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UNIVERGE SV9500 ACD - FEATURE LIST (1/4)

A - Administration Station for Hotel System

G - Guest Station for Hotel System

XX - Feature developed by NEC Corporation of America

Countries - Asia, Latin America, Middle East, Russia

SP Controlled Std.SIP - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Single/Multi Line) - Connection test is required in advance.
SIP Handler-Controlled Std.SIP (Multi Line) - North America ONLY

LEGEND
* - There are some restrictions.
X - Applicable

— - Not Applicable

N - Not Available

MARKET = =
x =
3 INFORMATION Analog Dterm / DT 2 . g 5| g - o REMARKS o
o) = Z |Sa sasS|sas| - o | o 52 9 *1: This list does not include availability of
g FEATURE NAME 4 g ol © 2 = = ) 2 8 §| £%| € T £ 3 : % o 8 = g = the cradle type of_SIP Multiple Line termi-
4 ac (9 F [£ | & o sc| g c g |a |a 8B r=9x=5|x |0 |& |82 nal. Features available on the cradle type
- 21553 & | E < % @ g 5E| 6 |2Er| & S : Plafslals aa| ® |of SIP Multiple Line terminal differ depend-
> 4 E 2 3 w =} o E =} E ug n " Sha n 5 ing on the application installed in it.
© [7) [3) (3]
[A-31A] [ABANDONED CALL SEARCH - ACD X X X X - - - X - X X N N N N - - N X N X
[A-34A] |ASSISTANCE - ACD AGENT - ACD X X X X - - - X - X X - - - - - - N - X N X
[A-35A] |AUTOMATIC ANSWER - ACD X X X X - - - X - X X - - - - - - N - X N X
[A-37A] |AVAILABILITY - ACD POSITION - ACD X X X X - - - X - X X - - - - - - N - X N X
[A-80A] [ANNOUNCEMENTS - ACD X X X X - - - - - - - - - - - - - N - X N X

*: Agent Personal Queue: AADT in-
[A-85A] |AGENT PERSONAL QUEUE - ACD X X X X - - - X - X X - - - - - - N - X N X | creased from 1-59 -> 1-200. (59 - 200 not
supported in North America)

AUTO WORK MODE FOR PBX CALLS

(A-86A1 |5 P X | X | x| x| -|-|-]|x|-| x| x|-]-]-1- - - N | - | x| N|X
[A-91A] |ANALOG ACD POSITION - ACD X [ x| x| x| x[x|[x]-1]- - -1-1-1-1- - - N[ - x| N X
[A-93A] [ALTERNATE NIGHT CCV - ACD x [ x| x| x| -[-1-1x|-1x[x|-1]-1-7- - - N[ - x| N X
[A-133A] | AGENT ANYWHERE - ACD x| x| x| x| -]-1T-1x[-1x[|x|-]-1-7- - - N[ - x| N[N
[A-140A] | ACD-ACCESS - ACD N x [ x| xT-]T-T-1-71-+ - - x x| x| - - - N[ - [ x| NTXx
[A-145A] | ACD INCOMING PILOT NUMBER N x Ix I xl-T-T.-1T.1T. ] T ] ] N x|«

RESTRICTION - ACD

*: The S6 enhancement increased the
[B-20A] |BREAK MODE - ACD X X X X - - - X - X X - - - - - - N - X N X | supported Break types from 1-9 -> 1-99.
Only 1-9 are supported in North America.

[B-21A] [BAD CALL NOTIFICATIONS - ACD x [ x| x| x|-[-1-[x|-1x[x|-1-1-7- - - N[ - x| N X
(C-35a) | CALL DISTRIBUTION TO AGENTS - Ix IxIx - T T Tl x I xl-T_-1T.1- ] ] N x| x
(C-67A géEL TRANSFER TO SPLIT QUEUE - lx IxITx T T T - TxT- 1T x 1xl-T_-T.1- ] ] N T x T | x

CALL WAITING INDICATION - LCD
[C-68A1 | pispLAY/CW LAMP - ACD Xop X X Xop - X XX -] ; ; N XN X

(C-70A] géIBLING PARTY IDENTIFICATION - sl x IxTx T T T - TxT -1 x Ixl-T.-1T.1- ] ] N T x T | x

[C-108A] | CALL CONTROL VECTOR - ACD x [ x| x| x|-]-1T-1x]-1x[x|-1-1-7- - - N[ - x| N X
(C-110A] | CALL WATTING LAMP WITH CHIVE - lx Ix I x o T-T-Txl -1 x I xl-T.1.1. ] ] N x| x

[C-127A] | CALL FORWARDING - SPLIT - ACD X [ x| x| x| -[-1T-1x]-1x[x[|-]-1-7- - - N[ - x| N[N
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UNIVERGE SV9500 ACD - FEATURE LIST (2/ 4)

LEGEND

* - There are some restrictions.
X - Applicable

— - Not Applicable

N - Not Available

A - Administration Station for Hotel System

G - Guest Station for Hotel System

XX - Feature developed by NEC Corporation of America
Countries - Asia, Latin America, Middle East, Russia

SP Controlled Std.SIP - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Single/Multi Line) - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Multi Line) - North America ONLY

MARKET o o
3 INFORMATION Analog Dterm / DT g i g =l e g = REMARKS
o Z |Sa|l2ErE|2ec c 2| O | *1: This list does not include availability of
n ZE oo |0 |3 252228235 3 |2 |8 | 28| 2 | thecradle type of SIP Multiple Line termi-
o FEATURE NAME x5 o ® @ g = € | |0 |3 €2 5§32 §3%=| 5 | o 8 w5 = ype of p
4 ac (g9 F | | & o sc| g c S | | S r=9x=5|x |0 |& |82 & nal. Features available on the cradle type
= 2 |55 & |E Y |E|8|2 |5El & |xErla S 19”8528 S8| @ |of SIP Multiple Line terminal differ depend-
5 4 E 3 3 w =} asl > 5 %- n n Sha " 3 ing on the application installed in it.
< o = = n (&) [$)
[C-191A] | CALL RECOVER - ACD X X X X - - - X - X X - - - - X - N X X
[C-199A] | CONNECTION DISPLAYS - ACD X X - - - - - - - - - - - - - N
*: This feature is available since S5.
*1: When the softphone is used as an
[C-205A] 28§SULTAT|ON HOLD RELEASE - X X X X X X X X - X X1 X X X X - - N - X - X | agent position (Operating agent), this fea-
ture is not available because DISC key to
a Soft key cannot be used.
[D-133A] | DO NOT DISTURB - SPLIT - ACD X X X X - - - X - X X - - - - - - N - X N X
DTMF SENDING DURING MONI- R . . .
[D-171A] TORED STATUS - ACD X X X X - - - X - X X - - - - - - N - X N N : This feature is available since S6.
[E-6A] [EMERGENCY/RECORDER - ACD - - - - - - - - - - -
[F-10A] |FUNCTION GROUPS (SPLITS) - ACD - - - - - - - - - - -
[F-25A] |FLEXIBLE ID CODES - ACD X X X X - - - X - X X - - - - - - - X X
*: This feature is available since S6 and
FLEXIBLE SPLIT MEMBERSHIP - only available for the ACD system where
[F-40A1 | Acp NP XX XX X X X - XXX - - No| - | X | N | X | “ACDP CAPACITY EXPANSION [A-
144A]” is in service.
[H-20A] |HOLIDAYS SCHEDULING - ACD X X X X - - - X - X X - - - - - - N - X N X
[H-31A] |HOT SPLIT - ACD X X X X X | X | X - - - - - - - - X - N - X N X
[I-99A] |INFOLINK DATA MESSAGES - ACD X X X X - - - X - X X - - - - X - N - N N N
[L-19A] [LOGON/LOGOFF - ACD X X X X - - - X - X X - - - - - - N - X N X
[L-48A] |[LANGUAGE DEFAULT - ACD X X X X - - - X - X X - - - - - - N - X N X
[L-92A] [LOGOFF WARNING - ACD X X X X - - - X - X X - - - - - - N - X N X
*: Silent Monitor (Multi-Path Monitor) con-
[M-28A] MONITORING - ACD SUPERVISOR - X X X X R R R X R X X R B R B R R N - | x N X nection for SIP Multiple Line Terminals is
ACD available since S5.
*1:P2P FCCS only.
MULTIPLE CUSTOMER GROUPS -
[M-29A] ACD X X X X - - - X - X X - - - - - - N - X N X
[M-79A] [MULTIPLE SUPERVISORS - ACD X X X X - - - X - X X - - - - - - N - X N X
[M-88A] |MIS OPERATOR SELECTION - ACD X N N N - - - X - X X - - - - - - N - N N N
[M-89A] | MONITOR ME - ACD X X X X - - - X - X X - - - - - - N - X N X
[M-90A] |MULTI-SPLIT AGENT - ACD X X X X - - - X - X X - - - - - - N - X N X
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UNIVERGE SV9500 ACD - FEATURE LIST (3/4)

LEGEND

*

- There are some restrictions.

X - Applicable
— - Not Applicable
N - Not Available

A - Administration Station for Hotel System

G - Guest Station for Hotel System

XX - Feature developed by NEC Corporation of America
Countries - Asia, Latin America, Middle East, Russia

SP Controlled Std.SIP - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Single/Multi Line) - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Multi Line) - North America ONLY

MARKET o o
x =
> INFORMATION Analog Dterm / DT g i g 5| g = o REMARKS .
o Z |Sa|l2ErE|2ec c 2| O | *1: This list does not include availability of
o 2T oo |0 |3 552532933 |2 |8 |2%| © | the cradle type of SIP Multiple Line termi
4 FEATURE NAME €5 ol s |8 5 5 |E |z |0 |2 |EL 582 83=|5 |0 |8 |85 5 | caceypeotsl vutpe s em-
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E= 2 |55 & |E Y |E|8|2 |5El & |xErla S |9®agslals S&| & |of SIP Multiple Line terminal differ depend-
5 4 E 3 3 w =} asl > 5 %- n n Sha " 3 ing on the application installed in it.
< | o = ol (&) o
(M-110a] | MULTI-LINE SUPPORT - ACD TERMI- PRl x x| x X - X Xp-0-7-1- - - N NN X
NAL - ACD MG B I - x [ x| -1-1-1- - - N[ - [ N[ NT X
[N-12A] [NIGHT SERVICE - ACD X X X X - - - - - - - - - - - - - N - X N X
[N-14A] [NON-ACD CALL - ACD X X X X - - - X - X X - - - - - - N - X N X
[O-19A] |OVERFLOW OUTSIDE - ACD X X X X - - - - - - - - - - - - - N - X N X
[P-21A] |PRIORITY QUEUING - ACD X X X X - - - - - - - - - - - - - N - X N X
[P-40A] |PILOT NUMBERS - ACD X X X X X X X X - X X - - - - - - N - X N X
PERSONAL EMERGENCY AND
[P-45A] ASSIST - ACD X X X X - - - X - X X - - - - - - N - X N X
[P-86A] [PREDICTIVE DIALING - ACD X X X X X X X X - X X X X X - - - N - X N N
PATTERN SWITCHING FOR PILOT
[P-88A] NUMBER GROUP - ACD - X X X X X X X - X X - - - - - - N X X N X
[@-1A] |QUEUING - ACD X X X X - - - - - - - - - - - - - - X X
[R-19A] |RELEASE - ACD POSITION - ACD - - - X* - X* - - - - - - - *: Available only for DT300/ DT700 Series
[R-145A] | RING DELAY - ACD - - - X - X - - - - - - -
[S-91A] | SPLITS - ACD X X X X } ) } X } X X } } } } } } N ) X N X _:CCV Indexe; 1201 - 2000 not supported
in North America.
[S-97A] iELDIT DISPLAY - ACD POSITION - lx IxITx T T T - TxT- 1T x 1xl-T_-T.1- ] ] N T x T | x
[S-98A] | SPLIT SELECTION - ACD X X X X - - - X - X X - - - - - - - X X
[S-108A] | STRANDED CALL ROUTING - ACD X X X X - - - X - X X - - - - - - - X X
[5-153] /SAEEIT CONNECTION RESTRICTION - N x Ex I x o T- T T x Ixl-T-1T.1- . . N x| x
*: Since S5, you can choose the SR-MGC
[S-164] |SR-MGC with ACD X X X X - X X - - X X - - - - - - N - N N X backup method from “ACD” or “UCD”.(For
countries except North America)
[T-24A] XELDJNK TROUBLE REPORT - MIS - s IxIxlxlT- T T Tl x I xl-T.1.1. . . N x| x
[T-49A] | TALLY COUNT - ACD X X X X - - - X - X X - - - - - - N - X N X
[T-50A] [TIME OF DAY/WEEK ROUTING - ACD X X X X - - - X - X X - - - - - - N - X N X
[T-51A] [TALLY-OH CODES - ACD X N N N - - - X - X X - - - - - - N - X N N
[T-85A] [TALLY REQUIRED - ACD X X X X - - - X - X X - - - - - - N - X N X
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UNIVERGE SV9500 ACD - FEATURE LIST (4/ 4)

LEGEND

* - There are some restrictions.
X - Applicable

— - Not Applicable

N - Not Available

A - Administration Station for Hotel System
G - Guest Station for Hotel System
XX - Feature developed by NEC Corporation of America

Countries - Asia, Latin America, Middle East, Russia
SP Controlled Std.SIP - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Single/Multi Line) - Connection test is required in advance.

