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XXVii

About this document

Terminology
Theterm “Meridian 1" is used throughout this document and refers to
Meridian 1 and Meridian 1-ready systems (such as Meridian 1 SL-1 style
cabinets that have been upgraded).

Conventions

The following conventions are used throughout the Meridian MAX
document set:

CALLS ANSWD
Wordsin this typeface represent text on your screen or printed reports.

{RETURN}
Capitalized words or characters within braces represent a specific key on
your keyboard. When two or more such keys appear side by side, you must
pressall of the keys simultaneoudly to achieve the desired effect.
Example
Press{RETURN} or { CONTROL}{R} to begin the procedure.

Note: {RETURN} and { ENTER} areinterchangeable.

[Commands]
Words within square brackets represent the generic name attached to a
specific function key.

Example
[Commands]
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For more information on the function key capabilities, please refer to the
“Understanding the interface” chapter, “Function keys” section.

Activity Code Report
Bold text represents specific text you must type on your keyboard. You
must always press {RETURN]} after an entry has been typed. This confirms
the text and indicates to the system that you are ready to continue.

Example
Enter 10, followed by {RETURN}.

“ Graphic Format Definition”

Italicized text within quotation marks represents a specific choice you must
make from a menu.

Example
Choose “ Graphic Format Definition” from the Report Definition
submenu.

Graph Title
Italicized text represents the name of a specific field on a screen or report.

Example
Move the cursor to the Display Namefield.

“Configuration Control”
Text in quotation marks represents references to other areas of a document.

Example
Refer to the “ Profile Maintenance” chapter.

Meridian MAX Installation Guide
Italicized text represents references to other documents.

Example
Refer to the Meridian MAX Installation Guide.
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Sample screens
All screen depictions related to the Meridian Terminal Emulator (MTE) are
based on a PC running the MTE software. All other screen depictions are
based on the DEC V T420 or acompatible workstation. If you are using a
different type of workstation, differences may occur between the function
key menus on your screens and the function key menus depicted in this
document. Different keyboards have different function key menus. Refer to
the “Understanding the interface” chapter for more information.

Reference to other Meridian MAX documents
Additional information about Meridian MAX is contained in the following
Nortel (Northern Telecom) documents:

e 553-4001-111 Meridian MAX 8 Ingtallation Guide
(P0O853401)

e 553-4001-210 Meridian MAX 8 Upgrade Guide
(P0853412)

»  553-4001-811 Meridian MAX 8 Maintenance and
Diagnostics Guide (P0853402)

e P0853414 Meridian MAX 8 MSI/MEI Protocol
Reference Guide

e P0853413 MTE 8 User Guide

e 553-4001-111 Meridian MAX 7 Installation Guide
(P0815587)

» 553-4001-811 Meridian MAX 7 Maintenance and
Diagnostics Guide (P0815589)

e 553-4001-911 Meridian MAX 7 Overview (P0815591)

e 553-4001-210 Meridian MAX 7 Installation Upgrade
Guide for Meridian MAX 3 through 6
Systems (P0815593)

« P0821303 MTE 7 User Guide

« P0802091 Meridian MAX 6 Supervisor’s Reference
Guide

« P0802089 Meridian MAX 6 Supervisor’'s User
Guide

e P0815602 MTE 6 User Guide
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553-4001-111

553-4001-811

553-4001-911
553-4001-210

553-4001-212

PO743664
PO743656

553-4001-111

553-4001-811

553-4001-911

553-4001-210

553-4001-212

P0741145

553-4001-024
553-4001-121
553-4001-821

553-4001-921
553-4001-004
553-4001-111

Meridian MAX 6 Installation Guide
(P0802079)

Meridian MAX 6 Maintenance and
Diagnostics Guide (P0802081)

Meridian MAX 6 Overview (PO802083)

Meridian MAX 6 Installation Upgrade
Guide for Meridian MAX 3, 4, 4.6, and 5
Systems (P0802085)

Meridian MAX 6 Platform Upgrade
Guide for ACD-MAX 3, 4, and ACD-D
Systems (P0802087)

Meridian MAX 5 Supervisor’s User Guide

Meridian MAX 5 Supervisor's Reference
Guide

Meridian MAX 5 Installation Guide
(P0743645)

Meridian MAX 5 Maintenance and
Diagnostics Guide (P0743647)

Meridian MAX 5 Overview (P0743643)

Meridian MAX 5 Installation Upgrade
Guide for Meridian MAX 3, 4, and 4.6
Systems (P0743683)

Meridian MAX 5 Platform Upgrade
Guide for ACD-MAX 3, 4, and ACD-D
Systems (P0743687)

Meridian MAX - IPE 4.6 Supervisor’s User
Guide

Meridian MAX - IPE 4.6 Master Index
Meridian MAX - IPE 4.6 Installation

Meridian MAX - |PE 4.6 Maintenance and
Diagnostics

Meridian MAX - IPE 4.6 Overview
Meridian MAX 4 Master Index
Meridian MAX 4 Installation
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553-4001-811

553-4001-911

Meridian MAX 4 Maintenance and
Diagnostics

Meridian MAX 4 Overview

For more information on the hardware and software that operate in
conjunction with Meridian MAX - IPE, refer to the following Nortel
documents:

P0O735303

553-3011-200

553-3011-210
553-3011-300
553-3001-200

553-3001-500

553-3001-305
553-3001-400
553-2311-105A2

553-2311-311

553-2301-511

Option 11—X11 Software Guide,
Including Supplementary Features

Option 11 General Installation and
Planning Guide — Read Me First

Option 11 Installation Guide
Option 11 Administration Guide
System Option 21, 51, 61, 71—
System I nstallation Procedures

System Option 21, 51, 61, 71 General
Maintenance

X11 Features and Services *
X1 Input/Output Guide

Appendix to Features and Services
for Generic X11 Supplementary
Features*

X11 Data Administration Input/
Output Guide Including
Supplementary Features *

X11 Maintenance | nput/Output
Guide Including Supplementary
Features*

* This document is also used for Generic X11 International software.
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Reference to NAC documents
Additional information about NAC is contained in the following Nortel
documents:;

P0724352
553-4011-110
553-4011-510

553-4011-100
553-4011-500
553-4011-800
P0O743022

NAC 2 Supervisor’s User Guide
NAC 2 Installation Guide (P0724340)

NAC 2 System Administration and Maintenance
Guide (P0724342)

NAC 1 Installation

NAC 1 Operations

NAC 1 System Messages

NAC 1 Supervisor’s User Guide

Reference to other ACD documents
Other Nortel ACD documents associated with Meridian MAX arelisted
below:

553-2671-100
553-2671-101
553-2671-102
553-2671-103
553-2671-104

ACD Basic Features Description (Package A)
ACD Advanced Features Description (Package B)
Management Reports Description (Package C1)
ACD Load Management Description (Package C2)
ACD-D General Description (Section 3 only)

Thefollowing Nortel documents refer to Customer Controlled Routing
(CCRY):

553-3201-110
553-3201-200
553-3201-210

P0729367

Application Module Overview Guide
Application Equipment Module I nstallation Guide

Application Module Installation and Upgrade
Guide

Customer Controlled Routing (CCR) User Guide
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Chapter 1: Introducing Meridian MAX

Automatic Call Distribution (ACD) systems are used by organizations that
receive alarge volume of telephone calls for servicesrather than
individuals. ACD allows a small number of agents to accept alarge number
of calls. ACD controlsthe cal flow to ensure efficient handling by agents
as quickly as possible. ACD software runs on a Meridian 1 switch.

Statistics related to ACD agent, queue, and trunk activity are gathered by
the Meridian 1 and sent continuously to an auxiliary processor across a
High-Speed Link. These messages are sent from the Meridian 1 and
received by Meridian MAX.

Meridian MAX isacall center application that provides a Management
Information System (MI1S) for Meridian 1 ACD. Asan ACD-MIS product,
Meridian MAX collects and records information on the calls that enter the
Meridian 1. Meridian MAX provides both real-time statistics displays,
historical reporting on the call center operation, and ACD configuration
management. Thisinformation is available to Meridian MAX supervisors
who monitor and improve system operations when required.

The Meridian MAX aso provides amethod for entering commands that
control how calls are handled by the ACD system. Although the ACD
software hasits own set of commands, most usersfind it easier to use the
menu-driven Meridian MAX command set.
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Hardware platforms
Table 1-1 describes the Meridian MAX 8 platforms and their components.

Table 1-1

Meridian MAX 8 platform compositions

System type CPU Mass Storage Unit (MSU)
Abbreviation Module type Card type Hard drive Cassette drive
SNN Single MVME167-34 1 Ghyte 600 Mbyte
SNN-E Single MVME177-005 |2 Ghyte 600 Mbyte
IPE IPE SMM167 180 Mbyte or 155 Mbyte or
240 Mbyte* 600 Mbyte
IPE-E IPE SMM167 1 Gbyte 600 Mbyte

* The 240 Mbyte hard disk is configured and recognized by the software as a 180 Mbyte hard disk.

The type of hardware platform you have determines the Meridian MAX 8
features available to you. Features are common to all hardware platforms
unless otherwise specified.

Meridian MAX 8 new features
Table 1-2 describes the new featuresin Meridian MAX 8.

Table 1-2

Meridian MAX 8 new features

Feature

Description

Agent activity code

Provideshistorical dataon activity codesused by specific agents.

reporting For moreinformation, refer to the* Creating customized reports’
chapter, “New reporting featuresin Meridian MAX 8" section.
Agent priority display Displaysthe priority number assigned to each position in aqueue

being serviced by an agent. For more information, refer to the
“Monitoring agents’ chapter.

—continued—
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Table 1-2 (continued)

Meridian MAX 8 new features

Banner page control

Provides the option of printing a cover page with a report. For
more information, refer to the “Creating customized reports’
chapter, “Report Parameter Definition” section.

DNIS number reporting

AllowsaMeridian MAX to handle and display up to seven digits
of a Dialed Number Identification Service (DNIS) number. For
more information, refer to the “Creating customized reports”
chapter, “New reporting featuresin Meridian MAX 8" section.

DNIS-CCR treatment
reporting

Provides historical data on how a Dialed Number Identification
Service (DNIS) call washandled by certain Customer Controlled
Routing (CCR) script treatments. Thisdatacan beusedin reports.
For more information, refer to the “Using the report statistics
group” chapter, “DNIS statistics” section.

| PE-Enhanced platform

Provides a hardware platform with an SMM 167 CPU card,
1 Ghyte hard drive, and 600 Mbyte tape drive.

MAX Event Interface(MEI)

Allows third-party vendors to extract statistical and agent event
information from the Meridian MAX. For more information,
refer to the “Working with remote locations’ chapter.

Network CCR support

Collects dataon a new type of CDN call traveling across the
network, called the Network CDN call. For more information,
refer to the “Using Network Automatic Call Distribution
(NACD)” chapter, “Network CDN calls’ section.

Persistent definition

Ensures that menu item numbers are not automatically

numbers renumbered by Meridian MAX if amenu item is modified or
deleted. For moreinformation, refer to the“ Creating customized
reports’ chapter, “New reporting featuresin Meridian MAX 8"
section.

Print monitor Allowsyouto monitor and cancel print jobsqueuedtoaMeridian

MAX printer. For more information, refer to the Meridian MAX
8 Maintenance and Diagnostics Guide (NTP 553-4001-811),
“Maintenance and administration programs. system running’
chapter, “Diagnostics’ section.

SNN-Enhanced platform

Providesahardware platformwithan MVME177-005 CPU card,
2 Gbyte hard drive, and 600 Mbyte tape drive.

—continued—
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Table 1-2 (continued)

Meridian MAX 8 new features

Spare position hiding

Allows aMeridian MAX supervisor to display or suppress all
unstaffed positions on the agent status displays. For more
information, refer to the “Monitoring agents” chapter, “ Function
keys’ section.

Standard MAX caster
report format

Provides predefined report formats to record historical data for
MAX caster. For more information, refer to the “ Creating
customized reports’ chapter, “New reporting featuresin
Meridian MAX 8" section.

U.S. Robotics Sportster

Permits the Meridian MAX to use this modem. For more

28,000 Data/Fax modem information, refer to the Meridian MAX 8 Installation Guide
(NTP 553-4001-111), “Modems’ chapter.
Year 2000 support Allows Meridian MAX to process data up to the year 2037. For

more information, refer to the “Creating customized reports”
chapter, “New reporting featuresin Meridian MAX 8" section.

Z-modem protocol support

Permits Meridian MAX to support the Z-modem protocol to
upload and download files.

—-end-
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Ongoing Meridian MAX features

Table 1-3 describes some of the mgjor features or componentsintroduced in
previous versions of Meridian MAX and continued in Meridian MAX 8.

Table 1-3
Ongoing features and components
Feature Description
Agent status display Provides real-time status information on all queues being

serviced by the agents.

Calls abandoned reporting

AllowsMeridian MAX to generate data on calls abandoned only
at night or calls abandoned both at night and day.

Capacity Configuration

Allows you to specify the amount of historical and ACD datato
be collected for reports and displays.

Color Customization

Allows you to specify the colorsto be used for different display
and menu elements.

Configuration Control

Allows you to improve system performance by reassigning
agents, queues, and supervisors. It can also be used to adjust the
system’s operating parameters.

Data Stream Reporting

AllowsMeridian MAX tabular reportsand event log reportsto be
stored in afile and used in other third-party applications.

Dial-up supervisor

Allowsthe Meridian MAX to communicate through amodem to
supervisor workstations in remote locations.

Display Definition

Allows you to specify the format to be used to show queue
statistical data on adisplay.

Formula Definition

Allows you to define new formulas to use in your customized
reports and displays. Also known as Custom Calcul ator.

Graphic Format Definition

Allows you to define and modify reports in agraphical format.

High-Speed Link status
indicator

Highlights the clock in the upper right corner of an active
supervisor workstationif theflow of information acrosstheHigh-
Speed Link isinterrupted. Thisindicates that Meridian MAX is
not receiving information from the Meridian 1.

—continued—
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Table 1-3 (continued)

Ongoing features and components

Feature

Description

International language
support

Provides the Meridian MAX with the ability to handle certain
language specific strings and print reports with international
characters.

L AN-based supervisor
workstations

Provides Ethernet connectivity for supervisor PC workstations
through the industry standard TCP/IP protocol used by MTE.
This connectivity increases the number of active supervisor
sessions and accommodates call centers that have aLAN
infrastructure in their current environment. A token-ring
environment isal so possible through customer-supplied protocol
converters.

LAN parameters

Providesthe ability to changethe subnet mask and default router/
gateway address during installation and while the system is shut
down.

Leading zeros

Removesleading zeros sent in certain fieldsfrom the Meridian 1
to the Meridian MAX. For example, an ACD-DN of 0001 is
displayed by theMeridian MAX as 1. Leading zerosareremoved
in ACD-DNs, activity codes, agent |Ds, CDNs, DNIS numbers,
position IDs, routes, and trunks.

List Management

Allowsyouto createlists of similar elements such as ACD-DNSs,
positions, trunks, and so on. This allows groups of elementsin a
list to be collectively viewed, changed, or printed.

Local printing Allows reports to be sent to printerslocally attached to a
supervisor’s PC running MTE.
L ocate agent Allows you to search for a specific agent on an agent status

display using the position ID, agent 1D, or agent name.

Management reports

Provides predefined standard management reports to collect
statistics on the performance of the call center facilitiesand
personnel.

—continued—
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Table 1-3 (continued)

Ongoing features and components

Feature

Description

MAX Status Interface
(MSI)

Allows Meridian MAX to send queue-based statistical data,
collected from the Meridian 1, across the local area network
(LAN) to acentral real-time load management system. The
central system also receives data from other vendors' ACD
systems. The data, from the Meridian MAX and the other ACD
systems, is used by the central system to manage the network
traffic.

Monitor another supervisor

Allows you to view the displays and reports generated by any
other supervisor in the system.

Multiple Queue Assignment

(MQA)

Allows an agent to service up to five queues simultaneously.

NAC connectivity

Allows the Meridian MAX to communicate with the Network
Administration Center (NAC).

Network Automatic Call
Distribution (NACD)

Allows multiple Meridian 1 switches to be networked to permit
callsto overflow and interflow to other seven-digit queues either
within the same Meridian 1 or to another Meridian 1.

Network Administration
Center (NAC)

Allows multiple Meridian MAX nodes to be monitored and
supervised from one central location. This permits screen and
report information to be consolidated from a maximum of 10
Meridian MAX and ACD-MAX nodes.

Online port assignment

Allowsyou to add or delete supervisor workstations and printers
while the Meridian MAX is running.

Parameter Administration

Allows you to define the parameters to be used in the system
database.

Queue Statistics Display

Provides access to real-time statistics displays to monitor the
performance of the queues and agent positions.

Remote printing

Allows supervisors to send reports to the default printer at the
NAC site. It also allows remote supervisors to read the same
report simultaneoudly. Thisfeatureis only available when NAC
connectivity is enabled.

Report Parameter
Definition

Allows you to customize your reports.

—continued—
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Table 1-3 (continued)

Ongoing features and components

Feature

Description

Schedule Definition

Allows you to print reports or execute configuration control
change orders at predefined times.

Spectrum Definition

Allowsyou to define the time interval s to be used to collect data
in the Delay Before Answering and Delay Before Abandoning
reports.

Supervisor Display Access
(SDA)

Allows supervisors and system administrators to log in to the

Meridian MAX through a system console. It also allows Nortel
support techniciansto troubleshoot by logging into the Meridian
MAX as asupervisor through a remote diagnostics modem port.

Supervisor Messaging Allows Meridian MAX and NAC supervisors to send messages
to other supervisors and system administrators.
System reports Provides reports to indicate the current status of the Meridian

MAX.

Tabular Format Definition

Allows you to customize the content and appearance of your
reports.

—end—
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Chapter 2: Configuring your workstation

Supported workstations
The following workstations are supported for Meridian MAX 8:

 DECVT220 or 100% compatible
 DECVT420 or 100% compatible
e DECVT520 or 100% compatible
e HP700/32 or 100% compatible

e PC running the terminal emulation software, Reflection 4+ for
DOS

e IBM personal computer, or 100% compatible AT, or higher
running MTE

Note: Supported terminals include the North American and Worldwide
models of the VT420 with international keyboards. If your workstation
isan HP 700/32, DEC VT520, or DEC VT320, select DEC VT420 as
your terminal type.
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Supported printers

The Meridian MAX 8 can use these printers:
e DECLA19

e HP RuggedWriter

e HPLaserJet seriesll

e HPLaserJet seriesll|

e HPLaserJet series4

e HPLaserJet series 4 Plus

¢ HPLaserJet series 55 MX

e HPPaintJet 3630

e HPDeskJet

e HP DeskJet 500

e HP DeskJet 560C (with serial-parallel converter)

e HP DeskJet 660C (To use this printer, you must select the HP
DeskJet 560C as your printer typein Meridian MAX.)

The serial port gender of each printer is afemale DB-25, with the exception
of the LaserJet 4 Plus. The LaserJet 4 Plus serial port gender isafemale
DB-9, requiring a 25- to 9-pin seria cable adapter. This adapter can be
obtained through Hewlett-Packard Ltd. or one of its distributors.

Severa of these printers may not support international languages. Refer to
your printer’s manual to ensure that it has this capability.

The HP PaintJet 3630, HP DeskJet 560C, and HP DeskJet 660C also
support color printing.

For more information on the printers, refer to the Meridian MAX 8
Installation Guide (NTP 553-4001-111), “ Printers’ chapter.
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Workstation configuration
This section provides instructions on configuring a variety of workstations:

To configureaDEC VT220, DEC VT320, DEC VT420, DEC VT520,
HP 700/32, or a 100%-compatible workstation, follow Procedure 2-1.

To configure a PC running Reflection 4+ for DOS, follow Procedure
2-2.

To configure a PC running MTE, refer to the “Meridian Terminal
Emulator (MTE)” section, “Configuring a PC with MTE” subsection in
this chapter.

Configuring a DEC VT, HP 700/32, or 100% compatible
Follow Procedure 2-1 to configure a DEC VT220, DEC V T320,
DEC VT420, DEC VT520, HP 700/32, or aworkstation which is 100%
compatible.

