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Chapter 1 e

Real IP Apps Solutions Overview

Real IP Appsis aserver-based application suite that functions as a proxy for client software
applications to interface with the Real 1P Apps Suite. Simply put: the Real |P Apps server provides
the interface between the desktop applications and the voice communication system and supports
applications such as QueVue™, Call Director, Virtual DSS and AccuCall-Web reporting.

QueVue™

QueVue™ is asoftware application that worksin unison with the station and simplifiesan ACD
agent’ s ability to login and out of multiple ACD groups while viewing up to eight ACD queues
smultaneously. QueVue™ consists of the QueVue™ Administrator and the QueVue™ Agent
applications.

Users must have both a PC and a key telephone on their desks.

( Qb QueVue ﬂ

Call Control Agent Scott

Answer

Held
Record

Disconnect

ACD

Log-infout

Wrap Up

UnAvailable

Quevue™

The QueVue™ features include:

= Loginto multiple ACD Groups with onelogin.

= View upto eight ACD Groups.

= ACD Group details. Overflow indication, number of callsin queue, and number of agents
logged in to each group.

=  Cadll Control for Answer, Hold, Record, and Disconnect.

= ACD Control for Login/ Logout, Wrap-up, and Not Available. Login also alows the user to
select preferred ACD queues that are logged into most frequently.
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Virtual DSS

The Virtual DSSisahighly customizable application that provides easy access to other telephones
using the PC—dliminating bulky, hardware-based DSS units. It was designed to greatly reduce
overal call handling time and provide visual indication of the current status of each telephone, all
while maximizing the user’ s desk space.

[ " Vitural DSS Console =5

Extension: 2316
<9729290242> <Dnis:9729295220>

VIRTUAL DSS

The Virtual DSSisintended to improve the productivity of power users like receptionists,
admini strative assistants and other employees with heavy call volume.
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Single click operation to:

= Cdl another station

= Retrieveanincoming call from acall covered station
= Transfer acall to another station

= Transfer acal to avoicemail box

= Pakacall a another station

= Park acdl onagroup park orbit

Status indication of:

= Incoming callsto astation

= Stationon call

=  Stationsin Do Not Disturb (DND)
= Cadlsparked at agtation

=  New voice message at a station

Drag and Drop — The Virtual DSS Console is easily customized. Users can quickly change the
layout by dragging the desired name or extension from the Real IP Apps Company Phonebook, and
dropping it onto the desired Virtual DSS key. Key changes are ingtant, with no separate databases to
edit or upload.

Integrated Tutorial Movie - The Virtua DSS Console includes an integrated tutorial movie that
walks users through all the features and basic configuration optionsthey are likely to use.

Console Integration - The Virtual DSS Console integrates with all stations including the new Icon
Series phones.

Remote User s - Remote workers have full accessto the Virtual DSS features. The only requirement
isa VPN connection to access the Real I1P Apps.
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Call Director

The Call Director isadesktop call control application for station users. The Call Director isasimple,
intuitive application that installs on the user’s PC and provides visual indication of incoming and
outgoing calls.

lijcall Director

nber 9729290242
mer ABC Company

Lk

VM Transfer ...

Record

e ]
e
——

—

CALL DIRECTOR

Incoming Call Screen Pop -includes caller’ s name and number.
Call Control -The Director providesthe following cal control features:

= Mekeacal

= Placeacal onhold

= Disconnect acal

= Directory dial

=  Answeracall

= Recordacall

=  Transfer acal

= Transfer to Voicemall

User Status- The Call Director includes a User Status feature that integrates with the company
phonebook, allowing coworkersto view user status. Status settingsinclude In Office, Away on
Business, Extended Absence, At Lunch, Meeting, On Vacation and Temporary Location.

Call Forwarding—Call Director may be used to forward all incoming callsto another extension or an
external number such as a cell phone. This setting also integrates with the Soft (PC) Attendant
Phonebook and allows othersto view your forwarded status.

Directory — The Call Director has adirectory feature that provides two views, the Company
Phonebook which lists all ECS extensions, and personal contacts imported directly from Microsoft
Outlook. The Company Phonebook is a shared resource with other Real IP Apps such as the Soft
(PC) Attendant Console and Virtual DSS. The Company Phonebook is user-organized by extension
number, first name, last name or department. More importantly, Call Director users simply select the
person they wish to call and click the dial button.

Call Log —The call log feature maintains arecord of all incoming and outgoing calls for one month.
It can be used to both quickly reference and dia past cdls.
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Usethe Call Director Remotely — Remote workers have full accessto the Call Director features.
The only requirement isa VPN connection to access the Real 1P Apps.

Soft (PC) Attendant Console

Soft (PC) Attendant Console is a software application that works in unison with the station and
facilitates users placing, transferring, and holding calls through the PC. While anyone can use the
application, the Soft (PC) Attendant is primarily designed for power users such as the attendant
position and department assi stants.

B interprive PC Attlendant

B Cpters Col el

" Lod ) zaw) (@om)
611 Pags Pk 611 ) L) amy) -
- I En P Mame  Lost Hame Dept St Nte
- 1201 BAVOPS  Cose Esrcutoee
y o snwscce 0 CARLPS  Cnance ac
100 GARYPS  Com Suppot
1206 WIRINE PS5 Hame Saes L
1206 PP Magee Suppat
107 (GARTHPS  Hem e
1208 STIG PS oo Sappont = | N5G
W3 MOMNPS Bk Suppot s the
N0 (DAVEA hegn Flopes O Holdy
2 G Suppeee
02 b oc
104 Flowsdared Adirar vt shion
1216 Famer Ackrarsstphor
09 NDY Deblayes
& un P Crlmare Sues

128 S410PS Galn Euncutivn
3 MMPS Mgy
1 Gocsgn Brdons
1914 U PS Nosusa Makate
136 MIKE PS5 Mancheors Evocutren
120 s Vamaguchs
2 TERE Vcksd st
104 Thomas Credete. Mahatrg

137 ANNS
14 HRO PS5 T skhachs
1342 1£150 1P

Soft (PC) Attendant Console

The Soft (PC) Attendant Console isamodern aternative to bulky attendant consoles. Features
include:

= Cadl Transfer.

= Blind Transfer.

= Transfer to Voicemall.

= Attendant Call Park Orbit and Page.

= Direct Station Selection with Status Indication.

= Company Phonebook with One-Touch Dialing and Status Indication.

= Dragand Drop Call Transfer.

=  ‘Notes’ column in phonebook allows attendants to add notes about specific extensions such as
“Qut to lunch,” “In Mesting,” or “On Vacation.”

= Color-coded departmental listings and sort by department feature.

= Cdl Log providesinformation about al calls that ring the extension.

=  Four cal coverage buttons, independent of the telephone.

= Recall information includes caller ID name and number and recalling extension ID.

= Status columnin phonebook includes a‘PARK’ indication when acall is parked at an extension.
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AccuCall-Web

AccuCall-Web, a call accounting application created specificaly for the Enterprise-CS of ICON
Series Phones, allows administrators to monitor and track day-to-day telephone system usage. The
browser based AccuCall-Web Advanced allows usersto log in remotely to view system information
and/or generate historical reports. Administrators are no longer limited to accessing reports from PCs
loaded with a software package. Detailed reports can be generated based on call flow by account
code, department/group extensions and trunk/trunk groups. These categories are easily configured
using system information provided directly from the ECS database. AccuCall-Web Advanced dso
features drill-down navigation that allows users to extract additional details from reports.

There are two versions of AccuCall-Web, Advanced and Standard. Features of each version include:
AccuCall Web Advanced

Forced Account Code Reporting — The Forced Account Code CSTA enhancement enablesthe
Iwatsu Enterprise Services AccuCall-Web Advance application to receive Forced Account Code
information for Account Code reporting purposes. Thisfeaturerequires ECS software version 5.2
or higher and AccuCall-Web Advanced 2.3 or higher.

Call Visualiser — Use hyperlinks to navigate through all the reported call data. Easily drill down
beyond summary datato get more detail on caller 1D, call progress, account code, time spent in
process, etc. AccuCall-Web Advanced supports full cradle-to-grave reporting for each call.

IP Campus — AccuCall-Web Advanced is supported in ECS | P Campus applications, and identifies
IP Campus nodes in the reports.

Costing — Generate costing reports with assigned cost-per-minute val ues. Costing rates can be
assigned to area codes, trunks or trunk groups for incoming and outgoing calls (7 digit, 10 digit and
international numbers are supported).

ACD Reports — View reports generated by ACD Queue and ACD agent.

Extension Reports — View reports generated by extension or station ID and assign phone charges
based on cost.

Review and Manage Data — Directly print from the browser or export reports to Adobe®
Acrobat (PDF) and Microsoft® Excel, and other formats supported by Microsoft Reporting Services.

Simultaneous Users — Up to ten simultaneous users may view the AccuCall-Web Advanced and
datareports.

AccuCall-Web Standard

Call Visualiser — Use hyperlinks to navigate through al the reported call data. Easily drill down
beyond summary datato get more detail on caller 1D, call progress, account code, time spent in
process, etc.

IP Campus — AccuCall-Web is supported in ECS | P Campus applications, and identifies IP
Campus nodes in the reports.

Costing — Generate costing reports with assigned cost-per-minute val ues. Costing rates can be
assigned to area codes, trunks or trunk groups for incoming and outgoing calls (7 digit, 10 digit and
international numbers are supported).

Extension Reports — View reports generated by extension or station ID and assign phone charges
based on cost.

Review and Manage Data — Directly print from the browser or export reports to Adobe®
Acrobat (PDF) and Microsoft® Excel, and other formats supported by Microsoft Reporting Services.

Simultaneous Users — Up to ten smultaneous users may view the AccuCall-Web and data
reports.
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Text Web

Ticker and Text Web are features of the ICON Series Telephones that support LCD display of
information from the internet, internal databases, or other sources. Ticker displaysinformation as
scrolling text on the first or second line of the display on an ICON Seriestelephone. Text Web
provides a menu-driven interface for information access from an ICON Series |P Telephone (1X-
5930/1X-5910 only).

The Ticker and Text Web application software is a component of lwatsu Enterprise Services 3.0 or
later. The ECSis programmed with a URL from this application and makes requests to obtain
specified information. The Ticker and Text Web application retrieves thisinformation, re-formatsit,
and sends the information back to the ECS.

Ticker Interaction

Ticker/
Text Web
ICON Series KT ECs Application
— Internet
(=||—— or

Internal

E Database
il

For Ticker, the technician programs the ECS with the URL(S) of the Text Web application necessary
to obtain the desired information. The ECS makes requests to the Ticker / Text Web application and
periodically refreshes the Ticker Field Display on supported ICON Series Telephones.

Text Web Interaction

Ticker/
ICON Series IPKT Text Web
IX-5930/1X-5910 ECS Application

Internet
—_—p Or

_Jia}.

<+—— Internal
Database
Within the ECS, Text Web is configured similarly to the Ticker. However, Text Web isonly
applicable on the Iwatsu ICON Series | P Telephones (1X-5930/1X-5910) and a Text Web key must
be included in the key pattern on the telephone. Text Web data sent from the Iwatsu Ticker / Text
Web application to the ECS describes the content displayed on the LCD and the actions taken when
the Text Web key is pressed. Thisdataislimited to 10,000 characters.

Text Web allows you to program a formatted URL and have that information display on ICON
Series |P Telephones. As an example Text Web can be programmed to display weather, news,
famous quotes, or stock quotes on the display of the ICON Series | P Telephones (1 X-5930/1 X-5910

only).
Text Web Integrator

The Text Web Integrator application installs on a user’s PC and enables Text Web to launch
applications on the user’s PC when requested. When this application isinstalled, the user’s extension
number must be entered for the application to function.
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Enterprise Services Phone Book

Enterprise Servicesincludestoolsto import or export a phone book, edit the phone book,
synchronize the phone book, and edit ECS stations in the phone book. The phone book is used by the
Iwatsu Soft (PC) Attendant, Virtual DSS, and the Call Director applications. The Soft (PC)
Attendant application can also be used to create or edit phone book data.

The phone book that is created in the Soft (PC) Attendant or viaa comma-separated values (.csv) file
imported into Enterprise Servicesis used to populate the Virtual DSS and Call Director applications.

'Slatus. Licenses | Products | Phone Book | app Data | Miscellaneous

Itnport f Expaort Phone Book LCD showes First Mame |

L [[] Enable Phone Baok Synchranization

Edit ECE Stations

| Synchronize Mow

Enterprise Services

The Soft (PC) Attendant isthe only application that allows you to edit phone book information. If
you do not have the Soft (PC) Attendant, the phone book .csv file must be edited and uploaded
through Real 1P Apps.

File Options Call Help
4 | | call § | Pickup §  |calvd )
1325 SCOTT PS Parks VA ’ 1325 l

Firzt Last
Mame Name

.I _| Ext - | Dept | Stabus Mote

Make Call
Pickup Call

Call Voicemail
Transfer

Announced Transfer
Transfer to Yoicemail
Group Park

Individual Park

| Edit PhoneEook |
Show Current Dept Only
Show Active Call Entries

s
I
@
L]

LRI B IE | 4|4 1 1 1 1 1 1 1

locke Al
Configure PhoneBook, » |

Soft (PC) Attendant
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AccuCall-Web Advanced

Introduction

AccuCall-Web Advanced isa call reporting application created specifically for the Iwatsu
Enterprise-CS that monitors and tracks day-to-day telephone system usage. This application worksin
conjunction with Iwatsu Enterprise Servicesto accessthe CSTA data stream from the Iwatsu
Enterprise-CS. The browser based AccuCall-Web Advanced allows usersto log in remotely to view
system information and/or generate historical reports.

AccuCall-Web Advanced Advantages

AccuCall-Web Advanced has several advantages over AccuCall-Web Standard which include:
= Supports multiple call transfers.
= Digplayscall flow information for the entire call. Not limited to two transfers.
= Differentiates between transferred calls and call conference calls.
= Displays ACD reports.
= Disgplays DNISreports.
= Digplays Trunk Busy Statigtics.
= DisplaysICM cdlls.
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Details

A key improvement with AccuCall-Web Advanced is the browser based access, which
eliminates extra software and improves access to reported data. Administrators are no
longer limited to accessing reports from PCs loaded with a software package. Detailed
reports can be generated based on call flow by account code, department/group extensions
and trunk/trunk groups. These categories are easily configured using system information
provided directly from the ECS database. AccuCall-Web Advanced also features drill-
down navigation that allows usersto extract additional details from reports. Improvements
to AccuCall-Web Advanced include:

Account Code Reporting — Run reports based on the account code entered with the
cal. Thisfeaturerequires ECS software version 5.2 or higher and AccuCall-Web
Advanced 2.3 or higher.

Call Visualizer — Use hyperlinks to navigate through all the reported call data. Easily drill
down beyond summary data to get more detail on caler 1D, call progress, account code,
time spent in process, etc.

IP Campus —AccuCall-Web Advanced is supported in ECS |P Campus applications, and
identifies |P Campus nodes in the reports.

Costing — Generate costing reports with assigned cost-per-minute values. Costing rates
can be assigned to area codes, trunks or trunk groups for incoming and outgoing calls (7
digit, 10 digit and international numbers are supported).

ACD (Contact Center) Reports — View reports generated by ACD Queue and ACD
agent.

Extension Reports —View reports generated by extension or station ID and assign
phone charges based on cost.

Review and Manage Data — Directly print from the browser or export reportsto
Adobe® Acrobat (PDF) and Microsoft® Excel, and other formats supported by Microsoft
Reporting Services.

Simultaneous Users — Up to ten simultaneous users may view the AccuCal-Web
Advanced and data reports.

10
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AccuCall-Web Advanced Report Manager
Navigation Overview

The AccuCall-Web Advanced Report Manager is divided into nine report folders that
contain the following detailed reports. Account Codes, ACD, Call Visualiser, Campus,
Department, Extension, Extension Group, Trunk, and Trunk Group.

Iwatsu AccuCall-Web Advanced

Eerorts Home
AccuCall-Web Advanced

AccucCall-Web Advanced Reports

—» Account Codes

t: All Account Code Cost

Specific Account Code Cost

& ACD

—» ACD Queue Detailed Hourly

—» ACD Queue Start Date

—» All Qualification Codes Report
—» Detailed Agent Activity

—» Specific Qualification Code Report

—» Call Visualiser

All Calls By Dept Start Date
All Calls By Start End Date
All Calls Detailed Hourly
All Calls Grouped By Ext and Start Date
Calls By Caller ID Number
Calls By Dialed Number
DNIS All Start Date
—» Campus
Campus Cost Report
Campus Detailed Hourly
artment
Department Cost Report
Department Detailed Hourly
Department Report
Extension
Extension Comparison Detailed Hourly
Extension Detailed Hourly
Specific Extension Cost
xtension Group
Extension Group Cost Report
Extension Group Detailed Hourly

22212

vy

v

e

Vil

v

v

>

m

T

v
=
c
]
5

Trunk Cost

Trunk Hourly Report

Trunk Group

Trunk Group Cost

Trunk Group Busy Hourly Chart
Trunk Group Detailed Hourly
Trunk Group Usage Chart

v

v

vi bl
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AccuCall-Web Advanced Advantages

The AccuCall-Web Advanced Programmer configuration determines the format of the
reportsin the Report Manager. The Report Manager iswhere the CSTA datathat is sent
fromthe ECSis viewed. This section will help you access, navigate, and use the Report
Manager. For more information, refer to the AccuCall-Web Advanced User’s Manual by
selecting Help in the Report Manager.

= |f SQL Server Express resides on another PC or server, open Internet Explorer and
go to the URL below. The IP address in the example below will differ from the IP

address of the PC or server where SQL Express resides.
(Example: http://192.168.125.215/Reports$SQL EX PRESS)

or

» If you areusing the PC or server where SQL Server Express resides, open Internet
Explorer and go to URL: http://localhost/Reports$SQL EXPRESS

Contents Tab

= The Contentstab iswhere you find the Home > AccuCall-Web Advanced >
AccuCall-Web Advanced Reportsfolder and sub-foldersthat contain CSTA

data.
s Report Manager - Windows Internet Explorer g@|@
@_ _h_ v £ http:/flocabostReportsf SOLEXPRESS [Pages(Folder.a ¥ | ¥+ K 2|~
Google (G v Goog Mv B~ € sookmarksv Bz blocked 3 () Settings»
S »
W GAT @ Report Manager - 8 fm v Page v () Tools v

. Home | =ite sethngs
Scott's AccuCall-web Advanced Heme | Site Setfings | Help

Home > Search for: @
AccuCall-Web Advanced
e
[iMew Folder pMNew Data Source 4] Upload File iff Show Details

.__.i AccuCall-Web Advanced Reports

= Theninereport folders shown below are found under Home > AccuCall-Web
Advanced > AccuCall-Web Advanced Reports.

e Report Manager - Windows Internet Explorer

T 1
@\ ) v | ] httm:{/cti/ReportsfSQLEXPRESS (PagesFolder.asm ¥ | | #|| X 2 -
.. 1 P —_— »
W 4 @ Report Manager | T B o v |:ok Page = ik Tools ~
© Home | Help
Iwatsu AccuCallWeb Reports Home | Help
Home > AccuCall-Web Advanced > Search for: |3
AccuCall-Web Advanced Reports 2 >
ot
iZE Show Details
 Account Codes _d Extension
3 ACD 3 Extension Group
3 Call Visualiser 4 Trunk
(3 Campus 3 Trunk Group
_d Department

12
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AccuCall-Web Advanced

AccuCall-Web Advanced Reports

Account Codes

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Account
Codes. The Account Codes folder contains two reports; All Account Code Cost and
Specific Account Code Cost. Examples of each are shown below:

{= Report Manager - Windows Internet Explorer

[ ¥y |li htrp:uctiinepMss;SQLEMEss;pagas,erda_asmv| 4| X ogle ol
W o !gkqmrthanagsr | | 5} * B = - |‘_'.\,“Paﬂ= ' :E}TWW -7
Iwatsu AccuCallWeb Reports Home | Help

Home > AccuCall-Web Advanced > AccuCall-

- Search I'or:: |

Account Codes

£ show Details

{3 All Account Codes Cost | specific Account Code Cost

All Account Code Cost report example: Select the Start Date and End Date and
then press View Report to generate the report.

/2 Report Manager - Windmes Internet Explorer

o = ?r ¥ &) htrpfjctiRepcrt s SOUERPRESS Pages R eport aspe T RemP sth="e2 ActuCal- WetrHadvanted™ ¥ ||+ || X B -
W4T | @nepert Manager Ei- B & - ilPage = EhTaok =
Iwatsu AccuCallWeb Reports Home | Help
Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > 7
Account Codes > Search for: @
All Account Codes Cost
Wiew
F
-
StartDate |4/27/2008 JE  pndoate [4/28/2008 |
M 4 | of1 F Pl 100% \' nd | Mext Select & format | Export  [§] = ] -4
AF2TI200% To A/28/2009
All Account Codes Cost Summary Slicedtb Al
Aocount Code Type Call Date Tume Tokal Duration Caller ID Rame Caller IDNe. | Called bo. Trumk
o 1132
CO_lncoming | 2601 HTTZ00 LALEY PH 00043 IWATSU L L] n 030

13
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= Specific Account Code Cost report example: Select the Start Date, End Date, and
the Extension number and then press View Report to generate the report.

