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Master Index Book ID Book Title
ADA Little Instruction Book for Advanced
— Administration
Svmbols ADM CMS R3V8 Administration
y ADV Advocate R8 User Guide
"Where" Clauses BSA Little Instruction Book for Basic Admlr.nsjtratlon
Basic, CST-4-42, DSG-18-2 CNG Lucent Call Center R8 Change Description
Exclusions, CST-4-45, DSG-18-5 CST CMS Custom Reports
Multiple, CST-4-44, DSG-18-4 :
Other Formats for, CST-6-32 DIC CMS Df’;\taba_se Items and Calculations
Range/List Variable, CST-4-45, DSG-18-4 DMS CMS Disk Mirrored Systems
Selecting Rows from an ACD, CST-4-45, DSG Report Designer User Guide
DSG-18-4 i
Using String-value ltems, CST-6-31 EXI Explorer Il InstaIIatlpn for NT
Using to Select a Range of EXU Explorer Il User Guide
Values, CST-6-29 FST CMS Forecast
Variable, CST-4-44, DSG-18-3 HAC High Availalability Connectivity, Upgrade and
$ Not Defined, CST-5-10, DSG-16-2 Administration
% Aban, ADV-5-19, ADV-13-22, RPT-4-150, . . . .
RPT-4-167. DIC-2-239 HAU High Availalability User Guide
% Aban Calls, ADV-5-16, RPT-4-63, OoDC CMS Open Database Connectivity
O/R:J"‘éﬁi EFI))T_?%‘S? RPT472 RPT Supervisor V8 Reports
ORPT"’}Z_fgf istribution, KEL=8=L2, SPI Supervisor Installation & Getting Started
% ACD Time, ADA-70, RPT-4-112, VVI Visual Vectors Installation

RPT-4-117, RPT-4-123

% Agent Group Occupancy with ACW, RPT-GL-1

% Agent Group Occupancy without ACW, RPT-GL-1

% Agent Group w/ACW, RPT-4-26

% Agent Group w/o ACW, RPT-4-27

% Agent Occup (Group) w/ACW, ADV-13-23, DIC-2-240

% Agent Occup (Group) w/o ACW, ADV-13-23, DIC-2-240

% Agent Occup W/ACW, RPT-4-40

% Agent Occup w/o ACW, RPT-4-40

% Agent Occupancy with ACW, RPT-GL-1

% Agent Occupancy without ACW, RPT-GL-1

% Ans Calls, ADV-3-17, ADV-5-15, RPT-4-63, RPT-4-112, RPT-4-117, RPT-4-123

% Ans+Conn, RPT-4-149

% Answered Distribution, RPT-4-72, RPT-4-157

% Axis, DSG-12-21

% Axis check box, SPI-7-34

% Busy, ADV-5-19, ADV-13-22, RPT-4-167, DIC-2-239, DIC-2-240

% Disconnect, ADV-13-22, DIC-2-239

% Flow Out, ADV-13-23, RPT-4-167, RPT-GL-1, DIC-2-240

% Outside Service Level, RPT-3-81, RPT-3-158

% Within Service Level, ADV-3-9, ADV-3-16, ADV-5-10, ADV-5-15, ADV-8-9, ADV-8-11, RPT-3-63,
RPT-3-81, RPT-3-97, RPT-3-153, RPT-3-157, RPT-4-62, RPT-4-77, RPT-4-148, RPT-4-160

/cms MIFror, DMS-5

<AVG_ABANDON_TIME>, ADV-3-11, ADV-3-17, ADV-5-16

<AVG_ANSWER_SPEED>, ADV-3-10, ADV-3-17, ADV-3-18, ADV-5-11, ADV-5-15, ADV-5-17,
ADV-7-9, ADV-7-10, ADV-7-12, ADV-8-11

<PERCENT_CALL_ABAN>, ADV-3-11, ADV-3-17, ADV-5-16

<PERCENT_CALL_ANS>, ADV-3-11, ADV-5-11, ADV-5-15

<PERCENT_SERV_LVL_SPL>, ADV-3-9, ADV-3-16, ADV-5-10, ADV-5-15, ADV-8-9, ADV-8-11

Numerics

1, CST-5-19
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100 * (sum(ABNCALLS/sum(INCALLS)),
RPT-4-153 ADA

100 * (sum(BUSYCALLS)/sum(INCALLS)),
RPT-4-153

100 * (sum(DISCCALLS)/sum(INCALLS)), ADM
RPT-4-153 ADV
100 * ABNCALLS/INCALLS, RPT-4-167 BSA

100 * BUSYCALLS/INCALLS, RPT-4-167
100 * OUTFLOWCALLS/INCALLS, RPT-4-167 CNG

100- PERCENT_ SERV_LVL CST
VDN>, RPT-3-158 DIC
100-PERCENT_SERV_LVL_SPL>, RPT-3-81,
RPT-4-72, RPT-4-156 DMS
11, CST-5-20 DSG
12, CST-5-20 EX|
13, CST-5-20
1st found, ADA-93 EXU
1st Skill ACD Calls, RPT-4-170 FST
1st Skill Avg ACD Time, RPT-4-170 HAC

1st Skill Avg ACW, RPT-4-170
1st Skill Pref, RPT-4-170

1st Skill Preference, RPT-4-167 HAU

1st Split/Skill Queued to, term oDC
description, EXU-A-49 RPT

2, CST-5-19 SPI

2-dimensional, SPI-7-33, DSG-12-20

2nd Skill ACD Calls, RPT-4-170 WI

2nd Skill Avg ACD Time, RPT-4-170
2nd Skill Avg ACW, RPT-4-170
2nd Skill Pref, RPT-4-170
2nd Skill Preference, RPT-4-167
2nd Split/Skill Queued to, term description, EXU-A-50
3, CST-5-19
3B2 computer
migrating data from, ADM-10-33
3D Chart
Rotating, RPT-2-49
Rotating procedure, RPT-2-49
3D Effects Tab, SPI-7-30, DSG-12-22
Depth to Height, SPI-7-31, DSG-12-24
Elevation, SPI-7-30, DSG-12-22
Oblique, DSG-12-23
Orthogonal, DSG-12-23
Perspective, DSG-12-23
Projection, SPI-7-31, DSG-12-23
Rotation, SPI-7-30, DSG-12-22
Using, DSG-12-24
Viewing Distance, SPI-7-31, DSG-12-23
Width to Height, SPI-7-31, DSG-12-24
3-dimensional, SPI-7-33, DSG-12-20
Rotating, SPI-7-46
3rd Skill ACD Calls, RPT-4-170
3rd Skill Avg ACD, RPT-4-171
3rd Skill Avg ACW, RPT-4-171
3rd Skill Pref, RPT-4-170
3rd Skill Preference, RPT-4-167
3rd Split/Skill Queued to, term description, EXU-A-51
4, CST-5-19
5, CST-5-19
6, CST-5-19
8, CST-5-20
9, CST-5-20
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Book ID Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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— Book ID Book Title
A ADA Little Instruction Book for Advanced
Administration
Aban. ADV-5-15. RPT-3-158 ADM CMS R3V8 Administration
Aban Calls, ADV-3-16, ADV-8-11, RPT-3-39, ADV Advocate R8 User Guide
RPT-3-81, RPT-4-62, RPT-4-63, RPT-4-71, BSA Little Instruction Book for Basic Administration

RPT-4-111, RPT-4-121, RPT-4-135,

RPT-4-146. RPT-4-149. RPT-4-155, CNG Lucent Call Center R8 Change Description

RPT-4-162, RPT-4-166, RPT-4-169 CST CMS Custom Reports
Agangon.CRﬁ’lT-ll-llS?y 6 DIC CMS Database Items and Calculations
Abandon Call Analysis, EXU-1- . :

Abandoned, ADV-3-10, ADV-5-10, ADV-8-9, DOMS ~ CMS Disk Mirrored Systems

RPT-3-63 DSG Report Designer User Guide
Abandoned Call, ADV-GL-1, RPT-GL-1, EXI Explorer Il Installation for NT

DIC-1-6 i
Abandoned Call Search, ADV-GL-1, =20 Srgheter JUEzr oL

RPT-GL-1 FST CMS Forecast
Abandoned Calls, RPT-3-33, RPT-3-98, HAC High Availalability Connectivity, Upgrade and

RPT-3-122, RPT-3-132, DIC-1-20 Administration
abandoned calls, ADA-70 ; ; Tt ;

Abandoned from Hold, term HAU High Availalability User Guide N
description, EXU-A-2 OoDC CMS Open Database Connectivity

abandonment rate, ADA-52 RPT Supervisor V8 Reports

ABNCALLS, ADV-3-11, ADV-3-17, ADV-5-16, gp| Supervisor Installation & Getting Started

ggf_ ?? g i.%?’%—%-gg’. gg%g_lsgélRPT 333, VVI Visual Vectors Installation
RPT-3-132, RPT-3-155, RPT-3-160, RPT-3-162, RPT-3-167, RPT-4-63, RPT-4-71, RPT-4-110,
RPT-4-111, RPT-4-121, RPT-4-135, RPT-4-149, RPT-4-150, RPT-4-162, RPT-4-166, RPT-4-169,
RPT-5-22, RPT-5-27, RPT-5-34, DIC-2-8

ABNCALLS1, RPT-3-81, RPT-4-149

ABNCALLS1-10, ADV-3-10, ADV-3-16, ADV-5-10, ADV-5-15, ADV-8-9, ADV-8-11, ODC-3-10,
ODC-3-101, RPT-3-63, RPT-3-154, RPT-3-158, RPT-4-62, RPT-4-72, RPT-4-155, DIC-2-10

ABNCALLS2-10, RPT-4-149

ABNQUECALLS, ODC-3-68, ODC-3-89, ODC-3-101, DIC-2-10

ABNRINGCALLS, ODC-3-10, ODC-3-69, ODC-3-89, ODC-3-102, DIC-2-11

ABNTIME, ADV-3-11, ADV-3-17, ADV-5-16, ODC-3-10, ODC-3-42, ODC-3-89, ODC-3-102, RPT-3-33,
RPT-3-64, RPT-3-98, RPT-3-122, RPT-3-132, RPT-3-155, RPT-3-160, RPT-3-162, RPT-3-167,
RPT-4-63, RPT-4-110, RPT-4-121, RPT-4-149, RPT-4-166, RPT-4-169, RPT-5-22, RPT-5-27,
DIC-2-11

ABNVECCALLS, ODC-3-69, DIC-2-12

About, DSG-4-9

About CentreVu Supervisor, SPI-1-1

About Graphical Reports, ADV-9-14, RPT-5-7

About Supervisor, DSG-1-1, DSG-6-1, DSG-7-1, DSG-8-1, DSG-9-1, DSG-10-1, DSG-12-1, DSG-13-1,
DSG-14-1, DSG-15-1, DSG-18-1

Above Point, DSG-12-11

Above Point, label parameter, SPI-7-37

accelerator Keys

definition of, VVI-6-2

ACCEPTABLE, ADV-3-9, ADV-3-16, ADV-5-10, ADV-5-15, ADV-8-9, ADV-8-11, ODC-3-11,
ODC-3-102, RPT-3-63, RPT-3-97, RPT-3-153, RPT-4-62, RPT-4-75, RPT-4-148, RPT-5-27, DIC-2-13

Acceptable Service Changed, ADV-4-20, ADV-4-22, ADV-9-13, RPT-4-62, RPT-4-72, RPT-4-77,
RPT-4-148, RPT-4-159

Acceptable Service Level, ADV-2-35, ADV-2-37, ADV-GL-1, RPT-GL-1

Acceptable Service Level field, ADV-12-13
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Access, CST-2-2, CST-2-5, CST-2-8 Book ID Book Title

Defining, CST-2-5 . .
Screen Painter, CST-3-1 ADA thg\z miiﬁ;utf;;?(;]nBOOk for Advanced

Access Permissions, ADV-GL-1, RPT-GL-2

access permissions ADM CMS R3V8 Administration
?CD, ADM-9-3 ADV Advocate R8 User Guide
eature, ADM-9-3 . . . .. .
split/skill, ADM-9-3 BSA Little Instruction Book for Basic Admlr.nsjtratlon
trunk group, ADM-9-3 CNG Lucent Call Center R8 Change Description
VDN, ADM-9-3 CST CMS Custom Reports
vector, ADM-9-3 :
Access the Report Select Window, CST-2-2 Pl . Df’;\taba_se LSS G Gl SO
accessing DMS CMS Disk Mirrored Systems
administration program, EXU-2-2 DSG Report Designer User Guide
A eXp!Orekc'aSSt'CiggTU';‘f EXI Explorer Il Installation for NT
ccessing reports, -2~ .
ACD. ADV-5-19, ADV-7-13, ADV-8-13, EXU Explorer Il User Guide
ADV-GL-1, RPT-3-14, RPT-3-20, RPT-3-30, FST CMS Forecast
RPT-3-38, RPT-3-101, RPT-4-10, RPT-4-12, HAC High Availalability Connectivity, Upgrade and
RPT-4-15, RPT-4-17, RPT-4-21, RPT-4-24, Administration

RPT-4-26, RPT-4-30, RPT-4-36, RPT-4-38,

RPT-4-44. RPT-4-56. RPT-4-62. RPT-4-75. HAU High Availalability User Guide

RPT-4-82. RPT-4-87. RPT-4-105, OoDC CMS Open Database Connectivity
RPT-4-110, RPT-4-120, RPT-4-135, RPT Supervisor V8 Reports

RPT-4-146, RPT-4-148, RPT-4-153, : : -
RPT-4-162. RPT-4-165 RPT-4-169. SPI Sgperwsor Installation & Getting Started
RPT-GL-2 VI Visual Vectors Installation

administration data, HAU-C-2
administrative interface, ADM-1-13
Call Processing software, HAU-1-3
Current, SPI-5-41, SPI-7-6
dual link, HAU-F-1
link failures, HAU-1-5
master, ADM-10-2
Selecting, SPI-6-4, SPI-7-6
Status Indicators, SPI-5-26
Variable Name, CST-4-8
ACD (index), ODC-3-11, ODC-3-42, ODC-3-69, ODC-3-82, ODC-3-89, ODC-3-102, ODC-3-119,
ODC-3-122, ODC-3-126, ODC-3-131, ODC-3-133, ODC-3-136, ODC-3-147, ODC-3-148, ODC-3-151,
ODC-3-152, ODC-3-156, ODC-3-160, ODC-3-161, ODC-3-163, ODC-3-164, ODC-3-165, ODC-3-166,
DIC-2-13
ACD Access, BSA-17
ACD access permissions
assigning, ADM-9-9
changing, ADM-9-9
deleting, ADM-9-9
viewing, ADM-9-9
ACD Access window, ADM-9-10
ACD Call, ADV-GL-1, RPT-GL-2, DIC-1-6
ACD Calls, ADV-3-16, ADV-5-15, ADV-8-11, ADA-70, RPT-3-14, RPT-3-18, RPT-3-32, RPT-3-33,
RPT-3-38, RPT-3-82, RPT-3-98, RPT-3-121, RPT-3-122, RPT-3-132, RPT-3-162, RPT-3-167,
RPT-4-12, RPT-4-15, RPT-4-26, RPT-4-38, RPT-4-40, RPT-4-56, RPT-4-62, RPT-4-63, RPT-4-71,
RPT-4-87, RPT-4-91, RPT-4-111, RPT-4-121, RPT-4-146, RPT-4-155, RPT-4-162, RPT-4-165,
RPT-4-169
ACD Calls Ans, RPT-3-160
ACD capacities, CNG-1-2, CNG-1-11, CNG-2-2, CNG-2-14
ACD link status, VVI-6-13
ACD Name Field, DSG-9-3
ACD object, VVI-6-29, VVI-6-37
ACD Shifts Database ltems, ODC-3-154
ACD status
viewing, ADM-11-3
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ACD Status window, ADM-11-3
ACD Time, RPT-4-12, RPT-4-21, RPT-4-28,

June 2000
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Book ID Book Title

RPT-4-38. RPT-4-40, RPT-4.56, RPT-4-88, ADA Little Instruction Book for Advanced
Administration
RPT-4-92 -
ACD’s ADM CMS R3V8 Administration
changing dllllfiﬂg backup, ADM-3-6 ADV Advocate R8 User Guide
ACD+Conn Calls, RPT-4-149 - . ’ e .
ACD+Conn Calls (total), RPT-4-149 BSA Little Instruction Book for Basic Admlr.nsjtratlon
ACD_ID, ODC-3-150 CNG Lucent Call Center R8 Change Description
ACD_RELEASE, ODC-3-42, DIC-2-15 CST CMS Custom Reports
acd_shifts table, ODC-3-8 ;
ACDAUXOUTCALLS, ODC-3-11, ODC-3-42, DIC CMS Df’;\taba_se Items and Calculations
DIC-2-15 DMS CMS Disk Mirrored Systems
ACDCALLS, ADV-3-10, ADV-3-11, ADV-3-16, DSG Report Designer User Guide
ADV-3-17, ADV-5-10, ADV-5-11, ADV-5-15, EX| Explorer Il Installation for NT
ADV-7-9, ADV-8-11, ADV-9-16, ODC-3-11, EXU =l Hu Guid
ODC-3-42, ODC-3-69, ODC-3-82, xplorer li User uide
ODC-3-90, ODC-3-102, ODC-3-119, FST CMS Forecast
RPT-3-31, RPT-3-32, RPT-3-64, RPT-3-98, HAC High Availalability Connectivity, Upgrade and
RPT-3-160, RPT-3-162, RPT-3-167, . . . .
RPT-4-12, RPT-4-15, RPT-4-26, RPT-4-30, HAU High Availalability User Guide N
RPT-4-38. RPT-4-56. RPT-4-63, RPT-4-71, ODC CMS Open Database Connectivity
RPT-4-87, RPT-4-88, RPT-4-92, RPT-4-110, RPT Supervisor V8 Reports
RPT-4-111, RPT-4-112, RPT-4-120, : : :
RPT-4-121. RPT-4-123. RPT-4-149. SPI Sgperwsor Installation & Getting Started
RPT-4-162, RPT-4-165, RPT-4-166, VVI Visual Vectors Installation

RPT-4-169, RPT-4-170, RPT-5-8, RPT-5-14, RPT-5-22, RPT-5-27, RPT-5-34, DIC-2-16
ACDCALLS + DA_ACDCALLS, RPT-4-87, RPT-4-91

ACDCALLS1, RPT-3-82

ACDCALLS1-10, ADV-3-10, ADV-3-16, ADV-5-10, ADV-5-15, ADV-8-9, ADV-8-11, ODC-3-12,

RPT-3-63, RPT-4-62, RPT-4-72, RPT-4-155, DIC-2-17

ACDONHOLD (real-time), DIC-2-17
ACDs, RPT-3-30
adding, ADM-3-6
changing, ADM-3-6
deleting, ADM-3-6
ACDs input window, ADM-3-7
ACD-specific administration data, CNG-2-11

ACDTIME, ODC-3-12, ODC-3-42, ODC-3-102, ODC-3-120, RPT-3-32, RPT-3-98, RPT-3-121,
RPT-3-132, RPT-3-160, RPT-3-162, RPT-4-30, RPT-4-56, RPT-4-87, RPT-4-92, RPT-4-111,
RPT-4-121, RPT-4-165, RPT-4-170, RPT-5-22, DIC-2-18

Acknowledgment, ADV-GL-1, RPT-GL-2

Action Buttons, SPI-5-40

action list

timetable, BSA-29
Actions Menu, SPI-5-40, SPI-6-6
Add, SPI-6-7, SPI-6-10
Cancel, SPI-6-7
Copy, SPI-6-7
Create, SPI-6-7
Delete, SPI-6-7
Exit, SPI-6-7
Find one, SPI-6-7, SPI-6-12, SPI-6-13, SPI-6-15
Get contents, SPI1-6-7
List all, SPI-6-7, SPI-6-11, SPI-6-13, SPI-6-15
List Devices, SPI-6-7
Modify, SPI-6-7
Next, SPI-6-7, SPI-6-12
Previous, SPI-6-7, SPI-6-12
Run, SPI-6-8
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Book ID
ADA

Actions Menu, (continued)
Scripting, SPI-6-8
Select tables, SPI-6-8
Start, SPI-6-8

Actions menu, ADM-2-12 ADM
Actions menu items, ADM-2-13 ADV
Activate Agent Trace, ADV-GL-1, RPT-GL-2 BSA
Activate Agent Trace input window, ADM-6-5
activating agent trace, ADM-6-3 CNG
Active Agents, ADV-GL-1 CST
Active Sessions option, EXI-4-6 DIC
Active Skill, RPT-3-18
Active Split, RPT-3-14 DMS
Active Split/Skill, RPT-3-105, RPT-3-109 DSG
Active VDN Calls, ADV-GL-1, RPT-3-163, EX|
RPT-GL-2 EXU
ACTIVECALLS, RPT-3-163
ACTIVECALLS (real-time), DIC-2-18 FST
ACW, ADV-GL-1, RPT-3-14, RPT-3-20, HAC
RPT-3-101, RPT-4-81, RPT-GL-2, DIC-1-7
ACW Considered Idle, ADV-2-6, ADV-2-32 HAU
ACW Time, RPT-4-12, RPT-4-21, RPT-4-28,
RPT-4-38, RPT-4-40, RPT-4-56, RPT-4-88, ODC
RPT-4-92 RPT
ACW_AUX_ OUT_ADJ, DIC-2-228 SPI
ACW_AUX_OUT_CALLS, DIC-2-228
ACWINCALLS, ODC-3-12, ODC-3-43, WI

RPT-4-12, RPT-4-27, RPT-4-31, RPT-4-38, DIC-2-19
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

ACWINTIME, ODC-3-12, ODC-3-43, RPT-4-27, RPT-4-31, DIC-2-19

ACWOUTADJCALLS, ODC-3-12, ODC-3-43, DIC-2-20

ACWOUTCALLS, ODC-3-12, ODC-3-43, RPT-4-27, RPT-4-31, RPT-4-39, RPT-4-112, RPT-4-123,

DIC-2-20

ACWOUTOFFCALLS, ODC-3-13, ODC-3-43, RPT-4-31, DIC-2-21
ACWOUTOFFTIME, ODC-3-13, ODC-3-44, RPT-4-31, DIC-2-21
ACWOUTTIME, ODC-3-13, ODC-3-44, RPT-4-27, RPT-4-31, RPT-4-112, RPT-4-123, DIC-2-22

ACWTIME, ODC-3-13, ODC-3-44, ODC-3-102, ODC-3-120, ODC-3-136, RPT-3-160, RPT-4-30,
RPT-4-56, RPT-4-88, RPT-4-92, RPT-4-111, RPT-4-121, RPT-4-166, RPT-4-170, DIC-2-22

Adapters tab, EXI-A-7

Add Agents to Skill, ADV-12-8

Add Agents to Skill Dialog Box, ADV-12-8
add best-service-routing, ADA-97

Add Bookmark, DSG-3-2

Add Button, SPI-6-7, SPI-6-10

Add Button wizard, ADM-2-4

Add Data Source screen, ODC-2-27

Add Login ID-Based Data Source, ODC-2-28
Add Skills per Agent, ADV-12-3

Add System Data Sources, ODC-2-27

Add System Data Sources screen, ODC-2-27

Add the database items and calculations for the SELECT..
Add the database items and calculations for the SELECT..

Add/Remove Button, SPI-4-3
adding
agents to skills, ADA-11
login names, EXU-2-17
password, EXU-2-18
query elements, EXU-5-17, EXU-5-19, EXU-5-22
security, EXU-2-19
user defined queries to standard queries, EXU-2-9
adding objects, VVI-6-17
adding tasks to timetable, BSA-33

, DSG-7-17
., DSG-7-4, DSG-7-13, DSG-7-21

Additional Information on Call Center Administration, ADV-2-1
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ADJATTEMPTS, ODC-3-90, ODC-3-103,
RPT-4-163, DIC-2-23
ADJROUTED, ODC-3-90, ODC-3-103,
RPT-4-163, DIC-2-24
adjunct routing, ADA-59, ADA-66
command, ADM-8-28
step, ADM-8-20, ADM-8-25
Adjunct Routing Attempts, RPT-4-163
Adjunct Routing Completions, RPT-4-163
Adjunct/Switch Applications Interface
(ASAI), ADV-GL-2, RPT-GL-3
ADJUNCTOUT (real-time), DIC-2-24
Adjunct-Placed and Adjunct-Routed
Calls, DIC-1-16
Adjunct-Switch Application Interface, ADA-59
adjust-by, ADA-104
Administer
NTS, HAC-3-59
Remote Console Port, HAC-3-56
Switch LAN, HAC-3-24
TCP/IP, HAC-3-24
Administer Call Handling
Preferences, ADV-12-4
Administer ODBC Options, ODC-2-33
Administering
Generic 3si Switch, HAC-4-6
LAN
Generic 3si, HAC-4-6
administering
call and agent selection features, ADA-134
Call Vectoring, ADA-63
elements, EXU-2-3
login names, EXU-2-14
multi-site BSR applications, ADA-94
multi-site ELAI, ADA-78
synonyms, EXU-2-8

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

administering and activating exceptions, BSA-47

administering service observing, BSA-54
Administration Interface
Add Data Source screen, ODC-2-27

Add System Data Sources screen, ODC-2-27

ODBC Data Source fields, ODC-2-25

ODBC Drivers screen, ODC-2-27

OpenLink Setup input fields, ODC-2-31

System Data Sources Screen, ODC-2-27
Administration Log, HAC-3-20
administration screens

agent selection features, ADA-134

call selection features, ADA-134

June 2000
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Administrative data, definition, ADV-13-3, ODC-3-3, DIC-1-3

administrator
default password, EXI-4-4
logging in, EXI-4-4
Administrator Utilities option, EXI-4-5
Advanced menu, ADM-2-2
Advocate, ADA-60, ADA-114, CNG-1-9

administering call and agent selection features, ADA-134

Agent counting, CNG-1-9
agent selection examples, ADA-127
call handling preferences, ADA-115
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Book ID
ADA

Advocate, (continued)
call selection, ADA-115
call selection examples, ADA-121
Call Selection Override, ADA-120

Call selection override, CNG-1-10 ADM
cautions, ADA-143 ADV
feature compatibility, ADA-133 BSA
fine-tuning, ADA-138
LOA, CNG-1-9 CNG
making adjustments, ADA-141 CST
performance, ADA-140 DIC
Reports, CNG-2-7
Reserve agent time in queue, CNG-1-10 DMS
reserve skills, ADA-118 DSG
Service Level Supervisor, ADA-118 EXI
Service Objective, ADA-117 EXU
where should | start?, ADA-137
Advocate Call Center Benefits, ADV-P-1 FST
Advocate Database Items and HAC
Calculations, ADV-13-1
After Call Work, RPT-3-133, DIC-1-7 HAU
After Call Work (ACW), ADV-GL-2, RPT-GL-3
After Call Work (ACW) Considered oDC
Idle?, ADV-2-14 RPT
After Call Work Time, term SPI
description, EXU-A-4
VVI

ag_actv, DIC-1-15

ag_actv table, ODC-3-8

AG_DEST, DIC-2-224

AG_DIR, DIC-2-224

AG_ORIG, DIC-2-224

AG_PREF, DIC-2-225
AGDURATION, CNG-2-4
AGDURATION (real-time), DIC-2-26
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Agent, ADV-7-2, ADV-GL-2, DSG-6-4, RPT-3-18, RPT-3-118, RPT-3-129, RPT-4-12, RPT-4-17,

RPT-4-30, RPT-4-38, RPT-4-40, RPT-4-44, RPT-GL-3, DIC-1-7

agent, BSA-53
Agent Administration, ADV-12-1, ADV-12-2
Add Agents to Skill, ADV-12-8
Add Skills per Agent, ADV-12-3
Assign Direct Agent Skill, ADV-12-6
Assign Reserve Agents, ADV-12-5
Change Agent Skills Dialog Box, ADV-12-1, ADV-12-2
Copy/Paste Agent Skills, ADV-12-6
Delete Skills per Agent, ADV-12-4
Introduction, ADV-12-2
Move Agents between Skills, ADV-12-10
Move Agents Between Skills Dialog Box, ADV-12-11
Multi-Agent Skill Change Dialog Box, ADV-12-7
Remove Agents form Skill, ADV-12-9
Review Agent Skills, ADV-12-3
Agent Administration Button, SPI-5-24, SPI-5-30
Agent Administration icon, SPI-7-39
Agent Administration selector window, ADM-2-4, ADM-2-6
Agent and Call Selection, ADV-1-1
Agent Attendance Report, RPT-4-11
Agent AUX Report, RPT-4-9
Agent Call Handling Table, ADV-2-4
Agent counting, CNG-1-9
Agent Counts, ADV-13-5, DIC-1-31
Agent Database Items, ADV-13-1, ADV-13-16, ODC-3-41
Agent Exception Administration window, ADM-8-5
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agent exceptions Book ID Book Title
administering, ADM-8-4 ADA Little Instruction Book for Advanced

report, ADM-8-30
Agent Exceptions Database Iltems, ODC-3-156
Agent Exceptions input window, ADM-8-31 ADM
agent exceptions report ADV
example of, ADM-8-33 BSA
Agent Graphical Information Report, RPT-3-17
Agent Group, RPT-3-8, RPT-4-21, RPT-4-24, CNG
RPT-4-26 CST
Agent group, DSG-6-4 DIC
agent group

remove agent, BSA-44 DMS
Agent Group Database Items, ODC-3-151 DSG
Agent Group Report, RPT-3-7 EX|
Agent Groups, HAU-3-6
agent groups EXU
adding agents to, ADM-3-12 FST
agents in, ADM-3-11 HAC
copying, ADM-3-9
creating, ADM-3-8, BSA-44 HAU
deleting agents from, ADM-3-14
Agent Groups Get Contents oDC
window, ADM-3-12 RPT
Agent Groups input window, ADM-3-8 SPI
Agent Groups window, ADM-3-11
Agent Groups-Copy window, ADM-3-10 WI

Agent ID, RPT-4-21

agent in focus queries, EXU-4-2

agent in focus reports
After Call Work Report, EXU-4-10
Agent On-Hold Report, EXU-4-5
Agent-to-Agent Report, EXU-4-26
Application/VDN Report, EXU-4-14, EXU-4-16
Assistance Requested Report, EXU-4-20
Audio Problems, EXU-4-30
Conferenced Calls Report, EXU-4-10, EXU-4-12
Customer/Calling Party Report, EXU-4-14
Direct Agent Queued, EXU-4-28
Information Indicator Report, EXU-4-18
Malicious Call, EXU-4-30
Originating Reason Report, EXU-4-20, EXU-4-24
Service Observed Report, EXU-4-20
Transferred Call Report, EXU-4-8

Agent Information Report, RPT-3-13, RPT-5-7, RPT-5-13

Agent Level Decisions, ADV-2-21
Percent Allocation, ADV-2-21
Reserve Skills, ADV-2-21
Skill Level, ADV-2-21
Skill Mix, ADV-2-21
Table, ADV-2-22

Agent Level Decisions Table, ADV-2-22

Agent Login ID, ADV-GL-2, RPT-GL-3

Administration
CMS R3V8 Administration
Advocate R8 User Guide
Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports
CMS Database Items and Calculations
CMS Disk Mirrored Systems
Report Designer User Guide
Explorer Il Installation for NT
Explorer Il User Guide
CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Agent Login/Logout Database Items, ADV-13-1, ADV-13-19, ODC-3-122

Agent Login/Logout ECS Cross-Reference, ODC-3-125

Agent LoginID Form, ADA-134

Agent Name, RPT-3-8, RPT-3-11, RPT-3-14, RPT-3-26, RPT-3-48, RPT-3-53, RPT-3-75, RPT-3-78,
RPT-3-97, RPT-3-102, RPT-3-105, RPT-3-109, RPT-3-135, RPT-3-142, RPT-3-172, RPT-4-10,
RPT-4-15, RPT-4-21, RPT-4-24, RPT-4-26, RPT-4-36, RPT-4-87, RPT-4-91

agent name
administration, example, EXU-2-6
expire and replace, example, EXU-2-8
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Agent Occupancy, ADV-GL-2, RPT-GL-3 Book ID Book Title
agent occupancy, ADA-89 ADA
Agent Occupancy Reports, ADA-89

Agent Occupancy, Definition, FST-1-4

Little Instruction Book for Advanced
Administration

Agent Position ADM CMS R3V8 Administration

EAS, ADV-GL-2, RPT-GL-3 ADV Advocate R8 User Guide
Ageﬂ?gfg‘tisc;négxglazéi?g'eL'3 BSA Little Instruction Book for Basic Admir.lisjtration
Agent Position, No EAS, DIC-1-8 CNG Lucent Call Center R8 Change Description
Agent Positions Required Report CST CMS Custom Reports

Agent Positions Required Input DIC CMS Database Items and Calculations

Window, FST-4-4

Agent Positions Required Report DMS CMS Disk Mirrored Systems
Description, EST-4-7 DSG Report Designer User Guide
A9E>e(“t P?S't'l‘:’gi 'Zegu'red Report EXI Explorer Il Installation for NT
ample, -4- )

Algorithm, EST-6-14, EST-6-16 EXU Explorer Il User Guide

Guidelines, FST-4-3 FST CMS Forecast
Agent Real-Time icon, SPI-7-39 HAC High Availalability Connectivity, Upgrade and
Agent Released, term description, EXU-A-5 Administration
Agent Report, RPT-3-10 . . . .
Agent Report Input Fields, RPT-4-7 HAU High Availalability User Guide N
Agent report input fields, RPT-5-6 OoDC CMS Open Database Connectivity
Agent report input window, RPT-3-6 RPT Supervisor V8 Reports
Agent report selector window, RPT-3-5, SPI Supervisor Installation & Getting Started

RPT-5-5
Agent Reports, RPT-3-5, RPT-5-4 VVI Visual Vectors Installation
Agent Group Report, RPT-3-7
Agent Information Report, RPT-3-13
Agent Report, RPT-3-10
Attendance, RPT-4-11
AUX, RPT-4-9
Event Count, RPT-4-14
general information, RPT-3-5, RPT-4-5
Graphical Information Report, RPT-3-17
Graphical Time Spent, RPT-4-16
Group Attendance, RPT-4-20
Group AUX, RPT-4-23
Group Summary, RPT-4-25
Inbound/Outbound, RPT-4-29
Information, RPT-5-7, RPT-5-13
Login/Logout (Skill), RPT-4-33
Login/Logout (Split), RPT-4-35
organization, RPT-3-4, RPT-4-4, RPT-4-5, RPT-5-3
Overview, RPT-3-4
overview, RPT-5-3
Roadmap, RPT-3-5
selector window, RPT-4-6
Split/Skill Report, RPT-4-37
Summary Report, RPT-4-40
Trace by Location Report, RPT-4-44
Agent Reports Selector Window, RPT-4-6
Agent Reports, general information, RPT-3-5
Agent Reports, organization, RPT-3-4, RPT-4-4
Agent Ring Time, RPT-4-12, RPT-4-21, RPT-4-28, RPT-4-40, RPT-4-88, RPT-4-92
Agent Role, ADV-13-5, ADV-GL-3, RPT-GL-4, DIC-1-32
Agent Selection, ADV-GL-3
Agent Selection Methods
EAD-LOA, ADV-1-11
EAD-MIA, ADV-1-11
Least Occupied Agent, ADV-1-10
Most Idle Agent, ADV-1-11
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Agent Selection Methods, (continued)
Overview, ADV-1-10
UCD-LOA, ADV-1-11
UCD-MIA, ADV-1-12
agent selection strategy, entering, ADA-101
agent selection, examples, ADA-127
Agent Skill, ADV-GL-3, RPT-GL-4
agent skills, BSA-81
changing, ADM-6-9
Agent Skills, changing, HAU-3-2
Agent State, ADV-GL-3, RPT-GL-4
Agent state, DSG-6-4, RPT-3-172
Agent State and Row Search Values
Cross-Reference, DIC-2-224
Agent State Tracking at Login, DIC-1-26
agent string values
changing, ADM-3-16
Agent String Values window, ADM-3-17
Agent Summary Report, RPT-4-40
Agent Summary report, ADV-3-19, ADV-4-24,
ADV-7-14, ADV-10-9
agent surplus, ADA-92
Agent Surplus Condition, ADV-GL-3
Agent Talk Time, term description, EXU-A-6
Agent Template, ADV-4-6, ADV-5-5, ADV-6-6,
ADV-7-4, ADV-8-4, ADV-9-5, ADV-12-6
agent template, ADA-8
agent templates
applying, ADM-6-15
changing skills for, ADM-6-9
creating, ADM-6-15
Agent Terminal, ADV-GL-3, RPT-GL-4
Agent threshold settings, RPT-2-65
Agent Thresholds, SPI-7-62
Agent Time in Skill, ADV-13-5, DIC-1-31
agent timed exceptions, ADM-8-50
Agent Trace, ADV-GL-3, RPT-GL-5
agent trace, ADM-10-4, BSA-40
activating, ADA-17
listing, ADA-19
records, ADA-17
report, ADA-20
starting, ADM-6-3
stop, ADA-17
stopping, ADM-6-5
Agent Trace by Location Report, RPT-4-44
Agent trace capacity, CNG-2-3
Agent Trace Data, CST-2-6, DSG-3-5
Agent trace data, DSG-3-5
Agent Trace Database Items, ODC-3-126
Agent Trace ECS Cross-Reference, ODC-3-129
Agent Trace, modifying, HAU-3-1
Agent Work TIme, ADV-GL-3
agent’s skill
deleting, ADA-7
viewing, ADA-2
agent’s skill assignment
changing, ADA-4
agents
adding, ADM-3-11
deleting, ADM-3-11
listing, ADM-3-11

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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agents, (continued) Book ID Book Title
viewing, ADM-3-11 : .
Agents Active Chart - Flex Agents, ADV-6-18 ADA thﬂg In_st_rutctlt(_)n Book for Advanced
Agents Active Chart - Reservel Al |0n_ _ )
Agents, ADV-6-18 ADM CMS R3V8 Administration
Agents Active Chart - Top Agents, ADV-6-18 ~ ADV Advocate R8 User Guide

Agents Active chartFlex Agents, RPT-3-68 BSA Little Instruction Book for Basic Administration
Agents Active chartReservel

Agents, RPT-3-68 CNG Lucent Call Center R8 Change Description
Agents Active chartReserve2 CST CMS Custom Reports

Agents, RPT-3-68 :
Agents Active chartTop Agents, RPT-3-68 DIC CMS Df’;\taba_se Items and Calculations
Agents Avail, RPT-3-142 DMS CMS Disk Mirrored Systems
Agents in ACW, RPT-3-141 DSG Report Designer User Guide
Agents in AUX, RPT-3-75, RPT-3-142 EXI Explorer Il Installation for NT

Agents in Multiple Splits/Skills, DIC-1-24

Agents in Other, RPT-3-142 EXU Explorer Il User Guide

Agents on ACD Calls, RPT-3-142 FST CMS Forecast

Agents Ringing, RPT-3-142 HAC High Availalability Connectivity, Upgrade and
RPT-3-113, RPT-3-142 . . . .

AGENTS_ON_EXT CALLS, DIC-2-228 HAU High Availalability User Guide N

agex, CST-4-41, DSG-18-8, DIC-1-15 OoDC CMS Open Database Connectivity

agex table, ODC-3-8 RPT Supervisor V8 Reports

Aggregate Functions, CST-4-18 SPI Supervisor Installation & Getting Started

aging process, setting up, EXI-4-14 ; X

Aging radio button, EXI-4-18 VVI Visual Vectors Installation

AGINRING, ADV-9-10, RPT-3-33, RPT-3-122, RPT-3-132, RPT-5-27
AGINRING (real-time), DIC-2-25
AGOCC, ODC-3-133, DIC-2-25
AGRING, ADV-9-9, RPT-3-71
agroups table, ODC-3-8
AGSTATE (real-time), DIC-2-25
AGT_RELEASED, ODC-3-126, ODC-3-136, DIC-2-26
AGTIME, ADV-6-22, ADV-6-25, ADV-9-15, RPT-3-75, RPT-3-78, RPT-3-97, RPT-3-102, RPT-3-119,
RPT-3-129, RPT-3-143, RPT-5-8, RPT-5-14, CNG-2-5
AGTIME(real-time), DIC-2-26
Al, RPT-GL-5
Alarms, CNG-2-13
Algorithm, ADV-GL-4, RPT-GL-5
Algorithms, Forecast
Agent Positions Required, FST-6-16
Current and Seasonal Data Points, FST-6-2
Definition, EST-1-4
Estimated Margin, FST-6-15
Forecast Calls Carried, FST-6-7
Forecast Calls Carried - Current Trending, FST-6-10
Forecast Calls Carried - Expected Calls, FST-6-11, FST-6-13
Forecast Calls Carried - No Trending, FST-6-8
Forecast Calls Carried - Seasonal Trending, FST-6-9
Forecast Calls Carried Intraday, FST-6-12
Number of Agents Required, FST-6-14
Special Day Forecast Calls Carried, FST-6-13
Trunk Performance, FST-6-19
Trunks Required, EST-6-17
Align, DSG-13-8, DSG-14-2
Align Controls, DSG-4-6
Align To Grid, DSG-4-8
All Data, Exporting, SPI-7-16
ALL BUSY, DIC-2-225
ALLINUSE (real-time), DIC-2-27
ALLINUSETIME, ODC-3-69, DIC-2-27
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Allocated Agents, ADV-GL-4 Book ID Book Title

allocating data storage, ADM-10-7 ADA Little Instruction Book for Advanced
allocating storage space, ADM-10-25 e e ————

allocation, data storage, ADA-40

allow VDN override, ADA-100 ADM CMS R3V8 Administration
Allow xx seconds, SPI-8-21 ADV Advocate R8 User Guide
Alphabetical sorting, DSG-13-12 BSA Little Instruction Book for Basic Administration
alternate boot device o
creating, DMS-26, DMS-35 CNG Lucent Call Center R8 Change Description
testing, DMS-27 CST CMS Custom Reports
using, DMS-39 ;
AND button, DSG.7-10 DIC CMS Df’;\taba_se Items and Calculations
And/Or, Using in Clauses, CST-4-44, DMS CMS Disk Mirrored Systems
DSG-18-4 DSG Report Designer User Guide
ﬁm:’ AADY‘Q'-“E"X%PlT‘eeL‘5 EXI Explorer Il Installation for NT
ANI/SInSyS'S' — EXU Explorer Il User Guide
see automatic number identification/station FST CMS Forecast
number identification, ADM-8-36 HAC High Availalability Connectivity, Upgrade and

Announcement, ADV-GL-4, RPT-GL-5 . . e .
announcement, ADA-66 HAU High Availalability User Guide

Announcement Folder object, VVI-6-30, ODC CMS Open Database Connectivity
VVI-6-38 RPT Supervisor V8 Reports

Announcement object, VVI-6-30, VV|-6-38 SPI Supervisor Installation & Getting Started
announcement synonyms

adding, ADM-3-21 VVI Visual Vectors Installation
changing, ADM-3-21
viewing, ADM-3-21
window, ADM-3-21
Announcements input window, ADM-3-21
Ans/Conn, RPT-3-158
ANSCONNCALLS1, RPT-4-149, RPT-4-156
ANSCONNCALLS10, RPT-4-156
ANSCONNCALLS1-10, ODC-3-103, RPT-3-154, RPT-3-158, DIC-2-28
ANSCONNCALLS2, RPT-4-156
ANSCONNCALLS2-10, RPT-4-149
ANSHOLDTIME, ODC-3-136, DIC-2-28
ANSLOGIN, ODC-3-136, DIC-2-29
ANSREASON, ODC-3-137, DIC-2-29
ANSRINGTIME, ODC-3-45, DIC-2-29
ANSTIME, ADV-3-10, ADV-3-17, ADV-5-11, ADV-5-15, ADV-7-9, ADV-8-11, ODC-3-13, ODC-3-90,
ODC-3-103, RPT-3-31, RPT-3-64, RPT-3-98, RPT-3-121, RPT-3-132, RPT-3-154, RPT-3-160,
RPT-3-162, RPT-3-167, RPT-4-63, RPT-4-110, RPT-4-120, RPT-4-149, RPT-4-165, RPT-4-169,
RPT-5-22, RPT-5-27, DIC-2-30
Answered Call, DIC-1-8
Answering Agent, term description, EXU-A-7
Answering Disposition, term description, EXU-A-8
Answering Reason Code, term description, EXU-A-9
Answering Split, term description, EXU-A-10
Answering VDN, term description, EXU-A-11
Answering Vector, term description, EXU-A-12
Apostrophes, Using for Database Items, CST-6-30
Appearance of Input Fields, DSG-6-10
Application Plan, BSR, ADA-94
Application Plan, fields, ADA-99
Application Programming Interface (API), ODC-1-4
Application Window, SPI-8-10
Apply Button, SPI-5-39
arch_stat table, ODC-3-8
ARCH_TYPE, ODC-3-148
Archive data box, EXI-4-16
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Archiver, ADA-43
Archiver Execution Historical Database
ltems, ODC-3-148
archiving data, EXI-4-14
archiving status, ADM-10-4
viewing, ADM-11-7
Archiving Status input window, ADM-11-7
Archiving Status window, ADM-10-22
Area Chart, DSG-12-20
Arithmetic Operators, CST-4-16, DSG-18-10
Arrow Keys, CST-3-2
ASA, ADV-GL-4, ADA-52, RPT-5-34,
RPT-GL-5
ASA (real-time), DIC-2-30
ASAI, ADV-GL-4, ADA-59, RPT-GL-5
Capacity increases, CNG-1-6
Pending work mode, CNG-1-7
Trunk ID numbers, CNG-1-8
UUI increase, CNG-1-8
ASAI Enhancements, CNG-1-6
Assign a Name, CST-2-3
Assign Direct Agent Skill, ADV-12-6
Assign Reserve Agents, ADV-12-5
Assigned Skills, ADA-5
assigning call work codes, ADA-22
assigning Dictionary names, BSA-42
ASSIST, ODC-3-137, DIC-2-31
ASSIST_ACTV, ODC-3-126, DIC-2-31

June 2000
14

Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Assistance Requested, term description, EXU-A-13
ASSISTS, ODC-3-14, ODC-3-45, RPT-4-32, RPT-4-39, RPT-4-89, DIC-2-31

Assists, RPT-4-32, RPT-4-39, RPT-4-89
Associated ACD, CST-4-8, DSG-6-11
Asst, RPT-4-46

Asynchronous Transport Mode (ATM), ODC-GL-5

ATAGENT, RPT-3-162
ATAGENT (real-time), DIC-2-32
ATM, CNG-2-14
ACD capacities, CNG-2-14
Site statistics, CNG-2-14
Trunk measurement, CNG-2-14
ATM network support, CNG-1-11
ACD capacity, CNG-1-11
Location IDs, CNG-1-12
Site statistics, CNG-1-12
Trunk measurement, CNG-1-12
Attendance Report, RPT-4-11
Audience, ADV-P-1

AUDIO, ODC-3-69, ODC-3-83, ODC-3-137, DIC-2-32

Audio Difficulty, DIC-1-21
Audio Difficulty exception, ADM-8-56
Audio Problem, term description, EXU-A-14
Authorizations
EAS, HAC-3-15
External Call History, HAC-3-15
Feature Packages, HAC-3-15
Forecasting, HAC-3-15
Graphics, HAC-3-15
Set, HAC-3-15
Auto Retry, SPI-8-21
Auto-Available Split, ADV-GL-4, RPT-GL-5
Auto-In (Al), ADV-GL-3, ADV-GL-4, RPT-GL-6

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Automate Moving Agents Book ID Book Title

Additional Reports Information, ADV-6-9 . .

