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in this documentation is subject to change without notice.

This documentation may be used only in accordance with the terms of the
AltiGen Communications, Inc., License Agreement.
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Warranty

What The Warranty Covers

AltiGen Communications warrants its hardware products to be free from defectsin material
and workmanship during the warranty period. If a product proves to be defective in material
or workmanship during the warranty period, AltiGen Communicationswill, at its sole option,
repair, refund or replace the product with alike product.

How Long the Warranty Is Effective

All AltiGen Communications products are warranted for one year for all parts from the date
of thefirst end user purchase.

Whom the Warranty Protects

Thiswarranty isvalid only for the first end user purchaser.

What the Warranty Does Not Cover
1. Any product on which the serial number has been defaced, modified or removed.
2. Damage, deterioration or malfunction resulting from:

a) Accident, misuse, neglect, fire, water, lightning, or other acts of nature,
unauthorized product modification, or failure to follow instructions supplied with
the product.

b) Repair or attempted repair by anyone not authorized by AltiGen Communications.
¢) Any damage of the product due to shipment.
d) Removal or installation of the product.
€) Causes externa to the product, such as electric power fluctuations or failure.
f) Use of suppliesor parts not meeting AltiGen Communications' specifications.
g) Normal wear and tear.
h) Any other cause which does not relate to a product defect.
3. Shipping, installation, set-up and removal service charges.

How to Obtain Service

End user customers should contact your Authorized AltiGen Dealer for service.
Authorized AltiGen Dealers must follow the steps below for service:

1. Take or ship the product (shipment prepaid) to your AltiGen distributor or to AltiGen
Communications, Inc.

All materials being returned to AltiGen must have an associated RMA number. RMA
numbers are issued by AltiGen Customer Service and can be obtained by calling 1-888-
ALTIGEN (258-4436) or faxing an RMA form to 510-252-9738, to the attention of
Customer Service. AltiGen reserves the right to refuse return of any material that does
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not have an RMA number. The RMA number should be clearly marked on the outside of
the box in which the material is being returned. For example:

Attn.: RMA # 123

AltiGen Communications, Inc.
4555 Cushing Pkwy.

Fremont, CA 94538

Upon authorization of return, AltiGen will decide whether the malfunctioning product
will be repaired or replaced.

2. Toobtain warranty service, you will be required to provide:
a) thedate and proof of purchase
b) serial number of the product
¢) your name and company name
d) your shipping address
€) adescription of the problem.

3. For additional information contact your AltiGen Dealer or AltiGen Communications,
Inc., at 510-252-9712.

Effect of State Law

Thiswarranty gives you specific legal rights, and you may also have other rights which vary
from state to state. Some states do not alow limitations on implied warranties and/or do not
alow the exclusion of incidental or consequential damages, so the above limitations and
exclusions may not apply to you.

Sales Outside the U.S.A.

For AltiGen Communications products sold outside of the U.S.A., contact your AltiGen
Communications dedler for warranty information and services.
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CHAPTER 1

About M axSuper visor

MaxSupervisor is PC desktop software that runs with the MAX
Communication Server (MAXCS) ACC and MAXCS ACM systems.
Using MaxSupervisor, supervisors of workgroup agents can monitor the
real time status and performance of aworkgroup, including calls,
workgroup statistics, and agent state. Thisinformation can be stored in an
internal or external CDR database for future review and analysis.

The supervisor hasthe ability to listen to callsand to bargein or coach calls
if assistance is needed. The supervisor can also re-route a call in queue, if
necessary.

New in Release 6.0 Update?2

 All workgroups a supervisor is monitoring are displayed in asingle
view, making it easier to see what’ s happening in all groups at once.

» A graphical view (trend lines) displays workgroup statistics to help
make better staffing decisions.

 Supervisors can check workgroup voice mails without needing a
separate license or needing to log in as an agent.

* A Microsoft .NET-based graphical user interface, gives the ability to:
» Customize tabbed pages
» Separate atabbed page from the main view
» Move atabbed page within the main view
» Rearrange and hide columns

» Usethe keyboard arrow and tab buttons to move from option to
option, aswell as select by aclick

Session Licensing and License Upgrade
Procedures

MaxSupervisor requires aMaxSupervisor seat licenseto beinstalled at the
MAXCS ACC/ACM system.

MaxSupervisor Manual 1
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The system administrator can verify MaxSupervisor seat licensesin
MaxAdministrator by selecting License > Client License M anagement.

CDR Records Note

For CDR records, there aretwo Service L evel displaysfor MaxSupervisor:

e Servicelevel =
(number of callsin WG Queue —number of callsin Q over SL
threshold) / number of callsin Q

e ServicelLevel since midnight =
(number of answered calls —number of answered calls over SL
threshold) / number of answered calls

2 MaxSupervisor Manual



CHAPTER 2

| nstallation

The client system must meet the following minimum requirements.
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« IBM/PC AT compatible system

e 1GHz CPU or above (Dua Core 2GHz CPU recommended)

»  Windows XP Professional SP2 or Windows Vista Business Edition
» 250 MB available hard drive disk space

* 256 MB RAM minimum (1GB recommended)

* SVGA monitor (1024 x 768) with 256 color display, or better

» Keyboard and mouse

« MAXCSACC/ACM 6.0 Update2 or above running on a server
accessibleto this client.

Pre-Installation Checklist

Before installing MaxSupervisor, make sure the following is done:

* MAXCSACC 6.0 Update2 or MAXCS ACM 6.0 Update2 has been
installed on the system server.

* TCP/IPis enabled on both machines.
* Theclient is able to connect to the server on the network.

e Thepersoninstalling MaxSupervisor haslocal administrator rightson
theclient PC.

e The MaxSupervisor License Key has been installed and activated on
the system server.

Installing MaxSupervisor on a Client System

When the above items are done, follow these steps on the client machine:
1. Exit al Windows applications.

2. Insert the MAX Communication Server Clients CD into the CD ROM
drive.
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3. Open the MaxSupervisor folder, and run the Setup program in that
folder, following the step-by-step installation instructions as they
appear on the screen.

4. Alternatively, if your system administrator has|loaded MaxSupervisor
on a shared network server, you can copy thefilesin the
MaxSupervisor folder to your desktop PC, and run the MaxSupervisor
Setup program.

