Meridian Basic System Diagnostics 

Guide Notes 

This Document is designed as an aide-memoir only. It is NOT designed to replace any Formal Meridian 1 Training or Documentation. 
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1. COURSE OBJECTIVES 

This course is designed for personnel responsible for administering and maintaining the Meridian 

system. It provides the necessary skill sets to identify faults on Meridian end user equipment i.e. 

phonesets. 

LEARNING OBJECTIVES: 

Upon successful completion of this course, you will be able to: 

.. Understand alarms 

o System 

o Console 

o Types / Categories 

.. Understand error messages 

.. List the history file 

.. Identify phoneset types 

.. Understand basic cabling systems 

.. Fault diagnosis – phonesets 

o Use of overlays 

o Physical 

.. Fault diagnosis – trunks 

o Use of overlays 

PREREQUISITE KNOWLEDGE:  

Basic understanding of Meridian Administration 

2. MERIDIAN PLATFORMS 

There are currently 12 different Meridian platforms, categorised by Option and Processor Type. 

To check the Machine Type use the following prompts: 

LD 22 

REQ - ISS - Request Issue 

Response - Version XXXX - Machine Type 

 Release YY - Software Generic 

 Issue ZZ - Software Release 

The Machine Types are: - 

XXXX = 

1411 OPT 11 or 11E Fox Processor 

2111 OPT 11C Fox 2 Processor (CP1) 

1011 OPT 21 Fox Processor 

1311 OPT 51 Omega Processor 

1711 OPT 51C Thor CP1 Processor 

2211 OPT 51C Thor CP2 Processor 

1111 OPT 61 Omega Processor 

1811 OPT 61C Thor CP1 Processor 

2311 OPT 61C Thor CP2 Processor 

1211 OPT 71 Omega Processor 

1611 OPT 81 / 81C Thor CP1 Processor 

1911 OPT 81 / 81C Thor CP2 Processor 

2.1 Determining The System Package 

LD 22 

REQ - PRT 

TYPE PKG 

Response System packages printed 

2.2 Listing The System Patches 

LD 22 

REQ - ISSP - Request Issue 

Response - Version XXXX - Machine Type 

 Release YY - Software Generic 

 Issue ZZ - Software Release 

 In service patches now follow 

2.3 Patch Listing from Release 20 

LD 22 

REQ - ISSP (Print Issue & Patches) 

Response - Prints the Machine Type & S/W Release followed by a list of all the 

In-service Patches. 

For Example: 

 Version 2111 

 Release 22 

 Issue 16 + S/W Enhancement 1.0 

 In-service Patches : 2 

 PAT# PRS Auth ID Name Date Filename 

 00 BV30928 19/APR/97 p03943 28/8/97 p03943.LOC 

 01 BV51245 21/FEB/97 p07742 28/8/97 p07742.LOC 

The above OPT 11C has 22.16 S/W and 2 Patches, 3943 & 7742 – In-service since 28/8/97 

2.4 Finding The Tape / Site id. 

LD 22 

REQ - TID 

Response - Prints the system/tape id 

3. ALARMS 

Alarms status summaries are printed by LD 2. System alarms are based on various fault monitors and indicators. The category of the alarm indicates the severity of the system failure: 

.. A major alarm requires immediate action by the system administrator. It indicates a fault that seriously interferes with call processing. 

.. A minor alarm requires attention, but not necessarily immediate attention by the system administrator. It indicates the system hardware or software has detected a fault requiring attention. 

.. A remote alarm can require attention by the system administrator. It is an optional extension of a major alarm to another location, such as a monitoring or test center, or to an indicator, such as a light or bell. 

3.1 System Reporting 

Diagnostic software programs monitor system operations, detect faults, and clear faults. Some programs run continuously and some are scheduled. 

Overlay programs, such as the Input/Output Diagnostic and Common Equipment Diagnostic, are used as Midnight and Background Routines or for interactive diagnostics. Overlays are loaded from the system disk and are run as scheduled or upon request. 

3.2 Hardware Faceplate Displays 

The faceplates on some circuit cards include Light Emitting Diodes (LEDs) or maintenance displays. These devices provide hardware status and fault information. 

The LED on the faceplate of a circuit card gives a visual indication of the status of the card or of a unit on the card, as follows: 

.. When a green LED is steadily lit, it indicates the card is operating normally.  

.. When a green LED is off, it indicates the card is disabled or faulty.  