Procedure 2-1
To configure a DEC VT220, DEC VT320, DEC VT420, DEC VT520,
HP 700/32, or a 100%-compatible workstation

1

Press {CONTROL}T} on your workstation.
A list of available terminal types appears like this:

Pl ease choose a termnal type fromthe following list:
1. DEC vt 220 npnochrome and conpati bl es

DEC vt 420 nonochrome and conpati bl es

PC running Reflection 4-PLUS term nal enulation
PC running MIE 7 and | ower

PC running MIE 8 and conpati bl es

ok wn

Sel ection —>

Note: If you are accessing the Meridian MAX through an active
supervisor dial-up, a system message may appear before this list
warning you to log out and log back in after configuring the workstation.
This allows the new configuration to take effect. Press {RETURN} to
acknowledge the message, and the list appears.

If you are using a DEC VT220 or compatible, select 1.

If you are using a DEC VT320, DEC VT420, DEC VT520, or
HP 700/32, select 2.

If you have selected a DEC VVT220 or DEC VT420, a list of available
keyboard types appears. This list does not appear for all workstations.
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Sel ect your keyboard type fromthe following |ist:

>>> 1. North Anmerican Keyboard
2. United Kingdom Keyboard
3. Flem sh Keyboard
4  Canadi an French Keyboard
5 Dani sh Keyboard
6. Finnish Keyboard
7. German Keyboard
8 Dutch Keyboard
9. Italian Keyboard
10. Swi ss French Keyboard
11. Swi ss Gernman Keyboard
12. Swedi sh Keyboard
13. Norwegi an Keyboard
14. French/ Bel gi an Keyboard
15. Spani sh Keyboard
16. Portuguese Keyboard

Sel ection —>

3 Select a keyboard from the list.
The Meridian MAX login screen appears.

If you are configuring your system through a supervisor dial-up, you
must log out, hang up the connection, and dial back in. When you
reconnect, the configuration prompt is displayed and the new terminal
configuration takes effect.

For instructions on setting up your VT220, VT420, VT520, or HP
700/32, refer to the "Setting up workstations” section.

Configuring a PC with Reflection 4+
When this document mentions Reflection 4+, it refers specifically to
Reflection 4+ for DOS.

To useaPC to run Meridian MAX 8, you must install either Reflection 4+
for DOS or MTE. Only MTE, not Reflection 4+, can be used if you are
connected to aLAN. Refer to your Reflection 4+ user’s manual for
installation instructions.

Note: If you require international support, Reflection 4+ Release 4.1
or higher is recommended. Only these versions have full international
support. Release 3.4 to 4.0 have partia support. Any release below 3.4
does not have international support.
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Follow Procedure 2-2 to configure a PC running Reflection 4+.

Procedure 2-2
To configure a PC running Reflection 4+

1

Press {CONTROL}{T} on your workstation.
A list of available terminal types appears:

Pl ease choose a terminal type fromthe following list:
DEC vt 220 nonochrome and conpati bl es

DEC vt 420 nonochrome and conpati bl es

PC running Reflection 4-PLUS term nal enul ation
PC running MIE 7 and | ower

PC running MIE 8 and conpati bl es

a b~ wWwN PP

Sel ecti on —>

Select 3.

The system displays a message asking you to choose your type of
keyboard.

Sel ect your keyboard type fromthe followi ng |ist:

1. AT style keyboard (10 function keys on left)
>>> 2. Enhanced keyboard (12 function keys al ong top)

Sel ection —>

Select your keyboard type.

The system displays a message asking you to choose your color
scheme:

Sel ect the desired color schene fromthe following |ist:

>>> 1. Col or — bl ack background
2. Col or — bl ue background
Sel ection —>

Select your color scheme.
The following message appears:

About to start transfer of an appropriate Reflection
4-PLUS configuration file from Meridian MAX to your PC. ..

The transfer should take approxi mately 15 — 30 seconds.

Pl ease press <ENTER> to begin...
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5 Press {RETURN} to transfer the Reflection 4+ terminal configuration file
from Meridian MAX to your workstation.

If the transfer is unsuccessful, go to Step 8.
If the transfer is successful, the system displays this message:

Transfer of configuration file was successful.
From now on, use the followi ng conmand when starting
Refl ecti on:

R4 MERI DI AN. CFG

If there are any key labels currently displayed at the
bottom of the screen, please press <Cirl>+<Alt>+N to clear
t hem

6 If there are no function key descriptions on the screen, ignore the
message.

If the bottom screen portion shows the function key descriptions, press
{CONTROL}ALTHN} simultaneously. This action clears the
descriptions from the screen.

In both cases, the system displays this message:

Pl ease press <ENTER> to continue. ..
7 Press {RETURN} to complete the workstation’s configuration.
The Meridian MAX login screen appears.

8 If the file transfer was unsuccessful, select the appropriate option after
the system displays this message:

111 Transfer of configuration file fail ed.
I11Select an action fromthe following list:

>>> 1. Retry the transfer operation
2. lgnore the failure (a configuration file is avail able)
3. Select a different termnal type
4. NAC Renote Supervisor Login (a configuration file is availabl:

Sel ection —>

If you select 1, the system displays the message shown in Step 4.
Repeat the remaining steps.

If you select 2, the failure is ignored. This indicates that the meridian.cfg
file is already on the PC. The Meridian MAX login screen appears.
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If you select 3, the system displays the message shown in Step 1.
Repeat the remaining steps.

If you select 4, this indicates that you are using a NAC remote
supervisor login feature. The Meridian MAX login screen appears.

Starting and exiting Reflection 4+

Your PC can be used to run other software when it is not used asa
workstation. In order to do this, you must know how to start and exit the
Reflection 4+ software after it has been installed and configured. Follow
Procedure 2-3 to start Reflection 4+.

Procedure 2-3
To start Reflection 4+

1 Setthe current directory to the directory in which Reflection 4+ has
been installed.

2  Enter R4 MERIDIAN.CFG.
Ensure that you enter a space after R4. The Meridian MAX login screen
appears. If the login screen does not appear, press {CONTROL}{R} on

the blank screen to refresh the display. The login screen should now
appear.

Follow Procedure 2-4 to exit from Reflection 4+.

Procedure 2-4
To exit from Reflection 4+

1 Log out from Meridian MAX.
2 Wait until the login screen is redrawn.
3 Enter {CONTROLKALTHX}.

The DOS prompt appears.

Reconfiguring a workstation
If you wish to reconfigure your workstation while Meridian MAX is
running, press {CONTROL }{T} simultaneoudly at any time to display the
list of available terminal types.

If you do not change your terminal selection, you are returned to the
Meridian MAX feature you were using prior to reconfiguring the
workstation. If you reconfigure your terminal using the configuration
procedures, you are logged out and the Meridian MAX 8 login screen

reappears.
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Setting up workstations
This section provides instructions on setting the parameters to be used by a
DEC VT220, DEC VT320, DEC VT420 North American model, DEC
VT420 Worldwide model, DEC VT520, or HP 700/32.

If your workstation is aVT320, follow the procedure for the DEC VVT420.

You can also use aworkstation which is 100% compatible with these
models. If you use a 100%-compatible model, refer to its user’s manual for
instructions on workstation setup.

Note: Workstations that are 100% compatible with either aVT420 or
VT220 may have different configuration screens. Refer to the
workstation manuals for the correct configuration settings.

DEC VT220
Follow Procedure 2-5 to set up the DEC VT220 workstation.

Procedure 2-5
To set up the DEC VT220 workstation

1

Power on the terminal and press the {SET-UP} key.

The VDT manual contains instructions on setting up the workstation’s
options.

Follow the settings in Figure 2-1 to configure a DEC VT220 VDT.

Each directory shown in Figure 2-1 has its own screen and displays the
correct setting for each field. If any of the fields shown differ from those
on your screen, cursor to the field and press {RETURN} until the
correct information is displayed.

To move to the next setup screen, cursor to To Next Set-up and press
{RETURN}.

Move the cursor to To Directory and press {RETURN}.
Move the cursor to Save and press {RETURN}.
To exit after saving the settings, press the {SET-UP} key.
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Figure 2-1
Setting up the workstation—DEC VT220

Set-Up Directory

| Display | [General| [Comm | [Printer | [Keyboard | [ Tab |

[On Line| | Clear Display| [Clear Comm ][Reset Terminal | [Recall | [ Save |
[Set-Up English| * | North American Keyboard] ** [Default | [Exit |
Display Set-Up

To Next Set-Up]| | To Directory | [80 Columns | [Interpret Controls |

No Auto Wrap | [ Jump Scroll ] [Light Text, Dark Screen|

[No Cursor] | Block Cursor Style]

General Set-Up

To Next Set-Up] [ To Directory | [VT200 Mode, 8 Bit Controls |

User Defined Keys Unlocked | [ User Features Unlocked | | Multinational|
[Numeric Keypad| [Normal Cursor Keys | No New Line |
Communications Set-Up

[To Next Set-Up| | To Directory | [Transmit=9600 ] | Receive=Transmit]

[ XOFF at 128] [8 Bits, No Parity | [1 Stop Bit | [No Local Echo ]
|[EIA Port, Data Leads Only | [ Disconnect, 2 s Delay ] | Limited Transmit]
Keyboard Set-Up

[To Next Set-Up | | To Directory | [Typewriter Keys | | Caps Lock ]
[No Auto Repeat| [No Keyclick | [No Margin Bell | [Warning Bell | | Break]
[No Auto Answerback]| |[Answerback= | Not Concealed |

Note: * This setting specifies the DEC set-up language and does not affect the Meridian MAX screens.
** Change this setting to match the keyboard language you are using.
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DEC VT420
Follow Procedure 2-6 to set up the DEC VT420 North American model or
DEC VT420 Worldwide model.
Procedure 2-6

To set up the DEC VT420 North American model or DEC VT420
Worldwide model

1

Power on the terminal and press the {SET-UP} key.
The VDT manual contains instructions on setting up the workstation’s
options.

Follow the settings in Figure 2-2 to configure a DEC VT420 North
American model. Figure 2-3 provides the details to configure a DEC
VT420 Worldwide model.

Each directory shown in these figures has its own screen and displays
the correct setting for each field. If any of the fields shown differ from
those on your screen, cursor to the field and press {RETURN} until the
correct information is displayed.

To move to the next setup screen, cursor to To Next Set-up and press
{RETURN}.

Move the cursor to To Directory and press {RETURN}.
Move the cursor to Save and press {RETURN}.
To exit after saving the settings, press the {SET-UP} key.
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Figure 2-2
Setting up the workstation—DEC VT420 North American model

Set-Up Directory

|Global | [Display | [General] [Comm | [Printer | [Keyboard | [ Tab |
|Clear Display | | Clear Comm | [Reset Session |[Recall | [Save ]
[Default| [ Screen Align |

|Enable Sessions] | Disable Sessions| [ Exit]

Global Set-Up

| To Next Set-Up| | To Directory |

[OnLine] [ S1=Comml  [[CRT Saver | [Printer Shared]
70 Hz

Display Set-Up

[To Next Set-Up] [ To Directory | [80 Columns || Interpret Controls |
No Auto Wrap | [ Jump Scroll | [Dark Screen \

No Cursor\ \ Block Cursor Style\ \ No Status Display \

[Cursor Blink | [6X144 pages| | 24 Lines/Screen

[ Vertical Coupling | [Page Coupling | [No Auto Resize Screen]

General Set-Up

To Next Set-Up| [ To Directory | [VT400 Mode, 8 Bit Controls | [VT420 ID]
User Defined Keys Unlocked | | User Features Unlocked |

Numeric Keypad| | Normal Cursor Keys | No New Line ]

UPSS ISO Latin-1 | When Available Update |

Communications Set-Up
To Next Set-Up ]| | To Directory | [Transmit = 9600] [Receive = Transmit]

XOFF at 128 | [8 Bits, No Parity | IL Stop Bit | [No Local Echo |
[Data Leads Only| | Limited Transmit]
[No Auto Answerback| |Answerback= | Not Concealed |

Keyboard Set-Up
To Next Set-Up | | To Directory | [Caps Lock \
No Auto Repeat] | Keyclick High | [Margin Bell Off | [Warning Bell High]

[Character Mode| | <X] Delete | [Local Compose ] [Ignore Alt |
[F1=Hold | [F2 = Print | [F3 =Set-Up| [F4 = Session| |F5 = Break]
<and .> Keys | [<> Key | ['~Key |
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Figure 2-3
Setting up the workstation—DEC VT420 Worldwide model

Set-Up Directory

|Global | [Display | [General| [Comm | [Printer | [Keyboard | [ Tab |
[Clear Display | [ Clear Comm | [Reset Session |[Recall | [Save |
|Set-Up = English *  [North American Keyboard |** | Default |
|Enable Sessions| | Disable Sessions] | Exit] [Screen Align |

Global Set-Up
[ To Next Set-Up| | To Directory |
[On Line] [ S1 = Comml |[CRT Saver |

[Comml=RS-232 |** [70Hz | [Printer Shared |

Display Set-Up

To Next Set-Up| | To Directory | [80 Columns | [Interpret Controls |
No Auto Wrap | | Jump Scroll | [Dark Screen \

\No Cursor\ \ Block Cursor Style\ \ No Status Display \

[Cursor Blink] [6X144 pages| [ 24 Lines/Screen

[ Vertical Coupling | [Page Coupling | [No Auto Resize Screen]

General Set-Up

To Next Set-Up| [ To Directory | [VT400 Mode, 8 Bit Controls |

User Defined Keys Unlocked | | User Features Unlocked | | 8-bit Characters]
[Numeric Keypad| [Normal Cursor Keys | No New Line |

[UPSS ISO Latin-1 | VT420 1D |

[When Available Update]

Communications Set-Up
\To Next Set-Up\ \ To Directory \ \Transmit = 9600 \ \Receive = Transmit\

| XOFF at 128 | [8 Bits, No Parity | 1L stop Bit_| [No Local Echo |
Data L eads Only| | Disconnect, 2 s Delay | | Limited Transmit
‘No Auto Answerback\ \Answerbackz ‘ \Not Concealed \

\Modem High Speed = anore\ \ Modem Low Speed = iqnore\

Keyboard Set-Up
| To Next Set-Up| | To Directory | [Caps Lock \
| No Auto Repeat | Keyclick Off | [ Margin Bell Off | [ Warning Bell High |

| Character Mode] | <X] Delete | [Local Compose | [Ignore Alt |
| F1 =Hold| [F2 =Print | [F3 = Set-Up| |F4 = Session | [F5 = Break |
< and .>Keys | [<>Key ‘~Key |

**  Change this setting to match the keyboard language you are using.

guide for more information.

Note: *  This setting specifies the DEC set-up language and does not affect the Meridian MAX screens.

*** This setting depends on the port you are using on the back of the terminal. Refer to your terminal
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DEC VT520
Follow Procedure 2-7 to set up the DEC VT520 workstation.
Procedure 2-7
To configure a VT520 terminal
1 Power on the terminal.

2 Enter set-up mode by pressing the {SET-UP} key located on the top
row of function keys. If no key is marked {SET-UP}, press the third key
from the left on the top row.

The main set-up window is displayed (see Figure 2-4).

Figure 2-4
VT520 terminal main set-up window

Actions

Session

Display

Terminal type
(ASCII emulation)
Keyboard
Communication
Modem

Printer

Tabs ...

Set-Up language

Vv VVVVVVVIV

E On-line
Save settings
Restore settings
Exit Set-Up

3 Use the up and down arrow keys to highlight the set-up feature which is
to be changed (for example, Actions).
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4 When the set-up feature is highlighted, use one of the following
methods to select the appropriate settings:

Table 2-1

Navigating the set-up windows

If

then

a solid triangle appears
beside the set-up feature

use the right arrow key to automatically
display the pop-up window of associated
settings. See Figure 2-5 for an example.

a box appears beside the
setup feature

press {RETURN} to toggle the setting for
the selected feature on or off. A diagonal
line appears in the box when the setting is
on.

three dots (. . .) appear
beside the set-up feature

press {RETURN} to display the associated
pop-up window. When all fields have been
completed, move the cursor to [OK] or
[Cancel], and press {RETURN} again to
activate your choice.

Figure 2-5

VT520 terminal - sample feature pop-up window

Actions
Session

Display

Terminal type
(ASCII emulation)
Keyboard
Communication
Modem

Printer

Tabs . ..

Set-Up language

Clear display

Clear communications
Reset this session
Restore factory defaults

Clock

Calculator

Show character sets
Banner message . . .

Vv VVVVVVVIV

3 On-line
Save settings
Restore settings
Exit Set-Up

Note: Options shown in parentheses are dimmed on the screen.
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5 Configure the terminal to match the mandatory settings in Table 2-2. If
no setting is specified, select the parameter which best suits your
environment.

6 Press {SET-UP} again to exit setup mode.

Table 2-2
VT520 set-up values
Set-up feature First level Mandatory setting or description
Actions Clear display Press {RETURN} to clear the display.
Clear communications Press {RETURN} to clear communications.
Reset this session Press {RETURN} to reset this session.
Restore factory defaults Press {RETURN} to restore the factory
default.
Clock Press {RETURN} to set the VT520 clock.
Calculator Press {RETURN} to use the VT520
calculator.
Show character sets Press {RETURN} to display character sets.
Banner message . . . Press {RETURN} to set the banner
message.
Session Select session Session 1
Session name . . . Optional user text
Pages per session . . . 04 pages maximum
Soft char sets/session Two each S1 and S2
Save settings for all
Restore settings for all
Copy settings from
Update session When available
Display Lines per screen 24, 25, or 26
Lines per page 24 lines X 04 pages
Review previous lines OFF
Columns per page 80 columns, Clear on change
Status display Local status
—continued—
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Table 2-2 (continued)
VT520 set-up values

Set-up feature

Display (continued)

First level Mandatory setting or description
Scrolling mode Jump

Screen background Dark

Cursor display Block, Blink

Cursor coupling

Set to “Vertical” and “Page”

Cursor direction

Left to right

Copy direction

Left to right

Zero

Select style of zero you want to display.

Auto Wrap

New line mode

Lock user preferences

Show control characters

CRT saver 15 minutes
Energy saver 15 minutes
Overscan
Framed windows
Screen alignment
Terminal type Emulation mode VT520 VT420 VT320 VT220
Terminal ID to host VT520
VT default char set ISO Latin-1

PC Term character set

PC International (437)

(7-bit NCRS characters)

Transmit 7-bit control

(ASCII emulation)

Keyboard

VT Keyboard language

Select appropriate language—North
American.

—continued—
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Table 2-2 (continued)
VT520 set-up values

Set-up feature

First level

Mandatory setting or description

Keyboard
(continued)

(PC Keyboard language)

Define key . . . Use Define Key Editor screen to set the
following:
F1=Hold Ignore Alt
F2=Print ,<and .> Keys
F3=Setup <> Key
F4=Session ‘~ Key
F5=Break

Save key definitions

Recall key definitions

Lock key definitions

Caps lock function Caps lock

Keyclick volume High

Warning bell volume High

Margin bell volume OFF

Keyboard encoding

Character (ASCII)

Auto Repeat

Fast (30/sec)

Data processing keys

Application cursor keys

Application keypad mode

(Map PC keyboard to VT)

Ignore missing keyboard

Communication

Port select . . . See Figure 2-6.
Word size 8 bits

Parity None

Stop bits 1 bit

Transmit speed 9600 baud

Receive speed

Transmit speed

—continued—
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Table 2-2 (continued)
VT520 set-up values

Set-up feature

First level

Mandatory setting or description

Communication
(continued)

Transmit flow control

XON/XOFF

Receive flow control

XON/XOFF or XPC

Flow control threshold Low (64)
Transmit rate limit 150 cps
Fkey rate limit 150 cps
Ignore Null character ON
Local echo

Half duplex

Auto answerback OFF

Answerback message . . .

Enter the answerback message.

Answerback concealed

Modem

Enable modem control

(Disconnect delay)

(Modem high speed)

(Modem low speed)

Printer

Port select . ..

See Figure 2-6.

