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Desk Setting IZ&L> T, T— 2> "B I—REANTLDIUEND SR EGENDRESINET,
ROEFIZ, EOL—V 2> bOTFAIRENEDHBI— R ¥4 FTICHEfIFSNTWEhERL
i@_O

Agent Desk Setting DA ~7"'> 3 >~ HEEZIZEHRI-R 447
[Work Mode on incoming] Eats)

[Idle reason required] ZAEAT]

[Logout reason required] ar77vwk

EFEOERI-RFBEIMEEE—F

CTI-OS T—2 x> b AU by 72T 285513, [Agent Desk Settings] HiEH D [Work Mode
onincoming] A7 a EMHAL T, ZEI-INDEEDE—RICAD EEIIT—Y > MVEH
I—RZEANTEDHLENS B ELEEERETEET, RDOETIE, [Work Mode on Incoming]
XX [Reroute on No Answer] F 72 3 IZDWTHBHL., ZNENICED LD ITHE I — RHESE
fFrenTnshrzrl 9,

EFEE—FR B EHRI1-—R

[Required] I—Yx>bME a=IE 7 LEE BT T2z M3 BHa—-Ro
HEHRYIZ Wrap-up IREEICA D £9°, ANEERTE S,

[Optional] I—2 x> M3, [wrap-up] A% > 721 [Not | T—2 = > M, [wrap-up] R
Ready] Ry &AL TN EKTTE ¥ 2FEHL LG ICITHEA
MEDINZEEIRNTEET, I—ROANZERTZ S,

[Not Allowed] |ZT—2 x> bhEEREDE-RICANTEEAL | T—T 2 M ZEATESE
B ZEATE—RICADIENTEET, |I—REANTLINEINER

ETED,
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B Agent Desk Settings £33 T— 1 > MEREEDREICDWT

EEE-R tEA Bha—k
[Required with | T—> x> M3, I—ILAWE T LAE#E 4T | T— x> MIEHI—-RZA
wrap-up Data] HEIMIZ Wrap-up tREEICA D 77, N BHEND 5,
ZDE—RIE, BEEI—INVICEHLTIEYR—
FENTWER A,

ERIEEIN/EHI—FR
IPCC Tid. RORFRIZRT IO, FRIERSIN-EHOHBI—REZ2FEHL TEEDI AT A A1

N RPERINET,

HHI—K B

50002 CTI A HR—%> MIBENRELZED, T—Yx> M3y 7o hanxl
oo RINELT, T—=Cxz 2N FAZ My T 77U r—anlonizz
ECN=FE=RYAMTLTT N CTIY—NOREE, £721% CTIOS DFEENE
AbNET,

50003 FINA ADBERE L TWAR N Z &Y CallManager IZ& > THE SN2, T—
vzrh3orruhraInEl

50004 I— VI hDTFAVRECRESN TVEEICI -2 > "ET 7T+
TIRETH D01, o7 hInElL

50010 I—Vx MO —T a0 273N 2 DDEGET S I FEFELEh> 27z
¥, T— x> Md NotReady IREEICERESINFE L 7=,

-2 PGIZLo>TIZ— x> Uty hENELL, #FEILXPC OEENHRKTT,

INSOMEI—RIF, ROLR—MIRRINET,

e I—UxbOFJT7UbMLVER—F UXRIMZETIZI—V x> b0 7T sINEHE
e IT—x M UTPIIAL LER—F (I— 12 M Not Ready IREEICERE S N/=HH

Reroute on No Answer

I— 12 MOBFHITIRE LR WIRIIZHIE L, ZOIRMICET B EMER L R— MOMER SN D X
IIZIPCC P AT LZEHRETEET, ZDLDIRMHIZ. Reroute on No Answer EFFINET,

Reroute on No Answer K7 2 Hl#H 3 2 ZIEE T 5 Z E1E TE F 973, Reroute on No Answer %2 5% 7E
T HITITEMDOFIENNETT,

e ICM DHKE

e ICMZAZ VYT b

e CallManager D% 7E

Reroute on No Answer R{ii%. FIHL—F ¢ > 7 A7 U T FEZDRPITH L THRES N AT Y
TrD2DDN—F 14 >7 AV YT NTURTD2HENHDET, I —FT 1 >F7 Z7UTk
T, ZEI-IDPUEINET, T— x> FD IP Phone 705 DIREMNIRM > 272012 —)L N
VAL REN5E. 2O Y7 M. Ring No Answer JRIICH U TEREINZH DA 7Y
AN i - D=3

CiscoICM ¥ 7 b¥ = 7 : IP Contact Center EI 24 1 K
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| CTNII—CV TR MY THREEDRTE

&
il
|

I—2xr MERED

MO BT

ZDETIE, KOYATITONTHHAL £T,

¢ Ring No Answer JR{#IZ% L C IPCC ZERET B FHik, 15 R—
s HIIXRLOOBELIE 16 X—=2

Ring No Answer 1K (%t LT IPCC 8% E T 5 A%

RDFETIE. Ring No Answer IRITIZH U THER I NS EITDONWTHAL £9,

A REEEFTOIa Y B

AFY71 IcMa>714F2l—33> F%x—I % T KOHHEEHRTEET,

Agent Desk Setting 3¢ E L £,

i

[Configure ICM]>[Enterprise]>[Agent Desk

e Ring No Answer [R#f#]

e (Ring No Answer A7 U T MNZTY 7 HRATBH7=0D)
Ring No Answer % - V)L &5

Settings]>[Agent Desk Settings list] %2 )& Ring No Answer ##E & Force Answer [ZAH A ICHEMAY T H
RUET B, HEISENENICSES TOBEE. Ring No

Answer ¥ X —I3MHA I NERA. MHDHEENERES
N TS E1. Ring No Answer £ 0 6 HENLE DB X
NEI,

AT 7 2 ICM Script Editor Z {81 L T. Ring No Answer |Ring No Answer [§3RICBId 2 L R— b &2{ERTE£7. =
WREWRT DN —T 1 > ATV T REE DRV )T R TEITTLHEOHLE5NFIZ RDODEBOT

AV R
o WHIZZUT RANIZEREIN TS O—)L A TE
BERIET 5,
o I—)L A TEKIIHDOWTI—) ¥ TELHET
E)O

o I—IEBAMICERINTWVEAF) ZIL—THN
TREBLEICERINTCWAI-NEFa—A 7T
D,

GE)

ICM Agent Desk Settings C Ring No Answer ¥ f ¥ — &% E S 5% 518, CallManager DRE CL—
P2 N OWNHREF D [CallManager Call Forward No Answer] 7« —)) RZRET L EIH D FH
o T—=2x 2O A L TORBNWEEDREDITZIDT =)l REFHET Y. CallManager
@ Call Forward No Answer % { X—® > AT L B —EZX )NNT A—=%{3, £ CallManager / — K I
T. ICMRing No Answer # { X —X D b DR EH 3L HETHHLEND D ET,

Ring No Answer I—)V3—EZAL NI OETFZEKITTEOICTSHITE, —EX LXILOLE
WiliZEd—)V A TBLOH—E ZIZBIF 5 Ring No Answer ¥ 1 ¥ — X D H/NSWHICEFRT 5
WENHDET,
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N zomkosBx

BENE LODRETT A

ATy A1

RTFvT 2

EDMDEH

AR REEEITO 3>

=)

HENE S DN HEIZTE D K 51T Agent Desk
Settings & EL £ 7,

£ :
[Configure ICM]>[Enterprise]>[Agent Desk
Settings]>[Agent Desk Settings list] EJ%

RLUET,

AN R A=I)IVEREFET I INT R O=)VNET
L72EE,. =V h2EHINICEELEDE—RIZT S
ZEMTEET,

HEEEOERNICTTHITIE RD2DDT 1 —)b REfHf
HALEY,

¢ [Work Mode on incoming]

¢ [Work Mode on outgoing]

HEik L0 ZEET 51218, [Required] E7/z1d [Required
with wrap-up Data] ZJERL £7,

Fh . I—Cz 2 MR- E2EEDDEDITHOHBTS
N2HHE ) ZANT2LEDHD LT,

YR I — RO ANDRAIZIRD X DI
Agent Desk Settings Z#%7E L £

I—2Yx>bPNar 7o 9 5 & ER Not Ready HRAEIC
ADEEIZ, HHI— ROATNPBAICIR DR EGEZ R
ETCTEET,

\

9&
= |
LEY

Agent Desk Settings IZBH9 2 BHERIT

CROBREESIRL T ZS N,

BENEY S g4 8V

Agent Desk Settings.

FCisco ICM /7 I =7 7 IP Contact Center 7> X FL—=>3> 3271
Fazl—23>2 07 Kl

A2 T4Fal—>a>rIXtx—IvyDA T4 NIV

HHa—R

FICM Sofiware:CTI OS System Manager’s Guide]

Il CiscolCM V7 kU 7 :IP Contact Center EX 54 K

0L-0892-05 |



gZNZ:IPCC THOOA—-)LBLLrU T
ANDIV—FT 4T

ZDIETIE., IPCC TOHFERBIUVUINFF ¥ I I —T 4 2T DHREFEIZDWTHHAL £9., AR
X, ROEBOTT,

IPCC EEIN—T 1 > T DF|ESTE, 25 R—2

RINFFv I F T a>OIRTDI)—F14 27, 29 RX—=2

A YIVEBSFE, 31 R—2
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IPCC TOBEFIA—IDIV—FT 10

o IPCCIL—T 1 27IZDNT, 19 R—
o IPCCEFEIN—T 1 T DHJEHE 25 X—2

IPCCIL—FT 4 > JICDI\T

IPCCICKDERA-INDI—T 1 27 THEZHHET 212013, ROWSZEMET L2 LENH D T,

o JN—FT g PITEEIIDONT, 19 R—
o =T+ PITREIIDODNT, 21 R—=

V=T 4 TBEIZDNT

IPCC )L —TF 1 > 7 DA ZET 5121d, ROBERZHRT 206N H D £,

W=F 428 55472k

W—FT 427 7947 >h&EF. V=M UZIZZXFZ2ICM > bI)) 22 O —JI2EET S
IPCC O HR—%>FDIZETT, IPCCRERETIE. ROWTNMWNI—T 1 27 73147 > Mk
DEJ,

¢ (allManager PG

e interexchange carrier (IXC; RIFBEEE#£H)

* VRU PG

¢ AFATIN—T 42T RUTzINTF—rUxA (Web ATFRL—2 a3 >BIUEF A
A& )

