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Welcome to miReception

This guide provides step-by-step instructions and reference information for miReception and is intended for end
users of miReception.

miReception is an optional client for TIPT and Adaptive Collaboration: Telstra Cloud Calling.

Need more support?
If you are experiencing any problems, please contact your administrator.

Conventions used in this guide
The following typographical conventions are used in this guide for simplicity and readability:

Web addresses, e-mail addresses, and hyperlinks are shown in underlined blue, for example
www.telstraenterprise.com.au.

Button names on your computer screen are shown in Bold.

Titles/features on your computer screen are shown in underline.

miReception User Guide, February 2022

Words mentioned in this book that are known to be trademarks, whether registered or unregistered, have been capitalised or use initial capitals.
Terms identified as trademarks include Cisco®, Microsoft®, Microsoft Windows®, Apple®, AirPort®, Mac®, Linksys®.
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Introduction to
miReception

miReception is a full-featured web-based client. It is used by front-of-house receptionists or telephone
attendants who screen inbound calls for enterprises. miReception supports the full set of call control options,
line monitoring, multiple directory options views, and many other features.

miReception delivers the following real benefits to users:

e A design that follows the natural workflow of a call

e Improved business processes as only valid options are presented to the attendant

e Professional call handling as information is available in real time

e Accurate delivery of messages through a one-step process when people are unavailable
¢ Web-based interface, accessible from a web browser

Note: For information about the web browsers supported by miReception, see your administrator.




Chapter 1
miReception
User Interface

The interface contains the following work areas:

Logo pane. The Logo pane displays links to other pages or functions of miReception and provides information
about the logged user. It also displays error, warning, and global information messages to the user.

Call Console. This is where you view and manage your current calls.
Conference Call pane. This is where you view and manage your conference calls.

Queued Calls pane. This is where you view and manage queued calls. You need to have the Supervisor service
assigned to have access to manage calls in this pane.

Contacts pane. This pane contains your contact directories, which you use to make calls to contacts and monitor
selected contacts.

Settings page. You can use the Settings page, accessed via the Settings link on the Logo pane, to configure
various aspects of miReception.
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Contact directories

The following table lists the contact directories available in miReception.

Name Content Comments

Search The Search tab is used to search for users
within the company.

Favourites This consists of the contacts whose phone  Monitoring is limited to 200 selected
status you are currently monitoring. The list contacts enterprise-wide.
of contacts to monitor must be configured
for you or by you in the TIPT Administration
Portal (TIPT only).

Enterprise This consists of all contacts in your You can monitor a total of 300 contacts
enterprise directory (all company users). in your Enterprise directory*.

Enterprise Common This list consist of a subset of your This directory may be empty if your
Enterprise directory. Your administrator is administrator has not configured any
required to configure the subset list. contacts.

Group Common This list consist of a subset of your Group This directory may be empty if your
directory. Your administrator is required to  administrator has not configured any
configure the subset list. contacts.

Personal This consists of all contacts in your

personal directory which you have
configured in the TIPT Administration Portal
(TIPT only) or the miReception console.

Speed Dial This consists of all speed dial numbers You need to have Speed Dial 8 and/or
configured for you or by you in the TIPT Speed Dial 100 services assigned.
Administration Portal (TIPT only) or the
miReception console.

Queues This consists of the call centres and You need to have Call Centre Agent
associated DNIS numbers (if configured) feature assigned.
that you are staffing as an agent or
supervising. It allows you to transfer calls
into queues quickly.

Custom These are specific directories your
administrator can configure in the TIPT
Administration Portal (TIPT only).

Monitored This column displays the contacts a Click on a contacts status icon initially
receptionist is currently monitoring the to enable monitoring. The icon will
status of. change from grey to green.

*Note: A total of 300 contacts can be monitored in miReception by the receptionist. By clicking on the
status icon for a contact (which changes the icon initially from grey to green) the receptionist can monitor
100 contacts.

For TIPT, your adminstrator through the TIPT Administration Portal can select another 200 users that the
receptionist is to monitor (totalling 300 contacts).

For information on managing your contact directories, see Chapter 5: Manage Contacts; for information on using
your contacts to make and manage calls, see Chapter 3: Manage Calls; for information on monitoring contacts, see
Chapter 6: Manage Calls.



Getting Started

To access miReception from a web browser:

1. Open your web browser

2. Enter one of the following URLs:
For TIPT users:
e https:/mireception.tipt.telstra.com/mireception/ (only accessible from MPLS)
e https://imireception.tipt.telstra.com/mireception/ (internet accessible)

For Adaptive Collaboration: Telstra Cloud Calling users:
e https:/imireception.tipt.telstra.com/mireception/login/telstraid/ (internet accessible)

Note 1: The minimum required screen resolution for miReception is 1024 x 768 pixels
Note 2: miReception does not support signing in as different users from the same machine at the same time

Note 3: miReception must be run as the only tab in a browser window
Note 4: miReception no longer uses Java

Signing into the miReception web-based client

When signing in to the client:

For TIPT users:
e Use the same credentials you use to connect to the TIPT Administration Portal or Business Connect.

For Adaptive Collaboration: Telstra Cloud Calling users:
e Choose to sign-in with your Telstra ID (the same credentials you have set up for Webex app).

TIPT login steps and options

1. Enter your User ID user@xxxxx.com and your Password
(your password will appear as dots).

2. To configure your domain or the language, click Additional
Options. The area expands displaying advanced options.

miReception

3. To configure your domain, in the Append Domain text
box, enter your domain name. When you enter
your user ID without a domain, the system appends the
configured domain instead of the default domain.

4. To change the language, from the Language drop-down
list, select a new language.

5. Check Stay signed in to instruct the client to
automatically connect and sign-in to the server when it
detects a network connection. Stay Signed In

6. This should generally be enabled to help mitigate Additional Options =
intermittent internet connections. When disabled, the
client signs out the user when the connection is lost.

7. To add a bookmark to the miReception Sign-in page in
your browser, click Bookmark this page and follow the (
instructions of your browser.

8. Click Sign-in. miReception sign-in page for TIPT


https://mireception.tipt.telstra.com/mireception/
https://imireception.tipt.telstra.com/mireception/
https://imireception.tipt.telstra.com/mireception/login/telstraid/

Adaptive Collaboration: Telstra Cloud Calling login steps

1. Click the Telstra ID Sign-in button on the right side.

miReception

or sign in with your Telstra ID

Stay Signed In

T
miReception sign-in page for Adaptive Collaboration: Telstra Cloud Calling

2. Enter your Telstra ID Username and click Continue. Tick the Remember Username check box if you wish to save
the Username for future logins.

Signin

Sign in with your Telstra ID

Username

T
miReception Telstra ID Username sign-in page

3. The Username you entered on the previous screen will be automatically populated. This Username field
must not be changed. If you wish to sign as a different user then you must start again from the initial Sign-in
page shown in step 1. With the username automatically populated, enter your Telstra ID password into the
Password field.

Signin

Sign in with your Telstra ID

T
miReception Telstra ID Password sign-in page

4. Click Sign-in.



Sign-in restrictions

You can only have one active Receptionist session at a time. When you sign-in from a second location, you
areautomatically signed out from the original location with the following message: “You have been signed out as
you have signed in from another location.”

SeMings Halp Full Sereen Sign Out

T  miReception
i@ You have been signed out as you have signed In from another lacation. Kate Richardsan

You will then be taken back to the sign-in page.

Get help

miReception provides you with online access to a portable document format (PDF) version of this guide.

T  miReception

Kate Richardson

Main Interface (Top of Page) — Help Link

To access this document:
1. Click the Help link at the top right side of the Logo pane.

Sign out

To sign out of miReception:
1. Click the Sign Out link at the top right side of the Logo pane.

A message appears asking you whether you would like to save your current workspace.

? Do you want fo save current workspaca?

v

Question Dialog Box

2. Click Yes to save your current workspace. This allows you to retain the same setup at your next session.
For information on workspace elements that can be customised, see Chapter 2: Explore the Workspace.

Setting up your environment

It is recommended that you configure miReception as follows when you first log in.

e Join a queue if required. Queues need to be pre-configured by your administrator. Refer to Chapter 9:
Configure miReception, Queue Membership.

e Select queues to manage/view. Refer to Chapter 8: Manage Queued Calls.

Select call centres to manage

After you sign-in to miReception, select the call centres you want to manage (up to five).

To select call centres:
1. In the Queued Calls pane, click Options L and select the Edit Queue Favourite Dialog option.

)
QUEUED CALLS W vew »

Reception 0353950505 010 (07) ¥ Group »
Sort »
No items to show

Edt Queue Favourte Dialog

Queued Calls — Options — Edit Queue Favourite Dialogue 10



2. The Edit Queue Favourites dialog box appears. Check the boxes for the call centres you need to monitor
A maximum of eight queues can be displayed.

Select a list of favourite call Centres to be monitored.
Montor Queue Name Total Calls Priorty 0 Priority 1 Priority 2 Priority 3
v Reception 10
Sales 10
112 Queue selected (Maximum 5)

Edit Queue Favourites Dialog Box

3. Click Save.

View queued calls

To view calls in a queue:
1. Click the Expand button = for that queue.

Change your password

For Adaptive Collaboration: Telstra Cloud Calling, you can change your password via Telstra ID when signing in.

For TIPT, to change your password, follow the instructions below. (Remember that this is your web portal password
and that you have to use this new password when accessing your web portal. The password must follow the
password rules set in the TIPT Administration Portal.)

To change your password:
1. At the top right side of the Logo pane, click the Settings link. The Settings — General page appears.

2. Inthe Account area, click the Change Password link.
The area expands allowing you to change your password.

Change Password

Old Password :
New Password :
Confirm New Password :

Change Password @

Account — Change Password

3. Enter your current and new password and click Change Password.
4. Click Back to Application on the Logo pane to save your changes and return to the main interface.

Note: The Reset button does not reset your password, it only clears the input boxes.