Agent Selection, ADV-6-2 ADA thg\% In_st_rl:cnt(_)n Book for Advanced
Call Selection, ADV-6-2 ministration - —

Customer Example, ADV-6-1 ADM CMS R3V8 Administration

Implementation, ADV-6-2 ADV Advocate R8 User Guide

Modified Reports, ADV-6-9, ADV-6-25 BSA Little Instruction Book for Basic Administration
Overview, ADV-6-1

Reports, ADV-6-8 CNG Lucent Call Center R8 Change Description
Reports Database Items and CST CMS Custom Reports

Calculations, ADV-6-9 :
Supervisor Administration, ADV-6-4 DIC CMS Df’;\taba_se ltems and Calculations
Switch Administration, ADV-6-3 DMS CMS Disk Mirrored Systems
Things to Note, ADV-6-30 DSG Report Designer User Guide
Verify the Solution Through EXI Explorer Il Installation for NT

Reports, ADV-6-8

Automate Supervisor Actions, ADV-2-26 EXU Explorer Il User Guide

automatic backup, BSA-77 FST CMS Forecast
Automatic Call Distribution (ACD), ADV-GL-4, HAC High Availalability Connectivity, Upgrade and
RPI-GL-6 Administration

Automatic Call Distribution, term

description, EXU-A-3 HAU High Availalability User Guide

automatic login oDC CMS Open Database Connectivity
hOV‘(’th use, ADM-1-3 RPT Supervisor V8 Reports
window, ADM-1-3 . . .
Automatic Number Identification SPI Sgperwsor Installation & Getting Started
(ANI), ADV-GL-4, RPT-GL-6 VVI Visual Vectors Installation

automatic number identification/station number identification, ADM-8-36
Automatic Scripts, HAU-3-10
automatic scripts, BSA-35
administrative preparations, BSA-36
automating backups, BSA-77
AutoPlay, Definition, SPI-1-7, VVI-4-2
AUX, ADV-GL-4, RPT-3-14, RPT-3-21, RPT-3-101, RPT-4-82, RPT-GL-6
AUX Reason, RPT-3-8, RPT-3-11, RPT-3-18, RPT-3-48, RPT-3-53, RPT-3-75, RPT-3-78, RPT-3-102,
RPT-3-143, RPT-4-45
AUX reason code names, ADM-3-23
AUX reason codes, BSA-49
adding, ADM-3-23
changing, ADM-3-23
deleting, ADM-3-23
names of, ADM-3-23
viewing, ADM-3-23
AUX Reason Codes input window, ADM-3-24
AUX Report, RPT-4-9
AUX Time, RPT-4-12, RPT-4-21, RPT-4-24, RPT-4-28, RPT-4-40, RPT-4-89, RPT-4-93
AUX Time 0, RPT-4-10, RPT-4-24
AUX Time 1...9, RPT-4-10, RPT-4-24
Aux Work, RPT-3-34, RPT-3-123, RPT-3-133
Auxiliary Work (AUX), ADV-GL-5, RPT-GL-6
AUXINCALLS, ODC-3-14, ODC-3-45, RPT-4-12, RPT-4-27, RPT-4-31, RPT-4-38, DIC-2-32
AUXINTIME, ODC-3-14, ODC-3-45, RPT-4-27, RPT-4-31, DIC-2-33
AUXOUTADJCALLS, ODC-3-14, ODC-3-45, DIC-2-33
AUXOUTCALLS, ODC-3-14, ODC-3-46, RPT-4-12, RPT-4-27, RPT-4-31, RPT-4-39, RPT-4-112,
RPT-4-123, DIC-2-34
AUXOUTOFFCALLS, ODC-3-15, ODC-3-46, RPT-4-31, DIC-2-34
AUXOUTOFFTIME, ODC-3-15, ODC-3-46, RPT-4-31, DIC-2-35
AUXOUTTIME, ODC-3-15, ODC-3-46, RPT-4-27, RPT-4-31, RPT-4-112, RPT-4-123, DIC-2-35
AUXREASON, ADV-9-16, ODC-3-126, RPT-3-75, RPT-3-78, RPT-3-102, RPT-3-143, RPT-5-8,
DIC-2-36
AVAIL, ADV-GL-5, RPT-3-14, RPT-3-20, RPT-3-101, RPT-4-17, RPT-4-81, RPT-GL-6
Avail Time, RPT-4-12, RPT-4-28, RPT-4-40, RPT-4-89, RPT-4-93
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AVAILABLE, RPT-3-33, RPT-3-122, Book ID Book Title

RPT-3-132, RPT-5-27 . :
Available, RPT-3-33, RPT-3-122, RPT-3-132 ADA Little In_st_ruct|(_)n Book for Advanced
Administration

Available (AVAIL), ADV-GL-5, RPT-GL-6

AVAILABLE (real-time), DIC-2-36 ADM CMS R3V8 Administration
Available Agent, ADV-GL-5 ADV Advocate R8 User Guide
available agent strategy BSA Little Instruction Book for Basic Administration
1st found, ADA-93 o
EAD-LOA, ADA-93 CNG Lucent Call Center R8 Change Description
EAD-MIA, ADA-93 CST CMS Custom Reports
UCD-LOA, ADA-93 DIC CMS Database Items and Calculations
UCD-MIA, ADA-93 . .
Available Data, DSG-12-9, DSG-13-5 DMS ~ CMS Disk Mirrored Systems
Available Work State, ADV-GL-5 DSG Report Designer User Guide
A‘ée;gg LAge”t Service Time, ADV-GL-5, EXI Explorer Il Installation for NT
Average Agent Service Time, EXU Explorer Il User Guide
Definition, EST-1-4 FST CMS Forecast
Average Speed of Ans - Seconds, ADV-3-18, HAC High Availalability Connectivity, Upgrade and
ADV-5-17, ADV-7-10, ADV-7-12, RPT-4-65, Administration

RPT-4-69 . . . .
Average Speed of Answer, ADV-2-35, HAU High Availalability User Guide

ADV-3-10, ADV-5-11, ADV-5-15, ADV-GL-5, ODC CMS Open Database Connectivity

RPT-3-64 RPT Supervisor V8 Reports
A\ée;'??él_s_?eed of Answer (ASA), ADA-52, SPI Supervisor Installation & Getting Started
Average Speed of Answer, Definition, FST-1-4 VVI Visual Vectors Installation
Average Time to Abandon, ADV-3-11, RPT-3-64, RPT-4-63
AVG, DSG-7-6

Avg Aban Time, ADV-3-17, ADV-5-16, RPT-3-39, RPT-3-160, RPT-3-162, RPT-4-110, RPT-4-121,
RPT-4-149, RPT-4-166, RPT-4-169

Avg ACD Talk, RPT-3-162

Avg ACD Talk Time, RPT-3-32, RPT-3-121, RPT-3-132

Avg ACD Time, RPT-3-38, RPT-4-40, RPT-4-56, RPT-4-87, RPT-4-92, RPT-4-111, RPT-4-116,
RPT-4-121, RPT-4-146, RPT-4-165, RPT-4-170

Avg ACW, RPT-4-170

Avg ACW Call, RPT-4-26

Avg ACW Time, RPT-4-40, RPT-4-56, RPT-4-111, RPT-4-116, RPT-4-121, RPT-4-166

Avg ACW Time (Inbound ACD), RPT-4-30

Avg ACW Time (Outbound ACD), RPT-4-30

Avg After Call, RPT-3-160, RPT-4-88, RPT-4-92

Avg Connect Time, RPT-4-166

Avg External Extn Out Time, RPT-4-31

Avg Extn In Time, RPT-4-27, RPT-4-40

Avg Extn Out Time, RPT-4-27, RPT-4-31, RPT-4-40, RPT-4-112, RPT-4-117, RPT-4-123

Avg Hold Time, RPT-4-40, RPT-4-89

Avg Inbound ACD Time, RPT-4-30

Avg Inbound Trunk Hold Time, RPT-4-136

Avg Outbound ACD Time, RPT-4-30

Avg Outbound Trunk Hold Time, RPT-4-136

Avg Pos Staffed, RPT-4-67

Avg Speed Ans, ADV-3-17, ADV-8-11, RPT-3-38, RPT-3-121, RPT-4-63, RPT-4-110, RPT-4-120,
RPT-4-169

Avg Speed Answer, RPT-3-160, RPT-3-162, RPT-3-167

Avg Speed of Ans+Conn, RPT-4-149

Avg Speed of Answer, ADV-7-9, RPT-3-31, RPT-3-132, RPT-4-165

Avg Talk Time, RPT-3-160, RPT-4-26, RPT-4-31

Avg Time to Abandon, RPT-3-33, RPT-3-122, RPT-3-132, RPT-3-167

Avg VDN Time, RPT-4-167

Avg. ACD Talk Time, RPT-3-98

Avg. Speed of Answer, RPT-3-98

Avg. Time to Abandon, RPT-3-98
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AVG_ABANDON_TIME, RPT-5-27,DIC-2-228 Book ID

AVG_ABANDON_TIME_SUM, DIC-2-228
AVG_ACD_TALK_TIM_SUM, DIC-2-228
AVG_ACD_TALK_TIME, RPT-3-98,
RPT-5-22, RPT-5-27, DIC-2-228
AVG_ACW._TIME, DIC-2-228
AVG_ACW_TIME_SUM, DIC-2-229
AVG_ACWAUX_OUT_CALLS, DIC-2-229
AVG_AGENT_ACW_SUM, DIC-2-229
AVG_AGENT_ACW_TIME, RPT-4-93,
DIC-2-229
AVG_AGENT_TALK_SUM, RPT-4-93,
DIC-2-229
AVG_AGENT_TALK_TIME, DIC-2-229
AVG_ANSWER_SPEED, RPT-3-98,
RPT-4-65, RPT-4-69, RPT-5-22, RPT-5-27,
DIC-2-229
AVG_ANSWER_SPEED_SUM, DIC-2-229
AVG_CONNECT_TIME, DIC-2-229
AVG_CONNECT_TIME_SUM, DIC-2-229
AVG_DEQUE_ACD_TIME, DIC-2-229
AVG_EQV_AG_STFD, RPT-4-67
AVG_EQV_AGENTS_STFD, DIC-2-229
AVG_HOLD_TIME, DIC-2-229
AVG_HOLD_TIME_SUM, DIC-2-230
AVG_INB_ACD_TIME, DIC-2-230
AVG_INB_ACD_TIME_SUM, DIC-2-230
AVG_INB_ACW_TIME, DIC-2-230
AVG_INB_ACW_TIME_SUM, DIC-2-230
AVG_OUTB_ACD_SUM, DIC-2-230
AVG_OUTB_ACD_TIME, DIC-2-230
AVG_OUTB_ACW_SUM, DIC-2-230
AVG_OUTB_ACW_TIME, DIC-2-230
AVG_POS_STAFF, DIC-2-230
AVG_POS_STAFF_SUM, DIC-2-230
AVG_TALK_TIM_OUT_SUM, DIC-2-231
AVG_TALK_TIME_IN, DIC-2-230
AVG_TALK_TIME_IN_SUM, DIC-2-230
AVG_TALK_TIME_OUT, DIC-2-230
AVG_TOP_STAFF_SUM, DIC-2-231
AVG_TRK_HOLD_IN_SUM, DIC-2-231
AVG_TRK_HOLD_OUT_SUM, DIC-2-231
AVG_TRK_HOLD_TIM_OUT, DIC-2-231
AVG_TRK_HOLD_TIME, DIC-2-231
AVG_TRK_HOLD_TIME_IN, DIC-2-231
AVG_VDN_ACD_SK1_TIME, DIC-2-231
AVG_VDN_ACD_SK2_TIME, DIC-2-231
AVG_VDN_ACD_SK3_TIME, DIC-2-231
AVG_VDN_ACW_SKI_TIME, DIC-2-231
AVG_VDN_ACW_SK2_TIME, DIC-2-232
AVG_VDN_ACW_SK3_TIME, DIC-2-232
AVG_VDN_TIME, DIC-2-232
AVG_VDN_TIME_SUM, DIC-2-232
AVG_VEC_TIME, DIC-2-232
AVG_VEC_TIME_SUM, DIC-2-232
AVGAGSERV, ODC-3-133, DIC-2-36
AVGSPEEDANS, ODC-3-133, DIC-2-37

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

AWORKMODE, ADV-9-15, RPT-3-102, RPT-3-143, RPT-5-8, RPT-5-14, DIC-2-37
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Axis Book ID

Display, SPI-7-32

Tab, SPI-7-32 ADA
Axis Display, DSG-12-5
Axis Tab, DSG-12-5 ADM

Axis Display, DSG-12-5 ADV

Category, DSG-12-5

Using, DSG-12-7 5

CNG
B DIC
DMS

Back, CST-3-2 DSG
Back Space, CST-3-2 EXI
Background Color, SPI-7-29, DSG-12-3 EXU

Default, CST-5-3

Specific Color, CST-5-3 FST
backing up HAC

CMSADM backup, DMS-41 to DMS-42

CMSADM restore, DMS-43 to DMS-44 HAU
Backing Up to Save Custom Reports, CST-6-2
BACKUP, ADM-3-19, ADM-3-58 OoDC
Backup, HAU-4-1 RPT

cmsadm, HAU-1-4 SP|

files excluded from a CMSADM Wi

backup, HAU-B-1
labels, HAU-A-1
backup, ADM-11-26, BSA-5
before restoring, ADM-11-26
for pseudo-ACD, ADM-10-15
frequency of, ADM-11-35
kinds of, ADM-11-35
managing the tapes, ADM-11-35
permissions for, ADM-11-1
recovery kit, ADM-11-41
status of, in maintenance error log, ADM-11-33
to save data, ADM-11-35
while archiving, ADM-11-16
Backup & Restore procedure, HAU-A-1
Backup ACD Calls, RPT-4-166
Backup Agents, ADV-GL-5
Backup Data input window, ADM-11-14
Backup Data window
List device command, ADM-11-19
backup information
format of, ADM-11-43
how to interpret, ADM-11-44
Backup procedures, BSA-70
Backup Replaced Files window, EXI-2-8, EXI-3-6
backup strategy, ADM-11-35
complex backup, ADM-11-39
full backup, ADM-11-36
incremental backup, ADM-11-37
backup volume
labeling, ADM-11-43
backup, CMSADM, ADM-11-35
steps to run it, ADM-11-9
what it consists of, ADM-11-9
backup, complex
tape allocation for, ADM-11-39
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation



Lucent Call Center Release 8 Master Index

backup, full
tape allocation for, ADM-11-36
backup, incremental
setting up a schedule, ADM-11-38
tape allocation for, ADM-11-37
backup, maintenance, ADM-11-9, ADM-11-13,
ADM-11-35
full, ADM-11-16
steps to run it, ADM-11-13
when to run it, ADM-11-13
backup, maintenance,
incremental, ADM-11-16
Backup/Restore, CNG-2-11
ACD-specific administration
data, CNG-2-11
CMS system administration
data, CNG-2-11
Data collection, CNG-2-10
Full maintenance, CNG-2-11
Historical data, CNG-2-11
Local system administration
data, CNG-2-11
Backup/Restore Devices input
window, ADM-11-18
Backup/Restore Devices window, ADM-2-13
BACKUPCALLS, ODC-3-16, ODC-3-70,
ODC-3-91, ODC-3-104, RPT-4-162,
RPT-4-166, CNG-2-6, DIC-2-37
backups
automating, BSA-77
checking status, BSA-75
console messages, BSA-75
error messages, BSA-75
full maintenance, BSA-69
incremental maintenance, BSA-69
labeling tapes, BSA-76

maintenance-backup data window, BSA-72

running a cmsadm backup, BSA-73

running a full maintenance backup, BSA-70

status messages, BSA-75
tape management, BSA-76
tape rotation, BSA-76
tape storage, BSA-76

Bar Chart, DSG-12-20

Bars, CST-4-27
Changing a Definition, CST-4-36
Data Expressions for, CST-4-30

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Defining, CST-4-27, CST-4-30, CST-4-34, CST-4-35

Direction of, CST-4-30

Discrete, CST-4-46

First Threshold, CST-4-34

Maximum Graph Value, CST-4-33

Position and Length, CST-4-28

Repeated, CST-4-46

Repeated Horizontally, CST-4-46

Repeated Vertically, CST-4-46

Saving a Definition, CST-4-36

Scales for, CST-4-31

Second Threshold, CST-4-34

Table for Calculation Names, CST-4-30
Bars Reversing Threshold Colors, CST-4-35
Base, DSG-12-11
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Base, label parameter, SPI-7-37 Book ID Book Title

Basic Tasks of Designing a Custom : .
Report, CST-1-4, DSG-4-11, DSG-4-13 ADA L'tﬂ\zmiiti;”tf;t?gnBOOk LRI i

Basics, DSG-4-1

Baud Rate Setting, SPI-8-19 ADM CMS R3V8 Administration
BCIMS Capacities, CNG-1-4 ADV Advocate R8 User Guide
Below Point, DSG-12-11 . . . .. .
Below Point. label parameter, SPI-7-37 BSA Little Instruction Book for Basic Admlr.nsjtratlon
best, ADA-103 CNG Lucent Call Center R8 Change Description
Best Service Routing, ADA-59 CST CMS Custom Reports
Best Service Routing (BSR), DIC-1-8 DIC CMS Database Items and Calculations
Best Service Routing Application Plan . .

Form, ADA-94 DMS CMS Disk Mirrored Systems
Better Serve Selected Callers DSG Report Designer User Guide

Additional Reports, ADV-8-7 EXI Explorer Il Installation for NT

Additional Reports Information, ADV-8-7

Agent Selection, ADV-8-2 EXU Explorer Il User Guide

Call Selection, ADV-8-2 FST CMS Forecast

Customer Example, ADV-8-1 HAC High Availalability Connectivity, Upgrade and

Implementation, ADV-8-2 Administration

Modified Reports, ADV-8-13 . . o .

Report Database Items and HAU High Availalability User Guide N
Calculations, ADV-8-7 OoDC CMS Open Database Connectivity

Reports, AD\(/1-8-7 RPT Supervisor V8 Reports

Supervisor Administration, ADV-8-3 . . .

Switch Administration, ADV-8-2 SPI Sgperwsor Installation & Getting Started

Things to Note, ADV-8-15 VVI Visual Vectors Installation

Verify the Solution Through Reports, ADV-8-7
BH_ABNCALLS, ODC-3-70, ODC-3-104, RPT-4-146, DIC-2-39
BH_ACDCALLS, ODC-3-70, ODC-3-104, RPT-4-146, DIC-2-40
BH_ACDTIME, ODC-3-104, RPT-4-146, DIC-2-40
BH_ALLINUSETIME, ODC-3-70, DIC-2-40
BH_BUSYCALLS, ODC-3-70, ODC-3-105, RPT-4-146, DIC-2-41
BH_DISCCALLS, ODC-3-70, ODC-3-105, RPT-4-146, DIC-2-41
BH_INCALLS, ODC-3-71, DIC-2-41
BH_INTERVAL, ODC-3-71, ODC-3-105
BH_INTIME, ODC-3-71, DIC-2-42
BH_OABNCALLS, ODC-3-71, DIC-2-42
BH_OACDCALLS, ODC-3-71, DIC-2-42
BH_OOTHERCALLS, ODC-3-71, DIC-2-43
BH_OTHERCALLS, ODC-3-72, ODC-3-105, RPT-4-146, DIC-2-43
BH_OUTCALLS, ODC-3-72, DIC-2-44
BH_OUTTIME, ODC-3-72, DIC-2-44
BH_STARTTIME, ODC-3-72, ODC-3-105, RPT-4-146, DIC-2-44
BH_VDNCALLS, ODC-3-105, RPT-4-146, DIC-2-45
Blinking, CST-5-2
Block

Defining, CST-3-8
Block Editing, CST-3-8

Copying, CST-3-13

Erasing, CST-3-9

Moving, CST-3-10
Block, definition, CST-3-8
BLOCKAGE, ODC-3-72, DIC-2-45
Blocking Percentage, Definition, EST-2-25
book conventions, ADA-Xiii
Bookmark, DSG-3-2
books

documentation, ADA-xv

how to order more copies, ADA-Xix, BSA-xx

online, ADA-xviii, BSA-xix
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boot device
creating alternate, DMS-26, DMS-35
testing alternate, DMS-27
using the alternate, DMS-39
boot devices, DMS-63
boot disk
device designations, DMS-28
boot disk designations, DMS-78
boot problems, DMS-85
branching, conditional, ADA-56
branching, unconditional, ADA-55
bridged observers, BSA-61
Bright, CST-5-2
Browse Button, SPI-5-41
Selecting Report Dates, SPI-7-7
Selecting Report Times, SPI-7-10
Using, SPI-5-42 to SPI-5-45
browse buttons
how to use, ADM-2-16
Browse Date dialog box, RPT-2-8
Browse Dates dialog box, RPT-2-9
Browse Month dialog box, RPT-2-9
Browse Months dialog box, RPT-2-10
Browse Selector Window
Multiple Entries Input, SPI-5-44
Single Entity Input, SPI-5-43
Browse Time dialog box, RPT-2-11
browse window
multiple-value, ADM-2-17
single-value, ADM-2-16
BSR
administering, ADA-94
agent selection strategy, ADA-101
Application Plan, ADA-94
Application Plan fields, ADA-99
creating an Application Plan, ADA-97

creating elements of the Application Plan, ADA-96

description, ADA-59

linking an Application Plan to a primary VDN, ADA-100

maintenance, ADA-107, ADA-109
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

using with CentreVu Advocate, ADA-110, ADA-111

vector commands, ADA-103
writing vectors, ADA-106
BSRPLAN, ODC-3-105, DIC-2-45

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Build Stronger Relationships with Some Customers, ADV-2-24

Building an ODBC Application, ODC-2-19
building queries, EXU-5-14

Busy, RPT-4-153

busy, ADA-66, ADA-81

Busy Hour, ADA-71, RPT-4-146
Busy Hour by VDN Report, ADA-71
Busy hour capacity, CNG-2-3

Busy Hour Data, ADV-13-3

Busy Hour data, ODC-3-3, DIC-1-3
Busy Hour report, CST-1-6
Busy+Disc Calls, RPT-4-162
Busy/Disc, RPT-3-167
Busy/Disconnects, ADA-71
BUSY_DISCONNECT, DIC-2-232

BUSYCALLS, ODC-3-16, ODC-3-73, ODC-3-92, ODC-3-106, RPT-3-162, RPT-3-167, RPT-4-162,

RPT-4-167, DIC-2-46

BUSYTIME, ODC-3-16, ODC-3-92, ODC-3-106, DIC-2-47
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Button/Feature Button Assignment, BSA-56

Options, SPI-5-19, SPI-5-21, SPI-5-24
Previous, SPI-6-7, SPI-6-12

Print Setup, SPI-7-53

Reports, SPI-5-24

Run, SPI-6-8

Script, SPI-5-39, SPI-6-8, SPI-7-49
Select tables, SPI-6-8

Start, SPI-6-8

System Setup, SPI-5-25

User Permissions, SPI-5-25
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Book ID Book Title

Buttons

Add, SPI-6-7, SPI-6-10 ADA

Agent Administration, SPI-5-24

Apply, SPI-5-39 ADM

Browse, SPI-5-41, SPI-5-42 to SPI-5-45 ADV

Call Center Administration, SPI-5-24 BSA

Cancel, SPI-5-39, SPI-6-7

Copy, SPI-6-7 CNG

Create, SPI-6-7 CST

Delete, SPI-6-7

Dictionary, SPI-5-24 bie

Exceptions, SPI-5-24 DMS

Exit, SPI-6-7 DSG

Find one, SPI-6-7, SPI-6-12, SPI-6-13, EXI
SPI-6-15

Get contents, SPI-6-7 EXU

Help, SPI-5-39 FST

List all, SPI-6-7, SPI-6-11, SPI-6-13, HAC
SPI-6-15

List Devices, SPI-6-7

Login, SPI-5-19 HAU

Logout, SPI-5-24 oDC

Maintenance, SPI-5-25 RPT

Modify, SPI-6-7 SPI

Next, SPI-6-7, SPI-6-12

OK, SPI-5-39 WI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

C

cagent, ADV-13-7, CST-4-40, DSG-18-6, DIC-1-13
Calculation, ADV-GL-5, RPT-GL-7
Calculation Names, CST-4-16, DSG-18-11
Defining Tables for, CST-4-21, CST-4-30
Calculations, CST-4-16, CST-A-1, DSG-7-5, DSG-18-10, DIC-2-228
calculations
adding, ADM-3-26
creating, ADM-3-26
names of, ADM-3-26
viewing, ADM-3-26
Calculations input window, ADM-3-27
call acceptance vector commands, ADA-80
Call and Agent Selection, ADV-2-2
Introduction, ADV-2-2
Understanding Agent Selection, ADV-2-3
Understanding Call Selection, ADV-2-2
call and agent selection combinations, ADA-131
call and agent selection features, administering, ADA-134
Call Carried, Definition, FST-1-4
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Call Center Administration, ADV-12-1, Book ID Book Title
ADV-12-17 ADA Little Instruction Book for Advanced

Add Agents to Skill, ADV-12-8 Administrati
Set Acceptable Service Levels, ADV-12-12 AALSLEILOL

Split/Skill Call Profile Setup Dialog ADM CMS R3V8 Administration
Box, ADV-12-1, ADV-12-12 ADV Advocate R8 User Guide
Cgiﬁggir Administration Button, SPI-5-24, | gga Little Instruction Book for Basic Administration
Call Center Administration selector CNG Lucent Call Center R8 Change Description
window, ADM-2-4, ADM-2-6 CST CMS Custom Reports
call center description, BSA-2 DIC CMS Database ltems and Calculations

call center management systems, BSA-2

call center records, BSA-80 DMS CMS Disk Mirrored Systems
Call Center Solution DSG Report Designer User Guide
Automate Moving Agents, ADV-6-1 EXI Explorer Il Installation for NT

Control Agent Time in Skill, ADV-9-1

Give Better Service to Selected EXU Explorer Il User Guide

Callers, ADV-8-1 FST CMS Forecast
Handle Any Media, ADV-4-1 HAC High Availalability Connectivity, Upgrade and
Make Agent Idle Time More Administration
Uniform, ADV-10-1 . . o .
Make Average Speed of Answer More HAU High Availalability User Guide N
Uniform, ADV-7-1 ODC CMS Open Database Connectivity
Maximize Revenues, ADV-3-1 RPT Supervisor V8 Reports
Minimize Abandoned Calls, ADV-5-1 SPI Supervisor Installation & Getting Started

Call Center World . )
objects in your, VVI-6-26, VVI-6-34 VVI Visual Vectors Installation
Call Center World object, VVI-6-27, VVI-6-35
call denial vector commands, ADA-81
Call Disposition and Row Search Values Cross-Reference, DIC-2-227
Call Handling Preference, ADV-10-5, RPT-3-18, RPT-GL-7
Greatest Need, ADV-12-4
Percent Allocation, ADV-12-5
Skill Level, ADV-12-4
call handling preference, ADA-115
changing, ADA-7
Greatest Need, ADA-116
Percent Allocation, ADA-116
Skill Level, ADA-116
Call Handling Preference (CHP), ADV-2-17, ADV-GL-6
Call Handling Profiles Administration
Call Handling Profiles Window, EST-2-8
Definition, FST-1-4
Split/Skill Forecast Objectives, FST-2-6
Start-Up Tasks, FST-1-9, EST-2-1
System Prerequisites, FST-2-8
call history data, transferring, EXI-1-11
Call ID, term description, EXU-A-15
Call Management System
Definition, SPI-1-4
Supervisor Requirements, SPI-1-13
System Capacities, SPI-1-13
Call Management System (CMS), RPT-GL-8
Call Pickup, DIC-1-23
Call Profile Report, ADV-3-8, ADV-5-9, ADV-8-8, RPT-3-62
Call Profile report, ADA-70
call profile setup, ADA-26
Call Prompting, ADA-53, RPT-GL-8
Call Queue, ADV-GL-6
Call record data, DSG-3-5
Call Record Database Items, ODC-3-136
Call Record ECS Cross-Reference, ODC-3-145
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Call records capacity, CNG-2-3
Call Records Report, RPT-4-49
Call Records Report Input Fields, RPT-4-50
Call Segment, DIC-1-9
call segment, EXU-1-10
Call Selection, ADV-GL-6
call selection
description, ADA-115
examples, ADA-121
measurements, ADA-115
Call Selection Measurement, ADV-2-14,
ADV-GL-6
Call Selection Methods
Greatest Need, ADV-1-3
overview, ADV-1-2
Percent Allocation, ADV-1-4
Predicted Wait Time, ADV-1-6
Service Level Supervisor, ADV-1-6
Service Objective, ADV-1-4, ADV-2-2
Skill Level, ADV-1-3
understanding call selection, ADV-1-2
Call Selection Override, ADV-1-7, ADV-2-8,
ADV-2-14, ADV-GL-6
default setting, ADV-2-8
OFF, ADV-2-9
ON, ADV-2-8
results of ON/OFF, ADV-2-11
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

System Parameters DEFINITY form, ADV-2-8

Call selection override, CNG-1-10

Call Selection Override OFF, ADV-1-8, ADV-2-9
Call Selection Override ON, ADV-1-7, ADV-2-8
call surplus, ADA-92

Call Surplus Condition, ADV-GL-6

call vector, ADA-54

Call Vector form, ADA-64, ADA-94

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Call Vectoring, ADM-6-1, ADM-8-20, ADM-10-31, ADM-10-42, ADV-GL-6, RPT-GL-8

administering for EAS, ADA-64
administering for non-EAS, ADA-63
capabilities of, ADM-1-13
description, ADA-50
interpreting performance, ADA-70
needed for, ADM-8-2
not needed for, ADM-8-2
Call Vectoring Capacities, CNG-1-2, CNG-2-2
Call Volume/Agent, EST-3-1
Call Volume/Agents Forecast
Guidelines, EST-3-1
Call Volume/Agents Forecast Reports, FST-3-1
Algorithms, FST-6-1
Current Day Forecast, FST-3-1, FST-3-5
Definition, FST-1-4
Hypothetical Financial Forecast, FST-3-58
Hypothetical Forecast, FST-3-51
Intraday Forecast, FST-3-28
Longterm Forecast, FST-3-1, EST-3-12
Special Day Forecast, FST-3-1, FST-3-35
call volumes, determining, EXI-4-13
Call Work Code, DSG-6-4, RPT-4-55, RPT-4-56
call work code
definition of, ADM-7-4
Call Work Code (CWC), ADV-GL-6, RPT-GL-8
call work code 0, ADM-3-30, ADM-7-3
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Call Work Code Data, CST-2-6, DSG-3-5 Book ID Book Title
Call Work Code Name, RPT-4-56 . .
Call Work Code Report, RPT-4-54 ADA thg\% In_st_rl:cnt(_)n Book for Advanced
Call Work Code Report Input Fields, RPT-4-55 nnlinlishiee} 'On_ ) )

Call Work Code, term description, EXU-A-19 ~ADM CMS R3V8 Administration

call work codes, BSA-50, BSA-80 ADV Advocate R8 User Guide
gggb”r%thDysié% ADM-7-3 BSA Little Instruction Book for Basic Administration
changing: ADM-3-29 CNG Lucent Call Center R8 Change Description
deleting, ADM-3-29, ADM-7-3 CST CMS Custom Reports
?g&féoklw% DIC CMS Database Items and Calculations
unassig’ned, ADM-7-3 DMS CMS Disk Mirrored Systems
viewing, ADM-3-29, ADM-7-3 DSG Report Designer User Guide
call work codes (CWC), ADA-22 EXI Explorer Il Installation for NT
Call Work Codes Database Items, ODC-3-119 EXU Sl U Guid
Call Work Codes ECS xplorer seruide
Cross-Reference, ODC-3-121 FST CMS Forecast
Call Work Codes input window, ADM-3-29, HAC High Availalability Connectivity, Upgrade and
ADM-7-4 Administration

Call Work Codes window, ADM-7-3

Call Work Codes, updating, HAU-3-2 HAU High Availalability User Guide

call_rec, CST-4-41, DSG-18-8, DIC-1-15 OoDC CMS Open Database Connectivity
cal:l_rec tac?'e, ODC-3-8 RPT Supervisor V8 Reports

Call-Based Data, ADV-13-4 ; . .
Call-Based Data. definition, ADV-13-4 SPI Sgperwsor Installation & Getting Started
Call-based data, definition, ODC-3-3, DIC-1-4 VVI Visual Vectors Installation

Call-Based Items, ADV-GL-6, RPT-GL-7
Caller Abandoned, term description, EXU-A-16
Caller Needs, ADV-GL-7
CALLER_HOLD, ODC-3-126, DIC-2-47
Caller-on-Hold Time, term description, EXU-A-17
Call-Handling Profile, RPT-GL-7
CALLID, ODC-3-137, DIC-2-48
Calling Party, RPT-4-46
Calling Party, term description, EXU-A-18
CALLING_II, ODC-3-126, DIC-2-48
CALLING_LOGID, DIC-2-48
CALLING_PTY, ODC-3-127, ODC-3-137, DIC-2-49
Calls, RPT-4-30
Calls Aban, RPT-3-167
Calls Carried, ADV-GL-7, RPT-GL-8
Calls Carried - in Forecasting
Definition, EST-1-4
Calls Wait, RPT-3-162, RPT-3-166
Calls Waiting, ADV-7-8, RPT-3-30, RPT-3-38, RPT-3-56, RPT-3-88, RPT-3-97, RPT-3-113, RPT-3-1186,
RPT-3-121, RPT-3-127, RPT-3-131
CALLS PER_POS, DIC-2-232
CALLS _PER_POS SUM, DIC-2-232
CALLS_WAITING, DIC-2-232
CALLSOFFERED, ADV-3-9, ADV-3-11, ADV-3-16, ADV-3-17, ADV-5-10, ADV-5-11, ADV-5-15,
ADV-5-16, ADV-8-9, ADV-8-11, ODC-3-17, RPT-3-63, RPT-3-64, RPT-3-97, RPT-4-62, RPT-4-63,
RPT-4-75, RPT-4-112, RPT-4-123, RPT-5-27, DIC-2-49
Cancel Button, SPI-5-39, SPI-6-7
Canceling Installation, SPI-1-7
Cannot Mix Aggregates and Nonaggregates in the Select, CST-5-10, DSG-16-2
Cannot Use the SYN Function for Order By, CST-5-11, DSG-16-2
Capacities
ACD, CNG-1-2, CNG-2-2, CNG-2-14
Agent trace, CNG-2-3
ASAI, CNG-1-6
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Capacities, (continued)

BCMS, CNG-1-4

Busy hour, CNG-2-3

Call record, CNG-2-3

CMS, CNG-2-2

DEFINITY ECS R8, CNG-1-2

EAS, CNG-1-3, CNG-2-2

Trunk, CNG-1-3, CNG-2-3

Trunk Groups, CNG-1-3, CNG-2-3

Vectoring, CNG-1-2, CNG-2-2
capacity, system, DMS-12
Category, DSG-12-5
Category Name, DSG-12-12
Category Name, data point label, SPI-7-38
Caution Threshold icon, SPI-7-41
cautions, Advocate, ADA-143
CCS_TIME_INBOUND, DIC-2-232
CCS_TIME_OUTBOUND, DIC-2-232
ccwe, CST-4-40, DSG-18-6, DIC-1-13
Cell Phone Analysis, EXU-1-6
Center, DSG-12-11
Center, label parameter, SPI-7-37
Centers of Excellence, CNG-ix
centralized system, ADA-95
CentreVu Advocate, ADM-6-11, ADA-53,

ADA-114, RPT-GL-8

capabilities of, ADM-1-14

CentreVu Advocate Enhancements, CNG-1-9

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

CentreVu Call Management System (CMS), ODC-2-2

CentreVu CMS
adding new CMS, VVI-6-16
CentreVu CMS data
migrating, ADM-10-33
R2 data, ADM-10-33
R3 data, ADM-10-33
CentreVu CMS state
changing, ADM-10-5
CentreVu Network Reporting, ADA-110
CentreVu Supervisor, ADV-GL-7, RPT-GL-8
exiting, ADM-1-12
logging into CMS, BSA-4
logging out of CMS, BSA-6
resource limits for, ADM-1-3
scripts, BSA-35
CentreVu Supervisor features
menu bar, BSA-9
status bar, BSA-8
toolbar, BSA-8
CentreVu Terminal Emulator
Creating profiles, SPI-8-14 to SPI-8-15
Definition, SPI-8-2
Exiting, SPI-8-8, SPI-8-11
Installing, SPI-8-4
Logging into CMS, SPI-8-6, SPI-8-7
logging into CMS, BSA-5
logging out of CMS, BSA-6
Messages
Error, SPI-8-23
Information, SP1-8-24
Profile menu, SPI1-8-6
Using, SPI-8-3, SPI-8-9
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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CentreVu Terminal Emulator, (continued)

Application, SPI-8-10
Function keys, SPI-8-10

Menu bar, SPI-8-10 ADM
Title bar, SPI-8-10 ADV
CentreVu Terminal Emulator features, BSA-10 BSA
CentreVu Virtual Routing, ADA-73 CNG
CentreVu® Advocate
definition, ADV-1-1 CST
system requirements, ADV-1-1 DIC

CentreVu® Advocate definition, ADV-GL-7 DMS

CHANGE, ODC-3-131, DIC-2-49

Change o
Access, CST-2-8 EXI
Description, CST-2-8 EXU

Change Agent Skills, ADV-GL-7, RPT-GL-9 FST

Change Agent Skills Dialog Box, ADV-3-3,

ADV-4-4, ADV-5-4, ADV-6-4, ADV-7-3, HAC
ADV-8-3, ADV-9-4, ADV-12-1, ADV-12-2
Add Skill per Agent, ADV-12-3 HAU
Assign Direct Agent Skill, ADV-12-6 oDC
Assign Reserve Agents, ADV-12-5
Copy/Paste Agent Skills, ADV-12-6 RPT
Delete Skills per Agent, ADV-12-4 SPI
Review Agent Skills, ADV-12-3 VVI

Change Agent Skills window, ADM-6-10,
ADM-6-12, ADA-4
Change Agent Splits/Skills, SPI-7-19

Change Extension Split Assignments window, ADM-6-11
Change VDN Skill Preferences input window, ADM-7-7

CHANGED (real-time), DIC-2-50
Changing

a Bar Definition, CST-4-36

a Field Definition, CST-4-27

No-Scroll Area, CST-5-6

Reports Name, Access, and Type, CST-2-8
changing

agent’s skill assignment, ADA-4

call handling preference, ADA-7

CMS state, ADA-34

data storage allocation, ADA-38

direct agent skill, ADA-7

extension split assignments, ADA-12

multi-agent skill, ADA-9

skill level, ADA-11

top skill, ADA-6

VDN skill preferences, ADA-24

VDN-to vector assignments, ADA-30
Changing a Report’s Access or Description, CST-2-8
changing password, EXU-2-24
Changing Report Input Fields, CST-4-11
Changing Row Search Conditions, CST-4-55
CHAR Colums

Definition, CST-6-6, DSG-18-16
Chart, DSG-4-7, DSG-4-8
Chart Assistant

Make category and series selections, DSG-8-4

Book ID
Window, SPI-8-9 to SPI-8-10 ADA
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Select the query and data items you wish to plot on the chart, DSG-8-2

Specify a chart type, DSG-8-3
Chart Format Options
3D Effects Tab, SPI-7-30
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Chart Format Options, (continued)
Axis Tab, SPI-7-32
Data Point Labels Tab, SPI-7-37
General Tab, SPI-7-29
Legend Tab, SPI-7-36
Title Tab, SPI-7-35
Type Tab, SPI-7-33
Chart Reports
3D Effects Tab, RPT-2-37
3D Effects Tab Parameters, RPT-2-38
Accessing Options, RPT-2-35
Axis Tab, RPT-2-39
Axis Tab Parameters, RPT-2-39
Copying, SPI-7-50
Data Labels Tab, RPT-2-43
Data Labels Tab Parameters, RPT-2-43
Formatting, RPT-2-35
General Tab, RPT-2-36
General Tab Parameters, RPT-2-36
Legend Tab, RPT-2-42
Legend Tab Parameters, RPT-2-42
Metafile format, SPI-7-50
Title Tab, RPT-2-41
Title Tab Parameters, RPT-2-41
Type Tab, RPT-2-40
Type Tab Parameters, RPT-2-40
Chart Type, SPI-7-33, DSG-12-20
Charts
Copying data, SPI-7-15, SPI-7-50
Creating/Inserting, DSG-8-1

Make category and series selections, DSG-8-4

Placement on the report, DSG-8-1
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Select the query and data items you wish to plot on the chart, DSG-8-2

Specify a chart type, DSG-8-3
Exporting Data, SPI-7-15
Formatting, SPI-7-17, DSG-12-1

3D Effects Tab, DSG-12-22

Using, DSG-12-24
Axis Tab, DSG-12-5

Using, DSG-12-7
Data Labels Tab, DSG-12-11

Using, DSG-12-12
Data Tab, DSG-12-9

Using, DSG-12-9
Fonts Tab, DSG-12-13

Using, DSG-12-13
General Tab, DSG-12-3
Legend Tab, DSG-12-15

Using, DSG-12-16
Series Labels Tab, DSG-12-17

Using, DSG-12-17
Title Tab, DSG-12-18

Using, DSG-12-18
Type Tab, DSG-12-20

Using, DSG-12-21

Using the General Tab, DSG-12-4
Order of Items, DSG-8-2
Rotating a 3D, SPI-7-46

check skill, ADA-66
check split, ADA-80
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checking backup status, BSA-75
Checklist of Design Tasks, CST-1-4,
DSG-4-11, DSG-4-13
chkDisks, DMS-36, DMS-40, DMS-87
Choose Font, DSG-12-13, DSG-13-6
Choose functions for the SELECT
items, DSG-7-6
Choosing a profile, SPI-8-11
CHPROF, ODC-3-131, DIC-2-50
chunks, DMS-2
C-LAN, HAU-1-3
Class of Restriction form, BSA-55
Clauses, CST-4-42, DSG-18-2
Clear All, SP1-6-9
client requirements, EXI-1-20
Client Setup, SPI-3-9 to SPI-3-19
Client Trace, ODC-2-38
clock synchronization, ADM-10-6
Close Button, SPI-5-19, DSG-4-10
closing CentreVu Supervisor
windows, ADM-1-10
Clustered Bar Chart, DSG-12-20
CMS, ADV-GL-7, RPT-GL-9
assigning user ID, BSA-13
ATM, CNG-2-14
backups, BSA-68
changing a user’s password, BSA-21
Database items, CNG-2-4
Error messages, CNG-2-9
Explorer, CNG-2-15
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

logging in through CentreVu Supervisor, BSA-4
logging out through CentreVu Terminal Emulator, BSA-6

records, BSA-81
recovery kit and software log, BSA-84
replacing forgotten passwords, BSA-22
Reports, CNG-2-7
Advocate, CNG-2-7
server log, BSA-83
Serviceability, CNG-2-10
Setup, HAC-3-27

Interactively from a Terminal, HAC-3-28

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Using UNIX System Flat File, HAC-3-38

software failures, HAU-1-6
Solaris, CNG-2-15

system setup records, BSA-81
user passwords, BSA-20

user permissions, BSA-8, BSA-16
Visual Vectors, CNG-2-16

CMS (see also Call Management System), SPI-1-4

CMS Capacities, CNG-2-2
CMS Documents, CST-P-8, ODC-P-4
CMS Feature Interactions, ODC-1-2
Permissions, ODC-1-3, ODC-3-6
CMS field, EXI-4-9
CMS Hostname field, EXI-4-10
CMS Network Address, SPI1-8-18
CMS object, VVI-6-29, VVI-6-36
CMS Operations
Deleting Database Items, SPI-6-15
Finding database items, SPI-6-11
Input window, SPI-6-4
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CMS Operations, (continued) Book ID Book Title

Mer,]otjcstions SPI-6-6 ADA Little Instruction Book for Advanced

Edit, SPI-6-8 Admlnlstratlon_ . _
Modifying database items, SPI-6-13 ADM CMS R3V8 Administration
Running, SPI-6-3 to SPI-6-5 ADV Advocate R8 User Guide

gmg geportS’H 'Xfﬁféll BSA Little Instruction Book for Basic Administration

erver, -P- L.
backup, HAU-A-1 CNG Lucent Call Center R8 Change Description
capabilities, HAU-1-1 CST CMS Custom Reports
ghangin“g timgtables, HAU-3-18 DIC CMS Database Items and Calculations

ata collected, HAU-F-1 3 3

failure, HAU-E.1 DMS CMS Disk errored Systems
hardware failures, HAU-1-5 DSG Report Designer User Guide
Logging in, SPI-5-20, SPI-8-7 EXI Explorer Il Installation for NT

_Fr’ass‘_"’orldt prompt, STI_SSJ . EXU Explorer Il User Guide

erminal type prompt, -8-

Logging out, SPI-8-8 FST CMS Forc_ecast” N
maintenance, HAU-1-6, HAU-2-2 HAC High Aygllalapll|ty Connectivity, Upgrade and
manual synchronization, HAU-1-4 Administration
operations on tz)oth, HAU-2-5 HAU High Availalability User Guide
primary, HAU-2-1 ..
running timetables, HAU-3-17 OoDC CMS O.pen Database Connectivity
secondary, HAU-2-1 RPT Supervisor V8 Reports
synchronizing, HAU-3-12 SPI Supervisor Installation & Getting Started
unscheduled outage, HAU-4-1, HAU-4-2  ypy Visual Vectors Installation

upgrades, HAU-1-6
CMS Server Requirements, SPI-1-12
CMS Servers, SPI-5-20
CMS Servers tab, ADM-2-2, ADM-2-10
CMS State
window, ADA-34
CMS state
multi-user mode, ADA-34
single-user mode, ADA-34
CMS State window, ADM-10-6
CMS System Administration Data, HAU-C-1
CMS system administration data, CNG-2-11
CMS System Error
Check the Error Log, CST-5-11, DSG-16-2
Data Collection Off, CST-5-11, DSG-16-2
Too Much Data Retrieved, CST-5-11, DSG-16-3
Updating Translations, CST-5-12, DSG-16-3
CMS System Setup selector window, ADM-2-5
CMS System Setup selector window, System Setup selector window, ADM-10-3
CMS System Setup window, System Setup window, ADM-10-1
CMS System Setup, System Setup
command, ADM-10-8
CMS Users
new, HAU-3-20
removing, HAU-3-20
setting user passwords, HAU-3-21
CMSADM backup, DMS-41 to DMS-42
cmsadm Backup, HAU-1-4
cmsadm backup, BSA-5, BSA-73
CMSADM file system backup, ADM-11-9
Lucent-provided backups, ADM-11-11
steps to run it, ADM-11-9
what it consists of, ADM-11-9
CMSADM restore, DMS-43 to DMS-44
collect ced/cdpd digits, ADA-82
collect digits, ADA-66, ADA-80
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Collected Dig_its, term description, EXU-A-21  Book ID Book Title
gg:a:ﬁrc]:hangmg Threshold, SPI-7-60 ADA Little Instruction Book for Advanced

Changing, CST-6-14, DSG-18-23 Administration

Deleting, CST-6-14, DSG-18-23 ADM CMS R3V8 Administration
Column Names, Custom Tables ADV Advocate R8 User Guide

Adding, CST-6-6, DSG-18-16 : . . - -
Column Types, CST-6-6, DSG-18-16 BSA Little Instruction Book for Basic Admlr.nsjtratlon
Column Width, changing, SPI-7-52 CNG Lucent Call Center R8 Change Description
Columns in a Table CST CMS Custom Reports

Adding, CST-6-14, DSG-18-22 DIC CMS Database Items and Calculations

Changing, CST-6-14, DSG-18-22 . .