SIP Handler-Controlled Std.SIP (Multi Line) - North America ONLY

MARKET o o
> INFORMATION Analog Dterm / DT g i g =l e g = o REMARKS .
o Z |32 5 E(le &£ S > o | *1: This list does not include availability of
x - ® » » < o= T | B S| o » 7 ) = o ; | !
i FEATURE NAME [ s | @ — — @ |[@ 8 |d|Ed|co|sol| 2 |8 o |E2 £ |thecradle type of SIP Multiple Line termi
5 2 [ 8 = |2 |« o T8 o o S|z |e |3 |62 22 £2 E 3 e |s g| 2 | nal Features available on the cradle type
= 2 |55 & |E Y |E|8|2 |5El & |xErla S 19”8528 S8| @ |of SIP Multiple Line terminal differ depend-
2 |1= E E] 3 | W =} 8ol > ) & 7] DE=| @5 ing on the application installed in it.
< | o = ol o 3]
[W-5A] |WORK MODE - ACD X X X X - - - X - X X - - - - X - N X X
[W-6A] |WORK MODE TIME LIMIT - ACD X X - - - - X X - - - - X - - X
[Z-1A] |ZIP TONE - ACD X X X X - - - X - X X - - - - - - - X X
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CHAPTER 1 INTRODUCTION

GENERAL

This manual describes the system outline and procedures of installation/installation tests, operations, mainte-
nance and data assignment of the ACD (Automatic Call Distribution) System.

1.1 Configuration of This Manual

The configuration of this manual is shown in Configuration of this Manual.

Configuration of this Manual

CHAPTER TITLE CONTENTS
2 GENERAL INFORMATION This chapter explains the concept, function and configuration of the
ACD System.
This chapter explains the procedures of installation and or installa-
$ INSTALLATION tion tests of the ACD System.
This chapter explains the office data design divided into the
. OHEICEE e basic ACD data and each ACD features.
ACD SERVICE FEATURES . . .
5 FUNCTIONAL TEST PROCE- ;Fhls chapter explains the test procedure of each ACD service fea-
DURES ure.
o |commmmsaoion | Thdmeerbis b el s ACDSn
SPECIFICATIONS " eI 2 SR
help configure a system.
This chapter explains the operating methods of Agent/Supervisory
[ SYSTEM OPERATIONS Position; and explains the restart processing of the ACD System.
This chapter explains the maintenance, diagnoses (according to
YSTEM MAINTENANCE .
. SYS NANC system messages), and fault repair of the ACD System.
APPENDIX A GLOSSARY This appendix gives explanations of ACD-related terms.
FIELD VALUES FOR ACD This appendix gives descriptions of al'l data values eI.ltered into PC-
APPENDIX B Pro command screens when configuring and managing an ACD
SCREENS
system.
APPENDIX C ACD SERVICE IN FCCS NET- | This appendix gives descriptions of the ACD service activated be-

WORK

tween two FCCS nodes through FCCS link.
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1.2 Related Reference Manuals

For maintenance to be performed on the ACD System, there are the operations pertaining to ACD functions and
those pertaining to the Telephony Server itself. Since this manual explains only the operations pertaining to
ACD functions, related reference manuals explaining the procedures of the Telephony Server must be used to-
gether with this manual when performing maintenance on the ACD System as a whole.

Such reference manuals and their relation with this manual are shown in Related Reference Manuals.
Related Reference Manuals

MANUAL NAME RELATION TO THIS MANUAL

When performing installation/installation tests, use the manuals named in con-
Appliance Model Installation Manual junction with CHAPTER 2: GENERAL INFORMATION and CHAPTER 3: IN-
STALLATION located in this manual

Maintenance operations can be performed by referring to the manual listed in ad-
Operations and Maintenance Manual dition to CHAPTER 7: SYSTEM OPERATIONS and CHAPTER 8: SYSTEM
MAINTENANCE in this manual.

Refer to CHAPTER 6: COMMANDS AND JOB SPECIFICATIONS in this
Command Manual manual, and the manual listed when programming the office data other than ACD
system.

1.3 Precaution on using the ACD features

CAUTION: The use of a monitoring, recording or listening devices to eavesdrop, monitor or record telephone
conversations or other sound activities, whether or not contemporaneous with its transmission, may be illegal in
certain circumstances under federal or state laws. Legal advice should be sought prior to implementing any prac-
tice that monitors or records any telephone conversation. Some federal and state laws require some form of no-
tification to all parties to the telephone conversation, such as using a beep tone or other notification methods or
require the consent of all parties to the telephone conversation, prior to monitoring or recording a telephone con-
versation. Some of these laws incorporate strict penalties.
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CHAPTER 2 GENERAL INFORMATION

GENERAL

This chapter will provide the user with a basic working knowledge of the ACD System. It also explains how to
use documents furnished with the ACD System.

The contents of this chapter and how to follow the information are outlined as follows:
1.1 System Specifications

The System Specifications section describes the ACD System equipment configuration, functions and specifi-
cations, interface conditions for external equipment, and other related subjects.

Persons having little or no basic working knowledge of the ACD System (concerning equipment configuration,
component functions, etc.) should read and thoroughly understand this chapter before proceeding.

1.2 Glossary of Terms

The terms used throughout the manual are listed and described in the section titled Glossary of Terms.

SYSTEM SPECIFICATIONS

2.1 General

This section describes the concept, functions and configuration of the ACD System.

The make up of this chapter is shown below:

*  Functional Outline: Describes the outline of the ACD system.

*  System Configuration: Describes the configuration of the ACD system.

*  MIS: Describes the general of MIS functions.

* Interface Between ACD and MIS: Describes the interface condition to be used with the ACD and MIS.

*  Equipment Related to ACD System: Describes the related equipment used with the ACD system.
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Functional Outline of the Telephony Server ACD System

Telephony Server ACD System

>
Announcement
i —
Machine —~
Supervisor
\'% p%sition y

2.2 Functional Outline

Presently, telephone reception services are provided to a wide variety of businesses including mail orders and
travel reservations. However, as the number of customers increase, these services are often subjected to com-
plaints such as telephone calls not answered for long periods of time, or the telephones being busy.

The ACD Agent Positions receiving these calls also have problems which make their operators busy, such as
calls being concentrated on specific ACD positions.

To solve the problems of customers and telephone operators, the ACD (Automatic Call Distribution) system
provides a range of service features. The addition of the MIS (Management Information System) to the ACD
system saves excessive personnel expenses and communications costs based on calculations of the optimum
number of operators and trunks.

The ACD system can connect large amount of incoming calls automatically to the groups composed of ACD
Agent Positions. These calls are processed in the order of their arrival, and distributed evenly among the ACD
Agent Positions.

When all ACD Agent Positions handling incoming calls are busy or their splits have already finished the service,
the ACD system can transmit various announcements to the calling customers.

The supervisor is able to supervise the ACD Agent Positions. The supervisor can monitor the performance of
each agent and change the system administration style in order to optimize the personnel arrangement.
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2.3 System Configuration
2.3.1  Outline of System Configuration

The ACD system can be implemented in the Built-in Type configuration, with which the ACDP is built in the

MGC of the Telephony Server.
The configuration of the ACD system is defined as follows.

=
Telephony Server MG VR
== >

Ethernet

]
Router @/

ACD Agent Position (IP Terminal)

Server MIS Client MIS Client MIS

Note: “Ethernet” is a registered trademark of XEROX CORPORATION.
2.3.2 Equipment/Terminals Accommodating in ACD/OAI System

The following equipment and terminals can be used in the ACD/OAI system.

In a Single-path connection, an audio breakup occurs at the start/end of the monitoring when IP devices are used.
To prevent this problem, enable Silent Monitor (Multi-path Monitor).

Note: To enable Silent Monitor (Multi-path Monitor), the following are required, set “1” for ASYDL/
ASYDN, SYS1, Index 874, Bit 0 to enable Multi-path Monitor Connection.
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Availability of Telephony Devices for ACD/OAI System
X: Available, C: Conditionally Available, N: Not Available, -: Not Applicable

Silent Monitor

Terminal/Equipment ACD OAlI Agent/ Oppo- Remarks

Super- site
visor Party

DT430 C C N N DESI-Less terminal is not
DT400 Series supported.
DT410 N X N N
Digital terminal DT330 C C N N DESI-Less terminal is not
DT300 Series supported.
DT310 N X N N
Dterm Series i X X N N
DtermIP X X X X Note 1, Note 2
IP terminal Dterm Series i with IP
X X X X Note 1
adapter
Soft Client SP350 x | ox | ox x | Notet, Note 2 Note3,
Softphone Note 15
DtermSP30 Note 4 x X x x Note 1, Note 2
DESI-Less terminal is not
DT830 C C C X supported.
Note 1, Note 2, Note 3
DT830G x x x x Note 1, Note 2, Note 3
Supported for 6 button type
DT800 Series and 8 button type (DESI-
Less) only. For DESI-Less
DT820 N C N X terminal, 16 button type and
32 button type are not sup-
SIP Multiple Line termi- ported.
nal Note 1, Note 2, Note 3
DT770G N N N N
DT750 N x N X Note 1, Note 2, Note 3
DESI-Less terminal is not
DT700 Series | DT730 C C C X supported.
Note 1, Note 2, Note 3
DT730G x X X x Note 1, Note 3
DT710 N X N x Note 1, Note 2, Note 3
DtermlIP (SIP) X X N N Note 1
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X: Available, C: Conditionally Available, N: Not Available, -: Not Applicable

Silent Monitor

Terminal/Equipment ACD OAlI Agent/ Oppo- Remarks
Super- site
visor Party
WLAN
Handset (MH N X N N MH250
Series)
Standard SIP
Voice termi-
nal
(Third-par- N N N N
SP Controlled | ty SIP termi-
nal)
Standard SIP
Video termi-
nal
SIP terminal (Third_par. N N N N
ty SIP termi-
nal)
Standard SIP Note 5, Note 10, Note 11
Voice termi-
nal C C N N
(Third-party
SIP Handler | SIP terminal)
Controlled Standard SIP
Video termi-
nal N N N N
(Third-party
SIP terminal)
PS PHS/PCS N x N N
VS32 CARD [SCA-VS32VA] with Voice Compression
VS32 o o VO)
Note 6 ) )
ote VS32 BOX [MG-VS32VA] Note 14
Analog 2MC X X - N
8LC Card [SCA-8LCC/SCA-
Analog MC SLCC-EMEA] N
X X =
8LC Card [SCA-8LCA/SCA-
8LCA-EMEA]
MCMG Card [SCA-4LC2CO-
TA]
X X - N
MCMG Box [MG-4LC2CO-
MC&MG-COT TA]
MC&MG-COT with PFT X X - N
MCMG Card [SCA-7COTA] x X - N
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X: Available, C: Conditionally Available, N: Not Available, -: Not Applicable

Silent Monitor

Terminal/Equipment ACD OAlI Agent/ Oppo- Remarks

Super- site
visor Party

MG-COT Card [SCA- « o ) N
6COTC]
MG-COT Card [SCA-
MG-COT 6COTB] X X - N
MG-COT Card [SCA-6CO-
TA] * x - N
MG(BRI) Card [SCA-2BRIA] .
X X -
MG(BRYI) MG(BRI) Box [MG-2BRIA]
MG-BRI X X - X Note 2
MG(PRI) Card [SCA-
24PRIA] X X = X Note 2, Note 7, Note 12
MG(PRI) Box [MG-24PRIA]
MG(PRI)
MG(PRI) Card [SCA-
30PRIA] x x s x | Note 2, Note 7, Note 13
MG(PRI) Box [MG-30PRIA]
MG-T1(SIP) Card [SCA-
MG-T1(SIP) DT Af] ) [ - . . N
MG-SIP16 Card [SCA-16SIP-
MGA] ard [ Note 2, Note 8
X X = X
MG-SIP16 B MG-16SIP-
MGA] ox [ Note 2, Note 8
MG-SIP16 Card [SCA-16SIP-
MG(US)] X X - X Note 8
MG-SIP96 X X - X Note 8
MG(SIP)
MG-SIP128 [MG-128SIP-
MGL-A] x x = x Note 8
MG-SIP128 [MG-128SIP- o o ) o Note 8
MGG-B/MG-128SIPMGG] ote
MG-SIP128 [MG-128SIP- o o ) o Note 8
MGJ-B/MG-128SIPMGJ] ote
Software-based MG-SIP X X - X Note 8
IPG Digital N N N N
IPG Analog N N N N
Internal PHC X X - N CCIS over IP Note 9

-10 -
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X: Available, C: Conditionally Available, N: Not Available, -: Not Applicable

Silent Monitor

Terminal/Equipment ACD OAlI Agent/ Oppo- Remarks

Super- site
visor Party

PRT X X - x
Circuit card accommodat- | BRT x x - N
ed in PIR COT x X = N
Three-party Conference Trunk X X - N CFT embedded in PIR
ELC UG5S0 (DLC) X X X X
UG50 (LC)
LC [Proprietary X X - N
Protocol/SIP]
UGS50 (PRT
1.5M) [Propri- C C ) C Available for Proprietary Pro-
etary Protocol/ tocol only.
SIP]
PRT
UG5S0 (PRT
2M) [Propri- Available for Proprietary Pro-
C C - C
etary Protocol/ tocol only.
. SIP]
Multi-slot
UG50 (COT- o o i N
TYPEI])
COT UGS50 (COT-
TYPE2) y y ] N
[Proprietary
UG5S0 Protocol/SIP]
UG5S0 (PGT- o o i N
TYPEI])
PGT UG5S0 (PGT-
TYPE2) y y ] N
[Proprietary
Protocol/SIP]
UG50-IPG (Digital) N N - N
IPG
UG50-IPG (Analog) N N - N
UG50-2MC X X - N
LC
UG50-8LC x x R N
UG50-24PRIA -
. vailable for Proprietary Pro-
Retrofit L iprGy C c . L tocol only.
PRT Protocol/SIP]
UG50-30PRIA A )
[Proptietary C C ) C vailable for Proprietary Pro-
tocol only.
Protocol/SIP]

-11-
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X: Available, C: Conditionally Available, N: Not Available, -: Not Applicable

Silent Monitor

Terminal/Equipment ACD OAlI Agent/ Oppo- Remarks
Super- site
visor Party
UGS50-
4LC2COTA x x - N
(COT)
MC&MG uase-
UG5S0 Retrofit | o i 4LC2COTA x x - N
(PGT)
UG50-6COT
[Proprietary X X - N
Protocol/SIP]
Note: Equipment and terminals not listed in the above table are not supported in ACD/OAI system.
Note: ACD/OAI system does not support the following:
*  VoIP Encryption [V-27]
+ Attendant Console
Note 1: When ACD/OAI keys which have assigned with AOKC command are pressed continuously,
no tone is provided.
Note 2: When the party you are calling does not support Silent Monitor (Multi-Path Monitor), Single-

Path Monitor is used. When the following terminals/equipment uses Silent Monitor (Multi-
Path Monitor), the firmware shown below is required.

