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INTRODUCTION

This document describes new features introduced in Mitel MiContact Center Enterprise, TAS and
OAS 9.7.

MiContact Center Enterprise is an All in One, adaptive and flexible platform for UC&C, Mobility,
Contact Center, Business Process Automation, Analytics and reporting as well as service and
database integration. Release 9.7 continues to build on adding value for customers by providing
targeted features enhancing the agent and customer experiences.

AGENT DISPATCH ENHANCMENTS

MULTIPLE COMMON HOLD SERVICE GROUPS

Multiple common hold Service groups can now be defined in the system. Skills can be assigned

to Common Hold Service Grous, and the Agents will be able to see Common Hold groups in the

Dispatch window based on the skill assignment of the Agent. Only Service Groups that match the
agent’s skill assignment will be visible.

i Configuration Manager - <Administrator>
File Edit View Tools Help
DB mle| Gl = 2
[ )l Conlact Center Objecs  CotensoSevieefows
E@ Contact Center Mame | Service Level Goal I Priority I Clerical Time | Purpose I
=2 <Default> & Banking 80% within 00:00:30 2 00:30 Voice
Tenant1 %Campaign 802 within 00:00:30 1 00:05 Campaign
@ Service Accesses & Campaign 2 80% within 00:00:30 1 00:05 Campaign
() Skills &y Chat 80% within 00:00:30 1 00:05 Chat
% Service Groups &, Common Hold 1 803 within 00:00:30 1 00:05 Voice - Commeon Held
@ User Types % Commen Held 2 8036 within 00:00:30 1 00:03 Voice - Common Heold
@ Agent Groups % Customer Service  80% within 00:00:30 1 00:30 Voice
1) Users & 80% within 00:00:30 1
Call Qualification Codes % Dispatch Man Rou... 80% within 00:00:30 1 00:20 Voice - Manual Routing
—_— b Erazil an hald 0N awithin M Naudel 1 NN E_razil - Manual Baotinn
Service Group Properties: Common Hold 1 -
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Eric.com
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ASSOCIATE COMMON HOLD GROUP WITH VOICE SERVICE

GROUP

It is now possible to associate a specific Common Hold Service Group with a voice Service
group. If an agent is busy with a service call and then picks a call from a dispatch Service Group,
then the current call will be placed into the Common Hold Service Group associated with the

current call.

Thresholds I Personal Greeting
Gemersl | Agent |  Selection

I Agent Action I

| skils

I Qverlow

Call Manager: ISoIidus

Voice Message Language: I US_EMNGLISH

Common Hold Service Group:

<MNone>

—¥ Play Inttial Queue Message

<Mone>

Comman Hold 1

Message: Common Hold 2

Cbject Tags |
Queus

& Use Actual Wait Time
" Use Estimated Wait Time
" Use Queus Position

¢~ MNumber of Played Messages

¥ Repeat the following actionis) every |1D ﬂ lsec)

From | To | Message / SA name

| Callback |

i} Infinite: All Agents still busy, offerc...

Yes

_Add |

o]

Cancel

Pemissions...

Help
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ASSOCIATE COMMON HOLD SERVICE GROUP WITH AGENT
GROUP

It is now also possible to associate a Common Hold Service Group with an Agent Group.

Agent Group Properties: Team 1 -

Agert Tabs ] Agent Assignment ] Mot Ready Reason Assignment ]
General l Alams ] Chat Alamms l SMS / E-mail Alarms l Open Media Alams ]

Name: Team 1

Common Held Service Group: |:N0ne> j

Commen Hold 1
Common Hold 2

| Cancel Pemizsions. .. Help

This is useful in two ways:

1.If the agent is busy with a service call and there is no Common Hold Group is defined for
the Service Group of the current call, then if there is a Common Hold group associated with
the Agent Group of the agent.

