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Abstract

Information Technology is used for operational and managerial support in organization.
This special study project is computer system for controlling Harris PABX (Private Automatic
Branch Exchange) to support ACD (Automatic Call Distribution) application by designing and
developing the main function of ACD application in Harris PABX. The Client-Sever architecture
are used for designing by using Visual Basic program software for developing at client and at
server computer. The designed computer system is user friendly and easy to use. So, organization
will get more effective and efficiency. The organization do not have to buy the expensive

software and difficult to use from aboard to support ACD application in Harris PABX.
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Associated Call Information
Total (Note: An X means the information is associated with the profile.)
Pro- | Size
file# | (n | pialed | Access | Auth. | Acct. | Initiating | Initiating | R%% | Ext. | . | Switch
bytes}| "4 | Code | # |Code|TrunkGrp| Circuit | nd | ani | SUM0| “ip
o0 |o
10 |18 1
11 |36 1 2
12 |42 1 2 3
13 |58 1 2 3 4
14 |4 1
15 |28 1 2
16 |46 1 3
17 |52 1 3 4
18 |68 1 3 4 5
19 |14 1 2
20 |45 1 2 3 4
21 |55 1 2 3 4 5
22 |61 1 7 3 4 5
23 |71 1 2 3 4 5 6
24 |47 1 2 3 4 5
25 |44 1 2 3 4 | 5
26 |42 1 % 3] 4
27 |58 1 2 4 5
28 |62 1 2 3 | 4 5 | 6
29 |42 1 3
30 |40 1 2
31 |56 1 2 3 4
32 |60 1 2 3] 4 5
33 |61 1 2 3 4 5 6
34 |65 1 2 3 4 5 | 6 7
35 |59 1 2 3 4 5
36 |63 1 2 3 4 5 6
37 |48 1 2 3 4 5
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131311 3.1 (div) Yoyana ) Negluuaay Profile
Associated Call Information

Pro ‘s":;‘g {Note: An X means the information is associated with the profile.)
file# [ (n | pigjed | Access | Auth. | Acct. | Initiating | Initiating | ROt [ Ext. { .. | switch

bytes)) £ | Code | # |Code|TrunkGrp| Circuit C‘ll;gs ANl | STing | Tp
38 |58 1 2 3 T = =
39 |67 1 2 3] 4 5 6 7
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q‘ 9/ d'd LY t o J Y LY d . ar =Y r'd
mh 3.2 yadoyanlimsSudeiuseningmv Insfwn Hamis Auszuunouiaes lay

TR UAUAIBNYINIYIDINGY

Function | Process | Direc- o
Message Code Code | tion Description
 |Abandoned 34 none | S—H |Notifies host that the party connected with a HIL

circuit has abandoned the call (when the HIL cir-
cuit has another party on hold)

Call Connec- 45 1 S—H |Informs the host that a Call Connection mes-

tion Acknowl- sage has been received and executed

edge

Call Connec- 45 2 S—H [informs the host that a Call Connection mes-

tion Negative sage was not executed

Acknowledge

Clear-All 38 2 S—H, | Confirms action requested by a Clear-All

Confirm H—S |Request message

Clear-All 38 1 S$—H, | Requests that all circuits under control of the

Request H-S {link be placed into an idle state

Clear Connec- 45 3 H—S |Requests the switch to break a connection

tion Request between two devices

Clear-Unstabie 39 2 H—$8 |Confirms action requested by a Clear-Unstable

Confirm Request message

Clear-Unstable 39 1 S—H |Reports a switchover and the dropping of all

Request unstable calls

Connection 45 4 H—S |Requests the switch to play a tone to one or

Tone Request both parties in a two-party conversation

Device Control 46 1 S—H |Informs the host that a Device Control message

Acknowledge has been received and executed

Device Control 46 2 S—H | Informs the host that a Device Control message

Negative was not executed

Acknowledge

Display 46 4 H—S | Requests the switch to display an alpha-numetric

Request character string on the LCD display of an Optic
teleset in conversation

DSP Digit 47 2 S—H |Reports digits detected from a specified T1 DSP

Report or E1 DSP trunk circuit in response to a DSP
Digit Request message from the hostoras a
result of Facitity or Trunk Group configuration.

DSP Digit 47 1 H—S |Requests the switch to enable or disable digit

Request collection from a specified T1 DSP or E1 DSP
trunk circuit.

