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Chapter

1 Agent application - Usage

1-1 Introduction to the Agent application

The agent application is software to be installed on the agent's IT workstation. It provides continuous
communication with the call center integrated in the communications server.

In receive mode, the Agent application receives information on the ACD (Automatic Call Distribution)
load in real time, and the agent can consult traffic statistics. As the system receives an incoming call
to the agent's station, the agent application simultaneously receives all the information about the
call: the caller's waiting time, caller number, etc. The Application agent can thus interact with external
information systems to display the Customer record.

In outgoing call mode, the agent application offers the agent a user-friendly addition to his telephone
set. In practice, agents can not only declare themselves more easily (on duty, off duty, etc.), but also

indicate their skills (ACD group), declare themselves on any position (free-seating) and describe the
calls.

1-2 Application description

1-2-1 Agent application interface
The agent application interface contains:

¢ Atoolbar
* A call information bar
¢ Graphs

e A status bar

1-2-1-1 The toolbar

[P

Wwey geod

The toolbar is a menu and allows users to access the control functions, to inform agents when they
have an information message, to display or mask the graphics and to select their preferences.

1-2-1-2 The call information bar

5 = _
% £ [& | INot_l,lpeassomated j
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1-2-1-3
1-2-2
1-2

Agent application - Usage

The call information bar gives all the information about the call. It also can be used to manually
display the customer record and to describe a call.

The graphs
1 ]
REEEIEIEMEEIEEE
e |
% ﬁ @ I nion qualifié j
] gla
x| || =
Code Calls GOty
1002 " 5 5 1 Panasonic 19
g . LI 2 Philps 7
0% g & /:<Hate<?0 2 R - & Clerical wark, 3 Canon 23
<30 % B ihsence 4 Teldranix a
Bl 47 r4 0ff 5 Epson 15
= 6 Divers 10
T ¥ 3 7 Sans objet 2
T 407 5 ] | 5 8 Thomsan 16
e 5 HP 5
b 20% 1 4 -1 10 Compag 3
i Total 108
i L oz o - -0 Served 124
53 % Sitce AR SRR AN Sitce TN TR ST A
x|
g 4 0 4 g
| | | | 1
Gr.1 Wl
g2sg
fesa —
Open
Cueue B 52 B 51 <51 Served _I
-
[waiting Far calls [Extension 100 = 1je3jzon4 | 1moram

These graphs provide the agents with the information on their activity: activity rate, on-line counters
for each status, call description, as well as information in real fime about the volume of calls in the
queue and served by group.

The status bar

[waiting For calls Extension 100 = | 1/23/2004 | 10:01 AM

The status bar gives information about:
- Agent status
- Associated set number
- Status of network connection with the communications server
(connection established indicator: B=, connection failed indicator: .)

- Date and time

Start up the agent application

Upon first start-up the agent application displays the connection window.
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The following fields must be entered:

* The name of the communication server, visible from the network
¢ The IP port used (the default is 20772)

* The number of the phone set associated with the agent PC

These parameters are recorded on the Agent PC and are retrieved on the next run.

Note: Connection to the Agent application can fail when the number of Agent application licenses is less than
the number of agents who want to log on to the application.

1-2-2-1 Password

Agents identify themselves from amongst the agents declared in the call center.

£ Open a session x|

T User [Paul |
ik es
| Carla

Fazzword

Jane
Jane

Modify | 0K, Cancel | Hebp

As soon as the agent is identified, he enters his password. This means he can declare himself on
any workstation (free-seating operation)

When the password entry field is disabled the agent does not have a password. He just has to click
OK to gain access to the agent application.

Note: Opening a session could fail if the agent is already connected at another workstation, or the workstation
is already in use by another agent.But the agent might still be able to open a session. In this case, either the
agent is logged off from the workstation where he was logged in, or if the workstation is already in use by
another agent, it is freed up.

1-2-2-2 Change password
The agent can change the application password. When the password is correct, the system displays

the change button. By clicking on Change, a new window is displayed enabling the agent to enter
and confirm the new password.
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1-2-3

1-2-4

1-4

£ Dpen a session x|

r[ﬁ User I Paul j

Pazzwiord |

Mew pazsword |

Confirm passwond |

2k, | Cancel Help

By clicking on OK, the new password is saved, and the agent application starts up.

Note: The Change button is only accessible if the call center manager has authorized this option in the Agent's
rights screen of the Agent application configuration program.

