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ICC Supervisor Guide

Introduction

This manual describes how to use the Interchange Call Center (ICC)
system from an supervisor’s perspective.

This manual is intended to provide:

* basic knowledge of the functions and features of the ICC
supervisor interface.

* step-by-step procedures for monitoring the system activity,
managing the available resources, and running reports.

Audience Description

This manual is intended for persons who:
* supervises ICC agents on a day-to-day basis.
This manual assumes:

« familiarity with performing as an supervisor in a call center
environment,

« familiarity with using an Internet browser page.
You should:

« read this manual in normal reading sequence before first using
the ICC Supervisor Interface.

* refer to this manual as necessary while using the system.

Related Publications

This manual refers you to related publications, when appropriate, for
additional information.

o Interchange Call Center Agent User Guide, part number
GCA70-404
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Introduction

Conventions Used in this Manual

Many of the procedures require you to enter settings or to choose
from a list of variables. To signify when you are to act upon an item,
parameter, button, etc. we italicize the name of the item being acted
upon. For example, the following sentences instruct you to press a
specific key on your keyboard.

* Press Enter.

* Press Esc.

* Press Page Up or Page Down.

* Press and hold the Shift and Ctrl keys simultaneously.

In contrast, the following sentence instructs you to type in a required
response; notice the word “Enter” when used in this way is not itali-
cized because you are not pushing a specific key name.

* Enter the value you want to use for this feature.

Similarly, when you select a menu option, we italicize the name of the
menu item because you are required to take the action of choosing it,
even though the item may not appear in italics on the system menu or
display.

* Use the arrow keys to highlight Programming and press Enter.

At other times in the manual, we discuss prompts that the system dis-
plays to you. In these cases, we enclose the exact wording of the
prompt in quotation marks to signify that the system is, in essence,
speaking to you.

* The system prompts, “Enter your password now.”

If the system is actually playing a recording aloud, we enclose the
exact wording of the prompt in quotation marks and italics to signify
that the system is in actually speaking to you.

* The system says, “You have no more new messages.”

Italics and quotes are also of course used in their normal contexts, that
is, for emphasis and to identify what words are spoken.

viii Comdial May ‘04
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* This is called a kot transfer, that is, the system transfers the call
without ringing the extension.

There are times when this manual will instruct you to enter a number
from within a range of numbers. In this instance, we use the “~ “
character to indicate the range. For example, 05-01-1~3-001~100
tells you to enter:

* 05

« 01

eal,2, or3,

* a three-digit number that falls in the 001 to 100 range.

May ‘04 Comdial iX
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1. OVERVIEW

Comdial’s Interchange Call Center is a versatile tool that helps you
answer calls more effectively and efficiently to improve overall cus-
tomer satisfaction. The system does this by ensuring that callers
receive the fastest connection to the right person for their needs. And
when there are more calls than people can answer, Interchange auto-
matically queues the incoming calls.

When a caller calls into the system, the system routes calls to agents
on the system. Agents answer these calls and provide the callers with
the services they require. When all agents are busy, the system places
new callers into a queue where the callers can wait for the next
available agent to take their call. As each agent ends a call, the
system automatically routes calls from the queue to the free agent’s
extension. This ensures that the calls are routed most effectively to
the appropriate agents.

-

Voicemail / Telephone
Systems

[ Agent3

l I (Available)

Queue

‘ Callers Awaiting
\ Free Agent
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Depending on how the system is set up, calls can be routed to the first
agent in a group of agents, the next available agent in a group of
agents, or the agent that has spent the longest amount of time without
a call. These methods ensure that calls are distributed in the most
appropriate way for a group of agents. Contact your system adminis-
trator for information on how your system is set up to handle calls

Typically, when an agent logs into the system, they answer calls for a
single customer service group. However, the system lets you log in
and answer calls for multiple groups at the same time. For example,
if they answer both customer service and sales calls for your
company, they could log into both the Customer Service group and
the Sales group and answer calls for both groups. As calls come into
the system for either group, the calls are routed to their phone when
they are not busy with another call.

There are two basic ways agents can use the system. They can use the
telephone LCD features to log in and answer calls, or they can use the
browser-based Client application in addition to their telephone to log
into the system. Depending on how your system is set up, they may

use either method or even both methods. Contact your system admin-

istrator for information on the preferred method.
Telephone LCD

Next. La0ut  MkBsw

LCD Softkey Buttons

Regardless of whether agents use the telephone LCD or the browser-
based Client application, they follow the same basic steps to use it.

12 Comdial May ‘04
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1. Log into the system to notify it that they are ready to answer
calls.

2. Answer calls that are automatically routed to their phone, and
provide the callers with the services they require.

3. Log out of the system when they finish answering calls.

Another key feature is the ability to track information about each call
that comes into the system. The system provides this information in a
collection of reports that the system administrator and supervisors can
use to track information about how calls are handled, such as how
long calls waited in the queue and how many calls the system
receives. This information can help improve how calls are handled so
that callers’ needs are met most efficiently and effectively.

CAUTION
A To track calls correctly, it is critical that A

agents follow the instructions provided by
the system administrator and supervisors when logging in and
out of the system and making themselves available to answer
calls.

1.1 ICC Supervisor Functions

This guide periodically refers to applets. An applet is a program
designed to run from within a web browser such as Microsoft’s
Internet Explorer. The Interchange Call Center applets are designed
to run on your network, and combines the features of the telephone
and your computer to help you answer calls, manage resource allo-
cation, or review information about your system.

Before you can use these applets, they must be installed on the
network, or the networked PC you want to use for access. Contact
your system administrator for information on installing and setting up
the applets.

May ‘04 Comdial 13
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Two applets are unique to supervisory functions; Queue Status and
Reports. Your extension must be pre-programmed as a supervisor’s
station to access these applications.

Depending on your authorized level of access, you can review or
change the status of agents in specific groups or all groups, and access
the historical reports.

1.2 Getting Started

1.2.1 OPENING THE MAIN MENU

To open the Main Menu, perform the following steps.
1. Turn the computer on and start Windows, if it is not already
started.

2. Double-click the Microsoft Internet Explorer icon and launch
the browser. In the address bar, enter the IP address or URL of
the web server where the applet resides. Check with your sys-
tem administrator for this address.