R E LT, =T 1 2T V53472 MMBICM 75y 874 =LA — N EZERTHU VT X

FRREEEINLEGEIIN—T 1 2T 75347 > MRREZZTWD, €SN 5Ekica—IL &

ELET, IPCCT—2 x> FAUREFRETH 255G, ICM YV 7 b7 = 7 /5 CallManager LD

INARAZ =Sy b (BFE CIA—NAI—T1 2T 3NET GNAZX YTy M3z —>y x>

MRS ATACOTA LR TI— o > M EEMICEEMTSNET) . T—2 x> MR

BARETRWERE, I—I)VZIPIVRIZF 21— 2V FTHXIICICMY 7 b o7V 2R ETEE

ER
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WM pcCcL—F4512D0T

=M USITRELLFa—-VUIITRH
W= UTIAMIIN—TFT 1T 273475 ICMt> bI)L a2 bO—JIZEEINS
Awt—YTT, @, —bF U7 ITXMTEINDHERIE. ZEI—IVITET 23—V EEER
TIIN—hUZIZAMCEENSHEHRIL. ICMY 7 R 27 TI—IVICH L TETFTZI—FT«
T AV T NERETHDICEHEINET,
=K U ITARNEEBITEEIND I—IVEFEMERICIE. ROEHZED DI ENTEET,

o FAVIES

o RIEEFRSHI

o REHEANES

Fa—UZITAMEE, IVRMS Cisco—EZX I hO—)L 1> 72— AZHHL TEEX

NHZAYE—DZETY, IVRIFFa— UV ITARZEFTL, I—-)I)LITRETES IPCC T—
P MPEELBRWESIE, 7T I ARA D MO EREFEALET,

IPCC TD IVR\DJL—FT 4 > FI1ZDWT
IPCC T 2L, T—V 12 " BISNEAIRE TR WG S, T/ I —)L % IVR IZHEFEIZIL—
FTA4TTEEY, J=IVEIVRIZFa—A 270N NV—T1>27 A7 VT 24 L TRDIG
BaJfelaT—2 > MICEESINE T,
IPCC BBEEICBIT B IVR NDJ)V—F 1 > T OFREIE. KOBEHNEENET,
e PGEDI—FENLEZIVRAD NI AL —3 32 )b— b, CallManager i3 b5 > AL —3 3
> J)V—hF®DNIS ZFHLTI—)LZ IVR ICIEEL X7,

e Xy hU—=Z )b—h UZITZAKNI NIC 2L T, FEHICE> THITSINET, FXEED
5 Hi5 9% DNIS B L U Correlation 1D,

* caller entered digit (CED; #EEANER) ZINETEZHLDIT. I—JUIIVRICEEEF SN
i@_o

CallManager PG ND kb J > A L —2 3 > )b— MIEE TE £ A, CallManager PG 12139 TITHFER
DEZ2AL—2a2 I)—bRHZNE5TT, REOHEAEE L TIHEHIX CallManager PG IZJE SN
75

IVRANDI—=)IDIV—FT 4 ¥

cS>Z2AV—>a> I)b—F4 27, I—=)VZ IVRIZIN—T 1 > 3T2HRINZHEETT, bk
AL —2ar )= THHAINSDNIS IZ. BENY A VI LEt0&EE TR, 2=l &
IVRIOI—T 4 27§50 FHEINZY 1Y ILHZESTT,

SFUFIE, RDEBDTY,
1. O—)LAY CallManager IZEE T %,
CallManager CT#&H =% CallManager PG D)L — & & & L TSN 5,

3. CallManager PG T CallManager 705 @ JL— ~ U 27 T X F A5 341, ICM CallRouter (Z#75i%
N5,

4. ICM CallRouter TIVRAND T > AL —2 3> )b—bDRAZUT bMNETEINS,

5. CallManager PG %4 L T CallManager IZ 7 X)LV AR I 115,

6. J— K NXF—=IZE DN T I =)L CallManager 705 VRU IZ)V—F 1 > I 5,

7. VRS YU T A MGEMNDN & EBITDNIS &L TEEESN D,

8. IVR PG /75 ICM CallRouter IR 7 = F)L ¥—%4"w N DNIS LTI — K UZ T X I

EEEN, b AL — 32 )b— hOMBEERSRE S NS,
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=T 20

TAVIES

J-=)L 47

IPcC IL—F 1>t

9. ICM CallRouter T Correlation ID 2V I, TOID XXV TJ I ¥—4 v NID THB
EMHERINT, BEHPOX ) T MERZBI-IDBEHI NS,

10. ICM CallRouter TAZ7 ) 7 DU (X7 V) 7 M DEIT) TIN5,

FS2oZ2L—2a =T FHICICM O 74FXa2l—3a REx—vyDRy hT—%
VRU THRET S VRU Y1 Td. 17 2TY,

CallManager PG )V —5 1 > 27 7547 > " BXRIVRPG I —F+1 > 7 75347 > FOWHIZ, b
FAL—=2ar )= HNORY T I =7y NIy TEINEZITNINH S EE2MRL
TLEE W,

FTEIZCDNT

IPCC S AT LI =T 14 2T EZRET DI ROLDT 1T 14 2R ETI2HENHDET,
o FAVIESE

e )L HAT

e J—h

s TNARLT=T vk

o ZAFNIN—T

¢ Y—EZ

o J—F4 T ATk

o« TNV

FAVNER L, BENLI—V 1> MEETBE0DIS A YV LAEBRRDZ LT, ¥ 1V
FBE. V=T 10 U5 T MRS REESNBIL— R UZ IR Avt—Y0a— LG
HO—HELTEETNET,

ICMY 7 b7 Tl A7 b 22 —DITRTOEFREFZHNT 251 VIVESY A B
ERELET, BRI IOFRSEZYAVILL TSI bl TEXT,

FAVINEFE I—NDI—TF 1 2T TBNTARAREBEEZR-LET, 1 VILEST &
A=V D@EYSIV—TF 1 > 27 A2 U T b O#HINHEH SN DHHD ICM 3—)L 41 7 TT,

A=)V AT &R ZESNDIN—T 1 2T AR ICM ¥ A7 23T 25 H7dUDIETTY,
I A TEZHEL, AFPa2a—=)VTBH5IET, I-)VhsINEIN-ERZEY L —T 1 >
T A7) T NIRRT ET., 2= YA T3, RO3ZEHO I—)VIERTHEEINET.

o FAYVIEE (WH)

o REHERSHN (T a)

o REFEANES K7 a)

=)V A TE2ERT ST, ICM I 71 Falb—3 3> Y% — %D Call Type List V—)L &
FAHLET, V—F UJIZAMZEDWTETTZHEYIRAZ YT NMTOa—)V &A1 T 2R T

%1Z1%. ICM Script Editor 2§ L £9°, IPCC ®I—)L Fa—E#RIZI—)L 1 TN LR— b
INET,

[ oL-0892-05-J
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WM pcCcL—F4512D0T

L— bk
N—brEF V=T 2T ATV TIMERINDEOZETYT, ZOflEIE. ¥—7 v hEEIEAN
D7z NWVIRyETEINTVWET, ¥—F v MY —EZX, ZFIN T NV—TF, T—-Yx >
b b2 =2 a2 )b—h Fa—RA b FRECTIIL—F RA1 2 INEENET, IL—
MI, ICMY 7 b2 7IC&E2 T, UV TAMDIRERTTINARA Y= v hEFEETDHIX
WITEBINET,

IVR bS5 AL —3 3> =T 27—k BRI ZIT—I > NIIV—FT1 27T 53
oD —REERETDVHERDDET, IXRTOI— NI —ERIIIvEFEINET,

TINAR Z—=Tw bk
FINA R Z—=7y bEd, BEFEREBICELOT—BRY RLARE (XREHY) T35 7%
Z—TFNAADIZETT, INARA Y=y MIEORY T I EBEEMTENERA. &
FINAAT=4y MR 1 DULEDOTNIDBRETIN, =TT 2347 hHEODT
NE 1 DU EELEVWEEDH D ET,

FNAZXI =Ty hEI—V 2 MIMVLAZLZY T4 T4 THDIETERLTLEI W FN
ARY—7y MIMILTY RLAEETEDTNA XA THD . FFED LT — = > MT K> THE
MICEINDHDOTIEHDETL,. OT 12 v aORiT. SNA A F—7 v M
CallManager PG T—2 = > b EEIRYICBEEA I 5N E T

#% CallManagerPG 7L 7+ Z— FNA RAETNA A F =7y hELTICM 57— XN—XICRET
SUENHD LT,

X)L
IRV ER, ICMY T NI 27 —F 420 75347 2 MZIRIET, TI—ILOREELXIRS
NTWET, V=TT 7314723 7FTI2AAN DNIS 2RO 8T >0 T —7,
FHETNARA Y=Y hOWTIUNII TN ZI v E T T B ENTELET RO T NIV
o T, BHESCHENORINENEVCHLOFERE, BIOT7 I a z2ETT5L010)—
TA T 547 NIRRT AEEHHDET,

FRIWVISTNA R Z =7y METTHDEHE. V=TT 77347 > &> T, EFEFr—Fh
7 = %241 L T CallManager LDF/)NA 2 ¥ =7y MZO—=)LDEESINE T,

FRNWVMIVRETTHBHE. V—T1>7 773147 > MNMZEXoTIVR EDJ)V— bk "1 > M
I—NDEEINET, IVRIZE>TI—INOEFNFEFEIN, RIZICM Y 7 vz 70U
IARDF a2 —HENERE LI ENEHINAIBENHOET, ICMY 7 T 27 n52—)LD
BEADRINET, £ BEOI—) ¥4 TIZEDNWTIVR TETTD2HENHDHAT YT
NZBET B AT anRINET,

BEMERL TOWDUBDY A T2RTDIT, ICMY 7 hU 27 TH—EXZREL LT, &
ZE WRk7e, YR — b, £RESHBEICE O —ERXZEETLHENH VLT, L2 OBHA,
P—EXZERY Tz IV EMEMT, XU T I B—EXELTERTEEXT,

I—-Vx2 bAQA=ND)N—F 1 FTIHEAT 2T —E R ZAF)N TN —TICEEMNT 20 E
MHOET, SEIFEFRAFIVIN—T%2, H—EZADAINIZT B EITL>TH—E XICRHE
MIET, $—EXZHEHTEE, HULEZAFI ZI—TTHEBHL TWE -V b2 )h—
TL., TNH6OT—Y > MIBETHLR—M2IERTEET.
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IPcC IL—F 1>t