2.1f the agent is busy with a non-service call (private call), or the agent is busy with a service
call from a Service Group that does not have any Common Hold group configured, then
that call will be placed in the Common Hold defined for the agent’s Agent Group when the
agent picks a call from the Dispatch window.

If there is no Common Hold group set either for the current Service Group or the agent’s Agent
Group then the call will be placed in the first defined Common Hold group in the system, should
there be more that one defined.

PICKING OF RINGING CALL IN DISPATCH

Adaptation of the MiCC Enterprise Dispatch functionality allowing users to view and pick calls
from the Dispatch list even after those calls have been routed to agents and are ringing on their
extension.

This behavior will be disabled by default, and is enabled through a new registry option
configurable in the SecCfg tool.

This setting only applies to TAS based systems and service groups configured as follows:

- "Voice" type
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- "Display in Dispatch" selected

MICC Enterprise Registry Configuration 9.7 X
cM | Agent | M | BM | DBMT | Real Time Intefface Service | Archive Service | Event Web Service
General Settings | ChatService | EmailService | Call Control Service |  Scheduler Service | Updater Service
Agent Service | MICC Agent Service | Campaign Service | Configuration Service | Report Service  Router Service lEventSewiee]
Settings ~Other Options
Diagnostic Log Level: |9 vI [V Delay Call Selection By Choice

™ Use Service Group EWT

[ Ignore EWT # Infinite Value

[~ Force Call Distribution Order

[ Overflow on Mests or Exceeds Overflow Time
[ Dont Accrue Queue Time for Callbacks

[~ Requeue Deflected Sessions by Time

™ Requeue Overflow Sessions by Time

[V Force Agent Not Ready on Busy

™ Logoff Phone Agent on Out Of Service

I~ Keep Web Callbacks in Database

™ Set Web Callback Status in Database

I~ Send Clerical state for Open Media Sessions

I~ Hide Call Info and Private Data in Log File

[~ Set Phone Agent Ready after Forwarding Cleared

™ Calculate Longest Idle Agent only using SG calls
I Delay Agent Not Ready until Call Completes
[ Display Original Service Group after Overflow
[V Do Not Push to 2nd Choice with Max Threshold

Max Deflect Attempts to same Number: |10

™ Call Cleared in SM SA as Abandoned
| Dont Log Abandoned Calls by Agent
™ Queue e-mails by Received Time

I~ Use Bypass Diversion for Calls to Agents

Sy [5_ S ™ Aways Choose Best/Least Qualfied Agent
Queue Ct I~ Zero Duration in CDR for Unanswered Outbound Calls
Max Callback/Web Calloack IWOO Seconds | | geryice Group ID for Outbound Calls: [

Emor Handling for Faded Deflected Calls: IRemove Call (Default)

— Realtime Information

— Voice Status BVD
BVDAgentReady: I I Reset timer when NR reason changed
[~ Show future web callbacks in Scheduled Callback count
BVDAgentNotReady: |
—SMS
— Prefemed Event Service V' Add Intemational Prefix for SMS
Server Name:
bt I Dispatch
Port Number:  [2605 [ Use IVR Data for Number Information with Label: [Dispatch
—Atendart Transfer [V Pick Ringing Calls from Dispatch
[V Divert calls with Maintain Queue = s Toes
[T Da nat Transfer tn Busu Destination I S — | ya—
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CASE MANAGEMENT

Three new Agent privileges that will be used in the future for an entry level case management
system.

User Type Properties: CaseMgmt *
General FPrivilege | User Assignment ]
Application Access
[~ Configuration Manager Iv Agent
[~ Information Manager [~ Report Manager
Category Available ~
Agent Answer Service Calls
Agent Atendart Agent
Agent Change Skills for Cther Agents
Agent Change Skills for Seff
Agent Change User Options
Agent Change User Password
Agent Corfigure DDE
Agent Delete Call History
Agent Delete E-mail/'SMS Sessions
Agent Delete Recordings hd
Category Selected
Agent Case Management Administrator
Agent Case Management Elevated User
Agent Case Management User

oK | Cancel | Help |

WEB CHAT SUPPORT IN WEB AGENT

Web Chat support added to Web Agent. When an agent with Handle Chat Session privilege logs
on to Web Agent then the Chat Ready/Not Ready button will be enabled (if a Web Chat license
can be allocated).