Enter ICC URL here

7 Untitled Document - Microsot Internet Explorer EEx
Fie Edt View Favortes Took Help i
Qe - ) d @ ;‘J /V‘Ssarth ‘::.\\'/Favmites @ reda ) > = - L33
Acdress | ] g fivesystem_web/ecs/index.html ¥ kd Go G Links

(COMDIAL®

Interchange Call Center

® Queue Status

o Agent Login

€] Dore. J Local intranet
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3. The application launches from within the browser and you are
presented with a menu. To begin, click on the Queue Status
menu item.

1.2.2 LOGGING INTO THE SYSTEM AS THE
SUPERVISOR

To log into the system as a supervisor, perform the following steps.

1. Click on the Queue Status menu item.

2. Enter your extension and voice mail password, then click on
the Log on button.

r User r Chart r Agent Wiew r Reports r Configuration

Agent Number 1000
Password |

Log on |

May ‘04 Comdial 15
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2. REVIEWING THE QUEUE
STATUS

To review the current status of agents, select the Configuration
tab and select the group(s) you wish to monitor. Click on the
Select All tab at the bottom of the screen to select all groups.

User rChart rAgent e rReports rCaniguraﬁon |
ECS Groups to Chart & View

All Queue:1999
Appointments:2002
Benefits:2011
Collections:2004
Financial Aid:2007
Guidance:2008

HR 401K:2014

HR. Billboard:2015
HR Senior Staff:2012
HR Staff:2013
Information:2000
Operations:2010
Payroll:2006
Registration:2001
Schedules:2005
Tuitions:2009

| Select All

To select multiple adjacent groups, click on the first group name,
then hold down the shift key while selecting the last group name.

To select multiple non-adjacent groups, select the first group
name, then hold down the Control key while selecting the addi-
tional group names.

May ‘04 Comdial 17
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Select the Agent View tab to display the Queue Status for the
selected group(s) To sort the results in ascending order, click on
the column header. To sort the results in descending order, hold
down the Shift key and click on the column header.

User | Chat | Agent View rReports rCOnTiguraﬁon |

Information:2000
Agent Number | Status | Mame

1004 On call Zappa, Frank

1002 On call Crocker, Betty

1007 Cther C5 Call Regean, Mancy

1008 Non CS Mode Duck, Donald

1005 Available telkin, Michel

1006 Non CS Mode Limbauh, Rush

1003 Cther C5 Call Hurley, Joanne

1001 On call Hammer, Armand

To change the status of an individual agent, position your cursor
on the line for that agent, and right-click with the mouse button.
ICC displays a pop-up window that you can use to move agents in
or out of the queue, place an agent into a make busy or make
available condition, or enable or disable the ACD Mode for each
agent. The available choices are dependant on the agent’s current
status.

Station ACD Mode - Off

Log in
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If you wish to review an agent’s status for all groups of which
they are a member, position your cursor anywhere on the line for
that agent, and click with the left mouse button. Click on OK to
return to the previous screen.

Group | Status |
Appointments: 2002 COther C5 Call
Collections:2004 Other C5 Call
Guidance: 2008 Logaout
Information:2000 On call
Operations: 2010 Logaout
Fayroll: 2006 Logaout
Registration: 2001 COther C5 Call
Tuitions: 2009 Logaout

Java Applet Window

May ‘04 Comdial 19
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2.

1 Charting the Results

To view a chart of the group activity, perform the following steps.

s | chat | aget View | epats | Gonfraton

iy

80.0
575
550
525
500
475
46.0
425
40.0
378
350
328
300
758
250
225
200

Witacivait B calles M Available  Busy Agents

1. Select the group(s) to monitor, as described on page 17.

2. Select the Chart tab.

3. ICC presents a bar-chart with the following categories dis-
played:
Max Wait (Red) - Shows the number of seconds that the oldest
un-answered call has waited.

Callers (Blue) - Shows the number of callers currently in
queue.

Available (Green) - Shows the number of agents available to
service calls for the reported group.

20
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Busy Agents (Yellow) - Shows the number of agents that are
busy for the reported group. This quantity also includes agents
that are busy on personal calls, in wrap-up mode, or busy on
calls for other groups (when the agent is a member of multiple
groups).

4. As long as the chart remains displayed, the system automati-
cally updates the results.

May ‘04 Comdial 21
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3. CREATING REPORTS

The Interchange Call Center reports module provides summary and
detail historical reports about the productivity of agents and groups.

To create an activity report, perform the following steps.

1. Log into the Queue Status applet with a valid System Supervi-
sor mailbox number and password.

2. Click on the Reports tab.

hitp-//rayb/ccs/StatusApplet jsp - Microsaft Intemet Explorer BEE
Fle Edt View Favotes Toos Help | &

o
!
Qe - © - [¥] [B] (1] JD seseh [ rovontes @ medn €21 ] (- 1
Address [€] it eyt ece statussopet o = e ||unks >
Google~ [ ]| o SearchWeb ~ | 3 || St popups dlowed [ | fed options 4
Favortes x =
A RS Organize iser | Chart | AgentView | Reports
Links _—
; G" !‘ Report | Abandoned Calls Detail.rpt v | Create Report |
ogle =
B woathorcom T [Aardoned Calis Detailt |
g lagent Session Lpt
] Yahoo! Finance Start date |Customer Service Groups.rpt T
IDetailed Group Summary Report.rpt
59
SIATINE | Group acthity Reportrot pe ]
&) WFTV.com - Weather |Group Summary Report.rpt
2 Gorel on the Web Groups SelectallGroups | AGENtS Select all Agents
&) Ourplanet 199911 Queue: <[ [1001:Hammer, Armond
20004nformation 1002:Crocker, Betty
2001Registration 1003:Hurley, Joanne
& My Documerts 2002:Appointments: 1004:Zappa, Frank
&) Driving Drections 2004:Collections 1005:Melkin, Michel
) Weboped Dictionary 2005:Schedules 1006:Limbaub, Rush
& vsiec 2006:Payroll 1007:Regean, Nancy
2007-Financial Aid 1008:Duck, Donald
& eHep
i 2008:Guidance
e 2000:Tuitions:
&) Discussion Board Login y
) Forida Highway Patrol Traffic
&) CNN.com
&) Business Week Online Person. =
€] Ray's ECS Applet
) J8P Cyces, Keeping the Worl..
&) Live System
& s

3. Select the report you want to prepare. The available choices
include:

* Abandoned Calls Detail Report
* Abandoned Calls Report —Hourly

Agent Activity Detail Report
e Agent Activity Summary Report

* Customer Service Groups Report

May ‘04 Comdial 23
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* Detailed Group Summary Report
* Group Activity Report

* Group Summary Report

* Group Time to Answer Report

* Summary Time to Answer Report

. Select what time period you want the report to cover (report

type). The available choices include:
* Today
* Previous Day
* Previous Week

* Previous Month

. Select the Date and Time range if different than the default val-

ucs.