Deleting, CST-6-14, DSG-18-22 DMS CMS Disk errored Systems
Combining Advocate Solutions, ADV-2-24 DSG Report Designer User Guide

Overview, ADV-2-24 EXI Explorer Il Installation for NT

table, ADV-2-26

to build stronger customer EXU Explorer Il User Guide

relationships, ADV-2-24 FST CMS Forecast
to improve agent fairness, ADV-2-26 HAC High Availalability Connectivity, Upgrade and
toimprove call center efficiency, ADV-2-25 Administration

to match callers and agents, ADV-2-24

to schedule multi-skill agents, ADV-2-25 HAU High Availalability User Guide

to treat all agents the same, ADV-2-25 ODC CMS Open Database Connectivity
to treat some agents differently, ADV-2-25 RPT Supervisor V8 Reports
Combining Advocate Solutions SPI Supervisor Installation & Getting Started

Table, ADV-2-26 . )
commands VVI Visual Vectors Installation
shut down and restart, BSA-73
Commands Menu, SPI-5-29
Agent Administration, SPI-5-30
Call Center Administration, SPI-5-31
Dictionary, SPI-5-30, SPI-6-3
Exceptions, SPI-5-30
Reports, SPI-5-29
Commands menu, ADM-2-4
commands, vector, ADA-66
Communications Tab, SPI-7-73, SPI-7-75, SPI-7-76, SPI-7-77, SPI-8-18
Modem, SPI-8-19
Network, SPI-8-18
Serial, SPI-8-19
COMPLETED, ODC-3-73, DIC-2-50
complex backup
tape allocation for, ADM-11-39
Composing efficient database queries, ODC-1-2
Computer Name field, EXI-A-3
concatenated metadevice, DMS-2
capacity, DMS-3
conditional branching, ADA-56
Conditional queries, EXU-1-7
Conf, RPT-4-46
CONFERENCE, ODC-3-17, ODC-3-47, ODC-3-127, ODC-3-138, DIC-2-50
Conference Call, term description, EXU-A-22
Conference Tracking (G2.2 and G3), DIC-1-23
Configuration
Desktop Computer Client, ODC-2-23
Add Login ID-Based Data Source, ODC-2-28
Add System Data Sources, ODC-2-27
Administer ODBC Options, ODC-2-33
New ODBC Data Source, ODC-2-29
View Installed ODBC Drivers, ODC-2-27
Solaris client, ODC-2-17
Configure a New ODBC Data Source, ODC-2-29
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Confirm Password window, ADM-1-3
CONN, ADM-3-57
Connect Calls, RPT-4-166
Connect Menu, SPI-5-20, SPI-5-28
CMS Servers, SPI-5-20
Exit, SPI-5-28
Login, SPI-5-20
Logout, SPI-5-28
Connect menu, ADM-1-3, ADM-1-5
to log into server, ADM-1-3
Connect to a Data Source, ODC-2-35
CONNECTCALLS, ODC-3-73, ODC-3-106,
RPT-3-154, RPT-4-149, RPT-4-166,
DIC-2-51
Connected (CONN), ADV-GL-7, RPT-GL-9
Connected Call, ADV-GL-7, RPT-GL-9,
DIC-1-9
Connecting
Generic 3si Switch, HAC-2-5
Single ACD Using Serial Ports, HAC-2-5
Connecting Blocks, HAC-2-3
connecting to your network, EXI-1-19
Connection Menu, SPI-8-12, SPI-8-13
Connect, SPI-8-12
Disconnect, SPI-8-12
Options, SPI-8-13, SPI-8-17
Send Break, SPI-8-13
connection status
application layer, ADM-11-21
connection layer, ADM-11-22
monitoring, ADM-10-3, ADM-11-20
session layer, ADM-11-21
Connection Status input window, ADM-11-20
Connection, establishing, SPI-8-6
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

CONNECTTIME, ODC-3-106, RPT-3-154, RPT-4-149, RPT-4-166, DIC-2-51

CONNTALKTIME, ODC-3-107, DIC-2-52
consider, ADA-82
consider location, ADA-107
consider skill/location, ADA-66
console messages, BSA-75
Constants, CST-4-15, DSG-18-9
constants
adding to database, ADM-3-31
names of, ADM-3-31
Constants input window, ADM-3-31
CONSULTTIME, ODC-3-138, DIC-2-52
contacting Lucent, BSA-xxii
container
definition of, VVI-6-2
Contents, DSG-1-4, DSG-4-9
Contents, Help, SPI-1-9
context menu
definition of, VVI-6-2
Control Agent Time in Skill
Additional Reports Information, ADV-9-6
Agent Selection, ADV-9-2
Call Selection, ADV-9-2
Customer Example, ADV-9-1
Implementation, ADV-9-2
Modified Reports, ADV-9-17
Overview, ADV-9-1

Report Database Items and Calculations, ADV-9-6
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Control Agent Time in Skill, (continued) Book ID  Book Title

Reports, ADV-9-6 . .
Supervisor Administration, ADV-9-3 AL th,tbl\?jrl:i?ig#:atlt?(?nBOOk for Advanced

Switch Administration, ADV-9-3

Things to Note, ADV-9-19 ADM CMS R3V8 Administration
Verify the Solution Through ADV Advocate R8 User Guide
Reports, ADV-3-6 BSA Little Instruction Book for Basic Administration
controller, ADM-1-6 L
controller window, ADM-1-5, ADM-1-6, CNG Lucent Call Center R8 Change Description
ADM-4-6 _ CST CMS Custom Reports
after you log into server, ADM-1-4 DIC CMS Database Items and Calculations

before you log into server, ADM-1-2

Controlling Forecast Results, FST-1-4 DMS CMS Disk Mirrored Systems
Conventions Used, ODC-P-2 DSG Report Designer User Guide
Conventions Used in Document, CST-P-5 EXI Explorer Il Installation for NT

Conventions Used in this Document, DSG-1-6

Conventions used in this document, ADV-P-5 EXU Explorer Il User Guide

Conventions, writing, SPI-P-5 FST CMS Forecast

Converse Vector Command (G3V2 and HAC High Availalability Connectivity, Upgrade and
later), lezﬁ ADAGS Administration

converse-on sKill, - q A - .

converse-on split, ADA-80 HAU High Availalability User Guide N

Convert Explorer 1 window, EXI-3-15 ODC CMS Open Database Connectivity

converting Explorer 1.x data, EXI-3-15 RPT Supervisor V8 Reports

Copy, SPI-6-9, DSG-3-2, DSG-4-6 SPI Supervisor Installation & Getting Started

To a File, DSG-3-7 . )
copy, DSG-3-8 VVI Visual Vectors Installation
Copy a Report, CST-3-7
Copy a report to Designer, DSG-4-13
Copy and Paste, DSG-5-2, DSG-5-3
Copy Button, SPI-6-7
Copy from diskette, DSG-3-9
Copy Query, DSG-7-25
Copy Report, DSG-3-4
Copy to diskette, DSG-3-8
Copy/Paste Agent Skills, ADV-12-6
Copying a Block, CST-3-13
Copying a Designer Report from a File, DSG-3-9
Copying a Designer Report to a File, DSG-3-7
Copying a Query, DSG-7-25
Copying a Report to the Designer Category, DSG-3-4
Copying an Existing Report, CST-3-4
Copying Chart Reports, RPT-2-53

Procedure, RPT-2-53
COR, BSA-55
Corporate Security, CNG-ix
corrupt folder, checking, EXI-5-7
Costs Profiles Administrati, FST-1-4
Costs Profiles Administration

Costs Profiles Window, EST-2-21

Definition, FST-2-20

Guidelines, FST-2-20

Start-Up Tasks, FST-1-9, FST-2-1
count(*), CST-4-20
counted-calls, ADA-58
COUNTS, ODC-3-150
Cradle-To-Grave, reports, EXU-1-6
Create a New Report, DSG-4-11
Create Button, SPI-6-7
create vectors, BSA-18
Created field, EXI-4-6
creating a BSR Application Plan, ADA-97
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Creating a Field, DSG-9-1 Book ID Book Title

Creating a Real-Time or Historical ADA Little Instruction Book for Advanced

Query, DSG-7-3 . :
creating a script to activate an agent Administration

trace, BSA-40 ADM CMS R3V8 Administration
Creating a Table, DSG-10-1 ADV Advocate R8 User Guide
greeztt'i”n%?qe{‘nttgg:;&% 85@;%86_7_12 BSA Little Instruction Book for Basic Admir.lisjtration
Creating profiles, SPI-8-11, CNG Lucent Call Center R8 Change Description
SPI-8-14 to SPI-8-15 CST CMS Custom Reports
Creating Queries, DSG-7-1 DIC CMS Database Items and Calculations

Creating Text, DSG-11-1

creating timetable tasks, BSA-31 DMS CMS Disk Mirrored Systems

criteria fields tab, EXU-5-18 DSG Report Designer User Guide
Crorl?tﬂ,!kg'vDysS%zés[?rM4S;1%6 05G18.6 EXI Explorer Il Installation for NT
G L1 o e EXU Explorer Il User Guide

CTI Enhancements, CNG-1-6 FST CMS Forecast

ctkgrp, CST-4-40, DSG-18-6, DIC-1-13 HAC High Availalability Connectivity, Upgrade and
g:r:-g, % Administration

Ct:I:e: CST.3.4 HAU High Availalability User Guide

Ctrl-f, CST-3-2 ODC CMS Open Database Connectivity
Ctrl-u, CST-3-2 RPT Supervisor V8 Reports

Ctrl-x, CST-3-4 SPI Supervisor Installation & Getting Started
Ctrl-y, CST-3-4

Ctrl-z, CST-3-4 VVI Visual Vectors Installation
ctrunk, CST-4-40, DSG-18-6, DIC-1-13
Cumulative data, definition, ADV-13-3, ODC-3-3, DIC-1-3
Current, ADV-GL-7, RPT-GL-9
Current ACD, CST-4-8, CST-4-57, CST-4-59, SPI-5-41, DSG-6-11
Current Date and Time, SPI-5-26
Current Day Configuration Administration
Current Day Configuration Window, FST-2-16
Definition, FST-2-14
Guidelines, FST-2-15
Start-Up Tasks, FST-1-9, EST-2-1
System Prerequisites, FST-2-16
Current Day Configuration ECS Cross-Reference, ODC-3-132
Current Day Configuration Forecast Database Items, ODC-3-131
Current Day Forecast Report Database Items, ODC-3-133
Current Day Report
Current Day Forecast Report Description, FST-3-9
Current Day Forecast Report Example, FST-3-8
Current Day Input Window, FST-3-6
System Prerequisites, FST-3-6
Current Day Report ECS Cross-Reference, ODC-3-135
Current Interval, ADV-GL-7, CST-P-6, RPT-GL-9
Current Interval, Definition, CST-P-6, RPT-1-7
Current Trending
In Forecast Calls Carried Algorithm, FST-6-10
Current Wait Time, ADV-2-31, ADV-GL-7, RPT-GL-9
Current Wait Time (CWT), ADA-115
Custom CentreVu® Advocate Solutions, ADV-2-1
Agent Level Decisions, ADV-2-21
Agent Level Decisions Table, ADV-2-22
Combining Advocate Solutions Table, ADV-2-26
Matching Features to Goals Table, ADV-2-32
Organization Level Decisions Table, ADV-2-17
Overview, ADV-2-1
Planning Your Call Center, ADV-2-13
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Custom CentreVu® Advocate Solutions,
(continued)
Skill Level Decision Table, ADV-2-20
System Level Decisions Table, ADV-2-15
Within an Organization, ADV-2-19
Custom Database Items, CST-4-15, DSG-18-9
Custom icon, SPI-7-40
custom items
defining, ADM-3-33
Custom Items input window, ADM-3-33
custom query builder
accessing, EXU-5-11
description, EXU-1-10
reporting queries, EXU-1-14
using, EXU-5-3
Custom Report
Definition, CST-1-2
custom report, ADM-2-6
Custom Reports, DSG-3-11, DSG-4-2,
RPT-GL-9, HAU-3-2
custom reports
for exceptions, ADM-8-53
Custom Reports, Reference, RPT-1-7
Custom Tables, CST-6-1, DSG-18-13
Adding Data, CST-6-16, DSG-18-24
Changing a Column, CST-6-14,
DSG-18-23
Changing Data, CST-6-17, DSG-18-24
Deleting a Column, CST-6-14, DSG-18-23
Deleting Data, CST-6-17, DSG-18-25
Customer Care Center Phone Number, VVI-1-3
Customer Care Helpline, HAU-P-2
Customer Info, term description, EXU-A-20
Customer Log Database Items, ODC-3-150
Customer Support, HAC-1-6
customer_log table, ODC-3-8
Customer-created tables, ODC-1-2

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Customer-Options System Parameters form, BSA-55

Cut, SPI-6-9, DSG-4-5

Cut Items, DSG-5-4

Cutting an Item from the Report, DSG-5-4
cvdn, CST-4-40, DSG-18-6, DIC-1-13
cvector, CST-4-40, DSG-18-6, DIC-1-13

CWC, ADV-GL-7, ADA-22, RPT-4-56, RPT-GL-9, BSA-50

CWC (index), ODC-3-120, DIC-2-52
CWT, ADA-115
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

D

d_secs table, ODC-3-8

d11 metadevice, DMS-6

d12 metadevice, DMS-6

d17 metadevice, DMS-6

d19 metadevice, DMS-5

d20 metadevice, DMS-5

d21 metadevice, DMS-5

DA _ABNCALLS, ODC-3-47, DIC-2-53
DA_ABNTIME, ODC-3-47, DIC-2-53

DA_ACDCALLS, ADV-9-16, ODC-3-47, RPT-4-12, RPT-4-15, RPT-4-26, RPT-4-30, RPT-4-38,
RPT-4-87, RPT-4-88, RPT-4-92, RPT-5-8, RPT-5-14, DIC-2-53
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DA _ACDTIME, ODC-3-47, RPT-4-30,
RPT-4-87, RPT-4-92, DIC-2-54

DA ACWINCALLS, ODC-3-17, ODC-3-48,
DIC-2-54

DA_ACWINTIME, ODC-3-17, ODC-3-48,
DIC-2-54

DA ACWOADJCALLS, ODC-3-48, DIC-2-55

DA_ACWOCALLS, ODC-3-17, ODC-3-48,
DIC-2-55

DA _ACWOOFFCALLS, ODC-3-48, DIC-2-56

DA_ACWOOFFTIME, ODC-3-49, DIC-2-56

DA _ACWOTIME, ODC-3-18, ODC-3-49,
DIC-2-56

DA_ACWTIME, ODC-3-49, RPT-4-30,
RPT-4-88, RPT-4-92, DIC-2-57

DA _ANSTIME, ODC-3-49, DIC-2-57

DA_INACW (real-time), DIC-2-57

DA_INQUEUE (real-time), DIC-2-58

DA_INRING (real-time), DIC-2-58

DA_OLDESTCALL (real-time), DIC-2-59

DA_ONACD (real-time), DIC-2-59

DA OTHERCALLS, ODC-3-49, DIC-2-60

DA_OTHERTIME, ODC-3-50, DIC-2-60

DA QUEUED, ODC-3-138, DIC-2-60

DA RELEASE, ODC-3-50, DIC-2-61

DA_SKILL, ADV-9-16, RPT-5-8, DIC-2-61

DABN, ADM-3-57, ADV-GL-7, RPT-GL-10

DACALLS_FIRST, ADV-13-16, DIC-2-61

DACD, ADV-GL-7, RPT-GL-10

DACW, ADV-GL-8, RPT-GL-10
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

dagent, ADV-13-7, CST-4-40, DSG-18-7, DIC-1-14

dagent table, ODC-3-7

daily average call volumes, determining, EXI-4-13

Daily Data, ADV-GL-8, CST-P-6, RPT-GL-10
daily data, ADA-43
Daily Data, Definition, CST-P-6, RPT-1-7

Daily Multi-ACD Call Flow by VDN Report, ADA-71

Daily Reports, RPT-4-3
daily start time, ADA-46
daily stop time, ADA-46
Data

Adding Data in a Custom Table, CST-6-16, DSG-18-24

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Changing Data in a Custom Table, CST-6-17, DSG-18-24
Deleting Data in a Custom Table, CST-6-17, DSG-18-25

Merging, CST-1-3, DSG-1-1
Ordered by Date, CST-4-48, CST-4-49
Ordered by Split, CST-4-49

Ordered by Split and ACD Calls, CST-4-50

Data Availability, HAU-1-5

data backup, ADM-11-18

Data Bit Setting, SPI-8-20

Data Collection
on for exception reports, BSA-48
synchronizing CMS servers, HAU-3-12
turned off, HAU-2-8
turned on, HAU-3-9

Data collection, CNG-2-10, CNG-2-12

data collection, ADM-10-3, ADM-10-17, ADM-10-29, ADM-10-40, ADM-11-7, ADM-11-21, ADA-36

on during backup, BSA-73
turning off and on, ADA-36

turning on and off for real ACDs, ADM-10-3
Data Collection Exceptions Database Items, ODC-3-166
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Data Collection Exceptions input Book ID Book Title
window, ADM-8-34 . .
Data Collection Off, ADV-GL-8, RPT-GL-10  ~PA L'tﬂg '”.St.r”tCt't‘?” Book for Advanced
Data Collection On, ADV-GL-8, RPT-GL-10 ministration =
Data Collection Period Historical Database ADM CMS R3V8 Administration

ltems, ODC-3-147 ADV Advocate R8 User Guide
data collection report BSA Little Instruction Book for Basic Administration
example of, ADM-8-35 .
running, ADM-8-34 CNG Lucent Call Center R8 Change Description
Data Collection window, ADM-10-4, ADA-34 ~ CST CMS Custom Reports
Data Discard Wizard, EXI-4-11 DIC CMS Database Items and Calculations

Data Expressions, CST-4-14 . .
Aggregate Functions, CST-4-18 DMS CMS Disk Mirrored Systems

Calculation Names, CST-4-16, DSG-18-11 DSG Report Designer User Guide

Calculations, CST-4-16, DSG-18-10 EXI Explorer Il Installation for NT
Constants, CST-4-15, DSG-18-9

count(*), GST-4-20 EXU Explorer 1l User Guide
Data from More Than One FST CMS Forecast
Table, CST-4-20, DSG-18-12 HAC High Availalability Connectivity, Upgrade and
] thF Btﬁrs, %8 Administration
ata gathering, - : : o ;
data import sefvice, EXI-5-21 HAU High Availalability User Guide N
Data in a Table ODC CMS Open Database Connectivity
Adding, CST-6-11, CST-6-16, DSG-18-19, RPT Supervisor V8 Reports
DSG-18-24 i i i
Changing, CST-6-16, DSG-18-24 SPI Sgperwsor Installation & Getting Started
Deleting, CST-6-16, DSG-18-24 VI Visual Vectors Installation

Data Items Fields, DSG-9-4
Data Labels, DSG-12-11
Data Labels Tab
Above Point, DSG-12-11
Base, DSG-12-11
Below Point, DSG-12-11
Category Name, DSG-12-12
Center, DSG-12-11
Inside, DSG-12-11
Left, DSG-12-11
None, DSG-12-11
Outside, DSG-12-11
Percent, DSG-12-12
Right, DSG-12-11
Series Name, DSG-12-12
Using, DSG-12-12
Value, DSG-12-12
data migration, ADM-11-18
Data on Chart, DSG-12-9
Data on Table, DSG-13-5
Data Point Labels Tab, SPI-7-37
Above Point, SPI-7-37
Base, SPI-7-37
Below Point, SPI-7-37
Category Name, SPI-7-38
Center, SPI-7-37
Inside, SPI-7-37
None, SPI-7-37
Qutside, SPI-7-37
Percent, SPI-7-38
Right, SPI-7-38
Series Name, SPI-7-38
Value, SPI-7-38
Data Points, ADV-GL-8, RPT-GL-10
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Data Points, Forecast, FST-1-5
Definition, EST-1-5
One Day Apart, EST-1-5
One Week Apart, FST-1-6
data restore, ADM-11-18
Data Retrieval, CST-1-11, DSG-17-5
How CMS Retrieves Data, CST-1-11,
DSG-17-5
Data Storage, CST-1-7, DSG-17-2
How CMS Stores Data, CST-1-7,
DSG-17-1
data storage, ADM-10-25
capacities, ADA-40
modifying, ADA-38
warnings, ADA-38
Data Storage Allocation, HAU-3-9
data storage allocation
for exceptions, ADM-8-52
Data Storage Allocation Administration
Data Storage Allocation Window, FST-2-3
Guidelines, FST-2-2
Start-Up Tasks, FST-1-9, EST-2-1
System Prerequisites, FST-2-3
Data Storage Allocation window, ADM-10-26,
ADA-39
Data Storage Parameters, HAC-3-21
data storage parameters
changing, ADM-10-19
data summarizing, ADM-11-32, ADA-42
daily, ADA-43
monthly, ADA-43
weekly, ADA-43
data summarizing time, ADA-45
Data Summarizing window, ADM-10-20
data summary results, ADM-11-45
Data Tab, DSG-12-9, DSG-13-5
Available Data, DSG-12-9, DSG-13-5
Data on Chart, DSG-12-9
Data on Table, DSG-13-5
Using, DSG-12-9, DSG-13-5
Data Types, CST-6-8
Data Used For Split/Skill Forecasts, EST-1-4

Data Weights, Definition, EST-3-15, FST-3-61

data, restoring, EXI-4-20
Database, ADV-GL-8, DSG-7-4, RPT-GL-10
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

How CMS Retrieves Data, CST-1-11, DSG-17-5

How CMS Stores Data, CST-1-7, DSG-17-1

What is a Database Item, CST-1-10, DSG-17-3
What is a Database Table, CST-1-7, DSG-17-2

database
administration, EXI-4-11
backing up SQL Server, EXI-4-2
deleting entries, VVI-6-20, VVI-6-21
expanding, EXI-5-13
maintenance procedures, EXI-5-22
populating, EXI-2-17
removing, EXI-2-28

Database Calculations, ADV-13-21

Database Discard Utility window, EXI-4-12, EXI-4-14

Database ltem, ADV-GL-8, RPT-GL-10
What is It, CST-1-10, DSG-17-3
Database Item Types, ADV-13-3

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Database Iltems, ADV-13-2, CST-A-1,
DSG-7-5
ACD Shifts, ODC-3-154
Agent, ADV-13-16, ODC-3-41
Agent Login/Logout, ADV-13-19,
ODC-3-122
Agent Trace, ODC-3-126
Archiver Execution, ODC-3-148
Call Record, ODC-3-136
Call Work Codes, ODC-3-119
Current Day Configuration
Forecast, ODC-3-131
Current Day Forecast Report, ODC-3-133
Custom, CST-4-15, DSG-18-9
Customer Log, ODC-3-150
Data Collection Period, ODC-3-147
Database Items Table, ODC-3-155
Exceptions
Agent, ODC-3-156
Data Collection, ODC-3-166
Disk Full, ODC-3-159
Malicious Call Trace, ODC-3-165
Split/Skill, ODC-3-160
Trunk Group, ODC-3-161
VDN, ODC-3-163
Vector, ODC-3-164
Not in Standard Reports, CST-1-7
Split/Skill, ADV-13-9, ODC-3-9
Standard, CST-4-14, DSG-18-8
Synonyms, ODC-3-152
Terminology, DIC-1-6
Trunk, ODC-3-81
Trunk Group, ODC-3-67
VDN, ODC-3-99
Vector, ODC-3-88
Database items, CNG-2-4
AGDURATION, CNG-2-4
AGTIME, CNG-2-5
BACKUPCALLS, CNG-2-6
Greatest need, CNG-2-6
Location ID, CNG-2-4
database items
changing, ADM-3-33
custom, ADM-3-33
defining, ADM-3-33
deleting, ADM-3-33
viewing, ADM-3-52
Database Items table, ODC-3-155
Database Logic Structure, ODC-3-5
Circular Structure, ODC-3-6
historical tables, ODC-3-5
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Database Management System (DBMS), ODC-1-4

Database queries, ODC-1-1
Database Rules, DIC-1-16
Database Size list box, EXI-3-11
Database Status option, EXI-4-8
Database Status window, EXI-4-8

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Database Table Names, ADV-13-1, ADV-13-7, CST-4-40, ODC-3-7, DSG-18-6, DIC-1-13

Database table permissions, ODC-1-2
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Database Tables, ADV-GL-8, RPT-GL-10 Book ID Book Title

acd_shifts, ODC-3-8 ADA Little Instruction Book for Advanced

ag_actv, ODC-3-8 . :
Agent, ADV-13-2 Administration

Agent Login/Logout, ADV-13-2 ADM CMS R3V8 Administration

agex, ODC-3-8 ADV Advocate R8 User Guide

agroups, ODC-3-8 BSA Little Instruction Book for Basic Administration
arch_stat, ODC-3-8 .
call rec, ODC-3-8 CNG Lucent Call Center R8 Change Description
customer_log table, ODC-3-8 CST CMS Custom Reports

d_secs, ODC-3-8 DIC CMS Database Items and Calculations
dagent, ODC-3-7 . .

dbitems. ODC-3-8 DMS CMS Disk Mirrored Systems

dcwe, ODC-3-8 DSG Report Designer User Guide

gtslf“t' 08&3577 EXI Explorer Il Installation for NT

dtn?r:E’ ODC-3.7 EXU Explorer Il User Guide

dvdn, ODC-3-7 FST CMS Forecast

dvector, ODC-3-7 HAC High Availalability Connectivity, Upgrade and
;_cgay, %3 o Administration

fﬁﬁefyroer(':-s-s - HAU High Availalability User Guide

hagalog, ODC-3-8 OoDC CMS Open Database Connectivity

hagent, ODC-3-7 RPT Supervisor V8 Reports

hcwe, QDC-3-8 SPI Supervisor Installation & Getting Started
hsplit, ODC-3-7 . .

htkgrp, ODC-3-7 VI Visual Vectors Installation

htrunk, ODC-3-7

hvdn, ODC-3-7

hvector, ODC-3-7

linkex, ODC-3-8

m_secs, ODC-3-8
magent, ODC-3-7
mctex, ODC-3-8
mcwc, ODC-3-8
msplit, ODC-3-7
mtkgrp, ODC-3-7
mtrunk, ODC-3-7
mvdn, ODC-3-8
mvector, ODC-3-7
spex, ODC-3-8
Split/Skill, ADV-13-2
synonyms, ODC-3-8
tgex, ODC-3-8
vdnex, ODC-3-8
vecex, ODC-3-8
w_secs, ODC-3-8
wagent, ODC-3-7
wcwc, ODC-3-8
wsplit, ODC-3-7
wtkgrp, ODC-3-7
wtrunk, ODC-3-7
wvdn, ODC-3-8
wvector, ODC-3-7
Database Terminology, ADV-13-6
database, creating for Explorer I, EX|-2-12
data-loading, ADM-10-15
Date, ADV-4-19, ADV-4-20, ADV-5-19, ADV-7-12, ADV-8-13, CST-4-57, CST-4-60, DSG-6-4,
RPT-4-10, RPT-4-12, RPT-4-15, RPT-4-17, RPT-4-21, RPT-4-26, RPT-4-30, RPT-4-36, RPT-4-38,
RPT-4-40, RPT-4-45, RPT-4-55, RPT-4-62, RPT-4-65, RPT-4-67, RPT-4-71, RPT-4-75, RPT-4-77,
RPT-4-79, RPT-4-81, RPT-4-87, RPT-4-91, RPT-4-110, RPT-4-120, RPT-4-135, RPT-4-146,
RPT-4-148, RPT-4-153, RPT-4-155, RPT-4-159, RPT-4-162, RPT-4-165, RPT-4-169
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Date Format, ADV-GL-8, RPT-GL-11
Date Formats, CST-4-22, CST-4-58
Date radio button, EXI-4-15
Date Report Was Run, CST-4-58
Date, Week Starting, Month
Starting, RPT-4-56
DATE_OCCURRED, ODC-3-150
Dates, ADV-7-13, RPT-4-69, RPT-4-105
dbitems table, ODC-3-8
Dcom95 Installation, SPI-1-11
dcwce, CST-4-41, DSG-18-7, DIC-1-15
dcwc table, ODC-3-8
deactivating service observing, BSA-59
DEDICATED_AGENT, DIC-2-232
DEDICATED_AGT, ADV-13-21
Default, CST-5-2, CST-5-3
Default ACD, SPI-7-73
Default Gateway field, EXI-A-5
Default Router, HAC-3-26
Default Skill (G2.2 with EAS), DIC-1-9
Default Skill (Generic 2.2 with
EAS), ADV-GL-9
default toolbar buttons, ADM-2-6
Default Value, DSG-6-11
Default Value for Input Field, CST-4-5
Define a Report, CST-2-2
Define Access to Report, CST-2-5
Define as Real-Time or Historical, CST-2-6
Define Input Window, CST-4-1, DSG-6-2
Define User ID, CST-2-5
Defining
a Report, CST-2-2
Access, CST-2-5
Aggregate Functions, CST-4-18
An Associated ACD, CST-4-8
Bar Data Expression, CST-4-30
Bar Direction, CST-4-30
Bar Position and Length, CST-4-28
Bar Scale, CST-4-31
Bars, CST-4-27
Block, CST-3-8
Calculation Names, CST-4-16, DSG-18-11
Constants, CST-4-15, DSG-18-9
Data Expression, CST-4-14
Data Expression for Fields, CST-4-14
Data for a Custom Report, CST-4-1
Default Value for Input Field, CST-4-5
Display Format, CST-4-57
Display Type, CST-4-57
Field Format, CST-4-22
Field Length, CST-4-13
Field Position, CST-4-13
Fields, CST-4-11
First Threshold for a Bar, CST-4-34
Input Field Type, CST-4-5
Input Fields, CST-4-1, DSG-6-2
Maximum Graph Value, CST-4-33
No-Scroll Areas, CST-5-4
Number of Columns, CST-4-4
Number of Rows, CST-4-4
Order of Input Fields, CST-4-10
Report Type, CST-2-6
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Defining, (continued)
Reports as Real-time or
Historical, CST-2-6
Row Search ID, CST-4-39, CST-4-51
Rows, CST-4-37, CST-4-42, CST-4-45,
CST-4-46, CST-4-48, CST-4-49,
CST-6-30, CST-6-31, DSG-18-5
Second Threshold for a Bar, CST-4-34
Single Value or Range/List, CST-4-4
Sort Order For DataStep 8
Select a Sort Order, CST-4-49
Sort Type, CST-4-48
Tables for Calculation Names, CST-4-21,
CST-4-30
User ID, CST-2-5
Variable Names, CST-4-2
Defining a Report’'s Name, Access, and
Type, CST-2-2
defining exceptions, BSA-47
Defining Normal/Reverse
Threshold, CST-4-35
Defining Queries, DSG-7-2
Defining Report Fields, CST-4-11
defining service levels, ADA-26
DEFINITY, HAC-2-1, HAU-1-1, HAU-2-2,
HAU-F-1
ACD capacities, CNG-1-11
Advocate, CNG-1-9
ASAI, CNG-1-6
ATM network support, CNG-1-11
CTIl, CNG-1-6
IP trunk measurement, CNG-1-13
DEFINITY ECS R8 Capacities, CNG-1-2

DEFINITY ECS with EAS, ADM-6-3, ADM-6-9, ADM-6-13

DEFINITY ECS without EAS, ADM-6-3
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ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
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VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

DEFINITY Enterprise Communications Server (ECS), SPI-1-4
DEFLECTCALLS, ODC-3-92, ODC-3-107, DIC-2-62
Delete, ADV-GL-9, CST-2-8, DSG-3-2, DSG-4-6, RPT-GL-11

Delete a Report, CST-2-8
Delete Button, SPI-6-7
Delete Input Fields, DSG-6-8
Delete Items, DSG-5-5
Delete Skills per Agent, ADV-12-4
deleting
agent’s skill, ADA-7
license elements, EXU-2-4
login account, EXU-2-13, EXU-2-23
query elements, EXU-5-22, EXU-5-24

user defined queries from standard queries, EXU-6-5
Deleting a Custom Report, CST-2-8, CST-2-9

Deleting a Query, DSG-7-26
Deleting an Item from the Report, DSG-5-5
Deleting Database Items, SPI-6-15

Deleting Input Fields from the Input Window, DSG-6-8

Depth to Height, SPI-7-31, DSG-12-24
DEQUECALLS, ODC-3-18, DIC-2-62
DEQUETIME, ODC-3-18, DIC-2-62
DESCR, ODC-3-152, ODC-3-155
DESCRIPTION, ODC-3-150

Description, CST-2-4, CST-2-8, DSG-3-3, DSG-3-5

Description, Entering a Report, CST-2-4
Design Mode, DSG-4-2, DSG-5-1
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Design Options, CST-1-2 Book ID Book Title
Dzsg%rjgngeports, ADV-GL-3, RPT-GL-11, ADA Little Instruction Book for Advanced
Designer Reports, Definition, RPT-1-7 Administration
Designing a report, SPI-7-13 ADM CMS R3V8 Administration
Designing Reports ADV Advocate R8 User Guide

BgSS'CG_TiSlgS' CST-1-4, DSG-4-11, BSA Little Instruction Book for Basic Administration
Desktop Computer Client CNG Lucent Call Center R8 Change Description

Configuration, ODC-2-23 CST CMS Custom Reports

Add Login ID-Based Data DIC CMS Database ltems and Calculations

Source, ODC-2-28 . .
Add System Data Sources, ODC-2-27 LIS ko DI e ShEiEms

Administer ODBC Options, ODC-2-33 DSG  Report Designer User Guide

Configure a New ODBC Data EXI Explorer Il Installation for NT
Source, ODC-2-29 EXU Explorer Il User Guide
ODBC Administration FST CMS Forecast
Interface, ODC-2-23 HAC High Availalability Connectivity, Upgrade and

View Installed ODBC drivers, ODC-2-27

Installation, ODC-2-20 .Admlm_snatl(?p .
for Windows 95 and NT 4.0, ODC-2-21 HAU High Availalability User Guide

for Windows NT 3.51, ODC-2-21 oDC CMS Open Database Connectivity
System Requirements, ODC-2-20 RPT Supervisor V8 Reports
Test Connectivity, ODC-2-35 SPI Supervisor Installation & Getting Started

Connect to a Data Source, ODC-2-35
Disconnect From a Data
Source, ODC-2-36

Desktop Computer Client Installation, ODC-2-20
Destination, ADV-4-19
DESTINATION (real-time), DIC-2-63
devices

naming and describing, ADM-11-18
Dial

Prefix, SPI-8-20

Strings, SPI-8-20

Suffix, SPI-8-21
Dialed Digits, RPT-4-46
Dialed Number ldentification Service, ADA-63
Dialed Number Identification Service (DNIS), ADV-GL-9, RPT-GL-11
Dialed Number, term description, EXU-A-23
DIALED_NUM, ODC-3-138, DIC-2-63
Dictionary, ADV-GL-9, RPT-GL-11, HAU-3-4, HAU-3-5

add a name, BSA-43

assigning names, BSA-42

Calculations, ADV-13-21, DIC-2-228

creating agent groups, BSA-44

definition, BSA-42

names for exceptions and exceptions reports, ADM-8-52

permissions for, ADM-3-2

rules for, ADM-3-2

searching globally, ADM-3-36
Dictionary Button, SPI-5-24, SPI-5-30
Dictionary Commands, SPI-6-3
Dictionary icon, SPI-7-39
Dictionary Location, RPT-GL-12
Dictionary reports

agent group members, ADM-3-68

running, ADM-3-65
Dictionary selector window, ADM-2-4, ADM-2-6, ADM-3-6
Dictionary, Forecasting, FST-1-15
DID, ADV-GL-9

VVI Visual Vectors Installation
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DIGITS_DIALED, ODC-3-127, DIC-2-64 Book ID Book Title
Dim, CST-5-2 ADA Little Instruction Book for Advanced
Direct Abandon (DABN), ADV-GL-9, Administrati
RPT-GL-12 ministration _
Direct Agent ACD (DACD), ADV-GL-9, ADM CMS R3V8 Administration
RPT-GL-12 1(G3) ADV Advocate R8 User Guide
Direct Agent ACD Call (G3), DIC-1-9 . . . .. .
Direct Agent ACW (DACW). ADV-GL-9, BSA Little Instruction Book for Basic Admlr.nsjtratlon
RPT-GL-12 CNG Lucent Call Center R8 Change Description
Direct Agent Calling, ADV-GL-9, RPT-GL-12 ~ CST CMS Custom Reports
Direct Agent Calling (G3), DIC-1-21 DIC CMS Database Items and Calculations
Direct Agent Calls, ADV-2-6, ADV-2-29, . .
RPT-3-14, RPT-3-18 DMS CMS Disk Mirrored Systems
Percent Allocation, ADV-2-6 DSG Report Designer User Guide
Skill Level, ADV-2-6 EXI Explorer Il Installation for NT

Direct Agent Calls First, ADV-12-5, ADV-GL-9

Direct Agent Queued, term EXU
description, EXU-A-24 FST
Direct Agent Skill, ADV-12-6 HAC
direct agent skill, changing, ADA-7
Direct Agent Skills, RPT-3-18 HAU
DIRECTION, ADV-9-15, ODC-3-127,
RPT-3-97, RPT-3-102, RPT-3-129, ODC
RPT-3-143, RPT-4-45, RPT-5-8, RPT-5-14, RPT
DIC-2-64 SPI
Direction, RPT-3-143
Discard Data window, EXI-4-15 WVI

discarding data, EXI-4-14

Explorer Il User Guide
CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

DISCCALLS, ODC-3-18, ODC-3-74, ODC-3-93, ODC-3-107, RPT-3-162, RPT-3-167, RPT-4-162,

RPT-4-167, DIC-2-65

Disconnect, RPT-4-153

disconnect, ADA-66, ADA-80

Disconnect From a Data Source, ODC-2-36

Discrete, CST-4-46

DISCTIME, ODC-3-19, ODC-3-107, DIC-2-66

disk devices, DMS-28

disk drives
adding, DMS-63
recognition problem, DMS-82
replacing, DMS-69 to DMS-74
restoring, DMS-49

Disk Full Exceptions Historical Database Items, ODC-3-159

disk mirroring
definition, DMS-1
factory installation, DMS-28 to DMS-37
upgrade procedure, DMS-11 to DMS-27
disk partitioning, DMS-56, DMS-76
disk partitions, DMS-1
Disk Space, CST-6-1, CST-6-13
disk storage requirements, EXI-1-16
disks.type file, DMS-30
DiskSuite . . .
see Solstice DiskSuite
DISPIVECTOR, ODC-3-138, DIC-2-66
display events, ADA-68
display fields tab, EXU-5-16
Display Options, CST-4-58, CST-5-1
DISPOSITION, ODC-3-138, DIC-2-67, DIC-2-227
DISPPRIORITY, ODC-3-140, DIC-2-68
DISPSKLEVEL, DIC-2-68
DISPSPLIT, ODC-3-140, DIC-2-68
DISPTIME, ODC-3-140, DIC-2-69
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DISPVDN, ODC-3-140, DIC-2-69 Book ID Book Title

distance limits : :
Cat 5 cable, HAC-2-7 ADA Little Instruction Book for Advanced
Administration

distributed system, ADA-95

DLL Incompatibilities, SPI-9-11 ADM CMS R3V8 Administration

DNIS, ADA-63 ADV Advocate R8 User Guide

BE;?EHFXI_A_(S BSA Little Instruction Book for Basic Administration
Contents, DSG-1-4 CNG Lucent Call Center R8 Change Description
Conventions, CST-P-5 CST CMS Custom Reports
Organization, CST-P-2 DIC CMS Database Items and Calculations
Other, CST-P-8 o
Use, CST-P-2 DMS CMS Disk Mirrored Systems

Document contents, ADV-P-1 DSG Report Designer User Guide

Document Numbers, ODC-P-4 EXI Explorer Il Installation for NT

Documents, HAU-P-2

Related. DSG-1-7 EXU Explorer 1l User Guide
Domain field, EXI-A-6 FST CMS Forecast
Domain Name field, EXI-A-3 HAC High Availalability Connectivity, Upgrade and
(I.;)ownl, CdSiT-?»-Z Administration
ownioa q . - .
books, ADA-xvii HAU High Availalability User Guide N
downloads ODC CMS Open Database Connectivity
software, ADA-155 RPT Supervisor V8 Reports
Drag-and-Drop to Arrange ltems on the SPI Supervisor Installation & Getting Started

Report, DSG-5-6 ) )
Dr|".Down AUX Reserve2 Agents VVI V|Sua.| VeCtOFS |nSta||atI0n
Report, ADV-6-22
Drill-Down Graphical AUX Reservel Agents Report, ADV-10-4
Drill-Down Reports, ADV-6-9, SPI-7-18, RPT-3-168
Drill-Down Top Agent Work State Report, RPT-3-170
Drill-Down Work State Report, RPT-3-174
General Information, RPT-3-168
Drill-Down Top Agent Work State Report, RPT-3-170
Drill-Down Work State Report, RPT-3-174
Drill-Down Work State Report for Reservel Agents, ADV-6-25
drive slots, DMS-11
dsplit, ADV-13-7, CST-4-40, DSG-18-7, DIC-1-14
dsplit table, ODC-3-7
dtkgrp, CST-4-41, DSG-18-7, DIC-1-14
dtkgrp table, ODC-3-7
dtrunk, CST-4-41, DSG-18-7, DIC-1-14
dtrunk table, ODC-3-7
Dual ACD Links, HAU-1-3, HAU-F-1
DURATION, ODC-3-127, ODC-3-141, ODC-3-166, RPT-4-45, DIC-2-69
Duration, term description, EXU-A-25
dvdn, CST-4-41, DSG-18-7, DIC-1-14
dvdn table, ODC-3-7
dvector, CST-4-41, DSG-18-7, DIC-1-14
dvector table, ODC-3-7

E

EAD, ADV-GL-9, RPT-GL-12
EAD-LOA, ADV-2-3, ADV-2-23, ADV-2-24, ADV-2-25, ADV-2-26, ADV-2-28, ADV-2-31, ADV-2-32,
ADV-2-33, ADV-2-34, ADV-2-35, ADV-2-36, ADV-2-39
description, ADA-93
example, ADA-127
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EAD-MIA, ADV-2-3, ADV-2-23, ADV-2-24,

ADV-2-25, ADV-2-27, ADV-2-32, ADV-2-33,

ADV-2-34, ADV-2-39
Administration, ADV-1-12
Description, ADV-1-11
description, ADA-93
example, ADA-129
EAS, ADV-2-24, ADV-2-26, ADV-GL-9,
ADA-53, HAC-3-15, RPT-GL-12
EAS (see Expert Agent Selection), ADM-8-2,
ADM-8-11
capabilities of, ADM-1-14
EAS (See Expert Agent Selection),
EAS, ADM-11-3
EAS (See Expert Agent Selection), Expert
Agent Selection, ADM-6-1
EAS (see Expert Agent Selection), Expert
Agent Selection, ADM-1-13, ADM-1-23,
ADM-3-43, ADM-6-3, ADM-6-9, ADM-6-13
EAS Capacities, CNG-1-3, CNG-2-2
EAS, Expert Agent Selection, ADM-6-14
ECH
Error messages, CNG-2-9
on/off, CNG-2-12
ECHI, scheduling activation, EXI-1-29
ECS Cross-Reference
Agent Login/Logout, ODC-3-125
Agent Trace, ODC-3-129
Call Record, ODC-3-145
Call Work Codes, ODC-3-121
Current Day Configuration, ODC-3-132
Current Day Report, ODC-3-135
Split/Skill, ODC-3-36
Trunk, ODC-3-87
Trunk Group, ODC-3-79
VDN, ODC-3-115
Vector, ODC-3-98
ECS/switch requirements, EXI-1-10
Edit, DSG-3-2, DSG-3-12, DSG-6-3
Edit | Inputs, DSG-6-1
Edit | Queries, DSG-7-1
Edit an Existing Report, DSG-4-13
Edit and View Hypothetical Data

Change Interval Length of Hypothetical Data, FST-3-46

Edit Values Window, FST-3-45
Guidelines, FST-3-44
System Prerequisites, FST-3-44
Edit Inputs
Select inputs for this report, DSG-6-3

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

June 2000
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Edit Menu, SPI-5-40, SPI-6-8, SPI-7-15, SPI-8-12, DSG-4-5

Align Controls, DSG-4-6
Clear, SPI-8-12
Clear all, SPI-6-9

Copy, SPI-6-9, SPI-7-15, SPI-8-12, DSG-4-6

Cut, SPI-6-9, DSG-4-5

Delete, DSG-4-6

Export All Data, SPI-7-16

Export Chart Data, SPI-7-15
Export Table Data, SPI-7-16
Inputs, DSG-4-6

Paste, SPI-6-9, SPI-8-12, DSG-4-6
Queries, DSG-4-6
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Edit Menu, (continued)
Undo Align Controls, DSG-4-5
Undo Cut/Delete, DSG-4-5
Edit menu, ADM-2-12, VVI-6-14
Edit Query Items, DSG-7-5
edit vectors, BSA-18
Editing /etc/defaultrouter File, HAC-3-26
Editing /etc/hosts File, HAC-3-25
Editing an Existing Integrated
Query, DSG-7-21
Editing an Existing Real-Time or Historical
Query, DSG-7-17
Editing an Existing Report, DSG-4-13
Editing Keys, CST-3-2
Editing Keys on the Screen Painter, CST-3-4
Editing Profiles, SPI-8-16
Editing the Appearance of Input
Fields, DSG-6-10
Editing the Order of Input Fields, DSG-6-9
Editing With Blocks, CST-3-8
ELAI
administering multi-site, ADA-78
description, ADA-59
maintenance, ADA-88
single queue configuration, ADA-76
tandem switch configuration, ADA-76
troubleshooting, ADA-90
electronic system records, BSA-80
Elevation, SPI-7-30, DSG-12-22
End Time field, EXI-4-9
Ending Interval, SPI-7-10
Enhanced Look-Ahead Interflow, ADA-59
Enhancements, HAU-1-4
Advocate, CNG-1-9
ASAI, CNG-1-6
ATM, CNG-2-14
ATM network support, CNG-1-11
CMS capacities, CNG-2-2
CMS Serviceability, CNG-2-10
CTI, CNG-1-6
Database itesms, CNG-2-4
Error messages, CNG-2-9
Explorer, CNG-2-15
IP trunk measurement, CNG-1-13
Operating system, CNG-2-15
Reports, CNG-2-7
Serviceabiltiy, CNG-2-10
Visual Vectors, CNG-2-16
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Enter a name for this query, DSG-7-11, DSG-7-16

Enter a Report Name, CST-3-6
Enter a User ID, CST-3-7

Enter the SQL WHERE criteria, DSG-7-8, DSG-7-19
Enter the start time for this integrated query, DSG-7-14, DSG-7-23

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Entering Text, CST-3-13
Entity, ADV-GL-10, RPT-GL-12
entity

definition of, VVI-6-3

EQLOC, ODC-3-141, ODC-3-161, ODC-3-165, RPT-4-135, DIC-2-70

EQLOC (index), ODC-3-83

Equipment Location, term description, EXU-A-26

Erase All Fields, CST-3-4
Erase Characters, CST-3-4
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Erase Field, CST-3-4
Erasing a Block, CST-3-9
Error Codes
1, CST-5-19, DSG-16-11
10, DSG-16-12
11, CST-5-20, DSG-16-12
12, CST-5-20, DSG-16-13
13, CST-5-20, DSG-16-13
2, CST-5-19, DSG-16-11
3, CST-5-19, DSG-16-11
4, CST-5-19, DSG-16-11
5, CST-5-19, DSG-16-12
6, CST-5-19, DSG-16-12
7, DSG-16-12
8, CST-5-20, DSG-16-12
9, CST-5-20, DSG-16-12
Historical, CST-5-14, DSG-16-5
Real-Time, CST-5-19, DSG-16-11
error codes
500, ADM-11-34
505, ADM-11-34
Error Log Reports, ADA-38
Error Message, ADV-GL-10, RPT-GL-13
Error Message field, EXI-4-9
Error Messages, CST-5-10,
SPI-9-2 to SPI-9-10, DSG-16-1, DSG-16-2
$ Not Defined, CST-5-10, DSG-16-2
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Cannot Mix Aggregates and Nonaggregates in the Select, CST-5-10, DSG-16-2
Cannot Use the SYN Function for Order By, CST-5-11, DSG-16-2

CMS System Error

Check the Error Log, CST-5-11, DSG-16-2
Data Collection Off, CST-5-11, DSG-16-2

Too Much Data Retrieved, CST-5-11, DSG-16-3

Updating Translations, CST-5-12, DSG-16-3

Historical, CST-5-14, DSG-16-5
INFORMIX-SQL, CST-5-14, DSG-16-5
Installation, SPI-9-2 to SPI-9-3

Keyword AVG Invalid in Where Clause, CST-5-13, DSG-16-3
Keyword BETWEEN Invalid for Real-Time, CST-5-13, DSG-16-3
Keyword COUNT Invalid in Where Clause, CST-5-13, DSG-16-3
Keyword MAX Invalid in Where Clause, CST-5-13, DSG-16-3
Keyword MIN Invalid in Where Clause, CST-5-13, DSG-16-3

Keyword SUM Invalid in Where Clause, CST-5-13, DSG-16-4
Keyword SYN Invalid in Where Clause, CST-5-13, DSG-16-4

Login, SPI-9-4 to SPI-9-10
Real-Time, CST-5-19, DSG-16-11
Terminal, SPI-8-23
Test Design, CST-5-10
Error messages, CNG-2-9
ECH, CNG-2-9
Supervisor, CNG-2-9
Visual Vectors, CNG-2-9

error messages, DMS-88 to DMS-96, BSA-75

DB Library, EXI-5-20

event log, EXI-5-15

Java Web server, EXI-5-17

Login, EXI-5-21

ODBC, EXI-5-20
ERROR_CODE, ODC-3-150
Estimated Margin

Algorithms, FST-6-15
ethernet ports, HAC-2-5
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Book ID
ADA

Event Count, RPT-3-26

Event Count 1-9, RPT-4-15

Event Count Report, RPT-4-14

Event Count Summary Report, RPT-3-24

Event counts, RPT-3-24 ADM
event counts, BSA-49 ADV
EVENT_TIME, ODC-3-127, RPT-4-45, BSA

DIC-2-71
EVENT1-9, ODC-3-19, ODC-3-50, CNG

ODC-3-141, RPT-3-26, DIC-2-71 CST
EWT, ADV-GL-10, ADA-57, RPT-GL-13 DIC
EWT High, RPT-3-31
EWT Low, RPT-3-32 DMS
EWT Medium, RPT-3-32 DSG
EWT Top, RPT-3-31 EXI
EWTHIGH, RPT-3-31, RPT-3-85, RPT-3-117, v,