The call center manager can delete the password. If this happens, the agent can run the Agent
application without a password or change the password.

Close the agent application

When the agent closes the Agent application, a confirmation window is displayed. Upon confirming
that he wants to close the application the agent's status will differ according to the configuration of

the work environment. In the Work environment configuration screen, if:

* Neither of the boxes is checked, the agent's status remains unchanged when the agent
application is closed.

* The off duty box is checked: the agent application is closed and the agent put off-duty
automatically. However, the agent can use his phone to put himself on duty and become active.

* The Logged off and off duty boxes are checked: the agent is put off-duty automatically and
the associated workstation is no longer handled by the call center. If the agent wants to use the
terminal again (as a workstation handled by the call center), he must use the Agent application
to log himself back on and then put himself back on duty.

Configure the work environment

The agent can set the parameters for his working environment from the preferences function.

Preferences are accessed using the & button.
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@“ Agent Assistant - Preferences il
— Main — Graphz
Language: English j I Activiy v
Automatic screen pop Lup v LI} Counters v |
Allveays vizible v
Screen pop up on call r B Tue 4
Start with agent on duty v & Groups v
—wihile quiting Agent Assistant——————————— | T Status ¥
Reset counters v
Unlog extenzion [free seating mode] r B EUSt':'!T'E' base
Put ¢ off dut v Basic screen v
Lt agent aff du
. Y HTML zcreen [
(] I Cancel Help

The agent can select parameters from the following fields:
General
¢ The language used in the agent application

¢ Automatic screen pop-up of the customer record (if it is available and depending on the agent's
rights)

* The agent application display continually in the foreground ("always visible")

¢ The agent application display continually in the foreground during a call ("always visible"):

- ifthe Agent application is reduced or if another window is active in front, the Agent application
displays itself in the foreground

- if there is call, an information message or a forced status change

* The agent is on duty when the Agent application starts up. If this box is not checked, the agent
is off duty by default.

Exiting the agent application

¢ Counters reset to zero upon leaving the application, or on request.

* Specification of free-seating.

*  When the agent exits the Agent application he is set to 'off duty', if desired.

Note: The 'set off-duty' function is used in fixed mode, i.e. when the agent is permanently logged on to the same
terminal.
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1-3

1-3-1

1-3-1-1

1-6

Customer database

* The type of display for the customer pop-up - HTML or standard.

Graphs

* The types of graphs to be used with activity rate, counters, description table and groups (the
agent can display the queue with or without group status).

The %X buttons on the right of the Counter and Description check boxes reset the values of these
counters to zero.

Describe functions

Monitor agent activity
The monitoring function enables agents to declare themselves on the ACD and change status using

their PCs with one click of the mouse. This avoids the need to use the phone for this purpose.
Monitoring is carried out by using the buttons on the tool bar.

Change status
The following change status functions are accessible from the toolbar:

* On duty

' The agent is waiting for calls and ready to handle an ACD call.

* On clerical work

‘=L The agent is not online, but is engaged in clerical work following an ACD call. During this
time, no calls will be routed to the agent.

* On temporary absence

& No calls will be routed to the agent who is away from his station for a moment; he is on a break.

o Off duty

o The agent receives no ACD calls; he is no longer on duty, but is still logged on to the terminal.

The status bar at the bottom of the toolbar shows the agent's status in the foreground and in real
time. This status bar also calls back the telephone number associated with the agent application:

Note: All change buttons are inactive if the agent is not assigned to a group.
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1-3-1-2 The groups

The calls are directed to the agents based on the skills group.

The B& button enables the agent to declare himself in new groups and to withdraw from other
groups.

Group change X

1 I Sales

2 Delivenies
3 Hat-Line
4 I Accounts

[rr—

[ e I = N ) |

k. Cancel | Help

The list of groups is presented in the form of buttons. A pressed button (light grey) indicates that the
agent belongs to a group. If the button is not pressed, the agent does not belong to the group.

The groups to which the agent is assigned are given in the title bar of the agent application in
parentheses.

Note: This feature is only accessible if the call center manager has configured the option in the Agent's rights

screen.

1-3-1-3 Information

]
| |
When this image V\-l')is flashing, it means the agent has a message.

