Arc Express — tech notes
Call Delivery Methodology

Description

Arc Express does not support delivering calls directly to the Arc Operator handset. This
paper details the steps to be taken to send incoming calls to the queues rather than the
operator phone directly

1. Arc Express uses a hunt group configuration on the CUCME to route incoming calls to
its virtual devices.

2. This configuration is performed in the “Queue Configuration” tab of the installation
wizard or the CCMEConfig.exe utility the first time the installation is run. WARNING:
This cannot be changed after it is configured.

3. A queue’s pilot point is determined by the extension of the “start of server phone

range”.
4. Example
Cisco CallM anager Express Configuration x

Step 3. Create queues to handle incoming calls. Global settings include generic Dut of Hours settings and the
DH range for the Arc Express virtual devices. Refer to the Installation Guide for details.
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- in the above example the Start of Server Phone Range is configured as 100
- the first queue’s pilot point (Reception in this instance) is 101
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- the second queue’s pilot point (Aberdeen) is 102

5. If the queues are already configured, the numbers can be identified from the CUCME
“Running Configuration”:

ephone—hunt 1 segquential

pilot 181

list 118, 141, 112, 1413, 114. 115, 116
final 288

preference B secondary 7

'timeuut 18@,. 180, 184, 1868, 1868, 1868, 188

ephone—hunt 2 sequential

pilot 182

list 128, 121, 122, 123, 124, 125, 126
final 268

preference B secondary 7

timeout 18@,. 18A,. 188, 18A,. 18@. 186, 188
*

- Inthe exaple above, the pilot points for these queues are 101 and 102.

6. Incoming calls routed to these pilot points will display in the Queued Call Details on
the Console and will be answerable by the operator(s).

[FE]  Cueued Call Details
A dff Aberdeen
BOOT 00:00
o
o

Reception
6051 Joe Smith 00:00

(1)

Missed: 0 Answered: 0 Aberdeen

6003 Benny Grant 00:00
Aberdeen

= 7
Missed: 0 Answerad: 0

Additional Information

Arc Express queues incoming calls on virtual phones until the operator can answer them.
Only one line needs to be configured on the operator phone, as the Operator can answer
calls from the queues one at a time. When placing a call on hold, the call is moved to a
virtual device (not the Operator phone itself) therefore keeping the Operator line itself ready
to answer more calls.
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