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GENERAL OVERVIEW

The Agile Learning Centre provides a comprehensive range of courses to
customers, as part of Agile’s commitment to meeting all system support
requirements.

Special course arrangements, either to provide instruction on material not
covered in the regular curriculum, or to meet specific timing or contents
requirements, can be arranged.

Whatever your particular requirements may be, or if you are in doubt about
which courses are appropriate to your needs, please contact your account
manager or email training@agile.co.nz.

GENERAL INFORMATION

The Learning Centre provides a comfortable, distraction-free environment
that is equipped for product demonstrations in combination with “hands-
on” exercises.

Special, customised training may be requested on a fee basis. Course
content and timeframe can be altered to suit customer requirements. This
is covered later in this document.

CANCELLATION POLICY

To cancel or reschedule a course, please call the Learning Centre. There is
no penalty for changes made at least 15 working days prior to the course
start date. In cases of cancellation less than 15 working days before a
session, or for failure to cancel or failure to attend, a $200.00 cancellation
fee may be charged.

STUDENT SUBSTITUTION

A substitute will be accepted in place of a registered student at any time,
without additional charge, as long as the substitute has completed all
course-related prerequisites. Mid-session entry is not permitted due to the
potential impact on the pace of the class.

CERTIFICATES OF COMPLETION

Students will receive a certificate of course completion at the end of each
training session. Agile reserves the right to withhold certificates if students
miss segments of training, fail to satisfactorily attain the course objectives,
or receive customised training not equivalent to the course as described in
this document.

The series of training courses offered is designed to progressively build
students’ abilities, culminating in official certification for each discipline.

CONFIRMATION
After a student registers, they will receive a confirmation package that
includes the following information:

e Class name and course synopsis
e Date and hours of the class session



e Agile Learning Centre location

e Lists of hotels convenient to the Training Centre [if relevant)

¢ Request for any special dietary needs (for courses in which lunch is
provided)

HOURS OF OPERATION

The Agile Learning Centre is generally open between the hours of 8:30 am
and 5:30pm. Most administration classes are held from 9:00 am to 4:00
pm, with instructors available before and after each session if
individualised consultation is desired. Check your confirmation package to
verify the hours of the class for which you have enrolled.

ACCOMMODATION AND MEALS

Accommodation and meal arrangements for travellers are the
responsibility of the student. For full day courses, lunch, morning and
afternoon tea is provided. For half day courses, morning and afternoon tea
is provided.

FEES

Tuition may vary according to length or format of a course and the
materials and equipment utilised. All tuition rates are subject to change
without notice. [Please refer to latest rate card).

Some courses are charged on a per seat basis, whilst others are available
as an hourly rate. The per seat charge covers documentation and content
related costs.

Billing will proceed after the course is completed.

TRAINING SEATS INCLUDED IN YOUR PURCHASE PACKAGE

Some initial system purchases include “non-chargeable” system
administration training seats in the contract. Non-chargeable training
seats are honoured in the Agile Learning Centre and expire six months
after your system installation date.

If you plan to use a non-chargeable training seat and then cancel less than
15 working days before a class, a $200.00 cancellation fee may be applied,
however the free training seat is still available for use through the six-
month period following your system installation date.

Agile reserves the right to change its policies regarding non-chargeable
training seats at any time without advance notice. Please check your
contract or contact your account manager to see whether you are eligible
for a non-chargeable training seat.

CUSTOMISED COURSE DEVELOPMENT

If a course requires special preparation in order to meet a specific
customer requirement, or if a standard Agile course needs to be
extensively remodelled, development charges may be applicable.

Prior to commencement, instructor development time and total charges
will be specified and quoted to the customer. This will include all work



performed in the preparation of handouts and course material.

The course shall remain the property of Agile and shall be presented only
by Agile personnel and Business Partner personnel unless otherwise
agreed.

GENERAL
Agile certifies that all training programmes are offered without regard to
age, race, religion, colour, national origin, sex or disability.

Agile reserves the right to restrict enrolment, and enrolment in some
classes may require applicants to have fulfilled prerequisite conditions.

Agile reserves the right to change the structure, format, length, scheduled
dates and locations, or tuition related to any of the courses described in
this document. Courses may be cancelled, rescheduled, or altered in
length with no prior written notice.

