AVAYA

Avaya" Predictive Dialing System
Administration Manager User’'s Guide

© 2002 Avaya Inc.
All rights reserve d
Prinfed in the TJSA
8/2002







AVAYA

Avaya Predictive Dialing System
Administration Manager User’s Guide

585-315-501
August 2002



Copyright 2002 Avaya Inc. All Rights Reserved.

This material is protected by the copyright laws of the United States and other countries. It may not be
reproduced, distributed, or altered in any fashion by any entity (either internal or external to Avayanc.),

Notice

Every effort was made to ensure that the information in this book was complete and accurate at the time of
printing. However, information is subject to change.

Mandatory Customer Information

Warranty

Avaya lnc. provides alimited warranty on this product. Refer to the "Limited Use Software License
Agreement” or other applicable documentation provided with your package to establish the terms of the
limited warranty.

Preventing Toll Fraud

Toll Fraud is the unauthorized use of your telecommunications system by an unauthorized party (for
example, a person who is not a corporate employee, agent, subcontractor, or working on your company’s
behalf). Be aware that there is arisk of toll fraud associated with your system and that, if toll fraud occurs,
it can result in substantial additional charges for your telecommunications services.

Avaya Fraud Intervention
If you suspect that you are being victimized by toll fraud and you need technical assistance or support, call
the Technica Service Center’s Toll Fraud Intervention Hotline at 1-800-643-2353.

Providing Telecommunications Security

Telecommuni cations security of voice, data, and/or video communicationsis the prevention of any type of
intrusion to, that is, either unauthorized or malicious access to or use of, your company’s
telecommuni cations equipment by some party.

T

Y our company’ s “telecommuni cations equipment” includes both this Avaya product and any other voice/
data/video equipment that could be accessed viathis Avaya product (that is, “ networked equipment”).

An “outside party” is anyone who is not a corporate employee, agent, subcontractor, or working on your
company’s behalf. Whereas, a“malicious party” is Anyone, including someone who may be otherwise
authorized, who accesses your telecommuni cations egquipment with either malicious or mischievous intent.

Such intrusions may be either to/through synchronous (time multiplexed and/or circuit-based) or
asynchronous (character-, message-, or packet-based) equipment or interfaces for reasons of:

« Utilization (of capabilities special to the accessed equipment)

« Theft (such as, of intellectua property, financial assets, or toll-facility access)

« Eavesdropping (privacy invasions to humans)

« Mischief (troubling, but apparently innocuous, tampering)

« Harm (such as harmful tampering, dataloss or ateration, regardiess of motive or intent)

Be aware that there may be arisk of unauthorized or malicious intrusions associated with your system and/
or its networked equipment. Also realize that, if such an intrusion should occur, it could result in avariety
of losses to your company, including but not limited to, human/data privacy, intellectual property, material
assets, financial resources, labor costs, and/or legal costs.

Your Responsibility for Your Company’s Telecommunications Security

Thefinal responsibility for securing both this system and its networked equipment restswith you - an Avaya
customer’ s system administrator, your telecommunications peers, and your managers. Base the fulfillment
of your responsibility on acquired knowledge and resources from a variety of sourcesincluding but not
limited to:

« Installation documents

¢ System administration documents

¢ Security documents

¢ Hardware-/software-based security tools

« Shared information between you and your peers
« Telecommunications security experts

To prevent intrusions to your telecommuni cations equipment, you and your peers should carefully program
and configure your:

« Avaya provided telecommunications system and their interfaces

« Avaya provided software applications, as well astheir underlying hardware/software platforms and
interfaces

« Any other equipment networked to your Avaya products



Federal Communications Commission Statement

Part 15: ClassA Statement. Thisequipment has been tested and found to comply with thelimitsfor aClass
A digital device, pursuant to Part 15 of the FCC Rules. These limits are designed to provide reasonable
protection against harmful interference when the equipment is operated in acommercial environment. This
equipment generates, uses, and can radiate radio-frequency energy and, if not installed and used in
accordancewith theinstructions, may cause harmful interference to radio communications. Operation of this
equipment in aresidential areaislikely to cause harmful interference, in which case the user will be required
to correct the interference at his own expense.

Part 68: Network Registration Number. This equipment is registered with the FCC in accordance with
Part 68 of the FCC Rules. It isidentified by FCC registration number AV1USA-28011-MA-T. Refer to
“Federal Communications Commission Statement” in “About This Book” for more information regarding
Part 68.

Canadian Department of Communications (DOC) Interference I nformation
This digital apparatus does not exceed the Class A limits for radio noise emissions set out in the radio
interference regulations of the Canadian Department of Communications.

Le Présent Appareil Nomérique n’ émet pas de bruits radioél ectriques dépassant les limites applicables aux
appareils numériques de la class A préscrites dans le reglement sur le brouillage radioélectrique édicté par
le ministére des Communications du Canada.

Trademarks
Avaya Predictive Dialing System and Avaya PDS Internet Monitor isa
trademark of Avayalnc.

Microsoft Internet Explorer and Windows 2000 is a trademark of Microsoft
Corporation.

Crystal Reportsis atrademark of Crystal Decisions and/or Seagate Technology Inc.
Oracleis atrademark of Oracle Corp.

All trademarksidentified by the ® or TM are registered trademarks or trademarks, respectively, of Avaya
Inc. All other trademarks are the property of their respective owners.

Ordering Information
Call: Avaya Publications Center

Voice 1-800-457-1235 International Voice 410-568-3680

Fax 1-800-457-1764 International Fax 410-891-0207

Write: Avaya Publications Center

2855 North Franklin Road

Indianapolis, IN 46219

If applicable, refer to the section in "About this Book" entitled "Related Documents.”
For information about Avaya products and services, go to www.avaya.com.

For support on Avaya products, go to support.avaya.com.

For online updates to this documentation and product documentation for all Avaya products, go to
support.avaya.com and click on Product Documentation.

For information about Avaya product training, go to www.learning-avaya.com.

European Union Declaration of Conformity

The“CE” mark affixed to the DEFINITY ONE equipment described in this book indicates that the
equipment conforms to the following European Union (EU) Directives:
. Electromagnetic Compatibility (89/336/EEC)
Low Voltage (73/23/EEC)
. Telecommunications Terminal Equipment (TTE) i-CTR3 BRI and i-CTR4 PRI
For more information on standards compliance, contact your local distributor.






Contents

1 Administration Manager overview

Administration Manager 2

2 Install Data and Empty Install Data

Status codes 6
Install Data 9
Perform Install Data 11
Perform “Empty” Install Data 13

3 Completion codes

Completion codes 16
Completion codes available for agent keys 18
Add a completion code 20
Edit a completion code 21
Delete a completion code 23

4  Agent keys

Agent keys 26
Add an agent key 28
Predefined agent key actions 30

CONTENTS
\



5 Messages

M essage overview 35
Message text types 39
Create a message 40
Edit a message 42
M essage assignments 43
Create a message assignment 47
Telephony.spt file 49
Delete Message Assignments 50
Modify one or more Message Assignments 51
Recording messages 52
M essage Mapping overview 53
Create a message map 55
Message value wildcard characters 57
Select a message map 58

6  Applications

Applications overview 60
Create an application 63
Select an application 64
Copy an application 65
Delete an application 66

7 Download data

Download overview 69
Edit download field names 72
Special formats 74
Create special formats 77

CONTENTS
Vi



Special field symbols 78

Add field filler information 81
Add data translations 82
Merge fields 83
Create the download file structure 84
Complete an FTP download 86
Complete a tape download 88

8 Calling lists

Calling list definition overview 20
Track call results 93
Edit calling list fields 95
Prepare calling list 96
Edit list preparation details 97
Edit update settings 98
Customize calling list processing 99
Link amessage map to the calling list 100
Specify calling list processing order 101

9 Inbound lists
Inbound lists 104

Create an inbound list 106

10 Upload data

Upload file definition overview 108
Edit upload fields 112
Create special formats 114
Add field filler information 115
Add data translations 116

CONTENTS
Vii



Create the upload file structure 117

Complete an FTP upload 119
Complete atape upload 120
Specify the upload selection criteria 121

11 Transfers and schedules

Transfer and schedules overview 124
Commands and parameters 126
Create file transfer routines 128
View event schedules 130
Schedule adialer event 131
Dialer events schedule examples 133
12 Reports
Administration Manager reports 136
Reports 139
Report legend 141
Generate an Administration Manager report 145
Generate an Out of Synch report 146
Preview an Out of Synch report 147
Print an Out of Synch report 148

CONTENTS
viii



CONTENTS
I X



CONTENTS
X



About this information product

Purpose  The purpose of this guide isto provide detailed information about
Administration Manager 3.0.

Intended audience  The audience for this manual includes customers, integration
consultants, and application consultants.

Changes  Thefollowing providesinformation that has changed for
Administration Manager 3.0 This information should be used in
reference to the Avaya™ Predictive Dialing System (PDS) version
12.0 Service Pack 1 release.

What's new in this release
Administration Manager 3.0 User’s Guide changed as follows:

*  ThisUser’s Guide has been branded to reflect the product name
change from Producer to Administration Manager 3.0.

* A separatelogin to protect the list configuration area. Please
contact your Customer Support Engineer for access.

* A new upload definition for removing duplicates has been added.






1 Administration Manager
overview

Overview

Purpose  Administration Manager™ 3.0 is an Avaya™ Predictive Dialing
System (PDS) configuration tool which enables you customize your
Avaya PDS. Administration Manager works in conjunction with the
Avaya PDS and Campaign Director to make your system responsive to
your changing needs.

Contents  This section contains the following topic:
e Administration Manager



Administration Manager overview

Administration Manager

Overview

System setup

Administration Manager alows you to:

*  Add or edit completion codes

*  Change agent key assignments

»  Specify processing schedules

»  Create, edit, and record voice messages

»  Change download, calling list, and upload settings

Administration Manager lets you choose and change settings, then
transfer those settings to the Avaya PDS using an Install Data feature.
Once you run the Install Data feature, the changes are transferred to
“holding” area until the next Avaya PDS reboot. After the Avaya PDS
reboot, use the Empty Install Data feature to make your changes “live’
on the Avaya PDS.

To prevent loss of data and operational problems, you should update
Avaya PDS files with Administration Manager filesonly if the
databases are the same (in sync). To ensure that the Administration
Manager database and the Avaya PDS are in sync, Administration
Manager performs a data synchronization query.

Caution

If Administration Manager displays a message that your files are out of
sync, contact your Avaya PDS vendor to determine which files have
changed. Your vendor will tell you how to update your files. If you do
not follow this procedure, Administration Manager may overwrite your
Avaya PDS files with outdated information.

The Administration Manager database contains the configuration
information required for your Avaya PDS. The Avaya PDS Integration
Consultant selects a system’s features from various listsin
Administration Manager. Administration Manager stores the selections
in tables.

The information the Avaya PDS Integration Consultant defines during
system setup includes:

*  AvayaPDS number (used to identify the system you want to
configure)

e Company name, address, and contact information
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*  Products (for example, Campaign Director, Agent API) and
features (for example, Record Edit or Managed Dialing) installed
on the system

e System configuration information (for example, agent and
supervisor licenses, workstation software, phone lines, host
application, and ACD type)

*  Network information for system components (for example, TCP/
| P address, component name, and alias)

. Time zone information

This data defines which Administration Manager and system features
are available. When the settings are completed, the Integration
Consultant connects Administration Manager to the Avaya PDS and
uses the Install Data feature to transfer the configuration to the system.

Shared database  |f you have more than one Administration Manager installed to
configure the same Avaya PDS, you have a shared database.

Administration Manager supports a shared database environment in
which two or more Administration Manager workstations connect to
one common Administration Manager database. To start the
Administration Manager database, |og onto the database machine
(server) as Administrator. For security purposes, the Administrator can
log out of the server, leaving the database running. To run
Administration Manager, log onto the server or any Administration
Manager workstation as dsi.

Note

In a shared database environment, Administration Manager displays a
warning when you try to open afile that another person isusing. You
can override the warning, but doing so can compromise data integrity.

System configuration  After the installer completes the system setup, you and the installer
review the system configuration. The configuration appliesto aspecific
system and influences all applications on that system.

System configuration includes the following tasks:
*  Assigning cal completion codes

»  Defining agent keys

»  Describing messages

*  Assigning messages to wait queues

*  Recording messages
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e Setting up file transfers
e Scheduling processes

Application definition  In Administration Manager, an application consists of isa calling list
and its associated files, such as download and upload definitions.

Application definition includes the following tasks:

»  Defining download and upload fields

»  Déefining file structure and transfer method

»  Defining outbound calling lists and inbound lists

Important tips  Use the following guidelines when working with Administration
Manager:
*  Remember to perform a system backup, including calling lists,
prior to making any changes with Administration Manager.

* Make only one change at atime. For example, create/change
messages, then perform Install Data. If this change occurs without
problems after the nightly reboot, you can perform other changes
the next day, and so on. This makes it easier to troubleshoot
should problems occur.

* If you performed an Install Datato transfer filesto the AvayaPDS
from Administration Manager, remember to perform an “Empty”
Install Data following the reboot of your Avaya PDS. If your
email program contains a calendar feature, use it to set areminder
for yourself.



2 Install Data and Empty Install
Data

Overview

Purpose  Administration Manager uses the Install data and Empty install data
features move file changes from Administration Manager to the
Avaya™ Predictive Dialing System (PDS).

Contents  This section contains the following topics:
*  Statuscodes
* Instal Data
e Perform Ingtall Data
*  Perform “Empty” Install Data
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Status codes

Data synchronization

Install Data and Empty Install Data

All Administration Manager files have an assigned status code: In
Process, Complete, Pending, or Live. Status codes help both you and
Administration Manager keep track of configuration changes. The
following table describes how each status code is used.

InProcess | You assign this status when you save afile but are not
ready to transfer the file to the Avaya PDS.
Administration Manager assigns this statusto files
copied when you use the Application Copy
command.

Complete You assign this status when you save a file and want
Administration Manager to automatically select the
filefor transfer in the Export dialog box.
Administration Manager assigns this statusto files
when an Install Data transfer was unsuccessful.

Pending Administration Manager assigns this status to files
transferred to the Avaya PDS. After the next system
reboot, Administration Manager changes the status of
Pending filesto Liveif the transfer was successful or
Complete if the transfer was unsuccessful.

Live Administration Manager assigns this status to files
that have been successfully transferred to the Avaya
PDS.

During data synchronization, Administration Manager compares the
date and time stamps of the active Avaya PDS files with the date and
time of the last synchronization. This determines whether any Avaya
PDS files have changed since they were last synchronized with your
Administration Manager database.

If dataisin synch, no further action is required until the next Avaya
PDS reboot. Administration Manager exports your selected filesto a
“pending updates’ directory on the system. Administration Manager
file statuses are changed to Pending. The pending updates are installed
as the active configuration when the Avaya PDS reboots and you
perform an Empty Data Install.
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Out of synch conditions  Out of synch situations may occur if your Avaya PDS vendor has made
changesto the files on the Avaya PDS. If datais out of synch, a pop-up
notification message appears. Administration Manager copies the
active system files, overwriting Administration Manager’s Live data
with the new information.

Contact your Avaya PDS vendor to determine which files have
changed. Your vendor will tell you how to update your files. If you do
not follow this procedure, Administration Manager may overwrite your
Avaya PDS files with outdated information.

After you make the necessary changes to match your Administration
Manager datato the current system data, set the status to Complete and
run the Install Data command again. This exports your correctionsto a
pending updates directory on the Avaya PDS. The corrected files are
installed after the next system reboot and “Empty” Install Data.
Administration Manager file statuses are changed to Pending.