Clicking on the icon displays the message window.
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1-3-2

1-8

) past events x|

1272004 10:232:53 &AM : Forced change from mode Calling to mode Faulty ;l
1272004 10:32:67 &AM - Forced change from mode Faulty to mode Woaiting for callz

[

Settle Help |

A change occured without the agent's knowledge: e.g.: forced status change, new ACD group
assignment. This happens, for example, when the call center manager changes the groups the agent
belongs to using the call center configuration application.

The image will flash until the agent consults the message and clicks the Acknowledge button.

Call information

When a call comes in to an agent, the call information bar is displayed.

[=] E3
IR MR IE

%; g (& | INotype associated j

Information provided
The call information bar shows the following items of information:
- % the caller's number.
%
- & the number requested.

- ﬁ: the customer code (this code is entered by the agent).

- BB the requested ACD group.
- 2 the waiting time in the queue.
- : the conversation time, which is updated in real ime as soon as the agent picks up the call.

Call type

The agent can describe an ACD call during the conversation.
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To describe a call, select the description code from the drop-down list on the call information bar,
which contains all the description codes.

The agent can assign several descriptions during the ACD conversation, but only the description
that is active when the agent hangs up will be assigned to the call.

Note: A call cannot be described after hanging up. The ACD call must be described while it is in progress.

Note: This feature is only accessible if the call center manager has configured the option in the Agent's rights
screen.

Record screen pop-up
When the screen pop-up is available, but not automatic, the agent can display the pop-up by clicking

on the buﬁon_&J:

You can also use this button to place an existing pop-up back in the foreground or to re-open it if
you closed it before the end of the ACD conversation.

For more information on configuring the pop-up, see Configure the work environment.
1-3-3 Call log

The call log is accessed via the &7 button , situated on the tool bar.
The agent can consult the list of ACD calls routed to him from the call center.

* calls which gave rise to a conversation are displayed in black,

¢ calls for which there was no reply are displayed in red.

& List of calls
List of calls from 13402404 16:20:58
Date I Time I Group I Agent I “Waiting I Conwer. .. I Tupe I Calling party I Called party I Custam... I
13/02/04 16:20:68 agent Tom 00:00:00  00:00:02 Motype aszo.. 100 505

Ewport | Erase | Print | Cloge I Help

The call information available is as follows:
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1-3-4

1-3-4-1

* The date of the call

* The time of the call

* The ACD group requested (the agent can belong to several groups).
* The name of the agent who dealt with the call

* The length of time the customer spent in the queue

* The duration of the conversation with the agent.

* The description code

* The incoming number (caller number).

* The number the customer called (call center number).

* The customer code, if this was entered by the agent during the call.
Calls are displayed in chronological order. To sort the log, click on the title of the column to be

sorted. The system sorts in decreasing order. Clicking on the same column again sorts in increasing
order.

E=port | . . .
Use the F button to create a log.txt file (default name) containing

information from the call log. All the text file fields are separated by a tab. The filename and path
of the file to be created can be changed.

Eraze |
Use the button to empty the contents of the call log. The call center

manager can also program automatic or cyclic deletion of the log by specifying a maximum number
of archive days in the General tab of the agent application configuration screen.

Pririt

The | button prints the call log.

Note: This feature is only accessible if the call center manager configured the option when configuring agent's
rights.

Manage customer records

To access customer record management, click on @ The user has the rights of the ACD agent who
launched the Agent application; these are the record and comments modification rights which were
assigned by the call center manager.

Customer record management interface

This screen is used to manage customer records and allows records to be changed, created and
deleted.
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Double click the mouse or validate using the Enter key to display the customer record.

& Customer info management ]
File Edit Tools Help
D' X7 2/©9
Creation date | Customer ... | Cornpary | Marne | Firstnamne |Address | City
Al | 2
| Current Database:

The toolbar (and the menus) offer the following functions:

* D: Create a new record

. . Modify a record

<. Delete a record
. 3?: Update the list of records

’ﬁ: Compact and repair the database

@: Help

You can sort the list of records by clicking the column headers.

1-3-4-2 Standard customer record

This record is used to enter or change information concerning an external customer or company.
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1-3-4-3

& the company [thomson) M= E
the company
— ldentifier: [rate lirnit
Customer code: |1245 Received number: I'IEIEI ’7 I £/
—Address
Company: [the company
M ame: IthDITIS'I'n First name: IF'EU|
Address: I
City: I Postal code: I
Telephare: I'I oo Fax: I
GSM - |
E mail: I Send email
|nformation: I
— Application
Application link; | Execute Search... I
Comments:
iy u:u:ummentsl ;I
(] Cancel Help |

The Identification field gives the incoming number for the customer code.

