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NEXUS COMMUNITY in pursuit of 3C (Creation, Circulation, Contribution) - creating, circulating and

1. Digital Interaction Creator

contributing new value and knowledge- is a venture company composed of young people with enthusiasm.

* Challenging and creating new knowledge and value with vigor and passion
* Circulating the created knowledge and generating whole new value with knowledge share base

* Realizing happy lives through contributing the created value to the society

NEXUS COMMUNITY, as an expert in the Contact Center CTI solution, has led the Korean market for the
last 20 years and developed and provided the CTMP Suite in the global market including the U.S., Japan,

China, Taiwan, the Philippines, Malaysia, Thailand and Indonesia since 2001.

NEXUS COMMUNITY launched a next-generation CIM solution for the Contact Center, NEXUSCUBE in
2009 with unrivaled technology and a great wealth of experience of more than 10 years in this business.
NEXUSCUBE, the best CIM solution will lead our customers to desirable experience in purchasing the

product for the first time and promote them to buy the product again in the future.

That use of the contents of this manual are subject to change without notice, and are provided for
illustrative purposes only and may differ from the actual picture. Unless otherwise noted, the example

companies, such as name, data are not real data.

Of this manual in any form without the written permission of NEXUS COMMUNITY Unauthorized
reproduction in whole or in part, or is not available, NEXUS COMMUNITY of this manual shall not be

liable for technical or editorial errors or omissions shall not be liable for.
€ 2009 NEXUS Inc., All rights reserved.
Software products (all of the images included in the software product photographs, animations, video,

audio, music, text, etc.), the accompanying printed materials, a copy of the software, and the ownership

and copyright of NEXUS COMMUNITY. NEXUS COMMUNITY and in accordance with the license

agreement, and except as specified in the contract, the purchase of this manual does not means

patents, patent applications, trademarks, copyrights, intellectual property rights, such as the transfer of

NEXUS COMMUNITY of the product and the manual is protected by copyright law
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2. NEXUSCUBE Product Configuration

Effective Agent Management as well as the Call Routing is critical to provide pleasant experience to the first-

time customers and drive repeat purchase. NEXUSCUBE is a result of our commitment to the business

communication with customers. Through various media outlets, it provides all kinds of functions required in

communication with the customers in the most competent and effective way.

NEXUSCUBE [

MESSENGER

Messenger Program (Contact Center use)
: Rapid customer-care with reinforced two-way

communication functions.

nExuscuse )

INSIGHT

Real-time Center Monitoring Program
(Administrator use)

: Analyze any possible problems that can occur
during Center operation through thorough study
with enhanced functions such as Call Tracking

and Center Trend Analysis.

MNEXUSCUBE |

ERSONAL ‘.

Real-time Self-monitoring Program
(Agent use)
: Agent Status Monitoring in real-time and

Performance with enhanced statistical functions.

NEXUsCUBE [

REPORTER

Statistical Analysis Program

(Contact Center use)

: Provide analysis on any work or status
depending on the customers Beeds with various
Statistics, reports and graphs. As a result, there is

no need to customize per each customer.

nExusCUBE )

ADMINISTRATOR

Resource Management Program
(Administrator use)
: Provide the large amount of data in a

spreadsheet. Easy to read and edit the file.

MEXUSCUBE

CENARIO

| NEXUSCUBE Manual

Routing Scenario Organizing Program
(Administrator use)

: Support the efficient Policy Make in real-time
Call Transfer and Queue Monitoring with easy-to-

use functions such as drag-and-drop.
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3. NEXUSCUBE Installation and Execution

3-1. Installation
Install NEXUSCUBE.

It is strongly recommended to complete all Windows program before running the installation program.

Double-click [NEXUSCUBE] button.

A window of installation instructions appears.

Welgome to the NEXUSCUBE Setup Wizard

The installer will guide pou through the steps required to install MEXISCUBE on your computer.

‘WaRMING: This computer program is protected by copyright law and international reaties
Unauthorized duplication or distribution of this program, or any portion of it, may result in severe civil
or criminal penalties, and will be progecuted to the maximum extent possible under the law.