.. When a red LED is steadily lit, it indicates the card or a unit on the card is disabled or faulty.  

.. When a red LED is off and power is available to the card, it indicates the card is operating normally. 

Maintenance displays on circuit cards present hexadecimal or text codes that indicate sysload status, component faults, or self-test codes. The particular codes presented vary by circuit card.  

All codes received on common equipment displays are recorded in the System History File.  

System messages, along with indicators such as maintenance display codes and LED indicators, identify faults in the system. 
System messages are codes with a mnemonic and number, such as PWR0014. The mnemonic identifies an overlay program or a type of message. The number identifies the specific message. 

3.3 System History File 

The system writes messages to the History File, reducing the need for on-site TTY facilities. The contents of the file, which survive a sysload, are available for problem diagnosis and can be printed at any time. Printed History File messages are prefixed by a percent sign (%) to differentiate them from normal TTY printed output. 

The LD 22 print routine supports View History File (VHST) for selectively viewing and/or printing System History File (and Traffic Log File) contents. VHST provides a comprehensive set of commands for this purpose. 

 The types of messages stored in the History File are specified on a system basis in LD 17 and can include the following:  

.. Maintenance messages 

.. TTY logins and logouts  

.. Regular hourly time stamps 

.. Service change messages, including LD commands and SCH messages 

.. Customer service change messages, including Attendant Administration and Automatic Set Relocation 

.. Traffic reports and messages (unless traffic messages are directed to a separate Traffic Log File) 
.. Software error messages 

The messages stored are specified on a system basis and can be one or more of the following types: 

 .. customer service changes (CSC) 

.. maintenance messages (MTC) 

.. service changes (SCH)  

.. software errors (BUG) 

.. initialization and sysload messages (INI and SYS) 

3.4 Checking The HEX DISPLAY  

LD 35 LD 135 for OPT 51C, 61C, 81 & 81C 

REQ - DSPL View Maintenance (HEX) Display 

Investigate any Codes given.  

Note…This Command is NOT available on the OPT 11C  
3.5 Common Causes of Alarms.  

These are normally - TTY's, PRIs, Clocks & System Monitor 

LD 37 

 STAT - Gives the status of all TTY's 

STAT XSM - Gives the status of the System Monitor on the Large Meridians 

LD 60
 STAT  - Gives the status of all the T1s. 

LD 60 

 SSCK 0 - Status of the System Clock Number 0.(Option 11 & 51 only) 

SSCK 1 - Status of the System Clock Number 1. (Option 61/71/81) 

If all else fails, Print the History File  

LD 22 

REQ - PRT 

TYPE - PHST   

3.6 Clearing a Minor Alarm 

A Minor Alarm presents itself as an MN in the bottom right-hand corner of the switchboard Console LCD. 

For Omega & Fox Machines: 

LD 35 or LD 37 or LD 60
REQ - CMIN 0 

 or CMIN ALL 

For THOR Machines, 11C, 51C, 61C, 81 & 81C  

LD 135 or LD 37 or LD 60
 Depending on the Release of Software, the Command is:  

REQ - CMIN 

 or CMIN 0 

 or CMIN ALL 

3.7 Clearing Major Alarm s(MJ) 

Major Alarms are relatively uncommon, only a Power Failure will generate one. However, Messages generated following a Power Failure, BSDO90 etc can only be stopped by clearing the Major Alarm 

 LD 35 LD 135 for Thor Machines 

 REQ - CMAJ 

 - CMIN 0 

 or CMIN (… Depending on Software Release) 

4. EXTENSION RELATED PROBLEMS  

When dealing with Extension problems you will need three basic pieces of information:  

1. 1. The TN - Terminal Number in the Format: 

.. Card Unit - For OPT 11's 

.. Loop Shelf Card Unit - For Large Meridians 

2. The State of the TN  

3. The Type of Telephone 

This information can be obtained from the following Overlays, but NOTE … OVERLAY LINKING was introduced from Software Release 20 onwards. So, if any of OVL's 10, 11 or 20 is loaded, any command from any of the Overlays, plus some activities from OVL 32, can be performed. 

 If this feature is available on the Switch you are working on, you will notice a colon (:) after some of the prompts. 