o0 Mitel | Web Agent Wilkins, Charles (5245]@

nga -

M Contacts Call Log Real Time

Incoming chat sessions will be presented in the Call Window. Agent accept the chat by clicking
the Answer button. The active chat session is shown in the Sessions tab.
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o0 Mitel | Web Agent

Agent3, Agent3 (5293

E L ﬂ 2 a Network State

 — Registration State :

Dave Taylore09-893-3175
Chat

a - Contacts  Calllog  RealTime  Mitel

SESSION

Handling
00:00:58

Service Group

Chat
State Handling
Request MNone
Duration 00:00:58
Queue Duration 00:00:00

CHAT CONVERSATION
Dave Taylor says: (6:16:39 AM)
(6:16:49 AM)

User settings for Chat has been added to the Settings tab.

n Sessions Contacts Call Log Real Time Mitel

General CHAT

Messaging Auto Answer Chat Sessions

Telephony Play Sound on Incoming Session

N v Display Noetification on Incoming Session
Open Media

Play Sound on Incoming Message
_ Display Notification on Incoming Message
Media Interactions

v Show Timestamps on Messages

Tabs MNumber of Concurrent Chat Sessions
1

Skill Selection
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A Notificatioon pop-up will be shown in the System tray when the Web Agent receives a new
message from a customer.

G Google Chrome w0 o

‘WebyAgent
A-new.chat.session has-been feceived.

wvm-cassingle.seclab.com

WCAG 2.1 SUPPORT IN WEB AGENT AND WEB
MANAGER

Voluntary Product Assessments (VPAT) has been conducted for the Web Agent and Web
Manager applications and improvements have been made. Focus has been on improving the
support of screen reading applications such as Jaws and to improve the flow through the
application when using the keyboard (hot key combinations, tabbing and using arrow keys) to
move through the screen content.

TAS BASED VIRTUAL CONTACT CENTERS

Virtual Contact Centers configurations are also supported when TAS is used. This means that
one single MiCC Enterprise system can be connected to multiple TAS servers even if these TAS
servers are connected to more than one MX-ONE node. A closed (also referred to as
coordinated) numbering plan is required in the MX-ONE network.

The configuration is very similar to the configuration of a multi-TAS system with the main
difference being that multiple sites are configured in the MiCC Enterprise system properties, each
site with one or more configured TAS servers, depending on capacity and redundancy
requirements for each site.

The figure below shows the topology of a sample VCC consisting of two sites (MX-ONE nodes).
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( MiCCE VCC

* Agents picks a Site when logging on
* Agent Service will only load balance between /Agent
TAS servers in the site selected by the agent Service
* BVD numbers should be defined in all TASs T~_
(same as in a multi-TAS system)
ed
;. Sitel X ¢ Site 2
; ( Cecs) (ccs) o (ces)
TAS1 TAS 2 (Inter TA6 transfer info) TAS 3
] A A
E 21xxx 22xxx : E 23xxx
' MX-ONE 1 - 23000, 2500w MX-ONE 2
N 21006, 220000, 248xxx
H Deskphones: v Deskphones:
. \_ 24000 to 24999 R

'

SECURITY ENHANCMENTS

SUPPORT FOR TLS 1.3

\_ 25000 to 25999

TLS 1.3 capabilities has been added to the MiCC Enterprise server and clients. Note that
Windows Server 2022 is required on the server and Windows 11 on the clients.