[ Click

Cancel < Back

{i§ NEXUSCUBE P [ o3
Select Installation Folder ‘-"
.é‘f’_ .
—

The installer wilhistall NEXUSCUBE to the following folder

Ta install in this folder, click "Next". Ta install to & different folder. enter it below or click “Browse'"

Falder:

[C:*#Program FilesWMNEXUS CornmunitytE XUSCUBEW Browse

Install NEXIUSCUBE for yourself, ar for angone who uses thiz computer.

& Evemone

© Just me

[ cick

P

Cancel ¢ Back

NEXUSCUBE installation wizard gives you a guide to the necessary procedure for installation.

Click [Next] button to continue the wizard.

The [selection screen of the Installation folder] appears.

With no changes, just click [Next] button.

Confirm Installation Installing NEXUSCUBE
Ly

The installer is ready ta install MEXUSCUBE on your computer.

Click "Mest" to start the installation.

Cancel < Back

‘8 NEXUSCUBE Manual

NERUSCUBE is be\%nsla"ed.

Flease wait...

< Back st >
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[Installation Confirmation] screen appears.

Click [Next] button to continue the installation.

As the installation goes on, the window shows the progression on installation.

-lEix]

Installation Complete %
=5

MEXUSCUBE has been successfullefastaled.

Click "Close" to exit.

Please use Windows Lpdate to check for any critical updates to the MET Framework.

Cancel < Back

When the installation is completed, [Installation Completion] window appears.

Click [Close] button to close the Installation window.

b

] s 1 ey L |

On the desktop, the shortcut icon is created as above.

3-2. Execution

Run the program either by clicking the shortcut icon on the desktop or executing the Windows Startup
Program.

3-2-1. Desktop Shortcut Icon

bl

) S L v Ll o |

Double-click the shortcut icon on the desktop to execute NEXUSCUBE.
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NEXUS UBE

Yer1.0518-=1.0518
Lpdate : Press 'Start' to begin update.
Total file : 0 Bytes ¥ 1410768 Bytes

| Detail | Setting | | start || End |

If updates are needed, proceed with the update as above.

NEXUS UBE

Yer1.04518-=1045149
Lpdate : Press 'Start'to begin update.
Total file : 0 Bytes ! 0 Bytes

| Satting | | start || End |

Wieww update hiskory (Click here ko see the update list.)
MEXUSCUBE-1.05.15 -

Felease notes:

- Bug fix for the stahble running.

Click [Detail] button to view the details on update.

Success I

L]
\""l«) Update Complete

When the update is completed, [Success] window pops up.

Click [OK] button to go to the login window.

m NEXUSCUBE Manual 6/23



Contact Center SMARTMATE 1

= NEXUS
' NEXUSCUBE Messenger [_ (O] X] =

Password
*

Saye password

fting &g

1.05.19

o
@©

wers

(11}

3-2-2. Windows Startup Program
To execute NEXUSCUBE, click [Start], [Programs] and [NEXUSCUBE] buttons in order.

N
B & Windows Catalog
- Internet _
g Internet Explon “ Windows Update
@I E-mail I 7z vfE !
Outlook Expres: @ RS »
“w.. e catalyst Contral Center [
‘g Paint @ Developer Express w2009 vol 3 3
I FileZilla FTP Client 3
B Motepad @ Micrasoft \NET Framework SDK v2.0  »
I Microsoft SOL Server 2005 vl
IF) Microsaft Visual Studio 2005 r
@ Realkek 3
@ Skartup 3
7R Ulbravhc 3

I ¥Mware I Click '
@ Internet Explorer -
@ Outlook Express a
.. Remote Assistance
Log Off @ Shuk Diown
Star ,é |
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Contact Center SMARTMATE

3-3. Login

NEXUS

M NEXUSCUBE Messenger

Password
*

Save password

1.0519 | ebver setting 2 |}

- — =

When you run the program, the above login window appears.
Input your ID and Password and click [Login] button.

To change the server setting, click on [Server Setting] button.

Server setting
™ HAuse

Center

MEXLIS

Auto Ulpdate URL
hitp:fmercury.nexus.co.kiupdatel
MEXUSCLUBE server IP 1
121.170.212.71

PORT

21001

0] Cancel
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Input the Name, IP and Port of the server in which NEXUSCUBE engine is installed and click [OK] button to

apply.
Detailed information, please contact the administrator.