Print mode

Normal

Printer type

DEC ANSI

DEC/ISO char sets

National only

(PC character sets)

Print extent Full page
Print terminator None
Serial print speed 4800 baud
2-way communication OFF
—continued—
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Table 2-2 (continued)
VT520 set-up values

Set-up feature First level Mandatory setting or description
Printer (continued) | Transmit flow control XON/XOFF
Receive flow control XON/XOFF
Word size 8 bits
Parity None
Stop bits 1 bit
Tabs Tabs Set-Up Screen
Set-Up language User dependent
Online ON
Save settings When settings are complete, push
<Enter> to save.
Restore settings
Exit Set-Up
—end-—
Figure 2-6
Port selection for VT520
S1 S2 S3 S4
Comm Comm Comm Comm
@) @) @ Off @ Off
@® coml O
@) @ com2
O O
Print Print Print Print
@ none @ none @ none @ none
@) @) O @)
@) O O @)
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HP 700/32
Follow Procedure 2-8 to set up the HP 700/32 workstation.

Procedure 2-8
To set up the HP 700/32 workstation

1 Refer to the vendor’'s manual for installation instructions.
2 Power on the terminal and press the {SET-UP} key.

Refer to your HP 700/32 user’s manual for instructions on setting up the
workstation’s options.

3 To move to the next set-up screen, press {NEXT SCREEN}. To move
to the previous set-up screen, press {PREV SCREEN}.

4 Ensure that the options match the following Global settings:

GLOBAL

*Host Port 1

*Background Dark

*Screen Saver 15 Min

*Refresh Rate 72 Hz

*Key Click No

*Keyboard us. *

*Message Translations  English

*Setup Translations English **

*Clear Display (not applicable)

*Clear Comm (not applicable)

*ROM revision 5181-5672-3014 ***

* Change this setting to match the keyboard language you are
using.

** This setting specifies the language of the HP 700/32 set-up
screens, but does not affect the Meridian MAX screens.

***  This setting depends upon the version of terminal you are
using.

5 To save the Global settings, press the [SAVE MENU] key.
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Ensure that the options match the following User settings:

USER

*Smooth Scroll
*Cursor Type
*Cursor

*2nd Message Line
*Message Line

e Status Line

*On Line

eLocal Echo

* Auto Wrap

¢ Auto Linefeed
*Display Ctrl Codes

*Display Width
*Display Width Allowed
*Char Cell Height

*Clr on Width Change
* Aux Mode

* Aux To Host

*Print Terminator=FF
*Logical Page Size
*Number of Pages

Jump
Blink Box
Off
Off
Off
off
Yes
Off
Off
Off
Off

80

80 or 132
16 Dots
Yes

Off

No

No

24

1

To save the User settings, press the [SAVE MENU] key.
Ensure that the options match the following Emulation settings:

EMULATION
*Emulation

eTerminal Id

*Control Codes
*Characters Mode
*Preferred Char Set
*Keypad Mode
*Cursor Keys

*Print Scroll Region
*User Features Locked
*User Keys Locked
*Data Processing Keys

VT420
VT220
8-Bit
8-Bit
ISO 8859-1 Latin
Numeric
Normal
Off

No

No

No

To save the Emulation settings, press the [SAVE MENU] key.
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10 Ensure that the options match the following Port 1 settings:

PORT 1

e Communication Full Duplex
*Data Length 8 hits

* Parity None

* Stop Bits 1

* Xmit Baud 9600
*Recv Baud =Xmit
*Xmit Pace Xon/Xoff
*Recv Pace Xoff at 128
e Limited Transmit On

*DSRI No

*CTS Ignore
*CD Ignore
*Break Duration 170 ms
*Disconnect Delay 2 sec

* Aux Printer Type National

11 To save the Port 1 settings, press the [SAVE MENU] key.
12 Ensure that the options match the following KeyBrd Menu settings:

KEYBRD Menu

*Lock Key Caps Lock
*Kbd Lock Enable Yes

*Save Tabs Yes

* Auto Repeat No

*Margin Bell No

*Warning Bell Yes

* Auto Answerback No

* Answerback= [blank]

* Conceal Answerback No

*Clear All Tabs (not applicable)
*Set 8 Column Tabs (not applicable)
*Tab Setting (not applicable)

13 To save the Keybrd Menu settings, press the [SAVE MENU] key.
14 To exit the Set-Up screen, press the {SET-UP} key.
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Meridian Terminal Emulator
Meridian Terminal Emulator (MTE) allows you to access Meridian MAX
supervisor sessions through your PC. The PC can bean IBM PC, a
100%-compatible AT, or a higher PC.

Note: MTE can be used in aDOS or Windows environment. To use it
in a Windows environment, you must have MTE 6 or higher. The
Windows environment is described only briefly in this chapter. For
details, refer to the MTE 8 User Guide (P0853413).

MTE with DOS or Windows
In aDOS or Windows environment, MTE has al the functionality of
Reflection 4+ with the following capabilities:

Print datato an ASCII file.
Print to alocal printer attached to your PC.

Connect to Meridian MAX through alocal area network (LAN), a
modem, or a serial (RS-232) port.

Customize the colors of the elements on your supervisor screens.

In aWindows environment, MTE 6 or higher can also be used to do the
following:

Copy text from your Meridian MAX supervisor screens to your
Windows clipboard.

Run Meridian MAX supervisor sessions simultaneously with the
MAX caster forecasting tool.

Open two Meridian MAX supervisor sessions on a PC running
Windows NT or Windows 95.

Change the size of the font used in the Meridian MAX supervisor
screens.

MTE 7 and higher a so provide multiple language support and allow
frequently used key sequences to be automated using programmable
buttons.

MTE installation requirements — DOS environment
The minimum requirementsto use MTE in a DOS environment are

Microsoft MS-DOS (Version 5 or higher)
MTE 5.32 or lower
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EGA or VGA card with 256 Kbytes and a color monitor
minimum 384 Kbytes of RAM
aLAN connection (if using a network)

one seria (RS-232) communication port for connection to the
Meridian MAX

one parallel or serial port for attaching alocal printer (optional)
one 5.25" or 3.5” floppy disk drive
Note: If you are upgrading from MTE 5.32 or lower, your FTP

software must be a minimum of PC/TCP Release 3.0 (OnNet Release
1.1) installed with the Windows VXD kernel.

MTE installation requirements — Windows environment
The minimum requirements to use MTE in a Windows environment are

Meridian MAX 5.27
MTE 6 or higher

Windows Release 3.1 (with a 386 DX 20 MHz IBM-compatible PC),
or Windows NT Release 3.51 (with a486 DX 33 MHz IBM
compatible PC). MTE 7 also works with Windows 95 (with a 486 DX
33 MHz IBM compatible PC).

MTE 7 and higher also work with Windows 95 (with a
486 DX 33 MHz IBM compatible PC).

aVGA card with a color monitor
1 Mbyte of available RAM
2 Mbytes available hard disk space

modem, one serial (RS-232) communication port for connection to the
Meridian MAX, or aLAN connection (if using a network). If you are
using aLAN connection, you must also have WinSock 1.1 compliant
network operating software.
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MTE 5.32 or lower
MTE 5.32 or lower can be used with MS-DOS (Version 5 or higher).

ATTENTION
In this chapter, MTE is described only in a DOS environment.

Windows and OS/2, however, offer a DOS full-screen mode or a
DOS window mode. MTE can be run in these modesin OS/2 2.1 or
DOS under Windows 3.1, with the limitations outlined in this
chapter inthe“MTE 5.32 or lower with Windows 3.1” and “MTE
5.32 or lower with OS/2 2.1" sections.

It isimportant to note that these modes are not supported by Nortel.

The Supervisor Display Access (SDA) feature should not be used
with MTE.

MTE direct (RS-232) connection

MTE can connect directly to the Meridian MAX with aserial RS-232 using
the COM 1 or COM 2 port on a PC. An unused COM port may be used to
connect to any other serial device, such asamouse or serial printer. The
MTE isrequired for adirect connection under Windows 3.1 or OS/2 2.1. If
amouse is using the only COM port in the OS/2 environment, the mouse
must be disconnected and the mouse driver must be disabled in the OS/2
CONFIG.SY Sfile.

MTE LAN connection

Meridian MAX 8 provides Ethernet and Ethernet 2 frame connectivity for
supervisor workstations through the industry-standard TCP/IP protocol.
Other network environments (for example, Token Ring) may also be used
through a protocol converter.

LAN connectivity is only supported through PC-based supervisor
workstations running the MTE. LAN supervisor workstations are available
on avariety of Meridian MAX SNN/SNN-E and I PE/IPE-E systems. Refer
to the “ Getting started” chapter for the maximum number of LAN
supervisor workstations allowed for your system.
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TorunonalLAN, the MTE 5.32 or lower requires one of the FTP
Software’'s PC/TCP network products. The following list identifies the
minimum versions of FTP Software’'s PC/TCP software products which can
be used with MTE 5.32 or lower:

«  FTP Software's PC/TCP network kernel for DOS, versions 2.05, 2.10,
2.20, 2.30, or 3.0 (OnNet 1.1)

«  FTP Software's PC/TCP Network Software for DOS, versions 2.05,
2.10, 2.20, 2.30, or 3.0 (OnNet 1.1)

« FTP Software's PC/TCP Network Software for DOS and Windows,
versions 2.10, 2.20, 2.30, or 3.0 (OnNet 1.1)

e FTP Software’'s PC/TCP Network Software for OS/2 version 1.3

Note: A PC/TCP kernel isthe minimum regquirement for Meridian
MAX LAN connectivity. The PC/TCP and the network interface cards
must be purchased separately. If you wish to take advantage of other
PC/TCP applications, the complete PC/TCP networking softwareis
required. Other LAN O/S versions of TCP/IP aso do not work with
MTE.

FTP Software's PC/TCP network kernel providesthe LAN interface for the
MTE and supports multiple types of LAN cards. The Meridian MAX has
no specific hardware dependency on the type of protocol converter used.

Guidelines for installing PC/TCP

The following guidelines should be observed when installing the PC/TCP
OnNet 1.1 for DOS/Windows and the PC/TCP Network Software 3.0 for
DOS/Windows:

e The PC/TCP software must be installed through DOS (TSR kernel)
and not Windows (VxD kernel).

e The PC/TCP software offers applications such as ftp, network printing,
connection over modems, exchanging messages, and so on. These
applications do not need to be installed to operate MTE.

¢ Wheningtaling the PC/TCP, you are prompted to enter a selection
regarding network connectivity. When this option appears, you must
select the DOS and Windows (TSR kernel) option to allow the
software to work properly with MTE.
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For information on installing a LAN supervisor workstation, refer to the
FTP Software's user guides and the Meridian MAX 8 Installation Guide
(NTP 553-4001-111), “LAN connectivity with MSl and MTE” chapter.

Packet buffers

If you experience poor response times or periodic connection problems
while using MTE on the LAN, you may need to increase the number of
packet buffers set aside for the PC/TCP kernel.

Packet buffers are storage areas that the PC/TCP kernel uses for sending or
receiving information across the LAN. You need to experiment with your
own system to determine the number of packet buffers suitable for your
site. Refer to your network operating system guide for more information.

For more information on packet buffers, refer to the FTP Software's user
guides and the Meridian MAX 8 Installation Guide (NTP 553-4001-111),
“Workstations” chapter, “MTE LAN connection” section.

Installing MTE 5.32 or lower
Follow Procedure 2-9 toinstall MTE 5.32 or lower in a DOS environment.

Procedure 2-9
To install MTE in a DOS environment

1 Insert the MTE distribution disk in the disk drive.

2 Enter the letter of the disk drive containing the distribution disk followed
by install.

For example, enter a:\install

3 Press {RETURN}.
The system displays the following message:

Pl ease enter the source directory [A\]

The default source directory is shown in square brackets.

4 Press {RETURN} to accept the default source directory. To indicate a
source directory other than the default, enter the letter of the
appropriate disk drive followed by {RETURN}.

For example, enter D:\

The system displays the following message if the default (A:)) is used:

The source directory is A\.
Pl ease enter the destination directory [C \ME]
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The source directory appears in the first line. This may be the default
directory or the new directory you assigned. The default destination
directory is shown in square brackets on the second line. This is the
directory where the MTE files will be transferred.

5 Press {RETURN} to accept the default destination directory. To indicate
a destination directory other than the default, enter the appropriate disk
drive and directory followed by {RETURN}.

For example, enter D:\MTE.
The system displays the following message:

Pl ease enter the nunmber corresponding to the version of ME
that you wish to install.

1. ME for MAX 5.25 or |ower.
2. MIE for MAX 5.26 or higher.

Whi ch version do you wish to install [1,2] ?

6  Enter 2 followed by {RETURN}.
The system displays the following message:

You have selected to install MIE for MAX 5.26 or higher
fromdirectory A\ to directory C\ME
Is this correct [Y,N ?

The source directory and destination directory appears in the message.
This may be the defaults or the new directories you assigned.

7 If the information is not correct, go to Step 8. If the information is
correct, go to Step 11.

8 Enter N followed by {RETURN} if the information is not correct.
The system displays the following message:

Do you wish to quit [Y,N ?
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10
11

Enter Y followed by {RETURN} to exit from the MTE installation
program. It is not necessary to read the remaining steps.

or

Enter N followed by {RETURN} to continue with the MTE installation
program.

The system displays the following:

Pl ease enter the source directory [A\]
Return to Step 4.
Enter Y followed by {RETURN} if the information is correct.
The system displays the following message:
1 file(s) copied

1 file(s) copied
MIE for MAX 5.26 or higher is nowinstalled in C\ME

The MTE program is installed.

Starting and exiting MTE
Follow Procedure 2-10 to start MTE after it has been installed.

Procedure 2-10
To start MTE

1

3

Display the DOS prompt.

In Windows and OS/2, this requires going to the DOS full screen. This
permits the graphical information to be displayed properly.

Change the DOS directory to the one in which you installed the MTE
software.

For example: CD C:\\MTE
Enter MTE followed by {RETURN}.

Follow Procedure 2-11 to exit from MTE. This procedure is identical
regardless of the operating environment being used.

Procedure 2-11
To exit from MTE

1

Simultaneously press {CONTROLHALT}X}.
This key combination returns control to the DOS prompt.
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Configuring a PC with MTE
Follow Procedure 2-12 to configure a PC running MTE.

Procedure 2-12
To configure a PC running MTE

1 Press {CONTROL}T} on your workstation.
A list of available terminal types appears like this:

Pl ease choose a terminal type fromthe following list:
DEC vt 220 nobnochrome or conpati bl es

DEC vt 420 nonochrone or conpati bl es

PC running Refl ection 4-PLUS term nal enul ation
PC running MIE 7 and | ower

PC running MIE 8 and conpati bl es

O b WONPRF

Sel ection —>

2  Select 4 (for MTE 7 or lower) or 5 (for MTE 8 or a compatible).
A list of available keyboards appears.

Sel ect your keyboard type fromthe following list:

\
V
\Y
=

©ONOU SN

North American Keyboard
Uni ted Ki ngdom Keyboard
Fl emi sh Keyboard

Canadi an French Keyboard
Dani sh Keyboard

Fi nni sh Keyboard

Ger man Keyboard

Dut ch Keyboard

Italian Keyboard

10. Swiss French Keyboard
11. Swi ss Gernman Keyboard
12. Swedi sh Keyboard

13. Norwegi an Keyboard

14. French/Bel gi an Keyboard
15. Spani sh Keyboard

16. Portuguese Keyboard

Sel ection —>

3 Select a keyboard from the list.
The Meridian MAX login screen appears.
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If you are running MTE using DOS, refer to the “Modifying the MTE
set-up options” section to access the terminal emulator set-up screen.

If you are running MTE 8 using Windows, refer to the MTE 8 User
Guide (P0853413).

Modifying the MTE set-up options
Follow Procedure 2-13 to modify the set-up options on a PC running MTE
5.32 or lower.

Procedure 2-13
To set up a PC running MTE 5.32 or lower

1

With MTE running, simultaneously press the two {SHIFT} keys on
either side of the keyboard to access the terminal emulator set-up
screen.

The selection chosen for the Connection Type field determines whether
you have access to the Serial Port Setup or the LAN Connection Setup
fields.

To change this field, cursor to the Connection Type field and press {F1}
for next choice or {F2} for previous choice.

These two keys toggle between the LAN and serial selections. “Serial”
is the default value for this field and indicates that your PC is directly
connected to your Meridian MAX.

If you select “Serial” as your connection type, the screen in Figure 2-7
appears. If you select “LAN” as your connection type, the screen in
Figure 2-8 appears. Your screen may differ slightly from these samples.
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Figure 2-7
MTE set-up screen—serial connection

TERM NAL SETUP SCREEN — V05. XX

CONNECTI ON SETUP
CONNECTI ON TYPE: SERI AL PORT :
BAUD RATE :
STOP BITS :
PARI TY

SERI AL PORT SETUP
PORT ;. comL
BAUD RATE : 9600

LAN CONNECTI ON SETUP
HOST NAME OR
| P ADDRESS : NA

TERM NAL SETUP SCREEN
LANGUAGE ENGLI SH

F1 F2 F3 F4 F5 F6
NEXT PREV SAVE
CHOCE  CHOCE CONFI G

PRI NTER SETUP

LPT1
9600
1

NONE

F7

F8
EXIT
SETUP

Figure 2-8
MTE set-up screen—LAN connection

TERM NAL SETUP SCREEN — V05. XX

CONNECTI ON SETUP
CONNECTI ON TYPE: LAN PORT :
BAUD RATE :
STOP BITS :
PARI TY

SERI AL PORT SETUP
PORT : NA
BAUD RATE : NA

LAN CONNECTI ON SETUP
HOST NAME OR
| P ADDRESS 47.235.7.05

TERM NAL SETUP SCREEN
LANGUAGE ENGLI SH

PRI NTER SETUP

LPT1
N A
N A
N A

F1 F2 F3 F4 F5 F6
NEXT PREV SAVE
CHOCE  CHO CE CONFI G

F7

F8
EXIT
SETUP

N
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If you select LAN as your connection type, enter the host name or IP
address of the Meridian MAX in the Host Name or IP Address field.

Contact your LAN administrator for this information. (It is recommended
that the IP Address field be entered instead of the Host Name. ) The
communication port parameters that can be set are listed in this step.
Options shown in bold italics are the default settings. These fields are
only available when the connection type is set to Serial.

Note: The baud rate setting should not be changed from the default.
This parameter is used by the Meridian MAX to communicate with the
supervisor displays.

Parameter Options
Port: COM1, COM2
Baud Rate: 2400, 4800, 9600

The host name or IP Address field is only available when the
connection type is set to LAN. This entry is either the name given to the
Meridian MAX or the IP address of the Meridian MAX on the LAN.
Consult your MIS department for the IP address of the Meridian MAX
system.

To edit this field, cursor to it and press the [EDIT FIELD] key. Press it
again when you are done entering the Host Name or the IP Address.

Set the print port parameters.

The printer port parameters that can be set are listed in this step.
Options shown in bold italics are the default settings. The Baud Rate,
Stop Bits, and Parity fields are only available if the Port field is set to
COM1 or COM2.

Parameter Options

Port: LPT1, LPT2, LPT3, COM1, COM2

Baud Rate: 2400, 4800, 9600 (serial printers only)
Stop Bits: 1, 2 (serial printers only)

Parity: NONE, EVEN, ODD (serial printers only)

To save the changes, press the [SAVE CONFIG] function key.
To exit the set-up screen, press the [EXIT SET-UP] key.
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MTE 5.32 or lower with Windows 3.1

To use MTE in a Windows environment, you should have MTE 6 or higher.
With the limitations outlined in this section, however, you can also use
MTE 5.32 or lower to access the Meridian MAX under Windows 3.1ina
DOS full-screen mode or a DOS window maode.

Note: Although Windows 3.1 supports concurrent execution of more
than one application, it is recommended that no other application be
running while MTE is operating. MTE may crash if other applications
are running at the same time. Running M TE under Windows can aso
cause protection violation errors and workstation lockups.