TLS 1.3 is applicable to HTTPS communication via IIS, WCF windows services and the native
communication between MiCC Enterprise services and clients, when enabled in the MiCC

Enterprise Setup:

10
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2

Alternate Service Location
Alternate Systerns

Broker Location

Call Marager Integration
Client Inzstallation Account
CMG Integration

Database Settings

Defined Tenants
Localization

Script Manager Applications
Script Manager Integration
Service Port Settings
Services

SMS Gateway Service Location
Telepo Integration

Tenant Client

Web Server Location

Open Log

MICC Enterprise Setup Utility - v9.7

‘web Server Location
Please enter the location of the Web Server.

Location

Location: |Micce-server

Port: 443 ¥ Usze Https

“WCF Client Protocol
" Tepdlp ¢ Htp

Mative Client Security

* Https

o]

Cancel

Apply

=]

Alternate Service Location
Alternate Systerns

Broker Location

Call Marager Integration
Client Inztallation Account
ChGE Integration

Databaze Settings

Defined Tenarts
Localization

Script Manager Applications
Script Manager Integration
Service Port Settings
Services

5SS Gateway Service Location
Telepo Integration

Tenant Client

“Web Server Location

Open Log

MiCC Enterprise Setup Utility - v9.7

Service Port Settings
Flease enter the TCP/P port rumbers for each service,
Ports
Port

Agent Service

Broker Service 2600
Call Control Service 2614
Call Control Service TAS Events 2618
Call Contral Service ‘Web Client R
Campaign Service 2612
Chat Service 2616
Consumer Channel 2604
E-mail Service 2617
MICC Agent Service 2613
MICC Agent Service "web Client M
Open Media Service MAA
Real Time Interface a00
Fanmt Ram ast RN

Tepdp: |2EDE Httpls): |D
WwCF Security

[+ Use Https

Apply Certificate...

o]

BE |

Hitp(z)

s
[asl
&
o
m

Cancel |

£

Apply

DATABASE SECURITY ENHANCMENTS

USE WINDOWS AUTHENTICATION FOR DB ACCESS

When using SQL Windows Authentication for MiCC Enterprise services and applications, the
service or application will connect to SQL using the current Windows logon account.

11
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MiCCE now supports using Windows authentication for applications and services rather than
using the hard coded nextccuser account (with hard coded password). WA can be used as well
as setting a specific SQL authentication user account and password. The database name can
also be changed. There is a new page in the installer for specifying the database parameters.
This is not available when doing a "Typical" install. The default parameters will be used then.
There are also new settings on the Database Settings page in MiCCE Setup Utility where these

values can be changed.

MICC Enterprise - InstallShield Wizard bt
5SAL Location “
Plzase enter the location and authentication of the SEL Server. 'T*h

Location [LocationtInstance]:

/- TESTFRECH |

Authentication

(@ windows Authentication
(O S0L Server Authentication

< Back Cancel

MiICC Enterprise - InstallShield Wizard *

MIiCC Enterprize Database ‘ j

Please enter the SAL authentication to use for MICC Enterprise services and ""h
applications. ‘

(@ windaws Authentication
(O SOL Server Authentication

< Back Cancel

12



New in Release 9.7

@ MiCC Enterprise Setup Utility -

Alternate Service Location
Alternate Systems

Broker Location

Call Manager Integration
Clitt Inztallation Account
CMG Integration

D atabaze Settings

Defined Tenants
Localization

Script Manager Applications
Script Manager Integration
Service Port Settings
Services

5SS Gateway Service Location
Telepo Integration

Tenant Clisnt

“Web Server Location

Open Log

va.7 —

[ atabase Settings
Fleaze specify the machine that runs the SOL Server.
SaL

|VM-TESTFF|ESH

14332

MICC Enterprise SOL Accaunt

SOL Server Location:

SOL Part Mumber:

Specify the SOL authentication to uze for MICC Enterprsise
applications and services.

