing the Service Observe Feature Access Code (SO FAC). Two codes are available: one for listen and talk, and one for listen only. The Remote Access, Call Vectoring, and Call Prompting features can be used to provide security and prevent unauthorized system access. Once a remote observer is connected to a call, the remote observer has all the same features and functions as local observers.

When Service Observing occurs through the Remote Access feature, a remote user gains access to the switch via either a trunk group dedicated to Remote Access or DID to a Remote Access extension. Remote Service Observing operates with all types of DID trunks, including ISDN-PRI, tie trunks, and Distributed Communications System (DCS) over analog, T1, or ISDN-PRI facilities. The Remote Access offers barrier codes and other security measures to prevent unauthorized use of system features.

### Attention ###   Include the following portion of this response only if Call Vectoring is included.

Service Observing using Call Vectoring

Using Call Vectoring to initiate an observing session provides additional security and does not require the Remote Access feature to be activated. A user gains access by dialing the VDN extension or a trunk that directs calls to that VDN. The associated vector can then prompt the caller for one or more passwords or authorization codes. The observer can then be directed to a predefined agent or VDN to observe; the vector can also prompt the caller to enter the extension number to be observed. In this manner, Call Vectoring and Call Prompting can be combined to provide adequate security and to limit observing capabilities.

1.25.5
Does the system offer a voice terminal option for monitoring directly at the agent’s voice terminal for “ride along” agent training? Please explain.

Comply. With any of the Avaya CallMaster® IV, Avaya CallMaster® V, or Avaya CallMaster® VI digital voice terminals, a supervisor can plug a headset into the second dual-prong or modular jack receptacle for monitoring. In addition, some headset jacks are equipped with a second supervisory jack for this purpose. Otherwise, monitoring must be performed from another voice terminal which can be located adjacent to the agent’s extension or elsewhere as desired.

1.26
System-wide ACD Functionality

Are there any inter-cabinet restrictions? Can ACD agents for the same split/skill be physically located in different modules/nodes?

Comply. There are no inter-cabinet restrictions. Avaya Communication Manager running on Avaya Media Servers or Avaya DEFINITY® Servers provides fully integrated ACD capabilities and inherent design characteristics, such as distributed architecture, alleviate the ‘inter-nodal’ restrictions present in other vendors’ systems. ACD agents in the same split/skill can be physically connected to different cabinets, different media gateways; trunks can be distributed across the system or grouped together as desired. ACD agents in the same split/skill can be physically connected to different port networks or cabinets, even remote cabinets. This facilitates adding and moving agents without the need to re-engineer the system links and traffic. 

1.27
Incoming Call Information Display

Agent shall receive identification of trunk group or type of incoming call when the call is presented at the agent position. What type of information can be displayed on the supervisor’s voice terminal with each incoming call?

Comply. The display module on an agent’s voice terminal can be used to display the information that is available with each incoming call. Depending upon what information is provided by the network facilities, the type of call, and other system options, this information may include:

· Calling number identification such as Automatic Number Identification (ANI) and name or name of trunk group carrying the call 

· Name of internal calling party and/or extension number 

· Name of split/skill or Vector Directory Number (VDN) application that the call has been directed to (DNIS information)

· Digits entered by a caller using the Call Prompting or an IVR application

· Caller INformation FOrwarding (CINFO) digits received from the network

The following buttons are administrable.

· Normal Mode – The display module on an agent’s voice terminal displays call-related information for each incoming call. This display includes information identifying the call appearance, and calling or called party name and number, depending on the type of call and whether the information is provided by the network facilities. Calling party information may consist of either a billing number or Automatic Number Identification (ANI), or a calling party number. Your phone may display the calling party number and name, or the incoming trunk group name, and the split/skill group or VDN name which typically corresponds to the DNIS application dialed. Displaying the split/skill group or VDN name supports agents who handle calls for multiple applications and enables them to greet callers appropriately. An example of an incoming call display with ANI and DNIS name identification provided to an agent is:

“3038460064 to Payroll”

· Inspect Mode – Displays call-related information for an incoming call when the user is active on a different call appearance. This button is pressed when the user is active on one call appearance and receives a call on another call appearance.

· Stored Number Mode – Displays the last number the user dialed (Last Number Dialed feature), the number stored in an Abbreviated Dialing button administered to the voice terminal, a number stored in an Abbreviated Dialing list, or a number assigned to a button administered through the Facility Busy Indication feature.

· Date and Time Mode – Displays the current date, day of week, and time of day.

· Elapsed Time Mode – Displays elapsed time in hours, minutes, and seconds. The timing starts or stops when the button is pressed. This button can be pressed at any time.

· Integrated Directory Mode – Turns off the touch-tone signals and allows the touch-tone buttons to be used to key in the name of a system user. After a name is keyed in, the display shows that name and associated extension number from the integrated system directory. A Call Display button can be used to place the call automatically.

1.28
Access to Real-Time ACD Statistics On the Voice Terminal

Each agent set must have the ability to view a customizable list of call center MIS information on the digital display of the agent telephone. This information can be individually configured or selected from a pre-defined list of MIS templates such as current split/skill performance, application performance, and individual performance status. Does your proposed solution support these capabilities? If so, how many individual items and/or templates are supported? 

Comply. Avaya offers the VuStats feature for display of ACD statistics on the agent voice terminal. VuStats is a convenient, cost effective way for call centers to measure results in real time. Anyone with a display-equipped voice terminal, including call center managers and non-ACD personnel, can use VuStats to view real-time or cumulative daily call center statistics. VuStats gives agents the power to judge their own performance and take steps to modify call handling skills to improve productivity. For example, agents with VuStats can:

· View calls in queue and/or wait times to delay nonessential activities until call delays are acceptable

· View their time in Auxiliary Work

· Compare their productivity with call center objectives or the performance of other agents and know when to step up the pace

· Keep track of their total cumulative performance for an entire day

· Be automatically notified by a flashing lamp when thresholds are reached for individuals and groups

Up to 50 different 40-character display formats (each with up to 10 fields of data) can be customized, thereby creating displays of information that are important to call center personnel. Thresholds can be defined on data items that will cause the VuStats lamp to flash when the displayed item exceeds a pre-defined threshold. All data is cumulative up to the current second, combining current interval and historical data. Most data can be cumulative for the entire day or for the most recent 24 hours or half hours. Redisplay formats can be linked so the agents can step through a series of displays to view their progress against different measurements.

1.28.1
Can agents and supervisors be notified via the voice terminal indicators when thresholds are reached for individuals and groups?

Comply. With the VuStats feature, agents or supervisors can be automatically notified by a flashing lamp when thresholds are reached for individuals or groups. You can specify the conditions under which the VuStats button lamp flashes, alerting agents when there is a problem. You can administer a threshold comparator and value for various data types. When the condition defined by the threshold is true, and the data type is shown on the display, the VuStats button lamp flashes. For example, if you want to alert agents when the percent of calls within acceptable service level drops below 90%, specify the split-percent-in-service-level data type with a threshold comparator of <= and a threshold value of 90. Or, suppose a format is created in which the oldest call waiting data type is administered with a threshold of >= (greater than or equal to) five minutes. Whenever that VuStats format is displayed, if the oldest call in queue has been waiting for five minutes or longer, the VuStats lamp flashes on the phone. Each time the display updates, the threshold is checked for each data type being displayed.

1.28.2
Can the agent receive continual real-time display updates of ACD statistics via the telephone display, including such information as a comparison of individual performance to group averages or objectives?

Comply. The VuStats feature allows agents to receive continual real-time or cumulative daily call center statistics, giving them the power to judge their own performance and take steps to modify call handling skills to improve productivity. Agents can compare their productivity with call center objectives or the performance of other agents and know when to step up the pace. They can keep track of their total cumulative performance for an entire day.

Up to 50 different 40-character display formats (each with up to 10 fields of data) can be customized, thereby creating displays of information that are important to call center personnel. Redisplay formats can be linked so the agents can step through a series of displays to view their progress against different measurements.

1.28.3
The display of ACD statistics on the voice terminal must include, but is not limited to, the following items:

	· # acd calls

· # calls abandoned 

· # calls waiting

· oldest call waiting 

· average speed of answer

· average time to abandon 
	· percent in service level 

· # agents staffed

· # agents available

· # agents on acd calls

· # agents on extension calls




Comply. The VuStats feature supports display of the following ACD statistics on the agent voice terminal:

	VuStats Data Items

	Agent and Agent Extension Data Types

	ACD calls
	skill level
	split calls flowed out

	agent extension
	split acceptable service level
	split calls waiting

	agent name
	split ACD calls
	split extension

	agent state
	split after call sessions
	split name

	average ACD call time
	split agents in other
	split number

	average ACD talk time
	split agents on ACD calls
	split objective

	average extension time
	split agents on extension calls
	split oldest 
call waiting

	call rate
	split agents staffed
	split percent in service level

	current reason code
	split average ACD 
talk time
	split total ACD 
talk time

	current reason code name
	split agents available
	split total 
after call time

	elapsed time in state
	split agents in after call
	split total aux time

	extension calls
	split agents in aux (1-9, all, default, non-default)
	total ACD call time

	extension incoming calls
	split average 
after call time
	total ACD talk time

	extension outgoing calls
	split average 
speed of answer
	total after call time

	shift ACD calls
	split average 
time to abandon
	total aux time

	shift aux time (1-9, all, default, non-default)
	split call rate
	total available time

	shift aux time 
reason code
	split calls abandoned
	total hold time

	shift average ACD 
talk time
	split calls flowed in
	total staffed time

	Split/Skill Data Types

	acceptable service level
	agents staffed
	calls waiting

	ACD calls
	average ACD talk time
	oldest call waiting

	after call sessions
	average after call time
	percent in service level split extension

	agents available
	average speed of answer
	split name

	agents in after call
	average time to abandon 
	split number

	agents in aux (1-9,all,default,non-default)
	call rate
	split objective

	agents in other
	calls abandoned
	total ACD talk time

	agents on ACD calls
	calls flowed in
	total after call time

	agents on extension calls
	calls flowed out
	total aux time

	VDN Data Types

	acceptable service level
	calls flowed out
	oldest call waiting

	ACD calls
	calls forced busy 
or disconnected
	percent in 
service level

	average ACD talk time
	calls offered
	total ACD talk time

	average speed of answer
	calls waiting
	VDN extension

	average time to abandon
	non ACD connected calls
	VDN name

	calls abandoned
	
	

	Trunk Group Data Types

	average incoming 
call time
	number of trunks
	percent trunks maintenance busy

	average outgoing call time
	outgoing calls
	trunk group name

	incoming abandoned calls
	outgoing completed calls
	trunk group number

	incoming calls
	outgoing usage
	trunks in use

	incoming usage
	percent all trunks busy
	trunks maintenance busy


2.0
Agent and Supervisor Voice Terminals

The agent and supervisor telephone sets should use state-of-the-art digital technology, and should provide a display for call-related information, ACD statistics display, and other applicable information. Does your proposed solution support these capabilities?  Describe and provide illustration of the proposed voice terminals for ACD supervisors and agents.

### Attention ###   Descriptions of both the CallMaster IV and V are included below. You can delete one or both. Please choose the appropriate voice terminal information from the voice terminal guide if neither of these are the proposed set.

Comply. Avaya is proposing the following voice terminal for both agents and supervisors.

Avaya CallMaster® IV Digital Voice Terminal 
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The Avaya CallMaster® IV is engineered to support applications involving the Automatic Call Distribution (ACD) feature of Avaya Communication Manager. The ergonomic design of the CallMaster IV enables agents to handle large volumes of calls more quickly, efficiently, and productively–in customer service, order processing, collections, account management, or any communications-intensive activity. 

The CallMaster IV includes as standard a built-in Recorder Interface Module (RIM) supporting both 2-wire and 4-wire connections to agent recording equipment. 

The CallMaster IV voice terminal features an 80 character (2-lines by 40 characters) Super-twist Liquid Crystal Display, which provides agents with display of incoming call-related information such as Dialed Number Identification Service (DNIS) application name and Automatic Number Identification (ANI), if provided, and VuStats ACD statistics. VuStats’ display of agent and call center statistics provides agents with real-time information they can use to improve their own performance and that of the call center.

The CallMaster IV digital terminal is equipped with the following:

· Six rubber domed administrable call appearance/flexible feature buttons

· 15 rubber domed administrable flexible feature buttons

· Eight fixed feature buttons – Conference, Transfer, Drop, Hold, Mute, Volume, Release, and Login

· Built-in 80 character (2-line by 40 character) alphanumeric Super-twist Liquid Crystal Display with adjustable viewing angle 

· Rubber dome touch-tone dial pad

· Message waiting indicator

· Recorder Interface Module (2-wire or 4-wire)

· Adjunct jack for speakerphone

· Dual headset jacks

· Eight personalized ringing options

· Receiver and ringer volume control

· Seven foot modular line cord

· Stand for desk

· International portability

· Downloadable transmission parameters allow the terminal to automatically detect whether it is plugged into a 2-wire or 4-wire digital line circuit card

The following options can be programmed at the voice terminal. Because these programmable settings and parameters are stored in nonvolatile memory, these settings are retained even if power to the set is removed and later restored.

· Display option can be set for one or two lines

· Mute Button enable/disable

· Recorder Warning tone enable/disable

· Headset Volume enable/disable

Additional options include:

· Avaya/Plantronics Headsets

· TriStar

· Encore Noise Canceling Binaural

· Supra Monaural Headpiece

· Supra Monaural Noise Canceling

· Supra Binaural

· Supra Binaural Noise Canceling

· Mirage

· StarSet

· K-type handset and cradle

· 14 foot and 25 foot line cords

· Modular-to-PJ327 (two-prong) adapter

· Speakerphone S201A/CS201A/Polycom

· 8400B+ data module

### Attention ###   Description of the CallMaster V is  included below. Please choose the appropriate voice terminal information from the voice terminal guide if neither of these are the proposed set…

Comply. Avaya is proposing the following voice terminal for both agents and supervisors.

Avaya CallMaster® V Digital Voice Terminal
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The Avaya CallMaster® V has been specially designed to support applications involving the Automatic Call Distribution (ACD) feature of the Avaya Communication Manager. The ergonomic design of the CallMaster V enables agents to handle large volumes of calls more quickly, efficiently, and productively—in customer service, order processing, collections, account management, or any communications-intensive activity. VuStats’ display of agent and call center statistics on the CallMaster V provides agents with real-time information they can use to improve their own performance and that of the call center.

The CallMaster V has the same look and feel of Avaya’s standard 6400 Series telephones. There are two significant additional features that maximize the value of this telephone in a Call Center environment. 

· 2-Built-in Headset Jacks – The CallMaster V is designed to use Avaya headsets. 

· Built-in Recorder Interface Module (RIM) with Warning Tone – Will support recording of both the agent’s and caller’s voice on a voice activated analog tape recorder. A soft beep warning tone is repeated every 13.5 seconds to notify the agent and calling party that the call is being recorded (user can deactivate).

CallMaster V is designed to work on a 16- or 24-port, 2-wire Digital Line Circuit Card. 

The CallMaster V digital terminal is also equipped with the following:

· 16 Dual LED call appearance/feature buttons

· 10 Fixed features – Speaker, Mute, Conference, Transfer, Hold, Redial, Menu, Exit, Previous, and Next

· Adjustable 48 character (2­lines by 24 characters) Liquid Crystal Display which provides agents with display of ACD messages, unified messaging access, and call-related information, including Dialed Number Identification Service (DNIS), Automatic Number Identification (ANI), and VuStats

· 12 Assignable soft key features associated with the display

· Built-in one-way, listen-only speaker for group listening, on­hook dialing, or hands-free listening to voice mail

· Adjustable volume control (handset, speaker, and ringer)

· Station users may be allowed to program, remove, or rearrange the following features on set:

	· Account Code Entry
	· Directed Call Pickup

	· Automatic Dialing Buttons
	· Group Page

	· Blank (to remove feature)
	· Send All Calls

	· Call Forward
	· Whisper Page

	· Call Park
	· Whisper Page Answer

	· Call Pickup
	· Whisper Page Off



The System Administrator may substitute other soft key features for the above:

· 12-Button touch-tone dial pad with raised bar on “5” for the visually impaired

· Message waiting light (LED)

· Eight personalized ringing options

· Seven foot modular line cord

· Pull-out feature reference card tray

· Stand for desk or wall-mount configuration

· International portability

· Downloadable transmission parameters

Additional options include:

· XM24 Expansion Module with 24 buttons, increasing the total button capacity to 40 buttons. All 24 buttons have dual LED lights and can be administered for either call appearances or features.

· K-Type handset with nine foot modular cord

· 12-Foot modular handset cord

· 14-Foot and 25-foot modular line cords

· Avaya/Plantronics headsets

· 8400B+ data module

2.1
Proprietary Voice Terminals

Is a proprietary agent voice terminal required? For low-volume, basic ACD applications, can any type of system voice terminal be used by ACD agents?

Comply. All Avaya voice terminals, including 2500-type analog voice terminals, can be used at ACD positions; however, digital or IP multiline voice terminals with display offer greater functionality and benefit for higher volume call handling. Analog voice terminals will require accessing ACD functions by dialing feature access codes while multiline digital sets provide programmable feature button access.

2.2
Agent Headset/Handset Operation

The agent telephone set must be able to support both an agent headset and an agent handset. There must be volume controls for either option. 

### Attention ###   please adjust this answer for the voice terminal/headset/handset options proposed…

Comply. The Avaya CallMaster® IV provides dual headset jacks that support both an agent headset or an optional K-type handset and cradle. The optional handset kit will provide an adapter for plugging the carbon type handset into one of the two headset jacks. Digital volume control is provided for either option.

The Avaya CallMaster® V provides dual headset jacks that support both an agent headset or an optional handset connected to one of the two modular jacks with an appropriate adapter cord. This handset will operate as if it were a headset. Avaya offers the optional handset D-Kit for connecting a K-type handset to the telephone. This kit includes the handset and a handset cord and is the only handset that can be used with the CallMaster V telephone. The volume control on the CallMaster V will independently control the headset, speaker and ringer volume levels. Both headset jacks will operate with the same volume level.

2.3
Headset Compatibility

Are the agent voice terminals compatible with industry standard headsets?

### Attention ###   please adjust this answer for the voice terminal/headset/handset options proposed…

Comply. Agent voice terminals are compatible with industry standard Avaya/Plantronics headsets including:

· TriStar

· Encore Noise Canceling Binaural

· Supra Monaural Headpiece

· Supra Monaural Noise Canceling

· Supra Binaural

· Supra Binaural Noise Canceling

· Mirage

· StarSet

The Avaya CallMaster® IV provides two jacks for carbon type headphones with standard 327 type dual prong plugs—one on each side of the terminal—and is capable of supporting two headsets in its standard headset jacks simultaneously.

The Avaya CallMaster® V provides dual, built-in, modular headset jacks. 

2.4
Audible Indicator During Headset Operation

During headset operation, the system shall have the ability to provide the agent with an audible zip tone prior to the automatic connection of an ACD call to the agent. Does the agent voice terminal offer both ringing and zip tone options?

Comply. Two agent call answering options are available. Auto answer is used with a headset and provides the agent with a zip tone prior to the automatic connection of the ACD call. An agent assigned to Automatic Answer hears zip tone, then connects directly to incoming calls without ringing. No manual action is required by the agent to answer calls. 

Manual answer is used with either a headset or a handset, and the agent is provided with ringing prior to delivery of the ACD call. The agent must pick up the handset and/or select the alerting call appearance in order to answer the call. 

Ringing and zip tone are administered in software; no additional hardware is required.

2.5
 Hold, Transfer & Conference Buttons

A dedicated, fixed feature button, for each function, will be provided on the agent and supervisor telephone set. The system will have the capability for agents and supervisors to set up conference calls for up to six parties (including the agent or supervisor) as required without requiring attendant assistance. Does your proposed solution support these capabilities?

### Attention ###   please adjust this answer for the voice terminal proposed…

Comply. The Avaya CallMaster® IV provides eight fixed feature buttons—Conference, Transfer, Drop, Hold, Mute, Volume, Release, and Login. The Conference button allows authorized agents to make up to six party conference calls without attendant assistance.

The Avaya CallMaster® V digital terminal provides ten fixed feature buttons – Speaker, Mute, Conference, Transfer, Hold, Redial, Menu, Exit, Previous, and Next. A Volume control button is also included. The Conference button allows authorized agents to make up to six party conference calls without attendant assistance.

2.6
Non-ACD Functionality

Does the agent have to be logged in to an ACD group in order for the agent voice terminal to generate a ring? Can the extension function as a normal system extension when the agent is not logged in? Does the agent’s extension have full system extension capabilities? For example, can agents transfer and conference calls, access abbreviated dialing lists, and so on?

Comply. The agent does not have to be logged in to the ACD to receive ringing on non-ACD calls. Avaya Communication Manager running on Avaya Media Servers or Avaya DEFINITY® Servers provides fully integrated ACD and PBX capabilities; there is full feature transparency between an ACD agent’s extensions and other system extensions. The agent’s extension can function as a normal system extension when the agent is not logged in. Unlike standalone ACD systems, all system features including transfer, conference, abbreviated dialing, and so on, are available to ACD agents and supervisors whether they are logged in or not. These features are assigned to extensions in the manner that best meets your business needs. Agent features and permissions are administered on an individual agent basis.

2.7
Outgoing Calling Capabilities (Non-ACD)

Can agents and supervisors place outgoing calls? How does the system track outgoing calls on ACD reports? Can agents be restricted from placing certain types of outgoing calls while allowing other types of calls?
Can agents access least-cost routing features for outbound calls?

Comply. ACD agents can access all system features, subject to assigned Class of Service and Class of Restriction. The extensive routing capabilities provided by Avaya Communication Manager for World Class Routing of outgoing calls, including Automatic Route Selection (ARS) and Automatic Alternate Routing (AAR), are available for outbound ACD calls and non-ACD calls placed by agents and supervisors. Avaya’s management information systems track outgoing non-ACD calls as Extension Out calls on all standard agent and split/skill reports.

2.8
Dual Headset Option

Do you offer an ACD voice terminal equipped with two jacks in order to permit a supervisor to plug into the telephone set for training purposes? 

### Attention ###   please adjust this answer for the voice terminal proposed…

Comply. The Avaya CallMaster® IV provides two jacks for carbon type headphones with standard 327 type dual prong plugs—one on each side of the terminal—and is capable of supporting two headsets in its standard headset jacks simultaneously.

The Avaya CallMaster® V provides dual, built-in, modular headset jacks and is capable of supporting two headsets simultaneously.

2.9
PC-Based Telephone Option

Do you offer an ACD voice terminal that is controlled by a PC-based agent interface? Please describe options for implementing screen-based telephony control.

### Attention ###   This answer describes several options. You can add or delete and modify as appropriate. 

Comply. Avaya offers a number of options for providing agents with ‘softphone’ or screen-based telephony. With these offers, your agents will experience enhanced productivity and greater business communication capabilities than either the telephone or PC can offer alone. The recommended solution for your company will depend upon other CTI application requirements. Avaya’s softphone solutions include:

Optional Avaya IP Agent

Avaya IP Agent is a soft phone application that works through agent’s personal computers (PCs). It enables agents to work from any PC, anywhere, as long as they can connect to your corporate network. And this solution doesn’t require that you give up any sophisticated agent features, including reporting and routing, that you’ve come to expect from Avaya’s powerful contact center suite of products. 

With IP Agent, remote agents have access to the full range of Avaya agent capabilities using an intuitive graphical user interface (GUI) that works via standard Microsoft Windows drag-and-drop conventions. Avaya IP Agent provides easy access to more feature buttons on screen than any conventional telephone can provide. It offers VuStats—showing contact center statistics for the individual agent as well as a group’s combined activity. The IP Agent solutions include an intuitive interface to access existing corporate database information via LDAP (Lightweight Directory Access Protocol) and an integrated call history feature that allows agents a detailed view of the calls they’ve made and received. In addition, contact center managers can administer screen pops based on commonly used triggers, such as Dialed Number Identification Service (DNIS), Automatic Number Identification (ANI), and prompted digits. 

Through your local area network (LAN), Avaya IP Agent connects agents to a corporate Avaya Media Server helping you take greater advantage of your data networks. Avaya Communication Manager Automatic Call Distribution (ACD) software—enhanced by Avaya call routing options such as Avaya Advocate, Expert Agent Selection (EAS), and Best Services Routing (BSR)—delivers calls to appropriate remote agents based on your company's business rules and agent skills, just as it would to agents at a centralized contact center location.

There are four ways to configure IP Agent to meet your needs: 

· Telecommuter Mode – This mode is best used when a connection can be made with the PC via dial-up or LAN and there is a separate callback number (analog telephone, cellular phone, extension on local switch). This will provide toll-quality audio and PC-based controls for telephony functions. This option can eliminate the need for a costly physical telephone set. 

· Road-Warrior Mode – Otherwise known as Voice over IP (VoIP), the Road-Warrior mode is used when a connection can be made with a PC via dial-up or LAN and there is not a callback number (or it is cost-prohibitive). This will provide best-in-class IP audio. Quality varies depending on connection speed and other network considerations. 

· Callmaster® VI Mode – This is intended for a premise-based user with a digital Avaya Callmaster VI voice terminal. Avaya IP Agent is the Graphical User Interface (GUI) for the Callmaster VI. There is no LAN connectivity required. In this configuration, a serial cable runs from the PC to the Callmaster VI. The Callmaster VI is connected using a traditional digital connection to the Avaya Media Server. The Callmaster VI mode will provide toll-quality audio and PC-based controls for the telephony functions. 

· IP Hardphone (Release 4 only) – The IP Hardphone configurations provides an additional softphone user interface to the IP Hardphone.  Terminal control is shared by the PC through IP connection with the Avaya Communication Manager.   
The Avaya IP Agent application has an easy to use and learn user interface designed with convenience in mind. The IP Agent main window uses standard Microsoft Windows "drag and drop" conventions incorporating buttons, pull-down menus, and a mouse. A single click opens the window, providing instant access to all aspects of the application.

The IP Agent main window has a menu bar, toolbars, and panels. The toolbars can be toggled on and off or they can be arranged in any order. It also includes an area in which you can record call information. You can minimize or close this window.

Most of the windows can be resized. All window sizes and open dialogs are saved on exiting the IP Agent window. When you open the main window the next time, it will look exactly the same as it did when you closed it, including the same location, size, and open dialogs.

A simple user interface is used to transfer or conference calls. Agents can use the shortcut icon to make and receive calls from any application.

Simple User Interface
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The highly customizable graphical user interface gives agents easy and immediate access to customer care functions supported by Avaya Communication Manager on the Avaya Media Server. Agents can customize their desktop by selecting their most frequently used phone features for display in a separate window. In addition the solution enables features such as integrated phone directories, last numbered dialed, and screen pops with relevant customer data to enable more personalized service. 

2.10
Agent Personalized Greeting Option

Do you offer an ACD voice terminal option with the capability for agents to record personalized greetings that can be played to the caller prior to connection to the agent?

Optional Avaya IP Agent 

Avaya IP Agent will support agent greetings for both the CallMaster® VI configuration and the VoIP configuration.  The user can record, play, stop or erase greetings through an easy-to-use menu, speaking through their headset or computer mike.  

In the VoIP configuration, the agent greetings are stored as .wav files on either the agent's PC or they can be stored on a network drive.  This will allow agents to use multiple computers and still have the same agent greetings (free seating). Up to 15 different greetings can be recorded, each with a length of approximately 30 seconds. 

In the CallMaster VI configuration, the agent greetings are stored on the internal announcement unit within the terminal.  Up to six different greetings can be stored, each with an approximate length of nine seconds.  Avaya IP Agent provides a user interface that enables agents, speaking through their headsets, to record greetings on the CallMaster VI.

The Telecommuter (Dual-Connection) configuration will not support agent greetings.  

Agent greeting can be accessed on the main window with the Agent Greeting toolbar.  The Agent Greeting toolbar allows the agent to select a greeting, play, and stop the greeting. The greetings are administered on the Agent Greetings window.  The window allows the user to record, play, stop, and erase or delete a greeting.  

Agent Greetings Window
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3.0
Advanced ACD Call Handling, Treatment, and Routing Features

### Attention ###   the features in this section require Call Vectoring. Please adjust answers to “optional” if call vectoring is not included with your proposal.
3.1
Entering Event Codes (Wrap-Up)

Can agents enter codes to identify events that occurred during a call? Can an agent be forced to enter wrap-up codes before becoming available for another call? How many codes are available? Explain.

Comply. Stroke Counts provide ACD agents with the ability to record up to nine customer-defined events on a per-call basis. The feature also provides a tenth event count to track audio difficulty. Stroke Count “0” is reserved for Audio Difficulty and the other nine Stroke Counts are customer definable. For example, a stroke count may be used to track the number of inquiries about a specific item. Each time an agent receives an inquiry on a specific item, he or she can enter the Stroke count (one through nine) associated with that item. 

An agent is always allowed to enter a Stroke Count for an ACD call. However, each split/skill can be administered so agents in that split/skill are forced to complete a Stroke Count entry before becoming available for another call.

The Avaya Call Management System is required for Stroke Count (also referred to as Event Count) reporting.

### Attention ###   please note the text above and insert the word “optional” if CMS is not included in this proposal and change the compliance statement to either “Comply with Clarification…” or an Exception. If CMS is not being proposed, we have a response available that uses measured VDNs to provide a “form” of event code tracking with BCMS or BCMS Reporting Desktop  if this is critical.

3.2
Entering Call Identification Codes

Can agents associate other types of identifying information, such as account codes or service codes, to particular calls? Can your system support up to sixteen digits per code? Can an agent be forced to enter codes before becoming available for another call? How many codes can be supported? Explain.

Comply. Call Work Code software allows ACD agents to enter up to 16 digits for an ACD call to record the occurrence of defined events when an adjunct Avaya Call Management System (CMS) is active to report the events. This feature is used to store call-related information of current interest such as call associated account codes, social security numbers, or phone numbers. CMS is required to supply Call Work Code reports. Up to 1,999 codes can be tracked.

An agent is always allowed to enter a Call Work Code for an ACD call. However, each split/skill can be administered so agents in that split/skill are forced to complete a Call Work Code entry before becoming available for another call.

### Attention ###   please note the requirement for CMS and insert the word “optional” if CMS is not included in this proposal and change the compliance statement to either “Comply with Clarification…” or an Exception.

3.3
Audio Difficulty Trace

When an agent experiences static or a noisy trunk, can this audio difficulty be easily reported and traced? What types of audio difficulty tracing capabilities are available?

Comply. When an agent depresses the Audio Difficulty Stroke Count button, the information is relayed to the Avaya Call Management System (CMS). CMS reports the agent who experienced difficulty, the trunk group, equipment line location of the noisy circuit, and the time at which the problem occurred. CMS provides exception reports on noisy trunks as well as trunk group summary reports, which identify circuits that have experienced a failure. 

For systems without CMS reporting, trunk status, errors, and alarms are reported by the Avaya Communication Manager maintenance subsystem.

### Attention ###   please note the requirement for CMS and insert the word “optional” if CMS is not included in this proposal and change the compliance statement to either “Comply with Clarification…” or an Exception.

3.4
Redirection of Unanswered Calls to Alternate Destinations

If a call is sent to an agent who left a position without logging out or a failed Voice Response Unit (VRU) port, can the system redirect the unanswered calls to an alternate destination rather than just back to the head of the queue?

Comply. With Call Vectoring, Redirection on No Answer (RONA) can direct an unanswered ringing ACD call back to the split/skill at the highest priority or to an alternate Vector Directory Number (VDN) destination after making the agent unavailable and notifying the call center manager. By redirecting to an alternate VDN, you can specify new call treatment, routing, prioritization, tracking, and announcements for the call if desired.

3.5
Automatic Call Processing After Disconnecting from an Agent 

Can callers be instructed to remain on the line after talking with an agent and be automatically connected to other service options or applications such as an IVR application or customer satisfaction survey application, without requiring the agent to manually transfer the caller to the application?

Comply. Call Vectoring offers the VDN Return Destination feature. With this feature, after the agent hangs up, the caller is automatically redirected to the designated return destination. For example, this destination can be voice response system where a survey script prompts the caller for their opinion on the quality of service that they just received or other customer transactions or service options.

For example, an announcement can be provided at the time the call enters the system, offering the caller the choice of participating in a survey at the completion of the call. If the caller chooses to participate, an announcement advising the caller to remain on the line after the agent hangs up is provided and the call can then be routed to an internal VDN with the survey destination (usually a VDN for an IVR script) specified as the VDN Return Destination. This method does not require any interaction from the agent such as requiring the agent to tell the caller to stay on the line while he or she transfers them to the survey application. An additional optional CTI application can also support survey applications, which prompt the caller for their opinion on the quality of service that they just received by automatically associating the caller’s survey responses to the agent(s) which provided the service and other call-related information.

3.6
Queuing Calls to Multiple Splits

Does the system provide multiple split/skill queuing? State the system capacity for simultaneous queuing to agent groups.

Comply. With Call Vectoring, each call can be queued in up to three splits/skills simultaneously and answered by the first available agent in any split/skill to which the call is queued. The decision to queue a call to a split/skill can be automatic or based on current conditions in the call center. You can also continue to consider other split/skills and conditions in the call center for possible redirection.

Avaya Call Center Elite software offers Best Service Routing, which allows you to consider in advance multiple split/skills before queuing and predict and queue to the split/skill group which will provide the Best Service for your caller. This predictive technology allows you to avoid unnecessary caller wait time queuing to multiple split/skill groups which will subsequently overflow. It avoids the confusing performance statistics and inefficiencies associated with queuing calls to multiple split/skills. 

### Attention ###   You can delete the sentence below if Intro or Elite (call vectoring) is included…

Without Call Vectoring, calls are queued to one split at a time. Calls can overflow to other splits, extensions, an attendant, or voice mail.

3.7
Queue Size Limiting by Application

Can queue size be limited by the dialed number or application or can only the split/skill queue size be programmed?

Comply. With Call Vectoring, queue size for each split/skill, dialed number, or application can be managed dynamically using vector commands. Thus, the desired queue size can change based on various conditions in your call center. The following conditions can be checked and used to manage queue length: 

· Number of staffed agents 

· Number of available agents

· Number of connected calls by Vector Directory Number (VDN). 

· Number of calls queued 

· Expected Wait Time 

· Rolling Average Speed of Answer 

· Oldest Call Waiting Time 

· Time of day, day of week, date of year

· User specified Variable in Vector

For example, you can test for the number of staffed agents in a specified split/skill before queuing a call. If a call is not queued, the call can receive a forced busy signal, be disconnected (generally after hearing an announcement), or routed to another split/skill, an individual station user, the attendant console, or voice messaging. Since a forced busy signal on digital facilities does not return answer supervision, no billing is incurred on usage-sensitive lines, eliminating unnecessary use of expensive facilities. This capability can also be used to limit the number of incoming calls being held in queue for toll free call centers.

Queue size can also be limited by the number of active calls in a specific application. With Call Vectoring, this is done by Vector Directory Number (VDN), which is usually the dialed number or the result of a prompt to the caller. This is an excellent method for applications that require a contracted or predetermined number of agent resources. When the number of calls exceeds the desired level, the caller hears a busy signal or announcement providing alternate choices. This also enables multiple applications to share facilities while preventing one application from utilizing all of your call center resources.

3.8
Route Calls Directly to An Agent

Can the system route direct inward dialed (DID), attendant directed, or private network station calls directly to an ACD agent? Please explain.

Comply. ACD agents can receive any type of incoming or transferred call including DID, attendant, and private network station calls, when allowed by Class of Restriction (COR). Your system administrator determines the types of calls each agent is allowed to receive. A call vector can route directly to a specific agent’s extension based upon ANI, DNIS, caller prompted information, or other call-related information available.

### Attention ###   If EAS is included, you can add the next paragraph as well but be sure to adjust the question reference number or to copy the information here instead of referring.

With the Avaya Call Center Elite option, the Direct Agent Calling feature is also available.
3.9
Monitoring the Customer Experience 

Can silent monitoring be directed at a particular application or call type and automatically follow the call as it is transferred to different agents, announcements, prompts, and so on? Can the monitoring session follow the call to a distant center?

Comply. With Call Vectoring, the Service Observing feature also supports monitoring of calls by application or Vector Directory Number (VDN). Trunk groups and/or DNIS numbers are directed to VDNs. This allows the observer to select a specific type of call and be bridged onto a call that has just started vector processing for that VDN. The observing connection is maintained throughout the life of the call. Once the caller is connected to an agent, the observer has both listen and talk capabilities. This feature allows complete evaluation of the end-to-end service received by your customers. Observers can hear all caller comments even while in queue; callers cannot hear the observer. Observers are also transferred with callers, regardless of whether the transfer is within the system or to a remote center.

3.9.1
Can silent monitoring be directed at a particular application or call type, yet avoid hearing announcements and music and only begin observing after the agent answers the call?

Comply. You can choose to begin observation after the agent answers, thus avoiding listening to announcements or music.

3.10
Remote Monitoring

Can a user dial a number to gain access to the system, supply a password, and be granted access to monitoring agents and applications from a remote site? Team Leaders, Directors, and such should be able to perform silent monitoring when out of the office or when dialing into a remote office. Monitoring should be restricted by Class of Service.

Comply. With Call Vectoring, an observer accesses a switch by dialing a VDN extension or a central office (CO) trunk that has a VDN extension as its incoming destination. Using call vector route-to commands, you can design a Service Observing vector to allow a VDN call to directly access a specific extension to be observed or a Service Observing dial tone. At the dial tone, observers can enter any extension that they are authorized to observe based upon Class of Restriction.

3.11
Automatic Load Balancing and Conditional Routing

Does your proposed solution support automated load-balancing capabilities and customized conditional routing capabilities? Can comparisons be made in queue conditions before routing calls so that split/skills are not overloaded? Can comparisons be made in queue conditions after routing calls to determine if calls should be re-routed to alternate destinations? Please describe your system’s conditional routing capability.

Comply. Call Vectoring is one of the most powerful and flexible methods of routing incoming calls and utilizing agent and system resources available in the call center marketplace today. Call Vectoring enables fine tuning the organization of the call center and creation of a highly customized routing path providing best service for each customer call. Vectoring allows customization of the pathway a caller will take based upon the calling purpose and the system conditions prevailing at the time. It goes beyond load balancing and provides the optimum mix of service and resource utilization. 

Call Vectoring offers a powerful set of conditional routing capabilities that allow you to completely customize caller treatment and implement customer care strategies by matching callers to agents with the desired skills to best serve the customer based upon the following types of call-related information: 

· Automatic Number Identification (ANI) provided by the network

· Digits collected via the Call Prompting such as account codes or zip codes

· Dialed Number Identification Service (DNIS) digits

· Incoming Trunk Group

· Information Indicator (II) Digits from the network, which provide call source information (payphone, prison, cellular)

· Caller INformation FOrwarding (also called CINFO) of caller entered digits (CED) and/or customer database provided digits (CDPD) from the public network

· Caller prompted routing choices such as “Press 1 for Sales, Press 2 for service” or “If you know the extension of the party you are calling, you may enter it now…”

In addition to call-related conditional treatment, Call Vectoring also supports routing based upon current conditions in your call center. This enables you to maximize your efficiency and use of agent and network resources and offer Best Service to your callers with the following conditional routing capabilities: 

· Number of staffed agents in a specified split/skill.

· Number of available (idle) agents in a specified split/skill.

· Number of connected calls by Vector Directory Number (VDN). VDNs normally correspond to DNIS applications, call types, gates, or caller prompted application choices.

· Number of calls queued at a given priority to a specified split/skill. 

· Current Expected Wait Time for a specified split/skill or for the best identified split/skill.

· Current Expected Wait Time for the call being processed. 

· Current Expected Wait Time or Adjusted Wait Time for a specified split, skill, or location being considered (with optional Multisite Best Service Routing).

· Predicted Amount of Improvement in Expected Wait Time for split/skill.

· Current Queue Position for Interflow.

· Rolling Average Speed of Answer for a specified split/skill or Vector Directory Number (VDN).

· Amount of time that the oldest call in a specified split/skill queue has waited to be answered.

· Time of day, day of week, date of year.

· User specified Variable in Vector

All of this checking can be performed prior to queuing a call, or at anytime subsequent to queuing the call. Multiple split/skill queues can be checked. The call can be simultaneously queued to up to three different split/skill groups and be answered by the first available agent in any of the groups. The call can be automatically queued to backup split/skills or queued conditionally based upon defined overflow conditions.

3.12
Call Routing Commands

Does the ACD promote an autopilot approach to call routing by providing routing tables of selectable commands and conditions? Does this feature use standard English commands? List all commands available.

