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Client Software License Agreement

DEFINITIONS

“Lucent” means Lucent Technologies Inc.

“You”, “Your”, or “Licensee” means the person or business entity who purchased this License
to use this Client Software or for whom such License was purchased.

“Client Software” means a software application that operates on a computer system that
provides resources to Client Software.

“Documentation” means the manual and any other printed material provided by Lucent with
the Client Software.

“License” means the License purchased and granted pursuant to this Agreement.

LICENSE AND PROTECTION

1.

License Grant. Lucent grants to You, subject to the following terms and conditions, a
nonexclusive, nontransferable right to use the Client Software on multiple single user devices,
maximum simultaneous users of the Client Software being limited to the number Licensed and
authorized by Lucent. THE SERVER SOFTWARE AUTOMATICALLY PREVENTS
SIMULTANEOUS USE BY MORE THAN THE AUTHORIZED NUMBER OF USERS.

Lucent reserves all rights not expressly granted to You.

. Protection of Software. You agree to take all reasonable steps to protect the Client Software

and Documentation from unauthorized copy or use. The Client Software source code
represents and embodies trade secrets of Lucent and/or its licensors. The source code and
embodied trade secrets are not licensed to You and any modification, addition, or deletion is
strictly prohibited. You agree not to disassemble, decompile, or otherwise reverse engineer the
Client Software in order to discover the source code and/or the trade secrets contained in the
source code or for any other reason.

To the extent that the Client Software is located in a Member State of the European
Community and You need information about the Client Software in order to achieve
interoperability of an independently created software program with the Client Software, You
shall first request such information from Lucent. Unless Lucent refuses to make such
information available, You shall not take any steps, such as reverse assembly or reverse
compilation, to derive a source code equivalent to the Client Software. Lucent may charge You
a reasonable fee for the provision of such information.

. Copies. You may make multiple copies of the Client Software, provided You do not receive

any payment, commercial benefit, or other consideration for reproduction or use. You may not
copy Documentation unless it carries a statement that copying is permitted. All proprietary
rights notices must be faithfully reproduced and included on all copies.

. Ownership. Ownership of, and title to, the Client Software and Documentation (including any

adaptations or copies) remains with Lucent and/or its licensors.

. Redtrictions. You agree not to rent, lease, sublicense, modify or time share the Client Software

or Documentation.
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6. Termination. This Agreement shall automatically terminate if You breach any of the terms or
conditions of this Agreement. You agree to destroy the original and all copies of the Client
Software and Documentation, or to return them to Lucent, upon Termination of this License.

LIMITED WARRANTY AND LIMITED LIABILITY

1. Compatibility. The Client Software is only compatible with certain computers and operating
systems. THE SOFTWARE ISNOT WARRANTED FOR NONCOMPATIBLE SYSTEMS.

2. Software. Lucent warrants that if the Client Software fails to substantially conform to the
specificationsin the Documentations and if the Client Software is returned to the place from
which it was purchased within one (1) year from the date purchased, then Lucent will either
replace the Client Software or offer to refund the License Fee to You upon return of all copies
of the Client Software and Documentation to Lucent. In the event of arefund, the License shall
terminate.

3. DISCLAIMER OF WARRANTIES. Lucent makes NO WARRANTY, REPRESENTATION
OR PROMISE NOT EXPRESSLY SET FORTH IN THIS AGREEMENT. LUCENT
DISCLAIMS AND EXCLUDESANY AND ALL IMPLIED WARRANTIES OF
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. LUCENT DOES
NOT WARRANT THAT THE CLIENT SOFTWARE OR DOCUMENTATION WILL
SATISFY YOUR REQUIREMENTS OR THAT THE CLIENT SOFTWARE OR
DOCUMENTATION ARE WITHOUT DEFECT OR ERROR OR THAT THE OPERATION
OF THE SOFTWARE WILL BE UNINTERRUPTED. Some states or countries do not allow
the exclusion of implied warranties or limitations on how long an implied warranty |asts, so
the above limitation may not apply to You. Thiswarranty gives You specific legal rightswhich
vary from state to state.

4. EXCLUSIVE REMEDY. EXCEPT FOR BODILY INJURY CAUSED BY LUCENT'S
NEGLIGENCE, LUCENT’'S ENTIRE LIABILITY ARISING FROM OR RELATING TO
THIS AGREEMENT OR THE CLIENT SOFTWARE OR DOCUMENTATION AND YOUR
EXCLUSIVE REMEDY IS LIMITED TO DIRECT DAMAGES IN AN AMOUNT NOT TO
EXCEED $10,000. LUCENT SHALL NOT IN ANY CASE BE LIABLE FOR ANY
SPECIAL INCIDENTAL, CONSEQUENTIAL, INDIRECT OR PUNITIVE DAMAGES
EVEN IF LUCENT HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.
LUCENT IS NOT RESPONSIBLE FOR LOST PROFITS OR REVENUE, LOSS OF USE
OF THE CLIENT SOFTWARE, LOSS OF DATA, COSTS OF RECREATING LOST DATA,
THE COST OF ANY SUBSTITUTE EQUIPMENT OR PROGRAM, OR CLAIMS BY ANY
PARTY OTHER THAN YOU. Some states or countries do not allow the exclusion or
limitation of incidental or consequential damages, so the above limitation or exclusion may not
apply to You.
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GENERAL CONDITIONS.

1

Governing Law. This Agreement shall be governed by, and interpreted in accordance with,
the substantive laws of the State of New Jersey of the United States of America

Entire Agreement. This Agreement sets forth the entire understanding and agreement
between You and Lucent and may be amended only in awriting or writings signed by You and
Lucent. NO VENDOR, DISTRIBUTOR, DEALER, RETAILER, SALES PERSON OR
OTHER PERSON IS AUTHORIZED TO MODIFY THISAGREEMENT OR TO MAKE
ANY WARRANTY, REPRESENTATION OR PROMISE WHICH IS DIFFERENT THAN,
OR IN ADDITION TO, THE REPRESENTATIONS OR PROMISES OF THIS
AGREEMENT ABOUT THE SOFTWARE.

Export. Licensee hereby agreesthat it will not knowingly, directly or indirectly, without prior
written consent, if required, of the Office of Export Licensing of the U.S. Department of
Commerce, Washington D.C. 20230, export or transmit any of the Productsto any group Q, S,
W, Y, or Z country specified in the Export Administration Regulations issued by the U.S.
Department of Commerce or to any country which such transmission is restricted by
applicable regulations or statues.

U.S. Government Restricted Rights. Use, duplication, or disclosure by the United States
Government is subject to restrictions as set forth in FAR 52.227-14 (June 1987) Alternate |11
(9)(3) (June 1987), FAR 52.227-19 (June 1987), or DFARS 52.227-7013 (c)(1)(ii) (June
1988), as applicable Contractor/Manufacturer is Lucent Technologies Inc. 11900 North Pecos
Street, Westminster, Colorado 80234.

Assignment. Lucent may without your consent or notice to You, assign this Agreement to an
entity to which it transfers ownership of the Client Software. Upon the effective date of such
assignment, You agree that Lucent shall be released and discharged from all obligations and
liabilities under this Agreement.
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Preface

Overview

The CentreVu® Supervisor Installation and Getting Sarted document includes
the following information:

* Instructionsfor installing CentreMu Supervisor (Supervisor) on alocal PC
from anetwork server or CD-ROM

*  Proceduresfor installing Supervisor to a Shared Network Drive
*  Proceduresfor uninstalling Supervisor

* Instructionsfor using Supervisor

*  Proceduresfor installing and using CentreVu Terminal Emulator

*  Guidelines for responding to error messages that may be displayed while
installing Supervisor or logging into the CentreVu Call Mangement System
(CMS) server.

=> NOTE:
CentreMu Terminal must be separately installed; it is not automatically installed

by CentreMu Supervisor Version 8.
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This document isintended for anyone who isinstalling the CentreVu Supervisor
software on the DEFINITY® Enterprise Communications Server (ECS). It
assumes that you are familiar with your PC and the Microsoft™ W ndows' 95 or
98 or Windows NT* 4.0 operating systems, including standard Windows
conventions.

The following sections are included in this Preface:
*  Contents of this Document

*  Conventions Used in this Document

* Related Documents.

*Microsoft is aregistered trademark of Microsoft Corp.
tWindows is a registered trademark of Microsoft Corp.
INT is a registered trademark of Microsoft Corp.
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Contents of This Document

The document is organized into the following chapters:

Chapter 1

Chapter 2

Chapter 3

Chapter 4

Introduction

This chapter introduces the CentreMu Supervisor
application. It provides information on the following:

*  Thetwo methods of installation

* Theitems provided in the CentreVu Supervisor
package

*  The equipment required to run CentreVu
Supervisor

*  TheHelpline numbers.

Installing CentreVu Supervisor on a Local PC

This chapter walks you through the process of installing
CentreVu Supervisor from a CD-ROM or the network
onto a PC that will not access Supervisor over the
network.

Installing CentreVu Supervisor on a Shared
Network Drive

This chapter describes the steps required to install the
Supervisor application files (executables and default files)
to a shared read-only folder on the network server.

Uninstalling CentreVu Supervisor

This chapter describes the steps required to uninstall the
CentreVu Supervisor Version 8 software.
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Chapter 5

Chapter 6

Chapter 7

Chapter 8

Chapter 9

Getting Started with CentreVu Supervisor

This chapter walks you through the process of starting
Supervisor, logging into a CM S server, logging out of a
CMS server, and exiting Supervisor. It also teaches you
how to change your connection settings and gives you
information about getting help with the Supervisor
product.

Performing CMS Operations

This chapter defines how to use windows that display asa
result of selecting an item from any Operations tab,
including detailed information on the Actions menu items
in Operations input windows.

Using CentreVu Supervisor Reports

This chapter defines how reports are displayed in
Supervisor and teaches you how to format and print
reports, including selecting run dates and times. This
chapter also gives detailed information on the Actions
menu items available in report output windows and
teaches you how to export report information to another
Windows application.

Installing and Using CentreVu Terminal

This chapter gives you general information about the
CentreVu Terminal application and explains how to install
the CentreMu Terminal application and how to set it up to
connect to the CM S server.

Troubleshooting

This chapter gives you information on error messages that
you might receive whileinstalling or using Supervisor and
outlines basic troubleshooting procedures for the error

messages.
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The following conventions are used in this document:

Convention Description

Bold Text Menu names, options, and icon names are shown in
bold text. For example: Choose Save from the File
menu.
Initial Capital Names of windows, dialog boxes, and keyboard keys.
Letters For example: Thisfield isin the Manual Login window.
Courier Text you are asked to enter and system commands. For
Text example: Enter t hi s command.
<> Variable text is marked by less-than/greater-than signs.
For example: Couldn't create <filename>.
KEY+KEY Key combinations for which you must press and hold
down one key and then press another. For example
ALT+4.
Italic Text References to other documents, trademarks, and fof
emphasis.

Sections and chapters that are referenced. For example:
See Chapter 1, “Introduction,” for an outline of the
information in this book.

Click and *Button 1 (left-most mouse button or primary button).
Double click

Microsoft Windows | These terms are used to refer to ddthrosoft
or Windows Windows 95 or98 andMicrosoft Windows NT 4.0.

*Whenever you are asked to click or double click the mouse button, click
button 1 (the left-most mouse button or primary button), unless button 2 (the
right-most button or secondary button) is specified.
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Related Documents

The following documents include additional information about the Call
Management System or Supervisor:

CentreVu® Supervisor \ersion 5 User Guide (585-215-829)

CentreVu® Call Management System Release 3 Version 8 Administration
(585-210-910)

CentreVu® Supervisor \ersion 8 Reports (585-210-929)

CentreVu® Call Management System Release 3 Version 8 Database Items
and Calculations (585-210-939)

CentreVu® Call Management System Release 3 Version 5 Custom Reports
(585-215-822)

Lucent Version 8 Call Center Change Description (585-210-925)

CentreVu® Call Management System Release 3 \ersion 8 External Call
History Interface (585-210-912)

CentreVu® Advocate User Guide (585-210-927)

CentreVu® Call Management System Release 3 ersion 8 Upgrades and
Migrations (585-210-913)

CentreVu® Report Designer \ersion 8 User Guide (585-210-930)

CentreVu® Call Management System Release 3 \ersion 8 Hardware
Maintenance and Troubl eshooting (585-210-919)

CentreVu® Call Management System Release 3 \Version 6 Software
Installation and Maintenance (585-215-866)

CentreVu® Call Management System Release 3 Version 8 Planning,
Configuration, and Implementation (585-210-920)

Sun SPARCserver Hardware I nstallation documentation, connectivity
diagrams, and Maintenance and Troubleshooting documentation
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About CentreVu Supervisor

The Lucent Technologies CentreVu® Supervisor (Supervisor) software is a
graphical user interface to the Lucent CentreVu Call Management System
Release 3 Version 8 (CentreVu CMS R3V8) or Call Management System
Release 3 Version 6 (CentreVu CM S R3V6) software.

The Supervisor software runson an Intel” 486-compatible processor (aPentium
processor is preferred) that is running one of the following Microsoft Windows
operating systems (see page 1-10 for more detailed requirements):

*  Windows 95"
*  Windows 98*
*  Wndows NT™ 4.0 with Service Pack 4.

* Intel is aregistered trademark of Intel Corporation.
TWindows 95 is a trademark of Microsoft Corp.
FWindows 98 is a trademark of Microsoft Corp.
**Windows NT is a trademark of Microsoft Corp.
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About CentreVu Supervisor

=> NOTE:

Supervisor is not supported for al languages of Windows operating systems.
For information about which versions of Supervisor are supported for which
Windows operating systems, see the table on the following page.

The following table shows which language-versions of Supervisor are

supported with which Windows operating systems ( ¢ indicates that the

operating system is supported).

Windows OS

L anguage

English

Dutch

French

German

Italian

Portuguese

Spanish

Japanese

English

Windows 95

S

S

S

S

Windows 98

S

AN

S

S

S

Wndows
NT 4.0

Dutch

Wndows 95

Windows 98

Windows
NT 4.0

SN SN RN N

French

Windows 95

S

Windows 98

%

Wndows
NT 4.0

German

Windows 95

Windows 98
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About CentreVu CMS

CentreMu Call Management System (CMS) is a software product used by
customers who have the Lucent Technologies DEFINITY® Enterprise
Communications Server (ECS) or Lucent telecommunications switches and
receive alarge volume of telephone callsthat are processed through the
Automatic Call Distribution (ACD) feature of the switch. The CMS server
collects call-traffic data, formats management reports, and provides an
administrative interface to the ACD feature in the switch.
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Types of Installation

There are several ways of installing the CentreVu Supervisor software. This
manual discusses the following methods:

Local installation. With this type of installation, all of the Supervisor
softwareisinstalled locally on each PC from a CD-ROM or from a

network server. When installing from the network, the network

administrator first copies the Supervisor installation files to a shared
installation folder that resides on the network. Then, the user runs aclient
setup from the installation folder to install Supervisor to disk spacelocal to
the PC. See Chapter 2, “InstalliGgntreMu Supervisor on a Local PC,” for
details.

Shared network installation. With this type of installation,GeatreVu
Supervisor application software is installed to a shapgtication folder

on the network server, but user-specific files and logs are stored in a
Supervisor folder on each user’s PC or on their own network drive. See
Chapter 3, “InstallingCentreVu Supervisor on a Shared Network Drive,”
for details.

1-5
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Checking Package Contents

The CentreVu Supervisor software package includes the items listed in
Table 1. Check the package contents to be sure all items are included.

Table 1: CentreVu Supervisor Package Contents

Item Description

CentreMu Supervisor CD-ROM

Software

CentreVu® Supervisor Document Number (585-210-928)
Installation and Getting

Sarted document

If any of theitems are missing or damaged, contact your L ucent Account Team.
International customers should contact their Lucent representative or
distributor.



CentreVu Supervisor Version 8 Installation and Getting Started
Introduction
Installation Support 1-7

Installation Support

If you have difficulty installing CentreVu Supervisor, refer to the following
Sources.

*  Systemrequirementsin “What You Need on Your P®n page 1-10

* The online Help option provided with the installation program. (See
“Online Helg on page 1-9

* Thetips in the eadne. t xt file on the CD-ROM. Use an editor such as
Microsoft Windows Notepad to read the file.

* The Install Status dialog box will display a list of all files installed for
CentreMu Supervisor Release 8. Review this list to see that all files were
successfully installed.

* Chapter 9, “Troubleshooting.”

If you have further questions, contact the Lucent Technologies National
Customer Care Center on 1-800-242-2121. For international support, call your
Lucent representative or distributor for assistance.

Tips

The CD-ROM in your package includes a graphical installer to help you install
your copy ofCentreVu Supervisor.

The CD-ROM also supports tiicrosoft Windows AutoPlay feature. If
AutoPlay is enabled on the PC, insert the CD-ROM into the drive and the
Centre\Mu Supervisor Setup program starts automatically.

=> NOTE:

See your system administrator for information on how to enable or disable
AutoPlay on your PC.

You can cancel the installation GéntreVu Supervisor at any time by selecting
“Close” from the control menu, pressing Alt+F4, or pressing the F3 key. You
can also cancel the installation by selecting the Cancel button at the bottom of
the screen. The Supervisor installation program will exit installation and
remove any files that were built by the program.
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Online Help

CentreMu Supervisor provides online Help to assist you in installing and using
Supervisor. ThisHelp is divided into main categories (books), as shown on the

Help Contents tab shown below:

Help Topics: Centre¥u Supervisor

Contents | Index | Find |

Click a book, and then click Open. Or click anather tab, such as Index.

[ 7] %]

E ‘what iz CentreVu Supervisor?

@ About Centretu CMS

@ Features Unique to CentretYu Supervizor Help
@ Technical Support

@ Other Information Sources

@ Copyright

0 Getting Started with Centrebu Supervisar

0 Operations Basics

0 Feparts Basics

0 Cantroller Menus

':Q D atabase kems and Calculation:s:
E Database lkems
@ Calculations
0 Uszer and Error Messages
0 CentreVu® Advocate

Cloze I

FErint...

Cancel

Help Topics

Topics arethe basic unit of ahelp project. Each Help book listed above contains
alist of topics. Double-click on the book name to list the related topics, which
are represented by a question mark, as shown above under Local Computer

Installation.

CentreVu Supervisor Version 8 Installation and Getting Started
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Learning to Use Help

You can get information from Supervisor Help in a number of ways. The
method you use often depends on the type of information you are searching for.
The following methods of accessing Help are available:

Help Contents: Displayed by clicking on the Help menu from the
Supervisor Controller Window and selecting Contents.

Help on open windows: With awindow open, you can press the F1 key to
get help on that window.

Help on a specific topic: Choosing the Eind tab from the Help Topics
dialog box displays awindow in which you can search for topics that
contain a specific term or phrase.

What'’s This HelpWith a dialog box open that displays tE‘ icon in the
title bar, help topics are available for each area or individual item in the
dialog box. Click the icon, followed by the item or area on which you want
help. You can also right-click certain items and select “What’s This?”

The Supervisor Help system provides several other features such as bookmarks
for marking topics you refer to frequently. For more information on using Help,
see youMindows documentation.
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What You Need on Your PC

Toinstall and run CentreMu Supervisor, you need the following recommended
configuration:

A Pentium” 133 MHz processor.

=> NOTE:

The minimum supported PC configuration is an Intel 486-compatible 66
MHz processor. If you have this configuration, expect to experience slower
response time.

A hard disk drivewith 50 MB of free space. If you areinstalling Supervisor
in more than one language, you will need an additional 5 MB of disk space
for each language installed.

A CD-ROM drive.

Minimum of 32 MB RAM. If simultaneous Supervisor instances are
running in the background, additional memory may be required to maintain
acceptable performance.

An SVGA monitor and adapter set to at least 800x600x256 colors graphics
resolution.

Microsoft Windows 95 or 98 or Windows NT 4.0 operating system with
Service Pack 4.

=> NOTE:

If you are installing Supervisor on aWindows NT 4.0 operating system,
you must first install the Microsoft Service Pack 4 or later version.

A mouse compatible with the supported Windows operating systems.
For Network Connection
— WinSock 1.1 compliant TCP/IP stack

— Ethernet communications board.

* Pentium is a registered trademark of Intel Corporation.

1-10
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*  For Seria Connection

— Serial cable correctly wired to support hardware flow control and a
16550A UART communications port

— Available COM port.

* For Modem Connection—at least a 19.2 Kbps modem and a 16550A
UART communications port. If the modem is external, then the cable must
be correctly wired to support hardware flow control.

Other Requirements

If you are upgrading from Supervisor 1.0 or 5.0 and you are ruhdimgpws
3.1, Windows for Workgroups 3.11, onndows NT 3.51, you must upgrade
your PC operating system kticrosoft Windows 95 or 98 or Windows NT 4.0
before you can instalentreVu Supervisor R8.

If you are installing Supervisor onviindows 95 or98 operating system that
does not have Internet Explorer 4.0, you need to install Dcom95 before
installing CentreVu Supervisor. To install Dcom95, run tdeonB5. exe

program located in the Dcom95 folder on y@entreVu Supervisor CD-ROM,

or in the Supervisor folder on the network server. Dcom95 requires you to
reboot your PC, so you need to close any open applications before running it.

If you are runningMndows NT 4.0 and do not have Service Pack 4 installed,
you must install it before installingentreVu Supervisor.

If you haveWindows NT 4.0 with no Service Pack, Service Pack 1 or Service
Pack 2, you will need to install Service Pack 3 first, then Service Pack 4. If you
haveWindows NT 4.0 with Service Pack 3, you will need to upgrade to Service
Pack 4.
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What You Need for Your CentreVu CMS Server

Toinstall and run CentreVu Supervisor, you need the following:
*  un" SPARCserver " computer

*  CentreVu Cal Management System Release 3 Version 8 or Version 6
(CentreVu CMS R3V8 or R3V6).

=> NOTE:

If you are upgrading from Supervisor 1.0 or 5.0, you must upgrade your
CMS server before you upgrade Supervisor. When logging into CentreVu
CMS, you must have both Supervisor Version 8 and CentreVu CMS R3V8
or R3V6 or the login will fail, and an error message will appear.

CentreMu Supervisor R8 will run with CentreVu CMS R3V6. You will be
given the option to choose a version of CM S to use when logging into
CentreVu Supervisor.

*Sun is aregistered trademark of Sun Microsystems, Inc.
TSPARCserver is a registered trademark of SPARC International licensed
exclusively to Sun Microsystems.
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CMS System Capacities

The CM S system capacities are unchanged by the Supervisor software. If you
are putting your CentreVu Supervisor users on aLAN, then your network must
support the additional network traffic.

Number of Supervisor Windows Allowed

Supervisor allows usersto open as many as 12 windows simultaneoudly. This
limit is set for each user by the CM S system administrator. Windows that do not
directly use CM S data, such as the color customization data, are not included in
thislimit. Windows that have been opened for other applications also are not
included in this limit.

The Supervisor application can connect to asingle CMS. Supervisor does not
provide the capability to combine data from more than one CMS.

Number of Simultaneous Instances Allowed

With the recommended configuration listed in “What You Need on Your PC

on page 1-10you can run as many as four simultaneous Supervisor instances.
With anintel 486-compatible processor, you are limited to one instance of
Supervisor with one report.

With Windows 95, you are limited to one instance of Supervisor with six reports
running or four instances of Supervisor with one report each.

The ability to launch several instances and their performance depends upon the
memory and speed of the PC, and the other applications active on the PC. If
simultaneous Supervisor instances are running in the background, additional
memory may be required to maintain acceptable performance.
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Number of PCs Allowed to Run Supervisor

The number of PCs running CentreVu Supervisor is limited by the number of
simultaneous users contracted for in the site-licensing agreement with Lucent.
The CMS software will count the number of active CentreVu Supervisor clients
that are logged in, and limit the number of simultaneous users to the number
purchased by the customer.

A client may be logged into a CM S server once per user ID on asingle PC.

Performance

When you are using Supervisor you may experience dightly slower response
timesfor some actions. This could be for avariety of reasons. Thefollowing are
afew possible reasons for slower performance:

* The PC's configuration, processor speed, Level 2 cache, hard disk speed,
and video RAM could affect the response time.

* If the Supervisor application is running simultaneously with other
applications, performance of the Supervisor application could be affected
by those other applications.

* Two or more Supervisor instances running simultaneously could result in
slightly slower than user response time.

* If Supervisor is running in a LAN environment, Supervisor will generate
additional network traffic. For example, if 250 Supervisor instances were
running two real-time reports each, then Supervisor could require
approximately 20% of the LAN’s capacity. Therefore, ensure that your
LAN has been engineered appropriately.

* InaLAN environment, network backups could cause congestion on the
network, adversely affecting its performance.

Reliability/Availability

If serial links or LAN connectivity drop, the Supervisor application will
automatically attempt to restore the connection if you logged in using the
Automatic Login capability.



CentreVu Supervisor Version 8 Installation and Getting Started
Introduction
CMS System Capacities 1-15

Security

When Supervisor is connected to CM S, the same level of security is afforded to
you as with adedicated CM S terminal. The existing CM S permissions structure
will be honored. When you are using Supervisor on aLAN, you will be ableto
access only the information that is available in a direct-connect environment.
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CentreVu
Supervisor

Installing CentreVu
Supervisor on a Local PC

Overview

Local installation means that you install all of the files necessary to run
CentreVu® Supervisor on disk space within a PC. You can perform this
installation from either a CD-ROM or on a network server.

If you are installing Supervisor from the network, you must first copy the
Supervisor installation files from the CD-ROM onto the network. Then you
install Supervisor onto each client PC from the network.

You must have administrator privilegesto install Supervisor on a PC running
Windows NT" 4.0.

This chapter includes the following sections:
* Instalation Procedures

*  Preparing the Network Folder

*  Setting Up the PC.

*Windows NT is atrademark of Microsoft Corp.
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Installation Procedures

Use these proceduresto install CentreMu Supervisor on a PC that will run the
application from alocal disk drive. If you areinstalling Supervisor on each PC

using the network, start with the “Preparing the Network Folder” section below.
If you are installing Supervisor on each PC using the CD-ROM, go to “Setting
Up the PC” on page 2-3.

=> NOTE:

For installation requirements, see “Other Requirements” on page 1-11.

Preparing the Network Folder

Installing CentreVu Supervisor over a network is a two-step process that
consists of preparing the installation folder and then installing Supervisor on
each PC.

To prepare the network folder, do the following:

1. AtaPC thatis connected to the network, inserCerereVu Supervisor
CD-ROM into the CD-ROM drive.

2. If AutoPlay is enabled on the PC, @@entreVu Supervisor Setup program
will start automatically after you insert the CD-ROM into the drive.
Choose th&€ancel button in the dialog box that displays, and then
continue with Steg3.

=> NOTE:

See your system administrator for information on how to enable or disable
AutoPlay on your PC.

OpenWindows Explorer.

Create a folder on the network drive, and record the path to the folder for
later use.

5. Using the Copy command or drag-and-drop, copy the contents of the CD-
ROM to the folder you created in StépBe sure to copy all of the files.
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6. Verify that the network drive where you copied the contents of the
distribution medium is available to each PC that will be installing
Supervisor from the network.

7. Go to “Setting Up the PC” below.

Setting Up the PC

1. Before starting the installation, close all running programs on the PC.

2. On the Supervisor distribution medium (CD-ROM or installation folder),
locate and double-click on tieadme. t xt file to view last minute
installation tips orCentreVu Supervisor.

The file will be displayed imindows Notepad, as shown below:

B readme.txt - Hotepad [_ O] <]
Fil= Edit Search Help

| -
Lucent CentreVu{R) Supervisor 8.0

Load: DC.82

Date: June 30, 1999
READHME .TXT File

TABLE OF CONTEHWTS

1. WHAT'S HEW IH US
EMHANCEHENT RELEASE
ACD CAPACITY IMCREASES
AGENT SITE TRACKIHNG
1.3.1 HEW STAHNDARD REPORTS
1-.3.2 REPORT DESIGHER
1.3.3 REPORT WIZARD
LOCATION ID OF A TRUHK
HMEASUREMENT OF ATH TRUHKS
HODIFIED AGENT/TRUNHK ESCEPTION REPORTS
HEW ADVOCATE STANDARD REPORTS
HEW DRILL DOWH REFORTS
HDED AWD WINIMUM PC COMFIGURATIOHS A:J

Y
[N

Tk ok
mé~ankE

2. RECGOHMH

3. To exit the readme file, close the Notepad application.
4. To begin the installation, select the appropriate following step:

a. Ifinstalling from CD-ROM and AutoPlay is enabled, insert the CD
go to StefdlO.
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b. If installing from CD-ROM and AutoPlay is not enabled, follow
Steps 5 and 6, insert the CD and then proceed with Step 10.

c. If installing from the network, go to Step 5, and then proceed with
Step 7.

5. Click Start on the taskbar and select Run. The Run dialog box appears.
Run HE

Tyvpe the name of a program, folder, or document, and
Wwfindawez will apen it for you.

Open: IC:'\ j

¥ | B it Separate Memon Space

ok I Cancel | Browse. . |

6. Inthe Open text box, enter the drive from which you are installing
CentreMu Supervisor, followed by set up, and then select OK. In the
following example, the “c:” drive is selected.

Run EE

Tepe the name of & pragram, folder, or document, and
‘Windows will open it for you.

¥ | B in Sepanate Memon Space

Ok I Cancel Browse. ..
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7. Inthe Run dialog box, select the Browse button. The Browse dialog box
appears.

Browse nm
Look in: Ia ch.04 j gl IEETﬁ

HTML Samples;
Setup_exe
SetupTrm.exe

Files of lype: IF'rograms ;I Cancel |

8. IntheBrowsedialog box, navigate to the drive and directory containing the
CentreMu Supervisor files.

=> NOTE:

If the drive containing the Supervisor installation files is not mapped to the
PC, you need to map a drive letter to where Supervisor has been installed
on your network. To do this, open Windows Explorer and select Map
Networ k Drive from the Tools drop-down menu. Select any available
drive letter and enter the appropriate description in the path field; for
example, \my_server\folder_name.

9. Locate and double-click on the Set up. exe fileto begin the installation.

2-5
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10. After ashort wait, the CentreVu Supervisor 8.0 Installation \WWelcome
window appears.

Centre¥u Supervisor 8.0 Installation [X]

Welcome!

Thig installation program will install Centre'u Supervizor 8.0,
Fleasze cloze all open applications before continuing with
Setup. If pou have an older vergion of Centret/u Supervisor
2.0, it will be upgraded with this releasze.

Press the Mexst button to start the installation. ‘Y'ou can press
the Cancel button now if you do not want to inztall Centreiu
Supervizor 8.0 at this lime.

Cancel |

11. Select Next. Setup begins searching for a previousinstallation of
Supervisor on your PC.
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12. The Type of Location dialog box appears.

Centre¥u Supervisor 8.0 Installation
Type of Location
& |nstall ta Local PC Select this option if you want

to install Centrehiu
Supervizar 8.0 on a
stand-alone PC.

= Ingtall on shared Metwork drive  Select this option if pou
wish tao inztall Centrediu
Supervizor 8.0 onto a
nietwark drive.

LCancel |

Help | < Back |

13. Select Install to Local PC to install CentreMu Supervisor to a stand-alone
client PC or on the client’s own Local Area Network (LAN) drive.

14. If the setup program finds a previous installation of Supervisor
Version 8 or Version 6, the Previous Version Fodiadog box appears.
Click OK to continue with the installation.

Previouz Yerzion Found E |

Setup has detected a previous verzion of
Centrebu Supervizor 8.0, Thiz releaze wil
upgrade pour previous verzion of Centreiu

Supervizor 8.0 in C:\Program
FileshLucentsCentretiu,




15. Select Next. Then select one of the following, depending on which dialog
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appears:

If the Replace CentreVu Supervisor 5.0 dialog box appears, it means

that the setup program did not find a previous installation of

Supervisor Version 8 or Version 6, but it found an installation of

Supervisor Version 5. Go to Step 16.

If the Replace CentreVu Supervisor 1.0 dialog box appears, it means

that the setup program did not find a previous installation of

Supervisor Version 8 or Version 6, but it found an installation of
Supervisor Version 1. Go to Step 19. (Either Supervisor Version 5 or

Version 1 could exist, but not both.)

If the Select Location dialog box appears, it means that the setup
program did not find any previous installation of Supervisor. Go to

Step 22.

16. The Replace CentreVu Supervisor 5.0 dialog box appears.

CentreVu Supervisor 8.0 Installation =]

Replace Centrel'u Supervisor
5.0

Setup hag found a previous installation of Centreliu Supervizor
W8 on wour PC in the directony C:ACEMTREWU.

Setup will delete the existing version of
Centreu Supervisor an_d continue to

{* Replace Existing install Centre’fu Supervizor 8.0,

. Setup will keep the existing wersion of
" Keep Existing Centret¥u Supervisor and prompt to
ingtall Centret'u Supervizor 8.0 in a
different directory.