Authentication
(* Wwindows Authentication

™ SOL Server Authentication

|sa

[rp—

]

Cancel | Apply

By default, the services run under the LocalSystem account which is equivalent to the computer
account. The computer account is the DOMAIN\COMPUTERNAME followed by a $ symbol. For
example, if the computer name is MICCESERVER on the domain MITEL, the computer account
would be MITEL\MICCESERVERS$. Applications will run under the user logged onto Windows.
Before installing MiCC Enterprise, both logins must exist in SQL. The computer and current user
logins will automatically be added as users to the MiCC Enterprise database during installation.
Additional user can be added as needed.

How to enable and configure this is described in detail in the Installation Preparations, Installation
Instructions and Initial Configuration documents in the MiCC Enterprise documentation library.

This is also applicable for Script Manager, with the Open Connection block modified to add a

checkbox for Use Windows Authentication.
Mitel SM Admin Service is running under will be used to open the database.

If this option is selected, the Windows user that the

13
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Open Connection Properties *

General Settings |Brand1&5|

Data Sowrca Name

[* Use Windows Autherfication

Usar Name:

Password

Time-out i SEC.

[* Use Cursor Library

Cursor Library Option [Use ODBC -

oK | cancel | Apply Hep |

The default name of the MiCC Enterprise database, nextccdb, may be changed if necessary. This
will need to be performed by a SQL Administrator and an Administrator of the MiCC Enterprise
system.

ELIMINATE NEED TO ENABLE CLR IN SQL SERVER
Changes have been made to some database components eliminating the need to have SQLCLR

enabled in SQL Server. SQLCLR allows you to create .NET assemblies and run code inside them
from within SQL Server and could in some cases pose a security risk.

14
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AGENT ENHANCEMENTS

SERVICE CALL PRE-ANNOUNCEMENT

The feature is also known as “Whisper Announcement” or “Whisper Tone”. This feature is
available on TAS based systems only.

When an agent (MiCC Agent, Web Agent or Phone Agent) receives a service call, and the
Service Group is configured with a Whisper Message, when the agent answers the call, the
message will be played. The message is played to the agent only; the customer will continue to
hear ring tone during the playing of the announcement message and the caller and agent will be
connected once the playing of the announcement is completed.

Service Group Properties: Voice BVD5035 X

Thresholds I Personal Greeting I Agert Action 1 Object Tags 1
General I Agent ] Selection I Skills ] Overlow Queue
Call Manager: TAS
Voice Message Language US_ENGLISH -

Common Hold Service Group: <None>

v Play Whisper Message
Message: 'Whisper =

[V Play Initial Queue Message

Message: Agents Busy ~| I UseTTS
[V Repeat the following actionis) everi |15 il (sec) [~ Use TTS
& Use Actual Wait Time
" Use Estimated Wat Time
" Use Queue Position
" Number of Played Messages
From To Message / SA name Callback Add
0 Irfinite Agerts Still Busy w/CB Yes
Edit..
Delete
< >

0K | Cancel Pemissions.. Help

MICC AGENT ENHANCEMENTS

AGENT HISTORY SEARCH ENHANCEMENTS

Capability to also search in failed SMS messages has been added.

ENHANCED CALLPRESENTIONOPTIONS IN AGENT DISPATCH
WINDOW

When calls are added to the Dispatch display in Agent, it is possible to set custom text and
background color, as well as to play a designated sound to indicate that a call has arrived. This is
available for both regular and alarmed dispatch calls. Different color setting can be passed as IVR

15
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Data from Script Manager to set text and text background color when displaying calls in Dispatch
Window. As an example, to display white text on a blue background and play the wave file
tada.wav, set $$DispatchDisplay$$ = FFFFFFO000FFtada.wav .

Detailed instgruction how to use this feature has been added to the Advanced Configurations
document in the CPI.

From | Phone | Preferred Agent | Reserved By | Time in Queue | Received

4 '}_. Campaigns
4 '5?. Voice
4 a’ ManualRouteSG1

4 [ ManuzlRouteSG2

AR A

4 E’ ManualRouteSG3

25500 MIA <Unreserved: 00:00:20

4 1 Commen Hold
4 E’ CommeonHold2
4 E’ CommenHeld1

4 i | 3

Agents are able to mute the sound played for dispatch calls arriving for a particular service group
with a toggle of the sound icon.