Terminal/Equipment

Available Firmware

DtermSP30 Software Version 18 or later (Proprietary Protocol only)
DT820 Firmware Issue 1.0.0.0 or later
DT830 Firmware Issue 3.0.0.0 or later
DT830G Firmware Issue 3.0.0.0 or later
DT710 Firmware Issue 5.0.0.0 or later
DT730 Firmware Issue 5.0.0.0 or later
DT730G Firmware Issue 1.0.0.0 or later
DT750 Firmware Issue 5.0.0.0 or later
Soft Client SP350 RS or later
MG(PRI) Card [SCA-24PRIA]
(Proprietary Protocol mode)

Available since the first version
MG(PRI) Box [MG-24PRIA]
(Proprietary Protocol mode)

—-12 -
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Note 3:

Terminal/Equipment Available Firmware

MG(PRI) Card [SCA-24PRIA]
(SIP mode)

MG(PRI) Box [MG-24PRIA]
(SIP mode)

MG(PRI) Card [SCA-30PRIA]
(SIP mode)

MG(PRI) Box [MG-30PRIA]
(SIP mode)

Firmware SP-3884 MG PRI PROG-A Issue 21 or later

MG-SIP16

MG-SIP16 Card [SCA-16SIP-
MG(US)]

MG-SIP16 [SCA-16SIP-
MG(US)-B]

MG-SIP96

MG-SIP128 [MG-128SIPMGL-
Al

MG-SIP128 [MG-128SIPMGG]

MG-SIP128 [MG-128SIPMGG-
B]

MG-SIP128 [MG-128SIPMGJ]

MG-SIP128 [MG-128SIPMGJ-
B]

Software-based MG-SIP

Available since the first version

MG-SIP16 Card [SCA-16SIPM-
GA]

MG-SIP16 Box [MG-16SIPM-
GA]

Firmware SP-3905 MG SIP (16) PROG-A 02.01.00.00 or
later

UG5S0 (PRT 1.5M)
[Proprietary Protocol/SIP]

UG50 (PRT 2M)
[Proprietary Protocol/SIP]

UG50-24PRIA
[Proprietary Protocol/SIP]

UGS50-30PRIA
[Proprietary Protocol/SIP]

Available since the first version (Proprietary Protocol on-
ly)

To enable Silent Monitor (Multi-path Monitor) connection on SIP Multiple Line terminal, set
“1” for ASYDL/ASYDN, SYS1, Index 679, Bit 1(Multiple Session for SIP Multiple Line Termi-
nals is enabled). You need to re-register the terminals to reflect the change.

-13 -
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Note 4:

Note 5:

Note 6:

Note 7:

Note 8:

Note 9:

Note 10:

Note 11:

Note 12:

Note 13:

DtermSP30(SIP) can be used as ACD Agent Position. When using DtermSP30 with Thin-
Client terminal, refer to the Softphone User Guide and the manual of the Thin-Client termi-
nal. DtermSP30 (VPCC mode) is available to use with Thin-Client terminal since version 18.
Under the condition that a USB handset (with hook switch) is used along with DtermSP30,
the SPEAKER key will light up when the handset user goes Off-Hook. It does not affect the
terminal's operation.

NEC Connection test is required in advance.
The following firmware is required to be equipped on VS32.

Terminal/Equipment Available Firmware

VS32 CARD [SCA-VS32VA]
SP-3891 CA-VS32 PROG-A or later
VS32 BOX [MG-VS32VA]

In ACD/OAI system, this equipment is available also in SIP mode. Check the firmware ver-
sion in the below table. UG50 is not supported.

Terminal/Equipment Available Firmware

MG(PRI) Card [SCA-24PRIA]
MG(PRI) Box [MG-24PRIA]
MG(PRI) Card [SCA-30PRIA]
MG(PRI) Box [MG-30PRIA]

SP-3884 MG PRI PROG-A Issue 21 or later

To use Silent Monitor (Multi-Path Monitor) connection on SIP Multiple Line terminal, enable
“multisession” of set command on the MG side. For details on the setting of the configuration
command, refer to Peripheral Equipment Description (IP Devices) for all the MG-SIP except
Software-based MG-SIP. For the Software-based MG-SIP, see the Software-based MG-SIP
chapter in Prepackaged Server Model Installation and Operation Manual.

Software-based MG-SIP can use ACD only from FP95-112 V2 and if it is registered to Ap-
pliance Server model.

Internal PHC does not support all the monitoring related functions including silent monitoring
(Multi-Path Monitor).

This terminal can be used as a Hot position only in the ACD system. For the details, refer to
HOT SPLIT - ACD [H-31A] in the Data Programming Manual -ACD.

When this terminal is used in the OAI system, there are restrictions depending on the facil-
ities. For details, refer to SIP Handler Controlled SIP terminal in OAI System in the Data Pro-
gramming Manual -OAl.

In case of using Silent Monitor (Multi-Path Monitor), set the payload cycle to 20ms or longer.
In case of using Silent Monitor (Multi-Path Monitor), set the payload cycle to 30ms or longer.

When you set the payload cycle to 20ms the number of channels available will be 23. Be-
cause of that, set all the unnecessary channels to make-busy.

—14-
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Note 14: In the ACD system, this equipment can be used only in proprietary protocol mode.

Note 15: SP350 can use VPCC mode since R4. Refer to the Softphone User Guide and the manual
of the Thin-Client terminal.

—15 -
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2.3.3 ACD System Capacity

[ACD System Capacity for the countries except North America|

ACD System is depending on the Agent Client License Software to decide the quantity of ACD Agent.
Note: For using an additional method, the system of the program must be upgraded in advance.
Note: Client License Software (including ACD Agent License) can be merged up to 96.

ACD System Capacity for the countries except North America

ACDP Client License Software

DESCRIPTION

15000 Agent Positions
(Maximum)

Default setting

2000 Agent Positions
(Maximum)

ACDP Retrofit is enabled

1 | Quantity of ACD Tenant/System 9 9

2 | Number of Split/ACD Tenant 900 250

3 | Number of Split/System 900 250

4 | Quantity of ACD Agent Position/Split

5 Quantity of ACD Agent Position/ACD Depends on the number of Client Li- | Depends on the number of Client Li-
Tenant cense Software cense Software

6 | Quantity of ACD Agent Position/System

7 | Quantity of Line Group/System 898 254

8 | Quantity of ACD Line/Line Group 255 255

9 | Quantity of ACD Line/System 40000 6000

10 | Quantity of Queuing Call/Split 700 700

11 | Number of Queue Level/Split 250 250

12 | Quantity of Queuing Call/System 40000 6000
Acceptable number of ACD calls (from

5| tion) s he e e i
Note 1
Acceptable number of ACD calls (from

[t e e e i
Note 1

15 | Kind of ID CodefSystem Note 2 3 themomberof Clent License Soft- | 3 the mumberof Clent Lcense Sof:-

16 | Maximum Number of Digits for ID Code 9 9

17 | Kind of Monitor Number 48000 Note 6 4000

18 | ACD Call Control Vector (CCV) 2000 900

—-16 —
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ACDP Client License Software

15000 Agent Positions 2000 Agent Positions
DESCRIPTION (Maximum) (Maximum)

ACDP Retrofit is enabled

Default setting

19

Week Schedule Number 900 Note 7 250

20

IVR Port 255 255

Note 1:  If exceeding the acceptable number, Ringback Tone (RBT) is heard.

Note 2: A maximum number of the ID code types is dependent on the numbering plan for the sys-
tem.

Note 3: The number of Agent positions must be same as or smaller than the capacity of MIS.

Note 4: Management Information Systems (MIS) is unsupported if ACDP Retrofit is out of service
(ASYDL, SYS1, Index 1193, Bit 7=0).

Note 5: If ACDP Retrofit is in service, the quantities per system are those given in this column.

Note 6: There are the following conditions:
* Monitor Numbers are available up to 40000 for Personal Pilot Numbers. Also, up to
8000 Monitor Numbers are available for ACD Pilot Numbers.
+ To use more than 4096 monitor numbers in a stand-alone environment, set a single
FPC number other than 0 to ASYDL, SYS1, Index 512/533/865/866. System restart
is required after setting this system data.

Note 7: A maximum number is 400 for the ACD scheduling for the type of reception services.
24 MIS

Note: MIS is only available for North America.

The MIS (Management Information System) expands the benefits of the telephone reception services of the
ACD system by providing efficient administration.

The number of handled ACD calls, system capacity and functions of the MIS vary depending on whether it is
based on a MIS. The MIS calculates the traffic related to the ACD calls and issues reports. The basic purpose
of MIS is to provide statistical data to be used in calculations of the number of agents required and the amount
of C.O. trunk traffic.

System administration can be optimized by the supervisor, by setting the average delay time response of the
trunk group or split between 20 and 40 seconds. If the delay time is less than 20 seconds, agents become idle,
thus the number of agents can be reduced. When delay time is more than 40 seconds, the number of agents
should be increased. (Note the number of agents is dependent on the customers.)

From the MIS, the supervisor can change the office data related to the ACD, including the C.O. call destination,
overflow condition and the number of agents.

-17 -



CHAPTER 2 GENERAL INFORMATION

[Precautions for Use of MIS]

When using the MIS, please note the following points:

In the event the customer uses the MIS on a 24-hour basis, be sure to install the MIS in an air-condi-
tioned room to ensure normal operation and preventing the hard disk from overheating.

Be sure to perform shutdown procedure before powering off the MIS personal computer. If the power
is turned off without running the procedure, statistical data on the hard disk will be corrupted or de-
stroyed.

Be sure to take anti-power shortage measures such as installing UPS. Sudden disruption of power could
cause the corruption of the statistical data stored in the hard disk.

When any data modification is made from MIS (or from PCPro), data modification from PCPro (or
MIS) cannot be made for about 90 seconds after the modification to avoid data conflict.

The network must be segmented by a router into the one that houses the Telephony Server, PCPro, OAI
host computer, and IVR, and the other that houses Server MIS and Client MIS.

When using MIS, ACDP retrofit must be enabled with ASYDL, SYSI1, Index 1193, Bit 7=1 (ACDP
Retrofit = Valid (Up to 2000 Agents)). Also, Number of Monitor Numbers to Use (ASYDL, SYSI, In-
dex 1187, Bit 0 to Bit 3) and 16-digit OAI Station Number Information in Terminal Identifier (ASYDL,
SYS1, Index 867, Bit 7) cannot be used.

2.5 Interface Between ACD and MIS

The table below shows the interface condition between ACD system and MIS.

Note:

Interface Condition

INTERFACE CONDITION

Physical Interface 10BASE-T/100BASE-TX
Communication protocol TCP/1P
Data Transmission Speed 10 Mbps/100 Mbps

Client MIS and Server MIS need to be connected to the node providing ACDP.
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2.6 Equipment Related to ACD System

2.6.1

1.

2.

3.

ACD Agent Position

Function

This type of ACD Agent Position is comprised of a telephone, jack set and a headset.

Specifications

DT700 series
DT300 Series
DtermIP

Dterm Series i

For specifications of the Desktop terminal, refer to the pertinent manual.

Outer View

The figure below shows the outer view of the ACD Agent Position.

Outer View of ACD Agent Position

[Example]:

DT700/DT300 Series DtermlP/Dterm Series i
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2.6.2 Supervisory Position
1. Function

The supervisory position is equipped with the ACD Agent Position functions and the display terminal. It
is used as the supervisor of splits to manage the ACD system operations by overriding calls to ACD Agent
Positions, call monitoring, ACD Agent Position status display, etc.

The supervisor position consists of an ACD Agent Position and a display with keyboard (MIS terminal).
Some supervisor positions are not equipped with the MIS terminal.

Supervisory Positions

ACD Supervisory Position

4

MIS Terminal
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2.6.3 CTI Middleware

1.

Function

In the ACD system, by connecting to CTI middleware and in collaboration with a CRM application, it is
possible to display a client information screen while receiving a call. Also, advanced level data base routing
features not possible only for the ACD system such as last call routing or creating a routing map based on
clients data become possible.

Service Conditions

Note: See the proper manual for each device service conditions.

(a)

(b)

(©)

(d)

(e)

¢

The maximum numbers in the ACD system for the categories below are as follows:
The number of OAI connections per one ACDP: 16
The number of Infolink connections: 8

The number of Status Monitor Facility Requests (SMFR) available to set for ACD agent positions,
Supervisor positions, ACD trunks and ACD pilot numbers: 8 (one is occupied with ACDP.)