For example REQ : 

4.1 Common Requests: 

To find the TN for an Extension LD 20 

To Print an Extensions Details LD 20 

To reset a TN or Card LD 32 

To test a DIGITAL Extension LD 30 

To trace an Extension LD 80 

To trace a TN LD 80 

4.2 Other Activities: 

To reset a Key on an Extension LD 11 

To change other Features LD10 or 11 

To Clear "2317" Set Corruption LD 32 

4.3 Finding An Extension TN 

LD 20  

REQ - PRT 

TYPE - DNB Directory Number Block 

CUST - 0 

DN - XXXX The Extension DN 

Response - Gives the Type of Tele and the TN(s) that the specified DN appears on 

4.4 Printing Extensions Facilities 

LD 20 

REQ - PRT 

TYPE - TNB TN Block 

TN - L S C U TN 

Response - Full Programming for the specified TN 

4.5 To Stat / Reset a TN or Card 

To reset a TN 

 LD 32 

 REQ - STAT L S C U (TN) 

Response - IDLE, BUSY etc 

REQ - DISU L S C U (Disable TN) 

Response - . 

REQ - ENLU L S C U (Enable TN) 

Response - . 

To reset a Card 

LD 32 

REQ - STAT L S C (Card) 

Response - Status of every Port on the Card & the Type of Telephone connected to the 

Port. 

REQ - DISU L S C (Disable Card) 

Response - . 

REQ - ENLU L S C (Enable Card) 

Response - . 

4.6 To test a Meridian Digital Extension 

LD 30 

 REQ - UNTT LSCU (TN) 

Response - OK or LSC - U - If Faulty 

The Fault could be: 1. Tele 

 2. TN 

 3. Faulty Wiring 

 4. Reversed Wiring 

4.7 To identify a Meridian Digital Extension 

LD 32 

 REQ IDU TN X X 

4.8 To Trace an Extension 

LD 80 

 REQ - TRAC 0 XXXX Trace Extn XXXX of Customer 0 

Response - IDLE TN or Call Details 

4.9 To Trace a TN 

LD 80 

REQ - TRAC L S C U Trace TN on OPT 21 - 71 

Response - IDLE, State of all Keys, or Call Details 

or 

REQ - TRAC C U Trace TN on OPT 11 

4.10 To Reset a Key on an Extension 

If a Facility Key on an Extension is NOT functioning or Locked Up, it can often be fixed by a Reset 

as follows: 

 LD 11 (Overlay for Programming Digital Extensions) 

REQ - CHG - Change 

TYPE - XXXX - Enter Type of Tele: 2006, 2008, 2616 or 2216 

TN - L S C U - or C U - if OPT 11 

ECHG - YES - Answer YES to Easy Change Request 

ITEM - KEY X NUL - NUL the Faulty Key Number X 

Key - < CR > 

ITEM - < CR > 

REQ - CHG - Now repeat the procedure to restore the original Programming 

TYPE - XXXX 

TN - As before 

ECHG - YES 

ITEM - KEY X YYYY - Input Original Setting 

KEY - < CR > 

ITEM - < CR > 

4.11 To change Other Features 

Use the same Easy Change procedure, but if the Extension is a 500 (Analogue) Set: 

LD 10 (Overlay for Programming Digital Extensions) 

REQ - CHG - Change 

TYPE - 500 - Analogue Set 

4.12 All Extensions DTN 

If all 500 Sets have DTN, the problem may be faulty MF4 Receivers. (XTD’s). To Test / Reset 

XTD’s, first identify the Card(s). 

LD 20 

REQ - PRT 

TYPE - XTD 

TN - < CR > 

Response - Lists XTD TN’s 

LD 20  

REQ - DTR X Where X = The Card Number 

Response - Tests all the XTD TN’s on Card X and outputs the results. 

4.13 To Reset the Card 

LD 34  

REQ - DISR X X = Card Number (Disable Receiver) 

Response - . 

REQ - ENLR X X = Card Number (Enable Receiver) 

Response - XMI Message whilst Card Resets & Self Tests. 