. Select the Group(s) and Agent(s) to include in the report. For

multiple selections, select the first item, then use the Shift or
Control key for subsequent selections.

7. Click on the Create Report button.
. Click on View Report.

24
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9. The system generates all reports in (.pdf) format and lists them
in the order they are created. To view a report, select it from

the list. Note: Adobe Acrobat Reader is required to view (.pdf)
files.

‘A http-//rayb/ecs/report_list jsp?agent_id=1000 - Microsoft Intemet Explorer H=1E
| Fle Edt View Favoites Took Help | A

O O 1x] @) D] e Joromn Brwa

| Address [] hitp://rayb/ecs report_lstjsp?agert_id-1000 =BG ||unks »
| Google - | =] & searchwieb - | |25 Ste popups s >

Reports available for user ID 1000
As of: Mon Jan 19 16:23:19 EST 2004

01-19-2004 12 40 03 Customer Service Groups.pdf

01-19-2004 12 41 38 Agent Session Activity
Report.pdf

01-19-2004 16 23 12 Abandoned Calls Detail.pdf

€1 Done [ [ [ "3 Local intranet Y

Click on the Refresh button to refresh this display if needed.
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3.1 Abandoned Calls Detail Report

The Abandoned Calls Detail Report provides detailed information
about the number of calls that hang up before being answered or over-
flowed.

Page 1074
Comdial Corporation.
Abandoned Calls Detail
During period: 2/1/2004 @ 12:01:00AM through 4/26/2004 @ 11:59:00PMW
Feor Groups: F01,702.703,704,705,710,711,F12,713.714,715,

Group Hame Acogunt Calller Call Start Abandoned Wait Time
701 Asl Assoc FXlland [ 21852 Hot Available 02-02-2004 10:20:20 02-02-2004 10:31.35 oo:As
701 Azl Aesoc FXIland [ 21063 Mot Available 02.02-2004 12:36:43 02-02-2004 12:48:01 00018
7ot Asi AszocFrlland D 29880 Hot Available 02-02-2004 154418 02-02-2004 15:53:04 Q00848
701 Asl Assoc FXlland [ 20835 Hot Available 02-02-2004 15:44:30 02-02-2004 15:53:52 00022
701 Azl Aesoc FXIland [ 25825 Mot Available 02.02-2004 17:12:34 02-02-2004 171738 00:05:02
7oi Asl Assoc FXiland D 11775 Hod Available 02-03-2004 08 25.42 02-03-2004 08:-30.04 00:04:22
701 Asl Assoc FXIland [ 21880 Hot Available 02-03-2004 08:21:18 02-03-2004 08:26:32 000514
701 Asl Assoc FXIland [ Mot Available Het Available 02-03-2004 08:53:27 02-03-2004 02:54:2% 00002
7ot Asi AszocFriland D 20944 Hot Available 02-03-2004 150824 02-03-2004 153057 00:22:33
701 Asl Assoc FXIlland [ 28251 Hot Available 02-03-2004 16:05:54 02-03-2004 16:24.28 007834
701 Asl Assoc FXlland [ 11837 Het Available 02-03-2004 1718:25 02-03-2004 1720:50 00:02:25
701 Asl Assoc FXlland [ 20047 Hot Available 02-04-2004 110158 02-04-2004 11:15:24 001326
701 Asl Assoc FXlland D 21801 Hot Available 02-04-2004 11:32:41 02404-2004 11:39:34 00:08:53
701 Asl Assoc FXlland [ 30840 Het Available 02-04-2004 11.49:01 02-04-2004 11.53:40 00:04:38
7o Asl Assoc Frlland D 37851 Mot Available 02-04-2004 12:36:11 02-04-2004 12:39:35 000324
701 Agl Aezor FXIland [ Mot Available Mot Available 02.04-2004 14:32:12 02-04-2004 14:36:44 00:04:32
7ot Asi AszocFrlland D 11725 Hot Available 02-04-2004 152833 02-04-2004 153318 Q0:04.45
701 Asl Assoc FXlland 0 11025 Hot Available 02-04-2004 171736 02-04-2004 17.18:32 00:03:56
701 Agl Aezoc FXIland [ 20784 Mot Available 02.05-2004 1004754 02-05-2004 10:45:43 000342
7oi Asl Assoc FXiland [ 10334 Hod Available 02-05-2004 11:02:55 02-05-2004 11:03:4% 000350
701 Asl Assoc FXIland [ 12087 Hot Available 02-05-2004 14.23.44 02-05-2004 14.33.57 00Ax13
701 Azl Aezoc FXIland [ 20148 Mot Available 02.05-2004 152718 02-05-2004 15:37.07 00:0%48
7ot Asi AssocFriland D 23705 Hot Available 02-05-2004 153218 02-05-2004 15.40.45 000830
701 Asl Assoc FXlland D 20013 Hot Available 02-05-2004 16:07.14 02-05-2004 161018 00:03.04
701 Asl Assoc FXlland [ 10751 Het Available 02-05-2004 17.42.02 02-05-2004 17.49:01 00:04:58
Total for As1 Assee FXI Abandoned Calls: 25 Average \Wait: 00:07:-00
Group Hame Acoount Calller Call Start Abandoned Wait Time
7oz AsZ Aezow OXED 23700 Mot Available 02-02-2004 02:29:11 02-02-2004 02:35:04 00:08:53
702 AsZ hesoc OXAD 40533 Hot Available 02-02-2004 08:50:23 02-02-2004 10:19:55 00:20:32

During Period - The reporting period defined during the Create
Report setup.

For Groups - The group numbers selected during the Create Report
setup.

Group - The Interchange Call Center group being reported.

Name - The name for this group

26 Comdial May ‘04



ICC Supervisor Guide

Account - The account number entered by the caller if available. If
the caller does not provide this information, this field contains ‘Not
Available’.

Caller - Caller ID information relayed from the FX phone system.
Call Start - represents the date and time of when the call first arrived

Abandoned - represents the date and time that the call was aban-
doned.

Wait Time - the total time the call was waiting before the caller aban-
doned the call.

Abandoned Calls - the total number of calls abandoned for the group
during the reporting period.

Average Wait - the average wait time of all abandoned calls during
the reporting period.