When the calls are controlled by CTI middleware, after the infolink message Iq that is received when
registering a queue, it is necessary to request a call route with the infolink message IF. In this case, set
0.5 seconds as the time interval between the Iq and IF messages to CTI middleware. Also, consider
measures for failures as the resending of the IF message if a negative acknowledge (NACK) with the
1Y message is replied.

Also, when ACDCCYV is operating, if there is a transfer to an ACD pilot number or a personal call
pilot number, the ACDCCYV processing before the transfer stops. If there is a transfer to a number that
is not an ACD pilot number or a personal call pilot number, when the transfer is completed (ACK is
notified with the I'Y message) the ACDCCYV processing before the transfer stops. However, if due to
reasons such as the transfer destination being in the middle of a call and the transfer is not completed
(NACK is notified with the IY message), ACDCCV processing in the transfer destination is resumed
after 10 seconds.

Note: Do not perform a route with SCF FN=4 of OAl.

If an attended call to an Agent position or Supervisory position is transferred to a number not managed
by ACD such as business extension number (any number not registered with the ACDPSN or ACD-
PLT commands) using the infolink message IF, do not assign the call again to a number managed by
ACD when the call has not reached the number destination and an agent position is intermediating.

In FCCS Network, set the waiting timer in the application side to 90 seconds for the time interval be-
tween the opening of Status Monitor Facility Notification (SMFN) (Subscribe) and the performing of
SMEFR through the application.

When information is monitored with the CTI middleware, it is necessary to use the infolink message
IH. Do not use SCF FN=6 of OAI

Do not use SCF FN=10 of OAI for connecting to ACD pilot numbers or personal call pilot number.
Only when a call is connected from a two way call state to a pilot number, SCF FN=10 of OAI can be
used.
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(2

(h)

Do not use SCF FN=5 from CTI middleware in the ACD system if ACDCCYV is operating. Use SCF
FN=5 only after transferring to OAI monitor number with the infolink message IF and ACDCCYV pro-
cessing stops.

SMEFN is not supported for DAT cards or VS32. Do not use SMFRs for these devices.

After ACD system performs Call Recover (CALL RECOVER - ACD [C-191A]) due to the fact that
an ACD agent position does not answer the transfered call, do not use a transfer order of the infolink
message [F from CTI middleware.

However, when CTI middleware performs a Call Recover order (SCF FN=10 (Connecting a line to an
ACD Pilot Number)) if an ACD agent position does not answer the transfered call (Note 3), you can
use a transfer order (SCF FN=4 (Routing an ACD incoming call in queue)) from CTI middleware.

Note 3: Do not set Call Recover (CALL RECOVER - ACD [C-191A]) by ACD system
that will be triggered by unanswered transfered call in an ACD agent position.
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GLOSSARY OF TERMS
This section defines ACD-related terms.
The ACD System Configuration
Split x
:
5
Server MIS
ACD System
Trunk Group
:
Supervisory Position
, &5 {
_W | / / v/ °
C &
Client MIS Agent Position <€
SWitching et %
HUB IPPAD _
o i Trunk Group
=
[—

ICT
Splity [ °T |
IP terminal
Client MIS

-
Supervisory Position SP-PHD _
- | VS

L

Agent Position

Router %

ETHER
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Trunk Group
A group, organized according to routes, of trunks which transmits calls incoming to or originated from the
ACD System.

ACD Group (Tenant)
An ACD system can be divided into groups according to the user firms or departments. The ACD group is
the unit of such a division. Its configuration is as shown in the table below.

Note: The following data must be assigned on an ACD tenant basis:
*  Trunk Group
» ACD Pilot Number
« Split
* Announcement Equipment
+ Transferring Destination (STN)
+ Transferring Destination (TRK)
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ACD Group Configuration

Split 1 Split n

A8

Qe

\

\_ Supervisory position \\ )
N\
ACD ACD
Group Group
(Tenant) (Tenant)

Split

The unit of division of an ACD group according to functions. Each split is composed of a queue to hold
incoming calls temporarily, ACD Agent Positions to answer the incoming calls, and a group supervisory
position.

Queue

The queue is the area in which calls incoming to the ACD system wait for handling. Each split has multiple
queues.

When all of the ACD Agent Positions of a queue are busy, the calls assigned to that queue will wait. as
ACD Agent Positions become idle, the calls are distributed to the ACD Agent Positions according to first-
in, first-out condition. However, since queues are assigned different priority levels, the calls in higher-pri-
ority queues are distributed before the calls in lower-priority queues.
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Overflow

An ACD call waiting in a queue of a split that cannot be connected to an ACD Agent Position assigned to
the queue (overflow origination) once a predetermined period of time had elapsed, the call is sent to the
queue of another split (overflow destination) where it can wait for an ACD Agent Position to become idle
in both queues. This allows the ACD call to be answered by the first available agent.

Overflow Threshold
The period of time between the origination of an ACD call and its overflow.

Inflow Threshold
Specific value defined by number of waiting calls in the overflow destination.

ACD Agent Position
All agent positions belong to any ACD group and an ACD call is originated/picked up from the agent po-
sition. Also, when Client/Server MIS system is used, ACD Agent Positions may have the Client MIS.

Group Supervisory Position

The position assigned the ACD Agent Position supervisory functions, such as monitoring of ACD Agent
Positions and assistance of ACD Agent Positions, as well as the functions of an ACD Agent Position. It
may be equipped with the MIS Terminal (DTE) which can display the status of the ACD subsystem.

Agent

The operator using an ACD Agent Position to handle calls via the ACD system. Every agent can be as-
signed an ID code to log on to the ACD system. For the purpose of effective use, the agent can use to con-
nect the client MIS.

Group Supervisor

This is the manager who uses a supervisory position to assist ACD Agent Positions, monitor them, super-
vise their status using the MIS terminal, and change the system configuration of an ACD group. Every su-
pervisor can be assigned an ID code.

MIS Terminal (DTE)
This is the MIS Data Terminal Equipment used to display the ACD system status and/or change the system
configuration.
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Concept of Operation Mode

0:00 9:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00 17:00 18:00 24:00
| 1 |
gggﬁirc\)/ri]sory g% NightMode Day Mode NightMode %%
\ NIGHT key pressed \ NIGHT key pressed
Agent {4 1 | — {
Position1 E\F Unavailable Available I Breakl I|3rea}k Unavailable ’“E
[HTHTHTITTTITHIE,Z T ST
LOGON/OFF keypressed keyBSE?slé d keprRrEéAs}éd LOGON/OFF key pressed
{ { {
Agent E Unavailable Available [ ] Unavailable&E
Position2 \ —] Break Break \}
V) | | 1 | 7/
[T, A HTHTHTHTI AT \
LOGON/OFF key pressed BREAK BREAK
key pressed key pressed LOGON/OFF keypressed
T Avaieoe

*  Day/Night Mode
The day and night mode determine the destination of incoming ACD calls on a per-split basis. Set the day
mode when starting the ACD call reception service, and set the night mode to end the ACD call reception
service in the evening or before the agent leaves position.

* Ready Mode
This is the status of an ACD position (including group or system supervisory position) after starting the
reception service. In this state, the position can answer ACD calls.

*  Work Mode
This is the state of an ACD position (including supervisory position) in which it restricts the termination of
incoming ACD calls. The agent may then perform nonverbal tasks, such as the creation of a business slip.
The Work mode can be set either automatically at the same as the end of conversation with an incoming
call (Automatic After Call Work mode) or manually by pressing the WORK key as needed.
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Break Mode
This is the state of an ACD position (including supervisory position), which is activated by the agent press-
ing the BREAK key to disallow the termination of incoming ACD calls before the agent temporarily leaves
the position.

ACD Trunk in an FCCS Network

ACD trunks can be accommodated in the multiple nodes within the FCCS network. And via the trunk in
the remote node, ACD calls can be originated or picked up from the agent accommodated in the node that
provides ACDP.

Agent Anywhere

With this function, ACD Agent Positions can be installed in multiple nodes of an FCCS Network and that
ACD calls can be distributed with ACD agents in the terminated node. Those ACD Agent Positions are
controlled by one ACDP in an FCCS Network.

Expanding ACD capacity
With the ACD Option Service Software, the built-in ACDP capacity will be expanded and more than 499
agent positions can be installed.

Split of Supervisors (see MULTIPLE SUPERVISORS - ACD [M-79A])
Split formed by multiple supervisors. It is beneficial when more than one supervisor to serve a split of
agents.

Agent Client License Software

The number of ACD Agent Positions is decided depending on the use of ACD Client License Software.
Licenses can be added individually (additional method). You can establish up to 15000 agent positions by
obtaining licenses enough for 15000 positions.
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CHAPTER 3 INSTALLATION

1.

GENERAL
This chapter describes the installation and test procedures of the ACD System.

The installation of the ACD system is completed by the installation of the MIS, MIS interface, and terminal
equipment such as agent positions and supervisory positions.

Because the installation procedures required for the Telephony Server are the same as for the business system,
this manual describes only with the terminal equipment related to the MIS and ACD positions. For information
on installation procedures related to the Telephony Server, refer to the Appliance Model Installation Manual.

PRECAUTIONS

2.1 Essential/Critical Information

In order to prevent accidents or equipment damage from occurring while installation is being performed, each
Telephony Server manual provides WARNING, CAUTION, and Note indications to draw the technician’s at-
tention to specific matters.

1. Meaning

Note: Indicates an item which requires special attention.

WARNING: Personal injury may result if the warning is not heeded.

CAUTION: Damage to the equipment and/or the system may result if the caution is not heeded.
2. Locations of Indicators

WARNING and CAUTION indications are located at the top of the page. Descriptions are included as part
of the procedures on the page.

Static Caution Indication

( N\
ATTENTION
Contents
Static Sensitive
Handling
Precautions Required
- J

This manual provides Static Caution indicators (see the figure “Static Caution Indication”) on page where work
involving static-sensitive components is described.
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The 3M Model 8012 Portable Field Service Kit, shown in “How to use the Service Kit” is recommended as an
effective countermeasure against static electricity. The kit is available from NEC.

How to use the Service Kit

/ <How to handle circuit card> \

Connectof
Set MB key
to UP.

installer

Connect ground wire to
the frame. Note 1

Backboard *

contact portion

Place the circuit card on
a conductive sheet.

K / conductive sheet

Note 1: A ground wire should be connected to the frame which is not coated by an insulating mate-
rial.
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INSTALLATION PROCEDURES

3.1 Peripheral Equipment Installation

This section explains the installation procedures of the following peripheral equipment for the ACD System.
*  3.1.1 Installation of ACD Agent Position

*  3.1.2 Installation of ACD Supervisory Position

*  3.1.3 Installation of MIS

*  3.1.4 Installation of Emergency Recorder

*  3.1.5 Installation of Announcement Machine

. 3.1.6 Installation of IVR/Host
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3.1.1 Installation of ACD Agent Position

*  Forthe cable connection between the Agent Position and the Telephony Server, refer to the related manuals.

»  Attach the provided keys pads/labels to identify the names of the keys. For the Feature Key data assign-
ments, refer to Section 2.4 “ACD Agent/Supervisory Position Data Assignment” in CHAPTER 4 and
AKYD command in the Data Programming Sheets.

Note: Key Pads on ACD Agent Position Keyboard are available as options. For details relating
to the Key Pads, refer to the manual for the Key Pad.

Key Pads on ACD Agent Position Keyboard (Dterm Series i)
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\‘ The location of these keys can be arranged

according to the PCPro programming.
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Key Pads on ACD Agent Position Keyboard (DT800 Series/DT400 Series)

T

L J
NEC
Exit Help
O =D O
[ CW_AUTOMAN ASSIST _EMER ]

(S =N =N =N =i =)
(TRKTRBL RECALL ACDCALL _LINE ]
(ST Iy i S S

[ FUNC _ HANDHEAD SPKR J
& B B B B B

[ J
S == 15 150 )

D@ ¢
HD@O®

((zHoId ) @ (SWork))

- \ )/

\

The location of these keys can be arranged
according to the PCPro programming.

Button kit for ACD is attatched
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Key Pads on ACD Agent Position Keyboard (DT700 Series/DT300 Series)

I

( |_| Security I_, )
| NEC |
-
Exit Help

Q(H o O

|_(CW < AUTOMAN ¢ ASSIST : EMER : :
n_ 1o Hn Ho o Hno

|_T(RKTRBL: RECALL :ACDCALL: LINE : : )J

n_ 1o Mo Mo o Hno

|_(FUNC <HANDHEAD 2 : SPKR @ :
n 1o Ho Hn J{n  J{n

T T T a

Button kit for ACD is attatched

] | N\

The location of these keys can be arranged
according to the PCPro programming.
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3.1.2 Installation of ACD Supervisory Position

*  For the cable connection between the Supervisory Position and the Telephony Server, refer to the related
manuals.

*  Attach the provided key pads/labels to identify the names of the keys. For the Feature Key data assign-
ments, refer to Section 2.4 “ACD Agent/Supervisory Position Data Assignment” in CHAPTER 4 and
AKYD command in the Data Programming Sheets.

Note: Key Pads on ACD Supervisory Position Keyboard are available as options. For details
relating to the Key Pads, refer to manual for the Key Pad.