PIF file settings

To run MTE under DOS in Windows, it is recommended that you create
PIF files using the Microsoft Windows PIF Editor. Figure 2-9 and Figure
2-10 provide the recommended settings for the general and advanced PIF
files. For more information on the PIF files, refer to the Microsoft Windows

user guides.
Figure 2-9
MTE 5.32 set-up screen—LAN connection — general
Ei|ll: Mode Help | |
Program Filename: |E:'\HTE\HTE.EXE |
Window Title: |I'-'Ielidian Terminal Emulator |

Optional Parameters: |
Start-up Direchory: |E:"\.HTE

Yideo Memaory: ) Text ) Low Graphics - High Graphics
Memory Requirements: KB Hequired KB Dezired

EMS Memory: KB Required D KB Limit 1024

*MS Memony: KB Regquired D KB Limit 1024

Display Usage: @ Full Screen Execution: [<] Background
o Windowed ] Exclusive

5 Cloze Window on Exit

Press F1 for Help on Optional Parameters.

P0853407 Standard 1.0 March 1997



Configuring your workstation 2-35

Figure 2-10

MTE 5.32 set-up screen—LAN connection — advanced

Background

[~ Multitasking Options

Priority: Foreground Priority:
[] petect 1dle Time | Cancel

r Memory Opt

1 EMS Memory Lacked []=mMs Memory Locked
[ uses High Memory Auea G Lock Application Memory

ons

 Display Options
Monitor Ports: [ Text [] Low Graphics [] High Graphics

<] Emulate Text Mode [<] Retain Yideo Memory

™ Other Options
D Allow Fast Paste |:| Allow Close WwWhen Active

Reserve Shortcut Keys: [ akeTab [ Al+Esc 1 cir+Esc

Application Shortcut Key: | Mone |

] Pnsce [ alk+Pnse [] AR+Space
D Alt+Enter

Press F1 for Help on Friority.

Minimum requirements
The minimum requirements for running MTE under DOS in Windows
using adirect (RS-232) connection are

» 80386 PC

e 512 kbytes of free memory (for MTE)
¢ oneserid (RS-232) port

e Windows 3.1 and a color VGA display

The minimum requirements for running MTE under DOS with Windows
using aLAN connection are

e 80386 PC
e 512 kbytes of free memory (for MTE)

«  FTP Software's PC/TCP Network Software for DOS and Windows
version 2.1 or higher with a PC/TCP supported LAN card

¢ Windows 3.1 and a color VGA display
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Display

Graphicsin MTE, such astheinitial graphical display and the graphical
report preview, are quicker to view from a DOS full screen than aDOS
window mode. The DOS window mode also may not be large enough to
view the graphic displays at times.

Colors of graphical reports are different when previewing in aDOS
window mode than in a DOS full screen.

Limitations on multiple sessions

It is not recommended that multiple sessions of MTE be run under
Windows. However, the following limitations should be remembered if you
choose to run multiple sessions:

e Only one MTE session can be used if local printing is required. Local
printing does not work when there are multiple MTE sessions running
on the same PC, which are connected to the same Meridian MAX
through a LAN connection.

¢ When multiple MTE sessions are started from the same MTE directory,
they share the same MTE.CFG file. Any changes madeinthe MTE
set-up screen are not saved unless the [Save] key is pressed. The
changes saved in one MTE session may overwrite the changes made by
another concurrent MTE session. Changes to the M TE.CFG file do not
affect any other active MTE sessions until they are terminated and
restarted.

¢ When multiple sessions are used, multiple copies of MTE.EXE and
MTE.CFG should be stored in different directories because there may
be different MTE.CFG settings.

e When multiple sessions are used, the same MTE options, font, and
programmable button definitions are shared between the sessions. If
one of these componentsis changed in one MTE session, the changes
apply to all other MTE sessions running on the same PC.
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MTE 5.32 or lower with OS/2 2.1
MTE 5.32 or lower can be used, with some limitations, under OS2 2.1in a
DOS window mode or a DOS full-screen mode.

Minimum requirements
The minimum requirements for running MTE with OS/2 using a direct
(RS-232) connection are

e 80386 PC

e 512 kbytes of free memory (for MTE)
e oneseria (RS-232) port

e 085221

e color VGA display

The minimum requirements for running MTE with OS/2 using aLAN
connection are

+ 80386 PC
e 512 kbytes of free memory (for MTE)

* FTP Software’'s PC/TCP Network Software for OS/2 version 1.3 or
higher with a PC/TCP-supported LAN card

« 085221
e color VGA display

Display
Colors of graphical reports are different when previewing in aDOS
window mode than in a DOS full screen.

Limitations on multiple sessions

It is not recommended that multiple sessions of MTE be run under OS/2.
However, the following limitations should be remembered if you choose to
run multiple sessions:

e The maximum number of MTE sessions are limited by available
system resourcesin OS/2. If local printing isrequired, only one MTE
session should be connected to the same Meridian MAX.
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¢ When multiple MTE sessions are started from the same MTE directory,
they share the same MTE.CFG file. Any changes madeinthe MTE
setup screen are not saved unless the [Save] key is pressed. The
changes saved in one MTE session may overwrite the changes made by
another concurrent MTE session. Changes to the M TE.CFG file do not
affect any other active MTE sessions until they are terminated and
restarted.

¢ When multiple sessions are used, multiple copies of MTE.EXE and
MTE.CFG should be stored in different directories because there may
be different MTE.CFG settings.

e When multiple sessions are used, the same MTE options, font, and
programmable button definitions are shared between the sessions. If
one of these componentsis changed in one MTE session, the changes
apply to all other MTE sessions running on the same PC.
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Keyboard language configuration on PCs
If you are using a language-specific keyboard, you must inform MS-DOS
as to which keyboard you are using. The following example applies to both
Reflection 4+ and MTE.

AUTOEXEC.BAT changes
The following example shows the changes to the AUTOEXEC.BAT filein
order to support alanguage-specific keyboard.

This example assumes a German keyboard is being used as specified by the
GR option to the KEY B command:

C:\DOS\KEYB GR

Refer to your MS-DOS user guide for the language code for your keyboard.

Code Page 850 configuration

To provide international support (1SO Latin 1) for the MTE, some minor
maodifications are required to your PC configuration. These changes affect
the MS-DOS files named CONFIG.SY S and AUTOEXEC.BAT. In order to
make these changes, you require atext editor such asthe MS-DOS editor.

MS-DOS comes with different character sets called code pages. Code pages
are similar to the character sets used in the DEC terminals.

Each code page consists of 256 characters and is assigned a number that
corresponds to aparticular country or language. MTE requires your PC to
be configured with Code Page 850 which isamultilingual character set.

If you are using a language-specific keyboard, you need to inform
MS-DOS which keyboard you are using. Refer to the “Keyboard language
configuration on PCs” section for instructions.

The example changes shown below assume that MS-DOS has been
installed in the C:\DOS subdirectory and that the files DISPLAY.SY S and
COUNTRY.SY S are located in the C:\DOS subdirectory.
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CONFIG.SYS changes
The following example shows the changes to the CONFIG.SY Sfile needed
to support the DOS Code Page 850 on a PC.

This example assumes the country in which the PC is running to be
Germany (country code 049). For your specific country code, refer to your
MS-DOS user guide.

DEVICEHIGH = C:\DOS\DISPLAY.SY S CON:=(ega,850)
COUNTRY = 049,850,C:\DOS\COUNTRY.SY'S

AUTOEXEC.BAT changes
The following example shows the changes to the AUTOEXEC.BAT filein
order to support the DOS Code Page 850 on a PC.

C:\DOS\MODE CON CP PREPARE=((850) C:\DOS\EGA .CP)
C:\DOS\NLSFUNC C:\DOS\COUNTRY.SYS
CHCP 850

P0853407 Standard 1.0 March 1997



3-1

Chapter 3: Understanding the interface

Keyboard

This chapter introduces the Meridian MAX workstations used by
supervisors and system administrators in the day-to-day operation of an
ACD system. It describes what you see on your monitor and the basic
commands you can enter through your keyboard.

Your keyboard is similar to atypewriter keyboard but contains several extra
keys that perform special functions. The following keyboard figures show
the positions of these keys on the four keyboards supported by Meridian
MAX. Figure 3-1 shows the PC-enhanced-style keyboard, Figure 3-2
shows the PC/AT style keyboard, Figure 3-3 showsthe VT220 English
keyboard, and Figure 3-4 shows the VT420 English keyboard. Some
variations occur between the different keyboards. The Meridian MAX
considers these differences and does not ask you to press akey that your
workstation does not have.

You can enter any of the charactersin the Latin-1 character set as part of
textual input. To create international characters not available on your
keyboard, you must enter a special key sequence. For more information on
international characters and how to enter them, refer to the “ Supporting
international languages’ chapter.

It is assumed that international terminal and keyboards in the supervisor’s
language are used. Special set-up parameters are required on most terminals
to tell the terminal which keyboard is being used. You can enter characters
from languages not installed on your system; however, problems with
information sorting, such as queue names in areport or on the screen, may
result.
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Figure 3-2

PC/AT style keyboard
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Global commands

The following tables list the keyboard key sequences that perform the same
commands within virtually every Meridian MAX function. The key(s) you
enter depends upon your keyboard type: VT220, VT420, PC/AT style, or a

PC-enhanced keyboard. Where the keyboard sequences are similar, the

columns have been joined.

Within each Meridian MAX function, numerous commands exist which are
specific to that function. These commands are discussed in the appropriate
sections of this document.

Note: The single open quotation mark (‘) cannot be used in any of
the fieldsin the Meridian MAX. The symboal is not recognized.

Table 3-1
Moving cursor or selection bar

Function

VT220 or
VT420

PC/AT

PC ENH

Delete last character entered.

{BACKSPACE} or {DELETE}

Move up one line or to next selection. {1
Move up n selections or up nlines . n{ 1}
Move to first selection or to first line. {1}
Move down to next selection or next line. {{}
Move down n selections or n lines. n{|}
Move to last selection or last line. 1}
Move right to next selection. {-1}
Move left to next selection. {<}
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Table 3-2
Paging up and down keys

Function

VT220 or PC/AT PC ENH
VT420

Move upward one page.

{PREV {PGUP} | {PAGE

SCREEN} UP}
Move downward one page. {NEXT {PGDN} {PAGE
SCREEN} DOWN}
Table 3-3
Function keys
VT220 or PC/AT PC ENH
Function VT420
Display command menu for current screen. [Commands] [Commands]
{PF1} {F1}

Cancel command menu and return to the
current screen.

[Commands] key again

Enter command numbered n on command n[Commands]
menu for current screen without having to
view menu.
Display options for selected field. [Options] [Options]
{PF2} {F2}
Cancel the options display. [Options] again
Enter selection numbered non options menu MENTER}
for selected field without having to display
menu.
Table 3-4
View help text and more commands
VT220 or PC/IAT PC ENH
Function VT420
View help text. {HELP} {F9} {F11}
View more commands. {F20} {F10} {F12}
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Table 3-5
Edit keys
VT220 or PCI/IAT PC ENH
Function VT420
Edit selected field. {PF3} {F3}

Exit editing mode.

[Edit field] again

Replace existing data with new data, in
overwrite mode.
Insert new data into the existing data at

current cursor position, in insert mode. [Insert]

Note: If you edit a right-justified field, the

[Insert] key is invalid.

Move cursor to right one word. [Word Right] {TAB}
Move cursor to left one word. [Word Left] {SHIFTH{TAB}
Move cursor to beginning of field. [Start of line] {HOME}
Move cursor to end of field. [End of line] {END}

Clear selected field.

[Erase field], {REMOVE} or {DELETE}

Table 3-6
Print keys
VT220 or PC/AT PC ENH
Function VT420
Print all available information. [Print]
Display local printer control window to add, {CONTROLKP}

change, or delete local printer. Only available
on workstations with Meridian Terminal
Emulator software.
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Screen

Printing

Meridian MAX supports both color and monochrome workstations. On
color workstations, different parts of the screens are displayed using
different colors. To modify the colors, refer to the “ Customizing the screen
colors’ chapter.

Use the [Print] function key to print real-time display snapshots.

ATTENTION
If the PC workstation { Print Screen} key is used, international
characters and graph details may not print correctly.

Redrawing the screen

Press{CONTROL}{R} at any time to redraw the screen. You may need to
redraw the screen when you power off and then power on your workstation.

Common screen features

Menus

Figure 3-5 and Figure 3-6 show the two screens that contain most of the
common features available on any Meridian MAX.

Menus appear on the screen whenever you can make a choice from alist of
items. To make a selection, move the menu selection bar up and down
through the menu until your choiceis highlighted, then press{RETURN}.
Alternatively, you can type the number of your selection followed by
{RETURN}.

If the menu istoo long to be seen all at once, ascroll bar appears on the
right side of the menu box. A down arrowhead (at the lower end of this bar)
indicates that there are more menu entries following the last one that you
can see. An up arrowhead (at the upper end of the scroll bar) indicates that
there are more items before the first one shown.
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In Figure 3-5, the selection bar is somewhere in the middle of thelist. You
can scroll through along menu by moving the menu selection bar past the
top or the bottom of the menu box.

Alternatively, { PREV SCRN} and { NEXT SCRN} move you through the
menu one page at atime. A page on a menu consists of the number of lines
in the menu box.

In some Meridian MAX functions, certain choices are not allowed from
certain menus. For example, in Tabular Format Definition, you cannot
choose the “ Overwrite an existing format” command if you have not
specified a statistics group. On these menus, the disallowed choices are
either dimmed on a monochrome screen or appear in a different color on a
color screen. If you attempt to select a disallowed choice, an error message
isdisplayed.

In some Meridian MAX functions, several choices are alowed from the
same menu. For example, in Tabular Format Definition, you can choose
several fields for your report. Asthe fields are chosen, the field names on
the menu are dimmed. If you attempt to select a dimmed choice, an error

message is displayed.
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Figure 3-5
Common Meridian MAX screen features

o Emergency Indicator Clock
Report status indicator | |
|

Report Ready 3802 John Brown 12: 00: 00
l Tabul ar Format Definition |

S STANDARD FORVATS
Commands ™~ Exit (without saving chal 1. Summarized ACD-DN Performance Report |_—
menu =g Clear the form ACD-DN Del ay Before Answering Repori—]
/I/‘/ Read an existing format ACD-DN Del ay Before Abandoni ng Report
[e8 Undo changes to fornmat ACD-DN by Agent Performance Report
Selection Save as a new public for Agent by ACD-DN Perfornmance Report Menu,
indicator Save as a new personal f Agent by Supervisor Performance Report // %?Jrectlon
Overwite an existing fo Supervi sor by Agent Perfornmance Report]
Del ete an existing forng Al Trunks Busy Report
9. ACD-DN by Route Performance Report
llllllll:lllllllll:allllllll:l 10. ROUteby ACD-DN Per f or mance Report

30| 11. DNI'S Perfornance Report
IIIIIIII:IIIIIIIII:IIIIIIIII:I

Submenu

R
PN o s BN

\ Scroll

indicator

12. ACD-DN by Activity Code Report
13. Activity Code by ACD-DN Report V

HELP = Help PF1 = Cancel Conmand
anal id menu sel ection.
1

Error messages Input/output line

In some Meridian MAX functions, choices are required from a series of
menus. When you make a choice from the first menu, the next menu is
displayed, but the selection number on the first menu remains highlighted.
This display helps you keep track of your actions. In Figure 3-5, the
supervisor has chosen “ 3. Read an existing format” from the Commands
menu and is about to choose “ 7. Supervisor by Agent Performance Report”
from the format submenu. Figure 3-6 shows the Supervisor by Agent
Performance Report chosen.
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Figure 3-6
More common Meridian MAX screen features
Screen title Language choice
12: 00: 00
Tabul ar Format Definition
[ English ]
STATI STICS GROUP : Agent Statistics
FORMAT TI TLE : Supervisor by Agent Performance Report
CUSTOM HEADI NGS (bel ow) & COLUMN SELECTI ONS (bot t om)
T T T T T T T
SPV I D AGT ———ACD Cal | s—— ———NON ACD CALLS—— -TOTAL TI ME—
1D NUM AVG AVG NUM NUM TIME TIME NOT  MAND

Field
selection
bar

ANSWD TALK WAIT I'N out I'N aut RDY

10 0 60 70
J-'-'-'-'-'-'-'-'-!-'-'—'-'-'-'—'—'—'- Enter up to 4 lines of colum
H#it#—H### 22?22?2222 ## |heading text to replace the # hh: nm hh: nm  hh: rm hh: mm
SPV base A| default col um headi ngs. T TOTAL TOTAL TOTAL TOTAL
IDtime The maximum|line length is 132.| N IN QUT NOT  MAND
uni t S DN DN READY TI ME
TIME TIME TIME TIME
HELP=[EI p PFl=Commands PF2=Renpve optf ons pop-up PF3=Edit field F20=>>
Function keys Options popup

Commands menu

The Commands menu offers a menu of the commands that pertain to the

screen in use. Press the [Commands] function key to display the command

menu; press the [Commands] function key again to remove the menu
without choosing a command.

If you are familiar with the Commands menu for particular screens and do

not want to see these menus every time you enter acommand, you can

choose commands by entering nfCommands], where n is the number of the

item on the menu.

For example, the first command on every Commands menu is*“ 1. Exit...”
This selection exits the current screen and returns the previous screen.
Pressing 1 [Commands] can also be used for afaster exit.

P0853407 Standard 1.0 March 1997



Understanding the interface  3-13

Field options
Press the [Options] function key to display the options available for a
particular field on a screen. Press the [Options] function key again to
remove the menu without making a choice.

Field options appear either in a menu from which you can choose a
particular option, or in awindow with text that describes the type of input
expected in the field (see Figure 3-6). This text remains on the screen while
you enter datain the field. Press the [Options] function key again to remove
the field option text.

Field selection bar
Thefield selection bar functionsin much the same way as the menu
selection bar.

Use the arrow keysto select afield you want to edit, input data, choose an
option, or change an option. New input to afield appears on the
input/output line asit istyped and is displayed in the selected field after
you press{ RETURN}.

Press[Edit field] to edit afield. In edit mode, datais displayed as you type
itin thefield you are editing, not on the input/output line as described
above. In edit mode, you also have access to the commands aready
described in the global commands tables.

Function keys
The purpose of the function keys can vary throughout the system. Certain
keys, such as{ PF2} for options, usually perform the same functionsin
various screens, but they are not aways available.

Thelist of the function keys always appears at the bottom of the screen. If
thereis not enough room to display all the keys, afunction key (for
example, {F20}), appears in the bottom right corner to indicate that more
keys are available. Press thistoggle key to see the next set of function keys.

Note: Most sample screensin this document were taken from VT220
workstations. PC screens are used for features that require aPC
running MTE. The function key menus on these screens may be
slightly different from those on your workstation.
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Help
A [Help] function key isavailable at all times at the bottom left corner of
your screen. Pressing this function key brings up a help screen relating to
your current display.

Input/output line
The bottom line of the screen serves two purposes. All error messages
appear highlighted here but disappear when the next key is pressed. In
Figure 3-5, the supervisor entered a number that does not appear on the
format menu and an error message is displayed.

Most of the information you typeis a so displayed on thisline with the
exception of the function keys and the information you enter while editing
afield. In Figure 3-6, the supervisor has begun to enter new datafor the
custom headings. The cursor, here at the end of the input, indicates where
the next keystroke appears.

If you make a mistake before pressing { RETURN}, use the backspace key
to move back through your input. To correct afield that has already been
entered, reenter the entire field or edit the data already there. Always press
{RETURN} when you have finished your input.

Language choice field
The Language Choice field is used when you define a different language
version of the same report. Thisfield only appearsif your system has more
than one language installed. For example, to define areport format in both
languages, first define the format in the system’s default language. Change
the language indicator to the optional language, and enter the headings and
report title in the optional 1anguage. When the report is saved, Meridian
MAX stores the information in both languages. These report definitions can
be used by supervisorsin their language of choice.

Up to two of the available languages can be installed on a system at one
time. English is always one of the installed languages, mainly for support
purposes and NAC Release 1 compatibility.

