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Introduction

This document is intended for Arc Connect Suite Administrators. It provides a step-by-step
guide on creating a Break Hour template for holiday season such as Christmas break. It also
explains procedure for assigning a break hour template to Queues. A break hour template is
useful when a call centre is temporarily unavailable for a specific period. All calls during this
period of inactivity are redirected to a Voice Session, a Hotdesking Agent or any other another
location as configured by the Administrator.

The procedure for creating and assigning Break Hours is different for version 2 and version 3 of
Arc Connect Configuration Utility. These are explained separately in the following sections.
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Section 1: Using Break Hour Templates in version 3.X

Break Hours are the time intervals in which a Queue remains out of service and all calls for this
Queue are forwarded to another destination. Break Hours can be assigned to Queues
individually, or a template for the Break Hours can be created that can be applied on any
number of Queues as desired.

1.1. Creating a Break Hour Template for ACD Queues

A Break Hour template is useful when applying a similar beak hour pattern on multiple Queues.
The user can also create a default template that can be automatically assigned while creating a
new Queue.

To create a new template,
1. In the main menu, select Configuration - Call Connect ACD.
2. Go to the Break Hours tab.
3. Select Break Hours Templates tab and go to the Templates tab.
4. Press New button and enter the name of the template.
5. Press Update to finish.

Etall Connect Configuration - Database Configuration Database B = |EI|5|

File Database  Configuration Reports  Help
Skillz I Agent SkiIISI Queuesl Hueue Alarm Defaultsl Call Filters ~ Break Hours |

Queus Breaks  Break Hours Templates | T emplate Assignment |

| Template Configuration |

— Template Detalls

Templates

Christmas Break Mame; IEhristmas Break

Mew llpdate

Delete Setaz Defaultl

Copy Template |

Ok LCancel Help

F=
NOTE

Break Hour templates are applied to ACD, Console and Web Queues. The

same template is applied to ACD and Console Queues. However, the user is

required to crate and configure a separate template for Web Queues.
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1.2. Configuring a Break Hour Template for ACD Queues

A Break Hour template can be configured for a particular date or day of the week. All inquiries
during the Break Hours are forwarded to the destination configured here by the Administrator.

To configure a template,

In the main menu, select Configuration > Call Connect ACD.

Go to the Break Hours tab.

Select Break Hours Templates tab and go to the Template Configuration tab.
In the Template Name list, select the template you want to configure and press New.
In Break Properties section, select a date or day of the week.

In the Reason list, select a break reason and configure Start and End Time.

Go to the Overflow section and select Forward Destination Type and Forward
Destination. The default settings are

Forward Destination Type: Device

Forward Destination: 100

8. Press Update to finish.

NookrwbE

PHcall Connect Configuration - Database CONFIGURATION DB B = [m] 3

File Database  Configuration Reports  Helg

Queue Breaks Bresk Hours Templates | T emplate Assighment |

Templates T emplate Configuration |

i~ Breaks

Template Mame: IChlistmas Holidays j — Break Properties ———————
[ - - & Date: lm
Day | Start Time | End Time | Reason | e I—Tuesddy =
~RAeason————
[Hoidas 7]

Start Time: [ 12-00:00 &M jl
End Time: S Fama M =

 Dates i Overflove
Diate | Start Time [ EndTime | Feason - Forward Destination Type:
12/21/2004 1200008M  115353PM  Holidays [Povics |
12/22/2004  1200004M  115353PM  Holidas ——
12/23/2004  1200004M  115353PM Holidaps = Farward D estination:
12/24/2004  1200008M  11:5353PM  Holidaps [io0
120252004 12-N0N0 A4 11-R9-R9 PR Halidaus I _ILI
4 »r

Hew Update |

Delete |

jils | Cancel | Help |

Bamrie

The user can configure a Break Hour Template for multiple days such as for
Christmas holidays. The following is the procedure,

1. In the Template Configuration tab, select the template you want

to configure and press New.

Select Date radio button and select December 21 from the calendar.

3. In the Reason list, select a reason for break.

4. Make sure that Start Time is 12:00:00 AM and End Time is
11:59:59 PM. This is default setting for a standard 24 hours break.

5. Configure Forward Destination Type and Forward Destination as

required.

Press Update. This will create a 24 hours break.