Verifying data  Following the reboot, perform an “empty” install by running the Install
synchronization  Data command without selecting any files in the Export dialog box
(clear any pre-selected files). This updates the Administration Manager
database to show whether the new files are successfully installed on the
system.

If there were no errors during the installation, the Pending
Administration Manager files become the new Administration Manager
Livefiles. If acritical error was encountered, the Pending
Administration Manager files return to the Complete status, and the
Avaya PDS data remains unchanged.

Note

It is recommended that you not edit Administration Manager files
while files with a Pending status exist. Run an empty install, then edit
fileswith Live or Complete statuses.

Using Install Data ~ When you select Install Data from the Data menu, the Export dialog
box displays each file with a Complete or In Process status.

Caution

In a shared database environment, changes made to Administration
Manager files after you select the Install Data menu option can cause
unexpected results or data corruption. Do not change Administration
Manager files until the export completes. Coordinate with other
Administration Manager users before running the Install Data
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command. Also, runthe Install Data command for only one AvayaPDS
at atime.

The following illustration describes the Install Data and Empty Install
Data flow:

Data Install and
"Empty" Install Data
flny

Ferform edits or

changes on | ‘
Administration
ignager Ferform Data }
Install
Avaya PDS reboot l

Ferform "Empty"
Install Data
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Install Data and Empty Install Data

Install Data

When you enter or update information in Administration Manager, use
the Install Data feature to transfer the information to the Avaya PDS.

The Install Data process performs three functions:

Updates the Administration Manager database with the results of
the last set of files exported to the Avaya PDS.

If the files were installed successfully as an active configuration
on the Avaya PDS, the statuses of the exported files are changed
from Pending to Live. If the files could not be installed, the
statuses are changed from Pending to Complete. For more
information about file statuses, see Status codes.

Performs data synchronization.

Data synchronization ensures that the Avaya PDS files have not
been changed manually.

Exports configuration changesto the Avaya PDS.When you select
the Install Data command, Administration Manager displays the
Export dialog box. Administration Manager automatically selects
fileswith a Complete status for export to the system. You can clear
Complete files from the transfer list and select In Process files for
transfer.
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Perform Install Data

Install Data and Empty Install Data

Select the system. Administration Manager displays a Processing
System Initialization message box and then displaysthe install tree.
Theinstall treelistsall of thefileswithaComplete or I n Process status.

Select additional In Processfiles or clear Complete files by selecting
the file name.

Click OK. Administration Manager displays the Export confirmation
dialog box.

Click Yes.
Administration Manager notifies you that it will now update the status
of the last files sent to the Avaya PDS.

Click OK. If Administration Manager and the Avaya PDS are not in
synch, a dialog box notifies you. Go to step 7. If there are no errors, a
dialog box notifies you that synchronization is complete. Go to step 8.

Click OK, but do not continue with export. Stop and either contact your
Avaya PDS vendor or research the data to determine which elements
have changed since the last data synchronization.

When there is a data synchronization error, Administration Manager
overwrites the Live data with the active Avaya PDS information.
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9 TheBeginning Export dialog box appears. Click OK.
Administration Manager exports your selected files to the “ pending
updates’ directory on the Avaya PDS.

10  AnExport confirmation dialog box appears.Click OK.

11  After the next system reboot, run an “empty” Install Data (see Perform
Empty Install Data)
Administration Manager updates its Pending statusesto Live for each
file that was successfully transferred during the last Install Data. If the
transfer was unsuccessful, Administration Manager changes Pending
statuses to Compl ete.
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Perform “Empty” Install Data

Perform “Empty” Install
Data

Select the system. Administration Manager displays a Processing
System Initialization message box and then displaysthe install tree.
Theinstall treelistsall of thefileswithaComplete or I n Process status.

Right-click with your cursor inside the main pane of the Export window
and select Deselect > All, and then click OK. The Export confirmation
dialog box appears.

Click Yeswhen asked I nstall the files on the Avaya PDS?.
Administration Manager notifies you that it will now update the status
of the last files sent to the Avaya PDS.

Click OK to continue past the dial og box stating Previousupdatetothe
Avaya PDS must be processed fir st.

Click OK to continue past the dialog box stating Database will now be
synchronized with the Avaya PDS.

Click OK to continue past the dialog box stating The database is not
synchronized with the Avaya PDS. The database will now be
synchronized to reflect Avaya PDS settings. Check current editsfor
thissystem after the process completes. The Synchronize and Import
Status dialog box appears.
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9 Click OK to continue past the dialog box stating Previous updatesand
synchronization are complete. Beginning export.

10  Click NO to continue past the dialog box asking Send Cool Edit
M essage?

11  Click OK to continue past the dialog box stating Therewasnothing to
export. Install cancelled. Thisindicated the “Empty Install Data was
performed correctly.

You will receive adialog box stating REMINDER: It is recommended
that you make backups of your Avaya PDS on aregular basis.

12  Click OK to complete the “Empty” Install Data process.
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Overview

Purpose  When a customer answers a phone call, the system transfers the call to

an agent. At the end of the call, the agent records the outcome. The
Avaya™ Predictive Dialing System stores the result as a completion
code. If the Avaya PDS does not pass the call to an agent, the Avaya

PDS generates the completion code.

The Avaya PDS uses completion codes to select records for calling and
reports. The Avaya PDS identifies compl etion codes by a code number,
call result, and description. The call result is a short name that makes

the code easier for agentsto identify. The description isamore
detailed. Each Avaya PDS has one set of completion codes.

Contents  This section contains the following topics.

Completion codes

Completion codes available for agent keys
Add a completion code

Edit a completion code

Delete a completion code
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Completion code terms

Planning

Completion codes

System codes System codes are defined by the Avaya PDS. You
cannot change their description, call result, or code number. You can
change the Allow Retries setting, which allows the you to use
Campaign Director to set up automatic recalls. Some system codes are
assigned to calls by the Avaya PDS. For example, BUSY or
NOANSWER. These codes appear in the completion code list with an
asterisk before their descriptions. A few system codes are available for
use by agents.

Agent codes Agent codes are the completion codes that agents use
during calling activities. The Avaya PDS includes some predefined
agent codes that appear in the completion code list without an asterisk
before their descriptions. You cannot change their description, call
result, or code number. However, you can change the Allow Retries
setting.

Vendors use Administration Manager to define the agent codes during
the planning phase of your Avaya PDS. You can use Administration
Manager to add or edit codes after setup.

When you need to create or modify completion codes, consider the
following questions before using Administration Manager:

*  What types of agent call activity do you want to track (for
example, successful sales, promises to pay, messages left)?

»  What kinds of completion codes will agents use during a job?
*  How do you want to select records for calling?

*  What kinds of call result information do you want to include in
reports?

*  How will you set up your numbering scheme for completion
codes?
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Example

Completion Codes - XYZ Company

FRANSFER
ECALL
EY_MSG1
ROCHURE
0DE22
0DE23
0DE24
0DE25
0ODE26B
0DE27

Transfer release

Fecall release

Left agent key message to call

Fequested Product Brochure #3
Completion Code 22
Completion Code 23
Completion Code 24
Completion Code 2-5
Completion Code 26

| EE | == |
FECALL — [fhgent —
[KEVMSET — [fhgent
FopEzz — fhgent
copEas — fhgent
copEs — [fhgent
copes —  [fhgent

o S i B i i

fiE—
fiEm—
—
A
Z
Ea—
T
Em—
Em—
2R

Completion Code 2-?




Completion codes available for agent keys

Completion codes

Completion codes

Code

16

17

18

19

20-34

35
89
90

51-88

93
94
95

98

Call result

RINGING

CUSTHU

TRANSFER

RECALL

AGENT
CODES

CANCEL
MANAGEDA
MANAGEDB

AGENT
CODES

SOLD
VERIFIED
UNVERIFIED

AORECALL

The following table lists the completion codes that you can assign to
agent keys.

Definition

Ringing phone (passed to agent).
Thisisapredefined system code that
cannot be edited but may be assigned
to an agent key.

Customer hung up in queue. Thisisa
predefined system code that cannot
be edited but may be assigned to an

agent key.
Transfer release. Thisis a predefined

agent code that can be edited and
assigned to an agent key.

Recall release. Thisis a predefined
agent code that can be edited and
assigned to an agent key.

These are unused completion codes
that can be edited and assigned to
agent keys.

These are predefined Managed
Dialing codes that can be assigned to
agent keys.

These are unused completion codes
that can be edited and assigned to

agent keys.
These are predefined Sales

Verification codes that can be
assigned to agent keys.

Agent Owned Recall. Thisisa
predefined agent code that can be
edited and assigned to an agent key.
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Next Steps  To enable agentsto use new compl etion codes, you must assign them to
agent keys.

After you install the new completion codes on the system, you must
make the same changes in Monitor and Analyst on each Campaign
Director workstation.
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Add a completion code

Add a completion code

10

In the Code Type area, select Agents codes.
Thislimits the display to only agent codes. You must select Agents
codes to add or modify completion code results and definitions.

In the Result box, type a call result for an unused code (up to 14
a phanumeric characters.

In the Allow Retries check box, select the box to indicate yes, or leave
the box blank to indicate no.

In the Save dialog box, select In Process or Complete. If you have
completed all your changes and want the new file transferred to the
system, select Complete. If you are not ready to replace the files, select
In Process.
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Edit acompletion code

Edit a completion code

Select the system and click OK

If the system displaysaLiveor Pending status, Administration Manager
displaysthe View or Edit dialog box. Select Edit to create a copy of the
file.

In the Code Type area, select Agents codes.
Thislimits the display to only agent codes. You must select Agents
codes to add or modify completion code results and definitions.

In the Result box, type a call result for an unused code (up to 14
alphanumeric characters.

In the Allow Retries check box, select the box to indicate yes, or leave
the check box blank to indicate no.
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10 Inthe Save dialog box, select In Process or Complete. If you have
completed all your changes and want the new file transferred to the
system, select Complete. If you are not ready to replace the files, select
In Process.

Note

After you define and save an Agent code, you can modify the Resullt,
Description, and Allow Retries settings. If you change the Result field
to change the meaning of the completion code (for example, from
SALE to CALLBACK), it may affect system statistics and reports.
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Delete a completion code

Delete a completion code

Use the following procedure to delete a completion code.

In the Select System dialog box, select the system and click OK.
If the system displaysaLiveor Pending status, Administration Manager
displaysthe View or Edit dialog box.

In the Code Type area, select Agents codes.
Thislimits the display to only agent codes. You must select Agents
codes to delete completion code results and definitions.

Select Edit > Delete Row.
Administration Manager replaces the Result and Description
information with NOTUSED.

In the Save dialog box, select In Process or Complete.

If you have completed all your changesand want the new filetransferred
to the system, select Complete. If you are not ready to replace thefiles,
select In Process.
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Note

When you remove a completion code, Administration Manager
automatically checks all agent keysfilesfor that code. Administration
Manager clears the code from each agent key file and lists the affected
keysfiles. Edit the In Process or Complete copy of each listed keys
file to assign anew completion code or clear the key.
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Overview

Purpose  Agent keys are the computer function keys that agents use to complete
Avaya™ Predictive Dialing System (PDS) tasks. Agents use these keys
to record the result of a call or to start an action such as playing a
recorded message for a customer, logging off the job, or switching
screens.

Contents  This section contains the following topics.
Agent keys
*  Add an agent key
*  Predefined agent key actions



Agent keys

Overview

Plan

Agent keys perform actions that are available on your system, such as
releasing acall, transferring a call, displaying an agent screen, and
logging an agent out of ajob. See Predefined agent key actionsfor alist
of predefined agent key actions.

Depending on the selected action, you can also set up agent keysto
assign a completion code to arecord, display an agent screen, or play
an automated message to the customer.

You can design one key set that isavailableto all jobs, or you can have
multiple key sets.

Use Administration Manager to add or edit keysto meet your call
center’s changing needs. Agent keys are F1 through F12 or higher,
depending on the type of keyboard. In addition to the function keys,
you can assign key combinations to increase the number of available
keys. For example, the agent can press and hold the Ctrl key or Alt key
while pressing the function key.

Note

Your agents may have one or more keys assigned to Cut and Paste
information. Do not use these key combinations for agent keys
assigned in Administration Manager. The key combination Alt + F4 is
used by Windows and cannot be changed.

When you need to add or modify agent keys, consider the following
guestions before using Administration Manager:

*  How many function keys are available on agent keyboards?

*  What are the most frequently used completion codes or actions?
Consider assigning these to asingle function key rather than a key
combination.

» If agentstypically use morethan one screen, can you designate the
first few keysto go to a screen (for example, F2 displays screen
2)?

* Do you need one set of keysfor al jobs or multiple sets?

»  Canyou take advantage of any mnemonic association with acode
and a key? (For example, Ctrl+Shift+T plays an automated
message containing a technical tip.)
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Example

i Agent Keys - X¥Z Company - keyl M =]k

Description

Iagent key zet for group 1]
Control Automated Meszage =
Sequence  AgentKey  Action Call Result or Screen Mumber  Assignment
|"A@"M |F1 |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|

@l"MAM |F2 IHeIease line & record |;| ILeft agent key message tchl Ikey_msg_‘l |;|
|"AB"M |F3 |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AE"M |F4 |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AD"M |F5 |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AE"M |FB |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AF"M |F? |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AG"M |F8 |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AH"M |F9 |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|
|"AI"M |F1D |NDTUSED |;| |<NDNE> |;| |<NDNE> |;|

5




Add an agent key

Add an agent key

Agent keys

Type aname (up to 5 alphanumeric characters) and description for the
key set and then click OK. The Avaya PDS adds the prefix ag_ to the
file name.

Select a call result, screen number, or NONE in the Call Result or
Screen Number list.

If you selected Go To Screen in the Action box, select ascreen number.
If you selected an action that does not require acall result or screen
number, such as Adjust ear volume, select NONE.

Some codes can be assigned to multiple keys.

Select the message file in the Automated M essage Assignment box if
you want to assign this agent key to an automated message. The drop-
down list displays any messages you have assigned to Automated
Message queues



Agent keys

9 Inthe Savedialog box, select In Process or Complete.
If you completeall your changes and want the new filetransferred to the
system, select Complete. If you are not ready to transfer the file to the
system, select In Process.



Agent keys

Predefined agent key actions

Predefined agent key  The following table lists predefined agent key actions. Depending on
actions  how your system was set up, your system may not have all of these
agent key functions available.

Action Description

Adjust ear volume Displaysadialog box used to adjust the
ear piece volume. (See your Avaya
PDS administrator to determineif this
action is available on your system.)

Adjust mouth volume Displaysadialog box used to adjust the
mouth piece volume. (See your Avaya
PDS administrator to determineif this
action is available on your system.)

Agent assistant key Displays a message on the system
supervisor screen requesting assistance.

Blind transto INB Rel eases the outbound call and
associated Avaya PDS record to an
inbound or blend job, freeing the agent
for another call. (See your Avaya PDS
administrator for available transfer
methods.)

Dial pad enable Displays a dialog box with atelephone
keypad (if VLTERM is used).

Display values Displays alist of acceptable entries for
the selected field.

Field call Dials the phone number in the selected
field.

Go to first editable field Moves the cursor to a predetermined
position on the screen.

Go to screen Displays the selected screen on the
agent’s workstation monitor. Select a
screen in the Call Result or Screen
Number column.



Action
Hookflash blind trans

Hookflash supv trans

Log out of job

Managed cancel call

Managed dial ahead

Manual call

Manual hangup

Mark as Do Not Call

NOTUSED

Place call on hold
Re-connect headset

Refresh screen

Agent keys

Description

Transfersthe call and associated Avaya
PDS record using the hookflash method
and frees the agent for another call.
(Seeyour Avaya PDS administrator for
available transfer methods.)