Meridian MAX 8 displays all static language text in the supervisor screens
in one language at atime — the supervisor’s language. This static text
includes supervisor prompts, field names in data entry forms, help text,
status line indicators, error messages on the supervisor workstation, and so
on.
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Pop-up windows
Pop-up windows are separate display areas which appear within many
screens. Their purpose can be to display information or to provide awork
screen which you use while other information is being displayed.

Status indicators
Statusindicators are used to make supervisors aware of urgent problems or
important system information.

Configuration Control Link

Thisindicator displays“CC: Down” if the link between the Meridian MAX
and the switch is down. The“CC: Not Ready” message indicates that,
athough information is being received from the switch, you cannot perform
any Configuration Control functions at this time. The indicator does not
appear if thelink isup and functioning correctly.

Emergency

Thisindicator flashes on the screen when an agent, for whom you are
responsible, presses the emergency button on his or her ACD telephone set.
The signaling agent’s name and Position ID are displayed on the status
indicator bar at the top of your screen.

High-Speed Link

If the High-Speed Link information flow is interrupted, the clock at the
upper right corner of an active supervisor workstation is highlighted. This
highlighted status indicates that the Meridian MAX is not receiving any
information from the Meridian 1.

If your workstation has Color Customization, do not define the highlighted
state in the same color as the Exception screen element.

Report

If you display an ad hoc report on your workstation, the report status
indicator informs you of its status. When an ad hoc report is sent directly to
the printer, no indication of its statusis given.

The following status indicators can appear on the screen:

* Report Pending Thisindicatesthat Meridian MAX is processing the
report.
* Report Ready Thisindicates that the report isready to be viewed.

« Report Failed Thisindicatesthat the report could not be generated.
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Saving record definitions
You should save and exit from a display after creating each new record
definition. If you create several definitions without saving and exiting the
display each time, the new definitions could contain the same name.

For example, after creating a new tabular quadrant definition on the
Display Quadrant Definition screen, you should save the definition and exit
from the screen.
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Chapter 4. Getting started

Logging in

This section describes the stepsto log in to a Meridian MAX workstation.

Procedure 4-1
To log in to the Meridian Max

1 Turn on the workstation and display screen.

If Meridian MAX has been properly installed, a login screen appears as
shown in Figure 4-1.

Figure 4-1

Login screen

Meridian MAX Version 8 (Network)
Copyright 1990-1997, Northern Tel ecom

Enter Supervisor ID:
Entrer une ID de surveillant:

===>

/
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2 Type your login ID and press {RETURN}.

A password prompt only appears if the system administrator assigned
you a login password when creating your profile in the Supervisor
Definition feature. The password must be entered exactly as it was
assigned by the system administrator. Entering MyPassword is not the
same as entering mypassword.

3 If necessary, type the password and press {RETURN}.

If you have problems during login, refer to the “Encountering login
problems” section. If login is successful, refer to the “Main menu”
section in this chapter.

Encountering login problems
If thelogin ID that you entered in the login procedureis being used by
someone el se, a pop-up message appears as shown in Figure 4-2.

Figure 4-2
Login contention pop-up message

4 I

Meridi an MAX Version 8 (Network)
Copyright 1990-1997, Northern Tel ecom

The supervisor |D you have selected is
already | ogged on at another termnal.

Your options are:

1. Terninate the other session
2. Select a different supervisor ID

Enter supervisor |ID: 1000
Entrer une ID de surveillant :

P0853407 Standard 1.0 March 1997




Getting started 4-3

Follow Procedure 4-2 after the pop-up message appears.
Procedure 4-2
To handle duplicate logins

1 Press 1to complete the login and terminate the other session without
warning.
It is recommended that this be avoided unless the other user is using
your ID without authorization.

or

Press 2 to cancel the original login attempt and enter another login ID.

Main menu
The main menu, which appearsif the login procedure is successful, lists all
of the Meridian MAX features available to you. Figure 4-3 shows the main
menu available to the system administrators. The system administrator uses
the Supervisor Definition feature to determine which of these features
appears on your main menu.

Figure 4-3
Main menu

4 I

12: 00: 00

SUPERVI SOR 1000

. Profile Mintenance

Queue Statistics Display
Agent Status Display

Moni t or Anot her Supervi sor
Di splay Definition

. Report Definition

. Report Preview

. System Reports

. Configuration Control

10. Li st Managenent

11. Parameter Administration
12. Schedul e Definition

13. Enter System Adnministration Mde
14. Supervisor Messaging

15. Logout

PN oA LN

©

Use up and down arrows to nobve anpbng nmenu itens
and press ENTER to nake a sel ection.

HELP = Hel p

/
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Profile Maintenance
This feature provides information on the Meridian MAX features
which can be used by a specific supervisor. Accessto this feature can
be restricted. For more information, refer to the “ Checking your
personal profile” chapter.

Queue Statistics Display
This feature provides real-time information on the status of the queues.
You can access screens which came predefined with your system, or
view the customized screens you created through the Display
Definition feature. For more information, refer to the “Monitoring
queues’ chapter.

Agent Status Display
This feature provides real-time information on the status of agents and
the queues they are servicing. For more information, refer to the
“Monitoring agents’ chapter.

Monitor Another Supervisor
This feature provides access to the displays and reports being used by
another supervisor. Access to this feature can be restricted. For more
information, refer to the “Monitoring another supervisor” chapter.

Display Definition
This feature allows you to create your own queue statistics displaysto
obtain queue information according to your specifications. Access to
this feature can be restricted. For more information, refer to the
“Creating customized displays’ chapter.

Report Definition
This feature provides tools to create, display, modify, and print reports
regarding your agents, queues, and system. You can use predefined
tabular and graphical reports, or create your own. Access to this feature
can be restricted. For more information, refer to the “ Creating
customized reports’ chapter.

Report Preview
This feature allows you to view areport on your screen before printing
it. For more information, refer to the “ Previewing areport” chapter.
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System Reports
This feature provides predefined reports showing the current status of
the Meridian MAX. Access to this feature can be restricted. For more
information, refer to the “ Creating system reports’ chapter.

Configuration Control
This feature allows you to change the configuration of the Meridian
MAX. Thisincludes reassigning agents, queues, thresholds, recorded
announcements, trunk assignments, and overflow targets. Accessto
this feature can be restricted. For more information, refer to the
“Adjusting the Meridian 1 configurations’ chapter.

List Management
This feature allows you to group objects (such as queues, trunks,
agents, and so on) in consecutive or nonconsecutive order in alist.
These lists allow changes to be made to all the objects at one time.
They are also used in reports to produce data relating only to the
specified objects. For more information, refer to the “ Creating lists”
chapter.

Parameter Administration
Thisfeature allows you to define the parameters to be used in the
Meridian MAX. Thisincludes defining the system users, time frames,
gueues, thresholds, routes, and so on. Accessto this feature can be
restricted. Refer to the “ Obtaining system administration access’
section for instructions on accessing this feature. For more information
on thisfeature, refer to the “ Customizing your Meridian MAX”
chapter.

Schedule Definition
Thisfeature allows you to define the times to be used to print reports
and execute configuration control change orders. Access to this feature
can be restricted. Refer to the “ Obtaining system administration
access’ section in this chapter for instructions on obtaining access. For
more information on this feature, refer to the “ Scheduling reports and
change orders’ chapter.
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Enter System Administration Mode
Thisfeature provides an optional security measure to prevent accessto
the Parameter Administration and Schedule Definition features. This
feature only appears on the main menu if access to the system
administration modeis restricted. Refer to the “ Obtaining system
administration access’ section in this chapter for details.

Leave System Administration Mode
This feature provides an exit from the system administration mode.
This feature appears only if the “Enter System Administration Mode”
feature has previously been selected. Once the system administration
mode is exited, the Parameter Administration and Schedule Definition
features appear dimmed on the main menu indicating that you cannot
select them.

Supervisor Messaging
This feature allows you to send and receive messages from other
supervisors and system administrators. Thisfield only appearsif your
system has access to the Network Administration Center (NAC). For
more information, refer to the “ Sending messages to supervisors”
chapter.

Logout
Thisfeature logs you out of Meridian MAX. Turning your workstation
off, or exiting Reflection 4+ or MTE does not |og you off the system.

Obtaining system administration access
The Parameter Administration and Schedule Definition features provide
system parameters which can only be accessed by properly trained
Meridian MAX users. Meridian MAX provides two optiona security
measures to restrict access to these areas. These security measures include

e assigning a system administration password in the Miscellaneous
Options feature (The “Enter System Administration Mode” feature only
appears on the main menu if a system administration password is
assigned.)

» disabling access to the Parameter Administration and Schedule
Definition fields when creating the supervisor’s profile
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Follow Procedure 4-3 to enter the system administration mode and access
the Parameter Administration and Schedule Definition features.

Procedure 4-3

To enter the system administration mode

1 Ask the system administrator to enable access to the Parameter
Administration and Schedule Definition features in your profile.

2 Ask the system administrator for the system administration password
assigned in the Miscellaneous Options feature.

3 Select the “Enter System Administration Mode” feature from the main
menu.

A pop-up window appears to enter the system administration password.

4 Enter the system administration password assigned in the
Miscellaneous Options feature.

If the procedure is successful, the Parameter Administration and
Schedule Definition features no longer appear dimmed on the main
menu. You can now access these features.

Meridian MAX 8 system limits
Thetablesin this section list the system limitations for Meridian MAX 8.

These limits determine the number of user definitions which can be created,
such as report formats, change orders, and schedul e definitions.

User string limits

Many of the user definitions require one or more user strings to be allocated
by Meridian MAX. These definitions have alimit of user strings. The user
string limits may be reached before the user definition limits are reached.

For example, 3500 user strings are allowed for report parameter definitions
on an SNN/SNN-E system. Each definition requires two user strings. Your
system could have 500 public definitions. Each of your 210 supervisors
could also have five private definitions and one ad hoc definition. In this
example, the number of definitions required is 1760. Thisis calculated by
using the formula500 + (5 + 1) * 210. This also requires 3,520 user strings
(1760 * 2). This exceeds the 3500 user string limit.
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Positions
If the number of Meridian 1 agent positions exceeds the maximum number
of defined positions on the Meridian MAX, the extra positions and their
associated ACD-DNs do not appear on the supervisor display screens and
reports. For example, if the Meridian MAX has enabled 20 ACD positions
and 30 positions have been defined in the Meridian 1 software, the 10 extra
ACD positions function correctly, but their datais not reflected in any of
the supervisor display screens and reports. Unreported positions and queues
can affect the accuracy of the Meridian MAX statistics and reports.

The report control function, available to Meridian 1 switches with X11
Release 17 or higher, can turn off the reporting function for queues where
reporting is not required.

Total limits
Total limits cannot be exceeded by the sum of their components. In Tables
4-3 and 4-6, the components of a“Total” limit are indented beneath the
total.

For example, Table 4-3 lists the total real-time statistics display quadrant
definitions, both public and private, as 500. If an SNN system has 240
Meridian MAX supervisors and 250 public definitions, only 250 definitions
remain for supervisors' private definitions. Therefore, most supervisors
cannot define the maximum number of private definitions that the system
alows. Conversely, if supervisors maximize their private definitions, the
number of public definitionsisimpacted.

Note: Some limits apply across multiple views. Thetotals for the
formula, format, and quadrant definitions include those definitions
defined in all the statistic groups. List definition totalsinclude those
defined for all list types. For example, only 250 formula definitions
can be created for all of Meridian MAX.
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General Meridian MAX limits

Table 4-1 lists the general system limitations for Meridian MAX 8.

Table 4-1
General Meridian MAX 8 limits

System parameter IPE IPE-E SNN/SNN-E
Historical data database — available disk space (in 90 250 460
Mbytes)

Supervisor terminal ports (if no load management 5 38 38
link or network link configured)
Total printers per Meridian MAX system (system 12 12 28
and local)
System printers (connected directly to Meridian 2 2 8
MAX)
Local printers * 10 10 20
Total simultaneous active MIS supervisor logins 20 20 60
Simultaneous active MIS supervisor logins 20 20 60
through LAN
Simultaneous supervisor logins through direct 5 38 38
connection
Total number of ACD-DNs which an agent can 5 5 5
service simultaneously if MQA is enabled
MIS supervisors 240 240

* Only one local printer is allowed per supervisor workstation with Meridian Terminal Emulator.
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Basic ACD parameter limits
Table 4-2 lists the basic ACD parameter limits that correspond to the
Meridian 1 ACD system limits.

Table 4-2
Basic ACD parameter limits (corresponding to Meridian 1 ACD limits)
System parameter IPE/IPE-E | SNN/SNN-E
ACD queues (of all types) 100 240
MEI-Network: Simultaneous active connections 1 1
MEI-Observe: Simultaneous active connections 3 3
MSI: Simultaneous queues that can be sent 64 64
Agent and supervisor positions 200 1200
ACD supervisors 100 240
ACD agents 500 2400
Routes (of all types) 128 256
Trunks (of all types)* 1330 2000
DNIS 1000 5000
Activity codes 500 1000
* A trunk is a combination of the route number and the route member number. Route
member number 0 (zero) is used as a dummy route number when the detailed trunk level
reporting is disabled.

Note: The Meridian 1 parameter limits should be less than or equal to
the Meridian MAX basic ACD parameter limitsin Table 4-2. If
incorrect limits are used, the Meridian MAX system can operate, but it
may ignore ACD data outside these limits.
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Display Definition limits
Table 4-3 lists the limits in the number of definitionsin the Display
Definition feature. The strings in the definitions can be defined in two

languages.

Table 4-3
Display Definition limits

System parameter IPE/IPE-E SNN/SNN-E Max. User Max. User
Strings Strings
Required Allowed
Screen definitions (public and 1450 1450 2900 n/a
private)
Screen definitions (public) 250 250 500 n/a
Screen definitions (private 5 5 2400 n/a
per Meridian MAX
supervisor)
Quadrant definitions (public and 500 500 2000 n/a
private)
Quadrant definitions (public) 250 250 1000 n/a
Quadrant definitions (private 5 5 4800 n/a
per Meridian MAX
supervisor)
Display formula definitions 250 250 1500 550*

(excluding standard formulas)

* The formula definition user string limit is a total of display formula definitions and report

formula definitions.
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Configuration Control limits

Table 4-4 liststhe limits in the number of definitions in the Configuration
Control feature. The strings in the definitions can be defined in two

languages.

Table 4-4
Configuration Control limits

System parameter IPE/IPE-E | SNN/SNN-E Max. User Max. User
Strings Strings
Required Allowed
Change order definitions* 100 100 200 375
Position assignments and 3340 3340 0 n/a
parameters
Overflow threshold values 3340 3340 0 n/a
Overflow and interflow targets 3340 3340 0 n/a
Recorded announcements 3340 3340 0 n/a
Night service parameters 3340 3340 0 n/a
Trunk assignments 3340 3340 0 n/a
CDN parameters 3340 3340 0 n/a
Day routing tables 3340 3340 0 n/a
Night routing tables 3340 3340 0 n/a

* The actual number of change orders is limited to the type of change order being performed
and the size of the database it is stored in. For example, a change order could modify 340
trunk assignments. This causes 340 records to be stored in the trunk assignments table. This
table can only contain 3340 records. If another 10 change orders were created to change 300
trunk assignments each, the table would be at its maximum. New change orders could not be
saved even though only 11 change orders had been created.
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List Management limits
Table 4-5 lists the limits in the number of definitionsin the List
Management feature. The user strings can only be defined in one language.
User strings in the List Definition feature are stored in a different way. This
means there are no separate user string limits for this feature.

Table 4-5

List Definition limits

System parameter IPE/IPE-E SNN/SNN-E
List definitions 250

List elements per list definition 200

List elements per system 25 000

Report Definition limits
Table 4-6 lists the limits in the number of definitionsin the Report
Definition feature. The strings in the definitions can be defined in two

languages.
Table 4-6
Report Definition limits
System parameter IPE/IPE-E | SNN/SNN-E Max. User Max. User
Strings Strings
Required Allowed
Report parameter definitions 1940 1940 3880 3500
(public, private, and ad hoc)
Report parameter definitions 250 500 1000 included
(public) or 500 above
Report parameter definitions 5 5 2400 included
(private per Meridian MAX above
supervisor)
Report parameter definitions 1 1 480 included
(ad hoc per Meridian MAX above
supervisor)
— continued—
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Table 4-6 (continued)
Report Definition limits

System parameter IPE/IPE-E | SNN/SNN-E Max. User Max. User
Strings Strings
Required Allowed
Tabular format definitions (public 250 250 2500 3575
and private)
Tabular format definitions 100 100 1000 included
(public) above
Tabular format definitions 5 5 12 000 included
(private per Meridian MAX above
supervisor)
Graphic format definitions 250 250 1500 825
(public and private)
Graphic format definitions 100 100 600 included
(public) above
Graphic format definitions 5 5 7200 included
(private per Meridian MAX above
supervisor)
Report formula definitions 250 250 1500 550*
(excluding standard formulas)
Spectrum definition bins 60 60 n/a n/a
(internal)
Spectrum definition categories 10 10 n/a n/a
Period definitions 13 13 13 13
Shift definitions 5 5 5 5

formula definitions.

* The formula definition user string limit is a total of display formula definitions and report

—end—
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Schedule Definition limits

Table 4-7 lists the limitsin the number of definitionsin the Schedule
Definition feature. The strings in the definitions can be defined in two

languages.

Table 4-7

Schedule Definition limits

System parameter IPE/IPE-E SNN/SNN-E Max. User Max. User

Strings Strings

Required Allowed

Schedule definitions 100 100 200 125

Schedule times 40 40 n/a n/a

Total scheduled change orders 1000 1000 n/a n/a

Attached change orders per 100 100 n/a n/a

schedule definition

Total scheduled historical 1000 1000 n/a n/a

reports

Attached historical reports per 100 100 n/a n/a

schedule definition

NAC Connectivity limits
Table 4-8 lists the limits in the number of definitionsin the NAC
Connectivity feature. The user strings can only be defined in one language.
User stringsin the NAC Connectivity feature are stored in adifferent way.
This means that there are no separate user string limits for this feature.

Table 4-8

NAC connectivity limits

System parameter IPE/IPE-E | SNN/SNN-E
ACD-DNs with real-time statistics sent to NAC (average) 16*

Supervisor messages unread 50

Supervisor messages saved 20

—continued—
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Table 4-8 (continued)
NAC connectivity limits

System parameter IPE/IPE-E | SNN/SNN-E

Supervisor messages held in outgoing list 5

* NAC allows a total of 160 ACD-DNs for the entire network, and NAC supports up to 10
nodes. On average, data for 16 ACD-DNs are sent to the NAC. The NAC Display
Definition determines the specific ACD-DNs to be sent.

—end—

Parameter Administration limits
Table 4-9 lists the limits in the number of definitionsin the Parameter
Administration feature. The user strings can only be defined in one
language. User strings in the Parameter Administration feature are stored in
adifferent way. This means that there are no separate user string limits for

thisfeature.
Table 4-9
Parameter Administration limits
System parameter IPE/IPE-E | SNN/SNN-E
Supervisor Definitions 240
Time Frames Definitions 18
Threshold Definitions 100 240
ACD-DN/CDN Definitions 100 240
Agent Definitions 500 2400
Route Definitions 128 256
DNIS Definitions 1000 5000
Activity Definitions 500 1000
Language Definitions 2

P0853407 Standard 1.0 March 1997



Getting started 4-17

X11 dependency

Certain Meridian MAX releases have certain requirements relating to the
Meridian 1 and the report control feature.

Meridian MAX and X11 report control
The report control feature controls which queues are reported on by the
Meridian MAX. Ensure that the report control setting is the same between
CDNs and their target ACD-DNSs, and between ACD-DNs and their
overflow and interflow target ACD-DNs. If the report control settings do
not match, report data may be inconsistent. For example, if a CDN has
report control set to ON but one of itstarget ACD-DNs hasiit set to OFF,
the call appearsin the CDN information on the report, but it does not
appear when the call transfersto itstarget ACD-DN. All queuesused in
MQA must have the report control feature enabled on the Meridian 1.
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Chapter 5: Customizing your Meridian MAX

The Parameter Administration feature allows you to define the variables to
be used by your Meridian MAX. These variablesinclude supervisor
profiles, time frames, thresholds, ACD-DN/CDNSs, agents, routes, DNIS,
activity codes, languages, and miscellaneous options.