7. Repeat steps 2 to 6 for each day after December 21 till December 31

N

o2
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1.3. Assigning a Break Hour Template to ACD Queues

A Break Hour template can be assigned to any number of Queues simultaneously. Assigning
one template to multiple Queues saves time and repeated configurations.

To assign a template,

1.

2
3.
4.
5

In the main menu, select Configuration > Call Connect ACD.

Go to the Break Hours tab.

Select Break Hours Templates tab and go to the Template Assignment tab.
Select the Queue(s) from the Queue Name list

Select the template you want to assign to the Queues and press Update.

Etall Connect Configuration - Database Configuration Database i i o [ [

File  Databiase Configuration Reporks Help
Skills I Agert SKNSI Quauesl Queue Alarm Delaullsl CallFilters  Break Hours I

Queue Breaksl Break Hours Templates  Template Assignment |

Queue Name |
Campaign
Direct Sales

Techrical Support

i Break Hours Template
Template: | Christmas Break - [Default] j

Update

Ok Cancel Help

Hold down CTRL key and press left mouse button to select multiple Queues
in the list.
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1.4. Creating a Break Hour Template for Console Queues

A Break Hour template is useful when applying a similar beak hour pattern to multiple Console
Queues. The user can also create a default template that can be automatically assigned while
creating a new Queue.

To create a new template,
1. In the main menu, select Configuration 2 Console Connect
2. Go to the Break Hours tab.
3. Select Break Hours Templates tab and go to the Templates tab.
4. Press New button and enter the name of the template.
5. Press Update to finish.

Etonsole Connect Configuration - Database Configuration Database N P e [

File Database  Copfiguration Reporks Help

Consols Queues I Operatar Queuesl Operator Groups | Console Call Filtersl FRlouting Tag Groups  Break Hours

Breaks Break Hours Templates | Template Assignmentl

Sl Template Configurationl
[ Tonwele Doiie
Chrigtmas Break Mame: IChrlstmas Break

Hew Update
Delete Set az Mefault |
Copy Template |
QK | LCancel | Help

1.5. Configuring Break Hour Template for Console Queues

A Break Hour template can be configured for a particular date or day of the week. All inquiries
during this period will be forwarded to the destination configured here by the Administrator.

To configure a template,
9. In the main menu, select Configuration - Console Connect.
10. Go to the Break Hours tab.
11. Select Break Hours Templates tab and go to the Template Configuration tab.
12. In the Template Name list, select the template you want to configure and press New.
13. In Break Properties section, select a date or day of the week.
14. In the Reason list, select a break reason and configure Start and End Time.
15. Go to the Overflow section and select Forward Destination Type and Forward
Destination. The default settings are
Forward Destination Type: Device
Forward Destination: 100
16. Press Update to finish.



Configuring Arc System for Holiday Season

BHconsole Connect Configuration - Database CONFIGURATION DB i o [m] B3

File Database  Configurationn Reports Hel

Console Queues | Operator Queues' Operatar Gmupsl Console Cal Fillersl Routing Tag Groups  Break Hows
Queus Breaks Break Hours Templates | Template Assignment |

Templates  Template Configuration |

i~ Breaks

Template Mame: IChnslmas Holidays j i~ Break Properties
— Days I I I I (e Date: |12/21/2004 'l
Da Start Time End Time Feason
Y " Day. |Tuesday e
Reason |
IHoIldays 'I

Start T‘me:I1Z'DI}DD AM jl
EndTine: [y Samapm =

~ Dates i Overflow
Date | Start Time | End Time | Feason | AJ Forward Destination Type:
12/26/2004  1200004M  11:5%53PM  Holidays IDevica vl
12/27/2004  1200:004M  11:5%:59PM  Holidays

Fonward Destination:
100

12/28/2004  120000AM  11:5353PM  Holidays
12/29/2004 12000046 11:53:53PM  Holidays
12/30/2004 12000046 11:5%:59PM  Holidaye

12/31/2004  1200:004M  11:5%53PM  Holidays
Mew pdate |
Delete

e

0K | LCancel | Help |

Bamrie

The user can configure a Break Hour Template for multiple days such as for
Christmas holidays. The following is the procedure,

1. In the Template Configuration tab, select the template you want

to configure and press New.

Select Date radio button and select December 21 from the calendar.

In the Reason list, select a reason for break.