RPT-3-128, RPT-3-138
EWTHIGH (real-time), DIC-2-72 FST
EWTLOW, RPT-3-32, RPT-3-85, RPT-3-118, HAC

RPT-3-128, RPT-3-138
EWTLOW (real-time), DIC-2-72 HAU
EWTMEDIUM, RPT-3-32, RPT-3-85,

RPT-3-117, RPT-3-128, RPT-3-138 ODC
EWTMEDIUM (real-time), DIC-2-73 RPT
EWTTOP, RPT-3-31, RPT-3-84, RPT-3-117, gp,

RPT-3-128, RPT-3-137 Wi

EWTTOP (real-time), DIC-2-73
Exception, ADV-GL-10, RPT-GL-13
exception
definition of, ADM-8-1
Exception Count, SPI-5-26
Exception counter, ADM-2-7
Exception Reports, ADV-GL-10, CST-P-6, RPT-GL-13
Definition, RPT-1-7
Exception type thresholds, ADM-8-13, ADM-8-27
exception type thresholds, ADM-8-6
Exceptions
Audio difficulty, RPT-3-24
Button, SPI-5-24
Icon, SPI-7-39
exceptions
agent timed, ADM-8-50
Audio Difficulty, ADM-8-56
custom reports for, ADM-8-53
data storage allocation for, ADM-8-52
defining, BSA-47
external outbound, ADM-8-4
occurrence boundaries, ADM-8-51
occurrence threshold, ADM-8-56
per split or skill, ADM-8-4
scripting for, ADM-8-53
time limit, ADM-8-56
Exceptions Button, SPI-5-30
exceptions count, ADM-8-51
Exceptions Data, CST-2-6, DSG-3-5
Including in Report, CST-6-21
Exceptions data, DSG-3-5
exceptions notification
access permissions for, ADM-9-10
changing, ADM-8-3
for specified splits/skills, ADM-9-18

June 2000
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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exceptions natification, (continued) Book ID Book Title

for specified trunk groups, ADM-9-21 : ;
Exceptions selector window, ADM-2-4, ADA Little Instruction Book for Advanced

ADM-2-6, ADM-8-4 Administration
Excluding Rows of Data, CST-4-45, DSG-18-5 ADM CMS R3V8 Administration

Existing Reports, Copying, CST-3-4 ADV Advocate R8 User Guide
Ex'thspg'r?:’&s)i'?'_?éé‘l’ DSG-4-5 BSA Little Instruction Book for Basic Administration
Sugerviéng CNG Lucent Call Center R8 Change Description

Exit Button, SPI-6-7 CST CMS Custom Reports
exiting and restarting a report, ADM-4-6 DIC CMS Database Items and Calculations

Exiting and Restarting Reports, RPT-2-12

Exiting Reports, procedure, RPT-2-12 DMS CMS Disk Mirrored Systems
Exiting Terminal, SPI-8-8, SPI-8-11 DSG Report Designer User Guide
Exiting the Report Designer, DSG-4-3 EXI Explorer Il Installation for NT

Expected Calls

In Forecast Algorithm, FST-6-11 EXU Explorer Il User Guide

In Special Day Forecast FST CMS Forecast
Algorithm, FST-6-13 HAC High Availalability Connectivity, Upgrade and
Expected Wait Time, ADV-GL-10, ADV-GL-11 Administration
list changes, ADA-68 . . o .
Expected Wait Time (EWT), ADV-GL-10, HAU High Availalability User Guide N
RPT-GL-13 OoDC CMS Open Database Connectivity
description, ADA-57 RPT Supervisor V8 Reports
Expected Wait Time High, RPT-3-117, SPI Supervisor Installation & Getting Started

RPT-3-128, RPT-3-138 . .
Expected Wait Time Low, RPT-3-118, VVI Visual Vectors Installation
RPT-3-128, RPT-3-138
Expected Wait Time Medium, RPT-3-117, RPT-3-128, RPT-3-138
Expected Wait Time Top, RPT-3-117, RPT-3-128, RPT-3-137
expected-wait, ADA-57
Expert Agent (EAS), BSA-56
Expert Agent Distribution, ADV-2-33
Expert Agent Distribution - Least Occupied Agent (EAD-LOA), ADA-93
Expert Agent Distribution - Most Idle Agent (EAD-MIA), ADA-93
Expert Agent Distribution (EAD), ADV-2-3, ADV-2-39, ADV-GL-10, RPT-GL-13
Expert Agent Selection (EAS), ADV-GL-11, ADA-53, RPT-GL-14, DIC-1-9
expiring
security items, EXU-2-5
synonyms, EXU-2-4, EXU-2-8
Explorer, CNG-2-15
Explorer 1.x, converting data, EXI-3-15
Explorer Classic
accessing, EXU-3-3
saving the query, EXU-3-9
selecting elements, EXU-3-6
selecting search criteria, EXU-3-7
viewing results, EXU-3-8
Explorer Il
database, creating, EXI-2-12
new features, EXI-1-4
uninstalling, EXI-2-22
upgrading, EXI-3-3
Explorer Il Log File, configuring, EXI-5-10
Export
All Data, SPI-7-47
Chart Data, SPI-7-47
Data window, SPI-7-48 to SPI-7-49
Table Data, SPI-7-47
Export All Data window, ADM-5-8
Export Chart Data window, ADM-5-8
export of report output, ADM-5-8
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Export Table Data window, ADM-5-8 Book ID Book Title

Exporting : .
Table Data, SPI-7-47 ADA thg\% miiﬁ;l:f;;?(;]nBOOk for Advanced

All Data, SPI-7-47

Chart Data, SPI-7-47 ADM CMS R3V8 Administration

Report Data, SPI-7-47 t0 SPI-7-49 ADV Advocate R8 User Guide

Save as Script, SPI-7-49 BSA Little Instruction Book for Basic Administration
exporting data using scripts, BSA-39 ..
Exporting Report Data, RPT-2-50 CNG Lucent Call Center R8 Change Description

Defaults, RPT-2-50 CST CMS Custom Reports

Procedure, RPT-2-51 DIC CMS Database Items and Calculations

Report Format, RPT-2-50 . .
EXT_CALL_IN, RPT-4-12, DIC-2-232 DMS CMS Disk Mirrored Systems
EXT_CALL_ORIG, ODC-3-127, DIC-2-74 DSG Report Designer User Guide
EXT_CALL_OUT, RPT-4-12, DIC-2-232 EXI Explorer Il Installation for NT

EXT_IN_TIME, RPT-4-12, DIC-2-233

EXT_OUT_TIME, RPT-4-12, DIC-2-233 EXU Explorer Il User Guide

EXTENSION, ADV-9-15, ODC-3-50, FST CMS Forecast
RPT-3-142, RPT-5-8, RPT-5-14, DIC-2-74  HAC High Availalability Connectivity, Upgrade and
Extension, DSG-6-4 Administration

extension assignments, ADA-15

Extension Call. ADV-GL-11, RPT-GL-14, HAU High Availalability User Guide

DIC-1-9 OoDC CMS Open Database Connectivity
extension split assignment RPT Supervisor V8 Reports
changing, ADA-12 SPI Supervisor Installation & Getting Started
extension split assignments, BSA-81 . .
changing, ADM-6-9, ADM-6-12 VVI Visual Vectors Installation
extensions

moving between splits, ADA-15
External Application Status window, ADM-10-23
external applications
starting or stopping, ADM-10-23
External Call, DIC-1-9
External Call History, CNG-2-9
Authorize, HAC-3-15
Install, HAC-3-50
External Call History (ECH), HAU-1-5, HAU-2-1
External Extn Out Calls, RPT-4-31
EXTN, ODC-3-122, RPT-4-34, RPT-4-36, DIC-2-74
Extn, RPT-3-8, RPT-3-11, RPT-3-14, RPT-3-18, RPT-3-48, RPT-3-53, RPT-3-142, RPT-4-34,
RPT-4-36
Extn In Calls, RPT-4-12, RPT-4-27, RPT-4-31, RPT-4-38, RPT-4-40
Extn In Time, RPT-4-12, RPT-4-21, RPT-4-39
Extn Out Calls, RPT-4-12, RPT-4-27, RPT-4-31, RPT-4-39, RPT-4-40, RPT-4-112, RPT-4-116,
RPT-4-123
Extn Out Time, RPT-4-12, RPT-4-39
EXTYPE, ODC-3-156, ODC-3-160, ODC-3-161, ODC-3-163, ODC-3-164, DIC-2-75

F

f _cday, CST-4-41, DSG-18-8, DIC-1-15

f_cday table, ODC-3-8

f _cdayrep, CST-4-41, DSG-18-8, DIC-1-15

f_cdayrep table, ODC-3-8

FAC, BSA-56

FACTIVE_AG, ADV-13-21, DIC-2-233

factory installation procedures, DMS-28 to DMS-37

FAGINRING, ADV-4-17, ADV-6-13, ADV-6-18, ADV-13-10, RPT-3-68, RPT-3-94, DIC-2-78
FAILURES, ODC-3-74, ODC-3-83, RPT-4-136, DIC-2-79
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faulty disk

identifying, DMS-69

replacing, DMS-69 to DMS-74
FAVAILABLE, ADV-13-10, DIC-2-79
FBUSY, ADM-3-57, ADV-GL-11, RPT-GL-14
FCALLS, ODC-3-133, DIC-2-79
FDISC, ADM-3-57, ADV-GL-11, RPT-GL-14
Feature Access, BSA-17
Feature Access (FAC) form, BSA-56
feature access permissions

assigning, ADM-9-12

changing, ADM-9-12

deleting, ADM-9-12

viewing, ADM-9-12
Feature Access window, ADM-9-13
Feature Authorizations, HAC-3-15
feature doesn't display, BSA-17
Feature Packages, HAC-3-50

External Call History, HAC-3-50

Forecasting, HAC-3-46

Graphics, HAC-3-15

Set Authorizations, HAC-3-15
Feature-Related Parameters form, ADA-85
Feature-Related System Parameters

form, BSA-56

Field, DSG-4-7, DSG-4-8

Data Format, CST-4-11

Format, CST-4-11

h, CST-4-12

Length, CST-4-11

Position, CST-4-11

v, CST-4-12

X, CST-4-12
Field Assistant, DSG-9-1

Select a field type, DSG-9-2

June 2000
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Select a query and associated data item for this field, DSG-9-4

Select an input for your field, DSG-9-5
Field Content Format, DSG-14-2
field description, ADM-2-14
Field Format Options, DSG-14-2

Using, DSG-14-4
Field Label Location, DSG-14-2

Location of legend, DSG-14-2

Visible, DSG-14-2
Field Prompt, CST-4-4
Field Type, CST-4-5
Field Window, CST-4-13

Field With Data from More Than One Table, CST-6-25

Fields
Assigning Row Search ID, CST-4-51
Changing Definition, CST-4-27
Changing Row Search ID, CST-4-56
Creating/Inserting, DSG-9-1
ACD Name, DSG-9-3
Data Items, DSG-9-4
Input Values, DSG-9-5
Placement, DSG-9-3

Report Data Start Time Field, DSG-9-6

Select a field type, DSG-9-2

Select a query and associated data item for this field, DSG-9-4
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53
Fields, (continued) Book ID Book Title
Creating/Inserting, (continued) : .
Select an input for your field, DSG-9-5 AR thzzmiiﬁgl:f;;?gnBOOk ety RS
Time Report Run, DSG-9-7 . .
Data Expressions for, CST-4-14 ADM CMS R3V8 Administration
Date Formats, CST-4-22 ADV Advocate R8 User Guide
Dgf'sn%“g ’1252‘841‘_1‘%'lgsg‘s“_l‘_lj’lgST‘4‘l5- BSA Little Instruction Book for Basic Administration
CST-4-20. CST-4-21 CST-4-22. CNG Lucent Call Center R8 Change Description
CST-4-23, CST-4-25, CST-4-27, CST CMS Custom Reports
Dgg-7-86, DSGS-7G-7.8DSZG-18-9, DIC CMS Database Items and Calculations
DSG-18-11, DSG-18-1 : :
Defining Data Expression, CST-4-14 LAl s [PI errored Systems
Discrete, CST-4-46 DSG Report Designer User Guide
Formats for, CST-4-22 EXI Explorer Il Installation for NT
Formatting, DSG-14-1, DSG-14-4 EXU Explorer Il User Guide
Align, DSG-14-2 EST CMS F
Field Content Format, DSG-14-2 ) or(_ecast” o
Field Label Location, DSG-14-2 HAC High Availalability Connectivity, Upgrade and
Font, DSG-14-2 Administration
Format, DSG-14-3 HAU High Availalability User Guide
Show Value as Name, DSG-14-3 oDC CMS Open Database Connectivity
FormattingLabel, DSG-14-2 RPT Supervisor V8 Reports
Highlighting, CST-5-1 . . .
Justifying Data in, CST-4-21 SPI Supervisor Installation & Getting Started
Point-In-Time Formats, CST-4-26 VVI Visual Vectors Installation

Position and Length, CST-4-13
Repeated, CST-4-46
Saving Definition, CST-4-27
Showing Run Time/Date and User Inputs, CST-4-56
Synonym Types, CST-4-24
Time Formats, CST-4-25
File Creation List screen, EXI-4-17
File menu, VVI-6-8, VVI-6-13
File Name field, EXI-4-9
FINACW, ADV-4-17, ADV-6-13, ADV-6-18, ADV-13-10, RPT-3-68, RPT-3-94, DIC-2-80
Financial Report
Financial Forecast Report Example, EST-3-25
Financial Input Window, FST-3-21
System Prerequisites, FST-3-21
FINAUX, ADV-4-17, ADV-6-12, ADV-13-10, RPT-3-93, DIC-2-80
Find One, RPT-GL-14
Find one button, SPI-6-7, SPI-6-12, SPI-6-13, SPI-6-15
Find Tab, SPI-1-9
First Day of Week, SPI-7-73
First in/First out (FIFO), ADA-75
First VDN, term description, EXU-A-27
First Vector, term description, EXU-A-28
FIRSTVDN, ODC-3-141, DIC-2-80
FIRSTVECTOR, ODC-3-141, DIC-2-80
Fixed Columns, SPI-7-25, DSG-13-3
Fixed Rows, SPI-7-25, DSG-13-3
Flat File
CMS Setup, HAC-3-38
Example of, HAC-3-39, HAC-3-42
Flex Agents, ADV-GL-11, RPT-GL-15
Flex Agents (Active), RPT-3-94
Flex Agents (AUX), RPT-3-93
Flex Agents (Other), RPT-3-94
Flex Agents Staffed, ADV-6-25, ADV-6-26, ADV-6-27, RPT-3-40, RPT-3-48, RPT-3-66, ADV-6-16
Flexible Routing, ADV-GL-11, RPT-GL-15
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Flow Control Setting, SPI-8-19

Flow In, RPT-4-122, RPT-4-162, RPT-4-165 ADA

Flow Out, RPT-4-122, RPT-4-163, RPT-4-167,
RPT-GL-15

flow, sequential, ADA-55 ADM
Flowins, ADA-70 ADV
Flowouts, ADA-70

FMCH, RPT-GL-16 BSA
FMETHOD, ODC-3-131, DIC-2-81 CNG
Folder, DSG-3-5 CST
folder DIC

definition of, VVI-6-3
FONACD, ADV-4-17, ADV-6-13, ADV-6-18, ~PMS
ADV-13-10, RPT-3-68, RPT-3-94, DIC-2-81 DSG
Font, DSG-14-2 EX|
Font Tab, SPI-8-21

Large, SPI-8-22 EXU
Medium, SPI-8-22 FST
Sample Text, SPI-8-22 HAC
Small, SPI-8-22
Fonts, DSG-12-13, DSG-13-6 HAU
Fonts Tab, DSG-12-13, DSG-13-6
Choose Font, DSG-12-13, DSG-13-6 ODC
Fonts, DSG-12-13, DSG-13-6 RPT
Using, DSG-12-13, DSG-13-7 Sp

Forced Busy (FBUSY), RPT-GL-16

Forced Busy Calls, RPT-4-146, RPT-4-167  VVI
Forced Busy Calls, term description, EXU-A-29
Forced Disc Calls, RPT-4-146, RPT-4-167

Forced Disconnect (FDISC), ADV-GL-12, RPT-GL-16
Forced Disconnect Calls, term description, EXU-A-30

Book ID
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Forced Multiple Call Handling (FMCH), ADV-GL-12, RPT-GL-16

Forecast, ADM-3-51, ADM-10-19
capabilities of, ADM-1-14
on pseudo-ACD, ADM-10-8, ADM-10-15
status of, in maintenance error log, ADM-11-33
Forecast Calls Carried
Algorithm For Intraday Forecasts, FST-6-12
Algorithm For Special Day Forecasts, FST-6-13
Algorithms, FST-6-7
Definition, FST-1-4, EST-3-1
Forecast Methods, FST-6-7
Forecast Data, CST-2-6, DSG-3-5
Including in Report, CST-6-18
Forecast Data Storage Allocation, HAU-3-9
Forecast Manager Administration
Forecast Manager Window, FST-2-31
Guidelines, FST-2-29
Start-Up Tasks, FST-1-9
System Prerequisites, FST-2-30
Forecast Menus
Administration Forecast Submenu, FST-1-12
Hypothetical Data Forecast Submenu, FST-1-13
Hypothetical Forecast Submenu, FST-1-12
Report Forecast Submenu, FST-1-12
Forecast Methods
Expected Calls, FST-1-8
No Trending Definition, EST-1-8
Seasonal Trending Definition, FST-1-8
Forecast Reports, Guidelines, EST-1-4
Forecast Terminology, FST-1-4
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Forecasting
administration of report data, HAU-3-9
Agent Positions Required Report, EST-4-3
Authorize, HAC-3-15
Call Handling Profiles
Administration, FST-2-6
Costs Profiles Administration, FST-2-20
Current Day Configuration
Administration, FST-2-14
Current Day Report, EST-3-5
Description of Forecasting, FST-1-1
Financial Report, EFST-3-20
Guidelines, FST-1-4
How Forecasting System Works, FST-6-1
Hypothetical Data, FST-3-41
Hypothetical Financial Report, FST-3-58
Hypothetical Report, FST-3-51
Install, HAC-3-46
Intraday Report, FST-3-28
Longterm Report, FST-3-12
Purpose of Forecasting, FST-1-2
Relationships to Other
Subsystems, FST-1-14
Special Day Report, FST-3-35
Special Days Administration, FST-2-39
Trunk Group Profile
Administration, FST-2-25
Trunk Performance Report, FST-5-1
Trunks Required Report, FST-4-8
Types of Forecasts, FST-1-3
form
Agent LoginID, ADA-134

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Best Service Routing Application Plan, ADA-94

Call Vector, ADA-94
Display Events, ADA-109
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Feature-Related System Parameters, ADA-97, ADA-134

Hunt Group, ADA-134
Vector Directory Number, ADA-94
Format, DSG-13-8, DSG-14-3
Format | Chart, DSG-12-1
Format | Field, DSG-14-1
Format | Table, DSG-13-1
Format | Text, DSG-15-1
format criteria tab, EXU-5-20
Format Menu, SPI-7-17, DSG-4-7
Chart, SPI-7-17, DSG-4-7
Field, DSG-4-7
Sort by, SPI-7-17, DSG-4-7
Table, SPI-7-17, DSG-4-7
Text, DSG-4-7
Format of Fields, CST-4-11
Format Tab, DSG-13-8
Align, DSG-13-8
Format, DSG-13-8
Iltem, DSG-13-8
Merge with Next, DSG-13-9
Show All Formats, DSG-13-8
Show Value As, DSG-13-8
Using, DSG-13-9
Zeros as Blanks, DSG-13-9
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Formats
Date, CST-4-58
Time, CST-4-58
Formats for Fields, CST-4-22
Formatting Chart Reports, DSG-12-2
3D Effects Tab, SPI-7-30
Axis Tab, SPI-7-32
Data Point Labels Tab, SPI-7-37
General Tab, SPI-7-29
Legend Tab, SPI-7-36
Title Tab, SPI-7-35
Type Tab, SPI-7-33
Formatting Grid Reports
Reports
Formatting
Grid, DSG-13-2
Formatting Table Reports
General Tab, SPI-7-25
Sort Tab, SPI-7-26
Formatting Text on the Report, DSG-15-3
FORMULA, ODC-3-155
Forward, CST-3-2
FOTHER, ADV-4-17, ADV-6-13, ADV-13-10,
RPT-3-94, DIC-2-81
Framework window, VVI-6-6
Free Space Allocation window, ADM-10-18,
ADA-44
Frequently Asked Questions, HAU-F-1
From Tables, CST-4-39
FSBE, HAC-2-5
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

FSTAFFED, ADV-6-16, ADV-6-25, ADV-6-26, ADV-6-27, ADV-13-10, RPT-3-40, RPT-3-66, RPT-3-101,

DIC-2-81

FTE_AGENTS, ADV-9-9, ADV-13-21, RPT-3-71, DIC-2-233

FTEA_AVAUX, ADV-13-21, DIC-2-233
full backup
tape allocation for, ADM-11-36
full maintenance backup, BSA-5
Full maintenance backup/restore, CNG-2-11

Full Time Equivalent Agents Staffed, RPT-3-71

Full time equivalent agents staffed, ADV-9-9
fullex table, ODC-3-8

Function, DSG-7-6

Function keys, SPI-8-10

Functions, Aggregate, CST-4-18

G

general error message, EXI-1-20, EXI-A-2

General Tab, SPI-7-25, SPI-7-29, SPI-7-73, DSG-12-3, DSG-13-3

Axis Display, SPI-7-32

Background Color, SPI-7-29, DSG-12-3
First Day of Week, SPI-7-73

Fixed Columns, SPI-7-25, DSG-13-3
Fixed Rows, SPI-7-25, DSG-13-3
Options, DSG-12-3

Orientation, DSG-13-3

Real-Time, SPI-7-29, DSG-12-3
Rolling Chart, DSG-12-3

Show Gridlines, SPI-7-25, DSG-13-3
Using, DSG-12-4, DSG-13-4
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General tab, ADM-2-10
Generic 3si
Administering
LAN, HAC-4-6
generic field queries, EXU-1-11
Generic String Values input
window, ADM-3-35
generic string values synonyms
changing, ADM-3-35
Get Contents Button, SPI-6-7
Global Access, CST-2-5
Global Search Input window, ADM-3-36
global search output window
results, ADM-3-37
GNAGINRING, DIC-2-82
GNAVAILABLE, DIC-2-82
GNDA_INACW, CNG-2-6
GNDA_ONACD, CNG-2-6
GNINACW, DIC-2-82
GNINAUX, DIC-2-83
GNINAUXO0-9, CNG-2-6
GNONACD, ADV-13-11, DIC-2-83
GNONACDAUXOUT, CNG-2-6
GNONACDOUT, CNG-2-6
GNONACWIN, CNG-2-6
GNONACWOUT, CNG-2-6
GNONAUXIN, CNG-2-6
GNONAUXOUT, CNG-2-6
GNOTHER, DIC-2-84
GNSKILL, DIC-2-87
GNSTAFFED, DIC-2-88
Go To Vector, DIC-1-27
go to vector
command, ADM-8-20, ADM-8-25
step, ADM-7-23, ADM-8-20, ADM-8-25
goto, ADA-78
goto step, ADA-66
goto vector, ADA-66
GOTOCALLS, ODC-3-94, DIC-2-88
GOTOTIME, ODC-3-94, DIC-2-88
Graphical Active Agents Report, RPT-3-65

Graphical Allocated Agents Report, RPT-3-69

Graphical Reports
Introduction, ADV-9-14, RPT-5-7
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Graphical Skill Overload Report, ADA-141, RPT-3-89, RPT-4-78

Graphical Staffing Profile Report, RPT-3-91
Graphical Time Spent Report, RPT-4-16
Graphics, HAC-3-15

Use of, DSG-1-6
Graphs, CST-4-27

see Charts, DSG-8-1

Greatest Need, ADM-6-10, ADV-2-23, ADV-2-25, ADV-2-26, ADV-2-28, ADV-12-4, ADV-GL-12

Administration, ADV-1-3
Description, ADV-1-3
description, ADA-116

example with Service Objective, ADA-122

example without Service Objective, ADA-121

Greatest need, CNG-2-6

Group Attendance Report, RPT-4-20
Group AUX Report, RPT-4-23

Group by Parenthesis, example, EXU-1-9
Group Summary Report, RPT-4-25
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H

H, CST-4-28

h, CST-4-12

hagent, ADV-13-7, CST-4-40, DSG-18-7,

DIC-1-14

hagent table, ODC-3-7

haglog, DIC-1-15

haglog table, ODC-3-8

Handle Any Media
Additional Reports, ADV-4-9
Agent Selection, ADV-4-2
Assigning Reserve Agents, ADV-4-5
Call Selection, ADV-4-3
Change Agent Skills Dialog Box, ADV-4-4
Customer Example, ADV-4-1
Customer Options, ADV-4-3
Hunt Group, ADV-4-3
Implementation, ADV-4-2
Modified Reports, ADV-4-23
Overview, ADV-4-1
Report Database Items and

Calculations, ADV-4-9
Reports, ADV-4-9
Split/Skill Call Profile Setup Dialog
Box, ADV-4-7

Supervisor Administration, ADV-4-4

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Supervisor Options, ADV-4-6, ADV-5-5, ADV-6-6

Switch Administration, ADV-4-3
Things to Note, ADV-4-25

Verify the Solution Through Reports, ADV-4-9

Hangup String, SPI-8-21
hard drive space requirements, EXI-1-14
Hardcoded Values, CST-4-44, DSG-18-3
Hardware
failures, HAU-1-5
platforms, HAU-1-4
hardware, ADM-1-19
certified for CentreVu CMS, ADM-1-16
hardware, required, DMS-8
hcwe, CST-4-41, DSG-18-7, DIC-1-15
hcwc table, ODC-3-8
HDATE1, ODC-3-131
HDATE1-4, DIC-2-88
Header Option, DSG-13-10
Headers Tab, DSG-13-10
Header Option, DSG-13-10
Table Header, DSG-13-10
Using, DSG-13-10
HELD, ODC-3-141, DIC-2-89
Held Calls, RPT-4-39, RPT-4-40, RPT-4-89
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Help, SPI-1-8, SPI-1-8, SPI-1-9, SPI-1-9, SPI-5-22, VVI-1-3

About Help, SPI-5-22

Button, SPI-5-39

Contents, SPI-1-9, SPI-5-22

Find Tab, SPI-1-9

Learning to use, SPI-1-9

Main Categories (books), SPI-1-8
On open windows, SPI-1-9
Technical Support, SPI-5-22
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Help, (continued) Book ID Book Title
Topics, SPI-1-8

help, BSA-11, BSA-12 ADA
accessing, ADA-xiii

Little Instruction Book for Advanced
Administration

numbers to call, ADA-xx, BSA-xxi ADM CMS R3V8 Administration
Help Menu, SPI-8-13, DSG-4-9 ADV Advocate R8 User Guide
About, SPI-8-13, DSG-4-9 BSA Little Instruction Book for Basic Administration

Contents, SPI-8-13, DSG-4-9 -
Technical Support, SPI-8-13, DSG-4-9 CNG Lucent Call Center R8 Change Description

Help menu, ADM-2-12, VVI-6-11, VVI-6-15 CST CMS Custom Reports

Help Schedule Agents with Multiple DIC CMS Database Items and Calculations
Skills, ADV-2-25 . .

help system, ADM-2-9, VVI-6-16 DMS CMS Disk Mirrored Systems
Help Topics window, ADM-2-3 DSG Report Designer User Guide
Hﬁ'Ap'L'J”% ,ZADM-1-21, SPI-1-7, SPI-9-1, EXI Explorer Il Installation for NT

how to reach, ADM-1-22 EXU Explorer Il User Guide
Helplines, HAC-1-6 FST CMS Forecast
High, RPT-3-85 HAC High Availalability Connectivity, Upgrade and
H!gh Ava!lab!l!ty Optl_on, HAC-4-1 Administration
H;_?X(j‘_‘,’f_‘iab'“ty’ defined, HAC-2-1, HAU-1-1, 5 High Availalability User Guide
HIGHCALLS, ODC-3-19, DIC-2-89 OoDC CMS Open Database Connectivity
Highlighting RPT Supervisor V8 Reports

Fields, CST-5-1 . . .

SPI Supervisor Installation & Getting Started

Options, CST-5-2 . )
Highlighting Options, CST-5-2 VVI Visual Vectors Installation
Blinking, CST-5-2
Bright, CST-5-2
Default, CST-5-2
Dim, CST-5-2
Normal, CST-5-2
Reverse Video, CST-5-3
Underline, CST-5-3
Historical, CST-2-6
Historical agent events, CNG-2-10
Historical Agent Group Summary report, ADV-3-19, ADV-4-24, ADV-7-14, ADV-10-9
Historical Agent Reports, organization, RPT-4-5
Historical Agent Reports, overview, RPT-4-4
Historical Agent Trace Report, ADA-20
Historical and Real-Time Data, ADV-13-3
Historical Call Work Code Report, ADA-23
Historical Data, HAU-C-3
Historical data, CNG-2-11
Historical Database, ADV-GL-12, CST-P-6, RPT-GL-16
historical database
archiving data in, ADM-10-20
Historical Database, Definition, CST-P-6, RPT-1-7
Historical Graphical Average Positions Staffed Report, ADV-9-11
Input Fields, ADV-9-12
Report Example, ADV-9-13
Historical Graphical Skill Overload Report, ADV-4-18
Input Fields, ADV-4-18
Report Description, ADV-4-20
Report Example, ADV-4-20
Things to Know for CentreVu Advocate, ADV-4-18
Historical Other Reports, organization, RPT-4-47
Historical Other Reports, overview, RPT-4-47
Historical Reports, ADV-GL-12, CST-P-6, RPT-4-57, RPT-GL-16
Agent Attendance, RPT-4-11
Agent AUX, RPT-4-9
Agent Event Count, RPT-4-14
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Historical Reports, (continued) Book ID Book Title
Agent Graphical Time Spent, RPT-4-16 ADA
Agent Group Attendance, RPT-4-20
Agent Group AUX, RPT-4-23

Little Instruction Book for Advanced
Administration

Agent Group Summary, RPT-4-25 ADM CMS R3V8 Administration

agent reports, RPT-4-4 ADV Advocate R8 User Guide

Agent Summary Report, RPT-4-40 ; ; ; . ;
Agent Trace by Location Report, RPT-4-44 BSA Little Instruction Book for Basic Admlr.nsjtratlon
Call Records Report, RPT-4-49 CNG Lucent Call Center R8 Change Description
Call Work Code Attendance, RPT-4-54 CST CMS Custom Reports

Daily Reports, RPT-4-3 DIC CMS Database Items and Calculations

Graphical Skill Overload Report, RPT-4-78 ) )
Inbound/Outbound Summary, RPT-4-29 DMS CMS Disk Mirrored Systems

Interval Reports, RPT-4-3 DSG Report Designer User Guide
introduction, RPT-4-1 EXI Explorer Il Installation for NT

Login/Logout (Skill), RPT-4-33 .
Login/Logout (Splif), RPT-4-35 EXU Explorer Il User Guide

Monthly Reports, RPT-4-3 FST CMS Forecast
organization, RPT-4-1 HAC High Availalability Connectivity, Upgrade and
overview, RPT-4-1 Administration

P admap. RBLAD HAU  High Availalability User Guide

Split/Skill by Location Report, RPT-4-90 ODC CMS Open Database Connectivity
Split/Skill Call Profile Report, RPT-4-61 RPT Supervisor V8 Reports

Split/Skill Graphical ASA Daily . : ;
Report, RPT-4-68 SPI Supervisor Installation & Getting Started

Split/Skill Graphical ASA Report, RPT-4-64 VVI Visual Vectors Installation
Split/Skill Graphical Average Positions Staffed Report, RPT-4-66
Split/Skill Graphical Call Profile Report, RPT-4-70
Split/Skill Graphical Multi-ACD Service Level Report, RPT-4-73
Split/Skill Graphical Service Level Report, RPT-4-76
Split/Skill Graphical Time Spent Report, RPT-4-80
Split/Skill Outbound Report, RPT-4-83
Split/Skill Report, RPT-4-37, RPT-4-86
Split/Skill Summary Report, RPT-4-95
System Graphical Maximum Delay Report, RPT-4-103
System Multi-ACD by Split/Skill Report, RPT-4-107
System Multi-ACD Report, RPT-4-113
System Report, RPT-4-118
System Reports, RPT-4-101
Trunk Group Report, RPT-4-134
Trunk Group Summary Report, RPT-4-137
Trunk Report, RPT-4-131
Trunk/Trunk Group Busy Hour Report, RPT-4-128
Trunk/Trunk Group Reports, RPT-4-124
VDN Busy Hour Report, RPT-4-145
VDN Call Profile Report, RPT-4-147
VDN Graphical Busy/Abandon/Disconnect Comparison Report, RPT-4-151
VDN Graphical Call Profile Report, RPT-4-154
VDN Graphical Service Level Report, RPT-4-158
VDN Multi-ACD Flow Report, RPT-4-161
VDN Report, RPT-4-164
VDN Reports, RPT-4-141
VDN Skill Preference Report, RPT-4-168
Vector Report, RPT-4-172, RPT-4-175
Weekly Reports, RPT-4-3
Historical Reports, Definition, CST-P-6, RPT-1-7
Historical Reports, introduction, RPT-4-1
Historical Reports, organization, RPT-4-1
Historical Reports, overview, RPT-4-1
Historical Reports, presentation, RPT-4-1
Historical Reports, roadmap, RPT-4-2
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Historical Split/Skill Call Profile
Report, ADV-3-15, ADV-5-14, ADV-8-10
Report Description, ADV-3-16, ADV-5-15,
ADV-8-11
Report Example, ADV-3-16, ADV-5-14,
ADV-8-10
Things to Know for CentreVu
Advocate, ADV-3-15, ADV-5-14,
ADV-8-10
Historical Split/Skill Graphical ASA
Report, ADV-3-17, ADV-5-16, ADV-7-9
Report Description, ADV-3-18, ADV-5-17,
ADV-7-10
Report Example, ADV-3-17, ADV-5-16,
ADV-7-10
Things to Know for CentreVu
Advocate, ADV-3-17, ADV-5-16,
ADV-7-9
Historical System Reports, general
information, RPT-4-102
Historical System Reports,
organization, RPT-4-101
Historical System Reports, selector
window, RPT-4-102
Historical tab, ADM-2-10
Historical Trunk/Trunk Group Reports, general
information, RPT-4-125
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Historical Trunk/Trunk Group Reports, organization, RPT-4-124
Historical Trunk/Trunk Group Reports, selector window, RPT-4-125

Historical VDN Reports, general information, RPT-4-142

Historical VDN Reports, organization, RPT-4-141
Historical VDN Reports, selector window, RPT-4-143

Historical Vector Report, general information, RPT-4-173

Historical Vector Report, organization, RPT-4-172
Historical Vector Report, selector window, RPT-4-173

Historical, Defining Report as, CST-2-6
History List, SPI-5-40

How to use, SPI-5-46
history list

using, ADM-2-19

Histroical Graphical Average Positions Staffed Report

Report Description, ADV-9-13

Things to Know for CentreVu Advocate, ADV-9-11

HOLD, ADM-3-56, ADM-3-57, ADV-GL-12, RPT-GL-17

Hold, RPT-4-45, DIC-1-10
Hold Tracking (G3, G2, System 85), DIC-1-23
HOLDABN, ODC-3-142, DIC-2-89

HOLDABNCALLS, ODC-3-20, ODC-3-50, ODC-3-108, DIC-2-90

HOLDACDCALLS, ODC-3-108, DIC-2-90

HOLDACDTIME, ODC-3-50, ODC-3-108, DIC-2-91

HOLDCALLS, ODC-3-20, ODC-3-51, ODC-3-108, RPT-4-39, RPT-4-89, DIC-2-91
HOLDTIME, ODC-3-20, ODC-3-51, ODC-3-108, RPT-4-39, RPT-4-89, DIC-2-92

Horizontal Bar Chart, DSG-12-20
Horizontal Table, DSG-13-3

Host Name field, EXI-4-6, EXI-A-6
Hosts File, HAC-3-25

How CentreVu CMS Retrieves Data, CST-1-11, DSG-17-5
How CentreVu CMS Stores Data, CST-1-7, DSG-17-2

How Database Items and Calculations Are Presented, DIC-1-2
hsplit, ADV-13-7, CST-4-40, DSG-18-7, DIC-1-14

hsplit table, ODC-3-7
htkgrp, CST-4-40, DSG-18-7, DIC-1-14
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htkgrp table, ODC-3-7 Book ID Book Title
HTML ADA Little Instruction Book for Advanced

report saved as, ADM-5-10 Administrati
HTML, Saving as, SPI-7-13, Lttt

SPI-A-1 to SPI-A-7 ADM CMS R3V8 Administration
htrunk, CST-4-41, DSG-18-7, DIC-1-14 ADV Advocate R8 User Guide
Eggnk table, QDC-3-7 BSA Little Instruction Book for Basic Administration
/isupport.lucent.com, BSA-xxii CNG Lucent Call Center R8 Change Description
/Isupport.lucent.com/, BSA-95 CST CMS Custom Reports
[lwww.indug.org, BSA-95 DIC CMS Database Items and Calculations

/www.lucent.com, BSA-95

Ilwww.lucent.com/enterprise, BSA-95 DMS CMS Disk Mirrored Systems
/www.lucent.com/enterprise/sig/develop, DSG Report Designer User Guide
//BSA-|95 comlenterriseftraini EXI Explorer 1l Installation for NT
Vé"’é'VAV_';Scen -com/enterprise/training, EXU Explorer Il User Guide
Hunt Group Form, ADA-134 FST CMS Forecast
Hunt Group method, ADA-125 HAC High Availalability Connectivity, Upgrade and
Hunt Group Type, ADV-2-17 Administration

hvdn, CST-4-41, DSG-18-7, DIC-1-14

hvdn table, ODC-3-7 HAU High Availalability User Guide

hvector, CST-4-41, DSG-18-7, DIC-1-14 OoDC CMS Open Database Connectivity
hVECt%r tab'?, ODC-3-7 RPT Supervisor V8 Reports
Hypothetical Data : : :
Copy Historical Data, FST-3-42 SPI Sgperwsor Installation & Getting Started
Copy Historical Data Window, FST-3-43  VVI Visual Vectors Installation

Edit and View Hypothetical Data, FST-3-44
Guidelines, EST-3-42
Setting Up, FST-3-41
System Prerequisites, FST-3-42

Hypothetical Financial Report
Financial Report Input Window, FST-3-59
Hypothetical Financial, EST-3-62
Hypothetical Financial Forecast Report Example, FST-3-63
System Prerequisites, FST-3-59

Hypothetical Report
Hypothetical Forecast Report Description, FST-3-56
Hypothetical Forecast Report Example, FST-3-55
Report Input Window, FST-3-52
System Prerequisites, FST-3-52

I

I_ACDAUX_OUTTIME, ODC-3-20, ODC-3-51, DIC-2-93

I_ACDAUXINTIME, ODC-3-20, ODC-3-51, DIC-2-92

I_ACDOTHERTIME, ODC-3-21, ODC-3-52, DIC-2-93

I_ACDTIME, ODC-3-21, ODC-3-52, RPT-4-12, RPT-4-21, RPT-4-28, RPT-4-38, RPT-4-88, RPT-4-92,
RPT-4-112, RPT-4-123, RPT-5-8, RPT-5-14, RPT-5-34, DIC-2-94

I_ACWINTIME, ODC-3-21, ODC-3-52, RPT-4-12, RPT-4-21, RPT-4-39, DIC-2-94

I_ACWOUTTIME, ODC-3-21, ODC-3-52, RPT-4-12, RPT-4-39, DIC-2-95

I_ACWTIME, ODC-3-21, ODC-3-53, RPT-4-12, RPT-4-21, RPT-4-28, RPT-4-38, RPT-4-88, RPT-4-92,
RPT-4-112, RPT-4-123, RPT-5-8, RPT-5-14, DIC-2-95

I_ARRIVED, ODC-3-108, DIC-2-96

I_AUXINTIME, ODC-3-22, ODC-3-53, RPT-4-12, RPT-4-21, RPT-4-39, DIC-2-96

I_AUXOUTTIME, ODC-3-22, ODC-3-54, RPT-4-12, RPT-4-39, DIC-2-97

I_AUXTIME, ODC-3-22, ODC-3-54, RPT-4-82, RPT-4-93, DIC-2-97

I_AUXTIMEO, ODC-3-22, RPT-4-82, DIC-2-98

I_AUXTIME1-9, ODC-3-23, RPT-4-82, DIC-2-98
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|_AVAILTIME, ODC-3-23, ODC-3-54,
RPT-4-81, RPT-4-89, RPT-4-93, DIC-2-98  zpya
|_DA_ACDTIME, ODC-3-23, ODC-3-54,
RPT-4-12, RPT-4-21, RPT-4-28, RPT-4-38,
RPT-4-88, RPT-4-92, RPT-5-8, RPT-5-14, ADM
DIC-2-99 ADV
|_DA_ACWTIME, ODC-3-23, ODC-3-54, BSA
RPT-4-12, RPT-4-21, RPT-4-28, RPT-4-38,
RPT-4-88, RPT-4-92, RPT-5-8, RPT-5-14, CNG
DIC-2-99 CST
I_INOCC, ODC-3-74, ODC-3-83, RPT-4-136, pC
DIC-2-100

|_NORMTIME, ADV-13-13, ODC-3-23, DMS
RPT-4-79, RPT-5-25, DIC-2-100 DSG
|_OL1TIME, ADV-13-13, ODC-3-23, EX|
RPT-4-79, RPT-5-25, DIC-2-100 ExU
|_OL2TIME, ADV-13-13, RPT-4-79,
RPT-5-25, DIC-2-101 FST
|_OTHERTIME, ODC-3-55, RPT-4-82, HAC

RPT-4-89, RPT-4-93, DIC-2-101

|_OUTOCC, ODC-3-75, ODC-3-83, o
RPT-4-136, DIC-2-102

|_RINGTIME, ODC-3-25, ODC-3-56, oDC
RPT-3-21, RPT-4-12, RPT-4-21, RPT-4-28, RPT
RPT-4-82, RPT-4-88, RPT-4-92, RPT-5-14, gp,
DIC-2-103

|_STAFFTIME, ODC-3-25, ODC-3-56, Wi

RPT-4-89, RPT-4-93, RPT-4-112, RPT-4-123, DIC-2-103

|_SUM_TIME, DIC-2-233
|_ TAUXTIME, ODC-3-25, DIC-2-104
|_TAVAILTIME, ODC-3-25, DIC-2-104
|_TOTHERTIME, DIC-2-104
Icons
Agent Administration, SPI-7-39
Agent Real-Time, SPI-7-39
Caution Threshold, SPI-7-41
Custom, SPI-7-40
Dictionary, SPI-5-24, SPI-7-39
Exceptions, SPI-5-24, SPI-7-39
Logout, SPI-5-24
Maintenance, SPI-5-25, SPI-7-39
Options, SPI-5-19, SPI-5-24
Other, SPI-7-40
Previous, SPI-6-7, SPI-6-12
Reports, SPI-5-24
Split/Skill, SP1-7-40
System Setup, SPI-5-25
Trunk, SPI-7-40
User Permissions, SPI-5-25
VDN, SPI-7-40
Vector, SPI-7-40
Warning Threshold, SPI-7-41
Identification tab, EXI-A-3
IDLE, ADM-3-56, ADM-3-57, ADV-GL-12, RPT-GL-17
Idle Agent Queue, ADV-GL-12
Il, ADV-GL-12, RPT-GL-17
ii Digits, term description, EXU-A-31
II_DIGITS, ODC-3-165, DIC-2-104
IL Number, HAU-P-3
ILN, DIC-2-105
Improve Agent Fairness, ADV-2-26
Improve Overall Call Center Efficiency, ADV-2-25
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Book ID Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Book ID
ADA

INACW, ADV-9-9, ADV-9-10, RPT-3-33,
RPT-3-71, RPT-3-122, RPT-3-133,
RPT-5-27

INACW (real-time), DIC-2-105

INAUX, RPT-3-34, RPT-3-75, RPT-3-123, ADM
RPT-3-133, RPT-5-27 ADV
INAUX (real-time), DIC-2-105 BSA
INAUXO0, RPT-3-75, DIC-2-106
INAUX1-9, RPT-3-75, DIC-2-106 CNG
INBOUND (real-time), DIC-2-106 CST
Inbound Calls, RPT-4-135, RPT-4-146, DIC
RPT-4-162, RPT-4-165, RPT-4-169
Inbound CCS, RPT-4-136 DMS
Inbound/Outbound Report, RPT-4-29 DSG
INBOUND_ACDCALLS, DIC-2-233 EXI
INCALLS, ODC-3-75, ODC-3-84, ODC-3-94, Ly,
ODC-3-108, RPT-3-153, RPT-3-154,
RPT-3-155, RPT-3-160, RPT-4-135, FST
RPT-4-136, RPT-4-148, RPT-4-149, HAC
RPT-4-150, RPT-4-162, RPT-4-165,
RPT-4-169, DIC-2-107 HAU
INCOMPLETE, ODC-3-26, ODC-3-56,
ODC-3-75, ODC-3-84, ODC-3-94, oDC
ODC-3-109, ODC-3-120, DIC-2-108 RPT
increasing system capacity, DMS-12 SPI
Incremental backup, HAU-A-1 Wi

incremental backup

setting up a schedule, ADM-11-38

tape allocation for, ADM-11-37
Index

What is It?, CST-1-10, DSG-17-4
Index Database Items, ADV-13-3
INFLAG, ODC-3-122, DIC-2-110
inflow vector, ADA-79
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

INFLOWCALLS, ODC-3-27, ODC-3-94, ODC-3-109, RPT-3-162, RPT-3-167, RPT-4-122, RPT-4-162,

RPT-4-165, DIC-2-110
Information Indicator (II), ADV-GL-12, RPT-GL-17
Information Messages, Terminal, SPI-8-24
Information Report, RPT-5-7, RPT-5-13
INFORMIX, RPT-GL-17, HAU-C-1
Accessing, CST-6-3, DSG-18-14
Adding Data to the Table, CST-6-11, DSG-18-19
Building Tables, CST-6-4, DSG-18-15
Column Types, CST-6-6, DSG-18-16
Columns in a Table, Adding, CST-6-14, DSG-18-22
Columns in a Table, Changing, CST-6-14, DSG-18-22
Columns in a Table, Deleting, CST-6-14, DSG-18-22
Creating Tables, CST-6-1
Data in a Table, Adding, CST-6-16, DSG-18-24
Data in a Table, Changing, CST-6-16, DSG-18-24
Data in a Table, Deleting, CST-6-16, DSG-18-24
Data Types, CST-6-8
Documentation, CST-6-1
interface to historical database, ADM-1-13
INFORMIX SQL, RPT-GL-17
INFORMIX tables
backing up, ADM-11-16
restoring data for, ADM-11-28
INPROGRESS, RPT-3-162, RPT-3-166
INPROGRESS (real-time), DIC-2-111
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input field
definition of, VVI-6-3
description of, ADM-2-14
name/synonym, ADM-2-14
numeric entry in, ADM-2-15
rules for, ADM-2-14

Input Field Type,Defining, CST-4-5

Input Fields, CST-4-1, DSG-6-2

Accessing Define Input Window, CST-4-2,

DSG-6-3

Agent, DSG-6-4

Agent group, DSG-6-4

Agent state, DSG-6-4

Associated ACD, DSG-6-11

Associating an ACD with the Variable
Field, CST-4-8

Call Work Code, DSG-6-4

Changing, CST-4-11

Columns, CST-4-4

Completing, SPI-5-42

Date, DSG-6-4

Default Value, CST-4-5, DSG-6-11

Defining, CST-4-1, CST-4-2, CST-4-8,
CST-4-9, DSG-6-2, DSG-6-3

Definition, SPI-5-40

Extension, DSG-6-4

Login ID, DSG-6-5

Multi-value, DSG-6-10

Number, DSG-6-5

Order of, CST-4-10

Pattern Matching, CST-4-7, DSG-6-7

Prompt, CST-4-4, DSG-6-11

Rows, CST-4-4

Saving a Variable Field, CST-4-9

Single Value or Range/List, CST-4-4

Split/Skill, DSG-6-5

String, DSG-6-5

Time, DSG-6-6

Trunk, DSG-6-6

Trunk group, DSG-6-6

Trunk state, DSG-6-6

Type, DSG-6-10

Variable Names for, CST-4-2

VDN, DSG-6-6

Vector, DSG-6-6

input fields

classes, VVI-6-25

name fields, VVI-6-25

rules, VVI-6-25
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Input Fields That Allow Pattern Matching, CST-4-7, DSG-6-7