Thisfeature appears only if you are a supervisor with system administration
capabilities, and Parameter Administration is enabled in your profile.
Accessing this feature

To access this feature, select “ Parameter Administration” from the main
menu. The submenu, shown in Figure 5-1, appears.
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Figure 5-1
Parameter Administration submenu

/

SUPERVI SOR 1000

\

12:00: 00

©ENOORONE

Profile Maintenance

Queue Statistics Display

Agent Status Display

Moni tor Anot her — Which Mde?
Di splay Definit 1. Exit
Report Definitio 2. Supervisor Definition
Report Preview 3. Time Franes Definition
System Reports 4. Threshol d Definition
Configuration Col 5. ACD-DN CDN Definition
Li st Managenent 6. Agent Definition
Paranet er Admi ni 7. Route Definition
Schedul e Definit 8. DNI'S Definition
Supervi sor Messa 9. Activity Definition
Logout 10. Language Options

11. M scel | aneous Options

Use up and down arrows to nbve anpbng nenu itens
and press ENTER to nmake a sel ection.

HELP = Hel p

/

The procedure for creating or modifying records is similar to many of the
Parameter Administration features.

Procedure 5-1
To create Parameter Administration records

Select “Parameter Administration” from the main menu.

1

A submenu appears.

Select a feature from the submenu.

The corresponding screen appears.

Change the appropriate fields.

Press [Commands] and save the record.

Exit from the display.
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Supervisor Definition
The Supervisor Definition feature allows supervisors to view, create,
modify, and delete supervisor profiles. The supervisor profiles determine
the areasin the system that a supervisor can access, along with the
appearance and update rate of their displays.

Usually, only afew system administrators or supervisors have access to this
feature.

Up to 240 supervisor definitions can be created.

Figure 5-2
Supervisor Definition display
e I
12: 00: 00
__ Supervisor Definition
MAX Supervisor |D 2230 Nane M chael Hotchki ss
Meridian 1 Position ID 373-3700 Passwor d
Language English
Default Queue Display Standard G aphic Queue Display
Statistics Update Rate 10 DN Di spl ay Nares
Default View d obal Di spl ay Name Enabl ed
Energency Status Di sabl ed Audi bl e Alarm Di sabl ed
Col or Custoni zation Enabl ed Di splay Definition Enabl ed
Banner Page Enabl ed
Profile Maintenance Enabl ed G oup Menmber Definition Enabl ed
G obal Statistics Enabl ed System Admi ni stration Enabl ed
Moni tor Mde Di sabl ed Paramet er Administration Enabled
Report Definition Enabl ed Schedul e Definition Enabl ed
System Reports Enabl ed Configuration Control Enabl ed
Super vi sor Messagi ng Enabl ed Rermote Printing Di sabl ed
Local Printer Override Disabled CDN Menber Definition Enabl ed
Tabul ar Printer Laser jet
Graphic Printer Laser jet

HELP = Help PF1= Conmmands PF2 = Options PF3 = Edit field Renove = Erase field

\

/

Note: Not al the features may appear as shown in Figure 5-2. Certain
features may not be offered because of system configurations and
security restrictions such as those defined in the Supervisor Definition
screen.
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Function keys
Help=Help
This function key provides information regarding the selected feature and
itsfields.

PF1=Commands
The following commands are available after pressing [Commands]:

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Read an existing supervisor definition
This command retrieves an existing supervisor definition record and
displaysit on the screen.

Reset fields to default values
This command resets any modified fields to their default values.

Save changes to the current supervisor definition
This command saves any changes made to the supervisor definition
record on display.

Delete an existing supervisor definition
This command del etes an existing supervisor definition record from
the system.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for afield.

PF2=Select no options
This function key removes the Options popup from the screen.

PF3=Edit field
This function key allows afield to be edited.

PF3=End editing
This function key ends the editing processto afield.

Remove=Erase field
This function key removes the contents of afield.
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F6=Change colors

This function key allows you to define color settings for your screen
display elements. It appears only if the Color Customization field is
enabled. For more information, refer to the “ Customizing the screen colors”
chapter.

F7=Group member definition

This function key allows you to compose alist of supervisors whose
real-time displays you may wish to view while you are in the Queue
Statistics Display or Agent Status Displays features. This function key only
appearsif the Group Member Definition field is enabled in your profile.

After pressing this function key, awindow appears to enter the Meridian 1
position IDs of the supervisors you wish to view. Enter the IDsin the
format #—HHHHE Or H#itHH#H#HE. These | Ds can a so be changed by pressing
[Edit field] or removed by pressing [Erase field]. Press [Exit] after all the
IDs have been entered or modified. Remember to save your changes.

To use thislist, go to one of the queue statistics displays or agent status
displays. Make certain you are in supervisor view, not global view. Press
[Next supervisor] to display the statistics for the next supervisor in your
list. To access a specific supervisor, type the supervisor position |D number
and press the function key. Do not press{ RETURN]} after the ID number.

F8=CDN member definition

Thisfunction key alows you to identify alist of CDNs to monitor in the
Standard Control DN Statistics Display, accessed through the Queue
Statistics Display feature.

All CDNsin the system can be viewed in this display while in global view.
However, this function key allows you to define specific CDNsto view
while in supervisor view. Thisfunction key only appearsif the CDN
Member Definition field is enabled in your profile and the CCR/EAR MIS
option is activated.

After pressing this function key, awindow appears to enter the CDN IDsto
monitor. Enter the IDsin the format ##H—#HH# or #iHEH#H#. You can specify
CDNs which may not yet be defined on the Meridian 1.
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To choose from alist of CDNs currently defined on the Meridian 1, press
[Current CDNSs]. When you have finished selecting from the list, press
[Remove Current CDNSs]. The CDNs can a so be changed or removed from
the window. Press [Exit] after all the CDNs have been entered or modified.

To usethislist, go to the Standard Control DN Statistics Display in the
Queue Statistics Display feature. Make certain you are in supervisor view,
not global view. The CDNs from the list appear on the display.

The CDNsyou entered in the list are only validated against the switch
CDNs when the Standard Control DN Display appears. This means only the
valid switch CDNs are shown on the display.

Fields
MAX Supervisor ID
Thisfield displays the supervisor’slogin ID. It can be any one- to four-digit
number. The supervisor always logs on to the system using this number.

Name
Thisfield displays the supervisor’s name.

Meridian 1 Position ID

Thisfield provides the Meridian 1 position ID for the supervisor’s
telephone set. This position 1D, which contains up to seven digits,
determines the supervisor’s queues and agents. A position ID of 0 (zero)
can be used to indicate agents that are not assigned to a supervisor 1D.

Defining thisfield allows access to the Queue Statistics Display feature and
the Agent Status Display feature.

Password

Thisfield isthe supervisor’s user-specific password. If you enter a
password in thisfield, the supervisor is prompted to enter the password at
each login. Leaving the field blank bypasses the password prompt at login
and displays the main menu as soon as the Meridian MAX supervisor ID is
entered. Since blanks are valid charactersin thisfield, ensure that there has
been no password entered by using the [Erase Field] function key.

You can enter any aphanumeric character string up to 16 characters long.
Punctuation marks and mathematical symbols may also be used. The
password is also case sensitive.
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Language

Thisfield contains the language in which the supervisor communicates with
the system. It defaults to the system default language. Thisfield only
appears on multilingual systems.

Default Queue Display

This field shows the name of the real-time queue statistics display to appear
when the supervisor first enters the Queue Statistics Display feature. This
display can be a standard, public, or personal display.

Statistics Update Rate

This field determines the number of seconds between each screen update
while in the Queue Statistics Display feature. The default update rate is 30
seconds.

DN Display
This field determines whether DNs are shown by name or by number in the
real-time and configuration control displays.

Default View

This field determines whether the default real-time displays are to be
viewed in supervisor or global mode when the supervisor first logsin to the
system. In supervisor view, the system displays the information relating to
the supervisor. In global view, the system displays the information for all
SUPErVisors.

Display Name
This field determines whether the supervisor’s nameis displayed asthetitle
of the main menu screen. The default is to display the MAX Supervisor ID.

Emergency Status

This field determines whether the agent’s name and position ID are
displayed in the status bar of the supervisor’s display in the event of an
agent emergency. This allows the supervisor to determine which agent
may require assistance.

Audible Alarm

This field determines whether the supervisor’s workstation beeps if one of
the agents indicates an emergency. The Emergency Satus field must be
enabled to use this option. This option does not work if the workstation is
not equipped with an alarm.
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Color Customization

Thisfield determines whether the supervisor can change the colors on his
or her displays or menus. Thisfield only appearsif the MTE optionis
enabled. If the Color Customization field is set to enabled, the [Change
Colors] function key is displayed. Press this key to access the Screen Color
Definition screen. For more information, refer to the “ Customizing the
screen colors’ chapter.

Display Definition

Thisfield controls whether the supervisor has access to the Display
Definition feature. This feature allows the supervisor to create rea -time
gueue statistics displays.

Banner Page

This field determines whether all of the supervisor’s real-time snapshot
reports and system reports are printed with a banner page. A real-time
snapshot report is printed from displays such as Queue Statistics Display
and Agent Status Displays.

Once the banner page feature is enabled, the supervisor can disable or
reactivate it by accessing his or her profile through the Profile Maintenance
feature.

Profile Maintenance
This field determines whether the supervisor can change his or her own
profile.

Group Member Definition

This field determines whether the supervisor can access the [Group member
definition] function key. This key allows the person to compose a list of
supervisors whose real-time displays the supervisor may wish to view while
in the Queue Statistics Display or Agent Status Displays features.

Global Statistics
Thisfield determines whether the supervisor has access to the global view
of the queue statistics displays and the agent status display.
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System Administration

This field determines whether the supervisor has system administration
privileges. System administrators are responsible for the maintenance of
global definitions such as public report definitions, configuration control
change orders, schedule definitions, and parameter administration.

Monitor Mode

This field determines whether the supervisor can view the current display
or last report for another supervisor. The Monitor Another Supervisor
feature appears on the main menu if this feature is enabled.

Parameter Administration

This field determines whether the supervisor has access to the Parameter
Administration mode which allows the supervisor to build a database. The
System Administration field must also be enabled to gain accessto
Parameter Administration.

Report Definition
This field determines whether the supervisor can access the Report
Definition feature to create reports.

Schedule Definition

This field determines whether the supervisor can access the Schedule
Definition feature to schedule the times to print reports and execute
configuration control change orders.

System Reports
Thisfield determines whether the supervisor can access the System Reports
feature to print reports showing the current status of the Meridian MAX.

Configuration Control

This field determines whether the supervisor can access the Configuration
Control feature to change the configuration of the system whileit is
running. Thisfield only appearsif your system has the Configuration
Control feature enabled.

Supervisor Messaging

Thisfield indicates whether the supervisor can access the Supervisor
Messaging feature to send messages to other supervisors and system
administrators. Thisfield only appearsif your system has NAC.
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Remote Printing

Thisfield indicates whether the supervisor can access the Remote Printing
feature to send nodal reports to the default printer at the NAC site. It also
allows nodal and network supervisors to read the same report
simultaneously. Thisfield only appears if your system has NAC.

Local Printer Override

Thisfield allows reports to be sent to adefined local printer rather than to
the default printer. The supervisor can move to another PC-based
workstation with alocal printer attached to it. The reports the supervisor
prints to the default printer are printed at the local printer. This feature can
only be used if the PC isrunning MTE.

CDN Member Definition

Thisfield allows the supervisor to access the [CDN member definition]
function key. Through the function key, the supervisor can define the CDNs
to monitor while in supervisor view in the Standard Control DN Statistics
Display. Thisdisplay is accessed through the Queue Statistics Display
feature. Your system must have the CCR/EAR MIS option enabled before
thisfield appears.

Tabular Printer
Thisfield identifies the printer to be used to print the tabular reportsin the
Report Definition feature. System reports are also sent to this printer.

If aprinter is not assigned, the report goes to the default tabular printer
defined in the Miscellaneous Options feature.

Note: Data stream output devices cannot be used as default tabular
printers.

Graphic Printer
Thisfield identifies the printer to be used to print the graphic reportsin the
Report Definition feature. System reports are also sent to this printer.

If aprinter is not assigned, the report goes to the system default graphic
printer defined in the Miscellaneous Options feature.

Note: Data stream output devices cannot be used as the default
graphic printer.
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Time Frames Definition

The Time Frames Definition feature defines or changes the time frames
used in reports. These time frames include shifts, weeks, or periods.

Shift definition defines or changes the shifts used to divide up statistics on
management reports. Period definition enables you to establish or change
the time range used in reports printed by period. Shift datais also based on
interval data, and period datais based on daily data.

Note: A period report only contains dataif your system has daily
historical data covering the specified periods. Some periods may not
contain any data or only contain data covering part of the period.

After the Meridian MAX isinstalled, predefined English entries
automatically appear in the Shift Name and Period Name fields (for
example, “Morning” and “January”). The Period Name entry may be
changed after installation to reflect your business needs. For instance, a
year can be divided into months instead of quarters.

Up to 18 time frame definitions can be created.
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Figure 5-3
Time Frames Definition screen
e I
12: 00: 00
Tine Franes Definition
Nunber of Shifts: 3 Nurmber of periods : 12
Shift Name Start Tinme Period Nanme Start Date
1 Mor ni ng 0: 00 1 January 1/1
2 Day 8: 00 2 February 2/ 1
3 Eveni ng 16: 00 3 March 3/1
4 April 4/ 1
5 My 5/1
6 June 6/1
7 July 711
8 August 8/1
9 Septenber 9/1
10 Cctober 10/ 1
11 Novenber 11/1
12 Decenber 12/1
First day of week : Mnday
End date of |ast period : 12/31

HELP = Help PF1= Conmands PF2 = Options

\.

Function keys
Help=Help
This function key provides information regarding this feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit
This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.
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Fields

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
Thisfunction key allows afield to be edited.

PF3=End editing
This function key indicates that no further editing is required to the field.

Remove=Erase field
This function key removes the contents of afield.

Number of Shifts

Meridian MAX alows up to five defined shifts. If your operation has more
than five shifts or requires overlapping shifts, define the time frames as
intervals rather than shifts using Report Parameter definition. Your reports
print out according to these intervals.

If you change the Number of Shiftsfield, the system adds a new shift
number to the list of shifts, and prompts you for a Shift Name and a Shift
Sart Time. You may add or edit shift names and start times whenever
required.

Note: The start time for Shift Number 1 is predefined as 0:00 and
cannot be changed; you may, however, change Shift Name. The ending
time for the last shift definition is 23:59:59.

Shift Name
Thisfield displays the name of the shift, such as“Day” or “Night”.

Start Time

Thisfield describes the time of day that the shift starts (using a 24-hour
clock), given in the form hh:mm, where “mm” must be either 00 or 30.
Note that you cannot enter the start time field for the first shift asit isfixed
by the system to start at midnight.
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First day of week
Thisfield allows you to define the first day of your company’s week for
weekly reporting purposes.

ATTENTION
The First day of week field should be set in precutover mode before
your system isin operation. If you change this day, all data
previously collected by week islost. If it is necessary to change the
first day of the week, print out all reports up to that date, ending at
midnight of the last day.

Number of Periods

Thisfield specifies the number of time periods to be used. Up to 13 periods
can be specified for any one year between January 1 and December 31. The
periods can be as long as you want, but Meridian MAX can only retain data
for as many days as are defined in your capacity configuration. Refer to the
Meridian MAX 8 Installation Guide (NTP 553-4001-111), “Meridian MAX
system configuration” chapter, “ Setting the capacity configurations’
section.

Period Name

Thisfield provides the name of the period (for example, January, February,
and so on). This can be up to 16 characters including spaces and special
characters.

Start Date

Thisfield defines the date on which the period starts. Dates should bein the
format mm/dd. The period ends on the day prior to the start of the next
period. This meansthat all period start dates must be defined in
chronological order.

End date of last period

Thisfield specifies the end date of the last period which you defined. The
end dates of the remaining periods are automatically defined as the day
before the start date for the periods that follow.
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Threshold Definition
The Threshold Definition feature is used to define sets of thresholds which
are assigned to ACD-DNs and CDNs. When these thresholds are reached or
exceeded, the statistics are highlighted on the real-time displays.

Supervisors only need to be notified when calls are abnormal. Therefore,
you should have a queue in mind when you assign these threshold values.
They should consider factors which affect an agent’s ability to handle
incoming calls, such as the type of call or the time required to deal
adequately with customers and paperwork.

The threshold information you enter is effective at midnight or immediately
upon rebooting the system. These thresholds are used in the thresholds field
in the Display Definition field. On an IPE/IPE-E platform, 100 thresholds
definitions can be created. On an SNN/SNN-E platform, 240 definitions
can be created.

Note: Threshold values requesting time entries should be entered in
seconds from 0 to 9999.

Figure 5-4
Threshold Definition screen
12: 00: 00
Threshol d Definition
Threshol d # Agent Threshol ds Queue Threshol ds User Defined
1 ACD Tal k 0 Del ay Objective... 10 UD1> Nunber Agts 5
Not Ready.. O Service bjective. 90% UD2> Unnaned... O
Wait....... 0 Avg. Answer Delay 50 UD3> Unnaned... 1
DN In...... 0 Short Call 10 UD4> Unnaned... 2
DN Qut..... 0 Local Calls Wit 4 UD5> Unnaned... 3

val kaway... O Network Calls Wit 6

HELP = Help PF1= Conmmands PF2 = Options PF3 = Edit field REMOVE = Erase field
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Function keys
Help=Help
This function key provides information regarding this feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns to the Parameter Administration submenu
without saving any changes.

Save and exit
This command saves the changes and returns to the Parameter
Administration submenu.

Define threshold names

This command displays a subscreen to assign names to the
user-defined thresholds on this screen. Refer to the “ User Defined
fields’ section in this chapter.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key allows the field to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Remove=Delete record
This function key deletes a record.
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General fields
Threshold Number
This number labels the list of threshold values. It is entered in the
ACD-DN/CDN definition screen to assign a specific set of thresholdsto a
queue.

Agent Threshold fields
The following statistics indicate alarm conditions in the agent status

displays.

Note: If MQA isenabled, the agent’s alarm conditions are based on
the thresholds defined for the in-use queue.

ACD Talk

Thisfield shows the maximum time an agent should spend on an ACD call.
Thisthreshold is also used by the consult state. This means that the timer
continues when the agent goesinto the consult state instead of resetting to
zero. When this threshold is exceeded, it is highlighted on the screen. The
ACD Talk field does not apply to CDN queues. The default value is 30
seconds.

Not Ready

This field shows the maximum time an agent should spend in the Not
Ready state. Thisfield does not apply to CDN queues. The default valueis
30 seconds.

Wait

Thisfield shows the maximum time an agent should spend waiting for an
ACD call. Thisfield does not apply to CDN queues. The default value is 30
seconds.

DN In

This field shows the maximum time an agent should spend on an incoming
DN call. Thisfield does not apply to CDN queues. The default value is 30
seconds.

DN Out
Thisfield shows the maximum time an agent should spend on an outgoing
DN call. Thisfield does not apply to CDN queues. The default value is 30
seconds.
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Walkaway

Thisfield shows the maximum time an agent should spend in walkaway
status. Thisfield does not apply to CDN queues. The default valueis 30
seconds.

A walkaway state occursin the following instances:
e Theagent has placed the DN call on hold and disconnected the

headset.

e Theagent has activated the Not Ready key, placed the DN call on hold,
and disconnected the headset.

e Thecall has been terminated while the agent has the Not Ready key
activated.

Queue Threshold fields
The following statistics indicate alarm conditions in the queue statistics
displays:

Delay Objective

Thisfield shows the desired time within which al calls should be
answered. Thisfield appliesto CDN queues. The default valueis 30
seconds.

Service Objective
Thisfield shows the lowest value the delay level % should reach. Thisfield
also appliesto CDN queues. The default value is 80%.