Uninstalling MaxSupervisor

1. FromtheWindows Start menu, select Control Panel > Add/Remove
Programs to uninstall MaxSupervisor.

2. Click Remove, and respond to any additional prompts.

Automatic Upgrade

Each time you start up MaxSupervisor, a comparison is made with the
version of MAXCS ACC/ACM that isrunning on the server. If updates
weremadeon the server, and your version of MaxSupervisor isout-of-date,
you are prompted for upgrade permission. If you automatically upgrade,
the MaxSupervisor startup is terminated and a software upgrade session is
started. Restart MaxSupervisor to run the newer version.

Note: For remote MaxSupervisor users outside the firewall, TCP port
10050 is required to be open to alow auto upgrade. Also,
automatic upgrade over the Internet requires the sending of 15 MB
files over the WAN, which may take some time, to perform the
automatic update.

Downgrade Procedure

1. GotoControl Panel > Add/Remove Programs and remove the
MaxSupervisor 6.0 Update? program and ALL OTHER 6.0 Update2
client applications (including MaxAgent, MaxCommunicator,
AltiConsole and CDR Search).

Reboot your system.

Go to “<local drive>:Program Files\AltiGen\Shared Files\” and
remove Alplnterface.dll.
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Note: The Alplnterface might be located under
“WinNT\System32\”, “\Windows\System32\" or some other
location. Use the Search for Filesand Folders feature to
locate and remove al Alplnterface.dll files from the system.

4. Instal the earlier software, as appropriate.
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CHAPTER 3

Getting Started

Start MaxSupervisor from the Microsoft Windows Start menu, by
choosing Start > All Programs > MaxSupervisor > MaxSupervisor.

Note: For usersrunning Windows X P SP3, afirewall protection Security
Alert may pop up when opening thelogin window. If this happens, Q
click Yesto alow MaxSupervisor to run. =
=)
If you are connecting to the Internet through a modem connection, before @
you log in, establish a session connection from your PC to your local %
internet service provider. If you' re using alow-speed connection, thelogin %
may take some time, since alarge amount of datais transferred to your Q
desktop.
Logging In
1. If thisisthefirst login to thisMAXCS ACC/ACM system, enter the

system server’s | P address or name of the system server you will be
using. To obtain the server name or |P address, ask your IT
administrator. (Subsequently, when you log in, you'll seethe IP
addressin the Server Name field.)

N

ALTIGE

1z

/2 A\ MAXSUPERVISOR

Server Name: | |

Extension: | |

Password: | |

[ Always save password Sign in Cancel
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2. Enter your Extension number and the Password assigned to your

phone.

If you want to store your login password and have it entered
automatically the next time you log in to MaxSupervisor, check the
Always save password check box.

Note: Upto 8login attempts are allowed, after which login will be
disabled from 1 to 24 hours (depending on the duration set by
your system administrator).

Click Sign in. A progress bar shows you the progress of the sign-in.

In the dialog box that appears next, select the workgroup(s) you want
to monitor, and enter a password for each workgroup.

¢ 2\ MaxSUPERVISOR

hlonitor | Work Group

‘ Pazsword

1111 -
2222-
3333 -
4444 -
5555 -

MAA ™A

I Shaw All Rows

TS Product 1
TS Product 2
TS Product 3
Cust Supp Product 1
Cust Supp Product 2

¥ Save “Workgroup Pazsword

el

o

o

e

In thisdialog box, you can:

« Sort the Workgroup column in ascending or descending order by
clicking the column heading (it's atoggle).

* Resize acolumn by dragging a column edge to make the column
wider or narrower.
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» Chooseto hide specific rows. If Show All Rows is checked, the
Hide Row columnis available. Check the Hide Row check box of
each workgroup you don’t want to seelisted in this sign-in dialog
box, and then uncheck the Show All Rows option. The workgroups
you want to hide are now hidden. If the M onitor column check box
of any of those workgroups had been checked, they are
automatically unchecked when they are hidden.

e Chooseto seeall rows. To see al workgroups listed again, check
the Show All Rows option. MaxSupervisor remembers the Hide
Row check boxes you checked and retains those checks.

5. Check the Savewor kgroup passwor d check box, if you want to store
the passwords so you don’t have to type them the next timeyou log in.

6. Click Signin. A progress bar showsyou the progress of thesign-in. It
takes some time to populate the call information in the agent state
when MaxSupervisor first starts up.

Version Mismatch Dialog Box

If your version of MaxSupervisor doesn’t match the version of MAXCSon
the system server, you are prompted for upgrade permission when you try
tologin. If you allow upgrade at this time, the MaxSupervisor startup is
terminated and a software upgrade session is started. Restart
MaxSupervisor to run the newer version. (See “Automatic Upgrade” on
page 4 for more details.)

When Connection Is Broken

When aconnection with the phone server isbroken, amessage box pops up
asking if you want to connect again. Clicking Y es will restore the
connection without you having to go through the log-in process again.

Overview of the Main Window

Onceyou loginto MaxSupervisor, the main window appears. Thiswindow
provides views to monitor all the workgroups you selected.

Y ou can customize the MaxSupervisor display: select only the columns
you need, rearrange the columns and tabs to suit your needs, and sort in
ascending and descending order.

MaxSupervisor Manual 9

@
1]
—
=
>
(o]
9]
—
QO
=
—
1]
o




Seelgeneral workgroup queue and staffing information here

SMansuy  visor - Penay Mickel - 3501

(o WorkaroupView B Agont View & ¢
WG Narme Q0 |LuaT Qo>EL% | VM Canhg Logout | Lege | Idle Busy ‘Wrap-lp | NfRsady | DNDIPWD | Esrer Ned Available
i T8 Product 1 0 hapaon @ CRE) O ] LG o ] 0 ]

222 T8 Product 2 n 006000 a 0 9 8 0 o o 0 0 0 n o

m TS Product 3 0 00:00.00 L] 0 9 8 0 o 0 0 0 0 0 0

4444 Cutt Supp Product | 0 000000 0 0 ] L] 0 o 0 ] ] 0 ] 0

5555 Cust Supp Product I n 006000 a 0 L] L) 0 o o n 0 0 n o

Click Agent View tab to see detailed information on
agents’ current calls and login history

o Calls in Ouewe | ol Group Statistics |8, Group VoiceMail | ] Agent Statistics | fe Agent State 4—