2FITIN—T

ICMIZE> TN —FT 1> 3NEd—)NV2T—Y 2> b TCEZETHINE. I -V h2AFI) T
N—TWEEMTBHENH D ET, AFI TI—T2ERTHIE. ICM a7 rFal— 3
UREF=VXEMEHALET,

ICMY 7 b7 2T E RITRT 2BEOAFIV VIV —TZRETEET,

REINTIV—=TF %47 |5H

NR=ZAZAFNTN—TF ICM A>T Falb—a > Ix—IY2FHL TERINZAAL >
AFNITN—T R=ZAZAFN TN —TEfHTHE, EERT—V
rUAR—=bFEHEHEL, T2 N Y —HOZXZ )T MEKZETE
ML TE LT,

YT AFIN TIN—TF R=ZAAF)N TN—T D4y, YT AFIN TN —T13F T3> T
9, AATIE, IPCCHERETHTAFI IN—TE2FEHLIBNWZ L%
HERL E£7

%I:I

IPCC RETRIN—ARAFIN V)N —TRETEFEHTZI LR £,

GE) VYI7XFI)N ZFI—TRBEFLUNOZXFI TN —TIZDO0W T R—rEINTWET A, DFD,
SNy ary Fryv b XIFEvIasFryybh TL2Fo v R aATRL—T 32,
BIOBTANDEAT 4T VIADHTTAF) I —T2ERTDHIEIETEERA,

YTRFI)V TIL—TI2DNT

ZAFIN TN—TBERTZ720. T T FIBNTR=ZAZFIV ZIN—TMERSNET, T X
FIVITN—TEHERTEEHEEEF. YTV IN—T XAV AT H2HENHDET, TOIXAY
2. RUT 2T LNIVERRBELDORAFIN TINV—T LX)V TENITHIENTEET, XY
T LRXIWTH TN =T AV ZHNCTEE. AFI ITIN—T2ERT 5722 D0
BT AFIN TN —=TRHEHMERINET, YT AF) VI =72 RO X D242 T
ES N

* <base skill group name>.pri

® <base skill group name>.sec

pri BEW sec DY T4 7 R T 57V IBIE >V ERLUET, £<OHEE. YT AF
W IN—=T%FHL T, AFINE-HOL—22 > MR TIT4<YU AFINELTEDHT,
DL—Y x> hM2EEA2FY ZFINELTHODETET, 20D, PATLIZE>TINSGD
Y74 D ANERINET, 2720, T34 ZAFIN TIN—TBXIEh Y ZF) 7 I)V—
TE ENSHEMTIE, ICMIV—F 1 > 7 A7 U T b THRESNEBEIEMICEEZEZ G £ A,

YITZAFN TN—T%T 543U AFIV TN—TBLOPHh 5D ZF) ZI)—T &L THEA
THEEE. TIAY AFNBLOEAF Y AFINEFT TRV =T 1 > 7 OEFLRIEIIREE
INBNWZEEZHMBL TBWTLKEIWVWIN—T 71 2T X7V T NMIVv—F 1 > 7 OEF)EN ZHH
HIRADBBENHOET, TDEDHITE. NV—T+1 >F A2 YT MIMAL L 7= Queue-to-Skill Group
J—REFAL, ©hFY ZFNTIN—T%2RA 2 8TB /) —ROFiZ, 753140 ZAF)V T
W—T R T2/ —RERELET,

() BREFRHPOYFTAFIN ZN—TBH25EF, T—2 x>k LR—FTRXRX=ZAZXF)I 7V —7
BT 5L AR— MIfTONBN I EIFEREL TSN,
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WM pcCcL—F4512D0T

YTRFIN TIN—=TPER=RRFI FIV—TF~O%BT

PRI ICM V) —ZAMS T w T 7 L —RU, T AFIV T —T % RXR—=ZXZXF) TN —T18IT
T HEEE. ROHEREEICES T ZI W,

e PGIVATO—F2MHLTRY T LIINDOYTTAFI ZIV—T RAY N T D, TD
M DT THITERT DT XNTDAFI T —TEXR=ZADHAZXFI TN —TIZRB0. 57+
IR TR TZAFI ZII—TIMER SN E R A

o YT AF) FN—TIHETEIZHLNWR—ZAZAF)I FVN—T2EHKTH, T—Ix> bEH
LWR—=ZZAF) ZI—TIZEOLT, YTZXFIN TN —ThoIL -2 > MeHIBRLET,

o IRTDIN—FT4>27 AVZUTRZ2EHRL T, YTAFIL ZVI—TOBHEEZZI L, N—
AAFIN TN —T OREBET BT S,

A

GE) NW—F427 APV TRTOAFI TI—TOFRHFEN—BLTWS I E2HEREL TS
W, R—ZAZAFI) TN —T2FHTBEE, V—FT4 27 A7 YT FTREXRN—ZAZAFI)L TI)—7
OHEBRLET, YTAFIN TN —T2EHT 225G GERLIEAL) . V=TT A2 UT
FNCRYTAFIN TIN—TOHESZRL LT,

W—FT 420 RO )TRZDNT
ICM Script Editor 2 U TIER L 72V —F 1 > 7 A7 U T N Tid, AFINZE DWW THHDO Z—
P hE#EHNL, BET—INRN—R TO0T7 ANV E#INLET, £, I ¥—F v hER
Tl N=T4 2T 753147 > M= HMeEZERLET,
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|  IPCCTOEEIA-NDIN—T 4

IPCC &

BE—T 4 U DRERIE

IPCC [CLBTNAR =4y FDREAE

IPCCEEN—F 4 vonHThE B

A REREET O a > E[:g)
AF7v7 1 CallManager @ IP Phone Z3B/NL. ##E L £, FTNA X ZERR L £7
ATY7 2 ICM EOFNA R =4 b EIER L. ZELE ICM 75 CallManager 12, /31 ZZ LT 2 20
9" (IP Phone IZBHHELf I 6NEF A VI BB ELT | LFHEREEFETELIEE2MBLET,
AT o« FAVINESZANT S551EF5
\devtype ciscophone\dn 9510 Z{FH L £,
1 -
[Configuration Manager]>[Targets]>[Device
Targets] > [Configuration Parameters]
ATY7 3 CallManager DFNA A EER L/ O—N) I—HFECTI—F R > hEIVECTLET,

A—YZBEANT £,

NILFHA KMIPCC A VR =L TOEENRESD

=

axX AE

'\?}l/?b"f K IPCC BE TIE, DT A FTEHET LINMESZMEMTEET. Nz 21T,
[PID BEINTA—=F ZHHLTTNA R & —7 v b 2R 7 2 7)VIZBEEM T 20BN H
DET, TNTEOTTNA A I =7y IR Y T 2 IIVITHEOHIT 5N, XY 7 = F)UIF#

WEINEL A

TNARXZ =5y MY 7 2 )V & BEMNT 2 FEIE, ROEBDTT,

o FNARAY =y s TI/ATO=F&MFHLT, TN TFNARA Y=y s T2 EE
MELIFIEELET FHLWTNA ZEENMT 2 EET Insert ZHEAL £9),

¢ [Configuration Parameter] 7 « —Jl RIZT /PID <xxxx> ZFZE L T, <xxxx> & 4 HiOXRY 7 ¢
Wbmfﬁ(mnwmﬁan_mﬁﬁé%f?é& FZEBICEREPARITBOET, 20O
EHEEZATT 5729IT CallManager PG / — R H—E X & FiEEIT240EI3IH D £8 A.
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WM IPCCICLBFNARI—5y bDI—F 4 VT FH&

IPCC [CKBTNAR Y=y bDIV—FT 4 VU HE
IPCC DHLWTFNA X F =y M —TFT 4 > T T BHEEICETTIHNEND D FIEOHEELL,
RKDEBDTT,

CallManager TOF )&

AR REEEFTO 3> By
ATy 7 1 CallManager IZ CTIJL— b RA > b 2ERLET. Jb—b BA 2 bRF A VIS NEEEITICM 1TV —
N U IZZAN%ETTD L DIT CallManger Z3%E L £
27v7 2 CTUL—h 1Y R PGI—FEWHENTET, J—h BRI P hEICM Y 7 by 7L TEY T
WizL £,

ICMOY74F¥al -3y Rx—2v2EATI3H585DFIE

ARV REEERFTI Y B

ATY71 IcM a7 4Fal—32ar Xx—YvEM@H IO —F 1 D HICHLWI > MY KA 2k
LT, HiLWFAVILEEZERLET, EERLET,

AFYv7 2 IcMa> 74 Fal—3ar XE—YvEMH |- ESEL TEYICOL—T ¢ >/ TEET,
LT, HilLWwa—=)L ¥ T &EBMLET,

ATy 3 HFAYNESZEICM I—)) A FICHEEMTE FAVIVESEN—FT 127 AZ VT RIRvE >
e TLUET,

A7v7 4 ICM Script Editor Z A L TH L WL —F 1 >
AV T NEERLET,

ARTFYT 5 a— ) ¥ TEIN—FT 1 T A7 T MBI
T ET,

S

(GE)  CallManager 7 7 A& Tld. 2 DD —F 1> 747 > MMELU CTI)V—k "1 > NEAFT
ERVWZ EITER L TLKEE W, CallManager 7 FAY DI)v—F 4 27 7547 > T LIRS
CTI)V—h KA EMEHTLHLENDD LT,

BITXAFIN RV T IINBRORFIV GIN—TEZBHTEHHE

IPCC RETREN—AZRAF) V)N —TEF2dHT 2 E2HRBLET., COHRBREHDOZD, 5
T MEIRY T2 I LRNVIZERESNTRY, HHEIERTZ2AFI 7L —T1E X=X DH

2D £,
BT AF)N TN —T2EHTZ2UNENH DB, ROFIEIHE>TIOFT 7 ) b ZEHITLT
<73,

Toayv B8y

AFy7 1 ICM a2 7 4F a2l —3 3> Y% — ¥ v O Skill Group | #RETHAFI VI —T & ZR L £,
Explorer WV —)VEHEH L TAFIV FII—T&HEL £,

WETDAFIN TIN—TENA T4 FLET,

i :

[Configure ICM]>[Explorer Tools]>[Skill Groups]
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IPCC [CLBFNAR =~y rbDI—F1v5kx B

Toar B

ATv7 2 BTN —T#AMLET, BTN —THEHIR0 £
[Subgroup Mask] % 7 %2R L. [Override peripheral default
mask] &F 2T %,