Comply. Call centers with Call Vectoring can run on autopilot, starting and stopping at specific hours of the day. Call Vectoring consists of user-definable, multistep routing tables, or Call Vectors, which control the routing of ACD calls based on all the information that is available with the call and dynamically changing conditions that occur in a call center environment. 

Standard English commands are used to build a call vector, which can have up to 32 steps. They may be used in any order and can be inserted more than once in a single vector. The vector commands are summarized below:

1. Adjunct routing – To send a message to an optional adjunct application via a CTI link requesting routing instructions for the call.

2. Announcement – To connect caller to a recorded announcement for greeting, delay, or information.

3. Busy – To connect caller to busy tone.

4. Check split/skill/best – To check an alternate split/skill and connect or queue the call if conditions are true.

5. Collect digits – To collect digits from the network or from the caller with optional prompting announcement.

6. Consider split/skill/location – To consider a split, skill, or remote location for possible routing by obtaining Best Service Routing status data.

7. Converse-on split/skill – To deliver a call to an adjunct voice response system for data entry and dialog while maintaining queue position. Data such as ANI, VDN, Expected Wait Time, or other digits may be passed. Routing destinations or other digits may be passed back from the voice response system.

8. Disconnect – To force disconnect of call with optional announcement. 

9. Goto step – To cause unconditional/conditional branch to another step in the vector. 

10. Goto vector – To cause unconditional/conditional branch to another vector. 

11. Messaging split/skill – To connect to INTUITY™ Messaging Solution or Message Center Split to allow caller to leave a message for callback. 

12. Queue-to split/skill/best – To connect or queue call to a specific ACD split, skill, or best resource found by a consider series. 

13. Reply-best – To send best service routing status data to the primary vector in an optional multisite routing application.

14. Route-to digits – To connect call to destination entered via Call Prompting collect digits command, received from a voice response unit, or from network provided digits. 

15. Route-to number – To connect call to specified to internal or external destination via public or private network number.

16. Stop – To stop further vector processing.

17. Wait-time – To initiate feedback to caller and delay processing of the next step. Delay time is specified in seconds with audible feedback of silence, ringback, system music on hold, or queue-specific, custom music source.

3.13
Call Routing Table Capacity

How many distinct routing tables are provided? How many steps can be in each table? Can call routing steps be “chained” together? What is the maximum number of steps that can be executed?

Comply. The following Call Vectoring capacities are applicable per platform. Vectors can be chained together if more than 32 steps are needed. A single call vector can support multiple VDN applications. A maximum of 1,000 vector steps can be executed for any call providing maximum flexibility. When the interflow-qpos conditional is used for optional multisite applications, the execution limit is automatically increased to 3,000 steps. When a call enters vector processing, a loop counter keeps track of the number of vector steps executed. If the loop counter exceeds 1,000 (or 3,000 for multisite applications), a stop command is executed.

	
	G3CSI & SI
	S8700 IP Connect
	S8700 Multi Connect
	S8500
	S8300
	S8100

	Vectors Per System
	256
	999
	999
	999
	256
	256

	Steps per Vector
	32
	32
	32
	32
	32
	32

	Vector Directory Numbers
	512
	20,000
	20,000
	20,000
	512
	512


3.14
Integrated Routing Database Tables

Can databases tables of numbers be maintained in the system for specialized routing purposes? For example, can you have a table of priority customers which would receive priority routing and possibly queue to a dedicated agent? Please state how this can be accomplished and the limitations of your integrated database table solution.

Comply. Avaya Communication Manager supports integrated Vector Routing Tables which contain a list of numbers that can be used to test a Goto if Digits/ANI command. The values can be tested to see if the ANI or prompted digits are or are not in the specified table. 

For example:

goto vector 55 if ANI not-in table 7

or

goto step 15 if ANI in table 6

Each table can have up to 100 entries that can be used for routing calls by ANI and prompted digits. 
	
	G3CSI & SI
	S8700 IP Connect
	S8700 Multi Connect
	S8500
	S8300
	S8100

	Vector Routing Tables (100 entries/table)
	10
	100
	100
	100
	10
	10


### Attention ###   customize model reference.

Vector Routing Tables support wildcard matching for groups of numbers used to make routing decisions. These wildcards (+ and ?) can be used in digit strings to match ANI digits or digits collected through Call Prompting or Caller Information Forwarded (CINFO). The tables are very flexible and allow question marks (?) to be used as wildcards in a single character position. The tables can also use the plus sign (+) to indicate a variable number of preceding or remaining digits. 

For example, an entry could be shown as 3038508+ to recognize calls from a specific business customer to provide routing to a dedicated agent or to assign a high priority when queuing. Depending upon the size of the application, agents can be assigned specific area codes/prefixes, zipcodes, or account numbers which can be stored in vector routing tables to provide routing directly to the correct agent or agent group.

All of this checking can be done within the Avaya Media Server or Avaya DEFINITY® Server, without an Adjunct/Switch Application Interface (ASAI) or computer interface, allowing instant implementation of geographic or demographic strategies.

3.15
Call Routing Comparators

Are comparison operators such as “less than” or “greater than,” available for constructing vector routing commands? List comparators available and give examples of their use.

Comply. Call vector comparator/threshold checking includes specific comparison operators < (less than), > (greater than), = (equal to), <= (less than or equal to), >= (greater than or equal to), <> (not equal to) and a specified threshold value.

Some examples include:

· goto step 12 if ANI = 3038460064

· goto step 15 if ANI <= 9999999

· goto vector 26 if ANI <> 212841+

· goto step 5 if expected-wait for call > 300

· check split 11 pri h if rolling-asa <= 30

· goto step 3 if counted-calls to VDN 1234 <= 100

3.16
Wildcard Digit Matching for Call Routing

Can the ACD system match ANI or other digits in routing tables using wild card sequences such as 303+ which would identify and route all calls from area code 303 to a certain destination. What type of wild card digit matching is available?

Comply. Call vectoring supports wildcard matching for groups of numbers used to make routing decisions. These wildcards (+ and ?) can be used in digit strings to match ANI digits or digits collected through Call Prompting, Caller Information Forwarded (CINFO), or network-provided Information Indicator (II) digits. 

The “+” represents a group of zero or more digits and can only be used as the first or last character of the string of digits to indicate a variable number of preceding or remaining digits. Question marks (?) are used as wildcards in a single character position. The “?” represents any single digit. Any number of these wildcard characters can be used for ANI or digit matching.

Examples include:

· goto vector 25 if ANI = 212+


· goto step 12 if ANI = ???-???-99+

3.17
Answer Supervision

Can the call routing program determine when answer supervision is returned to the network? Can this vary according to current conditions? Describe the options available to provide answer supervision.

Comply. On Avaya Media Servers or Avaya DEFINITY® Servers, answer supervision is given at the first occurrence of a recorded announcement, agent answer, music, a forced disconnect, or connection to other system ports such as messaging and voice response systems. The call can still be queued and answer supervision delayed as long as desired by using vector steps such as wait-time 10 seconds hearing ringback. 

With Call Vectoring, the forced busy step can be used to avoid sending answer supervision on DS1 or other E&M signaling facilities. For example, if the number of calls in queue is such that the next incoming call will not be answered in a timely manner, a vector step can be used to return a busy signal to the network and the caller. By returning a busy, the caller does not become frustrated waiting for the call to be answered, and facilities are not needlessly tied up with a call that may wait in queue beyond the established willingness to wait threshold. This busy signal can be used in an ISDN-PRI environment to reroute the call to an alternate site on the public network.

The forced busy step can also be used to limit the number of calls for a particular application or split/skill group. This feature enables multiple applications to share the same trunking facilities.

Call Vectoring can automatically apply the forced busy based upon current conditions in the call center, eliminating the need for supervisors to manually busy out trunks under certain conditions. By using the forced busy, callers still receive the busy signal but the trunks remain available for other applications or for outgoing calls.

3.18
Routing Based on DNIS

Describe the system’s ability to route calls based on Dialed Number Identification Service (DNIS).

Comply. With Call Vectoring, DNIS digits received from the network facilities can be mapped directly to a Vector Directory Number (VDN) extension and an associated call vector can be provided for each DNIS application. Or a single call vector may handle multiple DNIS applications. Utilizing DNIS digits to identify applications allows multiple applications to share trunking facilities. The associated call vector evaluates all conditions and determines routing, queuing, prioritization, and call handling treatment based upon specified conditions. The VDN is typically assigned a 16-character name and serves to identify the type of call to the agent. Thus, agents can handle calls for multiple applications and be informed via their voice terminal display of the type of each call as it arrives so that they can answer appropriately.

Avaya DEFINITY® Server CSI suppports 100 VDNs, Avaya DEFINITY® Server SI supports 512, and Avaya DEFINITY® Server R and Avaya ™ S8700 Media Server supports 20,000 VDNs.

### Attention ###   customize model reference. Omit paragraph below if Call Vectoring is included.

Without Call Vectoring, you can create “soft” numbers in the system, assign a name, and direct the call to the desired destination using the Call Coverage or Call Forwarding features.

3.19
Routing Based on ANI

Describe the system’s ability to route calls based on Automatic Number Identification (ANI).

Comply. There are four call vectoring features that allow routing by ANI if received from the network facilities: 

ANI Routing Directly Within the Call Vector – ANI can be compared to numbers programmed directly within the call vector step. Some ANI examples are shown below:

	· goto step XX if ANI = none
	if no ANI is provided

	· goto step XX if ANI = 3038460064 
	if ANI matches a number

	· goto step XX if ANI <= 9999999
 
	if ANI is less than 7 digits

	· goto vector XX if ANI = 212+
	if ANI is from a particular area code

	· goto vector XX if ANI <> 212841+
	if ANI is not from a particular office


ANI Routing Using Call Vector Routing Tables – Vector Routing Tables contain a list of numbers that can be used to test a Goto if Digits/ANI command. The values can be tested to see if the ANI or prompted digits are or are not in the specified table. Some ANI examples using Vector Routing Tables are shown below:

	· goto vector XX if ANI in table 6
	if ANI is listed in table 6

	· goto vector XX if ANI not-in table 7 
	if ANI is not listed in table 7


ANI Routing Using Converse Vector Command – ANI can also be passed by the converse vector command to an adjunct such as the Avaya Interactive Voice Response (IVR) system for larger groups of numbers or if additional information is required before routing the caller to an agent. Custom Call Routing applications for the Avaya IVR can perform database lookups based upon the ANI or digits received from the call vector or interactive voice response scripts can be used to determine the desired destination. This destination can then be passed back to the Avaya Media Server or Avaya DEFINITY® Server and used as a route-to destination by the call vector. Because the digits passed and received are via inband DTMF signaling, no special facilities are required.

ANI Routing Using an Adjunct Application – The optional Adjunct/Switch Application Interface (ASAI) is available to provide routing instructions from an adjunct application such as: Avaya Interaction Center, Avaya Voice QuickStart, Avaya Interactive Response, Avaya Contact Center Express, or Avaya Advanced Segmentation for other CTI routing applications. When a call reaches the adjunct-route vector command, vector processing is suspended while awaiting routing instructions from the adjunct application. Vector processing will continue (after a programmable time limit) if no instructions have been received. This enables calls to be processed in the event of a computer link failure. The adjunct computer can view system-wide conditions and enterprise databases to determine where to route the call–to a specific agent, an agent group, a non-ACD user, or any other valid destination.

3.20
Information Indicator (II) Digits Routing

Can the system route calls based upon information about the type of the originating line provided by ISDN network facilities? In this way, can calls from pay phones, cellular phones, or motel phones, for example, receive unique routing? Describe this feature.

Comply. Call Vectoring supports II-digit routing for an incoming call if II-digits are provided by ISDN PRI facilities. II-digits routing allows you to make routing decisions based on the type of the originating line. In this way, calls from pay phones, cellular phones, or motel phones, for example, can receive unique routing or prioritization. 

II-digits routing can be used for example to:

· Help detect fraudulent orders for catalog sales, travel reservations, money transfers, traveler’s checks, and so on.

· Assign priority or special treatment to calls placed from pay phones, cellular phones, or other types of lines. For example, special priority could be given by an automobile emergency road service to calls placed from pay phones. Or callers from cellular phones could be routed to optional speech recognition applications instead of touch-tone applications.

· Detect calls placed from pay phones when it is the intention of the caller to avoid being tracked by collection agencies or dispatching services.

· Convey the type of originating line on the agent display by routing different type calls to different VDNs.

As with ANI routing and collected digit routing, II-routing digits can be compared against entries in a Vector Routing Table.

3.21
Support for Network Provided CINFO Digits (Caller Information Forwarding) 

Describe the system’s ability to collect caller-entered digits (ced) and customer database-provided digits (cdpd) supplied by the network in an incoming call’s ISDN PRI SETUP message and provide routing based upon these digits.

Comply. Call Vectoring allows you to use collect digits steps to retrieve Caller Information Forwarding (CINFO) of caller-entered digits (CED) and customer database-provided digits (CDPD) if supplied by the network in an incoming call’s ISDN PRI SETUP message.

The CINFO CED and CDPD digits can be used with any vector step that uses the digits in the collected digits buffer. These steps are:

· Adjunct routing (digits passed in an event report as collected digits)

· Converse-on...passing digits

· Goto...if digits...

· Goto...if digits in table...

· Route-to digits

· Route-to number ... if digit...

The CED or CDPD digits can be displayed on agent voice terminals in the same way as other collected digits.

3.22
Estimated Wait Time Predictor 

Describe the system’s ability to predict the wait time. How accurate is this prediction? 

Comply. The Avaya Call Center is unique in its ability to provide callers with the most accurate prediction of expected wait time available in the industry today. The patented complex Expected Wait Time (EWT) algorithm calculates how long a call has been or will be in queue. Until now, expected wait time was calculated solely on historical data. The EWT algorithm analyzes the following factors on a call-by-call basis to provide precise routing: call removal rate from the queue, number of agents available, and queue length. It also considers priority queuing, calls queued to multiple splits/skills, call abandons, time in Auxiliary Work, pending agent moves, Direct Agent Calls, and agents in multiple splits/skills. Avaya’s patented EWT algorithm encapsulates all of the dynamic factors which determine the customer’s “wait” time experience for use by applications to deliver exceptional customer service, single and multisite load balancing, and network cost savings.

Calculations can now be based on the expected wait time prior to queuing to a skill/skill. Calls already in queue can be differentiated from new calls. Internal announcements can give callers a range of estimated wait time in queue. This information can also be passed to Avaya Interactive Voice Response (IVR) systems using the Converse vector command to announce the precise expected wait time for callers.

Our EWT algorithm is demonstrably more accurate than other predictors, and actually predicts changes in wait times before they occur. This predictive ability of EWT allows call center managers to intervene and redirect calls to alternate treatments before actual wait times exceed pre-established thresholds. Using EWT to redirect calls can increase customer satisfaction, decrease costs, and create a more manageable call center environment. Historical predictors tell you that you just had a problem; real-time predictors tell you that you are now having a problem; and EWT tells you that you are about to have a problem. Only EWT allows you time to prevent the problem from occurring.

3.23
Estimated Wait Time Routing

Can the system use the estimated wait time or average speed of answer to make routing decisions? Can the system predict the estimated wait time for various split/skills and pick the best destination for a call to avoid excessive wait times and subsequent overflow? Can multiple split/skills which might typically be considered backup or overflow destinations be considered up front if it is predicted that the call will overflow anyway? Describe this capability.

Comply. Avaya Call Center Intro can route based upon the average speed of answer. Avaya Call Center Elite software can use estimated wait time or the rolling average speed of answer to make routing decisions. The patented, predictive technology of using Expected Wait Time to make routing decisions is the basis for Avaya’s award-winning Best Service Routing (BSR) feature described below.

Best Service Routing

Avaya Call Center Elite can provide Best Service Routing (BSR) for a single site (and optionally multisite), which improves upon the overflow functionality and provides single-site load balancing, maximizes resources, and provides best service for your customers. Avaya’s patented Best Service Routing algorithms are based upon the proven, precise prediction of the Expected Wait Time. BSR allows you to consider in advance all of the appropriate split/skills to answer a call and route the call to the best place the first time. 

BSR encapsulates all of the queue conditions that affect caller wait time to create a more precise predictor of the estimated wait time. Using an accurate predictor, rather than a current condition or a historical statistic, gives you the ability to control the service levels delivered. Using this tool results in single site load balancing between splits, maximum resource utilization, and overall service level improvement. Best and fastest service is provided to the customers by routing the call to the split offering the best service the first time. Efficiency of vector programming and processing is also improved. 

Best Service Routing can be used instead of (or in addition to) overflow capabilities to reduce scenarios where a call queues to a primary split, waits a pre-determined time, then automatically overflows to one or more secondary splits. With BSR, this scenario is predicted up front, and avoided. 

This can eliminate unnecessary caller wait time in queues that may subsequently overflow and eliminates the amount of subsequent queuing, checking, and processing required. BSR eliminates the inefficiencies associated with routing strategies which “queue to everywhere” and hope for the best. Optional Avaya Virtual Routing offer extends this capability across multiple Avaya call center sites providing enterprise wide Best Service Routing and enabling your multisite call centers to function as a single, virtual call center.

### Attention ###   Virtual Routing is described above as optional.

3.24
Estimated Wait Time Announcements

Can the system announce to the caller the estimated wait time for the next available agent? Specify the options available for informing callers of their estimated wait time.

Comply. You can pre-record various waiting intervals on your announcement hardware using the standard Recorded Announcements feature and play the appropriate recording based on Avaya Communication Manager’s precise prediction of EWT. For example, you might record the following announcements and select the recording with a goto step . . . if expected wait . . . 

· Your estimated wait time is 0-2 minutes

· Your estimated wait time is 2-4 minutes

· Your estimated wait time is > 4 minutes

Since callers usually expect an estimate expressed in minutes only, the Recorded Announcement solution is a common solution if an interactive voice response (IVR) solution is not available. 

### Attention ###   If Avaya IVR is not included either delete the text below or use the word “optional”.

Avaya Interactive Voice Response (IVR) Expected Wait Time Announcements

Avaya offers precise Expected Wait Time (EWT) announcement capabilities through the Avaya  Interactive Voice Response (IVR) system. Used in conjunction with Call Vectoring and Dynamic Announcements, the IVR application receives the EWT from Avaya Media Servers or Avaya DEFINITY® Servers and can play back a dynamic announcement to the caller in various formats; for example, “Your estimated wait time will be approximately 3 minutes 45 seconds.”

The EWT Announcement is created dynamically and does not have to be recorded multiple times as is the case when utilizing the internal announcement hardware to provide expected wait time announcements.

3.25
Priority Routing

Does the system provide priority routing? Does the system have the ability to prioritize calls based on variables such as length of time in queue and caller response to a prompt? Can the priority be changed after the call is initially queued?

Comply. Call Vectoring offers four levels of priority routing to an ACD queue, including:

· Low priority

· Medium priority

· High priority

· Top priority

Using these four levels, preferential answering treatment can be given to certain incoming calls based on various criteria. These criteria might include the cost of various trunking facilities, the amount of revenue generated by certain calls, and special courtesy to customer groups or executive personnel.

Priority can be assigned at the incoming trunk group, by dialed number or by caller prompted information. Priority can also be changed on a dynamic basis, according to the following conditions: time call has been in queue, number of calls, number of agents available, number of agents staffed, time of day, day of week, and other call vectoring conditionals.

3.26
Time of Day, Day of Week Routing 

Can the proposed system provide alternate routing automatically based upon time of day and day of week? How are calls routed to night service after hours? Provide an example of how Time-of-Day, Day of Week routing is accomplished.

Comply. Time of Day/Day of Week Routing and night service procedures can be written into every standard call vector where alternate routing, such as diversion to an attendant or night announcements, is automatically invoked at a pre-designated time and day. Thus the supervisor does not have to be present to manually redirect calls. The call vector can be written to redirect all incoming calls after a specific time of day/day of week while leaving calls that are already waiting in queue. Or if desired, calls which are already queued can also be redirected after hours. Below is a sample vector that includes alternate routing for night service:

1. Go to step 8 if time of day is all 17:00 to all 8:00

2. Go to step 8 if time of day is Friday 17:00 to Monday 8:00

3. Queue to split/skill 1 priority medium

4. Announcement extension 2250

5. Wait time 20 seconds hearing music

6. Announcement number 2251

7. Go to step 5

8. Forced disconnect after announcement number 2252 (Night Service Announcement)

9. Stop

Call Vectors can also be written to provide supervisors with a method of manually activating specialty routing such as night service procedures, emergency routing, or alternate routing for group meetings. An available feature button on the supervisor’s voice terminal can be programmed for this purpose or feature access codes can be used to trigger the call vector to execute conditional instructions.

3.27
Holiday and Special Date Routing

Can the proposed system provide alternate routing for holidays and special dates automatically based upon time of day and day of year? Provide an example of how Time-of-Day, Day of Year Holiday routing is accomplished.

Comply.  The Holiday Vectoring feature is an enhancement that simplifies vector writing for holidays. It is designed for customers who need to reroute or provide special handling for date-related calls on a regular basis.

This feature provides the user with the capability to administer ten different Holiday Tables, then use those tables to make vectoring decisions. Each table can contain up to 15 dates or date ranges. All of this can be done in advance to enable seamless call routing over holidays when staffing is reduced or call centers are closed.

When vector processing encounters a goto xxx if holiday in table # step, it will determine if the current date/time qualifies as a holiday according to the given table. That information is then used to decide whether the goto condition is true or false, and therefore, whether to “goto” the given step/vector or not. The date/time match is done at the time the call is in vector processing. A Holiday table is illustrated below:

change holiday-table1                         page 1 of 1

HOLIDAY TABLE

Number: 1 
                           Name: Bank Holidays

    START                   END

Month Day Hour Min   Month Day Hour Min   Description

   12 24               12   31            Christmas

   01 01   00   00     01   01  10  00    New Year’s Day

The Holiday Vectoring feature is not limited to holiday use, but can also be applied to any date-related special processing. For example, vectors can be modified or created to perform special processing during a two-week television promotion or a semi-annual sale. This feature streamlines vectoring tasks and enables seamless operation over holiday periods or special dates.

### Attention ###   Please delete the portion of the response below if CMS is not included. Or you may describe it as “optional”

Scheduling Vector Changes with Avaya Call Management System 

With the Avaya Call Management System (CMS), the ability to create and store alternate vectors can also be used for scheduled events using the CMS Timetable feature. For example, when a special event or holiday is anticipated, a contingency call vector can be created, tested, and stored in advance and automatically activated at the desired date and time. No manual action is required.

3.28
Automatic Overflow Routing 

The system must provide the ability to automatically route incoming calls to alternate groups within the ACD dependent upon incoming call volume and/or number of calls waiting in queue. Each group, application, and/or trunk group will have the ability to overflow uniquely, dependent upon business requirements. 

Comply. With Call Vectoring, calls can automatically overflow at one of four priority levels based on current conditions for a specified split/skill, which can include: 

· Number of staffed agents 

· Number of available (idle) agents

· Number of calls queued or connected 

· Expected Wait Time 

· Rolling Average Speed of Answer 

· Oldest Call Waiting Time

· Time of day, day of week, date of year.

All of this checking can be performed prior to queuing a call, or at anytime subsequent to queuing the call. Multiple split/skill queues can be checked. The call can be simultaneously queued to up to three different split/skill groups and be answered by the first available agent in any of the groups. The call can be automatically queued to backup split/skills or queued conditionally based upon defined overflow conditions. Comparator/threshold checking includes less than, greater than, less than or equal to, greater than or equal to, equal to, unequal to, and wildcard digit matching. 

Overflow is specified uniquely for each group, application, or trunk group by the associated call vector.

Best Service Routing

As an alternative to overflow, Avaya Call Center Elite software can also provide Best Service Routing (BSR) for a single site (and optionally multisite) which improves upon the overflow functionality and provides single-site load balancing, maximizing resources, and providing best service for your customers. Avaya’s patented Best Service Routing algorithms are based upon the proven, precise prediction of the Expected Wait Time. BSR allows you to consider in advance all of the appropriate split/skills to answer a call and route the call to the best place the first time. 

Best Service Routing can be used instead of (or in addition to) overflow capabilities to reduce scenarios where a call queues to a primary split, waits a pre-determined time, then automatically overflows to one or more secondary splits. With BSR, this scenario is predicted up front, and avoided. This can eliminate unnecessary caller wait time in queues that may subsequently overflow and eliminates the amount of subsequent queuing, checking, and processing required.

3.29
Overflow Destinations

Can calls be automatically overflowed to voice messaging or a voice response system? Can calls be automatically routed to a remote location based upon conditions in the call center, including call volume and time of day? Please list overflow destinations. 

Comply. Call Vectoring can automatically overflow calls to any internal destination including voice messaging extension, voice response units, attendants, backup or alternate split/skill groups, VDN destinations, call vectors, other system extensions, disconnect announcements, busy signals, and so on. Calls can be automatically routed to any external remote destination via public or private network number.

Calls can be overflowed based upon any call vectoring conditional including:

· Number of staffed agents 

· Number of available (idle) agents

· Number of calls queued or connected 

· Expected wait time 

· Rolling average speed of answer 

· Oldest call waiting time

· Time of day, day of week, date of year

3.30
Integrated Auto-Attendant

Can your ACD system provide integrated auto-attendant routing functionality such as “If you know the extension of the party you wish to speak with, you may dial it now”? Can your ACD system prompt callers for the type of service they desire, for example,  "Press 1..., Press 2..."? Can your system support these capabilities internally within the proposed PBX/ACD system without requiring an external IVR system or announcement device? Does this require an adjunct voice processing system? If so, please describe the proposed platform, manufacturer, features, integration, and connectivity.

Comply. Call Vectoring provides Voice Response, or Call Prompting, capabilities using standard Recorded Announcements along with Digit Collection features. This functionality is a part of the Avaya Call Center integrated hardware and software feature set and does not require any peripheral system.

Call Prompting can be used to facilitate routing in the following ways:

· Provide Autoattendant functionality; for example: “If you know the 5 digit extension of the party you wish to speak with, you may enter it now…”

· Provide an Autoattendant menu of routing options such as “Press 1 for sales, Press 2 for service, press 3 for billing…”

· Provide caller with messaging options such as “Your Estimated Wait Time is 3-4 minutes, if you would prefer to leave a voice mail message and have an agent call you back, please press 1…, otherwise, please continue to hold…”

· Provide vector routing table or database assisted routing options such as “Please enter your 10 digit account code…” or “Please enter your zip code…”

3.31
Route by Caller Prompted Information

Can your ACD system request information, such as a zip code or account code, before the call is sent to an agent and then route the call based upon that information? The system must have the ability to prompt a caller for up to 16 digits of information. 

Comply. Call Vectoring provides voice response or call prompting capabilities using Integrated Recorded Announcements along with Digit Collection features. This functionality is a part of the Avaya Call Center hardware and software feature set provided and does not require any peripheral device. 

Call Prompting can be used to offer a menu of choices for routing, collect caller information such as account numbers or zip codes, automated attendants, to play unique announcements, or to create a digital display message for the call center agent receiving the call. Digits entered in response to the prompt can be compared against digits programmed within the call vector or stored in vector routing tables to determine routing and prioritization information. The digits can be displayed on the agent’s voice terminal along with the call so that the agent doesn’t have to ask the caller for information. The digits can be sent to an Avaya Interactive Voice Response (IVR) application or to an adjunct CTI application for further routing instructions. Call Prompting provides a more flexible handling of incoming calls without requiring additional voice processing ports.

The touch-tone digits entered by a Call Prompting user are collected via the collect digits vector command. This command allows the system to collect up to 24 digits from a touch-tone phone. Sixteen of these digits may be collected immediately, while any remaining digits are stored as dial-ahead digits. 

### Attention ###   If AIR is not included, you can delete the following or insert it as Optional.

Avaya Interactive Voice Response (IVR)

More complex scripting, prompting, data collection, and database lookup capabilities can also reside on the Avaya Interactive Voice Response (IVR) system. For example, a Custom Call Routing application gathers information received from Avaya Media Servers or Avaya DEFINITY® Servers via the converse vector command. Using DNIS, ANI, or caller-prompted digits, the application performs a database look-up and takes the necessary course of action based upon a pre-defined set of parameters. The parameters provide personalized call routing based upon the identity of the caller. The application can pass the routing information back to the Avaya Media Server or Avaya DEFINITY® Server.

3.32
Routing by Voice Response Integration

Can information that the call routing commands collect about the caller (such as account number, position in the queue, estimated wait time, and menu selection) be forwarded to a voice response unit (VRU) and used for routing purposes, database lookups, or trigger IVR applications? Please describe what information can be forwarded and how. Can the VRU return information to the ACD such as caller identification information or routing destinations?

Comply. Avaya Communication Manager uses the Converse vector command to pass information to and from a voice response unit (VRU) such as the Avaya Interactive Voice Response (IVR) system. The data passed (such as ANI, DNIS, expected wait time, queue position, or digits) is used to perform database lookups or execute IVR scripts in order to determine a Route-to destination which can be passed back to the Avaya Media Server or Avaya DEFINITY® Server to support Custom Call Routing applications. 

Any data passed from the Avaya Media Server or Avaya DEFINITY® Server  to the IVR is outpulsed in-band. The Converse command can outpulse up to two groups of digits to the voice information system. The digits may serve two major purposes: the digits may notify the voice information system of the application to be executed, and they may share call-related data, such as ANI, DNIS, expected wait time, queue position, or digits collected from the caller. (In many applications, both application selection and data sharing are required.) The touch-tone outpulsing rate is adjustable.

3.33
Maintaining Queue Position

Can the call routing program connect the caller to a voice response unit (VRU) while the call remains in queue for an agent?  Does an incoming call lose its place in queue when the call is routed to voice applications, audio text announcements, or other VRU applications?

Comply. The Converse vector command allows a caller to be connected to a vector-controlled split/skill, usually serving a voice response unit, while retaining its place in queue for the primary split/skill. 

This feature allows voice response applications for the Avaya Interactive Voice Response (IVR) system to make valuable use of caller wait time. One of the strongest features of this voice response integration with the call center is the ability to deliver self-service options to callers while waiting in queue for a live agent. By providing the caller with useful options, the caller is better served, and the call center manager can now manage peak queue volumes without hiring additional expensive resources. Offer your callers a variety of customer self-service options that make their calls more productive. IVR applications include information bulletin boards, audiotex, form filling, transaction processing, dynamic announcements, expected wait time announcements, custom call routing, and callback messaging as examples.

3.34
Database-Assisted Routing Option

Can the routing commands be used to obtain information from another source or a database before routing the call?

Comply. Call Vectoring supports external or adjunct database assisted routing in the following ways:

Converse vector command – to an optional Avaya Interactive Voice Response (IVR) application such as Custom Call Routing. Call information such as ANI, DNIS, or caller prompted information such as account codes can be passed to the IVR. A Custom Call Routing application uses the information to perform a database lookup to determine a route-to destination. The destination is returned to the Avaya Media Server or Avaya DEFINITY® Server , which routes the call to the specified destination. No CTI link hardware or software is required for this voice response application.

Adjunct-Route vector command – to an optional Computer Telephony Integration (CTI) application on an adjunct such as Avaya Interaction Center, Avaya Voice QuickStart, Avaya Interactive Response, Avaya Contact Center Express, or Avaya Advanced Segmentation for examples. A request for a route-to destination is sent to the adjunct via a CTI message. Avaya offers routing solutions capable of making routing decisions based on ANI, DNIS, Collected Digits, or UUI information which can be used to pre-qualify callers by using data from existing corporate data sources and pass along customer qualification data to the agent when the call is routed.

3.35
Dynamic Routing Administration

Can the call routing tables be administered and controlled from a call center manager or supervisor terminal in real time, without adversely affecting call processing  (assignable by supervisor login ID)?

Comply. Vectors may be changed from any system administration interface such as Avaya Site Administration or by an Avaya Call Management System (CMS) Supervisor interface by any user whose Login ID affords them this permission. Changes can be made on demand (in real time), and are implemented immediately, without the need for a lengthy compilation process. The recommended procedure is to copy the active call vector to a new vector, modify the new vector, and test the new vector when major changes are being made. This assures that the new vector will function properly when first installed. After testing, simply change the VDN-to-vector mapping and remove the old vector or save it for future use.

3.35.1
How do you change routing/vectoring in real time? Is it dynamic and immediate?

Comply. Supervisors with the proper permissions can change call vectors in real time. Changes are implemented immediately without the need for a lengthy compilation process or for the trunks to be idle for changes to become effective. The recommended procedure is to copy the active call vector to a new vector, modify the new vector, and test the new vector when major changes are being made. This assures that the new vector will function properly when first installed. After testing, simply change the VDN-to-vector mapping and remove the old vector or save it for future use. The process for changing call vectors via the Avaya Call Management System (CMS) Supervisor interface is described below. An equivalent, similar interface is available via the Avaya Site Administration interface if  CMS is not provided.

Changing Call Vectors using the Avaya Call Management System (CMS) Supervisor Interface

The Vector Contents window on the Avaya Call Management System (CMS) server is used to view a vector, add a new vector, or to change an existing vector. 

Editing Vectors using Avaya Call Management System (CMS) Supervisor Interface
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 Each step in a vector is a dynamic field in which you can enter one of a variety of commands and conditions. If you enter the first unique character(s) of a command, CMS automatically displays command words and additional input fields that you must complete.

To change a vector's contents, you must have read/write permission for Call Center Administration and for the vector. To view a vector, you must have read permission for Call Center Administration and for the vector. To view a vector's contents, complete the ACD and Vector fields and select Find one. 

To add a vector, change the contents of a vector, or copy the contents of a vector, you must use Modify. To insert steps between existing steps in a vector, you can place the cursor on a step and select Add step. CMS creates a blank step above the step on which you placed the cursor. You can then enter the command and conditions you want for the new step. However, you must still select Modify to save the vector with the steps you inserted. To delete steps in a vector, you can place the cursor on a step and select Del step. CMS deletes the command for that step and moves any subsequent commands up one step. However, you must still select Modify to save the vector without the steps you deleted. 

Any steps referred to in other steps will also be automatically renumbered. For example, a step may look at time of day and then refer to step 8 for an after-hours announcement. When a new step is entered before step 8, the system will automatically renumber the step after the Goto command to step 9. This eliminates administrative time and helps prevent errors during vector administration.

3.35.2
Can more than one person be making changes to different screens or tables simultaneously? Please explain.

Comply. Multiple supervisors to make changes simultaneously to different vectors, splits/skills, and trunk groups. All changes are effective immediately. There is no need to wait for a lengthy compilation process.

3.36
Testing Routing Instructions

Can call routing and announcement steps be tested prior to production, at the system administrator level based on customer-defined permissions?

Comply. Vectors can be built and stored in the system prior to accepting network-routed calls. Calls are directed to each vector using a VDN, which is a number that can be dialed within the system. Authorized system administrators or supervisors can create a VDN for testing, map it to the desired vector, and then place test calls through the routing commands. When testing is completed, the system administrator, ACD supervisor, or manager can change the test VDN to the network VDN (usually a DNIS or DID number) and begin accepting actual customer calls. This procedure allows all routing steps, including announcements, to be tested prior to being placed in service.

3.36.1
Can contingency call routing programs be stored in the system? How quickly can a contingency program be substituted for the live program?

Comply. Vectors that anticipate certain special, unusual, or emergency situations can be created, tested, and stored. These contingency vectors can be immediately substituted for normal vectors when conditions warrant by changing the VDN to vector assignment.

### Attention ###   Please delete the portion of the response below if CMS is not included. Or you may describe it as “optional”

Scheduling Changes with Avaya Call Management System (CMS) 

With the Avaya Call Management System (CMS), the ability to create and store alternate vectors can also be used for scheduled events using the CMS Timetable feature. For example, when a special event or holiday is anticipated, a contingency call vector can be created, tested, and stored in advance and automatically activated at the desired date and time. No manual action is required.

3.37
Graphical Routing Administration

Can you administer call vectors through a Windows-based graphical user interface? Does your graphical solution provide drag-and-drop access to available functions in order to design the call flow graphically? Can comments be added to the design and be viewed graphically? Please describe.

Comply. The Avaya Visual Vectors, included with the Avaya Call Management System (CMS), provides a graphical routing administration interface. With Avaya Visual Vectors, you’ll be able to build even the most complex call-handling paths very quickly and efficiently. Instead of working with traditional vector routing tables, you’ll be creating a graphical “map”—a visual representation of your call distribution, with familiar icons and graphics. 

The Visual Vector Editor screen provides a palette of available functions and steps that are grouped in logical sets. To build your call vector, you simply drag the desired step or function into the appropriate place on the vector display grid. To help you build the vector correctly and logically, the software automatically prompts you to complete the logic of each step. If you add a decision or test-type step, for example, the software will automatically create two or more branch paths for you—which must be completed for the vector to be valid.

Comments can be included with vector steps. For example, the text of an announcement can be input as a comment for the announcement step. Comments can be displayed for all steps, or can be viewed for a specific step by pausing the cursor over the step icon. Free-floating comments can also be ‘pasted’ onto the vector display grid, which can be useful when explaining the vectors to others, or simply as development notes.

Avaya Visual Vectors also supports exporting of vector bit maps to applications for documentation. 

Avaya Visual Vector Editor
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3.37.1
Can graphical call vectors be designed on an offline PC, then uploaded at a later time? Can a call vector for one ACD be uploaded to other ACDs in order to support the same application at multiple locations without having to create and edit the application from scratch at each location?

Comply. Avaya Visual Vectors is a Java-based application that runs on standard desktop or laptop PCs, and communicates with Avaya Media Servers or Avaya DEFINITY® Servers through the Avaya Call Management System (CMS). One license for Visual Vectors is included with Avaya CMS. You can use Visual Vectors in a standalone mode to brainstorm, design, or adjust your call vectoring off-line—at home, hotel, or office—then save (upload) it to a CMS server whenever it’s ready to implement. Offline vector creation allows vectors to be created anytime, anywhere, independent of switch connection and configurations. 

For multisite call centers, call vectors that you create for one of your call centers can be easily saved to your ACD in another center. There’s no need to construct or copy a new call vectoring table. That can be especially helpful if you use the same complex routing sequence in a group of widely dispersed call centers. With Visual Vectors’ cut-and-paste feature, you can easily make all the sequences consistent, so your call routing will look the same across all call centers.

3.37.2
Can frequently used sequences of routing steps—such as time of day tests, or music loops—be stored offline and quickly ‘pasted’ into new vectors as needed instead of re-creating them for each new application? Can templates be created for common call-handling situations?

Comply. In addition to helping you design vectors more quickly, the Avaya Visual Vectors (included with Avaya CMS) makes it easier to administer and manage your call vectoring. Steps or sequences that you use frequently in your call vectors—such as time of day tests, or music loops—can be stored in Visual Vectors, and quickly ‘pasted’ into new vectors as needed. Template vectors can be created for common call handling situations and complex routing sequences.

3.38
Multiple Announcements Per Call

Can multiple announcements be played to a caller? How many announcements can be administered per ACD split/skill?

Comply. Call Vectoring feature allows you to place as many announcements or music sources as desired into vectors or call routing tables subject to the system capacity limits for the total number of announcements. You can completely customize, by each unique application or call type, the announcement treatment provided to callers. Announcements can be customized to the application, or shared by multiple applications. Programmable delay steps, repeating or non-repeating, and conditional announcements are supported.

3.39
Multiple Music Sources

Does the system support multiple music sources for callers in queue? If so, how many? How many music sources can be administered per ACD split/skill?

Comply. Call Vectoring allows you to specify queue delay with audible feedback of silence, ringback, system-wide music-on-hold, or an alternate customer-provided audio/music source. Each ACD group or application can define or customize the music sources to be played to callers waiting in queue. With Call Vectoring, you can choose to play unique music/informational recordings to callers waiting in queue based upon application (VDN), caller prompted choices, current queue conditions, or other call-related information. A call vector can specify which music source is heard, when, and for how long. Call Vectoring allows you to place as many music sources as desired into vectors subject to the system capacity limits for the total number of Recorded Announcement/Audio Sources.

System announcement capacities are shown in the table below. Each of these Announcement/Audio Source extensions can be assigned as an announcement or as an audio/music source. Note: these extensions are shared; therefore, increasing the number of music sources heard by callers in queue will decrease the total number of standard announcements available. 

	
	G3CSI & SI
	S8700 IP Connect
	S8700 Multi Connect
	S8500
	S8300
	S8100

	Maximum Announcements Per System
	128
	3,000
	3,000
	3,000
	3,000
	128


Other than Call Vectoring, no additional software components are required. Hardware components for each custom source include an analog or auxiliary trunk port, music coupler, and a customer-provided music source. Avaya also offers optional music sources, which can provide professionally recorded music/informational broadcasts.