Event Report 41 none | S—H {Reports activity of a given aclive circuit in
response to a Tracking Request message
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H - o T w J 3 ar I'd o a
M131afl 3.2 (dle) yadeyaniimsFudanuseninganInsémy Hamis fAussuuneuiinaes

TauSsadiauaIuAIonEINYIBINGY

Function | Process | Direc- .
Message | code Code | tion Description
‘[Heartbeat 51 K S—H, | Checks the operation of the other end of the link
Check H—-8
Heartbeat 51 2 S—H, |Responds to a Heartbeat Check message
Confirm H—-S
HIL Off-line 50 4 S—H [Informs the host that a LAN HIL is off-line
Link Failover 50 2 S—H, [Confirms that a failover from the active DCA to
Confirm H-S [the standby DCA on a given HIL may take place
Link Faltover 50 3 S—H, | Disallows a requested failover from the active
Deny H—S | DCA to the standby DCA on a given HIL
Link Failover 50 1 S—H, | Requests a failover from the active DCA to the
Request H—8 {standby DCA on a given HIL
Link Status - 50 0 S—H |Informs the host of the current status of the
DCAs in a given HIL
Mute Request 46 3 H—S [Requests the switch to initiate the Mute feature
on a specified device
Port Connect 45 LS} H—S |Requests the switch to establish an immediate
Request connection between two off-hook, busy devices
Present Assist 30 R H—S [Requests assistance on behalf of a HIL ACD
Request agent or requests service observing mode on
behalf of a team supervisor.
Present Assist 30 Q H-S | Sends a response to an agent's assist request
Response on behalf of a HIL ACD team supervisor.
Present Discon- 30 1 H—S |Requests the switch to disconnect the other
nect & Dial party associated with the HIL circuit and diat a
new number
Present Emer- 30 U H—S | Requests recording of a HIL ACD agent's cur-
gency rent conversation.
Present Logoff 30 Y H—S |Requests the switch to log off a HIL ACD agent.
Present Logon 30 4 H—S |Requests the switch to log on an ACD agent.
Present New 30 0 S—H, |informs the host of a new call or requests the
Cail H—$8 |switch to initiate a new call
Present Out 30 A H—S | Requests the switch to place a HIL ACD agent
in Out mode.
Present Perma- 30 4 H—$S |Requests the switch to put a HIL circuit in a per-
nent manent busy state
Present Ready 30 X H—S [Requests the switch to place a HIL ACD agent
in Ready mode.
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m51efi 3.2 (dle) yadoyaninmsiudefuseninga1vInsfwd Hamis fuszuuneufiunes

Taei5 sad 19 UAINAIDNYINIYIDINGY

M Function|Process | Direc- D inti
essage Code Code | tion escription
" |Present Service 30 T H—S | Requests the switch to place a HiL ACD super-
Observe visor in sefvice observing mode.
Present Split & 30 2 H—S |Requests the switch to place the current call on
Dial hold and dial a new number
Present Trans- 30 3 H—S [Requests the switch to connect the party cur-
fer rently on hold to the current call
Present Wrap 30 w H—-S |Requests the switch to place a HIL ACD agent
in Wrap mode.
Progress 33 3 S—H |Informs the host of the successful completion of
Confirm a request
Progress 33 1 S—H, | Informs the other party that successful comple-
Conversation H—S [tion of a request resulted in conversation
Progress Deny 33 6 S—H |Informs the host that the requested ACD func-
tion is denied
Progress Done 33 4 S—H |Informs the host that the switch executed the
requested ACD function
Progress Efror 33 2 S—H, | Notifies the other party of the reason for failure
H—8 |of a requested action
Release 32 2 S—H, | Confirms action requested by a Release
Confirm H—$ |Request message
Release 32 1 S—H, { Requests the other party to place a HIL circuit in
Request H-+S |idle state
Route 35 2 S—H |informs the host that the action associated with
Abandoned a previous Route Request message is no longer
needed
Route Feature 35 3 H-S | Requests the switch ta play the specified tone or
announcement to a caller
Raute Feature 35 6 H—-S |Requests the switch to play the specified tone or
Enhanced announcement to a caller, and optionally collect
adigit from the caller
Route Feature 35 7 S—H | Reports the digit collected by the switch in
Enhanced response fo a Route Feature Enhanced mes-
Response sage
Route Request 35 0 S—H |Requests routing information from the host
Route Termi- 35 4 H—S [Requests the switch to terminate a specific
nate Route Request
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it 3.2 (de) gadoyailimsiudatuseningavInsing Hamis fuszuunouiiuned