4. Make sure that Start Time is 12:00:00 AM and End Time is
11:59:59 PM. This is default setting for a standard 24 hours break.

5. Configure Forward Destination Type and Forward Destination as

required.

Press Update. This will create a 24 hours break.

7. Repeat steps 2 to 6 for each day after December 21 till December 31

CORIS

2

1.6. Assigning a Break Hour Template to Console Queues

A Break Hour template can be assigned to any number of Queues simultaneously. Assigning
one template to multiple Queues or Voice Session saves time and repeated configurations.

To assign a template,
1. In the main menu, select Configuration - Console Connect.
2. Go to the Break Hours tab.
3. Select Break Hours Templates tab and go to the Template Assignment tab.
4. Select the Queue(s) from the Queue Name list
5. Select the template you want to assign to the Queues and press Update.

10
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1.7.

Etonsole Connect Configuration - Database Configuration Database R = DILI

File  Database Configuration Reports Helg

Conzole Queuesl Operator Queues | Operator Grnupsl Conzole Call Filters I Fouting Tag Groups  Break Hours

Oueue Breaks | Break Hows Templates  Template Assianment |

Break Hours Template

Template: | Chiistmas Break - [Defaull] j

Update |

Ok | LCancel Help

Configuring Break Hours for Voice Sessions

A Break Hour template cannot be applied to a Voice Session. The user is required to configure
Break Hours for each Voice Session separately. These are assigned to Voice Sessions in Breaks
Hours tab page.

To assign break hours,

1.

ok wd

In the main menu, select Configuration 2> Voice Connect.

Go to the Break Hours tab

Select a Voice Session from Queue Name list and press New.

In Break Properties section, select a date or day of the week.

In the Reason list, select a break reason and configure Start and End Time.
Go to the Overflow section and select Forward Destination Type and Forward
Destination. The default settings are

Forward Destination Type: Device

Forward Destination: 100

Press Update to finish.

11
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= Configuration  Regert:

S

General | Phisses | Messages | In Quevs Messages | Voice Scipts | Voice Session | Voice Cal Fllers Break Hours ]

Bresk Propeities

 Date: [m/27/2000

& Dag  [Mondsy -

Day | Stett Time | End Time | Reason
Monday TODO0AM  5358FM  Nigt Senice Reason
Tuesday 4:0000AM  EBZ58FM  Night Serace

Hight Service -]

Start Time: | 1:00:004M ==

EndTime: | 35353PM  —H

| Datez 1 Owerflow —
Diate | Start Time | End Time | Heazon _ Fouward Destination Type:
12/21/2004 12000040 11:5359PM  Holidays Qusue -
12/22/2004  1200:004M  11:5353PM  Holidays R
12/23/2004  1200:004M  11:5359PM  Holidays
12/24/2004  1200:004M  11:5359PM  Holidays a :I'
A2APRA20N4 120NN Akd 11-59°F4 P HnlidAus ¥
4
MHew el
Dielete |
oK | Lancel | Help

Bamrie

The user can configure a Break Hour Template for multiple days such as for
Christmas holidays. The following is the procedure,

1. In the Break Hours tab, select the Voice Session for which you want
to configure Break Hours and press New.
2. Select Date radio button and select December 21 from the calendar.

w

In the Reason list, select a reason for break.

4. Make sure that Start Time is 12:00:00 AM and End Time is
11:59:59 PM. This is default setting for a standard 24 hours break.
5. Configure Forward Destination Type and Forward Destination as

required.

S2

Press Update. This will create a 24 hours break.

7. Repeat steps 2 to 6 for each day after December 21 till December 31

1.8. Creating a Break Hour Template for Web Queues

Multiple Web Queues can be assigned a similar beak hour pattern by using a Break Hour
Template. The user can also create a default template that can be automatically assigned while

creating a new Web Queue.

To create a template,

1. In the main menu, select Configuration - Web Connect.
2. Go to the Break Hours tab.

3. Select Break Hours Templates tab and go to the Templates tab.
4. Press New button and enter the name of the template.
5

Press Update to finish.