Key Pads on Supervisory Position Keyboard (Dterm Series i)
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The location of these keys can be arranged

s
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Key Pads on Supervisory Position Keyboard (DT800 Series/DT400 Series)

L J
NEC

Exit Help
O O ED

[ CW_ AUTOMAN MONBARGE NIGHT
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[TRKTRBL RECALL ACDCALL _LINE ]
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Button kit for ACD is attatched
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The location of these keys can be arranged
according to the PCPro programming.
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Key Pads on Supervisory Position Keyboard (DT700 Series/DT300 Series)

NN

( |_| Security I_,
| NEC |
N Exit Help
O O
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Button kit for ACD is attatched

The location of these keys can be arranged
according to the PCPro programming.
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3.1.3 Installation of MIS

Figure below shows the cable connection between the MIS and the Telephony Server.

Cable Connection between MIS and the Telephony Server

LANZ2

(mm)
()

LAN Cable
(1000BASE-T straight-through)

Switching HUB 53 sasssnas
LAN Cable
(100BASE-TX straight-through)

= Router

LAN Cable
(100BASE-TX straight-through)

Swiching HUB

LAN Cable
(100BASE-TX straight-through)

Server MIS Client MIS  Client MIS Client MIS Client MIS

Note: When the client MIS and Host are installed in a system together, LAN network for these
terminals should be separated by the router.
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3.1.4 Installation of Emergency Recorder
For the cable connection of Emergency Recorder, refer to Peripheral Equipment Description.

The following figures show connection of Emergency Recorder.

Connection of Emergency Recorder
(When Emergency Recorder Has Starting Terminal)

cot MDF @ :D_

RO| R Emergency
No.0 circuit To - \ Recorder

\.Speech Wires |
No.1 circuit | M
(1) G \ Starting Wire

48V
-48v RPToj>
G 'l )—‘

FUSE
Power Receiving Terminal

Connection of Emergency Recorder
(When Emergency Recorder Does Not Have Starting Terminal)

T AC |
/ ¥
Speech Wires _— Receptacle
Power Relay Emergency
Recorder
coT MDF
RO R O— e
No.0 circuit
AC
TO0 T
mNote 1 <>

M
No.1 circuit G
(T) \ Starting Wire

-48V

Vv RPTO

-48
G II}—‘

Power Receiving
Terminal

Note 1: In case a power relay is used, select an optimum relay by confirming the Emergency Re-
corder’s current drain.
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3.1.5 Installation of Announcement Machine

The standard announcement machine available is a DAT card. The DAT can be used by simply inserting it in
the proper slot of PIR.

If a non-standard announcement machine is used, the connection method and the announcement trunk to be used
as interface vary depending on the machine.

An example of connection is shown in Figure below.

Connection of Announcement Machine

MDF
COoT
rRO 1 _____ OR
Announcement
No.Ocircuit | ITQ 1 __ ___ oT Machine
R 7|II G oC
(RT)| 48 G
No.1 circuit M -
(T1 -7

48V RPTO

G I||_<‘ Fuse

Power Receiving
Terminal

3.1.6 Installation of IVR/Host

Figure below shows the cable connection between IVR/Host and the Telephony Server.
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System Configuration (when Host is installed)

LANZ2

>

()
()

LAN Cable
(1000BASE-T straight-through)

= Router

&
o
H
H
H

Switching HUB

{alcfelslclelelelelo)

LAN Cable
(100BASE-TX straight-through)

LAN Cable
(100BASE-TX straight-through)

Switching HUB

LAN Cable
(100BASE-TX straight-through)

Server MIS

Client MIS  Client MIS Client MIS Client MIS
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Figure below shows the cable connection between IVR and the LC card.

Connection between IVR and LC card

PIR ] MDF
Installation cable

/ Rosette
LC
A0 Note 1 L2 L2

IVR

BO

A1 L1 L1
B1

|
A15
B15

Note 1: Connector leads (A0, BO) may be connected contrary.
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4. SYSTEM START-UP PROCEDURE FOR ADDING ACD FEATURES

This section explains the installation procedure for adding the ACD feature to the Telephony Server in on-line
operation. For more detailed information of start-up procedure, see Appliance Model Installation Manual.

STEP 1: Save all data to the Flash Card using the MEM_HDD command.

Note: Perform this for both Flash Cards in System #0 and #1. (Do not save the ACD data
memory.)

STEP 2: Turn OFF all the power of the Telephony Server in the order of the SV9500 Server --> PIR0 --> PIR1
--> PIRn.

STEP 3: Merge the Standard Service Software with the following software, referring to Chapter 6 “SYSTEM
STARTUP” of the Appliance Model Installation Manual. Note 1

For Central/South America:

* ACD Client License Software for expanding ACD Capacity (up to 2000 Agent Positions) Note 3
* ACD Option Service Software for AGENT ANYWHERE-ACD feature (SV95 NW-ACD/OAI
LICS) Note 3

For the Countries except Central/South/North America and Australia:

* ACD Client License Software for expanding ACD Capacity (up to 15000 Agent Positions) Note 2
* ACD Option Service Software for AGENT ANYWHERE-ACD feature (SV95 NW-ACD/OAI
LICS) Note 3

Note 1: Telephony Server Maintenance Menu may be used to merge the Standard Service
Software with the ACD Option Service Software.

Note 2: This software is required when making a maximum allowable number of ACD agent
positions expand.
When using ACD Trunk in an FCCS Network or AGENT ANYWHERE, merge this
software only at the node which accommodates ACDP.

Note 3: This software is required when adding AGENT ANYWHERE feature to the system
that already provides ACD feature.
When using ACD Trunk in an FCCS Network or AGENT ANYWHERE, merge this
software at all the nodes which provide the AGENT ANYWHERE feature.

STEP 4: Initialize the system (perform IPL, DM loading). Note 4
PROGRAM=“LOAD”
SYSTEM DATA=“OVERRIDE/LOAD”

STEP 5: Turn ON all the power of the Telephony Server in the order of PIRO --> PIR1 --> PIRn --> SV9500
Server. Note 4
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Note 4: When the system initial (IPL, DM load) is performed, ACD incoming calls terminated

STEP 6:

STEP 7:

STEP 8:

STEP 9:

STEP 10:

STEP 11:

before the system message [6-H] “2033” is output are not distributed to any posi-
tions. Therefore, be sure to make the incoming trunk circuit card busy before the sys-
tem initial (By doing so, the incoming call is in Busy Tone connection at the least).

Assign the System data written in NDM.

This data is necessary when using the ACD FCCS services.
ASYDN SYS1

Index 514- NDM usage

Index 533- FPC of the node that provides C-VNDM

Assign the basic system data for ACD system, referring to Chapter 4, “2.1 ACD System Configura-
tion” in this manual.

Check the station-to-station connection and confirm no fault status occurs or system messages are
output (such as cable connection fault, LCD display fault, memory alarm fault, abnormal interrupt,
etc.).

Program the ACD office data. Also, program the FCCS data to make ACD service effective through
FCCS network, if necessary. Refer to Chapter 4 “Office Data Design”.

Broadcast VNDM data from VNDM Center Node to all VNDM Local Node in FCCS network, by
using CBCV command. (This is necessary when using the ACD FCCS services.)

Save the DM, ACD data memory into the Flash Card by using MEM_HDD.
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CHAPTER 4 OFFICE DATA DESIGN

1. GENERAL

This chapter explains the office data design for the ACD system.

2. BASIC OFFICE DATA ASSIGNMENT

This section explains how to assign the basic office data. Items covered in this section are as follows.

2.1 ACD System Configuration

2.2 ACD Tenant Data Assignment

2.3 Split Data Assignment

2.4 ACD Agent/Supervisory Position Data Assignment

2.5 ACD Agent ID Code Assignment

2.6 ACD Incoming Route Assignment

2.7 Call Control Vectors (CCV) Assignment

2.8 ACD Schedule Data Assignment

2.9 Multiple Queueing

2.10 Overflow

2.11 Announcement (Delay/Night/Holiday) Data Assignment
2.12 DAT Card

2.13 VS32 ACD Announcement

2.14  VS32 Announcement Multiple Connection

2.15 ACD Pilot Number Assignment

2.16 Back-up UCD

2.17 ACD FCCS Data Assignment

2.18 ACDP Automatic Logoff

2.19 ACDP Quick Initialization

2.20 Program Upgrade with ACDP Quick Initialization

2.21 Geographic Redundancy - ACD (Stand Alone System) *For countries other than North America
2.22 Geographic Redundancy - ACD (FCCS Networking via IP) *For North America
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2.1 ACD System Configuration

2.1.1 Assignment of System Data

Note: If any of the following commands is modified, system must be initialized.
*+ ASYD command
SYS1, Index 2, Bit 0 (ACDP is mounted)
SYS1, Index 31, Bit 0 to Bit 3 (Mounting capacity of Common Memory)
SYS1, Index 47, Bit 4 (Tone Control is enabled)
SYS1, Index 207, Bit 0 to Bit 1 (ACDP is mounted)

 ASYDL command
SYS1, Index 864, Bit O (Built-in IP, ACDP is used)
SYS1, Index 864, Bit 3 (Multiple ACDP/IP)
SYS1, Index 864, Bit 2 (AGENT ANYWHERE/OAI Terminal Anywhere)
SYS1, Index 864, Bit 4 to Bit 5 (Assign the maximum number of ports of Status
Monitoring for terminal (SMFN)/Clear Status Monitor Facility Notification (SMFN) when
the FCCS Link down)
SYS1, Index 866, Bit 0 to Bit 7 (Fusion Point Code for Centralized ACDP)
SYS1, Index 1192, Bit 4 (Maximum Number of ACD Overflows)
SYS1, Index 1193, Bit 7 (ACDP Retrofit)

« ASYDN command
SYS1, Index 533, Bit 0 to Bit 7 (FPC that accommodates center VND)
SYSH1, Index 864, Bit 3 (Multiple ACDP/IP)
SYS1, Index 1192, Bit 4 (Maximum Number of ACD Overflows)

ACD system basic data is as follows. For details of system data, refer to Command Manual.

Basic ACD data

« ASYD
Index 2 Bit 0 01 Hex (ACDP is mounted)*
Index 31 Bit 0 to Bit 3 | 04 Hex (Mounting capacity of Common Memory)*
Index 32 Bit 7 1 (SMDR/CS report is in service) Note 1
Index 47 Bit 4 1 (Tone Control is enabled) Note 2
Index 61 Bit 5 0 (UCD Call Waiting Display is out) Note 3
SYS! 1 (Whether returns transferred call to transferring party after Recall
Index 69 Bit 0 Timer expires or not is depending on the setting of SF1104 of the
ASFC command)
Index 70 Bit 6 I1l O(lﬁlréré(r)rlllélrcl:tesnégr; "rl’é‘gin(izsdl)lsed for delay announcements/night an-
Index 79 Bit 6 0 (ACD/OALI in service)*
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ASYD

. 0 (Static ACD messages (Break, Ready, etc.) is displayed on the top
Index 80 | Bit 3 line of the LCD)
Index 89 Bit 3 0/1 (CPU ACT/STBY changeover is not in service/in service)*
Bit 0 1 (ACDP is mounted)
Index 207
Bit 1 fixed to 0
Bit 2 1 (Call Processing Event Notification)*
Index 241 - . -
Bit 3 1 (Details of SCF Error Notification)
SYS1 Bit 1 1 (ACDP specifications UP)
Index 448 1 (Send out ringer to an agent position in the Do Not Disturb or Ringer
Bit 3 Mute mode when a Non-ACD call or ACD call arrives (including the
calls that arrive at a Multi-line))
Bit 0 SFC call origination from the first party notification
! 0/1=Ineffective/Effective Note 4
Index 449 Access to Announcement trunk is controlled
Bit 2 0=by the timer
1=by the DAT
« ASYDL
ASYDL
Index 513 01 Hex (LDM usage)*
£
Index 515518 15P address (Hex) for the Telephony Server over External LAN* Note
*
Index 519~522 Subnet Mask (Hex) for the Telephony Server over External LAN
Note 5
Default Gateway Address for External LAN* Note 5
Index 523~526 Gateway Address (IP Address of Router) of Network connecting the
Telephony Server
SYS1 1 (Built-in IP, ACDP is used)* (When Built-in IP/ACDP is used, In-
Bit 0 dex 864, b4 must be assigned as data “1”, and Index 864, b5 must be

assigned as “0.”)

Output the system message when TCP-IP connection is normally dis-

Bit 1 connected*
Index 864 0/1=Effective/Ineffective
Bit 4 Assign number of ports of Status Monitoring for terminal (SMFN)
0/1=2 ports/8 ports (Normal Setting) Note 6, Note 7, Note 15
Bit 5 Clear SMFN when the FCCS Link is down

0/1=Clear (Normal Setting)/Not Clear Note 6, Note 8
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ASYDL

SYS1

Improvement of SCF6 Request for Monitor Connection.

