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Advanced Call Router

Advanced Call Router

Advanced Call Router is the standard AltiGen Call Router application plus
call router service. Advanced Call Router requires the purchase and
activation of an Advanced Call Router license.

Note: The workgroup to which incoming trunk calls will be routed via Call
Router must be assigned to the auto attendant whose Action is set
to “Adv - Advanced Call Router,” with Ext Num set to the virtual ex-
tension you use to configure Call Router. For information on config-
uring auto attendants, refer to the Auto Attendant Configuration
chapter of the MAXCS Administration Manual.

Requirements

Supported Operating systems:
* Windows Server 2012 R2
* Windows Server 2016
* Windows Server 2019
* Windows 10
Minimum system requirements:
* Intel 2GHz Pentium 4 or equivalent
* 40GB available hard drive disk space
* 1GB RAM

32-Bit ODBC

If you plan to use Advanced Call Router with a database, you will need to
create a 32-bit ODBC connection on the MaxCS system. The ODBC is used
to connect to a database at your SQL system.

To create a 32-bit ODBC connection on a 64-bit OS system,
1. Run C:\Windows\SysWOW64\odbcad32.exe.

2. Create an ODBC data source in System DSN to access your SQL
database. Select SQL Authentication and test the database
connection.

3. Use the same SQL authentication information in Advanced Call Router
configuration.
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Installation

Installation

To install Advanced Call Router,
4. Run the .exe file from the folder in the installation media.

5. Setup will confirm the destination for the Call Router application (the
default is C:\Program Files\AltiGen\Call Router).

To select a different location, use the Browse button to choose the new
location.

6. Click Next to proceed.

Note: Advanced Call Router Service requires the purchase and
activation of the Advanced Call Router license.

Configure/Run Advanced Call Router

1. Launch Call Router from the Windows Start menu.

Advanced CallRouter{started :10.10.0.8 ) M= 3
Operation  Wiew Tool Help
Call Router Histoey:

| TmeStamp [ ColesiD [ WRPsth  [WRDala  [Oris [ Maichingfiecod [ Recut 4]
08:455710/10/2006 Teh2 NothDealer CalltoEx
07:16:45-10/10/2006 1et2 MNothDealer CalltoEx
16:09.41-10/09/2006 20018 dealeridel .. VetyCassHunFndghon_.  CalltoE
16:09:30-10/09/2006 Tetlh deslerid=11 VestyDesdedd 1stTene  CallboEx
15:5315-10/09/2006 20414 dealerida11. VestyCaseblumFindiglan  CalltoEx
15:5307-10,/08/2006 Teblh dealends11 VesfyDederdd_14Time CalltoEx
15.45:37-10/09/2006 214 dealerida11. VestyCaselumFindigMa . CalltoEx
15:45:23-10/09/2005 Tet1h dealeridel . VestyDededd TetTine  CalltoEx
11:06:29-09/28/2006 Tetlt deslerida11, Defaut Riouting Mo Actice
0953 2809/ 28/2006 Tet1t dealeride12. Defaut Routing No Actior
(0308 59-09/ 28/ 2006 Teb1h deaslendsl2, Defaut Routing Mo Actice
(3033809/28/2005 192165, lebld dealerida11. Defauit Routing No Actior
08:35:36-09/28/2006 Teblh dealeridel1., Default Routing Mo Actior
08015609/ 28/ 2006 Tetlt deslenid=12. Defaut Riouting Mo Acticr
0723 2809/ 28/ 2006 Tel1h dealeride12. Defaut Routing No Actior
07.01:37-03/28/2006 Tetlt deslend=12 Defavt Reuting Mo Actice
065:54.27.09/ 28/ 2006 Tet1t dealeride12. Defauit Routing N Actice ,
17an0atRNGAME N Eeih sty Paubirpusly padpues |
i T »

| Discornect_ | get | s | Hep |

2. Click the Connect button to enter the Call Router Server Name or IP
address to connect to, then click OK.

To disconnect from this server, click the Disconnect button.

Input Server Name: ﬂ

Server Mame:

Cancel |

3. Select Operation > Logon Info.
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Advanced Call Router

Logon Info x|

Alti Server Name:

Default Witual Extension;

|3m

Wirkaul Extenzion Passwond:

Ixxxx

[V Auto Start Service
Ok I Cancel |

4. Inthe Logon Info window, enter the Server Name that Advanced Call
Router will connect to, along with the Default Virtual Extension and
Password then click OK.

(Optional) Check Auto Start Service to have Advanced Call Router
start routing calls automatically, after the system restarts or after
Advanced Call Router service has been stopped and restarted.

Note: Up to 8 login attempts are allowed, after which login will be
disabled from 1 to 24 hours (depending on the setting in
MaxAdministrator).