ZDFREIWC LD, [Skill Group Members] % 7 TE[D 24T
FI—Yz N EEEINET,

ATY7 3 ZOAFIN TN —TICH L THENCTHHTZAFI 7 nlOHTZAFI 7 —THENRD ET,
W—TDHEBZEZERL ET,

[Subgroup Mask] # 7 TAF)V V)V —T O EF Il
T Y TRAFI =T OFSZERLET, FFIE &
Y7 AF) 7V —TITBEAT S N BSENERIT iR U
TWEY,

Y

() HTAFINOEREMIZ. TN —T 1 27
SNLEERIEMZIRIAET 2 HDTIED D £ Ao
A=) DI—F 4 27DV TIE. AV UT KT
EEIEALZRET DR ENH D £T

2AFYT 4 T—VrlREHTAFNZN—FREDLTET, | TV AT REIL ZI—TIEIDY
[subskill groups] % 7 &KL £, THNET,

BT ZAFEI)N T)N—TFIZDODNWT, YT ZAFI)N ZI)I—TD
LiiZENT 14 MLUT, [add] 227 Uw L ET,

I—Yz2hFDOYRAMNRERRINET, YTAFIN T
N—TIBMTBHT—x b ENT 1 MLET (R
DI—Y 12 MNEERT ST Cul F—Z2H L2
w27 LUET),

[OK] 227U w2 L TCI—Y x> REHTAFI ) —
TIEMLET,

ATv7 5 BEERELET, FLWRENMEGFEINET,
I—V1rhEYTAFN TN —FIBIMLEE. v

CRUDETRMICHD [Save] 22U w7 L THREZHE
H#LET,
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N zokos®x

EDDSR%

IPCC )V —F ¢ > 7 IZBd 28MERIZ. ROSRIEZSBL T /Z3 0,

BE~Y—_a27)l

BMENY S 4 kL
W—F 41 227 22U T ~OIER | TICM Sofiware Routing and Scripting Guide)

ICM Script Editor DF > 51 > NV~

IPCC &% ICisco ICM 7 ;7 7 IP Contact Center 7 > X ML —= 3>
A>T F2l—>3>2 07 R

FICM Sofiware:IPCC Laboratory Guide]
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RIVFFvRIV 73D RID
V=T 420

Cisco IPCC IZRINFF ¥ RIVBEEZR 1 > A M=V LA, Web IR L —2a> H—NBLDU
E-Mail Manager b — N\ S ETFSINZAF T NEUITIZZA NS ICMY 7 b2 7I2E>TED
FIN—T 94 T EINDIMIIDODNTHRL THRIBLENHD T,

IPCC TOXIFF v 2RIV I—TF 1 27 OBEITHERIEZEIT. ROEBDTT,

RNVFF v I IN—T 1 2T DD ICM DFRE. 29 R—

RINVFFv 2RIV T RT 7 DRE, 30 R—

RIVFFvRIVIV—FT 4 T DI=HD ICM DFERTE

World Wide Web £ 7213 F A =MW S REESNZIY PV NI I ARNE)N—T 1 27§ 51213,
KROEHZRETDLENHDET,

AFATIN—=F 4> RYTI)F—h oA
ATFATIN=T4 27 RAA BXUOATAT VTR
RINVFFrRIN =2k

TV —=2a A AT R

EH G

RINVFF v 3 AFIN TN —TF
NVFFXRININ—T 420 ZA7VTh
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RIVFF+ RN AT a DI RIDIV—FT 425 |

B LFFvRILYTFITTORE

RIVFFv+RIVIT U T ORE

ICM BREZZETLES. ICMYIVFF vy IV VT NI T 2HRETHDHENHODET, Web I5
A= a oEEE. ROHHZRETDLENHDET,

e Cisco AT 47 TL 2%
e CiscodIRL—arH—N
BFA=I U TR MDEEIL. Cisco E-Mail Manager 5% E 9 24 ENH D £7,

Z DD

IPCC BEIURINF AT 4T F T3> OFREDFHELVWHIFICDOWTIL, kOBREZSRL TL

ZE0,
B E~Y =27 )
BEENEY S 74 8V
RINVFF ¥ RN TS a>D=DD |CiscolCM /7 ;7 7 IP Contact Center 1 > X~ L-—
IPCC DF%E a>a>ZrFal—>a> 01T F

Configuring the Web Collaboration option | ® Cisco Web Collaboration Installation Guide
e Cisco Web Collaboration Administration Guide
® Cisco Media Blender Installation Guide

e (Cisco Media Blender Administration Guide

Cisco E-Mail Manager Option D % & Cisco E-Mail Manager 7 > X F — /LB DZRETT R
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A VINESEE

AR
o FAVIVEESFHIZONT, 32—
o FAVIESEHEOREHIE 37—
GE) FAVIEESFHEIL. BFAT TICETEHAINET,
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FAvIESHE |

N s v LESHEICDONT

A VIESFHEICDNT

FAVINESEE T, T—2 o MG LAEI IV OERBIOERNTE XY, ZOHON
I koEBDTT,

o FAVIEREFHEIIONT, 2=

o FAVIEBESHEOMEMILLZT -2 b I—IVDICMIV—F 1 > 7, 32 X—=2
o FAVILBSFHEOMMIC KL DEARNBY A VIVOBESHADRIE, 33 XN—

o FAVIVESFEEIZDONT, 33 =2

A VI ESEICDONT

FAVINEGEEE, T MO RETHIAREOH 2 I ET X2 A TOI—)VITHIET S
BEEROTLY MU THREENTVWEY, T2 MR T—2 22 b A VLT SHEEEDH %
FEESLOREITHEHNEINETAIIRA—RXFHNHDET, T—2 x> bV A VILT Z3FS
DEFFIT. —BT B A VIVEGHETZ Y FUNEONLSETURINET, —HT 251 VILEHH
I2hUDBRDODRDEBERLZNS V=T LBV Y AL Ta—-IILEZE T LET,

HFEL MU, TOTUAIN RA— R E—HT 2V 2UHT 2 2 &2 RTIEIMERN D
D i-g_o

72EZE. PBX 7213 ACD THMER T > 7 2T I3, 9 25 (VI T2 L5251 VIVE
EHIIRETZELET, x2Y NT—=D NI U EBRTEH)INF =39 RT, SEEHEN (9] 0D
BHEIZROVET, ROBFEEZ. BEBENY =0 11, ARV —F T AF A I-)VERIZE
BREBEEA T0), WAMVEJBDIEEN 2) ~ 9] 720 FT, ZOF A VILEETIX. BERIE. Hk
DBEBHEEERMONT D IVNEROY AT D7 MND > R a—)Lizxtis U7z PBX 7213 ACD
THRIGTHEDICTHIEMTEET, BRIT. REHEFI MCL EEEET AT&T. TiNES
IX Bell Atlantic D X S IEFEEZRINTEE T, ¥ VILEHHOREIX. 1 VIVEHEOF TE
BLENY—ICHEDNWTHEHAT LI BE(EEZRET 2HAICOHEHATEET,

GE) Dialed Number Plan Bulk Insert */ — )l & Dialed Number Bulk Insert Y — )V ZRE L7a WL D IZIEEL

FAVINEGFHEZHERL T ROWHZFETLET,

o I =Y hMBHKBLEZI-NNICMIV—T 1 27 AU T R TI—FT 4 27 N5
9 %

o HARMBYAVIOBEESHAZEZRET 5,

TAVIEFSFBEOFERICEDI - a=-I)LOICMI)V—FT 4 5

A YNEFFHEHORS BN DR HRIT. T—2 2 BB LZI—ILICM VY 7
NI T7TN—T1 2 73N2LICTHIETT, ZOHFIE. DI —)LIZxT % PostRoute
EERTDHZEEEEL. TOYATOIL—Y x> b A—=)VEUETZ)—F 1 > X7 Tk
WCBHEAMT 5N A VIVEBEIRET H2HENH D £,

ZDIHER. ROT A VIVESFEORETHEAL X7,

o I—TxrhHDIRXE
o I—2zrhHOMUHL
s I—YYhAMBBLEY Y MNT R O
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| FAVINESEHE

v LEEtEIcO e A

TAVIESHBEDERICKDEFRNGZI A VIDEESHADHRE

A VINEGFEIL, EANBRTAVIOBEBEMADHEECOHFEHTEET, ZOHEIF. T—
PN ATYN U EEBIRYFTEITIAINRA—R XY= REL XY, 2L, RA K
N— MNEERET, -3 VIIBBELREINRZNED, ICMIZX 2V —TF 1 > 713 fThi
T, TORDO., ¥4 VILT B LFEH % [Dial String] 71—V RICAH L FT., TOXFH
3. Tz OO EEFETHEZIHEAINET,

DY A VIVESFEHOFEAEL RONEZRET HHEITROINRATT.

« AE—RKFAIYVIL
o WHFOMMIZEDZY TR T+ NEDT1YIL

A VI ESTHEEICDNT

[Dialed Number Plan] 4 707 Ry 7 AD&E 74—V R, > T74Fal—2a>Ix—T%
OF>ITA 2 NVTTEREINTVWET, ZOHETIE. 2071 =)L ROFEMICDOWTHHL £
T, £, 2O —=)VREFHLTIAY IS 2 —"DI—-J 2> M A VIVERTT D
FIEIZODWTHHHL £7,

KOBEEIF, T—22 b I=VIZICM IIV—T 1 > T Z2EBET 25 A VIV ESFELT Y 2R
LTWET,

b
=

I romi ook Firad

¥

i

Dty 1000 wes] [

5

| et |

|'nu-u Praing Chant o | Dminet il Murtser
Shuin m.] . ]MM |m|[w8tm T Flary

W Fretange | ikt
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Wildcard Pattern

ZZWAHNTZIAINRA—R R —=21218, XF BFE BIXUEBRLEE B 28052EMN
TEET, £/20 ROTAINEI—RNFEHEHDHIENTEET,

XF Bl

? 1 DDEEKTZERL LT,

! SCERIER L, N — 2 ORBIIET AN TEET,

X Bp e 3 sCF 2 IR 5B EICHEMAL £9. & AIF, 91800551212 24 1 ¥l
L7336, X180051212 AMHEE SN TS & 9 ATHIFRE 41, 1800551212 £S5 HFIC
TAVILah£d,

Routing Client

[Routing Client] 7 —J)VRTIE, T—Y x> b A—=NDI—F4 27 2547 > hERETEE
9, IPCCFHETIE. V=T 4127 7547 > MaEi&%EL T CallManager PG 25 E T 246N DH D
i@‘o