REQ - DTR X Confirm all OK 

5. TRUNK RELATED PROBLEMS 

.. To find the Trunk Route(s) for a Dialled Access Code 

.. To Identify all the Trunks and Trunk Routes on a System 

.. To trace a Trunk Route 

.. To trace an Individual Trunk TN 

 5.1 Trunk Route – To find the Route for a Dialled Access Code 

LD 20  

REQ - PRT 

TYPE - DNB Directory Number Block 

CUST - 0 

DN - XX Dialled Access Code 

Response - XX AC1 go to OVL 90 

 or AC2 go to OVL 90 

 or CDP DSC go to OVL 87 

 or CDP TSC go to OVL 87 

LD 90 LD 87 

REQ - PRT REQ - PRT 

CUST - 0 CUST - 0 

FEAT - NET (Network) FEAT - CDP Co-ordinated Dialling Plan 

TRANS - AC1 or AC2 TYPE - DSC or TSC - Distant Steering Code 

 - Trunk Steering Code 

TYPE – SPN (Special Number) DSC or TSC – XX 

Response - Lists all patches # - STT 

 PAT # - < CR > 

 Response - List of patches 

LD 86 

REQ - PRT 

CUST - 0 

FEAT - RLB (Route List Block) 

RLI - YY 

Response - A list of the Trunk Routes in the Order 

 in which they will be selected. 

5.2 To identify all Trunks and Trunk Routes on a System 

LD 21 

REQ - LTM List Trunk Members 

CUST - 0 

ROUTE - < CR > 

ACOD - < CR > Dialled Access Code 

Response - Lists all the Trunks & Routes for the Specified Customer 

5.3 to list the Set-up of a Particular Trunk Route 

LD 21 

REQ - PRT 

TYPE - RDB Route Data Block 

CUST - 0 

ROUTE - X Route Number 

Response - Prints the data for the specified Route 

5.4 To Trace a Route 

Note the ACOD Number of the Trunk Route from the RDB printed in LD 21 

LD 80 

REQ - TRAC 0 YYYY Where 0 is the Customer Number 

 And YYYY is the Route ACOD 

Response - Lists all the Trunk TN’s in the selected Route with the Status of each. 

5.5 To Trace an Individual Truck TN 

LD 80 

REQ - TRAC L S.C.U Trace Analogue Trunk on an Option 21 - 71 

Response - IDLE or Call Details 

or REQ - TRAK C U Trace Analogue Trunk on an Option 11 

or REQ - TRAD C U Trace Digital Trunk on all Options 

5.6 To Reset a DTI or PRI Link 
Explanatory Schematic:  DELETE THIS SCHEMATIC
LD 60
REQ - STAT  
Response - Status of all T1's ( Note Channel 24 may show an associated D Channel)
REQ - STAT DDCS 

Response - Status of all DDCS's  - DELETE THIS
5.7 To Reset a Disabled T1: 

REQ - DISL X - Disable T1 Loop Number X if NOT already in the 

DSBLed state 

Response - OK 

REQ - DIS DDCS Y - Disable DDCS Number Y 

Response - OK  - DELETE THIS
REQ - ENLL X - Enable T1 Number X 

Response - OK 

REQ - ENL DDCS Y - Enable DDCS Number Y 

Response - OK - DELETE
REQ - STRT X - Start DDSL Number X 

Response - DTM 301 X - Restarted OK  - DELETE THIS
It the T1 has an associated D Channel, this must be disabled first before the T1 Loop can be disabled:

LD 96
STAT DCH

Response – Shows status of all D channels

DIS DCH xx ( xx = D Channel number indicated on T1 channel 24)

Response – DCH xx RLS

Proceed to restart T1 Loop in LD 60
LD 60 

SSCK 0 - Status of the System Clock Number 0.(Option 11 & 51 only) 

SSCK 1 - Status of the System Clock Number 1. (Option 61/71/81) 

DDCS DDSL 

Speech Loop Mega -Stream 

Interface DDCS Number = Loop Number 

Mega-Stream - DELETE
Note the DDSL Number 

5.9
5.8 DDSL - DDCS Pairing 

To find the DDCS for a known DDSL 

LD 74 

REQ - PRT 

TYPE - DDSL 

DDSL - DDSL Number 

Response - Prints DDSL Set Up 

  To find the DDSL for a known DDCS 

You can print out all the DDSL's as above, but it is quicker to print the TNB of one Trunk. For 

example; if the DDCS is 2: 

LD 20 

REQ - PRT 

TYPE - TNB TN Block 

TN - 2 1 TN of a Trunk on the DDCS 2 

Response - Full Programming for the Trunk TN, which will include the DDSL No. – DELETE ALL THIS
6. TTY PORTS 

TTY’s are the SDI (Serial Data Interface) Ports used for Teletypes Some TTY’s use ESDI (Extended Serial Data Interfaces) 