Help | < Back |

LCancel

17. Select one of the following:

Replace Existing—the setup program will delete the existing
installation of Supervisor Version 5 and install Supervisor Versian 8

its place.

2-8
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Keep Existing—the setup program will keep the existing installation
of Supervisor and prompt to install Supervisor Version 8 in a different
folder.

=> NOTE:

If you decide to keep the previous installation of Supervisor
Version 5, you can uninstall it later using the uninstall executable file on
the Supervisor CD-ROM. This file is namednoveV5. exe.

18. SelectNext.
19. The Replace CentreVu Supervisor 1.0 dialog box appears.

Centreu Supervisor §.0 Installation =]

Replace CentreVu Supervisor
10

Setup has found a previous installation of Centrefu Supervizor
W1 on your PC in the directoy C:ACENTREWLU.

Setup will delete the existing version of
Centret/u Supervizor and continue to

' Replace Existing ingtall Centrebu Supervizor 8.0,

Setup will keep the existing version of
Centretfu Supervizar and prompt ko
ingtall CentreWfu Supervizor 8.0 a
different directony.

" Keep Existing

Help | < Back | LCancel

20. Select one of the following:

Replace Existing—the setup program will delete the existing
installation of Supervisor Version 1 and install Supervisor Versian 8
its place.

Keep Existing—the setup program will keep the existing installation
of Supervisor and prompt to install Supervisor Version 8 in a different
folder.
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=> NOTE:

If you decide to keep the previous installation of Supervisor

Version 1, you can uninstall it later using the uninstall executable file on
the Supervisor CD-ROM. Thisfileisnamed r enoveVl1. exe.

21. Select Next.

22. The Select Location dialog box appears. If you are replacing the existing

version of Supervisor, the Browse button will be disabled.

CentreYu Supervigor 8.0 Installation

Select Location

Fleaze select the folder where Centreviu Supervizor 8.0 files
are to be installsd.

"Free Dizk Space After Instal"' is based on your current
zelection of files ba install. A negative number indicates that
there iz not enaugh disk space ta install the application to the
specified drive.

C:\Program Fileg\LucenthCentreldu Supervizor 8.0

Browse... |

Current Free Disk Space: 2877392 k

Free Disk Space After [nstall: 2045384 |k

Free Disk Space inWINDOWS 2824824 |
Help | < Back | Cancel |

23. Assure that you have enough disk space to install the application to the

specified drive.
—> NOTE:

The information on the bottom of the dialog box indicates the Current Free

Disk Space and the Free Disk Space After Install.

24. Choose one of the following:

* If youwant toinstall the Supervisor filesin the default installation

path displayed, go to Step 28.

* If youwant toinstall the CentreMu Supervisor filesin adifferent drive

or folder, go to Step 25.

2-10
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25. Usethe Browse option to display the Select Destination Directory dialog
box.

Select Destination Folder E=

IE:\Program Files\LucentsyCentrevu Supervisor 8.0 | oK I

£ Program Files ;I

£ Programs Cancel |
£ psfonts

£ recpcler

£ smzlogon

£ smby2k. zmt

£ temp

£ wiewerl

£ wiewer2

3 Windows Update Setup Files
23 wirnk =

I [+ vl

26. Inthe Select Destination Folder dialog box, do one of the following:

* Navigate to the drive and folder where you want to install the files.
Double click on the folder to select it.

*  Typethedrive and folder where you want to install the files. If the
folder does not exist, the Setup program createsiit.

27. When you have selected the location, click OK . The destination path you
chose displaysin the Select Location dialog box.
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28. Select Next. The Type of Install dialog box appears.

CentreYu Supervizor 8.0 Ingtallation x|

Iype of Install

_ Click on thiz option if pou wizh to instal
& Typical CentreVu Supervisor 8.0 and the Help filez in
Englizh and Operating System language of your
C.

Click. on thiz option to choose which options
and languages to ingtall. ou can run Setup
again to install more options and languages.

" Custom

LCancel |

29. Inthe Type of Install dialog box, select one of the following:

* Typical—this selection installs all of the basic options in English,
which is required, and all of the basic options in the language of your
Windows operating system. Go to Stap.

* Custom—this selection lets you choose which options and language
versions to install. Go to St&o.

=> NOTE:

If you are doing a Supervisor Version 8 upgrade, you must also install all of
the required languages. The Supervisor upgrade will not automatically
reinstall the required languages.
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30. If you selected Custom, the Select Components dialog box appears. This
dialog box lets you select or desel ect the components and language
versions you want to install.

CentreYu Supervisor &.0 Installation
Select Components
Chooze which components ta install by checking the boxes
belo.
[~ Centre¥u Supervisor 8.0 Deutsch 27EE |
™ Centretu Supervisor 8.0 Espafiol 2Tk
™ Centretu Supervisor 8.0 Frangais 2787 k
[~ Centre'u Supervizor 3.0 Ikalian 2726 k
= Eentrelt Supemisan 810 apanese 4167 |
™ Centretu Supervisor 8.0 Netherands 2668 |
[~ Centreb'u Supervizor 2.0 Portugués 2725k
Disk Space Required: Ok
Disk Space Remaining: 2865964 |,
Help | < Back | Cancel |

31. Before making your selections, read the bottom half of the dialog box. It
provides you with the following information:

* Thetotal space required to install the options you selected

* Thetotal space available on the specified drive (both the destination
drive and the drive on which Windows exists).

32. Place acheck mark in front of the componentsin thelist box that you want
to install.

=> NOTE:

The English versions of Supervisor and on-line help are alwaysinstalled.
If you are running a supported non-English version of Windows, Setup
will also install Supervisor and on-line help in the language that matches
your Windows System. See page 1-2 for a table showing supported
versions.
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33. Select Next. The Select Folder dialog box appears.

35.

Centre¥u Supervisor 8.0 Installation

Select Folder

Enter the name of the Folder to add Centret/u Supervigor 8.0
shortcuts ta:

Lucent Centrefu Supervizor 8.0

Accessones

Administrative Tools [Common)
Adobe

Arbortest

Austin Powers

COmMPas10

ForeHelp Premier 93

|IE Personalizer 2.0

Internet Explarer

Internet Yoice Mail

Lucent Centrev'u Supervizor 8.0 LI

Help |

< Back |

LCancel |

. The Select Folder dialog box lets you select afolder in which to put

CentreMu Supervisor shortcuts. Do one of the following:
Choose the default folder displayed.

Enter a different folder name in the text box. The Supervisor setup

program creates the folder.

Select afolder name from the list of existing groups.
Select Next.

2-14
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The Ready to Install dialog box appears.

CentreYu Supervisor 8.0 Installation
Ready to Install!

“f'ou are now ready to install Centrebu Supervisor 8.0,

Frezs the Inzstall button to begin the installation or the B ack
buttan ko re-enter the installation information.

Help | < Back | i Install Lancel |

36. Select Install to begin theinstallation. A progress indicator shows what
percentage of the files are being installed.
Installing [ x|

Copying file:
C:ALSLucent\Centrehu Supervisor 8. 0%enu_cy.hip

[ | 13%

Thelnstall Status dialog box will display alist of al filesinstalled for CentreVu
Supervisor Release 8. Review thislist as needed to see that all fileswere
successfully installed.
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When the installation is compl ete, the Install Successful dialog box
appears.

Centre¥Yu Supervizor 8.0 Installation

X
Install Successful

Setup was able to install Centre'fu Supervizor 8.0 on your PC
successfully. Click on Finish to exit Install and begin using
Centrelfu Supervizar 8.0,

Einizh |

37. Select Einish to return to your desktop.
38. Centre\Vu Supervisor installation is complete.
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Installing CentreVu
Supervisor on a Shared
Network Drive

Overview

This chapter explains how to install the Centrevu® Supervisor application
software for use in a shared application folder configuration on the network
drive. With this type of installation, the Supervisor executable files reside on
the application server and are shared by multiple computers.

You must have administrator privilegesto install Supervisor on a PC running
Windows NT" 4.0.

You must first do a network setup to install Supervisor onto the network. Then,
from each client workstation, you do aclient setup to allow users to access
Supervisor from their workstations.

This chapter includes the following sections:
* Installation Procedures

*  Network Setup

* Client Setup.

*Windows NT is atrademark of Microsoft Corp.
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Installation Procedures

Installing CentreMu Supervisor to a shared application folder is atwo-step
process that consists of the following:

*  Performing the network setup
*  Performing a client setup at each client PC.

The network setup expands all program files and all language options into the
network directory. In addition, this setup transfers a client setup program and its
associated files to the network directory. You can do this setup from either the
network installation folder or from a CD-ROM.

The client setup program allows clients to access Supervisor from the network
server. Client setup creates afolder on the client PC. Theiconsin the folder
point to the executable files on the application server. In addition, client setup
allows you to identify where you want to put the user-specific files (these files
can be located on the client’s local drive or on the network).

=> NOTE:

For installation requirements, see “Other Requirements” on page 1-11.

Network Setup
To perform a network setup, you must have administrative privileges on a
workstation that is runningindows. Then do the following:
1. Log on to the PC as a user with administrative privileges.
2. Before starting the installation, close all running programs on the PC.

3. Create a folder on the network drive to hold the Supervisor application
files, and make it read-only and shared.

4. Verify that the network drive containing the application folder is connected
to each client PC.

5. On the Supervisor distribution medium (CD-ROM or installation folder),
locate and double-click on tiReadne. t xt file to view last minute
installation tips orCentreVu Supervisor.
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Thefilewill be displayed in Windows Notepad, as shown below:

El readme txt - Notepad [_[O] <]
File  Edit Search Help

| -
Lucent CentreVu{R) Supervisor 8.8

Load: DC.82

Date:-: June 308, 1999
READHME .TXT File

TABLE OF CONTEHNTS

1. WHAT'S HEW IH U8
ENHAMCEMENT RELEASE
ACD CAPACITY INCREASES
AGEHMT SITE TRACKIHG
1.3.1 HEW STANDPARD REPORTS
1.3.2 REPORT DESIGHER
1.3.3 REPORT WIZARD
LOCATION ID OF A TRUHK
MEASUREHENT OF ATH TRUHKS
MODIFIED AGENT/TRUNK EXCEPTION REPORTS
NHEW ADVODCATE STAMDARD REPORTS
HEW DRILL DOWH REPORTS
HDED AHD HMINHIMUM PC CONFIGURATIONS A:J

-k ok
T
[N LI

Tk ok ok
oo
MG~

2. RECOHH

To exit the readme file, close the Notepad application.

Insert the CentreMu Supervisor CD-ROM into the CD-ROM drive. One of
the following will occur:

* If AutoPlay is enabled, setup starts automatically when you insert the
CD-ROM. Go to Step 10.

* If AutoPlay is not enabled, proceed with Step 8.
8. Choose Run from the Sart menu. The Run dialog box appears.

Run K E

Tuype the name of a program, falder, ar document, and
Windows will open it for pou.

Open; IC:\ ;I

¥ | Bt Separate Memon Space

Ok I Cancel Erowse... |
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9. Inthe Qpen text box, enter your CD-ROM drive, followed by set up, and
then select OK. In the following example, the “d:” drive is selected.

Aun nn

Type the name of a program, folder, or docurment, and
Windows will open it for you,

Oper: Id:'\setud ;l

0Ok I Cancel | Browse. . |

=> NOTE:

You can also install Supervisor from an installation folder on the network
drive. If the drive containing the Supervisor installation files is not mapped
to your PC, you need to type the network path irQpen text box of the

Run dialog box to map it to your PC.

10. After a short wait, the CentreVu Supervisor 8.0 Installateicome
window appears.

Centre¥u Supervizor 8.0 Installation ]

Welcome!

Thig inztallation program will ingtall Centretu Superyvizor 8.0,
Flease cloze all open applications before continuing with
Setup. If pou have an older verzion of Centrelfu Supervisor
8.0, it will be upgraded with this release.

Frezs the Mext button to start the installation. Y'ou can press
the Cancel button now if pou do not want ta install Centretfu
Supervizor 8.0 at this time.

LCancel
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11. Select Next. The Type of Location dialog box appears.

Centre¥u Supervizor 8.0 Installation E
Type of Location
 Install ko Local PC Select thiz option if pou want

to install Centreliu
Supervizor 8.0 0n a
stand-alone PC.

& |nztall on zhared Metwork drive  Select thiz aption if pou
wizh ta install Centrelu
Supervizor 8.0 onto a
network. drive.

Help | < Back | LCancel |

12. Select Install on Shared Network Drivetoinstall the CentreVu
Supervisor application filesto afolder on a shared network server.

13. Select Next. The Select Network Location dialog box appears.

Centre¥u Supervizor 8.0 Installation [ %]

Select Network Location

Flease zelect the directory where CentreYu Supervisor 8.0 files
are to be installed.

“Free Disk Space After Ingtall' iz based on pour current
zelection of files to install. A negative number indicates that
there iz not enough disk space to ingtall the application to the
specified drive.

Browse...

Current Free Disk Space: 4308136 k
Free Disk Space After [nztall: 4846572 k
Free Digk Space inWINDOWSASYSTEM 2504437 |

Help < Back, Nest > Caricel




CentreVu Supervisor Version 8 Installation and Getting Started

Installing CentreVu Supervisor on a Shared Network Drive
Installation Procedures 3-6

14.

15.

16.

17.

The setup program expands all program filesand all language versionsinto
the network directory specified in the Select Network Location dialog box.

Check the Current Free Disk Space and the Free Disk Space After Install to
assure that you have enough disk space to install the application to the
specified drive.

Choose one of the following:

* If youwant toinstall the Supervisor filesin the default installation
path displayed, go to Step 19.

* If youwant toinstall the CentreVu Supervisor filesin adifferent drive
or folder, go to Step 16.

In the Select Network Location dialog box, use the Browse option to
display the Select Destination Folder dialog box.

Select Destination Directory

IF!:\F'r-:-gram FileshLuzent\Centrefu Supervizar 8.0 oK, I

= 555 Cancel
£ 585
£ 861
73999

£ aas
£ ASClAdmin

3 Centaurus
£ cwra
£ docsdb

£ druak ﬂ

Navigate to the drive containing the folder you created in Step 3, and
double-click on the folder to select it.

=> NOTE:

If performing a Supervisor upgrade, the upgrade must be installed in the

same folder containing the previous Supervisor Version 8 software. It isthe
system administrator’s responsibility to make sure that the client's PC is
mapped to the network drive and folder containing the Supervisor Version
8 software.
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18. Select OK. Thedrive and folder where Supervisor will beinstalled appears
in the Select Network Location dialog box.

19. Select Next. The Ready to Install dialog box appears.

Centre¥u Supervizor 8.0 Installation
Ready to Install!

‘You are how ready ta install Centrevu Supervizor 8.0,

Press the Install button ta begin the installation or the Back
button to re-enter the installation information.

Help | < Back | i nstall Lancel |

20. Select Install to begin theinstallation. A progress indicator shows what
percentage of the files have been installed.

Installing E

Copying file:
Fi:h. hLucenthCentred'u Supervizor 8. 005 etupClEXE

[ | 10%
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When the installation is compl ete, the Install Successful dialog box
appears.

Centreu Supervizor 8.0 Installation
Install Successfil

Setup waz able ta ingtall Centrev'u Supervizor 8.0 on yaur PC
successfully. Click on Finigh to exit Inztall and begin using
Centretu Supervisar 8.0

Finizh |

21. Select Finish to return to your desktop.

22. CentreVu Supervisor installation is complete. Go to Chapter 5, “Getting
Started with CentreVu Supervisor,” to learn how to establish a connection
to theCentreVu CMS server.

=> NOTE:

You may get a message that you need to restart your computer before
running Supervisor. Pre€¥K to restart your computer.
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Client Setup

The client setup program sets up the client computer to access CentreVu
Supervisor from the network server. Supervisor setup installs the application
files on the network, while client setup installs on the client PC only the user-
specific files needed to run Supervisor.

=> NOTE:

You must run client setup from the physical PC that the client will use to access
Supervisor. If you simply log into the network as each user and then run client
setup, the program will not install properly.

To set up aclient PC, do the following:
1. Before starting the installation, close all running programs on the PC.

2. In Windows Explorer or Network Neighborhood (Windows 95 or 98 or
Windows NT 4.0), navigate to the directory where CentreVu Supervisor is
installed.

Locate and then double-click ontheset upcl t .exe file.

After ashort wait, the CentreVu Supervisor 8.0 Installation Welcome
window appears.

CentreYu Supervisor 8.0 Installation [ %]

Welcome!

Thiz inztallation program will install Centretu Supervisor 8.0,
Fleaze close all open applications before continuing with
Setup. If you have an older version of CentreVu Supervizor
8.0, it will be upgraded with this release.

Frezz the Mext button to start the installation. Y'ou can press
the Cancel button now if you do not want ta ingtall Centrelfu
Supervizor 8.0 at this time.

Lancel |

5. Select Next. Setup begins searching for a previous installation of
Supervisor on your PC.



CentreVu Supervisor Version 8 Installation and Getting Started

Installing CentreVu Supervisor on a Shared Network Drive
Installation Procedures 3-10

6. If the setup program finds a previous installation of Supervisor
Version 6 or Version 8, the Previous Version Found dialog box appears.
Select OK to continue with the installation.

Previous ¥Yersion Found [ x|

Setup has detected a previous verzion of
Centrevu Supervizor 6.0, This releaze will
upgrade pour previous version of Centrebfu

Supervizor 6.0 in C:\Program
Files\Lucent\Centrebu Supervizor,

7. If the setup program did not find a previous installation of Supervisor
Version 8, one of the following dialog boxes appears:

If the Replace CentreVu Supervisor 5.0 dialog box appears, it means
that the setup program did not find a previous installation of
Supervisor Version 8, but it found an installation of Supervisor Version
5. Go to Step 8.

If the Replace CentreVu Supervisor 1.0 dialog box appears, it means
that the setup program did not find a previous installation of
Supervisor Version 8 or Version 6, but it found an installation of
Supervisor Version 1. Go to Step 11. (Either Supervisor Version 5 or
Version 1 could exist, but not both.)

If the Select Location dialog box appears, it means that the setup
program did not find an installation of Supervisor Version 5. Go to
Step 14.
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8. The Replace CentreVu Supervisor 5.0 dialog box appears.

Centre’Yu Supervisor 8.0 Installation =]

Replace CentreVu Supervisor
5.0

Setup has found a previous installation of Centrebfu Supervizor
5 on pour PC in the directory CACENTREWU.

Setup will delete the existing version of
Centreb/u Supervizor and continue o

" Replace Existing install Centretdu Supervizor 8.0.

. Setup will keep the exizting wersion of
£~ Keep Existing Centret'u Supervizor and prompt ko
install Centret'u Supervizor 8.01n a
different directan.

Help | < Back |

LCancel

9. Select one of the following:

* Replace Existing—the setup program will delete the existing
installation of Supervisor Version 5 and install Supervisor Versian 8
its place.

* Keep Existing—the setup program will keep the existing installation
of Supervisor and prompt to install Supervisor Version 8 in a different
folder.

=> NOTE:

If you decide to keep the previous installation of Supervisor
Version 5, you can uninstall it later using the uninstall executable file on
the Supervisor CD-ROM. This file is namednoveV5. exe.

10. SelectNext.
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11. The Replace CentreVu Supervisor 1.0 dialog box appears.

CentreYu Supervisor 8.0 Installation B

Replace CentreVu Supervisor
YR/

Setup has found a previous installation of Centrelu Supervisor
%1 on your PC in the directory CACENTREWVL.

Setup will delete the existing wersion of
Centret'u Supervisar and continue ta

&+ Replace Existing install Centrevu Supervisor 8.0,

. Setup will keep the existing version of
" Keep Existing Centreb/u Supervizor and prompt ko
ingtall Centre'fu Supervizor 8.0in a
different directory.

Help | < Back |

LCancel

12. Select one of the following:

Replace Existing—the setup program will delete the existing
installation of Supervisor Version 1 and install Supervisor Versian 8

its place.

Keep Existing—the setup program will keep the existing installation
of Supervisor and prompt to install Supervisor Version 8 in a different

folder.

=> NOTE:

If you decide to keep the previous installation of Supervisor

Version 1, you can uninstall it later using the uninstall executable file on

the Supervisor CD-ROM. This file is namednoveVl. exe.
13. SelectNext.

3-12
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14. The Select Destination Directory dialog box appears. If you are replacing
the existing version of Supervisor, the Browse button will be disabled.

Centre¥u Supervisor 8.0 Terminal Emulator 5etup

Select Destination Directory

Please select the directory where Centre¥u Supervizor 8.0
Terminal Ermulator files are to be installed.

"Free Disk Space After Install" iz based on pour curent
selection of files to install. & negative number indicates that
there is not enough disk space to install the application to the
specified dive.

C:\Pragram FileshLucent\T erminal Emulator
Browse. .
Current Free Dizk Space: 2897944 k.
Free Dizk Space After Install 2889375 k
< Back Lancel

=> NOTE:

The Select Destination Directory dialog box lets you choose where you
want to install user-specific files. If aprevious user file location is not
detected, the default location is c:\L ucent\CentreVu\Supervisor. If a
previous user filelocation is detected, the client setup displays the user file
path that was used for the previous installation.

15. Choose one of the following:

* If youwant to install the Supervisor filesin the default installation
path displayed, go to Step 19.

* If youwant toinstall the Supervisor filesin adifferent drive or folder,
go to Step 16.



CentreVu Supervisor Version 8 Installation and Getting Started
Installing CentreVu Supervisor on a Shared Network Drive
Installation Procedures 3-14

16. Use the Browse option to display the Select Destination Folder dialog box.

Select Destination Directory E3

C:\Program Files\Lucents T erminal Emulato | 0K I

= ot
[= Program Files Cancel |

e Lucent

£ CenbreMu Supervizor 8.0

=« =

17. Inthe Select Destination Folder dialog box, do one of the following:

* Navigate to the drive and folder where you want to install the files.
Double click on the folder to select it.

*  Typethedrive and folder where you want to install the files. If the
folder does not exist, the Setup program creates it.

=> NOTE:

The user files can be located on the client’s local drive or on the network.

18. When you have selected the location, click OK. The destination path you
chose displaysin the Select Location dialog box.
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19. Select Next. The Type of Install dialog box appears.

Centre¥u Supervisor 8.0 Installation =]

Type of Install

_ Click on this option if you wigh to install
% Tupical Centretfu Supervizor 8.0 and the Help files in
English and Operating System language of your
PC.

' Custom Click on this option to chosze which options
and languages ta ingtall. You can run Setup
again to ingtall more optiohs and languages

Help | < Back | Cancel |

20. Inthe Type of Install dialog box, select one of the following:

* Typical—this selection installs all of the basic options in English,
which is required, as well as all of the basic options in the language of
your Windows operating system. Go to St2p.

* Custom—this selection lets you choose which options and language
versions to install. Go to St&d.

=> NOTE:

If you are doing a Supervisor Version 8 upgrade, you must also install all of
the required languages. The Supervisor upgrade will not automatically
reinstall the required languages.
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21. If you selected Custom, the Select Components dialog box appears. This
dialog box lets you select or deselect the components and language
versions you want to install.

CentreYu Supervizor 8.0 Ingtallation x|
Select Components
Choose which components to install by checking the boxes
below.
™ Centreb/u Supervisor 8.0 Deutsch 27R6 k.
™ Centrebu Supervizor 8.0 E spafial 271 k
[T Centrevu Supervisor 8.0 Frangais 2787 k
[~ Centreu Supervisor 8.0 Italian 2726 k
I Eertedin Sipenisan B 0L apatese 4167 k.
™ Centrebu Supervisor 8.0 Netherands 2668 k
[~ Centrefu Supervizor 8.0 Partugués 2728k
Dizk Space Required: Ok
Diigk Space Femaining: 2865964 |
Help | < Back | Cancel |

22. Place acheck mark in front of the componentsin thelist box that you want
to install.

=—> NOTE:

The English versions of Supervisor and on-line help are alwaysinstalled. If
you are running a supported non-English version of Windows, Setup will
also install Supervisor and on-line help in the language that matches your
Windows System. See page 1-2 for atable listing supported versions.
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23. Select Next. The Select Folder dialog box appears.

24. The Select Folder dialog box lets you select afolder in which to put

CentreYu Supervizor 8.0 Installation

Select Folder

Enter the name of the Folder to add Centreu Supervisar 8.0
shortcuts ko

Lucent Centrelfu Supervizor 8.0

Accessones

Adrinistrative Tools [Common)
Adobe

Arbortext

Austin Powers

COMPASTO

FareHelp Premier 99

IE Personalizer 2.0

Internet Explorer

Internet YWaice Mail

Lucent Centre'u Supervizor 8.0 ;I

Help |

< Back |

LCancel |

CentreVu Supervisor shortcuts. Do one of the following:
Choose the default folder displayed.

Enter a different folder name in the text box. The Supervisor setup

program creates the folder.

Select afolder name by from the list of existing groups.

3-17
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25. Select Next. The Ready to Install dialog box appears.
CentreYu Supervisor 8.0 Installation

Ready to Install!

f'ou are how ready to install Centreu Supervizor 8.0,

Press the Install button to beqin the installation or the Back
button to re-enter the installation infarmation.

Help | < Back | i Inastall LCancel |

26. Select I nstall to begin the setup. A progress indicator shows what
percentage of the files are being installed.

Installing E

Copying file:
R4 ALucentsCentrehu Supervisor 8 045 etupCle ExE

[ | 10%

Thelnstall Status dialog box will display alist of al filesinstalled for CentreVu
Supervisor Release 8. Review thislist as needed to see that all fileswere
successfully installed.
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When the installation is complete, the Install Successful dialog box
appears.

CentreYu Supervizor 8.0 Ingtallation E|

Install Successful

Setup wasz able to install Centre'u Supervizor 8.0 on your PC
successfully. Click on Finish to exit Install and begin using
Centretu Supervisor 8.0,

Finigh |

27. Select Finish to return to your desktop.

28. CentreVu Supervisor installation is complete. Go to Chapter 5, “Getting
Started with CentreVu Supervisor,” to learn how to establish a connection
to theCentreVu CMS server.

=> NOTE:

You may get a message that you need to restart your computer before
running Supervisor. Pre€¥K to restart your computer.
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Uninstalling CentreVu
Super visor

Overview

You can easily uningtall the Centrevu® Supervisor Version 8 application using
the Microsoft Windows™ Add/Remove Programs wizard. Uninstall removes the
Supervisor files and folders from the PC. Uninstall will not remove
components, registry entries, filesthat are being used by other applications, or a

folder that is not empty.

=> NOTE:

A registry is aWindows database that holds information about the system and
its applications, including system settings, client, and server information.

This chapter explains how to perform a CentreMu Supervisor Version 8

uninstall.

*Microsoft Windows is a trademark of Microsoft Corp.

4-1
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Performing the Uninstall

4-2

To uninstall the CentreVu Supervisor application, do the following:
1. Closeall running programs on the PC.
2. Select Settings and then Control Panel in the Windows Start menu.

3. Double click on the Add/Remove Programsicon. The Add/Remove
Programs Properties window opens.

Add/Remove Programs Properties EER
IrstallAninstal | Windows NT Setup |

@ Tainztall a new program from a floppy disk or CD-ROM

drive, click Install.
Imstall...

Windows. To remove a program or bo modify its installed
components, select it from the list and click
Add/Remaove,

@ The following software can be automatically remaoved by

Centretfu Supervizor 8.0 Terminal Emulator
Centretfu Visual Vectors 1.0 WWTH-02

Centreddu Visual Vectars 8.0 vWEEB-04 J
Centretfu Vizual Vectors 8.0W8B-04 - Metwork

COMPAS

COMPAS

Dizkeeper J

ForeHelp Premier 39
Add/Bemaove. .. |

Ok, | Cancel | Loppli |

4. Select the Install/Uninsgtall tab.
5. Highlight Lucent CentreVu Supervisor 8.0 in the list of installed software.
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6. Select the Add/Remove button. The following message displays:

Select Uninstall Method E

welcome to the Centreb¥u Supervisor 8.0 uninstall program.

“'ou can chooze to automatically uninztall this saftware or ta
choose exactly which changes are made to your system.

Select the Custom button to select which modifications are o
be made during the uninzstall. Select the Automatic button for
the default uninstall options. Press the Mext button to continue.

i+ Autornatic
i Custam

Cancel

7. Click Next. The Perform Uninstall window appears.

Uninstall CentreYu Supervisor 8.0

Peyform Uninstall

Performing uninstall of the Centret'u Supervisor 6.0,

Press the Cancel button to cancel the uninztall process and exit
thiz pragram.

Remaving File:
[
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A progressindicator indicates the percentage of the files that are being
removed.

=> NOTE:

If you press Cancdl at thistime, it will cancel the uninstall process, but
because some fileswill have been deleted, Supervisor will not run. Also, if
you try to uninstall Supervisor again after canceling the uninstall, you will
not be able to doit.

8. After theuninstall is complete, you are returned to your desktop.
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Getting Started with
CentreVu Super visor

Overview

This section familiarizes you with the main components of the Supervisor
Controller window and teaches you afew basic skills you will use every time
you work with the application. You will learn how to do the following:

*  Open the Supervisor application

* Logintothe CMS server

* Log off the CMS server

*  Get help.

You will also learn about the following components of Supervisor Controller:
* Menus

* lcons

*  Statusline

*  Windows.

5-1
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Establishing CentreVu CMS Server Connection

Settings

You must establish connection settingsin order to connect to the CM S server. If
you have aready established connection settings, go to the following sections:

* “Logging Into the CMS Server — First Tithen page 5-9

* “Logging Into CMS Server — After First Tihen page 5-10

There are three connection options:

*  Network
* Serial
*  Modem.

You can set these options to connect to the CMS server one of two ways:

Automatic—used to login to the CMS server directly from Supervisor

*  Manual—used to login to the CMS server by way of the serget&is’
system. You would use manual login for the following reasons:

— You need to accessrssv e andcmsadmmenus

— You are instructed to do so for troubleshooting purposes

— Your version of Supervisor resides in a differBoliaris system than
the CMS server.

=> NOTE:

For more information about yo&olaris system, see yowolaris system
administrator.

Now you are ready to open Supervisor and establish a connection to the CMS

server. SeeOpening theCentreVuSupervisor Applicatiohon page 5-3

*Solaris is a registered trademark of Sun Microsystems.

5-2
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Opening the CentreVu Supervisor Application

To open the Supervisor application, do the following:

1. Select Programs and then Lucent CentreVu Supervisor 8.0 from the
Windows Start menu.

2. Inthe Lucent CentreVu Supervisor menu, select CentreVu Supervisor-
English.
At this point, the Supervisor application is open, but you are not logged
into the CM S server. If you have not yet established connection settings to
a CMS server, the Supervisor Controller appears, along with an open
Options dialog box, as shown below.

Feport Colars ] Threshold Colors 1 Mame Format |
CHS Servers ] General ] Seripting )
|
LConnect
Hemowve |
Eropetics |
™ Marual Login [using Server Name selected abovef
Help |
4 aK. I Cancel | ApHl |

1. Supervisor Controller
2. Options icon

3. Login icon

4. Options window

3. Next, you need to establish connection settings. See ‘Establishing the
Connectiofi on page 5-4

5-3
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Establishing the Connection

To establish connection settingsto a CM S server, you must use the Options
dialog box. The Options dialog box displays with the CM S Servers tab active
(thisisthe only active tab).

{8 Dptions
Fieport Calors ] Threshold Colors ] Mame Format g
CHS Servers ] General ] Scripting 3

Servers:

[ Manual Login [using Server Name selected abovef

To establish a connection, do the following:

1

If you want to connect manually, select the Manual Login check box. If

you want to connect automatically, do not select the Manual L ogin check

box.

Since thisis a new connection, select New. The Server Properties window

appears.

Do one of the following:

* If you are going to have a Network connection, continue with the
“Network” section orpage 5-5

* Ifyou are going to have a Serial connection, continue with the “Serial”
section orpage 5-7

* If you are going to have a Modem connection, continue with the
“Modem” section orpage 5-8

5-4
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Network

When you select New in the Options window, the Server Properties window
appears with the Network connection checked.

(& Server Properties

Chooze a connection method and set its options.

SewverName: [1355193205 < !
. Cannection
Server WVersion: < 2
Iﬁ & Mebwork ¢ Sernal " Modem
Metwork Settings
CMS Network Address: [135.9.193 205 - 3
Metwork Port: |23

Help | 0K I Cancel |

1. Server Name text box
2.Connection Box
3. CMS Network Address: text box

To establish a network connection, do the following:

1. Inthe Server Nametext box, enter the name of the server that you will be
using. As you type it, the Server Name will appear in the CM S Network
Address text box.