Avg. Answer Delay

Thisfield shows the average time a caller should have to wait to be
answered. Thisfield also appliesto CDN queues. The default valueis 30
seconds.

Short Call

Thisfield defines the upper time limit of ashort call. Thisdatais used
exclusively in historical data collection to record the number of calls which
have a duration less than this threshold. Short calls are often generated
when a caller has diaed the wrong number. Thisfield does not apply to
CDN queues. The default value is 30 seconds.
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Local Calls Wait

Thisfield shows the maximum number of local calls that can wait to be
answered by an agent. Thisfield appliesto CDN queues. The default value
is6.

Network Calls Wait
Thisfield shows the maximum number of network calls that can wait to be
answered by an agent. The default value is 6.

User Defined fields
UD1, UD2, UD3, UD4, UD5
User-defined (UD) thresholds are those created by the supervisor. Five
user-defined thresholds can be set. These statistics are selected from the
display statistics, described in the “ Display statistics groups’ chapter. These
thresholds are used in the customization of real-time tabular queue
statistics.

Changes in the threshol ds take effect at midnight. For more information on
thresholds, refer to the “ Display Definition” chapter, “ Setting thresholds”
section.

To create a user-defined threshold, move the cursor to the User Defined
field. Press PF1 to access the Commands menu. Choose the “ Define
threshold names” menu item. Enter a threshold name in the pop-up window
(maximum 10 characters) for each of the definitions.

Figure 5-5
Threshold Name Definition pop-up window

——  Threshold Name Definition ——

NAME FOR “ UD1”
NAME FOR “UD2"
NAME FOR * UD3"
NAME FOR “UD4”
NAME FOR * UD5"
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With the cursor on a name field, the name may be changed in three ways:
¢ Typethe new name and press [Return].

e Press[Edit field] to edit the name.

e Press[Erasefield] to erase the name.

Fill in or change the names as desired, then press [ Exit] to return to the

main Threshold Definition screen. Changes to the names are only saved if
the " Save and exit” command is used in the main screen.
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ACD-DN/CDN Definition

The ACD-DN/CDN Definition feature enables you to assign aname and a
set of thresholds to each ACD-DN or CDN. The threshold set is defined in
Threshold definition.

If your system does not have the Meridian MAX option CCR/EAR MIS,
then disregard any referencesto the CDN (Control DN) in this subsection.

On an | PE/IPE-E platform, 100 ACD-DN/CDN definitions can be created.
On an SNN/SNN-E platform, 240 definitions can be created.

Figure 5-6
ACD-DN/CDN Definition screen

4 I

12: 00: 00

ACD-DN CDN Defini tion

ACD-DN CDN ACD/ CDN Nane Threshol d Nunber
555-2885 Servi ce 1
555-2888 Sal es 1
555-2890 Reservati ons 6
555-2891 Inquiries 1
555-2896 Pronoti ons 2

HELP = Help PF1= Commands PF2 = Options REMOVE = Delete record

N
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Function keys
Help=Help
This function key provides information regarding this feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit

This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key alows afield to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Remove=Delete record
This function key deletes a record.
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Fields

ACD-DN/CDN

Thisfield provides the number of the ACD-DN/CDN. The format of this
field is ##-##H#. |f anew ACD-DN/CDN number is entered, the new
record is created and placed in sequential order. If an existing
ACD-DN/CDN number is entered, the cursor moves to the existing record.

To delete an ACD-DN/CDN, press the [Delete record] function key while
the cursor isin the ACD-DN/CDN field.

ACD-DN/CDN Name

Thisfield provides the name of the ACD-DN/CDN. This name appears on
displays and reports in the system. This name can be a maximum of 16
characterslong including spaces and special characters. In printed reports,
this name field istruncated to eight characters.

A Routing DN is considered an ACD-DN. It is recommended that you
include a special prefix to the name of a Routing DN to distinguish it from
anorma ACD-DN.

Threshold Number

Thisfield links the ACD-DN/CDN to athreshold set defined in the
Threshold Definition feature. For example, if “1” is entered, this
ACD-DN/CDN will use the thresholds assigned to Threshold # 1 in the
Threshold Definition feature. If thisfield is|eft blank, the default
thresholds are used for this ACD-DN/CDN.

After you have saved and exited, the information you entered is effective
immediately for name changes, and after midnight for threshold changes.
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Agent Definition

The Agent Definition feature is used to create and maintain an agent
database. The agent database isalist of agents, their agent identification,
and other relevant information. On an | PE/IPE platform, 500 agent
definitions can be created. On an SNN/SNN-E platform, 2400 definitions
can be created.

If “**** nnnn” appears on one of your agent status displays (where nnnnis
afour-digit agent or position ID), then that agent ID was not defined
through this feature.

To add an agent record, place the cursor under the “ Agent ID” heading and
enter the new I1D. The system inserts the new number in the correct
sequence.

The agent information you enter is effective immediately for reports. For
displays, it is effective immediately or when the agent logsin.

Figure 5-7
Agent Definition screen

/

\

12: 00: 00

Agent Definition

Agent 1D Agent Nane Comment

1111 Bob Hal | Dept 1234
2222 Ni ck Lew Dept 5678
3333 Jef f Dagwood Dept 5678
4444 Irene McAlister Dept 9979
5555 Jim Stone Dept 1234
6666 W1 Hodges Dept 1234
7777 Tom Wor sel y Dept 1234
8888 Jacques Caron Dept 5678
9999 Bill Lasorda Dept 9979

HELP = Help PF1 = Commands PF2 = Options REMOVE = Delete record
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Function keys
Help=Help
This function key provides information regarding this feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit

This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key alows afield to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Remove=Delete record
This function key deletes a record.
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Fields
Agent ID
Thisfield provides the agent ID number (four-digit maximum). The system
creates a new agent record or movesto an existing one.

If your system uses position IDs rather than agent IDs, you can assign a
name to a position by entering the last four digits of the position ID in the
Agent ID field, and a name for the position in the Agent Name field.
Assigning a name to a position is useful in operations where certain
positions are dedicated to performing specific tasks or where only one
person is ever assigned to that position.

Agent Name

Thisfield provides the agent’s name or other identifier. This nameisthe
identifier shown on the Agent Status Display and on any subsequent
reports. The agent name can be a maximum of 16 characters. Only 14
charactersin the name is displayed in standard displays and reports. In
customized reports, afield width can be increased to display the entire
agent name.

Name changes take effect immediately on all scheduled reports, but not
until the agent’s next login on the real-time displays.

Comment
Thisfield contains any other data. It can have a maximum length of 20
characters.

P0853407 Standard 1.0 March 1997



Customizing your Meridian MAX  5-27

Route Definition

The Route Definition feature enables you to assign a name to each route
number in the system and to define the route access code which
corresponds to each route.

On an | PE/IPE-E platform, 128 route definitions can be created. On an
SNN-SNN/E platform, 256 definitions can be created.

The internal route definition (Route number 9999) cannot be deleted.

Figure 5-8
Route Definition screen
12: 00: 00
Route Definition
Rout e Nunber Rout e Nane Route Access Code
10 Sal es RAN 810
11 Service RAN 811
12 I nquiries RAN 812
13 Reserv. RAN 813
14 Pronot. RAN 814
20 Sal es RAN 2 820
23 Reserv. RAN 2 823
30 Ni ght RAN 830
40 Rock Misic 840
123 Eastern Region
124 Central Region
125 Western Regi on
9999 | NTERNAL
HELP = Help PF1 = Conmands PF2 = Options REMOVE = Delete record
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Function keys
Help=Help
This function key provides information regarding this feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit

This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key alows afield to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Remove=Delete record
This function key deletes a record.
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Fields

Route Number

This number (in the range 0 to 511) is for the route you wish to define.
Route number 9999 is also allowed, and corresponds to the internal route.
If aroute number is entered for which arecord already exists, the cursor
moves to the Route Name field of that record. If anew route number is
entered, the new record is created and placed in sequential order. The
cursor then moves into the new record to facilitate the entry of data for the
new route.

Press the [ Del ete record] function key in the Route Number field to delete
the record. To retrieve a mistakenly deleted record, simply enter the route
number that was deleted. However, the internal route definition (Route
number 9999) cannot be deleted.

Route Name
Thisfield provides the route name. The name may be up to 16 charactersin
length and may include blanks or special characters.

Route Access Code

Thisfield provides the route access code. This code, a one- to four-digit
number, is required by the Configuration Control feature to identify routes
to the Meridian 1. If you are not using Configuration Control on this trunk
route, thisfield can be left blank. If entered, it must match the route access
code as defined in the Meridian 1.

Changes made in Route definition take effect immediately.
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DNIS Definition
The Dialed Number Identification Service Definition (DNIS) feature
enables you to assign aname and a service level threshold to each DNIS
number.

A DNIS number isused in situations, for example, where customers can
call acompany using one of severa telephone numbers. DNIS allows the
Meridian MAX to track all or a portion of the telephone number. In this
way, one queue can receive calls from different phone numbers. This
allows the agent to know which number was dialed and to answer

appropriately.

With aMeridian 1 (X11 Release 23), the Meridian MAX can process up to
seven digitsin a DNIS number. With earlier versions of Meridian 1, the
Meridian MAX processes up to four digitsin the DNIS number. On an
IPE/IPE-E platform, up to 1000 DNIS definitions can be created. On an
SNN/SNN-E platform, up to 5000 definitions can be created. Your
Meridian 1 system may not have DNIS capabilities.

Figure 5-9
DNIS Definition screen

4 )

12: 00: 00

—— DNI'S Definition

DNIS I D DNI' S Narme Service Level Threshold
358 Product A 10
3054 Product B-Main 20
4569400 Customer Service 15
9467300 Gol d Custoners 10

HELP = Help PF1= Conmands PF2 = Options
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Function keys
Help=Help
This function key provides information regarding this feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit

This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key alows afield to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Remove=Delete record
This function key deletes a record.
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Fields
DNIS ID
Thisfield providesthe DNIS ID number. A maximum of nine digits can be
entered. A new record is created and placed in sequentia order.

Note: Where the system places new entriesin sequential order, typing
anumber that already exists places the cursor in the name field for that
record.

DNIS Name
Thisfield provides the DNIS name (maximum 16 characters). Thisnameis
associated with the DNIS ID.

Service Level Threshold

A service level threshold should be defined for each DNIS number. This
threshold enables the supervisor to evaluate the service level of each DNIS
number.

The service level threshold field is the desired time, in seconds, within
which all calls should be answered. Calls that experience an answering or
abandoning delay less than the defined threshold value increase the service
level (the percentage of calls answered or abandoned before the service
level threshold). Calls that experience an answering or abandoning delay
greater than the defined threshold value decrease the service level.

All changes made in DNIS definition take effect immediately upon saving
your changes, except for threshold changes which take place at midnight.
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Activity Definition
The Activity Definition mode alows you to define codes to categorize
particular activities. Agents enter these codes on their keypads allowing
you to determine the time they are taking to answer particular types of
reguests. The ACD Agent’s Telephone User Guide (P0689747) describes
how agents enter these codes.

Up to 1000 activity codes can be defined. All changes take effect
immediately.

Figure 5-10
Activity Definition screen

4 I

12: 00: 00

— Activity Definition

Activity Code Activity Nane
121 Activity A
100 Activity B
123 Activity C
200 Activity D
300 Activity E
999 Activity F
1000 Activity G
1234 Activity H
9999 Activity |

HELP = Help PF1= Commands PF2 = Options DELETE = Delete record

\.

Function keys
Help=Help
Thisfunction key provides information regarding this feature and its fields.

J
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PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit
This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
Thisfunction key displays a description or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key allows afield to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Delete=Delete record
Thisfunction key deletes arecord.

Fields
Activity Code
Thisfield provides a unique one- to four-digit number to identify the new
activity code. Therangeisfrom 0 to 9999.

Activity Name
Thisfield provides the name of the activity. This name can be a maximum
length of 16 characters.
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Language Options
The Language Options feature allows you to enable and disable the
|languages available on the Meridian MAX. When alanguage is disabled,

all the features specifically related to that language, such as bilingual report
headings, are disabled.

Figure 5-11
Language Options screen

4 I

12: 00: 00

— Language Options

Language Nane St at us
Engli sh Enabl ed
French Di sabl ed

HELP = Help PF1= Commands PF2 = Options

Function keys
Help=Help
Thisfunction key provides information regarding this feature and its fields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)

This command returns the system to the Parameter Administration
submenu without saving any changes.
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Save and exit
This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
Thisfunction key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

Fields
Language Name
Thisfield shows the name of each language available on the system. The
datais provided by the system and cannot be changed from this screen. The
default language is defined in the Miscellaneous Options screen.

Status
Thisfield shows whether the language is enabled or disabled.
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Miscellaneous Options

The Miscellaneous Options feature contains several system parameters not
included in the other Parameter Administration features.

Figure 5-12 shows the appearance of the screen when NACD, M S|, and
MEI are active. Some of these fields may not appear if your system is not
using one or more of these features.

For more information on MSI and MEI, refer to the MSI/MEI Protocol

Reference Guide (P0853414).
Figure 5-12
Miscellaneous Options screen—with NACD, MSI, and MEI in use
12: 00: 00
—M scel | aneous Opti ons
Cust ormer Name : ABC Conpany
Syst em Admi ni strator Password 1 XYz
Defaul t Language : Engl i sh
Tabul ar Printer : RuggedWi t er
Graphic Printer : Laser Jet
Net wor k Node Address © 338
MSI Li nk : Enabl ed at 19:02: 49 25/07/96
MSI Link Current Status H Link Up at 21:00: 00 25/07/96
Time of Last MSI Error : Cccurred at  21:26:50 25/07/96
MEl Li nk(s) :  Enabl ed
MEl Link(s) Current Status : 1 Link(s) Up
Time of Last MEl Error : Occurred at  21:26:50 25/07/96

HELP = Hel p PF1 = Conmands PF2 =(ptions PF3 = Edit field REMOVE =FErase field F20 = >>

\
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Function keys
Help=Help
This function key provides information regarding this screen and its fields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)
This command returns the system to the Parameter Administration
submenu without saving any changes.

Save and exit
This command saves the changes and returns the system to the
Parameter Administration submenu.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for the field.

PF2=Remove options pop-up
This function key removes the Options popup from the screen.

PF3=Edit field
This function key alows afield to be edited.

PF3=End editing
This function key indicates that no further editing isrequired to the field.

Remove=Erase field
This function key removes the contents of afield.

Fields
Customer Name
Thisfield indicates the name of the customer using the system. This name,
which can have a maximum length of 16 characters, appearsin the report
headings.

System Administrator Password
Thisfield indicates the system password defined by the system
administrator. This password can have a maximum length of 16 characters.
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Default Language
Thisfield indicates the system’s default language.

Tabular Printer
Thisfield indicates the default printer to be used to produce the system’s
tabular reports.

Graphic Printer
Thisfield indicates the default printer to be used to produce the system’s
graphic reports.

Network Node Address

Thisfield indicates the home location code for the Meridian 1 on the
network. This address is used in reports showing network call traffic. This
field only appearsif your system has NACD.

MSI Link

Thisfield is used to enable or disable the link between the Meridian MAX
and MSI. Thisfield only appearsif your system has MSl. If it is enabled,
the Meridian MAX can send queue-based statistical data collected from the
Meridian 1 to a central real-time load management system. You must have
LAN connectivity to enable MSI.

Thefield also displays the time and date when the link was enabled.

MSI Link Current Status

Thisfield shows whether the MSI link is currently up or down. This
display-only field also indicates the time and date when the link came up.
Thisfield only appearsif your system hasMSl.

If alink goes down while you are viewing the screen, the change in statusis
not shown until you leave the screen and return to it.

Time of Last MSI Error
Thisfield shows the time and date of the last link error. This display-only
field appearsif your system hasMSl.
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MEI Link(s)

Thisfield is used to enable or disable al MEI-Observe and MEI-Network
links on the Meridian MAX. There can be up to three MEI-Observe links
and one MEI-Network link. The field shows “Enabled” aslong as one MEI
link is enabled, and “ Disabled” only if al MEI links are disabled. Thisfield
only appearsif at least one MEI link is enabled. If it isenabled, third-party
vendors are able to extract statistical and agent event information from the
Meridian MAX. You must have LAN connectivity to enable MEI.

MEI Link(s) Current Status

Thisfield shows the number of MEI links which are up. This display-only
field is set upon entering this screen and cannot be changed. Thisfield
appears only if at least one MEI link is enabled on the Meridian MAX.

If alink goes down while you are viewing the screen, the change in statusis
not shown until you leave the screen and return to it.

Time of Last MEI Error

Thisfield shows the time and date of the last error that occurred on any of
the MEI links. Thisdisplay field appears only if at least one MEI optionis
enabled on the Meridian MAX.
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Chapter 6: Checking your personal profile

A profilerecord is created for you when the system administrator creates
the system database. This record, created through the Supervisor Definition
feature, determines the areas you can access in the system. It also
determines how your screens are displayed and updated.

While only a person with system administration privileges can create your
profile record, you can use the Profile Maintenance feature to view or
modify it. The Profile Maintenance feature appears on your main menu
only if the system administrator has enabled accessto it in your profile.

Accessing this feature
To access this feature, select “ Profile Maintenance” from the main menu.

Note: Not all the fields may appear as shown in Figure 6-1. Certain
fields may not be offered because of system configurations and
security restrictions.

Meridian MAX  Supervisor’s User Guide Product release 8


Brandon Hunt



telemanuals.com

6-2 Checking your personal profile

Figure 6-1
Profile Maintenance screen

4 I

12: 00: 00

_ Profile Maintenance

MAX Supervisor |D 2230 Narme M chael Hotchkiss

Meridian-1 Position ID 373-3700 Passwor d

Language Engl i sh

Default Queue Display Standard G aphic Queue Display

Statistics Update Rate 10 DN Di spl ay Nanes

Default View d obal Di spl ay Name Enabl ed

Enmer gency Status Di sabl ed Audi bl e Alarm Di sabl ed

Col or Custom zation Enabl ed Di spl ay Definition Enabl ed

Banner Page Enabl ed

Profile Maintenance Enabl ed G oup Menber Definition Enabl ed

dobal Statistics Enabl ed System Admi ni stration Enabl ed

Moni tor Mbde Di sabl ed Paramet er Administration Enabled

Report Definition Enabl ed Schedul e Definition Enabl ed

System Reports Enabl ed Configuration Control Enabl ed

Super vi sor Messagi ng Enabl ed Rermote Printing Di sabl ed

Local Printer Override Disabled CDN Menber Definition Enabl ed

Tabul ar Printer Laser jet

Graphic Printer Laser jet

HELP = Hel p PF1 = Conmands PF2 = Options PF3=Edit field REMOVE = Erase field F20 =j

\

Modifying a profile
Only the fields highlighted on the profile can be changed from this display
by the supervisor or system administrator. The other fields can only be
changed by the system administrator through the Supervisor Definition
feature.
Procedure 6-1
To modify a profile
1 Move the cursor to the field to be modified.

2 Enter the new value directly into the field.
or

Press [Options] to display a list of valid entries which can be entered in
the field. Move the cursor in the list to the desired entry and press
{RETURN}. The list disappears and the entry appears in the field.

3 Repeat the previous two steps until all the fields are modified.
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4  Press [Commands] after all the changes are finished.
The Commands pop-up menu appears with two options.
5 Select “Save changes” to save the changes.
A message appears telling you the record has been saved.

6  Select “Exit (without saving changes)’ to exit.

A message appears asking you if you want to log out of the system to
make your changes take effect.

7 Tolog out of the system, entery.
You are logged out of the system and the login screen reappears.

8 Log back in to the system.

Function keys
This section describes the function keys for the Profile Maintenance
feature.

Help=Help
Thisfunction key provides information regarding the Profile Maintenance
feature and itsfields.

PF1=Commands
The following commands are available after pressing [Commands):

Exit (without saving changes)

This command causes the system to exit from this display in one of
three ways:

« If changes have not been made during the current session, the
system returns to the main menu.

« If changes have been made but not saved, the system returnsto the
main menu and the changes are lost.

