ACD TELEMARKETER Application Package

J Monitoring System Activity

System Activity Monitor Display

8.3  After selecting MONITOR ACD, the supervisor is presented with the SYSTEM
ACTIVITY monitor (Figure 8-2). This display contains a summary of the entire ACD

system showing all current call activity and agent activity as well as a summary of
system performance over the past hour.

The fields in the System Activity Monitor display are described in Table 8-2.

13:23 23-APR-92 SYSTEM ACTIVITY MITEL ACD TELEMARKETER
CALLER ACTIVITY AGENT ACTIVITY SUMMARY - LAST HOUR
CALLERS : 14 ON ACD : 11 ENTERED : 257
CALLS WTIG 3 READY . 1 TIMEtoANS  : 00:54
LONGEST WTG. 00:56 SVCLEVEL< . 200 78%
SVCLEVEL> . 54 22%
ANSbyAGT @ 254 03:02
UNDER 1ST 28% MAKE BUSY 2 ANSbyAGT &= 99%
| BETWEEN : 56 % DND - :
AFTER 2ND 16 %
: ON non ACD - ON non ACD 4
| ON RECORDING 2 : : 01:23
HELD CALLS : _ LOGGED ON 14 ABANDONED 3
LOGGED OFF: 63 . 01:35
[
1 PATHS 2- AGENT GROUPS | 3— AGENTS 4- LANGUAGE |5-
6— QUIT 7— PRINT 8 9. 0-

Figure 8-2 System Activity Monitor Display

System Activity Monitor Softkeys

The System Activity monitor display is accompanled by softkeys used to enter the
second level in the monitor hierarchy. The softkeys presented with this display provide
access to detailed displays of performance of specific paths, agent groups or agents.
Table 8-1 explains the various softkeys and their purpose.
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ACD Monitors

Monitoring Paths

Accessing the Path Summary Display

8.4 To access the Path Summary display, the user presses the PATHS softkey at the
system level. The system responds by asking for a path access code. After the user
enters a valid path access code, the screen changes to the Path Summary display
shown in Figure 8-3.

13:23 23-APR-93 PATH SUMMARY MITEL ACD TELEMARKETER
NUM CONN SUMMARY - LAST HOUR

PATH PATH  ACCESS |caAlls TO

NUM NAME CODE | WTG AGTS |[ENTERED ANSWERED ABANDONED INTERFLOWED
1 TVSALES 666 | 4 7 122 101 00:54 19 15% 01:49 9 01:58
2 RECSALES 667 | - 2 34 34 00:14 - - :o-
3 NEWSMAG 668 | 23 11 439 202 01:34 31 7% 0213 4 0212
4 SERVICE 669 | 1 2 13 13 0040 -~ - ;-
5 SUBSCRIPT 662 | - - 5 - - 5 100% 101 -

- PROGRAMMING 2- STATISTICS | 3— ACTIVITY 4 5— CANCEL

6~ 7~ PRINT 8- PAGE UP 9- PAGE_DOWN | 0-

Figure 8-3 Path Summary Display

Path Summary Display

The system displays path information on four forms. Entry into the Path monitor
sub—level begins with the Path Summary display (Figure 8-3) showing activity on the
requested path.

The chosen path is the top entry on the display. If the user presses the RETURN key
without first entering a path number, the lowest number path is displayed.

Entering an illegal number, such as an unprogrammed or out—of-range path, results
in an error message on the work—line, and the system offers the CANCEL sofikey. The
RETURN hard—key also cancels the error message.

Table 8-3 describes the fields in the Path Summary Display.
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