1



Chapter 2
Explore your workspace

When you sign-in to miReception, the main page appears where you perform most of your call management and
monitoring tasks. In addition, the main page provides a link to the Settings pages, where you configure various
miReception settings.
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miReception Main Interface

Many visual aspects of miReception are configurable. For example, you can decide which windows should be
open and which tabs you do not require to be visible. You can then save your workspace and retrieve it the next
time you log in. For more information on saving your settings, see Chapter 9: Configure miReception, Workspace.

Note: The Back, Forward, and Refresh operations of the web browser are not supported by miReception;

and if performed, the results are inconsistent.

Most miReception controls are context sensitive, which means they appear only when the action they represent
can be performed. Context-based controls that allow you to take actions on calls are called action buttons. For the
list of controls available in miReception, see Chapter 3: Manage Calls. The action buttons are described in a table
in this section.

This section describes the following elements of the miReception main interface:
e Logo Pane

¢ Call Console

¢ Conference Call

e Contacts Pane

¢ Queued Calls Pane

e Controls

The Settings pages, accessed via the Settings link and used to configure miReception, are described in section

Chapter 9: Configure miReception. 1



Logo pane

The miReception main page and Settings pages contain a Logo pane, which displays the miReception client or
company logo, global messages, links to other interface elements or miReception functions, and information about
the signed-in user.

Settings Help Full Screen Sign Out
T  miReception Agent D4

miReception Logo Pane

Global message area

The Global Message Area, that is, the centre area of the Logo pane, is used by miReception to display information,
warning, and error messages to the user. A message is displayed for several seconds and then disappears.

Settings, help and sign out links

The Logo pane displays links to the Settings pages, where you can configure the client, and the Help and Sign Out
links.

Settings Help Full Screen Sign Out
T  miReception Agent D4

miReception Logo Pane — Settings

Full screen

Selecting Full Screen will display miReception as a full screen.

To work in full screen mode, make sure that the main window is in focus and then click F11, or select the option
Full Screen.

Settings Hell Full Screen  ign Out
T  miReception Agent D4

miReception Logo Pane — Full Screen

Signed-in user information

Information about yourself (that is, your name, your phone number, your availability to take calls, and your
voicemail status) is displayed at the top right side of the Logo pane.

Information about the following services and features is provided:

Do Not Disturb (DND) &

Call Forwarding Always (CFA) msp
Busy Call State @@

Voice Messaging ao

The information is presented in the form of icons to the left of your name in the following format:

<DND/CFA/Busy> <Voice Messaging>

The <DND/CFA/Busy> state is represented by one icon, where Do Not Disturb has precedence over Call
Forwarding Always, which has precedence over your Busy Call State. If none of the services is enabled and
your call state is Idle, the icon is not displayed

e The Voice Messaging icon is present only if you have outstanding voice messages

In addition, if a call is parked against your extension, the following information appears:
e Parked User: <First Name> <Last Name> (<Extension>) 13



Call Console

You use the Call Console to view and manage your current calls.
For information on managing your calls, see Chapter 3: Manage Calls.

CALL CONSOLE T T 3
B Erir (=)

> Mia Davis (+61 353950512)
Reception Main (tel:+61353950505)

Call Console

The Call Console contains the following areas:
e Dialler

e Current Calls

e Conference Call Panel

Header

The Call Console header contains the following controls:

e Call History button . This allows you to access the list of your previous calls
e Call Waiting button 2. This allows you to enable call waiting, if required

e Auto Answer button . This allows you to answer your calls automatically

Dialler

The Dialler, located at the top of the Call Console, below the header, allows you to make ad hoc calls.

[E] Enter Number l - ' Redial

Call Console - Dialler

1. The Enter Number text box is where you enter the number to dial.

2. The buttons to the right, known as action buttons, change depending on the context, and allow you to perform
actions for calls. For more information, Chapter 2: Manage Calls.

Current calls

The Call Console displays your current calls and allows you to take actions on them.

If you are involved in a conference call, the details are displayed in the Conference Call panel at the bottom of the
Call Console. The Conference Call panel is described in the following section.

CALL CONSOLE T T2
o= o [7]

Il Mia Davis (+61 353950512)

Reception Main (tel:+61353950505) B o

(v onse LR
b

Grant Wilkins (+61 353950523) Active 04:40

(0 3 & @

Call Console - Current Calls

14



Each call is listed on a separate line with the following information:

Remote CLID. This is the name of the remote party (if available) and the phone number in parenthesis. For a
recalled call, the following information appears: Recall: <Caller’s name>; via: <Call parked against user>.

Call State icon. This is a visual representation of the current state of the call. For more information, see section
Call States and Actions.

Call State name. This is the display name of the state the call is currently in.

Call duration [Held duration]. This is the duration of the call from the time the call was received and it accurately
reflects how long the call has been present in the system. In addition, for held calls, the time a call has been on
hold is also displayed.

Action buttons. These buttons are for the operations that you can currently take on the call.

Conference Call

The Conference Call panel displays your current conference and allows you to manage your conference calls. You
can only be involved in one conference call at a time.

CONFERCMCE CALL &
£ Mia Davis (#61 353950812 Acive 1050
=

& Grant Wilkins (#61 353950523) Acive D244

&N @

Conference Call Panel

The header bar contains various controls that allows you to manage the conference:
e Hold Conference button . This allows you to place the conference on hold
¢ Resume Conference button . This allows you to resume a held conference
e Leave Conference button . This allows you to leave the conference

e End Conference button @ This allows you to end the conference

The panel lists the call legs that make up your current conference. Each two-way call is displayed on a separate
line. The information displayed for each call leg is the same as the information displayed for a two-way call.

Call states and actions

The following table displays the different icons that appear based on the state of the call.

Input Field Display Name Icon Display Name

= Incoming A Conference (Active)

o Outgoing Al Conference (Held)

=2 Active = Ringing in, Call Recalled
il Held .- Parked Call (<DN>)

15



Contacts Pane

The Contacts pane contains your contact directories and allows you to use your contacts to make or manage calls.
For information on using contacts to manage calls, see Chapter 3: Manage Calls.

For information about organising and managing your contact directories, see Chapter 5: Manage Contacts.

Five hundred Personal Contacts can be created in the TIPT Administration Portal (TIPT only), however currently
a maximum of 50 can be displayed. When a search is performed, 500 will be searched in the web-based client,
however only 50 will be displayed.

Contacts
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miReception Enterprise Contacts Pane

The Contacts pane contains the following panels:
e Search Panel

e Favourites Panel

e Enterprise Panel

e Enterprise Common Panel
e  Group Common Panel

e Personal Panel

e Speed Dial Panel

e Queues Panel

e Custom Panel

¢ Monitored Panel

The panels you see depend on your miReception system configuration, as well as the services assigned to you. For
information, see Chapter 5: Manage Contacts or see your adminstrator.

When you click a contact in any contact directory, the contact expands and information about the contact appears,
as well as the action buttons for the operations that you can currently perform on that contact.

& Papadakis Demi 6135121434 143 04991111119 Training

Group Panel — Contact in Focus with Action Buttons

For the list of action buttons available in miReception, see Chapter 2: Explore the Workspace, Call Action Buttons.
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Search Panel

Youv can use the Search panel to look for specific contacts in your different directories. For information on
performing directory searches, see Chapter 5: Manage Contacts, Search Contacts.

4 ST T W * FAVORITES x &‘ ENTERPRISE x

& ENTERPRISE... x

Q-

PERSONAL x h SPEEDDIAL x | % QUEF

Status Name

Favourites Panel

Begins with

Q

X

Directory

Contacts Pane — Search Panel

You can use the Favourites panel to monitor the call status of selected contacts. The contacts to monitor must be

configured in the TIPT Administration Portal (TIPT only).

Contacts

Q. SEARCH &, Enteprise x |[ 4§ ENTERPRISE.. x || &g GROUP COM... x (& Personal i Seeed ([, E]
Begins with |All )rv‘ Q Quick Search | %X
Status + Last Name ~ First Name + Number + Extension *  Mobile + Department + Notes +

Enterprise Panel

Contacts Pane — Favourites Panel

The Enterprise panel contains the contacts in your enterprise or company. If your enterprise administrator
restricted your access to your enterprise directory, you can only see the contacts from your group directory.

Conta

Q

cts
SEARCH I rmm‘d*’*‘ ENTERPRISE.. x |[ 43 GROUPCOM.. x || (& Pemonal x || 5 Seeed ([, .

Status
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Enterprise Common Panel
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Department *
Marketing
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Sales
Training

i
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s
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If your administrator has configured custom contact directories for your group, you can access them

from miReception.

b GROUPCOM.. x || (& Personal x || i SpeedDial x (7 Queues x ©! QMWTE
fv| & | Quick Search | %
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Personal Panel

The Personal panel contains the contacts from your personal phone list, which have been configured in the TIPT
Administration Portal (TIPT only).

You can edit your personal contacts in miReception. For information about managing your personal contacts, see
Chapter 5: Manage Contacts, Manage Personal Contacts.

Q. SEARCH || &' FAVORITES x || g, ENTERPRISE x || 4§ ENTERPRISE.. x {{(& PERSONAL x [ SPEEDDIAL x || (z QUEH
Begins with | Al foe| | [ Quick Search |x @/

Name * Number
John Boy 86495732

Contacts Pane — Personal Panel

Speed Dial Panel

The Speed Dial panel displays your Speed Dial 8 and Speed Dial 100 contacts. It is available to users who have
been assigned Speed Dial 8/Speed Dial 100 services.

You can edit your speed dial entries in miReception. For information about managing your speed dial entries, see
Chapter 5: Manage Contacts, Manage Speed Dials Entries.