Input Types, DSG-6-3
Input Value Fields, DSG-9-5
Input Variable, CST-4-59
Input Variables, CST-4-38
Input Window, DSG-6-15
input window
scripting, ADM-5-12
input window options, ADM-2-13
Input Windows
Completing, SPI-5-40
Definition of fields, SPI-5-40
input windows, ADM-2-12, VVI-6-19
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Input/Update License Information
window, EXI-4-10
Inputs, DSG-4-6, DSG-4-11, DSG-4-14,
DSG-6-1, DSG-6-3
Editing
Select inputs for this report, DSG-6-3
Inputs for Multi-ACD Reports, DSG-6-12
INQUEUE, ADV-7-8, RPT-3-30, RPT-3-88,
RPT-3-97, RPT-3-116, RPT-3-127,
RPT-3-131, RPT-5-22, RPT-5-27
INQUEUE (real-time), DIC-2-112
In-Queue Wait Time, term
description, EXU-A-34
INRING, ADV-7-8, RPT-3-30, RPT-3-88,
RPT-3-97, RPT-3-116, RPT-3-127,
RPT-3-131, RPT-5-22, RPT-5-27
INRING (real-time), DIC-2-112
Insert, CST-3-4
Insert | Chart, DSG-8-1
Insert | Field, DSG-9-1
Insert | Text, DSG-11-1
Insert |Table, DSG-10-1
Insert Menu, DSG-4-8
Chart, DSG-4-8
Field, DSG-4-8
Table, DSG-4-9
Text, DSG-4-9
Inserting a Chart on a Report, DSG-8-2
Inserting a Table on the Report, DSG-10-2

June 2000
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Inserting ACD Name Field on the Report, DSG-9-3
Inserting Data Item Fields on the Report, DSG-9-4
Inserting Input Value Fields on the Report, DSG-9-5
Inserting Report Data Start Time Field on the Report, DSG-9-6

Inserting Text on the Report, DSG-11-2

Inserting Time Report Run Field on the Report, DSG-9-7

Inside, DSG-12-11
Inside, label parameter, SPI-7-37
Install
External Call History, HAC-3-50
Feature Packages, HAC-3-46, HAC-3-50
Forecasting, HAC-3-46
Install/Uninstall Tab, SPI-4-2
Installation, DSG-1-7
Canceling, SPI-1-7
CentreVu Terminal Emulator, SPI-8-4
CMS Server
Requirements, SPI-1-12
Dcom95, SPI-1-11
Desktop Computer Client, ODC-2-20
for Windows 95 and NT 4.0, ODC-2-21
for Windows NT 3.51, ODC-2-21
System Requirements, ODC-2-20
Local, SPI-2-1
Other Requirements, SPI-1-11
PC Requirements
Network Connection, SPI-1-10
Serial Connection, SPI-1-10
Windows 95, SPI-1-11
Windows NT, SPI-1-11

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Installation, (continued)
Server, ODC-2-4
System Requirements, ODC-2-4
Service Pack 3, SPI-1-11
Solaris client, ODC-2-15
Procedure, ODC-2-16
System Requirements, ODC-2-15
Support, SPI-1-7
Tips, SPI-1-7
Installation and Configuration
Overview, ODC-2-3
installation default directory, EXI-3-5
installation procedures,
factory, DMS-28 to DMS-37
installing
CentreVu Explorer I, EXI-2-5
SQL Server 7.0, EXI-2-4
installing mirrored systems, DMS-11
INT_AUXTIME, DIC-2-233
Integrated Agent Reports, RPT-5-4
Integrated Agent Reports,
organization, RPT-5-3
Integrated Agent Reports, overview, RPT-5-3
Integrated Graphical Skill Overload
Report, ADV-4-21
Input Fields, ADV-4-21
Report Description, ADV-4-22
Report Example, ADV-4-22

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Things to Know for CentreVu Advocate, ADV-4-21

Integrated Reports
Agent Information, RPT-5-7, RPT-5-13
Agent input fields, RPT-5-6
Agent Reports, RPT-5-4
Agent selector window, RPT-5-5
Graphical Call Handling, RPT-5-33
Graphical Skill Overload, RPT-5-24
Graphical Split/Skill View, RPT-5-26
Split/Skill Comparison, RPT-5-21
Split/Skill report input fields, RPT-5-19

Split/Skill report selector window, RPT-5-19

Split/Skill Reports, RPT-5-17

VDN Report, RPT-5-30, RPT-5-31

VDN Report input fields, RPT-5-32
VDN Report selector window, RPT-5-31

Integrated Reports, Definition, RPT-1-7, RPT-5-1

Integrated Reports, roadmap, RPT-5-1
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Integrated Services Digital Network (ISDN), ADV-GL-12, RPT-GL-17

Integrated Split/Skill Reports, RPT-5-17

Integrated Split/Skill Reports, general information, RPT-5-18
Integrated Split/Skill Reports, organization, RPT-5-18

Integrated tab, ADM-2-10

Integrated VDN Report, general information, RPT-5-31

Interactions with Switch Features, DIC-1-16
Interactive Scripts, HAU-3-10

interactive scripts, BSA-35

Interflow VDN field, ADA-99

Interflow VDN/vector, ADA-95

Interflow, Lookahead, ADA-74

INTERFLOWCALLS, ODC-3-28, ODC-3-95, ODC-3-109, RPT-4-163, DIC-2-113

Interflowed, term description, EXU-A-33
interflow-gpos command, ADA-83
Interflow-Qpos EWT Threshold field, ADA-85



Lucent Call Center Release 8 Master Index

Internet Call Center, HAU-2-1 Book ID
Interval Reports, RPT-4-3 ADA
Interval-based data, definition, ADV-13-4,
ODC-3-3, DIC-1-4
Interval-Based Items, ADV-GL-12, RPT-GL-17 ADM
INTERVL_END_TIME, DIC-2-233 ADV
INTIME, ODC-3-75, ODC-3-84, ODC-3-95, BSA
ODC-3-110, RPT-4-136, RPT-4-167,

DIC-2-113 CNG
Intraday Report CST
Definition, EST-GL-4
DIC
Intraday Forecast Report
Description, FEST-3-33 DMS
Intraday Forecast Report DSG
Example, EST-3-32 EXI

Intraday Input Window, EST-3-30 EXU
System Prerequisites, FST-3-29
Intrahour Interval, ADV-GL-13, RPT-GL-17, FST
DIC-1-32 HAC
intrahour interval, ADA-45
Introduction, ADV-12-2, DSG-1-1, DSG-11-1

INTRVL, ODC-3-28, ODC-3-57, ODC-3-76, HAU
ODC-3-84, ODC-3-95, ODC-3-110, ODC
ODC-3-120, ODC-3-133, RPT-4-15, RPT
RPT-4-169, DIC-2-114 Spl

INVECTOR (real-time), DIC-2-115

IP Address field, EXI-A-5 Wi

|P address tab, EXI-A-5

IP connectivity, testing, EXI-1-24

IP Trunk measurement, CNG-1-13

Item, DSG-13-8

ITEM_NAME, ODC-3-151, ODC-3-153, ODC-3-155
ITEM_TYPE, ODC-3-153

ITEM_TYPE (index), ODC-3-151, ODC-3-155

ITN (index), DIC-2-116
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

J

Java plug-in
installing the Java Plug-in, EXU-5-6
loading, EXU-5-3, EXU-5-4

Join, DSG-7-8

Justifying Data, CST-4-21

K

keeping records, BSA-79
Key Combinations, CST-3-2
KEYBD_DIALED, ODC-3-127, DIC-2-116

Keyword AVG Invalid in Where Clause, CST-5-13, DSG-16-3
Keyword BETWEEN Invalid for Real-Time, CST-5-13, DSG-16-3

Keyword COUNT Invalid in Where Clause, CST-5-13, DSG-16-3
Keyword MAX Invalid in Where Clause, CST-5-13, DSG-16-3

Keyword MIN Invalid in Where Clause, CST-5-13, DSG-16-3
Keyword SUM Invalid in Where Clause, CST-5-13, DSG-16-4
Keyword SYN Invalid in Where Clause, CST-5-13, DSG-16-4

Korn shell, DMS-30
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— Book ID Book Title
L ADA Little Instruction Book for Advanced
Administration
Label, DSG-14-2 ADM CMS R3V8 Administration
Labels table, DSG-12-17 ADV Advocate R8 User Guide
LAI, ADA-59 BSA Little Instruction Book for Basic Administration
LA’\,IAdministration CNG Lucent Call Center R8 Change Description
Generic 3si, HAC-4-6 CST CMS Custom Reports

Overview, HAC-3-24 DIC CMS Database Items and Calculations
LAN connections DMS CMS Disk Mirrored Systems

hardware, HAC-2-7 . .
LAN connectivity options, HAC-2-5 DSG Report Designer User Guide
Language-version table, SPI-1-2 EXI Explorer Il Installation for NT
t:;%iggg;%l ” EXU Explorer Il User Guide
Last Observer, te'rm description, EXU-A-35 FST CMS Forecast
LAST_TIME, ODC-3-148, ODC-3-150 HAC High Availalability Connectivity, Upgrade and
LASTCWC, ODC-3-142, DIC-2-116 Administration
LASTDIGITS, ODC-3-142, DIC-2-116 HAU High Availalability User Guide
:ﬁjﬁzﬁr?; E)I?p\I/cI)ErSr, |(|)DE(>:<|321f82 » DIC-2:117 oDC CMS O.pen Database Connectivity
layout, mirror RPT Supervisor V8 Reports

Enterprise 3000, DMS-7 SPI Supervisor Installation & Getting Started

Enterprise 3500, DMS-8 VI Visual Vectors Installation

Least occupied agent, CNG-1-9
Least Occupied Agent (LOA), ADV-2-3, ADV-2-31, ADV-2-34, ADV-2-35, ADV-2-36, ADV-2-39,
ADV-GL-13, ADA-125
Administration, ADV-1-11
Agent Selection, ADV-1-10
Description, ADV-1-10
EAD-LOA, ADV-1-11
Result, ADV-1-11
UCD-LOA, ADV-1-11
Left, DSG-12-11
Left, label parameter, SPI-7-38
Legend Tab, SPI-7-36, DSG-12-15
Location, SPI-7-36, DSG-12-15
Using, DSG-12-16
Visible, SPI-7-36, DSG-12-15
Length of Fields, CST-4-11
Lenth, CST-4-13
LEVEL, ADV-9-16, ADV-13-16, RPT-5-8, DIC-2-117
Level, RPT-3-18, RPT-3-54, RPT-3-96, RPT-3-103, RPT-3-105, RPT-3-109, RPT-3-143
License Information window, EXI-2-15, EXI-3-13
License Key field, EXI-4-10
license, obtaining, EXI-1-30
Line Chart, DSG-12-20
link-down exception, ADM-8-34
linkex, CST-4-41, DSG-18-8, DIC-1-15
linkex table, ODC-3-8
linking an Application Plan to a primary VDN, ADA-100
List
Variables, CST-4-38
List Agents Traced input window, ADM-6-7
list all action item, BSA-25
List all button, SPI-6-11, SPI-6-13, SPI-6-15
List devices, ADM-11-19
List Devices button, SPI-6-7
list history, ADA-69
List Trace Advocate, ADV-GL-13
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list trace ewt, ADA-68
list trace vec, ADA-68
listing agent trace data, ADA-19
listing agents traced, ADM-6-7
Lists, History, SPI-5-40
LOA, CNG-1-9

Expert Agent Distribution

(EAD-LOA), ADA-125
overview, ADA-125
Uniform Call Distribution

(UCD-LOA), ADA-125

LOA and AUX Time, ADV-1-10, ADV-2-4,
ADV-11-29

Load Pseudo-ACD Data window, ADM-10-14

LOC_ID, ODC-3-57, ODC-3-85, ODC-3-122,
ODC-3-128, RPT-3-75, RPT-3-78,
RPT-3-106, RPT-3-110, RPT-3-135,
RPT-3-141, RPT-3-172, RPT-3-176,
RPT-4-45, RPT-4-91, DIC-2-117

local, ADA-94

Local Installation, SPI-1-5, SPI-2-1

Network Folder,

Preparing, SPI-2-2 to SPI-2-3
Previous Version Found, SPI-2-7
Replace CentreVu Supervisor

5.0, SPI-2-8 to SPI-2-9,

SP|-2-9 to SPI-2-10, SPI-3-12
Selecting Components, SPI-2-13

Selecting the Destination Folder, SPI-2-11
Selecting the Local Directory, SPI-2-10 to SPI-2-11

Selecting the Shortcuts Folder, SPI-2-14

Selecting the Type of Installation, SPI-2-12

Setting Up the PC, SPI-2-3 to SPI-2-16

Type of Location, SPI-2-7

Using Start/Run, SPI-2-3 to SPI-2-5
Local system administration data, CNG-2-11

Location, DSG-12-15, DSG-12-18, RPT-GL-18

of Legend, SPI-7-36
of title, SPI1-7-35
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Location ID, DSG-6-5, RPT-3-75, RPT-3-78, RPT-3-106, RPT-3-110, RPT-3-135, RPT-3-141,

RPT-3-172, RPT-3-176, RPT-4-45, RPT-4-91, CNG-2-4

Reports, CNG-2-8
Location ID (agents), ODC-GL-17
Location ID for Agents, RPT-GL-18

Location ID for Trunks, ODC-GL-17, RPT-GL-18

Location IDs, CNG-1-12
location IDs
adding, ADM-3-38
changing, ADM-3-38
deleting, ADM-3-38
viewing, ADM-3-38
Location IDs input window, ADM-3-38
Location Name field, ADA-99
Location Number, ODC-GL-17
Location of legend, DSG-14-2
log files, DMS-87
logging in as administrator, EXI-4-4
Logging into CMS, SPI-8-6, SPI-8-7
logging into CMS
using CentreVu Supervisor, BSA-4
using CentreVu Terminal Emulator, BSA-5
Logging out of CMS, SPI-8-8
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logging out of CMS Book ID Book Title
using CentreVu Supervisor, BSA-6 ADA Little Instruction Book for Advanced

using CentreVu Terminal Emulator, BSA-6
Logical Agent, ADV-GL-14, RPT-GL-18

LOGID, ADV-6-20, ADV-6-23, ADV-9-15, ADM
ODC-3-122, ODC-3-158, ODC-3-162, ADV
ODC-3-165, RPT-3-26, RPT-3-75, BSA
RPT-3-78, RPT-3-96, RPT-3-102,

RPT-3-118, RPT-3-129, RPT-3-135, CNG

RPT-3-142, RPT-4-12, RPT-4-15, RPT-4-17, CST
RPT-4-21, RPT-4-26, RPT-4-30, RPT-4-38, p)c
RPT-4-40, RPT-4-44, RPT-4-87, RPT-4-91,
RPT-5-8, RPT-5-14, RPT-5-22, RPT-5-27, DMS

DIC-2-118 DSG
LOGID (index), ODC-3-57, ODC-3-128 EX|
LOGIN, ODC-3-123, RPT-4-34, RPT-4-36, EXU
DIC-2-119
Login FST
Button, SPI-5-19, SPI-5-20 HAC
Prompt, SPI-8-7

login
warnings, BSA-5 HAU

login accounts oDC
adding, EXU-2-17 RPT
creating, EXU-2-13 SPI
modifying, EXU-2-20

login ACD, BSA-15 WI

Login button
to log in to server, ADM-1-3

Administration
CMS R3V8 Administration
Advocate R8 User Guide
Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports
CMS Database Items and Calculations
CMS Disk Mirrored Systems
Report Designer User Guide
Explorer Il Installation for NT
Explorer Il User Guide
CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Login ID, DSG-6-5, RPT-3-8, RPT-3-11, RPT-3-14, RPT-3-18, RPT-3-48, RPT-3-53, RPT-3-75,
RPT-3-78, RPT-3-105, RPT-3-109, RPT-3-135, RPT-3-142, RPT-3-172

login ID, BSA-4, BSA-13
login ID characters

rules for, ADM-9-7
login ID names

adding, ADM-3-40

changing, ADM-3-40

viewing, ADM-3-40
Login Identifications input window, ADM-3-41
login IDs

agent, ADM-3-40

names, ADM-3-40
Login Information window, ADM-1-3
Login screen, EXI-2-18
Login Skill(s), RPT-3-118
login status, VVI-6-13
Login Status Indicator, SPI-5-26
Login Status indicator, ADM-2-3
Login Time, RPT-4-34, RPT-4-36
login to CentreVu Explorer Il, EXU-1-17
login type, BSA-14
Login/Logout (Skill) Report, RPT-4-33
Login/Logout (Split) Report, RPT-4-35
LOGOFF, ADV-GL-14, RPT-GL-19
LOGON, ADV-GL-14, RPT-GL-19
LOGONSKILL (real-time), DIC-2-119
LOGONSKILL2-20, DIC-2-120
LOGONSKILL2-5, ODC-3-123
LOGONSTART, ADV-9-16, RPT-5-8
LOGONSTART (real-time), DIC-2-120
LOGOUT, ODC-3-123, RPT-4-34, RPT-4-36, DIC-2-120
Logout Button, SPI-5-24, SPI-5-28




Lucent Call Center Release 8 Master Index

Logout Date, RPT-4-34, RPT-4-36
Logout Reason, RPT-4-45

logout reason codes, BSA-51 ADA
adding, ADM-3-43
changing, ADM-3-43 ADM
names of, ADM-3-43 ADV

viewing, ADM-3-43
Logout Reason Codes input BSA

window, ADM-3-43 CNG
Logout Time, RPT-4-34, RPT-4-36 CST
LOGOUT_DATE, ODC-3-123, RPT-4-36,
DIC-2-121 DIC
DMS

LOGOUT_REASON, ODC-3-123
LOGOUTREASON, ODC-3-128, DIC-2-121 DSG
Longterm Report EX|
Guidelines, FST-3-12 EXU
Longterm Forecast Report
Example, FST-3-17 FST
Longterm Report Input Window, FST-3-13 HAC
System Prerequisites, FST-3-12
Look Ahead Interflow attempts, ADM-8-20

Look-Ahead Interflow, ADA-59 HAU
Lookahead Interflow Attempts, RPT-4-163 ODC
lookahead interflow attempts, ADA-89 RPT
Look-Ahead Interflow Calls, DIC-1-17 SPI
Lookahead Interflow Completions, RPT-4-163
lookahead interflow completions, ADA-89 WVI
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Book ID Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

LOOKATTEMPTS, ODC-3-95, ODC-3-110, RPT-4-163, DIC-2-121
LOOKFLOWCALLS, ODC-3-96, ODC-3-110, RPT-4-163, DIC-2-122

loss of data, BSA-73
Low, RPT-3-85
LOWCALLS, ODC-3-28, DIC-2-122
Lucent Technologies
Centers of Excellence, CNG-ix
Corporate Security, CNG-ix

National Customer Care Center Support Line, CNG-ix

Technical Service Center, CNG-ix

M

m_secs table, ODC-3-8
magent, ADV-13-7, CST-4-40, DSG-18-7, DIC-1-14
magent table, ODC-3-7
MAIN, ADM-3-58
Main ACD Calls, RPT-4-166
main CentreVu Explorer Il window, accessing, EXI-4-4
Main Menu, HAU-3-10
main menu access permissions
assigning, ADM-9-15
changing, ADM-9-15
viewing, ADM-9-15
Main Menu Addition Access, BSA-17
Main Menu Addition Access window, ADM-9-15
MAIN_ACD_CALLS, DIC-2-233
Maintenance, ADV-GL-14
Button, SPI-5-25, SPI-5-33
Icon, SPI-7-39
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maintenance Book ID
BSR, ADA-107, ADA-109
Call Vectoring, ADA-68 ADA
ELAI, ADA-88

maintenance - backup data window, BSA-72 ~ ADM
maintenance backup, ADM-2-13, ADM-11-13 ADV
full, ADM-11-16

incremental, ADM-11-16 BSA
steps to run it, ADM-11-13 CNG
when to run it, ADM-11-13 CST
Maintenance Busy (MBUSY), ADV-GL-14, DIC
RPT-GL-19
maintenance error log, ADM-11-1, ADM-11-45 DMS
data summaries in, ADM-11-32 DSG
error messages, ADM-11-34 EX|
using, ADM-11-31 EXU
Maintenance Error Log input
window, ADM-11-31 FST
maintenance records, BSA-82 HAC
maintenance requests, BSA-xxii
Maintenance Restores, HAU
non-disruptive, HAU-1-4
Maintenance selector window, ADM-2-5, ODC
ADM-2-6 RPT
Make Agent Idle Time More Uniform SPI
Additional Reports Information, ADV-10-4
Agent Selection, ADV-10-2 WVI

Call Selection, ADV-10-2
Customer Example, ADV-10-1
Implementation, ADV-10-2
Modified Reports, ADV-10-4
Overview, ADV-10-1
Report Database Items and Calculations, ADV-10-4
Reports, ADV-10-3
Switch Administration, ADV-10-2
Things to Note, ADV-10-12
Verify the Solution Through Reports, ADV-10-3
Make ASA More Uniform
Additional Report Information, ADV-7-7
Additional Reports, ADV-7-6
Agent Selection, ADV-7-2
Call Selection, ADV-7-2
Customer Example, ADV-7-1
Implementation, ADV-7-2
Modified Report, ADV-7-14
Overview, ADV-7-1
Report Database Items and Calculations, ADV-7-7
Reports, ADV-7-6
Supervisor Administration, ADV-7-3
Switch Administration, ADV-7-3
Things to Note, ADV-7-15
Verify the Solution Through Reports, ADV-7-6
Make category and series selections, DSG-8-4
Make Top Skill, ADV-12-4, ADV-12-5
making adjustments
Advocate, ADA-141
MALICIOUS, ODC-3-142, DIC-2-123
Malicious Call, RPT-4-46
malicious call exception, ADM-8-2
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Malicious Call Trace Exceptions Database Items, ODC-3-165

Malicious Call Trace input window, ADM-8-36
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malicious call trace report

example of, ADM-8-37

running, ADM-8-36
Malicious Call, term description, EXU-A-36
Mammoth 8mm tape drive, DMS-43
manual archive, ADM-10-21
Manual In (MI), ADV-GL-14, RPT-GL-19
manual login

how to use, ADM-1-5

window, ADM-1-3
Manual Login window, ADM-1-5
Manual-In (MI), ADV-GL-14
Manually synchronizing servers, HAU-1-4
map of user interface, ADM-2-20
Margins, defining page, SPI-7-55
master ACD, ADM-10-6, ADA-34
Match Caller With Most Qualified

Agent, ADV-2-24
Matches Operator, CST-6-30, CST-6-31
Matching Features to Goals Table, ADV-2-32
MAX, DSG-7-6
Max Delay, RPT-4-111, RPT-4-121
Max Delay Seconds, RPT-4-106
Max Pos Allocated, RPT-4-67
Max Positions Allocated, ADV-9-13
MAX_DEDICATED_AGT, ADV-13-21,
RPT-4-67, DIC-2-233

MAX_FTE_AGENTS, ADV-13-21, DIC-2-234
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Book ID Book Title

ADA Little Instruction Book for Advanced
Administration

ADM CMS R3V8 Administration

ADV Advocate R8 User Guide

BSA Little Instruction Book for Basic Administration

CNG Lucent Call Center R8 Change Description

CST CMS Custom Reports

DIC CMS Database Items and Calculations

DMS CMS Disk Mirrored Systems

DSG Report Designer User Guide

EXI Explorer Il Installation for NT

EXU Explorer Il User Guide

FST CMS Forecast

HAC High Availalability Connectivity, Upgrade and
Administration

HAU High Availalability User Guide

OoDC CMS Open Database Connectivity

RPT Supervisor V8 Reports

SPI Supervisor Installation & Getting Started

VVI Visual Vectors Installation

MAX_TOT_PERCENTS, ADV-13-13, DIC-2-124

Maximize Button, DSG-4-10
Maximize Revenues

Additional Information on Reports, ADV-3-7

Agent Selection, ADV-3-2
Call Selection, ADV-3-2
Customer Example, ADV-3-1
Overview, ADV-3-1

Reports, ADV-3-7

Reports Database Items and Calculations, ADV-3-8

Supervisor Administration, ADV-3-3
Switch Administration, ADV-3-2
Things to Note, ADV-3-20

Verify the Solution Through Reports, ADV-3-7

Maximize/Minimize Buttons, SPI-5-19

Maximizing Report Output Windows, SPI-7-51

Maximum Delay - Seconds, ADV-7-13

Maximum Interval Value data, ADV-13-3, ODC-3-3, DIC-1-3

MAXINQUEUE, ODC-3-28, DIC-2-123

MAXOCWTIME, ADV-7-13, ODC-3-28, ODC-3-110, RPT-4-106, RPT-4-111, RPT-4-121, DIC-2-123

MAXSTAFFED, ODC-3-28, DIC-2-124
MAXTOP, ODC-3-28, DIC-2-124
MAXWAITING, ODC-3-111, DIC-2-125

MBUSY, ADM-3-58, ADV-GL-14, RPT-GL-19

MBUSY (real-time), DIC-2-125

MBUSYTIME, ODC-3-76, ODC-3-85, DIC-2-125

MCH, ADV-GL-14, RPT-GL-19

MCT, ODC-3-128, DIC-2-126

mctex, CST-4-41, DSG-18-8, DIC-1-15
mctex table, ODC-3-8

mcwc, CST-4-41, DSG-18-7, DIC-1-15
mcwec table, ODC-3-8

md.tab file, DMS-18

Measured, ADV-GL-14, RPT-GL-19
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MEDCALLS, ODC-3-29, DIC-2-126
Medium, RPT-3-85
Medium Font, SPI-8-22
Menu Bar, SPI-5-40, DSG-4-4
About CentreVu Supervisor, SPI-5-22
Commands, SPI-5-29
Agent Administration, SPI-5-30
Call Center Administration, SPI-5-31
Dictionary, SPI-5-30
Exceptions, SPI-5-30
Reports, SPI-5-29
Connect, SPI-5-20, SPI-5-28
CMS Servers, SPI-5-20
Exit, SPI-5-28
Login, SPI-5-20
Logout, SPI-5-28
Connected to CMS Server, SPI-5-27
Help, SPI-5-22
Help Contents, SPI-5-22
Not Connected to CMS Server, SPI-5-20
Report, SPI-7-11
Scripts, SPI-5-34
Technical Support, SPI-5-22
Terminal, SPI-8-10
Tools, SPI-5-21, SPI-5-32
Add Button, SPI-5-33
Advanced, SPI-5-21, SPI-5-33
Maintenance, SPI-5-33
Options, SPI-5-21, SPI-5-32
Remove Button, SPI-5-33
System Setup, SPI-5-33
User Permissions, SPI-5-34
menu bar, ADM-2-5, VVI-6-13
Controller, BSA-9
definition of, VVI-6-3
Menus, DSG-4-4
Pop-Up, SPI-7-42
Right Mouse Button, SPI-7-42
menus
can't see features, BSA-17
Edit, VVI-6-14
File, VVI-6-8, VVI-6-13
Help, VVI-6-11, VVI-6-15
Tools, VVI-6-10
View, VVI-6-14
Visual Vectors, VVI-6-15
Window, VVI-6-10
Merge with Next, DSG-13-9
Merging Data, CST-1-3, DSG-1-1
messaging skill, ADA-66
messaging split, ADA-80
metadevices
concatenated, DMS-2
definition, DMS-1
MI, RPT-GL-19
MIA, ADV-GL-14, RPT-GL-19
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Expert Agent Distribution (EAD-MIA), ADA-126

overview, ADA-126

Uniform Call Distribution (UCD-MIA), ADA-126

MIA Across Splits/Skills, ADV-2-5

Microsoft TCP/IP Properties window, EXI-A-5

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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migrating CentreVu CMS data, ADM-10-33
Migration
Data collection, CNG-2-12
migration
system administration data, HAC-3-64
MIN, DSG-7-6
Minimize Abandoned Calls
Additional Report Information, ADV-5-8
Additional Reports, ADV-5-8
Agent Selection, ADV-5-2
Call Selection, ADV-5-2
Customer Example, ADV-5-1
Implementation, ADV-5-2
Modified Report, ADV-5-19
Overview, ADV-5-1
Report Database Items and
Calculations, ADV-5-8
Reports, ADV-5-8
Supervisor Administration, ADV-5-4
Switch Administration, ADV-5-3
Things to Note, ADV-5-19
Verify the Solution Through
Reports, ADV-5-8
Minimize Button, DSG-4-10
Minimizing Report Output Windows, SPI-7-51
minimum EWT threshold, ADA-85
minimum expected wait time, setting, ADA-85
mirror disks
partitioning, DMS-16
mirrors
and metadevices, DMS-3
definition, DMS-1
identifying, DMS-12
installing, DMS-11
layout, DMS-7
maintaining, DMS-39
required hardware, DMS-8
required software, DMS-9
Modem Connection
Baud Rate, SPI-8-19
Data Bit, SPI-8-20
Flow Control, SPI-8-19
Parity, SPI-8-19
Port, SPI-8-19
Problems, SPI-9-13
Settings, SPI-8-19
Stop Bits, SPI-8-20
Modem Tab, SPI1-8-20
Allow xx seconds, SPI1-8-21
Auto Retry, SPI-8-21
Dial Prefix, SPI-8-20
Dial Suffix, SPI1-8-21
Hangup String, SPI-8-21
Reset String, SPI-8-21
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Modified Reports for CentreVu® Advocate, ADV-4-23, ADV-5-19, ADV-6-25, ADV-7-14, ADV-8-13,

ADV-9-17, ADV-10-4

Drill-Down Top Agent Work State Report, ADV-6-28, ADV-10-10

Drill-Down Work State Report, ADV-6-29, ADV-10-11

Integrated Graphical Split/Skill View Report, ADV-6-29, ADV-8-14
Real-Time Agent Information Report, ADV-9-17

Real-Time Graphical Information Report, ADV-10-5
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Book ID
ADA

Modified Reports for CentreVu® Advocate,
(continued)
Real-Time Graphical Top Skill Status
Report, ADV-6-27

Real-Time Multi-ACD Top Agent ADM
Report, ADV-6-25 ADV
Real-Time Queue/Agent Status BSA
Report, ADV-8-14, ADV-9-18, ADV-10-7
Real-Time Queue/Top Agent Status CNG
Report, ADV-6-26, ADV-8-13, ADV-10-6 CST
Real-Time Skill Top Agent DIC
Report, ADV-6-27, ADV-10-9
Real-Time Split/Skill Graphical Status DMS
Report, ADV-9-17, ADV-10-5 DSG
Real-Time Split/Skill Graphical Top Skill EXI
Status Report, ADV-10-8 EXU
Skill State, ADV-4-23
Modify, ADV-GL-15, RPT-GL-20 FST
Modify button, SPI-6-7 HAC
modifying
agent names, EXU-2-7
license elements, EXU-2-4 HAU
login names, EXU-2-20 ODC
query results, EXU-1-33 RPT
search criteria results, EXU-1-32 SPI
security items, EXU-2-5
session and license details, EXU-1-22 WVI

synonyms, EXU-2-4
Modifying Database Items, SPI-6-13
Month, RPT-4-10
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Month Starting, RPT-4-12, RPT-4-15, RPT-4-21, RPT-4-30, RPT-4-38, RPT-4-40, RPT-4-62, RPT-4-87,

RPT-4-148

Month starting, RPT-4-120, RPT-4-135, RPT-4-162, RPT-4-165, RPT-4-169

Monthly Data, ADV-GL-15, CST-P-6, RPT-GL-20
Monthly Data, Definition, CST-P-6, RPT-1-7
Monthly Reports, RPT-4-3

Most Idle Agent, ADV-2-31, ADV-2-34

Most Idle Agent (MIA), ADV-2-39, ADV-GL-15, ADA-126, RPT-GL-20

Most Idle Agent Across Skills?, ADV-2-14
Move Agents Between Skills, ADV-12-10
Move Agents Between Skills Dialog Box, ADV-12-11
Move Extensions Between Splits window, ADM-6-19
Move Pending?, RPT-3-14, RPT-3-18
Movement Keys on the Screen Painter, CST-3-2
MOVEPENDING, ADV-9-16, RPT-5-8, RPT-5-14
MOVEPENDING (real-time), DIC-2-126
moving
extensions between splits, ADA-15
Moving a Block, CST-3-10
Moving Cursor on Screen Painter, CST-3-2
moving extensions between splits, ADM-6-17, ADM-6-19
msplit, ADV-13-7, CST-4-40, DSG-18-7, DIC-1-14
msplit table, ODC-3-7
mtkgrp, CST-4-41, DSG-18-7, DIC-1-14
mtkgrp table, ODC-3-7
mtrunk, CST-4-41, DSG-18-7, DIC-1-14
mtrunk table, ODC-3-7
MULTI_ACD, DSG-7-11
Multi-ACD, CST-4-9
Multi-ACD by Split/Skill report, CST-1-6
Multi-ACD Report, RPT-3-27
Multi-ACD report, CST-1-6, CNG-2-8




Lucent Call Center Release 8 Master Index

Book ID
ADA

Multi-ACD Reports

Inputs, DSG-6-12

WHERE clause, DSG-7-11
Multi-ACD Top Agent Report, RPT-3-35

Multi-Agent Skill Change, ADV-7-6, ADV-8-5 ADM
Multi-Agent Skill Change Dialog ADV
Box, ADV-12-7, ADV-GL-16 BSA
Add Agents to Skill, ADV-12-8
Move Agents Between Skills, ADV-12-10 CNG
Move Agents Between Skills Dialog CST
Box, ADV-12-11 DIC
Remove Agents From Skill, ADV-12-9
Multi-Agent Skill Change Window, RPT-GL-20 DPMS
Multi-Agent Skill Change window, ADM-6-17 DSG
multi-agent skill, changing, ADA-9 EXI
Multibyte Character Set, DIC-1-10 EXU
Multiple ACDs (Switches), HAC-4-1
multiple agents FST
adding to another skill, ADM-6-18 HAC
changing skills for, ADM-6-17
moving from skill to skill, ADM-6-18 HAU
Multiple Call Handling (G2, System 85,

G3Vv4), DIC-1-22, DIC-1-23 ODC
Multiple Call Handling (MCH), ADV-GL-15, RPT
ADV-GL-16, RPT-GL-20 SPI
Multiple Clauses, CST-4-44, DSG-18-4 Wi

Multiple Daily Input, ADM-10-21

Multiple Skill Queuing, ADA-59

Multiple Split Queuing, ADV-GL-16, RPT-GL-21

Multiple-Split/ Skill Queuing (G3), DIC-1-25

Multiuser Mode, ADV-GL-16, CST-P-6, RPT-GL-21

multi-user mode, ADM-10-17, ADM-11-9, ADA-34
changing to, ADM-10-6

Multiuser Mode, Definition, RPT-1-7

multi-user state, ADM-10-40

Multi-value, DSG-6-10

mvdn, CST-4-41, DSG-18-7, DIC-1-14

mvdn table, ODC-3-8

mvector, CST-4-41, DSG-18-7, DIC-1-14

mvector table, ODC-3-7

June 2000
78

Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

N

Name, CST-2-2, CST-2-3, CST-3-6, DSG-3-3, DSG-3-5
name, BSA-43
Name (Synonym) Fields, ADV-GL-16, RPT-GL-21
name fields
rules, VVI-6-25
Name Format Tab, SPI-7-77
Name Format tab, ADM-2-10
naming report items, BSA-43
National Customer Care Center, EXI-5-1

National Customer Care Center Phone Number, SPI-1-7, SPI-9-1

National Customer Care Center Support Line, CNG-ix
Navigator

definition of, VVI-6-3

toolbar, VVI-6-11
needs maintenance INESSAJES, DMS-84
Net in Time, term description, EXU-A-37
NETDICCALLS, ODC-3-96
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NETDISCCALLS, ODC-3-111, DIC-2-127
NETINCALLS, ODC-3-111, DIC-2-127
NETINTIME, ODC-3-111, DIC-2-127
NETPOLLS, ODC-3-96, ODC-3-111,
DIC-2-128
Network Administration window, EXI-A-3
Network Connection, SPI-1-10
Network Connection Settings, SPI-8-18
CMS Network Address, SP|-8-18
Network Port, SPI-8-18
Network Port, SPI-8-18
Network Setup, SPI-3-2 to SPI-3-8
Network Software Operation, SPI-9-13
New, DSG-3-2, DSG-3-12
New Input, DSG-7-10
New Report, DSG-4-11
Next (disabled), ADV-GL-16
Next button, SPI-6-7, SPI-6-12
no data
what to do, BSA-48
No Trending
In Forecast Calls Carried
Algorithm, FST-6-8
NOANSREDIR, ODC-3-29, ODC-3-57,
ODC-3-111, DIC-2-128
non-conforming browser, checking, EXU-5-3
Non-customizable Reports, CST-1-6
None, DSG-12-11
None, label parameter, SPI-7-37

Nonprimary Split/Skill, ADV-GL-16, RPT-GL-21

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Nonzero (0) Skill (Generic 2.2 with EAS), ADV-GL-16

NORMAL, ADM-3-47
Normal, CST-5-2, RPT-4-79
Normal Condition, ADV-GL-16
No-Scroll Areas, CST-5-4
Changing, CST-5-6
Not Matches Operator, CST-6-31
NTS
Administer, HAC-3-59
Num field, ADA-99
NUMAGREQ, ODC-3-133, DIC-2-129
Number, DSG-6-5
number, BSA-43
Number of Agents Staffed, ADA-70
Number of Columns
Defining, CST-4-4
Number of Rows
Defining, CST-4-4
numbers
how do i make names display?, BSA-43
Numbers, displaying page, SPI-7-55
numeric entry, ADM-2-15
NUMINUSE (real-time), DIC-2-129
NUMTGS, ODC-3-111, DIC-2-130
NUMVDNS, DIC-2-130

June 2000
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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— Book ID
(0 ADA
O_ABNCALLS, ODC-3-30, ODC-3-76, ADM

ODC-3-85, RPT-4-136, DIC-2-130 ADV
O_ACDCALLS, ODC-3-30, ODC-3-57, BSA

ODC-3-76, ODC-3-85, RPT-4-30, DIC-2-131 CNG
O_ACDTIME, ODC-3-30, ODC-3-58,

RPT-4-30, DIC-2-131 CST
O_ACWTIME, ODC-3-31, ODC-3-58, DIC

RPT-4-30, DIC-2-132 DMS
O_OTHERCALLS, ODC-3-31, ODC-3-76,

ODC-3-85, DIC-2-132 DSG
OACDCALLS, RPT-4-30 EXI
objects

adding and deleting, VVI-6-5 EXU

Call Center World, VVI-6-26 FST

definition of, VVI-6-3 HAC

in your Call Center World, VVI-6-26,

VVI-6-34

properties of, VVI-6-34 S
Oblique, DSG-12-23 OoDC
Observed Call, term description, EXU-A-38 RPT
observer, BSA-53 SP|
observing by feature access code, BSA-59 Wi

observing extensions, BSA-57
observing logical-agent IDs, BSA-58
observing remotely, BSA-59
observing VDNs, BSA-58
OBSERVINGCALL, ODC-3-142, DIC-2-133
OBSLOCID, DIC-2-133
OCX Incompatibilities, SPI-9-11
ODBC (CMS Open Database Connectivity), ADM-11-41
ODBC Administration Interface, ODC-2-23
ODBC Data Source dialog box, ODC-2-23
ODBC Data Source Fields, ODC-2-25
ODBC Driver, ODC-2-2

Function, ODC-2-2

Vendor, ODC-2-2
ODBC Driver Functionality, ODC-1-6
ODBC Dirivers screen, ODC-2-27
ODBC feature, description, ODC-1-1
ODBC Functionality, ODC-1-4
ODBC Installation for Solaris, ODC-2-4
ODBC Login dialog box, ODC-2-35
ODBC performance impact, ODC-1-2

June 2000
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

ODBC SDK 2.0 C++ Demo SQL Query dialog box, ODC-2-35

ODBC SDK C++ Demo screen, ODC-2-35
ODBC security, ODC-1-2

ODBC terminology, ODC-1-1

OK Button, SPI-5-39

Oldest Call Waiting, ADV-7-9, RPT-3-31, RPT-3-38, RPT-3-56, RPT-3-88, RPT-3-98, RPT-3-116,

RPT-3-121, RPT-3-127, RPT-3-131, RPT-3-162
OLDEST_LOGON (real-time), DIC-2-134

OLDESTCALL, ADV-7-9, RPT-3-31, RPT-3-88, RPT-3-98, RPT-3-116, RPT-3-127, RPT-3-131,

RPT-3-162, RPT-5-22, RPT-5-27
OLDESTCALL (real-time), DIC-2-133
oldest-call wait, ADA-86
On a specific topic, SPI-1-9

ONACD, ADV-9-9, ADV-9-10, RPT-3-33, RPT-3-71, RPT-3-122, RPT-3-132, RPT-5-27

ONACD (real-time), DIC-2-134
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ONACDAUXOUT (real-time), DIC-2-134 Book ID Book Title

ONACDOUT (real-time), DIC-2-135 ADA Little Instruction Book for Advanced

ONACWIN (real-time), DIC-2-135
ONACWOUT (real-time), DIC-2-135

ONAUXIN (real-time), DIC-2-136 ADM

ONAUXOUT (real-time), DIC-2-136 ADV

One Value, CST-4-46 BSA

ONHOLD (real-time), DIC-2-136

online CNG

books, ADA-xviii CST

online books, BSA-xix DIC

Only Me Report, RPT-GL-21

Open Database Connectivity (ODBC), DMS
definition, ODC-1-4 DSG

Open Database Connectivity (ODBC), ODBC g
(Open Database Connectivity), ADM-1-15

Open Screen Painter, CST-3-1 EXU
Opening a profile, SPI-8-11 FST
Opening Terminal, SPI-8-5 HAC
Opening the Report Designer Using the Edit or

New Button, DSG-3-12 HAU

OpenLink Error Messages, ODC-2-38
OpenLink Multi-Tier ODBC driver, ODC-2-2 oDC

OpenLink Multi-Tier ODBC driver, RPT
description, ODC-1-1, ODC-2-2 SPI

OpenLink ODBC Driver (MT) User’s Guide and
Reference Manual, ODC-2-3 WVI

OpenLink Request Agent, ODC-2-2
OpenLink Request Broker, ODC-2-2
OpenLink Setup Input Fields, ODC-2-31
Operandl box, DSG-7-10
Operand2 box, DSG-7-10
Operating system, CNG-2-15
Operations
Actions menu, SPI-6-6
both CMS servers, HAU-2-5
data collection off, HAU-2-8
Edit menu, SPI-6-8
Input window, SPI-6-4
Operations tab, ADM-2-10
Operations Window
Adding items, SPI-6-10
Modifying items, SPI-6-13
Operator box, DSG-7-10
Operators
And/Or, CST-4-44, DSG-18-4
Arithmetic, CST-4-16, DSG-18-10
Matches, CST-6-30, CST-6-31
Not Matches, CST-6-31
Relational, CST-4-42, DSG-18-2
Options, DSG-12-3
Reports, RPT-2-73
Options Button, SPI-5-19, SPI-5-21, SPI-5-24, SPI-5-32

Options Menu, SPI-7-20, DSG-4-8, RPT-2-28
Align To Grid, DSG-4-8
Menu Item Functions, RPT-2-28
Restore Original View, SPI-7-20
Status Bar, SPI-7-20, DSG-4-8
Thresholds, SPI-7-20
Options Tab
Default ACD, SPI-7-73
Synchronize PC and CMS Time at Login, SPI-7-74

Administration
CMS R3V8 Administration
Advocate R8 User Guide
Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports
CMS Database Items and Calculations
CMS Disk Mirrored Systems
Report Designer User Guide
Explorer Il Installation for NT
Explorer Il User Guide
CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Options Tab, (continued) Book ID Book Title
Use Tooltips, SPI-7-74
User Sound, SPI-7-74 ADA
Options window, ADM-1-7, ADM-2-2

Little Instruction Book for Advanced
Administration

Options... ADM CMS R3V8 Administration
Communications Tab, SPI-7-73, SPI-7-75, ADV Advocate R8 User Guide
SPL1276, SPI-7-77 BSA Little Instruction Book for Basic Administration
General Tab, SPI-7-73 L.
Name Format Tab, SPI-7-77 CNG Lucent Call Center R8 Change Description
Report Colors Tab, SPI-7-75 CST CMS Custom Reports
Threshold Colors Tab, SPI-7-76 DIC CMS Database ltems and Calculations
OR button, DSG-7-10 . .
Order DMS CMS Disk Mirrored Systems
for Input Window Prompts, CST-4-10 DSG Report Designer User Guide
for Sorting, CST-4-49 EXI Explorer Il Installation for NT

Order of Input Fields, DSG-6-9

Organization Level Decisions, ADV-2-17 EXU Explorer Il User Guide

Call Handling Preference (CHP), ADV-2-17 FST CMS Forecast
Hunt Group Type, ADV-2-17 HAC High Availalability Connectivity, Upgrade and
Service Objective, ADV-2-17 Administration

Table, ADV-2-17

Organization Level Decisions Table, ADV-2-17 HAU High Availalability User Guide

Organization of Document, CST-P-2 OoDC CMS Open Database Connectivity
Organization of document, ADV-P-2 RPT Supervisor V8 Reports

Organize Scripts window, SPI-5-34 SPI Supervisor Installation & Getting Started
organizing scripts, BSA-41 ) .