12
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EWeb Connect Configuration - Database Configuration Database A o [ [

File  Databiase Configuration Reporks Help

Generall Skillz | Agent Skillsl Queuasl Data Fillersl Chat Phrases  Break Hours |

Queue Breaks Ereak Hours Templates | Template Assignmentl
: | Template Configurationl
ToelasDace
ST n e Mame: IChnstmas Break
Hew lpdate
Delete St az [efault |
Copy Template |
ok Cancel Help

1.9. Configuring a Break Hour Template

The user can configure a Break Hour Template for a particular time of a day or a week. All
inquiries during this period are forwarded to the destination configured here by the
Administrator.

To configure a template,

In the main menu, select Configuration > Web Connect.

Go to the Break Hours tab.

Select Break Hours Templates tab and go to the Template Configuration tab.

In Break Properties section, select a date or day of the week.

In the Reason list, select a break reason and configure Start and End Time.
Go to the Overflow section and select Forward Destination Type and Forward
Destination. The default settings are

Forward Destination Type: Device

Forward Destination: 100

8. Press Update to finish.

NoogkrwbprE

In the Template Name list, select the template you want to configure and press New.

13
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P web Connect Configuration - Database CONFIGURATION DB = = ] o4

File Database Configuration Reports Help

Eenerall Skills I Agent Sklllsl E!ueuesl Data Fl\tersl Chat Phrazes  Break Hours
Queue Breaks Break Hows Templates | Template Assighment |

Templates  Template Configuration |

i Breaks

Template Mame: |Christmas Holidays j [~ Break Propeities ————————
 Daps - - & Date: |12.-’21.-’ZDD4 'l
Day | Start Time: | End Time | Reason I C Day Im
—Reason ——————————
Holidays 'l

Sta'tTimB:lWZ:UDDDAM Z‘
End Time: [y pamarm =

— Dates i Overflow
Date [StatTime  [EndTime | Reason - Forward Destination Type:
12/21/2004 1200:005M  115359FM  Holidays [Povies -1
12/22/2004  1200:008M  115359PM  Holidaps —
12/23/2004  1200004M  115359PM  Holidays = Forward D estination:
12/24/2004  1Z00:008M  115359FM  Holidays 100
12252004 200NN A 11-R9-R9 PR Hrnlidaus I _I:J
4 r

Mew Update |

Delete |

ok | Cancel | Help |

Bancie

The user can configure a Break Hour Template for multiple days such as for
Christmas holidays. The following is the procedure,

1. In the Template Configuration tab, select the template you want

to configure and press New.

Select Date radio button and select December 21 from the calendar.

3. In the Reason list, select a reason for break.

4. Make sure that Start Time is 12:00:00 AM and End Time is
11:59:59 PM. This is default setting for a standard 24 hours break.

5. Configure Forward Destination Type and Forward Destination as

required.

Press Update. This will create a 24 hours break.

7. Repeat steps 2 to 6 for each day after December 21 till December 31

RS

2

1.10. Assigning a Break Hour Template to a Web Queue

A Break Hour template can be assigned to any number of Queues simultaneously. Assigning
one template to multiple Queues or Voice Session saves time and repeated configurations.

To assign a template,
1. In the main menu, select Configuration - Web Connect
2. Go to the Break Hours tab.
3. Select Break Hours Templates tab and go to the Template Assignment tab.
4. Select the Queue(s) from the Queue Name list
5. Select the template you want to assign to the Queues and press Update.

14
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Section 2: Using Break Hours in Version 2.X

Arc Connect Suite version 2.0 and older does not support Break Hour Template. A Break Hour
pattern called Night Service is used instead in these versions. The user has to configure Night
Service of ACD Queues, Voice Sessions and Console Queues individually.

2.1. Activating Night Service for ACD Queues
The user must activate Night Service option for the Queue on which Night Service is applied.

To activate Night Service,

1. In the main menu, select Configuration - Call Connect ACD

2. Go to the Queues tab and select the Queue on which you want to apply Night Service
from Queue Name list.

3. In Queue Properties section, select the Night service enabled checkbox

4. Select the destination type such as a device or a queue to which you want to forward
incoming calls.

5. Select the destination to which you want to forward incoming calls.

6. Press Update to save changes.

Etall Connect Configuration - Database Test | - =100 ]

ElE 2aEata Configuraticn Heporks” Heln

General | Agents| Skils | Agert Skils Oueues ]Queue Priciity | Guewe Alaim Defaults | CallFiters | Night Senvice | Uinavailable Reasons |
I Queue Properties

Oueue Name . ~ Distribution Type -

Sales M ame: [Sales [~ Skl Level
Locatior: {8504 & Longest Waiing
Skill: Sales - ¢ Circular
IV Auto Unavaisble Hours  Minutes Seconds
[V Wrap Up Enabled  ‘Wrap Up Time: |0 jﬁ_ —{10 j

Queue Overlow
M asimum Queue Calls: I99
Delste Hours  Minutes Seconds

M aximum Call %/ aiting Time: Fjrﬂfj

Forvard Destination Type  Fonward D estination

INDne ;I | lone j
Might Service.