&‘ Enterprise  x ﬂa ENTERPRISE... x &3 GROUP COM... x Q‘; Personal (4] Queues X ‘:):l Olmoi TF[j
Begins with |All el Quick Search x@/
Code * Phone Number + Description +
2 0392434996 Survey
3 0413999222 Test
S 0413595583 Joe

Contacts Pane — Speed Dial Panel

Queues Panel

The Queues panel displays the list of call centres (and associated DNIS numbers, if configured) that a call centre
agent or supervisor is staffing and/or supervising. The primary purpose of this directory is to provide you with a
quick way to transfer calls to queues.

wourites  x &, Enteprise x || ENTERPRISE.. x || &g GROUP COM... x (L Personal x i SeeedDial x @ENGICTET abale

Favourites

Begnswith (A1 [+ Q 1 Quick Search | %
Name * Number + Extension + Department +
ACME 0392966330 6330
NSW-Cosmetic 0392966306 6306
NSW-Medical 0392966305 6305
NSW-Skin Care 0392966308 6308
NSW-Vitamins 0392966307 6307
NTS Consult CC 0392966325 6325

Contacts Pane — Queues Panel
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Monitored (Contacts) Panel

The Monitored panel displays the list of contacts you are currently monitoring. Click on a contact’s Status icon
initially to enable monitoring, and the icon will change from grey to green. You will then see the monitored contact

in the Monitored panel.

TERPRISE... x || &g GROUP COM... x (& Personal x §fi SpeedDial x (z Queues x [©] Outiook  x
Begins with :All l v ‘ Q | Quick Search
Status + Last Name + First Name + Number + Extension *  Mobile * Department + Notes +
@ 0287753005 0287753005 +61287753005 3005 Notes
@ 0287753006 0287753006 +61287753006 3006 Notes
@ 386321482 386321482 +61386321482 1482 Notes
@ lannascoli Andrea +61392434913 4913 Notes
@ IM&P Debbie +61386321441 1441 Training Notes
Q IM&P Tom +61386321445 1445 Notes
[®) Jasky Peter +61392434922 4922 Notes
@ Jeffrey Brett +61392434710 4710 Notes
@ Jerry Tom +61386321466 1466 Notes
@) Maclean Caspian +61392434691 4691 Notes
@ Main Stage VWX 500 Brad +61392434931 4931 Notes
@ Mander Robin +61392434738 4738 Notes
@ No-IM&P Kaye +61386321442 1442 Training Notes
@ TUF2015 User0 +61883145030 5030 Notes
@ TUF2015 UserS +61883145035 5035 Notes
@ TUF2015 Users +61883145036 5036 Notes
@ TUF2015 User7 +61883145037 5037 Notes
@ TUF2015 User8 +61883145028 5028 Notes
@ TUF2015 User +61883145038 5038 Notes
@ Windows Ludmila +61386321426 Notes
@ Wong Mike +61386321422 1422 Sales Notes
(=] Papadakis Demi +61386321434 1434 04991111119 Training Notes

Queued Calls Pane

Contacts Pane — Monitored (Contacts) Panel

You use the Queued Calls pane to manage queued calls in the selected call centres. For more information about
managing queued calls, see Chapter 8: Manage Queued Calls.

Queued Calls Pane

QUEUED CALLS \if

Reception 0353950505 410 (47) X
4 Mia Davis (353950512) 04:42
4 Grant Wilkins (353950523) 04:41
z Amy Watson (353950521) 04:39
4 Cara Lincoln (353950522) 04:38
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The pane lists queued calls for the selected call centres. For information on selecting call centres to display, see
Chapter 8: Manage Queued Calls.

¢ The name of the call centre

e The primary phone number of the call centre

e The number of calls currently displayed for the queue against the maximum number of calls that can be
displayed for a queue

e The number of calls in queue against the queue length
e A Message Waiting icon @& indicates that there are outstanding messages for the call centre

When you expand the panel for a call centre, the list of calls queued in that call centre appears, with calls listed
according to their position in the queue.

QUEUED CALLS 14
Reception 0353950505 4110 (47) ¥
“ Mia Davis (353950512) 06:06
" cara Lincoln (353950522) 05:50
Position 2 REORDER
Reception (353950505) - w
~ Grant Wilkins (353950523) 06:01
“ Amy Watson (353950521) 05:55

Queued Calls Pane — Call Centre Panel (Expanded)
The following information is provided for each call:

e Call Status icon — A graphic representation of the state of the queued call, which can be one of the following:
e Waiting <. The call is queued, waiting to be answered
e Announcement @). An announcement is being played to the caller
e Reordered U. The position of the call in the queue has been changed
e Bounced A\. The call has been bounced
¢ Name (if available) and phone number of the calling party (CLID)
e The total call time, including the time in the current priority bucket (in parentheses)
Clicking a call expands the call to show additional data:
e Position of the call in the queue
e Name (if available) and the phone number of the call centre that was called

When you move the mouse over a queued call, the action buttons that can be applied to the call appear.

For more information, see Chapter 2: Explore the Workspace, Call Action Buttons.

Controls

miReception controls are context sensitive, that is, most controls appear only when the action can be completed.
For example, when you select a call and enter a number or select a contact, the Transfer button appears, allowing
you to transfer the call. The controls that correspond to call operations, such as Dial, Transfer, or Hold are called
action buttons. They are described in see Chapter 2: Explore the Workspace, Call Action Buttons.
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The following table lists the general controls used in miReception and the controls displayed on the headers in
the panels.

Icon Description

Common Controls

'ﬂ Options This allows you to organise items in lists.
Expand/Collapse This shows or hides the contents of a window or panel.
This closes an interface element, such as window, pane,
XK Close
or panel.
V4 Edit This allows you to edit contacts in some directories.

Icon Description

Call Console Controls

= Call History This displays your call logs.
? Call Waiting This allows you to turn Call Waiting on or off.
'5"' Auto Answer This automatically answers your incoming calls.

Call action buttons

Action buttons allow you to perform actions on calls, such as answering or transferring a call. They appear on the
Dialler, a call line, a call history log, or a directory entry.

Action buttons are context sensitive and appear on a line/entry only when you move the mouse over that entry and
when the corresponding action can be performed on that entry.

@ Papedakis Demi e R P - R LU CRAT Training Motes

E
B
E
3
B

Group Panel — Contact in Focus with Action Buttons

The following table lists action buttons available in miReception.

Button Name Description
l"l Dial This dials the number you entered in the Dialler.
Places a call to the selected contact or to a number from
caLL Call .
Call History.
Redial Redials the last dialled number.
Extension Dials the contact’s extension.
MOB Mobile Dials the contact’s mobile number.
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Button Name Description

Brings up a new e-mail message window with the

E-mail contact’s e-mail address, allowing you to send an e-mail
to the contact.

Transfer Transfers a call to an ad hoc number entered in the Dialler.

Transfer Transfers a call to a selected number or contact.

Top Transfers a call to the top of a queue.

Transfer to Voicemail Transfers a call to the selected contact’s voicemail.

i Answers an incoming call, answers an unanswered call for a

VM Answer
contact, or resumes a held call.

Hold Places a call on hold.

@ End Ends a call.

Conference Establishes a conference call or adds a call to a
conference.

CAMP Camp Camps the call on a busy contact.

Barge In Barges in on a contact’s call.

Park Parks a call on a contact.

Retrieve Retrle\{es a: selegted call from the queue to the
supervisor’s device.

Reorder Changes a selected call’s position in the queue.

X Delete Call Log Deletes a call log from Call History.
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Chapter 3
Manage calls

This section includes information and procedures on how to manage current calls. You can use the Call Console to
view and manage your current calls.

CALL CONSOLE o9

= o &
Il Mia Davis (+61 353950512) : :

Reception Main (tel:+61353950505) Held 09:46 [05:05]

@

> Grant Wilkins (+61 353950523) Active 04:40

conr e J |

Call Console

View call information

Call information is provided in the Call Console.

View current calls

Your current calls are always visible in the Call Console.

To view your conference call:
1. In the Conference Call panel, click the Expand button

Answering calls

You can answer your own incoming calls and calls for other users in your group. If you have the Auto Answer
service, you can activate Auto Answer so calls are answered automatically.

Answer a call

Your incoming calls appear in the Call Console. To answer a call, the call state must be Incoming.

To answer an incoming call:
1. Move the mouse over the call and click Answer . The call state changes to Active.

Note: Double-clicking a call does not answer it.

To answer calls automatically:

1. Inthe Call Console, click the Auto Answer T button.
The button changes to this to indicate that Auto Answer is on.
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When Auto Answer is enabled, your phone automatically goes off-hook when it is alerted. This applies to both
inbound and Click-To-Dial calls.

The Auto Answer feature may be enabled manually in the client or by the administrator on the server.

Note: If this feature is enabled by your administrator, you must not enable the client-based Auto Answer

using the Auto Answer button.

To answer a call for a contact:

1. Expand your Enterprise or Favourites directory and click the target contact to expand it. The contact’s state
must be ringing. .
ANS

2. Move the mouse over the contact and click Answer L
3. The call appears as Incoming in the Call Console.

Hold and resume calls

You can only put an active call on hold.

To put a call on hold:
1. Move the mouse over the call and click Hold .

Resume held call

To resume a held call:

ANS

1. Move the mouse over the call and click Answer |

Note: Double-clicking a call does not take the call off hold.

Make and end calls

miReception provides you with several ways in which you can make calls.

Dial ad hoc number

You use the Dialler to place a call to an ad hoc number.

[ Enter Number [""' l @

Dialler

To dial an ad hoc number:

1. In the Dialler, enter the phone number and click Dial ln I
2. The callis placed and the call state is Outgoing.
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Redial number

miReception keeps up to ten most recently dialled numbers.

To redial a recently dialled number:

1.

&

Click the Redial button and select the number from the list that appears.

CALL CONSOLE
= (Ao | e

P IBEa By S

02T I

Call Console

Alternatively, in the Dialler, place the cursor in the text box and start entering a number. A list of recently
called numbers that start with the entered digits appears.

CALL CONSOLE TTB
m ° 2

0512
0523
0522
0501

No items to show
Dialler — Select Recently Dialled Number

s
Select the number to dial and click Diall I

The client issues a Click-To-Dial attempt to the selected number.

Dial contact

You can dial contacts from any directory available in miReception.

To dial a contact:

1. In the Contacts pane, expand the directory from which you want to dial a contact.
2. Click the contact to expand it and click Call for that contact.
A Click-To-Dial action is initiated and your phone rings.
O Papadaks Demi 5114121434 1434 4991111918 Training Motes
Group Panel — Contact in Focus with Call, Extension, Mobile and Email Buttons
3. Alternatively, to dial the contact’s extension, click Extension or to dial the contact’s mobile number, click
Mobile (Mobile will only appear if the users’ mobile number has been entered into their user profile).
Speed dial
To speed dial a contact:
1. Inthe Contacts pane, expand the Speed Dial panel.
2. Click the contact to expand it and click Call oL ]
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Dial from history

You can dial any number that is available in Call History. Missed, Received and Dialled calls are visible.