The End date field is for information only. It is not associated with any functionality and could be
used, for example, to save the end date of the customer's contract.

The Details field displays all of the customer's details (company, address, phone number, email, etc.).

The Application link field is used to establish an association with a record or a program like an

Excel page or a Word document.

HTML customer record

There is one other alternative to the standard customer record: the HTML record.

This is displayed in the Windows default browser. It's main property is that you cannot modify it. The
choice of how the record is to be displayed is made when the agent configures the Agent application

work environment.
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1-3-5 Screen pop-up

When an ACD call comes in, the agent application offers the possibility of making the customer
record pop up.

The call center manager chooses the pop-up mode during Agent application general configuration,
via the General tab.

The customer record pops up automatically if the agent checks the Automatic customer pop-up
option in the Work environment configuration window. If not, the agent can click the pop-up button
on the call information bar during the ACD call.

The record pop-up can be done in 3 ways: integrated mode, linked mode and specific mode.
Integrated mode

The Agent application is supplied with the Customer record management tool which enables the
file to be popped up in integrated mode. You can use two types of record in this case:

- the standard record

- the HTML record

The record type is chosen during work environment configuration. The parameter is specific to each
agent.

The right to change records and that of changing the comment field in the record is defined by
the call center manager.

The pop-ups are by caller number. If none of the records in the customer database include the caller
number, the system displays a blank record. The agent can then complete and save this in the
database even if the call center manager has not assigned the right to modify the records to the agent.

Note: You cannot enter data, modify or update customer records in HTML format.
Integrated mode is also possible in network configuration (customer records shared). The implementation depends
on the capacities and features of the existing network infrastructure.

Linked mode

The agent application comes with a script for an MS Outlook pop-up. This script (file script.vbs in
the install directory of the agent application) is written in VBScript. This mode offers a great deal of
flexibility as all the modifications can be made to the script without having to modify the agent
application.

Note: The modify record rights do not apply to this operating mode.
Specific mode

This last mode allows the agent application to be interconnected to a third-party application. Several
companies use their own "Customer Relations Management" software.

To link the agent application to another customer application, the call center manager specifies an
application which will be called by the Agent application when an ACD call is received. When a call
is assigned to an agent, the associated agent application runs the command line entered in this
section, followed by the two parameters for the call, the caller's number and the number called.
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The syntax is as follows:
program [option] /1:number_caller /2:number_called

By default, as an example, "program [option]" is the same as "Wscript.exe post_it.vbs".

1-3-6 Activity statistics

The Monitoring button enables the agent to display or mask statistics chosen during work
environment configuration. These are real-time statistics.

Graphs can only be displayed by an agent if authorized by the call center manager in the Agent's

rights window of the Agent application configuration program. The size of the window adjusts
automatically according to the statistics requested.

1-3-6-1 Activity
This graph represents the activity rate for the agent, calculated based on the last half-hour or the
last hour. The agent's activity rate is defined as the time spent on ACD calls for a given period divided
by the period under consideration. The length of the calculation period is specified by the call center

manager using the call center application.

The title of the window gives the calculation period, (1/2 hour or hour).

[ Actiy x|

4
100 #00E
a0z B 30 %<Rate<70 %
- Bz

53 %

The color of the graph changes according to the rate.
The following values are assigned by default:
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¢ Red if the rate is less than T1

¢ Blue if the rate is between T1 and T2

* Yellow for the part greater than T2

Agent application - Usage

The call center manager can change the colors shown in the graph via the Colors tab, and the
values for T1 and T2 in the General tab in the Agent application general configuration window.

1-3-6-2 Counters

The Counters graph gives the time spent by the agent in each of the 4 possible states:

¢ On duty

¢ Clerical work

¢ Temporary absence

o Off duty.
x|
5]
By
5 -5 Clerical wark:,
B Ahsence
41 -4 off
3 ]
2 -2
1 -1
0 - Lo
S BT TR AR AT A

The graph is expressed in minutes, hours or days (24 hours), depending on the highest counter value.

The agent can reset the counters to zero whenever required by using the work environment
configuration screen. He can also reset the counter on request or choose to have them reset every
time he exits the Agent application. The reset date is then set to the date the Agent application was

last run.

Note: The meter for the agent's status is incremented only when the agent application is started.