Post Route

[Post Route] 7+ =)V RZfEHL T, ZO¥AT7OT—Y > b A=)ZIN—T1 27 AU
NMZREETEINESINZHFELE T, [PostRoute] & [Yes] ICRTET HHEIE. TDF¥A1TDIL—
Pz A= NVELARTZIN—T 1 27 AU T MCEEMT SN VIVEEDANT D40
ERHDET,

Dialed Number

[Post Route] 7t —J)V K% [Yes] IZi%E L 7=%&13. [Dialed Number] 7 ¢ —)V RZ2{#EHL T, ICM
N—=F 4 27 AT RTZOIT—Y x> b A=) 2UHTEEISIHEELET,

Dial String

[Dial String] 7 « —JV KiZ. [PostRoute] 71 —J)V K% [No] IKHEL T. F1 VI OBEEHZIC
O M ZMEHTZEIICHERTDEEICEIHEMAL £, [PostRoute] 2R L TICM IL—
T T AT MOV EREETRHHE. 07—V RIZEHATEER A,

[Dial String] 7« =)V RiZid, T—2 22 MBAN LY A VIVESXFHZEYOHBA, 75y b
T4 —LZEREINDTA VI LFINCERTEEEHEATZ2T91 IV RI—RXFEEANLE
9, RDKTIE, [Dial String] 7«1 =)L FIZERREND T A BA—BXLFIZDWTHHL T,

D4V Bh—RXF B4
! I—2x Y MBANLETAVIVESITFHIOHRT, Ko TWHITFET
J\\‘T:[to‘——[/ia—o

gE-HI:I

? fRELEMEICHZLFEIE—-L T,

X £7213 x I— Y "OHEEL YA VIVEELTFHN 5, [DialString] 7 ¢ —Jb
ROKRBERELLEF Ty NTERINLMEICDH D LFERIL
i@_o
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v LEEtEIcO e A

ROFIZ, T— 2 "R ELRZY A VIVESD, BET 251 VILESEHE O DialString T >/

MU TERINZHEIHES T, B INDHE2RLET,

I-Czr b0 |(FAVINESEHE |54V ILXEFD

1Y IES @ Dial String R A

5133 6100 6100 EiEmxiz 9,

5133 6X727? 6133 oM ESHmAET,

5133 ! 5133 SEflzar—LU %9,

5133 9275! 92755133 TV T4 AEBMLUET,

5133 62XX7? 6233 YD 2 L TFEBEBEMWMAET,

5133 2777 5133 SEflzar—LU %9,

5133 7XXX000 5000 BRAIOXLFZERL, ROOLFEE
A ET,

2755100 2279200 2755200 BBO3ILFEEXMZ FT,

2755100 1220 2755100220 YT 4 7 AEEIMLET,

AE=R A VIADT A VILXFINDER

FAVINVLFEHNDHEN NI AL —2a a2 ETDE. AE—R YA VIVEREEZETTEET,
Z ZTld. [Wildcard pattern] ICT—> x> YA VIV 2EHECFHEANLET, T RUD
Dials String IZEBED Y —7 v hEHZEZ AL X7,

I—2x 2 MRANLETAVIVESRTAVIVEGSELZ PUDOTAI)RA—RK Ry =&
—HITDE TP X IBANLEY A VIVESLTFHORDOIZ, T2 MVICRESNIEY A
VIV FHIDER S NET,

RDOFEIT, AE—R T VILREOHZRLET,
I—-2xr b5 14v)ES |Dial String R
133 919782755133 919782755133

REFDEEHMANDY A VIV XFIIDER

FAVINEGFHEZEHTLE, T—2 22 ME A VIS5 ESITHEBTFOX TN ZfETE
X9 TV 2 MIEEMMICEFE 2 NT B EEITEAITS WA TIZ/R <. [SALES]
EFAVINTEET,

FHTFOESMAZHET 21T, ¥ VIVESFEI> MY O [Wildcard pattern] IZHEEFDS
AVIVLFFNEFRE L. [Dial String] 12—y "EBERELET, Tz MIANLESY
AVYNVEEN, A VIVEBHBELZ NUDOTAINVRA—R NI =2 &—HKTHE, -2k
MANTULEEXLFHORDDIZ, RESNTVDY A VIV FHNEESINET,

TAN B —RFEIORREEZMAGTODED & FEFITEFOT L T4 7 APMBMENT, F
DOFEZRETE LT, ROKRITHZRL X,

I-2zYbhDTAVIES |54 VI ESFED Dial String (#ERELTDY 1V ILXFT

SALES 919782755100 919782755100
BOS5133 9782755133 9782755133
FL140ffice1433 5133 5133
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Dial Number Type Plan
[Dial Number Type Plan] T, JEFET2 TN DY A TEBEBETEET, I—INDY A1 TILRD &

BT,

TAVIESHE |FH

[International] I—>x>hd. EREHECTEINS OV ERETEET,

[National] I—rzr i, EBENOREBERICOEINSG I EREFETEET,

[Local] I—2Y 2 b TNEECPESNS IV EeRETEET,

[Operator Assisted] |T—> x> M3, ARV —F Y AF DA I-I)VIZHEENS - &2 %
ETEET,

[PBX] I—2z>hMd ACRYTINDIT—T > MZa—)LaRHETEE
ED

ZDT 4=V ROFA T aiz& > T, [Agent Desk Settings] HE DA 7T 3 ITIEREIIT v E >
TEINET, ICMIZED T, YU MNT YR A=)V EFHEFETHI— 1 > b Agent Desk Settings
IHER SN E Y, Agent Desk Settings Tld. T— x> MMARETEDI-) ¥4 TBIXUHET
TRNWI=) YA THREEINET, Agent Desk Settings ICE> T, T—I x> "B EDY AT
Da—)L (EERE) 2RETER o256, I-VEHREINERA.
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SAVIBESHBEORERE

ZOHDOHNER, ROEBVTT,

sa4vEEHEORESE N

o FAVINEBEEHAZMAL TCI—2> b 3=V EICM IV —F 1 >0 T 5K 37 R—T
o HAVIERBEHEZMFHL TCI—Y2 N O—JVICEANRBRY A VI OBEMAZEZHRTET S

Fik, 38 R—Y

FAVYINEFSFBEZFRLTCI—2z b= I)LZICMIIV—FT 4 T T BAHE
ROFNEZH ST, 1 VINEFEFFHE L M) ZREL. ICMIZE>TZ—Y 2> b a—=)V&)—

T4 TLET,

Toary

=LY

ATy

ICM Script Editor 2 L T, T— x> MAYH
BLEEIATOaA—- )NV ENET DI —F 1 >
T AT NEERLET,

IT—x B LEZa—ILDICMY 7 b2 712
FoTHYNIIN—T 1 > INBLDICLET,

ZDAZYTRTIRICM A7 U T~ J—REMFHL
T, I—Yx> b Y—EX, £EEBAFIN ITIN—T
MRFEBRDET, ¥—F v MNBBIRSIN D &, BHE
T eI XN MNERITTORY 72 IINVICREINE
T, T2 MRELZY A VIVLFEHIN T X))
DEICEBEMA SN, UOMAT Iy M7 +— LTk
BENT, 7UMNT R I-INRREINET,

RAFwT 2

[Dialed Number Plan] ' 7Y OZIZL> MY % §F

ALET, ZOEEDT 1 =)L RIZRDLDITER

EFLET,

o WU TAINRI—RXFEEBEELET,

e [PostRoute] 7 —JV K% [Yes] ITHELE
@_0

e IT—Yx2h OA=INDI—F1 2TIHH
TEIN—FT1 >0 A7 T NMIEEMTS
NI=BERN YA VINESEERL LT,

¢ [Dial Number Type Plan] Z§%& L T, I—)b
DY TEEELET,

{1 -
[Configure ICM]>[Tools]>[Bulk
Tools]>[Dialed Number Plan] ZJEiRL F£7,

I—Yz2bDYAVINIFIEYT A VIVESERE
LEd, ZHRIEKD, T—Y x> hOa—)kd, ICM
=T 2T AT RZE>TUV—T1 2T END
LDV ET,

RTFv7 3

IV ARETEBI—NOS 1 TN
BT &E 5L DIZ Agent Desk Settings AVRRE 11T
WBHZ Eamill£9,

iy :
[Configure ICM]>[List Tools]>[Agent Desk

Settings] 2RI ET,

I—Cz 2R ETELZTYTMNT R O-)LBEX
VRETERNWT T MNT 2R OV RSN E
@_0
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N zomkos®x

FAYVYINESHBEEZFRALTCI—>c b O=IVICEERWNGIAVIIDEESHMZ EHTE
ERRYzD
ROFNEIZHS T M VIESFHEI S N 2R EL. IMICE>TI—Y 2> b =)V &)L —
T4 T LUET,

Toayv B

A7v7 1 [Dialed NumberPlan] ¥4 7O/ I hYEHALE | T—Y 1> hOY A VILLFESELY MU T
T, ZOBEEDT 1 =)V RIZRDELSITREL £ EINEIAVIXFIEREGELET. 1TV
o WUITANRA—K TEEEELET, XFHN A=)V OFRBEIHEAINDELSIT/RD
e [PostRoute] 7 —)L F%& [No] IZEREL X7, T (AR ICM L2 Th—F1 > 73N