5. Click Start to run Advanced Call Router. When Advanced Call Router
is stopped, you can configure the server and login information.

6. Route Rules and Show Monitor can be configured after Advanced Call
Router is started.

Advanced Call Router Route Rules

To create route rules that will be used to route calls, select Operation >
Route Rule to open the Route Rule List window. This window also allows
you to view existing route rules, and modify and delete route rules.
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Advanced Call Router Route Rules

x
Fules List: 4+ 3+
Mame I Condition | T arget Action | Target Data o
Sales ... ‘When ltern Mame iz Salez De...  PlayWork Grow... 399
Servic...  When ltern Mame iz Service ... Play Work Grow.. 398
Q& De.. When ltem Name iz 04 Dep...  Play Work Grow.. 397 Madify |
Test When Caller ID is 777 Call to Extension... 313
Delete |
Delete &l
A T _DekteAr |
Default Routing | QK I Cancel | Help |

* Add - opens a Custom Record dialog box, where you can create a new
record and build the conditions for the record.

* Modify — opens the Customer Record dialog box to modify the record
selected in the Record List.

* Delete — deletes the record selected in the Record List.
* Delete All — deletes all records in the Record List.

* The Default Routing button opens a Default Routing Rule dialog box,
where you can specify the action for Call Router to take if no match is
found in the rules or in the database.

Default Routing Rule [ %]

" Default Routing Action

[~ Set Call Priority |5 _|:;' [~ SetCall SELR |5 _|:;'
User Data: I

PushURL: |

Frampt: I

If you input more than 1 prompt,pleasze use ;" as separator.

oK I Cancel |

Default Routing Action options: No Action, Goto Top Level,
Repeat Current Level, Call to Extension/Workgroup, Call to
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Operator, Dial by Name, Collect Extension, Directory Service,
Record Message (specify target data in accompanying text box),
Mailbox Access, Disconnect, System Callback, Collect Digits
(specify fields in accompanying Collect Digit dialog box), Other DDR
Application (specify target data in accompanying text box), Play WG
Queue Status (specify target data in accompanying text box).

Creating Route Rules

To create a route rule,
1. Select Operation > Route Rule.

2. Click the Add button to open a new Route Rule or Modify to modify an
existing rule in the Rules List dialog box.

Rule Mame:

IQueue Announcement Sales

1. Build the Conditions for your rule:

I Caller Info contains: IMatch one of these items j

Item Diata DSH
Caller ID 5102521001

O R Path

O R Data

ItemM ame Queue Sales

O onis

| I

2. Target action of the Rule:

IEaII ta Extension/workGroup j Ext Murn: IBDD

et Call Pricrity = et Cal =
[~ Set Call Priarity |5 = [~ SetCall SKLR |5 =

Uszer Data: I

Fush URL:

Frampt:

If you input more than 1 prompt,pleasze use ;" as separator.
3. In the Rule Name field, enter or modify the rule name.
4. Select the data to match against routing rules.

« If Caller Info contains - lets you select Call Route Request data to
match against the customer record.
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Advanced Call Router Route Rules

a) Select “Match one” or “Match all” from the drop-down list.
b) Select the items you want.
c) Click in the Data column and type to specify the data.

To manually specify data for an item, right-click the item, select
Input data and enter information in the column.

* Caller Entered Digits must be numeric only.

fkn

* You can enter “*” as a wildcard character for any length of digits,
or “?” for a single digit.

For example, if you specify Call ID Data “510252*,” this will
match all Caller IDs 510-252-xxxx. If you specify Call ID Data
“5102527?7??7?,” this will match all Caller IDs 510 252-xxxx.

» To specify data from an existing database, right-click the item,
select From user database, and enter information in the
DataSource dialog box.

5. Select a Target action for Call Router to perform when Call Route
Request data matches this record.

Target action options: No Action, Goto Top Level, Repeat Current
Level, Call to Extension/Workgroup, Call to Operator, Dial by Name,
Collect Extension, Directory Service, Record Message (specify target
data in accompanying text box), Mailbox Access, Disconnect, System
Callback, Collect Digits (specify fields in accompanying Collect Digit
dialog box; see below), Other DDR Application (specify target data in
accompanying text box), Play WG Queue Status (specify target data in
accompanying text box; see Note below), Route by Query Result.

Collect Digit Dialog Box

Collect Digit [ %]

Fleaze input tag name:
fi

Min Digits:

r =
Max Digits: |1 _|:;'

PSTH Timeout: |1 _I::' seconds
‘web Timeout: |1 _I::' seconds

* Tag name - for example, “password” (gathered from a response
to an Auto Attendant prompt or another AltiLink Plus application)
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Advanced Call Router

*  Minimum Digits and Maximum Digits to collect
* PSTN and Web Timeout values

Note: Play WG Queue Status - if you select “Play WG Queue

Status,” Advanced Call Router must log on as a workgroup
extension with password (View > Show Workgroup Status >
Add) and Call Router’s virtual extension and password. (The
virtual extension that Call Router uses does not have to be a
member of the workgroup.) Specify this workgroup extension in
the textbox that appears when you select Play WG Queue
Status. (See “Queue Announcements” on page 12.)