Dispaich B x

From | Phone | Preferred Agent | Reserved By | Time in Queue | Received

“ S_, Campaigns
4 '5-2 Vaoice
4 E’ ManualRouteSG1
4 m‘ ManualRouteSG2 of:

4 [ ManualRouteSG3 af

25500 25500 A <Unreserved> 00:00:39
4 1 Common Hold
4 E’ CommenHaold2
4 E’ CommenHald1

4 Il »

WEB AGENT ENHANCEMENTS
SET DEFAULT EXTENSION TYPE FOR LOGON DIALOG

The system Administrator can set the default value for Extension Type shown to the user when
logging on to Web Agent. This is done by editing the

16
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Bo_Stenlund

Password

O

5282

| Desktop Phone - I

Change password

HANDLING OF VOICE AND VIDEO IN WEB TAB

Web Agent has been enhanced to allow web pages who require access to the microphone and/or
video camera to be launched in Web Tabs (iFrames).

17
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DISABLE PASSWORD CHANGE CAPABILITY

A new privilege has been added allowing only users with this privilege to change the password
when logging on to the system.

User Type Properties: Agent -
General Priviege | User Assignment ]

Application Access

I Corfiguration Manager ¥ Agent

I~ Information Manager [v Report Manager

Category Available -~
i nts

Agent Change User Password
e ey =
Agent Delete Recordings
Agent Force Agent Status
Agent Force Logoff Agents in Agent Group
Agent Force Logoff All Agents
Agent Handle Video Sessions

If a user that has not been given this privilege tries to change the password when logging on,
then it will fail.

User Logon

Change Password

x
Logon 1D: Brucel
Old Password: sesses
You do not have the privilege to change the password.
New Password: sesses
Confirm Password: [IYTLT]
|

[ ok || canca

CHAT CLIENT ENHANCEMENT

DOUBLE CLICK ON A RECEIVED IMAGE

The chat client has been improved so that a customer who has received an embedded image in
the chat window can now double click on the image to have it opened in the default image viewer
app on the client PC.

18
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) Chat with us - X

o Al ag v ¥ O you 0

10:26:56 AM
Agent3 has joined the conversation.

10:27:20 AM

50/1024
Can you please take a look at the attached Senc
4
Mitel.png Browse

Dave Taylor
E-mail: dt@davetaylor.com
Phone Number: 714-833-3175
Customer ID:  dt@davetaylor.com
Service Group: Chat
Received: 10/30/2023 10:36:08 AM

Conversation (His!nw B\

Mitel Welcomes . NOW PARY OF
Unify Unify: | & viet

wering MORE

Agent2 (10:38 AM)
Yes, double clicking the image opened it up in the extenal application.

19
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This is also avaibale for Web Agents:

From: Dave Taylor

E-mail: dt@davetaylor.com
Phone Number: 714-893-3175
Customer ID:  dt@davetaylor.com
Service Group: Chat

Received: 10/30/2023 10:36:08 AM

Cmvelsdim\‘l_:listcry N\

Mitel Welcomes U nlfy ;’”A’/‘;&é’z

wering MORE connectior

Agent2 (10:38 AM)
Yes, double clicking the image opened it up in the extemal application.

[=] * Upleza

20



New in Release 9.7

TAS ENHANCEMENTS

IMPROVED PRIVATE DATA HANDLING

New TAS private data plug-in developed to map and pass received data in SIP Headers as
Private Data to IVR. Contact Miel Advanced Services to obtain the plug-in and information on
how to activate the feature.

OTHER MINOR ENHANCEMENTS

MAX RING TIME-OUT VALUE

The max value for ring time-out for service calls ringing at agents has been increased from 99
seconds to 999.