NOTE: If you use equipment that rebroadcasts music or other copyrighted materials, you may be required to obtain a copyright license from or pay fees to a third party such as the American Society of Composers, Artists, and Producers (ASCAP) or Broadcast Music Incorporated (BMI).

3.40
Incoming Call Announcement

For agents who handle calls for multiple applications, can the system provide a brief announcement heard only by the agent indicating what type of call is arriving so that the agent can greet the caller appropriately? Can the voice terminal also display this information to the agent before delivery of the call?

Comply. The VDN of Origin Announcement (VOA) feature provides a short message when the agent answers a VDN call. The message informs the agent of the city of origin of the caller or the type of call, for example, sales or service, based on the VDN used to process the call. This feature assists agents who handle calls for multiple applications to greet and respond appropriately to the caller. While the agent can hear both the message and the caller, the caller cannot hear the message. Although there is no official time limit, the messages should be kept very brief–no more than 1.5 seconds in length—because of the nature of the VOA (the customer is waiting while the message plays). Agents can press the VOA Repeat button to hear the message again when needed. In addition, the agent display will show the VDN name for the duration of the call.

4.0
Advanced ACD Skill Group Features

### Attention ###   The features in this section require Expert Agent Selection (EAS). Please select correct text if EAS is optional and not included with your proposal.
4.1
Skill Assignment and Preference Levels

The system must be able to assign individual skills to each agent. (bilingual, training or experience level, product knowledge, customer knowledge, and such). Individually assigned skills must be able to be ranked and rated in terms of priority, proficiency, or preference. Does your proposed solution support this capability? Is this function provided natively within the PBX/ACD or does it require an external server? If an external server is required, please state:

· What is the maximum number of simultaneous skills queries and routing requests that can be executed at a time?

· In the event of a server or link failure, how is call processing affected? 

· What are the backup and recovery options?

Comply. With Expert Agent Selection, you can assign individual skills to each agent based upon the actual skills they possess. Up to sixty skills can be assigned to an agent. You can specify a skill level from 1 to 16 for each individual skill assigned to the agent. Using skill levels allows you to prioritize calls that are delivered to the agent. Skill level 1 represents a skill that the agent is highly proficient with or a type of call that you would prefer the agents handle.

The ability to specify agent skill sets and levels and skills-based routing is provided natively by the Avaya Expert Agent Selection software (a feature of Avaya Call Center Elite software) and does not require an external server.

4.2
Skills-based Routing 

Can the system match the requirements of the caller to an agent with the skills to handle the call? How is this accomplished?

Comply. Call Vectoring and Expert Agent Selection are used to match the requirements of the caller with the most appropriate agent with the necessary skills to handle the call. The caller’s requirements are determined based upon information such as DNIS, incoming trunk group, network CINFO digits, or caller prompted choices. 

Agents can be simultaneously logged in to up to four different split/skill groups or up to sixty different skill groups with Expert Agent Selection – Preference Handling Distribution (EAS-PHD) selected. Agents can answer calls for multiple applications either as primary or backup or overflow split/skills. 

With EAS, you can implement skills-based routing or routing to a skill group and an individual within the skill group with the highest skill levels. You can also indicate preferences or prioritize the agent’s skills. With Call Handling Preference administration, you can specify that an agent receive the highest priority, oldest call waiting, for the agent’s highest level skill before receiving calls for a lower level skill. 

The EAS feature matches the requirements of the caller to an agent with the skills to handle the call. This follows the philosophy of bringing the caller to the agent, rather than the agent to the call, which requires less monitoring and administration.

4.3
Agent Call Handling Preferences

When an agent becomes available for a call, can your system assure that the agent will receive a waiting call for his/her primary assignments even if a secondary skill assignment call has been waiting longer? 

Comply. Agent skills are designated as primary and secondary, or with EAS-PHD selected, at one of 16 preference levels. With Call Handling Preference administration, you can specify by agent whether you want the agent to receive calls based upon Skill Level or based upon Greatest Need. If Skill Level is selected, the agent will not receive calls for a secondary skill until all calls in the primary skill have been answered. If Greatest Need is selected, then the agent will receive the highest priority, oldest call waiting for any of their skills. This allows you to implement preference strategies by agent. The skill level can be used not only to reflect agent skill proficiency, but a preference level allowing you to indicate the type of skills you would prefer the agent handle in times when there are multiple agents available.

4.3.1
Alternatively, on an agent-by-agent basis, can you specify that an agent always receive the highest priority oldest call waiting for any of the agent’s skill competencies or a “greatest need” basis? Please explain.

Comply. With Call Handling Preference administration, you can specify by agent whether you want the agent to receive calls based upon Skill Level or based upon Greatest Need. If Greatest Need is selected, when calls are in queue and an agent becomes available, he or she receives the highest priority oldest call waiting for any of the agent’s skills.

4.4
Changing Agent Skill Assignments 

Can the agent skills be added or removed dynamically while agents are on calls or must agents log out first? Can agents be logged into one or more splits/skills when being moved between agent groups? Can split/skill assignment be changed by both agents and supervisors?

Comply. Skill assignments can be changed dynamically by both agents and supervisors. Agents can be moved between splits/skills and Expert Agent Selection (EAS) agent skills can be removed, replaced, or added while agents are staffed. Agents can dial the Add/Remove Skill feature access codes (FACs) to dynamically change their skill assignments. Or a supervisor with console permission can enter an agent’s login ID and add or remove an agent’s skill. On voice terminals with displays, the system prompts the agent through the process of adding or removing a skill and displays the updated set of skills. A button can be programmed on agent voice terminals to flash when split/skill assignments are changed for a staffed agent by another party.

In this way, agents and supervisors can be more responsive to changing requirements, including peaks in call center activity. Changes are effective immediately unless the agent is active on a call, in After Call Work mode, or has a Direct Agent Call waiting. In these cases, the move is pending until the agent logs out or completes all calls and becomes available or enters Auxiliary Work (AUX Work).

### Attention ###   Please delete this section below if CMS is not included.

Changing Agent Skills With the Avaya Call Management System (CMS)

With the Avaya Call Management System (CMS) system, supervisors can change agent split/skill assignments using the Change Agent Skills window or the Multi-Agent Skill Change window. The Multi-Agent Skill Change window facilitates quickly highlighting multiple agents (up to 32 at a time) currently assigned in one skill group and dragging and dropping them to a new skill group.

Changes are effective immediately unless the agent is active on a call, in After Call Work mode, or has a Direct Agent Call waiting. In these cases, the move is pending until the agent logs out or completes all calls and becomes available or enters Auxiliary Work (AUX Work).

4.5
Virtual Seating or Free Seating

The system shall support the concept of virtual seating. Agents can log on from any physical telephone instrument within the system. Agents on the proposed system will be logically defined, rather than requiring a physical telephone extension and termination. Each agent and supervisor on the system should have an individually assigned log-on identification number, which permits individual statistics to be collected by the ACD management information system. Multiple log-on events by the same individual during a work period at different terminals should be tracked as one "shift."

Comply. The Logical Agent feature is a capability provided with Expert Agent Selection (EAS) software. With the Logical Agent feature, an agent’s ACD Login ID is associated with a particular voice terminal only when the agent actually logs in at that terminal. When the agent logs off, the association of an agent’s ACD Login ID with a particular voice terminal is removed. Numbers from the system station numbering plan are used to assign ACD Login IDs. Agents become logical entities and not physical entities. 

Logical Agent allows ACD agents to log into any voice terminal on the system regardless of type, designation, or location. This can be very useful when additional ACD positions are needed on short notice or when a disaster strikes. All agents in the system can be designated as Logical Agents if desired. 

All of Avaya’s management information solution options, including Avaya Basic Call Management System (BCMS), Avaya Basic Call Management System Reporting Desktop, and the Avaya  Call Management System (CMS) provide standard reports for real-time monitoring and historical reporting of agents based upon the agent login ID regardless of which voice terminal is used or how many different voice terminals are used during the reporting period.

4.5.1
Does the system provide the ability for all agent parameters, including personal extension number, to follow the login ID and be independent of the physical location of the voice terminal? List the characteristics that follow the agent.

Comply. The Logical Agent feature allows all agent parameters including skill assignments to follow the login ID and be independent of the physical location of the voice terminal. Agents can be reached by dialing the agent login ID as the personal extension number. Anytime persons share a voice terminal, for example, when working shifts or job sharing, each person has his/her own agent ID and coverage calls go to the individual mailbox associated with each agent ID when the agent is logged out or unavailable. Also, when agents use multiple voice terminals because they have multiple offices or rotate desks (such as guards), using Login IDs allows them to be reached independent of their desk location.

In addition to skills, the following capabilities are associated with agents' login IDs.

· Calls – Calls to the Login ID reach the agent independent of the voice terminal the agent is currently using. These can be Direct Agent calls (calls to a particular agent treated as an ACD call).

· Name – Calls to the Login ID display the name associated with the Login ID and not the name associated with the voice terminal. This is also true for calls made from a voice terminal where an agent has logged in.

· Coverage – When the agent is logged out, or when calls go to coverage because the agent is busy or does not answer, calls to the Login ID go to the coverage path associated with the agent and not the voice terminal. When an agent is logged out, calls go to the agent's busy coverage destination.

· Restrictions – Calls to the Login ID or from the agent use the restrictions associated with the agent and not the voice terminal.

· Work Modes – A single work mode button applies to all the skills assigned to the agent currently logged in. The Multiple Skills feature allows agents to log in to up to 60 skills simultaneously.

· Message Waiting Lamp – This lamp by default tracks the status of messages waiting for the logged in EAS agent Login ID rather than messages for the physical terminal. If desired, the Message Waiting Lamp can be programmed to track the physical terminal.

· Auto-Answer – With EAS, auto answer settings can be assigned to agents on the Agent LoginID form. An agent's auto answer setting will apply to the station where the agent logs in. If the auto answer setting for that station is different, the agent's setting overrides the station's setting.

Other physical attributes of a voice terminal, such as button administration, do not follow the agent.

4.6
Monitoring a Logical Agent 

Can the system monitor calls by agent login rather than position or extension number?

Comply. With Expert Agent Selection (EAS), agents can be monitored based on their logical agent ID rather than by the extension number of the physical voice terminal where they are located. Observing via the logical agent ID allows every call placed by or delivered to the agent to be monitored, whether ACD, personal, or Direct Agent. Calls placed to the voice terminal extension can be monitored as well.

4.7
Direct Agent Calling

Can the system route direct inward dialed (DID), attendant directed, or private network station calls directly to an ACD agent and treat these calls as ACD calls? Please explain.

Comply. ACD agents can receive any type of incoming or transferred call including DID, attendant, and private network station calls, when allowed by Class of Restriction (COR). The Direct Agent Calling feature of Expert Agent Selection software allows you to direct a call to a specific agent login ID and have that call treated as an ACD call. The agent can be identified using ANI or digit matching, either within the call vector or with vector routing tables. For instance, agents may be assigned specific area codes or zip codes that they are responsible for, allowing you to implement geographic or demographic strategies.

Specific callers can be identified based upon a complete ANI or digit match. This is often used for identifying very important customers and providing special treatment (or sometimes for identifying troublesome customers). Frequently, important customers have a dedicated agent who handles their calls when possible. Or you may wish to offer callers the opportunity to dial a specific agent directly. This is often used to promote customer intimacy and provide better service. An agent can give out their number and request the customer to call them directly if they are working on an ongoing issue together. Thus, the caller doesn't have to wait through the queue each time and then request to be manually transferred to the preferred agent. 

Direct Agent Calls can be originated from the following sources:

· Calls can be transferred directly to the agent ID

· The agent ID can be a Direct Inward Dial extension

· DNIS digits from an 800 number can be directed to an agent ID

· Call Vectoring can route to an identified agent ID based on ANI, DNIS or other call-related information

· Call Prompting can prompt callers for the desired agent ID, provide a menu of routing choices, a directory of agents, or prompt for identifying digits such as zip codes or account numbers

· Optional Computer Telephony Integration applications for “customer intimacy routing” or other database lookups can supply an agent ID for the preferred agent to route to

· Optional Voice Response applications can converse routing digits to the Avaya Media Server or Avaya DEFINITY® Server based upon customer interactive responses or information from a database lookup

Direct Agent Calls are treated as ACD calls with the following capabilities:

· Calls may queue for the agent.

· Agents can receive zip tone when these calls are delivered.

· Agents may have After Call Work, Stroke Counts, and Call Work Codes (with optional Avaya Call Management System) associated with these calls.

· The optional Avaya Call Management System correctly measures these calls as ACD calls.

· Direct Agent Calls can have the highest priority of any calls.

· Routing to a Call Coverage path, if assigned, or to a VDN if no coverage path is assigned.

· A system-wide Direct Agent queue delay announcement

4.7.1
Can calls queue to an individual agent? How is the agent notified? Can a delay announcement be provided if the call queues for an individual agent who is on another call?

Comply. When a Direct Agent Call is routed to an agent's Logical ID, if the agent is logged in and available, the agent will receive the call (ring for Manual Answer or zip tone for Auto Answer). If the agent is on an ACD call or in an unavailable state, the call will queue to the agent, the caller will receive the system-wide Direct Agent delay announcement, if administered, and/or follow Don't Answer coverage, if administered. 

To alert the agent of a Direct Agent Call waiting, a ring ping is given and the button lamp associated with his/her current state flutters. The ring ping indication is given only once - the fluttering of the button lamp continues until all Direct Agent calls leave the queue (answered, abandoned, or sent to coverage).

4.7.2
What happens to an unanswered call that has been routed or transferred directly to an agent?

Direct Agent Calls route to the agent’s coverage path, or to a VDN if no coverage path is administered. Redirection on No Answer (RONA) redirects a ringing ACD split or skill call or Direct Agent Call after an administered number of rings. RONA prevents an unanswered call from ringing indefinitely. The call can redirect either to the split or skill to be answered by another agent or to a VDN for alternative call handling.

4.7.3
How are calls made directly to agent extensions classified for reporting purposes?

Direct Agent Calling (DAC) causes a call to a particular ACD agent to be treated as an ACD call. Agents can enter After Call Work mode for direct agent calls and all of Avaya’s management information solution options, including Avaya Basic Call Management System (BCMS), Avaya Basic Call Management System Reporting Desktop, and the Avaya  Call Management System (CMS), correctly measure these calls as ACD calls. CMS provides standard reporting reflecting Direct Agent Calling activity.

4.8
Tracking Agent Activities by Reason Codes

In order to give our call center managers detailed information about how agents spend their time and to develop precise staffing forecasting models, agents must enter a numeric code that describes their reason for entering non-available work modes or for logging out of the system. Describe your system’s ability to provide this level of agent tracking. How many codes are supported?

Comply. Reason Codes allow an agent to enter a code of 0-9 when entering the Auxiliary Work Mode (AUX work mode) or logging out of the system. Ten reason codes are available, including a default code. You can assign two system-wide names to each code—one for entering AUX work mode and one for logging out. You can administer the codes so that entry is forced or optional. The code can be used to identify activities such as training or breaks. 

Reason codes give call center managers detailed information about how agents spend their time. This data can be used to develop more precise staffing forecasting models or can be used with schedule-adherence packages to see that agents are performing scheduled activities at the scheduled time. VuStats will track the currently active Reason Code and the time associated with each code during the AUX Work state. You can use VuStats to display the reason code name or number and historical and real-time reason-codes statistics.

### Attention ###   Please delete this section below if CMS is not included or describe as “Optional”.

Reporting Reason Codes with Avaya Call Management System

Avaya Call Management System (CMS) will track the currently active Reason Code and the time associated with each code during the AUX Work state. Managers can also define names for each Reason Code for a clearer description in CMS. CMS provides standard real-time, historical, graphical, and text-based reports, which track agent time by Reason Code.

A Graphical Avaya Call Management System (CMS)

 Historical Agent Time Spent Daily Report 

Showing Time Spent by Reason Code 
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4.9
Agent Occupancy

Please describe your proposed system’s ability to address agent fairness relative to equitable agent call distribution for multiskilled agents. Can your system distribute calls to agents based on ACD work occupancy instead of most idle or longest current idle time? An occupancy measurement would consider the total amount of time an agent has been occupied since logging on rather than just the longest time since the last call.

Comply. Equitable distribution of calls to your agents is now possible with the Least Occupied Agent algorithm, an exclusive, patented, breakthrough routing solution available only from Avaya. Least Occupied Agent, which was formerly a part of the Avaya Business Advocate solution suite, is now available separate from Business Advocate and is included as part of Avaya Call Center Elite package. This capability sees to it that your highest performing agents are not over-utilized by reviewing their current and recent performance and ensuring agent workloads are distributed fairly. For the first time, this allows uniformity of agent workloads in a multiskilled environment. 

This methodology for creating equitable workloads for multiskilled agents considers an agent’s total call occupancy rate since logging on, not just how long it has been since the agent’s last call. In a call center with both multiskilled and single-skilled agents, it is often the case that the multiskilled agents have much higher occupancy and these agents often burn out or complain of unfairness. With Least Occupied Agent, hot seats are eliminated. The mix of calls a multiskilled agent takes will now include fewer of the kinds of calls handled by single-skilled agents. A secondary effect of this agent selection methodology is improved service levels for thinly staffed skills.

Can we specify a limit for how occupied our agents can be. We would like to ensure that an agent will not be 100% occupied. Can this feature be overridden? Can we allow IVR and voicemail ports to be 100% occupied but specify a desired limit for our agents?
Comply. Our Maximum Agent Occupancy (MAO) feature, included with Call Center Elite, was created to support ongoing agent efficiencies and minimizing agent burnout.  It has been designed to prevent overloading agents, especially single-skill agents.  This feature is a system wide feature that is set for all agents in the system (allowing an objective threshold setting between 0 - 100 percent occupied).  As well received as our Least Occupied Agent (LOA) feature has been since it’s introduction in mid 1998, prior to the introduction of Maximum Agent Occupancy, there has never existed a way to ensure that an agent will not be engaged for less then 100% of their time.  With MAO, an agent will be put into AUX (Auxiliary) Work with an administered reason code until their occupancy moves below the threshold.  Agents can override this feature and move into an Available status.  

In order to avoid having this feature apply to IVR ports that might be translated as Elite agents, skills that are administered as auto-available will ignore the maximum occupancy system parameter.

Agent occupancy is defined as the total time with one or more ACD calls ringing, active, or on hold for any of an agent’s assigned skills and optionally, the total call-related and non-call related After Call Work (ACW) time for any of an agents skills divided by their total time in the Auto-In (AI), Manual-In (MI), or ACW work modes and optionally the total time in the AUX work mode (by reason code) expressed as a percentage.  If the system-wide applied Feature-Related System Parameter of “ACW Agents Considered Idle” is set to Y (for yes) then After Call Work will not be included in the agent’s work time as is typical when agents complete virtually all their “wrap-up” or post call processing (PCP) with the callers still on the line.  If N (for no) is be entered then ACW will not be included in the agent’s work time.  

4.10 Achieving Desired Service Levels

Attention: Advocate also supports these capabilities. Service Level Maximizer and Advocate are not used together. If you are proposing Advocate, use the advocate answers in a subsequent section.
Can we specify our service level for each call type in terms of “answer X% of this type of calls within Y seconds” and will your ACD routing algorithms use our specified X & Y service level factors to route and deliver specific calls accordingly to meet the specified objectives? In other words, if certain call types require a higher service level objective than others, this can be easily specified in our routing algorithms and your routing system will actually prioritize calls to achieve the objective for each call type and not just measure how close or far from the objective we are. Please explain your capabilities.

Comply. The Service Level Maximizer (SLM) feature, available as a standard component of the Avaya Elite Call Center package, allows you to better utilize your agents to match the needs of your business.  It maximizes agent utilization to meet percent within service level targets:

· Expressed in service level terms such as “answer 80% (X) of skill 1 calls within 20 (Y) seconds”

· Allows different targets to be administered (it’s now just “X”s and “Y”s to each skill to differentiate service based on the value of this type of call to the business

· Assigned on a per skill (hunt) group basis.

The SLM agent selection method is based on user-defined target service levels for SLM-administered skills and the concept of agent opportunity costs. SLM provides an alternative agent selection process that is designed to:

· Compare the current service level for each SLM-administered skill to a user-defined call service level target and identify the skills that are most in need of agent resources to meet their target service level.

· Identify available agents and assess their overall opportunity cost, and select only those agents whose other skills have the least need for their service at the current time.

Because SLM is able to differentiate skills in terms of their current call service demands, it provides the following advantages over other agent selection methods:

· Since agent resource needs for each skill are assessed in real-time, you can use SLM to allocate agent resources to those skills that have the greatest call service demand in a dynamic manner, thereby reducing overall call response times.

· Potential problems associated with staffing exceptions, or fluctuating, intra-day call service demands are also reduced.

· SLM is especially useful for call center operations that are bound by contract or other legal obligation to meet specific service level requirements.

Optionally, can you specify desired service levels for each queue and have the ACD automatically prioritize and distribute calls in an order that assists each queue come closest to achieving their desired service objectives.  

Comply. The Service Level Maximizer (SLM) feature described above provides this capability. SLM is available as a standard component of the Avaya Elite Call Center package.

4.11 User Specified Call Routing Variables
Can you include “conditionals” or user specified variables in your call routing prorams that can be set by the user and/or external conditions?   For example, can you specify variables (A, B, C, etc.) and specify their value and how they are set? Can you support both global (systemwide) and local variables (for an individual call)? Please provide an example of how this programming works with an actual program example. Include sufficient comments so that we can understand the program flow and the complexity.

Comply. Variables in Vectors (VIV) is a Call Vectoring feature introduced in Avaya Communication Manager 2.0. The VIV feature allows you to create variables that can be used in goto commands as conditionals, thresholds, or both to:

· Improve the general efficiency of vector administration.

· Provide increased manager and application control over call treatments.

· Allow you to create more flexible vectors that better serve the needs of your customer and contact center operations.

The vector variables are defined in a central variable administration table. Values assigned to some types of variables can also be quickly changed by means of special vectors, VDNs or FACs (Feature Access Codes) that you administer specifically for that purpose.

Different types of variables are available to meet different types of call processing needs. Depending on the variable type, variables can use either call-specific data or fixed values that are identical for all calls. In either case, an administered variable can be reused in many vectors.

Variables in Vectors enhance Call Vectoring to allow letters (between A to Z) to be used as either conditionals or thresholds or both in goto test commands. These letters are variables that can be defined by the customer for customizing vector programming. You administer vector variables in a centralized administration table in which the variables are given alphabetical designations that can range from A to Z. Each variable (letter) can have only one definition. Once defined, the letter has the same type and assignment characteristics for every vector in which it is used. Depending on the variable type, you specify some or all of the following parameters when you create a new vector variable:

VIV provides a number of different variable types that you use for different purposes. The kinds of information that are associated with a variable can be directly call-related, such as the active vdn for the call, asaii user information data, or the time of day at which the call is received.

Other types of variables allow you to assign your own user-defined values and use them as signals to impose high-level control over call processing operations. For example, you can use a single-digit value variable to test for operational states that are specific to your contact center operations. 

Variable conditionals can be either local or global in terms of the scope of their functionality in vectors.  When a variable has a local scope, its value is assigned on the basis of call-specific information and applies only in the vector that is currently processing the call. For example, asaiuui variables always have a local scope. If variable "B" is administered as an ASAI variable and included in a vector step, variable B assumes the unique ASAI user data value for each new call that is processed by that vector.

Global variables have system-wide values that apply to all vectors in which they are used. For example, the value specified for a tod (time of day) variable is provided by the system clock. Though this value changes each minute, the value provided at any given moment is identical in all vectors in which the variable appears.

For other variables that can have a global scope, such as collect or value variables, the value for the variable is user-defined by a call center supervisor or administrator. In this case, the user-defined value applies to all vectors in which the global variable may appear. The ability to administer vector variables with user-defined values that can be applied in a system-wide manner gives contact center supervisors the ability to control call center resources and operations in a manner that is more precise and flexible than would otherwise be possible.

Example application using a collect variable

You can use a collect variable to set a threshold value that controls how contact center resources are allocated to different activities. In the following example, a contact center wants to be able to adjust the amount of resources that are dedicated to a promotional sales give-away campaign so that extra resources are shifted to more profitable sales campaigns during peak call volume hours.

In this example, a collect variable is used as a threshold to specify the number of calls allowed for the give-away campaign, which is initially set to a value of 50. The collect variable is applied as a threshold conditional in a counted-calls vector step in such a way that it can be quickly changed when reallocation of agent resources is necessary.

The specifications that you would provide in the for Variables for Vectors form for the collect variable used in this example are shown in the following table:

	Variable
	Description
	Type
	Scope
	Length
	Start
	Assignment
	VAC

	G
	Allowed calls for give-away campaign
	Collect
	G
	2
	1
	50
	


After collect variable G is administered, you can create a vector that uses the variable as a conditional threshold. A counted-calls step that tests the variable conditional is shown in the following example vector.

1. wait-time 0 secs hearing ringback

2. goto step 4 if counted-calls to vdn active <=G

3. busy

4. queue-to skill 30 pri (priority) l (low)

5. wait-time 10 secs (seconds) hearing ringback

6. announcement 1002 [“all agents busy, your call is important, etc.”]

7. wait-time 60 secs (seconds) hearing music

8. goto step 6 unconditionally

A second vector is administered so that the contact center manager can quickly change the assignment for variable G. As shown in the following example, step 4 uses a collect digits command to allow an authorized user to change the number of calls allowed for the give-away campaign.

1. wait-time 0 secs hearing ringback

2. collect 4 digits after announcement 10010 for none ["enter security code"]

3. goto step 7 if digits <> 1234

4. collect 2 digits after announcement 10011 for G ["enter the number of

   allowed active calls"]

5. announcement 10012 ["change accepted"]

6. disconnect after announcement none

7. disconnect after announcement 10013 ["incorrect security code"]

How many user specified call routing variables are supported? Can you support more than 25 different variables for a call?

The total number (quantity) of Variables in Vectors is 26, labeled A-Z.  Nine Feature Access Codes can be used to assign values to the value type variables (which can also be changed by entry in the definition table).  Up to 26 collect variables can exist for a call and every call in vector processing could have some number of local collect variables associated with it. 

5.0
Recorded Announcement Features

5.1
Announcement Hardware

The system shall provide callers in the queue with a variety of announcements. This capability should be inherent within the PBX/ACD architecture, avoiding the need for external announcement devices and/or IVR servers. Please describe your proposed announcement hardware technology. Is the announcement equipment internal to the system or must it be mounted externally? Are announcement ports allocated dynamically?

Comply. Standard announcements are stored internally on the TN750C Integrated Announcement Board or the TN2501AP Voice Announcements over LAN (VAL) board.  The TN750C has 16 ports and a maximum of 512 seconds (depending upon compression rate) while each VAL board adds 31 playback ports and supports up to 1 hour (with enhanced offer) of announcement storage capacity. The TN750C Integrated Announcement Board is not supported with the Avaya S8700 Media Server. The Avaya S8700 Media Server with the Avaya ™ G600 Media Gateway (IP Connect) also offers an embedded announcement board.

Multiple announcements can be stored on each type of announcement board up to the system capacity. Multiple users can be connected to each announcement port. Ports are allocated dynamically and any announcement stored on a board can play through any port on the board. And, any announcement (not administered for barge-in) can play simultaneously through multiple ports. All ports could play the same announcement at the same time.

Optionally, you can add ports and announcement time using the Integrated Announcement Board or the VAL board. The number of announcements supported by each platform is not increased, just announcement time and port capacity. 

5.2
Announcement Capacities

How many announcements are supported by the PBX/ACD system?  What is the maximum recording time supported?

Announcement capacities and maximum recording time are dependent upon the type of announcement hardware and the system platform. The various types of announcment hardware and their associated capacity per system platform are shown in the table below. Please refer to the Avaya Communication Manager Release 2.1 for applicable notes.
	RECORDED ANNOUNCEMENTS / AUDIO SOURCES FOR VECTOR DELAY

	Anouncement/Audio Sources per System
	128
	3,000
	3,000
	3,000
	3,000
	128
	3,000

	Analog & Aux Trunk Announcements

	Queue Slots per Announcement
	150
	1,000
	1,000
	1,000
	1,000
	150
	1,000

	Queue Slots per System
	150
	1,000
	1,000
	1,000
	1,000
	150
	1,000

	Calls Connected to Same Annc.
	150
	1,000
	1,000
	1,000
	1,000
	150
	1,000

	Integrated Announcements

	Queue Slots for System
	200
	4,000
	4,000
	4,000
	4,000
	200
	4,000

	Calls Connected to Same Announcement
	50
	1,000
	1,000
	1,000
	1,000
	50
	1,000

	Total Announcement Sources: Integrated Boards (10) plus 250 Embedded VAL Sources on G350/700 Media Gateways (if they are supported)
	5
	10
	10
	10
	50
	5
	1

	TN750 C Boards

	Channels per Board (playback ports)
	16
	NA
	NA
	NA
	NA
	NA
	NA

	Maximun Announcements per Board
	256*
	NA
	NA
	NA
	NA
	NA
	NA

	Recording Time (Min:Sec) 
	
	
	
	
	
	
	

	16 KB Recording
	8:32
	NA
	NA
	NA
	NA
	NA
	NA

	32KB Recording
	4:16
	NA
	NA
	NA
	NA
	NA
	NA

	64KB Recording
	2:8
	NA
	NA
	NA
	NA
	NA
	NA

	TN2501AP (VAL) Boards

	Channels per Board (Playback Ports)
	31
	31
	31
	31
	NA
	31
	NA

	Maximum Announcements per Board
	256*
	256*
	256*
	256*
	NA
	256*
	NA

	Recording Time per Board (in Minutes)
	90
	
	
	
	
	
	

	Up to 5 Boards for CSI/SI; 10 for S8700 and S8500)
	60
	60
	60
	60
	NA
	60
	NA

	G600 Embedded Integrated SSP (Scalable Speech Processor)  Announcements

	SSP Boards
	NA
	1 per G600
	NA
	1 per G600
	NA
	1 per G600
	NA

	Channels per SSP Integ. Annc. Circuit Pack
	NA
	8
	NA
	8
	NA
	8
	NA

	Maximum Announcements per Board
	NA
	128
	NA
	128
	NA
	128
	NA

	Recording Time (Min) 
	
	
	
	
	
	
	

	16 KB recording
	NA
	240
	NA
	240
	NA
	240
	NA

	32KB recording
	NA
	120
	NA
	120
	NA
	120
	NA

	64KB recording
	NA
	60
	NA
	60
	NA
	60
	NA

	Embedded Integrated VAL (Voice Announcement Over LAN) Announcements

	Channels per Board (playback ports)
	NA
	15
	15
	15
	15
	NA
	6

	Maximum Announcements per Board
	NA
	256
	256
	256
	256
	NA
	256

	Recording Time per Board in minutes
	NA
	20
	20
	20
	20
	NA
	10


5.2.1 How many callers can simultaneously listen to a single announcement? 

	RECORDED ANNOUNCEMENTS / AUDIO SOURCES FOR VECTOR DELAY

	Analog & Aux Trunk Announcements

	Calls Connected to Same Annc.
	150
	1,000
	1,000
	1,000
	1,000
	150
	1,000

	Integrated Announcements

	Calls Connected to Same Announcement
	50
	1,000
	1,000
	1,000
	1,000
	50
	1,000


5.3
Announcement Access

The supervisor should, dependent upon security code, have the ability to control and change announcements and messages pertinent to his/her group. Supervisors should be able to make new recordings or change recordings directly from his/her own telephone set. Can announcements be changed from a remote location? Describe this process for both local and remote announcement access.

Comply. Integrated and VAL announcements can be recorded, played back, or deleted by initiating an announcement session. Announcement sessions can be initiated locally or remotely via the Remote Access feature. Announcement sessions can be accessed only by users with console permissions assigned to the Class of Service (COS) for their internal station or Remote Access barrier code for security purposes. 

To begin an announcement session, the user must dial the administered Feature Access Code (FAC) followed by the announcement extension. 

Once an announcement session is accessed, the user can dial “1” to record an announcement, “2” to play an announcement, or “3” to delete the announcement. 

If you have a VAL announcement board, you can use a PC to record an announcement. At the computer, open the application that you use to record .wav files. Set the recording parameters, then record the announcement by speaking into a microphone connected to the PC. You can play the announcement back at the computer, then transfer the file to the VAL circuit pack using FTP. VAL Manager is a standalone application that allows you to copy announcement files and announcement information to and from Avaya Media Servers or Avaya DEFINITY® Servers over a LAN connection. VAL Manager offers the following basic features:

· Simplified administration to add, change, and remove announcement information

· The ability to back up and restore announcement files and information to and from Avaya Media Servers or Avaya DEFINITY® Servers

· The ability to view the status of an announcement on the VAL circuit pack in any Avaya Media Server or Avaya DEFINITY® Server

5.4
General Announcement Features

Can callers be required to listen to an entire announcement before being connected to an agent?

Comply. An announcement can be played in its entirety to every caller. This makes it possible to deliver a first announcement that every caller must hear before being connected to an agent. Announcements can be used to reduce the need for agents to repeat standard information with every call. For example, callers can be greeted with an announcement that the call may be monitored for quality purposes. Callers can also be asked to have certain information available such as an account number or credit card.

With Call Vectoring, a forced first announcement is provided by executing the Announcement vector command prior to the Queue-to vector command. In systems without Call Vectoring, the first-announcement delay interval defines how long a call remains in queue before the call is connected to the first announcement. If this interval is 0 seconds, the incoming call is automatically connected to the first announcement and the call is not routed to an agent until after the caller hears the first announcement.

5.4.1
If an agent becomes available before an announcement is completed, can a call be immediately connected to the agent?

Comply. Unless the announcement is a forced first announcement, any call that is queued will be disconnected from the announcement and immediately delivered to the available agent.

5.4.2
Does the system allow us to define announcement delays?

Comply. With Call Vectoring, you can completely control the call routing steps including all delays, announcements, and routing destinations (on and off premises). You can define the announcement delay to be between zero and 999 seconds, in one-second increments. Callers can hear system music, silence, ringback, or alternate music/announcement sources while waiting for an available agent in this or other splits/skills. 

Without Call Vectoring, you can define the delay interval from 0 to 99 seconds. Intervals are defined indicating how long a call will remain in queue before the call is connected to the first announcement, the length of time between the first and second delay announcement, and the length of time between repetitions of the second announcement.

5.4.3
Does an incoming call lose its place in queue when the call is connected to an announcement?

No. Queue position is maintained while listening to any announcement treatment. With Call Vectoring, queue position is also maintained while communicating with a voice response system such as the Avaya Interactive Voice Response (IVR) using the converse vector command.

6.0
Call Center Messaging Features

The features in this section require Call Vectoring and Call Prompting. Call Vectoring and Call Prompting are <included, not included but are available options> with this proposal.

### Attention ###   please select correct text above

6.1
Automatically Directing Calls to Voice Mail After Hours or Based on Call Volume

Can callers be automatically directed to voice mail to leave messages when the call center is closed or when all agents are busy?

Comply. Calls can be automatically routed to messaging applications when the center is closed, based upon time of day or day of week, when all agents are busy, or when other queue conditions exist where  messaging options can assist in handling the traffic load. Callers can be directed to a specific group or application mailbox.

6.2
Automatically Directing Calls to Voice Mail If Wait Time is Excessive

Can you automatically route a call to voice messaging instead of queuing if the wait time is above a certain threshold?

Comply. Calls can be automatically routed to messaging applications based upon any call vectoring conditional threshold including:

· Number of staffed agents 

· Number of available (idle) agents

· Number of calls queued or connected 

· Expected wait time 

· Rolling average speed of answer 

· Oldest call waiting time

· Time of day, day of week, date of year

· Customer specified Variable in Vector

6.3
Offering Callers the Option to Leave a Message or Continue Waiting

Can the caller be given the option to continue waiting in queue or to leave a message? 

Comply. Call Prompting provides the ability to offer callers the opportunity to transfer to a voice mail system or to continuing to wait in queue. This option can be offered to callers in queue periodically or callers can be automatically routed to voice mail based upon current conditions in the call center. This option can be further enhanced by offer the callers an announcement of their expected wait time allowing them to make intelligent decisions earlier about whether to continue to wait. Call Vectoring supports these capabilities while the caller maintains queue position. If the caller chooses to leave a message, the call is then removed from the queue and transferred to the voice mail system.

6.4
Estimated Wait Time Announcements

Can an estimated wait time announcement be provided to help callers make an informed decision about how long they are willing to wait? Specify the options available for informing callers of their estimated wait time.

Comply. You can pre-record various waiting intervals on the announcement board and play the appropriate recording based on the prediction of Expected Wait Time (EWT). For example, you might record the following announcements and select the recording with a goto step . . . if expected wait . . . 

· Your estimated wait time is 0-2 minutes

· Your estimated wait time is 2-4 minutes

· Your estimated wait time is > 4 minutes

Since callers may expect an estimate expressed in minutes only, using standard recorded announcements is a common, lower cost alternative to using an adjunct system. 

### Attention ###   If IVR is not included either delete the text below or use the word “optional”.

Avaya Interactive Voice Response (IVR) Expected Wait Time Announcements

More precise Expected Wait Time (EWT) announcement capabilities can be provided by the Avaya Interactive Voice Response (IVR) system. Used in conjunction with Call Vectoring and Dynamic Announcements, the IVR receives the EWT from Avaya Media Servers or Avaya DEFINITY® Servers  and can play back a dynamic announcement to the caller in various formats such as “Your wait will be approximately 3 minutes 45 seconds”.

The EWT Announcement is created dynamically and does not have to be recorded multiple times as is the case when utilizing the internal announcement boards to provide expected wait time announcements.

6.5
Maintaining Queue Position During Announcements

If the caller chooses to continue to wait, does the call retain the original position in queue?

Comply. The caller retains the original place in queue (or queues) while being given the option of leaving a message. Call Prompting provides the ability to periodically offer callers the opportunity to transfer to a voice mail system or to continuing to wait in queue. The caller does not leave the queue and therefore maintains their current queue position while being offered this option. If the caller chooses not to wait but to leave a voice mail message, the call control is transferred to the voice mail system and all queuing and vector processing is terminated. If the caller chooses to continue to wait, the call remains in its current queue position.

6.6
Providing Group Mailboxes

Can messages be stored in a group mailbox? If so, how are the agents notified that messages are waiting? Can an agent be notified when voice mail messages are left for the personal extension number and separately for the ACD group? Please explain.

Comply. Callers can be directed to a specific individual, group, or application mailbox to leave a message. Voice terminals have a built-in message-waiting lamp for notification of individual messages. Additional message-waiting lamps can be programmed on available feature buttons for group mailboxes.

7.0
Callback Messaging Options

### Attention ###   Be sure to specify optional if IVR and Callback Manager is not included.

Does the proposed system support an option for callback messaging capability? Can messages be scheduled for callback, at a specific time and date, by the caller? What options are available to the caller?

Comply. Callback Messaging is provided by the Callback Manager application that is available with Avaya Interactive Voice Response (IVR) systems.

The CallBack Manager application offers call center managers a low-cost, easy-to-administer method of providing callback messaging with the following features:

· Offers callers the option of leaving a callback request, as opposed to waiting in queue to speak to an agent. There are system-wide options for:

· Speak Expected Wait Time – The incoming caller will hear the time interval they will wait should they elect to wait for an available agent.

· Call Requested Callback Time – Prompts the incoming caller for the time they wish a return call. If set to ‘NO,’ all callbacks are treated on an ASAP basis.

· The IVR automatically sends the callback message to an agent’s extension when the appropriate time for the callback is reached.

· Windows interface for the supervisor displays all customer messages and their status; provides point-and-click navigation, easy to understand screens, and an intuitive system of menus and icons.

· Callback requests can be examined in detail and customers’ messages can be played back directly from the supervisor’s desktop PC.

· Callbacks can be rescheduled, deleted or re-prioritized and you can immediately launch one or all pending calls in the callback queue. 

· Reports provide information on message volume, callback status, customers’ average wait time, and much more. 

CallBack Manager gives customers more control over the customer service process and allows them to make an informed decision (based on estimated wait time) about whether to hold for an agent or leave a message requesting a callback. More control leads to increased satisfaction. The caller interacts with a set of voice prompts that move them efficiently and intuitively through the process.

Callback Manager requires little agent training as the agent's primary interface with the product is through the telephone. The IVR automatically delivers calls to agents with callback requests. The agents hear not only the customer’s message, but also have access to specific data pertaining to the request. The agent receives the call from the IVR and can listen to the customer’s message and details about the call before deciding to:

· Launch the callback to the customer. If the agent launches the callback, the IVR automatically dials the customer's number for the agent.

· Skip the call (which increases its priority level); or

· Delete the callback request.

