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Call Center System Administration 

1 day of  training 9:00 a.m. – 4:00 p.m.

Class held at Cardinal Stritch University
May 26,27, – Aug 11,12, – Dec.14,15
Audience: 

System Administrators with Call Center Applications and 

Supervisor Management software of either CMS Supervisor or BCMS (Basic Call Management System)

Description:

Gain skills and the knowledge needed to administer a Call Center.

Administration exercises are done using AVAYA Site Administration. 
Course Objectives:

-        Learn how to administer changes on vectors and call routing without            

       service interruption

-     Understand Skill based routing and programming (EAS)
-        Administering call center voice terminals- (phones)

   -     Changing feature buttons relating to Call Center Functions 
         (Vu-stats, Queue buttons, After Call Work, Aux, Rona buttons etc.)

-      Understanding reports produced by CMS Supervisor and/or BCMS 
-      Scheduling the reports in CMS or BCMS or ASA
-      Setting up the Directory and Agents in CMS and the CM switch
   -    Understanding the Management Tools available to Supervisors

        (Service Observing, Whisper, Agent Trace, Monitoring)

   -    Adding Agents and setting up Skill Levels in the CM switch
   -    Changing Agents Skill levels and Skill numbers in CMS and BCMS
   -    Programming Holiday options, priority queuing options, redirect on no

        answer options (RONA), voice mail options, time of day options.
   -    Writing vectors for new applications and understanding the vector options 
        such as: go-to, route-to,  collect, messaging etc.

   -    Administering Announcements and tracking the announcement capacity.

     Backing up Announcements, making changes on Announcements.
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System Administration – Advanced Features

2 days of training 9:00 a.m. – 4:00 p.m
Class held at Cardinal Stritch University 
May 28,  Aug 13, Dec 16
Audience:  Client personnel with basic telephone system administration experience
Description:
This course provides training on tasks to administer advanced features on the AVAYA Communication Manager telephone systems.  All differences between existing software version are reviewed.  The course focuses on advanced and newer features offered by the Communication Manager software as well as advances in the ASA (AVAYA Site Administration) software.

Course Objectives

· Describe new system features and capabilities of the CM software.
· Administer and modify the system to take advantage of the new capabilities. Administration includes how to implement a list of several new features or old features that have enhancements:  (see ADVANCED Feature List Below) 

· Administering and installing T-1’s especially ISDN-pri.

· Using New ASA software and Val Manager software

· system management features and setting system wide parameters 

· Retrieving and interpreting traffic data analysis reports
· Determine trunk requirements
· Applying attendant console features

· How to Clean up your software
· Trouble Shooting user and equipment problems

· Review system security and management reports.
Detail list of the items covered in the Advanced Admin Class:
1. Forcing Firmware updates

2. Enhanced Call Forwarding by station
3. Remote Send Calls

4. Self Station Dispay
5. List Registered IP Telephones
6. Tenant Numbering
7. Multiple Music on Hold Sources
8. Meet-Me-Conf Vector Implementation
9. Audix Record

10. Crisis Alert

11. TTI  (Touchtone Terminal Initialization)
12. IP Phones  9600 Series
13. IP Softphones 
14. 2400 Digital Implementation

15. Button Labeling 4600, 2400, 9600

16. Change User Extension
17. EC 500 Cell Phone activation
18. Alias Station 

19. Virtual Stations

20. Dial Plan Analysis

21. 5-digit Announcement Extensions

22. Posting Notes on Phones

23. Running Audits

24. Scheduling Reports

25. Analyzing the VDN Report

26. Sending Alarms to e-mail

27. Monitoring Trunk Groups
28. Redirecting Incoming calls on T-1 

   ISDN - pri
29. Changing Caller ID for each station

30. CPN Block and Unblock
31. Exporting Data to Excel
32. Display Capacity to check licenses

33. Coverage and Forwarding
34. System Parameter Coverage

35. Ring between Cover Points 

36. Remote Coverage
37. Time of Day Coverage 
38. User Change Cover path

39. Extended User Coverage
40. Extended User Forwarding

41. Telecommuting Access Extension 

42. Security Code

43. Bridging and Coverage interacting
44. Per Button Ring Control

45. Auto-select any idle appearance 

46. Directed Call Pickup

47. Call Pickup Alerting / Temporary Bridge 

48. Call Forwarding Busy No Answer
49. Call Forwarding Off net

50. Call Transferring Off Net
51. List Call Forwarding

52. 6400 – 8400 led settings 

53. On Hook Dialing
54. Time Reminder on Hold
55. Admin Button on Users phones 
56. Advanced Abbreviated Dialing List
57. Group Page

58. Hands Free Answer on Internal Calls

59. Dial one number to ring Multiple Phones

60. List Usage Vector

61. Whisper Page

62. Automatic Exclusion

63. Transfer on Hang-up

64. Understanding ARS and COR’s

65. Uniform Dial Plan - UDP table and AAR

66. Building Templates in ASA

67. Attendant Console DSS Flash

68. Attendant Console Features

69. Conference Display Button

70. Voice Announcement of EXT number

71. VAL Manager Software