REGISTRATION
You can register for courses by contacting your account manager or by
emailing training(@agile.co.nz.
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AVAYA COMMUNICATION MANAGER TRAINING PROGRAM —
OVERVIEW

Agile delivers a comprehensive range of courses to Avaya Communication
Manager (ACM) customers, covering all aspects of ACM related solutions.

These courses are designed to assist customers in achieving certification
for their respective roles and functions, using a structured approach
according to specific requirement.

The main solution components covered within the ACM training program
can be broadly categorised as;

e Avaya Call Management System
(Call Centre reporting and management].

e Avaya Communication Manager
(administration, system management, ACD).

e Call Centre applications.
e Audix Voice Messaging (administration).

e End-user terminals
(telephones, call center handsets, attendant consoles).

¢ Desktop applications (Contact Centre Express).

Courses are generally presented with a mix of informal interaction and
formal structure, to enable that students gain maximum benefit from other
students” experiences and hands-on activity.



AVAYA COMMUNICATION MANAGER — TRAINING ROAD MAP
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1.00.01 AVAYA CMS SUPERVISOR

COURSE DESCRIPTION

This course provides training on the skills and knowledge required to use
Avaya CMS screen displays and printed reports, to view and manage call
centre staff activity.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
Supervisory staff with responsibilities for handling groups of people
associated with a call centre.

PREREQUISITES
None, other than keyboard skills.

MODULES

Getting started.

e Log in/Log out.

e Toolbar orientation.

Selecting and running reports.
e Real-time, historical and integrated reports.

Editing and viewing report formats.
e Formatting charts.
e Sorting data.

Naming contact centre entities in the dictionary.
Overview of exception reports.

Administering the contact centre configuration.
e Adding and removing agent skills.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
* Run reports.

* Analyse screen displays.

e Analyse report printouts.

e Administer agent skills.

e Schedule printouts.



1.00.02 AVAYA CMS ADMINISTRATION

COURSE DESCRIPTION

This course provides training on the skills and knowledge required for
setting up call centre applications, administering Avaya CMS, and
interpreting reports of ACD activity and vectoring.

CLASS LENGTH
2 days (this course also includes 1.00.01 CMS Supervisor).

TARGET AUDIENCE
Personnel with Avaya CMS system administration responsibilities, contact
centre managers, queue managers, and performance analysts.

PREREQUISITES
Call centre fundamentals and a general understanding of how your site
operates.

MODULES

Getting Started.

e Log in/Log out.

e Toolbar orientation.

Selecting and running reports.
* Real-time, historical and integrated reports.

Editing and viewing report formats.
e Formatting charts.
e Sorting data.

Naming contact centre entities in the dictionary.
Administering exception reports.

e Defining exception limits.

e Exception notification and real-time log.

e Exception reporting.

Scripting CMS operations.
e Enables the automation of tasks such as running reports, exporting data
and other operations.

Administering the contact centre configuration.
e Call work codes.

e VDN skill preferences.

e Skill call profiles.

Administering user permissions.
e Adding and removing users.
® Resetting passwords.

System settings overview.
Maintaining CMS.

e CMS back-ups.

e Maintenance error log.

e Archiving status.

Using the Terminal Emulator.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:

¢ Administer the Avaya CMS application (including users and passwords).
e Perform maintenance routines, including backups.

e Schedule and run reports.

e Create and manage Timetable reports and functions.

e Analyse and interpret screen displays.

e Analyse report printouts.



1.00.03 AVAYA COMMUNICATION MANAGER, SYSTEM
ADMINISTRATION

COURSE DESCRIPTION
This course provides an overall reference for planning, operating and
administering the Avaya Communication Manager platform.

CLASS LENGTH
2 days.

TARGET AUDIENCE
Personnel with system administration responsibilities, and IT systems
managers.

PREREQUISITES
Basic telephony knowledge and a general understanding of how your site
operates.

MODULES

System Basics.

e Log in/Log out.

e Setting permissions.

e Setting date and time.

e Establishing daylight saving rules.
e Performing back-ups.

Introduction to Avaya Communication Manager.

e Understanding the system configuration and dial plan.
e Administering user features.

e Administering system-wide parameters.

e Changing feature parameters.

Managing telephones.
e |nstalling a telephone.
e Adding, removing and swapping telephones.