7.1
Queuing Callback Messages for Delivery to Agents

During slower periods, can the system automatically offer agents the option of returning calls to customers who had called earlier and left messages? How are callback messages accessed by call center staff? Can messages queue for the agents and be automatically delivered? Please explain.

Comply. CallBack Manager, in addition to the ability to view all messages via a desktop PC, CallBack Manager incorporates sophisticated message management to efficiently distribute messages to agent queues on an automated basis. The IVR automatically sends the callback message to an agent’s extension when the appropriate time for the callback is reached. Voice messages associated with callback requests can be retrieved, saved and played back from the desktop PC. Voice messages can also be retrieved directly from the IVR.

Callbacks can be rescheduled, deleted or re-prioritized and you can immediately launch one or all pending calls in the callback queue. The manager can evaluate the call:

· View it in the context of all callbacks pending

· View details of the request

· Listen to the customer’s message on the manager's desktop PC

· Increase or decrease the call’s priority level

· Reschedule the callback

· Cancel the callback attempt

7.2
Automatically Launching Callbacks to Customers

When the agent receives a callback message from the queue, is the callback to the customer launched automatically or does the agent have to dial the customer callback number? Please explain the options that the agent has for handling the callback message.

Comply. The Callback Manager application requires little agent training as the agent's primary interface with the product is through the telephone. The Avaya Interactive Voice Response (IVR) automatically delivers calls to agents with callback requests. The agents hear not only the customer’s message, but also have access to specific data pertaining to the request. The IVR automatically dials the customer's number for the agent. The following table illustrates the options available to agents when a request is delivered:

	Prompt
	Touch-tone Key

	Callback Message
	repeated continuously

	To play this message,
	Press 0

	To launch a callback,
	Press 1

	To delete this message and exit,
	Press 3

	To hear the phone number,
	Press 4

	To hear the message id,
	Press 5

	To hear the date this message was left,

(includes time zone if entered by caller)
	Press 6

	To skip,
	Press #


7.3
Displaying the Callback Message Queue 

Can the supervisor display customer messages and their status on a Windows PC? Can callback messages be played back directly from the supervisor’s PC? Can the supervisor reschedule, delete, re-prioritize, and launch messages to the agents from the PC? Describe the supervisor’s graphical user interface.

Comply. From the CallBack Manager Queue Manager screen, you can view all callback requests and their status, sorting them in a variety of ways. By selecting one or multiple callback requests, you can change their status using the Menu Bar or the Toolbar icons. The right side of the screen displays detailed information about the specific callback request highlighted in the Queue List. Voice messages associated with callback requests can be retrieved, saved, and played back from the desktop PC. Voice messages can also be retrieved directly from the Avaya Interactive Voice Response (IVR) system.

CallBack Queue Manager Screen
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The Queue List allows sorting of callback requests in a variety of ways and levels of detail. You have the flexibility to arrange callback queues:

Sort by:
View (filter) by:

	Sort by:
	View (filter) by:

	· Incoming VDN

· Outgoing VDN

· Current Priority Level

· Time Zone

· Time-in-Queue
	· All Requests

· Completed Requests

· Pending Requests

· Timed-out Requests


For call centers that receive hundreds of callback messages in a day, the Queue List's flexible sorting mechanism makes message management easy. For example, sorting by time zone lets you manage callback queues by region (and prevent inappropriately early or late callbacks to customers in time zones different from the call center). Sorting by incoming VDN will give you an immediate idea of where you have the least agent surplus.

In addition to the ability to view all messages via a desktop PC, CallBack Manager incorporates sophisticated message management to efficiently distribute messages to agent queues on an automated basis. This is accomplished by assigning each incoming call type (as associated with VDNs) to a “priority.” This priority then has an associated scheduled rate of delivery to the mapped agent queue. This straightforward method of handling the incoming message places more control over delivering messages to available resources.

8.0
Business Plan Routing

### Attention ###   The features in this section requires either SLM (included with Elite) or Avaya Business Advocate. Please specify optional if the item is not included with your proposal. 

8.1
Using Business Objectives to Control Routing

Can the goals and requirements of our business plan be incorporated into the system’s call routing algorithms?

Comply. Avaya Business Advocate offers a suite of capabilities that give call centers a new methodology for aligning business objectives, agent and management performance, and customer needs. With Business Advocate, call center performance can be managed according to the business plan. Featuring expert routing algorithm software, Business Advocate enables call centers to implement complex customer service, agent resource, and enterprise planning strategies as a critical formula in call center operations. Business Advocate provides new methods and added flexibility for selecting an agent for a call or a call for an agent. The following features are included: 

1. Service Level Supervisor – Enables call centers to set Expected Wait Time (EWT) thresholds for skills and to override normal agent call handling preferences to handle calls from a skill whose threshold has been exceeded. Additional ‘reserve’ agents are activated automatically when a skill is in an ‘over-threshold’ condition. This is a predictive algorithm because no callers have necessarily had “bad” service at the time the threshold is crossed. However, unless reserve agents are activated, it would be predictable that one or more customers would not receive service within the target interval. This algorithm automates the supervisor's reactive task of manually watching conditions in the queue and manually moving agents around to adjust after "bad" service has already occurred.

2. Percent Allocation – Lets call centers designate the percentage of time an agent spends in each skill. Incoming calls are then matched to agents with the “best fit” based on their allocated skill percentage. By scheduling an agent’s time among multiple skills, a call center can better utilize and schedule its agents. It can also improve agent performance and satisfaction by assigning them a certain amount of time in each skill. 

3. Service Objectives – Enables call centers to establish a unique service objective for each skill to accommodate calls with different media and priority handling needs. Now, the service objective you define for a skill group is not just a measurement but it is an active input for determining routing and prioritization of calls to the agents. Calls are automatically given priority in order to achieve desired service objectives.

4. Predicted Wait Time – Provides more uniform customer service levels by balancing the average speed of call answering across skills. Now, when considering which call is the best call to route to an available agent, we not only consider which call has been waiting the longest, we consider how long each call is predicted to wait if it is not chosen. 

Dynamic Advocate

Dynamic Advocate includes several enhancements to the above features including:

Service Level Supervisor Enhancements

Dynamic Threshold Adjustment feature automatically adjusts overload thresholds up or down to activate reserve agents a bit sooner or a bit later to help meet predefined service level goals. The adjustments are based on a comparison of the level of service being achieved for the skill and a predefined service level target. 

Percent Allocation Enhancements

Percent Allocation includes three enhancements. 

· Percent Allocation Distribution (PAD) is an agent selection method that complements the earlier call selection feature. The new agent selection method and the existing call selection are used together to control the time that multiskilled agents spend serving a skill when there is either a call surplus or agent surplus condition in the contact center. PAD selects an agent from a group of eligible agents based on a comparison of the agent’s adjusted work time in the skill and the agent’s target allocation for the skill.

· Dynamic Percentage Adjustment is an option that automatically adjusts an agent’s target allocations to help maintain the service level targets that you set. For example, with Dynamic Percentage Adjustment administered, an agent who has a 70% target for Sales and a 30% target for Service may have his plan adjusted to 76% Sales and 24% Service in the morning, when Sales is very busy. Later in the day, the plan may be adjusted to 66% Sales calls and 34% Service calls, as the volume of Service calls increases. Without Dynamic Percentage Adjustment, the level of service for Sales would have been adversely affected in the morning and the level of service for Service would have been adversely affected in the afternoon. 

· Auto Reserve Agents is an option designed to help maintain target allocations by intentionally leaving an agent idle in a skill when the agent has exceeded his target allocation for that skill even though one or more calls are in queue for one or more of the agent’s assigned skills. This decision to keep an agent idle is based on a comparison of the agent’s work time in the skill and the agent’s target allocation for the skill. When an agent becomes “reserved,” she is left idle in the skill in which her work time has exceeded the assigned allocation. This can result in an “agents available — calls in queue” situation, which will bring the agent’s work time closer to the target Percent Allocation objective.

Service Objective Enhancements

The Dynamic Queue Position feature allows you to queue calls from multiple Vector Directory Numbers (VDNs) to a single skill, while maintaining different service objectives for those VDNs. Dynamic Queue Position makes it simpler to serve a segmented customer base without adding additional skills. 

8.2
Achieving Desired Service Levels 

Can your system distribute calls to achieve service level objectives for different call types as defined by our business needs? Can the system monitor whether service levels are above or below the objectives, and automatically adjust routing calls out of their normal place in queue (oldest call first) to attempt to meet our desired service level objectives?

Attention: Note these capabilities are also addressed with Service Level Maximizer, included with Call Center Elite. Use the answer below if you are proposing Advocate.
Business Advocate Answer….

Comply. Avaya Business Advocate’s Predicted Wait Time and Service Objective algorithms described below provide these capabilities.

Predicted Wait Time – Balance Service Levels

Predicted Wait Time (PWT) evaluates call center conditions to find and deliver the call that is in most need of an agent’s immediate attention. Before sending the call to an agent, PWT predicts what the caller’s wait time would be if the agent does not handle the call. Considering current time in queue as well as future wait time, PWT balances service levels and average speed of answer across all skills. 

This capability gives your call center the ability to preempt service-affecting events, minimizing impacts on your key call center metrics. The goal of this algorithm is to create equal service levels across large and small skills based upon predictive knowledge. Now, when considering which call to send to the next available agent, the system not only considers which call has been waiting the longest, it considers how long each call is predicted to wait if it is not chosen. 

Service Objectives – Meet Objectives Efficiently

Business Advocate enables you to define business objectives for each diverse skill to accommodate calls with different media and priority handling needs. It automatically expedites resources to meet defined objectives efficiently and reduces frustration for agents as well as for callers. This feature lets you further combine the power of your particular service level plan with Avaya’s adaptive routing software to determine which call to select when an agent becomes available. A business that wants to deliver different service levels to different segments of callers can define the Service Objective desired for each type of call. The call that contributes most to achieving the desired Service Objective will be selected.

The Dynamic Queue Position with Separate Service Objective Field allows Avaya Media Servers or Avaya DEFINITY® Servers to insert calls from different VDNs into a single-skill queue based on the service objective assigned to the call’s VDN and the call’s estimated queue time compared to the wait time for other calls already queued. The benefit is to service calls based on VDN-assigned objectives rather than skill-assigned objectives, which minimize the number of skills required. Multiple VDNs with different service level objectives can be handled by one skill. 

8.3
Percent Allocation of Agent Time

To control the amount of time agents spend handling certain types of calls, can agent time be allocated on a percentage basis and can this allocation of agent time be incorporated into the system’s call routing algorithms? Please describe your system’s capabilities. Is an external CTI application required to accomplish this?

Comply. Avaya Business Advocate lets you designate desired percentages of time an agent spends in each skill. Incoming calls are then matched to agents with the “best fit” based on their allocated skill percentage. These allocations are continually reviewed with patent-pending algorithms to dynamically realign agents according to business needs. It automatically adjusts call selection in real time to meet allocation objectives. Percent Allocation helps agents be more productive by balancing the time spent using different skills—thereby also increasing agent satisfaction and reducing “burn out.” Agent scheduling and utilization can be greatly improved through this feature. This feature not only improves agent satisfaction but assists you in meeting contractual service agreements with your customers.

The following recent enhancements to the Percent Allocation algorithm have been added:

· Percentage Allocation Distribution (PAD) – Adds an agent selection algorithm based on the existing Percent Allocation skill selection algorithm that will be assigned on a per-skill basis. In situations where there are more agents than calls, PAD will allow selection of an agent based on their time in skill percentages (versus preferences or skill level, for example). This helps with adherence and with making sure skills are serviced as planned.

· Auto Reserve Agents – Adds a system optional capability to leave agents idle (“auto-reserve”) with calls in queue if an agent’s actual work time in a specific skill exceeds the target allocation administered for that skill. This helps to make sure the agent’s actual work time in the skill will never be greater than the administered allocation.

· Dynamic Percentage Adjustment – A method for periodically adjusting an agent’s target percent allocations. This adjustment is based on a comparison of the level of service being achieved for the agent’s assigned skills and a pre-defined target service level. The goal is to exceed the target service level for each skill in a pre-defined group of skills as measured on a daily basis.

8.4
Automatic Queue Supervision and Activation of Reserve Agents

Can certain agents be defined as “reserve” agents for certain skill sets? Can the system monitor queue thresholds and expected wait times in queues and automatically activate reserve agents as needed in order to prevent bad service from occurring? Is supervisor intervention required to monitor the queue thresholds or to activate the agents?

Comply. Avaya Business Advocate’s Service Level Supervisor uses patented algorithms and your predefined thresholds to automatically activate Reserve Agents across your enterprise and easily handle high call volumes with existing agent resources. This feature lets you intuitively handle sudden surges in call volume and rapidly adjust to high traffic conditions with the flexibility of automatically activating predefined Reserve Agents with the appropriate skills. Using this capability, you can minimize abandoned calls and simplify call center management. 

Service Level Supervisor and Reserve Agents are used together to reconfigure the agent pool to automatically meet the needs of a particular skill queue. For each skill, two overload thresholds can be defined and the Service Level Supervisor automatically and continuously monitors by testing the Expected Wait Time (EWT) of each caller as it arrives. The lower threshold can be used to make sure that the queue gets the desired service level delivered. The higher threshold can be used to accelerate service to the queue as the natural abandonment time approaches. 

Whenever the EWT is higher than either of the thresholds, the overload condition is activated. At that time, any agent who holds the skill in the corresponding reserve state is now in the pool of agents. This is a predictive algorithm because no callers have necessarily had “bad” service at the time the threshold is crossed. However, unless reserve agents are activated, it would be predictable that one or more customers would not receive service within the target interval. This algorithm automates the supervisor's reactive task of manually watching conditions in the queue and manually moving agents around to adjust after "bad" service has already occurred.

The Service Level Supervisor feature has been enhanced to provide Dynamic Threshold Adjustment. Avaya Media Servers or Avaya DEFINITY® Servers can now dynamically adjust the Service Level Supervisor thresholds up or down based on a measure of the level of service currently being achieved relative to a pre-defined target. This will achieve results that more closely match the assigned service level targets (described as x% in y seconds).

9.0
Multisite Call Center Options

9.1
Redirection to Alternate Sites

Can calls be redirected to other agent groups on systems at another geographical location? Please describe.

Comply. The capability that allows calls that are normally directed to a split/skill on one system to be redirected to a destination on a remote system is sometimes called “interflow.” With Call Vectoring, interflow is accomplished through the use of the Route to Number command. Interflow can be unconditional or based on conditions at the primary system. Calls can be interflowed based upon any call vectoring conditional including:

· Number of staffed agents 

· Number of available (idle) agents

· Number of calls queued or connected 

· Expected wait time 

· Rolling average speed of answer 

· Oldest call waiting time

· Time of day, day of week, date of year

Calls can be automatically routed to any external remote destination via public or private network number. 

In systems without Call Vectoring, interflow is based on length of time in queue. The Call Forwarding feature is used to redirect the split extension number to the alternate destination.

### Attention ###   Some of the features following in this section require Look-Ahead Interflow and/or Avaya Virtual Routing. Look-Ahead Interflow is <included, not included but is an available option> with this proposal. Avaya Virtual Routing is <included, not included but is an available option> with this proposal. Specify optional if not included with your proposal.
9.2
Intelligent Call Routing between Sites

Can the system perform an intelligent query of a distant system to check status before redirecting a call to another ACD? Is it necessary to “tie up” a voice channel for each inquiry or can the query be performed on a separate signaling channel?

Comply. Look-Ahead Interflow (LAI) enhances Call Vectoring for call centers with multiple Avaya call center locations. Look-Ahead Interflow allows these centers to improve call-handling capability and agent productivity by intelligently routing calls among call centers to achieve an improved ACD load balance. 

This service is provided via ISDN D-channel messaging over QSIG or non-QSIG private networks, virtual private networks, or public networks. Routing between the sites can use switched ISDN facilities, ISDN Software Defined Network (SDN), or dedicated ISDN private line circuits. The ability to use switched ISDN-PRI facilities allows trunking on demand, thus using what you need when you need it rather than paying for dedicated trunks that may sit idle.

When a Look-Ahead Interflow call attempt is made, Call Vectoring at the sending location checks a potential receiving location to determine whether to hold or send the call. While this is done, the call remains in queue(s) at the sending location. 

The receiving switch is able to intelligently accept or deny interflowed calls sent by the sending switch. Call Vectoring at the receiving location decides whether to accept the call from the sending location or to instruct the sending location to keep the call. Conditions for sending, refusing, or receiving a Look-Ahead Interflow call attempt can include a combination of any of the following: expected wait time for a split, number of staffed or available agents, number of calls in queue, average speed of answer or the number of calls active in a VDN, time of day and day of week, or any other conditional. 

The Look-Ahead Interflow operation is completely transparent to the caller. While a Look-Ahead Interflow call attempt is being made, the caller continues to hear any audible feedback provided by the sending switch vector. The caller also maintains his or her position in any queues until the call is accepted at the receiving switch. 

Avaya’s Look-Ahead Interflow uses the data (D)-channel of an ISDN-PRI facility that is free. Some systems use Temporary Signaling Connections (TSCs) which are tariffed and result in billing for every query of a distant site. Using this method, expensive facilities are not needlessly tied up offering calls to multiple sites when remote sites are unable to handle the call. Methods that actually queue calls to multiple sites rather than query them can require from 50 to 85 percent more internodal network facilities, depending on the number of sites, while saving only a few seconds of holding time.

9.3
"Virtual" Call Center Operations 

Can the proposed system support a multisite call center environment with multiple distinct sites as a single virtual call center operation? Can calls be allocated between sites based upon agent skills, agent availability, queue times, and other criteria? Please describe your system's capabilities for implementing a virtual call center enterprise and whether ACD personnel are capable of controlling this routing function as business needs dictate.

Comply. Avaya Virtual Routing is designed to help you provide the best possible service to your customers and use all your call center resources wisely and cost-effectively. Part of the latest innovations in breakthrough call center solutions, Avaya Virtual Routing allows multiple locations to work together as a single virtual call center. Its smart routing capabilities monitor and anticipate changing conditions across your virtual call center network to find the best place to deliver each call, every time. 

By continuously balancing calls across multiple sites¾under normal call volume conditions as well as during peak calling periods, Avaya Virtual Routing provides consistent call handling and service for your customers, and equitable workload balancing for your agents. Together, that makes for a more manageable, successful call center operation. 

Our patented Expected Wait Time algorithm encapsulates the customer’s predicted “wait” time experience for use by applications to deliver exceptional customer service, multisite load balancing, and network cost savings. Avaya Virtual Routing delivers calls to the best place, the first time based on EWT, agent skills, and agent occupancy. Calls are routed to the call center with the best EWT, the best adjusted EWT, the first available agent found, most idle agent, most idle-most expert agent, least occupied agent (with optional Avaya Business Advocate), or least occupied-most expert agent. 

Breakthrough algorithms scan multiple sites and accurately predict the best split/skill group to handle each customer’s call. The call is then routed to the designated site where the customer receives immediate attention through an agent, if available, or appropriate delay treatments. With Avaya Virtual Routing, your enterprise can cut costs through reduced bandwidth congestion, reduced routing delays, increased agent occupancy, and increased revenues through enhanced customer experiences. 

How it Works

Avaya Virtual Routing provides new call vectoring functionality, which builds upon Look-Ahead Interflow (LAI) to route a call to the "best" split/skill on a single switch or to the "best" split/skill in a network of Avaya Media Servers or Avaya DEFINITY® Servers. The "best" will be determined via a series of consider vector steps and the call will be interflowed via a queue-to/check best step on a LAI basis. 

EWT will be obtained from each of the considered remote locations via a polling call placed over ISDN facilities on an LAI basis to a specifically programmed poll VDN-vector for each application. A reply-best step will be used at the remote location to return the required data via ISDN for the "best" agent resource determined by the consider series preceding the reply-best step. 

The "best" is defined as the local split/skill or remote switch which offers the shortest expected waiting time for the call in a call surplus (calls queued) situation for the application. The waiting time is calculated using Avaya’s patented Expected Waiting Time (EWT) predictor and can be adjusted by the vector administrator. These adjustments reflect the user’s preferences based on such factors as agent abilities and trunk costs. In an agent surplus (agents available) situation, the "best" is selected based on the assigned Available Agent Strategy for the call at the sending switch end. 

1. First Found - Route calls to the first found available agent.

2. UCD-MIA - Route calls to the most idle agent in a network.

3. EAD-MIA - Route calls to the most expert most idle agent in a network.

4. UCD-LOA - Route calls to the least occupied agent in a network.

5. EAD-LOA - Route calls to the most expert least occupied agent in a network.

Best Service Routing (BSR) Polling over IP Without B-Channel

Avaya Communication Manager systems can also support the Best Service Routing (BSR) poll over an IP network between sites and can be used for Virtual Routing and Look-ahead Interflow since this trunk type can also emulate ISDN PRI trunking. Previously, polling would require a B-channel (Bearer Channel) as well as a D-channel (Data Channel). A media processor board (MAPD or MedPro Prowler) was needed for BSR polling over IP because BSR polling was established as a voice call, even though it only exchanged signaling information. Now, the QSIG TSC protocol performs BSR polling over IP trunking without setting up a voice call (which uses a B-channel). The B-channel is freed for voice transmission. This feature increases B-channel availability over an ISDN trunk group that has at least one trunk administered for IP and eliminates the need for the expensive media processor board (MAPD or MedPro Prowler) if voice calls over IP are not required.

Benefits of Avaya Virtual Routing

The principal benefits that the Avaya Virtual Routing brings to the user are as follows:

· Improved Agent Efficiency – By interflowing calls from centers with a surplus of calls to centers with a surplus of agents, overall agent efficiency is improved.

· Improved Average Speed of Answer (ASA) – ASAs are improved in proportion to the agent efficiency improvements obtained.

· Uniform Service Level – Best Service Routing balances the loads across the network in such a way that all callers for a given application experience approximately equivalent waiting times.

· Reduced Number of Abandons – Without some form of load balancing, callers at understaffed centers can experience exceptionally long waiting times, leading to a high percentage of abandons. With the load balancing provided by Queue to Best, these extremes are eliminated and abandons reduced. The abandon rate also shrinks in proportion to the ASA improvements obtained due to improved agent efficiency.

· Easier Management of Staffing Problems – Because the Best Service Routing feature effectively converts a set of geographically dispersed agents into a single large pool of agents, staffing problems do not need to be resolved on a center-by-center basis. If a single center experiences a major shortage of staff in a particular skill due to illness, meetings, training, weather, and so on, the impact on the overall service level for that skill may be minimal. In addition, staffing problems can be resolved by obtaining additional staff at any of the centers across the network.

· Easier to Manage Unexpected Call Spikes – Any large spike in calls at a particular center is handled gracefully by the Best Service Routing feature. Providing that sufficient trunk connectivity exists, the extra load is spread evenly across the other centers in the network, minimizing the number of call abandons.

· Simple Vector Programming – No complex programming logic or comparison steps need to be designed by the user. The user simply lists the local and remote agent resources to be considered for the call, and asks that the call be queued to the best of these.

In a remote IP contact center, can local announcements and music be provided instead of sending announcements and queue feedback from a central site over our IP network to minimize network traffic?
Comply. The Best Service Routing (BSR) Local Feedback for Queued IP and ISDN ACD calls  feature provides call center customers with the ability to connect audible feedback locally for calls that are queued remotely.  It decreases the use of IP resources and the number of packets sent over the IP trunk, thus decreasing costs for global customers who incur trunk charges on a per usage basis.  It provides cost saving to customers by minimizing cost of queuing should agent suddenly become unavailable at offshore location(s).  This feature also allows the take back of a call that has waited too long for service while in queue at the remote location.

It is available as a standard component of the Avaya Call Center Elite package.

9.4
Load Balancing Across Multiple Sites

Please describe the methodologies utilized to load balance calls among all available sites. How would you achieve uniform Average Speed of Answer among all/any networked sites in order to provide consistent service and maximum resource efficiency? 

Comply. With Avaya Virtual Routing, when a call arrives, the first point in time, we ask the question: “If this call is placed in a particular queue or skill group, how long will the customer likely wait until they are assisted by an agent?” To answer this question, we may look within a single Avaya Media Server or Avaya DEFINITY® Server searching out the best local skill group to queue the call, or across multiple, cooperating Avaya Communication Manager servers so that the best skill group and agent across the network can be found to provide the best service to the customer. This predictive application is called Best Service Routing. 

Best Service Routing, leveraging EWT, corrects the inefficiencies inherent in “queue everywhere” and “static parameter” approaches. It is a continuous, quantifiable statistic that answers the question: “How long will this call wait?” Using EWT to route calls to the best place the first time allows you to take hold and normalize speed of answer across multiple sites resulting in minimal call redirects—the call is probably (80 percent or above) in the right place the first time anyway! 

In addition, any actual measure of customer experience—whether it be Service Level, Average Speed of Answer, or Oldest Call Waiting—has been shown to be equalized by Best Service Routing across multiple sites. Customers utilizing Best Service Routing have been able to achieve 85 percent or better single queue efficiency ratios (the level of performance a single, co-located site would generate) without the expense of having to move agents into a single facility.

9.5
Multisite Predictive Routing

To eliminate the inefficiencies of queuing calls to multiple sites, can your system predict the best location to service an incoming ACD call? Based upon our defined criteria, can your system predict and route the call to the correct location up front rather than waiting in multiple queues at multiple sites for the first available agent then sending the call? Describe these capabilities.

Comply. Avaya Virtual Routing can consider up front the conditions at all locations and determine the best possible site to route the call to. Avaya Virtual Routing uses predictive technology to accurately determine the site where the agent will become available first and route the call to that site so that the call will be there the instant the agent becomes available. 

Avaya Virtual Routing is an alternative multisite routing technology which provides the equivalent functionality of simultaneously queuing calls across multiple sites without many of the disadvantages. With Avaya’s patented predictive technology, routing and re-routing calls is minimized. No time is spent waiting for calls to overflow from one queue to another. This overflow condition is predicted up front and avoided. Virtual Routing features Avaya’s patented Best Service Routing, leveraging Expected Wait Time (EWT) predictive technology to route the call to the Best Service location up front. BSR corrects the inefficiencies inherent in "queue everywhere" and "static parameter" approaches. 

The "queue everywhere" strategy is based on an ACD algorithm which puts a marker in as many queues as necessary, within the same switch and across a network of switches, and handles these queues on a "first come, first serve" basis. No intelligence or prediction is used; calls simply compete with one another in many different places for the right to be handled.

Especially across multiple sites, "queue everywhere" may not perform up to expectations because the "place in queue" is virtual. Since the queue holder at the remote site is a virtual mark and the call is only at one physical site, the laws of physics state that connections will not be instantaneous. When an agent becomes available at the remote site, the call must be transferred physically to that site. 

This sequence of events causes several things to occur that can negatively impact efficiency, particularly because statistically, the call is more likely to be in the wrong place to begin with. First, it usually takes several seconds to deliver the call. This can quickly add time duration charges, significantly raising network costs. The remote "idle agent" must be reserved for those seconds while the call traverses the network, further subverting agent productivity measurements. Second, it takes bandwidth, in other words, trunk capacity, to redirect the call. "Queue everywhere" techniques have been observed to use excessive bandwidth, redirecting calls when there was no need. A local agent may come available in three or four seconds. By being unable to predict this, the call is needlessly redirected, using bandwidth and providing no discernible customer service advantage to the caller, and possibly arriving at the remote agent after a local agent becomes available!

In practical comparisons, Best Service Routing has been shown to require only 10 to 15 percent call redirection (compared with well over 50 percent redirection for typical "queue everywhere" strategies) while delivering equal or better efficiency and performance. 

As the data shows, it is not efficient to queue calls to multiple splits, even in the same system. You can now avoid the complex and confusing performance statistics and group fairness issues resulting from sending calls to multiple places, while hoping the caller receives the service level you planned for them.

9.6
Network Call Transfer and Deflection

When interflowing calls between sites, can your system take advantage of Network Call Transfer and Deflection provided by the public switch telephone network to redirect an incoming ISDN call without requiring trunks to be tied up at the original destination after the call rerouting takes place?

Comply. One of Avaya’s primary value propositions is to provide systems and solutions to customers with the least cost of operation and ownership. Network Call Redirection (NCR) provides this through the ability to reduce network costs associated with Avaya systems in your enterprises, versus competitors’ systems. NCR uses Network Call Transfer (NCT) or Network Call Deflection (NCD) operations provided by the PSTN (Public Switched Telephone Network) to redirect an incoming ISDN call from an Avaya Media Servers or Avaya DEFINITY® Server  to another PSTN endpoint. In the call center environment, NCR is intended for multisite configurations where ISDN calls are interflowed between Avaya systems over the PSTN. 

This feature provides reliable operation with the MCI WorldCom Network Call Transfer network service and supports Information Forwarding for AT&T In-band Transfer and Connect network service. 

NCR is a Avaya Communication Manager feature that enables the redirection of an incoming call from a public ISDN network, by the called user, to another destination prior to the establishment of the connection and before the called user answers. The call redirection is invoked in real time on a call-by-call basis by the called user entity. During the execution of the redirecting process, no B-channels are utilized, resulting in reduced operating costs to the customer.

NCR utilizes either the Network Call Deflection (NCD) or Explicit Network Call Transfer (ENCT) operations provided by the public switch telephone network (PSTN) to redirect an incoming ISDN call from Avaya Media Servers or Avaya DEFINITY® Servers to another PSTN endpoint. This optimizes the rerouting of ISDN call over public network, since no trunks are retained at the original destination after the call rerouting takes place. This is a cost saving to the customer because fewer ISDN trunks are required.

For Call Centers, this is for use with:

· Best Service Routing (BSR) via Call Vectoring (NCD or ENCT)

· Interflow via Call Vectoring “Route-to” (NCD or ENCT)

· ASAI Third-Party Merge/Call Transfer via a CTI application (ENCT only)

For non-Call Centers, this is for use with:

· Attendant Vectoring via Call Vectoring “Route-to” (NCD or ENCT)

· ASAI Third-Party Merge/Call Transfer via a CTI application (ENCT only)

· Station Transfers (ENCT only)  

NCD can be optioned to either retain the call until alerting/connect (wait until the second leg of the call has been set up and acknowledged before dropping the call to the redirecting system) or clear upon invocation. Retain call option is recommended, since the system can provide alternate treatment if the redirection fails (this function is not currently supported by the PSTN). 

With ENCT, the Avaya Media Server or Avaya DEFINITY® Server  sets up the second leg of the call to the redirect-to location before invoking the call transfer. The system must provide answer supervision for the incoming call before invoking call transfer. After call transfer is invoked, the PSTN joins the ISDN caller with the endpoint and drops both calls at the redirecting system. This is most reliable since the system maintains full control until the PSTN joins the two calls.

Network Call Redirect – ETSI Explicit Call Transfer 

This enhancement designed for European Markets, provides the ability to transfer a call from an Avaya server to another network user in the public network and have the trunks released for reuse by the other call.  It adds to the protocols supported under the Network Call Redirection umbrella of public network transfer features in Communication Manager.

It is available as a standard component of Elite Call Center package.

9.7
Networking Connections between Sites

What physical means are used to interconnect each networked site (such as dedicated tie-lines, ISDN-PRI/BRI, ISDN switched services, VTNS, IP, ATM, and Q-Sig)?

ISDN PRI

Avaya Virtual Routing can use ISDN Primary Rate Facilities interconnecting the Avaya Media Server or Avaya DEFINITY® Server  nodes of the network. The information sharing between nodes to determine the “best” place for every call takes place across the D-channel of the PRI connection. This is carried in standard Code Set 0 User-to-User Information. These PRI connections can be on dedicated DS-1 (T-1 or E-1) trunks or on PSTN PRI facilities. MCI has successfully tested and installed this solution with their ISDN and EPN configuration and supports BSR over switched facilities. Other carriers are currently testing. Your Account Team can provide the most current information regarding certification with the carrier in question. If testing has not been done to verify operation over the public networks involved with the preferred specific configuration, use of private ISDN trunking between the nodes should be assumed until successful testing has been completed.

ATM Trunking

Support for ATM trunking provides customers with an alternative to the traditional T1/E1 trunks used to network systems for various private networking configurations. Avaya Virtual Routing and Look-ahead Interflow may be used to overflow over ATM Trunks since this trunk type can emulate ISDN PRI trunking. ATM-Circuit Emulation Service (ATM-CES) emulates an ISDN-PRI trunk on an ATM facility. These virtual trunks can serve as integrated access, tandem, or tie trunks.

IP Trunking

Avaya Communication Manager systems can also support the Best Service Routing (BSR) poll over an IP network between sites and can be used for Virtual Routing and Look-ahead Interflow since this trunk type can also emulate ISDN PRI trunking. IP Networking is added to IP Trunking to allow the emulation of IDSN-PRI protocol. This should eliminate any problems with carriers who have not been certified.

Best Service Routing (BSR) polling over remote IP trunks is an existing call routing feature that allows polling vectors to include a BSR application plan that routes calls through a remote IP trunk, and collects wait time and available agent data using TSC messages over IP trunk groups. Previously, polling would require a B-channel (Bearer Channel) as well as a D-channel (Data Channel). A media processor board (MAPD or MedPro Prowler) was needed for BSR polling over IP because BSR polling was established as a voice call, even though it only exchanged signaling information. Now, the QSIG TSC protocol performs BSR polling over IP trunking without setting up a voice call (which uses a B-channel). The B-channel is freed for voice transmission. 

With this enhancement, the signaling portion of a BSR poll is now handled by the new QSIG Temporary Signaling Connection (TSC) protocol without setting up a voice call. The QSIG protocol defines message exchanges at a point between two switches. It includes a basic call setup procedure and is closely tied to ISDN PRI. This feature increases B-channel availability over an ISDN trunk group that has at least one trunk administered for IP and eliminates the need for the expensive media processor board (MAPD or MedPro Prowler) if voice calls over IP are not required. This feature is for use with Avaya Best Service Routing in multisite Avaya contact/call centers. 

9.8
Unique Call Identification Tag

Can a unique tag be associated with each call when it originates and remain with the call throughout a multisite network to facilitate cradle-to-grave call tracking?

Comply. Universal Call Identifier (UCID) is a new feature that will tag a call with a unique identifier. UCID can be assigned by either Avaya Media Servers, Avaya DEFINITY® Servers, or an Avaya Interactive Voice Response (IVR) system, depending on which platform is the entry point into the Avaya Call Center network. The UCID will allow a call to be tracked between network entities (switch or adjunct) from the first entry into your network until the call is terminated within the network.

9.9
Multisite Information Forwarding

In a multisite network, can the proposed solution pass call center statistics along with the call for accurate wait time calculations required for real-time monitoring, historic, and cradle-to-grave reporting? For example, can the wait time at Center A be passed to Center B in order to correctly represent wait times with the call type, ACD groups, and skill sets where they were answered? Do system reports reflect interflowed call activity? Please describe.

Comply. Avaya Virtual Routing’s Enhanced Information Forwarding passes details along with each routed call to aid in call tracking and to assist agents in providing optimum customer service. This information includes Vector Directory Numbers (VDNs), caller-supplied collected digits, time spent already waiting, Adjunct/Switch Application Interface (ASAI)-provided user information, and the new Universal Call ID (UCID) for concise cradle-to- grave tracking of individual call data. Incoming call-related info (ANI, II-Digits, CINFO) will continue to be supported via the existing ISDN transport methods.

10.0
Remote Agent Options

10.1
At Home Agents 

The system shall support true At Home Call Center Agent functionality. These remote call center agents should be able to work at home with no loss of call center agent functionality. 

Can your system provide At Home agent voice terminal solutions via the agent PC with the agent PC connected to our network for data applications? Describe completely your At Home PC-based agent solution options.

Optional Avaya IP Agent

Avaya IP Agent is a soft phone application that works through agent’s personal computers (PCs). It enables agents to work from any PC, anywhere, as long as they can connect to your corporate network. And this solution doesn’t require that you give up any sophisticated agent features, including reporting and routing, that you’ve come to expect from Avaya’s powerful contact center suite of products. 

With IP Agent, remote agents have access to the full range of Avaya agent capabilities using an intuitive graphical user interface (GUI) that works via standard Microsoft Windows drag-and-drop conventions. Avaya IP Agent provides easy access to more feature buttons on screen than any conventional telephone can provide. It offers VuStats—showing contact center statistics for the individual agent as well as a group’s combined activity. The IP Agent solutions include an intuitive interface to access existing corporate database information via LDAP (Lightweight Directory Access Protocol) and an integrated call history feature that allows agents a detailed view of the calls they’ve made and received. In addition, contact center managers can administer screen pops based on commonly used triggers, such as Dialed Number Identification Service (DNIS), Automatic Number Identification (ANI), and prompted digits. 

Through your local area network (LAN), Avaya IP Agent connects agents to a corporate Avaya Media Server helping you take greater advantage of your data networks. Avaya Communication Manager Automatic Call Distribution (ACD) software—enhanced by Avaya call routing options such as Avaya Advocate, Expert Agent Selection (EAS), and Best Services Routing (BSR)—delivers calls to appropriate remote agents based on your company's business rules and agent skills, just as it would to agents at a centralized contact center location.

There are four ways to configure IP Agent to meet your needs: 

· Telecommuter Mode – This mode is best used when a connection can be made with the PC via dial-up or LAN and there is a separate callback number (analog telephone, cellular phone, extension on local switch). This will provide toll-quality audio and PC-based controls for telephony functions. This option can eliminate the need for a costly physical telephone set. 

· Road-Warrior Mode – Otherwise known as Voice over IP (VoIP), the Road-Warrior mode is used when a connection can be made with a PC via dial-up or LAN and there is not a callback number (or it is cost-prohibitive). This will provide best-in-class IP audio. Quality varies depending on connection speed and other network considerations. 

· Callmaster® VI Mode – This is intended for a premise-based user with a digital Avaya Callmaster VI voice terminal. Avaya IP Agent is the Graphical User Interface (GUI) for the Callmaster VI. There is no LAN connectivity required. In this configuration, a serial cable runs from the PC to the Callmaster VI. The Callmaster VI is connected using a traditional digital connection to the Avaya Media Server. The Callmaster VI mode will provide toll-quality audio and PC-based controls for the telephony functions. 

· IP Hardphone (Release 4 only) – The IP Hardphone configurations provides an additional softphone user interface to the IP Hardphone.  Terminal control is shared by the PC through IP connection with the Avaya Communication Manager.   
The Avaya IP Agent application has an easy to use and learn user interface designed with convenience in mind. The IP Agent main window uses standard Microsoft Windows "drag and drop" conventions incorporating buttons, pull-down menus, and a mouse. A single click opens the window, providing instant access to all aspects of the application.

The IP Agent main window has a menu bar, toolbars, and panels. The toolbars can be toggled on and off or they can be arranged in any order. It also includes an area in which you can record call information. You can minimize or close this window.

Most of the windows can be resized. All window sizes and open dialogs are saved on exiting the IP Agent window. When you open the main window the next time, it will look exactly the same as it did when you closed it, including the same location, size, and open dialogs.

A simple user interface is used to transfer or conference calls. Agents can use the shortcut icon to make and receive calls from any application.

Simple User Interface
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The highly customizable graphical user interface gives agents easy and immediate access to customer care functions supported by Avaya Communication Manager on the Avaya Media Server. Agents can customize their desktop by selecting their most frequently used phone features for display in a separate window. In addition the solution enables features such as integrated phone directories, last numbered dialed, and screen pops with relevant customer data to enable more personalized service.  The highly customizable graphical user interface gives agents easy and immediate access to customer care functions supported by Avaya Call Center software . Agents can customize their desktop by selecting their most frequently used phone features for display in a separate window. In addition, the solution enables features such as integrated phone directories, last numbered dialed, and screen pops with relevant customer data to enable more personalized service. 

The Avaya IP Agent window includes the following capabilities:

· Originate and answer calls

· Hold, conference, transfer, and drop

· ACD agent functions

· Simple access to any number of feature buttons such as Auto Call back, Call Answer Back, Call Forwarding, Call Park, Call Pickup, Send All Calls, Redirect, and Transfer to AUDIX

· Separate list for most used feature buttons

· Integrated phone directory with support for several numbers per entry and the ability to store and dial phone directory entries

· Integrated call history and agent mode history

· Screen pops

· Corporate LDAP directory searching

· Speed dialing and programming speed dial buttons

· Last number redial for the last 1 to 25 numbers

· Support for quick call answering without switching from the current program

· The ability to configure the program to work the way you want it to work

Agent Greetings 

The ability to maintain personalized greetings at their working desktops gives busy agents a needed pause between successive calls, avoiding the need to repeat the same greeting (or one and the same information to callers) upon receipt of every call. Avaya IP Agent will support agent greetings for both the CallMaster VI configuration and the VoIP configuration.  The user can record, play, stop or erase greetings through an easy-to-use menu, speaking through their headset or computer mike.  

