Nortel Contact Center Basic Orientation (ver. 9-29-11)
· This document is intended for staff new to an existing Call Center Queue.

· Nortel Contact Center (a.k.a. CC7, Contact Center rls. 7) was formerly known as Symposium.

Primary Benefits of a Call Center 

1. Calls are automatically put into a line (or queue as most systems call it), often with some sort of prioritization allowing calls to be answered in a certain order and usually playing a message to callers that they will be helped as soon as possible.  The special phone system software to do this is Automatic Call Distribution (ACD) software and uses specially programmed ACD phones.

2. Statistical Reports can be produced showing number of calls, wait times, number of abandoned calls and other statistics so as to better plan staffing or comply with contracts.  (Note: Callers must tolerate waiting in a queue if you are to provide abandoned call or wait time statistics.) 

3. Real-time Display of queue information can be provided to a PC with some systems. 

Phone Call Answering

· For staff to be able to answer Queue calls on an ACD phone they need a telephone login ID number (set-up by Sutter Telecom or the phone system support vendor).  

· For accurate agent reporting, it is important that staff only use their own unique login ID.

· Staff can use any ACD phone.  They log in and calls for their login will ring there.  Note: an ACD phone is a specially programmed phone set up to take queue calls.  It will have a Not Ready key, Make Busy key and other special queue related keys.  Each ACD phone programmed uses a ACD phone set license on the phone system.  Only if there are licenses available or licenses purchased, can a phone be programmed.  

· For reporting to be possible there must ALSO be sufficient Contact Center Server licenses for the number of simultaneously logged in agents.  To add agents, it may be necessary to purchase more server licenses. (Usually if a phone set license available, a server license is too.)

Monitoring (Listening to) Calls
· By law, callers must be played a message that their call may be monitored before the call is answered.  If a caller has not been warned, the call should not be monitored.
· Call monitoring can only be done from a phone programmed as an ACD Supervisor phone (uses an ACD phone set license) or by having a dual handset plugged into the phone.  The dual handset set-up is generally done for training new staff.)

Real Time Display on a PC or special Display Screen
· Requires a PC login ID and password (set-up by Telecom or the phone system support vendor) with permission to access Real Time Display on the Contact Center Server. Can use on on any properly configured PC. (Usually, PC login ID = first initial plus last name, all lower case*.)
· PC Desktop support configures the PC - usually they must establish a web link to the Contact Center server and sometimes install ActiveX or otherwise adjust the PC for the link to work.
Historic Reports

· Requires a PC login ID and password (set-up by Telecom or the phone system support vendor) with permission to access Historic Reports on the Contact Center Server for use on any properly configured PC. (Usually, PC login ID = first initial plus last name, all lower case*.)
· PC Desktop support configures the PC - usually they must establish a web link to the Contact Center server and sometimes install ActiveX or otherwise adjust the PC for the link to work.
* If first initial plus last name is less than 6 characters often a “1” is added (examples: jcamp1, engo11).
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