Managing telephone features.

e Overview of features.

e Administering features for users.

e Administering abbreviated dialling lists.

Handling incoming calls.

e Setting up call coverage.

e Setting up call diversions.

e Managing hunt groups.

e Understanding Automatic Call Distribution.

e Introduction of vectors and Vector Directory Numbers.

Routing outgoing calls.
e Managing calling privileges.
e Understanding alternate routing.

Miscellaneous.

e Overview of attendant consoles.

e Understanding of announcement cards.
e Overview of agent login identification.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Administer telephone features.

e Administer voice management features.

e Administer system features.

e Perform system back-ups.
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1.00.04 AVAYA COMMUNICATION MANAGER, ACD
ADMINISTRATION

COURSE DESCRIPTION
This course provides training on Avaya Communication Manager basic
Automatic Call Distribution (ACD) and Expert Agent Selection (EAS).

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
Personnel with system administration responsibilities, IT systems
administrators, performance analysts, and queue managers.

PREREQUISITES
Basic call centre knowledge and a general understanding of how your site
operates.

1.00.03 Avaya Communication Manager System Administration.

MODULES

ACD basics.

e Communication server features.

e Explanation of ACD.

e Split queues.

e Distributing and handling calls.

e ACD and Call Management Systems.

ACD contact centre features.

e Abandoned call search.

e Add / remove skills.

e Administering agent features.
e Basic Call Management System.
e Expert Agent Selection (EAS).
e Call prompting.

e Call vectoring.

e Multiple call handling.

e Queue status indicators.

¢ Reason codes.

e Redirection on No-Answer.

e Service observing.

e VuStats.

Administering ACD contact centre switch forms.
e Contact centre parameters.

e Hunt group forms.

* Agent identification.

Administering recorded announcements.
e Permission requirements.
e Add / remove recording.

COURSE OBJECTIVES
Upon successful completion of this course the student will be able to:

e Administer hunt groups with basic ACD and EAS.
e Administer telephone features for ACD Stations.
e Administer Vector Directory Numbers and skills.
e Assign feature access codes.

e Define ACD terminology.

e Distinguish between basic ACD and EAS.

11



1.00.05 AVAYA COMMUNICATION MANAGER, BCMSVU

COURSE DESCRIPTION

This course provides each student with hands-on experience using
BcmsVu software. Each class participant will generate BcmsVu reports
and interpret the results.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
Personnel with system administration responsibilities. Team leaders,
contact centre managers, performance analysts.

PREREQUISITES
Call Centre fundamentals and an understanding of how your site operates.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Administer the BcmsVu client.

e Generate BcmsVu reports.

e |nterpret BcmsVu reports.
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1.00.06 AUDIX ADMINISTRATION

COURSE DESCRIPTION
This course provides training on the tasks required to administer the
AUDIX messaging system.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
Personnel with AUDIX system administration responsibilities. IT systems
administrators.

PREREQUISITES
1.00.03 System Administration.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Use AUDIX System features and functions.

e Administer AUDIX System subscriber and system features.

13



1.00.07 AVAYA COMMUNICATION MANAGER, VECTOR DESIGN

COURSE DESCRIPTION

This course provides students with skills and knowledge to program
vectors based on various business applications. The student will also
administer the necessary forms to activate vectoring.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE

Personnel with system administration responsibilities who will be
designing vectors, including IT systems administrators, call centre
managers, and performance analysts.

PREREQUISITES
1.00.03 Avaya Call Management System Administration.
1.00.04 Avaya Communication Manager ACD Administration.

MODULES
Call vectoring overview.
Call vectoring fundamentals.

e Call management.
e Vector processing .
e Programming capabilities.

Call vectoring applications.
e Analysing various vector applications.

Basic call vectoring.

e Command structure for basic call vectoring.
e Treatment commands .

e Routing commands.

e Creating and editing vectors.

e Holiday tables.

Call prompting.

e Command structure.

e Touch-tone collection requirements.
e Call prompting digit entry.

e Functions and examples.

e Dial-ahead digits.

e Considerations.

Expert Agent Selection (EAS).
e Explanation of EAS.

e Benefits and considerations.
e EAS Terminology.

e System administration.

e Functions and examples.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Read and write ACD related vectors.

e Administer call vectoring and call prompting.

e Design vectors.

e Implement and test vectors.