May ‘04 Comdial 27
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3.2 Abandoned Calls Reports - Hourly

The Abandoned Calls Reports - Hourly provides information about
the call abandonment rate.

. . Page 1af 3
Comdial Corporation.
Abandoned Calls Reports - Hourly
During period: 2/1:2004 @ 12:01:00AM through 4/26/2004 @ 11:50:00FW
Far Groups: 701,702,703.704,705, 710,711,712, 713,714,715,

Group Number: 701 As1 Assoe FXI Calla sbandened in the following increments

Total <1 Min <5 Min <10 Min =< 15 Min < 20 Min Other
08:00 - 08:50 1 ] 1 ] ] o o
09:00 - 09: 58 2 o 1 1 o o o
10:00 - 10:58 2 1 o o 1 o o
11:00-11:588 4 1 1 1 1 o 0
1200 -12:58 2 o 1 1 o o o
14:00 - 14:58 2 0 1 0 1 0 o
15:00-15:58 1 o 1 4 o o 1
1600 - 16:58 2 o 1 o o 1 o
17001758 4 1 2 1 o o o
Queue Totals 25 3 g B 3 1 1
Percent of Total: 12% 6% 2% 2% % 4%
Group Number: 702 As2 Assoc DXBO Calls sbandened in the following increments

Total =1 Min < 5 Min < 10 Min =15 Min < 20 Min Other
00:00 - 0958 a o o 1 1 1 o
10:00 - 10:58 3 o o 1 1 o 1
11:00-11:58 3 o 1 o 1 1 o
12:00-12:50 4 1 ] 0 1 2 o
1500-13:58 & o o 5 o o 3
14:00 - 14:58 1 o o o 1 o o
15:00 - 15:58 4 o 1 o 2 1 o
1600 - 16:58 2 1 1 o o o o
17:00-17:50 1 ] ] 1 ] 0 o
16:00 - 18:58 i ] 1 ] ] o o
Gueue Totals 30 2 4 B T 5 1
PFarcant of Toial: T 134 s 238 7% 13%
Group Nurmber: 703 As3 Assoc Calla sbandaned in the follawing increments

Total =1 Min < §Min < 10 Min =15 Min < 20 Min Other
D00 - 0858 1 o o 1 o o

During Period - The period specified during the Create Report setup.
For Groups - The groups specified during the Create Report setup.

Group Number - The group number reported for this line.
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Total - The total number of calls abandoned for this group

<1 Min - The total number of calls abandoned after less than one
minute in the queue.

<5 Min - The total number of calls abandoned after less than five
minutes in the queue.

<10 Min - The total number of calls abandoned after less than ten
minutes in the queue.

<15 Min - The total number of calls abandoned after less than 15
minutes in the queue.

<20 Min - The total number of calls abandoned after less than 20
minutes in the queue.

Other - The total number of calls abandoned after greater than 20
minutes in the queue.

Queue Totals - The total calls abandoned for this time period.

Percent of Total - The percentage of the total for this time period.

May ‘04 Comdial
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3.3 Agent Activity Detail Report

The Agent Activity Detail Report provides information about the
activity for each agent during the specified period.

Comdial Corporation. Page 10f7
Agent Activity Detail Report

During Period: 4/1/2004 @ 12:01:00AM through 4/1/2004 & 11:59:00PM

For Groups:  506,548,548,550,551,552,553,554,555,650,651,652,653,654,701,702, 703,704,705, 710,711, 112,713, 714,71
5,750,751,752,860,862,902,

Agents: 1914,

Agent Number: 1914 @0ant, &Steve

Date Group Active Seszion Time Available Calls Time on Time in Time busy Time busy Unused
Time Taken Calls Wirapup on non in ather Availablility
I Group:
AM/2004 549 11043340 11017AM 0005124 o 000300 CO:00:00 00:00:00 C0O:00:00 000544
AM/2004 549 11954340 11:18.464M  00:01:.03 o 000300 CO:00:00 00:00:00 CO:00:00 £0:01:03
417004 545 11AG5TAM  12:41.50PM  01:2453 1] Q00000 00:0000 000002 01518 000538
412004 548 1:0311PM 21605PM  01:15:54 o 00:0300 00:00:00 00:00:00 0:07:51 00:08:03
412004 549 10:05:52AM  10:3350AM  00:2758 o 00:03:00 00:00:00 00:00:00 001453 00:13:05
Sroup Totals for 543 Owfl Dverllow Box-TS 03:18:32 & Ob:0e:80 06:06:00 08:06:82 023788 BE:3T:34
awerage Time on Galls: ‘Session call ime attributable o this group: 0.00%
Aernge Time In Wirap: Session call ime sttributsble fo other groups: a0.80%
‘Bession bime atiributable to non guese activity 0.02%
‘Session time waling for <alls 158.18%
4M1/2004 550 10:03:52AM 10:33:50AM  00:27.58 o 00:00:00 00:13:05
412004 550 11043340 119017AM 000544 o 00:00:00 00:05:44
AM/2004 560 11954340 11:18.46AM  00:01:.03 o CO:00:00 00:01:03
417004 S50 11AG5TAM  12:41.50PM  01:2453 3 00.05:54 000538
412004 550 1:0311PM 21605PM  01:15:54 o 00:00:00 00:08:03
@raup Totals for 550 <=4 Diamond PEFXE 03:18:32 3 00:08:84 00:37:31
Arsrage Time on Galls: 00:18:48 ‘Session call ime atiributable o this greup:
Awerage Time In Wirap: 00-06:64 Session call ime attributable fo other groups:
‘Session e attributable to non guese activity
Bession bime waising for calls
412004 551 11154340 11:76:464M  00:01:.03 o 000300 00:00:00 00:00:00 00:00:00 00:01:03
412004 551 11:1G57AM  12:41.50PM  01:2453 o 000300 00:00:00 00:00:02 01815 00:08:36

During Period - The date and time range specified during the Create
Report setup.

For Groups - The group numbers selected during the Create Report
setup.

Agents - The agents selected for this report as defined during the
Create Report setup.
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Agent Number - Agent activity is reported separately for each agent.
This field indicates the agents name and number for this section of the
report.

Active Session Time - The field reports the start and end time of this
session.

Available Time - The time in hours, minutes, and seconds that this
agent was logged into the system.

Calls Taken - The number of calls taken for this reporting group, by
this agent, during the reporting period.

Time on Calls - The total time on queued calls for this group, by this
agent.