To dial from Call History:
1. In the Call Console, click the Call History @ button . The Call History dialog box appears.

Show |M|33Ed Calis -

Name Number DateMime
Debble Sekier 0336492521 06242016, 11:2224 AM () |z
0405724535 0408734885 062072016, 217:21 PM £

| Demi Papadakis 1434 0612012016, 1:57:24 PM ()
Demi Papadakis 1434 06/20/2016, 1:55.04 PM () |=
Demi Papadakis 1434 061712016, 226:46 PM ()

0413505582 0413595582 04052016, 2:46:58 PM &
- PhamaciesRUs... 0413585582 (4/05/2016, 2:33:48 PM * I
PharmaciesRUs... 0413505582 04/D52016, 2232:18 PM %]
0413585532 0413595582 (4/05/2016, 2:17:49 PM £
Demi Papadakis 1434 04/D5/2016, 1:52:21 PM £
Demi Papadakis 1434 04/05/2016, 125353 PM () 3]

- - B el T A,

Delate All O

Call History Dialog Box

2. From the Show drop-down list, select the grouping you want, Missed, Received, or Dialled.

Show |Missed Calls F}
Missed Calls
Name Received Calls
Dialed Calls =
TICA Aidhannd e S, TR T = PN

Call History - Show

3. Scroll through the list of call logs to find the entry you need.

4. Click the entry to expand it and click Call G2,

End Call

To end a call:

1. Click End for that call @



Drag and drop call onto contact

For operations on calls that involve a contact, you can drag a call from the Call Console and drop it on a target

contact in one of your contact’s directories. This provides you with a quick way to perform operations on calls that

involve a contact.

Drag and Drop needs to be selected in Settings for this option to operate.

As the call is dragged, a green arrow appears. When the call is dropped onto a contact, no action is taken on the

call. The target contact expands and you can select the action button for the operation you want to perform on
that call.

T  miReception

CALL CONSOLE THE CONTACTS

(%] (2] s L SEARCH | 2* FAVORNES x E;i I i Gl ENTERPRISE.. x || &8 GROUPCOM.. x || (& PERSONAL x || ffi SPEEDDIAL x || (3 GUELES|.
j TIC1_Outbound test phones Active 00.0 Begins wih |Al “ Q Guick Search x@
8038 (+61884428038) Status Last Name * First Hame * Number Extension Mobile Notes
HOLD I PARK J ENDY — S -
_  sPa2102 Linksys 461884414115 s Notes
| » [}smum Supervisor +61884414167 4167 0425852741 Notes
CONFERENCE CALL X 4
- SecondStanderdCalCertre  Call Center 461684414129 ©2
BRSNS b Show . PremiumCaiCertre Call Certer 461884414116 4118
[ R—— Pul Cactor RiRRas R e -

Dragging Call and Dropping it on Contact

Transferring calls

There are a number of ways in which you can transfer a call. You can blind transfer calls or transfer calls with
consultation. You can also transfer calls directly to voicemail or to a queue.

Blind transfer call

A blind transfer occurs when a call is transferred without an introduction. Calls may be blind transferred while
active, held, or ringing (in) on your phone. If a call is ringing (in), blind transfer allows the call to be redirected
before it is answered. You can blind transfer a call to an ad hoc number or to a contact.

To blind transfer a call to a contact:
1. In the Call Console, select the call to transfer.
2. Inthe Contacts pane, expand the panel from which you want to select a contact.

3. Click the destination contact to expand it, and click Transfer for that contact.
The call is transferred and removed from the Call Console.

Alternatively, drag the call onto the target contact to blind transfer a call to an ad hoc number:
1. In the Call Console, select the call to transfer.

2. In the Dialler, enter the destination number and click Transfer rransrer
The call is transferred and removed from the Call Console.

Transfer with consultation

Use this method to transfer a call with an introduction to the destination party.

To transfer a call with consultation:

1. In the Call Console, select the call to transfer.

2. Select the contact in a directory to transfer the call to.
3. Click Call, OR
4

Make a call to the person you want to transfer the call to by entering their number in the Enter number field
(dialler), and click Dial.
If the first call was active, it is put on hold. The new call appears in the Call Console.
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5. Wait until the called party answers and accepts your call.

6. When ready to transfer, in the Call Console pane select one of the two calls, move the mouse over the
non-selected call and click Transfer .

7. The calls are connected and removed from the Call Console.

Transfer to voicemail

You can transfer a call to a monitored contact’s voicemail or to your own voicemail.

To transfer a call to voicemail:
1. Inthe Call Console, select the call to transfer.
2. Inthe Contacts pane, expand the Enterprise or Favourites directory and find the contact.

3. Click the contact and click Transfer to Voicemail & for that contact. -
Alternatively, drag the call onto the target contact and click Transfer to Voicemail & for that contact.

Note: This option is only available if the contact has the Voice Messaging service assigned and enabled.

Transfer to queue

You can transfer a current call to any queue that appears in your Queues panel. The call is placed at the bottom of
the new queue.

To transfer a call to a queue:
1. Inthe Call Console, select the call to transfer.
Expand the Queues panel.

Click the destination queue and click Transfer - §
The call is transferred and removed from the Call Console.

Ol

Alternatively, drag the call onto the target contact.

Transfer to the top of a queue

You can transfer a current call to the top of any queue that appears in your Queues panel.

To transfer a call to the top of a queue:

1. Inthe Call Console, select the call to transfer.

2. Expand the Queues panel.

3. Click the destination queue and click Top .

4. The callis transferred and removed from the Call Console.
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Parking and camping calls

Call parking or camping allows you to find a temporary parking place for the call. If the parked or camped call is
not answered within the predefined time, the call is recalled and reappears in your Call Console.

Conduct Busy Camp On

Busy Camp On allows you to place a call at a busy contact. The call is automatically transferred to the destination
when the contact becomes available to take the call. A call to camp must be active or held, and the destination
contact must be either Busy or Ringing.

Note: To use the feature, you need to have the Busy Camp On service assigned, configured, and active and

the user must have Call Waiting turned off.

To camp a call on a busy contact:
1. Inthe Call Console, select the call to camp.

2. Inyour Enterprise or Favourites directory, click a Busy or Ringing contact and click Camp B Once the callis
camped, it is removed from the Call Console.

If the call reaches the designated expiration timer before the call is answered, the call is recalled to your device
and reappears in the Call Console and displays who the call has been recalled from.

Conduct Group Call Park

Group Call Park searches within a predefined hunt group for an available line on which to park a call. After a set
time, the call returns to the originating operator or a specified hunt group (depending on how the service is
configured). If the parking attempt fails for any reason, the call remains in your Call Console.

To perform a Group Call Park:

1. In the Call Console, move the mouse over an active or held call and click Park B The callis parked against
your extension and removed from the Call Console.

2. |If the call reaches the designated expiration timer before the call is answered, the call may be recalled to your
phone and reappear in your Call Console.

3. For another person to retrieve the call, they need to dial the feature access code *88, from any other IP phone,
then enter the number the call was parked against.

Conference calls

You manage your conferences in the Call Console.

e Use the top area of the Call Console to establish a conference and add participants to it.
¢ Use the Conference Call panel to manage or end an active conference.

¢ You can only have one active conference at a time.

CONFERENCE CALL LEAVE B4
& Mia Davis (+61 353950512) Active 10:50

@@
& Grant Wilkins (+61 353950523) Active 05:44

HOLD

Call Console — Conference Call Panel

To conduct an N-Way conference, you must first start a Three-Way conference and then add participants to it.
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Note: To conduct a conference with more than three parties, you must have the N-Way Call

service assigned.

Start three-way conference

To start a conference you need to have at least two current calls.

To send an e-mail message to a contact:

1. If necessary, place calls to participants using any of the methods described in Chapter 3: Manage Calls, Make
and End Calls.

2. Inthe Call Console, select one of the two calls.

CALL CONSOLE TEE
LG
1" Mia Davis (+61 353950512) Held 05:38 [04:37]

o)

* Grant Wilkins (+61 353950523) Active 04:34

0 G0 e @ D
Conference |
¥ CONFFRFNCF CAll

Call Console — Conference Call Panel

3. Move the mouse over the non-selected call and click Conference.
A Three-way conference is established and the connected calls are moved to the Conference Call panel.

Add participant to conference

To perform this operation, you need to have the N-Way Call service assigned.

To add participants to a conference:
1. Ensure you have an active conference call

2. Inthe Call Console, move the mouse over the call to add and click Conference [#8ll'a . The caller is added
to the conference

Hold conference

To put an active conference on hold:

1. In the Conference Call panel, click Answer .
All the calls in the conference will become active.

Put conference participant on hold

To put a specific conference participant on hold:
1. Expand the Conference Call panel.
2. Move the mouse over the target call and click Answer .
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Leave conference

To leave the conference:

1. In the Conference Call panel, click the Leave Conference ks button.

Note: This function is only available for Three-Way Conferences.

* CONFEREWCE CALL a0 LEAVE
& Mia Davis (+61 153850812) Arive 08010
A Grant Wilkins (+61 353950823) Acive 0715

EB

A conference with 3 participants (2 plus the conference initiator)

¥ CONFERENCE CALL u m L

£ Mla Davis {(+61 353850512) Actn 1008
£ Grant Wilkins (+61 353860623) Acthn DE0S

@
Acthe D425
@

A amy Watsen (461 363950621)

A conference with 4 participants (3 plus the conference initiator)

Remove conference participant

To end a selected call in the conference:
1. Expand the Conference Call panel. -
2. Move the mouse over the call and click End .

End conference

To end a selected call in the conference:

1. In the Conference Call panel, click End Conference . This releases all the calls that participate in
the conference.

Barge in on call

Call Barge In allows you to barge in on a contact’s call. This is useful when you want to enter a call that is already
established between two other people.