14



1.00.08 AVAYA SITE ADMINISTRATOR (ASA)

COURSE DESCRIPTION
This course provides students with training to programme Avaya
Communication Manager and Audix via the ASA graphical interface.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
Personnel with system administration responsibilities. IT systems
administrators.

PREREQUISITES
1.00.03 Avaya Communication Manager System Administration.

COURSE OBJECTIVES
Upon successful completion of this course the student will be able to:

e Set up new Avaya Communication Manager, Audix, and adjuncts in ASA.

e Administer Avaya Communication Manager via the ASA interface.

e Schedule Avaya Communication Manager changes to happen in the
future.

e Produce graphical reports.

e Produce extension directories.

15



1.00.09 DIGITAL AND IP TELEPHONE

COURSE DESCRIPTION
This course provides hands-on training for Digital Telephone and IP
Telephone users.

CLASS LENGTH
1 hour.

TARGET AUDIENCE
All staff that use Digital Telephones & IP Telephones.

PREREQUISITES
None.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of:

e Digital and/or IP telephone features, and system interactions.

e User-accessible programming and menu structures.

e Use of digital display.

e Care of handset.

16



1.00.10 TELEPHONE ANALOGUE

COURSE DESCRIPTION
This course provides hands-on training for Analogue Telephone users.

CLASS LENGTH
1 hour.

TARGET AUDIENCE
All staff that use Analogue Telephones.

PREREQUISITES
None.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of:

e Analogue telephone features.

e Interaction with and access to system facilities.

e Care of handset.

17



1.00.11 AUDIX USER

COURSE DESCRIPTION
This course provides training for students on how to use the AUDIX Voice
mail system.

CLASS LENGTH
1 hour.

TARGET AUDIENCE
All staff who use AUDIX Voice mail.

PREREQUISITES
None.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of:

e Voice messge notification methods.

e Voice messge retrieval.

* Voice messge deletion.

e Voice messge forwarding.

e Voice mailbox user-management (including personal recording).

e Voice mail etiquette.

18



1.00.12 ATTENDANT CONSOLE

COURSE DESCRIPTION
This course provides hands-on training on how to use all of the Attendan
Console features.

CLASS LENGTH
1 hour.

TARGET AUDIENCE
All staff who will be using the Attendant Console.

PREREQUISITES
None

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of all attendant consule functions
including:

e Call answer, hold, transer and release.

e Specialist attendant console functions.

e Care of attendant console.

t

19



1.00.13 CALL CENTRE HANDSET

COURSE DESCRIPTION
This course provides hands-on training on how to use all of the Call Centre
handset features.

CLASS LENGTH
1 hour.

TARGET AUDIENCE
Call centre agents, team leaders and administrators.

PREREQUISITES
None.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of all call centre handset functions
including:

e Digital and/or IP telephone features, and system interactions.

e User-accessible programming and menu structures.

e Use of digitay display.

e Care of handset.

e ACD functions (log in/out, Agent Work States).

20



1.00.14 VISUAL VECTORS

COURSE DESCRIPTION
This course provides hands-on training on how to use visual vector
software.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
Call centre team leaders, IT systems administrators, performance
analysts, queue managers.

PREREQUISITES

1.00.03 Avaya Communication Manager System Administration.
1.00.04 Avaya Communication Manager ACD.

1.00.07 Avaya Communication Manager Vector Design.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good

understanding and working knowledge of all of Avaya visual vectors,

including:

e Building vectors on PC desktop.

e Editing and amending vectors on PC desktop.

e Interfacing between Avaya communication manager and visual vector
application.

21



1.00.15 ACTIVE AGENT

COURSE DESCRIPTION
This course provides hands-on training on how to use the Contact Centre
Express Active Agent client application.

CLASS LENGTH
2 hours.

TARGET AUDIENCE
Call centre team agemts, leaders and administrators who will be using
Active Agent client software.

PREREQUISITES
1.00.13 Call Centre handset.
Basic PC skills.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of all of Contact Centre Express
Active Agent, including:

e Starting/ending application.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of all of Avaya visual vectors,
including:

¢ ACD functions (Log in/out, Agent Work States).

e Reason codes, if applicable.

e All call functions (eg: hold, answer, conference etc).

e Voice mail access, if applicable.

