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Business Requirement

Many businesses today depend 100% on incoming calls
for their business. Examples of these are customer
service, catalog sales, technical support, carcesry
insurance agencies, physician’s offices, etc. Bdch
which require calls to be directed to the apprderia
personnel to answer their calls efficiently. While
waiting, callers need to be notified of important
documents, advertisements, and/or legal requiresment
such as call recording/monitoring or HIPPA rules.

The M6 Communications Application Server has Call
Center integrated in the solution to ensure businsers
can be apart of an Automatic Call Distribution (ACD
Queue while using the vast array of features and
applications found in the M6.

More and more businesses that depend on incomiisg ca
as revenue have opted for hosted business soluitions
ensure their calls are answered even in a natisiaster

like a hurricane or inclement weather.

Challenges

Because many traditional PBX/PABX telephone
systems have call center solutions as an added pfec
equipment or additional cost, ACD was not always
available to small to medium businesses due todke
of investment.

Others who migrate from a telephone system with ACD
functionality need a seamless transition when theye
from an on-premise based phone system to a network-
based hosted platform like the M6. Not all hostedP
platforms have integrated Call Center and therefore
require purchasing and integratin@ @arty equipment.

Still others who want to keep their current Calhee
solutions can integrate any SIP-based Call Center
solution with the M6.

Solution

GENBAND’s M6 Communications Application Server
provides Call Center (ACD) capabilities that pravid
small to medium businesses an integrated approach t
servicing their clientele. The M6 provides flexbl
announcement trees, time of day routing, and nieiltip
routing patterns to extend calls to agents, asaeell
many agent and supervisor handset features to make
answering calls easier.

The M6 solution allows agents within the same ACD
Queue to be located anywhere a broadband connection
exists if using an IP phone or anywhere their naobil
phone takes them as a remote agent.

Benefits
» Cost-effectively provides integrated access to call
center agent and supervisor features.

» Offers flexible call routing, announcements, and
menu trees.

« Provides time of day routing, overflow routing and
advanced call center routing functionality

« Consolidates Menu Services, Call Routing, and Call
Queuing and Agent Assignments within the same
provisioning interface

e Supports basic as well as enhanced ACD
functionality including:

0 Multiple Queue Assignment

Wrap Time

Number of Calls Overflow
Time-based Overflow

Night Overflow

Multiple Agent Answering Methods
Remote Agent Access

Time of Day/Day of Week Routing
0 Flexible Menu Services/IVR

e Method for Disaster Recovery when Agents within
the same queue are in different locations

» Enables service providers to customize their
solution to fit the needs of their end customers.
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Step 1: Call Flow Planning

When creating Call Center services, it is important

plan out on paper how calls will enter the systetmat
treatments they will be provided while waiting ® b
answered by an agent and what resources shouletansw
each type of call. In addition to these, planrshguld

be done for calls that enter the system during non-
business hours and how they should be treated.

Step 2: Build Music Sour ces

While waiting to be answered by a group of agents,
incoming callers can hear music from analog music
sources such as CDs, Digital music, music software
files, recorded advertisements, etc.

Some businesses have advertising or marketing
campaigns that they rotate each month and keep a
CDROM or cassette tape machine on premise. These
analog devices can be integrated in the IP Netlgrk
connecting them to a supported Integrated Access
Device or Analog Gateway.

If music announcement files are used, these neke to
added to each M6 Call Agent Server in the appragpria
language directory and in all three supported voice
codecs.

If analog music sources are used, they need to be
connected to analog gateways/IADS and provisioned i
the database.

SIP analog gateways/ADS should be created using the
User Wizard.

MGCP analog gateways/IADs should be created using
the Multiport Wizard. Once the MGCP analog
gateway/IAD is created an AD-1/Multiport User mhst
created and linked to the new Multiport. For angGP
multiports create a Fanout Component and link the
previously created Multiport User.

Step 3: Create Announcements

Announcements should be created using the
Announcement Wizard and recorded using any
telephone assigned and working in the partition.

Before recording the announcements, write down the
script and find a quiet place to do the recording.

From the planning session in Step 1, you shoul@ hav
accounted for at least two recordings played to the
incoming callers using the following as examplereh
the first example is only played once:

e “Thank you for calling<insert
company/product>. All of our representatives
are currently assisting other callers; however
your call is important to us. Please remain on
the line and a representative will assist you
momentarily.”

« “All of our representatives are still busy
assisting other callers at this time. Your
business is very important to us. Please remain
on the line as calls are answered in the order
they are received. We will provide the same
quality service to you that we are providing to
them.”

Depending on the type of incoming calls you maydnee
to also give instructions to the caller such asdpk

have your account number ready”. Some call centers
who use call recording need to by law tell the maoag
caller “your call may be monitored or recorded for
quality/training purposes”. These should also be
included in the announcements recorded above.