Tasi3 0481 UATNAIDNYTNIHIDINGY

M Function | Process | Direc- Descripti

essage Code | Code | tion ption

Route Termi- 35 5 S—H | Reports the status of the host's Route Terminate

nate Acknowl- request

edge

Route Update 35 1 H-—+S |Responds to a Route Request message with
new routing information

Sequenced 45 4 H—S [Requests the switch to send a sequence of dig-

Connection its to one party in a two-party connection and

Tene then play a confirmation tone to the other party

Status Report 31 2 S—=H | Informs the host of the status of HIL signaled
Circuits

Status Report 31 3 S—H [Reports R2 backwards signals received for calls

R2 placed over R2 trunks by HIL signaled circuits

Tracking 40 2 S—H | Depending on the Tracking Request message,

Acknowledge acknowledges that the switch has initiated call
tracking and/or reports the status of a circuit

Tracking 40 3 S—H [Reports that the switch cannot initiate call track-

Negative ing, stop tracking, or report status

Acknowledge

Tracking 40 1 H—S | Requests the switch to initiate call tracking for

Request an active circuit, stop tracking of a circuit, or
report the status of an active or inactive circuit
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m51af 3.3 gadeyafilimsFudadusznindaun Insiny Haris Aussuuneufiuned Tay

(389819 UAINA2 Function Code 1A Process Code

Flg'::‘:m Pg’: ; ;’ s Message Direction
30 0 Present New Call S—H, H->S
30 1 Present Disconnect & Dial H-$
30 2 Present Split & Dial H=S
30 3 Present Transfer H—-S
30 4 Present Permanent H-$
30 Q Present Assist Response H—S
30 R Present Assist Request H~S
30 T Present Service Observe H-S
30 U Present Emergency H-=S
30 \' Present Out H—S
30 w Present Wrap H—$S
30 X Present Ready H—S
30 Y Present Logoff H-$S
30 Z Present Logon H—-S
31 2 Status Report S—H
31 3 Status Report R2 S—H
32 2 Release Confirm S—H, H—S
32 1 Release Request S—H, H—-S
a3 1 Progress Conversation S—H, H»S
33 2 Progress Error S—H, H-S
33 3 Progress Confirm S—H
33 4 Progress Done S—H
33 6 Progress Deny S—H
34 none |Abandoned SisH
35 a Route Request S—H
35 1 Route Update H-S
35 2 Route Abandoned S—H
35 3 Route Feature H-S
35 4 Recute Terminate H-S
35 § Route Terminate Acknowledge S—H
35 6 Route Feature Enhanced H—-S
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¥

1A 89819 UN WA Function Code ULaE Process Code

th]:;f" Pg}: : : s Message Direction
35 7 Route Feature Enhanced Response S—H
38 2 Clear-All Confirm S—H, H-S
38 1 Clear-All Request S—H, H—S
39 1 Clear-Unstable Request S—H
39 2 Clear-Unstable Confirm H—8
40 1 Tracking Request H-S
40 2 Tracking Acknowledge S—H
40 3 Tracking Negative Acknowledge S—H
41 none |Event Report S—H
45 1 Call Connection Acknowledge S—H
45 2 Call Connection Negative Acknowledge |S—H
45 3 Clear Connection Request H—S
45 4 Connection Tone Request (option 01) H—S
Sequenced Connection Tone (option 02) |H=S
45 5 Port Connect Request H—S
46 1 Device Gontrol Acknowledge S—H
46 2 Device Control Negative Acknowledge |S—H
46 3 Mute Request H-—5
46 4. Display Request H-S
47 1 DSP Digit Request H—S
47 2 DSP Digit Report S—H
50 0 Link Status S—H
50 1 Link Failover Request S—H, H-=S
50 2 Link Failover Confirm S—H, H-S
50 3 [Link Failover Deny S—H, H-S
50 4 HIL Offline S—H
51 1 Heartbeat Check S—H, H-»S
51 2 Heartbeat Confirm S—H, H-=S
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End Select

End Select
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