In the VoIP configuration, the agent greetings are stored as .wav files on either the agent's PC or they can be stored on a network drive.  This will allow agents to use multiple computers and still have the same agent greetings (free seating). Up to 15 different greetings can be recorded, each with a length of approximately 30 seconds. 

In the CallMaster VI configuration, the agent greetings are stored on the internal announcement unit within the terminal.  Up to six different greetings can be stored, each with an approximate length of 9 seconds.  IP Agent provides a user interface that enables agents, speaking through their headsets, to record greetings on the CallMaster VI.

The Telecommuter (Dual-Connection) configuration will not support agent greetings.  

10.2
Tracking Remote Agents

10.2.1
What type of flexibility will the proposed solution provide with respect to split membership? Can remote agents be members of splits that also contain local agents or do they have to be in a dedicated split?

Comply. The remote agents can be members of any split/skill. They can be added to splits/skills that contain on-premises agents or assigned to a split/skill consisting entirely of remote agents.

10.2.2
Can the call management information system track remote agent activity? The MIS tracking for off-premises agents must be the same as that for on-premises agents. Can the agent working at home be seen in a real-time view on a supervisor’s workstation whether that supervisor is in the call center or at home themselves?  Do at home agents’ activities show up on your standard reports?

Comply. The fact that the agent is working remotely is transparent to the Avaya Media Server or Avaya DEFINITY® Server  and all of Avaya’s management information systems including VuStats, Avaya Basic Call Management System (BCMS), Avaya Basic Call Management System Reporting Desktop, and the Avaya  Call Management System (CMS). Their performance is tracked just as for agents working on-premises. The ACD supervisors can monitor agent performance as though the agent was located at the call center site. The home agent’s activities are included with all standard reports with no distinction between agents working locally or remotely unless remote agents are assigned a dedicated split/skill group.

Management Information System Options

### Attention ###   Account Team, you should point the customer toward one of the MIS options (BCMS, BCMS Reporting Desktop, or CMS) which you think best fits and leave out the other sections.

11.0
Basic Internal Reporting Option

Do you offer an option for basic, low-cost, integrated reporting that does not require administration or external processors or external storage?

Comply. Basic Call Management System (BCMS) is an optional, fully integrated reporting feature of the Avaya Call Center. No additional hardware is required to support the BCMS feature. BCMS provides real-time and historical reports which will assist an organization in managing individual agents, ACD split/skills, and trunk groups. Data is stored by hour or half hour for 25 time intervals, including the current time interval. Daily summary data is also calculated and stored for seven days.

The following reports are available with the BCMS:

· Real Time Reports

· Split Status

· System Status

· VDN Status

· Historical Reports

· Agent

· Agent Summary

· Split

· Split Summary

· Trunk Group

· Trunk Group Summary 

· VDN

· VDN Summary

The reports can be displayed and/or printed. The reports can be accessed and displayed by the ACD Administrator from a system administration and management interface such as Avaya Site Administration software. Reports can be printed on demand or on a scheduled basis. Using Avaya Site Administration, BCMS reports of ACD statistics can be saved to file on the PC and can be transferred from the PC to a LAN server. 

The following table shows BCMS capacity limitations: 

	
	G3CSI & SI
	S8700 IP Connect
	S8700 Multi Connect
	S8500
	S8300
	S8100

	Measured Agents or Login IDs
	400
	2,000
	2,000
	1,000*
	400
	100*

	Measured Agents Per Split/Skill
	200
	999
	999
	999
	200
	100*

	Measured Split/Skills
	99
	600
	600
	600
	99
	99

	Measured Agent-Split/Skill Pairs
	1,000
	40,000
	40,000
	40,000
	1,000
	1,000

	Measured Trunk Groups
	32
	32
	32
	32
	32
	32

	Measured VDNs
	99
	512
	512
	512
	99
	99

	Max Agents Displayed by Monitor BCMS Split Command
	100
	100
	100
	100
	100
	100

	Max BCMS Terminals
	3
	4
	4
	4
	3
	1

	Max Active Maintenance Commands for System
	1
	15
	15
	15
	1
	1

	Max Simultaneous BCMS Terminals in Monitor Mode
	1
	13
	13
	13
	1
	1

	Reporting Periods
	
	
	
	
	
	

	Intervals
	25
	25
	25
	25
	25
	25

	Days
	7
	7
	7
	7
	7
	7


* Limited by offer. Refer to your Account Representative.
11.1
Both real-time reports and historical reports are required. Historical reports should be available for hourly or half hourly intervals. These reports can be displayed on a video display terminal in real time, printed immediately, scheduled to print at a later time, or scheduled to print periodically at times you specify.

Comply. Basic Call Management System (BCMS) includes three real-time and eight historical reports. Historical reports data is stored by hour or half hour, system-wide, for 25 time intervals. The reports can be displayed and/or printed. The reports can be accessed and displayed by the ACD Administrator from a system administration and management interface such as Avaya Site Administration software. Reports can be printed on demand or on a scheduled basis. 

11.2
Real-time reports should update automatically approximately every 30 seconds. Can you also request an update on demand? 

Comply. Real-time reports are updated approximately every 30 seconds. You can immediately update the information on the screen by pressing UPDATE.

11.3
How long is historical data stored?

Data is stored by hour or half hour for 25 time intervals, including the current time interval. Daily summary data is also calculated and stored for seven days.

11.4
List and describe real-time and historical reports available.

The Basic Call Management System (BCMS) real-time and historical reports are described below. Sample reports are also available upon request.

Real-Time Reports

BCMS provides three real-time reports:

· BCMS Split Status

· BCMS System Status

· BCMS VDN Status.

BCMS Split Status Report

The BCMS Split Status report provides the current (real-time) status and cumulative measurement data for those agents assigned to the split you specify. This report displays data accrued since the last interval boundary. For example, if the interval is set for hourly, and you issue the command to display the BCMS Split Status report at 11:10 a.m., the report displays the data accrued since 11:00 a.m. Although this report is updated approximately every 30 seconds, you can immediately update the information on the screen by pressing UPDATE. At the beginning of the next interval, the report resets.

BCMS System Status Report

The BCMS System Status report provides current (real-time) status information for either all BCMS splits or selected BCMS splits. This report displays data accrued since the last interval boundary. For example, if the interval is set to hour, and you issue the command to display the BCMS System Status report at 11:10 a.m., the report displays the data accrued since 11:00 a.m. Although this report is updated approximately every 30 seconds, you can immediately update the information on the screen by pressing UPDATE. This report is reset at the beginning of the time interval (for example, hour or half-hour).

BCMS VDN Status Report

The VDN Status report gives real-time status information for internally measured VDNs. You must specify the extensions of the VDNs you want the system to monitor. You can specify the extensions in a list or in a range format. 

Historical Reports

BCMS provides eight historical reports. These reports give you information for an interval of time. You can print the reports for a period of time measured in minutes or hours, or a period of time measured in days. The BCMS historical reports are as follows:

· Agent

· Agent Summary

· Split

· Split Summary

· Trunk Group

· Trunk Group Summary

· VDN

· VDN Summary

BCMS Agent Report

The BCMS Agent Report provides traffic information for the specified agent. Depending on specifics from the command line, the information may be displayed as either a time interval or a daily summary. If neither time nor day is specified, time is the default. In this case, the report displays data accrued for the previous 24 time intervals (hour or half-hour), including data from the most recently completed time interval. 

BCMS Agent Summary Report

This report is similar to the BCMS Agent report except that this report provides one line of data for each agent. You can specify one or more agents by entering agent IDs or extensions. An agent does not appear on the report if there is no data for that agent. If you specify that you want the report to include more than one time period, and the data exists for one or more, but not all of the specified times, the system uses the available data to calculate and display the one-line summary; the system does not identify which times are not included in the calculations.

BCMS Split Report

The BCMS Split report provides traffic information for the specified split number. Depending on specifics from the command line, the information may be displayed as either a time interval or a daily summary. If neither time nor day is specified, time is the default. In this case, the report displays data accrued for the previous 24 time intervals (hour or half-hour), including data from the most recently completed time interval. 

BCMS Split Summary Report

The BCMS Split Summary report provides traffic measurement information for a specified group of BCMS splits. Depending on specifics from the command line, the information may be displayed as either a time interval or daily summary. If neither time nor day is specified, time is the default. In this case, the report displays data accrued for the previous 24 time intervals (hour or half-hour), including data from the most recently completed time interval. 

This report is similar to the Split Report except that this report provides one line of data for each split, which includes all data for the specified times. A split does not appear on the report if there is no data for that split. If you specify more than one time period, and data exists for one or more, but not all, of the specified times, the system uses the available data to calculate and display the one-line summary; the system does not identify which times are not included in the calculations.

BCMS Trunk Group Report

The BCMS Trunk Group report gives statistical information for all BCMS measured trunk groups. The BCMS Trunk Group report may be used by the ACD administrator and/or manager to monitor use of the trunk group and to determine the optimal number of trunks for the trunk group. Depending on specifics from the command line, the information may be displayed as either a time interval or a daily summary. If neither time nor day is specified, time is the default. In this case, the report displays data accrued for the previous 24 time intervals (hour or half-hour), including data from the most recently completed time interval.

BCMS Trunk Group Summary Report

The BCMS Trunk Group Summary report provides information about BCMS-measured trunk groups. You can specify the trunk groups you want included in the report. The BCMS Trunk Group report can be used by the ACD administrator and/or manager to monitor use of one or more trunk groups and to determine the optimal number of trunks for the trunk groups. Note that this applies only to trunk groups measured by BCMS.

This report is similar to the BCMS Trunk Group report except that the information for a trunk group appears on separate lines of the report, with totals of activity for all trunks in the trunk group for the specified time. You can print the report for a certain time period specified in either hours or days (up to 7 days).

The report displays only the information that exists and does not identify absent data. If data does not exist for a specified trunk group, the trunk group does not appear on the report. Also, if information does not exist for a portion of the specified time period, the report displays all existing information but does not identify where there is no data.

BCMS VDN Report

The BCMS VDN report provides statistical information for the specified VDN. Depending on specifics from the command line, the information may be displayed as either a time interval or a daily summary. If neither time nor day is specified, time is the default. In this case, the report displays data accrued for the previous 24 time intervals (hour or half-hour), including data from the most recently completed interval.

BCMS VDN Summary Report

This report is similar to the VDN report except that it provides one line of data for each VDN included in the report, and the one line includes all data for the specified times. If no data exists for a VDN, the VDN does not appear on the report.

12.0
Basic Graphical, PC-based Reporting Option

Can you provide a graphical user interface for supervisors to monitor call center activity on a PC?

Comply. Avaya Basic Call Management System Reporting Desktop software for your supervisor’s PC provides a graphical enhancement to the integrated Basic Call Management System (BCMS) reporting feature and allows for greater access to the LAN-based tools you need to boost your call center performance. The Reporting Desktop’s user-friendly, highly graphical interface makes it easy to display and analyze call center data. BCMS Reporting Desktop software helps you manage your call handling and agent resources more effectively—to provide better customer service while increasing productivity and cost-effectiveness. 

BCMS Reporting Desktop software graphically displays real-time data that’s critical to understanding the changing conditions in your call center and helping you run your operations efficiently. The data collected includes: 

· Number of calls waiting 

· Number of available agents 

· Number of ACD calls answered 

· Number of abandoned calls 

· Time of oldest call waiting 

· Average talk time 

· Average answer speed 

· Average abandoned call time 

· Average after call work state 

· Percent in acceptable service levels 

Armed with this real-time information, you or your call center supervisors can modify call routing or reassign agents as necessary to improve work flow and help make sure your calls—and your customers— are being handled promptly and efficiently. 

BCMS Reporting Desktop key features include:

· Real-time graphical reporting (in bar-chart, pie-chart, time trace, wallboard, or text report display formats) to single or multiple supervisors – Easier visualization of what is happening in real time in the call center allows instant analysis of current call center conditions. Call center managers and supervisors can make service-affecting decisions correctly. Multiple reports can be displayed on the screen at the same time.

· Display of BCMS real-time data on an Avaya external wallboard – Critical operational information is distributed quickly and efficiently to call center agents and supervisors, enabling them to correctly make service-affecting decisions. Text messages deliver urgent information to the center. Release 2 supports daisy chaining of wallboards with different ACD data displays with a single serial port. 

· Real-time management by exception – The ability to set alerts on data items allows “management by exception.” BCMS Reporting Desktop software provides enhanced thresholding and alert capabilities with visual and audible alerts.

· Graphical user interface – Graphical output under Microsoft Windows removes reliance on text-based administration terminal.

· Custom real-time reports – The BCMS Reporting Desktop software provides an interface to Avaya Media Servers or Avaya DEFINITY® Servers that allows creation of custom real-time reports using the BCMS data that resides on the switch.

· Long-term storage of BCMS historical data – Call center managers can properly staff the center by spotting trends in call traffic, understanding abandoned call statistics, and analyzing agent performances. With the BCMS Reporting Desktop software, historical data can be kept for as long as desired by periodically archiving the historical database. 

· Predefined historical reports – Call center managers obtain information vital to their operations shortly after installation.

· Exporting of reports and historical data to other packages (such as Microsoft Excel and Microsoft Access) – The historical database created by the BCMS Reporting Desktop software can be accessed using other products, such as Microsoft Access or Excel spreadsheets This aids in the retention of investment in software development and training.

· Client/Server environment  – BCMS Reporting Desktop software works in a multi-user, client/server environment which ties up fewer ports on the Avaya Media Server or Avaya DEFINITY® Server, expands the number of client/supervisors from 3 to 10, and provides standard TCP/IP LAN support with access to BCMS Reporting Desktop as a server on the LAN. 

· Report Scheduler – Allows scheduling of historical reports to print on network or locally attached printers.

· Online help – With easy access to answers, managers and supervisors can begin working with BCMS Reporting Desktop software quickly.

· CD ROM training – The comprehensive training included on the CD ROM can be used to train existing and future personnel quickly.

· Local or remote connection – Enables a supervisor to monitor multiple call center locations. Remote connection also allows Avaya to perform remote diagnostics and administration. Remote connection requires pcANYWHERE software, which is shipped with the BCMS Reporting Desktop software.

· Language support – In addition to U.S. English, BCMS Reporting Desktop software will support the following languages to improve agent productivity and operational control by providing the interface in the user’s native language.

· European French

· Columbian Spanish

· Brazilian Portuguese

· German

· Japanese

· Dutch

BCMS Reporting Desktop Software System Requirements 

BCMS Reporting Desktop software resides on customer-provided PCs running Windows NT 4.0 or Windows 2000 for the server or Windows  95, 98,  NT 4.0, or Windows 2000 for the client. The following table presents the minimum requirements for server and clients to be used to run the BCMS Reporting Desktop application.

For the BCMS Vu Server PC 
· A single-processor Pentium.

· Windows NT Server orWorkstation with at least Service Pack 4 installed on the PC.

· Windows 2000 Professional or Server.

· 64 MB of main memory.

· Up to 500 MB (512,000 KB) of disk space. For splits/skills, agents, VDNs and trunk groups measured by BCMS, the following formula is an approximate guide to the space required in megabytes for each day’s historical data when the interval measured is an hour. (When the interval is a half-hour, use 185 instead of 370 in the formula.)

# splits/skills + # agents + # trunk groups + #VDNs

(370) * BCMS interval in hours

· A double-speed CD-ROM drive.

· One external serial port if a data module is used to connect to a DEFINITY system or a Network Interface Card (NIC) to connect to a DEFINITY / Communication Manager system via TCP/IP.

· You may need other unused serial ports:

· One to connect to a wallboard. This serial port must be an external port.

· One for remote maintenance if you are using an external modem.

· A parallel port to connect the hardware key. A printer may be also connected to this port.

· The BCMS Vu R2 software distribution CD-ROM.

· If using a data module, either an 8400B Plus or 7400B/7400B Plus that is capable of accessing the DEFINITY system.

· A DEFINITY/Communication Manager system login name and password for access to BCMS Vu.

· For DEFINITY systems other than DEFINITY ONE, a DEFINITY system telephone number (hunt group extension for Netcon channel) is required to connect via the data module.

· For any DEFINITY/Communication Manager system, a hostname/IP address is required to connect via the LAN.

· A sound card and speakers if you want to use audible alerts.

· The pcANYWHERE CD-ROM.

· An internal or external modem for remote maintenance using pcANYWHERE.

· The name of the Server PC, the names of all Client PCs on the network, and the names of all wallboards on the network that you want to use. Note If you install the software from a remote network drive, the machine on which the software is installed (either Server, Client, or Wallboard) does not need a CD-ROM drive.

For the BCMS Vu Client PC
· A single-processor Pentium

· 32 MB of main memory (with Windows 95 or Windows 98 installed) or 64 MB of memory (with Windows 2000 or Windows NT 4.0 installed)

· 5 MB (5,120 KB) of free disk space

· A double speed CD-ROM drive

· A serial port for each external wallboard connected to the PC, or one port if the wallboards are daisy-chained

· Windows 95, Windows 98, Windows 2000 or Windows NT 4.0 Workstation or Server with at least Service Pack 4 installed on the PC

· The BCMS Vu R2 software distribution CD-ROM

· (Option): One of the wallboards dedicated to BCMS Vu software

· The name of the Server you want to connect to

· A sound card and speakers if you want to use audible alerts.

For a Wallboard PC without Client Software 
· A single-processor Pentium

· Windows 95, Windows 98, Windows 2000, or Windows NT 4.0 installed on the PC

· 32 MB of RAM

· 10 MB of free disk space

· A double-speed CD-ROM drive

· An available serial port for each non-daisy-chained wallboard.

12.1
Can you provide real-time graphical reporting (such as bar-chart, pie-chart, time trace, wallboard, or text report display formats) to single or multiple supervisors? Can multiple reports be displayed on a PC screen at the same time? List and describe reports available.

Comply. Avaya Basic Call Management System (BCMS) Reporting Desktop software offers five types of real-time reports: 

· Real-Time Bar Graphs

· Real-Time Pie Charts

· Real-Time Text reports

· Real-Time Trace reports

· Real-Time Wallboard Displays.

The available standard reports are described below and sample reports can also be provided.

These report formats offer easier visualization of what is happening in real time in the call center and allow instant analysis of current call center conditions. Call center managers and supervisors (single or multiple) can make service-affecting decisions correctly. Multiple reports can be displayed on the screen at the same time.

Real-Time Bar Graphs

BCMS Reporting Desktop’s Real-Time Bar Graphs provide periodically updated images of the current status of the call center. Real Time Graphs are created using the Real Time Graphs Properties Wizard. There are four types of Real-Time Graphs that can be created. The types are as follows:

· Split/Skill Summary Report – Selection of splits/skills, available items for display include: calls waiting, oldest call, average speed of answer, available agents, abandoned calls, average abandon time, ACD calls, average talk time, average after call work time, and % within service level.

· Split/Skill Detail Report – Single split/skill, available items for display include: calls waiting, oldest call, percent within service level, total staffed, total available, total on ACD calls, total in after call, total in aux work, total on extension calls, and total in other state.

· Agent Summary Report – Split/skill plus selection of agents, available items for display are: total number of ACD calls answered, number of non-ACD calls received, and number of non-ACD calls placed.

· VDN Summary Report – Selection of VDNs, (available with optional Call Vectoring software), the available items for display include: calls waiting, oldest call, ACD calls, average speed of answer, abandoned calls, average abandon time, average talk/hold time, connected calls, flow out calls, calls busy/disconnect, and % within service level.

Real-Time Pie Charts

Real-Time Pie Chart reports give a viewer a quick idea of the relative values of different BCMS items, in a pie chart format. Each segment represents the value of a different data item and is presented in a different color or pattern. The value of the data item is displayed next to the pie segment, and a legend identifies the data item represented by each segment and shows the value of each segment as a numerical value. 

Pie charts do not give visual or audible indication of alerts when thresholds are reached. You cannot select the attributes displayed in a Pie Chart (unlike in a bar chars). Only those attributes that add up to a whole domain are allowed in Pie Charts, and there is only one set of such attributes for Agent Work State for Split/Skill, Agent Call Summary, and VDN Call Summary reports. Real-Time Pie Charts cannot be printed. 

You can create three categories of Real-Time Pie Charts. 

· Agent Work States for Split/Skill – Shows a full domain of agent attributes for one split/skill

· Agent Call Summary – Shows a full domain of attributes for one agent’s work in one split/skill

· VDN Calls Summary – Shows a full domain of attributes for one VDN

Real-Time Text Reports

Real-Time Text reports are displays of the standard monitor BCMS System Administration forms that are available directly on the System Administration Terminal (SAT). Real-Time Text reports are predefined to display the data as it would appear on the Monitor BCMS SAT terminal. 

Real-Time Text reports mimic the features of the three Monitor BCMS SAT forms. To view call center data in this way, select one of the following:

· System Real-Time Text Report (to view information displayed by the BCMS System Status Report) – Provides current status information for either all BCMS splits or selected BCMS splits. This report displays data accrued since the last report interval boundary.

· Split/Skill Real-Time Text Report (to view information displayed by the BCMS Split Status Report) – Provides the current status and cumulative measurement data for those agents assigned to the selected split. This report displays data accrued since the last interval boundary. For instance, if the interval is set for hourly, this report will display the data accrued since the last hour.

· VDN Real-Time Text Report (to view information displayed by the BCMS VDN Status Report) – Provides current status information for internally measured VDNs. Optional Call Vectoring software is required.

Real-Time Trace Reports

Time-Trace Reports show the value of a single attribute (for example, Call Waiting, Avg. Speed of Answer) for a single measured entity (agent, split/skill or VDN) over a period of time. This report is in the form of a horizontal line in a Cartesian coordinate plane, where the time is measured along the x-axis and the value of the attribute along the y-axis. 

The following categories of Time-Trace Reports are available: 

· Split/Skill Summary Data Time Trace – Shows variations in the value of a single data item for a single split/skill over time. 

· Split/Skill Details Time Trace – Also shows variations in the value of a single data item for a single split/skill over time. The data items you can choose for this report are different from those in a Split/Skill Summary Data Time Trace. 

· Agent Data Time Trace – Shows variations in the value of a single attribute for a single agent over time. 

· VDN Data Time Trace – Shows variations in the value of a single attribute for a single VDN over time.
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12.2
Can your reporting system support multiple external wallboards for display of real-time data to various ACD groups. Can text messages created by supervisors be displayed on wallboards?

Comply. In addition to supporting multiple supervisor PCs, Avaya Basic Call Management System Reporting Desktop software also supports multiple optional external wallboards, which can be daisy chained together for use throughout your call center. You can even display different information on each wallboard, allowing you to share more types of information with all your agents or to display data specific to particular areas of the call center. For example, display call data that pertains to your help desk agents on one wallboard, and inbound customer sales call data on another. 

BCMS Reporting Desktop can support single or multiple external wallboards, and an internal Wallboard Display via a window on the PC screen that mimics the behavior of an external wallboard. A Wallboard Display on the PC screen shows the data that would be seen on an external wallboard. When defining a Wallboard Display, any item of data can be selected from a real-time table. 
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** In the wallboard display above, items “Waiting and Oldest” are exceeding customer specified threshold levels are color coded (red vs. green) to warn the supervisor and the agents.

You can also display short messages in between real-time data. For example, you might broadcast birthday messages or announcements about shift changes. A Broadcast Message wizard is available from the Options menu that allows you to select the wallboard(s) that you want to send the message to, the number of lines, colors, message timing, and the message text.

12.3
Can you set thresholds on data items that alert supervisors both visually and audibly when thresholds are reached?

Comply. Avaya Basic Call Management System Reporting Desktop software lets you set up levels of thresholds for acceptable performance and alerts you with warnings on a supervisor’s PC when those thresholds for real time data have been reached. For example, you can have the system alert supervisors with visual warnings—yellow for “caution” and red when the number of calls waiting reaches maximum allowable levels. Once alerted, supervisors can have more agents log in. Or, display the warnings on an optional Avaya wallboard to alert agents themselves to changing call center conditions. 

The supervisor will be able to specify minimum and maximum threshold values for call center data items and the type of alarm (visual, audible, or both) to use when thresholds are reached. This enables call center managers and agents to react to changing conditions in the call center, allowing management by exception.

12.4
Can supervisors customize their views for real-time monitoring of the items and resources of interest in the call center?

Comply. Avaya Basic Call Management System Reporting Desktop software provides a wide array of options for displaying and customizing accurate, real-time data in the format that will be easiest to view and interpret—charts, tables, graphs, or text. So, you and your supervisors can easily visualize what’s happening in the call center. BCMS Reporting Desktop provides a Real Time Wizard that assists you in customizing your views for real time monitoring. You can select the type of data, split/skills of interest, and particular statistics of interest.

12.5
Can you provide long term storage of historical ACD data? How long is data stored? Where is data stored and how can it be accessed? Can data be exported to file or to other applications? List and describe historical reports available.

Comply. You can also use Avaya Basic Call Management System Reporting Desktop software to generate historical reports, with data that’s stored on your PC hard drive for a year or more. These reports give you an overview of the call center and help you evaluate its efficiency over time. You can even export the data to Lotus and Excel spreadsheets and a variety of other formats for further analysis and incorporation into other business reports you routinely produce.

BCMS Reporting Desktop stores historical data until you remove it. You will periodically need to remove data to prevent your disk from filling up and to keep the performance of your reports acceptable. Periodic archiving of the historical database allows you to keep historical data for as long as you would like to, yet enables you to keep the size of the historical database that you are using on a daily basis relatively small. Once you have archived the historical database, you will need to use Microsoft Access or another database tool to run reports and extract data from the archived database. 

Historical data is downloaded from BCMS at intervals you can specify in the Configuration Wizard, or on request through the Download Historical Data selection on the Options menu. Historical reports allow you to generate summaries of that data. Historical reports have predefined formats, although the date range, level of detail and other aspects can be varied 

The following historical reports are available in an interval, daily, weekly, monthly, and quarterly format.

· Agent – Shows data for all agents or for a single agent. Agent activity data is for all splits/skills that each agent was logged into during the reporting interval.

· Split/Skill – Shows data for all splits/skills or for a single split/skill during the reporting interval.

· Trunk – Shows data for all measured trunk groups or for a single measured trunk group on the switch.

· VDN – Shows data for all VDNs or for a single VDN measured by BCMS. 

· Abandoned Calls Split/Skill – Shows summary details of abandoned calls by split/skill, during the reporting interval.

· Abandoned Calls VDN – Shows summary details of abandoned calls, based on VDN, during the reporting interval.

· Overflowed Calls Split/Skill – Shows summary details of the overflowed calls, by split/skill, during the reporting interval.

· Overflowed Calls VDN – Shows summary details of the overflowed calls, by VDN, during the reporting interval.

12.6
Can reports be scheduled? Can reports be printed at multiple printer destinations?

Comply. For maximum ease of use, Avaya Basic Call Management System Reporting Desktop software lets you schedule historical reports to be automatically generated and printed on locally attached or networked printers, on a schedule that is appropriate for your call center analyses—interval, daily, weekly, monthly, or quarterly reports on agents, splits, trunk groups, and so on.  

12.7
How many supervisors terminals can be provided?

Avaya Basic Call Management System Reporting Desktop software lets you tap directly into the call data collected by your Avaya Media Server or Avaya DEFINITY® Server and share that information at multiple desktop PC clients. A single Windows NT server and a single connection to the Avaya Media Server or Avaya DEFINITY® Server  system support up to 10 client (supervisor) PCs using Windows 95 or Windows NT. Multiple supervisors can use BCMS Reporting Desktop data and monitor call center performance simultaneously, right from their own desks. In addition, because the BCMS Reporting Desktop application is server based, it ties up fewer ports on the switch, for greater efficiency in how you use your switch resources.

13.0
Advanced Reporting Option

13.1
Supervisor Interface

Does the system support PCs as supervisor MIS terminals? The supervisor interface should be a Windows-based application on desktop PCs with a graphical user interface. Supervisors should be able to reconfigure agents using a drag-and-drop, point-and-click interface. Does your system support these capabilities? If yes, please describe the PC hardware requirements.

Comply. The Avaya Call Management System (CMS) is accessible from direct, dial up, or LAN-connected, Windows-based PCs using Avaya Call Management System Supervisor software instead of (or in addition to) direct connected or dial up dedicated terminals. CMS Supervisor eliminates the need for a dedicated terminal, recovering desk space and reducing hardware investment, while delivering all the advantages of a Windows and LAN environment. 

The CMS Supervisor interface provides the following features and benefits:

· Windows Graphical User Interface allows you to monitor and move multiple agents easily with the use of a mouse versus a series of commands; it also has the familiar look, feel, and increased efficiency of traditional Windows features—point-and-click, drag-and-drop, and drop-down menus

· Ability to run other PC applications while actively monitoring call center conditions. You can run a report minimized and be notified (through color/symbol changes) when an item has passed a specific threshold.

· Enhanced, full color, graphical status reports can be generated in formats that are easier to interpret at a glance.

· Customized threshold and exception alerting help call center managers rapidly respond to changes within the call center 

· Utilizing existing PC and LAN environments results in cost savings, recovery of desk space, and protects infrastructure investments by eliminating the need for a separate terminal. Allows users to print reports on any network printer for which the user has permissions.

· Expanded mobility with access to CMS from the desktop or laptop PC, within the call center, or from remote locations via dial-up access or local or wide area network.

· Access and monitor multiple call centers simultaneously. CMS Supervisor supports multiple windows as well as multiple instances allowing CMS Supervisor to connect to up to four different CMS platforms simultaneously. A single CMS can support up to eight Avaya  Call Centers. 

· Automatic execution of CMS reports and ACD administration, and other tasks with the Scripting feature. The Scripting feature provides another method to automatically schedule and print reports, make ACD administration changes, and perform other scheduled tasks. Scripting allows scheduling of call center tasks such as agent reconfiguration, report generation, and vector routing changes, with your PC scheduling package.

· Fast, easy creation of customized reports with Avaya’s new Report Wizard, available with the optional Report Designer package, provides a wizard approach for easy, customized report creation.

· Easy export of call center data to other Windows applications via clipboard cut and paste, exporting to a file, optional Open Database Connectivity, or exporting to HTML (Hyper Text Markup Language) for posting your results on your Intranet.

Avaya CMS Supervisor System Requirements

· Pentium II or compatible 233 MHz processor or greater

· 64 MB RAM or more

· SVGA with a graphics adapter supporting 16-bit color (64K colors) or higher, with 800x600 resolution or higher

· Available free disk space:

· 50 MB or more before installation of CMS Supervisor (English) 

· Additional languages may require up to 5 MB of disk space for each language.

· 32-bit Windows operating systems, specifically Windows 95 (permissive), Windows 98, Windows NT 4.0 (Service Pack 4 or later), Windows ME, Windows 2000 and Window XP (starting with V11).  V11 CVS will be permitted to be installed and run on Windows 95 but if problems occur, the OS must be upgraded to a fully supported version (Windows 98 or other).  

· Language Support: additional languages may require up to five megabytes of disk space for each language, for each application. In addition, all language support requires Windows 95/98 or Windows NT 4.0

· Ethernet communications board for LAN connectivity—Winsock 1.1-compliant network TCP/IP protocol stack 

· An available COM port on the PC if serial connectivity is desired—16550A UARTS

· CD ROM drive (or network installation)

13.2
Local Area Network Connectivity

Can our supervisors access the management information system via a PC connected to our local area network using TCP/IP protocol or are hardwired, dedicated terminals required? 

Comply. Avaya Call Management System (CMS) includes an Ethernet LAN card, eliminating the need for separate CMS terminals and wiring to supervisors’ desks. With CMS Supervisor, you can access the CMS across an Ethernet TCP/IP network, enabling the integration of CMS Supervisor into existing LAN environments This results in cost savings, recovery of desk space, and protects infrastructure investments by utilizing existing PC environments, eliminating the need for a separate terminal.

13.3
Network Printing

Can management reports be printed on network-attached printers or must printers be dedicated and connected directly to the management information system? If dedicated printers are required, what is the maximum number of printers that can be directly connected to the system?

Comply. The capability for LAN connectivity provides the flexibility to print Avaya Call Management System (CMS) reports from any authorized network printer. CMS Supervisor prints to any Windows printer (local or remote) defined on and accessible from the supervisor PC. No longer are call center managers tied to a few dedicated printers co-located around the building and shared by numerous personnel. Now managers can print from their choice of any local or networked printer, which offers tremendous printing flexibility. 

13.4
Customized, PC-based, Real-Time, Graphical Displays

Supervisor terminals must be PC-based, graphics capable. Individual supervisors must be able to customize screens (colors, chart formats, sorting). 

Comply. Avaya Call Management System (CMS) Supervisor software for your supervisor PCs provides access to all standard and custom reports, graphical and text-based, available under CMS. And now, these reports are even better with the following customization enhancements:

· Sorting capabilities that let supervisors rearrange report information in an order that is easy for them to use. Each supervisor can customize reports with up to three sorting levels, such as alphabetically, by agent/state, numerically by time/agent, and more.

· More options for call center analysis with the capability to mix real-time and historical information together on the same standard report.

· New Graphical Supervisor reports are easier to interpret and more meaningful thanks to improved graphical display capabilities, including colors. 

· Ability to customize reports by selecting data, formatting, positioning, and the type of charts (including pie charts, 3-D bar charts, line graphs, and simple grids).

· Customized threshold and exception alerting help call center managers rapidly respond to changes within the call center 

· CMS Supervisor lets you create call center reports in the colors and format that work best for you, and import reports or data between CMS and other applications as needed 

13.5
Multiple Windows

Does the supervisor interface support multiple windows? How many windows can be opened?

Comply. Avaya Call Management System (CMS) Supervisor supports multiple windows. Each user can have up to 12 windows open simultaneously depending on the total allowed by your System Administrator. Multiple instances of CMS Supervisor can also be running simultaneously allowing you to view and administer multiple sites from the supervisor's terminal.

13.6
Real-Time Monitoring

The system must support real-time monitoring of agents, split/skill groups, trunk groups, and applications. Are reports available in both text-based and full color, graphical formats that are easy to interpret at a glance?

Comply. Avaya Call Management System (CMS) Supervisor real-time reports give supervisors snapshots of the call center’s performance and status. Abandoned calls, for example, can be monitored to determine the waiting-for-service tolerance of callers and compared to the number of calls in queue. Additionally, agent productivity can be compared at a glance to determine who may need help in speeding after-call work.

Over 40 real-time reports are available in a variety of easy-to-interpret graphical and text-based formats that can be displayed on your PC, printed, stored to a file, copied to a clipboard, run as a script, or exported to HTML format through the Save as HTML feature. Standard real-time reports display data for the current interval for agent, split/skill, trunk/trunk group, vector, and VDN activities, such as number of ACD calls, abandoned calls, average talk time, and so on.

Avaya Call Management System (CMS) Standard Real Time Reports
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13.6.1
How often can real-time reports be updated?

You can use Avaya Call Management System (CMS) reporting capability to get real-time information—updated as often as every three seconds, depending on the user permission and number of active terminals and open windows—that will help you monitor ongoing performance and status so you can make any necessary adjustments quickly.

13.6.2
The supervisor must be able to see (in plain language and color graphical formats) each of the following items:

13.6.2.1  —Active agents and the current individual agent status (whether on an active ACD call, in after-call work, waiting for an ACD call, or in an inactive or idle state). Describe the possible agent states that can be reported on.

Comply. Avaya Call Management System (CMS) real-time reports provide detailed categories of agent activity and can be displayed to the ACD supervisor’s CRT. CMS reports agent activity for any of the following events or states:

· Logon – The agent logged into a skill.

· Logoff – The agent logged out of a skill.

· ACDIn – The agent is on an inbound ACD call.

· ACDOut – The agent is on an outbound ACD call (applies only to the Outgoing Call Management application).

· After-Call Work (ACW) – The agent has completed the ACD call and is handling wrap-up work associated with the call.

· ACWIn – The agent is on an inbound call while in after-call work.

· ACWOut – The agent is on an outbound call while in after-call work.

· Auxiliary (AUX) – This is an additional work mode also tracked by Avaya Call Management System (CMS), which indicates the agent position is logged in but not available to take a queued call. With Expert Agent Selection, customer definable Reason Codes (0-9) are available to indicate non-ACD related activities such as breaks, training, out to lunch.

· AUXIn – The agent is on an inbound call while in the AUX work or available mode.

· AUXOUT – The agent is on an outbound call while in the AUX work or available mode.

· Available – The agent is available and waiting for the next ACD call.

· Direct Agent ACD (DACD In/Out) – The agent is on a direct agent ACD call (requires EAS software).

· Direct Agent ACW (DACW In/Out) – The agent is handling wrap-up work associated with a direct agent ACD call (requires EAS software).

· Other – The agent is doing other work; for example, the agent put a call on hold and has performed no other action, or the agent is dialing to place a call or activate a feature.

· Ring – An ACD call has left the queue and is ringing at the agent position.

· Unstaffed (Unstaff) – The agent position is not logged in and is not being tracked by Avaya Call Management System (CMS).

· Unknown – CMS does not recognize the current state (for example, when the link first comes up and the CMS is not receiving data).

Avaya Call Management System (CMS) Split/Skill Status Real-Time Report
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13.6.2.2  —The number of agents currently in various work states such available, on ACD calls, in unavailable modes. 

Comply. The number of agents currently in various work states is included on several standard real-time reports, both graphical and text-based. In addition, if Expert Agent Selection is active, you can also provide reports on various non-ACD work states with Reason Code reports.

13.6.2.3  —Drill down capability to see individual performance data for a given agent

Comply. Avaya Call Management System (CMS) Supervisor reports allow you to “drill-down” to very detailed information from a variety of places. A “drill-down” report is a report that gives you very specific information on an agent or a work state in a split/skill. You can access drill-down reports by double-clicking on an element in a report or single-clicking on an element in a report, then using the right mouse button menu to select a specific drill-down report. You can also use the Tools menu to select any of the drill-down reports that are accessible from the currently running report. You can double click on Agent names or Login IDs to drill-down to agent-specific information reports. Or you can double click on Work states (AUX, AVAIL, ACD, ACW, RINGING, OTHER) to drill-down to work state reports or AUX Agents. 

Avaya Call Management System (CMS) Agent Information Drill Down Report
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13.6.2.4  —The current queue status including calls waiting, oldest call waiting, number of calls handled, number of calls abandoned, service level, and so on.

Comply. The current queue status is included on several standard real-time reports, both graphical and text-based. The standard Avaya Call Management System (CMS) real-time Queue/Agent Status report is shown below.

Avaya Call Management System (CMS) Real-Time Queue/Agent Status Report
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13.6.2.5  —A display of how agent time is spent based upon assigned reason codes for unavailable non-call associated work modes. For example: how much time agents spent on breaks, in-group meetings, training, and so on. At least nine different reason codes are required for reporting time spent unavailable. 

Comply. Avaya Call Management System (CMS) provides reports which show historical information and statistics for both individual agent and split/skill group. Call center supervisors can use this report to get an idea of how much time an individual agent or all agents in a group spent on ACD calls, in available state, in ACW, in AUX, for a particular day. The standard Agent Time Spent Daily report enables the supervisor to tell how much time the agent spent in AUX work state for each of the reason codes defined for this call center. Up to ten different reason codes (0-9) are reported.

Avaya Call Management System (CMS) Agent Time Spent Daily Report
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13.6.2.5  —A call handling time profile which displays the number of calls answered and abandoned according to increasing service intervals. For example, how many calls were answered and abandoned from 0-5 seconds, 5-30 seconds, 30-60 seconds, 60-90 seconds.

Comply. Avaya Call Management System (CMS) offers both real time and historical VDN and split/skill call handling profile reports. These reports show the number of calls answered and abandoned in the administered time increments, as well as the administered acceptable service level. Since these reports show how long it takes for calls to be answered or abandoned, they can be used to determine how long a caller is willing to wait for an agent before hanging up. With this information, you can determine the appropriate answering speed required to reduce abandoned calls. Calls are displayed in ten columns, with each column representing a progressively longer wait time. The report is available in daily, weekly, and monthly versions. A graphical version of the Split/Skill Call Profile Daily report is shown below.

Avaya Call Management System (CMS) Split/Skill Call Profile Daily Report
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13.6.2.5  —The number of times during the current interval that an agent reported a call event. This will assist us in keeping count of specific customer request or types of calls. At least nine different call events must be tracked.