Transfersthe call and associated Avaya
PDS record using the hookflash method
but keeps the agent on the line with the
customer. (See your Avaya PDS
administrator for available transfer
methods.)

Requests to remove the agent from the
job (required for each key set).

Releases the Managed job preview
record without dialing.

Dialsthe preview record during a
Managed job before the preview time
expires.

Allows the agent to type a phone
number for the system to dial.

Releases the customer from the phone
line but retains the agent’s connection
to the line to make a manual or field
call.

Marks the customer’srecord as Do Not
Call for al calling listsincluded in the
job’s Do Not Call group.

Indicates the key has no defined
function.

Places the call on hold

Reconnects the agent to the customer
that he or she placed on hold.

Redisplays the dialog box without the
agent’s entries.



Action

Release line

Release line and record

Release record

Set recdll

Supv transto INB

Toggle Key

Transfer call

Trunk transfer

Undo last change

Agent keys

Description

Codes the call and releases the
customer connection (the record is still
available).

Codes the call and releases the agent’s
connection with the customer and
record.

Releases the record, freeing the agent
for another call.

Displays the recall appointment dialog
box.

Transfers the outbound call and
associated record to an inbound or
blend job but keeps the agent on the
line with the customer. (Seeyour Avaya
PDS administrator for available
transfer methods.)

Switches between the host and the
Avaya PDS sessions.

Transfers the call and frees the agent
for another call. (See your Avaya PDS
administrator for available transfer
methods.)

Transfersthe call using the trunk
method but keeps the agent on the line
with the customer. (See your Avaya
PDS administrator for available
transfer methods.)

Restores the last change in the current
text field to its previous state.



Overview

Purpose  Messages are the digitized recordings that customers hear when they
are on hold, waiting for an agent, during a Virtual Agent job, or when
an agent plays a message. Messages serve a number of functions. They
can assure calersthat their calls have not been disconnected. They can
prepare callersfor the upcoming transaction, asking them to have credit
cards and order numbers ready. They can answer frequently asked
guestions. They can promote the business or advertise new products
and services.

Contents  This section contains the following topics:

Message overview

Message text types

Create amessage

Edit amessage

M essage assignments

Create a message assignment
Telephony.spt file

Delete Message Assignments

Modify one or more Message Assignments
Recording messages



Messages

*  Message Mapping overview

*  Create amessage map

*  Message value wildcard characters
*  Select amessage map



Messages

Message overview

Messages  Thefollowing illustration describes the steps in creating a message.

Information Flow
for messages

Define and create }
S Assign messages

to wait queues }

and message
scripts Record and ﬁ
digitize messages

(Cool Edit)

hMessage Mapping
{optional feature)

There are three components to creating a message:

*  Define and create message text

*  Assign messages to wait queues and message scripts
*  Record and digitize messages

*  Message Mapping (optional)

Define and create message text

Define and create message text by assigning the message a file name,
writing the text of a message, assigning it to a message type, and
identifying the message as a male voice, female voice, or music.
Although it is not mandatory to type the full text of the message, most
companies find it helpful to have awritten record of the text.

Assign messages to wait queues and scripts

Assign messages to wait queues according to how the messageis going
to be used. For example, isit an outbound or inbound wait queue, and
do you have 1 or more messages, asin a script? Use the answersto
assign messages to the appropriate wait queues and scripts.

Record and digitize messages

Record your messages and digitize messages to play on the Avaya
PDS. Once created and digitized, the messages are ready to use on your
next job.



Message numbers

Messages

Message Mapping (optional feature)

This optional feature enables you to choose a specific field in each
record on the calling list. The information in this field determines
which message will be played to the customer.

Use Message Mapping to perform the following functions:

*  Select sourcefieldsfromthe calling list. You can use any field that
exists on the calling list.

»  Define source values the system will compare to the datain the
source field on the calling list. You can defined specific source
values or arange of values. You can also use wild cards.

*  Select the empty field you defined in the calling list to receive the
message number. (The Avaya PDS places the message number
into thisfield.)

*  Save each message map with a specific file name. Message maps
are stored on the dialer. A .mm extension is added to your
filename.

For example, you can target records form specific states with unique

messages relevant to the state, or you can play one message to an

account holder that is 30 days past due, and a different message to an

account holder that is 90 days past due. The following items are used

with Message Mapping:

*  Usemessage text to save and name messages used in message
maps

»  Use message assignments to specify the calling list field to useto
target records during preprocessing and to specify a default
message to play if the message map finds no relevant value in the
calling list field that you have chosen.

* Usethecalling list feature to select the Avaya PDS and the calling
list to use when specifying message maps, select message maps,
and save your selections. You can link a message map to more
than one calling list.

You can record up to 1970 messages. However, most switches limit the
total time for all messages to 35 minutes. The digital switch uses the
message number to access thefile.

The voicemsg.cfg file on the system links each message file with a
message number. This allows the Avaya PDS to refer to the messages
by number rather than by file name. The message number refers to the
file's location on the Large Port Voice Card (LPVC).
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File names  Using the M essage Text menu command, you define thefile name, text
of the message, message type, and the message gender for al of your
messages. Give each message a unique name of up to eight characters.
The name cannot contain any special characters. Do not type an
extension. When you record the message, Administration Manager
adds a . AU extension. The file name identifies the sound file located on

the system.

The following table lists examples of file names.

Message
Name

fwaitl

mwaitl

fwait2

mwait2

infwaitl
inmwaitl

fpfl

mpfl

Description

First outbound wait queue message recorded using
afemale voice

First outbound wait queue message recorded using
amalevoice

Second outbound wait queue message (female
voice)

Second outbound wait queue message (male
voice)

First inbound wait queue message (female voice)
First inbound wait queue message (male voice)

Agent key message (female voice). (pf isa
standard designation for agent keys. It comesfrom
the abbreviation for programmabl e function keys.)

Agent key message (male voice)

Plan  When you need a new message, consider the following questions
before using Administration Manager:

e What will be the text of the message?

Many peoplefind it helpful to write out the message. The recorded
message and the message text should match.

*  What isthe purpose of the message and how will it be used?

*  Will the message be recorded with amale or female voice or both?

Whenever possible, have the same person record all messagesto
be used in a series.

*  Will you have to remove a message to make room for this one?



Messages

You are limited to 1970 digitized messages on the server.
*  Could you use an existing message instead of creating a new one?
*  Which queue will use the message?
*  What languages do we need for these messages?

Example
& Message Text - XYZ Company
Dizplay Queue Type Dizplay Order
’7(3' All  Automated ¢ Inbound Queue ¢ Outbound Queus ' Universal ‘ ’75' Humber € File Name
Mumber File Mame [4L) Twpe Muzic or Yoice Contents ;I
I_S IMFWAITF Inbound | |Female =|[ |F - Thank you for calling, you may continue to wait. |
I_S b T Outbound — =)f |Male = [t - Hold the line please, | have a call for this number
m b AI T 2 Outbound — =)f |Male > M - Somy to keep you waiting. "m stil trying to connect.
IT bl T 3 Outbound — =)f |Male = [+ - Still trving, hold please.
W b TF Outbound — =)f |Male | M - Thank you for waiting. Sormy | couldn’t connect wou, |
m Ik AITT Inbound = |Male = [M - Thank you for caling. An operator will be with you sh
m (M WAITZ Inbound = |Male | |M - Fleaze hold for the nest available operator.
m (M kAWAIT S Inbound = |Male = M -we're il tying.
m Mk WAITF Inbound = |Male =|[ [t - Thank you for calling, you may continue to wait,
[17 [noTuseD - =
[ 18 [noTuseD - - 5
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M essage text types

Message text types  When you create a message, you are required to classify it into one of
four types: Automated, Inbound, Outbound, or Universal. When
creating your message, you use the Type list to make your selection
based on the message’s intended use.

Automated Delivered when an agent presses a function key or
during a Virtual Agent job

Inbound Delivered to customers when they are on hold in
an inbound wait queue

Outbound Delivered to customers when they are on hold in
an outbound wait queue

Universal Serves multiple purposes (available for al queue
types)



Create a message

Create a message

10

Messages

Select System > M essage Text.
The Select System dialog box appears.

Select atypein the Display Queue Type area.
Select All if you do not want to limit the display.

Place your cursor in the File Name box of an unused message number
and type a name for the message. Unused message numbers display
NOTUSED.

Double-click the Contentsbox to display alarger text box and then type
the text of your recorded message.



Messages

If you complete all your changes and want the new file transferred to
the Avaya PDS, select Complete. If you are not ready to transfer the
fileto the Avaya PDS, select I n Process.



Edit amessage

Edit a message

Messages

Select System > M essage Text.
The Select System dialog box appears.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the new file transferred to
the Avaya PDS, select Complete. If you are not ready to transfer the
fileto the Avaya PDS, select I n Process.



M essage assignments

Overview

Message assignment
queue types

Messages

After you create the message text files, use the Message Assignment
dialog box to first assign messages to queue types and then to set up
scripts. A script is aseries of messages that customers hear in the
inbound, outbound, or transfer wait queues. You designate the order in
which the Avaya PDS plays the messages. You can choose to play
music or have silence between messages. A script may also consist of a

single message.

As stated earlier in Message overview, Administration Manager
requires that you assign messages to one of four message types:
Automated, Universal, Inbound, or Outbound.

Similar to choosing message types, the Avaya PDS also requires that
yOu assign message assignments (scripts) to one of five wait queue

types:

*  Automated
*  Virtua

*  Transfer

*  Inbound

e Outbound

The difference between the two typesis that message assignment types
are more vast—they provide alabel where scripts (which consist of
individual messages that each have their own message type) are played
for a specific circumstance.

The following table shows how the message types and message
assignments relate to each other.

Wait queue | Description Allowable message
type types

Automated | Used for messagesthat the = Automated Universal
agents play to customers
using an agent function key

Outbound Used to assigh messages Outbound,
that the system playsto Automated, Universal
customersin outbound wait
gueues and to answering
machines



Wait queue list

Wait queue
type

Inbound

Transfer

Virtual

Description

Used to assigh messages
that the system playsto
customers in inbound wait
gueues

Used to assigh messages
that the system playsto
customersin transfer wait
queues

Used to assign messages
that the system playsto
customers during Virtual
Agent jobs (jobs that
deliver messages without
agent intervention)

Messages

Allowable message
types

Inbound, Universal

Inbound, Universal

Automated, Universal

On the Wait Queue dialog box, thereisaWait List Action list, which

has four options:

* Deliver Message

e Pause

Start Looping

*  Voice Response

Note that the only wait queue action available for the Automated queue
typeis Deliver Message.

Action

Deliver
Message

Pause

Description

Plays a recorded message.
You select the name of the
message file. The file may
contain voice or music.

Specifies how long to wait
between messages. You
select the amount of delay
(silence) in seconds.

Queue type

Automated,
Outbound, Inbound,
Transfer, Virtual

Outbound, Inbound,
Transfer
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Action Description Queue type
Start Instructsthe systemtorepeat  Outbound, Inbound,
Looping the wait queue actions that Transfer

follow. You must follow this
command with a Deliver
Message statement. Use Job
Editor to set the maximum
timeacaler can stay in the
gueue.

Voice Instructs the systemtowait ~ Outbound, Inbound

Response for avoice response to verify

that the caller or called party
isstill on theline. If not, the
system disconnects the line.

Outbound wait queue  The following shows how messages are combined to make a script.

example

w

1.

© © N o g A

Hold the line please. | have avery important call for you from
(company name).

5 second pause.

Start Looping. (This loop begins with line four. The system will
repeat all lines below the start looping statement for the length of
time listed in Campaign Director.)

Sorry to keep you waiting. I’'m still trying to connect.
5 second pause.

Still trying, hold please.

5 second pause.

Still trying to connect. Thank you for waiting.

8 second pause.

Inbound wait queue  The following shows how messages are combined to make a script.

example 1

Thank you for calling (company name). A representative will be
with you shortly.

5 second pause.

Your call isimportant to us. Please hold for the next available
representative.

7 second pause.



Automated message

example

Example

8.
9.

Messages

Please continue to hold. A representative will be with you

momentarily.
7 second pause.

Start Looping. (This loop begins with line eight. The system will
repeat the message and music as many times as you set in the Job

Editor.)

Thank you for waiting, please continue to hold.

Music.

This script consists of a single message that the system plays when an
Agent presses afunction key.

Please call your sales representative for information about a

special offer.

Inbound Wait Queue - Susan - INFWAIT1 M= 3

Description IFemaIe Meszage played in the Inbound ' ait Queue

‘wiait ueue Action Message Field File Mame or Delay Music orYoice Contents

IDeIiver Meszage |L| IJDBID |L| Iinfwait‘l |L| |Fema|e |5 - F - Thank you for calling. &An op

IPause |L| I |L| |5 seconds |L| | |5 seconds

IDeIiver Meszage |L| IJDBID |L| Iinfwait2 |L| |Fema|e |B - F - Pleaze hold for the nest avai

IPause |L| I |L| |5 seconds |L| | |5 seconds

[olooens ]| E| | |

IDeIiver Meszage |L| IJDBID |L| Iinfwait‘l |L| |Fema|e |5 - F - Thank you for calling. &An op
@I Pause |L| I |L| |5 seconds |L| | |5 seconds

[ =11 =11 =] |

Cin Process
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Create a message assignment

Create amessage  Usethefollowing procedure to create a message assignment.
assignment

1  Select System > Message Assignments.
The system can play only one message for each function key.

2  Select Automated, Inbound, Outbound, Transfer, or Virtual in the
Display Type box and then click New.

4  Select an action in the Wait Queue Action list.
For automated message queues, your only option is Deliver Message.

5  Select the name of the field that will contain the message number after
preprocessing. Use the M essage Field box only if you are using

message mapping.

6  Select the message you want the system to play in the File Name box.
If you are using message mapping, select adefault messageto play if no
matches are found for the source values you specified in the message

map.

8 Inthe Save dialog box, select In Process or Complete.

If you complete all your changes and want the new file transferred to
the system, select Complete. If you are not ready to replace the Avaya
PDSfile, select In Process.



Messages

Note

If you have not completed al the required fields, Administration
Manager will display an error message prompting you to complete the
required fields. After all fields are complete, you can save successfully.



Telephony.spt file

Overview

Messages

Each time you transfer a Message Assignment to the Avaya PDS, the
system adds it to afilenamed t el ephny. spt . In addition to the
lines you create, the Avaya PDS adds lines of code to complete the
assignment. The telephny.spt file on the system may not exceed 1500
lines. Unless you keep track of and limit the lines within thisfile, you
may exceed the limit and receive an error.

If you get this error, you must take immediate action to correct the
problem. If you do not fix the problem, with the next reboot, the Avaya
PDS may fail to start jobs, or it may start jobs but not deliver messages
beyond line 1500.

After completing the changes, select Data > I nstall Data to export
Message Assignments to the system. To reduce the number of linesin
the telephny.spt file, do one or more of the following:

*  Delete Message Assignments that you no longer use. (You must
delete all statuses of a message assignment—Complete, Pending
or Live—to remove it from the telephony script file).

*  Modify one or more of the Message Assignments that you
exported.

*  Contact your Avaya PDS vendor for assistance



Messages

Delete Message Assignments

Delete Message
Assignments

10

box.

Repeat steps 4 and 5 for each status of a message assignment you want
to delete.

Repeat steps 3 through 6 for each message assignment you want to
remove from the telephony.spt file.

On theingstall tree, verify that Administration Manager automatically
selected Message Data.

Click OK. Administration Manager beginsthe datainstall process. The
message data transferred to the system isinstalled after the next Avaya
PDS reboot and empty datainstall.
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Modify one or more Message Assignments

Modify one or more
Message Assighments

Use the following procedure to modify one or more Message
Assignments.