= Report Manaper - Yindowe Internet Explorer |'._||'E
g_ j_- - |;=;Htp:rrc:;ugpmﬁmxmasawaggqnepm.=spﬂnmpm-%-_-f.mm..l«mw\ummv| #p| 2! oo | &)=
. 4 T 4 % =
Wl S| 8 neport Manager | fit - B - o - [ Pece - E Tock ~
Iwatsu AccuCallWeb Reports Home | Help
Home » AccuCsll-Wab Advanced > AccuCall-Web Advanced Reports = l
Account Codes > Sesrchiioe [so]
Specific Account Code Cost
e [
%
Suwtows 42009 B s ous (32872008 @
ArcourtCode | 1172 |
4| loF1 b ®l 1005 W [Find | Hext | Selecta format % Fupar  [§ =] -
Account Code Cost Report Account Code: 1122 AZTI2009 To AZE/Z009
Type |  Call Dabe Time Tolal Duration | Caller IDMame | CallerID Mumber | CalledNumber | Trunk
w3 O0_Tncniming 4271008 T-41-5% DM O Ded3 TWATSU STISI50242 r ] 000

I N S A S A

ACD

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports> ACD. The
ACD folder containsfive reports, ACD Queue Detailed Hourly, ACD Queue Start Date,
All Qualification Codes Report, Detailed Agent Activity, and Specific Qualification
Code Report. Examples of each are shown below:

= Report Manager - Windows Internet Explorer

G;— B 2l http:.f.l'{ti.lRcpurtsiSQEHPRESSfFaucs.lFt_l:hr.asux?ItcmPath=‘:- Vl r K il B2~
5 = - »
w |ﬁRepm Manager fh - B - & - [chPage - G Tooks -
Iwatsu AccuCallWeb Reports Home | Help
Home > AccuCall-Web Advanced > AccuCall-Web
advanced Reports = Search fﬂr:' |
ACD

Ll Proporties

iZ8 Show Details

|_] ACD Que Detailed Hourly cﬂ Detailed Agent Activity
|__"| ACD Que Start Date r_ﬂ Specific Qualification Code Report
{3 All Qualification Codes Report

14
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= ACD Queue Detailed Hourly report example: Select the Start Date and End Date
and the Que access number and then press View Report to generate the report.

£ Repart Mannger - Windows Internet Explorer

m - -E_. B 1 R o s S L EPRESS Pages Repoet, 2op 7 I amPall me S 18 cou Cal-Ytal = daly o] 5 2T A0, ""_ |06 | Gy ||ﬁ' S
W |ﬁpmmwr ] | Fir - B0 om0 v Shrae - STk e
Iwistsu AccuCallweb Reports Home | Heln

Homa = Acculall-Web Advanced = AccuCall-Web Advanced Reports = ACD » Search for:
ACD Que Detailed Hourly o —

L reopetio:

2

Start Date |4/73/2005 3 endoate 42377000 Jlii | [Cmw Report_]
Que 2700 |
4 41 Jofr k M [100% - Find | Hew: | Selmct s format % Export = &

ACD Que Detailed Hourly Que: 2700 Mame: LEVEL 1 TSF: 90 secs AFZEITODS To A/28/2009

Starl Oifered AW Lo Answer d sple W S Call= Total  TS5FJETS%  Ahandon Abandon
Tima Calls Tofal | Calis Todal e Calls % 0 of s within TSF Calls Total | Calls %

hilcmm

001525 75.00% 00:04:57 00045 00:.02:34 2 25.00% 2 25 0%

opakoe 100.00% e 03:00420 LR R 3 .3 n DA%
3 IR 030020 (LR Bov s 4 BEETE 1 16ETH
00:23:58 004:57 | 000000 | oo:01:24 5,00 3

= ACD Queue Start Date report example: Select the Start Date and End Date and
then press View Report to generate the report.

= Ne port Manager - Windoee Invbernet

@' | oyt meshnziFep et S B RESE Pages Repoet. apttenPatresiafuce % || 49 K e

Google G- w gl M- B - T coorader Bhzbloked | W chek - # ) sektings e
G | Erepur o = B B e e s
Scott’s Acculall-waeb Advanced Home | Site Settings | Helo

Hi A sall=W A cal- o
L
ACD Que Start Date

N Propurtive
3

>

Start Date [2/5/2008 B EncDate 20 =
M 4 Jorr b W [ioow w fird | Mex:  Selectaformat ¥|Egen B 0 3 &

ACD Queue Report

Prasenind Mata Tima Hesult Handisd Extitiua Ext Hama Teme Ins Cura

TEE 2T 2 PU m T ey
IWI00E 2345 PR e [ -3 31% e el deteie
WG LT FU Fornan Fo) 0o i Gl il
IS MM FU Forumd ) oo yiew o e

Cene W Local niranst Hore =
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- All Qualification Codes Report example: Select the Start Date and End
Date and then press View Report to generate the report.

/2 Hapnrt Banepar - windmas inteenat Fsploser

G_y__;’. = 8 hetp: iR g SO PR T AR e R e o Ao Ie et b Ao s blshaescvancm e ar o al-veab— ik, | '|
R Pa—er— B- 8- - G-
Twabsil AcCLCIVWED Regarts Homs | Halp
Home = AccuCall-Web fdvanced » AccuCall- Web Advenced Begorls = 80D = Search far:| [.;_.;.|
All Qualification Codes Report
ol =
-]
Start Date 472772005 B Enc Date [+zwzms |E8
H 4 af1 b B 100% # | fird | Hest | Select = format @ Ceoan (8] 3 a
. . . pieses
All Qualification Codes Report AT TN
uealification Code [xt Call Type Calll DiwteTime Total Duration Callar ID Mumber | DMIS Bumber Called Fsmbar | Trunk
e I e T — : I
= OO _Enemaning RINON00 14455 PV DOxDE=27 4141
v | ] | ices | ceowess | | | [ [ |

= Detailed Agent Activity report example: Select the Start Date, End Date, and the
Extension number and then press View Report to generate the report.

= Repart Manager - ¥Windmes Intarnet Fxplorer

G-_-_-_u - ] http:}_hdmsukwvtsWPﬂEﬁles{ﬁum:-m‘]znﬂﬂ:h-‘ba‘ﬁw‘*! T M | ooy |!F' =
Google |G- w oo gh e B e 0 Bockinarise B bhoken | P Chark - ¥ i SEtingee
i i LT = o e »
WA |en.mtmnm | fit - B & - [em - S ok -
Scolt's AccuCall-web Advanced Home | Site Settings  Halp
Home = AccuCall-Wek advanced > AccuCal-Web Advanced
Reports > ACD = Saarch for: [-L'a

Detailed Agent Activity

e

=

=

start Dste [2/2/2000 = endDate [zrsizoos = e

Ext 2211 |t
=Geiac 4 Values

4 4 | 3:3; 1ones W Firel | Mt |F€$IM a format W | Bupard _ﬂ - | -
2304
2205
23086
2309

2231
= |7330 . e
Detaile AYCITL ﬂl...ul\rlt]lf Ext= 3211 2E2008 To ZE2003
Adaenk T M lwThimi | A | Dairadii Calle F 0 Riaiiai e P10 Huainihir
Gromp | I

:\l:"l'_-'u'\r ‘«.:I-'-I1.I=_l'-'F ol Fravazn TIRO08 ISR 1T P
BRAP_Ck it EC4¥ARD 500 T T:00 PH
'\".'I'!'_ﬁ--'u-'..l.F-' F_.'l'\l onil Frava=D TR 0008 1ITOR P
WRAP_OFF e ECa¥asD 52308 1170 P
L% | >
Dores ol L iians N -
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Specific Qualification Code Report report example: Select the Start Date, End
Date, and the Qualification Code and then press View Report to generate the
report.

Report Manaper - Windoes: Interoet Explorer

—
G-_: G |8 b eporsd S0 RETS Pagesi Rt ap s Pt izt Meesticharcs W | Fp K [Goeck |2
w |ﬁ:mm Asnager | ’; L | = 2 Peagn = 3 Tock = £
Twatsu AccwCallwah Raports Hume | Halg
Home = AccuCall Web ddvanged > AcouCal Wed Advanced Reports = ACD ———————¢
- i i Search fur: I[==]
Specific Qualification Code Report
W
9
=
Star Dee 472773000 B cndoste 4282000 i
Qualficaben Code 133
i 4 of1 F [kl 100% - Fired | Mt Calect 5 Format (% Export ﬂ 1 -]
Qua[iﬁcatiu.n Code Repurt CQualification Cade: 123 HITIN00E To 42002000
I T I e e ey e R T e
TR I _Ironneing HTITN0S D 45 P MeDEely 44
| et || ek | oee | | | | |
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ACD Specific Call Master

ACD is capable of displaying expanded call details for ACD calls through the Specific Call
Master. Expanded call details are viewed by selecting the hyperlinked (underlined) view
call details data fields contained in the reports. The number of callsinthe ACD Queue at
the time of the selected call can also be viewed.

* Inthe ACD report, select view call detailsfor a specific call.

Iwatsu AccuCaliwWab Raparts
Homa = Acculal-Web Advanced » AccuCall-Web Advanced Reports » A50 = Search for:
ACD Que Start Date
v
Start Data (201372000 | End Data | 271373008 |
oA i Jofr » M 1007 | |Find | Hest  [Selecta format W epot @ &
view call
details
ACD Queue Report

Presepted Date Time S . liandled ExtGue -

27 calle

TRVINE B0 AN
TRV 1R 1A
T LRO0E T 43 Al
TG00 b 4
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The Specific Call Master displays Call Details, Call Flow, and Call Cradle to Grave
information.

= Call Details: Displays Call Type, Cal Result, Call Date/Time Stamp, Duration,
Trunk, Call, Ring Duration, and Duration to Answer by Person.

= Call Flow: Displaysthe Extension, Name, Date/Time Stamp, Call Steps, Duration,
Trunk, Called Number, Caler ID Name, Caller ID Number, DNIS number,
Number of ACD Calsin Queue, and Number of Automated Attendant Call in
Queue.

= Call Cradleto Grave: Displays Call Statesfor the entire duration of the call.

Imatsy AccuCalieb Raports Hemz ;{I..
%Fmﬂ_m'{“l“ﬂ“" 2o ACoUCyl-Wch Advorcad Fapass o Sal Moughoar - Search o | [l
o - |
]
oAl det e wm i1% - R R T T T |
Call Details =

LILEEIEE]

.Y ] LR T HLASE N o oW mal =2
a0 LZh IINE 1T e e o B

ﬂ Cablal Pmobser | Cadbor W Hane: Aafbor I Amnlier | IS Hendir m
8t e

Timedibie Wi .

Call Cradle To Grave
T Gisee

Call StartTime 8:50:56 AM
Rimging ext 2636 secs: 1
Arnswer ext 2636 secs: 12
ACDCuewsd 2745
ACDCrueved 2700
HangUp 2700
Ringing ACD Distribution 2204
Arcwer ext 2204 secs 3593

Disconmect Time §:55:55 AM

T TT—
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=  Toview the Call Statesin bar chart format, select Duration Chart at the bottom
of the Call Cradle to Grave table.

Iwatsu AccuCallWeb Reports
Home > AccuCall-web Advanced > AccuCall-Web Advanced Reports > Call Visualisar >
SpecificCallDescChart

L8 Properties
-

oA oft b b [100% » Find | Next [ Select a format W] Export

State Diration Chart

Answar axt 2204

Answar axt 2636 12
B Our

Hinging ext 2630 4
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= Toview call detailsfor the callsin queue for aspecific call, select # of ACD
Queue for the specified call.
Iwatsy AccuCalweb Reports Harve | Hele
Home > accuCall-wab Advanced > AccuCall-wah Advancad Reports » Call wisuakzar = Saarch for:| [G_D_
SpecificCallMaster —————
-
=
B AL Jofr b #l [200% “ [ [Fnz Ivor  [seetaormar Mlecer B &
Call Details 4
Call Type | Call Stasalt | Call Start Date r-.ui rr.rh.‘l;'::mr;::nn i “E:i:::' llhr.pl:r:‘;:_ by #of Calls in
P T — TIEI08 BiEAGE AN ] ] ALD 1 W ACD Queus
Call Flow
Lall Date Iime Lall Call buration | Trumk | Called Number Laller I Aame Laller 1D Rumber LY Mumber Y & of ALD
Step hkcmnss |
Nu IR L BINI008 BN IT AN Seet - [ L1E REETE L H
e e TRI008 B8R Th AW W [ == 3 L1 [ 191141001 Lo
[ peoseg |
= ACD Call Queue details are displayed.
Iwatsu AccuCallWeb Reports
Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Call Visualiser >
SpedificCallACDQue
L' M Properties
.
id 4 | ! ofi p [l 100% : v | Find | Next | Sele_c_t_ a _flcllrrr!at_ V; Export
Specific Call ACD Que
Presented Date Handled Date Result ‘ Handled Que | Time In Que
Time Time Ext (hh:mm:ss)
2745 2132008 E:51:10 AM 211372008 8:51:25 AM Forwarnd 2ro0 00=00:15
1708 1132008 5:151:25 AM 11312008 5:53:26 AM ArEwared 1204 0001159
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Call Visualiser

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Call
Visualiser. The Account Visualiser folder contains four reports; All Cals by Dept Start
Date, All Callsby Start End Date, All Calls Detailed Hourly, and All Calls Grouped by Ext
and Start Date.

= Call Visualiser reports.

/2 Report Manager - Windows Internet Explorer

@*, * @ httprfflocalhost R eportsdSOLEXPRESS [Pages Folder asped TremPath="421 ¥ | X | 00 2o~
Google |G~ v Googh M~ B v ¥ bookmarksy Bhzbiocked | WP Check » ¥ () settings~
W |ERepurtMmagu | BB =~ [ Page » £ Taok - »
Scott's AccuCall-Web Advanced Home | Site Settings | Help
Home > AccuCall-Web Advanced > AccuCall-Web Advanced T
Reports > Search for:| |
Call Visualiser
ontens [
[y New Folder <} New Data Source 4] Upload File {EE Show Details
B Al Calls By Dept Start Date a Calls By CallerID Number
[5 Al Calls Detailed Hourly +J DNIS All Start Date
|j Aall Calls Grouped By Ext and Start Date
% Local intranet H o100 -
= Cdl Visudiser All CallsBy Dept Start Date report example: Select the Start
Date, End Date, and the Department and then press View Report to generate the
report.
Scott's AccuCall-Wek Advanced Home | Site Settings - Help

Bome > AccuCall-Web Advanced » AccuCall-web Advanced Reports = Call Visualisar = Search far:|

All Calls By Dept Start Date

BN e

=)

CO_nccmrg EETEECS BT4EEETS ]
b

o A

=} Anwrass
Arvard WIRELESS CALLER Tesann
Anmwead WRELEES CALLER TR
Bremeen ET2334 2008
- vinB re 2t
wdl BF VLT BrE2
=y
& & v e
o4 WRFHE BETHRET 7
e Vs e
Frit % IF = e ARTARIE
SFRDR T AL Anmrarad al

-
Sxart Date [1/5/2008 B Endpate [asmaome = View Feport
Dt 181 -
o4 [ Jers b B [100% v | Fid | Mot [ Select & Formae 98] B B 9 A
=
Dept_ All Calls Dapt: LA Company: lwatsu NS To 2152000

e I e e e
SN T Pl ] o¥aki2 Fres

| £
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Call Visudiser All CallsBy Start End Date report example: Select the Start Date
and End Date and then press View Report to generate the report.

Scott's Accudall- Web Advanced
Home > sccuCall-Web Advanced » AccuCall-Web Advanced Reports > Call Visualser =

All Calls By Start End Date

Search for:|

v
I

Start Data | 2/5/2000 |B  =ndoate sizo0e =
b B CER 100% o Tind | Mext | Selecta format M| Expot 5 4 2
A

All Calls By Date Report 205/2008 To 252008

7 | Call Daration Caller D Name

Ext 5 | Name 5 | Call Start DaieTime = Call

£

= Cdl Visudiser All Calls Detailed Hourly report example: Select the Start Date
and End Date and then press View Report to generate the report.
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= Call Visuadiser All Calls Grouped By Ext and Start Date report example: Select
the Start Date and End Date and then press View Report to generate the report.

Scott's AccuCall- Web Advanced Home | Sike Sattings | Hel
Home > AccuCall-web Advanced > AccuCali-Web Advanced Reports » Call —
Vigualiser = Search fors| _[

All Calls Grouped By Fxt and Start Date

4 Projerlics
v [T

Skart Gate |2/5/2008 | Eno Date [2/5/2008 gl View
Mo oft I BE [100% - Find | Moxt  [Selecta fermat | Ewport (8 S

252008 To 22008

Extension All Calls

Hame | Call Date Time i1 Res it (Ca8 Duratinn | Caller I Mame Caller 10 Ho. [IHIS No. | cCatiea

DA
DO00:30

BRUCEDS |

= Cdl Visudiser CallsBy CallerID Number report example: Select the Start Date,
End Date, and enter the CallerlD Number you want to view and then press View
Report to generate the report. (The Caller ID Number entered must be an exact
match to the number you want to run the report for.)

Scott's AccuCall-Web Advanced Homa | Site Settings | Help

Homs > AccuCall-Web Advanced > AccuCall-Web Advanced Beports = Call

Wisualiser = Search for.'|_ @

) Calls By CallerID Number
2

Start Date (2762008 |2 End Date (27672008 =]
Callerin Number 5134330490 |
14 4 [ etz p pl [100% “ | find | Next  [Seleck o format |9 Export  [H S 2

Calls By Caller ID Number 21672008 To 2/6/2008

Resuft Call Duration Calter I Nama Callnr 1) MBumber ONIS Numiber
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= Call Visudiser Calls By Dialed Number report example: Select the Start Date,
End Date, and enter the Dialed Number you want to view and then press View
Report to generate the report. (The Dialed Number entered must be an exact match
to the number you want to run the report for.)

Scott's AccuCall-Web Advanced Heme | Site Settings | Help
Home > AccuCall-Web Advanced = AccuCall-Web Advanced
Reports > Call Visualiser > Search for: |
: Calls By Dialed Number
e [
a
StartDate  |2/6/2008 |H  End Date [2/6/2008 |
Oialed Number 9725280242 |
4 4 [ Jofr b M 100% & | | Fing | Mext |Selectaformat ™| Export (3] S &
Calls By Dialed Number 2/672008 To 2I6/2008
Ext Name Cail Date Time i | | Call Duration [eaded Humber Trunk
1325 SCOTT P8 BRI PN PEX | CO_Oulgsing | Answermd 00:00:38 729050242 51
[ owe | — 1 e T~ [ T T

= Cdl Visudiser DNIS All Start Date report example: Select the Start Date and End
Date and then press View Report to generate the report.

Scott's AccuCall-Web Advanced Home | Site Settings | Help
Home = AccuCall-Web Advanced = AccuCall-Web Advanced
Reports > Call Visualiser > Search for:
DNIS All Start Date
v
a
Start Date |2/6/2008 | End Dat= |26/2008 |2
W 4 |U‘f i » bl 100% - Irm.-: | Neat i Select 2 format Vl Export _ﬁ = | A
ﬁi

Incoming Calls DNIS Report P

(31 S Humber : Hame Call Date Time

CO_imcoming
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Call Visualiser Specific Call Master

The Call Visualiser is capable of displaying expanded call detailsfor calls, trunks, and
ACD callsthrough the Specific Call Master. Expanded call details are viewed by selecting
hyperlinked (underlined) data fields contained in the reports. Calls by Extension, Date and
Time Stamp, and Trunks can be expanded.

Scott's AccuCal-Wab Advanced Anme Sibesartmas | Hale

Homa = Ascucal-wik Advancad = AccuCall-weh Afvancad Reparts » Call wsualizar = Saarch o [
all Calls By Start End Date
\ e TR
=3
act Dmtw |2/5/2003 B tnd Date [205200e a
Call
< 4 1 jorzp M 100% F: A Salart a forml Exf -] ] -3
Date and Tima " : 5 : — T
Stamp ~44Jl Calls By Date Report S0 T 508
=t T ] W 138
B[ = e " ik
| S i o
s <

The Specific Call Master displays Call Details, Cal Flow, and Call Cradle to Grave
information.

= Call Details. Displays Call Type, Cal Result, Call Date/Time Stamp, Duration,
Call, Ring Duration, and Duration to Answer by Person.

= Call Flow: Displaysthe Extension, Name, Date/Time Stamp, Call Steps, Duration,
Trunk, Called Number, Caller ID Name, Caller ID Number, and DNIS number.

= Call Cradleto Grave: Displays Call Statesfor the entire duration of the call.
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Iwatsu AccuCallveb Reperts e b
Hame » AccuCal-Wab Advanced = Accuall Web Advanced Reperts = Call Visusiser » Saarch far! E
SpecificCallMaster —
3
o ofn b ki (100w v |redimext [Selectaforat raos (g &
. .|
Call Details

Call Ty | €8 omull | CalSEart Ol T | Total Dueatan  Trunk C iy Cuir | D b A by

s (secs) Person

OO freoming | Amwewl | RILODOR ADISE AM ) [ = B Hrdle

Call Flow

| Callil Bmbrer | Cafier T Mame

% CARL BS UL MBS =

Araenr ot {100 smca <iB

Dmonnact T ToRD A8

_m_
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Call State Duration Chart

The Duration Chart at the bottom of the Call Cradle to Grave information
allowsyou to view the call statesin bar chart format.

State Duration Chart

Answer ext 1202

Ringing ext 1202

a3

Originate ext-80

0 100 200 300 400 200
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Campus

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports> Campusis
used to generate reports specific to Iwatsu 1PCampus networks. The Campus folder
contains two reports, Campus Cost Report and Campus Detailed Hourly report.

= Campus reports.

Scott's AccuCall-web Advanced Home | Site Settings | Help

Home > AccuCall-Web Advanced > AccuCall-Web Advanced
Reports > searchfor:|  |[cq
Campus

Cotets [
o — — -~

iNew Folder “}MNew Data Source 4] Upload File iEE Show Details
[ Campus Cost Report £ Campus Detailed Hourly

= CampusCost Report example: Select the Start Date, End Date, IP Campus
Node, and the Call Type and then press View Report to generate the report.

Scott's AccuCall-Web Advanced Homs | Sits Sattings | Help

some > Accutal- > AgcuCall-Web Advanced Raports > Campus > Search for: | |leq]
Campus Cost Report
*
Stat Gato | 2/6/2008 B campus [Man v
End Date | 2/6/2008 ] Call Type |C0_Out:ulnr.' [l
9 4 Jobr v b fwoow | [ [recinest [selectatormat MiEwenr @ & 2

2IEF2008 To 276/2008

Campus: Maln

Campus Cost Report

| CallDate Tme | Call Durstion | Caller 1D Hame | Callor 1D Ho. | DWIS Wo. | Called Bo. | Trunk | TrkGp  Cos
c 1325 | SCOTTPS 1 Calls oroe36 |
CO_Cutgoing 26/2008 2:11:31 7 97202
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= CampusDetailed Hourly Report example: Select the Start Date, End Date, and
the IP Campus Node and then press View Report to generate the report.