0 Ao St =

Login0ut | Ent [ Hame | Ageen state [ st Laver [Rec [ 7amTime | catermo Caller Name | Loginvout Duration | Logout Ressan)
® Ot 2m Joo Schmo dvailable (04:2055) 1 2915 "

. oa 50 Fenny hechel Aoaailable (04:275%) 1 HZE15 7]

® Ot 502 Hace Stimet foemlable (0427 58) 1 047915 (]

® Out =00y HAermote One Unstafed (04:29:14) 1 042908 1]

L s0m Remate Two docailable (04:27:5%) 1 042915 2]

® O 002 Tuwndin Dan doenilable (0416:58) 1 04 5015 (7]

@ Out 2003 e h Acmilable (0428 55) 1 (=R LY (4]

® o 2004 Baris Kiselo ieailable (04:20:54) 1 42914 o

®ou 2005 Lan Chaney Aovailable (04:20:54) 1 w2813 ¥

al | i
P ) () )

Tabbed pages contain various types of information
related to the selected workgroup

Customizing the Display

Y ou can customize the MaxSupervisor display to meet your needsin the
following ways. MaxSupervisor remembersyour preferencesthe next time
you log on.
« Resize panels by moving the cursor between panels until you see up
and down arrows <+ . Then click and drag up or down to resize the
panels.

* Resize columns by placing the cursor on a column divider in the
header areauntil you seeleft and right arrows « . Then click and drag
left or right to resize the columns.

¢ Rearrange columns by clicking and dragging a column name to the
location you want.
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‘ Idle Idle N rn-r  Dragging the Idle column to the right.
0 0 Red arrows show where to release it.

n n

» Specify the columns you want to see by right-clicking a column
heading and checking or unchecking columns in the pop-up list.
Checked columns will be displayed.

Calumn Chooser ., |

WG

Mame

19 Columns available
on the Workgroup
View tab.

@
1]
—
=
>
(o]
9]
—
QO
=
—
1]
o

LQT
CIy = 5L%
WM

Uncheck columns
you don’t want to

Config P

Logouk
Login

Idle

Busy
Wrap-Up
N-Ready
DHD{FWD

Errar

BRRNRRERRNERRORRE

Mot Available

e Sort columnsin ascending or descending order by clicking the
column heading. An ascending (first to last) or descending (last to
first) arrow appears. Click the column heading again to sort in the
reverse order. If you click a column heading, and all the datain that
column is the same, MaxSupervisor keeps the sort order of the
previously clicked column.

e C-D e

111 . 5555 .

2222 ................... Ascending order 4444 Descending order
11 3333

4444 2222
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« ResizeMaxSupervisor windowsby using the standard Windows method:
place the cursor at awindow edge or corner, then drag the window to the

size you want.

« Makeatabbed page an independent view by dragging the tab away
from its position on the screen (appliesto the tabsin the lower part of the
window only). For example, here the Agent State tab has been dragged
out to make a separate resizable view:

4 MaxSupervisor - Penny Nickel - 3501

(g workgroup¥iew . & Agentview

wa ‘ Name ‘ cio ‘ Lat | €10 > 5L% |VM ‘ Config ‘ Lagout ‘ Login ‘ dle ‘ Busy |Wrap-Up | M-Ready ‘ DNDIFWD: |
EEREl TS Product 1 o ooooon o CE] B [ D [ [
2222 TS Product 2 0 000000 0 09 8 0 0 0 0 0 0
3333 TS Product 3 0 ooooon D o 4 8 0 D 0 0 0 0
4444 Cust Supp Product 1 0 ooooon D o g 8 0 D 0 0 0 0
5555 Cust Supp Product 2 0 om0 0 09 8 o 0 o 0 o o
2 Agent Stale
LoginiOut ‘ B ‘ Name Ag
® ou 2001 Jos Schmo ™
i [® oul 3501 Fenny Nickel By
| o Calls in Queue I\m Group Statistics I"‘b Group Yoicehail LA“ Agent Statistics ® out 3502 Face Grest o
Bl SEr e i ® out 5000 Remote One Ur
Agent's Performance Summary since Midnight | 2001-Joe Schmo | 3501-PennyNickel | 3502-Racs€( g wom Formte Tun e
#gent Daly First Login Time B ° B ® out 2002 Tweedle Dee v
LastLogged In Time - - - ® out 2003 Tivesdle Durm ™
LastLogged Dut Time 0201712003 08:56:07 | 021712009 08:56:07 | 021712003 0¢| & sona — v
Total Lagged In Tims 00:00:00 00:00:00 00:00:00
Total MotFready Time (pply to all W) 00:00:00 00:00:00 00:00:00 ® Out 2ots (Lo Gy &
Total DNDIFWD Time (Apply to all WG) 00.00:00 000000 0000:00 d
Agent's WG Call Activities:
Total WG In Calls Answered 0 0 0 G sen () eagen (B)coach (@)
Total Talk Time 000000 000000 0000:00
average Talk Time 000000 000000 00.00:00 oo

|uuuuuu

. -

Y ou can also make an independent tab a separate panel in MaxSupervisor.
For example, you might want this view:
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#4 MaxSupervisor - Penny Nickel - 3501

"ﬂ Workgroup View a8 AgentView

WG 7| Mame | cla | LaT | Cl0 > 8L% | Vi Config Logout
1111 TS Product 1 0 00:00:00 0 0 ] g
2222 TS Product 2 0 00:00:00 0 0 ] 3
3333 TS Product 3 0 00:00:00 0 0 ] 3
4444 Cust Supp Product 1 a a0:00:00 1] a 9 8
ARER Cust Supp Product 2 a Qa0:00:00 1] a 9 8

T hgen e <@ Agent State tab

LoginfOut ‘Ext Mame Agent tate |Bk|l| Level |Rec ‘T‘ has been dragged
@ Out 200 Joe Schmo Awailable (04:45:06) . gg

® ot 3501 Penny Mickel Bvailable (04:44:00) 1 from its place in the
.I Qut 3502 Race Street Ayailable (04:44:00) 1 bottom panel and

4

moved up to be
displayed in an
independent panel.