Reduce the number of linesin one or more of thefiles. Consider using a
Start Looping statement instead of playing multiple messages.

Remember, the Avaya PDS adds lines to each Message Assignment.
You need to allow for these lines when reducing the Message
Assignment.

In the Save dialog box, click Complete.



Recording messages

Messages

Overview

Your recorded voice messages must be digitized for the Avaya PDS to
use them. You have severa options for creating digitized messages.
You can record the messages yourself and send them to a third party to
be digitized, you can use a service bureau to record and digitize the
messages, or you can use software that records and digitizes your
messages. When the message isready for use, storeit in Administration
Manager’s message subdirectory.

The method you choose depends upon your resources. If you have a
large number of recordings or you do not believe that you have anyone
with an appropriate voice or language, you may want to use a service
bureau. Some companies use service bureaus so they can match
regional accents. Another option isto make recordings yourself as a
way of testing the content, and then have them professionally recorded
when you are happy with the content.

Note

If you use a service bureau to record and digitize the messages you
must specify the message format. The service bureau can provide the
file through the network, floppy disk, or cassette tape.
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Message M apping overview

Message Mapping
overview

The Message Mapping feature is optional. Message maps link wait
gueue messages to fields you select from the calling list. Use message
mapping to customize information customers hear in the outbound wait
queue.

For example, you can play different messages based on customer
categories on the calling list. You define a message map to link to one
of three messages, depending on the value the Avaya PDS finds in the
customer ranking source field in the calling list.

Message maps can link to any field in acalling list. For example, you
can choose the message customers hear based on their zip code, city, or
account type. The value that appearsin that field determines the
message each customer hears.

You can link several message maps together in a script just as you can
other messages. You can also combine messages and message maps
together in the same script. You can use message maps with more than
one calling list.

A message map uses the calling list in two ways. Firgt, it looks for
information in the field you specify (sourcefield). You also specify the
variables that the system looks for in this source field, and instruct the
system what to look for.

Second, the system looks for an empty field you defined in the calling
list (message field). The system inserts the message number that it will
play based on the value in the source field. You can also specify a
default message (recommended) in case no information in the source
field matches the criteria.

You use the Message Mapping feature to define new message maps.
Before you define a message map, you must have recorded and saved
the messagesit will use. Each calling list field you use as a source field
for a message map must already exist on the calling list. The empty
message field must already exist on the calling list.

Note

The Message Mapping feature may not be available on your system. If
you would like to add this feature, contact your Avaya PDS
representative.



Plan

Example

Messages

When you need to create a message mapping, consider the following
points:

Which fields from the calling list do you want to use to select
different messages?

Which message do you want each type of customer to hear?

What will you name the empty field that will receive the message
number from the system?

If you are using several dynamic messagesin arow, how will you
record the messages to be sure they sound like one smooth
message?

The telephony script file, telephny.spt, islimited to atotal of 1500
lines. This 1500 lines must serve all script linesfor all calling lists
handled by the system.

Each message is limited to one minute.

The system can store atotal of 35 minutes of recorded messages,
or up to 1970 messages.

Message Mapping - gprime - RANKING M=l E3

Drescription

IMessage about new programs available bazed on customer ranking

Mame: IHANKING Source Field: IHISTDHY2 Meszage Field: IFILLEH
Source Yalue Meszage Value
Gold Twait] -
Silver Twait2 -
@ Platinmurm [ fwaita -




Create a message map

Create a message map

Messages

Name the message map. You can use a maximum of eight alphanumeric
characters.

Select the source field in the calling list (for example, ZIPCODE.) The
Avaya PDS compares the data in this field to the source values on the
message map to determine which message is played.

Select the name of the empty field you created in acalling list for the
message number in the M essage Field box.

Click OK. You cannot edit the fields after you click OK. You can only
delete and re-enter the information.

Enter the value or range of values that the Avaya PDS will look for in
the source field in the Sour ce Value box. For example, ZIPCODE =
98000-99999 to play a specific message for customers within
Washington state.

Select the message to play in the M essage Value box when the source
value or avaue within the range is found.
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10 Repeat steps 9 and 10 for each set of variables. In the Save dialog box,
select In Process or Complete.

Note

Message Maps have a*“last onewins’ rule if more than one message
number is selected to be placed in the message field. If criteriafor the
same message field matches more than one source field in your
message map, the last message number processed will play. If you are
using more than one message map, the last message number processed
on the last message map will play.



Message value wildcard characters

Messages

Overview  When you specify criteriafor afield, you use an expression to define
the subset of records you want to use. An expression is a combination
of wildcard characters such as greater than (>) or less than (<), and

other values.

Wildcard characters ~ Message Mapping uses the following wildcard characters..

Wildcard character

<>0r-~

ISEMPTY
IS SPACE

*
?

Description

equal to

not equal to

greater than

less than

greater than or equal to
less than or equal to
match on empty field
match on space-only field
match all

match on single character
match on one valuein a series

match on any valuein arange

If you want customers with a balance greater than $5000 to hear a
message about account insurance, your expression might be >5000 in
the ACCTBAL source field. Then specify the name of the message that
corresponds to accounts of that size.



Select a message map

Select a message map

Messages

Select the system and the calling list in the Calling List - Select
Application dialog box.

Select theM essage M ap tabinthe Calling List - [filename] dial og box.

A pull-down menu lists names of all existing message maps. You can
add more lines by selecting Append.

Select the message map(s) to associate with this calling list. You can
move your choices up or down, or delete lines.

Save your selections. Select In Process or Complete.
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Overview

Purpose  In Administration Manager, an application is an association of calling
lists and download and upload file definitions.

Contents  This section contains the following topics:
*  Applications overview
*  Create an application
»  Select an application
*  Copy an application
 Delete an application
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Applications overview

Applications overview

Inbound calling lists

Administration Manager defines an application as an association of
calling lists and download and upload file definitions. When you create
an application in Administration Manager, you specify either an
inbound or outbound calling list.

Typically, an outbound calling list begins with information provided by
the host, in the form of a datafile. The field layout you define on
Administration Manager must match the layout of the datafile received
from the host computer. Check your work carefully.

The Avaya PDS processes the data file received from the host
computer, checks for records that are duplicated or that contain invalid
telephone numbers, and marks those records as ineligible for calling.

Marking the ineligible records and adding the system fields changesthe
host computer datafileinto an Avaya PDS calling list. The AvayaPDS
uses the calling list to make phone calls, display customer information
on agent screens, and save the results of calls.

At the end of each remaining record, the Avaya PDS appends empty
datafields. These data fields will contain information about the
activities completed during your daily calling operations. For example,
the datafields will store the agent’s login name, the results of the call,
and the duration of each call.

The Avaya PDS identifies each outbound calling list aslist followed by
anumber up to 500 (for example, listl).

The format of the customer records stored in your inbound list varies
depending on the type of business you do and how you interact with
your host computer.

If your agents work directly with a host computer, your inbound list
may contain only a single custom field. Agents use the information in
thisfield to query the host computer for an account record. Thisfield
should uniquely identify each record in the database. Typical fields for
this purpose are ACCTNUM and PHONEL.

In a stand alone system where no host is available, the format of the
inbound list may be similar to your outbound calling list. However, the
fields contain no data, because their function is to accept new
information gathered during calling activities.

Since you can use Administration Manager to define more than one
application, you must select acalling list name before you begin atask.
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When you select the Download, Calling List Format, Inbound List
Format, or Upload command from the Application menu, the Select
Application dialog box appears. There are several types of Select
Application dialog boxes, but they all serve the same purpose. If the
dialog box has a Display filter group, you can limit the dialog box
display to a particular completion status.

The system identifies each inbound list asinbnd followed by a number
up to 500 (for example, inbnd1).

Application copy  You can copy an application to a new application name on the same
Avaya PDS or to another Avaya PDS. When you copy an application,
Administration Manager copies the download, calling list or inbound
list, upload, and file processing definitions from one application to
another. Administration Manager copies each definition in the
following preference order: I n Process, Complete, Pending, Live. All
definitionsin the new application are assigned an In Process status. For
example, if thereis an In Process download definition, Administration
Manager copiesit to the new application. If there isa Complete
download definition (but no In Process definition), the Complete
definition is copied to the new application and assigned a status of In
Process

Delete an application  You can also delete applications. Deleting an application deletes al
download, calling list, upload, and file processing information for that
application. It also deletes the processed calling or inbound list on the
Avaya PDS the next time you use the Install Data feature. The Avaya
PDS stores a copy of the deleted list for up to seven days. Depending
on the size of the backup list and other data on the system, hard disk
space might be limited.

Important
Be careful when deleting an application. You cannot undo this action.

Plan ~ When you need to create a new application, consider the following
guestions before using Administration Manager:

*  Will this application be used with an inbound or outbound calling
list?

* If you have more than one Avaya PDS, which one will use this
application?

*  What fields may be needed in addition to the downloaded datafile
fields for your agents to be productive?
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Note

When you add new applications or change existing applications using
Administration Manager, it does not automatically update your Avaya
PDS reports. You can use PC Analysis or Analyst to design similar
reports or contact your Avaya PDS vendor to update your system
reports.



Create an application

Create an application

Applications

Select Application > Application Definition.
The New Application dialog box appears.

Type adescription (up to 40 a phanumeric characters) of the application
inthe List description box.

Select File > Save.
The new application appearsin the Current Applications|list.
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Select an application

Select an application  Usethe following procedure to select an application.

1  Select asystem from the System list.

2  Select the application and then click OK.



Copy an application

Copy an application

Applications

Select the system that contains the application you want to copy under
Existing Application Lists.

Select the system to which you want to copy the application under New
Application list.

Select File> Save.
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Delete an application

Delete an application  Use the following procedure to delete an application. Remember, this
action cannot be undone.

4  Select Edit > Delete Row.
Administration Manager displays a message asking you to confirm the
deletion.

5 Click OK.
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Overview

Purpose  The download process transfers data from the host computer to the
Avaya™ Predictive Dialing System (PDS) whereiit is converted to an
outbound calling list. Use the download feature to set up thefile
formats and file transfer details used to transfer files from the host
computer to the system. You download information from the host to an
AvayaPDS calling list in either ASCII or standard IBM (EBCDIC) file
format.

Contents  This section contains the following topics:
Download overview
»  Edit download field names
e  Specia formats
*  Create specia formats
e  Specia field symbols
 Addfiddfiller information
 Adddatatrandations
* Mergefields
*  Create the download file structure
Complete an FTP download
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e Complete atape download



Download overview

Overview

Host Gateway LAN file
transfer

Download data

Using the download feature, you provide the Avaya PDS with three sets
of information.

*  You provide information about the layout of the host data file and
the field attributes of each record.

. You describe the format, block size, and file structure used in the
host datafile.

*  You define how the data transfer occurs. You can load host data
onto the system using FTP or tape. (If your systemis currently set
up to use a host gateway, you can select the host gateway transfer
method.)

In each download, you must include the host fields the Avaya PDS uses
to select records, to display on agent screens, and to include in Avaya
PDS reports. Include at least one phone number. Gather the necessary
format and file transfer information from your Avaya PDS
administrator.

Download data flow

Define fieldsto | | ¥

download
Diefine file *
structure
: Cefine download
Special transfer method
farmats
(optional)

If you use aHost Gateway LAN for file transfer, a radio button will
already be selected for that option in Administration Manager. Do not
changethisto another option! If you do, you will lose that ability and
will have to have it reconfigured.

The Host Gateway LAN file transfer option is obsolete with Avaya
PDS 12.0. If you have an earlier version of the Avaya PDS, you can
still use it. But remember, do not change file transfer methods in



Edit download field names

Data Types

Use Same Start

Plan

Download data

Adminstration Manager or you will lose the ability to transfer filesvia
Host Gateway LAN.

The Fieldstab is used to specify the information you want to download
from the host. For example, the host file may contain information
ranging from the customer name and account number to the date of the
last purchase and balance due. You may want to download only some
of thisinformation to your calling list. Before you edit download field
names, you must define an application.

When defining download fields, you must choose a data type. Data
types are:

e Text

« Date

e  Money

*  Numeric
e Phone

e Time

If you select Phone, Administration Manager automatically setsthe

field name to PHONEL, PHONEZ2, and so on. If a field contains both
alphaand numeric characters, select Text asthe datatype. You may
also select Text for all numeric dataif it is not used in any calculation.

You can use the same information to populate different fields. For
example, PHONEL contains the 10-digit phone number. The
AREACODE field takes the 3-digit area code from the PHONEL field.
Because Same Start is selected, AREACODE and PHONEL display the
same value (21) under Start. The field following the AREACODE field
begins at the end of the longer field (PHONEL).

When you need a new download definition, consider the following
guestions before using Administration Manager:

*  Which fields from the host file do you want to download?
*  What isthe format of the host file information?

* Isthere any special formatting you want to apply to the
downloaded data?

*  How do you want the data displayed in the calling list?
*  What isthefile and record structure of the host data?
*  What download method do you use (FTP or tape)?
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e Which fieldswill you want on the agents’ screens?
*  Which fieldswill you need to select records?
*  Which fieldswill you want for system reports?

Which fieldswill you need for record keeping or order
processing?

Note

When you add new applications or change existing applications using
Administration Manager, it does not automatically update your system
reports (such as the Reject and Days on Avaya PDS reports). You can
use PC Analysis or Analyst to design similar reports or contact your
Avaya PDS vendor to update your system reports.

Example  UseApplication > Download to tell the Avaya PDS which fields the
host will download and to define the format for each download list.
After filling out the Download dialog box and saving your work, you
will have created a download file definition.

The Download dialog box has three tabs: Fields, Structure, and

Method.
@Download - XYZ Company - list1 x|
Description IWidgets Customer List
Fields | Structurel Methodl
Same

Field name Type Length Start  Start  =End Description Special

@lNAME [Test [ 2 (20 Customer Matme o
[FHOMET [Fhiare [0t [0 Home Phone v
J4REACODE [Hurmesic: [ 3Pt 23 brea code o
[FRODUCT [Hurmesic: [ &allpt [35 roduct code number 'l
[HOSTID [Hurmesic: [ 4 ks lz ost id number o

Special | i




Download data

Edit download field names

Edit download field names

10

Typethe name of thefirst field (up to 15 a phanumeric characters) inthe
download In the Field Name box. Names appear in uppercase.

Select the Same Sart check box if thisfield uses the same data as the
previous field.

Click the Special button if you want to apply special formatting to the
field.
For more information, see Special formats.
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In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the download definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.



Specia formats

Overview

Special format: merge

Download data

You can apply special formatting to fields downloaded from the host to
meet Avaya PDS requirements. Use the specia format feature to define
the following:

*  How you want the system to display the data

e What information you want to force into a selected field

*  How to convert specific values of afield to different values
*  Fieldsyou want to combineinto asinglefield

Use the Format tab to define how you want host data displayed in the
calling list.

For example, you can add dashes to a phone field's format or add a
decimal point to adollar value. The Host format and Avaya PDS format
drop-down lists contain commonly used special formats. You can select
from these lists or type your own formats, including literal characters.

The following illustration shows an example of the Format tab in the
Specia Format dialog box.

Faormat |
Host format: Dialer format:

[cee e E |

Use the Merge tab to identify fields you want to combine into another
field. You must define the download fields that you want to combine
before you can define the merge field.

Add the merge field on arow below the download fields that you want
to merge. It is recommended that you add merge fields below all
download fields.