3EH21055BSAA - Ed. 01 - March 2004 - Agent Application
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1-3-6-3

1-3-6-4

1-3-6-5

Description

The Description table gives the number of each type of call. The number of calls handled is also

displayed.

|

Code Calls Qlty
1 Panasonic 19
2 Philips T
3 Canon 23
4 Tektronix a
5 Epson 14
E Divers 10
¥ Sans ohjet 2
8 Thamson 16
9 HF 5
10 Carmpag 3
T otal 108
Served 124
Sinne AT TR AR AR AR

The agent can reset counters to zero whenever he wants in the work environment configuration
window. The counters are reset on request or each time he exits the Agent application. The reset

date is then set to the date the Agent application was last run.

For more information on call types, please see the section on call information.

Groups
This graph, which is updated in real time, gives

* Status of the agent's groups
*  Maximum length of wait queue

* The number of calls handled by group (horizontal histogram).

Efcalls per group

g 4 0 4
1 1 |
Gr.l
Besl
)
Open
Dueue @ »52 B »S1 <51 Served
Queue

This gives a display, in color, of the status of the wait queue.
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Cueue W >52 B »51 &1 Served
The queue and the number of calls waiting, split up according to thresholds ST and S2, are displayed

to the left of line 0. The thresholds can be configured from the call center. Calls which have been
handled are displayed to the right of line O.

Thresholds S1 and S2 define times from which the number of waiting calls is calculated.
The following colors are assigned by default:

*  White: the maximum queue length has been reached

¢ Red: the number of calls with a wait time in excess of S2

¢ Blue: the number of calls with a wait time in excess of S1
¢ Green: the number of calls with a wait time less than of S1
* Yellow: the number of calls handled

The colors can be changed by the call center manager in the Colors tab of the Agent application
general configuration window.

1-3-6-6 Group status

A colored rectangle is displayed by the side of a description or group, to the left of the histogram.
The color of the rectangle indicates the status of the group.

Gr.1
E
el

Open

The following colors are assigned by default:

¢ Grey : closed group
* Green: open group

* Orange: group saturated before the overload messages fade time out, (from less than 20
seconds)

* Red: group saturated after the overload messages fade time out, (from more than 20 seconds)

The colors can be changed by the call center manager in the Colors tab of the Agent application
general configuration window.
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The agent can mask the status of groups during work environment configuration.
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Chapter

2 Agent application - Configuration

Introduction to configuring the Agent application

The Configuration of the agent application is intended for the call center manager. It provides him
with a single and user-friendly interface to modify all the parameters of the agent application.

Note: Only one instance of this application should be launched at any time on the network.
This application handles the following functions:

* The Agent application general parameters (such as the connection mode to the Customer
database),

* The ACD statistics graph colors (identical for all agents),

* The rights of each ACD agent.

Start up the configuration

To access Agent application configuration, a Login window is provided for the call center manager
to identify himself. To establish the connection, a password is required. By default the password is
help1954.

Note: If the password is lost, it is possible fo reinitialize it using PM5 and accessing the General and Maintenance
ACR parameters menu.

When the password is entered, the system displays the Modify button.

,?',’Eﬁ Password: ||
i

k. Cancel Help

If the password field is empty, the Change button appears and the enter password field is disabled.
It is however recommended to always enter a call center manager password and not divulge it to
anyone.

The call center manager can click on the Change button to enter then confirm a new password.
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2-3 Agent application general configuration

The configuration window for the Agent application contains three tabs:
- General
- Colors

- Agents

Gieneral | Eu:ulu:uursl .ﬁ.gentsl

General parameters indicated here. They are walid for all agents.

— Supervizor
Language:  |Englizh j
—Agents
bl ax number of dayz in list of calls I‘I 1]
Wiew achivity rate [Z] T1 30 T2 Im
Prahibit clerical wark,_abzence status |

— Cusgtomer database

+ |nteqrated rmode [standand)

" Linked rmode [zcnpt]
{~ Specific mode
Azzociated application: |Wsu:ript.e:-ce Pozt_itwbs

Addition of automatic comment to each call o

About Help | Cancel

General tab
This tab is divided into three parts:
* Supervisor

The supervisor (call center manager) makes use of the Language drop-down menu to choose
the language he wants to use in this program.