- ‘ TEA).
o D—NERETIESIHEATEEMEYA T
LT ERE L £,

* [Dial Number Type Plan] Z#i%EL T. I—=)LD ¥ A
TEEELET,

5 :
[Configure ICM]>[Tools]>[Bulk Tools]>[Dialed
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average router delay queue 5 caltyp24 : Call Type Real Time All Fields

average router delay queue now  |caltyp24 : Call Type Real Time All Fields

average router delay queue today |caltyp24 : Call Type Real Time All Fields
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average speed of answer (ASA) |agent23 : Agent Performance Summary Half Hour

agent24 : Agent Performance Summary Daily

agtper23 : Agent Peripheral Performance Summary Half Hour
agtper24 : Agent Peripheral Performance Summary Daily

caltyp21 : Call Type Half Hour

caltyp22 @ Call Type Daily

entskg23 : Enterprise Skill Group Performance Summary Half Hour
entskg?24 © Enterprise Skill Group Performance Summary Daily
entsvc24 : Enterprise Service Historical All Fields

perskg20 : Peripheral Skill Group Status Real Time

perskg23 . Peripheral Skill Group Performance Summary Half Hour
perskg24 : Peripheral Skill Group Performance Summary Daily

persvc26 : Peripheral Service All Fields Historical

average speed of answer (ASA) 5 |caltyp20 : Call Type Real Time

entskg20 : Enterprise Skill Group Status Real Time
entsvc23 © Enterprise Service Real Time All Fields
perskg20 : Peripheral Skill Group Status Real Time

persve27 : Peripheral Service Real Time All Fields

average speed of answer (ASA) |entsvc24 : Enterprise Service Historical All Fields

time

average talking time (ATT) entsvc24 : Enterprise Service Historical All Fields
persvc26 : Peripheral Service All Fields Historical

average talking time5 (ATT) entsvc23 : Enterprise Service Real Time All Fields

persvc27 : Peripheral Service Real Time All Fields

average wrap up time (AWT) entskg?24 : Enterprise Skill Group Performance Summary Daily

perskg23 : Peripheral Skill Group Performance Summary Half Hour

perskg24 : Peripheral Skill Group Performance Summary Daily
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barged-in tasks

agent 22 . Agent Task Summary Daily
agent21 : Agent Task Summary Half Hour

agent27 : Agent Historical All Fields

agteam?22 . Agent Team Task Summary Daily

agteam27 : Agent Team Historical All Fields

agtper22 : Agent Peripheral Task Summary Daily
agtper27 . Agent Peripheral Historical All Fields

agtskg07 : Agent Task Analysis

agteam21 : Agent Team Task Summary Half Hour

agteam24 : Agent Team Performance Summary Daily

agtper21 : Agent Peripheral Task Summary Half Hour

agtskg27 : Agent Skill Group Historical All Fields

agteam23 : Agent Team Performance Summary Half Hour

agtskg23 : Agent Skill Group Performance Summary Half Hour

agtskg?24 © Agent Skill Group Performance Summary Daily

entskg21 : Enterprise Skill Group Task Summary Half Hour
entskg2?2 : Enterprise Skill Group Task Summary Daily

entskg23 : Enterprise Skill Group Performance Summary Half Hour
entskg24 : Enterprise Skill Group Performance Summary Daily
perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg2?2 . Peripheral Skill Group Task Summary Daily

perskg23 : Peripheral Skill Group Performance Summary Half Hour

perskg24 : Peripheral Skill Group Performance Summary Daily

blind transfer out

entsvc24 : Enterprise Service Historical All Fields

persvc26 : Peripheral Service All Fields Historical

busy other number of agents

entskg20 : Enterprise Skill Group Status Real Time
entskg28 : Enterprise Skill Group Real Time All Fields

perskg20 : Peripheral Skill Group Status Real Time

perskg28 : Peripheral Skill Group Real Time All Fields
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busy other time

agent23 : Agent Performance Summary Half Hour

agent24 : Agent Performance Summary Daily

agent27 : Agent Historical All Fields

agteam?25 : Agent Team Consolidated Half Hour

agteam?26 - Agent Team Consolidated Daily

agteam27 : Agent Team Historical All Fields

agtper23 : Agent Peripheral Performance Summary Half Hour
agtper23 . Agent Peripheral Performance Summary Half Hour
agtper24 : Agent Peripheral Performance Summary Daily
agtper27 . Agent Peripheral Historical All Fields

agtskg?27 : Agent Skill Group Historical All Fields

entskg27 : Enterprise Skill Group Historical All Fields
perskg27 : Peripheral Skill Group Historical All Fields

perskg28 : Peripheral Skill Group Real Time All Fields

busy other time 5

entskg28 © Enterprise Skill Group Real Time All Fields

perskg28 : Peripheral Skill Group Real Time All Fields

call type

caltyp04 : Task Type Service Level Real Time
caltyp05 : Analysis of Calls Half Hour
caltyp20 : Call Type Real Time

caltyp21 : Call Type Half Hour

caltyp22 : Call Type Daily

caltyp23 : Call Type Historical All Fields

caltyp24 @ Call Type Real Time All Fields

callback message time

agent27 : Agent Historical All Fields
agtskg27 : Agent Skill Group Historical All Fields
entskg27 : Enterprise Skill Group Historical All Fields

perskg27 : Peripheral Skill Group Historical All Fields
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callback messages

agent04 : Agent Task Detail Activity

agent27 : Agent Historical All Fields

agteam(04 : Agent Task Detail Activity

agtper04 @ Agent Peripheral Task Detail Activity
agtskg04 : Agent Task Detail Activity

agtskg27 © Agent Skill Group Historical All Fields
entskg27 : Enterprise Skill Group Historical All Fields

perskg27 : Peripheral Skill Group Historical All Fields

callback messages average time

agent04 : Agent Task Detail Activity
agteam04 . Agent Task Detail Activity
agtper04 . Agent Peripheral Task Detail Activity

agtskg04 © Agent Task Detail Activity

campaign

agent28 : Agent Real Time All Fields

agtskg28 : Agent Skill Group Real Time All Fields
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conferenced in tasks agent05 : Agent Task Detail Performance

agent21 : Agent Task Summary Half Hour

agent22 : Agent Task Summary Daily

agent27 : Agent Historical All Fields

agteamO5 - Agent Task Detail Performance

agteam21 : Agent Team Task Summary Half Hour
agteam?22 : Agent Team Task Summary Daily

agteam27 : Agent Team Historical All Fields

agtper05 : Agent Peripheral Task Detail Performance
agtper21 : Agent Peripheral Task Summary Half Hour
agtper22 . Agent Peripheral Task Summary Daily

agtper27 : Agent Peripheral Historical All Fields

agtskg05 : Agent Task Detail Performance

agtskg?21 : Agent Skill Group Task Summary Half Hour
agtskg?22 : Agent Skill Group Task Summary Daily
agtskg27 © Agent Skill Group Historical All Fields

entskg21 : Enterprise Skill Group Task Summary Half Hour
entskg22 : Enterprise Skill Group Task Summary Daily
entskg27 © Enterprise Skill Group Historical All Fields
perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg2?2 . Peripheral Skill Group Task Summary Daily

perskg27  Peripheral Skill Group Historical All Fields

conferenced in tasks average time |agent05 : Agent Task Detail Performance

agteam05 : Agent Task Detail Performance
agtperO5 @ Agent Peripheral Task Detail Performance

agtskg05 © Agent Task Detail Performance

conferenced in time agent27 : Agent Historical All Fields

agtskg?27 : Agent Skill Group Historical All Fields

entskg27 : Enterprise Skill Group Historical All Fields

perskg27 : Peripheral Skill Group Historical All Fields
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conferenced out tasks agent 22 : Agent Task Summary Daily

agent05 : Agent Task Detail Performance

agent21 : Agent Task Summary Half Hour

agent27 : Agent Historical All Fields

agteamO5 - Agent Task Detail Performance

agteam21 : Agent Team Task Summary Half Hour
agteam?22 : Agent Team Task Summary Daily
agteam27 : Agent Team Historical All Fields

agtper05 : Agent Peripheral Task Detail Performance
agtper(O5 : Agent Peripheral Task Detail Performance
agtper21 . Agent Peripheral Task Summary Half Hour
agtper22 . Agent Peripheral Task Summary Daily
agtper27 . Agent Peripheral Historical All Fields
agtskg05 © Agent Task Detail Performance

agtskg?1 © Agent Skill Group Task Summary Half Hour
agtskg2?2 : Agent Skill Group Task Summary Daily
agtskg27 : Agent Skill Group Historical All Fields
entskg?1 : Enterprise Skill Group Task Summary Half Hour
entskg2?2 © Enterprise Skill Group Task Summary Daily
entskg27 : Enterprise Skill Group Historical All Fields
perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg22 : Peripheral Skill Group Task Summary Daily

perskg27 : Peripheral Skill Group Historical All Fields

conferenced out tasks average time |agent05 : Agent Task Detail Performance

agteam(5 : Agent Task Detail Performance
agtper05 . Agent Peripheral Task Detail Performance

agtskg05 : Agent Peripheral Task Detail Performance

conferenced out time agent27 @ Agent Historical All Fields

agtskg27 : Agent Skill Group Historical All Fields

entskg27 © Enterprise Skill Group Historical All Fields

perskg27 : Peripheral Skill Group Historical All Fields
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consulted tasks

agent 22

agent21 :

agent27 :

: Agent Task Summary Daily

Agent Task Summary Half Hour

Agent Historical All Fields

agteam21 : Agent Team Task Summary Half Hour

agteam?22 . Agent Team Task Summary Daily

agteam27 : Agent Team Historical All Fields

agtper21
agtper22
agtper27
agtskg21
agtskg2?2
agtskg27

entskg27

perskg27 :

: Agent Peripheral Task Summary Half Hour

. Agent Peripheral Task Summary Daily

. Agent Peripheral Historical All Fields
 Agent Skill Group Task Summary Half Hour
. Agent Skill Group Task Summary Daily

. Agent Skill Group Historical All Fields

* Enterprise Skill Group Historical All Fields

Peripheral Skill Group Historical All Fields

consulted time

entskg27

perskg27

* Enterprise Skill Group Historical All Fields

: Peripheral Skill Group Historical All Fields

customer account

agent28

agtskg28

: Agent Real Time All Fields

 Agent Skill Group Real Time All Fields

customer phone

agent28

agtskg28

: Agent Real Time All Fields

 Agent Skill Group Real Time All Fields
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date and time agent06 : Agent State Trace Detail By Events

agent21 : Agent Task Summary Half Hour

agent 22 © Agent Task Summary Daily

agent23 : Agent Performance Summary Half Hour
agent24 : Agent Performance Summary Daily

agent25 : Peripheral Agent Consolidated

agent26 : Agent Consolidated Daily

agent27 : Agent Historical All Fields

agent28 : Agent Real Time All Fields

agteam21 : Agent Team Task Summary Half Hour
agteam?22 . Agent Team Task Summary

agteam23 : Agent Team Performance Summary Half Hour
agteam24 : Agent Team Performance Summary Daily
agteam?25 . Agent Team Consolidated Half Hour
agteam26 : Agent Team Consolidated Daily

agteam27 : Agent Team Historical All Fields

agtper21 : Agent Peripheral Task Summary Half Hour
agtper22 . Agent Peripheral Task Summary Daily
agtper23 @ Agent Peripheral Performance Summary Half Hour
agtper24 : Agent Peripheral Performance Summary Daily
agtper25 . Agent Peripheral Consolidated Half Hour
agtper26 @ Agent Peripheral Consolidated Daily

agtper27 . Agent Peripheral Historical All Fields

agtper28 . Agent Peripheral Real Time All Fields
agtskg07 : Agent Task Analysis

agtskg?1 : Agent Skill Group Task Summary Half Hour
agtskg?2?2 © Agent Skill Group Task Summary Daily
agtskg23 © Agent Skill Group Performance Summary Half Hour
agtskg24 : Agent Skill Group Performance Summary Daily
agtskg25 © Agent Skill Group Consolidated Half Hour
agtskg26 : Agent Skill Group Consolidated Daily
agtskg27 © Agent Skill Group Historical All Fields