For example, the area code, exchange, and line number have each been
defined as separate fields on the Download Fields tab. You define the
fourth field (PHONE?2) for the complete phone number and use the
Specia Format - Merge feature to combine the values from the area
code, exchange, and line number fields.
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Note

The Avaya PDS requires the entire phone number (area code,
exchange, and line) in asingle field. If you need to break out the area
code, exchange, and line in separate fields for other purposes, use the
Specia Format’s M er ge feature. Administration Manager correctly
calculates the system added fields PHONESTAT & ZONEPHONE.
Thisis done by using the specia formatting feature Merge. The
AREA< PREFIX, and SUFFIX are separate fields; the PHONEL field
follows the SUFFIX field. Use Datatype Text instead of Data type
Phone for PHONEL. The special formatting check box is selected, and
thefieldsfor AREA, PREFIX, and SUFFIX are added for the MERGE
field for PHONE1

Special format: translate  Usethe Trandate tab to identify specific field values you want to
convert to different values. For example, you can convert ZIP codes to
cities.

Translate |

Host data: Dialer data:

98052 Fedmond

95004 Eielleue Append |

93005 B ellevus]

Dialer default: I

Special format: Structure  Use the Structure tab to provide the Avaya PDS with information
about the host file structure and size. The Avaya PDS uses this
information to read the host data and process the download file.

If your system is year 2000 compliant and your Administration
Manager system supports the Switch Year feature, use the Structure tab
to set a switch year value. The system uses this number to convert the
year in adate field from two to four digits. If a downloaded two-digit
year is greater than or equal to the switch year, the system inserts 19
into the century position of the date. For values less than the switch
year, the system inserts 20 into the date. For example, if the switch year
value is 30 and the downloaded year value is 95, the system inserts 19
(1995). If the downloaded value is 05, the system inserts 20 (2005).
Define a switch year value based on your data and business needs.

Consider how far beyond the year 2000 your data extends.

If you use the Switch Year feature, you must also define special formats
for your date fields.
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Complete the fields that apply to this download. Required fields are
noted in the applicable step.
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Create specia formats

Create special formats

Use the following procedure to define special field formatting.

Select thefield you want on the Download Fieldstab and then click the
Special button.

The Special Format dialog box appears. Select the Host field only
option if you do not want to copy thisfield to the calling list (for
example, FILLERY).

Select or type the format of the datain the host record in the Host
format box.

Theitemsavailablein the Host and Dialer format boxes depend on the
field’'s data type.

Select or type the format that you want the data displayed on the system
in the Dialer format box and then click OK .
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Special field symbols

Special field symbols  Administration Manager uses the following symbolsto represent
specific types of characters or information.

Data Type Symbol Description
Text, Phone @ Alphanumeric characters and phone
numbers
Number # Numeric, with leading zeros
Money $ Numeric, without leading zeros, left
justified digits
Date MM Month
DD Day
YY Year
CC Century (Usein the host and dialer

formats when the host download file
includes the century digits.)

NN Century (Usein the dialer format to
insert the century digits calculated
by the Switch Year feature.)

19 Century (Usein the dialer format to
insert 19 before the two digit year.)

20 Century (Useinthe dialer format to
insert 20 before the two digit year.)

Time HH Hour

MM Minutes

SS Seconds

All datatypes (space) Place holder (Usein the host format
to insert acharacter inthe dialer
format, such as a dash or adecimal
point.)

If you define a special format that inserts a character into afield, you
must insert a space in the host format that corresponds to the new
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character in the dialer format. For example, to insert a decimal point
into amoney field, type the host format with a space where you want to
locate the decimal point (###H##H ##). Type the decimal point in the
dialer format ($$SSHH#H).

If your system isyear 2000 compliant, you need to define how to
handle the century digits for date fields. Use one of the following
methods:

* If ahost download file contains eight-digit date fields that include
the century, use the symbol CC to define the century digitsin the
date format.

* If ahost download file does not include the century digitsin the
date fields and the Switch Year featureis set up on Administration
Manager, use the symbol NN to define the century digitsin the
date field’s dialer format.

* If Administration Manager is not set up to use Switch Year, you
can define specific century digits that you want the system to
insert into a date field. For example, if you insert 19 into a date
field’ sdialer format, the system will insert 19 into that datefieldin
every record of the calling list.

Note

Administration Manager does not require you to insert spacesin the
host format to represent inserted century digitsin the dialer format.

Special formatting for  The following table lists examples of how to use specia formatting for
downloads  downloads, including sample host and dialer data.

Host Format Dialer Format Host Data Dialer Data
Q@ @@ Q@@-@@@- 2065554259 @ 206-555-4259
@@@@ @@@@

(phone number)

THEHE SEH HH 059095 $590.95

HitHt Hi S Hit 000995 $09.95

MM DD YY MM/DD/YY 061898 06/18/98

CCYY MM DD MM/DD/CCYY @ 19980618 06/18/1998



Host Format

YY MM DD

MM DD YY

YY MM DD
MM DD YY
HH MM SS

@@ @@
@@@Q@ (socid
security
number)

Dialer Format

MM/DD/
NNYY

MM/DD/
NNYY

YY/DD/19YY
MM/DD/20YY
HH.MM.SS

@E@Q@-@@-
@E@@@

Host Data
980618

061805

980618
061805
102050
123456789

Download data

Dialer Data

06/18/1998
The example
isbased on a
switch year
value of 30.

06/18/2005
The example
isbased on a
switch year
value of 30.

06/18/1998
06/18/2005
10.20.05
123-45-6789
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Add fidd filler information

Add field filler information  Use the following procedure to add field filler information.

Special.

3 Typetheinformation you want to force into the selected field in Fill
info.
The system insertsinto the field exactly what you type. For example, if
you want to fill afive-character field with asterisks, type five asterisks.

4  Click OK.



Add data trand ations

Add data translations

Download data

Select the Trandlate tab in the Special Format dialog box and then
click Append.

Type the data as it appears in the host field in the Host data box.
Leavethefield blank to represent anull field. Pressthe spacebar to enter
a space character.

Type the data you want in the downloaded field in the Dialer data box.
Leavethefield blank to represent anull field. Pressthe spacebar to enter
a space character.

Type the default value you want to use when the host field contains a
valuethat doesn’t appear inthe Host datalist in the Dialer default field.
Thisisan optional entry. The calling list uses thisvalue if no match is
found between the host field value and valuesin the Host datalist. If you
leave thisfield blank, the calling list field is left empty when no match
isfound.

Click OK.
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Merge fields

Download data

Select thefirst field you want to merge and click > button in the
Available host fields list.

Repeat step 3 for each field you want to merge.
Administration Manager merges the field datain the order listed in the
Mergefieldslist.

Click OK.
When you define amerged field, no Start and End positions are
calculated on the Fields tab.
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Create the download file structure

Create the download file

structure

Type the size of one host record if necessary, in the Record Size box.
By default, Administration Manager displaysthe ending position for the
last field defined on the Fields tab. This field must contain an entry.

Type the size of the buffer in which the records are stored in the Block
Size box.

By default, Administration Manager displaysthe record size. However,
the system converts the data more efficiently when you increase the
block size. This value must be a multiple of the Record size entry and
lessthan 32,000. If you are unsure what to enter, multiply therecord size
by 10. Thisfield must contain an entry.

Type the number of blocksto read in the Blocks Read box.
Administration Manager displays a default value of 1. The
recommended setting is 10. Blocks Read multiplied by Block Size (the
number of bytes that the system reads before processing the data) must
not exceed 32,000. If Blocks Read is too high, the system converts no
records and displays no error statements. This field must contain an
entry.

Administration Manager does not automatically update the Structuretab
if you changetherecord length on the Fieldstab. You must type the new
Record Size, Block Size, and Blocks Read settings to reflect the new
record length.

Type the number of bytesin the host file to skip before beginning data
conversion and writing in the Skip Recor ds box.
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11

12

13

14

Download data

Type atwo-digit year number in the Switch Year box. Complete this
field if your system isyear 2000 compliant and your Administration
Manager system supports the Switch Year feature.

Select the value (null or space) to place in every blank position for all
fieldsin each record in the Terminator list.

Select the data type (ASCII or EBCDIC) of the host file in the
Character Set list. Thisfield must contain an entry.

Select the method to use to handle type case in the Case Conversion
list.

The default isUPlow (leave case asis). Other options are UPPER
(convert all charactersto uppercase) and lower (convert all charactersto
lowercase).

Select Remove carriage return to remove carriage returns from each
record.

Select the Remove line feed check box to remove line feeds from each
record.

Type the name of the custom download process for your system
(optional) in the Custom Executable box.

Select File> Save.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the download definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Complete an FTP download

Complete an FTP download

10

Use the following procedure to complete an anonymous FTP
download.

In the Passwor d box, type the logon password for the host computer.
If you complete all your changes and want the download definition
transferred to the Avaya PDS, select Complete. If you are not ready to
transfer the definition, select In Process.

In the Host File box, type the path and file name of the file on the host
system.

In the Save dialog box, select In Process or Complete.
If you complete all your changes and want the definition transferred to
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the Avaya PDS, select Complete. If you are not ready to transfer the
definition, select In Process.
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Complete atape download

Complete a tape download

If you use 9-track tape to transfer information between the Avaya PDS
and the host computer, use the following procedure to complete a tape
download.

Select the tape density in the Density box.
/dev/rmt/2hsn for high density tape
/dev/rmt/2msn for low density tape

Select the type of tape header (IBM or none) in the L abel box.
If you select IBM, the Avaya PDS skips the header information at the
beginning of thefile.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the definition transferred to
the Avaya PDS, select Complete. If you are not ready to transfer the
definition, select In Process.
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Overview

Purpose  The Avaya™ Predictive Dialing System (PDS) uses calling list
information to convert downloaded host datainto an Avaya PDS
outbound calling list.

Contents  This section contains the following topics.

Calling list definition overview
Track call results

Edit caling list fields

Prepare calling list

Edit list preparation details

Edit update settings

Customize calling list processing
Link a message map to the calling list
Specify calling list processing order
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Calling list definition overview

Calling list definition

overview

When you need to create acalling list definition, consider the following
guestions before using Administration Manager:

Note

What fields do you want the system to add for tracking calling
activities?

If you are using message mapping, what fields do you need to add
for message maps?

Which field do you want to use for duplicate checking?

What call results do you want to track?

Do you want to index the calling list?

Do you want to mark records as not callable after they have been
on the system for a specified length of time? If so, how long?

If you download host records on consecutive days, do you want to
update the returning records with the previous day’s results?

Are there custom processes you want to run against this calling
list?

In what order do you want your custom processes to run?

When you add new applications or change existing applications using
Administration Manager, it does not automatically update your system
reports (such as the Reject Record and Days on Avaya PDS reports).
You can use PC Analysisor Analyst to design similar reports or contact
your Avaya PDS vendor to update your system reports.

Important

When creating acalling list definition, complete the Calling List tabsin
order from left to right.
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Create calling list
definition

Ciefine call ﬁ
result

tracking Define calling | | ;
list fields :
Defing calling list }
pre-processing
Define calling
list updates
Define |
Define custorm
Define message processing

Processing maps —I—
order | -

f 1

Call results tracking  Usethe Featurestab to identify the call resultsyou want the AvayaPDS
to track for due diligence. Due diligence, also called post-update, is an
optional feature that the system uses to track the number of call
attemptsto arecord. For each call attempt, the Avaya PDS tracks the
date, time, and call result for the number of phones selected. It is
particularly helpful to industries that are required to contact a customer
aminimum number of times before taking an action. For example,
some institutions cannot refer a past due account to a collection agency
until the institution has made four unsuccessful attempts to contact the
delinquent account.

Note

To use thisfeature, Due Diligence must have been selected during
Administration Manager system setup. Contact your system installer if
fields on the Features tab are disabled.

Calling list fields  Usethe Fieldstab to display information about all fieldsin the calling
list and to define custom fields, which are placed between the host
fields and Avaya PDS-added fields. For example, you may want to add
acomment field that agents use to type any call information that
doesn'’t fit into other fields, or define an empty Message Field for a

message map.



Calling list field preparation

Update settings

Customize calling list

processing

Calling list processing

order

Calling lists

You can select the type of calling list fields you want to view.

Select To display

All All calling list fields

Download = You can select the type of calling list fields you want to
view.

Input Custom fields only

Diaer Avaya PDS-added fields only

Note

To display fields defined using the Download feature, select Refresh
Calling List from the Edit menu.

Use the Prepare tab to specify how acalling list is processed, tracked,
and reported. For example, you can define duplicate and reject record
checks, ZIP Code conversion to area codes, and calling list record
indexing.

Use the Update tab to specify the update criteriafor thiscalling list.
Use this feature when you download host records on consecutive days
and want to update the returning records with the previous list’s results.

Use the Custom tab to define custom processing for the calling list. You
can add or remove processing programs that have been designed
specifically for your system.

Note
Not all systems have this option.

Use the Ordering tab to define the order for all processing on this
calling list. You can change the order of the custom processing you
select.

Warning

You can aso change the standard processing order. However, this may
interrupt the calling list processing before it is complete or destroy the
calling list. You cannot remove time zone processing.
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Track call results

Calling lists

Select the application and click OK.
Administration Manager displays the Calling List dialog box with the
Featurestab selected.

Select Ignore subsequent attempts or Overwriteinitial attempts.

If you select Ignore subsequent attempts, the system tracks only the
number of attempts selected.

If you select Overwriteinitial attempts, the system overwritesthecalling
activity history on the oldest attempt with the results of the most recent
attempt after the selected number of attempts has been reached.

Select the number of phone fields (up to 4) in the calling list that you
want to track. A minimum of 2 phone fieldsis required.

Select the number of attempts (up to 5) to call arecord. A minimum of
2 attemptsis required.

Select each completion code for which you want to track calling activity
history.
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10 Inthe Savedialog box, select In Process or Complete.
If you complete all your changes and want the definition transferred to

the system, select Complete. If you are not ready to transfer the
definition, select In Process.



Edit calling list fields

Edit calling list fields

10

Calling lists

Type aname for the custom field (up to 15 a phanumeric characters) in
the Field Name box.

Select the Enable Data Transfer check box if you want to transfer the
datain thisfield during a voice and data transfer.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the calling list definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Prepare calling list

Prepare calling list ~ Use the following procedure to prepare acalling list.

2  Select Removeduplicaterecordsin the Duplicate Entry and Reject
Recor ds box to enable this feature.

3  Select thefield to use to identify duplicate records in Duplicate Field.
Typical choices arethe ACCTNUM or PHONELX field.

4  To exclude records meeting specific criteria. In the Field box, select a
field name. Inthe Value box, type afield value. If thefield containsthis
value, the record is marked as not callable.
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Edit list preparation details

Edit list preparation details

Select the Index calling list check box, and then select a unique key
field to index the calling list. This provides faster record access for
processes such as Record Edit or Campaign Batch Update. A typical
choiceisACCTNUM.

Select the Insert area code based on ZIP Code check box, then select the
ZIP Code field to perform a ZIP-to-area code conversion. Select this
option when your ZIP Code data is more accurate than your area code
data. You must have a current ZIP Code to area code database installed
on the system.

To track the number of days arecord has been on the system, select
Calculate consecutive days on system, and then define the following:
— Inthe Sort field box, select a unique field to use to match records
between the new calling list and the previous calling list. A typical field
choiceisACCTNUM.

— Inthe Maximum Consecutive days box, select the number of days
that arecord can remain on the system before it is marked as old.

— Inthe Daysin Work Week box, select the number of daysin the call
center’swork week.

— To mark records identified as old as not callable, select Delete
records reaching maximum days. The system placesaD (delete) in the
record’s STATUSFLAG field when it has been on the system for the
defined maximum consecutive days.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the calling list definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Edit calling list update

settings

Calling lists

Select the key field that identifies arecord for update in the Match on
Unique Field box. A typical choiceis ACCTNUM.

Select the field(s) you want to update in the Selectable Fields box and
then press >.