Bit3 0/1 = Out of service/In service
Index 867 16-digit OAI Station Number Information in Terminal Identifier
Bit 4 (Number of digits for ACD station number)
0/1=Invalid/Valid Note 9
. 1: Improvement of SCF (FN=7) (Call Transfer) is in service (Check-
Index 870 Bit4 ing of transfer destination before Call Hold). Note 20
Index 874 Bit 3 1: ACDP Automatic Logoff is in service.
Switchback Pause Timer when Transfer Call by SCF (FN=7) is un-
available. Note 11
. . 128ms x Data value (2-F)
Index 876 BitOtoBit3 | 5~ e o e ommeniEd)
1 = Not used
0 = Out of service
Index 1083 |Bit1 1: Disables Peer to Peer Bandwidth Control [P-75].
. MG (SIP) Guard Timer for Consecutive Incoming Calls
Index 1145 | Bit 3 0/1 = Invalid/Valid Note 17, Note 18
SSF Monitoring Information Clear when the application is discon-
Index 1185 |Bit4 nected
0/1 = Valid/Invalid Note 14
. .. » | Number of Monitor Numbers to Use (default is 4095)
Bit0toBit3 |\ 10 12, Note 19
Index 1187 Bit 4 Assign port number of Service Status Facility Monitoring (SSFM) and
Service Status Facility Notification (SSFN)
Bit 7 SCF20 monitor support Valid/Invalid = 0/1 Note 13
Index 1189 | Bit 0 1 Quick automatic restart of monitoring upon retrieving the held call
is enabled. Note 14
Index 1190 | Bit 7 1: Improvement of ACDP Processing Performance is in service.
Note 16
Maximum Number of ACD Overflows Note 14, Note 16
Index 1192 |Bit4 0 =3 times
1 =9 times
ACDP Retrofit Note 10, Note 16
Index 1193 |Bit7 0 = Invalid (Up to 15000 Agents)

1 = Valid (Up to 2000 Agents)
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« ASYDN

ASYDN

SYS1

16-digit OAI Station Number Information in Terminal Identifier

dndlr 07 B 0/1 = Invalid/Valid Note 9, Note 16
Index 874 Bit 3 1: ACDP Automatic Logoff is in service.
Index 1144 |Bit4 0: DM cache feature is in service.

Index 1145 |Bit5

MG (SIP) Guard Timer for Consecutive Incoming Calls
0/1 = Invalid/Valid Note 17, Note 18

SSFN Monitoring Information Clear when the application is discon-

Index 1185 | Bit4 nected

0/1 = Valid/Invalid Note 14

Index 1186 | Bit 6 Automatic VNDM Reestablishment

Index 1187 | Bit 0 to Bit 3

Number of Monitor Numbers to Use is up to 48000 (default setting is
4095).

Index 1189 | Bit0

1: Quick automatic restart of monitoring when a monitored Agent re-
trieves the held call is in service.

Index 1190 | Bit6 Improvement of Processing Performance (OAI) is in service.

Bit 7 0: Improvement of ACDP Processing Performance is in service.

Note:

Note 1:

Note 2:

Note 3:

Note 4:

Note 5:

Note 6:

Note 7:

Note 8:

Unless removed, System data marked with “*” should already be programmed in the
system start-up procedure.

This setting is necessary for sending SMFN answer notification of a Trunk.

Tone Control is enabled in order for the caller dialed Monitor Number (PPN/ACD Pi-
lot Number) to hear Busy Tone. When this function is disabled, BT connection cannot
be established.

UCD Call Waiting Display service cannot be used for ACD System.

When the call is originated automatically from the Non-ACD line on the agent posi-
tion used with the OAI application system, be sure to set to “1”.

This data is assigned by ADTM. The assigned ADTM data is automatically written
into the System Data.

This identical data value must be assigned to all nodes.

When “Status Monitor Facility Request (SMFR), FN=126" is used, always assign 0
(2 ports).

Although this data is valid only when Index 864, Bit 4=1 (8 ports), this bit must be
assigned as data “0” when Index 864, Bit 4=0 (2 ports).
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Note 9:

Note 10:

Note 11:

Note 12:

Note 13:

Note 14:

Note 15:

When ACDP Retrofit is enabled (ASYDL, SYS1, Index 1193, Bit 7=1), set the value
to 0.

Note the following conditions for this setting.

» This data assignment is required when using less than 2000 agent positions. If
your system does not use ACDP Retrofit, this data assignment is not necessary.

* When using MIS, assign the following system data before setting the basic office
data for ACD and ACD service features.

ASYDL, SYS1, Index 1193, Bit 7=1 (ACDP Retrofit = Valid (Up to 2000 Agents))

* You need to resume ACDP when you changed this data.

* ACD data assigned when ACDP Retrofit is disabled cannot be used after
enabling ACD Retrofit. In that case, ACD data needs to be assigned again. Also,
when ACD data assigned when ACDP Retrofit is disabled cannot be used after
disabling ACD Retrofit.

*  When ACDP Retrofit is enabled and a language other than “1: Japanese” and 6:
Japanese (Kanji)” is set for the LANG parameter of the ACDTN command, the
agent positions hear a chime when a monitoring is requested from the ACDP at
the ACDP restarting. When ACDP Retrofit is disabled, a chime does not ring.

When setting this data, consider the following:

+ This data is available only when call forwarding destinations are stations or
trunks.

*  When the Pause Timer value is not set, Busy Tone (BT) or RTP warning tone is
generated if switchback of speech path fails.

* When the intermediate party failed to transfer a call, the held station continues to
hear music on hold until the switchback of speech path is complete.
* The time required for switchback of speech path is in proportion to the assigned
Pause Timer value. Required Pause Timer value for switchback of speech path
is depends on the network condition.

When setting a value other than the default value, refer to the Command Manual.
In an FCCS network, assign the data by ASYDN.

This feature reduces the automatic response time of supervisory position, allowing
call monitoring to be available in a shorter time after retrieval of the call. However the
supervisor’s position continues ringing until the monitoring is resumed.

If this feature is disabled, it may take four to six seconds before call monitoring re-
starts, and a short ROT can be heard at the resumption of the monitoring.

When your system is UMGI/RNIP system, assign Index 864, Bit 4=1 (8 ports) and
Index 1187, Bit 4=1 (8 ports).
To change the number of ports:
STEP 1: Disconnect the application.
STEP 2: Change the number of ports with the system data.
For SMF port: Change the data for Index 864, Bit 4.
For SSF port: Change the data for Index 1187, Bit 4.
STEP 3: Reconnect the application.
Execute the ACDIZ command to the system.
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Note 16:

Note 17:

Note 18:

Note 19:

STEP 4: Set the system to be monitored with the application.

This system data is not available for North America.

When using MG (SIP), be sure to set it to “1”(Valid).

Value of Guard Timer for Incoming Call is always same as value of Guard Timer for
Outgoing Call, so set the value of Guard Timer for Outgoing Call (ASYD, SYS1, In-
dex 474, Bit 4 to Bit 6) when setting the value of the value of Guard Timer for Incom-
ing Call.

Note the following:

Monitor numbers can be used up to 48000 within the whole system, not each
individual ACDP.
When ASYDL/ASYDN, Index 864, Bit 4=0 is assigned (the maximum two ports
are used for Status Monitoring for terminal (SMFN)), monitor numbers can be
used up to 4095.
To prevent the situation of ACD system from becoming uncontrollable, after you
change the number of monitor numbers:

a.) Do not reduce the number of monitor numbers to be used.

b.) Do not set the maximum number of ports of SMFN as two ports.
If ACDP retrofit is enabled (ASYDL, SYS1, Index 1193, Bit 7=1), do not change
the default value.
The larger the setting value of the system data is, the more it takes to transfer
VNDM data. The number of used monitor numbers cannot be reduced. Plan well
and assign the appropriate number of monitor numbers to use.

Data Assignment Available Setting Value of
bit2 bit1 Monitor Number

0 0 0 0 1-4095 (default value)

0 0 0 1 1-8191

0 0 1 0 1-12287

0 0 1 1 1-16383

0 1 0 0 1-20479

0 1 0 1 1-24575

0 1 1 0 1-28671

0 1 1 1 1-32767

1 0 0 0 1-36863

1 0 0 1 1-40959

1 0 1 0 1-45055

1 0 1 1 1-48000

1 1 0 0 1-48000

1 1 0 1 1-48000

1 1 1 0 1-48000
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Data Assignment Available Setting Value of

bit2 bit1 Monitor Number
1 1 1 1 1-48000

» To use more than 4096 monitor numbers in a stand-alone environment, set a single
FPC number other than 0 to ASYDL, SYS1, Index 512/533/865/866. System restart
is required after setting this system data.

Note 20: Note the following:
» This data is available only when transfer destination is a station.
* When this data is not set, if switchback of speech path fails due to busy status of
transfer destination, Busy Tone (BT) or RTP warning tone is generated.
*  When this data is set, if transfer destination is busy, STATION HUNTING [S-7/S-
8/S-9] and CALL FORWARDING - BUSY LINE [C-2] result in an error.

ACD tenant related data

STEP 1: ASYD- SYSI, Index 8 - the maximum number of tenant in the system (including tenant of both the
business system and the ACD system)

STEP 2: ASYD - SYSI, Index 92, 93 and 94, Bit 0 - Separate or Common Tenant Data table development
for the respective commands. 0/1=Separate/Common
Index 92, Bit 0 (ASYD, SYS2) Normally assign “0°.
The others than above in Index 92, 93 and 94, Bit 0: Depends on the Command Manual.
Normally assign “1” Note 1

Note 1: When data “1” is assigned, data must be assigned for Tenant 1 (TN=1) in the respec-
tive commands.

SCF (FN=1) call originating notification

The function is used to notify the status of the calling party to the Host computer when call is originated
automatically via SCF (FN=1) and a Non-ACD line from an agent position.

ASYD, SYSI1, Index 449, Bit 0 - SCF Call origination from the first party notification
0/1=Ineffective/Effective Note 1
Note 1: When the call is originated automatically from the Non-ACD line on the agent posi-

tion used with the OAI application system, be sure to set to “1”.

Changing Tone to be sent from the calling party

ASYD, SYSI1, Index 47, Bit 4=1 (Tone to be sent is controlled via SCF <FN=127>)
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Note: After this data is changed, system initialization must be performed. When the system
initialization cannot be performed, modify this data via the following procedure.
a) Delete all the existing Pilot Numbers via ACDPLT
b) Modify this data
¢) Re-assign the Pilot Numbers via ACDPLT
Note: MC-MG(COT) is not supported.

FCCS data

See Section 2.17, ACD FCCS Data Assignment.

Improvement of Processing Performance (OAI/ACD)
When you assign the following system data, processing performance for OAI/ACD will be improved.

STEP 1: ASYDL/ASYDN

ASYDL/ASYDN

SYS] Index 1190 | Bit 7 ? (Improvement of ACDP processing performance is in service) Note

Note 1: This system data is not available for North America.

STEP 2: ASYDN

ASYDN

- Index 1144 | Bit4 0 (DM cache feature is in service)
Index 1190 |Bit6 0 (Improvement of processing performance (OAl) is in service)
Monitor
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STEP 1:

ASYDL

ASYDL

Multiple Session for SIP Multiple Line Terminals

itz G72 Eig 0/1 = Out of Service/In Service
Improvement of SCF6 Request for Monitor Connection in ACD fea-
Index 867 Bit 3 ture
0/1 = Out of service/In service
Bit 6 Monitor Function for IP terminals
0/1 = Out of service/In service
Index 869 - :
Bit 7 Monitor Function for DtermIP-LAN
SYSI 0/1 = Multi-path Connection/Single-path Connection
. Multi-Path Monitor Connection
R et D ble Eraplcd
. SCF20 monitor support
dndler JUET | I831E 0/1 = In service /Out of service
Index 1194 |Bit3 0 (Restriction of Monitoring Hot Split is in service)
. Restriction of Monitor Release by [Ho Note 2, Note 3
e D) 186 0/1 = Disabled/Enabled
Note 2: Available since FP95-113 V3. When this system data is assigned “1”, use the Infolink

Note 3:

Message “IHNn” to release the monitoring.

This system data is not available for North America.
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STEP 2: ASYDN

ASYDN

. Multiple Session for SIP Multiple Line Terminals
2L Bitl 0/1 = Out of Service/In Service

Improvement of SCF6 Request for Monitor Connection in ACD fea-
Index 867 Bit 3 ture
0/1 = Out of service/In service

Bit6 Monitor Function for IP terminals
SYS1 0/1 = Out of service/In service

Index 869 - -
Monitor Function for DtermIP-LAN
0/1 = Multi-path Connection/Single-path Connection

Bit 7

Multi-Path Monitor Connection
0/1 = Disabled/Enabled

SCF20 monitor support
0/1 = In service /Out of service

Index 874 Bit 0

Index 1187 | Bit7

Routine Backup

« ASYD

ASYD

System Message [7-0] is registered when no errors are detected by the
Bit 0 Routine Diagnosis Program (Refer to Index 89 and 90)

0/1 = Not Registered/Registered
Index 86

System Message [7-P] is registered when an error is detected by the
Bit 1 Routine Diagnosis Program (Refer to Index 89 and 90)
0/1 = Not Register/Register

SYSI Index 87 Bit 0 to Bit 7 | Hour data is assigned using a decimal number (Military Time)

Index 88 Bit 0 to Bit 7 | Minute data is assigned using a decimal number (Military Time)
. Routine Backup
Index 90 Bit 1 0/1 = No/Yes
ACD Data Memory Saving

it S8 By 0/1 = Out of service/In service
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SR-MGC

« ASYDL

ASYDL

The number of SR-MGCs to which office data copy from MGC to SR-
Index 844 Bit 0 to Bit 7 | MGC is executed per day
01 ~FF HEX. =1 ~ 255 SR-MGCs

The number of SR-MGCs to which office data copy from MGC to SR-
Index 845 Bit 0 to Bit 7 | MGC is executed per day
01 ~ FF HEX. = 1 ~ 255 SR-MGCs

Terminals registered in SR-MGC are able to perform terminal reset by

Index 846 Bit 4 using the Visitor key
SYSI 0/1= Available/Not available
SR-MGC office data copy method (high-speed method/regular meth-
Index 847 Bit 6 od)

0/1 = Auto/Fixed to regular method

IP terminal registration changeover from SR-MGC to MGC
0/1 = Manual/Automatic changeover

SR-MGC Saving Method
0/1= ACD/UCD

Index 852 Bit 5

Index 1193 | Bit4
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ACDP Quick Initialization