Note

1. In case the employee ID or password is forgotten, contact the account
registration administrator. Request required if the ID and Password are not

registered.

2. Ticking the box of High Availability (HA) is set for the benefits of customers who
use NEXUSCUBE HA. This is not applicable to the Stand Alone i CTI.

=B NEXUSCUBE Manual 9/23
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4. NEXUSCUBE P Overview

4-1. What is NEXUSCUBE P?

NEXUSCUBE P (Personal) is a Self-Monitoring program on a real-time basis for the Agent use.

This program supports the Agent to self-manage their schedule with the enhanced statistics which provides
performance of the Agent, the Agent Part, the Agent Group and the Queue usage statistics on a real time
basis.

In addition, it compares and analyzes the performance of the Agent, the Agent Part, the Agent Group and the

Route Point, maximizing work efficiency of each Agent.

4-2. Main Functions of NEXUSCUBE P
* Provide the average Talk Time of the Agent, the Agent Part and the Agent Group in real time.
* Provide the status and performance of each Agent such as the current status and the call handling time
in real time
* Provide the Agent with the Self-Diagnosis throughout the function such as setting the time limit for each
Agent Status.
* Provide the Queue Performance including the number of Inbound Call, the number of Wait Call, and the

number of the Agent in Ready status in real time.

| NEXUSCUBE Manual 10/23



NEXUS

5. How to Use NEXUSCUBE P
5-1. NEXUSCUBE P Execution

M NEXUSCUBE Messenger [_ ] =]
File{F}  Action{A) Agent{R) Setting{s)

=¥
&
JJ Agent list |
il [1MERUS [~
1 [10]10kest
[+£% [100]100
[+£% [200]200

=h% [300]Test Group
[hie [1000]Test Part

- C1 Tommy LEE[NEX10200]
- L1 Peter KIM[MEX10202] E
- ) Nestor CHOI[MEX10203]
- 1 Phillip SEC[MNEX10204]
- 1) Spike KIM[MEX10205]
- ) Eric KIM[NEX10206]
-1 Sam KIM[NEX10207]
- 01 Jake PBRK[NEX10208] =
£, Marcos KIMINEX10209)
.. {1 Raran Moon[NEX10210]

bl EX10211]

MEXUSCUEE - & 10212]

NEXLISCUBE - I [NEX10213] =
G rExusCUBE-R = | IBE

|&]  MEXUSCUBE - S P

¢~ Mike KIM, Have a nice Day.

Click on [P] on NEXUSCUBE M to execute NEXUSCUBE P.

Gl NEXUSCUBE Persenal ==

- & Logoff 00:00:00 |

fg o 20
0 0 2 0 £ ooomoo(o) &) 00:00:00(0)
@ o 3 0 b DIOmNDm) (b DOOGEnfE) [+

= 0 ;r,'jitl &D %D ﬁﬂ I&D

NEXUSCUBE P is loaded with a message, d.oadingé é 6
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NEXUS

5-2. NEXUSCUBE P Basic Configuration

MEXUSCUBE Perscnal

00:07:15(24)
00:03:55(24)

00:13:06(13) z H Part

ant
Lo00:00:12(5) Inbaund Outbound
1 ,}qu. 00:01:20(24) 4% 00:01:05(14) &

= éjilil 34 J\éSI ES @D

The above appears when loading is completed.

P Menu: Set up the menus including [Compact Window], [Configuration] and [Exit].

Name (Log-in ID) i Extension Number, Final Status Information, Cumulative Time
: Display the name, ID and Extension Number of the currently logged-in Agent with Final Status

Information of CTl and Cumulative Time in the upper right hand.

Cumulative Time and the Frequency per Status
: Display Cumulative Time and the frequency of Ready, Busy, After Call Work and Not Ready

respectively.