To select multiple fields, hold down the Ctrl key and click the field
names.

Select the Resultsto Track check box for each completion code you
want to track.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the calling list definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Customize calling list processing

Customize calling list
processing

Select the custom processing you want to add in the Available Calling
List Processing list.

To select multiple processes, press the Ctrl key and click the items you
want.

Click > to move the selected item(s) to the Selected Calling List
Processing list.
To remove processes from the list, select the item(s) and click <.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the calling list definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Link a message map to the calling list

Link a message map to the

calling list

Sel ect the message map to associate with thiscalling list. Message maps
must appear in the order (top to bottom) they will be used.You can move
your choices up or down or delete lines.

Save your selections.
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Specify calling list processing order

Specify calling list
processing order

Select Edit > Move Up or Edit > Move Down to move the item up or
downinthelist.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the calling list definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Overview

Purpose  You can use Administration Manager to create empty inbound lists for
use with Intelligent Call Blending.

Contents  This section contains the following topics:
*  Inbound lists
e  Createaninbound list
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Overview

Record format

Define input fields

Data types

Inbound lists

Inbound lists are templates that contain fields but no data. You create
inbound listsfor Intelligent Call Blending® systems. The inbound lists
store data about the type of callsthe Avaya PDS. Agents complete data
fields and the information can be uploaded to the host. When you
define an inbound list, you assign a number to it; Administration
Manager automatically adds the prefix inbnd (for example, inbndl or
inbnd2). You define one set of data for each inbound list, including a
unique identifier for accessing the records on the host and uploading
the records to the host. The unique identifier isagroup of charactersis
unique to each record, typically an account number. In addition, you
define the fields that appear on agent screens and reports.

The format of the customer records stored in your inbound list varies
depending on the type of business you do and how you interact with
your host computer.

If your agents work directly with a host computer, your customer
records may contain only asingle custom field. Agents use the
information in this field to query the host computer for an account
record.

In a standalone system, the format of the customer records may be
similar to your outbound calling list. However, many of thefields are
empty because agents use these fields to collect information during
calling.

Note

You must create an inbound application before you can define an
inbound list.

After you create an inbound application, you define the inbound list
format.

Use the following data types:

e Text

e Date

e  Money

*  Numeric
Phone
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Time

If you select Phone, Administration Manager automatically sets the

field name to PHONEL, PHONEZ2, and so on. If a field contains both
alphaand numeric characters, select Text asthe datatype. You may
also select Text for all numeric dataif it is not used in any calculation.

Plan  When you need to create an inbound list definition, consider the
following questions before using Administration Manager:

Will agents work directly on your host computer (interactive
system)?

If the system isinteractive, what is the query field?

Will you use the Avaya PDS as a standalone system?

Which fields do you want to retain for account records?

What completion codes will agents use?

Which fields does an agent need to efficiently serve the caller?
What information do you want in reports?
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Create an inbound list

Create an inbound list  Use the following procedure to create an inbound list.

2  Select the system and application in the Select Application dialog box
and then click OK.

4  Typeafield name (no larger than 15 aphanumeric characters) in the
Field Name box.

9 Inthe Save dialog box, select In Process or Complete.
If you complete all your changes and want the download definition
transferred to the system, select Complete. If you are not ready to
transfer the definition, select In Process.
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Overview

Purpose  The upload process transfers data stored in inbound and outbound
calling lists to your host. Use Administration Manager’s upload feature
to set up the file formats and file transfer details used to transfer files
from the Avaya™ Predictive Dialing System to the host compuiter.

Contents  This section contains the following topics:

Upload file definition overview
Edit upload fields

Create special formats

Add field filler information

Add data transations

Create the upload file structure
Complete an FTP upload

Compl ete a tape upload

Specify the upload selection criteria
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Upload file definition overview

Overview

Host Gateway LAN file
transfer

Upload file definition

Using the upload feature, you provide the Avaya PDS with four sets of
information.

*  You provide information about the layout of the host upload file
and the field attributes of each record. Typically, you upload some
or all of thefieldsincluded in the calling list.

. You describe the format, block size, and file structure in the
upload file.

*  You define how the data transfer occurs. You can transfer data to
the host Avaya PDS using either FTP or tape (if your Avaya PDS
iscurrently set up to use a host gateway, you can select the host
gateway transfer method).

*  You define which calling list records to upload.

For each calling list that you want to upload, you must include the
fields the host system needs for its processing. Gather the necessary
format and file transfer information from your system administrator.

If you use aHost Gateway LAN for file transfer, a radio button will
already be selected for that option in Administration Manager. Do not
changethisto another option! If you do, you will lose that ability and
will have to have it reconfigured.

The Host Gateway LAN file transfer option is obsolete with Avaya
PDS 12.0. If you have an earlier version of the Avaya PDS, you can
still use it. But remember, do not change file transfer methods in
Adminstration Manager or you will lose the ability to transfer filesvia
Host Gateway LAN.

Upload on the Application menu tells the Avaya PDS which fields to
upload and defines the format for each upload file. The Upload dialog
box consists of four tabs:

 Fieds

e Structure
*  Method
Select
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4] Upload - XYZ Company - listl
Description IWidgets Customer List
Fields | Structurel Methodl Selectl
Same

Field name Type Length Start  Start End Description Special

@E\IAME [Test [ 2 ] Customer name '
|[FHOMET [Phiare [0t [0 Phone number '
[BALAMCE [Money [ &8llpt 3 [Total amourt due '
[DATE [Date [ 8E3  p6  [ystem date of cal Il
[TIME [Tirne [ &8lp7 B4  [Bystemtime of cal Il
[5TATUS [Test [ 2rks 56 I=ystem status of call o
[ENTRY [Date [ &8llk7 F4  [Bystem entry date Il
[RECALL [Date [ &8lks F2 Eystem recall date o

Special | i

Note

Before you create an upload definition, you must define an application.
You may also want to define the download and calling lists for this
application before defining the upload.

Data Types  You must choose a data type:

e Text

e Date

e  Money

*  Numeric
Phone

e Time

If you select Phone, Administration Manager automatically sets the
field name to PHONEL, PHONEZ2, and so on. If a field contains both
alpha and numeric characters, select Text asthe data type. You
may also select Text for al numeric dataif it isnot used in any
calculation.

Duplicate removal  In order to remove duplicate records during the upload process, you
must first understand how the process works.

During upload or download processing, the Avaya PDS can be
configured to remove duplicate records. You specify acalling list field
that is unigue to each record, for example, an account number. If,
during processing, there are two records with the same account
number, the second record will be marked with an R in the calling list
STATUSFLAG field. Thistells the system not to call the second
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record, because it contains the same account number as another record
in the caling list.

Fill in the following text boxesif you want to remove duplicate records
during the upload process:

e UniquelD
. Extraction ID
. Extraction Value

Unique ID

The Unique ID text box requires an entry that corresponds to a unique
field on your calling list. Select acalling list field from the drop down
list that is unique to the record, for example, an account number
(ACCTNUM). The entry in the Unique ID text box is how the Avaya
PDS will identify duplicate records. Once duplicate records are found,
an Risplaced in the STATUSFLAG field of the duplicate record.

Extraction ID and Extraction Value
The Extraction ID text box and the Extraction Va ue text box work

together to remove duplicates from a calling list once they have been
flagged as duplicate records.

Choose the STATUSFLAG field from the drop down of the Extraction

ID text box. Remember, if thereisan R inthe STATUSFLAG field, the
record was marked as a duplicate record.

The Extraction Vaue isthe value in relation to the field that you chose
in the Extraction ID text box. For example, if youwant alist of all valid
records (no duplicates) then you want alist of all records without an R
in the STATUSFLAG field. If the Extraction Value = ~R (not R),
records without an R in the STATUSFLAG field are temporarily saved
to another location. A new list is created, containing only records
without STATUSFLAG R. This new list overwritesthe origina list,
giving you alist without duplicates.

The following is an example of how to fill-in the three text boxes to
remove duplicate records from a calling list during upload activities:

. Unique ID = ACCTNUM
. Extraction ID = STATUSFLAG
. Extraction Value = ~R
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Note

You cannot add entries to one field without adding entries into the
other. Thiswill cause corruption to your calling list. Either fill in all
fields or leave al fields blank.

Plan  When you need a new upload definition, consider the following
guestions before using Administration Manager:

*  What isthe format of the calling list information?
*  What format does the host require to read data?
*  Whichfieldsfrom the calling list do you want to upload?

* Isthere any special formatting you want to apply during the
upload process?

What isthefile and record structure of the upload file?
*  What upload method do you use?
*  Which records do you want to upload to the host?



Edit upload fields

Edit upload fields

Upload data

Typethefield name (up to 15 al phanumeric characters) of the first field
you want to upload In the Field name box.

If youwant to upload all or most of the fieldsfrom the calling list, select
Edit > Power Load. Administration Manager copies all field
definitions but not special formatting from the calling list to the Upload
Fields tab.

Type the number of charactersin the field In the L ength box.

You enter the exact number of charactersto upload in the length box.
The Avaya PDS formats data based on special formats but only sends
the number of characters specified.

Select the Same Start check box if this field uses the same data as the
previous field.

This option uses data from the previous field to populate the current
field. For example, if the previousfield contains both the area code and
phone number, type 3 in the Length box and select the Same Start check
box to place the area code in a separate field when it is uploaded.
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11

12

Upload data

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the upload definition
transferred to the Avaya PDS, select Complete. If you are not ready to
transfer the definition, select In Process.
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Create specia formats

Create special formats  Use the following procedure to create special formats.

3  Select the field you want and click the Special button. The Special
Format dialog box appears.

4  Select or type the format of the data in the host record in the Host
format box.

5  Select or type the format that you want the data displayed on the system
in the Dialer format box and then click OK.
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Add fidd filler information

Add field filler information  Use the following procedure to add field filler information.

Special.

3 Typetheinformation you want to force into the selected field in Fill
info.
The system insertsinto the field exactly what you type. For example, if
you want to fill afive-character field with asterisks, type five asterisks.

4  Click OK.
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Upload data

Add data translations

Select the Trandlate tab in the Special Format dialog box and then
click Append.

Type the data as it appears in the host field in the Host data box.
Leavethefield blank to represent anull field. Pressthe spacebar to enter
a space character.

Type the data you want in the uploaded field in the Dialer data box.
Leavethefield blank to represent anull field. Pressthe spacebar to enter
a space character.

Type the default value you want to use when the host field contains a
valuethat doesn’t appear inthe Host datalist in the Dialer default field.
Thisisan optional entry. The calling list uses thisvalue if no match is
found between the host field value and valuesin the Host datalist. If you
leave thisfield blank, the calling list field is left empty when no match
isfound.

Click OK.
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Create the upload file structure

Create the upload file
structure

Type the size of one host record if necessary, in the Record Size box.
By default, Administration Manager displaysthe ending positionfor the
last field defined on the Fields tab. This field must contain an entry.

Type the size of the buffer in which the records are stored in the Block
Size box.

Type the number of blocksto read in the Blocks Read box.
Administration Manager displays a default value of 1. The
recommended setting is 10. Blocks Read multiplied by Block Size (the
number of bytes that the system reads before processing the data) must
not exceed 32,000. If Blocks Read is too high, the system converts no
records and displays no error statements. This field must contain an
entry.

Administration Manager does not automatically update the Structure tab
if you changetherecord length on the Fieldstab. You must type the new
Record Size, Block Size, and Blocks Read settings to reflect the new
record length.

Type the number of bytes in the host file to skip before beginning data
conversion and writing in the Skip Recor ds box.

Type the number of bytes to convert and write in the Read Bytes box.
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Upload data

Type atwo-digit year number in the Switch Year box. Complete this
field if your system isyear 2000 compliant and your Administration
Manager system supports the Switch Year feature.

Select the value (null or space) to place in every blank position for all
fields in each record in the Terminator list.

Select the data type (ASCII or EBCDIC) of the host file in the
Character Set list. Thisfield must contain an entry.

Select the method to use to handle type case in the Case Conversion
list.

The default isUPlow (leave case asis). Other options are UPPER
(convert all charactersto uppercase) and lower (convert all charactersto
lowercase).

Select Remove carriage return to remove carriage returns from each
record.

Select the Remove line feed check box to remove line feeds from each
record.

Type the name of the custom upload process for your system (optional)
in the Custom Executable box.

Select File> Save.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the upload definition
transferred to the Avaya PDS, select Complete. If you are not ready to
transfer the definition, select In Process.
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Complete an FTP upload

Complete an FTP upload

10

In the Passwor d box, type the logon password for the host computer.
If you complete all your changes and want the upload definition
transferred to the Avaya PDS, select Complete. If you are not ready to
transfer the definition, select In Process.

In the Host File box, type the path and file name of the file on the host
system.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the definition transferred to
the Avaya PDS, select Complete. If you are not ready to transfer the
definition, select In Process.
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Complete atape upload

Complete a tape upload

If you use 9-track tape to transfer information between the Avaya PDS
and the host computer, use the following procedure to complete a tape
upload.

Select the tape density in the Density box.
/dev/rmt/2hsn for high density tape
/dev/rmt/2msn for low density tape

Select the type of tape header (IBM or none) in the L abel box.
If you select IBM, the Avaya PDS skips the header information at the
beginning of thefile.

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the definition transferred to
the Avaya PDS, select Complete. If you are not ready to transfer the
definition, select In Process.
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Specify the upload selection criteria

Specify the upload
selection criteria

In the Save dialog box, select In Process or Complete.

If you complete all your changes and want the upload definition
transferred to the Avaya PDS, select Complete. If you are not ready to
transfer the definition, select In Process.
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11 Transfers and schedules

Overview

Purpose  Transfer processing allows you to set up and modify scheduled events
that you define, such as uploads, downloads, and job related tasks. You
can also view processes that the Avaya™ Predictive Dialing System
(PDS) schedules and executes.

Contents  This section contains the following topics:

Transfer and schedules overview
Commands and parameters
Create file transfer routines
View event schedules

Schedule adialer event

Dialer events schedule examples
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Transfer and schedules overview

Transfers overview

Schedules overview

Usethe File Transfer Setup dialog box to define file transfer processing
for the downloads and uploads you have defined. Typically, afile
transfer routine is made up of one or more data transfers of the same
kind. For example, you might define one transfer routine for downloads
and another transfer routine for uploads. You must define afile transfer
routine before you can schedule it, even if the transfer routine contains
only one download or upload.

You can define scheduled events, such as transferring files, starting
jobs, and selecting records. You add and modify your scheduled events
in the Dialer Event Schedules dialog box. Administration Manager
does not allow you to edit Special Program events. Instead, delete
Special Program events that no longer meet your needs and then define
one or more new events.

»  Schedule downloads to occur Monday, Wednesday, and Friday at
5AM and end by 8 AM. (Use File Transfer Setup to define the
end time.)

e Schedulerecord selections to run Tuesdays and Thursdays at 9
AM.

»  Schedulejobsto start Tuesday and Thursday at 10 AM.
»  Schedule areport to run daily at 6 PM.

The Dialer Event Schedules dialog box displaysfile transfer and dialer
processes. You can view all scheduled processes or only the processes
you have defined and sort the display by the time the processis
scheduled to occur or aphabetically by process. You can also view and
print the Dialer Event Schedules report.

For each scheduled process, Administration Manager displays the
following information.

Start time The time of day (in minutes and hours) that the
event is scheduled to start. An asterisk (*) in the
hour field indicates that the process runs every hour.

Day The day that the event is schedulesto run. An
asterisk (*) indicates that the processruns every day
or every day of the week displayed in the Weekday
field.



Month

Weekday

Command
Parameter

End time

Transfers and schedules

The month that the event is scheduled to run. An
asterisk (*) indicates that the process runs every
month on the days selected in the Day or Weekday
fields.