If you want to apply the “Play WG Queue Status” Target action
to several different workgroups, you must create separate rules
for each.

6. Enter optional data to match against the routing rule, and click OK.

Set Call Priority — Check the box and choose a call priority level.
Set Call SKLR — Check the box and choose an SKLR level.

User Data - Gathered from a response to an Auto Attendant prompt
or another AltiLink Plus application, or the text an agent typed in the
User Data dialog box using the method DISP=

Push URL (AltiWeb only).
Prompt — The prompt to play to the callee.

Viewing Advanced Call Router History Menu

The Advanced Call Router window gives a history of all incoming trunk calls
to Advanced Call Router.

To specify Call Router History window content,

1.

Choose View > Select Column.

2. Select the following columns to display in the Call Router history
window:

Caller ID
IVR Path
IVR data
DNIS

Advanced Call Router Manual 7



Advanced Call Router Route Rules

Select Columns EH

Select columns that will appear in the Call R outer History List:

¥ TimeStamp ¥ IV data

I~ Form data

¥ ¥R Path ¥ DNIS

¥ b atehing Fecord ¥ Tiaraet Sction

ak I Cancel

Call Route Request Data

The “Call Router Request” message sent by MAXCS to Call Router contains
data about the incoming call, which Call Router attempts to match against
your routing rules. Call Route Request data consists of Caller ID, IVR Path,
IVR data and DNIS, all collected via real-time monitoring.

Operation  Wiew Tool Help
Call Fouter History:

TimeStamp | CalleriD | WRPath | MR Data | Dris
16:09:41-10/09/2005 20618 dealerid=...

Note: VR Path shows the Auto Attendant assignment for the workgroup
that receives the call. If the workgroup’s AA assignment is 5, this
item shows “0 & 5”; if the AA assignment is 3, the item shows “0 &
3,” and so on. The “0” indicates transfer to an Auto Attendant.

Call Route Response Data

The “Call Route Response” message, sent from Call Router to MAXCS,
contains the search results of the Call Route Request Message. In the Call
Router History window, this data shows how Call Router handled each call.
Call Route Response data includes Matching Record (routing rule Call
Router referred to for call routing) and Result (how and where the call was
routed), all collected via real-time monitoring.

Operation  Yiew Tool Help
Call Router History:

iy | Calerip [ WRPath | WA Data | Dnis | | Matching Record Result -
-10/03/2006 20818 dealerid= WerifyCazeMumFindghdon Call to Extenzion ol
1040342006 1edlh dealerid=... i i i
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Advanced Call Router

Note: If no match is found between the Call Route Request Data and the
routing rules, the call is routed according to the business rules that
check monitored workgroups for the longest available agent,
maximum service level, and minimum expected delay.

Show Workgroup Status

To view real-time data on incoming trunks to workgroup, select View >
Show Workgroup Status.

Monitor{France) x|
Wwiork Group Status:
0| A LongestIde T... | Service Level | Queue | Average De
500 10 00:00:300105) 100 0 00:00:00
BO0 12 0000 30(104) 100 o 00:00:00
1] | 3
Add | Delete | Update every 10 | seconds
Change Default Wwait Time | | Change Start Calculate Call Count I

*  The main window box displays the following workgroup fields: ID,
Agents, Longest Idle Time, Service Level, Queue, Average Delay
and Default Wait Time.

*  Add button — Click Add to log on to a workgroup whose incoming
trunk call data you want to monitor.

Log on Work Group ﬂ
whork Group (D Password:
|500 ||
Extenzion |D: Extenzion Password:

|3m |

Default Wait Time in Dueue:

|3 [minutes]

StarCalculationCallCaunt :
|1 a

Enter the workgroup extension as the WorkGroup ID and password,
and enter the virtual extension’s password. In the field for Default Wait
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Clearing Advanced Call Router History Data

Time in Queue, type in the desired minutes. (By default, the Extension
ID field is grayed out.)

* Delete button — click Delete to remove the selected workgroup from the
display.

* Change Default Wait Time — click this button to change the default
anticipated wait time associated with the workgroup queue.

Note: The workgroup to which incoming trunk calls will be routed via Call
Router must be assigned to the Auto Attendant whose Action is set
to “Avd - Advanced Call Router,” with Ext Num set to the virtual
extension you use to start Call Router. For information on
configuring Auto Attendants, refer to the “Auto Attendant
Configuration” chapter of the MAXCS Admin Manual.