22



1.00.16 ACTIVE ATTENDANT

COURSE DESCRIPTION
This course provides hands-on training on how to use the Active Attendant
client application.

CLASS LENGTH
1 hour.

TARGET AUDIENCE
All staff who will be using the Active Attendant client application.

PREREQUISITES
Basic PC skills.

COURSE OBJECTIVES

Upon successful completion of this course, the student will have a good
understanding and working knowledge of all of Active Attendant Functions,
including:

e Hold, transfer, and release.

e Call answer.

e Specialist active attendant functions.

e Search facilities.

e Administrations of user details.

23



1.00.17 AVAYA CONTACT CENTRE EXPRESS INSTALLATION

COURSE DESCRIPTION
This course provides hands-on training on how to install and maintain an
Avaya Contact Centre Express implementation.

CLASS LENGTH
2 days.

TARGET AUDIENCE
Personnel with System administration responsibilities.

PREREQUISITES
1.00.03 Avaya Communication Manager System Administration.

Broad understanding of client server environment. Experience in IT
systems support. VBA development experience.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:

e Understand the Avaya Contact Centre Express components and their
operation.

e Install DCOM 98, Licence Server & Administrator, Active Agent &
Administrator.

e Develop an application using Active Agent as an out-of-process server.

e Develop an application using VBA.

e Troubleshoot problems.

24



1.00.18 ACTIVE DEVELOPER

COURSE DESCRIPTION

This course provides hands-on training on how to develop CTl applications

using Active Developer.

CLASS LENGTH
2 days.

TARGET AUDIENCE
Software engineers.

PREREQUISITES
1.00.17 Avaya Contact Centre Express Installation.
Development experience in Visual Basic environment.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:

e Understand how Active Developer fits into the Avaya Contact Centre
Express suite of products.

e Understand Class Objects, Methods, and events.

e Discuss the ActiveX components that make up Active Developer.

e Create an Active Developer application.

25



NICE TRAINING PROGRAM — OVERVIEW

The NICE solution is delivered with training appropriate to the customer’s
requirements. The modules for each class will be focused on the user’s
need, and on the implemented solution (e.g. in the Total Recording
scenario, the Recording Planner module is not required).

Courses are generally presented with an informal interactive component,
and a formal structured component, and participants are assessed by way
of hands-on exercises.

The training is delivered in five classes;

» Contact Centre (CC) Admin.

e Information Technology (IT) Admin.
e [T Helpdesk.

e Evaluator.

e Agent (train the trainer).

26



1.10.01 NICE CONTACT CENTRE ADMINISTRATION

COURSE DESCRIPTION

Introduction to NICE, use of the following solution components:
Administration Module, Scheduler (Recordings for Quality Management),
Recording Planner (in Matrix Recording environments), Monitor, List Editor
/ Form Designer (Quality Management only), Query, Evaluator (Quality
Management environments only), Reporter (Quality Management
environments only), Supervision (optionall.

CLASS LENGTH
1 day.

TARGET AUDIENCE

Non-technical administrator in the contact centre. Responsible for the day-
to-day maintenance of user accounts in the NICE system. Queue Manager,
Performance Analyst.

PREREQUISITES
Nil.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Understand the NICE software components, and how they interact.
e Create and modify users and groups.

e Assign privilege profiles to users.

e Manage supergroups of users.

e Create and modify schedules for groups.

e Create and modify recording plans for groups.

e Carry out real-time observation of agents.

e Create and modify lists for use in Evaluation Forms.
e Create, modify, install and manage Evaluation Forms.
e [ocate recorded calls.

e Manage retrieval of calls.

e Play back calls.

e Retrieve quality calls to be evaluated.

e Evaluation of calls (how to use the form).

e Play back calls.

® Run reports.

e Select data on reports.

e Schedule reports.

e Real-time reporting on NICE hardware.

27



1.10.02 NICE IT ADMINISTRATION

COURSE DESCRIPTION

Introduction to NICE, use of the following solution components:
Administration Module, Scheduler (Recordings for Quality Management),
Recording Planner (in Matrix Recording environments), Monitor, List Editor
/ Form Designer (Quality Management only), Query, Evaluator (Quality
Management environments only), Reporter (Quality Management
environments only), Supervision, Backup, Troubleshooting.

CLASS LENGTH
1 day.