* Agents

The call center manager enters the maximum number of days which are stored in the call
log. Each Agent has a log to consult the last calls handled. You can choose to never delete this
log (by entering "0") or to delete it periodically. It is preferable to only maintain the call log for a
few days, so as not to use up too much space on the ACD Agents' hard discs. The authorized
values are in the range 0 to 30.
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- The View activity rate section allows the call center manager to change the threshold values
for T1 and T2 of the activity rate graph. These values are expressed as a percentage and define
the thresholds for changing the color in the graph.

- Prohibit use of clerical and temporary absence statuses, this is a check box which
prohibits the agents from using the "Clerical work" and "Temporary absence" statuses. It is worth
noting that the agents on "Clerical work" and "Temporary absence" are taken into account when
calculating the length of the queue, while those who are "Off duty" are not.

Note: These parameters are the same for all the ACD Agents.

¢ Customer database

The call center manager indicates the mode of connection to the Customer Database. The
following three choices are available:

- Integrated mode (standard): is the default mode. The agent application is provided with
a Manage Customer Records program (GestFiche. exe) to store customers' key informa-
tion and to ensure the customer record pops up on the screen (Screen pop-up) when a call
is received.

- Linked mode (script) : This mode causesa script (Windows Scripting Host) to be executed

during an incoming call and when the agent clicks the Manage Records button in the
agent application.
The agent application comes with a default script file. The language used is VBScript. How-
ever, the call center manager can modify the script file as he sees fit to ensure it works with
his applications. This operating mode is generally used to access a Customer database in
MS Outlook. It offers a great deal of flexibility as all the modifications can be made to the
script without having to modify the Agent application. Please contact Customer Service for
any additional information you may need on using customized scripts.

- Specific mode: This final mode works by connecting the Agent application to a third-party
application. Several companies use their own "Customer Relations Management" software.
The call center manager can specify an application to be called up by the agent application
when receiving an ACD call. When a call is assigned to an agent, the associated agent
application runs the command line entered in this section, followed by the two parameters
for the call, the caller's number and the number called.

The syntax is as follows:

program [option] /1:number_caller /2:number_called

By default, as an example, "program [option]" is the same as "Wscript.exe post_it.vbs".
Add an automatic commentary at each call. If this box is checked, the database commentary
field is automatically completed during incoming ACD calls (prior to the screen pop-up) by

a line of text giving the date, the time and the agent to whom the call was routed.

Note: These parameters are the same for all the ACD Agents.
Colors tab
The Colors tab is used to select all the colors used in graphs of statistics in the Agent application.

These are agent Activity rates graphs, duration status Counters, the status of groups and of their
queue.
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Note: These parameters are the same for all the ACD agents.
Agents tab
All the agents are listed in this window. By default, the agent application controls 32 ACD Agents.

Each Agent is identified by his Identifier and Name. These parameters can only be changed by
the call center manager using the call center configuration module.
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The meanings of the abbreviations used in the column headers are:

¢ Pref: Customize interface (Preferences window)

¢ Pwd: Change password

* Qua: Describe calls

e Stat: Display statistics

e App: Access call log

* Fich: Change customer records

e Cmt: Only modify the commentary field in customer records

To modify the Agent's rights, select the ACD agent to modify and click the Properties button.

2-4 Configure agent's rights.

The checkboxes in the Agents rights tab are used to confirm or deny the associated right.

Note: The call center manager uses the call center configuration module to change an agent's name.
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2-6

Change ACD group

This right makes the B2 button visible on the Agent application toolbar to allow the agent access
to the window for changing Groups.

Customise interface (Preferences window)

This right makes the O button visible in the Application toolbar so that the agent can access
the work environment configuration window.

Change password

With this right, the Agent can change his password for logging in when starting the agent
application.

Describe calls

This right makes the call description drop-down list visible on the call information bar of the
Agent application, allowing the agent to describe calls.

Display statistics

This right makes the button i visible on the agent application toolbar allowing the agent to
expand the window of the Agent application and view the ACD activity statistics graphs ("Activity

rate", "Counters", "Descriptions" and "Groups").
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* Access call log
This right makes the & button visible on the Agent application toolbar to allow the agent to
access the Call log window.

* Modify customer records

This right is only used in Integrated Mode (standard). This gives the Agent read/write access to
Customer Database records. If this right is not checked, the Agent can still consult the Customer
Database and use the screen pop-up.

* Only modify the commentary field in customer records

This right is only used in Integrated Mode (standard). This gives the Agent read access to Customer
Database records, but he is allowed to change the commentary field.

* Erase agent password

This right enables the call center manager to erase the agent's password.
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