The day(s) of the week the processis scheduled to
run. Days are numbered 0 through 6 representing
Sunday through Saturday. An asterisk (*) indicates
that the process runs every day of the month
selected in the Day field.

The binary file or script name for the process.
Any parameters associated with the process.

For file transfers, the time of day that the Avaya
PDS stops attempting the transfer.
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Commands and parameters

Overview

For each event that you schedule, you select acommand and any
required parameters. Parameters provide additional information the
Avaya PDS uses to run the command. The parameters available depend
on the selected command.

Command Parameters

File transfer Select afile transfer routine you created
using the File Transfer Setup option on the
System menu.

Start job Select ajob name.

Run report Select acalling list name and report name.

Run selection Select acaling list name and the record

selection name.

Run special program  Select or type the special program name.

Include the directory path (/usr/vl/custom)
with the program name. You can type
additional command information in the
same parameter field as the program name.

The following list provides tips for setting up command parameters:

When typing command parameters, include the directory path for
each command, and include all appropriate flags and arguments.

After Administration Manager synchs the event schedules with
the Avaya PDS, the command parameters may appear to be
different. The schedule parameters still meet Avaya PDS
reguirements. No changes are necessary.

When you change any parameter in a schedule, Administration
Manager clears the other parameter fields. Be sure to reselect or
retype all necessary parameters.

Typically, you select Parameter 3 (2>/dev/null 1>/dev/null) to
redirect messages produced by the selected command to a null
device instead of the Avaya PDS administrator console.



Transfers and schedules

Note

If you schedule record selections and jobs, you should still verify that
your download was successfully received.
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Create file transfer routines

Create file transfer routines

Select the system from the Select System dialog box and then click
New.

Type a name and description for the file transfer routine and then click
OK.

Type the time that the Avaya PDS will stop attempting atransfer in the
End timebox. Thisisarequired entry. Use the 24-hour format (for
example, 19:30 represents 7:30 PM).

Type the number of minutes and seconds to wait between each calling
list transfer in the Delay box.

Select the Retry check box if you want to repeat the processif an
attempt fails. If you select thisoption, attempts are repeated until the end
time.

Select Edit > Append Row to add another transfer to theroutine. (If you
select Retry, Administration Manager automatically adds a new row to
the transfer routine.)
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10  Repeat steps 6 through 10 for each additional transfer.

11 Sdect File> Save.

12  From the Save dialog box, select In Process or Complete.
If you complete all your changes and want the file transfer setup
definition transferred to the Avaya PDS, select Complete. If you are not
ready to transfer the definition, select In Process.
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View event schedules

View event schedules  Use the following procedure to view event schedules.

5 Select File > Close when you finish.
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Schedule adider event

Schedule a dialer event  Use the following procedure to schedule a dialer event.

appears.

6  Select or type any parameters associated with this processin the
Parameter boxes. For example, if you selected Transfer Filein the
Command box, select afile transfer routine (defined using the File
Transfer Setup feature) in the Par ameter s box.

7 IntheSart Time boxes, select the hour and minutes when you want the
processto start. Remember to use a 24-hour clock.

9 IntheWeekday box, select the day of the week you want the processto
run.

10 Inthe Month box, select the month you want the process to run.
You can select multiple months.
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11  Inthe Comments box, type any additional information about the
process and then click OK. You can modify existing user-defined event
schedules. In the Dialer Event Schedules dialog box, double-click the
schedule you want to modify.
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Dialer events schedule

examples
Minute
30 *
30 00
30 04
07 00
15,30 11,

17

Hour

Day Month
* *
* *
* *

15,30 4,6,8, 10

The following table provides examples of dialer event schedules and
describes how the Avaya PDS interprets the settings.

Weekday Result

*

1,35

The command
runs every hour
of every day at
30 minutes past
the hour.

The command
runsevery day at
12:30 AM.

The command
runsat 4:30 AM
every Monday.

The command
runsat 7:00 AM
on the 15th and
30th of April,
June, August,
and October.

The command
runsat 11:15
AM, 11:30 AM,
5:15 PM, and
5:30 PM every
Monday,
Wednesday, and
Friday.
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Minute @ Hour | Day Month Weekday Result

00 06 * * 1,2,3,4, Thecommand
5 runs at 6:00 AM
every Monday
through Friday.
Thisisatypical
schedule for
downloads.

00 21 * * 1,2,3,4, Thecommand
6 runsat 9:00 PM

every Monday
through
Thursday and
Saturday. Thisis
atypical
schedule for
uploads.
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Overview

Purpose  Administration Manager provides a set of reports that you can view or
print. The reports provide details on the Administration Manager
settings for the selected Avaya™ Predictive Dialing System (PDS).
Administration Manager also provides two reports that provide details
on the datainstall process.

Contents  This section contains the following topics.

Administration Manager reports

Reports

Report legend

Generate an Administration Manager report
Generate an Out of Synch report

Preview an Out of Synch report

Print an Out of Synch report
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Administration Manager

reports

Reports

Use the report information to review and verify your Administration
Manager settings before you use Install Data to transfer them to the
Avaya PDS. The reports also provide a hard copy archive of your

settings.

Administration Manager provides the following reports.

Report title

Agent Keys Report

Cdlling List Features
Report

Calling List Format
Report

Cdling List
Processing Order
Report

Completion Code
Report

Configuration Report

Dialer Event
Schedules Report

Download Format
Report

Description

For each agent key, lists the control
sequence, key or key sequence, action, call
result or screen number, and automated
message assignment name.

Lists call tracking definitions, including
attempt type, number of phone fields,
number of attempts, and completion codes
to track.

Lists the settings for each calling list field,
including the name, type, source, length,
and description.

For each calling list process defined, lists
the sequence number, description, and any
parameters.

For each completion code, lists the number,
call result, description, recall setting, and
code type.

Listsinformation from the System Setup
Configuration tab, including the
configuration fields and values entered.

Lists the scheduled time, command name,
parameters, and end time for each
scheduled event.

For each download field, lists the name,
length, type, start position, end position,
and any specia formatting that has been
defined.



Report title

Download Processing
Report

Late List Field Report

Late List Value Report

Message Text Report

Message Assignment
Automated Message
Report

Message Assignment
Inbound Wait Queue
Report

Message Assignment
Outbound Wait Queue
Report

Network Report

System Basic
Information Report

System Features
Report

System Summary
Report

Reports

Description

Lists the file structure and transfer method
settings for the selected calling list.

Liststhe calling list name, field names, and
descriptions that have been identified for
updating.

Liststhe calling list name, completion
codes, and descriptions that have been
selected for updating.

For each message, lists the message
number, file name, music or voice (male or
female), message text, and message type
(inbound, outbound, automated).

For each queue, lists the queue name, wait
gueue action assigned, and message
content.

For each inbound wait queue, lists the
gueue name, wait queue actions assigned to
the queue, and message content.

For each outbound wait queue, lists the
gueue name, wait queue actions assigned to
the queue, and message content.

Listsinformation from the System Setup
Network tab, including the host TCP/IP
address, alias, description, and modem
server.

Listsinformation from the System Setup
Customer tab, including mailing and
shipping addresses, and customer contacts.

Listsinformation from the System Setup
Features tab, including the features and
products installed on this system.

Provides a summary of all System Setup
information.
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Report title Description

Upload Format Report = For each upload field, lists the name,
length, type, start position, end position,
and any specia formatting that has been

defined.
Upload Processing Liststhe file structure and transfer method
Report settings for the selected calling list.

For Administration Manager reports, you can select only one of the
following completion statuses.

In Process: The file definition is not complete.
Complete: Thefile definition is complete.

Pending: Administration Manager has transferred the file
definition to the Avaya PDS. The next time the system reboots and
synchronizes with Administration Manager, Administration
Manager changes the statusto Live

Live: Thefiles that have been transferred from Administration
Manager to the Avaya PDS.



Data install reports

Out of Synch report

Reports

Administration Manager providestwo reports. The Out of Synch report
lists the Avaya PDS configuration files that have been modified since
the previousinstall data process. The Install report contains the results
from the Avaya PDS installation process, which occurred during the
most recent Avaya PDS reboot. The installation process activates
Administration Manager files on the Avaya PDS.

The following sections provide more information about each report
including areport legend which describes the files listed in the Out of
Synch and Install reports.

The Out of Synch report identifies files on the Avaya PDS that are no
longer in synch with the files on Administration Manager. When
Administration Manager runsthe Install Data command, it first verifies
that al files on the Avaya PDS are till in synch. If Administration
Manager determinesthat afileis out of synch, it importsthe file from
the Avaya PDS, displays a warning, and writes the information to the
Out of Synch report. The Out of Synch report contains the following
information.

Report information Description

Date Displays the date, in MM/DD/YY format,
that the install data occurred.

Time Displays the time, in HH:MM:SS format,
that the install data occurred.

System ID Displays the Avaya PDS identification
number

File name Displays the name of the Avaya PDSfile

that is out of synch. See Report legend for
descriptions of the files listed in the Out of

Synch report.
Imported Indicates whether Administration Manager

imported the Avaya PDSfile and saved it
with aLive status.



Install report

Reports

The Install report indicates whether or not the Avaya PDS successfully
installed the exported Administration Manager files. The installation
process takes place when the Avaya PD S reboots.

The Install report contains the following information.

Report information Description
System ID Displaysthe Avaya PDS identification
number.

Action/Error and Code = Displays the Administration Manager
Install Data batch number that the Avaya
PDS processed. For each file in the batch,
the report displays an action, such as
FILEINSTALL or EXECPROG, or
indicates an error on the first line. On the
second line, the report displays an Avaya
PDS message or error code number for the
result of the action.

Message and Command = If the Action value is a batch number, the
report displays the date (YY/MM/DD
format) and time (HH.MM.SS format)
that the Avaya PDS started the installation
process. For each file in the batch, the
report displays the result of the command
that the Avaya PDS attempted to process.
On the next line, the report displays the
command, which consists of the action, a
directory location, and afile name.
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Report legend

Report legend  Thisreport legend describes the files listed in Administration
Manager’s Out of Synch and Install reports. The files are displayed in
alphabetical order according to file extension.

The Administration Manager feature that you use to define the file's
settings follows each file description. The following information also
appears at the end of each report.

Crontab

Liststhe processesthat are scheduled to run automatically onthe diaer.
For each process, the crontab contains settings for the time (minute
and hour), day(s) of the week, month(s), and day(s) of the month.
When atime listed in the crontab matches the dialer system time, the
dialer starts the specified process.

(System > Dialer Event Schedules)

PUlist*.cfg
Contains information the Avaya PDS uses for due diligence
(postupdate) processing.

(Application > Calling list
Features tab)

compcode.cfg
Listsall of the call completion codes (system and agent) for the dialer.
(System > Completion Codes)

voicemsg.cfg
Lists the digitized voice messages installed on the dialer.
(System > Message Text)

* conf

Contains information about the host datafile and its format, including
the record size and character set.

(Application > Download and Upload
Fieldstab including special formats)
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*dict

Defines the record layout of the host data file. For each field in a
record, adictionary (*.dict) file contains the field start position, field
length, datatype, host format, dialer format, and other special
formatting instructions.

(Application > Download

Fieldstab including special formats)

*.dnld
Contains download file transfer information, such as the selected
download transfer method and host login name and password.

(Application > Download
Structure and Method tabs)

* fdict

Contains the record format information used to convert host datainto a
calling list.

For each field in arecord, afile dictionary (*.fdict) definesthe field
name, field length, data type, and description. File dictionaries contain
definitions for host fields, customer-added fields, and dialer-added
fields.

(Application > Calling List

Fieldstab)

script.hlp

Contains information about the telephony.spt file, such as message
assignment label's (Queue names) and wait queue message names and
text. The script.hlp fileis part of the Avaya PDS character-based help
system.

(System > Message Assignments)

* Ky
Contains agent key definitions that identify, for example, key
combinations and actions such asrelease line or transfer call.

(System > Agent Keys)

*.prep

Contains the calling list preparation information, for example, to
remove duplicate records, index the calling list, and calcul ate the
number of consecutive days arecord has been sent to the dialer.
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(Application > Calling List
Prepare, Update, Custom, and Ordering tabs)

*rd_tape

Containsfiletransfer information for downloads, such asthe dictionary
(.dict) and configuration (.conf) file names and whether to append
downloaded data to an existing list.

(Application > Download
Structure and Method tabs)

telephny.spt

Contains call processing information, including message assignments,
which tell the dialer how to handle calls. The telephny.spt file must not
exceed 1500 lines.

(System > Message Assignments)

agentkey.tbl
Liststhe agent keys (*.ky) files set up for the Avaya PDS. Campaign
Director also references the agentkey.thl file.

(System > Agent Keys)

calllist.tbl
Liststhe calling lists currently on Administration Manager and the
Avaya PDS. Campaign Director also references the callist.thl file.

(Application > Application Definition and Calling List)

telephny.tbl

Lists the wait queue labels (message assignment names) currently in
the telephny.spt file. Campaign Director also references the telephny.thbl
file.

(System > Completion Codes)

code.tsub
List the completion codes and descriptions that the Avaya PDS uses
when it generates calling list reports.

(System > Completion Codes)

*.upld
Contains upload file transfer information, such as the selected upload
transfer method and host login name and password.
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(Application > Upload
Structure and Method tabs)

*.wt_tape

Containsfile transfer information for uploads, such as the dictionary
(.dict) and configuration (.conf) file names, upload selection criteria,
and the calling list name.

(Application > Upload

Structure, Method, and Select tabs)

* xfr

Contains file transfer routine settings, such as the transfer end time,
transfer type (download or upload), calling list name, delay time, and
whether to retry an unsuccessful transfer.

(System > File Transfer Setup)
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Generate an Administration Manager report

Generate an Administration
Manager report

Use the following procedure to select the Administration Manager
report.

Select the system for which you want to generate Administration
Manager reports.

From the Report Master List, select the report you want to generate,
and then click >.

To select multiple reports, press Ctrl key and click the field names. To
select all reports, click >>. To remove areport from the Sel ected Report
Ligt, click <. To remove all reports from the list, click <<.

Select Edit > Run System Reports.

Administration Manager generates the selected reports. If you selected
multiple reports for display, Administration Manager displays each
report consecutively. You can preview the printed report or print the
report.

Click Cancel to display the next report.
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Generate an Out of Synch report

Generate an Out of Synch  Use the following procedure to generate an Out of Synch report.
report

1 Select Administration > Out of Synch Report. Administration
Manager automatically displays the report.
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Preview an Out of Synch report

Preview an Out of Synch  Usethe following procedure to preview an Out of Synch report.
report

1 IntheOut of Synch Report dialog box, click Preview. Usethe Zoom and
Show Ruler options to change the preview.
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Print an Out of Synch report

Print an Out of Synch  Use the following procedure to print an Out of Synch report.
report

1 Inthe Out of Synch Report dialog box, click Print.



Glossary

Action
Actions are tasks such as managing calling list functions, running scripts, and
installing or removing files.

Active job

A job that the Avaya PDS is currently using to call customers. A job becomes
active when the system supervisor startsit. The job stays active aslong asit’'s
running.

Agent
A person who talks with customers and updates customer records.

Agent key
The function keys at an agent workstation. The keys are programmed to perform
specific tasks. They are also called pf keys.

Agent release code
The completion codes agents assign to a customer record to indicate acall’s
outcome. Examples include Promise to Pay and L eft Message.

Agent screen
The dialog box on an agent’s monitor where the Avaya PDS displays customer
records and prompts.

Allow retries (Same as Allow Recalls)

A parameter that allows the Avaya PDS to schedule calls to be recalled
automatically. Typical completion codes that use this parameter are BUSY and
NOANSWER.