 LD 37  

REQ - STAT 

Response - Lists all the TTY Ports and their Status 

6.1 To Enable a Disabled TTY 

REQ - ENL TTY X - Enable TTY X 

Response - Enabled OK 

 Or - IOD41 X - Failed to enable – TTY Faulty 

 Minor Alarm displayed on Console 

Or - IOD030 X - TTY is an ESDI Port and will have to be enabled in LD 48 

LD 48 

REQ - STAT ESDI 

Response - List of all the ESDI Ports 

REQ - ENL ESDI X 

7. SERVICE CHANGE OVERLAYS  

5656Dial ToneDetectorDial ToneDetectorDial ToneDetectorSuperloopConfigurationSpeedCallGroupCallSystemSpeedCallHotlineListGroupHuntPreTransitionFirmwareCadenceTableFlexibl

Tone andCadenceTBARsFlexibleDialTone DetDataRouteAccessRestrictTableMasterCadenceTableCustomerDataBlock13131722979718201521SystemConfigurationFlexibleFeatureCodes577AutomaticCallDistribution2323GroupDo NotDisturb262693935858MultiTenantServiceRadioPagingDISA2424RouteDataBlock1621New FlexibleCodeRestrictions4949ElectronicSwitchedNetwork86/87/9086/87/90AuthorisationCodesScheduledAccess Rest’ns8888DigitalTrunkInterface7373Trunk DataBlocksAWR COT DIDMUS PAG RANTIE ISA142010/11/20500(Analogue)

Sets12M2550AttendantConsolesM2xxx(Digital)

FeatureSets2050CallPark5095Call PartyNameDisplay95NNNNChangeOverlayPrint 

OverlayKEYOther Useful Overlays22 DN/TN Matrix Print29 Memory Management81 Features Print82 Hunt Chain, Mult App Gp Print83 TN Sort and Print84/85 Set Designation Entry10/11/20 

8. DIAGNOSTIC OVERLAY PROGRAMS 

This list of overlays would not be complete without the diagnostic overlays. 

Automatic Trunk Maintenance LD 92 

Background Signalling and Switching diagnostic LD 45 

Call Detail Recording Diagnostic LD 40, 42 

Call Trace LD 80 

Common Equipment diagnostic LD 35 / LD 135
Conference Circuit diagnostic LD 38 

Conversion to new software LD 66 

DTI and PRI diagnostic LD 60 

Digital Trunk Maintenance LD 75 

Ethernet and C Processor Fault Management LD 117 

Equipment Data Dump LD 43 

Intercept Computer Update LD 51 

Input/Output diagnostic LD 37 

Intergroup Switch and System Clock Generator diagnostic LD 39 

Link (ACD) diagnostic LD 48 

Manual Print of peripheral messages LD 77 

Message Waiting Lamps Reset LD 61 

Multi-Frequency Server Diagnostics for AN 1 LD 46 

Multi-Frequency Signalling Diagnostic LD 54 

Network and Peripheral Equipment diagnostic LD 32 

Network and Signalling (loop Mtce) LD 30 

Primary Rate Interface D-Channel diagnostic LD 96 

Remote Equipment Datadump for Option 11C LD 143 

Set Time and Date LD 02 

Software Audit LD 44 

Telephone and Console diagnostic LD 31 

Tone and Digit Switch and Digitone Receiver diagnostic LD 34 

Trunk diagnostic LD 36, 41 

9. APPENDIX A – GLOSSARY of TERMS 

A 

ACD call - See Automatic call distribution call. 

ACD-DN - See Automatic call distribution directory number. 

ACD group - See Automatic call distribution group. 

ACD routing table - See Automatic call distribution routing table. 

Acquired resource - A resource configured on the switch that is under the control of the Symposium Call Center Server. Resources must be configured with matching values on both the switch and the Symposium Call Center Server. 

Activated script A script that is processing calls or is ready to process calls. 

Activity code - A number that an agent enters on his or her phoneset during a call. Activity codes provide a way of tracking the time agents spend on various types of incoming calls. They are also known as Line of Business (LOB) codes. 

Administrator - A user who is responsible for maintaining the Symposium Call Center Server. 

Agent - A user who is responsible for handling customer calls. 

Agent login ID - a unique identification number assigned to a particular agent. The agent uses this number when logging in. The agent ID is not associated with any particular phoneset. 

Agent to skillset assignment - A matrix that, when you run it, sets the priority of one or more agents for a skillset. Agent to skillset assignments can be scheduled. 

Agent to supervisor assignment - A definition that, when you run it, assigns one or more agents to specific supervisors. Agent to supervisor assignments can be scheduled. 