@
1]
—
=
>
(o]
9]
—
QO
=
—
1]
o

o 7 T N
Listen e JBageln | # )Coach | 4 ) Stop

@' Calls in Queue IRI Graup Statistics | ) Group VoiceMail [,-1" Agent Statistics |
[ Agent Statistics ; o
Agent's Perf S since Midni; 2001-Joe Schmo 3501-Penry MNickel 3
Agent Daily First Login Time - -

Last Logged In Time - S
Last Logged Qut Time 021772009 08:58:07 027172009 08:68:07

0
Total Logged In Time 00:00:00 00:00:00 1}
Tnlta\ Mot-Ready Tire (Annb tn Al W 00:00:00 00:00:00 i
4

To get the tabbed page to be an independent panel, drag it dlightly
above the remaining tabs until you see arectangle across the width of
MaxSupervisor, then releaseit.

To return an independent pageto its place, drag itstitle bar to the tabs
part of the tabs area and release.
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Restoring Layout Defaults

To restore columns, column and tab order, windows, and so on, to their
defaults,

1. Click the Configuration button fg#4. The Configuration dialog box
opens:

#¥ Configuration

Priority Calor | Queue Alett  Restore Defaults

Log Service |

I Pricrity Colors and Queve Alert Settings
IV tiindows Lapout Seltings

0K Cancel |

2. Click the Restore Defaults tab, and check the Windows L ayout
Settings check box.

Click OK.
Restart MaxSupervisor.

Minimizing and Exiting MaxSupervisor

Minimize - To minimize MaxSupervisor, click the Minimize button ]
in the top right corner of the screen. MaxSupervisor shrinksto aniconin
the Windowstray: [« s 22 ussr . TO Open the MaxSupervisor window

again, double-click the MaxSupervisor icon (or right-click it and choose
M axSupervisor.)

Exit - If you are shutting down Microsoft Windows, MaxSupervisor will
exit automatically. Otherwise, to exit MaxSupervisor, click the [x] button
at the top right of the MaxSupervisor window.
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Error Messages

The following errors may be displayed as login or connectivity errors.

Error Message

Description

Solution

MAXCS connection limit
has been exceeded.

No MaxSupervisor was
found OR more than
allowed number of Max-
Supervisor users have
attempted to log on.

Administrator must maintain the
number of MaxSupervisor license
keys or add additional seat licens-
ing.

Cannot connect to AltiLink.
Please check server name
or network connection.

You are not connected to
MAXCS.

Check the server field (IP address
or DNS name) by:

1. Pinging the network server
address OR

2. Try using the | P address of
MAXCS (if using the DNS name
in the server field).

Please register Alplnter-
face.dll (regsver32
Alplinterface.dll).

MaxSupervisor usesthis
dll to communicate with
MAXCS. It should be reg-
istered in the user’s sys-
tem.

Re-register thisfile. Typein DOS
command window, regsver 32
Alplnterface.dll

Change directory to MaxSupervi-
sor directory, type regsver 32
Alplnterface.dll

You have entered aninvalid
password. Please try again.

The password isincorrect.

Enter your extension password.

The version of MaxSuper-
visor on your desktop isout
of date.

Theinstalled version of
M axSupervisor does not
match the version of
MAXCS on the system
server.

Upgrade MaxSupervisor to match
the current running version of
MAXCS.

MaxSupervisor Manual 15
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CHAPTER 4
Using M axSuper visor

Using MaxSupervisor, you can do the following:

» Monitor multiple workgroupsin asingle view that displays queue and
staffing information for all the workgroups

» View details of aselected workgroup: callsin queue, group statistics
(including graph format), group voice mail, agent statistics, and agent
state

» Pick up and redirect queued calls

» Listento an agent’s phone call

» Bargeinon an agent’s phone call

» Coach an agent without the caller hearing you
» Record an agent’s phone call

» Loginand log out agents from workgroups

» Listen to and handle workgroup voice mail

» Save and print workgroup and agent statistical data

Monitoring Workgroups

For all the workgroups you chose to monitor when you logged in, calls-in-
gueue and workgroup staffing information are summarized in real time on
one Workgroup View tab. Additional tabsin the bottom pane of the
Workgroup View show detailed information on individual workgroups.
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AMaxSupervisor - Penny Nickel - 3501

C5B workgroupView . & AgentView

WG = ‘ Marme ‘ (o0 | LaT | Clo > 5L% |VM ‘ Conﬁgh | Logout ‘ Login ‘ ldle | Busy |
1111 TS Product 1 0 00:00:00 1] o El |Number of agents set up For this W&, ‘ 1]
2222 T8 Product 2 1) 00:00:00 a o 9 3 1) 1) a
3333 TS Product 3 1} 00:00:00 1} a 9 3 1} 1} 1}
4444 Cust Supp Produet 1 0 00:00:00 1} 1] 9 3 0 0 1}
5565 Cust Supp Product 2 1} 0o:00:00 1} o 9 3 1} 1} 1}
4
1
If necessary, use the scroll Hover the mouse pointer over a column
bar to see all the fields. name to see a full explanation

The

18

columns display the following:
WG—Workgroup humber
Name—Workgroup name

CIQ—Number of callsin queue. The background color changesto red
when the limits specified in the configuration are exceeded.

L QT—Thelength of time that the oldest call has been waiting in the
queue. The background color changesto red when the limits specified
in the configuration are exceeded.

ClQ > SL%—The percentage of callsin the queue that has been
waiting longer than the MAX CS-defined service level

VM —Number of unheard workgroup voice mails
Config—Number of agents set up for this workgroup

L ogout—Number of agents logged out of this workgroup
L ogin—Number of agents logged in to this workgroup

I dle—Number of agents who are available for acall

Busy—Number of agents who are in the busy state (offhook, forward
all calls, do not disturb)

Wrap-Up—Number of agents who are in the wrap-up state
(performing duties related to finishing a call)

N-Ready—Number of agentswho are in the not ready state

DND/FW D—Number of agents who have DND turned on or are
having their calls forwarded
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e Error—Number of agents who are in the error state (offhook but not
onacall)

» Not Available—Number of agents who are logged in but not able to
receive calls for any of a number of reasons (checking voice mail, in
wrap-up, in not-ready state, in busy state, etc.) Not Available will
increment only when agent is Unstaff (virtual extension).