[V Might service enabled

Forward Destination Type  Forward D estination

|Device =] [z000

Hew | Update

ok | Cwcel | men

2.2. Configuring Night Service for ACD Queues

Any ACD Queue can be assigned Break Hours for a date or day of a week. A Queue which is
assigned a Break Hour pattern becomes unavailable during the configured period and all
enquiries for the particular Queue are forwarded to another destination.

To configure Night Service,

In the main menu, select Configuration > Call Connect ACD

Go to the Night Service tab.

Select a Queue from the Queue Name list.

In Holiday Properties section, press New and select a date.

Press Update. This will create a Break Hour pattern for the selected date.

orwnNE
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Etall Connect Configuration - Database Test Sample 01 -0l x|

Eile Database Configuration Reports Help

Genelall Agentsl Skills I Agent Skillsl Queuesl Queus F'riorityl Gueue Alarm Defau\tsl Call Filters Unavailable Heasonsl

Oueue Mame: | Sales 'I
r~ Business Hours
Sunday Monday Tuezday Wednezday Thureday Friday Saturday
Fiome  [ozooo0 == [osoco0 == [ogoooo = Jozoooo == Jozoooo == Josoooo == Josoooo =
To: Ji7o0o0 = [17zooo0 == [17o000 = 170000 == 170000 = [i7ooo0 == [i7oo00 =
Haliday: I - u r r o I~
Update |
 Holiday D ates FosiarF 5
Holiday Date ohiday Properties
Date: |27.303.-/2001 'I
New Update |
Delete |

aK Lancel Help

Banrie

The user can configure Break Hours for multiple days such as for Christmas
holidays. The following is the procedure,

1. In the Night Service tab, select the Queue for which you want to
configure Break Hours and press New.

2. Select December 21 from the Date list.

3. Press Update. This will create Holiday for selected date.

4. Repeat steps 2 to 3 for each day after December 21 till December 31

2.3. Activating Night Service for Console Queues

The user must activate Night Service option for the Queue on which Night Service is applied.

To activate Night Service,
1. In the main menu, select Configuration - Console Connect

2. Go to the Console Queues tab and select the Queue on which you want to apply

Night Service from Queue Name list.
3. In Queue Properties section, select the Night service enabled checkbox

4. Select the destination type such as a device or a queue to which you want to forward

incoming calls.
Select the destination to which you want to forward incoming calls.
6. Press Update to save changes.

o

17
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PEpatabase Test - =100 %]
Ble Qatsbase  Corfiqurstion Beports Help

(Operators  Console Queues IOperuar fusues | Dperstor Groups | Conscle Cal Fillers | Routing Tag Groups | Night Service |

- P ties
e | ueus Propert
Canzolel M ame: IEﬂnsnI.e.‘I
Location;  [8500
 Queue Overflow

W azirnuam Calls: |5

Houis  Minutes Seconds
Masiimuen Call Waiting Time: [0 =f[0 +{[20 2]
Delste |
Fooward Destnation Type  Forward Destination

[Device = [2000

— Might Service
¥ Might service enabled
Forward Destination Type  Forward Destination
|Device =] Jzoo0

Hew | Inidete

oK | | | Help

2.4. Configuring Night Service for Console Queues

The user can assign Breaks on any Console Queue for a date or day of a week. A Queue which
is assigned a Break Hour pattern becomes unavailable during the configured period and all
enquiries for the particular Queue are forwarded to another destination.

