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Arc Agent Training – 1 Day 

(Three x 2 hr sessions; timings as below; up to 4 delegates per session) 
 
Pre-requisites: 
Delegat es should  b e co m p ut er  lit erat e w it h  b asic keyb o ard  and  m ouse skills.  
 
Intended Audience: 
Th is course is d esigned  f o r  p ersonnel w hose m ain  f unct ion  is t o  answ er  and  
d ist r ib ut e incom ing calls f o r  t he Call Cen t re. A m axim um  o f  f our  d elegat es can  b e 
t r ained  at  each  session  w h ich  last s 2 hours (session  t im ings 09:00-11:00, 11:15-13:15, 
and  14:00-16:00). 
 
Overview: 
Th is course w ill enab le an  agen t  t o  t ake f u ll ad van t age o f  t he Arc En t erp r ise Agen t  
ext ensive f eat ure set  t o  ensure incom ing call t r af f ic is answ ered  and  d ist r ib ut ed  in  
t he m ost  ef f icien t  m an ner . 
 

  
Course Content 
 
• Introduction 
 

• Arc Agen t  overview  
• Login  
• The o p erat ing  screen  
• Sym b o ls and  icons 

 
• Agent Options 
 
• Call Control  
 

• Select  a Call 
• Answ er  a Call 
• Clear  a Call 
• Transf er  a Call 
• Ho ld  a Call 
• Dial a num b er  o r  ext en sion  
• Using  t he Direct o ry 

 

Sum m ary: 
 
The co urse w ill b e in  a 
w orkshop  f o rm at  and  
f ocus on  p rovid ing  han d s-
on  t r ain ing  f o r  agen t s, 
enab ling  t hem  t o  b e 
con f id en t  in  all asp ect s o f  
t he Arc Agen t  ap p licat ion  
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• Preferences 
 
• Messages  
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