2. Usethe Network Port default of 23 unless otherwise instructed by your
system administrator.

3. Click on OK. The system brings you back to the CM S Servers tab folder.



CentreVu Supervisor Version 8 Installation and Getting Started
Getting Started with CentreVu Supervisor
Overview 5-6

The CMS Servers tab folder displays the options you chose.

& O ptions
Feport Colars ] Threzhold Colarz ] Mame Format A
CMS Servers ] General ] Scrpting g

Servers: [135.9.193.205

Remove

__ Popeter |

Properties

¥ Marwal Login [using Server Mame selected above)

Help |

ak. | Cancel | Sl |

Besides New, the other options in the CM S Servers tab are as follows:

* Remove—Highlight the name of the server and select this option to
remove the CMS server configuration that you entered previously. You will
get a message asking if are sure you want to delete the server configuration.
SelectYes or No.

*  Properties—Highlight the name of the server and select this option to
display the Server Properties window, where you can view or change the
CMS server configuration properties.

SelectOK to accept the Network settings. You have to select a server from the
list before you sele®K.

The system brings you back to the Supervisor Controller window. At this point
you are still not logged into the CMS server, but you have established
connection settings to the CMS server.

Now you are ready to log into the CMS server. Samying Into the CMS
Server — First Timeon page 5-9
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Serial

If you selected the serial setting in the Connection box of the Server Properties
window, the Server Properties window is changed, as shown below:

(& Server Properties

Choosze a connection method and zet its options.

Server Name: [135.9.193.205

Connection

" Mebwork ¢ Serial = Moadem

IEMS Wa ’I

Serial Setting
Part: Icgm vl Parity: INone ‘l
Baud Rate: ISBUD vI Data Bits: Ig vl
Elows Cantral: |1 one vl Stop Bits: |-| vl

DTH/TISH ) Pull-down list

Ok I Cancel |

Server Yersion: ’7

In the Server Properties box, do the following:

1. Inthe Server Name text box, enter the name of the server that you will be
using.

2. Inthe Serial Settings box, enter all settings for the serial connection. Each
setting has a pull-down list with various options (see the example above).
See your CMS Administrator for serial settings.

3. When finished entering serial settings, click on OK. The CMS Serverstab
displays.

4. Select OK to accept the serial settings.

The system brings you back to the Supervisor Controller window. At this point

you are still not logged into the CM S server, but you have established
connection settingsto the CM S server.

Now you are ready to log into the CMS server. See Logging Into the CMS
Server — First Timeon page 5-9
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Modem

If you selected the modem setting in the Connection box of the Server
Properties window, the Server Properties window displays the Modem Settings
box, as shown below:

i Server Properties

todem Settings

Chooze a connection method and set itz options.

Server Mame: [135.9.193.205
Server Version: ’7 Connection

" Metwork ) Senal i+ Modem
ICMS Wa 'I

Phone Number: ||

Modem: | < Pull-down list

Help | K I Cancel

In the Server Properties window, do the following:

1

4,
5.

In the Server Name text box, enter the name of the server that you will be
using.

Inthe Phone Number text box, enter the number to the CM S server. If you
do not know the phone number, contact your CM S System Administrator.

In the Modem box, select the modem from the pull-down list of modems
configured in Windows.

Select OK. The CM S Serverstab displays.
Select OK to accept the modem settings.

The system brings you back to the Supervisor Controller window. At this point
you are still not logged into the CM S server, but you have established
connection settings to the CM S server.

To log into the CM S server, see “Logging Into the CMS Server — First Tithe
on page 5-9
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Logging Into the CMS Server — First Time
After you have established connection settings to the CM S server, you can log

into the CM S server by using the Connect menu or using the L ogin icon (see
the graphic below).

Lucent Centre¥u Supervisor M=] 3
LConnect Tool: Help

Connect menu  Login Icon

1. Tologintothe CMS server for the first time, do one of the following:
*  Select Login from the Connect menu.

Lucent Centre¥u Supervigzor =]
¥ Tool: Help
|
LLagat
CMS Servers ”T ,_ | 4

* Click onthe Login icon: E’ﬁ .
*  Depending on how you established connection settingsto the CMS
server, one of two actionswill occur:

*  For an automatic login connection, the Login Information dial og box
appears. Follow Steps 4 through 7 in “ Automatic Logirf on page
5-10

* For a manual login connection, the Manual Login dialog box will
appear. Follow Stepgathrough6 in “Manual Logirf on page 5-11

5-9
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Logging Into CMS Server — After First Time

After you have logged into Supervisor for the first time and established your
login ID and password, the login procedures change slightly. Follow the
procedures below for automatic and manual login.

Automatic Login

If the connection settings were established for automatic login, you will use the
Automatic Login dialog box. Now, each time you open the Supervisor
application, the Supervisor Controller window will appear, along with the
Login Information dialog box.

To log into the CM S server, do the following:

1. Doubleclick on the Supervisor icon in its program group. The Supervisor
Controller window appears, along with the Login Information dialog box
in the forefront, as shown below:

Lucent Centre¥u Supervisor EHE
Login Information

CMS Server -
|ﬁ = |135.9.193.205 l
hd

Password: [ - A

ak I Cancel | Help |

1 2 3 4

1. CMS Server: Text Box
2. Login ID: Text Box

3. Password: Text Box

4. History list of Login IDs

Select the CM S Server from the pull-down list of servers.

Select the CM S Ver sion from the pull-down list. Version 8 Supervisor is
compatible with either R3V6 CM S or R3V8 CMS. You must select the
version of CMSthat is on the server you have selected. If you select the
wrong version of CMS, you will receive an error message. See Chapter 9,
“Troubleshooting,” for more information.
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=> NOTE:

If you select CMS R3V6, you will see both Generic 2 and Generic 3 ACDs
and their associated data. If you select R3V8 CMS, you will see only
Generic 3 ACDs and data, and Generic 2 ACD data. You will not be ableto
access Generic 2 ACDs.

4. Typeyour CMSlogin ID inthe Login ID: text box, or choose it from the
history list of IDs (if it has been entered previously).

5. Tab to the Password: text box.

6. Typeyour CMS password in the Passwor d: text box.

7. Select OK.

A message box indicates that Supervisor is connecting to the CM S server.

Once you connect to the CMS server, the Supervisor Controller window
appears with CM S operations available on the toolbar. The statuslineis active
and two new menus (Commands and Scripts) appear in the menu bar.

Now you are ready to learn more about the Supervisor Controller window. See
“Exploring theCentreVuSupervisor Controlléron page 5-18

Manual Login

If the connection settings were established for manual login, you will log into
the CMS server through the Manual Login dialog box. Now, each time you
open the Supervisor application, the Supervisor Controller window will appear,
along with the Manual Login dialog box.

=> NOTE:

The Manual Login window is not recommended for stan&ataris use (for
example, it should not be used for editing files). The Manual Login dialog box
is nota Terminal Emulator.
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To log into the CM S server using the manual login, do the following:

1. Doubleclick onthe Supervisor iconin its program group. The application
brings up the Supervisor Controller window and the Manual Login dialog
box (in the forefront). At thistime, you are not logged into the CM S server.

Manual Login

Sun03 5.7

login:

login: cns

Pagsword:

Login incorrect

login: cos

Pazsword:

Last login: Mon Aug 16 11:41:05 from pgolden.dr. lucen

Enter Terminal Type: (defanlt is 615): cwsup
[TEFM iz cwvsup

& cmsl

Break. | Cancel | Help |

2. Inthe Manua Login dialog box, at thel ogi n: prompt, enter your CMS
LoginID.

=> NOTE:

The prompts will appear only after you have entered information for the
previous prompt. All prompts are shown in the Manual Login dialog box
for convenience.

At the Passwor d: prompt, enter your CM S password.
IftheEnter Term nal Type: prompt displays, enter cvsup.
If the Solaris system prompt displays, enter cms.

o 0~ ®w

Atthel nput terninal type: prompt, enter the terminal type
cvsup , or press Enter if the default listed iscvsup.



CentreVu Supervisor Version 8 Installation and Getting Started
Getting Started with CentreVu Supervisor
Logging Into CMS Server — After First Time 5-13

The Supervisor Controller window appears.

Lucent Centre¥u Supervisor - 135.9.193.2058
LConnect Commands Tool: Scripts Help

E mEAERE ERIE] @
(o | aams | P

The Controller window includes the Commands and Scripts menus and
additional items, which relateto CMS, in the Tools menu. Also, the status line
is now active.

=> NOTE:
For more information on the scripting feature, refer to Chapter 3, “Scripting,” in
the CentreVu® R3V8 CMS Administration (585-210-910) document.

Now you are ready to learn more about the Supervisor Controller window. See
“Exploring theCentreVuSupervisor Controlléron page 5-18
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Logging Off the CentreVu CMS Server

You can log off the CMS server by using any of three options, which are
explained below.

1

To log off the CM S server, do one of the following:

*  Select Logout from the Connect menu.

Lucent CentreYu Supervisor - 135.9.193.205

[E=® Command: Toole Scrpts Help

Lagin | B
2 G S (HIAI0]

e ARKRE | B/16/93 123341 PM i

A

Connect Menu

* Click onthe Exit icon: , or select Exit from the Connect menu.
Thislogs you out of the CMS server as well as the CentreVu
Supervisor application.

* Click onthe L ogout icon: .
The application responds with the following question:

Lucent Centre¥u Supervisor B

& Are pou sure you want to logout?

Select Yesto log off the CM S server. One of two things can happen:

* If you selected Exit, Supervisor logs you out and closes the
application.

* If you selected L ggout, the Supervisor Controller window remains
open, but it is now in disconnected mode (see “Not Logged Into the
CMS Servet on page 5-18or details).

Go to“Exiting Supervisdron page 5-15

5-14
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Exiting Supervisor

To exit from the Supervisor application, do the following:
1. Select Exit from the Connect menu.

Lucent Centre¥u Supervisor [_ O] x|
[Nl Tool: Help

Login ‘
[Cmmmnt
CHMS Servers

Exit

2. If youtry to exit from the Supervisor application before logging off the
CMS server, the following message displays:

Lucent Centre¥u Supervizor

& You are currently logged in. Are pou sure you want to exit?

3. Select one of the following:

* Yes—Supervisor automatically logs you off of the CMS server and
then exits from the application.

* No—you are returned to the Controller and remain logged into the
CMS server.
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Changing Connection Settings

If you want to change connection settings to the CM S server, do the following:
=> NOTE:

You cannot be logged into a CM S server when you change connection settings.
1. Open the Supervisor application.

2. If your connection to the CM S server is set for automatic login, go to Step
3. If your connection to the CM S server is set for manual login, go to Step
4.

3. Select Cancel from the Login Information dialog box (this closes the
Login Information dialog box).

4. Select Cancel from the Manual Login dialog box (this closes the Manual
Login dialog box).

The system responds by returning to the Controller.
Open the Options dialog box by doing one of the following:

*  Select Options... from the Tools menu.

* Click on the Optionsicon: @
The Options dialog box appears with the CMS Servers tab folder open.

=> NOTE:

You can also open the Options dialog box by selecting CM S Serversfrom
the Connect menu.

7. Inthe CMS Serverstab folder, select Properties.
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The Server Properties window appears. Notice that the Server Nameis
displayed and cannot be changed.

i Server Properties

Choose a connection method and zet ite options.

Server Name: [135.91592 205

Server Yersion: Eemeeton
v = Serial = Modem
ICMS L] 'I

Metwark Settings

ChS Metwork Address: |1 35.9.193.205

Metwork, Port: |23

Help | QK I Cancel |

8. Inthe Connection box, click on the type of connection you want, Network,
Serial, or Modem.

=> NOTE:

See ‘Establishing the Connectidbon page 5-4or information on entering
serial and modem information.

9. Change any settings as needed.
10. SelecOK to change the connection.
The CMS Servers tab folder appears.
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Exploring the CentreVu Supervisor Controller

The following sections explain the different parts of the Controller window asit
appears when you are not logged into the CM S server and when you are logged
into the CM S Server.

Not Logged Into the CMS Server
This section details the Controller window as it appears when you are not

logged into the CM S server. The following graphic illustrates the basic
Controller window:

1 2
3
A -
Lucent Centre¥u Supervisor !El E
Connect Tools Hel
Ee N |
T fo [T )

4 5 6

~ —
&

1. System Menu Box

2. Title Bar

3. Maximize/Minimize/Close Window Sizing Buttons
4. Status Bar

5. Toolbar

6. Menu Bar

7. Login Status Indicator

System Menu Box

The system menu box is acommon W ndows convention. It allows you to
perform common windows conventions, such as closing the current window or
application.

Title Bar

Thetitle bar is acommon Windows convention. It shows the name of the
application.
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Toolbar

Thetoolbar contains buttons that are used for quick access to specific features
of the application. When you are not logged into the CM S server, the two
buttons available on the toolbar are as follows:

Button | Name Command
Options Accesses the window needed to change your
g= login options.
= Login I nitiates a connection to the CM S server.
s

When you move your cursor over atoolbar button, a tooltip displays next to
your mouse pointer with a brief description of the command the button
performs. The status bar also displays a description of the command that
particular button performs.

Maximize, Minimize, and Close Buttons

The maximize, minimize, and close buttons are acommon Windows
convention. They adjust the size of the window, or close the window.

Status Bar

The status bar is located at the bottom of the Controller window. It displays a
brief description of each of the toolbar buttons when the cursor is over the
button. The status bar also includes a L ogin Satus I ndicator, which shows a
green light if you are currently logged into the CM S server, or shows a gray
light if you are not logged into the CM S server.
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Menu Bar

A common Windows convention. The menu bar lists the available drop-down
menus. When you are not logged into the CM S server, the menu bar has the
following menus available:

Connect
Tools
Help.

The following sections outline the options available from each menu.

From this menu, you can initiate or discontinue a connection to the CM S server.
The Connect menu, shown below, has the following options:

Lucent Centre¥u Supervisor Mi=] &3

Login
[Cmmmnt

CHS Servers

E xit

[Nl Tools Help

Menu Item
Login

o
iR

CMS Servers

Exit

Action

Selecting the Login from the Connect menu displays the
Manual Login window if the Manual Login Option is set,
and displaysitemsin the Automatic Login window if the
Manual Login Option is not set.

Selecting CM S Ser ver s from the Connect menu opens the
CMS Servicetab in the Options window. When you are not
logged into the CM S server, the CM S Service tab allows
you to select Network, Serial, and Modem settings.

Selecting Exit from the Connect menu closes the
Supervisor application.
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Tools

The Tools menu, shown below, has the following options:

[8] Lucent

Advanced...

treYu Supervisor H=]

Menu ltem

Options...

Advanced...

(No Icon)

Action

Selecting Options from the Tools menu or selecting the
Options button on the toolbar, opens the Options window.
When you are not logged into the CM S server, you can set
standard Supervisor communications optionsin the Options
window.

Selecting Advanced... from the Tools menu opens the
Advanced window. This menu item is used for debugging
purposes. Do not change the settings on the Advanced
window unless you are instructed to do so by a Lucent
Technol ogies associate.
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Help

You can access Supervisor on-line help from all windows by doing any of the
following steps:

* Pressing the F1 key—displays help specific to the current window.
* Selecting the Help button (if available)—displays help specific to the
current window.

* SelectingHelp from themenu bar (shown below)—allows you to choose
from the following options:

Lucent Centre¥u Supervisor - 135.9.193.205
Cornect Command:  Tools  Scripts

@I!I II&I@Ir@\L& Qonterjuts
Technical Suppart
J ® Madadadad About Centrelfu Supervizor

Menu Item Action

Contents SelectingContents opens the Supervisor on-line
help table of contents.

Technical Support SelectingTechnical Support opens a window that
provides Technical Support information.

About CentreVu SelectingAbout CentreVu Supervisor opens the

Super visor Supervisor Help About window, which shows the

software version number.

Some windows also offer a style of help called “What's This?” When

the@ icon on a title bar or the “What's This?” item on a right mouse-button
popup menu is selected, a popup help topic displays information about the area
of the window to which the mouse cursor is pointing.
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Logged Into the CMS Server

The Supervisor Controller window, when logged into the CM S server, consists
of the following components:

[e | aasx | 4
b LAk
. . 7
1. Title Bar 6. Exception Count 6 8910
2. Menu Bar 7. ACD Status Indicator(s)
3. Toolbar 8. CMS Date and Time
4. Status Line 9. Minimize Button
5. Login Status Indicator 10. Maximize Button

=> NOTE:

The System Menu Box, Title Bar, and Maximize/Minimize buttons are not
defined below because they work the same when you are logged into the CMS
server as they do when you are not logged into the server.

Depending on what your CM S user permissions are, some menu items and
toolbar buttons may not be accessible to you.



Toolbar

The toolbar contains buttons that are used for quick access to specific CMS
commands and tools. Based on your CM S user permissions, some or all of the
following buttons will appear on your toolbar when you are logged into CMS.

CentreVu Supervisor Version 8 Installation and Getting Started
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Administration

Button |Name Command
Options Accesses the window needed to change your
g= environment options.
L ogout Disconnects from the CM S server.
Reports Initiates the Reports command.
Dictionary Initiates the Dictionary command.
Exceptions Initiates the Exceptions command.
Agent Initiates the Agent Administration command.

AECIEIEIE

Call Center Initiates the Call Center Administration
Administration command.
Report Wizard Initiates the Report Wizard command.

5-24
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Button | Name Command
CMS System Initiates the CM'S System Setup toal.
Setup
Maintenance Initiates the Maintenance tool.
User Initiates the User Permissions tool.
Permissions
Exit Logs you out of CMS and closes the

Supervisor application. A message box
notifies you that you are logged in and asks if
you wish to continue the exit.

When you move your cursor over atoolbar button, the status bar givesa
description of what the toolbar button does.

5-25
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Status Bar

The status bar islocated at the bottom of the window and is used to display
CMS application status. It isaso used to display a brief description of each of
the toolbar buttons when the mouse pointer is over the button.

Login Satus Indicator—shows a green light if you are connected to the
CMS server, or shows a gray light if you are disconnected from the CMS
server.

Exception Count—gives you the current count of exceptions for all ACDs
for which you have exception permissions. The exceptions count is cleared
to zero at the beginning of the interval. For information on CMS
exceptions, refer to Chapter 7, “Exceptions,” in @eatreVu® CMSR3V8
Administration (585-210-910) document.

ACD Satus I ndicators—shows which ACDs are active/inactive. There

can be up to eight ACD icons showing, depending on how many ACDs this
CMS supports. If you place your mouse over the ACD status indicator, the
current ACD displays in the status bar. There are two variations of ACD
status indicators, as follows:

— If the link to any one of the ACDs is down, the icon will be crossed
out.

— Ifthere is a TCP/IP connection between the switch and CMS, the ACD
icon will contain a bar. This means that CMS and the switch are not
fully communicating at this time. This is a transitory state,

Current Date and Time—shows the current date and time of the CMS
server you are logged into.
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Menu Bar

The menu bar lists the available menus. When you are logged into the CMS
server, there are five menus avail able on the menu bar:

* Connect

* Commands

* Tools

* Scripts

* Hep.
=> NOTE:

The Commands menu item is available only when you are logged into the
CMS server. All of the optionsin the Commands menu are
CMS-specific.

Thetest on the following pages describes the options available from each menu.
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Connect

The Connect menu shown below has the following options:

Lucent Centre¥u Supervizor =] I
NN E Tool: Help
Login |
[LaaEtt
CHS Servers 4

E it

Menu Item

L ogout

&
[P

Exit

Action

Selecting L ogout from the Connect menu or the Logout
button on the toolbar allows you to log out of the CMS
server. When you select L ggout, a message box confirming
the logout action displays. If you select OK, the logout
sequence begins. Once the logout is complete, Supervisor is
still open but you are not connected to the CM S server.

Selecting Exit from the Connect menu closes the
Supervisor application. If you are logged into the CMS
server when you select Exit, a message box notifies you that
you are logged in and asks if you wish to continue the exit.
If you select Yes, you are automatically logged out of the
CMS server and Supervisor is closed. If you select No, the
exit is cancelled and you are returned to the Controller, still
logged into the CM S server.
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Commands

The Commands menu shown below gives you access to the Reports,
Dictionary, Exceptions, Agent Administration, and Call Center
Administration subsystemsin CMS. It also gives you access to the Report

Wizard.

Lucenl Centre¥u Superviszor - 135.9.193.205

Connect @MGGNEGSEE Tools  Scripts Help
Beports. .. bl :!r!
Dictionar...

83| S

|7c Exceptions. ..

Menu Item

Reports

8/16/99 020611 P
Agent Administration...

LCall Center Adriniztration. ..
Report Wizard...

Action

When you select Reports from the Commands menu or
select the Reports button on the toolbar, the Reports
selector window opens. You will see the following tabsto
choose from:

* Red-Time
* Historica
* Integrated.

Any Custom Reports you have created are ported to
Supervisor. You can view and print the reportsin
Supervisor. To edit the reports, or create new ones, use the
Terminal Emulator or aCMSterminal.

From the Reports command, you can view, print, and
export data from al of the standard CM S reports, Custom
CMS Reports, Supervisor Integrated and Graphical reports,
and Report Designer reports.
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Dictionary

Exceptions

Agent
Administration

E]

When you select Dictionary from the Commands menu or
select the Dictionary button on the toolbar, the Dictionary
selector window opens. You will see the following tabs to
choose from:

* Operations
*  Reports.

From the Dictionary command, you can assigh hames to
splits/skills, trunk groups, call work codes, reason codes,
ACDs, VDNs and vectors, enter and edit agent names and
agent groups, view and define CM S database items and
calculations, and modify split/skill and trunk string values.

When you select Exceptions from the Commands menu or
select the Exceptions button on the toolbar, the Exceptions
selector window opens. You will see the following tabs to
choose from:

* Operations
*  Reports.

From the Exceptions command, you can administer timing
or counting-based thresholds for exceptions and report on
those exceptions.

When you select Agent Administration from the
Commands menu or select the Agent Administration
button on the toolbar, the Agent Administration
selector window opens. You will see the following tabs
to choose from:

* Operations
*  Reports.

From the Agent Administration command, you can
view, add, delete, or modify Agent-related parameters
on the switch, such as Change Agent Skills.

5-30
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Call Center
Administration

Report Wizard

s,

When you select Call Center Administration fromthe
Commands menu or select the Call Center button on
the toolbar, the Call Center selector window opens.
You will see the following tabs to choose from:

* Operations
*  Reports

From the Call Center command, you can view, add,
delete, or modify call work codes, change VDN skill
preferences, setup split/skill and VDN call profiles, and
make trunk and VDN group assignments.

When you select Report Wizard form the Commands or
select the Report Wizard button, the CentreVu
Supervisor Report Wizard window appears. The wizard
provides instructional help that guides you through a
series of tasks that create a new customized report.
Report Wizard is a supplement to Report Designer.

For more information about the Report Designer, see
the CentreVu® Report Designer Version 8 User Guide
(585-210-930), or select Help in any Report Designer
or Report Wizard window.
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Tools

The Tools menu, in addition to accessing the Options window and the Add
Button and Remove Button wizards, gives you accessto the CMS System
Setup, Maintenance, and User Permissions subsystems.

The Tools menu has the following options

[gij Lucent Centre¥u Supervisor - 135.9.193.205

thion_s... - w

Advanced...

&dd Button 8/16/99 03:08:05 PM
Bemowve Button

Supgtem Setup...
taintenance...
User Permissions...

Menu ltem

Options...

Action

When you select Qptions from the Tools menu or select
the Options button on the toolbar, the Qptions window
opens. You can set standard Supervisor preferencesin the
Options window. You will see the following tabs:

* Generd

* Report Colors

* Threshold Colors
* Name Format

*  Scripting.

=> NOTE:

Selecting the Scripting tab in the Options window letsyou
log script execution as minimum, normal, or maximum.
Thiswindow also lets you select a default script owner
(for automatic scripts). You can al so specify anamefor the
log file and view the contents of thelog file.
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Menu Item Action
Advanced... This menu item is used for debugging purposes. Do not

Add Button

Maintenance

change the settings on the Advanced window unless you
are instructed to do so by a L ucent Technol ogies associate.

Selecting the Add Button tool startsthe Add Button
wizard, which steps you through the process of creating a
button and adding it to the toolbar.

Selecting the Remove Button tool displays awindow that
tells you how to remove a button from the tool bar.

When you select System Setup from the Tools menu or
select the CM S System Setup button on the toolbar, the
CMS System Setup selector window opens. The only
activetabinthe CM S System Setup tool isthe Operations
tab.

From CM S System Setup you can view and modify
information relevant to how the CM S and switch were
configured during installation.

When you select M aintenance from the Tools menu or
select the Maintenance button on the toolbar, the

M aintenance selector window opens. You will see the
following tabs to choose from:

* Operations
*  Reports.

Maintenance is where you perform routine maintenance
of the CMS, including backing up data, checking on the
status of the connection to the switch, and scanning the
error log.
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Menu Item Action
User When you seledtser Permissions from theTools menu

Permissions or select the User Permissions button on the toolbar, the
User Permissions selector window opens. The only active

tab in thelUser Permissions tool is the Operations tab.

s User Permissionsis where the CMS Administrator
defines CMS user IDs and access capabilities each user
will have.

Scripts

The Scripts menu gives you access to the Organize Scripts window which
displays all logged-in user’s scripts and script folders. Sdngts menu
appears as follows:

Lucent CentreYu Supervisor - 135.9.193.205

LConnect Command:  Tool: =yl Help
@I!I II&I@ Organize Scripts...
[ SEnnts]
D B Al T orro/99 03:09:42 P 4

You will be able to perform the following functions in the Organize Scripts
window:

* List script names, or show details regarding list size, type, and date
modified

* Add a new folder

* Move a script

* Delete a script

* Rename the script.

=> NOTE:

Scripts are a replacement for Bookmarks. For more information, see Chapter 3,
“Scripting,” in theCentreVu CMS R3V8 Administration (585-210-910)
document.
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An example of the Organize Scripts window is shown below:

Organize Scnpts HE

Organize wour scripts using the file list below.

Falder: Ia Scripts j gl IE___

Rename Delete Help Cloze

t'ou may move scrpts and/or folders using Drag-and-Dirop or the clipboard functions:
CTRL+ to Cut, CTRL-C to Copy, CTRL- to Paste

Help

The Help menu is the same when you are logged into the CMS asit iswhen
you are not connected.
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Using the System Tray Icon

The Supervisor icon resides in the system tray while the application is
running.

You can use the system tray icon in the following ways:

When areal-time report threshold highlight Caution or Warning condition
is met, the system tray icon will change to the Caution/Warning icon (as
appropriate).

Select the system tray icon to display alist of al of the Supervisor
windows that you have open. You can then select awindow from the list
to make it the current window.

If areport threshold highlight Caution or Warning condition has been met, the
Caution/Warning icon (as appropriate) is displayed next to the report(s)
affected by that condition.

Depending on the state shown for the system tray icon, one of the following
things happens when you double click on the icon:

If the Supervisor icon is shown, the Controller becomes the current
window.

If the Caution icon is shown, all reports that are currently running with a
caution condition are brought to the front.

If the Warningicon is shown, all reportsthat are currently running with a
warning condition are brought to the front.

You can control the sort order of the system tray icon menu and turn the
feature on and off on the Tools | Options General tab. For more information,
see the CentreVu® CMS R3V8 Administration (585-210-910) document.
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Using Supervisor Menus

Each Supervisor menu item can be selected by doing any of the following steps:

Clicking on theitem
Using the arrow keysto highlight the item and then pressing Return

Using the assigned Windows keyboard access characters or accelerator
keys (hold down the Alt or Ctrl key and pressthe letter that is underlined in
the word you want to select).
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Using Supervisor Selector Windows

A selector window isthe window that displays after you select an item from the
Commands or Tools menu. An example (the Command| Exceptions
Operations tab selector window) is shown below.

Dictionary EHE
1 |

{Operations™ "] Repots ]

Dperations:

Agent Groups
Agent Sting Walues
- Arnouncements
Al Reazon Codes
Caloulations
Call*wark Codes

Constants ﬂ

ACD:
N = <]

4 > Secript... | Help |

5
(]9 I Cancel |

1. Tab Folders

2. Available Windows
3. Current ACD

4. Script... Button

5. OK, cancel, Help (and Apply) Buttons

Tab Folders

Typically, there are two tab folders, Operations and Reports, on any
Commands or Tools selector window. The exceptionsto this are the
Commands | Reports selector window, which has Real-Time, Historical, and
Integrated tabs and the Tools | Qptions window, which has General, Report
Colors, Threshold Colors, Name Format, Controller, and Scripting tabs.

Select the appropriate tab to bring that folder to the front.
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Available Windows

Highlight an item from the list of available windows (usually operations or
reports) using your up and down arrow keys or the mouse, and then select OK
to open that window.

Current ACD

This box showsthe ACD that is currently selected.

Script... Button

Scripts are tags you can use to easily access operations and reports you use
often. To create a script for areport or operation, do the following:

1. Highlight the item in the selector box.
2. Select the Script... button. The Save as Script dialog box appears.

For more information on using the Scripting feature, see Chapter 3, “Scripting,”
in the CentreVu® CMS R3V8 Administration (585-210-910) document.

ok, Cancel, and Help Buttons

The OK, Apply, Cancel, and Help buttons you see on Supervisor windows
perform standard Windows actions. When you select each button, the result is
the following:

OK—accepts the current input and continues to the next window.

Cancel—cancels the current input and returns you to the previous window.

Help—opens the help topic specific to this window.
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Completing Input Windows

Once you have selected an operation or report, an input window displays. The
information required on the input window depends on where you are in the
system. An example of an input window is shown below.

ons

i Agent E xception Administration

Actions  Edit Help - 1
2|Z|5]| Znlr| A - 2
5 plit[s)/Skill[s): I " =iTE ;e 3

— 4
Time ~
Active Limit Threshold Exception Type 5

[ Active ID ID Time available
[~ Active ID ID Time on inbound ACD call [min] =
| »

4

| *Los Angeles 2

1. Menu Bar

2. Toolbar Action(s)
3. Input Field(s)

4. Browse Button
5. History List

6. Current ACD

6

Input windows have all or some of the following items:

Menu Bar—includes menus for CM&ctions (Add, Delete, Find One,
Next, Previous, List All, and ExitEdit options (Cut, Copy, Paste, and
Clear All), and Supervisdtelp.

Toolbar Action Buttons—lets you perform CMS actions (Add, Delete,
Find One, Next, Previous, List All, and Exit) by clicking on a button. See
Chapter 6, “Performing CMS Operations,” for more information on the
action buttons.

Input Fields—text boxes where you type in the information needed to
complete the CMS action.

History List—displays a list of inputs you have previously used in the
input field.
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* Browse Button—lets you browse through all possible items for the input
field. See Using the Browse Buttdron page 5-43or more information.
Also see “Selecting Report Run Dates” and “Selecting Report Run Times”
in Chapter 7, “Using CentreVu Supervisor Reports.”

*  Current ACD—displays the ACD on which you are working.
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Completing Input Fields

Below is an example of an input window. The items related to completing input
windows are |abeled.

Splhit/Skill Call Profile S etup - ||:||5|

Actions  Edit Help
¢|2%] ¢|alelE] Al |
Split[z)/

Skilfs):  [FEEH x| [

Acceptable service level: I / +

1 2

1. Input Field(s)
2. History List
3. Browse Button

To complete an input field, do one of the following:

* Typein theinformation requested.

Select the information from the history list of previously used items.

During each CM S session, Supervisor recalls the items you have previously
selected for each input field. If an input field has an associated history list, you
can use the history list to select anitem for the input field.

Use the Browse button to view al available items for the input field, and

then select an item(s) for theinput field. See Using the Browse Buttdn

on page 5-43or more information. Also see “Selecting Report Run
Dates” and “Selecting Report Run Times” in Chapter 7, “Using CentreVu
Supervisor Reports.”
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Using the Browse Button

When you select the Browse button, awindow opens that |ets you select items
for the input field. The browse selection window will differ depending on
whether the input is for asingle entity or for multiple entries of the entity.

Single Entity Input

If theinput isfor asingle entity (split/skill, vector, agent, VDN, trunk, or trunk
group), a browse selection window similar to the following example displays:

Browse Agent E

(q

Select an Agent from the list,

— Available dgents

Anthory Mobuta -
Geaorgia Gilian

Glen Keith

Gregomn Jones

Harold Edwards

(] I Cancel Help

To use this window, do the following:

1. Click on the name/number of the entity that you want to work with.
2. Select OK.

Theinput window appears. The input field is populated with the
name/number of the entity that you selected in the Browse window.
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Multiple Entries Input

If the input allows for multiple entries of the entity (split/skill, vector, agent,

VDN, trunk, or trunk group), a browse sel ector window similar to the following
example displays:

Browse Agents EHE
@ Uze the choices on the left to create the list of selected Agents on the right.