STEP 1:

ASYDL

ASYDL

Index 1191

Bit 1

Logical Port Assignment
0/1 = Out of service/In service

Index 1193

Bit 0

ACDP Quick Initialization
0/1 = Out of service/In service

Bit 1 to Bit 3

Copying Cycle of VNDM to STBY side
b3 b2 bl
0 O 0:5 minutes (default)
1: 30 seconds
0: 1 minute
1: 3 minutes
0: 5 minutes
1: 10 minutes
0: 30 minutes
1: 60 minutes

—_——e— O OO
—_—0 O = = O

11

SYS1

Index 1233

Bit 0 to Bit 7

System Reset Delay Timer for Non-Load Initialize
00 (Hex) = Out of Service
01~FF (Hex) =1 ~ 255 seconds

Index 1234

Bit 0 to Bit 7

System Reset Delay Timer for Office Data Load & System Initialize
(due to memory retained reset failure)

00 (Hex) = Out of Service

01~FF (Hex) =1 ~ 255 seconds

Index 1236

Bit 0 to Bit 7

System Reset Delay Timer for Program & Office Data Load & System
Initialize

00 (Hex) = Out of Service

01~FF (Hex) =1 ~ 255 seconds

Index 1347

Bit 0

PBUS over IP Module
0/1 = Out of service/In service

Bit 1

Memory Copy from ACT to STBY
0/1 = Stop/Start

Index 1348

Bit 4 to Bit 7

Cycle of Abnormal Detection for Health Check between ACT side
and STBY side
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STEP 2: ASYDN

ASYDN

SYS1

Index 1191

Bit 1

Logical Port Assignment
0/1 = Out of service/In service

Index 1193

Bit 0

ACDP Quick Initialization
0/1 = Out of service/In service

Bit 1 to Bit 3

Copying Cycle of VNDM to STBY side
b3 b2 bl

0 O 0: 5 minutes (default)

1: 30 seconds
0: 1 minute
1: 3 minutes
0: 5 minutes
1: 10 minutes
0: 30 minutes
1: 60 minutes

— e e — O OO
—_0 O = = O

1

Index 1347

Bit 0

PBUS over IP Module
0/1 = Out of service/In service

Bit 1

Memory Copy from ACT to STBY
0/1 = Stop/Start

Index 1348

Bit 0 to Bit 3

Cycle of Executing a Health Check between ACT side and STBY side

Bit 4 to Bit 7

Cycle of Abnormal Detection for Health Check between ACT side
and STBY side

— 60 -



CHAPTER 4 OFFICE DATA DESIGN

Other

STEP 1: ASYDL

ASYDL

SYS1

Index 803

Bit 1

Consultation Hold Release
0/1 = Out of service/In service

Index 868

Bit 5

Fix Direct Inward Dialing number to 12 digits (SMFR) Note 1
0/1=Invalid/Valid

Index 869

Bit 1

ACD Holiday Schedule on Pilot Number basis
0/1 = Out of service/In service

Index 873

Bit 0

Restriction on the connection of PPN/Pilot number
0/1 = Allowed/Restricted

Bit 1

Restriction on the connection of Monitor
0/1 = Allowed/Restricted

Bit 6

ACD Holiday Schedule (Schedule for type of reception services)
0/1 = Out of service/In service

Index 874

Bit 1

Caller ID Display per split group
0/1 = Invalid/Valid

Index 1192

Bit 4

Maximum Number of ACD Overflows
0/1 = 3 times/9 times

Bit 6

Flexible Split Membership
0/1 = Out of Service/In service

Bit 7

Work Mode Setting with Flexible Split Membership
0/1 = Out of Service/In service

Index 1193

Bit 5

Use of Infolink message by non-supported facility version 1 Note 2
0/1 = Out of Service/In service

Index 1194

Bit 0

Extension of Programmable Announcement Messages
0/1 = Disabled/Enabled

Bit 1

Break Type Expansion
0/1 =9 break types (default)/99 break types

Bit 4

VS32 Announcement Multiple Connection
0/1 = Disabled/Enabled

Bit 5 to Bit 7

VS32 Release Guard Timer
b7 b6 b5

0 0 0:1 second (default)
1: 2 seconds
0: 4 seconds
1: 6 seconds
0: 8 seconds
1: 8 seconds
0: 8 seconds
1: 8 seconds

—_—— - O OO
—— O O = = O
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ASYDL

Sound to be sent at the end of ACD announcement Note 3

SYS1

Bit 0/1 = Music On Hold (MOH)/Ringback Tone (RBT)
Index 1199 - -
Bit 2 Connection display control from PCPro Note 3, Note 5
0/1 = Disabled/Enabled
. Auto Break of Hot position with Standard SIP-IVR
Index 1200 Bit | 0/1 = Disabled/Enabled Note 4 Note 5
Index 1240 | Bit 1 Consultation Hold Release - ACD

0/1 = Out of service/In service

STEP 2: ASYDN

ASYDN

Consultation Hold Release

SYS1

Index 803

Bit 1

0/1 = Out of service/In service

Index 868

Bit 5

Fix Direct Inward Dialing number to 12 digits (SMFR) Note 1
0/1=Invalid/Valid

Index 1192

Bit 4

Maximum Number of ACD Overflows
0/1 = 3 times/9 times

Index 1194

Bit 0

Extension of Programmable Announcement Messages
0/1 = Disabled/Enabled

Bit 1

Break Type Expansion
0/1 =9 break types (default)/99 break types

Bit 4

VS32 Announcement Multiple Connection
0/1 = Disabled/Enabled

Bit 5 to Bit 7

VS32 Release Guard Timer
b7 b6 b5
0:
1: 2 seconds
0: 4 seconds
1: 6 seconds
0:
1
0
1

0
0
0
0
1
1
1

1

0

— = OO = = O

1 second (default)

8 seconds

: 8 seconds
: 8 seconds
: 8 seconds

Index 1199

Bit 1

Sound to be sent at the end of ACD announcement Note 3
0/1 = Music On Hold (MOH)/Ringback Tone (RBT)

Index 1200

Bit 1

Auto Break of Hot position with Standard SIP-IVR
0/1 = Disabled/Enabled Note 4 Note 5

Index 1240

Bit 1

Consultation Hold Release - ACD

0/1 = Out of service/In service
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Note 1: This feature cannot be used with INFOLINK DATA MESSAGES - ACD [I-99A] in
North America.

Note 2: This data is normally fixed to 0.

Note 3: This feature is available since FP95-112 V2.

Note 4: This feature is available since FP95-113 V3.

Note 5: This system data is not available in North America.
2.1.2 Assignment of Unit Data

Since Monitor Numbers are critical factors for the implementation of the ACD system, be sure to make them
available for use by assigning Unit data to MG 0 with the AUNT command.
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2.2 ACD Tenant Data Assignment

Assign the ACD tenant data, which may be independent from tenant for Business system, in ACDTN command.
Tenant is developed by the same concept as one of Node (1-9).

(1) The ACDTN data is one of the most important data for ACD system configuration. Especially, the user
must program so as not to change NSPL data in future. In case the NSPL data is changed, all data con-
cerned with ACD function must be changed also.

(2) Since data related to MIS connection is assigned using TN 1, the following data must be set even when
TN 1 is not used for the ACD system.
TN=1, NSPL=1, PRI=1, LANG=0 *the data to be entered in other parameter is optional

Note: Do not delete this programming data while the ACD system is used.

STEP 1: ACDTN -TN: Tenant Number (1~9)
NAME: ACD tenant name (up to 20 characters)
NSPL: The number of split in the designated tenant (1-900)
ANTNO: Personal Announcement Number (0-200) Note 1

PRI: Priority order of queuing for an individual call (1-250)
LANG:  Default Language (0-6)

0 = English

1 = Japanese

2 = Spanish

3 = Italian

4 = French

5 = German

OPENO: Dial number for the operator call (maximum of 6 digits)
IVR NO: Not used
ANSTM: Answer timer (0-60 sec.)

Note 1: Specify an announcement number in the range of 0 to 58 when:
» Extension of Programmable Announcement Messages is disabled. (ASYDL/
ASYDN, SYS1, Index 1194, Bit 0=0)

—64-



CHAPTER 4 OFFICE DATA DESIGN

2.3 Split Data Assignment

STEP 1:

STEP 2:

STEP 3:

ASDT (for Digital terminal such as DT300 Series, Dterm Series i)
/AISTL (for IP/SIP terminal such as DT700 Series, DtermIP, IP Enabled Dterm, a SIP Multiple Line
terminal and a Softphone)

-Make sure that the agent/supervisory position was already assigned.

ACDPSN -Make sure that the tenant data and the split number were already assigned correctly.

Note: Be sure that one supervisory position which can operate NIGHT SERVICE - ACD [N-
12A] is assigned per split.

ACDSPL -Assign the split data.

TN:
SPLIT:

Tenant number (1-9)
Split number (1-900)

NAME (optional):Name of split (20 characters.) Note 1

LOGID:
AFTER:
ANMD:
QUEUE FLAG:

QUEUE:

CWCHM:
WMT:
RMON:

BRKTP:
NIGHT:
ASIST:
EMGCY:
RECD:
DNDS:
WKRST:
AWPI:

AWPO:

0/1=Logon ID is not required/Required

0/1=Work/Ready mode after the ACD position is released
0/1=Automatic/Manual operation to answer the ACD calls after logging on
Unit of Queue flagging Note 2

0/1=number/percent

Maximum number of Queue Depth

1-700 for QUEUE FLAG=0

5-1000 for QUEUE FLAG=1

0/1=Call Waiting Lamp/Chime is not available/Available

Work Mode Timer time out (0-9999 sec.)

The function of ASSIST key

0/1=Assist/Monitor Me

0/1=Break mode is not available/Available

Night destination (Two to six digits) Note 3

Assistance call destination. (Two to six digits) Note 3

Emergency call destination. (Two to six digits) Note 3

Recorder equipment number (0-5, 0 = Recorder equipment is not used) Note 3
0/1=DO NOT DISTURB - SPLIT is available/Not available Note 4
0/1=Work mode is available/Not available

Work mode for the ACD call when connecting with a non-ACD call
0=Work Mode is not available

1=Available when the non-ACD call is terminated

2=Available when the non-ACD call is answered

3=Available when the non-ACD call is terminated/answered

Work mode for the ACD call when originating a non-ACD call
0/1=Not available/Available

Note 1: When NAME of route (programmed in ACDTG) or NAME of monitor number (pro-
grammed in ACDPLT) is assigned, skip this parameter.

Note 2: QUEUE FLAG=1 (Maximum Queue value is described with the percentage of all
agent positions)
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Note 3: This data is valid when CCV is designated for the procedure of handling ACD call
(CCV/W=0 in ACDPLT).
Note 4: Assign 1 to reject ACD call queuing when all agents have been logged off in the split.
ARPR: Work mode after a non-ACD call is released
0/1=Not available/Available
COND: O=overflow is out of service
I=inflow threshold (a value of the call waiting in the queue of the destination
split) is decided by the number of idle operator in the split
2=the fixed number of ACD calls are overflowed
COND DETAIL: For COND=0, fixed “0”
For COND=1, Idle Split Counter (1-250)
For COND=2, Queue Counter (1-699)
CWON: Threshold value for CW lamp ON (0-700) Note 5
* “0”=CW lamp is out of service
When the number of calls exceeds the value, CW lamp lights
CWFL: Threshold value for CW lamp flashing (0-700) Note 5
* “0”=CW lamp is out of service
When the number of calls exceed the value, CW lamp starts to flash
ST CCV NO: Stranded Calls CCV Index (0-2000. 0=Not available) Note 6, Note 7
ST CCV STP: Stranded Calls CCV Step (1-20) Note 6
CRT: Call Recover Time (0-255. 0=Not available)
A-WMT: Analog Work Mode Timeout (0-9999 sec.)
HSPL: 0/1=HOT SPLIT is out of service/in service
AGT-Q: 0/1=Agent queuing options is not available/available
AWPRST: 0/1=Work mode cancel timer is used/not used
when programming AWPI=1~3, AWPO=1, set to “1”
PCS: 0/1=TALLY REQUIRED is out of service/in service
LOFFW: Necessary Number of agents logged on to the split
0=LOGOFF WARNING is Not available
1~9=Maximum number of agents logged on to the split
ALL=Logoff Warning is executed when the number of log-in user is less than that
of queueing calls.
Note 5: CWON < CWFL< maximum number of queuing calls
Note 6: Available for North America only.
Note 7: Assign ST CCV NO in the range of 1 to 1200.
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2.4 ACD Agent/Supervisory Position Data Assignment

ACD Line/Non-ACD Line keys on ACD Position

Agent position Supervisory position
— LTtl —
Non-ACD Line key) Non-ACD Line key
(My Line) (My Line)
— ACD Line key ACD Line key
(Prime Line (Prime Line
- Virtual STA) - Virtual STA)

[Service Conditions]

On ACD Agent Positions or Supervisory Positions, ACD lines and non-ACD lines may be used only to handle
ACD calls except for manual transfer of a non-ACD call. Agents or Supervisors must use only the functions that
are assigned to the Line/Feature Keys on the Agent or Supervisory Position, and never use any Access Codes
for supplementary services, including Call Forwarding, Call Hold, Call Park, Voice Mail and Voice Call.
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[Assignment Procedure]

STEP 1: ASDT (for Digital terminal such as DT300 Series, Dterm Series i)
/AISTL (for IP/SIP terminal such as DT700 Series, DtermIP, IP Enabled Dterm, a SIP Multiple Line
terminal and a Softphone)

Note:

Note:

Note:

Note:

Note:

- Assign the station data as follows.
» Agent/Supervisory position
Non-ACD Line:TEC12, RSC/SFC = 1-15
ACD Line:TEC18 (Virtual LENS), RSC/SFC = 1-15

The identical SFC (Service Feature Restriction Class) cannot be assigned on Non-
ACD Line and ACD Line.