If you want to announce queue status to callers (Target action of
any routing rule is “Play WG Queue Status,”) complete the Virtual
Extension ID and Virtual Extension password fields using the
workgroup agent extension (and its password) specified in the rule.

To log on to multiple workgroups:
* Click Add again and enter the next Workgroup ID and Password.

* Change Start Calculate Call Count — click this button to change the
starting point for the number of calls to be reached for Call Router to
start calculating call data.

Clearing Advanced Call Router History Data

To clear data from the Advanced Call Router History window,

1. Go to the directory “Program Files\AltiGen\Call Router” and locate the
Call Router.csv file.

2. Open Call Router.csv and delete all contents.

Note: Use Notepad to make this change. Do not use Microsoft Excel,
because deleting data and saving the file using Excel will not save
the file in the correct format.

3. Save and close Call Router.csv.

Additional Advanced Call Router Features

Building SQL Queries

To build an SQL query that Call Router will send to your database, use the
Callerld Datasource dialog box. The customer information retrieved from
your database will be used in the routing rule.
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CallerId DataSource x|
DSN User Mame: Passwmord:
I
i~ Condition
Caller ID | Field Type | Field Name | Table Name
Caller I char
‘where d
- Data Retrieve from User Databa:
Input the field name and field tppe,zerver will get the field value from database
Field Name | Field Type [ Table |
— SOL Query Sentence:
Mate: In run time, the @Callel D will replace with digits we get from Caller

Advanced Call Router

To open the Datasource dialog box, right-click on a data Item you want to
specify using information from an existing database. Select From user

database:
To build a SQL query:

1. Enter User Name and Password information for the database.

2. Enter information for the database you are querying against. For

example:
DSN - BankAccount

Table Name — AccountBalance

Matched Field Name — CustomerPhoneNumber

Matched Field Data Type — char

Note: as you build the query, the SQL query sentence will appear in the

window at the bottom.
3. Specify the condition for this query.

Advanced Call Router Manual
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Additional Advanced Call Router Features

a. Select the Caller Match Item data for this query — Caller ID, IVR
Path, DNIS, Item name or IVR data.

b. Add any additional condition. For example Where - &&
Balance>1000

4. Click OK. You will be returned to the Rule dialog box, where the SQL
query will be shown in the Data column and the database will be shown
in the DSN column.

Queue Announcements

Note: Queue announcements can now be done directly through MAXCS.
Or you may use Advanced Call router for this function if you want.

If you use Advanced Call Router to inform callers of their position in a
workgroup queue, there are two requirements:

1. In Call Router, you must create a rule with Target action “Play WG
Queue Status.” In addition, enter an ltem Name that matches the name
of the Auto Attendant’s “Advanced Call Routing” name. The workgroup
extension information you specify in the rule must also be entered when
Call Router logs on in the Monitor window. Thus, it is a requirement to
use the same virtual agent extension if you are writing several different
queue announcement rules.

2. In MaxAdministrator, you must configure one of the Auto Attendant
numbers to which Call Router is assigned to “Advanced Call Router.” 1)
Enter the same “ltem Name” you use in the rule discussed immediately
above. 2) Replace the “No Action” level with “Call — to Ext./Workgroup,”
and enter the workgroup extension number. For further information on
configuring Auto Attendants, see the MAXCS Admin Manual and the
AltiAPI Programmer Guide.

If your organization has multiple workgroups and you want queue
announcement for several or all of them, you must create separate rules for
each, with workgroup extension information pertinent to each workgroup.

Example:

Suppose you use virtual extension 700 to log in to Call Router, and you have
two workgroups, Sales and Support, with the following agent and workgroup
extensions:

Sales Support
Workgroup extension number 500 600
Call Router virtual extension number 700 700

For both workgroups, you want Call Router to check incoming calls for
Caller ID and IVR Path, and to play the WG queue status if a match is found
and all agents are busy.
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Advanced Call Router

In MaxAdministrator, you configure the Auto Attendant to which Call Router

is assigned as shown below. (The example uses Auto Attendant 2.) Note

that you must enter a different Item Name for each level.

i
%3

=R T= R N« JRE v

- 2 - data routing 700 [Queue Support)
L & - o extension 500

- ho action

- ho action

- ho action

- ho action

- ho action

- ho action

- ho action

- to operator

- repeat level

-
T -

mailbox access
to operator

™ Hide Mo Action’ ltems

Item ID‘I
Item Mame IQueue Sales

™ Prampt I j

I™ Push URL |

[~ Set Call Priority

I 3‘
[~ SetCall SKLR |5 =

Actions IAdv. - Advanced Call Router j

Ext Mum I?DD - Call Router 'l
Timeout I? 3: seconds

The third-party application must login az a YIRTUAL
extenzion. If system could not connect to the
application, A8 will go to the nest level.