Viewing the Queues

Select aworkgroup in the Workgroup tab, then click the Callsin Queue
tab to view queue information for the selected workgroup.

g Calls in Queue IHI Group Statistics [‘?. Group Yoicehail I;m Agent Statistics [.‘«: Agent State |

@' CallsinQueue

D |WG ‘ Caller ID ‘ Caller Name | DMIS | Queue Time
i1 515 8313364605 Twler B 00:00:10

For each call in queue, the Queuetab displaysthecall 1D (thisisthe queue
positionif call priority queuingisnot enabled; if callsare distributed based
on priority rules, ID identifies the order in which the call entered the
workgroup but not necessarily the order in which it will be answered),
workgroup number, caller ID, caller name if available, the number dialed
by the caller (DNIS), queue time, servicing priority, length of time the
caller has been waiting in the queue since the last priority change, the skill
level required by the caller (SKLR), and the type of call.

To pick up a call from queue

To pick up acall from queue, select the call and click the Pickup button

@ ek @t the bottom of the tab. Thiswill ring the supervisor extension

when the phoneisinidle state. If itisnot in idle state, the supervisor's
current call is put on hold and the queued call is connected.

Note: The Allow Pickup Call from Workgroup Queue setting in
MaxAdministrator (Extension Configuration, Group tab) must be
checked for your extension before you can pick up calls from
queue.
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To redirect a call from queue

Toredirect acall from queue, select a queued call from the list, then click
the Redir ect button @ rede 8t the bottom of the tab. MaxSupervisor

pops up awindow that lists extensions and speed dial numbers. Click a
number and click OK to redirect the call to that number. Y ou may aso type
the extension or speed dial number in the Number to Forward box.

Note: The Allow Redirect Call / Change Priority setting in
MaxAdministrator (Workgroup Configuration, Queue
M anagement tab) must be checked for your extension before you
can redirect calls from queue.

To reassign call priority

Toreassign call priority to a queued call, right-click on the call and select
apriority level from1-9.

L Call Priority 5 [-

Call Priority 1
Call Pririty 2
Call Priority 3
Call Priarity 4
Call Prirify &
Call Priority &
Call Priority 7
Call Priarity &
Call Priority 2

Note: The Allow Redirect Call / Change Priority setting in
MaxAdministrator (Workgroup Configuration, Queue
M anagement tab) must be checked for your extension before you
can change call priority.

Configuring the Queue with Color-Coding and Alerts

Y ou can assign different colorsto different call priorities and be aerted
when the queue reaches specified limits. To do so, click the Configur ation

button §s# at the top right of MaxSupervisor.
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£ Configuration | x|

Priority Color

CQueue Alert | Fiestore Defaults | Log Sarvicel

| [ © [e—

oK Cancel |

To assign a color to each call priority

Choose a color from the drop-down list beside each call priority you want
to color-code, and click OK. The configuration is stored locally.

To set up queue alerts
To set up queue derts,
1. Click the Queue Alert tab in the Configuration dialog box:

£ Configuration E

Prioiity Color~ Queue Alert

Restars Defaults | Log Service |
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IV Enable Queve &leit

Alert through ¥ ScieenPop ¥ Audio Beep

¥ ‘waiting time longer than |40 3: second(s)

™ Callz in queue excesd 1} 3: callis]

oK Cancel |

2. Check Enable Queue Alert to enable the alert.
3. Chooseto be aerted through a screen pop and/or an audio beep.
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4. Chooseto be aerted when the queue time exceeds the number of
seconds you specify and/or the number of call sexceedsthe number you

specify.
5. Click OK.

When a specified condition is met, ascreen pop displays messages like the
following:

< "Date Time: Number of queued cal(s) in Workgroup xxx exceeds y
cal(s)"

« "DateTime: Waiting timein Workgroup xxx longer than x seconds(s)."

Click OK to dismiss the pop up. If you leave the pop up displayed, it will
be updated when the specified threshold is crossed again.

Y ou don't have to be part of aworkgroup to use the Queue Alert feature.

To restore alerts to the default settings
To restore aerts to the default settings,

1. Click the Configuration button gz to open the Configuration dialog
box, then click the Restor e Defaults tab.

& Configuration [ =]
Priarity Calor | Queus Alet  Restore Defaults | Lag Service |
IV {Biiarity Colors and Hueus Aigr Setinad
™ windows Layout Settings
Ok | Cancel |

Check the Priority Colorsand Queue Alert Settings check box.
Click OK.
Restart MaxSupervisor.
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Viewing Group Statistics

The Group Statisticstab displays (in both tabular and graph formats) real
time workgroup activity and performance since midnight, and a summary
of agent data. The statistics displayed are for workgroup calls only.

o Dusun | @ Agert State | oMl Group Statistics |, Group Voicetad | ] Agent Statistics

Inbound Calls Bl vt Cots:

Murnber of Calls

o
o
0

0
o
s
0

o
o
0

[

l-u"j T DR00AM 1DO0AM 1100 AM 1200PM O O0PM 0200PM CI00PM D400 0500PM 0BO0PM

Click the panel border and drag left
or right to resize the panels

Y ou can select the data you want to see graphed from the drop-down list
below the graph. Y ou can select atime interval for the graph also:
15 minutes, 30 minutes, 1 hour.

Workgroup statistics are reset every night at midnight.

Most of the statistics are self-explanatory. Thefollowing table details each
one:
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Inbound Call Statistics Since Midnight

Calls without Queuing

Total of calls with queue duration of zero.

Callsin Queue Total number of calsin queue.

Tota Inbound Calls Total calsthat arrived.
Calls Answered Total inbound calls that were answered.
Calls Overflowed/ Count of calls that overflowed from the WG queue or
Redirected were redirected to other destinations.

Calls Abandoned

Total of al types of abandoned calls in the following
subcategories.

- Abandoned in Queue

Count of callerswho hung up whilein queue listening
to music or queue gresting.

- Abandoned during Ring

Count of caller hang ups while ringing a WG agent.

- Abandoned to Voice
Mail

Total of all calls abandoned to VM.

*Leave Voice Mail

Count of calls abandoned to voice mail by caller
pressing adigit or by the system automatically
redirecting caller to voice mail where caller leaves a
message.

*Without Voice Mail | Count of calls abandoned to voice mail by caller
pressing adigit or by system automatically redirecting
caller to voice mail and where the caller did not leave
amessage.

- Abandoned to App or | Total calls redirected to atarget (including to an

Others application) other than voice mail, when caller in
queue presses a digit.

Service Level
SLT - Service Level WG callstaken out of queue are either taken before or
Threshold (seconds) after thisadministrator set time. It isused asameasure

for other statistics.

Cals Answered within
SLT

Total calls answered with queue duration less than or
equal to the Service Level Threshold configured in
Workgroup Configuration window of MAXCS.

