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ACD MIS Agent Client Software

The IPKII Agent Client Software enables the Agent Client to review stats and receive and send text messages across
to top of the Agents desktop PC. The configuration for what the Client is allowed to do, and what the Client sees in
the Agent Client Software, is controlled by the ACD supervisor at the ACD MIS Admin terminal.

Step 1. First select Define a New Agent
or Modify Existing Agent in the
Agents section of the ACD MIS

Admin Terminal.

Step 2. Agent Configuration

Define a new agent

E Define New Agent
E Modify Existing Agent
E Remowve Agent

Enter the agent's name ( 1 - 32 Alphanumeric Characters

|EDb Taksacall |

This must be checked if you wish the Agent
Enter a new AgentlD [ 1| o see live stats scroll in the Client Window.
The password is for the Monitor Software
only and is not required for the Agent Client
Software.

[#] This agent can run the bMonforReports uiilifies.

Bill Topay

Bob Taksacall

Cal Fornia Enter the user's password [ 1- 8 Mumeric Characters, ™, '#'):

You must select the first option for the Client

Software to work at the Agent PC and then
you may select the Text Messaging if needed.

Doug Ahole

Sherry Ton

Angent Chefit Settings

[¥] Agentis allowed to run agent client software.
[#] Agent is allowed to send text messages to other agent clients.

Step 3. Sending Real Time Stats

Define New Real-Time Data Message

Wall
Displays Define New Text Message

Modity Message Defintion

Agent k4 Delete Messaqge Definition
Clients

To assign Real Time Data Statistics to flow across the top the ACD MIS Agent Client
select Agent Clients and in the lower half of the screen select Define New Real-
Time Data Message.
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Step 4. Defining the Message

Assign a name for
the Message.

This name is only
for administration.

Name the new message

Step 5. Select the Queue or Queues

Type aname far the new real-time message:

Live Statz For Agent Client Screens

Selectthe Queues

Select one of the
4 types of Real

Select the b f real-ti b te: :
elect the type of realtime message to create Time Messages.

Select the queues to be ncluded i1 the message:

(%) Queue Monitor

Shows curment call counts, agent counts, and bime in queue.

) Queue Summary ﬁ Hueues

Shows cumulative totalz and averages: over a fised time interval

Dizplay ...

Elbow Greaze Elbow Greaze
() Call Center Monitor

Shows current call counts and agent counts for the entire call center.

() Call Center Summary
Shows cumulative totals and averages for the entire call center.

Step 6. Defining the Columns for the Message

Selectthe columns Select any or all of the options

= to appear in the scrolling Real
Time Message.
Select the figlds to be included in this meszage: /

~

g Queus Morftor Fields Header Label The Header Label is what
describes each Real-Time

Name ) Hame statistic as it scrolls on the Agent

Humber of Active Agents AGTS screen. You can use the defaults

Hurnber of Available Agents IDLE or gOUble_Cl'Ck the aCtl;'afl_ Ht‘?ade:‘
an e in your own definition o

Muriber of Agerts on ACD Call BUISY s pe N

MHumber of Queusd ACD Callz Ind
Longest waiting Time in Qusue LOWG

Select Al

Setthe column order

Step 7. Set the Column Order

Drag individual fields to rearrange the column order:

The Column Order is the order in
which the statistics appear as
they scroll from right to left. You
can change this order by left —
cIicking a field and dragging it Mumber of Acti... Mumber of Avai... Mumber of Ag
into the position/order you wish to
see it on the agent screen.

@' Cueue Monitar Fields

£ 2]

Page 2 of 7 APT 1.0



Page 3 of 7

IPKII Cheat Sheet

Step 7. Set the Thresholds for the Real-Time Message

Set the Thresholds

Define the threzhold level: and select the threshold color for each feld

GQueue Monitor Thresholds

Number of Active Agents

Leved T More than 10 Agents
fevefZ Lessthan 10 Agents
Leredd Lessthan [} Agents
Mumber of Available Agents

Levef T Mare than 10 Agents
LevelZ Lessthan 10 Agents
fevef? Lessthan 5 Agents
Mumberof Agentz on ACD Call
Leved T Mare than 10 Agents
LevefZ Lessthan 10 Agents
Lavef 3 Less than [} Agents

Murmhar afMuanad AN Malle

i0E moE woe

Step 9. Sending Message to the Agent Client

Define New Agent Client
Modify Agent Client Definition

Update Message Assignments

Delete Agent Client Definitheg

Define NewReal-Time Data Me
wWall
Displays

Agent Delete Message Definition
Clients

Step 10. Select the Agent Client

Then select the Agent

Here you can adjust the colours and
beep tones for the scrolling Statistics
based on various thresholds of the
monitored ACD queue/queues. Select
Finish once complete.

Back at the main screen of the ACD MIS
Admin select Agent Clients and then
Update Message Assignments.

you wish to update.