To configure Night Service,

1. In the main menu, select Configuration 2 Console Connect
2. Go to the Night Service tab.
3. Select a Queue from the Queue Name list.
4. In Holiday Properties section, press New and select a date.
5. Press Update. This will create a Break Hour pattern for the selected date.
Eile Datebiase  corfiau M Heports Hel
Dpetatnrsl Conzole Qusues] Oiperator Queuas] Operator Groups[ Conzole EaIIthels] Routing Tag Groups  Might Servics
Gueue Name: EOFIH_E
~ Business Hours
Sunday Menday Tuesday  Wednesday  Thursday Friday Saturday
Fom  |o30000 = [ogo000 == [osooo0 == fozoooo == fozooon == Jogonoo == [osonon =3
To:  [i7o000 == [17o000 == [17o00o0 == [17oco0 == {izovoo = [irooe0 == [irooon =
Holiday: i u I~ 1 J H v
Lpdate |
i e e
25 December 2004 Diate: |25"'l12"'2004 :I' |
26 December 2004
New | UpAate |
fielete
(il Cancel tep |

18
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Beanrie

The user can configure Break Hours for multiple days such as for Christmas
holidays. The following is the procedure,

1. In the Night Service tab, select the Queue for which you want to
configure Break Hours and press New.

Select December 21 from the Date list.

3. Press Update. This will create Holiday for selected date.

4. Repeat steps 2 to 3 for each day after December 21 till December 31

RS

2.5. Activating Night Service for Voice Sessions

Each Voice Session can be assigned a Break Hour pattern. The user must activate Night Service
option for this purpose.

To activate Night Service,

1. In the main menu, select Configuration > Voice Connect

2. Go to the Voice Sessions tab and select the Voice Session on which you want to
apply Night Service from Session Name list.

3. In Queue Properties section, select the Night service enabled checkbox

4. Select the destination type such as a device or a queue to which you want to forward
incoming calls.

5. Select the destination to which you want to forward incoming calls.

6. Press Update to save changes.

=101 ]

HHDatabase lloyds181201

Bis  Dtabase Corfiquration  Besorts O

Genelali Phrases] Messages ] InQuaue Mes‘sages] Yoice Seipts  Voioe Session ]Vcice cal F\Ite«s} Might Sewice]

Gession MName I Session Propertiss

oyds Chatham Mame:  [loyds Chatham
Location.  [A014
Seript: ILonds test j

7= Session Dverflow

I awinum Calls: [SS

Hours  Minutes Seconds
I awimurn Call Waiting Tirne: ’U_ﬂﬂ_jfﬂ
Forward Destination Type  Forward Desfinstion

]Nnne _'_J I'EC-: = _J

=
z

— Might Service
¥ Hight service enabled

Farward Destination Type  Forward Destinalion
IDevice LI |2I]I][J

Hew

OK | Cancel Hefo

2.6. Configuring Night Service for Voice Sessions
Each Voice Session can be configured for Night Service. A Voice Session for which Night Service

is configured becomes unavailable during the configured period and all enquiries for the
particular Session are forwarded to another destination.
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To configure Night Service,

In the main menu, select Configuration 2 Voice Connect

Go to the Night Service tab.

Select a Session from the Session Name list.

In Holiday Properties section, press New and select a date.

Press Update. This will create a Break Hour pattern for the selected date.

_— SaT

Bl Patstase Corfiglration) Reports Help

oprwNE

General | Phiases | Messages | In Queus Messages | Voice Secripts | Voice Session | Vaice CallFilers  Night Service |

Seszion Name'.l lleds Chatham 'I

Business Hours
Sunday Honday Tuesday Wednesday Thursday Friday Saturday
From: | S.0000 4= | 2:00:00AM= | 90000 AWM~ | 9.00:00AM—= | 90000 AM=2 | S00:00 AM=3] | S.00:00 A==
Ta [ S0c00Fi= [ soo00pM= [ sono0pu= [ 50000 PM—= [ 50000 M= [ 500.00PM= [ S0000FH—= |
Haliday: F I~ - I= = | F
Update
- Holiday Dates e
H Date ay Properties
25 December 2004 Date: I26!12}2U[!4 :l'
26 December 2004
New pelate |
[elete |

Help

The user can configure Break Hours for multiple days such as for Christmas
holidays. The following is the procedure,

1. In the Night Service tab, select the Queue for which you want

to configure Break Hours and press New.

Select December 21 from the Date list.

Press Update. This will create Holiday for selected date.

4. Repeat steps 2 to 3 for each day after December 21 till December
31

CORTS