Comply. The Stroke Count feature provides ACD agents with the ability to record up to nine customer-defined events on a per-call basis. The feature also provides a tenth event count to track audio difficulty. Stroke Count “0” is reserved for Audio Difficulty and the other nine Stroke Counts are customer definable. Event keys can be defined to represent any kind of event desired; for example, the number of calls generated from an advertisement, promotion, or geographic area. Each time an agent receives an inquiry on a specific item, he or she can enter the Stroke count (one through nine) associated with that item 

Avaya Call Management System (CMS) provides an Event Count Summary report that displays the number of times during the current interval that an agent in a split or skill pressed any of the nine event count keys while on an ACD call or in call-related ACW.

13.7
Exceptions and Thresholds

Can real-time reports display color threshold indications for items that are exceeding desired levels such as number of calls in queue or oldest call waiting time? Describe this capability.

Comply. Report threshold highlights let you set visual flags to key you when a real-time data item is out of acceptable bounds. This feature enables you to run a report and, even when minimized, you can be notified (through color/symbol changes) when an item has passed a specific threshold. You can set threshold highlights only for real-time data items in real-time or integrated reports. 

If Report Thresholds are enabled, real-time and integrated reports continue to update while they are minimized. If no Caution or Warning threshold condition is currently being met, the report’s normal icon displays on the toolbar and in the system tray. If thresholds are being met, the report’s icon on the toolbar remains the same, but the Caution or Warning threshold icon appears in the system tray.

An example of setting report threshold highlights is to set thresholds for Average Speed of Answer in the skill named Sales. You might set the High Caution threshold to 50 seconds and the High Warning threshold to 60 seconds. If an agent spends more than 50 seconds, but less than 60 seconds, on an ACD call in the Sales skill, the item on the report will highlight with the High Caution threshold color. If the time exceeds 60 seconds, the item on the report will highlight with the High Warning threshold color.

Setting Avaya Call Management System (CMS) Supervisor Report Thresholds
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13.7.1
Are exception categories and thresholds definable? Can thresholds vary between different splits and applications or are they set for the entire system? Please provide details.

Comply. Avaya Call Management System (CMS) contains a very comprehensive exception reporting system that allows a call center administrator to set conditions that can be used to manage the ACD. Exceptions can be set for agents, skills, trunk groups, VDNs, and vectors.

Customized Exception Condition notification is supported by CMS via terminal notification visual and audible alerting. Exception conditions are specified for agents, splits/skills, trunk groups, VDNs, and vector activity, so CMS notifies the supervisor when an unacceptable event occurs. Access to exception notification and reporting is controlled by login ID. Supervisors are notified only of those exceptions for which they have permission, and have requested notification. Exception notification is selected and customized per login ID. A real-time exception log is kept and can be viewed at any time, in addition to the historical exception reports. This powerful feature allows managers to react immediately to service-affecting conditions.

13.7.2
Can supervisors be notified of exceptions to their groups only or do all supervisors receive notification of all defined exceptions?

Comply. Supervisors will be notified only of those exceptions for which they have permission, and have requested notification.

13.7.3
Can recent exceptions be displayed on demand? Are printed reports available for past exceptions? Please describe.

Comply. The Avaya Call Management System (CMS) Real-Time Exception Log screen displays exception records for the last 10 exceptions that have occurred when first brought up to view. The log can hold up to 100 exception record lists in chronological order with the oldest exception displayed first. CMS can store up to 2,000 exception records of each type and the reports generated can be sent to the supervisor’s CRT, to a printer, or written to a UNIX file on demand. Historical reports to a printer or file can also be generated on a scheduled basis.

For example, the Exception system can be used to monitor a split/skill objective of no more than 20 calls in queue at any given time. The split/skill supervisor can set a threshold in CMS to trigger an exception whenever more than 20 calls are in queue. When the exception occurs, a message flashes at the bottom of the supervisor’s CRT accompanied by an audible indication notifying the supervisor that an exception has occurred. Later, the supervisor can run the historical exception report to determine if the exception was a random occurrence or is occurring in a regular pattern.

13.8
Comprehensive Historical Reporting

Historical reports must be available for agents, split/skills, trunk groups, and applications in interval, daily, weekly, and monthly formats. Both graphical and text-based formats are required. Describe the standard historical reports provided with the system. 

Comply. You can take advantage of historical reports, compiled as often as every 15 minutes, depending upon the data archiving interval selected system-wide, to analyze trends, establish performance benchmarks, and plan new marketing or customer service campaigns. Most historical reports are available in interval, daily, weekly, and monthly formats.

Avaya Call Management System (CMS) provides 100+ standard historical reports in graphical and text-based formats. Each one is designed to help you achieve critical objectives in sales and customer service while boosting the productivity of your call center employees and resources. Standard reporting capabilities include reports on agents, split/skills, vectors, VDNs, trunks, and trunk groups. Also included are reports on agent attendance, agent trace, agents in multiple splits/skills, busy hour reports by trunk group and Vector Directory Number (VDN), call work code reports, VDN call profiles, tracking of calls transferred and external calls, reflection of agent states including ringing, work in other splits/skills, Direct Agent Calls, and Pseudo ACDs.  

Avaya Call Management System (CMS) Standard Historical Reports
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13.8.1
Can reports be printed on demand and on a scheduled basis?

Comply. Reports can be sent to the supervisor’s PC, to a printer, or to a file on demand. Reports to a printer or file can also be generated on a scheduled basis using either the Avaya Call Management System (CMS) Timetable feature for scheduling tasks or using Avaya Call Management System (CMS)  Supervisor’s Automatic Scripting feature and a customer-provided PC scheduling package.

13.8.2
How long can historical data be stored?

Avaya Call Management System (CMS) statistics for agents, split/skills, trunks, trunk groups, vectors, and VDNs are stored in customer-defined intervals (15, 30, or 60 minutes system-wide) for up to 62 days. Daily statistics are stored in 24-hour intervals for up to five years; weekly and monthly summary data can be stored for up to ten years. Up to 2,000 customer-defined exceptions are saved; and up to 15 days of Special Days forecasting information can be stored. The raw historical interval data is stored and used for the ad hoc generation of historical reports covering any period of time within the storage intervals. The system supports expandable storage capacities to provide long-term data storage up to these system maximums. 

13.8.3
Can our company define the data storage interval in increments of 15, 30, or 60 minutes?

Comply. You can define a system-wide data storage interval of 15, 30, or 60 minutes for the Avaya Call Management System (CMS).

13.9
Custom Reporting Options

Fast, easy creation of custom reports from scratch is required. Describe options for creation of customized reports. Modification of existing reports to customize them for our reporting purposes is required. Does report customization include the ability to create custom data items and define custom calculations?

Comply. The Avaya Call Management System (CMS) includes Custom Reporting capability. You can design custom reports with an interactive screen interface design tool called Screen Painter that is included with CMS. Custom real-time and historical reports can be created through modification of existing reports or from scratch. Existing reports can be accessed and edited. 

Custom reports can include modification of headings, data items, and calculations. Calculations can be changed for a specific report or for all reports with that item. New calculations can also be created. Custom reports can utilize all information in the database. Custom reporting capabilities include customization which combines data from multiple reports, inclusion of exception and optional forecast data, and inclusion of customer-created data tables. 

Advanced custom report creation and ad hoc queries are also supported with optional Informix ISQL or optional Open DataBase Connectivity (ODBC).

 Optional Avaya Call Management System (CMS) Supervisor Graphical Report Designer & Report Wizard

The optional Avaya Call Management System (CMS) Supervisor Graphical Report Designer provides a Report Wizard that lets you easily design customized reports that combine charts, graphics, grids, and text in ways that are easier to interpret and more meaningful, based on individual needs. You can create customized data presentations and combine real-time and historical data on the same report. This allows supervisors to compare today’s activities and performance with that of yesterday, last week, last month, even a previous year—for a comprehensive view of performance and an easy, effective way to analyze call center activity over time. 

The Report Designer allows you to create reports from scratch, edit standard CMS and CMS Supervisor reports, and copy items from one report to another report. When you are using the Report Designer to edit an existing report or create a new one, you will generally begin by creating or modifying an Informix SQL query. Using the database items contained in the table(s) referenced in the query, you can populate fields, grids, and charts for the report. The fields, grids, and charts can then be sized, moved, and changed on the report.  

When you are done creating or editing a report, the report is saved on the CMS server. If you assigned Global user permissions to the report, other Supervisor users with the appropriate permissions can run the report.

13.10
Open DataBase Connectivity

What database is used to store historical data for your management information system? Is this database ODBC-compliant? 

Comply. The Avaya Call Management System (CMS) database engine is Informix Dynamic Server (IDS) formerly called On-Line engine. R12 CMS will use IDS version 9.4. IDS is fully supported by Informix, provides improved performance and improved database corruption protection, and supports much greater file sizes (>2 GB). Support for non-disruptive backup and restore is provided.

CMS supports an optional ODBC interface using a standard off-the-shelf OpenLink ODBC driver. ODBC can co-reside on a PC supporting CMS Supervisor. CMS supports use of an off-the-shelf client application such as Crystal Reports, Microsoft Access, or a custom application to interface with the ODBC API to access data via ODBC. ODBC access is supported on Windows 95, Windows NT 3.51, 4.0, and Sparc platforms with Solaris 2.4 OS or later. Access is via a TCP/IP network which supports communication between the clients and the CMS server.

CMS will allow read-only access to historical data and full access to customer-defined custom tables. No access to administration tables will be provided. With ODBC, all ACD historical database elements can be accessed by other corporate database reporting applications. ACD data can be incorporated with other business reports in a manner and timeframe consistent with meeting all your business needs. 

Some typical customer needs where ODBC on CMS might provide a solution include: 

· easier method for exporting historical CMS data to other applications, such as workforce management packages, database management systems, or other corporate databases 

· consolidation of historical CMS data from multiple sites 

· storing interval data for longer than 62 days 

· developing custom reports from CMS historical data using off-the-shelf report writing packages, such as Crystal Reports or Microsoft Access, which are ODBC-enabled.

The number, size and type of queries can impact the performance of  CMS. It is recommended that queries be run during periods of low agent and real-time report activity (such as out of hours). In addition, ODBC logins are limited to 10 simultaneous users to help minimize the impact on CMS performance.

13.11
Exporting Data

Can call center data be exported to file or directly to other Windows applications? Can data from this system be sent to another database system such as INFORMIX, Excel, or Lotus? What file formats are supported? Describe how this is accomplished. 

Comply. Standard Avaya Call Management System (CMS) reports can be written to a file or custom CMS reports can be written to export data with the desired field separators and text delimiters which can be read by database and spreadsheet applications. Avaya Call Management System (CMS) Supervisor supports exporting of report data to a file with the desired field separators and text delimiters or to the Windows clipboard for use in other Windows applications. CMS Supervisor supports the export of data to a file according to the following:

· Data is exported as ASCII characters. 

· For grid reports, each row of data is written as one line, terminated by a carriage return (ASCII value 13). 

· The field separator character is written between fields. 

· The field separator does not follow the last character in the line. 

· Text strings are delineated according to the specified text delimiter. For example, to export data to Microsoft Excel, choose “Tab” as the field separator and “None” as the text delimiter.

13.12
Exporting Data to the Web

Can ACD reports be sent to our Web server for access on our Internet via standard Web browser? Describe how this is accomplished.

Comply. Avaya Call Management System (CMS) reports can be exported as HyperText Markup Language (HTML) formatted files for posting on your intranet. 2 The "Save as HTML" function allows the user to export a snapshot of a report running in Avaya Call Management System (CMS) Supervisor and save it as an HTML file. Any report generated in CMS Supervisor can be converted to an HTML file. This file can then be stored on a Web server for viewing on the Internet or an Intranet. HTML access to reports does not include the ability to have Web users choose which reports to run, access drill down functionality to get additional information, or any administration capability. 

13.13
Access Security

What flexibility exists to tailor access permissions to the duties/needs of appropriate personnel? Can supervisors view certain splits and applications while being restricted from others? Can supervisors be assigned read only or read/write access? Describe the method of providing security and assigning permissions to the MIS. 

Comply. Avaya Call Management System (CMS) uses login and password security measures and provides multiple levels of system access. For each user login and password, the following access permissions can be defined:

· ACD Access – Allows you to assign, view, delete, and modify a user’s ability to access real or pseudo ACDs. This could be one ACD or several. You will also turn on or off the exceptions notification for ACDs in this window. 

· Feature Access – Allows you to assign, view, or modify user access permissions for the CMS subsystems (for example, Reports, Dictionary, Exceptions) and certain function key (SLK) menu items (such as UNIX system/Solaris system, Timetable). The access permissions you give to any user affect what that user is able to do with CMS. 

Setting Avaya Call Management System (CMS) User Permissions for Feature Access
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· Main Menu Addition Access – Allows you to assign, view, or modify user access permissions for the additional menu items of your choosing. These items could be access to your local electronic mail environment or daily news articles about your call center for agents or split/skill supervisors. 

· Split/Skill Access – Allows you to assign, view, modify, or delete a user’s permissions to specific splits/skills. Split/Skill Access permissions determine your ability to access and administer agent/queue data for a particular split or skill. You will also turn on or off the exceptions notification for splits/skills in this window. 

· Trunk Group Access – Allows you to assign, view, modify, or delete a user’s access permissions to specific trunk groups. Trunk Group Access permissions determine a user’s ability to access and administer data for a particular trunk group. You will also turn on or off the exceptions notification for trunk groups in this window. 

· User Data – Allows you to assign CMS user IDs, specify a default printer, specify whether the user is a normal user (such as a split/skill supervisor) or an administrator, and administer the maximum number of open windows, the minimum refresh rate for real-time reports, and the default login ACD. 

· VDN Access – Allows you to assign, view, modify, or delete a CMS user’s access permissions to specific VDNs. You can define VDN access permissions for users to determine a user’s ability to administer VDNs with the various CMS subsystems and to access report/administration data for VDNs. 

· Vector Access – Allows you to define vector access permissions for users to determine a user’s ability to administer vectors and to access report/administration data for vectors.  Use to assign, view, modify, or delete a CMS user’s access permissions to specific vectors 

13.14
Access by Multiple Supervisors

Can separate supervisor CRTs access the same information simultaneously? Can separate supervisor CRTs access the different information and be performing different tasks simultaneously?

Comply. Any supervisors with appropriate user privileges associated with their login ID can access the same data simultaneously, thereby giving all supervisors the ability to review identical reports on Avaya Call Management System (CMS) concurrently.

All supervisors can be viewing different information and performing different tasks according to their assigned permissions. For example, one supervisor can be viewing a real-time split report, another printing historical reports, another moving agents, and another changing a vector routing table, all at the same time. The multitasking operating system provides maximum flexibility so that your staff can quickly and easily manage the call center resources during heavy calling periods, emergencies, and other rapidly changing conditions.

13.14.1
What is the total number of simultaneously logged in supervisors that can access the system at one time?

With Avaya Call Management System (CMS), up to 400 supervisors can be supported subject to Right to Use license and recommendations from Avaya design specialists based upon individual configurations.

13.15
Remote Access

Can supervisors access the management information system and monitor and administer the call center from a laptop PC at remote locations?

Comply. Avaya Call Management System (CMS) Supervisor provides expanded mobility with access to CMS from the desktop or laptop PC, within the call center, or from remote locations via dial-up access or local or wide area network. With CMS Supervisor, you can access and monitor multiple call centers simultaneously. CMS Supervisor supports multiple windows as well as multiple instances, allowing CMS Supervisor to connect to up to four different CMS platforms simultaneously. A single CMS can support up to eight Avaya call centers.

13.16
Tracking Agent Activity

Can the system track all agent activity in chronological order?

Comply. The Avaya Call Management System (CMS) Agent Trace capability, when activated for a given agent, will log each activity and the time it occurred. A maximum of 400 agents may be traced at a time. Agent Trace reports can be sent to the supervisor’s CRT, to a printer, or written to a file on demand. Reports to a printer or file can also be generated on a scheduled basis.

The Agent Trace Report lists, in chronological order, each agent activity and the time it occurred until the tracing mechanism is disabled. This information could be useful when evaluating how well agents are using their time.

13.16.1
Can reports be generated for groups of agents that are not members of the same split?

Comply. Avaya Call Management System (CMS) can report on agent groups, which are user-defined communities of interest where associated agents may be in different splits/skills. Agents can be grouped by system extensions or login IDs. For example, with a group of new hires, it may be useful to compare their performance to each other, even though they may not be assigned to the same split/skill. Both real-time and historical reports can be generated for these groups. Agent groups are defined in the CMS Dictionary system.

13.16.2
Can an agent’s statistics be tracked continually when the agent is assigned to more than one split/skill during the course of the day?

Comply. Avaya Call Management System (CMS) agent statistics can be tracked when an agent moves from split/skill to split/skill. The total statistics for the day will represent all calls the agent has handled for the day. Standard reports can be produced showing performance by agent and split/skill.

13.16.3
Are agents able to move from terminal to terminal and have their statistics follow them?

Comply. Avaya Call Management System (CMS) agent statistics can be accumulated by agent login ID rather than extension. Therefore, statistics will track the agent’s full day of activity, regardless of the number of extensions the agent has logged into on a given day.

13.17
Single Universal Agent Login ID Across Multiple Sites

Can the supervisor have transparent view of all of the agents across multiple sites regardless of which switch-based ACD they are currently logged into? We require the use of a single universal agent ID for an agent who may log into different sites during the same or different reporting period. Historical reports should track and aggregate the agent’s activity by this universal agent ID in any ACD that the agent logs into.

The Avaya Call Management System (CMS) Global Dictionary and ACD Group Reporting feature allows administrators of multiple ACD configurations to assign multiple ACDs to a single ACD Group, and the same synonyms for contact center entities across multiple ACDs. This feature should be used when a contact center needs to use the same synonyms across multiple ACDs for the following entities:

· Agent login ID

· Agent group

· Split/skill

· AUX (Auxiliary) Work reason code

· Logout reason code

· Agent string value

· Split/skill string value

· Generic string value synonyms

This feature enables contact center supervisors to have transparent views of their agents regardless of which switch-based ACD they are logged into. The reporting enhancements support the use of a single universal agent Login ID by agents that currently log into different switch-based ACDs during the same or different reporting periods in a multi-site, multi-ACD CMS configuration. Contact center supervisors will now have transparent views of their agents regardless of which ACD they are logged into, and consolidated split/skill reporting will aggregate data from multiple ACDs.

13.18
Virtual ACD Across Multiple Sites

Does your ACD reporting system support using the same names across multiple ACDs for entities such as Agent login ID, agent groups, splits/skills, etc. to support a single “Virtual” ACD for reporting? Can you provide a single reporting interface with consolidated split/skill reporting that will aggregate data from multiple ACDs? For example, across all of our ACD locations, we require Split 100 to be assigned to Sales. For reporting, we require the data for Split 100 represent the combined data across all ACD sites.

Comply. The Avaya Call Management System (CMS) Global Dictionary and ACD Group Reporting feature allows administrators of multiple ACD configurations to assign multiple ACDs to a single ACD Group, and the same synonyms for contact center entities across multiple ACDs. 

Along with the capability of ACD Groups, this feature also enables custom reports developed by Avaya Professional Services (PS) to display aggregate data on agents regardless of which ACD they are logged into. ACD Groups are administered as a single system where synonyms are propagated to the member ACDs. The custom reports developed by Avaya Professional Services can retrieve data from the ACDs in an ACD Group and present it as a single value instead of one set of values for each member ACD. The aggregation of the data is performed by the CMS system. 

This feature should be used when a contact center needs to use the same synonyms across multiple ACDs for the following entities:

· Agent login ID

· Agent group

· Split/skill

· AUX (Auxiliary) Work reason code

· Logout reason code

· Agent string value

· Split/skill string value

· Generic string value synonyms

The reporting aspect of this feature can be used to view data for an entity across multiple ACDs. For example, skill 102, a specific agent login ID, and so forth. This feature provides advanced and robust administration and reporting capabilities for large customers who have multiple ACDs.

In previous versions of Avaya CMS, synonyms and custom reports could only be administered or used to collect data for single ACDs. Now contact centers can use the same synonyms across multiple ACDs for entities such as Agent login ID, agent groups, splits/skills, etc. This is accomplished by effectively creating a “virtual” ACD from multiple ACDs, which provides a single reporting interface for agent, agent group, and split/skill data. The goal is to allow multiple ACDs to look like a single one. Contact center supervisors will now have transparent views of their agents regardless of which ACD they are logged into, and consolidated split/skill reporting will aggregate data from multiple ACDs.

The Global Dictionary/ACD Group Reporting feature has the following capacities and performance:

· A maximum of 12 ACD Groups can exist on an Avaya CMS Server

· Each ACD Group can contain up to eight ACDs

· In the cmsdbs dbspace, only synonyms and agroups database tables for R3V11 will increase considerably in size due to:

· Storage of an ACD Group definition containing the member ACDs

· ACD Group user permissions

· Storage of entity synonyms on the ACD Group level

· Database size increase does not affect any of the ACD dbspaces

· Because ACD Group reporting is more processor- intensive than reporting for a single ACD, the collection of data and displaying of a report will be somewhat slower. 

13.19
Tracking Calls

13.19.1
How are transferred calls tracked by the MIS?

Avaya Call Management System (CMS) tracks transferred and conferenced calls as follows: 

· Transferred and conferenced calls are tracked as held calls while the call(s) wait to be transferred or added to a conference. 

· When an agent ends a conference call, the agent returns to the call state prior to setting up the conference. 

· If an agent is talking, places the ACD call on hold to transfer the call, and then completes the transfer, the agent goes to the AVAIL state (Auto-In) or to the ACW state (Manual-In) following the transfer. 

· Transferred or conferenced unmeasured split, trunk group, or VDN calls are also tracked. 

CMS tracks all transferred calls made by measured agents. The agent and split/skill reports display these transfers. Transfers into a split/skill, agent, or VDN are not tracked explicitly (for example, the party initiating the transfer is credited with a transfer, not the party receiving the transfer). 

CMS tracks conferenced calls for Avaya Media Servers or Avaya DEFINITY® Servers. Agents who transfer a call by conferencing and then dropping off are credited with a conference and not a transfer.  


If the call is transferred to any Vector Directory Number (VDN) or split/skill within the system, CMS tracks the call as an ACD call for the first split/skill up until the time the call is transferred. When the call is transferred, the originating agent is pegged with a transferred call, and the Transferred-To split/skill is pegged with an ACD call. The second portion of the ACD call length is pegged against the receiving agent and split/skill. The trunk’s holding time is continuous throughout the duration of the call.

With Expert Agent Selection (EAS), the Direct Agent Calling feature allows ACD calls to be directed or transferred to a particular agent and treated as an ACD call. This makes it possible for customers to call a specific agent or be transferred to that agent; for instance, the agent with whom they have most recently spoken. Since the call is treated as an ACD call, CMS will measure and report on the call.

13.19.2
How does the MIS track and report abandoned calls?

Abandoned calls are defined as calls that enter the skill queue and the caller hangs up before an agent answers the call. Avaya Call Management System (CMS) tracks abandoned calls by skill, trunk, and trunk group. When CMS is monitoring Avaya Media Servers or Avaya DEFINITY® Servers with Call Vectoring, abandoned calls are also tracked by vector and VDN. The majority of standard real-time and historical report display abandoned call information. In addition, this data can be added to other reports through the use of the Custom Reports

13.19.3
Does the MIS track and report forced busy signals and forced disconnects? If so, explain how.

Comply. Avaya Call Management System (CMS) tracks calls that received a forced busy and forced disconnect through vector processing command by split/skill, vector, and VDN. Forced disconnects are tracked by vector and VDN. These data items are displayed on the standard split/skill, vector, and VDN reports; they can also be easily added to other report by using the Custom Reports system.

13.19.4
Can a single call record be created to track a call when the caller is transferred several times?

Comply. The Call History feature of Avaya Call Management System (CMS) collects data on call segments. An identification code is assigned to each call that remains with the call for the entire duration. This call ID keeps the segments together and enables all segments to be reported as one call. A segment is a call up to the point of conference or transfer. Identifiers are tied to a call segment. This allows segments of transferred and conferenced calls to be compiled into one call for reporting purposes.

Call History call records include information such as whether and where a call is transferred, the last Stroke Count entered, the last Call Work Code, and if the agent used (supervisor) Assist button. Up to 5,000 call segments can be stored internally on the CMS. The system includes one standard report that can be customized. If more than 5,000 call segments are desired, or if call volumes require, this call data can be passed to the optional NICE Analyzer product. 

Optional NICE  Analyzer

Optional NICE Analyzer is able to support multiple Avaya Media Servers or Avaya DEFINITY® Servers connected to the same CMS.  The multi-site capability allows a single NICE Analyzer server to connect over a LAN/WAN to an unlimited number of CMS servers.  With the UCID capability in Avaya Communication Manager, a continuous call record can be created and viewed, eliminating the need to go to multiple servers for a single call. 

· long-term storage of detailed call records, 

· Web-based query capabilities, 

· cradle-to-grave Customer Experience Report generation. 

· multisite analysis

· graphics capabilities

· datamart functions, data export in ASCII or XML format

· audio link to hear actual customer-agent recordings if Avaya Call Recording is present.

In addition, users may choose to filter out data that is not relevant to their business for economical utilization of space.

### Attention ###   replace the word “optional” above if NICE Analyzer is included in your proposal response.

13.19.5
Are agents’ requests for supervisor assistance tracked by the ACD reporting system?

Comply. Avaya Call Management System (CMS) tracks the number of times each agent requested assistance from the split/skill supervisor using the Supervisor Assist feature. This information is available on standard CMS reports.

13.20
Changing Agent Assignments

Can agent split/skill assignments be changed via the supervisor terminal? Can agents be active and logged in when changes are made or do the agents have to log off in order for the changes to take effect? Can you change assignments for more than one agent at a time? Describe this process.

Comply. The supervisor can Add or Remove Agent Skills by feature access code from a voice terminal (with Expert Agent Selection) or change agent split/skill assignments from the Avaya Call Management System (CMS) Supervisor graphical interface. 

The CMS Supervisor Change Agent Skills window is used to view an agent’s or template’s current skill assignments or to change one or more skills and the associated skill level. You may also use the Change Agent Skills window to apply an agent template to a group of up to 50 agents. You may use Scripting to run a script that changes the skill assignments for up to 50 agents at a time.

A Multi-Agent Skill Change Window is also available with CMS Supervisor. This window facilitates quickly highlighting multiple agents (up to 32 at a time) currently assigned in one skill group and dragging and dropping them to a new skill group.

13.21
Changing Routing and Call Treatment

Can routing changes and call treatment changes be performed from the supervisor terminal? Describe how this is accomplished.

Comply. The Vector Contents window on the Avaya Call Management System (CMS) is used to view a vector, add a new vector, or to change an existing vector. 

Editing Vectors using the Avaya Call Management System (CMS)
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Each step in a vector is a dynamic field in which you can enter one of a variety of commands and conditions. If you enter the first unique character(s) of a command, CMS automatically displays command words and additional input fields that you must complete.

To change a vector's contents, you must have read/write permission for Call Center Administration and for the vector. To view a vector, you must have read permission for Call Center Administration and for the vector. To view a vector's contents, complete the ACD and Vector fields and select Find one. 

To add a vector, change the contents of a vector, or copy the contents of a vector, you must use Modify. To insert steps between existing steps in a vector, you can place the cursor on a step and select Add step. CMS creates a blank step above the step on which you placed the cursor. You can then enter the command and conditions you want for the new step. However, you must still select Modify to save the vector with the steps you inserted. To delete steps in a vector, you can place the cursor on a step and select Del step. CMS deletes the command for that step and moves any subsequent commands up one step. However, you must still select Modify to save the vector without the steps you deleted.

Any steps referred to in other steps will also be automatically renumbered. For example, a step may look at time of day and then refer to step 8 for an after-hours announcement. When a new step is entered before step 8, the system will automatically renumber the step after the Goto command to step 9. This eliminates administrative time and helps prevent errors during vector administration.

Avaya Visual Vectors

Avaya Visual Vectors, included with the Avaya Call Management System (CMS), provides a graphical routing administration interface. With Avaya Visual Vectors, you’ll be able to build even the most complex call-handling paths very quickly and efficiently. Instead of working with traditional vector routing tables, you’ll be creating a graphical “map”—a visual representation of your call distribution, with familiar icons and graphics. 

The Visual Vector Editor screen provides a palette of available functions and steps that are grouped in logical sets. To build your call vector, you simply drag the desired step or function into the appropriate place on the vector display grid. To help you build the vector correctly and logically, the software automatically prompts you to complete the logic of each step. If you add a decision or test-type step, for example, the software will automatically create two or more branch paths for you—which must be completed for the vector to be valid. 

Comments can be included with vector steps. For example, the text of an announcement can be input as a comment for the announcement step. Comments can be displayed for all steps, or can be viewed for a specific step by pausing the cursor over the step icon. Free-floating comments can also be ‘pasted’ onto the vector display grid, which can be useful when explaining the vectors to others, or simply as development notes.

Avaya Visual Vector Editor
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13.22
Scheduling Routing Changes

Can routing changes be created and stored for holidays and special days up to a year in advance?

Comply. Vectors that anticipate holidays, special events, and certain unusual or emergency situations can be created, tested, and stored. These contingency vectors can immediately be substituted for normal vectors when conditions warrant. Activating the contingency vector can also be scheduled to take place at a customer-defined time up to one year in the future using the Avaya Call Management System (CMS) Timetable feature.

Holiday Vectoring

All Avaya call center packages provide Holiday Vectoring as an enhancement that simplifies vector writing for holidays without using or requiring CMS. It is designed for customers who need to reroute or provide special handling for date-related calls on a regular basis. 

This feature provides the user with the capability to administer ten different Holiday Tables, then use those tables to make vectoring decisions. Each table can contain up to 15 dates or date ranges. All of this can be done in advance to provide seamless call routing over holidays when staffing is reduced or call centers are closed.

When vector processing encounters a goto xxx if holiday in table # step, it will determine if the current date/time qualifies as a holiday according to the given table. That information is then used to decide whether the goto condition is true or false and, therefore, whether to “goto” the given step/vector or not. The date/time match is done at the time the call is in vector processing. A Holiday table is illustrated below:

change holiday-table1                         page 1 of 1

HOLIDAY TABLE

Number: 1 
                           Name: Bank Holidays

    START                   END

Month Day Hour Min   Month Day Hour Min   Description

   12 24               12   31            Christmas

   01 01   00   00     01   01  10  00    New Year’s Day

The Holiday Vectoring feature is not limited to holiday use, but can also be applied to any date-related special processing. For example, vectors can be modified or created to perform special processing during a two-week television promotion or a semi-annual sale. This feature streamlines vectoring tasks and provides seamless operation over holiday periods or special dates.

13.23
Scheduling Call Center Tasks

Can a supervisor define “macros” that allow the printing of reports, changes in announcements or call routing, grouping of agents, and so on, to be executed at a predetermined time? What capabilities does the MIS provide for batch reconfiguration activities?

Comply. In Avaya Call Management System (CMS), batch reconfiguration can be executed via the Timetable feature. Timetable provides the ability to schedule one or more tasks for completion at a time that is more convenient and non-disruptive to the call center’s operation. 

The CMS Timetable feature can schedule vector changes, reassigning agents, running reports, and other tasks to occur at desired intervals. A timetable can be scheduled to run hourly, daily, weekly, at a specific time, on specific dates. If a change needs to occur more frequently than hourly, then more than one timetable can be created and scheduled. 

The ability to create and store alternate vectors can also be used for scheduled events using the Timetable feature. For example, when periodic team meetings are scheduled, calls can be automatically redirected to another split/skill during that time and automatically sent to the original group following the end of the time period. No manual action is required. The Timetable feature is also useful for holiday routing. 

Up to 100 tasks, such as reconfiguration commands, can be included on a single Timetable. The Timetable can be scheduled to run at a specific time or can be executed on demand. 

Up to five timetables can be scheduled to start at the same time. Timetable tasks are normally distributed throughout the day or scheduled for off-peak times to limit performance impact.

Timetable scheduling is often used to print standard and custom reports and run backups during off-peak hours. With automatic scheduling, the supervisor can devote more time to managing the call center rather than spending time monitoring the process of report generation and ACD reconfiguration.

13.24
Graphical User Interface Scripting

Can reports and other tasks be automated and scheduled from the supervisor’s PC using a commercial scheduling package? Describe these capabilities.

Comply. The Avaya Call Management System (CMS) Supervisor Scripting feature enables you to automate actions such as changing an agent’s skills or split assignments, running reports, exporting report data, and many other CMS functions. When you create and save a script, you need to specify whether the script is interactive or automatic. 

· Interactive – The script runs in the current Supervisor session and the actions display on the PC much like a CMS shortcut. 

· Automatic – The script launches a new CMS Supervisor session which logs into CMS and runs the requested tasks in the background. Actions will not display on the PC. If you schedule the script to run with a command scheduler, an automatic script is similar to a CMS Timetable. 

When you create an Automatic script on a PC, you must leave that PC powered up all the time when you want that script to run at a scheduled time. Because of PC-related issues, it is strongly recommended that mission-critical activities (such as backups) be scheduled through the CMS Timetable feature. However, the risks associated with scheduling mission-critical functions on the PC are mitigated if you use a Microsoft Windows NT Server to run your mission-critical scripts. By design, it is a more reliable and secure operating system than Windows 95. Other factors such as the reliability of your LAN and the PC hardware can affect the ability to run unattended scripts. 

To run a script at a specific time, you must have a scheduling package. Although each Supervisor has a choice of many schedulers, the following three schedulers have been tested with the scripting interface: 

· Microsoft’s System Agent (part of Windows 95 Plus Pack) 

· Task Scheduler (part of Microsoft Internet Explorer 4.0 for Windows 95 and Windows NT 4.0) 

· AutoMate Professional for Windows 95 and Windows NT 4.0.

13.25
Backup Process

What is the recommended backup procedure for the MIS system? Can backups be performed automatically? 

Comply. Backups can be performed automatically. There are two backup procedures supported:

Backup Via Removable Cartridge Tape

Avaya Call Management System (CMS) backups are done to removable cartridge tape on the CMS server. On the CMS Ultra 5 platform, backups are done on a 2.5 Gbyte SCSI tape drive. A 14 Gbyte tape drive is optional. (This optional tape drive allows for unattended backups when multiple disks are installed.) The CMS Enterprise 3500 offers a 20/40 GB tape drive for backup of critical CMS data. This backup can be initiated on demand or scheduled via the supervisor’s PC. There are three different types of backups: CMSADM File System Backup, CMS Full Maintenance Backup, and CMS Incremental Maintenance Backup.

The maintenance backups can be scheduled in advance to automatically occur every night or can be manually activated. In either case, Avaya recommends that a CMS incremental maintenance backup be done on a nightly basis and full maintenance backups be performed weekly.

A CMSADM File System Backup, a full UNIX backup, is done after the system is installed and after upgrades are completed. As a precautionary measure, the UNIX backup tapes should be stored in case of a system failure. In the unlikely event of a system failure, the UNIX backup and the most recent CMS maintenance backup tapes are needed to bring the system back to full service.  

LAN (Local Area Network) Backup Feature

The Avaya CMS LAN (Local Area Network) Backup feature provides an alternative to the traditional method of backing up and restoring data, which uses a tape device located with the Avaya CMS system. LAN Backup allows customers to back up their CMS data and system information over a local area network to a third-party storage manager that controls where, how, and when the data is stored. Restore time depends on the connection, server speed, and other factors. 

This feature works two ways depending on the type of data to be backed up: 

· The Data Backup is performed with Informix ON-Bar tool (automatically installed on all systems as part of Informix Data System). ON-Bar: 

· Backs up the data in the Informix database and the system tables 

· Interfaces with the storage manager using the X/Open Backup Services Application Programmer's Interface (XBSA interface) 

· The System Backup uses a storage manager to manage the backup and restore. For the first release of the LAN Backup feature, only one storage manager is certified by Avaya. This is Tivoli Storage Manager (TSM) Version 4.2. 

LAN Backup administration is the responsibility of the customer, as described in their storage manager’s administration documentation. 

The LAN Backup feature has several advantages over a tape backup : 

· Customers can back up multiple Avaya CMS servers in different locations from a single centralized location instead of performing separate backups on each machine. This is more efficient, less time-consuming, more hands-off (saves manpower), and more media- flexible.

· Depending on the customer’s configuration, LAN Backups should be faster than the Maintenance and CMSADM backups 

· System backups can be automated, so no manual start is required – “set and forget” backup. Saves manpower and time. 

· Supports both data and operating system backups 

· Storage manager is preferred to tape backup method 

While LAN Backups are expected to be faster than the Maintenance and CMSADM backups, the actual amount of time to perform a backup depends on the speed of the storage devices and the customer network. The data restore script automatically turns off Avaya CMS and Informix Dynamic Server (IDS) during a restore. The customer cannot use LAN Backup for a migration, a single table restore, or a specific restore category that CMS backups currently support, such as Historical Data or ACD Admin data. 

LAN Backup feature works with a customer’s existing storage manager. The requirements for supporting a third-party storage manager are as follows: 

· The customer must have Avaya CMS R3V11 and any associated hardware and software 

· The customer must have a storage device that is capable of interfacing with the storage manager 

· The storage manager has two pieces - a client and a server 

· The storage manager client software has to be installed on the Avaya CMS system and has to communicate with IDS (Informix Dynamic Server) ON-Bar 

· The storage manager server software is not supported as a co-resident application on Avaya CMS. It should be installed on a separate server and configured by the customer. Its logs are limited to 150K and the current log is kept at +1. 

Avaya recommends that the customer’s CMS-to-switch link be on a private (separate) subnet whenever possible. 

Because the Storage Manager Software is not purchased through Avaya, Services will provide limited support for the LAN Backup feature. There are also limitations in there ability to support the feature as well because the storage manager server and storage device is usually located elsewhere on the customer’s network, therefore Avaya technicians cannot troubleshoot customer network issues (as they would for a customer using the traditional backup method). Services will: 

· Perform a reasonable amount of troubleshooting. This means Services will support any issues related to the feature and its functionality, but as long as the CMS can “talk” to the Tivoli Storage Manager then Avaya has met its maintenance and warranty obligations. For any other support-related issue, the customer must deal directly with Tivoli. 

· Prepare the CMS system for the customer to install the storage manager client software. The customer installs the Storage Manager Software as well as the CMS client. 

· Enable the CMS system to boot for a system restore 

Because the storage manager is external to CMS and controlled by the customer, the customer has more responsibility for their CMS, such as: 

· Purchasing Tivoli Storage Manager V4.2 software 

· Installing and configuring the storage manager client and server software 

· Making sure backups complete successfully 

· Troubleshooting the network 

· Restoring their system data 

For example, if the customer experienced a critical failure of a CMS system, Services would restore the CMS system to a state where it could be seen on the network and the customer could begin restoring the system. 

13.26
Online Help

Does the system provide Windows-based online Help?

Comply. Avaya Call Management System (CMS) provides a full range of Windows-based online functionality. You can get information from Avaya Call Management System (CMS) Supervisor Help in a number of ways. The method you use often depends on the type of information you are searching for. The following methods of accessing Help are available: 

· Help Contents – Displayed by clicking on the Help menu from the Supervisor Controller Window and selecting Contents. 

· Help on open windows – With a window open, you can press the F1 key to get help on that window. 

· Help on a specific topic – Choosing the Find tab from the Help Topics dialog box displays a window in which you can search for topics that contain a specific term or phrase. 

· What’s This Help – With a dialog box open that displays the icon in the title bar, help topics are available for each area or individual item in the dialog box. Click the icon, followed by the item or area on which you want help. You can also right-click certain items and select “What’s This?” 

The CMS Supervisor Help system provides several other features such as bookmarks for marking topics you refer to frequently. Customized help is available with the Help Annotation feature of Windows.

13.27
Reporting System Platform

Describe the hardware, software, and operating system required for your Management Information System platform. Can this system be customer-provided?  How does this system interface with the ACD? Are there options for redundancy?

The hardware platform on which the Avaya Call Management System (CMS) resides is provided as part of the offer from Avaya.  The new Avaya CMS platforms currently available are the Sun Microsystems Sun Fire V880 or the Sun Blade 150 platform. Existing Avaya CMS customers that have the Sun Microsystems Enterprise 3500, Sun Blade 100, Sun Blade 150, or Sun Fire V880 platform can upgrade their software to R12 on their existing platform. The factors that play a role in selecting the V880 are hardware capacities, processor performance, and memory and power redundancy requirements.
· Sun Microsystems Sun Fire V880 - dual 1.2 GHz CPU and support for the DAT 72 tape drive

· Sun Microsystems Sun Blade 150 - 80 GB internal disk drive and support for the DAT 72 tape drive

The current Informix data base engine used by CMS is Informix Dynamic Server (IDS), formerly called On-Line engine. R12 CMS will use IDS version 9.4. IDS is fully supported by Informix, provides improved performance, improved database corruption protection, and supports much greater file sizes (>2 GB). Support for non-disruptive backup and restore will be continued. The operating system will be Sun Microsystems latest UNIX operating system, Solaris 9. 