Depending on your setup, you can barge in on contacts in your group or enterprise.

Note: This functionality is only available if you have been assigned this service by your administrator.
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To barge in on a call:
1. Expand the Enterprise or Favourites directory.

2. Click the target contact and click Barge In .
The contact’s status must be Busy.

3. You enter an ongoing call establishing a Three-way conference.

The calls appear in the Conference Call panel.

You can now perform any conference operation on the call.
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Chapter 4
Message Contacts

miReception allows you to send e-mail messages to contacts who have messaging configured in the system.
You must have the Messaging feature enabled within miReception Settings and the users email address entered
intotheir user profile in the TIPT Administration Portal (for TIPT) or Adaptive Collaboration Management Portal
(for Adaptive Collaboration: Telstra Cloud Calling).

Send an e-mail to a contact

To send an e-mail message to a contact:
1. Inthe Enterprise or Favourites directory, click the contact that has an e-mail address configured.
2. Click the E-mail button for the contact.
This brings up a new e-mail window for the configured Messaging service.
3. Write your message and click Send.

See Chapter 9: Configure miReception, Settings-Messaging, for details on configuring the default e-mail format.
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Chapter 5
Manage Contacts

miReception allows you to view, search, and organise your contact directories.

You can use the Contacts pane to manage your contact directories, to monitor selected contacts, and to use your
contacts to make or manage calls.

Contacts
. EEAMIH £ rwmrim g ﬁ i DeEemEE y fm SPOUFOOM- g g Peooml § Sessd
Beprm wih &b - Camh Tymch -
Slatwa Lt Mamir £ Fas Ham ¥ Wi Exigrmon L xpartmerl Hudzy
L TaagEin R =4 WETHDT . inrnaring [FETSY
Aktariem mb Lk Sragl LL B nrearinyg S,
(= W EA RN ] St Nt
) Wike P C Lk Rl + Trminirn Vimhas
H Mo |uhom imiin ELLE 521l at ] LR Ll AL L] LIEETETY Wiilen
@
=1 Wbl * Fagi N1 S0 Py | apsay o
e T R L S gy Haby
| - [V ThG ] L LR ERE . S0 e Hadoe
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Contacts Pane
For the list of contact directories available in your version of miReception, see Chapter 2: Exploring
the Workspace.

For information on monitoring contacts, see Chapter 6: Monitor Contacts; for more information on call-related
functions, see Chapter 3: Manage Calls.

This section describes the directories management functions provided by miReception.

e Show and Hide Directories
e Search Contacts
e View Contact Details and Make Notes
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Show and hide directories

miReception allows you to specify which directories should be visible in the Contacts pane.

SEARCH Z|

Favourites
Enterprize

ENTERPRISE COMMON
GROUP COMMON
Personal

Speed Dial

(lueues

MONITORED CONTACTS

L T T T T T T

Contacts Pane — Expanded Options Menu

All directories can be displayed individually in the Contacts pane. In addition, you can decide which directories
to display.

To display or hide a directory in the Contacts pane:

1. At the top right side of the Contacts pane, click the drop down arrow El . From the menu that appears select
the directory to display.

2. To close the directory, click the Close button * ‘for the directory.

Search contacts

The Search feature allows you to search for contacts in one, several, or all directories.

Use the Search panel located at the top of the Contacts pane to perform contact searches.

CONTACTS

| @ search |p-

FAVORITES x || &, ENTERPRISE x || (& PERSONAL x || i SPEEDDIAL x || ¢z GUELES x |[[Q] outLod . |

[ |Begins with a X

Status Name Directory

Search

To search one or more directories:

1. In the Search text box, enter the text you want to search for and press ENTER.
You can enter partial information, such as part of a name or phone number.

2. Torestrict the search to contacts that start with the entered text, check the Begins with box.
3. From the drop-down list, select the directories to search.
4. Press ENTER.

Note: The search is not case-sensitive; the search for “Ann” and “ann” returns the same results.
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Search results are displayed in the Search panel, and each contact listed with the name of the directory where
they were found.

Search tab directories are searched in the following order: Supervisors, Agents, Enterprise. Duplicate search
results in the Search tab directories are not displayed; the first match for a given contact is displayed.

Duplicate search results in other directories are displayed.

Contacts
g* Favcuites  x & Enterprse x| A5 ENTERPRISE.. x || by GROUP COM.. x t& Personal g i snegdl' ailes u

dem Begns with Ll b 4

Status Nams Dirgctory
- Dema Swan Enterpnse
- Sameung Damo 1 Ertararise
; Samsung D=ma 2 Ert=ranse
- Samaung Dema 3 Erterorias
L:I Samsung Demo 4 En=rarise
- Demi Popadokis Erferanas
- Erit Srith Deenc ErMerpries
- Teistra Dama User-1 Enteranse
J Telelra Dama User-2 TS
-] Teistra Dema Usar-3 e aihn
- Diamo Vv 500 Enaraniag
- Dema WWX410 Eni=rarise

Contacts Pane — Search Results

The search returns either all the contacts (in the selected directories) that contain the entered keyword or all the
contacts that start with the entered keyword.

In the example above, entering “dem” returns all contacts from all directories with the letters “dem” in the name.

1. To clear the search results, click Reset *.

Pullout search directories

1. Search results can be pulled out into a new tab using the Pullout button .

O SEAREH &t Favourtes x || g Enterprise x _Q Enierpiiss x| ENTERPRISE.. x | g GROUPCOM.. x| (& Perq TTE
First Name contains 'kaye'
Begins with |Last Name =] o Quick Search X
Status Last Name + First Name + Number Extension Mobile Department * Notes
@ Bignell Kaye +61392434908 4908 Notes
@ IM&P Kaye +51386321443 1443 Notes

Pull button location

2. The Pullout button is enabled after a search on a single field, i.e. Last Name.
The Pullout button will NOT appear if the “All” option is selected.

3. The Pullout button is disabled (greyed out) if the Quick Search option is selected, if the search returns no
results, or if search results are cleared in the directory.
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The following actions are performed when the Pullout button is clicked:
e A pullout search directory is added next to the directory on which the pullout is performed.
e Asearchis performed and the results are placed in the pullout search directory.

e The pullout search directory has a title that shows the directory name (on which search was performed) with
a Pullout button similar to the main directory icon; however, it is annotated with an arrow as shown below.

¢ When a search result has been “Pulled out”, the tab appears along the top control header row.

Q. SEARCH &* Favouites x &, Enterprise x (5 ENTERPRISE.. x || &g GROUPCOM.. x || <& Pem1’ ” ,E

First Name contains ‘Kate'

|Begins with [Last Name [+ a | [7) Quick Search | x
Status Last Name + First Name + Number Extension Mobile Department = Notes
0 Kennedy Kate +61392434724 4724 Notes
[~ Richardson Kate +61386321423 1423 Marketing Notes

Enterprise director

4. The pullout search tab is not saved in the user settings.

Note: Contact entries displayed in search results follow the same rules as if that entry was accessed in its

own directory. This allows you to perform any operations directly from the search results.

View contact details and make notes

miReception Enterprise allows you to view contact information. You can also make notes about the contacts in
your Enterprise directory.

To view contact details:

1. Expand the target directory panel.

2. Click the contact to view.
This expands the row for the contact displaying additional information about the contact, which includes the
contact’s phone numbers. If a call is parked against the contact and if you are monitoring, the information
about the parked call is also displayed.

o Papadakis Demi +61386121434 1434 04991111119 Training Notes

Enterprise Contact Details and Notes

Only one contact per directory can be expanded at a time. When you click a contact, the system automatically
hides the details of the previously expanded contact.
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To view or make a note about a contact:
1. Inthe Enterprise directory, click the contact.

2. Click the Notes link.
The Notes for <Contact Name> dialog box appears.

Test for training made on the 197116 |

Notes for Kate Kennedy Dialog Box

3. Enter the desired text or view or modify the existing text in the Notes text box.
4. To save your changes and close the dialog box, click OK.
5. To close the dialog box without saving, click Cancel.

Manage personal contacts

You can add or remove personal contacts via the web portal or in miReception, and the updates appear in both
places. However, the updates that you make via the web portal appear in miReception at the next sign-in.

I; Q. SEARCH || Z¥ FAVORITES x || &, ENTERPRISE x || \§ ENTERPRISE.. x || & GROUP COM.. x‘ {ii SPEEDDIAL x || (= GUEUES x |[O] OUTLOOK x | F]
“Begins with  [a1 o] & | ) Quick Search |x@ 2
Name * Number *
George 0412123123
John Boy 86495732
Kaye 041591599
Michelle 0425857661

Personal contacts Panel

You can perform the following operations on personal contacts:
e Add Personal Contact
e Delete Personal Contact

Note: You cannot modify a personal contact entry in miReception. To modify information for a personal

contact, delete the entry and add it again.
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Add personal contact

To add a personal contact:
1. In the Personal panel, click Edit

2. Click Add.
A new line is added below the existing entries, allowing you to define a new entry.

-
&

Modify your personal contacis

MWame Mumber

George 0386457777

Kaye 0387965412

Michelle 03864754123

Micky 0478986555
Debbie D429

Edit Personal Contacts Dialog Box — Add Entry

In the Name text box, enter the contact’s name or description, as you want it to appear.
In the Number text box, enter the phone number of the contact.

To save the changes, click anywhere in the dialog box outside the entry.

Click X (close) to close the dialogue box.

P s W

Delete personal contact

To delete a speed dial entry:

1. 1.In the Personal panel, click Edit
2. 2.Select the entry to delete and click Delete.
3. 3.Click X (close) to close the dialogue box.

p

&

Manage speed dial entries

The Speed Dial directory allows you to manage and use your Speed Dial 8 and Speed Dial 100 entries. To use this
feature, you need to have Speed Dial 8/Speed Dial 100 service assigned.

‘ L SEARCH || 2* FAVORITES x | &, ENTERPRISE x |\ ENTERPRISE.. x |48 GROUPCOM.. x| t& PERSONAL GUELES x |[O] OUTLOOK x

Begins with | Al Jw| | Quick Search |1 x@ 7
Code * Phone Number * Description
0466369258 Taxi

2 0419390502 Courier

Speed Dial Panel

You can add or remove entries via the web portal or the miReception client, and the updates appear in both
places. However, the updates that you make via the web portal appear only at the next sign-in
to miReception.