Queue Statistics in real time
: Display the number of Wait Call and the number of Ready Agent defined by Configuration menu and
the cumulative number of Inbound Call, Answered Call, Abandon Call, Non-service Call and Fail Call

Service Level in real time.
Call Statistics

: Display the total number of Inbound and Outbound Call in the graph and the number of calls and Talk

Time per Agent, Agent Part and Agent Group, respectively.
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Contact Center SMARTMATE

5-3. Menu
Click [Menu] to set up [Compact Window] [Configuration] and [EXit].

5-3-1. Compact Window

Click NEXUSCUBE Personal =

:ESTDDS)—Extentiun Number(0) - & Logoff 00:00:00 '
Setting PSTN
Exit
a0 o0
2 0 20 £ ooioo:oogoy £ 00:00:00(0)
@0 Ty 0 £ oooo:oogoy 8 oo:oo:o0(o) @

S 0 dy 0 = 3 = 2 e 1 e 0

Click [Compact Window].

[[‘H Logoff 00:00:00 [f]

Click on [Mini-bar], the submenu of [Configuration] to set up displayed items on [Mini-bar].

5-3-2. Configuration

[

MEXUSCUBE Personal

20

(B

20 £ oo:oo:o0(0) £ ooiooooio)

3y 0 £ 00:00:00(0) & ooy @

Go & o &: = wo ]

Click on [Configuration].

ﬂ NEXUSCUBE Manual
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5-3-2-1.General

v
i Setting =]

- —Gerneral
Gerneral

. ¥ sShow always an top o
8 Private
@ Queue —Window setting when the program starts — o
s} - Window mode when the 'Personal’ starts.e
-_[5 Statistics
@ Mini-bar
{0 alert
P ===

Use the last setting -

0K | Cancel

4

General

: Click on [Show Always on Top] to display NEXUSCUBE P screen on top in a translucent window.

Window Setting at the start of the Program

: Set up the screen layout with [Screen Configuration] at the beginning of NEXUSCUBE P.

L Setting =]
— Gerneral
Gerneral
! W Show always on top
3 Private
@“ Queue —findow setting when the program starts
0 o - Window mode when the 'Personal’ starts,
-_[5 Statistics
- Lise the last setting| -
@ Mini-bar ing
Include graphs

U alert Maximize - Exclude graphs
B Minimize

0K Cancel

The application can be classified as follows:

Maintain the Last Used Mode: Maintain automatically the last used screen.
Maximize Screen i with Graphs : The total statistics including graphs

Maximize Screeni without Graphs : The total statistics excluding graphs

Compact Screen: Display the statistics selected among [Mini-bar], the submenu of [Configuration].

m NEXUSCUBE Manual 14/23
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5-3-2-2.Personal

- - _n
i Setting =

@ Gerneral Private information setting

) once personal information is changed, it can be displayed on screen,

g Private

"_‘E Queus

20 Marme(ID)

E-b Statistics Marme-DH

& Mini-bar

L) Alert

OK Cancel

v a

Set up the personal information fit for each user displayed in the upper left hand of NEXUSCUBE P

5-3-2-3. Queue
a,.: Setting =]
— Queue setting
- Choose queue(s) what you want to manitar,
(Please choose at least one.) [60000]60000
; o I (60001160001
Cf. Queues impact on statistics [60002]60002
Mon-service | Abandoned Calls
Entered Calls | Mon-service Calls
Failed Calls | Answered Calls
L) alert
=4 Select all Clear all
OK Cancel

Only Queue selected through [Queue Setting] is displayed on NEXUSCUBE P.

m NEXUSCUBE Manual 15/23
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5-3-2-4. Statistics

t,.: Setting

Wiew

- Display statistics by | |

- Display agent activity by I:I

Graph criteria

- Show agent status graph by |

- Show agent activity araph by |

Statistics criteria

- Wiew wait calls of |Monitoring queue -
- View ready agents of (My group -

OK

| Cancel |

View

: The statistical standard for personal status i Ready, After Call Work, Break (other work) and Not Ready

and Performance (out and in).

A. Cumulative statistics: Display the statistics of the day in the cumulative total.

B. Converted statistics: Display the statistics of the actuation time in the cumulative total.

(When Configuration is changed, the statistics alters on the basis of the actuation time)

Graph Criteria: Show graphs according to the number of calls and time.