Scott's AccuCall-web Advanced Home | Sita Sattings | Halp
Home = AcculCall-Web Adwvanced = AccuCsll-Web Advanced

Reports > Campus > Search for:|
Campus Detailed Hourly

LN Properiies
-

o
Start Date |2/6/2008 B endpate [2/6/2008 = [ vhew Repart |
Campus | Main L
I4 4 :ufi B |1ﬂﬂ‘1ﬁ 'Ul | Find | Mex @Iﬁﬂzzd _'.a o
=

Campus: Main

Start Incm Incam D, Aban Aban D,

Al | All Dur. Toral [
Ty Ti Tital Total Tital

Tt Q== ET —
Callz

e Calls (j1j b bt Calln hhanmssa

14-00 16 002718 19 og:a8-07 00;08:13 00-12:06 ar 005441

[owis | 15 | ouzras 00607 ey | 1y || a7 | e=eh |
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Department

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Department.
The Department folder contains three reports: Department Cost Report, Department
Detailed Hourly, and Department Report.

Department Reports:

Scott's AccuCall-Web Advanced Home | Site Settings | Help

Home > AccuCall-Web Advanced = AccuCall-Web
= g Search for: |

Advanced Reports =
Department

coens [

4 MNew Folder +}MNew Data Source 4] Upload Fila i£2 Show Details

a Department Cost Report 3 Department Report
[ Department Detailed Hourly

Department Cost Report example: Select the Start Date, End Date, Call Type, and
Department and then press View Report to generate the report.

Hame | Sita Settngs | Belp

Scotl's Acculall- Web Advanced
Home = Accucal-wish advanced - AcceCal-weh advancad Resorts - Depsrtment - Sesieh for: IE—

Department Cost Report

v e
E

SiaitData (282008 = Call Typa | C0_Cutgoing -]i ey Repors
ErdDate  [7/8/2008 |2 oem Salas |
T of1 b bf  [1oowm A ind | Mest [ Selectaformet  MlEwport  [F] (3 &
'n Epal‘tment Cost Report Dept: Sales Company: lwatsu /2008 To HE2008
8IS Mo Caleti b0 | Tunk | TrkGp | o

Calheril) Ho.

=8 Date Tame L Duratsan Catler I} Name

1I0SETITRO0 a8 i4 0
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= Department Detailed Hourly Report example: Select the Start Date, End Date, and
Department and then press View Report to generate the report.

Scott's AccuCall-Web Advanced Home  Site Settings | Hell
Home > AccuCall-Web Advanced > AccuCall-Web Advanced
Reports > Department = Search for: @
. Department Detailed Hourly
B .
4
Start Date |2/6/2008 B endoae /200 n
Dept Sales w
[E I | 1 uFl ol _1-65%, wl | |r.rr| | Mext :_E‘:;I::?;Wi!'vpc!‘ _ﬂ ;ﬂ A
Detailed Department Hourly Report 2/6/2008 To 2/6/2008
Dept: Sales Com: Twaltsu
Starl Incm Incm Dur. Aban Mban Dur. C ICM Dir.
Time otal Total Tolal Total Total
hhomm | Calls hhemm:ss Calls hivmm:ss L hh:mmiss
14:00 L] 100:00-00 ] 00-00:00 ] 00:00:00 ] 00:00-00 ] 000000
15:00 B0:00:00 00-00:00 00: 04000 1 00002 000002
T I N O T T I

» Department Report example: Select the Start Date, End Date, and Department and
then press View Report to generate the report.

Scott's AccuCall-web Advanced Home | Site Sattings | Help
Home = AccuCall-Web Advanced = AccuCall-Web Advanced Reports = .
Department > Search for: (G
Department Report
.,'m Proportios
”
Start Dote [2/6/2008 |ER  EndDate [2/6/2008 |3
Dept | Sales |
I 4 [ Joft b Bl [100% | |Find | Mext  [Sclecta format  s|Export @ 3 P~
Department Report Dept: Sales Company: lwatsu 2/6/2008 To 2/6/2008
Name / Call Date Time Call Duration | Caller ID Mame |  Caller ID Humber DNIS Ho. |
TERIE : 4 Calix | 00002 | | |
CO_Outgaing 2E2008 3:04:00 FM 00-00:02
fows | rous | ww | —
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Extension

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports> Extension.
The Extension folder contains three reports, Extension Comparison Detailed Hourly,
Extension Detailed Hourly report, and Specific Extension Cost.

= Extension Report.

|4 New Folder

Scott's AccuCall-web advanced
Home = aAccuCall-Web Advanced » AccuCall-Web Advanced

Raports =
Extension

o

Home | Site Settings | Help

Search for: |

¥+ New Data Source

] Upload File

I Show Details

5] Extension Comparison Detailed Houry

2] Extension Detailed Hourly

[§ specific Extension Cost

= Extension Comparison Detailed Hourly Report example: Select the Start Date,
End Date, and the 1%, 2™, and 3" Extensions to compare and then press View
Report to generate the report. A report will not appear for an extension when no

activity exists for the range selected.

e
Lwat=i ALLLLd"I.\'Eb Heporls _ bome | 'H:]E
Homs = - -y o @ katension = Search for:| F
Extension Comparison Dl:tai:d Huurhr =
v [
.
4
Btarbate (201272000 |E s [an120z000 EH
sl Ext  |Z204 | 2eeiEvt | 2000 |
weee [1206 W]
] 4| nf 1 i oo pvs Find | Hpws Saleck n format (8| Saeet ] 3 =

0E:00
orL
axin
i
1250

(BB

[ioue [ or Lovism [0 __wwoso

LiSA 2204}

b Ill(:'ul.'nn
Cails
Tobal | Memmeas

a
a
q
4

0200
ORI
D3R
03 m
A% 51

[

Ol

Total
Calls
D

0

B TIRET

Totl
hhamim:es

=
B0
B
n
nr
11

L

03

H
30
0
P
T
i

G, 200

Sl
Teme

e

LRl
ron
o
e
0
11

ncim
Calls
Tatnl

W oE e - o

17

PHLIP (Z208)

i Cap (M il o TR
Tiokal Totad Total
ENTE Y Cnll: CHA [ Calln hihamm:es

00350 DEE0 a 0RLo0d L

030 T a IO [

LA b L L] 2 DFE0 &5 0

01334 1 agon 05713 I S —
11430 -0n [EELE "] [

{11 ey Bt
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Extension Detailed Hour ly Report example: Select the Start Date, End Date, and

| |
the Extension and then press View Report to generate the report.
Soolls Acculal- Web Advarced Home | Sike Settings | Helf
Homa » sccucall-web ddvanced > AccuCall-wieh Advanced Roports » Extansion > sazech far| gl
Extension Detailed Hourly =
View [
E
Seart et 262008 1B e o [zrianos o
Ext Jooo - |
i 4 larr b k1 [100% ¥ ] Finet | T | 4
GINA
Stanl I Dur FEE | PHX ncim | Ot Ot D A | RN D Mol | Hod Aval
Tiena Tl Cim Muar Tosal Todnl Taotal Tatal Todal Todal Manll Totad Dur
hcrmem Hhmmiss Calis  hicmm:ss Calls | hhommoss Caks  hhcmmss Cails | hhommess Total hcmm:ss
1490 ] 0 000 [T [ L3008 [T i
1500 (HI (445 [ 000 08 [T ER ]
I B T e N I R
= Extension Specific Extension Cost Report example: Select the Start Date, End

Date, Call Type, and Extension and then press View Report to generate the report.

Home | Site Settings | Help

Scott's AccwCall- Web Advanced
Home = |- = AccuCall-web Advanced Reporis =
Extension = Search for: El
Specific Extension Cost
ey
=
Star pmee (2672003 |E ol rype [So_oumgain [
Erd Date | ME2008 = = {2000 -
4 4| afi * 100% w | Pt | st | Select & rormal | Frpe | - o
Extension Cost Report Ext: 2000 GINA FEI008 To HE006
Tupe Cal Date Time Call Duratsan Caler@Name | CaberiDHumber | Called Number | Trunk -m
0 Oy TS 26 DoLD LSITIEET
OO Durgon L0008 2R f DooooE sALabE 4 W|m
2128210000
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Extension Groups

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Extension
Groups. The Extension Groups folder contains two reports. Extension Group Cost
Report and Extension Group Detailed Hourly.

Extension Group Reports.

Scott's AccuCall-web Advanced Home | Site Settings | Help
Home = AccuCall-Web Advanced = AccuCall-Web Advanced .
Reports = Search for:

Extension Group

conen [
o

4 New Folder %3NMew Data Source 4] Upload File IEE Show Details

Extension Group Cost Report example: Select the Start Date, End Date, Station
Group, and Call Type and then press View Report to generate the report.

Scott's AccucCall-web Advanced Hams | ke Sathngs | Help
Home = AccuCall- Web Advanced > AccuCall-Web Advanced Reports > Extension Group = Search r.m.:I @
Extension Group Cost Report
M Properiies
5
2
saripae  [2/E2008 S endoate 21872002 B
Station Group | Scott's Gre v Call Type [CO_Ouigaing Jas
M 4 of1 b @l 100% | Fnd | Mext | Select a format | Export |3 =] 2
\ " [ Il
Ext. Grp. Cost REpOI‘t [AlScottP Scott's Grp 2/6/2008 To 2/6/2008

£0_Ouigerg '9‘,:‘1 )r-

=i | o
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Extension Group Detailed Hourly report: Select the Start Date, End Date, and
Station Group and then press View Report to generate the report.

Scott's AccuCall-Web Advanced Home | Site Settings | Hell
Home > AccuCall-Web Advanced » AccuCall-Web Advanced !
Reports > Extension Group > Search for: @

Extension Group Detailed Hourly
v

e
4

Start Date |2/6/2008 |2 End Dats [2/5/2008 & [Cview Report ]|
Station Grp | Scott's Grp v

4 41 Jeft » M [100% v | |Find | Next [Selectaformat ®|Export B & A
Extension Grp Hourly Report IANScottP 2/6/2008 To 2/6/2008

Name: Scott's Grp

Aban Dur. Out Out Dur. All All Dur, Total
Total Total Total Total Total | hhcmmess
hh:mm:ss Calls hlemm:ss Calls |
14:00 1 00:00:21 U] 00:00:00 1 00:01:01 1 00:00:38 3 00:01:58
15:00 0 00:00:00 0 00:00:00 0 00:00:00 0 00:00:00 0 00:00:00

[Tows | 1 | ooz | o | oomoso | 1+ | oooror | 1 | wwooss | 3 | ovorss |
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Trunk Reports

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports> Trunks. The
Trunk folder contains two reports; Trunk Cost and Trunk Hourly Report.

=  Trunk Reports.

Scott's AccuCall-Web Advanced Home | Site Settings | Help
Home > AccuCall-Web Advanced > AccuCall-Web - -
Advan R - Search for: _
Trunk

conens Y

[ New Folder +»MNew Data Source 4] Upload File =2 Show Details

[ Trunk Cost i3 Trunk Hourly Report

= Trunk Cost Report example: Select the Start Date, End Date, and Trunk number
and then press View Report to generate the report.

Home | Site Setlings | Help
Scott's AccuCall-Web Advanced I
Home > AccuCall-web Advanced > AccuCall-web Advanced Reports > Trunk > Saarch for: | Go
Trunk Cost - —
o oo
"

A
start Date [2/6/2008 B trunk [a7 -
End Date |2/6/2008 |2
4 4 [t Jofz b b [room v |find | Nexz  [Selecta format W Evpor |8 4 “

R
Trunk Cost Report Trunk #47 612008 To 6008
Colbais Tmo | Toi durston | _CalerDhame | ColerDlo_| WS dumbor | Cotedmamber | _Cont |
e CO_tcoming | 28 725 PM DX01:14 E172682080 o17e .00
o CO_inzaming & 0279 S0EITEA0NE B347 0 00
A3 CO_insaming 8 Fu 00244 073474108 Jalta £0.00
[ o | o | e | BTN -
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Trunk Hourly Report example: Select the Start Date, End Date, and Trunk
number and then press View Report to generate the report.

Scott's AccuCall-web Advanced Home | Site Settings | Hel|
Home = > AccuCall-web Advanced Reports >
Trunk > Search for: |@
Trunk Hourly Report
Lol Propecties
4
Start Date |2/6/2008 B Trunk [47 v
End Date |2/6/2008 &
4 41 Jofz b b [100% | | Find | Next [Selectaformat  wi|Export 3] o 4
Trunk Haurlv RPannrt aicinnns Tg 2/6/2008
Trunk : 47
Total | Incm Dur. | Incm | Total | Aban Dur. |Aban |Total | OutDur. | Out |Total | All Dur.
Start Total q Calls Total Avg | Calls Total Avg (als Total
hh:mm | Incm | hh:mm:ss Aban | hh:mm:ss | secs | Out | hh:mm:ss | Secs hh:mm:ss
14:00 00:27:13 00:01:14 00:00:00 00:28:27
15:00 0 00:00:00 00:00:00 00:00:00 00:00:00
[CYowie 1 2 T ovaris | ia | 4 Lovaitia | 74 0 Lonooo ] o | 5 | svasar ] 360
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Trunk Groups

Home > AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Trunk
Group. The Trunk Group folder contains four reports; Trunk Group Cost, Trunk Group
Busy Hourly Chart, Trunk Group Detailed Hourly, and the Trunk Groups Usage
Chart.

=  Trunk Group reports.

Scott's AccuCall-web Advanced Home | Site Settings | Help
Home > AccuCall-Web Advanced > AccuCall-Web Advanced

Reports = Search for: |
Trunk Group

TN Properties
Moy

4 New Folder +pNew Data Source 4] Upload File i Show Details

i@ TrunkGroup Busy Hourly Chart @ TrunkGroup Usage Chart

= Trunk Group Cost Report example: Select the Start Date, End Date, and Trunk
Group number and then press View Report to generate the report.

Hi : | Sabe Settings | Hel
Scott's AccuCall-Web Advanced Home | Sibe Settings | Help
Home = AccuCall-Web Advanced > AccuCall-Web Advanced Reports > Trunk Group > search far: IE]
Trunk Group Cost

» |

StartDate |2/6/7008 |=  TrunkGroups |3 v View Report

endoate |2/6/2008 12

I 4 [t Job1 b Bl [200% v [Find | Hext  [Selectsformat S Siped (@ S A
"~

Trunk Group Cost Trunk Group #1 Hame: 2/6/2008 To 262008 sigw chan

Duration Caller ID Bame | Caller 10 Humber | DHIS Bunber | Called Number | Cost
Denany L |
T |

L8008 8823 PU

2 10 FM

3 Calls

4 Calls

39



Real IP Apps User Guide

Trunk Group Cost Chart example: Select view chart to view the report chart.

Scott's AccuCall-Web Advanced Lm | SiE Setmay THen,
Home = AccuCall- dvanced > SccuCall-Web Advanced Regorls = Tk Group = Saarch far: [
TrunkGroup Usage Chart
v
%
"o lafr & kb [100% o] rinct | nest [elect aformat | Gpert [ 8 ¥
Trunk Usage By Trunk Group Chart Trunk Group: 3 o
45,4547 45,49 £0
Trunk Usage By Caills Trunk Usage By Duration
14 =0
o 12 i
= T 0
Qo 1 =
"5 c =N 23
5 B 2
2 . :
E & Fi
3 a 20 — - -
= ; = 1
2 El 5
'g : - - i . I
45 46 & 40 45 a6 a7
Trunks Trunks

Trunk Group Busy Hourly Chart Report example: Select the Start Date, End
Date, and the Trunk Group number and then press View Report to generate the

report.

Iwatsu AccuCallWeb Reports M_H_Eﬂ
Home > AccuCall-Web Advanced > AccuCall-Web Advanced 1]
Reports > Trunk Group > Saarch for: E
TrunkGroup Busy Hourly Chart
o [
A
Start Date | 2/6/2008 | TrunkGrphumber | & w
End Date | 2/5/2008 =)
i1 4 lef1 =+l !RE"-‘» | Find | Mext Select o format | wport =1 = b=
Trunk Group Busy Hourly Chart
2
B 24
11}
&
a
E=}
2
]
B o 1 Bl Busy (z=cs=)
2 I Cccurances
E]
]
1]
0= T 1 L e e e 1 T
0 5 10 15 uil
] Hour of Day
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= Trunk Group Detailed Hourly Report example: Select the Start Date, End Date,
and Trunk Group number and then press View Report to generate the report.

! il
Iwalsu AccuCalliWeb Reporls Heme | E_"
Home = AccuCal-Web Advanced = AccuCall-Web Advanced Regorts = Trunk Group = Cmarch Farz| I
TrunkGroup Detailed Hourly 2
R e
A
StariDate |2/6/2008 B trunk Groups (& -
Erdvme |28/2008 |0
H 4 afi kM [i00% | il | Mt | Snlact o farmal 8| Pepet 5| = =
Trunk Group Hourly Report QUETINE To 252008

Start ncm o Thar
Tima Calks Total
hiimm | Total Rhommess

0400 o 00040 0

0500 0 000000 0

00 ] 000000 [

oF o0 o L onon 0

K00 3 [ 17

0E00 % [ e 150% 3

1000 & 01 1845 7HE 4 B0E S ik 1t
1100 5 023804 a7 7 0535 =2 18
1z00 ] [IREE 2N 3 9:05:21 107 14
tain 5 b 2032 4 1 R 5 4
1400 3 0zopas 144 2 £0:05:03 243 3 7

= Trunk Group Usage Chart Report example: Select the Start Date, End Date, and
Trunk Group number and then press View Report to generate the report.

Iwalsw Acculalldeb Reporls
Bama » AccuCall- Wb Advanzed » AccuCal-Web Adwanced Reperts = Trunk Group o sazrch f;||-:|' E
TrunkGroup Usage Chart e

v I
!

A
Srart Oate 2/6/2008 | = Trunk Gron |5 - | iew Report_|
End Do /602002 =
W 41 a1k Bl imow M| | Pl | Mot |Soects formmt W Ekpert 13 o3 -
7.60,55 B, 57 HH 1
Trunk Usage By Calis

Total Mumber of Calls
Total Duration {min)

Trunks
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Properties tab:

General

Under the Properties > General tab you will find general information about the folder as
shown below:

» Edit Site Name: Select Site Settings (upper right corner of the Reports window) to
edit the Site Name.

= Report Manager - Windows Internet Explorer

@ _' * & | http:jflocalhost{Reports§ SOLEXPRESS[Pages/Folder. aspx? ¥ | *+ | K |1 Pi=

Google [G~ v Googd M~ B+ TF Bookmarksw B 2blocked @ () Settings =

w (& Report Manager | | ’fﬁ - B M v b Page ~ i} Tools ~ =
Scott's AccuCall-Web Advanced Home | Site Settings | Help
Home > AccuCall-Web Advanced > Search for:|

AccuCall-Web Advanced Reports
PR eroperces

Modified Date: 1/15/2008 1:52 PM
General Modified By:  IAI\ScottP

Security Creation Date: 1/15/2008 1:30 PM
Created By: _IAT\ScottP

MName: EAccuCaII— Web Advanced Reports I
Description: ‘

[Hide in list view

[Apply | [Delete | [Move |

N Local intranet # 100% -

» Enter the new Site Name and select Apply to save the save your changes.

(= Report Manager - Windows Internet Explorer

@\ = | hetp:ffiocalhost Reports$SoL ExPRESS/PagesSettings. aspx ] [#2][ %] [so0a 2]~

Google |G+ v Googd M v By v f% Bookmarksw Shzblocked % check » () settings=
== - = »

w [@Repurt Manager I } M- B b - mhPage v (O Tools -

Home | Site Settings | Help
[a Scott's AccuCall-Web Advanced

| site Settings searchfor: &

Settings
|
Name: JScott‘s AccuCall-Web Advanced I

[ Enable My Reports to support user-owned folders for publishing and running personalized reports.

Choose the role to apply to each user's My Reports folder: | My Reports e |
Select the default settings for report history:

@ Keep an unlimited number of snapshots in report history
O Limit the copies of report history:

Report Execution Timeout
O Do not timeout report execution

@ Limit report execution to the following number of seconds: | 1800
[¥]Enable report execution logging
[¥]Remove log entries older than this number of days: |60

Security

Configure site-wide security

& Local intranet F100% -
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Security
Under the Security tab, you can:

CreateaNew Role Assignment: Create anew user.

Revert to Parent Security: Reverts the security settings for a sub-folder to that of
the parent folder.

= Dedeteauser: Deete auser account.
New Role Assignment

Select New Role Assignment to create a new user.

{= Report Manager - Windows Internet Explorer

G\_ B £  http:[flocabost [ReportsfSOLEXPRESS|Pages/Folder . aspc? Vl “.} A 2

Google [C~ v coogd M~ B+ 7 sockmarks~ 12 blocked ¥ () settings =

w R & Peport Manager ’-} - B o v b Page » ) Tools - i
Scott's AccuCall-Web Advanced Homs Site Sattrgs el
Home = AccuCall-Web Advanced = Search for:
AccuCall-Web Advanced Reports

o
1#, Edit Ttem Security
General

Security Group or Userd Role(s

BUILTIN'\Administrators Content Manager
Dane %J Localintranet #100% -~
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= Enter the Group or user name: for example: iai\shibiv.

Select the Role you want the new user to have. Each Role assignment has a
detailed description next to the specific role. Selecting the Browser Roleistypical.

= OncetheRoleis selected, press OK to add the new user.

ﬂ: Report Manager, - Windows Internet Explorer

@ L3> |@, http: /flocalhost/Reports$SOLEXPRESS/Pages/EditGroup. aspx?ItemPath="%: "‘ || X | ive Seard | Pi-
w o [@Report Manager

l ﬁ} - B gﬁ - |:iF Page - ':;_'.;}TUU‘S w7

Home | Site Settings | Help
SQL Server Reporting Services

“&  New Role Assignment Searchfo:|  |[eq]

Use this page to define role-based security for Home.
Group or User name: iiai\shibiv
Select one or more roles to assign to the group or user.