agtskg?28 : Agent Skill Group Real Time All Fields

caltypO5 © Analysis of Calls Half Hour
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date and time (%t &) caltyp21 : Call Type Half Hour

caltyp22 : Call Type Daily

caltyp23 : Call Type Historical All Fields

caltyp24 @ Call Type Real Time All Fields

entskg08 : FTE for Enterprise Skill Group Half Hour

entskg?21 : Enterprise Skill Group Task Summary Half Hour
entskg22 : Enterprise Skill Group Task Summary Daily
entskg23 : Enterprise Skill Group Performance Summary Half Hour
entskg24 : Enterprise Skill Group Performance Summary Daily
entskg?25 © Enterprise Skill Group Consolidated Half Hour
entskg26 - Enterprise Skill Group Consolidated Daily

entskg27 : Enterprise Skill Group Historical All Fields
entskg28 : Enterprise Skill Group Real Time All Fields
entsvc23 @ Enterprise Service Real Time All Fields

entsvc24 : Enterprise Service Historical All Fields

perskg08 : FTE for Peripheral Skill Groups Half Hour
perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg2?2 : Peripheral Skill Group Task Summary Daily
perskg23 . Peripheral Skill Group Performance Summary Half Hour
perskg24 : Peripheral Skill Group Performance Summary Daily
perskg25 : Peripheral Skill Group Consolidated Half Hour
perskg26 : Peripheral Skill Group Consolidated Daily
perskg27 : Peripheral Skill Group Historical All Fields
perskg28 : Peripheral Skill Group Real Time All Fields
persvc20 : Peripheral Service for IVR Queue Half Hour
persvc2l : Peripheral Service IVR Queue Daily

persvc22 : Peripheral Service IVR Self Service Half Hour
persvc23 © Peripheral Service IVR Self Service Daily

persvc24 : Peripheral Service Agent Half Hour

persve25 © Peripheral Service Agent Daily

persvc26 : Peripheral Service All Fields Historical

persvc27 : Peripheral Service Real Time All Fields

trkgrp04 © Trunks Historical All Fields

trkgrp12 @ Trunks Historical All Fields

trkgrp23 : IVR Ports Performance Half Hour
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default label caltyp20 : Call Type Real Time

default treatment caltyp21 : Call Type Half Hour
caltyp22 : Call Type Daily

delay queue abandoned entsvc23 : Enterprise Service Real Time All Fields

delay queue abandoned 5 caltyp24 : Call Type Real Time All Fields
persve27 : Peripheral Service Real Time All Fields

delay queue abandoned time entsvc24 : Enterprise Service Historical All Fields
persvc26 : Peripheral Service All Fields Historical

delay time in queue entsvc24 : Enterprise Service Historical All Fields
persvc26 : Peripheral Service All Fields Historical

destination

agteam?20
agteam?28
agtper20 :

agtper28

agtskg28

agtskg20 -

agent20 : Agent Real Time
agent28 : Agent Real Time All Fields
: Agent Team Real Time

: Agent Team Real Time All Fields

Agent Peripheral Real Time

. Agent Peripheral Real Time All Fields

Agent Skill Group Real Time

. Agent Skill Group Real Time All Fields

direct in tasks

agtskg21

agtskg2?2 :

 Agent Skill Group Task Summary Half Hour

Agent Skill Group Task Summary Daily

direct in time

agtskg21

agtskg2?2

 Agent Skill Group Task Summary Half Hour

. Agent Skill Group Task Summary Daily

direction

agteam?20
agteam?28
agtper20 :
agtper28 :
agtskg20 :

agtskg28 -

agent20 : Agent Real Time
agent28 : Agent Real Time All Fields
: Agent Team Real Time

: Agent Team Real Time All Fields

Agent Peripheral Real Time
Agent Peripheral Real Time All Fields
Agent Skill Group Real Time

Agent Skill Group Real Time All Fields
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duration in current state agent20 . Agent Real Time

agent28 : Agent Real Time All Fields

agteam(2 : Agent Team Status

agteam20 : Agent Team Real Time

agteam?28 . Agent Team Real Time All Fields
agtper20 : Agent Peripheral Real Time

agtper28 : Agent Peripheral Real Time All Fields
agtskg?20 - Agent Skill Group Real Time

agtskg28 : Agent Skill Group Real Time All Fields

emergency assisted tasks agent 22 : Agent Task Summary Daily

agent21 : Agent Task Summary Half Hour

agent27 : Agent Historical All Fields

agteam?21 : Agent Team Task Summary Half Hour

agteam?22 : Agent Team Task Summary Daily

agteam23 : Agent Team Performance Summary Half Hour
agteam24 : Agent Team Performance Summary Daily
agteam27 : Agent Team Historical All Fields

agtper21 : Agent Peripheral Task Summary Half Hour

agtper22 : Agent Peripheral Task Summary Daily

agtper27 . Agent Peripheral Historical All Fields

agtskg07 : Agent Task Analysis

agtskg23 : Agent Skill Group Performance Summary Half Hour
agtskg?24 © Agent Skill Group Performance Summary Daily
agtskg27 © Agent Skill Group Historical All Fields

entskg21 : Enterprise Skill Group Task Summary Half Hour
entskg?2?2 : Enterprise Skill Group Task Summary Daily
entskg23 : Enterprise Skill Group Performance Summary Half Hour
entskg24 © Enterprise Skill Group Performance Summary Daily
perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg22 : Peripheral Skill Group Task Summary Daily

perskg23 : Peripheral Skill Group Performance Summary Half Hour

perskg24 . Peripheral Skill Group Performance Summary Daily
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enterprise name caltyp05 * Analysis of Tasks Half Hour
caltyp20 : Call Type Real Time
caltyp21 : Call Type Half Hour
caltyp22 : Call Type Daily
caltyp23 : Call Type Historical All Fields
caltyp24 @ Call Type Real Time All Fields
persvc20 : Peripheral Service for IVR Queue Half Hour
persvc2l : Peripheral Service for IVR Queue Daily
persvc22 : Peripheral Service IVR Self-Service Half Hour
persvc23 : Peripheral Service IVR Self-Service Daily
persvc24 © Peripheral Service Agent Half Hour
persvc25 © Peripheral Service Agent Daily
persvc26 : Peripheral Service Historical All Fields
persvc27 © Peripheral Service Real Time All Fields
trkgrp04 © Trunks Real Time All Fields
trkgrp12 © Trunks Historical All Fields

enterprise service entsvc23 : Enterprise Service Real Time All Fields
entsvc24 : Enterprise Service Historical All Fields

enterprise skill group entskg04 : Rolling 5Minute Enterprise Skill Group Status
entskg05 : Enterprise Skill Group % Utilization of Ready Agents
entskg08 : FTE for Enterprise Skill Group Half Hour
entskg09 : Enterprise Skill Group Normalized Agent State
entskg20 : Enterprise Skill Group Status Real Time
entskg21 : Enterprise Skill Group Task Summary Half Hour
entskg?2?2 : Enterprise Skill Group Task Summary Daily
entskg23 : Enterprise Skill Group Performance Summary Half Hour
entskg24 : Enterprise Skill Group Performance Summary Daily
entskg?25 © Enterprise Skill Group Consolidated Half Hour
entskg26 : Enterprise Skill Group Consolidated Daily
entskg27 © Enterprise Skill Group Historical All Fields
entskg?28 : Enterprise Skill Group Real Time All Fields
entskg?29 : Enterprise Skill Group Logout Real Time

error count caltyp23 : Call Type Historical All Fields

error count 30 caltyp24 : Call Type Real Time All Fields

error count today caltyp24 : Call Type Real Time All Fields
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event name agent06 : Agent State Trace Detail By Events
expected delay entsvc23 : Enterprise Service Real Time All Fields

persvc27 : Peripheral Service Real Time All Fields

extension (phone number) agent20 : Agent Real Time

agent28 : Agent Real Time All Fields

agteam?20 - Agent Team Real Time

agteam28 : Agent Team Real Time All Fields
agtper20 : Agent Peripheral Real Time

agtper28 . Agent Peripheral Real Time All Fields
agtskg20 : Agent Skill Group Real Time

agtskg28 : Agent Skill Group Real Time All Fields

external out average time agent04 : Agent Task Detail Activity

agtper04 : Agent Peripheral Task Detail Activity

agtskg04 : Agent Task Detail Activity
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external out tasks agent 22 : Agent Task Summary Daily

agent04 : Agent Task Detail Activity

agent21 : Agent Task Summary Half Hour

agent25 @ Peripheral Agent Consolidated Half Hour
agent26 . Agent Consolidated Daily

agent27 : Agent Historical All Fields

agteam21 : Agent Team Task Summary Half Hour
agteam?2?2 . Agent Team Task Summary Daily

agteam?22 : Agent Team Task Summary Daily

agteam?25 : Agent Team Consolidated Half Hour
agteam?26 - Agent Team Consolidated Daily

agtper0O4 . Agent Peripheral Task Detail Activity

agtper21 : Agent Peripheral Task Summary Half Hour
agtper22 . Agent Peripheral Task Summary Daily
agtper25 : Agent Peripheral Consolidated Half Hour
agtper26 @ Agent Peripheral Consolidated Daily

agtskg04 : Agent Task Detail Activity

agtskg?1 © Agent Skill Group Task Summary Half Hour
agtskg2?2 © Agent Skill Group Task Summary Daily
agtskg25 : Agent Skill Group Consolidated Half Hour
agtskg26 - Agent Skill Group Consolidated Daily
agtskg27 © Agent Skill Group Historical All Fields
entskg21 : Enterprise Skill Group Task Summary Half Hour
entskg?2?2 : Enterprise Skill Group Task Summary Daily
entskg25 : Enterprise Skill Group Consolidated Half Hour
entskg26 : Enterprise Skill Group Consolidated Daily
entskg?27 : Enterprise Skill Group Historical All Fields
perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg22 : Peripheral Skill Group Task Summary Daily

perskg25 : Peripheral Skill Group Consolidated Half Hour

perskg26 : Peripheral Skill Group Consolidated Daily
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external out time agteam21 : Agent Team Task Summary Half Hour
agteam?2?2 . Agent Team Task Summary Daily
agtskg?1 : Agent Skill Group Task Summary Half Hour