Orientation, DSG-13-3 VVI Visual Vectors Installation
ORIGHOLDTIME, ODC-3-143, DIC-2-137

origin, ADA-94

ORIGIN (real-time), DIC-2-137
Originating Hold Time, term description, EXU-A-39
Originating Login Name, term description, EXU-A-40
Originating Reason Code, term description, EXU-A-41
ORIGLOCID, DIC-2-137
ORIGLOGIN, ODC-3-143
ORIGREASON, DIC-2-138
Orthogonal, DSG-12-23
OTHER, ADV-GL-16, RPT-3-21, RPT-3-34, RPT-3-102, RPT-3-123, RPT-3-133, RPT-4-17, RPT-4-82,
RPT-5-27, RPT-GL-21
Other, DSG-7-5, RPT-3-14, RPT-3-34, RPT-3-123, RPT-3-133
OTHER (real-time), DIC-2-138
Other Calls, RPT-4-146
Other icon, SPI-7-40
Other Reports, RPT-3-22
Call Records Report, RPT-4-49
Call Work Code, RPT-4-54
Event Count Summary Report, RPT-3-24
general information, RPT-4-48
Multi-ACD Report, RPT-3-27
Multi-ACD Top Agent Report, RPT-3-35
organization, RPT-3-22, RPT-4-47
Overview, RPT-3-22
overview, RPT-4-47
Roadmap, RPT-3-22
selector window, RPT-3-23, RPT-4-48
Other Reports Selector Window, RPT-4-48
Other Reports, organization, RPT-3-22
Other Reports, selector window, RPT-3-23
Other Time, RPT-4-28, RPT-4-40, RPT-4-89, RPT-4-93
other timed exceptions, ADM-8-50
OTHERCALLS, ODC-3-31, ODC-3-77, ODC-3-86, ODC-3-96, ODC-3-111, DIC-2-139
OTHERTIME, ODC-3-31, ODC-3-96, ODC-3-112, DIC-2-140
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OUTBOUND (real-time), DIC-2-141 Book ID Book Title

Outbound Aban Calls, RPT-4-136 . .
Outbound ACD Calls. RPT-4-30 ADA Little Instruction Book for Advanced
Administration

Outbound Call Management (OCM), DIC-1-28

Outbound Calls, RPT-4-136 ADM CMS R3V8 Administration
Outbound CCS, RPT-4-136 ADV Advocate R8 User Guide
OUTCALLS, ODC-3-77, ODC-3-85, ; ; ; Lo :
RPT-4-136. DIC.2-141 BSA Little Instruction Book for Basic Admlr.nsjtratlon
OUTFLAG, ODC-3-123, DIC-2-141 CNG Lucent Call Center R8 Change Description
outflow vector, ADA-78 CST CMS Custom Reports
OUTFLOWCALLS, ODC-3-31, ODC-3-33, DIC CMS Database Items and Calculations
ODC-3-96, ODC-3-112, RPT-3-163, . .
RPT-3-167, RPT-4-122, RPT-4-163, DMS CMS Disk Mirrored Systems
RPT-4-167, RPT-5-34, DIC-2-142 DSG Report Designer User Guide
OUTFLOWTIME, ODC-3-33, ODC-3-97, EXI Explorer Il Installation for NT

ODC-3-112, DIC-2-143

Outside, DSG-12-11 EXU Explorer 1l User Guide

Outside, label parameter, SPI-7-37 FST CMS Forecast

OUTTIME, ODC-3-77, ODC-3-86, RPT-4-136, HAC High Availalability Connectivity, Upgrade and
DIC-2-144 Administration

Over Threshold State, ADV-1-7, ADV-GL-16

overload thresholds, ADA-119 HAU High Availalability User Guide

Overloadl, RPT-4-79 OoDC CMS Open Database Connectivity
Overload2, RPT-4-79 RPT Supervisor V8 Reports
Overview of CMS Database, CST-1-7, SPI Supervisor Installation & Getting Started

DSG-17-1 , \
Overwrite the existing report, DSG-3-10 WI Visual Vectors Installation
OVRLD1, ADM-3-47
OVRLD2, ADM-3-47
Owner, DSG-3-3

P

Package Contents, SPI-1-6
Page
Margins, defining, SPI-7-55
Numbering, SPI-7-55
Setup, SPI-7-12, SPI-7-54
pagent, ADV-13-7, CST-4-40, DSG-18-6, DIC-1-13
Parity Setting, SPI-8-19
partitioning
procedure, DMS-16
partitioning disks, DMS-76
partitioning, disk, DMS-56
password
adding, EXU-2-18
changing, ADM-1-9, EXU-2-24
choosing, ADM-1-9
replacing, ADM-1-9
Password Prompt, SPI-8-7
password, default administrator, EXI-4-4
passwords
changing, BSA-21
CMS, BSA-20
replacing forgotten, BSA-22
Paste, SPI-6-9, DSG-4-6, DSG-5-2, DSG-5-3
Pattern Matching, CST-4-7, DSG-6-7
pattern-matching, ADM-2-15
PC configuration
recommended for CentreVu CMS, ADM-1-16
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pcAnywhere, using, EXI-2-19
pcwc, CST-4-40, DSG-18-6, DIC-1-13
peg count exceptions, ADM-8-50
Pending Work Mode, CNG-1-7
PENDINGSPLIT (real-time), DIC-2-144
PER_CHG, DIC-2-225
PERCENT, ADM-3-17, ADV-13-17,
RPT-3-143, DIC-2-145
Percent, DSG-12-12, RPT-3-18, RPT-3-53,
RPT-3-143
Percent (%) Within Service Level, ADV-GL-17,
RPT-GL-21
Percent Allocation, ADM-6-10, ADV-2-21,
ADV-2-23, ADV-2-24, ADV-2-25, ADV-2-26,
ADV-2-29, ADV-2-32, ADV-2-34, ADV-2-35,
ADV-2-38, ADV-2-39, ADV-12-5,
ADV-GL-16, ADA-4
Administration, ADV-1-4
Description, ADV-1-4
description, ADA-116
example, ADA-124
Result, ADV-1-4
Percent With Service Level,
Definition, FST-GL-4
Percent, data point label, SPI-7-38
PERCENT_ CALL_ABAN, RPT-4-77
PERCENT_ SERV_LVL_ VDN, RPT-4-160
PERCENT_ SERV_LVL SPL>, RPT-4-72
PERCENT_ VDN_ABAN, RPT-4-160
PERCENT_ACD_TIME, DIC-2-234
PERCENT_ACD_TIME_SUM, DIC-2-234
PERCENT_AL_BSY_SUM_D, DIC-2-234
PERCENT_AL BSY_SUM_M, DIC-2-234
PERCENT_AL BSY_SUM_W, DIC-2-234
PERCENT_ALL_BUSY, DIC-2-234
PERCENT_ALL BUSY_D, DIC-2-234
PERCENT_ALL BUSY I, DIC-2-234
PERCENT_ALL_BUSY_M, DIC-2-234
PERCENT_ALL BUSY_SUM, DIC-2-234
PERCENT_ALL BUSY_W, DIC-2-234
PERCENT_ALL_MBUSY_I, DIC-2-235
PERCENT_AUX_WORK, DIC-2-235
PERCENT_AUX_WORK_SUM, DIC-2-235
PERCENT_CALL_ABAN, DIC-2-235
PERCENT_CALL_ANS, DIC-2-235
PERCENT_CALL_ANS_SUM, DIC-2-235
PERCENT_MBUSY, DIC-2-235
PERCENT_MBUSY_D, DIC-2-235
PERCENT_MBUSY_M, DIC-2-235
PERCENT_MBUSY_SUM, DIC-2-236
PERCENT_MBUSY_SUM D, DIC-2-235
PERCENT_MBUSY_SUM_M, DIC-2-236
PERCENT_MBUSY_SUM_W, DIC-2-236
PERCENT_MBUSY_W, DIC-2-235

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

PERCENT_SERV_LVL_SPL, RPT-5-27, DIC-2-236

PERCENT_SERV_LVL_VDN, DIC-2-236
PERCENT_SERV_SPL_OUT, DIC-2-236
PERCENT_SERV_VDN_OUT, DIC-2-236
PERCENT_SLVL_SPL_SUM, DIC-2-236
PERCENT_VDN_ABAN, DIC-2-236
PERCENT_VDN_ANSCONN, DIC-2-236
Percentage, ADV-8-13, RPT-4-75
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Percentage Abandoned, ADV-3-11, RPT-3-64 Book ID

Percentage Answered, ADV-3-11, ADV-5-11, ADA
RPT-3-64

Perform removal automatically once a day

radio button, EXI-4-18 ADM
Perform Uninstall screen, EXI-2-25 ADV
performance requirements, EXI-1-13 BSA
performing CMS backups, BSA-68
PERIOD 1-9, ODC-3-34, DIC-2-145 CNG
PERIOD1-9, ODC-3-112, RPT-3-63, CST
RPT-3-153, RPT-3-158, RPT-4-62, DIC
RPT-4-149, RPT-4-156
PERIODCHG, ODC-3-34, ODC-3-112, DMS
RPT-4-62, RPT-4-72, DIC-2-145 DSG
Permissions, CST-2-5 EXI

For using Report Designer, DSG-4-2

Personal Call Tracking, DIC-1-17 EXU
Abandoned Calls, DIC-1-20 FST
Audio Difficulty, DIC-1-21 HAC
Phantom Abandoned Calls, DIC-1-20
Transferred and Conferenced HAU

Calls, DIC-1-21
Perspective, DSG-12-23 ODC
Phantom Abandon Call Timer, ADV-GL-17, RPT
RPT-GL-21 SPI
phantom abandon call timer, ADM-10-43
Phantom Abandon Calls, DIC-1-20 WVI

phantom call, ADA-90
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

PHANTOMABNS, ODC-3-34, ODC-3-58, ODC-3-97, ODC-3-113, DIC-2-146

Phase 1 Error Messages, CST-5-10, DSG-16-2
Pie Chart, DSG-12-20
Planning You Call Center
System-Level Decisions, ADV-2-13
Planning Your Call Center
Agent Level Decisions, ADV-2-21
Agent Level Decisions Table, ADV-2-22
Agent-Level Decisions, ADV-2-13
Introduction, ADV-2-13
Organization Level Decisions, ADV-2-17
Organization Level Decisions Table, ADV-2-17
Organization-Level Decisions, ADV-2-13
Separate Organizations, ADV-2-14
Skill Level Decisions, ADV-2-20
Skill Level Decisions Table, ADV-2-20
Skill-Level Decisions, ADV-2-13
System Level Decisions, ADV-2-14
System Level Decisions Table, ADV-2-15
Within an Organization, ADV-2-19
Platforms
combinations supported by High Availability, HAC-1-2
Platforms, supported, HAU-1-4, HAU-F-1
Point-In-Time Formats, CST-4-26
populating the database, EXI-2-17
Pop-Up Menus, RPT-2-47
Displayed Menus, RPT-2-47
Port Setting, SPI-8-19
Position, CST-4-13
POSITION (index), DIC-2-147
Position of Fields, CST-4-11
POSITIONS, DIC-2-147
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Predicted Wait Time, ADV-2-24, ADV-2-25,

ADV-2-26, ADV-2-29, ADV-2-31, ADV-2-33,

ADV-2-35, ADV-2-37, ADV-GL-17
Administration, ADV-1-6
Call Selection Method-Example, ADV-1-6
Description, ADV-1-6
Predicted Wait Time (PWT), ADA-115
Preface
Organization of This Document, CST-P-1,
FST-P-2
R3V2 CMS Publications, CST-P-4,
FST-P-2
PREFERENCE, ADV-9-16, ADV-10-5,
ADV-13-17, ADV-13-19, ODC-3-123,
RPT-5-8, DIC-2-147
preparing for installation, EXI-1-22
preparing to contact Lucent, BSA-xxii
Prerequisites, HAU-P-1
Presentation
Administrative data, ADV-13-3, ODC-3-3,
DIC-1-3
Calculations, ADV-13-5, DIC-1-5
Call-Based Data, ADV-13-4
Call-based data, ODC-3-3, DIC-1-4
Cumulative data, ADV-13-3, ODC-3-3,
DIC-1-3
Database Items, DIC-1-2
ECS Reference Tables, ODC-3-4
Inter-based data, ADV-13-4, DIC-1-4
Interval-based data, ODC-3-3
Status data, ADV-13-3, DIC-1-3
Switch Reference Tables, DIC-1-4
Previewing a report, SPI-7-12
Previous Button, SPI-6-7, SPI-6-12
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Previous Interval, ADV-GL-17, CST-P-6, RPT-GL-22

Previous Interval, Definition, RPT-1-7
Previous Version Found, SPI-2-7, SPI-3-10
Primary CMS Server, HAU-2-1

failure, HAU-E-1

unscheduled outage, HAU-4-1
primary server

defined, HAC-1-1

installed software, HAC-1-1
Primary Skill, ADV-GL-17, RPT-GL-22
primary VDN, ADA-94
primary vector, ADA-94
Primary Window, ADV-GL-17
Print Preview, RPT-2-21

Accessing, RPT-2-21

Dialog Box, RPT-2-21

Fields, RPT-2-22
Print Setup, SPI-7-53
Print Setup window, ADM-3-66
Print window, ADM-4-3

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Printed, RPT-4-10, RPT-4-12, RPT-4-15, RPT-4-21, RPT-4-24

Printer Administration input window, ADM-11-24

printer log, BSA-86

Printer selection, SPI-7-53

printers
administering, ADM-1-20, ADM-11-23
assigning descriptions to, ADM-11-23
assigning names to, ADM-11-23
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Book ID
ADA

printers, (continued)
assigning options to, ADM-11-23
identifying for your system, ADM-1-20
requirements, ADM-1-20

Printing a report, SPI-7-12 ADM
printing a report, ADM-4-3 ADV
printing historical reports through BSA
scripts, BSA-37
printing vfstab, DMS-41 CNG
PRIORITY (real-time), DIC-2-148 CST
Priority Answered, term description, EXU-A-42 ¢
PRIORITY2-3 (real-time), DIC-2-148
Private Access, CST-2-5 DMS
problems, resolving in Windows, EXI-1-20, DSG
EXI-A-2 EX|
PROC_NAME, ODC-3-159 EXU
processor requirements, EXI-1-12
Profile Menu, SPI-8-6, SPI-8-10 to SPI-8-11 ~ FST
1...4, choosing a profile, SPI-8-11 HAC
Editing profiles, SPI-8-16
New, SPI-8-11
Open, SPI-8-6, SPI-8-11 HAU
Save, SPI-8-11 ODC
Save As, SPI-8-11 RPT
Save Profile As, SPI-8-15 SPI
Profile Options
Communications Tab, SP|-8-18 WVI

Font Tab, SPI-8-21

Modem Tab, SPI-8-20

Setting, SPI-8-15, SPI-8-17

Window, SPI-8-14
Profiles, creating, SPI-8-14 to SPI-8-15
Projection, SPI-7-31, DSG-12-23
promoting queries, EXU-2-9
Prompt, DSG-6-11
Prompt Field, CST-4-4
Properties, DSG-3-2, DSG-4-13

Changing, DSG-3-3

Vieing, DSG-3-3
properties

of objects, VVI-6-34
Properties of the Screen Painter, CST-3-2
Protocols tab, EXI-A-4
pseudo-ACD

defining synonym in Dictionary, ADM-10-10

deleting, ADM-10-11

loading, ADM-11-18

loading data into, ADM-10-12

menu items, ADM-10-9

permissions for, ADM-10-2

setting up, ADM-10-8
Pseudo-ACD Setup window, ADM-10-9
psplit, ADV-13-7, CST-4-40, DSG-18-6, DIC-1-13
ptkgrp, CST-4-40, DSG-18-6, DIC-1-13
ptrunk, CST-4-40, DSG-18-6, DIC-1-13
Publications Center, HAU-P-2
pvdn, CST-4-40, DSG-18-6, DIC-1-13
pvector, CST-4-40, DSG-18-6, DIC-1-13
PWT, ADA-115
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Little Instruction Book for Advanced
Administration
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Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Book ID Book Title

]
Q ADA
QUECOUNT (real-time), DIC-2-149 ADM
Queries, DSG-4-6, DSG-4-11 ADV
Copying, DSG-7-25 BSA
Creat@ng, D_SG—_7—1 CNG
Creating Historical, DSG-7-3
Creating Integrated, DSG-7-12 CST
Creating Real-Time, DSG-7-3 DIC
Defining, DSG-7-2
Deleting, DSG-7-26 DMS
Editing DSG
Add the database items and calcula- EXI
tions for the SELECT.., DSG-7-17 EXU
Add the database items and calcula- FST
tions for the SELECT..., DSG-7-4,
DSG-7-13, DSG-7-21 HAC
Choose functions for the SELECT
items, DSG-7-6 HAU
Enter a name for this query, DSG-7-11, ODC
DSG-7-16 RPT
Enter the SQL WHERE SPI
criteria, DSG-7-8, DSG-7-19 Wi

Enter the start time for this integrated
query, DSG-7-14, DSG-7-23

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Select a database and one or more tables for the query, DSG-7-3, DSG-7-12
Select the input used to indicate the xxx for this query, DSG-7-15, DSG-7-24

Editing Historical, DSG-7-17
Editing Integrated, DSG-7-21
Editing Real-Time, DSG-7-17

Multiple tables for an historical query, DSG-7-8

real-time and integrated, DSG-18-9
Saving, DSG-7-11

queries
agent in focus, EXU-4-2
building, EXU-5-14
Call Handling, EXU-8-13
Call Information, EXU-8-11
call level, EXU-1-10
call segment, EXU-1-10
conditional, EXU-1-7, EXU-1-8
Cradle-to-Grave, EXU-1-14, EXU-8-8
exporting to a file, EXU-8-2
generic field, EXU-1-11
grouping by parenthesis, EXU-1-9

Multi-Segment Cradle-to-Grave Analysis, EXU-8-15

printing, EXU-8-5
samples, EXU-7-2
time of day and day of week, EXU-1-11
types, EXU-1-13
query and reporting frames, EXU-1-23
Query Assistant

Add the database items and calculations for the SELECT ..., DSG-7-4, DSG-7-13, DSG-7-21
Add the database items and calculations for the SELECT..., DSG-7-17

Choose functions for the SELECT items, DSG-7-6
Enter a name for this query, DSG-7-11, DSG-7-16
Enter the SQL WHERE criteria, DSG-7-8, DSG-7-19

Enter the start time for this integrated query, DSG-7-14, DSG-7-23
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Query Assistant, (continued) Book ID Book Title

Select a database and one or more tables . .
for the query, DSG-7-3, DSG-7-12 ADA Little Instruction Book for Advanced
Administration

Select the input used to indicate the xxx for

this query, DSG-7-15, DSG-7-24 ADM CMS R3V8 Administration

Query |temS|, DSG(;7-5 ADV Advocate R8 User Guide
Query Results window, EXU-8-1 . : . .. .
Query Select, DSG-7-3, DSG-7-12, BSA Little Instruction Book for Basic Admlr.nsjtratlon

DSG-7-17, DSG-7-21, DSG-7-25 CNG Lucent Call Center R8 Change Description
query types, EXU-1-13 CST CMS Custom Reports
QUETYPE (real-time), DIC-2-149 DIC CMS Database Items and Calculations
QUETYPEZ2-3 (real-time), DIC-2-149 . .
Queue, ADV-GL-17, RPT-GL-22 DMS CMS Disk Mirrored Systems
Queue Agent Status Report, RPT-3-50 DSG Report Designer User Guide
Queue Agent Summary Report, RPT-3-55 EXI Explorer Il Installation for NT

Queue/Agent Reports, RPT-3-41

general information, RPT-3-42 EXU Explorer Il User Guide

input fields, RPT-3-44 FST CMS Forecast
organization, RPT-3-41 HAC High Availalability Connectivity, Upgrade and
Queue Agent Status Report, RPT-3-50 Administration

Queue Agent Summary Report, RPT-3-55 . . . .
Queue/Top Agent Status Report, RPT-3-45 HAU High Availalability User Guide o
Roadmap, RPT-3-41 OoDC CMS Open Database Connectivity
selector window, RPT-3-43 RPT Supervisor V8 Reports

83:32%822: 222822 Lneﬁg(t:tfciﬁ'ds’ RPT-3-44  gp) Supervisor Installation & Getting Started

window, RPT-3-43 VVI Visual Vectors Installation
Queue/Agent Reports, general information, RPT-3-42
Queue/Agent Reports, organization, RPT-3-41
Queue/Top Agent Status Report, RPT-3-45
QUEUED, ADM-3-56, ADM-3-57, ADV-GL-17, RPT-GL-22
Queued, DIC-1-10
gueue-to skill/lbest, ADA-67
gueue-to split, ADA-81, ADA-82
queuing, multiple skill, ADA-59

R

R1ACTIVE_AGT, ADV-13-22, DIC-2-237

R1AGINRIGN, ADV-4-17, ADV-6-13

R1AGINRING, ADV-6-18, ADV-9-10, ADV-13-13, RPT-3-68, RPT-3-94, DIC-2-150

R1AVAILABLE, ADV-13-14, DIC-2-150

R1INACD, RPT-3-94

R1INACW, ADV-4-17, ADV-6-13, ADV-6-18, ADV-9-10, ADV-13-14, RPT-3-68, RPT-3-94, DIC-2-150

R1INAUX, ADV-4-17, ADV-6-13, ADV-6-20, ADV-13-14, RPT-3-94, DIC-2-151

R1ONACD, ADV-4-17, ADV-6-13, ADV-6-18, ADV-9-10, ADV-13-14, RPT-3-68, DIC-2-151

R10THER, ADV-4-17, ADV-6-13, ADV-13-14, RPT-3-94, DIC-2-151

R1STAFFED, ADV-6-17, ADV-6-25, ADV-6-26, ADV-6-27, ADV-6-28, ADV-9-10, ADV-13-14,
RPT-3-40, RPT-3-67, RPT-3-72, DIC-2-152

R2 Migrate Data window, ADM-10-34

R21AGINRING, RPT-3-68

R2ACTIVE_AGT, ADV-13-22, DIC-2-237

R2AGINRING, ADV-4-18, ADV-6-13, ADV-6-19, ADV-9-10, ADV-13-14, RPT-3-94, DIC-2-152

R2AVAILABLE, ADV-13-14, DIC-2-152

R2INACD, RPT-3-94

R2INACW, ADV-6-19, ADV-9-10, ADV-13-14, RPT-3-68, RPT-3-94, DIC-2-153

R2INAUX, ADV-4-17, ADV-6-13, ADV-6-23, ADV-13-14, RPT-3-94, DIC-2-153

R20ONACD, ADV-4-18, ADV-6-13, ADV-6-19, ADV-9-10, ADV-13-14, RPT-3-68, DIC-2-153

R20THER, ADV-4-17, ADV-6-13, ADV-13-14, RPT-3-94, DIC-2-154
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R2STAFFED, ADV-6-17, ADV-6-25, Book ID Book Title
ADV-6-26, ADV-6-27, ADV-6-28, ADV-9-10,  ppp Little Instruction Book for Advanced

ADV-13-14, RPT-3-40, RPT-3-67, RPT-3-72,
DIC-2-154

Administration

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description

CMS Database Items and Calculations

High Availalability Connectivity, Upgrade and

Supervisor Installation & Getting Started

R3 Migrate Data window, ADM-10-35 ADM CMS R3V8 Administration
R3 migration, non-disruptive, HAU-1-5 ADV Advocate R8 User Guide
R3V8 Enhancements, HAU-1-4 BSA

RAGOCC, ODC-3-134, DIC-2-154

Range/List, CST-4-4 CNG

Rangel/List Variable, CST-4-45, DSG-18-4 CST CMS Custom Reports

RAVGSPEEDANS, ODC-3-134, DIC-2-154 ¢

Read Permission, ADV-GL-17, RPT-GL-22 . .

Readme File DMS CMS Disk Mirrored Systems
Accessing, SPI-2-3, SPI-3-2 DSG Report Designer User Guide
Where to Find, SPI-1-7, VVI-1-3 EXI Explorer Il Installation for NT

Readme notes, EXI-2-6, EXI-3-4 EXU Expl U Guid

Real-Time, CST-2-6, SPI-7-29, DSG-12-3 HliorEr U SEr SRl el

Real-Time Agent Reports, overview, RPT-3-4 FST CMS Forecast

Real-Time Database, ADV-GL-17, CST-P-6, HAC

RiRPIT'I:'GL-ZDZt base. Definition. RPT-1.7 Administration

eal-Time Database, Definition, -1- . . . .

real-time exceptions log, ADM-8-2, ADM-8-52 HAU High Availalability User Guide o
using, ADM-8-54 OoDC CMS Open Database Connectivity

Real-Time Graphical Active Agents RPT Supervisor V8 Reports

Report, ADV-6-14 SPI
Input Fields, ADV-6-15 . )
VVI Visual Vectors Installation

Report Description, ADV-6-16
Report Example, ADV-6-16

Things to Know for CentreVu Advocate, ADV-6-14
Real-Time Graphical Allocated Agents Report, ADV-9-7

Input Fields, ADV-9-8
Report Description, ADV-9-9
Report Example, ADV-9-9

Things to Know for CentreVu Advocate, ADV-9-7
Real-Time Graphical Skill Overload Report, ADV-4-10

Input Fields, ADV-4-11
Report Description, ADV-4-12
Report Example, ADV-4-12

Things to Know for CentreVu Advocate, ADV-4-10
Real-Time Graphical Staffing Profile Report, ADV-4-13, ADV-6-9, ADV-8-8

Input Fields, ADV-4-14, ADV-6-10
Report Description, ADV-4-15, ADV-6-11
Report Example, ADV-4-15, ADV-6-11

Things to Know for CentreVu Advocate, ADV-4-13, ADV-6-9
Real-Time Queue/Agent Status Report, ADV-3-11, ADV-5-11, ADV-7-14

Report Description, ADV-3-12, ADV-5-12

Report Example, ADV-3-12, ADV-5-11

Things to Know for CentreVu Advocate, ADV-3-12, ADV-5-11
Real-Time Reports, ADV-GL-17, CST-P-6, RPT-GL-22

Agent Graphical Information Report, RPT-3-17

Agent Group Report, RPT-3-7

Agent Information Report, RPT-3-13

Agent Report, RPT-3-10

Agent report input window, RPT-3-6

Agent report selector window, RPT-3-5

Agent Reports, RPT-3-4, RPT-3-5

Call Profile, RPT-3-62

Drill-Down Reports, RPT-3-168

Drill-Down Top Agent Work State Report, RPT-3-170

Drill-Down Work State Report, RPT-3-174

Event Count Summary Report, RPT-3-24
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Real-Time Reports, (continued) Book ID Book Title

Graphical Active Agents, RPT-3-65 : .
Graphical Allocated Agents, RPT-3-69 ADA th,tbl\?jmiitigifatlt?gnBOOk for Advanced

Graphical Call Profile Report, RPT-3-79 o )
Graphical EWT Report, RPT-3-83 ADM CMS R3V8 Administration

Graphical Queue Report, RPT-3-86 ADV Advocate R8 User Guide

Graphical Skill Overload Report, RPT-3-89  gga Little Instruction Book for Basic Administration
Graphical Staffing Profile

Report, RPT-3-91 CNG Lucent Call Center R8 Change Description
Graphical Status Report, RPT-3-95 CST CMS Custom Reports
Graphical Top Skill Status DIC CMS Database Items and Calculations
Report, RPT-3-99 . .
Multi-ACD Report, RPT-3-27 DMS CMS Disk errored Systems
Multi-ACD Top Agent Report, RPT-3-35 DSG Report Designer User Guide
organization, RPT-3-1 EXI Explorer Il Installation for NT

Other Reports, RPT-3-22

overview, RPT-3-1 EXU Explorer Il User Guide

presentation, RPT-3-2 FST CMS Forecast

Queue Agent Status Report, RPT-3-50 HAC High Availalability Connectivity, Upgrade and
Queue Agent Summary Report, RPT-3-55 Administration

Queue/Agent Reports, RPT-3-41 . . . .
Queue/Top Agent Status Report, RPT-3-45 HAU High Availalability User Guide N
Reservel AUX Agents Report, RPT-3-104 ODC CMS Open Database Connectivity

Reserve2 AUX Agents Report, RPT-3-108 RPT Supervisor V8 Reports

roadmap, RPT-3-2 SPI Supervisor Installation & Getting Started
Skill AUX Report, RPT-3-112 . .

Skill Status Report, RPT-3-114 Wi Visual Vectors Installation

Skill Top Agent Report, RPT-3-120
Split Status Report, RPT-3-125
Split/Skill Agent Status by Location Report, RPT-3-140
Split/Skill by Location Report, RPT-3-134
Split/Skill Graphical AUX Agents Report, RPT-3-73
Split/Skill Graphical AUX Top Agents Report, RPT-3-76
Split/Skill Report, RPT-3-130
Split/Skill Reports, RPT-3-58
Split/Skill Top Agent Status Report, RPT-3-136
Trunk Group Report, RPT-3-144
VDN Call Profile Report, RPT-3-152
VDN Graphical Call Profile Report, RPT-3-156
VDN Report, RPT-3-161
VDN Reports, RPT-3-148
VDN Skill Preference Report, RPT-3-159
Vector Report, RPT-3-164
Real-Time Reports, Definition, RPT-1-7
Real-Time Reports, organization, RPT-3-1
Real-Time Reports, overview, RPT-3-1
Real-Time Reports, presentation, RPT-3-2
Real-Time Reports, roadmap, RPT-3-2
Real-Time Split/Skill Call Profile Report, ADV-5-9, ADV-8-8
Example, ADV-5-9
Report Description, ADV-3-9, ADV-5-10, ADV-8-9
Report Example, ADV-3-9, ADV-8-8
Things to Know for CentreVu Advocate, ADV-3-8, ADV-5-9, ADV-8-8
Real-Time Split/Skill Report, ADV-7-7
Report Description, ADV-7-8
Report Example, ADV-7-8
Things to Know for CentreVu Advocate, ADV-7-7
Real-Time tab, ADM-2-10
Real-time, Defining Report as, CST-2-6
REASON, ODC-3-167, DIC-2-155
Reason Code 0, RPT-3-75, RPT-3-78, RPT-3-103, RPT-4-82
Reason Code 1...9, RPT-3-103
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Reason Code 1-9, RPT-3-75, RPT-3-78,
RPT-4-82
reason codes, BSA-49
REASON_ CODE, ODC-3-158
REASON_CODE, DIC-2-155
reboot, BSA-73
RECONNECT, ODC-3-128, RPT-4-46,
DIC-2-155
Reconnect, RPT-4-46
records, BSA-79
Recovery Kit, HAU-2-3
recovery kit
using, ADM-11-41
recovery kit and software log, BSA-84
Redirect On No Answer, ADV-GL-17,
RPT-GL-23
Redirect Remote Console Port, HAC-3-56
Redirection on No Answer (G3V2 and
later), DIC-1-28
Refresh Rate, ADV-GL-18, RPT-GL-23
refresh rate, BSA-15
Related Documents, CST-P-8, ODC-P-4,
SPI-P-6, DSG-1-7
Related documents, ADV-P-6, HAU-P-2
Relational database model, ODC-1-5
Relational Operators, CST-4-42, DSG-18-2
remote access requirements, EXI-1-15
Remote Access security, BSA-66
Remote Console
Administer the Port, HAC-3-56
Redirecting the Port, HAC-3-56
Setting Up the Software, HAC-3-56
Test, HAC-3-57
remote switch, ADA-94
Remove a Data Source, ODC-2-28
Remove Agents from Skill, ADV-12-9
Remove Input Fields, DSG-6-8
Repeated Horizontally, CST-4-46
Repeated Vertically, CST-4-46
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Replace CentreVu Supervisor 5.0, SPI-2-8 to SPI-2-9, SPI-2-9 to SPI-2-10, SPI-3-11, SPI-3-12

replacing a faulty disk, DMS-69 to DMS-74
replicas
replacing, DMS-75
setup, DMS-75 to DMS-76
reply-best, ADA-67, ADA-81
Report
Copy, CST-3-7
Dates, SPI-7-7
Destinations, SPI-7-6
Editing with Blocks, CST-3-8
Layouts
Chart, SPI-7-23
Table, SPI-7-22
Restoring view, SPI-7-20
Thresholds, Minimized, SPI-7-41
Times, SPI-7-10
Ending Interval, SPI-7-10
Starting Interval, SPI-7-10
Verify, CST-3-7
Windows, Minimizing, SPI-7-39
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Book ID
ADA

report
Agent Occupancy, ADA-89
Call Profile, ADA-70
Error Log, ADA-38

Graphical Skill Overload, ADA-141 ADM
Multi-ACD Call Flow by VDN, ADA-71 ADV
Split Skill by Interval, ADA-70 BSA
Split/Skill, ADA-27

CNG

Trunk Group Members, ADA-28
Trunk Group Summary by Interval, ADA-71 CST

VDN Call Profile, ADA-27 DIC
Vector Configuration, ADA-32
Report Access, CST-2-5 DMS
Report Charts, RPT-2-31 DSG
Report color scheme, create, RPT-2-81 EXI
Report Colors Tab, SPI-7-75 EXU
Report Colors tab, ADM-2-10
Report Data Start Time, DSG-9-6 FST
Report Description, CST-2-4 HAC
Report Designer, SPI-7-3
Report Designer Basics, DSG-4-1 HAU
Report Designer Menus, DSG-4-4
Report Destination, DSG-6-6 ODC
Report Input Fields, DSG-6-2 RPT
Report Input Information, Types, RPT-2-6 SPI
Report Input Information, Window, RPT-2-6 Wi

Report Input Variables, CST-4-38
Report Intervals, RPT-4-3
Report Manager, DSG-3-1, DSG-3-4
About, DSG-3-2
Report Menu, SPI-7-12, DSG-4-4
Design, SPI-7-13
Exit, SPI-7-14, DSG-4-5
Page Setup, SPI-7-12
Print, SPI-7-12
Print Preview, SPI-7-12
Restart, SPI-7-12
Run, DSG-4-4
Save, SPI-7-13, DSG-4-4
Save As, SPI-7-13, DSG-4-5
Save as HTML, SPI-7-13
Script, SPI-7-14
Report Menu Bar, SPI-7-11, RPT-2-13
Edit, SPI-7-15
Format, SPI-7-17
Options, SPI-7-20
Report, SPI-7-12
Tools, SPI-7-18
Report Menu Bar, options, RPT-2-13
Report Menu Bar, report menu, RPT-2-14
Report Menu Bar, Save as HTML, RPT-2-17
Report Name, CST-2-3, CST-2-7
Report name format, create, RPT-2-87
Report Options, RPT-2-73
create a name format, RPT-2-87
create a report color scheme, RPT-2-81
create a threshold color scheme, RPT-2-84
general tab, description, RPT-2-74
name format tab, description, RPT-2-79
Overview, RPT-2-73
report colors tab, description, RPT-2-76
threshold colors tab, description, RPT-2-78
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Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Report Options, (continued)
using the general tab, RPT-2-74
using the name format tab, RPT-2-79
using the report colors tab, RPT-2-76
using the threshold colors tab, RPT-2-78
Report Output Window, RPT-2-3
report page, ADM-4-4
Report Properties, DSG-4-13
Report Run Dates, Browse Date, RPT-2-8
Report Run Dates, Browse Dates, RPT-2-9
Report Run Dates, Browse Month, RPT-2-9
Report Run Dates, Browse Months, RPT-2-10
Report Run Dates, Selecting, RPT-2-8
Report Run Times, Browse Time, RPT-2-11
Report Run Times, Selecting, RPT-2-11
Report Select Window, CST-2-2
Report Selector, RPT-2-3
Report Selector Window, SPI-7-4
Report Selector Window, Displaying, RPT-2-4
Report Selector Window, Fields, RPT-2-4
Report Tables, RPT-2-30
Report threshold color scheme,
create, RPT-2-84
Report threshold highlights, RPT-2-59
Report Type, CST-3-7
Report Types, RPT-2-30
Report Windows
Changing Column Widths, RPT-2-54
Graphical Report Window, RPT-2-54
Resizing, RPT-2-54
Standard Windows, RPT-2-54
Report Wizard, ADM-2-4
Report, Editing and Viewing, RPT-2-29
Reports, CNG-2-7, BSA-45
Access to, CST-2-5

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Accessing the Report Select Window, CST-2-2

After Call Work, EXU-4-10

Agent On-Hold, EXU-4-5
Agent-to-Agent, EXU-4-26
Application/VDN, EXU-4-16
Assistance Requested, EXU-4-20
call handling, EXU-1-14

call information, EXU-1-14

Change Agent Splits/Skills, SPI-7-19
Changing Input Fields for, CST-4-11

Changing Name, Access, and Type, CST-2-8

Changing No-Scroll Areas, CST-5-6
Chart, SPI-7-23

Conferenced Calls, EXU-4-12
Copying an Existing Report, CST-3-4
Copying chart, SPI-7-50
Cradle-To-Grave, EXU-1-6
Cradle-to-Grave, EXU-8-8

custom, HAU-3-2

Customer/Calling Party, EXU-4-14
Defining Report Type, CST-2-6
Description, Entering, CST-2-4
designer, HAU-3-3

Direct Agent Queued, EXU-4-28
Drill Down, SPI-7-18

Exiting, SPI-7-86

Fields in, CST-4-11
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Report Designer User Guide
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High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Reports, (continued) Book ID
Formatting
Changing column widths, SPI-7-52 A
Chart, SPI-7-28, DSG-12-2
see also Formatting Chart ADM
Reports, DSG-12-2 ADV
see also Formatting Grid BSA
Reports, DSG-13-2 CNG
Table, SPI-7-24
Highlighting Fields, CST-5-1 CST
Historical DIC
Run Dates, SPI-7-7 DMS
Run Times, SPI-7-10 DSG
Information Indicator, EXU-4-18 EXI
Input Fields for, CST-4-1
Location ID, CNG-2-8 EXU
Malicious Call, EXU-4-30 FST
Multi-ACD, CNG-2-8 HAC
Multi-Segment Cradle-To-Grave
Analysis, EXU-1-14
Naming, CST-2-3, DSG-3-5 HAU
No-Scroll Areas, CST-5-4 OoDC
Originating Reason, EXU-4-24 RPT
Printing, SPI-7-53 SP
Report Selector Window, SPI-7-3
Resize, SPI-7-51 WVI

Resizing windows, SPI-7-51
Restarting, SPI-7-86

Running, CST-5-20, SPI-7-3

Saving a Design, CST-5-7

Saving the Name, CST-2-7

Saving to File, SPI-7-15, SPI-7-16
Setting Threshold Highlights, SPI-7-56
Showing Run Time/Date and User Inputs, CST-4-56
Specifying page setup, SPI-7-54
Status Bar, SPI-7-20

Table, SPI-7-22

Testing a Design, CST-5-8

Text, CST-3-13

Threshold Settings, SPI-7-18
Transferred Call, EXU-4-8

reports, ADM-2-9, ADM-8-47

agent exceptions, ADM-8-30
agent group members, for Dictionary, ADM-3-68
configuring, ADM-4-7

data collection, ADM-8-34
Dictionary, ADM-3-65
exceptions, ADM-8-56

exiting and restarting, ADM-4-6
historical, ADM-10-41

kinds of, ADM-4-7

malicious call trace, ADM-8-36
printing, ADM-4-3

printing options, ADM-4-8
real-time, ADM-10-41

running, ADM-4-2

scripting, ADM-5-6

setting up page for, ADM-4-4
split/skill exceptions, ADM-8-38
to summarize, ADM-4-7
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High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Book ID
ADA

reports, (continued)
trunk group exceptions, ADM-8-41
VDN exceptions, ADM-8-44
Reports Button, SPI-5-24, SPI-5-29

Reports input window, ADM-4-3 ADM
reports saved as HTML, ADM-5-10 ADV
Reports selector window, ADM-2-4, ADM-2-6, BSA
ADM-3-65, ADM-4-2
Reports tab, ADM-2-10 CNG
Reports That Cannot Be Customized, CST-1-6 CST
reports window, ADM-2-10 DIC
Reports, Copying Charts, RPT-2-53
Reports, Editing, RPT-2-24 DMS
Menu, RPT-2-24 DSG
Menu Item Functions, RPT-2-24 EXI
Reports, Exportin_g Data, RPT-2-50 EXU
Reports, Formatting
Menu, RPT-2-26 FST
Menu Item Functions, RPT-2-26 HAC
Reports, Layouts, RPT-2-30
Reports, Minimized, RPT-2-45
Icons, RPT-2-45 HAU
Threshold Icons, RPT-2-46 ODC
Reports, Options, RPT-2-28 RPT
Reports, Page Setup, RPT-2-57 SPI
Options, RPT-2-57
Procedure, RPT-2-58 WVI

Reports, Resizing Windows and Columns, RPT-2-54
Reports, Running, RPT-2-6
Reports, Selecting, RPT-2-4
Reports, Selecting a Printer, RPT-2-55
Reports, Tools

Menu, RPT-2-27

Menu Item Functions, RPT-2-27
Requesting Data in ODBC, ODC-1-6
Requirement Forecast Reports, FST-4-1

Agent Positions Required Report, FST-4-1, FST-4-3

Trunks Required Report, FST-4-1, FST-4-8
requirements

client, EXI-1-20

CMS, EXI-1-10

disk storage, EXI-1-16

ECS/switch, EXI-1-10

hard disk drive, EXI-1-14

minimum system, EXI-1-8

network, EXI-1-6

performance, EXI-1-13

processor, EXI-1-12

remote access, EXI-1-15

server, EXI-1-12

software, EXI-2-2

system, EXI-1-15
RESERVE, ADM-3-20
Reserve Agent, ADV-13-4, ADV-GL-18, DIC-1-31
Reserve Agent Activation, ADV-1-7, ADV-2-8
Reserve agent time in queue, CNG-1-10
Reserve Level, ADV-GL-18
Reserve Skills, ADV-2-21
reserve skills

Call Selection Override, ADA-120

description, ADA-118
Reservel Agents (Active), RPT-3-94
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Book ID
ADA

Reservel Agents (active), ADV-9-10,
RPT-3-72

Reservel Agents (AUX), RPT-3-94

Reservel Agents (Other), RPT-3-94

Reservel Agents in AUX, RPT-3-105 ADM
Reservel Agents Staffed, ADV-6-17, ADV
ADV-6-25, ADV-6-26, ADV-6-27, ADV-6-28, BSA

RPT-3-40, RPT-3-48, ADV-9-10, RPT-3-67,

RPT-3-72 CNG
Reservel AUX Agents Report, ADV-6-19, CST

RPT-3-104 DIC

Report Description, ADV-6-20
Report Example, ADV-6-20 DMS
Things to Know for CentreVu DSG
Advocate, ADV-6-19 EXI
Reserve2 Agents (Active), RPT-3-94 EXU
Reserve2 Agents (active), ADV-9-10,

RPT-3-72 FST
Reserve2 Agents (AUX), RPT-3-94 HAC
Reserve2 Agents (Other), RPT-3-94
Reserve2 Agents in AUX, RPT-3-109 HAU
Reserve2 Agents Staffed, ADV-6-17,

ADV-6-25, ADV-6-26, ADV-6-27, ADV-6-28, ODC

RPT-3-40, RPT-3-48, RPT-3-67, RPT

RPT-3-72, ADV-9-10 SPI
Reserve2 AUX Agents Report, RPT-3-108 Ny

Report Description, ADV-6-23
Report Example, ADV-6-23
Things to Know for CentreVu Advocate, ADV-6-22
Reset String, SPI-8-21
Resizing Items, DSG-5-7
Resizing Report Windows, SPI-7-51
Resizing Report Windows and Columns, RPT-2-54
Responsibilities, HAC-1-4
restart, BSA-73
Restarting a report, SPI-7-12, SPI-7-86
Restarting Reports, procedure, RPT-2-12
Restore, HAU-4-1
restore, ADM-2-14
after backing up, ADM-11-26
automatic, ADM-11-26
manual, ADM-11-26, ADM-11-28
running, ADM-10-7, ADM-11-26
restore data, ADM-10-5
Restore Data button, EXI-4-20
Restore Data input window, ADM-11-28
Restore Original View, SPI-7-20
restoring a CMSADM backup, DMS-43 to DMS-44
restoring data, EXI-4-20
Result of Call Selection Override, ADV-2-11
resync problem, DMS-81
Retrieve Data, CST-1-11, DSG-17-5
RETURNCALLS, ODC-3-113, DIC-2-156
Reverse Video, CST-5-3
Review Agent Skills, ADV-12-3
Right, DSG-12-11
Right Mouse Button menu, SPI-7-42
Right, label parameter, SPI-7-38
RING, ADV-GL-18, ADV-GL-20
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RINGCALLS, ODC-3-34, ODC-3-58, ODC-3-97, ODC-3-113, DIC-2-156
RINGING, ADM-3-58, RPT-3-14, RPT-3-21, RPT-3-102, RPT-4-82, RPT-GL-23

Ringing, RPT-3-33, RPT-3-122, RPT-3-132
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Ringing (G3, G2, System 85), DIC-1-23

RINGTIME, ODC-3-34, ODC-3-58, ODC-3-97,

ODC-3-113, DIC-2-157
Rls, RPT-4-46
Roadmap
Historical Split/Skill Reports, RPT-4-57
Historical System Reports, RPT-4-101
Historical Trunk/Trunk Group
Reports, RPT-4-124
Historical VDN Reports, RPT-4-141
Historical Vector Report, RPT-4-172
Real-Time Agent Reports, RPT-3-5
Real-Time Other Reports, RPT-3-22
Real-Time Queue/Agent
Reports, RPT-3-41
Real-Time Split/Skill Reports, RPT-3-58
ROLE, ADV-6-20, ADV-6-23, ADV-13-17,
RPT-3-143, DIC-2-158
Role, RPT-3-53, RPT-3-105, RPT-3-109,
RPT-3-143
Roles, HAC-1-4
Rolling ASA, ADV-GL-18, RPT-GL-23
Rolling Average Speed of Answer, ADA-57
Rolling Chart, DSG-12-3, DSG-12-4
Rolling Charts, DSG-8-4
rolling-asa, ADA-57
root mirror, DMS-6
Rotating a 3D Chart, SPI-7-46
Rotation, SPI-7-30, DSG-12-22
route to, ADM-8-25
command, ADM-8-20
step, ADM-8-20, ADM-8-29
route-to, ADA-67, ADA-78, ADA-81
route-to digits with coverage, ADA-86
route-to number with coverage, ADA-86
routing
adjunct, ADA-59
Best Service, ADA-59
CentreVu Virtual, ADA-73
ROVING, ADM-3-20
Roving Agents, ADV-GL-18
ROW, ODC-3-164
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ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Row Identifier data, ADV-13-3, ODC-3-3, DIC-1-3
ROW_DATE, ADV-4-20, ADV-5-19, ADV-7-12, ADV-7-13, RPT-4-10, RPT-4-12, RPT-4-15, RPT-4-17,

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

RPT-4-21, RPT-4-26, RPT-4-30, RPT-4-34, RPT-4-36, RPT-4-38, RPT-4-40, RPT-4-45, RPT-4-56,
RPT-4-62, RPT-4-65, RPT-4-67, RPT-4-69, RPT-4-71, RPT-4-75, RPT-4-77, RPT-4-79, RPT-4-81,
RPT-4-87, RPT-4-91, RPT-4-105, RPT-4-110, RPT-4-120, RPT-4-135, RPT-4-146, RPT-4-148,

RPT-4-153, RPT-4-155, RPT-4-159, RPT-4-162, RPT-4-165, RPT-4-169
ROW_DATE (index), ODC-3-34, ODC-3-59, ODC-3-77, ODC-3-86, ODC-3-97, ODC-3-113,
ODC-3-120, ODC-3-124, ODC-3-128, ODC-3-131, ODC-3-134, ODC-3-143, ODC-3-147, ODC-3-158,

ODC-3-159, ODC-3-160, ODC-3-162, ODC-3-163, ODC-3-164, ODC-3-166, ODC-3-167, DIC-2-158
ROW_TIME, ODC-3-158, ODC-3-159, ODC-3-160, ODC-3-162, ODC-3-163, ODC-3-164, ODC-3-166,

ODC-3-167, DIC-2-160
ROW_TIME (index), ODC-3-143
Rows

Accessing the Row Search Window, CST-4-37

Assigning Search ID, CST-4-51
Changing Search Conditions, CST-4-55
Changing Search ID, CST-4-56

Defining, CST-4-37, CST-4-39, CST-4-42, CST-4-45, CST-4-46, CST-4-48, CST-4-49, CST-4-51,
CST-6-29, CST-6-30, CST-6-31, CST-6-32, DSG-18-5
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Rows, (continued)
Field/Bar Types for, CST-4-46
From Tables, CST-4-39
Range of Values, CST-6-29
Saving Search Conditions, CST-4-51
Selecting from a Table, CST-4-42
Selecting Search ID, CST-4-39
Sort Types, CST-4-48
Sorting Data, CST-4-49
With User Inputs, CST-4-44, DSG-18-3
Rows field, EXI-4-9
Rows/Sec field, EXI-4-9
RSERVLEVELP, ODC-3-134, DIC-2-160
RSINACW, ADV-4-18, ADV-6-13
RSTAFFED, ADV-9-10
Run, DSG-4-4
run a report, BSA-45
Run button, SPI-6-8
Run-Date, CST-4-57
running a cmsadm backup, BSA-73
running a full maintenance backup for all
ACDs, BSA-70
Running a Report, CST-5-20
running a report, ADM-4-2
Running Custom Reports, CST-5-20
Running Reports, RPT-2-2
Run-Time, CST-4-57
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Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

S

Sample Database Item Table, ADV-13-2

Sample of Data Ordered by Date in Ascending Order, CST-4-49
Sample of Data Ordered by Date in Descending Order, CST-4-48

Sample of Data Ordered by Split, CST-4-49

Sample of Data Ordered by Split and ACD Calls, CST-4-50

sample queries
Abandon Call Analysis, EXU-7-3
Cell Phone Analysis, EXU-7-6

Cradle-To-Grave Reporting Query, EXU-7-7

Efficient Automatic Number Identification (ANI) Analysis, EXU-7-4

Special Call Treatment, EXU-7-5
Sample Text box, SPI-8-22
Save, CST-3-14, DSG-4-4