Time in Wrap-up - The total time this agent spent in the wrap-up
mode for this reporting group.

Time Busy on Non-Queue Calls - the total time this agent was on a
non-queued calls.

Time Busy in Other Groups - If an agent is logged into multiple
groups, the total time this agent was busy on calls for those other
queue groups is shown here.

Unused Availability - The total time this agent was idle during the
reporting period.
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3.4 Agent Activity Summary Report

The Agent Activity Summary Report provides information about an
agent’s performance in each queue while logged into the system.

Comdial Corporation. Page 1ofd
Agent Activity Summary Report

During Period: 4/1/2004 @ 12:01:00AM through 4/1/2004 @ 11:59:00PM

For Groups:  506,548,548,550,551,552,553,554,555,650,651,652, 653,654, 701,702, 703,704,705, 710,711, 112.713,714,7
15,750,751,752,860,862,902,

Agents: 1914,

Agent Number: 1914 @0ant, &Steve

Available Galls Time on Time in Time busy Time busy Unused
Tirne Taken Calls Wirap up on non in ather Availablility
queys call Groug
Group Totals for 545 Ol Overflow Box.TS 03:18:32 L} 00:00:00 00:00:00 00:00:02 02:a7:88 o0:a%: 3
mwerage Tme on Calls: ‘Session call time attribuzable o this group: 0.00%
frarage Time In Wrap: Seszion call time attributsble to other groups: B0B0%
Bession e atiributable to non quese activity 0.02%
‘Session tme waing for calls 18.18%
@roup Totals for 550 <>1 Diamand FE R0 03:18:32 3 004728 00:08:54 00:00:02 01:44:36 00:3F::
Hnerage Time on Calls: B0-16:48 Bession call time aitributable o this group: 24.20%
swsrage Time In Wrag: 00864 Session call ime attributable fo other groups: B.48%
‘Bescion me aRrDutable to non gueue ativity 0.02%
Sescion e waling for calle 1618%
@roup Totals for 551 <=2 Diamond PR DXED 031832 ] 00:00:00 00:00:00 000002 02:37:88 00:aT:M
frerage Time on Calls: ‘Seszion call ime attributsble to this group: 0.00%
Hverage Time In Wrap: Bession call time aitributable fo other groups: 00B0%

During Period - The date and time range specified during the Create
Report setup.

For Groups - The group numbers selected during the Create Report
setup.

Agents - The agents selected for this report as defined during the
Create Report setup.

Agent Number - Agent activity is reported separately for each agent.
This field indicates the agents name and number for this section of the
report.

Active Session Time - The field reports the start and end time of this
session.
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Available Time - The time in hours, minutes, and seconds that this
agent was logged into the system.

Calls Taken - The number of calls taken for this reporting group, by
this agent, during the reporting period.

Time on Calls - The total time on queued calls for this group, by this
agent.

Time in Wrap-up - The total time this agent spent in the wrap-up
mode for this reporting group.

Time Busy on Non-Queue Calls - the total time this agent was on a
non-queued calls.

Time Busy in Other Groups - If an agent is logged into multiple
groups, the total time this agent was busy on calls for those other
queue groups is shown here.

Unused Availability - The total time this agent was idle during the
reporting period.
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3.5 Customer Service Groups Report

The Customer Service Groups Report provides information about
each defined group.

Fage 1 of 13
Comdial Corporation.
Customer Service Groups
During Perfod: 4/26/2004 through 4/26/2004

For Groups: 506,546,548,550,551,552,553,554, 555, 650,651,652, 653,654, 701,702,703, 704, TO5, FI10,711, 712,713, 714,71
5,750,751,752,660,862,802,

Agents: 1914,
Group Group Name Agent Name Mailzax Mumber
506 CS51 Pricing/prod svailability e 1001
i 1002
Sanko, Marilyn 1118
Shingle, Teena 1118
Kiselesk, Ruth 1139
Marris, Debbie 1140
Magnant, Laurie 1328
Biasi, Crystal 1802
Little, Shirley 1803
Group Group Name Agent Name Mailbvax Mumber
518 Critical W 1002
, Agent 1003 1003
, Agent 1004 1004
Group Group Mame Agent Mame Mailbax Mumber
L7 E) Ovil Quedlow Box-TS Tagent10001 1001
, Agent 1002 1002
, Agent 1003 1003
. Agent 1004 1004
Ford. Anne 1818

Group - The group number assigned to this group.
Group Name - The name assigned to this group.

Agent Name - A list of agents who are authorized to log into this
group.

Mailbox Number - The mailbox number associated with the named
agent.
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3.6 Detailed Group Summary Report

The Detailed Group Summary Report provides an hourly summary
about the activity of an individual group.

) . Page 10f 7
Comdial Corporation.

Detailed Group Summary Report

Durirng Perfod: 371/2004 @ 12:07:00AM trougit 3312004 @ 71:59:00PM
For Group: 710,711,712, 715,714,715,

24 Hour Call Volume
For 710

W eCuks Arawered
aTransfered Out
W &tbandoned Cals

ne
04
o n o

ﬂ\ (\ o & . o

& <§> 5& 39 ﬁ@ﬂe“ e @‘s‘?ﬁ@\\:ﬁa =7 ca“& “Q@‘E 9“ & e‘F 9“ ‘5 “ B
Time Calls Calls Calls Calls Calls ﬂ\‘H’I@E Maximiem
Ending  Received  Answered XPer Out Ouerflowed  Abandoned Wit Time Wit Time
1:00am ] o 0 ] 0 00000 00000
200am ] i 0 0 ] 00000 00000
300am 0 0 0 0 0 00000 00000
200 am o o o ] ] 0000 00000
500 am ] o o ] o 0:00.00 0:00.00
£00am ] 0 0 ] ] 0000 0000

For Groups - The group numbers selected during the Create Report
setup.

During Period - The date range as defined during the Create Report
setup.

Group - The group number assigned to this reporting group.

Time Ending - The hourly reporting period for the time range spec-
ified during the Create Report setup.

Calls Received - The total number of calls received for this reporting
group, during the reporting period.
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Calls Answered - The total number of calls answered by agents in
this group, during the reporting period.

Calls Xfer Out - The total number of calls transferred out of the
group.

Calls Overflowed - The total number of calls that were not answered
during the reporting period, and overflowed to a secondary target.

Calls Abandoned - The total number of calls that were abandoned by
the caller during the reporting period.

Average Wait Time - The average time the caller waited before an
agent answered the call.