QK I Cancel Apply Help

For Sales, you create a rule as shown below.

Advanced Call Router Manual
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Additional Advanced Call Router Features

Rule x|

Rule Mame:

IQueue Announcement Sales

1. Build the Conditions for your rule:

I Caller Info contains: IMatch one of these items j

Item | Data | DsH
Caller ID 102521001

O rF Path

O R Data

ItemM ame Queue Sales

O onis

| I

2. Target action of the Rule:
IF'Ia_l,l Wi Queue Status j WG Mum: IBDD

‘Wwharning: To make this rule work, you must make sure that you add this
workgroup ta Call Router's monitor list.

[~ Set Call Friority |5 _|:;' [~ SetCall SELR |5 _|:;'

Uszer Data: I

Push URL:

Frampt:

If you input more than 1 prompt pleasze use ;" as separator.

Similarly, for Support, you create a rule as shown below.
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Rule Mame:

IQueue Announcement Support

1. Build the Conditions for your rule:

I Caller Info contains:

Item | Data | DS
O cCaller 1D

O R Path

YA Data

ItemM ame GQueue Support

O onis

4 [

2. Target action of the Rule:
IF'Ia_l,l Wi Queue Status j WG Mum: IBDD

‘Wwharning: To make this rule work, you must make sure that you add this
workgroup ta Call Router's monitor list.

[~ Set Call Priority |5 _|:;' [~ SetCall SELR |5 _|:;'

Uszer Data: I

Fush URL:

Frampt:

If you input more than 1 prompt,pleasze use ;" as separator.

Advanced Call Router

In the Monitor window, click Add to log on to Sales, entering both the
workgroup extension & password and the virtual extension & password you
specified in the “Auto Attendant Sales Queue Announcement” rule:
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Additional Advanced Call Router Features

Monitor{France) x|
‘work Group Statug:
Lo Ide T... | Service Level | OQueus | & Delay ...
500 10 00:00:300105) 100 1] 0000000
BOD 12 00:00:30(104) 100 o 0000
1] | 2l
Add | Delete | Update every 10 | seconds
Change Default wWait Time | | Change Start Calculate Call Count I
Hide | Help |

Log on Work Group x|
‘WorkGroup 1D: Pazzwmwoard:
[00 fi
Extension ID: Extension Pazsword:
J301 |

Default Wait Time in Hueue:

|3 [minutes]

StartCalculationCallCount ;
I‘I a

In the Monitor window, click Add to log on to Support, entering both the
workgroup extension & password and the virtual extension & password you
specified in the “Auto Attendant Sales Queue Announcement” rule:
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Log on Work Group x|
Wwhark Group |D: Pazzward:
|500 ||
Extension D Extension Password:

|3m |

Default Wait Time in Dueue:

|3 [minutes)

StartCalculationCallCaount :

—

The Monitor window shows that Call Router is logged on to both
workgroups. Calls to each workgroup will be checked against the rules and
will trigger a queue announcement if a match is found and all agents are
busy.

Monitor{France} 5'
Wwiork Group Status:
o Ide T.. | Service Level | Queue | & Delay ...
500 10 00:00:300105) 100 0 00:00:00
BOO 12 00:00:30(104) 100 o 00:00:00
1] | i3
Add | Delete | Update every 10 | seconds
Change Default \wait Time | | Change Start Calculate Call Count I
Hide | Help |

Testing Call Router

To test the performance of Call Router, you can access a test tool from the
Call Router main menu. Call Router must be stopped in order to run the test.
To test Call Router,

1. With Call Router function stopped, go to Test in the Tool drop-down list
of the Call Router main menu for the Test dialog box.
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Testing Call Router

x

—Configuration

Humber of comcuwrrent calls: |§ E
Interwal between calls: Iw E Lh
IIDU E

Humber of test cypcles:

—HResult
Total calls: ID
Ahverage response time per call: ID zeconds
Start I Stap I Cancel |

2. In the Configuration fields, you can input the following test
parameters:

*  Number of concurrent calls
¢ Interval between calls
*  Number of test cycles

For example, inputting 5 for concurrent calls, 3 for interval between
calls, and 4 for test cycles means that every 3 seconds, there will be
5 concurrent call requests to Call Router. Total cycles of concurrent
requests will be 4 times.

3. After inputting the test parameters, click Start. During the test, you can
click Stop to stop the test. The title of the Test dialog box will be shown
as “Test(Started)” while running.
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x

—Configuration

Humber of concurrent calls:

Interwal between calls:
seconds

Humber of test cycles:

—Result

=

Total calls:

Average response time per call: Il 105 seconds
Start I Stap I Cancel |

The total calls processed and average time per call will be updated in
real-time during the test. You will know how many calls were processed
and the average response time per call at that time.