To update speed dial entries using the client, perform the following operations:
e Add Speed Dial Entry

e Modify Speed Dial Entry

e Delete Speed Dial Entry

Add speed dial entry

To add a speed dial entry: R
1. In the Speed Dial panel, click Edit

2. Click Add.
A new line is added below the existing entries, allowing you to define a new entry.

Wizdity your spaad Jal lisis:

Cod= Fhone Humber Description
3 130058 Couner
T 1231008 Taaki

#05 (:3B0015462 Catarers

2 E

4 -

,_

A0
a1
M2
MIS
A4
S
AN
ANz
AN
A
#i0 =

Edit Speed Dials Dialog Box — Add Entry

From the Code drop-down list on the left, select a speed dial code.
In the Phone Number text box, enter the phone number to assign to the code.

To save the entry, click anywhere in the dialog box outside the entry.
Click X (close) to close the dialogue box.

No o s

In the Description text box, enter a description that allows you to identify the entry.
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Modify speed dial entry

To modify a speed dial entry:

1. In the Speed Dial panel, click the Edit / button. The Edit Speed Dials dialog box appears.

2. Double-click the entry to modify.

Modify your speed dial lists

Code Phone Number Description
8 130058 Courier

7 131008 Taxi

#05 0390015462 Caterers]

Edit Speed Dials Dialog Box — Modify Entry

3. Modify information as required.
4. To save the changes, click anywhere in the dialog box outside the entry.

5. Click X (close) to close the dialogue box.

Delete speed dial entry

To delete a speed dial entry:

1. In the Speed Dial panel, click Edit / .

2. Select the entry to delete and click Delete.
3. Click X (close) to close the dialogue box.

Modify your speed dial lists:

Code Phone Number Description
3 130058 Courier

i 131008 Taxi

#05 0390015462 Caterers

Edit Speed Dials Dialog Box — Delete Entry
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Chapter 6
Monitor Contacts

miReception allows you to monitor the call status of selected contacts. Contacts configured through the TIPT
Administration Portal and Adaptive Collaboration Management Portal are referred to as static monitoring. A
maximum of 200 contacts can be monitored this way.

In addition, miReception allows you to monitor selected contacts dynamically. A maximum of 99 contacts can be
configured dynamically and is configured by your administrator with a default of 50.

You can use the Favourites panel to view the phone state of statically monitored contacts and the Enterprise
panel to view the phone state of dynamically monitored contacts.

Phone states

The phone state of a contact, that is, the state of the contact’s phone line, is represented by an icon located to
the left of the contact’s name. The following table lists the possible phone states for a contact:

Icon Phone State Description

o Idle The contact’s phone is on-hook (available to receive a call).

- Busy The contact’s phone is off-hook (on a call, busy).

O Ringing The contact’s phone is ringing.

e Do Not Disturb The contact has the Do Not Disturb service turned on.

- Call Forwarding Always The contact has the Call Forwarding Always service turned on.

The contact is not monitored.

- Unknown Note: Virtual users cannot be monitored.

Monitoring

miReception allows you to monitor the call state of selected contacts. Static monitoring is configured through
the TIPT Administration Portal or Adaptive Collaboration Management Portal and allows you to monitor up to
200 contacts in your miReception console. You can also choose to dynamically monitor a contact. This is done by
clicking the status icon of the contact in your miReception console to monitor.
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Static monitoring

To statically monitor contacts, the list of contacts to monitor must be configured via the TIPT Administration
Portal or Adaptive Collaboration Management Portal. Once configured, the selected contacts appear in

your Favourites directory. However, the updates made to the list of contacts to monitor will only appear in
miReception at the next sign-in.

Note: Your adminstrator can select up to 200 contacts for a receptionist to monitor.

TIPT static monitoring

For TIPT users:
1. Loginto the TIPT Administration Portal.

( TIPT Administration Portal

UserID

Password

J Remember Password
Login
TIPT Administration Portal login

2. From the Group level, select the user that has a miReception license allocated to them.

Group Welcome
» Profile Add a new user or manage existing users in your department or group.

Resources I o e G ]

Enter search criteria below
Services Phone Number v Contains v [388321223 | [=25)

ser 1D (4] Ast Name st Name 1S10T epariment

Call Center ~ 2

0386321423@uat-trial.com  Richardson Kate Marketing (N3000304R)

[Pagetof1]
Calling Plan id
| [ ok || A |[ cancel |

Utilities

Select user with miReception license
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Group > Users : 0386321423@uat-trial.com

Client Applications

Profile
Basic Advanced

Incoming Calls None of the menu items In this category are enabled. Business Communicator Desktop - Video
Business Communicator Destop - Video.

Outgoing Calls Business Communicator Mobile - Video
Business Communicator Mobile - Video.

Call Control Business Communicator Tablet - Video
Business Communicator Tablet - Video.

Calling Plans BroadWorks Agent
BroadWorks Agent is a client that enables users to
call center agent activities, call control, basic repo

Client Applications service configuration. Also displays which users ar
supervisors for the agent.

Messaging BroadWorks Supervisor
BroadWorks Supervisor is a call center supervisor

Communication Barring allowing call control, advanced reporting and servi
configuration, Allows the user to manage call cent
BroadWorks Receptionist - Enterprise

Utilities

I‘Bmwm‘nmmmmm;lan advan

Console designed to meet the specific needs of an
including advanced call control, contact directorie
status.

Select Client Application > Broadworks Receptionist - Enterprise

4. Search for users and add them to the monitored users list.

Group > Users : 0386321423@uat-trial.com Welcome H|

BroadWorks Receptionist - Enterprise

Profile BroadWorks Receptionist - Enterprise is an advanced Attendant Console designed to meet the specific needs of an operator ir
i call control, contact directories and phone status.
Incoming Calls | ‘ OK ‘ ‘ Apply ‘ ‘ Cancel ‘
Outgoing Calls Enter search criteria below
[User ID v] [ Starts With v| +
Call Control Available Users Monitored Users

Calling Plans

Papadakis,Demi (0386321434@uat-trial.c
Singhton, Raji (0386321425@uat-trial.com

Client Applications

Messaging

‘ Add > ‘ Wong Mike (0386321422@uat-trial.com)

‘ Remove < ‘

Add Al => |

Communication Barring

Remove All ‘

Utilities

5. Click Apply, then OK.
6. Log backinto miReception and select Favourites directory to view Statically Monitored contacts.

oK H Apply H Cancel

Select users to be monitored

Contacts
) SEARCH | E' Favourites x | &, Enterprise x | '§ ENTERPRISE.. x | &§ GROUPCOM.. x & Personal x if: SpeedDial x \3 Queves x o appcon 4
Begins with All - Q Quick Search
Status + Last Name ~ First Name Number + Extension = Mobile * Department = Notes =
@ Wong Mike +61386321422 1422 Sales (N3000304R) Notes
O Singhton Raji +61386321425 1425 Marketing (N3000304R) Notes
Papadakis Demi +61386321434 1434 04991111119 Training (N3000304R) Notes

Favourites directory with monitored contacts

3. Select Client Applications from the Options Menu, then click on Broadworks Receptionist- Enterprise
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Adaptive Collaboration: Telstra Cloud Calling static monitoring

For Adaptive Collaboration: Telstra Cloud Calling users, your administrator will need to set this up on your behalf
in the Adaptive Collaboration Management Portal:

oo s wN 2

Log into Adaptive Collaboration Management Portal.

Find and navigate to the profile page of the user with the Receptionist client pack.
Under the Incoming calls tab, scroll down to the Receptionist section and select Edit.
Add and/or remove users to be monitored.

Click Close when done.

Have the receptionist client user log back into miReception and select Favourites directory to view
Statically Monitored contacts.

Dynamic monitoring

Dynamic Monitoring allows you to view the call state of selected contacts in your Group/Enterprise directory. You
can also view Monitored contacts in the Monitored Directory £ “onmore. x “which will only display contacts that
have been selected to monitor. When the number of monitored contacts reaches the maximum limit of 99, you
will receive one of the following message dialog boxes depending on your client configuration:

0 The maximum number of dynamic monitoring contacts has 0 The maximum number of dynamic monitoring contacts has
been reached. Please un-monitor one or more contacts to been reached. This action will un-monitor 2 of the oldest
continue. monitored contacts. Would you like to continue?

PRI —

Dynamic Unmonitoring Dialog box Dynamic Monitoring Dialog box

The state of a contact that is not monitored is shown as Unknown.

Once you have selected a contact to monitor, you are unable to deselect to stop monitoring.

Contacts
SEARCH L Favowtes 3 im I'.' " Iprns '.' '. § ENTERPRISE » % e x Ok x P VONTORED 3

Boagnt am L) - Canex Soann
] Last Nome = First Name - e Fransion e
U2 Users PR DI ET =
21 Usss SmaMs des 517
@ TEm |2ors 181 BRI e Notes
[} e tisemn IR RTInNG ] trt=s
- Ul 2uts User's 4Ry Wy el
(W] It Ut 1 HEVAS000 S0 o=
> TIF4S [ 11 RRANTA AR Natrs
(=] TUFIA tisert [ SN 2am hatea
"3 urasms Userd 41BN Www e
- Fams s 41 BENaS S 5954 ks
TUFn1s Userfl SRR ANER i = Ll

Enterprise directory displays monitored and unmonitored contacts
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Request dynamic monitoring

The set of contacts that you dynamically monitor is stored as part of your context information and automatically
retrieved and activated on subsequent sign-ins.