Non-ACD Line and ACD Line must be accommodated in the same IMG.

When using IP terminal such as DtermlIP, IP Enabled Dterm for an agent/supervisory
position, SP-PHD (data assignment by ALIDL command) is required.

Assign only SFI as mentioned in this manual. Do not assign any Business SFI (such
as Call Forwarding Don't Answer, Call Forwarding All, Call Forwarding Busy, Call
Pickup and so on) to an ACD Line.

When the Agent/Supervisory position receives an ACD call while DND feature being
set to Non-ACD Line, the Agent/Supervisory position will not ring.

To enable Agent/Supervisory position to ring while DND feature being set to Non-
ACD Line, assign the data for ASYD, SYS1, Index 448, Bit 3=1.
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STEP 2: AOKC- Assign OP-CODE to KEY-CODE.

The standard settings are shown below.

KEY-CODE  F-KIND OP-CODE  ACD key (Function) AKseD";*:{$SNO_)
1 1 187 g“r’;ggry s 34
2 2 252 Auto/Manual 35
3 - 36
4 2 253 After Call Work 37
5 1 188 Night 38
6 2 250 Trunk Trouble Report 39
7 1 189 Tally 40
8 2 254 Assistance 41
9 2 255 Emergency/Recorder 42
10 1 190 LOG ON/OFF 43
11 - - ACD Answer 44
12 1 191 Monitor/Barge 45
13 - 46
14 2 249 Call Waiting Lamp 47

15-31 -
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STEP 3: AKYD- Assign the ACD Position key Data

* Non-ACD Line = My Line
» ACD Line = Prime Line (S = 1: Inhibited) Note 1

Note 1: The S (Suppression - OG from Prime Line) parameter must be set to 1 to block out-
going calls from ACD lines. Note that it does not prevent non-ACD calls from being
transferred to an ACD pilot number. For details, see CALL TRANSFER TO SPLIT
QUEUE - ACD [C-67A].

For more information concerned with the Feature/Flex Key setting, see AKYD command descriptions
on Command Manual. The face layout for the standard key arrangement below is shown in ACD Agent
Position and ACD Supervisory Position in Chapter 3.

Standard Key Arrangement of DT830G/DT830/DT430

AGENT POSITION SUPERVISOR POSITION

FUNCTION KYN FKY FUNCTION

1 47 Call Waiting Lamp (CW) 1 47 Call Waiting Lamp (CW)

2 35 Auto/Manual (AUTO/MAN) 2 35 Auto/Manual (AUTO/MAN)

3 41 Assistance (ASSIST) 3 45 Monitor/Barge (MON/BARGE)
4 42 Emergency Recorder (EMER) 4 38 Night Mode (NIGHT)

5 39 Trunk Trouble Report (TRKTRBL) 5 39 Trunk Trouble Report (TRKTRBL)
6 57 | Recall (RECALL) 6 57 | Recall (RECALL)

7 - ACD Call (ACD CALL) 7 - ACD Call (ACD CALL)

8 - Non-ACD Call (LINE) 8 - Non-ACD Call (LINE)

9 16 Function (FUNC) 9 16 Function (FUNC)

10 125 | Hand set/Head set (HAND/HEAD) 10 125 | Hand set/Head set (HAND/HEAD)
11 - 11 -

12 52 Speaker (SPKR) 12 52 Speaker (SPKR)

13 - 13 -

14 - 14 -

15 - 15 -

16 - 16 -

Note: Assign Feature keys (FKY) within Key Number (KYN) 1 to 16.

Note: To allow Agent positions to monitor calls, assign Monitor/Barge function to a Feature
key of Desktop terminals for ACD Agent Position.
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FLEX Key Arrangement of DT830G/DT830/DT430

KYN2 FKY FUNCTION
1 34 Break Mode (Break)
2 40 | Tally (Tally)
3 -
4 43 Log On/Off (Logon)
5 18 Transfer (Transfer)
6 59 Release (Release)
7 20 | Non-Exclusive/Exclusive Hold (Hold)
8 37 | After Call Work (Work)
Note: Note the following conditions:
*  When you need to rearrange the Feature/Flex Key, you may change the data after
LOG OFF.
* When you change the Feature/Flex Key without LOG OFF, ACDP initialization is
necessary.

« When MON/BARGE, EMER, LINE, CONF key are used, CFT trunk data or VS32
should be programmed in ATRK.

*  When using Digital terminals, initialize (MB key: OFF -ON—OFF) the ELC circuit
card which accommodates Agent/Supervisory positions after the completion of
AKYD data assignment.

* Be sure to turn the SPEAKER Key to OFF while ACD call reception service is
available.
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Standard Key Arrangement of DT730G/DT730/DT330 and Dterm Series i

AGENT POSITION SUPERVISOR POSITION
FUNCTION KYN FKY FUNCTION
1 47 Call Waiting Lamp (CW) 1 47 Call Waiting Lamp (CW)
2 35 Auto/Manual (AUTO/MAN) 2 35 Auto/Manual (AUTO/MAN)
3 41 Assistance (ASSIST) 3 45 Monitor/Barge (MON/BARGE)
4 42 Emergency Recorder (EMER) 4 38 Night Mode (NIGHT)
5 39 Trunk Trouble Report (TRKTRBL) 5 39 Trunk Trouble Report (TRKTRBL)
6 57 | Recall (RECALL) 6 57 | Recall (RECALL)
7 - ACD Call (ACD CALL) 7 - ACD Call (ACD CALL)
8 - Non-ACD Call (LINE) 8 - Non-ACD Call (LINE)
9 16 | Function (FUNC) 9 16 Function (FUNC)
10 125 | Hand set/Head set (HAND/HEAD) 10 125 | Hand set/Head set (HAND/HEAD)
11 - 11 -
12 52 Speaker (SPKR) 12 52 Speaker (SPKR)
13 - 13 -
14 - 14 -
15 - 15 -
16 - 16 -

Note: Assign Feature keys (FKY) within Key Number (KYN) 1 to 16.

Note: To allow Agent positions to monitor calls, assign Monitor/Barge function to a Feature
key of Desktop terminals for ACD Agent Position.
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Note:

FLEX Key Arrangement of DT730G/DT730/DT330 and Dterm Series i

KYN2 FKY FUNCTION
1 34 Break Mode (Break)
2 40 | Tally (Tally)
3 13 Three-Way Calling (Conf)
4 43 Log On/Off (Logon)
5 18 Transfer (Transfer)
6 59 Release (Release)
7 20 | Non-Exclusive/Exclusive Hold (Hold)
8 37 | After Call Work (Work)
9 147 | Message (Message)
10 15 Speed Calling - System (Directory)
11 51 Microphone (Mic)

Note the following conditions:

When you need to rearrange the Feature/Flex Key, you may change the data after
LOG OFF.

When you change the Feature/Flex Key without LOG OFF, ACDP initialization is
necessary.

When MON/BARGE, EMER, LINE, CONF key are used, CFT trunk data or VS32
should be programmed in ATRK.

When using Digital terminals such as DT330 and Dterm Series J, initialize (MB
key: OFF—>ON—>OFF) the ELC circuit card which accommodates Agent/
Supervisory positions after the completion of AKYD data assignment.

In the case of the use of DtermSP30/Soft Client SP350, it is required to assign
the same Feature/Flex Key as DT730G/DT730/DT330/Dterm Series |.

Be sure to turn the SPEAKER Key to OFF while ACD call reception service is
available.
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STEP 4: ACDPSN-Assign the ACD position
* TN: Tenant No. 1-9
* NACD: My Line No. used as a non-ACD line for a personal call Note 2, Note 3
+ ACDL: ACD Line (Virtual Line) Note 2, Note 3

* PTYPE: 0 = Agent Position
1 = Supervisory Position

* SPLC: Split to belong Note 4
0 = All Split
1 = Specified Split
« SPLI: Split Group Number (1~900)

Valid for SPLC =1
Note 2: *, # cannot be used for station (ACD Line, Non-ACD Line) number.
Note 3: Assign this parameter within two to six digits.
Note 4: When MIS system is used, normally assign “0”.

STEP 5: ARSC- Assign the route restriction class data for non-ACD line.

Outside Route

other than ACD Incoming Route
A
¢ Non-ACD LINE | ¢— -

T
\

‘/,

[ AcD LINE |,{

ACD Incoming Route

STEP 6: ASFC- Assign the Service Feature Restriction Class data

» SFI95 (Direct Call Restriction)
ACD Line: SFI95 =1 (Restricted)
Non-ACD Line:SFI95 = 0 (Allowed)
» SFI132 (Non-ACD line incoming call Restriction while ACD line is busy)
» SFI263 (Ring Volume in Headset Mode) Note 5
RES=0: Adjust the Ringer Tone Volume 20 dB lower than the actual volume setting
RES=1: Same as the actual volume setting

Note 5: For information on the conditions for use of this feature, see RING VOLUME IN
HEADSET MODE [R-62] in Data Programming Manual - Business.

Note: Assign only SFIl as mentioned in this manual. Do not assign any Business SFI (such
as Call Forwarding Don't Answer, Call Forwarding All, Call Forwarding Busy, Call
Pickup and so on) to an ACD Line.
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STEP 7: ATNR-Assign the tenant restriction data for non-ACD calls

* When ACD tenant is different from Node tenant, set the Non-ACD Line to be allowed to
connect to the business tenant.

» Agent position
STEP 1: Log off the agent position.
STEP 2: Delete the agent position data in ACDPSN.
STEP 3: Delete the function key data of the agent position in AKYD.
STEP 4: Delete the station data of the agent position in ASDT.

* Supervisory position
STEP 1: Log off both the agent position and the supervisory position.
STEP 2: Delete the Split data in ACDSPL.
STEP 3: Delete the supervisory position data in ACDPSN.
STEP 4: Delete the function key data of the supervisory position in AKYD.
STEP 5: Delete the station data of the supervisory position in ASDT.
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2.5 ACD Agent ID Code Assignment

Each operator can log on to a split by using ACD Agent ID Code (hereinafter referred to as ID Code).

1.  When ID Code is necessary

[Single logon]

STEP 1: ACDSPL -

LOGID=1 (Required)

STEP 2: ACDSPN - Assign whether you specify the split or not.

SPLC:

STEP 3: ACDLOG -

LID:
NAME:
LANG:

SPLIT:
PRIO:

MULTS:
PARN:
PERN:
PPN:
MXQD:
GOCF NO:
GOCF STP:
OVFT:
GOCO NO:
GOCO STP:
PCWCM:

NAMES:

Split Assignment
0 = Any Split
1 = Specified Split

Assign Logon ID and the related data of services activated individually by the pro-
grammed ID code.

Logon ID (Max. 9 digits) Note 1

Logon ID Name (up to 14 characters)

Default language

0 = English

1 = Japanese

2 = Spanish

3 = Italian

4 = French

5 = German

Available Split number (1-900) Note 2, Note 3

Priority for handling ACD calls in multiple splits/the agents preference level when
AGT-Q=1 in ACDSPL (1-99)

0=Single split

Dial number of individual Assistance call (Two to six digits) Note 4

Dial number of individual Emergency call (Two to six digits) Note 4

Pilot number for an individual call (Two to six digits) Note 4

Maximum Queue Depth for an incoming call routed to the agent (0-999) Note 4

CCV No. to be routed when the individual call encounters busy status (1-2000) Note 2.
CCV step number to be forwarded when the individual call encounters busy status (1-20)
Overflow Timeout (0-9999 sec.)

CCV number to be routed when the time limit (OVFT) is over (1-2000) Note 2.

CCV step number to be routed when the time limit (OVFT) is over (1-20)

0=Call waiting chime is not available

1=Call waiting chime is rung only once (at the first time)

2=Call waiting chime is rung every time

Abbreviation of Logon ID Name (max. 5 characters)

[Multiple logon/Selective logon]

STEP 1: ACDSPL -

LOGID=1 (Required)

STEP 2: ACDSPN - Assign whether you specify the split or not.
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STEP 3:

SPLC:

ACDLOG -

LID:
NAME:
LANG:

SPLIT:
PRIO:

MULTS:
PARN:
PERN:
PPN:
MXQD:
GOCF NO:
GOCF STP:
OVFT:
GOCO NO:
GOCO STP:
PCWCM:

NAMES:

Note 1: Numeric numbers (0-9) is available.

Split Assignment
0 = Any Split

Assign Logon ID and the related data of services activated individually by the pro-
grammed ID code.

Logon ID (Max. 9 digits) Note 1

Logon ID Name (up to 14 characters)

Default language

0 = English

1 = Japanese

2 = Spanish

3 = Italian

4 = French

5 = German

Available Split number (1-900) Note 2

Priority for handling ACD calls in multiple splits/the agents preference level when
AGT-Q=1 in ACDSPL (1-99)

0/1=Single split/Multi split Note 3

Dial number of individual Assistance call (Two to six digits)

Dial number of individual Emergency call (Two to six digits)

Pilot number for an individual call (Two to six digits)

Maximum Queue Depth for an incoming call routed to the agent (0-999) Note 4

CCV No. to be routed when the individual call encounters busy status (1-2000)

CCV step number to be forwarded when the individual call encounters busy status (1-20)
Overflow Timeout (0-99