[0 Roled Description
] Browser

May view folders, reports and subscribe to reports.

May manage content in the Report Server. This includes folders, reports and
resources.

May publish reports and linked reports; manage folders, reports and resources in a
users My Reports folder.

[ Publisher May publish reports and linked reports to the Report Server.

[] Report Builder May view report definitions.

Content Manager

[0 My Reports

%J Local intranet H100% -

= Thenew user and their role will appear under the Security tab.
Edit a Role Assignment
= ToEdit aRole Assignment:

= Sdlect Edit next to the Group or User you want to edit.

fj Report Manaper - Windows Internet Explorer

@.\—/ - |g, http:jflocalhostfreports§SOLExpress/Pages/Folder. aspx?SelectedTabld=Pre V| || X | = Search | R
P — o . »
W R [@Repnrt Maniager l l - B s~ b page - ) Todls -
Home | Site Settings | Help
= SQL Server Reporting Services
L‘_} Home Search for: |
—
XK Delere | A7 New Role Assignment
Sacurity
H Group or User+ Role(s)
[0 Edit BUILTIN\Administrators Content Manager
[0 Edit IAD\shibiv Browser
Done ‘j Local intranet F100% -
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= Select the new role assignment for the selected user.
= Sdect OK to make the change.

r’f Report Manager, - Windows Internet Explorer

@.\— - |@, http: /flocalhost/Reports$SOLEXPRESS/Pages/EditGroup. aspx?ItemPath="%: "‘ || X | ive 5

2 A = = »
W [@Report Maniager l l - 8 e - |k Page v (F Tools v
Home | Site Settings | Help
SQL Server Reporting Services
Cg.,; New Role Assignment searchfor:| |l

Use this page to define role-based security for Home.

Group or user name: |iai\shibiv |

Select one or more roles to assign to the group or user.

[0 Roled Description
Browser

May view folders, reports and subscribe to reports.

May manage content in the Report Server. This includes folders, reports and
resources.

May publish reports and linked reports; manage folders, reports and resources in a
users My Reports folder.

May publish reports and linked reports to the Report Server.

Report Builder May view report definitions.

Content Manager
My Reports

Publisher

Ll
L
i
¥l

%J Local intranet H100% -

Delete a Role Assignment
= ToDeeteaRole Assignment:

= Select the box next to the Group or User you want to delete to activate the Delete
tab.
& Report Manaper - Windows Internet Explorer
.;:: - |g, http:j{localhost freports$SOLExpress/Pages/Folder . aspx?SelectedTabld=Prc V| || X | -
v oy [@Report Mariager l_l ﬁ = B E'__.q - |iifPage - f:}' Tools -
Home | Site Settings | Help
= SQL Server Reporting Services
LL}] Home ¥ 2 Search for: |
—
X Delete | A7 New Role Assignment
Security
] Group or User+ Role(s)
[] Edit BUILTIN‘\Administrators Content Manager
[0 Edit IA\shibiv Browser
Dione ‘j Local intranet H100% <
[

Select Delete and then select OK when the Are you sure you want to deletethis
item? window appears.
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Troubleshooting

This trouble-shooting guide contains the following trouble-shooting tips:
=  Uninstall SQL Server 2005.

= Configure IS Settings for a Workgroup.

= Encryption Key error when running reports.

= Report Server receives an error when connecting to the database.

= Login screen pop when running the reports and the login screen does not take my user
name and password.

= Running reports from a remote computer.
= Cannot run reports after acomputer name change.

If your Iwatsu Enterprise-CS system has been re-started, verify that the ACWeb-CSTA Service
isrunning and collecting data.

Uninstall SQL Server 2005

To uningtall SQL Server 2005:
1. Goto Start > Settings > Control Panel > Add or Remove Programs.
= Select (highlight) Microsoft SQL Server 2005 and press Remove.

# Add or, Remove Programs

P
\ﬁ'j‘ Currently installed programs: [ Show updates Sart by: ’DI
Change or i R N T e R e -
Remove I " e
Programs E Microsoft SQL Server 2005

o)

Add Mew To change this program or remove it from your computer, click Change or Remove,
Programs e -1

| Microsoft SQL Server 2005 Backward compatibility Size  26.35ME
@I Lj Micrasoft SGL Server Management Studio Express Size  124.00MB
AddfRemove |5 Microsoft SQL Server Native Client Size 4.18MB
Windows )
Components d Microsoft SQL Server Setup Support Files (English) Size  22.45ME
d Microsoft SQL Server Y35 Writer Size: 0.43MB o

| @ =
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2. Select the SQL EXPRESS Database Engine, Reporting Services radio button and the

Workstation Components checkbox.

= Sdect Next > to continue

% Microsoft SOL Server 2005 Uninstall

Component Selection
Select SQL Server 2005 components ko uninstall,

To uninskall existing components, select components to remove and click Mext.

Remove SOL Server 2005 instance components
Select an instance:

Q) SQLEXPRESS: Database Engine, Reporting Services

I Mext = ][ Cancel ] [ Help

]

*  PressFinish to begin the uninstall process. This processwill take afew minutesto

remove all the components.

% Microsoft SOL Server 2005 Uninstall

Confirmation
Werify SOL Server 2005 components ko uninstall.

1 The Fallowing components will be uninstalled fram vour machine, To proceed,
e\ dlick Finish,

= Database Engine: SQLEXPRESS
= Reporting Services: SQLEXPRESS
= Workstation Components

< Back ][ Finish ][ Cancel ] [ Help
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=  Theuningtall processbegins.

Setup Progress

The selected components are being configured

[MSkMLE
S0L Setup Support Files
SOL WSS Writer
@SQL Server Database Services Confiquring components. ..
OWC11
S0L Server Backward-Compatibility Files
Reporting Services
S0L Server Managemnent Studio Express

|

—Skatus

Setting Internal Properties

» Closethe Add or Remove Programswindow after uninstall is complete.

| Mext == I Cancel ]

3. Goto Start > Settings> Control Pand > Add or Remove Programs and find and
select Microsoft SQL Server Native Client.

= Sdlect Removeto uninstall the Native Client and select Y es to confirm the
removal.

\Eﬁi Currently installed programs: [ show updates Sort by
Changeor | i Twatsu Call Director Siee  3.04ME A
Remove =
Programs §5) 1watsu Enterprise PC Attendant Size  20.73MB
r i) Twatsu Enterprise Services Size: 4.18MB
\E‘g (& Twaksu Programmer Size  3Z.65ME
Add Hew
Programs . Twatsu Softphone Size  44.03ME
ﬁ Microsoft MET Framework 2.0 Service Pack 1 Size  186.00MB
EI E Microsoft. OFfice XP Professional with FrontPage Size  331.00MB
Add/Remove = " 5
Windows ﬂ Microsoft SQL Server Native Client Size 4.18MB
SHILERER Click here for support information. Used pccasionally

Last Used On 1/15/2008
@ To change this program or remave it From your computer, click Change or Remove,

Set Program
Access and

Defaults Add on Remove Programs 19.72MB

5.72MB
\ ? ) Are you sure you want ko remowve Microsoft SOL Serwer Mative Client from wour computer? 2.00MB

0.00ME

_r,é windows Internet Explarer 7 Size 2.48MB

ﬁ! Windows P Service Pack 2 e

* Remove any other Microsoft SQL Server programsin the Add or Remove
Programslist.
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4. Right-click on Start and select Explor e to open the File Explorer and goto C:
Program Filesand deletethe Microsoft SQL Server folder and all its contents.

= Select Yeswhen the Confirm Folder Delete message box appears.
rogram Files J
Fils  Edit Wiew Favortes Took Help e
Qe - @ ¥ SO search ‘ [ Fokders
Address |[(3) CiiPragram Files | Go
Folders bad Mame Size | Type Date Modified )
=) D My Documents P @Abr\vo File Folder 6132007 9:26 AM
= My Computer  [E)adobe File Folder 2}12/2008 5:35 PM
] } 3% Floppy (&) 1) Carnman Files File Folder 2[12[2008 5:35 PM
D < Local Disk (C:) I3 ComPlus Applications File Folder 1/5(2007 12:00 PM
[ 3574abb1FraRLd1E5L LDk File Folder 10§31/2007 4:16 P
2 AccessReports E)Googls File Folder 11/14/2007 3:43 PM
[ [ CProxy i._jInstaIIShie\d Installation Infor... File Folder 6/27/2007 12:07 P
2 Config.Msl [C)Internet Explorer File Folder 6/11/2008 4:38 PM
® [ damaka i;:jIwastu File Folder 1/912008 11:56 AM
& 3 el [ Iwatsu File Folder BI6/2008 11:48 AM
[ [C3) Documents and Settings ) Mchfee File Folder 4/12/2007 1:37 PM
& [ Inetpub [E)Messenger File Folder 1/8/2007 10:17 &M
® [ Installation () Microsoft Ackivesync File Folder 10§23/2007 2:21 PM
2 3 Program Flles [Sdmicrosoft frontpage File Folder 1/5/2007 12:05 FM
& () Abriva ) Microsoft CFf) File Folder 8[612008 1:42 PM
& [ Adobe File Folder 6/6/2008 1:42 PM
® (23 Comman Files h_jMovie Maket|  Explore File Folder 1/5§2007 :52 PM
I3 CorPlus Applications [SIMozilla Firefg  Open File Folder 10§31/2007 4:16 P
129 Divy LMK Gaming|  Search.. File Folder 1/5/2007 11:59 AM
B ) Google I il T r— Fils Foder 1/5(2007 6:43 PM
# I3 Instalishield Installation Informe u_jNetwork Asst File Folder 4/17]2007 10:15 AM
() Internat Explorer [0nlire Servig  Send Ta File Folder 1/5(2007 12:02 PM
B2 wastu 1553 Outlook Expr Cut File Folder /132007 3:02 PM
) Iwatsu Uninstall Infe i File Folder 1/5/2007 3:39 PM
® 3 Meafer [ incdows el File Folder 2/15/2007 1:07 PM
1) Messenaer ~ | [C)Windows NT|  Create Sharbcut File Folder 1/5(2007 6:43PM &
< | > < D >
] Network Cof ~ Rename Phone and Modem Options
= Properties
L}

Configuring IS Settings for Workgroup

Now you are ready to install SQL Server again.

To configure 11S for Workgroups:

1. Goto Start > Settings> Control Pane > Administrative Tools.

Double-click on Internet I nformation Services and expand local computer >

Web Sites > Default Web Site.

Right-click on Repor ts$SQL EXPRESS and select Properties.

ernet Information Services

File  Action  Yiew Help
& | * £}
Im Inkerngt Information Services Marme Path Sl
=1 - &) 4FITB {lacal computer) (16
=2 web Sites Sen
= ol Default W;eb Site Timages
4 il G
+
. & T,
Explore
+ ReportServer§sd i
31 (L aspnet_dient BD a5 ax
145 Default SMTP Yirtual Ser| 0 e
Hew » \r:.gServlcfesSoapStructu.‘.
All Tasks (Ol
aapplication.canfig
Wiew ¥ lonfig
Delete
Refresh
Export List..,
Help
< | %)< >
Opens property sheet for the current selection,
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2. Select the Directory Security tab and select Edit in the Anonymous access and
authentication control area.

ReportsSSOLEXPRESS Properties

BTG Header: it Bl el ASP.NET
Virtual Directary Diocuments I Directory Security |

Anonymous access and authentication contral

! ; Enable anonymous access and edit the

authentication methads for this resource.

IP address and domain hame restrictions

®

e

Secure communications

Require secure communications and
enable client certifizates when this
I830UNCe is accessed.

[ (] 4 ][ Cancel ]

» Uncheck the Integrated Window authentication box (for the domain) and check
the Basic authentication (password issent in clear text) box.

Authentication Methods f5_<|

[ snonymous access
Mo uger name/password required to access this rezource.

Account uzed for anonymous access:

Uzer name; | [LSH 47 | Browse
|

Paszword: | i |
L

Authenticated access

Far the following authentication methods, user name and pazzwaord
are required when

- anonymoL: access is dizabled, or

- access is restricted using NTFS access contral lists

[] Digest authentication for Windows domain servers

[] Basic authentication [password is sent in clear text]

Default domain; | |[ Select... ]

Realm: I |[ Select... ]

Integrated WWindows authentication

[ ak. l [ Cancel ] [ Help ]
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»  When you check the Basic authentication box select Y es to continue when the
Internet Service Manager screen appears.

] Anonymous access
Mo uzer namedpazsword required to access this rezource.

Account uzed for anonymous access:

Internet Service Managern

E The authentication option you have selected results in
! pazswords being transmitted over the nebwark without data
encryption. Someane attempting to compromize your system
zecurity could use a pratocal analyzer b examing user
pazswords during the authentication process. For more detail
on uzer authentication, conzult the online help,  This warning
does not apply to HTTPS[or 551 connections.

Are you zure you want to continue?

’ res ] I Mo l [ Help ]

Fiealn: i |

[ ntegrated *Windows authentication

l Ok l ’ Cancel ] [ Help l

= The Authentication M ethods screen should now appear as shown below:

Authentication Methods

[ ] &nonymous access
Mo ugzer name/pazsword required to access thiz rezource.

Account uzed for anonymous access:

Uzer name; [{LSF_4FITE | Browse..
Password: |

Authenticated access

Far the following authentication methods, uzer name and pazsword
are required when

- anonymous access is disabled, or

- access iz resticted uzing NTFS access control listz

[] Digest authentication for ‘windows domain servers

B azic authentication [password iz sent in clear text)

Default domain: | H Select.. ]

Realm: iiwatsu.cnm |[ Select... l

[ Integrated Windows authentication

[ kK ] [ Cancel ] [ Help ]

3. Sdect OK to close the Authentication Methods window and then select OK to exit the
I1S Properties window.
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Encryption Key Error

Encryption key errorscan be caused by:

1. Changing the computer from a Workgroup to adomain or vice-versa.

Losing power.

2
3. Cannot connect to adomain server when the computer is set as part of adomain.
4

Windows Auto-update is set for automatic and the computer reboots.

Solutions:

1. RestoreEncryption key backup. If an Encryption key backup exists:

Go to: Start > All Programs > Microsoft SQL Server 2005 > Configuration Tools >
Reporting Services Configuration

Select Connect button.
Select Encryption Keys and Select Restore.

2. If no Encryption key backup exists, perform the following procedure:

Delete Encryption key

Goto: START > PROGRAMS > MICROSOFT SQL SERVER 2005 >
CONFIGURATION TOOLS> REPORTING SERVICES CONFIGURATION >

Click on CONNECT

Click on ENCRYPTION KEY'S

Click on DELETE button

Add encryption key, username and password

Launch Internet Explorer URL.:
http://l ocal host/reports$SOL EX PRESS/Pages/Fol der.aspx

» Click on SHOW DETAILS

= Click on DATA SOURCES folder

* Click on CSTADATASOURCE folder

= Make sure check on ENABLE THIS DATA SOURCE
* Type CONNECTION STRING asfollows:

Advanced: Data Source=loca host\SQL Express;Initia
Catalog=AccuCallWebCSTA

Standard: Data Source=loca host\SQL Express;Initial Catalog=SMDR

Note that there is a space between Data and Source. Also between Initial and
Catalog

Check : Credentials stored securely in the report server

= Username: sa
=  Password: iwatsulO
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= Clickon APPLY
Adding the Encryption key back in MS SQL 2005

= Goto: START > PROGRAMS > MICROSOFT SQL SERVER 2005 >
CONFIGURATION TOOLS > REPORTING SERVICES CONFIGURATION >

»= Click on CONNECT

= Clickon ENCRYPTION KEYS

= Click on BACKUP button

»  Password: iwatsu

= ClickonKey File

= TypeonFileNameand SAVE

If the Restore and Delete Encryption keys ar e disabled

Thisis because SQL Server did not start up properly on boot up. Also, this can be
caused when the SQL Server cannot talk to the Domain Controller if it is set up for
Domain. If thisisaDomain Controller issue, the user should serioudy consider setting
up the computer as a WORK GROUP.

= Stop and start Services
= START >PROGRAMS > CONTROL PANEL >
= ADMINISTRATIVE SERVICES
= Click on SERVICES
= STOP][Inthisorder]
=  SQL Reporting Service
= SQL Server (SQL Express)
= START [In thisorder]
= SQL Server (SQL Express)
=  SQL Reporting Service
= Go back to the previous step to restore or delete encryption keys.
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Report Server Receives an Error when Connecting to the
Database

If you receive this error message:

@ Error

The report server cannot open a connection to the report server database. A connection to the database is required for
all requests and processing. (rsReportServerDatabaseUnavailable) (rsRPCError) Get Online Help
Cannot open database "ReportServer$SQLEXPRESS" requested by the login. The login failed. Login failed for user
'TAI\BQ7R121§".

Home

Thisis due to the fact that the SQL Server did not start up properly on boot up. Also, this
can be caused when the SQL Server cannot talk to the Domain Controller if it is set up for
Domain. If thisisaDomain Controller issue, the user should serioudy consider setting up
the computer as a WORK GROUP.

Stop and Start Services
» START > PROGRAMS> CONTROL PANEL >
= ADMINISTRATIVE SERVICES
= Click on SERVICES
=  STOP/[Inthisorder]
=  SQL Reporting Service
=  SQL Server (SQL Express)
START [Inthisorder]
= SQL Server (SQL Express)
=  SQL Reporting Service
Go back to the previous step to restore or delete encryption keys.

Login Screen Pops when Running the Reports and the Login
Screen will not take my Username and Password

Cause
I1Sis setup for domain and your computer is set up as a WORKGROUP or vice-versa.
Solutions:
1. Check your computer settings.
= Control Panel->System -> Computer name.
= Thiswill show if it set up for domain or work group.
2. Check your IS settings.
= Control Panel > Adminigtrative Tools > Internet Information Services.
= Expand Web Sites. Expand Default Web Site.
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Select Reports$SQL Express and right click to select Properties.

Select Edit to go to Authentication and Access Control.

Reports$SOLEXPRESS Properties
HTTF Headers I Custom Errors I ASP.MET
virtual Directary | Dacurments Directary Security

—Authentication and access control

authentication methods For this resource.,

! ; Enable anonymous access and edit the

P

—IP address and domain name restrictions

@ Grant or deny access to this resource using

IP addresses or Internst domain names.
Edit... |

[~ Secure communications
Reguire secure communications and i
enable client certificates when this SEvEnCertiicate )
resource is accessed, _ _
‘iew Cerbificate, |
Edit... |

|

o4 | Cancel | Apply I Help

For Domain, the screen below is correct. Integrated Windows authentication is
checked.

Authentication Methods
iAoy

Mo uzer name/password required to access this resource.

Account uzed for anonymous access:

Uszer name:

Pazzword:

Authenticated access
For the following authentication methods, user name and password
are required when
- anohpmous access iz dizabled. or
- access iz restricted uzing MTFS access control lists
[ Digest authentication for Windows domain servers

[] Basic authentication [passwoard is sent in clear text]

Default domain:

Integrated “windows authentication

[ (] ] [ Cancel ] [ Help ]
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For WORK GROUP, change the settings to the match the below screen, where
Basic authentication is selected.

Authentication Methods ﬁl

] &nonymous access
Mo uzer names/password required to access thiz rezource.

Account uzed for anonymous access:

Us=er name:

FPazzword:

Authenticated access

Far the following authentication methods, user name and password
are required when

- anonymous access iz dizabled, or

- access iz restricted using MTFS acceszs contral lists

[] Digest authentication for \Windows domain servers

Bagzic authentication [password is sent in clear text)

Drefault domain:
Fresim: |

[ Integrated ‘“windows authentication

[ Ok ] [ Cancel ] [ Help ]

Running Reports from a Remote Computer

Assign the user in the AccuCall-Web for permissions:

Pull up Internet Explorer URL.:
http://|ocal host/reports$SQL EX PRESS/Pages/Fol der.aspx

Select Properties->Security.

Select New Role Assignment.
tf'Repurt Manager - Windows Internet Explorer M=] B3
@ A |g http:,if\ucalhDstp’RepDrts$SQLEKPRESS;’Pagesp’EditGrDuD.aspx?ItemPath=%2f&RedirectUrl=http%Sa%ZF%ZHD:thUst‘j || X ILiveSearch Sl

v e & Report Manager

| 0 v B - - b Page v (G Toks + 7

Home | Site Settings | Help ;I
n Iwatsu AccuCallweb Reports

2% New Role Assignment SR il el

Use this page to define role-based security for Home,

Group or user name: |ctivgraghl

Select one or more roles to assign to the group or user,

[T Roled Description

¥ Browser May view folders, reports and subscribe to reports.

[T Content Manager May manage content in the Report Server, This includes folders, reports and resources.

[ My Reports May publish reports and linked reports; manage folders, reports and resources in 3 users My Reports folder,
[~ Publisher May publish reports and linked reports to the Report Server.

[~ PReport Builder May view report definitions,

2
If itisinadomain called cti, set the user name as cti\gregh

If it isaworkgroup called workgroup, set the user name as workgroup\gregh.
Check Browser for viewing and running reports.
« Makesurefirewall isturned OFF.
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= From the client machine, Pull up Internet Explorer URL:

«  http://10.129.0.20/reports$SOL EX PRESS/Pages/Fol der.aspx
« If theIP address of the AccuCall-Web machine is 10.129.0.20
= You should be asked for the username and password.