-~ Choice: — Selected Agents [Mazimum of 50 Agents)
* Available Agents

Anthony Mobuta Ta
Georgia Gillian

Glen Keith

Gregory Jones
Harold Edwards LI Add

Mumber Selected:
" Range of Agent Login Dz

First: l:l to Last: l:l Femove |

QK | Cancel | Help |

To use thiswindow, do the following:
1. Inthe Choices box, click on the entity names/numbers with which you
want to work.

You can select the entities individually from the Choices box or you can
select arange of entity numbers, or you can use a combination of the two.

To select arange, do the following:
a. Select the Range of... option.

b. IntheFirst: input field, type the beginning entity number for the

range.

c. Tabtotheto Last: input field.

5-44
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d. Intheto Last: input field, type the ending entity number for the
range.

=> NOTE:

For example, if your call center hasskills 1, 2, 3, 4, and 5 and you want to
select all of them, you can type 1inthe First: input field and type 5 in the
to Last: input field.

2. Select Add>>. The entities that were highlighted in the Choices box are
now listed in the Selected ... box.

3. Select OK.

Theinput window displays and the input field is populated with the
name/number of the entities that you selected in the Browse window.
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Using the History List

There isadrop-down history list on the right of each entity input field. This
history list shows vaues you have previously entered in this field.

Splita’SkiII Call Prafile Setup - ||:||1|
Actions  Edit Help

slz|5] 7lalrle] Al |

Split[s)/
Skillfs]:

Acceptable service level: I / 4

1. Input Field(s) | ‘
2. History List 1 2 3
3. Browse Button

You can use the history list to select the entity that you would like to include
for the report/operation that you are running by doing the following steps:

1. Placethe cursor inthe input field.
2. Select the History List button.

3. Point and click the mouse cursor on the item that you would like to add to
the input field.

The history list closes and the item is added to the input field.
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Closing Supervisor Windows

To close Supervisor windows, use any of the standard VW ndows methods or
select Exit from the Connect menu. Selecting Exit from the Connect menu
closes all windows and quits the application.

If the Contraller is closing awindow due to the CM S server shutting down or
changing to single-user mode, a warning message is issued and then any open
windows are closed.
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CentreVu
Supervisor

Performing CM S
Operations

Overview

Theinformation in this chapter teaches you about the menus and inputs you will
find when performing CM S operations in Supervisor. This chapter includes the
following sections:

*  Running an Operation
*  Operations Menus
* Adding Itemsin an Operations Input Window

*  Finding Items from an Operations Input Window (using Find one and List
all)

* Madifying Itemsin an Operations Input Window

*  Deleting Items from an Operations Input Window.
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This chapter gives you general information about how to use the windows you
access from the Supervisor Operations tabs. You will find Operations tabs
available under the following commands and tools:

* Commands| Dictionary

* Commands | Exceptions

* Commands|Agent Administration

* Commands| Call Center Administration
* Tools|System Setup

* Tools|Maintenance

* Tools|User Permissions.

No matter which command or tool you use to select an operation, how you
perform the operation is the same.

=> NOTE:

If information applies to a specific Operations tab (Dictionary, Exceptions,
Agent Administration, Call Center Administration, System Setup,
Maintenance, or User Per missions), then that information isin the appropriate
chapter in the CentreVu CMS R3V8 Administration (585-210-910) document.
For example, Agent Administration has severa procedures specific to that
command, so those procedures are located in Chapter 6, “Agent
Administration,” in that document.
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Running an Operation

To run an operation, do the following:
1. Select one of the following options under Commands or Tools:
* Dictionary
*  Exceptions
* Agent Administration
* Call Center Administration
*  System Setup
* Maintenance
* User Permissions.

The Operations list box for the application you selected appears. In the
following example, Dictionary was selected.

Dictionary E E

i Dperations 1 Repaorts ]

Dperations:

Agent Groups

Agent String VW alues

Announcements

Al Reason Codes

Calculations

Call*#fork Codes

Congstants ﬂ

ACD:

|t =l
Script... | Help |
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Select an operation from the Operations list box.

2. From the ACD drop-down list, select the ACD for which you want to
perform the operation, as shown below:

ACD:
[0

Select OK in the Dictionary window.

The operation input window appears. The inputs required will vary,
depending on which operation you are running.

5. Complete the operation input window.

The following example (from the Commands [Call Center
Administration| Operations tab) shows the possible types of information
that might be required to complete an operation input window.

Splita’SkiII Call Prafile Setup - ||:||1|
Actioh:  Edit Help

2|2|5] 2|al2|=] Al |

Split[z)/

Skilliz): I | j :l
Acceptable service level: I + / *
|
3

[a]

1. Input Field(s) 1 2
2. History List
3. Browse Button

6. Fill intheinput field(s). Input fields are where you specify the information
that you would like to view, add, modify, or delete. Use any of the
following methods:

*  Typeinthe name or number of the input requested.
* Usethehistory list to select an input that you have previously used.

*  Pressthe Browse button to view all of the available inputs.
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7. Ensurethat the correct ACD isselected. The current ACD (selected on the
Operations selector window) is displayed at the bottom of the input
window.

8. If youwant to perform an operation for a different ACD than is currently
selected, do the following (if you arein an input window, select the Cancel
button to exit the input window):

a

b.
C.
d.

Go to the selector window you chose in Step 1.
Change the ACD on the selector window.
Select the operation you want to perform.
Select OK.

Theinput window displays again and the input fields are populated with
any inputs that you may have previously entered.

9. Select OK.
The operation runs.
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Operations Menus

The Actions and Edit menu options are commonly found on windows that you
access from the Operations tab.

Actions Menu

The Actions menu is found in the Dictionary, Exceptions, Agent
Administration, Call Center Administration, Maintenance, System Setup,
and User Per mission operations windows. Actions are used to perform CMS-
related functions. When the Actions menu item is avail able, the menu bar looks

likethis:
&8 Dictionary ACDs M= E
| actions JFTNEE
Add  Chba | | ,=| | ‘
Modify  Chrl+kd h ﬁ |: ﬂ
Delete  Cl+Dr
Eind one  Ctil+F
Ereviaus ShiftrEs
|it [z f
List all  Chl+L
Script...
E it Al+F4

This menu contains all of the CMS actions that are available in your current
window. The menu items and their associated buttons on the toolbar are in the
same order. For example, Add, Delete and M odify are grouped together, as are
Eind One, Previous, Next, and List All. The Exit selectionisalwayslast in the
menu and the last button on the toolbar.

Thefollowing tablelists the Actions menu items, their associated buttons, and a
definition of each action. Not all of the actions will be availableto you all of the
time. If an action is not available in the current window, it is grayed-out on the
Actions menu list and does not appear on the toolbar.
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Action Button Description
Add Adds the data entered in your current window
to the database.
Cancd Cancels the operation that isin progress.
Capy Group/ Creates a new group from an existing one.
Create Eh
Delete Removes the entry on your current window
| % from the CM S database.
Exit Exits the window and other associated
ﬂ windows.
Eind one Searches the database for entries that match the
<i? input values in your current window.
Get contents Provides access to the members of the agent
G group.
List all Lists all the entries that matched the current
= field values.
List Devices Lists all the devices which have been specified
E in the Backup/Restore Devices window.
Modify — Changes the database entry to reflect the new
E values entered in your current window.
Next Once you have used the Find One function, the
ﬁ Next button displays the next match found.
Otherwise, this button is disabled.
Previous Once you have used the Find One function, the
h Previous button displays the previous match

found. Otherwise, this button is disabled.
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Action

Run/Sart

Script...

Select tables

Edit Menu

Button

(No
Icon)

6-8

Description

Starts the process for your current window.

Displaysthe Save as Script - Action dialog box.
This dialog box enables you to enter
information in the appropriate fields, then
select the Add, M odify, or Delete action, and
saveit asascript. If Add, Modify, or Delete are
not present, the Save as Script menu item will
not be present.

Allows you to select specific tablesto Back Up
or Restore.

The Edit menu isfound on all Dictionary, Exceptions, Maintenance, System
Setup, and User Permissions operations windows. Edit options are used to
perform functions that are rel ated to Microsoft W ndows’. When the Edit menu
item is available, the menu bar (and Edit menu) looks like this:

£ Dictionary ACDs

Actions Help

Sl

Al
ACD

Description:

(Bt [Efr]=
[Capy [StrlE
Pazte  Ctil+

Clear all Ctri+E

ME 3

SIHEN |

*Microsoft Windows is a trademark of Microsoft Corp.
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The Edit menu has the following options:

Menu ltem

Cut

Copy

Clear all

Shortcut

Ctrl + X

Ctrl + C

Ctrl +V

Ctrl + E

Action

A standard Windows feature that removes
selected text or graphics and places the item(s)
on the clipboard. Cut is available on windows

that have input fields and on List All windows.

A standard Windows feature that copies the
image of the currently selected chart, text, or
cell to the clipboard in Windows metafile
format. This alows you to paste theiteminto
any Windows application that supports Copy
and Paste, such as aword processor. Thisitem
isavailable when text is selected in the
window or the cell isselected in aList All
window. You can also access Copy from the
right mouse button pop-up menu.

A standard Windows feature that inserts a copy
of the contents of the clipboard at the insertion
point or replaces the selection (if any) with the
text on the clipboard. Thisitem is available
only on windows that have input fields and
when the clipboard is not empty.

A feature that is available only on windows
that have input fields. This menu item clears
all of the values entered in the input fields.
Option buttons are reset to their default value.
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Adding Items to the CMS Database

After you select an operation, an input window displays. You may want to add
an item to the CentreVu CM S (such as an agent group, aCM S user ID, or agent
login IDs). To add items from an operations input window, do the following:

1. Fill intheinformation required in the input fields.

2. Select Add from the Actions menu, select the Add button il on the
toolbar, or press Ctrl+A.

If the add is successful, the status bar at the bottom of the window reads
“Successful.” If you do not have the required write permissions to perform
theadd you attempted, the status bar reads “Failed,” and an error message
displays.
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Finding Items in the CMS Database

After you select an operation, an input window displays. You may want to work
with anitemin the CM S (such as an agent group, aCM S user 1D, or agent login
IDs), but do not recall how that entity is named or specific details about the
entity. You can use List all or Find one from the Actions menu to locate items
inthe CMS.

The following sections teach you how to use List all and Find onein
Supervisor.

List All

You will use List all when you do not recall any of the specific information
about an entity, or when you want to list al of the entities of a specific type to
seeif any already exist that meet your needs.

To list al of theitems related to an operations window, do the following:

1. Leavethetext boxes onthe input window blank to list all of this type of
entity that exist on the CMS, or complete specific text boxes to refine the
list to a specific range of output.

2. Select List all from the Actions menu, select the List all button EI on
the toolbar, or press Ctrl+L.

A list of all of theitems that match the criteria on the input window
displays.
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Find one

You will use Eind one when you know some (or all) of the specific information
about an entity, or when you want to list al of the entities of a specific type,
one-by-one.

To find one entity at atime, do the following:

1.

Complete all or some of the text boxes on the input window to try to find a
match, or leave the text boxes blank to list, one-by-one, all of thistype of
entity that exist on the CMS.

Thisisyour find criteria.

Select Find one from the Actions menu, select the Find one button | 47| on
the toolbar, or press Ctrl+F.

The text boxes are completed with information related to the first entity
that matches the find criteria for which you have permissions.

If there is more than one match, the status bar reads “xx matches found.”
You can scroll through théind one matches by selectiridext and

Previous from theActions menu, by selecting the Next butt|£| and
Previous buttorlﬂ on the toolbar, or by pressing F3 for Next or Shift-F3
for Previous.

You can also search on partial strings (for example, ac) if the input field is
not labeled with an (s). For example, you cannot use the wild cards * or ? to
search for strings in any entity name input fields that are labeled with (s),
such as Split[s].

=> NOTE:

For more information on List all and Find one, refer to@ketrevu® CMS
R3V8 Administration (585-210-910) document.
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Modifying Items in the CMS Database

After you select a category from the Operations tab, an input window displays.
You may want to modify the information for an item that already existsin the
CentreMu CM S database (such as an agent group, aCM S user ID, or agent login
IDs). To modify items from an Operations input window, begin with Step 1 or
Step 2, whichever is appropriate;

1. If youdo know all or part of the specific information required for the input
text boxes, do the following:

a. Complete the text boxes for which you have information.

b. Select Find one from the Actions menu, select the Find one button
ﬂ on the toolbar, or press Ctrl+F. The input window displays with
the appropriate information.

2. If youdo not know the specific information required for the input text
boxes, do the following:

a Select List all from the Actions menu, select the List all button El
on the toolbar, or press Ctrl+L.

b. Locate the information for the entity that you want to modify and
note the relevant information.

c. Closethe List al window. The input window displays.
d. Complete the text boxes for which you have information.

e. Select Eind one from the Actions menu, select the Find one button
ﬂ on the toolbar, or press Ctrl+F. The input window displays with
the appropriate information.

3. Update the information in the text boxes.
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4. Select Modify from the Actions menu, select the Maodify button \zl on
the toolbar, or press Ctrl+M. If the M odify is successful, the status bar at
the bottom of the window reads “Successful.” If you do not have the
required write permissions to perform tedify you attempted, the status
bar reads “Failed,” and an error message displays.

=> NOTE:

If you attempted to perform a Modify on a database entry that does not yet
exist, the status bar reads, “Does not exist,” and you need to ¢hddse
from theActions menu to add the item to the database.

If you leave any fields blank and select Modify, any current data in the
blank fields is erased from the database.



CentreVu Supervisor Version 8 Installation and Getting Started
Performing CMS Operations
Deleting Items from the CMS Database 6-15

Deleting Items from the CMS Database

After you select an operation from the Operations tab, an input window
displays. You may want to delete the information for an item that already
existsinthe CM S (such as an agent group, aCM S user ID, or agent login IDs).
To delete items from an operations input window, begin with Step 1 or Step 2,
whichever is appropriate;

1. If youdo know all or part of the specific information required for the
input text boxes:

a. Complete the text boxes for which you have information.

b. Select Find one from the Actions menu, select the Find one button
ﬂ on the toolbar, or press Ctrl+F. The input window displays with
the appropriate information.

2. If youdo not know the specific information required for the input text
boxes, do the following:

a. Select List all from the Actions menu, select the List all button El
on the toolbar, or press Ctrl+L.

b. Locate theinformation for the entity that you want to delete and note
the relevant information.

¢. Closethe List al window. The input window displays.
d. Complete the text boxes for which you have information.

e. Select Find one from the Actions menu, select the Find one button
ﬁ' on the toolbar, or press Ctrl+F. The input window displays with
the appropriate information.

3. Select Delete from the Actions menu, select the Delete button % onthe
toolbar, or press Ctrl+D.

A WARNING:

No warning message will display when you select Delete. Theitem you
have specified for deletion from the CM S database will automatically be
deleted.

4. If the delete is successfully completed, “Successful” appears in the status
bar. If the database entry does not exist, “Does not exist” appears in the
status bar.
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Using CentreVu
Supervisor Reports

Overview

CMS reports display, report, and summarize the performance of any measured
subset of the ACD, including agents, splits/skills, trunks/trunk groups, VDNSs,
and vectors.

Theinformation in this chapter teaches you how to use al Supervisor reports.
The sections are as follows:

* Using the Scripting Feature

* Running a Report

*  Selecting Report Run Dates

*  Selecting Report Run Times

*  Report Menu Bar

*  Report Layouts

*  Formatting Table Reports

*  Formatting Chart Reports

*  Minimizing Report Output Windows
* Right Mouse Button Pop-Up Menus
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Rotating a 3D Chart

Exporting Report Data

Copying Chart Reports

Resizing Report Windows
Changing Column Widths

Selecting a Printer

Using Page Setup

Setting Report Threshold Highlights
Report Options

Exiting and Restarting Reports.

Report Menus and Tabs

No matter where you run areport from, the way you select, run, edit, and view a
report isthe same. You will find reports available under the following menus

and tabs:

Commands | Reports | Real-Time, Historical, or Integrated tab
Commands | Dictionary | Reports tab

Commands | Exceptions | Reports tab

Commands | Agent Administration | Reports tab
Commands |Call Center Administration | Reportstab
Commands |Report Wizard

Tools | Maintenance | Reports tab.

=> NOTE:

Procedures that relate to specific Commands or Tools are located in the

appropriate chapters in the CentreVu® CMS R3V8 Administration (585-210-
910) document.
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Running a Report

If you have Report Designer and want to quickly and easily generate a new
customized report, select the Report Wizard button in the Controller

toolbar. For more information about the Report Designer, see the CentreVu®
Report Designer Version 8 User Guide (585-210-930).

To run a CMS report, do the following:

1. Inthe Controller toolbar, select Commands to display the Commands
drop-down menu.

Lucent Centre¥Yu Supervizor - 135.9.193.205

Lonnect Tool: Scriptz  Help
; Beports...
= Dictionary...
| & Esceptions.. | 8/16/99 030611 PM 4

Agent Administration. .
Call Center Adminiztration. .
Report Wizard...

2. Select one of the following options:

* Commands|Reports |Real-Time, Historical, or Integrated tab
* CommandgDictionary | Reports tab

* CommandsExceptions | Reports tab

* CommandsglAgent Administration | Reports tab

* Commands|Call Center Administration | Reports tab

* Tools|Maintenance | Reports tab.
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The Report Selector window appears. An exampl e of the Report Selector
window is shown below. The tabs in this window may vary, depending on
which option you chose under Commands or Tools.

Select a Report

EE
Feal-Time ] Historical ] Integrated ]
Run Repart for AC0: Report:
[st10 | Graphical ASA =]
e Graphical ASA Daily

System

Agent Graphical Average Positions Staffed Interval
|Dthel Graphical Call Prafile D aily
Graphical Muli-ACD Service Level Daily

TrunkdTrunk Group Glaphfcal Se.rwc:e Lewel Interval
VDN Graphical Skill Overload [nkeryal
Vec_tor Graphical Skill Time Spent D aily
Designer Outbound Daily
E0utbound Interval
— Description

Shows [interval] number and average length of each twpe of outbound call for a split/skil

Script... | Propertiez | Copy | elete | Help |

o | et ew | Cancel |

In the Report Selector window:

3.

4
5.
6

Select a category from the Category box.
Select areport from the Report list box.
Select the ACD for which you want to run the report.

If you want to schedule the selected report to run at a certain time, select
the Script button.

The Script button displays the Save as Script dialog box, which lets you
create anew script for the selected report, but does not run the report. The
script typeis set to interactive and cannot be changed.

Select OK, or double-click on the report. The report input window

displays. Theinputs required will vary, depending on which report you are
running.

Go to “Completing the Report Input Windéwn page 7-5

7-4
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Completing the Report Input Window

The following example shows possible types of input that might be required to
run areport. The inputs required will vary, depending on which report you are
running.

1 2 3

v

&7 Split/Skill Dutbound Interval

— Inputs

Splt/Skil: | =l 4
Date: | =l [
Tirnes: I ‘ j E

r— Destination

* “iew Report on Screen

r&“ Fieport on: ‘ V\DRPRINT2A33637 =] |
(u] I Cancel | Help |
| Los{ngeles

4 5 s

1. Report Title

2. History List

3. Browse Button

4. Destination Selection
5. Input Field(s)

6. Current ACD

To complete an input window, do the following:

1. Fillintheinput field(s). Input fields are where you specify the information
for which you are running the report. Do one of the following:

* Typeinthe name or number of the input requested.
*  Select the Browse button to view al of the available inputs.

* Usethehistory list to select an input that you have previously used.
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2.

For all reports other than Commands | Reports Real-Time and Integrated
tabs, select the report destination. Reports can be viewed on screen or
printed to any printer to which your PC is connected.

To select the report destination, do one of the following:
*  Select the View Report on Screen destination.

* Select the Print Report on: destination. If you want to print on a
printer other than the one displayed, click the button.

Ensure that the correct ACD is selected. The current ACD (selected on the
Report Selector window) is displayed at the bottom right of the input
window.

If you want to run areport for adifferent ACD than is selected, do the
following:

a. If youarein an input window, select Cancel to exit the report input
window.

e. Go to the selector window you chosein Step 1.
f.  Change the ACD on the selector window.

g. Select the Report you want to run.

Select OK to run the report.
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Selecting Report Run Dates

When you run historical reports, you need to select the date or dates for which
to run the report. To do this, you can do any of the following:

* Typethe date or date range in the Date(s): input field.
* Typearelative date (for example, -2 for two days ago).

*  Select the date(s) from the history list of previously used date(s) for this
report.

*  Select the Browse button .

— If you select théBrowse button and the input needed is a single date,
the following window displays:

Browse Date [ 2]

r Select Date

| Bugust | 1993
Sun | Mon| Tue|Wed Thu| Fri | Sat
1 2 3 4 5 g 7

5} 910 11 1213 14

15 | 16 18 [ 19| 20 | 21
2| 23| 24| 5| 2| 27| 28
23 | 30 3

= - | Help |

To select a specific date, use your mouse to point at a day and click.

The day is highlighted.
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If you want to choose a date that is not in the current month, use the
arrow keys at the bottom of the window to scroll through the months.

— If the input needed is for more than one date, the following window

displays:
|
Browse Dates EHE
r Select Dates
Bange | Llear |
| August IREEE " September | 1ams |f Dctober | 199
Sun| Mon| Tue|%ed Thu| Fri | Sat | Sun| Mon| Tue*ed Thu| Fri| Sat | Sun| Mon| Tue*ed Thu| Fri | Sat
1 3|4/ 5 B |7 1,23 4 1] 2
80910011 12| 13| 14 5 B | 7| 8| 89|10]11 34|85 | 6| 7|8 9
15 16 | 17 [ 18 | 19| 20| 21 | 1213 14 | 15 | 16 | 17 [ 18 [ 10 1112 /13| 14| 15| 16
22 23| 24|25 | 26| 27| 28 | 1920 A 22| 23| 24|25 (17 18,19 20 21| 22| 23
2930 | A 26 2728|2930 2425 26| 27 28|29 30
kil
] ] 4

Cancel | Help |

To select specific dates, use your mouse to point at a day and click.
The day highlights. You can select as many days as you want.

To select a range of dates, selectRaage button, point-and-click on
the first day of the desired range, then point-and-click on the last day
of the desired range. The dates selected highlight. You can select as
many ranges as you want to, but you must sele@#mge button in
order to define each range.

If you want to choose a date that is not currently displayed, use the
arrow keys at the bottom of the window to scroll through the months.

To clear your current selections, select@hear button.
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— If the input needed is for one month, the following window displays:

Browse Month
Select Maonth
Moot TR <

oo
Qk I Cancel | Help |

This window is used in monthly reports where the data is for a single
month. The form initially displays with the values in the input field or
to the month previous to the current month when the input field is
empty. Select a single month and year for the report. The minimum
date is January 1980, and the maximum date is December 2055.

— If the input needed is for more than one month, the following window
displays:

Browse Months K E

 Select Months

Eirst Month:  [1eye

Hurmber of Months: :

Last Marth: F\ugust 1999

oK I Cancel | Help |

This window is available in monthly reports where the data is for one
or more months. The report runs, beginning with the month entered in
theEirst Month: field, and going through as many months as are
specified in theNumber of Months: field.

The months are in calendar order in the drop-down box, with the
minimum date being January 1980, and the maximum date December
2055.
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Selecting Report Run Times

When you run interval historical reports, you need to select the time period for
which to run the report. In the report input window, do any of the following:

* Typethetimerangeinthe Times: input field.

*  Select thetimes from the history list of previously used timesfor this
report.

*  Select the Browse button next to the Times: field.
If you select the Browse button, the following window displays.

Browsze Time |

Select Times

Starting Interval: [y

Ending Interval: |23:3EI j

Ok I Cancel | Help |

Complete the following fields:

— Starting Interval—select the time you want the report to begin with
from the drop-down list. The report data will begin with the interval
that begins immediately after the time you enter.

— Ending Interval—select the time you want the report to end with
from the drop-down list. The report data will go through the interval
that falls within the time you enter.
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Report Menu Bar

When you run areport, the menu bar at the top of the window hasthe following

options:

* Report

* Edit

* Format
* Tools

* Options
* Help

The following paragraphs detail the menu itemsthat are available in each of
these menus.
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Report Menu Bar

Report

The Report
running.

plit’5kill Report Monthly - Spanish

Restart

i@l Edit Format Tool: Options  Help

menu has the following options that relate to the report you are

. 71199
Page Setup... |- Spanish
Erirt... x x x — x x x ——
i Pz, ?;Il:)s :\g% p:l\gigw ACD Time #ﬁnvz ;ﬂgiir;t %tpneer AL Time Avail Tim
Design Time Time Time
Save az HTML...
Sg.ript... | .
Eat || Loz Angeles
Menu Item  Action
Restart Closes the current report output window and displays the input
window for the current report. This allows you to run the same
report, changing inputs as needed.
The Restart menu item will be grayed out if you are currently
running adrill-down report. Thisis disabled for Drill-Down
reports and if the report is an unsaved report created using the
Report Wizard (thisitem is enabled when the report is saved).
Page Displays the Page Setup window. See “Using Page Setlmn
Setup... page 7-54or more information.
Print... Displays the Print window. Sé&electing a Printéion page 7-53
for more information.
=> NOTE:
When you seled®rint from theReport menu, the report that is
active will be printed according to the options you choose in the
Print window. If the report is a real-time report, only one refresh
of the report will be printed.
Print Displays the report so that you can see it before printing.

Preview...
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Menu Item  Action
Design If you have purchased the Report Designer software and your

Save
Save As

Save as
HTML...

CMS User ID is authorized to use the Report Designer, you can
access the Report Designer Design M ode window from any report
using this menu item.

When you select Design from the Report menu, the report that is
currently running remains visible, but you are placed in the
Design Mode, where you can edit the report.

The Design menu item will be grayed out if you are currently
running a drill-down report.

=> NOTE:

For more information on the Design Mode, see the CentreVu®
Report Designer Version 8 User Guide (585-210-930).

Saves the report that you edited.
Saves the report that you edited under a different file name.

Displays the Save as HTML window, which lets you save a
snapshot of the report output as an HTML file. Selecting the
Script button in this window displays the Save as Script dialog
box, which lets you create a script to run the specified report and
save the output asan HTML file.

=> NOTE:

For more information on the Save asHTML feature, see
Appendix A, “Saving as HTML.”
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Menu Item  Action
Script... Displays the Save as Script dialog box, which enables you to

Exit

create a script to run a specified report on schedule and display it
on your PC. The script can be interactive or automatic, asfollows:

* Interactive—the script runs in the current Supervisor session
and the actions display on the PC. You can input requested
information while the script is running.

* Automatic—the script launches a new Supervisor session that
logs into CMS and runs the requested tasks in the background.
Actions do not display on the PC.

The scripts will require a customer-provided scheduler to be run
at a later time.

Closes the active report output window. The location of the report
output window is saved when the report is exited, and that is
where the report will display the next time you run it.
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ar

The Edit menu has the following standard Microsoft Windows" ediiting options.

&7 split/Skill Report Monthly - Spanish

Beport ]

L

e

Erpart Ehart Diats,.
Export Table Data... LI
Export A D ata...

Format Toolz Options Help

|| Loz Angeles G

Menu Item

Copy

Export Chart
Data...

Action

The image of the currently selected chart is copied to the
clipboard in Windows metafile format. Then you can paste the
chart picture into most Windows applications, such as aword
processor. You can aso access Copy from the right mouse
button pop-up menu.

See “Copying Chart Report®n page 7-5dor more
information.

The Data Export Options window allows you to export the data
in the currently selected chart. If the report is a real-time
report, only one refresh of the data is exported. If there is more
than one chart on this report, this option will be grayed out
until you select a chart.

You can also access the Data Export Options window from the
right mouse button pop-up menu.

For more information, sedExporting Report Dateon page
7-47.
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Menu Item Action

Export Table  The Data Export Options window allows you to export the

Data... table datain the report. If the report is areal-time report, only
one refresh of the datawill be exported. If there is more than
one table on the report, this option will be grayed out until you
select atable.

You can also access the Data Export Options window from the
right mouse button pop-up menu.

For moreinformation, see “ Exporting Report Dataon page

7-47.
Export All The Data Export Options window allows you to export all data
Data... in the report. You will also be allowed to include labels and

headers in the data that are exported. If the report is a real-time
report, only one refresh of the data will be exported.

You can also access the Data Export Options window from the
right mouse button pop-up menu.

For more information, sedExporting Report Dataon page
7-47.

*Microsoft Windows is a trademark of Microsoft Corp.
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Format

The For mat menu contains the following actions for modifying the display
format of the currently selected object. If one (or more) of the actions does not
apply to the selected object, it will be grayed out.

&7 split/Skill Report Monthly - Spanish

Beport Edit WEJy=8 Toolz Options Help

wont| L7t b
Table... ish
Sort by,

e T e e e =

| | LosAngeles

Menu ltem Action

Chart... Allows you to format a chart. You can also access the
Format Chart window from the right mouse button pop-up
menu.

Table... Allows you to format atable. You can also access the
Format Table window from the right mouse button pop-up
menu.

Sort by... Allows you to sort the table by several parameters specific
to the information in the selected table. You can also access
the Sort by window from the right mouse button pop-up
menu.
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Tools

The Tools menu contains the following additional actions that affect the
currently selected object. You can also access the Tools actions from the right
mouse button pop-up menu.

;ﬂj Queue/Top Agent Statug - Supply Products [_ (O] x]
Beport Edit Format sl Optionz  Help
Top Agent 'work State roducts Top Agents Sts
Threshold Settings. .. Top Agents #

Top Agents Rim

Ehatge gt Skillz...
|| Thresholds: On | Loz Angeles A

Menu Item

Available
Drill-Down
Reports

Threshold
Settings...

Action

If you are running a report that allows you to access one or
more drill-down reports, the available drill-down reports
will be accessible from the Tools menu. For information on
drill-down reports, see the appropriate chapter in the
CentreVu® Supervisor \ersion 8 Reports (585-210-929)
document.

Opens awindow that allows you to view or modify
threshold highlight settings. Threshold highlight settings
apply only to some real-time dataitems in real-time and
integrated reports. For information on setting threshold
highlights, see “Setting Report Threshold HighligFits
this chapter.
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Menu Item

Change
Agent
Splits/Skills

7-19

Action

If the current ACD supports Expert Agent Selection (EAS),
this menu item reads Change Agent Skills; otherwise, it
reads Change Agent Splits.

Thismenu item is enabled only when the selected table cell
in areport isan agent name or agent login ID; otherwise, it
isdisabled. If you do not have write permission for Agent
Administration, then this menu item is not shown.

This action opens the Change Agent Skills window (EAS)
or Change Agent Split Assignmentswindow (non-EAS) for
the selected agent. You can then modify the split/skill
assignments for the agent.

For information on changing agent splits/skills, see the

appropriate chapter in the Centrevu® CMSR3V8
Administration (585-210-910) document.
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Report Menu Bar

Options
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The Options menu contains the following actions that affect the basic display

of the report.

*_{ Agent Split/Skill Monthly - Harold Edwards

Report Edit Format  Tools iyt Help
Agent Harg  L1esholds
v Status Bar
[l -]
BRestaore Original Yiew | Loz Angeles v
Menu Item Action
Thresholds Turns threshold highlighting on or off for thisreal-time

Status Bar

Restore
Original View

report.

When threshold highlighting is on (thereis a check by the
menu item), the report shows the colors (iconsif the
report is minimized) specified in the Threshold Settings
window.

When threshold highlighting is off (thereis no check by
the menu item), the report shows none of the threshold
highlights (or icons if the report is minimized).

Shows or hides the status bar.

When the status bar is hidden, the window remains the
same size but the contents are resized to fill the window.
You would choose thisto get alarger viewing areafor the
report.

When the status bar is made visible, the window remains
the same size but the contents are resized to fill the
smaller window area.

The status bar setting is saved in the report view.

Restores the Report View to the original settings. All
changes made to the format of this report are discarded.
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Report Layouts

There are two types of report layouts in Supervisor:
* Tables—the Supervisor presentation of standard CMS reports
* Charts— the Supervisor presentation of graphical reports.

A report can consist of only a table/tables, only a chart/charts, or a combination
of tables and charts.

In addition to the tables and charts that make up the main body of reports,
reports can include text and field names that are followed by single data items.
Text and data fields are used on both table and chart reports.