If menu services are used prior to routing calierthe
appropriate queue, these announcements shouldelso
recorded. Examples of these are listed below:

+ BUSINESS HOURS MENUThank you for
calling <insert company name> Please listen
carefully as our menus have changed:

o0 For New Sales Press 1
0 Existing Customers Press 2

0 To Speak with a Customer Service
Rep Press 3

o For Billing-related Questions Press 4

o If You Know Your Party’s Extension
press or to Dial by Name Press 5

0 To Speak with an Operator or All
Other Inquiries Press 0"

@GENBANU

This document and any products or functionality it describes
are subject to change without notice. Please contact
GENBAND for additional information and updates.




GENBAND APPLICATION NOTE

M6 Communications Application Server

* AFTER HOURS MENU‘Thank you for

calling <insert company name> Our business
hours are Monday through Friday, 8:00 am to

8:00 pm Central Standard Time

o If You Know Your Party’s Extension
Press 1

0 To Dial by Name Press 2

0 To Leave a General Message for the

Attendant Press 0"

Using the Announcement Wizard, create each

announcement noting the announcement ID assigned

for Play and Record. Using the telephone dial the
Announcement Menu Service (default 599) to play
and record the announcements just created.

After recording each announcement play the
announcement back for review to ensure all the
necessary elements were included in the recording
and no ancillary noises were recorded.

Step 4: Create Overflow Destinations

Overflow destinations are used to route incomintgisa
when no agents are logged into the queue or the
maximum calls in queue setting is reached. Owerflo
destinations can also be used to route callersenter
the system outside of normal business hours. &i/pic
overflow destinations can be:

o0 Department Voice Mail Only Accounts

Hunt Groups

Lines of Users in the Database

Other ACD Queues staffed 24x7

Offsite Answering Services via Trunk Groups

Number Plans used as Menu Services

O O O o o o

Announcements that Play to Callers then
disconnect them from the system.

These need to be created so they can be linkée to t
Queue as an Overflow destination. Using the M6

Service Administrator User Guide, create the alamsve
needed for the particular routing for this ACD Qeeu

Step 5: Build ACD/Queues

Prior to accessing the System Administration taiere
the ACD Queues needed for call routing, the foltoyvi
should be considered:

0 Should the Pilot number for the ACD Queue be a
Direct Dial (DID) number only reached via menus
or attendants using a Non-DID?

0 What announcement should be heard by callers
when they enter the ACD Queue and no agents are
available? (Typically repeated only once)

0 What announcement should be repeated to callers
who are still waiting to be answered by an agent?
How many times should it repeat?

0 What music//advertisements should be played in
between announcements?

0 How much time should the music/advertisements
play before hearing the repeated announcement?

0 Should agents who have remote phone enabled be
allowed to answer calls for this queue?

o Ifall agents are logged out of the Queue, do you
still want calls to be queued to it or should they
routed to the overflow destination?

o What should be used as an overflow destination?
(See step 4)

0 Should there be a limit to the number of calls that
enter this queue?

0 Should all agents be given a configured time after
answering a call to complete after call paperwork?

0 lIsthere a goal or ideal timeframe that all calls
should be answered by an agent? (Example: 20
seconds)

0 What users within the partition wish to see a statu
indication on their telephone as to how many calls
are waiting in queue?

0 When calls are extended to agents what routing
mechanism should be used?

0 Longest Idle Agent (Default)
0 Round Robin

0 Top-to-Bottom
o}

Bottom-to-Top
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Once these questions are answered and/or considered
access the Service Administration and create tleu@u
using the Queue Wizard. After creation, access the
Queue Component and enter any data not found in the
Queue Wizard and to see the status of the queue.

Step 6: Build/Modify Users

If users are already created in the database whisn
partition, use the User Wizard to modify and ads th
Queue as a line appearance on the phone.

If creating new users, use the User Wizard to erteg
user following the steps in the Service Administrat
User Guide. Be sure to select a line appearant®as
ACD Queue just created.

Agents can have more than one ACD Queue assigned to
their phone depending on phone type.

Agents can also have speed dials configured tdheif
supervisor or to escalate calls already answerethey
call centers, etc.

Agents using SCCP or MGCP IP phones can see a
display waiting calls indication on their telephone
display if the Queue is provisioned to provide .tRise
Step 5.

Step 7. Build Menu Services

Using the Number Plan Wizard, create any menu
services that will be used for routing incoming< &
the correct ACD Queue.

Connect the Incoming Announcement field to the
previously created announcement that will give
instructions to callers as they enter the MenuiServ

Ensure that the instructions given to the inconualiers
match the Number Plan entries for routing purposes.
Example: If the instructions provided are Pressrl f
New Sales, then callers should be routed to the New
Sales ACD Queue when digit 1 is collected/accepted.