Cannot Run Reports after a Computer Name Change

1

Change Database Setup to (LOCAL)\SQLEXPRESS

« START > PROGRAMS > MICROSOFT SQL SERVER 2005 >
CONFIGURATION TOOLS > REPORTING SERVICES CONFIGURATION >

« Click on CONNECT
« Clickon DATABASE SETUP
= Goto Server name: hit drop down find (LOCAL)\SQLEXPRESS
= Click on CONNECT May error till
Stop and Start Services

« START > PROGRAMS> CONTROL PANEL > ADMINISTRATIVE
SERVICES

« Clickon SERVICES
= STOP][Inthisorder]
= SQL Reporting Service
= SQL Server (SQL Express)
= START [Inthis order]
= SQL Server (SQL Express)
= SQL Reporting Service
Delete encryption key

«  START > PROGRAMS > MICROSOFT SQL SERVER 2005 >
CONFIGURATION TOOLS > REPORTING SERVICES CONFIGURATION

« Click on CONNECT

« Clickon ENCRYPTION KEYS

« Click on DELETE button

Add encryption key, username and password back

= Pull up Internet ExplorerURL.:
http://|oca host/reports$SQL EX PRESS/Pages/Fol der.aspx

= Click on SHOW DETAILS
= Clickon DATA SOURCES folder
= Click on CSTADATASOURCE folder
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Make sure check on ENABLE THISDATA SOURCE
Type CONNECTION STRING asfollows:

= Advanced: Data Source=localhost\SQL Express;Initial
Catal og=AccuCalIWebCSTA

«  Standard: Data Source=loca host\SQL Express;Initial Catalog=SMDR
= Check: Credentials stored securely in the report server

«  User name: sa

«  Password: iwatsu

Click on APPLY

5. Adding the encryption key back in MS SQL 2005

START > PROGRAMS > MICROSOFT SQL SERVER 2005 >
CONFIGURATION TOOLS > REPORTING SERVICES CONFIGURATION

Click on CONNECT

Click on ENCRYPTION KEY'S
Click the BACKUP button

»  Password: iwatsu

Click on Key File

Typeon File Nameand SAVE
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QueVue™

Overview

QueVue™ is asoftware application that worksin unison with the station and simplifiesan ACD
agent’ s ability to login and out of multiple ACD groups while viewing up to eight ACD queues
simultaneously. QueVue™ consists of the QueVue™ Administrator and the QueVue™ Agent
applications.

Users must have both a PC and a key telephone on their desks.

( ﬁb Que¥ue

Call Control Agent Scott
2325

Answer

Hold Cals: 1 LWC: 00:00:11

Record

Disconnect

ACD

Log-infout

Wrap Up

UnAvailable

QueVvue™

QueVue™ Agent Features

The QueVue™ featuresinclude:

= Loginto multiple ACD Groups with onelogin.
=  View uptoeight ACD Groups.

= ACD Group details. Overflow indication, number of callsin queue, and number of agents
logged in to each group.

= Call Control for Answer, Hold, Record, and Disconnect.

= ACD Control for Login/ Logout, Wrap-up, and Not Available. Login also alows the user to
sdlect preferred ACD queues that are logged into most frequently.

The QueVueTM requires lwatsu Enterprise-CS (ECS) software version 5.2 or
Important! higher and Ilwatsu Enterprise Services software version 3.x or higher.
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QueVue™ Administrator Configuration and User Guide

The QueVue™ Administrator application is used to assign ACD Groups to ACD Agents, ACD
Agent Login Priority for ACD Groups, set queue threshold levels and expansion timers, and
download ECS ACD database information.

If you installed the QueVue™ Administrator application on a standalone PC, double-click the
shortcut icon to launch the administrator application.

-

Iwmaksu Queiue
Adminiskrator

If you are accessing the QueVue™ Administrator through Iwatsu Enterprise Services 3.0, go
to the App Data tab and then select ACD QueVue Administrator to launch the
administrator.

Statu&_License& Products | Phone Book | App Data | Miscellansous

ACD

Quevue Administrator

Main Screen Overview

This portion of the help system contains information to help you get familiarized with the QueVue™
Administrator.

When the QueVue™ Administrator application islaunched from a standalone PC, you will only see
aFile drop-down menu and the Server menu. Once you have connected to the Enterprise Services
Server you will have accessto the following menus:

Server — The Server menu is used to connect to the Enterprise Services Server and displaysthe
Administrator connection status.

= | you are accessing the QueVue™ Administrator through Iwatsu Enterprise Services you
will not see the Server menu.

Agent ID —The Agent ID menu displays the ACD Agent IDs and Name (if assigned).

Agent Logins—The ACD Agent Logins menu displays all assigned agent names and ACD
Groups.

ACD Groups—The ACD Groups menu displays the ACD Group 1D, Access Number, Name,
the call threshold level (low, medium, and high),and the Expansion Timer.
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= Supervisors— The Supervisors menu allows you to view the supervisor names and IDs.

Q Threshold — The Q Threshold determines the color for the ACD Group queue when the Low,
Medium, and High call thresholds are exceeded.

22 QueVue Administrator

File  Help
Server Erterprise Server [P Address: |10 .131.90 .2o0d] |
Agent |d

fgent Loging Connected to Enterprize Services: 10.131.90.200

ACD Groups

Supervisors

Threshold

File Menu
Use the File drop-down menu to | mport an ECS Database or Exit the application.

Import ECS Dakabase

Exit

= Import ECS Database — Import ACD database information from the ECS.

You must import the ECS database information before you can begin configuring the
Iwatsu QueVue™ Administrator. Thisis required to import the ACD Agents, ACD Groups,

and Supervisor database information from the ECS.
=  Exit —Exit the application.
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Import ECS Database

You must import the ECS database information before you can begin configuring the QueVue™
Administrator. Thisisrequired to import the ACD Agents, ACD Groups, and Supervisor database

information from the ECS.

It is highly recommended that you import the ECS database when ACD programming
changes are made to the ECS database.

=  From the File drop-down menu, select Import ECS Database.

File | Help

Import ECS Dakabase

Exik

= Locate and select the ECS database file that you need to import. Press Open to import the

database to QueVue™.

Open

Look in:

-

[

My Recent
Documents

Fr r}
Desktop

<l

My Documents |

My Canmputer

“

.
ey Metwark

lI:J My Documents

|[ChFramewark_2.0_Instal
|[)HoverSnap

[N I15_Installakion

|2y IP_Softphone
|License _Instal
[CIMBU_Upgrade

dMy Music

;ﬂMy Pictures

| Com-9z4

[C2)SEWIMC

|C1S0L Server Management Studio Express

|)5GLExprass_Instal

| ICITAPI_Client Services
(L) . 00-betaf-v 06000807 240205

\)virtual_D33
File name: InhiouseBx
Files of type: | [ atabasze file

¥ o2

[ visual Studia 2005
[Cveworks_Upgrade
ﬂ AccuCall_web_db
ﬂ defaultéx

ﬂ Defaulkgx2
[w]ECS4n

ﬂ iCon

ﬂ inhouse3x
ﬂ inhoused:
ﬂ Inhouset:
ﬂ nEnG

ﬂ scokkfx
] 5catts10
] shibiECS

’ '

PIX]

Help Menu

Use the Help drop-down menu to open the Programming Guide or view information About this

application.

Help

Programming Guide

About
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Server

The Server menu is used to connect to the Iwatsu Enterprise Services Server and displays the
Administrator connection status. If you are accessing the QueVue™ Administrator through lwatsu
Enterprise Services you will not see the Server menu.

= Sdlect the Server menu and enter the lwatsu Enter prise Services Server | P Address and then
select Connect.

=  Theconnection status will display below the server |P address.

:2 QueVue Administrator

File  Help

Server Enterprise Server [P Address: Connect
dgent 1d

Agent Loning Connected to Enterprise Services: 10.131.90.200

ACD Groups
Supervisors

3 Threshold

Agent ID
The Agent ID menu displaysthe ACD Agent IDs and Name (if assigned):
= If aNameisnot assigned to the Agent ID, then the Agent ID is not displayed.

= Youcanassign or change an Agent Name by double-clicking the Name text box associated
with an Agent ID number and type the Agent Name (eight characters max). This does not
change the ECS database only the way the ACD Agent I|D appearsin QueVue™.

= Agent Names are programmed in the ECS database under Incoming Calls> ACD >
Agents > Agent Features> Name (Class 20.01).

=  Sdect Display All Agentsto show all 1,024 programmable ACD Agents.

= When you have completed making your changes, select Update to save your changesto Iwatsu
Enterprise Services.

2 QueVue Administrator
File  Help

[ Display All Agerts
Id Name

] 5TIG
Agent id 103 | GCloghlGroups
117 Demo
Agent Loging 205 Wapne
ET
ACD Gioups 23 |houa
/0| JMURFHY
35 |Seott
Supervisors PR
333 Doug
0 Threshold Eall Hira
343 Shibi
B/ Gearge
1001 AGENT1
1002 | AGENT 2
1003 | AGENT 3
1004 | AGENT 4

63



Real IP Apps User Guide

Agent Logins

The ACD Agent Logins menu displays ACD agents (with names assigned) and ACD Groups (with
assigned names and access numbers). From this menu, you can also set the ACD Agent Login

Priority for each ACD Group.
ACD GroupsTab
From the ACD Groups tab:

= Sdect (highlight) the ACD Agent | D Name and then select the ACD Groupsthe agent can

login to and/or view.

= |f an ACD Agent Name or ACD Group does not appear inthislist, thereis no Agent Name

or ACD Group Name/Access Number assigned.

=  Make sure that you select Update to save your changes.

*2 QueVue Administrator
Fle  Help

GARY-Catter =11
RAUS I
DAVID 5 2
AgentId DAVE A, 3
EDWARDG Os
ROCK" |
Gaw 2 |5
Agent Logins |5tg? Os
Edz o~
Fack 2 e
GEORGE |
ACD Groups STIG | 10
GCloghlGoups On
Dema
Wapne 012
Supervisors T [ MRE]
|0 15
| (118
Thieshold 17

| 18
| 2=
25
[z
Oz

AGENT 4

ACD Groups

DavID © ACD Groups  Priarity
Server CHRL Chance | J

28
O+

[] 4
04
[ 4
[
4
[ 51

052
[]s3
Oss
[ss
O
[ 81

O 20

[1-2510,1718.25

Update

Close
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Priority Tab

ACD Group Agent Login Priority — Select the agent’slogin Priority level for each ACD
Group and select which of those selected ACD Groups the Agent can login to and/or view.

Priority — Set the login Priority for each group. Use the drop-down menu to change the priority
level from Priority_1 (default) to Priority_2, Priority_3, or VIEW_QUEUE (if you only want
the agent to view and not login to that group).

View — If you want the agent to view an ACD Group in QueVue™, you must select the check
box for each ACD Group you want displayed in the QueVue™ agent console.

= The ACD Agent can view up to eight ACD Groups. If more than eight groups are sel ected,
only thefirst eight are displayed in lwatsu QueVue™.

Allow Agent to override Administrator Priority — Check thisbox if you want to the agent to
be able to change his/her priority level in lwatsu QueVue™. When this box is not selected
(checked) the agent cannot change hisg’her ACD Group Priority.

Disallow Agent L og-in/out Control —Check this box if you do not want the agent to select
which ACD Groups he/she can log-in to. When this box is selected (checked), the agent can
only log-in or out of all assigned ACD Groups.

:2 QueVue Administrator
File  Help

DD C. ACD Groups ” Friority

Server CARL Chance

gﬁg‘(-[ﬁarter | ACD Groups Priority Wi
L&D 5. » PRIORITY_1

DAVE A,
Agent|d EDWARDG 2 PRIORITY_1

"ROCK"
Gary 2 5 PRIORITY_1

Agent Logins |5tig2 10 PRIORITY_1
Ed2
Rock 2 17 PRIORITY_1

GEORGE

ACD Groups STIG 18 PRIORITY_1
GC-logallGroups PRIDRITY 1
Cemo —
Wapne
Supervisors Td

Doug
JMURPHY

SO S

HEEEEEE

Threshold Td

[oug
Hira
Shibi
George
AGENT 1
AGENT 2
AGENT 3
AGENT 4

[ allow Agent to overide Administrator Priarity Dizallow Agent Log-inout Control
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ACD Groups

The ACD Groups menu displays the ACD Group ID, Access Number, Name, the call threshold level
(low, medium, and high),and the Expansion Timer:

= |f an Access Number and Name are not assigned to the ACD Group, the ACD Group is not
displayed.

= You can assign or change a Name by double-clicking the Name text box associated with an
ACD Group ID number and type the Name (eight digits max). This does not change the ECS
database.

=  Sdlect Display All ACD Groupsto show all 250 programmable ACD Groups.
ACD Group Parameters:
= Programmed in the ECS database under Incoming Calls > ACD > Group Data.
= |D-ACD Group ID number.
= AccessNo—ACD Group Access number.
= Name-ACD Group Name (eight digit max).

= Threshold Level: - Used to define three level s to indicate the number of call waitingin
queue.)

= Low = 1cdl (default)
=  Medium = 2 cadls (default)
= High =3 cals(default)

=  Expansion Timer (in seconds) — Used to program a duration after which expansion from
one ACD to another ACD Group occurs.

= Range=0-999 seconds.

= Default=0.
=% QueVue Administrator
Fle Help
[ Display A1l ACD Giroups
Server
d Aocess No Name Low  Medum High | Exp Timer A
3 2700 LEVEL 1 1 2 3 ann
L, 2 2720 LEVEL 2 1 2 3 300
3 2721 Emerg 1 1 2 3 0
el 1 722 Emerg 2 1 2 3 0
5 2723 Emerg 3 1 2 3 0
6 2706 CTI Test 1 2 3 0
GIELCIAT 7 2707 CTI Test 1 2 3 20
8 2708 TEST 1 2 3 0
Supervisors 10 2729 Morefd 1 2 3 720
11 2711 Demo GP1 1 2 3 12
0 Thisshaid 12 2712 Demo GP2 1 2 3 0
13 2713 £ -Maller 1 2 3 0
15 2715 OC Test 1 2 3 10
18 2716 ac Test 1 2 3 0
17 2717 Shibit 1 2 3 30
18 2718 Shibi2 1 2 3 30
2 2730 E-Maler 1 2 3 0 2
[ Update | [ Cose |

=  When you have completed making your changes, select Update to save your changesto Iwatsu
Enterprise Services.
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Supervisors

The Supervisors menu allows you to view the supervisor names and | Ds that are programmed in the
ECS database under Incoming Calls > ACD > Supervisor. Supervisors must login through the

telephone.

Id: Supervisor ID number 1-30.

Name: Displays the supervisor names. Y ou can add or change a supervisor name by double-

clicking on the Name field and typing a new supervisor name (1-8 characters).

Display All Supervisors: Check the Display All Supervisors box if you want to display all

supervisor positions with and without a Name assigned.

:2 QueVue Administrator
File  Help

[] Display &1l Supervisors
[14

Server

Harne

P__Dava Anous

Sailid 3 a:wéalter

10 SURVALL
Agent Loging il SUPV1

12 SURY 2
ACD Groups e ohge

20 WWayne

23 GanyGF2

Supervisors

Threshald

Remember to select Update to save your changes.

Q Threshold

The Q Threshold determines the color for the ACD Group queue when the Low, Medium, and High

call threshold levels are met.

:2 QueVue Administrator

File  Help

Server Threshold Calor

Laow:
Agent Id

tedium:

Anent Loging

High

ACD Groups

Supervisors

Q Threshold

Update Cloze
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= To change athreshold color: Click on athreshold color to open the Color palette and select a
new color for the specific threshold level.

= Changing the threshold color changes the color for al QueVue™ ACD agent users (thisisa
global change).

Basic calars:

M MH[EE N
HMEF.
ENFFEEEEN
ENFEEEEEN
EEEEEEEN
EEEEETE

Custom colors;

| 5 o Ny NN
| W N NN N NN

[ Define Custam Colors = ]

[ ] H Cancel ]

= PressOK to save your changes.

=  Remember to select Update to save your changes.
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QueVue™ Agent User Guide

The QueVue™ user guide will help you get familiarized with the features and functionality of this
application.

To launch QueVue™, select theicon in the PC system tray and then select QueV ue from the pop-up
menu.

*  |f the QueVue™ icon does not appear in the PC system tray, double-click the shortcut icon on
the PC desktop to start the application.

Configure

Queiue

Help
About

Exit

Pop-Up Menu

To launch the Pop-Up menu, simply click on the QueV ue icon in the PC system tray. From the Pop-
Up menu, you can select:

= Configure— Launches the QueVue™ Configurator.
*  QueVue- Launchesthe QueVue™ Agent window.
*  Help — Launches the QueVue™ User Guide.

= About — Displays the QueVue™ version number.

= Exit - Closesthe QueVue™ application.

Configure
Quelue
Help
About

Exik

AW tiazem

o
5

Call Queue Indication

When QueVue™ is running in the PC system tray and the QueV ue agent window is closed, the
QueVueicon will turn red to indicate that thereisacall in queue.

=  Theicon will remain red until you open the QueV ue agent window regardless of whether or not
the call that triggered the indication is still in the queue of one of the ACD Groups that you are
viewing.

= Youwill not receivethisindication if the QueV ue agent window is open.

(2 "{;‘jﬁff__t_.!"i: U L42Pm
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Main Screen Overview
The QueVue™ main screen is divided into four sections:

= Call Control — The Cal Control section alows you to Answer acall, placeacall on Hold,
Record acall, and Disconnect acdl.

= ACD -TheACD section dlows you to Log-infout of ACD groups, set your availability and
Wrap Up. The Log-in feature also allows you to select preferred ACD groups for quick
login/logout.

= ACD Group Call Queue— This section displays up to eight ACD Groups and displaysthe
ACD group name, number of callsin queue, the longest waiting call (LWC) in the queue, and an
indication if the overflow timer has been exceeded.

= Incoming Call Infor mation— Caller ID name (if available) and number and the ACD Group
where the incoming call wasin queue.

4 QueVue E|
Incoming
} Call
Information
Call
Control <
Panel
ACD Group
> Call
Queues
ACD
Panel i€
Expand/Collapse
Call Control / ACD
Panel
= You can expand and collapse the Call Control / ACD section by selecting arrow at the bottom of
the screen.
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Call Control

From the Call Control panel, you can:

Answer an ACD call that isringing your station.

When a call is answered using the Answer button, the receive audio is sent to the
speaker on the agent's telephone.

Only the Headset key (key # 105) is supported for QueVueTM. The Headset Control
key (key # 198) is not supported.

Place an ACD call on Hold.

Record an ACD call. The recorded conversation is sent to your station’ s voice mailbox when
recording is complete. Y ou must have a Record key in the key pattern of your telephone to
support the Call Record feature.

IMPORTANT NOTICE REGARDING THE CALL RECORDING FEATURE
In certain states it is illegal to intercept and/or record telephone calls.

In certain states and under certain circumstances it is illegal to intercept for the
purposes of listening in and/or recording telephone calls. Because such activity
is not illegal in all jurisdictions and may be permitted in training and/or
monitoring of personnel, this telephone system can be programmed to permit
|mportant! interception and/or recording with or without warning to those on the line. Before
utilizing the system for such purposes, you are advised to consult with an
attorney familiar with laws of the jurisdiction in which you utilize such feature.
IWATSU VOICE NETWORKS, its distributors, and the manufacturers
responsible for this feature make no representations with respect to the legality
of its use and disclaim any liability for claims and/or damages arising from the
use or misuse of this feature.

Disconnect (hang-up) an ACD call.
% QueVue E‘

Sl 1325
3 ACD Group 2717

LEWEL 1 Calls: 0 LWC: 0

LEWEL 2 Calls:0  LWC:0

Emerg 3 Callz: 0 LwC.0

tarefld Call=:0  L¥C:0
Shikil Calls: 0

Shibi2 Calls: 0

GenSales  Calls:0

71



Real IP Apps User Guide

ACD
From the ACD panel, you can:

& QueVue

Callz in Logged-in &

= Log-in/ out of an ACD group or groups. Selecting the Log-in / out button will launch the Agent
Login/Logout window.

From the Agent L ogin/L ogout window you can:;
= Loginor Logout of individual ACD groups
= Loginor Logout of all ACD groups

= Loginor out of apreferred ACD group or groups. Selecting the Preferred check box for an
ACD group or groups allows you to quickly login to that group or groups by selecting the
Login Preferred button.

Agent Login/Logout: k2325

Action Id Access Mame Fricrity Preferred

» Login | 1 |2700  [LEwELA PRIOAITY_ E
logn | 2z |2720 LEVEL 2 PRIORITY_1 |
Logn | &5 |2722  |Emerg3 PRIDAITY_I E
Logn | 10 |2723  |Morefid PRIORITY_1 O
Logn | 17 |2717  |Shiil PRIORITY_
Logn | 18 |2718  |Shibi2 PRIORITY_1
et 55 GenSales PRIDRTY1 | [

LLogin Preferred J Login &l ] [ Logout All ]
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= If youdo not seethe Login Preferred button or the Action or Preferred columnsin the
Agent Login/Logout screen, you do not have permission to access these items.

Agent Login/Logouk: 2325

| Id Accesz Mame Fricrity

3 2700 | LEVELT FRIORITY_1 v
2 |z LeveLz FRIORITY_1

E |2723 |Emera3 FRIORITY_1  ~

0 |2729 | Morelid FRIORITY_1 ~

17 |27 | shibit FRIORITY_1 v

18 2718 |shibi2 FRIORITY_1  »

7E | GenSales FRIORITY_1 w

[ Lognan |

[ Logout All ]

Cloze

Wrap Up isthe amount of wrap-up time allotted to an agent upon entering the wrap-up mode.
Thisitemisonly used if the agent is programmed for automatic wrap-up. Pressing the Wrap Up

button, during wrap up, will end the wrap time.

=  Theagent can extend wrap-up time equal to the value programmed in thisitem by pressing
the Wrap Up key on the telephone while the warning toneis audible. Thisitemis
programmed in the ECS database under Incoming Calls> ACD > Agents > Agent

Features > Wrap-up Time (Class 20.12).

Unavailable - Change your availability status Available / Unavailable. Calswill not ring at

your station while you are unavailable.

AL —m

Log-infout

Shibi1

X
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ACD Group Call Queue

The ACD Group Call Queue section displays up to eight ACD groups, the group name, number of
calsinthe queue, thelongest waiting call (LWC) time, and an indication if the overflow timer has
been exceeded. The ACD group color will change based on the threshold level programmed in the
QueVue™ Administrator for low, medium, and high call thresholds.