Maximum Wait Time - The longest time a caller waited before an
agent answered the call.
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3.7 Group Activity Report

The Group Activity Report provides information about the group
activity during the reporting period.

. . Fage 1af1
Comdial Corporation.
Group Activity Report
During perfod 312004 @ 12:01:00AM through 3:F1/2004 @ 11:55.00PM
For Groups: 710,711,712,713,714,715,
714 13
n ]
#Colls Recefved  ¥Calls Answered  #Calls Abandoned
Group Hame Galls Galls Callers Overfiowed Calls Average Maximum
Received T fry b Abandoned Wait Time Wait Time
out Groups (hbcmen ss) (hb e S8)
7o Bill Bl Sarv FXII & DSU . 10 7 i} ] 000501 00:29:43
™ Bil2 Bl Serv DXB0 74 40 a 1] 28 00.07.00 02541
T2 Bild Bill Serv VM 50 3 4 o 17 000588 00:37:36
3 Bild Bl Serv CTI Apps 1 o 1 o o 000433 000433
T4 Bil5 Bill Serv Cther 3 2 (s} o 1 00:16:18 004301
75 Bil3 Bill ServFXES FXT,DX o o (s} o 1] 00:00:00
Totals: 163 3] 0 o 2 00:07:45 00:42:01

During Period - The date range defined during the Create Report
setup.

For Groups - The group numbers selected during the Create Report
setup.

Group Number - The group number assigned to this reporting group.
Group Name - The name assigned to this reporting group.

Calls Received - The total number of calls received by this group
during the reporting period.
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Calls Answered - The total number of calls answered by agents
assigned to this group.

Callers Transferred Out - The total number of queued calls that
were transferred out of the group during the reporting period.

Overflowed From Other Groups - The total number of calls that
were presented to this group as a result of overflowing from another
group.

Calls Abandoned - The total number of calls that were abandoned by
the caller before being answered by an agent.

Average Wait Time - The average time a caller waited before being
answered by an agent.

Maximum Wait Time - The longest amount of time a caller waited
before being answered by an agent.
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3.8 Group Summary Report

The Group Summary Report provides information about multiple
groups during the specified time period.

Page 1af 1
Comdial Corporation.

Group Summary Report

Fov Perfod: 3/1/2004 @ 12:07:00AM thwough 337/2004 @ 11:58:00PM
For Group: 710,711, F12,713,714,715,

24 Hour Call Volume

100 200 300 400 SO0 SO0 FOO BO0 00 1000 1100 1200 100 X00 300 &00 500 G600 700 B00 SO0 1000 1100
4N am am am am an am am @M am an @M pm PM PM pM @M @m pM PM PM pm @@

[ ] L]
Afmweed  SXerOW #Abandoned

Time: Galls Galls Calls Galis Calls Average Maxium
Ending Received Answered XFer Out Overflowed Abandonad Wit Time Wit Timie
1:00 am o o o o o 00:03:00 00:00:00
200 am i} o o o o 00:0300 CO:00:00
300 am o o o o o 00:0X00 00:00:00
400 am o o o o o 00:0300 00:00:00
500 am o o o o o 00:03:00 00:00:00
600 am i} o o o o 00:0300 CO:00:00
700 am o o o o o 00:0X00 00:00:00
B00 am L] o o o o 00:0300 00:00:00

For Groups - The group numbers selected during the Create Report
setup.

During Period - The date range as defined during the Create Report
setup.

Group - The group number assigned to this reporting group.

Time Ending - The hourly reporting period for the time range spec-
ified during the Create Report setup.

Calls Received - The total number of calls received for this reporting
group, during the reporting period.
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Calls Answered - The total number of calls answered by agents in
this group, during the reporting period.

Calls Xfer Out - The total number of calls transferred out of the
group.

Calls Overflowed - The total number of calls that were not answered
during the reporting period, and overflowed to a secondary target.

Calls Abandoned - The total number of calls that were abandoned by
the caller during the reporting period.

Average Wait Time - The average time the caller waited before an
agent answered the call.

Maximum Wait Time - The longest time a caller waited before an
agent answered the call.
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3.9 Group Time to Answer Report

The Group Time to Answer Report provides details about the answer
time for each group during the specified period.

) 0 Fage 1af1
Comdial Corporation.
Group Time To Answer Report
During perlod: 2/1/2004 @ 12:01:00AM through 4/1/2004 @ 11:50:00PM
For Groups: TI0.TIL.TI2. 713714, T15,

Group Number: 710 Bil1 Bill Serv FXIl Time to Answer in the following increments [Queus Tima)

Total = 30 Secs <1 Min <5 Min <15 Min < 20 Min Other
0000 - 10:58 1 o o o 1 o o
11:00 - 11:55 1 o o o 1 o o
1800 - 19:59 1 ] o ] 1 ] o
Queue Totals 3 o 0 o 3 ] o
Percent of Total: 0.00% 0.00% 0.00% 100.00%. 0.00% 0.00%
Group Number: 711 BilZ BIll Sery Time to Answer in the fellowing increments (Cueue Time)

Total < 30 Secs <1 Min < 5 Min <15 Min <20 Min Other
OB:00 - 08:55 1 o o o 1 o o
14:00 - 14:59 1 ] ] ] ] i ]
1700 - 1758 2 o o o 1 o 1
Queue Totals 4 o 0 o 2 1 1
Paroent of Total: 0.00% 0.00% 0.00% B0.00% 26.00% 26.06%
Group Number: 712 Bil3 BIll Serv VM Time to Answer in the fellowing increments (Gueue Time)

Total = 30 Secs <1 Min <5 Min <15 Min < 20 Min Other
1200 -12:58 1 o o o o o 1
Queue Totals il a 0 i} o o 1
Paroent of Total: 0.00% 0.00% 0.00% 0.00% 0.00% 100.00%
Group Number: 714 Bil5 BIIl Serv Time to Answer in the following increments (Queue Time)

Total = 30 Secs <1 Min <5 Min <15 Min < 20 Min Other
1300 - 13:58 1 o o o o o 1
Queue Totals 1 0 0 o 0 o 1
Paroent of Total: 0.00% 0.00% 0.00% 0.00% 0.00% 100.00%

During Period - The period specified during the Create Report setup.
For Groups - The groups specified during the Create Report setup.
Group Number - The group number reported for this line.

Total - The total number of calls answered for this group

<30 Secs - The total number of calls answered after the call has been
in the queue for less than 30 seconds.
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<1 Min - The total number of calls answered after the call has been in
the queue for less than one minute.