Service Level %

Percentage of callsin queue answered before SLT time
isreached.

All Calls with Wait Time
lessthan SLT

Number of calls with queue duration with wait time
lessthan SLT, whether answered, abandoned, or
otherwise terminated.
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Wait Timeand Talk Time

Average Wait Timefor | Total Wait Time for Answered Calls divided by Tota

Answered Calls Calls Answered.

Average Wait Timefor | Total Wait Time (Queue Duration + Ring Duration) for

Abandoned Calls Abandoned Calls divided by Total Calls Abandoned.

Average Talk Time Total In Tak Time divided by Tota Inbound Calls
Answered.

Maximum Calls in Queue | Peak number of callsthat were in the queue.

Longest Queue Time Longest time any one call wasin the queue.

Outbound Call Statistics Since Midnight

Total Connected Total of outgoing calls successfully connected.

Outbound Calls

Avg Tak Time Total Outbound Talk Timedivided by Total Connected
Outbound Calls.

In Talk Time is defined as: Sum of talk duration of incoming answered
workgroup calls. Talk duration lastsfrom the time an agent answersthe call
until the time the call is disconnected, parked or transferred. (Hold timeis
not included in talk time.)

Outbound Talk Time is defined as; Sum of talk duration of connected
outbound workgroup calls. Talk duration lasts from the time the call is
connected until the time the call is disconnected, parked or transferred.
(Hold timeis not included in talk time.)

Viewing Agent Statistics

The Agent Statistics tab displays performance statistics for the individual
agents of the workgroup selected in the Workgroup View tab, including
the number of calls answered, the average talk time (average amount of
time spent on the phone per call), and the average time spent in wrap up.

The table also displays the login and logout times.
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@ Callsin Queue | & Agent State IHI Group Statistics [4‘ ) Group YoiceMail [,“,II Agent Statistics

Il Agent Statistics

Agent's Performance Summary since Midnight
Agent Daily First Login Time
Last Logged In Time
Last Logged Out Time
Total Logged In Time
Total Mot-Ready Time (Apply to all WE)
Total DMDIFWD Time (apply to all WiG)
Agent's WG Call Activities:
Total WG In Calls Answered
Total Talk Tirne
Awerage Talk Time
Total WG Out Calls Connected

2001-Joe Schmo

02172009 13:48:46
00:00:00
00:no:00
00:00:00

0
00:00:00
00:no:00
0

3501-Penny Nickel

02172009 12:48:47
00:00:00
0n:no:00
00:00:00

0
00:00:00
0n:no:00
0

3502-Race Street

02172009 13:48:47
00:00:00
00:no:00
00:00:00

0
00:00:00
00:no:00
0

5000-R

nz2inyizo
00:00:00
00:no:00
00:00:00

0
00:00:00
00:no:00
0

4
@ Export Prirt.

Saving and Printing Statistics

To save agent or group statisticsto a CSV (comma-separated values) file,
click the Export button @ ot at the bottom of the tab and then specify a

directory and file name. To print the data, click the Print button pint . |
you are printing group statistics, the tabular data and the graph both print

out.

Important: Workgroup statistics are reset every night at midnight. If you
do not export or print records before the reset, you cannot
recover the data.
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Viewing Agent State

Click the Agent State tab to view the current state of the agents for the
selected workgroup and to have accessto the Listen, Barge In and Coach
buttons.

& Agent Stale | T Catts i Quewe | ] Group Statistios |8 Group voscedtal | ] Agent Statistics

A Agent State

Logintiut Eut Hame BkillLewel  Aec | TalkTime | GalleriD

®in 2300 5 00.02.04 A€ Feisonal Ca
& 23 " 1 i 000 e PR 1300

®in 1300 Joh Boyd By (00 04:75) 1 00:02:03 gy [wWa3003 2301
® Out 1301 Fichard Hasield By (00:04:00) 1

Thistab shows if the agent islogged in or out and whether the agent is
available for acall (a green dot means available, ared dot means not
available). It displays the agent’ s extension and name, the agent’s state
(such asbusy, available, wrap-up), and the skill level assigned to the agent.

If the agent is connected to a call, then the following is displayed: ared
circleiconinthe Rec columnif the call is being recorded, talk time, the D
of the person at the other end of the call, and the name of that person (if
available).

TheCaller 1D column also showswhether the call isincoming or outgoing,
awaorkgroup or non-workgroup call.
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« Anicon showing three peopleinthe Caller 1D columnisaworkgroup
call. Anicon showing one person is a non-workgroup call.

» A left-pointing green arrow in the Caller ID column indicates an
incoming call, and a right-pointing red arrow indicates an outgoing
cal.

Additional columns show how long the agent hasbeen logged in or out and,
if logged out, the reason for logging out. Y our company’s logout reason
codes are configured by your system administrator. In addition, the
following codes are system codes:
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e [00] —AppearsintheL ogout Reason columnin one of two situations:
either agents in this workgroup are not required to provide a logout
reason, or “00” isused to indicate alogout reason of “other.”

e [96] — The agent’s IP extension was logged out by the system dueto a
network error.

e [97] — The agent’s physical or |P extension changed to a virtual
extension, and the system logged out the extension from the
workgroup.

e [98] — The supervisor logged out the agent.

* [99] — The system logged out the agent from the workgroup based on
the system configuration for “ Agent ring no answer.”

Listening in, Barging In, Coaching

Y ou can listen to (silently monitor) an agent’s calls and, if necessary,
intervene and enter the conversation in progress, sometimes called barging
into the call. Essentially, barging in is to create a conference call with the
agent, the caller, and yourself. Y ou can also choose to coach the agent —tell
the agent what to say without the caller hearing you.

Note: Thesefeaturesrequiretheappropriate extension permissions. They
also require that a Triton Resource Board be installed in the
MAXCS ACC/ACM system. If you try to make use of these
features when there is no board present, you'll get afast busy
signal.

Y ou can monitor an agent’ sincoming/outgoing callsfor theworkgroup that
belongs to you, regardless of the agent’s login/logout status.

Y ou can monitor, barge-in on, and coach an agent's non-workgroup call
through MaxSupervisor or from the phone interface (using #59).

Y ou cannot listen, bargein on, or coach parked calls, callson hold, or calls
in conference.