« |If changes have been made and saved, this prompt appears:

Changes to your profile are not made effective
until after you | ogout and then | ogin again. Do
you wi sh to | ogout now? (y/n)

Enter y to log out. The login screen appears. By logging out and
logging back in, the system acknowledges the changesin the
profile.
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or

Enter n if the profile changes are not to be activated immediately.
The system returns to the main menu.

Save changes

This command saves the changes made to the login profile. The system
records the changes in the database and |eaves the command popup on
the screen.

PF1=Select no command
This function key removes the Commands popup from the screen.

PF2=0Options
This function key displays adescription or list of valid entries for afield.

PF2=Select no options
This function key removes the Options popup from the screen.

PF2=Remove options pop-up
This function key removes the Options pop-up window from the screen.

PF3=Edit field
This function key alows afield to be edited.

PF3=End editing
This function key indicates that changesto a field are completed.

Remove=Erase field
This function key removes the contents of afield.

F6=Change colors

This function key allows you to define color settings for your screen
display elements. It appears only if the Color Customization field is
enabled. For more information, refer to the “ Customizing the screen colors”
chapter.

F7=Group member definition

This function key allows you to compose alist of supervisors whose
real-time displays you may wish to view while you are in the Queue
Statistics Display or Agent Status Displays features. This function key only
appearsif the Group Member Definition field is enabled in your profile.
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After pressing this function key, awindow appears to enter the MSL-1
position IDs of the supervisors you wish to view. Enter the IDs in the
format #—HHHHE or HiH#H#HE. These I Ds can al so be changed by pressing
[Edit field] or removed by pressing [Erase field]. Press [Exit] after all the
IDs have been entered or modified. Remember to save your changes.

To use thislist, go to one of the queue statistics displays or agent status
displays. Make certain you are in supervisor view, not global view. Press
[Next supervisor] to display the statistics for the next supervisor in your
list. To access a specific supervisor, type the supervisor position D number
and press the function key. Do not press{ RETURN} after the ID number.

F8=CDN member definition

Thisfunction key alows you to identify alist of CDNs to monitor in the
Standard Control DN Statistics Display, accessed through the Queue
Statistics Display feature.

All CDNsin the system can be viewed in this display while in global view.
However, this function key allows you to define specific CDNsto view
while in supervisor view. Thisfunction key only appearsif the CDN
Member Definition field is enabled in your profile and the CCR/EAR MIS
option is activated.

After pressing this function key, awindow appears to enter the CDN IDsto
monitor. Enter the IDsin the format ###—####H# or ##HH#H#H#. You can specify
CDNs which may not yet be defined on the Meridian 1.

To choose from alist of CDNSs currently defined on the Meridian 1, press
[Current CDNSs]. When you have finished selecting from the list, press
[Remove Current CDNs]. The CDNs can also be changed or removed from
the window. Press [Exit] after all the CDNs have been entered or modified.

To usethislist, go to the Standard Control DN Statistics Display in the
Queue Statistics Display feature. Make certain you are in supervisor view,
not global view. The CDNs from the list appear on the display.

The CDNsyou entered in the list are only validated against the switch
CDNs when the Standard Control DN Display appears. This means only the
valid switch CDNs are shown on the display.
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Fields
The fields marked by an asterisk (*) can only be changed by a system
administrator through the Supervisor Definition feature.

MAX Supervisor ID*
Thisfield displaysthe login ID. It can be any one- to four-digit number.
You always log on to the system using this number.

Thisfield can also be used by system administratorsto view different
supervisor profiles. To do this, enter the supervisor’slogin ID and the
corresponding profile appears.

Name
Thisfield displays your name. You are allowed to modify this field, but be
aware that this name may be seen by other supervisors.

Meridian 1 Position ID*

Thisfield provides the Meridian 1 position ID for the supervisor’'s
telephone set. This position 1D, which contains up to seven digits,
determines the supervisor’s queues and agents. A position ID of 0 (zero)
can be used to indicate agents that are not assigned to a supervisor ID.

Defining thisfield allows access to the Queue Statistics Display feature and
the Agent Status Display feature.

Password

Thisfield provides a password of up to 16 characters including punctuation
and mathematical symbols. If you enter a password in thisfield, you are
prompted to enter it every time you log in to the system. Leaving thefield
blank bypasses the password prompt at login and displays the main menu as
soon as you enter your MIS ID. Since blanks are valid characters, use the
[Erase Field] function key to make certain the field is empty.

Language

Thisfield contains the language to be used to communicate with the
system. You can select one of the two languages installed in your system. It
defaults to the system default language specified in the Miscellaneous
Options feature. Thisfield only appears on multilingual systems.
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Default Queue Display

This field shows the name of the real-time queue statistics display to appear
when you first enter the Queue Statistics Display feature. This display can
be a standard, public, or personal display.

Statistics Update Rate

This field determines the number of seconds between each screen update
while in the Queue Statistics Display feature. The default update rate is 30
seconds.

DN Display
Thisfield determines whether the queues are shown by name or number in
the real-time and configuration control displays.

Default View

This field determines whether the default real-time displays are to be
viewed in supervisor or global mode when you log in to the system. In
supervisor view, the system displays the information relating to a specific
supervisor. In global view, the system displays the information for all
Supervisors.

Display Name
This field determines whether the supervisor’s nameis displayed asthetitle
of the main menu screen. The default isto display the MAX Supervisor ID.

Emergency Status

This field determines whether the agent’s name and position ID are
displayed in the status bar of the supervisor’s display in the event of an
agent emergency. This allows the supervisor to determine which agent
may require assistance.

Audible Alarm

This field determines whether your workstation beeps if one of your agents
indicates an emergency. The Emergency Status field must be enabled to use
this option. This option does not work if your workstation is not equipped
with an alarm.
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Color Customization*

Thisfield determines whether the supervisor can change the colors on his
or her displays or menus. Thisfield only appearsif MTE option is enabled.
If the Color Customization field is set to “Enabled”, the [Change Colors]
function key is displayed. Press this key to access the Screen Color
Definition screen. For more information, refer to the “ Customizing the
screen colors’ chapter.

Display Definition*
Thisfield controls whether you have access to the Display Definition
feature. This feature allows you to creste real-time queue statistics displays.

Banner Page

This field determines whether all of the supervisor’s real-time snapshot
reports and system reports are printed with a banner page. A real-time
snapshot report is printed from displays such as Queue Statistics Display
and Agent Status Displays.

Once the banner page feature is enabled, the supervisor can disable or
reactivate it from his or her profile record through the Profile Maintenance
feature.

Profile Maintenance*
Thisfield determines whether you can view or modify your profile.

Group Member Definition*

This field determines whether you are a group supervisor. If thisfield is
enabled, you can access the [ Group member definition] function key which
allows you to compose alist of the supervisors whose real-time displays
you may wish to view while you are in the Queue Statistics Display or
Agent Status Displays features.

Global Statistics*
This field determines whether you have access to the global view of the
queue statistics displays and the agent status display.

System Administration*

This field determines whether you have system administration privileges.
System administrators are responsible for the maintenance of global
definitions such as public report definitions, configuration control change
orders, schedule definitions, and parameter administration.
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Monitor Mode*

This field determines whether you can view the displays and reports used
by another supervisor. The Monitor Another Supervisor feature appears on
the main menu if this feature is enabled.

Parameter Administration*
This field determines whether you can access the Parameter Administration
feature to define the parameters to be used in the Meridian MAX.

Report Definition*
This field determines whether you can access the Report Definition feature
to create reports.

Schedule Definition*

Thisfield determines whether you can access the Schedule Definition
feature to schedule the times to print reports and execute configuration
control change orders.

System Reports*
This field determines whether you can access the System Reports feature to
print reports showing the current status of the Meridian MAX.

Configuration Control*

This field determines whether you can access the Configuration Control
feature to change the configuration of the system whileit isrunning. This
field only appears if your system has the Configuration Control feature
enabled.

Supervisor Messaging*

Thisfield indicates whether you can access the Supervisor Messaging
feature to send messages to other supervisors and system administrators.
Thisfield only appearsif your system has NAC.

Remote Printing*

Thisfield indicates whether you can access the Remote Printing feature to
send nodal reportsto the default printer at the NAC site. It also allows
nodal and network supervisors to read the same report simultaneously. This
field only appears if your system has NAC.
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Local Printer Override

Thisfield allows you to send reports to a defined local printer, rather than
to the default printer. You can move to another PC-based workstation with a
local printer attached to it, and the reports you print to your default printer
are printed at the local printer. Thisfield isonly availableif the PCis
running the Meridian Terminal Emulator.

CDN Member Definition*

Thisfield allows you to access the [CDN member definition] function key.
Through the function key, you can define the CDNs you wish to monitor
while in supervisor view in the Standard Control DN Statistics Display.
This display is accessed through the Queue Statistics Display feature. Your
system must have the CCR/EAR MIS option enabled before thisfield

appears.

Tabular Printer
Thisfield identifies the printer to be used to print the tabular reportsin the
Report Definition feature. System reports are also sent to this printer.

If aprinter has not been assigned, the report goes to the default tabular
printer defined in the Miscellaneous Options feature.

Note: Data stream output devices cannot be used as default tabular
printers.

Graphic Printer
Thisfield identifies the printer to be used to print the graphic reportsin the
Report Definition feature. System reports are also sent to this printer.

If aprinter is not assigned, the report goes to the system default graphic
printer defined in the Miscellaneous Options feature.

Note: Data stream output devices cannot be used as the default
graphic printer.
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Chapter 7: Monitoring queues

The Queue Statistics Display feature provides access to rea -time statistics
displays to monitor the performance of the queues and agent positions.

This chapter describes the standard queue statistics displays which come
predefined in your Meridian MAX. This feature, however, can also be used
to access the customized queue statistic displays created through the
Display Definition feature. For more information on designing customized
screens, refer to the “ Creating customized displays’ chapter.

Accessing this feature

To access this feature, select “ Queue Satistics Display” from the main
menu.

After logging in to the system, the system shows the default display defined
in the Default Queue Display field of your profile. The display on the
screen when you leave this feature is the display that reappears when you
use this feature again, providing you do not log out first. If you log out and
log back in, the default display reappears.

Using supervisor and global views
Statistics can be viewed in a supervisor or global format.

The supervisor view shows statistics for a specific supervisor. This view
presents the information required to manage staff and accommodate
fluctuationsin call traffic.

The global view shows information on all queuesin the system. Thisview
gives an overall indication of how the ACD operation is performing. The
global view may not appear on your menu if your system administrator has
restricted its use through the Supervisor Definition feature.
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Interpreting displays
The way you interpret the statistics on the queue statistics displaysis
influenced by whether you have MQA enabled. You must also pay attention
to the Service Level % and Average Delay fields. The goal isto have ahigh
service level and alow average delay.

Interpreting displays with MQA enabled

If MQA is enabled, the real-time displays show an agent in multiple
gueues. However, in most cases, the statistics are only pegged to the in-use
gueue. The exceptionsin the queue statistics displays are the position
statistics shown in the Saffed, Spare, and Waiting fields. The spare
statistics are pegged against the primary queue. The staffed and waiting
statistics are pegged against all the queues being serviced. For more
information on the primary and in-use queues, refer to the “Using Multiple
Queue Assignment” chapter.

Watching the service level and average delay

The average delay fluctuates for reasons such as agent expertise, working
procedures, specia events, the type of calls, service offered, and the
volume of traffic in the queue.

In Figure 7-1, the Sales queue has a service level of 95 percent. That is, 95
percent of calls are answered or abandoned within the defined threshold.
The average delay for that queueis only five seconds, meaning that
customers wait five seconds before their calls are answered. There are also
no callswaiting in this queue. Finally, only two calls were abandoned
during the last 10 minutes.

The Inquiry queueis answering only 75 percent of the calls within the
defined threshold, after an average 15-second delay. There are 11 calls
waiting in the queue. Twenty calls have also been abandoned during the last
10 minutes. The performance of this queue may seem less than satisfactory.
However, the 8 agentsin the Inquiry queue answered the same number of
calls asthe 10 agentsin the Sales queue.
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Figure 7-1
Standard Tabular ACD-DN Display—supervisor view
12: 00: 00
St andard Tabul ar ACD-DN Di spl ay — Supervi sor 1000
AVERACE SERVI CE CALLS CALLS CALLS_WAI TI NG TI ME_OVERFLOW
ACD-DN DELAY LEVEL % ABANDONED ANSWERED DI RECT VI RTUAL IN ot
Sal es 5 95 2 100 0 0 10 5
Service 7 90 10 50 2 7 7 0
Inquiry 15 75 20 100 11 7 0 15
Mai nt . 1 100 0 23 0 7 0 0
Mt g. 8 91 3 50 4 7 3 7
Position Status Counts
ACD-DN STAFFED  SPARE ACD CALL NOT READY WAITING DN CALL
Sal es 10 5 5 2 1 2
Service 5 10 3 1 0 1
Inquiry 8 7 6 2 0 0
Mai nt . 5 10 1 4 0 0
Mt g. 12 4 6 6 0 0
HELP = Help PF1= Conmmands PF3 = Configuration Control F6 = Print F7 = Agent Display

Using thresholds
In order to alert supervisorsto potential problems, the following fields are
highlighted on the queue statistics displays when established thresholds are
reached:

e AverageDelay
e Serviceleve %
e CallsWaiting

Note: If the thresholds for Average Delay and Calls Waiting are set to
zero (0), these statistics are never highlighted. If the threshold for
Service Level % is set to 100%, this statistic is never highlighted.

These thresholds are set in the Threshold Definition feature described in the
“Customizing your Meridian MAX" chapter.
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On monochrome V DTs, the highlight appearsin reverse video. On color
workstations running MTE, the highlight is indicated by the color set for
“Exception” through the Color Customization feature. For more
information on Color Customization, refer to the “ Customizing the screen
colors’ chapter.

In Figure 7-1, three statistics are highlighted for the Inquiry queue. The
Average Delay istoo high and the Service Level % istoo low. Too many
calls are also waiting to be answered.

Function keys
These function keys are used on al queue statistic displays in this chapter.

Help=Help
This function key provides information regarding the queue statistics
display being viewed and itsfields.

PF1=Commands
Thisfunction key displays alist of commands when pressed. Only
commands that are not dimmed may be selected.
Exit
This command closes the queue statistics display and returns you to the
main menul.

Supervisor View

This command allows you to view statistics relating to you or other
Supervisorsin your supervisory group. Supervisors are defined in your
supervisory group through the [Group member definition] function key
in the Profile Maintenance feature or Supervisor Definition feature.
This menu item does not appear if the supervisors have not been
assigned Meridian 1 supervisor IDsin their profiles.

If your supervisory group has more than one supervisor, the [Next
Supervisor] function key appears on the queue statistics display. Press
thiskey to view the statistics for the next supervisor in your group.

This menu item appears dimmed if the display is already in supervisor
view. Thisindicatesthat it cannot be selected.
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Global View

This command allows you to view statistics on all queuesin the
system. This command isonly available if the Global Satisticsfield is
enabled in your profile. This menu item appears dimmed if the display
isaready in global view. Thisindicates that it cannot be selected.

Select Another Screen Format

This command is used to view another queue statistics display. This
can be a standard display, which came predefined with the system, or a
customized display created through the Display Definition feature. A
pop-up window appears after this function key is pressed with alist of
all the queue statistics displays which can be selected.

PF1=Select no command
This function key appears when the Commands pop-up window is
displayed. Press this key to remove the Commands menu.

PF2=Enter CC window

This function key appears when the Configuration Control pop-up window
isdisplayed. Pressthis key to move the cursor into the Configuration
Control window to edit the fields.

PF3=Configuration Control

This function key providesimmediate access to the Configuration Control
feature. This feature allows you to change threshold values, overflow and
interflow targets, recorded announcements, night service parameters, and
day and night routing tables. This featureis described in the “ Adjusting the
Meridian 1 configurations’ chapter, “Configuring in ad hoc mode” section.

PF3=Remove CC window

This function key appears when the Configuration Control pop-up window
is displayed. It removes the pop-up window and expands the statistics
display toitsorigina size.

PF3=No selection

This function key appears when the Configuration Control pop-up window
isdisplayed. Pressthis key to remove the Configuration Control pop-up
window without selecting a configuration control option.
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F6=Print

This function key prints a snapshot of the statistics display. The bar
segments of a graphic quadrant are printed in shades of gray, distinct
patterns, or various colors (if the Color Customization feature is enabled).
If the display values option is chosen, the values of the bar segments are
printed in boldface over the gray scale or pattern to make it more legible.

F7=Agent Display

This function key allows you to toggle to the real-time agent status display.
Once you are in an agent status display, the function key changes to [Queue
Display] and allows you to toggle back to the current queue statistics
display. For moreinformation, refer to the “Monitoring agents” chapter.

F8=Select ACD-DN
Thisfunction key alows you to select the ACD-DN you wish to view on
the Time-Overflow Calls Answered Display.

F10=Next Supervisor

Thisfunction key, if available, allows you to display the statistics for the
next supervisor in your supervisor group. This function key only appearsiif
more than one supervisor is assigned to your group through the [Group
member definition] function key in the Profile Maintenance or Supervisor
Definition features.

To display the next supervisor in this group, press the function key. To
access a specific supervisor, type the supervisor position |D number and
press the function key. Do not press { RETURN} after the ID number.

F10=Display Execution Queue

Thisfunction key appears whenever the Configuration Control pop-up
window is displayed. It displays the contents of the Configuration Control
execution queue.
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Standard Tabular ACD-DN Display

The Standard Tabular ACD-DN Display provides real-time queue statistics
on the queues and agent positions. The top half of the display allows you to
monitor the status of the queues. The bottom half indicates the agent
position activity. The statistics are updated every 10, 20, or 30 seconds,
depending on the setting of the Satistics Update Rate field in your profile.

Figure 7-2
Standard Tabular ACD-DN Display—supervisor view

/

\

12: 00: 00
St andard Tabul ar ACD-DN Di spl ay — Supervi sor 1000
AVERAGE  SERVI CE CALLS CALLS CALLS_WAI TING TI ME_OVERFLON

ACD-DN DELAY LEVEL % ABANDONED ANSWERED DI RECT VIRTUAL  IN aut
Sal es 5 95 2 100 0 0 10 5
Servi ce 7 90 10 50 2 7 7 0
Inquiry 15 75 20 100 11 7 0 15
Mai nt . 1 100 0 23 0 7 0 0
Mt g. 8 91 3 50 4 7 3 7

Position Status Counts

ACD-DN STAFFED SPARE ACD CALL NOT READY WA TI NG DN CALL
Sal es 10 5 5 2 1 2
Servi ce 5 10 3 1 0 1
I nquiry 8 7 6 2 0 0
Mai nt . 5 10 1 4 0 0
Mt g. 12 4 6 6 0 0

\

HELP = Help PF1= Commands PF3 = Configuration Control F6 = Print F7 = Agent Display

Access

ing this display
Follow Procedure 7-1 to access the Standard Tabular ACD-DN Display
from another queue statistic display.
Procedure 7-1
To access the Standard Tabular ACD-DN Display
1 Press [Commands] on the queue statistics display.
A pop-up window appears.
2 Choose the “Select another screen format” option.
A pop-up window appears.
3 Select the “Standard Tabular ACD-DN Display” option.
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Function keys
The Standard Tabular ACD-DN Display uses the function keys described in
the “Function keys’ section at the beginning of this chapter.

Fields (top half)
This section describes the fields in the top half of the Standard Tabular
ACD-DN Statistics Display.

ACD-DN

Thisfield identifiesthe ACD-DN. The ACD-DN is shown as a number in
the format ###-##HH, or as the first eight characters of its defined name.
The method of display is determined by the option specified in your
supervisor profile.

Average Delay

Thisfield shows the average delay, in seconds, experienced by callers
before their calls were answered. It includes both local and network time
overflowed calls. CCR controlled callsreflect only the delay at the
ACD-DN for this calculation.

The objective isto keep the delay aslow as possible. A typical delay
objective, for example, may be 20 seconds. Thisdelay is only measured
from the time the call entersthe queue until it is answered. In Figure 7-2,
the Sales and Maintenance queues have low average delays, while the
Inquiry queue hasthe highest.

Service Level %

Thisfield showsthe level of service being