<5 Min - The total number of calls answered after the call has been in
the queue for less than five minutes.

<15 Min - The total number of calls answered after the call has been
in the queue for less than 15 minutes.

<20 Min - The total number of calls answered after the call has been
in the queue for less than 20 minutes.

Other - The total number of calls answered after the call has been in
the queue for greater than 20 minutes.

Queue Totals - The total calls answered for this time period.

Percent of Total - The percentage of the total for this time period.
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3.10 Summary Time to Answer Report

The Summary Time to Answer Report provides a summary of the
time to answer a call for each group. The calls are grouped on a per-
hour basis and reported for each selected group.

Page 10f1
Comdial Corporation. .

Summary Time To Answer Chart

During perlod: 3/1/2004 @ 12:01:00AM through 4/1/2004 @ 11:58:00FM
For Group: 710,711,712, 713,714,715,

Time to Answer for Selected Groups

W - t5Min
M < 20mn
M Cther

All Selected Groups Time to Answer in the following increments [Cusue Tima)
T < 30 Secs < 1Min < § Min =15 Min < 20 Min

08:00 - 08:5%
10:00 - 10:58
11:00 - 11:59
12:00-12:50
1300 - 13:5%
14:00 - 14:5%
1700 - 1758
1800 - 10:59

Queue Totals
Percent of Total:

e
Peo coocooooo
§
§n CooOO0Doo
§a cooooooo
;ul_--aaa-....
2 moaooooo

I
p
=
#
&
i

During Period - The period specified during the Create Report setup.
For Groups - The groups specified during the Create Report setup.
Group Number - The group number reported for this line.

Total - The total number of calls answered for this group

<30 Secs - The total number of calls answered after the call has been
in the queue for less than 30 seconds.
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<1 Min - The total number of calls answered after the call has been in
the queue for less than one minute.

<5 Min - The total number of calls answered after the call has been in
the queue for less than five minutes.

<15 Min - The total number of calls answered after the call has been
in the queue for less than 15 minutes.

<20 Min - The total number of calls answered after the call has been
in the queue for less than 20 minutes.

Other - The total number of calls answered after the call has been in
the queue for greater than 20 minutes.

Queue Totals - The total calls answered for this time period.

Percent of Total - The percentage of the total for this time period.
3.11 Custom Reporis

The Interchange Call Center reporting module design is based on
Crystal Reports (version 9.0) by Business Objects Inc. Business
Objects Inc. also provides software that permits you to design your
own custom reports, using the source data provided by the Inter-
change Call Center reports server database. Go to http://www.busi-
nessobjects.com/products/reporting/crystalreports/default.asp. for
additional information on their products.

WARNING
A You must be proficient with SQL database A

queries and command line syntax before you
attempt to create custom reports. Improper actions can damage the
files. Comdial assumes no liability for SQL data file corruption
resulting from improper actions.
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4. REVIEWING RECORDED CALLS

Interchange Call Center optionally provides call-recording functions
for up to ten agents within each customer service group. When con-
figured by the installer, specific agents calls are recorded, based on a
configurable call recording schedule. The recordings are stored in
(.WAV) format and can be stored directly to your PC desktop, or any
other network location.

Reviewing these recordings can provide you with an important tool
for measuring productivity and performance.

Note: To listen to the audio files, your PC must be equipped with a
media player capable of playing a (WAV) file, a sound card, and
speakers.

File names are assigned by the system and include the mailbox
number, day of the week, and the time of the recording. For example,
a recording for mailbox 1404, recorded at 3:31pm on Friday, is stored
as 000001404 _FRI0331PM.WAV.

To play the recorded files, perform the following steps.

1. Locate the files to play. Check with your system administrator
to determine the file storage location.

2. Open the file. Your audio media player should start and the
recorded information is output to your speakers.
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5. WALLBOARD

The Wallboard application is available to provide a wallboard display
of the agent statistics. The Wallboard application supports 1-line
SPECTRUM wallboards, series 300C; but even without an attached
wallboard, the application can be a valuable source of near-real-time
information.

The Wallboard is a standalone application that can be installed on any
PC that has access to the Reports Server and database.

All wallboard information is based solely on data in the Interchange
Call Center database. The Wallboard application does not use real-
time notifications, but instead pulls information from the database
every 15 seconds and presents that data on a wallboard. Data displays
on the client PC monitor whether or not a wallboard is connected to
the application.

One application controls one wallboard. Connection to the Server is
used only to check data eligibility. If the Reports Server is down, the
database is not updated and the Wallboard displays error messages or
current date/time instead of call information. (Wallboard has its own
internal date/time source, which is set by the application according to
current date and time on the PC on which it is installed.)

5.1 Setting Up the Wallboard with ICC

To display system status information on a wallboard, the application
must be run on a PC that is connected to a Spectrum 300C series wall-
board via a serial port (RS-232), and to the network that includes the
Interchange Call Center web server. The wallboard setup is usually
made by the system installer. If you wish, you can change the display
characteristics by accessing the wallboard setup menu.

To set up the Wallboard for operation, perform the following steps.

1. Complete the software installation from the supplied CD.
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2. Launch the application by clicking on the Wallboard.Exe icon.
The following screen displays.

. Wallboard Client - version: 1.1 EEE
:Group Mame | Group # | Giln Queue | iz M2 it | Acbveg Wait | Habandon... | T:Total &n.. Setup I

Close |

3. Click on the Setup button. The setup screen allows you to
identify the IP address of the web-based reports server, set the
serial port parameters, and identify the display options.

Setup ]
—Server Connection———————— - Gueue Dfata Display Dptlons—. ~~ Preueue Diata Display Option: &
IP E.o.0. 0 Enable Display Prefix e li
V' Group number Cancel

Socket number | 3099 B G s Color Fed
~WalBoad COMPoit————— | ¥ Calersinquewe [0 S ]
Part INgne vl V' Max wait time: [\ Mode
V' Average waittime  [a Graphic
Baud rah ISSDD vl
auiee V' Total answered calls [T Char height

Parity IEven 'l ™ Total transfer out |D I™ ‘wide character
%

Byte size I? vl ™ Tetal abandoned v D?sp\ay c.Iate
|1 .l Frefis atfributes | ¥ Display time

I | | [

Stop bits
Yalue atfributes |
—Trace Log
I” Enable ~ Queus Value Threshold Colors—
[~ Verbose Mormal # default [Amber

Awerage Rainbow! |+
Above magimum IHed -
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Server Connection - Enter the IP address of the web-based
reports server.