To monitor a contact:
In the Group/Enterprise directory, click the Status icon of the contact to monitor. The icon will change from grey
(unknown status) to a colour which will indicate the contacts current phone status.

| & raomes x| & x| @ EwERRSE x| G Posod x| [ oWk x
" IBeginswith  |All Fa | [ Quick Search | %
Status + Last Name First Name Number + Extension + Mobile * s Notes +
@ osms  omswos  sedsswes s haes
(] 0287753006 0287753006 +61287753006 3006 Notes
@ seme  mewwer  sewseue ez Ns
@ Bignell +61392434908 4908 Notes
@ e Awe L .
(-] IM&P Debbie +61386321441 1441 Training Notes
@ me e eememes s Naes
@ Jasky Peter +61392434922 4922 Notes
@ ey B eemsmewro a0 Nees
@ Jerry Tom 461386321466 1466 Notes
@ e e semsamsn s N
(~] Maclean Caspian +61392434691 4691 Notes
@ wansmewxso B setadenen st Nees
(=) Mander +61392434738 4738 Notes

Monitored directory only displays monitored contacts

Note: You cannot monitor the state of virtual users. Only regular users can be monitored.
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Chapter 7
Manage Call History

You can organise call logs and delete selected call logs or all call logs from Call History.

View call history

miReception allows you to view your call history. By default, the calls are grouped into Missed, Received, and
Dialled calls.

To view your call history:

1. Inthe Call Console, click the Call History button @ The Call History dialog box appears displaying your
past calls. The calls are grouped into dialled, received, and missed calls. By default, missed calls
are displayed.

Show Missed Calls ’v.

Name Number Date/Time

TIC1_Outbound... 0884428038 2013-10-16, 10:31:21 £ !Z
TIC1_Outbound... 0884428038 2013-10-16, 10:30:30 ®
TIC1_Outbound... 0884428038 2013-10-16, 10:14:42 ) ]
TIC1_Outbound... 0884428038 2013-10-16, 10:14:03 ®IE
394724019 394.. 0394724019 2013-10-09, 16:14:36 w|
AgentD2 4112 2013-10-09, 15:33:48 %
Agent D2 4112 2013-10-09, 15:33:16 X
AgentD2 4112 2013-10-09, 15:33:07 %
Agent D2 4112 2013-10-09, 15:33.00 &)
394724023 394... 0394724023 2013-10-03,13:51:26 ®
Agent D2 4112 2013-10-03,12:07:21 £ =
[ oeete 1 [ oc

Call History Dialog Box

2. To show calls in a specific group, select that group from the Show drop-down list.

Show |Missed Calls i v’
Missed Calls
Name Received Calls
Dialed Calls D
TIC1 Nuthannd hmmaa sarsa sorr e e 10°231°21 >3 I‘ |

Call History - Show
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Delete call history

You can delete a selected call log or all call logs from Call History.

To delete call logs from Call History: —

1. In the Call Console, click the Call History L% button . The Call History dialog box will appear.
2. Todelete all call logs, click Delete All [lEEaa.

3. From the Show drop-down list, select a grouping.

4. To delete a selected log, click Delete Call Log for .. that log.
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Chapter 8
Manage Queued Calls

miReception allows you to manage calls in selected call centres (up to five) and monitor calls in real
time. You can manage queued calls using the Queued Calls pane.

QUEUED CALLS 1

Reception 0353950505 410 (47) X
z Mia Davis (353950512) 04:42
4 Grant Wilkins (353950523) 04:41
z Amy Watson (353950521) 04:39
4 Cara Lincoln (353950522) 04:38

Queued Calls Pane

This section describes the following procedures you perform to manage queued calls:
e Select Call Centres to Manage

e View Queued Calls

e Retrieve Call from Queue

e Transfer Call to Ad Hoc Number

e Transfer Call Between Queues

e Change Position of Call in Queue

e Group Calls

e Order Queued Calls

Select call centres to manage

After you sign-in to miReception, select the call centres you want to manage (up to five).

To select call centres:
1. Inthe Queued Calls pane, click Options i and select the Edit Queue Favourite Dialog option.

|
QUEUED CALLS W vew »

Reception 0353950505 0110 (07) M Group
Sort »

No items to show

Edit Queue Favourite Dialog

Queued Calls — Options — Edit Queue Favourite Dialogue



2. The Edit Queue Favourites dialog box appears.

Edit Queue Favourites Dialog Box

3. Select the check boxes for the call centres you want to monitor.
4. Click Save.

View queued calls

To view calls in a queue:

1. Click the Expand button for that queue.

Retrieve call from queue

You can retrieve a call from a queue to your phone.

To retrieve a call from the queue:

Sodeel 0 Wl ol Tewfanine Eoll G2riezd LD D Morinned.
Mo ChEue ke Toml Cake Pnoilp 0 Pnioils 1 Fioids 3 Paoie 3
#  NTS Consult &G 10 4 2 2 2
+  PhammaciesRUs 10 4 2 2 2
« AGME 10 4 2 2 2
3¢ 3 Cratue seloEdes Pk rian 1

1. Inthe Queued Calls pane, click the call to expand it and click Retrieve for that call.
2. Once you retrieve the call, the call appears in the Call Console, and you treat it as any other call.

Transfer call to ad hoc number

To transfer a call to an ad hoc number:
1. Inthe Queued Calls pane, select the call.

2. Inthe Dialler, enter the destination number and click Transfer .

CALL CONSOLE

¥ Mia Davis (+51 352950812)

Ad Hoc Queue Transfer

3. The call is transferred and removed from the queue.

TTE
JE————

Acdree 04,36

o o [ 5
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Transfer call between queues

To transfer a call to another queue:

1. Inthe Queued Calls pane, select the call.

2. Inthe Contacts pane, expand the Queues panel, to find the queue you need to transfer the call to.
3. Click the target queue and click Transfer for that queue.

4. The callis transferred and removed from the original queue.

Change position of call in queue

To change the position of a call in the queue:
1. Inthe Queued Calls pane, click the call and click Reorder .

QUEUED CALLS i
¥ Recepuon 0353950505 10 a7 3
A Mia Davis [J8386061Z) Q5o
I Grant Wilkins (383380523) 050y

Z Amy Watson (381980821)

Frosdon
Rgapton (IEIEG0G0G)

T cara Lnoo [153850822)

Sand 3 Beck

Reordering Queued Call

2. Inthe drop-down box that appears, select the new position in the queue.

Note: The list can contain a maximum of 24 reorder positions you can choose from to reorder a call in

queue, in addition to Send to Back and Sent to Front options.

Group calls

You can group queued calls by their priority.

To group or ungroup queued calls:

1. In the Queued Calls pane, click Options n , select Group, and then select or deselect Group by priority. This
action applies to all monitored call centres.

QUEUED CALLS M e v

& Recepdion 0353250505 &0 (HTh Growp H v Group by pricoly
ot 3

L4k Quavs Mavourks Dalcg

Queued Calls — Options — Group

2. To ungroup calls, unselect the Group by priority option.
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Order queued calls

Queued calls can be ordered according to their total waiting time or according to their waiting time in the current
priority bucket.

To order queued calls:In the Queued Calls pane, select the call.

1. In the Queued Calls pane, select the call.
2. Inthe Queued Calls pane, click Options -
3. Select Sort and then the ordering option you want. This operation applies to all monitored call centres.

.
QUEUED CALLS Nl e "
& Receplion 0553950505 H15 47 W Sroup P
Sort ¥ Longast wail

+  Longestwal in priorky

Edil Cusun Favnerts Dl

Queued Calls — Options — Sort

Note: The ordering does not work when calls are grouped. If needed, first ungroup the calls.
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Chapter 9
Configure miReception

You can use the Settings link at the top right corner of the Logo pane to access the Settings page, where you can
configure various aspects of the miReception application.

Note: Do not use the internet browser’s back button to return to the main interface.

This section describes the Settings pages that you can use to configure miReception:
e Settings — General

e Settings — Application

e Settings — Services

e Settings — Services Plugins (disabled)

e Settings — Messaging

e Settings — About

You can use the General tab to configure miscellaneous settings that improve the usability of miReception.

0y miReception

General
Account Lhance Sxseened
Language Englisn (Austala) |-.-]
__| Eynehronize languoge with sandee peodiie
Screen Pop [Fuwr
Ak g menmeng cale
Date Format

(8 RRATDEEYYY ( DIVMREY Y Y

Time Format 0 AMER [ 24 Hour

Workspace Sawe Workspace il Load Workspace

) Ahvaya s workspooe on signout

Dﬂ! and Omp | Trarafer the call sulomasicaly when s dropoed on 2 cantact

Settings — General

The following subsections describe the settings that can be configured on this page.
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Settings — General
Account
You can use this area to change your user password (TIPT only).

miReception shares login credentials with the TIPT Administration Portal. When you change your password here,
remember to use this new password when accessing the TIPT Administration Portal.

Note: The password you enter must meet password requirements set in the TIPT Administration Portal.

To change your password:
1. Click the Change Password link. The section expands, allowing you to change your password.

General

Account Lhange Password
Did Password :
Hew Password :

Coefirm New Password ©

Account — Change Password

2. Enter your current and new password and click Change Password.

Note: The Reset button does not reset your password, it only clears the input boxes.

Language

The Language settings allow you to select the language of the user interface.

1. The drop-down list identifies the languages available in your edition of miReception. To change the language,
select a new language from the list.

2. Synchronise language to my profile — When this option is checked, miReception synchronises the language
with your profile and ignores the language selection on this page.

Screen pop

This feature is currently not supported.

Date format

This option allows you to change or select the date format. Select from MM/DD/YYYY or DD/MM/YYYY.

Date Format @ MMDDIYYYY (O DDMMAYYY
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Time format

This option allows you to change or select the time format. Select from AM/PM or 24 Hour.

Time Format ® AMPM () 24 Hour

Workspace

miReception allows you to customise elements of your workspace, such as the size and placement of the main
window on the desktop. The system remembers the setup between sessions.

The following elements can be customised:

e The size and position of the web browser window in which the main interface is displayed.
e The size of the panes (Call Console, Contacts, and Queued Calls).

Buttons:

e Save Workspace. This button, when clicked, saves the current workspace.

e Load Workspace. This button, when clicked, arranges your workspace according to the last
saved configuration.

e Restore To Default. This button, when clicked, restores the workspace to the system default configuration.

e Always save workspace on sigh out. When you sign out from the client, miReception asks you whether you
want to save your current workspace. To save your workspace automatically when signing out without being
asked, check the Always save workspace on sign-out box.