= ACD Group Name — Hovering the cursor over the ACD group name displays the queue
number, group access number, group name, the number of agentslogged in, the agent’s 1D
number, extension, name, and date and time the agent logged in. Supervisorslogged in to the
group are displayed at the bottom of the pop-up.

&5

hoent Scott
2325

LEM . 1 [2700] [LEVEL 1]
E Agents Logged In: &
Agent 1: [Id: 2, Ext: 4602, Mame: CARL Chance, LoginTime: 10§5/2009 6:07:32 PM ]
.ﬁ.gent 2: [Ids 3, Ext: 2203, Mame: GARY-Carter, LoginTime: 10/6/2009 &:43:06 AM ]

@ fgent 3: [Id: 8, Ext: 2208, Mame: DAVID 5., LoginTime: 10/5/2009 9:29:59 AM ]
Agent 4: [Id: 11, Ext: 2211, Mame: EDWARDG, LoginTime: 10/6/2009 &:59:01 AM ]
| Aaent 5: [1d: 12, Ext: 2212, Mame: "ROCK", LaginTime: 10/5/2009 £:07:20 PM ]

8 Agent 6: [1d: 50, Ext: 2350, Mame: GEORGE, LoginTime: 10/5/2009 6:07:23 PM ]
Supervisors Logged In: 0

= Calls—Calsdisplays the number of callsin the queue for a specific ACD group. By hovering
the cursor over Calls displaysthe name (if available), number, type of call, and the date and time
the call entered the queue.

% QueVue @

ACD
Liog-infout

. GQueved Calls:
{Call 1: [Mame: Mumber: 9729290242, DNIS: 9729290242, TimeEnteredInG: 10/6/2009 4:43:23 PM ]

= LWC -Longest Waiting Call displays thelength of time that the longest waiting caller has
been in the queue.

= Overflow Indication —If acall in the queue exceeds the expansion timer setting, the overflow
indication is a green dot that will appear to theright of the ACD call queue.

=  Threshold Indication — When an ACD call queue meets the low, medium, or high call
threshold level, the queue will change color to indicate the threshold level. The threshold level
and colors are programmed using the QueVue Administrator.
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Soft (PC) Attendant Console

Overview

Soft (PC) Attendant Console is a software application that works in unison with the station, and
facilitates placing, transferring, and holding calls through the PC. While anyone can use the
application, Soft (PC) Attendant is primarily designed for users with heavy call volumes such asthe
attendant position and department assistants.

Users must have both a PC and a key telephone on their desks. A hands-free headset is
recommended.

B Enterprise PC Attendant

Ea Optioes Cal Help
L] (fd J (2R BDW)
£ PogePak 611 ) gzl JEm) . & Diep
(BT Frit Name Laut Naame [hept Stabus Hobe
1 D0 FS Catities Exncition
1 "T L 1202 CARL PS Chance oc
1203 GARY PS Casten Support
1205 WRYNE PS Hass Sdley = |WSG
1206 PriPs Magee Support
1207 GARTH PS Hedm Suppost
158 STIG 5 Stigges Suppodt - W56
1205 HOHH S Bork Support - s the B
iF4 0] DAVE A Ao Fropas - i Hiokday
1211 EDPS Gewman Support
1212 Dot PS Oer ac
1214 FAZUROPS Rowand Adbrwatleen
1216 VICKIEPS Famet Admaristeshon
1218 FANDY 5 Diebyper
# 120 T Fs Gimere Sales

12 SATOPS  Sap Exetutn
1H2 A0HKRM P5 Huphy
N3 Gecige Bradiond
1314 WM S Higery Mikping
M6 MIKEFS  Machon Exmcutve
120 MASAPS ¥ amaguchi
1323 TERIE Hickel Bdturaidihon
124 Thawnss Chide Miksing
115 SCOTTPE Parks
137 ANNS -
1341 HROPS Takahaths = W56
1343 TETSUP Sacs

Soft (PC) Attendant Console
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Features

The Soft (PC) Attendant Console is amodern aternative to bulky attendant consoles. Features
include:

Network Phonebook

Cdll Transfer.

Blind Transfer.

Transfer to Voicemail.

Attendant Call Park Orbit and Page.

Direct Station Selection with Status Indication.

Company Phonebook with One-Touch Dialing and Status Indication.
Drag and Drop Call Transfer.

‘Notes' column in phonebook allows attendants to add notes about specific extensions such as
“Qut to lunch,” “In Meeting,” or “On Vacation.”

Color-coded departmental listings and sort by department feature.

Call Log providesinformation about all callsthat ring the extension.

Four call coverage buttons, independent of the telephone.

Recall information includes caller ID name and number and recalling extension ID.

Status column in phonebook includes a‘ PARK' indication when acall is parked at an extension.

The Soft (PC) Attendant Console requires Iwatsu Enterprise-CS (ECS)
Important! software version 4.02 or higher.

| Enterprise PC Attendant L;I@J
Bl Oplioes 0o Help
L] can ¥ Pickup | Callvm | LB Dpls e |
1207 GARTHFS Helm 2343 ) / 433 | 435 | 1312} |
Depl ]
Enacutive

Seales

£ Eat Fiuet Hame
1201 DeVID F5
4 1205
Szanddi Letbok Puction Buttors

1206 (no active cal)
Selected Row Info :

Support

=
e

k N 1207 oo
e 1208 ETIGFE

1208 R
Call Coverage Buttons

140 Exsecutive

1217 EDFS Grman Support
1212 Jell 75 (a] ©3 MER Eramesy,
Ndmiricsli

M55 Support
Support
Honk Drepatment Suppat
Crranped iy

3 RN PS Debmgyar
123 T4 P Gilmors MEG Sales
1281 SATO PS Gain Sacirrdri vradi
130 FEHDA PS ‘Tioakide Erginesiry
1312 JOHKNM PS5 hurpky Ergineesing
133 RUS PS Duderstacl Ergineein;
1714 [viunes Mo Ma | Enginersing
136 MIFE PS5 b amchioni LEd] Enecutve
1330 WASA P Vamaguch Eraiaenry,
1323 TERIE Hicksd I T
%] >

The Soft (PC) Attendant Console allows multiple Soft Attendant clients to share the same
company-wide network phonebook. Edits made from one client are viewable by all users.
Soft (PC) Attendant Console users can also hide seldom used extensions from the network
phonebook by using an “Ignore Extensions” list.
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Configuration

Soft (PC) Attendant Application Topology

ECS

ECS CSTA Output ’ Soft (PC) Attendant Client
License Required

(PN: 000322) - | l

CSTA

CSTA

Iwatsu Enterprise Application
| Gateway 1
| Dell GX755 Server Includes: 3
g — -

-lwatsu Enterprise Services 2.3

-(2) Soft (PC) Attendant Client Licenses Soft (PC) Attendant
Client

Enterprise Enterprise Services 2.3 may be
Application downloaded from Iwatsu.com for

Gateway no charge and installed on a
dealer approved PC

Enable Single Step Transfer

The CSTA Single Step Transfer enhancement greatly increases the speed in which the Call Director
and Soft (PC) Attendant transfers a caller to an individual voice mailbox. This feature eiminates the
voice mailbox greeting audio burst heard in previous versions when using the Call Director and Soft
(PC) Attendant to transfer calls to voicemail.

If you have ECSversion 4.0 or higher, enable Single Step Transfer.

If your ECSisrunning a softwareversion below 4.0 proceed to the Voice Mail Configuration
on the following page.

1. Sdect Misctab on the Configuration screen.
= Check (to enable) the Enable Single Step Transfer (ECS 4.0 + Only) box.

f N
al Enterprize Attendant Configuration ﬁ

[Main [vM [oOmits | DNIS [Loes | Misc |

[¥] Enable Single Step Transfer (ECS 4.0+ Only)
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2. Select the OK button.

Voicemail Configuration

If your ECS system software version is below version 4.0, follow the voice mail configuration
procedures in this section. If your ECS system software version is 4.0 or higher, enable Single Step
Transfer as shown on the previous page.

TheIX-4VML, IX-4SEVMC, IX-4EVMC and the VS-VML card on an IX-VMAC are compatible
with Iwatsu Enterprise Services and Soft (PC) Attendant Console. Because the configuration of all
four productsisthe same, they will hereafter be referred to as‘ Omega-Voice.’

Additionally, Soft (PC) Attendant Console and |watsu Enterprise Services are compatible with the
Enterprise TOL voicemail server. This section of the document explains the procedure used to
configure the Omega-Voice or the Enterprise TOL for use with Iwatsu Soft (PC) Attendant Console
and Iwatsu Enterprise Services.

Omega-Voice Configuration

The Omega-V oice product line must be properly configured before it is compatible with the lwatsu
Enterprise Services. Because the Omega-Voice is highly configurable, this section explains one
solution. Customer voicemail systems differ in their configuration, though the principles described
here still apply.

Configuring Menus
1. Launchthe Omega-Voice VMI Editor 3.00 or higher.
2. Select the Edit aMenuicon.
3. Enter 900 in the Menu Number text box.
4

Select the Receive button.

B BEE
Lookup
Mernu number. | Description | j

General |
5. Under the 8 digit, select Transfer from the Action drop down menu. Thisis the digit used
in default by the lwatsu Enterprise Attendant Console. If adigit other than 8 will be used,
the Menu Option Digit in Iwatsu Enterprise Attendant Console configuration must reflect
the new digit.
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T =loixd P T ——
Menu nurnber: [300 Description | o ‘ Contral

Genral | Message Nolfication | Inband Table | DTA | Advanced |

=

General |

P Defaut 10 Second:
efat o aston ime: econds <]
MenuNumber: [300 Descigtion: [Defau Off Hook Dy Etensians
Maibores. Record duraton: T 666672 00 .
Action | SubAction | Parameters
0 [Transter L Toperl Sience detect tin: FSeconds
1 :“"’ :“"9 Callrecord duation 486267 Minu v
2 one one
3 [None None W, Message retertion daps: |0
EERN Hone: None ine aroup for cutcal
None Nome iy timeout 05 Seconds ] Wogepitadt
e %
At message left e
pone None fica stension tange 5
7 Drectory Dir last CalPak Access Cade
I anster  w|Menu  v|a; Remte er orrhook delay: [Nore
None Page Group Access Code
Nl Dvenide0 /) T — I Select holday opersion
B | Tragfer uick box acce
TDD__|None
Fax__|None None
No Action |Disconnec  None
Default | Transfer Nomal
N
Hoaction Tier: [£Seconds =] Ngutognte: [155econds =] Length [eenin =] A

| Create NewMenus | Defaul as attendant Token Legend
Delete Menus Defat as maibor /Close | Cancel Send Lnd Token Legend Tum ON Debugging

[Dataladed 4 Data loaded

It is good practice to program the steering digit 8
outside the mailbox range. In this example, 8 is
numerically higher than 4 (400-499).
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10.
11
12.

13.

Select M enu option from the Sub Action drop down menu.

Enter 901 in the parameter field.

E Menu Editor -0l x|
Lookup
(Menu nurnber: ISUU Description: I j Beceive | ‘
Gereral |
Menu Mumber: ISDD Description: |Default Off Hook. Day
Action [ Sub Action_| Parameters
1] Transfer Blind [oper]
1 None None
2 HNone Hone
3 Hone None
4 None None
5 Hone Hone
6 Hone None
| 7 |Diectory Tir Tast
] Transfer LI Menu LI an
11} Rl
x Transfer Override(B/F)
# Transfer Quick box acce
TDD Hone None
Fax HNone Hone
| Mo Action | Disconnect None
Default | Transfer Normal
Mo-action Timer: |5 Seconds VI Auto enter: |1.5 Seconds VI Length: IExtension VI

reate Mew Menus Default az attendant | Token Legend |
Delete Menus... | Default as mailbox | Send/Close | Lancel | Send | Undo |
|D ata loaded 4

Select the Send Button.

Select the Create New M enus button.

E Add menus e B

Menu Type
" Create a standard user box menu

i+ Create a standard automated attendant menu

) Create a systen menu

Starting number: 1301 Ending number: 1301

ok I Lancel | Help |

Select the Create a standard automated attendant menu radio button.

Enter 901 in both the Starting number and the Ending number textbox.
Select the OK button.

Menus created x|

.
\l) Specified menus have been created.

Enter 900 in the Menu Number text box.
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14. Select the Receive button.

m ............................................................................................................................ BE—T—G
Lookup
tenu number; ’— D ezcription: j
General ]

15. Make sure dll optionsin the Action menu are None.
16. Make sure all optionsin the Sub Action menu are None.
17. Inthe Default field, set the Action dropdown menuto Transfer.

18. Inthe Default field, set the Sub Action dropdown menu to Mailbox.

B Menu Editor i ]
Laokup
(Menu riurmber: Igm Description: I j Receive | ‘
General |
Menu Mumber: ISD‘I Description: |default atterdant meru
Action |_Sub Action_| Parameters
1] Hone Hone
1 None None
2 None None
3 None None
4 Mone None
5 None None
[ None None
ri Hone Hone
8 Hone Hone
] Hone Hone
= None None
i None None
1DD None None
Fax None None
[Ho Action [Hone Wone
Default | Transfer > | Mailbox ~|
Mo-action Timer: |5 Seconds vl Auto enter: |1.5 Seconds VI Length: IExtension vl
Create New Menus... | Default az attendant | Token Legend I
Delete Menus... | Default as mailbox | Send/Close | LCancel | Send | Undo |
|Data loaded 4

19. Select the Send/Close button.
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User Guide

Main Screen Overview

This portion of the help system containsinformation to help you get familiarized with the PC
Attendant.

The PC Attendant has four drop-down menus, three Action Buttons, a Department drop-down menu,
and a Data Search text box. Extensions that are assigned to the same Department are color coded for
ease of use and an extension Status Indicator appears next to each extension. When an extension is
selected, it will appear just bel ow the Data Search text box.

Use the graphics below to become familiar with the layout of the Soft (PC) Attendant.
Idle Call Screen

Call control operations for the PC Attendant are accessed from the PhoneBook context menu or from
the action buttons to the right of the search textbox (Refer to the graphic below).

If there is not an active call, the PC Attendant can perform the following call control operations:
= MakeaCall
=  Pickup aCall (Pick up aringing extension)
= Cdl Voicemail (Directly cdl avoice mailbox)
Idle main screen with Call, Pickup, and Call VM Action buttons

W Enterprise PC Attendant ===
| B Qptiors: Call pieb

. Tran ) | AT VM ) | GPk) (T-Pe) ANDepls -~ s
V207 G.am?P': Hiekn 243 ) a3 ans ) a2
Search Textbox First Ko ~

E—
T Nl E)

Departme rit
Oropdown

= e
; VICEIEPS Faarrr irrarizs
RANDY PS5 Dieblazsr Akrustish
™ PS Gimoos: Sales
18 5470 FS S shdmardstsh
=] VEHDA P it Freprmeres,
12 JOHMM 5 Hhuphy Ersgnessing
133 RUS PS Duderitack Enginesesiny
13 LU P Hosuss MG Froparees
13E MIFE PS Marchaoni Exguti
1320 MASAPS ‘amaguchi [Engnesing
Ew:] TERIE Micked Aeripist g o
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Active Call Screen

If acall iscurrently active for the extension, the Action Buttons change (see screen shot below).

Active call control operations are:
= Transfer Cal (Tran)

= Announced Transfer (A-Tr)
= Transfer to Voicemail (VM)
= Group Park (G-Pk)

= Transfer to Park (T-Pk) { also known as Individua Transfer }
Active call display screen with available Action Buttons: Transfer, Announced Transfer, Transfer

to Voicemail, Group Park, and Transfer to Park.

.‘u Enterprive PC Attondant
o

ZH3_ | iin )

132

=)

EDOPS

Hang Up Button ki PE

VICEIEFS

RANDY PS5

P
12 SATO PE
RE SHDA PS
mz JOHNM F5
13 RUS PS
134 1L S
13E MIFE PS
130 MASAPS

33 TERIE

- (T ) | AT VM ) | GPk DEEED DETIETEE
1207 GART?P'S ogkm |/

Famer

Dobiyar

Gimoee:

San

fadkadn

Murphy

Duderiesd

Hosuss MG

‘Y amaguchi
Micked

Dlepartme nit
Dropdawn

File Menu

From the File drop-down menu, you can select:

= View Call Log - Displays Name, Phone Number, and Date/ Time of received calls.

= Exit - Closesthe PC Attendant application

|_FE Options  Call
Wiew Call Log

Exit
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Toview the Call Log:
Select File> View Call Log

(¥ calls Received N

| Phore Mumber | Date Time

x|

Options Menu

WIRELESS CALLER 3728144266 3/14/2007 2:35:46 PM
SCOTT W White 2349 9142007 2:34:12 PM
SCOTT PS Parks 1325 3/14/2007 2:33:20 PM

BA27/2007 4:14:37 PM

From the Options drop-down menu, you can access the following:

Find

Basic Configuration
Ignored Extensions

Call Coverage
Attendant Extension
Advanced Configuration

|Options Cal Help
Find. .. Ctrl+F

Basic Configuration...
Ignored Extensions. ..
all Coverage. ..

Attendant Extension. ..
Advanced Configuration. ..

Find

Select Options > Find or Ctrl+F to place the cursor in the search text box.

» e
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Basic Configuration:
=  Search by: Search for an entry by First Name, Last Name (Default), or Department.
= Sdlect theincoming call Screen Pop Action: Ring Pop (Default), Answer Pop, or No Pop.

= Clear Headset Calls: Select the Clear Headset Calls checkbox if you are having trouble
disconnecting calls.

= Auto Minimize: Select the Auto Minimize check box if you want the PC Attendant to

automatically minimize whenidle

oasic Confguratin
Search by
" First Name: ¢ Ring Pop
| ast Mame " Answer Pop
" Department " MoPop
[ Clear Headset Calls I Auto Minirize
Accept I Cancel |

Press Accept to save your configuration changes.

Ignored Extensions:

Select extensions that you do not want to appear in the PhoneBook. Ignored extensions appear with a

red minus next to the extension number in the Ignored Extension screen.

Double-click on the PhoneBook entry to change the statusto / from ignored.

Y ou can aso choose to Show All or Hide All PhoneBook entries.

Ignored Extensions [

+  eutensions will be shown in the phone baak,

= ertensions will be hidden.

Press Accept to save your changes.
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Ext £ | First Mame Last Mame Dept 2
+| 1208 STIG PS Shggers Support 4
+| 1209 JOHM PS Bonk Support
DAVE A, Angus Repair
+| 1211 EDPS Gemait Suppart
+1212 Jeff PS Ollier Gc
+[1214 kaZUROPS Rowland Admiriztration
+1216 WYICKIERS Farmer Adrnirigtration
+{1219 RaMDY PS Deteyer
=123 Tl PS5 Gilmare Sales
1281 SaTlPs Sato Erecutive
Showdll | Hidedll | [ Accept | Cancel |
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Call Coverage:
Create Call Coverage keys for extensions:

= To Add an extension: Enter the extension number in the text box next to the Add button. Press
Add this number to the Extensionsto Cover list.

=  To Remove an extension: Select the extension from the Extensionsto Cover list and select
Remove.

= Tochangetheorder in which the Call Coverage keys appear: Select the extension from the
Extensions to Cover list and press Up or Down to rearrange the order of the extensions.

File Options Call Help

#8 [2s20 i| Call ' t F’l:kup' .CaHVM) I---AI\Depls--- B

2420 ‘WAREHSE W ¥ ﬁﬁii,
I

First L ! !

(YEral Call Coverage

Extensions to Cover

2363 GLOBS  |2325 ]
2364 CONF L3 :

Dn Femove
2365 CHERI —I _I
2399 SALES 1325 Add |
2403 GarC

2404 LIS

il EECL Aooept Carcel
& 2421 DAVEW. | Willams - |

=  Press Accept to save your changes.

I|Ext E

Attendant Extension:

The Attendant Extension option displays your current extension number.
[Enterprise PCattendant - Logn

Your
Extension
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To change your extension number:

=  Enter your new extension and press OK.
=  Toverify the extension you will be asked to pick-up and then hang-up the handset.

Extension Yerification

To verify that extension 2325 is nearhy,

please pick up and then hang up the handset
Retype Extenzion | N Cancel

‘ X _!: J, Cancel

i

Advanced Configuration:

The Advanced Configuration menu allows you to enter/change your ECS system information and
extension location information.

=  Toaccessthe Advanced Configuration menu: Enter the Password (default = dist) and press
Connect.

Connect to Enterprise Services |

132.111.1 .zzZ|

IF Address

Config Port |SD?5
Pazsword I"

Canect I Cancel |

Main Tab

The Main configuration tab allows you to change the Administrator Password. To the change the
Admin password:

=  Enter the new password in the Admin Passwor d and Passwor d Confirm text boxes.

=  PressOK to save

Enterprise Attendant Configuration j |
Main | Voicemaill | ParkOibits | DHNIS I Locations |

Enterprise Services Location

IF Addr: |192.168.l i
Cfg Part: IEIEI?S

Admin Password I’“““
Paszwaord Confim I’“““

El

Ok Cancel
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Voicemail Tab

From the Voicemail tab, enter the ECS voice mail Hunt Group Access Number (voice mail
extension), Menu Option Digit (voice mail dialing digit), and the Post Menu Output Delay (timing

Enterprise Attendant Configuration x|
Main  Vaicemail | ParkOrbits I DHIS I Locations I
Enter the voicemail dialing digit.
extension and fiming delay.
Huntgroup Access Mo, 400
fdenu Option Digit Ig
Post Menu Option Delay [mzec) |4Dgg
ElE]
Ol Cancel
ParkOrbits Tab

From the ParkOrbits tab, enter the ECS Park Orbit extensions:

= ToAdd aPark Orbit extension: Enter the extension in the text box next to the Add button and
press Add.

= ToRemoveaPark Orbit extension: Select the Park Orbit extension from the extension list and
press Remove.

= ToChangethePark Orbit extension order: Select a Park Orbit extension from the extension
list and press the Up or Down arrows to rearrange the Park Orbit extension order.