4. After the test has finished, the title of the Test dialog box will be shown
as “Test(Stopped).”

x

—Configuration

Fumber of concurrent calls: |§ 3

Interval between calls: |3 E L

Humber of test cyeles: I‘l1 3:
—BResult

Total calls: IZD

hverage response time per call: ID'ng caconds
Start I Stop I Cancel |

5. The Total calls that Call Router processed and Average response
time per call of this test will be shown in the Result fields.
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Route By Query Result

Route By Query Result

The routing target information can be retrieved from the database record.
This means that customers need to create (and maintain) far fewer rules to
process calls.

To accomplish this, rules have an additional Target action, Route by Query
Result, as shown in the following figure.

Rule Mame:

First Fiule

1. Build the Conditions for pour rule:

If Caller Info contains: IMatch one of these items j

Item | Data [IEEY
Ocaller 1D
O R Path
VR Data
O temMame

O Dnis

<| ]

CallR outer

2. Target action of the Rule:

[IHoute b Query Bezult j ]
0K I Cancel | Help

Some additional fields will need to be configured in the Data Source panel
when using this Target action.

 Data Retrieve from Uzer D atabase

Input the field name atd field pe server will get the field value from databaze

Field Mame I Field Type I Table I Purpose |
arget char Target

priority int Pricrity

kil int Skil

usErinfo char zerDiata
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A new column, Purpose, is now included, to retrieve data for multiple data
fields. It offers four options:

Target — Retrieves data for the call routing target (an extension number
or group number); this option is required for the Route by Query Result
action.

Priority — Retrieves data for the call priority value (optional)
Skill — Retrieves data for the call skill value (optional)

UserData — Retrieves data from the SQL query result and assigns that
data to the UserData field. UserData can be displayed in MaxAgent and
can be used by the SDK.

With these new options, Advanced Call Router can retrieve data from the
database to set the call transfer target, priority, skill level, and user data, so
that one rule can perform multiple actions.

When Advanced Call Router uses call information (Caller ID, IVR input,
IltemName, or DNIS) to query the database, it can receive one of the
following results:

No match — No matching records are found; Advanced Call Router will
continue to the next rule.

One match — One matching record is found; Advanced Call Router will
set the call properties (Priority, Skill, and UserData) if configured, and
then will route the call according to the target number in the record.

Mutliple matches — More than one matching record was found;
Advanced Call Router will set the call properties (Priority, Skill, and
UserData) if configured, and route the call according to the target
number in the first record.

While configuring rules, be aware of the following behavior:

If the target extension does not exist, then Advanced Call Router will
behave as if no match was found, and continue to the next rule.

If the Priority or Skill value is out of range (1-9), then the priority and skill
level will not be set. Instead, the original priority and skill level will be
used for the call.

If the query statement or the next rule is configured incorrectly, then
Advanced Call Router will behave as if no match was found and will
continue to the next routing rule. If the last rule is reached and no match
is found, then the default route will be used.

The next figure shows an example where calls come in with different IVR
tags. Advanced Call Router searches the database and then retrieves
Target field data for the destination extension.
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Advanced CallRouter {Connected to 127.0.0.1) - |EI|

Operation  Wiew Tool Help

Call Fouter History:

TimeStamp | Caller ID | IvR Path_| WR Data | Dris | Matching Record || Result |
1652 33-02/04/2014 4084160383 Ghé CR=1 14088566623 First Rule 101
1GEZ05-02/04/2014 4084160383 Ghd CR=4 14088566623 First Rule 104
1544:35-02/04/2014  40S4160383  Ghé CR=3 14088566623 First Rule 103
15 1451-02/04/2014 4084160383 Gbd CR=2 14088566623 First Rule 102
1514:32-02/04/2014 4084160383 Ghd CR=1 14088566623 First Rule 101
1512365-02/04/2014 4084160383 Ghd CR=1 14088566623 First Rule 101
1512:2902/04/2014 4084160383 Ghé CR=1 14088566623 First Rule 101
142502-02/04/2014  40S4160383  Ghé CR=1 14088566623 First Rule 101
14.2308-02/04/2014 4084160383 Gbd CR=1 14088566623 First Rule 101
Lonnect Dizconnect | Start I Stop Help

Routing Configuration Examples

This section contains three examples:
* “Example: Single Table, Single Purpose Field” on page 22
* “Example: Single Table, Multiple Purpose Fields” on page 24
* “Example: Multiple Tables” on page 26

Example: Single Table, Single Purpose Field

This example illustrates a configuration for a single table, which is designed
as follows:

Field Name Field Type Description

Source data that Advanced Call
Router will search for. The caller

ProductNumber Text could enter this string through the
Auto Attendant.
. The destination extension to which
Extension Text

the call will be routed.