If different menu services are provided for busines
hours and off-hours, two menu services/Number Plans
will need to be created.

Step 8: Time of Day Controllers

Time of Day Controllers can be used at any placaih
routing. They can be used and connected to the
Incoming Number Plan to route calls to the day
automated attendant during normal business hodrs an
used to route calls to a night automated attermtant
directly to the General Delivery Voice Mailbox dugi
off-hours. Time of Day Controllers can also beduse
when the Queue Pilot number is called from outtide
network to route calls to the Queue during business
hours and to a recorded announcement or other call
treatment like off site answering services aftairbo

Create a Time of Day Controller using the Compoment
View in System Administration. Connections as Mode
1 will route during business hours. Connectiongeras
Mode 2 will route calls outside of normal business
hours. Multiple Mode 1 entries can be made if déffe
call routing is needed based upon time of day/day o
week. Mode 1 override settings can provide holiday
coverage.

Step 9: Advanced Functions

Each time an ACD Queue is created, a corresponding
Multi-Announce and Number Plan are created. These
can be used to create very flexible advanced rgutin
patterns for Call Centers.

The Multi-Announce component can be modified after
creation to provide different music/announcement
sources and call routing based upon how long aeall
waited in queue for an available agent. This @an b
modified to also route calls out to an escalatioeug
once a set time in queue is reached.

The Number Plan component created for this Quene ca
be used at any time while waiting for an agentgiodme
available. This by default is set as press 0 tterto the
Automated Attendant created with the Partition by
default. This can be modified to press a defirigd tb
leave a message in the department voice mail bbg to
checked during business hours. Repeating
announcements or at a certain point in the Multi-
Announce can give instructions to callers once trese
waited a designated time in queue.
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Step 10: Ensure Call Routing isto Plan

Once the users have been assigned the queueanas a li
appearance and if needed, display waiting calls
indication is assigned, ensure the call centeirrgus
functional by plugging in the phones and logginghie
agents in order to receive calls.

SCCP and MGCP phones simply press the line button
corresponding to the line appearance for the queue.

SIP Phones will need to enter the following stafeco
sequence in order to login and accept incoming.call

0 *10 Login/Logout
0 0= NotReady
0 1 =Ready
Step 11: 3" Party Integration

Other 3 party applications can be integrated with the
M6 Call Center Services to provide more functidgali
to the end users.

Call Center Recording

Some call centers require call recording for dlsaar
for specific calls as needed™ Barty call recording
applications can be integrated with the M6 witheeas
Some have on-premise based systems that can be
provisioned so that all calls to certain configured
telephones will be recorded. Some applicatiorns als
provide user-friendly client applications that ¢esnused
via computer that signal the application to redbis
particular call.

Some call center applications can also be hostt#tkin
network and used by any or all call centers in the
network.

Other Applications

Any 39 party Call Center application can be integrated
with the M6 and be provided with real-time status
updates of agents as well as queues using the Call
Control SDK. This information can be used to juev
information for status displays, wall boards; hiwstal
reporting engines as well as high-end skills based
routing applications and predictive dialer applimas.

Any incoming call can be routed to a SIP-enabldd ca
center application or additional service via Number
Plans. Simply add the entry into the number plah a
build a trunk group and SIP Gateway component to
route to the SIP-enabled service.

Step 12: Real Time Statistics

The M6 can be configured to offload statistics &a
party wall board or real time application.

This can be configured using the Queue/ACD
component and setting the following security
parameters:

o0 Configure a password to allow the Call Control
SDK/Application Portal to access the queue
related statistics for this queue.

If access to the queue statistics is expired aifga
within administration will allow you to view if the
password has expired or needs to be reset. Tiniglsa
be used to restrict access to queue related Emtist
expiring the password immediately.

The Application Portal component can be used tigass
a real-time % party connection access to the queue
statistics. In this location, specific IP addressan be
configured that have access to the queue-reladédtists
that they have valid secure passwords. If IP Askire
change frequently, a setting for maximum connestion
can be set to a non-zero number to allow this nummbe
maximum simultaneous connections to the system.

Real-time statistics can also be provided for ACD
Queues via initiating SNMP GETS messages that
the Call Agent Servers for queue-related infornmatio
Many customers take this output and display it on a
webpage or integrate it into their web portal for
Supervisor and Agent view access.

poll

The Call Control SDK also provides access to Queue
and Agent status changes and statistics for usereat
time status displays.

Step 13: Historical Reporting

Real-time statistics can be captured and storedsier
with historical reporting search engines.

MeasLogs files can be enabled and access frométhe C
Agent servers and provide not only Queue but Agent
statistics in a flat file format. This informati@s well as
information from the Call Control SDK can be stored

a database and retrieved by users as historiaadtsep

Many customers store this information in internaahfi
and provide web portal or web-page access to wders
need this level of reporting.
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