Enterprise Attendant Configuration x|
Iain I Woicemail ParkOrbits I OIS I Lucaliunsl

Manage Park Orbit extensions.

630
EN
E&1
652

\_l:l:

Remove

L5

k Cancel
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DNISTab

From the DNIS tab, enter your DNIS Number and L abel information.
x|

T IVoicemaiII ParkOrhits  DMIS |Locati0ns|

Enter DNIS numbers and display labels.
Murnber | Label

4 9723290242 Mair Ling

Ok Cancel

Locations Tab

Location tab entries can be used for two different functions:

IPNET Networking - When used for IPNET Networking, enter the location Name and

Number.

Sortable PhoneBook field - Enter alocation Name to be associated with a PhoneBook entry.

The Number field is used only when used with IPNET Networking.

Main | Voicemail | ParkOibits | DNIS |~ Locations |

Enter location names and numbers.

Marne | Mumber
» MJ 8815

‘wiarehouse
*
4 »

=<l
Ok Cancel
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Miscellaneous Tab

The Misc (Miscellaneous) tab is used to enable Single Step Transfer for ECS systems with ECS
software 4.0 or higher.

Enable Single Step Transfer (ECS 4.0+ Only) - The CSTA Single Step Transfer enhancement
gresatly increases the speed in which the Call Director and Iwatsu Soft (PC) Attendant transfers a
caler to anindividual voice mailbox. This feature eliminates the voice mailbox greeting audio
burst heard in previous versions when using the Call Director and Soft (PC) Attendant to
transfer callsto voicemail.

Enterprise Attendant Configuration

Main | WM | Obits | DNIS | Loss  Mise |

¥ Enable Single Step Transfer (ECS 4.0+ Only]

Ok Cancel

Call Menu

From the Call drop-down menu, you can access the following features when your stationisidle:

Make Call
Pickup Call
Cal Voicemail
Retrieve Parked Call
IEII_ Help
Make Call
Pickup Call
Call Voicemail
Transker BIET
announce Transfer.,, AleHa
Wajcernal AE
Park and Page.,, BlE+-F.

Retrieve Parked Call

Hold
Harng Up (a) BlE+

Y ou can access the following features when you are on a call:

Transfer - Transfer acall to another extension.

Announce Transfer - Supervised transfer.

Voicemail - Transfer acall to avoice mailbox.

Park and Page - Place acall in Park Orbit and enter the Page Group Number.
Hold - Place acall on hold.
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= HangUp(X)
Cal Help
IMakeizall
Pichupical
Callaicemail
Transfer Ale+T
Announce Transfer,.. Alk+A
‘Waicemail Aty
Park and Page. .. alt+P
Retrieve Parked Call
Haold
Hang Up (%) ale+3
Help Menu

From the Help menu, you can access the following Help options:

= Attendant Overview
= CSTA Trouble-Shooting

= About Enterprise PC Attendant

= Hep

[ Help

Atkendant Overview
CSTA Trouble-Shoating

About Enterprise PC Attendant

Department Menu
Select a Department:

Tofilter and view a specific Department:

= Sdlect a Department from the drop-down menu on the right.

Marketing ¥ l

- All Depts -

# | | Call ' { Pickup ' { Call\a’M'
B11  Page Park 611 %) JLam)
First Last
| | Ext 4 e T Dept Statuz Mote

1314 YU PS Momura Mark...

1324 CHRIS PS | Fiaccone Mark...

2261 Con Gant Mark...

237 TEDDY tahan Mark... M5G
CHRIS Fiaccone
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Double-Click or Right-Click Menu

If you double-click or right-click on a highlighted entry (or in the directory area) the Context Menu
will appear.

The following menu choices are available when your station isidle:

= MakeCall - Call the extension that is highlighted.

= Pickup Call - Pickup acall for the extension that is highlighted.

= Call Voicemail - Call your voice mailbox.

= Edit PhoneBook - Make changes to the PhoneBook.

= Show Current Dept Only - Only available when a specific Department is being viewed.
=  Show Active Call Entries- Displaysonly active extensions.

=  Configure PhoneBook - Allows you to make changes to the PhoneBook configuration.
The following menu choices are available when your station is active:

= Transfer - Transfer acall.

= Announce Transfer - Announce acall transfer.

= Transfer to Voicemail - Transfer acaller to voice mail.

= Group Park - Place the call in Group Park.

= Individual Park - Placethe call on Individual Call Park.

= Edit PhoneBook - Make changes to the PhoneBook.

= Show Current Dept Only - Only available when a specific Department is being viewed.
=  Show Active Call Entries- Displays only active extensions.

= Configure PhoneBook - Allows you to make changes to the PhoneBook configuration.

File Options Call Help

# | call § | Pickup § | Callvi )

1326 SCOTT PS Parks 2325 I 1325 I
First Last
| ‘ Ext 4 N R | Dept | Statuz | Mote
Make Call
— Pickup Call
ashi =
— Call Woicernail
a -
== Transfer z
— Announced Transfer : =
— Transfer bo Woicermnail -
— Group Park —
hese =
— Individual Park
n -
| Edit PhoneEook =
— Show Current Dept Only & 7
Show Active Call Entries ok ro—
— Configure PhoneBoak. 3 =
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Edit the PhoneBook

To make a change to the PhoneBook, right-click and select Edit PhoneBook to make a changeto a

directory listing.

= Double-click onthe Ext, First Name, Last Name, or Note field to edit the entry.

= Usethedrop-down menu to select a new Dept associated with the directory listing.

First Last
Izl Ext 4 Noria Haie Dept Mate
133 RUS PS5 Duderstadt 5

YU PS

MASA PS

' amaguchi

MHomura

1323 TERIE Nickel Adrin... ¥
1324 CHRIS PS | Fiaccone Mark... -
»  |13m SCOTTPS | Parks -
1337 ANN 5. -
1341 HIRO PS Takahaszhi Sales )
1302 TETSUIP |Sagara .
1343 Y0NS, | Suzuki Administr.
Executive
1344 BRUCE PS | Firpich |Fepaii x|

To Save Changesor Cancel Changesand return to the main directory:
= Right-click and select Save Changes or Cancel Changes and you will return to the main

directory view.

Save Changes

Zancel Changes

Show Current Dept Only

When All Depts are being viewed in the main directory, the Show Current Dept Only cannot be
selected. Y ou must select a Department from the top right drop-down menu to view only one
Department for this option to become active.

File Options Call Help

# | Call ’ | Pu:kup' Call WM — &l Depts —~ ¥
611 PagePak 611 2% ) 1325
First Last
| | Ext -2 N‘:asme Naasme Dept Status Mote
2202 CaRLC. Chance Engin.. =
2203 GayC Carter Support > | MSG Make Call
@ | 2204 LISA Hudson Suppoit = Pickup Cal
2305 WAYNE H. | Haris Sales v | M3G Call Voicemail
| 2205 Philip Mages Support ™ Transfer
"y | 2207 GARTH P |Helm Suppart - Announced Transfer
2208 STIR Stiggers Support + Transfer ko Voicemail
‘@ | 2209 JOHH Bonik Suppart = Group Park
@ | 2210 DEVE A |Angus ~ |FwD MS Individual Park.
21 EDIPETZ |G & b= | PwD
) it Edit PhoneBaok
2212 Fock IP Ollier Engin.. ‘= I
| Shaw Current Dept Only
2213 QCLAB = = _
Shiaw Active Call Entries
Py | 2214 KAZIUKD | Rowland Admin... = |FwD 4
Canfigure PhoneBook.
A Froanu =
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Toreturn to the main directory:

= Right-click and select Show All Departmentsto return to the main directory view.

File Options Call Help

@ cal ' ‘..Pickuﬁ.' {.QﬁJJ\«’M" [sses =]

B1 Page Park B11

[ e Dept Status
1205 WAYNE PS | Harris Sales T [MSG ket
1231 T) PS5 Gilmore: Sales  ~ Pickup Call
2205 wWAYNE H. | Haris Sales - [MSG
. Call Voicemail
‘e | 2231 T Gilmore Sales -
Transfer
2236 JOE G. Gaughan Sales - drmeunsed Tianstes
2239 DOUGW.  |Wwade Sales  + |MSG :
= Transfer to Moicemail
! -
i | 2365 CHERIE Hapnes Sales FuiDr Graup Park

Individual Park.

Edit PhoneBook

Show Al Departments

Shows Active Call Entries

Configure PhoneBook 3

Show Active Call Entries

When you select Show Active Call Entriesonly extensionsthat are busy or in Do Not Disturb
(DND) will appear in the directory.

File Options Call Help

N ‘Tm" (AT ) (M) | Gk ) (Tpk) [ aiDeps o

1325 SCOTTPS Patks 2325
| | Eut 4 nlasr:'ve hi?\l'\e | Dept | Status | Mate

SCOTT PS | Parks

220

[} Philip Magee Support *
| 2209 JOHN Bonk Support =
Oy | 2210 DAVE & |Angus - [FwD M5
| 2248 BRODIE | Miler Support = | MSG
p| 2252 LOBEY W 53
2325 SCOTT P, |Parks Engin... =
2333 CATHY Burns =
| 2421 DAVEW. |'Willams =
Py | 2510 ANGUSHM =
Phg| 3250 TOM K. - | M5G
P | 4201 DaVID C. - |MSG

Toreturn tothe main directory:
= Right-click and select Show All Entries to return to the main directory view.

IMake Call

Pickup Call

Call Voicernail
Transfer

announced Transfer
Transfer ko Yoicemail
Group Park
Individual Park.

Edit PhoneBook.
Shiow Current Dept Only
Show All Entries

Configure PhoneBook »
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Configure the PhoneBook

The PhoneBook configuration menu allows you to change the attributes of the PhoneBook as well as
password protects the PhoneBook from unauthorized editing. The PhoneBook attributes that you can

change/set are listed below:

=  Sdect Display Columns - Select the columns to display in the PhoneBook.

= Department List - Edit, add, and delete Departments.
= Hilight Colors- Select the hilight colors for each Department.
= Refresh Interval - Sdlect therefresh rate in seconds (10 - 600 seconds).

= Locking and Passwor ds - Edit administrative and user passwords

Make Call

Pickup Call

Call Yoicernail
Transfer

Announced Transfer
Transfer ko Yoicemail
Group Park

Individual Park

Edit PhoneBoaok.
Show Current Depk Only

Show Active Call Entries

Test3 -

Configure PhoneBook

T i
T [z HIROSLT
T DC MCK
T ADIX MDM

Select Display Columns...

Select Display Colurins ...

Deparkment List ...
Hilight Calars ...

Refresh Interval...

Locking and Passwords. ..

Select Display Columns allows you to add or remove columns from the PhoneBook view.

Select Display Columns ..

Department List ...
Hilight Colors ...

Refresh Interval...

Locking and Passwords, .,

From the Column Selector you can choose which of the following columns are visible when
viewing the PhoneBook:

=  First Name
= Last Name

= Dept (Department)
= Status

= Note

= Loc(Location)
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By default, First Name, Last Name, Dept, Status, and Note columns appear in the PhoneBook view.
=  Sdect OK when you have made your selection changes.
ki

Select PhoneB ook Columng

[w] First Marme
[w] Last Mame
[w] Dept

[w] Statuz

[wl] Mote

[ Lo

Ok | Cancel

Department List...

The Department List allows you to add, modify, delete, or change the color of a Department.
Departmentsin the Department List appear in the Department drop-down menu.

Select Display Columns | ..
| Deparkment List ... |
Hilight Colors ...

Refresh Interval...

Locking and Passwords, ..

= Double-click on aDept entry to add, modify, or del ete the Department.

=  Double-click on aDepartment Color to launch the Color palette which alows you to change
the color associated with that Department.

= Sdect OK to save your changes.

Ext - Ei::ﬂe II‘_J?aSrtne Dept Mate Loz
e .
Dept W B asic colors:
» Engineering |,_ I_ I_ I_ . I_ I_
Sales BADCDC it
Matketing C7CTE2 [ gy § Il § |
Suppart FFD3a8 ETrEEENENEN
Adriristration FFFFCE EEEEEEEN
Erecutive. FFA0CD UL} | Bl e U
Repair CAE4FF
oc CEFFS7 Customn colors:
E—— p— [ 0 00NN
Test FFE7FF % I_ I_ I_ I_ I_ I_ I_ l_

Define Custom Calors > |

Ok Cancel | ,—IDK —— |
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Hilight Colors...
Hilight Colors allows you to change the text and background colors for a selected PhoneBook entry.

Select Display Columns ...

Department List ...

| Hilight Colors ... |

Refresh Interval...

Locking and Passwords, .,

=  Double-click onthe Background Color or Foreground Color to launch the Color palette.

=  Sdlect the new color and press OK to change the Background or Foreground Color.

Basic colors
Background Calar - - I_ I_
I
Foreground Color - - -
L i 00 hR
B
C B0l el
Al I aes] | Custorn colors:
; WICKIEPS | Farmer Admin... = I_ I_ I_ I_ I_ I_ I_ I_
i RAMDY PS | Debeyer ; I_ I_ I_ I_ I_ I_ I_ I_
Tl PS Gilmaore: Gales - Define Custom Colars >» |
SATOPS | Sato EECeln ~
-DK Cancel |
] WSHDA PS | Yoshida -

Refresh Interval...
Select the Refresh I nterval to change the PC Attendant status refresh rate.

Select Display Columns ...
Deparkment Lisk ...
Hilight Colors ...

Refresh Interval... |

Locking and Passwords, ..
= Enter arefreshinterval of 10 - 600 seconds (Default refresh rate = 10 seconds) and press OK.
Bl

Refresh Interval [in =] [10-600]: |‘ID
Ok I Cancel |
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Locking and Passwords...

PC Attendant supports password-controlled access to the shared PhoneBook as well asalocking
mechanism to prevent conflicts which could occur if multiple users are simultaneoudly editing the
PhoneBook. Y ou can choose to use Locking and Passwords if you have more than one PC Attendant
and/or you are concerned about multiple users editing the phonebook at the same time.

Select Display Columns ...
Department List ...
Hilight Calars ...

Refresh Interval...

| Locking and Passwords., .. |

= |If apassword is set, the user is prompted to enter that password the first time they attempt to edit
the PhoneBook or Department List after starting the PC Attendant.

Phone Book Password

Phone Book Password

[ Ok ] [ Cancel ]

=  Thelocking feature comes into effect when you try to edit the PhoneBook while another user
hasit opened for editing.

Phone Book Locked

The Phone Book iz currently locked by extension: 4313
Jack Thompking

Another person haz locked the phone book for editing. v'ou can 'break’ their lock
by clicking the 'Unlock’ button, but any changes they were making wil be lost.

‘we recommend consulting the ather person first and using Unlock' az a last rezart.

[ Unlock ] [ Cancel ]

= Youwill beableto edit the phonebook if you select Unlock. However, the other person will see
the following dialog when they attempt to save their changes.

Phone Book Lock Broken

! '. Another user unlocked the phone book and made changes. Your edits will not be saved.
L3

The same mechanism also control s access to the Department List. Unlocking should only be used as
alast resort — for example when another user starts editing the phonebook and then goes out to lunch.

Some dites choose to set a PhoneBook password as well as an Admin password. The Admin
password controls access to the change password dialog and optionally can be required in order to
unlock the PhoneBook.

If your siteis supporting two or more PC Attendants, |con suggests that you install PC Attendant on
two computers close to each other and experiment with the locking and password settings to decide
what works best for the organization.
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Virtual DSS

Overview

The Virtual DSSisahighly customizable application that provides easy access to other Iwatsu
telephones using the PC - eliminating bulky, hardware-based DSS units. It was designed to gresatly
reduce overall call handling time and provide visual indication of the current status of each
telephone, all while maximizing the user’s desk space.

| Virtual DSS Console =

Extension: 2316
<9729290242> <Dnis:9729295220>

VIRTUAL DSS
The Virtual DSS wasintended to improve the productivity of power users like receptionists,

administrative assistants and other employees with heavy call volume. Users must have both a PC
and a key telephone on their desks.
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Features

Single click operation to:

= Cadll another station

= Retrieve anincoming call from acall covered station
=  Transfer acall to another station

=  Transfer acal to avoicemail box

= Pak acal at another station

= Park acdl onagroup park orbit

Status indication of:

= Incoming callsto astation

= Stationon call

= Stationsin Do Not Disturb (DND)

= Cdlsparked at agtation

=  New voice message at a station

Drag and Drop —The Virtual DSS Console is easily customized. Users can quickly change the
layout by dragging the desired name or extension from the Iwatsu Real 1P Apps Company

Phonebook, and dropping it onto the desired Virtual DSS key. Key changes are instant, with no
separate databases to edit or upload.

Integrated Tutorial Movie - The Virtua DSS Console includes an integrated tutoria movie
that walks users through all the features and basic configuration options they are likely to use.

Console Integration - The Virtual DSS Console integrates with all stationsincluding the new
Icon Series phones.

Remote Users - Remote workers have full accessto the Virtual DSS features. The only
requirement isa VPN connection to access the Iwatsu Enterprise Gateway.

Call Forward asation to another extension or Personal Speed Dial Bin.
Direct Station Selection / Call Coverage with Status Indication.

Import a Company Phonebook viaPC Attendant or a.csv file with One-Touch Diaing
and Status Indication.

Port Requirements - Does not require aport or port license on the ECS system.
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Virtual DSS Console Operation

Double-click the Virtual DSS Console icon on your desktop to launch the console.

Yirtual DSs
Consale

Virtual DSS Console Setup

Initialy, there are no Attendant extensions configured in the Virtual DSS Console. A phone book
imported from the Soft (PC) Attendant or a comma-separated values (.csv) fileimported into
Enterprise Servicesis used to populate the Virtual DSS Console.

Import a Phone Book Using Iwatsu Enterprise Services

Perform thisprocedureif you do not have Soft (PC) Attendant ingtalled, If you have the Soft
(PC) Attendant ingtalled, you can skip to the next page— Add Extensionsto the Virtual DSS
Console.

Import a phone book using Iwatsu Enterprise Services. The phone book datathat isimported must be
a comma-separated-values (.csv) file that must be in the format specified during the Import Phone
Book procedure.

= Launch Iwatsu Enterprise Services
= Select the Miscellaneous tab.

= Sdlect Import Phone Book.

Status] Licenses  Miscellaneous l F‘roducts]

Phone Book
| Import Phone Book |

Engineering Bulletin {pdfy

Wiew Access Log
Enterprise Services Overview {.pdf)

CETA Trouble-Shooting {pd

Wiew Change Log (bl

CS5TA Message Log [= STOR CLEAR

<2

1E'w IV Auto-Start Logging

<2

SMDR Message Log & 1E I Auto-Start Logging

<

ACD Message Log a8 1E I Auto-Start Logging
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= From the Import PhoneBook screen:
=  Filename: Enter or browse to find your phone book .csv file.

=  Format: Use the drop-down menu to select your .csv file format for your phone book.
Y our phone book must bein aformeat that is supported in this drop-down menu.

= Sdect Import to import your phone book into Iwatsu Enterprise Services.

=  Sdect Close.

Import PhoneBook: [z]
Thiz dialog imports data inta the Metwark PhoneBook. The information must be in a
comma-separated-vaiable [C5Y] format tewt file. Several line formats are supported
and some of them will accept an optional department name:

Filename ]companyphonabook.csv s

Format E stension, FirstMame, Lastlame, [Diept]

Import

Close

= Youmust Stop and then Start the CSTA and M onitor Services after you import aphone
book.

If you need to make changes to the phone book, edit the .csv file and repeat this procedure or you can
edit the phone book using the PC Attendant.

Add Extensions to the Virtual DSS Console

Adding extensions to the consol e requires phone book data. Phone book data can come from the PC
Attendant or the data can be imported from a.csv file that isimported into |watsu Enterprise
Services.

= Sdecting the left-facing arrow on the bottom | eft of the screen will expand the console screen to
enable you to add extensions and set your preferences.

Ml Virtual DSS Console (3=

Ma Attandant Extansion Canfigured
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Virtual DSS

If you have the lwatsu PC Attendant installed, the PC Attendant Phone Book isimported into
the Virtual DSS Console. If you do not have PC Attendant installed, you will need to create a
.csv fileand import that data into Iwatsu Enterprise Services.

= You cannot edit the phone book using this application.
=  Importing aphone book is detailed on page Error! Bookmark not defined..

The phonebook data can be viewed by extension number or name by selecting the Ext or Name
in the left-hand side of the screen.

8 Virtual DSS Console

To populatethe Virtual DSS Console, select an Ext or Name from the | eft-hand side of the
screen and drag and drop that Name or Ext on to one of the keysin the Virtual DSS. You
can change or move an extension by dragging and dropping that extension onto another key.

It ishighly recommended that you do not place duplicate extensionsin the Virtual DSS
Console,

! Virtual DSS Console

B Ext
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Virtual DSS Options
From the Virtual DSS Options drop-down menu, you can:;
=  View your DSS/ Call Coverage keys by extension number or name.
= Choose three themes (skins).
= Changeyour Virtua DSS layout to one of eight choices.
= Make changesto the basic configuration.
= Change your associated attendant extension.

= Choose whether or not the Virtual DSS window is always on top or not.

Ml Virtual DSS Console

[ Display Ext Numbers

Carbon Theme
| Granite Theme
Titanium Theme

Center Display
Vertical Display
Harizontal Display

Basic Corfiguration
Attendant Extension ...

| Always On Top

Basic Configuration

Y ou can set your Virtual DSS Console to pop open when ringing, pop open when answering, or you
can choose for the console not to automatically pop open when minimized. Y ou can aso set the
console to Auto-Minimize when the associated station is on-hook.

= Sdect Options > Basic Configuration.

= Sdect the Ring Pop, Answer Pop, or No Pop radio button. If you want the console to auto-
minimize, check the Auto-Minimize box.

= Sdect Accept to save your changes.

Basic Configuration

© RingFop
@ Answer Pop
@® NoPop

B Suto Minimize

|_Concel |
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Change the Associated Attendant Extension

Y ou can change the associated Attendant Extension at any time by selecting Options > Attendant
Extension... and entering a different extension number.

= Sdect OK to save you change.