American Standard Code for Information Interchange (ASCII)

A binary code for text as well as communications and printer control. By
standardizing the values used for these characters, ASCII enables computers to
exchange information. Also called atext file, atext-only file, or an ASCII text file.
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A document file in the ASCII format contains punctuation but no formatting.

Answer script

A wait queue setting that determines the answer script label to use for inbound
calling. Thislabel tells the Avaya PDS which message a customer hears while
waiting for an agent or after business hours.

Application
In Administration Manager, an application is an association of caling lists and
download and upload file definitions.

Avaya™ Predictive Dialing System (PDS)

The hardware and software that conducts calling activities. Hardware components
can include a system cabinet, printers, supervisor and agent workstations, and an

administrator console. The system software contains the settings that conduct and
track calling activities.

Busy
A system completion code indicating that the call reached a busy signal. Often
displayed as BUSY.

Calling activity

The activities that the Avaya PDS and agents perform during ajob. The system
calling activitiesinclude processing the calling lists, running jobs, calling
customers, receiving customer calls, monitoring calls between agents and
customers, recording call results, and generating reports on agent and job statistics.
Agent calling activities include talking to customers and updating customer
records.

Calling list

A modified version of the customer records. The Avaya PDS adds fields that allow
it to process the customer records and track calling results. The system reformats
the records to make them easier to read and display.

Calling result
A parameter that determines which customer recordsto call based on the results of
previous calls.

Calling script

An outbound job parameter that determines the calling script label for wait queue
messages. This label tellsthe Avaya PDS which wait queue message a customer
hears while waiting for an agent.
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Campaign
A strategy designed to achieve call center goals. A campaign includes one or more
jobs. Each job definition accomplishes specific goals.

Analyst

A business information access, analysis, and reporting tool for a client/server
environment. Analyst allows you to produce both standard and exception reports
on various aspects of call center performance.

Campaign Director
The program group that can include the Monitor, Analyst, and Editor.

Editor
The Campaign Director software that supervisors use to create or edit phone
strategies, record selections, and jobs.

Monitor

The Campaign Director software that supervisors use to identify system resource
alocations, set alarms, set and observe job goals, and display other aspects of job
productivity.

Completion
In Administration Manager, the completion status of afile. Administration
Manager automatically selects Complete files for transfer to the Avaya PDS.

Completion code

A code that represents the result of the last call the Avaya PDS made for arecord.
The system records the result of each call that is not passed to an agent, such as
Busy and No Answer. An agent uses function keys on the computer keyboard to
record the call result.

CTI
Computer Telephony Interface. A generic term for the interface that allows a
telephony switch to perform data communication with a computer.

Customer
A person the Avaya PDS calls during ajob or a person who calls the Avaya PDS.
A customer typically talks to an agent but may also hear messages.

Data file
A collection of datarecordsthat consists of customer information, job statistics,
and agent statistics.
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Data process
A parameter that identifiesthe label namefor the set of instructionsthe AvayaPDS
uses to process a record before and after handling an outbound or inbound call.

Digitize
To convert an analog file to adigital file. This processis used to convert voice
messages to digital filesfor use on the Avaya PDS.

Download
The process that transfers a data file from the host computer to the Avaya PDS.

Due Diligence

Also called post-update, number of attempts, and call tracking. Due Diligenceisan
optional feature that the Avaya PDS usesto track the number of call attemptsto a
record. It isparticularly helpful to industriesthat are required to contact acustomer
aminimum number of times before taking an action. For example, some
institutions cannot refer a past due account to a collection agency until the
institution has made four unsuccessful attempts to contact the delinguent account.

Duplicate record

A calling list record identified as a duplicate of another record in the calling list.
Duplicate records are typically identified using a unique field, such as the account
number or phone number.

File Transfer Protocol (FTP)
A method used to transfer a data file between the Avaya PDS and a host computer.

Function key

Another name for the programmabl e keys on the keyboard to which you assign
common tasks. The Avaya PDS documentation sometimes calls these keys agent
keys or pf keys (programmable function keys).

Headset

The electronic equivalent of the handle of a standard desktop telephone. A headset
contains amicrophone and one or two earphone speakers. The AvayaPDS
telephone agents and supervisors wear headsets.

Host computer

A computer that stores customer records. A mainframe computer that supplies
customer tel ephone numbers and other datato the Avaya PDSfor calling jobs. The
Avaya PDS CPU when used in the digital switch menu system.

Inbound list
A template list that agents use to enter customer data during inbound calling. The
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Avaya PDS can transfer thisinformation to the host.

In Process
In Administration Manager, the status code that indicates afile is not ready to
transfer to the Avaya PDS.

Job
A set of ingtructions that the Avaya PDS uses to place or receive calls and route
them to agents. The system can run multiple jobs, each with unique settings.

Key file
The setting that identifies the function key set that agents use during ajob.

Large Port Voice card (LPVC)
A printed-circuit assembly located in slot 3 in the digital switch subrack that plays
digitized voice messages during calling jobs.

Live
In Administration Manager, the completion status code used to indicate that afile
isin use by the Avaya PDS.

Login or Logon
The process of entering a user name and password. When agentslog in, the Avaya
PDS prompts them for a phone extension or key code and agent type.

Login name
A unique name or word that, along with a password, identifies a user to the Avaya
PDS.

Managed Dialing

An application that offersa call center a non-predictive dialing mode that is
considerably faster and more efficient than placing calls manually. Managed
agents can preview the customer record beforethe system placesthecall. Theagent
then has the ability to cancel or launch the call.

Message numbers

The number that the Avaya PDS usesto identify a voice message file. The system
uses these numbers to deliver the messages. The AvayaPDS refersto messages by
number rather than by file name. Message files are stored on the LPVC in the
switch, and are loaded into memory when the system needs them. Use only
message numbers 1 through 247.

Messages (same as voice messages)
Digitized messages that the Avaya PDS plays to customers and agents.
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Message script

A file that tells the system which messages to play, when to play them, and the
amount of time to pause between messages. Administration Manager message
scripts are called message assignments.

Message type

Administration Manager classifies messages into four types: automated, inbound

gueue, outbound queue, and universal. Classification isfor convenience. You can
use any message with any job type. Usually, agent key and virtual agent messages
are classified asautomated. Music and generic messages are classified asuniversal.

No Answer
A system release code indicating that a customer did not answer a call within the
specified amount of time. Often displayed as NOANSWER.

Outbound (calling) list
A calling list that contains records from the host computer used for outbound
calling. Thereisarecord for each customer an agent will talk to during a job.

Outbound job
A job that calls customers and connects customers to agents.

PC Analysis
An Avaya PDS feature that allows supervisors to select information to be
transferred to a PC for analysis and report generation.

Pending

In Administration Manager, the status of afile that was transferred to the Avaya
PDS. If thetransfer was successful, the Avaya PDS will apply thefile settings after
areboot occurs and after an "Empty" Install Data has been performed.

Preprocessing

The process of checking a datafile for duplicate phone numbers and phone
numbers with an incorrect format. It also determines the time zones for each
number. Inthe Avaya PDS, preprocessing takes place after downloading adatafile
and before the Avaya PDS can place calls.

Promise code

A completion code that indicates that an agent contacted the desired audience and
recorded a commitment from the customer. Codes often identified as promise
codes include Promise to Pay and Sale.

Prompt
A system message that asks for input or helps a user complete a task.
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Queue

A queueisthe place where a call waits until an agent isavailable. The AvayaPDS
uses several types of queues including inbound, outbound, virtual agent, and
transfer queues.

Record
A collection of one or morefieldsin acalling list. Most calling lists contain one
record for each customer.

Record selection

All outbound calling activity uses arecord selection. The record selection is based
on time zone settings, completion codes, data val ue selections, and a phone
strategy. The selection criteria determines which customers the system calls.

Reject record
A calling list record marked as not callable based on the field data. For example,
you can reject records with a particular completion code.

Release code
See compl etion code.

Script file (telphny.spt)

In Administration Manager, the file you create using M essage A ssignments on the
System menu. The script file controls the use of recorded messages. When the
system plays amessage, the script file defines the number of messagesto play, the
sequence, and the content.

System release code
The completion code that the system assigns to records for calls not passed to an
agent. Examples are No Answer or Busy.

Tape drive

The optional half-inch, nine-track, analog magnetic tape drive connected to the
Avaya PDS CPU. The Avaya PDS site system administrator uses it to download,
upload, and back up customer data. The DAT tape drive in the Avaya PDS CPU
that the Avaya PDS site system administrator uses to back up and restore system
settings.

Time zone

Used to group regions globally. The Avaya PDS bases time zones on area codes
and exchanges. It uses the time zone settings to determine the local calling timefor
each phone number.
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Uncallable phone number
In the Avaya PDS, a phone number that the system cannot call beause the format
isincorrect.

Unused completion code

In the Completion Codes dialog box, Administration Manager displays a generic
codein the Result column (for example, CODE21 or CODE54). Change the names
in the Results column for the codesyou use (for example, NOTIFIED or PTP). You
can use the Delete Row command to del ete codes that you are not using for calling
operations. Administration Manager displays NOTUSED in the Results column.

Upload
The process of transferring a data file from the Avaya PDS to the host computer.

User name

A name used by an Avaya PDS user, typically the user’sfirst or last name and
usually the same astheir login name. User names appear on reports and job monitor
screens.

Virtual Agent
An option that enables the Avaya PDS to automatically deliver messages to both
live contacts and answering machines, without agent intervention.

Virtual Agent job

An outbound job during which the Avaya PDS manages calling activities without
agents. A Virtual Agent job places a call, connects the customer or answering
machine to the system, and plays a recorded message.

Voice and data transfer
A feature that allows an outbound or blend agent to transfer an outbound call and
its calling list record to an inbound or blend agent on another job.

Wait queue
A holding areawhere the Avaya PDS places calls when agents are not available.

Wait queue limit
Thetimethat acall remainsin thewait queue before the Avaya PD S disconnectsit.

Ziptone

A sound that the Avaya PDS transmits to an agent’s headset immediately before
connecting the agent with a customer. You can define up to four ziptones for
inbound and outbound calls. Using different tones makesit easier for agents to
quickly determine whether they are handling an inbound or outbound call.
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O-track tape
uploads, 88, 120

agent keys
actions, 30

completion codes for, 18
defining, 28
definition of, 25
planning, 26
predefined, 30
samples, 30
Allow Retries setting, 16
applications
copying, 65
defining, 63
deleting, 66
inbound, 60
outbound, 60
planning, 61
selecting, 64
assignment
message, 43
assignments
create, 47
AU file, 52
Avaya PDS system, setup, 2

call result codes

see completion codes, 15
caling list

message map, 100

preparation details, 97
Calling List tabs

Features tab, 93
calling list tabs

custom tab, 99

fieldstab, 95

ordering tab, 101

prepare tab, 96

update tab, 98
caling lists

call result tracking, 93

custom fields, 95

custom processing, 99

defining, 90

inbound, 60, ??-106

outbound, 60

preprocessing, 96

processing order, 101

update settings, 98
change message, 42
comparison operators, 57
Complete status code, 6
completion codes

agent, 16

defining, 21

for agent keys, 18

planning, 16

remove, 23

system, 16
Cool Edit, 52

copy

an application, 65
custom tab, 99
customer message, 40

Data Install reports

Out of Sync report, 139

report legend, ??-144
datainstall reports

install report, 139

out of synch report, 139

report legend, 141
data synchronization, 2, 6, 7
datatrandations, 82, 116

downloads, 75
database, shared, 7
defining fields

downloads, 72

uploads, 112
definition

download file, 72
delete

an application, 66
Deliver Message, 44

dialer event schedules, 130,
??7-134

examples, 133
digitized messages, 33, 52



display, 40

download
create file definition, 72
fieldstab, 72
file structure, 84, 117
structure tab, 84, 117

download file definition
create, 72

downloading
datatrandations, 75
file structure, 84, 117

filler information, 81,
115

planning, 70

special formats, 74
due diligence, 91
duplicate records, 96
duplicates, 109

edit message, 42
empty datainstall, 7
equal to, 57
error message, 50
event schedules
examples, 133
viewing, 130
examples
schedule, 133
Export dialog box, 9, 11, 13

caling lists, 95
uploads, 112
file
download definition, 72
file name, 40
file status, 6
file structure
downloads, 84, 117
file transfer routines
defining, 128, 129
setup window, 124
filler information
downloads, 81, 115
Format tab

special formats,
downloads, 74

FTP
uploads, 86, 119
function keys

see agent keys, 25

gender

change voice gender, 42
generate reports, 145
greater than, 57

In Process status code, 6

Inbound Calling List
window, 104

empty, 7
exporting, 9
process, 10
Install data
process overview, 9
install data
pending status, 12
procedure, 11

Intelligent Call Blending,
104

keys
see agent keys, 25

less than, 57
list preparation details, 97
Live status code, 6

merged fields, 83

message
assignment overview, 43
edit, 42

message assignment
create, 47

message assignments
examples, 45, 77-46
export error, 50

message file names, 37

export error, message inbound lists Message Maps
assignments, 50 defining, 106, 72-106 selecting, 57
---------------------------------------------------------------------------- fields, 104 MESSAge maps
Features tab, 93 planning, 104 create, 55
field symbols, 78 using, 60 overview, 53
fields insert data tab select, 58
merged, 83 special formats, with calling lists, 100
fidlds tab downloads, 81, 115 message numbers, 36
Install Data message text, 40
I NDE X



messages
digitized, 52
file names, 37
numbers, 36
planning, 37
record, 52
text of, 40
value operators, 57

operators, 57

ordering tab, 101

out of synch conditions, 7

outbound calling lists
call result tracking, 93
custom fields, 95
custom processing, 99
defining, 90
preprocessing, 96
processing order, 101
update settings, 98
using, 60

Pause, 44
Pending status code, 6, 7
planning
agent keys, 26
completion codes, 16
downloads, 70
inbound lists, 104
message text, 37
messages, 37
post update, 91
preparation details, 97
prepare tab, 96
Producer
overview, 1

Producer report settings, 135

Producer reports, 136
generate, 145

record voice, 52
recording messages, 52
rejected records, 96
remove completion codes, 23
reports
descriptions, 136-138
generating, 145
install report, 139
Out of Sync report, 139
out of synch report, 139
Producer, 136

report legend, 141,
7?7-144

result codes
see completion codes, 15
row, 40, 42

scheduled events
examples, 133
viewing, 130
script file, 50
maximum lines, 50
scripts, 43
create, 47
setup, Avaya PDS system, 2
shared database, 7
sort, 40
source fields, 36
speak, 52
specid field formatting
defining, downloads, 74
examples, 79
symbols, downloads, 78
specid formats

datatranslations, 82, 116

data translations,
downloads, 75

defining, downloads, 74
defining, uploads, 112
fields, downloads, 74

filler information,
downloads, 81, 115

merged fields, 83
special formatting
symbols, 78
Start Looping, 45
status codes, 6
structure tab
downloads, 84, 117

switch year, 75, 78, 79, 85,
118

symbols

special formatting, 78
synchronize data, 2, 6, 7
system codes, 16
system setup, 2

telephny.spt, 50
telephony script, 49
text of messages
typed out, 40
transfer methods
FTR, uploads, 86, 119
tape, uploads, 88, 120
transfer processing, 128, 129
Tranglate tab

special formats,
downloads, 75

translations, 82, 116
type, 40
change type, 42



U update tab, 98
upload
fieldstab, 112
select tab, 121
upload transfer methods
FTP, 86, 119
tape, 88, 120
uploading
fields, 112
user codes, 16

V  value comparison operators,
57

voice, 52
Voice Response, 45

W  wait queues
assigning messages, 47

word-for-word messagetext,
40
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