WARNING: Listeningin to or recording a conversation without the
consent of one or both parties may be a violation of local,
state and federal privacy laws. It isthe responsibility of the
users of thisfeatureto assure they arein compliance with all
applicable laws.
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Listening In

When you listen in to acall, you cannot be heard.

To listen in to a call

1. Onthe Agent Statetab, click to select an agent connected to an
incoming workgroup call.

2. Click the Listen button (i) isen to ring your extension, then listen in
by phone or headset.

Alternatively, using the handset, press# 59 + <agent extension> +
<workgroup password> + 1.

3. When you arefinished monitoring, click the Stop button at the bottom
of the tab.

The Sop button becomes available on the tab after you click Listen.

Barging In

Y ou can barge into aworkgroup agent call and enter the conversation in
progress.

To barge in to a call

1. Onthe Agent Statetab, click to select an agent connected to an
incoming workgroup call.

2. ClicktheBargeln button () eagein toring your extension, then speak
to the agent and caller through the handset.

Alternatively, using the handset, press# 59 + <agent extension> +
<workgroup password> + 2.

3. Toexitthecal, click the Stop button at the bottom of the tab.

The Sop button becomes available on the tab after you click Barge
In.

Coaching

Y ou can coach aworkgroup agent, telling the agent what to say, without
the caller hearing you.
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To coach an agent

1. Onthe Agent Statetab, click to select an agent connected to an
incoming workgroup call.

2. Click the Coach button cech 1O FiNQ your extension, then speak to
the agent through the handset. The agent hears atone, alerting the
agent that coaching has been initiated.

Alternatively, using the handset, press # 59 + <agent extension> +
<workgroup password> + 3.

3. Toexitthecal, click the Stop button at the bottom of the tab.
The Sop button becomes available on the tab after you click Coach.

Recording Calls

A supervisor can record conversations between a workgroup agent and a
customer. Recorded conversations can then be played back through voice
mail or accessed at a centralized location, depending on how your system
is set up.

Note: Thesystemadministrator must have enabled the Non-Workgroup
Call recording option for your extension.

WARNING: Listeningin to or recording a conversation without the
consent of one or both parties may be a violation of local,
state and federal privacy laws. It isthe responsibility of the
usersof thisfeatureto assure they arein compliance with all
applicable laws.

To record a call

1. OntheAgent Statetab, right-click on the agent call to open a context
menu.

| o Calls in Queue IJH Group Statistics H‘ ) Group Yoiceail [;‘]l Agent Statistics [a‘r Agent State |

A AgentStale

Login/Out | Ext ‘ Marme ‘ Agent State | Skill Level ‘ Rec |Ta\kT\me Caller 1D
o 2300 ‘whendy Sanders Busy (00:13:11) 5 00:13:11 £ ¢ Person
®n 2301 Kirn Franklin Busy (00:12:55) 1 ® 00:12:58 i< 1300
®n 1300 John Boyd S Busy (00-13:07) 1 001300 TE> waanl
@ Out 130 Richard Hatfie| Busy (00:12:42) 1 00:12:46 PRy 1wl 30

Stop Recarding

Lag Out This Agent
Lag In Al Agents

Lag Out All Agents
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2. Choose Start Recording. If the Insert Recording Toneoptionis set,
both parties will hear a beep when the recording begins.

Note: After asupervisor clicks on the Start Recor ding command to
record an agent’ sconversation, arecordingiconisdisplayedin
the Record column. The display remains until the call is
finished or when the supervisor stops recording the call.

3. Topauserecording, right-click on the conversation and choose Pause
Recording.

4. Toend recording, right-click on the conversation and choose Stop
Recording. If your system records to a centralized location, contact
your administrator for access. If the systemis set to save therecording
to your voice mail, you can listen to the recording through the AltiGen
Voice Mail System.

Forced Agent Login/Logout

The supervisor can log in or log out one or all agents from a workgroup
from the Agent State tab in MaxSupervisor.

g Calls in Queue [H Group Statistics [ﬂ“ ) Group Yoicemail [,-Z‘Jl Agent Statistics I.'b: Agent State ‘
#: AgentState
Agent State ‘ Skill Level | Rec |Ta|kT\ms ‘ Caller ID | Caller
Arailable (01:05:19) 8

Awailable (00:071:11) 1
Start Recording

Pause Recarding

Stop Recording
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Log Out This Agent

Log In All Agents

Log Out All Agents

» Tolog an agent out of aworkgroup, right-click on aworkgroup row
and choose L og Out This Agent.

» Tologout all agents, right-click on aworkgroup row and choose L og
Out All Agents.

» Tologall agentsin to aworkgroup, right-click on aworkgroup row
and choose L og In All Agents.
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Viewing Group Voice Mail

To view and handle workgroup voice mails for aworkgroup, select the
workgroup and click the Group VM tab.

@ Calls in Queue IH Group Statistics “‘_; Graup “aoicehail I"‘" Agent Statistics [&? Agent State |
| I I I I

¥ Group VoiceMal

Type | Caller Name | Mumber | DatefTime | Duration F
| Heard o] 51025268353 111812008 3:23:12 P 00:00:07
o Heard SANTACRUZ Ca 8318188219 11011872008 4:09:55 Phd 00:00:04
) Baved Q 51025263532 1172002008 12:01:33 P 00:00:04
oo New SANTA CRUZ CA 8318188219 17642009 1:12:39 PM 00:00:07
s New SANTA CRUZ CA 8318188219 11612009 1:26:31 PM 00:00:02
2 New Tyler B 8313354605 17612009 1:34:45 PM 00:00:04
| Heard SANTACRUZ CA 8318188218 14642009 8:43:19 PR 00:00:06
&5 Urgent SANTA CRUZ CA 8318188219 142012009 5:56:10 PM 00:00:04
s New SANTA CRUZ CA 8318188219 1720§2009 3:59:54 PM 00:00:04
el

7T Py ey
() Frewind @F‘\ay (M)sor (W) Frd @F\etum ®Delala @meard @‘Sava OExpnlt

The Type column shows the state of a message:
* New—Not heard yet and not marked urgent.

« Urgent—Not heard yet and marked urgent. The row appearsin red
type. After the voice mail islistened to, the row appearsin black type,
and the type column displays Heard.

* Heard—Listened to.
» Saved—Saved as a.wav file to a preconfigured location.

Thecaller’ snameisshown, if avail able, and the caller’ s phone number, the
date and time the message was | eft, and the length (duration) of the
message.