WallBoard COM Port - Select the PCs communications port,
baud rate, parity, bit size, and stop bits that you use for the Wall-
board connection. By default, the serial port is set to None.
You must choose a port number, otherwise information is not be
sent to the Wallboard, or displayed on the PC that is running the
application.

Queue Data Display Options: Information sent to the wall-
board can include various types of information about the Cus-
tomer Service Group. Click inside the box to choose the type
and format of the information to display.

Group Number - Selecting this box causes the Customer
Service Group number to be displayed. The Group Number
field and Group Name field are mutually exclusive. That is,
only one or the other can be displayed.

Group Name - Selecting this box causes the Customer Ser-
vice Group name to be displayed.

Calls in Queue - Check this box if you wish to report the
number of calls that are waiting in queue for this group.
The default setting for the prefix identifier is ‘Q’. If you
wish to change this value, position your cursor in the field
and enter the new prefix.

Max Wait Time - Check this box if you wish to report the
amount of time the oldest call is waiting for this group. The
default setting for the prefix identifier is ‘W”. If you wish to
change this value, position your cursor in the field and enter
the new prefix.

Average Wait Time - Check this box if you wish to report
the average time calls are waiting for this group. The
default setting for the prefix identifier is ‘4’. If you wish to
change this value, position your cursor in the field and enter
the new prefix.
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Total Answered Calls - Check this box if you wish to report
the total calls answered for this group. The default setting
for the prefix identifier is ‘7T”. If you wish to change this
value, position your cursor in the field and enter the new
prefix.

Total Transfer Out - Check this box if you wish to report the
total calls transferred out of the group. The default setting
for the prefix identifier is ‘O’. If you wish to change this
value, position your cursor in the field and enter the new
prefix.

Total Calls Abandoned - Check this box if you wish to
report the total calls abandoned. The default setting for the
prefix identifier is ‘X”. If you wish to change this value,
position your cursor in the field and enter the new prefix.

Prefix Attributes - Select the attributes for the Prefix portion

of the message. This entry allows you to select the color
and size of the displayed character.

Value Attributes - Select the attributes for the Data portion
of the message. This entry allows you to select the color
and size of the displayed characters.

Queue Value Threshold Colors: Choose the color for the dis-
played data based on the threshold criteria. You can choose a
unique color for items within the specified threshold range (nor-
mal), a unique color for averages, and a unique color for values
that exceed the threshold level. The default colors for these
attributes are:

Normal/default - Amber
Average - Rainbow 1
Above Maximum - Red.
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4. Click on the OK button when all entries are complete. ICC
updates your display to show a list of the Customer Service
Groups that are active in your system.

- Wallboard Client - version: 1.1

==

:Group Mame | Group # | G:ln Queue | s aw it | Azdvg Wait | H:sbandon... | T:Total Ar = Setup I

C51 Pricing/prod avail... 506 1] :0 23 34 im

Ovfl Dverflow Bow TS 543 0 a 34 5 5 Close |

<»1 Diamond PItFAI1 ... 550 a :a 13 2 g

<>2 Diamond PIt D80 551 1 :a 18 1 g

<»3 Diamond Plt Voic... 552 1 0 21 1] 15

<>4 Diamond PICTI ... 553 a :a :a a a %

<»5 Diamond Pt Other... 554 1] 0 0 1] 1]

<»B Diam Plt <5 FxT... 555 1] 0 4 a 2

Gld1 Gold Fxll and DS B50 a :a 15 3 |

Gld2 Gold Dx80 51 2 bl 15 3 4

Gld3 Gold Yoicemail E52 a :a 20 5 1

Gldd Gold CTI 4pps E53 a :a 82 a 1

GId5 Gold Other Produ... B54 1] 0 0 1] 1]

Azl Azsoc Fell and Do 701 1 304 35 1 21

Az2 Aszsoc DXE0 702 1] 0 30 2 18

A3 Azsoc Yoicemail 703 2 33 42 2 12

Asd Azzoc CTI Apps 704 1] :0 B0 1] 3

Az Azsoc Other Prod... 705 1] 0 20 2 1 b
Bill Bill Serv FXI1 & DS 710 a :a :a a a

Bil2 Bill Serv Dx80 M a :a :a a a

Bil3 Bill Serv Wi T2 a :a Bz a 4

Eild Bill Serv CTl &pps 713 a :a :a a a

Bil5 Bill Serv Other 714 a :a :50 a 1 =
BilE Pl CarE%E BT Al n n n n n

f | _>l_I
Status

01-07-2004 16:53:43 [122) Socket eror;: 8099 @ 0.0.0.0 -> The specified address iz not available from the local |;|
01-07-2004 16:53:48 [130) Socket eror: 8099 (@ 0.0.0.0 -» The specified address is not available from the local |
01-07-2004 16:53:53 [137) Socket eror; 8099 (@ 0.0.0.0 -» The specified address is not available from the local |
01-07-2004 16:53:58 [144) Socket error; 8099 @ 0.0.0.0 -» The specified address is not available from the local |

00 Opened COM1 baud: 960 : 17 stophits:1

1] 41

5. Next, you must define the thresholds for each group. Position
your cursor on the group name and right-click with your
mouse. This action opens a dialog box that permits you to
enter the threshold information. To select multiple groups,
hold down the Shift (adjacent groups) or Control key (non-
adjacent groups) while clicking on the group names.

Cancel |

Zephyr TS Field Trial - 752
Min

[

In Queue l— l—
Ma W/ ait l— l—
Aweg Wwait l— l—
Total Anzwered l— l—
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Wallboard

6.

Enter the threshold values associated with each entry. Data is
presented to the Wallboard based on these minimum and maxi-
mum entries. When you have completed the entries, click on
the OK button.

To set the pre-queue display data on the wallboard, perform the fol-
lowing steps. Pre-queue data can include custom messages, graphics,
or date and time. This information is displayed on the wallboard
before the group information is presented.

1. From the Setup menu, enter your desired message in the Mes-
sage entry box.

2. Select the Color of the text message from the drop-down menu
choices.

3. Select the Scroll Speed from the drop-down menu choices.

4. Select the display refresh style from the Mode drop-down
menu choices.

5. Select a graphic from the Graphic drop-down menu choices.

6. Select the character height from the Char. height drop-down
menu choices.

7. Select the check boxes for Date, Time, and Wide Characters if
you wish those items to be included.

8. Click OK when complete.
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