Here is an example of the data in this table (the table name is Route Table):
Product Number Extension
5001 101
5002 102
5003 103
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In this scenario, the call router data source could be configured as shown in

the following figure:

IvrData DataSource ﬂ
DSH Password:
CallR outer I"
r— Condition
Match Condition: IMATEH ALLOFITEM l
Tag Mame | Field Type | Table Mame |
ProductD 3 char routetable
1
where ;I

r— Drata Retrieve from L ser Database

Input the field name and field type server will get the field value from database

Field Mame | Field Type | Purpoze |
char Target
3
— SOL Query Sentence:

data.

Select routetable. productnumber, extension, skill priority From routetable ‘Where ;I
routetable. productnumber=iiProduct] D

Mate: In run time, the wariable like @ will replace by the value get from user ive

-]

1 — Use "ProductID" for the IVR tag. Advanced Call Router uses this IVR
input data as the source to search the database.

2 — Use "productnumber” for the Product Number field value. The first
record that matches the entered product number will be used.

3 — Use "extension" for the routing target. This tells Advanced Call Router
to retrieve this field from the matching record and use that data as the call's

routing target.

Advanced Call Router will use the IVR tag name called ProductID to search
the ProductNumber field in the Route Table table. When a matching record
is found, Advanced Call Router will use the data in the Extension field as the
call's routing target. In this scenario, the automated SQL query statement

suffices; no additional search criteria are needed for the target information.
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Example: Single Table, Multiple Purpose Fields

In this example, assume we have a single table, designed as follows:

Field Name Field Type Description

Source data that Advanced Call
Router will search for. The caller

ProductNumber | Text could enter this string through the

Auto Attendant.
Extension Text The destipation extension to which
the call will be routed.
Priority Number The call priority.
Skill Number The required skill level for the agent.
Here is an example of the data in this table (the table name is Route Table):
Product Number Extension Priority Skill
5001 101
5002 102
5003 103

The call router data source could be configured as shown in the following
figure:
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IvrData DataSource ﬂ
DSH User Mame: Password:
CallR outer IAdmin I"
r— Condition
Match Condition: IMATEH ALLOFITEM l
Tag Mame | Field Type | Field M ame | Table Mame |
char routetable
1 2
where

L 1]

r— Drata Retrieve from L ser Database

Input the field name and field type server will get the field value from database

Field Mame | Field Type | Table Mame | Purpoze |

extenzion char Target

kill int Skil

pririty int Friority

— SOL Query Sentence:

Select routetable. productnumber, extension, skill priority From routetable ‘Where ;I

routetable. productnumber=iiProduct] D
e

Mate: In run time, the wariable like @ will replace by the value get from user ive

data.

1 — Use "ProductID" for the IVR tag. Advanced Call Router uses this IVR
input data as the source to search the database.

2 — Use "productnumber” for the Product Number field value. The first
record that matches the entered product number will be used.

3 — Use "extension" for the routing target, "skill" for the call skill level, and
"priority" for the call priority. Advanced Call Router retrieves these values
from the matched record and uses the values to route the call and set call
properties.

In this case, the program-generated query statement is enough; no
additional search criteria are needed.
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Example: Multiple Tables

In this example, assume we have two tables: Route Table for route
information and AgentTable for agent information. Here are the fields in the

RouteTable table:
Field Name Field Type Description
Source data that Advanced Call Router
ProductNumber | Text will search for. The caller could enter this
string through the Auto Attendant.
s The destination to which the call will be
Destination Text
routed.
Here is an example of the data in this table:
Product Number Destination
5001 1001
5002 1002
5003 1003
Here are the fields in the AgentTable table:
Field Name Field Type Description
Destination Text The transfer destination.
Extension Text The destination extension number.
Priority Number The call priority.
Skill Number The required skill level for the agent.

Here is an example of the data in this table:

Destination Extension Priority Skill
1001 101 1
1002 102
1003 103

Both tables have a "Destination" field, which will be used to link records of

26

the two tables.
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The call router data source could be configured as follows:

IvrData DataSource ﬂ
DSH User Mame: Password:
CallR outer IAdmin I"
r— Condition
Match Condition: IMATEH ALLOFITEM = l
Tag Mame | Field Type | Field Mame | Table Mame |
ProductiD char productrumber
1
Where and routetable. destination = agenttable. destination ) ;I
3 [~
r— Drata Retrieve from L ser Database
Input the field name and field type server will get the field value from database
Field Mame | Field Type | Table Mame | Purpoze |
extenzion char ‘agenttable Target
skill int agenttable Skill
pririty int agenttable Friority
2
— SOL Query Sentence:
Select -~
routetable. productnumber, agenttable. extension, agenttable. skill agenttable. prio
ity From routetable, agenttable Where routetable. produc thumber=(@Product| D
and routetable. destination = agenttable. destination _I
-

1 — Use "routetable" in the Match Conditions list. Advanced Call Router will
search IVR data from this table.