The Progr ess column shows your progress through the message when you

listen to it. (The progress column does not reflect fast forwarding or
rewinding.)

The Note column givesyou aplaceto type anote about the voice mail. Just
click in the column and type your note.

Dealing with Voice Mall

Select the message and use the voice mail command buttons at the bottom
of the GroupVM tab.
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To listen to the voice mail, click the Play button. To stop it, click the
Stop button. To rewind it, click the Rewind button. To fast forward,
click the FFwd button.

To cal the caller back, click the Return button.

To delete a selected message, click the Delete button. Y ou are asked
for confirmation.

Save—To save a selected message asa.wav file on aremote server in
alocation designated by the system administrator, click the Save
button. Nofile saving dialog box opens, but the messageissavedinthe
specified location.

Export—To save a selected message as a .wav filein adirectory that
you specify and with aname that you specify, click the Export button.
A file saving dialog box opens. Choose adirectory, namethe .wav file,
and click OK.

Forward— To forward a voice mail to an extension or aVM Group

1. Select the voice mail and click the Forward button. The Select
Target dialog box opens:

D Mame
Voice mail groups
are listed here

| Nliglber | Nw -
[ 1234
] 1300 John Boyd e
] 13m Richard Hatfield
102 Eite Tran Extensions are
O 2300 Wendy Sanders .
| 23m Kim Franklin ||Sted here
O 2302 seven ten
O 2700 2700
O 2 2701
O 2702 2702
O 23 2703
] 2704 2704
O a5 2705
O zms 2706 -
1] | *
I Resord intraduction message u]8 Cancel |

2. Check the check box next to the group(s) and/or extension(s) to
which you want to forward the message.
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3. Optionally, you can leave an introductory message. Select the
Record Introductory M essage check box and follow the steps
below.

4. Click OK to complete the forwarding.

To record an introductory message:

1. If you select the Record Introductory M essage check box, then
when you click OK to complete the forward, pick up the phone
hand set and you'll hear a prompt to record the message.

2. Record the message and press the pound key (#). A confirmation
appears on screen.

3. Click OK to confirm and complete the action.

To attach a note:
To add a note to accompany avoice mail, click in the Note field and

type your note.

Agent View

The Agent View tab shows all agents that belong to at least one of the
workgroups you’ re monitoring. If the agent is on more than one call, only
the active call's information is shown.

& MaxSupervisor - seven ten - 2302

| (g woskgroupview | B AgemtView |

Ea Hame Agert See Tirree in State Wi Mec Caler Name. Calet I Talk'

Wiy Sandenn ® buy 000459 A< Peionsl Cal 0002
Km Frarkin ® By maa T o dohnBo W a0 i
John Doyd ® Duwy 00:04:40 2003 Kim Frankin #2201 0002

Fichad Hatfield ® Buy 00430

Ein: Tian @ fvalsie ERFER]

seven ben @ Avslstle 010723

@ Avndotin (55475

@ Avslatle 035425

7 @ Avadabin 5476

W 2 @ fvalsble UE5 6

4]
A L

Youcanclick acall and usetheL isten, Bargeln, and Coach buttonsat the
bottom of the Agent View tab. Y ou can right-click a call to accessthe
Recording pop-up menu. When a call is being recorded, a recording icon

@ appears in the Rec column.
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The Agent View tab displays an agent’ s extension; name; readiness state
(green=idle, red=busy, orange=wrap-up, grey=unstaffed, red x=error); the
duration of timein that state; theworkgroup an agentisonacall for, if any;
caler nameif available; caller ID; talk time; DNIS; IVR data (if the user
navigated through the interactive voice response system, or auto-attendant,
menu resulting in either collected digits and/or data mapped by the IVR
using the collected digits); and user data (notes that an agent attached to the
cal).

Click the plus sign on an agent row to see the agent’ s workgroups and the
agent’ s login/logout information for each workgroup, plus the agent’s
assigned skill level. In the figure below, the row for agent Wendy Sanders
has been expanded. Y ou can seethat seeislogged into workgroup 3002 and
islogged out of workgroup 3003. Y ou can see when she logged out of
workgroup 3003, how long she has been logged out, and the reason for
logging out.

£ workaroupView | 8 AgentView

Ext ‘ HName Agent State Time in State ‘ WG | Rec ‘ Caler Name: Caller ID
@ | 2300 endy Ganders ® Busy 006 21 A ¢ Personal Cal
WG LoginiCut Last Login Time Login Duration Lazt Logout Time Logout Duration Logout Reason Skl Level
3002 I 01/23/2008 13:48:21 25.04.24:48 5
3003 Dut 02172008 17:16:16 005651 [EE] 3
Ext HName Agent State Time in State ‘ WG | Rec ‘ Caler Name: Caller ID
Z301 Kim Frankln ® Busy 00:06:05 3002 ) John Bayd i< 1300
1300 John Bayd ® Busy 00:06:10 2003 Kim Franklin > 2301
1301 Richard Hafield ® Busy 00:05:52 SalesRegiond  Ap> 3002
1302 Eric Tran @ Avalable 14:4515

™, P i P e P
Listen s )Bageln (A)Cosch () Siop

If an agent bel ongsto aworkgroup that you' re not monitoring in the current
session, that workgroup is not shown here.

Y ou can expand the information for multiple agents.

Within the expanded login/logout display you can right-click arow to log
the agent in to or out of that one workgroup or all the agent’ s workgroups.
See the next figure.
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A, MaxSupervisor - seven ten - 2302

{pf wokgoupView | B AgentView
Ext [ Hame [ Agent state [Tineinstoe  [we [Rec [ Colertiome [ Colerin
[ERFE s Sanders L BEBEET FE Barsanal Call
WG Login/Cut Last Login Time Login Duration Last Logout Time Logout Duration Logout Reason Skil Level
3002 In 01/23/2009 13:48:21 25.04:24. 5
s " Log Out Fram This Workgroup TET B 3
Log In To Al Workoroups
Name Agen State Lag Out From &ll Workgroups | Res | Callr Name Caller D
Kim Frankin ® b T0ETE 002 @  JdohnBayd Phe 1300
John Boyd ® b 00810 3003 Kim Franklin > 2m
Richard Hatfield ® b i8S SalesRegiond AR 3002
Fiic Tran ® busiable 144515
<
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