TARGET AUDIENCE

Technical administrator in the contact centre or IT department. Has access
to the server room and is involved in resolution of technical problems. Has
read, write and delete privileges for NICE entities.

PREREQUISITES
Technical background, good computer skills.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:

e Understand the NICE software components, and how they interact.

e Understand and locate the NICE hardware components, and how they
interact.

e Create and modify users and groups.

e Delete users and groups.

e Assign privilege profiles to users.

e Manage privilege profiles.

e Manage supergroups of users.

e Manage site definitions.

e Create and modify schedules for groups.

e Delete quality schedules.

e Create and modify recording plans for groups.

e Delete recording schedules.

e Carry out real-time observation of agents.

e Carry out real-time observation of recording channels.

e Create and modify lists for use in Evaluation Forms.

e Create, modify, install and manage Evaluation Forms.

e Delete evaluation forms.

e Locate recorded calls.

e Manage retrieval of calls.

e Play back calls.

e Retrieve quality calls to be evaluated.

e Evaluation of calls (how to use the form).

* Run reports and select data on reports.

e Schedule and administer reports.

e Real-time reporting on NICE hardware.

e Perform first-level troubleshooting.
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1.10.08 NICE IT HELPDESK

COURSE DESCRIPTION

Introduction to NICE, use of the following solution components:
Administration Module, Scheduler (Recordings for Quality Management),
Recording Planner (in Matrix Recording environments), Monitor, List Editor
/ Form Designer (Quality Management only), Query, Evaluator (Quality
Management environments only), Reporter (Quality Management
environments only), Supervision, Backup, Troubleshooting, NICE Universe
(Introduction).

CLASS LENGTH
1 day.

TARGET AUDIENCE
Help Desk members.

PREREQUISITES
Nil.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:

e Understand the NICE software components, and how they interact.

e Understand and locate the NICE hardware components, and how they
interact.

e Create and modify users and groups.

e Assign privilege profiles to users.

e Manage privilege profiles.

e Manage supergroups of users.

e Manage site definitions.

e Create and modify schedules for groups.

e Create and modify recording plans for groups.

e Carry out real-time observation of agents.

e Carry out real-time observation of recording channels.

e Create and modify lists for use in Evaluation Forms.

e Create, modify, install and manage Evaluation Forms.

e [ocate recorded calls.

e Manage retrieval of calls.

e Play back calls.

e Retrieve quality calls to be evaluated.

e Evaluation of calls (how to use the form).

e Understand the quality hand book.

® Run reports.

e Select data on reports.

e Schedule reports.

e Manage backups and storage.

e Perform first-level troubleshooting.
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10.10.04 NICE EVALUATOR

Introduction to NICE Universe, use of Evaluator and Reporter.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE

Contact centre members who will evaluate calls and report on evaluations.
Contact centre managers, team leaders, performance analysts, quality
analysts.

PREREQUISITES
Nil.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Understand the NICE software components, and how they interact.
e Understand the "My Universe” web page.

e Formulate queries.

e Retrieve calls to be evaluated.

e Evaluate calls.

e Understand the Quality hand book and definitions.

e Play back calls.

* Run reports.

e Select data for reports.

e Schedule reports.
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10.10.05 NICE AGENT

Introduction to NICE Universe, use of Evaluator.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE

Depending on company policy, agents may need to play back their own
calls and view evaluations. This is a train-the-trainer module, with
documentation supplied in PDF format for distribution to end users.
Team leaders may also participate in this course.

PREREQUISITES
Nil.

COURSE OBJECTIVES

Upon successful completion of this course the student will be able to:
e Understand the NICE software components, and how they interact.
e Understand the "My Universe” web page.

e Formulate queries.

e [ocate calls.

e [ocate evaluations.

e Understand the Quality hand book and definitions.

e Play back calls.

e Select data for reports.

e Schedule reports.
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AVAYA IP OFFICE TRAINING PROGRAM — OVERVIEW

Agile delivers a comprehensive range of courses to Avaya IP Office
customers and business partners, covering all aspects of IP Office related
solutions.

These courses are designed to assist customers in achieving the requisite
skills and knowledge for their respective roles and functions, using a
structured approach according to specific requirement.