The following sections describe each type of report layout.
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Tables

Most standard CMS reports (reports that are not prefaced by “Graphical”) are
displayed in tables. The information on a standard report window is organized
as follows:

Beport EdM Format Tool: Options (Help

SplitSkill: Supphy Protlucts Top Agents Staffed: 80
Skill Stafe: NORMAL Top Agents Avail: - 39
Top Agents Ringing:
Calls Waitihg: 1 Top Agents on ACD Calls: 39
Oldest Call¥Waifing: :00 Top Agents in ACYY 1]
Direct Agent Calls Wajting: 1] Top Adents in ALK 1
% Yithin Service Level: 100 Jop Agents in Other: o
Service Level: 4 2% Agents Staffed: 0
ACD/Calls: 214 Resemwel dgents Stafed 1]
Abar Calls 1} Resemwe? Agends Staffed 1}
Agent Name agin D Extn AT State  SplitiSkill Level 2 VDN Mame  —
Feason

£ 23019 ACDIN 3 1 08 Security Product

23022 07
23021 00
23031 22
B 23024 03
£ 23022 41 Security Product
23033 1
£ 23025 410 Security Product

15 Security Product
16

35 Security Product =
3

|| Threzholds: On | Los.?\ngeles 4

?

5

B 23026

£ 23036

1. Menu Bar

2. Headings

3. Table

4. Columns

5. Current ACD

Standard real-time reports can be sorted."Seematting Table Repoiten
page 7-24or more information.
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Charts

The graphical CentreVu Supervisor reports are displayed in charts. The
information on a chart report window is organized as follows:

:ﬁSpIiU’SkiII Call Profile Daily - Skilll —1al =l
Beport Edit Format Tool: Options  Help
Date: 3{27198 ACD Calls: 903 Service Level: b5
Spliyfskill: Skilll Aban Calls: 0 Acceptable Service Changed: —
Service Intervals Changed: —
1
3
Service Interval Galls Answered % Answered Distribution
100% In Lawal 10 mes 24 mes
Dutside 15 mes 40 mes
1o0% | e 45 mes
24 mes 55 mes
29 mes ACD Calls

SerMge Interval Answerand Abandons
2 x‘ L

\%’\ ,

§ % Abandoned Distribution

2 45

E: - \

= ACD Calls 10-- T

3 Aban Calls 15 - P

2

2 3 | | RE 45 -

t M -- 55 --
. 500 1000 29 -- Aban Calls
Mo. Calls

Double Click Ta Run Format Chart | 16_dads1eas él
1. Bar Chart 5
2. Line Chart
3. Pie Chart
4. Legend
5. Current ACD

There are several options for formatting the appearance of the charts (graphical
reports). For more information, see “Formatting Chart Repoften page 7-28
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Formatting Table Reports

If you arein areport containing atable, you can format how the report is
displayed using the Table Format Options window.

=> NOTE:

The changes you make to a report’s format affect only your view of the report.
The changes do not affect how other CMS users see the report.

Use one of the following methods to access the Table Format Options window:
* Double click on a column heading in the report.

* Selecttormat Table or Sort by from theFormat menu or the right mouse
button pop-up menu.

=> NOTE:

The Table Format Options window allows you to make layout changes to a
table. All changes you make are saved as part of the report view when the
report exits.

If you selectSort by, the Table Format Options window displays with the
Sort tab active. If you seleEbrmat Table, the Table Format Options
window displays with the General tab active.

The following sections describe the General and Sort tabs.
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General Tab

The General tab alows you to make format changes to atable.

Table Format Options
Sort \| General 1
Dizplay Options Fixed Region
[ Show Grid Lines LColumns: EI
Aows: [2 3

Ok | Cancel Apply Help

Spin Box

The following table parameters can be changed:

* Show Gridlines—specifies whether or not table lines are to be shown in
the table.

*  Fixed Region, Columns—specifies the number of columns from the left
of the table that are fixed in place and do not scroll. Valid values are in the
range of 0 through 99. You can use the spin boxes to select a valid value or
type in the value.

* Fixed Region, Rows—specifies the number of rows from the top of the
table that are fixed in place and do not scroll. Valid values are in the range
of 0 through 99. You can use the spin boxes to select a valid value or type
in the value.
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Sort Tab

The Sort tab allows you to specify the order in which the following information
on the real-time table report is displayed.

T able Format Options

Sort ] General ]

—Sort By
]  Hsgendng
ye] J " Descending

~ ThenBy \
1 ——————<—P I[none] ﬂ * Ascending - 2

" Descending

* Ascending
- i
Inane) J = Descending

Ok I Cancel Apply Help

1. Sort By Criteria Drop-Down Lists
2. Sort Order

When you are setting up display order for areal-time report, specify the sort
column (Sort By) and the sort order (Ascending or Descending). The drop-
down list for the Sort By lists all of the database table and item names used in
the report.
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Some exampl es of sorting follow:

* Viewing a list of agents alphabetically—select “Agent Name” from the
first Sort By drop-down list, select Ascending as the sort order, and leave
the other two Sort By boxes set to “(none).”

Searching for agents who have been in a certain state for too long— select
“State” from the first Sort By drop-down list, then select “Time” from the
second Sort By drop-down list, and then select Descending as the sort order
for the second Sort By.

Sorting may cause report refreshes to take longer. If you wish to speed up the
refresh rate, turn off the sort options by selecting “(none)” for all of the Sort By
criteria.
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Formatting Chart Reports

Charts (found in graphical reports) provide agraphical representation of data.
Values or data points are displayed in formats such as bars, lines, filled areas,
and pie charts. These data points are grouped into seriesthat are identified with
unique colors.

In many chart types, one data point from each seriesis grouped together by
category across an axis. Categories are plotted along the x-axis, while values
are plotted along the y-axis. A two-dimensional chart shows series next to each
other, while a three-dimensional chart plots series along the z-axis. A chart can
also have atitle and alegend.

If you arein agraphical (chart) report, you can format how the report is
displayed. The changes you make to a report’s format affect only your view of
the report. The changes do not affect how other CMS users see the report.

To format a chart report, selectifgrmat Chart or Sort by from theEor mat
menu list or the right mouse button pop-up menu. The Chart Format Options
window appears.

The Chart Format Options window has seven tabs: General, 3D Effects, Axis,
Type, Title, Legend, and Data Labels. The following sections describe each of
the tabs.
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General Tab
The General tab allows you to specify several general optionsthat apply to the
chart.
Chart Format Options [ 2| x|

Legend ] Data Labels 3
Buyis

Type
3D Effects

— Background Color
* Report Background

¢ Salid
= Gradient:
I Fiectangle 0 l

Eackground Color I
Gradient Colors I I

—Real-Time
[~ Baolling Chart

Mumber of Data Paints: a

Ok I Cancel | Aol | Help

You can change the following chart parameters:

* Background Color—specifies whether the backdrop of the chart is a solid
color or whether it is displayed as a gradient, a smooth transition from one
color to another. The gradient transition can be one of the following:
Horizontal, Vertical, Rectangle, or Oval. The quality of the gradient
effect will vary depending on the video card installed in the PC, or the
capabilities of the printer for printed reports.

* Real-Time—if the chart is a rolling chart, you can specify the number of
data points to be displayed in the chart. Permitted values are 2 through 100,
with 10 being the default. A rolling chart is a line chart that is initially
displayed with no data points. For each refresh of the report, a data point is
added. As data points are added, the chart “rolls” from left to right. When
enough refreshes have occurred so that the chart is displaying the number
of specified data points, at the next refresh, the oldest data point is dropped
from the display and the newest data point is displayed.



CentreVu Supervisor Version 8 Installation and Getting Started
Using CentreVu Supervisor Reports
Formatting Chart Reports 7-30

3D Effects Tab

The 3D Effectstab allows you to control the 3D appearance of the chart. If the
current chart isa 2D chart, thistab is disabled.

Chart Format Options EHE

Title '] Legend ] [ata Labels 3
General ] Bxis ]

=30 Wiew

Elevation: | 60.00
Ratation: | 60.00

Projection: | Perspective

Wiewing Distance: | 200.00
“width to Height: | 100.00
Depth to Height: | 100.00

IIIJII

0Ok I Cancel | L Help

The following chart parameters can be changed:

* Elevation—a number from 0 through 90 degrees that describes the relative
height from which a chart is viewed. An elevation of 90 looks directly
down on the top of the chart, while an elevation of 0 looks directly at the
side of the chart. The example charts throughout this document use an
elevation of 30 degrees.

* Rotation—a number from -360 through 360 degrees that specifies the
angle that the chart is turned relative to the viewing position. The example
charts throughout this document use a rotation of 60 degrees. Rotation does
not apply to 3D pie charts.
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Projection—selects one of three mathematical algorithms used to give a
3D appearance on a 2D sheet of paper or computer screen. You can choose
the following values:

— Oblique: The chart has depth but the X-Y plane does not change when
the chart is rotated or elevated.

— Orthogonal: Perspective is not applied to the chart, resulting in less of
a 3D effect. The advantage of using this type of projection is that
vertical lines remain vertical, making some charts easier to read.

— Perspective: This provides the most realistic 3D appearance. Objects
farther away from you converge toward a vanishing point.

Viewing Distance—a number from 50 through 1000 that represents the
distance from which the chart is viewed as a percentage of the depth of the
chart.

Width to Height—a number from 5 through 2000 that represents the
percentage of the chart’s height that is used to draw the chart’s width.

Depth to Height—a number from 5 through 2000 that represents the
percentage of the chart’s height that is used to draw the chart’s depth.

See'Rotating a 3D Chdibon page 7-46or an easy way to change the elevation
and rotation of a chart using the mouse.
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Axis Tab
The Axis tab allows you to specify the title that will display on each axis of the
chart report.
Chart Format Options HE
Twpe ] Title: ] Legend ] Data Labels g
30 Effects ] General ] Axis ]
Axiz Dizplay Title:
[ 5 it S plit/Sikill
¥ ¥ e ' Az Title
= 2nd e Secondany ' dxis Title
¥ | 2k = fviz Title

(] 4 I Cancel | Apply | Help |

The Axis Display chart parameter can be changed. The Axis Display parameter

makes each of the axesvisible or invisible. The choicesare X Axis, Y Axis, 2nd
Y Axis, and Z Axis.



CentreVu Supervisor Version 8 Installation and Getting Started
Using CentreVu Supervisor Reports
Formatting Chart Reports 7-33

Type Tab

The Type tab lets you change the chart type.

Chart Format Options HE
3D Effects ] General 1 Bz ]
Type ] Title ] Legend ] Data Labels
— Chart
2D o 30
LChart Type:
Area -
Step _I

Clustered Bar
Horizantal B ar

[ | Stached

ok I Cancel | Apply Help

The available options on the Type tab are as follows:

2D and 3D—changes the chart between 2-dimensional and 3-dimensional
views. 2D charts update faster than 3D charts, so if the drawing speed
seems too slow, you may want to display charts as 2D.

Chart Type—specifies how the datais presented. You choose a chart type
from thelist. The types of charts available vary slightly depending on
whether a2D or 3D chart has been selected. All possible chart types are as
follows:

— Bar Chart (2D and 3D)

— Line Chart (2D and 3D)
— Area Chart (2D and 3D)
— Step Chart (2D and 3D)
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— Horizontal Bar Chart (2D and 3D)
— Clustered Bar Chart (3D only)
— Pie Chart (2D and 3D).

* Sacked check box—causes the data for all series to be stacked rather than
shown separately. This check box is disabled for pie charts.

* % Axischeck box—causes the value axis (y-axis) to be displayed as
percentages rather than as actual data values. This can be combined with
the stacked check box to produce a percentage stacked chart.
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Title Tab
The Title tab alows you to control the location of the chart title.
Chart Format O ptions EHE
3D Effects ‘| General ‘| Axis ]
Type ] Legend ] Ciata Labels
— Location
v Yisible
= TopLeft i+ Top = Top Right
 Left ' Right
= Bottom Left i Bottom = Bottom Right
ak. I Cancel | Apply Help

The available options on the Title tab are as follows:
* Visible check box—allows you to display or not display report titles.

* Location of title—if you elect to have report titles visible, you can select
where the titles display. The available optionsTane L ft, Top (center),
Top Right, Left, Right, Bottom L eft, Bottom (center), andottom
Right.

=> NOTE:

Since the title takes up space, the drawn chart will be smaller if you have
selected Visible. If you wish to increase the size of the chart, do not select the
Visible option.



CentreVu Supervisor Version 8 Installation and Getting Started
Using CentreVu Supervisor Reports

Formatting Chart Reports 7-36
Legend Tab
The Legend tab allows you to control the location of the chart legend.
Chart Format Options HE
3D Effects '] General ] Az ']
Type ] Title: Data Labels 5

r~ Location

¥ “isible

" Top Left " Top " Top Right
= Left i+ Bight

~ Battom Left " Baottom " Bottom Right

oK I Cancel | Apply | Help

The available options on the Legend tab are as follows:
* Visible check box—allows you to display or not display report legends.

* Location of legend—if you elect to have report legends visible, you can
select where the legend displays. The available optioriBopre eft, Top
(center),Top Right, L eft, Right, Bottom L eft, Bottom (center), and
Bottom Right.

=> NOTE:

Since legends take up space, the drawn chart will be smaller if you have
selected Visible. If you wish to increase the size of the chart, do not select the
Visible option.
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The Data Point Labels tab allows you to control the location of the data point
labels.

[ 7]%]

Chart Format Options

General ]

Title ]

30 Effects |
Type ]

- Location — Show Label Text

= Mone

i Above Point
i~ Below Paint
i Center

" Base

i Inzide

" Outside
i Left

= Bight

& Yalue

' Percent
 Series Mame
" Category Mame

oK. I Cancel | Apply Help

The following parameters can be specified:

None—labels are not displayed.

Above Point—displays the label above the data point. This location is
valid only for bar, line, area, and step charts.

Below Point—displays the label below the data point. This location is
valid only for bar, line, area, and step charts.

Center—displays the label centered on the data point. This location is
valid only for bar, line, area, and step charts.

Base—displays the label along the category axis, directly beneath the data
point. This location is valid only for bar, line, area, and step charts.

Inside—displays the label inside a pie slice. This location is valid only for
pie charts.

Outside—displays the label outside a pie slice. This location is valid only
for pie charts.

7-37
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* Left—displays the label at the left of a pie slice. This location is valid only
for pie charts.

* Right—displays the label at the right of a pie slice. This location is valid
only for pie charts.

If data point labels are displayed, you can specify that they include one of the
following:

* Value—the value of the data point appears in the label.

* Percent—the value of the data point appears in the label as a percentage.
* Series Name—the series name is used to label the data point.

* Category Name—the category name is used to label the data point.

=> NOTE:

The position of data point labels can affect the readability of the chart. The label
text may overlap in some situations, making it difficult or impossible to read the
labels.
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Minimizing Report Output Windows

To minimize areport window, select the minimize button, which islocated in
the upper right-hand corner of the window.

When a report output window is minimized, the report’s icon displays.
Depending on the category of the report, one of the following icons displays:

Icon Report Type

Agent Administration Reports

Agent Real-Time, Historical, and Integrated Repofts

Call Center Administration Reports

B 2 @

Dictionary Reports

i

Exceptions Reports

Maintenance Reports

2 B
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Report Type

wl

Other, Queue/Agent, and Custom Real-Time and
Historical Reports

i

Split/Skill Real-Time, Historical, and Integrated
Reports

o

Trunk/Trunk Group Real-Time and Historical
Reports

VDN Real-Time, Historical, and Integrated Reports

Vector Real-Time and Historical Reports

7-40
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Minimized Report Thresholds

If Report Thresholds are enabled, real-time and integrated reports continue to

update while they are minimized. If no Caution or Warning threshold condition

is currently being met, the report’s normal icon, as shown on the previous table,
displays on the toolbar and in the system tray. If thresholds are being met, the
report’s icon on the toolbar remains the same, but the Caution or Warning
threshold icon appears in the system tray.

The threshold icons are as follows:

Icon Threshold Type

<

)

Caution Threshold

ﬁ Warning Threshold

For more information on how the Supervisor icon in the system tray works, see
Chapter 5, “Getting Started witentreVu Supervisor.”
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Right Mouse Button Pop-Up Menus

The right mouse button pop-up menu is available only when running reports.
When you click the right mouse button, a pop-up menu displays.

The menu that displays is dependent on the location of your cursor. It can
include options from the Edit, For mat, and Tools menus on the Reports menu
bar. The applicable menu items for the input field are enabled. If areport object
is not selected, amenu is not displayed when you hold down the right mouse
button. To deselect a selected object, click anywhere else on the report.

=> NOTE:
See the CentreVu® Supervisor \ersion 8 Reports (585-210-929) document for
descriptions about these types of reports.

The right mouse button pop-up menu is available when you do any of the
following actions:

* Select acell in atableand hold down theright mouse button —
a dotted border is drawn around the cell and the following menu displays:

Export Table Data...
Format Table__.
Sort by...

Change Agent Skills...
Help

If you select a cell that displays an agent name, agent number, or work
mode, the available drill-down reports for that cell display at the top of the
right mouse button menu. See examples of these later in this section.

* Select an output field or label and hold down the right mouse button—
adotted border is drawn around the field and the following menu displays:

Threshold Settings._.

Help

The Threshold Settingsmenu item is enabled if the highlighted field has
related threshold settings.
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Select a data point in a chart and hold down the right mouse button—
the data point is highlighted using selection handles (dots along the edges
of the data point) and the following menu displays:

Export Chart Data...
Format Chart.__.

Theeshold Settings. ..

Copy
Help

If you select a data point that allows report threshold highlighting to be set,
the menu item will not be grayed out.

Select an agent name or agent number in a table and hold down the
right mouse button—a dotted border is drawn around the agent name and
the following menu displays:

Real Time Agent Information
Integrated Agent Information

Export Table Data...
Format Table. ..
Sort by...

Threshold Settings._.
Change Agent Skills___
Help

If you do not have the EAS feature on your Enterprise Communications
Server (ECS) or switch, the drill-down reports available will be the Real-
Time Agent Information report and the Integrated Agent Information
report.

From this menu, you can access either the Real-Time or the Integrated

Agent Graphical Information report. If you double click on the agent name

and you are running a real-time report, the default drill-down report is the
Real-Time Agent Graphical Information report. For descriptions of the
reports, see Chapter 3, “Real-Time Reports,” and Chapter 5, “Integrated
Reports.”
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=> NOTE:

You can change an agent’s splits/skills while you are in a report using this

method of selection. See the appropriate chapter iGahieeVu® CMS
R3V8 Administration (585-210-910) document for more information.

Select a cell on atableor apoint on a chart that displays agent work
state information and hold down the right mouse button—the data
point is highlighted using selection handles (dots along the edges of the
data point) and the following menu displays:

Agent Work State

Export Table Data...
Format Table...
Sort by...

Threshold Sethings.__
Change Agent Skills....
Help

If you have the ECS or a switch with the EAS feature, the Real-Time AUX
Agent drill-down report will also be available.

From this menu, you can access the Real-Time Split/Skill Work State
Report, which also displays when you double click on awork statein the
report.
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Select a cell on atable or apoint on a chart that displays Top Agent
work state information and hold down the right mouse button —the
data point is highlighted using selection handles (dots along the edges of
the data point) and the following menu displays:

Top Agent Work State

Export Table Data...
Format Table...
Sort by. ..

Threshold Settings...
Change Agent Skills._.
Help

If you have the ECS or switch with the EAS feature, the Real-Time AUX
Agent drill-down report will also be available.

From this menu, you can access the Real-Time Split/Skill Top Agent Work
State Report, which also displays when you double click on the work state
in the report.
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Rotating a 3D Chart

The rotation and elevation of any 3D chart can be changed interactively using

the mouse. Thisis easier than using the 3D Effects tab of the Chart Format

window (see“Formatting Chart Repoften page 7-28or information on using

the 3D Effects tab). To change the rotation and elevation of a 3D chart, do the
following:

1. Place the pointer over a 3D chart.

2. Press and hold the CTRL key. The pointer changes to indicate that the chart
can be rotated.

3. Click and hold the left mouse button. A dotted 3D outline appears around
the chart.

4. Move the pointer up and down to change the chart elevation, and left and
right to change the chart rotation. The dotted 3D outline shows the position
of the chart as you move the mouse.

5.  When you find the rotation and elevation you want, release the mouse
button. The chart is redrawn in the new paosition.

The 3D rotation and elevation of each chart is saved as part of the report view.
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Exporting Report Data

You can export the data from both standard (table) and graphical (chart) reports,
either to afile or to the Windows clipboard. Once you have exported report data,
you can copy the report information into another application (for instance, a
spreadsheet).

The Script button on the Data Export window displays the Save as Script
dialog box, which lets you create anew script to run the selected report and then
export it at a scheduled time.

=> NOTE:

By default, only the data from the chart or table is exported. You can select the
Include L abels and Header s check box on the Export Data window to include
that information in the export of data.

Reports are exported from CentreMu Supervisor in the following format:

Datais exported as ASCII characters.

For table reports, each row of dataiswritten as oneline, terminated by a
carriage return (ASCII value 13).

Thefield separator character iswritten between fields.
Thefield separator does not follow the last character in the line.
Text strings are delineated according to the specified text delimiter.

To export the data from a report, do the following:

1

Click on thetable or chart within areport.

2. Select Export Table Data or Export Chart Data or Export All Data, as

appropriate, from the Edit menu or the right mouse button pop-up menu.
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3. The Export Datawindow appears. The Export Data window allows you to
copy the data from areport to the clipboard or afile.

Export All Data EHE

— Destination

[ =l =

— Export Format

Ficld Separator: ~ |[tab) -

Text Delimiter: | [(none) =
™ Export Null Values as Zemo

[~ Include Labels and Headers
¥ Expart Time Durations in Seconds

QK. I Cancel | Seript... | Help |

4. Complete the following parts of the Export Data window:

* Destination selection box—choose to export the report to the
clipboard or to a file. If you are exporting the report to a file, you can:

—Type in a name for the file.
—Select therile button @ to browse the files on your PC.

—Use the history list to select a file you previously used.
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Export Format selection box—define the export format of the report.
The character you choose from the drop-down list in the Field
Separator box is what will be placed between each field in the report.

The character you choose for the Text Delimiter determines what is
used around text strings in the exported file. If a text delimiter is
specified, no special checks are done to ensure that the data does not
contain that character, and the data is written unmodified.

If you want to export data telicrosoft Excel, choose “Tab” as the
field separator and “None” as the text delimiter.

Export Null Values as Zer o—select this check box to include data

that is null as a zero in the export of information. This is helpful if you
are exporting a table report because a null value that is not included in
the export of the data could disrupt the order of the rows/columns in
the data.

Include Labels and Header s check box—select this check box to
include the text information (such as column headers in table reports)
in the export of the report’s data.

Export Time Durationsin Seconds—select this check box to include
the time duration in the export of information.

5. If you want to automatically export data at a scheduled time, select the
Script button to display the Save as Script dialog box, which lets you
create a script to export the data from the report and then exit the report.
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Copying Chart Reports

You can copy chart reports to the Windows clipboard. The copy of the selected
chart report is copied to the clipboard in the Microsoft Windows metafile
(*.wmf) format. This allows you to paste the chart image into any Windows
application that can read the metafile format. For instance, you can copy chart
reports and import the files into word processing files to be used as viewgraphs.

To copy achart report to the metafile format, do the following:
1. Runachart (graphical) report.
2. Select the image that you want to copy by clicking onit.

3. Select Copy from the Edit menu, or use the right mouse button menu to
select Copy.

The chart you selected is copied to the clipboard.
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Resizing Report Windows

You can resize report windows by moving the cursor to the edge of the window
and, when the resize arrow appears, holding down the left mouse button and
moving the mouse to size the window. When the window is the size you want,
release the mouse button.

You can also use the maximize and minimize buttons at the top of the window
to size the window.

When you resize a Supervisor report output window, the resulting effect
depends on the type of report (standard CM S or graphical) you are running. The
following paragraphs outline the effects of resizing each type of report window.

Standard CMS Reports
When you resize the window of a standard report, the contents of the window
do not change in size to reflect the new window size.

If you made the window smaller than the size of the report, scroll barswill
appear to allow you to view the entire contents of the report.

Graphical Reports

When you resize the window of agraphical report, the contents of the window
will change in size to reflect the new window size.

If awindow is made too small, some elements may shrink in such away to
become unreadable. If this happens, resize the window to a more appropriate
size. You may also choose to turn chart legends or data labels off to make more
room for the chart itself.

Thewindow size is saved as part of the report view.
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Changing Column Widths

You can change the width of an individual table column in atable or chart
report by positioning the mouse pointer on the vertical line between the column
headers. The pointer will change to indicate that aresizeis possible, and you
can then drag the mouse to change the column size.
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Selecting a Printer

The Print window is a standard Wi ndows feature.
To access the Print window, do the following:

1. Select areport (from Reports, Dictionary, Exceptions, Call Center
Administration, or Maintenance).

2. Onthereport input window, select the Print button , or select Print
from the Report menu.

The Print window displays.

Print

r— Printer
Properties |

MHame: SSORPRINT 2

Status:  Ready
Tuype: GQMS 1725E Print Spstem
Where:  SMEECH:33B37

Commnent: [~ Frint to file
— Print range Copie
(O Mumber of copies: |1 3:
{0 Pages [mm:l LD:I
Ll e
) Selection
QK I Cancel |

The default printer islisted in the Namefield. To select another printer, click on
the down arrow after the field to display a drop-down list of installed printers.
You can choose any printer that has been installed in the Windows Control
Panel. Depending on what printers are installed, non-printer devices such as
files and fax may appear here. To print to afile, you must check the Print tofile
box.

Other entriesin this Printer box (Status, Type, Where, and Comment) will
vary depending on the chosen printer. The Windows system software
determines what is available here.
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Using Page Setup

The Page Setup window allows you to specify how each page of areportis
positioned when printed. The changes you make in this window apply only to
printed reports and do not affect reports displayed on-screen.

The Page Setup window for printing optionsis a standard VWindows feature.
To access the Page Setup window, do the following:

1. Select areport (from Reports, Dictionary, Exceptions, Call Center
Administration, or Maintenance).

2. Complete the report input window, selecting View Report On Screen as
the destination.

Select OK to run the report.
Once thereport is running, select Page Setup from the Report menu.
The Page Setup window displays.

Page Setup

@ The Page Setup zettings affect how all reports will be
privted. Appearance on soreen iz not affected.

—Marginz [inches]———— ~ Page Mumbers

"+ Yes
Top: |1_nn B
Bottom; |1_nn e
Left: |,53 —Bow &round Tables————————
Right: |.53 " Box

i+ MoBox

Ok I Cancel Help
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The following options are avail able in the Page Setup window:

M argins—lets you define the spaces at the edges of the page where
nothing will be printed. The margin settings are defined as follows:

Top—the margin is measured from the top of the page. The report is
offset by this amount at the top of each page.

Bottom—the margin is measured from the bottom of the page. When a
printed table reaches the bottom of the page, it will continue printing at
the top of the next page, with the table titles repeated. If a chart would
overlap the bottom margin, it is scaled smaller so that it fits within the
margin. Text that reaches the bottom of the page is printed on the next
page.

L eft—the margin is measured from the left of the page. The report is
offset by this amount on the left of each page.

Right—the margin is measured from the right of the page. Tables and
text that are too wide to fit on the printed page are truncated at the right
margin. Charts that would overlap the right margin are scaled smaller

to fit within the margin.

Page Number s—lets you choose whether or not to display page numbers.
The following settings are valid:

Yes—page numbers will be displayed.

No—page numbers will not be displayed. This is equivalent to the way
CMS currently prints reports.

Box Around Tables—allows you to choose whether or not to display a
box around report tables when printed. The following settings are valid:

Box—boxes will be displayed.

No Box—boxes will not be displayed.
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Setting Report Threshold Highlights

Report threshold highlights et you set visual flags to notify you when areal-
time dataitem is out of acceptable bounds. This feature enables you to run a
report minimized and be notified (through color/icon changes) when an item
has passed a specific threshold.

You can set threshold highlights for only real-time dataitemsin real-time or
integrated reports. The threshold highlights you set will tell you when datafor
an entity (split/skill, agent, agent group, or VDN) has reached a certain level
(threshold), as defined by you.

Threshold highlight settings apply to asingle entity on a specific ACD. For
example, if you run areal-time split report for split 17 on ACD 1 and set the
threshold highlights, the threshold settings apply to split 17 on ACD 1 for all
reportsyou run for that split and ACD. Also, the threshold highlight settings are
saved on the PC you are currently using. So, if you move to another PC, you
need to set up the threshold highlights on that PC. If multiple userslog into the
same PC, each user’s threshold highlight settings are saved individually.

By default, the thresholds for each report are turned on, but the threshold
highlight settings are empty and the sample size threshold is zero. Therefore, no
threshold highlights show on any reports until you create them using the
Threshold Settings window. You can turn thresholds on and off for each report
by selecting/deselecting tHénresholds Settings check box in the report input
window, or by selecting hreshold Settings from theOptions menu in the

report output window.

An example of setting report threshold highlights is to set thresholds for Time

on ACD Calls in the skill named Sales. You might set the High Caution

threshold to 50 seconds and the High Warning threshold to 60 seconds. If an
agent spends more than 50 seconds, but less than 60 seconds, on an ACD call in
the Sales skill, the item on the report will highlight with the High Caution
threshold color. If the time exceeds 60 seconds, the item on the report will
highlight with the High Warning threshold color. However, if the agent spends
more than 50 seconds on an ACD call in any other skill (that does not have the
same thresholds), the item on the report will not display any threshold
highlighting.
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=> NOTE:

Report threshold highlights are not the same as CM S Exceptions Thresholds.
The threshold highlighting you can do with this feature is available through the
Supervisor interface only.

To set report threshold highlights do the following steps:
1. Runareport that contains real-time data (a real-time or integrated report)

2. Select on adataitem in the report for which you can set threshold
highlights

=—> NOTE:

When a data item/items for which threshold highlights can be set is
selected, the Threshold Settingsmenu item is enabled. When the dataitem
that is selected does not allow thresholds, an error message will display.
See thetables later in this section for alist of the report outputs that allow
threshold highlighting.

3. Select Threshold Settings from the right mouse button or from the Tools
menu.
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4, Complete the Threshold Settings window:

1.
Threshold Settings EH 2
- -
The threshold zettings shown belaw apply to data far
2 ) 3
Item: §
Descriptior: [Amount of time the agent is in the Available workmodz, <k |~ 4
r— Threshaolds

The data item will be highlighted in the indicated CW fallz withis
the ranges wou specify.
/i

and below and below and above and abov

] I Cancel | Help

1. Data Item Threshold Definition
2. ltem

3. Description

4. Icons

5. Thresholds

=> NOTE:

Depending on which dataitem you have selected, the Sample Size box at the
bottom of the Threshold Settings window may or may not be visible. If you
selected a dataitem that is a percentage or an average, the Sample Size box is
present.

The Threshold Settings window includes the following information and text
boxes:

* Item — shows the name of the report threshold that applies to the selected
data value. In most cases, this box contains a single entry. If the data value
is agent “Time in State” or “Time in Workmode,” or agent group “Time in
State” or “Time in Workmode,” then this list box contains multiple names,
one for each possible agent state or workmode. Threshold highlights can be
set for each individual state and workmode.
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Description — shows a description of the threshold currently selected.

Thresholds — shows the colors (as defined in Bptions Threshold
Colors tab, accessed from theols menu), icons, and current numerical
settings for the threshold highlights of this item. For thresholds that are

time-related, the numbers you enter are in seconds. For example, if you are

entering a High Caution threshold for three minutes, type 180 (for 180

seconds) in the High Caution field.

L ow Warning — contains the current value for the Low Warning
threshold for the selected data item. If no value is defined, the field is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leave it blank. If the field is blank, no threshold is set.

L ow Caution — contains the current value for the Low Caution
threshold for the selected data item. If no value is defined, the field is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leave it blank. If the field is blank, no threshold is set.

High Caution — contains the current value for the High Caution
threshold for the selected data item. If no value is defined, the field is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leave it blank. If the field is blank, no threshold is set.

High Warning — contains the current value for the High Warning
threshold for the selected data item. If no value is defined, the field is
blank. You can set the value to any positive integer from 0 to
999,999,999 or leave it blank. If the field is blank, no threshold is set.

* Sample Size — contains the current value for the Sufficient Sample Size
value. You can set this to any value from 0 to 999. When you set Sufficient
Sample Size value, you are defining a minimum number of items that must
be currently tracked before the threshold highlighting is enabled. You will
only see Sample Size if the data item you selected is a percentage or an
average.

5. SelecOK.
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Tips for Setting Report Threshold Highlights

Keep the following tipsin mind when you are setting report threshold
highlights.

Before you can administer threshold highlights for a data item, you must

first click on the dataitem in the report to select it. When adataitem is
highlighted in atable (standard) report, it is outlined with a dotted line.

When a data item is highlighted in a chart (graphical) report, it has “pull-
bars” around the perimeter.

See the “Available Agent Threshold Settings,” “Available Split/Skill
Threshold Settings,” and “Available VDN Threshold Settings” sections in
this chapter for more information on the real-time data items in reports for
which you can set threshold highlights.

In standard reports, you can select items from the table or from the output
information at the top of the report.

In chart reports, you can select items from the pie charts, bar charts,
graphical reports, or tables.