To customise your workspace:

1. Arrange the windows the way you like.

2. Click the Save Workspace button to save the current configuration. To restore the system default, click
Restore To Default.

3. At any time to return to the last saved configuration, click the Load Workspace button.

Settings — Application

You can use the Application tab to configure your availability to take calls as well as the policies used to
process calls.

T  miReception

[ oo Ltwem] o | o | e | o |
Applicanan

Ustim K noeraboe

Ty - -

Settings — Application

The settings can be configured on this page and are described in the following subsections.
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Queue membership

These settings allow you to select which queues you want to join.

To join queues:
1. Tojoin a specific queue, select the check box on the line for the queue.
2. Tojoin all queues, select the check box in the column header.

Note: If you are not allowed to join/leave a queue, the line for the queue is dimmed and you can only

view your join status in the queue. To change your join status in a queue if you are not allowed to do it
yourself, contact your administrator.

For queues on this page, you can select columns to appear and you can sort and group queues by any column.

Operator policies

The Operator Policies setting allows you to select your post sign-in state in your queues.

Sign-In State. This drop-down list allows you to select your availability to receive calls from queues upon signing
in to miReception.

Settings — Services

You can use the Services tab to configure various services assigned to you by your administrator, which are
applicable to miReception. These settings are only available if you have been assigned such services. If either of
the features is activated in the client, it will immediately display on the phone. These features can be enabled or
disabled on either the phone or the client.

The services are grouped into two categories: Active and Inactive.

) ) «Back To Application Help Sign Out
miReception Matthew Smith

| Defaut. User Services
=) Inactive
1<) Do Not Disturd
Blocks all calls and sends them to voicemail
Call Fe

- orwarding.
Forwards all calls to a destination

Service Settings

Settings — Services
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The services that you can configure (if you have been assigned the services) are:

Do Not Disturb. When you activate this service, you are not available to take calls, and all your calls are
automatically sent to your voicemail.

Call Forwarding Always. When you activate this service, you need to provide the phone number to forward
your calls to. When the service is active, all your calls are forwarded to the specified number.

To activate a service:

1.
2.

Select the service and check the Active box. The service is moved from the Inactive to Active category.

If you enabled the Call Forwarding Always service, in the Forward To text box that appears, enter the phone
number to forward the calls to.

To generate a ring splash for incoming calls, check the Ring Splash option
To save your changes, click Save.

User Services

=l Inactive

a Do Mot Disturb
Blocks all calls and sends them to voicemail
Call Forwarding Always

- Forwards all calls to a destination

.....

Service Settings

Aulomatically forward your incoming calls to a specified phone number

Active
Ring Splash

s ml.:}rd Enter phone number

Settings — Services — Call Forward Always Settings

User Services

=l Inactive

=) Do Mot Disturb
Blocks all calls and sends them to voicemail
Call Forwarding Always

il Forwards all calls to a destination

Service Settings

Automatically forward your incoming calls to your voice messaging service, if configured, otherwise the calier hears a busy tone

Acive
Ring Spiash

o

Settings — Services — Do Not Disturb Settings
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Settings — Plug-ins

The Plug-ins tab is completely disabled and not available for use.

= Back To Application Help Eull Screen Sian Out
T miReception
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Plugins
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Program Shortcuts

Activity Archive

Settings — Plugins

Settings — Messaging

The Messaging tab allows you to configure various messaging options for miReception. Currently, only e-mail
messaging is supported.
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Settings — Messaging with default mail application selected
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Settings — Messaging with custom SMTP server selected

From the drop-down list, select the mail client to use for e-mails.
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If you selected the custom SMTP server option, you also need to configure the following options:

¢ Display Name. This is the name that is displayed in the From field.

¢ Reply-to Address. This is the address where reply messages can be sent.

e Default Subject. This is the subject that appears when you generate an e-mail message in miReception.
e SMTP Host. This is the IP address of the SMTP host.

e SMTP Port. This is the port of the SMTP host.

e Mail Template. This is the mail template to use.

e Outgoing SMTP Server Requires Authentication — When this option is set, authentication is required to
send e-mails.

e Username. This is the name you must enter to authenticate yourself.
e Password. This is the password part of your authentication credentials.

Settings — About

Use the About tab to view the information about miReception.

T  miReception

Settings — About Page

The following information is provided on this page:

e Version. This is the software version of the miReception client.
e Profile. This is the miReception client profile used.
e Disclaimer. This is the miReception copyright information.
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Chapter 10
Configure web browser

Internet Explorer settings for full screen mode

Internet Explorer must be configured as follows to enable the full screen link in miReception; otherwise, the
miReception client is not displayed in full screen mode when the full screen link is clicked, and no error message
is displayed to the user.

1. On the Internet Explorer Menu bar, select the Tools menu and then click Internet Options.
2. Inthe Internet Options dialog box, click the Security tab and then click the Custom level... button.

. - - b
Security Settings - Internet Zons o e

Settings

1 Ciable -
) Fnable (hot seare)
@ Prompt {recommerced)
¢ Downioed ursgred ActiveY, controls
9 Disabke {recommendced)
| Enadle (not seare) —
| Fromot
¢ Inbisize end scipt ActiveX controls not marked as safe for sa
71 Disable {recommenced)
| Enable (nat seare)

8 Promot
¢ Crnly diow approved domars 1o use ActiveX withoul prospt
) Disable
@ Enable
¢ Run ActiveX controls and plug-rs 2
S0 Ackmnsty atar avtsiensat

« m »

Takes effect afler you restart Indemel Exglorer

Reget custom selttings
ReSt10: iedum-ugh (defait) vl | Resst..

= 4

Internet Explorer Security Settings- Internet Zone Dialog Box

3. Inthe Security Settings — Internet Zone dialog box, scroll down to the ActiveX controls and plug-ins section,
and then to the Initialize and script ActiveX controls not marked as safe for scripting settings.

4. Select Enable or Prompt.
5. Restart Internet Explorer.
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Chapter 11

Appendix A: Glossary
and Definitions

Phone states

Phone states show the state of the monitored contact’s phone line.

Icon Phone State Description

) Idle The contact’s phone is on-hook (available to receive a call).

- Busy The contact’s phone is off-hook (on a call, busy).

Q Ringing The contact’s phone is ringing.

=] Do Not Disturb The contact has the Do Not Disturb service turned on.

g Call Forwarding Always The contact has the Call Forwarding Always service turned on.

The contact is not monitored.

@ Unknown

Note: Virtual users cannot be monitored.

Call states

Call states are the states that your current calls can be in.

Icon Display Name Call State Description

= Incoming Local Ringing In (Local) This represents a Click-To-Dial call ringing on
your phone.

g Incoming Ringing In (Remote) The call is coming in and ringing on your phone.

The call was parked or camped and is being

ad Call Recalled Ringing In (Recalled Call) recalled because its timer has expired.

The call is outgoing, ringing out.

“a Outgoing Ringing Out This is equivalent to a phone ringing on the
called party’s phone
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Al

Active

Held

Remote Held

Active

Held

Active

On Hold

On Hold (Remote Held)

Active (In Conference)

Held (In Conference)

The call is an active call.

The call is on hold.

The call is held by the remote party.

The call is in a conference and active.

The call is in a conference and onhold.
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Chapter 12

Appendix B:
Keyboard shortcuts

When using keyboard shortcuts, make sure that the main interface window is in focus.

Equivalent

Mouse Action

Description

Esc

Arrow Down

Arrow Up

Page Down

Page Up

Click the Close button

box. in a dialog box.

Cancel the changes.

Click the Dialler text box.

Click the Search text box.

Click the scroll bar or the
next item in a list.

Click the scroll bar or the
previous item in a list.

Scroll down one page.

Scroll up one page.

Select a call in the

Call Console.

This closes the open dialog box.

This exits the currently selected editable item, such as a
text box.

This places the cursor in the Dialler text box; it retains the
currently selected item (if applicable).

Note: In Internet Explorer 8, the “/” shortcut key does not
always work. Pressing the key clears the default Enter

Number text, but does not place the cursor in the
input box.

This places the cursor in the Search text box; it retains the
currently selected item (if applicable).

This selects the next item in the Call Console or
Queued Calls pane.

This selects the previous item in the Call Console or Queued
Calls pane.

This goes to the next page in the Call Console or
Queued Calls pane.

This goes to the previous page in the Call Console or Queued
Calls pane.

Pressing “1” selects the first call; pressing “2” selects the second
call, and so on.
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Equivalent

Mouse Action

Description

SPACEBAR

<PERIOD>

ENTER

ENTER

SHIFT+1..9

SHIFT+1..9

SHIFT+1..9

Sors

Borb

Rorr

Horh

SHIFT+L
or SHIFT+

Click Answer on the
selected incoming call in
the Call Console.

Click End on a selected
call in the Call Console.

Click Dial.

Click Search.

Click Transfer in
the Dialler

Select aringing call and
click Answer.

Select an active call and
click Hold.

Select a held call and
click Retrieve.

Click the Settings link.

Click on Back to
Application link.

Click the Call
History button.

Click the Help link.

Click the Sign Out link.

This answers the selected incoming call or if no call is selected,
the incoming call that has been waiting the longest. Pressing
the SPACEBAR again answers the next longest waiting
incoming call, which puts the previously answered call on hold.

This ends the selected call.

If the cursor in placed in the Dialler text box, the entered digits
are dialled.

If the cursor is placed in the Search text box, a search
is performed.

This transfers the selected call to the ad hoc number entered in
the Dialler.

Pressing SHIFT+1 selects and answers the first ringing call,
pressing SHIFT+2 selects and answers the second ringing call,
and so on.

Pressing SHIFT+1 selects and places the first active call on
hold, pressing SHIFT+2 selects and answers the second active
call, and so on.

Pressing SHIFT+1 selects and retrieves the first held call,
pressing SHIFT+2 selects and retrieves the second held call,
and so on.

This opens the Settings page if main window is in focus.

This goes back to the main page from the Settings page.

This opens the Call History dialog box.

This opens this guide in a PDF format.

This signs the user out of the application.
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