The main solution components covered within the IP Office training can be
broadly categorised as;

e Avaya IP Office administration.

e Avaya IP Office Call Centre applications.

e Avaya IP Office Installation and Maintenance.

e Avaya IP Office Voicemail Pro.

e Avaya IP Office VolIP solutions.

Courses are generally presented with a mix of informal interaction and
formal structure, to enable that students gain maximum benefit from other
students’ experiences and hands-on activity.

Specialist Avaya IP Office courses are priced on application (POA]. Please
contact your Agile Account Manager for further details.
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This course is designed for IT Managers or System Administrators wanting
to manage the configuration of their system, enabling deeper
understanding of functionality of the IP Office hardware, software and its
related applications.

Students are provided with a Windows XP computer connected to an IP
Office, which is shared with one other student. This system is configured
with five telephones so the student can gain hands-on experience.

CLASS LENGTH
1 day.

TARGET AUDIENCE
IT Managers or System Administrators.

PREREQUISITES
It is preferred that the student has been using the system for at least a
week so that they understand the user interface.

The student should have experience with Microsoft applications, with an
understanding of how their IP Office is configured for their particular
organisation.

COURSE OBJECTIVES

On successful completion of this course, the participant will understand
the various IP Office hardware modules, and be able to perform day-to-day
changes on the system, including:

¢ Re-assigning ports and managing the voice patch panel.

e Adding new users and reconfiguring users.

e Performing system backups.

e Adjusting group call flow order.

e Adding and editing DDI numbers.

e Administering Voicemail Lite User and Groups.

e Administering System and User Short codes.

e Adding system features and Toll baring.

e Programming system directories.

e Managing Account Codes.

e Using Call Status Application.
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1.20.02 IP OFFICE COMPACT CONTACT CENTRE —
SUPERVISOR

COURSE DESCRIPTION

This course is designed to demonstrate each module within the IP Office
Compact Contact Centre (CCC), while also providing a hands-on
environment in which to practice managing and configuring the CCC
modules.

Students are provided with a Windows XP computer connected to an IP
Office, which is shared with one other student. This system is configured
with five telephones so the student can gain hands-on experience.

CLASS LENGTH
1 day.

TARGET AUDIENCE
Contact centre managers and supervisors.

COURSE PREREQUISITES
It is preferred that the student has been using the system for at least one
week so they understand the user interface.

The student attending should have experience with Microsoft applications,
with an understanding of how their IP Office is configured for their
particular organisation.

COURSE OBJECTIVES

Upon successful completion of this course, the student will be able to:
e Understand IP Office Compact Call Centre and its Client Components.
e Create a Call Centre View Profile.

e Setup a PC Wallboard.

e Establish rules for System Alarms.

e Generate Alarm Reports.

e Schedule a Report.

MODULE OVERVIEW

Upon completion of these modules, the student will be able to identify:
features of the CCC application and CCC'’s logical and physical
architecture.

Module 1 - Phone Manager Agent.

Module 2 - Call Centre View (CCV]).

Module 3 - Wallboard Manager.

Module 4 - PC Wallboard.

Module 5 - CCV Alarm Reporter.

Module 6 - Report Manager.
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1.20.03 IP OFFICE TECHNICAL (INSTALLATION /
MAINTENANCE)

COURSE DESCRIPTION

This course is designed for business partners wanting to implement and
support IP Office hardware, software and related applications for their
customers. The course covers all aspects of the IP Office platform,
including hardware, core software, and adjunct applications.

To run the training course to the international standards set by Avaya, each
pair of students will have the following equipment supplied for use during
the four-day duration:

1 x IP403 DT-BRI + PSU, LAN cable 1 x Feature Key + relevant licenses
2 x analogue handsets 1 x serial cable
4 x |P Office handsets 1 x Admin and User CD

1 x Multi-media PC with Windows 98, NT or 2000 1 x Course notes

Students will be supplied with course notes and relevant exercises.
Students will also be provided with IP Office Installation and Maintenance
Manual and VoiceMail Pro Documentation.

Delegates will also receive four IP Office CDs: Documentation and User
Guides / User Applications / Administrator Applications / Voicemail Pro.

CLASS LENGTH
4 days.

TARGET AUDIENCE
Business Partner technical support staff, installers, maintenance
technicians.

PREREQUISITES
The business partner must have IP Office accreditation, and must have
acquired demonstration equipment.