Work, CST-4-60
Save As, SPI-7-13, DSG-4-5

Save as HTML, SPI-7-13, SPI-A-1 to SPI-A-7, RPT-2-17

Browsers, RPT-2-17

Dialog box, SPI-A-3

Fonts, RPT-2-20

Not Using Templates, RPT-2-19

Output Files, RPT-2-19

Save as location, RPT-2-17

Selecting fonts, SPI-A-3, SPI-A-7

Template Tags, RPT-2-20

Templates, RPT-2-19

Using, RPT-2-18

Using a template, SPI-A-3

Using Existing Templates, RPT-2-20
Save As HTML window, ADM-5-10
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Save as Script
using, ADM-5-2
Save as Script Action window, ADM-5-13
Save as Script window, ADM-5-2, ADM-5-6
automatic, ADM-5-7
interactive, ADM-5-7
Save Profile As dialog box, SPI-8-15
Save the report being copied as, DSG-3-10
Save the Report Name, CST-2-7
Saving
Bar Definition, CST-4-36
Design, CST-3-14
Field Definitions, CST-4-27
Report Design, CST-5-7
Report Name, CST-2-7
Row Search Conditions, CST-4-51
Var/Date/Time Field, CST-4-60
Variable Field, CST-4-9
Your Work, CST-3-14
Saving a profile, SPI-8-11
Saving a query, DSG-7-11
Saving a report, SPI-7-13
Saving Your Work, CST-4-60
saving, queries in Explorer Classic, EXU-3-9
Scale
None, CST-4-31
Without Tick Marks, CST-4-31
Scheduler utility
stopping or starting, ADM-12-10
scheduling
scripts to print reports, BSA-39
timetable, BSA-30
scheduling backups
cmsadm, BSA-77
full maintenance, BSA-77
scheduling ECHI activation, EXI-1-29
scheduling packages, BSA-39
ScratchPad object, VVI-6-28, VVI-6-35
Screen Painter
Accessing, CST-3-1
Editing Keys, CST-3-2, CST-3-4
Entering Text, CST-3-13
Get Copy Window, CST-3-6
Movement Keys, CST-3-2
Moving the Cursor, CST-3-2
Properties, CST-3-2
Scrolling, CST-3-4
Secondary Windows, CST-3-4
Size, CST-3-3
Window, CST-3-1
Script
Automatic, SPI-7-14
Interactive, SPI-7-14
Report menu, SPI-7-14
Save as Script dialog, SPI-7-14
Script Button, SPI-5-39, SPI-6-8
Script button, ADM-5-3
Script Buttons, RPT-2-3
Scripting, RPT-GL-23
Organizing Scripts, SPI-5-34
Scripts menu, SPI-5-34
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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scripting
actions, ADM-5-12
export of report output, ADM-5-8
for exceptions administration and
reports, ADM-8-53
input windows, ADM-5-12
reports saved as HTML, ADM-5-10
scripting an action, ADM-5-13
scripting an input window, ADM-5-12
scripting reports, ADM-5-6
Scripting tab, ADM-2-10
Scripting, Using, RPT-2-3
scripts
administrative preparations for
automatic, BSA-36
automatic, BSA-35
conditions, BSA-36
creating a script to activate an agent
trace, BSA-40
definition, BSA-35
interactive, BSA-35
organizing, BSA-41
scheduling reports to print, BSA-39
Scripts Menu, SPI-5-34
Scrolling Screen Painter, CST-3-4
Search for Help On, SPI-1-9
Search ID
Assigning, CST-4-51
Changing, CST-4-55
Selecting, CST-4-39
Searching for Database Items, CST-4-37
Seasonal Trending
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

In Forecast Calls Carried Algorithm, FST-6-9

secondary administrators

permissions for, ADM-9-1
Secondary CMS Server, HAU-2-1

failure, HAU-E-1

unscheduled outage, HAU-4-2
secondary server

defined, HAC-1-1

installed software, HAC-1-1
Secondary Skill, ADV-GL-18, RPT-GL-23
Secondary System Password, using, SPI-9-14
Seconds, RPT-4-62, RPT-4-149, RPT-4-159
SECPERWK, ODC-3-147

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Secs, ADV-4-20, RPT-3-63, RPT-3-80, RPT-3-158, RPT-4-77

Secs., RPT-3-153, RPT-3-158
SECS_PER_DAY, DIC-2-237
SECSPERDAY, ODC-3-147
SECSPERMN, ODC-3-147
security precautions

service observing, BSA-64
security, checking, EXI-4-3
SEGMENT, ODC-3-143, DIC-2-161
Segment Number, term description, EXU-A-43
SEGSTART, ODC-3-143, DIC-2-161
SEGSTOP, ODC-3-143, DIC-2-161
SEIZED, ADM-3-57, ADV-GL-18, RPT-GL-23

Select a database and one or more tables for the query, DSG-7-3, DSG-7-12

Select a field type, DSG-9-2

Select a query and associated data item for this field, DSG-9-4
Select a query and associated database items for the table, DSG-10-2
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Select a Report Type, CST-3-7
Select a table layout, DSG-10-3 ADA
Select Agent dialog box, ADV-12-3

Select Agent/Template dialog box, ADV-4-6,

ADV-5-6, ADV-6-6, ADV-7-5, ADV-8-4, ADM
ADV-9-5, ADV-12-6 ADV
Select Agent/Template window, ADM-6-9, BSA

ADM-6-15, ADA-5
Select an existing query for the Summary line CNG

on your table..., DSG-10-4 CST
Select an input for your field, DSG-9-5 DIC
SELECT box, DSG-7-9
Select Components, SPI-2-13, SPI-3-16 DMS
Select Destination Directory, SPI-3-14 DSG

Select Destination Folder, SPI-2-11, SPI-3-6 g
Select Extension window, ADM-6-11,

ADM-6-12 EXU
Select Field, CST-4-14 FST
Select Folder, SPI-2-14, SPI-3-17 HAC
Select inputs for this report, DSG-6-3
Select Local Directory, SPI-2-10 to SPI-2-11 HAU
Select Location, SPI-2-10 to SPI-2-11,

SPI-3-13 to SPI-3-14 ODC
Select Network Location, SPI-3-5 to SPI-3-7 RPT
Select tables button, SP1-6-8 SPI
Select the input used to indicate the xxx for this

query, DSG-7-15, DSG-7-24 WI
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Book ID Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Select the query and data items you wish to plot on the chart, DSG-8-2

Select Uninstall Method screen, EXI-2-24
selecting

elements, Explorer Classic, EXU-3-6

search criteria, Explorer Classic, EXU-3-7
Selecting a Printer

Print Setup Options, RPT-2-55

Procedure, RPT-2-55
selecting elements of BSR Application Plan, ADA-96
Selecting Multiple Items on the Report, DSG-5-8
Selecting Report Run Times, RPT-2-11
Selecting Reports, RPT-2-2
Selecting Rows from an ACD, CST-4-45, DSG-18-4
selector window, ADM-2-10
Selector Windows, SPI-5-38 to SPI-5-39

Apply button, SPI-5-39

Cancel button, SPI-5-39

Help Button, SPI-5-39

OK button, SPI-5-39

Script button, SPI-5-39

Tab folders, SPI-5-38
Separate Organizations, ADV-2-14

System Level Decisions, ADV-2-14
Seq, RPT-4-45

SEQNO, ODC-3-158, ODC-3-159, ODC-3-160, ODC-3-162, ODC-3-163, ODC-3-164, ODC-3-166,

ODC-3-167

sequential flow, ADA-55

Serial Connection, SPI-1-10
Baud Rate, SPI-8-19
Data Bit, SPI-8-20
Parity, SPI-8-19
Port, SPI-8-19
Problems, SPI-9-13
Settings, SPI-8-19



Lucent Call Center Release 8 Master Index June 2000
103

Serial Connection, (continued) Book ID Book Title

Stop Bits, SPI-8-20 . .
Series Labels Tab, DSG-12-17 ADA L'tﬂ\zmiiti;”tgt?gnBOOk for Advanced

Labels table, DSG-12-17

Using, DSG-12-17 ADM CMS R3V8 Administration
Series Name, DSG-12-12 ADV Advocate R8 User Guide
ggfesr Name, data point label, SPI-7-38 BSA Little Instruction Book for Basic Administration
Installation CNG Lucent Call Center R8 Change Description
System Requirements, ODC-2-4 CST CMS Custom Reports
S‘Zr\é?\;' f‘fg"'l'a ADM-1-5, ADM-1-7, DIC CMS Database Items and Calculations
" adding a new, ADM-1-7 DMS CMS Disk errored Systems
changing a connection to, ADM-1-7 DSG Report Designer User Guide
logging Ol:t of, % o EXI Explorer Il Installation for NT
removing from list of available 8
servers, ADM-1-7 EXU Explorer Il User Guide
Server - Run ODBC, ODC-2-14 FST CMS Forecast
Server Configuration HAC High Availalability Connectivity, Upgrade and
Debug Levels, ODC-2-14 Administration
Log Levels, ODC-2-14 ] N . .
Run ODBC. ODG-2-14 HAU High Availalability User Guide N
Server Debug Levels, ODC-2-14 ODC CMS Open Database Connectivity
Server Inicheck Utility, ODC-2-38 RPT Supervisor V8 Reports
Server Log File, ODC-2-37 SPI Supervisor Installation & Getting Started

Server Log Levels, ODC-2-14
server network connection,
establishing, EXI-A-2

Server Properties window, ADM-1-8
server requirements, EXI-1-12
servers

adding new CMS, VVI-6-16
Service contract, HAU-P-3
Service Interval - Seconds, RPT-4-156
Service Interval Answers and Abandons, RPT-4-72, RPT-4-156
Service Interval Calls Answered, RPT-4-72, RPT-4-156
Service Intervals Changed, RPT-4-62, RPT-4-72, RPT-4-148, RPT-4-156
Service Level, ADV-GL-19, RPT-4-71, RPT-4-155, RPT-GL-24
service level

defining, ADA-26

increment, ADM-7-9, ADM-7-19, ADM-7-21

reports, ADA-27
Service level increments (seconds) field, ADV-12-13
Service Level Supervisor, ADV-2-7, ADV-2-20, ADV-2-25, ADV-2-26, ADV-2-29, ADV-2-33, ADV-2-35,

ADV-2-36, ADV-2-37, ADV-2-38, ADV-GL-19

administered thresholds, ADV-2-7

Call Selection Override, ADV-1-7, ADV-2-8

Call Selection Override OFF, ADV-1-8, ADV-2-9

Call Selection Override ON, ADV-1-7, ADV-2-8

Description, ADV-1-6

description, ADA-118

Over Threshold State, ADV-1-7

Overload 1, ADV-1-7

Overload 1 state, ADV-2-7

Overload 2, ADV-1-7

Overload 2 state, ADV-2-7

overload thresholds, ADA-119

Reserve Agent Activation, ADV-1-7

reserve agent activation, ADV-2-8

reserve skill, ADA-118

Result, ADV-1-9

result of call selection override, ADV-2-11

VVI Visual Vectors Installation
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Service Level Supervisor, (continued)
setting appropriate thresholds, ADV-2-10
setting thresholds, ADV-2-8
Thresholds, ADV-1-7, ADV-2-7
service messages, data import, EXI-5-19
Service Objective, ADV-2-2, ADV-2-17,
ADV-2-24, ADV-2-29, ADV-2-32, ADV-2-34,
ADV-2-35, ADV-2-36, ADV-2-37, ADV-12-4,
ADA-117
Administration, ADV-1-5
Call Selection Method, ADV-1-5
Description, ADV-1-4
Greatest Need, ADV-2-2
Percent of Threshold, ADV-1-7
Skill Level, ADV-2-2
Service Observe, ADA-69
service observing
administering, BSA-54
answer supervision, BSA-62
Basic, BSA-54
bridged observers, BSA-61
button lamps and tone indicators, BSA-60
Class of Restriction, BSA-55
conferenced calls, BSA-62
Customer-Options System Parameters
form, BSA-55
deactivating, BSA-59
extensions, BSA-57
feature access code (FAC), BSA-59
Feature Access form, BSA-56

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Feature-Related System Parameters form, BSA-56

indicators, BSA-60
ineligibility, BSA-61
logical-agent IDs, BSA-58
multiple observers, BSA-61
remote, BSA-59
security precautions, BSA-60, BSA-64
Station form, BSA-56
transferred calls, BSA-63
trunk calls, BSA-62
VDN, BSA-54
VDNs, BSA-58
warning tone, BSA-57

Service Observing (Basic), BSA-55

Service Observing (Remote/By FAC), BSA-55

Service Observing (VDNs), BSA-55

Service Observing Listen Only Access Code, BSA-56
Service Observing Listen/Talk Access Code, BSA-56

Service Observing Warning Tone, BSA-56
service observing, definition, BSA-53
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Service Observing—Remote Single-User Mode, ADV-GL-19

Service Observing—VDNs, ADV-GL-19
Service ObservingVDNs, RPT-GL-24
Service Pack 3 Installation, SPI-1-11
Serviceability

Alarms, CNG-2-13

Data collection, CNG-2-10, CNG-2-12

ECH, CNG-2-12

Full maintenance backup/restore, CNG-2-11

Historical agent events, CNG-2-10

SERVICELEVEL, ADV-4-20, ADV-4-22, ODC-3-35, ODC-3-113, RPT-3-80, RPT-3-158, RPT-4-71,

RPT-4-77, DIC-2-162
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Book ID
ADA

SERVLEVEL, RPT-4-155, RPT-4-159
SERVLEVELP, ODC-3-134, DIC-2-162
SERVLEVELT, ODC-3-134, DIC-2-162
Session & License Details option, EXI-4-4

Session & License Details window, EX|-4-5 ADM
Set ADV
Authorizations, HAC-3-15 BSA
Set Acceptable Service Levels, ADV-12-12
Set Up CNG
CMS, HAC-3-27 CST
Interactively from a Terminal, HAC-3-28 DIC
Using a UNIX System Flat
File, HAC-3-38 Ll
Data Storage Parameters, HAC-3-21 DSG
NTS, HAC-3-59 EXI
Remote Console, HAC-3-56 EXU
Switch LAN, HAC-3-24 FST
TCP/IP, HAC-3-24
Setting Appropriate Threshold HAC
Levels, ADV-2-10
Setting Profile Options, SPI-8-17 HAU
Setting Report Threshold Highlights, SPI-7-56 oDC
setting storage intervals, ADM-10-36
setting the minimum Expected Wait RPT
Time, ADA-85 SPI
setting up a report page, ADM-4-4 WVI

setting up CentreVu Explorer I, EXU-1-21
setting user adjustments, ADA-107
Setup Methods
Interactively from a Terminal, HAC-3-28
Using a UNIX System Flat File, HAC-3-38
SETUPTIME, ODC-3-77, DIC-2-163
SEVERITY, ODC-3-150
Shared Network Installation, SPI-1-5
Client Setup, SPI-3-9 to SPI-3-19
Previous Version Found, SPI-3-10
Replace CentreVu Supervisor 5.0, SPI-3-11
Selecting the Components, SPI-3-16
Selecting the Destination Directory, SPI-3-14
Selecting the Location, SPI-3-13 to SPI-3-14
Selecting the Shortcuts Folder, SPI-3-17
Selecting the Type of Installation, SPI-3-15
Network Setup, SPI-3-2 to SPI-3-8
Doing Administrative Tasks, SPI-3-2
Selecting the Destination Folder, SPI-3-6
Selecting the Network Location, SPI-3-5 to SPI-3-7
Selecting Type of Location, SPI-3-5
Using Start/Run, SPI-3-3
Shift-Tab, CST-3-2
SHORTCALLS, ODC-3-78, ODC-3-86, DIC-2-163
Shortcut, ADV-GL-19
Shortcuts, CST-3-2, HAU-3-10
shortcuts
adding tasks to, ADM-13-35
and permissions, ADM-13-46
assigning tasks, ADM-13-46
changing tasks in, ADM-13-40
copying, ADM-13-31
copying tasks in, ADM-13-37
creating, ADM-13-28
deleting, ADM-13-33
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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shortcuts, (continued) Book ID Book Title

deleting tasks from, ADM-13-39 ADA Little Instruction Book for Advanced
editing, ADM-13-34 Administrati
running, ADM-13-30 Lttt

using Stop, ADM-13-46 ADM CMS R3V8 Administration

using the Keep mode, ADM-13-45 ADV Advocate R8 User Guide
gEgucxffi:gfr;zcés%”gé!:1531'31'15 BSA Little Instruction Book for Basic Administration
Show Gridlines, SPI-7-25, DSG-13-3 CNG Lucent Call Center R8 Change Description
Show Value As, DSG-13-8 CST CMS Custom Reports
Show Value as Name, DSG-14-3 DIC CMS Database ltems and Calculations

shut down CMS, BSA-73

Single Data Input browse window, ADM-10-21 PDMS CMS Disk Mirrored Systems

Single Value, CST-4-4 DSG Report Designer User Guide

single value, ADM-2-16 EXI Explorer Il Installation for NT

Sgglﬁgﬁgyc’de’ ADV-GL-19, CST-P-7, EXU Explorer Il User Guide

single-user mode, ADM-1-10, ADM-10-17, FST CMS Forecast
ADM-10-29, ADM-13-26, ADA-34 HAC High Availalability Connectivity, Upgrade and

changing to, ADM-10-5 Administration

Singljel-oL?sg]r l,i/?g:jge gzi\iﬂniﬁosn, RPT-1-7 HAU High Availalability User Guide

Site, ADV-GL-19 OoDC CMS Open Database Connectivity

S?te statistics, CNG-l-lZ, CNG-2-14 RPT Supervisor V8 Reports

g:(zlﬁ (XDS\Sﬁ_el”&PiBt\?_rAg;TA%%/_G_11. SPI Supervisor Installation & Getting Started
ADV-6-16, ADV-6-20, ADV-6-23, ADV-9-9, VVI Visual Vectors Installation

ADV-9-13, ADV-GL-19, RPT-3-18, RPT-3-38, RPT-3-71, RPT-3-74, RPT-3-77, RPT-3-80, RPT-3-101,
RPT-3-102, RPT-3-105, RPT-3-109, RPT-3-116, RPT-3-172, RPT-4-34, RPT-GL-24
Skill Group (G2.2 EAS), DIC-1-11
Skill Level, ADM-6-10, ADV-2-21, ADV-2-23, ADV-2-25, ADV-2-26, ADV-2-28, ADV-2-32, ADV-12-4,
RPT-GL-24, DIC-1-11
Administration, ADV-1-3
Description, ADV-1-3
description, ADA-116
example with Service Objective, ADA-123
example without Service Objective, ADA-123
Skill Level Call Handling, ADM-6-11
Skill Level Decision Table, ADV-2-20
Skill Level Decisions, ADV-2-20
Service Level Supervisor, ADV-2-20
Skill level Decisions
Table, ADV-2-20
skill level, changing, ADA-11
Skill List, ADA-10
Skill Mix, ADV-2-21
Skill State, ADV-4-12, ADV-4-23, ADV-6-17, ADV-6-25, ADV-6-26, ADV-6-27, ADV-9-9, ADV-13-4,
RPT-3-30, RPT-3-38, RPT-3-46, RPT-3-56, RPT-3-67, RPT-3-71, RPT-3-87, RPT-3-90, RPT-3-92,
RPT-3-96, RPT-3-101, RPT-3-116, RPT-3-131, RPT-3-137, RPT-3-172, RPT-3-176, DIC-1-11,
DIC-1-31
Skill Top Agent Report, RPT-3-120
Skill, Change Agent, SPI-7-19
SKILL1, RPT-4-167, RPT-4-170
SKILL1-3, ODC-3-114, DIC-2-164
SKILL2, RPT-4-167, RPT-4-170
SKILL3, RPT-4-167, RPT-4-170
SKILLACWTIME1, RPT-4-170
SKILLACWTIME1-3, ODC-3-113, DIC-2-164
SKILLACWTIME2, RPT-4-170
SKILLACWTIMES3, RPT-4-171
SKILLCALLS1, RPT-3-160, RPT-4-170
SKILLCALLS1-3, ODC-3-113, DIC-2-164
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SKILLCALLS2, RPT-3-160, RPT-4-170

SKILLCALLS3, RPT-3-160, RPT-4-170 ADA
Skills, RPT-3-121
skills
assigned, ADA-5 ADM
reserve level, ADA-118 ADV
Skills 1-15, RPT-4-34 BSA
SKILLTIME1, RPT-4-170
SKILLTIME1-3, ODC-3-114, DIC-2-164 CNG
SKILLTIME2, RPT-4-170 CST
SKILLTIME3, RPT-4-171 DIC
SKILLTYPE, ODC-3-124, DIC-2-165
SKILLTYPE2-4, ODC-3-124, DIC-2-165 DMS
SKLEVEL, ADV-13-17, ADV-13-19, DSG
ODC-3-123, ODC-3-124, DIC-2-166 EX|

SKLEVEL2-20, ADV-13-17, ADV-13-19,

ODC-3-124, DIC-2-166 EXU
SKPERCENT, ADV-13-17, ADV-13-19, FST

ODC-3-124, DIC-2-167 HAC
SKPERCENT2-20, ADV-13-19, ODC-3-124,

DIC-2-167 HAU

SKSTATE, ADV-4-12, ADV-4-23, ADV-6-17,
ADV-6-25, ADV-6-26, ADV-6-27, ADV-9-9, ODC
ADV-13-15, RPT-3-30, RPT-3-38, RPT-3-46, RPT
RPT-3-56, RPT-3-67, RPT-3-71, RPT-3-87, gp,
RPT-3-90, RPT-3-92, RPT-3-96, RPT-3-101,
RPT-3-116, RPT-3-131, RPT-3-137, Wi

RPT-3-172, RPT-3-176, RPT-5-22, RPT-5-27, DIC-2-167

slices, DMS-1
SLVL_CHG, DIC-2-225
SLVLABNS, ODC-3-35, ODC-3-114, DIC-2-168

SLVLOUTFLOWS, ODC-3-35, ODC-3-114, DIC-2-168

Small Font, SPI-8-22
Software
failures, HAU-1-6
Internet Call Center, HAU-2-1
required and optional, HAC-1-3
shipped with CMS, HAU-2-3
software
needed for Sun platform, ADM-1-17
optional for Sun platform, ADM-1-17
recommended for PC, ADM-1-16
shipped with CentreVu CMS, ADM-11-41
software included with training, ADM-1-23
Software Installation
Feature Packages, HAC-3-46
Setting Up Remote Console, HAC-3-56
software required, EXI-2-2
software, required, DMS-9
Solaris, CNG-2-15
administering printers in, ADM-11-24
changing user passwords, ADM-12-5
disabling printers in, ADM-12-8
interface to CentreVu CMS, ADM-1-13
logging into, ADM-12-2
moving print jobs in, ADM-12-8
restoring files in, ADM-12-11
returning to CentreVu CMS from, ADM-12-6
stopping or starting Scheduler utility, ADM-12-10
system devices, ADM-11-19
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Book ID Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Solaris, (continued)

using, ADM-12-3

viewing system file, ADM-12-4
Solaris Client

Building an ODBC Application, ODC-2-19

Configuration, ODC-2-17
Installation, ODC-2-15
Procedure, ODC-2-16
System Requirements, ODC-2-15
Test Connectivity, ODC-2-18
Possible Failure Causes, ODC-2-18
Solstice DiskSuite, DMS-1
Solstice DiskSuite
installation problems, DMS-81
setup scripts, DMS-30
Sort by, DSG-4-7, DSG-13-11
Sort Tab, SPI-7-26, DSG-13-11
Sort by, DSG-13-11
Using, DSG-13-12
Sorting Data, CST-4-49
in Ascending or Descending
Order, CST-4-48
Special Call Treatment, EXU-1-6
Special Day Report
Definition, EST-3-35
Forecast Report Description, EST-3-39
Guidelines, EST-3-35
Special Day Input Window, FST-3-36
System Prerequisites, FST-3-36
Special Days Administration
Definition, EST-2-39
Guidelines, FST-2-39
Special Days Window, FST-2-40
Start-Up Tasks, FST-1-9, FST-2-1
System Prerequisites, FST-2-40

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Special Table data, ADV-13-3, ODC-3-3, DIC-1-3

Specific Color, CST-5-3

Specify a chart type, DSG-8-3
specifying storage intervals, ADM-10-7
spex, CST-4-41, DSG-18-8, DIC-1-15
spex table, ODC-3-8
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

SPLIT, ADV-3-18, ADV-4-12, ADV-4-15, ADV-5-17, ADV-6-11, ADV-6-16, ADV-6-17, ADV-6-20,

ADV-6-23, ADV-7-8, ADV-7-10, ADV-7-12, ADV-7-13, ADV-9-9, ADV-9-16, ODC-3-78, ODC-3-128,

ODC-3-158, ODC-3-160, ODC-3-166, RPT-3-26, RPT-3-30, RPT-3-63, RPT-3-66, RPT-3-71,
RPT-3-74, RPT-3-77, RPT-3-80, RPT-3-84, RPT-3-87, RPT-3-90, RPT-3-92, RPT-3-96, RPT-3-101,

RPT-3-113, RPT-3-116, RPT-3-127, RPT-3-131, RPT-3-141, RPT-3-143, RPT-3-172, RPT-3-176,

RPT-4-34, RPT-4-38, RPT-4-45, RPT-4-62, RPT-4-65, RPT-4-67, RPT-4-69, RPT-4-71, RPT-4-75,
RPT-4-79, RPT-4-81, RPT-4-87, RPT-4-91, RPT-4-105, RPT-4-110, RPT-4-115, RPT-4-120,

RPT-5-8, RPT-5-14, RPT-5-22, RPT-5-25, RPT-5-27, DIC-2-168

Split, RPT-3-14, RPT-3-84, RPT-3-127, RPT-4-36, RPT-GL-24
SPLIT (index), ODC-3-35, ODC-3-59, ODC-3-124, ODC-3-131, ODC-3-134

split members, BSA-81
Split Members input window, ADM-6-23
split members report

example of, ADM-6-24

running, ADM-6-22
split parameters, BSA-80
Split Skill by Interval Report, ADA-70
Split Status Report, RPT-3-125
Split(s), RPT-3-129
Split(s)/Skill(s), ADV-12-13
Split, Change Agent, SPI-7-19
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Split/Skill, ADV-4-20, ADV-4-22, ADV-8-13,
DSG-6-5, RPT-3-8, RPT-3-11, RPT-3-26,
RPT-3-54, RPT-3-56, RPT-3-63, RPT-3-66,
RPT-3-87, RPT-3-90, RPT-3-92, RPT-3-96,
RPT-3-97, RPT-3-113, RPT-3-141,
RPT-3-143, RPT-4-38, RPT-4-45, RPT-4-62,
RPT-4-65, RPT-4-67, RPT-4-69, RPT-4-71,
RPT-4-75, RPT-4-77, RPT-4-79, RPT-4-81,
RPT-4-87, RPT-4-91, RPT-4-105,
RPT-4-110, RPT-4-115, RPT-4-120

ACD Call, DIC-1-11

Nonprimary (G3 vectoring, G2.2
EAS), DIC-1-10

Nonzero (G2.2 EAS), DIC-1-10

Primary (G3 vectoring, G2.2
EAS), DIC-1-10

Secondary (G3 vectoring, G2.2
EAS), DIC-1-11

Status report, CST-1-6

Tertiary (G3 vectoring, G2.2
EAS), DIC-1-11

Zero (G2.2 EAS), DIC-1-12

Split/Skill Access, BSA-17

split/skill access permissions

assigning, ADM-9-17

changing, ADM-9-17

deleting, ADM-9-17

viewing, ADM-9-17
Split/Skill Access window, ADM-9-17
Split/Skill ACD Call, ADV-GL-19

Split/Skill Agent Status by Location Report, RPT-3-140
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Split/Skill ASA, ADV-3-18, ADV-5-17, ADV-7-10, ADV-7-12, ADV-7-13

Split/Skill by Location Report, RPT-3-134, RPT-4-90

Split/Skill Call Profile, HAU-3-11
Split/Skill Call Profile Report, RPT-4-61
split/skill call profile report, ADM-7-9

Split/Skill Call Profile Setup Dialog Box, ADV-3-5, ADV-4-7, ADV-5-6, ADV-6-6, ADV-8-5, ADV-12-12

Field Descriptions, ADV-5-6, ADV-6-7
split/skill call profiles

adding, ADM-7-9

changing, ADM-7-9

deleting, ADM-7-9

Split/Skill Database Items, ADV-13-1, ADV-13-9, ODC-3-9

Split/Skill ECS Cross-Reference, ODC-3-36

Split/Skill Exception Administration window, ADM-8-12

split/skill exceptions
administering, ADM-8-11

Split/Skill Exceptions Database Items, ODC-3-160

Split/Skill Exceptions input window, ADM-8-39
split/skill exceptions report
example of, ADM-8-40
running, ADM-8-38
Split/Skill Folder object, VVI-6-30, VVI-6-39
Split/Skill Forecast MethodsForecast Methods
Overview, FST-1-6

Split/Skill Graphical ASA Daily Report, RPT-4-68

Report Description, ADV-7-12
Report Example, ADV-7-11

Things to Know for CentreVu Advocate, ADV-7-11

Split/Skill Graphical ASA Daily report, ADV-7-11
Split/Skill Graphical ASA Report, RPT-4-64

Split/Skill Graphical AUX Agents Report, RPT-3-73
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Split/Skill Graphical AUX Top Agents Book ID
Report, RPT-3-76 ADA
Split/Skill Graphical Average Positions Staffed
Report, RPT-4-66
Split/Skill Graphical Call Profile ADM
Report, RPT-3-79, RPT-4-70 ADV
Split/Skill Graphical EWT Report, RPT-3-83 BSA
Split/Skill Graphical Multi-ACD Service Level

Daily Report, ADV-8-12 CNG
Report Description, ADV-8-13 CST
Report Example, ADV-8-12 DIC
Things to Know for CentreVu

Advocate, ADV-8-12 DMS
Split/Skill Graphical Multi-ACD Service Level DSG
Report, RPT-4-73 EX|

Split/Skill Graphical Multi-ACD Service Level EXU
Report Input Fields, RPT-4-74

Split/Skill Graphical Queue Report, RPT-3-86 FST

Split/Skill Graphical Service Level HAC
Report, RPT-4-76

Split/Skill Graphical Status Report, RPT-3-95

Split/Skill Graphical Time Spent HAU
Report, RPT-4-80 oDC

Split/Skill Graphical Top Skill Status RPT
Report, RPT-3-99 SPI

Split/Skill icon, SPI-7-40

split/skill names WI

adding, ADM-3-49

changing, ADM-3-49

deleting, ADM-3-49

viewing, ADM-3-49
Split/Skill object, VVI-6-31, VVI-6-39
Split/Skill Outbound Report, RPT-4-83
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Split/Skill Report, ADA-27, RPT-3-130, RPT-4-37, RPT-4-86

Split/Skill Report Input Fields, RPT-4-59

Split/Skill report input fields, RPT-5-19

Split/Skill report selector window, RPT-5-19

Split/Skill Reports, RPT-3-58, RPT-4-57, RPT-5-17
Call Profile, ADV-3-8, ADV-5-9, ADV-8-8, RPT-3-62
Call Profile Report, RPT-4-61
Comparison, RPT-5-21
general information, RPT-3-59, RPT-4-58, RPT-5-18
Graphical Active Agents, RPT-3-65
Graphical Allocated Agents, RPT-3-69
Graphical ASA Daily Report, RPT-4-68
Graphical ASA Report, RPT-4-64
Graphical Average Positions Staffed Report, RPT-4-66
Graphical Call Profile Report, RPT-3-79, RPT-4-70
Graphical EWT Report, RPT-3-83
Graphical Multi-ACD Service Level Report, RPT-4-73
Graphical Queue Report, RPT-3-86
Graphical Service Level Report, RPT-4-76
Graphical Skill Overload, RPT-5-24
Graphical Skill Overload Report, RPT-3-89, RPT-4-78
Graphical Staffing Profile Report, RPT-3-91
Graphical Status Report, RPT-3-95
Graphical Time Spent Report, RPT-4-80
Graphical Top Skill Status Report, RPT-3-99
Graphical View, RPT-5-26
input fields, RPT-3-60, RPT-4-59
organization, RPT-3-58, RPT-4-58, RPT-5-18
Outbound Report, RPT-4-83
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Split/Skill Reports, (continued) Book ID Book Title

Report, RPT-4-86 " .
Reservel AUX Agents Report, RPT-3-104 ADA thizmﬁgifatlt?gnBOOk for Advanced

Reserve2 AUX Agents Report, RPT-3-108

Roadmap, RPT-3-58, RPT-4-57 ADM CMS R3V8 Administration

selector window, RPT-3-60, RPT-4-58 ADV Advocate R8 User Guide

gt”: ééﬁ?%%%ré}fzﬁilfl 4 BSA Little Instruction Book for Basic Admir.lisjtration
Skill Top Agent Report, RPT-3-120 CNG Lucent Call Center R8 Change Description
Split Status Report, RPT-3-125 CST CMS Custom Reports

Split/Skill Agent Status by Location DIC CMS Database Items and Calculations

Report, RPT-3-140 . .
Split/Skill by Location Report, RPT-3-134, DMS CMS Disk Mirrored Systems

RPT-4-90 DSG Report Designer User Guide
SplivSkill Graphical AUX Agents EXI Explorer Il Installation for NT

Report, RPT-3-73 .
Split/Skill Graphical Top AUX Agents EXU Explorer Il User Guide

Report, RPT-3-76 FST CMS Forecast
Split/Skill Report, RPT-3-130 HAC High Availalability Connectivity, Upgrade and
Split/Skill Top Agent Status Administration
Report, RPT-3-136 . . . .
Summary Report, RPT-4-95 HAU High Availalability User Guide N
VDN Report, RPT-5-30 OoDC CMS Open Database Connectivity
Split/Skill Reports selector window, RPT-3-60 RPT Supervisor V8 Reports
SpliSkill Reports, general SPI Supervisor Installation & Getting Started

information, RPT-3-59 . )
Split/Skill Reports, input fields, RPT-3-60 WiI Visual Vectors Installation
Split/Skill Reports, organization, RPT-3-58
Split/Skill Skill AUX Report, RPT-3-112
Split/Skill Skill Status Report, RPT-3-114
split/skill string values
changing, ADM-3-46
viewing, ADM-3-46
Split/Skill String Values input window, ADM-3-47
Split/Skill Summary Report, RPT-4-95
split/skill supervisors
permissions for, ADM-9-1
Split/Skill threshold settings, RPT-2-68
Split/Skill Thresholds, SPI-7-67
Split/Skill Top Agent Status Report, RPT-3-136
Split/Skills input window, ADM-3-50
SPLIT1, ODC-3-144, DIC-2-170
SPLIT2, ODC-3-144
SPLIT2 ... 3, DIC-2-170
SPLIT3, ODC-3-144
Splits/Skills, ADV-7-8, RPT-3-30, RPT-3-131
splits/skills
exceptions notification for, ADM-9-18
SQL, ADV-GL-19
SQL Data Sources dialog box, ODC-2-35
SQL Queries, DSG-7-2
SQL queries, ODC-1-1, ODC-2-2
SQL Server 7.0
installing, EXI-2-4
upgrading, EXI-3-2
SQL Server database
backing up, EXI-4-2
SQL WHERE criteria, DSG-7-8
st.conffile, DMS-43
Stacked, DSG-12-20
Stacked check box, SPI-7-34
STAFFED, ADV-9-10, ADV-10-8, RPT-3-26, RPT-3-34, RPT-3-123, RPT-3-133, RPT-5-22, RPT-5-27
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Staffed, RPT-3-34, RPT-3-123, RPT-3-133
STAFFED (real-time), DIC-2-170
Staffed Agent, ADV-GL-19, RPT-GL-24

Staffed Time, RPT-3-21, RPT-4-10, RPT-4-12,

RPT-4-21, RPT-4-24, RPT-4-28, RPT-4-40,
RPT-4-89, RPT-4-93
STANDARD, ODC-3-153, ODC-3-155
Standard Agents, ADV-GL-20
Standard Agents (active), RPT-3-71
Standard agents (active), ADV-9-10
Standard Agents (staffed), RPT-3-72
Standard agents (staffed), ADV-9-10

Standard CMS Items input window, ADM-3-53

Standard CMS Reports, DSG-3-11
standard configuration, DMS-78
Standard Dictionary Calculations, ADV-13-21,
DIC-2-228
Standard Dictionary Calculations., ADV-13-1
standard or user-defined queries
opening, EXU-6-2
using, EXU-6-4
Standard Reports, ADV-GL-20, RPT-GL-24
Start, RPT-4-50
Start button, SPI-6-8
Start menu, ADM-1-2
Start Time, DSG-6-7
Start Time (Interval), RPT-4-65
Start Time field, EXI-4-9
STARTED (real-time), DIC-2-171
Starting Interval, SPI-7-10
Starting Report Designer, DSG-4-2

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

STARTTIME, ODC-3-35, ODC-3-59, ODC-3-120, ODC-3-128, ODC-3-134, RPT-4-10, RPT-4-12,

RPT-4-15, RPT-4-30, RPT-4-38, RPT-4-165, RPT-4-169, DIC-2-171
State, RPT-3-8, RPT-3-11, RPT-3-14, RPT-3-18, RPT-3-53, RPT-3-97, RPT-3-102, RPT-3-118,

RPT-3-129, RPT-3-143, RPT-4-45
state database
definition, DMS-3
state database replicas, DMS-3
state database replicas
replacing, DMS-75
setup, DMS-75 to DMS-76
Station, ADV-GL-20, RPT-GL-25, DIC-1-11
Station form, BSA-56
STATUS, ODC-3-149
Status Bar, SPI-7-20, DSG-4-8
ACD Status Indicators, SPI-5-26
Connected to CMS Server, SPI-5-26
Current Date and Time, SPI-5-26
Exception Count, SPI-5-26
Login
Status Indicator, SPI-5-26
Not Connected to CMS Server, SP|-5-19
Status bar
definition of, VVI-6-3
status bar
Controller, BSA-8
status bar indicators, ADM-2-6
status bar messages, ADM-2-7
Status data, definition, ADV-13-3, DIC-1-3
Status field, EXI-4-9
status indicators, VVI-6-13
status messages, BSA-75
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Status Poll VDN field, ADA-99
Status Poll VDN/Vector, ADA-95
Status report, CST-1-6
Step 1
Access Row Search, CST-4-37
Access the Define Input Window, CST-4-2,
DSG-6-3
Access the Get Copy Window, CST-3-6
Access the Report Select
Window, CST-2-2
Access the Var/Time/Date
Window, CST-4-57
Define the Position and Length of a
Field, CST-4-13
Deine Position and Length, CST-4-28
Step 10
Save the Definition, CST-4-36
Step 2
Assign a Name to the Report, CST-2-3
Define Data Expression, CST-4-30
Define Display Type and
Format, CST-4-57
Define the Data Expression, CST-4-14
Enter a Report Name, CST-3-6
List the Report Input Variables, CST-4-38
Step 3
Define Calculation Names, CST-4-21,
CST-4-30
Enter a Field Prompt, CST-4-4
Enter a Report Description, CST-2-4
Enter a User ID, CST-3-7
Save the Var/Date/Time Field, CST-4-60
Select a Row Search ID, CST-4-39
Step 4
Define Bar Direction, CST-4-30

Define Number of Field Columns and Rows, CST-4-4

Define the User ID, CST-2-5
Justify Data in the Field, CST-4-21
Select a Report Type, CST-3-7
Select Tables, CST-4-39

Step 5
Define Access to the Report, CST-2-5
Define Bar Scale, CST-4-31
Define Field, CST-4-4
Select Rows in Table, CST-4-42
Verify the Report, CST-3-7

Step 6
Copy the Report, CST-3-7
Default Value for the Field, CST-4-5
Define Max Graph Value, CST-4-33

Define the Report as Real-Time or Historical, CST-2-6

Save the Field Definition, CST-4-27
Select a Field/Bar Type, CST-4-46
Step 7
Define First Threshold, CST-4-34
Save the Report Name, CST-2-7
Select a Sort Type, CST-4-48
Select Field Type, CST-4-5
Step 8
Associate and ACD with the Field, CST-4-8
Define Second Threshold, CST-4-34

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Book ID
ADA

Step 9
Normal or Reversed Thresholds, CST-4-35
Save a Variable Input Field, CST-4-9
Save Row Search, CST-4-51

Step Chart, DSG-12-20 ADM
Step One Completed window, EXI-2-10, ADV
EXI-3-8 BSA
Step2
Define Variable Name, CST-4-2 CNG
Steps to Create a New Report, DSG-4-11 CST
Steps to Edit an Existing Report, DSG-4-13 DIC
Stop, ADV-GL-20, RPT-4-50
stop, ADA-67, ADA-82 DMS
Stop Bits Setting, SPI-8-20 DSG
storage allocation, ADM-10-5 EXI
storage intervals, ADM-10-5, ADM-10-30, EXU
ADA-45
guidelines for, ADM-10-40 FST
setting, ADM-10-36 HAC
steps for, ADM-10-36
Storage Intervals window, ADM-10-37, HAU
ADA-45
storage space oDC
allocating, ADM-10-25 RPT
storage.def file, HAC-3-21 SPI
Store Data, CST-1-7, DSG-17-2 Wi

storing CentreVu CMS data, ADM-10-17
String, DSG-6-5
String-value Database Items, CST-6-31
Stroke Count, RPT-4-14
Stroke counts, RPT-3-24
stroke counts, BSA-49
definition, BSA-49
Stroke Tally, term description, EXU-A-44
Structured Query Language, ODC-1-5
Structured Query Language (SQL), ODC-1-1, ODC-2-2
submirrors, DMS-3
Subnet Mask field, EXI-A-5
Subsystem, ADV-GL-20, CST-P-7, RPT-GL-25
Subsystem, Definition, RPT-1-7
SUM, DSG-7-6
sum (TOTAL_ACDCALLS), RPT-4-93
sum(l_AUXTIME), RPT-4-94
sum(l_AVAILTIME), RPT-4-94
sum(l_OTHERTIME), RPT-4-94
sum(l_RINGTIME), RPT-4-93
sum(l_STAFFTIME), RPT-4-94
sum(TOTAL_I_ACD_TIME), RPT-4-93
sum(TOTAL_I_ACW_TIME), RPT-4-93
summarizing data, ADA-42
Summary Options, DSG-13-13
Summary Tab, DSG-13-13
Summary Options, DSG-13-13
Using, DSG-13-14
Sun, CNG-2-15
Sun Enterprise 3000, HAU-P-2
Sun Enterprise 3500, HAU-P-2
Sun Microsystems, Inc.Solaris
administering printers in, ADM-12-7
SunSwift, HAC-2-5
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Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
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Supervisor Installation & Getting Started
Visual Vectors Installation
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Supervisor Book ID Book Title
definition, DSG-1-1, DSG-6-1, DSG-7-1, ADA
DSG-8-1, DSG-9-1, DSG-10-1,
DSG-12-1, DSG-13-1, DSG-14-1,

Little Instruction Book for Advanced
Administration

DSG-15-1, DSG-18-1 ADM CMS R3V8 Administration
Error messages, CNG-2-9 ADV Advocate R8 User Guide
rceclﬁ' gﬁﬁ;:»l,e BSA Little Instruction Book for Basic Administration
Menhs, using, SPI-5-37 CNG Lucent Call Center R8 Change Description
Performance, SPI-1-14 CST CMS Custom Reports
Reliability/Availability, SP1-1-14 DIC CMS Database Items and Calculations
Reports, CNG-2-7 . .
Advocate, CNG-2-7 DMS CMS Disk Mirrored Systems
Security, SPI-1-14 DSG Report Designer User Guide
Selectg( Wintsig\llvi,lslPl-S-?»S to SPI-5-39  EXI Explorer Il Installation for NT
pgrading, -1- 8
Supervisor Administration, ADV-3-3, ADV-4-4, EXU Explorer Il User Guide
ADV-5-4, ADV-7-3, ADV-8-3, ADV-9-3 FST CMS Forecast
Add Agents to Skill, ADV-12-8 HAC High Availalability Connectivity, Upgrade and
Add Skills per Agent, ADV-12-3 Administration
A%%r{}éggmlstratlon, ADV-12-1, HAU High Availalability User Guide
Assign Direct Agent Skill, ADV-12-6 oDC CMS Open Database Connectivity
Assign Reserve Agents, ADV-12-5 RPT Supervisor V8 Reports
Assigning Reserve Agents, ADV-4-5 i 7 7
Call Center Administration, ADV-12.1, SPI Sgperwsor Installation & Getting Started
ADV-12-12 Wi Visual Vectors Installation
Change Agent Skills Dialog Box, ADV-3-3, ADV-5-4, ADV-6-4, ADV-7-3, ADV-8-3, ADV-9-4,
ADV-12-2

Copy/Paste Agent Skills, ADV-12-6
Delete Skills per Agentl, ADV-12-4
Move Agents Between Skills, ADV-12-10
Move Agents Between Skills Dialog Box, ADV-12-11
Multi-Agent Skill Change, ADV-7-6, ADV-8-5
Multi-Agent Skill Change Dialog Box, ADV-12-7
Options, ADV-6-6, ADV-9-5
Overview, ADV-12-1
Remove Agents from Skill, ADV-12-9
Review Agent Skills, ADV-12-3
Set Acceptable Service Levels, ADV-12-12
Split/Skill Call Profile Setup, ADV-3-5
Split/Skill Call Profile Setup Dialog Box, ADV-5-6, ADV-8-5, ADV-12-12
Supervisor Controller Toolbar, RPT-2-3
Supervisor Reports, DSG-3-11
Supervisor user interface
map of, ADM-2-20
Support, HAC-1-6
Supported Logins, ODC-2-2
Supported platforms, HAU-1-4, HAU-F-1
SVCLEVELCHG, ODC-3-35, ODC-3-114, RPT-4-62, RPT-4-72, RPT-4-148, RPT-4-156, RPT-4-159,
DIC-2-172
Switch, ADV-GL-20, RPT-GL-25
Link, HAC-3-24
TCP/IP, HAC-3-24
switch
features, ADM-10-44
release, ADM-10-43
type, ADM-10-43
Switch Administration, ADV-3-2, ADV-4-3, ADV-5-3, ADV-8-2, ADV-9-3, ADV-10-2
Customer Options, ADV-3-2, ADV-4-3, ADV-5-3, ADV-6-3, ADV-7-3, ADV-8-2, ADV-9-3, ADV-10-2
Features, ADV-5-3, ADV-6-3, ADV-7-3, ADV-8-3, ADV-9-3
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Switch Administration, (continued) Book ID Book Title
Hunt Group, ADV-3-2, ADV-4-3, ADV-5-3, ADA
ADV-6-3, ADV-7-3, ADV-8-3, ADV-9-3,

Little Instruction Book for Advanced
Administration

ADV-10-2 - _

Split/Skill Call Profile Setup ADM CMS R3V8 Administration

x\ﬁnflow, ADV-6-6 ADV Advocate R8 User Guide

switch information, viewing, ADA-47 ; ; ; s f
Switch Node field, ADA-99 BSA Little Instruction Book for Basic Admlr.nsjtratlon
switch setup, ADA-47 CNG Lucent Call Center R8 Change Description
switch setup data CST CMS Custom Reports

viewing, ADM-10-42 DIC CMS Database ltems and Calculations

switch setup values, ADM-10-42 . .
Switch Setup window, ADM-10-43, ADA-47 ~ DMS CMS Disk Mirrored Systems
switch time zone offset, ADA-45 DSG Report Designer User Guide

Switches EXI Explorer Il Installation for NT

support for High Availability, HAC-1-2 .
supported releases, HAC-2-1 EXU Explorer Il User Guide

switches, ADM-1-14 FST CMS Forecast
certified for CentreVu CMS, ADM-1-18 HAC High Availalability Connectivity, Upgrade and
Syn(SKSTATE), ADV-4-15, ADV-6-11 Administration
syn(SPLIT), RPT-4-36 : ) - .
Synchronization HAU High Availalability User Guide N
backup tapes, HAU-4-1 OoDC CMS Open Database Connectivity
data, HAU_Z_dZd RPT Supervisor V8 Reports
Main Menu additions, HAU-3-10 : . .
Synchronize PC and CMS Time at SPI Sgperwsor Installation & Getting Started
Login, SPI-7-74 VVI Visual Vectors Installation

synchronizing synonyms, EXI-4-21
Synonym Types, CST-4-24
Synonyms Database Items, ODC-3-152
synonyms table, ODC-3-8
system administration data, migrating, HAC-3-64
System Data Sources screen, ODC-2-27
System Graphical Maximum Delay Report, ADV-7-12, RPT-4-103
Report Description, ADV-7-13
Report Example, ADV-7-13
Things to Know for CentreVu Advocate, ADV-7-12
System Graphical Maximum Delay Report Input Fields, RPT-4-104
System Level Decisions, ADV-2-14
ACW Considered ldle?, ADV-2-14
Call Selection Measurement, ADV-2-14
Call Selection Override, ADV-2-14
MIA Across Skills?, ADV-2-14
Table, ADV-2-15
System Level Decisions Table, ADV-2-15
System Menu Box, SPI-5-18, DSG-4-10
System Multi-ACD by Split/Skill Report, RPT-4-107
System Multi-ACD by Split/Skill Report Input Fields, RPT-4-109
System Multi-ACD Report, RPT-4-113
System Multi-ACD Report Input Fields, RPT-4-114
System Multi-ACD Report Input Window, RPT-4-113
system performance, monitoring, EXI-5-8
System Report, RPT-4-118
System Reports, RPT-4-101
general information, RPT-4-102
Graphical Maximum Delay Report, RPT-4-103
Multi-ACD by Split/Skill Report, RPT-4-107
Multi-ACD Report, RPT-4-113
organization, RPT-4-101
Roadmap, RPT-4-101
selector window, RPT-4-102
System Report, RPT-4-118
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system requirements, EXI-1-15 Book ID  Book Title
S)I/?sFE(_err_nGSL?Sgp, ADV-GL-20, SPI-5-25, ADA Little Instruction Book for Advanced
System Setup Button, SPI-5-33 Admlnlstratlon_ ) )
System Setup selector window, ADM-2-6 ADM CMS R3V8 Administration
System Setup, Forecasting, FST-1-15 ADV Advocate R8 User Guide
System Tray Icon ; ; ; Lo :
Controlling the sort order, SPI-5-36 BSA Little Instruction Book for Basic Admlr.nsjtratlon
Turning on and off, SPI-5-36 CNG Lucent Call Center R8 Change Description
Using, SPI-5-36 CST CMS Custom Reports
system tray icon, ADM-2-9 DIC CMS Database Items and Calculations
— DMS CMS Disk Mirrored Systems
T DSG Report Designer User Guide
EXI Explorer Il Installation for NT
Tab, CST-3-2 EXU Explorer Il User Guide
Tab Folders FST CMS Forecast
Operations, SPI-5-38 HAC High Availalability Connectivity, Upgrade and
Reports, SPI-5-38 Administration
Table, DSG-4-7, DSG-4-9, DSG-7-4 HAU High Availalability User Guide
Definition, CST-1-7, DSG-17-2 ..
Exporting Data, SPI-7-16 OoDC CMS Open Database Connectivity
Formatting, SPI-7-17 RPT Supervisor V8 Reports
Sample, CST-1-8 SPI Supervisor Installation & Getting Started