Application - A logical entity that represents a Symposium Call Center Server script for reporting purposes. The master script and each primary script have an associated application. The application has the same name as the script it represents. 

Associated supervisor - A supervisor who is available for an agent if the agent’s reporting supervisor is 

Unavailable. See also reporting supervisor. 

Automatic call distribution call - A call to an ACD-DN. ACD calls are distributed to agents in an ACD group based on the ACD routing table on the switch. 

Automatic call distribution directory number - Primary and supplementary DNs associated with an ACD group. Calls made to these DNs are distributed to agents belonging to the group, based on the ACD 

routing table on the switch. 

Automatic call distribution group - An entity defined on the switch for the purpose of call distribution. When a customer dials an ACD group, the call is routed to any agent who is a member of that group. 

Automatic call distribution routing table - A table configured on the switch that contains a list of ACD-DNs used to define routes for incoming calls. This ensures that incoming calls not processed by Symposium Call Center Server will be queued to ACD groups and handled by available agents 

C 

Call age - The amount of time a call was waiting in the system before being answered by an agent. 

Call destination - The site to which an outgoing network call is sent. See also call source. 

Call intrinsic - A script element that stores call-related information assigned when a call enters the Symposium Call Center Server. 

Call presentation class - A collection of preferences that determines how calls are presented to an agent. 

A call presentation class specifies whether a break time between calls is allowed, whether an agent can put DN calls on hold for incoming ACD calls, and whether an agent phoneset displays that the agent is reserved for a network call. 

Call priority - A numerical value assigned in a script that defines the relative importance of a call. If two calls are in the queue when an agent becomes available, and one call is queued with a higher priority than the other, the agent receives the higher priority call first. See also skillset priority. 

Call source - The site from which an incoming network call originates. See also call destination. 

Call treatment - A script element that enables you to provide handling to a call while it is waiting to be answered by a call center agent. For example, a caller can hear a recorded announcement or music while waiting for an agent. 

Call variable A script variable that applies to a specific call. A call variable follows the call through the system and is passed from one script to another with the call. 

Calling Line Identification - This is an optional service that identifies the telephone number of the caller. This information can then be used to route the call to the appropriate agent or skillset. 

Client - The part of Symposium Call Center Server that runs on a personal computer or workstation and relies on the server to perform some operations. 

Controlled directory number - A special directory number that allows calls arriving at the switch to be queued when the CDN is controlled by an application such as Symposium Call Center Server. When a call arrives at this number, the switch notifies the application and waits for routing instructions, which are performed by scripts in Symposium Call Center Server. 

Customer local area network (CLAN) - the LAN to which your corporate services and resources connect. The Symposium Call Center Server and client both connect to the CLAN. 

D 

DBMS - Database Management System 

Deactivated script - A script that does not process any new calls. If a script is in use when it is deactivated, calls continue to be processed by the script until they are completed. 

Default activity code - The activity code that is assigned to a call if an agent does not enter an activity code manually, or when an agent presses the activity code button twice on his or her phoneset. Each skillset has a defined default activity code. 

Default skillset - The skillset to which calls are queued if they have not been queued to a skillset or a specific agent by the end of a script. 

Desktop user - A configured user who can log on to the Symposium Call Center Server from a client PC. 

Destination site - The site to which an outgoing network call is sent. See also source site. 

Dialled Number Identification Service - An optional service that allows Symposium Call Center Server to identify the phone number dialled by the incoming caller. An agent can receive calls from customers calling in on different DNISs and, if the DNIS is displayed on the phoneset, can prepare a response according to the DNIS. 

Directory number - The number that identifies a phoneset on a switch. The directory number (DN) can be a local extension (local DN), a public network telephone number, or an automatic call distribution directory number (ACD-DN). 

Directory number call - A call that is presented to the DN key on an agent’s phoneset. 

Display threshold - A threshold used in real-time displays to highlight a value below or above the normal range. 

DMS - Digital Multiplex Switch. 

DN - See directory number. 

DN call - See directory number call. 

DNIS - See Dialled Number Identification Service. 

Dynamic host configuration protocol - A protocol for dynamically assigning IP addresses to devices on a network. 

Dynamic link library - A library of executable functions or data that can be used by a Windows application. Typically, a DLL provides one or more particular functions and a program accesses the functions by creating either a static or dynamic link to the DLL. 

E 

ELAN - see embedded local area network. 