The student should have good experience with Microsoft applications, and
should also have good PC skills.

COURSE OBJECTIVES

On successful completion of this course, the student will have a thorough
understanding of the various IP Office hardware modules, and be able to
install and maintain the IP Office platform and related application suite.
Areas covered during the course include;

e |P Office Platform Overview.

e Manager Application.

e Phone Manager Lite (installation and configuration).
¢ Voicemail Lite (installation and configuration).

e eConsole and Busy Lamp Field.

* Remote access and troubleshooting.

e Configuration Management.

e Upgrading the software

e Voicemail Pro.

e Remote Access Server.
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1.20.04 IP OFFICE VOICEMAIL PRO ADMINISTRATOR

COURSE DESCRIPTION

This course provides IP Office administrators and managers with the skills
and knowledge to administer and program IP Office Voicemail Pro
applications.

Students are provided with a Windows XP computer connected to an IP
Office, which is shared with one other student. This system is configured
with five telephones so the student can gain hands-on experience.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
IT Managers or System Administrators.

PREREQUISITES
The student must first have completed the IP Office Administration course
(1.20.01).

The student should have experience with Microsoft applications, with an
understanding of how their IP Office is configured for their particular
organisation.

COURSE OBJECTIVES

On successful completion of this course, the student will be able to
perform day-to-day changes on the IP Office Voicemail Pro application,
including:

e Route calls to Auto-Attendant.

e Administer Auto-Attendant.

e Build callflows for Auto-Attendant.

e Record greetings.

e Administer voicemail users.

e Build user Auto-Attendant.
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1.20.05 IP OFFICE VOIP ADMINISTRATION

COURSE DESCRIPTION

This course provides IP Office administrators and managers with the skills
and knowledge to administer and manage IP Office Voice-over-IP (VolP)
extensions and the Small Community Network environment.

Students are provided with a Windows XP computer connected to an IP
Office, which is shared with one other student. This system is configured
with five telephones so the student can gain hands-on experience.

CLASS LENGTH
1/2 day.

TARGET AUDIENCE
IT Managers or System Administrators seeking to manage their
organisation’s VolP environment.

PREREQUISITES

The student must first have completed the IP Office Administration course
(1.20.01).

The student should have experience with Microsoft applications, with an
understanding of how their IP Office is configured for their particular
organisation.

COURSE OBJECTIVES

On successful completion of this course, the student will be able to
administer their existing VolP users, and add new users. The student will
also be able to administer multi-site installations using Avaya IP Office
System Manager. On completion the student will have achieved:

e Understanding of Quality-of-Service considerations (Layer 2 and Layer 3).
¢ Knowledge of VoIP codecs.

o Ability to administer VolP users.

e Ability to administer remote systems.

e Understanding and administration of routing of calls between systems.
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RAD DATACOMMUNICATIONS TRAINING PROGRAM —
OVERVIEW

Agile is the New Zealand agent and representative for RAD
Datacommunications, a leader in data and telecommunication access
solutions. Agile delivers comprehensive training to RAD customers and
business partners in New Zealand, covering all aspects of RAD related
solutions.

These courses are designed to assist customers in achieving the requisite
skills and knowledge to install and support RAD-based solutions.

Agile’s RAD courses generally cover two areas:
e Qverall technology brief.
* RAD product specific training.

The main solution components covered within the RAD training offer can

be broadly categorised as:

e TDM Multiplexers (Sub-rate and 2Mbps] technology and RAD product
suite.

* SDH network technology and RAD product suite.

e SHDSL / MDSL / IDSL / 2B1Q modem technology and RAD product suite.

e RAD general fibre-optic technology, and RAD product suite.

e TDM-over-IP technology and RAD product suite.

e RADView Network Management Systems and applications.

e Digital Cross-Connect technology and RAD product suite.

e Compressed Voice System technology and RAD product suite.

e Integrated Access Device technology and RAD product suite.

Courses are generally presented with a mix of informal interaction and
formal structure, to enable that students gain maximum benefit from other
students’ experiences and hands-on activity.

Due to the diverse range of access solutions available from RAD, training
courses are developed on an as-required basis, and are tailored to specific
customer / business partner solution and support requirements.
Accordingly all RAD courses are priced on application (POA). Please
contact your Agile Account Manager for further details.
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