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PURPOSE:
· To provide instructions on how to reassign an existing agent ID in the Avaya CMS application for a new employee that is designated to answer IVR queued calls.
SCOPE:
· This procedure applies to all functional areas that are a part of the IVR that handles external public telephone calls.  

RESPONSIBILITIES / EVENT DRIVER:
· Management of an area answering IVR calls is responsible for updating agent names on existing agent IDs as employees are assigned to answer calls.  Agent IDs are assigned to the work unit.  A new agent ID will be assigned if an employee moves to another work unit within the Clerk’s office that answers IVR calls.
PROCEDURE:

1. Login to the Avaya CMS Supervisor application.
2. Click on the open book icon or Commands and then Dictionary.
3. On the Operations tab, select Login Identifications and click ok.
4. Enter the agent login ID that needs to be changed.
5. Click on the flashlight button or select Actions and then Find One.  

A. If it locates the matching entry, the current agent’s name will be displayed in the Agent Name box.  
B. If it displays the message 0 matches found at the bottom of the window, verify that the correct agent ID was entered.

6. Type the replacement name in the Agent Name box.  The word Successful will be displayed at the bottom of the window when the name is saved.
7. Click on the Modify button (looks like a pen and paper) or select Action and then Modify. 
POLICIES / RELATED DOCUMENTS:

· N/A
TIME / VOLUME:

· N/A
FREQUENCY:

· As Needed
REPORTS / FORMS:

· N/A
DEFINITIONS:
· IVR:  Interactive voice response system utilized by the Clerk of the Court’s office to handle the distribution and answering of external customer telephone calls.  Calls are delivered to departmental queues when customers dial the main telephone number (602)37-CLERK. 
· Avaya CMS Supervisor:  A computer application that supervisors login to in order to manage calls that are delivered to the agents.

· Agents:  Staff from one of the thirteen areas in the Clerk’s office that are designated to answer public telephone calls.  
· Agent ID: Unique number assigned to an employee that is designated to answer calls that are delivered to them through the Clerk’s office IVR telephone system.
APPLICABILITY:
This procedure applies to management for staff that answer calls in the IVR system in the Clerk of the Court.
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