Contact Center Tenant Properties: Tenz

Chat | Defaut Language Path | LDAP Directory | Authentication | Attendant
Configuration I General  Cal | Queue Handling I Agent I Phone Agent I Repor
— Delayed Call Selection Rules — Destinations

Service Group Priority Default Destinatior
Delayed Call Threshald d
— Requeue Call Manz

Abandoned Call Time Threshold x =
Lowest Service Level il & Same asthe

" Same asthe

Longest Waiting
Woice/OM Service Group Call Priority

Call Manager
Solidus

— Time-outs

Ring Time Supervision {sec.): |999| _l::
Outbound Call Offer (sec.): IZD _I;'

21
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PASSWORD COMPLEXITY SETTINGS

The settings for the Password Complexity rules have been moved from SecCfg into the Tenant
System Properties.

Contact Center Tenant Properties: Tenant1 .
Configuration ] General ] Cal ] Queue Handling ] Agent ] Phone Agent ] Report ] E-mail ] E-mail Server ] Open Media ]
Chat ] Default Language Path ] LDAP Directory Authentication l Attendant ] Object Tags ] User Synchronization ]

Extemal Identity Provider

MName: ‘

Entity 1D ‘

Metadata Location: ‘
™ Use Extemal Browser for Desktop Applications

Password Management

¥ Lockout Account After: 343 Failed Logon Attempts
I Cannot Reuse Last: TEJ:I Passwords
[v¥ Password Expires After BDJj Days

[¥ Wam Password Expiring When: 343 Days Remaining

I¥ Require Complex Passwords
¥ Require Upper Case Letter
¥ Require Lower Case Letter
I¥ Require Digit

[¥ Require Symbol

Minimum Length: i

INFORMATION MANAGER

The name of the Service Group that caused an agent to be shown as Busy Other is now
displayed in the Service Group column of the Service Group Agents window, even if the Service
Group is of another type. Previously, the Service Group name was only shown if it was of the
same media type as the active session.

ASKING FOR CONSENT TO SHOW CALLER’S CALLER ID

The integration between the IVR (Script Manager) and the MiCC Enterprise server has been
enhanced so that information can be passed from Script Manager to the MiCC-E services
indicating that the caller has requested to have their caller id suppressed, so it will not be
displayed to the agent, stored in CDRs or shown in reports. This is accomplished by sending the
label HideCallerNumber from the Send Contact Center Data block in the script. Refer to the
Advanced Configuration CPI guide for further details.

IMPROVED MANAGEMENT OF TENANT DATA UPDATES

The MICC-E Configuration Service and Configuration Manager application have been modified so
that updating tenant system properties, not including Advanced properties, or Call Manager data,
does not require a download of all call manager data for the tenant, including languages and play
messages. This helps reduce the load on the MiCC-E Configuration Service so that it is available
to handle other requests without delay.

22
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In addition, license requests sent to the MiCC-E Configuration Service are prioritized, so they can
be processed ahead of any other pending requests. This improves call handling time, so that
calls waiting for a media license are not delayed in queue while waiting for a license to be
granted.

ADDITIONAL CHARACTERS IN CONFIGURATION ITEM NAMES

It is now possible to include non-alphanumeric characters, including @&J#%?!'$*£+<>N\([1{} in the
names of the following items:

Skills

- Skill Templates

- Service Accesses

- BVDs (for TAS systems)

- Agent Groups

- Call Qualification Codes

- Call Qualification Code Templates
- Not Ready Reasons

- Campaigns

E/ Note: If the integrated call recording feature for the MiCC Agent softphone is used, the
following characters should notbe included in the names of service groups used for voice
calls: \/:*?2<>|*

These characters are not valid as part of a file name, and the service group name is used
to create the file name forthe recorded file. If these characters are used in the service
group name, the recorded file will not be created.