Selectan agent clientto change

Bill Topay
Bob Taksacall
Cal Fornia

Doug Ahole

Sherry Ton
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Step 11. Assign the Message

Selectmessages to show to the agent

)

F- 4 Bob Taksacall

Left click the required Message from
the Message Library and it will
Click an itern from the Message Library to add to the agent clien appear in the Assigned Messages
column for that agent. Select Finish
when complete.

M ezzage Libram zzigned Meszages

i Live Stats For &gent Client Screens

If there are multiple Real-Time
Messages and Text Messages
their order of showing can be
adjusted by the controls at the
bottom of the Assigned
Messages column.

o '1PK 1| ACD MIS Admi
Step 12. Upload the Configuration AL

Open
Once complete the Configuration must Save
be uploaded to the MIS Server. Select Save Az

File and then Upload. Daownload

Upload
Default

Step 13. Installing the Client Software

IPK Il ACD MIS
A@EN? — _-" | At the Agent Client’s PC insert

Slhs‘ift‘;‘ﬂfs{’ﬁ?,fkﬂg“ eul the ACD MIS CD and from the
Install Selections Menu choose
the ACD Agent Client.

|nztall
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i% IPK Il ACD MIS Agent Client

Select Installation Folder

The installer will install IPE 1| ACD MIS Agent Client ta the following folder.

Toingtall in thiz folder, click "MNest". Toinztall to a different folder, enter it below or click UB

Falder:

C:AProgram Files\MEC InfrontiabIPE 1T ACD MIS Agent Clent',

Browse. ..

Inztall IPK. 11 ACD kIS Agent Client for vourself, or for anyone who uzes this computer:

() Everyone
() Just me

et =

Step 14. Starting Up

Once the install is complete a
short cut for the application will
be available on the desktop.
Double click this to access.

 Server

@ |P Address Il'?z_ls .0 .kl
0 Server Name I
IE!EIE!EI

Port Murmber:

Appearance

Scrall Speed IE

rAlerts
W Beep On Threshold

¥ Chime On Message

0K | Cancel |

Step 15. Select the Agent

All configured Client Agents will be shown in a
box. The agent then select’s his or her name
from the list and then selects OK.

Step 15. Client Setup

Step 14. Install Options.

It is recommended to use the
default folder for the installation.
This folder can be changed by
selecting the Browse button.

The program can be installed JUST
for the current Client network logon
or for anybody who logs onto the
network at this PC.

Select Next and on the final page
then choose Close and the install is
complete.

=

» &0 MIS Agent
Clienk

selecting Properties.

If this is the first time the application is being opened the
Setup screen will appear and either the IP Address or
Server Name for the ACD MIS Server must be entered.
These entries can be accessed anytime once the
application is running by going to the drop down menu and

ACD cLENT

-E IPK 1l ACD Agent Client Login E|

dser Mames

] Bil Topay
Eob Takzacal

> ] Cal Fornia
] Doug &hale
] Shermy Tan

| ok
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Step 16. The Screen

ACD CLENT [ACD Call| Elbow Grease Sales AGTS:2 IDLE:1 BUSY:

G J

V V

Text Message. See below. Real-Time Message

If the Agent’s individual status does not show
immediately, log the agent out and then back
in again.

Step 17. Adding a Text Message

Define New Real-Time Data Message

Define New Text Message
Modify Message Definition \

Delete Message Definition

wall
Displays

VEVEVEY

™ Select Agent Clients again and

Agent :
Clients then Define New Text

Message.

Step 18. Adding a Text Message

Name the new

message. This Name the new message

is for
Administration \

purposes only.
wie a name for the new text message:

Text Message for Agent Client Screens

Step 19. Type Message Text
I

Enter the message text Enter the text to

display. When
finished select Next.
Type the meszage text in the area below

Text colour and basic
Cut, Copy, and Paste
functions are also

ilable.
Coalar Selection: _ L available
R o
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Set message effects

o Step 20. Type Message Text

The additional effect of
a Beep is available
when the message first
hits the agent screen.

When the text meszage iz first displayed, generate the following sound:

(%) Single Beep
Alert Tone: () Triple Beep [wall Dizplay Orly)
i Mone

Step 21. Message Display [ 2€tmessage display schedule

Schedule
Dizplay Penod

E ach occurence will display for

If the text message is set to Immediate
it will appear on the agents screen as

soon as the MIS configuration is
loaded to the MIS sever. The
message Wwill not expire, and run
continually until it is deleted.

seconds. w all Dizplay Only]

biedule

(&) Immediate

Meszzage will start after being azzigned to an endpoint and
uploaded. Meszzage does not have an expiration time.

If Scheduled Start is set, the
message can be assigned a start

time and a duration time. { ) Scheduled Start
Select Finish when complete

Chat Time: | 07/31/2006 | | 11:57 &M

Duratior: | 30 | | Minutes w |

Step 22. Upload to Server

Open Once the Text Message setup is
Save complete upload the
Define configuration to the MIS Server.

Save As

Dawwnload

Default
Exik

Modify /

Update

Delete /
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