When you set threshold highlights for an entity (split/skill, agent, agent
group, or VDN), that set of threshold highlights applies to every report that
is run specifically for that entity.

The report threshold highlights are updated with each refresh of the report,
but not between report refreshes.

The numbers you define for the threshold highlights must increase from
left to right (the number you use for Low Warning must be less than the
number you use for High Warning).

You can set the label colors by choosiygtions from theTools menu on
the Controller. Depending on how you define the colors, the sample size
threshold can behave in the following ways:

— If you want to be alerted to the fact that a particular calculation is not
statistically significant, set tHasufficient color to a different color
than any other threshold condition. This causes data with insufficient
sample size to be highlighted in a special color.
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— If you want to ignore values with insufficient sample sizes, set the
I nsufficient color to be black text on a gray background. This causes
the value with insufficient sample size to not be highlighted.

* Setting report threshold highlights affects how report data is displayed in
the following ways:

— If the data calculation contains a non-zero Sample Size threshold, the
denominator of the specified calculation is compared to the Sample
Size threshold. If the denominator is less than the Sample Size
threshold, the value displays in the “Insufficient” color, indicating that
the sample size is insufficient for the value to be significant.

— If the sample size is sufficient or if there is no sample size associated
with the data, then the data value is compared to the Low Warning,
Low Caution, High Caution, and High Warning threshold values to
determine which band applies. The value is displayed in the color
associated with the appropriate threshold.
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Available Agent Threshold Settings

All of the data that CentreVu Supervisor uses for agent threshold highlights are
retrieved from thecagent (current interval agent) database table. See the
CentreVu® CMS R3V8 Database Items and Calculations (585-210-939)
document for more information on the database tables. The agent threshold
highlights you can set are as follows:

Threshold

Description/Database Item or Calculation

Timein AUX Sate

Description — Amount of time the agent is in the
Auxiliary Work state.

Measures — DURATION while AGSTATE = AUX

Timein AUX-IN Sate

Description — Amount of time the agent is on an
incoming call while in the Auxiliary Work state.

Measures — DURATION while AGSTATE =
AUX-IN

Timein AUX-OUT
Sate

Description — Amount of time the agent is on an
outgoing call while in the Auxiliary Work state.

Measures — DURATION while AGSTATE =
AUX-OUT

Timein ACW Sate

Description — Amount of time the agent is in the Aft
Call Work state.

Measures — DURATION while AGSTATE = ACW

D

Timein ACW-IN Sate

Description — Amount of time the agent is on an
incoming call while in the After Call Work state.

Measures — DURATION while AGSTATE =
ACW-IN

Timein ACW-OUT
Sate

Description — Amount of time the agent is on an
outgoing call while in the After Call Work state.

Measures — DURATION while AGSTATE =
ACW-OUT
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Threshold Description/Database Iltem or Calculation

Timein AVAIL Sate |Description— Amount of time the agent is in the
AVAIL state.

Measures — DURATION while AGSTATE = AVAIL.

Timein ACD Sate Description — Amount of time the agent is in the ACD
state.

Measures— DURATION while AGSTATE = ACD

Timein ACD-IN State |Description — Amount of time the agent is in the
ACD-IN state.

Measures — DURATION while AGSTATE =
ACD-IN

Timein ACD-OUT Description — Amount of time the agent is in the
Sate ACD-OUT state.

Measures — DURATION while AGSTATE =
ACD-OUT

Timein DACD Sate | Description — Amount of time the agent is in the
DACD state.

Measures — DURATION while AGSTATE = DACD

Timein DACD-IN Description — Amount of time the agent is in the
Sate DACD-IN state.
Measures— DURATION while AGSTATE = DACD-
IN
Timein DACD-OUT | Description — Amount of time the agent is in the
Sate DACD-OUT state.
Measures— DURATION while AGSTATE = DACD-
ouT

Timein DACW State |Description — Amount of time the agent is in the
DACW state.

Measures — DURATION while AGSTATE = DACW
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Threshold Description/Database Item or Calculation
Timein DACW-IN Description — Amount of time the agent is in the
Sate DACW-IN state.
Measures — DURATION while AGSTATE = DACW-
IN
Timein DACW-OUT | Description — Amount of time the agent is in the
Sate DACW-OUT state.
Measures — DURATION while AGSTATE = DACW-
ouT

Timein RING Sate Description — Amount of time the agent is in the
RING state.

Measures — DURATION while AGSTATE = RING

Time AUX Workmode | Description — Amount of time the agent is in the AUX
workmode, including incoming and outgoing calls.
This time measurebe time the agent remains in AUX,
regardless of any incoming or outgoing calls handled.

Measures — AGTIME while WORKMODE = AUX.

Timein ACD Description — Amount of time the agent is in the AQD
Workmode workmode, including incoming and outgoing calls.
This time measures the time the agent remains in ACD,
regardless of any incoming or outgoing calls handled.

Measures — AGTIME while WORKMODE = ACD

Timein ACW Description — Amount of time the agent is in the
Workmode ACW workmode, including incoming and outgoing
calls. This time measures the time the agent remains in
ACW, regardless of any incoming or outgoing calls
handled.

Measures — AGTIME while WORKMODE = ACW




CentreVu Supervisor Version 8 Installation and Getting Started
Using CentreVu Supervisor Reports

Setting Report Threshold Highlights 7-65

Threshold Description/Database Iltem or Calculation
Timein AVAIL Description — Amount of time the agent is in the
Workmode AVAIL workmode, including incoming and outgoing
calls. This time measures the time the agent remains in
AVAIL, regardless of any incoming or outgoing calls
handled.
Measures — AGTIME while WORKMODE = AVAIL
Timein DACD Description — Amount of time the agent is in the
Workmode DACD workmode. This time measures the time the
agent remains in DACD, regardless of any incoming or
outgoing calls handled. (Applies only to Generic 3
switches.)
Measures — AGTIME while WORKMODE = DACD
Timein DACW Description — Amount of time the agent is in the
Workmode DACW workmode, including incoming and outgoing

calls. This time measures the entire time the agent
remains in DACW, regardless of any incoming or
outgoing calls handled.

Measures — AGTIME while WORKMODE = DACW

Callsin Direct Agent
Queue

Description — Number of Direct Agent calls that are
gueued to the agent. DA_INQUEUE is the current

number of Direct Agent calls waiting in any split/ski
gueue for a specific agent. (Applies only to Generig
switches.)

Measures — DA_INQUEUE

A

Time call waiting in
Direct Agent Queue

Description — Amount of time the caller has waited
the Direct Agent queue. DA_OLDESTCALL is the
length of time that the oldest Direct Agent call has
waited in any split/skill queue for this agent. (Applie
only to Generic 3 switches.)

in

n

Measures — DA_OLDESTCALL
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Threshold Description/Database Item or Calculation
Average talk time? Description — Average length of time the agent spends

talking on ACD calls.
Measures — AVG_AGENT_TALK_TIME calculation

a. Sample Size thresholds apply.
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Available Split/Skill Threshold Settings

All of the data that CentreMu Supervisor uses for split/skill threshold highlights
areretrieved fromthecspl i t (current interval split) database table. Seethe
CentreVu® CMSR3V8 Database |tems and Calculations (585-210-939)
document for more information on the database tables. The split/skill threshold
highlights you can set are as follows:

Threshold

Description/Database Item or Calculation

7-67

Oldest Call Waiting

Description — Amount of time the oldest call to this
split/skill has waited in queue. OLDESTCALL is th
number of seconds the oldest split/skill ACD call h
waited in queue or ringing.

Measures — OLDESTCALL

11

as

Number of Calls
Waiting in Queue

Description — Number of calls queued to this
split/skill. The computation measures the number
calls in queue or ringing at an agent position.

Measures — INQUEUE + INRING

Df

Number of Calls

Description — Number of calls that were queued ta

nY

Abandoned this split/skill and then abandoned. ABNCALLS is
number of calls offered to a split/queue which were
subsequently abandoned by the caller.
Measures — ABNCALLS

Aver age Speed of Description — Number of seconds, on average, bef

Answer@ a call to this split/skill is answered. Average speed

answer is the ANSTIME (time spent by callers in
gueue or ringing before being answered) divided h
the ACDCALLS (number of calls queued to the
split/skill that were answered by an agent at this
split/skill).

Measures — AVG_ANSWER_SPEED

ore
of

<
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Threshold

Description/Database Item or Calculation

Average Talk Time?

Description —Average length of time spent on ACL
calls to the split/skill.

Measures — AVG_ACD_TALK_TIME

Average Timeto
Abandon?

Description — Average length of time callers waite
before abandoning calls to the split/skill.

Measures — AVG_ABANDON_TIME

Full-Time Equivalent
Agents Saffed

Description — Number of total full-time equivalent
agents currently staffed for the skill.

Measures — FTE_AGENTS

Number of Calls
Forced Busy

Description — Number of calls to the split/skill that
were given a busy signal by the switch.

Measures — BUSYCALLS

Number of Calls
Disconnected

Description — Number of calls to the split/skill that
were disconnected by the switch.

Measures — DISCCALLS

Percent of Calls
Answered in Service

Level?

Description — Percentage of ACD calls to the
split/skill that were answered within the service lev

Measures — PERCENT_SERV_LVL_SPL

Percent of Calls
Abandoned?

Description — Percentage of ACD calls to the
split/skill that were abandoned.

Measures — PERCENT_CALL_ABAN

Number of Agents
Saffed

Description — Number of agents logged into the
split/skill.

Measures — STAFFED

Percent of Calls
Answered*

Description — Percent of ACD calls offered to the
split/skill that were answered.

Measures — PERCENT_CALL_ANS

d
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Threshold

Description/Database Item or Calculation

Call Profile Abandon
per Service Level
I ncrement

Description — Number of abandoned calls to the
split/skill for any service level increment. A single
report threshold applies to all of the values. If the
number of abandoned calls for the split/skill reachg
the threshold for any of the service level incremen
the value for that service level increment is
highlighted.

Measures — ABNCALLS1 through ABNCALLS10

2S

Rolling Aver age Speed
of Answer

Description — Switch-based Rolling Average Spee
of Answer for this split/skill. The Rolling Average

Speed of Answer is the average speed of answer @
intervals.

Measures — ASA

Cross

Expected Wait Time
(Low)

Description — Expected Wait Time for a call queue
to this split/skill at a low priority level.

Measures — EWTLOW

Expected Wait Time
(Medium)

Description — Expected Wait Time for a call queue
to this split/skill at medium priority level.

Measures — EWTMEDIUM

o

Expected Wait Time
(High)

Description — Expected Wait Time for a call queue
to this split/skill at high priority level.

Measures — EWTHIGH

Expected Wait Time
(Top)

Description — Expected Wait Time for a call queue
to this split/skill at top priority level.

Measures — EWTTOP

o

a. Sample Size thresholds apply.
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Available VDN Threshold Settings

All of the data that CentreVu Supervisor uses for VDN threshold highlights are
retrieved from the cvdn (current interval VDN) database table. See the
CentreVu® CMS R3V8 Database Items and Calculations (585-210-939)
document for more information on the database tables. The VDN threshold
highlights you can set are as follows:

Threshold Description/Database Item or Calculation
Number of Calls Description — Number of calls that were queued tqg
Abandoned During the |this VDN and then abandoned.
Interval Measures — ABNCALLS
Number of Calls Description — Number of calls to the VDN that were
Forced Busy Duringthe | given a busy signal by the switch.
Interval Measures — BUSYCALLS
Number of Calls Description — Number of calls to the VDN that were
Disconnected During disconnected by the switch via the vector “disconnect”
the Interval command.
Measures — DISCCALLS
Oldest Call Waiting Description — Number of seconds the oldest call has
waited in this VDN.
Measures — OLDESTCALL
Number of Calls Description — Number of calls queued to this VDN
Waiting that have not been answered by an agent.
Measures — INPROGRESS - ATAGENT
Percent of Calls Description — Percentage of ACD calls to the VDN
Answered in Service that were answered within the service level.
Level® Measures — 100*(ACCEPTABLE / INCALLS)
Percent of Calls Description — Percentage of ACD calls to the VDN
Abandoned? that were abandoned.
Measures — 100*(ABNCALLS / INCALLS)
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Threshold

Description/Database Item or Calculation

Percent of Calls
Answered?

7-71

Description — Percentage of ACD calls offered to the

VDN that were answered.

Measures — 10 [(ACDCALLS +
CONNECTCALLS) / INCALLS]

Call Profile Abandon

Description — Number of abandoned calls to this

rt
of
i for

callers spent in queue or ringing before being
answered, divided by the number of calls queued tg
VDN that were answered by an agent at this VDN,

Measures — AVG_ANSWER_SPEED

ore
ne

per Service Level VDN for any service level increment. A single repg
Increment threshold applies to all of the values. If the numbe
abandoned calls for the VDN reaches the threshol
any of the service level increments, the value for that
service level increment is highlighted.
Measures — ABNCALLS1 through ABNCALLS10
Aver age Speed of Description — Number of seconds, on average, bef
Answer@ a call to this VDN is answered. This value is the tir

D the

Average Talk Time?

Description — Average length of time spent on AC
calls to the VDN.

Measures — AVG_ACD_TALK_TIME

Average Timeto
Abandon?

Description — Average length of time callers waite
before abandoning calls to the VDN.

Measures — AVG_ABANDON_TIME

i

Rolling Aver age Speed
of Answer

Description — Switch-based Rolling Average Spee
of Answer for this VDN. The Rolling Average Spee
of Answer is the average speed of answer across
intervals.

o o

Measures — ASA

a. Sample Size thresholds apply
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Report Options

Use the Options tab to do the following actions:

Set the ACD and other general options that Supervisor will default to when
you log in (General tab).

Set up the colors that will be used in your graphical reports (Report Colors
tab).

Set up the colors that will be used in reportsto tell you when threshold
highlights (not exceptions thresholds) have been reached. See “ Setting
Report Threshold Highlightgn this chapter for more information on
threshold highlights.

Choose or create a name format using {name} for Dictionary Name,

{entity} for entity type, and {number} for entity number. The name format
determines how items will be displayed in reports. For instance, if you
select the name format of {entity{number}, then all of the entities
(splits/skills, ACDs, VDNs, vectors, trunks, trunk groups, call work codes,
and AUX codes) that can be named in the Dictionary will display as the
entity type and number instead of the Dictionary name. If you selected
{name} as the name format, then the names that have been assigned to the
entities in the Dictionary will display.
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Options General Tab

=> NOTE:

The General tab is accessible when you are connected to a CM S server.
The following graphic shows the Qptions General tab (with default settings).

(i Options
Fepart Colars ] Threshold Colors ] Mame Format i
CH5 Servers ] {General 1 Scripting 3
Set first calendar day, default ACD, and other general options.
First Day of Wweek: ISunday ﬂ
Default ACD: [st10 =l

[ Swnchronize PC to CMS Time at Login
W Use Sound
v Use Tooltips
v Display Taskbar lcon
“window Menu Sort Order:
¢ Start Order

i Alphabetical
Mote: First Day of Week affects only calendar displays; it does not change the CkS Start of

wieek day for weekly data collection.
Help |
Ok I Cancel | Al |

Use the General tab to set your first calendar day, default ACD, and other

general options. The options are described bel ow.

*  First Day of Week —this option affects only how the calendar displays; it
does not change the CM S Start of Week day for weekly data collection (the
CMS Start of Week day is set through the System Setup—Storage Intervals
window). For example, if you browse for a date, the calendar will start the
week based on the day that you choose.

Use the drop-down list to make your selection.

* Default ACD — when you select the ACD, this ACD will be the default
listed in the functions windows and drop-down list options.

Use the drop-down list to make your selection.
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Synchronize PC and CMS Time at Login —activate the check box for

this selection to set the PC’s clock to read the same time as the CMS clock.
If you do not activate this selection, your PC clock and the CMS clock may
not read the same time. This does not affect the CMS clock.

Use Sound —activate the check box for this selection to be alerted, by
sound, when the Exceptions Indicator box is updated. The Exceptions
Indicator box ison the Controller status bar. The sound you hear isthe
sound you have chosen for the exclamation event associated with your PC.

=> NOTE:

Threshold Highlighting does not use sound. It uses color only asan
indicator of athreshold being met.

Use_Tooltips — activate the check box for selection to make tooltips
visible. For example, when you are working on the Controller window, you
may place your mouse cursor over atoolbar button and a yellow box will
appear with abrief description of that button.

Use Taskbar_con — activate the check box for this selection to use the
Supervisor system tray icon feature. See Chapter 2, “Supervisor Basics,”
for more information on using the Supervisor system tray icon.

Window Menu Sort Order —if you activate the Use Tragdn, you need
to determine how the items that display in the system tray icon menu will
be sorted.

— Start Order — select this radio button and the items in the system tray
icon menu will display in the order in which you started them from
Supervisor.

— Alphabetical — select this radio button and the items in the system
tray icon menu will display in alphabetical order, regardless of the
order in which you started them.
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Report Colors Tab

=> NOTE:

The Report Colors tab is accessible when you are connected to a CM S server.
The following graphic shows the Qptions Report Colors tab (with default

settings).

ChS Servers ] General ] Scripting

: Heport Lolors 1 Threshald Calars ‘I Marme Format

Scheme:

I Rainbow - l Save bz | Remove

123 4587 89101121314 1516

A A

Sy,

IE-

Backaground:

& wihite

£ Automati |
Autormatic Help

] I Cancel | Apply

Use the Report Colorstab to set up the colorsthat will be used in your graphical

reports.

* Scheme— You can select the report color scheme that you want to use for

Supervisor reports in one of two ways:

— From a series of predefined color schemes, which are listed in the
Scheme: field. Use the drop-down list to select a different scheme

— By creating a new color scheme. See the “Creating a New Report
Color Scheme” section in this chapter for instructions on creating

from the one that is currently displayed.

report color schemes.
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color of reports:

— White— Select this radio button to make the background of all

reports white.

— Automatic — Select this radio button to make the background of all
reports match the color that you have set up for your system in

Windows.

Options Threshold Colors Tab

=> NOTE:

The Threshold Colors tab is accessible whenareiconnected to a CMS

server.

The following graphic shows tH@ptions Threshold Colors tab (with default

settings).

CH5 Servers ] General
Fepart Colars ] Threzhold Colors
Scheme:
Rainbow j Save As..

] Scripting

'I Mame Farmat

| Remaove

Background — Supervisor gives you two choices for the background

Chart Inzufficient Sample Size

“iew/zet colors for report threshold indicators.

Chart " aming .=.'
Text Caution
Text Insufficient Sample Size ]:—l I—"
Text Waming AT TR
Help |
kK. I Cancel | Apply |
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Use the Threshold Colors tab to set up the colors that will be used in reportsto
tell you when exceptions threshol ds have been reached. You can select report
color schemes in the following ways:

* From aseries of predefined color schemes, which are listed in the Scheme:
field. Use the drop-down list to select a different scheme from the one that is
currently displayed.

* By creating a new color scheme. See the “Creating a New Threshold Color
Scheme” section in this chapter for instructions on creating report color
schemes.

Options Name Format Tab

=—> NOTE:

The Name Format tab is accessible whengrewconnected to a CMS server.

The following graphic shows th@ptions Name Format tab (with default
settings).

CS Servers 1 General 1 Scripting

Feport Colors ] Threshald Colars ] Hame Format

Choose a name format or create pour own using thame) for Dictionany Name,
{entity} for entity type, and {number} for entity number.

Entity:
& Format:
gent
Call'wark Code [ {name} =
Skill . "
Trunk Group Hample:
VDN D enverE3
“Yector

Help | |
QK. I Cancel | Appli |
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Use the Name Format tab to choose or create formats for how CM S entities
(splitg/skills, ACDs, VDNSs, vectors, trunks, trunk groups, call work codes, and
AUX codes) will display in Supervisor. The display can be set to any one or a
combination of { name} for Dictionary Name, { entity} for entity type, and
{number} for entity number.

To define the name format for entities, do the following steps:

1
2.

Select the item that you want to set formats for from the Entity box.
In the Eor mat text box, you can do either of the following actions:

— Type the format that you want ({name}, {entity}, and/or {number}),
or

— Use the drop-down list to choose from a set of preformatted options.

For example, if you want to display agent names and extension
numbers on reports, enter {name} {number} in Fm@ mat box.

The Example box provides an example of what the format will look
like based on your current definition of the name format.

SelectOK to save your changes. Select Cancel to clear your changes.

Creating a New Report Color Scheme

To create a new color scheme for reports, do the following steps:

1.

Chooseptions from theTools menu, or select th@ptions button P
on the toolbar.

Select the Report Colors tab.

Select the color scheme with which you want to begin from the Scheme:

drop-down list.

7-78



CentreVu Supervisor Version 8 Installation and Getting Started
Using CentreVu Supervisor Reports
Report Options 7-79

The view of the scheme displays:

ChS Servers ] General ] Scripting g
{Report Colors ’l Threshald Colars 1 Marme Faormat 3
Scheme:
IF!ainbow j Save bz | Bemave |

123 45687 8 910111213141516

RO

 white

" Automatic Help |
kK. I Cancel | Apply |

Sl

E

4. Choose the Background color for reports by selecting White or
Automatic.

Click on the color bar (1 through 16) you want to modify.
Select either the Color Selector or the Pattern Selector button.
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If you select the Color Selector button, the following window displays:

Color HE
Basic colors:

JO T
e iy |
NN
EEEEEN
EEEEEN
HEEEE

LCustom colors:

1 1
2 1

Define Custam Colors » > |

Cancel |

If you select the Pattern Selector button, the following box displays:

W
-
H N

|
MINE

7. To select anew color, choose from the Basic colors palette, or create a
custom color using standard Windows procedures.

To select anew pattern, click on the pattern you want to use.

8. Repeat steps 5 through 7 until you have updated all of the color bars that
you want to modify.
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A WARNING:
If you do not save the new color scheme using the Save As button, the changes
that you have made will overwrite the default color scheme that you modified.

9.  When you are done modifying color bars, select Save As.
The following window displays:

[/ Save Scheme As

What would vou like to call the new ok, |
scheme?

Mew Fainbow

10. Typethe name of the report color scheme that you created in the text box.
11. Select OK to save the scheme and the scheme name.

=> NOTE:

You can view the changes that you made to a color scheme at any point in
the modification by selecting Apply. When you do this, the current color
scheme is applied to any reports that are running.
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Creating a New Threshold Color Scheme

To create a new threshold color scheme for reports, do the following steps:

1. Choose Optionsfrom the Tools menu, or select the Options button @
on the toolbar.

Select the Threshold Colors tab.

Select the color scheme with which you want to begin from the Scheme:
drop-down list.

The view of the scheme displays:

CMS5 Servers 1 General ] Scripting 1
Fieport Colars ] Threshold Colors ] Mame Format 9
Scheme: _
IHising Sun ﬂ Save fs... | Bemove

Mew Rainbow =
tors.

: e
5§

Text Warning .IJLI.LK,
Patterm: l:l E

Help | | |
QK I Cancel | Apply |

4. Select the element of threshold highlighting that you want to modify colors
for from thelist box (Text Warning, Text Caution, Text | nsufficient Sample
Size, Chart Warning, Chart Caution, or Chart Insufficient Sample Size).

The current setting for the element displays to the right of the list box.
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5. Set the color that will be displayed as text:
a. Select the Color Selector button next to the Text display box. The
following window displays

Color n E
Basic colars:

Il I

...
ENEEEEEN
HEEENT -

LCustarn colors:

Frrrrrrr
Frrrrrrr

Diefine Customn Colars »» |

Ok I Cancel |

b. Chooseacolor from the Basic colors pal ette, or create a custom color
using standard Windows procedures.

c. Select OK when you are done.
The Options window displays.

6. Setthe color that will be displayed as the background on the threshold
element:

a.  SelecttheColor Selector button next to the Background display box.
The Color palette displays.

b. Choose acolor from the Basic colors palette or create a custom color
using standard Windows procedures.

c. Select OK when you are done.
d. The Options window displays.

7. Repeat steps 4 through 6 until you have updated all of the threshold
element colors that you want to modify.

8. When you are done modifying the threshold element colors, select
Save As.
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The following window displays:

[ Save Scheme As &R

‘what would vou like ta call the new ok |
scheme?

|New Rizing Sun

9. Typethe name of the threshold color scheme that you created in the text
box.

10. Select OK to save the scheme and the scheme name.

=> NOTE:

You can view the changes that you made to a color scheme at any point in
the modification by selecting Apply. When you do this, the current color
schemeis applied to any threshold highlights that are displayed on running
reports.
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Creating a New Name Format

To create a new name format, do the following steps:

1.

Choose Options from the Tools menu, or select the Options button (35
on the toolbar.

Select the Name Format tab.
Select the Entity for which you want to change the name format.

In the Format text box, use the drop-down list to select one of the standard
formats, or type in a name combination.

Select OK.

If you typed a nonstandard name format in Step 4, the format is not saved
in the Format list as a standard option.

To select another name format, go to the Name Format tab, select the
format, and then select OK.
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Exiting and Restarting Reports

To exit areport (return to the Controller), do one of the following:
* Double click the System button.
*  Select Closefrom the System button menu.

*  Select Exit from the Report menu.

=> NOTE:

If the system shuts down due to an error, any changes you have made to the
report(s) you are running are saved.

To restart areport (return to the report input window), select Restart from the
Report menu.

=> NOTE:

Work State drill-down reports and unsaved reports created in Report Wizard
cannot be restarted.
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Installing and Using
CentreVu Terminal
Emulator

Overview

This chapter explains how to install the CentreVu® Terminal Emulator (referred
to as Terminal) application software and gives an overview of Terminal. In
addition, it teaches you how to set up profilesfor using Terminal.

This chapter includes the following sections:
*  About Terminal

* Using Terminal with Supervisor

* Installing Terminal

*  Opening and Exiting Terminal and CMS
* Using Termina

*  CentreVu Termina Messages

* Uningtalling Terminal.

8-1
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About CentreVu Terminal

CentreMu Terminal is packaged with the CentreVu Supervisor application.

CentreMu Terminal is a software application that emulates a 615 Color (615C)
terminal. It is used to access the CentreVu CM S server from your PC running
Microsoft Windows". You can use CentreVu Terminal with any CM S server that
supports 615 or 615C terminal types.

Terminal can only be purchased in conjunction with Supervisor.

=> NOTE:
CentreMu Terminal must be separately installed; it is not automatically installed

by CentreMu Supervisor Version 8.

*Microsoft Windows is a trademark of Microsoft Corp.
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Using Terminal with Supervisor

If you are using Supervisor and Terminal, you will use the CentreVu Terminal
application for the following CM S capahilities:

ACD Administration — Vector Contents
cmsadm and cmssvc command capabilities
Solaris’ system command capabilities
INFORMIX' database commands

Forecast

Shortcuts

Timetables

Creating and Editing CM S Custom Reports

Administering ACDs for Generic 2.2 switches with the Expert Agent
Selection (EAS) feature. For al of the other switches with EAS, you may
use Supervisor to perform ACD Administration operations (except for
Vector Contents) and run the applicable configuration reports.

* Solarisis aregistered trademark of Sun Microsystems, Inc.
T INFORMIX is a registered trademark of Informix Software, Inc.
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Installing Terminal

Toinstall CentreVu Terminal, do the following:

1. Inthedirectory containing the CentreVu Supervisor files, find the Terminal
setup file, Set upTr m exe.
Double-click on the Set upTr m exe fileto begin the installation.

After ashort wait, the CentreVu Terminal 8.0 Terminal Emulator Setup
W&l come window appears.

Centre¥u Supervisor 8.0 Terminal Emulator Setup [%]

Welcome!

Thiz inztallation program wil install Centrebiu Supervizor 8.0
Terminal Emulator. Please close all open applications before
cohtinuing with Setup.

Press the Mext button to start the installation. *Y'ou can press
the Cancel button now if you do not want ba ingtall Centreifu
Supervizor 8.0 Temminal Emulator at this time.

LCancel

Select Next to proceed with the installation.
Follow the instructions on the dialog boxes to install CentreVu Terminal.

When the Installation is finished, the Installation Completed dialog
appears. Select Finish to return to your desktop.

You can how begin using Terminal.
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Opening and Exiting Terminal and CMS

This section includes the following information:
*  Opening Termina

* Logginginto CMS

* Exiting Terminal.

Opening Terminal

To open Terminal:

1. Select the CentreVu Terminal item in the Lucent CentreVu Supervisor sub-
menu under Programs from the Start Menu.

2. The Terminal window opens with no connection active:

_IQI Lucent CentreVu Terminal - [untitled)

Piofile Edit Connection Help

F1 F2 F3 F4 Fs F3 F? F3

The size of the application window isfixed at 24 rows by 80 columns, but the
window resizes based on font size.
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Logging into CMS

Follow these steps when logging into CMS:;

1. Select the Profile menu. The Profile menu items appear:

Save sz,
1 tirn

E xit

=> NOTE:

If you do not have a profile created, refer to “ Creating Profileson page
8-14.

2. ClickQpen.

When you select a connection profile, a connection is initiated and a status
window appears. The status window automatically goes away when the
connection is established. If the connection is established through the
network or a dedicated serial line, you see the CMfgji n: prompt. If

the connection is established through a modem, the modem dials the
number of the remote host and then attempts to connect.

=> NOTE:

If you want to stop the login process, but keep Terminal running, select
Disconnect from theConnection menu. If you want to stop the login
process and close Terminal, selegtt from theProfile menu.

Once a connection has been established, log into the remote CMS host using
standard CMS login procedures.
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3. Atthel ogi n: prompt, enter your CMSlogin ID, and press Enter.

I_g_.}Lucenl Centre¥u Terminal - [untitled)

Profile  Edit Connection Help

r.lucent.c

4. Atthe Password: prompt, enter your CMS password (it does not
display on the screen), and press Enter.

5. Atthe Term nal type: prompt,type 615c or CVTERM and press
Enter.

=> NOTE:

CentreMu Terminal does not use cvsup as the terminal type.
The CMS Main Menu displays.

=> NOTE:

If asystem prompt, suchas$ or #, displaysinstead of the terminal type
prompt or the CMS Main menu, type cns, and press Enter.
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Exiting Terminal

To exit Terminal, do the following:

1. Select Logout from the CMS Main Menu. You will see awindow
indicating that the CM S connection has been dropped.

=> NOTE:

If asystem prompt, suchas$ or #, displaysinstead of the dropped
connection message, type exi t, and press Enter.

Select OK or press Return in the message window.
3. Select Exit from the Profile menu.

=> NOTE:

If you select Exit or try to close the Terminal window while aconnectionis
active, amessage is displayed informing you of thisand asking if you want
to exit anyway. Select Yesto drop the CM S connection and exit Terminal;
select No to keep the connection active and ignore the Exit request.



CentreVu Supervisor Version 8 Installation and Getting Started
Installing and Using CentreVu Terminal Emulator
Using Terminal 8-9

Using Terminal

This section contains the following information:
*  Termina Window

*  Creating Profiles

* Editing Profiles

*  Setting Profile Options.

Terminal Window

A representation of the Terminal window is shown below:

Title Bar —— - [ R ]

/ Profile
Menu Bar

Edit Connection Help

Application Window ——

Function Keys ———» F1 Fe F3 Fa F& F& F? =
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The Terminal window contains the following items:

Title bar—displays “Lucent CentreVu Terminal” and the name of the
current connection profile. If no profile is currently selected, “untitled”
displays instead of the profile name.

Menu bar—includes theProfile, Edit, Connection, Reset, andHelp
options.

Application window—the area of the screen where you log into CMS and
use CMS.

Function keys—the keys at the bottom of the Terminal’s main window.
Initially, these keys are not visible. After you have logged into CMS, the
function keys are appropriately labeled and work the same as the standard
CMS Screen-Labeled Keys (SLKs).

See theCentreVu® CMSR3V8 Administration (585-210-910) document
for definitions of and instructions for using the function keys and their
associated menus.

Menu Bar

The following paragraphs describe the menus on the Terminal menu bar, each
menu item, and the action each menu item performs.

Profile Menu

From this menu you can create, open, and save a connection profile. You
can also exit Terminal from this menu. Profiles are used to store
information related to how a particular user connects to the remote host.
The following table lists the items on the Pr ofile menu and describes the
action each item performs.
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Menu Item

New

Save
Save As...

1.4

Exit

Action

Creates a new connection profile. By default, this
connection profile is named “profile 1” until you save
it. This item is disabled if there is already a
connection active.

Opens an existing connection profile. Selecting this
menu item brings up a window displaying the current
profiles. Once you select a profile to open, that
profile becomes the first profile in the list of recently
accessed profiles. This item is disabled if there is
already a connection active.

Saves the current connection profile.

Brings up a window that requests a name under
which to save the profile. Existing profile names are
listed in the Save Profile As window. You can select
one of these names or enter a new profile name in the
Profile Name text box. If you use an existing profile
name, a message box warns you that you are
overwriting the contents of an existing profile.