Statistics Criteria: Set up the criteria to view Wait Call and Ready Agent.

m NEXUSCUBE Manual
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5-3-2-5. Mini-bar

a..: Setting

@ Gerneral
8 Private

@d Queus

%:& Statistics

Statistics list

_L— - Agent report

> Ready

Other Work

> After Call Wark
Mot Feady

(=) Agent actual results
Inbound

L. outbaund

(k- W it

- Ready Agents

[T VST Ty

Mini-bar list{Max, 10ea)

Other Wwork
After Call Work
Mot Ready
Inbound
Cuthound

(s ey

4

0K | Cancel

Click on [Mini-bar] to execute [Compact Window].

The procedure is as follows:

Statistics List: Select the statistics items which you want to view

ADD: Move the selected statistics list to Mini-bar list.

Mini-bar List: Display the statistics list that is to be shown on the compact Mini-bar

UP/DOWN: Click on [UP] or [DOWN] button to change the statistics list order. It appears in the order

shown on the Mini-bar.

DELETE: Delete the statistics item wrong selected from the statistics list.

m NEXUSCUBE Manual

17/23

m



5-3-2-6. Alarm
4# Setting Es
- — Alert type
@ Gerneral e 6
. V¥ Show alert window
g Private
J-_'E Queues — Alert wait calls e
%:E‘. Statistios IV alert if wait calls are mare than (zally
B vini-b —
Im-bar — Alert when exceed the time limit (Over 20 sec.) 3
. " alert when exceed the time limit on 'Ready’ status SEC
I alert when exceed the time limit on 'OtherWork’ status I:I SEC
[" alert when exceed the time limit on '‘MotReady’ status I:I sec
¥ alert when exceed the time limit on 'AfterCallork' status SEC
OK | Cancel |
Alarm Type

: Tick [Show Alarm Window] box to display the alarm pop-up in the lower-right hand of the screen.
Alert for Wait Call

: The screen color changes when the number of Wait Call exceeds the setup value.
Time-out Alarm

: Set up the maximum value (more than 20 seconds required) for Ready, Break (other work), Not Ready

and After Call Work. The screen color changes when the value for each status exceeds the defined one.

m NEXUSCUBE Manual 18/23
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5-4. How to Use Functions

5-4-1. View Personal Status Information

NEXUSCUBE P on NEXUSCUBE M can be run only by the Agent who has the Access to do it.
Execute NEXUSCUBE P.

-

P NEXUSCUBE Perscnal ==}

o fn 00:07:18(24)
11 10
m [} 00:03:58(24) O iy 7 ® Group
m L 00:13:06(13) ' ' ¥ Part
Agent
B S 00:00:12(5) Inbound Outbound
@ o i S 00ioiiz0(z4) g 0mi0L:i05(14) @

B O iy o b2 34 iz 31 = 3 e 0 ]

The name and ID of the Agent display in the upper left hand.

[~ g
[’H KIEVIISIRE Darcang|

fo 00:07:18(24)
m fly 00:03:58(24)
B 5 00:13:06(13)

m L 00:00:12(5) — Outbound

11 10
Bl 5o N Group
‘ - B Part

agent

& o ko Qﬁg_. 00:01:20{24) 6% 00:01:05(14) &
£ 0 i 0 gn 34 = 31 ge 3 g o ]

The Agent Status both in the image and in the text displays in the upper right hand.
The image and text change to inform that the Agent is in Ready status after completing the Talk

When the status changes, the status duration time initializes.
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5-4-2. View Personal Status Statistics

Personal Status Statistics displays the change of the Agent Status.

Ready: The number of times that the Agent is Ready.

Talk: The number of times that the Agent is on the phone

After Call Work: The number of times that the Agent is on the ACW (After Call Work).
Not Ready: The number of times that the Agent is Not Ready.

The number of changes on the Agent Status and the total time per each status are determined in Personal

Status Statistics.

The pie graph is provided in the maximized screen of Personal Status Statistics.

The color to indicate each status is identical with that of the icon in the left hand.

The pie graph is composed of the total time and total frequency according to the value defined in

Configuration.

The pie graph appears only in the maximized screen.
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