Sun Blade 150

The new model of the Sun Blade 150 base hardware package includes the following:

· One 650 MHz processor, 1G DRAM

· One 80G internal hard disk for R12 CMS (R11 CMS shipped with a 40G hard disk)

· One CD-ROM drive

· DDS 4mm 20G tape drive with three back-up tapes and one cleaning cartridge 

· On-board Ethernet port

· The Sun Blade 150 is limited to three total PCI slots.  Two slots are used for single SCSI and single Ethernet cards.  One slot is available for a third Ethernet Interface.

Although earlier releases could ship with a minimum of 256Mb memory, today 1G memory is standard with new SB150 systems.  Memory is added to the Sun Blade150 in 512 Mb increments up to a system maximum of 2,048 Mb.  

A Sun Blade 150 system with disk mirroring is also available.
Sun Fire V880

The new V880 platform will consist of the following standard components:

· One Sun Fire V880 enclosure

· One CPU/memory card

· Two 1.2G CPUs (R11 provided two 900 MHz CPUs)

· 4 G memory

· Four 73 G internal FCAL disk drives - 2 disks primary and 2 disks mirrored

· One XVR-100 Graphics card

· One DVD-CD drive

· One internal DDS 4mm tape drive with one back-up tape and one cleaning cartridge

· Three power supplies

· Ten cooling fans

· On-board Ethernet port

· Dual SCSI, Dual Ethernet card

· One monitor, keyboard and mouse

Optional components for the V880 are:

· CPU/memory card additions—each board is equipped with two processors (for R12, two 1.2G processors and for R11 CMS, two 900 MHz processors) and 4G of RAM.  All CPU/memory cards in a V880 are required to be of the same processor speed.

· Sun Fast PCI cards

Avaya Call Management System (CMS) LAN Connectivity 

The TN799 circuit pack is called C-LAN or Control LAN port board for Avaya Media Servers or Avaya DEFINITY® Servers and provides TCP/IP connectivity for CMS. The C-LAN circuit pack has one 10Base-T Ethernet connection and up to 16 DS0 physical interfaces for PPP connections. Two integrated modems will provide remote PPP connectivity over analog facilities. Multiple C-LAN circuit packs can be put into a system to give additional TCP/IP capacity. 

Avaya Media Servers or Avaya DEFINITY® Servers equipped with the TN799 control-LAN (C-LAN) circuit pack connect to a CMS computer using a LAN. An Ethernet card and Category 5 unshielded twisted pair (UTP) cabling are used to connect a CMS computer to a LAN for switch connectivity. This connection at the CMS computer is done in one of two ways:

· If the CMS computer has only one Ethernet card, the connection to the switch is made with that Ethernet card. This one connection will be shared as the link to the switch and any Network Terminal Servers (NTS).

· If the CMS computer has a second Fast-SCSI Bus Ethernet (FSBE) or SunSwift Ethernet card, the connection to the switch should be dedicated to that second Ethernet card.

Depending upon your individual CMS configuration, you may have two Ethernet ports available for network connections. It is recommended that, if possible, the C-LAN switch connection be isolated to a dedicated LAN port without any other network connections.

There are three ways this connection can be made:

· Connecting with a 10Base-T hub (recommended configuration)

· Connecting with a crossover cable (for dedicated point-to-point configurations)

· Connecting over a customer LAN

Optional Avaya Call Management System (CMS)  High Availability 

The Avaya Call Management System (CMS) High Availability (HA) option will provide dual ACD links to two independent, fully functional CMS servers when connected to a Avaya Media Servers or Avaya DEFINITY® Servers, R8.1 or later communication server(s). The additional TCP/IP link to a separate CMS provides full, duplicated CMS data collection functionality. The same data is sent to both servers and the administration can be done from either server. The ACD data will be delivered over different network routes to prevent any data loss from such conditions as ACD link failures, CMS hardware or software failures, CMS maintenance or CMS upgrades. 

The customer would use two CMS systems and the associated hardware. The second CMS, if purchased specifically for High Availability, will be substantially less than the purchase of a new system. The ACD link, CMS server and disks shall all be duplicated. If any of the three duplicated components fail, the customer would not lose access to any real-time, historical or call record data. Data access would only be affected if multiple ACD or CMS failures occurred or both disks failed. 

The CMS High Availability offer requires manual synchronization by either entering the change on both CMS servers or using the backup and restore process between the two CMS servers. The customer must perform a manual backup and restore procedure to re-synchronize the two CMS systems after a failure that results in data loss. Duplicate CMS systems must be co-located at the same physical location.

13.28
Alarms and Error Conditions

In the event of system problems or errors, can the system generate an alarm and notify service personnel? Are errors and alarms logged in the system and can error logs be viewed by our administrators?

Comply. Whenever the Avaya Call Management System (CMS) Alarm Origination Manager (AOM) receives an error, it writes this error to a log. At a specified error threshold level, AOM sends an alarm via modem to a remote computer system, such as INADS. The remote system generates a trouble ticket for the Avaya Technical Service Center (TSC) personnel. Errors or conditions that exceed a certain threshold are defined as active alarms and result in a call to the remote system alarm receiver. The thresholds that cause a condition to become “alarmable” are link outages, archiver and harchiver errors, and disk full or disk read/write errors.

The AOM GUI provides the following functionality:

· AOM Administration – Allows the users to view and update system/product/alarm level administration data. Services Users have full capability to view and update data; Customer Users have no access to these functions.

· Log Viewer – Allows the users to traverse through the host system directory tree to select a log file and then perform filtering and searching functions on the selected file. Services users have access to the log viewer; Customer Users have no access to this function.

· AOM Alarm Viewer – Allows the users to view and resolve active alarms. Services Users have full capability to view and resolve alarms; Customer Users have the ability to view alarms only.

14.0
Detailed Call Tracking and Reporting Option

14.1
Long-Term Storage of Detailed Call Records

Does your system offer an option for long-term storage of detailed call history records? Where are call records stored and how long can they be stored? What kind of detail is stored for each call?

Comply. Optional NICE Analyzer provides long-term storage of detailed call records on a customer-provided Windows NT server. NICE Analyzer collects detailed call records via file transfers from one or more Avaya Call Management System (CMS). Every 10-20 minutes, depending on traffic volume, the CMS performs a file transfer to the NICE Analyzer server. 

NICE Analyzer allows historical information to be stored for months, even years. Adequate disk space is required to support the desired storage interval. Disk space determines the amount of data available to the NICE Analyzer for operation. Depending upon the individual Call Center calling traffic, a fixed disk space will accommodate a certain amount of daily traffic. Typically either 4 GB or 8 GB disk drives are recommended, depending on storage requirements. Multiple disks are often required. Disk type is recommended to be Ultra Fast Wide SCSI to provide the most efficient operation for NICE Analyzer. A minimum of 4 GB of disk space is highly recommended. A practical limit for disk space on an NT server is expected to be about 12 GB with the current technology. 

The required amount of disk space is a function of the average daily call volume, the average number of call segments per call, whether Universal Call ID (UCID) is activated, the desired retention period and whether there is a NICE Call Logger System (CLS) interface for Call Recording. 

Your Account Team can provide a design tool for calculating the hardware requirements of the NT server.

NICE Analyzer Data Elements

The following two tables include a list of ECH data elements and a brief definition of each.

	Agent Information

	Selection Fields
	Description

	Abandoned From Hold 
	Indicates whether the caller abandoned from hold during the call segment.

	After Call Work
	The elapsed time an agent spends in the After Call Work state after a call segment.

	Agent Talk Time
	The total talk time for the answering agent during the segment.

	Agent Released
	An indication if the Agent Released this call from the Call Center prior to disconnect.

	Answering Agent 
	The agent name (as administered in Explorer II) who answered the call in the segment.

	Agent
	The Log-in ID of the answering agent.

	Assistance Requested 
	The answering agent requested supervisory assistance during the call segment.

	Audio Problem 
	The answering agent reported an audio problem in the call segment.

	Call Work Code
	The last Call Work Code entered by the answering agent in this segment.

	Conference
	The answering agent initiated a conference during the call segment.

	Dialed Number 
	The number the caller dialed; this is the VDN for inbound Vectoring calls and dialed digits for outbound calls This is equal to “0” for calls without Vectoring.

	Caller on Hold Time
	The total time, in seconds, the call was put on hold by the answering agent during the call segment.

	Last Observer
	The log-in ID of the last agent who Service Observed or bridged on to this call.

	Malicious
	Indicates a Malicious Call Trace was initiated in the call segment.

	Observed Call 
	Indicates the call was Service Observed or bridged.

	Originating Agent
	The log-in ID of the agent originating the call; used when an agent originates a call to another agent, to an on-switch extension, or to an external destination This includes calls made as part of a transfer or conference.

	Reason Codes 
	The Reason Code for the AUX state of the agent during this segment.

	Stroke “Tally”
	The total number of times each event (stroke) button was pressed for this call segment for each assigned stroke.

	Times Held
	The total number of times this call was placed on hold by the answering agent in the segment.

	Transferred
	The answering agent initiated a transfer during the call segment.


	Call Information

	Selection Fields
	Description

	Disposition
	Indicates the disposition of the call. The following values are possible:
·  Connected

·  Answered

·  Abandoned Call

·  Interflowed

·  Forced Busy

·  Forced Disconnect

·  Unmeasured destination

	Answering Split/Skill
	The number of the split/skill associated with the call at its disposition in the segment.

= -1 for calls that were not queued to a split or skill at disposition time

= 0 for calls that were queued to an unmeasured split/ skill

	Answering Vector
	The number of the first vector associated with the disposition VDN. This value equals 0 if there is no Vector involved.

	Answering VDN
	The number of the VDN associated with the call at its disposition for the call segment. This value equals 0 for calls that are not associated with a VDN at disposition.

	Call ID
	Unique numbers assigned to a call and all its segments (assigned by CMS).

	Calling Party
	Shows one of the following numbers: 

Extension numbers for internal calls

Automatic Number Identification (ANI) for ISDN PRI calls 

Trunk equipment location for non-ISDN PRI calls

	Collected Digits
	The last set of digits collected in Vector processing sent to CMS for this call.

	Direct Agent Queued
	Indicates the call was queued as a direct agent call.

	Duration
	The total time the trunk was in use for the call segment.

	
	The equipment location of the trunk that carried the call.

	First VDN
	The first VDN associated with the call segment. This value equals 0 for calls not associated with a VDN.

	First Vector
	The number of the first vector associated with the first VDN for the call segments.

	ii Digits
	The Information Indicator (ii) digits associated with this call. Currently defined values:

· 00 - Identified line - no special treatment

· 01 - Multiparty - ANI cannot be provided

· 02 - ANI failure

· 06 - Hotel/Motel - DN not accompanied by automatic room ID

· 07 - special operator handling required

· 20 - AIOD - Listed DN of PBX sent

· 23 - Coin or non-Coin - line status unknown

· 24 - 800 Service

· 27 - Coin Call

· 29 - Prison/Inmate Service

· 30-32 - Intercept

· 34 - Telco Operator Handled Call

· 40-49 - Locally determined by carrier

· 52 - OutWATS

· 60 - Telecommunication Relay Service (TRS) - Station Paid

· 61 - Type 1 Cellular

· 62 - Type 2 Cellular

· 63 - Romer Cellular

· 66 - TRS from Hotel/Motel

· 67 - TRS from restricted line

· 70 - Private paystation

· 93 - Private Virtual Network call

	In-Queue Wait Time
	The wait time before call disposition (answered, disconnected, forced busy).

	Priority Answered
	The priority the call had at its disposition. This value equals “0” if the call was never queued to a split/skill. 

	Segment 
	The ID number for the call segment (1 - N).

	Trunk Group 
	The number of the trunk group that carried the call.

	Split 1
	The first split/skill the call was queued to in the first associated VDN.

	Split 2 
	The second split/skill the call was queued to in the first associated VDN.

	Split 3
	The third split/skill the call was queued to in the first associated VDN.

	Universal Call Identifier
	Unique ID assigned to a call and all its segments 


14.2
Cradle-to-Grave Reporting

Does your system support a “cradle-to-grave” reporting option which would reveal exactly what happened to a caller from the time they entered your system until the time they hung up, and everything in between?

Comply. NICE Analyzer provides access to detailed tracking information on each individual call, from cradle (when the customer dials in) to grave (when the customer hangs up). For example, detailed information might include a caller’s time in queue, whether IVR was selected, the agent who handled the call, call transfer or hold times, whether the caller abandoned, and so on.

NICE Analyzer also allows historical information to be stored for months, even years after the actual call was received. (Note: Adequate disk space is required to support the desired storage interval.)

Customer Experience Report (CER)

The NICE Analyzer Customer Experience Report (CER) presents a total view of a call center interaction, regardless of the number of sites, call segments, or source of the call.

· Call Information displays total information about the call, including the start and stop time, day of week, number of call segments, and total duration of the call. Call information is presented once per CER display, while the number of call segments varies.  

· Segment Information includes Calling Party (provided the switch is configured for ISDN and ANI is provided from the network), DNIS digits, Prompted Digits, Trunk Group, and length of the call segment.

· Call Handling includes the Vector Directory Number, Vector Number, Vector Treatment, Skill, Skill Level, Times Held, Total Hold Time, and Answering Agent. After Call Work, Call Work Codes, and Stroke Counts also appear in this section, as well as the segment or call disposition.

Customer Experience Report
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Optional Avaya Call Recording – NICE Call Logger System Integration

One of the most exciting features of NICE Analyzer is the integration of voice recordings from the NICE Call Logger System into the NICE Analyzer Customer Experience Report.  By providing the NICE Call Logger System integration, all audio files captured for a given contact, whether it occurs on one logger or on multiple loggers, are displayed as an audio link within the Customer Experience Report (CER).   NICE Analyzer ties the data and audio file together using a unique identifier created on the switch that, upon creation, follows both the data file and the audio file for the life of the call. NICE Analyzer uses this field to tie the pieces together for the most meaningful piece of information a management professional can possess, the actual customer experience.

14.3
Web Browser Interface

Does your system support customized queries of detailed call records via an industry-standard Web browser to meet specific needs of different groups of users with Internet access? 

Comply. The optional NICE Analyzer uses an industry-standard Web browser such as: Microsoft Internet Explorer 4.0 or greater, or Netscape Navigator 3.01 or greater, to perform customized queries of detailed call records. NICE Analyzer compiles and formats the information. Using a flexible, query engine and standard Web browser to access and present this information, you are able to easily and inexpensively analyze critical agent or caller activity—turning this information into powerful knowledge. NICE Analyzer provides friendly query tools, ease of administration, and the familiar Web interface. No client desktop software needs to be loaded on users’ PCs to allow them to access to NICE Analyzer, eliminating the need to install or upgrade client software and minimizing the use of desktop resources. Call center personnel use their desktop PCs, equipped with standard Web browsers, to access the server and retrieve, sort, and analyze call data stored in the NICE Analyzer’s local database.

14.4
Custom Queries

Can you create highly customized queries to zero in on particular calls of interest? Please give examples of your customized query capabilities.

Comply. NICE Analyzer users are not limited by preconceived ideas about the type of analysis they may want to apply to their call data. Using the intuitive Query Builder, virtually any conditional query imaginable by a call center manager can now be created in NICE Analyzer and saved for future use. In the past, such customization could only be achieved through costly, individually designed software solutions.

NICE Analyzer allows hundreds of query combinations to transform your call center information into strategic knowledge. You can select from a comprehensive list of database elements, including detailed agent and call tracking information. Queries can be customized by providing parameters such as begin/end dates, agent ids, abandoned/hold options, and many more to customize the selection process. 

A wide range of conditional variables support NICE Analyzer’s advanced querying capability:

· And/Or

· Less than (<)

· Less than OR equal to (<=)

· Greater than (>)

· Greater than OR equal to (>=)

· Equal to (=)

· Not equal to (¹)

· Group by parenthesis ( )
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NICE Analyzer also provides pre-defined reporting queries for common reporting scenarios and simplifies the task of generating detailed call activity reports for savings in time and efficiency.

14.5
ANI Analysis

Can your system provide detailed calling records based on ANI, call origination information (such as calls from payphones, prisons, and cellular phones), abandoned calls, and malicious calls? 

Comply. NICE Analyzer will store detailed call information, including the ANI and call origination information, if provided by the network, abandoned call information such as how long a particular call waited before abandoning, if they were in queue or on hold by an particular agent, and detailed malicious call information.

NICE Analyzer provides a powerful tool for analyzing and querying calling party’s ANI. In addition, “wild card” matching supports flexible queries based on area codes, office codes, or the entire calling party number.

Customer Classification through the use of the Information Indicator (II) digits provided by the network enables NICE Analyzer to identify and provide detailed reporting on calls that originate from payphones, prisons, hotels, operator assisted, coin, and cellular phones, to mention a few.

A key need within most call center operations is the ability to identify customers who hang up while on hold or in queue. Without expensive custom software, this information is rarely available to the call center manager. NICE Analyzer provides an effective mechanism for capturing and reporting this information in detail, including items such as how long was the caller in queue or which agent put them on hold. Abandoned Call information can help call center managers identify trends in abandoned calls and develop strategies to reduce those trends. By identifying the caller’s number, specific treatment such as callbacks can be initiated.

15.0
Multisite Reporting Options

15.1
Does your management information system support multiple locations? Multiple ACD systems? What are the total numbers of physical PBX/ACD systems that can be monitored by a single MIS server? 

Comply. The Avaya Call Management System (CMS) supports up to eight Avaya Media Server or Avaya DEFINITY® Server ACD locations subject to total size constraints. Avaya Call Management System (CMS) Supervisor client software can access multiple CMS servers via dial-up or LAN/WAN access. Up to four instances of CMS Supervisor can be active, each connected to a different CMS platform, thus providing access to up to 32 sites.

15.2
If the reporting system supports multiple ACDs, any supervisor (with the proper security) must be able to monitor and report on any of the call center locations or report on all systems in a combined report. Does the system support this?

Comply. Avaya Call Management System (CMS) supports real-time and historical multi-ACD reporting. The information can be requested simultaneously for up to six splits/skills and up to eight ACDs that are connected to and supported by the CMS platform. These reports allow you to evaluate and compare similar splits/skill information in different ACDs. With this information, you can determine workload and call-handling performance, agent reassignment, or other ACD configuration alternatives to balance workloads and reduce abandoned calls. 

The Avaya Call Management System (CMS) Global Dictionary and ACD Group Reporting feature allows administrators of multiple ACD configurations to assign multiple ACDs to a single ACD Group, and the same synonyms for contact center entities across multiple ACDs. 

Along with the capability of ACD Groups, this feature also enables custom reports developed by Avaya Professional Services (PS) to display aggregate data on agents regardless of which ACD they are logged into. ACD Groups are administered as a single system where synonyms are propagated to the member ACDs. The custom reports developed by Avaya Professional Services can retrieve data from the ACDs in an ACD Group and present it as a single value instead of one set of values for each member ACD. The aggregation of the data is performed by the CMS system. 

This feature should be used when a contact center needs to use the same synonyms across multiple ACDs for the following entities:

· Agent login ID

· Agent group

· Split/skill

· AUX (Auxiliary) Work reason code

· Logout reason code

· Agent string value

· Split/skill string value

· Generic string value synonyms

The reporting aspect of this feature can be used to view data for an entity across multiple ACDs. For example, skill 102, a specific agent login ID, and so forth. This feature provides advanced and robust administration and reporting capabilities for large customers who have multiple ACDs.

In previous versions of Avaya CMS, synonyms and custom reports could only be administered or used to collect data for single ACDs. Now contact centers can use the same synonyms across multiple ACDs for entities such as Agent login ID, agent groups, splits/skills, etc. This is accomplished by effectively creating a “virtual” ACD from multiple ACDs, which provides a single reporting interface for agent, agent group, and split/skill data. The goal is to allow multiple ACDs to look like a single one. Contact center supervisors will now have transparent views of their agents regardless of which ACD they are logged into, and consolidated split/skill reporting will aggregate data from multiple ACDs.

The Global Dictionary/ACD Group Reporting feature has the following capacities and performance:

· A maximum of 12 ACD Groups can exist on an Avaya CMS Server

· Each ACD Group can contain up to eight ACDs

· In the cmsdbs dbspace, only synonyms and agroups database tables for R3V11 will increase considerably in size due to:

· Storage of an ACD Group definition containing the member ACDs

· ACD Group user permissions

· Storage of entity synonyms on the ACD Group level

· Database size increase does not affect any of the ACD dbspaces

Because ACD Group reporting is more processor- intensive than reporting for a single ACD, the collection of data and displaying of a report will be somewhat slower.

Refer also to Avaya Network Reporting described in the Response below.

15.3
Do you offer a real-time reporting solution that can monitor more than 64 separate ACDs systems from a single point?

Comply. 

Optional Avaya Network Reporting

Avaya Network Reporting is a standalone, PC-based, multisite, real-time reporting client application that allows users to view their Avaya Call Management System (CMS) statistics from multiple call centers through a single reporting client. Avaya Network Reporting software helps consolidate your business operations into one multisite call center. This enables you to use your resources efficiently and economically. 

Avaya Network Reporting offers the following key features and benefits:

· Management of Multiple Call Center Sites – Avaya Network Reporting is a unique business tool that lets you monitor multiple call center sites, side-by-side on a single screen, enabling the ability to make quick decisions in a changing environment. Avaya Network Reporting can connect up to twenty (20) CMS systems, each of which can support eight (8) ACDs; so up to 160 ACDs can be supported in one session. 

· Monitoring Real Time Status Across Your Enterprise – You need to know what is going on in your call centers on a real-time basis. Avaya Network Reporting displays real-time vital information about your call center network. The concise yet comprehensive status reports are tuned to monitor real-time performance. Call volumes, average wait time, average call duration and other statistics are easily accessible through the Split/Skill and Vector Directory Number (VDN) real-time reports. Thresholds on charts and graphs make it easy for call center managers to quickly identify problem situations should they arise. Unique indicators on the charts show whether real-time service levels are increasing or decreasing.

· Collect and Summarize Historical Data for All Sites – You need to compare performance across sites within the network. Standard historical reports are provided in both tabular and graphical presentations. Standard Split/Skill reports track performance benchmarks for specific business functions. Standard VDN (Vector Directory Number) reports let you analyze incoming calls to compare the effectiveness of various promotions and applications. Displayed reports can be converted into HTML output for printing, distribution, and viewing on the Web. 

· Custom Reports For the Way You Do Business – Custom calculations and reports allow you to focus on specific service goals and business objectives. The Data Reporter feature provides the ability to adjust and customize real-time and historical reports so statistics can be selected according to the way you do business. The Custom Calculation feature allows you to add custom calculation data columns from a list of available ones that reside in each CMS server. Avaya Professional Services has custom report experts that can provide support for aligning custom calculations among several call centers. The Report Layout Selector feature allows you to save the report data mode, connected servers, data filters, display and groupings settings to a disk file so the report can be easily accessed in the future without the need to reenter each setting. Open architecture via Access database enables customization. Reports are customizable by system integrators to build software modules that will integrate data from other switches.


· Fully Compatible With Other Avaya Applications – You can access CMS Supervisor on the same PC for in-depth, single-site access and control. Avaya Network Reporting can run co-resident with CMS Supervisor on the same PC screen. Avaya Network Reporting has the ability to launch CMS Supervisor from its interface. This capability further enhances the user’s call center’s effectiveness by allowing administrative modifications on key parameters via CMS Supervisor. Avaya Network Reporting is also compatible with Avaya Business Advocate, Avaya Visual Vectors, Avaya Virtual Routing, Enhanced Look-Ahead Interflow, and Best Service Routing. The patented Expected Wait Time, an Avaya exclusive, can be displayed in real-time reports. For multisite ACD applications, the real-time data enables call center managers to verify that load balancing is taking place according to plan. Avaya Network Reporting complements Avaya Virtual Routing by letting you easily see how effectively Virtual Routing balances the load among call centers.

· Easy to Install and Use – Avaya Network Reporting requires minimal support for installation. The software is available on CD-ROM and is customer installable. Avaya Network Reporting provides a user-friendly graphical user interface. It's easy to learn since its interface, logins, and statistics are identical to CMS Supervisor. A Guided Tour is contained within the Avaya Network Reporting software. This tutorial walks the user through the product features and explains how to customize the objects in the reports to best meet business needs. A menu item for Support on the Web is contained within the Avaya Network Reporting software. By selecting this menu item, the user's Web browser is launched, opening Avaya's public product support Web page. The user will be able to have the Web browser active concurrent with Avaya Network Reporting.

· Single Server Reporting – The Avaya Network Reporting feature networks the powerful capabilities of the CMS real-time databases. Avaya Network Reporting does not require any additional databases or servers but rather requests the call center data from existing CMS databases, and sends it to a temporary internal database. No special system integration activities or the expense of an additional database server to gather data are required. Avaya Network Reporting uses LAN connectivity to CMS Servers for your entire ACD network.

· Inexpensive, Lowers Costs – Avaya Network Reporting offers a competitive advantage by eliminating the intermediate server and extraneous protocols required by competitive solutions, so costs and complexity go down while performance goes up. Avaya Network Reporting is the easiest, fastest, and most inexpensive way to get real-time and historical views of your entire call center network, regardless of where individual sites are located. Avaya Network Reporting lowers operating costs by identifying inefficiencies within your call centers. And, no MIS support or maintenance is required. 

Historical reports display an average, total or maximum value across all the entered split/skill(s) for selected data items. Real-time reports display an average, total or maximum value across all the entered split/skill(s) for selected data items and update the display at the refresh rate you set from the Options Window.

Once the report has been generated, available features allow you to adjust or customize the report to best meet your business needs. These features include sorting the report display, setting data item thresholds, creating a drill-down report on a single data item, setting directional indicators, hiding columns, customizing column headers, adding custom calculation columns, and creating sub-groups. 

Avaya Network Reporting Real-Time Split/Skill Report
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16.0
Maximum Reporting and Analysis Option

16.1
We may require long-term, online storage of detailed call records from multiple locations as we expand our enterprise to include both multiple sites and multiple media. Do you offer a reporting option that provides a data repository for all of our customer activity across sites and various interaction channels? A set of standard reports providing detail, summary, and cradle to grave views across multiple sites, multiple ACD vendors, and multiple communication channels (Voice, VoIP, eMail, Web Chat and Web Self Service) is required.

Comply. Avaya Operational Analyst is our most comprehensive business intelligence solution. By providing integrated data storage, reporting, and analysis for your multimedia contact center, Avaya Operational Analyst delivers a definitive 360-degree view of customer contacts and future opportunities. Working hand-in-hand with Avaya Interaction Center and the Avaya Call Management System (CMS), Avaya Operational Analyst compliments and extends your CRM functionality. A consolidated business intelligence platform enables smooth expansion of your abilities from single channel analysis to full multichannel analysis, across multiple sites and vendor platforms. 

Avaya Operational Analyst provides necessary insight into your multimedia contact center’s performance. With real-time and historical reporting across all media channels—inbound voice, e-mail, Web chat, and Voice over IP—Avaya Operational Analyst can manage all channels, import CMS data for correlation, and deliver all information over the Web for ease of analysis. 

With an integrated repository, suite of standard reports, and summary views across multiple systems and communication channels, Avaya Operational Analyst gives you the visual monitoring and reporting tools to effectively run your operations. It compliments Avaya Interaction Center 6.0 as a definitive multimedia contact center solution, performs long-term analysis of Avaya Call Management System (CMS) for Avaya Call Center data, and combines multichannel and CMS data for complete cradle-to-grave analyses.. 

Multidimensional cubes, analytical reports and ad-hoc queries
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16.2
How many systems and locations can be supported by your reporting repository solution? Is advanced reporting such as multidimensional analysis available for your solution?

Comply. Avaya Operational Analyst provides predefined data collectors and standard reports across up to 30 Avaya Call Management Systems representing 240 Avaya Call Centers. You can perform advanced multidimensional analysis, slicing and dicing your data as needed, all via Web browser-based reporting and administration clients.

16.3
Can you access your reporting solution via a Web-based interface? Do you provide open access to the data repository via standard interfaces? What interfaces are supported? 

Comly. With three-dimensional, customizable report graphics in an easy-to-use Web browser interface, you get real-time and historical data in an intuitive and actionable format You can also use any commercial ODBC/JDBC compliant report tool to develop historic reports or ad-hoc queries.  Operational Analyst supports an open, distributed, architecture supporting multiple platforms—DBMS: Oracle, SQL, Operating System: Solaris, Windows—multiple vendors—Avaya, Nortel, Siemens, Aspect and others—and multiple sites. Avaya Operational Analysts provides open, standard interface support (ODBC, JDBC, SQL) allowing custom access to collected data.

17.0
Forecasting and Scheduling Options

17.1
Integrated Forcasting 

Does your Management Information System offer integrated Forecasting capabilities?

Comply. 

Avaya Call Management System (CMS) Forecasting

Forecasting is a software feature included within the Avaya Call Management System (CMS) software. The Forecasting software package allows you to set up and run split forecasts, quick forecasts, and trunk performance reports. The period of time new data is available for forecasting is a design parameter. The defaults are: 28 days for intra-hour split data, 392 days for daily split data, 8 days for special days data, 31 days for current day data, and 399 days for intra-hour and daily trunk group data.

The standard customization capabilities of CMS extend to forecasting. Forecast reports can be customized, and forecasting data can be combined with other data (such as exceptions, historical, or financial) on a single report.

You can use CMS Forecasting to do the following:

· Provide you with the estimated number of agents and the number of trunks required for each intra-hour interval. 

· Set objectives for Automatic Call Distribution (ACD) activities involving agents, split(s)/skill(s), and trunk/trunk groups for which you want to get forecasting information about upcoming dates or time periods. 

· Generate reports using historical data that predict call volume and agent requirements for: 

· Today (Current Day report) 

· Any day up to 35 days in the future (Longterm report) 

· A given profit margin plus how many calls you can expect for a split/skill, and how many agents you will need to handle those calls for any day up to 35 days in the future (Financial report) 

· The remaining part of the current day (Intra-day report) 

· A special day, for example, a holiday or a special promotion day (Special Days report) 

· Generate reports that provide information about agent positions required, trunks required, and trunk performance. 

· Predict the staffing requirements of your call center in hypothetical situations. 

· Increase profits by predicting when to reduce surplus labor. 

· Generate reports that justify increased staffing based on objectives and predicted call volume. 

· Perform careful scheduling and planning to optimize productivity. 

· Estimate how many calls a given number of agents can handle per intra-hour interval.  

· Estimate how many calls can be carried by a given number of trunks per intra-hour interval. 

· Estimate a margin for predicting the difference between call revenue and call costs for each intra-hour interval. 

· Gather forecast calls carried information for each intra-hour interval in Special Day reports. 

The standard report types are described below. 

Call Volume/Agent Forecast:  Accurate Predictions

A call volume/agent forecast predicts the number of calls a split/skill will receive (forecast calls carried) and how many agents will be required to handle those calls (number of agents required). For Expert Agent Selection, this is the number of agents which should have this number as their top skill. The types of call volume/agent forecasts available are as follows: 

· Current Day Forecast is a forecast for today, based on historical data.

· Longterm Forecast is a forecast for tomorrow or a day up to 35 days in the future, based on historical data.

· Special Day Forecast is a forecast for a day that has unique characteristics, based on historical data.

· Intra-day Forecast is a forecast for the remainder of today, based on historical data and on data from the beginning of today.

· Longterm Financial Forecast is a Long-term Forecast that has an additional forecast of profit margins.

· Hypothetical Forecast is a forecast for tomorrow or a day up to 35 days in the future, based on hypothetical data defined by the user.

· Hypothetical Financial Forecast is a hypothetical forecast that has additional forecast or profit margins.

Quick Requirement Forecast Reports:  Immediate Reporting

The following two quick requirement forecast reports can tell you, given specific call handling objectives, how many calls you can handle at increasing resource levels. Requirement forecast reports do not require set up and do not use historical data. Therefore, you can begin using these reports immediately. 

· Agent Positions Required Report provides a table showing how many calls a specified number of agents can handle given specified call handling objectives. This report forecasts the number of agents a split/skill will need as the number of calls increases. 

· Trunks Required Report provides a table showing how many calls can be carried by a specified number of trunks given a specified trunk blocking objective. This report forecasts the number of trunks a trunk group will need as the number of calls increases.

Trunk Performance Report

The Trunk Performance Report tells, based on the number of calls in a period of time in the past (usually a month), how many trunks in a trunk group will maximize call handling efficiency. The Trunk Performance report estimates, at the busiest intervals in a specified range of historical dates, what the usage rate and blocking percentages were for the selected trunk group(s). The report also tells you, given the objective blocking percentage(s) specified in the Trunk Group Profile window, how many trunks the trunk group(s) would have needed during the busiest intervals to meet the objectives. This report does not actually predict the number of trunks needed.

17.2
Workforce Management System Options

Can your ACD system interface to a workforce management and scheduling system? Please describe your capabilities.

### Attention ###   Account Team, adjust the responses in this section below for what is included vs what is optional.

Comply. Avaya Workforce Management is an application that provides the ability to manage agent resources in a customer contact center. Built upon the industry-leading foundation provided by Blue Pumpkin Software, Avaya Workforce Management is designed to optimize the forecasting and scheduling of agents in customer contact centers. This is accomplished by ensuring the right number of agents is available to serve customers at the right time for the right cost. The flexibility and ease-of-use of Avaya Workforce Management enables users to efficiently and effectively manage their business.

Avaya Workforce Management provides instant feedback on call volumes, service levels, and staffing needs. Real-time adherence (an add-on module) information helps identify individual adherence to schedules. By viewing specific agents' current activity, supervisors can make informed decisions that will increase efficiency and customer service. 

Avaya Workforce Management product offerings include:

· Avaya Workforce Management – This is the desktop product for core forecasting and scheduling. Avaya Workforce Management provides the following features:

· forecasting based on information from the ACD 

· schedules that account for agent availability 

· reports on center metrics like service levels and staffing 

· a performance monitoring system for tracking forecasts versus actual behavior 

Avaya Workforce Management is an affordable, turnkey solution for core forecasting and scheduling needs. It’s powerful. It’s flexible. It’s easy to use. It’s fast and simple to implement. It’s ideal for many sizes of call centers but is especially targeted for 50-200 agents per scheduled group. It can be physically scheduled for up to 600 agents per group (max # seats per interval = 500).

· Avaya Workforce Management for the Enterprise – Avaya Workforce Management for the Enterprise delivers a world-class solution for the workforce management needs of the enterprise customer-contact center. It provides advanced and extensible functionality and robust client-server architecture to help solve the challenges of managing workforces in complex environments. The Enterprise solution is designed for more complex businesses, like centers managing multiple centers from a single site or those needing extensive tools for more planning and fine-tuning of operations. Enterprise has client-server architecture and empowers agents, supervisors, and business managers to have input into the workforce management process.

Avaya Workforce Management for the Enterprise is ideal for call centers of many sizes, but is particularly suited for call centers in the range of 100-500 agents per scheduled group. 

· Avaya Workforce Management for Skills – Avaya Workforce Management for Skills, an add-on module, is a revolutionary skills-based workforce management solution that is flexible and easy to use. If agents have multiple language or product talents, Avaya Workforce Management for Skills will help create schedules that best utilize agents' valuable knowledge. The skills module allows effective management of the power of the ACD's skill-based routing capabilities. Avaya Workforce Management for Skills is an optional, add-on module available for both Avaya Workforce Management and Avaya Workforce Management for the Enterprise. 

· Avaya Workforce Management Agent Adherence – To monitor and analyze agent activity more closely, Agent Adherence is an optional, add-on module to Enterprise solution only. A special adherence view of the Calendar (for both Organization and Campaign) is provided to help supervisors and managers evaluate, in a graphical manner, which employees are adhering to the schedule.

· Pulse – Avaya Workforce Management and Avaya Workforce Management for the Enterprise also include a component named Pulse as part of the standard package. Pulse is a graphical interface that allows monitoring of call volumes, average handle time and service levels for each customer-defined call type. This allows the customer to quickly understand what is happening in the call center, to allow for adjustments and changes. This information can be seen for all lines of business at all sites. This information allows the customer to quickly respond to the day-to-day and hour-to-hour changes in the contact center, including rescheduling break times to more optimally meet the incoming call volume.

Companies are able to get up and running on Avaya Workforce Management solutions quickly, so they are able to realize a return on their investment faster than with competitive products. Users become proficient rapidly because of the emphasis that is placed on graphical user interface design. Point-and-click simplicity and embedded wizard technology are standard approaches utilized in the interface. As a result, these solutions are intuitive and easy-to-use, and training time and learning curves are minimal. There is no need for special system administrators, so the power of scheduling to optimize service levels can be put in the hands of the front-line contact center management.

17.2.1
Service Objectives

How does your system take into consideration service parameters and our desired service objectives?

In order to create an optimal schedule, the Avaya Workforce Management Service Parameters window is used to tell the system what service levels you want the calls to be answered in. You can set service goals by either a service level, or the average speed to answer. The Scheduler will take into account the ATT (average time an agent spends on the call with a customer) and the average wrap-up time (the average time an agent spends after hanging up the phone to do paperwork related to the call) when calculating agent requirements and creating a schedule. Absenteeism or shrinkage—the time an agent spends away from the phone to get water, chat with co-workers, and other breaks—is also factored in.

17.2.2
Forecasting Call Volume and Agents Required

Describe your forecasting functionality and how it is utilized to estimate call volume, AHT (Average Handle Time), and agents required.

Rapid forecasting and scheduling means a normally time consuming task will be made simple. The system organizes and drives the workflow to import call history, forecast on your chosen call behavior, assess agent requirements, and appropriately schedule to meet agent shift needs and service parameters.

Forecasting with Avaya Workforce Management

Avaya Workforce Management provides the basic tools necessary to create an optimal schedule, forecast call volume and call arrival patterns by 15 minutes, set global service goals for Service Level or ASA, and set global Handling Times. Avaya Workforce Management’s award winning technology rapidly schedules agents at the right time to meet the needs of the call center and achieve excellent service levels. Avaya Workforce Management takes into account agent shifts, agent availability, and min/max hours so agents are scheduled properly. 

Forecasting with Avaya Workforce Management for the Enterprise

The forecasting and scheduling process in Avaya Workforce Management for the Enterprise gives users many controls and options while they are setting up their operations and scheduling. The scheduler can schedule to meet more detailed rules about work assignments and employees, such as consecutive days off, employee proficiency, and employee work pattern preferences (preference for a specific Enterprise work pattern). Further, it offers more granularity and flexibility when setting up forecasts and providing service goals. Users have the option to use just the point-and-click functionality, or enter in more of their own information and take control.

You can forecast call volume, set service goals and schedule employees for each campaign. Campaigns let you schedule employees of different organizations in one or more time zones to create “virtual” call centers dedicated to a single objective. Within the Campaign mode, you can link specific queues (and skills) to a specific weekly schedule.

A forecast is based upon a profile, which is based upon historical data received from the ACD. The forecast shows call volume over each hour but you can adjust call volume numbers by:

· editing call volume numbers by clicking the New Forecast button

· clicking Toggle and changing the numbers through the spreadsheet view

· clicking Change Call Volumes and changing the call volumes by a percentage
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17.2.3.
What If Forecasting

Does your product have the ability to provide “what if” forecasting scenarios?

Comply. A unique what-if mode allows users to explore different scenarios, while keeping their current scenario intact for comparison purposes. This powerful feature means that you can strategically plan while ensuring the execution of your business is happening according to the current plan. This allows you to easily evaluate the effects of training more agents, adding new products and services, or increasing your services goals. You have the tools to help you quickly assess the impact of any of these on your staffing, your customers, and your bottom line.

Avaya Workforce Management 

Following the calculation of agent requirements needed to answer the calls from the forecast with the service levels needed, users are presented with a full time equivalent (FTE) number that they can use as a basis for planning and hiring. Users may also evaluate multiple “what-if” scenarios and then revert back to their original plan.

Avaya Workforce Management for the Enterprise

To assist with hiring plans, Enterprise also provides not just required FTE, but also scheduled FTE in the FTE calculator. This calculation provides a more realistic number of people that it actually takes to build a good schedule. Enterprise has a completely separate what-if mode that allows users to explore "what if" scenarios and maintain copies of the scenarios. This facilitates planning while continuing to manage and execute off the original schedule. 

Avaya Workforce Management for the Enterprise includes an FTE calculator that lets you see in advance what staffing levels your forecast and actual schedules will require and what their cost will be. With this information in hand, you can start to adjust other factors to do some quick what-if or what-now analyses, and always know exactly how it is affecting your staffing, your service, or your costs. For example, if you purchase a CTI solution and you expect screen pops to lower your AHT by 15 seconds, you can see how that changes your FTE and staffing cost; or, how an increase in service level would affect the amount of staff you need. The budgeting calculator is available from the forecast, service goals, agent requirements, and calendar module so that you can instantly see the impact of changes in any of those places.