Embedded local area network - A dedicated Ethernet TCP/IP LAN that connects the Symposium Call Center Server and the switch. 

Emergency key - A key on an agent’s phoneset that, when pressed by an agent, automatically calls his or her supervisor to notify the supervisor of a problem with a caller. 

Event - An occurrence or action on the Symposium Call Center Server, such as the sending or receiving of a message, the opening or closing of an application, or the reporting of an error. Some events are for information only, while others can indicate a problem. Events are categorized by severity: information, minor, major, and critical. 

F 

First-level threshold - The value that represents the lowest value of the normal range for a statistic in a threshold class. The system tracks how often the value for the statistic falls outside this value. 

G 

Global settings - Settings that apply to all skillsets or IVR ACD-DNs that are configured on your system. 

Global variable - A variable that contains values that can be used by any script on the system. The value of a global variable can only be changed in the Script Variable Properties sheet. It cannot be changed in a script. See also call variable, variable. 

I 

In calls key - The key on an agent phoneset to which incoming ACD and Symposium Call Center Server calls are presented. 

Interactive voice response - An application that allows telephone callers to interact with a host computer using prerecorded messages and prompts. 

Interactive voice response ACD-DN - A directory number that routes a caller to a specific IVR application. An IVR ACD-DN must be acquired for non-integrated IVR systems. 

Internet Protocol address - An identifier for a computer or device on a TCP/IP network. Networks use the TCP/IP protocol to route messages based on the IP address of the destination. For example, 1.160.10.240 could be an IP address. 

L 

Local area network (LAN) – a computer network that spans a relatively small area. Most LANs connect workstations and personal computers and are confined to a single building or group of buildings. 

Local call - A call that originates at the local site. See also network call. 

Local skillset - A skillset that can be used at the local site only. See also network skillset, skillset. 

M 

M1 - Meridian 1 switch 

Master script - The first script executed when a call arrives at the Symposium Call Center Server. A default master script is provided with Symposium Call Center Server, but it can be customized by an authorized user. It can be deactivated but not deleted. See also network script, primary script, script, and secondary script. 

Meridian Mail - A Nortel Networks product that provides voice messaging and other voice and fax services. 

Meridian MAX - A Nortel Networks product that provides call processing based on ACD routing. 

Music route - A resource installed on the switch that provides music to callers while they wait for an agent. 

N 

NACD call - A call that arrives at the server from a network ACD-DN. 

NCC - See Network Control Center. 

Network call - A call that originates at another site in the network. See also local call. 

Network Control Center - The server on a Symposium Call Center Server system where NSBR is configured and where communication between servers is managed. 

Network Skill-Based Routing - An optional feature with Symposium Call Center Server that provides skillbased routing to multiple networked sites. 

Night mode - A skillset state in which the server does not queue incoming calls to the skillset, and in which all queued calls are given night treatment. A skillset goes into night mode automatically when the last agent logs off, or the administrator can put it into night mode manually. See also out-of-service mode, transition mode. 

Number Plan Area - Area code 

O 

Open Database Connectivity - A Microsoft-defined database application program interface (API) standard. 

Out-of-service mode - A skillset state in which the skillset does not take calls. A skillset is out of service if there are no agents logged on or if the supervisor puts the skillset into out-of-service mode manually. See also night mode, transition mode. 

Out-of-service skillset - A skillset that is not taking any new calls. While a skillset is out of service, incoming calls cannot be queued to the skillset. See also local skillset, network skillset, and skillset. 

P 

PBX - See private branch exchange. 

Pegging - The action of incrementing statistical counters to track and report on system events. 

Pegging threshold - A threshold used to define a cut-off value for statistics such as short call and service level. Pegging thresholds are used in reports. 

Performance Enhancement Package - A Symposium Call Center Server supplementary software application that enhances the functionality of previously released software by improving performance, adding functionality, or correcting a problem discovered since the original release. 

Personal directory number - A DN on which an agent can be reached directly, usually for private calls. 

Phoneset - The physical device, connected to the switch, to which calls are presented. Each agent and supervisor must have a phoneset. 

Phoneset display - The display area on an agent’s phoneset where information about incoming calls can be communicated. 

Position ID - 1. A unique identifier for a phoneset, used by the switch to route calls to the phoneset. 2. Referred to as Telephony/Port Address in Symposium Call Center Server. 

Primary ACD-DN - A directory number that callers can dial to reach an ACD group. 

Primary script - A script that is executed or referenced by the master script. A primary script can route calls to skillsets, or it can transfer routing control to a secondary script. 