The four most-recently opened connection profiles
are displayed here. You can choose a humbered
profile for quick access. The most recently selected
profile you choose becomes profile number 1, with
the other items being renumbered accordingly. These
items are disabled if there is a connection already
active.

Exits Terminal. If there is a profile that has been
modified but not saved, a warning message is
displayed.

8-11
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Edit Menu

From this menu you can copy selected text to the Microsoft Windows

Clipboard, paste the contents of the Clipboard to a remote host compuiter,

and clear the contents of the Clipboard. In this case, “pasting” means
sending the selected text to the screen as if it were typed by the user. The
capability to cut text is not supported by Terminal. The following table lists
the items on the Edit menu and a brief description of the action each item
performs. You can use the baMecrosoft Windows keyboard shortcuts.

Menu Item Action

Copy Copies the selected text to thiecrosoft Windows
clipboard.

Paste Pastes (sends) the contents oflttierosoft

Windows clipboard to the location of your cursor on
your PC as if you had typed it in.

Clear Clears the contents of tihicrosoft Windows
clipboard.

Connection Menu

From this menu you can connect to, disconnect from, or send a break to a
remote host computer. You also use this menu to set up or change Terminal
options (communications, modem, and font). The following table lists the
items on the&Connection menu and describes the action each item

performs.

Menu Item Action

Connect Establishes a connection to a remote host computer
as specified in the active connection profile. If a
connection is already active, this menu item is
disabled.

Disconnect Disconnects the active connection. If there is no

active connection, this menu item is disabled.
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Menu Item

Send Break

Options...

Reset Menu

8-13

Action

Sends a “break” sequence to a remote host
computer. A break is used to temporarily suspend
an operation or transmission. If your connection is
“hung up” and the host appears not to respond
when you press keys on your keyboard, try
sending a break.

Brings up a window from which you can set up or
change Terminal options. Terminal options are
grouped under three tabs: Communications,
Modem, and Font.

From this menu, you can do aterminal reset for Terminal Emulator. This
provides away to log into Audix and the switch.

Help Menu

From this menu, you can get on-line Help for Terminal. The following
table lists the items on the Help menu and describes the action each item

performs.

Menu Item
Contents
Technical Support
About...

Action
Displays a table of contents of help topics.
Shows how to get Terminal technical support.

Opens the Terminal Help About window.
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Creating Profiles

To create a profile:
1. OpenTerminal.

2. Select New from the Profile menu.

m Edit Connection Help

Open...
Save
Save As_ ..

1 1zerver
2 2zerver
3 3server
4 dzerver

E xit

The Options window displays:

Options for profile: profilel n

Communications T Modem T Fant ]

r Connection

& Network " Serial ) Modem

~ Metwork Settings

CMS Network Address: | |

Network Port: |23 |

Help

8-14
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3. Setthe Terminal options.
=> NOTE:

The Terminal Options are grouped under three tabs: Communications,
Modem, and Font. See the section on each tab later in this chapter to learn
how to set the options in each tab.

4. Select Save As from the Profile menu.

ucent Centre¥u Terminal - [untitled]

m Edit Connection Help

Hew
Open._.
Save

1 1server

Exit

5. The Save Profile Asbox displays:

Save Profile As [ x|

Profile Name

1zerver
2zerver
Iszerver
dzerver Cancel
Bserver
Bzerver Help

Pl

6. Typethe name of the profilein the text box and select OK.

=> NOTE:

If you want to overwrite an existing profile with one you have just created,
double click the name in the list box.
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Editing Profiles

To edit an existing profile;

Select Open from the Profile menu.

Choose the name of the profile you want to edit.
Click Open.

Select Options from the Connection menu.
Edit the profile.

Click OK.

Select Save from the Profile menu.

N o o s~ wDdh P



CentreVu Supervisor Version 8 Installation and Getting Started
Installing and Using CentreVu Terminal Emulator
Using Terminal 8-17

Setting Profile Options

Use Options from the Connection menu to set up how you will connect to the
CMS host computer. The following paragraphs describe the options available to
you and give you illustrations of settings for standard Terminal profiles.

Communications Tab Modem Tab Font Tab

P DOptions for profile: profilel

Communications ] tadem ] Fant ]
— Connection
" Metwork " Serial " Modem

— Metwork Settings

CMS Network Address: |

Metwork Port: |23

When you are working in any of the windows, the following conventions are
used:

* Click OK to set your current settings in the selected profile and close the
Options window.

*  Select Cancel to close the window without accepting the current settings.

*  Select Help to bring up a help window with help on the currently selected
folder tab.
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Communications Tab

Select the Communications tab to display the window that lets you set up or
change the options for connecting to a remote host computer.

Select Network, Serial, or M odem from the Connection box. Below are
explanations and examples of the settings required for each type of connection.

Network Connection Settings

Select Network if you are connecting to the remote CM S through a
network. An example of standard settings for a network connection is

shown below:
Communications ] Modem ] Font ]
— Connection
= Network ' Seral ' Modem

— Metwork Settings

CMS Network Addiess: [erver Name or IP Address

Metwork Port: |23

1] 4 I Cancel | Help

Enter the following required information for this setting:

* CMSNetwork Address—enter the name or the Internet Protocol (IP)
address of the remote host. There is no default.

* Network Port—enter the network port that you wish to connect. The
default is 23, which is the network port reserved for Telnet.

=> NOTE:

Do not change these settings unless you are instructed to do so by your
Network Administrator.
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Serial and Modem Connection Settings

Select Serial if you are connecting to the remote CM S through a serial
connection, Modem if you are connecting to the remote CM S through a
modem. An example of standard settings for a serial or modem connection
is shown below:

)3' Options For profile: profilel

Communications ] Madem ] Font ]
— Connection
" Network " Seral

—Sernial and Modem Settings

Port: I coM1 - I Parity: I Mone vl
Baud Rate: |95|]|] vl Data Bils:ls vi
Flow Control: IXOnJ’XoH vI Stop Bils:|1 vl

0K I Cancel | Help

Enter the following required information for this setting:

* Port—choose from the pull-down list the communication (COM) port
you will use to connect to the CMS server. The options are COM1,
COM2, COM3, and COM4.

* Baud Rate—choose the baud rate from the pull-down list. The
options are 110, 300, 600, 1200, 2400, 4800, 9600, and 19.2K.

*  FElow Control—choose the appropriate flow control from the pull-
down list. The options are None, Xon/Xoff (software), Rts/Cts
(hardware), or Both.

* Parity—choose the appropriate parity setting from the pull-down list.
The options are None, Odd, Even, Mark, and Space.
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* Data Bit—choose the number of data bits from the pull-down list.
The options are 5, 6, 7, and 8.

*  Sop Bits—displays the number of stop bits from the pull-down list.
The options are 1, 1.5, and 2.

=> NOTE:

Do not change these settings unless you are instructed to do so by your
Network Administrator.

Modem Tab

Select the Modem tab to set up or change dial strings for connecting to the
remote CMS through a modem port. Below is an example of standard modem
settings for Terminal:

):" Options for profile: profilel

Fant ]

Communications ]

~ Modem Commands
Phone Numhel:l

Dial Prefix: [ATDT

Dial Suffix: |

Hangqup String: |ATH

Reset Stling:lATZ
™ Auto Betry

Time [secondz) allowed for connection: |45

(114 I Cancel | Help |

Use the following information to set up the modem connection:
*  Phone Number—enter the phone number of the remote host.

* Dial Prefix—enter the characters to send to the mobefore the Phone
Number of the remote host. For example, if a “9” must be dialed before the
telephone number, you can enter it after the phrase ATDT (ATDT9).
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* Dial Suffix—enter the characters to send to the modften the Phone
Number of the remote host. For example, if an extension has to be dialed
after the telephone number of the remote host, enter it here.

* Hangup Sring—enter the characters to send to the modem to cause it to
hang up the connection. The default is ATH.

* Reset Sring—enter the characters to send to the modem to cause it to reset
itself. The default is ATZ.

* Auto Retry—turns the auto retry option on or off. If the check box is not
selected, the modem tries only once to establish a connection to the remote
host.

* Allow xx secondsfor connection—enter the maximum time to wait for the
connection to be established. The valid values are 1 to 999 seconds. The
default value is 45 seconds.

Font Tab

Select the Font tab to change the font size used by the Terminal when you are
using CMS. Below is an illustration of the standard font settings for Terminal:

ﬁ-l]plions for profile: profilel

Communications 1 Modem

Font Sizes Sample text

i Small

i Medium

(+ Large

1] & | Cancel Help
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Use the following information to set the font size:

* Small font is approximately 8 points and is appropriate for video displays
that have aresolution of 640 x 480 (VGA) or less.

*  Medium font is approximately 9 points and is appropriate for video
displaysthat have aresolution of 800 x 600 or 1024 x 768. Medium is the
default font size.

* Largefontisapproximately 10 pointsand is appropriate for video displays
that have aresolution of 1024 x 768 or greater.

* Sample Text box shows what the selected font size looks like.
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Terminal Messages

There are two types of messages you can receive when using Terminal;
*  Error Messages
* Information Messages.

Error Messages

The following messages are displayed in awindow with an OK button;

Unable to connect to the remote host.

Terminal failed to connect to the remote host. If the reason for failure can be
determined, Terminal displays one of the following messages:

*  Busy, no answer.
* Theremote host is not responding.

* Thenetwork is not responding.

The connection to the remote host was lost.
Some possible causes for this message are:

*  Theremote host has crashed.

*  The network has dropped the connection.

*  The modem has hung up the line.

The profile {name} does not exist.

This message appears if you try to open a profile named { name} and it does not
exist.
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Information Messages

The following messages are displayed in abox with Yes and No buttons:

The profile {name} exists, replace?

This message appearsif you try to save a profile named { name} and it already
exists.

Save changes to {name}?

This message appearsif you try to exit the Terminal without saving changesto
the profile named { name} .

A connection is active, exit anyway?

This message appearsif you try to exit the Terminal while a connection is
active.
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CentreVu
Supervisor

Troubleshooting

Overview

If you are having trouble with any of the procedures mentioned in this
document, please read through this section before calling the National
Customer Care Center. The problem may be something simple that you can
quickly solve yourself.

If you have not solved the problem after reading through this section, contact
the National Customer Care Center at 1-800-242-2121 (Lucent Technologies
also offers fee-based installation consultation). Customers outside the United
States should contact their Lucent representative or distributor.

If you have received an error message(s) in the course of afailed installation,
then record the message(s) in order to assist National Customer Care Center

personnel in diagnosing your problem.
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Troubleshooting Tips

This section will help you with problems you may encounter when installing
CentreVu® Supervisor, logging into CentreVu Supervisor, or running CentreVu
Supervisor. It contains the following tables which describe error messages that
may appear in Supervisor:

Installation Error Messages

Use the following information to help you with error messages encountered
whileinstalling CentreVu Supervisor on anetwork server or installing CentreVu
Supervisor on a PC. The following types of error messages can appear:

* Information — Indicates that the error will not affect the success of the
installation. Also indicates that you do not have privileges to perform the
installation.

* Warning — Indicates that the error may affect the success of the
installation.

* Severe — Indicates that the installation will fail, and that Setup will exit.

Error Message Corrective Action

Installing to the WINDOWS or Select another directory.
WINDOWS SYSTEM directories is
not permitted. Select another
directory.

WARNING

Invalid directory name specified. Provide a valid directory name.
WARNING

Invalid Location. You cannot install | Select another drive.
CentreVu Supervisor 8.0 to a floppy
drive. Please select another location.

WARNING
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Error Message

Corrective Action

Perform Rollback? This installation

did not complete. Would you like to

rollback the changes that were made
during the partial installation?

SEVERE

Select Yesto deletefilesinstalled
or reinstate files in the registry
that were changed during the
partia installation.

Setup has determined that CentreVu
Supervisor 8.0 was previously
unsuccessfully attempted to be
installed on this computer. Since the
PC configuration was changed, Setup
will attempt to restore the PC to its
original configuration (cleanup)
before continuing with Setup.

SEVERE

Select Next to continue with the
installation. It isimportant that
the PC isrestored to its origina
configuration, or Supervisor may
not install or run correctly.

The drive selected either does not
exist or hasinsufficient space
available.

Enter adifferent destination drive.
WARNING

Select another drive.

You do not have administrative
privileges. Please log on as
administrator and install Centre Vu
Supervisor 8.0.

INFORMATION

Contact your systems
administrator, or select aPC on
which you have administrative
privileges.
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Login Error Messages

Use the following information to help you with problems you may encounter

when logging into the CMS server.

Error Message

Corrective Action

A bad or invalid WINSOCK.DLL
was detected on the system. Please
correct this problem and try again.

Reinstall network stack.

9-4

An action cannot be completed

because acomponent (cvsServer) is
not responding. Choose “Switch
To” to activate the component ang
correct the problem.

SelectSwitch To to correct the
problem. If the problem still exists
install Dcom95 before attempting
to runCentreVu Supervisor again.
(See “Other Requirements” on pag
1-12 for further information.)

Could not communicate with the
modem.

Make sure that communication an
modem setting are correct. Use th

Communications and Modem tab$

in the Options dialog box.

D

Could not connect to the server

Try again. If you still have troul
after your third attempt, contact
your System Administrator to see
the server is down.

Die

Your CentreVu Supervisor
software is not compatible with
the CentreVu CMS server
software. TheCentreVu CMS
server must be upgraded before
you can log in. Contact your

system administrator.

Contact your system
administrator.
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Error Message

Corrective Action

Thisversion of CentreVu
Supervisor is not compatible with
the software on your CentreVu
CMS server. Please upgrade your
PC with the appropriate version of
CentreMu Supervisor. Contact
your CentreVu CM S system
administrator.

Select adifferent server that has
the CM S version you selected, or
select adifferent CMS version
(R3V6 or R3V8).

Contact your CentreVu CMS
system administrator.

Could not find the file
DALEAPPEXE in the Lucent
CentreVu Supervisor directory.
Pleasere-install thisfileinto the
Lucent CentreVu Supervisor
directory or contact technical
support.

Reinstall CentreMu Supervisor. If
you cannot solve this problem
yourself, contact the National
Customer Care Center.

Could not initialize
communications.

Try again. If you still have trouble
after your second attempt, contact
the National Customer Care
Center.

Could not initiaize
DALEAPPEXE. Pleasetry to
login again or contact technical
support

1. Exit Windows.
2. Open Windows.
3. Try to connect again.

4. If this does not work, reinstall
CentreMu Supervisor and try to
connect.

5. If this does not work, contact
the National Customer Care
Center.

Could not initiate a socket
connection.

The network is not installed
properly. Use the Bravo Tool to
help you isolate the network
problem, or contact your System
Administrator.
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Error Message

Corrective Action

Could not open the specified serial
port. Please check communications
settings, correct any problems, and

try again.

Check the settings under the
Communicationstab in the Options
dialog box. Check to seeif any
other device is connected to the
port, or if you have the correct port.

Could not resolve the hostname
'<user-entered server
name>‘. Please check
communications settings, correct
any problems, and try again

The hostname was not recognize
by the Domain Name Services
(DNS). Try the IP Address instead
of the hostname. If this does not
work, contact your System
Administrator.

The application could not be starte
because system memory is low.

Please close some applications and

try again.

dClose any open applications and t
again.

y

The application could not be starte
because the executable file is
corrupt. Please reinstdllentreVu
Supervisor or call Technical
Support.

dRemoveCentreVu Supervisor and
reinstall it. If Supervisor still does
not start, call the National
Customer Care Center.

The application could not be starte
because the executable was not
found. Please reinstallentreVu
Supervisor or call Technical
Support.

dReinstallingCentreVu Supervisor
or call the National Customer Car
Center.

1%

The application could not be starte
because the path to the executab
was not found. Please reinstall
LucentCentreVu Supervisor or call
Technical Support.

dReinstallingCentreVu Supervisor
eor call the National Customer Car
Center.

11

9-6
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Error Message

Corrective Action

The carrier detect signal was|ost.

Thisisamodem-related problem.
Try connecting again. If the
problem persists, contact your
System Administrator.

The connection to the server has
been lost, and CentreVu
Supervisor must exit. Pleasetry to
connect again later.

Thisisanetwork-related problem.
A nonrecoverable break in the
network was received. Try to log
into the CM S server again. If the
problem persists, contact your
System Administrator.

The connection to the server was
lost.

Thisisanetwork-related problem.
A nonrecoverable break in the
network was received. Try tolog
into the CM S server again. If the
problem persists, contact your
System Administrator.

Thefile AOS.EXE is corrupt, so
CentreVu Supervisor must exit.
Please re-install thisfileinto the
Lucent CentreVu Supervisor
directory or contact technical
support.

Reinstall CentreMu Supervisor
(during the install, make sure you
do not skip icon installation) or
call the National Customer Care
Center.

Thefile AOS.EXE isnot in your
Lucent CentreVu Supervisor
directory, so CentreMu Supervisor
must exit. Please reinstall
CentreVu Supervisor.

Reinstall CentreMu Supervisor.

Thefile WINSOCK.DLL could
not be found. Please ensure that
thisfileis on your workstation's
path.

Check for proper installation of
the network. Contact your System
Administrator for help.
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Error Message

Corrective Action

The maximum number of CentreVu
Supervisor logins on the server has
been reached. Please try again |ater.

The number of usersthat have been
authorized to use CentreVu
Supervisor has been met. You will
be denied login until the number of
users fall below the authorized
number.

If you continue to have this
problem, you can order more user
licenses from the National
Customer Care Center.

The network connection to
'<user-entered server
nane>' timed out.

CentreVu Supervisor was unable t
log into the server. This error
indicates that there may be a
problem on the server. Contact yo
CMS Administrator.

D

The network connection was
broken.

There is possibly a problem with
the network. Contact your System
Administrator.

The passwords you entered do ng
match. Please retype the passwo
and try again.

tCheck to see if the Caps Lock key
dis on, and if it is, turn it off. Then,

retype the password and try agairn).

The serial connection was broken|

Try to log into the CMS server
again. If the problem persists,
contact your System Administrato

I

The server did not recognize your
Login ID and/or Password. Please
try again.

Make sure that you entered the
correct login ID and password. If
you did, make sure that the Caps
Lock key is not on.

The server did not respond to the
login request. Try again?

This type of error will occur when
the network is busy. Try again. If
the problem persists, contact your
System Administrator.
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Error Message

Corrective Action

The server does not support this
version of CentreVu Supervisor.
Please contact your system
administrator.

Thereis an incompatibility
problem between the server and
CentreVu Supervisor. Upgrade the
CMS server or install an older
version of CentreVu Supervisor.

The server is currently in single-
user mode. Please try again later.

You arelogging into the CMS
server when it isin single-user
mode. Try again later.

The server is not set up to support
CentreMu Supervisor. Please

contact your system administrator.

CentreMu Supervisor is not
authorized on the server (either
the number of CentreVu
Supervisor users= 0 or the feature
is not authorized). Contact your
System Administrator.

The server refused the connection.

Check the Network Port number
in the Options dialog box.

There was an unknown failure on
the server.

Contact your CMS Administrator.

This version of CentreVu
Supervisor is not supported by the
server. Please contact your system
administrator.

Thereis an incompatibility
problem between the server and
CentreVu Supervisor. Upgrade the
CMS server or install an older
version of CentreVu Supervisor.

You are not recognized asavalid
server user. Please contact your
system administrator.

Your login ID is not administered
on the CM S server. Contact your
System Administrator.




CentreVu Supervisor Version 8 Installation and Getting Started
Troubleshooting
Troubleshooting Tips 9-10

Error Message

Corrective Action

Your new password must differ
from the old by at least three
character positions.

Choose another password. It must
have at least three different
character positions than your old
password. It also must have at
least two alphabetic characters, at
least one numeric or special
character, and must be six
charactersin length.

Your password may not be the
same as or this similar to your
login ID

Choose another password. It must
have at least three different
character positions than your old
password. It also must have at
least two al phabetic characters, at
least one numeric or special
character, and must be six
charactersin length.

Your password must be at least six
charactersin length.

Choose another password. Your
password must have at least two
alphabetic characters, and at least
one numeric or special character.

Your password must contain at
least two al phabetic characters,
and at least one numeric or special
character.

Choose another password. Your
password must also be at |east six
charactersin length.

Your UNIX shell isnot set to
/usr/bin/cms, so Automatic Login
will not work properly. Please
select Manual Login in the
Options dialog box and try again.

On the CentreVu Supervisor
Controller, select Tools then
Options... From the Options
dialog box, select Manual Login
and try logging into the CM S
server manually. Call your System
Administrator to change your
shell.
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OCX and DLL Incompatibilities

The CentreVu Supervisor application as well as other applications on your PC
use OCX and DLL files. Some of the OCXs and DLLsthat Supervisor uses
may already exist on the PC because they are used by other applications.
Problems can occur when Supervisor uses existing OCXsand DLLsthat are an
incompatible with what Supervisor needs. These problems may appear as
General Protection Faults (GPF), lockups, or other unexpected problems. To
determine if this type of problem exists, do the following steps:

1. Remove everything from your StartUp group, or hold down the Shift key
and pressthe L key while starting.

Restart Windows.
Run CentreVu Supervisor (make sure it is the only application running).

=> NOTE:

If the problem went away, it means that other software |oaded on your PC
isusing aOCX/DLL that is not compatible with CentreVu Supervisor.

4, Start running the software that was in the StartUp group.

If you still encounter problems, then you will not be able to run this software at
the same time as you run CentreVu Supervisor. Contact the National Customer
Care Center for assistance.

If you did not encounter problems, it is likely that this software is compatible
with the version of OCX/DLL that CentreVu Supervisor uses.

Windows Swap Files

Systems should be running with permanent swap files. Thisincreases
performance during swap file operations.

Installing CentreVu Supervisor

Before you install CentreéVu Supervisor, make sure no other application is
running. Thisincludes items that may be in the Windows StartUp group and
items specified viathe W N. | NI filel oad= and r un= parameters. Restart
Windows after temporarily moving items from the StartUp group to another
group and after “commenting out” th@ad= andr un= lines of the

W N. I NI file.
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Preserving CentreVu Supervisor User Profiles

In the event that there is afailure during a new or upgrade Supervisor
installation, the old software can be reinstalled; however, if the user has any
preferences set, these will be lost. Use the following procedure to preserve user
preferences before a new installation or upgrade:

1

Inthe Windows" Explorer, locate the Lucent\CentreVu Supervisor folder
(generally under Program Files).

Open the folder and copy the Profilesfile tree to ancther location.
Reinstall or upgrade CentreVu Supervisor.

Copy the saved profilesto the Profilestree in the new CentreVu Supervisor
installation.

Resolving TCP/IP Host Name

In the event that initial configuration of the TCP/IP server for CentreVu
Supervisor has an error or other problem, use the following procedure to
resolve host name problems:

1

To ensure that this is the problem, open an MS-DOS prompt or command
prompt in Windows.

Ping the CM S host.

If the host cannot be found, contact your network administrator. If the host
is found, the reply will contain the host’s IP address.

Check that the CMS host entry on the Domain Name Server (DNS) is
correct. If it is wrong or missing, use the IP address returned to you to
correct or create the entry.

Edit the LMHOSTS file on the user PC to include a line for the CMS
server, which is:

server name <tab>IP address

*Windows is a registered trademark of Microsoft Corp.
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Proper Operation of Networking Software

To ensure that the PC networking software isloaded and functional, you should
test the networking connectivity to the target CM S server prior to running
CentreVu Supervisor. To test this functionality, use the network software’'s own
ftp/telnet application. If thisworks, but Supervisor still cannot establish
connection, it ismost likely a problem with the WINSOCK.DLL.

Problems with Serial/Modem Connections

If you have a bad serial or modem connection, you will encounter slow data
transfers and frequent loss of the serial connection. The CentreMu Supervisor
controller will report this as a “Serial Connection Broken” error message. If
automatic login was selected, Supervisor will attempt to connect again.

What to check for if you have serial or modem connection problems:

1. Make sure that the RTS/CTS flow control string is selected in the Options
dialog box.

2. Check to see if your serial connection to the CMS server or modem is
wired correctly for hardware flow control. For modem connections, make
sure you have the correct cable wiring between the modem and the CMS
server.

3. Your hardware flow control on the CMS server's serial ports must be on
and functioning properly. Refer to tientreMu Call Management System
Release 3 Version 5 Sun SPARCserver Computers Installation and
Maintenance (585-215-827) or yousPARCserver documentation for
correct configuration of hardware flow control for your respective serial
communications.

4. 16550A UARTS must be in use on the PC run@egtreVu Supervisor.
The following parameters in the [386Enh] section of the PC's
SYSTEM.INI file should be set to:

COMNFIFO=1

Wheren is the communications port being used. This will ensure that the
FIFO buffer capability of the communications port will be used.

5. Some terminal server connections may require the addition of
EscAl | Ctrl =1 in the [LINK] section of theCent r evu. i ni file.
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Using a Secondary System Password on the CMS
Server

If you use a secondary system password on your CMS server, set the
[ CONTRCOL] Syst enPasswor dPr onpt = sectionintheCent r evu. i ni
file to astring that is the security password prompt of your CM S server.

For example:
[ CONTROL]
Syst enPasswor dPr onpt =External security:
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SavingasHTML

Overview

The Save asHTML function available with CentreMu Supervisor

Version 8 alows the user to export a snapshot of areport running in CentreVu
Supervisor and save it asan HTML file. Any report generated in CentreVu
Supervisor can be converted to an HTML file. Thisfile can then be stored on a
Web server for viewing on the Internet or an Intranet.

To view the HTML file, your Internet browser must support tables and .gif
graphic files. For example, Netscape Navigator™ 3.0 or Microsoft! Internet
Explorer 3.0, or later versions of either, support tables and .gif graphic files.

Here are some points to remember when using the Save asHTML function:

* SaveasHTML does not automatically save the HTML file onto a Web
server. You must copy the HTML file and any associated graphicsto the
Internet server you want to use.

* SaveasHTML does not automatically update the HTML for real-time
reports.

*Netscape Navigator is atrademark of Netscape Communications Corporation.
tMicrosoft Internet Explorer is a registered trademark of Microsoft Corp.
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* SaveasHTML isfound in the pull-down report menu on an open report.

* SaveasHTML does not support 32-bit color mode for graphics saved
using SaveasHTML.

Using Save as HTML

To save areport asan HTML file, do the following:

1.  Whilerunning the report you want to save, select SaveasHTML from the
Report menu, as shown below:

” { Agent Information Report - 29028

@l Edit Format Toolz: Options Help
Bestart Login ID: 29028 Extn: 26028
Page Setup... tate: AVAIL
Print... [ime: 22:54:27 X
Prifik Prgies... Skill: Agent Time Spent Interval
- pson
Design A0 AL
Skill: T22
Save as HTML... Lice: LvL 25 1
Seript... alls: 0 1
—|ing? NO A n
Exit ERLE.
Direct Agent Skill: =
Direct Agent Calls: 0 101
B N a5 4
Splitrskill Level Percent 4D ACM BUK RING OTHER
T22 1 i 1
Total 2 1] Category!
Staffed Time: 2727
[ Threshoics:on [ sT1I0
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The Save asHTML dialog box appears:

Save As HTML

[2]x]

This window allows pou to save a shapshot of the report output as an HT ML file.

i Templat
such a2 a background pattem, logos, or explanatory bext,
& Do rot use 3 templatg

~ Choose an existing HT ML file to use as & template

You can use a template to provide formatting characteristics for your report,

3 2

r— Output
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In the Template section of the Save asHTML dialog box, do one of the

following:

* If youwant to use atemplate, type the template file namein the
template field, select the template from the drop-down history lists, or
select the browse button and browse for atemplate.

* If you do not want to use atemplate, select the Do not use atemplate

radio button.

In the Output section, select one of the following:

*  Select Use CentreVu Supervisor fontsto preserve the report fonts as
you see them in CentreMu Supervisor.

*  Select Use Web Browser default fontsto display the output file

using Internet browser default fonts.

To specify the name of the HTML output file to be created, do one of the

following:

*  Typethe name of the output file in the file name field.
*  Select thefile name from the pull-down history list.

*  Select the browse button and browse for afile name.
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5. You can now do either of the following:

* If you want to schedule the creation of an HTML file, select the
Script button at the bottom of the dialog box. The Script button
displays the Save as Script dialog box, which lets you create a new
script for the selected report, run the report, and save it in HTML
format. The report will exit after the save is complete.

=> NOTE:

For more information on the Scripting feature, see Chapter 3, “Scripting,”
in theCentreVu® CMS R3V8 Administration (585-210-910) guide.

*  Select the OK button to save the report in HTML file format.

The HTML file that has been generated can be modified to fit your
specific need using an HTML or text editor. The report can now be
viewed with an Internet browser.

Output Files

You must select a name for the HTML file you are creating. You must specify
the full file path (for example, c:\temp\myrpt.htm) to save the file in adirectory
other than the current directory.

If there are charts associated with the file, they are converted into .gif filesand
numbered in the order created. For example, c:\temp\myrptl.gif and
c:\temp\myrpt2.gif.

The output file is created using the templates and fonts you have specified.
After the HTML is saved, you can move or copy it and all associated graphics
filesto aWeb server directory for viewing on the Internet or an Intranet.
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Using Templates

Templates are HTML files that can be created or edited using an HTML or text
editor. A template can be used to provide company logos, background color,
specific fonts, or surrounding text to the HTML file. The templates are limited
by what your Web browser supports. Templates are installed with Save as
HTML.

=> NOTE:
If you do not select atemplate, the HTML file displays only the report.

Not Using Templates
If you choose not to use existing templates, Save as HTML does the following:

*  Generates standard surround tags <HTML> and <BODY > in order for
your report to be converted to HTML

*  Setsthe background color white and font color to black

* Givesthe page the same title as the report title.
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Using Existing Templates

CentreVu Supervisor provides you with templates to use when saving a report
asan HTML file. Sample templates can be found in the samples directory of the
CentreMu Supervisor directory where the executable files were installed.

Save as HTML Template Tags
Thefollowing table describes the tags used by Save asHTML and which can be

used to create templates.
HTML Tag Description
<CVSUP_TITLE> Thistag isreplaced with thetitle of reportinthe

HTML file. If thistag is used within the
<TITLE> tags, the title of the report will be
used as heading to the page. Multiple uses of
thistag are allowed.

<CVSUP_BODY> Thistag is replaced by the report body in the
HTML file. However, only the first occurrence
of thistag isreplaced. If atemplateis used and
the <CVSUP_BODY > tag isnot in the
template, an error occurs, and the Save as
HTML operation is aborted.
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Fonts

If you choose to use the CentreVu Supervisor fonts, the font face and size are
preserved in the HTML file, as follows:

*  Thefonts used in CentreVu Supervisor are Arial, Courier New and Times
New Roman.

* Inthe event these fonts are not available on the computer viewing the
HTML file, backup fonts are used. The backup fonts are Helvetica for
Arial, Courier for Courier New, and Times for Times New Roman.

* If you choose to use the Web browser’s default fonts, the HTML file will
not specify any fonts, as follows:

— If you choose not to preserve tBentreVu Supervisor fonts, the
appearance of the report in the HTML file may change.

— If you choose to use a template, do not preservE¢heeVu
Supervisor fonts if the template specifies the fonts.
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Glossary

ACD

Actions Menu

Add

Add/Remove
Programs
Wizard

GL-1

-
hd

CentreVu
Supervisor

See Automatic Call Distribution.

A menu in the upper-left corner of the
Supervisor Operations windows. The menu
lists the actions available for that particular
user window (for example, add, modify, and
delete). You select an action after entering the
necessary data in the user window.

A Supervisor action that adds the data
entered in the given window to the CMS
database.

A Windows feature that guides you through a
series of steps in order to remove programs
that have been installed on your computer.
The Add/Remove icon is found in the Control
Panel dialog box.
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Privileges

Agent

Agent
Reports

Agent Skill

Application
Folder
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Permissions assigned to a Centrevu
Supervisor user in order to administer specific
elements, such as installing CentreVu
Supervisor on a network. Access permissions
are specified as read or write permission.
Read permission means the user can access
and view only Supervisor data. Write
permission means the Supervisor user can
add, modify, or delete Supervisor data.

A person who answers calls to an extension in
an ACD split/skill. The agent is known to CMS
by a login identification keyed into a voice
terminal.

A group of reports that give the status of
agents in an agent group, selected splits or
skills, or real-time information and statistics.

An attribute that is associated with an ACD
agent. Agent Skills can be thought of as the
ability for an agent with a particular set of
skills to handle a call that requires one of a set
of skills. An agent can be assigned up to four
skills.

A folder on the network server that holds
CentreVu Supervisor application software—
executables and components.
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A switch feature using software that channels
high-volume incoming and outgoing call traffic
to agent groups (splits or skills).

Also an agent state where the extension is
engaged on an ACD call.