With Avaya Workforce Management for the Enterprise, users can immediately understand the impacts of “what-if” scenarios by quickly altering any portion of the schedule parameters including service levels, number of agents available, hours of operation, and so on. This assists in planning and re-engineering, and strategic forecasting of call center operations on a long-term and intra-day basis. This process has been engineered into Avaya Workforce Management for the Enterprise to facilitate the immediate response to the “what if” scenario, and users can actually reschedule based on these scenarios. What-if scenarios can be explored without risking changes to the current live data.

17.2.4.
Special Days Forecasting

How are factors like holidays, special campaigns, season trends, billing cycles, and other date of month influences taken into consideration?

After talking with customers in a number of different types of call centers in many different industries, we determined that there are different business models that required different models and workflow for forecasting. Therefore, you can choose the model that you want to use for forecasting. Profiles are models of typical call behavior during a specified period of time. These profiles might reflect standard call behavior, holiday behavior, specific call patterns following a mailing or a commercial. These allow you to quickly identify and re-use trends you know are significant. Users can generate profiles once and re-use those to build their forecasts quickly. Avaya Workforce Management for the Enterprise also offers dynamically trending profiles or "rolling forecasts". Rolling forecasts, which take into account data for a relative period of time, are automatically rolled forward to new scheduled weeks. These types of profiles include examples such as "last four weeks," "last year this week," and "last month." For each new week, these rolling profiles are automatically adjusted to reflect the right historical data. The user then has the choice to optionally change the forecast numbers to reflect what might be realistic for their business. 

After selecting the profile or the individual weeks you want to use, the data is displayed in easy-to-read graphs that show call activity and handle time changes for every 15 minutes. You can look at your call trends for a single day, or see how they look across the week. The summary box helps you analyze the number of calls that are expected to come into your group and the table view helps you drill down to a specific time period to make the changes you need.

Avaya Workforce Management for the Enterprise allows you to use your business sense to adjust the forecast to what you think is realistic for your current business activities. A scale button can adjust your forecast by a percentage, or by call volume totals.

17.2.5.
Scheduling Employee Shifts

Describe how work shifts are assigned to employees.

Avaya Workforce Management 

Avaya Workforce Management  allows tracking of basic employee information needed to get great schedules while meeting the needs of agents – shifts they can work, availability, and min/max paid hours to be scheduled. Additionally, for multiskilled environments, each agent may be assigned one or more skills.

Avaya Workforce Management for the Enterprise

Avaya Workforce Management for the Enterprise provides an extensive employee database that allows users to track a large amount of information about each employee for scheduling and management purposes. Examples include employee supervisors, ranking, seniority, ACD ID, e-mail address and more. Further, to help deal with larger call centers, the employee module offers sorting, filtering, and multi-select/multi-edit capabilities.

For maximum efficiency in scheduling, you should always give Avaya Workforce Management for the Enterprise as much freedom as possible in scheduling your agents. However, in the real world, you'll find that particular agents may have to be given specific shift assignments, for a variety of reasons. Often employees have particular constraints that you wish to take into account. For example, we will consider two types of constraints: one in which you wish to assign a particular shift and start time to an agent, and the second in which the agent has a small degree of flexibility. Both the “no flexibility” and “some flexibility” cases can be addressed either by using the Availability tab in the Employee Editor or by designing a special shift pattern for the employee using the Shift Patterns Editor.

First, schedule the employee without any constraints. From the Home screen, go to the Workforce Scheduler window by clicking the Schedule tab, and then clicking the Schedule icon. Click the Re/schedule button on the toolbar and study the resulting schedule.

Now add constraints in a shift assignment using the availability mechanism. For example:

Scheduling Based on Availability

To schedule a part-time, on-call employee who attends college beginning at 13:00, can only work a four-hour shift, and can start anytime between 8:00 and 9:00: From the Home screen, the user would click the Configuration tab and then the Employees icon to open the Employee Editor. Then the employee would be selected from the employee list, made unavailable every day between 7:00 and 8:00 and between 13:00 and 18:00 by clicking the Availability tab. (Avaya Workforce Management for the Enterprise may prompt for confirmation if the employee is already scheduled to work during those times.)

The Availability tab can also be used to force a precise start time. For example, if an employee is unavailable between 11:00 and 18:00, availability restrictions will make sure that they are always assigned to a four-hour shift starting at 8:00.

When the restrictions are complete, the user would return to the Workforce Scheduler window, click the Re/schedule button on the toolbar and examine the schedule. Confirm that agents are assigned as desired. Checking is quick and easy, done by double-clicking on either the agent’s name to view their week's shift assignments using the Agent View window.
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Scheduling Based on Tailored Shift Patterns

Similar results can be achieved by creating shift patterns tailored to specific employee needs as shown in the two examples below.

Due to family requirements, an agent needs to start her shift between 8:00 and 9:00. The administrator would click on the Configuration tab and then the Shifts icon. In the Shift Patterns Editor, the Full time - 1 hour lunch shift pattern would be selected, followed by the Copy icon, and then immediately by the Paste button. A shift named Full time - 1 hour lunch (2) would be created. Then, the new shift would be selected and renamed with the agent’s name. Then, by clicking the Edit Start Times Button, all start times except for 8:00, 8:15, 8:30, 8:45, and 9:00 could be removed.

To make the agent available only for their tailored shift pattern, the user would return to the Home screen, click the Employees icon to access the Employee Editor screen. After selecting the agent from the employee list, the previous shift pattern selections would be unchecked and the new shift pattern checked.

Avaya Workforce Management for the Enterprise will prompt the user to confirm the de-selection of the previous patterns if the associate is currently scheduled.

Which method is better for tailoring shift assignments? Both methods have their advantages: Using availabilities allows varying start times on different days of the week, and it also allows you to keep a small set of shift patterns. Tailored shift patterns allow sharing across a group of employees who have similar requirements. 

Remember that in constraining Enterprise's flexibility by tailoring shift assignments, the efficiency of the solutions may decrease. You can test to see if this is the case by removing some of the constraints and rescheduling.
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17.2.6.
Optimizing Schedules

Can you generate an optimal schedule for our agents for each hour that meets the forecasted call volume, taking into consideration agent availability, calendar management, and our desired service objectives? What other controls or options can be taken into consideration for scheduling?

Comply.

Avaya Workforce Management 

Avaya Workforce Management provides the basic tools necessary to create an optimal schedule, forecast call volume and call arrival patterns by 15 minutes, set global service goals for Service Level or ASA, and set global Handling Times. Award winning technology rapidly schedules agents at the right time to meet the needs of the call center and to achieve excellent service levels. Avaya Workforce Management takes into account agent shifts, agent availability, and min/max hours so agents are scheduled properly. 

Avaya Workforce Management also delivers skill-based scheduling technology that takes into account the varying skill sets of agents so that the right agents with the right skills are scheduled at the right time.

Avaya Workforce Management for the Enterprise

Avaya Workforce Management for the Enterprise delivers the tools necessary to quickly and easily perform the day-to-day functions of managing and changing the workforce calendar. Click-and-Drag of shifts allows for rapid schedule changes, the meeting planner helps to identify the best times to hold meetings, and locked shifts allow rescheduling of some shifts while leaving the locked shifts in place. 

Avaya Workforce Management for the Enterprise offers a more consolidated view of call center operations across multiple groups and multiple sites and can easily be integrated with multiple ACDs (all the same, or mixed). The flexibility of the application affords users the opportunity to schedule in a virtual call center environment and gives them the choice of operating in a centralized fashion, decentralized fashion, or some combination of the two.

The forecasting and scheduling process in Enterprise gives users many controls and options while they are setting up their operations and scheduling. The scheduler can schedule to meet more detailed rules about work assignments and employees, such as consecutive days off, employee proficiency, or employee work pattern preferences (preference for a specific Enterprise work pattern). Further, it offers more granularity and flexibility when setting up forecasts and providing service goals. Users have the option to use just the point-and-click functionality, or enter in more of their own information and take control.

In addition to the basic calendar management utilities Avaya Workforce Management offers, Enterprise facilitates entering exceptions and dealing with absent employees, scheduling events such as vacations into the future, and setting up recurring events. Also, the intelligent Schedule Analyzer provides instant information about the schedule and if it has violated any rules set before the schedule was created.

Schedules are quickly created based upon the Forecast Volume, Agent Requirements, desired Service Parameters, and Agent Availability. From the Scheduling screen, you can move a shift and the Scheduler will instantly update the Staffing Differential and allow you to see the effects real-time changes to your schedule will have on agent requirements. Reports are easily accessible from the calendar and can act as a decision support tool as you manage intra-day changes in the call center. For example, the Service Level report will show how the schedule has achieved the service goals of the call center each day of the week. The Staffing Differentials report will show how close the actual staffing and required staffing are.

[image: image30.png]Wiondy, Oclober 41535

Stiegcits FEPATNP RPN PR PPN PN P PRSP RPN PSP PP AT | [
800 | 600 | 1000 | 1100 | 1200 | 1300 | oo | 1500 | 1800 Freoe

Izwrmwmmwm B &




 

17.2.7.
Scheduling Other Activities

How is non-phone related work scheduled?

Non-phone activities are established in the Work Rules Module. Non-phone activities include breaks, lunch, and training. There are no limitations to number or types of non-phone activities that can be defined to the system. You can specify type, length, paid or unpaid, and start times of the activities. You can also establish a time window relative to the start of the shift for the break to be scheduled; a non-phone activity such as “answer e-mail” can be set to start anytime. The schedule will be optimized around these requirements.

Scheduling Meetings or Training

Meetings that affect a large number of agents, such as training sessions, can have severe effects on your call center performance. Avaya Workforce Management for the Enterprise allows you to schedule in training time for all agents with minimum impact on performance. Using the Meeting Editor to suggest times for training sessions and modify the schedule will compensate for the agents who are off the phone.

There are many ways to go about incorporating training sessions into the schedule. Here's the general pattern to follow when scheduling multiple agents for training or a meeting:

1. Open the Meetings Editor, and schedule one group of people for the meeting. Choose the time recommended time at the top of the list.

2. If prompted by Enterprise, allow breaks and meeting times to overlap. 

3. Go back to the Workforce Scheduler, and reschedule breaks only, for the current day only.

4. If necessary, manually remove or move overlapping breaks outside the meeting time to areas of least impact (which will usually mean moving breaks outside their normal window).

5. Reschedule breaks again, as in step 3.

6. Repeat steps 1 through 5 as needed to schedule training sessions for the rest of the employees.

This is not a simple process, but it's worth the effort. When you take a group of agents off the phone, it may have a negative impact on your service level; this effect can be minimized by following the steps detailed above. Avaya Workforce Management for the Enterprise can't do this automatically because step 4 requires a decision from the user; you have to decide whether to remove a break or move it outside its normal window.

17.2.8.
Real-Time Adherence

Does your software have real-time adherence? If so, is this included with the base package, or is it a separate module?

Comply. Real-time adherence is an add-on module available with Avaya Workforce Management for the Enterprise.  Agent Adherence gives supervisors and managers the means to track real time and report historically on agent adherence to planned schedules. Real-time information is presented in an easy-to-read graphical format, and analytical historical reports provide the right summaries to evaluate trends in agent performance. A special adherence view of the Calendar is provided to help supervisors and managers evaluate, in a graphical manner, which employees are adhering to the schedule.

17.2.9.
ACD Integration

Describe how data from the ACD is transferred to your system. What hardware or software is required in the ACD?

The Avaya Call Center can integrate with Avaya Workforce Management solutions through custom report(s) and a serial port or LAN connectivity to the Avaya Call Management System (CMS) to facilitate integration. CMS also supports an option for Open DataBase Connectivity (ODBC) access CMS data. 

Avaya Workforce Management for the Enterprise uses incoming ACD volume to create forecasts based on historical patterns, and schedules available employees to best handle these forecasts. To properly perform this task, Enterprise imports actual call history from CMS. The following diagram represents a logical representation of the general architecture:

Avaya Workforce Management ACD Integration
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Avaya Workforce Management for the Enterprise can be automatically scheduled to capture your call data. You can choose when to schedule the interaction with CMS. Once this schedule is set up, the information is automatically brought into the system at the specified interval without user interaction.

17.2.10.
Real-Time Monitoring

What tools are provided for Real-Time Monitoring of the actual call volumes, service levels, and so on, versus what was forecast? Can you customize this monitoring capability to focus on key measurements?

Pulse is a monitoring system which follows and represents your actual call volumes, service levels, abandons, staffing, and Average Handle Time (AHT). These actual values are displayed along with your forecast values, allowing you to analyze and fine-tune your center and diagnose problems. Different centers use different metrics, so Avaya Workforce Management Pulse is highly customizable, allowing you to zero in on the statistics that are important to you. Pulse lets you look back at your center’s historical data to better evaluate call volume patterns and trends. So, you can compare today’s performance with other days to see the impact of changes and areas still needing attention. With the Pulse monitoring system, you have instant access to the planning, forecasting and scheduling information you need to easily and affordably improve customer service.

17.2.11.
Reporting

What reports are provided with the software?

Avaya Workforce Management

With the reporting and Pulse capabilities, users are presented with statistics regarding call volume, average handle time, staffing, service levels and average speed to answer. Users are presented with varying views that allow them to see graphs for forecasted, required and actuals on a single graph, or a quick comparison view to identify overage and underage.

Avaya Workforce Management for the Enterprise 

Because Avaya Workforce Management for the Enterprise can look at a bigger picture, it can provide cross-organization and cross-week analyses with a more robust and analytical set of reports that cover performance statistics, exceptions, vacation, absence, and more. Built from Crystal Reports, these reports can be customized to meet specific customer needs. 

Out-of-the-box-reports are provided with the system designed to help evaluate agent activities and performance, call center activities and performance, staffing, and adherence reports. A simplified version of the Avaya Workforce Management for the Enterprise schema is provided to facilitate the rapid customization and building of new reports.

In order to help you better evaluate group and individual performance to more proactively understand, plan and manage your call center, Avaya Workforce Management for the Enterprise delivers a series of reports that provide insight and analysis of an assortment of factors critical to maintaining your center. This information is vital to understanding of your goals vs. your accomplishments, the utilization and effectiveness of your workforce and the impact to your bottom line.

· Adherence Reports deliver information specifically related to agent adherence to schedules and include summaries of time in/out of adherence and percentages of people in/out of adherence.

· Management Reports summarize administrative information regarding absence, vacation, meetings and more.

· Performance Reports allow for comparisons of forecasts and predicted performance to actual happenings for call volumes, handling times, service levels, and staffing.

· Staffing Reports analyze the utilization of resources at the group and individual level. These reports provide high-level overviews, detailed information and intelligent summaries regarding how agents are deployed.

Sample reports can be provided by your Account Team upon request.

18.0
Wallboard Display Options

### Attention ### Adjust the responses in this section for what is optional vs what is included.

18.1
Integrated Wallboard Options 

Can your reporting system support multiple external wallboards for display of real-time data to various ACD groups? Can text messages created by supervisors be displayed on wallboards?

Comply. 

Optional Wallboard Displays for the Avaya Basic Call Management System Reporting Desktop

In addition to supporting multiple supervisor PCs, the Avaya Basic Call Management System (BCMS) Reporting Desktop software (Avaya’s management information system for small call centers) also supports multiple optional external wallboards, which can be daisy chained together for use throughout your call center. You can display different information on each wallboard, allowing you to share more types of information with all your agents or to display data specific to particular areas of the call center. For example, you can display call data that pertains to your help desk agents on one wallboard, and inbound customer sales call data on another. 

BCMS Reporting Desktop can support single or multiple external wallboards, and an internal Wallboard Display via a window on the PC screen that mimics the behavior of an external wallboard. A Wallboard Display on the PC screen shows the data that would be seen on an external wallboard. When defining a Wallboard Display, any item of data can be selected from a real-time table. 
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** In the wallboard display above, items “Waiting and Oldest” are exceeding customer specified threshold levels are color coded (red vs. green) to warn the supervisor and the agents.

You can also display short messages in between real-time data. For example, you might broadcast birthday messages or announcements about shift changes A Broadcast Message wizard is available from the Options menu that allows you to select the wallboard(s) that you want to send the message to, the number of lines, colors, message timing, and the message text.

Optional V-Display – Avaya Call Management System Wallboard Offer 

### Attention ###   V-Display offer will be available sometime in July. Contact Barry Zimmerman @ 301 982 2601 or Jim Paszkiewicz @ 301 982 2630

The V-Display is an application software that resides within the Avaya Call Management System (CMS) and collects data to be displayed on Spectrum Wallboards.  The application collects real-time, historical and even up-to-the minute information and gives you the ability to select what data items you want to display on the wallboards.  

V-Display has two ways to for a user to interact with the software driver (on CMS) itself.  The user can choose to configure or maintain the application from the resident interface provided straight from the host system or use the graphical user interface that is included with the application.  This interface allows for complete operation from a networked PC. 

Highlights of V-Display include:

· Fully compatible with V11 CMS

· Communicates with both Spectrum IP and Serial wallboards

· Has an IP data socket to Spectrum’s Ultra-Link Server

· Will stop application thread if processor occupancy reaches 80% 

· Contains system-local menu for maintenance and modifications

The GUI interface features:

· Compatible with 9x, Windows 2000 and NT

· Provides a graphical environment for maintenance and modifications from a LAN connected remote work station

· Data item thresholds to change colors on wallboards

· Data item threshold to sound audible beep from wallboard speakers

· Data item threshold to trigger a message to run

· User created formulas to create new data items that can be displayed on the wallboards

· User created messages set to run by date and time

· Users may access menu and make changes from any CMS Supervisor Terminal on the network

· Real-time and historical data will be updated in a timely manner from the application

· Independently address up to 99 wallboards

· Diagnostics to check wallboards addresses and memory. 

The V-Display comes with a utility and feature that will prevent any problems on the CMS.  The application is written in such a way that if the host server becomes unable to handle the load needed to run this application it will close itself to free needed resources and relieve system usage.  The utility that the application has built in will assist in the operation of the display device such as the ability to ping the device to test for connectivity and soft reboots to bring the boards back to a completely operational state. 

System Requirements

The application is designed for use under Solaris 2.6 or higher

· Windows 95 or higher

· 64MB Ram

· CD-Rom drive

· Network Connection (Ethernet or Token Ring)

· Service Modem

The data is transferred between the Windows Interface and the UNIX application using a combination of FTP and custom TCP/IP sockets.

18.2
Advanced Wallboard Systems

Do you offer an external wallboard control system which offers display of real-time and historical ACD statistics on multiple wallboards as well as advanced features like custom calculations, thresholds, and messaging? Please describe the features available with your advanced wallboard system and how it is integrated with your ACD system.

Comply.

Optional Ultra-Link II Real-Time Alert System  

Collecting and displaying critical data in a timely manner is the key to any Wallboard System. Avaya offers Ultra-Link II Real-time Call Center Software and wallboard displays from Spectrum Corporation to meet your needs. Ultra-Link II is an industry leading Real-Time Alert System offering powerful thresholding, messaging, customization, and support features.

The control center of the Ultra-Link II Real Time Alert System is the Ultra-Link II software running on a non-dedicated PC. Ultra-Link II is a Windows application that collects data from Avaya Call Management System reports (through a telnet session) and displays that information on Avaya Wallboards. The standard Ultra-Link II product acquires ACD data elements by “reading”  (via screen scrape) a single CMS report. The data may come from various communication links such as a LAN, WAN, or serial link.

The CMS report used as a data source can be a standard CMS real-time report, custom CMS real-time report, CMS Vector Directory Number (VDN) report, or CMS historical report. Avaya CRM Professional Services assistance is available for setting up historical and custom reports. If more than one report is needed or a non-CMS data source is needed, Avaya CRM Professional Services organization can provide a quotation for a custom, multiple data source installation.

The PC running Ultra-Link II will emulate a terminal (ATT 605) so the CMS will communicate with Ultra-Link II just as it does with a supervisor’s terminal. Ultra-Link II will scan the CMS report received and download it into the Ultra-Link II spreadsheet. The spreadsheet allows data items to be used (in Wallboard messages) straight from the CMS report, or calculations (averages, totals) may be performed on the data items to create new data items. Any data item (CMS or calculated) that appears on the spreadsheet may be used in messages that appear on the Wallboards.

Once the data is collected onto the Ultra-Link II spreadsheet, the software displays the data in user created templates, onto Avaya or Spectrum color electronic wallboards, Spectrum Mini-Alert displays, pagers or networked PCs. It’s done automatically, instantly, and in “real time.” 

Setting the Standard in Real-time Alert Systems

The features listed below are the reasons that Ultra-Link II is setting the standard in Real-Time Alert Systems:

· Data Acquisition and Data Mapping from multiple data sources – The method of acquiring the data and “mapping” it allows Ultra-Link II to collect data from sources other than a CMS real-time report or a custom report. Therefore, data items such as CMS historical data, VDN reports, or any text-based report can be mapped onto the Ultra-Link II spreadsheet. The standard Ultra-Link II product reads one data source; however, up to six data sources may be mapped as an option. If more than one report is needed or a non-CMS data source is needed, Avaya CRM Professional Services organization can provide a quotation for a custom, multiple data source installation.

Ultra-Link II gives the user the ability to select (map) specific data items from the data source rather than selecting all data items, which the user may never display on the wallboards. This prevents unnecessary network traffic. 

· Customized Calculations via the Ultra-Link II Spreadsheet – Once collected, data is structured in a spreadsheet format, allowing the user to perform custom calculations and create new data items such as group averages, sums, and more. Formats or Display Templates may be set up by the user containing data items and identifying labels that are sized to fit the user’s displays.

· The spreadsheet offers the user a complete view of the data that has been acquired by Ultra-Link II. The spreadsheet view gives the user an overall look at the current status of the call center and can be used to monitor activity. 

· Data items are located on the spreadsheet with user-defined labels. 

· Standard calculation functions allow the user to create formulas that essentially create new data items that can be displayed on the wallboards. This is very powerful, especially when mixing data items from several data sources. 

· Formulas are color coded on the spreadsheet to be distinguished from the data items that are acquired. 

· The spreadsheet can be minimized down so that the PC may be used for other applications. 

· New data items can be created using simple formulas and these new data items can be displayed on the wallboards and Data-Pop screens. 

· Some of the formulas available with Ultra-Link II are Add, Subtract, Multiply, Divide, Maximum value, Minimum value, Median value, Sum and Round. For example, Ultra-Link II can be asked to find the Maximum Value of a group of splits and then display that value on the wallboards or Data-Pop screens.

· Multiple Options for Threshold Notification – Ultra-Link II offers five types of threshold settings.

1. Threshold levels may be set by the user for each data item to automatically change color on the wallboards as it exceeds each threshold. This feature allows instant recognition of any data variable that has exceeded an acceptable state. Six levels of color thresholds are supported.

2. Thresholds may also be set to sound a wallboard’s beeper. The frequency that Ultra-Link II checks this threshold can be set so the wallboard speaker is not being triggered more often than necessary. 

3. Thresholds may also be set to display event driven messages after being triggered by a threshold setting. Data Items can be embedded in the message. For example: “Calls Waiting for Split 101 is: XXX” where the XXX represents a real-time data item.

4. Thresholds may also be set to play a .wav file on the PC running Ultra-Link II if a threshold has been exceeded.

5. Thresholds may also be set to a file to a user-defined location for third party use.

· Powerful Messaging Capabilities – In addition to ACD data, Ultra-Link II offers powerful messaging capabilities for your call center. Up to 100 messages may be created by the user to make announcements, alerts, product information, and such. These messages may be displayed immediately, on a time/frequency basis, or when user defined thresholds are exceeded. The following messaging features are available:

· Messages based on a date and a time can be created.

· The method that the messages will appear on the wallboard can be selected from 19 different display modes.

· Up to 100 messages can be created and run on the wallboards.

· Messages are queued up to run so messages scheduled to run at the same time are added to the queue to run. 

· Conditional messages take priority over Announcement messages and if a threshold is exceeded, the Conditional message will be added to the top of the message queue. 

· The color of the message can be selected to gain attention to the message. 

· A message queue is created and can be viewed by the user to determine which messages are in queue. 

· Wallboard “Screen Pops” – DATA-POP is an available option that complements wallboards by providing another way to display real-time data to anyone who has a PC linked to the network. Templates are created for each PC the same way they are created for a Spectrum color wallboard or Mini-Alert display so that real-time data templates and messages “pop up” on the terminal. Users can also transmit messages from their terminals as well. The Data-Pop template can also be reduced to an icon with one of the data items visible on the icon. The Data-Pop is based on the number of LAN PCs that it is installed on.

· Pager Notification – Ultra-Link II’s Pager interface allows thresholds to be set for data variables, which when exceeded will trigger a page to a selected pager (usually a supervisor or manager). A message will be sent to a supervisor immediately when the threshold has been exceeded. The Pager is an option and can be ordered with Ultra-Link II or added later.

18.2.1
Can your wallboard highlight in color ACD statistics which are exceeding desired threshold levels?

Comply. 

Optional Ultra-Link II Real-Time Alert System  

Threshold levels may be set by the user for each data item to automatically change color on the wallboards as it exceeds each threshold. This feature allows instant recognition of any data variable that has exceeded an acceptable state. Up to four Color Thresholds can be set for each data variable For example, the calls waiting data item can be set up to display in green (OK) up to 5, then from 6-10 the data item will automatically change color on the wallboard from green to yellow; a second threshold level can be set from 11 to 20 when the data item will start flashing; and a third and fourth threshold level can be set so that the data item will turn to red, then red flash, all automatically. 

To set up thresholds, the next column on the Screen Map (IF VALUE IS) is set to “greater than or equal,” “less than or equal,” or “NA,” according to when the trigger is needed to automatically change the color of the data item. The next four columns allow the user to set the threshold levels for data items to automatically change color on the wallboards. Color selections are yellow, yellow flash, red, and red flash.

Thresholds may also be set to sound a wallboard’s beeper, display a conditional message (for example, “Calls Waiting has exceeded threshold, please log on now”), play a .wav file on the PC, send to a file to a user-defined location for third party use, or send data or messages to a pager (optional).

18.2.2
Can a supervisor broadcast messages to one or multiple wallboards? Can a message be automatically sent to wallboards at a scheduled time, on demand, or when a defined threshold condition in the call center is reached?

Comply. 

Optional Ultra-Link II Real-Time Alert System  

Ultra-Link II has three levels of messaging: 

· Scheduled messages which can be set to run based on a time and date

· Event or conditional messages which are set to run based on a threshold condition that has been exceeded

· Ad hoc messages which are created and sent out to the boards or Data-Pop screens immediately

Ultra-Link II allows the user to create up to 100 announcement messages that can be displayed on a time schedule basis or immediately (“send now”). These messages may contain real-time data elements, for example: 

“Calls Waiting is 31, Everyone Log On,”

where 31 is a real-time data item. Ultra-Link II will send these messages to electronic wallboards or Data-Pop screens where the messages travel across the bottom line of the display The color the messages appear in is selectable from the Call Center Info screen Each message can be made active or inactive so that a message library may be made in advance; then when needed, the message(s) are clicked active and they are implemented as scheduled.

The MESSAGE THRESHOLD allows a threshold to be set to trigger a message to run automatically. The message is typed in the MESSAGE column. This automatic feature allows the system to run timely, critical messages like “Great Job—Service Level is Great!” This threshold has a “frequency-checker” column similar to the BEEP THRESHOLD column so that the message will not become a nuisance. For example, if the MESSAGE FREQUENCY MIN is set for 10 minutes, the threshold will be checked every 10 minutes and the message will run if the threshold is still exceeded. Normally, thresholds are checked and acted on every few seconds; however, to give the agents time to react and change a critical condition, the BEEP and MESSAGE thresholds are set up to be variable.

18.2.3
Can supervisors perform customized calculations on ACD data and create new data items such as group averages, sums, and more for display on wallboards?

Comply. 

Optional Ultra-Link II Real-Time Alert System  

Ultra-Link II’s spreadsheet allows you to view call center data and perform calculations on the ACD data received from the Avaya Call Management System (CMS). You can create new statistics by adding groups, taking averages, and other functions in the spreadsheet and display them on wallboards. Because you are working in a spreadsheet format, calculations can be performed on the data and the calculated number can be displayed on Wallboards, Data-Pop screens, or sent to Pagers just like any of the other data elements shown on the spreadsheet.

18.2.4
Can supervisors be notified via pager when defined thresholds are reached?

Comply. 

Optional Ultra-Link II Real-Time Alert System  

The Paging option allows a threshold to be set up that will page one or more pagers with a message created by the call center supervisor. Using calls waiting again as an example, if the paging threshold were set for 25 for calls waiting, when that level was reached, a message could go out to the supervisor’s pager that says, “Calls Waiting threshold has been exceeded.” Pagers can be Alpha Numeric or Numeric only. If using numeric-only pagers, it is important that the paging company supports computers calling in via telephone modem and not telephone tones only. Each threshold can have one (or more) individual pagers that are paged.

18.3.
Desktop “Wallboard” Options

Can your system display wallboard information such as real-time ACD statistics and Call Center Messages on the agent’s PC? If so, describe your solution and its capabilities.

Comply. 

Optional Avaya Desktop Wallboard
Avaya Desktop Wallboard is a dynamic CMS reporting system that provides both a channel of real-time call data statistics, and a messaging marquee to the agent’s desktop to allow for unprecedented communication and call center efficiency. This powerful, yet highly customizable solution will keep agents and administrators informed of the call center’s performance, from a single agent, to an entire skill, to an entire call center. Administrators may also post important bulletins to share with everyone - or only a small group - which will appear scrolling on the messaging marquee. This entire system is self-maintaining, and very low maintenance: simply install, configure, and you are ready to begin use.
Two Real-Time Marquees: CMS Data and Messaging 

The two Wallboard Marquees appear in tandem, but work independently. The two marquees are the CMS Marquee and the Messaging Marquee.
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The CMS Marquee

The CMS marquee is constantly updated with the latest call center data, reported directly from your call center’s CMS System. A dynamic system allows Avaya Desktop Wallboard to retrieve CMS items, decode them, and report them throughout the call center via the profiles that you set up. In other words, you can set certain statistics to be reported to only a few skills or agents, or not at all. Administrators could receive agent performance statistics, hidden from the actual agents, while the agents could receive skill information - showing how many agents are logged in, how many calls are in queue, or the skill’s average talk time. An unlimited number of profiles may be created - as many as you need.
Thresholds may also be set, two per individual measurement, to warn of unacceptable conditions. For instance, suppose your call center’s standard is to answer calls within two minutes. You may configure the CMS statistic of Oldest Call In Queue to alert agents and administrators when the first threshold is crossed (by turning yellow) or if the second threshold has been exceeded (by turning bright red).

There are four major subsets of CMS real-time statistics and over fifty CMS data items available for reporting:

· Skill –  a group of agents 

· Agent – one agent in particular 

· VDN – statistics applicable to calls routed through a particular vector

· Trunk Groups – the connection to the public, switched network

The Messaging Marquee

The Messaging Marquee will scroll with any bulletins or announcements entered by an administrator. Each message can be sent to a specific group of individuals (or even a single person), and each message can be specified with a start and end date and time. Message font sizes and colors can also be specified.

Optional Ultra-Link II Data-Pop Solution

DataPop is an available option that complements wallboards by providing another way to display real-time data to anyone who has a PC linked to the network. Templates are created for each PC the same way they are created for a Spectrum color wallboard or Mini-Alert display so that real-time data templates and messages “pop up” on the terminal. Messages can also be sent to DataPop screens on agent/supervisor PCs as a method of communicating vital information quickly. The optional DataPop remote messaging feature allows supervisors and agents to send messages to each other. The DataPop template can also be reduced to an icon with one of the data items visible on the icon. When a message is received or a threshold has been exceeded, the DataPop will “pop-up” to an always-on-top status showing the ACD data and message. When reduced back to an icon, a single data item can be displayed, such as “Calls Waiting = 15”.
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19.0
Call Center Leadership

19.1
Please give a summary of your experience, commitment, and ability to deliver call center solutions.

Avaya’s heritage dates back over 130 years. Our business has been inventing and building the technology that defines communication since the days of the telegraph, first as Western Electric founded in 1869, and later as part of the Bell System and AT&T. The research branches of Western Electric and AT&T became Bell Laboratories in 1925, the greatest private research organization in the world. On September 30, 1996, Lucent Technologies was formed from the systems and technology units that were formerly part of AT&T, including the research and development capabilities of Bell Laboratories. Avaya, the Enterprise Network Groups of Lucent Technologies, spun off from Lucent Technologies on September 30, 2000 and began trading independently on October 2, 2000 as Avaya Inc. 

Avaya is a global leader and innovator in enterprise communications serving customers who require superior communications to power their business. Avaya has nearly one million business customers in more than 90 countries. 

Avaya – The Recognized Leader in Contact Center Technology
Avaya has in excess of 20,000 ACDs installed, including nearly two thirds of the Fortune 500 companies, and over 20 years of Call Center market experience. Avaya Inc. has been a premier provider of ACD products and a leading ACD vendor (integrated or standalone) for over a decade.

Avaya is currently the market leader in virtually all regional Call Center markets according to reports from various analysts.  (Frost & Sullivan, Gartner Group, InfoTech). A new report on the Asia Pacific CRM market indicates that Avaya gained 8 points in the Call Center market to finish 2003 at 55%.  (Frost & Sullivan). In Western Europe, Avaya maintains the leadership position in the Call Center market at 31%. (Gartner Group). In the Latin American market, Avaya continues to lead the Contact Center market at 35%, well ahead of the nearest competitor.  (Frost & Sullivan). In the North American Call Center market, Avaya remains the overall leader at 36%. (Frost & Sullivan). Avaya has the leadership position in the U.S. Call Center market at 36% in calendar 2003, a gain of 2 points over the previous year. (InfoTech).
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Recently, Avaya received the Asia Pacific ICRM Vendor of the Year award, at the "Frost & Sullivan Asia Pacific Technology Awards 2004".Avaya won the award due to three major factors: Firstly, Avaya has had the highest market share for more than three consecutive years, maintaining its leadership with almost a third of the total ICRM market; Secondly, the company's license revenue is almost double of its closest competitor; Lastly, it has seen a strong market share growth from 2002 to 2003. Frost & Sullivan presents the 2003 Market Leadership Award for Total Asia Pacific Interaction Customer Relationship Management (iCRM) to Avaya, Inc, for the fourth consecutive year, a tremendous achievement.
	Gartner ranked Avaya far and above the leading competitors in the large call center market share. Now we offer this same proven large call center expertise in a solution designed specifically for our small and mid-sized customers.

Gartner Large Call Center Market Share
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We provide customers with a consistent, superior experience through a truly “unique collection of assets:” The marriage of best-in-class IP telephony and communications software applications with the most comprehensive, in-depth multi-vendor services capability in the industry. It’s this combination - the whole being greater than the sum of the parts - that differentiates Avaya.  Avaya represents a trusted choice because of:

· Our focus on the enterprise and understanding of customers’ business needs

· The breadth and depth of our relationships

· Our superior technology, rich applications and strength in services

· Our global reach and local presence

· The enthusiasm and motivation of our people

· The knowledge and resources of Avaya Labs

Avaya Inc. designs, builds and manages communications networks for more than one million businesses worldwide, including more than 90 percent of the FORTUNE 500®. Focused on businesses large to small, Avaya is a world leader in secure and reliable Internet Protocol (IP) telephony software applications, systems and services. Our offerings include converged voice and data networks, customer relationship management, unified communications, traditional voice communications, as well as a comprehensive services organization.

20.0
Call Center Parameters

20.1
Please provide your ACD system capacity tables.

	Avaya Communication Manager 2.1
ACD Capacities
	G3CSI & SI
	S8700 IP Connect
	S8700 Multi Connect
	S8500
	S8300
	S8100

	Automatic Call Distribution
	
	
	
	
	
	

	Announcements per Split
	2
	2
	2
	2
	2
	2

	Announcements per System 
	128
	3,000
	3,000
	3,000
	3,000
	128

	Splits 
	99
	2,000
	2,000
	2,000
	99
	99

	ACD Members per Split 
	200
	1,500
	1,500
	1,500
	200
	200

	Max. Administered ACD members
	1,000
	60,000
	60,000
	60,000
	1,000
	1,000*

	Logged-In Splits per Agent
	4
	4
	4
	4
	4
	4

	 Max. logged-in ACD agents (per system) when each logs into: 
	
	
	
	
	
	

	· 1 Split 
	500
	5,200
	5,200
	1,000
	450
	100

	· 2 Splits
	500
	5,200
	5,200
	1,000
	450
	100

	· 3 Splits 
	333
	5,200
	5,200
	1,000
	333
	100

	· 4 Splits
	250 
	5,200 
	5,200 
	1,000 
	250 
	100

	Queue Slots per Group
	200
	999
	999
	999
	200
	200

	Queue Slots per System
	1,500
	25,000
	25,000
	25,000
	1,500
	1,500

	 Call Vectoring
	
	
	
	
	
	

	Skills a Call Can Simultaneously Queue to
	3
	3
	3
	3
	3
	3

	Priority Levels
	4
	4
	4
	4
	4
	4

	Recorded Announcements/Audio Sources for Vector Delay 
	128
	3,000
	3,000
	3,000
	3,000
	128

	Steps per Vector 
	32
	32
	32
	32
	32
	32

	Vector Directory Numbers 
	512
	20,000
	20,000
	20,000
	512
	512

	CMS Measured VDNs 
	512
	20,000
	20,000
	20,000
	512
	512

	R3V9/R3V11/R12 CMS
	20,000
	20,000
	20,000
	20,000
	20,000
	20,000

	Vectors per System
	256
	999
	999
	999
	256
	256

	 R3V9/R3V11/R12 CMS
	7,992
	7,992
	7,992
	7,992
	7,992
	7,992

	Number of Collected Digits for Call Prompting or CINFO
	16
	16
	16
	16
	16
	16

	Number of Dial-Ahead Digits for Call Prompting 
	24
	24
	24
	24
	24
	24

	Vector Routing Tables (100 entries per table) 
	10
	100
	100
	100
	10
	10

	BSR Application Routing Tables (forms)
	255
	511
	511
	511
	255
	255

	 BSR Application-Location Pairs 
	1,000
	2560
	2560
	2560
	1,000
	1,000

	Holiday Tables (15 entries per table) 
	10
	10
	10
	10
	10
	10

	Expert Agent Selection
	
	
	
	
	
	

	 Skill Groups 
	99
	2,000
	2,000
	2,000
	99
	99

	VDN Skill Preferences
	3
	3
	3
	3
	3
	3

	Max. Skills a Call Can Simultaneously Queue to 
	3
	3
	3
	3
	3
	3

	Max. Administered ACD Members (login ID-skill pairs) 
	6,000
	180,000
	180,000
	180,000
	6,000
	6,000

	Max. Staffed (logged-in) ACD Members ie., agent-skill pairs 
	1,000
	60,000
	60,000
	60,000
	1,000
	1,000

	R3V9 CMS  
	32,000
	32,000
	32,000
	32,000
	32,000
	32,000

	R3V11/R12 CMS  
	100,000
	100,000
	100,000
	100,000
	100,000
	100,000

	Max. Administered Agent Login IDs 
	1,500
	20,000
	20,000
	20,000
	1,500
	1,500

	Max. Skills per Agent
	20
	60
	60
	60
	20
	20

	Skill Levels (preferences) per Agent Skill
	16
	16
	16
	16
	16
	N/A

	Max. Logged in EAS Agents (per system) When Each Has: 
	
	
	
	
	
	

	· 1 Skill
	500
	5,200
	5,200
	5,200
	500
	100

	· 2 Skills
	500
	5,200
	5,200
	5,200
	500
	100

	· 4 Skills 
	250
	5,200
	5,200
	5,200
	250
	100

	· 10 Skills
	100
	5,200
	5,200
	5,200
	100
	100

	· 20 Skills
	50
	3,000
	3,000
	3,000
	50
	50

	· 60 Skills 
	NA
	1,000
	1,000
	1,000
	NA
	NA


* Avaya and the Avaya Logo are trademarks of Avaya Inc. and may be registered in certain jurisdictions.  All other trademarks identified by ® and ™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks identified by an asterisk are the property of their respective owners.
Example: Find all abandons from hold that:


Either were put on hold for more than 180 seconds


-OR-


were put on hold 3 or more times


-AND-


were in either Splits 10, and 20 as Primary Splits 


-OR- 


Split 20 as Secondary Split.


Between 8:00am and noon
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