agtskg2?2 : Agent Skill Group Task Summary Daily

forced closed tasks entsvc24 : Enterprise Service Historical All Fields

persvc26 : Peripheral Service All Fields Historical

FTE active entskg08 - FTE for Enterprise Skill Group Half Hour

perskg08 : FTE for Peripheral Skill Groups Half Hour

FTE active5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status

perskg04 : Rolling 5-minute Peripheral Skill Group Status

FTE avail entskg08 : FTE for Enterprise Skill Group Half Hour

perskg08 : FTE for Peripheral Skill Groups Half Hour

FTE avail5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status

perskg04 : Rolling 5-minute Peripheral Skill Group Status

FTE busy other entskg08 : FTE for Enterprise Skill Group Half Hour

perskg08 : FTE for Peripheral Skill Groups Half Hour

FTE busy other5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status
perskg04 : Rolling 5-minute Peripheral Skill Group Status
FTE hold perskg08 : FTE for Peripheral Skill Groups Half Hour
FTE hold5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status
perskg04 : Rolling 5-minute Peripheral Skill Group Status
FTE interrupted perskg08 : FTE for Peripheral Skill Groups Half Hour
FTE interrupted5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status

perskg04 : Rolling 5-minute Peripheral Skill Group Status

FTE log on entskg08 : FTE for Enterprise Skill Group Half Hour

perskg08 : FTE for Peripheral Skill Groups Half Hour

FTE log on5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status

perskg04 : Rolling 5-minute Peripheral Skill Group Status

FTE not ready entskg08 : FTE for Enterprise Skill Group Half Hour

perskg08 : FTE for Peripheral Skill Groups Half Hour

FTE not ready5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status

perskg04 : Rolling 5-minute Peripheral Skill Group Status

FTE reserved perskg08 : FTE for Peripheral Skill Groups Half Hour

FTE reserved5 entskg04 : Rolling 5-Minute Enterprise Skill Group Status

perskg04 : Rolling 5-minute Peripheral Skill Group Status

FTE wrap up entskg08 : FTE for Enterprise Skill Group Half Hour

perskg08 : FTE for Peripheral Skill Groups Half Hour
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FTE wrap up5

entskg04 :

perskg04 :

Rolling 5-Minute Enterprise Skill Group Status

Rolling 5-minute Peripheral Skill Group Status

handled 30

caltyp24

persvc27

: Call Type Real Time All Fields

. Peripheral Service Real Time All Fields

handled 5

caltyp20
caltyp24
entskg28
perskg28
entsvc23

persve27

¢ Call Type Real Time

. Call Type Real Time All Fields

. Enterprise Skill Group Real Time All Fields
: Peripheral Skill Group Real Time All Fields
. Enterprise Service Real Time All Fields

. Peripheral Service Real Time All Fields

handled active 5

entskg28

perskg28

. Enterprise Skill Group Real Time All Fields

. Peripheral Skill Group Real Time All Fields

handled average time

agent04
agtper04

agtskg04

: Agent Task Detail Activity

. Agent Peripheral Task Detail Activity

: Agent Task Detail Activity

handled talk/active time

agent27
agtskg27
entskg27

perskg27

. Agent Historical All Fields

: Agent Skill Group Historical All Fields
* Enterprise Skill Group Historical All Fields

. Peripheral Skill Group Historical All Fields
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handled tasks agent04 @ Agent Task Detail Activity

agent21 : Agent Task Summary Half Hour

agent22 : Agent Task Summary Daily

agent25 : Peripheral Agent Consolidated Half Hour
agent26 . Agent Consolidated Daily

agent27 : Agent Historical All Fields

agteam21 : Agent Team Task Summary Half Hour
agteam?22 . Agent Team Task Summary Daily
agteam?25 : Agent Team Consolidated Half Hour
agteam?26 : Agent Team Consolidated Daily

agteam27 : Agent Team Historical All Fields

agtper04 . Agent Peripheral Task Detail Activity
agtper21 @ Agent Peripheral Task Summary Half Hour
agtper22 . Agent Peripheral Task Summary Daily
agtper25 : Agent Peripheral Consolidated Half Hour
agtper26 @ Agent Peripheral Consolidated Daily
agtper27 . Agent Peripheral Historical All Fields
agtskg04 : Agent Task Detail Activity

agtskg?1 : Agent Skill Group Task Summary Half Hour
agtskg2?2 : Agent Skill Group Task Summary Daily
agtskg?25 © Agent Skill Group Consolidated Half Hour
agtskg26 : Agent Skill Group Consolidated Daily
agtskg27 : Agent Skill Group Historical All Fields
caltyp21 : Call Type Half Hour

caltyp22 : Call Type Daily

caltyp23 @ Call Type Historical All Fields

entskg?0 - Enterprise Skill Group Status Real Time
entskg?21 : Enterprise Skill Group Task Summary Half Hour
entskg2?2 © Enterprise Skill Group Task Summary Daily
entskg?25 © Enterprise Skill Group Consolidated Half Hour
entskg26 - Enterprise Skill Group Consolidated Daily
entskg27 © Enterprise Skill Group Historical All Fields
entsvc23 : Enterprise Service Real Time All Fields

entsvc24 : Enterprise Service Historical All Fields
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handled tasks (¢ ) perskg20 : Peripheral Skill Group Status Real Time

perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg22 : Peripheral Skill Group Task Summary Daily
perskg25 : Peripheral Skill Group Consolidated Half Hour
perskg26 - Peripheral Skill Group Consolidated Daily
perskg27 : Peripheral Skill Group Historical All Fields
perskg28 : Peripheral Skill Group Real Time All Fields
persvc22 © Peripheral Service IVR Self Service Half Hour
persvc23 : Peripheral Service IVR Self Service Daily
persvc24 : Peripheral Service Agent Half Hour

persvc25 © Peripheral Service Agent Daily

persvc26 : Peripheral Service All Fields Historical

handled time agent27 @ Agent Historical All Fields

agteam21 : Agent Team Task Summary Half Hour
agteam?2?2 : Agent Team Task Summary Daily
agteam27 : Agent Team Historical All Fields

agtper27 : Agent Peripheral Historical All Fields
agtskg?1 : Agent Skill Group Task Summary Half Hour
agtskg2?2 : Agent Skill Group Task Summary Daily
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persve27 : Peripheral Service Real Time All Fields
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outgoing) tasks

agent05 : Agent Task Detail Performance
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outgoing) time agteam?21 : Agent Team Task Summary Half Hour

agteam?2?2 : Agent Team Task Summary Daily
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ICM task key agent06 @ Agent State Trace Detail By Events

ICR default routed caltyp23 : Call Type Historical All Fields
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agteamO5 - Agent Task Detail Performance
agtper05 : Agent Peripheral Task Detail Performance

agtskg05 : Agent Task Detail Performance
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agteam?22 : Agent Team Task Summary Daily
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agteam21 : Agent Team Task Summary Half Hour
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agteam04 : Agent Task Detail Activity
agtper04 @ Agent Peripheral Task Detail Activity

agtskg04 : Agent Task Detail Activity

internal out time agteam21 : Agent Team Task Summary Half Hour
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agtper23 @ Agent Peripheral Performance Summary Half Hour
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entskg24 : Enterprise Skill Group Performance Summary Daily

entskg?25 © Enterprise Skill Group Consolidated Half Hour

perskg23 : Peripheral Skill Group Performance Summary Half Hour

perskg24 : Peripheral Skill Group Performance Summary Daily

CiscoICM V7 k™ =7 : IP Contact Center ¥ 4 1 K Rel

[ oL-0892-05-J



IPCC LR—F 4 > &' D WebView ¥—% |

LR—bkF—% TF—IBRREINDZT T —
logged on duration 5 perskg28 : Peripheral Skill Group Real Time All Fields
logged on number of agents entskg20 : Enterprise Skill Group Status Real Time

entskg28 : Enterprise Skill Group Real Time All Fields
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longest task in queue delay time  |entsvc24 : Enterprise Service Historical All Fields
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perskg28 : Peripheral Skill Group Real Time All Fields
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media agent 22 : Agent Task Summary Daily

agent03 : Agent Media Logout Status
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agent05 : Agent Task Detail Performance

agent06 : Agent State Trace Detail By Events

agent20 : Agent Real Time
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agent24 : Agent Performance Summary Daily
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agteam(2 : Agent Team Status
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agteam20 : Agent Team Real Time
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agteam?25 : Agent Team Consolidated Half Hour
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agtper24 : Agent Peripheral Performance Summary Daily
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CiscoICM V7 k™ =7 : IP Contact Center ¥ 4 1 K Rel 5.0
[ oL-0892-05-J



IPCC LR—F 4 > &' D WebView ¥—% |

LR—bkF—% TF—IBRRENBT T
media (Hi ) agtskg04 © Agent Task Detail Activity

agtskg05 © Agent Task Detail Performance

agtskg07 : Agent Task Analysis

agtskg20 : Agent Skill Group Real Time

agtskg?21 : Agent Skill Group Task Summary Half Hour
agtskg2?2 © Agent Skill Group Task Summary Daily
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agtskg25 : Agent Skill Group Consolidated Half Hour

agtskg26 : Agent Skill Group Consolidated Daily
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perskg20 : Peripheral Skill Group Status Real Time
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agtper28 : Agent Peripheral Real Time All Fields

agtskg28 : Agent Skill Group Real Time All Fields
not ready agents entskg20 : Enterprise Skill Group Status Real Time

entskg28 : Enterprise Skill Group Real Time All Fields
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perskg28 : Peripheral Skill Group Real Time All Fields
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agteam23 : Agent Team Performance Summary Half Hour
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agtskg27 : Agent Skill Group Historical All Fields
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entskg?2?2 : Enterprise Skill Group Task Summary Daily
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perskg21 : Peripheral Skill Group Task Summary Half Hour
perskg22 : Peripheral Skill Group Task Summary Daily
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perskg26 : Peripheral Skill Group Consolidated Daily
perskg28 : Peripheral Skill Group Real Time All Fields
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persvc2l : Peripheral Service IVR Queue Daily

persvc22 : Peripheral Service IVR Self Service Half Hour
persvc23 : Peripheral Service IVR Self Service Daily
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persvc27 : Peripheral Service Real Time All Fields
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entsvc23 : Enterprise Service Real Time All Fields
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agteam28 : Agent Team Real Time All Fields

agtper28 . Agent Peripheral Real Time All Fields

on hold tasks

agent28 : Agent Real Time All Fields

agteam?28 . Agent Team Real Time All Fields

agtskg2?2 : Agent Skill Group Task Summary Daily
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on hold time
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agtskg?1 © Agent Skill Group Task Summary Half Hour

out tasks 30
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