Tab|S§ rAquS;EtI EgG_lo_z VVI Visual Vectors Installation
Select a query and associated database items for the grid, DSG-10-2
Select a table layout, DSG-10-3
Select an existing query for the Summary line on your table..., DSG-10-4

Table Format Options
General Tab, SPI-7-25
Sort Tab, SPI-7-26

Table Header, DSG-13-10

Table Names, ADV-13-7, ODC-3-7, DIC-1-13

Table Reports
Accessing Options Window, RPT-2-32
Formatting, RPT-2-32
General Tab, RPT-2-32
General Tab Parameters, RPT-2-33
Sort Tab, RPT-2-33
Using Sort Tab, RPT-2-34

Table-Level Permissions, ODC-2-2

Table-level permissions, ODC-1-1

Tables
Building, CST-6-4, DSG-18-15
Creating Custom, CST-6-1, DSG-18-13
Creating/Inserting, DSG-10-1

Select a query and associated database items for the table, DSG-10-2
Select a table layout, DSG-10-3
Select an existing query for the Summary line on your table..., DSG-10-4
for Calculation Names, CST-4-21, CST-4-30
Formatting, DSG-13-1
Data Tab, DSG-13-5
Using, DSG-13-5
Fonts Tab, DSG-13-6
Using, DSG-13-7
Format Tab, DSG-13-8
Using, DSG-13-9
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Book ID
ADA

Tables, (continued)
Formatting, (continued)
General Tab, DSG-13-3
Using, DSG-13-4

Headers Tab, DSG-13-10 ADM
Using, DSG-13-10 ADV
Sort Tab, DSG-13-11 BSA
Using, DSG-13-12 CNG
Summary_ Tab, DSG-13-13 CST
Using, DSG-13-14
Horizontal, DSG-13-3 DIC
Inserting, DSG-10-2 DMS
Placement in report, DSG-10-1 DSG
Selecting Rows from, CST-4-39 EX|
Vertical, DSG-13-3
TAGINRING, ADV-4-17, ADV-6-12, EXU
ADV-6-17, ADV-6-18, RPT-3-67, RPT-3-68, FST
RPT-3-93, RPT-3-102, DIC-2-173 HAC
talk time, ADA-52
TALKTIME, ODC-3-144, DIC-2-173
tape drives HAU
st.conf file, DMS-43 oDC
tape rotation, BSA-76 RPT
TASK_GRP, ODC-3-159
Tasks SPI
1. Define the name, access, type, CST-1-4 VVI
2. Access Screen Painter, CST-1-4
3. Copy existing report, CST-1-4
4. Edit the report, CST-1-4
5. Enter report text, CST-1-4
6. Define the report input window, CST-1-4
7. Define data fields and bars, CST-1-4
8. Select rows of da, CST-1-4

TAVAILABLE, RPT-3-101, DIC-2-173
TCP/IP, HAC-3-24, HAU-1-3
TDA_INACW, DIC-2-174
TDA _ONACD, DIC-2-174
Technical Service Center, CNG-ix, HAU-P-2
Technical Support, SPI-5-22, DSG-4-9
technical support, EXI-5-1, EXI-5-5
Technician Support, HAC-1-6
tempdb file, expanding, EXI-5-14
Template, ADA-5
Terminal
Creating profiles, SPI-8-14 to SPI-8-15
Definition, SPI-8-2
Exiting, SPI-8-8, SPI-8-11
Installing, SPI-8-4
Logging into CMS, SPI-8-6, SPI-8-7
Messages, SPI-8-23 to SPI-8-24
Error, SPI-8-23
Information, SP1-8-24
Opening, SPI-8-5
Profile menu, SPI1-8-6
Using, SPI-8-3, SPI-8-9
Window, SPI-8-9 to SPI-8-10
Application, SPI-8-10
Function keys, SPI-8-10
Menu bar, SPI-8-10
Title bar, SPI-8-10
terminal and PC log, BSA-85
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Terminal Emulator
help, BSA-12
Terminal Menu Bar
Connection Menu, SPI1-8-12, SPI-8-13
Edit Menu, SPI-8-12
Help Menu, SPI-8-13
Profile Menu, SPI1-8-10 to SPI-8-11
Terminal type prompt, SPI-8-7
terminals
approved for CentreVu CMS, ADM-1-19
troubleshooting, ADM-1-19
Terminology, ADV-1-1, CST-P-6, RPT-1-7,
DIC-1-6
Tertiary Split/Skill, ADV-GL-20, RPT-GL-25
Test button, DSG-7-10
Test Connectivity
Desktop Computer Client, ODC-2-35
Connect to a Data Source, ODC-2-35
Disconnect Form a Data
Source, ODC-2-36
ODBC Login dialog box, ODC-2-35
ODBC SDK 2.0 C++ Demo SQL Query
dialog box, ODC-2-35

ODBC SDK C++ Demo screen, ODC-2-35

Solaris Client, ODC-2-18
Possible Failure Causes, ODC-2-18
SQL Data Sources dialog box, ODC-2-35
Test Design Error Messages, CST-5-10
Testing a Report Design, CST-5-8
testing IP connectivity, EXI-1-24
Text, DSG-4-7, DSG-4-9
Creating/Inserting, DSG-11-1, DSG-11-2
Formatting, DSG-15-1, DSG-15-3
Text contents, DSG-15-2
Text font, DSG-15-2
Placement on report, DSG-11-1
Text Assistant, DSG-11-2
Text Boxes, Completing, SPI-5-42
Text Color
Default, CST-5-3
Specific Color, CST-5-3
Text contents, DSG-15-2
Text font, DSG-15-2
Text Format Options, DSG-15-2
Formatting, DSG-15-3
Text, Entering, CST-3-13
tgex, CST-4-41, DSG-18-8, DIC-1-15
tgex table, ODC-3-8
three-way mirror, DMS-3
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

THRESHOLD, ODC-3-158, ODC-3-160, ODC-3-162, ODC-3-163, ODC-3-165, ODC-3-167, DIC-2-174

Threshold, ADV-GL-20, RPT-GL-25
First, CST-4-34
Reversing Colors, CST-4-35
Second, CST-4-34
Threshold Colors Tab, SPI-7-76
Threshold Colors tab, ADM-2-10
Threshold highlight
overview, RPT-2-59
Threshold Highlights
Agent Thresholds, SPI-7-62
Caution Icon, SPI-5-36
Minimized, SPI-7-41
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Threshold Highlights, (continued) Book ID Book Title

Setting, SPI-7-56 ADA Little Instruction Book for Advanced
Settings, accessing, SPI-7-42 e

Split/Skill Thresholds, SPI-7-67

Supervisor icon, SPI-5-36 ADM CMS R3V8 Administration

VDN Thresholds, SPI-7-70 ADV Advocate R8 User Guide

Warning icon, SPI-5-36 BSA Little Instruction Book for Basic Administration
Threshold highlights o

agent threshold settings, RPT-2-65 CNG Lucent Call Center R8 Change Description

entities, RPT-2-59 CST CMS Custom Reports

fé‘;g:geh%_zs'gg DIC CMS Database Items and Calculations

set, RPT-2-60 DMS CMS Disk Mirrored Systems

setting, RPT-2-59 DSG Report Designer User Guide

split/skill threshold settings, RPT-2-68 EXI Explorer Il Installation for NT

threshold settings window, RPT-2-60

tips for setting, RPT-2-63 EXU Explorer Il User Guide

turn on and off, RPT-2-59 FST CMS Forecast

VDN threshold settings, RPT-2-71 HAC High Availalability Connectivity, Upgrade and
Threshold Settings, SPI-7-18 Administration

Highlighting, SPI-7-20 . . . .
Threshold Settings window, RPT-2-60 HAU High Availalability User Guide o
Threshold, Color, SPI-7-60 OoDC CMS Open Database Connectivity
Thresholds, ADV-1-7, ADV-2-7 RPT Supervisor V8 Reports

setting appropriate levels, ADV-2-10 SPI Supervisor Installation & Getting Started

when call selection override is . )

OFF, ADV-2-11 VVI Visual Vectors Installation

when call selection override is ON, ADV-2-10

thresholds

for each exception type, ADM-8-6
setting the limit for, ADM-8-6
TI_AUXTIME, ODC-3-59, RPT-3-21, RPT-4-12, RPT-4-28, RPT-4-89, RPT-5-8, RPT-5-14, DIC-2-175
TI_AUXTIMEO, ODC-3-59, RPT-5-8, DIC-2-176
TI_AUXTIME1-9, ODC-3-60, DIC-2-176
TI_AVAILTIME, ODC-3-60, RPT-3-20, RPT-4-12, RPT-4-17, RPT-4-28, RPT-5-8, RPT-5-14, DIC-2-177
TI_OTHERTIME, ODC-3-61, RPT-3-21, RPT-4-17, RPT-5-8, RPT-5-14, DIC-2-177
TlI_STAFFTIME, ODC-3-62, RPT-3-21, RPT-4-12, RPT-4-21, RPT-4-28, RPT-5-8, RPT-5-14,
DIC-2-178
Tick Marks, CST-4-31
TIME, ODC-3-158, ODC-3-161, ODC-3-162, ODC-3-163, ODC-3-165, DIC-2-178
Time, CST-4-57, CST-4-60, DSG-6-6, RPT-3-8, RPT-3-11, RPT-3-14, RPT-3-18, RPT-3-54, RPT-3-75,
RPT-3-78, RPT-3-97, RPT-3-102, RPT-3-105, RPT-3-109, RPT-3-119, RPT-3-129, RPT-3-143,
RPT-4-10, RPT-4-12, RPT-4-15, RPT-4-30, RPT-4-38, RPT-4-45, RPT-4-165, RPT-4-169
Time Format, ADV-GL-20, RPT-GL-26
Time Formats, CST-4-25, CST-4-58
time in vector exception, ADM-8-25
Time Report Run Field, DSG-9-7
Time Report Was Run, CST-4-58
Times, RPT-4-160
Times Held, term description, EXU-A-45
Timetable, ADV-GL-21, RPT-GL-26
timetable, ADA-30
accessing, BSA-25
action list, BSA-29
adding tasks, BSA-33
creating and scheduling, BSA-24
creating tasks, BSA-31
definition, BSA-24
field descriptions, BSA-27
finding an existing, BSA-32
input window, BSA-25
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timetable, (continued)
list all action item, BSA-25
scheduling, BSA-30
timetable input window, BSA-25
Timetables, HAU-2-1
changing server information, HAU-3-18
running on servers, HAU-3-17
timetables
adding tasks to, ADM-13-13
adding to CentreVu CMS, ADM-13-4,
ADM-13-7
and permissions, ADM-13-44
assigning tasks, ADM-13-44
available only through ASCII interface to
CentreVu CMS, ADM-13-1
backups, ADM-13-2
changing, ADM-13-2
changing tasks in, ADM-13-23
copying, ADM-13-9
copying tasks in, ADM-13-16
creating and scheduling, ADM-13-3
creating without scheduling, ADM-13-6
deleting, ADM-13-11
deleting tasks from, ADM-13-18
editing, ADM-13-12
editing globally, ADM-13-20
Get Contents window, ADM-13-12
listing all in database, ADM-13-25
permissions for, ADM-13-2
printing, ADM-13-43
saving, ADM-13-14
using Stop, ADM-13-44
using with system clock, ADM-13-26
Timetables, Forecasting, FST-1-15
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

TINACW, ADV-4-17, ADV-6-12, ADV-6-17, ADV-6-18, RPT-3-67, RPT-3-68, RPT-3-93, RPT-3-101,

DIC-2-179

TINAUX, ADV-4-16, ADV-6-12, RPT-3-78, RPT-3-93, RPT-3-101, DIC-2-179

TINAUXO, RPT-3-78, DIC-2-180

TINAUX1-9, RPT-3-78, RPT-3-103, DIC-2-180

Title Bar, DSG-4-10
Connected to CMS Server, SPI-5-23
Not Connected to CMS Server, SP|-5-18
Title bar
definition of, VVI-6-4
Title Bar, Terminal, SPI-8-10
Title Tab, SPI-7-35, DSG-12-18
Location, SPI-7-35, DSG-12-18
Using, DSG-12-18
Visible, SPI-7-35, DSG-12-18
TK_DIR, DIC-2-225
TK_PRI, DIC-2-225
TK_QTYPE, DIC-2-225

TKGRP, ODC-3-144, ODC-3-166, RPT-4-135, DIC-2-180

TKGRP (index), ODC-3-78, ODC-3-86
TKSTATE, DIC-2-225

TKSTATE (real-time), DIC-2-181

To a PC File, DSG-3-7

To Designer Category, DSG-3-4

TONACD, ADV-4-17, ADV-6-12, ADV-6-17, ADV-6-18, RPT-3-67, RPT-3-68, RPT-3-93, RPT-3-101,

DIC-2-182
TONACDAUXOUT, DIC-2-182
TONACDOUT, DIC-2-182
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TONACWIN, DIC-2-183 Book ID Book Title
TONACWOUT, DIC-2-183 ADA
TONAUXIN, DIC-2-183

TONAUXOUT, DIC-2-184

Little Instruction Book for Advanced
Administration

Toolbar ADM CMS R3V8 Administration
Buttons, SPI-5-24 t0 SPI-5-25 ADV Advocate R8 User Guide
Connected to CMS BSA Little Instruction Book for Basic Administration

Server, SPI-5-24 t0 SPI-5-25 .
Not Connected to CMS Server, SPI-5-19 CNG Lucent Call Center R8 Change Description

toolbar, ADM-2-5 CST CMS Custom Reports
Controller, BSA-8 DIC CMS Database Items and Calculations
definition of, VVI-6-4 . .
in Navigator, VVI-6-11 DMS CMS Disk errored Systems

Toolbar Action buttons, SPI-5-40 DSG Report Designer User Guide

toolbars EXI Explorer Il Installation for NT
Visual Vectors, VVI-6-15 EXU Expl U Guid

Tools Menu, SPI-5-21, SPI-5-32, SPI-7-18 xplorer li User uide
Add Button, SPI-5-33 FST CMS Forecast
Advanced, SPI-5-21, SPI-5-33 HAC High Availalability Connectivity, Upgrade and
Change Agent Splits/Skills, SPI-7-19 Administration
Drill-Down Reports, SPI-7-18 . . o .
Maintenance, SPI-5-33 HAU High Availalability User Guide N
Options, SPI-5-21, SPI-5-32 OoDC CMS Open Database Connectivity
Remove Button, SPI-5-33 RPT Supervisor V8 Reports
System Setup, SPI-5-33 ; ; ;
Threshold Settings, SPI-7-18 SPI Sgperwsor Installation & Getting Started
User Permissions, SPI-5-34 VVI Visual Vectors Installation

Tools menu, ADM-2-2, VVI-6-10

tooltip, BSA-8

tooltips
definition of, VVI-6-4

Top, RPT-3-84

Top Agents, ADV-GL-21

Top Agents (Active), RPT-3-93

Top Agents (AUX), RPT-3-93

Top Agents (Other), RPT-3-93

Top Agents Active Chart - “This Skill”, ADV-6-17

Top Agents Active chart Other Skills, RPT-3-67

Top Agents Active chartThis Skill, RPT-3-67

Top Agents Avail, RPT-3-39

Top Agents in ACW, RPT-3-39

Top Agents in AUX, RPT-3-39, RPT-3-78

Top Agents in Other, RPT-3-40

Top Agents on ACD Calls, RPT-3-39

Top Agents Ringing, RPT-3-39

Top Agents Staffed, ADV-6-16, ADV-10-8, RPT-3-40, RPT-3-66, RPT-3-101

Top Skill, ADV-2-6, ADV-2-30, ADV-10-5, RPT-3-18
Skill Level, ADV-2-6

top skill, ADM-6-11

top skill, changing, ADA-6

TOP_AVAUXTIME, DIC-2-237

TOP_AVAUXTIME_SUM, DIC-2-237

TOPCALLS, ODC-3-35, DIC-2-184

Topics, Help, SPI-1-8

TOPSKILL, ADV-9-16, ADV-10-5, ADV-13-17, RPT-5-8, DIC-2-184

TOT_I_ACDACW_SUM, DIC-2-237

TOT_I_ACDHOLD_SUM, DIC-2-238

TOT_PERCENTS, ADV-13-15, DIC-2-185

Total ACD Calls, RPT-4-93

Total ACD Time, RPT-4-93

Total ACW Time, RPT-4-93

Total Agent AUX Time, RPT-4-94
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Total Agent Avail Time, RPT-4-94

Total Agent Other Time, RPT-4-94

Total Agent Ring Time, RPT-4-93

Total Agent Staffed Time, RPT-4-94

Total Agents Active, RPT-3-71

Total agents active, ADV-9-9

Total AUX Time, RPT-4-10

Total Avg ACD Time, RPT-4-93

Total Avg ACW Time, RPT-4-93

Total Calls Abandoned, ADV-3-11, RPT-3-64

Total Calls Answered, ADV-3-10, RPT-3-64

Total Hold Time, RPT-4-39

TOTAL_ACDCALLS, RPT-3-26, RPT-4-12,
RPT-4-26, DIC-2-238

TOTAL_ACDTIME, RPT-4-26, DIC-2-238

TOTAL_ACWTIME, RPT-4-26, DIC-2-238

TOTAL_I_ACDACW, DIC-2-238

TOTAL_|_ACDHOLD, DIC-2-238

TOTAL_| ACDTIME, RPT-4-12, RPT-4-15,
RPT-4-21, DIC-2-238

TOTAL_| ACWTIME, RPT-4-12, RPT-4-21,
DIC-2-238

TOTHER, ADV-4-16, ADV-6-12, ADV-6-18,
RPT-3-67, RPT-3-93, RPT-3-102, DIC-2-185

trace vdn, ADA-68

tracing an agent’s call activity, ADA-17

tracking call activity, BSA-49

Tracking of Times/Duration, DIC-1-29

trademarks, CNG-vi

training, ADM-1-21

upgrade, ADM-1-23
training courses, ADA-iii
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Trans Out, RPT-4-32, RPT-4-39, RPT-4-40, RPT-4-46, RPT-4-89

transaction log, clearing, EXI-5-13
Transfer Tracking, DIC-1-23

TRANSFERRED, ODC-3-35, ODC-3-62, ODC-3-78, ODC-3-114, ODC-3-129, ODC-3-144, RPT-4-32,

RPT-4-39, RPT-4-89, DIC-2-186
Transferred and Conferenced Calls, DIC-1-21
Transferred Call, term description, EXU-A-46
transferring call history data, EXI-1-11
translations, ADM-11-6
Treat All Agents the Same, ADV-2-25
Treat Some Agents Differently, ADV-2-25
TRENDBASE, ODC-3-132, DIC-2-187
TRKGRP, ODC-3-162

Troubleshooting, ODC-2-37, SPI-9-1, DSG-16-1, HAU-E-1

Client Trace, ODC-2-38

Installing CentreVu Supervisor, SPI-9-11

Networking Software Operation, SPI-9-13
OCX and DLL Incompatibilities, SPI-9-11
OpenLink Error Messages, ODC-2-38

Preserving CentreVu Supervisor User Profiles, SPI-9-12

Resolving TCP/IP Host Name, SPI-9-12
Secondary System Password, SPI-9-14

Serial/Modem Connections Problems, SP|-9-13

Server Inicheck Utility, ODC-2-38

Server Log File, ODC-2-37

Windows Swap Files, SPI-9-11
troubleshooting tips, EXI-5-6
troubleshooting, ELAI, ADA-90

Trunk, ADV-GL-21, DSG-6-6, RPT-4-135, RPT-GL-26

Trunk Capacities, CNG-1-3, CNG-2-3
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Trunk Database Items, ODC-3-81
Trunk ECS Cross-Reference, ODC-3-87
Trunk Failures, RPT-4-136
Trunk Group, ADV-GL-21, RPT-GL-26
Trunk group, DSG-6-6
trunk group, ADM-2-16
Trunk Group Access, BSA-18
trunk group access permissions
assigning, ADM-9-20
changing, ADM-9-20
deleting, ADM-9-20
viewing, ADM-9-20
Trunk Group Access window, ADM-9-20

Trunk Group Assign input window, ADM-7-11

trunk group assignments, BSA-80
viewing, ADM-7-11
Trunk Group Capacities, CNG-1-3, CNG-2-3
Trunk Group Database Items, ODC-3-67
Trunk Group ECS
Cross-Reference, ODC-3-79
Trunk Group Exception Administration
window, ADM-8-16
trunk group exceptions
administering, ADM-8-16
Trunk Group Exceptions Database
Items, ODC-3-161
Trunk Group Exceptions input
window, ADM-8-42
trunk group exceptions report
example of, ADM-8-43
running, ADM-8-41

Trunk Group Folder object, VVI-6-31, VVI-6-40

trunk group members, ADA-28, BSA-80

Trunk Group Members input window, ADM-7-13

Trunk Group Members Report, ADA-28
trunk group members report
example of, ADM-7-14
running, ADM-7-13
Trunk Group Name, RPT-4-135
trunk group names
adding, ADM-3-54
changing, ADM-3-54
deleting, ADM-3-54
viewing, ADM-3-54
Trunk Group object, VVI-6-31, VVI-6-40
Trunk Group Profile Administration
Start-Up Tasks, FST-1-9, FST-2-1
System Prerequisites, FST-2-25
Trunk Group Profile Window, FEST-2-26
Trunk Group Profiles Administration
Definition, FST-GL-5
Trunk Group Report, RPT-3-144, RPT-4-134
Trunk Group Reports
General Information, RPT-3-144
Input Fields, RPT-3-144
Selector Window, RPT-3-144
Trunk Group Report, RPT-3-144

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Trunk Group Summary by Interval Report, ADA-71

Trunk Group Summary Report, RPT-4-137

Trunk Group Used, term description, EXU-A-47
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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trunk groups Book ID
administering exceptions for, ADM-8-16 ADA
DID, ADM-7-11

Trunk Groups input window, ADM-3-54

Trunk icon, SPI-7-40 ADM

Trunk ID numbers, CNG-1-8 ADV

Trunk measurement, CNG-1-12, CNG-2-14 BSA
IP, CNG-1-13

Trunk No Answer Timeout (G3V2 and CNG
later), DIC-1-29 CST
Trunk Performance Report DIC
Algorithm, EST-6-19
Definition, FST-5-1 DMS
System Prerequisites, FST-5-3 DSG

Trunk Performance Input Window, FST-5-4 Ex|
Trunk Performance Report

Description, FST-5-7 EXU
Trunk Performance Report FST
Example, EST-5-6 HAC
Trunk Report, RPT-4-131
Trunk state, DSG-6-6
trunk string values HAU
changing, ADM-3-56 oDC
default names, ADM-3-57 RPT
viewing, ADM-3-56 SPI
Trunk String Values input window, ADM-3-57
Trunk/Trunk Group Busy Hour WI

Report, RPT-4-128
Trunk/Trunk Group Report Input Fields, RPT-4-126
Trunk/Trunk Group Reports, RPT-4-124
Busy Hour Report, RPT-4-128
general information, RPT-4-125
organization, RPT-4-124
Roadmap, RPT-4-124
selector window, RPT-4-125
Trunk Group Report, RPT-4-134
Trunk Group Summary Report, RPT-4-137
Trunk Report, RPT-4-131
TRUNKS, ODC-3-78, DIC-2-187
Trunks Required Report
Algorithm, FST-6-17
Guidelines, FST-4-8
System Prerequisites, FST-4-9
Trunks Required Input Window, FST-4-9
Trunks Required Report Description, FST-4-11
Trunks Required Report Example, FST-4-11
TSC, ADV-GL-21, HAU-P-2
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

TSTAFFED, ADV-6-16, ADV-10-8, RPT-3-66, RPT-3-101, DIC-2-187

turning data collection off and on, ADA-36
two-way mirror, DMS-3
Type, CST-2-2, DSG-6-10
TYPE (real-time), DIC-2-188
Type of Install, SPI-2-12, SPI-3-15
Type of Location, SPI-2-7, SPI-3-5
Type Tab, SPI-7-33, DSG-12-20
% AXxis, SPI-7-34, DSG-12-21
2D vs. 3D, SPI-7-33, DSG-12-20
Chart Type, SPI-7-33, DSG-12-20
Stacked, SPI-7-34, DSG-12-20
Using, DSG-12-21
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— Book ID Book Title
U ADA Little Instruction Book for Advanced
Administration
UCD, ADV-GL-21 ADM CMS R3V8 Administration
UCD-LOA, ADV-2-3, ADV-2-23, ADV-2-25, ADV Advocate R8 User Guide
ﬁg&g‘gg’ ﬁgﬁ'ég' ﬁg&g‘ggi ADV-2-34, BSA Little Instruction Book for Basic Administration
descripfion, ADA-93 CNG Lucent Call Center R8 Change Description
example, ADA-128 CST CMS Custom Reports
UCD-MZIAZ, ADV-2-3, ADV-2-23, ADV-2-25, DIC CMS Database Items and Calculations
ADV-2-27 . .
Administration, ADV-1-12 DMS CMS Disk errored Systems
Description, ADV-1-12 DSG Report Designer User Guide
description, ADA-93 EXI Explorer Il Installation for NT
example, ADA-130 ;
UCID, ODC-3-129, ODC-3-144, DIC-2-188 EXU Sqporer I User Suiet
Ultra5, HAU-P-2 FST CMS Forecast
unconditional branching, ADA-55 HAC High Availalability Connectivity, Upgrade and
Underline, CST-5-3 _ Administration
Understandlng_Agent Selection, ADV-2-3 HAU High Availalability User Guide
ACW Considered Idle, ADV-2-6 ..
Agent Call Handling Table, ADV-2-4 OoDC CMS O.pen Database Connectivity
Considerations, ADV-2-5 RPT Supervisor V8 Reports
Direct Agent Calls, ADV-2-6 SPI Supervisor Installation & Getting Started
Expert Agent Distribution (EAD), ADV-2-3 Wi Vi | Vect Installati
Least Occupied Agent (LOA), ADV-2-3 LR VIEBIOLS Il B

MIA Across Splits/Skills, ADV-2-5
Service Level Supervisor, ADV-2-7
Call Selection Override, ADV-2-8
Call Selection Override OFF, ADV-2-9
Call Selection Override ON, ADV-2-8
reserve agent activation, ADV-2-8
result of call selection override, ADV-2-11
setting appropriate threshold levels, ADV-2-10
thresholds, ADV-2-7
Top Skill, ADV-2-6
Uniform Call Distribution (UCD), ADV-2-3
Understanding Call and Agent Selection
Call Center Example, ADV-2-23
Understanding Call Selection, ADV-1-2, ADV-2-2
Undo Align Controls, DSG-4-5
Undo Cut/Delete, DSG-4-5
Uniform Call Distribution - Least Occupied Agent (UCD-LOA), ADA-93
Uniform Call Distribution - Most Idle Agent (UCD-MIA), ADA-93
Uniform Call Distribution (UCD), ADV-2-3, ADV-GL-21, RPT-GL-26
Uninstalling CentreVu Agent
Using the Add/Remove Programs Wizard, VVI-5-2
Uninstalling CentreVu Supervisor, SPI-4-1 to SPI-4-4, VVI-5-1 to VVI-5-3
What is Removed, SPI-4-1, VVI-5-1
Universal Call ID, term description, EXU-A-48
Universal Call Identifier (UCID), ADV-GL-21, RPT-GL-26, DIC-1-12
UNIX System, ADV-GL-22
UNKNOWN, ADM-3-47, ADM-3-58, ADV-GL-22, RPT-GL-26
unscheduled, HAU-4-1
UNSTAF, ADV-GL-22, RPT-GL-26
Up, CST-3-2
Update Rate in Seconds, DSG-6-6
Updating
Agent Skills, HAU-3-2
Call Work Codes, HAU-3-2
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Upgrade, ADV-GL-22
Upgrades

base load, HAU-3-1
upgrading

and increasing system capacity, DMS-12

Explorer Il, EXI-3-3
SQL Server 7.0, EXI-3-2
to disk mirroring, DMS-11 to DMS-27
Upgrading Supervisor, SPI-1-11
Use an Agent Tamplate, ADV-12-6
Use of Document, CST-P-2
Use of This Document, CST-P-1, FST-P-2
Use Sound, SPI-7-74
Use Tooltips, SPI-7-74
USE_SVC_OBJ, ADV-13-17, DIC-2-188
User Agent field, EXI-4-6
user data
assigning, ADM-9-3
User field, EXI-4-6
User ID, ADV-GL-22, CST-2-5, CST-3-7,
RPT-GL-26
Defining, CST-2-5
user ID, BSA-4
assigning, BSA-13
user interface
includes, EXU-1-16
mainscreen, EXU-1-19
Navigator frame, EXU-1-20
splash screen frame, EXU-1-20
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

User Permissions, ADV-GL-22, SPI-5-25, DSG-4-2, RPT-GL-27

user permissions, BSA-16
administrator, BSA-16
CMS, BSA-8
normal user, BSA-16
User Permissions Button, SPI-5-34
user permissions records, BSA-81

User Permissions selector window, ADM-2-5, ADM-2-6, ADM-9-3

User Permissions User Data window, ADM-9-4

User Permissions, Forecast, FST-1-14
User Window, ADV-GL-22
user window count, BSA-14
user-defined queries
setting as standard, EXU-6-5
setting up, EXU-5-12
Uses for ODBC data, ODC-1-6
Using the 3D Effects Tab, DSG-12-24
Using the Axis Tab, DSG-12-7
Using the Data Labels Tab, DSG-12-12
Using the Data Tab, DSG-12-9, DSG-13-5

Using the Field Format Options Window, DSG-14-4

Using the Fonts Tab, DSG-12-13, DSG-13-7
Using the Format Tab, DSG-13-9

Using the General Tab, DSG-12-4, DSG-13-4

Using the Headers Tab, DSG-13-10
Using the Legend Tab, DSG-12-16
Using the Series Labels Tab, DSG-12-17
Using the Sort Tab, DSG-13-12

Using the Summary Tab, DSG-13-14
Using the Title Tab, DSG-12-18

Using the Type Tab, DSG-12-21

Using This Document, DSG-1-4

UUIl increase, CNG-1-8
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— Book ID
AV ADA
V, CST-4-28 ADM
v, CST-4-12 ADV
VALUE, ODC-3-151, ODC-3-153 BSA
Value, DSG-12-12 CNG
Value, data point label, SPI-7-38
Variable, CST-4-57, CST-4-60 CST
Variable Name, CST-4-44, DSG-18-3 DIC
ACD, CST-4-8
Defining, CST-4-2 DMS
Variable/Time/Date, CST-4-57 DSG
VDISCCALLS, ODC-3-97, ODC-3-114, EXI
DIC-2-189 EXU
VDN, ADV-5-19, ADA-54, ODC-3-78,
ODC-3-164, ODC-3-166, DSG-6-6, FST
RPT-3-119, RPT-3-129, RPT-3-153, HAC
RPT-3-157, RPT-3-160, RPT-3-162,
RPT-4-146, RPT-4-148, RPT-4-153, HAU
RPT-4-155, RPT-4-159, RPT-4-162,
RPT-4-165, RPT-4-169, RPT-5-34, oDC
RPT-GL-27, DIC-2-189 RPT
assignments, ADA-30 SP|
busy hour report, ADA-71 Wi

description, ADA-54
historical report, ADA-70
interflow, ADA-95
multi-ACD Call Flow Report, ADA-71
primary, ADA-94
service observe, ADA-69
skill preferences, changing, ADA-24
status poll, ADA-95
VDN (index), ODC-3-115
VDN Access, BSA-18
VDN access permissions
assigning, ADM-9-25
changing, ADM-9-25
deleting, ADM-9-25
viewing, ADM-9-25
VDN Access window, ADM-9-25
VDN Activity, ADA-71
VDN Assignment
definition of, VVI-6-4
VDN assignments, BSA-80
VDN Assignments input window, ADM-7-17
VDN Busy Hour Report, RPT-4-145
VDN Busy/Abandon/Disconnect Report
Report Example, ADV-5-18
Things to Know for CentreVu Advocate, ADV-5-18
VDN call profile
report, ADM-7-22
VDN Call Profile Administration, HAU-3-21
VDN Call Profile Report, ADA-27, RPT-3-152, RPT-4-147
Acceptable service level, RPT-3-152
Caution, RPT-4-147
Service level increments, RPT-3-152
VDN Call Profile Setup input window, ADM-7-20
VDN call profiles
adding, ADM-7-19, ADM-7-21
changing, ADM-7-19, ADM-7-21
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation



Lucent Call Center Release 8 Master Index June 2000
129

VDN call profiles, (continued) Book ID Book Title

copying, ADM-7-21 . .

deléting, ADM-7-19, ADM-7-21 ADA thg\% In_st_rl:cnt(_)n Book for Advanced
VDN Calls, ADA-58 G
VDN Calls-Counted, ADV-GL-22, RPT-GL-27 ADM CMS R3V8 Administration

VDN Database Items, ODC-3-99 ADV Advocate R8 User Guide
VDN ECS Cross-Reference, ODC-3-115 BSA Little Instruction Book for Basic Administration
VDN Exception Administration o
window, ADM-8-21 CNG Lucent Call Center R8 Change Description
VDN exceptions CST CMS Custom Reports
administering, ADM-8-20 DIC CMS Database Items and Calculations

detection, ADM-8-25 . .
VDN Exceptions Database Items, ODC-3-163 DMS CMS Disk errored Systems
VDN Exceptions input window, ADM-8-45 DSG Report Designer User Guide

VDN Exceptions report EXI Explorer Il Installation for NT
example of, ADM-8-46

VDN exceptions report EXU Explorer Il User Guide

running, ADM-8-44 FST CMS Forecast
VDN Folder object, VVI-6-33, VVI-6-42 HAC High Availalability Connectivity, Upgrade and
VDN Graphical Busy/Abandon/Disconnect Administration

Comparison Report, RPT-4-151

VDN Graphical Busy/Abandon/Disconnect HAU High Availalability User Guide

Report, ADV-5-18 oDC CMS Open Database Connectivity
Report Description, ADV-5-18 RPT Supervisor V8 Reports
VDN Graphical Call Handling SPI Supervisor Installation & Getting Started

Report, RPT-5-33 ) )
VDN Graphical Call Profile VVI Visual Vectors Installation
Report, RPT-3-156, RPT-4-154
VDN Graphical Service Level Report, RPT-4-158
VDN icon, SPI-7-40
VDN Interflow, RPT-4-163
VDN Multi-ACD Flow Report, RPT-4-161
VDN Name, RPT-3-8, RPT-3-11, RPT-4-146, RPT-4-162, RPT-4-165
VDN names
adding, ADM-3-60
changing, ADM-3-60
deleting, ADM-3-60
viewing, ADM-3-60
VDN object, VVI-6-33, VVI-6-42
VDN of Origin Announcement (VOA), ADV-GL-22, RPT-GL-27
VDN Report, ADV-3-19, ADV-4-24, RPT-3-161, RPT-4-164
VDN Report Input Fields, RPT-4-144
VDN Report input fields, RPT-5-32
VDN Report selector window, RPT-5-31
VDN Reports, RPT-3-148, RPT-4-141
Busy Hour Report, RPT-4-145
Call Profile Report, RPT-4-147
General Information, RPT-3-148
general information, RPT-4-142
Graphical Busy/Abandon/Disconnect Comparison Report, RPT-4-151
Graphical Call Handling, RPT-5-33
Graphical Call Profile Report, RPT-4-154
Graphical Service Level Report, RPT-4-158
Input Fields, RPT-3-148
Multi-ACD Flow Report, RPT-4-161
organization, RPT-4-141
Report, RPT-4-164
Roadmap, RPT-3-148, RPT-4-141
Selector Window, RPT-3-148
selector window, RPT-4-143
Skill Preference Report, RPT-4-168
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VDN Reports, (continued)
VDN Call Profile Report, RPT-3-152
VDN Graphical Call Profile
Report, RPT-3-156
VDN Report, RPT-3-161
VDN Skill Preference Report, RPT-3-159
VDN Skill Preference, ADV-GL-22,
RPT-GL-27
VDN Skill Preference Report, RPT-3-159,
RPT-4-168
VDN skill preferences, BSA-80
changing, ADM-7-6
VDN threshold settings, RPT-2-71
VDN Thresholds, SPI-7-70
vdnex, CST-4-41, DSG-18-8, DIC-1-15
vdnex table, ODC-3-8
VDNs input window, ADM-3-61
VDN-to-vector assignments
changing, ADM-7-16
vecex, CST-4-41, DSG-18-8, DIC-1-15
vecex table, ODC-3-8
VECTOR, ODC-3-78, ODC-3-164,
ODC-3-165, RPT-3-166, RPT-4-165,
RPT-4-169, DIC-2-190
Vector, ADV-GL-22, DSG-6-6, RPT-3-166,
RPT-4-165, RPT-4-169, RPT-GL-27
vector, ADM-2-16, ADA-54
BSR commands, ADA-103
call acceptance commands, ADA-80
call denial commands, ADA-81
commands, ADA-66
configurations, ADA-32
inflow, ADA-79
interflow, ADA-95
list changes, ADA-69
maintenance, ADA-68
number, ADM-7-23
outflow, ADA-78
primary, ADA-94
reports, ADA-69, ADA-70
samples, ADA-104
status poll, ADA-95
step, ADM-7-23
trace call flow, ADA-68
tracking events, ADA-68
VECTOR (index), ODC-3-97, ODC-3-115
Vector Access, BSA-18
vector access permissions
assigning, ADM-9-23
changing, ADM-9-23
deleting, ADM-9-23
viewing, ADM-9-23
Vector Access window, ADM-9-23
vector configuration, BSA-80
Vector Configuration Report, ADA-32
vector configuration reports
running, ADM-7-23
Vector Contents window, ADA-64
Vector Database Items, ODC-3-88
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Vector Directory Number (VDN), ADV-GL-22, ADA-54, RPT-GL-28

Vector Directory Number form, ADA-94

Vector Disconnect Timer (G3V2 and later), DIC-1-30
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Vector ECS Cross-Reference, ODC-3-98
Vector Editor, ADA-64
definition of, VVI-6-4
vector events, ADA-68
Vector Exception Administration
window, ADM-8-26
vector exceptions, ADM-8-47
administering, ADM-8-26
Vector Exceptions Database
ltems, ODC-3-164
Vector Exceptions input window, ADM-8-48
vector exceptions report
example of, ADM-8-49
running, ADM-8-47
Vector Flow In, RPT-3-167
Vector Flow Out, RPT-3-167
Vector Folder object, VVI-6-32, VVI-6-41
Vector icon, SPI-7-40
Vector input window, ADM-7-23
vector names
adding, ADM-3-63
changing, ADM-3-63
deleting, ADM-3-63
viewing, ADM-3-63
Vector object, VVI-6-32, VVI-6-41
Vector Report, RPT-3-164, RPT-4-172,
RPT-4-175
General Information, RPT-3-164
general information, RPT-4-173
Input Fields, RPT-3-164
organization, RPT-4-172

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Roadmap, RPT-3-164, RPT-3-168, RPT-4-172

Selector Window, RPT-3-164
selector window, RPT-4-173
Vector Report Input Fields, RPT-4-174
vector,call, ADA-54
vector.def file, HAC-3-21
Vectoring (Prompting), BSA-55
Vectoring Capacities, CNG-1-2, CNG-2-2
vectoring, call, ADA-50
vectors, ADA-54
create, BSA-18
edit, BSA-18
writing, ADA-64
writing, BSR, ADA-106
Vectors input window (Dictionary), ADM-3-63
Verify a Report, CST-3-7
Vertical, DSG-13-3
vistab file, DMS-23, DMS-24
vistab file
printing, DMS-41
View Installed ODBC Drivers, ODC-2-27
View License option, EXI-4-9
View Log File option, EXI-4-7
View Log File window, EXI-4-7
View menu, VVI-6-14
viewing
agent skill, ADA-2
free space, ADA-44
storage intervals, ADA-45
switch information, ADA-47
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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viewing, (continued)
trunk group members, ADA-28
vector configurations, ADA-32
Viewing Distance, SPI-7-31, DSG-12-23
Viewing or Changing a Report's
Properties, DSG-3-3
viewing results, Explorer Classic, EXU-3-8
Viewing the Input Window, DSG-6-15
Visible, DSG-12-15, DSG-12-18, DSG-14-2
Visible check box, SPI-7-35, SPI-7-36
Visual Vectors, CNG-2-16, HAU-3-22, BSA-18
Error messages, CNG-2-9
Visual Vectors window
definition of, VVI-6-2
Voice Terminal, ADV-GL-23, RPT-GL-28

\%Y

w_secs table, ODC-3-8
wagent, ADV-13-7, CST-4-40, DSG-18-7,
DIC-1-14
wagent table, ODC-3-7
Wait Answer Supervision Timer
(WAST), DIC-1-30
wait-time, ADA-67, ADA-81
wait-time hearing i-silent, ADA-81
WARNING
login, BSA-5
Warning Condition, ADV-GL-23
Warning Icon, SPI-5-36
Warning Threshold icons, SPI-7-41
warnings,data storage, ADA-38
wecwe, CST-4-41, DSG-18-7, DIC-1-15
wcwc table, ODC-3-8
web access to support, BSA-xxii
web site

Book ID
ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Lucent Customer Self-Service Center, BSA-xix

web sites, BSA-95
case status, ADA-155
electronic library, ADA-155
frequently asked questions, ADA-155

Lucent Customer Self-Service center, ADA-xviii

self service center, ADA-155
software downloads, ADA-155
troubleshooting, ADA-155
Week, RPT-4-10
week start day, ADA-45
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Book Title

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration

Lucent Call Center R8 Change Description

CMS Custom Reports

CMS Database Items and Calculations

CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

Week Starting, RPT-4-12, RPT-4-15, RPT-4-21, RPT-4-30, RPT-4-38, RPT-4-40, RPT-4-62, RPT-4-87,

RPT-4-148

Week starting, RPT-4-120, RPT-4-135, RPT-4-162, RPT-4-165, RPT-4-169

week stop day, ADA-46

Weekly Data, ADV-GL-23, CST-P-7, RPT-GL-28

weekly data, ADA-43

Weekly Data, Definition, RPT-1-7
Weekly Reports, RPT-4-3

Welcome window, EXI|-2-5, EXI-3-3
What is a Custom Report, CST-1-2
What Is a Custom Report?, CST-1-2

What the X's, V's, and H's Mean in a Bar, CST-4-28
What the Xx's, v's, and h’'s Mean in a Field, CST-4-12
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WHERE box, DSG-7-10
WHERE clause, DSG-7-8, DSG-7-11
Width to Height, SPI-7-31, DSG-12-24
Wildcard Searches, CST-6-30, CST-6-31
Window
Add Highlights, CST-5-2
Bar, CST-4-29
Define Input, CST-4-1, DSG-6-2
Define Input: Order, CST-4-10
Field, CST-4-13
Field Descriptions, FST-2-17
Report Select, CST-2-2
Row Search, CST-4-37
Sample Test Design Input, CST-5-9
Screen Painter, CST-3-1
Screen Painter Get Copy, CST-3-6
Var/Time/Date, CST-4-57
window
Activate Agents Trace, ADA-17
Call Profile Setup, ADA-26
Call Work Codes, ADA-22
Change Agents Skills, ADA-4
Change Extension Split
Assighments, ADA-12
Change VDN Skill Preferences, ADA-24
CMS State, ADA-34
Data Collection, ADA-34, ADA-36
Data Storage Allocation, ADA-38
Data Summarizing, ADA-42
Free Space Allocation, ADA-44
List Agents Traced, ADA-19
Move Extensions Between Splits, ADA-15
Multi-Agent Skill Change, ADA-9
Select Agent/Template, ADA-5
Storage Intervals, ADA-45
Switch Setup, ADA-47
System Setup, ADA-33
VDN Assignments, ADA-30
Vector Contents, ADA-64
Window Count, ADV-GL-23
Window menu, VVI-6-10
Windows
Closing, SPI-5-47
Deleting items, SPI-6-15
Input definitions, SPI-5-40
maximizing, SPI-7-51
minimizing, SPI-7-51
Report Select, CST-2-2
Resize, SPI-7-51
Resizing, SPI-7-51
windows
CentreVu Framework, VVI-6-6
input windows, VVI-6-19
menu bar, VVI-6-7, VVI-6-13
menus in, VVI-6-15
property, VVI-6-23
status bar, VVI-6-7
toolbar, VVI-6-6
toolbars in, VVI-6-15
using Visual Vectors, VVI-6-15
window controls, VVI-6-6

June 2000
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Book ID Book Title

ADA

ADM
ADV
BSA
CNG
CST
DIC
DMS
DSG
EXI
EXU
FST
HAC

HAU
OoDC
RPT
SPI
VVI

Windows 95, NT 4.0 ODBC Installation, ODC-2-21

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation
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Windows NT 3.51 ODBC

Windows NT Server, connecting, EXI-A-1
Windows Swap Files, SPI-9-11

Within an Organization ADM
Skill Level Decisions, ADV-2-20 ADV
WMODE_SEQ, ODC-3-129, RPT-4-45, BSA
DIC-2-191
work modes CNG
default names for, ADM-3-17 CST
WORKCODE, ODC-3-129, DIC-2-191 DIC
WORKMODE, ODC-3-129, RPT-3-97,
RPT-3-118, RPT-3-129, RPT-3-141, DMS
RPT-3-142, RPT-4-45, DIC-2-192, DSG
DIC-2-226 EX|

WORKSKILL, ADV-6-21, ADV-6-24,

ADV-9-15. RPT-3-102, RPT-3-143, RPT-5-8, EXY

RPT-5-14 FST
WORKSKILL (real-time), DIC-2-192 HAC
WORKSKLEVEL, ADV-6-21, ADV-6-24,

ADV-13-18, RPT-3-143 HAU
WORKSKLEVEL (real-time), DIC-2-193
WORKSPLIT, RPT-3-129 ODC
WORKSPLIT (real-time), DIC-2-193 RPT
WORKSPLIT2, RPT-3-129 Spl
WORKSPLIT2-3 (real-time), DIC-2-194
WORKSPLIT3, RPT-3-129 Wi

WORKSPLIT4, RPT-3-129

Write Permission, ADV-GL-23, RPT-GL-28
writing BSR vectors, ADA-106

writing vectors, ADA-64

wsplit, ADV-13-7, CST-4-40, DSG-18-7, DIC-1-14
wsplit table, ODC-3-7

WT1, ODC-3-132

WT1 ... 4, DIC-2-194

wtkgrp, CST-4-41, DSG-18-7, DIC-1-14
wtkgrp table, ODC-3-7

wtrunk, CST-4-41, DSG-18-7, DIC-1-14
wtrunk table, ODC-3-7

wvdn, CST-4-41, DSG-18-7, DIC-1-14
wvdn table, ODC-3-8

wvector, CST-4-41, DSG-18-7, DIC-1-14
wvector table, ODC-3-7

June 2000
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Book ID Book Title
Installation, ODC-2-21 ADA

Little Instruction Book for Advanced
Administration

CMS R3V8 Administration

Advocate R8 User Guide

Little Instruction Book for Basic Administration
Lucent Call Center R8 Change Description
CMS Custom Reports

CMS Database Items and Calculations
CMS Disk Mirrored Systems

Report Designer User Guide

Explorer Il Installation for NT

Explorer Il User Guide

CMS Forecast

High Availalability Connectivity, Upgrade and
Administration

High Availalability User Guide

CMS Open Database Connectivity
Supervisor V8 Reports

Supervisor Installation & Getting Started
Visual Vectors Installation

X

X, CST-4-28
X, CST-4-12

zZ

Zero (0) Skill (Generic 2.2 with EAS), ADV-GL-23
Zeros as Blanks, DSG-13-9
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