[image: image1][image: image2.jpg]explic-IT

eeeeeeeeeeeeeeeeeeeeeeeeeee



== FOR DEMONSTRATION ONLY ==


Exercise 1: Create Sites
A. Create a Site for your administration training session, just below the Super Site of the environment you are using. Name it with the name of your company /  organisation, followed by an underscore (”_”) and your initials

Example: if the name of your organisation is ACME and your name is John Smith, name the Site : ACME_JS

We will use this Site as your own “Super Site”. This will allow you to simulate an overall configuration while working concurrently with other attendees.

In the instruction of this exercise and the ones to follow, the Site you’ve just created will be referred to as the Training Super Site.  It will act as a Super Site for the rest of the session
B. Under your training Super Site, design an appropriate Site structure for the following organisation:
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Details on the organisation and Sites:

· The organisation is a European distributor of security products. The UK structure, which hosts the headquarters for historical reasons, coordinates key call centre facilities for the other European countries it supports. In particular:

· The Security Helpdesk answers Customers’ incident tickets (firewall outage, web filtering rule modification request…). Several languages are supported, with various levels of skills within the helpdesk

· The marketing division coordinates the European branding efforts and allocates national marketing MDF funds and funding requests

· The organisation has 2 main entities: 

· One in Manchester, where the Sales Operations are based

· One in Reading, which is the result of a corporate merger

· For historical reasons, the European ICT Helpdesk resides in Manchester

Details on the Sites:

All the Agents are already created in Contact Central. You do not need to create any login at this stage.

	Super Site

	Agents
	Andy Kolev

Doug Wiles

Paul Salinger

	Supervisors
	Andy Kolev

Doug Wiles

Paul Salinger

	Release codes
	None

	Wrap codes
	Resolved

Transferred to marketing

Transferred to Security helpdesk

Transferred to ICT

	Comments
	


	Sales Operations

	Agents
	None

	Supervisors
	Stuart Fisherman
Niall Mc Call 

	Release codes
	None

	Wrap codes
	None

	Release codes
	None

	Comments
	· Stuart Fisherman acts as local administrator for any call routing change made in the Manchester office

· Niall Mc Call is the Office Director. He supervises all Call Centre activities from a business perspective


	Major Accounts

	Agents
	Tim Wager

Linda Gnome

Dave Wiggles

	Supervisors
	Dave Wiggles

	Release codes
	Short break

Review meeting

Lunch

	Wrap codes
	Lead logged

Transferred to SME

Wrong call

	Comments
	Dave Wiggles is the Sales Manager. He supervises all Sales operations


	Retail and SME accounts

	Agents
	Colin Mc Gregor

Amanda Barnes

Melinda Evans

Dave Wiggles

	Supervisors
	Dave Wiggles

	Release codes
	Short break

Review meeting

Lunch

	Wrap codes
	Lead logged

Transferred to Major Accounts

Wrong call

	Comments
	


	European ICT helpdesk

	Agents
	Stuart Fisherman

Don McKee

Marc Bellanger

	Supervisors
	Stuart Fisherman

	Release codes
	Short break

Review meeting

Lunch

	Wrap codes
	Issue logged

Escalated

Resolved

	Comments
	In addition to his role as call centre administrator, Stuart’s ongoing responsibilities include the resolution of standard IT related issues


	European Call Centre

	Agents
	

	Supervisors
	Marc Bellanger

	Release codes 
	None

	Wrap codes
	None

	Comments
	Although he is based in Manchester, Marc is responsible for any call centre change for the Reading office. Marc will not answer any call in Contact Central.


	Security Helpdesk

	Agents
	Sebastien Picard (first line, French and English)

Laurent Kioussa (first line, French, English  and German)

Ron Sirst (first line, English and German)

John Himble (second line, French English, German) 
Anne Benchak (second line, French and German)

	Supervisors
	John Himble

	Release codes
	Short break

Review meeting

Lunch

	Wrap codes
	Issue logged

Escalated to vendor

Resolved

	Comments
	


	Marketing Division

	Agents
	Marilena Sanchez (junior analyst)

Amanda Tales (Manager)

	Supervisors
	Amanda Tales

	Release codes
	None

	Wrap codes
	Fund request

Campaign feedback

	Comments
	


Naming convention for the users: 1st letter of the first name + last name, in upper case.

Example: John Smith => JSMITH

If you need to create a user with the same initials, add a number in front of the login


Example: Joshuah Smith => JSMITH1

Password: same as user name

To get this exercise right:

· Be methodical in your entries. This training is built to help you develop good methodologies. We will be directive about the steps you should follow initially, and will give you more flexibility and creativity in the next exercises

· Create all the sites first, without any Agent, Supervisor or Code. Following this, use the tree navigation in the left window and go from one Site to the other using the navigation thread
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