OPTION TO AVOID DEFLECTING CALLS TO SECOND CHOICE
AGENTS

An option is added to the MiCC Enterprise Registry Configuration application (SeCCfg.exe) on
the Router Service page to avoid deflecting calls from a voice service group with “Display in
Dispatch” selected to agents with second or third choice skills for the service group. These
agents will still be able to select calls from the Dispatch display, but calls will not be automatically
routed to them, even if the skill choice for the service group is increased due to delayed calls in
queue.

To enable this option, select Do Not Push to 2nd Choice with Max Threshold from the SeCCfg
application on the Router page. By default, this option is unchecked.

23



New in Release 9.7

MICC Enterprise Registry Configuration 9.7 X
cM |  Agemt | m | RM |  RealTime Interface Serace | Archive Service | General Settings |
Chat Senice |  E-mad Senvice |  CalControl Senice | Scheduler Service | Updater Senice |
Agent Senice | MICC Agent Service | Campaign Service | Configuration Service | Report Serice  Router Senvice | Event Sendce
Setlings Other Oplions
Diagnostic Log Level 3 > [+ Delay Call Selection By Choice

[~ Use Service Group EWT

[ Ignore EWT if Infinite Value

[~ Force Call Distribution Order

[ Overflow on Meets or Exceeds Overflow Time

[ Don't Accrue Queue Time for Callbacks

[T Requeue Deflected Sessions by Time

[ Requeue Overflow Sessions by Time

[ Calculate Longest Idie Agent only using SG calls
[ Delay Agent Not Ready until Call Completes

[+ Force Agent Not Ready on Busy

[ Logoff Phone Agent on Out Of Service

[~ Keep Web Callbacks in Database

[~ Set Web Callback Status in Database

[ Send Clencal state for Open Media Sessions

[ Hide Call Info and Private Data in Log File

[ SetPhone Agent Ready after Forwarding Cleared
[ Call Cleared in SM SA as Abandoned

[~ Don't Log Abandoned Caills by Agent

[T Di Ornginal Service Group after Owverflow

[ Queue e-mais by Received Time

[ Use Bypass Diversion for Calls to Agents

[ Aways Choose BestiLeast Qualified Agent

[ Zero Duration in CDR for Unanswered Outbound Calls
Senvice Group D for Outbound Cals: |

Queus Check Interval: |5 Seconds

Max Callback/Web Callback Time: (86400  Saconds

m—

Max Deflect Attempts to same Number Eror Handiing for Falled Deflected Calls: |Remove Call (Defauly v |

Note that this option only applies if the following conditions are met:
e The service group has the purpose set to “Voice”.
e The option Display in Dispatch is selected for the service group.
e The Delayed Call Threshold 2nd Skill Choice is set to 59:59 for the service group.

e The option Include second skill choice is selected for the service group.

MEDIASERVERSESSIONURI ADDED TO AGENT SERVICE
INTERFACE EVENTS

The MediaServerSessionUri parameter was previously provided in the Agent Service Open
Interface Established event for TAS based systems to indicate the URI of the Media Server the
call is connected to. This is useful for external recording systems.

This same parameter has been added to the following events: BROADCAST_RETRIEVED,
BROADCAST_TRANSFERRED and BROADCAST_CONFERENCED.

INCREASED SERVICE GROUP AND CALL PRIORITY VALUES

Call Priority and Service Group Priority values can now range from 1-1000 instead of 1-100.
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SCRIPT MANAGER PRIVATEDATA VARIABLE UPDATES

The Script Manager system variable MediaLib.PrivateData is normally populated when the call
first arrives to the script, which is when the Delivered event is received. An update is now made
so that this value will be updated when the Established event is received, if the private data in the
Established event has changed from the original private data received in the Delivered event.
This is helpful for cases where the private data is updated while the call is being handled.

In addition, the MediaLib.PrivateData variable will be updated if the script uses the Associate

Data block to update private data. Then, if Script Manager is used for queue handling, the
MediaLib.PrivateData variable will be updated in Script Manager with the latest value.
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DO Mltel mitel.com

Powering connections
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