Attendant Extension 3]

Attendant E stension

Exit the Virtual DSS Console
= Sdect File > Exit to close the application.

8 Virtual DSS Console

File | Options Help
Exit
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Virtual DSS Console Help

From the Help drop-down menu, you can view the Call State Color List, User Manual, or select
About to view Virtuad DSS Console version number.

= TheCall State Color List identifiesthe colors displayed for each DSS/ CCV key state.

Call State Color List 3]

! Call State Calar
\FFCBFFa7

; » | Ringinig

| Close

= About Virtual DSS Console displays the consol e software version number.
Virtual DSS Console
Copyright®2008-2010

.NET Framework Version 2.0.50727
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Virtual DSS Console Operation

From the Virtual DSS Console you can:

=  Pakacal at agation.

=  Group Park acall.

= Transfer acall to another station or to a voice mailbox.

= Announce Transfer acall to another station.

= Cdl astation.

= Call Forward a station to another extension or an extension’s Personal Speed Didl Bin.
DND (Do Not Disturb)

The DND indicator will light when a station is placed in DND.

Extension: 2325

Park
To Park acall on astation’s Individual Park:

=  Whileonacal, sedect the Park key for the station where you want to park the call. The Park
key will light blue when a station has a call parked at their station.

= Stations must have aPark key to have acall parked at their station.

B virtual DSS Console

Extension: 2325
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Transfer to Voice Mail

To Transfer acall to astation’s voice mailbox:

While on acdll, select the Vm key for the station where you want to transfer the call. TheVm
key will light green when there is a voice mail message in the voice mailbox.

B virtual DSS Console

Transfer a Call

To Transfer acall to another station:

=  Whileonacal, select the station (station name or extension number) key of the station where
you want to transfer the call.

= For Announce Transfer, right-click on the desired DSS/ CCV key where you want to
transfer the call and select Announce Xfer (See Right-Click Menu).
B Virtual DSS Console E| = rz

Extension: 2325

Group Park
Toplaceacall in Group Park:

Whileon acall, simply select on of your Group Park keys. The Group Park key will light red
when thereisacall parked on that key. Selecting the Group Park key will retrieve the call.

B virtual DSS Console E| =] [X

Extension: 2325
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Dialing

To call an extension, simply press the extension name or number.
M virtual DSS Console E| 0 El

Extension; 2325

TJ Gilmore

scott parks TERIE Mickel

Right-Click Menu

From the Right-click Menu, you can select Announce Transfer acall, Forward astation, and
enable an Audible Call Coverage tone.

Announce Transfer
To Announce Transfer a call to ancther station:
= Whileonacal, Right-click onthe desired DSS/ CCV key where you want to transfer the call.

= Select Announce Xfer.

Announce =fer

T

Forward

Sashipa v Aodible

Make your announcement to the transferred station.

= When you are ready to complete the transfer, select OK and the call istransferred.

Transfer

Transfer Call

Ok ][ Cancel ]
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Forward

To Forward aDSS/ Call Coverage key: (You must have a Forward key in the key pattern of the
extension being forwarded)

= Right-click onthe desired DSS/ CCV key and sdlect Forward.

& virtual DSS Console

Ond Park

TJ Gilmare

=  Enter the Forwarding Number (Where you want to forward callsfor this extension).
or

=  Enter 1-10 for the Forwarding Number to forward the station to a Per sonal Speed Dial Bin.
(Personal speed dial numbers must be programmed using the Iwatsu Programmer or
MyECPhone.)

= Sdect OK.
Furwan;l Your F'.l.'IIDI'IE E]

nard the Phone,
y pattern and

Forwarding Tope: FORwWARD "
Forwarding Humber: 1325

To Cancd Forwarding for an extension:

= Right-click ontheforwarded station and select Cancel Forward (Y ou do not have to enter an
extension number).

=  Sdect OK.
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CCV Audible

Y ou can enable an audible tone on aDSS/ Call Coverage key when that station receivesacall. You
must have a sound card and speakers on the PC where the Virtual DSS Console isinstalled for this
feature.

= Right-click on the Call Coverage key you want to enable the audible CCV key tone and select
CCV Audible.

’ Virtual DSS Console |Z|'; El

Extension: 2325

im Ond Park

.E rmer
| covaudie un Dnd || Park

TJ Gimare ! ® CHRIS P CONF M2

Display DSS / CCV Key Information
To display information about aDSS/ CCV key in the console:
= Hover your cursor over aspecific DSS/ CCV key to display key information:

=  Extension, Name, Department, CCV Audible On/Off, and Forwar ding status (if the station
is forwarded).

B Virual DSS Console (- B

Extension: 2325

WICKIE Farmer
Ext: 4325
S Mamne: Scotk Parks Ioon i
. Dept: Engineering 3
ERREGED oy Audible: On ™
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Call Director

Overview

The Call Director isadesktop call control application for watsu station users. The Call Director isasimple,

intuitive application that installs on the user’s PC and provides visual indication of incoming and outgoing
cals.

[ iican pirector (]

(Number: 9725281242

% Name: ABC Company

BN OIS 5725285220
Riraing

Hold

Transfer ...

VM Transfer ..
Record

Disconnect

CALL DIRECTOR

Call Director Topography

Enterprise Services Processes
CSTA messages Between the
Client and the ECS

Enterprise
The Call Director is installed on Each Services
PC requiring the Call Director

PCH PC 2 PCa

=
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Features

Incoming Call Screen Pop -includes caller’s name and number.
Call Control -The Iwatsu Call Director provides the following call control features:

= Makeacal

= Placeacal onhold
= Disconnect acal

= Directory dial

= Answer acal

= Recordacdl

=  Transfer acall

= Transfer to Voicemall

User Status- The lwatsu Call Director includes a User Status feature that integrates with the company
phonebook, allowing coworkersto view user status. Status settings include In Office, Away on Business,
Extended Absence, At Lunch, Meeting, On Vacation and Temporary Location.

Call Forwarding— The Iwatsu Call Director may be used to forward all incoming calls to another extension
or an external number such asacell phone. This setting also integrates with the PC Attendant Phonebook and
allows othersto view your forwarded status.

Directory — The Call Director has adirectory feature that provides two views, the Company Phonebook
which listsal ECS extensions, and personal contacts imported directly from Microsoft Outlook. The
Company Phonebook is a shared resource with other Iwatsu Real |P Apps such as the PC Attendant Console
and Virtual DSS. The Company Phonebook is user-organized by extension number, first name, last name or
department. More importantly, Call Director users simply select the person the wish to call and click the dial
button.

Call Log—Thecall log feature maintains arecord of all incoming and outgoing calls for one month. It can be
used to both quickly reference and dial past calls.

Usethe Call Director Remotely — Remote workers have full accessto the Iwatsu Call Director features. The
only requirement isa VPN connection to access the Iwatsu Enterprise Gateway.
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Call Director User Guide

Welcome to the Call Director User Guide. Thiswill guide you through the features and use of the Call
Director application. The Iwatsu Call Director has the following features:

Make acall Answer acall
Call voice mail Record acall
Placeacall on hold Transfer acall
Disconnect a call Office status
Call forwarding Directory
Call Log

Overview

The Call Director short-cut icon was placed on your desktop during the installation process. Y ou will also see
thisicon in your system tray when the Call Director application is running. If you selected Auto-Start during
the configuration process, the application will start automatically when the PC is rebooted.

To start the Call Director:

= Double-click the desktop icon or select Start > Programs > |watsu > Iwatsu Call Director >
Iwatsu Call Director.

Zall Direckar

=  Thelwatsu Call Director icon will appear in your PC system tray when the application is running.

To open the Call Director:
=  Right-click on theiconin the system tray to access the menu and then select Call Director.

' Configure

Call Direckor

Help
About

| Exit
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=  Whenidle, the Call Director will appear as shown below.

® Virtual DSS Console

Angwer
Hold
Transfer ...
Whd Transfer .
Becord

Dizconnect

Call Log ... Eaorvard

Mohe w Cloze

X]
| Do ]
| gneeer ]
| Hod ]
| Trancter. |
| M Transter |
| Hocod |
|_Discornect ]

| Eorwerd |
| ciose |

=  Whenthe Cdl Director is active (i.e., you have an incoming cal or you are on a call) feature buttons
will appear with an action icon to indicate the features that are active based on the state of the station.

®.Call Director

Angiwer
Huald
Tranzfer ...
Wha Transfer

Becord

Dizconnect

Call Log ... Fornward
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Dial — Make a Call
Tomakeacadl:

=  PressDial to open the Dial window and then enter the number you want to call and press Dial. This
number can also be copied and pasted into the Dial Number window.

= You can also select and dial a number from the Call L og or the Directory (Phone Book).

=  For Outsidelinedia access: Go to your computer Control Panel > Phone and M odem Options
and Edit your Location under the Diaing Rulestab and enter your outside line access number. This
istypically set to 9. Refer to the Configuration section for instructions.

Dial ]
Dial Mumber: e
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Answer — Receive a Call

When you have an incoming call:
=  Press Answer to answer the call on speakerphone, or lift the telephone handset.

=  For voice announce calls: Y ou need to press Answer to activate the feature buttons for the cdll. If the
Answer button is not pressed when a voice announce call comesin, the call will continue to display
Ringing for the duration of the call.

™ Call Director

Anzwer
Hold
Transfer ..
Whd Tranzfer ...
Becord

Dizconnect

Call Log ... Eorward

X]
TR
| ter
| oo ]
|_Trorcter |
M Transtor.
| Becod ]
| Divcomncct |

| Forwerd |
_cioso |

Hold — Place a Call On Hold
Whileon acall:

= PressHold to place the cal on hold.

=  Toretrieve the call, pressthe Retrieve button. (The Answer button changes to Retrieve when a call
ison hold)

® Call Director

Retrieve

Transzfer ...

Whi Transfer .

Becord

Dizconnect

Call Log .. Forward

=
EE
E3
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Transfer - Transfer a Call
While on acdl and you want to transfer the caller to another extension:;
= Sdect Transfer and the call is placed on Hold.

= Enter the extension number where you want to transfer the call and pressthe Transfer button. You
can also salect the number from the Call Log or Directory.

Dol
Transfen fg|

Transfer Mumber:  [REza]

VM Transfer- Transfer to Voice Mail
Whileon acall:

»  Pressthe VM Transfer button and enter avoice mailbox number to direct the caller to avoice
mailbox.

Vid

Maibox o T
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Record — Call Record

You must have a Call Record key in your station key pattern to support this
Note: feature.

Whileonacall:
= Pressthe Record button to begin recording.
= To stop recording, press Stop Rec.

=  Therecorded call is sent to your voice mail inbox.

¥® Call Director

® call Director

Dial ..

Numbar: 1325

el
L.On0acy Answer

Answer

Hold Hold

Transfer... Transter ..

W Transter . Vi Transfer .

Record I Stop Rec I

Disconnect

n TR,

Disconnect
==

Call Log ... Forward

= =N

Call Log ..

Status

In certain states it is illegal to intercept, listen to, and/or record telephone calls.
In certain states and under certain circumstances it is illegal to intercept for the
purposes of listening in and/or recording telephone calls. Because such activity
is not illegal in all jurisdictions and may be permitted in training and/or
monitoring of personnel, this telephone system can be programmed to permit
interception, listening to, and/or recording with or without warning to those on
the line. Before utilizing the system for such purposes, you are advised to
confirm the laws of the jurisdiction in which you utilize such features(s). Ilwatsu
Voice Networks and/or its Third Party manufacturers/suppliers disclaim any
responsibility for improper or illegal use of the Call Record Feature and disclaim
any obligations to render legal advice concerning this feature

Disconnect — End a Call
Toend acall:

=  Press Disconnect button.
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Forward — Forward Your Station

You must have a Forward key in your station key pattern to support this feature.
Note: Your station must be in the idle state set / cancel forwarding.
To forward your telephone:

=  Whenyour stationisin anidle state, select the Forwar d button to open the Forward Your Phone
window.

=  Forwarding Type: Select FORWARD.

= Forwarding Number: Enter the extension where you want to forward your extension.

=  Sdect OK to forward.

= Check Show when Statusis Changed if you want the Forward Y our Phone window to appear
anytime you change your Status setting.

Forward Your Phone

Forwarding Type: FORwWARD v

Forwarding Mumber: 1325

Show when Status

To cancel forwarding:

= Sdlect the Forward button to open the Forward Your Phone window.
=  Forwarding Type: Sdect Cancel FORWARD.
= Seect OK to cancel forward.

Forward Your Phone

Farwarding Type:

Farwarding Mumber:
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Status — Set Your Status

Presence management works in conjunction with the Soft (PC) Attendant application Phone Book. When you
set your presence status, that information appearsin the Soft Attendant Phone Book in the Note column next
to your name and extension.

To set or change your Status.
= Sdect one of the Status choices (shown in the screen shot below) from the drop-down menu:

=  Thesalection that appearsin the Status box also appearsin the Note column of the Soft (PC)
Attendant Phone Book next to your name and extension.

™ Call Director

Answer
Haold
Transfer ...

Whd Transfer ..

Fecord

Dizconnect

MNone
In Office

Eorward

Cloze

ettt
Extended Abzence
At Lunch
Meeting

On Vacation
Temp Location

121



Real IP Apps User Guide

= The Soft (PC) Attendant Phone Book reflects the Status setting in the Call Director.

Call Directory

Fhone Book. | Outlook Contacts |

| : Ext | Eirasntw : haasntw Dept - Statuz . Mate : Loc
| |5 Chis _ |Fiaccone | Mark.. ~ .
LLIRAR F I 1 & >
| 2327 IWNsales I «| ' ' .
ommn [Kewy [Tume | - [ :
o cay Bume | =l | [ 5|
23 COMMEAM | i - | f f .
zw awns | - | I -
B 2340 - Kaza '-Kasamura Engin.. = [ =
(2241 |mronm | Engin. - 1 | 3
e 2342 TETSU :lSl;agara Engill:'u... - -

. e
Call Log

The Call Log maintainsarecord of al incoming and outgoing calls for one month. Y ou can use the Call Log
to reference past calls and to dial and transfer calls.

Tomakeacdl using the Cal Log:
= PressDial and then press Call Log. (If you do not press Dial, you can only view the Call Log)
= Sdect the entry from the Incoming or Outgoing log and press OK.
= The selected number will appear in the Dial dialog window. Then press Dial to make the call.

Call Director x
Incoming Callz | Outgoing Calls |
3 O

| Number I ame Date Time Diuration Fesult
» 12/1/2008 104880 0200 | Answered
1325 ' 212008104480 0101 | Answered
1325 [ 112/1/200210408M 0027 Answered
9726144268 PARKS SCOTTR 12/1/200810:38AM 000 | F—

1325 ' 127120081036 4M 0002 | Missed
2254 11202008321 PM 0138 Answered

2354 | 112002008 1142 M | 0302 | Missed
1325 ' 1/20/2008 1130 AM 0029 Answered
2212 11/19/2008213PM 0238 Answered
1325 i 1192008205 PM 0126 | Answersd

Cial Delete Dielete Al Cloze
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Directory

The Directory contains two separate databases: The Phone Book and Outlook Contacts. Y ou can use these
two databases to lookup a number or to dia and transfer calls.

Phone Book

The Phone Book database isimported from the Soft Attendant application. If there is not a Soft (PC)
Attendant on your system, the Phone Book tab will be empty.

The Phone Book will display the extension state (DND, on acall, etc.), the extension number, First and Last
Name, Department, Status, Note (the Presence status set using the Call Director), and Location.

To make acall using the Phone Book:
= Sdect Directory.

® Call Director

Angwer
Hold
Transfer ..
Whd Transfer ...
Becord
Dizconnect

Call Log ... Dlrectory Forward

=  Fromthe Call Directory screen, select the Phone Book tab.
= Sdect the entry you wish to call and then press Dial to make the call.

Call Directory

Phone Book | Outiock Cantacts |

| Ext Ei::rtne . II‘_JZSrtne Dept Statuz | Mote : Lac
'.BND' 2204 Lisa- - Hudson "Support 2 : .. In home 0.... : -
‘@ 2205 i.\f'\‘fa_l,lne H. ;Harris . .Sales - :Taking [ i 2
802206 Phlp  Magee | Suppart - : .
2007 GathP | Hem | Suppor - | : -
: 2208 : Stig ."Stiggers Sup.port & | . T
':@:".2209 . John ".Bonk | Support 5 test il -
20 Daved  |Angus | Admi. - |FwD | ' ]
(2211 EDIPKT2 | Gemain | Suppot - FwWD | InOffics | -
|21z |RocklP |Olier  |Engn. - | | '. -
T - lInOffce | -
O 2214 Kazko | Rowlnd | Admi. v " il -

ﬁ m Close
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Microsoft Outlook Contacts

Microsoft Outlook Contacts are imported from the user’s Microsoft Outlook Contacts (refer to page Error!
Bookmark not defined.). If you are not using Microsoft Outlook, the Outlook Contacts tab will be empty.

Outlook Contacts will display the contact’s First and Last Name, Business Phone, Home Phone, and Mobile
Phone numbers, if programmed in Microsoft Outlook.

To make acal using Microsoft Outlook Contacts:
= Sdect Directory.

® Call Director

Answer
Huld
Tranzfer ..
Wh Tranzfer ..
Eecord

Dizconnect

Call Log ... Foruward

w Cloze

X
| Do
| gnewer ]
BT
| Transter._|
| M Tanstor
| Becod |
[ Dioconnect ]

| Eorverd

= Fromthe Call Directory screen, select the Outlook Contacts tab.

= Sdect the entry you wish to call and then press Dial to make the call.

Call Directory

Phone Book i Outlook, Contacts

| First Narme | Last Mame | Business Phone | Home Phione | Mokile Phore o
Lahi ' 2305 [ '
Eric2 Il 2308
| Eric2 § a5
Gl |LaB 1
el LoB
-

Close — Close the Application Window

To close the Call Director application window:

Select Close to close the lwatsu Call Director window. Selecting Close does not exit the application, but
closes the application window. The application continuesto run in the system tray.
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TAPI Client Services

Overview

Iwatsu Client Services which worksin conjunction with lwatsu Enterprise Services to enable the
following features on TAPI-compliant client applications:

= Incoming call screen pop of TAPI-compliant application contact record on a Client PC.

=  Make an outbound call viaan Iwatsu telephone from a Windows application such as Microsoft
Outlook.

= Placeacal onhold/ retrieve a call from hold within aTAPI compliant application.

Outlook No Yes
2000 and above
ACT!
Version 5 and below es Yes

Features

Client Services which works in conjunction with Iwatsu Enterprise Services to enable the following
features on TAPI-compliant client applications:

= Incoming call screen pop of TAPI-compliant application contact record on a Client PC.

=  Make an outbound call viaan Iwatsu telephone from a Windows application such as Microsoft
Outlook.

= Placeacal onhold/ retrieve a call from hold within aTAPI compliant application.

| Third-party applications are outside the control of Iwatsu Voice Networks and
Important. may require customization to support the above features.

Outlook No Yes
2000 and above
ACT!
Version 5 and below Yes Yes
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Using the Windows Phone Dialer
Use the Windows Phone Dialer to verify that Iwatsu TAPI isworking properly.

Place an Outgoing Call
Use the Windows Phone Dialer to place an outgoing call.

1. Fromthetool bar, select the Dial icon.
@ Phonepialer

File Edit Wiew Phone Windows Help

@@,?,‘?ﬁ 5 %‘ﬂ

Dial Redial Speed Mew Join Leayve Refresh Hide Calls Brewview
@@ Directories Name I Computer Mame | Internet address [
E‘@ nternet Directaries The selected server is not responding. Tk might be down or termporarily overloade
E|- (I Mebwork) Totry again, click Refresh.
43 People

----- {21 Conferences
-5 My Netwark Directory
4% Speed Dial

ﬁ Conference Room

2. When the Dial window appears:
=  Enter the telephone number you wish to Connect to:
= Sdect Place Call.

pial 21 %

Enter a phone number. Mumber will be translated uzing
'Phone and Modem O ptions' contral panel settings.

Connect to:

|2231 j

Dial ag
’7 % & Phane cal =) Internet Call

[ &dd number ta zpeed dial list

Place Call I Cancel

126



Chapter 7

TAPI Client Services

3. ThePreview and Phone Call screen pops will appear while you are waiting for the called party

4.

to answer.
i ¥ Close

Preview - s

-@ iy 4‘: =

1 i

(=B

Fhone Call “T Disconnect
5
2325

\:? “waiting far answer,..

When the called party answers, Connected will appear in the Phone Call window.

Preview >  Close
,@ L] j (/ 'ii
ge s iy E*'r*:h
@ 4
Phone Call = I Hold
™
2325 L{j :— =3 Disconnect
o
H #
e-e [Lonnected

5. When you or the called party disconnects the call, Disconnected will appear in the Phone Call

window.
Preview s K Close
A 4 =
C:Ei r j r"‘—“_
[
Phone Call E ¥ Close
5 g ."ll--"
2325 L{ J=—
L
H =&
X% Nisconnected

6. Whenthe call has ended, you may Close the Preview and the Phone Call windows.
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Receive an Incoming Call
Use the Windows Phone Dider to receive an incoming call.

1. When you receive an incoming call, the Preview window and the Phone Call window will
appear showing that you have an Incoming call. Do Not select Reject Call.

Preview X Close

A e

S e —

ol |
Phone Call [E Take Call Do Not
e I 7 Reject Call < Se!eCt:
Reject Call
IH #&
él |neoming call...

Do not click the Reject Call button. Rejecting an incoming call is not
supported by the ECS (or any other TAPI compliant application). This will

cause TAPI to shut down and it will need to be reconfigured.

Warning!

2. Whenyoutakeacal, Connected will appear in the Phone Call window.

Preview = P Close

A By 4 =)

| — S

=2 4
Phone Call 2 3 Hold
S ;‘4 | = ? Disconneck
HH #
e Lonnected

3. When you or the calling party disconnects the call, Disconnected will appear in the Phone Call

window.

Preview - ¥ Close

A = ({ =

G ————

B 4
Phone Call ; W Close
2271 C{ \=
H #4
o [izconmneched
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