Private branch exchange - A telephone switch, typically used by a business to service its internal telephone needs. A PBX usually offers more advanced features than are generally available on the public network. 

R 

RAN - recorded announcement 

RAN route - See recorded announcement route. 

Recorded announcement route - A resource installed on the switch that offers a recorded announcement to callers. 

Reporting supervisor - The supervisor who has primary responsibility for an agent. When an agent presses the Emergency key on the phoneset, the emergency call is presented to the agent’s reporting supervisor. See also associated supervisor. 

Route - A group of trunks. Each trunk carries either incoming or outgoing calls to the switch. 

S 

Script - A set of instructions that relates to a particular type of call, caller, or set of conditions, such as time of day or day of week. See also master script, network script, primary script, and secondary script. 

Script variable - See variable. 

Second-level threshold - The value used in display thresholds that represents the highest value of the Normal range for a given statistic. The system tracks how often the value for the statistic falls outside this value. 

Secondary directory number - A DN defined on the agent’s phoneset as a Centrex line for incoming and Outgoing non-ACD calls. 

Secondary script - Any script (other than a master, network, or primary script) that is referenced from a primary script or any other secondary script. There is no pegging of statistics for actions occurring during a secondary script. 

Server - A computer or device on a network that manages network resources. Examples of servers include file servers, print servers, network servers, and database servers. The Symposium Call Center Server is used to configure the operations of the call center. 

Service level - The percentage of incoming calls answered within a configured number of seconds. 

Service level threshold - A parameter that defines the number of seconds within which incoming calls should be answered. 

Simple Network Management Protocol - A set of protocols for managing complex networks. SNMP works by sending messages, called protocol data units (PDUs), to different parts of a network and then analyzing the responses. 

Site - A system using Symposium Call Center Server that can be accessed using SMI. 

Skillset - A group of capabilities or knowledge required to answer a specific type of call. 

Skillset priority - An attribute of a skillset assignment that determines the order in which calls from different skillsets are presented to an agent. When an agent becomes available, calls might be waiting for several of the skillsets to which the agent elongs. The server presents the call queued for the skillset for which the agent has the highest priority. 

Standby - In skillset assignments, a property that grants an agent membership in a skillset, but makes the agent inactive for that skillset. 

Supervisor - A user who manages a group of agents. See also associated supervisor, reporting supervisor. 

Supplementary ACD-DN - A DN associated with a primary DN. Any calls to the supplementary DN are Automatically routed to the primary DN. A supplementary DN can be a toll-free (1-800) number. 

Switch - The hardware that receives incoming calls and routes them to their destination. 

Switch resource - A device that is configured on the switch. For example, a CDN is configured on the switch, and then is used as a resource with Symposium Call Center Server. 

Symposium Call Center Server call - A call to a CDN that is controlled by the Symposium Call Center Server. The call is presented to the Incalls key on an agent’s phoneset. 

T 

TCP/IP - Transport Control Protocol/Internet Protocol. 

Telephony - The science of translating sound into electrical signals, transmitting them, and then converting them back to sound. The term is used frequently to refer to computer hardware and software that perform functions traditionally performed by telephone equipment. 

Threshold - A value for a statistic at which system handling of the statistic changes. 
Threshold class - A set of options that specifies how statistics are treated in reports and real-time 

displays. 

Transition mode - A skillset state in which the server presents already queued calls to a skillset. New calls queued to the skillset are given out-of-service treatment. 

Transport Control Protocol/Internet Protocol - The communication protocol used to connect devices on the Internet. TCP/IP is the standard protocol for transmitting data over networks. 

Treatment - See call treatment. 

Trunk - A communications link between a PBX and the public central office, or between PBXs. Various trunk types provide services such as Direct Inward Dialing (DID trunks), ISDN, and Central Office connectivity. 

V 

Validation - The process of checking a script to ensure that all the syntax and semantics are correct. A script must be validated before it can be activated. 

Variable - A placeholder for values calculated within a script, such as CLID. Variables are defined in the Script Variable Properties sheet and can be used in multiple scripts to determine treatment and routing of calls entering the Symposium Call Center Server. 

Voice port - A connection from a telephony port on the switch to a port on the IVR system. 

W 

Wide area network (WAN) - A computer network that spans a relatively large geographical area. typically, a WAN consists of two or more local area networks (LANs). The largest WAN in existence is the Internet. 