2 — Use "agenttable" in the Data Retrieve from User Database list. This
specifies the data to be retrieved from the second table.

3 — Enter additional search criteria in the "Where" clause. This will be used
to link AgentTable with RouteTable.

Note: You can also create a view, to make the SQL query simpler.

Route by Query Results Limitation

When using Route by Query Result, multiple match conditions (IVR data,
caller ID, DNIS, etc) are not supported.
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Rule Mame:

First Rule

1. Build the Conditions for your rule:

I Caller Info contains: IMatch one of these items j

Itern ||Data | D5
O cCaller 1D
O vR Path

CallFouter

O itemMame
O onis
| I

2. Target action of the Rule:

IHoute b Guery Result j

Testing SQL Server Database

To test SQL server database access performance of Call Router:
1. Add a database for the SQL server.

For example, for a database “calldb” and table name “RTMCALL”,
10,000 records are added to the table.

—_[ModeTn SeszienlD InternalCall _|Direction Startline [EndTime [CallerType [CallerFad___a]
2] L03T0405 0 z 1039575519 1039575521 12 0223

B 1030470408 0 2 1039575527 1039575528 12 0223

] B 1052470407 0 4 1039575535 103957557 12 0zz3

H: 1039470408 il 2 1039575543 103ESTISIS 12 gz23

] B 1039470402 0 2 1039575551 1039575553 12 0223

B 1039470410 0 2 1039575559 1039575581 12 ]

B 1038470411 o z 1039575567 1038575580 12 0223

! 1039470412 0 z 1039575575 1039575577 12 0zz3

H: 1030470413 0 2 1039575583 1039575525 12 0223

Bl 1039470414 0 z 1039575591 1035575555 12 0223

o 10370415 0 z 1039575599 103957IE0L 12 0223

] i 1039470418 0 2 1039575607 1039575808 12 0zz3

[ I 10370417 0 2 1039575615 1039579817 12 0223

B 1038470418 o 2 1039575623 1038575828 12 0223

. 1033470413 0 2 1039575631 1038579833 12 0223

H: 1039470420 o 2 1039575639 LozEsTEAL 12 0223

ol 1039470421 0 2 1039575647 1039575549 12 0223

H: 1039470422 0 z 1039575655 107957IEST 12 0223

] B 1039470423 0 2 1039575663 1039579885 12 0zz3

i 1039470424 0 2 1039575671 1039579873 12 (]

B 1030470428 o 2 1039575679 1030575881 12 0223

. 1039470428 0 2 1039575607 1035579858 12 0223

R 1039470427 o 2 1039575695 1038575557 12 0223

Bl 1039470428 0 z 1039575703 1038575705 12 0223 -

A »

Note: Because the data of DDR request has been hard coded, if you want
a rule match, you need to add the record to the table. The caller ID
of test request will be “1039470405.” IVR Path of test request will
be “0&9.”

To use the “Sessionld” field in the table to match caller ID of the
request, you must add a record to the table and set the Sessionld
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value to “1039470405”. Then during match process, the matched
result will be true.

2. Add a data source to “ODBC” configuration in Windows.

€"0DBC Data Source Administrator | i |
Tracing I Connection Fooling I About I
User TSH System DSH | File DSH | Drivers

System Data Sources:

Mame | Diriver | Add... |
ARCDR Microzoft Access Driver [*.mdb)
ARRTMCal  Microzoft Access Driver [*.mdb) Remave |
ALRTMStat  Microsoft Access Driver [*.mdb]
LocalServer  SOL Server
Lest Microzoft Access Driver [*.mdb)

SOL Server

An DDBC System data source stores information about how to connect to
the indicated data provider. A System data source iz vizible to all uzers
on this machine, including MT services.

The “TestSQL” is the newly added data source. This data source is
connected to the SQL server’s “calldb” database.

3. In Call Router, add a rule to access database.
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CallerId DataSource x|

Hame: User Hame: Password!
[restsql [sa fex
~Condition
Caller 0 | Fiald Typs | Fiald Hana | Tablo Hame |
Caller ID char sessionid rimaall
¥here [

B L

~Data Retrieve from User Database
Input the field name and field type, server will get the field
value from databaze
Fisld Bame | Field Type | Table l
callerpad char rimeall

SQL Query Sentence:

elect rimcall. sessionad, rimcall, callerpad From rimecall d
here rimcall. sessionid = GCallerID

-]

Hete! In run time, the BCallerID will replace with digits we gel
from Caller

You can change the rule configuration to fit your own conditions.

During the test, Call Router will use this rule to match the DDR request.
When using this rule, Call Router will access the SQL server to execute
the SQL query.
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