A Supervisor feature that launches a new
Supervisor session that logs into CMS and
runs the requested tasks in the background.
Actions do not display on the PC. See also
Interactive Script and Script.

A Windows feature that causes an application
on a CD-ROM to run without any user
interaction as soon as the CD-ROM is
inserted into the drive.

A software product used by business customers that
have AT&T telecommunications switches and receive
a large volume of telephone calls that are processed
through the Automatic Call Distribution (ACD) feature
of the switch. The CMS collects call-traffic data,
formats management reports, and provides an
administrative interface to the ACD feature in the
switch.

A collection of ECS features that provide new
flexibility in the way a call is selected for an agent in a
call surplus situation and in the way that an agent is
selected for a call.

A single PC that uses CentreVu Supervisor.
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CMS See Call Management System.

Controller A Supervisor feature that allows the user to
access CMS reports and operations. The
Controller includes a toolbar, a menu bar, a
status bar, tooltips, and indicators/

Custom Real-time or historical reports that have been
Reports customized from standard reports or created
from scratch.

Database A group of tables that store ACD data according to a
specific time frame: current and previous intrahour
real-time data and intrahour, daily, weekly, and
monthly historical data.

Database A name for a specific type of data stored in one of the

Item CMS databases. A database item may store ACD
identifiers (split numbers or names, login IDs, VDNSs,
etc.) or statistical data on ACD performance (humber
of ACD calls, wait time for calls in queue, current
states of individual agents, etc.).

Database CMS uses these tables to collect, store, and retrieve
Table ACD data. Standard CMS items (database items) are
names of columns in the CMS database tables.

Data Points Points of historical data. A data point should
include data for each interval of the working
day.

Delete A Supervisor action that removes the entry on

the window from the CMS database.
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Designer Customized reports that can be created using
Reports CentreVu Supervisor’s Report Designer feature, and
which are run from CentreVu Supervisor.

Dialog Box A small on-screen window that conveys or
requests information from the user. This
window can contain list boxes, text boxes,
tabbed pages, and so forth.

Dictionary A CMS subsystem that can be used to assign names
to various call center elements such as login IDs,
splits/skills, trunk groups, VDNs and vectors. These
names appear on reports, making them easier to
interpret.

Edit Menu A menu on the Supervisor Operations
windows. The menu lists the actions available
for that particular user window (for example,
cut, copy, and paste).

Exception A type of activity on the ACD which falls
outside of the limits you have defined. An
exceptional condition is defined in the CMS
Exceptions subsystem, and usually indicates
abnormal or unacceptable performance on
the ACD (by agents, splits/skills, VDNs,
vectors, trunks, or trunk groups).

Exceptions Display occurrences of unusual call-handling
Reports events.
Find One A CMS action that searches the database for entries

thatch the input value.
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Graphics A CMS reporting option that allows you to view some
reports in bar graph format.

Grayed Out When you do not have access to a menu or action list
item, it will be grayed out (that is, dimmed or displayed
in a different color from the rest of the menu or action

list).

Historical Display past ACD data for various agent, split/skill,

Reports trunk, trunk group, vector, or VDN activities. A report
summary of call data into daily, weekly or monthly
totals

HTML See HyperText Markup Language.

Hypertext A linkage between related text. For example,

if you select a word in a sentence, information
about that word is retrieved if it exists, or the
next occurrence of the word is found.

HyperText A standard for defining documents with
Markup hypertext links. See also Hypertext.
Language

Input Field An area on window where you specify

information that you would like to view, add,
modify, or delete.

Installation A folder on the network that holds all of the

Folder CentreVu Supervisor files. Set up. exe is run
from this folder to install Supervisor on each
client computer.
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Integrated reports compile call center
information from any starting point in the last
24 hours up to and including the current
interval.

A Supervisor feature that runs the requested
tasks in the current Supervisor session and
displays the actions on the PC. You can input
requested information while the script is
running. See also Automatic Scriptand Script.

In Help, a command that moves you from the
currently displayed topic to another topic.

See Local Area Network.

A CMS action that lists all the entries that matched the
current field values.

Two or more computers connected by cable
and using a suitable operating system and
application software so they can directly share
hard disks, printers, and other peripherals,
and files.

With this type of installation, you install all of
the Supervisor software to disk space local to
each computer from a CD-ROM or from the
network.

A file that contains a record of computer
activity as well as backup and recovery data.
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Maintenance A CMS subsystem that is used for doing
routine maintenance of the CentreVu CMS,
such as backing up data, checking on the
status of the connection to the switch, and
scanning the error log.

Name Fields Fields in which you may enter a name (synonym) that
has been entered in the Dictionary subsystem (for
example, names of agents, splits/skills, agent groups,
trunk groups, vectors, VDNS).

Network A computer in a network shared by multiple users.
Server
Pop-up A small window containing information that

displays over a Help window.

Queue/Agent A group of reports that give the status of all
Reports top agents in a skill and queue status, or skill
status for a selected skKill.

Readme File A file that provides up-to-the-minute
information on a newly released product; in
this case, CentreVu Supervisor.

Read-Only A folder or file that can be read, but not
updated or erased.
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Display current ACD call activity on agents,
splits/skills, trunks, trunk groups, vectors, and
VDNs for the current or previous intrahour
interval. Current intrahour interval real-time
reports are constantly updated as data
changes during the interval. Previous
intrahour interval real-time reports show data
totals for activity that occurred in the previous
intrahour interval.

The system-wide depository of information
supported by Windows. The registry contains
information about the system and its
applications, including clients and servers.

A CentreVu Supervisor feature that enables
users to design their own reports.

A CentreVu Supervisor feature that delivers
user assistance, by way of a wizard, to quickly
and easily generate new customized reports.
The wizard provides instructional help that
guides the user through a series of tasks that
create a new customized report. Report
Wizard is a supplement to Report Designer.

A Windows command that lets you execute a
program, such as Supervisor installation.
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Scripting A CMS feature lets you automate actions
such as changing an agent’s skills, running
reports, exporting report data, and many other
CMS functions. For example, you can create
a script to run a specified report and export
the data on schedule.

Scroll To use the bar on the side of the report
window to move forward, backward, up, or
down within a window.

Setup A program that configures a system for a

Program particular environment; for example, it informs
the system of a new device or interface, such
as CentreVu Framework.

Shared With this type of installation, the CentreVu

Installation Supervisor application software is installed to
a shared application folder on the network
server, but user-specific files and logs are
stored in a Supervisor folder on each user’s
PC or on their own network drive.

Shortcut An icon on your computer screen that enables
you to select and run an application (for
example, CentreVu Supervisor) quickly and
easily.

Skill An attribute that is assigned to an ACD Agent.
Agent Skills can be thought of as the ability for
an Agent with a particular set of skills to
handle a call which requires one of those
skills.
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A multi-user operating system developed by sun
Microsystems. The operating system on which CMS
runs.

A group of extensions that receives special-purpose
calls in an efficient, cost-effective manner. Normally,
calls to a split arrive primarily over one or a few trunk
groups.

The set of reports that are delivered with the CMS or
CentreVu Supervisor software.

The menu that appears when you click on the
Start button in the Windows taskbar. This
menu contains programs and other Windows
applications.

The bar that appears by default at the bottom
of the Windows desktop. You can click
buttons that appear on this bar to switch
between running programs.

A combination of monitor (video display) and
keyboard used to communicate with a remote
computer to type and display information.

A Supervisor software application that
emulates a 615 Color (615C) terminal.

A row of Controller buttons used to activate
various functions of the Supervisor
application.
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Tooltips Brief descriptions that display when the
mouse pointer is over a toolbar button.

Trunk Group Displays the status of each trunk in a selected
Report trunk group.
UNIX System A multi-user operating system developed by

AT&T in 1969. The operating system on the
computer on which CMS runs.

User ID The login ID for a CMS user.
VDN See Vector Directory Number.
VDN Reports A group of reports that show profiles of

current VDN performance, call handling
information for a specific VDN based on skill
preference, and how calls to specific VDNs
have been handled.

Vector A list of steps that process calls in a user-
defined manner. The steps in a vector can
send calls to splits, play announcements and
music, disconnect calls, give calls a busy
signal, or route calls to other destinations.



CentreVu Supervisor Version 8 Installation and Getting Started

GL-13

Vector An extension number that enables calls to
Directory connect to a vector for processing. A VDN is
Number not assigned an equipment location. It is
(VDN) assigned to a vector. A VDN can connect calls

to a vector when the calls arrive over an
assigned automatic-in trunk group or when
calls arrive over a dial-repeating (DID) trunk
group and the final digits match the VDN.

Vector Report A report that lists the number of calls to
specific vectors.

Window A rectangular, on-screen frame through which
you can view a menu, data entry fields,
reports, or messages.
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Index

| ndex

Symbols

% Axis check box, 7-34

Numerics

2-dimensional, 7-33

3D Effects Tab, 7-30
Depth to Height, 7-31
Elevation, 7-30
Projection, 7-31
Rotation, 7-30
Viewing Distance, 7-31
Width to Height, 7-31

3-dimensional, 7-33
Rotating, 7-46

A

About CentreVu Supervisor, 1-1
Above Point, label parameter, 7-37
ACD
Current, 5-41, 7-6
Selecting, 6-4, 7-6
Status Indicators, 5-26
Action Buttons, 5-40
Actions Menu, 5-40, 6-6
Add, 6-7, 6-10

Cancel, 6-7
Copy, 6-7
Create, 6-7
Delete, 6-7
Exit, 6-7

Find one, 6-7, 6-12, 6-13, 6-15
Get contents, 6-7

List all, 6-7, 6-11, 6-13, 6-15

List Devices, 6-7

IN-1
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Actions Menu, (continued)

Modify, 6-7

Next, 6-7, 6-12

Previous, 6-7, 6-12

Run, 6-8

Scripting, 6-8

Select tables, 6-8

Start, 6-8
Add Button, 6-7, 6-10
Add/Remove Button, 4-3
Agent Administration Button, 5-24, 5-30
Agent Administration icon, 7-39
Agent Real-Time icon, 7-39
Agent Thresholds, 7-62
All Data, Exporting, 7-16
Allow xx seconds, 8-21
Application Window, 8-10
Apply Button, 5-39
Auto Retry, 8-21
AutoPlay, Definition, 1-7
Axis

Display, 7-32

Tab, 7-32

B

Background Color, 7-29
Base, label parameter, 7-37
Baud Rate Setting, 8-19
Below Point, label parameter, 7-37
Browse Button, 5-41
Selecting Report Dates, 7-7
Selecting Report Times, 7-10
Using, 5-42 to 5-45
Browse Selector Window
Multiple Entries Input, 5-44
Single Entity Input, 5-43
Buttons
Add, 6-7, 6-10
Agent Administration, 5-24
Apply, 5-39
Browse, 5-41, 5-42 to 5-45
Call Center Administration, 5-24
Cancel, 5-39, 6-7
Copy, 6-7
Create, 6-7

IN-2
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Buttons, (continued)
Delete, 6-7
Dictionary, 5-24
Exceptions, 5-24
Exit, 6-7
Find one, 6-7, 6-12,

Get contents, 6-7

Help, 5-39

List all, 6-7, 6-

List Devices, 6-7

Login, 5-19

Logout, 5-24

Maintenance, 5-25

Modify, 6-7

Next, 6-7, 6-12

OK, 5-39

Options,

Previous, 6-7, 6-12

Print Setup, 7-53

Reports, 5-24

Run, 6-8

Script, 5-39, 6-8, 7-49

Select tables, 6-8

Start, 6-8

System Setup, 5-25

User Permissions, 5-25

O’)

-13,

1, 6-13, 6-1

-19, 5-21, 5-24

C

Call Center Administration Button, 5-24, 5-31

Call Management System
Definition, 1-4

Supervisor Requirements, 1-13

System Capacities, 1-13
Cancel Button, 5-39, 6-7
Canceling Installation, 1-7

Category Name, data point label, 7-38

Caution Threshold icon, 7-41
Center, label parameter, 7-37
CentreVu Terminal Emulator

Creating profiles, 8-14 to 8-15

Definition, 8-2

Exiting, 8-8, 8-11
Installing, 8-4

Logging into CMS, 8-6, 8-7

IN-3
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CentreVu Terminal Emulator, (continued)
Messages
Error, 8-23
Information, 8-24
Profile menu, 8-6
Using, 8-3, 8-9
Window, 8-9 to 8-10
Application, 8-10
Function keys, 8-10
Menu bar, 8-10
Title bar, 8-10
Change Agent Splits/Skills, 7-19
Chart Format Options
3D Effects Tab, 7-30
Axis Tab, 7-32
Data Point Labels Tab, 7-37
General Tab, 7-29
Legend Tab, 7-36
Title Tab, 7-35
Type Tab, 7-33
Chart Reports
Copying, 7-50
Metafile format, 7-50
Chart Type, 7-33
Charts
Copying data, 7-15
7-

7-15, 7-50
Exporting Data, 7-15
Formatting, 7-17
Rotating a 3D, 7-46
Choosing a profile, 8-11
Clear All, 6-9
Client Setup, 3-9 to 3-19
Close Button, 5-19
CMS (see also Call Management System), 1-4
CMS Network Address, 8-18
CMS Operations
Deleting Database Items, 6-15
Finding database items, 6-11
Input window, 6-4
Menus
Actions, 6-6
Edit, 6-8
Modifying database items, 6-13
Running, 6-3 to 6-5

IN-4
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Index

CMS Server
Logging in, 5-20, 8-7
Password prompt, 8-7
Terminal type prompt, 8-7
Logging out, 8-8
CMS Server Requirements, 1-12
CMS Servers, 5-20
Color, Changing Threshold, 7-60
Column Width, changing, 7-52
Commands Menu, 5-29
Agent Administration, 5-30
Call Center Administration, 5-31
Dictionary, 5-30, 6-3
Exceptions, 5-30
Reports, 5-29
Communications Tab, 7-73, 7-75, 7-76, 7-77, 8-18

Modem, 8-19
Network, 8-18
Serial, 8-19
Connect Menu, 5-20, 5-28
CMS Servers, 5-20
Exit, 5-28
Login, 5-20
Logout, 5-28
Connection Menu, 8-12, 8-13
Connect, 8-12
Disconnect, 8-12
Options, 8-13, 8-17
Send Break, 8-13
Connection, establishing, 8-6
Contents, Help, 1-9
Conventions, writing, P-5
Copy, 6-9
Copy Button, 6-7
Create Button, 6-7
Creating profiles, 8-11, 8-14 to 8-15
Current ACD, 5-41
Current Date and Time, 5-26
Custom icon, 7-40
Cut, 6-9
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D

Data Bit Setting, 8-20
Data Point Labels Tab, 7-37

Above Point, 7-37

Base, 7-37

Below Point, 7-37

Category Name, 7-38

Center, 7-37

Inside, 7-37

None, 7-37

Outside, 7-37

Percent, 7-38

Right, 7-38

Series Name, 7-38

Value, 7-38
Dcom95 Installation, 1-11
Default ACD, 7-73
DEFINITY Enterprise Communications Server (ECS), 1-4
Delete Button, 6-7
Deleting Database Items, 6-15
Depth to Height, 7-31
Designing a report, 7-13
Dial

Prefix, 8-20

Strings, 8-20

Suffix, 8-21
Dictionary Button, 5-24, 5-30
Dictionary Commands, 6-3
Dictionary icon, 7-39
DLL Incompatibilities, 9-11
Drill-Down Reports, 7-18

E

Edit Menu, 5-40, 6-8, 7-15, 8-12
Clear, 8-12
Clear all, 6-9
Copy, 6-9, 7-15, 8-12
Cut, 6-9
Export All Data, 7-16
Export Chart Data, 7-15
Export Table Data, 7-16
Paste, 6-9, 8-12

IN-6
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Index

Editing Profiles, 8-16
Elevation, 7-30
Ending Interval, 7-10
Error Messages, 9-2 to 9-10
Installation, 9-2 to 9-3
Login, 9-4 to 9-10
Terminal, 8-23
Exception Count, 5-26
Exceptions
Button, 5-24
Icon, 7-39
Exceptions Button, 5-30
Exit, 6-7, 7-14
Reports, 7-86
Supervisor, 5-28
Exit Button, 6-7
Exiting Terminal, 8-8, 8-11
Export
All Data, 7-47
Chart Data, 7-47
Data window, 7-48 to 7-49
Table Data, 7-47
Exporting

Table Data, 7-47
All Data, 7-47
Chart Data, 7-47
Report Data, 7-47 to 7-49
Save as Script, 7-49

F

Find one button, 6-7, 6-12, 6-13, 6-15
Find Tab, 1-9
First Day of Week, 7-73
Fixed Columns, 7-25
Fixed Rows, 7-25
Flow Control Setting, 8-19
Font Tab, 8-21

Large, 8-22

Medium, 8-22

Sample Text, 8-22

Small, 8-22
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Format Menu, 7-17
Chart, 7-17
Sort by, 7-17
Table, 7-17
Formatting Chart Reports
3D Effects Tab, 7-30
Axis Tab, 7-32
Data Point Labels Tab, 7-37
General Tab, 7-29
Legend Tab, 7-36
Title Tab, 7-35
Type Tab, 7-33
Formatting Table Reports
General Tab, 7-25
Sort Tab, 7-26
Function keys, 8-10

G

General Tab, 7-25, 7-29, 7-73
Axis Display, 7-32
Background Color, 7-29
First Day of Week, 7-73
Fixed Columns, 7-25
Fixed Rows, 7-25
Real-Time, 7-29
Show Gridlines, 7-25

Get Contents Button, 6-7

H

Hangup String,
Help, 1-8 to ?*
About Help,
Button, 5-39
Contents, 1-9, 5-22
Find Tab, 1-9
Learning to use, 1-9
Main Categones (books), 1-8
On open windows, 1-9
Technical Support, 5-22
Topics, 1-8

8-21
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Index

Help Menu, 8-13
About, 8-13
Contents, 8-13
Technical Support, 8-13
Helpline, 1-7, 9-1
History List, 5-40
How to use, 5-46

HTML, Saving as, 7-13, A-1 to A-7

I

Icons
Agent Administration, 7-39
Agent Real-Time, 7-39
Caution Threshold, 7-41
Custom, 7-40
Dictionary, 5-24, 7-39
Exceptions, 5-24, 7-39
Logout, 5-24
Maintenance, 5-25, 7-39
Options, 5-19, 5-24
Other, 7-40
Previous, 6-7, 6-12

Reports, 5-24

Split/skill, 7-40

System Setup, 5-25

Trunk, 7-40

User Permissions, 5-25

VDN, 7-40

Vector, 7-40

Warning Threshold, 7-41
Information Messages, Terminal, 8-24
Input Fields

Completing, 5-42

Definition, 5-40
Input Windows

Completing, 5-40

Definition of fields, 5-40
Inside, label parameter, 7-37
Install/Uninstall Tab, 4-2
Installation

Canceling, 1-7

CentreVu Terminal Emulator, 8-4

CMS Server

Requirements, 1-12
Dcom95, 1-11
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Installation, (continued)

Local, 2-1 to ??

Other Requirements, 1-11

PC Requirements
Network Connection, 1-10
Serial Connection, 1-10
Windows 95, 1-11
Windows NT, 1-11

Service Pack 3, 1-11

Support, 1-7

Tips, 1-7

L

Language-version table, 1-2
Large Font, 8-22
Left, label parameter, 7-38
Legend Tab, 7-36

Location, 7-36

Visible, 7-36
List all button, 6-11, 6-13, 6-15

List Devices button, 6-7

Lists, History, 5-40
Local Installation, 1-5, 2-1 to ??

Network Folder, Preparing, 2-2 to

Previous Version Found, 2-7

Replace CentreVu Supervisor 5.0, 2-8 to 2-9, 2-9 to 2-1

Selecting Components, 2-13

Selecting the Destination Folder, 2-11
Selecting the Local Directory, 2-10 to 2-11

2-3

Selecting the Shortcuts Folder, 2-14

Selecting the Type of Installation, 2-12

Setting Up the PC, 2-3 t0 2-16

Type of Location, g

Using Start/Run, 2-3 to 2-5
Location

of Legend, 7-36

of title, 7-35
Logging into CMS, @ 8-7
Logging out of CMS, 8-
Login

Button, 5-19, 5-20

Prompt, 8-7
Login Status Indicator, 5-26
Logout Button, 5-24, 5-28

%
=
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M

Maintenance
Button, 5-25, 5-33
Icon, 7-39
Margins, defining page, 7-55
Maximize/Minimize Buttons, 5-19
Maximizing Report Output Windows, 7-51
Medium Font, 8-22
Menu Bar, 5-40
About CentreVu Supervisor, 5-22
Commands, 5-29
Agent Administration, 5-30
Call Center Administration, 5-31
Dictionary, 5-30
Exceptions, 5-30
Reports, 5-29
Connect, 5-20, 5-28
CMS Servers, 5-20
Exit, 5-28
Login, 5-20
Logout, 5-28
Connected to CMS Server, 5-27
Help, 5-22
Help Contents, 5-22
Not Connected to CMS Server, 5-20
Report, 7-11
Scripts, 5-34
Technical Support, 5-22
Terminal, 8-10
Tools, 5-21, 5-32
Add Button, 5-33
Advanced, 5-21, 5-33
Maintenance, 5-33
Options, 5-21, 5-32
Remove Button, 5-33
System Setup, 5-33
User Permissions, 5-34
Menus
Pop-Up, 7-42
Right Mouse Button, 7-42
Minimizing Report Output Windows, 7-51
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Modem Connection
Baud Rate, 8-19
Data Bit, 8-20
Flow Control, 8-19
Parity, 8-19
Port, 8-19
Problems, 9-13
Settings, 8-19
Stop Bits, 8-20
Modem Tab, 8-20
Allow xx seconds, 8-21
Auto Retry, 8-21
Dial Prefix, 8-20
Dial Suffix, 8-21
Hangup String, 8-21
Reset String, 8-21
Modify button, 6-7
Modifying Database Items, 6-13

N

Name Format Tab, 7-77

National Customer Care Center Phone Number, 1-7, 9-1

Network Connection, 1-10

Network Connection Settings, 8-18
CMS Network Address, 8-18
Network Port, 8-18

Network Port, 8-18

Network Setup, 3-2 to 3-8

Network Software Operation, 9-13

Next button, 6-7, 6-12

None, label parameter, 7-37

Numbers, displaying page, 7-55

(@)

OCX Incompatibilities, 9-11
OK Button, 5-39
On a specific topic, 1-9
Opening a profile, 8-11
Opening Terminal, 8-5
Operations

Actions menu, 6-6

Edit menu, 6-8

Input window, 6-4

IN-12



CentreVu Supervisor Version 8 Installation and Getting Started

Index

Operations Window
Adding items, 6-10
Modifying items, 6-13
Options Button, 5-19, 5-21, 5-24, 5-32
Options Menu, 7-20
Restore Original View, 7-20
Status Bar, 7-20
Thresholds, 7-20
Options Tab
Default ACD, 7-73
Synchronize PC and CMS Time at Login, 7-74
Use Tooltips, 7-74
User Sound, 7-74
Options...
Communications Tab, 7-73, 7-75, 7-76, 7-77
General Tab, 7-73
Name Format Tab, 7-77
Report Colors Tab, 7-75
Threshold Colors Tab, 7-76
Organize Scripts window, 5-34
Other icon, 7-40
Outside, label parameter, 7-37

P

Package Contents, 1-6
Page
Margins, defining, 7-55
Numbering, 7-55
Setup, 7-12, 7-54
Parity Setting, 8-19
Password Prompt, 8-7
Paste, 6-9
Percent, data point label, 7-38
Port Setting, 8-19
Previewing a report, 7-12
Previous Button, 6-7, 6-12
Previous Version Found, 2-7, 3-10
Print Setup, 7-53
Printer selection, 7-53
Printing a report, 7-12
Profile Menu, 8-6, 8-10 to 8-11
1...4, choosing a profile, 8-11
Editing profiles, 8-16
New, 8-11
Open, 8-6, 8-11
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Profile Menu, (continued)
Save, 8-11
Save As, 8-11
Save Profile As, 8-15
Profile Options
Communications Tab, 8-18
Font Tab, 8-21
Modem Tab, 8-20
Setting, 8-15, 8-17
Window, 8-14
Profiles, creating, 8-14 to 8-15
Projection, 7-31

R

Readme File
Accessing, 2-3, 3-2
Where to Find, 1-7
Real-Time, 7-29
Related Documents, P-6
Replace CentreVu Supervisor 5.0, 2-8 to 2-9, 2-9 to 2-10, 3-11, 3-12
Report
Dates, 7-7
Destinations, 7-6
Layouts
Chart, 7-23
Table, 7-22
Restoring view, 7-20
Thresholds, Minimized, 7-41
Times, 7-10
Ending Interval, 7-10
Starting Interval, 7-10
Windows, Minimizing, 7-39
Report Colors Tab, 7-75
Report Designer, 7-3
Report Menu, 7-12
Design, 7-13
Exit, 7-14
Page Setup, 7-12
Print, 7-12
Print Preview, 7-12
Restart, 7-12
Save, 7-13
Save As, 7-13
Save as HTML, 7-13
Script, 7-14
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Report Menu Bar, 7-11
Edit, 7-15
Format, 7-17
Options, 7-20
Report, 7-12
Tools, 7-18
Report Selector Window, 7-4
Reports
Change Agent Splits/Skills, 7-19
Chart, 7-23
Copying chart, 7-50
Drill Down, 7-18
Exiting, 7-86
Formatting
Changing column widths, 7-52
Chart, 7-28
Table, 7-24
Historical
Run Dates, 7-7
Run Times, 7-10
Printing, 7-53
Report Selector Window, 7-3
Resize, 7-51
Resizing windows, 7-51
Restarting, 7-86
Running, 7-3
Saving to File, 7-15, 7-16
Setting Threshold Highlights, 7-56
Specifying page setup, 7-54
Status Bar, 7-20
Table, 7-22
Threshold Settings, 7-18
Reports Button, 5-24, 5-29
Reset String, 8-21
Resizing Report Windows, 7-51
Restarting a report, 7-12, 7-86
Restore Original View, 7-20
Right Mouse Button menu, 7-42
Right, label parameter, 7-38
Rotating a 3D Chart, 7-46
Rotation, 7-30
Run button, 6-8
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S

Sample Text box, 8-22
Save As, 7-13
Save as HTML, 7-13, A-1to A-7
Dialog box, A-3
Selecting fonts, A-3, A-7
Using a template, A-3
Save Profile As dialog box, 8-15
Saving a profile, 8-11
Saving a report, 7-13
Script
Automatic, 7-14
Interactive, 7-14
Report menu, 7-14
Save as Script dialog, 7-14
Script Button, 5-39, 6-8
Scripting
Organizing Scripts, 5-34
Scripts menu, 5-34
Scripts Menu, 5-34
Search for Help On, 1-9
Secondary System Password, using, 9-14
Select Components, 2-13, 3-16
Select Destination Directory, 3-14
Select Destination Folder, 2-11, 3-6
Select Folder, 2-14, 3-17
Select Local Dlrectory, ry, 2-10 to 2-1

Select Location, 2-10 to 2-11, &t 3-14
Select Network Location, 3-5 t0 3-7
Select tables button, 6-8
Selector Windows, 5-38 t0 5-39

Apply button, 5-39

Cancel button, 5-39

Help Button, 5-39

OK button, 5-39

Script button, 5-39

Tab folders, 5-38
Serial Connection, 1-10

Baud Rate, 8-19

Data Bit, 8-20

Parity, 8-19

Port, 8-19

Problems, 9-13

Settings, 8-19

Stop Bits, 8-20
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Series Name, data point label, 7-38
Service Pack 3 Installation, 1-11
Setting Profile Options, 8-17
Setting Report Threshold Highlights, 7-56
Shared Network Installation, 1-5
Client Setup, 3-9 to 3-19
Previous Version Found, 3-10

Replace CentreVu Supervisor 5.0, 3-11

Selecting the Components, 3-16

Selecting the Destination Directory, 3-14

Selecting the Location, 3-13 to 3-14
Selecting the Shortcuts Folder, 3-17

Selecting the Type of Installation, 3-15

Network Setup, 3-2 to 3-8
Doing Administrative Tasks, 3-2
Selecting the Destination Folder, 3-6

Selecting the Network Location, 3-5 to 3-7

Selecting Type of Location, 3-5
Using Start/Run, 3-3
Show Gridlines, 7-25
Skill, Change Agent, 7-19
Small Font, 8-22
Sort Tab, 7-26
Split, Change Agent, 7-19
Split/Skill icon, 7-40
Split/Skill Thresholds, 7-67
Stacked check box, 7-34
Start button, 6-8
Starting Interval, 7-10
Status Bar, 7-20
ACD Status Indicators, 5-26
Connected to CMS Server, 5-26
Current Date and Time, 5-26
Exception Count, 5-26
Login
Status Indicator, 5-26
Not Connected to CMS Server, 5-19
Stop Bits Setting, 8-20
Supervisor
Icon, 5-36
Menus, using, 5-37
Performance, 1-14
Reliability/Availability, 1-14
Security, 1-14
Selector Windows, 5-38 to 5-39
Upgrading, 1-11

Synchronize PC and CMS Time at Login, 7-74
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System Menu Box, 5-18

System Setup, 5-25

System Setup Button, 5-33

System Tray Icon
Controlling the sort order, 5-36
Turning on and off, 5-36
Using, 5-36

T

Tab Folders
Operations, 5-38
Reports, 5-38
Table
Exporting Data, 7-16
Formatting, 7-17
Sorting, 7-17
Table Format Options
General Tab, 7-25
Sort Tab, 7-26
Technical Support, 5-22
Terminal
Creating profiles, 8-14 to 8-15
Definition, 8-2
Exiting, 8-8, 8-11
Installing, 8-4
Logging into CMS, 8-6, 8-7
Messages, 8-23 to 8-24
Error, 8-23
Information, 8-24
Opening, 8-5
Profile menu, 8-6
Using, 8-3, 8-9
Window, 8-9 to 8-10
Application, 8-10
Function keys, 8-10
Menu bar, 8-10
Title bar, 8-10
Terminal Menu Bar
Connection Menu, 8-12, 8-13
Edit Menu, 8-12
Help Menu, 8-13
Profile Menu, 8-10 to 8-11
Terminal type prompt, 8-7
Text Boxes, Completing, 5-42
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Threshold Colors Tab, 7-76
Threshold Highlights
Agent Thresholds, 7-62
Caution Icon, 5-36
Minimized, 7-41
Setting, 7-56
Settings, accessing, 7-42
Split/Skill Thresholds, 7-67
Supervisor icon, 5-36
VDN Thresholds, 7-70
Warning icon, 5-36
Threshold Settings, 7-18
Highlighting, 7-20
Threshold, Color, 7-60
Title Bar
Connected to CMS Server, 5-23
Not Connected to CMS Server, 5-18
Title Bar, Terminal, 8-10
Title Tab, 7-35
Location, 7-35
Visible, 7-35
Toolbar
Buttons, 5-24 to 5-25
Connected to CMS Server, 5-24 to 5-25
Not Connected to CMS Server, 5-19
Toolbar Action buttons, 5-40
Tools Menu, 5-21, 5-32, 7-18
Add Button, 5-33
Advanced, 5-21, 5-33
Change Agent Splits/Skills, 7-19
Drill-Down Reports, 7-18
Maintenance, 5-33
Options, 5-21, 5-32
Remove Button, 5-33
System Setup, 5-33
Threshold Settings, 7-18
User Permissions, 5-34
Topics, Help, 1-8
Troubleshooting, 9-1 to ??
Installing CentreVu Supervisor, 9-11
Networking Software Operation, 9-13
OCX and DLL Incompatibilities, 9-11
Preserving CentreVu Supervisor User Profiles, 9-12
Resolving TCP/IP Host Name, 9-12
Secondary System Password, 9-14
Serial/Modem Connections Problems, 9-13
Windows Swap Files, 9-11
Trunk icon, 7-40
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Type of Install, 2-12, 3-15
Type of Location, 2-7, 3-5
Type Tab, 7-33

% Axis, 7-34

2D vs. 3D, 7-33

Chart Type, 7-33

Stacked, 7-34

U

Uninstalling CentreVu Supervisor, 4-1 to 4-4
What is Removed, 4-1

Upgrading Supervisor, 1-11

Use Sound, 7-74

Use Tooltips, 7-74

User Permissions, 5-25

User Permissions Button, 5-34

\'%

Value, data point label, 7-38
VDN icon, 7-40

VDN Thresholds, 7-70
Vector icon, 7-40

Viewing Distance, 7-31
Visible check box, 7-35, 7-36

W

Warning Icon, 5-36
Warning Threshold icons, 7-41
Width to Height, 7-31
Windows
Closing, 5-47
Deleting items, 6-15
Input definitions, 5-40
maximizing, 7-51
minimizing, 7-51
Resize, 7-51
Resizing, 7-51
Windows Swap Files, 9-11
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